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MARKING GUIDELINE -2-
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SECTION A

QUESTION 1
1.1 New national grading and classification scheme
Social skills

Poise

Deportment

Diplomacy
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1.2 Roomv” and breakfastv’
Accommodation onlyv'v’
Roomv and all mealsv
Room,v breakfast and one other mealv
Roomv” and breakfastv’
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1.3 False
True
False
True
True
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1.5 Housekeeping

Restaurant

Assistant manager
Switchboard

Room service

General manager

Service manager

Personnel manager

Food and beverage manager

Sales manager
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SECTION B

QUESTION 2
2.1 An establishment/businessv’ that offers food, drinksv’ and sleeping
accommodationv” without special contractsv’ to able and willing travellersv at
a reasonable pricev’ ()
2.2 1. Prepares/Prints account for presentationv' — Checks that all charges and

payments made have been posted to accountv’

2. Ensures that all valuables are collected from safev’ — Obtains. signed
receipt from guestv’

3. Prepares luggage clearance pass from departure list for the porter,v to
be issued when bill is settledv’

4. Processes paymentv’ and receives key backv
5. Hands luggage clearance pass to porter to assist with luggagev' and
takes leave of guest with return invitationv’ (5 x 2) (10)
2.3 2.3.1 e Refuse admittance to any person
e Refuse to serve/sell/supply liquorto any person
e Ask any person to leave the premises when drunk, violent or
disruptive
e May remove drunk, violent or disruptive people form premises
e May call police to arrest drunk, violent and disruptive patrons (5)
2.3.2 Days on which no alcohol may be served,v” for example Sundays,
Good Friday and Christmasv (2)
2.3.3 Propertyy’ from which licence holder is operatingv’ including areas
like the bar, parking area, public areasv’ (3)
2.4 2.4.1 e Prices per single, double or en suite
e Prices if service charges are included
e Prices including VAT
e Prices including meals or no meals included (4)
2.4 2.4.2 e T[raditionally on or at reception counter
e On website of establishment (2)
2.5 e Staff trainedv’ to question suspicious or unknown charactersv’

e Regular security checks/roundsv’ to be done by security staff or portersv’
e Strict control of keys,v' guests to return keys every time they leave the
premises or using coded room key cards (Any relevant example)v’
e All valuables locked upv' in hotel safe or provided room safesv’
e Vigilance and security awareness among staffv’ instilled by regular staff
meetings and/or trainingv’
(Any relevant answer with example) (5 x 2) (10)
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