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General Instructions :

(i)
(ii)

(i11)

(iv)

(v)

(vi)

(vii)

334

Please read the instructions carefully.

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

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

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.

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

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.
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)
Answer any 4 questions out of the given 6 questions on Employability
Skills. 4x1=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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(a) 3G E

(b) ufseaati @

(c) Tl ¥

(d) IHE aeft

qeheleh @I o ToTT ITANT <hl S Tl SMeehe hofl hiH-HT g ?

(a) Shift +S

(b) Ctrl+0O
(c) Ctrl+C
(d Ctrl+X
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Motivation is derived from the word _

(a) Motile
(b) Motive
(¢) Motion

(d) None of the above

A attitude makes a person happier and helps build and
maintain relationships.

(a) Negative

(b)  Positive

(c) Open

(d) None of the above

A__ isan arrangement of cells in a horizontal manner.
(a) Row

(b)  Column

(c) Cell

(d) None of the above

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
(¢) Services

(d) All of the above

Which is the shortcut key used to open an workbook ?
(a) Shift + S

(b) Ctrl+0O
(c) Ctrl+C
(d Ctrl+X
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2. Answer any 5 out of the given 7 questions. 5x1=5
(1) 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
(¢) 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
(¢)  Auditor
(d) Both (a) and (b)
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(a) HIEX
(b)  SAUTARIAE
(c) Afafy ey i
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(a) qH
(b) BifeRfadt
(c) 9IMEAT
(d) <l

(ii) EPABX I qUf &9 % :
(a) Electronic Public Automatic Branch Exchange
(b)  Electronic Private Automatic Branch Exchange

(c) Electrical Private Automatic Branch Exchange
(d) None of the above
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(a) F&B@fdg
(b) e AHH
(© (a) 3 (b) S
d) TR
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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

(¢) Eco tourism
(d) All of the above

3. Answer any 6 out of the given 7 questions. 6x1=6

(1) _ refers to the relationship between a guest and a host.
(a) Charity
(b) Hospitality
(c) Travelling
(d) Generosity

(ii))  The full form of EPABXis :
(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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(vi) CCTV %I U 9 2 :
(a) Closed-Camera Television
(b) Compresed-Circuit Television
(c) Closed-Compressed Television

(d) Closed-Circuit Television
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(a) T TR i TR T
(b) EAHIT GERicAl h S HelgTsiardm
(c) - ISRLUIT HETEAT T A ITAM

(@) 39U Tt
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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
(¢) 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

(¢) Less use of renewable resources

(d) All of the above
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4, Answer any 5 out of the given 6 questions. 5x1=5
(1) 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

(¢) Both (a) and (b)

(d) None of the above

(i1)  Quality of Telephone Operator includes :
(a) Distinct speaking
(b)  Attentiveness
(¢)  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 I U 9 F1 8 ?
(a) Global Distribute System
(b)  Global Distribution System
(¢)  Globally Distribution System
(d) Globally Distributed System

(vi) H&aT TaumT s Y@ i g g ?
(a) T OISR
(b) YGL&I JauH
(¢) L&D a9
(d) #HH Jeg®

5. feu U 69w § © fohegl 5 991 o I AN ; 5x1=5

(i) 9 i3 oAk I AT &, SHH HRIT ATHA &
(a) AIEE
(b) HASH
(c) e =m
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(i) 9 AT HS GaTAl ¥ T ol ad & AN T o HHATRAN o T
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(a) Afafy fEeprd
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(c) (a) 3 (b) T
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What is the full form of GDS ?

(a) Global Distribute System

(b)  Global Distribution System
(c)  Globally Distribution System

(d) Globally Distributed System

Who is the head of Security Department ?
(a) Safety Manager

(b)  Security Manager

(c) L&D Manager

(d) Maintenance Manager

Answer any 5 out of the given 6 questions. 5x1=5

1)

(i1)

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

(b)  Recreation

(c) Pilgrimage

(d) All of the above

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

(¢) Both (a) and (b)

(d) None of the above
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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) Determine the type of complaint : “Why isn’t there a bellhop to
help me with my luggage ?”
(a) Mechanical
(b) Attitudinal
(¢) 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. 5x1=5

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

(a) Leela
(b) Taj
(¢) Lalit

(d) Marriott
334 Page 17 of 23 P.T.0.



334

(i1)

(iii)

(iv)

(v)

(vi)

EYE
B

fafafaa 0 9 forg fesn-fads =61 urem afafy <hY frerra st gaTeq <
SR g7 Toram ST TehdT B 2

(a) ToFT %eprae, TR < W19 Ju=d AT |

(b) e fe@mn R fSeprrat =t Tefiar | oA |

(¢) et oft 8@ 7 e | Ae W Afafyr ghen o g R
(@ 3fafsr & w1y sgE i S SR FET |
frfafaa # @ s St gleal il HEld 2 2

(a) JUTE GEEREEAr A

(b) THTEAT T HAfThad IT

(c) —IAGH % hl LI

(d) 3SHIHH T w7l

AT I G €9 € @led _ HAIH™ I AT HHT 1T 3 |
(a) @A

(b) ITIYEh A

(© I

(d) gF-=RIUT

frefafaa & & swi-ar 1fafy % foeti & yram i fafy & i 2 2
(a) Shise HIS

(b) IaA Taid IR

(c) wpranre fafem

(d) 3T Gt

3T <! T ST Hehall @ :

(@) FAHGHHE Y

(b) 9 STeH §

(¢) 3o Fyepre @

(d) 3ITE af

Page 18 of 23



EYE
5

(i1))  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) Tryto 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

(¢) 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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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. 3x2=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. 3x2=6
12. What do you understand by the term ‘Hospitality 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. 2x3=6

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

18. What do you understand by ‘Rip-off’ customer ?

19. What makes an ‘Eco-resort’ ‘eco-friendly ?
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Answer any 3 out of the given 5 questions in 50 — 80 words each. 3x4=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 ?
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