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1	 (a)	 Write down six products a guest may find in a 4-star hotel bathroom.

1. _____________________________________________________________  [1]

2. _____________________________________________________________  [1]

3. _____________________________________________________________  [1]

4. _____________________________________________________________  [1]

5. _____________________________________________________________  [1]

6. _____________________________________________________________  [1]

	 (b)	 Explain three ways the General Manager of a hotel could ensure the needs of a 
VIP (Very Important Person) guest are met.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

3. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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	 (c)	 Explain two reasons why it is important that a hospitality business keeps a 
complaints log.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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2	 (a)	 Write down four pieces of information a waiter may give to a customer when 
ordering a meal in a restaurant.

1. _____________________________________________________________  [1]

2. _____________________________________________________________  [1]

3. _____________________________________________________________  [1]

4. _____________________________________________________________  [1]

	 (b)	 Explain three ways a hotel may use ICT to communicate effectively with staff 
and guests.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

3. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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	 (c)	 Describe the term customer comment cards.

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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3	 (a)	 Write down four ways a restaurant could encourage guests to dine early. 

1. _____________________________________________________________  [1]

2. _____________________________________________________________  [1]

3. _____________________________________________________________  [1]

4. _____________________________________________________________  [1]

	 (b)	 Describe two ways a local fast food outlet can advertise.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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4	 (a)	 Explain three ways good quality customer care may impact on a 
hospitality business.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

3. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

	 (b)	 Describe counter service in a coffee shop.

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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5	 (a)	 An international sports team has arrived for a weekend conference in a hotel.

		  Explain three ways the hotel may meet the needs of the team during their stay.

1. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

2. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

3. ________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]
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	 (b)	 Explain how a restaurant can promote a positive image through the:

Appearance of staff

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

Attitude of staff to customers

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

_______________________________________________________________  [2]

Standard of facilities

__________________________________________________________________

__________________________________________________________________

__________________________________________________________________

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

6	 The Restaurant Manager in a 5-star hotel restaurant has asked waiting staff to 
increase guest spending.

	 Discuss a range of selling opportunities waiting staff may use.

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________
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_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 	

_____________________________________________________________________

__________________________________________________________________  [9]
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