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Staff members working in a hotel's front office generally perform tasks that

require

A. support from the catering and banquet division.

B. more contact with guests than other departments.

C. frequent communication with vendors and suppliers.

D. the use of fewer technological tools than other hotel divisions.

/B

More contact with guests than other departments.  A lodging facility's front

office generally consists of activities that require more direct contact with

guests than other departments.  Although lodging facilities are organized

differently, front office employees often include guest services clerks,

reservationists, security department employees, and switchboard operators.

Front office staff communicate directly with customers during the check-in and

checkout processes, when handling complaints, and filling special requests.

Not every hotel has a catering and banquet division.  Inventory control

employees usually communicate with vendors and suppliers.  Inventory control is

a back-of-the-house function since contact with hotel guests is minimal.  The

use of technological equipment varies from facility to facility.  However, it

cannot be assumed that the front desk requires fewer technological tools.

$$1

A primary reason that lodging businesses prepare night audit reports is to

A. determine the data needed to develop the SWOT analysis.

B. track the credit rating for each of the facility's guests.

C. create an annual profit-and-loss statement for stockholders.

D. verify the accuracy of the front office daily accounting practices.

/D

Verify the accuracy of the front office daily accounting practices.  An audit

is an investigation or verification of information.  Lodging facilities conduct

nightly audits to verify that all information posted to guest and non-guest

accounts is correct.  By conducting the audit each night, the lodging

facilities can isolate and solve any problems quickly.  The primary purpose of

a night audit does not include the development of a SWOT analysis.  A night

audit might track a guest's credit limit rather than the guest's credit rating.

Since it cannot be assumed that all lodging facilities are corporations, the

night audit reports are not used to create profit-and-loss statements for

stockholders.

$$2

A daily revenue report helps hotel employees identify problems that relate to

A. room maintenance needs and priorities. 

B. each department's financial transactions.

C. petty-cash deposits and security checks.

D. outstanding postings from the previous week.

/B

Each department's financial transactions.  A daily revenue report summarizes

all cash, debit, and credit transactions that occur for a 24-hour period.

Because hotels often have many revenue centers (e.g., banquet services,

restaurant, hotel rooms) and a high volume of transactions, there is a higher

risk for error in regard to posting the correct transaction to the correct

revenue center.  The daily revenue report often helps isolate problems

regarding transaction postings and verifies the accuracy of each department's

accounting practices.  Room maintenance summaries do not usually appear on

daily revenue reports.  Petty cash refers to the small amount of cash that is

available for the hotel to use for operational purposes or emergency

situations.  Security check is a general term that could be used to describe a

variety of situations.  Since a daily revenue report summarizes information for

a 24-hour period of time, it is unlikely that postings from the previous week

appear on the report.

$$3

Calculate a hotel gift shop's total cash available if it has a beginning cash

balance of $2,300, total cash receipts of $4,900, and cash payments of $3,500.

A. $3,700

B. $5,800

C. $7,200

D. $10,700

/C

$7,200.  A hotel gift shop determines the amount of cash it will have available

to spend each month by adding its total cash receipts to its beginning cash

balance ($4,900 + $2,300 = $7,200).  Cash payments are the money that a shop

spends.  When preparing a cash flow statement, a shop first calculates total

cash available before subtracting cash payments to determine the ending cash

balance.

$$4

Hotel employees can track the number of guests who arrive without a guaranteed

reservation by maintaining a __________ reservation sheet.

A. split-folio 

B. nonaffiliate

C. walk-in

D. property-management

/C

Walk-in.  Walk-in guests are people who request rooms without making

reservations in advance.  By tracking these guests, hotel managers can better

forecast room sales.  Tracking the walk-in guests can be done manually by

maintaining a tally or reservation sheet, or by coding the guest's folio in the

computer system.  Split-folios refer to guests' bills that are charged to more

than one account.  Nonaffiliate and property-management are not common terms

used to describe ways to track guests without reservations.

$$5

One of the most important reasons why management often focuses on improving

quality throughout the hotel chain is to

A. implement change.

B. allocate resources.

C. remain competitive.

D. delegate authority.

/C

Remain competitive.  Hotel chains today are highly competitive, and one way for

a chain to compete successfully is to provide quality throughout the

organization.  Chains try to provide quality products that meet customers'

needs and provide customers with quality service.  If all other factors are the

same, quality is often what makes customers select one chain over another.

Chains may implement change to improve quality.  Allocating resources and

delegating authority are not reasons why management focuses on improving

quality throughout the organization.

$$6

A current trend in the hospitality industry is to build loyal customer

relationships and enhance service levels by optimizing the use of

A. independent travel agents.

B. satellite roving devices.

C. Internet web sites.

D. service rating advisors.

/C

Internet web sites.  The evolution of the Internet has made it possible for

customers to book, cancel, and change their hotel reservations as well as

gather information and take a virtual tour of the guest rooms of various

lodging facilities.  New technology has made it possible for hospitality

businesses to track an Internet user's online purchasing habits.  The

information gathered through the tracking system can be analyzed and used to

develop customer relationships via direct marketing efforts (e.g., specials,

surveys).  Because more people are booking lodging facilities via the Internet,

the use of travel agents is decreasing.  Satellite roving devices and service

rating advisors are not common terms used to describe concepts related to the

hospitality industry.

$$7

Which of the following tools would hospitality personnel mostly likely need to

operate when alerting others about an emergency situation:

A. Search engine

B. Circuit satellite 

C. EDI system

D. Two-way radio

/D

Two-way radio.  Two-way-radios are devices that allow two individuals to

communicate with each other.  Transient employees (e.g., maintenance workers)

often use two-way radios to communicate with employees located at other areas

of the property because the radios are convenient and portable.  Two-way radios

are forms of communication that can be used to notify others of emergency

situations (e.g., fire).  Search engine refers to a computer software program

that searches the Web looking for information based on terms provided by the

user.  Circuit satellite is a general term and is not widely used to describe a

communication tool used in the hospitality industry.  EDI refers to the

electronic data interchange system.  This is a computer networking system that

allows one business to communicate with another business.

$$8

When creating and posting information to a web site, one of the most important

considerations is the

A. opening page.

B. search engine.

C. domain name.

D. shopping cart.

/A

Opening page.  The design and content of the opening page is extremely

important because many visitors do not go beyond that page.  Therefore, it is

important to create an opening page that provides an overview of the web site

and links to other pages on the site.  If the goal is to have visitors follow

links to access additional information or make a purchase, the opening page

must generate interest and encourage visitors to continue.  A search engine is

a software program that automatically crawls the Web looking for information

pertaining to specified search terms and displays a list of results.  A domain

name is a business's web address.  A shopping cart is a computer program

designed to act as an online catalog and order-processing center.

$$9

When authorizing a guest's payment by check, hospitality businesses often

require employees to

A. have the guest pay for check processing fees in advance.

B. verify that the guest has endorsed the check after it is written.

C. ask the guest to postdate the check by no more than thirty days.

D. compare the signature on the check with the one on a form of photo

     identification.

/D

Compare the signature on the check with the one on a form of photo

identification.  Hospitality businesses should establish policies and

procedures for authorizing and accepting personal checks from guests for

payment.  Because of the high risk of check fraud, hospitality employees should

verify that the information (e.g., name, address) on the check matches the

information on a photo ID (e.g., driver's license).  The employee should check

the signature presented on the form of identification with the signature on the

check.  In addition, the employee should make sure that the photo looks like

the person who is writing the check.  A check is generally endorsed by the

person or organization for whom the check is made payable.  Employees should

not accept postdated checks.  The payment of check processing fees is

determined by each business's policies and procedures.

$$10

To reduce the risk of theft, many hotels issue disposable room-key cards that

interface with __________ locking systems.

A. mechanical

B. traditional

C. remote

D. electronic

/D

Electronic.  Electronic locking systems operate with coded magnetic cards that

are issued to the hotel guest upon arrival.  Each time the room occupancy

changes, the arriving guest is issued a new card, and the code is changed in a

central computer system.  By changing entry codes, the risk of theft is

reduced.  Traditional keys can be copied and used to enter the room at another

time.  Traditional or mechanical locking systems generally use traditional

keys.  Remote refers to keyless entry methods.

$$11

Before releasing the contents of a safe-deposit box to a guest, hotel employees

should

A. retrieve the key that opens the box.

B. complete an inventory storage report.

C. request to see the guest's insurance card.

D. verify the guest's identification and signature.

/D

Verify the guest's identification and signature.  Many hotels issue individual

safe-deposit boxes for guests to store their valuables (e.g., jewelry) while

staying on the property.  The safe-deposit boxes are kept in a secure and

locked location, usually in or near the hotel's front office.  When guests

retrieve their valuables, hotel employees should verify the guest's

identification by asking for photo identification such as a driver's license or

a passport.  Generally, guests must sign a hotel form when getting items out of

a safe-deposit box.  The employee should verify that the signature on the

release form matches the signature on the guest's identification.  By taking

these precautions, the hotel reduces the risk of theft and provides the guests

a sense of security.  Not all boxes are secured by keys.  Some properties keep

the boxes in a locked safe or use an electronic card to secure the box.

Inventory storage report is a general term and is not commonly used to describe

release forms in the hospitality industry.  Presentation of an insurance card

is dependent on the policies and procedures of individual lodging properties.

In addition, some items that are stored in a safe-deposit box are not

necessarily insurable (e.g., documents).  Therefore, the guest would not have

an insurance card.

$$12

One reason it is important for hospitality facilities to develop emergency

procedures is because the guidelines might

A. increase awareness in terms of security and safety issues.

B. prevent emergency situations from occurring on the premises.

C. reduce the time it takes to train employees in first aid, CPR, and security.

D. help lessen panic and prevent damage or injury during an emergency situation.

/D

Help lessen panic and prevent damage or injury during an emergency situation.

Emergency situations can occur at anytime on a hotel property (e.g., accident,

sick guest).  Procedures cannot always prevent emergency situations, but they

can help employees know what to do in a particular situation, such as a guest

who is experiencing an apparent heart attack.  By knowing what to do, employees

often stay calm, which can lessen panic.  When people panic, they often do not

think in a logical manner and might take actions that make a situation worse.

A list of procedures does not necessarily increase awareness unless it is read

by the appropriate people or training is provided.  A set of procedures does

not necessarily reduce the time it takes to train employees.  For example, many

places have regulations requiring that a specific amount of training is

completed before someone can be certified in CPR.

$$13

When handling various waste and chemical products, hotel employees can reduce

the risk of contamination by

A. storing recyclables inside the facility.

B. sanitizing the products before handling them.

C. wearing disposable gloves when handling the items.

D. washing their hands before contact with the product.

/C

Wearing disposable gloves when handling the items.  Employees can protect their

hands from bacteria-ridden waste or dangerous cleaning chemicals by wearing

disposable gloves.  For example, direct contact with strong or dangerous

chemicals (e.g., cleaners) might irritate skin or cause an allergic reaction.

To reduce contamination, it is preferable to store recyclables outside the

premises.  Waste or trash is usually not sanitized.  To reduce the risk of

contamination, employees should wash their hands after handling trash.

$$14

What do many resort restaurants require their employees to wear in order to

minimize the potential for falls?

A. Hair restraints

B. Slip-resistant shoes

C. Plastic aprons

D. Fire-resistant uniforms

/B

Slip-resistant shoes.  Resort restaurants are concerned with providing a safe

workplace and have developed safety policies and procedures for employees to

follow.  In many restaurants, one of these policies involves requiring

employees to wear slip-resistant shoes.  These shoes have a rubberized sole

that prevents slipping on wet or slippery floors.  Wearing hair restraints,

plastic aprons, and fire-resistant uniforms does not minimize the potential for

falls.

$$15

When developing a waste disposal plan, hospitality businesses must consider

removal costs, disposal options, and

A. pulp value.

B. grinding methods.

C. energy sources.

D. local regulations.

/D

Local regulations.  Hospitality businesses often generate large amounts of

trash and waste.  There are many ways that businesses dispose of waste products

including incinerating, compacting, grinding, and pulping waste products.  For

health and safety reasons, many local communities establish regulations

regarding waste disposal.  For example, a large city might prohibit businesses

from burning trash on the property for safety reasons.  Therefore, it is

important for hospitality businesses to understand local regulations when

developing waste disposal plans.  Pulping and grinding are methods of disposing

of certain types of waste and are not always used by hospitality

establishments.  Energy sources refer to products that are used to power other

products (e.g., electricity, gas).

$$16

A community experiences an increase in food and beverage taxes.  How might the

tax increase impact the hospitality industry in the community?

A. Most hospitality businesses are not affected by changes in taxation rates.

B. The tax increase forces hotels to increase their room rates on a seasonal

     basis.

C. Hotels have more unoccupied rooms because consumers have less discretionary

     income.

D. Hotel restaurants and banquet facilities generally increase the prices of

     their products.

/D

Hotel restaurants and banquet facilities generally increase the prices of their

products.  When a community's leaders create legislation to increase taxes for

food and beverage products, the businesses that supply the products pass the

tax increase to the consumer by raising prices on the products.  The types of

businesses that provide food and beverage products include hotel restaurants

and banquet facilities.  A tax increase in a certain community does not

necessarily lead to less discretionary income for all consumers of the

hospitality product.  If the hospitality segment in the community is

compromised of more restaurants than lodging facilities, then most of the

hospitality businesses in the community are affected by the tax increase.  Food

and beverage tax increases do not necessarily affect the price of the lodging

product since some lodging facilities (e.g., economy) do not offer food and

beverage products.  Because some lodging facilities do not offer food and

beverage product, tax increases do not necessarily force lodging facilities to

increase room rates on a seasonal basis.

$$17

The most cost-effective and efficient way for large, busy lodging facilities to

provide a guest with a reservation confirmation is by

A. fax.

B. postal carrier.

C. e-mail.

D. telephone.

/C

E-mail. A confirmation is prepared by the hotel and provides the guest with

verification that the room has been booked for the requested time and place.

It also verifies any specific needs that the guest might have (e.g., computer

access, balcony view).  E-mail messages are sent by computer via Internet

connection.  When a large lodging facility services high amounts of customers,

e-mail can be sent quickly, received quickly, and is usually less expensive

than other means.  The fax and telephone services are utilities that are

charged by usage.  To send confirmation via the postal service, the business

must pay for stamps and stationery.  The larger and busier the lodging

facility, the more it pays for utilities, stamps, and stationery.

$$18

Which of the following is an example of a resort manager being unethical when

communicating with employees:

A. Deliberately providing insufficient information

B. Explaining that some information is confidential

C. Purposely sending information in simple chart form

D. Limiting the distribution of classified information

/A

Deliberately providing insufficient information.  In some situations, a manager

might deliberately provide insufficient information for the purpose of setting

up an employee to fail.  This is considered an unethical way to communicate

because the employee does not have a fair chance to complete an assignment

successfully.  Managers have an obligation to treat all employees ethically and

give them the information and tools needed to do the job.  It is ethical for

managers to explain that some information is confidential and to limit the

distribution of classified information.  Sending information in simple chart

form often makes it easier for employees to understand complex data.

$$19

Which of the following is the connecting link between producers and consumers:

A. Transportation 

B. Travel agents

C. Wholesalers

D. Distribution

/D

Distribution.  Distribution includes all the activities involved in moving or

transferring the ownership of goods or services from producers to consumers.

It is the connecting link between producers and consumers.  As a result,

products are made available by distribution.  Transportation is the act of

moving anything from one place to another or the method by which it is moved.

Travel agents and wholesalers often help to distribute travel products to

consumers.

$$20

An individual books a hotel reservation on an Internet web site.  This is an

example of

A. place.

B. promotion.

C. product.

D. possession.

/A

Place.  Place refers to the ability to make sure that products are available

where they are needed or wanted by customers.  In the hospitality industry,

place can be a physical location (e.g., restaurant, hotel) or a site where a

want or need (e.g., reservation) is fulfilled.  An Internet web site fulfills a

customer's desire to make a hotel reservation.  Promotion is the marketing

element referring to the various types of communications that marketers use to

inform, persuade, or remind customers of their products.  Product is defined as

goods and services that businesses offer their customers.  Possession refers to

the goods that people own.

$$21

What is one way that motel supply businesses use satellite technology in the

distribution function?

A. To locate vendors

B. To gain remote access

C. To track shipments

D. To download orders

/C

To track shipments.  Satellite technology involves the use of orbiting

satellites to track vehicles.  Once a shipment is placed on a truck or other

mode of transportation, the shipment can be tracked by satellite so motel

supply businesses know where it is at all times.  This technology makes it

possible for businesses to reduce the possibility of misplacing a shipment, and

also permits them to tell their customers exactly where the shipment is and

when it will be delivered.  Satellite technology is not used to locate vendors,

gain remote access, or download orders.

$$22

One reason a hospitality business schedules supply deliveries during restricted

hours is to

A. ensure that all employees follow the FIFO procedures.

B. eliminate the risk of receiving broken or damaged goods.

C. reduce the need to check and verify each order as it arrives.

D. maintain necessary space and equipment needs in the receiving area.

/D

Maintain necessary space and equipment needs in the receiving area.  Schedules

are established by hospitality businesses because they often order from many

suppliers and have limited space to facilitate receiving procedures.  Large

crates and skids of goods are often moved into place by special equipment.

Handlers often need space to maneuver equipment and organize incoming goods.

Receiving schedules help keep the receiving area from becoming too congested

with equipment, personnel, and products.  Scheduled deliveries allow workers to

have sufficient time and space to check orders carefully, which can reduce

mistakes.  FIFO (first-in, first-out) is an inventory control policy.

Established receiving schedules may reduce broken or damaged goods but does not

eliminate the risk.  Since all orders should be checked for accuracy, receiving

schedules do not reduce the need for verification.

$$23

Why should hotel employees wash their hands after touching raw foods and before

handling and storing clean kitchen utensils?

A. To reduce the risk of bacterial contamination

B. Because employee productivity usually increases

C. To eliminate the need to develop handling procedures

D. So food workers can sanitize the utensils again before use

/A

To reduce the risk of bacterial contamination.  All hotel food service

facilities must be careful to store supplies in ways that avoid contamination

with germs or bacteria.  Germs can spread easily from utensils to food and may

cause illness.  Most food service businesses must follow certain business and

government policies when employees are working with food.  It cannot be assumed

that a food service business does not need to develop procedures because

employees wash their hands.  Hand washing does not necessarily increase

employee productivity.  If the utensils are clean and free from bacteria when

stored, the items do not generally need to be sanitized before use.

$$24

How does the use of an information system often help to speed up the

order-preparation process?

A. Checks each customer's credit history

B. Receives information through a phone line

C. Provides advance information about each order

D. Forwards shipping data to a transportation company

/C

Provides advance information about each order.  The order-preparation process

is one of the activities involved in fulfilling orders.  Depending on the

contents of the order, this activity may require a significant amount of time.

The use of an information system often helps to speed up the order-preparation

process by providing advance information about each order to the department

that prepares the order.  If this department knows what to expect, it can have

all the supplies and materials ready to process the order as quickly as

possible.  Information systems are often used to receive information through a

phone line during the order placement process.  Information systems are often

used to check each customer's credit history during the order process.  The

information system might forward shipping data to a transportation company as

part of the shipping process.

$$25

A hotel employee can often determine if arriving guests need special items in

their rooms (e.g., crib) by reviewing a coded __________ report.

A. change

B. house use

C. flag

D. floor

/C

Flag.  A flag report is a summary that lists or flags rooms that require

special attention.  For example, a guest requests a baby crib for the room at

the time the reservation is made.  The request is recorded or entered into the

computer by the reservationist.  When the flag report is generated, the front

office staff can immediately see what special needs each guest needs upon

arrival.  A change report identifies room, rate, or guest changes.  The house

use report summarizes the rooms that are occupied or used by employees.  The

floor report lists guests whose folio balance is near the specified credit

limit.

$$26

Which of the following lodging facilities is most likely to use mechanical

locking systems and require employees to maintain guest key inventories:

A. Resort complex

B. Full-service hotel

C. Convention hotel

D. Bed and breakfast

/D

Bed and breakfast.  A bed and breakfast is a private home environment that

hosts or rents rooms to a few guests at a time.  Many bed and breakfasts are

operated by families, sole proprietors, or partnerships.  Since bed and

breakfasts are generally much smaller than resorts, full-service hotels, and

convention facilities, they are more likely to have traditional locking systems

like those found in personal residences.  Therefore, it is necessary to

maintain an inventory of these keys in the event one is lost or misplaced.

Large resorts and hotels are more likely to use disposable key cards for room

security systems.  Since the cards are disposable, there is no need to maintain

key inventories.

$$27

The primary reason many hospitality managers develop food and beverage

requisition procedures is to

A. control costs.

B. decrease inventory.

C. identify storage needs.

D. evaluate grading standards.

/A

Control costs.  Requisition procedures provide guidelines in regard to ordering

goods and issuing existing inventory for food preparation.  Guidelines often

help hotels and restaurants maintain appropriate inventory levels, which

control costs.  For example, a hotel manager requests large quantities of

highly perishable goods.  Only one third of the goods are used.  Therefore, the

business loses money because the goods have a very limited shelf life.

Requisition procedures help to maintain appropriate inventory levels and do not

necessarily decrease them.  Although storage space is a factor in determining

appropriate inventory levels for products, it is not the primary consideration

when developing requisition procedures.  Product standards are established to

maintain consistency and quality when purchasing products.  Grade refers to the

level of quality of a specific product.

$$28

Horizontal conflict occurs among channel members that are __________ of the

channel.

A. at the same level

B. on different levels

C. at a low level

D. on high levels

/A

At the same level.  Horizontal conflict occurs among channel members that are

at the same level of the channel.  These members usually are distributors for

the same organization and are selling within an assigned territory.  Conflict

often occurs when one or more channel member attempts to cut prices and lure

customers away from other channel members.  Vertical conflict occurs when there

is disagreement between different levels of the same channel.  In vertical

conflict, the members may be at a low level or at a high level.  The

distinguishing characteristic is that they are on different levels.

$$29

Which of the following is one of the disadvantages to specialization and

division of labor:

A. Increased boredom on the job

B. Decreased chance of obsolescence

C. Increased pride in work

D. Decreased interdependency

/A

Increased boredom on the job.  There are advantages, but also many

disadvantages, to specialization and division of labor.  One disadvantage is

increased boredom on the job because the work becomes repetitious and workers

lose interest.  When employees become bored, they often become dissatisfied and

production decreases.  As a result, the quality of work may also suffer and

create problems for the company.  Specialization and division of labor tend to

increase the chance that jobs will become obsolete and increase interdependency

between workers.  Another disadvantage of specialization and division of labor

is a decreased pride in work.

$$30

To overcome language differences when meeting with businesspeople from other

countries, a hospitality company might

A. use a translator.

B. provide a dictionary.

C. show a filmstrip.

D. record the conversation.

/A

Use a translator.  Language is one of the main problems affecting world trade

because businesspeople do not all speak the same language.  When businesspeople

meet to develop joint ventures or sell products to one another, they may have

difficulty communicating because of language differences.  To resolve this

problem, companies often use a translator to help businesspeople understand

each other.  Translators are useful even if businesspeople speak other

languages because there are differences even in the same language.  For

example, the English that is spoken in the United States is different than the

English that is spoken in Australia.  Therefore, a businessperson from Japan

who speaks English as it is spoken in Australia may have difficulty

understanding a conversation that takes place in Los Angeles.  Providing a

dictionary, showing a filmstrip, or recording the conversation will not help to

overcome language differences.

$$31

One of the benefits to a motel of developing a good relationship with a

commercial bank is that the bank

A. pays quarterly dividends.

B. offers a variety of services.

C. provides debt collection.

D. handles transactions with a stock exchange.

/B

Offers a variety of services.  Commercial banks are also known as full-service

banks because of the many services they provide.  By establishing a good

relationship with a commercial bank, a motel would be able to have one

institution handle most, if not all, of its financial matters.  For example, a

motel could have a checking account, savings account, and loans with one bank.

It might also receive financial, legal, and tax advice from the bank.  The bank

might provide payroll services and bill paying for the motel.  If a motel has a

savings account with a bank, the account earns interest rather than a dividend,

which is a sum of money paid to investors or stockholders as earnings on an

investment.  Commercial banks usually do not provide debt collection or handle

transactions with a stock exchange.

$$32

When booking a convention, a hotel often verifies the organization's credit

standing by asking the group to provide

A. its national registration number.

B. several vendor and banking references.

C. an alternative payment option.

D. its profit-and-loss statement.

/B

Several vendor and banking references.  Large hotels often work with large

groups such as conventions or conferences to house attendees, provide meeting

rooms, and banquet services.  These types of events are usually very expensive.

To lower the risk of financial loss, lodging facilities often request

references and account verification from the group's financial institutions and

suppliers.  The references can verify that the group's credit is in good

standing.  Organizations and businesses are usually issued federal

identification numbers rather than national registration numbers.  A lodging

facility generally provides the client with payment options based on its

established credit policies and procedures.  Although a profit-and-loss

statement might provide a hotel with insight regarding the group's financial

status, it does not verify the group's current credit standing.

$$33

What is one reason why a small bed and breakfast might decide not to accept

bank cards?

A. Sales volume is high.

B. Delinquency rate is low.

C. Application fee is low.

D. Transaction fee is high.

/D

Transaction fee is high.  The transaction fee is the amount a bank charges a

bed and breakfast for accepting its credit card.  It is actually the bank's

profit.  Transaction fees are often based on a bed and breakfast's sales volume

and decrease as sales increase.  Therefore, a small bed and breakfast whose

average sale is small or the overall sales volume is low might decide not to

accept bank cards because the transaction fee is high.  A high transaction fee

costs the bed and breakfast money, which may make it too expensive to accept

bank cards.  Bed and breakfasts that have a high sales volume usually accept

bank cards because the transaction fee is low.  Delinquency rate is not a

factor when deciding whether to accept bank cards.  A low application fee might

encourage a bed and breakfast to accept bank cards.
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One reason why lending institutions use loan evaluation criteria is to reduce

the possibility that the borrower will __________ the loan.

A. buy out

B. refinance

C. pay off

D. default on

/D

Default on.  Banks establish various types of criteria to use when evaluating

loan applications in order to make good lending decisions.  Banks want to loan

money to hospitality businesses that are the most likely to be able to repay

the loans.  They try to avoid loaning money to businesses that might fail and

then default on the loan.  If a business defaults, it might be unable to repay

the full amount of the loan and the bank will lose money.  Businesses sometimes

buy out of their loans early or pay them off in full ahead of schedule.  In

some cases, businesses refinance loans in order to get a lower interest rate.

These are not reasons why lending institutions use loan evaluation criteria.

$$35

What type of information is most helpful for hotel gift shops to know when

planning or forecasting activities for their shops?

A. Property values within a one mile radius of a scheduled event

B. Daily air transportation schedules for area and regional airports

C. Floor plans and space requirements for each retailer in the area

D. The dates and itineraries of tour groups that plan to visit the community

/D

The dates and itineraries of tour groups that plan to visit the community.

Retail businesses, such as gift shops, are often located in hotels.  Retailers

often see increases in sales when hospitality businesses host events such as a

large convention.  By knowing dates and itineraries of tour groups, retailers

can better plan to accommodate increases in traffic and make sure that adequate

stock is available for sales.  Property values are not necessarily an important

fact for retailers to know regarding a scheduled event.  Airline schedules

often change and are not a reliable source of information.  Retailers do not

generally need to know floor plans and space requirements for other retailers

in the area.
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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.
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An Internet researcher looking for existing data regarding specific

individuals, local hotels or services often finds the information by accessing

A. Java scanning systems.  

B. universal resource locators.  

C. protected blogging sites.

D. online directory databases.

/D

Online directory databases.  A database is a central location that holds

information and facts.  An online directory database is an Internet database

where researchers can obtain information regarding specific individuals, local

hotels, or services.  For example, a researcher might find information

regarding business owners in a specific city by accessing the online version of

the city's chamber of commerce membership directory or listing.  To have access

to information, the researcher might pay a fee or be a member of the

organization.  Java scanning systems, universal resource locators, and

protected blogging sites are not commonly used terms to describe Internet

marketing-research methodology.

$$38

Which of the following internal records might a resort 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,

resort 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.
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When evaluating strengths and weaknesses for a property analysis, a lodging

facility might evaluate its

A. eye appeal.

B. profit margins.

C. room rates.

D. productivity ratios.

/A

Eye appeal.  When a lodging facility conducts a property analysis, it is

looking at all positive and negative aspects of the building's interior,

exterior, and grounds.  By conducting a property analysis, the facility can

determine its strengths and weaknesses and take action for improvements if

needed.  The property analysis often consists of reviewing traffic flow,

landscaping, signage, room maintenance needs, and overall eye appeal.  Eye

appeal includes decor, neatness, and cleanliness.  Profit margin refers to the

ratio of net profit (after taxes) divided by net sales that reflects the profit

per dollar of sales.  Room rates are fees that guests pay.  Room rates are

factors that are usually considered when conducting a competition analysis.

Productivity refers to the amount of work employees perform in a given period.
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To interpret questionnaire responses accurately, market researchers must

identify codes that relate to

A. all possible responses.

B. the standard deviation.

C. standard data quotas.

D. every causal objective.

/A

All possible responses.  To convert responses into numerical data, researchers

must consider all of the potential responses before the questionnaire is

distributed.  For example, a statement requiring either a "yes" or "no" answer

would have two codes; one for each possible response.  The standard deviation

is a term used to describe the process of approximating the average from the

mean for all questionnaire respondents.  Standard data quota and causal

objective are not terms widely used in marketing-information management.
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A sample indicates that the average income in the northwest region is $31,257.

This is an example of ___________ statistical information.

A. sequential

B. multivariate

C. unilateral

D. descriptive

/D

Descriptive.  Descriptive statistics are derived by summarizing information

gathered from a sample of a population.  Multivariate statistics are derived by

analyzing two variables at the same time.  Sequential and unilateral are not

common terms used to define types of statistical information collected and

analyzed by market researchers.
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A hotel marketing plan is an important part of the overall __________ plan.

A. business

B. promotional

C. sales

D. management

/A

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

the target customer to a hotel.  The marketing plan is one part of the overall

business plan that identifies the nature of the company, how it will operate,

and what its goals and objectives are.  The purpose of the marketing plan is to

identify how the hotel will achieve its goals.  The promotional plan is part of

the marketing plan and is the framework for the hotel's promotional activities.

 A marketing plan is not part of the management plan or the sales plan.
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The marketing strategy component of a marketing plan should include a(n)

A. list of current employees.

B. explanation of accounting methods.

C. proposed annual budget.

D. detailed product description.

/D

Detailed product description.  An effective marketing plan contains several

components, and one of them deals with marketing strategy, which is the plan of

action for achieving marketing goals and objectives.  An important part of the

marketing strategy section is a detailed description of the resort's product.

This description should explain the product and the features and benefits it

provides customers.  Before a resort can develop strategies to market a

product, it needs to have a clear understanding of its product and why

customers will want or need it.  Once it understands the product, a resort can

determine the appropriate price to charge and how to make the product available

to customers.  The marketing strategy component of a marketing plan does not

include a list of current employees, an explanation of accounting methods, or a

proposed annual budget.
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When is a hotel bell staff member most likely to escort guests to their

sleeping rooms?

A. When room maintenance is needed  

B. When room service has been requested  

C. During the checkout process

D. Upon completion of the check-in process

/D

Upon completion of the check-in process.  Many full-service and luxury hotels

provide bell service.  One of the primary duties performed by hotel bell staff

members is to carry the guests' luggage to their rooms.  Rooms are assigned

during the check-in process.  Therefore, bell service is provided after the

check-in process has been completed and rooms are assigned.  Maintenance

involves a request to repair or replace something in the room (e.g., light

bulbs, leaky faucets).  Room service is meal delivery to the guests' sleeping

quarters.  Bell staff members escort guests from their rooms, rather than to

their rooms when checking out of the facility.
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What is the first task lodging facility employees should complete when

processing supply deliveries?

A. Retrieve the lodging facility's purchasing records

B. Check each item in the order to verify product quality

C. Unload and place the order in the appropriate storage unit

D. Send the packing slip to the accounting department for approval

/A

Retrieve the lodging facility's purchasing records.  When an order arrives at a

lodging facility, stock receivers should locate the purchase order record from

their files.  The record might be stored on the facility's computer system or

filed as a paper document in a cabinet.  Once retrieved, the receiving clerk

can verify that someone in the facility placed the order.  The purchase order

can then be used to verify the accuracy of the vendor's packing slip.  Once

verification of the order has occurred, the clerk checks the boxes for product

accuracy and quality.  After the check is complete, the receiving clerk can

place the items in the appropriate storage units and forward the packing slip

to the accounting department for payment.
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Which of the following examples might require hotel maintenance personnel to

handle guests' complaints in regard to their sleeping rooms:

A. Broken fitness equipment

B. Dirty linens and towel replacement

C. Damaged computer equipment

D. Faulty heating and cooling controls

/D

Faulty heating and cooling controls.  Lodging facilities generally have heating

and cooling systems in each room that allow guests to control the temperature

of their sleeping rooms.  The maintenance department is called when such

equipment needs repair.  Although it is possible for the maintenance department

to repair fitness equipment, the fitness equipment is located in the hotel gym

rather than sleeping rooms.  Dirty linens and towels are generally replaced by

the housekeeping staff.  It cannot be assumed that every hotel has computer

equipment in sleeping rooms.  In addition, damaged computer equipment is

usually repaired by individuals who are trained in computer technology.
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Which of the following lodging facilities is most likely to offer shuttle

service to the airport:

A. Rural bed and breakfast 

B. Full-service metropolitan hotel

C. Economy motel

D. Extended-stay motor lodge

/B

Full-service metropolitan hotel.  Full-service hotels located in major cities

are most likely to provide transportation to the airport.  People often travel

via airplane to conduct business activities and do not have automobiles to get

to their hotels.  Therefore, many full-service hotels run shuttle busses to and

from the airport to accommodate guests traveling by aircraft.  A bed and

breakfast located in a remote area and economy motels do not generally offer

shuttle service.  Extended-stay lodging facilities generally service guests who

are staying for long periods of time.  Many of these guests have their own

transportation (e.g., car).  Therefore, extended-stay facilities do not usually

provide shuttle service to the airport.
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Which of the following hotel employees is most likely to arrange a sightseeing

tour for guests:

A. Concierge

B. Reservationist

C. Travel agent

D. Bell staff member

/A

Concierge.  The concierge is a person or department that provides a variety of

services for hotel guests.  Some responsibilities might include making dinner

reservations at local restaurants or arranging sightseeing tours for guests.

The reservationist is the person who reserves rooms for guests.  Hotels work

with travel agents to arrange various tours and programs.  Travel agents are

not usually hotel employees.  Bell staff members are generally responsible for

helping guests with luggage, valet, and room service.
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One reason ski resort management often works to improve relations between

employees and guests is because good relations often create

A. loyal customers.

B. reliable service.

C. employee teamwork.

D. positive comments.

/A

Loyal customers.  A ski resort's goal is to create loyal customers who will

continue to visit and refer others to the resort.  An effective way to create

loyal customers is to develop good relations between employees and guests.

Employees have the most contact with guests and are in the best position to

encourage repeat business.  By treating guests well and providing good service,

employees will improve relations and create loyalty.  Offering reliable service

is one way to improve relations with guests.  Loyal customers often make

positive comments about a resort.  However, resorts are more concerned with

creating loyal customers than with what guests say.  Employees who work

together as a team may be able to provide better service to guests.
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Which of the following hotel employees generally processes room changes for

guests:

A. Head of housekeeping

B. Switchboard communications specialist

C. Guest services associate

D. Outside sales representative

/C

Guest services associate.  A guest services associate is a term often used to

describe the front desk clerk in a hotel.  One of the duties of this employee

is to process room changes for guests.  For example, a guest might request a

room change when maintenance repairs to the current room are needed.  The head

of housekeeping generally manages the housekeeping staff that cleans and

maintains room cleanliness.  The primary duty performed by the switchboard

communications specialist includes handling hotel telephone calls and message

systems.  An outside sales representative often works to book banquet events

and group/convention sales.
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Which of the following is an example of a hotel chain being unethical in its

dealings with employees:

A. Terminating a whistle-blower

B. Disciplining an underachiever

C. Counseling a new trainee

D. Transferring a salesperson

/A

Terminating a whistle-blower.  A whistle-blower is a person who reveals that a

hotel chain is doing something inappropriate or illegal.  Often, the

whistle-blower tells a regulatory agency that has the authority to do something

about the problem.  Many chains take action against whistle-blowers that may

include demoting them, preventing them from getting promotions, or even

terminating them.  These actions are unethical because chains have a

responsibility to operate appropriately and legally.  Ethical chains do not

terminate whistle-blowers, because they know that the employees are trying to

help the chain as well as society.  Chains often discipline underachievers in

an attempt to help them become successful.  Chains often counsel new trainees

and transfer salespeople.  All of these actions are routine and ethical.
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To make sure guest rooms are ready for sale, the front office staff must

A. review the daily room revenue and activity reports.

B. determine the number of guests with split-folio postings.

C. work closely with maintenance and housekeeping staff members.

D. forecast the number of nonguaranteed room reservations for the week.

/C

Work closely with maintenance and housekeeping staff members.  Before a room is

ready for sale, it is often necessary to make repairs (e.g., broken furniture,

leaky faucets).  This is generally done by the hotel maintenance staff.  In

addition, the room must be clean (e.g., bathrooms sanitized, linens and towels

changed).  Cleaning is done by the housekeeping staff.  To make sure each room

is ready for occupancy, the front office must check with each department to

make sure the rooms are ready for sale.  An activity report is general in

nature and does not necessarily indicate if rooms are ready for sale.  In

addition, reviewing a daily room revenue report, forecasting nonguaranteed room

reservations, and determining split-folio postings do not provide information

as to the readiness of rooms for sale.
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When conducting exit interviews, convention hotels often obtain useful

information by asking __________ questions.

A. personal 

B. standard 

C. probing

D. technical

/B

Standard.  The purpose of conducting exit interviews is to obtain information

that a convention hotel can use to make improvements and reduce employee

turnover.  One way to obtain useful information is to ask standard questions

that all employees answer when they leave the hotel.  It is often helpful for

hotels to develop a standard exit interview form so human resource personnel

always ask the same questions.  Then, the standard information can be

summarized and used to review the good and bad points that employees explain

during the interview.  Hotels usually do not ask personal or technical

questions during an exit interview unless they pertain specifically to the

hotel, such as reason for leaving or problems with equipment.  Sometimes hotels

probe for information if employees are reluctant to answer questions.  However,

asking standard questions often makes it easier for employees to answer

honestly.
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An important part of providing feedback to help motel employees improve their

work effort is to

A. apply quick punishment.

B. lower established goals.

C. increase compensation.

D. offer useful suggestions.

/D

Offer useful suggestions.  Feedback is evaluative information given to indicate

approval or disapproval.  For feedback to be effective in helping motel

employees improve their work effort, it must include useful suggestions for

improvement.  Merely telling employees that they are not performing properly

will not be helpful unless they are also told what they can do to improve.  For

example, employees may realize that they have poor work habits but not know how

to change them.  Offering useful suggestions will help them to improve.

Punishment is a last resort if employees do not accept feedback and try to

improve.  Lowering established goals and increasing compensation will not help

employees improve their work effort.
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The most cost-efficient way for lodging facilities to conserve water without

affecting guest services is by

A. laundering linens once a week.

B. installing low-flow shower heads.

C. limiting hot water access for each room.

D. using solar energy to maintain water temperature.

/B

Installing low-flow shower heads.  Low-flow shower heads reduce the amount of

water flowing through the shower fixture, but increase the velocity of flow so

that the water pressure feels the same to the user or guest.  By installing

these types of shower heads in each bathroom, hotels can conserve water without

affecting the guests' shower quality.  Laundering linens less often and

limiting hot water can affect guests' service levels.  Solar energy is not

widely available for use.
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A suite hotel calculates its debt ratio by dividing the company's total

liabilities by the

A. total assets.

B. current liabilities.

C. net income.

D. quick assets.

/A

Total assets.  Total assets refers to everything of value that a suite hotel

owns (e.g., equipment, property).  A hotel determines its debt ratio by

dividing the sum of the entire liability (e.g., debt, loan) by the sum of all

assets.  Current liability refers to the debt that a hotel must pay within a

year.  Net income refers to the money remaining after operating expenses are

subtracted from gross profit.  Quick assets refers to anything of value that a

hotel can sell or use to pay debt quickly (e.g., cash).
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Which of the following statements is true regarding hotel business plans:

A. The operating plan details information regarding the business's services.

B. Owners often use business plans as a tool to help them achieve their

     objectives.

C. Lending institutions do not usually require loan applicants to submit a

     business plan.

D. A corporation is the only legal form of business ownership that should

     develop a business plan.

/B

Owners often use business plans as a tool to help them achieve their

objectives.  The hotel business plan is a written document that outlines each

area of the hotel and the strategies it will use to accomplish business goals.

The document helps hotel owners and managers to carry out and monitor

objectives and evaluate the accomplishments and outcomes.  Lending institutions

usually like to review a hotel's business plan because it helps them weigh the

risks associated with the applicant's loan.  An operating plan provides

information regarding facilities, manufacturing processes, personnel, and

materials needed to produce products.  All types of businesses should develop

business plans, including sole proprietorships, partnerships, corporations, and

hybrids.
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An important position in the food and beverage department of a large convention

hotel is

A. reservations agent.

B. maintenance director.

C. banquet manager.

D. chief accountant.

/C

Banquet manager.  Large convention hotels routinely host group functions and

meetings that often include banquets.  Consequently, banquet manager is an

important position that usually is part of the food and beverage department.

The role of the banquet manager is to oversee sales, coordinate activities with

other hotel departments, and supervise the staff responsible for the actual

banquet.  The goal of the manager is to provide the types of banquets that

customers want while generating sufficient profit for the hotel.  This means

that the manager is also concerned with purchasing and pricing.  A reservations

agent is responsible for booking reservations and usually is part of the front

desk staff.  A maintenance director is responsible for the overall condition of

the hotel.  A chief accountant is responsible for the hotel's financial

transactions.
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How do workers often identify the skills that are needed to further their

careers?

A. Measure their level of self-esteem

B. Monitor trends in their occupations

C. Change their mental attitudes

D. Change jobs on a frequent basis

/B

Monitor trends in their occupations.  A trend is defined as the general

direction in which people or events are moving.  Many people who monitor the

trends in their occupation or profession can determine what skills they need to

enhance or develop and take steps to educate themselves and become more

marketable in their fields.  For example, a graphic artist takes desktop

publishing classes when software upgrades are released.  By keeping up with the

changes in the profession, the graphic artist learns skills that make her/his

job easier as well as possessing skills that many employers or clients desire.

Self-esteem, attitudes, and job acquisition might affect workers' ability to

acquire skills but does not necessarily further their careers.
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Price fixing is often considered an ethical issue because it

A. leads to unusual fluctuations in consumer demand.

B. eliminates competition in a free enterprise system.

C. forces consumers to purchase nondurable goods in bulk.

D. encourages the practice of price skimming in the marketplace.

/B

Eliminates competition in a free enterprise system.  In many countries, price

fixing is an unethical and illegal business agreement in which hospitality

businesses agree on prices of their goods or services, resulting in little

choice for the consumer.  An important characteristic of a free enterprise

economic system is that it encourages business growth and competition.

Although price fixing might result in changes in consumer demand, fluctuations

are not an unusual occurrence and can be attributed to many other factors.

Price skimming is a pricing strategy that deliberately sets a new product at a

very high price.  Price fixing does not always force consumers to purchase

nondurable goods in bulk.
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Hotel chains carefully analyze economic conditions and the competition before

raising prices because the product the chains provide has

A. unlimited supply.

B. inelastic demand.

C. limited supply.

D. elastic demand.

/D

Elastic demand.  Elastic demand is a form of demand in which changes in price

correspond to changes in demand.  Even a small change in price affects demand

for the product.  As a result, hotel chains carefully analyze economic

conditions and the competition to make sure a price increase will not reduce

demand.  If customers feel the new price is too high, they will not buy because

hotel rooms are products that customers do not need in order to survive.  There

is not an unlimited supply of hotels which means the supply is limited;

however, they are plentiful so customers usually will be able to find one in

the right price range.  Inelastic demand is a form of demand in which changes

in price do not affect demand.
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Which of the following is an example of a promotional pricing strategy that

uses cash rebates:

A. A financial institution gives customers a new toaster when they establish a

     home equity line of credit.

B. A manufacturer pays customers $50 for computers purchased through select

     dealers during the month of May.

C. A motel offers 15% off the standard room rate to senior citizens who book

     rooms during the week.

D. A car dealership offers a prospective customer a $3,500 trade-in allowance

     for a car upon the purchase of a new vehicle.

/B

A manufacturer pays customers $50 for computers purchased through select

dealers during the month of May.  Rebate is defined as a return of part of the

price a customer pays for a good or service-usually offered by the product's

manufacturer.  When a computer manufacturer pays customers for a product that

is purchased through certain dealers, the business is offering a rebate as an

incentive to buy the product.  Rebates are cash incentives.  When a financial

institution gives customers a new toaster oven when they establish a home

equity line of credit, the incentive is a specific product rather than cash.  A

motel that offers 15% off the standard room rate to senior citizens who book

rooms during the week is using a customer-segmented pricing strategy.  A car

dealership that offers a prospective customer a $3,500 trade-in allowance for a

car upon the purchase of a new vehicle is using a discount and allowance

pricing strategy to entice the customer to purchase a product.
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A hotel that adjusts its room rates during peak vacation seasons is using a

__________ pricing strategy.

A. discount

B. promotional

C. time

D. place

/C

Time.  Many businesses change their pricing to maximize profitability during

periods of high demand by setting a price range that is based on increments of

time.  The travel and tourism industry often uses this strategy to price

products.  For example, a beach resort experiences high demand for rooms during

the late spring and summer months.  It often sets the prices higher for this

time period to compensate for the slower times of the year.  The resort might

set low room rates at certain times (e.g., winter holidays) to stimulate

customer interest.  Discount pricing strategies are price adjustments often

used to reward customers for specific behavior.  For example, a business might

offer its customers cash discounts for paying invoices early.  Promotional

pricing is a strategy that involves temporary price reductions for products.

Place is a form of utility.  Place utility refers to the usefulness created by

making sure that goods or services are available at the place where they are

needed or wanted by customers.
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A resort might decide to offer spa services to guests if other resorts are

successfully selling those services.  This is an example of marketing being

affected by a product's

A. life cycle.

B. brand name.

C. intended use.

D. main feature.

/A

Life cycle.  The product life cycle is the stages through which goods and

services move from the time they are introduced on the market until they are

taken off the market.  The stages in a product's life cycle have an impact on

marketing because different techniques are more effective in some stages than

in others.  For example, in the growth stage, sales grow rapidly and

competitors start to offer the same type of product such as a resort offering

spa services because other resorts are successfully selling those services.  In

this stage, marketers try to make their product appear unique and focus heavily

on promotion to attract customers because customers are able to obtain the

product from many sources.  A brand name is the part of brand identity that can

be spoken, including words, phrases, letters, numbers, or any combination of

these.  A resort deciding to offer spa services is not an example of marketing

being affected by a product's intended use or main feature.
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When developing and maintaining restaurant quality control standards, a primary

factor that hotel restaurant managers should consider is

A. room service hours.

B. function policies.

C. dietary quotas.

D. government regulations.

/D

Government regulations.  Although restaurant quality control standards can vary

greatly among food service organizations, each restaurant should consider

government regulations when developing these standards.  Local, regional, and

national governments often require restaurants to follow specific laws for

safety purposes.  If the hotel restaurant does not follow or incorporate the

laws when developing or maintaining quality control standards, the hotel often

runs the risk of becoming subject to fines, lawsuits, and closure.  Room

service is not an option that is offered by all hotels.  Function is a general

term that might apply to banquet or event service.  Banquet service is often a

separate department from restaurant operations.  Dietary quota is a general

term and is not necessarily a primary factor that hotel restaurants consider

when maintaining quality control standards.
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Which of the following statements is true regarding the concept of product in

the hospitality industry:

A. Hotel service is considered the most important product in the hospitality

     industry.

B. Hospitality products include tangible items such as dining service and

     special events.

C. Hospitality products usually consist of something that is consumed rather

     than observed.

D. The hospitality product is a good or service that satisfies a particular

     want or experience.

/D

The hospitality product is a good or service that satisfies a particular want

or experience.  Products refer to the goods, services, or ideas that a business

offers its customers.  The hospitality industry consists of businesses that

provide products related to prepared food and beverage and traveling

accommodations for people.  The hospitality product can include a tangible good

(e.g., meal), service (e.g., dining atmosphere), or a combination of both to

create a specific feel or experience.  Dining service and events (e.g.,

concerts) are intangible rather than tangible products.  Although hotel service

is an important product in the hospitality industry, it also encompasses other

types of products, such as food and beverage preparation.  Therefore, it cannot

be assumed that hotel service is the most important product in the hospitality

industry.  Since hospitality products can be tangible, intangible, or a

combination of both, it cannot be assumed that more hospitality products are

consumed rather than observed.
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Which of the following is an example of a service provided by the hospitality

industry:

A. Valet parking

B. Restaurant meals

C. Airline tickets

D. Electronic room keys

/A

Valet parking.  A service is an intangible product; one that can be felt, seen,

heard, or experienced rather than touched.  Many hospitality businesses offer

valet parking as a service for their guests.  Valet parking service occurs when

a hotel or restaurant employee parks and retrieves the guests' vehicles upon

the guests' arrival or departure from the business (e.g., hotel, restaurant).

Meals, airline tickets, and electronic room keys are tangible items.
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The most important factors affecting the room set-up for a meeting or banquet

function are the group's

A. size and purpose.

B. parking accommodations and food service.

C. personality and needs.

D. credit limit and audio requirements.

/A

Size and purpose.  The group's size and purpose are most important when

considering the set-up for a meeting or banquet function.  For example, a group

that is planning a wedding reception for 300 people has different needs from a

group holding a small business meeting.  Other factors that might affect the

room set-up include food service options (e.g., buffet, sit-down service),

equipment requirements (e.g., audiovisual equipment), or other special needs.

Parking accommodations are located outside the facility and do not generally

affect the room set-up.  Credit limit refers to the maximum amount of money

that can be owed on a credit account.  Although credit limit might affect the

size of the room a group can afford to book, it does not necessarily affect the

manner in which the room is arranged.  Personality is defined as an

individual's qualities, or traits and behavior.
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Handling complaints, processing returns, and arranging for repair are examples

of __________ services.

A. transaction

B. pretransaction

C. post-transaction

D. sales-transaction

/C

Post-transaction.  Most resort gift shops offer a variety of services to

customers that typically occur either before, during, or after the sale.

Handling complaints, processing returns, and arranging for repair are services

that gift shops provide after the sale and are considered post-transaction

services.  Customers have already purchased products but need additional

service because there are problems with the products.  Transaction services are

offered during the sale and include services such as layaway and gift wrapping.

Offering convenient hours and various types of information are examples of

pretransaction services because they take place before the sale.  A sales

transaction is the actual sale.
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Which of the following amenities would most likely be included when selecting

guest options for a motor inn located near a major highway:

A. Continental breakfast

B. Food and beverage room service

C. Concierge services

D. Fitness equipment and facilities

/A

Continental breakfast.  The selection of guest service options for hospitality

establishments is dependent on the target market.  A motor inn generally hosts

guests traveling to destinations via automobile or truck.  The stay is

generally short term.  Motor inns often provide a continental breakfast (e.g.,

pastries, coffee, juice, cereal) for travelers since they are en route to

another location.  Room service, concierge service, and fitness facilities are

guest options that are generally offered by full-service hotels.
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A positioning strategy that businesses often use to set their hospitality

products apart from similar products is product

A. substitution.

B. differentiation.

C. orientation.

D. communication.

/B

Differentiation.  Product differentiation is a positioning strategy that

businesses often use to make their hospitality products stand out and appear

different than similar products.  To do this, businesses identify what is

unique or distinctive about their products and make those differences clear to

customers.  Product substitution is suggesting a product other than the

original request when the business does not have the item requested or when the

salesperson recognizes the customer's true needs.  Product orientation and

product communication are not positioning strategies that businesses use to set

their products apart from similar products.
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When evaluating a hotel property, hoteliers should consider its current status

in the marketplace by conducting a(n) __________ analysis.

A. revenue

B. occupation

C. rating

D. situational

/D

Situational.  A situational analysis is used to help hoteliers determine where

their businesses currently stand in terms of strengths (opportunities) and

weaknesses (threats).  By understanding where the business currently stands,

the hotelier can develop goals for the business.  A situational analysis is

done to help hoteliers evaluate hotel properties.  Revenue or financial issues

are often elements of the situational analysis.  Occupation is a very general

term that might refer to room occupancy rates or career considerations.  Rating

is a general term that indicates a standard or measurement.  Rating scales are

tools that hoteliers might use to develop a situational analysis.
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When preparing product specifications for purchasing fresh food, hotel

restaurant managers most often consider each item in terms of size, weight, and

A. quantity.

B. convenience.

C. height.

D. quality.

/D

Quality.  Quality refers to the degree of excellence of a good or service.  For

example, a hotel restaurant that uses apples in an entree generally wants

apples that are ripe rather than bruised or rotten.  Quantity refers to more

than one item.  Convenience refers to goods that are purchased or used without

much thought or effort.  The use of convenience foods is highly dependent on

the types of items or entrees on the menu.  Some restaurants prepare everything

from scratch and do not use convenience foods.  Standards are generally not

established in terms of height.
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A difference between personal and nonpersonal promotional communication methods

is that information in nonpersonal messages is usually __________ in nature.

A. specific

B. flexible

C. general

D. creative

/C

General.  Nonpersonal promotional communication refers to messages delivered

via a mass medium.  Mass media include vehicles such as radio, television, the

Internet, and newspapers.  Because a nonpersonal message is received by many

people, often at one time, the message content is usually developed so it is

general in nature so it appeals to different audiences.  Personal communication

is generally more specific and flexible than nonpersonal communication.  The

creativity of a message is subjective.  In other words, the level of creativity

is based on individual viewpoints.
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Promotion in the hospitality industry often consists of

A. direct marketing and personal selling.

B. employee newsletters and buffet service.

C. contest drawings and complimentary breakfasts.

D. public relations and cost-plus pricing events.

/A

Direct marketing and personal selling.  Promotion refers to the various types

of communications that marketers use to inform, persuade, or remind customers

of their products.  Direct marketing is a promotional vehicle that comes to

consumers' businesses and homes.  Personal selling is a form of promotion that

determines client needs and wants and responds through planned, personalized

communication that influences purchase decisions and enhances future business

opportunities.  Employee newsletters and contest drawings are considered a form

of promotion.  Buffet service and complimentary breakfasts are products.

Public relations is a part of promotion.  However, cost-plus pricing is a

method of pricing products.
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Which of the following is a contemporary ethical issue that relates to

promoting products to children:

A. A national pharmaceutical company advertises a new flavor of children's

     cough medicine.

B. A hotel chain develops public-service announcements that promote reading and

     literacy.

C. A dairy company pays a slotting fee to a grocery store chain to carry its

     line of cheeses.

D. A soft-drink company places vending machines that contain their products in

     elementary schools.

/D

A soft-drink company places vending machines that contain their products in

elementary schools.  Many vending machines provide offerings that have little,

if any, nutritional value.  Often, young children do not make appropriate

choices when selecting food items.  Some research attributes childhood obesity

and other health issues to poor nutritional habits and lack of exercise.  Some

people feel that this is an ethical issue and support the notion that

soft-drink companies are promoting unhealthy nutritional habits by placing

these types of vending machines in schools.  As a result, there has been an

effort to place healthier options in school vending machines.  Although

slotting fees are controversial, a dairy company that pays a slotting fee to a

grocery store chain does not necessarily present an ethical issue as it relates

to children.  In addition, flavored cough medicine and the promotion of reading

and literacy do not necessarily present an ethical dilemma.
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What best describes the process of an agency buying advertising for a hotel?

A. The most uncomplicated, streamlined process in an agency

B. A frivolous, unnecessary function requiring little in the way of skill

C. A complex function that involves extensive planning, calculation, and

     negotiation

D. A process that relies heavily on intuition and instinct, rather than on

     numbers and hard facts

/C

A complex function that involves extensive planning, calculation, and

negotiation.  Advertising buying requires first that a detail plan be

constructed and signed off on by the client.  Then, the media buyer begins the

complex task of investigating availability and negotiating rates with the

various media.  The last step is the actual placement, or buying, of the

advertising.  Buyers are well served by having good instincts but must also

have good math and reasoning skills.  It is a lengthy, complex, and

time-consuming process within an agency.  The uninformed may see advertising

buying as frivolous, but those who have tried to buy their own advertising

quickly learn how much skill is required to be a media buyer.
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It is often difficult for hospitality marketers to measure the influence that a

single advertisement has on sales because

A. the marketplace is saturated with conflicting media messages.

B. product sales are influenced by a variety of interrelated factors.

C. measurable data is retrieved from a variety of unrelated databases.

D. expanding global reach diminishes the ability to obtain relative data.

/B

Product sales are influenced by a variety of interrelated factors.  An

in-market test is a method used to measure an advertisement's influence on

sales.  Because product sales are influenced by other factors such as economic

conditions, target market size, competition issues, and the overall marketing

strategy, it is often difficult to determine exactly how much a single

advertisement affects sales.  Hospitality marketers get data from a variety of

sources.  However, it cannot be assumed that all marketers retrieve the

information from unrelated databases.  Although the marketplace is saturated

with media messages, not all media messages conflict with each other.  For

example, a public-service announcement denouncing the use of cigarette smoking

does not necessarily affect or conflict with a hotel's advertisement.

Expanding global reach can affect the ability to measure the effectiveness of

an advertisement.  However, it cannot be assumed that all marketers are

expanding their target markets to global or international levels.
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When developing a public relations plan, a hotel chain must consider the

appropriate communication vehicles to use to distribute information.

Communication vehicles might include

A. newsletters, press releases, and interviews.

B. press releases, sales calls, and newsletters.

C. newspaper ads, press releases, and interviews.

D. newsletters, press releases, and newspaper ads.

/A

Newsletters, press releases, and interviews.  Many activities are often

included in a hotel chain's public relations plan. Newsletters, press releases,

and interviews are all considered communication vehicles, or ways that

information is distributed.  Sales calls are selling activities.  Newspaper ad

placement is an activity that is addressed in the chain's advertising plan.
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Where is the most likely place a hotel coffee shop posts information regarding

its daily beverage specials?

A. Underneath the restaurant menu board

B. On a dry-erase board placed near the ordering station

C. In a product display case in the front lobby of the hotel

D. On a poster board located in the recreation and fitness center

/B

On a dry-erase board placed near the ordering station.  Since the beverage

specials differ each day, the coffee shop would probably post them on an

erasable board near the ordering station.  The erasable board can be changed

quickly and is cost efficient.  By placing the board near the ordering station,

it is more likely that customers will see the specials.  Not all restaurants

use menu boards to display their menu items.  Hotels do not always have product

display cases in the lobby of the facility.  The sign would not usually be

posted in the fitness center.
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To obtain and retain customers, an effective frequency marketing program should

continuously communicate and emphasize a well-defined __________ system.

A. rating

B. branding

C. credit

D. benefits

/D

Benefits.  A frequency marketing program is an ongoing, well-organized

promotional effort in which a motel offers its customers certain rewards (e.g.,

discounts, free products).  Reward distribution is generally based on the

frequency of the customer's purchases.  For the program to be successful,

businesses must always communicate the benefits (rewards) to the customers.

Rating is attaching a numerical value to something.  Brand refers to the

combined impressions and experiences associated with a particular company,

good, or service.  Credit is the arrangement by which businesses or individuals

can purchase now and pay later.
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When preparing a promotional budget, golf resorts often allocate funding based

on established promotional goals and steps needed to achieve the goals.  What

is this method of budgeting?

A. Sales percentage

B. Comparative parity

C. Objective task

D. Funds available

/C

Objective task.  Golf resorts use many methods or combination of methods to

establish their promotional budgets.  The objective-task method allocates

spending based on specific goals and the tasks necessary to meet the goals.

Sales-percentage (percentage-of-sales) methodology bases budget allocation on a

percentage of the previous year's sales.  Comparative parity is used to develop

promotional budgets when marketers allocate funding based on the competition's

activity.  The funds-available approach bases the budget allocation on whatever

funds are available or left over after other expenses are considered.
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One of the main reasons hotel 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.  Hotel 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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Hotel employees should not give guests' room numbers to telephone callers

because of the guests' right to

A. privacy.

B. occupancy.

C. autonomy.

D. interdependence.

/A

Privacy.  To protect the safety and privacy of their guests, hotel management

should instruct employees to refrain from revealing the room numbers of the

property's guests.  The employee can transfer the phone call to the room but

should not provide the room number.  Room occupancy occurs when a guest is

staying in a certain room.  Autonomy is defined as self-sufficient or

independent.  Interdependence is a term used to describe the relationship or

dependence something has with something else.
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What is one way that motel supply businesses use the technology of electronic

data interchange in the selling function?

A. To identify potential accounts

B. To fax sales data to employees

C. To communicate with customers

D. To access competitors' web sites

/C

To communicate with customers.  An electronic data interchange (EDI) is

basically a computerized information system.  This technology allows a motel

supply business's computers to communicate with customers' computers and share

information.  An advantage of using EDI is that the computers keep track of

sales and inventory and automatically place orders when inventory reaches a

certain level.  The system facilitates the sales process which usually results

in more satisfied customers and more sales for the business.  Businesses do not

use the technology of electronic data interchange to identify potential

accounts, fax sales data to employees, or access competitors' web sites.
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A hotel supply business's catalogs, manuals, and print advertisements are a

good source of __________ information for salespeople.

A. ordering

B. operating

C. product

D. promotional

/C

Product.  A great deal of product information is given in product bulletins,

catalogs, manuals, and print advertisements.  Hotel supply salespeople who read

these materials usually are able to obtain information that will help them sell

products to customers.  A business's catalog provides information that

customers may use to order products.  Some business manuals contain information

about operating policies and procedures.  Print advertisements are a type of

promotion.
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When preparing for sales presentations, what do hotel supply salespeople often

develop that will be effective with different types of customers?

A. Selling strategies

B. Marketing activities

C. Advertising tactics

D. Purchasing methods

/A

Selling strategies.  Selling strategies are the plans of action that hotel

supply salespeople use to achieve their goal of selling to customers.  Because

all customers are different, it is important for salespeople to develop selling

strategies that will be effective with various types of customers.  Some

customers will require more detailed information than others, and some

customers will want to see demonstrations or try the product themselves.

Deciding which strategies will work best with which customers will help

salespeople to conduct a successful sales presentation.  Marketing activities

are the functions that must work together to get goods and services from

producers to consumers.  Advertising tactics are specific actions that will be

used to carry out advertising strategies.  Purchasing methods are the various

ways of buying products.
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What is an ethical factor that may have an effect on buying behavior in

hospitality organizations?

A. Level of management

B. Amount of credibility

C. Range of authority

D. Conflict of interest

/D

Conflict of interest.  In some situations, buyers for hospitality organizations

may encounter conflicts of interest that might have an effect on their buying

behavior.  Some of these conflicts may be ethical in nature because they

involve vendors offering gifts or monetary rewards to buyers in exchange for

purchasing products.  Buyers may be in conflict over whether to accept money or

favors that they want and need, or to put the best interest of the company

first.  Many businesses establish policies about what employees involved in

purchasing may accept from vendors in order to prevent conflicts of interest

that may be harmful to the business.  Level of management, amount of

credibility, and range of authority are not ethical factors that may have an

effect on buying behavior in organizations.
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Before taking customers' orders, hotel restaurant wait staff should

A. inform the customers of any entree specials.

B. ask the customers for their salad dressing preferences.

C. advise the customers of the establishment's gratuity policies.

D. place the appropriate number of plates on the tables for the dessert buffet.

/A

Inform the customers of any entree specials.  Once customers are seated at a

table in a hotel food service establishment, they usually review menus to

determine the type of food they want to order.  Before taking food orders, the

waiter should tell the customers about specials (e.g., sale on a specific

entree) or point them out if the specials are listed on the menu.  Not all

customers order salads.  Therefore, the server does not ask the customer for

dressing preferences until the salad is ordered.  Depending on restaurant type,

gratuities are usually paid to servers at the discretion of the customer or

added into the bill.  In addition, many restaurants (e.g., quick-serve) do not

request or accept gratuities.  Not all restaurants have dessert buffets.
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What hospitality service is a hotel employee most likely to recommend to a

guest with young children?

A. Courier

B. Dining

C. Baby-sitting

D. Interpreting

/C

Baby-sitting.  If child care is offered by a hotel, employees might advise

guests with young children about the service.  By providing baby-sitting

services, the hotel provides the parents with options allowing them to attend

adult functions (e.g., theater productions, meetings, formal dinners).  A

courier provides delivery service.  Dining information is usually available to

all guests, not just to guests with young children.  An interpreter is a person

who translates different languages.
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When selling to individuals, what should resort gift shop salespeople watch for

to determine if customers are accepting them and their presentation?

A. Distractions

B. Cultural difference

C. Perceptions

D. Body language

/D

Body language.  Body language is the gestures, facial expression, tone of

voice, or any other form of communicating without words.  By paying attention

to customers' body language, resort gift shop salespeople will be able to

determine if customers have a favorable impression of them and are accepting

what they say.  Body language that indicates acceptance includes leaning

forward, smiling, nodding, and making eye contact.  If customers' body language

indicates a problem, salespeople should attempt to make adjustments to increase

the possibility of a sale.  Distractions, cultural difference, and perceptions

are barriers to communication rather than indications that customers are

accepting what salespeople say.
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When terminating a room reservation, the hotel employee usually provides the

guest with a(n)

A. charge waiver code.

B. cancellation number.

C. authorization voucher.

D. requisition identification form.

/B

Cancellation number.  When canceling a hotel reservation, the employee usually

provides the guest with a cancellation number.  The cancellation number is

helpful in the event there are problems with the transaction.  Charge waiver

code, authorization voucher, and requisition identification form are not common

terms used in the hospitality industry.
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Why do hotels maintain a petty-cash fund?

A. To process emergency or cash transactions

B. To provide change for foreign currencies

C. So management can track employees' personal spending habits

D. So the accounting department does not need to make daily bank deposits

/A

To process emergency or cash transactions.  Many hospitality businesses

allocate a set amount of currency for various business transactions requiring

cash payment.  Examples of petty-cash expenditures might include the payment of

a freight bill that requires cash on delivery, or the purchase of supplies for

unexpected shortages.  Although hotels might offer the exchange of foreign

currencies, the transaction is generally conducted by the cashier using the

allocated cash drawer for customer transactions.  Petty-cash funds are not

maintained to track employees' spending habits, nor do they eliminate the need

to make daily bank deposits.
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When helping a customer with special dietary requirements make appropriate menu

selections, hotel food servers should

A. present the customer with an alternative menu.

B. know the ingredients of each item on the menu.

C. advise the manager of  the customer's preferences.

D. make sure all restaurant staff are aware of the customer's needs.

/B

Know the ingredients of each item on the menu.  Some customers have special

dietary needs.  When this occurs, the customer must be careful about menu

selections.  A customer who is allergic to a certain spice might want to make

sure the spice is not used to prepare an entree.  To help a customer select an

appropriate entree, the food server should be familiar with all ingredients of

each entree.  Because each customer's dietary needs are unique, most

restaurants do not have special menus to present to each customer based on

individual needs.  Unless the server is unsure how to handle a special food

order or it is part of the restaurant's policy, it is generally not necessary

to inform the manager or the entire staff when placing a special food order.

It is most important that the food preparer be informed of special food

requests.
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The primary reason a hotel employee uses a manual room rack system is to

A. determine daily debit transactions.

B. store secondary electronic key cards.

C. develop room service operations.

D. identify vacant and occupied rooms.

/D

Identify vacant and occupied rooms.  Room rack refers to equipment used by

hotel personnel that helps them identify information about guests and room

status.  Manual systems generally consist of individual metal compartments for

each room in a facility.  Special codes and symbols are often used to identify

information about each room.  A debit is a financial transaction.  Although it

is possible to track debit transactions by the manual room rack system, not all

guests use debit cards.  Electronic key cards are disposable room entry

devices.  Room service refers to the delivery of goods (e.g., food, beverage)

to the guest's room upon request.  Room rack systems are generally used to

manage aspects of room service operations rather than develop them.
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One reason it is important to include supporting facts and figures in a sales

letter is to make the sales message

A. easier to read.

B. more convincing.

C. seem exciting.

D. long and complex.

/B

More convincing.  Sales letters should contain supporting facts and figures

that reinforce the sales message.  The purpose of sales letters is to sell;

therefore, the information in the letters should support the reasons why

customers should buy.  Factual information, such as research evidence and

statistics, makes the sales message more convincing and helps to persuade

customers that the product is worth buying.  Including supporting facts and

figures in a sales letter does not make the sale message easier to read or more

exciting.  In some cases, it might make the letter longer and more complex, but

that is not the reason for including supporting facts and figures.
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Why is it important for food and beverage catering staff to count the number of

banquet guests served at a hotel function?

A. To resolve any grading and standards discrepancies

B. So the catering director can calculate the appropriate gratuity due

C. So staffing ratios can be established to accommodate the group size

D. To determine if additional payment is due for any extra meals served

/D

To determine if additional payment is due for any extra meals served.  Before a

function occurs, the client provides the hotel catering director with the

anticipated number of people expected to attend the event.  This is the number

that the catering staff uses to determine how much food to prepare.  Sometimes

more people attend the banquet than originally estimated, which causes the

client's final bill to increase due to the extra meals served.  One way to

verify the number of people served is to count the guests and note any changes

to the original number in the client's sales records.  The payment of a

gratuity for a banquet function is determined by individual clients or

facilities.  Staffing requirements are determined before the function occurs.

Grades and standards are guidelines that indicate the quality of a product for

purchase.
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A full-service hotel food and beverage manager must determine the sales of

specific menu items at regular intervals during the day.  The most efficient

and accurate way to obtain the information is by

A. reviewing customer charge slips.

B. running inventory status reports.

C. requesting tally sheets from each server.

D. accessing the electronic point-of-sale system.

/D

Accessing the electronic point-of-sale system.  The point-of-sale (POS) system

is the cash register used to process customer sales transactions.  Electronic

POS terminals are computer systems that possess the capability to retain

transaction information and run various reports.  A restaurant manager can

access the terminal to run reports and receive accurate information.  Since

customers often pay for meals with cash or check, managers do not get complete

information by reviewing charge slips.  Although it is possible for wait staff

to tally necessary information, it is not the most efficient or accurate way to

obtain the information.  Inventory status reports are used to indicate stock

levels.  A restaurant's inventory often consists of raw materials needed to

produce the final product (e.g., meal, entree).  Therefore, inventory status

reports do not provide the appropriate information to determine sales of menu

items.
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One of the main functions of sales management is to provide

A. awareness.

B. leadership.

C. flexibility.

D. opportunity.

/B

Leadership.  One of the main responsibilities of sales managers is to provide

leadership for convention hotel salespeople.  Leadership involves guiding and

directing the actions of salespeople so they will perform effectively and

achieve company goals.  One way that sales managers lead is by communicating

expectations and motivating salespeople to do their best.  Although sales

managers should make salespeople aware of opportunities and provide flexibility

for them to work efficiently, those are not the main functions of sales

management.
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