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GENERAL INSTRUCTIONS TO THE EXAMINEES :
(1) weeff mayem 379 I3 -u W AHTeh Jrfard: o |

Candidate must write first his/her Roll No. on the question paper
compulsorily.

2) weft I3 & AR B |

All the questions are compulsory to attempt.

(3) T T T I I TS ST-TIeh H & ford |

Write the answer to each question in given answer-book only.
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SECTION - A

gl 1T T : T E. 18 16 T |

Multiple Choice Questions : Q. Nos. 1 to 16. (16 x 2= 18)

T w1 o I 1 T fareheq 5o it I -Yfept | foTRaw

Select the correct answer of following questions and write in the answer-book :

1. afoes e % we 8
(31) Afafer wgfe @) Afafr 6 cgare

() 3IHE JaT TGH HEAT (@) IuTreRd Tt

The goal of the Hospitality Industry is
(A) Guest satisfaction (B) Care of the guest

(C) Providing excellent services (D) All of the above Ya

2. TS hirad ST 1 YTATHH BlHT FAT 8 ?

(37) e T (®) R Egfe

(@) 3cTg <hl T[UTET (€) T g A&l

What is primary focus of customer centric service ?

(A) Customer satisfaction (B) Employee satisfaction

(C) Product quality (D) None of the above Ya
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3. Hclld'éll‘lﬁ‘-lﬁ‘-llvlﬂcllm 3‘|I‘C|{U|7=|'7[_°P:|T3:[9j% ?

(37) TITEehI hl STEXAT ohl TSRS T |

(@) TSRl SR TR A SRl SGH ST |
(@) HRHTT BT bl TRt & |

(T) UTEhI G TS FIER T |

What does hospitable conduct involve in a service industry ?
(A) Ignoring customer needs.

(B) Providing a warm and welcoming atmosphere.

(C) Prioritizing personal task.

D) Treating customers poorly. %
(D) g poorly

4. AEEReh Fana | fofit 3R 31 Taesfierdr foha =fiw S agar ¢t 7 7

(37) HeHE (%) TEHE

(@) e 3R fafawm (@) THHBETE

What does gender and age sensitivity promote in vocational services ?

(A) Discrimination (B) Inequality

(C) Fairness and diversity (D) None of these Ya

5. ETeAl o foTu siifgen TvaeT i geat i AU & ?
(3) T HqfE SgH % ferg
() IR TR I HH B & foIg
(&) i % STIIR SURT I b & foT
(@) IS BT 9 i o ferg

Why is protecting intellectual property important for organisations ?

(A) To increase customer satisfaction
(B) To reduce employee turnover
(C) To prevent unauthorized use of creations

(D) To decrease brand reputation Ya
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6. TfeiRad & @ o A1 SAfthTa Wesdl ST T@H 61 Uh T U2 & 7
(31) TSI U & U T (§) <idl bl AT T & S BT
@) Frafa s @ e = s (3) A A

Which of the following is a key component of maintaining personal hygiene ?
(A) Wearing the same clothes daily =~ (B) Brushing teeth irregularly

(C) Taking bath regularly (D) Ignoring handwashing Y

7. TEESdl 9 W o fore 3w fopu e fewy A dufera % freamor w6 3faa adet @
7
(37) 3% B WHH A | (@) ITHeCHHEH G |
@) 3% HEAHS WH B | @) T BRI

What is the proper way to dispose of used tissues or napkins for maintaining
cleanliness ?

(A) Throw them on the floor (B) Dispose them in a trash bin

C) Leave them in public places D) None of these %
©) p p (D)

8.  hRI-TUS Y& o T | IS o1 o 3 7

(37) ARETA TU=T TRt (@) 3fa A fsaed

@) ET LT ITH (€) TSI U ATEShR

What does PPE stand for in the context of workplace safety ?

(A) Personal Pizza Equipment (B) Proper Protocol Execution

(C) Personal Protective Equipment (D) Public Property Exclusion Ya
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9. HR-TUA W BRI-TRI TRl A1 g1 8 W RUIE AT Fi Hgwqui & ¢

(37) QI I G T (§) 3H TH T

(5) HUET U H G T (8) T A HIE T

Why is it important to report even minor injuries or accidents at the workplace ?

(A) To blame others (B) To keep it a secret

(C) To improve safety measures (D) None of these Ya

10. F=ffEd o € M HiRgs T=R 1 T ¢ 7 7

(37) HEER-A @

(§) M HA (@ -5

Which of the following is an example of verbal communication ?

(A) Newspaper (B) Letter

(C) Phone call (D) e-mail Ya

11. S8 | I 7 HE-TIA T Teh N-Hifgsh dar T8 & ?
(37) ST hd T9F S | gIY T (§) HeM T | 91 BT
(@) HeaseT (@ T o forg fo 1 et g
Which of the following is not a non-verbal communication at the workplace ?
(A) Keeping hand in pocket while talking
(B) Speaking at a moderate pace
(C) Sit straight
(D) Tilting the head slightly to listen Y
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12. = d 9 = 91 999 y9uH 1 3fd e ?

(31) <fes T Frieft s (F) T T BRI - TET

(@) T 9 HR ol BT (€) 3IWIh Aot

Which of the following is a proper example of time management ?

(A) Making a daily schedule (B) Arriving at workplace on time

(C) Completing work on time (D) All of the above Y

13. gierd 3tiaetred o -<F gifead s o fofu S1meh! s st =nfee ?
(31) 3T HER I TATeh W |
(§) ohiSe oIS AT e foramur Sharet Lfdrd JedTgel W T |
(@) TA-915E HT YA R |
(@) I Ef

What should you do to ensure secure online transactions ?

(A) Keep your computer locked
(B) Provide credit card or bank details only on secure websites
(C) Use anti-virus

(D) All of the above Ya

14. T TS IS § I g1 <MMET ?
(31) Had R () T 3R Ty hied
@) Tereht st 1AM () I, T 3TN Ty higed
What a strong password should contain ?
(A) Only letters
(B) Numbers and special characters

(C) Name of a person

(D) Letters, numbers and special characters Ya

V-106 (D&D)



7
15. e I 3191 I HE TATd 8, Al F a1 T L 8 ?

(31) T <h STTSTIHATAT <hl gt
(@) T T fom
(d) 99 i Heg

(@) I I LT

What entrepreneurs don’t do when they run their business ?
(A) Fulfil customer needs (B) Destruction of local materials

(C) Help society (D) Creating jobs

16, €I TP g fope wmeh e wrex feg o & 7

(3 17 () 18

& 15 (< 20

How many sustainable development goals have been given by the United
Nations ?

(A) 17 (B) 18

(©) 15 (D) 20

g -9
SECTION - B
3t ST (ST o I Weh I1sg A1 b Uk 0 ST |) I €. 17 | 24 76 |

Very Short Answer Type Questions (Write the answers of the questions in one

Y

Y

word or in one line.) Q. Nos. 17 to 24. Bx=4)

17. HEHH"WIISI“I AT EFTQEBW%'F@'Q |

Write one benefit of hospitable conduct.

Y
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18.

19.

20.

21.

22.

23.

24.

8
o 37 317y HagiieT T 31T ST <his Teh o1y forfaw |

Write any one advantage of gender and age sensitive practices.

Trerfires fafercar fore O WA 91t forgl €1 g o1 9 ferfgu |

Name any two items that should be kept in a First Aid Kit.

HACCP &1 %t %1 ferfa |

Write the full form of HACCP.

T-Tiflges T=R &1 Tk 3ere foifay |

Write one example of non-verbal communication.

TTE T4 1 hIs Teh o1y foTfRam |

Write any one advantage of stress management.

HIET H BTSel U i o ToTu formt Siidene sht st 3w fokan Siran & 2

Which shortcut key is used to paste a file in the computer ?

ket IR o foheft wep 1ot =Rl ferfa |

Write any one quality of successful entrepreneurs.
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25.

26.

27.

28.

29.

30.

9
Qg -4

SECTION - C

TETICH I9 — T4 9. 25 | 32 o I foTRa | (3165 €T : 50 91sg)

Short Answer Type Questions — Write the answers of the Q. Nos. 25 to 32.

(Word limit : 50 words) B x1%2=12)
TTEeh ol TRHTIYT <hIfST |
Define Customer. 1%

3T o fepegl i =gl ol ford |

Write any three components of hospitality. 1Y
Sifgeh TueT TR (IPR) % He i ford |
Write the importance of Intellectual Property Rights (IPR). 1

@M o GUETT 3T TG Heh T o ToTg a1 AT =mfag ?

What should we do to keep food safe & contaminant free ? 1Y
399 HER ! TRATING |
Define visual communication. 1Y

& —SITEehdl & 39 1 q99d & ?

What do you mean by self-awareness ? 1Y
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31. R T hHI-HTE HT AT YA R ?

What is the use of keyboard in computer ? 1Y

32. HER sk o it awi &1 forfgu |

Write the various elements of communication cycle. 1Y

TUg — ¢

SECTION -D

Te=erTenes T — U 9. 33 ¥ 35 o IR faIRaT | (3ree ST : 150 3s2)

Long Answer Type Questions — Write the answers of the question nos. 33 to 35.

(Word limit : 150 words) Bx2=6)

33, 3T e H Sfhd Tesdr 3T YiHT o1 =1 Hed g ¢ foram & 9ol i |

What is the importance of personal hygiene and grooming in hospitality
industry ? Explain in detail. 2

JYAT/OR
IR Tl YT o STIAR BT 9 & dTd =0T ol ford |

Write seven steps of proper hand washing as per personal hygiene practices. 2

34, WM AR W TTEHI hl TG 3R TR Sl Tl it arel fafi=T sRent i
ST e |
Explain various factors affecting customer choices and preferences in general. 2

JEUOR
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Hre feu U uTgeRl o YRR <hl S .

(a) THIGR UTEH
(b)  TTAIHAT YT ATEh

Explain the below mentioned type of customers :
(a) Loyal customers

(b) Need based customers

35, fafi=r veer & Hiftges G o 9uH =t |

Explain various types of verbal communication.

FASATOR
el G <kl ot srensti 51 9o ot |

Explain various barriers to effective communication.
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