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INSTRUCTION(S): FOUR (4) scenario based questions. Answers ALL question written in the
Answer script.

Question 1

In general, there are three levels of managers in a restaurant operation. Top level managers,
middle level managers and supervisors.

The positions associated with each level vary by property, so are the duties assigned to each
position. Top level managers are concerned with long term plans and goals.

Middle managers are concerned with shorter term goals and typically are less concerned
with major issues affecting the business environment. The supervisors are concerned with
short term goals, representing higher levels of management to employees and, at the same
time, transfer employee wishes and concerns upwards.

Explain and briefly describe the job positions to fill the top, middle and supervisory levels.

(30 marks)
Question 2

Complaints improves business because they bring things to light that may also be
dissatisfying to others. It is wise not to lose current customers due to the difficulty in
attracting new ones. Word of mouth from unhappy guests is destructive.

It is better to solve the problem for the current unhappy guest and future guests than pay to
advertise for new customers.

A guest complaining about slow service and poor food might be handled by taking the
complaint seriously.

Describe the “Do’s” and “Don’ts” when handling complaints by using examples of listening,
body language, apologize and freebies.

(30 marks)
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Question 3

Food and beverage (or foodservice) operations include various types of restaurants (bistros,
brasseries, coffee shops, first class/fine dining, ethnic, themed), cafes, cafeterias,
takeaways, canteens, function rooms, tray service operations, lounge service operations,
home delivery operations and room service operations for hotel guests.

Explain and describe 5 types of restaurant operations with relevant examples.

(20 marks)
Question 4
There are many different kinds of food and beverage operation, designed to meet a wide
range of demand. These different types of operation are designed for the needs people
have at a particular time, rather than for the type of people they are. For example, a person
may be a business customer during the week, but a member of a family at the weekend;
they may want a quick lunch on one occasion, a snack while travelling on another and a
meal with the family on another occasion. Additionally, the same person may wish to book a
wedding or organise some other special occasion. The main aim of food and beverage

operations is to achieve customer satisfaction.

Analysis the main aims of food and beverage operations to achieve customer satisfaction. In
other words, to meet the customers’ needs with relevant examples.

(20 marks)

(100 marks)

END OF EXAM PAPER
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