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Please check that this question paper contains 7 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 33 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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o 3laq TY IWIT JvT : §7H FT 7 F9 VHA &, JAH 2 3F FH 5 | 599 &
fabeg 5 3971 @& 3 T /

o TY ITIT T : FTH FoT 7 J97 IMHA &, TAB 3 HH H & | 394 &
faegt 5 3o & I AT |

qusg d

g 3T | [Ae-Eeq 39 : §98 el 7 J9H VT 8, IAF 5 37F F & | 579
G fgt5 g1 & 3¢ Ao |

General Instructions :

(1)

(ii)

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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@ us A
SECTION A

13T 77 aRE 4 G fahegt 3@ Iv71 & I T | I1x10=10

Answer any ten questions from the given twelve.

1. T Biferdl (guest folio) ECIC t{_q' q Q_s’ g et (A and D register) &I

TR A i et fopa-forg 61 gt 2 2 1
Who are responsible for opening the guest folio and updating the A and D
register ?

2. Al PraE #E % T BH-9 T AR alieh ST A & ? 1

List two popular modes of payment used by the guests.

3. WU Uk (Form F) frg fou wam femam imar g 2 1
What is Form F used for ?

4. @ (Visa) 1 1 3299 7 ? 1
What is the purpose of Visa ?

5. feuri te =1 (departure errand card) S <Rl Ueh <h[UT ddrsC | 1

Mention one reason for making a departure errand card.

6.  ®MET (Rooming) ¥ 39 T G0 & ? 1
What do you understand by Rooming ?

7. El%'@??[ 3791 Wﬁ?TﬁFI (outgoing mail)qﬁwa?m%ﬁﬂ?ﬂ?ﬂﬂ
I Hd & ? 1

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

8. IS ¢X (card test) T JINT T T Ie9F §dTST | 1

State the purpose of using card test.
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9.  o1.37.37E. 9. (VOIP) &1 T % sl T HHl Ty | 1
Write one drawback of using VOIP.

10.  Hi-HI3TS (concierge)'ﬁm‘“ﬁ e (report) <hIdl % ? 1

Whom does a concierge report to ?

11. 3E=AE (unwelcome) srfafort & am 5\Id.c1 &1 fore forae ® fo@ 9 % ? 1

Which book contains the names of guests who are not welcome in the
hotel ?

12. ST WM (Bermuda plan) § 379 &1 §93d & ? 1
What do you understand by Bermuda plan ?

130 0 @id 7 @ fahgl aier 3941 & 3 i | 2x5=10

Answer any five questions from the given seven.

13. Bied H 3gd g9y Sifdfemi ol sH-8 = glaurd § St 7, sdmsy | 2

Mention four services provided to the guests during their stay.

14. T AEfehet o TEAM & =X 61 fohedl ar mifafafert o6t weiag Hifv | 2

List any four activities done at the departure stage of guest cycle.

15. Wiaﬂﬁ%ﬁmmm(&ontofﬁce)qﬁ?ﬂﬁﬁaﬂﬂﬁﬁ%@ﬁql 2

Suggest four techniques a front office staff can adopt to sell their rooms.

16. HHU ¢4 ¥ Yd, YA AT T USIehtul w1 ifd a9 8 | 39 HH i
fohegl =R RN 61 FERIaT € g 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. Bied H $9-818 (in-house) T (guest) AT (mail) 8 T STl 8 2 2

How is in-house guest mail handled in a hotel ?
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18.  hi-HI3TS (concierge) T - IR ?HIIHTQ' 'apl"ﬁ ?IT%Q ? 2

Write any four abilities a concierge should possess.

19. TH 9 (murphy bed) T Bclge € (hollywood bed) % & Th I
fafaw | 2

Write one difference between Murphy bed and Hollywood bed.

20. Ush PEICT g (registration book) bl &Y ST | 2

Draw a format of a registration book.

feu 77 @rd 7 @ fab=gh ier 3941 & 3K e | 3x5=15

Answer any five questions from the given seven.

21. < e et (loose leaf register) * ﬁ RICRGIE Qa o wiEt %’F@'Q | 3

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

22. oc e Eb_-«;ﬁFl 3fte (bell captain control sheet) shl &Y d4T5T | 3

Make a format of bell captain control sheet.

23. ot Ay 3o fel & fou deet § o 9wl gH Sier W § | S S
B % ATd 3T $oh T ShIH-Et BRIV TG ? 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, Afafy St gran ghfvaa w6 % fou, a1g St =il (Metallic keys) ST S
S T, HH-AT B: GrELTHIT TIAHT =R 2 3

What six precautions should be adopted while using metallic keys to

ensure security of a guest ?
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25. Us AfAiY + 1%1'@,, I T AT S qHY, Th Hi-rTSt (concierge) &l
HH-H B: I AFBR TehiAd ST aTMET 2 3

Write six important information a concierge should collect while making

a travel plan for a guest.

26. ﬁ'%?l Teh é?ﬁ'q'ﬁ? HIUEEsT (supervisor) % | 38 IFH B: I FE FEYd
et @ 3rerma v | 3

Rohit is a telephone supervisor. Make him aware of his six other

work-related responsibilities.
@ us d
SECTION B

feu 71 @rd 7 @ fab=gt wier 3941 & 3K T | 5x5=25

Answer any five questions from the given seven.

27. & disfed (guest cycle) £ Bﬁ-ﬁ@'ﬂ? = (pre-registration stage) wd
(ﬁ@?lﬂ < (registration stage) =) Eh;]'sc PR IERIIGICIER] ﬁ’lﬁﬂﬂ | 5

Write any five activities that are done at pre-registration and registration
stages of a guest cycle.

28. U faesht 31fafyr (foreign guest) & =h-37 (check-in) HRETUMA! i SHATTER
fafeau | 5

Sequence the check-in procedure of a foreign guest.

29. oF b (bell desk) & T fohegl g0 Iueptun w1 garma €T | 5

Suggest any ten equipments needed for a bell desk.

30. figm f&g 7 25 SHafl, 2019 I U BREA b HAUY AR 304 H Wb
(check-in) fohaT | 918 29 SHatl, 2019 1 TEAM HUT | 3H AHHRT & MR T
Teh & FrE (key card) 913U | 5
Mr. Singh has just checked-in to your hotel Pearl on 25t January, 2019,

in room number 304. He will depart on 29t January, 2019. Prepare a
‘key card’ on the basis of this information.
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afean Farsti & wror off vl ged & wie W fugn ©@ & | 3w foufa @ fuen
o TOTT e 3TiThE HHTRY i g8 feemfcan 1 g T | 5

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

Tedeh ST AT | =hIH-H1 g8 farseard gt =nfeg, fafey | 5

Write ten etiquettes every telephone operator should possess.

.. tem. (PBX) td H.U.fl.tad. (PABX) & ol 37t T IS | 5
Differentiate between PBX and PABX.
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Roll No. ) i€ Bl Jul- - W

79y fod |

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

o FWAG R AP IATAG A IS 73 |

o TH-UA H e F1Y i IR U MU Fie TR HI B IT-YEdHT b EYE W ford |
o FU A H A 6 79 THIT H 33 A 7 |

o THUIT U T ST foIET 3% I | Uged, U9 1 shuieh 7a9a ford |

o 3H WA Wl Ygd o foru 15 fime 1 wma fon e B | wwA-uE i foaor qatg o
10.15 S foReT ST | 10.15 S & 10.30 Sl G B hadl J-UF ol Tl 3R
39 3afY &% G o IT-GIEIRT T h13 I A&l for@ |

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.

e Please check that this question paper contains 33 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.
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59 Y97.97 § 33 97 AT & 578 @ 3779 &1 A% 25 F97 F7 H T86d
g/

J97-937 gl @vel § fayrfad & |
U I

o  FglHHIT Yo7 | R €9 YRT | g T FA 12 F9 IET A
1-137% & & | 379 8@ fahgt 10 371 & 37 g |

o 3l TY IWIT J¥T : §7H FT 7 F9 VHA &, JAH F2 3% & | 599 G
fabeg 5 3971 @& 3 T /

o TY ITIT T : FTH FoT 7 I IMHA &, TAB H 3 B & | T4 &
faegt 5 3wl & F AT |

qusg d

g 3T | [Ae-Eeqe 39 : §98 el 7 J9H VT 8, I9F F 5 3% & | 579
g f=gt 5 3941 & I T |

General Instructions :

(1)

(ii)

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

7w 70 FRE 7 @ gl g@ 991 & 3 v | 1x10=10

Answer any ten questions from the given twelve.

1. 2139 T (time stamp) fra forw s feman Siam 2 2 1
What is a time stamp used for ?

2. IR = (No show guest) o 379 1 Hﬂ's‘pﬁ % ? 1
What do you understand by ‘No show guest’ ?

3.  fepm (Skipper) fF8 w&d 2 2 1
Who is called a Skipper ?

4.  HiSC HIE H TAN H i Gl HEAT Fq1sC | 1

List two drawbacks of using a credit card.

5. 39 feare g% (Demand draft) &l & §-aT Tehd & ? 1

Where can you get a Demand draft made ?

6. d.ATA. (VIL)S q @Y Farsy | 1
List two advantages of VTL.

7. sc"id';Tﬁqv SR e foaeen (electronic door locking system) Attt w1 forg
TE GL&TT YgH a8 ? 1

How does electronic door locking system provide safety to the guests ?

8.  B3d WI¥H (House Position) shl 70T & <hl ATt & 2 1

How is House Position calculated ?

9. T3 IS (night auditor) T 1 THI 71 8 ? 1
What are the working hours of a night auditor ?

10. 3ThI3< T (Account ageing) 379 =1 'FITIEI?[ % ? 1
What do you understand by Account ageing ?
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11. i % (Black list) shi gfeamsT fafau | 1
Define ‘Black list’.

12. 9 9% (charge back) st &1 379 & ? 1
What does ‘Charge back’ mean ?

130 70 @id 7 @ fahgl aier 3941 & 3 e | 2x5=10

Answer any five questions from the given seven.

13. '@EFP[ o iéw EED (traveller cheque) Tpd §HY SH-Hl IR FrEgr-ar
I =TtRT 2 2

What four precautions should be adopted while accepting traveller’s
cheques in hotels ?

14. T %Rol fenie (guest history record) & IR A ddrsy | 2

Mention four benefits of guest history record.

15. & dor e (city ledger account) u gfmfea W&F‘ = @3@ ET]
elerg HIT | 2

List any four accounts which are included in a city ledger account.

16. fafsed g 3m3e ae=R (Visitors paid out voucher) bl Tsh &Y §15UT | 2

Make a format of Visitors paid out voucher.

17. H.ATA. (VTL) 1 JF0 T hl IR AT 1 7 ? 2
What are four drawbacks of using VTL ?

18. U.UH.TH. (PMS) I IR HiHI d18T | 2
Mention four drawbacks of PMS.

19. & f&% 31E=< (High risk account) ¥ 379 F1 GHZd & ? Tsh 3@ h
HEEd H G | 2
What do you understand by High risk account ? Explain with the help of
an example.
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3xb5=15

Answer any five questions from the given seven.

20. f=fafigd qei @ 319 o= g9 8 2 3

(%R) Gﬁ?iTU,Trl (Overage)
(@) eI 9% (Due Back)

(‘T) HAB3+C IATRH (Account Allowance)

What do you understand by the following terms ?
(a) Overage
(b) Due Back

(c) Account Allowance

21. KR A i B: SeiaEr fafge | 3

Write any six responsibilities of a cashier.

22, feurh Aifefhersm feom (Departure notification slip) b1 JT&Y &41ST | $HchI
3T FT R ? 3

Make a format of Departure notification slip. What is its purpose ?

23. rae fafem (Corporate Billing) & &HY, gyl ¥ s= & fou, HH-H =t
FrauTfET saHt =Ed 2 3
To prevent frauds, what six precautions should be taken during

Corporate Billing ?

24, fEWHE Tieg@ (Reception module) # H.UA.TH. (PMS) % 5 ©: &M
fafem | 3

Write any six functions of PMS in Reception module.

25. T ®H ‘-ITS?{\Q’I (Guest room module) Qa HirER Iﬁ?ﬁiﬁ (Cashier module) '}
ft.wH.ug. (PMS) % dH-dH it fafaw | 3
Write three functions each of PMS in Guest room module and Cashier

module.
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26. hoddl hifsw foh 39 e AfHE (Front Office) § SR (Cashier) 3 | Th
Ml o9 foe o1 YT Sfel T T =Tgdl & | Sfoi T o fau, 3eh!
SH-H fqenferamd faar g2t 2 3

Imagine you are a Front Office Cashier. One of the guests wants to pay

his bills in dollars. What formalities will you have to follow to accept
payment in dollars ?

@ ue d
SECTION B

feu 77 @rd 7 @ fab=gh ier 3941 & 3K e | 5x5=25

Answer any five questions from the given seven.

27. o 2%h (Bell desk) T PR S%h (Cashier desk) ¥ J4 Fh-3T3< (group

check-out) % F0T i HATER fRGT | 5
Write in sequence the steps of group check-out at Bell desk and Cashier
desk.

28. 2fae HE (Debit Card) T &A1 8 ? $HH! TAN HA o H F1 & ? 5

What is a Debit Card ? What are the advantages of using this ?

29, T -3 gad (guest pre-arrival) Qa ?.]Tm"-‘s'ﬁ (check-in) & HHI $ee IARE
ITehT3feT Y Ufsham THETST | 5

Explain the Front Office accounting process at the time of guest
pre-arrival and check-in.

30. T diehell TS (Guest Weekly Bill) T I&Y sHTST | 5
Draw a format of Guest Weekly Bill.

31. T3¢ TS (night audit) & =RON I Tl IR (flow chart) h1 TEEEAT &
HAER fafen | 5

Write in sequence the steps of night auditing process with the help of a
flow chart.
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32. TA=tafgd et (Reports)ﬁ &Y 4 {HATET 5
(&%) TFgufacg g foie (Expected arrival list)
(@) dt.3mE.d. (VIP) 37 889 foie (in house list)
(T =\ feehu=t fiad (Room discrepancy report)
(a) B4R fUie (Manager’s report)

(®) 2’8 foaé (Trace report)

Briefly explain the following reports :
(a) Expected arrival list

(b) VIP in house list

(c) Room discrepancy report

(d) Manager’s report

(e) Trace report

33. U qled H T3¢ Afe (night auditor) & fheal g0 Haeal ol galag HIaC | 5

List any ten duties of night auditor in a hotel.
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