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FYT 14631 F1 Y 912 |

I8 §¥7-97 di+ @Usl 4 fayifora 8, 379lq @Ug &, @Ue & 3N WS T |
GUE & 5 3P BT & 3K 5G4 UK BT 76 I97 8 |

(%) Y97 G&I1 G 4 7% U 3% & 97 8 | [H-8] a7 39791 & 3t/ i@ |
(@) F97 Q&1 5 36 3 7P & 97 3 | 141 Uak F97 &1 I G197 |
QIS G- 17 3H] HT & 3K 397 397 [537% FivreT W16 F7 & |

(F) ¥97 G&IT7 G 13 7% Uk 37F & Y97 & | I8 qier Fo41 & I T |
(G) Y97 G114 T 18 % F1 37H] & Jo7 & | [=8] &7 yo71 & ¥ Ao |
(7) 997 G&I7 19 @ 22 7% @i A & I97 8 | 151 g 3o & e e |
VS T 8 37H] BT & 3N 5G4 3 Tar-3reia 397 & |

9T G123 & 25 % AR 3hl & 97 8 | b1 gt 39791 & 3 e |
qal4d GUS| H 15T 7Y 19591 % SR HifrT |

ST HH] BT 3G I GUS/T97 3 GIH7 1537 77 & |

«usg <h
(TR 19T (3+2=5 3ieF)
13T 1T 4 3971 7 & [651 8 ¥4 & IR T | 3x1=3
1.  HagRidl eI F1 8 ? 1
2. I ITH HHE & ? 1
3. I HiR g A 8 ? 1
4,  H.uA.SH. o forar i | 1
13T 7T 2 F971 4 G fE1 1 F97 1 I 197 | 1x2=2
5. ‘U 3Tt & foIu, I8 Wl W qawH 3R favam & SN T % SR H
2 1” 39 HUT I HEFH % 3¢V ¥ WY HT | 2
6. ‘A 39 SfSAT UBA <hl AT hHifoT | 2
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General Instructions :

(i) Please read the instructions carefully.

(it)  This question paper is divided into three sections, viz. — Section A,
Section B and Section C.

(iti) Section A is of 5 marks and has 6 questions on Employability Skills.

(a)  Questions number 1 to 4 are one mark questions. Attempt any
three questions.

(b) Questions number 5 and 6 are two marks questions. Attempt any
one question.

(iv) Section B is of 17 marks and has 16 questions on Subject Specific Skills.

(a)  Questions number 7 to 13 are one mark questions. Attempt any
five questions.

(b) Questions number 14 to 18 are two marks questions. Attempt any
three questions.

(c) Questions number 19 to 22 are three marks questions. Attempt any
two questions.

(v)  Section C is of 8 marks and has 3 Competency-Based Questions.

Questions number 23 to 25 are four marks questions. Attempt any
two questions.

(vi) Do as per the instructions given in the respective sections.
(vii) Marks allotted are mentioned against each section/question.

SECTION A
(Employability Skills) (3+2=5 marks)

Answer any 3 questions out of the given 4 questions. 3x1=3
1. What is Feasibility Study ? 1
2 Who are Social Entrepreneurs ? 1
3. Who is a Green Collar Worker ? 1
4 Expand CNG. 1
Answer any 1 question out of the given 2 questions. Ix2=2
5. “For an entrepreneur, it is all about spotting the right opportunity and

taking the leap of faith.” Explain this statement with the example of

Facebook.

6. Explain the ‘Make in India’ initiative.
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(oo fafere wierer) (5+6+6=17 31h)
T 1 7 3991 7 @ 57 5 3ol & I AT | 5x1=5
7. T QA o FIHM o ¢ Y@ Fdl o A1 fAfgu | 1

8. U Bl H YNV UlshaT ¥ Hafdrd fohedl =) TiaiaifiEi 1 3g@ shifu |

1
9.  3TeRgfHT g I HAY T THATST | 1
10. B1E 313h o A T BN B ? 1
11. Tt geat o gar-gadt fRepral & Igrer € | (Fig 9R) 1

12.  3ffy Fag SRR 6 Ag@qol YiHeh T THRT ST | 1
13. JAHH U o fobrgl Qf Bledl o AW foIiaT | 1
137 1 5 3ol 4 @ %51 8 yo1 & I g / 3x2=6
14. 3 faftm medt @t gefteg SifNe s mem @ IRew S0y gled

TEd @ | 2
15. T Bled H S (understay) R A= (overstay) UgHHT o s 3TH

T HINT | 2
16. &I ThiS o1 § ? i Ush IV FATT fob Ueh Bl ol TLET Nehie AT TR

TG =13T | 2
17. @1 3R 901 1 8 ? 2
18. ®IeAl % ANEE (Marriott) I % IR STUS| @ 9 foifEy | 2
13T 7T 4 F971 4 G fbg1 2 F991 & IR G190 | 2x3=6
19. SH.E1.UE. =1 2 ? Bl H 39k IYAN shl SATEAT shIfT | 3
20. gied Afafy wA # gran Ha gHfvad s g ? 3
21. TUeh AThIHeh UTEHh hid & ? BIEA o HHATE hl 3Tk 1Y HdT HGGN hiT

=T ? 3
22, cHH REER & o5 : g ffEw | 3
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SECTION B
(Subject Specific Skills) (5+6+6=17 marks)
Answer any 5 questions out of the given 7 questions. 5x1=5
7. Name the two major sources of business for a hotel. 1
8. Mention any four activities associated with the reservation process in a
hotel. 1
9. Explain briefly the term Overbooking. 1
10. What are the symptoms of heart attack ? 1
11. Give examples of Service-related complaints in a hotel. (Any four) 1
12. Highlight the important role of Guest Relationship Executive. 1
13. Name any two hotels of the Welcome Group. 1
Answer any 3 out of the given 5 questions. 3x2=6
14. Enlist the different modes through which reservation requests reach the
hotel. 2
15. Differentiate between Understay and Overstay guests in a hotel. 2
16. What are Security Records ? State any one reason why a hotel should
maintain security records. 2
17. What is Lost and Found ? 2
18. Name four brands of Marriott Group of hotels. 2
Answer any 2 questions out of the given 4 questions. 2x3=6
19. What is GDS ? Explain its uses in hotels. 3
20. How does the hotel ensure security in Guest rooms ? 3

21. Who is an Aggressive Customer ? How should hotel staff deal with them ? 3

22. Write any six rules of telephone etiquette. 3
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(TraT-SaTiE Ue) (2x4=8 3TR)

137 7T 3 F971 4 @ 1551 2 I991 @ I 19T |
23. TIeA H Th G (J9) o (OTC <Aeh-3 TlshAT hl ST HiT | 4
24. 3T BIA H Th $H-8139 T hl g hl S aed il ? 4
25. TggHl 1 Tqe ghfvad & & faw g § vguel i Breedl @1 e

wd g Fefaiaga st i samen hifsw 4

(%) & R

(@) tufaae
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SECTION C
(Competency-Based Questions) (2x4=8 marks)

Answer any 2 questions out of the given 3 questions.
23. Explain the check-in procedure for a group in the hotel. 4
24. How will you handle the death of an in-house guest in the hotel ? 4

25. Explain the following points while handling guest complaints at the hotel
to ensure guest satisfaction : 4

(a)  Apologize

(b) Elevate
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