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Part B

Situation

You are Anita Wong. You are an assistant to Gary Tong, the Marketing Manager of In Market, an upscale supermarket.
You will listen to a discussion among a group of consumers talking about In Market.

Before the recording is played, you will have five minutes to study the Question-Answer Book and the Data File to
familiarize yourself with the situation and the tasks.

Complete the tasks by following the instructions in the Question-Answer Book and on the recording. You will find all
the information you need in the Question-Answer Book, the Data File and on the recording. As you listen, you can

make notes on Page 3 of the Data File.

You now have five minutes to familiarize yourself with the Question-Answer Book and the Data File.
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Listening note-taking sheet for feedback from the VIP Consumer Group

What does each of the members of the VIP
think about the following aspects?

A. PRICING

B. CHOICE OF PRODUCTS

C. ARRANGEMENT OF GOODS

D. SERVICES

E. PROMOTIONS

F. OTHERS
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Email from Gary Tong to Anita Wong

Junk Delete Reply Reply All Forward Move W Mark Unread W Follow up W

To: Anita Wong
From: Gary Tong (Manager)
Date: 15" April, 2020

Subject: Things to do

Dear Anita,

I need your help with a few things: Please compile the feedback collected from VIP of In
Market. I need the information for future business planning. To do this, you can refer to the
notes you have made. List the positive and negative feedback collected in point form under
the appropriate sections.

The second thing to do is writing a speech. Do you remember you interviewed two chefs last
week? They are going to demonstrate their cooking skills at our supermarket next month and
we should have an introduction of them. Can you write a short introductory speech to use on
that day? Just focus on how they got into the business and their signature dishes.

After finishing the above work, can you take a look at the comment card we’ve received from
one of our staff last month? It was signed anonymously but we believe that it represents the
majority of the staff. The management has discussed the issue and decided to update the
current staff benefits. I need you to draft a memo to announce these new measures. Read the
minutes of the last meeting of the managers and the email from our director for details. You
may also need to read the staff handbook. Mention, in the very beginning of the memo, what
prompted the managers to update the details (the staff comment card). End it nicely with a
positive message.

Thanks in advance for your help.

Gary
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Interview excerpt with Patrick Foo and Jack Lim

Anita: Good day, Patrick and Jack. First of all, thanks so much for agreeing to come
to our supermarket to do a cooking demonstration next month. I’'m sure our
customers will be thrilled to see you both.

P/J: Thanks.

Anita: So, first of all, can you tell me how you two first got into the food business?
Would you like to start first, Patrick?

Patrick: I can’t remember a time that [ was not interested in cooking. It’s just
something that feels so natural to do because my dad was a cook in Shanghai
when I was young. He had his own restaurant. He was fearless when it comes
to trying new things and I think that rubbed off on me. My family moved to
Hong Kong when I was ten years old. My dad opened a restaurant in Central
and I've been helping out there ever since.

Anita: Did you ever receive any formal training in cooking besides helping out at
your father’s restaurant?

Patrick: Well, I didn’t. I just started off learning from my dad and then picked things up
by myself.

Anita: That’s impressive. How about you, Jack?

Jack: I wasn’t that lucky. My parents wanted me to study medicine. But I’ve always

been interested in cooking. Like Patrick’s father, I liked to try out new recipes
at home when I was young and it seemed weird to my family that a boy

actually liked cooking.
Anita: How did you become a professional cook then?
Jack: I persuaded my parents to let me go to Paris to learn to cook and I ended up

spending a decade there. After I graduated, I worked for a few famous
restaurants there and became the Head Chef at Emperor Place.

Anita: Wow, Emperor Place sounds like a place that all celebrities and famous people
go to!
Jack: Ha ha ha, yeah. I've learned so much there. After a while, I started to miss

Hong Kong and decided to move back and open my own French restaurant,
also in Central. That’s how Patrick and I met. Our restaurants are like a block
away.

Anita: Thanks so much for your information. I can give a nice opening speech next
week. It’s been such a pleasure talking to you two. I can’t wait to see your
demonstrations soon!
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Anonymous Complaint from Staff

COMMENT CARD FROM STAFF (Internal Use Only)

FROM: N/A
DEPT: N/A
Comment:

I'm writing this on behalf of the majority of staff who work here. First, we’re not happy with our
working hours. Each shift is way too long. We’re actually very happy to deal with customer
requests but the work pressure is too much for us to enjoy our work. We have too few staff to
cope with the current expansions. Besides, our benefits such as holidays and incentives are not
enough to keep us motivated. Please note that I’'m writing this in hopes of a better working

environment and I don’t mean to just complain about bad management.

Chef Award List from Chefs.com

Check out if your favourite chef is here!

STAR CHEF AWARD WINNERS

2006 Brown Faye
2007 Jack Lim
2008 Nelson King

EUROPEAN BEST CHEF AWARD WINNERS

2006 Jack Lim
2007 Louis Petain
2008 Marie Allegre

RISING CHEF WINNERS

2006 Damian Walters
2007 Bryan Phllips
2008 Liam Gibson

GOLDEN CHEF AWARD WINNERS

2006 Patrick Foo
2007 Owen Mcquire
2008 Lindsay Rowland
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Reviews from foodmaniacs.com.hk

Tipsy

Cuisine: French
Owner: Jack Lim
Location: Central

Consumer Rating: 4.5 out of 5

Reviews:

It's the best restaurant I've ever been to. The coffee is great!
- JJ Fung

Oh, my! The food is absolutely fabulous there! I'd say you try the Lamb Stew.
Yum yum! The mint sauce served with it is fantastic!
- G.W.

Try the Ratatouille, Cassoulet and Foie Gras — signature dishes you won't
want to miss in addition to the lamb stew!
- H.T.

The service is heart-warming. My friend ordered a set dinner and | ordered
just a main course. The chef gave me a soup as starter for free anyway so
my friend wouldn’t have to eat alone. How thoughtful.

- P.L.

Shanghai, Shanghai
Cuisine: Shanghainese
Owner: Patrick Foo
Location: Central

Consumer Rating: 4.5 out of 5

You won't know how nice the food is until you try Patrick's signature dish —
wonton chicken soup. Best ever!
-K.J.

It's always full that | can never get a seat if I'm just a walk-in. Reservations
may take even up to a month — but it’s totally worth it!
- O.P.

I was trying to decide if the Fried Pork Bun or the Roasted Chicken was
befter — the result is, they're equally amazing!
- M.M.
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Excerpt from the minutes of the Management Meeting

Minutes of the Management Meeting

Date: 17" March

Present: Mr M. Chau
Mr H. James
Mrs H Lam
Mr L Ma
Miss G Wong (Secretary)

Agenda

1. Discussion actions in regards to the anonymous staff comment
2. Annual Dinner

3. Branch opening in Bangkok

1.1 Mr Chau explained the anonymous comment received from a staff member
earlier and proposed the following actions:

Provide extra incentives such as over-time payment for staff

Cut down the number of working hours of each shift by 2 hours
Arrange further training for new employees to cope with the expansion
Offer an extra paid day of holiday to all staff

1.2 The above measures were voted favourably by all parties and the Handbook
would be updated.

1.3 Mr Chau further suggested that any staff undergoing tremendous stress from
work should seek help from their supervisor.

1.4 Mrs Lam suggested issuing a friendly memo to all staff to announce the above
new policies. The exact revised number of working hours and paid leave should
be indicated in the memo to avoid any confusion.

1.5 Mr James proposed showing the staff comment to the Director for feedback and
comments.

1.6 Mr James also suggested enforcing a new method to keep track of staff’s
working hours. All members agreed that they would seek the opinion from the
Director on this.

2.1 Mrs Lam proposed that this year’s Annual Dinner should be postponed to May
from April because of ....
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Excerpt from Halo Supermarket Staff Handbook

4.1 WORKING HOURS OF STORE STAFF

All staff are required to work 5 shifts per week. Each shift consists of 12 hours.
The arrangement of shifts shall be decided by the supervisors of each team by
the 20" day of each month. Staff should report to their corresponding supervisor
at the beginning and end of each shift.

4.2 VACATION TIME

All staff are entitled to 10 days of paid vacation each year. They are also entitled
to 7 days of paid sick-leave each year. All staff must present a doctor’s note to
claim a paid sick day. Failure to do so will lead to the deduction of one day of

vacation time.

4.3 OVER-TIME PAYMENT
All staff are not offered any over-time payment. However, supervisors are strongly

advised to observe the regular working hours of all their staff.
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Email from the Director

Dear Matthew,

It was a pleasure to talk to you vesterday. I have given some thoughts about the
issues you have raised. I agree that perhaps we should introduce a form of digital
time card so our staff can simply keep track of their working hours by presenting
the digital time card at the staff security gate.

Besides, 1'm concerned with the staff comment in some ways. I think it is useful to
emphasise the importance of maintaining a positive working environment. All staff
should be reminded that they should offer their best services for their customers at
all times. I hope that introducing the measures you have suggested in the
management meeting will help cheer them up and boost their morale. Perhaps you
want to make sure that this message is conveyed in the staff memo.

Thanks for your efforts in taking care of this matter.

David

THIS IS THE LAST PAGE OF THE PART B1 DATA FILE

Sources of materials used in this paper will be acknowledged in the websites of Hok Yau Club Hong Kong
Mock Examination 2020/21 at a later stage.

2020/21-ME-ENG LANG 3-B1-DF-10 10




Do not write on this page.

Answers written on this page will not be marked.

2020/21-ME-ENG LANG 3-B1-DF-11 11



Do not write on this page.

Answers written on this page will not be marked.

2020/21-ME-ENG LANG 3-B1-DF-12 12





