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General Instructions :

(i) Please read the instructions carefully.

(it)  This question paper consists of 24 questions in two Sections : Section A
and Section B.

(iti) Section A has Objective Type questions, whereas Section B contains
Subjective type questions.

(iv) Out of the given (6 + 18) = 24 questions, a candidate has to answer
(6 + 11) = 17 questions in the allotted (maximum) time of 3 hours.

(v)  All questions of a particular section must be attempted in the correct

order.

(vi) Section A : Objective Type Questions (30 marks) :

(a)
(b)
(c)
(d)

This section has 6 questions.
There is no negative marking.
Do as per the instructions given.

Marks allotted are mentioned against each question / part.

(vii) Section B : Subjective Type Questions (30 marks) :

(a)
(b)
(c)
(d)

This section has 18 questions.
A candidate has to do 11 questions.
Do as per the instructions given.

Marks allotted are mentioned against each question / part.

Section A
(Objective Type Questions) (30 Marks)

1. Answer any 4 questions out of the given 6 questions on Employability

Skills.

1)

334

4x1=4

Which one of these is not an entrepreneurial quality ?
(a) Persistence

(b)  Self-confidence

(c) Adaptability

(d) Fear of risk taking
Page 3 of 23 P.T.0.
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(a) 3T 3ATT i AT &
(b) oIS greft / faifafer 7 W
(c) Towama sAmT
(@ UITH FER & HE

(iv) ToT i Teh Fedier alich 9 ST 7 |
(a) Uk
(b) wHIGH
(c) <&

d) fess

) Sufiar o HIHH o HILIH 8 ITARATAT HivA 3R
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(a) GXfa gfsreror
(b) HEIM HWeH
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(d) FER S
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(a) €3I TA +7
(b) ¥ I M TH + T
(c) WA THA + I8
(d) ® 3 AN TA + H
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(i1)

(iii)

(iv)

(v)

(vi)
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Which of the following helps in maintaining a positive outlook in
life in the long run ?

(a) Staying at home
(b) Healthy diet and Adequate sleep
(c) Disorganised academics

(d) Overthinking and stressing out

How can personality disorder be overcome ?
(a) Isolating yourself

(b)  Not having a hobby/activity

(c) Building confidence

(d) Not communicating enough

A is an arrangement of cells in a vertical manner.
(a) Row

(b) Column

(¢c) Cell

(d) Box

Entrepreneurship development refers to the process of enhancing
entrepreneurial skills and knowledge through
programmes.

(a) Structured training
(b) Institution building
(c) Both (a) and (b)

(d) Communication building

Which buttons are pressed to copy a cell’s content ?

(a) CTRL+V
(b) CTRL+X
(¢c) CTRL+Z
(d) CTRL+C

Page 5 of 23 P.T.0.
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Answer any 5 out of the given 7 questions. 5x1=5
(1) The Ashoka Hotel in Delhi was founded in the year __ .
(a) 1903
(b) 1956
(c) 1914
(d) 1949

(i1)

(iii)

(iv)

(v)

Do’s of telephone communication include :

(a) Using the hotel procedures while answering guest calls
(b) Not adhering to telephonic techniques

(c) Being rude

(d) Being uninformed about the hotel

All the food and beverages that are served to the hotel guest are

prepared in the :
(a) Restaurant
(b) Kitchen

(c) Coffee shop
(d) Hotel

In which metropolitan city is Hotel Chola Sheraton located ?
(a) Mumbai

(b)  Delhi

(c) Kolkata

(d) Chennai

Which record does a receptionist need to update during the
check-out of the guests ?

(a) Current Room Status

(b)  Other Guest’s Room Status
(c) Service Register

(d) Kitchen Register

Page 7 of 23 P.T.0.
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In an event of loss of key which of the following practices should

the hotel follow ?

(a) Replace lock

(b) Create another key of the same lock
(¢) Both (a)and (b)

(d) Don’t change the lock

Criteria of Eco-Hotels include :

(a) Effective sustainability planning
(b)  Minimum use of resources

(¢) Minimum staff requirements

(d) No use of resources at all

Answer any 6 out of the given 7 questions. 6x1=6
(1) The industry is not the most significant part of the
hospitality industry.
(a) Hotel

(i1)

(b) Hospital
(¢) Disco and Pub

(d) Restaurant

Front office employees should be

any problem.

(a) Punctual
(b) Hygienic
(c) Diplomatic
(d) Handsome

Page 9 of 23
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(iv)

(v)

(vi)
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Which is the world’s first travel agency ?

(a) Cox and Kings
(b) Thomas Cook
(¢ SOTC

(d) Mercury Travels

It is an area which is located at the entrance of a hotel building

with a sitting arrangement for guests’ visitors to meet and wait.
(a) Vestibule

(b) Lobby

(¢c) Atrium

(d) Lounge

Mode of settlement of Bills is /are :
(a) Traveller’s cheque

(b)  Credit card

(¢) Both (a) and (b)

(d) Loyalty card

Fire can be extinguished by :
(a) Removal of air

(b) Adding fuel

(c) Adding salt

(d) Running away

Page 11 of 23
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Eco-tourism doesn’t minimize the impact upon :

(a) Guests
(b) Environment

(c) Management

(d) Space

Answer any 5 out of the given 6 questions.

(1)

(i1)

(iii)

b5x1=5

The inns originated in Japan to cater to the needs of the travellers

are known as :

(a) Paradore

(b)  Coffee house
(¢) Phatnal

(d) Ryokan

The full form of PBX is :

(a) Public Branch Exchange

(b)  Private Branch Exchange
(c) Public Broadband Exchange

(d) Private Bus Enclave

Paging of the guest is done by :
(a) GRE

(b)  Bell boy

(0 FOM

(d GSA
Page 13 of 23
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(iv)  “A guest may complain about the lack of golf course in the hotel.”
This is a type of complaint.
(a) Mechanical
(b) Attitudinal
(c) Service-related
(d) Unusual
(v)  Information desk agent provides information to the

guests.

(a) Hotel facilities

(b) Addresses of other guests

(c) Daily schedule of other guests

(d) Personal details of other guests

(vi)  The key that can open the door locks of all the rooms, even if they
are double locked is called :

(a) Master key
(b) Grand master key
(¢) Guest room key

(d) Standard key

5. Answer any 5 out of the given 6 questions. 5x1=5

(1) The act of generously providing care and kindness to someone in
need is called :

(a) Hotel

(b) Hospitality
(c) Help

(d) Hospitable

334 Page 15 of 23 P.T.0.
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(iii)

(iv)

(v)

(vi)
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(ii)

(iv)

(v)

(vi)
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Which of the following examples does not include guest complaints
related to food ?

(a) Stale food served

(b) Restaurant view not good

(c) Quantity of the food served

(d) Non-vegetarian delivered in place of vegetarian food items
Under type of reservation, the hotel holds the room for
the guest till a cut-off date.

(a) Tentative

(b) Confirmed

(c) Wait-listed

(d) Guaranteed

When the guest feels insulted by the rude or tactless hotel staff
and lodges a complaint, it is referred to as :

(a) Attitudinal complaint

(b) Mechanical complaint

(¢c) Service-related complaint

(d) Unusual complaint

FAX stands for :

(a) Facsimile transaction
(b) Fast transmission

(c) Facsimile transmission

(d) Facsimile transient

What should be used to warn against potential hazards or to
caution against unsafe practices ?

(a) Caution signs

(b) Danger signs

(c) Both (a) and (b)

(d) Green signs

Page 17 of 23 P.T.0.
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6. Answer any 5 out of the given 6 questions. 5x1=5
(1) The inns of Biblical era were of type.

(a) Luxurious
(b) Modern
(¢) Primitive
(d) Futuristic
(i1))  Which of the following is mot a guideline for handling guest
complaints professionally ?
(a) Concentrate on the problem, not on placing blame
(b) Do not take notes until after the guest is finished

(c)  Monitor the progress of the corrective action, even if the
complaint was resolved by someone else

(d) Isolate the guest if possible, so that other guests won’t hear

(iii)  Characteristics for Eco-Hotels include :
(a) Local communities to be neglected
(b) Depletion of non-renewable resources
(¢c) Less use of renewable resources

(d) Local participation in decision-making

(iv) Who was the founder of the Taj Group of Hotels ?
(a) Mohan Singh Oberoi
(b) Lalit Suri
(c) Larry Page
(d) Jamshed;ji, Tata

334 Page 19 of 23 P.T.0.
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(v)  The bell desk is headed by :
(a) Bell captain
(b)  Bell boy
(c) Bell hop

(d) Page boy

(vi)  Who heads the Security department ?
(a) Safety Manager
(b)  Security Manager
(¢) L & D Manager

(d) Maintenance Manager

SECTION-B
(Subjective Type Questions)

Answer any 3 questions out of the given 5 questions on Employability Skills.
Answer each question in 20 — 30 words each. 3x2=6

7. What are some common entrepreneurial competencies found in people ?
8. Mention the different ways to maintain positive attitude in life.

9. Which keyboard key is used when running a slide show ?

10. Enlist the qualities needed to successfully run an enterprise.

11. What are some common personality disorders ?
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Answer any 3 out of the given 5 questions in 20 — 30 words each. 3x2=6
12. Mention the factors that commonly promote tourism.

13. Write the do’s and Don’ts of telephone etiquette.

14. What is check-out at the front office ?

15. What is the role of the Security Department in hotels ?

16. What do you mean by Eco-Hotels ?

Answer any 2 out of the given 3 questions in 30 — 50 words each. 2x3=6
17. What are the competencies needed to be a front office staff ?

18. What do you understand by ‘Meek customer’ ?

19. Mention the characteristics of an eco-friendly hotel.

Answer any 3 out of the given 5 questions in 50 — 80 words each. 3Ix4=12

20. Classify different departments of a hotel on the basis of functions
performed by them.

21. What is the process of checking-in the guest ?
22. What are the standard check-out process steps ?
23. Discuss all different types of keys used in hotels for effective key control.

24. Enlist the techniques used for handling guest complaints.
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