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Marking Scheme 

Strictly Confidential 

(For Internal and Restricted use only)  

Senior Secondary School Examination, 2026  (XIIth) 

SUBJECT NAME: -  Front Office Operations (Q.P. CODE  810/334) 

 
General Instructions: - 

1  You are aware that evaluation is the most important process in the actual and correct 
assessment of the candidates. A small mistake in evaluation may lead to serious 
problems which may affect the future of the candidates, education system and 
teaching profession. To avoid mistakes, it is requested that before starting evaluation, 
you must read and understand the spot evaluation guidelines carefully. 

2  “Evaluation policy is a confidential policy as it is related to the confidentiality 
of the examinations conducted, evaluation done and several other aspects. Its 
leakage to public in any manner could lead to derailment of the examination 
system and affect the life and future of millions of candidates. Sharing this 
policy/document to anyone, publishing in any magazine and printing in 
Newspaper/Website, etc. may invite action under various rules of the Board 
and IPC.” 

3  Evaluation is to be done as per instructions provided in the Marking Scheme. It should 
not be done according to one’s own interpretation or any other consideration. Marking 
Scheme should be strictly adhered to and religiously followed. However, while 
evaluating, answers which are based on latest information or knowledge and/or 
are innovative, they may be assessed for their correctness otherwise and due 
marks be awarded to them. In Class-XII, while evaluating two competency-
based questions, please try to understand given answer and even if reply is not 
from marking scheme but correct competency is enumerated by the candidate, 
due marks should be awarded.  

4  The Marking scheme carries only suggested value points for the answers. 
These are in the nature of Guidelines only and do not constitute the complete answer. 
The students can have their own expression and if the expression is correct, the due 
marks should be awarded accordingly. 

5  The Head-Examiner must go through the first five answer books evaluated by each 
evaluator on the first day, to ensure that evaluation has been carried out as per the 
instructions given in the Marking Scheme. If there is any variation, the same should 
be zero after deliberation and discussion. The remaining answer books meant for 
evaluation shall be given only after ensuring that there is no significant variation in 
the marking of individual evaluators. 

6  Evaluators will mark ( √ ) wherever answer is correct. For wrong answer CROSS ‘X’ 

be marked. Evaluators will not put right (✓) while evaluating which gives an 

impression that answer is correct and no marks are awarded. This is most common 
mistake which evaluators are committing. 

7  If a question has parts, please award marks on the right-hand side for each part. 
Marks awarded for different parts of the question should then be totalled up and 
written in the left hand margin and encircled.  This may be followed strictly. 

8  If a question does not have any parts, marks must be awarded in the left-hand margin 
and encircled. This may also be followed strictly. 
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9  If a student has attempted an extra question, answer of the question deserving more 
marks should be retained and the other answer scored out with a note ”Extra 
Question” 

10  No marks to be deducted for the cumulative effect of an error. It should be penalized 
only once. 

11  A full scale of marks __________ (example 0 to 80/70/60/50/40/30 marks as given in 
Question Paper) has to be used. Please do not hesitate to award full marks if the 
answer deserves it. 

12  Every examiner has to necessarily do evaluation work for full working hours i.e., 8 
hours every day and evaluate 20 answer books per day in main subjects and 25 
answer books per day in other subjects (Details are given in Spot Guidelines).This is 
in view of the reduced syllabus and number of questions in question paper. 

13  Ensure that you do not make the following common types of errors committed by the 
Examiner in the past :- 

 Leaving answer or part thereof unassessed in an answer book. 

 Giving more marks for an answer than assigned to it. 

 Wrong totalling or marks awarded on an answer. 

  Wrong transfer of marks from the inside pages of the answer book to the  title 
page. 

 Wrong question wise totalling on the title page. 

 Wrong totalling of marks of the two columns on the title page. 

 Wrong grand total. 

 Marks in words and figures not tallying/not same. 

 Wrong transfer of marks from the answer book to online award list. 
●  Answers marked as correct, but marks not awarded. (Ensure that the right  

tick mark is correctly and clearly indicated. It should merely be a line. Same is 
with the X for incorrect answer.) 

●  Half or a part of answer marked correct and the rest as wrong, but no marks 
awarded.  

14  While evaluating the answer books if the answer is found to be totally incorrect, it 
should be marked as cross (X) and awarded zero (0) Marks. 

15  Any unassessed portion, non-carrying over of marks to the title page, or totalling error 
detected by the candidate shall damage the prestige of all the personnel engaged in 
the evaluation work as also as the Board. Hence, in order to upload the prestige of 
all concerned, it is again reiterated that the instructions be followed meticulously and 
judiciously. 

16  The Examiners should acquaint themselves with the guidelines given in the 
“Guidelines for Spot Evaluation” before starting the actual evaluation. 

17  Every examiner shall also ensure that all the answers are evaluated, marks carried 
over to the title page, correctly totalled and written in figures and words. 

18  The candidates are entitled to obtain photocopy of the Answer Book on request on 
payment of the prescribed processing fee. All Examiners/Additional Head 
Examiners/Head Examiners are once again reminded that they must ensure that 
evaluation is carried out strictly as per value points for each answer as given in the 
Marking Scheme. 
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MARKING SCHEME 

Front Office Operations (Subject Code - 810) 

(PAPER CODE: 334) (P3340810) 
 

Q.No. EXPECTED OUTCOMES/VALUE POINTS  Marks 

 Answer any 4 out of the given 6 questions on Employability Skills  4x1=4 

1. (i) (B) A group of words that communicates a complete thought or 

 meaning. 

(ii) Stress is a state of feeling upset, annoyed and hopeless. 

(iii) (A) Suspicious 

(iv) (B) Information and Communication Technology 

(v) (D) Work area 

(vi) ‘Start up India’ 

U-1 pg-1 

 

U-2 Pg-2 

U-2 Pg-2 

U-3 Pg 3 

U-4 Pg-1 

1 

 

1 

1 

1 

1 

1 

 Answer any 5 out of the given 7 questions on Employability Skills  5x1=5 

2. (i) B  1 

(ii) B  1 

(iii) B  1 

(iv) C  1 

(v) B  1 

(vi) A  1 

(vii) B  1 

 Answer any 6 out of the given 7 questions  6x1=6 

3.(i) A  1 

(ii) A  1 

(iii) A  1 

(iv) A  1 

(v) A  1 

(vi) C  1 

(vii) C  1 

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

4.(i) C  1 

(ii) B  1 

(iii) D  1 

(iv) C  1 

(v) B  1 

(vi) B  1 

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

5. (i) B  1 

(ii) B  1 

(iii) C  1 

(iv) C  1 

(v) C  1 
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(vi) C  1 

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

6.(i) C  1 

(ii) B  1 

(iii) B  1 

(iv) A  1 

(v) C  1 

(vi) A & B  1 

 SECTION B   

 Answer any 3 out of the given 5 questions on Employability Skills.  Answer 

each question in 20-30 words. 
 3x2=6 

7. Communication is a two-way process through which information or message 

is exchanged between individuals using language, symbols, signs or 

behaviour. Speaking, listening, reading and writing are the parts of 

communication. 

U-1 Pg-1 2 

8. 1. Openness - Individuals are creative, curious, active, flexible and 

adventurous. 

2. Consciousness - Self disciplined, work on time, take care of others. 

3. Extraversion - love to interact with people. 

4. Agreeableness - kind, sympathetic, cooperative, considerate and warm. 

5. Neuroticism - tendency towards anxiety, self doubt, depression, 

shyness. 

U-2  

Pg-33 

0.5x4 

Any 

four 

9. 1. Sorting Data in IT refers to the process of arranging data elements in a 

specific order such as ascending or descending based on pre-defined 

criterion. 

2. It helps in data organization, making it easier to search, analyse and 

process information efficiently. 

U-3 Pg-5 (1x2) 

10. Environmental barriers : 

1. Lack of adequate resources or raw material 

2. Non-availability of skilled labour 

3. Lack of requisite machinery and infrastructure 

4. Unavailability of monetary resources on time 

U-4 Pg-* 2 

11. According to UNEP - United Nations Environment Program, green jobs or 

green collar jobs are works in agricultural, administrative, research and 

development, manufacturing and service activities that contribute 

substantially to preserving or restoring environment quality. 

U-5  

Pg-11 

2 

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

12. Young Men’s Christian Association  2 

13. Adopt a welcoming attitude, maintain professional and attentive body 

language, proactive  

 2 

14. Human Resource department  2 

15. It is a high pressure tube that delivers water or other fire retardants from a 

source like a hydrant or fire engine, to a fire to extinguish it. 
U-6 2 

16. Reduce their carbon footprint through energy efficient lighting and 

renewable sources, minimizing waste by recycling, using low flow fixtures. 

House keeping uses non-toxic cleaning agents and laundry detergent, 100% 

U-8 2 
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organic cotton sheets, towels and mattresses, non-smoking environment, 

Renewable energy sources like solar or wind energy, On-site transportation 

with green vehicles, Non-disposable dishes, Offers a fresh-air exchange 

system, Newspaper recycling program. 

 Answer any 2 out of the given 3 questions in 30-50 words each  2x3=6 

17. As it directly impact guest service, operational efficiency and brand 

reputation. 
 3 

18. Prepayment, advance deposit  3 

19. Listen attentively, empathize, apologize, look for solution, follow-up. 

Identifying Complaints, Handling Complaints, Follow-up procedures. 
U-7 3 

 Answer any 3 out of the given 6 questions in 50-80 words each.  3x4=12 

20. Managing Reservations, 

Handling guest check in/out 

Providing concierge service 

Managing guest bills and payments 

Addressing guest complaints 

Coordinating with other hotel departments 

 4 

21. Property Management System, it manages all aspects of hotel business 

operations including the room booking to assigning, posting bills and settling 

guest account. 

 4 

22. Remain calm, gather information, jot it down, inform foM, security Mgr, GH 

then notify police, get the area evacuated by saying searching for a suspicious 

object. Do not touch if found suspicious object inform authorities and police. 

U-6 4 

23. Restricting access to authorized individuals, preventing unauthorized 

entries, theft and vandalism and providing guest with a sense of privacy. 

U-7 4 

24. 1. Attitudinal Complaints 

2. Unusal Complaints 

3. Mechanical Complaints 

4. Service related Complaints 

U-7 4 

 - o O o -   

 


