Chapter 2: Defining Guest Service
Test Bank Questions

Multiple-Choice Questions

1. Databases now store information on guests that provide items such as
A. Pictures of pets

B. Food and beverage preferences

C. Past issues

D. Lifetime usage and frequency

E. All of the above
2. Expectations of service that are clearly provided or given by the business are referred to as
A. Implicit expectations

B. Primary expectations

C. Secondary expectations 

D. Explicit expectations
E. None of the above.
3. Expectations of service not fully expressed or stated, but certainly implied by a business are referred to as
A. Primary expectations

B. Secondary expectations 

C. Explicit expectations
D. Implicit expectations 
E. None of the above.
4. Essential expectations, crucial to the quality guest service experience mare referred to as
A. Primary expectations
B. Secondary expectations 

C. Explicit expectations

D. Implicit expectations
E. None of the above

5. Expectations of lesser importance to the guest service experience. Somewhat tolerable when omitted, but appreciated when present are referred to as
A. Primary expectations

B. Secondary expectations 

C. Explicit expectations

D. Implicit expectations

E. None of the above

6. Often stated internally and externally, a guarantee of goods or services that the customer will be satisfied is known as a(n)
A. Service promise
B. Business guarantee

C. Explicit expectations

D. Implicit expectations

E. None of the above

7. Inputs that set expectations include
A. Marketing

B. Self

C. Others
D. Occasion

E. All of the above

8. The main wants and needs of the service experience are known as
A. Primary expectations

B. Secondary expectations 

C. Explicit expectations

D. Implicit expectations

E. None of the above

9. All of the following are examples of primary expectations except

A. Prepared and ready for the guest

B. Attentive, professional service

C. Efficiency

D. All above are primary expectations
E. None of the above

10. Which are examples of primary expectations?
A. Comprehension of the process

B. Knowledge of the times

C. Wants are heard and understood

D. Follow-through of a product that is what it claims

E. All above are primary expectations.
11. ________________ take away from the guest service but are less important to basic, essential service and may be omitted with a certain level of tolerance by the customer. 
A. Primary expectations

B. Secondary expectations 

C. Explicit expectations

D. Implicit expectations

E. None of the above

12. Helping a guest choose a good seat for the show is an example is which type of service?
A. Assistance service

B. Repair service

C. Value-added service

D. Seat service
E. None of the above

13. Helping a traveler find an alternative flight in bad weather is an example of which type of service?
A. Assistance service

B. Repair service

C. Value-added service

D. Airline service

E. None of the above

14. Remembering a guests’ favorite drink of a customer or offering a free upgrade is an example of which type of service?
A. Assistance service

B. Repair service

C. Value-added service

D. Guest service

E. None of the above

15. What is an aspect of guest service?
A. Focusing on serving the guest 
B. Consistency in service 
C. Guests defining quality and value 
D. All of the above
E. None of the above
True or False Questions

16. Giving something extra to a guest that doesn’t cost extra can include personalizing a service, giving extra attention, recognizing a familiar face, or giving extra help with bags or the elevator. 

17. Using the human touch is what makes hospitality what it is.
18. The idea of organizing and controlling a theme that is consistent throughout the entirety of a company is known as brand management.
19. Quality guest service can simply be defined as exceeding guests’ expectations.
Short Answer Essay Questions

20. Customers have different levels of expectations: ideal, reasonable, and acceptable. Why is it important to try to achieve reasonable and ideal expectations? 

21. Expectations are ordered: primary and secondary. What is the difference? Define both and provide examples.

22. Every customer is different. There are many inputs that determine the individual customer’s expectations. Some come from the business while others come from the guests. As a result, the expectations may be low, high, or even undecided. List examples of five different inputs that define their expectations.
Answer Key 

Multiple-Choice 

1. E

2. D

3. D

4. A

5. B

6. A

7. E

8. A

9. D

10. E

11. B

12. A

13. B

14. C

15. D

True or False 

16. True

17. True

18. True

19. True

Short Answer Essay
21. Guests receiving minimal expectations are subject to being lured by the competition. 
22. Expectations can be defined by order: primary and secondary. The primary expectations are assumed, while the secondary expectations are initially less important.
Primary expectations are generalizable to most hospitality settings. They are the main wants and needs of the service experience.

· Prepared and ready for the guest

· Attentive, professional service

· Efficiency

· Comprehension of the process

· Knowledge of the times

· Wants are heard and understood

· Follow-through of a product that is what it claims

Secondary expectations are less important to basic, essential service and may be omitted with a certain level of tolerance by the customer. They are the things that take away from the guest service. Guests don’t usually mind until they become a larger issue, although it would certainly be best to provide all of these expectations in a desirable situation.

· Knowledgeable, pleasant staff

· Options made known

· No transferring

· Competence

· Acknowledgment—know the customer. Or, respect their anonymity.

23. Answers may include: 
· Marketing

· Operations

· Inputs from guests

· Self

· Others

· Occasion
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