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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. 

amob Z§. 
Roll No. 

   
 

 

\«$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 

 H¥$n`m Om±M H$a b| {H$ Bg àíZ-nÌ _o§ _w{ÐV n¥ð> 7 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 _| >23 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 7 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 23 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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IÊS> H$ 

SECTION A 

A{V bKw CÎmar` àíZ : 16=6 
Very short answer questions : 

1. hmoQ>b _| {dXoer A{V{W`m| Ho$ {bE H$m¡Z-gm \$m°_© ^aZm A{Zdm`© hmoVm h¡ ? 

(H$) gr \$m°_© (C form) 

(I) Or \$mo{b`mo \$m°_© (G folio form) 

(J) EM {dgm \$m°_© (H visa form) 

(K) H«o${S>Q> H$mS>© \$m°_© (Credit card form) 

Which form is mandatory to be filled for foreigner guests in a hotel ? 

(a) C form 

(b) G folio form 

(c) H visa form  

(d) Credit card form 

 

2. Or.Ama.gr. (GRC) JoñQ> gmB{H$b (guest cycle) Ho$ {H$g MaU _| ^am OmVm h¡ ? 

(H$) a{OñQ´>oeZ MaU 

(I) [aµOd}eZ MaU 

(J) àr-[aµOd}eZ MaU 

(K) àr-ao{OñQ´>oeZ MaU 

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. AamBdb EaÝS> H$mS>© (arrival errand card) H$m¡Z V¡`ma H$aVm h¡ ? 

(H$) [agoße{ZñQ> (Receptionist) 

(I) ~ob S>oñH$ (Bell desk) 

(J) noO ~m°` (Page boy) 

(K) \§«$Q> Am°{\$g H¡${e`a (Front office cashier) 

Who prepares the arrival errand card ? 

(a) Receptionist 

(b) Bell desk 

(c) Page boy 

(d) Front office cashier 

 

4. S>r.EZ.E. (DNA) H$m Š`m VmËn`© h¡ ? 

(H$) {S>S> Zm°Q> AamBd (Did not arrive) 

(I) Sy> Zm°Q> EbmC (Do not allow) 

(J) {S>nmM©a Zm°Q> EbmCS> (Departure not allowed) 

(K) {S>nm°{µOQ> Zm°Q> EbmCS> (Deposit not allowed) 

What does DNA mean ? 

(a) Did not arrive 

(b) Do not allow 

(c) Departure not allowed 

(d) Deposit not allowed 



277 4   

5. {H$g Vmbo H$mo Ho$db A{V{W H$s CnpñW{V _| hr Imobm Om gH$Vm h¡ ? 

(H$) _mo{Q>©g (Mortise) Vmbm 

(I) BboŠQ´>m°{ZH$ (Electronic) Vmbm 

(J) ~m`mo_o{Q´>H$ (Biometric) Vmbm 

(K) ñQ>¢S>S>© (Standard) Vmbm 

Which lock can be opened only in the presence of the guest ? 

(a) Mortise lock 

(b) Electronic lock 

(c) Biometric lock 

(d) Standard lock 

 

6. H$m°pÝg`O© (concierge) H$m S>oñH$ H$hm± na pñWV hmoVm h¡ ? 

(H$) hmCg-H$sqnJ 

(I) Q>mB_ Am°{\$g 

(J) bm°~r 

(K) aoñVam± 

Where is the desk of a concierge located ? 

(a) House-keeping 

(b) Time office 

(c) Lobby 

(d) Restaurant 
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IÊS> I 

SECTION B 

A{V bKw CÎmar` àíZ :  25=10 
Very short answer questions : 

7. ES>dm§g boqQ>J MmQ>© (advance letting chart) VWm nr.E_.Eg. H$mo à`moJ H$aZo H$m CÔoí` 
Š`m h¡ ? 

What is the purpose of using advance letting chart and PMS ? 

8. hmoQ>b H$s AmCQ>JmoB§J _ob (outgoing mail) H$m dJuH$aU H$s{OE & 
Classify the outgoing mail of a hotel. 

9. ~a_wS>m ßbmZ (Bermuda Plan) Ed§ `yamo{n`Z ßbmZ (European Plan) Ho$ ~rM A§Va 

ñnîQ> H$s{OE & 
Differentiate between Bermuda Plan and European Plan.  

10. J«¢S>-_mñQ>a H$s (Grand-Master Key) {H$go H$hVo h¡ ? BgH$m {µOå_oXma H$m¡Z hmoVm h¡ ? 

What is Grand-Master Key ? Who is responsible for this ? 

11. ‘ê$_ ZmBQ> (Room Night)’ H$mo CXmhaU H$s ghm`Vm go g_PmBE & 
Explain ‘Room Night’ with the help of an example. 

 

IÊS> J 
SECTION C 

bKw CÎmar` àíZ : 38=24 
Short answer questions :  

12. H$s H§$Q´>mob erQ> (key control sheet) H$m àmê$n ~ZmH$a g_PmBE & 
Draw and explain the format of key control sheet. 

13. JoñQ> gmB{H$b Ho$ àr-a{OñQ´>oeZ MaU (pre-registration stage) H$mo g_PmBE & 
Explain the pre-registration stage of a guest cycle. 

14. S>moa _¡Z (Door man) Ed§ ~ob ~m°` (Bell boy) H$s VrZ-VrZ {µOå_oXm[a`m± ~VmBE & 
Write three responsibilities each of a Door man and a Bell boy. 



277 6   

15. JoñQ> noqOJ (Guest Paging) H$s à{H«$`m g_PmBE & 
Explain the procedure of paging a guest. 

16. g{d©g go gå~§{YV Mma {eH$m`V| Š`m hmo gH$Vr h¢ ? BZHo$ g_mYmZ Ho$ Xmo VarHo$ ^r  
gwPmBE & 
What could be four complaints related to services ? Also suggest two ways 

to resolve them. 

17. H$m°pÝg`O© Ûmam A{V{W H$mo Xr JB© {H$Ýht N>: godmAm| Ho$ ~mao _| {b{IE & 
Write any six services provided to the guest by a concierge.  

18. EH$ hmoQ>b Ho$ H¡$Q>obm°J (catalogue) go A{V{W H$mo H$m¡Z-gr N>: _hÎdnyU© OmZH$m[a`m± àmßV 

hmoVr h¢ ? 
List six important information a guest can find in a catalogue of a hotel.   

19. H$mS>© H$s (card key) H$mo à`moJ H$aZo Ho$ N>: bm^ ~VmBE & 

 AWdm 

 AnZo H$_ao _| _¡br/_{bZ MmXam| H$mo XoIH$a A{V{W Jwñgo _| hmoQ>b N>mo‹S>H$a OmZm MmhVm  
h¡ & {H$Z N>: Vah go Amn CgH$s {eH$m`V H$mo g§^mb|Jo ? 
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 ?  

 
IÊS> K 

SECTION D 

{Z~ÝYmË_H$ àíZ : 54=20 
Essay questions : 

20. EH$ nyU©V: ñdMm{bV àUmbr (fully automated system) Ûmam A{V{W H$s MoH$-BZ 
(check-in) à{H«$`m H$mo {dñVma go {b{IE & 
Describe the check-in procedure of a guest by a fully automated system. 
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21. a{OñQ´>oeZ H$s n[a^mfm {b{IE & BgH$mo H$aZo Ho$ AmR> H$maU ~VmBE & 

 AWdm 

 EH$ [agoße{ZñQ> H$s Xg _hÎdnyU© J{V{d{Y`m| H$mo {b{IE & 
Define registration. Write eight reasons of doing this. 

   OR 

Write ten important activities of a receptionist. 

 

22. Q>o{b\$moZ {eîQ>Vm Ho$ H$moB© Xg {Z`_ {b{IE & 

 AWdm 

 EH$ ~oVm~ Ed§ A{eîQ> H$m°ba (caller) go {ZnQ>Zo Ho$ Xg gwPmd Xr{OE & 
Write any ten rules of telephone etiquettes.  

    OR 

Give ten suggestions to handle a rude and impatient caller. 

 

23. A{V{W àñWmZ (guest departure) à{H«$`m VWm nmoñQ> {S>nmM©a (post departure) 

à{H«$`m _| ~ob S>oñH$ (Bell Desk) H$s Š`m ^y{_H$m (role) h¡ ? 
What is the role of Bell Desk in guest departure procedure and post 

departure procedure ? 
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