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Sticky Note
Usually the question number.

Sticky Note
The number of candidates attempting that question.

Sticky Note
The mean score is calculated by adding up the individual candidate scores and dividing by the total number of candidates. If all candidates perform well on a particular item, the mean score will be close to the maximum mark. Conversely, if candidates as a whole perform poorly on the item there will be a large difference between the mean score and the maximum mark. A simple comparison of the mean marks will identify those items that contribute significantly to the overall performance of the candidates.
However, because the maximum mark may not be the same for each item, a comparison of the means provides only a partial indication of candidate performance. Equal means does not necessarily imply equal performance. For questions with different maximum marks, the facility factor should be used to compare performance.


Sticky Note
The standard deviation measures the spread of the data about the mean score. The larger the standard deviation is, the more dispersed (or less consistent) the candidate performances are for that item. An increase in the standard deviation points to increased diversity amongst candidates, or to a more discriminating paper, as the marks are more dispersed about the centre. By contrast a decrease in the standard deviation would suggest more homogeneity amongst the candidates, or a less discriminating paper, as candidate marks are more clustered about the centre.


Sticky Note
This is the maximum mark for a particular question.

Sticky Note
The facility factor for an item expresses the mean mark as a percentage of the maximum mark (Max. Mark) and is a measure of the accessibility of the item. If the mean mark obtained by candidates is close to the maximum mark, the facility factor will be close to 100 per cent and the item would be considered to be very accessible. If on the other hand the mean mark is low when compared with the maximum score, the facility factor will be small and the item considered less accessible to candidates.


Sticky Note
For each item the table shows the number (N) and percentage of candidates who attempted the question. When comparing items on this measure it is important to consider the order in which the items appear on the paper. If the total time available for a paper is limited, there is the possibility of some candidates running out of time. This may result in those items towards the end of the paper having a deflated figure on this measure. If the time allocated to the paper is not considered to be a significant factor, a low percentage may indicate issues of accessibility. Where candidates have a choice of question the statistics evidence candidate preferences, but will also be influenced by the teaching policy within centres.


(c) Many of the food outlets will be serving ‘fast food'.

Describe the main features of the food and service of a fast food outlet. [6]
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(c) Many of the food outlets will be serving ‘fast food'.

Describe the main features of the food and service of a fast food outlet. [6]
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(c) Many of the food outlets will be serving ‘fast food'.

Describe the main features of the food and service of a fast food outlet. [6]

(i) food
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Sticky Note
Candidate makes relevant point to the style of service.

Sticky Note
Candidate offers explanation as to why the style of food is 'fast', but lacks depth.

Sticky Note
Candidate offers explanation of the type of food on offer being snack type food.

Sticky Note
Candidate infers food is high in fat from being deep fried, and so unhealthy.


(c) Many of the food outiets will be serving ‘fast food". b
Describe the main features of the food and service of a fast food outlet. [6]
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(c) Many of the food outiets will be serving ‘fast food". b
Describe the main features of the food and service of a fast food outlet. [6]
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Sticky Note
Good, relevant point made re customers being expected to clear their own rubbish.

Sticky Note
Candidate describes the basic service.  Several correct points are made with reference to the style of service, so full marks awarded for this section.

Sticky Note
Candidate could have expanded here on the nutritional content of fries and fizzy drinks.

Sticky Note
Candidate has described why the food is quick, and the types of food generally offered.


(c) Many of the food outlets will be serving ‘fast food'.

Describe the main features of the food and service of a fast food outlet. [6]
(i) food
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(c) Many of the food outlets will be serving ‘fast food'.
Describe the main features of the food and service of a fast food outlet. [6]
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Sticky Note
A relevant point made here re labour force.  Low skill level employees will be cheap labour. 

Sticky Note
Candidates explains how customers access the menu.

Sticky Note
Candidate explains style of service, inferring self service, the need to queue before ordering and paying at the counter. 

Sticky Note
Candidate offers explanation of high in sugar drinks.

Sticky Note
Candidates offers examples of snack foods offered.

Sticky Note
Candidate explains why food is often high in fat and salt.


7.

Customer Care is one of the most important aspects of a successful hospitality business.

(b) Explain how an organisation can measure customer satisfaction. [4]
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(b) Explain how an organisation can measure customer satisfaction. [4]
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Sticky Note
Candidate correctly names two methods of measuring customer satisfaction.
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(b) Explain how an organisation can measure customer satisfacﬁon. [4]
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Sticky Note
Candidate 'names' 2 methods. Although  survey is not as precise as questionnaire, candidate gives a thorough explanation of how results can be used by the organisation.


(b) Explain how an organisation can measure customer satisfaction. [4]
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(b) Explain how an organisation can measure customer satisfaction. [4]
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Sticky Note
Candidate names a third method and offers explanation of what information will be provided by the comment cards.

Sticky Note
Candidate correctly names 2 methods.


13

(c) Discuss how the hotel can ensure the safety of their guests during the evening. [6]

END OF PAPER
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(c) Discuss how the hotel can ensure the safety of their guests during the evening.
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(c) Discuss how the hotel can ensure the safety of their guests during the evening. [6]
e mexe\ L Snond  corSuos. o 09N pssrsSoetk aQ.
e venee (oo ot e esdx. TWs s so d\cﬁ .................

a0 Qeenens. Yem . Thee.  arand® we o e e
PR RN S NS Mmoo, TR avooa
G N = SR, ~ < YL N S ext«\Q\a\sW‘ ........ L ANE Coom
TS S~ S T T o T o W £ S - . S\ RN S (\0:) .
LATORE TS STNNG A0S L. P WeQRS. i

........... X5 N, JEE ) ..u.)’bﬂ QN0
A&\t’) ......... sagdcc\oehes  SeanS  NeS | s syre
AV SE.. PSS S Do OXK N .

END OF PAPER

13 © WIEC CBAC Ltg (4742.01) Turn over.


Sticky Note
The candidate correctly offers discussion with regards to 3 causes of tripping. They do not however, offer a broad  enough discussion of how to avoid all of those hazards or comment on other aspects of safety such as first aid, staffing, spills, food and so on. As such the answer could not attain the higher marks.

Sticky Note
Candidate offers some discussion with regards to fire safety during the event.

Sticky Note
Candidate correctly mentions Risk Assessment.


Examiner

(c¢) Discuss how the hotel can ensure the safety of their guests during the evening. 6] o
The | “H*H"f ...... i
CGuar duany e evm&\ggtwwvw ..............

Wom e g Ceclont racoahon. . Ade .
vk o oo (—»MM Lulr?tw. MJ\AS e nepest
ure ex (L M&b\ﬁ)u\d L. wagtwevua
baumed {4 akd peﬁmMsw'ij _________
MusE. make . SR \M CCTV s . wocm {-v((cd
be a disco, My Should easar.
one... Cleove o\ U Qe cuﬁw

a,wr:u:, fe/ SPaM,. 00 O g opuaie.

_TTCA.... ua—e01 ...... e
...... jM...’g’f/Qd.....i(’,{\/\.\d Should. ke . ﬁ(lg Cookeoh+

\Mf& ek itk b Llearty (odatlad....Q0........
...... MCOV\WZQ&pth {o.ow. N ks effeck
.................... g Vet witw. OllRgiA

END OF PAPER

13 © WJEC CBAC Ltd, (4742-01) Turnover.
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Sticky Note
Overall, the candidate shows a wide knowledge of how to ensure guests safety during this given event.

Sticky Note
Good reference to food safety.  Candidate could have expanded on this with reference to food poisoning, but has made good reference to food allergies.

Sticky Note
Candidates relates safety aspects very clearly to this particular event, covering a number of relevant points.

Sticky Note
Good discussion offered by candidate with regards to fire safety and the need for a first aider.
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Sticky Note
Overall a good answer, but lacks the breadth to merit full marks.
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Sticky Note
Overall a good answer, but lacks the breadth to merit full marks.

Sticky Note
Detailed discussion as to how to cope with spillages to ensure customer safety.

Sticky Note
Good reference to tripping hazard and why sharp objects should be kept away from the table edge.

Sticky Note
Candidate shows awareness of, but does not expand on fire safety and disabled access.

Sticky Note
Good reference made to room capacity and the need for a Risk Assessment to be carried out.  Candidate could have expanded on the latter.
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Q.5 (o)

Award 1 mark for one point explained.

Award 2 marks for 2 points explained.

Award 3 marks for 3 points explained.

Award maximum of 1 mark for a list with no explanation.

Answers may include:

(i)

(ii)

Food

Limited menu in each concession/outlet

Much of the food is pre-cooked/pre-packed/ready to be
assembled

High in salt

High in fat

High in sugar — reference to fizzy drinks

Few fruit and vegetable may be available

Standard recipes used so guaranteed product

Snack type food

May be eaten from a tray at central tables, or put in a bag to be
taken away

Quick

Service

Photos of food available is shown above counter
Payment is taken at time of ordering

Customers go to the counter to order food

Self service

Disposable packaging/can be recycled

No/limited cutlery needed

Staff have to clear tables regularly

Can be large queues

Cheap labour often used, can affect customer service
May be served on a tray

May need to clean your own table before/after eating

[2x3]
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Q.7 (b)

Award 1 mark for each correct method named, or 1 mark per method and
1 mark per explanation.

Answers could include:

Analysing customer feedback

Customer comment cards/guest book (B&B)/suggestion box/surveys
Comments on Trip Advisor web-sites

Questionnaires in rooms

Ask/talking to customers — verbal feedback

Mystery customers

Number of complaints received

Online questionnaires

Number of return bookings

Recording new clients who book as a result of referral from satisfied
customers

[4]
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Q9 (o

Award 0-2 marks for a basic answer, showing limited understanding/ [6]
knowledge of ensuring safety of guests.

Award 3-4 marks for a more detailed answer — a minimum of 3 points
with some discussion as to how the hotel can ensure the safety of their
guests.

Award 5-6 marks for an answer that recalls detailed knowledge and a
thorough understanding of how the hotel can ensure the safety of their
guests during the evening.

Answers could include:

Complete a risk assessment for the event

Dance floor and dining area clearly separate

Plenty of space between the tables

Check all furniture for sturdiness

No trailing wires/wires taped to the floor

No trailing tablecloths

Fire exits clearly marked with appropriate signage and instructions
Fire exits not blocked by anything

First aider in attendance

Disabled access available

Sharp cutlery away from edge of table

Reference to food poisoning/food safety

Warnings of strobe lighting (epilepsy and trigger migraines)
Room capacity adhered to

Any spills dealt with immediately/wet floor signage used
Hot plate signs

Adequate staff available

Have all equipment safety checked prior to the event

GCSE Hospitality and Catering MS Summer 2014
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