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INSTRUCTONS TO CANDIDATES

1. This question paper consists of 3 parts:
PART A (30 marks) : THIRTY (30) Multiple choice questions. Answers are to be shaded in
the Multiple Choice Answer Sheet provided.
PART B (50 marks) : FIVE (5) Short answer questions. Answer all the questions. Write your
answers in the Answer Booklet provided.

PART C (20 marks) : ONE (1) Essay question. Write your answers in the Answer Booklet
provided.

2. Candidates are not allowed to bring any unauthorized materials except writing equipment
into the Examination Hall. Electronic dictionaries are strictly prohibited.

3. This question paper must be submitted along with all used and/or unused rough papers
and/or graph paper (if any). Candidates are NOT allowed to take any examination materials
out of the examination hall.

4. Only ballpoint pens are allowed to be used in answering the questions, with the exception of
multiple choice questions, where 2B pencils are to be used.

WARNING: The University Examination Board (UEB) of BERJAYA University College regards
cheating as a most serious offence and will not hesitate to mete out the appropriate
punitive actions according to the severity of the offence committed, and in accordance
with the clauses stipulated in the Students’ Handbook, up to and including expulsion
from BERJAYA University College.

Total Number of pages = 9 (Including the cover page)
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PART B : SHORT ANSWER QUESTIONS (50 MARKS)

INSTRUCTION(S) : FIVE (5) short answer questions. Answer all the questions.
Write your answers in the Answer Booklet(s) provided.

1. Identify TEN (10) hygienic practices pertaining to a restaurant such as the Upper East
Side Café when dealing with the service of food and beverage.
(10 marks)

2. Suggestive selling is one of the sales techniques where the employees ask the guest
if they would like to include an additional purchase or recommends food which
might suit the guest.

a) Explain TWO (2) purposes of suggestive selling and give ONE (1) example for each
purpose.
(6 marks)
b) List SIX (6) techniques for effective suggestive selling.
(6 marks)

3. Explain TWO (2) categories of beverages and give example of each categories.
(8 marks)

4. Part of the enjoyment of eating out is the way the food is served by skilled servers
who have converted their trade into an art. Each great civilization has brought with it
its own style of service that has become universally known and accepted. A food and
beverage establishment has different kinds of service. Describe the TWO (2) kind of
service mentioned below.

a) French Service

(5 marks)
b) Russian Service

(5 marks)

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

a) List FIVE (5) Do’s in dealing with an angry guest.

(5 marks)
b) List FIVE (5) Don’ts in dealing with an angry guest.

(5 marks)

END OF PART B
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PART C : ESSAY QUESTION (20 MARKS)

INSTRUCTION(S) : Answer the question in the Answer Booklet(s) provided.

Restaurant managers have different duties depending on the type of food and beverage

operations.
EXPLAIN the duties performed by a restaurant manager under the managerial functions

of;
e Planning
e Leading
e Organizing
e Controlling

Give at least FIVE (5) examples of task performed under each functions.
(20 Marks)

END OF EXAM PAPER
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