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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 23 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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Read the question paper carefully. All questions in each section are
compulsory. Students may use bilingual mediums (both English and
Hindi) for writing, in which technical terms should be written in English

medium.

Questions from serial no. 1 to 6 are very short-answer questions carrying,
one mark each. These are to be answered in about 20 words or in one
sentence each.

Questions from serial no. 7 to 11 are short-answer questions, carrying

2 marks each. These are to be answered in about 30 to 40 words each.

Questions from serial no. 12 to 19 are short-answer questions, carrying

3 marks each. These are to be answered in about 60 to 70 words each.

Questions from serial no. 20 to 23 are long-answer questions, carrying

5 marks each. These are to be answered in about 100 to 150 words each.
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SECTION A
T BT (guest folio) IF Wierdr & ? 1
Who opens the guest folio ?
T, 33371, (FRRO) 1 0 &9 =1 7 ? 1

What is the full form of FRRO ?

Th. B (F form) fopm fore s fopan Siran 2 2 1
What is form F used for ?

SATBI TR & &Y H, MU Toid Tl (A g | 319 fohd are @ araiay
T il ? 1
As a telephone operator, you have dialled a wrong number. What will be

the opening sentence of your dialogue ?

Teh HiHITS (concierge) &l Ik Johe T AT HY tl'gﬂﬁﬁ ? 1

How can you recognise a concierge from his jacket ?

R CES 9 (mail forward book) fora fore s i STt R 2 1

What is the mail forward book used for ?

Qs @
SECTION B

Teh BTE d188 A&t (hard bound register)% SUANT o AT F G hiHAT FAT

8 ? 2
What are the two advantages and two drawbacks of using a hard bound
register ?

ST T ohl hdl HHTAT d Blel/Tfiehd fohal ST § 2 2
How is incoming mail handled and sorted ?
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32 (Suite) TH HEHT (Cabana) § 1 W & ?

What is the difference between Suite and Cabana ?

‘ferm (skipper)’ qem ‘T =9 (on change)’ﬁ AT |

Explain ‘skipper’ and ‘on change’.

H'T'%CFIS_S' AN e (Modified American Plan) & 3 frg am 9 S
STl 7 ? 39 R W |fmhfaa o gfaansti &t = S8 |

What is the Modified American Plan also known as ? List two facilities
included in its tariff.

Qg
SECTION C

T T UTETH F1E (guest registration card) § H-H IR forat STt
37

AT

ISRl TR § G i TR ©: HEwqUl T 1 aui i |

Write the information which is written in a guest registration card.

OR

Describe six important activities done at pre-registration stage.

Tht AT (scanty baggage) HRIYUTA T Bt 8 2
AT

T2 3WEad (guest arrival) HREIOTAT FT Bt B 2
What is the scanty baggage procedure ?

OR

What is the guest arrival procedure ?
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14. U oS fenie ey (message record slip) sl &Y §413T | 3

AT

HIE hl (card keys)a% Eﬁ_st D: ¥ %FF@'Q |

Make the format of a message record slip.

OR

Write any six advantages of card keys.

15. U A 9 A9 W & TR (geyser) & 7 I ! frepad i 2 | 3@
frerra =1 319 e GTerT 2 3

HYAT

SAfafr st frerrrdi o1 Yo i % foiw ®: sravaes feenfacy fafau |

A guest has complained that the geyser of his room is not working. How
will you handle this complaint ?

OR

Write six important guidelines for managing guest complaints.

16. U I (concierge)ﬁ; °h|§ B: A Nl 1%!'@11 | 3

Write any six desirable qualities of a concierge.

17. TH AT Jget IR ged ™1 g | 3§ Bl o foheal ©: Ggqgall o fawg o
SR ST | 3

A guest has visited a hotel for the first time. Inform him about any six

aspects of the hotel.
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#HE 9 9 16 A=, 2018 W1 HlclE BIed % AT TR 003 H 39T AGEhIC
T BA1 B e | 3T Tl o YR T w0 & (left luggage tag)
SIST |

Mr. Puri has left his overcoat and umbrella in Room No. 003 of Maryland
Hotel on 16th March, 2018. Prepare a left luggage tag on the basis of the

above information.

Sudt fag 3 To7m ged & HUU Ter 343 H, a1 7 9/, 2018 i =Hh-3A
(check-in) foh3IT 3 | 98 29 W, 2018 &I I8 & YEAM Bl | ITH AHHRI
YR | T T #18 (Key Card) sHET |

Mrs. Singh has checked-in into Room No. 343 on 7t March, 2018 in
Cinnamon Hotel. She will depart on 29th March, 2018. Prepare a ‘Key

Card’ on the basis of the above information.

Qs ¥
SECTION D

Tk Ifafyr & 3794 F H Th-34 (check-in) T & o1 shl USRI <hl Afsha
! THHATST |
Explain the post-registration process after a guest has checked-in into his

room.

Teh dieh-51 T (walk-in guest) =+ %@s:r (check-in) SRIYUMAT I ShHTTET
fefay |

Sequence the check-in procedure of a walk-in guest.



22.

23.
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9 STk U TN foRU I aTet fohedl g8 HEul U <hl H SIS |

List any ten important equipments used in the bell desk.

TAw Rremmr & g em I fafge |

HAAAT
T SABH AT g T S a1t ufe el fehie! &l au i |
Write any ten rules of telephone etiquette.

OR

Describe five important records maintained by a telephone operator.
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