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and catering

In this topic, learners will gain knowledge and understand how 
hospitality and catering provisions meet requirements in terms of:
• customer needs (catering, equipment, accommodation)
• customer rights and inclusion (disability)
• equality.
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Customer needs

In hospitality and catering, there are a variety of 
customers with different needs; to be successful, it is 
essential that provisions meet the needs of customers.

Customer needs could include catering, equipment and 
accommodation. It is also important to consider 
customer rights, inclusion and equality.

We can divide customers into three groups:
 Business 
 Leisure
 Local residents
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Business customers
These customers will stay for business purposes: meetings and conferences.

ACTIVITY 
……………………………………………….……..…

In pairs, think about how 
residential provision can 
meet the needs of business 
customers.

Think about what a 
businessperson might NEED. 

They will still be working so the 
residential provision should 

provide everything the customer 
needs to conduct their business.
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Business customers
Access to quiet rooms 

to be able to work.

Tea, coffee and food 
facilities.

Discount and loyalty points 
for business overnight stays.

Plenty of parking 
spaces.

Adjustable air conditioning 
systems or good heating 

systems with controls in the 
room to adjust the 

temperature.Digital support, visual 
equipment, projectors, 

screens, flip charts, 
extension leads and free Wi-

Fi.

Paper and pen 
to take notes.

Offer conference facilities 
– a room large enough to 

meet the needs of the 
business.

ACTIVITY
……………..………….…………………………………………………………………………………………………………………………………………………………………………………………..……..……..……..……..…

Add to your mind map how residential provision can meet the needs of business customers in the rooms.
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Business customers
Access to quiet rooms to 

be able to work.

Tea, coffee and food 
facilities.

Discount and loyalty points for 
business overnight stays.

Plenty of parking 
spaces.

Adjustable air conditioning 
systems or good heating systems 

with controls in the room to 
adjust the temperature.

Digital support, visual 
equipment, projectors, 

screens, flip charts, 
extension leads and free Wi-

Fi.

Paper and pen to take 
notes.

Offer conference facilities – a 
room large enough to meet 
the needs of the business.

A desk with a chair to be 
able to work.

Phone. 

Express check-in and 
check-out.

Newspapers or 
magazines on request.

Access to leisure 
facilities, such as a gym 

or swimming pool.

Dry cleaning service as 
business customers 

often travel.

Drinks facilities, snack 
bar and 24-hour room 

service.
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Leisure customers
These customers stay for various reasons: holidays, sight-seeing, travelling, music festivals and 
sporting events.

ACTIVITY 
…….....…………………………………………………………………………………………………………………….…………………………………………………………………………………………………………….……..…

Complete the table identifying how residential provision can meet the needs of leisure customers.

Meeting the needs of leisure 
customers

Meeting the needs of tourists who are 
on holiday for a longer period

Meeting the needs of customers who are 
away celebrating a special occasion
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Leisure customers
Meeting the needs of leisure customers Meeting the needs of tourists who are 

on holiday for a longer period
Meeting the needs of customers who are 

away celebrating a special occasion
Value for money – cheap, clean, tidy and functional. En-suite facilities with the option of a bath. 24-hour reception and room service.

Free Wi-Fi. Free Wi-Fi. Turn down service.

Drinks facilities in the room and snack bar on offer. Different room sizes. En-suite with shower, bath, robes and luxury toiletries.

Breakfast included in the price or at an additional 
cost.

Breakfast included in the price. A room with a view.

Different room sizes – single/double/family room. Leisure facilities, spa, shops, swimming pool and/or 
gym.

Queen, king or suite size rooms.

Access for disabled people. Restaurant and bar as part of the provision. Fitness area, spa facilities and swimming pool.

For families – cot, family room, bottle warmer, extra 
pillows/bed, ground floor bedrooms and easy access 
or lifts.

Room service, concierge service. Special requests are taken, such as birthday messages in the 
room, and flowers on the bed to celebrate a wedding 
anniversary or honeymoon.

Drinks facilities and snack bar. One or more restaurants offering breakfast, lunch and 
evening meal.

24-hour reception or key card use. A bar that serves alcoholic beverages.

Free Wi-Fi, satellite TV with film options.
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Local residence
Local residents may want to use the services and facilities on offer, such as a pool, gym, spa, golf 
course, restaurant and bar. However, it is not likely that they would stay overnight.
Customers expect their needs to be met when they stay or attend a hospitality and catering provision.
Let's consider how non-residential provision can meet the needs of all customers:

Clean, tidy and hygienic facilities. The environment is safe and secure.

Value for money.

Informative, knowledgeable and 
helpful staff.

The customer comes first and is 
valued.

The customer service is of a 
good standard.

Staff that will solve problems and 
deal with complaints in a 

professional manner.
Accuracy: that you get what 

you paid for.
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ACTIVITY 
…………………………………………..……………………………………………………………………………………………………………………………………………………………………………………………………………
A non-residential provision would like to ensure it meets the needs of its local residents. Sort the needs listed below by linking 
them to the type of customer to whom that need would apply.

Families Young customers Older customers
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 Meal deals.

 Children's menu.

 Value for money.

 Access for disabled people.

 Seats that are comfortable with 
good support.

 Baby changing facilities.

 Space for the family to eat and enjoy 
the meal.

 Fast service.

 Good customer service.

 Facilities that are on one level/ limited stairs.

 Bottle warmer facilities.

 A variety of choices on the menu.

 Quiet areas.

 Friendly and approachable (child-friendly) 
employees.

 Easy access for pushchairs and wheelchairs.

 Safe and secure highchairs.

 Comfortable and accommodating areas.

 Easy access to the menu and a simple way of ordering.

 Family-friendly bathroom facilities.



All provisions must take into account 
customer rights, inclusion and disabilities 
according to law. Hospitality and catering 
provisions need to understand the values 
and beliefs of their customers to ensure 
they meet their needs.

Customer diversity is important. 
Businesses can discriminate against a 
person because of the following:

Preparation and cooking area

Wash and clean area

Storage area Staff area Service area

Gender

Race and culture

Pregnancy and maternity Age Disability
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Customer rights and inclusion

Sexual orientation

Ethnicity
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To ensure that all customer rights and needs are met, here are some examples of other things 
hospitality provision can do:
 Offer reception staff that are multilingual.

 Cater for special dietary needs/religious beliefs, for example kosher for Jewish diets and offer meals 
during the early hours (between dusk and dawn) for customers observing Ramadan.

 Rooms that offer disabled access on the ground floor, and rooms with facilities for disabled people 
that include a call cord if assistance is needed – low-level plug sockets and beds should also be offered 
in these rooms.

 Provide wheelchair ramps and automated doors to offer easier access.

 Reception staff should be given training on how to speak clearly to a customer with a hearing 
impairment.

 Large print invoice should be provided on request.
 Offer all-gender bathroom facilities.

 Offer a breastfeeding area and changing facilities.

Customer rights and inclusion
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