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narjmWu H$moS >H$mo CÎma-nwpñVH$m Ho$ _wI-n¥ð 
>na Adí` {bIo§ & 
Candidates must write the Code on the 

title page of the answer-book. 

 Series SGN  H$moS> Z§.      

 Code No. 

amob Z§. 
Roll No. 

   
 

 

\«$ÝQ> Am°{\$g g§MmbZ 

FRONT OFFICE OPERATIONS 

{ZYm©[aV g_` : 3 KÊQ>o   A{YH$V_ A§H$ : 60 

Time allowed : 3 hours Maximum Marks : 60 

 H¥$n`m Om±M H$a b| {H$ Bg àíZ-nÌ _o§ _w{ÐV n¥ð> 7 h¢ & 

 àíZ-nÌ _| Xm{hZo hmW H$s Amoa {XE JE H$moS >Zå~a H$mo N>mÌ CÎma-nwpñVH$m Ho$ _wI-n¥>ð> na {bI| & 

 H¥$n`m Om±M H$a b| {H$ Bg àíZ-nÌ _| >23 àíZ h¢ & 

 H¥$n`m àíZ H$m CÎma {bIZm ewê$ H$aZo go nhbo, àíZ H$m H«$_m§H$ Adí` {bI| & 

 Bg  àíZ-nÌ  H$mo n‹T>Zo Ho$ {bE 15 {_ZQ >H$m g_` {X`m J`m h¡ &  àíZ-nÌ H$m {dVaU nydm©• _| 
10.15 ~Oo {H$`m OmEJm &  10.15 ~Oo go 10.30 ~Oo VH$ N>mÌ Ho$db àíZ-nÌ H$mo n‹T>|Jo Am¡a 

Bg Ad{Y Ho$ Xm¡amZ do CÎma-nwpñVH$m na H$moB© CÎma Zht {bI|Jo & 

 Please check that this question paper contains 7 printed pages.  

 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. 

 Please check that this question paper contains 23 questions. 

 Please write down the Serial Number of the question before 

attempting it. 

 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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gm_mÝ` {ZX}e : 

(i) àíZ-nÌ H$mo Ü`mZnyd©H$ n{‹T>E & àË`oH$ IÊS> Ho$ g^r àíZ A{Zdm`© h¢ & N>mÌ boIZ Ho$ 
{bE {Û^mfr _mÜ`_ (A§J«oµOr Am¡a {hÝXr XmoZm|) H$m Cn`moJ H$a gH$Vo h¢, {Og_| VH$ZrH$s 
eãXm| H$mo A§J«oµOr _mÜ`_ _| {bIm OmZm Mm{hE &  

(ii) àíZ g§»`m 1 go  6 àË`oH$ EH$ A§H$ dmbo A{V bKw-CÎmar` àíZ h¢ & àË`oH$ àíZ H$m CÎma 
bJ^J 20 eãXm| `m EH$ dmŠ` _| Xr{OE & 

(iii) àíZ g§»`m 7 go 11 àË`oH$ 2 A§H$m| dmbo bKw-CÎmar` àíZ h¢ & àË`oH$ àíZ H$m CÎma 
bJ^J 30  go  40 eãXm| _| Xr{OE &  

(iv) àíZ g§»`m 12 go 19 àË`oH$ 3 A§H$m| Ho$ bKw-CÎmar` àíZ h¢ & àË`oH$ àíZ H$m CÎma bJ^J  
60  go  70 eãXm| _| Xr{OE &  

(v) àíZ g§»`m 20 go 23 àË`oH$ 5 A§H$m| Ho$ XrK©-CÎmar` àíZ h¢ & àË`oH$ àíZ H$m CÎma 
bJ^J 100  go  150 eãXm| _| Xr{OE &  

General Instructions : 

(i) 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.    

(ii) 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.  

(iii) 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. 

(iv) 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. 

(v) 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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IÊS> H$ 

SECTION A 

1. JoñQ> \$mo{b`mo (guest folio) H$m¡Z ImobVm h¡ ? 1 

Who opens the guest folio ? 

2. E\$.Ama.Ama.Amo. (FRRO) H$m nyU© ê$n Š`m h¡ ? 1  

What is the full form of FRRO ?  

3. E\$. \$m°_© (F form) {H$g {bE à`moJ {H$`m OmVm h¡ ?  1 

What is form F used for ?   

4. Q>obrµ\$moZ Am°naoQ>a Ho$ ê$n _|, AmnZo µJbV Zå~a {_bm`m h¡ & Amn {H$g dmŠ` go dmVm©bmn 
àmaå^ H$a|Jo ? 1 

As a telephone operator, you have dialled a wrong number. What will be 

the opening sentence of your dialogue ?  

5. EH$ H$m°ÝgrAO© (concierge) H$mo CgHo$ O¡Ho$Q> go Amn H¡$go nhMmZ|Jo ?  1 

How can you recognise a concierge from his jacket ?    

6. _ob \$m°adS>©> ~wH$ (mail forward book) {H$g {bE à`moJ H$s OmVr h¡ ?  1 

What is the mail forward book used for ?   

 

IÊS> I 

SECTION B 

7. EH$ hmS>© ~mC§S> a{OñQ>a (hard bound register) Ho$ Cn`moJ Ho$ Xmo bm^ d Xmo H${_`m± Š`m 
h¢ ?   2 

What are the two advantages and two drawbacks of using a hard bound 

register ? 

8. BZH$q_J _ob H$mo H¡$go g§^mbm d N>m±Q>m/dJuH¥$V {H$`m OmVm h¡ ?  2 

How is incoming mail handled and sorted ?  
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9. gwB©Q> (Suite) Ed§ H$~mZm (Cabana) _| Š`m A§Va h¡ ?  2 

What is the difference between Suite and Cabana ?   

10. ‘pñH$na (skipper)’ VWm ‘Am°Z M¢O (on change)’ H$mo g_PmBE & 2 

Explain ‘skipper’ and ‘on change’.    

11. _m°{S>\$mBS> A_o[aH$Z ßbmZ (Modified American Plan) H$mo AÝ` {H$g Zm_ go OmZm 
OmVm h¡ ? Bg Q>¡[aµ\$ _| gpå_{bV Xmo gw{dYmAm| H$s gyMr ~ZmBE & 2 

What is the Modified American Plan also known as ? List two facilities 

included in its tariff. 

 

IÊS> J 
SECTION C 

12. EH$ JoñQ> a{OñQ´>oeZ H$mS>© (guest registration card) _| H$m¡Z-gr OmZH$mar {bIr OmVr  

h¡ ?  3 

 AWdm 

 n§OrH$aU ñVa go nyd© H$s JB© N>: _hÎdnyU© J{V{d{Y`m| H$m dU©Z H$s{OE &  

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

  OR 

Describe six important activities done at pre-registration stage.  

13. ñH¢$Q>r ~¡JoO (scanty baggage) H$m ©̀àUmbr Š`m hmoVr h¡ ?  3 

 AWdm 

 JoñQ> AamBdb (guest arrival) H$m ©̀àUmbr Š`m hmoVr h¡ ?  
What is the scanty baggage procedure ? 

   OR 

What is the guest arrival procedure ?   



277 5 P.T.O. 

14. EH$ _ogoO [aH$m°S>© pñbn (message record slip) H$m àmê$n ~ZmBE &  3 

 AWdm 

 H$mS>© H$s (card keys) Ho$ H$moB© N>: bm^ {b{IE &  

Make the format of a message record slip. 

   OR 

Write any six advantages of card keys. 

15. EH$ A{V{W Zo AnZo H$_ao Ho$ JrµOa (geyser) Ho$ Z MbZo H$s {eH$m`V H$s h¡ & Bg 

{eH$m`V H$mo Amn H¡$go g§^mb|Jo ?  3 

 AWdm 

 A{V{W H$s {eH$m`Vm| H$m à~ÝY H$aZo Ho$ {bE N>: Amdí`H$ {Xem{ZX}e {b{IE &  

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. EH$ H$m°ÝgrAO© (concierge) Ho$ H$moB© N>: dm§N>Zr` JwU {b{IE &  3 

Write any six desirable qualities of a concierge. 

17. EH$ A{V{W nhbr ~ma hmoQ>b Am`m h¡ & Cgo hmoQ>b Ho$ {H$Ýht N>: nhbwAm| Ho$ {df` _| 

OmZH$mar Xr{OE &  3 

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

aspects of the hotel.  
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18. lr_mZ nwar Zo 16 _mM©, 2018 H$mo _¡arb¢S> hmoQ>b Ho$ H$_am Zå~a 003 _| AnZm AmodaH$moQ> 

d N>mVm N>mo‹S> {X`m & Cn`w©º$ OmZH$mar Ho$ AmYma na boâQ> bJoO Q>¡J (left luggage tag) 

~ZmBE & 3 

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.   

 

19. lr_Vr qgh Zo {gZ_Z hmoQ>b Ho$ H$_am Zå~a 343 _|, {XZm§H$ 7 _mM©, 2018 H$mo MoH$-BZ 

(check-in) {H$`m h¡ & dh 29 _mM©, 2018 H$mo dhm± go àñWmZ H$a|Jr & Cn ẁ©º$ OmZH$mar Ho$ 

AmYma na EH$ ‘H$s H$mS>© (Key Card)’ ~ZmBE &  3 

Mrs. Singh has checked-in into Room No. 343 on 7th March, 2018 in 

Cinnamon Hotel. She will depart on 29th March, 2018. Prepare a ‘Key 

Card’ on the basis of the above information. 

 

 
IÊS> K 

SECTION D 

20. EH$ A{V{W Ho$ AnZo H$_ao _| MoH$-BZ (check-in) H$aZo Ho$ ~mX H$s n§OrH$aU H$s à{H«$`m 

H$mo g_PmBE &  5 

Explain the post-registration process after a guest has checked-in into his 

room. 

21. EH$ dm°H$-BZ JoñQ> (walk-in guest) Ho$ MoH$-BZ (check-in) H$m ©̀àUmbr H$mo H«$_mZwgma 

{b{IE &  5 

Sequence the check-in procedure of a walk-in guest. 
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22. ~ob S>oñH$ _| à`moJ {H$E OmZo dmbo {H$Ýht Xg _hÎdnyU© CnH$aUm| H$s gyMr ~ZmBE &  5 

List any ten important equipments used in the bell desk.  

23. Q>obrµ\$moZ {eîQ>mMma Ho$ H$moB© Xg {Z`_ {b{IE &  5 

 AWdm 

 EH$ Q>obrµ\$moZ Am°naoQ>a Ûmam aIo OmZo dmbo nm±M _hÎdnyU© [aH$m°S>m] H$m dU©Z H$s{OE &   

Write any ten rules of telephone etiquette.  

    OR 

Describe five important records maintained by a telephone operator. 

       250 


