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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. 

  H$moS> Z§.      

 Code No. 

amob Z§. 
Roll No. 

 

 

 

 ZmoQ>  NOTE 

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

(I) Please check that this question 

paper contains 7 printed pages. 

(II) 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| & 

(II) 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. 

(III) H¥$n`m Om±M H$a b| {H$ Bg àíZ-nÌ _|  
>42 àíZ h¢ & 

(III) Please check that this question 

paper contains 42 questions. 

(IV) H¥$n`m àíZ H$m CÎma {bIZm ewê$ H$aZo go 
nhbo, CÎma-nwpñVH$m _| àíZ H$m H«$_m§H$ 
Adí` {bI| & 

(IV) Please write down the Serial 

Number of the question in the 

answer-book before attempting it. 

(V) 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 & 

(V) 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. 

\«$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  
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gm_mÝ` {ZX}e : 

{ZåZ{b{IV {ZX}em| H$mo ~hþV gmdYmZr go n{‹T>E Am¡a CZH$m g™Vr go nmbZ H$s{OE :  

(a) Bg àíZ-nÌ _| Xmo IÊS> h¢  IÊS> H$ … amoOJma H$m¡eb Am¡a IÊS> I … {df` H$m¡eb & 

(b) IÊS> H$ … amoOJma H$m¡eb (10 A§H$) 
(i)  {XE JE 6 àíZm| _| go {H$Ýht 4 àíZm| Ho$ CÎma Xr{OE & àË`oH$ àíZ 1 A§H$ H$m h¡ & 
(ii)  {XE JE 5 àíZm| _| go {H$Ýht 3 àíZm| Ho$ CÎma Xr{OE & àË`oH$ àíZ 2 A§H$ H$m h¡ & 

(c) IÊS> I … {df` H$m¡eb (50 A§H$) 
(i)  {XE JE 12 àíZm| _| go {H$Ýht 10 àíZm| Ho$ CÎma Xr{OE & àË`oH$ àíZ 1 A§H$ H$m h¡ & 
(ii)  {XE JE 7 àíZm| _| go {H$Ýht 5 àíZm| Ho$ CÎma Xr{OE & àË`oH$ àíZ 2 A§H$ H$m h¡ & 
(iii)  {XE JE 7 àíZm| _| go {H$Ýht 5 àíZm| Ho$ CÎma Xr{OE & àË`oH$ àíZ 3 A§H$ H$m h¡ & 
(iv)  {XE JE 5 àíZm| _| go {H$Ýht 3 àíZm| Ho$ CÎma Xr{OE & àË`oH$ àíZ 5 A§H$ H$m h¡ & 

(d) Bg àíZ-nÌ _| 42 àíZ em{_b h¢ {OZ_| go 30 àíZm| Ho$ CÎma XoZo h¢ & 

(e) g^r àíZm| Ho$ {deof ^mJ /IÊS> H$mo ghr H«$_ _| H$s{OE &   

(f) A{YH$V_ g_` 3 K§Q>o h¡ &  

IÊS> H$ 

 (amoOJma H$m¡eb) (10 A§H$)  

{XE JE 6 àíZm| ‘| go {H$Ýht 4 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 1 A§H$ H$m h¡ & 14=4  

1. Bånoao{Q>d (Imperative) dm³¶ H$m EH$ CXmhaU {b{IE & 1  

2. A{^àoaUm go Amn ³¶m g‘PVo h¢ ? 1 

3. {H$gr ì¶{º$ ‘| noamZm°BS> (Paranoid) {dH$ma (Disorder) hmoZo Ho$ Xmo bjU nhMm{ZE &  1 

4. àñVw{V gm°âQ>do¶a (Presentation Software) ‘| ZmoQ²>g ì¶y (Notes View) H$s ³¶m 
^y{‘H$m hmoVr h¡ ? 1 

5. ì¶dgm¶ ¶moOZm ‘| J«mhH$ H$s ³¶m ^y{‘H$m hmoVr h¡ ? 1 

6. H$m¡Z-gm Xoe J«rZ Qy>[aµÁ‘ (Green Tourism) H$m CXmhaU h¡ ? 1 
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General Instructions : 

Read the following instructions very carefully and strictly follow them : 

(a) This question paper consists of two parts viz.  Section A : Employability 

Skills and Section B : Subject Skills.  

(b) Section A : Employability Skills (10 Marks) 

 (i) Answer any 4 questions out of the given 6 questions of 1 mark each. 

 (ii) Answer any 3 questions out of the given 5 questions of 2 marks each. 

(c) Section B : Subject Skills (50 Marks) 

 (i) Answer any 10 questions out of the given 12 questions of 1 mark each. 

 (ii) Answer any 5 questions out of the given 7 questions of 2 marks each. 

 (iii) Answer any 5 questions out of the given 7 questions of 3 marks each. 

 (iv) Answer any 3 questions out of the given 5 questions of 5 marks each. 

(d) This question paper contains 42 questions out of which 30 questions are to 

be answered. 

(e) All questions of a particular part/section must be attempted in the correct 

order. 

(f) The maximum time allowed is 3 hours.    

SECTION A 

 (Employability Skills) (10 Marks)  

Answer any 4 questions out of the given 6 questions of 1 mark each. 14=4 

1. Write one example of an imperative sentence. 1  

2. What do you understand by motivation ? 1 

3. Identify two symptoms in a person suffering from Paranoid disorder. 1 

4. What is the role of Notes view in a Presentation software ? 1 

5. What is the role of a customer in a business plan ? 1 

6. Which country is an example of Green Tourism ? 1   
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{XE JE 5 àíZm| ‘| go {H$Ýht 3 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 2 A§H$ H$m h¡ & 23=6 

7. Ü`mZ go gwZZo (listening) H$s Mma ~mYmE± gyMr~Õ H$s{OE &  2 

8. ñd-A{^ào[aV ì¶{º$ Ho$ Mma bjUm| H$m CëboI H$s{OE & 2 

9. ñbmBS> H$m ~¡H$J«mCÝS> (background) ~XbZo Ho$ MaUm| H$mo H«$‘mZwgma {b{IE & 2 

10. ‘mH}$Q> EÝQ´>r ao½¶ wboeÝg (market entry regulations) Ho$ g§X^© ‘| CÚ{‘Vm H$s Mma 
~mYmAm| H$m C„oI H$s{OE & 2 

11. gm¡a Ed§ dm¶w (solar and wind) nmda (power) Ho$ joÌ ‘| Xmo J«rZ Om°~ (green jobs) 
H$mo gyMr~Õ H$s{OE &  2 

IÊS> I 
 ({df¶ H$m¡eb) (50 A§H$)  

{XE JE 12 àíZm| ‘| go {H$Ýht 10 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 1 A§H$ H$m h¡ & 110=10 

12. ‘hm‘mJ© na pñWV Ho$Q>[a¨J BH$mB¶m± {H$g Zm‘ go OmZr OmVr h¢ ? 1 

13. VmO J«wn Am°’$ hmoQ>ëg H$s àW‘ hmoQ>b gån{Îm H$m¡Z-gr h¡ ? ¶h H$hm± pñWV h¡ ? 1 

14. O¡nr hmoQ>ëg {b{‘Q>oS> (Jaypee Hotels Limited) H$s Xmo g§n{Îm¶m| Ho$ Zm‘ {b{IE &  1 

15. E’$.E.E³g. (FAX) H$mo {dñV¥V H$s{OE &  1 

16. ’«§$Q> Am°{’$g {d^mJ H$m H$m¡Z-gm AZw^mJ ‘ob Ed§ g§Xoem| H$mo g§^mbZo Ho$ {bE CÎmaXm¶r  
hmoVm h¡ ? 1 

17. Amoda~wqH$J (Overbooking) go Amn ³¶m g‘PVo h¢ ? 1 

18. hmoQ>b Ho$ H$‘am| ‘| A{V{W¶m| H$s gwajm Ho$ {bE Cn¶moJ {H$E OmZo dmbo {H$Ýht Xmo ¶ÝÌm| Ho$ 
Zm‘ ~VmBE & 1 

19. {H$gr ‘§{Ob Ho$ g‘ñV H$‘am| H$mo ImobZo Ho$ {bE H$m¡Z-gr Mm~r H$m à¶moJ {H$¶m OmVm h¡ ? 1 

20. _¡Ho${ZH$b {eH$m¶V H$m EH$ CXmhaU Xr{OE & 1 

21. bm°J ~wH$ (Log Book) {H$g {bE à¶moJ H$s OmVr h¡ ? 1 

22. {H$gr hmoQ>b H$mo Or.Q>r.~r.Eg. (GTBS) à‘mU-nÌ {H$Z Xmo ‘mZXS>m| Ho$ AmYma na {X¶m 
OmVm h¡ ? {b{IE & 1 

23. EZOu ñQ>ma (Energy Star) H$m bmoJmo (Logo) ~ZmBE &  1  

{XE JE 7 àíZm| ‘| g o {H$Ýht 5 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 2 A§H$ H$m h¡ &  25=10 

24. ‘e¡boQ²>g’ (Chalets) go Amn ³¶m g‘PVo h¢ ? 2  

25. am‘mXm J«wn Am°’$ hmoQ>ëg (Ramada Group of Hotels) Ho$ Mma ~«mÊS>m|> (Brands) H$m 
C„oI H$s{OE & 2 

26. Q>obrµ\$moZ Am°naoQ>a H$s {H$Ýht Mma {µOå‘oXm[a¶m| H$mo gyMr~Õ H$s{OE &  2 
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Answer any 3 questions out of given 5 questions of 2 marks each. 23=6 

7. List four barriers in listening.  2 

8. Mention four signs of a self-motivated person. 2  

9. Sequence the steps of changing the slide background.  2 

10. Mention four barriers to entrepreneurship in context to market entry 

regulations.   2 

11. List two green jobs in the area of solar and wind power.  2 

SECTION B 

  (Subject Skills) (50 Marks)  

Answer any 10 questions out of the given 12 questions of 1 mark each. 110=10 

12. What are the catering units situated on highways known as ? 1 

13. Which is the first hotel property of Taj Group of Hotels ? Where is it 

located ?  1 

14. Name two properties of Jaypee Hotels Limited.  1  

15. Expand FAX. 1  

16. Which section of the Front Office department is responsible for dealing 

with mails and messages ?  1 

17. What do you understand by overbooking ? 1 

18. Mention any two devices used in hotel rooms for the security of the 

guests.   1 

19. Which key is used to access all the rooms of a floor ? 1  

20. Give one example of a mechanical complaint. 1  

21. What is a log book used for ? 1  

22. Write two criteria on the basis of which a hotel can get GTBS certificate. 1     

23. Draw the logo of Energy Star.  1 

Answer any 5 questions out of the given 7 questions of 2 marks each. 25=10 

24. What do you understand by the term ‘Chalets’ ? 2  

25. Mention four brands of Ramada Group of Hotels. 2 

26. Enlist any four responsibilities of a telephone operator.  2 
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27. {H$Ýht Mma ‘w»¶ Or.S>r.Eg. (GDS) H$ån{Z¶m| Ho$ Zm‘ ~VmBE & 2 

28. hmoQ>b Ho$ H¡$ÝgboeZ [aH$m°S>m] (cancellation records) na {bIr OmZH$mar Ho$ H$moB© Mma 
A§e {b{IE & 2 

29. hmoQ>b ‘¡ZoOa Ho$ ZmVo, ‘{hbm A{V{W¶m| H$s gwajm H$aZo Ho$ {bE Amn H$m¡Z-go Mma  
Cnm` AnZmE±Jo ? 2  

30. hmoQ>b ‘| AmJ bJZo na, ’«$ÝQ> Am°{’$g Ho$ H$‘©Mm[a¶m| H$mo H$m¡Z-go Mma H$X‘ CR>mZo Mm{hE ? 2 

{XE JE 7 àíZm| ‘| go {H$Ýht 5 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 3 A§H$ H$m h¡ & 35=15 

31. ’$moZ na dmVm©bmn H$aVo g‘¶, Q>obr’$moZ Am°naoQ>a H$mo H$m¡Z-gr N>h ~mV| H$^r Zht H$aZr 
Mm{hE ? 3 

32. Q>obrµ\$moZ aIaImd H$s H$moB© N>h AÀN>r VH$ZrH$m| H$m C„oI H$s{OE & 3 

33. ’«$ÝQ> Am°{’$g Ho$ H$_©Mm[a`m| Ûmam Xr JB© {H$Ýht N>h A{V{W godmAm| (guest services) H$m 
C„oI H$s{OE & 3 

34. doQ>a Ho$ A^Ð ì¶dhma Ho$ {bE EH$ A{V{W Zo {eH$m¶V H$s h¡ & Bg {eH$m¶V Ho$ g‘mYmZ 
Ho$ {bE, ‘¡ZoOa H$mo N>h gwPmd Xr{OE & 3 

35. A{V{W H$s {eH$m¶Vm| H$m g‘mYmZ H$aZ o Ho$ {bE N>h {Xem-{ZX}e {b{IE & 3 

36. J«rZ VH$ZrH|$$ AnZmZo go hmoQ>b Ho$ ‘m{bH$m| H$mo H$m¡Z-go N>h bm^ hmoVo h¢ ? {b{IE & 3 

37. hmoQ>bm| H$mo B©H$mo hmoQ>bm| Ho$ ê$n _| {H$Z N>h ‘mnXÊS>m| Ho$ AmYma na dJuH¥$V {H$¶m OmVm h¡ ? 3 

{XE JE 5 àíZm| ‘| go {H$Ýht 3 àíZm| Ho$ CÎma Xr{OE & àË¶oH$ àíZ 5 A§H$ H$m h¡ &  53=15 

38. EH$ ~‹S>o hmoQ>b H$m ñdÀN> g§JR>Z MmQ>© ~ZmBE & 5 

39. ’«$ÝQ> Am°{’$g Ho$ àË¶oH$ H$m{_©H$ ‘| H$m¡Z-go Xg dm§{N>V JwU hmoZo Amdí¶H$ h¢ ? {b{IE & 5 

40. J«wn MoH$-BZ (group check-in) Ed§ J«wn MoH$-AmCQ> (group check-out) Ho$ nm±M 
‘hÎdnyU© MaUm| H$mo H«$‘mZwgma {b{IE & 5 

41. {ˆQ>Zr (Whitney) AmajU àUmbr Ho$ bm^ ~VmH$a BgH$s ì`m»`m H$s{OE & 5 

42. AnZr gån{Îm na Mmo[a¶m± amoH$Zo Ho$ {bE, hmoQ>b H$mo H$m¡Z-gr Xg gmdYm{Z¶m± ~aVZr  
Mm{hE ? 5 
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27. Mention any four major GDS companies.  2 

28. Write any four bits of information written in cancellation records of a 

hotel.    2 

29. As a hotel manager, what four measures would you adopt to ensure 

security of women guests ? 2 

30. What four steps should the Front Office staff take in case of fire in the  

hotel ?  2 

Answer any 5 questions out of the given 7 questions of 3 marks each. 35=15 

31. What six things should a telephone operator never do while answering 

the phone ?   3  

32. Mention any six good telephone handling techniques.   3 

33. Mention any six guest services provided by the Front Office staff. 3 

34. A guest has complained of rude behaviour of a waiter. Give six 

suggestions to the manager to handle this complaint. 3 

35. Write six guidelines for handling guest complaints.   3 

36. Write six benefits for hoteliers in adopting green techniques.  3 

37. What are six criteria on the basis of which hotels are classified as  

Eco hotels ?  3 

Answer any 3 questions out of the given 5 questions of 5 marks each. 53=15 

38. Neatly draw the organisation chart of a large hotel. 5 

39. Write any ten desirable traits that each Front Office staff should possess. 5 

40. Sequence five important steps each of group check-in and group  

check-out.   5 

41. Explain the Whitney system of reservation along with its advantages. 5 

42. What ten precautions should a hotel adopt to prevent thefts on its  

property ?  5 
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