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General Instructions :
(i) Please read the instructions carefully.

(it)  This question paper consists of 24 questions in two Sections : Section A
and Section B.

(iti) Section A has Objective Type Questions, whereas Section B contains
Subjective Type Questions.

(iv) 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.

(v)  All questions of a particular section must be attempted in the correct
order.

(vi) 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.
(vii) 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)
1. Answer any 4 out of the given 6 questions on Employability Skills. 4x1=4

) What is a sentence ?
(A) A group of ideas that form a complete paragraph.
(B) A group of words that communicates a complete thought or
meaning.
(C) A set of rules that we must follow to write correctly.

(D) A set of words that contains basic punctuation marks.

(11) Define the term “stress”.
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(i)  ITDC =90 &9 (Full form) ? :

(A) Indian Tourist Development Corporation
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(D) International Tourism Development Corporation
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(iii) Cluster ‘A’ personality disorders are associated with individuals

who are in nature.
(A)  Suspicious (B) Emotional
(C) Impulsive (D) Anxious

(iv) ICT stands for :
(A) Innovation and Coordination Team
(B) Information and Communication Technology
(C) Integrated and Clear Technology

(D) Inspired and Creative Team

(v)  Which of the following is not a component of a spreadsheet ?
(A) Cell (B) Worksheet
(C)  Workbook (D) Workarea

(vi) Name the flagship initiative of the Government of India that is

intended to build an ecosystem for the growth of start-up businesses.

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

(1) ITDC stands for :
(A) Indian Tourist Development Corporation
(B)  India Tourism Development Corporation
(C) India Tourism Department Corporation

(D) International Tourism Development Corporation

(ii)  Speaking with courtesy to guests can reap ___ we may not
expect.
(A)  Allegations (B) Rewards
(C) Resentment (D) Dislikes
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(iii)

(iv)

(v)

(vi)

(vii)

Preparation of all food and beverages comes under the

department.
(A)  Room service
(B) In-room dining
(C)  Food and beverage service
(D)  Food production
The function performed by the front office department is to :
(A) Indent the food items
(B)  Upkeep the hotel
(C)  Handle check-in/check-out
(D) Prepare staff salaries
is filled by the guest on his arrival.
(A)  Guest history card
(B)  Guest registration card
(C) FOREX form
(D) Errand card

The accident prevention and cure is assured by :

(A) Usage of signage and warning signboards

(B)  Unnecessary movements in restricted areas

(C)  Negligence

(D)  Overindulgence

Which of the following is the main objective of ecotourism ?

(A)  Profit maximization for tour operators

(B)  Conservation of nature and support to local communities
(C)  Expansion of urban tourism infrastructure

(D)  Promotion of international travel only
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3. Answer any 6 out of the given 7 questions. 6x1=6

) Who is the founder of the Taj Group of hotels ?
(A) Jamshetji N. Tata
(B) Mohan Singh Oberoi
(C) Jaiprakash Gaur
(D)  Dorabji Tata

(i1)  As a service professional, it is important to while talking
to a guest.
(A) make eye contact (B) make faces
(C)  frown (D) offer criticism

(iii)  Which of the following is not a part of Front office ?
(A)  Bell Desk (B) Payroll
(C) Cash and Bills (D) Telephone and Telex

(iv)  Which of the following is a role of PMS ?
(A)  To track room availability
(B)  To do guest room cleaning
(C)  To deal with hotel’s marketing

(D)  To provide in-room dining facility to guests

(v)  Whois a “walk-in” guest ?
(A) A guest who arrives at the hotel without a reservation
(B) A guest who does not use any mode of transportation
(C) A guest who comes through travel agent
(D) A guest who stays frequently in the hotel

(vi)  Which key is used to open all guest rooms, even double-locked

guest rooms ?
(A) Master Key (B) Grand Master Key
(C)  Emergency Key (D) Floor Key
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(vii) Eco-tourists are interested to explore destinations where :
(A)  Areais rich with trash items
(B) No wildlife species exist
(C)  Environment is relatively unspoiled and natural

(D) The sun is strong

4. Answer any 5 out of the given 6 questions. 5x1=5
1) Inns were first established in the century BC.
(A) 4th (B) 5th
(C) 6th (D) gth

(i1) A telephone operator must answer the call :
(A)  After the 50 ring

(B) With a cheerful and calm demeanour
(C)  After finishing the work

(D) In an impolite way

(iii) section is responsible for handling guest arrivals and
departures.
(A)  Reservation (B) Travel Desk
(C) Concierge (D) Reception

(iv)  Corporate guests generally use which written mode of reservation ?
(A) Paging
(B) E-mail

(C)  Letter or Company’s letterhead
(D) In-person

(v)  On premises, internal security arrangements are made for :
(A)  Posting security guards to any limited locations
(B) Minimizing and eliminating the possibility of theft

(C) Increasing the patrolling of the areas for guest support, if
the need arises

(D)  Maintaining lighting facilities
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(vi) If a guest is “unhappy with the rude behaviour of a restaurant

server”, what type of complaint is this considered ?

(A)  Mechanical (B) Attitudinal
(C)  Service-related (D) Unusual
5. Answer any 5 out of the given 6 questions. 5x1=5
) is the world’s first travel agency.

(A) Cox and Kings
(B) Thomas Cook
(C) SOTC

(D)  Mercury Travels

(i1)  The florist comes under which of the following departments ?
(A)  Front Office
(B) Housekeeping
(C) Food & Beverage service
(D)  Security
(iii)  Front office staff should possess which of the following competencies ?
(A)  Accounting
(B)  Culinary skills
(C) Communication skills
(D)  Food service skills
(iv) A guest who does not turn up to take the reserved room is known
as:
(A) Tentative guest
(B)  Skipper
(C)  No-show
(D) Wak-in guest
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(v)  How can a hotel prevent misuse of a guest’s key card ?
(A) By replacing key cards with metal keys

(B) By encouraging guests to share their keys with other
visitors

(C) By limiting the number of key cards given per room
(D) By implementing a timer-controlled key card system
(vi)  Which customer decides to proceed through the decision-making
process quickly in order to complete the purchase ?
(A) Learning customer
(B) Impulsive customer
(C)  Decisive customer

(D)  Aggressive customer

6. Answer any 5 out of the given 6 questions. 5x1=5
1) What were lodging places in Europe and Asia Minor called during
the 3'4 century AD ?
(A) Hotels (B) Motels
(C) Mansions (D) Guest Houses

(i1))  Which department generates revenue for a hotel ?
(A)  Accounts
(B)  Front Office
(C) Safety and Security
(D) Engineering
(iii) A request for room reservation sent by post, hand delivery, or
courier is called
(A) Faxreservation
(B)  Letter reservation
(C)  Telephonic reservation

(D)  Online reservation
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(iv)  What is the purpose of Density Control Chart ?

(A) To refer to the availability of hotel guest rooms of a
particular type
(B)  To control staffing requirements of departments
(C)  Toincrease the footfall at the hotel
(D)  To track hotel facilities
(v) is essential for security of the guest room.
(A)  Marble flooring
(B) Emergency exit
(C)  Key control
(D)  Asset Insurance
(vi) consistently choose a specific brand over its
competitors.
(A) New customers
(B) Loyal customers
(C) High-end customers
(D)  Discount seekers

SECTION B
(Subjective Type Questions) (30 Marks)

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

question in 20 — 30 words. 3x2=6

7. What do you understand by the term “communication” ?

8. Explain any four parameters of an individual’s personality related to the
Big Five Factor Model.

9. What is data sorting in ICT ?

10. State any two environmental barriers to entrepreneurship.

11. Define the term “green jobs” according to the UNEP.
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Answer any 3 out of the given 5 questions in 20 — 30 words each. 3x2=6
12. What is the full form of YMCA ?

13. Enlist any four etiquette tips that can help front office staff to create a

positive impact on guests.
14. Which department is responsible for recruiting staff for the hotel ?
15. What is the purpose of a hose in fire fighting ?

16. Explain the characteristics of Green Hotels.

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

17. Why are communication skills considered essential attributes for front

office personnel ?
18. What is required to make a guaranteed reservation ?

19. Suggest different ways by which guest complaints can be handled.

Answer any 3 out of the given 5 questions in 50 — 80 words each. 3x4=12
20. Enlist any six functions of the front office department.

21. Explain in brief, the Global Distribution System (GDS).

22. How do hotels respond to bomb threat situations ?

23. How do guest room keys contribute towards the safety and security of

guests ?

24, Mention the different types of complaints commonly encountered in
hotels.
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