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CUA Front of House units




	Page 1	 PwC's Skills for Australia
[bookmark: _Toc40097958]Front of House units (4 units)
Front of House units (4 units)


[bookmark: _Toc40097959][bookmark: _GoBack]CUAFOH211 Undertake routine front of house duties
[bookmark: O_622334][bookmark: O_622335]Application
This unit describes the performance outcomes, skills and knowledge required to undertake routine front of house duties for shows and performances in the screen, media, entertainment and events industries. It involves identifying and preparing for front of house work activities, completing these tasks according to organisational policies and procedures and reviewing one’s own work performance.
The unit applies to those who work under broad supervision and are expected to act autonomously within established parameters as they organise and complete front of house work activities.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_622338]Unit Sector
Media and Entertainment Production – Front of House
[bookmark: O_622339]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Prepare for work activities
	1.1 Identify routine front of house tasks required for completion prior to shows or performances in consultation with required personnel
1.2 Identify additional tasks to be completed and add to work schedule as required
1.3 Plan and prioritise workload within allocated timeframes
1.4 Attend pre-show briefing and liaise with required personnel to confirm show ready status

	2. Complete work tasks
	2.1 Turn front of house visual display and audio systems on and off as required
2.2 Finalise retail and catering tasks according to instructions and organisational policies and procedures
2.3 Check venue facilities and amenities according to organisational policies and procedures, and advise required personnel if matters are beyond scope of own job role
2.4 Advise required personnel of security, health and safety or emergency issues that need attention
2.5 Seek assistance from required personnel when difficulties arise in achieving allocated tasks
2.6 Identify factors affecting work requirements and take required action within scope of own job role

	3. Review work performance
	3.1 Seek feedback on work performance from supervisors and colleagues
3.2 Monitor and adjust work according to feedback obtained through supervision and comparison with established team and organisational standards
3.3 Identify and plan opportunities for improvement through discussions with colleagues


[bookmark: O_622340]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skill
	Description

	Learning
	Improves work performance using views and opinions of others, including based on advice and feedback from supervisor and colleagues

	Oral communication
	Obtains information by using listening and questioning techniques

	Numeracy
	Uses numerically-based controls on equipment

	Self-management
	Follows health and safety procedures in relation to assigned duties
Understands and completes main tasks and responsibilities within the boundaries of own role
Locates key information on organisational products and services
Interpret and follow different organisational procedures and work schedules

	Teamwork
	Works collaboratively with team when completing front of house tasks
Interacts with colleagues and the general public using appropriate language, tone and non-verbal behaviour
Liaise with other team members about service requirements
Listen and respond to diverse range of customer requests and complaints, asking questions to clarify and confirm

	Planning and organising
	Prepares for and completes front of house tasks in a logical sequence and completes tasks according to schedules
Prioritises work tasks in consultation with supervisor

	Initiative and enterprise
	Seeks expert assistance when problems arise

	Technology
	Uses different equipment for day-to-day work activities, including venue specific technology

	Problem-solving
	Identifies and solves routine problems in relation to own duties


Unit Mapping Information
Supersedes and is equivalent to CUAFOH201 Undertake routine front of house duties.
Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=1db201d9-4006-4430-839f-382ef6b803d5


[bookmark: _Toc40097960]Assessment Requirements for CUAFOH211 Undertake routine front of house duties
[bookmark: O_622344][bookmark: O_622345]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
organise and complete routine front of house duties on at least two occasions.
In the course of the above, the person must:
identify, plan and prioritise tasks according to timeframes
seek and act on feedback from supervisor about own job performance
follow health, safety and security protocols relating to assigned tasks
communicate with required personnel and the public according to organisational policies and procedures
work collaboratively as a team in completing tasks.
[bookmark: O_622346]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
organisational procedures in relation to own front of house duties that include interacting with the general public
industry-standard technology used in different front of house duties that include:
ticketing software
digital scanning
venue accessibility equipment
safety and security procedures in relation to front of house operations.
[bookmark: O_622347]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry. 
This includes access to:
live theatre performance venues
performances or events that require different front of house services.
[bookmark: O_622350]
Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=1db201d9-4006-4430-839f-382ef6b803d5


[bookmark: _Toc40097961]CUAFOH212 Usher patrons
[bookmark: O_622353][bookmark: O_622354]Application
This unit describes the performance outcomes, skills and knowledge required to process tickets or passes, and seat patrons for theatre performances, events and cinema sessions. It involves checking and processing tickets, seating patrons within the venue and monitoring the auditorium during and after the event.
The unit applies to those who work under broad supervision and are expected to act autonomously within established parameters as they take responsibility for monitoring patron movements in and out of auditoriums and assisting with special seating requirements.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_622357]Unit Sector
[bookmark: O_622358]Media and Entertainment Production – Front of House
Elements and Performance Criteria
	[bookmark: _Hlk34139074]ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Check and process tickets
	1.1 Check tickets for validity and seating location, and process according to organisational procedures
1.2 Take action should problems arise with tickets according to organisational procedures
1.3 Provide patrons with accurate auditorium information and information about special restrictions or requirements that apply
1.4 Refer security and other issues beyond own level of responsibility to required personnel according to organisational policies and procedures

	2. Seat patrons
	2.1 Encourage patrons to enter location according to public announcements
2.2 Manage queues so that patrons are seated efficiently and performances are not delayed
2.3 Monitor crowd movement and take required action to address problems
2.4 Check safety of patrons when directing or guiding them to seats
2.5 Manage seating problems and take remedial action according to individual level of responsibility and organisational procedures
2.6 Identify patrons with special needs and provide assistance to seat them at the most applicable time for the comfort and convenience of all patrons
2.7 Provide latecomers with accurate information on when they may be seated and assist them to their seats at the applicable time

	3. Monitor entry in and out of auditoriums
	3.1 Close auditorium doors in time for event and monitor state of doors according to organisational procedures and safety requirements
3.2 Assist patrons to exit and re-enter auditorium safely as required
3.3 Clear auditorium of patrons at the end of event according to safety requirements and regulations
3.4 Tidy and secure auditorium as required


[bookmark: O_622359]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skill
	Description

	Reading
	Interprets information on tickets or passes and documentation associated with front of house duties

	Oral Communication
	Provides information and explains requirements using clear language

	Numeracy
	Counts tickets and seats

	Teamwork
	Interacts with colleagues and general public in an appropriate and collaborative manner

	Planning and organising
	Adopts a logical and time-efficient approach to ushering duties
Facilitates the movement of queues and crowds by following scheduled times

	Initiative and enterprise
	Identifies ways to assist customers with special needs according to organisational policies and procedures
Identifies and deals with problems that arise when ushering patrons according to organisational policies and procedures


Unit Mapping Information
Supersedes and is equivalent to CUAFOH202 Usher patrons.
Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=1db201d9-4006-4430-839f-382ef6b803d5


[bookmark: _Toc40097962]Assessment Requirements for CUAFOH212 Usher patrons
[bookmark: O_622363][bookmark: O_622364]Performance Evidence
[bookmark: _Hlk34139143]The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
check and process tickets, seat patrons efficiently, and monitor entry for at least three performances or events.
In the course of the above, the person must:
identify and resolve seating problems as they arise
provide assistance to people with special seating needs
follow health, safety and security protocols relating to assigned tasks
communicate and interact with required personnel and the public according to organisational policies and procedures.
[bookmark: O_622365]Knowledge Evidence
[bookmark: _Hlk34139175]The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
procedures for:
ushering patrons
assisting people with special needs to and from their seats
late admissions 
security checks
facilities and services available to people with special needs
information on tickets or passes
layout of auditoriums in performance evidence
methods of crowd control
safety and security issues and regulations in relation to ushering patrons
industry-standard technology used in different front of house duties that include:
ticketing software
digital scanning
venue accessibility equipment
seating configuration of auditoriums and related pricing categories.
[bookmark: O_622366]Assessment Conditions
[bookmark: _Hlk34139185]Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry. 
This includes access to:
a live performance venue where ushers are required to direct patrons.
[bookmark: O_622369][bookmark: _Hlk34139190]
Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=1db201d9-4006-4430-839f-382ef6b803d5


[bookmark: _Toc40097963]CUAFOH311 Provide seating and ticketing services
[bookmark: O_622372][bookmark: O_622373]Application
This unit describes the performance outcomes, skills and knowledge required to provide advice on, and issue tickets or passes for events and productions in the screen, media, entertainment and events industry. It involves gaining knowledge of the venue, responding to different customer queries, issuing tickets and maintaining ticketing systems. 
The unit applies to those who use some discretion and judgement and operate under broad supervision within an established framework of plans and procedures.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_622376]Unit Sector
[bookmark: O_622377]Media and Entertainment Production – Front of House
Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Maintain knowledge of venue facilities and performances
	1.1 Identify and access different sources of current venue information
1.2 Confirm full understanding of venue seating and ticketing arrangements, including consideration of issues affecting customers with special needs
1.3 Record and store information for future use, according to organisational systems

	2. Respond to customer queries
	2.1 Provide accurate information to customers according to organisational policies and procedures 
2.2 Advise customers on nature of seating, including location and viewing details
2.3 Consider special requests and customers with special needs when selecting seats
2.4 Make applicable recommendations for alternative and future events as required
2.5 Provide accurate and clear advice on refund and exchange policies and procedures
2.6 Handle enquiries and sales according to organisational policies and procedures
2.7 Seek advice and assistance from colleagues as required

	3. Issue tickets
	3.1 Confirm required equipment and materials are available and operational before beginning ticket issue
3.2 Issue tickets and receipts according to organisational procedures and ticketing system
3.3 Check tickets before providing them to customers and reconfirm details with customers

	4. Maintain online booking systems
	4.1 Load performance session and venue seating data into ticketing software system
4.2 Monitor the currency of information about events and productions and update as required
4.3 Respond to queries received through online booking systems and refer issues beyond scope of own job role to required personnel 


[bookmark: O_622378][bookmark: _Hlk34139105]Foundation Skills
[bookmark: _Hlk34139277]This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skill
	Description

	Reading
	Interprets ticketing and venue information

	Writing
	Completes workplace documentation

	Oral communication
	Obtains information by listening and questioning
Provides information using clear language

	Numeracy
	Calculates number of seats
Advises on cost of tickets
Uses numerical features of electronic booking systems

	Self-management
	Understands and completes main tasks and responsibilities within the boundaries of own role
Handles peak periods of activity in a positive and enthusiastic manner

	Teamwork
	Uses language, tone and non-verbal behaviour applicable for interacting with the general public
Works collaboratively with those involved in front of house duties

	Planning and organising
	Adopts a methodical and logical approach to providing seating and ticketing services

	Initiative and enterprise
	Takes responsibility for making decisions in relation to routine and some non-routine customer requests

	Technology
	Uses computer-based ticketing systems
Accesses information on the internet relevant to work activities


Unit Mapping Information
Supersedes and is equivalent to CUAFOH301 Provide seating and ticketing services.
Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=1db201d9-4006-4430-839f-382ef6b803d5


[bookmark: _Toc40097964]Assessment Requirements for CUAFOH311 Provide seating and ticketing services
[bookmark: O_622382]Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
provide seating and ticketing services for at least two different performance or events.
In the course of the above, the candidate must:
provide accurate advice in response to customer requests that include:
seating
cost of ticket categories, including concessional rates and conditions of availability
start and finish times of events
facilities and services for customers with special needs
use a standard ticketing system to issue tickets 
interact in a helpful and positive manner with colleagues and members of the public.
[bookmark: O_622384]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
main features of ticketing systems used by venues and where information about venue facilities and ticketing systems can usually be found
types and styles of performances, sessions or events offered by venues
facilities and services typically available to people with special needs
organisational policies and procedures for providing seating and ticketing services for events
procedures and systems for determining availability of tickets 
safety and security issues and regulations in relation to providing seating and ticketing services for events
industry-standard technology used in different front of house duties that include:
ticketing software
digital scanning
venue accessibility equipment
typical payment, refund and exchange procedures.
[bookmark: O_622385]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry. 
This includes access to:
ticketing systems and venues where tickets can be issued.
[bookmark: O_622388]
Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=1db201d9-4006-4430-839f-382ef6b803d5


[bookmark: _Toc40097965]CUAFOH312 Monitor entry to venues
[bookmark: O_622391][bookmark: O_622392]Application
This unit describes the performance outcomes, skills and knowledge required to monitor entry to venues and report on crowd movements. It involves checking access identification when monitoring restricted areas, monitoring crowds entering the venue and checking the venue post-event. It does not cover specialist security activities performed by licensed security staff. Units covering security skills are found in CPP Property Services Training Package.
The unit applies to those who use some discretion and judgement and operate under broad supervision within an established framework of plans and procedures.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_622395]Unit Sector
[bookmark: O_622396]Media and Entertainment Production – Front of House
Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Monitor and maintain access to venues
	1.1 Check items associated with access to venues before customers arrive and confirm functionality
1.2 Control access to venue areas according to organisational procedures
1.3 Check areas regularly for safety and comfort of customers
1.4 Check identification and allow only authorised personnel to enter when monitoring restricted access areas
1.5 Restrict access to auditorium until clearance is obtained

	2. Monitor crowds
	2.1 Identify the maximum number of customers areas can accommodate
2.2 Control queues according to organisational policies and procedures
2.3 Monitor crowd size and confirm maximum numbers are not exceeded
2.4 Request customers surrender restricted items and confiscate them, if necessary, according to organisational policies and procedures
2.5 Identify issues promptly and take action to rectify and refer to required personnel
2.6 Monitor crowd behaviour and promptly report problems to required personnel
2.7 Communicate with colleagues and customers according to organisational policies and procedures

	3. Complete post-event procedures
	3.1 Complete post-event check of items associated with access to venues, and report faults or technical issues that need to be addressed prior to next event
3.2 Complete workplace documentation as required
3.3 Seek feedback on own work performance to identify areas for future improvement


[bookmark: O_622397]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skill
	Description

	Reading
	Checks personal identification information

	Oral communication
	Obtains information by listening and questioning
Provides information using clear language

	Numeracy
	Applies simple mathematical principles when estimating crowd numbers and area capacity

	Self-management
	Understands and completes main tasks and responsibilities, within the boundaries of own role
Completes own tasks within required timeframes and in a logical sequence
Follows standard procedures when responding to familiar problems

	Teamwork
	Uses polite, and where appropriate conciliatory, language, tone and non-verbal behaviour appropriate for interacting with the general public
Works collaboratively with those involved in front of house duties and any other applicable work areas

	Initiative and enterprise
	Takes action to report faults or technical issues
Seeks assistance when problems are beyond immediate responsibilities or experience
Identifies and reports any safety hazards and security issues


Unit Mapping Information
Supersedes and is equivalent to CUAFOH302 Monitor entry to venues.
Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=1db201d9-4006-4430-839f-382ef6b803d5


[bookmark: _Toc40097966]Assessment Requirements for CUAFOH312 Monitor entry to venues
[bookmark: O_622401][bookmark: O_622402]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
monitor entry to a venue by patrons on at least two occasions in line with venue procedures.
In the course of the above, the person must:
communicate with crowds in a polite and courteous manner and quickly resolve conflicts as they arise
comply with specific safety and security regulations and workplace standards and procedures
work effectively in a team environment.
[bookmark: O_622403]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
typical venue policies and procedures in relation to restricted items, and security and monitoring
work health and safety issues and regulations in relation to crowd control
protocols for contacting emergency or security services, including local contacts
industry-standard technology used in different front of house duties that include:
ticketing software
digital scanning
venue accessibility equipment
radios
typical formats for identification worn by those associated with performances, sessions or events.
[bookmark: O_622404]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry. 
This includes access to:
venues and events where monitoring a crowd for a commercially realistic period of time can occur.
[bookmark: O_622407]Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
Links
Companion Volume Implementation Guide is found on VETNet: https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=1db201d9-4006-4430-839f-382ef6b803d5

