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1 (a) Write down the industry each outlet is linked to. 

OUTLET INDUSTRY

Museum 1. _____________________________ [1]

Ferry 1. _____________________________ [1]

Hospital Coffee Kiosk 1. _____________________________ [1]

Student Canteen 1. _____________________________ [1]

 (b) Write down two types of external customers using a hotel.

1.  ___________________________________________________ [1]

2.  ___________________________________________________ [1]

 (c) Explain the term internal customers.

 _______________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

2 RIDDOR states that employers must report all accidents that take place in 
the workplace. 

 
 Explain why employers must carry out this procedure.

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  ________________________________________________________ [2]



3 [Turn over9380

Examiner Only
 Marks Remark

3 (a) Write down two departments a porter would work closely with.

1.  ___________________________________________________ [1]

2.  ___________________________________________________ [1]

 (b) Explain three duties a porter may carry out daily.

1. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

2. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

3. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

 (c) A porter should have excellent verbal communication skills. 

  Explain two ways a porter could demonstrate this. 

1. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

2. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]
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4 Describe two ways a receptionist could communicate with a guest who 
has a hearing impairment.

1.  ________________________________________________________

  __________________________________________________________

  __________________________________________________________

  ________________________________________________________ [2]

2.  ________________________________________________________

  __________________________________________________________

  __________________________________________________________

  ________________________________________________________ [2]

5 Explain two benefits to a hotel of using an email system.

1.  ________________________________________________________

  __________________________________________________________

  __________________________________________________________

  ________________________________________________________ [2]

2.  ________________________________________________________

  __________________________________________________________

  __________________________________________________________

  ________________________________________________________ [2]
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6 Room service is available for guests in most hotels.  

 (a) Explain three ways room service can benefit the hotel.

1. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

2. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

3. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

    (b) Explain two advantages for a guest using room service.

1.  _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

2.  _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]
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7 Presenting a positive image is very important in the hospitality industry.  

 (a) Write down four ways a coffee shop may create a positive image.

1.  ___________________________________________________ [1]

2.  ___________________________________________________ [1]

3.  ___________________________________________________ [1]

4.  ___________________________________________________ [1]

 (b) Explain three benefits to a hotel of presenting a positive image.

1.  _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

2.  _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

3.  _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]
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8 (a) Write down four common food allergies/intolerances.

1.  ___________________________________________________ [1]

2.  ___________________________________________________ [1]

3.  ___________________________________________________ [1]

4.  ___________________________________________________ [1]

 (b) Explain Anaphylactic shock.

 _______________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

 (c) A bistro has changed its menu to include healthier options.

  Explain three ways this action will benefit the business. 

1. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

2. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]

3. _____________________________________________________

 _______________________________________________________

 _______________________________________________________

 _____________________________________________________ [2]
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9 A head chef is responsible for health and safety in the kitchen.

 Discuss a range of health and safety measures a head chef could 
implement to ensure high standards are maintained.

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________
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[Turn over

  __________________________________________________________

  __________________________________________________________
 
  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  ________________________________________________________ [9]
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10 Training is essential in the hospitality industry to ensure staff have the 
skills and knowledge to work in a professional way. 

 Evaluate on-job training.

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________
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  __________________________________________________________
 
  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  __________________________________________________________

  ________________________________________________________ [9]



THIS IS THE END OF THE QUESTION PAPER









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.

9380/4


