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General Instructions :

(i)
(i1)

(iii)

(iv)

(v)
(Vi)

(vii)

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
(1) Which of the following is not a stage of active listening ?

(A) Receiving
(B) Understanding
(C) Not-responding

(D) Evaluating

334/S 3 P.T.O.
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(i)

(iii)

(iv)

)

(vi)

Stress can be managed by :
(A) Staying positive

(B) Being underconfident
(C) Overthinking

(D) Over-eating

How can personality disorders be overcome ?
(A) By being alone

(B) By stressing out

(C) By engaging in hobbies

(D) By being shy

A is an arrangement of cells in a vertical manner.
(A) Row

(B) Column

(C) Cel

(D) Table

Which quality is required for becoming a successful entrepreneur ?
(A) Self-confidence

(B) Laziness

(C) Indecisiveness

(D) Carelessness

Organic gardening and farming prevent :
(A) Soil contamination

(B) Soil erosion

(C) Soil compactness

(D) Soil loss
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2. Answer any 5 out of the given 7 questions. SxI=5

(1) A hotel chain is :

(A) Hotels connected to each other

(B) Hotels in difficult centers/part of the country
(C) Part of a group with hotels in different locations
(D) Small hotels

(1) Which is not an appropriate thing to say before transferring a call ?
(A) “Thank you, I’ll connect you.”
(B)  “I'll transfer you now.”
(C)  “My pleasure to connect your call.”

(D)  “Allow me to transfer your call.”

(ii1))  Which department is responsible for repairing and maintenance of the
various equipment, furniture and fixtures installed in a hotel ?
(A) Engineering
(B) Security
(C) Learning and Development

(D) Finance

(iv)  Overbooking is :
(A) Assigning more rooms per guest.
(B) Ensuring the hotel achieves the maximum rate per room.
(C) Determining the number of rooms that are available for sale.

(D) The process of selling more rooms than are actually available.

(v)  Ifthe guest’s preferred room is not available, then what should you do ?

(A) Ask the guest to leave
(B) Tell them about better hotels
(C) Allot alternative room

(D) Refuse their request

334/S 7 P.T.O.



334/S

(vi) I-Eft it tfires gefara & 2
(A)  HIST it
(B) 3
(©) FeTRFS
(D) wElae it
(vii) gehI-gdeT EE:CIRCE
(A)  3TTfeleh e
(B) forftar yomedt
(C) Pl
(D) 3-HHE

feu e 7 9yt o 9 fohell 6 o I v | 6X1=6
(i) T L 6T RO FT7ET & 2

(A) SUR

(B) defam

(C) TR

(D) UETEh & o ey

(ii) The STTRE SHiHAT hl HEHET ol 3ok ATH H Haled i | Hag
FTT |

(A)  rifer B) frshratere
(C) EER IR (D) T3 ITEeRa
(i) AH-3TT FicA & foTU 3Tt fferlaa 7 @ avft w1 = =nfee, e
(A)  ATATY o JUATH T FANT HEAT
(B) TR Gteh @HT W AT &9 § ofoh-3T7 hict AT
(C)  3fafer st Sfcifsham g 3t Seftat et
(D) U g faars fevuuft st st st
8




334/S

(vi)  Which key is more secure ?
(A) Manual Key
(B) E-key
(C) Internet Key
(D) Multiple Key
(vii)  Eco-tourism relates to
(A) Economic system
(B) Financial system
(C) Nature
(D) E-commerce
Answer any 6 out of the given 7 questions. 6x1=6
(1) What is not a reason for travelling ?
(A) Trade
(B) Pilgrimage
(C) Social
(D) To be isolated
(i1) will help Front Office personnel to address guests by their
names.
(A) Calmness (B) Salesmanship
(C) Communication skills (D) Good memory
(i11)  For wake up calls, you must do all the following except :

(A) Use the guest’s surname
(B) Make the wake-up call personally at the exact time requested
(C) Wait to hear response from the guest

(D) Use a pleasant parting remark

9 P.T.O.
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(iv)

)

(vi)

(vii)

Which of the following things are expected from a good front office

associate ?

(A)
(B)
©
(D)

Knowledge of organizational procedures
Convincing the guest to stay in the hotel
Both (A) and (B)

Rude behaviour towards guests

How can you provide appropriate product and services to guests ?

(A)
(B)
©
(D)

By understanding guests’ expectations
By asking too many personal questions
By going against company’s policies

By not listening to them properly

Which of the following is not a security equipment ?

(A)
(B)
©
(D)

CCTV
Emergency key
Fire alarm

Bomb

Which is a characteristic of Eco-hotels ?

(A)
(B)
(©)
(D)

Using renewable energy sources like solar or wind energy
Using toxic cleaning agents
Using synthetic bedsheets

Using more plastic

11
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Answer any 5 out of the given 6 questions. SXxI=5

(1)

(ii)

(iii)

(iv)

A place, where a bonafide traveller can receive food and shelter and he

pays in lieu of the availed services is :

(A)
(B)
©
(D)

House
Hotel
Hospital

Home

What quality should a telephone operator possess ?

(A)
(B)
©
(D)

Anxiousness
Rudeness
Clear speech

Shyness

Effective communication within the department helps in :

(A)
(B)
(©)
(D)

Incoordination
Misunderstanding
Employee morale and job satisfaction

Unproductiveness

PMS stands for

(A)
(B)
©
(D)

Product Monitoring System
People Management Software
Property Management System
People Monitoring System
13 P.T.O.
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)

Find the odd one out.
(A)  Guest room key
(B)  Master key

(C)  Emergency key
(D)  Plastic key

(vi)  Determine the type of complaint : “Why is a bell person not there to help
me with my luggage ?”
(A)  Mechanical
(B)  Attitudinal
(C)  Service-related
(D)  Unusual
Answer any 5 out of the given 6 questions. 5x1=5
(1) Lodging places in Europe and Asia Minor were called :
(A)  Mansions
(B)  Phatnals
(C)  Relay houses
(D)  Sarais
(i)  Which of the following areas of a hotel has the greatest amount of guest

contact ?
(A)  Reservations
(B)  Housekeeping
(C)  Front Office
(D)  Food Production
15 P.T.O.
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(iii)

(iv)

)

(vi)

Bell desk is the section of

(A)
(B)
©
(D)

Security
Engineering
Sales

Front Office

Which of the following should a good Front Office Associate not

consider ?

(A) Company’s targets

(B) Importance of punctuality
(C) Work output requirements
(D) Background of guests

Which of the following is a fire hazard ?

(A)
(B)
©
(D)

A customer who will voice complaint loudly is called :

(A)
(B)
©
(D)

Cigarette
Furniture
Guests

CCTYV camera

Meek customer
Rip-off customer
High-roller customer

Aggressive customer

17
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Answer any 5 out of the given 6 questions. 5x1=5

(1)

(i)

(iii)

(iv)

)

(vi)

When people visit a foreign country it is known as :
(A) Inbound tourism (B) Outdoor tourism

(C) International tourism (D) In-house tourism

_department is to provide food and drinks service to hotel

guests.
(A) Food and Beverage Service (B) Food and Beverage Production
(C) Both (A)and (B) (D) Housekeeping

The status of a group’s reservation changes from blocked to booked as :
(A) The cut-off date approaches (B) The cut-off date passes

(C)  Group members reserve rooms (D) Group members cancel rooms

S.0O.P. stands for :
(A) Standard Operating Procedure

(B) Standard Out Point
(C) Set of Procedures

(D) Standard Outcome Programmer

Which of the following helps to identify risky areas ?

(A) Blue arrows (B)  Safety signage

(C) Danger signs (D)  Green lights

Which quality must Front Office personnel have while handling guest
complaints ?

(A) Patience (B)  Eye for detail

(C©) Good grooming (D)  Anxious personality

19 P.T.O.
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SECTION B
(Subjective Type Questions) (30 Marks)

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

question in 20 — 30 words : 3X2=6

7.  Briefly explain the importance of active listening.

8.  Enlist any three techniques that can help to maintain a positive outlook in the long

run.

9. What does BIOS stands for ?

10. Enlist any two environmental barriers related to entrepreneurship.

11. What steps should be followed to reduce the amount of waste in industries ?

Answer any 3 out of the given 5 questions in 20 — 30 words each. 3X2=6

12. Write a short note on the development and growth of hotel industry in India.
13. Mention the Do’s and Dont’s of telephone etiquette.

14. Which departments of hotels are typically classified under supporting
departments ?

15. What is a master key ?

16. Mention the importance of Ecotel.

334/S 21 P.T.O.
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Answer any 2 out of the given 3 questions in 30 — 50 words each. 2X3=6
17. What are main sections of a Front Office department of a hotel ?
18. What are the four major GDS ?

19. What is a “Rip-off complainer guest” ?

Answer any 3 out of the given 5 questions in 50 — 80 words each. 3X4=12

20. Explain the importance of Reservation section in the Front Office department of a
hotel.

21. Enlist the different functions performed by the Front Office department of a hotel.
22.  Which security tools are used in the hotel ? Explain.
23. Explain the importance of “Fire Exit maps” in hotels.

24. What steps are to be adhered to in resolving guest complaints ?
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