
HO TEL FRONT-OF FICE OP ER A TIONS

hmoQ>b \´ß$Q>-Am∞{\$g Am∞naoe›g

(360)

Time : 2 Hours ] [ Max i mum Marks : 40

g_` : 2 K Q>o ] [ nyUm™H$ : 40

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

question.

{ZX}e> : g^r ‡ÌZ A{Zdm`© h¢ Am°a ‡À òH$ ‡ÌZ Ho$ AßH$ CgHo$ gm_Zo {XE JE h¢ü&

1. Fill in the blanks : 1×10=10

[a∫$ ÒWmZm| H$mo ^a| :

(a) A hotel provides us with ——, —— and ——.

hmoQ>b h_| ——, —— Edß —— Cnb„Y H$amVm h°ü& 

(b) The three main departments of a hotel are ——, —— and ——.

{H$gr hmoQ>b Ho$ VrZ _wª` {d^mJ ——, —— Edß —— hmoVo h¢ü&

(c) A room with a single bed and one sofa-cum-bed is known as a —— room.

EH$ qgJb ~oS> Edß EH$ gmo\$m-gh-~oS> dmbo H$j H$mo —— H$j Ho$ Í$n _| OmZm OmVm h°ü&

(d) A guest is —— and —— at the reception.

EH$ A{V{W go —— Edß —— ÒdmJV H$j na {H$`m OmVm h°ü&

(e) In Whitney system, the reservation slips are arranged in —— order.

{àQ>Zr {gÒQ>_ Ho$ AßVJ©V AmajU n{M©`m| H$mo —— H´$_mZwgma Ï`dpÒWV {H$`m OmVm h°ü&

(f) In the event of no-show, the hotel can charge —— to the guest for one

night.

AZwnpÒW{V H$s pÒW{V _| hmoQ>b A{V{W go EH$ amV H$m —— MmO© H$a gH$Vm h°ü&
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(g) Guests wanting to stay in the hotel but do not have reservation are known

as ——.

hmoQ>b _| R>haZo Ho$ B¿Nw>H$ {H$›Vw ~J°a AmajU dmbo A{V{W`m| H$mo —— Ho$ Í$n _| OmZm OmVm h°ü&

(h) Total number of guests staying in the hotel is known as —— count.

hmoQ>b _| R>haZo dmbo Hw$b A{V{W`m| H$s gßª`m H$mo —— JUZm H$hVo h¢ü&

(i) A message must always be written in —— person and —— letters.

gßXoe gX°d —— nwÈf _| Edß —— Ajam| _| {bIm OmZm Mm{hEü&

(j) Filling in the details of registration cards before the arrival of guests is

known as ——.

A{V{W`m| Ho$ AmJ_Z Ho$ nyd© nßOrH$aU H$mS>© Ho$ {ddaU H$mo ^aH$a aIZo H$mo —— Ho$ Í$n _| OmZm
OmVm h°ü&

2. State in your answer-book whether the following statements are True or False :

½×20=10

{ZÂZ{b{IV H$WZ "gÀ`' h¢ `m "AgÀ`', AnZr CŒma-nwpÒVH$m _| {bI| :

(a) For a guest, the front office is also the last point of contact with the hotel.

EH$ A{V{W Ho$ {bE, \´ß$Q> Am∞{\$g hmoQ>b go gßnH©$ H$m Aß{V_ AZw^mJ h°ü&

(b) A guest bill may be handled at the reception.

EH$ A{V{W H$m {~b ÒdmJV H$j na {ZnQ>m`m OmZm Mm{hEü&

(c) An NCR machine cannot be used in smaller hotels.

EH$ NCR _erZ H$m ‡`moJ N>moQ>o hmoQ>bm| _| Zht {H$`m Om gH$Vmü&

(d) Only hotels can change foreign currency into Indian Rupees.

{dXoer _w–m H$m ^maVr` Èn`o _| {d{Z_` Ho$db hmoQ>bm| ¤mam hr {H$`m Om gH$Vm h°ü&
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(e) Restaurant have same bill formats for cash as well as credit sales.

aoÒVam± ZH$X Edß CYma {dH´$` Ho$ {bE EH$ hr ‡H$ma Ho$ {~b-‡mÍ$n H$m ‡`moJ H$aVo h¢ü&

(f) A miscellaneous charge voucher can be used to raise any type of charge.

EH$ {d{dY Ï`` dmCMa H$m ‡`moJ {H$gr ^r ‡H$ma Ho$ MmO© Ho$ gß~ßY _| {H$`m Om gH$Vm h°ü&

(g) The auditing of the day’s transactions is done in the night because the

hotel is closed at that time.

{XZ-^a Ho$ boZ-XoZ H$m AßHo$jU amV _| hr {H$`m OmVm h°, ä`m|{H$ hmoQ>b Cgr g_` ~ßX hmoVm h°ü&

(h) The night-auditor posts all unposted vouchers.

am{Ã-AßHo$jH$ g^r XO© Z {H$E JE dmCMam| H$m boImßH$Z H$aVm h°ü&

(i) Night-auditor is so called because he works in the night.

am{Ã-AßHo$jH$ H$mo `h Zm_ Bg{bE {X`m J`m h°, ä`m|{H$ dh amV Ho$ g_` H$m`© H$aVm h°ü&

(j) A bellboy can refuse to work for the reception.

EH$ ~ob-~m∞` ÒdmJV H$j Ho$ {bE H$m ©̀ H$aZo go BZH$ma H$a gH$Vm h°ü&

(k) A group baggage is always tagged for identification.

EH$ gm_y{hH$ ~°JoO na nhMmZ Ho$ {bE h_oem bo~wb bJm`m OmVm h°ü&

(l) The departure time of a group is always pre-determined.

EH$ g_yh H$m ‡ÒWmZ g_` h_oem nyd©-{ZYm©[aV hmoVm h°ü&

(m) A room change can be executed only when the guest has packed all his

baggage.

H$j-n[adV©Z H$mo V^r H$m`m©p›dV {H$`m Om gH$Vm h°, O~{H$ A{V{W AnZo ~°JoO H$s n°qH$J nyar H$a
MwH$m hmoü&

(n) The room change slip is circulated by the bellboy.

H$j-n[adV©Z nMu ~ob-~m∞` ¤mam {dV[aV H$s OmVr h°ü&
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(o) Every hotel has a separate telephone department.

‡À òH$ hmoQ>b H$m EH$ n•WH≤$ Q>obr\$moZ {d^mJ hmoVm h°ü&

(p) You project an image of the hotel even through a telephone call.

Amn EH$ Q>obr\$moZ H$m∞b Ho$ _m‹`_ go ^r hmoQ>b H$s N>{d H$m ‡Xe©Z H$aVo h¢ü&

(q) You should speak loudly over the phone, so that the other person can hear 

clearly.

Q>obr\$moZ na AmnH$mo D±$Mo Òda _| ~mobZm Mm{hE, Vm{H$ Xygam Ï`{∫$ AmnH$s ~mV H$mo ÒnÔ> Í$n go
gwZ gHo$ü&

(r) Long distance calls are always routed through the operator.

Q>obr\$moZ na bÂ~r Xyar Ho$ H$m∞b h_oem Am∞naoQ>a Ho$ _m‹`_ go {H$E OmVo h¢ü&

(s) If a drunken guest gets unruly in the lobby, you will beat him up then

and there.

`{X H$moB© eam~r A{V{W hmoQ>b H$s bm∞~r _| C¿N>ß•Ib Ï`dhma H$ao, Vmo Amn CgH$s VwaßV dht {nQ>mB©
H$a|Joü&

(t) A dupatta cannot be used as a bandage.

EH$ Xwn≈>o H$m ‡`moJ ~¢S>oO Ho$ Í$n _| Zht {H$`m Om gH$Vmü&

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

{ZÂZ{b{IV ‡ÌZm| Ho$ CŒma gßjon _| X| :

(a) Describe in brief the meaning of ‘First-aid’.

"‡mW{_H$ {M{H$Àgm' Ho$ Ame` H$m dU©Z gßjon _| H$a|ü&

(b) How would you handle the situation if there is a theft of hotel property by

a guest?

`{X EH$ A{V{W hmoQ>b H$s {H$gr dÒVw H$s Mmoar H$aVm h°, Vmo Amn Eogr pÒW{V _| ä`m H$a|Jo?

(c) List out the important functions of the telephone department of a hotel.

EH$ hmoQ>b Ho$ Q>obr\$moZ {d^mJ Ho$ _hŒdnyU© H$m`m] H$mo gyMr~’ H$a|ü&

(d) List out the common items available to the guest at the bell desk (any five).

~ob S>oÒH$ na A{V{W H$mo Cnb„Y {H$›ht nm±M gm_m›` dÒVwAm| H$mo gyMr~’ H$a|ü&
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4. Answer the following questions : 5×2=10

{ZÂZ{b{IV ‡ÌZm| Ho$ CŒma X| :

(a) How would you handle scanty baggage arrival?

AÎn _mÃm _| ~°JoO AmZo H$s pÒW{V H$m gm_Zm Amn H°$go H$a|Jo?

(b) What steps should be followed while accepting foreign currency from a

hotel guest?

EH$ A{V{W go {dXoer _w–m ÒdrH$ma H$aVo g_` Amn {H$Z ~mVm| H$m ‹`mZ aI|Jo?

H H H
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