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This question paper contains 33 questions out of which the candidate
needs to attempt only 25 questions.

Question paper is divided into two sections.

SECTION A

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

o 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.

SECTION B

Long answer | Essay type questions : contains total 7 questions of 5§ marks
each. Answer any 5 questions.
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SECTION A
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Answer any ten questions from the given twelve.

1. T HIferal (guest folio) CINC 113[ T Q‘s’ g ™% (A and D register) E0]

Fefifietor e <t et fora-fopm 1 81t 3 2 1
Who are responsible for opening the guest folio and updating the A and D
register ?

2. fafy YaE & fIT B8 < AR qlieh ST HLd & ? 1
List two popular modes of payment used by the guests.

3. M T (Form F) fr foTq =T ferenm Sram 2 2 1
What is Form F used for ?

4. T (Visa) 1 997 3639 & ? 1

What is the purpose of Visa ?

5. TeU™R Ws #1E (departure errand card) SH T Teh I FATST | 1

Mention one reason for making a departure errand card.

6. & (Rooming) T 31T &I U & ? 1
What do you understand by Rooming ?

7.  9S BIeA AT ARSTNET A (outgoing mail) H BUTEH % faw fohm asfia =
T A & 2 1

Which machine is used by large hotels to handle their outgoing mails ?

8.  hIS J¥ (card test) ST TN i HT I¢9¥ &d1SU | 1
State the purpose of using card test.
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9. .33 . (VOIP) Hl TR HH I Tk Hil faRau | 1
Write one drawback of using VOIP.

10. SIS (concierge)%@ Teird (report) h{dl 22 1
Whom does a concierge report to ?

11. STESHT (unwelcome) AT o A gleat 6t fohg fohate ¥ forg Sd 2 2 1
Which book contains the names of guests who are not welcome in the
hotel ?

12. SRS WIH (Bermuda plan) § 3719 &I 9ed & ? 1
What do you understand by Bermuda plan ?

1ew 17 @ 4 @ el ier 3o & 3 e | 2x5=10

Answer any five questions from the given seven.

13. gled H 38t aay Al 1 S 9r gfawnd & It g, samsu | 2
Mention four services provided to the guests during their stay.

14. 7% GI3fhdl o TEAH o 0T hl Tohrgl = TSR ol Feiiag i | 2
List any four activities done at the departure stage of guest cycle.

15. HW d94 % fIC He AMHE (front office) HUART I TR qehitch AT | 2
Suggest four techniques a front office staff can adopt to sell their rooms.

16. AU ¢ H Y, Tk AT P ISR HeAT Afd AE9TH & | 59 HAH hl
foredl aR wrEn 1 FgrRar § gfse i | 2
It is important to register each guest before giving him a room. Support
this statement with the help of any four reasons.

17. E;IEQ_'l T EC B RIS (in-house) & (guest)ﬁ?f (mail) 8 T ST % ? 2
How is in-house guest mail handled in a hotel ?
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18.  Shi-HITS (concierge) T - =R E‘FIT'ITQ KCl HT%Q ? 2

Write any four abilities a concierge should possess.

19. TWH 98 (murphy bed) Td HEIES 8 (hollywood bed) & &= Th I
faRem | 2

Write one difference between Murphy bed and Hollywood bed.

20. T TSR g (registration book) 3T &Y SHIST | 2

Draw a format of a registration book.

137 77 @1 7 & fabgl aia 599 & I G199 |/ 3x5=15

Answer any five questions from the given seven.

21. T A AR (loose leaf register) % I3 diH AW T dH SRl fafau | 3

Write any three advantages and three drawbacks of a loose leaf register.

22. o hed WFT 3fie (bell captain control sheet) Sl IT&Y HTST | 3

Make a format of bell captain control sheet.

23. ot dgd 3o feil & foC Bieat & e1on Wil I BieT =Ed § | S e
B % TTd 379 3Heh T hiH-Et HREYUTAT ST 2 3

Mr. Samuel wants to leave his heavy luggage in the hotel for some days.

As a bell captain, what procedure would you adopt ?

24, Afdf 1 gram gHfvea HH & forg, rq hi Rl (Metallic keys) &1 SR
Hd T, hiH-H B: FEY=AT A9 ARy 2 3

What six precautions should be adopted while using metallic keys to

ensure security of a guest ?
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25. Us JAfdfy & forw, amn 6 Ao S99 gHa, Th HIHIST (concierge) i
HI-H B: &I TSR Thd HET TMMRY 2
Write six important information a concierge should collect while making
a travel plan for a guest.

26. UfEd TH EBH GIATSIH (supervisor) 8 | 38 IGH! B: I S Fafa
reigrfert @ srama sy |
Rohit is a telephone supervisor. Make him aware of his six other
work-related responsibilities.

Qus
SECTION B

13w 77 @ra 7 @ fabgl aier 3v41 & I A |

Answer any five questions from the given seven.

27. T HElhd (guest cycle) * Bﬁ-ﬁ@?ﬁ =T (pre-registration stage) Td
Iix\_ﬂ@fél:l T (registration stage) i g ra-9ig Mdfared faRay |
Write any five activities that are done at pre-registration and registration
stages of a guest cycle.

28. U faesht srfafa (foreign guest) % =-37 (check-in) YU i ShHTTER
fafga |
Sequence the check-in procedure of a foreign guest.

29. O &6 (bell desk) % ToTU fohegl g0 IU=htuTt =T Harma €IT |
Suggest any ten equipments needed for a bell desk.

30. figm &g 3 25 SHadl, 2019 HI U BCA & HHU TR 304 T Th-3A
(check-in) fpaT | 98 29 SHedl, 2019 1 TEAM HU | 39 JAHHRT & IR T
T 6l wE’ (key card) SFTST |
Mr. Singh has just checked-in to your hotel Pearl on 25t January, 2019,
in room number 304. He will depart on 29th January, 2019. Prepare a
‘key card’ on the basis of this information.
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Hfea Fa1at & HRoT #ff It ged & wHE W gt ® 2 | 34 fufa 9 fueq
% TOTT hre SATTtE =l i g8 feenfeer w1 germa €T |

Mr. Sharma is shouting at the hotel staff for poor services. Suggest ten
guidelines to the front office staff to handle this situation.

Tcdeh SAIBIA AT T hi4-H g f¥rseard g+ =nfee, fafay |

Write ten etiquettes every telephone operator should possess.

.. wem. (PBX) Td 9. 0.o.td. (PABX) % = 3l ¥ hIfST |
Differentiate between PBX and PABX.



