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narjmWu H$moS >H$mo CÎma-nwpñVH$m Ho$ _wI-n¥ð 
>na Adí` {bIo§ & 
Candidates must write the Code on the 

title page of the answer-book. 

 H$moS> Z§.      

 Code No. 
  

amob Z§. 
Roll No. 
 

 

 

 ZmoQ>  NOTE 

(I) H¥$n`m Om±M H$a b| {H$ Bg àíZ-nÌ _o§ _w{ÐV 
n¥ð> 11 h¢ & 

(I) Please check that this question 

paper contains 11 printed pages. 

(II) àíZ-nÌ _| Xm{hZo hmW H$s Amoa {XE JE H$moS 
>Zå~a H$mo N>mÌ CÎma-nwpñVH$m Ho$ _wI-n¥ð> na 
{bI| & 

(II) 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. 

(III) H¥$n`m Om±M H$a b| {H$ Bg àíZ-nÌ _| 
>39 àíZ h¢ & 

(III) Please check that this question 

paper contains 39 questions. 

(IV) H¥$n`m àíZ H$m CÎma {bIZm ewê$ H$aZo go 
nhbo, CÎma-nwpñVH$m _| àíZ H$m H«$_m§H$ 
Adí` {bI| & 

(IV) Please write down the Serial 

Number of the question in the 

answer-book before attempting it. 

(V) Bg  àíZ-nÌ  H$mo n‹T>Zo Ho$ {bE 15 {_ZQ >H$m 
g_` {X`m J`m h¡ &  àíZ-nÌ H$m {dVaU 
nydm©• _| 10.15 ~Oo {H$`m OmEJm &  
10.15 ~Oo go 10.30 ~Oo VH$ N>mÌ Ho$db 
àíZ-nÌ H$mo n‹T>|Jo Am¡a Bg Ad{Y Ho$ Xm¡amZ 
do CÎma-nwpñVH$m na H$moB© CÎma Zht {bI|Jo & 

(V) 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. 

’«§$Q> Am°{’$g g§MmbZ  
FRONT OFFICE OPERATIONS 

{ZYm©[aV g_` : 2 KÊQ>o   A{YH$V_ A§H$ : 50 

Time allowed : 2 hours Maximum Marks : 50  
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gm_mÝ` {ZX}e : 

{ZåZ{b{IV {ZX}em| H$mo ~hþV gmdYmZr go n{‹T>E Am¡a CZH$m g™Vr go nmbZ H$s{OE : 

(a) Bg àíZ-nÌ ‘| Xmo  IÊS h¢ — IÊS H$ : amoOJma H$m¡eb Am¡a IÊS I : {df¶ H$m¡eb & 

(b) IÊS> H$ : amoOJma H$m¡eb (10 A§H$) 

 (i) {XE JE 6 àíZm| ‘| go {H$Ýht 4 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 1 A§H$ H$m h¡ & 

 (ii) {XE JE 5 àíZm| ‘| go {H$Ýht 3 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 2 A§H$ H$m h¡ & 

(c) IÊS I : {df¶ H$m¡eb (40 A§H$) 

 (i) {XE JE 12 àíZm| ‘| go {H$Ýht 10 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 1 A§H$ H$m h¡ & 

 (ii) {XE JE 6 àíZm| ‘| go {H$Ýht 4 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 2 A§H$ H$m h¡ & 

 (iii) {XE JE 6 àíZm| ‘| go {H$Ýht 4 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 3 A§H$ H$m h¡ & 

 (iv) {XE JE 4 àíZm| ‘| go {H$Ýht 2 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 5 A§H$ H$m h¡ & 

(d) Bg àíZ-nÌ ‘|  39 àíZ em{‘b h¢ {OZ‘| go 27 àíZm| Ho$ CÎma XoZo h¢ & 

(e) g^r àíZm| Ho$ {deof ^mJ/IÊS> H$mo ghr H«$‘ ‘| H$s{OE &  

(f) A{YH$V_ g_` 2 K§Q>o h¡ &  

IÊS> H$  
 (amoOJma H$m¡eb)  (10 A§H$) 

{XE JE 6 àíZm| ‘| go {H$Ýht 4 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 1 A§H$ H$m h¡ & 14=4 

1. {ZåZ{b{IV _| go H$m¡Z-gm kmnH$ dm³¶ h¡ ? 1 

(A) ImZo Ho$ níMmV² XdmB© H$m godZ H$amo &  
(B) ‘oar Mm{~¶m± H$hm± h¢ ? 
(C) ‘wPo {gaXX© hmo ahm h¡ & 
(D) Vwåhmar narjm H$~ h¡ ? 

2. Ajam| H$mo ~moëS> Ed§ BQ>¡{bH$ ‘| ~ZmZo Ho$ {bE, Amn Ctrl Ho$ gmW H$s~moS>© na H$m¡Z-go ~Q>Z 
X~mE±Jo ? 1 

(A) gr Ed§ ~r 
(B) dr Ed§ AmB© 
(C) ~r Ed§ AmB© 
(D) nr Ed§ ~r  
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General Instructions : 

Read the following instructions very carefully and strictly follow them : 

(a) This question paper consists of two sections viz. Section A : Employability 

Skills and Section B : Subject Skills.  

(b) Section A : Employability Skills (10 Marks)  

 (i) Answer any 4 questions out of the given 6 questions of 1 mark each. 

 (ii) Answer any 3 questions out of the given 5 questions of 2 marks each. 

(c) Section B : Subject Skills (40 Marks)  

 (i) Answer any 10 questions out of the given 12 questions of 1 mark each. 

 (ii) Answer any 4 questions out of the given 6 questions of 2 marks each. 

 (iii) Answer any 4 questions out of the given 6 questions of 3 marks each. 

 (iv) Answer any 2 questions out of the given 4 questions of 5 marks each. 

(d) This question paper contains 39 questions out of which 27 questions are to be 

answered. 

(e) All questions of a particular part/section must be attempted in the correct 

order. 

(f) The maximum time allowed is 2 hours.  

 

SECTION A 

      (Employability Skills) (10 Marks) 

Answer any 4 questions out of the given 6 questions of 1 mark each. 14=4 

1. Which of the following is a declarative sentence ?  1 

(A) Take the medicine after meal. 

(B) Where are my keys ? 

(C) I have a headache.  

(D) When is your exam ? 

2. To make the letters appear bold and in italics, which buttons will you 

press on the keyboard with Ctrl ? 1 

(A) C and B 

(B) V and I 

(C) B and I 

(D) P and B 
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3. g‘¶ H$m à~§YZ H¡$go {H$¶m Om gH$Vm h¡ ? 1 

(A) dV©‘mZ ‘| OrZo go 
(B) AnZo-Amn H$mo ì¶ñV aI H$a 
(C) g‘¶-gmaUr ~ZmH$a 
(D) gH$mamË‘H$ gmoM  

4. ’¡${~¶Z CÚ‘r (Fabian Entrepreneur) {H$go H$hVo h¢ ?   1 

dh Omo 

(A) Ambgr hmo 
(B) ~XbZm Z Mmho 
(C) ZdaMZm H$mo AnZm bo 
(D) gh¶moJ Z Xo  

5. h‘ AnZo J«h H$mo dm¶w àXÿfU go H¡$go ~Mm gH$Vo h¢ ? 1 

(A) VoµO JmZo Z ~Om H$a  
(B) ßbmpñQ>H$ H$m à¶moJ Z H$aHo$  
(C) AZmdí¶H$ gm‘mZ IarX H$a  
(D) gmd©O{ZH$ ¶mVm¶mV H$m à¶moJ H$aHo$  

6. Zohm Ho$ ‘mVm-{nVm VbmH$ bo aho h¢ & dh {H$g Vah Ho$ VZmd go J«ñV hmo gH$Vr h¡ ? 1 

(A) ‘mZ{gH$ VZmd 
(B) Am{W©H$ VZmd 
(C) gm‘m{OH$ VZmd 
(D) emar[aH$ VZmd  

{XE JE 5 àíZm| ‘| go {H$Ýht 3 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 2 A§H$ H$m h¡ & 23=6 

7. g§Mma Ho$ g‘¶ AÀN>m lmoVm ~ZZo Ho$ Mma gwPmd Xr{OE & 2 

8. VZmd à~ÝYZ Ho$ {H$Ýht Mma VarH$m| H$m gwPmd Xr{OE &  2 

9. H$åß¶yQ>a Ho$ aIaImd H$aZo Ho$ Mma gwPmd Xr{OE & 2 

10. CÚ{‘Vm (Entrepreneurship) Ho$ H$moB© Mma bm^ {b{IE & 2 

11. {H$Ýht Mma µJ¡a-ZdrH$aUr¶ àmH¥${VH$ g§gmYZm| Ho$ Zm‘ {b{IE &  2 
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3. Time management can be done by  1 

(A) Living in the present 

(B) Keeping yourself busy 

(C) Making a time table 

(D) Thinking positive  

4. Who is a Fabian Entrepreneur ?  1 

One who 

(A) is lazy 

(B) does not want to change 

(C) adopts innovation 

(D) does not cooperate  

5. How can we save our planet from air pollution ? By 1 

(A) not playing loud music  

(B) not using plastics 

(C) buying unnecessary things 

(D) using public transport  

6. Neha’s parents are going to get divorced. What kind of stress may she 

suffer from ?  1 

(A) Mental stress 

(B) Financial stress 

(C) Social stress 

(D) Physical stress  

Answer any 3 questions out of the given 5 questions of 2 marks each. 23=6 

7. Give four suggestions to be a good listener during communication.  2 

8. Suggest any four ways to manage stress. 2 

9. Give four suggestions to maintain a computer.  2 

10. Write any four advantages of entrepreneurship. 2 

11. Name any four non-renewable natural resources.   2 



 

  .97 6  

IÊS> I 
 ({df¶ H$m¡eb)  (40 A§H$) 

{XE JE 12 àíZm| ‘| go {H$Ýht 10 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 1 A§H$ H$m h¡ & 110=10 

12. ‘bo{e¶m H$s ‘wÐm ³¶m h¡ ? 1 

(A) [a¨{JQ>  
(B) ¶oZ 
(C) ~mQ> 
(D) S>m°ba  

13. ~opëO¶‘ H$s amOYmZr ³¶m h¡ ? 1 

(A) ~«goëg  
(B) {d¶Zm 
(C) n¡[ag 
(D) ~{b©Z 

14. {~«{Q>e E¶adoµO H$m E¶abmBZ H$moS> ³¶m h¡ ? 1 

(A) ~r.Eg. 
(B) ~r.E‘. 
(C) ~r.E. 
(D) E’$.~r. 

15. B©Q>mZJa {H$g amÁ` H$s amOYmZr h¡ ? 1 

(A) AéUmMb àXoe 
(B) Am§Y« àXoe 
(C) ‘Ü¶ àXoe 
(D) CÎma àXoe 

16. A{V{W¶m| H$s g‘ñ¶mAm| H$mo hb H$aZo Ho$ {bE ’«§$Q> Am°{’$g H${‘©¶m| ‘| H$m¡Z-gm JwU hmoZm 
Mm{hE ? 1 

(A) g‘¶ AZwHy$bVm  
(B) B©‘mZXmar  
(C) gVH©$Vm 
(D) Hy$Q>Zr{V ({S>ßbmo‘gr) 

17. hmoQ>b H$m àW‘ à^md ’«§$Q> Am°{’$g H${‘©¶m| Ûmam {Z{‘©V {H$¶m OmVm h¡ & Bg{bE CZ‘|  
H$m¡Z-gm JwU hmoZm Mm{hE ?  1 

(A) ghZerbVm  
(B) gwÝXaVm$ 
(C) gwé{MnyU© T>§J 
(D) ’w$VubmnZ 
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SECTION B 

      (Subject Skills) (40 Marks) 

Answer any 10 questions out of the given 12 questions of 1 mark each. 110=10 

12. What is the currency of Malaysia ? 1 

(A) Ringgit  

(B) Yen 

(C) Baht 

(D) Dollar  

13. What is the capital of Belgium ? 1 

(A) Brussels  

(B) Vienna 

(C) Paris 

(D) Berlin  

14. What is the airline code of British Airways ? 1 

(A) BS 

(B) BM 

(C) BA 

(D) FB 

15. Itanagar is the capital of which State ?   1 

(A) Arunachal Pradesh 

(B) Andhra Pradesh 

(C) Madhya Pradesh 

(D) Uttar Pradesh 

16. Which quality will help the front office staff to solve guest problems ? 1 

(A) Punctuality  

(B) Honesty 

(C) Alertness 

(D) Diplomacy  

17. First impression of a hotel is created by their front office staff. So which 

quality should they possess ?  1 

(A) Patience 

(B) Beauty 

(C) Well-groomed  

(D) Active  
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18. A{V{W`m| H$mo M¡H$-BZ H$amZo H$s {µOå‘oXmar {H$gH$s hmoVr h¡ ? 1 

(A) [agoße{ZñQ> 
(B) H$m°ÝgrAO© 
(C) ~ob S>oñH$ 
(D) H¡${e¶a  

19. goH«o$Q>o[a`b godm (g{Mdmb¶ godm) {H$gHo$ Ûmam CnbãY H$admB© OmVr h¡ ? 1 

(A) H$m°ÝgrAO©  
(B) Q´>¡db S>oñH$ 
(C) [aµOd}eZ 
(D) {~OZog g|Q>a 

20. A{V{W¶m| H$mo g§Mma H$s gw{dYm H$m¡Z XoVm h¡ ? 1 

(A) Q>obrµ\$moZ go³eZ  
(B) H¡${e¶a  
(C) Q´>¡db S>oñH$ 
(D) [agoßeZ  

21. H$åß¶yQ>a S>mQ>m H$åß¶yQ>a H$s _________ Ûmam V¡¶ma {H$¶m OmVm h¡ & 1 

(A) ’$mBëg (Files) 
(B) ’$moëS>g© (Folders) 
(C) gr.nr.¶y. (CPU) 
(D) hmS>© {S>ñH$ (Hard disk) 

22. 1 JrJm~mBQ> {H$VZo _oJm~mBQ> Ho$ ~am~a hmoVm h¡ ? 1 

(A) 1024 ‘ oJm~mBQ>  
(B) 1204 ‘ oJm~mBQ 
(C) 1000 ‘ oJm~mBQ> 
(D) 1042 ‘ oJm~mBQ> 

23. _________ H$åß¶yQ>a Ho$ Am§V[aH$ §̂S>ma H$m EH$ CXmhaU h¡ & 1 

(A) a¡_ (RAM) 
(B) >¶y.Eg.~r. (USB) 
(C) amo‘ (ROM) 
(D) Am§V[aH$ ~Zr hþB© hmS>© {S>ñH$ (Hard disk) 
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18. Who is responsible for check-in of guests ? 1 

(A) Receptionist 

(B) Concierge  

(C) Bell Desk 

(D) Cashier  

19. Secretarial services are provided by   1 

(A) Concierge  

(B) Travel Desk 

(C) Reservations 

(D) Business Centre  

20. Who provides communication facilities to the guests ?  1 

(A) Telephone Section 

(B) Cashier 

(C) Travel Desk 

(D) Reception  

21. Computer data is processed by the computer’s   1 

(A) Files 

(B) Folders 

(C) CPU 

(D) Hard disk 

22. How many Megabytes is equal to 1 Gigabyte ? 1 

(A) 1024 Megabytes 

(B) 1204 Megabytes 

(C) 1000 Megabytes 

(D) 1042 Megabytes  

23. _________ is an example of external storage of the computer.   1 

(A) RAM 

(B) USB 

(C) ROM 

(D) In-built hard disk  



 

  .97 10  

{XE JE 6 àíZm| ‘| go {H$Ýht 4 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 2 A§H$ H$m h¡ & 24=8 

24. H$_©H$m| H$mo A˜~ma n‹T>Zm Amdí¶H$ ³¶m| h¡ ? BgHo$ Mma H$maU ~VmBE & 2 

25. \«¢$H$, ¶yamo, [a¶mb Ed§ {Xah‘ {H$Z Xoem| H$s ‘wÐmE± h¢ ? 2 

26. EH$ [agoße{ZñQ> (receptionist) H$mo A{V{W¶m| Ho$ gmW ~mVMrV H$aVo g‘¶ H$m¡Z-gr Mma 
~mVm| H$m Ü¶mZ aIZm Mm{hE ? 2 

27. ’«§$Q> Am°{’$g Ho$ H$‘©Mm[a¶m| H$mo ì¶{³VJV ñdÀN>Vm H$mo àmoËgmhZ XoZo Ho$ Mma H$maU ~VmBE & 2 

28. ’«§$Q> Am°{’$g {d^mJ ‘| H¡${e¶a (cashier) H$s ^y{‘H$m H$s ì`m»`m H$s{OE & 2 

29. AmajU AZw^mJ Ho$ {H$Ýht Mma H$m`m] H$m CëboI H$s{OE & 2 

{XE JE 6 àíZm| ‘| go {H$Ýht 4 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 3 A§H$ H$m h¡ & 34=12 

30. ’«§$Q> Am°{’$g Ho$ nwéf H${‘©¶m| H$s {H$Ýht N>… J«yq‘J ñQ>¢S>S>© (grooming standard) H$m 
CëboI H$s{OE & 3 

31. ’«§$Q> Am°{’$g H$s ‘{hbm H$‘©Mm[a¶m| H$mo AnZo ZmIyZ gwÝXa aIZo Ho$ N>… gwPmd Xr{OE & 3 

32. ’«§$Q> Am°{’$g H${‘©¶m| Ho$ {bE emar[aH$ ê$n ‘| nyU©V¶m ñdñW ahZm A{V-Amdí¶H$ ³¶m| h¡ ? 

VrZ H$maU ~VmBE & 3 

33. hmoQ>b H$s bm°~r (lobby) H$s N>… {deofVmE± {b{IE & 3 

34. hmoQ>b Ho$ ~ob~m°¶ Ûmam {H$E OmZo dmbo {H$Ýht N>… H$m¶m] H$m g§jon ‘| dU©Z H$s{OE & 3 

35. hmoQ>b CÚmoJ H$mo H$åß¶yQ>a go {H$Z N>… Vah go bm^ hþAm h¡ ? 3 

{XE JE 4 àíZm| ‘| go {H$Ýht 2 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 5 A§H$ H$m h¡ & 52=10 

36. g‘mMma-nÌ à`moJ H$aZo Ho$ nm±M bm^ ~VmBE & 5 

37. ’«§$Q> Am°{’$g Ho$ H$‘©Mm[a¶m| H$mo CZH$s dXu (¶y{Z’$m°‘©) Ho$ g§~§Y ‘| Xg {ZX}e Xr{OE & 5 

38. hmoQ>b ‘| ao{OñQ´>oeZ S>oñH$ H$hm± ñWm{nV hmoVm h¡ ? Bg {d^mJ H$s {Oå_oXmar {H$gH$s hmoVr  
h¡ ? ¶hm± H$s JB© N>… ‘w»¶ J{V{d{Y¶m± {b{IE & 5 

39. nm±M {gVmam hmoQ>b Ho$ ’«§$Q> Am°{’$g {d^mJ H$m hmBam{H©$`b MmQ>© (hierarchial chart) 

aoIm§{H$V H$s{OE & 5 



 

  .97 11 P.T.O. 

Answer any 4 questions out of the given 6 questions of 2 marks each. 24=8 

24. Why is it important for staff to read a newspaper ? Give four reasons for 

this.   2 

25. Franc, Euro, Riyal and Dirham are currencies of which countries ? 2 

26. What four points should a receptionist keep in mind while 

communicating with the guests ? 2 

27. Give four reasons to promote personal hygiene in front office staff. 2 

28. Explain the role of a cashier in the front office department.  2 

29. Mention any four functions of a Reservation Section.  2 

 

Answer any 4 questions out of the given 6 questions of 3 marks each. 34=12 

30. Mention any six grooming standards for male staff of front office. 3 

31. Give six suggestions to women staff of front office to keep their nails 

attractive.   3 

32. Why is it important for the front office staff to be physically fit ? Give 

three reasons.  3 

33. Write six features of a hotel lobby. 3 

34. Briefly describe any six duties performed by the Bellboy of a hotel. 3 

35. State any six ways the hotel industry has been benefitted by the 

computers.   3 

 

Answer any 2 questions out of the given 4 questions of 5 marks each. 52=10 

36. Elaborate five advantages of using a newspaper.  5 

37. Give ten instructions to the front office staff regarding their uniform. 5 

38. Where is the registration desk located in a hotel ? Who is incharge of this 

section ? Write six important activities performed here.  5 

39. Neatly draw a hierarchial chart of the front office department of a  

five-star hotel.  5 

 


