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  àíZ-nÌ H$moS>       
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\«$ÝQ> Am°{\$g g§MmbZ  
FRONT OFFICE OPERATIONS 

: 3 : 60 
Time allowed : 3 hours Maximum Marks : 60 

 

 H¥$n`m Om±M H$a b| {H$ Bg àíZ-nÌ _o§ _w{ÐV n¥ð> 23 h¢ & 
 àíZ-nÌ _| Xm{hZo hmW H$s Amoa {XE JE àíZ-nÌ H$moS H$mo narjmWu CÎma-nwpñVH$m Ho$ 

_wI-n¥>ð> na {bI| & 
 H¥$n`m Om±M H$a b| {H$ Bg àíZ-nÌ _| >24 àíZ h¢ & 
 H¥$n`m àíZ H$m CÎma {bIZm ewê$ H$aZo go nhbo, CÎma-nwpñVH$m _| àíZ H$m H«$_m§H$ 

Adí` {bI| & 
 Bg  àíZ-nÌ  15 {_ZQ >H$m g_` {X`m J`m h¡ &  àíZ-nÌ H$m {dVaU 

10.15 ~Oo {H$`m OmEJm &  10.15 ~Oo go 10.30 ~Oo VH$ N>mÌ Ho$db  
àíZ- -nwpñVH$m na H$moB© CÎma Zht {bI|Jo & 

 Please check that this question paper contains 23 printed pages. 
 Q.P. Code given on the right hand side of the question paper should be 

written on the title page of the answer-book by the candidate. 
 Please check that this question paper contains 24 questions. 
 Please write down the serial number of the question in the  

answer-book before attempting it. 
 15 minute time has been allotted to read this question paper. The 

question paper will be distributed at 10.15 a.m. From 10.15 a.m. to 
10.30 a.m., the students will read the question paper only and will not 
write any answer on the answer-book during this period. 
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: 

(i) 

(ii) 24 : 

(iii) 

(iv) (6 + 18) = 24 3 
(6 + 11) = 17 

(v) 

(vi) : 30 :

 (a) 6  

(b) 

(c) 

(d) /  

(vii) : 30 : 

 (a) 18  

(b) 11 

(c) 

(d) /    

IÊS> H$  $ 

(dñVw{ZîR> àíZ)  (30 A§H$) 

1. amoµOJma H$m¡eb na {XE JE 6 àíZm| _| go {H$Ýht 4 àíZm| Ho$ CÎma Xr{OE &  4 1=4 

(i) BZ_| go H$m¡Z-gm CÚ{_`m| _| XoIm OmZo dmbm Am_ S>a  h¡ ?

(a) Ag\$bVm H$m S>a 

(b) Omo{I_ boZo H$m S>a 

(c) {deofk Z hmoZo H$m S>a 

(d) D±$MmB© H$m S>a 
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General Instructions : 

(i) Please read the instructions carefully. 

(ii) This question paper consists of 24 questions in two Sections : Section A 
and Section B.  

(iii) Section A has Objective Type Questions, whereas Section B contains 
Subjective Type Questions.  

(iv) Out of the given (6 + 18) = 24 questions, a candidate has to answer  
(6 + 11) = 17 questions in the allotted (maximum) time of 3 hours.  

(v) All questions of a particular section must be attempted in the correct 
order. 

(vi) Section A  : Objective Type Questions (30 marks) :  

(a) This section has 6 questions.  

(b) There is no negative marking.  

(c) Do as per the instructions given. 

(d) Marks allotted are mentioned against each question/part.  

(vii) Section B : Subjective Type Questions (30 marks) :  

(a) This section has 18 questions.  
(b) A candidate has to do 11 questions.  
(c) Do as per the instructions given.  
(d) Marks allotted are mentioned against each question/part.   

Section A 

                                     (Objective Type Questions)                         (30 Marks)   

1. Answer any 4 questions out of the given 6 questions on Employability 
Skills.  4 1=4 

(i) Which of these is not a common fear seen in entrepreneurs ? 

 (a) Fear to failure 

 (b) Fear to risk taking 

 (c) Fear to not being an expert 

 (d) Fear to height 
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(ii) àoaUm eãX ____________ go {b`m J`m h¡ &

(a) _moQ>mB©b 

(b) _mo{Q>d 

(c) _moeZ 

(d) Cnamoº$ _| go H$moB© Zht 

(iii) EH$ ____________ ad¡̀ m, ì`{º$ H$mo Iwe ahZo _| Am¡a AÀN>o g§~§Y ~ZmZo Am¡a 

~ZmE aIZo _| _XX H$aVm h¡ & 

(a) ZH$mamË_H$ 

(b) gH$mamË_H 

(c) Iwbm 

(d) Cnamoº$ _| go H$moB© Zht 

(iv) ____________ EH$ j¡{VO VarHo$ go cells H$s ì`dñWm h¡ &

(a) amo 

(b) H$m°b_ 

(c) g¡b  

(d) Cnamoº$ _| go H$moB© Zht 

(v) CÚ_r EH$ Adga H$mo n[aH${bV 
Omo{I_ boVm h¡ Vm{H$ dh ~mµOma H$m {dñVma H$a gHo$ Am¡a EH$ ZE ì`dgm` H$mo 

ewê$ H$a gHo$ Omo g§~§{YV hmo :

(a) CËnmXm| go 

(b) à{H«$`mAm| go 

(c) godmAm| go 

(d) Cnamoº$ g^r 

(vi) dH©$~wH$ ImobZo Ho$ {bE Cn`moJ H$s OmZo dmbr em°Q>©H$Q> Hw§$Or H$m¡Z-gr h¡ ?
(a) Shift + S 
(b) Ctrl + O  
(c) Ctrl + C 
(d) Ctrl + X 
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(ii) Motivation is derived from the word ________.    
 (a) Motile  
 (b) Motive   
 (c) Motion 
 (d) None of the above  

(iii) A _______ attitude makes a person happier and helps build and 
maintain relationships.   

 (a) Negative  

 (b) Positive 

 (c) Open  

 (d) None of the above 

(iv) A ________ is an arrangement of cells in a horizontal manner.  

 (a) Row   

 (b) Column     

 (c) Cell   

 (d) None of the above 

(v) Entrepreneurs discover an idea to seize an opportunity, mobilize 
money, generate resources, and take calculated risks in order to 
expand the market or start a new business for  

 (a) Products  

 (b) Processes  

 (c) Services  

 (d) All of the above 

(vi) Which is the shortcut key used to open an workbook ? 

 (a) Shift + S 

(b) Ctrl + O  
(c) Ctrl + C 
(d) Ctrl + X 
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2. {XE JE 7 àíZm| _| go {H$Ýht 5 àíZm| Ho$ CÎma Xr{OE &  5 1=5 

(i) VmO_hb n¡bog E§S> Q>m°da hmoQ>b H$hm± pñWV h¡ ?
(a) ZB© {Xëbr 
(b) MoÞB© 
(c) _w§~B© 
(d) Jmodm 

(ii) \«§$Q> Am°{\$g H$_©Mmar dh nhbm ì`{º$ hmoVm h¡ {OgHo$ gmW H$moB© ^r A{V{W g~go 

nhbo g§nH©$ _| AmVm h¡, Bg{bE `h ~hþV Amdí`H$ h¡ {H$ CgHo$ nmg 
____________ hmoZm Mm{hE &
(a) AmH$f©H$ ì`{º$Ëd 
(b) {dÎm 
(c) (a) Am¡a (b) XmoZm| 
(d) Cnamoº$ _| go H$moB© Zht 

(iii) ____________ {d^mJ EH$ {Zdmgr A{V{W Ho$ n§OrH$aU, H$_ao H$mo {Z{X©îQ> H$aZm 

Am¡a {~bm| Ho$ {ZnQ>mZ O¡go {d{^Þ H$m ©̀ H$aVm h¡ &
(a) J¥h ì`dñWm 
(b) {~H«$s Am¡a {dnUZ  
(c) \«§$Q> Am°{\$g 
(d) {hgm~-{H$Vm~/boIm {d^mJ 

(iv) ñdmJV joÌ H$mo Bg Zm_ Ûmam ^r OmZm OmVm h¡ :
(a) n§OrH$aU AZw^mJ  
(b) AmajU AZw^mJ 
(c) H§$gr`mO© 
(d) `mÌm S>oñH$ 

(v) ____________ A{V{W Ho$ \$mo{b`mo H$m aIaImd Am¡a {ZnQ>mZ H$m H$m`© H$aVm h¡, 
Am¡a _oh_mZm| Ho$ MoH$-AmCQ> H$m H$m`© H$aVm h¡ & 
(a) AH$mC§Q>|Q> 
(b) Ho${e`a 
(c) boIm narjH$ 
(d) (a) Am¡a (b) XmoZm| 
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2. Answer any 5 out of the given 7 questions.  5 1=5 

(i) Where is the Taj Mahal Palace and Tower Hotel located ?  

 (a) New Delhi  

 (b) Chennai  

 (c) Mumbai  

 (d) Goa  

(ii) Since the front office employee is the first person with whom a 
guest comes in contact, therefore it is very essential he/she should 
have a ________.  

 (a) Pleasing personality  

 (b) Finance  

 (c) Both (a) and (b)  

 (d) None of the above  

(iii) _________ department performs various functions like registration, 
room assignment and settlement of bills of a resident guest.  

 (a) Housekeeping 

 (b) Sales and Marketing  

 (c) Front Office  

 (d) Accounts  

(iv) Reception area is also known as :   

 (a) Registration section  

 (b) Reservation section  

 (c) Concierge  

 (d) Travel desk  

(v) ______ maintains and settles guest folios and properly checks-out 
guests.   

 (a) Accountant  

 (b) Cashier  

 (c) Auditor  

 (d) Both (a) and (b)  
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(vi) ____________ Mm~r XadmOo Ho$ Vmbm| H$mo S>~b bm°H$ hmoZo na ^r Imob XoVr h¡ &

(a) _mñQ>a 

(b) AmnmVH$mbrZ 

(c) A{V{W H$j H$s 

(d) Cnamoº$ _| go H$moB© Zht 

(vii) ____________ n ©̀Q>Z H$m EH$ ê$n h¡ Omo n`m©daU na BgHo$ à^md H$mo H$_ H$aZo 
H$m à`mg H$aVm h¡ &

(a) joÌ n ©̀Q>Z 

(b) n`m©daU n`©Q>Z 
(c) nm[apñW{VH$s n`©Q>Z 

(d) Cnamoº$ g^r 

3. {XE JE 7 àíZm| _| go {H$Ýht 6 àíZm| Ho$ CÎma Xr{OE &  6 1=6 

(i) ____________ EH$ A{V{W Am¡a _oµO~mZ Ho$ ~rM Ho$ g§~§Y H$mo Xem©Vm h¡ & 

(a) XmZ  

(b) hm°pñnQ>¡{bQ>r $ 
(c) `mÌm  
(d) CXmaVm  

(ii) EPABX H$m nyU© ê$n h¡ :  

(a) Electronic Public Automatic Branch Exchange   

(b) Electronic Private Automatic Branch Exchange $ 

(c) Electrical Private Automatic Branch Exchange  
(d) None of the above   

(iii) {ZåZ{b{IV _| go H$m¡Z-gm {d^mJ hmoQ>b Ho$ {bE amOñd CËnÞ H$aZo _| _XX H$aVm 
h¡ ?  

(a) F&B g{d©g   

(b) \«§$Q> Am°{\$g  $ 

(c) (a) Am¡a (b) XmoZm| 

(d) aoñQ>moa|Q>  
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(vi) _______ key opens the door locks even if they are double locked.  

 (a) Master 

 (b) Emergency 

 (c) Guest room 

 (d) None of the above 

(vii) _______ is a form of tourism that attempts to minimize its impact 
upon the environment.   

 (a) Field tourism   

 (b) Environment Tourism   

 (c) Eco tourism    

 (d) All of the above 

3. Answer any 6 out of the given 7 questions.  6 1=6 

(i) _______ refers to the relationship between a guest and a host.    

 (a) Charity  

 (b) Hospitality  

 (c) Travelling  

 (d) Generosity  

(ii) The full form of EPABX is :  

 (a) Electronic Public Automatic Branch Exchange  

 (b) Electronic Private Automatic Branch Exchange 

 (c) Electrical Private Automatic Branch Exchange   

 (d) None of the above 

(iii) Which of the following department helps in generating revenue for 
the hotel ?    

 (a) F&B Service   

 (b) Front Office  

 (c) Both (a) and (b)        

 (d) Restaurant  
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(iv) A{V{W Ho$ AZwamoY Ho$ AZwgma, _oh_mZm| Ho$ n¡Ho$O, {Q>H$Q>, ~mhar AmajU, Am{X Ho$ 

H$m ©̀ Ho$ {bE \«§$Q> Am°{\$g H$m H$m¡Z-gm AZŵ mJ {Oå_oXma h¡ ? 

(a) ~ob S>oñH$   

(b) OmZH$mar S>oñH$  $ 

(c) `mÌm S>oñH$   

(d) {~µOZog g|Q>a   

(v) \«§$Q> Am°{\$g {ZåZ{b{IV H$m EH$ ì`mnH$ S>oQ>m~og H$m {dH$mg Am¡a aIaImd H$aVm 

h¡ :

(a) A{V{W OmZH$mar    

(b) A{V{W godmAm| H$m g_Ýd` H$aZm    $ 

(c) A{V{W g§VwpîQ> gw{ZpíMV H$aZm    

(d) Cnamoº$ g^r    

(vi) CCTV H$m nyU© ê$n h¡ : 

(a) Closed-Camera Television  

(b) Compresed-Circuit Television 

(c) Closed-Compressed Television 

(d) Closed-Circuit Television 

(vii) BH$mo-hmoQ>b H$s {deofVmAm| _| em{_b h¡ :

(a) ñWmZr` g_wXm`m| H$mo ZµOaA§XmO H$aZm    

(b) ñWmZr` g§ñH¥${V`m| Ho$ à{V g§doXZerbVm     $ 

(c) ZdrH$aUr` g§gmYZm| H$m H$_ Cn`moJ     

(d) Cnamoº$ g^r  
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(iv) Which section of the front office is responsible for arranging the 

packages, tickets, outside reservations, etc. for the guest as per 

their request ?   

 (a) Bell desk    

 (b) Information desk 

 (c) Travel desk     

 (d) Business centre   

(v) The front office develops and maintains a comprehensive database 
of :   

 (a) Guest information   

 (b) Coordinates guest services  

 (c) Ensures guest satisfaction 

 (d) All of the above  

(vi) CCTV stands for :   

(a) Closed-Camera Television  

(b) Compressed-Circuit Television 

(c) Closed-Compressed Television 

 (d) Closed-Circuit Television   

(vii) Characteristics for Eco-hotels include :    

(a) Local communities to be neglected   

(b) Sensitivity towards local cultures  

(c) Less use of renewable resources  

(d) All of the above    
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4. {XE JE 6 àíZm| _| go {H$Ýht 5 àíZm| Ho$ CÎma Xr{OE &  5 1=5 

(i) `m{Ì`m| H$s µOê$aVm| H$mo nyam H$aZo Ho$ {bE pñdQ²>Oab¢S> _| CËnÞ hmoZo dmbo Am{X_ 

Amdmg J¥h `m gam` {H$g ê$n _| OmZo OmVo Wo ?   

(a) _¢Z{gAmo{Zg 

(b) hmopñn{e`m      $ 

(c) (a) Am¡a (b) XmoZm| 

 (d) Cnamoº$ _| go H$moB© Zht     

(ii) Q>obr\$moZ Am°naoQ>a H$s JwUdÎmm _| em{_b h¡ :

(a) {d{eîQ> ~mobZm     

(b) gMoVZm      $ 

(c) dñVw{ZîR>/ CÔoí` go gwZZm      

 (d) Cnamoº$ g^r    

(iii) \«§$Q> Am°{\$g H${_©`m| Ûmam H$m¡Z-gm H$m`© {H$`m OmVm h¡ ?   

(a) hmoQ>b Ho$ H$_am| H$m aI-aImd  

(b) hmoQ>b Ho$ H$_am| H$s _aå_V       $ 

(c) hmoQ>b Ho$ H$_am| H$s {~H«$s       

 (d) Cnamoº$ _| go H$moB© Zht     

(iv) O~ _oh_mZm|/A{V{W`m| H$mo bJVm h¡ {H$ hmoQ>b Ho$ H$_©Mm[a`m| Zo CZHo$ gmW Xþì ©̀dhma 

{H$`m h¡ Vmo do {H$g àH$ma H$s {eH$m`V H$aVo h¢ ?    

(a) PyR>r {eH$m`V      

(b) Agm_mÝ` {eH$m`V            $ 

(c) `m§{ÌH$ {eH$m`V       

 (d) _Zmod¥{Îm g§~§Yr {eH$m`V 
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4. Answer any 5 out of the given 6 questions.  5 1=5 

(i) The primitive lodging houses or inns, that originated in 
Switzerland to cater to the needs of the travellers, were known as : 

 (a) Mansionis  

 (b) Hospitia  

 (c) Both (a) and (b)  

 (d) None of the above  

(ii) Quality of Telephone Operator includes :   

 (a) Distinct speaking  

 (b) Attentiveness  

 (c) Objective listening  

 (d) All of the above 

(iii) Which of the functions is performed by the front office personnel ?   

 (a) Upkeep of hotel rooms  

 (b) Maintenance of hotel rooms 

 (c) Selling of hotel rooms  

 (d) None of the above 

(iv) What type of complaints do guests make when they feel they have 
been mistreated by the hotel staff ?    

 (a) False complaint  

 (b) Unusual complaint  

 (c) Mechanical complaint  

 (d) Attitudinal complaint  
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(v) GDS H$m nyU© ê$n ? 

(a) Global Distribute System  

(b) Global Distribution System  

(c) Globally Distribution System 

(d) Globally Distributed System 

(vi) gwajm {d^mJ H$m à_wI H$m¡Z hmoVm h¡ ? 

(a) goâQ>r _¡ZoOa  

(b) gwajm à~§YH$ 

(c) L&D à~§YH$ 

(d) _oZQ>oZ|g à~§YH$  

5. {XE JE 6 àíZm| _| go {H$Ýht 5 àíZm| Ho$ CÎma Xr{OE : 5 1=5 

(i) O~ H$moB© ì`{º$ `mÌm H$aVm h¡, Cg_| H$maU em{_b h¢ :

(a) ì`dgm`   

(b) _Zmoa§OZ   

(c) VrW© `mÌm   

(d) Cnamoº$ g^r   

(ii) O~ A{V{W Hw$N> godmAm| go g§VwîQ> Zht hmoVo h¢ Am¡a hmoQ>b Ho$ H$_©Mm[a`m| Ho$ à{V 

AnZm Ag§Vmof ì`º$ H$aVo h¢, Vmo CÝh| Bg àH$ma XO© {H$`m OmVm h¡ :

(a) A{V{W {eH$m`V|   

(b) _h_mZm| H$s qMVm   

(c) (a) Am¡a (b) XmoZm|  

(d) Cnamoº$ _| go H$moB© Zht  
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(v) What is the full form of GDS ?  

 (a) Global Distribute System  

 (b) Global Distribution System 

 (c) Globally Distribution System  

 (d) Globally Distributed System  

(vi) Who is the head of Security Department ?   

 (a) Safety Manager  

 (b) Security Manager 

 (c) L&D Manager  

 (d) Maintenance Manager 

5. Answer any 5 out of the given 6 questions.  5 1=5 

(i) The reason for which a person may travel includes :   

 (a) Business  

 (b) Recreation  

 (c) Pilgrimage  

 (d) All of the above  

(ii) When guests are not satisfied with some services and express their 

discontent to hotel employees, they are recorded as :   

 (a) Guest Complaints  

 (b) Guest Concerns  

 (c) Both (a) and (b) 

 (d) None of the above 
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(iii) A{V{W Ho$ gm_mZ H$m g§MmbZ {d{^Þ g_`m| na {H$`m OmVm h¡, O¡go :  

(a) AmZo na 

(b) R>haZo Ho$ Xm¡amZ 

(c) àñWmZ na 

(d) Cnamoº$ g^r 

(iv) {eH$m`V Ho$ àH$ma H$m {ZYm©aU H$s{OE _wPo _oao gm_mZ H$mo CR>mZo _| ghm`Vm H$aZo 

Zht h¡ ?

(a) `m§{ÌH$ g§~§{YV 

(b) ì`dhma g§~§{YV 

(c) godm g§~§{YV 

(d) Agm_mÝ` 

(v) H$m¡Z pñdM~moS>© H$m à~§YZ H$aVm h¡ Am¡a doH$-An H$m°b H$m g_Ýd` H$aVm h¡ ?  

(a) [agoße{ZñQ>   

(b) FOM  

(c) GRE  

(d) Q>obrµ\$moZ Am°naoQ>a   

(vi) {ZH$Q>V_ _______ Ho$ {bE XadmµOo Ho$ nrN>o Xo{IE &

(a) nmZr H$m \$ìdmam  

(b) >a   

(c) A{½Zem_H$   

(d) A{½Z {ZH$mg `moOZm  

6. {XE JE 6 àíZm| _| go {H$Ýht 5 àíZm| Ho$ CÎma Xr{OE &   5 1=5 

(i) {ZåZ{b{IV _| go H$m¡Z ^maV H$s hmoQ>b ûm¥§IbmAm| H$m CXmhaU   h¡ ? 

(a) brbm   

(b) b{bV    

(c) VmO    

(d) _¡[a`Q>   
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(iii) Luggage handling of the guest is done at various occasions, such  
as :    

 (a) Arrival   

 (b) During stay  

 (c) Departure  

 (d) All of the above  

(iv) 
  

 (a) Mechanical  

 (b) Attitudinal   

 (c) Service-related 

 (d) Unusual  

(v) Who manages the switchboard and coordinates wake-up calls ?  

 (a) Receptionist  

 (b) FOM  

 (c) GRE  

 (d) Telephone operator  

(vi) Look at the back of the door for the location of the closest ______.     

 (a) Water sprinkler    

 (b) Smoke detector  

 (c) Fire extinguisher  

 (d) Fire exit plan  

6. Answer any 5 out of the given 6 questions.  5 1=5 

(i) Which of the following is not an example of hotel chains of India ?  

 (a) Leela  

 (b) Taj  

 (c) Lalit  

 (d) Marriott  
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(ii) {ZåZ{b{IV _| go {H$g {Xem-{ZX©oe H$m nmbZ A{V{W H$s {eH$m`V H$mo g§^mbZo Ho$ 

Xm¡amZ   {H$`m Om gH$Vm h¡ ?   

(a) {~Zm éH$mdQ>, ghmZŵ y{V Ho$ gmW MwnMmn gwZZm & 

(b) qMVm {XImZm Am¡a {eH$m`Vm| H$mo J§^raVm go boZm & 

(c) H$^r ^r ~hg Z H$aZm & `mX aI| A{V{W h_oem ghr hmoVm h¡ & 

(d) A{V{W Ho$ gmW ~hg H$mo OrVZo H$s H$mo{ee H$aZm & 

(iii) {ZåZ{b{IV _| go H$m¡Z B©H$mo hmoQ>bm| H$s H$gm¡Q>r h¡ ?   

(a) à^mdr g§dhZr`Vm `moOZm   

(b) g§gmYZm| H$m A{YH$V_ Cn`moJ    

(c) Ý ỳZV_ ñQ>m\$ H$s Amdí`H$Vm    

(d) Cnamoº$ _| go H$moB© Zht    

(iv) ỳamon H$mo gwa{jV ê$n go g§J{R>V ______ ì`dgm` H$m nmbZm _mZm OmVm h¡ &   

(a) hmoQ>b   

(b) AZwnyaH$ Amdmg    

(c) aoñQ>moa|Q>    

(d) BÞ-H$sqnJ    

(v) {ZåZ{b{IV _| go H$m¡Z-gm A{V{W Ho$ {~bm| Ho$ ŵJVmZ H$s {d{Y _| em{_b h¡ ?   

(a) H«o${S>Q> H$mS>©   

(b) Q>ódb EO|Q> dmCMa    

(c) H$m°nm}aoQ> {~qbJ    

(d) Cnamoº$ g^r    

(vi) AmJ H$mo ~wPm`m Om gH$Vm h¡ :

(a) hdm ~§X H$aZo go   

(b) nmZr S>mbZo go    

(c) BªYZ {ZH$mbZo go 

(d) Cnamoº$ g^r 
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(ii) Which of the following guidelines may not be followed while 
handling a guest complaint ?  

 (a) Listen silently without interruption, with empathy. 

 (b) Show concern and take complaints seriously. 

 (c) Never argue. Remember the guest is always right. 

 (d) Try to win an argument with guest. 

(iii) Which of the following is the criterion of Eco hotels ?  

 (a) Effective sustainability 

 (b) Maximum use of planning resources 

 (c) Minimum staff requirement 

 (d) None of the above  

(iv) Europe can safely be regarded as the cradle of organised _____ 
business.  

 (a) Hotel   

 (b) Supplementary accommodation  

 (c) Restaurant  

 (d) Inn-keeping   

(v) Which of the following includes the method of payment of guest 
bills ?   

 (a) Credit card   

 (b) Travel agent voucher   

 (c) Corporate billing   

 (d) All of the above  

(vi) Fire can be extinguished by :      

 (a) Removal of air     

 (b) Adding water   

 (c) Removal of fuel   

 (d) All of the above   
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IÊS>-I 
({df¶naH$ àíZ) 

 

5 3 

20  30   3 2=6 

7. CÚ_r ~ZZo _| ny±Or H$s H$_r H¡$go ~mYH$ h¡ ? 

8. {H$Ýht VrZ gm_mÝ` ì`{º$Ëd {dH$mam| H$mo gyMr~Õ H$s{OE & 

9. MS PowerPoint   

10. EH$ òmoV h¢ ?  

11. ñd-àoaUm © h¡ ? (Xmo H$maU gyMr~Õ H$s{OE) 

 

5 3 20  30   3 2=6 
 
12. Am{VÏ` CÚmoJ  eãX go Amn ?  

13. \«§$Q> Am°{\$g H${_©`m| H$s {H$Ýht VrZ Amdí`H$ {deofVmAm| H$mo g§jon _| g_PmBE &   

14. ?  

15. ?  

16. B©H$mo-Qy>[aµÁ ?  

 

3 2 30  50   2 3=6 

17. _Ü`_ dJ© Ho$ hmoQ>b Ho$ \«§$Q> Am°{\$g {d^mJ H$m EH$ g§JR>ZmË_H$ T>m±Mm ~ZmBE & 

18. [an-Am°\$  J«mhH$ go Amn  ?  

19. BH$mo-[agm°Q>©  H$mo B©H$mo-AZwHy$b  B©H$mo  ? 
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SECTION-B 

(Subjective Type Questions) 

Answer any 3 questions out of the given 5 questions on Employability Skills. 

Answer each question in 20  30 words each.  3 2=6 

7. How is shortage of capital a barrier in becoming an Entrepreneur ? 

8. Enlist any three common personality disorders.  

9. Mention the advantages of using MS PowerPoint. 

10. What motivates an entrepreneur ?   

11. Why is self-motivation important ? (List two reasons) 

Answer any 3 out of the given 5 questions in 20  30 words each.  3 2=6 

12. What do you understand by the term ospitality Industry ?  

13. Briefly explain any three essential characteristics of front office personnel.  

14. What are the main modes of reservation ?   

15. Why is security department important in hotels ?  

16. What are the benefits of Eco-tourism ?  

Answer any 2 out of the given 3 questions in 30  50 words each. 2 3=6 

17. Draw an organisational structure of front office department of a medium 
sized hotel.  

18. What do you understand by ip-off  customer ?  

19. What makes an Eco-resort  -friendly ? 
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5 3 50  80   3 4=12 

 

20. hmoQ>b _| do H$m¡Z-go joÌ h¢ Omo amOñd CËnÞ H$aVo h¢ ?  

21. \«§$Q> Am°{\  ? 

22. gm_mÝ` MoH$-  h¡ ? 

23. o Mm{hE &  

24. eÌwVmnyU© `m AmH«$m_H$ A{V{W H$mo H¡$go g§̂ mbZm Mm{hE ? 
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Answer any 3 out of the given 5 questions in 50  80 words each. 3 4=12 

20. What are the areas in a hotel that generate revenue ?  

21. What are the functions of the front office ? 

22. What are the steps involved in general check-out procedure ?  

23. Mention the important security measures that every hotel should have. 

24. How do you handle a hostile or aggressive guest ?  

 


