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Answer all questions.

Write your answers in the spaces provided in this booklet.

If you run out of space, use the continuation pages at the back of the booklet, taking care to
number the question(s) correctly.

INFORMATION FOR CANDIDATES

The number of marks is given in brackets at the end of each question or part-question.
The total mark is 80.
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1.

Answer all questions.

Environmental issues are important in the Hospitality and Catering Industry.

(a) What ismeant by the3‘R’s? [3]
(1) oo e
(1) e e
(1) e
(b) Tick (V) the box next to each statement to show which would help protect the
environment. [3]

Yes No

(1) Individual soaps in bathrooms.

(i) Clean towels everyday.

(1) Re-fillable shampoo bottles in guest bathrooms.

(c) State two other ways in which a hotel can show that it is environmentally friendly. [2]

(4742-01)

Examiner
only




2.  Good communication is vital to the successful running of a hotel.

(a) Name two types of communication that hotel staff can use. 2]

() o
() oo

(b) State three skills needed by staff in order to communicate effectively. [3]
(1) oo

(c) State three benefits of ‘face-to-face’ communication when dealing with customers.  [3]

() o

3. (a) Give three reasons why customer care is important. [3]

) o

(b) State two ways in which a hotel can measure customer satisfaction. [2]

() o
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4.

Portion control and costing are important in achieving a profit in a hotel restaurant.

(a) Suggest four ways a chef could achieve accurate portion control. [4]

() o

(b) Explain the factors that need to be considered when calculating the selling prices of
dishes. [6]
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5.

The Hospitality Industry offers a range of services.

(a)

(b)

Identify three types of services that could be offered.

() o

)

Discuss the types of food service that a conference centre could provide for a full day

business meeting.
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6. The standard of accommodation is important to guests.

(a) Name two systems other than star ratings used by the Hospitality Industry to indicate

standard of accommodation. [2]
(1) e
(1) e
(b)  Describe the facilities of a 2 star hotel. [4]
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The Rosette symbol is used to indicate the consistent quality of food provided within the
industry.

(¢) Explain why the Rosette award scheme is important to the chef, the establishment and
the customers. [6]

The Olympic Games are being held in London this year. Visitors to the games who stay in
4 star hotels will get to know the ‘front of house’ team.

(a) State three ‘front of house’ job roles. [3]

(@742-01) Turn over.
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(b)  Discuss why a hotel receptionist needs to have a smart appearance. [3]

(c) Assess how the role of the ‘front of house’ team can ensure that customers have a
pleasant and enjoyable stay. [8]
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8. A banquet in aid of charity is being held at a local stately home.

Assess the importance of the role of the Banqueting Manager in the planning, preparation
and delivery of the event. [12]
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