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[bookmark: TemplateOverview]General comments
The examination assessed the following five units of competency:
SITHFAB004 Prepare and serve non-alcoholic beverages
SITHFAB005 Prepare and serve espresso coffee
SITHFAB007 Serve food and beverage
SITHFAB016 Provide advice on food
SITXFIN001 Process financial transactions.
Most students attempted all questions and were able to provide multiple responses where required. In most cases, students were able to provide sufficient details to gain marks for their responses. Overall, there were very few questions left unanswered, which indicated good knowledge.
Students demonstrated sound knowledge in relation to:
items stored at the waiter’s station
standard recipes and the information contained in them
dietary conditions and suitable food and beverage items to recommend to customers
docket information
float counting and recording.
Students should:
write clearly, to ensure that all words are legible and can be understood
use a blue or black ballpoint pen rather than a pencil
read the questions properly to ensure they address the question requirements in their response
be able to explain work tasks and procedures clearly
use correct industry terminology (e.g. covers, demitasse, three-minute check)
be specific in responses to make answers clear. For example, not simply stating that something is the ‘correct’ equipment, amount, temperature or time without specifying what that is.
provide examples to support explanations
provide thorough descriptions of processes, e.g. preparation of different types of espresso coffee, steps in milk texturing, clearing tables and handling customer complaints.
Students were not awarded marks if they:
repeated the stimulus material from the question as their answer
gave vague or non-specific answers
provided one-word answers.


Specific information
This report provides an indication of what answers may have included. Unless otherwise stated, these are not intended to be exemplary or complete responses. 
The statistics in this report may be subject to rounding, resulting in a total of more or less than 100 per cent.
Section A
Correct answers in the following table are in bold type and shaded.	
	Question
	Correct answer
	% A
	% B
	% C
	% D
	Comments

	1
	D
	2
	3
	0
	95
	

	2
	C
	0
	1
	89
	10
	

	3
	D
	1
	70
	1
	28
	The profit margin is the difference between the cost price and the sale price.
A – The profit margin is $3.00.
B – The profit margin is $4.00
C – The profit margin is $5.00
D – The profit margin is $6.00
Therefore, D is the correct answer as it has the highest profit margin.

	4
	D
	1
	1
	0
	98
	

	5
	A
	99
	1
	1
	0
	

	6
	A
	66
	1
	27
	6
	

	7
	A
	60
	2
	28
	10
	

	8
	C
	10
	5
	84
	1
	

	9
	C
	1
	1
	84
	15
	

	10
	B
	3
	87
	7
	3
	

	11
	C
	6
	1
	28
	66
	A – Tray service is generally associated with beverage service or large-scale function food service.
B – Silver service uses a spoon and fork to place food items onto guests’ plates from a platter, used in some fine-dining establishments.
C – The two-plate technique involves carrying two plates in the non-dominant hand and forearm, leaving the other hand to carry another plate or any other items needed. This is the most common technique used in restaurants and cafes.
D – In the three-plate technique, an attendant carries three plates in their non-dominant hand and on their forearm, leaving the other hand to carry another plate or other items. This is not commonly used in restaurants or cafes.

	12
	D
	0
	0
	0
	100
	

	13
	B
	1
	73
	27
	0
	

	14
	B
	1
	44
	32
	23
	A – Rock salt is too coarse.
B – The texture of table salt would be closest to ground espresso beans. Therefore, B is correct.
C – Talcum powder is too fine.
D – Baking powder is too fine.

	15
	D
	3
	2
	4
	91
	

	16
	C
	42
	0
	57
	1
	

	17
	A
	26
	10
	60
	3
	A – Correct
B – A filtration system does not remove all minerals from water.
C – The filtration system filters water entering the machine. Coffee waste may be found on the surface of the machine around the group head and some of the machine fittings and pipes, but not in the filtration system which is located where the water enters the machine.
D – Water flow and pressure from the mains are not related to filtration.

	18
	B
	11
	86
	3
	0
	

	19
	C
	26
	17
	51
	7
	

	20
	B
	3
	27
	70
	0
	A – An incinerator is a non-environmentally friendly and outdated method of disposal.
B – Correct
C – Paper recycling bin is incorrect because paper napkins contain both food (grease and other residue) as well as personal body fluids from the user, making them unhygienic for recycling. Also, the fibre paper napkins are made from is usually thin and unsuitable to turn into other paper material.
D – Refers to plastic disposal only so is unsuitable.

	21
	C
	0
	1
	97
	2
	

	22
	B
	2
	80
	1
	18
	

	23
	A
	51
	3
	2
	44
	

	24
	B
	3
	69
	19
	8
	

	25
	D
	10
	24
	5
	61
	





Section B
Question 1a.
	Marks
	0
	1
	2
	Average

	%
	31
	57
	12
	0.8


Any two of the following:
access for the attendant
access to items stored there 
design/layout of the space/building, i.e. not in a pathway, not too close to tables.
Most students were able to obtain at least one mark. Many students referred to the location of the waiter station in relation to the kitchen or the reception/cashier area, rather than it providing easy access for the attendant and/or items needed during service, the layout of the room and table positions or the need for the waiter’s station to be out of guests’ way but still accessible to waiters and provide them with a view of the tables.
Question 1b.
	Marks
	0
	1
	2
	3
	4
	Average

	%
	1
	6
	13
	27
	52
	3.2


Any four of the following:
menus, specials menu or wine list 
utensils (e.g. tongs, cake lifters etc. – must give example)
docket books and pens, iPads, ordering devices, POS 
water jugs
spare cutlery and crockery
glasses
butter and bread (or associated service items for them)
wine buckets
table numbers
service plate or tray
bar trays
spare napkins, waiters or service cloths
toothpicks
condiments, e.g. oil, vinegar, sauces, cruets, salt and pepper (simply saying ‘accompaniments’ did not receive marks)
floorplan, table allocation
cleaning cloths and sprays such as sanitising spray (non-specific examples such as ‘chemicals’ were not awarded a mark)
table decoration such as vases, flowers, candles, holders.
Students had good knowledge of items stored at the waiter’s station. Marks were not awarded for uniform items such as aprons or equipment used for cash handling or payment.


Question 2
	Marks
	0
	1
	2
	3
	Average

	%
	3
	10
	46
	41
	2.3


Establishment benefits (at least one and up to two of):
increased patronage leading to more profitability
increased customer loyalty
good social media reviews
good first impression
positive reputation
questions answered politely and correctly
maintenance of good standards
rapport between staff and guests.
Customer benefits (at least one and up to two of):
enjoyable dining experience for customer
confidence that the restaurant and staff are professional
provision of clear and accurate information about service style and procedures, e.g. ordering, use of QR codes and self-service
provision of a clear point of contact for the customer.
To obtain full marks students needed to address the benefits, both to the guests and to the establishment, of a professional and polite greeting.
Question 3a.
	Marks
	0
	1
	2
	Average

	%
	15
	62
	23
	1.1


To minimise wastage, for cost and portion control.
For consistency of beverage standard. 
Many students incorporated examples from below:	
made to the correct strength, consistency, texture, and flavour
correct ingredients used
correct presentation
made the same even when prepared by different people/ensure the correct method/steps are used.
Some students explained what a standard recipe is, rather than stating its purpose – to obtain consistency in beverages prepared and minimise wastage or control portions and costs.


Question 3b.
	Marks
	0
	1
	2
	3
	4
	Average

	%
	4
	8
	21
	40
	28
	2.8


Any four of the following:
name of drink
name of ingredients and quantity used
preparation method / step-by-step guide
glass/serving vessel
garnish
picture of drink.
This question was well handled by students. Some students were unable to obtain full marks as they listed equipment or types of equipment already provided in the example response.
[bookmark: _Hlk152502323][bookmark: _Hlk152502338]Question 3c.
	Marks
	0
	1
	2
	3
	Average

	%
	21
	41
	25
	13
	1.3


Any three of the following:
equipment is safe, no frayed cords, no chips or cracks 
correct equipment selected for the drinks to be made and method to be used (for example, using a Boston shaker and Hawthorne strainer for a drink made using the shake and strain method)
equipment and utensils are clean
appropriate-sized equipment for number of beverages to be made
all parts of equipment present (e.g. blender lid, top of shaker)
all the required utensils present (e.g. muddler, knife, board, Hawthorne strainer).
Many students were able to link the selection of the equipment relevant to the method or type of drink being made. Some students described the ingredients and garnishes rather than focusing on what to consider when selecting the equipment, so did not address the question. Some students provided vague responses such as ‘in working condition’ rather than stating that all components were present or that the safety of the item should be checked. Very few related the response to considerations such as checking the safety of equipment, all components being present and in working order and ensuring the cleanliness of equipment.
[bookmark: _Hlk152502372][bookmark: _Hlk152502420]

Question 4a.
	Marks
	0
	1
	2
	3
	4
	Average

	%
	0
	1
	10
	37
	52
	3.4


Recommendations could include the following.
	Guest type
	Entree menu selection
	Main course menu selection

	Vegan
	steamed wombok-and-chive dumplings 
	smoked cauliflower 

	Non- vegan
	octopus, cauliflower soup or steamed dumplings
	rockling, quail or smoked cauliflower 


The response needed to address the dietary requirements and the limited time frame. Overall, this question was handled fairly well by students. Some students answered risotto for the vegan option. This was not accepted as risotto generally takes a longer time to prepare and has ricotta, which would not be suitable for the vegan. Steak was not accepted as suitable for a non-vegan in a hurry, unless it was specified that they required it rare.
Question 4b.
	Marks
	0
	1
	2
	3
	4
	Average

	%
	17
	18
	34
	24
	7
	1.9


Sensory descriptions that could be used to describe the dessert item ‘white chocolate and raspberry mousse, berry salad, strawberry sorbet’ include:	
aroma  	
fresh berry/strawberry (in reference to berry salad or sorbet)
sweet chocolate (in reference to the mousse)
flavour 
fruity, tangy, tart, fresh, refreshing (in reference to the sorbet or berry salad or the raspberry in the mousse)
sweet, creamy (in reference to the mousse)
appearance (including colour)
white, pink or red dependent on raspberries (e.g. whole v. blended; for the mousse)
vibrant, bright red (sorbet)
whole, sliced, bite-sized pieces, natural red berries (berry salad)
texture 
light, airy, smooth, velvety, creamy, rich, soft (mousse)
light, icy, frozen, cleansing, refreshing (sorbet)
whole, sliced, bite-sized fruit pieces (berry salad)
cold, chilled (entire dish)
Students are encouraged to write their response as if they were describing the dish to the guests. To obtain four marks, the student was expected to address each of the sensory characteristics and to link their descriptive words to the components of the dish they were describing. (What part is sweet? What part is creamy? and so on.)  
They should attempt to include all parts of the dish, i.e. the mousse, the sorbet and the berry salad, in their description.
Descriptions of the berries being sour is not appealing and words such as tangy are preferable. Likewise, crunchy raspberry seeds would not appeal to the customer.
Many variations of colour were accepted – white/pink or white/red for the mousse, pink/red for the sorbet and pink, red, purple and blue to describe the mixed berry salad,
Possible descriptions:
1. It is a light and airy white chocolate mousse, served with a refreshing, vibrant, sweet, red strawberry sorbet and a tangy fruity-smelling mixed berry salad.
2. It is a smooth and creamy white chocolate mousse, served with a refreshing, vibrant, sweet, red strawberry sorbet and a tangy berry salad with a fruity berry aroma.
3. The mousse is velvety and rich, with a sweet chocolatey smell and a soft pink colour from the combination of white chocolate and raspberries. It is served with a refreshing, frozen strawberry sorbet and has a fragrant fresh berry salad on the side.
4. Smelling of decadent white chocolate and seasonal berries, the mousse is sweet with a creamy, soft texture, contrasted by the refreshing pink strawberry sorbet and tangy mixed berry salad. 
Question 5a.
	Marks
	0
	1
	2
	Average

	%
	10
	26
	64
	1.5


Choice: Grilled chicken and steamed vegetables. 
Explanation (one of):
contains protein and a range of vegetables
chicken is grilled/lean/low-fat and the veggies are steamed
it’s a healthy choice of cooking method
no sauces added.
Students received one mark for the selection of an appropriate dish and a further mark for stating why it was suitable.
Most students selected the chicken. Stating that the chicken was light did not score a mark; students needed to state either that it was high in protein or prepared in a way that did not introduce additional fat, i.e. grilled.  
Question 5b.
	Marks
	0
	1
	2
	Average

	%
	30
	38
	32
	1.0


Choice: Steak and asparagus with tomato
Explanation (one of):
the keto diet is about eating mainly protein and the steak dish fits that best
keto is low carb
grass-fed protein is recommended on keto eating plans in preference to grain-fed products (chicken is generally grain fed)
Most students were able to identify that a steak was suitable for someone on a keto diet and that steak contains protein, or that this dish was low-carb and fitted with the keto diet.
Question 5c.
	Marks
	0
	1
	2
	Average

	%
	12
	16
	72
	1.6


Choice: Battered fish and chips 
Explanation: Deep-fried foods are generally cooked in oils that are high in saturated fats, which contribute to elevated cholesterol and should not be eaten if you have high cholesterol.
The majority of students were able to identify that fish and chips are deep fried in oil and therefore the dish is a high-fat meal.
Question 6a.
	Marks
	0
	1
	2
	Average

	%
	27
	62
	11
	0.8


Missing information is as follows:
cover numbers not specified for either the chips and salad or chips and veg options for chicken schnitzel
cover numbers for the schnitzels in the wrong position
cover numbers missing from the lines next to the different schnitzels 
how the steak for Cover 2 is to be cooked.	
Most students were able to identify that it was unclear as to which guest was having which accompaniments with their schnitzel.
Many students did not identify that the degree of cooking for the steak was not recorded on the docket.
Question 6b.
	Marks
	0
	1
	2
	3
	Average

	%
	13
	16
	50
	21
	1.8


Any three of the following:
Double check the information submitted on the order (to check that it was not waiter error).
Inform the chef of the error and ask for it to be rectified with a new meal made. (Must have for full marks.)
Ask the chef how long it will be. 
Inform the customer of the delay and how long it will be.
Liaise with chef to ensure other meals for the table stay warm / don’t dry out. 
Follow up with customer to see if satisfied with process. 
The initial part of the response must refer to actions at the pass, not at the table, so responses that mentioned taking the meal back from the table to the kitchen were not awarded marks.
Many students failed to acknowledge that this was part b. of the question and therefore there were six meals ordered on the docket – they only dealt with the two chicken Caesar salads. Not many students addressed what should be done with the remaining meals, e.g. find out how long the new Caesar would be then either serve the remaining meals with an apology to the customer OR hold the meals at the pass until the new Caesar was prepared.
Question 6c.
	Marks
	0
	1
	2
	Average

	%
	5
	50
	45
	1.4


Two of the following:
prevents errors occurring in the kitchen
smoother service with less disruptions
greater customer satisfaction / less complaints 
less incorrect dishes and food wastage
less issues at the pass
ensures all dietary requirements are noted and accommodated.
Students are reminded to look at the marks allocated to the question when providing their answers.  Some only provided one reason why the docket information is important.
Question 7a.
	Marks
	0
	1
	2
	3
	Average

	%
	5
	51
	41
	3
	1.4


Any three of the following:
three-minute check after serving entree, main or dessert
at the end of each course while clearing
at the end of the service
when the customer is not really eating, just moving the food around their plate
body language of the customer indicates something is wrong.
The question states during service, when errors can be identified and corrected. Therefore, responses related to when the customer is leaving or paying the bill were not accepted. ‘When the customer requests the bill’ was accepted as there is still an opportunity to rectify the error, e.g. a free coffee or a discount from the bill (with supervisor approval).
Students should be specific in their responses. For example, they should indicate that a three-minute check should occur after the service of a course, not simply state ‘three-minute check’.
Repetitive responses such as ‘three-minute check after entree’, ‘three-minute check after mains’, and ‘three-minute check after dessert’ were not awarded full marks.


Question 7b.
	Marks
	0
	1
	2
	3
	Average

	%
	0
	20
	50
	30
	2.1


Any three of the following:
in order to check that they are satisfied with their food so you can resolve issues early
to see if they need your attention for something else, e.g. if they require a refill of their drink, or need glasses or tableware removed
positive interaction may assist in forming positive experience and good reviews
to ensure that dietary requirements have been met
to obtain feedback which can lead to improvements
the three-minute check allows customers to tell you if:
there is something wrong, such as their steak is not cooked as they ordered, or the food or coffee is cold, so you can fix it
they would like to order something extra, like a salad.
Many students were able to identify that checking customer satisfaction can enable errors to be corrected.  Many struggled with providing additional responses, and answers were sometime vague and non-specific. 
Question 8
	Marks
	0
	1
	2
	3
	Average

	%
	6
	25
	50
	19
	1.8


Students were asked to give two reasons why it is important to give a handover and one example of what might be covered in a handover.
1. To ensure a seamless transition of staff so customers are unaffected by the changeover and special requests are not forgotten or missed.
2. To pass on relevant information about the previous shift that the incoming shift need to know about.
Examples that students could use to support the response include:
customer needs
special requests
dietary requirements
orders to be completed
tasks to be finished
issues with outgoing shift (e.g. whether there has been a delay or a complaint).
Most students identified that the handover was an opportunity to pass information to the incoming attendant. Many students did not mention that the handover should be seamless and not affect the customer or level of service. Some students forgot to provide an example of what could be discussed in a handover.


Question 9a.
	Marks
	0
	1
	2
	Average

	%
	17
	10
	73
	1.6


[image: ]Picture 1: paused, resting or in progress 
Picture 2: finished and ready for clearing   
Most students were able to identify that the crossed cutlery position indicates that a customer is still eating their meal and that when cutlery is placed together on the plate the customer is finished. Some reversed this and subsequently did not achieve a mark.
Question 9b.
	Marks
	0
	1
	2
	3
	4
	5
	6
	Average

	%
	27
	22
	18
	18
	11
	4
	0
	1.7


Start with the plate with the most scraps or with a large or flat plate (i.e. not a bowl as it won’t stack); start with Cover 1 or with the guest to right of the host.
Collect the plates and cutlery from the right side of customers. 
Technique (for collection of first plate): Transfer plate to non-dominant hand holding the plate between the thumb and index finger, lock the fork with the thumb and slide the knife in under in a right angle.
Direction around table: move clockwise and continue to all customers. 
Technique (for collection of remaining plates): collect the plates and cutlery, scrape the scraps on the bottom plate and place the knife under the fork at right angles and the fork on the other fork (hold as in a two-plate carry).
Either collect side plate with main plate or go back and collect side plate and knife.
Collect cruets and crumbs down table.
The first five points were necessary to obtain full marks (moving clockwise could be mentioned at any point).
Students are reminded to include basic service principles in their response such as taking the plates from the guests’ right and moving clockwise around the table. Many students did not describe the correct techniques for clearing multiple covers, e.g. positioning a plate in the non-dominant hand for scraps, crossing the cutlery and stacking subsequent plates on the forearm. Many students referred to stacking the plates on the table. Some students described steps after clearing, e.g. providing menus and cutlery for dessert, offering more drinks etc. These responses were not awarded marks, as the question was specific to clearing the table.


Question 9c.
	Marks
	0
	1
	2
	Average

	%
	71
	17
	13
	0.4



	Cover number
	Cutlery and crockery required

	1
	dessert spoon

	2
	entree/dessert/small/cake fork, dessert spoon (optional extra plate)

	3
	entree/dessert/small/cake fork, dessert spoon and empty plate

	4
	cheese knife


The type of fork needed to be specified (entrée, dessert, small or cake fork). Students were required to specify dessert spoon, not just ‘spoon’.
A common error was including only a dessert spoon or fork, but not both. Some students did not specify the type of spoon or fork required. Many students did not allow for an extra plate for Cover 3. Some students appeared not to have read the section of the question that states cover numbers two and three will share a dessert.
Some students specified the provision of two empty plates or a knife for cutting the lemon meringue pie. This was accepted as long as everything else was correct.
Question 10
	Marks
	0
	1
	2
	3
	4
	Average

	%
	36
	20
	23
	16
	6
	1.4


Scrape the crockery
Scrape plate scraps and non-recyclables into the bin (may say ‘green waste for food scraps’)
Recycling (one of)
food scraps should be separated for composting
recyclable plastics should be separated for recycling 
paper that does not contain food should be separated for recycling
Cutlery
to be placed with dirty cutlery as per work processes (e.g. stacked in cutlery dishwashing tray or basket, or placed in a container of water to soak)
Stack the crockery
plates are stacked for washing (same sizes together) or placed in trays ready for the dish washer.
Most students were able to state that food scraps would be placed into a bin or compost bin and that they would separate recyclable items. Many students didn’t read the question carefully and responded about dishwashing duties rather than food attendant duties, describing the cleaning and washing procedures and polishing once cleaned. The question is about the steps a food attendant takes when clearing cutlery and crockery, not the steps the kitchen hand takes. Students sometimes missed marks relating to putting the cutlery in a tub and appropriately stacking crockery ready for the dishwasher. 


Question 11a.
	Marks
	0
	1
	Average

	%
	83
	17
	0.2


Any one of the following:
to ensure correct strength and consistent end product
humidity can affect extraction from the coffee grind
temperature can affect the extraction from the coffee grind.
Many students failed to read the question correctly and answered why it is important to ensure the texture of the grind is correct, instead of an additional reason why the grind should be adjusted. Most students did not identify that fluctuation in temperature or humidity may affect the grind.  
Question 11b.
	Marks
	0
	1
	2
	3
	Average

	%
	26
	49
	21
	4
	1.0


To ensure that (any three of the following):
the coffee is made to standard
the coffee is not bitter 
the coffee has the correct crema 
you are producing the correct flow rate (25–30 mL in 25 to 30 seconds) and correct extraction rate, and the coffee is the right strength 
grinder grinds the correct dose of coffee 
espresso machine is ‘operating properly’ (must provide an example e.g. temperature or pressure)
machine is clean and that no residual chemicals are left after cleaning.
‘Texture of the grind’ was not accepted unless it was associated with how this impacts the strength or volume of the espresso or the flow or extraction rate.  
Vague answers such as ‘machine running as it should’, ‘make sure machine is working correctly’ or ‘extraction time is right’ were not accepted as they did not demonstrate knowledge of machine pressure or temperature or the correct extraction rate, i.e. 25–30 mL in 25 to 30 seconds. 
[bookmark: _Hlk152503300]Question 12a.
	Marks
	0
	1
	Average

	%
	75
	25
	0.3


Sample responses (any one of):
15–20 mL extraction obtained in 15 to 20 seconds
a concentrated espresso, approximately 15–20 mL, half the volume of a regular espresso
means ‘restricted’ in Italian: the flow is stopped when 15–20 mL of espresso is extracted
means ‘restricted’ in Italian; it is a pour of 15–20 mL
a concentrated coffee/espresso; the flow is stopped after about 15 to 20 seconds 
is a concentrated coffee/espresso; the flow/machine is stopped when 15–20 mL is extracted.
Many students did not provide a full description of a ristretto by stating that it was concentrated/restricted or stronger or smaller than a regular espresso and that it was made by stopping the flow after 15 to 20 seconds, or that the resultant espresso was 15–20 mL. Many students confused a ristretto with a macchiato or with the rice dish risotto.
Question 12b.
	Marks
	0
	1
	2
	3
	Average

	%
	54
	28
	13
	5
	0.7


Descriptions should include:
amount of coffee used – approximately 7 to 8 grams of ground coffee (small variances to this were accepted)
length of extraction and volume – the espresso machine is stopped after 15 to 20 seconds producing 15–20 mL
service ware – served in a small cup or glass – must specify demitasse/piccolo/small espresso cup or glass
Many students did not specify the amount of ground coffee to be used – they often referred to putting the ‘right amount’ of coffee in (this is not specific). They also often either forgot to mention that they would turn the machine off after 15 to 20 seconds or that they would extract 15–20 mL of espresso. Students needed to specify the type of service ware used. ‘Shot glass’ was not accepted. ‘Latte’ glass were not accepted unless ‘small’ was specified.
Question 13
	Marks
	0
	1
	2
	3
	4
	Average

	%
	10
	1
	0
	29
	60
	3.3



	Dietary requirement
	Almond milk
	Oat milk
	Cow’s milk

	lactose intolerant
	
	
	X

	vegan
	
	
	X

	gluten intolerant
	
	X
	

	allergic to nuts
	X
	
	


Students achieved good scores for this question. Responses that did not score well did so because they did not complete the table.


Question 14
	Marks
	0
	1
	2
	3
	4
	5
	Average

	%
	31
	12
	21
	23
	10
	3
	1.8


The five steps are:
Insert the tip of the steam wand just under the surface of the milk. 
Turn the steam wand on. 
Create vortex/whirlpool and stretch the milk. The sound should be a gentle hiss, not a squealing (the sound of milk will change as the milk texturises).
As the milk begins to heat up, the barista should adjust the angle of the wand or raise the jug so that the wand is deeper in the milk to create micro-foam of thick, velvety foam that doubles in size, then swirl and tap the milk and foam so that there are no large bubbles. 
Turn off the machine when it reaches 60–65 ºC. / Check that the temperature is 60-65 degrees.
This question required students to explain the steps in texturing milk. Some students did not focus on the key points of the milk-texturing process, adding extra details about the grinding and tamping of coffee or the types of beverages that can be made with the resultant textured milk. Some students referred to developing ‘froth’ instead of dense foam or microbubbles. Many students said to turn off the machine when it reached the ‘correct temperature’ instead of specifying the temperature (60–65 ºC).  


Question 15a.
	Marks
	0
	1
	2
	3
	4
	5
	6
	Average

	%
	2
	0
	0
	1
	4
	9
	84
	5.7


Additional information to be filled in for the response is in bold.
	Cashier float summary record sheet:
	 

	 
	
	
	 

	Prepared by: Manager
	
	
	 

	Received by: Cashier
	
	
	 

	 
	
	
	 

	
	
	
	 

	Opening balance total:
	
	 

	Denominations
	
	No of
	Total

	$100
	x
	0
	$0.00

	$50.00
	x
	0
	$0.00

	$20.00
	x
	3
	$60.00

	$10.00
	x
	7
	$70.00

	$5.00
	x
	14
	$70.00

	$2.00
	x
	25
	$50.00

	$1.00
	x
	20
	$20.00

	$0.50
	x
	20
	$10.00

	$0.20
	x
	50
	$10.00

	$0.10
	x
	80
	$8.00

	$0.05
	x
	40
	$2.00

	 
	
	
	 

	 
	 
	Total
	$300.00


Most students achieved all marks for this question. For those who did not, it was generally due to missing a response or miscalculating how many of a denomination made up the total.


Question 15b.
	Marks
	0
	1
	2
	3
	Average

	%
	3
	18
	65
	14
	1.9


Any three of the following:
Recount it.
Have a colleague count it (crosscheck).
Record what is present on the cashier float summary record sheet or other appropriate document.
Report to supervisor and return it to the office.
The question related to counting the float before service, so responses that described checking the till or receipts were not accepted. Most students were able to identify that the float should be counted again and that if it was short they should report it to the manager.  
Question 16a.
	Marks
	0
	1
	Average

	%
	19
	81
	0.8


The change received will be $36.00
The cost of the items is $14.00 ($4.50 + $4.50 + $5.00 = $14.00) 
Therefore $50.00 – $14.00 = $36.00 change
Some students were unable to calculate the total of the sale and therefore how much change was due to the customer.
Question 16b.
	Marks
	0
	1
	Average

	%
	52
	48
	0.5


The amount of the tip is $1.40
$14.00 × 10% = $1.40
A number of students calculated the tip amount based on the change given ($36.00), therefore a tip of $3.60, which is incorrect. The tip is calculated on value of the sale.


Question 17
	Marks
	0
	1
	2
	3
	4
	5
	Average

	%
	9
	17
	35
	24
	10
	4
	2.2


Listen to the customer, acknowledge the complaint and apologise.
Confirm or clarify: ask the customer what they want/seek further information (ask questions).
Inform the manager of the comments and who made them.
Action
With manager approval, provide refund, discount or voucher for future meal.
Offer to let them speak to the manager.
Take action in line with the establishment’s complaint policy.
Follow-up steps
Check customer is satisfied with solution, OR
Inform the kitchen of the feedback comments.
The responses did not necessarily have to be in the exact order shown above, but the order must flow, be logical and make sense.
Students are encouraged to follow the logical steps to deal with a customer complaint but also need to apply these steps to the context of the question – in this case the complaint was at the end of the meal when the customers are about to walk out the door, so asking the chef to prepare another meal is not appropriate. Students should always ensure that any compensation has manager approval. Responses that indicated giving an apology without an indication of listening to or acknowledging the customer’s complaint were not awarded a mark. For example, a response of ‘I’m so sorry that your meal was not up to the usual standard today’ would be awarded a mark, whereas ‘Apologise to the customer’ would not achieve a mark. Many students did not identify follow-up steps, such as ensuring that the customer is satisfied with the resolution.
Students who achieved high marks in scenario questions answered as if they were speaking with the customer and applied their knowledge to the situation presented, rather than simply following rote-learned steps.
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