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This paper explores the design and operationalization of a food and beverage module, introduced onto a
hospitality management program in a higher education institute (HEI) in pursuit of enhanced service
competencies (e.g. knowledge, skills and attitudes) among its students. The goal of this research is to
realign the teaching of hospitality management students in a training restaurant environment to
incorporate the service competency requirements of the contemporary hospitality industry. The authors
use an action research method incorporating a learning intervention in a student training restaurant
environment, supplemented by interviews with hotel specialists to ascertain the service competencies
required by the hospitality graduates for industry. This applied research identifies and maps the service
competencies required by hospitality graduates working in food and beverage to be better suited to the
industry requirements and ultimately enhance guest experience. It also draws on the value of a sequential
change management process in a practical teaching environment and delves into the learnings gathered.
Subsequently, short self-administered surveys completed by the training restaurant customers ascertain
whether the students’ service competencies were enhanced as a result of the learning intervention. The
proposed food and beverage service competency framework contributes to the professional competency
debate in the hospitality domain and may also has training value to industry specialists. Future research
seeks to explore engagement with students’ service competency development plans.
Keywords: Hospitality management students, service competency framework, knowledge, skills,
attitudes, practical training environment.

INTRODUCTION
Hospitality firms tend not to develop on the job training (Peacock and Ladkin, 2002) and/ or in-house
food and beverage training systems (Lashley and Barron, 2006), due in part to the associated costs,
making higher educational institutions (HEIs) the primary custodians of education and training for this
sector (Peacock and Ladkin, 2002; Lashley and Barron, 2006). However, sectorial expectations create
challenges for HEIs providing such educational programs. Various studies focusing on practicing
managers’ perceptions of expected entry-level hospitality work competencies (Crebert et al., 2004;
Johanson et al., 2010; Okeiyi et al., 1994; Tas, 1988; Tesone and Ricci, 2006) have “found that the
expectations of employer groups in relation to higher education appear to be strongly influenced by
highly context-bound interpretations of desirable graduate… competencies” (Crebert et al., 2004, p.148).
Interpreting these studies, certain knowledge, skills and attitudes, collectively titled competencies (CIPD,
2016), are deemed important in newly hired hospitality workers (Tesone and Ricci, 2006). Moreover;
“hospitality leaders have long demanded that students graduating from industry specific higher education
programs possess appropriate management skills and competencies” (Johanson et al., 2010, p.1) and that
these competencies underscore the critical role of the educational experience and the importance of
curriculum development in shaping the industry’s future leaders (Tsai, Chen and Hu, 2004; Dopson and
Tas, 2004). Based on the foregoing, this paper explores the design and operationalization of a food and
beverage module, introduced onto a HEI hospitality management program in pursuit of enhanced student
service competencies (e.g. knowledge, skills and attitudes). The goal of this research is to align the
teaching of hospitality management students in a front-of-house training restaurant environment to more
effectively pursue the food and beverage services competencies requirements of the contemporary
hospitality industry. The study expressly excludes kitchen competencies, including those required of
Chefs. The resultant action research (AR) study draws input from the literature review, the in-house AR
intervention in a HEI and from industry stakeholders via semi-structured interviews to propose a food and
beverage service competencies framework for hospitality management undergraduates.

COMPETENCIES DEVELOPMENT IN FOOD AND BEVERAGE SERVICE
As stated in the introduction, food and beverage service competencies development starts with the
knowledge, skills and attitudes (CIPD, 2016) that underpin an individual’s behaviour. Under the service
competencies mantel, knowledge is the acquisition of fact, truths, principles acquired through experience
or education; the theoretical or practical understanding of a subject, a particular field or a decision-making
framework. Skills are the ability, coming from one’s knowledge, practice, aptitude to do something often

referred to as “the artistry of practice” (Fish and de Cossart, 2006, p. 403). Attitudes are the “readiness of
the psyche to act or react in a certain way...” (Jung, 1971, par. 687). Taken collectively, a focus on these
competencies should offer a graduate a set of practical skills along with an understanding of how
operational elements fit together in order to satisfy the consumers as part of wider picture in the art of
management in hospitality (Alexander et al., 2009). While it is outside the realms of this paper to provide
a definitive list of service competencies in this setting, the authors take guidance from Johanson et al.’s
(2010) 25-year review of the key food and beverage service competencies of hospitality graduates
demanded by industry, and adapt these competencies under a skills, knowledge and attitude
categorization, as summarized in table 1.
Competencies

Food/ beverage service

Managerial (service focus)

Literary
Sources

Skills

Demonstrate leadership skills;
Communicates effectively both
written and orally;
Develops positive customer
relations;

Possesses leadership qualities to
achieve organizational objectives;

Johanson et
al., 2010

Identify and solve managerial
problems;

Nelson and
Dopson,
2001

Employee management - develop
positive employee relations;

Effectively manage conflict and/
or crisis situations;

Control costs effectively;

Time management.

Computer-related skills;

Okeiyi et al.,
1994
Tas, 1988

Effectively manage conflict and/ or
crisis situations.
Knowledge

Food Service Operations;

Security and Safety;

Security and Safety;

Adapt the organization to meet
customer needs;

Energy management.

Alexander et
al., 2009
Tsai, Chen
and Hu,
2004
Dopson and
Tas, 2004

Recruit, train and coach employees.
Attitude

Manage customer problems with
understanding and sensitivity;

Manage customer problems with
understanding and sensitivity;

Maintain professional conduct
and ethical standards in the work
environment;

Strive to achieve positive working
relationships with employees;

Motivates employees to achieve
Demonstrates professional
desired performance.
appearance and poise.
Table 1: Key Competencies of Hospitality Graduates as demanded by industry

Gronroos,
1990

While food and beverage service and management competencies overlap in certain instances (Table 1),
there is a value in identifying each in terms of graduate engagement with the professional trajectory they
are likely to follow; first as a general employee or entry-level manager before raising through the ranks of
the organization. The food and beverage service competencies highlighted in column one were identified
following a survey of hospitality educators, students and industry representatives (Okeiyi, Finley and
Postel, 1994). The educators and students were at four-year baccalaureate programs and the industry
representatives were human resource managers from various companies with food and beverage
operations. The survey explored competency requirements for entry-level managers applying thirty-five
competency statements based on the technical and administrative skills associated with food and beverage
service delivery as originally identified by Tas in 1988. While these three groups (e.g. students, educators
and practitioners) varied in their opinion of the importance of the competencies, there were ten that all
three groups considered important or very important, distributed between skills, knowledge and attitude in
column one (Table 1). Separately, Johanson et al. (2010) highlighted the overriding need for graduates to
be knowledgeable about food service operations (added to column 1), along with general managerial
competencies as highlighted in column two (Table 1). Based on these findings, the knowledge, skills and
attitudes that contribute to food and beverage competencies development are worthy of exploration.
From a skills perspective, Airey et Tribe (2000) state that higher education in hospitality management
came from a vocational and traditional approach to hospitality education based on a melange of craft,
ritual and inherited practices. Traditionally hospitality programs focused on skills development (FoucarSzocki and Bolsing, 1999), as highlighted in Table 1. However, the practical element of these programs is
the defining item that differentiates hospitality from mainstream business and management courses
(HEFCE, 1998). Hence, the presence of training facilities in a hospitality management program is usually
assimilated to the traditional model of teaching; where students are shown ‘best practice’ and then seek to
repeat the approach in a live environment. Practical restaurants are therefore used in order to allow
practical underpinning of wider range managerial skills taught in other parts of curriculum (Morrison and
Laffin, 1995). However, Coleman et al. (2002) stress on the importance of moving away from the
demonstration of purely practical skills in these training restaurants to encompass more managerial,
leadership, commercial and transferrable skills in pursuit of up-to-date food and beverage service
competencies. In Ireland however, the well-recorded skills shortage is a real issue in different areas of the
hospitality sector over the past ten years, including the downturn years (Dillane, 2015). Lashley (2004)
observes that current education practice needs to distance itself from developing technical skills alone to
developing a more detailed appreciation of operating systems and customer eating fashions and the
enhancement of the customer hospitality experience, as the traditional education model tends to immerse

itself with traditional technical skills and knowledge to the detriment of more recent perspectives that
contribute to the totality of the graduate’s food and beverage service competencies. As Lashley (2004)
points out, it is equally paramount to understand what does the industry find most important and relevant
from its graduates: practical skills, people management, business acumen or commercial awareness,
among others. Report writing, team briefing presentation, dealing with day-to-day issues may be
considered just as important (Lashley, 2004); as highlighted in Table 1. Development-based learning
includes activities to re-enforce the above skills could include as well the creation of an orientation folder,
invoicing an event, improving the lunch process, utilising cost calculations, organising food services for
an event (Kallioinen, 2008). All those activities would be performed at some point in the food and
beverage management module.
Whilst there seems to be a preference for the hospitality industry to use HEIs as an external route in
developing quality skilled staff members in the form of hospitality graduates rather than taking an internal
route and hiring “green recruits” with little knowledge of tourism and hospitality operations (Peacock and
Ladkin, 2002); it is also true that the importance of hiring an hospitality graduate with the right attitude
may very well take precedent over skills, knowledge and experience. Nowadays, customers are more
sophisticated and expect more from the totality of the hospitality experience, hence restaurateurs go
beyond the normal call of good food to provide exceptional service (Bojanic and Rosen, 1994; Grindy,
1999). This is when attitude becomes the cornerstone of graduate’s service competencies and provides
them with the opportunity to deliver superior service to the industry. Through his survey to the industry,
Tas (1988) interestingly singled out the three top competencies being attitude related out of of 36 diverse
competencies (customer understanding and empathy, grooming and poise and professional and ethical
standards), as highlighted in Table 1. Gronroos (1990) suggests a dual dimension of service: one technical
- knowledge and skills of a student - which is easy to measure, witness and assess and a functional one,
which may be related to attitude type competencies, which is much more difficult to deal with and assess
as a lecturer in a practice restaurant environment. Additionally, the hospitality industry international
environment is so dynamic that the curriculum content can have difficulty in reflecting current industry
wishes (Morrison and O’Mahony, 2003) due to the nature of academic modular delivery. But one could
argue that attitude requirements may vary less so than knowledge or skills requirements and HEIs can
therefore arguably encompass attitudinal factors in its modular contents and assessment.

HOSPITALITY SECTOR SERVICE COMPETENCY REQUIREMENTS – IRELAND
The results of the recently published report from the Expert Group of Future Skills Needs (EGFSN, 2015)
provides a detailed assessment of the workforce skills and competency requirements for the hospitality
sector in Ireland up to 2020. The Department of Transport, Tourism and Sport (DTTS) and Fáilte Ireland
have both contributed actively to this assessment. Fáilte Ireland assisted the EGFSN to liaise with key
industry groups with the aim of predicting the skills needed for both hospitality and tourism, and
identifying emerging needs for tourism education (DTTS, 2015). Of particular interest are the
recommendations outlined at the end of the report, and more specifically the recommendation, number
three: “Align education and training provision with the skills demand of hospitality business” (EGFSN,
Key Findings Presentation, p.15). This recommendation emphasizes the importance of this research in the
Irish context. As highlighted in the preceding section, the literature suggests that a remodelling of
teaching practices in hospitality training restaurants should happen in order to benefit the hospitality
students, hospitality specialists and customers in the pursuit of service competencies development. It
therefore seems essential to integrate theoretical knowledge with practical experiences (Liu and Wall,
2006).
Thanks to experimental learning in the form of a training restaurant and student internships, educators can
bridge the gap between the classroom and the workplace through the application of said competencies in a
live environment. This is why HEI hospitality management programs consider training restaurants as an
essential tool part of the curriculum as they are rich learning environments that provide the opportunity to
link theory to practice (Josiam et al., 2014). The purpose of this action learning environment is that
students can then transfer the professional knowledge gained from working in the training restaurant to
their own or future workplaces. Unfortunately, there appear to be problems around the lack of academic
rigor and research output in the hospitality management programs (Alexander, 2007), coupled with the
reality that the traditional teaching method in training restaurants has not evolved sufficiently to meet
contemporary educational needs (Alexander et al., 2009). There is also a lack of strategic plan and
guidelines on tourism training and education at government level in many countries, compounded by the
challenge that there are several approaches about what and how to teach (Amoah and Baum, 1997). This
lack of coherence in the teaching and training approaches in tourism program leads to a relative freedom
in course contents (Alexander et al., 2009). Additionally, whilst previous research points to specific skills,
knowledge and attitudes that may be required by the industry (Table 1), there does not seem to be an allencompassing approach that would identify and encapsulate all of the food and beverage service
competencies required by hospitality graduates to be better serve the industry and ultimately enhance the
customer experience.

METHODOLOGY
This research study seeks to explore the design and operationalization of a food and beverage module,
introduced onto a hospitality management program in a higher education institute in pursuit of enhanced
service competencies (e.g. knowledge, skills and attitudes) among its students. The goal of this research is
to realign the teaching of hospitality management students in a training restaurant environment to
incorporate the service competency requirements of the contemporary hospitality industry and its
customers. A question arises following this statement: How can practical teaching delivered to HEI
hospitality management students be better suited to the contemporary hospitality industry requirements?
In order to answer this question, the following objectives were identified and achieved through
conducting this research;
a) To ascertain the service competencies (skills, knowledge and attitudes) required by hospitality
management graduates as perceived by professionals in the industry;
b) To realign the food and beverage module contents and proposed learning outcomes of hospitality
management students in a practical training restaurant environment to match the requirements of
the contemporary hospitality industry and its customers;
c) To establish the perceived service competencies of the hospitality management students based on
training restaurant customer feedback.
The authors used the action research (AR) method proposed by Coghlan and Brannick (2010) to embed a
learning intervention in a student training restaurant environment. Applying the AR cycle, we sought to
diagnose the problem (facilitated by our literature review, this was found to be a misalignment of current
teaching methods to contemporary hospitality industry requirements), plan the intervention (redesign the
food and beverage module based on service competency requirements), act (implement the new module)
and reflect (monitor the initial effects of the module on perceived competency enhancement based on
training restaurant customer feedback). At the diagnosis and planning stages of the AR cycle, our literary
and industry-based documentary review (resulting in the service competencies outlined in Table 1) and
extensive liaison with colleagues on the hospitality management program under study (as described below)
was supplemented by four semi-structured interviews with four to five-star hotel specialists to ascertain
the service competencies required by the hospitality graduates in order to meet industry expectations of a
graduate. These interviews were guided by a question template coupled with a catalogue of service
competencies created by the authors and informed by the literature (Table 2 below). Three distinct
chronological steps were followed upon collating the information from the interviews in liaison with

existing literature: 1) collation of the overall learning needs based on the results of the interviews and
prioritisation of the same based on given importance ratings; 2) rating of importance for specific service
competencies (knowledge, skills and attitudes – table 2); 3) compilation of additional learning needs and
opportunities based on literary findings. The industry interviewees’ ratings were averaged to yield a mean
level of importance. All these values were categorised according the following scale: Essential item, Very
Important item and Moderately Important item. Collation of all of these elements resulted in a draft food
and beverage module descriptor, aligned to the contemporary hospitality industry service competency
requirements. This module descriptor was then distributed to colleagues on the HEI hospitality
management program in which this module was to be embedded. Following a presentation of the
proposed changes and ethos behind the amendments, we asked for feedback from colleagues on the
proposal. A number of changes were made based on their input prior to the implementation of the new
module on the hospitality management program.
Through the AR process, the application of a sequential change management methodology as proposed by
Beer et al. (1990) provided a solid and rigorous approach that was most suited to the environment of the
research. Beer et al. advise that change agents; (1) mobilise commitment to change through joint
diagnosis of problems, (2) develop a shared vision of how to organize the change, (3) foster consensus for
the new vision, secure competence to enact the change and guide cohesion to move it along, (4) spread
revitalization to all involved parties without pushing it from the top, (5) institutionalize revitalization
through formal policies, systems and structures, and (6) monitor and adjust strategies in response to
problems in the process. While this change program is still evolving in the studied HEI, all six steps
suggested by Beer et al. (1990) were applicable to the context that was being dealt with. Steps 1 to 3
engaged various key stakeholders including HEI tutors and management, the hospitality students, and
industry specialists. Not only did fostered consensus drive the change, it also offered unexpected
advantages due to multiple perspectives. Timing was also essential to get right, as whilst all six steps were
overlapping, each activity or step was more relevant than another at one specific time. This required a
critical understanding of the change management process through a continuous reflective process and
careful management of each steps. Finally, the authors have opted for Beer et al.’s (1990) advised
approach because it promoted a sustainable change without imposing it; an approach that would not be
appropriate in a HEI student-learning environment. This was a key point taking into consideration as the
implementation of the new module involved and impacted upon a number of key stakeholders including
the hospitality students, HEI tutors and management, and the training restaurant customers.

When contemplating steps 5 and 6 of Beer et al.’s framework, in liaison with the AR cycle, we sought to
monitor whether the module alterations were producing the desired service competency improvement in
the training restaurant environment. A detailed comment card is one strategy commonly used by
restaurateurs to measure food and service quality (Josiam et al., 2014). The methodology used for
monitoring and adjusting the change in teaching practice was to distribute short self-administered surveys
assessing the newly identified and required service competencies of the students to the training restaurant
customers. The first waive of the anonymous and confidential responses incorporated the voice of the
customer, thus enabled the authors to design a first succinct service competencies gap analysis process.
The subsequent collation of learning needs allowed the authors to then tailor the amount of content taught
on each specific component in the food and beverage service module to facilitate these identified
competency development needs. This second AR cycle, which is still in progress, will allow us to
determine whether the students had significantly improved on newly identified knowledge, skills and
attitude competencies when externally assessed by the restaurant customers. By monitoring the new
teaching method to see whether it is improving the required service competencies in this way, we can
adjust our teaching and learning strategies in response to problems in the process (Beer et al., 1990) in
forthcoming cycles of improvement.
FINDINGS
This applied action research project maps service competencies identified in the literature (Table 1) and
through the industry-based interviews. These competencies are required by hospitality graduates working
in food and beverage, to be better suited to contemporary industry requirements and ultimately to enhance
the customer experience. The findings also draw on the value of a sequential change management process
(Beer et al., 1990) in a practical teaching environment and delves into the learnings gathered. Following
the literature review which identified key skills, knowledge and attitudes pertaining to service
competencies (Table 1) and relevant industry-based documentary review, the findings from industry
stakeholders via four semi-structured interviews allowed us to rate in terms of importance the three
different Competencies: knowledge, skills and attitude. Attitude was rated ahead of respectively skills and
knowledge (Figure 1).

Hospitality management graduates
competencies ranked by industry
experts
Attitude
Skills
Knowledge
Figure 1: Bar chart of competency types ranked by order of importance by industry experts
Out of 16 items included in the interview survey as informed by the literature review and documentary
evidence (Table 1), there were seven items that were considered as Essential, four items were viewed as
Very Important and the remaining five were deemed Moderately Important; divided into the three
competencies elements of knowledge, skills and attitude (Table 2).

Table 2: Service competency items as ranked by industry experts

In the knowledge competencies, only General understanding of operations was categorised as Essential.
Product knowledge and business understanding were both deemed Very Important whereas wine
knowledge featured as Moderately Important (Figure 2).

Ranking order of Knowledge competencies
General understanding of
operations

Wine knowledge

Product knowledge

Business Understanding
Figure 2: Hospitality Management knowledge competencies requirements
Whilst these results may surprise at first, they seem to support the idea that industry leaders would rather
hire a hospitality graduate with a holistic knowledge of their craft. In the skills competencies, two
elements were identified as Essential: Ability to communicate well and ability to understand customers.
Ability to supervise was deemed Very Important, whilst the two last items Service skills and Barista
coffee skills were identified as Moderately Important (Figure 3).

Ranking order of Skills competencies
Ability to supervise
Barista coffee skills

Importance of
service skills

Ability to
communicate well
Ability to
understand…

Figure 3: Hospitality Management skills competencies requirements

It is noteworthy mentioning that soft skills were rated as more important than pure technical skills.
In the attitude competencies, four elements were identified as Essential: Customer-oriented, consistency
of standards, ability to work in teams and politeness. Brand understanding, being culturally aware and
grooming were all considered as Very Important items (Figure 4).

Ranking order of Attitude competencies
Customer oriented
Consistency
standards
Brand
understanding
Able to work in
teams

Well groomed

Polite

Culturally aware

Figure 4: Hospitality Management attitude competencies requirements
It is critical to note that out of the seven elements listed under attitude (Table 2), none were considered
Moderately Important, which would support the view that the attitude capabilities are generally viewed as
fundamental for the industry.
Additional information from a first wave of short surveys given to the training restaurant's customers has
also permitted the identification of Competencies learning gaps among the undergraduates’ cohort from
the customer perspective (Figure 5).

Summary of identified initial gaps in undergraduates
Competencies perceived by customers - first waive
Skills Host function
Attitude Emotional touch
points

Knowledge Food and
beverage products

5

Attitude Grooming and
reliability
6

5

5

4
4

Skills Technical service
skills

Attitude Deliver and win

4

Attitude Proactivity and
responsiveness

Figure 5: Identified gaps in undergraduates competencies perceived by customers
Additional information gathered during the diagnosis stage permitted the identification of further
competencies learning gaps among the student cohort, which have become learning opportunities for the
food and beverage module to address the student’s learning needs. These were identified by coding
answers relating to perception of industry interviewees on current graduate competencies and from openended questions (Table 3).
Competencies

Interviewee feedback

Teamwork
Customer
understanding

“There is a need to deliver experiences via the team.”

“Listening skills are paramount and understanding the customer journey is key:
know how to address each customer based on their needs.”
“Graduates need to have the right mind frame and be passionate about the industry
Creating a meal
in order to be able to deliver exceptional guest experiences.”
experience
“Above all it is about generating emotions rather than transactions.”
“Graduates should portray a confident level of communication, it also needs to be
Courtesy
adequately pitched.”
Table 3: Industry Interview feedback – student-learning opportunities
Extracted themes resulting from the interview transcripts and identified in Table 3 include; teamwork,
customer understanding, creating a meal experience and courtesy (Table 3) have all been included in the
new suggested module contents, each under their respective service competency category. The industry
interview results, the customer surveys and guidance from the literary and documentary review all
contributed to the proposed food and beverage module service competency framework (Exhibit 1).

Exhibit 1: Food and Beverage module: Service competency framework

Under the service competency framework (Exhibit 1), skills, knowledge and attitude criteria are
incorporated into the program ethos, highlighting where each will be addressed from a theoretical (t) and
practical (p) perspective. Under ‘knowledge’, students address the challenges and opportunities relating to
food and beverage operations know-how, product expertise and business understanding. From a skills
perspective, they address service proficiency, communication aptitude and supervisory flair. Finally,
attitude criteria focus on standards and brand awareness, customer focus and teamwork.
Devising an appropriate tool to deliver consistency of service became one of the first priorities once the
results from the competency gap analysis were processed. Moreover, this tool had to be both usable in a
classroom and in a practical environment, reemphasizing what Tas (1988) was advocating, namely
reinforcing theoretical teaching in a practical setting. The current iteration of the customer-centric
assessment model template (Appendix A) used in the observed student restaurant environment monitors
the students’ competencies development based on attitude, skills and assessment. There are six different
attitude competencies (reliability, grooming and style, sequences of service and consistency,
responsiveness and proactivity, order taking, teamwork), ten different skill competencies (courtesy and
communication, setting tables and side stations, cutlery adjustment, silver service, clearing and carrying
plates, coffee service, beverage service, host duties, supervisory and guéridon – French service trolley),
and finally, two knowledge competencies (product knowledge and upselling) associated with student
restaurant service.
Notably, the Deliver and Win Standards guide under ‘attitude’ (Exhibit 1) is a procedural methodology
that provides a much more structured approach to service. It is a four-fold training methodology that
showcases; standards and brand awareness, general behavioural service standards, sequential procedural
service guidelines and general guidelines and standard operating produces. Standards and brand
awareness came up in the findings as one of the cornerstones of the food and beverage module (Exhibit 1).
Under the standards mantel, general behavioural service standards provide the students with an
overarching teaching on how they should behave in a food and beverage environment with a special focus
towards guests. Thus, one could infer that these standards are written to ensure that customers’ needs and
students’ learning needs are both met. However, it remains very challenging to achieve a successful
behaviour-based training, all the more when doing it over the course of two semesters, as is the case in
this HEI environment, which is a very short period of time to have any form of sustainable impact on the
student behavioural learning. The sequences of services outlined in the Deliver and Win Standards
procedural guide underpinning Exhibit 1 aim to help students to ascertain the sequence which will be used
whenever service tasks will be performed during the service time. Critically, each sequence was created
to consistently meet the standards provided in the first section of the guide and supports the overall view

of the Food and Beverage competency framework. It is used every time during practical lectures and
introduced gradually in order to ensure incremental student learning. Finally, the general operating
guidelines are a detailed explanation on how to perform the sequential procedural service guidelines.
They provide the students with specific ways for completing tasks during service, thus ensuring that
customers’ needs are met consistently. Therefore, they are the very embodiment on how to deliver
consistent exemplary service. This approach was repeated in regard to each of the competency criteria
highlighted in Exhibit 1 and implemented in the new cycle of module delivery.
Opening and closing shift duties are used quite commonly in food and beverage operating premises as
they ensure a consistency in standard operating procedures (SOPs) no matter who is responsible for
opening or closure of the premises. Teaching SOPs to the same consistency is essential, as the students
will more than likely come across similar processes during their career. The opening and closing duties
are incorporated into the supervisory tool (Appendix B) to be used as a guideline by the supervisory
student (placed in the role of supervisor of the restaurant by their tutor), and plays a dual role: firstly, it is
an enabling tool at it informs students on the tasks that are required to be performed in the supervisory
role. Secondly, it acts as a supervisory tool as it allows the student supervising on the day to delegate all
the tasks amongst the team and also provides the supervisor with a breakdown of the duties that are
expected of him/her on the day. Thus, the tool helps fostering team work as small groups of students will
be allocated towards the same posts prior service (morning coffee, still room, lecturer's table, host, table
setup, layout and linen). The supervision also happens during service as the tools permits the student
supervisor to monitor the progress of the rest of the students on a specific skill chosen by the lecturer. It
also gives an opportunity to the supervisor student to demonstrate for the first time their supervisory skill
and receive a mark and feedback in accordance with their performance on the day. Finally, it may be of
interest to highlight that the tool has already been changed a couple of times since its implementation this
January based on the authors reflections whilst using the tool and students observations; this was done
with view to achieve a more specific yet user friendly tool that would prove to be a good support for
hospitality management students that are usually not proficient enough in practical food and beverage
competencies.
It is worth noting that the proportion of service competencies identified in this iteration of the AR
intervention is heavily weighted towards skills. Even if the attitude competencies remain the foundation
for the other two (skills and knowledge) from the hospitality industry perspective, as one would expect, a
practical environment will be more likely to provide the best setting for a skills-based approach.

A second wave of customer surveys administered in the reflection stage of the AR cycle sought to
determine the progress made on the identified competencies as perceived by the customers (figure 6).

Summary of identified gaps in undergraduates Competencies
perceived by customers - Second waive
6

Skills Host function

5

6

7

Attitude Emotional touch points

Attitude Grooming and reliability

6

5

Knowledge Food and beverage
products

5

4

7
Attitude Deliver and win

5

4
Skills Technical service skills

6

4
Attitude Proactivity and
responsiveness

6

Figure 6: Post-intervention undergraduate service competencies rating perceived by customers
The overall impact of the new teaching methodology appears to have been beneficial from the customer
perspective, whereby all the identified competencies grew at least by one rank number, except knowledge
of food and beverage products. This may be due to the fact that little time in the restaurant is allocated
towards food and beverage product learning compared to other competencies. It would be recommended
to either increase the allocated time for knowledge development/ enhancement or to address this
requirement in a different class in order to balance the overall learning gain across all the competency
categories of skills, knowledge and attitudes. It is also worth mentioning that the competency ‘Deliver
and Win’ showed the greatest increase by three points, which may be due to the overarching importance
that the new ‘Deliver and Win’ tool took within the teaching methodology adopted within the new
module.
ACTION RESEARCH INTERVENTION REFLECTIONS
The AR findings facilitated the creation of a new Competency framework that has enabled us to reshape
the food and beverage module contents (Exhibit 1 above) in order to better equip graduates to meet the
needs of the contemporary hospitality sector by using the ratings of importance given by the interviewees,

customer survey respondents and prevailing research to tailor the module learning outcomes. This in turn
resulted in the proposed professional services competencies development framework for hospitality
management undergraduates (Framework 1).

Framework 1: Food and Beverage Service Competency Framework
The proposed Food and Beverage Service Competency framework (Framework 1) helps build on and
develop the industry-required service competencies in this undergraduate food and beverage module. This
framework, coupled with the module outline (Exhibit 1) gives tutors the opportunity to present and
explain the service competency concept and principles to students, how it is closely interlinked within the
food and beverage course contents and follows students a roadmap of development for the module. It also
provides students with a deeper understanding of each of the components of the three different
competency categories (knowledge, skills and attitude) and the reasons why they should learn in and
engage with both a classroom and practical environment in order to experience all aspects of service
competency development in the education environment. The learning experiences highlighted in
framework 1 seek to mix classroom and practical environment lecturers. Three new sets tools derived
from the Competency Framework categories of attitude, skills and knowledge (highlighted in black to the
left of framework 1) were purposely devised by the module coordinator in liaison with the HEI lecturing

team with the view of embedding standards and procedures to deliver consistent exemplary service based
on the service competency criteria. The first AR iteration resulted in the following reflections.
Mapping the Food and Beverage competency framework to a customer-centric assessment model
Managing quality is very complex in hospitality as it deals with both a product and a service. The
education system faces the same conundrum in providing to students a tangible product and a great level
of interaction (Lockwood, 1995). Quality assurance refers to planned and systematic actions necessary to
provide adequate confidence that the service offered will satisfy given requirements for quality (Borahan
and Ziarati, 2002). Parasuraman et al. (1985) researched service quality, resulting in a scale of measure
called SERVQUAL. It identified ten dimensions of service quality. Similarly, Albrecht and Zemke (1985)
identified the four factors that customers considered most important. There are a considerable amount of
service competencies similar to those aforementioned that the lecturer in food and beverage service
should consider while training and assessing the students. Of course the students must have an
opportunity to showcase those competencies in the practical restaurant, which may not always be possible.
However, one could support the idea of incorporating a blend of Parasuraman et al. (1985) and Albrecht
and Zemke (1985) scales in order to achieve a desired consistency in terms of service quality from a
customer perspective. Therefore, the authors have integrated these competencies into the new continuous
assessment model (Appendix A) used by the food and beverage service lecturer in order to be able to
track the progress of the students on those critical service competencies. More importantly, these
competencies are all customer-centric as supported by Parasuranam et al. (1991), therefore putting a
greater emphasis on embedding standards to deliver superior customer service. The new assessment
model provides a documented process linking performance review to the expected level of service
competency in a practical training environment, thus providing a monitoring tool of the service
competency development progress of the student. Thus, it will take several iterations of the initial
template (Exhibit 1 in liaison with Appendix A) before accepting the final assessment model as it will
need to be detailed enough to provide objectivity but remain practical enough to be used in an
environment such as the training restaurant on a group of an average of fifteen students per cohort,
monitored by a single tutor. This is not to say that attitude competencies are not important as they still
take the second biggest share of competencies and can indeed be re-enforced in a practical environment.
The remaining competencies (primarily knowledge-based) are not assessed within the training restaurant
but are evaluated during a theoretical exam taken in a classroom style environment. The proposed
framework coupled with the assessment model allows for assessment metrics and rubrics to more accurate
evaluate the student's learning progress, and provide more feedback opportunities, be it when reviewing

performances on a specific day over the course of the semester, or when monitoring the incremental
increase or decrease of the average individual competency items within the competency framework.

CONCLUSION AND IMPLICATIONS
It was anticipated that this research would aid lecturers wishing to implement a contemporary food and
beverage service curricula in a practical setting by following the new industry suggested module contents.
Also anticipated was the creation of several new tools embedded in the module to identify the knowledge,
skills, attitude service competency gaps in the students and help to address these competencies in light of
contemporary hospitality industry requirements. The implementation of three new teaching, learning and
assessment competency-based tools, detailed in this paper immediately affected both the service lecturer
and undergraduates’ approach to the customers in a simulated restaurant environment. The impacts are
detailed as follows;
a) The deliver and win guide increased awareness of embedding excellence in customer service. It
also provides a smoother training experience from a lecturer standpoint;
b) The new assessment template is based on the Service Competency Framework. The impact of this
change approach is a better flow of communication and transparency between the lecturer and
undergraduates as the tool provides a clear indication of how the tutor monitors of the
competency development progress of the student;
c) The opening and closing duties supervisory tool informs students on the tasks that are required to
be performed. Therefore, its impact is largely empowering on undergraduates who are not
proficient enough in practical food and beverage operational requirements to carry out such
activities without guidance.
Proposing a professional Competencies development framework for hospitality management
undergraduates was not the initial intended outcome of this research. Yet, the classification of the three
criteria (skills, knowledge and attitude) ultimately allowed the authors to shape the new service
competency framework. It is hoped the research will aid further practical educational development in the
area of hospitality. More specifically, the research may assist lecturers wishing to implement a
contemporary food and beverage service curricula in a practical setting by seeking to embed the identified

competencies encapsulated in the proposed model in the student learning. Additionally, the assessment
techniques used through the generation of the framework development should be relevant for skills
training and practical learning.
The competency development impact of the newly developed food and beverage module and underlying
service competency framework (Framework 1) on the HEI hospitality management program while
already evident, will be clearer once the evolution and sustainability of the new approach is tracked over
further AR iterations. This iterative approach to program improvement will be embedded in the wider
HEI program using the school review mechanism, which will allow the tutors to change the syllabus
outline and module learning outcomes to more coherently reflect the contemporary hospitality industry
needs.
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