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Hospitality managers work across a huge variety
of organisations including bars, restaurants, cafés,
conference centres, banqueting venues, hotels and
contract caterers. These managers generally specialise
in a particular area, however their core knowledge,
skills and behaviours are aligned.
Common to all managers in this role is their passion for
exceeding customers’ expectations. Hospitality managers
have a high level of responsibility and are accountable for
fulfilling the business vision and objectives which requires
excellent business, people and customer relation skills.
Individuals in this role are highly motivated team leaders
that combine a talent for management and specific
industry skills and thrive on the customer facing nature of
the role.

Enrolment timeline
Step22 Apprenticeships believe in “right learner, right course”. By that we mean it is
crucial that all apprentices are accurately matched to an apprenticeship programme
that suits their job description, their prior learning and ability to achieve all aspects
of the course. Therefore, the below steps will be followed to confirm the eligibility of
everyone who wishes to enrol upon one of our apprenticeship programmes:

Potential apprentice is emailed a link to
complete Initial Assessments for Maths &
English. Then a Skill Scan is completed with
the potential apprentice and the employer,
which can be done either online or in person.
These assessments determine the eligibility
for the apprenticeship to proceed.

If eligible, all enrollment documentation is
completed by the employer and apprentice.
The apprentice is invited to attend an
Induction Session, which is delivered by
one of the Apprenticeship Training team via
Microsoft Teams.
Learning then commences from the date
of the apprentice’s attendance at the
Induction Session.
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GATEWAY

REMOTE 1-1 OR A FACE TO FACE

These sessions will occur each month and will be delivered either remotely via Teams
or in person at the Apprentice’s workplace. They will last between 1 and 3 hours.
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Month

1

Session Title
Welcome to your
Apprenticeship

Session Contents
•
•
•
•
•
•

Welcome to the Programme
Explanation of Apprenticeship
Explanation of webinars
Conducting a SWOT Analysis
The importance of personal development
Smart targets and creating a PDP

Self-Learning Tasks
•
•
•
•
•

Complete OneFile courses:
o
Learner Induction Course
o
Online Safety Course
o
Continuous Development Course
SWOT analysis & Personal Development
activity

11

Talent
Management &
Coaching in the
Workplace

2
3

Health & Safety

•
•
•

•
•
•

4

Leadership
styles and skills

5

Health & Safety
PT 2 + SOPS

•
•
•
•

•
•

6

Study Month

7

Recruitment &
Onboarding

12

Communication
in the workplace

•
•
•

8

Managing
People &
Teams Pt1

•
•
•

10

Managing
Conflict

Understanding the current legislation
relating to the hospitality industry
The importance of effective risk
management
Maintaining safety records and
management responsibilities

•
•

What is meant by Leadership styles
and their application in a hospitality
environment
Principles of empowerment
The value of coaching and development
Delivering valuable training through a
range of methods

•

Understanding the value of standard
business operating procedures on services
and products
Regulations and ethical principles within
your business, including General Data
Protection Regulations and Consumer Law

•

•

•

•
•

•
•
•
•

What causes staff dissatisfaction
The principles of team motivation
Team Roles and group dynamics
Conducting team meetings and group
training sessions

•

•

Identifying contributing factors to conflict
and poor behaviour in team members
Understanding conflict management
Managing performance concerns through a
disciplinary process
Facilitating challenging conversations
The value of negotiation and influencing skills

•

•
•
•
•

•

Knowledge statement on leadership styles
Reflection log on personal values

13

Finance Pt1

•
•
•
•

•

•

9

•
•

How to create a people strategy
Contingency planning for staffing levels
Measuring team engagement and the
business impact
Setting stretching and beneficial team
objectives
Conducting 1-2-1 performance reviews

•

Managing
People & Teams
Pt2

The difference between leadership and
management
Identifying personal Leadership values
Different Leadership styles and how to utilize
them effectively

Principles of recruitment and successful
inductions
Building a diverse and socially inclusive
culture
Using Employee rights and responsibilities
in people management
Understanding unconscious bias as a leader

•

•

•

•

•
•
•
•

PROGRESS REVIEW

What is
Leadership?

•

•

•

Knowledge statement on Health and Safety
Evaluating current compliance activity

Knowledge statement on leadership styles and
personal experiences
Planning, delivery and evaluation of a team
training session activity

Creating an action plan based on Audit
results activity
Professional discussion on legislation
responsibilities

Functional skills to be taken if required

Knowledge statement on recruitment and
HR
Manage a new starter induction activity

Conducting team performance reviews
activity
Contingency planning for loss of staff activity

Knowledge statement on team roles and
building a people strategy
Conducting a team meeting activity

Professional discussion on experience in
conflict management

14

Benefits of effective talent management
and useful models
The links to Developmental Leadership
Using coaching & training to improve
performance
Building personal coaching skills
Evaluating potential vs performance

•
•

OneFile course on Talent Management
Training Needs Analysis and team
development activity

Communication Models including Fayol,
Shannon & Weaver
Communicating brilliantly and the impact
on workplace culture
The barriers to effective communication

•
•

Communicating Organisational Strategy &
Team Purpose
Professional discussion

Evaluating Profit and Loss reports
Customer service and the link of loyalty to
perception and reputation
The purpose of market research and
measuring satisfaction
Understanding target market and customer
profiles

•

P&L evaluation activity

The importance of business strategy and
clear vision and values
Understand key competitors and the wider
hospitality industry
Using operating models to improve
performance

•

Conducting competitor SWOT/PESTLE
analysis activity
Investigating market share improvements

Business
Operating
Models &
Strategy

•

15

Change
Management
& Business
Development

•
•
•
•
•
•

Identifying the need for change
Initiating change to meet business objectives
Barriers to change and overcoming them
Change Management Models
Monitoring and assessing change impact
Business development and contingency
planning

•

16

Project Planning

•

•

Creating a business improvement plan
activity

•
•

Project planning through research,
objective setting, implementation and
evaluation
Stakeholder communications
Route cause analysis

17

Study Month

•

Continue with Project planning

•

Professional discussion around project

18

Information
management
and technology

•

Technological support in the delivery of
products and service
How to use, analyse and act on
management information to drive business
change

•

Witness testimony and knowledge statement
for department route

19

Finance Pt2

•
•

The key components of a budget
The process of setting a budget information
needed
Contingency budgeting based on risk factors

•

Knowledge Statement on budgeting process
and costings

20
21
22
23
24

•
•

•

•

•

•
•

Knowledge statement on change
management
Managing change activity
Self-led reading

Finance Pt3

•
•

Understanding forecasting models
Decision making through market share
trends and financial KPIs

•

Managing a budget & forecasting activity

EPA preparation

•

Completing revision and mock tests for
each element
Revision guidance and resources, use of
mind maps and revision techniques to
prepare for final test

•

Mock professional discussion, online test and
revising project template

Gateway meeting with Employer/
Apprentice to confirm readiness for EPA

•
•

Roles and Responsibilities
Timelines and roles post-Gateway

•

Gateway

End Point
Assessment

•
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End Point
Assessment
Information
What is Gateway?
Gateway is triggered when the apprentice has achieved all knowledge, skills and behaviours set
out in the assessment plan, has been on programme for a minimum of 1 year and 1 week and
the apprentice, employer and training provider feel the apprentice is ready for their EPA. The
gateway period is roughly 3 months, and this allows the apprentice to prepare and agree a date
with the EPAO to when the assessment will take place.

Note: Gateway can only be achieved once the following has been met.
English and Maths at Level 2
Completion of knowledge, skills and behaviours
Minimum of 20% OTJT recorded
Gateway declaration signed by apprentice, line manager and apprenticeship trainer

What is End Point
Assessment?
End Point Assessment (EPA) is made up of a range
of synoptic assessments which are completed
at the end of the apprentices’ programme, once
they have achieved gateway requirements.
EPA takes place to ensure the apprentice has
the knowledge, skills and behaviours outlined
in the apprenticeship standard in order to be
occupationally competent.

Assessments have been designed by employers
in the sector and will be conducted by an
Independent End Point Assessor (IEPA) who works
for an End Point Assessment Organisation (EPAO).
All assessments must be passed for the apprentice
to achieve. There are 3 available grades for this
standard; fail, pass and distinction.

Assessments which form EPA activities – Hospitality Manager Level 4
Knowledge Test

90-minute test

Business Project

9000 words

Professional Discussion and Business
Project Presentation

90-minutes
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Delivery Types:
WEBINARS

These will be delivered via the Microsoft Teams platform and will be a maximum
of 2 hours. They may be delivered on an individual basis or with a group of
apprentices. The trainer will deliver a session on a particular topic and you will
have the opportunity to have input through discussion and the use of the inplatform chat facility. These webinars will provide you with learning that counts
towards your off the job training and will also provide you with tasks to complete
for your apprenticeship learning. Please note that webinars will be recorded and
be stored securely on Onefile to evidence your learning and participation.

1:1 SESSIONS

These will be either face to face or carried out remotely via Microsoft Teams. They
will provide you with dedicated time with your trainer to discuss your progress
towards achieving your apprenticeship and any aspects where you may feel you
need extra support or guidance. Your trainer will also provide you with feedback
on any work that has been set and guide you towards the next steps in your
apprenticeship programme. Your trainer can also guide you towards additional
resources that stretch your knowledge and understanding of relevant topics. Off
the job training will also be reviewed to make sure you are on track to meet the
minimum 20% requirement. All other work set will be reviewed and any additional
support provided if needed. If any assessments are planned to take place during
the 1:1 visit these will be recorded and added to your OneFile portfolio as evidence
towards completion of your apprenticeship.

PROGRESS REVIEWS

These can either be face to face or remote and will require the involvement of
your line manager. The reviews take place at least every 8 weeks and is intended
to provide an update on progress towards completion of your apprenticeship.
Your manager will provide their input in order to make sure that the
apprenticeship is meeting the needs of your employer and that you are gaining
the skills, knowledge and behaviours to improve your working practices. Targets
will be set for completion of varying tasks, which can include developing softer
skills or enhancing your maths, English and digital skills. Reviews are usually
recorded and then stored on OneFile.

SYSTEMS
OneFile is the e-portfolio for your Apprenticeship. This is where you will store
your evidence, log your 20% off-the-job-training, and track your progress towards
achievement. Gone are the days of ring binders and plastic wallets, this is your one
stop shop for Apprenticeship programmes.
For the duration of your Apprenticeship, you will be given an Microsoft365 account,
which provides you access to a wide range of Microsoft Office applications such as
Outlook, Word, Excel and the Teams collaboration and communication tool. Teams
will be integral to how you will engage and communicate with your trainer and take
part in online webinars with other apprentices. You will be provided with a separate
user guide to support you in setting this amazing tool up.
BKSB is a web based platform used to obtain initial assessments and diagnostic
assessments on English and Maths which then provide an individual learning plan
on how to fill learners’ skills gaps. Our trainers use BKSB to support one-to-one
learning to improve English and Maths skills no matter what apprentices previous
achievements in these subjects are. Independent learning on BKSB is encouraged
to allow apprentices to work at their own pace through learning resources, skills
checks and revision scenarios.
StepUp your Learning is our own hospitality specialist learning platform. You will be given
access to a number of modules to compliment your learning during your apprenticeship.
Topics include Allergen Awareness; Food Safety; COSHH; Guest Excellence.

Next Steps...
Following successful completion of your apprenticeship,
you will be able to progress to the following:

ONEFILE ONLINE COURSES

These online courses are designed to provide essential knowledge information
to continue to stretch and challenge you throughout the apprenticeship. They
are designed to be completed in your own time and will have knowledge
checks for each. These courses can also contribute to your apprenticeship
standard in conjunction with work set by your trainer. They will help build your
knowledge and can expand your understanding of the industry, as well as
contributing to your off the job training.

•

Chartered Manager Degree Apprenticeship Level 6

Interested?
If you are interested in starting your apprenticeship journey?

*Please note that any webinars, 1:1 meetings and progress reviews will be recorded, and securely saved
and stored to your OneFile account, where only you, your manager and Step22 staff involved in your
training can have access. These will not be shared outside of OneFile without your permission.
Group webinars will also be recorded and made available as a resource on OneFile. Other apprentices
may access these files if they are unable to attend the live sessions.

Please contact us at:
apprenticeships@step-22.co.uk

