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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 GBM  H$moS> Z§.      

 Code No. 
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Roll No. 

 
 

 

 

 

 

 

 

 

Am{VÏ` à~§YZ H$m n[aM` 

INTRODUCTION TO HOSPITALITY MANAGEMENT 
 

{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> 11 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 _| >24 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 11 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 24 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$mo gmdYmZrnyd©H$ n{‹T>E & àË`oH$ IÊS> Ho$ g^r àíZ A{Zdm`© h¢ & narjmWu CÎma 
{bIZo _| {Û -^mfr _mÜ`_ (A§J«oµOr Am¡a {hÝXr XmoZm|) H$m Cn`moJ H$a gH$Vo h¢, {Og_| 
nm[a^m{fH$ eãX A§J«oµOr _| {bIo OmZo Mm{hE & 

(ii) IÊS> H$  – àíZ g§»`m 1 – 8 ~hþ{dH$ënr` àíZ h¢, àË`oH$ Ho$ {bE 1 A§H$ {ZYm©[aV h¡ & 

(iii) IÊS I  – àíZ g§»`m 9 – 13 bKw -CÎmar` àíZ h¢, àË`oH$ Ho$ {bE 2 A§H$ {ZYm©[aV h¡ & 
CZHo$ CÎma àË`oH$ 30  – 40 eãXm| go A{YH$ Z hmo & 

(iv) IÊS J  – àíZ g§»`m 14 – 18 ^r bKw -CÎmar` àíZ h¢, àË`oH$ Ho$ {bE 3 A§H$ {ZYm©[aV  
h¡ & CZHo$ CÎma àË`oH$ 60  – 70 eãXm| go A{YH$ Z hmo & 

(v) IÊS K  – àíZ g§»`m 19 – 21 ^r bKw -CÎmar` àíZ h¢, àË`oH$ Ho$ {bE 4 A§H$ {ZYm©[aV 
h¡ & CZHo$ CÎma àË`oH$ 80  – 100 eãXm| go A{YH$ Z hmo & 

(vi) IÊS L>  – àíZ g§»`m 22 – 24 XrK© -CÎmar` àíZ h¢, àË`oH$ Ho$ {bE 5 A§H$ {ZYm©[aV h¡ & 
CZHo$ CÎma àË`oH$ 110  – 150 eãXm| go A{YH$ Z hmo & 

General Instructions :  

(i) Read the paper carefully. All questions in each part are compulsory. 

Students may use bilingual mediums (both English and Hindi) for 

writing, in which technical terms should be written in English medium.  

(ii) Part A – Questions No. 1 – 8 are multiple choice questions, carrying  

1 mark each. 

(iii) Part B – Questions No. 9  13 are short-answer questions, carrying   

2 marks each. Answer to them should not exceed 30   40 words each. 

(iv) Part C – Questions No. 14  18 are also short-answer questions, carrying  

3 marks each. Answer to them should not exceed 60   70 words each. 

(v) Part D – Questions No. 19  21 are also short-answer questions, carrying  

4 marks each. Answer to them should not exceed 80   100 words each. 

(vi) Part E – Questions No. 22  24 are long-answer questions, carrying  5 

marks each. Answer to them should not exceed 110   150 words each. 
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IÊS> H$ (àË`oH$ EH$ A§H$) 

PART A (One mark each)  

 

~hþ{dH$ënr` àíZ :               18=8   

Multiple choice questions : 

 

1. EM.Ama.S>r. (HRD) H$m AW© h¡   

(H$) øy_Z [agmog© S>o{\$ZreZ (Human Resource Definition) 

(I) hmCgH$sqnJ [agmog© S>odbn_|Q> (Housekeeping Resource Development) 

(J) hmCgH$sqnJ [agmog© S>o{\$ZreZ (Housekeeping Resource Definition) 

(K) øy_Z [agmog© S>odbn_|Q  (Human Resource Development) 

HRD stands for 

(a) Human Resource Definition 

(b) Housekeeping Resource Development 

(c) Housekeeping Resource Definition 

(d) Human Resource Development 

 

2. hmoQ>b _| ahZo dmbm EH$ A{V{W Cnhma H$s dñVwE± IarX gH$Vm h¡ __________ go & 

(H$) {~{µOZog goÝQ>a (Business centre) 

(I) gmodo{Z`a em°n (Souvenir shop) 

(J) [agoßeZ (Reception) 

(K) ñnm (Spa) 

A guest staying in a hotel can purchase gift items from the  

(a) Business Centre 

(b) Souvenir Shop 

(c) Reception 

(d) Spa 
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3. Hw$. A{X{V EH$ hmoQ>b _| ah ahr h¢ & CÝh| EH$ hdmB© `mÌm H$m {Q>H$Q> ~wH$ H$aZm h¡ & Bg 
AdñWm _| dh gånH©$ H$a|Jr ________________ go &  

(H$) [agoßeZ (Reception) 

(I) Q>obrµ\$moZ Am°naoQ>a (Telephone Operator)  

(J) ~¢ŠdoQ> _¡ZoOa (Banquet Manager) 

(K) Q´>¡dob S>oñH$ (Travel Desk) 

Ms. Aditi is staying in a hotel. She has to book airline tickets. In this case 

she will be contacting the  

(a) Reception 

(b) Telephone Operator 

(c) Banquet Manager 

(d) Travel Desk 

4. {ZåZ{b{IV _| go H$m¡Z-gm ImÚ Ed§ no` {d^mJ Ho$ AÝVJ©V AmVm h¡ ?  

(H$) agmoB© (Kitchen) 

(I) H$m°\$s em°n (Coffee Shop) 

(J) ñnoe¡{bQ>r aoñQ>m°aoÝQ> (Speciality Restaurant) 

(K) Cn ẁ©º$ g^r (All of the above) 

Which of the following comes under Food and Beverage Department ? 

(a) Kitchen 

(b) Coffee Shop 

(c) Speciality Restaurant 

(d) All of the above 

5. \«$ÝQ> Am°{\$g {d^mJ H$m __________ goŠeZ, hmoQ>b Ho$ g^r A{V{WAm| H$s AJdmZr Ed§ 
ñdmJV H$aZo Ho$ {bE CÎmaXm`r h¡ &  

(H$) IOm§Mr (Cashier) 

(I) Q´>¡dob S>oñH$ (Travel Desk) 

(J) [agoßeZ (Reception) 

(K) Q>oboŠg (Telex) 
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__________ section of Front Office is responsible for receiving and 

welcoming all hotel guests. 

(a) Cashier 

(b) Travel Desk 

(c) Reception 

(d) Telex 

 

6. dJ© gr A{½Z Ho$ {bE H$m¡Z-gm A{½Z em_H$ à`moJ {H$`m OmVm h¡ ?  

(H$) nmZr  

(I) CO2 A{½Z em_H$ 

(J) CaCl2 A{½Z em_H$ 

(K) \$mo_ Q>mBn A{½Z em_H$ 

Which fire extinguisher is used for Class C Fire ? 

(a) Water 

(b) CO2 Fire Extinguisher 

(c) CaCl2 Fire Extinguisher 

(d) Foam Type Fire Extinguisher 

 

7. {dÚwV² A{½Z H$m dJuH$aU {H$`m OmVm h¡  

(H$) dJ© B© A{½Z (Class E Fire) 

(I) dJ© E A{½Z (Class A Fire) 

(J) dJ© gr A{½Z (Class C Fire) 

(K) dJ© S>r A{½Z (Class D Fire) 

The electrical fire is classified as  

(a) Class E Fire 

(b) Class A Fire 

(c) Class C Fire 

(d) Class D Fire 
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8. Ý`yZV_ g§»`m Ho$ gm_mZ dmbo A{V{W H$mo H$hm OmVm h¡   

(H$) ñH¡$ÝQ>r ~¡JoO (Scanty Baggage) 

(I) Zmo bJoO (No Luggage) 

(J) boâQ> bJoO (Left Luggage) 

(K) g_ bJoO (Some Luggage) 

The guest with minimum number of luggage is termed as  

(a) Scanty Baggage 

(b) No Luggage 

(c) Left Luggage 

(d) Some Luggage 

 
IÊS> I$ (àË`oH$ Xmo A§H$) 

  PART B (Two marks each) 25=10                                        

 

9. hmoQ>b _| Xmo amOñd Ed§ Xmo µJ¡a-amOñd CËnmXZ dmbo {d^mJm| H$s gyMr ~ZmBE &  
List two revenue and two non-revenue producing departments in a hotel. 

10. EH$ N>moQ>o hmoQ>b Ho$ \«$ÝQ> Am°{\$g g§JR>Z H$m MmQ>© ~ZmBE & 

   AWdm 

nr.Amo.Eg. (POS) Š`m h¡ ?  

Draw Front Office Organisation chart of a small hotel. 

   OR 

What is POS ? 

11. \«$ÝQ> Am°{\$g ñQ>m\$ H$s {H$Ýht Mma ì`{º$JV {deofVmAm| H$m C„oI H$s{OE &  
Mention any four personality traits of Front Office Staff. 

12. àmW{_H$ CnMma (First Aid) Š`m h¡ ?  
What is First Aid ?  

13. Zmo emo (No Show) Š`m h¡ ?  
Who is No Show ? 
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IÊS> J$ (àË`oH$ VrZ A§H$) 

PART C (Three marks each) 35=15 

14. BpÊS>`Z hmoQ>ëg H$ånZr (Indian Hotels Company) na boI {b{IE &  
   AWdm 

gmobhdt eVmãXr Ed§ CÞrgdt eVmãXr _| hmoQ>b CÚmoJ Ho$ {dH$mg H$s ì`m»`m H$s{OE &  
Write a note on Indian Hotels Company. 

   OR 

Explain the development of hotel industry in 16th century and  

19th century. 

15. EH$ hmoQ>b Ûmam àñVwV {d{^Þ àH$ma Ho$ H$_am| H$s Xam| H$s ì`m»`m H$s{OE &  
   AWdm 

pñW{V (location) Ho$ AmYma na hmoQ>bm| H$m dJuH$aU H$s{OE &  
Explain the various types of room rates offered by a hotel. 

   OR 

Classify hotels on the basis of location. 

16. ê$_ a¡H$ (Room Rack) Š`m h¡ ?  

   AWdm 

\$mo{bAmo ~Ho$Q>² (Folio Bucket) Š`m h¡ ?  
What is Room Rack ? 

   OR 

What is Folio Bucket ? 

17. _m¡{IH$ Ed§ µJ¡a-_m¡{IH$ g§Mma _| AÝVa ñnîQ> H$s{OE &  

Differentiate between verbal and non-verbal communication. 

18. g§Mma _| AmZo dmbr ~mYmE± Š`m h¢ ?  

   AWdm 

H$m`© joÌ _| AnZr gwajm {ZpíMV H$aZo Ho$ {bE Š`m gmdYm{Z`m± boZr Mm{hE± ?  

What are the barriers to communication ? 

   OR 

What care should be taken to assure your own safety in the work area ? 
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IÊS> K$ (àË`oH$ Mma A§H$) 

PART D (Four marks each) 43=12  

 

19. ^maV _| A§Vam©îQ´>r` hmoQ>b ûm¥§IbmAm| go Amn Š`m g_PVo h¢ ? ^maV _| {H«$`merb {H$Ýht 
Mma A§Vam©îQ´>r` hmoQ>b ûm¥§IbmAm| H$mo gyMr~Õ H$s{OE Ed§ CZHo$ g_ê$nr hmoQ>b ~«¡ÝS>m| H$m 
CëboI H$s{OE &  

What do you understand by International Hotel Chains in India ? Enlist 

any four International Hotel Chains operational in India and mention 

their corresponding hotel brands. 

20. Am{VÏ` ì`dgm` _| {dVaU àUmbr H$s ^y{_H$m Ed§ _hÎd H$mo g_PmBE &  

Explain the role and importance of distribution channel in the hospitality 

industry. 

21. B§Q>aZoQ> Zo Am{VÏ` ì`dgm` _| {dVaU ZoQ>dH©$ H$mo H¡$go ~Xb {X`m h¡ ?  

AWdm 

AmYw{ZH$ Am{VÏ` ì`dgm` _| H$m°ÝgrAO© H$s ^y{_H$m H$m dU©Z H$s{OE &  

How has internet changed the distribution network in the hospitality 

industry ? 

OR 

Describe the role of Concierge in the modern hospitality industry. 
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IÊS> L>$ (àË`oH$ nm±M A§H$) 

PART E (Five marks each) 53=15 

22. {ZåZ{b{IV Q>¡[a\$ H$mS>© H$mo n{‹T>E Ed§ àíZm| Ho$ CÎma Xr{OE :  

hmoQ>b _hmamOm 
O`nwa  

Q>¡[a\$ H$mS>©  

H$_ao Ho$ àH$ma gr.nr. na H$_ao H$m Q>¡[a\$  E_.E.nr. na H$_ao H$m Q>¡[a\$ 

 qgJb S>~b qgJb S>~b 

S>rbŠg (Deluxe) < 2,800 < 3,400 < 3,100 < 4,000 

gwBQ> (Suite) < 4,000 < 7,000 < 5,000 < 9,000 

bmoZmB© (Lonai) < 3,000 < 5,000 < 3,500 < 4,500 

H$_ao _| godmE± Ed§ gw{dYmE± : 

 

    24 K§Q>o ê$_ g{d©g  

    bm°ÊŚ>r (Laundry) 

    µOê$aV na S>m°ŠQ>a (Doctor on Call) 

    Mm`/H$m°\$s _oH$a   

    goµ\$ {S>nm°{OQ> bm°H$a  

    dmB©-\$mB© (Wi-fi) 

    24 K§Q>o ~mWê$_ _| J_© Ed§ R>§S>o nmZr H$s ì`dñWm  

ZmoQ> : 

1. A{V[aº$ gaH$mar H$a bmJy  
2. 12 df© go H$_ Am`w Ho$ ~ƒm| H$m H$moB© MmO© Zht AJa Cgr H$_ao _| A{V[aº$ nb§J Zht 

{b`m J`m hmo  

3. MoH$-BZ MoH$-AmCQ> g_` 12 : 00 ~Oo Xmonha  

4. A{V[aº$ ~oS> ^Îmm < 800 

(H$) H$_ao _| CnbãY {H$Ýht Mma godmAm| H$m CëboI H$s{OE &  

(I) S>~b gwBQ> H$m gr.nr. (CP) _| ê$_ Q>¡[a\$ Š`m h¡ ?  
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(J) qgJb S>rbŠg ê$_ H$m E_.E.nr. (MAP) _| ê$_ Q>¡[a\$ Š`m h¡ ?  

(K) bmoZmB© (Lonai) Š`m h¡ ?  

(L>) EH$ n[adma {Og_| VrZ d`ñH$ bmoJ h¢ do E_.E.nr. (MAP) na EH$ S>~b S>rbŠg 
ê$_ MmhVo h¢ & EH$ am{Ì Ho$ {bE CZHo$ H$_ao Ho$ ^Îmo H$s JUZm H$s{OE &  

 

Read the following Tariff Card and answer the questions : 

Hotel Maharaja 

Jaipur 

Tariff Card 

Types of Room Room Tariff on CP Room Tariff on MAP 

 Single Double Single Double 

Deluxe < 2,800 < 3,400 < 3,100 < 4,000 

Suite < 4,000 < 7,000 < 5,000 < 9,000 

Lonai < 3,000 < 5,000 < 3,500 < 4,500 

Services and Facilities in room : 

 

    24 Hours Room Service 

    Laundry 

    Doctor on Call 

    Tea/Coffee Maker 

    Safe Deposit Locker 

    Wi-fi 

    Bathroom with hot and cold running water available 24 hours 

Note : 

1. Government Taxes extra as applicable 

2. No charge for children under 12 occupying the same room without extra 

bed  

3. Check-in/Check-out time is 12 : 00 Noon 

4. Extra Bed Charges < 800 

(a) Mention any four services available in the rooms.  

(b) What is the room tariff on CP for Double Suite ? 
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(c) What is the room tariff on MAP for Single Deluxe Room ?  

(d) What is Lonai ?  

(e) A family of three people comprising of three adults require a 

Deluxe Double Room on MAP. Calculate the room charges for one 

night.  

 

23. \«$ÝQ> Am°{\$g H$m hmoQ>b Ho$ {H$Ýht Xmo {d^mJm| go g_Ýd` H$s ì`m»`m H$s{OE &  

AWdm 

(H$) JoñQ> EamBdb H$mS>© H$m àmê$n ~ZmBE Ed§ g_PmBE &  

(I) ZmBQ> Am°{S>Q>a Ed§ bm°~r _¡ZoOa Ho$ H$Îm©ì`m| Ed§ Xm{`Ëdm| H$s gyMr ~ZmBE &  

Explain the coordination of Front Office with any two departments of the 

hotel. 

OR 

(a) Draw the format and explain Guest Arrival Card. 

(b) List the duties and responsibilities of Night Auditor and Lobby 

Manager. 

24. hmoQ>b ñdMbrH$aU, hmoQ>b g§gmYZ Ho$ Hw$eb à~ÝYZ H$mo AJ«{gV H$aVm h¡ Ed§ A{V{W H$mo 
AË`{YH$ g§VwpîQ> àXmZ H$aVm h¡ & ì`m»`m H$s{OE &  

AWdm 

 n`©Q>Z H$s n[a^mfm {b{IE & \«$ÝQ> Am°{\$g {d^mJ H$m boIm{MÌ ~ZmBE Ed§ d[aîR> ~ob 
H$ßVmZ Ho$ H$Îm©ì`m| H$s gyMr ~ZmBE &  

Hotel automation leads to the efficient management of hotel resources 

and to greater guest satisfaction. Explain. 

OR 

Define Tourism. Draw the layout of Front Office department and list the 

duties of Senior Bell Captain. 

     1,400 

Downloaded From :http://cbseportal.com/

Downloaded From :http://cbseportal.com/ Courtesy : CBSE

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

