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General Instructions :

(i)
(ii)

(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)
(b)
(c)
(d)

This section has 6 questions.
There is no negative marking.
Do as per the instructions given.

Marks allotted are mentioned against each question/part.

Section B : Subjective Type Questions (30 marks) :

(a)
(b)
(c)
(d)

This section has 18 questions.
A candidate has to do 11 questions.
Do as per the instructions given.

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.

(i)

4x1=4
Which of the following is not an element of the communication
cycle ?
(A) Receiver
(B) Channel
(C) Sender
(D) Motivation
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(ii)

(iii)

(iv)

(v)

(vi)
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(i1)  Stress refers to strain.
(A) Mental
(B) Geographical
(C) Chemical
(D) Mechanical

(iii)  Which of the following is an example of mental stress ?
(A)  Joyful
(B) Impatience
(C) Happiness
(D) Optimism

@iv) is an example of computer software.
(A) Pen drive
(B) CD
(C) MS PowerPoint
(D) Mouse

(v)  People who work for a person or an organization and get paid for
that work are known as :

(A) Self-employed

(B) Wage-employed

(C) Full-time employes
(D) Interns

(vi)  Which of the following sources of energy is from a renewable
source ?
(A) Solar energy
(B) Wood
(C) Coal
(D) Petroleum
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2. Answer any 5 out of the given 7 questions. 5x1=5
(1) Which continent is regarded as the cradle of the organised hotel
business ?
(A) Asia
(B) Europe
(C) America
(D) Africa
(i1))  What is essential for a hospitality services professional ?
(A) Being impatient all the time
(B) No knowledge of guest’s needs
(C) Maintaining bad personal hygiene
(D) Greet guests with a smile
(iii) What is Overbooking ?
(A) Booking more rooms than available to maximize revenue
(B) Refusing to take more reservations
(C) Offering discounts to fill up rooms
(D) Reserving rooms for special guests only
(iv)  GDS stands for
(A) Global Development System
(B) Global Distribution System
(C) Global Distribution Scheme
(D) Global Distribution Solution
(v)  The function of front office department excludes :
(A) Foreign exchange
(B) Room assignment
(C) Inquiry
(D) Food and beverage services
334 J-.-.—_T—-l P.T.O.
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Security department in the hotel is responsible for :

6x1=6

(A) Maintainance of hotel’s laundry
(B) Hotel’s profit
(C) Hotel’s food and beverage services
(D) Security of the guest’s and hotel’s property

(vii)) Natural environmental-based tourism is known as
(A) Adventure tourism
(B) Cultural tourism
(C) Urban tourism
(D) Eco-tourism

3. Answer any 6 out of the given 7 questions.

1) refers to the relationship between a guest and a host.
(A) Hospitality
(B) Hotel
(C) Hostel
(D) Courtesy

(i1))  Which of the following is not a part of good telephone techniques ?
(A) Answer all calls promptly.
(B) Answer without introducing yourself.
(C) Identify your establishment.
(D) Ask for the caller’s need.

(iii) Reservation section in hotels is responsible for handling :
(A) Room assignments
(B) Housekeeping services
(C) Food and beverage orders
(D) Event planning
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(iv)  Which of the following does not fall under guest services in a

hotel ?

(A) Handling guest luggage

(B) Delivering newspapers in accommodations
(C) Conducting room cleaning

(D) Arranging for reservations at places outside the hotel

(v)  Which of these does not fall under Food and Beverage Department ?
(A) Coffee shop
(B) Banquet and catering
(C) Restaurant

(D) Reception

(vi)  Who holds the master key for the hotel’s safe deposit locker ?
(A) Front office cashier
(B) Head chef
(C) Housekeeping staff

(D) Bellboy

(vii) Which criteria does an Eco-Hotel not meet ?
(A) Dependence on the natural environment
(B) Ecological sustainability
(C) Proven contribution to conservation

(D) Negligible economic return to the community
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4, Answer any 5 out of the given 6 questions. 5x1=5

1) A travel undertaken for work-related purposes is called :
(A) Business trip
(B) Pilgrimage
(C) Outing
(D) Picnic

(ii1)  How can front office personnel maintain a professional appearance at
all times ?
(A) Wearing uncleaned and wrinkled uniform
(B) Keeping long hair open
(C) Always being overdressed
(D) Maintaining good personal hygiene

(iii)  Who heads the Bell Desk ?
(A) Bellboy
(B) Bell hop
(C) Bell captain
(D) Concierge

(iv)  Which of the following is a major revenue producing department in
a hotel ?
(A) Food and Beverages
(B) Laundry
(C) Security
(D) Marketing
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(v) helps to prevent a fire in a guest room.
(A) Fire safety sign
(B) Water sprinkler
(C) Fire exit chart
(D) Smoke detector

(vi)  Attitudinal complaints are often associated with the
and of the hotel staff.

(A) Equipment; behaviour
(B) Accident; behaviour
(C) Attitude; behaviour

(D) Service; behaviour

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

(1) By what name were the primitive lodging houses known ?
(A) Dharamshala
(B) Hotel
(C) Accommodation

(D) Resort

(i1)  Select the department that directly generates revenue in a hotel
organization.
(A) Rooms Division
(B) Human Resources
(C) Security
(D) Engineering
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Who provides the wake-up call to the guests ?
(A) Telephone operator

(B) Receptionist

(C) Informationist

(D) Concierge

Which of the following is an example of verbal mode of

reservation ?

(A) Telephone

(B) Email
(C) Letter
(D) Fax

Which key opens the lock of an individual guest room ?
(A) Emergency key

(B) Master key

(C) Guest room key

(D) Card key

Which of the following example is a part of the service-related
complaint ?

(A) Lack of assistance with luggage

(B) Lack of public transportation

(C) Lack of water in body

(D) Bad weather

334

17 P.T.O.



E|-IEI
=

6. feuTw 6y H ¥ fordi 5 & I AT | 5x1=5

() TFefaied & @ H9-91 I A Sledt YT i el 2
(A) T H e
(B) =I@
(C) #fwe
(D) ewa
(i)  The ST T HI-AT formr/sTvTT STTafmIT 1 dsfientor aar & 3R 3% &
e AT 2
(A) AT
(B) foEwH
(C) st
(D) EHdHg

(iii) ~ STEATHT TRV H, Bl AT o feTq Toh AT TEAT ¢ |
(A) He-AHE
(B) AT fafr
(C) UEHM & 3 o a9
(D) Taferee fafer

(v) T | A gRT SIS =T 9T el @1 ST e 2
(A) @I HEA
(B) SASEHH
(C) TR TS EAH
(D) SFHaAH

334 18



IE-IEI
=

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

1) Which of the following is an example of a hotel chain of India ?
(A) Lemon Tree Hotels
(B) Hyatt
(C) Marriott
(D) Radisson

(i1)  Which section of front office registers guests and assigns room to

them ?

(A) Reservation
(B) Reception
(C) Registration

(D) Room service

(iii) In tentative reservation, the hotel holds the room for the guest till

the

(A) Cut-off date
(B) Arrival date
(C) Guest arrives

(D) Specific date

(iv)  Where is the left luggage kept in a hotel ?
(A) Lost and found room
(B) Bell desk
(C) Left luggage room
(D) Back area

334 19 P.T.O.
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(v)  Where should the front desk ideally be located in a hotel ?

(A)
(B)
()
D)

Near the kitchen
Near the lobby and lift
In a dark area

On the top floor

(vi)  What may help to reduce the frequency of mechanical complaints ?

(A)
(B)
©
(D)

Effective use of a front office log book
Using low quality parts
Neglecting maintenance work

Ignoring early signs of malfunction

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. List the various methods of communication.

8. What do you understand by the term “Goal Setting” ?

9. List few types of Spreadsheets.

10. How are entrepreneurial skills beneficial for a person ?

11. What do you understand by SDGs ?

334
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Answer any 3 out of the given 5 questions in 20 — 30 words each. 3x2=6

12. Under which three periods can the origin and growth of the hotel
industry be studied ?

13. What all qualities must a telephone operator possess ?
14. Give an example of minor revenue-producing service of a hotel.
15. What are fire safety equipment ?

16. What is the difference between Ecotel and Normal hotel ?

Answer any 2 out of the given 3 questions in 30 — 50 words each. 2x3=6
17. Enlist the qualities required for a receptionist.
18. What is Amadeus ?

19. What do you understand by the term “Aggressive complainer” ?

Answer any 3 out of the given 5 questions in 50 — 80 words each. 3x4=12
20. What is the difference between CRS and GDS ?
21. What is the significance of reservation to the guest ?

22, What should be done in the case of death of an In-house guest in the
hotel ?

23. How is Grand Master Key different from Master Key ?

24, Enlist any five examples of guest complaints that arise due to mechanical

reasons.

334 23



