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 Foreword  
 

Our Program has been created over the last 17 years to give everyone in The Collection chance 
to achieve the potential they have. It is a mixed learning approach with online courses, practical 
experience, workshops, and digital media. It’s there to use and push you own learning. It gives 
you the power to develop as quickly as you like and progress in your career and our business.  
 
It is formed of 7 Stages taking you from Bar to boardroom in anything from 18 months to 3 years. 
You control the speed quality of your learning we offer the reward. 
 
Stage One: Induction: This is the basic learning needed to do the job safely. Our number one 
priority is that you, the team, and our guests are safe. This training is mandatory and must be 
completed within the probation period at the very latest.  
 
Stage Two: Probation: Another mandatory level but brings in the basic practical skills needed to 
do the job at a grass roots level. It will set you up with the ability to springboard beyond the basics 
with many cross-transferable skills. It must be completed within the probation three months and 
failure to do so will mean an end to employment. The bonus is that you get your perks and a full 
graduation dinner at completion.  
 
Stage Three: Competence: This level will allow you to develop into a professional, it will give you 
in-depth knowledge of the job you are doing and allow you to learn specialist skills whilst homing 
in on teamwork and communication skills.  
 
Stage Four: Role Model: At this point you will learn how to be a role model in the business, start 
showing fewer senior members of the team best practise and be given additional responsibilities 
and being more accountable for the success of the venue. This is another vital point in your 
development and as such carry’s additional perks and graduation.  
 
Stage Five: Management: The first step into management, the stage will start to deliver more 
workshops and qualifications that are needed to run a Pub, Restaurant or Bar. It will give the 
foundations to managing a team and running an entire venue. This is a challenge step and will 
require individuals to push self-learning and reflection. There is a full assessment at the end of 
this stage but by passing it you will be ready to take on a management position.  
 
Stage Six: Leadership: Whilst many would argue leaders are born not taught there is still a need 
to nurture and develop good leadership skills. Not everyone will naturally be a leader but in 
achieving this stage you will prove your ability as someone people follow and will be set for senior 
management in a venue or beyond. 
 
Stage Seven: Ownership: We ourselves had the dream of running our own business and we tell 
everyone to pursue the dream if they want it enough. It’s hard work but by learning some of the 
key lessons it makes it that little bit easier and more structured. We’ve seen 3 businesses set up 
and be successful after individuals have learned and developed in our business and it makes us 
proud.  
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INDUCTION 
 
TIMEFRAME: 
To be completed within two weeks of initial employment. This may be extended, dependant on 
the date of your induction day & confirmed by your manager or training coordinator. 
 
1.1 Company Induction 

 
1.1.1 Attend the company induction event, ensuring you understand the expectations 
as a member of The Collection. 
 
1.1.2 During this induction you will learn the fundamental principles and values of The 
Yummy Collection. 

 
1.1.3 By the end of the induction, you will understand and be able to: 

 
• Access your rota online/through App 
• Access the online Console for the program 
• Communicate and get information within Yummy Pubs 
• Dress appropriately for work for relevant job roles  

 
1.2 Contract Completion 
 

1.2.1 Print, read and sign the employment contract from the email sent to you or 
found in our online due diligence system, taking the opportunity to also read the 
employee handbook. 

 
1.3 Health & Safety 
 

1.3.1 Complete the Health & Safety Level Two online course. 
 
1.3.2 Locate and read through the venue risk assessment and policy folder, signing the 
declaration & raising any questions with the General Manager. 

 
1.4 Food Safety 
 

1.4.1 Complete the Food Safety Level Two online course. 
 
1.4.2 Identify and read the food safety policy folder located in commercial kitchen 
raising any questions with the head chef. 
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1.5 Customer Service 
 

1.5.1 Complete the Customer Service online course. 
 
1.5.2 Observation and work shadowing on floor with duty manager highlighting:  

• Meet & Greet 
• Basic Table Service/Food Running 
• Basic Bar Service 
• Interaction with Guests 
• Guest Farewell 

 
1.6 Fire Safety 
 

1.6.1 Complete the Fire Awareness online course. 
 
1.6.2 Read Fire Risk Assessment document making sure you are aware of the 
following: 

• Location of fire assembly point 
• Responsibilities in case of fire 
• Location and types of fire containment equipment 
• How you can aid in the prevention of fires 

 
1.6.3 Complete a fire evacuation drill.  

 
 
 
 
1.7.   Food Allergies & Dietary Requirements   
 

1.7.1 Complete online Allergens course. 
 

1.7.2 Be able to locate all information regarding allergens at the venue    
demonstrating an understanding on how to use the file to find the required information. 

 

 
 

1.7.3 Demonstrate a clear understanding of all the allergens that are taken into 
consideration under legislation and to the benefit of our guests. 
          Be able to use this information to identify what dishes on the menu have dietary 
restrictions. 



	

	
	

5	

PROBATION 
 
TIMEFRAME: 
To be completed within three months of employment as part of the standard probation period 
outlined in the employment contract.  
 
2.1   Three-month probation period completed with satisfactory sign off job, excellent 

customer service and completion of the stage 2 mandatory training. 
 
2.2    Table Service 
 

2.2.1 Read the Table Service Guide on the Yummy system and observe how a high 
level of table service and customer service is achieved by watching colleagues. Read 
through the scores & comments made by guests on the completed Table Number 
cards, for the shift you have been working. 
 
2.2.2 Understand the importance of pre-session preparation and demonstrate how it is 
carried out to a high standard including: 

• Menus 
• Cutlery 
• Crockery 
• Sauces 
• Table reservations 
• General Venue Cleanliness  

 
2.2.3 Attend and understand the importance and content of a pre-session brief.  
 
2.2.4 Be aware of table numbers and zones within the venue. 
 
2.2.5 Be competent in all key areas of table service including: 
 

• Greeting/guiding guest to table 
• Taking orders and making recommendations 
• Delivering food to table 
• Table checks 
• Table Clearance 
• Desserts & hot drink upsells 
• Paying the Bill 
• Exit/Farewell 

 
2.2.6 Understand the importance of table indicators and how these are used at the 
venue. 
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2.3    Wine Basics 
 

2.3.1 Study & understand the basic format of the venue wine menu, identifying 
categories and price structure. 
 
2.3.2 Locate the venue wine bible and digest key information on each wine, being able 
to recommend wines to guests on request. 
 
2.3.3  Demonstrate your ability to relay information regarding selected wines, chosen 
at random, to your line manager with the basic ability to match wines to food menu 
items. 

 
2.4    Site Audits 
 

2.4.1 Understand the importance of maintaining high standards within the venue from 
a guest’s perspective and a legislative perspective. 
 
2.4.2 Complete a full site audit with your line manager using the template located in 
the audit folder and used by Company Directors. 
 
2.4.3 Discuss any omissions with your line manager and how they might be resolved. 
 
2.4.4 Use the site audit to maintain standards whilst you are at work, demonstrating 
this on a consistent basis throughout your probation period. 

 
2.5 Till Training 
 

2.5.1 Basic understanding of till hardware including: 
 

• Care for the equipment including tidy management of the cash draw 
• Location of department buttons, products within departments & modifier 

buttons. 
• Using the touch screen correctly 
• Cleaning the tills 

 
2.5.2 Opening a table/ tab and: 
 

• Understand how to add guest items, sending orders to the kitchen & the 
importance of checking back orders. 

• Allocating table numbers, reallocating tables & tabs & merging tables. 
• Recognise the importance of taking cards for outside tables. 

 
2.5.3 State the differing kinds of payments, giving change for cash payments & 
ensuring that the EFT machine is used correctly with payments processed correctly. 
Ensure that payments go through without voids or cancellations. 
 
2.5.4 Clock in & out, using the app, without error for a week. 
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2.5.5 Complete a shift on the bar using the tills without aid. 

 
2.6 Manual Handling 
 

2.6.1  Complete the Manual Handling course online. 
 

2.6.2 Demonstrate that you understand the regulation of manual handling operations 
Including: 
 

• The factors that promote safe manual handling 
• Inappropriate activities that can cause injuries 
• Planning & using safe manual handling techniques 
• Lift, carry, move & set down objects using approved best practice – when 

working alone or as a team 
• Be fully aware of hazards, risks, assessments & controls to protect you and 

your colleagues 
 
2.7 Coffee Skills 
 

2.7.1 Read the risk assessment on Yummy system before using the machine. 
 
2.7.2 Demonstrate the safe operation of the coffee machine with fully stocked items & 
clean equipment. 
 
2.7.3 Be competent in using all aspects of the coffee machine. 

 
2.7.4 Make the following, ensuring that they are served to guests correctly with all 
accompaniments: 

 
• Espresso 
• Double Espresso 
• Decaf Espresso 
• Americano 
• Cappuccino 
• Latte 
• Tea/flavoured teas 
• Hot Chocolate 
• Mocuchino 

 
2.7.5 Check all Mugs/ cups/ spoons/ teapots are clean & in good order. 
 
2.7.6 Demonstrate how to clear down and deep clean the coffee machine, hopper, 
and surrounding area. 
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2.8 COSHH 
 

2.8.1 Complete the COSHH course online. 
 
2.8.2 Demonstrate that you understand the regulation of manual handling & Storing 
Hazardous substance: 

• The regulations to control hazardous substances at work that could cause 
ill health 

• Identify which substances are harmful to health 
• How to comply with the COSHH regulations 2002. Take appropriate 

actions to reduce or control substances that could be harmful. 
• An awareness of the use, handling & storage of all hazardous substances. 
• Familiarisation of the international hazardous substance symbols 

 
2.8.3 Understand and demonstrate the use of correct cleaning equipment across the 
different zones of the business including colour coded items for designated hygiene 
areas. 
 

 
 

 
 

 
 
 
2.9   Age Verification 
 

2.9.1 Complete the Age Verification course online. 
 
2.9.2 Following the online training & from observing colleagues: 

• Define the law & company policy on age verification for alcohol sales & 
know the consequences if not implemented 

• Apply procedures to check & challenge proof of age 
• Identify which proof of age documents are acceptable 
• Confidently & non aggressively deal with conflict scenarios if refusing the 

sale of alcohol 
• Realise the techniques that can be adopted if a guest will not accept 

refusal 
• Know how to get away from a high-risk situation 

 
2.9.3 Have read the CPL licensing mini handbook provided during induction and 
understood the basic principles of licensing including the four licensing objectives: 
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(1) The Prevention of Crime and Disorder 
(2) Public Safety 
(3) Prevention of Public Nuisance 
(4) Protection of Children from Harm 

 
2.10  Perfect Serve & Bar skills 

 
2.10.1 Following training & buddying with an experienced colleague, demonstrate that 
the bar is clean, nozzles checked, cask ales pulled & checked before opening:     
     

• Correct stock taken from the cellar with stock rotation & identifying sell 
outs 

• Labels facing front 
• Cordials & fruit stocked 
• Fridge & display layouts clean & lit 

 
2.10.2    Glass washer & glassware clean & not smeared, stacked & cooled. 

 
2.10.2 Demonstrate excellent customer service: 
 

• Friendly & polite greeting 
• Correct order of service & apologies for waiting guests, making aware 

when you will serve them 
• Offer wine menu where appropriate & make recommendations on all 

items 
• Repeat food orders back, taking payment & checking if anything else 
• Say goodbye to all leaving guests 
• Professional attitude throughout 

 
2.10.4    Observe & pour perfect lager, stout, cask ales & cider using correct branded 
glasses. Spirits & wines in correct glasses, with all wastage to a minimum. 
 
2.10.5 Regularly clear & clean down all areas of the bar: 
 
 

• Replenish all stock including ice, fruit, crisps & bar snacks 
• Deep clean behind fridges & down time wipe down tables & clear glasses 
• Keep busy & give the right impression to our guests 

 
2.11 Customer Service In The Hospitality Sector  
 

2.11.1 Demonstrate a high level of hospitality by: 
• Greeting the guest in a warm and welcoming manner 
• Engaging the guest ensuring their needs are met 
• Deliver great table service including table check backs 
• Ensure the guests are well informed about the product and service 

offered at the venue 
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• Execute a warm and cordial farewell 
 
2.12 Booking & Reservation System 

 
2.12.1 Demonstrate basic telephone etiquette when answering the phone and 
throughout the phone call remembering to repeat back any booking details for 
confirmation 

 
2.12.2 Be able to read the booking system to ensure a smooth service with all tables 
reserved and any specific booking notes for a guest confirmed both on the hotel 
booking system and restaurant booking system 
 
2.12.3 Be confident in taking a booking and allocating the correct table/area/room. This 
should include: 
 

• Potential upsells to guest demonstrated 
• All personal details entered correctly including phone and email 
• Request for any special requirements or notes on it being a special event 
 

2.12.4 Understand the importance of staggering table booking times during busy 
periods to aid smooth service whilst also maximising covers booked using all available 
areas of the venue. 
 
2.12.5 Be able to book in differing types of booking and where necessary send out pre-
orders and brief the kitchen back. Understand the use of the enquiry function on the 
booking system and respond to guests to ensure booking is taken and confirmed.  

 

COMPETENCE 
 
TIMEFRAME: 
Guideline for completion is within six to nine months of employment 
 
3.1 Advance wine Training 
 

3.1.1 Attend the course provided by an external wine provider. Following the training 
you will: 

• Understand wine and how it is produced 
• Understand the basic principles of wine tasting 
• Practice wine tasting to recognise the tastes of different wines 
• Define the basic principles of food & wine pairing 
• Build confidence when talking to guests & recommending wines 
• Confidently sell & upsell wines to guests. 
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3.2 Disability Awareness 
 

3.2.1  Complete the Disability Awareness course online. 
 

3.2.2 Demonstrate that you understand disability discrimination legislation & the 
Equality act: 

 
• Define disability – Physical and mental impairment 
• Describe the different types of discrimination including victimisation & 

harassment 
• Recognise the legal requirements & how implemented in Yummy, 

premises, guests & services.  
• State the reasonable adjustments Yummy may need to make to comply 

with legislation & how to deal with complaints  
• Employing people with a disability – understanding policies & procedures 
• Identify the advantages of an effective equality approach 
 

3.3 Drugs Awareness 
 

3.3.1 Complete the Drugs Awareness course online. 
 

3.3.2 Following completion of the online course you will have clear guidance & 
information on: 
 

• The issues that surround illegal drugs & their use on licenced premises 
• Illegal drug classification & the Class A, B & C drugs most likely to be 

encountered on licensed premises 
• Drugs legislation & penalties for unlawful possession, dealing & 

supplying 
• Drugs commonly used with a description of characteristics, how it is 

used & the long & short-term effects of the drug. 
• How to spot & stop drug use & dealing on the premises or outside 

smoking areas 
• Why licensees should keep drugs off the premises 
 

3.3.3 Following the training you will have the ability & confidence to complete a risk 
assessment. 

 
Know the different Pub categories, in terms of drug usage, and the likely risk factor – 
High, medium, or low risk. 
  
Describe Premises in terms of vulnerability to drugs activity and what drugs a Licensee is 
most likely to encounter in each risk category: 
 

• Where to seek help with an assessment 
• What to consider – the premises, the area & the type of customer 
• Issues to be agreed with the authorities 
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3.3.4 With the knowledge obtained, explain the actions if taking possession of 
controlled drugs: 
 

• The legalities around the disposal of drugs 
• Search procedures 
• Refusing admission to the premises & permission to search 
• Recording incidents 
• Know how to handle drug related medical problems 

 
3.4 Equality & Diversity 
 

3.4.1 Complete the Equality & Diversity online course. 
 

3.4.2 Demonstrate understanding of this course: 
 

• What is the meaning of equality & diversity 
• Describe the prejudices, legislation & guidelines relevant to the Equality 

Act and Human Rights Act. What is the legal background, law & 
compliance. 

• State how can you reduce discrimination in direct, associative, perceptive 
and indirect forms in the workplace 

• Define the different types of discrimination 
• State how can an Equality & Diversity policy be implemented in Yummy 

Pubs? What do you need to do to support this? 
  
3.5 Raising Orders, Receiving & Checking Deliveries  
 

3.5.1 Complete wet, dry, and sundry orders under the supervision of the general 
manager demonstrating the following: 
 

• Where to locate the company specified order sheets to print (Polaris Hub 
Files) 

• Access the order and stock system 
• How to check previous week’s sales 
• How to check par stocks where applicable 
• Constructing the order based on holding stock & par levels 

 
3.5.2 Oversee wet, dry & sundry delivery under the supervision of the general manager 
demonstrating the following: 
 

• Being polite and courteous to the delivery personnel 
• Check of the delivery item by item against the delivery note provided by 

delivery personnel 
• Mark any missing or damaged items if applicable and raise these with 

supplier to ensure credit note 
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• Contact the supply to notify of missing items and emailing copy of 
relevant documentation to supplier and internal recipients  

• Stow away delivery and check off against original order form 
• Display the delivery note in the correct location in venue 

 
3.5.3 Complete all the above tasks on a number of occasions successfully without the 
guidance of the general manager. 

 
3.6 Communication Skills 
 
3.6.1 Attend the workshop. 
 
3.6.2 Following the workshop you will recognise: 
 

• Why communication skills are important in business & in personal lives 
• The various methods of communication 
• Verbal & nonverbal communications & filters 
• The barriers to good communications 
• The different types of questions & their response 
• What type of listener you are & the impact poor listening has on others. 
• The benefits & pitfalls of e mail & texts  

 
3.6.3 Discuss real situations where bad communications have had a negative impact.  
What could have been done differently to achieve a positive outcome? 

 
3.6.4 After the course ask colleagues to give you feedback on your communication skills 
& work towards improving on specific areas of this key skill 

 
3.7 Advanced Customer Services 
 

3.7.1 Demonstrate that you can manage the following tasks whilst maintaining the key 
Customer service skills developed during your time with Yummy, ensuring a high service 
level is achieved throughout the visit for all guests: 
 

• Manage an entire area of the floor for a session, maintaining a constant 
understanding of where each table is in the service process 

• Look after bookings larger than eight people ensuring check backs are 
complete and communications with the Kitchen & guest are maintained 

• Understand timings of dishes at differing points of demand, “read” the 
chefs rail and manage guests’ expectations on timing 

• Ensure that all tabs on the till are up to date 
 

3.7.2 Respond & deal with basic guest complaints, resolving issues through initiative 
and excellent communication skills: 
 

• Be aware of when to relay serious guest complaints to the duty manager 
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• Identify guests body language to ascertain and identify potential issues 
before they occur 

• Maintain a good rapport with all guests allowing your individual character 
to prevail 

• Complete a refund on the tills, when justified, under the supervision of a 
duty manager 

• Understand & demonstrate the principal of going the extra distance for 
guests, showing true hospitality 

 
3.7.3 Illustrate the ability to allocate tables prior to a busy session to maximise covers: 
 

• Ensure the venue is fully prepared prior to a busy session 
• Complete kitchen checks for sell outs, low stocks & specials 
• Maximise the potential throughout the session for walk in table availability 

  
3.7.4 Remain vigilant of outside trade in fine weather: 
 

• Ensure credit cards and tabs are correct, avoiding walkouts 
• Manage food & service times for outdoor trade 
• Maintain a table number system outside, delivering the correct level of 

service in conjunction with the main bar 
• Keep outside condiments & cutlery stocked, the area tidy & tables cleared 

& clean 
 
3.7.5 Work efficiently behind the bar: 
 

• Acknowledge & engage guests promptly, even in busy sessions, using your 
own character and according to the pace of trade 

• Replenish the bar regularly, keeping the bar area clean & clear of clutter 
 
3.8 HACCP - (Hazard Analysis Critical Control Point) 
 

3.8.1 Complete the online training course: 
    

On completion of this course, you will understand the basic principles & practice of 
operating a food safety system based on the  

          HACCP principles. 
 

3.8.2 Following the training you will: 
 

• Manage food safety, reducing the incidence of food poisoning  
• Recognise & reduce the food safety hazards / contaminants 
• Define & name the hazards that fall into four categories 

 
3.8.3 List the Employers & Employees responsibilities with regards to managing hazards 
and control. 
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 3.9 Basic Cellar & Product Knowledge 
 

3.9.1 Working with your Manager or Supervisor: 
 

• Indicate that you know the difference between Keg & Cask ales 
• Demonstrate an understanding of date rotation & organising stock by 

taking on this task & explaining the process you have used 
• Maintain a clean & tidy cellar 

 
3.9.2 Complete the following tasks whilst being observed by your manager or 
supervisor: 
 

• Change a keg 
• Rack a cask ale 
• Vent a cask ale 
• Tap & pull through a cask ale 
• Tilt a cask ale 
• Change a syrup post- mix carton 
• Identify when a gas cylinder needs changing & safely replace it 

 
At stage 4 you will gain more detailed knowledge & skills by completing the Cpl online 
training course – Cask Marque Cellar Management. 

 
3.10 Upselling 
 

3.10.1 Demonstrate during busy trade periods that you can upsell on the following 
occasions:        
 

• Morning coffee to include cake or confectionary 
• Main meals to include starter or Tapas and / or desert 
• Meals to include olives and/ or bread 
• Post meal coffee or tea 
• Offer additional drinks at the table during a meal 
• Still or sparkling water 
• Chips with sandwiches or smaller dishes 
• Additional items or fillings on dishes (e.g. the burger) 
• All items on the Sunday roasts 

 
3.10.2 Make recommendations to guests on the following, during busy sessions: 

 
• Wines – with a knowledge of food and wine pairing 
• Lagers and Cask ales, with an awareness of what is currently on tap 
• Main meals, starters, Tapas & deserts 
• Having identified what is on the “specials” menu, specific meals that may 

appeal to your guest 
• Coffees, teas & cakes 
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3.10.3 Make guests aware and provide information about the other Yummy sites, Ssshh 
Supper clubs, with private dining options & the Cocktail / Coffee bars. 

 
3.10.4 Upgrade on hotel & accommodation rooms where possible. Make aware & give 
information on the function rooms & how we can tailor functions to guests needs.  

 
3.11 Food Menu Knowledge & Basic Kitchen Knowledge 
 

3.11.1 Attend the Menu Knowledge & Basic Kitchen skills workshop. 
 

3.11.2 Following the workshop you will: 
 

• Describe the different food allergies, having completed the online course 
in level one on food allergy & dietary requirements 

• Define the different cooking methods 
• Promote the new season menu to guests with confidence 
• Recognise from the dishes on the menu, the different ingredients used to 

prepare the meal & be able to answer guest’s questions. 
• Have a basic knowledge of how a busy kitchen operates 

 
3.11.3 Disseminate the information & skills gained at the workshop to colleagues.  

 
3.12 Conflict Management 
 

3.12.1 Complete the online Conflict Management course 
 

3.12.2 On completion of the course you will: 
 

• Define conflict & the law in relation to workplace conflict & violence 
• Confidently complete a risk assessment in a conflict situation 
• Identify & understand the numerous types of conflict that can occur in the 

workplace 
• Recognise the signs of conflict & know how to manage a situation, should 

this arise 
• Be aware of the different types of conflict within an organisation between 

staff 
• Describe positive conflict in the workplace and the extreme behaviours – 

bullying, threats & physical violence 
 

3.12.3 Demonstrate how good communication skills can assist in the management of 
conflict. 
 
3.12.4 Know what steps to take if there is conflict at work & establish a culture where 
negative conflict will become unacceptable. 
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3.12.5 Following completion of the course you may be invited to attend the Workshop – 
High Risk Conflict Management under stage 5 of the Yummy Academy. 
 

3.13 Opening and Closing Procedure and Cashing up 
 

3.13.1 Opening Procedures to be observed by the line manager and to include: 
 

• Relevant lights on, temperature checked & heating on/ fires lit if necessary 
or doors/windows opened   

 
3.13.2 All internal areas to be checked: 

 
• All A boards & signs up to date 
• Bar polished, all surfaces & tables clean 
• Bookings checked – all rooms laid up correctly including equipment for 

hired venues – projectors, flip charts, screens & water jugs/ glasses etc 
• Music- PA system on with selected suitable genre & volume level for the 

time of day 
 

3.13.3 External areas, including garden, car park & front areas, paths & bin areas checked: 
 

• Cleared of litter 
• External furniture tidied & laid out with cutlery baskets & ashtrays in 

smoking areas. Plants watered, if necessary, & cleared of rubbish & 
cigarette butts. Canopy opened. 

 
3.13.4 Tills checked: 
 

• Till floats checked, change replenished & tabs for hotels checked 
• Unaccounted tabs checked for a card. Previous shift duty manager 

contacted if card missing or an issue 
 

3.13.5 Coffee machine & area: 
 

• All the area clean & tidy & machine switched on 
• Cups, saucers & mugs clean & free from chips. Sufficient spoons, takeaway 

cups & lids 
• Fully stocked with coffee beans, milk, sugar & tea bags 
 

3.13.6 Toilets: 
 

• Clean, smell fresh, toilet rolls & soap replenished 
• Baby change & disabled area in order 
• Hand dryer clean and working 
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3.13.7 Bar Area: 
 

• Ales hard spieled the night before, softie added & pulled 
• Check Ales are racked, tapped & labelled ready for changes 
• Check that the glass wash was cleaned property the night before, filters & 

plug rinsed & replaced. Machine switched on 
• Nozzles replaced, including lager & soft drinks. Ales pulled once; bin bags 

replaced. Fruit cut & stored for later use  
• Juices full, bottle check-up from previous night, signs clear & no clutter on 

back bar 
• Spirits, wines & cocktail mixers checked & replenished 
 

3.13.8 Food & wine: 
 

• Ensure that there are sufficient menus for breakfasts, all meals, specials, 
deserts & wine 

• Check the kitchen is ready with all items on sale or noted if in short supply 
• Sauces prepared & covered for lunch/ eve meals 
• Information passed onto the kitchen team – pre orders & special 

requirements 
• Retail displays including cakes & Snacks fully replenished and clean 

 
3.13.9 Closing procedures to be observed by the line manager and to include: 
 

• Ensure that all tabs are accounted for; any outstanding tabs should be paid 
immediately using the card holding the tab 

• If the customer has left, charge the card using the postage method & save 
the receipt 

• Check that tills are closed with zero tabs left open 
 

3.13.10  Bar closedown: 
 

• Open spirit bottles to be covered. Beer taps, fruit & soda guns & drink 
stirrers covered in cling film. Ale taps placed in soda shots 

• All glasses put through glass wash & put away correctly 
• Wash all bar equipment 
• Thoroughly clean back & front bar, under ales & coke dispenser & clean 

sinks. Spray & wipe all till screens & fridges 
• Fridges restocked with wines minerals & juices. Snacks  
• Ensure teaspoons, teacups & mugs are ready for the morning 
• Empty all bins. Sweep & mop the bar area 
 

3.13.11 Floor closedown: 
 

• Cutlery baskets collected & restocked 
• Tables & surfaces cleaned & polished 
• Glasses clean & stored 
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• Breakfast menus set out for the morning; tables laid out 
• Booking forms printed, post cards & dessert menus available 
• Toilets checked; empty & litter free 

 
3.13.12  Meeting / Dining rooms: 
 

• Set up rooms according to bookings- projector, flip charts etc. Rooms set 
out in meeting style where required 

• Glass & tableware polished to a high standard 
• Relay and prepare for following session – dining or meeting 
 

3.13.13 Garden area: 
 

• Tables wiped down; glasses & ashtrays cleared & deckchairs/ outdoor 
furniture stored away securely & area swept 

• Cutlery baskets collected & restocked   
• Plants watered, if necessary 
• Check all external doors/ gates securely locked 

 
3.13.14 Cashing up & Closedown: 
 

• Check full close down checklist 
• Cash up, ensuring all tills are balanced with no variance greater than £5 or 

contact duty manager/director 
• Floats checked with sufficient change for following day 
• The safe checked 
• Final information input into Polaris accurately and day closed off 
• Cash banking bag filled out and sealed 
• Next day flight plan started with handover notes and booking/rota check 

for any potential problems 
• All windows, doors & exits locked securely, kitchen final safety check & site 

walk around including toilets. 
• Lights off & alarms set  

 
3.14 Alternate Site Placement 
 

3.14.1 Arrange with your site manager an exchange to work at an alternative site. 
 

3.14.2 On arrival be briefed by site duty manager and be able to work a service session 
in the alternative venue.  Understand the differences between the sites and the similarities 
that allow you to conduct yourself with confidence throughout the shift.  
 
3.14.3 At the end of the shift get a full debrief from the duty manager highlighting any 
observations and receiving any feedback that may improve performance in the future. 
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3.15   Individual Customer Feedback & Reviews 
 

3.15.1 Demonstrate how to locate online reviews relating to the venue worked in, across 
various review sites and from internal feedback tools. 
 
3.15.2 Discuss and explain what feedback can be obtained from these reviews and how 
the venue can overcome any negative issues described by the reviewer. 
 
3.15.3 Draft a response to the guest to resolve the issue if the review was poor feedback 
and discuss what action plan can be put in place to ensure the issue does not occur again. 

 
3.16   Yummy Cocktail Master Class 
 

3.16.1 Attend a two-hour master class run by either external provider or cocktail trained 
manager.  
 
3.16.2 Be able to demonstrate the following: 
 

• Be able to set up a cocktail bar identifying all necessary bar equipment 
• Understand different base types of spirits e.g. Vodka Rum… etc. 
• Prepare all necessary Purees and fresh fruits 
• Create a simple spirit mixer in the perfect serve 
• Create a cocktail from the following methods: Stir, shake build layer, blend. 
• List the ingredients for 10 cocktails  

 
3.17 Shadow Day in the Kitchen 

               
3.17.1 Understand the role each individual plays in the kitchen: Kitchen Porter, Commis 
Chef, Chef De Party, Sous Chef, Head Chef 

 
3.17.2 Work on each station in the kitchen understanding how they work during a busy 
session. In this time be able to read tickets and understand the system for food delivery 
and maintaining food times.  
 
3.17.3 Be able to identify the basic levels of preparation required prior to busy session. 
 
3.17.4 Understand the importance of a clean, hygienic kitchen and have basic knowledge 
of the kitchen audit.  
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ROLE MODEL 
 
TIMEFRAME: 
Guideline for completion 12-18 months 
 
4.1 Characteristics of a Role Model 
 

4.1.1 Demonstrate the traits of a role model considering the following: 
 

• Appearance 
• Time Keeping 
• Behaviour 
• Work Rate  

 
4.1.2 Always work to the values, strategy and goals of Yummy ensuring that is 
conveyed to others both as a direct team, guests and our partners/suppliers: 

 
4.1.3 Demonstrate a clear willingness and ability to develop and nurture junior team 
members in the business. 

 
4.2 Visual Merchandising 
 

4.2.1 Demonstrate an understanding of the importance of venue appearance and 
standards in the running of a successful business. 

 
4.2.2 Identify and highlight where internal messaging is important in the promotion of 
the venue, events at the venue and the increased sale of products during a guests visit. 
To include internal blackboards, toilet signs, bar display signage, price indicating signage, 
external a-boards, and notice boards.  
  
 Ensure the main principles of signs are met: Relevant, Drive Sales, Drive Repeat Visits, 
Meat Company Objectives & Values, do not offend guests or passing trade and maximise 
the profitability of the business. 

 
4.2.3 Access the sites Fridge plans on Polaris and understand how guest-facing fridges 
should be displayed and why they are displayed in this way. Ensuring no foreign items are 
on display and that the fridge is both clean and in working order.  

 
4.2.4 Be able to lay up bar displays and ensure that they attract sales focusing on bar 
snacks, coffee dispense, beer dispense, soft drink dispense, fresh ingredients, glassware, 
and cake items. With particular care and attention paid to hygiene, cleanliness product 
quality and date rotation.  
 
4.2.5 Be able to lay up tables correctly across all areas of the venue for all occasions 
including: Main Pub, Ssshh Rooms, Meeting Room, External Condiments & Pre-booked 
occasions. This will include menus, sauce displays and conferencing.   
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4.3 Exceeding Customer Expectations 
 

4.3.1  Attend the one-day workshop. 
 

4.3.2 After attending the Workshop you will: 
 

• Define Customer Service & compare the different categories of customer 
• Define Customer needs, applying Maslow’s Hierarchy of Needs 
• Describe the customer service process 
• Demonstrate personal & premises standards 
• Evaluate the value of the customer and customer retention. 
• Calculate the cost of attracting new business 
• Recognise & promote the “Service Journey” 
• Respond positively to customer complaints 
 

4.3.3  Evidence, with line manager observations & feedback, that you consistently 
apply excellent customer service.  
Cascade the knowledge & skills gained at the workshop to colleagues who have not 
achieved to Academy Stage 4 to attend this training. 

           
4.4 Cask Marque Bar Excellence 
 

4.4.1 Complete the Cask Marque Bar Excellence online training. 
 
On completion and passing the short tests after each module, you will be accredited 
with the Bar Excellence Award – Perfect Serve Legally, demonstrating professionalism & 
commitment to the trade. 

 
4.4.2 Following the training you will define the law & demonstrate legal responsibilities 
relating to: 
 

• Underage sales & consumption of alcohol 
• Fines & prosecution 
• Refusing to serve a drunk customer 
• Smoking on the premises 
• Alcohol measures & substitution of brands 
• Illegal drugs use on the premises 

 
4.4.3 Demonstrate excellent customer service & complaint handling 

 
4.4.4 Conduct the perfect serve of the following: 

 
• Cask ale, Keg Beer & lager 
• Guinness 
• Spirits & mixers 
• Soft drinks 
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• Wine, including recommendations, wine knowledge & storage 
• Coffee – various ways of serving different coffees 

 
4.4.5 State the importance of staff hygiene, always applying practices. 

 
4.4.6 Maintain pub equipment to the highest standards at all times 

  
4.5 Cask Marque Cellar Management 
 

4.5.1 Complete the Cask Marque Cellar Management online training. 
 

4.5.2  On completion of this training you will have a robust introduction to Cellar 
management and, with the practical training in Stage 3 of the Yummy Academy, be 
confident in using the equipment for good quality draft products. 

 
4.5.3 Your supervisor or Manager will observe you to confirm that you are competent 
in the following areas of Cellar Management: 
 

• The cellar environment – hygiene, temperature, stock control & rotation & 
deliveries 

• What is cask ale & how to prepare for sale 
• Define Keg beer & demonstrate how it is dispensed 
• Have a good working knowledge of the gas dispensing system 
• Apply manual handling & health & safety practices learnt at Stage 1 & 2 of 

the Academy & reinforced in the cellar management e learning 
• Demonstrate how to clean the lines 
• Evidence that you have a clear understanding of the whole range of 

beers, including lagers, ales, stouts & smooth flow beers  
 
4.6 Cellar Management Branded External Workshop 
 

4.6.1 This is a workshop delivered by a supplying brewer and will give individuals an 
insight into differing brands and further expand knowledge on carrying for cask ales and 
nitro-kegged lager.  
           

4.7 Being Energy Efficient 
 

4.7.1 Understand the cost of the various utility bills to a venue & recognise the 
financial implications to the business if bills are not managed: 
 

• Describe all types of energy costs & give examples 
• Define the factors that have an impact on energy costs, both internal & 

external. 
• Give constructive suggestions on how utility bills can be reduced. 
• Explain how you can educate others in the team to become more energy 

efficient 
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4.7.2 Describe gas, electricity, water & oil usage in each area of your venue: 
 

• Explain why conservation periods should be used (gas) 
• Detail three types of electrical items to be left on permanently & why. 
• Detail three water saving features at your venue 
• List practices that could reduce the usage & cost of electricity & oil 
 

4.7.3 Describe what recycling is, and how it’s implemented at site level: 
 

• Demonstrate knowledge of recyclable materials 
• Explain what internal recycling can be accomplished at your site 

 
4.7.4 Describe the importance of safety over saving & give examples of this in  

Practice: 
 

• Give examples of where the appearance of saving isn’t the outcome 
• Describe the process to determine if saving is really saving 

              
4.8 Maintaining Pub Equipment  
 

4.8.1 With the site manager complete an in-depth session looking at the following 
equipment in the venue: 

 
 

4.8.2 Be able to demonstrate how to clean and maintain each item at the end of each 
day or on weekly cycles where necessary. 

 
4.8.3 Understand how and when maintenance is required on the equipment and who 
is required to complete necessary work. Identify what can be completed at a site level 
and what requires a contractor to attend site. 

 
4.8.4 Prior to signing of this section all equipment within the site must pass a full 
directors audit in individuals’ attendance.  

 
4.9 Emergency First Aid Awareness 
 

4.9.1 Complete the First Aid Awareness online training this course has been designed 
to up skill those who have been nominated to take responsibility for first aid 

Glasswasher Cooker Light Fittings 
Bottle Fridges Food Fridges Tills & Till Printers 

Coffee Machine/Grinder Bain Marie & Hot Lights Music/PA Systems 
Beer Dispense Grill Bar Laptop/PC 
Cellar Cooling Water Softeners CCTV 

Dishwasher Washing Machine/Dryer Dumb Waiter 
Rational Cooker External Heat Lights Awnings 
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arrangements in the workplace, from minor injuries to resuscitation, until a certified First 
Aider is available. 

 
4.9.2 First Aid is an essential life skill that can mean the difference between life & 
death for the casualty. The skills learnt from this course can be applied not only at work, 
but at home and in public. 

 
4.9.3 Following completion of the course you will have the confidence to identify, 
assess & treat a range of emergencies: 
 

• Choking 
• Different types of wounds, blood loss, minor injuries & nose bleeds 
• Assess burns, their causes & the treatment of different types of burns 
• Know the difference between broken bones, strains & sprains. Have a 

basic knowledge of how to apply first aid to injuries 
• Be aware of the different types of stroke & how to recognise symptoms. 
• Recognise the symptoms of epilepsy & know how to deal with a seizure 
• Define the causes, conditions & signs of an asthma attack & treatment  
• Describe the symptoms & severity of anaphylaxis 
 

4.9.4 Dependent on the needs of the business, you may be nominated to attend the 
Emergency First Aid at Work training course (Academy Stage 5). 

 
4.10 Time Management 
 

4.10.1 Complete the Time Management online course the Time Management course 
has been designed to help you define priorities plan your time & achieve goals in a 
manner that reduces the stress that arises from ineffective work practices. 

 
4.10.2 Following completion you need to demonstrate that you effectively use your 
time, as a manager or team leader/ supervisor by: 
 

• Identifying & eliminating time stealers 
• Setting & adhering to clear priorities 
• Managing emails & admin tasks effectively. 
• Working & completing tasks within timescales set & agreed with your line 

Manager 
• Freeing up time for the tasks that are not categorised as urgent or 

important- to ensure that a high percentage do not fall into this grid. 
 

4.10.3 Define the six principles of good time management: 
 

• Self-motivation 
• Setting SMART goals & objectives 
• Setting priorities – for yourself & your team 
• Scheduling 
• Perseverance, focus & overcoming procrastinations 
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• Time management challenges & time stealers 
 

4.10.4 Demonstrate & promote skills in good time management by implementing 
practices in your team: 
 

• Evidence that the staff rotas consider a work / life balance 
• There is a fair balance of shifts – days, evenings & weekends  
• Task based activity on the Rota is achievable 
• The principles of time management are understood & practiced by your 

team 
 
4.11 Coaching & Career Development Planning 

 
 At stage 4, you will be offered one to one Coaching with the mentor who is a qualified 
Business, Life & career coach. The onus will be on you to conduct this and find time to 
attend meetings.  

 
4.11.1 Periodic meetings will be scheduled, each lasting approximately 1½ hours 
maximum. Coaching discussions will be confidential and will be structured but on your 
agenda. The overarching objective of the coaching sessions will be to: 
 

• Focus on career development, including ability, skills & knowledge in your 
current role & potential promotion 

• Set clear SMART Goals to enhance performance & untapped potential 
• Devise a structured development plan with achievable objectives to 

progress your career with Yummy Pubs 
• Use your Coach as a sounding board for ideas & concerns relating to 

career progression 
• Develop self-belief & motivate. 
 

4.11.2 The development plan will be discussed with the General Manager / Yummy 
director, who will support your development & aspirations. 

 
4.11.3 Coaching will continue & progress through to stage 7 of the Yummy Academy. 
 
4.11.4 Part of this assessment will be your first Personal Development Review found on 
the online consul 

                    
4.12 Shadow Day – Sales & Marketing Office 
 

4.12.1 Organise, with your line manager, a suitable day to complete a full day 
placement in the Sales & Marketing 
 
4.12.2 at outset get a full brief of the following: 
 

• Hotel booking systems including channel management 
• Table booking system and venue zones 
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• Telephone interchange system & voicemails 
• Responding to emails & the link to customer service & expectations 

 
4.12.3 Understand the main functions of the office: 

 
• Booking & yield management of the venues 
• Tracking guest satisfaction 
• Manage social media sites and online exposure through bloggers and 

reviewers  
 

4.12.4 Take an active role in receiving bookings and entering them onto the system 
using clear communication and ensuring all the information collected is accurate to 
ensure the guest has the most positive experience possible on their visit.  
 
4.12.5 Recognise the importance of liaising with the Yummy sites: 
 

• All the sites called every evening for the next day’s bookings and 
feedback on what worked well/ not so well 

 
4.12.6 Recognise the importance of Marketing to the Business & the part that the team 
play: 
 

• Working on events in different sites, in partnership with Yummy staff & our 
external providers 

• Developing business relationships & prospecting for potential new 
customers, suppliers & Business partners 

 
4.12.5 At the end of the day complete a debrief with office manager outlining your 
insight and how this will help you to develop your understanding of guests visiting the 
site and how this can be improved in future. 

 
4.13 Shadow 3 days in the Kitchen 
                                                                       
      
4.14 Presentation at a Management Team Meeting on your own site, drive sales & improve KPIs 
 

4.14.1 The objective is to illustrate a clear understanding of the site, from a business 
perspective. The presenter is to use their own initiative on how to deliver the 
presentation, applying a creative approach & demonstrating good presentation skills. 

 
4.14.2 The presentation will be observed, with constructive feedback, by General 
Managers & senior team. 

 
4.15 Staged Fire Evacuation – Night-time 
 

4.15.1 Know where to locate both the day & night Fire Evacuation plans for your site 
and any alternative Yummy in which you may be asked to work. 
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4.15.2 Read both the day & night evacuation plans. Repeat the fire procedures, by 
memory, to your line manager. 

 
4.15.3 Facilitate a staged night-time fire evacuation, following all the procedures listed, 
except calling emergency services. 

. 
4.15.5 Give a report to a Yummy Director on the outcome of the staged evacuation, 
what worked well, any issues & the time taken to clear the building. 

 
4.15.6 Check that all your colleagues are clear on the processes, regardless of the shifts 
they work. 

 
4.15.7 Be clear on the key objective that the preservation of life takes priority over the 
preservation of property. 
 
4.16 Session Briefings & Flight Plans 
 
4.16.1 Understand the importance of preparation and planning prior to starting a trade 
session. 
 
4.16.2 Access and print out a booking summary sheet from the relevant online booking 
system, checking all additional guests notes and requirements.  
 
4.16.3 Be able to complete a flight plan for a busy trade session using information from 
the booking summary sheet, rota and briefing with the chef regarding specials and sell 
outs.  
 
4.16.4 Clearly brief every individual in the team based on the flight plan and where 
necessary adjust the plan as circumstances change through the session. 
 
4.16.5 At the conclusion of the trade session debrief the team including the kitchen and 
prepare notes for following shift on new flight plan where tasks need completing or points 
need raising as handover notes.  
 
4.16.6 Be able to set the tills for each session by: taking products on/off sale, setting 
count downs on the till, ensuring staff clock in and out during the session & manage all 
tabs so that walk outs and miss-payments do not occur. 

 
4.17 Assessment 

 
4.17.1 Demonstrate and explain the key points covered in Stages 3 & 4 of the academy 
outlining where you progressed since graduation from the probation period. 
 
4.17.2 Mystery Shopper visit: At the latter end of your completion of Level 3 & 4 you will 
undergo a mystery shopper visit from an anonymous assessor who will challenge your 
abilities in different scenarios during their visit. At the end of your training, you will be fed 
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back the information given and be expected to outline where improvements can be made 
and where you excelled.    

 

MANAGEMENT 
 
TIMEFRAME:  
Management may not be something that every individual wishes to partake in but it is expected 
that anyone undertaking the stage will complete it between 18 to 24 months of joining the 
Company. 
 
5.1 Introduction to Management 
 

5.1.1 Attend the in house facilitated Workshop. 
 

5.1.2 Following the workshop you will confidently define management & the skills 
required to be an effective Manager: 
 

• Recognise the difference between management and leadership  
• Outline key management tasks 
• Describe the components of Action Centred Leadership 
• Recognise the qualities of an inspirational leader 
• Team leader/ Manager – good & bad behaviours 
• Describe the key elements in the life cycle of a team & how to manage the 

team through the cycle 
• Prepare for a difficult conversation 
• Start building your own leadership “Brand” 

 
5.1.4 Evidence, with line manager observations & feedback that you can make the 
transition from staff to supervisor to manager                                                
  

5.2 Managing & Motivating the Team 
 

5.2.1 Attend the in house facilitated workshop. This follows on from the Introduction to 
Management Training course & focuses on: 

 
• How you are practicing & putting into place your management & 

leadership skills. 
 

5.2.2 Build on your Management skills by: 
 

• Learning further management theory & adapting to the pub trade, Yummy 
culture & the team you work with 

• Defining the skills, you need to improve to be a high performing team 
leader / manager 

• Practice these skills in a safe, workshop environment 
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5.2.3 Recognise your own motivators & identify the factors that motivate others: 
 

• Learn the theory that underpins motivation 
• Implement processes & practices to motivate yourself, individuals & the 

team 
• Accept that some people that cannot be motivated, the impact this has & 

how to overcome barriers 
 

5.2.4 Build a strategy, with the support of other workshop delegates, on how to continue 
learning after the workshop through: 

 
• Action learning sets 
• Feedback & Coaching 
• Action planning to include managing a site for a short trial period 

 
5.3 Completing a Risk Assessment 
 

5.3.1 Read through the Risk Assessment folder located in the “Due Diligence system” 
at your venue to demonstrate a clear understanding: 

 
• Explain what is meant by a generic risk assessment 
• Describe risk levels and how they are determined 
• State when you should review a risk assessment 

 
5.3.2 From the folder & by researching on the web, define what law governs the use of 

risk assessments: 
 

• Briefly describe when you must implement risk assessments 
• Quote the penalties for failing to carry out a risk assessment 
 

 
 

 
5.3.3 Identify a site-specific requirement & complete a risk assessment procedure for 
agreement & sign off by your line manager. 

 
5.3.4 Identify a site-specific risk assessment that needs reviewing: 
 

• Review & report the findings to your line manager. 
• Explain why you felt this risk needed re assessing & the procedures you 

followed. 
 
5.4 Train the Trainer 
 

5.4.1 Attend the Train the Trainer Workshop 
 

5.4.2 Following the workshop you will be more confident training your team  
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        having a broader understanding of: 
 

• The training Cycle 
• Training theories including the Learning Path & learning Cycle 
• Know your own preferred learning style & how to recognise the preferred 

style in others  
• Describe how you can adapt training sessions to effectively train different 

members of your team, keeping in view their preferred learning style 
• List the skills that are required to effectively train your team in a one-to-one 

situation  
• Know how to facilitate to a broader audience in a training course & the skills 

required  
 

5.4.3 Recognise the importance of questioning & listening skills in a training session: 
 

• Define & give examples of “positive” questions.  
• Illustrate what is meant by negative questions 
• Identify how good a listener you are. 
• Describe Steven Covey’s 5 levels of listening & the impact on others at each 

level 
 

5.4.4 Outline the impact of body language when training, an individual and group training 
sessions. 

 
5.4.5 Define feedback & explain why people find it difficult to give developmental / 

negative feedback to others: 
 

• Describe how criticism differs from feedback 
• Give an example of how to prepare for a difficult conversation 
• Explain the purpose of feedback when training & what “rules” should be 

set 
 

5.4.6 Recognise & state the best times to deliver specific training: 
 

• Demonstrate your understanding of this by giving examples of different training 
scenarios when you would deliver the training & why at the given time. 

• Describe the impact of training at the wrong time. 
 

To consolidate the Workshop learning, you will be asked to deliver training & to 
demonstrate and apply the knowledge & skills gained. 
Refer to section S5.16 for a detailed outline. 
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5.5 WSET- (Wine & Spirit Education Trust) –Foundation Level 1 Award in Wines 
 
 

 
 

5.5.1 This one-day interactive WSET training course in wine, in association with the Wine 
& Spirit Education Trust, gives you the ability to build a strong-tasting portfolio by 
sampling several wines & completing a food & wine matching exercise. 

 
The knowledge & skills you gain from this WSET course will also help you maximise 
profits from your venues wine list. 

 
You will learn to taste in a logical, methodical & professional manner through the WSET 
tasting system & build on skills gradually through the different qualification levels that the 
Wine & Spirit Education Trust provide 

 
5.5.4 At the end of the training, assessment & 30 question multiple choice test to gain 
the WSET qualification, you will be able to: 
 

• Describe, in general terms, the main styles of wines available 
• Display a basic understanding of the factors that determine the main styles 

of wine 
• Define the main characteristics of the principal grape varieties 
• Apply the procedures for the opening & storage of wine 
• State the social, health, safety & legal issues relating to the consumption of 

wine 
• Produce simple tasting notes using the Level 1 Systematic Approach to 

Tasting 
• Demonstrate a basic understanding of general food and wine pairing 

recommendations 
 

5.5.5 Following the training & obtaining the certificated qualification, there is an 
expectation that you will share the knowledge & skills with your team by facilitating a short 
informal training session. 

 
5.6 Creating the Rota. 
 

Creating the Rota is practical training with an experienced senior member of the team or 
General Manager. A robust, well-planned Rota is key to the success of the site as too few 
staff = poor customer service and guest experience whilst excess staffing has a major 
negative impact on profits & KPIs. 

 
5.61 The training has been designed as a step-by-step process to ensure that all 
aspects of creating the rota are covered. The recommendation is for the training to be 
delivered by someone who creates the rota for your site & for you to create the rota, the 
following week, using the guide. Your manager will need to sign off the Rota before 
submitting. 
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5.6.2 Full competence and sign off cannot be achieved until it is evidenced that the rota 
created without assistance has served its purpose and that the site has run smoothly & 
effectively for a week, based on the correct staff numbers and hours submitted. This may 
take some weeks to achieve with positive and developmental feedback, but the outcome 
will result in a successful Yummy. 

 
5.6.3 Firstly, go onto Polaris and find your sites rota: 

 
• Select the relevant week under staff scheduling 
• Look at the management & salaried staff first as these are your key team 

members and are usually key holders, able to open & close the site 
• With a few exceptions Yummy salaried staff are contracted to a working 

week of 45 hours per week 
• Firstly, complete the key members rota, making sure that all of the busy 

times are covered and as many key members are working as possible at the 
busiest times for your site, e.g. Sunday lunch, Friday & Saturday night 

• Check & be aware of all staff holiday that is booked in advance under the 
holiday and absence report. Have any staff requested a specific timetable? 
Ensure that you have a team that has a good work, life balance 

 
5.6.4 Review all the bookings for the week and make a note of any specific times that 
you may need more or specific staff, i.e. cocktail or waiting staff: 
 

• Make sure that you use your team to their strengths and weakness` as well 
as making time for training & progression. 

 
5.6.5 Look at your budget for the week, in addition to the previous weeks take. 
 

• Using Point One, review the same week last year to determine a figure for 
the week that you can rota towards. 

 
5.6.6 Once the management & salaried staff rota is complete fill in the gaps with hourly 
staff: 
 

• Before doing this, it is key to make a note of how many staff you will require 
on each specific shift 

• Break down lunch and dinner shifts. Pulling off a Point One read to check 
times and takes from similar weeks can help with this 

• Rotas are created well in advance but remember that the weather can have 
a huge impact on guest numbers, especially in our country pubs. Be 
prepared to be flexible and make last minute amendments 

• Consider any staff that may be new and in training. Have sufficient breaks 
been factored in? 

 
5.6.7 It is always better to over staff slightly with the intention of sending people home, 
than being left understaffed which can become detrimental to the service and running of 
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the venue. Your main aim is to make sure that you always have the right number of staff 
without overspending. 

  
5.6.8 The Rota has a grid which calculates the staff hours and costs. This will only be as 
effective as the accuracy of the inputted information, i.e. pay rates. This includes the 
breakdown of salaried members of the team where an hourly rate will be required: 
 

• The information will be calculated at the right-hand side of the rota on the 
excel sheet 

• It is important to rota to a maximum of 21% wage budget against net 
turnover of your estimated take for the week. Therefore, it is so important 
to make sure that this estimated figure is as realistic and as achievable as 
possible 

• Creating the rota can sometimes be challenging if key salaried team 
members are on holiday and cover is still required over the period. 
However, if this overspend can be made back at another point soon, go 
ahead because it is important that a rota is created that allows a smooth 
running of the site. 

  
5.7 Staff Appraisal Skills  
 

5.7.1 Complete the e learning Staff Appraisal Skills course. This online training will equip 
you with the skills to appraise your staff in a fair and objective manner whilst engaging & 
motivating them to improve performance. 

 
5.7.2 Following the training you will be in a strong position to carry our appraisals that 
concentrate on performance and not personality in a structured and professional manner. 
In addition, you will: 
 

• Describe the 5 types of appraisal schemes, the benefits & common 
problems associated with staff appraisals 
• Define a staff appraisal, the frequency and importance of benchmarking 
performance against pre-set goals & clear objectives. Evaluate what has been 
achieved & set objectives going forward 
• Recognise the need for a regular performance assessment to track 
performance & identify a person’s potential & development needs 

 
5.7.3 If following the training, you are not able to carry out a staff appraisal, arrange for 
the Training Manager to observe you demonstrate the following skills by role play: 
 

• Follow the steps of the appraisal process 
• Questioning & listening skills 
• Give positive, developmental & motivational feedback with the ability to 

encourage staff to discuss weakness openly & self-identify ways of 
improving performance 

• Recognise the importance of not imposing solutions to problems but the 
benefits of joint discussion  
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5.7.4 Review whom, on your team, would benefit from a regular appraisal and with the 
agreement of your line manager champion a system & process that will work for the team. 

 
5.7.5 View the Cpl console & online Appraisal tool. Discuss with the Training manager 
how this could benefit you and your team. 

 
5.8 Interview Skills 
 

5.8.1 Complete the e-learning Interview Skills online course. Filling job vacancies and 
recruiting the right people is crucial to the success of any organisation. The purpose of 
this course is to equip you with good interpersonal skills in addition to the communication 
skills required to effectively recruit the right people into the Yummy Pub Company. 

 
5.8.2 Following completion of the course you will: 

  
• Recognise the importance of thorough preparation & planning. How to 

prepare a job & person specification to establish clear criteria against which 
candidates can be assessed 

• Define the selection methods & techniques that can be used to recruit new 
staff 

• Outline the appropriate tools & methods to select the best candidates from 
the applications before moving onto the interview stage & who should 
undertake this task 

• Have a clear process for inviting candidates to the interview 
 

5.8.2 Describe the purpose of the interview and explain the importance of a structured 
interview. 
 

• List 6 of the 10 different types of interviews that can be held to recruit staff 
• Debate & make a recommendation to your line manager on the preferred  
 
type of interview to recruit: 
 

a) Front of House / Bar staff 
b) Head/ Sous Chef 
c) Kitchen staff 
d) A Yummy Manager 

 
5.8.3 Outline the preparation required before the recruitment interview takes place: 
 

• What questions need to be prepared & why 
• List questions that you feel should be asked if you were recruiting a new 

member of staff for your team 
 

5.8.4 State what you consider should be considered when conducting the interview. 
What & why:  
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• Outline the benefits of practical tests when recruiting specific roles in the 

organisation and what these could entail  
• When would you use a psychometric and psychological test to recruit in an 

organisation? Give your view of when this may be appropriate to Yummy  
• Explain what is meant by Biographical data? 

 
5.8.5 Define what is meant by unlawful discrimination. 
 

• What questions can you NOT ask or avoid before offering a job to an 
applicant?  

• What are applicants entitled to see under the Data Protection Act? 
• Decisions must be based on job–related criteria 
• Under what act must you NOT discriminate against a candidate when 

making an offer of employment. 
• Name the 8 areas listed under the act where you must NOT discriminate 
• Is the offer of employment made during an interview legally binding? - YES 

or NO? 
 

5.8.6 Recognise who is best to conduct interviews for specific roles in the Yummy 
Collection: 
 

• Recognise & define the preferable time, length & location for the interview 
& outline the benefits of this preparation 

 
5.8.7 State what you would do & say to put a candidate at ease at the start of an 
interview. 

 
5.8.8 List the actions you need to take when finishing the interview. 

 
5.8.9 Describe why questioning & listening techniques are so important during the 
interview 
 

• Give an example of open, closed, probing, reflective & scenario questions 
• What does active listening mean? 
• Explain what is meant by destructive interviewing techniques 
• List, what you consider, to be best practice on note taking during the 

interview. Explain why note taking is important. 
 

5.8.10 Define & advice the Training coordinator of the processes you have identified from 
the e learning to decide on recruiting the right candidate for a role: 

 
• What process would work for you when recruiting a Yummy team member? 
• List the best practice in giving feedback to a successful & unsuccessful 

candidate. 
 

5.8.11 With the agreement of the candidate, observe a recruitment interview at your site: 
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• Carry out a recruitment interview, jointly with your line manager & debrief 

after the interview. OR  
• Roleplay an interview with a staff volunteer & be observed for sign off by 

the Training coordinator/ Manager 
 
5.9 Breakfasts 
            

5.9.1 Preparation of breakfasts is a practical task and this guide has been designed to 
outline the key tasks. It should be used as a checklist to sign off each stage of the process 
but can also serve as a reminder for those team members who are occasionally asked to 
cover the early shift, including breakfast set up. 

 
5.9.2 A consistent approach to setting up breakfasts is essential, regardless of who is 
completing the task. Some of the tasks can be completed at close the night before to 
save time & improve efficiency in the morning, especially where some hotel guests may 
request an early start. 

 
5.9.3 Wipe down all tables and lay up the correct number of places for breakfast. 
Demonstrate that the places are laid correctly: 
 

• Spoon, fork, knife (in this order going left to right, setting up on the right-
hand side) 

• A side plate on the left-hand side 
• A small tumbler glass above the cutlery and a mug with a teaspoon, on the 

inner side of the glass 
• Two breakfast menus, not creased or stained, to be placed on each table 
• To the side of the table should be vinegar, ketchup, salt & pepper, sugar, 

brown sauce & butter. All containers pristine clean and no baskets should 
be left on the tables 

 
5.9.4 Evidence that the Breakfast Bench has been set up correctly: 

 
• Cookies put away and stored in one of the shelves on the breakfast Bar 
• A selection of cereals, jams and marmalade set out with the appropriate 

bowls and cutlery  
 

5.9.5 Demonstrate that the Breakfast Bar has been, set up correctly, either the night 
before or first thing in the morning: 
 

• All surfaces wiped down and free from trays 
• All teas placed in a line next to the wooden chopping board 
• The filter coffee machine placed on the wooden chopping board closet to 

the power point, with the kettle to the right of it next to the Tea selection 
 

5.9.6 Morning tasks. Show that all the following has been completed: 
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• Newspapers collected and placed on the Breakfast Bench 
• All pub lights and plug sockets switched on 
• Filter papers and coffee sachets placed in the machine, water added, and 

machine switched on 
• Kettle filled and switched on 
• Fruit bowl placed on the Breakfast Bench 
• Remove the jugs of juice and milk bottles from the breakfast fridge and 

place on the Breakfast Bench by the cereals and two of the milk bottles by 
the tea selection 

• Brown sauces and butter brought from the breakfast fridge and placed on 
the tables 

• Take chairs off the tables in the rest of the pub, ensuring that all the area 
looks clean & presentable, tables wiped down & candles replaced 

• Tables in the snug area/ pantry area all clean and laid up (these are the 
entrances of the hotel and need to be always presentable 

• Floats counted and placed in the tills ready for service 
• Ensure that the bar is clean, tidy, and set up ready for lunch. 
• Check the outside areas are clean, tidy, and inviting, even in winter months 
• Draw back the curtains and open the doors ready for the agreed opening 

time 
 

5.9.7 Cooking Breakfast. The sign off for this section of the task is at the discretion of 
the Management as it may be agreed that this remains a kitchen staff activity. 

 
5.9.8 It is the responsibility of the person who prepares for breakfast to clear away after 
breakfast and replenish ready for the next morning: 
 

• Keep in view stock rotation. 
• Milk jugs washed & refilled. Juice jugs and condiments into the fridge 
• Pack away the Breakfast Bench so it is clear, leaving newspapers, cookie 

jars & clean plates and bar cake 
• Remove & clean the coffee filter machine. Teas & coffee put away. Trays 

out ready for service. 
 

Evidence that the above is all complete before lunch service. 
  
5.10 Emergency First Aid at Work 
 

This is a practical one-day training course for people who are to be appointed to take 
responsibility for First Aid arrangements in the workplace. Appointed persons are not First 
Aiders and should not attempt to give First Aid for which they have not been trained. 

 
 

5.10.1 The Emergency First Aid at Work (EFAW) course enables the provision of 
emergency first aid for someone who is injured or becomes ill in the workplace. A qualified 
First Aider (FAW) has received training that includes EFAW and equips the first aider to 
apply first aid to a range of specific injuries or illness 
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5.10.2 Following the one-day course, participants will: 

 
• Be aware of the responsibilities & who to report to in the event of a 

member of staff or guest having an accident or falling ill & recognise how 
to assess the situation 

• Know how to deal with an unconscious casualty 
• The process to follow if someone suffers a heart attack 
• Be aware of the action to take in the event of fractures, choking or burns 
• Respond to a situation & have the skill to apply resuscitation 
• Apply emergency first aid to control bleeding & deal with shock. 

 
5.10.4 At the end of the day participants will complete a short exam & those who pass 
will be issued a formal certificate. This formal qualification lasts for 3 years & at the end of 
this period there is an option to update & renew the certificate. 

 
5.10.5 Following the training you will be appointed as the first point of contact in the 
event of an accident or someone falling ill at your site. 

 
5.11 Level 2 Award for Personal Licence Holders (APLH) 
       

On reaching this stage of the program, the Directors will review all aspects of your 
performance with the company, including your commitment to achieve your learning 
goals. If you are working towards running your own Yummy Pub, you will need The APLH 
formal qualification to apply for a personal licence to sell alcohol and advance your career 
in the licensed retail sector. 

 
 

5.11.1 You will be offered a place on a scheduled one-day course – locations nationwide. 
The APLH training course will provide you with a clear understanding of the framework of 
law & regulation that underpins the responsibilities of the personal licence holder. This 
will include: 

 
• Licensing authorities 
• Personal & premises licences 
• Operating schedules 
• Permitted temporary activities 
• Unauthorised licensable activities 
•  Police powers and rights of entry 
• Legal and social responsibilities of the personal licence holder 
• Illegal drugs, the effects of alcohol and disorderly conduct 
• The protection of children 

 
5.11.2 Prior to the course you will be sent a APLH handbook. There is a clear expectation 
that you study the content to attend the course prepared and have the basic knowledge 
to participate in the course confidently. 
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5.11.3 A multiple choice question examination immediately follows the APLH training 
course. You will be advised of your pass/ fail & scores approximately 2 weeks after the 
training course. The qualification is awarded by The British Institute of Innkeeping. 

 
5.11.4 On passing the APLH qualification & receipt of your certificate, you will apply for 
the CRB check & your licence application.  

 
5.12   Conflict Management and Communication Skills 
 

5.12.1 At Management level there is an expectation that you can deal with both positive 
and negative conflict in the workplace. This one-day course, facilitated by Cpl Training, 
will help you understand how negative conflict impacts on your team. You will identify the 
skills and actions needed to prevent or resolve conflict and workplace violence in all its 
forms. 

 
5.12.2 Following the training you will: 

 
• Define the laws in relation to workplace conflict & violence, including risk 

factors and assessment and the law on assault 
• Outline the definitions of conflict, the three elements, the factors that 

generate conflict in licensed premises and the forms conflict can take 
 

5.12.3 This is an interactive workshop where group exercises will help you recognise 
conflict indicators and how to spot them. 

 
5.12.4 Communication skills are key to defuse conflict. This workshop will identify the 
three main communication skills to defuse anger: 
 

• Explain what is meant by active listening 
• Give examples of “appealing” and “empathy “as conflict resolution 

techniques 
• Recognise & describe examples of body language that you should display 

in a conflict situation 
• List the blocks to communication. 

 
5.12.5 The training has been designed to help you manage high risk conflict situations: 
 

• Describe what is meant by high-risk conflict 
• Outline the frustration- anger-violence cycle and the signals of anger and 

aggression 
• Demonstrate that you understand the anger- denial- acceptance resolution 

model of high-risk conflict management 
• Using the models learnt on the course, describe the attitudes & behaviours 

you should adopt when faced with an angry or abusive person  
 

5.12.6 Practical role-play scenarios will consolidate learning & give you an opportunity to 
practice calming and diffusion strategies. Following the course, you will be asked to: 
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• Evaluate how you & others can deal with a conflict situation 
• Explain how you should record incidents 
• Demonstrate how you can protect yourself in conflict situations 

 
5.13 End of Week Due Diligence & Banking 
 

5.13.1 Be able to close down the end of week banking and cash information on the online 
management system (Polaris). 
 

 
 

5.13.2 Complete the end of week email and KPI analysis to be forwarded to Operations 
director and Managing Director. 
 
5.13.3 Ensure all orders are completed and sell outs do not occur along with supply of 
sundry items to run the operation at the venue. 
 
5.13.4 Complete end of week envelopes including: Reporting, petty cash, audits & 
Delivery notes 
 
5.13.5  Prepare notes for weekly operations meeting based on the information gathered 
at the end of week including KPI’s and reviews.  

 
5.14 Myers Briggs Type Indicator (MBTI) Psychometric Test & Workshop 
 

At management level in any organisation there is an expectation that Individuals develop 
an understanding of self & the team they work in. There are numerous psychometric tests 
to assist in this thinking & to identify personality types. Facts, figures & research has 
identified that the MBTI is the most widely used & trusted personality-profiling instrument 
in the world. MBTI assesses preferences and not abilities or skills; all preferences are 
equally valuable and important and there are no better types to be. 

 
5.14.1 People nominated for a place on the one-day workshop will be asked to complete 
and return a questionnaire prior to the event, facilitated by a qualified MBTI practitioner. 

 
5.14.2 The workshop has been designed to: 

 
• Outline the background & history of MBTI 
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• Promote personality differences in a confidential, positive, and constructive 
way 

• Help appreciate differences in others and understand how we work with 
others 

• Analyse the 8 dichotomies or types, with examples, to “self-report” prior to 
reviewing the questionnaire scores to find the “best fit” type 

 
5.14.3 At the workshop you will have time to reflect on what you have learnt. With a raised 
self-awareness, you may want to change your management style & how you interact with 
members of your team who display behaviours typical of a different preference. 

 
5.14.4 Following the workshop & having identified preferences, there is an option to 
discuss the results at one-to-one coaching with the training manager. 

 
5.15 Brewery Tour 
        

This task-based learning will be organised and facilitated by one of the Yummy suppliers. 
 

Successful managers in the trade must have excellent knowledge of the beers & Lagers 
offered to guests and this event will enhance the knowledge & skills learnt in the training 
modules in the early stages of the roadmap.  

 
It is essential that the Cask Marque Cellar Management online training has been 
completed before attending this tour. 

 
5.15.1 Following the tour you will: 

 
• Understand the basic brewing process for Lager 
• Describe the basic brewing process for Ale 
• Outline the ingredients that are needed in beer production 
• Have a good & full knowledge of how to preserve the quality of beer 

 
5.15.2 At your site you will need to demonstrate that you can dispense beer to a high 
standard and with minimal wastage. 

 
5.15.3 The tour will give you the opportunity to gain full knowledge of the beers brewed 
at the brewery and the heritage behind the business. There is an expectation that you will 
pass this information to your Yummy Pubs team members. 

 
5.15.4 You will recognise that food pairing not only applies to wines but how to match 
potential Ales & Lagers to food types. Following the tour, you will be asked to give 
examples and recommendations to your colleagues/ Line Manager. 

 
5.15.5 Post the Tour you will be able to educate & guide guests in their choice of beers. 
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5.16 Observed Training Delivery 
 

Following attendance of the Train the Trainer workshop you will be tasked to deliver a 
short training session for members of your team. 

 
5.16.1 The training will be observed by the Training manager/ coordinator who will give 
you structured feedback and sign you off as a competent trainer if appropriate. 

 
5.16.2 The topic and content of the training session will be your choice. The method of 
training will be dependent on the topic & your training skills be assessed accordingly. It 
must however be delivered in conjunction with the objectives in earlier academy books. 

 
5.16.3 The structure of the observation will be clearly outlined by your observer, who will 
recommend that you revisit your training course notes taken at the Workshop. 
 

5.17 Weekly Management Meeting 
 
5.17.1 Prepare all notes and content for the weekly operations meeting for your venue 
following the agenda set down in the Weekly Operations Guidebook. 
 
5.17.2 Host and deliver the weekly operations meeting ensuring all key points are 
discussed and action points clearly defined following the pre-determined agenda 
outlined in the Weekly Operations Guidebook.  
 
5.17.3 Following the weekly operations meeting summarise the key points and email to 
the management team in attendance and those who were not able to attend.  

 
 
5.18 Management Assessment 
 

5.18.1 Show an ability to complete all site due diligence both FOH and kitchen to an 
exceptional standard. This will be demonstrated by an externally assessed full EHO Visit 
to your venue unannounced with a full debrief taking place as part of the visit (this will 
take approximately 4 hours). 
5.18.2 A full site Audit will be conducted by a senior director looking at all areas of the 
venues own audit document but looking specifically at clear leadership and development 
of the entire team and high retail standards. 
 
5.18.3 Final 360 development review will take place where Suppliers, Team Members, 
Guests, and senior directors will be asked to assess performance across differing 
competences and reviewed in a 1-2-1 interview with director.  
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LEADERSHIP 
              
TIMEFRAME:  
 The learning activities & modules at this stage can run alongside those at Stage five and seven 
and there is no final time frame on this training. 
  
6.1 Stock Management  
 

6.1.1 Complete the e-learning training course to obtain the qualification, developed by 
Venner’s. The course gives you the skills & knowledge required to manage the demand 
for high stock turnover & profitability and is a comprehensive introduction to the principals 
of stocktaking. 

 
6.1.2 The key learning outcomes from this very informative course are: 

 
• An understanding of the benefits of an effective stocktaking system and 

how this contributes to the profitability of the company 
• The ability to interpret information on the stock report & defining actions  
• The knowledge of how to address stock problems in a logical & systematic 

manner 
• Good preparation for a stocktake to ensure that the accuracy is improved 
• Defining the criteria that must be met by the system or stock taker 

providing the service  
• Know why companies must perform stocktakes & the link to legal 

requirements – accounts, tax returns & VAT requirements 
• Control & security of both stock, cash & control of gross profit 
• The importance of stock holding levels 
• The benefits of stocktaking to the Manager, the site & the company 

 
6.1.3 Following completion & passing the online course you will receive a certificate. In 
addition, you will be expected to demonstrate that you have good understanding of Stock 
Audit Reports by meeting with your line manager and debriefing the learning.  

 
• Referring to a specified product, quote the yield or number of measures 

obtained from a specified sized bottle 
• Demonstrate that you know the difference between cost price & selling 

price 
• Explain what is meant by opening stock figures, purchase & credits, 

stockholding & how to calculate the ratios, 
• Outline the calculation to determine the number of units sold or consumed 

during a stocktake period 
• List the reasons for unexplained increases in stock 
• Explain how you can estimate how much money should have been realised 

from the total sales of each product during the stocktaking period 

Director	Sign	Off:	
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• Describe what is meant by gross profit? 
• Outline what is shown on the Result detail Sheets & Results Summary 
• Define what is meant by Ratio% and how this is calculated 
• Give a brief overview on how to manage, calculate & evaluate the 

profitability of food stocks 
 

6.1.4 Preparation before a stocktake is essential. List what preparation is required in 
advance of a stocktake & list the best practices. 

 
6.1.5 Define false accounting, theft and give examples and signs of collusion. What are 
the steps that should be taken to prevent fraud? 

 
6.1.6 List the 10 “Golden Rules” for controlling stock 

 
6.1.7 Schedule in time with the person at your site who is responsible for stocktake, work 
with them on the stocktake & review the stock audit reports completed through the EPOS 
system. 
 
6.1.8 Complete a full stock take using the relevant IT system.  

 
6.2 Leadership Skills & Managing a High Performing Team 
 

6.2.1 Following on from the Management Development Workshops at Stage 4    and 5, 
there is an expectation that you will be practicing & demonstrating the skills learnt in your 
role as a supervisor, team leader or a manager.  

 
6.2.2 This interactive workshop opens with small group debates on how you self-
evaluate your performance as a manager & inspirational leader and your legacy, should 
you move on from Yummy in the future. 

           
6.2.3 The content and learning outcomes for the course will be guided, scoped, and 
designed dependant on the current skill level and needs of the delegates. The training 
needs will also be identified during 121 coaching sessions throughout the previous 
months. 

 
6.3 Money Laundering Awareness 
 

6.3.1 Complete the e-learning course that has been developed to benefit cash rich 
businesses to protect them from being used for money laundering activities. The course 
explains what is needed and to have in place to identify money laundering, prevent it and 
report activities to the appropriate authorities. 

 
6.3.2 Following completion of the e learning you will be debriefed by your line manager 
or Training Manager to check understanding & demonstrate that you could manage a 
situation if potential money laundering activities are identified. 

 
• Define money laundering 
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• Describe how money laundering is achieved, anti-money laundering 
controls & monitoring and how to report suspicious activity 

• Explain how to assess the risk of money laundering in the pub trade and 
how to carry out a risk assessment 

• Recognise the everyday responsibilities under money laundering 
regulations and know when to comply with customer due diligence 
requirements and record keeping 

• Outline how to report suspicious activities or transactions 
 
6.4 Bribery Act Awareness 
 

6.4.1 Complete the e-learning course. The Bribery Act 2010 (BA 2010) came into force 
on the 1st July 2011 and represents the biggest reform in law in over a century, extending 
laws on bribery & corruption. The training will help you understand the four new offences, 
what conduct is not covered by the act and procedures in place to protect the 
organisation. 

 
6.4.2 Following completion & passing the test at the end of the e learning modules: 

 
• List the four offences under the Bribery Act 2010 
• Define bribery and what are described as the “important definitions” 
• Explain what is meant by paying & receiving bribes, with examples that may 

be relevant to the pub trade 
• State the penalties under the BA2010 act if an individual or the organisation 

are convicted or found guilty of the offence 
• Outline the guidelines on bribery relmanating to hospitality, promotional 

& other business expenditure. 
 

6.4.3 List the 6 principles that underpin anti-bribery policy & procedures: 
 

•  What are the procedures companies must take to protect the organisation 
against prosecution under the act? 

• Give a brief outline on what is meant by each principle 
 
6.5 Advanced Till Reporting and Analysis 
 

6.5.1 Yummy uses two main information systems in measuring the inputs and outputs of 
the business operation, it is important to understand how these can be utilised to 
maximum effect to increase business performance. At this stage you should have a 
comprehensive understanding of both Polaris and ServedUp and understand the 
functions of both. 
 
6.5.2 Demonstrate your ability to pull off reports to analyse the following: 
 

- Refunds, Voids & Discounts 
- Items Sales & Popularity 
- Stocks Analysis 
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- Staff Hours and Productivity/Efficiency  
- Basket Analysis 
- Sales Patterns & Comparisons  

 
6.5.3 Understand the importance and demonstrate an understanding of reporting 
comparisons vs. budget and vs. last year where applicable. 
 
6.5.4 Present to a directors meeting on reports of your choice where you will be able to 
demonstrate an understanding of the information collated and use the information to 
make suggestions to the directors to enhance business performance.  

 
6.6 Award in Underage Sales Prevention (AUASP) 
 

6.6.1 Complete the e learning course which identifies the full range of age restricted 
products, not just alcohol or tobacco. It explains why certain products age are restricted, 
how to ask for proof of age and what identification is acceptable. The course will equip 
you to protect yourself and the business in the consequence of test purchasing. 

 
6.6.2 Following completion of the e learning you will be debriefed by your line manager 
or Training Manager to check understanding & demonstrate that you can identify 
underage drinkers, the ability to refuse alcohol sales to drunks and have a broad 
knowledge of other age restricted products. 

 
• List the 5 main categories of harm resulting from underage sales of age 

restricted products 
• Define alcohol. For the purpose of licencing law, what is the % strength 

lower limit to classify it is a alcoholic drink? 
• Give examples of ABV for beer, spirits & wine 
• What is the formula to calculate the number of units of undiluted alcohol in 

a particular drink? 
• State the formula used to calculate the number of units of undiluted alcohol 

is contained in specific drinks. 
 

6.6.3 Know and state the advice, based on the UK Government Sensible drinking 
message, for men, women & drink driving. 

 
6.6.4 Give an overview of the authorisation powers (authorising Alcohol sales) 

 
• Of the premises licence holder 
• The designated Premises Supervisor 
 

6.6.5 Name the four licensing objectives and five in Scotland. 
 

6.6.6 Demonstrate that you have learnt & understood the e learning content by 
discussing the following: 
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• What are the exceptions to the laws in relation to selling alcohol to 
underage children? 

• Explain the legalities on selling alcohol to drunks. Would you be 
committing an offense if you serve a customer who is drunk? 

• In what circumstances have fixed penalty notices been introduced to the 
trade? 

• What is the fine for serving alcohol to a child or someone who is drunk? 
 

6.6.7 Describe the two patterns of drinking behaviour that are likely to harm people: 
 

• Define irresponsible drinking behaviour 
• What are the obvious signs of intoxication by alcohol 

 
6.6.8 Name the products, other than alcohol, that may be supplied only to persons: 

 
• Aged 18 or over 
• 16 and over 
• 15 & over 
• 12 & over 
 

6.6.9  Give an example of how you will ask a customer for proof of age if they look under 
21 & request an alcoholic drink: 

 
• Define the “Challenge 21“ campaign 
• What is the process if a customer does not have acceptable proof of age 

and the ID you must request? 
• Name two of the cards that incorporate the PASS (Proof of Age Standards 

Scheme) logo 
 

6.6.10 Name four intoxicating substances listed in the 1985 Act. 
 

6.6.11 To prevent an unlawful sale you need to stand your ground and seek support if 
necessary. Being observed by your line manager, role-play a situation that may arise at 
your site and demonstrate how you would deal with this. 

 
6.6.12 What due diligence procedures are in place in Yummy Pubs to record admission 
& service refusal? In what circumstances would this information be required? 

 
6.7 Organise and Deliver a Full Staff Meeting & Training Session 
 

6.7.1 Plan and create an agenda for a full staff meeting & training session. 
 

6.7.2 Invite and co-ordinate attendance of the meeting by all team members with clear 
communication techniques. 
 
6.7.3 Deliver the session ensuring the training and content is informative, clear and 
motivates the team with the result being improved business performance. 
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6.8 Understanding Basic Finance 
 

All Yummy Pub Senior Managers must demonstrate the skills and knowledge to control 
costs, understand GPs know how to hit budgets and understand KPIs. External applicants 
for a Management Role in Yummy Pubs will have demonstrated these skills to be 
appointed. Working through the Academy, you have the benefit of the training by an 
experienced Member of the Director Team. 
 
6.8.1 Following the training you will: 

 
• Have a basic understanding of a company Profit & Loss Account 
• Describe the principles and reasons for setting a budget 
• Demonstrate ability to record and analyse the business weekly and monthly 

KPIs 
• Differentiate between fixed and variable costs 
• Outline the implications of overspend on variable cost on the bottom line 

of the business’ performance 
• Explain the structure and implications of VAT 
• Identify the difference between Gross and Net take 
• Understand the term Gross Profit and how you as an individual can drive 

this 
• Demonstrate how both the till system and company reporting can help 

drive the business forward 
 

6.8.2 In order to be signed off as competent in this section, you must produce a full 
report on a specific site’s performance. 

 
• Recognise & outline how this can be improved 
• Highlight the positives and negatives 
• Include in the report full details of costs and sales to gain a clear outline of 

how the site can improve in performance and profitability 
 
6.9 Event Planning & Briefing the Team 
 

This section of Stage 6 of the Academy can run alongside S6.13 and the outcomes. This 
will help you with the event planning and structure of the event. 

 
6.9.1 Create: 

 
• A full plan for a specific key event at site level at least 12 weeks in advance 

of the execution date. 
• A full promotional plan using multiple platforms to ensure that the event is 

a success 
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6.9.2 Demonstrate the cost effectiveness and deliverable profit of the event, over & 
above the standard site service, this will include full costing of food, additional staffing, 
and additional exceptional costs. 

  
6.9.3 Outline the use of yield management to ensure the event has required demand 
and attendance. 

 
6.9.4 Produce all media with the help of the Sales & Marketing Team. Include menus to 
ensure all relevant information is well communicated. 

 
6.9.5 Compile and carry out a full team brief in advance of the event to enable all team 
members to both promote and answer questions about the event. 

 
6.9.6 On the day of the event: 

 
• Demonstrate ability to manage the event and team, ensuring the result is 

well received by guests 
• Include a full brief and debrief to the team 

 
6.9.7 Following the event produce a report for the Senior Management Team 
demonstrating the success and future learning for event planning.  

      
6.10 Coaching and Career Development Planning 
 

6.10.1 Monthly meetings will continue to be scheduled, each lasting approximately 1½ 
hours. Coaching discussions will be confidential and will be structured but on your 
agenda. 
 

            The overarching objective of the coaching sessions will be to: 
• Focus on career development, including ability, skills & knowledge in your 

current role & potential promotion 
• Set clear SMART Goals to enhance performance & untapped potential 
• Devise a structured development plan with achievable objectives to 

progress your career with Yummy Pubs 
• Use your Coach as a sounding board for ideas & concerns relating to career 

progression 
• Develop self-belief & motivate. 
 

6.10.2 The development plan will be discussed with the General Manager / Yummy 
director, who will support your development & aspirations. 

 
6.10.3 Coaching will continue & progress through to stage 7 of the Yummy Academy. 
 
6.10.4 A business mentor will also be suggested at the appropriate stage of your career 
development. 
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6.10.5 In addition to being coached yourself, you will master coaching skills to develop 
others in your team, un-tap potential & raise awareness. The Training Manager will either 
invite you to a Coaching skills workshop or offer one to one support to help you develop 
coaching skills. 

 
6.11 Shadow Two Days with a Yummy Pub Company Director 
 

This valuable two full days shadowing one of the Yummy Pubs Directors will give you a 
real insight into their role in the company. 

 
The two days need to booked well in advance to coincide with their diary, planned 
meetings, who best to shadow and to benefit you, making the best use of your time. 

 
6.11.1 The outline of the two days, activities, tasks, and meetings cannot be prescriptive 
for this section of the Academy & flexibility is key.  

 
6.11.2 The time spent shadowing will: 

 
• Help you fully understand the role of the director and the skills and 

knowledge they demonstrate to manage & build a growing pub company. 
• Give you an insight to the many components of the role 
• Demonstrate the differences between a director & a Senior Manager 

 
6.11.3 You will be able to: 

 
• Discuss the strategic purpose of the business 
• Gain a full understanding of the values of the business and Our Yummy  

Collection long term goals 
• Identify the leadership Vs management traits of the individual Director  
• Demonstrate a clear understanding of your role in the business 

 
6.11.4 You will partake in and follow up with clear, concise minutes, a directors weekly 
meeting. 

 
6.11.5 A full site audit will be conducted with the Director to demonstrate your ability to 
understand the high retail, due diligence and hygiene standards of the business.  

 
6.11.6 During the two days you will complete a full 1-2-1 assessment of your current 
performance with the Director and be able to produce key objectives and targets to 
achieve after the meeting. 

 
6.12 One Week Management Holiday Cover 
  

It is important to be able to develop your knowledge in a variety of situations. Strong 
leaders should be able to be versatile and flexible. By working at an alternative venue, you 
will have the opportunity to look at how team dynamics can vary at alternative venues and 
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how you may need to alter your leadership approach to get a positive response from the 
team 

 
6.12.1 At all times you will act as a role model and ambassador for Our Collection. 

 
6.12.2 Demonstrate that you can take overall responsibility for the day-to-day running of 
the designated venue. Including the Kitchen, Front of House, back of house areas and 
guest accommodation, if applicable. 

 
6.12.3 Be accountable for all cash management at the site: 

 
• Monitoring and checking end of day cash take, safe & till floats.  
• Banking 
• All credit card transactions 
• Clear records for all expenditure on petty cash through the tills or by any 

other means 
• Authorisation of refunds & discounts 

 
6.12.4 Ensure that senior members of the Business are aware of any expenditure that is 
required for the venue. 
 
6.12.5 Manage the staff rota efficiently to ensure both budgeted level and customer 
service levels are maintained, completing, or adjusting the staff rota if necessary. 

 
• Complete a daily briefing using the daily brief sheet provided as a 

structured, consistent method of communication for the entire venue team 
each day. 

 
6.12.6 Ensure the venue achieves/ exceeds the targeted budgets in relation to: 
 

• Turnover 
• Net profit 
• Wages 
• Stock purchases 

 
Ensure the Key KPI indicators are met and if not, a clear strategy is devised to achieve this. 
Key indicators and targets are: 
 

• Turnover as per site annual budget 
• Staff wages no more than 21% of net turnover 
• Wet GP 68% free of tie house, 59% tied house 
• Dry GP at least 70% 

 
6.12.7 Take responsibility for the motivation and performance of all members of the team 
at the venue. 
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• Use the Yummy Academy as a tool to aid in the theoretical & practical 
training and development of the team 

• Nurture and develop a strong sense of the “Yummy” into the team 
 

6.12.8 Deliver first class customer/ guest service to ensure increased repeat    business, 
increased spend per head and a high level of customer satisfaction. 
 

• Monitor guest comment cards, online reviews, and customer direct 
feedback to ensure that first class customer/ guest service is achieved 

• Take accountability for all guest complaints, ensuring they are resolved 
without detriment to the overall business 

 
6.12.9 Take full responsibility for the health & safety, food safety, fire safety and allergens 
compliance of the venue. 

 
6.12.10  Check all deliveries to ensure no missing or broken items at point of 
delivery. Follow up on all incorrect items to confirm no charge is incurred. Complete the 
agreed process for recording deliveries/ issues. 

 
6.12.11 To guarantee the correct venue appearance at opening & the venue is safe 
and secure out of hours; check that the opening & closing procedures have been 
followed correctly. 
 

• Ensure the venue appearance from curb to back of house is kept at an 
exceptionally high level using the site audit to monitor and improve on 
the level of performance. 

•  Check that the tasks on the daily work sheet are delegated to the team 
to achieve the high level of aesthetics. Use this to ensure that the venue 
is a comfortable and welcoming environment for the guest  

• Complete a weekly line clean 
 

6.12.12 Attend the weekly Operations meeting with the venue Management  
Team / Directors to ensure a consistent operation is run and communication is 
maintained at the site. 
 

• All administration should be organised, completed where applicable and 
highlighted to relevant individuals in the business. All post/ invoices 
collated ready for collection 

• Emails and bookings should be managed, followed up and replied to in the 
correct manner, leading to increased customer retention and booking 
numbers 

• Where applicable, the hotel booking system should be reviewed and 
managed 

 
6.12.13 Demonstrate that you have knowledge of all products and services on sale. 
Convey this information to the team to ensure that guests can make informed decisions 
and staff are able to maximise upsell opportunities. 
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6.12.14 Whilst running the site, recognise when advice and guidance is required. If 
in any doubt, do not hesitate to contact the operations manager, directors, or other GMs.  

 
6.12.15 On return from holiday, the site General Manager will meet and debrief the 
week’s cover using stage 6.12 of the Academy folder as guidance. 
Sign off will be agreed between the sites GM & Training Manager/ team. 

 
6.13 Plan, Organise and Deliver a One Day Revenue Driving Event 

 
This task-based activity will be determined by the venue – indoor or outdoor event, 
season, and knowledge of your guests. Teamwork is key as assistance & ideas from your 
own team, colleagues at other Yummy Pubs and expert advice from the Yummy 
Marketing team will help you achieve. 
 
Measuring success is by net income achieved, feedback from guests attending and by 
sign off the actions and objectives by the training manager/ Director. 

 
6.13.1 Outline how you have planned the event & the key focus: 

 
• Target audience 
• Format 
• Content  
• Pricing 
• Location 
• Date & time 
 

6.13.2 Describe the clear purpose of the event. This may specifically be to increase 
income but what are the additional outcomes? – Brand awareness, customer retention, 
customer loyalty, customer request? Keep in view that identifying the purpose will ensure 
the end goal is always in focus. 

           
 6.13.3 Evidence the list compiled of all the finer detail at planning stage. Expand on the 
key points in 6.13.1. What are the additional requirements? (menu, special requirements, 
lighting, parking etc.. 

 
• Adequate rooms booked/ external event – adequate area space? 
• Is a risk assessment required? 
• Contingency plans if an external event and inclement weather 
• Cancellation clauses 
• The impact of the event on other guests 
• Adequate hotel accommodation available, if required 
• What processes have been put into place to ensure nothing has been 

missed? 
            

6.13.4 Detail the budget available. What are the limitations that can have a negative 
impact?  
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• Demonstrate how you have calculated the expected revenue 
• Outline investment to make the event a success 
• What are the calculations to determine net profit? 
• How many guests expected to attend to generate the calculated profit 

 
6.13.5 Outline the marketing strategy: 

 
• What advertising media? – Social media, staff briefings, Cross Yummy Pub 

advertising, Guest awareness. 
• How did staff on site engage with guests, discuss the event, and create 

excitement?  
• What staff briefings arranged & training organised to build confidence 

when talking to guests 
• Time frames – was sufficient allowed to ensure that guest and staff 

awareness was achieved, resulting in a realistic number of attendees? 
• Outline the pros and cons of preselling tickets. What was considered if 

“early bird” promotions & discounts and the impact on revenue. 
• Detail the help that was requested from the team 

 
6.13.6 Describe how sponsors were approached.  

 
• What sponsorship was considered to keep budgets down? 
• What brands involved in promoting the products/Events. Discounts 

agreed? Supplier backing? Relationship with suppliers – past, present, and 
future? 

• What considerations made for the best negotiators for discounts? – 
Relationships and skills 

 
6.13.7 What processes & checks were conducted to ensure all points were covered prior 
to the event? 
 

• What were the actions / response to concerns with issues  
• Outline actions taken if response to the event was slow 
• How confident are you that the relevant objective was delivered. 
• What did you do to motivate & enthuse the team, keep the atmosphere 

positive and energetic throughout the event. 
 

6.13.8 Explain how you feel the event went.  
 

• What was the financial outcome 
• Outline the feedback received from colleagues, guests, and sponsors, if 

applicable 
• What would you do differently next time? 
 

 
6.14 Disciplinary Procedures  
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This section of Stage 6 of the Academy is about initiating and following organisational 
disciplinary procedures in response to misconduct or unsatisfactory performance of 
team members. 

 
 

 
6.14.1Have a firm understanding of the disciplinary procedure outlined in the company 

handbook. 
 
6.14.2 Describe the performance expectations of Yummy Pubs: 
 

• Outline the organisation’s required standards of conduct and performance 

• Detail the formal disciplinary procedure noted in the staff handbook 

6.14.3 If a member of staff is under performing or if misconduct is identified: 
 

• Explain how you would identify when an individual’s performance falls 
below organisational standards 

• Outline communication methods used to gather information on potential 
cases of misconduct or unsatisfactory performance 
6.14.4 Know how to deal informally with cases of minor misconduct or 
unsatisfactory performance   
Identify the differences between misconduct, gross misconduct, and 
unsatisfactory performance and how each should be handled  

• Evaluate whether a case of misconduct or unsatisfactory performance can 
be dealt with informally  

• Assess methods available to improve performance or behaviour  
• Explain the importance of recording informal disciplinary proceedings.    

   
6.14.5 Follow Yummy Pubs formal disciplinary procedure: 
 

• Explain the importance of seeking advice and guidance from specialists 

prior to acting  

• Outline when to follow formal disciplinary procedures  

• Assess the importance of communicating disciplinary procedures to 

individuals  

• Describe how to record and store information throughout the disciplinary 

process.    

6.15 Recruitment   
 
6.15.1 Understand the importance of staff retention and how nurturing a team and 
reward can aid this. 
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6.15.2 Identify the required role producing a clear job description and outline the hours 
of work, reward, and duration. 
 
6.15.3 Outline required skills and competences for the role considering the values of 
Yummy Pubs.  
 
6.15.4 Write up a clear job application through the chosen advertising networks getting 
the content and tone correct for the targeted market 
 
6.15.5 After publishing the job advert shortlist and select potential candidates for 
interview from the pool of applicants. Be able to respond to all candidates in a timely 
manner to avoid losing prime candidates to competitors. 
 
6.15.6 Schedule and carryout in person interviews with preparation made for each 
interview with a clear questioning structure and using the original CVs to identify areas of 
questioning. 
 
6.15.7 Use notes from the interview and application process to make a final selection, 
demonstrate a clear process here as per you training in interview management in stage 5.  
 

6.16 Succession Planning & Coaching  
 

For any senior manager to progress in their role and career they must plan effective 
succession planning within the team to ensure a smooth transition and continued high 
business performance.  

 
6.16.1 1-2-1 Coaching sessions on mentoring & succession planning 

 
6.17 Complaints & Resolutions 
 

6.17.1 However effectively customer service is organised, customers make complaints 
from time to time.   Sometimes, frontline staff or supervisors can deal with these 
complaints; often however more senior staff must deal with the complaint.  This is either 
because of the severity of the complaint and its implications for the organisation, or 
because the customer will accept the solution only if it is dealt with at a senior level.  This 
may require someone with the authority and influence to adapt existing policies and 
procedures to find an acceptable solution.  It is also important to explore patterns and 
trends in significant complaints and recommend changes to policies and procedures to 
avoid repetition. 

 
• Investigate & collect all the available information on the nature of the 

complaint and identify and analyse the implications of the complaint  

• Take personal responsibility for dealing with the complaint subject to the 

limits of authority  

• Identify a range of possible solutions that balance customer expectations 

and the organisation’s offer 
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• Keep the customer informed about what steps are being taken to deal with 

the complaint  

• Implement the agreed solution and liaise with the customer to ensure that 

they are satisfied with the action that has been taken 

• Follow the correct procedures if the customer wishes to escalate the 

complaint even higher or if the complaint has wider implications for the 

organisation.   

 
6.17.2 If there are repeated complaints from a customer or Customers:  

 

• Identify the repeated customer complaints and recommend changes to 

company policies and procedures. Analyse any trends in customer 

complaints Identify solutions acceptable to the customers that fit the 

organisation’s service offer 

 
6.17.3  Identify possible changes to customer service policies and procedures: 

 

• Consider the benefits and drawbacks of each possible change in terms of 

balancing customer service and organisational aims 

• Select an option for change and follow organisational procedures to ensure 

that their recommendations come to the attention of decision makers.    

• Explain the importance of minimising customer complaints and dealing 

with them effectively and promptly when they occur  

 
6.17.4 Give an overview of Yummy Pubs complaints procedures and the limits of their 

authority, Describing the procedures to be followed if a complaint is likely to be escalated 

or have wider implications for the business: 

 

• Describe the types of complaints that could have wider implications for the 

organisation 

• Describe why it is important to communicate with their customer at all 

stages of the complaints procedure How to devise solutions that balance 

customer expectations and organisational aims  

• Explain why it is important to identify and present to the customer a range 

of possible options and why it may be necessary sometimes to adapt 

organisational policies and procedures to provide a solution acceptable to 

the customer and how this can be justified 

• Research how to identify trends and patterns in customer complaints and 

solutions 

• Describe how to explore the implications of these patterns and trends for 

Yummy Pubs policies and procedures. 
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• Explain how to recommend changes to organisational policies and 

procedures. 

 

6.18 Review the Quality of Customer Service 

In addition to complaints that are directly received by the venue it is important to monitor 
guest feedback and analyse the information to draw conclusions and make 
recommendations for improvements  

 
6.18.1 Identify where guest reviews are received and collate the information based on 
the     feedback provided. 

 

  
 
 

6.18.2 Identify the main features that effect customer satisfaction; plan how to monitor 
these features & how the information will be analysed  
 
6.18.3 Plan how to measure customer service: 

 
• Identify the features of customer service delivery that affect customer 

satisfaction 

•  Plan how you will monitor the features of customer service delivery that 

affect customer satisfaction 

•  Plan how you will analyse the information collected. 

 

6.18.3 Collect and analyse information on customer service: 
 

• Implement plans for monitoring customer service processes and outcomes 

• Analyse the monitoring information collected  

• Compare the conclusions of the analysis with the criteria identified  

• Adapt plans if the agreed methods of collecting and analysing information 

are not proving effective 

• Communicate the results of the measurement of customer service to 

colleagues and the team  

• Agree actions to improve customer service that result from the 

measurements and analysis 

 

6.18.4 Understand how to review the quality of customer service: 
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• Explain the importance of measuring the quality of customer service and 

which aspects of the customer service process affect customer satisfaction 

•  Describe how to select the criteria you will use for measurement of 

customer service  

• Explain how to construct representative samples describing the types of 

information collection methods that could be used 

•  Outline methods of analysing information on the quality of service  

 
6.18.6 Draw up a clear strategy or make recommendations on how the negative aspects 
of    the feedback can be overcome. Following this fully implement the changes required 
bearing in mind potential cost and financial KPI’s. 

 
6.19 Monitor & Manage Maintenance in a Venue 
 

As a Manager of a Yummy Pub there is the expectation that you have the understanding 
and skills to manage the maintenance and repair of the property.  The work may be 
internal or external, in either public or private areas of the property.  You may have to deal 
with internal staff or external contractors and the procedures used are likely to reflect that 
difference.  

  
6.19.1 Plan maintenance and repair work in the Pub: 

 
• Confirm that rooms closed for maintenance work do not impact on 

business activity 

•  Identify staff in the organisation who have responsibility for property, 

maintenance, and repair  

•  Develop the team to identify and prioritise maintenance and repair issues 

•  Confirm that a team can differentiate between a) maintenance and 

replacement b) minor issues they can deal with and other issues that require 

outside assistance  

•  Implement a system of fault notification, with both the team and 

management colleagues and identify when a maintenance issue is 

systematic 

 

6.19.2 Manage maintenance and repair issues within the limits of your own responsibility 

and budget: 

 

• Identify issues beyond the limits of own responsibility with the senior 

management team. Consult stakeholders on key decisions, providing 

information to support decision making  

 
6.19.3  Monitor arrangements for maintenance and repair work at the site: 
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• Implement a schedule to manage regular maintenance of guest rooms, 

aligning it to the peaks and troughs of business activity  

•  Monitor maintenance activities required by legislation  

•  Develop energy-saving and recycling policies to reduce the need for 

maintenance and replacement  

•  Respond to emergency maintenance issues, which directly impact 

customers 

• Oversee large-scale refurbishment programmes with the management 

team  

•  Confirm that health and safety and insurance measures are in place during 

maintenance and repair work  

•  Review the effectiveness of maintenance and repair procedures and 

associated costs, to identify where improvements can be made.    

 
6.19.4 Manage the use of external contractors: 

 

• Evaluate the cost of using internal expertise against the cost of employing 

external contractors  

•  Arrange the use of external contractors, when it is established that a 

problem cannot be dealt with internally  

•  Use negotiating techniques when dealing with external contractors that 

will meet the needs of the organisation 

 
6.19.5 Understand how to monitor the maintenance and repair work for the Yummy Pub 

Company: 

 

• List the relevant health and safety legislation governing items which require 

regular maintenance checks  

•  Review the company’s standards for both guest rooms and public areas 

•  Explain how energy-saving working methods can be incorporated into 

maintenance plans and how recycling and energy-saving measures can 

increase the lifespan of equipment and resources  

• Analyse the impact of room closures on a site planned activities  

• Describe how to decide when it is more cost effective to replace equipment 

than repair it. Analyse the expected standard lifespan of equipment and 

resources under normal conditions  

•  Outline how to maintain good relationships with guests when a 

maintenance issue disrupts their stay and explain when external contractors 

are needed to conduct maintenance and repair work  

•  Recognise the limits of your own authority when negotiating with 

contractors  



	

	
	

62	

•  Quote the health, safety and insurance measures that need to be in place 

during maintenance and repair work 

•  Assess how to balance the needs of an organisation and guests when 

prioritising maintenance work 

 

6.20 Manage Statutory Procedures – Fire, H&S, Food Hygiene 
 

Yummy Pub Managers must develop the skills needed to understand legislative and 
regulatory requirements that govern hospitality management operations.  Managers in 
hospitality must ensure that they and their teams comply with these requirements, report 
on compliance and deal with external people, such as inspection staff, as and when 
required.    

 
 
 
 

6.20.1 Keep up to date with regulatory and legislative requirements: 
 

•  Identify and use Yummy’s structure to monitor new developments relating 

to regulatory and legislative requirements in the trade 

•  Review the relevance of current regulatory and legislative requirements for 

own area of responsibility. 

 

6.20.2 Monitor team member’s compliance to regulatory and legislative requirements: 
 

• Enforce policies and procedures to ensure team members meet all 

regulatory and legislative requirements 

• Check and confirm that all staff complete all regulatory and compliance 

training, including refresher training (Level 1 & 2 of academy)  

•  Check that all team members understand the importance of regulatory 

and legislative requirements before working in related areas and why it is 

relevant. Using the academy handbooks for sign off and online compliance 

courses – tracking results through analytics. 

•  Maintain records, as required by the guidelines for due diligence 

contained in relevant legislation and regulations – Including (1) Site Audits 

(2) Pest Control Book (3) Kitchen Daily Checks (4) Fire Logbook (5) Incident 

& Accident sheets (6) Periodical Risk Assessments 

• Ensure that all staff know where to access the information on regulation and 

due diligence 

•  Take responsibility for the team’s compliance with regulatory and 

legislative requirements and know the consequences of not conveying 

compliance messages to the team 
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6.20.3 Plan for and action outcomes of regulatory and legislative inspections and 
compliance visits: 
 

• Prepare for inspections and compliance visits ensuring that your own area 
of responsibility meets requirements  

•  Respond to any issues raised by the inspection and compliance visits  
• Report on areas that are not compliant to relevant colleagues and senior 

management. 
• Propose changes that will improve compliance with regulatory and 

legislative requirements, as necessary 
 

6.20.4 Understand how to monitor an organisation’s compliance to regulatory and 
legislative requirements 

 
• Define the sources of information that may be used to keep up to date with 

regulation and legislation that impacts on the hospitality industry  
•  Outline the consequences of non-compliance to regulatory and legislative 

requirements  
• Identify compliance matters that should be escalated, because of the 

potential impact on the organisation. 
                                 

6.21 End of Stage Assessment 

Leadership is one of the most important aspects of any managerial role and it needs to 
be developed alongside a clear understanding of the core functions of the job in hand. A 
leader cannot lead a team in a venue environment if they cannot demonstrate an ability 
to complete all the tasks and manage the venue in its entirety. The areas of assessment 
at this stage cover both aspects. 

 
6.21.1 Full external audit of the venue looking at all regulatory compliance and admin, 
the equivalent of a full EHO inspection 

 
6.21.2 Compose and present a full 360-degree review of the team presenting all training 
progression, succession planning & performance including KPI’s.  
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OWNERSHIP 
 
TIMEFRAME: 
By the end of Level Seven you would have demonstrated the skills and relayed the knowledge to 
consider managing your own business unit. There is no time frame for this level to be completed. 
 
7.1 Complete the pre–Entry Awareness Training Module 
 
7.2 Financial Planning and Budgets 

 
7.2.1 Managers at this level will need to prepare a budget, address variance and monitor 
a budget for their site  

                             
• Evaluate information on resource requirements for the site  

• Use the information provided by PointOne & Polaris 

• Produce a draft budget  

• Communicate the final budget with relevant stakeholders.  

7.2.2 Demonstrate the skills to manage a budget: 
    

• Analyse variances between planned and actual expenditure  

• Provide information on performance to relevant stakeholders  

•  Describe how to take corrective action within the limits of authority, in 

response to budget variances and developments  

• Outline proposed revisions to budget and obtain agreement where actions 

are beyond the scope of authority. 

7.2.3 Demonstrate the ability to review budget management performance 
 

• Review performance against budget  
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•  Assess improvements for future budget planning and management  

• Monitor budget performance and implement changes within the limits of 

authority or obtain agreement from the Yummy Pub Directors 

Competent Yummy Pub Managers demonstrate the skills needed to maximise sales and 
profits relevant to all hospitality managers.  One of the most important elements of the 
role is that the team make the most of sales opportunities and when doing so, maximise 
profit margins, without affecting the customer experience.  Managers are required to 
ensure staff are trained and able to do this effectively.    

 
7.2.4 Demonstrate the ability to obtain information that can help maximise sales and 
profit  

 
• Obtain current data on an organisations existing sales and profitability  

• Obtain qualitative and quantitative data which describes factors that 

impact on sales and profitability including a) known competitor activity b) 

trends c) customer behaviour d) costs e) return on Investment f) sales 

targets g) sales volume h) changing market conditions i) possible responses 

to competitor behaviour 

7.2.4 Implement strategies for maximising sales and profit: 
 

• Determine actions to be taken to maximise sales and profit, based on data 

findings  

• Confirm actions to be taken to maximise sales and profit with the 

management team  

•  Maintain relationships with suppliers to maximise buying power and 

reduce purchasing costs  

• Develop strategies for: a) minimising waste b) saving energy c) maximising 

the profit potential of high performing products 2.5 establish contingency 

plans to manage risks that may arise from actions to maximise profit 2.6 

manage training of own team to ensure opportunities to up sell and 

maximise profits are taken advantage of  

•  Meet own sales and profit targets with the aim of exceeding them. 

7.2.5 Analyse strategies for maximising sales and profit: 
 

• Evaluate the relative impact of strategies taken to maximise sales and 

profits  

• Make recommendations for future strategies based on evaluation 

outcomes.    

7.2.6 Understand how to obtain information that can help develop strategies to 
maximise Sales and Profits: 
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• Explain why it is critical to ensure that data used to inform decision-making 
is accurate and up to date  

• Analyse information to identify opportunities which maximise sales and 
profit   

• Describe how to run a break-even analysis 
 

 
 

7.2.6 Outline how to agree and implement strategies for maximising sales and profit 
 

• Define the process for agreeing actions with the management team  
• List ways to obtain the best deal from suppliers  
• Describe the company’s policies related to product pricing strategies  
• Outline the impact that consumer protection legislation has upon product 

pricing strategies  
• Recommend strategies to minimise waste and excess energy usage and 
            explain how minimising waste and excess energy usage contributes to 

profit margins  
• Describe the methods used to ensure teams and individuals are trained to 

recognise and take advantage of opportunities to up sell and maximise 
profits? 

• Define strategies which will maximise the sale of high performing products 
• Explain the importance of protecting return on investment  
• State how to conduct a risk analysis  
• Outline the strategic planning needed to meet profit targets for the site 
• Explain why it is important to be aware of any action needed by suppliers 

and others within an organisation when implementing strategies.   
 

7.2.7 Understand how to analyse strategies for maximising sales and profit:  
 

• Define the importance of monitoring and evaluating the impact of actions 
taken to maximise sales and profits  

• Explain how to use evaluation data to inform future decision-making.   
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7.3 Managing Purchasing Costs 
  
This stage of the Academy outlines the skills needed to cost effectively manage resources 
by developing and using systems and procedures for purchasing, receipt of delivery, 
storage, minimising waste and promoting sustainability.  
 
7.3.1 Manage the supply of goods from suppliers: 

    
• Negotiate with suppliers to maximise the potential for profit adhering to 

an organisation’s quality criteria and procedures  

•  Monitor the use of suppliers to meet organisational objectives  

•  Evaluate purchasing costs against those of other potential suppliers  

• Identify resources that are cost effective to purchase in bulk. 

7.3.2 Manage the delivery of supplies: 
 

• Develop a system for checking deliveries against orders ensuring 

discrepancies, including damage or defects, are reported as they occur  

• Ensure that the organisation’s procedures for using purchase orders are 

followed  

•  Confirm and demonstrate that the team has the required knowledge to 

check delivered supplies for: a) quality points b) expiry date c) 

discrepancies 

•  Monitor the correct storage of resources and the correct implementation 

of stock control procedures 

7.3.3 Establish procedures to reduce waste and promote sustainability: 
 

• Implement a system of waste management to minimise resource waste 

within the site  

• Brief staff on how to use waste management systems  

• Develop procedures to promote sustainability amongst colleagues and 

customers.  

7.3.4 Understand how to manage purchasing costs: 
 

• Analyse the methods used for negotiating with suppliers to achieve 

required results, within limits of responsibility  

•  Explain how to maximise the advantages of economies of scale when 

purchasing resources  

• Evaluate the organisation’s procedures for obtaining suitable recompense 

when terms and conditions for supplied resources are not met  
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•  Assess the essential procedures that need to be incorporated into a 

system for checking deliveries  

•  Describe how to deal with discrepancies when monitoring invoices for 

accuracy  

•  State the importance of dealing with damages, defects, or discrepancies 

with existing resources as soon as possible 

•  Explore current developments regarding suppliers to the hospitality 

industry. 

 
7.4 Negotiation Skills 
 

Attend the one-day workshop and take an active role in the role-plays designed to 
develop negotiation skills.  
 
On completion of the course partake in a negotiation with key supplier to the business 
alongside a director and complete the process through to successful implementation of 
new range and service.  

 
7.5 Identify Market Opportunities and Market Research 
 

This stage outlines the skills needed for strategic planning when ascertaining what 
services, the organisation should be offering and where the most commercially viable 
opportunities exist for its future success.    

 
7.5.1 Determine market opportunities for hospitality services based on research and 
analysis: 
 

• Obtain qualitative feedback on the organisation’s service offer 

• Obtain structured quantitative customer feedback on the service offer  

• Identify which aspects of the existing service offer could be modified for 

improved profitability and quality  

• Conduct market analysis to assess the organisation’s service offer in the 

context of the wider hospitality market  

• Develop competitor profiles using a SWOT analysis  

• Use outcomes of qualitative and quantitative feedback to produce a SWOT 

analysis for Yummy Pubs. 

7.5.2 Interpret the analysis to determine market opportunities for hospitality services: 
 

• Interpret the outcomes of the SWOT analysis to establish a realistic 

assessment of market opportunities  

• Identify gaps in the provision of local hospitality services, which align to an 

organisation’s strategic objectives and brand image, from which it could 

profit  
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•  Develop opportunities which meet the needs of the organisation’s existing 

and potential target markets  

• Prioritise opportunities, considering ease of implementation, ROI and 

alignment with the existing service offer  

•  Confirm that the organisation is adequately resourced to offer a new and 

modified service.  

7.5.3 Prepare for the implementation of new and modified hospitality services: 
     

• Consult with the management team to reach conclusions regarding the 

provision of new and modified services or products 

•  Identify success factors for new and modified services that fall within own 

area of responsibility  

•  Produce a project plan for the successful launch of new and modified 

services.    

 
7.5.4 Understand how to research and analyse data to help determine market 
opportunities for hospitality services 

 
• Outline the differences and benefits between qualitative and quantitative 

feedback  
•  Describe how to obtain structured quantitative customer feedback on the 

organisation’s existing service offer  
• Explain how to obtain detailed market research analysis for the hospitality 

industry.    
 

7.5.5 Understand how to interpret the analysis to determine market opportunities in line 
with the organisation’s objectives: 
 

• Describe the benefits of conducting a SWOT analysis and explain how to 

weight the outcomes of a SWOT analysis in order of relative importance  

• Outline the profitability and customer satisfaction levels for the 

organisation’s existing service offer  

• Identify the organisation’s chief competitors  

• Evaluate the hospitality services available in the local area  

• Define Yummy Pubs strategic objectives, brand image and existing target 

market  

• Explain how to calculate ROI  
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• Outline the impact on resources that the provision of a new and modified 

hospitality service would make. 

7.5.6 Prepare for the implementation of new or modified hospitality  
            Services 
 

• Explain how to make an effective contribution to the organisation’s 
decision-making process for new and modified services  

•  Identify the factors that will define the success of new and modified 
services  

•  Describe how to develop a project plan which takes account of all 
necessary resources and deadlines  

•  Outline the limits of your own authority for planning and managing an 
organisation’s service offer.    

 
7.6: Licensing, Compliance & Checklist Items 

 
Running and/or owning a business means you need to be confident and knowledgeable 
when it comes to licensing and compliance. With a company director outline your 
understanding of the following 

 
DPS & Premises License Lease/Tenancy Docs Gas Safety Certificate 
PPL & PRS Public Liability Insurance Fire Safety Inspections 
TV License Weights & Measures First Aid Kit/Training 
Food Safety & Hygiene PAT Inspections Refuse collection DOC 
H&S Risk Assessment Tax Registration (VAT) PDQ Machines DCI 
Fire Risk Assessment Companies House Reg Utilities Contracts 
Pest Control Safe/Banking Procedure Business Rates 
PAYE, Employment Docs Annual Boiler Service Sanitary Disposal 

 
 
7.7 Design & Implement Food Safety Management Systems 
 

The objectives in this stage check your understanding and skills to design, implement and 
manage the organisation’s food safety management system.    

 
7.7.1 Establish the requirements of a food safety management system 

 
• Analyse the legislative requirements for food safety to scope the design of 

the food management system  
• Analyse the risks to food safety from various hazards 1 
• Review current procedures and practices to determine their suitability  
• Manage the allocation of resources, roles, and responsibilities for specific 

components of a food safety management system  
• Establish procedures for: a) cleaning b) pest control c) chemical control, use 

and storage d) personal protective equipment e) food holding and storage 
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f) food handling g) supplier delivery storage h) recording information i) 
handling waste.   

 
7.7.2 Implement and manage a food safety management system 

 
• Implement new procedures for changes to working practices according to 

the organisation’s food safety management system  
• Evaluate training provided to staff in food safety management procedures  
• Monitor visitor, supplier, and staff compliance to current procedures  
• Conduct risk assessments to ensure food safety management is maintained  
• Collect feedback on new procedures following implementation  
• Evaluate implementation of food safety management procedures  
• Monitor the application of the food safety management system. 
 

7.7.3 Understand how to design implement and monitor a food safety management 
system  

 
• List the essential factors in designing implementing and managing a robust 

food safety management system  
• State the benefits of establishing food safety management procedures  
• Outline the consequences of non-compliance to current and on-going 

legislation  
• Evaluate the organisation’s risk assessment process as part of the food 

safety management system  
• Describe the suitable corrective actions to control food safety hazards  
• Evaluate the organisation’s policy for reporting and dealing with hazards  
• Define the importance of regularly monitoring records  
• Outline methods to evaluate feedback on food safety management 
• Explain the due diligence and compliance responsibilities of food business 

operators.    
 

7.8 Plan & Design Retail areas and BOH Food Production/Storage Areas 
 

 
7.8.1  Assess the future needs of food production & retail areas: 
 

• Analyse the advantages and disadvantages of existing food production & 
retail areas  

• Identify the need for new equipment based on the organisation’s future 
requirements  

• Conduct risk assessments of existing food production areas  
• Carry out feasibility studies of possible options retail displays and areas 

based on basic principles of VM 
• Assess cost and budget requirements of possible design options  
• Review the impact of current and future legislation on food production 

areas and FOH areas 
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• Co-ordinate the development of proposals for kitchen design and layout in 
conjunction with relevant specialists  

• Seek approval for design proposals from the appropriate people  
• Modify plans for kitchen designs according to feedback from appropriate 

people 
• Develop a proposal for Front of House areas making maximum use of 

space whilst delivering  
 

7.8.2 Re-design food production & retail areas: 
 

• Assess how the application of new equipment will impact on the design of 
food production & retail areas  

• Plan the positioning of equipment to optimise workflow, improve energy 
use and assist cleaning, maintenance, and safety  

•  Participate in the modification of the project area   
•  Revise the budget to take account of the re-design of food production 

areas  
• Monitor the design and layout of food production areas to ensure they 

conform to legislative requirements  
• Confirm that services and supplies are functional and have increased 

business performance 
• Deal with problems relating to the design and layout of the project area.     

 
7.8.3 Understand how to assess and plan needs of food production & retail areas 

 
• Outline the process of assessing the future need of food production areas 

in line with the retail offer off Yummy Pubs 
• Evaluate the extent to which new food production operations will meet an 

organisation’s objectives and improve SLA’s 
• Identify the legislation relevant to the areas being designed and where to 

gain information on current and future legislation.    
• Identify how sales can be improved and service improved in FOH areas of 

the business 
 

7.8.4 Understand how to re-design food production & retail areas  
 

• Evaluate the impact of change on inter-departmental working  
• Explain the difference changes will make to operational activities  
• Describe how to assess the impact of current and future uses of equipment 

and space 
• Outline the key information to assess in equipment specifications and 

space format 
• Identify where to get information on potential equipment and fittings 
• Give details of the relevant legislation for the safe working of the 

redesigned food production & retail area.  
 

7.9 Managing and Developing the Retail Offer Including Food Recipes  
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This section enables you to gain understanding and the skills to plan and develop a menu 
& overall offer that is consistent with the service offered by the organisation.  The menu & 
range must suit the needs of the existing customer base and target market, while meeting 
financial targets.  The aim is to ensure that those people ultimately responsible for 
providing a menu, balance costs and quality and satisfy the dining experience of the 
customer. 

 
7.9.1 Have the ability to plan menus: 

 
• Use a variety of sources to obtain information on customer requirements 

when developing menus & ranges 
•  Plan menus & ranges to take into account: a) the skills, experience and 

training needs of staff b) the equipment and facilities available c) what is 
logistically viable in terms of preparation time and kitchen/FOH protocols 
d) the sources of produce including consistency of supply with the 
menu/retail plan i.e. seasonal and local e) future developments according 
to an organisation’s business plan.   

 
7.9.2 Understand how to develop menus and ranges: 

 
• Develop menus considering a) appropriateness to an organisation’s 

customer base in terms of diet and price b) the sourcing of produce at 
prices that allow optimum profit margins c) the use of local and seasonal 
produce where possible d) the use of produce from appropriate sources 
that meet an organisation’s quality standards e) an organisation’s style of 
service to ensure menu balance, creativity, and imagination f) legal 
requirements 2 

• Update menus in line with customer feedback  
• Develop dishes and menus for different functions  
• Develop a menu that is relevant to the quantities of dishes required  
• Maintain the required records on dishes and menus. 

 
7.9.3 Define how to cost menus and price retail items: 

 
•  Calculate the proportions of the main component and accompaniments in 

dishes  
•  Calculate the sales mix and the balance of price and offers  
•  Identify the main sources of revenue from the menu  
• Estimate the use of energy for sustainable food production  
• Evaluate the impact of seasonality on menu/range costs calculations  
• Calculate the cost to profit margin ratios in line with the businesses 

parameters and existing systems including cater cost. 
• Calculate staffing costs associated with the production of menu items  
• Cost ingredients/SKU’s to accurately price dishes and/or sales items 

through till and recipe systems  
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7.9.4 Understand how to plan menus: 

 
• Explore the principles of planning, trialling and testing new recipes/ranges 

of products  
• State the current legislation, dietary considerations and health, safety and 

hygiene requirements when planning menus/ranges 
• Evaluate methods for obtaining information for menu planning and 

deciding on the size of product ranges including drinks  
• Explain how to assess menus and ranges to ensure conformity to 

organisational policy and legislation. 
 

7.9.5 Understand how to develop menus: 
 

• Analyse an organisation’s target market and their requirements 
• Compare different dishes and menus suitability for different formats of 

service  
• Describe how to achieve a balanced menu  
• Explain how to maximise the use of resources  
• Identify where to obtain accurate nutritional guidelines  
• Explain how to analyse the nutritional content of menus  
• Explain how to resource new menu ideas  
• State the organisation’s buying procedures for produce.   

 
7.9.6 Understand how to cost menus:  

 
• Identify key considerations when costing dishes and menus  
•  Evaluate the organisation’s environmental policies and the extent to which 

they impact on the costing of menus  
• Identify the impact of costs and revenue from various sources  
• Analyse the current trends that influence menu choices 
• Analyse the current economic climate, including cost of produce and its 

potential impact on menu costing and pricing  
• Explain the scope and limitation of available equipment in relation to costs 
 

 
 
 
7.10: Managing the performance and development of the team  
 

This will help you understanding and gain the skills to make the best use of the team and 
its members so that they can help to achieve the organisation’s objectives.  It covers 
agreeing objectives and setting out plans.  It also involves monitoring and evaluating team 
members’ work and providing feedback to them on their performance.    

 
7.10.1 Setting objectives and work plans with teams and individuals 
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• Facilitate the development of SMART objectives and work plans with team 
members  

• Confirm that the objectives, work plans and schedules meet a) equal 
opportunities legislation b) team members’ abilities and development 
needs c) organisational objectives 

 
7.10.2 Communicate, manage, and evaluate objectives and work plans  

 
• Present organisational objectives and work plans to team members  
• Complete documentation as required by an organisation  
• Confirm at appropriate intervals that team members understand and are 

committed to objectives and work plans  
• Provide advice to team members on how to achieve objectives  
• Evaluate objectives and work plans regularly, considering individual, team 

and organisational changes  
• Monitor objectives and work plans to give equality of opportunity to all 

team members 
 

7.10.3 Assess the performance of teams and individuals against objectives and work 
plans 

 
• Define the purpose of monitoring and assessment of performance to teams 

and individuals  
• Give team members the opportunity to monitor and assess their own 

performance against SMART objectives and work plans  
• Conduct assessments against agreed criteria at appropriate times  
• Ensure that performance assessments take account of team members’ 

personal circumstances in line with organisational constraints 
 

7.10.4 Provide feedback to teams and individuals on performance in line with 
organisational guidelines 

 
• Provide feedback to team members, giving individuals an opportunity to 

respond  
• Manage poor performance and performance above expectation, in line 

with an organisation’s guidelines  
• Agree actions for improved performance with team members 
 

7.10.4 Understand how to agree and set objectives and work plans with teams and 
individuals 

 
• Describe which factors to consider when developing objectives and work 

plans for the short, medium, and long term which are realistic and 
achievable  

• Outline the types of issues that teams and individuals may need advice and 
guidance on how to achieve objectives  



	

	
	

76	

• Identify methods that can be used to clearly communicate to team 
members  

• Explain the importance of following legal and organisational policy relating 
to equal opportunities when agreeing objectives and work plans  

• Define the importance of consulting teams and individuals to encourage 
involvement in the development of their own objectives and work plans  

• Describe how to match objectives and work plans to teams and individuals’ 
abilities and development needs  

• Identify organisational constraints that have an impact on objectives and 
work plans  

• Explain the implications for work planning when managing teams and 
individuals outside own area of responsibility  

• Outline the importance of accurately completing documentation and why 
copies should be retained.   

 
7.10.5 Recognise how to assess the performance of teams and individuals 

 
• Explain why it is important to monitor and assess the on-going performance 

of team members  
• Describe how to make fair and objective assessments when assessing team 

and individuals, considering their personal circumstances  
• Evaluate different methods of monitoring and assessment  
• Identify the key information needed to assess performance and the sources 

of obtaining key information, which can be validated for assessment 
purposes  

• Explain how to enable team members to monitor and assess their own 
performance.   

 
7.10.6 Know how to provide feedback to teams and individuals on performance 

 
• Evaluate methods for providing positive and negative feedback to teams 

and individuals  
• Describe how to provide clear and accurate feedback in a way which 

demonstrates respect, confidentiality and acknowledges personal 
circumstances  

•  Evaluate methods to motivate team and individuals and gain their on-
going commitment when providing feedback 

•  Explain the importance of providing constructive suggestions on how to 
improve performance giving teams and individuals the opportunity to 
suggest how they could improve their own performance.    

 
7.11 Manage the Payroll of the Business 
 

This section enables you to gain understanding and the skills to manage payroll costs for 
the site, ensuring that staffing is as cost-effective as possible; kept within budget and 
meets operational needs.  
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7.11.1 Budgeting for required team staffing levels in line with legal requirements    
 

• Calculate the direct and indirect cost of employing staff, considering the 
cost of meeting legal obligations like PAYE using Polaris and PointOne 
systems  

• Lead negotiations with recruitment agencies as necessary to meet 
operational needs, whilst remaining within budget  

• Manage the suitable balance of permanent, seasonal, and salaried staff to 
reflect fluctuating levels of operational activity. 

 
7.11.2 Have the ability to manage the team payroll: 

 
• Confirm that the team provides documentation needed for a payroll to be 

processed accurately and on time through the Polaris staff detail function 
• Maintain the payroll system through regular review of payroll data and costs 

against a) actual records of hours worked (PointOne) b) allocated staff 
budgets, identifying potential cost savings where appropriate (Weekly & 
Monthly P&L’s) 

• Manage discrepancies relating to the payroll system including incorrect 
clock in and out for shifts and breaks 

• Respond to payroll queries from team within limits of own responsibility  
• Prepare work-related management information about own team to inform 

organisational planning.  
 

 
 

7.11.3 Understand how to plan for and review payroll costs 
 

• Evaluate different options available for employing staff  
• Explain how to identify potential cost savings in relation to staffing, without 

affecting staff morale or efficiency   
 

7.11.4 Recognise how to monitor the operation of a payroll system 
 

• Analyse the key requirements for processing payroll, including the 
documentation required according to legal and organisational 
requirements  

• Describe the main differences in the payroll documentation requirements 
between the UK, EU and non-EU members of staff  
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• Assess the implications for the team and organisation of not meeting 
payroll cut-off dates  

• Assess the features of the payroll system that are essential to meet financial 
management requirements  

• Evaluate the organisation’s procedure for dealing with payroll 
discrepancies  

• Outline the implications of not keeping personal data confidential  
• Describe the procedures for the security of personal data  
• Explain the circumstances when payroll queries and problems should be 

referred to an alternative source of expertise  
• Detail your own responsibility for seeing all problems and queries through 

to resolution. 
 
 
7.12: Understanding & Managing Stakeholder Relations  
  

Stakeholders are any party that has an interest in the performance of a business and who 
may help or hinder the businesses operation.  
 
7.12.1 Identify the different stakeholders involved in the Yummy Pubs business 
 
7.12.2 Highlight how these differing parties can affect the business 

 
7.12.3 Explain how you can improve specific stakeholder relationships at venue and 
business level 
 
7.12.4 Explain your understanding of RAOK and how this can relate to relationships with 
stakeholders and how it creates the idea of an engaged community around the business 
based on its core values 

 
7.13: Managing Payment Systems and Bank Management 
 

This section helps you recognise & build the skills necessary to manage good payment 
and credit control procedures to maintain business cash flow and customer satisfaction.  
It covers the need to ensure that systems are in place to receive monitor, secure and 
reconcile payments received with the relevant documentation and ensure that records 
and accounts are up to date and conform to good practice.  It provides another means of 
checking that bookings and sales of products and services are confirmed and all 
departments operate collaboratively.   
 
7.13.1 The ability to manage the billing and payment process 

 
• Monitor systems and procedures to ensure that they are: a) adequately 

resourced b) being followed in line with the organisation’s policy  
• Gather feedback from staff and customers regarding systems and 

procedures  
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• Propose new methods and systems to respond to feedback, in keeping 
with the organisation’s requirements  

• Monitor payments to confirm that: a) staff work in line with the 
organisation’s policy b) payments and refunds are correctly authorised c) 
discount and promotion data is up to date  

• Check that billing systems are appropriate to an organisation’s 
requirements and non-payments including walkouts and refunds are not 
prevalent in the venue 

• Make recommendations for alternative billing systems where necessary.   
 

7.13.2 To manage the operation of payment handling system and procedures 
 

• Confirm that staff training is in place for operating payment handling 
systems and related procedures  

• Support staff when they need clarification of systems and procedures  
• Support staff with problems relating to payments  
• Reconcile actual takings against recorded takings  
• Deal with discrepancies in line with an organisation’s procedures  
• Complete all documents relating to takings in line with an organisation’s 

procedures including daily and weekly Polaris input 
• Deal with disruptions to service and be able to locate and demonstrate the 

use of manual card payment equipment including processing post the 
event.  

    
7.13.3 Establish and maintain the security of payment handling systems  

 
• Develop staff to enable them to identify possible fraudulent transactions 

and breaches of security  
• Brief staff on how to respond to possible fraudulent transactions and 

breaches of security  
• Manage secure payment point procedures  
• Authorise the collection of payment point contents following the 

organisation’s procedures  
• Deal with payment discrepancies in line with customer service guidelines  
• Monitor staff to ensure security procedures: a) are being followed b) 

identify deviations.  
 

7.13.4 Understand how to monitor and evaluate the billing and payment processes 
 

• Describe the organisation’s procedures for handling payments  
• Outline the channels of communication for feedback on the billing and 

payment process  
• Recognise what actions need to be taken when standards are not achieved  
• Explain how to monitor organisational procedures including on site cash 

management including banking and safe checks  
• Outline techniques to monitor, evaluate and review the payment handling 

process  
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•  Know how to deal with identified problems and breaches of security.   
 

7.13.5   Managing the operation of the billing and payment process 
 

• Explain how to communicate to staff the: a) handling of payments b) range 
of an organisation’s services c) discounts and promotions that may apply  

• Evaluate the systems and packages that are appropriate for payment 
handling within the context of the organisation’s policies including 
invoicing and BACs payments  

• Identify the legislation relevant to payment handling identifying where the 
relevant certification (DCI) is located to show compliance for holding of 
guest details. 

• Describe the organisation’s policy and procedures on refunds and highlight 
where and how these are reported including voids and discounts 

 
7.13.6 Know how to establish and maintain the security of payment handling systems  

 
• Explain how to plan and implement the security of staff and receipts  
•  Describe potential threats to security within an organisation  
• Describe how to deal with suspected dishonesty in an organisation when 

handling payments  
• Identify types of security issues associated with payments  
• Describe how to communicate the importance of security to staff  
• Identify corrective action to deal with breaches in security  
• Discuss the type of contingency plans that can be devised and 

implemented to reduce the impact of security breaches  
• State an organisation’s legal position regarding security breaches. 

 
 
7.14: Creating a Business Plan  
 

Based on the assumption that you will want to run your own business build a full business 
plan for the proposed business concept including: 

 
• P&L 
• Sales Forecast 
• Set Up Cost Analysis 
• Market Research 
• Concept Brief  
• SKU/Range/Menu list 
• Design boards 

 
7.15: Presenting the Business Plan 
 
 Present the full business plan in one document 
re and deliver a full business plan pitch to Yummy Directors and potential investors (Max 
20 minutes) 
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Be prepared for Q&A from attendees after the presentation. 
 
 
 
  
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Director	Sign	Off:	
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