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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.

Thee SR Tt
FRONT OFFICE OPERATIONS
[efRa @ - 3 gv2 STIHTT 3P : 60
Time allowed : 3 hours Maximum Marks : 60

277 1 P.T.O.
Downl oaded From : http://cbseportal .conf Courtesy : CBSE


http://cbseportal.com/
http://cbseportal.com/
http://cbseportal.com/

[ CBSE

www chsaportal com

Downl oaded From : http://cbseportal . conl
Wvug <h

SECTION A
371d TG FTIT T : 1x6=6

Very short answer questions :
1.  Biea H facsft stfafei o foe sF-a1 wid v sifamd g 2 2
(%) © ®E (C form)
(@) St wifer i (G folio form)
() w= faE w1 (H visa form)
()  shfee 1€ B (Credit card form)
Which form is mandatory to be filled for foreigner guests in a hotel ?
(a)  C form
(b) G folio form

(¢) H visa form

(d) Credit card form

2. .3l (GRC) & TT3fhal (guest cycle) o fohd =0T T 91 1T 2 2
(%)  TregRE =
(@) fsrEeE =
(M) -feese =
(7)) ShATEEH =
At which stage of guest cycle is GRC filled ?
(a)  Registration stage
(b)  Reservation stage
(c) Pre-reservation stage

(d)  Pre-registration stage
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3. IARAA WS EAKCS (arrival errand card) S TIR % ?

() fEwe (Receptionist)

(@) & 3% (Bell desk)

(71) U 19 (Page boy)

(") e AMBH SRR (Front office cashier)
Who prepares the arrival errand card ?

(a)  Receptionist

(b)  Bell desk

(c) Page boy

(d) Front office cashier

4. ST (DNA)H &1 a9 8 ?
(%) fss Afc 3= (Did not arrive)
(@) g ¢ TdB (Do not allow)
()  feur=R Afe TARE (Departure not allowed)
(a) feuifse Aic TasE (Deposit not allowed)
What does DNA mean ?
(a)  Did not arrive
(b) Do not allow
(c) Departure not allowed

(d)  Deposit not allowed
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5.  form aret sl shaw efafar it ufeafa o € @i S gehar B 2

(%) wiféa (Mortise) arett

(@) S?I'q?jﬁ% (Electronic) dTedT

(1)  «EEfEH (Biometric) arelt

(a) Esg (Standard) drel

Which lock can be opened only in the presence of the guest ?
(a)  Mortise lock

(b)  Electronic lock

(¢) Biometric lock

(d) Standard lock

6. EAEPE| (concierge) <hT &6 hal W g grar 2 2
(%) BRE-HITT
(@) <I=| A%

Where is the desk of a concierge located ?
(a)  House-keeping

(b)  Time office

(c) Lobby

(d) Restaurant
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37la TG ITIT T : 2x5=10

Very short answer questions :

7. Q@G’I’H Al = (advance letting chart) den 9}.uq.ug. &I TN B HI B‘%@
F1 g ?
What is the purpose of using advance letting chart and PMS ?
8. Bled ! 33T A (outgoing mail) T SfeRTur HIfST |
Classify the outgoing mail of a hotel.
9. SHST W (Bermuda Plan) Qa ZI;ﬁ'ﬁq?il'rl [ (European Plan) & o9 AR
sl %Iiﬁiq |
Differentiate between Bermuda Plan and European Plan.
10. Ts-UER Y (Grand-Master Key) 58 &d 8 ? 30T fHIER &I BidT 8 2
What is Grand-Master Key ? Who is responsible for this ?
11. &0 7152 (Room Night)’ ol 3gT&01 I TR & THATST |
Explain ‘Room Night’ with the help of an example.
Qus 1
SECTION C
Y FTHIT T 3x8=24
Short answer questions :
12. I i 3Me (key control sheet) T YTEY TR THLATST |
Draw and explain the format of key control sheet.
13. T T3 & EI"T-IK‘TR%SH =0T (pre-registration stage) S THIATST |
Explain the pre-registration stage of a guest cycle.
14. SR 89 (Door man) T S &7 (Bell boy) sl diH-diw et samsy |

Write three responsibilities each of a Door man and a Bell boy.
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15. % U (Guest Paging) ¥t Ufshan Twsy |
Explain the procedure of paging a guest.
16. dfdg ¥ wrafgd 9r Breeed o1 8 dehdl g ? $9h HIU % o ik o
ey |
What could be four complaints related to services ? Also suggest two ways
to resolve them.
17.  hiaEs gry fafy & @ 18 fohedl ©: Fareti & sm # fofew |
Write any six services provided to the guest by a concierge.
18. T BITA o hedT (catalogue) ¥ T hl - B: HE@YU! SIHHIET T
Bt & 2
List six important information a guest can find in a catalogue of a hotel.
19. T8 &6 (cardkey)ﬁ?ﬁﬁ'ﬂ?’ﬁ% ®: Y 9d1sT |
HAAT
o HM H AA/MAfE =1l B @Rt AT T § ged BIght IHT TEdl
2 | TorT ©: T 9 o119 35eht rehrrd i gurert ?
Write six advantages of using card keys.
OR
A guest wants to leave the hotel in anger after seeing dirty sheets in his
room. In what six ways would you handle his complaint ?
Qus v
SECTION D
Ia=¢1e5% 397 :

Essay questions :

20.

U quia: TETferd YRt (fully automated system) GRI 3Afafer sl <eh-gd
(check-in) 9fshaT ol foear & fafgu |

Describe the check-in procedure of a guest by a fully automated system.
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21. IoreesH <Y uftamsy faiRgu | et A % 3118 ST FaTsT |
YT
T REIEe 6l g8 Agwaqul Midfaierdi % fafey |

Define registration. Write eight reasons of doing this.

OR
Write ten important activities of a receptionist.

22, fawia fRrear & +iE e@ fam fafgu |

STt
Teh SdTel Ud MM Hiek (caller) & Faed & g8 gama G |

Write any ten rules of telephone etiquettes.

OR

Give ten suggestions to handle a rude and impatient caller.

23. fafyr g™ (guest departure) gfsham qem e feumR (post departure)

Tfshal § o 356 (Bell Desk) 1 &I fHehT (role) B ?

What is the role of Bell Desk in guest departure procedure and post
departure procedure ?
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