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$$0

Which of the following is a segment of the for-profit, commercial full-service

restaurant industry?

A. Cafeterias 

B. Hospitals 

C. Dietitians

D. Independents

/D

Independents.  There are two types of food-service operations:  commercial,

which is for profit and noncommercial, which is not for profit.  Within the

commercial type, there are several segments, and one is the independents.  An

independent restaurant is owned by one or more people but is not part of a

chain or a franchise.  There are many independent full-service restaurants that

offer a wide variety of menus designed to appeal to the target market.  The

small, locally owned steak house located in a strip mall is an independent

restaurant.  Cafeterias are a type of quick-serve restaurant.  Hospitals are

noncommercial food-service operations.  Dietitians develop nutritious menu

selections.

$$1

What do restaurants usually establish during the early stages of the purchasing

process?

A. Contract requirements 

B. Requisition procedures 

C. Delivery arrangements

D. Product specifications

/D

Product specifications.  Before restaurants can purchase the items they need to

operate the restaurant or to resell, they first need to develop specifications

for those items.  For example, if a restaurant needs to buy a new copier, it

must decide what copier features and capabilities it needs.  One restaurant

might need a high-speed, color copier while another restaurant needs only a

small copier for occasional use.  Developing specifications for a product early

in the purchasing process enables restaurants to buy the right product rather

than a product that is too complicated or too simple for its needs.  Contracts

are negotiated after a vendor has been selected.  Requisition procedures are

the methods a restaurant uses to place an order.  Delivery arrangements are

negotiated with vendors later in the purchasing process.

$$2

Which of the following information do restaurant servers need to maintain to be

able to correctly summarize the amount they receive in tips?

A. Credit-card sales 

B. Prices of menu items 

C. Hourly wages

D. Change for customers

/A

Credit-card sales.  Restaurant servers earn a large portion of their income

from tips.  They must report this income and pay tax on it.  To be able to do

this correctly, they need to maintain certain financial information such as

credit-card sales.  Many restaurant customers pay with a credit card and

include the tip in the amount they charge.  If servers keep track of

credit-card sales, they will have information about the amount they received in

tips.  Restaurant servers do not need information about the prices of menu

items, hourly wages, or change for customers to correctly summarize the amount

they receive in tips.

$$3

Why is it important for management to focus on achieving quality in a

restaurant?

A. To attract vendors 

B. To control employees 

C. To organize unions

D. To retain customers

/D

To retain customers.  Customers expect a certain standard of quality from a

restaurant.  If restaurants fail to provide that level of quality, customers

may decide to go elsewhere.  Managers are the ones who set the standard of

quality in a restaurant.  If they decide to sell unsatisfactory menu items or

provide poor service, they might damage the restaurant's reputation.  This

might cause customers to become dissatisfied with the restaurant's quality.

Once a restaurant loses customers, it is more difficult to regain them.

Management does not focus on achieving quality to attract vendors, control

employees, or organize unions.

$$4

Which of the following is a current issue that may have a significant impact on

the food and beverage industry?

A. Type of service 

B. Cost of produce 

C. Ban on smoking

D. Limit on income

/C

Ban on smoking.  Many communities are considering legislation to ban smoking in

public places which would include restaurants and bars.  This issue might have

a significant impact on the food and beverage industry, particularly for those

establishments that have many customers who smoke.  Some of these

establishments believe they will lose revenue if their customers are not able

to smoke.  Type of service, cost of produce, and limit on income are not

current issues in the food and beverage industry.

$$5

What is an advantage to a restaurant of using an automated system to dispense

beverages?

A. Eliminates spillage 

B. Tabulates sales checks 

C. Reorders inventory

D. Controls portion size

/D

Controls portion size.  Technology has made it possible to develop automated

dispensing systems that can be programmed to dispense certain amounts of a

beverage.  Restaurants that use automated systems are able to control portion

size and provide exactly the same amount to each customer.  This eliminates the

possibility of a server pouring too much or not enough.  It also helps the

restaurant to control costs because the portion sizes are preset.  Automated

dispensing systems do not eliminate spillage, tabulate sales checks, or reorder

inventory.

$$6

Identify a speculative risk that might result in financial loss for a

restaurant and cause it to fail.

A. Facing a lawsuit 

B. Rebuilding after a fire 

C. Adding a new location

D. Paying a high premium

/C

Adding a new location.  One aspect of speculative risks is that they may result

in such a significant loss that the restaurant fails.  Adding a new location is

a speculative risk that might cause a restaurant to fail if the new location

does not generate enough profit.  If the restaurant continues to invest in an

unprofitable location, it may eventually close because it cannot support two

locations.  Most restaurants buy insurance to protect themselves from pure

risks such as lawsuits and fire.  Paying an insurance premium is not a

speculative risk.

$$7

Which of the following is a recommended method of cleaning floors in

restaurants?

A. Wet mopping 

B. Washing by hand 

C. Dry dusting

D. Sweeping with a broom

/A

Wet mopping.  Cleaning the floors is an important part of cleaning the kitchen

and dining areas of a restaurant.  The recommended method is a method that does

not create dust such as wet mopping tile floors or vacuuming carpeted floors.

Wet mopping effectively cleans and sanitizes floors without creating dust that

might settle on other areas or pieces of equipment.  Restaurants usually do not

wash the floors by hand.  Dry dusting and sweeping with a broom are not

recommended because those methods do not sanitize and also create dust.

$$8

A guideline to follow when storing leftovers in order to keep them safe for

future use is to __________ the leftovers.

A. refreeze  

B. cover, label, and identify 

C. moisturize

D. quickly cool and refrigerate

/D

Quickly cool and refrigerate.  To keep leftovers safe for future use,

restaurants should quickly cool and refrigerate them at the proper temperature.

Keeping the leftovers at room temperature for too long might create a safety

problem because of the possibility of contamination from bacteria.  Foods that

contain certain ingredients, such as egg and cream, should be discarded rather

than stored because of the danger of bacteria growth.  Leftovers should never

be refrozen.  It is important to cover, label, and identify leftovers; however,

this does not keep them safe for future use.  Leftovers do not need to be

moisturized before storage.

$$9

One reason restaurants design traffic patterns that are efficient and

accessible for both employees and customers is to

A. slow down food production. 

B. provide a safe environment. 

C. use all available space.

D. reduce the cost of maintenance.

/B

Provide a safe environment.  Traffic patterns are the paths that employees and

customers follow while moving through the restaurant.  Traffic patterns should

be designed to provide a safe environment while making it easy for employees to

do their jobs and for customers to access the restaurant.  When designing

traffic patterns, restaurants consider the placement of tables, doors to the

kitchen, locations of side stands, and any other factors that might affect

safety.  They try to avoid placing obstacles in the way that might lead to

accidents.  Restaurants do not design traffic patterns to slow down food

production, use all available space, or reduce the cost of maintenance.

$$10

What do many restaurants establish to help employees responsibly serve

alcoholic beverages to customers?

A. Standard pour 

B. Simple recipe 

C. Drink limit

D. House brand

/C

Drink limit.  Many restaurants establish a drink limit to help employees

responsibly serve alcoholic beverages to customers.  Employees can use the

drink limit to monitor a customer's alcohol consumption.  For example, the

limit might be three or four drinks within a certain period of time.  If a

customer drinks that amount in a shorter period of time, the restaurant might

refuse to continue serving.  An excessive consumption of alcohol might indicate

that a customer is becoming intoxicated.  Standard pour is the amount of

alcohol in a drink such as one ounce or four ounces.  House brand is usually a

lower quality, less known, and less expensive brand than a premium brand.

Simple recipes do not help employees responsibly serve alcoholic beverages.

$$11

One way for a restaurant manager to reduce the risk of doing business is to

understand and develop an effective

A. balance sheet. 

B. flextime policy. 

C. marketing plan.

D. referral system.

/C

Marketing plan.  A marketing plan is a set of procedures or strategies for

attracting the target customer to a restaurant.  It is one of the four major

instruments for reducing the risk of doing business because the plan helps to

identify and attract the people who are most likely to buy.  Restaurants reduce

risk and are more successful when they target the right customer and do not try

to be "all things to all people."  A balance sheet is a statement showing the

financial status of the restaurant.  A flextime policy involves allowing

employees to select their own working hours as long as they work the required

number of hours.  A referral system is a method of prospecting in which

salespeople ask someone they know or someone who uses their products to

recommend them to others.

$$12

The main goal of health and sanitation laws is to ensure that restaurants

A. serve safe food. 

B. buy quality products. 

C. offer first aid.

D. hire trained employees.

/A

Serve safe food.  The main goal of health and sanitation laws is to ensure that

restaurants serve safe food to customers.  If the restaurant does not follow

certain sanitation procedures, food items may become contaminated and present a

health risk.  Unsafe food can cause illnesses that, in some cases, can be life

threatening.  Health and sanitation laws do not regulate the quality of

products that restaurants buy, nor require restaurants to offer first aid or to

hire trained employees.

$$13

What should you include in a persuasive message to support your statements?

A. Educated guess 

B. Logical evidence 

C. Simple language

D. Personal opinion

/B

Logical evidence.  Statements in a persuasive message should be supported with

logical evidence.  It is not effective to ask customers to do something without

providing supporting information.  Facts and statistics are types of logical

evidence that have a positive impact on customers and help to support your

message.  Logical evidence is much more effective than an educated guess or a

personal opinion because guesses and opinions may be inaccurate.  Using simple

language is a writing technique that does not necessarily support your

statements.

$$14

Why is it important for restaurants to coordinate the activities of busers?

A. To deliver entrees on time  

B. To provide table-side cooking 

C. To guarantee tables are reset

D. To offer prompt valet service

/C

To guarantee tables are reset.  Busers in full-service restaurants often

perform a variety of activities such as serving water, clearing dishes, and

resetting tables.  It is important for restaurants to coordinate these

activities so busers have time to do them.  If busers are involved in refilling

side stations, they might not have time to reset tables.  If tables are not

available, the restaurant cannot seat customers and may lose income.  Servers

usually deliver entrees.  Captains or servers usually provide table-side

cooking.  Busers are not responsible for valet service.

$$15

What is one way that many restaurant chains use the technology of electronic

data interchange in the distribution function?

A. To locate shipments 

B. To reorder inventory  

C. To update information

D. To digitize documents

/B

To reorder inventory.  The technology of electronic data interchange (EDI)

allows for the exchange of information by way of computers.  EDI makes it

possible for restaurant chains to use their computers to send information to

another business's computers.  One way that chains use this technology in the

distribution function is to reorder inventory quickly and accurately.  When a

chain needs to place an order, it can send the request through the computer

system so the vendor receives the order instantly.  The technology of satellite

tracking is used to locate shipments.  The purpose of EDI is to exchange

information rather than update information.  EDI is not used to digitize

documents.

$$16

What type of equipment do many restaurants use to process incoming food items?

A. Scale 

B. Forklift 

C. Pallet

D. Freezer

/A

Scale.  Many food items are delivered in bulk, and restaurants use scales to

weigh the items to make sure they are receiving the amount they ordered.  For

example, restaurants often order fresh produce by the pound.  When processing

these items, the restaurant weighs the incoming produce.  If the weight is

correct, the restaurant accepts the order.  Most restaurants are not large

enough to use forklifts to move food items.  Some items might be delivered on

pallets.  Depending on the type of food items, restaurants might move them to a

freezer after processing.

$$17

Which of the following should restaurant employees examine carefully when

inspecting food deliveries?

A. Paper products 

B. Ingredient lists 

C. Canned items

D. Nutrition data

/C

Canned items.  Inspecting food deliveries includes examining the containers or

packaging.  It is important for restaurant employees to carefully check canned

items to make sure the cans are not damaged in any way.  Cans that are bulging

or leaking indicate that the contents might be spoiled or contaminated.

Employees should also make sure that cartons of paper products are in good

condition; however, paper products are not food items.  Restaurant employees

are not expected to examine ingredient lists or nutrition data when inspecting

food deliveries.

$$18

If a shipment of hamburger is delivered with the incorrect price listed on the

delivery invoice, a restaurant employee might __________ the order.

A. reject 

B. discount  

C. weigh

D. store

/A

Reject.  One of the problems that a restaurant employee might find while

processing incoming shipments is the incorrect price listed on the delivery

invoice.  The receiving employee would have a copy of the restaurant's purchase

order to use to verify the accuracy of the delivery.  If the price on the

purchase order is different than the price on the delivery invoice, the

employee might reject the order.  Or, the employee might ask the restaurant's

purchasing department to contact the supplier and resolve the problem.  If the

problem is quickly resolved in a satisfactory manner, the employee can accept

rather than reject the order.  A restaurant employee does not have the

authority to discount the order.  An employee weighs the order to verify that

the correct quantity was delivered.  If there is a problem with the order, an

employee would not store the order.

$$19

To be able to provide quality service, restaurants should maintain an adequate

supply of

A. tablecloths. 

B. finger bowls. 

C. shellfish.

D. condiments.

/D

Condiments.  Condiments are all the complementary items that enhance the flavor

of foods.  Condiments include such items as mustard, catsup, salt, sugar, etc.,

that restaurants provide.  Customers often ask for certain condiments so it is

important for restaurants to maintain an adequate supply to be able to provide

quality service.  Not all restaurants use tablecloths, provide finger bowls, or

serve shellfish.  However, if they do, they should maintain an adequate supply.

$$20

Which of the following is an activity that a restaurant employee might perform

as part of stocking the server stand?

A. Cleaning chairs 

B. Folding napkins 

C. Setting tables

D. Reviewing menus

/B

Folding napkins.  The server stand should be adequately stocked before the

restaurant becomes busy.  One aspect of stocking the server stand involves

obtaining a supply of napkins to use during the dining period.  To make it easy

to reset tables, employees should fold the napkins and stack them neatly in the

appropriate part of the stand.  Then, they will not need to spend time

performing that task when they are busy serving customers.  Cleaning chairs and

setting tables are other types of side work that do not involve stocking the

server stand.  Employees should review menus to be able to answer customers'

questions, rather than to stock the server stand.

$$21

Why is it important for restaurants to properly store kitchen utensils such as

knives and poultry shears?

A. To isolate bacteria 

B. To eliminate spoilage 

C. To prevent injuries

D. To sanitize supplies

/C

To prevent injuries.  Certain types of kitchen utensils, such as knives and

poultry shears, are sharp and can injure employees if stored improperly.  For

example, storing knives in holders or racks will prevent injuries because

employees will only be able to pick up the knives by their handles.  Other

sharp utensils should be stored in such a way that employees will not

accidentally pick up the sharp end and risk cutting themselves.  Restaurants do

not properly store kitchen utensils to isolate bacteria, eliminate spoilage, or

sanitize supplies.

$$22

What is one of the disadvantages to a restaurant supply business of owning a

private warehouse?

A. Difficult to staff 

B. Complicated to design 

C. Hard to organize

D. Expensive to maintain

/D

Expensive to maintain.  Private warehouses are warehouses that are owned and

operated by the restaurant supply business that uses it.  Private warehouses

are often expensive to maintain because they may contain a lot of automated

equipment that needs routine upkeep and repair.  Also, the facility must be

staffed with qualified workers.  Furthermore, the business pays tax on the

property as well as the contents.  However, for larger retailers, such as Sears

and Wal-Mart, operating their own warehouses is cost effective because of the

volume of merchandise that must be transported from one place to another.  On

the other hand, smaller businesses would probably save money by using public

warehouses.  Private warehouses are not usually difficult to staff, complicated

to design, or hard to organize.

$$23

What is the gross amount due on an invoice if the total cost of the items is

$82.75, shipping charges are $5.50, and there is a discount of $3.20?

A. $82.75 

B. $85.05 

C. $87.95

D. $88.25

/A

$82.75.  The gross amount due on an invoice is the total due before shipping

charges are added or discounts are deducted.  In this case, $82.75 is the gross

amount due.  Shipping charges are added to the gross amount due to arrive at

the total net amount of $88.25 ($82.75 + $5.50 = $88.25).  Then, the discount

is deducted from the total net amount to arrive at the total of $85.05 ($88.25

- $3.20 = $85.05).

$$24

Why do restaurants often plan to count inventory at the end of each month?

A. To calculate food costs 

B. To maintain minimum levels 

C. To identify slow sellers

D. To track inexpensive items

/D

To track inexpensive items.  Many restaurants plan to count certain types of

inventory at the end of each month because those items are inexpensive and easy

to count.  For example, it is fairly easy to count bottles of catsup and jars

of mayonnaise.  Also, these items are inexpensive and do not have a significant

impact on food costs.  On the other hand, restaurants often use a periodic

inventory system to track expensive items because these items are critical to

the operation of the restaurant.  For example, a steak house always needs to

know the quantity of steak that is in stock.  Counting stock at the end of each

month makes it almost impossible to calculate food costs on a regular basis,

maintain minimum levels, or to identify slow sellers.

$$25

What do restaurants often use as a basis for establishing food and beverage

requisition procedures?

A. Financial ability 

B. Product liability 

C. Storage capacity

D. Delivery quality

/C

Storage capacity.  Restaurants consider several factors when establishing food

and beverage requisition procedures.  One factor is the restaurant's storage

capacity.  For example, if a restaurant has the capacity to store 50 cases of

canned goods at one time, it might decide to requisition additional goods when

the level is reduced to 20 cases.  Restaurants do not want to requisition items

that they will not have room to store, or wait until the supply is so low that

they might run out and not be able to serve customers.  Financial ability,

product liability, and delivery quality are not factors that restaurants

consider when establishing food and beverage requisition procedures.

$$26

A food manufacturer that decides to sell its products to a wholesaler rather

than to the final customer is using the __________ distribution channel.

A. retail 

B. indirect 

C. direct

D. broker

/B

Indirect.  Indirect is a channel of distribution in which goods and services

move from the producer to the channel members and then to consumers or

industrial users.  Some businesses are not equipped to sell directly to the

final customer and need to select an appropriate channel of distribution.

Selling products to a wholesaler that in turn sells to retailers is one way

that these businesses distribute their products.  Retail is not a distribution

channel.  Direct is a channel of distribution in which goods and services move

directly from the producer to the consumer or industrial user.  A broker does

not buy products, but helps a seller find a buyer and then receives a

commission for negotiating the sale.

$$27

By encouraging customers to pay with debit cards, restaurants are often able to

increase their

A. cash flow. 

B. credit rating. 

C. net worth.

D. sales volume.

/A

Cash flow.  Cash flow is the movement of funds into and out of a restaurant.

Since accepting debit cards is the same as accepting cash from customers, it is

possible for a restaurant to increase its cash flow by accepting the debit

cards.  When a customer pays with a debit card, funds are transferred

electronically to the restaurant's bank account from the customer's checking or

savings account.  The restaurant does not need to wait for a personal check to

clear or for a credit-card company to send payment.  Consequently, the

restaurant has more cash available.  Accepting debit cards does not increase a

restaurant's credit rating.  Net worth is the total value of a restaurant.

Sales volume is the amount of a restaurant's sales.

$$28

What is a restaurant supply business calculating when it determines how much it

earns from the sale of one additional tablecloth?

A. Gross profit 

B. Marginal revenue 

C. Net worth

D. Disposable income

/B

Marginal revenue.  Marginal revenue is the change in revenue generated by the

sale of one additional item.  For example, a restaurant supply business sells

one tablecloth and the marginal revenue is $2.00.  The business sells another

tablecloth and the marginal revenue is $2.00.  Every time the business sells

another tablecloth, the marginal revenue is $2.00.  Businesses compare the

marginal revenue with the marginal cost to determine at which level the

business earns the most profit.  Gross profit is the money left after cost of

goods expense is subtracted from total income.  Net worth is the total value of

the business.  Disposable income is the amount of money people have to spend,

or dispose of, after they have paid their taxes.

$$29

What is the Consumer Price Index today if today's market basket costs $740 and

the same market basket cost $520 in the base year?

A. 140.7 

B. 142.3 

C. 145.4

D. 147.5

/B

142.3.  The Consumer Price Index reports the average price of a market basket

of goods.  The beginning year of the index is the base year and the value

number is 100.  The percent of increase in prices in succeeding years is added

to 100 to determine the current price index.  To calculate the price index

number for this year, divide the cost of today's market basket by the cost of

the base year market basket and multiply the answer by 100 ($740 ÷ $520 = 1.423

x 100 = 142.3).  The Consumer Price Index number for today is 142.3, which

indicates a 42.3% increase in the cost of the market basket over the base year

cost (142.3 - 100.0 = 42.3).

$$30

Why are most restaurant chains willing to pay the costs associated with

accepting bank cards?

A. To increase sales 

B. To monitor assets 

C. To improve cash flow

D. To decrease financing

/A

To increase sales.  In most cases, restaurant chains that accept bank cards

generate more sales than chains that accept only cash.  Although there are

costs associated with accepting bank cards, chains usually believe that the

increase in sales will more than offset the cost.  Usually, customers prefer

the option of being able to pay with a credit card and might avoid chains that

accept only cash.  Therefore, the decision to accept bank cards is important to

most chains because it frequently has an impact on the bottom line.  Chains do

not accept bank cards to monitor assets or decrease financing.  Accepting only

cash is an effective way to improve cash flow.

$$31

Which of the following is a risk that a restaurant might face as a result of

obtaining a long-term loan from a bank?

A. Cost of living decreases 

B. Loan processing fees increase 

C. Operating expenses decrease

D. Variable interest rate increases

/D

Variable interest rate increases.  Some restaurants obtain variable interest

rate loans because the rates are low at the time the restaurants negotiate the

loan.  The risk involved with these types of loans is that the rate will

increase over the life of the loan and make borrowing money more expensive than

the restaurant expected.  It is risky to obtain variable interest rates on

long-term loans because the restaurant has no way of knowing how high the rates

might become over a period of several years.  A low rate of 5% today might

escalate to a high of 12% in 10 years.  A decrease in the cost of living and a

decrease in operating expenses are not risks associated with obtaining loans.

Restaurants pay a processing fee when they obtain the loan, rather than

throughout the life of the loan.

$$32

Restaurants consider current economic information when planning to expand to

find out if the target market

A. lives near the proposed site. 

B. has sufficient income to spend. 

C. enjoys a particular type of food.

D. is in need of more dining options.

/B

Has sufficient income to spend.  Restaurants gather a lot of information when

planning to expand.  One type of information is economic which is data about

unemployment, income, cost of living, prices, etc.  This type of information

indicates how well the economy is doing and if people have sufficient income to

spend on entertainment and dining.  If economic information suggests that the

economy is in a slump, a restaurant might decide not to expand because people

do not have additional income to spend.  Geographic information includes data

about where customers live.  Economic information does not indicate the type of

food that people enjoy or if they are in need of more dining options.

$$33

When developing a marketing-information management system, researchers must

determine procedures to use to collect, analyze, and ___________ raw data.

A. enhance 

B. interpret 

C. sample

D. intercept

/B

Interpret.  For information to be useful to marketers, the data must be managed

effectively.  Marketers must be able to take data and have it make sense to

specific applications.  Therefore, procedures are needed to interpret the

information.  Marketers must have the ability to manipulate data to retrieve

desired information.  However, enhancement can mean altering data for a

favorable or specific outcome.  Enhancing data is often considered unethical

behavior; results are not credible or valid.  A sample is a representative or a

portion of a whole entity.  Intercept means to thwart or stop a particular

action.

$$34

Which of the following internal records might a restaurant use to analyze

information regarding customer satisfaction levels:

A. Comment cards 

B. Debit receipts 

C. Credit reports

D. Expense reports

/A

Comment cards.  Comment cards are short versions of surveys that are used to

assess customer satisfaction levels with goods and services.  For example,

restaurants often place blank comment cards on dining tables for customers to

complete.  The completed comment cards are reviewed by management to evaluate

staff performance and food quality levels and make decisions regarding business

operations and product line.  Debit receipts, credit reports, and expense

reports are important information resources for restaurants; however, they are

not tools that measure customer satisfaction levels.

$$35

When conducting an environmental scan, marketing researchers often evaluate

economic factors such as the

A. company's promotional mix.  

B. segment's age and gender. 

C. unemployment rate.

D. organizational policies.

/C

Unemployment rate.  An economy is defined as the system in which people make

and spend their incomes.  The unemployment rate, or the number of people

without work, is an important factor that determines the state of an economy.

For example, when a system has a high rate of unemployment, people generally do

not have the disposable income to buy many goods and services.  Restaurants

often consider economic factors when establishing marketing objectives.

Economic data is often obtained by conducting an environ-mental scan.  The

promotional mix is the combination of marketing communication channels that a

restaurant uses to send its messages to consumers.  Age and gender are

demographic considerations.  Organizational policies are the company's internal

set of rules and regulations.

$$36

Which of the following is a consideration when a restaurant assesses the

trading area for a new location?

A. Availability of suppliers 

B. Possible distribution channels  

C. Characteristics of the residents

D. Recommended architectural designs

/C

Characteristics of the residents.  The trading area is the territory in which a

restaurant conducts business.  When selecting a site for a new location, a

restaurant would assess the trading area and take into consideration the

characteristics of the residents.  It would examine the demographic and

socioeconomic characteristics of the customers in the trading area to decide if

there is a need for a new location.  Availability of suppliers, possible

distribution channels, and recommended architectural designs are not

considerations when assessing the trading area for a new location.  However, a

restaurant probably would consider those factors also, but not as part of

assessing the trading area.

$$37

When designing a marketing-information database, a restaurant supply business

should include relevant information that enhances or contributes to its

A. credibility. 

B. profitability.  

C. liability.

D. responsibility.

/B

Profitability.  Restaurant supply businesses use databases to help them operate

efficiently and to make a profit.  For example, a database might include sales

referrals from a business's customers.  If the referrals buy from the business,

the business increases its customer base and profitability.  Credibility refers

to the level of belief in something or someone.  Liability is the debt a

business owes.  Responsibility refers to the level of reliability to complete

an action or activity.

$$38

A well-written marketing-research report presents a brief overview and

highlights the primary information that appears in the document.  This section

of the report is often called the

A. executive summary. 

B. recommendation synopsis. 

C. table of contents.

D. document appendix.

/A

Executive summary.  Usually consisting of one or two pages, the executive

summary emphasizes the most important information in the report.  Generally,

the executive summary is placed in the beginning of the report and is often

placed before or after the table of contents.  Recommendations are generally

placed at the end of the research report.  The table of contents lists the

various sections of the report as they appear and usually includes page numbers

for easy reference.  The appendix consists of support material (e.g., copy of a

survey) and is generally the last section in the research report.
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Why is it important for a restaurant to select a target market?

A. To organize exclusive seating arrangements

B. To identify the most appropriate vendors

C. To prepare detailed promotional reports

D. To develop strategies to appeal to customers

/D

To develop strategies to appeal to customers.  Each target market is unique,

which means that strategies that are effective with one market might not work

with another market.  Consequently, restaurants need to select the target

market before developing specific strategies.  For example, if the target

market consists of teenagers and young adults, the marketing strategies will be

very different than if the target market consists of senior citizens.  Once the

target market is selected, a restaurant can focus on developing the right

strategies.  Restaurants do not select a target market to organize exclusive

seating arrangements, identify the most appropriate vendors, or prepare

detailed promotional reports.
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One reason for conducting a SWOT analysis for use in the marketing-planning

process is to identify a restaurant's ___________ strengths and weaknesses.

A. internal 

B. financial 

C. regional

D. external

/A

Internal.  A SWOT analysis is the systematic evaluation of a restaurant's

internal strengths and weaknesses and external opportunities and threats.  It

is important for a restaurant to consider its internal strengths and weaknesses

in order to make marketing decisions that take advantage of external

opportunities or prevent external threats.  For example, if a restaurant is

financially sound, it will be able to expand when the opportunity for growth

presents itself.  Also, if a restaurant identifies a shortage of trained

workers, it can take steps to solve the problem before it becomes a threat.  A

restaurant's financial situation can be either an internal strength or an

internal weakness.  Regional is not a type of strength or weakness.  Strengths

and weaknesses are internal rather than external.
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When maintaining a waiting list, why is it important for restaurants to know

the number of people in each group?

A. To match groups to tables 

B. To refer to customers by name 

C. To equalize the wait time

D. To seat large groups first

/A

To match groups to tables.  Many restaurants maintain waiting lists to be able

to seat customers as quickly as possible and with the shortest wait.  To do

this, they need to know the number of people in each group to match the groups

to tables.  Restaurants have only so many tables that accommodate certain group

sizes which means they cannot seat a group of six at a table that only

accommodates four.  Restaurants do not need to know the number of people in

each group to refer to customers by name.  The wait time will vary depending on

the size of the group and the availability of tables.  Restaurants try to seat

groups in the order of arrival and the availability of tables.  They do not

seat large groups first.
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Why is it important for restaurant servers to verify a customer's age when

serving alcoholic beverages?

A. To learn the customer's name 

B. To treat the customer with respect 

C. To abide by local laws

D. To provide the appropriate beverage

/C

To abide by local laws.  The United States and Canada have laws that regulate

the drinking age.  Some of these laws vary from one area to another.  To abide

by the local laws, a restaurant server should verify a customer's age when

serving alcoholic beverages.  If the customer is above the legal age for

consuming alcoholic beverages in that location, it is legal for the server to

serve those beverages.  Servers do not verify a customer's age to learn the

customer's name or to treat the customer with respect.  If customers are old

enough to purchase alcoholic beverages, servers should provide the beverages

they order regardless of whether the server thinks those beverages are

appropriate.
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An indication that a restaurant customer might be intoxicated is if the

customer becomes

A. quiet and withdrawn. 

B. moody and reflective. 

C. inactive and silent.

D. abusive and disruptive.

/D

Abusive and disruptive.  Restaurant servers should be aware of the type of

behavior that is an indication of intoxication in order to stop serving

customers and help them to get home safely.  Customers who suddenly become

abusive and disruptive may be intoxicated.  In those situations, the server

might offer to call a taxi for the customer or to provide a cup of coffee.  If

customers remain abusive and disruptive, a server may need the help of the

manager or other staff members.  Customers who are quiet, withdrawn, moody,

reflective, inactive, and silent do not draw attention to themselves.  It would

be very difficult for a server to determine if these customers are intoxicated

because their behavior is not disruptive.  However, if these customers suddenly

become abusive, they may be intoxicated.

$$44

What is often a benefit to a restaurant chain of being able to maintain the

right amount of conflict in the organization?

A. Increased spending  

B. Decreased teamwork 

C. Increased problem solving

D. Decreased sharing of information

/C

Increased problem solving.  Not all conflict in organizations is bad.  Some

degree of conflict is actually useful and productive.  When there is the right

amount of conflict, it creates an atmosphere that encourages employees to

think, be creative, and find ways to solve problems and do their jobs better.

People tend to respond positively when faced with a challenge, and this results

in more effective problem solving.  However, too much conflict can have the

opposite effect and discourage employees from working together.  Too much

conflict often results in less information being shared, less teamwork, and

more spending to try to resolve the conflict.
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One reason restaurant managers often delegate responsibility for certain

routine jobs to employees is so the managers can

A. decide which employees to promote. 

B. blame others if mistakes are made. 

C. spend more time doing management work.

D. avoid performing unpleasant assignments.

/C

Spend more time doing management work.  Giving employees responsibility is an

example of delegation, which is a management activity.  Restaurant managers

usually delegate certain routine jobs to employees so the managers can spend

more time doing the type of work that managers are expected to perform.  For

example, managers plan and direct the restaurant's activities in order to

accomplish the restaurant's goals and objectives.  They cannot perform every

task that is involved in the operation of the restaurant.  Giving employees

responsibility for the day-to-day activities frees up managers to focus on

building the restaurant.  Managers do not delegate responsibility for routine

jobs so they can decide which employees to promote, blame others if mistakes

are made, or avoid performing unpleasant assignments.
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If one server can effectively serve 20 customers at one time, how many servers

should a restaurant schedule if it has 60 tables that each seat four people?

A. 10  

B. 12  

C. 16

D. 20

/B

12.  Depending on the type of restaurant, servers can effectively serve only a

certain number of customers at one time.  For example, servers at upscale

restaurants usually need to spend more time serving individual customers than

servers at a neighborhood sandwich shop.  In this example, servers can

effectively serve 20 customers at one time.  To determine the number of servers

needed, the restaurant first calculates the total number of potential customers

by multiplying the number of tables by the size of the tables (60 x 4 = 240).

Then, divide that number by the number of customers one server can serve (240 ÷

20 = 12).  The restaurant needs to schedule 12 servers to effectively serve all

customers.
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Information about employees' salaries including deductions for health coverage,

pension plan, and stock options is maintained in the restaurants

A. accounting system. 

B. operating budget. 

C. expense reports.

D. personnel records.

/D

Personnel records.  Restaurants are required to maintain a variety of personnel

records, some of which deal with salaries paid to employees.  Most employees

have funds deducted from their salaries to cover their share of the cost of

health coverage and pension plans or to participate in a company stock program.

These deductions have an effect on the amount of income tax that the employees

are required to pay.  Restaurants keep records of the salaries and deductions

to verify the amount the employees contributed and to explain the deductions if

necessary.  Information about employees' salaries and deductions are not

maintained in a business's accounting system, operating budget, or expense

reports.
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One member from each department in the restaurant chain works together to

complete a specific project.  This is often referred to as a(n) __________ team.

A. command 

B. independent 

C. proprietary

D. cross-functional

/D

Cross-functional.  Cross-functional teams are formed when members from

different departments work together to complete tasks for a specific goal or

project.  Often, each member of the department brings specific skills and

insight so that the project can be completed in a productive, cost-efficient

manner.  Command teams are formed according to each member's level of authority

in the organization's structure.  Independent and proprietary are not terms

commonly used to describe types of teams in the workplace.
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A restaurant posts checklists near food preparation equipment to help employees

follow the proper guidelines when operating the equipment.  This is a form of

__________ control.

A. feedforward 

B. constructive 

C. utility

D. response

/A

Feedforward.  Control is defined as a management function that monitors the

work effort.  Feedforward is a form of control that bases and establishes

procedures by predicting or anticipating activities and their out-comes.  A

poster that details guidelines for operation is placed near food preparation

equipment to help employees troubleshoot problems and reduce the risk of injury

or damage, which is an anticipatory action.  Utility refers to the usefulness

of something and its capability to satisfy wants and needs.  Constructive and

response are not common terms used to describe types of control.
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A restaurant owner often has considerable influence when negotiating facility

lease terms if the

A. real estate market is saturated or slow.

B. tax rate is higher than the national average.

C. facility owner possesses more than one property.

D. property is located in a prime or popular location.

/A

Real estate market is saturated or slow.  When there is an abundance of

properties for rent or sale, or fewer restaurant owners are looking for

facilities to rent, there is more competition among property owners for buyers

or leasers.  The longer a facility is unoccupied, the more money the facility

owner loses.  Therefore, facility owners are often more likely to agree to

potential leaser's requests (e.g., lower rent, interior painting) in order to

obtain cash inflow from the rentals.  Ownership of multiple properties does not

necessarily mean that the property owner is willing to provide concessions

during lease negotiations.  Tax rates are established by governments and are

not negotiable.  A facility owner would probably have an easier time finding

tenants for a property that is located in a popular location.  Therefore, the

facility owner has more influence in negotiating lease terms than the

prospective tenant.
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Which of the following information will help a restaurant to determine the most

cost-effective operating hours?

A. Portion sizes 

B. Sales statistics 

C. Price ranges

D. Special discounts

/B

Sales statistics.  Most restaurants maintain information about previous sales

that will help them determine the most cost-effective operating hours.  Sales

statistics includes data about number of customers, time of day, total sales,

sales for dining times, average sale, etc.  By reviewing this information,

restaurants will be able to determine when most of their sales occur.  For

example, a restaurant that does most of its business between 11:00 a.m. and

10:00 p.m. might decide not to serve breakfast.  Although there might be some

customers for breakfast, there might not be enough to cover the costs involved.

Information about portion sizes, price ranges, and special discounts will not

help a restaurant to determine the most cost-effective operating hours.
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Managers in the food and beverage industry often begin their careers as a

A. buser or server. 

B. maitre d' or host. 

C. delivery person.

D. vendor representative.

/A

Buser or server.  Many of the people who become managers in the food and

beverage industry begin their careers in the lower levels of the organization.

They often take their first jobs as busers or dishwashers, and gradually move

up the ladder.  They work their way to the top by taking successively more

responsible positions such as server and then maitre d' or host.  The ability

to start at the bottom and become a manager or owner is a unique characteristic

of the food and beverage industry.  Career opportunities are plentiful for

those willing to work and learn the business.  Managers do not often begin

their careers as a delivery person or a vendor representative, although those

are possible career paths if a person is delivering or selling for a food

broker.
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The primary reason that many people engage in career-oriented networking

activities is to

A. cultivate a wide circle of social and personal contacts.

B. develop an extensive list of sales prospects and contacts.

C. obtain letters of recommendation from previous employers.

D. connect with others who might help them accomplish professional goals.

/D

Connect with others who might help them accomplish professional goals.  People

engage in networking activities by communicating with customers, friends,

family, teachers, and former coworkers.  Networking often provides people with

information regarding work-related opportunities such as job openings.

Although networking is often used to develop a list of sales prospects and

contacts, many people are not involved in selling activities in their

occupation.  Career networking activities are primarily used to improve or

enhance work-related situations rather than social standing.  Obtaining letters

of recommendations is often a result of networking activities.  However, it is

not always the primary reason that people network.
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Computers have given restaurant owners the ability to calculate pricing

functions such as break-even points and elasticity of demand by using

__________ programs.

A. presentation 

B. word-processing 

C. spreadsheet

D. communication

/C

Spreadsheet.  Spreadsheet software programs are designed to calculate and

analyze numerical data.  Spreadsheets are very useful for restaurant owners as

they evaluate numerical data as it relates to pricing issues.  Presentation

software is used to create visual aids that are commonly used in sales or other

types of presentations.  Word-processing programs are used to create written

documents.  Communication software programs (e.g., e-mail) are used to

facilitate the distribution of messages.
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A restaurant supply company is most likely to lower product pricing when the

overall economy is experiencing a period of

A. deflation. 

B. prosperity. 

C. recovery.

D. recession.

/D

Recession.  A recession is a contraction of the GDP (gross domestic product)

that lasts at least six months.  During this phase of the business cycle,

business activity slows down.  As a result, unemployment occurs and consumers

tend to buy less because they have less disposable income, which lowers demand.

In response to lower demand, restaurant supply businesses often reduce their

prices in order to survive until demand increases.  Recovery and prosperity are

phases of the business cycle that experience an increase in demand and

spending.  It is during these phases that demand can exceed supply.  As a

result, businesses are more likely to increase their prices.  Deflation is not

a common term used to describe a phase in the business cycle.

$$56

When a restaurant owner temporarily lowers prices for select menu items and

places advertisements in local newspapers to announce the sale, s/he is using a

__________ promotional pricing strategy.

A. going-rate 

B. special-event 

C. break-even

D. market-share

/B

Special-event.  Promotional pricing occurs when a product's price is

temporarily lowered to stimulate sales.  Special events might include annual

seasonal sales or grand openings.  Going-rate pricing occurs when a restaurant

sets its pricing by evaluating the pricing activities of its major competitors.

Break-even is the level of sales at which revenues equal total costs.  Market

share refers to an organization's portion of the total industry sales in a

specific market.
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What primary factors do restaurant supply businesses consider when determining

the ceiling prices of their products?

A. Promotional efforts and cost 

B. Consumer perceptions and demand 

C. Interest rates and supply

D. Service fees and competition

/B

Consumer perceptions and demand.  A ceiling price refers to the highest price

that the restaurant supply business believes that consumers are willing to pay

for a product.  Many external factors are considered when determining ceiling

prices, including demand for the product and consumers' perceptions about the

product in terms of need and value.  Product costs, supply, and competition are

important pricing considerations.  Promotional efforts, service fees, and

interest rates are not necessarily primary factors that are considered when

determining ceiling prices for products.
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Satellite communications systems often impact the product/service management

function by helping restaurant supply businesses to

A. order replacements. 

B. evaluate information. 

C. use software.

D. track shipments.

/D

Track shipments.  An important part of product/service management involves

maintaining and improving the good or service because customers expect a

quality good or service that keeps up with advances in technology.  Satellite

communications systems make it possible for restaurant supply businesses to

track shipments for customers, thereby improving the good or service.  If a

business sells a product, it can track the product from the time it is ordered

until it is delivered.  If the business sells a service such as delivery, it

can use satellite communications systems to track the delivery process.

Satellite communications systems do not help businesses to order replacements,

evaluate information, or use software.
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What do many restaurants avoid using to cook foods to address their customers'

nutrition concerns?

A. Canola oil 

B. Unsaturated fats 

C. Olive oil

D. Saturated fats

/D

Saturated fats.  Many customers are concerned about nutrition and their health.

As a result, many restaurants avoid cooking foods in saturated fats because

these fats often increase the calorie content of food as well as contribute to

high cholesterol.  Saturated fats are found in animal products such as lard and

butter, and in palm and coconut oil.  Today, many restaurants cook foods in

unsaturated fats such as canola and olive oil, which are more nutritious and

contain fewer calories.
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One way that restaurants maintain quality control standards is by providing

suppliers with

A. delivery schedules. 

B. packaging materials. 

C. exact specifications.

D. nutrition requirements.

/C

Exact specifications.  Restaurants usually establish standards for menu items

and purchase the quality of ingredients that will allow them to achieve those

standards.  To maintain that level of quality, restaurants often provide

suppliers with exact specifications for food items.  For example, a restaurant

might require a supplier to provide fresh rather than frozen fish, free-range

chicken, or the highest grade of meat.  Restaurants set up delivery schedules

to receive food items when needed.  Restaurants do not provide suppliers with

packaging materials.  Suppliers are not responsible for the nutritional value

of the food items they sell.
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All the different items that a restaurant supply business sells is the

business's product

A. mix. 

B. line. 

C. depth.

D. width.

/A

Mix.  Product mix is the particular assortment of goods and services that a

restaurant supply business offers in order to meet its market's needs and its

company's goals.  Therefore, all the different items that a business sells is

the business's product mix.  Product line is a group of related product items.

Product width is the number of different product lines that a business sells.

Product depth is the number of items in each product line.
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Which of the following do restaurants usually consider when selecting new food

items to add to the menu?

A. History of restaurant 

B. Descriptions of entrees 

C. Opinions of employees

D. Capabilities of equipment

/D

Capabilities of equipment.  When adding new food items to the menu, a

restaurant needs to consider the capabilities of its equipment.  Certain types

of kitchen equipment are designed to prepare specific foods.  For example, if a

steak house specializes in broiling steaks and chops and serving them with

baked potatoes, it might be difficult to add menu items that must be fried.  If

the restaurant doesn't have the right equipment, it might not be cost effective

to buy it just to prepare one new menu item.  The history of the restaurant,

descriptions of entrees, and opinions of employees are not considerations when

selecting new food items to add to the menu.
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A factor that high-end restaurants consider when designing the dining area is

the estimated

A. price range. 

B. cooking space. 

C. gross profit.

D. turnover time.

/D

Turnover time.  High-end restaurants usually estimate that customers will spend

more time dining than customers of less expensive restaurants.  As a result,

high-end restaurants usually expect to turn a table only twice during the

evening.  To accommodate customers who want to spend more time enjoying the

dining experience, high-end restaurants design the dining area to provide more

space between tables and more privacy.  Customers who dine at high-end

restaurants expect to pay for more space and a leisurely dining experience.

Restaurants do not consider the price range, cooking space, or gross profit

when designing the dining area.
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To build a successful brand, a restaurant needs to examine all the ways that it

interacts with

A. suppliers. 

B. employees. 

C. customers.

D. investors.

/C

Customers.  Restaurants should begin to build a successful brand by looking at

the restaurant through the eyes of customers.  A restaurant should think about

the many ways that it interacts with customers, whether it's through personal

contact or advertising.  Every contact is an opportunity to build and reinforce

the restaurant's brand with customers.  Building a successful brand means

taking advantage of each contact.  A restaurant does not build a successful

brand by examining the ways it interacts with suppliers, employees, or

investors.
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One of the main functions of a restaurant's merchandising budget is to plan the

dollar amount of

A. operating expenses to pay. 

B. inventory to keep in stock. 

C. long-term liabilities.

D. net profit after taxes.

/B

Inventory to keep in stock.  A merchandising budget is an estimate of the

amount of products expected to be sold to customers.  An important function of

the merchandising budget is to plan the dollar amount of inventory that needs

to be in stock to meet expected demand.  Restaurants need to know the amount of

money they should invest in inventory to obtain the food products that sales

forecasts estimate customers will buy.  Operating expenses are all of the

expenses involved in running a business.  Long-term liabilities are debts,

usually money, that a restaurant owes.  Net profit is the money remaining after

operating expenses are subtracted from gross profit.
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Which of the following is an example of a product specification for purchasing

food items that a restaurant might prepare?

A. Skinless chicken breasts with ribs 

B. Weight of chicken breast after cooking 

C. Grams of fat in each chicken breast

D. Unit price for box of chicken breasts

/A

Skinless chicken breasts with ribs.  Restaurants usually prepare product

specifications based on factors such as quality, size, and how they intend to

use the food items.  For example, a restaurant that serves chicken a certain

way might specify skinless chicken breasts with ribs.  By preparing this type

of specification, the restaurant is assured of receiving exactly the type of

chicken that it wants.  A restaurant might also specify that each chicken

breast be of at least a certain weight in order to be enough for one serving.

How-ever, there is no way for the restaurant to specify a certain weight after

cooking because different cooking methods will have an effect on the amount of

shrinkage.  Chicken contains a certain amount of fat by nature, but a

restaurant cannot specify the amount.  The unit price is negotiated with the

supplier and is not a product specification.
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One reason restaurants consider the cooking method when planning the quantities

of food items to order is because cooking

A. adds flavor to the ingredients. 

B. reduces the level of nutrients. 

C. relies on a standard recipe.

D. affects the amount of shrinkage.

/D

Affects the amount of shrinkage.  When planning the quantities of food items to

order, restaurants consider the cooking method that will be used because

cooking affects the amount of shrinkage.  Some cooking methods result in more

shrinkage than other methods.  For example, cooking at high temperatures

usually results in more shrinkage than cooking at low temperatures.  Therefore,

restaurants need to consider the cooking methods so they can order the correct

amount to compensate for the expected percentage of shrink-age.  Certain

cooking methods add flavor to foods and reduce the level of nutrients; however,

these are not considerations when planning the quantities to order.  Not all

cooking relies on a standard recipe.
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Which of the following is an important factor that restaurants consider when

deciding when to buy food items:

A. Dependability 

B. Perishability 

C. Nutrition

D. Sanitation

/B

Perishability.  Many food items are perishable and must be ordered in smaller

quantities and on a more frequent basis.  For example, fresh produce and bakery

goods spoil more quickly than other types of food items such as canned and

frozen goods.  Restaurants consider the perishability of food items when

deciding when to buy.  As a result, restaurants usually buy perishable items

several times a week to make sure the quality is acceptable.  Dependability is

a factor that restaurants consider when selecting a vendor.  Restaurants do not

consider nutrition and sanitation when deciding when to buy food items.
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A primary reason that governments in a free-enterprise economic system regulate

and restrict the content of promotional activities is to

A. develop additional tax bases.

B. facilitate cooperative advertising programs.

C. protect consumers from deceptive advertising.

D. increase competition among consumer advocate groups.

/C

Protect consumers from deceptive advertising.  The regulation of promotional

activities is generally designed to address advertising content and competition

issues.  Content regulation helps to keep advertisers from misrepresenting

their products to the public.  Although it's possible to establish regulation

to increase tax revenues, it is not generally the primary purpose for

regulating advertising content.  Promotional activities are also regulated to

address competition among businesses rather than consumer advocate groups.

Consumer advocate groups are organizations that influence government and

societal issues on behalf of the consumer.  Cooperative advertising refers to

the sharing of advertising expenses between two companies.
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One advantage in using databases when developing advertising strategies is that

restaurant supply businesses can

A. boost costs associated with direct advertising strategies.

B. presume that all the information is relevant and accurate.

C. rank and analyze information to facilitate decision making.

D. increase the reach and frequency rates of their promotional efforts.

/C

Rank and analyze information to facilitate decision making. Computerized

databases can obtain information from different sources and sort and rank

various data fields very quickly.  Once the information is presented in an

appropriate manner, restaurant supply businesses can analyze the information to

determine a course of action in terms of advertising efforts.  For example, a

company might want to send a sales brochure to its customers who purchased over

$50,000 in products the previous year.  Sales records stored in a database can

be used to determine the appropriate customers.  The use of databases aid in

advertising efforts in terms of determining reach and frequency rates, but it

is not always used to increase the rates.  Most often, direct advertising

efforts lower reach because the businesses are selecting message recipients.

Direct advertising can be very expensive.  Businesses should not presume that

all information is relevant and accurate, particularly if the information is

obtained from a secondary source that might contain outdated data.
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Before establishing an Internet web site, restaurant owners must

A. determine the web address. 

B. hire a reputable web master. 

C. develop an appropriate budget.

D. identify the purpose of the site.

/D

Identify the purpose of the site.  The purpose of a web site can vary from

business to business.  For example, the purpose of a food-related web site

might be to provide nutrition information about certain foods.  A restaurant

might establish a web site to sell carryout items and gift certificates.

Therefore, before establishing an Internet web site, the owner must decide if

the primary purpose of the web site is to inform, serve, sell, or entertain the

target audience or provide a combination of purposes.  Once the purpose of the

web site is determined, the web site is designed to accommodate the purpose.

Determining the web address, hiring a web master, and developing a budget are

generally factors that follow the identification of the web-site purpose.
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How does publicity differ from public relations activities?

A. Publicity techniques are generally reactive in nature.

B. Publicity is often difficult for restaurants to control.

C. Public relations programs generate high amounts of media exposure.

D. Public relations activities require little or no funding to develop.

/B

Publicity is often difficult for restaurants to control.  Publicity is defined

as any nonpersonal presentation of ideas, goods, or services that is not paid

for by the company or individual that benefits from or is harmed by it.

Because restaurants often have little power to filter or limit the type of

attention they receive from other entities, publicity is often difficult to

control.  For example, a restaurant that distributes a press release to local

newspapers might not get the press release published when they would like

because of limited news-paper space allocation.  On the other hand,

high-profile legal cases often receive attention that they would normally not

want released.  Reactive refers to a type of public relations strategy that

requires a restaurant to respond to unfavorable information regarding a

situation or product.  Although restaurants might gain recognition from public

relations activities, the programs do not always generate high amounts of media

attention.  Public relations activities generally require some financial

investment to ensure success.  Restaurants generally absorb expenses such as

salaries, community events, and newsletters.
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What do many restaurants develop and publicize as a way to promote the

restaurant and increase sales?

A. Special event dinners 

B. Attractive interior signs 

C. Fresh produce displays

D. Unique table arrangements

/A

Special event dinners.  Some restaurants develop and publicize special event

dinners that are intended to attract certain segments of the target market.

Different types of special dinners will appeal to different customers who might

try the restaurant for the first time because of the special event.  For

example, a restaurant might develop a special event dinner based on Italian

foods and beverages.  The restaurant also might include decorations and music

that complement the special event theme.  Many restaurants have attractive

interior signs, display fresh produce, and have unique table arrangements.

However, they do not publicize these factors to promote the restaurant and

increase sales.

$$74

In which of the following situations should the description of a menu item be

brief:

A. Item is a house specialty. 

B. Item is a signature dessert. 

C. Item is inexpensive.

D. Item is self-explanatory.

/D

Item is self-explanatory.  Writing menu descriptions is an important part of

promoting sales.  Appealing, interesting, and descriptive explanations help to

attract customers and sell menu items.  However, descriptions do not need to be

excessive or contain all the recipe information.  In some cases, very brief

descriptions are the most effective particularly if the item is

self-explanatory.  For example, there is no reason to further describe "steamed

broccoli" or "baked potato" unless these items are served with special sauces

or condiments.  More description should be provided for house specialties and

signature desserts because they usually contain a variety of ingredients and

are items that the restaurant promotes.  The price of the item does not

determine the amount of description.
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What type of items do restaurants often display to encourage customers to buy?

A. Actual menu dishes 

B. Attractive garnishes 

C. Seasonal props

D. Sample menu boards

/A

Actual menu dishes.  The purpose of displaying food items is to encourage

customers to buy.  It is a form of sales promotion because the intent is to

increase sales.  Displaying actual menu dishes is effective because customers

see appealing items and are often influenced to place an order.  For example,

an attractive display of tempting desserts might persuade customers to order

dessert even if they had originally intended to pass on dessert.  Attractive

garnishes and seasonal props might be used with actual menu dishes to encourage

customers to buy.  Sample menu boards provide information and are not

considered displays.
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A restaurant manager examining an arrangement of menu items located next to the

entrance to the dining area and making minor changes is an example of

A. adjusting fixtures. 

B. evaluating lighting. 

C. installing props.

D. inspecting displays.

/D

Inspecting displays.  Restaurants often set up displays of menu items next to

the entrance to the dining area to promote the items and encourage customers to

buy.  However, it is important to inspect the displays before customers arrive

to make sure the menu items are appealing and presented in an attractive way.

A manager might make minor changes to the display to improve the appearance of

the display.  One change might involve adjusting fixtures to focus on specific

menu items.  While inspecting the display, a manager might evaluate the light

and make changes if necessary.  Props are installed during the process of

setting up the display.
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Restaurants often implement frequency marketing programs as a way to

A. build customer loyalty. 

B. advocate community service. 

C. identify sales referrals.

D. justify the promotional budget.

/A

Build customer loyalty.  A frequency marketing program is an ongoing,

well-organized promotional effort in which a restaurant offers its customers

certain rewards (e.g., discounts, free menu items).  Reward distribution is

generally based on the frequency of the customer's purchases.  By offering

customers incentives for their repeat business, restaurants hope to establish

and build customer loyalty.  The cost of the frequency program must be included

in the budget.  Therefore, a frequency marketing program is usually not

designed to justify the promotional budget.  In addition, the primary purpose

of frequency marketing programs is not to advocate community service or

identify sales referrals.
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What is the primary factor that restaurant marketers must consider when

allocating funds to the promotional budget?

A. Promotional mix 

B. Corporate accounting system 

C. Inventory levels

D. Organization's size

/A

Promotional mix.  The promotional mix refers to the combination of marketing

communication channels that a restaurant business uses to send its messages to

consumers.  Various combinations of advertising, sales promotion, personal

selling, and public relations are often used by restaurants to create the

maximum amount of company and product exposure.  When allocating funds to the

promotional budget, marketers must decide how much funding to allocate to the

various components to meet promotional objectives.  The accounting system

refers to the method, or set of procedures, used in handling the restaurant's

financial information.  The level of a company's inventory varies and is not

necessarily a factor when allocating funds to the promotional budget.

Disbursement of promotional funds is not necessarily dependent on the size of

the organization.
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Effective advertising campaigns consist of creative elements designed to

A. maximize profitability. 

B. increase customer satisfaction rates. 

C. stimulate consumer interest.

D. challenge consumers' beliefs.

/C

Stimulate consumer interest.  Any successful or effective advertisement must

gain attention or create interest.  Without interest, the customer tunes out

the message and it is lost.  Marketers are striving to find creative and

innovative ways to keep the advertisement audience engaged and interested in

the promotional message.  Some promotional messages are designed to inform

consumers, such as the health issues associated with cigarette smoking, rather

than maximizing profitability.  Advertising campaigns are not always designed

to challenge consumers' beliefs or change customer satisfaction rates.
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Which of the following is an example of a restaurant using a sales promotion

technique to attract customers?

A. Advertising on a local radio station 

B. Sending a news release to local media 

C. Instructing servers to suggest new menu items

D. Offering a special meal at a discounted price

/D

Offering a special meal at a discounted price.  Sales promotion involves using

promotional activities other than advertising, personal selling, and publicity

that stimulate customer purchases.  Sales promotions often involve offering

incentives to attract customers.  One type of incentive is a special meal at a

discounted price.  This type of promotion usually has a time limit that

encourages customers to buy now.  Advertising on a local radio station is a

form of advertising.  Sending a news release to local media is a way to obtain

publicity.  Servers who suggest new menu items to customers are involved in

personal selling.
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One of the main reasons restaurant supply salespeople try to provide quality

customer service is to develop __________ with customers.

A. follow-up techniques 

B. substitute-selling strategies 

C. long-term relationships

D. problem-solving methods

/C

Long-term relationships.  Restaurant supply salespeople realize that it is

important to develop long-term relationships with customers so customers will

continue to buy from them.  One way to develop long-term relationships is to

provide quality customer service that meets customers' needs and makes them

feel appreciated.  Salespeople can provide quality service in many ways, such

as following up after a sale, sending thank-you notes, offering to provide

support information, etc.  As a result of such service, salespeople often

develop relationships with customers that last for a lifetime.  Using effective

follow-up techniques and problem-solving methods are ways to provide quality

customer service.  Salespeople do not provide quality customer service by

developing substitute-selling strategies.
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The sales practice of reciprocity usually is considered illegal when it

A. misuses company goods. 

B. involves entertaining customers. 

C. rewards salespeople.

D. eliminates competition.

/D

Eliminates competition.  The sales practice of reciprocity occurs when one

company buys products from a second company only if the second company agrees

to buy products from the first company.  This sales practice usually is

considered illegal if it eliminates competition and prevents the second company

from buying from a supplier of its choice.  Most salespeople avoid discussing

reciprocal deals because of the possibility that they might be illegal.

Reciprocity does not involve the misuse of company goods, entertaining

customers, or rewarding salespeople.
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One reason it is important for restaurant servers to be able to identify the

ingredients in menu items is because some customers

A. are allergic to certain foods. 

B. do not want to pay for individual spices. 

C. have favorite recipes.

D. prefer unusual seasonings.

/A

Are allergic to certain foods.  Restaurant servers should know the ingredients

in menu items to help customers avoid ordering foods to which they might be

allergic.  Some food allergies may cause serious injury or even death.  For

example, some people are allergic to peanuts and shellfish.  If they

accidentally eat menu items that contain these foods, they become ill.

Customers do not pay for individual spices but for the final menu item.

Although some customers might have favorite recipes and prefer unusual

seasonings, those are not reasons for restaurant servers to be able to identify

the ingredients in menu items.
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Having what type of information about a restaurant supply product tends to give

a salesperson confidence?

A. Firsthand knowledge 

B. Manufacturer's publications 

C. Industry data

D. Promotional materials

/A

Firsthand knowledge.  Firsthand knowledge, gained by experience, tends to give

a salesperson confidence.  For example, salespeople who use the products are

able to answer specific questions because they have learned about the products

by trying them.  Then, salespeople can use their own experiences to explain the

benefits of the products to customers.  They have confidence in their answers

because of personal experience.  Manufacturer's publications, industry data,

and promotional materials are other sources of product information; but they do

not give salespeople the confidence that they obtain from firsthand knowledge.
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Which of the following service styles allows restaurants to closely control the

size of portions?

A. Plate 

B. Table-side 

C. Platter

D. Family style

/A

Plate.  Another term for plate service is American service.  Restaurants that

use this service style plate the food in the kitchen and then serve the plates

to customers.  This allows restaurants to control the size of portions that are

served to customers.  Table-side service involves serving the menu items from a

cart next to the table.  Platter involves preparing a customer's plate from a

platter that is brought to the table.  Family-style service involves bringing

platters or large dishes to the table and allowing customers to serve

them-selves.  Table-side, platter, and family style are not methods that allow

restaurants to closely control the size of portions.  As a rule, these methods

serve fairly large portions.
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The first step in the process of preparing for a sales presentation usually

involves determining the __________ of the sales call.

A. location 

B. objective 

C. time

D. length

/B

Objective.  The objective of the sales call is the main goal that the

restaurant supply salesperson hopes to achieve as a result of making the call.

When preparing for a sales presentation, a salesperson should first determine

the objective in order to develop a presentation that will achieve the

objective.  Making a sale is not the only objective of a sales call.  A

salesperson might prepare a sales presentation to provide information,

introduce a new product, or conduct a demonstration.  The ultimate goal

probably is to sell a product, but it is often necessary for a salesperson to

make several presentations for other purposes before a customer is ready to

buy.  Therefore, before preparing the presentation, salespeople need to decide

exactly what they hope to accomplish with the presentation.  The first step in

the process of preparing for a sales presentation does not involve determining

the location, time, or length of the sales call.
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Restaurant supply salespeople should show a sincere interest in meeting

customers' needs when dealing with __________ customers.

A. all  

B. informed 

C. frugal

D. difficult

/A

All.  Restaurant supply salespeople should strive to make each contact with

customers a good experience for them.  Therefore, there are guidelines for

salespeople to follow when handling all personality types.  One of these

guidelines is to show a sincere interest in meeting customers' needs.

Salespeople should treat all customers with care so they don't take their

business elsewhere.  All customers include those who have informed, frugal, or

difficult personalities.
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Which of the following is an indication that restaurant customers are ready for

the server to take their food order?

A. Asking about specials 

B. Finishing their drinks 

C. Closing their menus

D. Talking to companions

/C

Closing their menus.  Restaurant servers need to be aware of timing and know

when customers are ready to place their orders.  Some customers like to relax

and enjoy their drinks before ordering, while others prefer to order almost

immediately after being seated.  Servers should watch for clues to know when to

approach customers to take their orders.  Closing their menus is an indication

that customers are ready to order because it indicates that they have read the

menu and made a selection.  Customers often ask about specials before reviewing

the menu.  Finishing drinks and talking to companions are not indications that

customers are ready for the server to take their food order.
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What is one way to establish credibility at the beginning of a sales

presentation to a group of buyers for a restaurant chain?

A. Make proper introductions 

B. Describe previous successes 

C. Summarize major features

D. Explain substitute products

/B

Describe previous successes.  At the beginning of a sales presentation to a

group of buyers for a restaurant chain, it is important for salespeople to

establish their credibility and the credibility of the company they represent.

One way to do this is for salespeople to describe the company's previous

successes as well as their own successes in sales.  This information lets the

group know that the salesperson and company are qualified, have the necessary

experience, and are successful.  Establishing credibility at the beginning of

the presentation also encourages the group to pay attention.  It is important

to make a proper introduction at the beginning of the presentation, but that

does not establish credibility.  A salesperson might summarize major features

at the end of the presentation.  A salesperson would explain substitute

products only if the originally requested products are unavailable.
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Which of the following coffees is brewed by forcing hot water through finely

ground coffee and served in two-ounce portions?

A. Espresso 

B. Cafe au lait 

C. Cafe latte

D. Cappuccino

/A

Espresso.  Espresso is made by forcing hot water through finely ground coffee

and is served in two-ounce servings.  Cafe au lait is coffee with milk.  Cafe

latte is cappuccino mixed with steamed milk and a small amount of foamed milk.

Cappuccino is espresso mixed with steamed milk and topped with foam milk.
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When a restaurant prepares salads for customers, when should the restaurant add

the salad dressings?

A. Before refrigerating 

B. After combining ingredients 

C. Just prior to serving

D. During the presentation

/C

Just prior to serving.  Salad dressings should be added to salads just prior to

serving to avoid wilting the salads.  Dressings add moisture to salads, which

causes wilting.  By adding the dressings just prior to serving, the salads will

be fresh and attractive.  Some restaurants prepare salads in advance and

refrigerate them until they are served.  However, dressings should not be added

before refrigerating because that will lead to wilting.  Dressings should be

added after combining ingredients only if the salads will be served

immediately.  Restaurants usually do not add dressings during the presentation.
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A restaurant is offering lobster dinners for a special price of $22.99 for one

week only.  If a table of four orders the dinners and two customers have

coupons for a 15% discount on their dinners, calculate the total cost for the

table.

A. $78.16 

B. $85.06 

C. $87.26

D. $91.96

/B

$85.06.  Many restaurants offer special prices on certain types of dinners to

attract customers.  Customers order those dinners because they are priced lower

than usual.  If customers also have coupons for discounts, the restaurant

calculates the discount to determine the total cost.  In this example, the

restaurant is offering lobster dinners for $22.99.  A table of four orders the

dinners, but two of the customers have coupons for discounts.  To process the

coupons, the restaurant subtracts the discount amount from the cost of the two

dinners.  To determine the amount of discount, add the cost of the two dinners

and calculate the 15% discount ($22.99 x 2 = $45.98; $45.98 x 15% or .15 =

$6.897 or $6.90).  Then, subtract the discount from the cost of the two dinners

($45.98 - $6.90 = $39.08).  Add the discounted price of the two dinners to the

regular price of the other two dinners to calculate the total cost for the

table ($39.08 + $22.99 + $22.99 = $85.06).
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When providing change to restaurant customers who pay with cash, a server

should provide them with denominations that will allow the customers to

A. order a dessert. 

B. leave the proper tip. 

C. pay for valet parking.

D. count the change easily.

/B

Leave the proper tip.  A tip, or gratuity, is the amount of money customers

give restaurant servers for waiting on them and providing good service.

Customers usually calculate the amount of the tip based on the total cost of

the meal.  If customers pay with cash, a server should provide them with

denominations that will allow the customers to leave the proper tip.  For

example, if a customer pays for a $13.50 meal with a $20, a server should give

the customer 50 cents and six $1-bills rather than one $5-bill and one $1-bill.

The six $1-bills will allow the customer to leave the proper tip.  Servers do

not provide change in certain denominations to allow customers to order a

dessert or count the change easily.  If customers need change in certain

denominations to pay for valet parking, they usually ask the server to provide

change.
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Why would a restaurant employee hit the CA/AT key when operating an electronic

cash register?

A. To print a receipt 

B. To record a personal check 

C. To calculate a discount

D. To display the change due

/D

To display the change due.  The CA/AT key is one of the transaction keys on an

electronic cash register.  A restaurant employee hits the CA/AT key to display

the change due a customer after entering the amount of cash the customer is

tendering for payment.  To print a receipt, an employee would use the RCPT key.

To record a personal check, an employee would use the CHK key.  To calculate a

discount, an employee would use either the percent key or the discount key.
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When processing customers' special food requests, it is important for a

restaurant server to

A. recommend substitute items. 

B. explain the ingredient list. 

C. communicate with the kitchen.

D. review the estimated cooking time.

/C

Communicate with the kitchen.  Customers often place special food requests such

as no lettuce or tomato on a hamburger, or salad dressing to be served on the

side.  When processing these requests, it is important for a restaurant server

to communicate with the kitchen so the item will be prepared properly.  If the

server does not explain what the customer wants, the kitchen will not be able

to fulfill the special request.  Before processing a special food request, a

server might recommend substitute items, explain the ingredients, or review the

estimated cooking time.
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One reason many full-service restaurants assemble carryout orders for customers

is to meet the customer's need for

A. nutritious food. 

B. inexpensive meals. 

C. quality.

D. convenience.

/D

Convenience.  Many restaurants prepare carryout orders for customers because

customers want the convenience of being able to buy ready-to-eat meals.  By

offering carryout, restaurants increase sales and build goodwill with customers

who appreciate the convenience of being able to pick up ready-to-eat meals on

their way home from work or other activities.  Not all carryout orders contain

nutritious food; it depends on the type of items that are ordered.  Carryout

meals are not necessarily inexpensive.  Customers might buy from a certain

restaurant because of the quality, but that is not the reason for assembling

carryout orders.
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Why do many restaurants take reservations?

A. To shorten wait time 

B. To control customer flow 

C. To predict portion size

D. To reduce operating expense

/A

To shorten wait time.  Many restaurants take reservations so they will know how

many customers to expect and when the customers will arrive.  By taking

reservations, restaurants can help customers select a time when a table will be

ready so the customers do not need to wait.  For example, if a restaurant seats

80 people, it might take reservations for a 6:00 or 6:30 seating and for an

8:00 or 8:30 seating.  That allows for one group of customers to finish and

leave before another group arrives, thereby shortening wait time.  Although

many restaurants take reservations, they cannot control the flow of customers

who arrive without reservations.  Restaurants do not take reservations to

predict portion size or reduce operating expense.
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One of the main reasons for using computer software to create a visual

presentation is to

A. support a verbal presentation. 

B. provide additional information. 

C. develop an attractive outline.

D. display text in paragraph form.

/A

Support a verbal presentation.  The purpose of a visual presentation is to

support a verbal presentation.  Restaurant supply salespeople often use a

presentation software package to create visual aids that will help to

graphically explain and support the information in the verbal presentation.

The visual presentation usually contains attractive charts, graphs, and

illustrations that add interest to the verbal presentation, as well as key

points that summarize the verbal presentation.  Frequently, the visual

presentation graphically illustrates complex information and makes it easier

for the audience to understand.  A visual presentation does not add additional

information that is not contained in the verbal presentation.  Some of the

information may be in outline form, but that is not the main purpose of using

computer software to create a visual presentation.  The text is not displayed

in paragraph form but in short phrases or key words.
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When analyzing the information in sales reports, what do many restaurant supply

businesses use as a standard for comparison?

A. Invoices 

B. Receipts 

C. Assets

D. Quotas

/D

Quotas.  Quotas are specific goals to be met.  Therefore, quotas are one of the

most commonly used standards for comparison when analyzing the information in

sales reports.  For example, a specific sales territory might have a quota of a

certain volume of sales for each quarter of the year.  Comparing the quota to

the actual sales figure in the sales report will indicate if the territory is

achieving its quota.  If the territory far exceeds its quota, the quota might

be increased.  If the territory is not meeting its quota, management might make

adjustments such as providing additional training, hiring additional

salespeople, or lowering prices.  Invoices and receipts are types of sales

documents.  Assets are anything of value that a business owns.
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