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¸üÖê»Ö ®ÖÓ. 

Roll No.  

 

 

 

±Ïú®™ü †Öò×±úÃÖ ¯ÖÏ“ÖÖ»Ö®Ö 
FRONT OFFICE OPERATIONS 

 

×®Ö¬ÖÖÔ×¸üŸÖ ÃÖ´ÖµÖ  : 3  ‘ÖÓ™êü ] [ †×¬ÖÛúŸÖ´Ö †ÓÛú  : 60 

Time allowed : 3 hours ] [ Maximum Marks : 60 
 

     ÜÖÞ›ü-Ûú/PART-A 1 ×××× 6 = 6 
 †× ŸÖ »Ö‘ Öã ˆ ¢Ö ¸üß µÖ ¯ ÖÏ¿ ®Ö : 
 Very short answer questions : 

 
1. × ®Ö ´®Ö × »Ö × ÜÖŸÖ ´Öë ÃÖ ê ÝÖ êÃ™ü ÃÖ Ö ‡× Û ú»Ö Û úß †Ö ŒµÖǣ Ö î®ÃÖ ß Ã™êü•Ö (Occupancy Stage) Û êú ÃÖ ´Ö µÖ ¯ ÖÏÖ£Ö × ´Ö Û ú ±Ïú®™ü 

†Ö ò× ±úÃÖ ¯ ÖÏµÖ Ö ê•Ö ®Ö (Primary front office concern) ŒµÖ Ö Æ îü ? 
 (a) ÃÖ ã̧ üõÖ Ö (Security)  
 (b) »Ö êÜÖ Ö †¤üÖ µÖ ÝÖ ß (Account Settlement)  
 (c) Û ú´Ö ¸êü Û úÖ × ®Ö¬Ö ÖÔ̧ üÞ Ö (Room assignment) 
 (d) †× ŸÖ ×£Ö ÃÖê¾Ö Ö ÃÖ ´Ö × ®¾Ö ŸÖ Û ú¸ü®Ö Ö (Co-ordinating guest services)  

• Û éú¯ Ö µÖ Ö •Ö ÖÑ“Ö Û ú¸ü »Ö ë ×Û ú ‡ÃÖ ¯ ÖÏ¿ ®Ö-¯ Ö ¡ Ö ´Öë ´Öã× ¦üŸÖ ¯ ÖéÂ šü 7 Æ ïü …  
• ¯ Ö Ï¿ ®Ö-¯Ö ¡ Ö ´Ö ë ¤üÖ ×Æ ü®Öê Æ üÖ£Ö Û úß †Öȩ̂ ü × ¤ü‹  ÝÖ‹  Û úÖê›ü ®Ö ´²Ö ¸ü Û úÖê ”ûÖ ¡ Ö ˆ ¢Ö ¸ü-¯ Öã× ÃŸÖ Û úÖ Û êú ´Ö ãÜÖ-¯ ÖéÂ šü ¯ Ö¸ü × »ÖÜÖë …  

• Û éú¯ Ö µÖ Ö •Ö ÖÑ“Ö Û ú¸ü »Ö ë ×Û ú ‡ÃÖ ¯ ÖÏ¿ ®Ö-¯ Ö ¡ Ö ´Öë 23 ¯ ÖÏ¿ ®Ö Æïü …  

• Ûéú¯ÖµÖÖ ¯ÖÏ¿®Ö ÛúÖ ˆ¢Ö¸ü ×»ÖÜÖ®ÖÖ ¿Öãºþ Ûú¸ü®Öê ÃÖê ¯ÖÆü»Öê, ¯ÖÏ¿®Ö ÛúÖ ÛÎú´ÖÖÓÛú †¾Ö¿µÖ ×»ÖÜÖë …  
• ‡ÃÖ ¯ ÖÏ¿ ®Ö-¯ Ö ¡Ö Û úÖê ¯ Ö œÌü®Ö ê Ûêú × »Ö ‹ 15 × ´Ö ®Ö ™ü Û úÖ ÃÖ ´Ö µÖ ×¤üµÖ Ö ÝÖ µÖ Ö Æ îü … ¯Ö Ï¿ ®Ö-¯ Ö¡ Ö Û úÖ × ¾Ö ŸÖ ¸üÞÖ ¯Ö æ¾Ö ÖÔÆ Ëü®Ö ´Ö ë 10.15 ²Ö •Ö ê 

× Û úµÖ Ö •ÖÖ µÖêÝÖ Ö … 10.15 ²Ö •Ö ê ÃÖ ê 10.30 ²Ö •Öê ŸÖ Û ú ”ûÖ ¡ Ö Ûêú¾Ö »Ö ¯ Ö Ï¿ ®Ö-¯Ö ¡ Ö Û úÖê ¯ Ö œÌëüÝÖ ê †Ö î̧ ü ‡ÃÖ †¾Ö ×¬Ö Ûêú ¤üÖ î̧ üÖ ®Ö ¾Ö ê 
ˆ ¢Ö ¸ü-¯ Öã× ÃŸÖ Û úÖ ¯ Ö ¸ü Û úÖê‡Ô ˆ ¢Ö ¸ü ®Ö Æ üà × »Ö ÜÖ ëÝÖ ê …  

• 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 minutes 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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 Which of the following is a primary front office concern during the occupancy stage of 

the guest cycle ? 

 (a) Security 

 (b) Account Settlement 

 (c) Room Assignment 

 (d) Coordinating guest services 

 

2. †Ö ò̄ Ö ȩ̂ü™ü¸ü (Operator) «üÖ ¸üÖ ™êü»Ö ß ±úÖ ê®Ö Û úÖò»Ö Û úÖ ˆ ¢Ö ¸ü †¾Ö ¿ µÖ ¤êü®Ö Ö “Ö Ö ×Æ ü‹ : 

 (a) ŸÖ ß ®Ö Ø¸üÝÃÖ Ûêú †®¤ü¸ü  

 (b) ŸÖ ß ®Ö Ø¸üÝÃÖ Ûêú ²Ö Ö ¤ü  

 (c) “Ö Ö ¸ü Ø ¸üÝÃÖ Ûêú ²Ö Ö ¤ü  

 (d) ˆ ¯ Ö ¸üÖêŒŸÖ ´Öë ÃÖ ê Û úÖê‡Ô ®Ö Æ üà 

 Telephone call must be answered by the operator : 

 (a) Within three rings 

 (b) After three rings 

 (c) After four rings 

 (d) None of the above 

 

3. × ¸üÃÖ ê̄ ¿ Ö ®Ö ÝÖ êÃ™ü ÃÖ Ö ‡×Û ú»Ö Ûêú _____ “Ö ¸üÞÖ (Stage) ´Öë Æ üÖ ê®Ö ê ¾Ö Ö»Öê Û úÖ µÖ Öí ÃÖ ê ÃÖ ´²Ö ®¬Ö ¸üÜÖ ŸÖ Ö Æ îü … 

 (a) ¯ Ö Ï£Ö ´Ö (first)  

 (b) × «üŸÖ ß µÖ (second)  

 (c) ŸÖ éŸÖ ß µÖ (third)  

 (d) ˆ ¯ Ö ¸üÖêŒŸÖ ´Öë ÃÖ ê Û úÖê‡Ô ®Ö Æ üà  

 Reception deals with the activities involved in the ____ stage of guest cycle. 

 (a) First 

 (b) Second 

 (c) Third 

 (d) None of the above 
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4. Û úÖ ò× ®ÃÖ µÖÔ•Ö ›êüÃÛ ú (Concierge Desk) Æ üÖ ê™ü»Ö Û êú _____ ´Öë × Ã£Ö ŸÖ Æ üÖêŸÖ ß Æ îü … 

 (a) Û úÖ ò±úß ¿ ÖÖ ¯ Ö (Coffee shop) 

 (b) ²Ö îÛ ú †Öò× ±úÃÖ (Back office) 

 (c) »Ö Ö ò²Ö ß (Lobby) 

 (d) ˆ ¯ Ö ¸üÖêŒŸÖ ´Öë ÃÖ ê Û úÖê‡Ô ®Ö Æ üà  

 Concierge Desk is located in the _____ of the hotel. 

 (a) Coffee shop 

 (b) Back office 

 (c) Lobby 

 (d) None of the above 

 

5. ‹ Û ú Æ üÖê™ü»Ö ´Ö ë †× ŸÖ ×£Ö (Guest) Û úÖ ¯ ÖÓ•Ö ß Û ú¸üÞ Ö (Registration) ÝÖ êÃ™ü ÃÖ Ö ‡× Û ú»Ö Û êú × Û úÃÖ “Ö ¸üÞ Ö ´Öë Æ üÖêŸÖ Ö Æîü ? 

 (a) ¯ Ö ÏÃ£Ö Ö ®Ö (Departure) 

 (b) ¯ Ö æ¾ÖÔ-†Ö ÝÖ ´Ö ®Ö (Pre-arrival) 

 (c) †Ö ÝÖ ´Ö ®Ö (Arrival) 

 (d) šüÆ ü¸ü®Ö ê Ûêú ¤üÖ î̧ üÖ ®Ö (During the stay) 

 In which stage of guest cycle, guest’s registration is done with the hotel ? 

 (a) Departure 

 (b) Pre-arrival 

 (c) Arrival 

 (d) During the stay 

 

6. “Ö Ö ¸ü ²Öê›ü ¾Ö Ö »Ö Ö Û ú´Ö ¸üÖ •Ö Öê × Û ú “Ö Ö ¸ü ¾µÖ × ŒŸÖ µÖ Öë Û êú ÃÖ ´Ö æÆ ü Û úÖê × ¤üµÖ Ö •ÖÖŸÖ Ö Æîü, ˆ ÃÖ ê _____ Û úÆ üŸÖê Æïü … 

 (a) Û ú²Ö Ö ®Ö Ö (Cabana)  

 (b) ¯ Ö ê®™ü Æ üÖˆ ÃÖ (Pent House)  

 (c) Œ¾Ö Ö ›ü (Quad)  

 (d) ÃÖ ã‡ŸÖ (Suite)  

 A room with four beds and is assigned to a group of four persons is called ______. 

 (a) Cabana 

 (b) Pent House 

 (c) Quad 

 (d) Suite 
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     ÜÖÞ›ü-ÜÖ 2 ×××× 5 = 10 

     PART - B 

 

 †× ŸÖ »Ö‘ Öã ˆ ¢Ö ¸üß µÖ ¯ ÖÏ¿ ®Ö : 

 Very short answer questions. 

 

7. ÝÖ êÃ™ü “Ö êÛ ú-‡®Ö (Guest Check-in) ÃÖ ê †Ö ¯ Ö Û úÖ ŒµÖ Ö ŸÖ Ö Ÿ¯ Ö µÖÔ Æîü ? 

 What do you understand by Guest Check-in ? 

 

8. ´Ö Ö Ã™ü¸ü Û úß (Master Key) ŒµÖ Ö Æ îü ? 

 What is Master Key ? 

 

9. ±ãú»Ö ¯ Öê®¿ Ö ®Ö (Full Pension) Û úÖ ê ÃÖ ´Ö—Ö Ö ‡‹ … 

 Explain Full Pension. 

 

10. ²Ö îÝÖ ¯ Öã»Ö (Bag Pull) ŒµÖ Ö Æ üÖ êŸÖ Ö Æ îü ? 

 What is Bag pull ? 

 

11. ¾Ö Ö òÛ ú-‡®Ö (Walk-in) ŒµÖ Ö Æîü ? 

 What is Walk-in ? 

     ÜÖÞ›ü-ÝÖ 3 ×××× 8 = 24 

     PART - C 

 »Ö ‘ Öã ˆ ¢Ö ¸üß µÖ ¯ ÖÏ¿ ®Ö : 

 Short answer questions :   

 

12. ²Ö ê»Ö ²¾Ö Ö µÖ (Bell Boy) Û êú Û úÖ µÖ Ö í Û úÖ ê × »Ö ×ÜÖ ‹ … 

 Write the duties of Bell Boy. 
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13. × ¸üÃÖ ê̄ ¿ Ö × ®Ö Ã™ü «üÖ ¸üÖ × ¸üÃÖê̄ ¿ Ö ®Ö Û úÖ ˆ ®™ü¸ü ¯ Ö¸ü ¯ ÖÏµÖ Ö êÝÖ ´Öë »Ö Ö ‹  •Ö Ö ®Öê ¾Ö Ö »Öê × Û ú®Æ üà ¤üÃÖ ˆ¯ ÖÛ ú¸üÞÖ Öë Û úß ÃÖæ“Ö ß ²Ö ®Ö Ö ‡‹  … 

 Enlist any ten equipments used by the receptionist at the reception counter. 

 

14. ¾Ö êÛ ú †¯Ö Û úÖ ò»Ö ¿ Ö ß ™ü (Wake up call sheet) Û úÖ ¯ ÖÏÖ ºþ¯ Ö ²Ö ®Ö Ö ‡‹ ‹ ¾ÖÓ ˆ ÃÖê ÃÖ ´Ö—Ö Ö ‡‹ … 

 Draw the format of wake up call sheet and explain it. 

 

15. ÝÖ êÃ™ü ÃÖ Ö ‡× Û ú»Ö Û úÖê ÃÖ ´Ö—Ö Ö ‡‹  … 

 Explain Guest cycle. 

 

16. ‹ Û ú Æ üÖê™ü»Ö ´Ö ë Û úÖò× ®ÃÖ µÖ •Ö Ô (Concierge) Û úß ³Ö æ× ´Ö Û úÖ ‹¾ÖÓ ´Ö Æ ü¢¾Ö Û úß ¾µÖ Ö ÜµÖ Ö Û úß× •Ö ‹ … 

†£Ö¾ÖÖ 

 ÝÖ êÃ™ü »Ö Ö êÛêú¿ Ö ®Ö ±úÖ ´Ö Ô (Guest Location Form) Û úÖ ¯ ÖÏÖ ºþ¯ Ö ²Ö ®Ö Ö‡‹  ‹¾ÖÓ ÃÖ ´Ö—Ö Ö ‡‹ … 

 Describe the role and importance of concierge in a hotel. 

     OR 

 Draw the format of Guest Location Form and explain it. 

 

17. ‹ Û ú †“”êû Û úÖ ò× ®ÃÖ µÖ •ÖÔ ¯ Ö ÃÖ Öì®Ö ê»Ö (Concierge personnel) Û úß × ¾Ö ×³Ö ®®Ö × ®Ö •Öß × ¾Ö ¿ ÖêÂ Ö ŸÖ Ö†Öë (Personality 

traits) Û úÖ ¾ÖÞ ÖÔ®Ö Û úß × •Ö‹  … 

 Describe the various personality traits of a good concierge personnel. 

 

18. × ®Ö ´®Ö ´Ö ë †ÓŸÖ ¸ü Ã¯ Ö Â ™ü Û úß × •Ö ‹  : 

 (a) ¾Ö Ö òÛ ú-‡®Ö (Walk-in) ‹ ¾Ö Ó ¾Ö ÖòØ Û úÝÖ ‹  ÝÖêÃ™ü (Walking a guest)  

 (b) Û úÖ ›Ôü Û úß (Card key) ‹ ¾ÖÓ Û úß Û úÖ ›Ôü (Key card)  

 Differentiate between the following : 

 (a) Walk-in and Walking a guest 

 (b) Card key and Key card 
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19. ‹ Û ú Ûãú¿ Ö »Ö × ¸üÃÖê̄ ¿ Ö × ®Ö Ã™ü Ûêú ºþ¯ Ö ´Ö ë †Ö ¯Ö ×®Ö ´®Ö ¯ Ö× ¸ü× Ã£Ö × ŸÖ µÖÖ ë Û úÖê ÛîúÃÖ ê ÃÖ ´³Ö Ö »ÖëÝÖ ê ? 

 (a) †× ŸÖ ×£Ö Û êú Û ú´Ö ȩ̂ü ´Ö ë “Ö Öȩ̂ üß … 

 (b) ´Ö¬µÖ ¸üÖ × ¡Ö ´Öë †× ŸÖ ×£Ö Û êú †“Ö Ö ®ÖÛ ú †Ã¾Ö Ã£Ö Æ üÖê®Ö ê Û úß × Ã£Ö × ŸÖ ´Öë … 

 As a good receptionist how would you handle the following situations ? 

 (a) Theft in a guest’s room. 

 (b) A guest suddenly reporting ill at midnight.  

 

 

     ÜÖÞ›ü-‘Ö 5 ×××× 4 = 20 

     PART - D 

 × ®Ö ²Ö ®¬Ö Ö Ÿ´ÖÛ ú ¯Ö Ï¿ ®Ö : 

 Essay questions :  

  

20. ÝÖ êÃ™ü ÃÖ Ö ‡× Û ú»Ö (Guest cycle) Û êú × ¾Ö ×³Ö ®®Ö “Ö ¸üÞ Ö Öë (Stages) Û úß ÃÖæ“Ö ß ²Ö ®Ö Ö ‡‹ ‹ ¾Ö Ó ÝÖ êÃ™ü ÃÖ Ö ‡× Û ú»Ö Ûêú ¯ Ö ÏÃ£Ö Ö ®Ö 

“Ö ¸üÞ Ö (Departure stage) Û úÖê × ¾Ö ÃŸÖ Ö¸ü¯ Öæ¾Ö ÔÛ ú ÃÖ ´Ö—ÖÖ ‡‹ … 

 List the various stages of guest cycle and explain in detail the departure stage of guest 

cycle. 

 

21. ‹ Û ú Ûãú¿ Ö »Ö × ¸üÃÖê̄ ¿ Ö × ®Ö Ã™ü (Good receptionist) Û êú ÝÖ ãÞ Ö Öë Û úß ÃÖ æ“Ö ß ²Ö ®Ö Ö ‡‹  … 

†£Ö¾ÖÖ 

 ‹ Û ú ¾Ö ÖÛ ú-‡®Ö †× ŸÖ×£Ö (Walk-in guest) Û êú “ÖêÛ ú-‡®Ö ¯ ÖÏ× Û ÎúµÖ Ö (Check-in procedure) Û úÖ ¾Ö Þ ÖÔ®Ö Û úß× •Ö ‹ … 

 List the qualities of a good receptionist. 

    OR 

 Describe the check-in procedure of a walk-in guest. 

 

22. »Ö Ö ò²Ö ß Û ú®™ÒüÖ ê»Ö ¿Ö ß ™ü (Lobby Control Sheet) ‹ ¾ÖÓ ²Ö îÝÖ ê•Ö ™îüÝÖ (Baggage-Tag) Û úÖ ¯ ÖÏÖ ºþ¯ Ö ²Ö ®Ö Ö ‡‹  … 

 Draw the format of Lobby Control Sheet and Baggage Tag. 
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23. ‹ Û ú ™êü»Ö ß ±úÖê®Ö †Ö ò̄ Ö ȩ̂ü™ü¸ü (Telephone operator) «üÖ ¸üÖ Û ú¸ü®Öê ¾Ö Ö »Öê ŸÖ£Ö Ö ®Ö Ö Û ú¸ü®Ö ê ¾ÖÖ »Öê ¯ ÖÏŸµÖ êÛ ú ¤üÃÖ Û úÖ µÖÖ í Û úÖ ê 

× »Ö × ÜÖ‹  … 

†£Ö¾ÖÖ 

 ‹ Û ú ¬ÖîµÖ ÔÆ üß ®Ö (Impatient) Û úÖ ò»Ö ¸ (Caller) Û úÖ ê †Ö ¯Ö ×Û úÃÖ ¯ ÖÏÛ úÖ ¸ü ÃÖ ´³Ö Ö »ÖëÝÖ ê ? × »Ö × ÜÖ ‹  … 

 Write ten points each of do’s and don’ts to be followed by a telephone operator. 

     OR 

 Write how will you handle an impatient caller. 

 
____________ 
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