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Trainer/assessor guide

SITHFABO0OG6
Provide room service

Welcome to this unit of study

This unit describes the performance outcomes, skills and
knowledge required to provide room service in
accommodation establishments. It requires the ability to
take orders, set up room service trolleys, deliver meals,
process accounts and clear used meal service items.

The unit applies to all hospitality organisations where room
service is provided, including hotels, motels and bed and
breakfasts.

It applies to kitchen staff and operational food and
beverage attendants who work with very little
independence and under the guidance of others. It can
also apply to front office personnel.

It may be undertaken as:

» part of a formal qualification nationally recognised
through the Australian Qualifications Framework (AQF)

»» astand alone unit

»» part of a formal skill set

© smallprint owns all copyright on its products as detailed in the Copyright Act 1968.
It does not issue licenses for reproduction of this material.



AbOUL this trainer/ass@SSOr SUIE ........occevieeiriieeirrieeireeetrreeteeest e te et ssees e e seses e seessessaesssessassesssesseessessensnessansnes 4
LEAINING FESOUICE.......eiieiiiieieiteete et et e et st e e st st e s et s et e st e s e st e e e e s sat s b e s ea e e e at e e st e e ate s s e s ent e s s e e st esssasntesanesstasnnesssasensess 5
Topic 1: Take and ProCess rOOM SEIVICE OFTAERIS. w..iueiiirerieteierierietetstestestesteresiessessesessessessestebessessessesessessensensssessensen 5
ANSWETING The tEIEPNONE ...ueiitieee ettt ettt st b e bbb b et et e b e besbeneens 5
CheCKiNg @ BUEST'S NAMIB.....iiiiiieieieieetet ettt sttt st s b st e st s be s st et e s b e s ae e s b e b e sbes st enbesbesaeensensesbeensensenes 7
RECOIING FOOM SEIVICE OFUEIS..ccuiiiiuieiietiriinieteiestestest et eeestestet et stestesse e e st s besbesseseebesbessensesesbessensesessessensensesessensenes 8
SUBEESTIVE SEIING ....eeviriiieiieiiritetee sttt ettt sttt b e bt e st et e b b et e e e bt s b e s b et e st ebesbenaesesbesbenbeneenene 10
AdVISING GUESES OF AEIIVEIY TIME ..ottt ettt ettt b e sttt b e st sae e ebesbesaeeenees 11
DOOIKNOD AOCKELS ...ttt ettt st b e s e et b e b e s e e e st e b e sb e s emeebeseenseneenens 12
TrANSTEITING OIS .uviuieiiiiirietetee ettt sttt sttt e st et st e st et e aesbesae e e s e ebesbeteseebesbe st eneesesbesaessenesbensenseneans 13
Check YOUT UNAErSTANGING ....coovirieiiiririeieteesiete ettt sttt ettt st ettt sttt e st e be st et e st ebe st e bensenesbesbensensenes 15
TOPIC 2: SET UP Lrays @Nd trOHEYS. ....ooueriiiiieieereeete ettt sttt sttt b s b st st se b st e e e b sbeee e ne 17
ROOM SEIVICE EOUIPIMENT..c..iiiiieiteeie ettt ettt ettt sb e st e s bt e s bt e sbtesatesatesutesubesabesasesasesaseeabesabesseenseenseeseensens 17
SEttiNg UP trays @Nd trOlEYS . ..ccuirieieiriirieieeeerete ettt sttt a e s be st et saebesbe st e e eseebesbeneeneens 19
Collecting Meals aNd DEVEIAEES .......ccviviiiiiririeerete ettt sttt ettt ettt b st et besesbesbe b ensens 21
ChECKIiNG MEAIITEIMS ..ottt ettt ettt b et b s b b e b e st eb et e b e st ebe s b e bentenesbenbenseneenis 22
Check YOUT UNAEISTANGAING ....ccviierieriieietiereetese sttt sttt sttt et e b e sbe s st e besbesbe et enbesaesasensensesaaensenses 23
Topic 3: Present room service meals and Deverages t0 SUESES. ..ccccvivirieirerenieieesesiesteese et sesseseessesesesseseens 25
ReqUESEING ENTIY 0 GUEST'S FOOIMS ..eiuiiiiitieiietete sttt ettt sttt sae et st s bt s bt et e b sbe et e b e besaeebesbesbeeneennens 25
EXPIAINING MIEAIS ..ttt b sttt b e st et b e st et et ebe s b e st et ebesbesbe b eneebesbenseneenens 28
Check YOUT UNAEISTANGAING ....ocvivieiiriieieiiereetere ettt ettt st ettt et b e sbe s st e besbesbe e st enbesaesasensenbesaaensenses 29
TOPIC 4: Present rOOM SEIVICE ACCOUNTES. ..cc.iiitiiertietetesieette et ste et e st e s bt st et e st e s bt et e b e sbesat et e sbeebeentenbesbeeasensessesseensenses 31
Checking and presenting SUEST @CCOUNTS ......cuviiirieirererieteesesieste et st be et sttt s s b sbe e esesbesbesseneenesbesaenes 31
CRAIGING MEAIS ...ttt sttt b sttt e bt s bt s b e e st e bt b b et e st e b e b e b e st ebe b e bentenesbeabenseneenis 32
Check YOUT UNAEIrSTANGAING ....ccviiiriiriieiietieseete ettt ettt sttt et b e sbe s st e besbesbe et enbesaesasensensesaasnsenses 33
TOPIC 5: ClEAr FOOM SEIVICE @I a. c.veuiiuiriiieieiisierietet st stestet st steste e esesbeste e e e sbestestesessesbesseneesesbessensesessestensenessessensensns 35
Checking and Clearing flOOIS ......i ittt sttt ettt et be st et e b sesbesbe b eneenis 35
Returning trays and trolleys tO FOOM SEIVICE @ra ........ccvevvereeirierierieinienienieeeessessetesessessessetesessessessesessessenses 36
RESTOCKING . .. ittt sttt sttt et e st s bt et et e s b sb e et e b e saeeat e st e besbesatenbesbesetenbenbesheeasensenbessaensans 37
Check YOUr UNAErSTANGING ....covvivieieiriirieietststee ettt sttt et sttt s et e s st e st e b e s e ebe st ensessesesbesensesessensensenseses 39
ASSESSMENT WOTKDOOK ...ttt sre bbb bbb s b s b ssassa s b st st st ssaenis 41
UNIt INFOrMIALION ..ttt st ebe s b st 43
What is competency-based @SSESSMENT? ..ottt sttt sttt sbe st e st s sae e b e st e sbesatesesbesuesnsensens 44
How Will My COmMPetenCY D @SSESSEA?....c.ciiiirieieererete ettt ettt st be st see e sbesbenteneene 45
ASSESSIMENT AZIEEIMENT ...ttt sttt s b e et e bbb e e bt e s bt e s b e e baesbeesbaesaeesraeemnesanesanesaneentens 46
Foundation SKills CRECKIIST.......ccovviiiiiiiiicc ettt 47
SKillS FECOGNITION.....eeeereeeeeeeeeeeertee sttt ree et e e st e e st e e s ae s e sae st s ae st e saessnessesseessessaassesssesssasaesseesaessnessessees 48
Topic 1: Take and ProCess rOOM SEIVICE OFUEIS ....cuiiririerirererierteestestestete st steste e eresbeste st et ebesbesee st ebesbesaeessesbensenenne 49
TOPIC 2: SEt UP trays AN LrOHEYS ....ouiiieiieiietee ettt ettt sttt ettt sb e st e st e st e sbe et e besbesasensenbessaensanses 50
Topic 3: Present room service meals and Deverages t0 SUESES ...ccccvivirieirerenieieesesieteese et sesve e ssesesessessens 51
TOPIC 4: Present rOOM SEIVICE ACCOUNTS ....c.uiitiierieieterie ettt sttt et et sttt s bt et e b s b e st et e sbeebe e e enbesbe e st eeesbesbeensenses 52
TOPIC 5: ClEAr FOOM SEIVICE @I a ...ccuiiuiriiieieiinierieteieste ettt sttt e bt s beste st et s b e sae st et e b e s be st et s besbesae st e st ebesbenaeneebesbenseneane 53

Contents

SITHFABOO6: Provide room service (Trainer/assessor guide)
© smallprint V5 Jul 2019



KNOWIEAZE QUESTIONS ...ttt eetesset st eesee s et e s e e st s s e e s sat e st e s as s s e esssas st esssasensasssesntesssesossessnessstesssessssasnes 54

Topic 1: Take and ProCess FOOM SEIVICE OFUEIS ...ccivireirirerieteesesiesteeerestesseeesestestessesessessesseseesessessensesessensensenens 55
TOPIC 2: SEL UP trays @Nd trOHEYS ..cuiriiiiieirieiete sttt sttt sttt s s be sttt sbe b e et s b sbenae e ebene 62
Topic 3: Present room service meals and Deverages t0 SUESES .....cocuvevririrerininenerteesese ettt 67
TopiC 4: Present rO0M SEIVICE ACCOUNTS ....cctiiiirtertieitertesitestestestestesteeteebeeabeesseesseabeebeesseesseesseesseesssesssesasesneeans 71
TOPIC 5: ClEAr FOOM SEIVICE @B ...ciiviirieieiiriirieteteiesiestet et steste e esesbesteste st sbestestesessesbesseseesesbesseneesesbesbensensesessensensesenne 75
TopiC 6: SPeCific KNOWIEAZE EVIARNCE ......cciviiieieieeree ettt sttt sttt s be e st be bt bene 79
PerfOormManCe tasks.......c i e bbb bbb e 80
Third party evidence COIlECtioN @BrEEIMENT .....ccueiiiririeirererete ettt sttt sttt be b et be b e e e s ene 81
Topic 1: Take and ProCess FOOM SEIVICE OFUEIS ...ccivirerirererieteeetestesteeere st see st ssesbeste e et sbestesae e sbesbeseeneesesbenseneeneane 82
TOPIC 2: St UP trays @Nd LrOHYS ..ottt sttt sttt sttt b e s st et e st e s bt estesbesbe s st enbesbesseenten 84
Topic 3: Present room service meals and beverages t0 SUESES .....cccvveiririrerininenenteese sttt see e 85
TOPIC 4: Present rOOM SEIVICE ACCOUNTS...c..eitiiertiereeterte sttt ettt st et e e st e bt et e b e s it et et s besbee b e st e saeessesbeebesseenneseeeseeneen 86
TOPIC 5: ClEAr FOOIM SEIVICE @I A ...ciuiriiieuirierierieteiestestestetetesteste e e bt sbesteste st s be st e st et ebesbeste st e st sbesbeee st ebesbenaenesbesbenseneeneane 87
(6o70 0] o] (=1 uToTo [ /=T ol o] o [N OSSPSR 88
Unit mapping and assesSSMENT ChECKIIST ......c.coveeirierireeeeeeerteeeeeeet et sees e e s st e e s sees e s saes e s saesseessessaesnsesees 89
Trainer/ asseSSOr USEr INSTIUCLIONS .....ccciviiiiiiiiiitiictitcnte sttt ettt s ese st se st et s b e st sbe st sanesatennasns 92

SITHFABOO6: Provide room service (Trainer/assessor guide)
© smallprint V5 Jul 2019 e



About this trainer/assessor guide

Learning resource

The learning resource is divided into the following topics:
»»  Take and process room service orders

»»  Setup trays and trolleys

»  Present room service meals and beverages to guests
»  Present room service accounts

» Clear room service area

Each topic provides information to help you gain the skills and knowledge required to perform the work tasks to which they
refer. Read the information and practise the skills described. You should also take the opportunity to undertake additional
independent research. Your trainer/assessor may also provide supplementary information including interpretation of the

contents of this resource.

At the end of each topic is:
»»  asetof true or false questions

»»  aset of multiple choice questions

These questions provide an opportunity to check your understanding and progress. They are self-marking and do not form

part of the assessment for the unit.

Assessment workbook

To have this unit recognised as a formal qualification you need to have your skills and knowledge assessed. The assessment
workbook provides:

»»  information on competency-based assessment

»  instructions on how you will be assessed

»  assessment tools to assess your competence

»  instructions on how to complete the assessment tasks within each assessment tool

To be assessed as competent you need to provide evidence that you have the skills and knowledge to undertake the
requirements of this unit. This assessment of competency is made by a qualified trainer/assessor from a registered training
organisation. You must complete all the assessments as directed by your trainer/assessor to the required standard. It is not
necessary to work through the guide in the order in which it is written. However this is at the discretion of your trainer/

assessor.

Disclaimer

Information contained in this resource is drawn from sources believed to be reliable. The firm, its employees, agents and
contractors do not warrant the correctness of the sources used and accept no responsibility to any person for any errors or

omissions or for any loss or damage howsoever caused from the use of this resource.
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