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[bookmark: TemplateOverview]This report provides sample answers, or 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 more or less than 100 per cent.
Section A – Multiple-choice questions
The table below indicates the percentage of students who chose each option. Grey shading indicates the correct response. The statistics in this table may be subject to rounding, resulting in a total of more or less than 100 per cent. 
	Question
	Correct answer 
	% A 
	% B 
	% C 
	% D 
	Comments

	1
	B
	1
	71
	22
	6
	

	2
	D
	24
	4
	13
	59
	

	3
	D
	26
	15
	5
	54
	A is a donation.
B is a discount or sale.
C is reselling and discounting.
D is upcycling as the food is being turned into something else – e.g. strawberries past their best could be turned into jam.

	4
	A
	56
	14
	6
	23
	A is a Shirley Temple.
B is a Roy Rogers.
C is a virgin Moscow mule.
D is a virgin sunrise.

	5
	D
	1
	13
	0
	87
	

	6
	A
	41
	26
	19
	14
	A is correct – a built drink is made in the glass it is to be served in.
B is a blended drink.
C is a blended drink (or could also be shaken).
D is a drink that could be made by either the shaken or stirred methods – like a traditional martini.

	7
	D
	1
	1
	28
	69
	

	8
	A
	90
	3
	0
	7
	

	9
	A
	90
	0
	9
	1
	

	10
	C
	15
	12
	58
	15
	

	11
	C
	0
	20
	80
	0
	

	12
	D
	6
	7
	23
	65
	

	13
	C
	8
	4
	46
	43
	C is correct because the question asked which of the following would not be a reason the chef would ask attendants to promote a dish.

	14
	A
	58
	6
	11
	25
	

	15
	D
	3
	5
	23
	70
	

	16
	C
	1
	0
	98
	1
	

	17
	B
	13
	78
	7
	2
	

	18
	C
	6
	1
	91
	3
	

	19
	B
	1
	85
	13
	1
	

	20
	B
	3
	86
	10
	1
	

	21
	A
	73
	6
	17
	4
	

	22
	B
	1
	97
	0
	1
	

	23
	C
	20
	14
	54
	12
	

	24
	A
	57
	37
	4
	1
	A is correct, as legally, you must have these three items on your receipt.
B is incorrect as the attendant’s name is not legally required.
C is incorrect as the phone number is not legally required.
D is incorrect as customer details are not required.

	25
	C
	0
	2
	96
	1
	




Section B
Question 1
	Mark 
	0 
	1 
	2 
	3 
	Average 

	% 
	2
	26
	52
	20
	1.9


Family-friendly environment. / Families are more likely to book with their children. / Expands customer base. / Increases sales or profit.
Groups are more likely to book as they know all guests will be catered for.
Quick and easy-to-prepare dishes can be added to the kids’ menu for fast preparation and service.
Portion sizes suit families with children. / Lower costs offer value for money.
Keeps children seated and happy to eat if there is a range of food that they like. / Preferences that suit children, such as chicken nuggets, ice cream and jelly/topping, spaghetti bolognese.
Smaller portions, reduced cost of goods for business. / Less waste. / Sustainable.
This question required students to identify the benefits to the venue in offering a children’s menu. This question was generally well answered, with most students identifying that the business will be able to attract families. Responses that focused only on the benefits for the customers rather than the business, or did not link the customer benefits back to business benefits, were not awarded full marks. Some responses repeated information relating to the venue being family-friendly and getting bookings for families with children. 
Question 2
	Mark 
	0 
	1 
	2 
	3
	4
	Average 

	% 
	4
	6
	15
	36
	40
	3



	Establishment type
	Example of an appropriate dish
	Price point

	food truck
	kebabs, tacos / burritos / Mexican bowls, fish and chips, pizza, noodles
	low

	fine dining
	a steak dish (premium cut), fish/seafood dishes
	high

	bistro
	chicken parmigiana, curries, roast of the day
	medium

	cafe
	muffins, cakes, sandwiches OR breakfast and other substantial meal items
	low OR medium (depending on the dish selected) 


This question required students to identify suitable dishes available at the type of establishment listed and categorise them as high, medium or low cost. Generally, food truck items were at a low price point; fine dining was at a high price point; and bistro meals were at a medium price point. Cafe meals could be either low or medium, depending on the example provided. For instance, muffins, croissants and toasted sandwiches would be at a low price point; full breakfast dishes and other meals would be at a medium price point. Higher-scoring answers for the fine-dining section included premium foods such as lobster and other seafood, eye fillet and filet mignon. Students are encouraged to provide specific dishes (for example, beef Wellington) or a description of a meat cut to justify the selection in the higher price point, rather than simply stating ‘steak’. Marks were not awarded for beverage items, as the question specified ‘dish’.
Question 3
	[bookmark: _Hlk220325109]Mark 
	0 
	1 
	2 
	3
	Average 

	% 
	13
	26
	42
	20
	1.7


Sweep debris such as dirt and leaves.
Pick up any rubbish and cigarette butts.
Spot-clean the windows, glass doors. / Polish handles.
Check the menu display / signage / decor (for example, flower arrangements or plants).
Check the reception / maître d’ station area is clean and up to date.
Check the lights/globes are all working. / Change blown light globes.
Check the outdoor furniture is clean and ready for use.
The question specifically referred to cleaning the front entrance, not to general restaurant cleaning. The question was generally well answered and higher-scoring responses identified tasks specific to the front entrance: for example, sweeping the entryway and picking up rubbish from the entrance. A common error was to identify a general cleaning task, such as mopping the floors. Some responses lacked specific detail: for example, instead of simply ‘clean surfaces’, students were required to identify what the surfaces were.
Question 4
	Mark 
	0 
	1 
	2 
	3
	4
	Average 

	% 
	10
	39
	40
	0
	11
	1.6



	Drink
	Order of preparation

	mineral water
	2

	frappé
	4

	chamomile tea
	1

	freshly squeezed orange juice
	3


The most appropriate order for preparing the drinks is to start with the tea, so it has time to steep. Then prepare the mineral water, as it will not be affected by standing, even if it contains ice. The juice is prepared next, as it can separate if it stands. The frappé would be prepared last, as shaved ice melts quickly. Common errors included preparing the tea last or second last.


Question 5
	Mark 
	0 
	1 
	2 
	3
	4
	Average 

	% 
	1
	9
	31
	38
	19
	2.7


ice – none or extra
different glassware – larger/smaller glass or different shape/style
strength – weak or strong (for example, extra topping, less or more bitters/lime/lemon)
takeaway instead of dine in
garnish – none or different garnish (for example, whipped creams, fruits)
dietary / low-fat/low-sugar options – (for example, alternative milk for vegans / low-fat milk option / diet soft drink / low-sugar juice / allergy alternatives)
This question required students to specify the adjustments to a beverage that may be requested by a customer. Overall, it was handled well by students, who most commonly identified the removal of ice (or the addition of extra ice), adding or removing garnishes, or the provision of alternative milks to meet dietary requirements. Higher-scoring responses provided an example of the adjustment – for example, ‘leave off the whipped cream’, ‘add a lemon slice’. The adjustment needed to be specified; a common error was to provide one-word answers, such as ‘ice’ or ‘garnish’, without an explanation of what the customer might want altered. Another error was using the example of ice more than once – for example, ‘add extra ice’, ‘don’t add ice’.
Question 6
	Mark 
	0 
	1 
	2 
	3
	4
	Average 

	% 
	4
	6
	20
	35
	35
	2.9


name of the dish(es) ordered
number / how many of each dish ordered / quantity
any special requests – preferences for cooking (for example, steak cooked rare/medium/well done, extra spicy, item to be omitted)
dietary requirements – allergy/intolerance information 
position / cover number of the person ordering the item
notes (for example, theatre/show/concert plans / in a hurry)
entrees at the top / separated by line / mains at the bottom / no entree for cover noted
This question required students to read the provided information and list other items that would be written on the food order docket by the food attendant. Most responses scored well and detailed appropriate items to be included on the food order docket. Common errors included using one of the given examples, providing one-word responses such as ‘food’, or stating that it was necessary to add the prices to the docket before placing the food order. 


Question 7
	Mark 
	0 
	1 
	2 
	3
	4
	5
	6
	7
	8
	9
	Average 

	% 
	12
	11
	20
	16
	13
	9
	9
	5
	3
	2
	3.3


To achieve three marks for each of the below, students were required to explain the dietary requirement or condition and provide an example of a suitable and an unsuitable food. Higher-scoring responses identified dishes or types of foods that were suitable or unsuitable. For example, for the dietary requirement ‘diabetic’, stating that a high-sugar dessert such as a chocolate mousse was unsuitable was a stronger response than stating a diabetic shouldn’t have sugary foods.
Lacto-ovo-vegetarian
A lacto-ovo-vegetarian follows a primarily plant-based diet that excludes meat, fish and poultry but includes dairy and eggs. 
Lacto-ovo-vegetarians can consume dairy (such as cheese, milk, yoghurt) and eggs. A suitable dish could be an omelette, macaroni and cheese, or a vegetable-based dish with cheese and/or eggs. 
Lacto-ovo-vegetarians follow a diet that does not include meat/fish/chicken/shellfish.
Lacto-ovo-vegetarian was not answered well. Most responses incorrectly stated that lacto-ovo-vegetarians do not consume dairy products. Very few students were able to articulate that lacto-ovo-vegetarians consume eggs, milk and other dairy products. 
Kosher
Those on a kosher diet follow Jewish food laws (Kashrut), which state that animals must be killed in accordance with Jewish law and that certain foods cannot be prepared, cooked or eaten together (for example, meat with dairy). This diet requires that separate kitchens or areas within kitchens and different kitchen equipment and utensils are used to prepare different foods.
Permitted foods include: 
some meat – from animals with cloven hooves and that chew cud (for example, cow, sheep and goat)
some fish – those with scales and fins
animals that have been slaughtered following strict laws / are kosher certified or approved.
fruit, vegetables, legumes and grains.
Foods that are not permitted include: 
camel and pig
shellfish
birds of prey
meat and dairy that is prepared, processed or cooked together
animal by-products (for example, cheeses prepared with rennet or gelatine).
Many students were able to identify that Kosher dietary laws are related to the Jewish religion but were not able to give specific examples of suitable or unsuitable foods.
Some students were able to identify that pork/bacon is not eaten by those following Kosher rules.
Higher-scoring responses indicated which foods could not be eaten together, and provided examples, such as: lasagne would not be suitable because it contains both beef and cheese, but a beef casserole would be suitable.


Diabetic
Diabetics have a metabolic disorder in which their pancreas either does not produce insulin or does not produce enough insulin. Diabetics need a healthy/balanced diet to control their symptoms, which may include high blood sugar / long-term damage to organs / spikes and lows in blood sugar.
Suitable foods include:
low GI foods
high-fibre foods
whole fruits and vegetables
wholegrain bread
brown rice/pasta
lean meats.
Unsuitable foods include:
high-carb foods / high GI foods
refined sugars (response may have included examples of high-sugar foods)
high-fat foods, such as fried food
processed meats.
Many responses showed an understanding of appropriate and inappropriate foods but did not explain these in relation to insulin production. Most students were able to identify that diabetics should not consume a diet high in refined sugars; however, fewer were able to identify carbohydrates and high-fat foods as being unsuitable. Some responses were simplistic regarding unsuitable foods – for example, ‘diabetics should not eat lollies’.
Question 8
	Mark 
	0 
	1 
	2 
	3
	4
	Average 

	% 
	2
	2
	14
	27
	54
	3.3


Coeliac
Entree: lime and chili chicken skewers with garlic yoghurt 
Dessert: gluten-free double chocolate, raspberry and pistachio roulade / grilled nectarines with maple syrup and coconut palm sugar served with coconut whip 
Lactose intolerant
Entree: steak tartare with grilled sourdough
Main course: grilled chicken breast with honey-roasted vegetables OR fish en papillote with steamed Asian greens 
Most students answered this question well. To be awarded full marks, students were expected to demonstrate their ability to read menu items and determine which would be suitable for people who are coeliac and lactose intolerant. The errors that were made often appeared to be related to not reading the question and prompts correctly: for example, allocating a dessert selection in the main course section.


Question 9
	Mark 
	0 
	1 
	2 
	3
	4
	Average 

	% 
	12
	17
	32
	27
	13
	2.2


Students were expected to describe spaghetti carbonara in a way that highlighted the sensory characteristics of the dish. To obtain full marks, the response needed to link the sensory description to the components of the dish being described. 
Sample answer: With a rich aroma of bacon, cheese and pepper, the al dente pasta is in a creamy egg sauce, studded with crisp bacon and topped with piquant parmesan cheese and a dusting of black pepper.
Smell/aroma (one of the following):
creamy smell, bacon smell, cheesy/parmesan smell, black pepper smell, rich smell.
Taste/flavour (one of the following):
rich, creamy, savoury/umami, bitey/piquant parmesan, salty bacon or parmesan.
Texture (one of the following):
silky/luscious/creamy (egg) sauce, rich creamy sauce, crisp bacon, al dente pasta.
Appearance:
creamy, pale, flecked with black pepper (presentation may have been described more generally and applied to the dish as a whole).
Responses that provided a description that linked the part of the dish being described to the taste, texture, smell or appearance of the dish scored well. If a clear link was not made between the descriptor and the component of the dish being described, or if a negative descriptor such as ‘slimy noodles’, ‘burnt bacon pieces’ or ‘heavy/thick sauce’ was used, marks were not awarded. Subsequent marks were not awarded where the same descriptor was used more than once – for example, ‘creamy’. Some responses described tomato-based sauces, which was incorrect, or herbs that were not complementary to the dish, such as coriander.

Question 10a.
	Mark 
	0 
	1 
	2 
	3
	4
	5
	6
	Average 

	% 
	28
	8
	15
	5
	18
	13
	12
	2.7



	
	Cutlery adjustment
	Side of cover and position 

	Entree
	Add an entree fork.
	left side of cover on the outside of the main fork or to the left of main fork 

	
	Add an entree knife.
	right side of cover on outside of steak knife (or main knife) or to the right of the main/steak knife

	Main course
	Remove the main knife and add a steak knife (must say both of these).
	right side of cover, inside/left of entree knife / where the main knife was 


Responses that scored highly described what the cutlery adjustment was – for example, add an entree fork, remove the main knife and replace with a steak knife. The entree fork and knife were most commonly identified but often students did not state which side of the cover they should be placed on or the correct position in relation to the other cutlery or items.
Question 10b.
	Mark 
	0 
	1 
	2 
	Average 

	% 
	44
	19
	37
	1



	
	Cutlery required
	Side of cover 

	Dessert
Dessert
	Add an entree/dessert fork.
	left

	
	Add a dessert spoon.
	right


Students were required to identify which cutlery items were needed for dessert and which side of the cover they should be placed on. Common errors included students adding a knife instead of a dessert spoon, which suggested they may have misread the question. Though the question stated, ‘after the entree and main course’, some responses referred to cutlery at the top of the cover being pulled down, without specifying positioning it on the left or right.


Question 11
	Mark 
	0 
	1 
	2 
	3
	4
	5
	6
	Average 

	% 
	22
	16
	9
	23
	10
	8
	12
	2.6


Cover 3:
Place the fish plate in the left (or non-dominant) hand.
More detailed responses explained the technique: Place the fish for cover #3 into the non-dominant hand (usually left), resting on the index, middle and ring fingers with the thumb and little finger on top of the plate to hold it steady / balance it. 
Cover 2:
Place the chicken on the forearm (or wrist).
More detailed responses stated that the chicken for cover #2 is placed onto the forearm, supported by the thumb and little finger so it does not slip / is not held against your body.
Cover 1:
Pick up the Scotch fillet / steak for cover #1 and carry in the dominant hand (usually right).
More detailed responses described picking up the Scotch fillet / steak for cover #1 and carrying it in the dominant hand (usually right) so that it is the first plate to be placed on the table / so the covers are served in order.
Responses that drew upon the student’s practical training by addressing how the plates were collected and how they were held – for example, ‘positioned on’, ‘supported by’, ‘use your thumb and pinky finger’ – were awarded high scores.
[bookmark: _Hlk189306057]Question 12
	Mark 
	0 
	1 
	2 
	3
	4
	Average 

	% 
	7
	18
	37
	25
	13
	2.2


Bain-marie OR chafing dishes 
Turn off electricity / extinguish burners and leave hot trays / chafing dishes to cool before taking to kitchen. 
Food 
Remove food from display and take to kitchen for processing/storage/disposal.
Service ware and utensils
Take service ware such as utensils and drip trays to dishwashing area for washing. 
Plates/cutlery and serviettes
Pack away any leftover plates, cutlery, serviettes. Take dirty items to dishwashing area.
Pack down 
Place dirty linen in a bag to be washed. 
Break down and pack away furniture.
Pack away bain-marie in appropriate storage place.
Clean surface areas (describing what has to be cleaned – chafing dish / bain-marie / table or bench it sits on).
This question required students to think about the front-of-house tasks needed to be completed by the food attendant when packing up the hot buffet. Crucial to the process is turning the equipment off, allowing it to cool and removing the food to the kitchen for storage or disposal. High-scoring responses identified these steps, as well as additional tasks such as packing up service ware and utensils, cutlery, crockery and linen, and detailing items to be cleaned. Responses that did not identify what was to be cleaned – for example, those that made general comments such as ‘wipe down everything’ – or did not provide detailed responses about kitchen/dishwasher tasks – such as washing bain-marie trays and service equipment – were not able to be awarded full marks.
Question 13
	Mark 
	0 
	1 
	2 
	Average 

	% 
	21
	23
	56
	1.3


So that the customer(s) or subsequent customers aren’t unhappy, subjected to or at risk of the same problem (with a suitable example).
Customers are satisfied / don’t leave a bad review (with a suitable example).
Most students were able to provide an example that could have an immediate negative effect and would require urgent rectification – for example, raw chicken being served; these responses were awarded high scores. 
Responses that did not achieve full marks may not have provided a clear explanation of why it is necessary to report immediately or may have provided a non-urgent example that could wait until the end of service.
Some good examples used to support responses were:
the meal smells off and tastes unappealing
medium steak is served but customer ordered a rare steak
a cold meal
undercooked chicken or fish
a safety issue, such as broken glass, water or oil on the floor
a life-threatening dietary concern.
Question 14
	Mark 
	0 
	1 
	2 
	3
	4
	5
	6
	7
	8
	9
	Average 

	% 
	0
	0.7
	6
	8
	19
	23
	19
	16
	7
	1
	5.3


Manual handling, such as lifting, moving and pulling
Bend knees. / Use the strength of legs to lift.
Keep back straight. / Avoid twisting torso.
Assess any load to be carried.
Ensure the pathway is clear for moving. / Ensure the space to be moved to is clear.
Get help if the item is heavy / a two-person carry.
Use a trolley / hand truck / cart.
Carry items close to the body.
Most students were able to identify lifting techniques and what to be aware of when moving items around. Lower-scoring responses often included generalisations, such as ‘use correct lifting technique’ without specifying what that technique is – ‘bent knees, straight back’.
Using cleaning chemicals
Refer to the Safety Data Sheet (SDS). / Read the label on the chemical bottle. / Ensure correct chemical for task. / Be trained in chemical use.
Follow the directions for chemical dilution.
Correct storage – for example, away from food / well-ventilated area / locked cupboard or storage area (must specify what ‘correct’ is).
Use Personal Protective Equipment (PPE), such as gloves or eye protection.
Don’t mix different chemicals.
Use chemicals sparingly, to be environmentally friendly.
Dispose of used chemical water in waste drain, not sink.
Many students were able to identify the need for PPE use and to follow instructions/SDS for chemical use.
Cleaning and polishing glassware
Check glasses for cleanliness – for example, look for fruit pulp and lipstick.
Check for cracks and chips. / Dispose of cracked or chipped glassware.
Handle glasses carefully by the stem or base to avoid breakages and cuts.
Polish with a lint-free cloth.
Beware of heat – for example, when polishing glasses over hot water or removing from the glass washer.
Most students were able to identify that it is important to check for chips and cracks in glassware. The most common errors for cleaning and polishing glassware included using chemicals and not stating that a lint-free cloth should be used.
Question 15
	Mark 
	0 
	1 
	2 
	3
	4
	5
	Average 

	% 
	1
	4
	14
	32
	33
	15
	3.4



	
	Cleaning schedule

	Steps to clean the blender 

	1. Remove the jug from the base.
2. Remove detachable lid (cover); drain liquid from the glass jug; turn off and unplug at power point.
3. Disassemble the blade from the jug. 
4. Rinse the jug.
5. Place the jug in the glass washer, turn on OR handwash in warm/hot soapy water.
6. Use a clean, damp cloth to wipe the blender base.
7. Remove the glass jug and lid from the glass washer and wipe dry / allow to air dry / reassemble.
8. Check for cleanliness before placing the glass jug on the blender base ready for next use.

	Frequency (how often)

	9. after each use / after service

	Products used
	cleaning cloth, detergent, hot water

	Who will clean 
	bar attendant 


High-scoring responses followed the standard cleaning steps – rinse, wash with warm/hot water and detergent, rinse, dry. Variances were accepted when students mentioned using a glass washer. Where responses were not awarded full marks, this was mostly due to a lack of detail about washing with soap and hot water. 
Question 16
	Mark 
	0 
	1 
	2 
	3
	4
	5
	Average 

	% 
	2
	0
	0.7
	9
	54
	34
	4.2



	Task
	Can be completed while guests are present

	Must be completed once guests have left

	restock waiter’s station 
	ü
	

	stack tables or chairs
	
	ü

	polish cutlery
	ü
	

	move furniture for a function
	
	ü

	reset tables according to the next bookings

	ü
	


This question was handled well by most students.
Question 17a.
	Mark 
	0 
	1 
	Average 

	% 
	78
	22
	0.2


The variance indicates that:
the takings are $30 less than the cash register report (Z read) show they should be
OR
there is $30 less in cash / card / vouchers / other payment methods physically present in the cash register than reported. 
Most responses identified that there was $30 less but did not sufficiently articulate that the negative variance was a difference between actual cash, card and other payments compared to the register reading.


Question 17b.
	Mark 
	0 
	1 
	2 
	3
	Average 

	% 
	23
	32
	34
	11
	1.4


A customer was given an extra $30 in change by mistake. / A refund was given but not entered in POS.
The amount charged to someone’s card was $30 less than it should have been (EFTPOS input error).
$30 was skimmed from the cash register and not returned.
$30 has been lost inside the cash register drawer / not placed in the cash drawer.
There was a miscounting of notes/coins/float (at start or end of shift).
There was a miscalculating of totals.
The money was stolen / put in tip jar mistakenly.
High-scoring responses described in detail why there was a variance. Marks were not awarded for single-word responses such as ‘miscounted’. Students should specify what may have been miscounted – that is, the cash takings, the float at the start or end of service – to ensure their answers are clear and complete. Common errors included vague responses, such as identifying ‘incorrect change’ rather than ‘too much change given’.
Question 17c.
	Mark 
	0 
	1 
	2 
	3
	Average 

	% 
	22
	34
	36
	8
	1.3


Recount the notes and coins total (must specify what is recounted – for example, at least one of cash and coins, credit, vouchers).
Recalculate the notes and coins totals on the cash summary.
Re-count the separated float to make sure it does not have $30 surplus.
Check card slip totals against table invoices.
Ask other staff/manager if they remember any problems from service.
Search cashier area for lost notes.
Check if there were any skimmed notes that were not recorded.
Review CCTV footage for theft.
High-scoring responses provided detail about investigative actions that could be taken before reporting to the supervisor. Simply reporting to the supervisor is not an investigative step. Responses were required to be specific about the actions taken – for example, recounting cash and comparing it to dockets or till readings (Z/X reports). Responses such as ‘recount’ did not provide enough detail; ‘go back through transactions’ did not describe what needed to be done.


Question 18
	Mark 
	0 
	1 
	2 
	3
	4
	5
	Average 

	% 
	9
	16
	37
	28
	9
	1
	2.2


Staff ID/code needed to use register. / Restrict number of staff with access to cash.
Have attendants/cashiers sign for floats and additional change distributed.
Regularly skim registers. / Maintain low levels of cash in registers.
Place cash into the safe / locked office.
Don’t count cash in public areas. / Count cash in locked office. / Count in view of camera.
Shut/lock register / till drawers after every transaction.
Don’t leave registers unattended.
Don’t store cash and/or change under the counter/register.
Take cash to the bank on an unpredictable schedule (that is, not at the same time each day). / Use a service (such as Armaguard) to collect cash.
Regularly check the CCTV cameras.
Most responses achieved a high score for this question, with the most common responses relating to cash skims and low volume of cash in registers, locking registers, not leaving registers unattended, and counting cash in a secure area, away from customers. 
Note that CCTV cameras are not a procedure (they are a security measure); checking the CCTV cameras regularly is a procedure.
Responses that included vague details related to cash security – for example, ‘lock the money in a cashbox’, ‘put cash in various secure locations’ – were not awarded full marks.
Question 19
	Mark 
	0 
	1 
	2 
	3
	4
	5
	Average 

	% 
	6
	18
	35
	28
	12
	2
	2.3


1. Listen to the customer.
Acknowledge the customer’s concerns and be sympathetic. / Apologise to them, using phrases such as ‘I’m sorry that you feel that way’ or ‘I understand your frustration’ – the apology is about acknowledgement as the food and beverage attendant has not done anything wrong / made a mistake.
Explain – politely advise them that this was mentioned when making their booking and/or is displayed on signs around the venue OR explain that the surcharge is to cover the public holiday penalty rates.
Report – let the manager/supervisor know that the customer has complained about the additional cost.
Follow up – make suggestions for better value meals. / Ask if they would like to speak to the manager. / Be attentive to them. / Provide excellent service. / Ensure customer satisfaction (helps them to see the value in the service).
Most responses dealt with the issue by being sympathetic to the customer, listening to them and then explaining why the surcharge applied. Responses that scored highly identified points such as helping the customer choose some value-for-money items, reporting to the supervisor if the customer’s demeanour indicated this was appropriate, and following up with great service so the customer could see the value. Marks were not awarded for providing the guest with something free/discounted, even with supervisor approval, as it is not necessary in this situation.
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