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1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.
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1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
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Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
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1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.
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2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
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2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4

Alabama Competency Model Chefs and Head Cooks
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
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Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects
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3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
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Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
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Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.
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3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
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Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.1.5
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.2.5
4.2.6
4.2.7
4.2.8
4.2.9
4.2.10
4.2.11
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Service Quality: Effectively meeting customer needs and expectations.
Explain the importance of listening to customer needs and communicate effectively in a friendly
manner.
Outline procedures to ensure that customers are greeted in a warm, inviting manner.
Explain the importance of making an excellent first impression
Outline the importance of effective communication skills in face-to-face situations as well as through a
variety of media.
Explain the importance of genuine hospitality and how it enhances service.
Hospitality and Tourism Fundamentals: The fundamental principles and concepts related to the
hospitality, tourism, events and food service industry.
Identify commercial and non-commercial segments of the restaurant industry
Identify basic types of hospitality, tourism, and events establishments
Explain the importance of risk management, security, and safety strategies.
Outline the distinguishing characteristics of industry demand generators, e.g., commercial business,
tourism, groups and conventions.
Explain how supply and demand and seasonal fluctuations impact the industry.
Outline emerging industry concepts, principles, and consumer trends.
Discuss the impact of hospitality, tourism, and events on an area’s economy.
Outline business impact of hospitality, tourism, and events on stakeholder/host organizations.
Explain the need to update services to reflect technological advances
Describe how the hospitality industry differs from product-driven industries.
Compare services from related industries to understand affects on hospitality, tourism, and events
services.
Define marketing and explain its purpose related to business outcomes.
Discuss the primary and secondary competitors in your market.

4.2.12
4.2.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Restaurant & Food Service Principles
5.1.1

List and define the importance of Commercial and non-commercial segments of the restaurant industry

Code
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5.1.2

Organizations that rate commercial foodservice establishments and factors used in making their ratings

5.1.3

List and Explain the Importance National organizations that rate commercial foodservice establishments

5.1.4
5.1.5
5.1.6
5.1.7
5.1.8
5.1.9
5.1.10
5.1.11
5.1.12
5.1.13
5.1.14
5.1.15
5.1.16
5.1.17
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.2.9
5.2.10
5.2.11
5.2.12
5.2.13
5.3
5.3.1
5.3.2
5.3.3
5.3.4

Identify and comply with local, state, and federal laws and regulations.
Compare different ownership structures and their advantages and disadvantages.
Define industry terms: revenue, no-show, discount inventory control, attrition, cross aisles, and
overbooking.
Explain policies and procedures for monitoring food quality
Distinguish between restaurant operations and catering operations
Explain methods for maintaining serving area (e.g., temperature, product quality)
Demonstrate proper procedures for the use of chafing dishes
Break down eating and serving areas
Describe how tables are maintained in restaurant service
Demonstrate the ability to set tables for various types of restaurant service styles
Describe the importance of prebussing tables as part of effective restaurant service
Describe manual and automated systems for processing restaurant orders
Describe various types of restaurant menus.
Demonstrate the ability to prepare food garnishes and decorations
Marketing and Sales: Promote and sell industry services and products (events).
Explain the relationship between marketing and sales.
Give examples of each: promotion, selling, and closing strategies.
Identify and pursue prospective customers and appropriate customer segments.
Outline effective strategies for selection of services based on customer needs and product or service
specifications.
Inform customers regarding service contracts, offered services, estimated cost, delivery of services
List a variety of payment options to facilitate customer payments
Explain the importance of monitoring customer preferences to determine focus of sales efforts and
services
Explain the process of researching customers’ business objectives and tailor sales approach.
Emphasize and promote features in marketing or sales.
Demonstrate awareness of social/digital media and integrated marketing and communications trends
Explain the importance of collaboration with other industries to provide an inclusive product
Define and describe examples of suggestive selling techniques
Describe methods for promoting feature items/signature items
Quality Assurance and Quality Control: Ensure materials, processes, services, and products meet quality
specifications and customer expectations.
Describe methods to monitor service to determine if it meets customer requirements.
Describe methods used to anticipate outcomes to prevent or minimize customer inconvenience.
Outline methods used to ensure that service conforms to the established standards within the industry
and the company or establishment.
Explain methods used to report quality failures to appropriate individuals for corrective action.

Code
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Kitchen Equipment & Product Knowledge
Give Examples and explain the use of equipment used for receiving and storing food and supplies.
Give examples and the uses of equipment for pre-preparation.
List and describe the use of knives used in the restaurant or foodservice kitchen
Demonstrate the safe and correct use of knives.
Give examples and the uses of kitchen equipment used for holding and serving food.
Beverage Service
Explain effective elements needed for productive facility design, layout, décor, and atmosphere to
5.5.1
successful beverage operations.
5.5.2
Give examples and the uses of equipment and tools for beverage operations.
5.5.3
List and explain the uses of various types of glassware used in beverage operations
5.5.4
Explain processes followed to control costs for beverage operations
5.5.5
Explain procedures and processes used to ensure effective purchasing practices
Explain physical and perpetual inventory systems for beverage service and describe the differences
5.5.6
between the two methods.
5.5.7
Describe and give examples of effective beverage purchasing methods
5.5.8
Describe and give examples of effective beverage receiving and storage processes
5.5.9
Calculate Inventory turnover rate for a beverage operation given a hypothetical problem
5.5.10
Define and describe elements of responsible beverage service
5.5.11
List and discuss standards of care as it relates to the serving of alcohol.
Explain required policies and procedures to be compliant with ABC regulations and to serve alcohol
5.5.12
safely
5.6
Product Receiving & Storage
5.6.1
Describe and give of examples of inventory systems used in effective food and beverage operations
5.6.2
Demonstrate how to check shipments against orders
5.6.3
Describe policies and procedures used to inspect food and supplies
5.6.4
Demonstrate how to fill out and complete receiving records
5.6.5
Explain the process of storing food using inventory systems
5.6.6
List the types of storage appropriate for various foods and supplies
5.6.7
Define proper storage temperatures required for various foods and beverages
5.6.8
Explain the advantages of a first-in, first-out (FIFO) inventory rotation system
5.7
Culinary Math
5.7.1
Demonstrate weighing ingredients on a scale
5.7.2
Demonstrate various methods of measuring ingredients
5.7.3
Explain methods for increasing or decreasing standardized recipes.
5.7.4
Demonstrate the ability to calculate a percentage
5.7.5
Demonstrate the ability to calculate bakers’ percentages
5.7.6
Describe and demonstrate the process of developing portion costs of recipes
5.7.7
Demonstrate the ability to utilize formulas (ex. food cost percentage)
5.7.8
Define how operating costs are calculated
5.7.9
Demonstrate the ability to convert weights, measures, and temperatures to metric and imperial.
5.8
Guest Relations
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.4.5
5.5

Code
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5.8.1
5.8.2

Describe methods for providing excellent guest service during initial contact
Describe proper methods of taking reservations

5.8.3

Describe and demonstrate proper etiquette when communicating with guests via telephone, email, etc.

5.8.4
Describe procedures for effectively maintaining reservation lists, waiting lists, and seating charts
5.8.5
Describe how computer-automated system to manage restaurant reservations
5.8.6
Describe effective procedures for resolving guest complaints
5.8.7
Define and describe the benefit of services provided to guests with special needs
5.8.8
Define and describe examples of services required by guests with children
5.8.9
List and describe uses of effective guest intervention procedures.
5.8.10
Customer Communication
5.9
SERV Safe Competencies (Safety and Regulations)
5.9.1
Identify foodborne illness
5.9.2
Identify time/temperature relationship with foodborne illness
5.9.3
Describe the relationship between personal hygiene and food safety
Describe methods for preventing food contamination o Identify and apply correct procedures for
5.9.4
cleaning and sanitizing equipment and utensils
5.9.5
Recognize problems and potential solutions associated with facility, equipment, and layout
5.9.6
Recognize problems and potential solutions associated with housekeeping and maintenance
5.9.7
Describe the COVID-19 symptoms
5.9.8
Explain how to prevent the spread of the virus
5.9.9
Outline actions designed to reduce risk to employees and guests
5.9.10
Explain guidelines for face coverings, hand washing, and food handling
5.9.11
Explain guidelines for cleaning, sanitizing, and disinfecting
5.9.12
Define physical and operational changes to maintain social distancing
6
Tier 6: Occupation Specific Technical Competencies
6.1
Menu Development
6.1.1
Analyze menu trends
6.1.2
Create menus for total food utilization
6.1.3
Create menus using seasonal, ethnic, and regional foods
6.1.4
Create menus based on type of restaurant operations
6.1.5
Create menus for holidays, themes, buffets, and special functions
6.1.6
Schedule the rotation of menus
6.1.7
Plan menu layouts
6.1.8
Develop Menus using automated programs
6.2
Butchering
6.2.1
Identify grades and cuts of meat according to USDA specifications
6.2.2
Utilize appropriate tools, equipment, and procedures.
6.2.3
Execute the breakdown of primal cuts into saleable cuts (steaks, chops) according to intended use.
6.2.4
Apply portion control techniques.
6.2.5
Utilize by-product.
6.3
Nutrition & Food Science

Code

6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7
6.3.8
6.3.9
6.4
6.4.1
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Apply current nutrition information and trends to food preparation
Determine ways to lower salt, cholesterol, and fat
Develop nutritionally balanced meals
Develop meals for special dietary needs
Apply food science principles to culinary preparations
Define reactions of food products to heat exposure
Define reactions of food products to moisture exposure
Substitute recipe ingredients
Define reactions of food products to sugars and starches
Product Quality & Cost Control
Explain how portion sizes should be controlled in an effort to control food waste and cost
Demonstrate the proper use quality control tools such as check lists, production charts, or computer
6.4.2
programs to track food production and purchasing
6.4.3
Explain processes to determine the correct amount of food is ordered from suppliers to avoid waste.
Explain processes to determine that the correct products are received from suppliers in the correct
6.4.4
amounts
6.5
Purchasing
6.5.1
Explain proper procedures to ensure quality purchasing for restaurants
6.5.2
Explain procedures and computations necessary to determine proper quantity requirements
6.5.3
Explain processes to follow for proper vendor selection
6.5.4
Explain strategies for pricing decisions with purchasing
6.5.5
List property procedures for ordering products
6.6
Cooking
6.6.1
Prepare stocks and soups
6.6.2
Prepare salads and salad dressings
6.6.3
Prepare appetizers
6.6.4
Prepare hot and cold sandwiches and trays of sandwich ingredients
6.6.5
Prepare charcuterie items (i.e. gallentines, ballentines, pates, and mousselines)
6.6.6
Prepare pasta and pasta dishes
6.6.7
Prepare legumes and legume dishes
6.6.8
Prepare meats and meats dishes
6.6.9
Execute techniques of International cuisine
6.6.10
Execute techniques of Regional cuisine
6.6.11
Apply basic principles of baking
6.6.12
Prepare specialty desserts
7
Tier 7: Occupation Specific Requirements
7.1
High school diploma or equivalent
7.2
ServSafe
8
Tier 8: Management Competencies
8.1
Entrepreneurship
8.1.1
Explain the importance of innovative thought to hospitality management
8.1.2
Explain how Influencing decision makers is imperative to leadership

Code

8.1.3
8.1.4
8.1.5
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.5
8.5.1
8.5.2
8.5.3
8.5.4
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Describe the importance of encouraging entrepreneurial activity
Explain the importance of championing and recognizing great ideas
Explain why rewarding innovation is a necessity for leadership
Staffing
Outline effective methods for staff recruitment and selection
Explain the importance of comprehensive employee orientation and training
Explain strategies to facilitate effective employee performance
Give examples of effective compensation programs
Give examples of strategies for effective employee retention and lawful terminations
Daily Operations
Explain strategies for effective work shift standards
Discuss strategies for managing effective meetings
Explain strategies for effective service recovery
Discuss policies and procedures for managing employee work schedules
Financial Management
Demonstrate an understanding of lodging accounting and finance principles
Discuss the effective planning the profitable restaurant
Outline the process of developing a business plan
Demonstrate an understanding and the ability to analyze income statements (P&Ls)
Outline the process of forecasting and budgeting for lodging revenue generating departments
Discuss managing cash, accounts receivable, and accounts payable
Explain strategies to establish profitable pricing
Explain comparing budgeted against actual performance
Safety & Regulations
Explain policies and procedures to ensure a lawful workplace
Outline operational strategies to manage a safe and healthy workplace
Discuss operational strategies to ensure food safety management
Outline management principles for managing responsible alcoholic beverage service in all departments

8.6
Leadership
8.6.1
Discuss the dynamics of leadership
8.6.2
Outline the importance of professional development programs for staff productivity
8.6.3
Explain the process of facilitating the planning process
8.6.4
Explain the importance of effective communication to leadership
8.6.5
Outline strategies to increase and facilitate teamwork
8.6.6
Guarantee customer satisfaction.
8.6.7
Describe customers’ business and expectations.
8.6.8
Monitor service to determine if it meets customer requirements.
8.6.9
Anticipate outcomes to prevent or minimize customer inconvenience.
8.6.10
Service conforms to the established standards within the industry and the company or establishment.
8.6.11
Report quality failures to appropriate individuals for corrective action.
8.6.12
Seek customer feedback and ensure needs have been fully met.

Code

8.6.13
8.7
8.7.1
8.7.2
8.7.3
8.7.4
8.7.5
8.7.6
8.7.7
8.7.8
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Seek ways to improve service delivery
Food and Safety and Sanitation: Displaying knowledge of the critical importance of food safety and the
necessary steps to ensure food safety in a restaurant or food service operation.
Define foodborne illness and explain the costs associated with a foodborne-illness outbreak.
Importance of good personal hygiene, behaviors associated with it
Define time and temperature control, and describe actions necessary to provide safe food.
Define cross-contamination, and describe ways to prevent it.
Identify biological, chemical, and physical hazards throughout the flow of food.
Explain correct cleaning and sanitizing.
Food safety risks associated with high-risk populations; young children, elderly, etc.
Recognize the importance of purchasing products from safe and reputable suppliers.

HOSPITALITY & TOURISM

First Line Supervisors of Food Prep and
Serving Workers
ACCCP

Restaurants

Code

Alabama Competency Model First-line Supervisors of Food Preparation and
Serving Workers

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.

Code
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1.3.1.2
1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Deal calmly and effectively with stressful or difficult situations.
Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.

Code

1.5.2
1.5.2.1
1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
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Attendance and punctuality
Come to work on time and as scheduled.
Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests

Code

1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
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Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.

Code

2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
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Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.
Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.

Code

2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
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Serving Workers
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics

Code

2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.

Code

3.1.2.5
3.1.3
3.1.3.1
3.1.3.2
3.1.3.3
3.1.3.4
3.1.4
3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
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Effectively communicate with all members of the group or team to achieve team goals and
objectives.
Meeting team objectives
Work as part of a team, contributing to the group’s effort to achieve goals.
Identify and commit to the goals, norms, values, and customs of the team.
Choose behaviors and actions that best support the team and accomplishment of work tasks.
Use a group approach to identify problems and develop solutions based on group consensus.
Resolving conflicts
Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.

Code

3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
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Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.

Code

3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
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Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.

Code

3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
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Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.
Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.

Code

3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.1.5
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.2.5
4.2.6
4.2.7
4.2.8
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Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Service Quality: Effectively meeting customer needs and expectations.
Explain the importance of listening to customer needs and communicate effectively in a friendly
manner.
Outline procedures to ensure that customers are greeted in a warm, inviting manner.
Explain the importance of making an excellent first impression
Outline the importance of effective communication skills in face-to-face situations as well as through a
variety of media.
Explain the importance of genuine hospitality and how it enhances service.
Hospitality and Tourism Fundamentals: The fundamental principles and concepts related to the
hospitality, tourism, events and food service industry.
Identify commercial and non-commercial segments of the restaurant industry
Identify basic types of hospitality, tourism, and events establishments
Explain the importance of risk management, security, and safety strategies.
Outline the distinguishing characteristics of industry demand generators, e.g., commercial business,
tourism, groups and conventions.
Explain how supply and demand and seasonal fluctuations impact the industry.
Outline emerging industry concepts, principles, and consumer trends.
Discuss the impact of hospitality, tourism, and events on an area’s economy.
Outline business impact of hospitality, tourism, and events on stakeholder/host organizations.

Code

4.2.9
4.2.10
4.2.11
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Explain the need to update services to reflect technological advances
Describe how the hospitality industry differs from product-driven industries.
Compare services from related industries to understand affects on hospitality, tourism, and events
services.
Define marketing and explain its purpose related to business outcomes.
Discuss the primary and secondary competitors in your market.

4.2.12
4.2.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Restaurant & Food Service Principles
5.1.1

List and define the importance of Commercial and non-commercial segments of the restaurant industry

5.1.2

Organizations that rate commercial foodservice establishments and factors used in making their ratings

5.1.3

List and Explain the Importance National organizations that rate commercial foodservice establishments

5.1.4
5.1.5
5.1.6
5.1.7
5.1.8
5.1.9
5.1.10
5.1.11
5.1.12
5.1.13
5.1.14
5.1.15
5.1.16
5.1.17
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.2.9

Identify and comply with local, state, and federal laws and regulations.
Compare different ownership structures and their advantages and disadvantages.
Define industry terms: revenue, no-show, discount inventory control, attrition, cross aisles, and
overbooking.
Explain policies and procedures for monitoring food quality
Distinguish between restaurant operations and catering operations
Explain methods for maintaining serving area (e.g., temperature, product quality)
Demonstrate proper procedures for the use of chafing dishes
Break down eating and serving areas
Describe how tables are maintained in restaurant service
Demonstrate the ability to set tables for various types of restaurant service styles
Describe the importance of prebussing tables as part of effective restaurant service
Describe manual and automated systems for processing restaurant orders
Describe various types of restaurant menus.
Demonstrate the ability to prepare food garnishes and decorations
Marketing and Sales: Promote and sell industry services and products (events).
Explain the relationship between marketing and sales.
Give examples of each: promotion, selling, and closing strategies.
Identify and pursue prospective customers and appropriate customer segments.
Outline effective strategies for selection of services based on customer needs and product or service
specifications.
Inform customers regarding service contracts, offered services, estimated cost, delivery of services
List a variety of payment options to facilitate customer payments
Explain the importance of monitoring customer preferences to determine focus of sales efforts and
services
Explain the process of researching customers’ business objectives and tailor sales approach.
Emphasize and promote features in marketing or sales.

Code

5.2.10
5.2.11
5.2.12
5.2.13
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Demonstrate awareness of social/digital media and integrated marketing and communications trends
Explain the importance of collaboration with other industries to provide an inclusive product
Define and describe examples of suggestive selling techniques
Describe methods for promoting feature items/signature items
Quality Assurance and Quality Control: Ensure materials, processes, services, and products meet quality
5.3
specifications and customer expectations.
5.3.1
Describe methods to monitor service to determine if it meets customer requirements.
5.3.2
Describe methods used to anticipate outcomes to prevent or minimize customer inconvenience.
Outline methods used to ensure that service conforms to the established standards within the industry
5.3.3
and the company or establishment.
5.3.4
Explain methods used to report quality failures to appropriate individuals for corrective action.
5.4
Kitchen Equipment & Product Knowledge
5.4.1
Give Examples and explain the use of equipment used for receiving and storing food and supplies.
5.4.2
Give examples and the uses of equipment for pre-preparation.
5.4.3
List and describe the use of knives used in the restaurant or foodservice kitchen
5.4.4
Demonstrate the safe and correct use of knives.
5.4.5
Give examples and the uses of kitchen equipment used for holding and serving food.
5.5
Beverage Service
Explain effective elements needed for productive facility design, layout, décor, and atmosphere to
5.5.1
successful beverage operations.
5.5.2
Give examples and the uses of equipment and tools for beverage operations.
5.5.3
List and explain the uses of various types of glassware used in beverage operations
5.5.4
Explain processes followed to control costs for beverage operations
5.5.5
Explain procedures and processes used to ensure effective purchasing practices
Explain physical and perpetual inventory systems for beverage service and describe the differences
5.5.6
between the two methods.
5.5.7
Describe and give examples of effective beverage purchasing methods
5.5.8
Describe and give examples of effective beverage receiving and storage processes
5.5.9
Calculate Inventory turnover rate for a beverage operation given a hypothetical problem
5.5.10
Define and describe elements of responsible beverage service
5.5.11
List and discuss standards of care as it relates to the serving of alcohol.
Explain required policies and procedures to be compliant with ABC regulations and to serve alcohol
5.5.12
safely
5.6
Product Receiving & Storage
5.6.1
Describe and give of examples of inventory systems used in effective food and beverage operations
5.6.2
Demonstrate how to check shipments against orders
5.6.3
Describe policies and procedures used to inspect food and supplies
5.6.4
Demonstrate how to fill out and complete receiving records
5.6.5
Explain the process of storing food using inventory systems
5.6.6
List the types of storage appropriate for various foods and supplies
5.6.7
Define proper storage temperatures required for various foods and beverages

Code

5.6.8
5.7
5.7.1
5.7.2
5.7.3
5.7.4
5.7.5
5.7.6
5.7.7
5.7.8
5.7.9
5.8
5.8.1
5.8.2
5.8.3
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Explain the advantages of a first-in, first-out (FIFO) inventory rotation system
Culinary Math
Demonstrate weighing ingredients on a scale
Demonstrate various methods of measuring ingredients
Explain methods for increasing or decreasing standardized recipes.
Demonstrate the ability to calculate a percentage
Demonstrate the ability to calculate bakers’ percentages
Describe and demonstrate the process of developing portion costs of recipes
Demonstrate the ability to utilize formulas (ex. food cost percentage)
Define how operating costs are calculated
Demonstrate the ability to convert weights, measures, and temperatures to metric and imperial.
Guest Relations
Describe methods for providing excellent guest service during initial contact
Describe proper methods of taking reservations
Describe and demonstrate proper etiquette when communicating with guests via telephone, email, etc.

5.8.4
Describe procedures for effectively maintaining reservation lists, waiting lists, and seating charts
5.8.5
Describe how computer-automated system to manage restaurant reservations
5.8.6
Describe effective procedures for resolving guest complaints
5.8.7
Define and describe the benefit of services provided to guests with special needs
5.8.8
Define and describe examples of services required by guests with children
5.8.9
List and describe uses of effective guest intervention procedures.
5.8.10
Customer Communication
5.9
SERV Safe Competencies (Safety and Regulations)
5.9.1
Identify foodborne illness
5.9.2
Identify time/temperature relationship with foodborne illness
5.9.3
Describe the relationship between personal hygiene and food safety
Describe methods for preventing food contamination o Identify and apply correct procedures for
5.9.4
cleaning and sanitizing equipment and utensils
5.9.5
Recognize problems and potential solutions associated with facility, equipment, and layout
5.9.6
Recognize problems and potential solutions associated with housekeeping and maintenance
5.9.7
Describe the COVID-19 symptoms
5.9.8
Explain how to prevent the spread of the virus
5.9.9
Outline actions designed to reduce risk to employees and guests
5.9.10
Explain guidelines for face coverings, hand washing, and food handling
5.9.11
Explain guidelines for cleaning, sanitizing, and disinfecting
5.9.12
Define physical and operational changes to maintain social distancing
6
Tier 6: Occupation Specific Technical Competencies
6.1
Management
Outline the imporrance of monitoring and controlling in referecne to management principles in the
6.1.1
industry

Code

6.1.2
6.1.3
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Explain methods of Evaluating of Customer Satisfaction
Give examples of five Business and Management Principles
Describe the importance of sound Personnel and Human Resource management principles in the
6.1.4
industry
6.1.5
Explain how managers are involved in Curriculum and Training Design
6.1.6
Directing and Motivating Subordinates
6.1.7
Employee Training
6.1.8
Coordination of Human Resources
6.2
Product Quality & Cost Control
6.2.1
Explain how portion sizes should be controlled in an effort to control food waste and cost
Demonstrate the proper use quality control tools such as check lists, production charts, or computer
6.2.2
programs to track food production and purchasing
6.2.3
Explain processes to determine the correct amount of food is ordered from suppliers to avoid waste.
Explain processes to determine that the correct products are received from suppliers in the correct
6.2.4
amounts
6.3
SERV Safe Competencies (Safety and Regulations)
6.3.1
Identify foodborne illness
6.3.2
Identify time/temperature relationship with foodborne illness
6.3.3
Describe the relationship between personal hygiene and food safety
Describe methods for preventing food contamination o Identify and apply correct procedures for
6.3.4
cleaning and sanitizing equipment and utensils
6.3.5
Recognize problems and potential solutions associated with facility, equipment, and layout
6.3.6
Recognize problems and potential solutions associated with housekeeping and maintenance
6.3.7
Describe the COVID-19 symptoms
6.3.8
Explain how to prevent the spread of the virus
6.3.9
Outline actions designed to reduce risk to employees and guests
6.3.10
Explain guidelines for face coverings, hand washing, and food handling
6.3.11
Explain guidelines for cleaning, sanitizing, and disinfecting
6.3.12
Define physical and operational changes to maintain social distancing
7
Tier 7: Occupation Specific Requirements
7.1
High school diploma or equivalent
7.2
ServSafe
8
Tier 8: Management Competencies
8.1
Entrepreneurship
8.1.1
Explain the importance of innovative thought to hospitality management
8.1.2
Explain how Influencing decision makers is imperative to leadership
8.1.3
Describe the importance of encouraging entrepreneurial activity
8.1.4
Explain the importance of championing and recognizing great ideas
8.1.5
Explain why rewarding innovation is a necessity for leadership
8.2
Staffing

Code

8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.5
8.5.1
8.5.2
8.5.3
8.5.4

Alabama Competency Model First-line Supervisors of Food Preparation and
Serving Workers
Outline effective methods for staff recruitment and selection
Explain the importance of comprehensive employee orientation and training
Explain strategies to facilitate effective employee performance
Give examples of effective compensation programs
Give examples of strategies for effective employee retention and lawful terminations
Daily Operations
Explain strategies for effective work shift standards
Discuss strategies for managing effective meetings
Explain strategies for effective service recovery
Discuss policies and procedures for managing employee work schedules
Financial Management
Demonstrate an understanding of lodging accounting and finance principles
Discuss the effective planning the profitable restaurant
Outline the process of developing a business plan
Demonstrate an understanding and the ability to analyze income statements (P&Ls)
Outline the process of forecasting and budgeting for lodging revenue generating departments
Discuss managing cash, accounts receivable, and accounts payable
Explain strategies to establish profitable pricing
Explain comparing budgeted against actual performance
Safety & Regulations
Explain policies and procedures to ensure a lawful workplace
Outline operational strategies to manage a safe and healthy workplace
Discuss operational strategies to ensure food safety management
Outline management principles for managing responsible alcoholic beverage service in all departments

8.6
Leadership
8.6.1
Discuss the dynamics of leadership
8.6.2
Outline the importance of professional development programs for staff productivity
8.6.3
Explain the process of facilitating the planning process
8.6.4
Explain the importance of effective communication to leadership
8.6.5
Outline strategies to increase and facilitate teamwork
8.6.6
Guarantee customer satisfaction.
8.6.7
Describe customers’ business and expectations.
8.6.8
Monitor service to determine if it meets customer requirements.
8.6.9
Anticipate outcomes to prevent or minimize customer inconvenience.
8.6.10
Service conforms to the established standards within the industry and the company or establishment.
8.6.11
Report quality failures to appropriate individuals for corrective action.
8.6.12
Seek customer feedback and ensure needs have been fully met.
8.6.13
Seek ways to improve service delivery
Food and Safety and Sanitation: Displaying knowledge of the critical importance of food safety and the
8.7
necessary steps to ensure food safety in a restaurant or food service operation.

Code

8.7.1
8.7.2
8.7.3
8.7.4
8.7.5
8.7.6
8.7.7
8.7.8

Alabama Competency Model First-line Supervisors of Food Preparation and
Serving Workers
Define foodborne illness and explain the costs associated with a foodborne-illness outbreak.
Importance of good personal hygiene, behaviors associated with it
Define time and temperature control, and describe actions necessary to provide safe food.
Define cross-contamination, and describe ways to prevent it.
Identify biological, chemical, and physical hazards throughout the flow of food.
Explain correct cleaning and sanitizing.
Food safety risks associated with high-risk populations; young children, elderly, etc.
Recognize the importance of purchasing products from safe and reputable suppliers.

HOSPITALITY & TOURISM

Food Service Managers
ACCCP

Restaurants

Code

Alabama Competency Model Food Service Managers

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.

Code

Alabama Competency Model Food Service Managers

1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5

Alabama Competency Model Food Service Managers
Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4

Alabama Competency Model Food Service Managers
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2

Alabama Competency Model Food Service Managers
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4

Alabama Competency Model Food Service Managers
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3

Alabama Competency Model Food Service Managers
Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
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Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4

Alabama Competency Model Food Service Managers
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2

Alabama Competency Model Food Service Managers
Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.1.5
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.2.5
4.2.6
4.2.7
4.2.8
4.2.9
4.2.10
4.2.11

Alabama Competency Model Food Service Managers
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Service Quality: Effectively meeting customer needs and expectations.
Explain the importance of listening to customer needs and communicate effectively in a friendly
manner.
Outline procedures to ensure that customers are greeted in a warm, inviting manner.
Explain the importance of making an excellent first impression
Outline the importance of effective communication skills in face-to-face situations as well as through a
variety of media.
Explain the importance of genuine hospitality and how it enhances service.
Hospitality and Tourism Fundamentals: The fundamental principles and concepts related to the
hospitality, tourism, events and food service industry.
Identify commercial and non-commercial segments of the restaurant industry
Identify basic types of hospitality, tourism, and events establishments
Explain the importance of risk management, security, and safety strategies.
Outline the distinguishing characteristics of industry demand generators, e.g., commercial business,
tourism, groups and conventions.
Explain how supply and demand and seasonal fluctuations impact the industry.
Outline emerging industry concepts, principles, and consumer trends.
Discuss the impact of hospitality, tourism, and events on an area’s economy.
Outline business impact of hospitality, tourism, and events on stakeholder/host organizations.
Explain the need to update services to reflect technological advances
Describe how the hospitality industry differs from product-driven industries.
Compare services from related industries to understand affects on hospitality, tourism, and events
services.
Define marketing and explain its purpose related to business outcomes.
Discuss the primary and secondary competitors in your market.

4.2.12
4.2.13
5
Tier 5: Career Pathway Technical Competencies
5.1
Restaurant & Food Service Principles
5.1.1

List and define the importance of Commercial and non-commercial segments of the restaurant industry

Code
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5.1.2

Organizations that rate commercial foodservice establishments and factors used in making their ratings

5.1.3

List and Explain the Importance National organizations that rate commercial foodservice establishments

5.1.4
5.1.5
5.1.6
5.1.7
5.1.8
5.1.9
5.1.10
5.1.11
5.1.12
5.1.13
5.1.14
5.1.15
5.1.16
5.1.17
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.2.9
5.2.10
5.2.11
5.2.12
5.2.13
5.3
5.3.1
5.3.2
5.3.3
5.3.4

Identify and comply with local, state, and federal laws and regulations.
Compare different ownership structures and their advantages and disadvantages.
Define industry terms: revenue, no-show, discount inventory control, attrition, cross aisles, and
overbooking.
Explain policies and procedures for monitoring food quality
Distinguish between restaurant operations and catering operations
Explain methods for maintaining serving area (e.g., temperature, product quality)
Demonstrate proper procedures for the use of chafing dishes
Break down eating and serving areas
Describe how tables are maintained in restaurant service
Demonstrate the ability to set tables for various types of restaurant service styles
Describe the importance of prebussing tables as part of effective restaurant service
Describe manual and automated systems for processing restaurant orders
Describe various types of restaurant menus.
Demonstrate the ability to prepare food garnishes and decorations
Marketing and Sales: Promote and sell industry services and products (events).
Explain the relationship between marketing and sales.
Give examples of each: promotion, selling, and closing strategies.
Identify and pursue prospective customers and appropriate customer segments.
Outline effective strategies for selection of services based on customer needs and product or service
specifications.
Inform customers regarding service contracts, offered services, estimated cost, delivery of services
List a variety of payment options to facilitate customer payments
Explain the importance of monitoring customer preferences to determine focus of sales efforts and
services
Explain the process of researching customers’ business objectives and tailor sales approach.
Emphasize and promote features in marketing or sales.
Demonstrate awareness of social/digital media and integrated marketing and communications trends
Explain the importance of collaboration with other industries to provide an inclusive product
Define and describe examples of suggestive selling techniques
Describe methods for promoting feature items/signature items
Quality Assurance and Quality Control: Ensure materials, processes, services, and products meet quality
specifications and customer expectations.
Describe methods to monitor service to determine if it meets customer requirements.
Describe methods used to anticipate outcomes to prevent or minimize customer inconvenience.
Outline methods used to ensure that service conforms to the established standards within the industry
and the company or establishment.
Explain methods used to report quality failures to appropriate individuals for corrective action.

Code
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Kitchen Equipment & Product Knowledge
Give Examples and explain the use of equipment used for receiving and storing food and supplies.
Give examples and the uses of equipment for pre-preparation.
List and describe the use of knives used in the restaurant or foodservice kitchen
Demonstrate the safe and correct use of knives.
Give examples and the uses of kitchen equipment used for holding and serving food.
Beverage Service
Explain effective elements needed for productive facility design, layout, décor, and atmosphere to
5.5.1
successful beverage operations.
5.5.2
Give examples and the uses of equipment and tools for beverage operations.
5.5.3
List and explain the uses of various types of glassware used in beverage operations
5.5.4
Explain processes followed to control costs for beverage operations
5.5.5
Explain procedures and processes used to ensure effective purchasing practices
Explain physical and perpetual inventory systems for beverage service and describe the differences
5.5.6
between the two methods.
5.5.7
Describe and give examples of effective beverage purchasing methods
5.5.8
Describe and give examples of effective beverage receiving and storage processes
5.5.9
Calculate Inventory turnover rate for a beverage operation given a hypothetical problem
5.5.10
Define and describe elements of responsible beverage service
5.5.11
List and discuss standards of care as it relates to the serving of alcohol.
Explain required policies and procedures to be compliant with ABC regulations and to serve alcohol
5.5.12
safely
5.6
Product Receiving & Storage
5.6.1
Describe and give of examples of inventory systems used in effective food and beverage operations
5.6.2
Demonstrate how to check shipments against orders
5.6.3
Describe policies and procedures used to inspect food and supplies
5.6.4
Demonstrate how to fill out and complete receiving records
5.6.5
Explain the process of storing food using inventory systems
5.6.6
List the types of storage appropriate for various foods and supplies
5.6.7
Define proper storage temperatures required for various foods and beverages
5.6.8
Explain the advantages of a first-in, first-out (FIFO) inventory rotation system
5.7
Culinary Math
5.7.1
Demonstrate weighing ingredients on a scale
5.7.2
Demonstrate various methods of measuring ingredients
5.7.3
Explain methods for increasing or decreasing standardized recipes.
5.7.4
Demonstrate the ability to calculate a percentage
5.7.5
Demonstrate the ability to calculate bakers’ percentages
5.7.6
Describe and demonstrate the process of developing portion costs of recipes
5.7.7
Demonstrate the ability to utilize formulas (ex. food cost percentage)
5.7.8
Define how operating costs are calculated
5.7.9
Demonstrate the ability to convert weights, measures, and temperatures to metric and imperial.
5.8
Guest Relations
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.4.5
5.5

Code
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5.8.1
5.8.2

Describe methods for providing excellent guest service during initial contact
Describe proper methods of taking reservations

5.8.3

Describe and demonstrate proper etiquette when communicating with guests via telephone, email, etc.

5.8.4
Describe procedures for effectively maintaining reservation lists, waiting lists, and seating charts
5.8.5
Describe how computer-automated system to manage restaurant reservations
5.8.6
Describe effective procedures for resolving guest complaints
5.8.7
Define and describe the benefit of services provided to guests with special needs
5.8.8
Define and describe examples of services required by guests with children
5.8.9
List and describe uses of effective guest intervention procedures.
5.8.10
Customer Communication
5.9
SERV Safe Competencies (Safety and Regulations)
5.9.1
Identify foodborne illness
5.9.2
Identify time/temperature relationship with foodborne illness
5.9.3
Describe the relationship between personal hygiene and food safety
Describe methods for preventing food contamination o Identify and apply correct procedures for
5.9.4
cleaning and sanitizing equipment and utensils
5.9.5
Recognize problems and potential solutions associated with facility, equipment, and layout
5.9.6
Recognize problems and potential solutions associated with housekeeping and maintenance
5.9.7
Describe the COVID-19 symptoms
5.9.8
Explain how to prevent the spread of the virus
5.9.9
Outline actions designed to reduce risk to employees and guests
5.9.10
Explain guidelines for face coverings, hand washing, and food handling
5.9.11
Explain guidelines for cleaning, sanitizing, and disinfecting
5.9.12
Define physical and operational changes to maintain social distancing
6
Tier 6: Occupation Specific Technical Competencies
6.1
Food and Beverage Services
6.1.1
Identify the restaurant industry as a major employer.
Identify the purpose of types of service and menu options of the five main categories of foodservice
6.1.2
outlets in a hotel.
6.1.3
Identify the four main styles of table service and the purpose of each.
Identify the purpose of safety and sanitation in foodservice operations and the need for a written
6.1.4
Sanitation Risk Management (SRM) program such as HAACP.
Identify the need for responsible beverage operations, the role of dram shop laws, and liabilities and
6.1.5
legalities when serving alcohol.
6.1.6
Identify green practices used by food and beverage facilities
6.2
Management
6.2.1
Analyze career paths within the food production and food services industries.
Outline the importance of monitoring and controlling in reference to management principles in the
6.2.2
industry
6.2.3
Explain methods of Evaluating of Customer Satisfaction
6.2.4
Give examples of five Business and Management Principles

Code

6.2.5
6.2.6
6.2.7
6.2.8
6.2.9
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7
6.3.8
6.3.9
6.3.10
6.3.11
6.3.12
6.3.13
6.3.14
6.3.15
6.3.16
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
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Describe the importance of sound Personnel and Human Resource management principles in the
industry
Explain how managers are involved in Curriculum and Training Design
Food & Beverage Production & Cost Control
Discuss the five P's in Food & Beverage Sales and Marketing
Explain the importance of Finance, Economics and Accounting in the industry
Safety and Regulations
Discuss how foodborne illnesses occur
Discuss biological, chemical and physical contaminants in food and beverages
Discuss management responses to a foodborne-illness outbreak
Discuss the possibilities of deliberate contamination of food and/or beverages
Discuss strategies to deal with customer and staff food allergens relative to menu planning
Describe how food handlers can contaminate food and/or beverages
Discuss the management principles involved with developing a personal hygiene program for staff
members
Describe hazards in the flow of food
Explain management procedures for monitoring time and temperature
Describe general purchasing and receiving principles for staff training
Discuss sanitation and safety training procedures relative to preparation, cooking, cooling and
reheating
Discuss sanitation and safety training procedures relative to holding and serving food
Outline food safety management systems
Discuss facility interior design requirements for safe food and beverage service
Discuss policies and procedures necessary for sound pest management
Outline policies and procedures employed to ensure proper cleaning and sanitizing throughout the
operation

Tier 7: Occupation Specific Requirements
High school diploma or equivalent
ServSafe

Tier 8: Management Competencies

Entrepreneurship
Explain the importance of innovative thought to hospitality management
Explain how Influencing decision makers is imperative to leadership
Describe the importance of encouraging entrepreneurial activity
Explain the importance of championing and recognizing great ideas
Explain why rewarding innovation is a necessity for leadership
Staffing
Outline effective methods for staff recruitment and selection
Explain the importance of comprehensive employee orientation and training
Explain strategies to facilitate effective employee performance
Give examples of effective compensation programs
Give examples of strategies for effective employee retention and lawful terminations

Code

8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.5
8.5.1
8.5.2
8.5.3
8.5.4
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Daily Operations
Explain strategies for effective work shift standards
Discuss strategies for managing effective meetings
Explain strategies for effective service recovery
Discuss policies and procedures for managing employee work schedules
Financial Management
Demonstrate an understanding of lodging accounting and finance principles
Discuss the effective planning the profitable restaurant
Outline the process of developing a business plan
Demonstrate an understanding and the ability to analyze income statements (P&Ls)
Outline the process of forecasting and budgeting for lodging revenue generating departments
Discuss managing cash, accounts receivable, and accounts payable
Explain strategies to establish profitable pricing
Explain comparing budgeted against actual performance
Safety & Regulations
Explain policies and procedures to ensure a lawful workplace
Outline operational strategies to manage a safe and healthy workplace
Discuss operational strategies to ensure food safety management
Outline management principles for managing responsible alcoholic beverage service in all departments

8.6
Leadership
8.6.1
Discuss the dynamics of leadership
8.6.2
Outline the importance of professional development programs for staff productivity
8.6.3
Explain the process of facilitating the planning process
8.6.4
Explain the importance of effective communication to leadership
8.6.5
Outline strategies to increase and facilitate teamwork
8.6.6
Guarantee customer satisfaction.
8.6.7
Describe customers’ business and expectations.
8.6.8
Monitor service to determine if it meets customer requirements.
8.6.9
Anticipate outcomes to prevent or minimize customer inconvenience.
8.6.10
Service conforms to the established standards within the industry and the company or establishment.
8.6.11
Report quality failures to appropriate individuals for corrective action.
8.6.12
Seek customer feedback and ensure needs have been fully met.
8.6.13
Seek ways to improve service delivery
Food and Safety and Sanitation: Displaying knowledge of the critical importance of food safety and the
8.7
necessary steps to ensure food safety in a restaurant or food service operation.
8.7.1
Define foodborne illness and explain the costs associated with a foodborne-illness outbreak.
8.7.2
Importance of good personal hygiene, behaviors associated with it
8.7.3
Define time and temperature control, and describe actions necessary to provide safe food.
8.7.4
Define cross-contamination, and describe ways to prevent it.
8.7.5
Identify biological, chemical, and physical hazards throughout the flow of food.
8.7.6
Explain correct cleaning and sanitizing.

Code

8.7.7
8.7.8

Alabama Competency Model Food Service Managers
Food safety risks associated with high-risk populations; young children, elderly, etc.
Recognize the importance of purchasing products from safe and reputable suppliers.

HOSPITALITY & TOURISM

Lodging Manager
ACCCP

Lodging

Code

Alabama Competency Model Lodging Managers

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values,
1.1.4.3
beliefs, perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.
1.3.1.2
Deal calmly and effectively with stressful or difficult situations.

Code
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1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3
1.5.2
1.5.2.1

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.
Attendance and punctuality
Come to work on time and as scheduled.

Code

1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
1.7.4.1
1.7.4.2
1.7.5
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Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests
Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning

Code

1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
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Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.
Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.

Code

2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3
2.5.1.4
2.5.1.5
2.5.2
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Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.
Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information

Code

2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
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Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics
Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.

Code

2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.
Effectively communicate with all members of the group or team to achieve team goals and
3.1.2.5
objectives.
3.1.3
Meeting team objectives
3.1.3.1
Work as part of a team, contributing to the group’s effort to achieve goals.
3.1.3.2
Identify and commit to the goals, norms, values, and customs of the team.
3.1.3.3
Choose behaviors and actions that best support the team and accomplishment of work tasks.
3.1.3.4
Use a group approach to identify problems and develop solutions based on group consensus.
3.1.4
Resolving conflicts

Code

3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
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Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.
Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects

Code

3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
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Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.
Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives

Code

3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4
3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
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Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.
Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.

Code

3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
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Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the
start of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.
Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.

Code

3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.1.5
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.2.5
4.2.6
4.2.7
4.2.8
4.2.9
4.2.10
4.2.11
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Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Service Quality: Effectively meeting customer needs and expectations.
Explain the importance of listening to customer needs and communicate effectively in a friendly
manner.
Outline procedures to ensure that customers are greeted in a warm, inviting manner.
Explain the importance of making an excellent first impression
Outline the importance of effective communication skills in face-to-face situations as well as through a
variety of media.
Explain the importance of genuine hospitality and how it enhances service.
Hospitality and Tourism Fundamentals: The fundamental principles and concepts related to the
hospitality, tourism, events and food service industry.
Identify commercial and non-commercial segments of the restaurant industry
Identify basic types of hospitality, tourism, and events establishments
Explain the importance of risk management, security, and safety strategies.
Outline the distinguishing characteristics of industry demand generators, e.g., commercial business,
tourism, groups and conventions.
Explain how supply and demand and seasonal fluctuations impact the industry.
Outline emerging industry concepts, principles, and consumer trends.
Discuss the impact of hospitality, tourism, and events on an area’s economy.
Outline business impact of hospitality, tourism, and events on stakeholder/host organizations.
Explain the need to update services to reflect technological advances
Describe how the hospitality industry differs from product-driven industries.
Compare services from related industries to understand affects on hospitality, tourism, and events
services.
Define marketing and explain its purpose related to business outcomes.
Discuss the primary and secondary competitors in your market.

4.2.12
4.2.13
5
Tier 5: Career Pathway Technical Competencies
Accessibility: Explain the importance that all services offered by the hospitality establishment are
5.1
accessible to all people, including people with disabilities.
5.1.1
Identify common accessibility solutions.

Code

5.1.2
5.1.3
5.1.4
5.1.5
5.1.6
5.1.7
5.1.8
5.2
5.2.1
5.2.2
5.2.3
5.2.4
5.2.5
5.2.6
5.2.7
5.2.8
5.2.9
5.2.10
5.2.11
5.2.12
5.2.13
5.2.14
5.2.15
5.2.16
5.2.17
5.2.18
5.2.19
5.2.20
5.2.21
5.2.22
5.2.23
5.2.24
5.2.25
5.2.26
5.2.27
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Explain the importance to make establishments both physically/architecturally accessible as well as
technologically accessible, e.g., public-facing websites, online reservation systems.
Demonstrate the ability to communicate the organization’s accessibility features to the customer.
Explain the importance of using technology by people with disabilities and/or sensory and functional
limitations.
List and explain accessibility laws and regulations which require compliance reporting.
Explain the importance of providing customer service and support for common accessibility issues.
List alternative methods of communicating with users (both in-person and remotely) who have
disabilities and/or sensory or functional limitations.
Explain why hospitality and tourism properties must comply with the Americans with Disabilities Act.
Facility Maintenance
Explain the importance of conducting visual inspection of premises
Explain procedures for Processing, completing and tracking work orders
Describe proper methods of Scheduling and performing preventative maintenance
Demonstrate the ability to conduct supply inventories
Explain methods for Maintaining equipment inventory
Explain methods for Maintaining quality control of equipment
Supervise waste disposal (grease, recyclable and refuse)
Explain strategies for providing for continuous property improvement
Explain methods for scheduling equipment/facility inspection for potential upgrade/maintenance
(capital purchases)
Explain procedures for scheduling supply/equipment orders
Explain methods followed to schedule re-furbishing
Explain proper methods to coordinate vendor visits
Outline methods used to project labor costs
Identify the role of the facilities management department at a lodging property
Identify the role of the facilities management department at a vacation rental property
Identify the primary responsibilities of the chief engineer in overseeing the operation of the facilities
management department.
Identify green practices when it comes to facilities management
Describe the role facilities play in market identity for hospitality and tourism.
Compare and contrast the responsibilities of chief engineers at small and large properties
Identify the correct process for public area cleaning and reporting of maintenance issues.
Describe how the chief engineer develops, communicates, and monitors performance standards for
maintenance and janitorial staff.
Explain how the training of maintenance and janitorial staff is conducted.
Describe the duties of facilities managers at the completion of construction
Explain the importance of energy management in hospitality and tourism facilities.
Describe how waste energy can be recovered and reused.
Outline what critical systems depend on emergency power systems in the event of an emergency.
Explain the benefits of using green building materials

Code
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5.5.3
5.5.4
5.5.5
5.5.6
5.5.7

Describe how to calculate, track, order, and issue recycled and non-recycled inventory to maintain par
numbers.
Gift Shop
Explain how periodic reviews of gift shop operations are conducted
Explain methods used to determine inventory items to be included in inventory to gift shop manager
Explain methods to maintain aesthetic appearance of gift shop
Describe processes for complete periodic inventory of gift shop items
Determine items generally found in gift shop inventories
Health Club
Explain how periodic reviews of health club operations are conducted
Explain typical health club management services that are typically provided to lodging guests
Explain methods for maintaining the aesthetic appearance of health club
Maintain safe and sanitary environment on a consistent basis
Outline methods used to train guests on correct use of health club equipment
Explain the importance of conducting inspections throughout the day in health club facilities (water on
floor, cleanliness, quality, equipment safety, etc.)
Explain health club services that are typically offered to lodging guests
Laundry Services
Explain procedures to properly coordinate pick up and delivery of guest laundry
Explain procedures for pre-inspecting garments for discrepancies (stains, miscounts, damage, etc.) and
follow established procedures
Explain proper procedures for laundry cleaning
Describe procedures to insure garment inspection for quality assurance
Explain proper procedures for posting laundry charges accurately
Explain procedures for handling soiled linen
Compare the laundry cycle procedures between hotels and vacation rental properties.

5.5.8

Describe the main tasks performed by laundry attendants each shift and explain the inspection process

5.2.28
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.4.5
5.4.6
5.4.7
5.5
5.5.1
5.5.2

5.5.9
5.6
5.6.1
5.6.2
5.6.3
5.6.4
5.6.5
5.6.6
5.7
5.7.1
5.7.2
5.7.3
5.7.4

Describe the performance standards used to manage laundry staff ensuring that all procedures are
completed to the property’s standards.
Valet Parking
Explain procedures to ensure adequate staffing to cover scheduled events
Explain proper procedures for posting valet charges accurately
Explain procedures to ensure claim checks match proper vehicle/keys
Explain policies and procedures for inspecting cars for damage before and after parking
Explain procedures to ensure that vehicle is returned in same state as received in a timely manner
Explain importance in maintaining that the valet key box is locked at all times
Housekeeping
List and explain what housekeeping supplies/cart as necessary per cleaning assignment
Explain proper procedures for collect and emptying trash
Explain proper procedures for sanitizing toilets, tub/shower, bathroom fixtures and bathroom floor
Explain products needed and proper procedures to stock bathroom supplies

Code

5.7.5
5.7.6
5.7.7
5.7.8
5.7.9
5.7.10
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Explain supplies needed and proper procedures for making beds
Explain proper procedures for Dusting furniture, surfaces and fixtures
Explain proper procedures for vacuuming carpets and soft furniture
Explain time periods when periodic cleaning of walls, windows, doors, and windowsills takes place
Outline procedures used to notify housekeeping supervisor of room status
Give examples of minor guest room maintenance activities and distinguish between those handled
yourself and those reported to maintenance

5.7.11

Describe types of hotel collaterals provided for guests in guestrooms and explain where they are placed

5.7.12
5.7.13
5.7.14

5.7.16

Outline the proper procedures for Inspecting a guest room for cleanliness
Inspect linens prior to placing in guest room (holes, stains, wear, etc.)
Explain proper procedures for checking guest rooms for lost items
Outline procedures for checking that all guestroom equipment is in working order (lamps, AC, TV, clock
radio, faucets, etc.) Define what procedures can be handled and what procedures must be reported to
maintenance
Explain why it is important to keep guest rooms locked at all times

5.7.17

Explain guest privacy policies and explain there importance to guest and employee safety and security

5.7.15

5.7.18
5.7.19
5.7.20
5.7.21
5.7.22
5.7.23
5.7.24
5.7.25
5.7.26
5.8
5.8.1
5.8.2
5.8.3
5.8.4
5.8.5
5.8.6
5.8.7
5.8.8
5.8.9

Identify the functions and responsibilities of the Executive Housekeeper
Identify the correct process for guestroom cleaning, room inspections, and reporting of maintenance
issues.
Identify job positions reporting to the executive housekeeper
Identify green practices when it comes to housekeeping operations
Identify what positions report to the executive housekeeper.
Identify the formulas used to manage housekeeping, maintenance, and janitorial inventories and the
purpose of each.
Explain how the housekeeping department manages the budget process.
Identify methods housekeeping management can implement and control labor and linen expenses.
Describe how the executive housekeeper develops, communicates, and monitors performance
standards for the housekeeping staff.
Hotel Security
Explain policies and procedures used to ensure safety and protection of guests and employees
Explain various forms of key control systems
Explain the importance and give examples of establishing, maintaining and practicing emergency
procedures
Explain the importance of monitoring security systems (lighting, pool, exits, and fire)
Outline policies and procedures for conducting periodic guest security system inspections and
evaluation
Identify elements of effective risk management programs
Give examples of potential security issues in lodging operations
Explain how lodging operations provide for the security of guests’ valuables
Explain typical polices and procedures to coordinate the management of lost and found guest items

Code
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5.8.10
5.8.11
5.8.12

Explain policies and procedures surrounding the provision of safe-deposit boxes for lodging guests
Conduct a basic investigation of a reported incident (accidents, theft, vandalism, etc.)
Write an incident report
Report security issues to appropriate agencies/personnel (Manager on Duty, General Manager, EMS,
5.8.13
insurance company, and local authorities)
5.9
Operational Safety
5.9.1
Identify the purpose of maintaining a safe, healthy environment for guests and employees.
Identify the role of the Occupational Safety & Health Organization in ensuring safe and healthy work
5.9.2
environments for all workers.
Identify the safety policies and procedures regarding operational safety for slips, trip, and falls along
5.9.3
with fire safety and safe lifting.
6
Tier 6: Occupation Specific Technical Competencies
6.1
Food and Beverage Services
6.1.1
Explain typical ways to organize and maintain restaurant
6.1.2
Explain the bidding process and its relation to meeting with restaurant suppliers to place orders
6.1.3
Explain cycled planning food and beverage equipment maintenance and repairs
6.1.4
Explain the establishment of systems to arrange for services such as waste removal and pest control
6.1.5
Discuss procedures to monitor guest satisfaction and resolve issues
6.1.6
Describe policies and procedures necessary to maintain local health codes
6.1.7

Explain the processes to have in place to continuously monitor food quality and consistent presentation

6.1.8
6.1.9

Explain procedures to have in place to monitor timing of service
Explain methods to effectively organize and maintain kitchen
Explain policies and procedures necessary to monitor employees to ensure health and safety regulation
compliance
Explain procedures and indicators to detect specific signs of hazards in food supplies (spoilage, etc)
Describe procedures to monitor guest satisfaction and resolve issues
Describe procedures to effectively organize and maintain bar and lounge services
Explain policies and procedures for maintaining TABC certification and compliance
Discuss procedures to maintain atmosphere in lounge/bar environment
Discuss calculations used to anticipate business volume in bars and lounges, and events
Discuss policies and procedures to have in place to effectively maintain the room service department
Discuss procedures to monitor the timing of service in the room service department
Maintain interdepartmental communication for coordination of amenity deliveries, timing of orders
with kitchen, etc.
Discuss the importance of picking up room service trays in a timely manner
Front-of-House Operations
Explain strategies used to process guest occupancy
Explain procedures necessary to process room reservations accurately
Explain effective methods and procedures to register guests in an efficient and timely manner
Discuss persuasive upsell techniques for rooms, units, houses, etc.
Discuss procedures to accurately assign guests to rooms, units, houses, etc.

6.1.10
6.1.11
6.1.12
6.1.13
6.1.14
6.1.15
6.1.16
6.1.17
6.1.18
6.1.19
6.1.20
6.2
6.2.1
6.2.2
6.2.3
6.2.4
6.2.5

Code

6.2.6
6.2.7
6.2.8
6.2.9
6.2.10
6.2.11
6.2.12
6.2.13
6.2.14
6.2.15
6.2.16
6.2.17
6.2.18
6.2.19
6.2.20
6.2.21
6.2.22
6.3
6.3.1
6.3.2
6.3.3
6.3.4
6.3.5
6.3.6
6.3.7
6.4
6.4.1
6.4.2
6.4.3
6.4.4
6.4.5
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Define company policy for issuing key and providing directions to guest’s room , unit or house
Describe sample procedures for appropriately applying upgrade procedures
Explain the process of maintaining occupancy status
Describe the process for forecasting room occupancy to determine staff needs
Discuss procedures for maintaining future guestroom availability
Explain how charge records are maintained on a folio of guests’ accounts, including posting charges
(such as room, liquor, and telephone)
Discuss proper procedures to check out guests including computing bill, collecting payment and making
change
Explain effective methods to promote future room, unit or house reservations
Discuss policies for referring potential business to sales and marketing department
Explain the importance of reflecting a consistently courteous demeanor
Discuss effective procedures to operate front office systems proficiently
Explain what front desk administrative duties are carried out each shift
Explain procedures to process bank deposits according to established policies
Discuss the generation and interpretation of all required shift reports
Explain the structure of the rooms division and the two departments assigned to the division.
Identify the job positions that report through the front office.
Identify the types of room rate systems used by hotels and vacation rental management companies
Scheduling & Human Resources
Discuss strategies for arranging for meetings or travel that fulfill all requirements as efficiently and
economically as possible.
Discuss the importance of inform others of travel arrangements, giving them complete, accurate, and
timely information.
Explain the importance of coordinating schedules of colleagues, co-workers, and clients in regional
locations to ensure that inconvenience is minimized and productivity is enhanced.
Explain how technology (e.g., internet, teleconference) is used to facilitate information sharing in
distributed work environments.
Explain the value of team member availability throughout business hours to enhance productivity.
Explain the management principles behind scheduling employee work assignments
Discuss strategies to promote teamwork among staff
Shiftwork
Discuss strategies to effectively coordinate the transition of staff at the beginning and end of each work
shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the start of
their shifts.
Explain the importance of ensuring that staff is updated on work completed on past shifts and work
that still needs to be completed.
Identify the four basic rules in preparing for interviews, assess the strengths and weaknesses of
different approaches.
Identify the four basic rules in preparing for interviews, assess the strengths and weaknesses of
different approaches.

Code

6.4.6
6.4.7
6.4.8
6.5
6.5.1
6.5.2
6.5.3
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Schedule employee work assignments
Discuss strategies to schedule employee work assignments based on customer mix and volume
Discuss strategies for scheduling employee work assignments for room service
Marketing & Sales
Describe the organization of marketing departments, and explain management’s role in marketing.
Explain the process require to promote property attributes to guests
Explain how sales teams identify target markets

6.5.4

Identify the elements of a marketing plan and work closely with sales team to assemble marketing plan

6.5.5
6.5.6
6.5.7
6.5.8
6.5.9

Describe the elements of market research
Summarize the marketing mix: the four Ps and the four Cs.
Describe the importance of utilizing principles of effective sales promotion
Identify trends that affect marketing in the hospitality and tourism industry.
Outline the needs of market segments and the sales strategies used to reach those segments.
Explain the importance of developing and maintaining rapport with appropriate groups (competition
hotels, city convention and visitor bureau, Chamber of Commerce, etc.)
Explain how all departments are involved in assembling marketing plan with the sales team
Explain each department's role in developing in-house promotional materials
Give examples of group and discount programs used by lodging operations
Accounting
Give examples of how lodging properties maintain records of supplies and equipment
Explain procedures to ensure regular payment to suppliers
Explain procedures for preparing daily sales reports
Explain the process and purpose of a night audit
Demonstrate the ability to read and interpret P&L reports and general ledger
Demonstrate the ability to perform basic accounting skills
Explain the purpose of a Purchasing Department
Explain how departments work with the purchasing department to determine items and quantities to
purchase
Explain the bid for process for purchasing
Describe how to maintain an organized storeroom
Explain how departments establish par levels for products
Schedule deliveries with vendors and individual departments
Explain the process of researching vendors for new products and pricing
Outline computations used in the restaurant industry to anticipate business volume
Discuss preparation for meeting with the sales representatives from liquor distributors based on
anticipated volume, planned events, etc.
Event Organization
Describe how plans to manage on-site event operations are developed
Discuss the communications framework for events (e.g., define communication needs of event, identify
responsibilities).
Describe the assessment process in identifying and acquire required communication equipment.

6.5.10
6.5.11
6.5.12
6.5.13
6.6
6.6.1
6.6.2
6.6.3
6.6.4
6.6.5
6.6.6
6.6.7
6.6.8
6.6.9
6.6.10
6.6.11
6.6.12
6.6.13
6.6.14
6.6.15
6.7
6.7.1
6.7.2
6.7.3

Code

6.7.4
6.7.5
6.7.6
6.7.7
6.7.8
6.7.9
6.7.10
6.7.11
6.7.12
6.7.13
6.7.14
6.7.15
6.7.16
6.7.17
6.7.18
6.7.19
6.7.20
6.7.21
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.2
8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
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Explain how communication protocols are established for events
Explain the process of creating and implementing logistics action plan for site set-up, operation, and
take-down.
Describe how Housing and registration are organized in lodging operations
Describe the process of analyzing the housing needs and booking habits of attendees.
Explain the relationship between event space and hotel blocks.
Demonstrate knowledge of the event’s financial and contractual commitments in order to secure room
blocks.
Demonstrate understanding of an effective registration and housing process.
Explain attrition and ways to mitigate attrition.
Explain how floor plans are developed for events
Identify primary factors necessary to create a functional and workable floor plan that meets the needs
of the target market and event management.
Create a floor plan that incorporates the unique features of a venue or facility.
Evaluate technology options and tools to maximize sales and sponsorships.
Incorporate fire and safety codes and local regulations into the plan.
Identify the most common kinds of booths/stands used in a typical floor plan.
Identify factors that affect traffic flow on a floor plan.
Develop plan for managing movements of attendees, e.g., wayfinding.
Discuss procedures necessary to organize and maintain service for banquets and catering
Explain the assessment process to properly identify client needs in relation to events

Tier 7: Occupation Specific Requirements
High school diploma or equivalent
ServSafe

Tier 8: Management Competencies

Entrepreneurship
Explain the importance of innovative thought to hospitality management
Explain how Influencing decision makers is imperative to leadership
Describe the importance of encouraging entrepreneurial activity
Explain the importance of championing and recognizing great ideas
Explain why rewarding innovation is a necessity for leadership
Staffing
Outline effective methods for staff recruitment and selection
Explain the importance of comprehensive employee orientation and training
Explain strategies to facilitate effective employee performance
Give examples of effective compensation programs
Give examples of strategies for effective employee retention and lawful terminations
Daily Operations
Explain strategies for effective work shift standards
Discuss strategies for managing effective meetings
Explain strategies for effective service recovery
Discuss policies and procedures for managing employee work schedules

Code

8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.5
8.5.1
8.5.2
8.5.3
8.5.4

Alabama Competency Model Lodging Managers
Financial Management
Demonstrate an understanding of lodging accounting and finance principles
Discuss the effective planning the profitable restaurant
Outline the process of developing a business plan
Demonstrate an understanding and the ability to analyze income statements (P&Ls)
Outline the process of forecasting and budgeting for lodging revenue generating departments
Discuss managing cash, accounts receivable, and accounts payable
Explain strategies to establish profitable pricing
Explain comparing budgeted against actual performance
Safety & Regulations
Explain policies and procedures to ensure a lawful workplace
Outline operational strategies to manage a safe and healthy workplace
Discuss operational strategies to ensure food safety management
Outline management principles for managing responsible alcoholic beverage service in all departments

8.6
Leadership
8.6.1
Discuss the dynamics of leadership
8.6.2
Outline the importance of professional development programs for staff productivity
8.6.3
Explain the process of facilitating the planning process
8.6.4
Explain the importance of effective communication to leadership
8.6.5
Outline strategies to increase and facilitate teamwork
8.6.6
Guarantee customer satisfaction.
8.6.7
Describe customers’ business and expectations.
8.6.8
Monitor service to determine if it meets customer requirements.
8.6.9
Anticipate outcomes to prevent or minimize customer inconvenience.
8.6.10
Service conforms to the established standards within the industry and the company or establishment.
8.6.11
Report quality failures to appropriate individuals for corrective action.
8.6.12
Seek customer feedback and ensure needs have been fully met.
8.6.13
Seek ways to improve service delivery
Food and Safety and Sanitation: Displaying knowledge of the critical importance of food safety and the
8.7
necessary steps to ensure food safety in a restaurant or food service operation.
8.7.1
Define foodborne illness and explain the costs associated with a foodborne-illness outbreak.
8.7.2
Importance of good personal hygiene, behaviors associated with it
8.7.3
Define time and temperature control, and describe actions necessary to provide safe food.
8.7.4
Define cross-contamination, and describe ways to prevent it.
8.7.5
Identify biological, chemical, and physical hazards throughout the flow of food.
8.7.6
Explain correct cleaning and sanitizing.
8.7.7
Food safety risks associated with high-risk populations; young children, elderly, etc.
8.7.8
Recognize the importance of purchasing products from safe and reputable suppliers.

HOSPITALITY & TOURISM

First-Line Supervisors of Housekeeping and
Janitorial Workers
ACCCP

Lodging

Code

Alabama Competency Model First-Line Supervisors of Housekeeping and
Janitorial Workers

1
Tier 1: Personal Effectiveness Competencies
1.1
Interpersonal Skills: Displaying the skills to work effectively with others from diverse backgrounds.
1.1.1
Demonstrating sensitivity/empathy
1.1.1.1
Show sincere interest in others and their concerns.
1.1.1.2
Demonstrate sensitivity to the needs and feelings of others.
1.1.1.3
Look for ways to help people and deliver assistance.
1.1.2
Demonstrating insight into behavior
Recognize and accurately interpret the communications of others as expressed through various
1.1.2.1
formats (e.g., writing, speech, American Sign Language, computers, etc.).
1.1.2.2
Recognize when relationships with others are strained.
1.1.2.3
Show understanding of others’ behaviors and motives by demonstrating appropriate responses.
1.1.2.4
Demonstrate flexibility for change based on the ideas and actions of others.
1.1.3
Maintaining open relationships
1.1.3.1
Maintain open lines of communication with others.
1.1.3.2
Encourage others to share problems and successes.
1.1.3.3
Establish a high degree of trust and credibility with others.
1.1.4
Respecting diversity
1.1.4.1
Demonstrate respect for coworkers, colleagues, and customers.
Interact respectfully and cooperatively with others who are of a different race, culture, or age, or
1.1.4.2
have different abilities, gender, or sexual orientation.
Demonstrate sensitivity, flexibility, and open-mindedness when dealing with different values, beliefs,
1.1.4.3
perspectives, customs, or opinions.
1.1.4.4
Value an environment that supports and accommodates a diversity of people and ideas.
1.2
Integrity: Displaying strong moral principles and work ethic.
1.2.1
Behaving ethically
1.2.1.1
Abide by a strict code of ethics and behavior, even in the face of opposition.
1.2.1.2
Encourage others to behave ethically
1.2.1.3
Understand that behaving ethically goes beyond what the law requires.
1.2.1.4
Use company time and property responsibly.
Perform work-related duties according to laws, regulations, contract provisions, and company
1.2.1.5
policies.
1.2.2
Acting fairly
1.2.2.1
Treat others with honesty, fairness, and respect.
1.2.2.2
Make decisions that are objective and reflect the just treatment of others.
1.2.3
Taking responsibility
1.2.3.1
Take responsibility for accomplishing work goals within accepted timeframes.
Accept responsibility for one’s decisions and actions and for those of one’s group, team, or
1.2.3.2
department.
1.3
Professionalism: Maintaining a professional presence.
1.3.1
Demonstrating self-control
1.3.1.1
Maintain composure and keep emotions in check.

Code
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1.3.1.2
1.3.1.3
1.3.2
1.3.2.1
1.3.2.2
1.3.2.3
1.3.3
1.3.3.1
1.3.3.2
1.3.4
1.3.4.1
1.3.4.2
1.3.4.3

Deal calmly and effectively with stressful or difficult situations.
Accept criticism tactfully and attempt to learn from it.
Professional appearance
Maintain a professional demeanor.
Dress appropriately for occupational and worksite requirements.
Maintain appropriate personal hygiene.
Social responsibility
Refrain from lifestyle choices which negatively impact the workplace and individual performance.
Remain free from substance abuse.
Maintaining a positive attitude
Project a professional image of oneself and the organization.
Demonstrate a positive attitude towards work.
Take pride in one’s work and the work of the organization.
Initiative: Demonstrating a commitment to effective job performance by taking action on one’s own and
1.4
following through to get the job done.
1.4.1
Persisting
1.4.1.1
Pursue work with drive and a strong accomplishment orientation.
Persist to accomplish a task despite difficult conditions, tight deadlines, or obstacles and setbacks.
1.4.1.2
1.4.2
1.4.2.1
1.4.2.2
1.4.2.3
1.4.3
1.4.3.1
1.4.3.2
1.4.3.3
1.4.4
1.4.4.1
1.4.4.2
1.4.4.3
1.4.4.4
1.4.5
1.4.5.1
1.4.5.2
1.5
1.5.1
1.5.1.1
1.5.1.2
1.5.1.3

Taking initiative
Go beyond the routine demands of the job to increase its variety and scope.
Provide suggestions and/or take actions that result in improved work processes, communications, or
task performance.
Take initiative to seek out new work challenges, influence events, or originate action.
Setting challenging goals
Establish and maintain personally challenging but realistic work goals.
Exert effort toward task mastery.
Bring issues to closure by pushing forward until a resolution is achieved.
Working independently
Develop own ways of working effectively and efficiently.
Perform effectively even with minimal direction, support, or approval.
Set own schedule to maximize productivity.
Take responsibility for completing one’s own work assignments.
Achievement motivation
Strive to exceed standards and expectations.
Exhibit confidence in capabilities and an expectation to succeed in future activities.
Dependability and Reliability: Displaying responsible behaviors at work.
Fulfilling obligations
Behave consistently and predictably.
Is reliable, responsible, and dependable in fulfilling obligations.
Diligently follow through on commitments and consistently complete assignments by deadlines.

Code

1.5.2
1.5.2.1
1.5.2.2
1.5.2.3
1.5.3
1.5.3.1
1.5.3.2
1.5.4
1.5.4.1
1.5.4.2
1.5.4.3
1.6
1.6.1
1.6.1.1
1.6.1.2
1.6.1.3
1.6.2
1.6.2.1
1.6.2.2
1.6.2.3
1.7
1.7.1
1.7.1.1
1.7.1.2
1.7.1.3
1.7.1.4
1.7.2
1.7.2.1
1.7.2.2
1.7.2.3
1.7.3
1.7.3.1
1.7.3.2
1.7.4
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Attendance and punctuality
Come to work on time and as scheduled.
Arrive on time for meetings or appointments.
Dial in to phone calls and web conferences on time.
Attending to details
Diligently check work to ensure that all essential details have been considered.
Notice errors or inconsistencies and take prompt, thorough action to correct them.
Following directions
Follow directions as communicated in a variety of ways such as writing, speech, American Sign
Language, computers, or other formats.
Comply with organizational rules, policies, and procedures.
Ask appropriate questions to clarify any instructional ambiguities.
Adaptability and Flexibility: Displaying the capability to adapt to new, different, or changing
requirements.
Entertaining new ideas
Is open to considering new ways of doing things.
Actively seek out and carefully consider the merits of new approaches to work.
Embrace new approaches when appropriate and discard approaches that are no longer working.
Dealing with change
Take proper and effective action when necessary without having all the necessary facts in hand.
Easily adapt plans, goals, actions, or priorities in response to unpredictable or unexpected events,
pressures, situations, and job demands.
Effortlessly shift gears and change direction when working on multiple projects or issues.
Lifelong Learning: Demonstrating a commitment to self-development and improvement of knowledge
Demonstrating an interest in learning
Take actions showing an interest in personal and professional lifelong learning and development.
Seek feedback from multiple sources about how to improve and develop.
Modify behavior based on feedback or self-analysis of past mistakes.
Learn and accept help from supervisors and co-workers.
Participating in learning activities
Identify when it is necessary to acquire new knowledge and skills.
Take steps to develop and maintain knowledge, skills, and expertise necessary to perform one’s role
successfully by participating in relevant training and professional development programs.
Actively pursue opportunities to broaden knowledge and skills through seminars, conferences,
professional groups, reading publications, job shadowing, and/or continuing education.
Using change as a learning opportunity
Anticipate changes in work demands and search for and participate in assignments or training that
address these changing demands.
Treat unexpected circumstances as opportunities to learn.
Identifying career interests

Code

1.7.4.1
1.7.4.2
1.7.5
1.7.5.1
1.7.5.2
2
2.1
2.1.1
2.1.1.1
2.1.1.2
2.1.1.3
2.1.2
2.1.2.1
2.1.2.2
2.1.2.3
2.1.2.4
2.1.3
2.1.3.1
2.1.3.2
2.1.3.3
2.1.3.4
2.1.3.5
2.1.4
2.1.4.1
2.1.4.2
2.1.4.3
2.2
2.2.1
2.2.1.1
2.2.1.2
2.2.1.3
2.2.1.4
2.2.1.5
2.2.1.6
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Take charge of personal career development by identifying occupational interests, strengths,
options, and opportunities.
Make insightful career planning decisions that integrate others’ feedback.
Integrating and applying learning
Integrate newly learned knowledge and skills with existing knowledge and skills.
Use newly learned knowledge and skills to complete tasks, particularly in new or unfamiliar
situations.

Tier 2: Academic Competencies

Reading: Understanding written sentences, paragraphs, and figures in work-related documents (with
accommodation if necessary).
Comprehension
Locate and understand written information in prose and in documents such as manuals, reports,
memos, letters, forms, graphs, charts, tables, calendars, schedules, signs, notices, applications,
contracts, regulations, and directions.
Understand the purpose of written materials.
Comprehend the author’s meaning and identify the main ideas expressed in the written material.
Attention to detail
Note details and facts.
Detect inconsistencies.
Identify implied meaning and details.
Recognize missing information.
Information analysis
Critically evaluate and analyze information in written materials.
Review written information for completeness and relevance.
Distinguish fact from opinion.
Identify trends.
Synthesize information from multiple written materials.
Information integration
Integrate what is learned from written materials with prior knowledge.
Use what is learned from written material to follow instructions and complete tasks.
Apply what is learned from written material to new situations.
Writing: Using standard (business) English to compile information and prepare written documents.
Organization and development
Create documents such as letters, directions, manuals, reports, graphs, spreadsheets, and flow
charts.
Communicate thoughts, ideas, information, messages, and other written information, which may
contain technical material, in a logical, organized, and coherent manner.
Present well-developed ideas supported by information and examples.
Proofread finished documents for errors.
Tailor content to appropriate audience and purpose.
Distribute written materials appropriately for intended audiences and purposes.

Code

2.2.2
2.2.2.1
2.2.2.2
2.2.2.3
2.2.2.4
2.2.3
2.2.3.1
2.2.3.2
2.2.3.3
2.3
2.3.1
2.3.1.1
2.3.1.2
2.3.1.3
2.3.1.4
2.3.1.5
2.3.1.6
2.3.2
2.3.2.1
2.3.2.2
2.3.2.3
2.3.3
2.3.3.1
2.3.3.2
2.4
2.4.1
2.4.1.1
2.4.1.2
2.4.1.3
2.4.2
2.4.2.1
2.5
2.5.1
2.5.1.1
2.5.1.2
2.5.1.3

Alabama Competency Model First-Line Supervisors of Housekeeping and
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Mechanics
Use standard syntax and sentence structure.
Use correct spelling, punctuation, and capitalization.
Use correct English grammar (e.g., correct tense, subject-verb agreement, no missing words).
Write legibly when using handwriting to communicate.
Tone
Use language appropriate for the target audience.
Use a tone and word choice appropriate for the industry and organization (e.g., writing is
professional and courteous).
Show insight, perception, and depth in writing.
Mathematics: Uses principles of mathematics to express ideas and solve problems.
Computation
Add, subtract, multiply, and divide with whole numbers, fractions, decimals, and percents.
Calculate averages, ratios, proportions, and rates.
Convert decimals to fractions and fractions to decimals.
Convert fractions to percents and percents to fractions.
Convert decimals to percents and percents to decimals.
Understand relationships between numbers and identify and understand patterns.
Measurement and estimation
Take measurements of time, temperature, distances, length, width, height, perimeter, area, volume,
weight, velocity, and speed.
Use and report measurements correctly.
Correctly convert from one measurement to another (e.g., from English to metric or International
System of Units (SI), or Fahrenheit to Celsius).
Application
Use appropriate mathematical formulas and techniques to solve problems.
Translate practical problems into useful mathematical expressions.
Science and Technology: Using scientific rules and methods to express ideas and solve problems.
Comprehension
Understand basic scientific principles and uses appropriate technology.
Understand the scientific method (i.e., identify problems, collect information, form opinions and
draw conclusions).
Understand overall intent and proper procedures for set-up and operation of equipment.
Application
Apply basic scientific principles and technology to complete tasks.
Communication: Listening, speaking, and signaling so others can understand (with accommodation if
Communicating
Express relevant information appropriately to individuals or groups taking into account the audience
and the nature of the information (e.g., technical or controversial).
Convey information clearly, correctly, and succinctly.
Use common English conventions including proper grammar, tone, and pace.

Code

2.5.1.4
2.5.1.5
2.5.2
2.5.2.1
2.5.2.2
2.5.2.3
2.5.2.4
2.5.2.5
2.5.2.6
2.5.3
2.5.3.1
2.5.3.2
2.5.3.3
2.5.4
2.5.4.1
2.5.4.2
2.5.4.3
2.6
2.6.1
2.6.1.1
2.6.1.2
2.6.1.3
2.6.1.4
2.6.1.5
2.6.2
2.6.2.1
2.6.2.2
2.7
2.7.1
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Effectively establish interpersonal contact with one or more individuals using eye contact, body
language and non-verbal expression as appropriate to the person’s culture.
Ask questions or report problems or concerns to people in authority when information or
procedures are unclear or need improvement, or when feeling unsafe or threatened in the
workplace.
Receiving information
Attend to, understand, interpret, and respond to messages received in a variety of ways, including
hearing, American Sign Language, instant messaging, text-to-speech devices, and other methods.
Comprehend complex instructions.
Identify feelings and concerns communicated in various formats, such as writing, speech, American
Sign Language, computers, etc. and responds appropriately.
Consider others’ viewpoints and alter opinion when it is appropriate to do so.
Apply active interpersonal communication skills using reflection, restatement, questioning, and
clarification.
Effectively answer questions of others or communicate an inability to do so and suggest other
sources of answers.
Observing carefully
Notice nonverbal cues and respond appropriately.
Attend to visual sources of information (e.g., video).
Ascertain relevant visual information and use appropriately.
Persuasion/Influence
Influence others.
Persuasively present thoughts and ideas.
Gain commitment and ensure support for proposed ideas.
Critical and Analytical Thinking: Using logical thought processes to analyze information and draw
conclusions.
Reasoning
Possess sufficient inductive and deductive reasoning ability to perform job successfully.
Critically review, analyze, synthesize, compare, and interpret information.
Draw conclusions from relevant and/or missing information.
Understand the principles underlying the relationship among facts and apply this understanding
when solving problems.
Use logic and reasoning to identify strengths and weaknesses of alternative solutions or approaches
to a problem.
Mental agility
Identify connections between issues.
Quickly understand, orient to, and integrate new information.
Basic Computer Skills: Using information technology and related applications to convey and retrieve
information (with accommodation when necessary).
Computer basics

Code

2.7.1.1
2.7.1.2
2.7.2
2.7.2.1
2.7.2.2
2.7.2.3
2.7.2.4
2.7.2.5
2.7.3
2.7.3.1
2.7.3.2
2.7.3.3
2.7.3.4
2.7.3.5
2.7.4
2.7.4.1
2.7.4.2
2.7.4.3
2.7.4.4
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Understand the basic functions and terminology related to computer hardware, software,
information systems, and communication devices.
Use basic computer software, hardware, and communication devices to perform tasks.
Using software
Use word processing software to compose, organize, edit, and print documents and other business
communications.
Use spreadsheet software to enter, manipulate, edit, and format text and numerical data.
Use presentation software to create, manipulate, edit, and present digital representations of
information to an audience.
Use database software to manage data.
Create and maintain a well-organized electronic file storage system.
Using the Internet and email
Use the Internet to search for online information and interact with Web sites.
Use the Internet and web-based tools to manage basic workplace tasks (e.g., calendar management,
contacts management, and timekeeping).
Use electronic mail to communicate in the workplace.
Understand the different types of social media and their appropriate workplace and non-workplace
uses, and the impact that various social media activities can have on one’s personal and professional
Employ collaborative/groupware applications to facilitate group work.
Ensuring computer security
Understand and comply with the organization’s privacy policy and information security guidelines.
Defend against potential abuses of private information.
Recognize and respond appropriately to suspicious vulnerabilities and threats.
Use the most recent security software, web browser, and operating system to protect against online
threats.
Utilize strong passwords, passphrases, and basic encryption.
Recognize secure Web addresses.

2.7.4.5
2.7.4.6
3
Tier 3: Workplace Competencies
3.1
Teamwork: Working cooperatively with others to complete work assignments.
3.1.1
Identifying team membership and role
3.1.1.1
Serve as a leader or a follower, depending on what is needed to achieve the team’s goals and
3.1.1.2
Identify and draw upon team members’ strengths and weaknesses to achieve results.
3.1.1.3
Instruct others in learning new skills and learn from other team members.
3.1.1.4
Assist others who have less experience or have heavy workloads.
3.1.1.5
Encourage others to express their ideas and opinions.
3.1.2
Establishing productive relationships
3.1.2.1
Develop constructive and cooperative working relationships with others.
3.1.2.2
Exhibit tact and diplomacy and strive to build consensus.
Deliver constructive criticism and voice objections to others’ ideas and opinions in a supportive, non3.1.2.3
accusatory manner.
3.1.2.4
Respond appropriately to positive and negative feedback.

Code

3.1.2.5
3.1.3
3.1.3.1
3.1.3.2
3.1.3.3
3.1.3.4
3.1.4
3.1.4.1
3.1.4.2
3.1.4.3
3.2
3.2.1
3.2.1.1
3.2.1.2
3.2.1.3
3.2.2
3.2.2.1
3.2.2.2
3.2.2.3
3.2.2.4
3.2.2.5
3.2.2.6
3.2.3
3.2.3.1
3.2.3.2
3.2.3.3
3.2.4
3.2.4.1
3.2.4.2
3.2.4.3
3.2.4.4
3.3
3.3.1
3.3.1.1
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Effectively communicate with all members of the group or team to achieve team goals and
objectives.
Meeting team objectives
Work as part of a team, contributing to the group’s effort to achieve goals.
Identify and commit to the goals, norms, values, and customs of the team.
Choose behaviors and actions that best support the team and accomplishment of work tasks.
Use a group approach to identify problems and develop solutions based on group consensus.
Resolving conflicts
Bring others together to reconcile differences.
Handle conflicts maturely by exercising “give and take” to achieve positive results for all parties.
Reach formal or informal agreements that promote mutual goals and interests, and obtain
commitment to those agreements from individuals or groups.
Customer Focus: Efficiently and effectively addressing the needs of clients/customers.
Understanding customer needs
Identify internal and external customers.
Attend to what customers are saying and ask questions to identify customer needs, interests, and
goals.
Anticipate the future needs of the customer.
Providing personalized service
Provide prompt, efficient, and personalized assistance to meet the requirements, requests, and
concerns of customers.
Provide thorough, accurate information to answer customers’ questions and inform them of
commitment times or performance guarantees.
Address customer comments, questions, concerns, and objections with direct, accurate, and timely
responses.
Identify and propose appropriate solutions and/or services.
Establish boundaries as appropriate for unreasonable customer demands.
Communicate in the medium desired by the customer.
Acting professionally
Is pleasant, courteous, and professional when dealing with internal or external customers.
Develop constructive and cooperative working relationships with customers.
Is calm and empathetic when dealing with hostile customers.
Keeping customers informed
Follow up with customers following provision of service.
Keep customers up to date about decisions that affect them.
Seek the comments, criticisms, and involvement of customers.
Adjust services based on customer feedback.
Planning and Organizing: Planning and prioritizing work to manage time effectively and accomplish
assigned tasks.
Planning
Approach work in a methodical manner.

Code

3.3.1.2
3.3.1.3
3.3.1.4
3.3.1.5
3.3.2
3.3.2.1
3.3.2.2
3.3.3
3.3.3.1
3.3.3.2
3.3.3.3
3.3.3.4
3.3.3.5
3.3.3.6
3.3.3.7
3.4
3.4.1
3.4.1.1
3.4.1.2
3.4.2
3.4.2.1
3.4.2.2
3.4.2.3
3.4.2.4
3.4.3
3.4.3.1
3.4.3.2
3.4.3.3
3.5
3.5.1
3.5.1.1
3.5.1.2
3.5.1.3
3.5.1.4
3.5.1.5
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Plan and schedule tasks so that work is completed on time.
Keep track of details to ensure work is performed accurately and completely.
Anticipate obstacles to project completion and develop contingency plans to address them.
Find new ways of organizing work area or planning work to accomplish work more efficiently.
Prioritizing
Prioritize multiple competing tasks.
Perform tasks correctly, quickly, and efficiently according to their relative urgency and importance.
Managing projects
Estimate personnel and other resources needed for project completion (e.g., financial material or
equipment).
Manage activities to meet plans, allocating time and resources effectively.
Keep track of and document plans, assignments, changes, and deliverables.
Plan for dependencies of one task on another.
Coordinate efforts with all affected parties, keeping them informed of progress and all relevant
changes to project timelines.
Take necessary corrective action when projects go off track.
Assure job accommodations are made for personnel who need or request them.
Creative Thinking: Generating innovative and creative solutions.
Employing unique analyses
Use original analyses and generate new, innovative ideas in complex areas.
Develop innovative methods of obtaining or using resources when insufficient resources are
available.
Generating innovative solutions
Integrate seemingly unrelated information to develop creative processes or solutions.
Reframe problems in a different light to find fresh approaches.
Entertain wide-ranging possibilities and perspectives to develop new solutions.
Find new ways to add value to the efforts of a team and organization.
Seeing the big picture
Understand the pieces of a system as a whole and appreciate the consequences of actions on other
parts of the system.
Monitor patterns and trends to see a bigger picture.
Modify or design systems to improve performance.
Problem Solving and Decision-Making: Generating, evaluating, and implementing solutions to problems.
Identifying the problem
Anticipate or recognize the existence of a problem or objection.
Identify the true nature of the problem and define critical issues.
Evaluate the importance and criticality of the problem.
Use all available reference systems to locate and obtain information relevant to understanding the
problem.
Recall previously learned information that is relevant to the problem.

Code

3.5.2
3.5.2.1
3.5.2.2
3.5.2.3
3.5.2.4
3.5.3
3.5.3.1
3.5.3.2
3.5.4
3.5.4.1
3.5.4.2
3.5.5
3.5.5.1
3.5.5.2
3.5.5.3
3.5.5.4
3.6
3.6.1
3.6.1.1
3.6.1.2
3.6.2
3.6.2.1
3.6.3
3.6.3.1
3.6.3.2
3.6.3.3
3.6.3.4
3.6.4
3.6.4.1
3.6.4.2
3.6.4.3
3.6.4.4

Alabama Competency Model First-Line Supervisors of Housekeeping and
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Locating, gathering, and organizing relevant information
Effectively use both internal resources (e.g., internal computer networks, company filing systems)
and external resources (e.g., internet search engines) to locate and gather information relevant to
solving the problem.
Examine information obtained for relevance and completeness.
Recognize important gaps in existing information and take steps to eliminate those gaps.
Organize/reorganize information as appropriate to gain a better understanding of the problem.
Generating alternatives
Integrate previously learned and externally obtained information to generate a variety of highquality alternative approaches to the problem.
Skillfully use logic and analysis to identify the strengths and weaknesses, the costs and benefits, and
the short- and long-term consequences of different solutions or approaches.
Choosing a solution
Decisively choose the best solution after evaluating the relative merits of each possible option.
Make difficult decisions even in highly ambiguous or ill-defined situations.
Implementing the solution
Commit to a solution in a timely manner.
Develop a realistic approach for implementing the chosen solution.
Document the problem and corrective actions taken and their outcomes and communicate these to
the appropriate parties.
Observe and evaluate the outcomes of implementing the solution to assess the need for alternative
approaches and to identify lessons learned.
Working with Tools and Technology: Selecting, using, and maintaining tools and technology to facilitate
work activity (with accommodation, when necessary).
Using tools
Operate tools, technology, and equipment in accordance with established operating procedures and
safety standards.
Demonstrate appropriate use of tools and technology to complete work functions.
Selecting tools
Select and apply appropriate tools or technological solutions to the problem at hand.
Keeping current on tools and technology
Demonstrate an interest in learning about new and emerging tools and technologies.
Demonstrate information literacy.
Adapt quickly to changes in process or technology.
Seek out opportunities to improve knowledge of tools and technologies that may assist in
streamlining work and improving productivity.
Troubleshooting and maintenance
Learn how to maintain and troubleshoot tools and technologies.
Perform routine maintenance on tools, technology, and equipment.
Determine causes of errors and take the appropriate corrective action.
Develop alternatives to complete a task if desired tool or technology is not available.

Code

3.7
3.7.1
3.7.1.1
3.7.1.2
3.7.1.3
3.7.1.4
3.7.1.5
3.7.2
3.7.2.1
3.7.2.2
3.7.2.3
3.7.3
3.7.3.1
3.7.3.2
3.7.3.3
3.8
3.8.1
3.8.1.1
3.8.1.2
3.8.1.3
3.8.2
3.8.2.1
3.8.2.2
3.8.2.3
3.8.2.4
3.8.3
3.8.3.1
3.8.3.2
3.8.3.3
3.8.3.4
3.8.4
3.8.4.1
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Scheduling and Coordinating: Making arrangements that fulfill all requirements as efficiently and
economically as possible.
Arranging and informing
Make arrangements (e.g. for meetings or travel) that fulfill all requirements as efficiently and
economically as possible.
Inform others of arrangements, giving them complete, accurate, and timely information.
Ensure that others receive needed materials in time.
Handle all aspects of arrangements thoroughly and completely.
Respond to the schedules of others affected by arrangements, resolve schedule conflicts or travel
issues, and take corrective action.
Coordinating in distributed environments
Coordinate schedules of colleagues, co-workers, and clients in regional locations. (i.e., across time
zones) to ensure that inconvenience is minimized and productivity is enhanced.
Leverage technology (e.g., internet, teleconference) to facilitate information sharing in distributed
work environments.
Take advantage of team member availability throughout business hours in multiple time zones to
enhance productivity.
Shiftwork
Effectively coordinate the transition of staff at the beginning and end of each work shift.
Disseminate crucial information in an organized manner to rapidly bring staff up to speed at the start
of their shifts.
Ensure that staff is updated on work completed on past shifts and work that still needs to be
completed.
Checking, Examining, and Recording: Entering, transcribing, recording, storing, or maintaining
information in written or electronic/digital format.
Detecting errors
Detect and correct errors or inconsistencies, even under time pressure.
Identify vague or ambiguous documentation.
Route errors to appropriate person to correct documentation.
Completing forms
Select and complete appropriate forms quickly and completely.
Forward or process forms in a timely and accurate manner.
Attend to and follow through on important items requiring action.
Expedite forms, orders, or advances that require immediate attention.
Obtaining information
Obtain appropriate information, signatures, and approvals promptly.
Verify that all information is present and accurate before forwarding materials.
Compile, categorize, and verify information or data.
Apply systematic techniques for observing and gathering data.
Maintaining logs, records, and files
Organize records and files to maintain data.

Code

3.8.4.2
3.8.4.3
3.8.4.4
3.9
3.9.1
3.9.1.1
3.9.1.2
3.9.1.3
3.9.2
3.9.2.1
3.9.2.2
3.9.3
3.9.3.1
3.9.3.2
3.9.3.3
3.9.3.4
4
4.1
4.1.1
4.1.2
4.1.3
4.1.4
4.1.5
4.2
4.2.1
4.2.2
4.2.3
4.2.4
4.2.5
4.2.6
4.2.7
4.2.8
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Keep logs, records, and files that are up-to-date and readily accessible (e.g., driver logs, flight
records, repair records).
Update logs, records, and files, noting important changes.
File data and documentation in accordance with organization’s requirements.
Business Fundamentals: Using information on basic business principles, trends, and economics.
Situational awareness
Understand the mission, structure, and functions of the organization.
Recognize one’s role in the functioning of the organization and understand the potential impact
one’s own performance can have on the success of the organization.
Grasp the potential impact of the company’s well-being on employees.
Business ethics
Act in the best interest of the company, the community, and the environment.
Comply with applicable laws and rules governing work and report loss, waste, or theft of company
property to appropriate personnel.
Market knowledge
Understand market trends in the industry and the company’s position in the market.
Know who the company’s primary competitors are and stay current on organizational strategies to
maintain competitiveness.
Uphold the organization through building and maintaining customer relations.
Recognize major challenges faced by the organization and industry, and identify key strategies to
address challenges.

Tier 4: Ready to Work Cluster-Specific Competencies

Service Quality: Effectively meeting customer needs and expectations.
Explain the importance of listening to customer needs and communicate effectively in a friendly
manner.
Outline procedures to ensure that customers are greeted in a warm, inviting manner.
Explain the importance of making an excellent first impression
Outline the importance of effective communication skills in face-to-face situations as well as through a
variety of media.
Explain the importance of genuine hospitality and how it enhances service.
Hospitality and Tourism Fundamentals: The fundamental principles and concepts related to the
hospitality, tourism, events and food service industry.
Identify commercial and non-commercial segments of the restaurant industry
Identify basic types of hospitality, tourism, and events establishments
Explain the importance of risk management, security, and safety strategies.
Outline the distinguishing characteristics of industry demand generators, e.g., commercial business,
tourism, groups and conventions.
Explain how supply and demand and seasonal fluctuations impact the industry.
Outline emerging industry concepts, principles, and consumer trends.
Discuss the impact of hospitality, tourism, and events on an area’s economy.
Outline business impact of hospitality, tourism, and events on stakeholder/host organizations.

Code

4.2.9
4.2.10
4.2.11
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Explain the need to update services to reflect technological advances
Describe how the hospitality industry differs from product-driven industries.
Compare services from related industries to understand affects on hospitality, tourism, and events
services.
Define marketing and explain its purpose related to business outcomes.
Discuss the primary and secondary competitors in your market.

4.2.12
4.2.13
5
Tier 5: Career Pathway Technical Competencies
Accessibility: Explain the importance that all services offered by the hospitality establishment are
5.1
accessible to all people, including people with disabilities.
5.1.1
Identify common accessibility solutions.
Explain the importance to make establishments both physically/architecturally accessible as well as
5.1.2
technologically accessible, e.g., public-facing websites, online reservation systems.
5.1.3
Demonstrate the ability to communicate the organization’s accessibility features to the customer.
Explain the importance of using technology by people with disabilities and/or sensory and functional
5.1.4
limitations.
5.1.5
List and explain accessibility laws and regulations which require compliance reporting.
5.1.6
Explain the importance of providing customer service and support for common accessibility issues.
List alternative methods of communicating with users (both in-person and remotely) who have
5.1.7
disabilities and/or sensory or functional limitations.
5.1.8
Explain why hospitality and tourism properties must comply with the Americans with Disabilities Act.
5.2
Facility Maintenance
5.2.1
Explain the importance of conducting visual inspection of premises
5.2.2
Explain procedures for Processing, completing and tracking work orders
5.2.3
Describe proper methods of Scheduling and performing preventative maintenance
5.2.4
Demonstrate the ability to conduct supply inventories
5.2.5
Explain methods for Maintaining equipment inventory
5.2.6
Explain methods for Maintaining quality control of equipment
5.2.7
Supervise waste disposal (grease, recyclable and refuse)
5.2.8
Explain strategies for providing for continuous property improvement
Explain methods for scheduling equipment/facility inspection for potential upgrade/maintenance
5.2.9
(capital purchases)
5.2.10
Explain procedures for scheduling supply/equipment orders
5.2.11
Explain methods followed to schedule re-furbishing
5.2.12
Explain proper methods to coordinate vendor visits
5.2.13
Outline methods used to project labor costs
5.2.14
Identify the role of the facilities management department at a lodging property
5.2.15
Identify the role of the facilities management department at a vacation rental property
Identify the primary responsibilities of the chief engineer in overseeing the operation of the facilities
5.2.16
management department.
5.2.17
Identify green practices when it comes to facilities management
5.2.18
Describe the role facilities play in market identity for hospitality and tourism.

Code

5.2.19
5.2.20
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5.5.3
5.5.4
5.5.5
5.5.6
5.5.7

Compare and contrast the responsibilities of chief engineers at small and large properties
Identify the correct process for public area cleaning and reporting of maintenance issues.
Describe how the chief engineer develops, communicates, and monitors performance standards for
maintenance and janitorial staff.
Explain how the training of maintenance and janitorial staff is conducted.
Describe the duties of facilities managers at the completion of construction
Explain the importance of energy management in hospitality and tourism facilities.
Describe how waste energy can be recovered and reused.
Outline what critical systems depend on emergency power systems in the event of an emergency.
Explain the benefits of using green building materials
Describe how to calculate, track, order, and issue recycled and non-recycled inventory to maintain par
numbers.
Gift Shop
Explain how periodic reviews of gift shop operations are conducted
Explain methods used to determine inventory items to be included in inventory to gift shop manager
Explain methods to maintain aesthetic appearance of gift shop
Describe processes for complete periodic inventory of gift shop items
Determine items generally found in gift shop inventories
Health Club
Explain how periodic reviews of health club operations are conducted
Explain typical health club management services that are typically provided to lodging guests
Explain methods for maintaining the aesthetic appearance of health club
Maintain safe and sanitary environment on a consistent basis
Outline methods used to train guests on correct use of health club equipment
Explain the importance of conducting inspections throughout the day in health club facilities (water on
floor, cleanliness, quality, equipment safety, etc.)
Explain health club services that are typically offered to lodging guests
Laundry Services
Explain procedures to properly coordinate pick up and delivery of guest laundry
Explain procedures for pre-inspecting garments for discrepancies (stains, miscounts, damage, etc.) and
follow established procedures
Explain proper procedures for laundry cleaning
Describe procedures to insure garment inspection for quality assurance
Explain proper procedures for posting laundry charges accurately
Explain procedures for handling soiled linen
Compare the laundry cycle procedures between hotels and vacation rental properties.

5.5.8

Describe the main tasks performed by laundry attendants each shift and explain the inspection process

5.2.21
5.2.22
5.2.23
5.2.24
5.2.25
5.2.26
5.2.27
5.2.28
5.3
5.3.1
5.3.2
5.3.3
5.3.4
5.3.5
5.4
5.4.1
5.4.2
5.4.3
5.4.4
5.4.5
5.4.6
5.4.7
5.5
5.5.1
5.5.2

5.5.9
5.6

Describe the performance standards used to manage laundry staff ensuring that all procedures are
completed to the property’s standards.
Valet Parking

Code
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5.6.1
5.6.2
5.6.3
5.6.4
5.6.5
5.6.6
5.7
5.7.1
5.7.2
5.7.3
5.7.4
5.7.5
5.7.6
5.7.7
5.7.8
5.7.9

Explain procedures to ensure adequate staffing to cover scheduled events
Explain proper procedures for posting valet charges accurately
Explain procedures to ensure claim checks match proper vehicle/keys
Explain policies and procedures for inspecting cars for damage before and after parking
Explain procedures to ensure that vehicle is returned in same state as received in a timely manner
Explain importance in maintaining that the valet key box is locked at all times
Housekeeping
List and explain what housekeeping supplies/cart as necessary per cleaning assignment
Explain proper procedures for collect and emptying trash
Explain proper procedures for sanitizing toilets, tub/shower, bathroom fixtures and bathroom floor
Explain products needed and proper procedures to stock bathroom supplies
Explain supplies needed and proper procedures for making beds
Explain proper procedures for Dusting furniture, surfaces and fixtures
Explain proper procedures for vacuuming carpets and soft furniture
Explain time periods when periodic cleaning of walls, windows, doors, and windowsills takes place
Outline procedures used to notify housekeeping supervisor of room status
Give examples of minor guest room maintenance activities and distinguish between those handled
5.7.10
yourself and those reported to maintenance
5.7.11

Describe types of hotel collaterals provided for guests in guestrooms and explain where they are placed

5.7.12
5.7.13
5.7.14

5.7.16

Outline the proper procedures for Inspecting a guest room for cleanliness
Inspect linens prior to placing in guest room (holes, stains, wear, etc.)
Explain proper procedures for checking guest rooms for lost items
Outline procedures for checking that all guestroom equipment is in working order (lamps, AC, TV, clock
radio, faucets, etc.) Define what procedures can be handled and what procedures must be reported to
maintenance
Explain why it is important to keep guest rooms locked at all times

5.7.17

Explain guest privacy policies and explain there importance to guest and employee safety and security

5.7.18

Identify the functions and responsibilities of the Executive Housekeeper
Identify the correct process for guestroom cleaning, room inspections, and reporting of maintenance
issues.
Identify job positions reporting to the executive housekeeper
Identify green practices when it comes to housekeeping operations
Identify what positions report to the executive housekeeper.
Identify the formulas used to manage housekeeping, maintenance, and janitorial inventories and the
purpose of each.
Explain how the housekeeping department manages the budget process.
Identify methods housekeeping management can implement and control labor and linen expenses.
Describe how the executive housekeeper develops, communicates, and monitors performance
standards for the housekeeping staff.

5.7.15

5.7.19
5.7.20
5.7.21
5.7.22
5.7.23
5.7.24
5.7.25
5.7.26

Code

5.8
5.8.1
5.8.2
5.8.3
5.8.4
5.8.5
5.8.6
5.8.7
5.8.8
5.8.9
5.8.10
5.8.11
5.8.12
5.8.13
5.9
5.9.1
5.9.2
5.9.3
6
6.1
6.1.1
6.1.2
6.1.3
6.1.4
7
7.1
7.2
8
8.1
8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.2

Alabama Competency Model First-Line Supervisors of Housekeeping and
Janitorial Workers
Hotel Security
Explain policies and procedures used to ensure safety and protection of guests and employees
Explain various forms of key control systems
Explain the importance and give examples of establishing, maintaining and practicing emergency
procedures
Explain the importance of monitoring security systems (lighting, pool, exits, and fire)
Outline policies and procedures for conducting periodic guest security system inspections and
evaluation
Identify elements of effective risk management programs
Give examples of potential security issues in lodging operations
Explain how lodging operations provide for the security of guests’ valuables
Explain typical polices and procedures to coordinate the management of lost and found guest items
Explain policies and procedures surrounding the provision of safe-deposit boxes for lodging guests
Conduct a basic investigation of a reported incident (accidents, theft, vandalism, etc.)
Write an incident report
Report security issues to appropriate agencies/personnel (Manager on Duty, General Manager, EMS,
insurance company, and local authorities)
Operational Safety
Identify the purpose of maintaining a safe, healthy environment for guests and employees.
Identify the role of the Occupational Safety & Health Organization in ensuring safe and healthy work
environments for all workers.
Identify the safety policies and procedures regarding operational safety for slips, trip, and falls along
with fire safety and safe lifting.

Tier 6: Occupation Specific Technical Competencies

Back of House Operations
Monitor timing of service
Schedule employee work assignments
Place orders with suppliers
Schedule employee work assignments

Tier 7: Occupation Specific Requirements
High school diploma or equivalent
ServSafe

Tier 8: Management Competencies

Entrepreneurship
Explain the importance of innovative thought to hospitality management
Explain how Influencing decision makers is imperative to leadership
Describe the importance of encouraging entrepreneurial activity
Explain the importance of championing and recognizing great ideas
Explain why rewarding innovation is a necessity for leadership
Staffing

Code

8.2.1
8.2.2
8.2.3
8.2.4
8.2.5
8.3
8.3.1
8.3.2
8.3.3
8.3.4
8.4
8.4.1
8.4.2
8.4.3
8.4.4
8.4.5
8.4.6
8.4.7
8.4.8
8.5
8.5.1
8.5.2
8.5.3
8.5.4

Alabama Competency Model First-Line Supervisors of Housekeeping and
Janitorial Workers
Outline effective methods for staff recruitment and selection
Explain the importance of comprehensive employee orientation and training
Explain strategies to facilitate effective employee performance
Give examples of effective compensation programs
Give examples of strategies for effective employee retention and lawful terminations
Daily Operations
Explain strategies for effective work shift standards
Discuss strategies for managing effective meetings
Explain strategies for effective service recovery
Discuss policies and procedures for managing employee work schedules
Financial Management
Demonstrate an understanding of lodging accounting and finance principles
Discuss the effective planning the profitable restaurant
Outline the process of developing a business plan
Demonstrate an understanding and the ability to analyze income statements (P&Ls)
Outline the process of forecasting and budgeting for lodging revenue generating departments
Discuss managing cash, accounts receivable, and accounts payable
Explain strategies to establish profitable pricing
Explain comparing budgeted against actual performance
Safety & Regulations
Explain policies and procedures to ensure a lawful workplace
Outline operational strategies to manage a safe and healthy workplace
Discuss operational strategies to ensure food safety management
Outline management principles for managing responsible alcoholic beverage service in all departments

8.6
Leadership
8.6.1
Discuss the dynamics of leadership
8.6.2
Outline the importance of professional development programs for staff productivity
8.6.3
Explain the process of facilitating the planning process
8.6.4
Explain the importance of effective communication to leadership
8.6.5
Outline strategies to increase and facilitate teamwork
8.6.6
Guarantee customer satisfaction.
8.6.7
Describe customers’ business and expectations.
8.6.8
Monitor service to determine if it meets customer requirements.
8.6.9
Anticipate outcomes to prevent or minimize customer inconvenience.
8.6.10
Service conforms to the established standards within the industry and the company or establishment.
8.6.11
Report quality failures to appropriate individuals for corrective action.
8.6.12
Seek customer feedback and ensure needs have been fully met.
8.6.13
Seek ways to improve service delivery
Food and Safety and Sanitation: Displaying knowledge of the critical importance of food safety and the
8.7
necessary steps to ensure food safety in a restaurant or food service operation.

Code

8.7.1
8.7.2
8.7.3
8.7.4
8.7.5
8.7.6
8.7.7
8.7.8

Alabama Competency Model First-Line Supervisors of Housekeeping and
Janitorial Workers
Define foodborne illness and explain the costs associated with a foodborne-illness outbreak.
Importance of good personal hygiene, behaviors associated with it
Define time and temperature control, and describe actions necessary to provide safe food.
Define cross-contamination, and describe ways to prevent it.
Identify biological, chemical, and physical hazards throughout the flow of food.
Explain correct cleaning and sanitizing.
Food safety risks associated with high-risk populations; young children, elderly, etc.
Recognize the importance of purchasing products from safe and reputable suppliers.

