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Perfformiad yr holl ymgeiswyr ar draws y cwestiynau

Teitl y cwestiwn N Sgôr gymedrig GS Marc uchaf Ff H Cynnig %
1 4048 2.7 0.6 3 91.5 100
2 4038 2.5 0.8 3 83.4 99.8
3 4040 2.8 0.6 3 92.2 99.8
4 4044 2 1.3 4 48.8 99.9
5 4048 5.7 2.3 12 47.6 100
6 4047 8 2.8 14 57.2 100
7 4048 6 2.9 14 43.2 100
8 4043 5.1 2.3 11 46.1 99.9
9 4023 5.4 3.2 16 33.6 99.4
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Sticky Note
Usually the question number

Sticky Note
The number of candidates attempting that question

Sticky Note
The mean score is calculated by adding up the individual candidate scores and dividing by the total number of candidates. If all candidates perform well on a particular item, the mean score will be close to the maximum mark. Conversely, if candidates as a whole perform poorly on the item there will be a large difference between the mean score and the maximum mark. A simple comparison of the mean marks will identify those items that contribute significantly to the overall performance of the candidates.However, because the maximum mark may not be the same for each item, a comparison of the means provides only a partial indication of candidate performance. Equal means does not necessarily imply equal performance. For questions with different maximum marks, the facility factor should be used to compare performance.

Sticky Note
The standard deviation measures the spread of the data about the mean score. The larger the standard deviation is, the more dispersed (or less consistent) the candidate performances are for that item. An increase in the standard deviation points to increased diversity amongst candidates, or to a more discriminating paper, as the marks are more dispersed about the centre. By contrast a decrease in the standard deviation would suggest more homogeneity amongst the candidates, or a less discriminating paper, as candidate marks are more clustered about the centre.

Sticky Note
This is the maximum mark for a particular question

Sticky Note
The facility factor for an item expresses the mean mark as a percentage of the maximum mark (Max. Mark) and is a measure of the accessibility of the item. If the mean mark obtained by candidates is close to the maximum mark, the facility factor will be close to 100 per cent and the item would be considered to be very accessible. If on the other hand the mean mark is low when compared with the maximum score, the facility factor will be small and the item considered less accessible to candidates.

Sticky Note
For each item the table shows the number (N) and percentage of candidates who attempted the question. When comparing items on this measure it is important to consider the order in which the items appear on the paper. If the total time available for a paper is limited, there is the possibility of some candidates running out of time. This may result in those items towards the end of the paper having a deflated figure on this measure. If the time allocated to the paper is not considered to be a significant factor, a low percentage may indicate issues of accessibility. Where candidates have a choice of question the statistics evidence candidate preferences, but will also be influenced by the teaching policy within centres.
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 (c) Bydd llawer o’r allfeydd bwyd (food outlets) yn gweini ‘bwyd cyflym’.

  Disgrifiwch brif nodweddion y bwyd a’r gwasanaeth mewn allfeydd bwyd cyflym. [6]

 (i) bwyd

 

 

 

 

 

 

 

 

 

 

 

 (ii) gwasanaeth
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Sticky Note
Band isaf y marciau oherwydd ei fod yn ateb cyfyngedig, 2 bwynt wedi eu hesbonio yn unig.

Sticky Note
Gwobrwyo cyfleustra'r gwasanaeth. Mae angen ymestyn yr ateb i gynnwys pwyntiau ychwanegol megis lluniau o'r bwyd, y cwsmer yn archebu, cludo'r bwyd i'r bwrdd, ciwiau, byrddau'n aml heb eu clirio.

Sticky Note
Gwobrwyo bwyd cyflym a diffyg amrywiaeth, bwyd oer a phoeth. Nid oes cyfeiriad at werth maeth y dewis bwydydd, safon cyson, cyfleustra.





Sticky Note
Mae'r ymgeisydd yn cyfeirio at gyflymder y gwasanaeth yn unig.
Mae angen cyfeirio at wasanaeth cownter, ciwio, talu wrth archebu, byrddau'n aml heb eu clirio, pecynnu /ailgylchu, er mwyn sicrhau marc uwch.

Sticky Note
Mae bwyd ond yn cael ei roi at ei gilydd / nid oes angen arbenigedd cogydd. Nid yw'r ymgeisydd yn cyfeirio at bwyntiau eraill, e.e. math o fwydydd, gwerth maeth, safon, bwyd sy'n addas i gludo.

Sticky Note
Band isaf y marciau, 2 bwynt wedi eu hesbonio.





Sticky Note
Ciwiau yn aml, hunanwasanaeth, rhaid cludo'r hambwrdd, talu wrth archebu, ailgylchu'r pecynnau, byrddau'n aml heb eu clirio. Mae angen cyfeirio at rai o'r pwyntiau hyn am farc uwch.

Sticky Note
Mae angen ymestyn yr ateb i gynnwys disgrifiad o'r math o fwydydd sydd ar gael gydag enghreifftiau, gwerth maeth, pecynnu, safon yn gyson.

Sticky Note
Un pwynt yn unig oherwydd diffyg esboniad llawn.
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7. Gofal Cwsmeriaid yw un o agweddau mwyaf pwysig busnes lletygarwch llwyddiannus.

 (a) Nodwch beth rydych chi’n ei ddeall gan y term ‘Gofal Cwsmeriaid’. [2]

 

 

 

 

 

 

 (b) Esboniwch sut mae sefydliad yn gallu mesur boddhad cwsmeriaid. [4]
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Sticky Note
Ateb clir sy'n cynnig pedair ffordd o fesur boddhad.





Sticky Note
Mae'r ymgeisydd wedi nodi tair ffordd o fesur boddhad cwsmeriaid yn gywir.





Sticky Note
Mae'r ymgeisydd wedi nodi tair ffordd o fesur boddhad. Gellir bod wedi ychwanegu:-
- blwch awgrymiadau, cardiau sylwadau yn yr ystafelloedd gwely
- cadw cofnod o westeion sy'n dychwelyd yn rheolaidd
- sgwrsio â chwsmeriaid a holi barn.
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 (c) Trafodwch sut gall y gwesty sicrhau diogelwch eu gwesteion yn ystod y noson. [6]
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Sticky Note
Mae'r ymgeisydd wedi dangos dealltwriaeth dda o'r cwestiwn. Mae angen ymestyn yr ateb ychydig, e.e. gwneud asesiad risg, er mwyn sicrhau marciau llawn.





Sticky Note
Ateb sylfaenol yn dangos diffyg dealltwriaeth o'r sefyllfa.





Sticky Note
Mae'r ateb yn adlewyrchu gwybodaeth sylfaenol ond heb fynd i'r afael â'r sefyllfa ar y noson. Mae angen asesiad risg ar y cychwyn a chyfeirio at ddiogelwch bwyd.
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Q.5 (c) Award 1 mark for one point explained. 
 
 Award 2 marks for 2 points explained. 
 
 Award 3 marks for 3 points explained. 
 
 Award maximum of 1 mark for a list with no explanation. 
 
 Answers may include: 
 
 (i) Food 


 


 Limited menu in each concession/outlet 


 Much of the food is pre-cooked/pre-packed/ready to be 
assembled 


 High in salt 


 High in fat 


 High in sugar – reference to fizzy drinks 


 Few fruit and vegetable may be available 


 Standard recipes used so guaranteed product 


 Snack type food 


 May be eaten from a tray at central tables, or put in a bag to be 
taken away 


 Quick 
 


(ii) Service 
 


 Photos of food available is shown above counter 


 Payment is taken at time of ordering 


 Customers go to the counter to order food 


 Self service 


 Disposable packaging/can be recycled 


 No/limited cutlery needed 


 Staff have to clear tables regularly 


 Can be large queues 
 Cheap labour often used, can affect customer service 


 May be served on a tray 


 May need to clean your own table before/after eating 


 


 
[2x3] 
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Q.7 (a) Award 1 mark for a basic answer. 


Award 2 marks for a fuller answer (2 valid sentences). 


Answers could make reference to: 


 To make customers feel valued and satisfied, needs are met


 Giving good service so that customers will return


 Customers feel safe and happy
 Customer is always right, never wrong


 Deals with complaints efficiently


[2] 


(b) Award 1 mark for each correct method named, or 1 mark per method and 
1 mark per explanation. 


Answers could include: 


 Analysing customer feedback


 Customer comment cards/guest book (B&B)/suggestion box/surveys


 Comments on Trip Advisor web-sites


 Questionnaires in rooms


 Ask/talking to customers – verbal feedback


 Mystery customers


 Number of complaints received


 Online questionnaires
 Number of return bookings


 Recording new clients who book as a result of referral from satisfied
customers


[4] 
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Q.9 (c) Award 0-2 marks for a basic answer, showing limited understanding/ 


knowledge of ensuring safety of guests. 
 


Award 3-4 marks for a more detailed answer – a minimum of 3 points 
with some discussion as to how the hotel can ensure the safety of their 
guests. 
 
Award 5-6 marks for an answer that recalls detailed knowledge and a 
thorough understanding of how the hotel can ensure the safety of their 
guests during the evening. 
 
Answers could include: 
 


 Complete a risk assessment for the event 


 Dance floor and dining area clearly separate 


 Plenty of space between the tables 


 Check all furniture for sturdiness 


 No trailing wires/wires taped to the floor 


 No trailing tablecloths 


 Fire exits clearly marked with appropriate signage and instructions 


 Fire exits not blocked by anything 


 First aider in attendance 


 Disabled access available 


 Sharp cutlery away from edge of table 


 Reference to food poisoning/food safety 


 Warnings of strobe lighting (epilepsy and trigger migraines) 


 Room capacity adhered to 


 Any spills dealt with immediately/wet floor signage used 


 Hot plate signs  


 Adequate staff available 


 Have all equipment safety checked prior to the event 
 


 
[6] 
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