
 7

 

 (d) Look at the picture below. 
 

 

  

 
© Mike Devlin / Science Photo Library Hospital / Science Photo Library                
 

 

  Sam has splashed hot oil on his arm when he was deep frying fish, resulting in a 
severe burn. 
 

 

  Explain the procedure for treating this type of injury.  

   
 
 
 
 
 
 
 
 
 
 
  

   
_________________________________________________________________ 
 
_________________________________________________________________ [4] 

    
 (e) Write down three items that you would find in a first aid kit. 

 
 

   
1________________________________________________________________ 
 
2________________________________________________________________ 
 
3________________________________________________________________

 
 
 
 
 

[3] 
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5 Ursula is the manager of a contract catering company, ‘Tasty Treats’.  She wants to 
create a good impression with customers. 
 
Explain the value to the company of presenting a positive image to customers for each 
of the following: 

 

    
 (a) Staff having a high standard of hygiene when handling foods. 

 
 

  _________________________________________________________________ 
 
_________________________________________________________________ 
 
_________________________________________________________________ 
 
_________________________________________________________________ [2] 

    
 (b) Staff having a pleasant and co-operative attitude towards customers. 

 
 

  _________________________________________________________________ 
 
_________________________________________________________________ 
 
_________________________________________________________________
 
_________________________________________________________________ [2] 

 
 (c) All members of staff wearing a company uniform. 

 
 

  _________________________________________________________________ 
 
_________________________________________________________________ 
 
_________________________________________________________________
 
_________________________________________________________________ [2] 
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6 Read the following job description and answer the questions below. 
 

 

 
The Position  
 
We are looking for a talented, enthusiastic and experienced Manager who is capable 
of looking after a large Restaurant and Bar with 120 covers.  Your role will be to 
operate and manage the Bar Restaurant and all the associated staff working to budget 
and making efficient use of resources.  You will be required to maintain the very 
highest food quality and presentation, ensuring all legislative requirements are 
fulfilled and financial controls are maintained.  You should have at least 5 years 
experience in Hospitality and supervision in managing a food service business.  

© Rutledge Joblink Recruitment Agency 

 

    
 (a) Write down the job role which is being advertised.  

   
_________________________________________________________________

 
[1] 

    
 (b) Write down two qualities required for the position.  

   
1________________________________________________________________ 
 
2________________________________________________________________

 
[1] 

 
[1] 

    
 (c) Explain the term ‘120 covers’.  

   
_________________________________________________________________ 
 
_________________________________________________________________ 
 
_________________________________________________________________
 
_________________________________________________________________ [2] 
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 (d) Hospitality outlets now have a ‘No-Smoking’ policy. 
 

 

  Explain two benefits of this policy for customers.  

   
1________________________________________________________________ 
 
_________________________________________________________________ 
 
_________________________________________________________________ 
 
_________________________________________________________________ [2] 

   
2________________________________________________________________ 
 
_________________________________________________________________ 
 
_________________________________________________________________
 
_________________________________________________________________ [2] 
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7 As part of the customer care policy it is considered good practice for hospitality 
outlets to carry out regular staff appraisals and reviews. 
 

 

 Discuss two advantages of this practice in relation to employees and management.  
  

Employees 
 
1____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
2____________________________________________________________________ 
 
_____________________________________________________________________ 

 
 
 
 
 
 
 
 
 

[2] 
 
 
 
 

 
 _____________________________________________________________________ 

 
_____________________________________________________________________ 

 
 

[2] 
  

Management 
 
1____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
2____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 

 
 
 
 
 
 
 
 
 

[2] 
 
 
 
 
 
 
 

[2] 
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8 Cheetna’s mother and father will soon be celebrating their 50th wedding anniversary.  
Cheetna has decided to organise a surprise party for them at a local restaurant. 
 

 

 Discuss three arrangements Cheetna needs to consider with the manager in order to 
make this party a success. 

 

    

 Arrangement 1_________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 
[3] 

 
 Arrangement 2_________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 

 

 

 

 

 

[3] 

 Arrangement 3_________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ [3] 
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9 A customer in Linas’ Coffee shop has complained to the waiter that they had to wait 
15 minutes before being served. 
 

 

 Describe how the waiter should handle this complaint so that the customer is satisfied.  

  
_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ [6] 
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10 The owners of a new bed and breakfast are planning a training programme for the 
staff.  They have produced a check list for staff to follow when answering the 
telephone so that communication with customers is effective. 
 

 

 Checklist: 
• Answer the telephone within three rings. 
• Give the appropriate greeting in a pleasant manner. 
• Do everything you can to help the customer. 
• Record all details of the booking made and ensure you receive a contact telephone 

number. 
• Use the customer’s name once it is known. 
• Re-check all written details before ending the call and let the customer hang up 

first. 
 

 

 Evaluate the above check list as an efficient method of communication when 
answering the telephone. 

 

  
_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 
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 _____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ [9] 
 

                                                                                                                                Total 
 

[80]
 



 16

      __________________________________________ 
 

  THIS IS THE END OF THE QUESTION PAPER 
              __________________________________________
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Pre-Release Material 
 

Roger and Anne Bradley have two young children, Niamh aged 18 months and Patrick aged 5 
years.  They are on holidays in Belfast.  They are meeting their French friends Louis and Françoise 
Martinez in Belfast.  They have decided to stay in the Slievemoore Hotel, where you, 
Wendy Green, are employed as a receptionist.  They are checking in on the 5th July 2010 and are 
staying for three nights.  They require bed and breakfast.  Following a telephone conversation 
between Mr Bradley and yourself the following information was provided.  
 
• Home address: 70 Clarendon Road, Anytown, England. BT40 1AB 
• Phone number: 028 40602023 
• Email: bradfam@anymail.com 
• Credit Card number: 5434 5678 9876 5432 (Mastercard) 
 
They have some special requirements during their stay. 
 
• Mr and Mrs Bradley require a family room for themselves and their children. 
• They would like their room to be on the same floor as their French friends. 
• The French guests require a double room. 
• The French guests are keen to have a guided tour of Belfast and wish to speak to the concierge to 

arrange a tour. 
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1 Using the information provided complete the following reservation form for the 
Bradley family. 
  

 

 
 

 
Name: ______________________ [1] Arrival Date:   5th July 2010 
 
Address: ____________________  Departure Date: ___________ [1] 
 
____________________________  Number of Persons:       4 
 
____________________________ [1] 
 
 
Telephone: __________________  [1] 
 
Email Address: _______________ [1] 

 
Type of Room  
 

Single   Bed & Breakfast   
Double   ½ Board   
Twin   Full Board   
Family  [1] Room Only  [1] 

 
  

  
 

 
Special Requests 

 
________________________________________________________ [1] 

 
________________________________________________________ 

 
________________________________________________________ [1] 

 
Payment Details 

 
Travellers Cheques    
Cheque    
Credit Card    
Debit Card    
Cash  [1]  

 
Card Number:___________________________________________ [1] 
 
Information recorded by:__________________________________ [1] 
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2 From the phrases below write down the most appropriate statement for the receptionist 
to use when greeting the French guests. 
 

 

 Hola 
Bonjour 
Guten Tag 
Good Day 

 

  
_____________________________________________________________________ 

 
[1] 

    

3 Write down three cleaning products that can be used to service guest bedrooms in 
hotels such as the Slievemoore Hotel. 

 

  
1____________________________________________________________________ 

2____________________________________________________________________ 

3____________________________________________________________________ 

 
 
 
 
 

[3] 
    

4 Write down four responsibilities of the housekeeping department in hotels such as the 
Slievemoore Hotel.  
 

 

 1____________________________________________________________________ 

2____________________________________________________________________ 

3____________________________________________________________________ 

4____________________________________________________________________ 

 
 
 
 
 
 

[4] 
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5 Explain three possible needs the Bradley party may have during their stay at the hotel. 
 

 

 1____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

2____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

3____________________________________________________________________ 

_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

[6] 
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6 Study the rooming chart below and select the most appropriate rooms for the Bradley 
family and their friends. 

 

 
 

 
 Key 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 Rooms selected for: 

 
 

 (a) The Bradley family _________________________________ 

 

 

 (b) The Martinez party _________________________________ 
 
 

[2] 

Room 
Number Room Type Mon 4 Tue 5 Wed 6 Thur 7 Fri 8 Sat 9 Sun 10 Mon 11 
101 DBLE                 
102 FMLY                 
103 TWIN                 
104 SUITE                 
105 DBLE                 
106 DBLE                 
107 DBLE                 
108 DBLE                 
109 TWIN                 
110 TWIN                 
201 TWIN                 
202 FMLY                 
203 DBLE                 
204 TWIN                 
205 SUITE                 
206 TWIN                 
207 TWIN                 
208 DBLE                 
209 DBLE                 
210 DBLE                 

Room Codes 
DBLE Double 
TWIN Twin 
FMLY Family 
SUITE Suite, suitable for VIPs 

Availability 
Out of Service  
Available  
Reserved  
In Use  
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7 The Bradleys have requested breakfast in bed.  Outline how this request would be 
dealt with. 
 

 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 [5] 
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8 Write down five costs which may appear on the Bradleys’ bill when they are checking 
out of the hotel. 
 
1____________________________________________________________________ 

2____________________________________________________________________ 

3____________________________________________________________________ 

4____________________________________________________________________ 

5____________________________________________________________________ [5] 
    

9 Explain four ways automated check-in can assist hospitality outlets when checking in 
guests. 

 

  
1____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

2____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

3____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

_____________________________________________________________________ 

4____________________________________________________________________ 

_____________________________________________________________________ 
 
_____________________________________________________________________ 
 
_____________________________________________________________________ [8] 
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10 The accommodation department and the front office use a ‘room status report’ on a 
daily basis.   
 
Explain four reasons why this report is valuable to these two departments. 

 

  
1___________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________ 

2___________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________ 

3___________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________ 

4___________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________ [8] 
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11 Mrs. Bradley returns home to discover that they have left Niamh’s favourite toy in the 
hotel.   
 
Write down eight steps the hotel would take to handle this query. 
 

 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 [8] 
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12 Many hotel rooms place courtesy trays in their bedrooms.   
 
Evaluate the impact of having a courtesy tray in a guest room. 

 

  

 
                                                               © CCEA 

 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

[9] 
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13 Evaluate the most appropriate payment method for M. and Mme. Martinez to use 
when paying their bill at the hotel. 
 

 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 [9] 

 
Total [80]
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   ___________________________________________ 
 

        THIS IS THE END OF THE QUESTION PAPER 
   ___________________________________________ 
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Pre-Release Material 
 

Roger and Anne Bradley have two young children, Niamh aged 18 months and Patrick aged 5 
years.  They are on holidays in Belfast.  They are meeting their French friends Louis and Françoise 
Martinez in Belfast.  They have decided to stay in the Slievemoore Hotel, where you, Wendy 
Green, are employed as a receptionist.  They are checking in on the 5th July 2010 and are staying for 
three nights.  They require bed and breakfast.  Following a telephone conversation between Mr 
Bradley and yourself the following information was provided. 
 
• Home address: 70 Clarendon Road, Anytown, England BT40 1AB 
• Phone number: 028 40602023 
• Email: bradfam@anymail.com 
• Credit Card number: 5434 5678 9876 5432 (Mastercard). 
 
They have some special requirements during their stay. 
 
• Mr and Mrs Bradley require a family room for themselves and their children. 
• They would like their room to be on the same floor as their French friends. 
• The French guests require a double room. 
• The French guests are keen to have a guided tour of Belfast and wish to speak to the concierge to 

arrange a tour. 
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General Marking Instructions 
 
Introduction 
Mark schemes are intended to ensure that the GCSE examinations are marked consistently and 
fairly.  The mark schemes provide markers with an indication of the nature and range of candidates’ 
responses likely to be worthy of credit.  They also set out the criteria which they should apply in 
allocating marks to candidates’ responses. 
 
Assessment objectives 
Below are the assessment objectives for GCSE Hospitality. 
 
Candidates must: 
• recall, select, and communicate their knowledge and understanding specified in the subject 

content (AO1); 
• apply skills, knowledge and understanding in a variety of contexts and in planning and carrying 

out investigations and tasks (AO2); and 
• analyse and evaluate information, sources and evidence, make reasoned judgements and present 

conclusions (AO3). 
 
Quality of candidates’ responses 
In marking the examination papers, examiners should be looking for a quality of response reflecting 
the level of maturity which may reasonably be expected of a 16-year-old which is the age at which 
the majority of candidates sit their GCSE examinations. 
 
Flexibility in marking 
Mark schemes are not intended to be totally prescriptive.  No mark scheme can cover all the 
responses which candidates may produce.  In the event of unanticipated answers, examiners are 
expected to use their professional judgement to assess the validity of answers.  If an answer is 
particularly problematic, then examiners should seek the guidance of the Supervising Examiner. 
 
Positive marking 
Examiners are encouraged to be positive in their marking, giving appropriate credit for what 
candidates know, understand and can do rather than penalizing candidates for errors or omissions.  
Examiners should make use of the whole of the available mark range for any particular question 
and be prepared to award full marks for a response which is as good as might reasonably be 
expected of a 16-year-old GCSE candidate. 
 
Awarding zero marks 
Marks should only be awarded for valid responses and no marks should be awarded for an answer 
which is completely incorrect or inappropriate. 
 
Types of mark schemes 
Mark schemes for tasks or questions which require candidates to respond in extended written form 
are marked on the basis of levels of response which take account of the quality of written 
communication. 
 
Other questions which require only short answers are marked on a point for point basis with marks 
awarded for each valid piece of information provided. 
 



 

 37

Levels of response 
Tasks and questions requiring candidates to respond in extended writing are marked in terms of 
levels of response.  In deciding which level of response to award, examiners should look for the 
‘best fit’ bearing in mind that weakness in one area may be compensated for by strength in another.  
In deciding which mark within a particular level to award to any response, examiners are expected 
to use their professional judgement.  The following guidance is provided to assist examiners. 
 
• Threshold performance: Response which just merits inclusion in the level and should be 

awarded a mark at or near the bottom of the range. 
• Intermediate performance: Response which clearly merits inclusion in the level and should be 

awarded a mark at or near the middle of the range. 
• High performance: Response which fully satisfies the level description and should be awarded a 

mark at or near the top of the range. 
 
Quality of written communication 
Quality of written communication is taken into account in assessing candidates’ responses to all 
tasks and questions that require them to respond in extended written form.  These tasks and 
questions are marked on the basis of levels of response.  The description for each level of response 
includes reference to the quality of written communication. 
 
For conciseness, quality of written communication is distinguished within levels of response as 
follows: 
 
Level 1: Quality of written communication is basic 
Level 2: Quality of written communication is competent 
Level 3: Quality of written communication is highly competent. 
 
In interpreting these level descriptions, examiners should refer to the more detailed guidance 
provided below: 
 
Level 1 (Basic): The candidate makes only a limited selection and use of an appropriate form and 
style of writing.  The organisation of material may lack clarity and coherence.  There is little use of 
specialist vocabulary.  Presentation, spelling, punctuation and grammar may be such that intended 
meaning is not clear. 
 
Level 2 (Competent): The candidate makes a reasonable selection and use of an appropriate form 
and style of writing.  Relevant material is organised with some clarity and coherence.  There is 
some use of appropriate specialist vocabulary.  Presentation, spelling, punctuation and grammar are 
sufficiently competent to make meaning clear. 
 
Level 3 (Highly competent): The candidate successfully selects and uses the most appropriate 
form and style of writing.  Relevant material is organised with a high degree of clarity and 
coherence.  There is extensive and accurate use of appropriate specialist vocabulary.  Presentation, 
spelling, punctuation and grammar are of a high standard and ensure that meaning is clear. 
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1 Identify outlets which provide hospitality and catering services to other industries. 
(AO1, AO2) 

 

  
 
 
 

Industry Outlet  Service provided 

Education    
Tourism Hotels/B&B/hostels/ 

country house/museum 
Restaurant for 
residents/room service/café 
for tourists

Health Hospital/Barnardos/ 
residential home 

Food for patients/canteen for 
staff/restaurant for staff 

Travel Airplanes/ferries/barge/
coach/trains/airport 

Snacks served on trolleys/bar 
service/buffet service in the 
restaurant 

 
 
 
 
 
 
 
 
 
 
 
 

 All other valid points will be given credit.       
(6 × [1]) 

 
[6] 

    

2 (a) Write down two products and two services customers may require when 
attending a conference in a local hotel. (AO1) 
 

 

  Answers may address some of the following points: 
 

 

  Any two products from the following: 
• Food and drinks for morning coffee or afternoon tea 
• Food and drinks for lunch 
• Bottles/jugs of water at tables in conference room 
• Supplies of paper, pencils, pens etc in conference room 
• Mints/sweets. 
 

 

  All other valid points will be given credit.  
(2 × [1]) 
 

 
[2] 

  Any two services from the following: 
• Conference correctly set up 
• Morning coffee/afternoon tea served outside or inside meeting room 
• Lunch served in dining room or in conference room 
• Internet access 
• Use of overhead projector/screen or other appliances for presentation 
• Photocopying facilities 
• Administrative support 
• Adequate air conditioning/heating. 
 

 

  All other valid points will be given credit.  
(2 × [1]) 
 

 
[2] 

 



 

 41

 

 (b) Explain the difference between a product and a service. (AO2) 
 

 

  A product is tangible, a service is intangible. 
 

 

  [1] mark for keyword or phrase 
[1] for explanation 
(2 × [1]) 

 
 

[2] 
    

3 (a) Explain the term ‘external customer’. (AO1)  

  External customers are those who pay for products and services they use in an 
outlet but are not employed by the outlet.   
 

 

  [1] mark for keyword or phrase 
[1] for elaboration or example  
(1 × [2]) [2] 

    
 (b) Write down two examples of ‘internal customers’ using the school canteen. 

Accept: 
• pupils 
• teaching staff 
• admin staff.  

   
All other valid points will be given credit. 
(2 × [1]) [2] 

    

4 (a) Write down three different sources where Sam could find information about 
local job vacancies. 
 

 

  Answers may include some of the following points: (AO1) 
• Local newspaper 
• Local job market window/job centre 
• Local supermarket notice board 
• Specialist magazines 
• Contact local hotel 
• Website/Internet search 
• Word of mouth 
• Careers notice boards in school/college.   

   
All other valid points will be given credit. 
(3 × [1]) [3] 
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 (b) Explain why the following are important to an employer.  

  Answers may include some of the following points: (AO1) 
 

 

  References: 
• To confirm where he has previously worked 
• To confirm he has carried out the roles identified in his job application form 
• To gain views/opinions on his personal qualities/ability to work as part of a 

team from previous employer. 
 

 

  Practical assessment: 
• To gauge skill level 
• To observe health and safety standards 
• Ability to work as part of a team 
• Able to show creativity/initiative/discipline. 

 

   
[1] mark for key word or phrase 
[1] mark for full explanation or example  
(2 × [2]) [4] 

    
 (c) Write down three main duties of a head chef in a large kitchen. 

 
 

  Answers may include some of the following points: (AO1) 
• Compiling rotas and timetables 
• Ordering supplies of food 
• Managing a budget 
• Compiling special menus 
• Dealing with complaints 
• Reporting to manager 
• Managing kitchen efficiently 
• Training of the team 
• Supervising to ensure that table orders are to correct standard 
• Ensure health and safety procedures in the kitchen 
• Orders equipment for the kitchen 
• Arranging cover for absent staff.   

   
All other valid points will be given credit. 
(3 × [1]) [3] 
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 (d) Explain the procedure for treating this type of injury. (AO2)  

  Answers may address some of the following points: 
• Start cooling the burn immediately under running water for at least 10 

minutes 
• Dial 999 for an ambulance 
• Make the casualty as comfortable as possible, lie them down 
• Continue to pour copious amounts of cold water over the burn for at least ten 

minutes or until the pain is relieved 
• Whilst wearing disposable gloves, remove jewellery, watch or clothing from 

the affected area unless it is sticking to the skin 
• Cover the burn with clean, non-fluffy material to protect from infection 
• Cloth, a clean plastic bag or kitchen film all make good dressings. 
 

 

  All other valid points will be given credit.  
(4 × [1]) 

 
[4] 

    
 (e) Write down three items that you would find in a first aid kit.  (AO1) 

 
Answers may include some of the following: 
• Plasters 
• Bandages 
• Scissors 
• Cotton wool 
• Sterile dressings 
• Sterilised water. 
 

 

  All other valid points will be given credit.  
(3 × [1]) 

 
[3] 
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5 Explain the value to the company of presenting a positive image to customers for each 
of the following: (AO1, AO2, AO3) 
 

 

 (a) Staff having a high standard of hygiene when handling foods. 
 

 

  Answers may address some of the following points: 
• Customers are impressed and may/will return 
• There is less risk of customers complaining 
• Staff being hygienic means less risk of having to compensate the customers, 

therefore profits will be high 
• Happy customers mean motivated and happy staff 
• Indication that staff are well trained (this cannot be repeated or no repetition 

of answers between parts of answers). 
 

 

  All other valid points will be given credit. 
Key phrase [1] elaboration/example of the value [1] 
(1 × [2]) [2] 

     
 (b) Staff having a pleasant and co-operative attitude towards customers. 

 
 

 
 

 Answers may address some of the following points: 
• The contract catering company enjoys more customers as word spreads about 

the service provided 
• More profits for the business 
• Customers will return. 
 

 

  All other valid points will be given credit. 
Key phrase [1] elaboration/example of the value [1]             
(1 × [2]) 

 
 
[2] 

     
 (c) All members of staff wearing a company uniform. 

 
 

  Answers may address some of the following points: 
• Gives the impression of being well organised 
• Staff are easily identified by customers 
• Staff have a sense of belonging to the company 
• Staff have neat, tidy hygienic appearance. 
 

 

  All other valid points will be given credit. 
Key phrase [1] elaboration/example of the value [1] 
(1 × [2]) [2] 
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6 (a) Write down the job role which is being advertised. (AO1) 
 

 

  Restaurant Manager.  [1] 

    
 (b) Write down two qualities required for the position. (AO1, AO2)  

  • Talented 
• Enthusiastic 
• Experienced.  
(2 × [1]) 

 
[2] 

    
 (c) Explain the term ‘120 covers’. (AO1) 

 
 

  The restaurant can seat up to 120 persons at any one time.  
(1 × [2]) 

 
[2] 

    
 (d) Explain two benefits of a No-Smoking policy for customers. (AO1, AO2, AO3)  
    
  Answers may address some of the following points. 

• No passive smoking/reduction of respiratory illness 
• No smell on clothes and hair/improvement in appearance  
• No contamination of air/better visual impact 
• No need to ask for special area to sit in/reduces isolation/less social exclusion 
• Not eating food in a smoke filled environment/improves taste and eating 

experience. 
 

 

  All other valid points will be given credit.  
(2 × [2]) 
 

 
[4] 
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7 Discuss two advantages of the practice of regular staff appraisals and reviews in 
relation to employees and management. (AO1, AO2, AO3) 

 

   
 Answers may address some of the following points. 

Employee 
• Provides feedback on performance 
• Can lead to improved staff morale 
• Sets clear goals 
• Highlights positive aspects of job role 
• May lead to promotion within company 
• Provides opportunity for employee to discuss any issues with management. 
 
[1] for keyword/phrase [2] for full discussion of each advantage. 

 

 All other valid points will be given credit. 
(2 × [2]) 
 

 
[4] 

 Management 
• Provides a benchmark for monitoring 
• Helps track staff performance 
• Establishes clear procedures 
• Identifies areas of training needed. 
 

 

 [1] for keyword/phrase [2] for full discussion of each advantage. 
All other valid points will be given credit. 
(2 × [2]) 

 
 

[4] 
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8 Discuss three arrangements Cheetna needs to consider with the manager in order to 
make this party a success. (AO1, AO2, AO3) 

 

   
 Answers may address some of the following points: 

• Numbers to be catered for 
• Special arrangements for any disabled guests 
• Entertainment (music) 
• Type of service 
• Size of room 
• Layout of room 
• Food requirements 
• Reception on arrival 
• Special dietary requirements 
• Payment of bill 
• Drinks (when and where) 
• Gifts. 
 

 

 All other valid points will be given credit. 
[1] for identification of key point [1] for elaboration or example. 
Full marks for detailed discussion linked to the scenario. 
(3 × [3]) [9] 

    

9 Describe how the waiter should handle this complaint so that the customer is satisfied. 
(AO2, AO3) 

 

   
 Answers may address some of the following points: 

• Listen attentively to complaint/remain calm/let customer vent feelings/do not 
interrupt 

• Apologise but do not keep saying sorry  
• Empathise/show concern and interest/deal with customer’s emotions first 
• Demeanour/attitude towards customer 
• Solve the problem or refer to line manager 
• Confirm decision with customer 
• Compensate if appropriate 
• Record the complaint in the Complaints Book if appropriate. 
 

 

 All other valid points will be given credit.  
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 [0] is awarded for a response not worthy of credit. 
 

 

 Level 1 ([1]–[2]) 
Overall impression: basic 
Identifies and explains less than two of the given points or lists all of the points with 
very little explanation.  Quality of written communication is basic.  The candidate 
makes only a limited selection and use of an appropriate form and style of writing.  
The organisation of material may lack clarity and coherence.  There is little use of 
specialist vocabulary.  Presentation, spelling, punctuation and grammar may be such 
that intended meaning is not clear. 
 

 

 Level 2 ([3]–4]) 
Overall impression: competent 
Identifies and explains at least three or more of the given points.  To achieve top of 
band candidates must explain more than four of the procedures adequately.  Quality of 
written communication is competent.  The candidate makes a reasonable selection and 
use of an appropriate form and style of writing.  Relevant material is organised with 
some clarity and coherence.  There is some use of appropriate specialist vocabulary.  
Presentation, spelling, punctuation and grammar are sufficiently competent to make 
meaning clear. 
 

 

 Level 3 ([5]–[6]) 
Overall impression: highly competent 
Identifies and explains at least five or more of the given points.  To achieve top of 
band candidates must fully explain the points relating them to the scenario.  Quality of 
written communication is highly competent.  The candidate successfully selects and 
uses the most appropriate form and style of writing.  Relevant material is organised 
with a high degree of clarity and coherence.  There is extensive and accurate use of 
appropriate specialist vocabulary.  Presentation, spelling, punctuation and grammar 
are of a high standard and ensure that meaning is clear. [6] 

    

10 Evaluate the above check list as an efficient method of communication when 
answering the telephone. (AO1, AO2, AO3) 
 

 

 Answers may address some of the following points:  
 Positive 

• Customer feels their call is important/outlet is interested in them/do not feel rushed 
• Customer is not kept waiting/does not become impatient, ring off 
• Customer will consider the outlet to be efficient 
• Staff appear friendly and this will affect customer’s attitude 
• Details are recorded accurately to eliminate mistakes and customer will be satisfied 

as future errors are less likely 
• If staff are well informed, customer will feel they are speaking to someone who can 

meet their needs, rather than having to be referred or kept waiting while the staff 
ask others 

• Use of customer name makes the call more personal 
• Rechecking gives customer confidence of a correct booking 
• Opportunity for customer to make final query if staff do not hang up first. 
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 Negative 
• Staff may interrupt what they are doing to answer the phone within three rings – 

this may upset the customer they are dealing with or interrupt their work rate 
• Over familiarity with standard greetings can cause staff to say them so quickly that 

they are not understood, making the customer feel that the staff do not really mean 
what they say, and they feel rushed 

• Over enthusiastic staff may not seem genuine 
• Staff may sound more genuine if not following a standard procedure 
• Rechecking may make customer feel staff are unsure of the information they have 

taken down. 
 

 

 All other valid points will be given credit.  
    
 
 

[0] is awarded for a response not worthy of credit. 
 

 

 Level 1: ([1]–[3])  
 Overall impression: basic 

Identifies and comments briefly on some relevant points.  Makes some comments in 
conclusion.  Quality of written communication is basic.  The candidate makes only a 
limited selection and use of an appropriate form and style of writing.  The organisation 
of material may lack clarity and coherence.  There is little use of specialist vocabulary.  
Presentation, spelling, punctuation and grammar may be such that intended meaning is 
not clear. 
 

 

 Level 2: ([4]–[6]) 
Overall impression: competent 
Makes some appropriate positive and negative points.  Draws some reasonable 
conclusions.  Quality of written communication is competent.  The candidate makes a 
reasonable selection and use of an appropriate form and style of writing.  Relevant 
material is organised with some clarity and coherence.  There is some use of 
appropriate specialist vocabulary.  Presentation, spelling, punctuation and grammar 
are sufficiently competent to make meaning clear. 

 

  
Level 3: ([7]–[9]) 

 

 Overall impression:  highly competent 
Range of well explained positive and negative points.  Draws valid conclusions. 
Quality of written communication is highly competent.  The candidate successfully 
selects and uses the most appropriate form and style of writing.  Relevant material is 
organised with a high degree of clarity and coherence.  There is extensive and accurate 
use of appropriate specialist vocabulary.  Presentation, spelling, punctuation and 
grammar are of a high standard and ensure that meaning is clear. 

 

  
If a candidate only provides positive or negative answers they can only be awarded a 
maximum of [6] marks. [9] 

 Total [80]
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Pre-Release Material 
 

Roger and Anne Bradley have two young children, Niamh aged 18 months and Patrick aged 5 
years.  They are on holidays in Belfast.  They are meeting their French friends Louis and Françoise 
Martinez in Belfast.  They have decided to stay in the Slievemoore Hotel, where you, Wendy 
Green, are employed as a receptionist.  They are checking in on the 5th July 2010 and are staying for 
three nights.  They require bed and breakfast.  Following a telephone conversation between Mr 
Bradley and yourself the following information was provided. 
 
• Home address: 70 Clarendon Road, Anytown, England BT40 1AB 
• Phone number: 028 40602023 
• Email: bradfam@anymail.com 
• Credit Card number: 5434 5678 9876 5432 (Mastercard). 
 
They have some special requirements during their stay. 
 
• Mr and Mrs Bradley require a family room for themselves and their children. 
• They would like their room to be on the same floor as their French friends. 
• The French guests require a double room. 
• The French guests are keen to have a guided tour of Belfast and wish to speak to the concierge to 

arrange a tour. 
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1 Using the information provided complete the following reservation form for the 
Bradley family. (AO1, AO2) 
 

 
 

  
Name:  Mr & Mrs Bradley  [1] Arrival Date:         5th July 2010 
 
Address: 70 Clarendon Road  Departure Date:   8th July 2010 [1] 
       
Anytown 

Number of Persons: 4  
England BT40 1AB   [1] 
 
 
Telephone: 028 40602023  [1] 
 
Email Address: bradfam@anymail.com  [1] 
  

  
Type of Room  
 

Single   Bed & Breakfast x  
Double   ½ Board   
Twin   Full Board   
Family x [1] Room Only  [1] 

 
  

  
Special Requests 

 
• Their room needs to be on the same floor as their French friends. [1] 
• The foreign guests are keen to have a guided tour of Belfast and  

wish to speak to the concierge to arrange a tour.                                 [1] 
  

  
Payment Details 
 

Travellers Cheques    
Cheque    
Credit Card x   
Debit Card    
Cash  [1]  

 
Card Number: 5434 5678 9876 5432  [1] 
 
Information recorded by:  Wendy Green [1] 
 [12] 
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2 From the phrases below write down the most appropriate statement for the receptionist 
to use when greeting the French guests. (AO1) 
 

 

 Bonjour  [1] 

    

3 Write down three cleaning products that can be used to service guest bedrooms in 
hotels such as the Slievemoore Hotel. (AO1) 

 

   
 Answers may address some of the following points: 

• Wood polish 
• Glass polish 
• Bathroom cleaner 
• Multi-surface cleaner. 
 

 

 All other valid points will be given credit.  
(3 × [1]) 

 
[3] 

    

4 Write down four responsibilities of the housekeeping department in hotels such as the 
Slievemoore Hotel. (AO1) 

 

   
 Answers may address some of the following points: 

• To service guest bedrooms 
• To service public areas 
• To locate lost property for guests 
• Restocking courtesy trays 
• Handle linen requests from the food and beverage departments 
• To service staff uniforms. 

 

 

 All other valid points will be given credit.  
(4 × [1]) 

 
[4] 
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5 Explain three possible needs the Bradley party may have during their stay at the hotel. 
(AO1, AO2, AO3) 

 

   
 Answers may address some of the following points: 

• Children’s menu – to provide meals for the children (taste and portion size) 
• High chair – to allow the 18 month child to sit at the table with the family 
• Concierge to organise a tour of Belfast – to meet the needs of the French guests 
• Room service – to provide meals in the room for either the Bradley family or the 

French guests. 
 

 

 All other valid points will be given credit. 
[1] mark for keyword/phrase, [2] marks for explanation. 
(3 × [2]) [6] 

    

6 Study the rooming chart below and select the most appropriate rooms for the Bradley 
family and their friends. (AO1, AO2) 
 

 

 (a) The Bradley family Room 202.  

    
 (b) The French friends Room 203.   
 (2 × [1]) [2] 
    

7 The Bradleys have requested breakfast in bed.  Outline how this request would be 
dealt with. (AO1, AO2) 

 

   
 Answers may address some of the following points: 

• Pre-order form in all bedrooms to place room service order 
• The guest completes the form and leaves it on their bedroom door handle outside 
• A member of staff collects these after a certain time during the night and they are 

passed on to the kitchen.  The kitchen prepares the food ordered 
• The room service department deliver the food and gets the guest to sign a receipt 
• The receptionist adds this to the guest’s bill. 
 

 

 All other valid points will be given credit. 
(5 × [1]) [5] 
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8 Write down five costs which may appear on the Bradley’s bill when they are checking 
out of the hotel. (AO1) 

 

   
 Answers may address some of the following points: 

• Accommodation 
• Food 
• Beverages including room mini-bar 
• Room service 
• In-room entertainment – films, play station  
• Newspaper. 
 

 

 All other valid points will be given credit. 
(5 × [1]) [5] 

    

9 Explain four ways automated check-in can assist hospitality outlets when checking in 
guests. (AO1, AO2, AO3) 

 

   
 Answers may address some of the following points: 

• Can ease congestion at reception, as there will be less guests checking in at the 
reception desk   

• It is quicker for those guests who do not wish to queue at reception 
• Language options for foreign travellers – this means that there will be no 

communication barriers between staff and guests 
• Faster check-in rate as guests will have two options to chose from 
• Relatively simple procedure, only relevant information required and it is presented 

in a straightforward format 
• Collects customer data for the hotel to use at a later date – the hotel can use this 

information to mail guests of future promotions/special offers in the hotel.  
Encourages customer loyalty 

• Stores customer profile to allow customer to process future bookings with relative 
ease within the same group – this means the computerised system will remember 
vital information e.g. email address, date of birth 

• Reduces staffing overheads, less receptionists required to check in guests. 
 

 

 All other valid points will be given credit. 
[1] mark for keyword/phrase, [2] marks for explanation. 
(4 × [2]) [8] 
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10 Explain four reasons why the ‘room status report’ is valuable to these two 
departments. (AO2, AO3) 

 

   
 Answers may address some of the following points: 

• Provides an overview of occupancy/ensures receptionist does not allocate a 
room which is not ready 

• Provides an overview of availability/ensures the housekeeping department is 
aware of the rooms which need to serviced 

• Provides the two departments with an overview of rooms which need to be 
blocked out for servicing 

• Is updated regularly, keeping the reception and accommodation department 
informed as rooms become available – receptionist is able to allocate the most 
suitable room 

• Keeps the housekeeping department informed and aware of cleaning progress 
– head housekeeper can establish efficiency of cleaning methods. 

 

 

 All other valid points will be given credit. 
[1] mark for keyword/phrase, [2] marks for explanation. 
(4 × [2]) [8] 

   

11 Mrs. Bradley returns home to discover that they have left Niamh’s favourite toy 
in the hotel. Write down eight steps the hotel would take to handle this query. 
(AO1, AO2, AO3) 

 

   
 Answers may address some of the following points: 

• Receptionist accurately records Mrs Bradley’s details 
• Receptionist notes an accurate description of the toy 
• Receptionist notes last known location of the toy 
• Receptionist informs Mrs Bradley of their name and contact details 
• Receptionist makes Mrs Bradley aware of timescale to resolve query 
• Receptionist contacts housekeeping department 
• Housekeeping department check lost property logbook 
• If not located, re-check bedrooms and public areas 
• Update guest of progress 
• Item posted, using recorded delivery. 
 

 

 All other valid points will be given credit. 
(8 × [1]) [8] 
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12 Many hotel rooms place courtesy trays in their bedrooms.  Evaluate the impact 
of having a courtesy tray in a guest room. (AO2, AO3) 
 

 

 Answers may address some of the following points:  

 Advantages 
• Provides the guests with complementary beverages 
• Guest does not have to leave their room for refreshments late at night 
• Quality beverages can ensure guests have a good impression of the hotel 
• Added value for the guest 
• Hotel can brand products with hotel logo and name. 

 

   
 Disadvantages 

• Guest does not avail of hotel facilities 
• Loss of revenue for the hotel 
• Guest may not like the range of products offered 
• Quality of beverages impacts upon the guest’s impression of the hotel 
• An added expense for the hotel 
• Inadequately prepared tray may lead to negative impressions for the 

customer. 
 

 

 All other valid points will be given credit. 
 
[0] is awarded for a response not worthy of credit. 

 

   
 Level 1 ([1]–[3])  

 Overall impression: basic  
 Identifies and comments briefly on some relevant points.  Makes some 

comments in conclusions.  Quality of written communication is basic.  The 
candidate makes only a limited selection and use of an appropriate form and 
style of writing.  The organisation of material may lack clarity and coherence.  
There is little use of specialist vocabulary.  Presentation, spelling, punctuation 
and grammar may be such that intended meaning is not clear. 
 

 

 Level 2 ([4]–[6])  

 Overall impression: competent  
 Makes some positive and/or negative points.  Draws some reasonable 

conclusions.  Quality of written communications is competent.  The candidate 
makes a reasonable selection and use of an appropriate form and style of writing.  
Relevant material is organised with some clarity and coherence.  There is some 
use of appropriate specialist vocabulary.  Presentation, spelling, punctuation and 
grammar are sufficiently competent to make meaning clear. 
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 Level 3 ([7]–[9])  

 Overall impression: highly competent  
 Good range of well explained appropriate points, including both positive and 

negative.  Draws valid conclusions.  Quality of written communication is highly 
competent.  The candidate successfully selects and uses the most appropriate 
form and style of writing.  Relevant material is organised with a high degree of  
clarity and coherence.  There is extensive and accurate use of appropriate 
specialist vocabulary.  Presentation, spelling, punctuation and grammar are of a 
high standard and ensure that meaning is clear.  

 
 
 
 
 
 

[9] 
   

13 Evaluate the most appropriate payment method for M. and Mme. Martinez to use 
when paying their bill at the hotel. (AO2, AO3) 
 

 

 Answers may address some of the following points: 
 
Credit Card 
Advantages 
• Do not have to carry cash 
• The holiday can be paid for later 
• It is convenient 
• Accepted worldwide in the majority of outlets. 
 

 

 Disadvantages 
• May be tempted to overspend 
• High interest rates if account is not fully paid  
• Monthly repayment 
• Card fraud. 
 

 

 Debit Card 
Advantages 
• It is convenient 
• Able to pay in the currency of the hotel 
• They know exactly how much it is costing them 
• Able to pay for the expenses fully – no bills later on. 
 

 

 Disadvantages 
• May get lost 
• May overspend 
• Confusion over the currency and its worth 
• Theft. 

 

 
 Travellers Cheques 

Advantages 
• Safer than carrying money 
• Fraud proof – replaceable if lost 
• Can be changed in the hotel 
• Universal money 
• Accepted in the majority of outlets. 
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 Disadvantages 
• You need proof of identify to exchange them 
• Not accepted everywhere 
• Time consuming. 
 

 

 All other valid points will be given credit. 
 
[0] is awarded for a response not worthy of credit. 

 

   

 Level 1 ([1]–[3])  
  
 

Overall impression: basic 
Identifies and comments briefly on some relevant points.  Makes some 
comments in conclusions.  Quality of written communication is basic.  The 
candidate makes only a limited selection and use of an appropriate form and 
style of writing.  The organisation of material may lack clarity and coherence.  
There is little use of specialist vocabulary.  Presentation, spelling, punctuation 
and grammar may be such that intended meaning is not clear. 

 

   
 Level 2 ([4]–[6])  
  
 

Overall impression: competent 
Makes some positive and/or negative points.  Draws some reasonable 
conclusions.  Quality of written communications is competent.  The candidate 
makes a reasonable selection and use of an appropriate form and style of writing.  
Relevant material is organised with some clarity and coherence.  There is some 
use of appropriate specialist vocabulary.  Presentation, spelling, punctuation and 
grammar are sufficiently competent to make meaning clear. 

 

   
 Level 3 ([7]–[9])  
  
 

Overall impression: highly competent 
Good range of well explained appropriate points, including both positive and 
negative.  Draws valid conclusions.  Quality of written communication is highly 
competent.  The candidate successfully selects and uses the most appropriate 
form and style of writing.  Relevant material is organised with a high degree of 
clarity and coherence.  There is extensive and accurate use of appropriate 
specialist vocabulary.  Presentation, spelling, punctuation and grammar are of a 
high standard and ensure that meaning is clear. [9] 

 Total [80]
 
 


