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The development of computer databases impacts the way that goods and services are managed
because it

A. compromises the employees' right to privacy.

B. reduces the risk of error in the order entry process.

C. provides quick and easy access to purchasing histories.

D. protects information that is used to track promotional policies.

What is a restaurant's gross margin if it has $2,450,750 in net sales, $750,200 in cost of
goods sold, general operating expenses of $900,550, and $63,400 in advertising?

A. $1,486,800 C. $1,637,150

B. $1,550,200 D. $1,700,550

When a customer objects to the price of a product, a restaurant supply salesperson should
A. emphasize the quality of the item. C. use high-pressure selling techniques.
B. negotiate special pricing for the item. D. include the manager in a team-selling approach.

What do some restaurants ask for when taking reservations to guarantee that customers show up
or cancel within the specified time frame?

A. Name and address C. Advance deposit

B. Credit card number D. Method of payment

While handling cash transactions for customers at the cash register, restaurant employees can
help to safeguard cash by never

A. turning their backs to the register. C. returning cash for tip money.

B. accepting bills of a large denomination. D. counting back change to a customer.

When writing menu descriptions, what should restaurants do to attract customers and increase
sales?

A. Use words that appeal to the senses C. Set the prices in large, bold typeface

B. List the vitamin and mineral content D. Explain the a la carte ordering system

A restaurant supervisor who gives employees exact instruction on how to do their jobs and closely

monitors their performance is an example of a(n) leader.
A. democratic C. republican
B. autocratic D. professional

What do owners of new restaurants often need in order to set up complicated computer
systems that manage complex information?

A. Purchasing power C. Leadership ability

B. Occupational counseling D. Technical assistance

Why do restaurant supply businesses develop marketing plans?
A. To provide quality service C. To attract the target customer
B. To expand the distribution system D. To prepare a revenue statement

Why is it important for restaurants to maintain the correct inventory level of condiments?
A. To rotate stock C. To buy in bulk
B. To minimize loss D. To identify spoilage
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C

Provides quick and easy access to purchasing histories. Before technological advancements such

as the PC and the Internet, many restaurant supply companies collected data that had to be stored

and sorted manually. Information stored on a computer can show an inventory control analyst past

buying practices or provide a business service representative with a customer's ordering history

very quickly. Databases do not necessarily reduce order entry errors. Promotional policies can be

written and stored on a computer. However, computers don't necessarily provide added protection.

Written policies are not usually documented in a database format. Most documents are in a word-

processing format. Using a computer database to manage goods and services does not generally

compromise employees' privacy rights.

SOURCE: PM:039

SOURCE: pp. 123-124, Essentials of Services Marketing: Concepts, Strategies, & Cases.
Hoffman, K.; Bateson, J., Harcourt College Publishers, 2nd ed., 2002.

D

$1,700,550. Gross margin is the difference between net sales and cost of goods sold. Restaurants
plan for an adequate gross margin to cover operating expenses and generate an acceptable profit.
The formula for planning gross margin is net sales less the cost of goods sold ($2,450,750 B
$750,200 = $1,700,550). Operating expenses, which include advertising, are not included in gross
margin, but are subtracted from gross margin to calculate operating profit.

SOURCE: PM:065
SOURCE: p. 405, Retailing. Lewison, D.M., Prentice-Hall, 6th ed., 1997.
A

Emphasize the quality of the item. When a customer objects to a product's price, the restaurant
supply salesperson should emphasize product quality, benefits, features, or "prestige" factors. This
often sways customers to purchase because they decide that those factors outweigh price. High-
pressure selling techniques often make the customer uncomfortable and, therefore, the
salesperson runs a higher risk of losing the sale. Although negotiating pricing and including the
manager in a team-selling approach might facilitate the sale, they are not always appropriate
options in all situations. For example, some businesses have policies that do not allow price
negotiating. In another instance, the product might have a low-profit-margin that makes pricing
changes unprofitable. Including a manager in the sale of a large or expensive item might be helpful
but can also intimidate the customer. In addition, a manager may not be available to facilitate the
sale.

SOURCE: SE:874
SOURCE: SE LAP 100--Converting Objections
B

Credit card number. Some restaurants, particularly upscale establishments, ask customers for a
credit card number when making reservations. The purpose of this is to guarantee that the
customers will keep the reservation or cancel within the specified time frame. If customers are a
no-show, the restaurant can charge a penalty fee to the customer's credit account. This fee helps
to offset the cost of holding a table for customers, particularly if the restaurant has refused other
reservations for the table and then cannot sell it later in the evening. Restaurants ask a customer's
name but do not ask for an address when taking reservations. Restaurants usually do not ask for
an advance deposit unless the customer is making reservations for a special event such as a
banquet. Restaurants do not ask for the method of payment when accepting reservations.
SOURCE: SE:163
SOURCE: p. 146, Restaurant Management: Customers, Operations, and Employees. Mill,
R.C., Prentice Hall, 1998.
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A
Turning their backs to the register. Safeguarding cash is an important consideration in the
restaurant industry. Consequently, there are guidelines that most restaurants expect their
employees to follow. One of these is to never turn their backs to the register while handling cash
transactions for customers. If employees are accepting cash, the cash drawer will be open so they
can deposit the cash and provide change. If they turn their backs during that process, dishonest
customers may have the opportunity to remove some of the cash. Employees should remain
focused on handling the cash and not allow themselves to become distracted to the point that they
turn their backs on the register. Many customers pay with bills of a large denomination because
restaurant meals are often expensive. It is common practice to give customers change that they
can use to leave a tip. Counting back change is the appropriate way to give change to customers.
SOURCE: BA:087
SOURCE: pp. 151-152, The Teller's Handbook: Everything a Teller Needs to Know to
Succeed. German-Grapes, J., McGraw-Hill, 1997.

A

Use words that appeal to the senses. Restaurants write menu descriptions to help customers

visualize the item. An effective way to create a picture of the menu item in a customer's mind is to

use words that appeal to the senses. Words such as fresh, crisp, or mouth-watering appeal to a

customer's sense of taste and make the menu item more attractive. When customers can visualize

an appealing dish they are more likely to order it, which leads to an increase in sales. Restaurants

do not list the vitamin and mineral content of menu items. Prices are usually set in type that is

similar to the type used to describe the menu items rather than in large, bold typeface. Explaining

the a la carte ordering system is not a part of writing menu descriptions.

SOURCE: PR:107

SOURCE: pp. 120-123, Restaurant Management: Customers, Operations, and Employees.
Mill, R.C., Prentice Hall, 1998.

B

Autocratic. Autocratic leadership is a leadership style in which the leader determines all policies,
maintains close control, and lets employees know only what they need to know in order to do the
job. Autocratic leaders do not delegate authority to employees and often pressure employees to
perform the way they want. Democratic leadership is a leadership style built around mutual respect
between the leader and subordinates that allows workers to have a say in the operation of the
organization. Republican and professional are not leadership styles.

SOURCE: MN:030
SOURCE: MN LAP 41--Take the Lead!
D

Technical assistance. Today, most restaurants rely on computer systems to manage complex
information. In many cases, setting up complicated computer systems is a difficult task that
requires the help of technical experts. Owners of new restaurants often obtain technical assistance
from computer experts when setting up the systems that will handle the various business functions
such as accounting, inventory control, order processing, etc. Once the systems are in place,
restaurants often keep experts on staff to maintain the systems or hire outside companies to
provide technical assistance when necessary. Purchasing power is the authority to make the
purchasing decision. Occupational counseling involves providing assistance with identifying
possible careers. Leadership is the ability to guide or direct the actions of others in a desired
manner.
SOURCE: MN:087
SOURCE: pp. 196-199, Business Principles and Management. Everard, K.; Burrow, J.,
South-Western, 11th ed., 2001.
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C

To attract the target customer. A marketing plan is a set of procedures or strategies for attracting
the target customer to a restaurant business. The target market is the group of people identified
and selected as the primary users of a product. Each business has a specific target market and
develops a marketing plan for the purpose of reaching that market. Providing quality service and
expanding the distribution system are marketing strategies that a business might use to attract the
target customer. Businesses do not develop marketing plans in order to prepare revenue
statements.

SOURCE: IM:197
SOURCE: pp. 89-93, Marketing Management. Kotler, P., Prentice Hall, 10th ed., 2000.
B

To minimize loss. Restaurants maintain a variety of condiments in stock at all times in order to

prepare menu items or provide the condiments to customers. However, restaurants try to maintain

the correct inventory level of these items to minimize loss. If there is an excessive amount in stock,

it's possible that some items will spoil before they can be used. Also, theft is a possibility if there is

too much inventory on hand. Maintaining the correct inventory level helps to minimize loss from

spoilage or theft. Restaurants do not maintain the correct inventory level of condiments to rotate

stock, buy in bulk, or identify spoilage.

SOURCE: DS:017

SOURCE: p. 199, Restaurant Management: Customers, Operations, and Employees. Mill,
R.C., Prentice Hall, 1998.




