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Get the most from this book

Everyone has to decide his or her own revision strategy, but it is essential to review your work, learn it and test your understanding. These Revision Notes will help you to do that in a planned way, topic by topic. Use this book as the cornerstone of your revision and don’t hesitate to write in it: personalise your notes and check your progress by ticking off each section as you revise.

Track your progress

Use the revision planner on pages 4 and 5 to plan your revision, topic by topic. Make a note when you have:


•  revised and understood a topic

•  tested yourself

•  practised exam questions and gone online to check your answers and complete the quick quizzes.



You can also keep track of your revision by noting each topic heading in the book. You may find it helpful to add your own notes as you work through each topic.

Features to help you succeed


[image: ]

Exam tips

Expert tips are given throughout the book to help you polish your exam technique in order to maximise your chances in the exam.
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Typical mistakes

The authors identify the common mistakes candidates make and explain how you can avoid them.
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Now test yourself

These short, knowledge-based questions provide the first step in testing your learning. Answers are given online at www.hoddereducation.co.uk/myrevisionnotes

[image: ]




[image: ]

Revision activities

These activities will help you understand each topic in an interactive way.
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Definitions and key words

Clear, concise definitions of essential key terms are provided where they first appear.
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Exam practice

Practice exam questions are provided on page 84. Use them to consolidate your revision and practise your exam skills.
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Online

Go online to check your answers and to try out the extra quick quizzes at www.hoddereducation.co.uk/myrevisionnotes
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My revision planner

Unit 1 The hospitality and catering industry

LO1 Understand the environment in which hospitality and catering providers operate

1.1 The structure of the hospitality and catering industry

1.2 Job requirements within the hospitality and catering industry

1.3 Working conditions of different job roles across the hospitality and catering industry

1.4 Factors affecting the success of hospitality and catering providers

LO2 Understand how hospitality and catering provision operates

2.1 The operation of the kitchen

2.2 The operation of front of house

2.3 How hospitality and catering provision meet customer requirements

LO3 Understand how hospitality and catering provision meets health and safety requirements

3.1 Personal safety responsibilities in the workplace

3.2 Risks to personal safety in hospitality and catering

3.3 Personal safety control measures for hospitality and catering provision

LO4 Know how food can cause ill health

4.1 Food-related causes of ill health

4.2 The role and responsibilities of the Environmental Health Officer

4.3 Food safety legislation

4.4 Common types of food poisoning

4.5 Symptoms of food-induced ill health

LO5 Be able to propose a hospitality and catering provision to meet specific requirements

5.1 & 5.2 Options for hospitality and catering provision

Exam practice

Success in the examination

Sample examination questions and model answers

Unit 2 Hospitality and catering in action

LO1 Understand the importance of nutrition when planning menus

1.1 Functions of nutrients in the human body

1.2 Nutritional needs of specific groups

1.3 Characteristics of unsatisfactory nutritional intake

1.4 How cooking methods impact on nutritional value

LO2 Understand menu planning

2.1 Factors to consider when proposing dishes for menus

2.2 How dishes on a menu address environmental issues

2.3 How menu dishes meet customer needs

2.4 Planning production of dishes for a menu

LO3 Be able to cook dishes

3.1 Techniques in preparation of commodities

3.2 Assuring quality of commodities to be used in food preparation

3.3 Techniques in cooking of commodities

3.4 Completing dishes using presentation techniques

3.5 Using food safety practices

Glossary

Now test yourself answers, exam practice answers and quick quizzes at www.hoddereducation.co.uk/myrevisionnotes


Unit 1 LO1 Understand the environment in which hospitality and catering providers operate

1.1 The structure of the hospitality and catering industry

The hospitality and catering industry provides people with accommodation, food and beverages outside of the home.

Types of provider

The providers of hospitality and catering can be divided into four groups:


•  hotels, campsites and other accommodation

•  food services, such as restaurants, pubs, takeaways, cafes, coffee shops, clubs and motorway services

•  contract catering for private customers and public sector customers, such as hospitals

•  events and conferences.



Types of service

There are many different types of food service. The way food is served to the customer will depend on the place where the food is to be eaten.
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	Table 1.1 Types of food service



	Food service
	Description



	Formal restaurant
	Food is usually served to customers by waiting staff:

•  plate: the meal is plated up and brought to the customer’s table by waiting staff

•  waiting service: the food is served to customers at the table by waiting staff

•  gueridon (trolley or movable service): the customer’s food is cooked at the table, usually for dramatic effect, for example flambéed steaks and crêpes






	Street food
	Ready-to-eat food or drink sold on the street or in a public place, such as at a market or festival



	Self-service
	Customers help themselves to food, for example a carvery; in a carvery the meat is on display and carved by a chef, and the customer can help themselves to vegetables, sauces and gravy



	Fast food
	Food is made to order very quickly and can be taken away from the restaurant or stall to eat; seats and tables are often provided



	Cafeteria
	Small or inexpensive restaurant or coffee bar, serving light meals and refreshments



	Takeaway
	Takeaway restaurants (for example Chinese, Indian and pizzas) take an order and deliver the food to the customer’s home; customers can also order at the restaurant and then take the food away to eat it



	Buffet
	A selection of dishes is laid out for customers to help themselves; different buffet styles include:

•  sit-down buffet: once the customer has chosen their food from the buffet, they can sit down at a table to eat it

•  stand-up or fork buffet: once the customer has chosen their food, they stand to eat it; this allows guests to circulate and meet other guests

•  finger buffet: all the food is prepared to be eaten with the fingers (without the need for a knife and fork); foods are normally bite-size and easy to eat






	Automatic vending
	Drinks and snacks are stored in a machine with a glass front and items are selected by the customer; they are often coin operated and placed in establishments where it may not always be possible to get access to food, for example colleges and hospitals



	Transport catering
	A variety of food service options are available on trains, planes and ships



	Hotel
	Provides overnight accommodation and food and drink options
Many hotels offer breakfast, evening meals, bar snacks, lunch and room service (food ordered and delivered to your room); budget hotels usually have a simpler offering




	Bed and breakfast
	Offers overnight accommodation and breakfast; often these are private family homes where rooms are made available to guests; breakfast is usually served in a dining room or the owner’s kitchen




Commercial catering establishments

Commercial establishments are businesses that provide food and drink services and operate to make a profit. There are two types of commercial establishments: residential (providing accommodation) and non-residential.
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Non-commercial catering establishments

Non-commercial establishments are businesses that provide food and drink services but do not operate to make a profit.
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Exam tip

Make sure you know the difference between commercial, non-commercial, residential and non-residential establishments.
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Services provided

Commercial and non-commercial residential and non-residential establishments offer different hospitality and catering services.



	Table 1.2 Services provided by different types of establishments



	Establishment
	Services provided
	Examples



	Commercial residential
	Accommodation, housekeeping, food, beverages, conference or training facilities
	Hotels, guest houses, campsites, bed and breakfasts, holiday parks, farmhouses



	Commercial non-residential
	Food and beverages to eat in or take away, areas to sit to eat and drink
	Restaurants, cafes, tea rooms, coffee shops, fast food outlets, pubs and bars, street food and pop-up restaurants, mobile vans



	Non-commercial residential
	Accommodation, food and beverages
	Hospitals, care homes, prisons, armed forces, boarding schools, colleges and universities



	Non-commercial non-residential
	Food and beverages
	Canteens in offices, day-care centres, schools and nurseries, charity food suppliers, for example soup kitchens




Suppliers

The selection of suppliers is crucial to any establishment. The suppliers used will depend on what food and beverages are sold.

When choosing a supplier, it is important to consider:


•  cost of the items required – which supplier is the most competitive and offers the best value for money?

•  delivery – how efficient and reliable is it? Do the items arrive in good condition?

•  quality of the product – is the quality good enough for what is needed?



The best supplier, at the best price for each product required, can be found by:


•  word-of-mouth recommendation

•  visiting and checking the supplier’s establishment.



Suppliers can be from the:


•  primary market – the source of the supply, for example farmers

•  secondary market – wholesale from a distributor; this is a company that supplies goods from the source of supply to a retailer or customer, usually in large quantities and at low prices

•  tertiary market – retailers or cash-and-carry warehouses.
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Hospitality at non-catering venues

Some caterers supply food and drinks for functions where catering facilities are not already provided. They are known as contract caterers.


•  They prepare food for functions such as weddings, banquets and garden parties in private houses.

•  They may prepare and cook the food in advance and deliver it to the venue, or they may cook it on site.

•  They may also provide staff to serve the food, if required.



Contract caterers are used by a wide range of organisations as it relieves them of the pressures involved in catering for such events.

Standards and ratings

Hotel and guest house standards

Hotels and guest houses are often given a star rating. Star ratings help customers to know what services and facilities they can expect at a hotel or guest house. The quality of the services provided is rated on a scale from one to five stars.



	Table 1.3 Hotel star ratings



	Star rating
	Requirements to meet this standard
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	At least five bedrooms with en suite facilities
Open seven days a week

Guests have access at all times

Reception area

Restaurant serving breakfast seven days a week and evening meals five days a week

Licensed bar
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	As above plus higher standards of cleanliness, maintenance and hospitality
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	Access without a key between 7 a.m. and 11 p.m., access with a key after 11 p.m.
Dinner served six evenings a week, snacks on the seventh

Room service for drinks and snacks during the day and evening

En suite facilities

Internal telephone system

Wi-Fi in public areas
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	24-hour room service
Restaurant open for breakfast and dinner seven days a week

Wi-Fi in room

24-hour access and on-duty staff

En suite facilities

Enhanced hospitality, for example afternoon tea

Higher staffing levels
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	Open all year round
Proactive service and customer care

Multilingual receptionists

Other facilities such as a spa or business centre

Enhanced services, for example concierge and valet parking

Restaurant open every day for all meals

En suite facilities – 80 per cent of rooms have a bath and shower





Food hygiene standards

The Food Standards Agency runs a scheme with local authorities where they score businesses on a scale from zero to five to help customers make an informed choice about where to eat. The rating is usually displayed as a sticker in the window of the premises. The scores mean:


0  Urgent improvement is required

1  Major improvement is necessary

2  Some improvement is necessary

3  Hygiene standards are generally satisfactory

4  Hygiene standards are good

5  Hygiene standards are very good
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Restaurant standards

The three main restaurant rating systems used in the UK are Michelin stars, AA Rosette Awards and The Good Food Guide reviews.

Michelin


•  one star is a very good restaurant

•  two stars is excellent cooking

•  three stars is exceptional cuisine.





Environmental standards



•  one star: 50–59 per cent

•  two stars: 60–69 per cent

•  three stars: more than 70 per cent.



Job roles within the industry

Management


•  The finance manager is responsible for the finances and security of the business.

•  The general manager is responsible for the day-to-day running of the business. It is their responsibility to make a profit and to ensure that staff complete their duties to a high standard. They are also in charge of making sure that good customer service is provided.



Kitchen brigade


•  Head or executive chefs are in charge of the kitchen. This job involves menu planning, food production, ordering food from suppliers, costing dishes, managing stock, kitchen hygiene, planning staff rotas, and recruiting and training staff. Most head chefs start off as a commis chef before becoming a section chef in charge of a small team of chefs. They need excellent cookery skills, leadership and management skills, budgeting skills, the ability to work under pressure and to meet deadlines, and the ability to keep calm in stressful situations.

•  The sous chef is directly in charge of food production and often in charge of the day-to-day running of the kitchen. Most sous chefs start off as a commis chef, then become a section chef. They require excellent cookery skills; good organisational skills to manage a busy workload; and excellent communication, teamwork and leadership skills.

•  The chef de partie (section chef) has responsibility for a particular section of the menu or area of the kitchen, and a varying number of staff to whom they allocate tasks. Jobs carried out vary from one establishment to another depending on the head chef’s organisation and size of the establishment. Most large establishments could have chefs de partie in the following areas:




    •  sauce chefs

    •  pastry chefs – these chefs make breads, pastries, cakes, confectionery, batters, desserts and other baked goods

    •  fish chefs

    •  roast chefs

    •  vegetable chefs

    •  soup chefs

    •  larder chefs – these chefs prepare cold starters and salads

    •  relief chefs – chefs who can be called on if another chef is unable to come to work.




•  The commis chef or assistant chef does the easier tasks and may be part of an apprenticeship scheme or studying at college. They must enjoy cooking, have good organisational skills, be good communicators and able to work as part of a team.

•  The kitchen porter washes up and may do basic vegetable preparation.

•  The stock controller is in charge of all aspects of store keeping and stock control.




Front of house


•  Receptionists meet customers and direct them to the correct person or place; they manage visitor lists and booking systems.

•  Waiting staff prepare tables, give out menus, take orders, serve food and take payment.

•  Bar staff serve drinks and take food orders, wash up, clear tables, change barrels and fill shelves.

•  Baristas make and serve hot and cold beverages, in particular different types of coffee such as espressos, cappuccinos and lattes.

•  Sommeliers give advice on wine choices and describe the taste and aroma of different wines to customers.

•  A concierge assists hotel guests by making reservations, booking taxis and booking tickets for local attractions and events.



Housekeeping


•  The head housekeeper allocates jobs to room attendants and ensures that rooms are cleaned correctly. They must communicate well with reception to know what rooms need cleaning, and to inform them once the rooms are ready for the guests.

•  Room attendants clean and prepare rooms for guests, changing towels and bedding.

•  Maintenance completes any repairs than can be done in-house and books specialists to carry out particular jobs, such as gas engineers or lift repairs.
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Administration


•  Secretaries help the business to run smoothly by dealing with correspondence, emails, phone calls, filing and ordering.

•  Accountants do all the bookkeeping and ensure bills and taxes are paid.
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1  Describe the following types of food service.




    a)  Self-service


    b)  Fast food





2  Explain the difference between commercial and non-commercial establishments.


3  When choosing a supplier, what three points should be taken into consideration?


4  Name a skill that would be useful for all front-of-house staff to have.


5  Which of these catering industry roles is an example of a ‘front-of-house’ role?





    a)  Sous chef

    b)  Sommelier

    c)  Commis chef

    d)  Pastry chef
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1.2 Job requirements within the hospitality and catering industry

Supply and demand


•  The hospitality industry is the third largest employer in the UK.

•  It contributes to 3.2 million jobs through direct employment in the industry and a further 2.8 million jobs indirectly.

•  Staffing levels and required skills/job roles might change with demand; supply is affected by the availability of trained staff with the right skills.

•  Factors that affect demand are weekday or weekend, the time of year and economic conditions – do people have enough money to spend on eating out/holidays?

•  There is a greater demand of staff at seasonal times such as summer and bank holidays, and a greater demand in some parts of the country, for example in tourist destinations.

•  Between 2014 and 2017, 65 per cent of job growth has been in restaurants.

•  The hospitality and catering industry employs many part-time workers.

•  The hospitality industry traditionally employs a young workforce, which means that the shrinking working age population could be a problem in the future. It is estimated that there will be 670,000 fewer 16- to 25-year-olds by 2020.

•  As of June 2018, EU nationals make up 40 per cent of the UK’s hospitality workforce. Brexit could see a reduction in the number of EU nationals, which could mean that the supply of staff may not meet the demand.

•  Outside London, the key cities for growth in the hospitality and catering industry are expected to be Manchester, Liverpool, Edinburgh and Belfast. This is likely to create a range of jobs in those cities.



Jobs for specific needs



•  There is currently growth in the market for vegan, vegetarian and allergen-free dishes. This will present opportunities for smaller restaurants that can be flexible with what they offer.

•  Festivals and street food at casual markets are also growing to meet consumer demands.

•  The use of technology to order food online (such as Deliveroo, Just Eat and Uber Eats) is increasing.



Rates of pay



•  The national minimum wage is the minimum pay per hour workers above school leaving age are entitled to.

•  Staff aged 25 and above should get the national living wage, which is higher than the national minimum wage.

•  Apprentices are entitled to an apprentice rate if they are under 19, or aged 19 and over and in the first year of their apprenticeship.

•  These rates change every April.

•  The average salary in the hospitality and catering industry is £25,000 a year. Some average salaries for specific roles are given in Table 1.4.

•  Salaries can be affected by supply and demand; for example there is more demand for staff in the holiday season so people may earn more as there may be more shifts available.





	Table 1.4 Average salaries in the hospitality and catering industry



	Role
	Average salary



	Hotel management
	£37,310



	Head executive chef
	£36,613



	Pastry chef
	£30,530



	Housekeeper
	£24,055



	Receptionist
	£21,596



	Porter
	£17,718



	Waiting and bar staff
	£16,735



	Kitchen staff
	£16,556



	Data from www.reed.co.uk




Training




	Table 1.5 Types of training



	Level
	Type of training



	Key Stage 4 school courses
	Level 1/2 Vocational Award in Hospitality and Catering



	Post 16–19
	Colleges offer many courses for those leaving school after Year 11, for example:

•  Certificate in Hospitality and Catering Level 1

•  Certificate in Introduction of Culinary Skills Level 1

•  Diploma in Introduction to Professional Cookery Level 1

•  Diploma in Hospitality and Catering Level 2

•  Diploma in Professional Cookery Level 2






	Universities
	Universities offer degree, HND and HNC courses in subjects such as:

•  catering

•  hospitality

•  culinary arts

•  hotel management

•  food and beverage service






	Apprenticeships
	These provide both work experience and training



	In-house training
	On-the-job training provided by the organisation you work for
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Qualifications and experience


•  The qualifications you have and the experience you have gained when working in the industry will have an impact on the salary you could earn.

•  Executive chefs will have worked their way up through the kitchen brigade. In order to progress in the catering industry, they would need to gain experience as a commis chef, chef for a specific area, such as a pastry chef, chef de partie, sous chef then, finally, executive chef.

•  The same applies to front-of-house staff; a room attendant would gain experience to become a housekeeper.

•  Apprenticeships and colleges usually require five good GCSE passes, though the entry requirements may be lower for some Level 1 courses. This could be followed by a qualification such as a diploma or certificate.



Personal attributes




	Table 1.6 Personal attributes required for different job roles in the hospitality and catering industry



	Job role
	Desirable attributes



	Waiter/waitress
	Attentive listener, good memory, clear communicator, diplomatic, calm and assured, high level of focus and attention, multitasker, can work in a team, physical stamina, courteous and polite, hardworking



	Receptionist
	Professional, positive attitude and behaviour, clear communicator, helpful, can work in a team, courteous and polite, can learn skills quickly, calm, composed, approachable



	Housekeeper
	Physical stamina, tactful, diplomatic, calm, courteous and polite, good memory, can work in a team



	Head chef
	Organised, able to accept criticism, physical stamina, creative, attention to detail, can handle highly stressful situations, passion for food and cooking



	Commis chef
	Attentive listener, clear communicator, can work in a team, passion for food and cooking, physical stamina, creative
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1  Suggest one reason why it may be difficult to recruit staff in the hospitality and catering industry in the future.


2  Explain one area in the hospitality and catering industry that is currently growing.


3  Name two courses available post-16.


4  List four personal attributes that a waiter or waitress should have.


5  List four personal attributes that a head chef should have.
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1.3 Working conditions of different job roles across the hospitality and catering industry

Different types of employment contracts




	Table 1.7 Different employment contracts



	Type of contract
	How it works



	Full time, permanent
	Working days and hours are specified; workers are entitled to sick pay and holiday pay



	Part time, permanent
	As the above, but reduced sick pay and holiday pay because this is calculated pro rata – depending on how many hours are worked



	Casual work
	This is usually seasonal or covering for a sick colleague; casual workers are entitled to sick pay and holiday pay based on the hours worked



	Zero hours
	A contract between an employer and a worker in which no minimum hours are given and the worker does not have to accept the work when it is offered; workers are entitled to the minimum wage and holiday pay




Working hours



Rates of pay



•  A salary is a form of payment from an employer to an employee, which may be specified in an employment contract. It is a fixed amount per pay period, for example an annual salary.

•  A wage is money paid by an employer to an employee in exchange for work done. It is usually an hourly rate that is multiplied by the number of hours worked.





•  the hourly/weekly rate agreed with an employer, depending on age, experience and the role and responsibility of the job

•  bonus payments, tips, rewards and commission

•  sick pay

•  holiday pay

•  maternity, paternity or adoption pay.



Holiday entitlement



•  Full-time workers who work a five-day week must receive at least 28 days’ paid annual leave a year.

•  Part-time workers are entitled to a reduced amount of paid holiday depending on the number of days/hours worked. For example, if they work three days a week, they must get at least 16.8 days’ leave a year (3 × 5.6).



Remuneration



•  In the UK, restaurant tips are generally between 10 and 20 per cent of the bill; some tips can be higher when excellent service is provided.

•  The tips are usually divided out between the staff. This is known as a tronc arrangement; the person who works it out and distributes it is called a troncmaster.

•  If you pay a service charge when you stay at a hotel or go on a cruise, it will be distributed among the staff members for providing service to the customers.

•  Some hotel workers may receive subsidised food and accommodation.

•  Bonuses are generally linked to performance. Employers may pay these to workers based on good financial results of a team and/or individual.
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1  List the four types of employment contract.


2  State how many hours of work you can do each week if you are over 18.


3  State how many weeks of paid holiday workers are legally entitled to each year.


4  Explain the term ‘tronc arrangement’.


5  Describe two ways in which workers in hotels and hospitality can be remunerated on top of their salary.
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1.4 Factors affecting the success of hospitality and catering providers

Costs



•  Material costs – food and drink, consumables such as napkins, cleaning materials and so on.

•  Labour costs – salaries and wages for all staff connected to the business.

•  Overhead costs – costs not connected to materials or labour, for example rents, energy, water, telephone, insurance, furniture and furnishings.





•  variable costs – costs that can change depending on the amount of business the establishment does, such as the cost of food and drink

•  fixed costs – costs that are always the same, such as rent, insurance and energy (they may increase or decrease at some point in time, however, depending on the business).






•  order the correct amount of food

•  order the best quality food at the best price

•  monitor stock to make sure it is rotated, so that the oldest food is used up first.



Profit



•  Gross profit is the money that is left over when food costs have been deducted from sales income.

•  Net profit is the money left over when all costs – material, labour and overheads – have been deducted from sales income.
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The economy



•  Value added tax (VAT) – VAT is a consumption tax that has to be added on to a sale, raising money for the government from consumers’ spending. The standard rate of VAT is currently 20 per cent. Some foods are exempt from VAT, but it has to be added to services. VAT is calculated quarterly and needs to be budgeted for, as it could be a large bill that will eat into profit. If the rate of VAT goes up, it will have an impact on businesses, which may need to charge more to cover this cost.

•  Value of the pound and the exchange rate – if the rate of exchange is good for consumers in other countries, they may choose to travel to the UK and spend money in the hospitality and catering sector. UK customers may stay in the UK if the exchange rate is poor.

•  Supply and demand – if food production is affected by bad weather conditions, the cost of ingredients could increase due to the lack of food being available or a greater need for imported food.

•  Strength of the economy – when the economy is strong, customers have more money to spend on leisure activities and eating out; when the economy is weak, customers may not have as much disposable income to spend.



Environmental factors



Seasonal foods
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Sustainable methods of farming


Reducing energy and water use



•  installing solar panels

•  installing double glazing and insulation to keep heating bills down

•  using low-energy light bulbs

•  buying energy-efficient appliances

•  turning off lights when not in use or having automatic sensors for lights

•  only using dishwashers and washing machines on a full load

•  installing showers in hotel bedrooms rather than baths

•  asking guests to reuse towels.
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Food waste



•  920,000 tonnes of food are wasted by the hospitality and food service sector every year

•  75 per cent of this waste – one in six meals – was avoidable

•  on average, 45 per cent of food waste arises from preparation, 34 per cent from customer leftovers and 21 per cent from spoilage

•  the average cost of avoidable food waste in a restaurant is £0.97 per meal.





•  use leftover cake to make a trifle

•  use leftover meat in a shepherd’s pie

•  use leftover chicken in a curry

•  mash leftover potato and use it in fish cakes

•  use leftover rice and pasta in salads

•  fallen apples can be used to make pies, crumbles and preserves

•  stale bread can be used to make breadcrumbs or a bread and butter pudding.






•  there is little wastage of food, which keeps costs down and helps the business to be profitable

•  customers are happy – they feel they have value for money but the portion size is not so big that it cannot be finished.




Packaging


Technology



•  Computers and computer systems are needed to run most businesses. All information can be stored and updated electronically. Orders can be taken electronically on tablets and sent directly to the kitchen.

•  Booking of rooms, restaurants and meals can all be done online.

•  Mobile phones can be used as door keys in hotels. This is done via an app on the phone and can be used instead of magnetic cards.

•  Many establishments are going cashless accepting contactless or card payments only.

•  Mailing/emailing lists can be used to send out promotional material and discounts.

•  Social media is a powerful and often cost-effective way to promote a business.

•  Recruiting staff online – for example, using Skype or Facetime for interviews reduces the need to travel to an interview, and takes up less time.
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Emerging and innovative cooking techniques


•  A number of different international cuisines are becoming increasingly popular in the UK, for example Sri Lankan and Burmese. Many customers like to try new foods and might want to visit these restaurants.

•  Many people are cutting down on their meat intake and the popularity of vegan food is increasing. The Vegans Society estimated that there were about 600,000 vegans in the UK in 2018 – the number quadrupled between 2014 and 2018, with 42 per cent making the change in 2018. Many restaurants now offer meat-free and vegan dishes to cater for this rapidly growing market.

•  Some bars are now serving green (healthy) juices and smoothies. This appeals to the growing market of health-conscious customers.

•  Some restaurants are using vegetables instead of carbohydrate foods, either to reduce calories or to make dishes gluten free, for example:




    •  spiralised courgettes instead of spaghetti

    •  cauliflower that has been broken down using a food processor into a grain-like consistency to use instead of rice

    •  cauliflower as a base for pizzas.








•  The popularity of fermented foods – said to be rich in probiotics, which makes them good for gut health – is increasing. Good bacteria may improve digestion, boost immunity and promote a healthy weight. Examples include:




    •  kimchi – a fermented vegetable dish from Korea

    •  kefir – a fermented milk drink similar to yoghurt

    •  kombucha – a fermented drink made from sweetened tea.




•  The use of insects in cooking and insects used to make flour (for example cricket flour) is a growth area. Some customers may just want a different culinary experience, while others are interested in trying a more sustainable source of protein (less water and land are required to farm insects than livestock).

•  Customers are attracted to fusions of different flavours and unusual tastes. The tea market is one example, with fusion flavours such as mushroom tea and cheese tea being developed. By expanding the selection of beverages, more customers might be attracted.



Customer demographics, lifestyles and expectations
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	Table 1.8 Requirements of different customers when choosing somewhere to eat



	Customer group
	Requirements



	Disabled customers
	Those with disabilities may need to be seated at a table on the ground floor rather than having to climb stairs. They may need help with carrying drinks or trays if the service is self-service or carvery style.




	Families with babies or young children
	Babies and young children may need materials to keep them busy, for example colouring pencils and paper. They may also appreciate child-size cutlery, bibs and high chairs. They need a special menu with smaller portions.



	Elderly customers
	Older people may need extra time to order and help with ordering. They may also need smaller portion sizes.



	Dietary needs or allergies
	Customers with special dietary needs may need to check which allergens are included in which dishes on the menu if these are not clearly displayed.



	Business customers
	May need service to be quick.



	Single customers
	May want a table to themselves away from larger groups.







	Table 1.9 Requirements of different customers when choosing somewhere to stay



	Customer group
	Requirements



	Disabled customers
	Those with disabilities may need to be on the ground floor; they can be on higher floors with accessible lifts or ramps, however. They will need bathroom facilities with rails and a walk-in shower.




	Families with babies or young children
	Will need a family room with sufficient beds or a cot



	Elderly customers
	May prefer to be on the ground floor or to have easy access to the lift. They may also prefer a walk-in shower to a bath.



	Business customers
	May need Wi-Fi or conference facilities.



	Single customers
	May want a double room with single occupancy to give them more space.




Customer service


•  Each customer should receive excellent service every time they visit a restaurant or hotel.

•  If customers are happy with the service, they are more likely to return.

•  Well-run restaurants will provide ongoing training for staff to ensure they are providing the level of service customers expect. All staff should understand what excellent service is, and ensure all customers are well looked after and happy to return again.

•  All customers should be treated as valued customers, with kindness and respect, regardless of their appearance or background.

•  Staff should be smart and welcoming. You need to make sure the customer’s first impression is a positive one.

•  The body language and manner of staff should always be polite, respectful, friendly, sincere, patient and attentive. It is always good to smile and make eye contact.

•  When orders are taken, it is important to read the order back to the customer to make sure you have heard the order correctly and it is accurate.

•  Poor customer service will mean that customers don’t return, which could cause the business to fail.



Competition




•  monitoring the competition regularly – visiting the competitor as a customer, checking their website, reading comments on sites such as TripAdvisor

•  offering competitive prices, deals and discounts

•  evaluating your own business – ensure you are giving value for money and high-quality service

•  having a clear advertising strategy and an up-to-date website – make sure images are clear and that the website is easy to navigate

•  looking for a competitive advantage – this is a distinguishing feature you have that can give you an advantage over your competitors, for example a star chef; a fast, reliable home delivery service; an original menu; using high-quality organic products; or offering a wide selection of vegan choices.



Trends




•  Events management – for example wedding and conference planning – is a growing area within the sector.

•  Independent restaurants and restaurants that offer customers something unique are likely to be the most successful, along with those that adopt new trends and introduce relevant technology.

•  Larger pubs are doing well, particularly those with added letting rooms.

•  Micro-pubs, tap rooms and pop-up bars are becoming popular.

•  Rum is fast becoming a popular spirit, with increasing interest in British rums as well as traditional Caribbean rums.

•  Large shopping centres are now hosting street food businesses.

•  Communal dining halls and market halls are becoming popular, often located in old buildings. Altrincham Market House, for example, hosts themed markets with regional food producers; it has a canteen where people can eat from a variety of independent food operators.

•  Eating where you shop (deli shops with bars and dining) and butcher–bistro places are becoming popular, for example The Butcher’s Tap in Marlow owned by chef Tom Kerridge.

•  Low- or no-alcohol drinks – mocktails, smoothies, juices.

•  Many businesses are reducing the amount of packaging and plastic that they use, making changes such as replacing plastic cutlery with recyclable wooden ones, restricting serviettes, and using paper straws rather than plastic ones.
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Political factors


Brexit



•  If the cost of imported food rises, chefs may look to source more ingredients from the UK or outside the EU.

•  EU nationals make up 40 per cent of the UK’s hospitality and catering workforce; employers will need to review alternative staffing if the number of European workers declines.

•  The value of the pound fluctuates according to the political situation.



Licensing laws


Employment laws


Health and safety regulations


Media




	Table 1.10 Uses of media



	Media
	Use



	Internet search engines/maps
	To look up places to eat in the local area. It is important for a business to have an online presence; if they are not on the internet, customers may not be aware of them and go elsewhere.



	Websites
	Websites are used to promote and advertise a business; many people use the internet when researching where to eat or stay.



	Social media
	Businesses receive feedback from customers on sites such as TripAdvisor.




	Delivery
	Sites such as Deliveroo and Just Eat can be used to find a restaurant, order food online and have it delivered; this will increase orders and, therefore, increase profits.
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•  Chefs (costs)

•  Plan (profit)

•  Educated (economy)

•  Earlobes (environmental)

•  Then (technology)

•  Expect (emerging and innovative cooking techniques)

•  Creative (customer demographics and lifestyle)

•  Chocolate (customer service)

•  Chillies (competition)

•  To (trends)

•  Peak (political factors)

•  Media (media)
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1  Define the term ‘fixed costs’.


2  Define the term ‘net profit’.


3  State three ways in which a business can reduce its use of energy and water.


4  Describe three strategies that a hospitality and catering business could use to attract and retain customers.


5  State one change that a restaurant could make to reduce plastic use when serving food.
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