This question paper consists of 4 questions and 7 printed pages.
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General Instructions :
1. Candidate must write his/her Roll Number on the first page of the question paper.

2. Please check the question paper to verify that the total pages and total number of
questions contained in the paper are the same as those printed on the top of the
first page. Also check to see that the questions are in sequential order.

3. For the objective type of questions, you have to choose any one of the four
alternatives given in the question, i.e., A, B, C or D and indicate your correct
answer in the answer-book given to you.

4. Making any identification mark in the answer-book or writing Roll Number
anywhere other than the specified places will lead to disqualification of the
candidate.

S. Answers for questions, like matching, true or false, fill in the blanks, etc., are to be
given in the answer-book.

6. Write your Question Paper Code No. 53/VOC/O, Set [A] on the answer-book.
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HOTEL FRONT-OFFICE OPERATIONS
TIEA He-3TTHT TRITH
(360)

Time : 2 Hours | [ Maximum Marks : 40

Y : 2} | [ qurie : 40

Note : All questions are compulsory and carry marks as indicated against each
question.
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1. Fill in the blanks and write the correct answer in your answer-book : 1x10=10

Tk Tl 3 d L TF TR I Rl AT IW-GedR H o

(a) A hotel with up to rooms is called a small hotel.

_ d% S 91 BIed I U BI1 81 el ST 2|

(b) A guest bill may also be called a guest .
ek 3Tty foret =t oft wep safafer EXESICIS

(c) Number of rooms occupied on a particular day is called a ___

% foey a7 W AfaeRa gled o W Al T & T S 2

(d) European plan or EP includes only.

T ST AT EP | Shee & i &

(e) You can find out whether a guest has a reservation or not, with the help of
list.

Tt i e | fafyr o ame e ¥ Y A, A A @ gekd B

f) is a process of filling in the details before the guest arrives.

FAfafy e ¥ uge e faaw @t e areft ufshan 21
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(9) is the team-leader for the front office.

% IAMHY % fog T w1 TG 2|

(h) You have to make voucher to provide flowers and soft drinks for VIP
guests.
dto 3o o Afafel & foiw B iR 3fiael 99 YeW & o fou 31 EIELH
TR L Fehd 2 |

(i) If the called extension is busy, you should check with the guest if he
would like to leave a

Ife i o T TR e Ok 7, W& STt BIg L STET FTEdT & adl
39 3ty = < T Hehd 2 |

() Normally a safety locker is operated by _ keys.
T T AT AT €9 A ol g TTferd B 2|

2. State in your answer-book whether the following statements are True or False :
Y%2x20=10

FfaRad om wc § = e, o IT-gfedR § ford

(a) A foreign national can settle his bills only in Indian cash.

u foeeft amTies et IR ga1 0 o forell i et Tk 2

(b) First aid helps in preserving life.
i e Sfam wee § wgrEe g 2

(c) The business of hotels is a charitable work.

Bled FIIE™ T 38X Sl 2|

(d) You, at the front office, project the image of the hotel.
e ATHE H, AT ol B2 & U ol TIsige T Thd & |

(e) The staff organization in a small hotel is the same as in a large hotel.

T 92 B hl aE B gled § Wi FHHANE] o1 SIS GHH il & |
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(f) A ‘C-form’ is only filled for the foreign guests.
T ‘C-form’ foh faaeft siffomt o fog s S 2

(g9 Front office hotel staff can wear jeans and T-shirt at the reception.

%2 AT BIed HHAR] TN el § S8 37T -3 g9 ¥ehd 2 |

(h) When talking to guest on phone, you should speak very loudly.
Al § B W G1q Fd G0 AR IoF TR § I1d BT =M1e8 |

(i) A guest can cancel the reservation once done in a hotel.

T Bl H TR T STREr i SATdTY Tk o1 T gl 2 |

() Housekeeping discrepancy report is made by the front office staff.

TE-TaEdT (EREhIT) A fagmfa R we Aifhd o FH=TEl & gR IR foR
ST 2l

(k) A bell boy carries the luggage of the guest during departure.
fafSr SR o R S At IR AT HTerdT 2

() If a guest is in hurry to exchange currency, the encashment certificate
can be filled in later.

I Uk ANy Sedl § gun fafwa war @ @ TRERm TH-ua 96§ ooff 9u S
Tl Bl

(m) During check-out, you find the guest of stealing hotel property, you will
charge the guest for the article.

FF-3T132 o 4R Afe foreft 1fafyr 3 gew &t w1 oft wrmft =) A & @ o 3w Iy
F foru arfafar =01 =t ot wehat 2

(n) Guest history card keeps a track of a guest’s dislikes and likes.
afafyr feedt e erfafsr & woe ok TmEe it 5% @ 7|

(o) Sorting of guest mails is done at the reservation office.

TStee 2ATRE H ATy o Sk (mail) i Sfer ST 21

360/VOC/912 5 [ P.T.O.



() A statement of charges posted in the guest’s account is also called a
‘transcript’.

Afafyr & feame stepeee § o 7o et 3[eshi 1 Zifere’ et S gl

(@9 Occupancy of a hotel can be calculated from the room revenue.

geet AR Y MU T WL W A ST TR 2

(r) The staff should be diplomatic in handling guests.
sfafer =t Hare @ fotu =it 6 Foel e =nfEe)

(s) The message slip is made in duplicate.

Tzt 1 feeTTi i gHen a1 giadt H dam o ST 2

()  Hotels do not have any policy to wake-up guests if he requests.
foreft oft et 1 g oft from 72 & S Hewm % s1ghy W ft 3R Sa

3. Answer the following questions in brief : 2%x4=10

Frfeiiad St o ST |a4d H T

(a) Explain to a guest about the various types of rates prevalent in hotel.

gled # yafara fafie g & 0 & aR § Uk Afdfer s gwend |

(b) List out the rules that you should observe in case of giving first-aid to a
guest.

Tk (At =l Mfies IU=R 24 & W § 3T 3¢ 1 Fheor =i, 39 o & am °
g

(c) What are the types of information that a guest can ask an information
section?

MY foRd ToRR 1 TS g1 fa9m & STH dehal &7

(d) Explain the process of Night Auditor’s Work.
TFehTelA 3ToheTeh o T -SIUTTH! <Rl 0 i |
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4. Answer the following questions elaborately : 5x2=10

Fafafad o & S foear @ 2

(a) As a bell desk in-charge, explain the procedure followed in case of a guest
room change.

Ifg g fafyr e afads w1 =T 2, O U 9o 2% 99 % w9 31y uH feufa
T HH-H TS =1 TTed HET =T, 3

(b)  What should be done in case of fire in the hotel?
g | et Y fearfa & s e =nfen?
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