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Grade Boundaries

What is a grade boundary?

A grade boundary is where we set the level of achievement required to obtain a
certain grade for the externally assessed unit. We set grade boundaries for each
grade (Distinction, Merit, Pass and Level 1 fall back).

Setting grade boundaries

When we set grade boundaries, we look at the performance of every learner who
took the assessment. When we can see the full picture of performance, our experts
are then able to decide where best to place the grade boundaries - this means that
they decide what the lowest possible mark should be for a particular grade.

When our experts set the grade boundaries, they make sure that learners receive
grades which reflect their ability. Awarding grade boundaries is conducted to ensure
learners achieve the grade they deserve to achieve, irrespective of variation in the
external assessment.

Variations in external assessments

Each test we set asks different questions and may assess different parts of the unit
content outlined in the specification. It would be unfair to learners if we set the same
grade boundaries for each test, because then it wouldn't take into account that a
test might be slightly easier or more difficult than any other.

Grade boundaries for this, and all other papers, can be found on the website on this
link:
http://www.edexcel.com/iwantto/Pages/grade-boundaries.aspx

Unit 1: Introducing the Hospitality Industry June 2018
Grade Unclassified Level 1 Levgl 2 TR
Pass Pass Merit Distinction
Boundary
Mark 0 8 18 28 39
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Introduction

This report has been written to help you understand how learners have performed
overall in the exam. For each question there is a brief analysis of learner responses.
You will also find examples of learner responses to the questions both well and
poorly answered. These should help to provide additional guidance.

We hope this will help you to prepare your learners for future examination series.

Introduction to the Overall Performance of the
Unit

This is the 9th paper taken by learners for this unit. Learners generally responded
well to the range of questions in the paper but there was an increase in questions
left blank than had been seen in previous years. Teachers are becoming more used
to the types of questions used and are, overall, preparing learners well.

Across a range of papers there are still elements of the specification that have not
been covered well or retained by some learners. In particular “purchasing cycle” and
“national minimum wage” respectively. Teachers are reminded that the entire
specification is in the range for this examination, so all learning aims must be taught.
Learners need to have studied each aspect of the unit before taking this paper.

There was a distinct difference between the learners who were able to respond to
the higher demand questions through giving points and then linking their answer to
the context of the question and those who could not. This is particularly important
where questions ask learners to “explain” and two marks are possible for each part
of the answer and learners only listed points. These questions made up a high
proportion of the marks for this paper.

It was noted that some learners did not comprehend the information in the
question. Their answers were a repeat of the question or previous questions, this
could not be credited. This was evident in part B of a question with and A and B part.

Learners still need to improve the way in which they write responses to the active
verb in questions. This could be seen in the responses given by learners when they
have been asked to explain but have only listed the point. This is particularly
important for learners to be able to do when questions ask for an expansion point.
Two or four marks have been lost in some questions by learners as they have listed
and not explained their answers. Centres should be encouraging learners to give
two different responses if required in a question and expand on both responses to
gain full marks at the higher demand questions. Across a range of papers there was
a mixed level of performance seen at pass and merit.



The extended answer question at the end of the paper was not answered well by
several learners. Many learners listed a response and did not expand on this
demonstrating their lack of knowledge and understanding of the unit content being
assessed. These learners could only be awarded from the lower band level in the
level based grid. Teachers should encourage learners to look at the level-based grid
in the mark scheme in preparation for these extension questions.

The best performance came from learners who had both breadth and depth of their
understanding of the subject within the unit.

Learners who had been prepared well for writing the long answer questions (giving
clear and detailed answers covering all sides of the argument or scenario) tended to
perform well on this paper.



Individual Questions

Q1 Targeted Specification Area: A1 - Public houses

This item was a short response question that asked learners to give two types of
public houses. It had a mixed response from learners, with the most incorrect
responses being types of businesses given and not types of public houses. The
correct responses awarded were managed, tenanted and a free house.

This response was awarded 0 marks

1 Aleased pub is one type of public house.

Give two other types of public houses.

1. ey oo\

This response was awarded 2 marks

1 Aleased pub is one type of public house.,

Give two other types of public houses.

. Free hhouvse

0 o1

(Total for Question 1 =2 mar )0

2 Monaged Yoo

(Total for Question 1 = 2 marks)



Q2 Targeted Specification Area: A3 - Tour operators

This item was a multiple-choice question that required the learners to identify two
services provided by tour operators to support the hospitality industry. This
required the same level of demand as previous multiple-choice items (requiring the
learners to recall a part of the specification).

In this case two responses were required with most learners giving two correct
response. The correct response was A- Advertising and E-Excursions.
This part of the specification has been tested before as a short-written response.

This response was awarded 2 marks.

2 |dentify two services provided by tour operators to support the hospitality industry.

B A Advertising 2 Qo2
BB B Licensing

Bl € Cleaning

El D Banking

E Excursions

(Total for Question 2=2 marksg

This response was awarded 1 mark.

2 |dentify two services provided by tour operators to support the hospitality industry.

B A Advertising I Qo2
E3 B Licensing
Bl € Cleaning
B D Banking
&1 E Excursions

(Total for Question 2 =2 marksE



Q3 Targeted Specification Area: B1 - Suppliers

This item was a multiple-choice question that required the learners to know types
of suppliers to the hospitality industry. This required the same level of demand as
previous multiple-choice items (requiring the learners to recall a part of the
specification).

In this case two responses were required with most learners giving two correct
response. The correct response was A- Specialised and E-Wholesale. This part of
the specification has been tested before as a short-written response.

This response was awarded 2 marks.

3 Which two are types of supplier to the hospitality industry? 2 Q03
B A Specialised

B Corporate

C Leisure

D Financial

E O B @3

E Wholesale

(Total for Question 3 =2 mnrkE

This response was awarded 1 mark.

3 Which two are types of supplier to the hospitality industry? 1 Q03
A Specialised

B Corporate

C Leisure

D Financial

HEEE DD O

E Wholesale

(Total for Question 3 = _z__mark_E




Q4

Targeted Specification Area: A1 - Events

This item was a multiple-choice question that required the learners to identify two
types of event in the hospitality industry. This required the same level of demand as
previous multiple-choice items (requiring the learners to recall a part of the
specification).

In this case two responses were required with most learners giving one correct
response. The correct response was A- Conference and D-Function. This part of the
specification has been tested before as a short-written response.

This response was awarded 2 marks.

4 |dentify two types of event in the hospitality industry.

B R OB

A
B
C
D
E

Conference
Stadium
Ticketing
Function

Utilities

2 Qo4

(Total for Question 4 = 2 mark

This response was awarded 0 marks.

4 |dentify two types of event in the hospitality industry.

BN 0 N
m o Nn @

A

Conference
Stadium
Ticketing
Function

Utilities

(Total for Question 4 = 2 mar

0 Qo4




Q5a Targeted Specification Area: B1 - Recruitment/Staffing agencies

This item was a short response question that asked students to state the type of
business that helps the hospitality industry to find staff. Most learners responded
well to the question. This question has been asked in previous papers in the same
format. The correct responses were recruitment/ staffing agencies.

This response was awarded 1 mark.

5 (a) Surjit needs to find staff for her hotel.

State the type of business that helps the hospitality industry to find staff.

(1)1 QO05a
This response was awarded 0 marks.
5 (a) Surjit needs to find staff for her hotel.
State the type of business that helps the hospitality industry to find staff.
10 Qosa

A,Q\Vﬁf t\S_.\ﬂ@,,o(\,,.A,MY)S\.M._ Suth ol Sacad . meia. or
oo, Sires.



Q5b Targeted Specification Area: B1 - Induction

With this question there was a mixed response seen with most students gaining at
least one mark. The responses awarded were for demonstrations, shadowing, use
of buddy systems, classroom instruction, handbooks and inductions.

Overall this question was answered very well with most learners achieving at least
one mark.

This response was awarded 2 marks.

) vy ’ v v
(b) Give two training methods that Surjit could use to train her staff.
(2 7

_Job  Shaulp fm}\g Ae an expernenced
ﬂ{J?,NLQQ/ of Sta " mald SO IRt A o o
LT rawming. Conrsl , 70 3/)@("@&/1&?, and., mmm

(/\c/j S N wcu/fe/

(Total for Question 5 = 3 marks)

This response was awarded 0 marks.

(b) Give two training methods that Surjit could use to train her staff.
20 Qosb

, knowhak (5 a the fo

,,,,, i % Wl Con Sl
\XQ%S @QW%EOM boad

(Total for Question 5 = 3 ma IO




Qe6a Targeted Specification Area: B1 - The purchasing cycle - statement

This question was written to test the learners understanding of the purchasing cycle.
Through student response it was evident that this part of the specification has not
tested well as most learners did not achieve the mark.

This question is a Level 1 recall question and has been tested in previous papers.
Students were required to name the document in the purchasing cycle that is used
to inform customers of any outstanding balance on their account. The correct
response was a statement.

This response was awarded 1 mark.

6 (a) Name the document in the purchasing cycle that is used to inform customers of
any outstanding balance on their account.
(11 Qosa
Kalewent
This response was awarded 0 marks.
6 (a) Name the document in the purchasing cycle that is used to inform customers of
any outstanding balance on their account.
10 Quéa |

Credtk Note

10



Q6b Targeted Specification Area: B1 - The purchasing cycle - purchase

This question followed on from 6a testing the purchasing cycle but most learners
did not achieve marks on this question.

The students were asked to give two examples of information that should be
included in a purchase specification for food commodities. Correct responses seen
were for quantity, packaging, weight and delivery temperature. The incorrect
responses seen included allergies, vegan, food intolerances, price and date. These
responses were not awarded marked as they are incorrect and not included on a
purchase specification.

This response was awarded 2 marks.

(b) Give two examples of information that should be included on a purchase
specification for food commaodities.

1oodemputture of  dhe ver VERAC  the (o taveled

_(Total for Question 6 = 3 marks) [ 27

This response was awarded 0 marks.

(b) Give two examples of information that should be included on a purchase
specification for food commodities.
2) 0 Qoeb

L PreCe  OF . £000S .

,dake on_foods.

(Total for Question6=3 marks[ O
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Q7a Targeted Specification Area: B1 - Maintaining standards at staff
level - professional behaviour

This question tested positively with students with a high number gaining the
available mark.

Students were asked to give one-way staff can demonstrate high standards of
professionalism. The question has been asked in several previous papers in
various forms. The most common response seen was appropriate or clean
clothing, professional behaviour with customers and following the dress code.

Coming incorrect responses seen were linked to testing staff and inspections of
staff. Marks were not awarded for these responses as it is not a demonstration of
high standards of professionalism.

This response was awarded 1 mark.

7 (a) Give one way staff can demonstrate high standards of professionalism.
(1) 1 Q07a

Deesged  In. . cortrex ownd [oNsielicTolaleV R
RO S N« T oo

This response was awarded 0 marks.

7 (a) Give one way staff can demonstrate high standards of professionalism.

10 Qo7a
GQ OO YRS NN —the_ resturoan

and Sk . Nigh Standord. pegph.
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Q7b Targeted Specification Area: B1 - Controlling staff - monitoring
performance

This question was responded to in a very positive manner, with a high number of
students gaining one mark. This question has been tested in the same format in
previous papers. The learners were asked to give way one way the owner of the
hospitality business can monitor that staff are maintaining professional standards.

Correct responses seen were observations, mystery customers, customer reviews
and random checks.

Incorrect responses seen were watching staff on the CCTV systems. As this is not
correct, and not a way business would monitor staff maintaining professional

standards, no marks were awarded.

This response was awarded 1 mark.

(b) Give one way the owner of a hospitality business can monitor that staff are
maintaining professional standards.

by Gsking e codomss [ coviens.

m1 Qo7

(Total for Question 7 = 2 marks )2

This response was awarded 0 marks.

> @ o
(b) Give one way the owner of a hospitality business can monitor that staff are
maintaining professional standards.

(10 Qo7

(Total for Question 7 = 2 markslT

13



Q8 Targeted Specification Area: B1 - Factors that impact on
gross profit - poor stock control

This question performed strongly as a high number of students were able to explain
the point and achieve the mark available.

Strong responses indicated this area of the specification had been taught in depth.
This topic has been tested in previous papers. Students were asked to explain one
reason why stock control can impact on the gross profit of a hospitality business.

Where incorrect responses were did it was evident that the learners did not
understand how stock control can impact a business’ gross profit. Incorrect
responses tended to focus on the impact it would have on customers as opposed to
the business.

This response was awarded 2 marks.

8 Explain one reason why stock control can impact on the gross profit of a 26)8
hospitality business.

©Yow Ouy . Ap wWaulh
RS
..... \&N\\lg

(Total for Question 8 = 2 mark$)2

This response was awarded 0 marks.

8 Explain one reason why stock control can impact on the gross profit of a 0 Qo8
hospitality business.

e DOEW e Coud . poYenylle, | yse jnecder
" -

e xmm..,.x.&,.,,,,.muu\ds. Or cxHy. Compared™

MmN conld . owe. SomesnNe  fkod

o POSOMOy MR ol feglecy bad s on

o Yo Duidness feparoren i weatd hdve aun
\W“\ @CV on ‘Q k‘\' (Total for Question 8 = 2 mark:;)O
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Q9 Targeted Specification Area: C1 - Annual increase in the minimum wage

This question preformed lower than the expected standard and indicated students
did not understand this area of the specification. This topic has been tested
previously in the same format.

Students were asked to give two advantages for the company of paying staff the
minimum wage. The correct response seen were linked to complying with the law
and the staff motivation.

Incorrect responses seen focused on the business being able to save money by
paying the national minimum wage or the business not having to pay staff at all.
Through these responses it was evident that some learners did not understand what
the national minimum wage is.

This response was awarded 2 marks.

9 Hospitality businesses have to pay the National Minimum Wage.

Give two advantages for the company of paying staff the National Minimum Wage,
1 %mﬁp L Con . Complasn . oloooy mv:fjbbw .
2. Compt,smuj LAy ’(\n If: GSlahon. S uHﬂe‘ﬁ cen\lnor

__(Total for Question 9 =2 marks) "~

This response was awarded 0 marks.

9 Hospitality businesses have to pay the National Minimum Wage. 0 Q09

Give two advantages for the company of paying staff the National Minimum Wage.
1 T bweaness. . Qe Keew S B S ST E—

o MeFade. Saci e,
2 Can M ONACe SeS§S.

(Total for Question 9 = 2 markE

15



Q10a Targeted Specification Area: C1 - Ethical issues - Reducing
carbon footprint

This was the first question in the paper where students had to give an extended
answer to achieve marks, and learners responded well to this question achieving
at least one mark. Students were asked to explain one disadvantage of using only
locally produced food.

Many students were able to list responses, however only a small number of
students explained their response to achieve 2 marks. The most common

response awarded was for lack of variety and price.

Where students did not achieve any marks it was evident that they focused on
‘carbon footprint’ was and the financial/advertisement advantages.

This response was awarded 2 marks.

-

10 (a) A restaurant wants to use only locally produced food on its menu to help reduce
its carbon footprint. T

@o«o disadvantage of using only locally produced food.
(2)
_Them  Podue /motsiads Wil be  Usvally

_flore_evpensie B Lol Sude pells
M&A/deu@tﬁdfr&wiwbtaﬁ

This response was awarded 0 marks.

10 (a) A restaurant wants to use only locally produced food on its menu to help reduce
its carbon footprint.

Explain one disadvantage of using only locally produced food.
20 Q10a

K eduea @mu CoxXoon oot OXoNd
W Qﬁwexteem \0DS of adveckS
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Q 10b Targeted Specification Area: C1 - Ethical issues - Reducing carbon
footprint

This question did not perform as expected at students tended to response to Q10a
and not this question.

This question, and topical subject area, has been asked in previous papers- and
when it was tested it was answered well. Common correct response were awarded
marked for ‘growing their own fruit and vegetables and having a seasonal menu.’

Where learners did not achieve marks responses tended to focus more on reducing
its carbon footprint rather that how the restaurant could offer a varied menu. Marks
were not awarded as students did not address a varied menu.

This response was awarded 2 marks.

(b) Explain one other way the restaurant could offer a varied menu, while still
reducing its carbon footprint.
(2)

Croana ool o Drped & tood
.%‘\/CV\%O\A. o LD %m ‘(.«(\,\"*CS CA

el s SO Onle camn vv\pd(Q QAN msw
W8 W@*DQOQ & carben fectpont.

(Total for Question 10 = 4 marks)

This response was awarded 0 marks.

(b) Explain one other way the restaurant could offer a varied menu, while still
reducing its carbon footprint.
(2)

om\j .b\\sd}mj. AL 0L O 80:3:9\ e

= ... WSt gead. |

(Total for Question 10 = 4 marks)
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QN Targeted Specification Area: C1 - Ethical issues - animal welfare

This question did not perform as expected as students were awarded 0 or 1 marks;
few students were awarded the full two marks.

There was a difference between the responses seen from the students who
understood the topic and those who did not; this topic has been tested in a
number of previous papers.

Students were asked to explain one-way ethical animal welfare can be promoted in
the hospitality business.

Responses that were awarded marks were for free range eggs and the red tractor
logo used on packaging. Within these responses students were able to explain
their point

Where students did not achieve marks their responses focused more on not killing
animals, handing out animal welfare leaflets to customers and becoming a

vegeta rian restaurant.

This response was awarded 2 marks.

11 Jayne owns a bistro and believes in promoting ethical animal welfare.

Explain one way that Jayne can promote ethical animal welfare in her business.

DA% wey (S by Wity apitalprdults thak COme
‘_’gﬂf"\ £le wgfl AAM LS TS 1S Seavse flee f&ﬂﬂ
St ate £t ebhitatiy as t!a? top foam
Agnnd Lke tmﬂv would 10 mmbj WJ af Ay k Crmmpd
togrkhtn (Total for Question 11 = 2 marks)

This response was awarded 0 marks.

11 Jayne owns a bistro and believes in promoting ethical animal welfare.

Explain one way that Jayne can promote ethical animal welfare in her business.

Yo coumlel  wnde Sig S aae(
[OStersS  arovak e, 6uS
ts Proroto elhical A qa(

N R s

(Total for Question 11 = 2 marks)
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Q12 Targeted Specification Area: C1 - Development of new
products/services

This question performed as expected with most students gaining at least two
marks. The topic has been asked in previous papers in a similar format. This is the
first question in the paper where the learners had to explain two reasons to gain
four marks, lifting the cognitive ability of the question.

The question asked students to explain ways a sandwich bar menu can be adapted
to meet the needs of customers looking for healthy options, whilst still providing a
traditional sandwich service.

Most learners gave two responses with some learners explain these responses to
gain four marks. It is important to ensure learners fully understand two separate
points must be explained to gain full marks.

Where learners did not achieve full marks it was due to repeated responses in the
second point.

This response was awarded 4 marks.

12 Carlos runs a traditional sandwich bar. Many of his customers have recently asked him
for healthier choices.

Explain two ways Carlos can adapt his menu to meet the needs of customers looking
for healthy options, whilst still providing a traditional sandwich service.

1. he. San. . . change . nis _bfead TO. . A . healtnies
beead. . SOCh QS . kroln . oread.  Quii . whist
LSl Keephg. The inSydes. . the. . same.  whch

weu(ad Rep. The TradirTional TasTe.

2.Carles. .  covld. offel a.  aide. disn. NExXT.To. . The
sana.wiSh which. Seoted  would.. CoNTain. Yelerantes
A .healtniy LRTION. SVEh. . . . aS. G froit poT. of. o
satad.

(Total for Question 12 = 4 marks)
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This response was awarded 2 marks.

12 Carlos runs a traditional sandwich bar. Many of his customers have recently asked him 2 Q12
for healthier choices.

Explain two ways Carlos can adapt his menu to meet the needs of customers looking
for healthy options, whilst still providing a traditional sandwich service.

.Q..pmom.s +<:> h\> ONENY.... (Iw
healfhiev cx\mce,s O pm mdsﬁ;
I U e - O (e W ‘e;i Q%ﬁv heatthe v
oprions. Ok O xealce Pvice
Ao encaaae . hean (Y eoy
o move_c,u&om
(Totllforouuﬁon12-4mrklz

This response was awarded 0 marks.

12 Carlos runs a traditional sandwich bar. Many of his customers have recently asked him () Q12
for healthier choices.

Explain two ways Carlos can adapt his menu to meet the needs of customers looking
for healthy options, whilst still providing a traditional sandwich service.

A YO eNSUrR . Yo Csromess WUY
Ahay ¥ \fmﬁnﬁxbheo-\k‘w:\) e
(Total for Question 12 = 4 mark{)()
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Q13a Targeted Specification Area: C1 - Innovative marketing -
internet

This question performed as expected with most students gaining full marks for their
responses. This topic has been tested in previous papers and is understood by
students who have shown understanding in their responses.

Correct responses were awarded marked for ‘a websites, email, and social media’

Incorrect responses seen focused on offline forms of promotion such as posters and
word of mouth.

This response was awarded 2 marks.

13 (a) Give two ways the owners of the Hill Hotel could use the internet to promote the
refurbished hotel.
(2)2 Ql3a

1o %6'3“{3‘%‘%5\5 ........... PP NPTU I SO\ . C S~ N
B SEIVE SN SUIIMNS A C XN YO RN -
2. Nl vy V- Oy S5 B N G DS S

&e\\r\&\ Q.SK\&N\ ....... SO N A5 Sea . Videa S\MTB

SIS

This response was awarded 1 mark.

13 (a) Give two ways the owners of the Hill Hotel could use the internet to promote the
refurbished hotel.

21 Qi3a

' mw exﬁfm agh

Customers - .
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Q13b Targeted Specification Area: C1 - Innovative marketing - internet

This question performed as expected as the tested topic is well understood by
students. It is a follow-on question from 13a and the topic has been tested in
previous papers.

Students had to explain one advantage of using the internet to promote the hotel.
Students were able to provide the link between the number of people the internet
can reach and the constant availability of the internet as it is always open.

Students who did not gain full marks for this question did not explain their response,
often only stating a point.

This response was awarded 2 marks.

(b) Explain one advantage of using the internet to promote the hotel.
(2)

______ Bo M%‘f}& RO VAU U< SR - SUR = 7 a_x.%%
..... e S kS o IR

méﬂumnwet%wbme.

(Total for Question 13 = 4 marks)

This response was awarded 0 marks.

(b) Explain one advantage of using the internet to promote the hotel.
(2)

Mouw Can Stay bhere You Canc.
haye Seoncone dewYou Se oM@ [oa

T
B A N
N e . SR

(Total for Question 13 = 4 marks)
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Q14 Targeted Specification Area: C1 - The labour market

This question did not perform as expected as few students gained marks. Students
had to explain two ways the hotel could offer incentives to attract staff.

A high number of student responses’ were not awarded marks as they were a
repeat of the previous question that focused on the internet to promote the hotel.
As a result marks could not be awarded as the question was not aimed at
promoting the hotel to customers.

Where students were awarded marked they were able to explain two separate
incentives focusing on increased pay, travel assistance and accommodation
packages.

This response was awarded 4 marks.

14 The hotel wants to employ well-trained and experienced staff. As the hotel is in
a rural area, it will need to attract staff from outside the locality.

Explain two ways the hotel could offer incentives to attract staff.
.Thedy hoTel could  ofeec TO. pay forc  The
| BTREES. . TCANSROCT. . aNC. ThRy. L. . B& . ..

SEMNING. . €00M. QU SdEe TNR  (0COATARS woi
2. The narel could OffFer oracwmetrtS mmS. 0.
LT he  Stafe To STaM i~ for perods. et T me

a~C  have . chem fre’ of charges

(Total for Question 14 = 4 marks)
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This response was awarded 2 marks.

14 The hotel wants to employ well-trained and experienced staff. As the hotel is in
a rural area, it will need to attract staff from outside the locality.

?In two ways the hotel could offer incentives to attract staff.

_Cayd... \'\QY?

(Total for Question 14 = 4 marks)

i Atavelia \Vj
- Cosis 4o b Hde . ood Eﬁam

This response was awarded 0 marks.

14 The hotel wants to employ well-trained and experienced staff. As the hotel is in
a rural area, it will need to attract staff from outside the locality.

Explain two ways the hotel could offer Incentlves to attract staff.

[y
RV e

(Total for Question 14 = 4 marks)
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Q15 Targeted Specification Area: B1 - Maintaining standards at
business level - customer service standards

The topic has been asked previously in the same format- but did not test as
expected. Student responses showed little understanding of the topic being
tested-“customer service standards”.

This question asked students to explain two ways revised customer service
standards can help the owners of the hotel attract customers and win their loyalty.

Correct responses seen were linked to meeting target customer needs resulting in
meeting customer expectations or staff being aware of the required service
standard, resulting in fewer complaints and better customer satisfaction.

Where learners did not achieve marks the responses focused more on aspects like
opening for longer hours and ‘giving the customers what they want’, rather than
the service standards themselves.

This response was awarded 4 marks.

15 The refurbishment of the hotel has given the owners a chance to review their
standards and procedures.

They have decided to rewrite their customer service standards.

Explain two ways in which the revised customer service standards can help the 4 Ql15
owners of the hotel attract customers and win their loyalty.
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This response was awarded 2 marks.

15 The refurbishment of the hotel has given the owners a chance to review their
standards and procedures.

They have decided to rewrite their customer service standards.

Explain two ways in which the revised customer service standards can help the
owners of the hotel attract customers and win their loyalty.
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This response was awarded 0 marks.

15 The refurbishment of the hotel has given the owners a chance to review their
standards and procedures.

They have decided to rewrite their customer service standards.

Explain two ways in which the revised customer service standards can help the
owners of the hotel attract customers and win their loyalty.
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Q16 Targeted Specification Area: C1 - Factors determining success in
the hospitality industry - price & quality

As this was the final question on the paper it performed as expected with a wide
variety of responses and marks awarded, as many students wrote an extended
response to the question.

There were, overall, fewer blank responses seen than in previous years which
indicates the work undertaken by centers to prepare students for their exams.

For this question students had to discuss how focusing on the quality of products
can help the restaurant to be successful.

Where students were able to achieve marks, more so in the 4+ mark range, was
due to discussing the details and providing examples to support the points made.

The most comment awarded responses were when learners discussed in details
and gave a range of examples to support points made. Students who provided a
conclusion, or summary, of their discussion were able to achieve marks in the 6+
range.

Students who did not achieve more than 3 marks did so due to their limited
responses, often stating points without examples or not linking them to the
discussion.
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This response was awarded 6 marks.

Please note the responses continues on the next page.

16 There are a number of factors that determine success in the hospitality industry,
including the quality of the products used.

The owners of a boutique restaurant want to focus on having the best quality
products and services in their local area.

Discuss how focusing on the quality of products can help the restaurant to

be successful.
(8)
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This response was awarded 4 marks.

16 There are a number of factors that determine success in the hospitality industry,
including the quality of the products used.

The owners of a boutique restaurant want to focus on having the best quality
products and services in their local area,

Discuss how focusing on the quality of products can help the restaurant to
be successful.
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This response was awarded 2 marks.

16 There are a number of factors that determine success in the hospitality industry,
including the quality of the products used.

The owners of a boutique restaurant want to focus on having the best quality
products and services in their local area.

Discuss how focusing on the quality of products can help the restaurant to
be successful.
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This response was awarded 0 marks.

16 There are a number of factors that determine success in the hospitality industry,
including the quality of the products used.

The owners of a boutique restaurant want to focus on having the best quality
products and services in their local area.

Discuss how focusing on the quality of products can help the restaurant to
be successful,
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Summary

In preparing for this external assessment, the following should be noted.
Learners should:

. Be aware that the whole specification for this unit can be covered by this exam. All
learning aims and unit content need to be taught.

. Understand the command verb and know by the marks allocated that the word “explain”
and “discuss” means the answer has to be expanded in some detail.

. Read the question carefully and do not repeat the question in the response as marks
cannot be awarded for this.

. Understand the focus of the question and answer according to the context i.e. should it
be answered from a staff point of view or customer, is it a negative response that is required
or a positive response.

. Learners should be encouraged to respond to the extended answer questions and note
down the information they know, even if they cannot construct an extended writing answer.
This could be given in the form of a list if extended writing is not feasible.

. This paper is allocated 15 minutes’ additional time for reading the questions, scenarios
and contexts thoroughly before attempting to answer questions. Effective time management
and the use of practice papers under exam conditions will support learners to improve exam
technique.

. Learners should be encouraged to write within the correct area for each question to

ensure the examiner fully has access to the responses and the context they are written.
Learners should encouraged to ask for extra paper if required to write their responses fully.
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