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1	 (a)	 Write down five ways a hotel bedroom will be adapted to meet the needs of a 
wheelchair user.

1. _____________________________________________________________  [1]

2. _____________________________________________________________  [1]

3. _____________________________________________________________  [1]

4. _____________________________________________________________  [1]

5. _____________________________________________________________  [1]

	 (b)	 Explain three ways a concierge could help to meet the needs of a tourist.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

3. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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2	 (a)	 Write down four complimentary services a guest could expect to make use of in 
a 4-star hotel.

1. _____________________________________________________________  [1]

2. _____________________________________________________________  [1]

3. _____________________________________________________________  [1]

4. _____________________________________________________________  [1]

	 (b)	 Describe two actions a room attendant should take on finding an item of lost 
property in a hotel bedroom.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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	 (c)	 Explain two advantages to a workplace providing a self-service canteen.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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3	 Some hotels provide leisure facilities for guests to enjoy.

	 (a)	 Identify and explain three ways the manager could ensure high standards within 
the leisure facilities. 

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

3. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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	 (b)	 Explain three different ways a new chain of fast food outlets could present a 
corporate image. 

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

3. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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	 A restaurant has received a negative review on a social media site.

	 (c)	 Explain two ways the manager could respond to ensure a positive outcome for 
the restaurant.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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4	 A new General Manager has been appointed in a residential home.

	 (a)	 Explain how the following methods of communication could be used by the 
manager to introduce themselves.

Written

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

Verbal

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

ICT

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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	 Body language is used to convey information without speaking.

	 (b)	 Explain three ways a hotel receptionist could use positive body language when 
dealing with guests. 

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

3. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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5	 (a)	 Write down three promotional activities a restaurant may use.

1. _____________________________________________________________  [1]

2. _____________________________________________________________  [1]

3. _____________________________________________________________  [1]

	 (b)	 Describe an effective method of marketing for a cafe.

__________________________________________________________________

__________________________________________________________________  

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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The quality of your written communication will be assessed in this question.

6	 Evaluate the importance of customer care provision in a new hotel.

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________
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_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 	

_____________________________________________________________________

_____________________________________________________________________

__________________________________________________________________  [9]



*16GPT2114*

*16GPT2114*

13672.05 R

THIS IS THE END OF THE QUESTION PAPER

BLANK PAGE

DO NOT WRITE ON THIS PAGE



*16GPT2115*

*16GPT2115*

13672.05 R

BLANK PAGE

DO NOT WRITE ON THIS PAGE



Permission to reproduce all copyright material has been applied for.
In some cases, efforts to contact copyright holders may have been unsuccessful and CCEA
will be happy to rectify any omissions of acknowledgement in future if notified.

Examiner Number

For Examiner’s
use only

Question
Number Marks

  1
  2
  3
  4
  5
  6

Total
Marks

*16GPT2116*

*16GPT2116*

DO NOT WRITE ON THIS PAGE

13672.05 R


