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 Unit ID: 269 
Domain HOSPITALITY –CORE SKILLS  

Title: Use English in written and oral form to 
perform duties in a hospitality 

establishment 

 

Level: 3  Credits: 6 

 
 
Purpose 
 
This unit standard specifies the competency required to use English in written and 
oral form to perform duties in a hospitality establishment.  People credited with this 
unit standard are able to: communicate with guests, supervisors and colleagues in 
English when performing duties in the establishment; and interpret and apply 
hospitality workplace information in English. 
 
 
Special Notes 
 
1. Entry information: 
 

Prerequisite: 

• Unit 42  Follow workplace health, safety and hygiene procedures in a 
hospitality establishment 
or demonstrated equivalent knowledge and skills. 
 

2. Assessment evidence may be collected from a real workplace or simulated 
workplace in which there is a high degree of realism that replicates a 
commercial workplace setting.  Where a simulated workplace is used, 
candidates must: 

 

• be placed under realistic time pressures 

• encounter realistic customer/staff ratios. 
 

While the end user in the assessment activity may be the assessor, there 
must be documented evidence of multiple occasions where the candidate has 
provided services for ‘guests’ who have the expectations of a paying guest. 

 
3. Glossary 
 

Establishment requirements or procedures means any policy, procedure, or 
agreed requirements,  either written or oral, that specifies the tasks to be 
performed by a worker during the normal course of his or her employment in 
a hospitality establishment. 

 
4. Regulations and legislation relevant to this unit standard include the following: 

� Labour Act No 11 2007 as amended  
� Tobacco Products Control Act No 1 of 2010 
� The Social Security Act 1994 
� The Employee Compensation Amendment Act 5 of 1995 
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� Regulations relating to the Health and Safety of employees at work, 1997 
and all subsequent amendments to any of the above. 
 
 

Quality Assurance Requirements 
 
This unit standard and others within this subfield may be awarded by institutions 
which meet the accreditation requirements set by the Namibia Qualifications 
Authority and the Namibia Training Authority and which comply with the national 
assessment and moderation requirements.  Details of specific accreditation 
requirements and the national assessment arrangements are available from the 
Namibia Qualifications Authority and the Namibia Training Authority.  All approved 
unit standards, qualifications and national assessment arrangements are available 
on the Namibia Training Authority website www.nta.com.na 
 
 

Elements and Performance Criteria 
 
Element 1: Communicate with guests, supervisors and colleagues in English 
when performing duties in the establishment 
 
Performance Criteria 
 
1.1 Written and verbal communication with others in English in the performance 

of hospitality duties is clear and precise, uses established hospitality 
vocabulary and follows established communications practice. 

 
1.2 Misunderstandings in English communications are avoided through the use of 

appropriate confirmation techniques and established communications 
practice. 

 
1.3 Appropriate techniques are used when communicating in English with 

multilingual guests, to ensure that communications are effective and 
messages are understood. 

 
1.4 Messages and feedback in English relating to work in the hospitality 

establishment are effectively provided to colleagues and supervisors in line 
with establishment procedures. 

 
1.5 Appropriate non-verbal communication is used to support English 

communication with others in the course of work in the hospitality 
establishment. 

 
 
Element 2: Interpret and apply hospitality workplace information in English 
 
Range 
 
Workplace signs may relate to instructions, processes and functions in hospitality 
establishments, equipment and tools, workplace safety. 
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Performance Criteria 
 
2.1 Readings on appliances, instrumentation, computers and other performance 

indicators in English are correctly interpreted and applied in the course of 
work in the hospitality establishment. 

 
2.2 Hospitality procedures, instructions and directions written in English are 

interpreted and applied in the course of work in the hospitality establishment. 
 
2.3 Workplace signs in English are correctly interpreted and applied in performing 

workplace tasks. 
 
2.4 Messages concerning safety and operations in a hospitality establishment 

involving written or verbal communications in English are read or received, 
clarified, correctly interpreted and applied to activities in the hospitality 
establishment. 

 
2.5 Information in English hospitality publications and other documents is read, 

interpreted and applied in performing workplace tasks in line with 
establishment procedures. 

 
2.6 Information in English relevant to the performance of hospitality operations is 

correctly accessed and retrieved in line with establishment procedures. 
 
2.7 Reports and other workplace documents relevant to the performance of 

hospitality operations are correctly and accurately completed in English. 
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