
Unit 1 Hospitality & Catering - Year 10 1.2 How hospitality & catering providers operate  

1.2.2 Customer needs,requirements & expectations 

Customer rights, 
equality & inclusion

Key Words/abbreviations:

Customer 
rights

Laws to 
protect your 
buying rights

Equality/ 
Inclusion

Ensuring 
everyone has 
equal rights 
regardless

Dietary 
requirement

Specific 
dietary needs

Food allergy An immune 
response to 
certain foods

Food 
intolerance

Difficulty 
digesting 
certain foods

Consumer Protection Act 
1987.This act gives you the 
right to claim compensation 
against the producer of a 
defective product if it has 
caused damage, death, or 
personal injury. Manufacturers 
are legally obliged to put 
certain information on 
products, such as health and 
safety messages on 
equipment, that may be used 
by customers when eating out 
or staying in accommodation.

The Equality Act of 2010 protects 
customers from direct discrimination 
on the basis of:

Trade description Act 1968 
Makes it illegal to mislead 
customers by incorrectly 
describing or making false 
statements about products, 
services, facilities or 
accommodation.

Consumer Rights Act 2015
This act states that all products 
must be:
• Satisfactory quality- goods should 
not be faulty or damaged when 
receiving them.
• Fit for purpose- goods should be 
fit for the purpose they are supplied 
for.
• As described- the goods supplied 
must match the description given to 
you.

Essential. The bar minimum a customer 
would need and expect such as internet and 
washing facilities.

Extra. Customer don't expect but are 
delighted to receive eg complimentary wine. 

Desirable. These are things that would make 
customers happy such as a range of toiletries 
in their hotel bathroom. 

There are 3 levels of customer requirements and expectations:

Type of 
customer

Possible customer need

Leisure Facilities such as pools, gym or spa, sporting 
activities such as golf
Local maps, tourist & sightseeing info 

Business or 
corporate

Pick up/ taxi from the airport
Business centre/conference room  or lounge 
with IT facilities and Wi-Fi
Trouser press, laundry service, leisure facilities
High level of food and beverage facilities

Local 
resident

Access to facilities such as pool, gym or spa, 
sporting activities such as golf
Ability to book a table for lunch or dinner only.



Tasks Description Complete

1 Learn the definitions of the key 
words from the knowledge 
organiser - you will be tested on 
these during a Do Now Activity next 
week.

2 Complete the sheet ‘Customer 
trends’.

3 Complete the sheet ‘Planning for 
special dietary needs.’

4 Complete the sheet ‘Customer 
needs and requirements’

5 Complete an analysis of your last 
food practical.

6 Create a set of flash cards. 

1.2.3 H & C provision to meet specific requirements 

Customer trends
It is important for the hospitality and catering industry to keep up with ever changing trends  
and the ways in which customers choose and use goods and services.

Dietary requirements       
Customer dietary requirements include:
• Nutritional information about the dishes that they 
choose- available on menus and/or online.
• Food allergy and intolerance information clearly
stated alongside menu choices.
• Suitability of menu choices for particular dietary
needs, e.g. vegetarian, vegan, dairy free, low salt,
gluten free, low sugar etc.
Employees must be fully trained to answer customer
questions about the food served. Providers need to
ensure that their food operation activities avoid
potentially dangerous issues such as a contamination of
food by known allergens or the inclusion of a small
amount of ingredients that can cause intolerance.


