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General  Instructions :

1. Candidate must write his/her Roll Number on the first page of the Question
Paper.

2. Please check the Question Paper to verify that the total pages and total
number of questions contained in the Question Paper are the same as those
printed on the top of the first page. Also check to see that the questions are
in sequential order.

3. Making any identification mark in the Answer-Book or writing Roll Number
anywhere other than the specified places will lead to disqualification of the
candidate.

4. Answers for all questions, including Matching, True or False, Fill in the blanks,
etc., are to be given in the Answer-Book only.

5. Write your Question Paper Code No. 69/SS/ACV/A, Set u on the Answer-Book.

6. Incase of any doubt or confusion in the question paper, the English version will
prevail.
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gm‘mÝ¶ AZwXoe …

1. narjmWu àíZ-nÌ Ho$ nhbo n¥ð> na AnZm AZwH«$‘m§H$ Adí¶ {bI|&

2. H¥$n¶m àíZ-nÌ H$mo Om±M b| {H$ àíZ-nÌ Ho$ Hw$b n¥ð>m| VWm àíZm| H$s CVZr hr g§»¶m h¡ {OVZr àW‘ n¥ð> Ho$ g~go
D$na N>nr h¡& Bg ~mV H$s Om±M ^r H$a b| {H$ àíZ H«${‘H$ ê$n ‘| h¢&

3. CÎma-nwpñVH$m ‘| nhMmZ-{M• ~ZmZo AWdm {Z{X©ï> ñWmZm| Ho$ A{V[aº$ H$ht ̂ r AZwH«$‘m§H$ {bIZo na narjmWu H$mo
A¶mo½¶ R>ham¶m OmEJm&

4. {‘bmZ H$aZm, ghr AWdm µJbV, [aº$ ñWmZ ̂ aZm, Am{X g{hV g^r àíZm| Ho$ CÎma, CÎma-nwpñVH$m ‘| hr {bI|&

5. AnZr CÎma-nwpñVH$m na àíZ-nÌ H$m H$moS> Z§0 69/SS/ACV/A, goQ u {bI|&

6. àíZ-nÌ ‘| {H$gr ^r àH$ma Ho$ g§Xoh AWdm Xþ{dYm H$s pñW{V ‘| A§J«oOr AZwdmX hr ‘mÝ¶ hmoJm&
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HOTEL FRONT OFFICE OPERATIONS

hmoQ>b ñdmJV H$m¶m©b¶ g§MmbZ
(360)

Time : 2 Hours ] [ Maximum Marks : 40

g‘¶ … 2 KÊQ>o ] [ nyUmªH$ … 40

Note  : All questions are compulsory and carry marks as indicated against each
question.

{ZX}e … g^r àíZ A{Zdm¶© h¢ Am¡a àË¶oH$ àíZ Ho$ A§H$ CgHo$ gm‘Zo {XE JE h¢&

1. Fill in the blanks and write the correct answer in your Answer-Book :

1×10=10

[aº$ ñWmZ ^[aE Am¡a ghr CÎma AnZr CÎma-nwpñVH$m ‘| {b{IE :

(a) _____ is the immediate treatment given to the victim of an injury,

accident or sudden illness before the desired medical help.

dm§{N>V {M{H$Ëgm gw{dYm àmá hmoZo go nhbo _____ go Kmd, XwK©Q>Zm AWdm AMmZH$ hþB© ~r‘m[a¶m|
go VËH$mbrZ {M{H$Ëgm H$s OmVr h¡&

(b) A postage envelope and _____ are available at the bell desk.

EH$ S>mH$ {b’$m’$m Am¡a _____ ~ob S>oñH$ na CnbãY hmoVo h¢&

(c) The instructions of guest should be _____ by repeating them.

A{V{W Ho$ {ZX}e H$mo ~ma-~ma XmohamH$a _____ {H$¶m OmZm Mm{hE&$

(1) Answers of all questions are to be given in the Answer-Book given to you.

g^r àíZm| Ho$ CÎma AmnH$mo Xr JB© CÎma-nwpñVH$m ‘| hr {bI|&
(2) 15 minutes time has been allotted to read this Question Paper. The Question

Paper will be distributed at 2:15 p.m. From 2:15 p.m. to 2:30 p.m., the
students will read the Question Paper only and will not write any answer on
the Answer-Book during this period.

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 Xmonha ‘|
2:15 ~Oo {H$¶m OmEJm& Xmonha 2:15 ~Oo go 2:30 ~Oo VH$ 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&
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(d) _____ slip when used for storing information in a rack, the rack is
known as Whitney rack.

O~ {H$gr a¡H$ ‘| gyMZm g§J«hrV H$aZo Ho$ {bE _____ pñbn H$m Cn¶moJ {H$¶m OmVm h¡, Vmo Cg

a¡H$ H$mo pìhQ>Zr a¡H$ Ho$ ê$n ‘| OmZm OmVm h¡&

(e) A _____ doctor is the term given to a doctor engaged by the hotel to

look after its guests and also employees.

_____ S>m°³Q>a EH$ Eogm eãX h¡ Omo hmoQ>b Ûmam AnZo A{V{W Am¡a H$‘©Mm[a¶m| H$s XoI^mb Ho$

{bE {Z¶wº$ S>m°³Q>a H$mo {X¶m OmVm h¡&

(f) The team leader of front office may be called a _____ manager.

’«§$Q> Am°{’$g Ho$ Q>r‘ brS>a H$mo _____ ‘¡ZoOa ^r H$hm Om gH$Vm h¡&

(g) Baggage left at the hotel is also known as _____ in hotel.

hmoQ>b ‘| N>mo‹S>m J¶m gm‘mZ, hmoQ>b ‘| _____ ^r H$hm OmVm h¡&

(h) A statement of _____ posted in the guest folios is known as the check-

out.

A{V{W ’$mo{b¶mo ‘| nmoñQ {H$E JE> _____ Ho$ {ddaU H$mo MoH$AmCQ> Ho$ ê$n ‘| OmZm OmVm h¡&

(i) The full form of CVGR is _____ guaranteed rate.

gr0 dr0 Or0 Ama0 H$m nyU© ê$n _____ Jma§Q>rS> aoQ> h¡&

(j) _____ call is generally given by the telephone section of the front

office.

_____ H$m°b Am‘Vm¡a na ’«§$Q> Am°{’$g Ho$ Q>obr’$moZ go³eZ Ûmam Xr OmVr h¡&
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2. Write in your Answer-Book whether the following statements are True
or False : ½×20=10

AnZr CÎma-nwpñVH$m ‘| {b{IE {H$ {ZåZ{b{IV H$WZ gË¶ h¢ ¶m AgË¶ :

(a) Room change is not allowed after guest check-in.

A{V{W MoH$-BZ Ho$ ~mX H$‘am ~XbZo H$s AZw‘{V Zht h¡&

(b) Room status board is usually made for 15 days.

ê$‘ ñQ>oQ>g ~moS>© Am‘Vm¡a na 15 {XZm| Ho$ {bE ~Zm¶m OmVm h¡&

(c) It is important to identify yourself on receiving a call.

H$m°b AmZo na AnZr nhMmZ ~VmZm ‘hÎdnyU© h¡&

(d) Registration cards are filled for all the guests.

g^r ‘oh‘mZm| Ho$ {bE n§OrH$aU H$mS>© ^ao JE h¡§&

(e) Repeat the messages to the caller, when taking message.

g§Xoe boVo g‘¶, H$m°b H$aZo dmbo H$mo g§Xoe XmohamE±&

(f) In case of fire, the immediate thing to do is to inform the telephones

and activate the fire alarm.

AmJ bJZo H$s pñW{V ‘|, VËH$mb Q>obr’$moZ na gyMZm XoZm Am¡a ’$m¶a Abm‘© Mmby H$aZm
Amdí¶H$ h¡&

(g) Keys of an occupied room should be in the slot of keys, if the guest

has gone out and given it.

¶{X A{V{W ~mha OmVo g‘¶ H$‘ao H$s Mm~r Xo MwH$m h¡, Vmo H$‘ao H$s Mm{~¶m±, Mm{~¶m| Ho$ ñbm°Q>
‘| hmoZr Mm{hE&

(h) A guest with less or no baggage is called a scanty baggage guest.

H$‘ gm‘mZ ¶m {~Zm gm‘mZ dmbo A{V{W H$mo Aën gm‘mZ dmbm A{V{W H$hm OmVm h¡&

(i) Front office cashier’s desk cannot encash the foreign currency.

’«§$Q> Am°{’$g H¡${e¶a S>oñH$ {dXoer ‘wÐm H$mo ^wZm Zht gH$Vm&
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(j) Guest history cards help in prefilling the registration card.

A{V{W ã¶m¡am H$mS>© n§OrH$aU H$mS>© H$mo nhbo go ^aZo ‘| ‘XX H$aVm h¡&

(k) VIP report is prepared by the reception staff or the information desk.

dr0 AmB0 nr0 [anmoQ>© [agoßeZ ñQ>m’$ ¶m gyMZm S>oñH$ Ûmam V¡¶ma H$s OmVr h¡&

(l) A no-show guest is one who does not show up after a confirmed

reservation.

Zmo-emo JoñQ> dh h¡, Omo AmajU H$s nw{ï> Ho$ ~mX ^r Zht AmVm&

(m) American Plan consists of charges for room + continental breakfast +

lunch + dinner.

A‘o[aH$s ¶moOZm ‘| H$‘ao Ho$ Abmdm H$m°pÝQ>ZoÝQ>b ZmíVo, Xmonha Ho$ ^moOZ Am¡a amV Ho$ ImZo Ho$
ewëH$ em{‘b hmoVo h¢&

(n) If a guest checks out before the check-out time, he/she is charged

only till the last night.

¶{X H$moB© A{V{W MoH$-AmCQ> g‘¶ go nhbo MoH$ AmCQ> H$aVm h¡, Vmo Cggo Ho$db A§{V‘ amV
VH$ H$m ewëH$ {b¶m OmVm h¡&

(o) C-Form is generally filled by all the hotel guests.

gr-’$m°‘© Am‘Vm¡a na g^r hmoQ>b ‘oh‘mZm| Ûmam ^am OmVm h¡&

(p) The sales and marketing department of a hotel is responsible for

bringing business to the hotel.

{H$gr hmoQ>b H$m {~H«$s Am¡a {dnUZ {d^mJ hmoQ>b Ho$ ì¶dgm¶ Ho$ {bE {Oå‘oXma hmoVm h¡&

(q) Occupancy is the number of rooms occupied divided by the total

number of rooms multiplied by 100.

A{Y^moJ, A{Y^mo{JV H$‘am| H$s g§»¶m H$mo Hw$b H$‘am| H$s g§»¶m go {d^m{OV H$aHo$ 100 go
JwUm H$aZo na àmá hmoVm h¡&
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(r) First aid given for shock is to cover the victim with a blanket or a thick

cloth.

gX‘o Ho$ {bE Xr OmZo dmbr àmW{‘H$ {M{H$Ëgm ‘| nr{‹S>V H$mo H§$~b ¶m ‘moQ>o H$n‹S>o go T>H$Zm Mm{hE&

(s) A statement of charges posted in the guest accounts is also known

as the ‘transcript’.

A{V{W Ho$ ImVo ‘| nmoñQ> {H$E JE ewëH$m| Ho$ {ddaU H$mo "Q´>m§g{H«$ßQ'> Ho$ ê$n ‘| ^r OmZm
OmVm h¡&

(t) A resort hotel is located at places of public interest and leisure.

EH$ [agm°Q>© hmoQ>b gmd©O{ZH$ {hV Am¡a AdH$me (Amam‘) Ho$ ñWmZm| na pñWV hmoVo h¢&

3. Answer the following questions in brief : 2½×4=10

{ZåZ{b{IV àíZm| Ho$ CÎma g§jon ‘| Xr{OE :

(a) What is the need for reservation? What are the modes of reservation?

1+1½=2½

AmajU H$s ³¶m Oê$aV h¡>? AmajU Ho$ ³¶m VarHo$ h¢?

(b) What do you understand by room count and house count? Write the

formula for calculating the occupancy, double occupancy and

average room revenue. 1+1½=2½

Amn H$‘ao H$s g§»¶m Am¡a J¥h H$s g§»¶m go ³¶m g‘PVo h¢? A{Y^moJ, Xmoham (S>~b) A{Y^moJ
Am¡a Am¡gV H$j H$s Am¶ H$s JUZm Ho$ {bE gyÌ {b{IE&

(c) What is night auditing? Mention any three important responsibilities

of a night auditor. 1+1½=2½

am{Ì boIm narjm go ³¶m VmËn¶© h¡? am{Ì boIm narjH$ Ho$ {H$Ýht VrZ à‘wI Xm{¶Ëdm| H$m C„oI
H$s{OE&

(d) Mention the factors that distinguish the types of hotels. Briefly write

about the transient hotels. 1½+1=2½

CZ H$maH$m| H$m C„oI H$s{OE, Omo hmoQ>bm| Ho$ àH$mam| ‘| ^oX {ZYm©[aV H$aVo h¢& AënH$m{bH$ hmoQ>b
Ho$ ~mao ‘| g§jon ‘| {b{IE&
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4. Answer the following questions elaborately : 5×2=10

{ZåZ{b{IV àíZm| Ho$ CÎma {dñVma go Xr{OE :

(a) What is front office? Mention any four importances of front office.

Write about the front office coordination with housekeeping

department. 1+2+2=5

’«§$Q> Am°{’$g ³¶m h¡? ’«§$Q> Am°{’$g Ho$ {H$Ýht Mma ‘hÎd H$m C„oI H$s{OE& hmCgH$sqnJ {d^mJ
Ho$ gmW ’«§$Q> Am°{’$g g‘Ýd¶ Ho$ ~mao ‘| {b{IE&

(b) Write about the steps taken by the bell desk on the arrival of groups

in hotel. 5

hmoQ>b ‘| g‘yhm| Ho$ AmJ‘Z na ~ob S>oñH$ Ûmam CR>mE JE H$X‘m| Ho$ ~mao ‘| {b{IE&

  
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