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Please check that this question paper contains 8 printed pages.

Code number 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 31 questions.
Please write down the Serial Number of the question 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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General Instructions :

(i) This question paper contains 31 questions out of which the candidate
needs to attempt only 23 questions.

(it)  Question paper is divided into two sections :

I. SECTION A

e  Multiple choice questions/Fill in the blanks/Direct questions :
contains total 12 questions of 1 mark each. Answer any
10 questions.

e Very short answer type questions : contains total 7 questions
of 2 marks each. Answer any 5 questions.

e Short answer type questions :@ contains total 7 questions
of 3 marks each. Answer any 5 questions.

II. SECTION B

e Long answer/Essay type questions : contains total 5 questions
of 5 marks each. Answer any 3 questions.
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SECTION A
Multiple Choice Questions (1 Mark each)

febg @@ yo41 & 3T o7 |

Answer any ten questions.

1.

97

e <6t i R

(%) E T AGH-TGH

(@) I a e safraai & g e &1 JEH-IgH
(M () K (@)

(%) ST 9 B T

Communication can be defined as

(a)  Transfer of information

(b)  Exchanging of message between two more persons
(c) Both (a) and (b)

(d)  None of the above

FER o YeTd HEeh H A lfgd &

() & (@) @A
() wTedekat (=) Iuge aeft
Basic components of communication include
(a) A context (b) A source
(c) A receiver (d)  All of the above
= T TS T A FdT3T |
() it (@) wEed
(W) s (7)) s
Name the capital of China.
(a)  Beijing (b)  Brussels
(c) Bogota (d) Brasilia
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What is the currency of Bangladesh ?

(a)  Peso (b)  Dram
(¢) Taka (d) Dollar
freaffad 4 @ sF-a1 TR wRes %1 @ie g ?
(%) sA (@) sQ
(M) SK (a) S5
Which of the following is the code of Singapore Airlines ?
(a) SA b))  SQ

() SK (d S5
TITES THIS o 70 SR foharm SiTar 8

(%) @A

(@) feeste

() HEu-g THRS IATE (TS

(|7) 3wt

Hygienic cleaning can be done by
(a)  Soap

(b)  Detergent

(c) Micro-biocidal product

(d)  All of the above

TN 92 W AR hl R ¥ Fyed & fu 3w sRiey & syt |
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(&) TRmeEm (@) wgTferan

(M)  SHME (F) &HI SR

Which quality should a front office staff possess for handling rush of too
many guests at the reception counter ?

(a)  Etiquette and manners (b)  Patience

(c) Honesty (d)  Punctuality
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Which section of front office is responsible for exchanging foreign
currency ?

(a)  Travel Desk (b)  Concierge
(e) Cash and Bills section (d) Bell Desk

3T HATA TIHFT 1 TI@ I BT 8 ?
(%) TEEH 3 BT TaTH

(@) o wETaY Tde®

(M) SIh AR

(F) o HEGE J6U®

Who heads the front office department ?
(a)  Assistant Front Office Manager

(b)  Front Office Supervisor
(¢)  Duty Manager
(d)  Front Office Manager

_ BRA % U HATAY 1 SATTERES T g S AR o1 ARSH,
IrarETd 3 3= nfafaiRE ° amee Tonfud ar g |

(%) <@ (HEHES) (@) s.d.t.uem.

() U™ g (") 9 afdm

The of a hotel is a front office professional who coordinates
guests’ entertainment, travel and other activities.

(a)  Concierge (b) EPBX

(c) Business centre (d)  Porter service
Hirdae Ttk et &t F o foTT = ° @18 It ®
(%) Thex (@) WR

(M) e (&) Dew

Compact Disk is used to data.

(a)  Filter (b)  Store

(c) Remember (d)  Sort
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(7) e welt
The usage of computer helps in
(a)  Accuracy of data
(b)  Error free processing
(c) Easy to make changes in data
(d)  All of the above

Very Short Answer type Questions (2 Marks each)
At &g 3T U9 (TAH 2 37h)

febgt wier 3971 & 3 5T | 2x5=10

Answer any five questions.

13. “H9R M%AdTr ¥ AR FIT dIcdd & ?

What do you understand by “Communication Failure” ?

14. “TARITeT’ 3eg hl AT hIT |

Explain the term “Encoding”.

15. HUER-YS 934 o fohral o1 ATHI <l T TART |

Enlist any four benefits of reading newspaper.

16. Tafya IcUTel & Hagq v & fIT TARR-UT & H8 T § AR ST Hehdl § 2

How can newspaper be used for promoting various products ?

17.  reet § T w A A e 3 o g i e 2 2

Why is grooming an important aspect for all the hotel employees ?

18. Tl shifHenl o TN SHTeraTTd To=sdT ST WA AT ATITH & ?

Why is it necessary to maintain personal hygiene ?
19. Bied Arel i fohral o foRarati it g sHET |
Enlist any four features of hotel lobby.
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Short Answer type Questions (3 Marks each)
Y I I (T 3 3h)

fab=g1 aier yo=1 & 3w o | 3x5=15

Answer any five questions.

20. feumfl =R i gty dfSw |

Define Two-way communication.

21. UGl TER T HAYE! FER o o9 A< Jasy |

Differentiate between Downward communication and Upward
communication.

22. 3 HEIGY UM § R A wiHA & T S-S YHR & B
qTeh! 1 3T hHITT |

State the different hygiene standards for female staff of front office

department.

23. 3T S H HRIG J6Y HHAT o fohal ©8 g3 YHT AHhI I 3@ HIT |

State any six hair grooming standards for front office male staff.

24, 3T HEGI HHA % [T SR JHET H I TR N e TR0 Al Hl
AT U7 AT HET ATl 8 2
Why is high sense of personal grooming and sharp memory considered as
an essential quality for a front office staff ?

25. 3T HEATAA TN o He-31T%-g1-F3H ITIUTT o T HIF-8 U 14 & 2

Which sections come under the front-of-the-house section of front office
department ?

26. 3iTehg AT FIAT o & 3T~ FaTSC |

Differentiate between Data and Information.
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SECTION B

Long Answer/Essay Type Questions (5 Marks each)

fabgt i 3971 & 3T a7 | 3x5=15

Answer any three questions.

27. “om wATAE Ul % T ETER-u e S it %1 v gameye o g |7
FIT Y TEHT & ? 39 3T o TH H DI IR HROT ST |

“Newspaper is an important tool of learning process for the front office
professionals.” Do you agree ? Give any four reasons in support of your
answer.

28. 300 %H % BIIA & U HRETAH [IHTT I Teh HISATH IS 918T |

Draw an organisational chart of front office department of a hotel having
300 rooms.

29. e AR o Ffcifad STwmT o fohegl 9ia it <hl F SHST

(%) T@EH
(@) Uewleai 3=
(M) w&ra

List any five functions of the below mentioned sections of front office :
(a)  Concierge
(b)  Cashier’s Desk

(e) Reservation

30. Bt ST H el shi fient i GET § wwesy |

Briefly explain the role of computers in the hotel industry.

31. I % ITA A 39 B el fafie gift & wa § wwemsv |

Briefly explain the various disadvantages of using computers.
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