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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)  This section has 6 questions.

(b)  There is no negative marking.

(c) Do as per the instructions given.

(d)  Marks allotted are mentioned against each question/part.
Section B : Subjective Type Questions (30 marks) :

(a)  This section has 18 questions.

(b) A candidate has to do 11 questions.

(c) Do as per the instructions given.

(d)  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. 4x1=4

) Identify the type of sentence, “Come with us right now.”
(A) Interrogative
(B) Declarative
(C) Imperative

(D) Exclamatory

[] 3 P.T.O.
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(i1)  Which of the following is not a parameter to describe an

individual’s personality ?
(A)  Self-confidence

(B)  Openness

(C)  Neuroticism

(D)  Agreeableness
(iii) State the meaning of the term “Motivation”.

(iv)  Which of the following is not a type of data in spreadsheet ?
(A) Text
(B) Numbers
(C) Formula
(D)  Graphic

(v)  Write any two barriers related to becoming an entrepreneur.

(vi)  Who oversees green activities in any organisation ?
(A)  Energy Auditor
(B) Wind Energy Engineer
(C)  Solar Energy Engineer
(D)  Chief Sustainability Officer

Answer any 5 out of the given 7 questions. 5x1=5

) In 1903, Jamshedji Tata’s idea resulted in the construction of this
famous hotel.
(A) Radisson Hotel, Delhi
(B) The Taj Mahal Palace, Bombay
(C) Hotel Ashoka, Delhi

(D) Holiday Inn, Bangalore

[] 5 P.T.O.
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Professionals should greet guests , and maintain
positive body language.
(A) Rudely (B) Impolitely
(C) Loudly (D) Warmly

department is accountable for the cleanliness standards
of the hotel.

(A) Food Production (B)  Security

(C) Housekeeping (D)  Engineering

A practice in hotels to take more bookings than the total available
rooms is called :

(A) Overbooking (B)  Reservation by mistake

(C) Skimming pricing (D)  Waitlisting

Which of the following is a verbal mode of reservation ?

(A) Letter (B) Telex

(C) Fax (D) In-person

Who is responsible for establishing plans related to fire safety
systems ?

(A) Head of Front Office

(B) Security Manager

(C) Head of Financial Department

(D) Head of Room Service

What is the main focus of Ecotourism ?
(A) To provide luxury accommodation to guests
(B) To promote mass tourism

(C) Responsible travel to natural areas that conserves the
environment

(D) Shopping and to experience nightlife

7 P.T.O.
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Answer any 6 out of the given 7 questions. 6x1=6
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What leads to the transformation from simple inns to luxury
resorts ?

(A) Decrease in spending income
(B) Technological degradation
(C) Public interference

(D) Innovation and new technology

Which statement is not a part of hotel etiquette and mannerism ?
(A) Giving guests your full attention

(B) Never criticizing the hotel

(C) Greeting guests with a smile

(D) Using informal language with guests

Which section provides room keys to the guest on his arrival ?

(A) Reception (B)  Reservation

(C) Cashier (D) Travel desk

Which of the following is an example of Global Distribution System
(GDS) ?

(A) IDS (B)  Opera

(C) Sabre (D) Shawman

Which function is performed by the bell desk ?
(A) Handling cash (B)  Distributing newspapers
(C) [Itinerary planning (D)  Posting bills

Which key helps to open all guest room doors ?
(A) Master key (B) Emergency key
(C) Grand Master key (D)  Section key

9 P.T.O.
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(vii) Which of the following guidelines do green hotels generally
adhere to ?
(A) Keeping inorganic food on the menu
(B) Energy efficient lighting
(C) Avoid using local grown food
(D) Discarding linen items
Answer any 5 out of the given 6 questions. 5x1=5
1) Who is the founder of the Ramada Group of Hotels ?
(A) Marion W. Isbell (B) William B. Johnson
(C) Thomas J. Pritzker (D)  William Bass
(i1)  Which is the correct statement related to keeping a caller on hold ?
(A) Inform the guest, “I'll be right back” and hang up.
(B) Ask the guest to call after some time.
(C) Seek the guest’s permission before putting him on hold.
(D) Put the guest on hold immediately to save time.
(iii)  Which section of the Front Office department handles guest room

(iv)

(]

bookings ?
(A) Cash and Bills (B)  Telephone and Telex

(C) Reservations (D)  Concierge

Which of the following is a key role of Reservation section ?
(A) Coordination with Housekeeping department

(B) Newspaper delivery

(C) Credit control

(D) Booking guest rooms

11 P.T.O.
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Who should be informed first when the death of an in-house guest
is reported ?

(A) Police authorities (B) Hotel Doctor

(C) Front Office Manager (D) Relatives of the guest

“A guest complains about the air-conditioners not working.”

Identify the type of complaint.

(A) Mechanical (B) Attitudinal
(C) Service related (D) Unusual
Answer any 5 out of the given 6 questions. 5x1=5

(1)

(i1)

(iii)

(iv)

(]

The Oberoi Group of Hotels was founded in the year
(A) 1934 (B) 1903
(C) 1943 (D) 1950

Which department is responsible for receiving and helping guests

upon arrival ?
(A) Sales and Marketing (B)  Security

(C) Valet (D)  Front Office

Which of the following is not a quality of Front Office personnel ?
(A) Complaint handling (B)  Software development

(C) Punctuality (D)  Courteousness

Which of the following process takes place at check-out ?
(A) Pre-arrival (B)  Petty cash

(C) Arrival (D)  Settling guest bills

13 P.T.O.
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Accidents may occur in operations due to :
(A) Negligence (B) Attentiveness
(C) Adhering to procedures (D) Signage boards

Who is a complainant ?
(A) A guest who listens to the complaint
(B) An individual who is handling the complaint

(C) A guest who expresses dissatisfaction with a service or
product

(D) A person who is responsible for the complaint

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

(1)

(i1)

(iii)

(iv)

(]

Rai Bahadur Mohan Singh Oberoi was the Founder and Chairman
of :

(A) The Oberoi Group of Hotels and Resorts
(B) The Oberoi Restaurants and Hotels

(C) The Oberoi Supplementary Accommodation
(D) The Oberoi Luxury Hotels

Which department is considered a revenue earning department in
a hotel ?

(A) Human Resource (B)  Security

(C) Food and Beverage (D)  Accounting

Under which type of reservation does the guest pay in advance for
room booking ?

(A) Tentative (B)  Guaranteed

(C) Non-guaranteed (D)  Waitlisted

Until what time must a guest room be held under a
non-guaranteed reservation ?

(A)  9:00 a.m. (B) Midnight

(C) 12:00 noon (D) 6:00 p.m.

15 P.T.O.
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(v)  The feeling of a safe and secure environment makes the guest feel :
(A) Uneasy (B)  Comfortable
(C) Inactive (D) Inattentive

(vi)  Which of the following does not come under types of complainer ?

(A) Aggressive (B)  Expressive
(C) Passive (D)  Construction
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. Write one sentence of each type —
Statement, Question, Exclamatory, Order

8. List the importance of positive thinking in life.
9. Write the steps to protect a spreadsheet with a password.

10. What do you understand by organisational skills ? Which organisational
skills help an entrepreneur to become successful ?

11. List some ways by which we can reduce the amount of waste generated.

Answer any 3 out of the given 5 questions in 20 — 30 words each. 3x2=6
12. What do you understand by “International Hotel Chains” ?

13. Why is attentive posture and smiling face important for Front Office
personnel ?

14. Write names of any two operating and non-revenue producing
departments of a hotel.

15. Whatis a ‘Card Key’ ?

16. Define ‘Green Hotels’.

334 [] 17 P.T.O.
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Answer any 2 out of the given 3 questions in 30 — 50 words each. 2x3=6

17. Write any three prominent activities in which the Front Office staff is

involved.
18. Mention any two channels for booking a guest room in a hotel.

19. What is the difference between a meek customer and an aggressive
customer ?

Answer any 3 out of the given 5 questions in 50 — 80 words each. 3x4=12
20. What are the risks and disadvantages of Overbooking ?

21. Write the procedure to be followed in group check-in.

22, Explain the role of surveillance cameras in hotels.

23. Why is an effective key control system essential for hotel security ?

24. “Every complaining guest is an opportunity to improve service.” Justify
the statement.

334 [] 19
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