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SET-4

Series SGN HIg A,
ones Code No. 277
e 7. wlarell we F IRgEH ® gE-qE

Roll No. T 3799y ford |

Candidates must write the Code on the
title page of the answer-book.

e FNIAEWMATRTIAFAGCAIT 77 |

o YU H gIfed g1 <l 3R AU MU g TR Sl B IW-Yfedent & g@-I8 W ford |
o FHUA TE B foh 30 TH-TA H 23 TH B |

o THUIT UYF HT I FoTEAT I[E H W g, T T ShATH a9 o1 |

o IH TH-UA Wl Ugd % T 15 fime o1 vwa o w7 | yeA-ua 1 oo qare W
10.15 s TR ST@W | 10.15 ST & 10.30 SIS b BT shddd YF-9F 1 Tell 37T
34 I o G d IT-YIEhT T hIg IR g e |

e Please check that this question paper contains 7 printed pages.

e 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 23 questions.

e Please write down the Serial Number of the question before
attempting it.

e 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.

e ATHE T
FRONT OFFICE OPERATIONS
etRa @ - 3 go2 SGHTT 3% : 60
Time allowed : 3 hours Maximum Marks : 60
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TTHTT (3397 :

(i)  Fo7-97 F SAGED TGT | TAF GUE F THT T97 3G & | OF GGT B
fore fpurdt aregm (39 37 3 21) #1 39FT F g 8, fGEd awdid)
S5g] &1 3T T F forar ST Tifev |

(i) FTTEIT1 G 6 F4P T 3 qIet 37fd Tg-IFTIT F7 & | Fedeh 97 T I
T 20 31551 IT TH T F 1T |

(iii) ¥ q&Ir 7 @11 JA% 2 3Hl qI7 AG-IFIT FoT & | T4 T B IR
TTHT 30 & 40 5] H F9Y |

(iv) T97 GEIT12 G 19 J&F 3 37H] & TG-IFHIT F97 & | Fede To7 HT I TTHT

60 @ 70 isgl 7 a7 |

() I H&IT 20 G 23 A% 5 bl & GI-FHT I & | IAF G F IH
TTHT 100 T 150 Isgl 7 5w |

General Instructions :

(i) Read the question paper carefully. All questions in each section are
compulsory. Students may use bilingual mediums (both English and
Hindi) for writing, in which technical terms should be written in English

medium.

(it)  Questions from serial no. 1 to 6 are very short-answer questions carrying,
one mark each. These are to be answered in about 20 words or in one
sentence each.

(iii) Questions from serial no. 7 to 11 are short-answer questions, carrying

2 marks each. These are to be answered in about 30 to 40 words each.

(iv)  Questions from serial no. 12 to 19 are short-answer questions, carrying
3 marks each. These are to be answered in about 60 to 70 words each.

(v)  Questions from serial no. 20 to 23 are long-answer questions, carrying

5 marks each. These are to be answered in about 100 to 150 words each.
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SECTION A
1. TR Bifer (guest folio) I GieAdT 8 2 1
Who opens the guest folio ?
2.  TH.SIR.I3. (FRRO) F I01 &9 1 3 ? 1

What is the full form of FRRO ?

3. U%. B (F form) fra forw s foman Sram 2 2 1
What is form F used for ?

4.  TABH RI & &Y H, A Teld Tee) HA™T 2 | 39 58 oo § araia
TR T ? 1
As a telephone operator, you have dialled a wrong number. What will be
the opening sentence of your dialogue ?

5. Teh hi-HITS (concierge) ! 3T SAhd T 3T H8 IgAH ? 1

How can you recognise a concierge from his jacket ?

6. UA BEE ¥ (mail forward book) fh& foTu = st STt 8 2 1

What is the mail forward book used for ?

Qs @
SECTION B

7. Teh BT 9138 o (hard bound register) & I9INT & &1 A1 T & ShHAT FT

8 ? 2
What are the two advantages and two drawbacks of using a hard bound
register ?

8. IR U I Y GHTAT d Biel/fieha fohaT ST & ? 2

How is incoming mail handled and sorted ?
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52 (Suite) TF H&HT (Cabana) H T A 7 ? 2

What is the difference between Suite and Cabana ?

‘ferm (skipper)’ T ‘A= =9 (on change)’ S THIATST | 2

Explain ‘skipper’ and ‘on change’.

Aifewse AT WM (Modified American Plan) &1 3= forg 9™ & ST
ST 2 ? 39 2N H |irhfad QF glaensti i = s | 2

What is the Modified American Plan also known as ? List two facilities
included in its tariff.

Qug N
SECTION C

Teh T INTESSH FTS (guest registration card) § SH-H IHH foredt STt
87 3

AT

TSR] T § G i T8 ©: HEYUl TGl 1 aui i |

Write the information which is written in a guest registration card.
OR

Describe six important activities done at pre-registration stage.

Thdl ST (scanty baggage) SHIIIUIEA! T it & 2 3
AYAT

T 3T (guest arrival) HEAYUTAT F4T Bl 8 2
What is the scanty baggage procedure ?

OR

What is the guest arrival procedure ?
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Th o fenie feau (message record slip) T &Y §413T | 3

AT

F1E T (card keys)a% *13 B: o fafgu |

Make the format of a message record slip.

OR

Write any six advantages of card keys.

Teh ATy 7 AU FW * MR (geyser) & 7 da+ ol Fprad Hi 3 | @
forerTra 1 o9 HE G 2 3

YT

SAfafyr < fresrdl o1 oy o1 & fou ©: stavae fesnfiey fafen |

A guest has complained that the geyser of his room is not working. How
will you handle this complaint ?

OR

Write six important guidelines for managing guest complaints.

Tsh TS (concierge) * aﬁé B: IBAE Nl ﬂTﬁ@'Q | 3

Write any six desirable qualities of a concierge.

T MY U IR Bl TR & | 39 Fed & [hal ©: I8l o vy §
SRR EIT | 3

A guest has visited a hotel for the first time. Inform him about any six

aspects of the hotel.
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18. WM g 4 16 W, 2018 HI Hicle ged % HUU T 003 T U] I
T BIA1 B e | ITdh T o YR T AFR TN & (left luggage tag)
EEIEE 3

Mr. Puri has left his overcoat and umbrella in Room No. 003 of Maryland
Hotel on 16tR March, 2018. Prepare a left luggage tag on the basis of the

above information.

19. fidt g 3 99w gea & w00 T 343 °, feares 7 9, 2018 1 A3
(check-in) ToR3IT 3 | 98 29 W=, 2018 I & ¥ TEAM Hl | ITYH AHDRI
YR T T Sl e (Key Card) sHET | 3

Mrs. Singh has checked-in into Room No. 343 on 7th March, 2018 in
Cinnamon Hotel. She will depart on 29th March, 2018. Prepare a ‘Key

Card’ on the basis of the above information.

LCRCRO
SECTION D

20. U AJfdfy & 399 FH H =h-39 (check-in) T o o1 shl G0 shl Afshan
! U | 5

Explain the post-registration process after a guest has checked-in into his

room.

21. U dich-34 T (walk-in guest) ED %37-[ (check-in) HREYUTAT hl ShHTTER
fafau | 5

Sequence the check-in procedure of a walk-in guest.
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22. O %k U TN FRU W aTet fohdl g8 HEwUl UM <hl FT SIS | 5
List any ten important equipments used in the bell desk.
23. ciwH fRrer=m % +18 g8 frm fafew | 5
AT

Teh B TR G W TH aTet 9re Hgeaqul fehigl @l Jui il |
Write any ten rules of telephone etiquette.

OR

Describe five important records maintained by a telephone operator.
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