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Instructions

® Use black ink or ball-point pen.
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® Answer all questions.
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® Check your answers if you have time at the end.
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Some questions must be answered with a cross in a box [X.
If you change your mind about an answer, put a line through the box & and then
mark your new answer with a cross [X.

1 The hospitality industry is made up of a variety of different businesses.

Which one of the following businesses offers accommodation?

A Night clubs L]
B Contract food service provision L]
C Events management L]
D Bed and Breakfast L]

(Total for Question 1 = 1 mark)

2 Which one of the following businesses is part of the hospitality industry?

A Garage L]
B Solicitors L]
C Fast food outlet ]
D Church |

(Total for Question 2 = 1 mark)

3 Identify three types of hospitality businesses that serve alcohol.

(Total for Question 3 = 3 marks)

4 [dentify three types of services that a hotel may provide.

(Total for Question 4 = 3 marks)
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5 OQutline three differences between a 1 star and 5 star hotel.

(Total for Question 5 = 6 marks)

6

For each of the customer types below, state two different needs they may have when

staying at a hotel.

The first one has been completed for you.

Customer Type

Needs

Couple

1 Double room

2 Quiet dining area

Family
1
2
Conference delegate
1
2

(Total for Question 6 = 4 marks)

H 3 7 8 7 0 A 0 3 0 8

3

Turn over »



r

7 Complete the diagram below by identifying the type of hospitality business.

( )

Style of outlet Type ::: shi::E;tallty

4 y, . Y,
f N\ (" N\

« Freehouse |

+ Managed _

« Tenanted R

+ Leased
N\ J _ J
f \ (

« Themed |

« Ethnic >

« Self-service |

- Buffet
N\ J \_ J
4 2 . A

« Hospitals |

« Schools .

«  Prisons e

« Care homes
\_ Y _ J

+ Marquee 1

+ Racecourse >

o Sportingevent | ————————
+ Air show

(Total for Question 7 = 4 marks)
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provided.

8 The table below shows different types of hospitality businesses and the service

Complete the table by filling in the core product or service for each business.

Business Service Core Product
Budget hotel Online booking
Night club Music and dancing
Coffee shop Food and drink
Members club Formal service

(Total for Question 8 = 4 marks)

Identify three needs that this guest may require.

9 Mr Smith and Miss Fairhurst are planning their wedding reception at a local hotel.
They have a guest in a wheelchair that is attending the event.

(Total for Question 9 = 3 marks)
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10 A business woman was staying in a hotel. She complained about poor customer
service during her stay. Here is a summary of the points she made:

e unfriendly and slow service
e food was expensive

e reservation was lost

e no one to complain to

e bedroom was dirty

(a) List four impacts that this level of service could have on a hospitality business.

(b) Suggest four actions that a hospitality business could take to improve customer
service.

(Total for Question 10 = 8 marks)
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11 Providing good customer care is an important aspect for the hospitality industry.

(a) Outline two issues a hospitality organisation may have in providing customer
service.

(Total for Question 11 = 8 marks)

TOTAL FOR PAPER =45 MARKS
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