CBSE Class 12 Front Office Operations Compartment Question Paper 2020 (September 22, Set 4- 334/C)
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HTHT < ﬁé’w:
[AETICTIET 145911 %1 9gd GIaefi] & 9IgT 3R 371 dd] & Yicid il :
(@) 39 Y97-99 5 31 @ & — @UZ & : IR HIVT 3N @U@ : 1957 HIveT |
b) TUZ & : USTR HIVe (10 )
) 13U 7T 6 o9 § G [6T 4 T & IR F9T | Iedk G971 3 FT & |
(i) 13U 705 g7l 5 @ [367 3 Yo & I} T | Jedb o7 2 3 H1 8 |
(c) TUZ T : [a9F HIvieT (50 %)
) 13T 7T 12 5991 § @ 67 10 F991 & I 50 | 9 77 1 37 HT & |
Gi) 13U 7w 7 351 5 G [61 5 Fo1 & I} T | i 97 2 37 F & |
(iii) 1T 707 3971 7 @ [81 5 I971 & I 0 | IAF J97 3 37 H1 & |
(iv) RUTE5 94 § @ fa61 3 o1 & I 5T | Ie9% J97 5 3eb F1 & |
(d) 3G J97-97 H 42 J97 A & 15779 T 30 I971 & I 571 & |
(e)  TY Jo71 & 1F%1 YT/ @US F1 T&T HH H BT |

O STFTT FHI3 T E

TS &

(VTR SI9TA) (10 37<h)
/3T TT 6 991 § & [-51 4 71 & I G0 | I 97 1 37% HT & | 1x4=4
1.  3TRfea (Imperative) AT 1 Th I TIRIT | 1
2.  ANTIRON ¥ A FAT THIAI T ? 1

3. fore} =af<s | ﬁu—ﬁ'ss (Paranoid) 9% (Disorder) Sﬁ}l h Eﬁ T&UT T&-‘T‘«IT&IQ | 1
4, Ell-_gﬁ'l eI (Presentation Software) H :hE_}:[ g (Notes View) hl =

YftrehT I & ? 1

5.  SUGHT IAISHT H UTEh ohl T YHehT Bldl & ? 1

6.  HH-AT q¥ UH INSH (Green Tourism) hl 3T & ? 1
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General Instructions :

Read the following instructions very carefully and strictly follow them :

(a) This question paper consists of two parts viz. — Section A : Employability
Skills and Section B : Subject Skills.

(b)  Section A : Employability Skills (10 Marks)

(1) Answer any 4 questions out of the given 6 questions of 1 mark each.
(11) Answer any 3 questions out of the given 5 questions of 2 marks each.

(c) Section B : Subject Skills (50 Marks)

(1) Answer any 10 questions out of the given 12 questions of 1 mark each.

(11) Answer any 5 questions out of the given 7 questions of 2 marks each.
(111) Answer any 5 questions out of the given 7 questions of 3 marks each.
(iv) Answer any 3 questions out of the given 5 questions of 5 marks each.

(d)  This question paper contains 42 questions out of which 30 questions are to
be answered.

(e) All questions of a particular part/section must be attempted in the correct

order.
(f) The maxtmum time allowed i1s 3 hours.
SECTION A
(Employability Skills) (10 Marks)
Answer any 4 questions out of the given 6 questions of 1 mark each. Ix4=4
1. Write one example of an imperative sentence. 1
2. What do you understand by motivation ? 1
3. Identify two symptoms 1n a person suffering from Paranoid disorder. 1
4, What is the role of Notes view in a Presentation software ? 1
S. What 1s the role of a customer 1n a business plan ? 1
6. Which country 1s an example of Green Tourism ? 1
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30 105 991 7 G #6718 I971 & I T | Icodeh Jo72 37 HT & | 2x3=6
7.  ©9F 4 g4 (listening) ! IR 190 Feitelg hIFT | 2
8. -3yl =afts & =W @& 1 Sear@ <hifvw | 2
9. T3S I U8 (background) SEA- = TN bl HAER Toigy | 2
10. HThe U] %ﬂﬁw (market entry regulations) % Hed ¥ IYMAr i 91
13T 1 3gW <hIfIT | 2
11. ¥R Tg d1y (solar and wind) 9TaX (power) % &F U a WA e (green jobs)
I gHtelg hITT | 2
LCLUCKC
(Taw =t shivTe ) (50 3TR)
30 77T 12 I991 7 & 767 10 I971 & IR G0 | I9F J97 1 37 H1 & | 1x10=10
12. HEMF W I hefiT SHh1sAT Tohd ATH H ST Al & 2 1
13. O YU AT 8leeH hl YA Bled XA DH-Hl & ? IS hal (€Id & ? 1
14. 4} gecy fatues (J aypee Hotels Limited) <hl gl gl o 9™ fafgu | 1
15. UH.U.THH. (FAX) @i foega i | 1

16. %< SAMBE [GHAT T hH-AT YT B TS @l bl AU o foiu Iaeerh

Il @ ? 1
17. AT (Oyerbooking) H 319 T TS & ? 1
18. BIEA & %HY H AIUAT bl L& o Toiu 39N fohu STH aret fohegl g I=A1

19 9qTsy | 1

19. TorHE) AT o THET HHU bl @idd o [0 - Il ST =@ R s 2 1
1

1

20. Hehfdohdt RRIIT T Ueh ITELT SHolU |
21. <1 g% (Log Book) Toh#& ToTT 9= <1 STl 8 ?
22. et gled = S8 . tH. (GTBS) YHUI-US fohd @ AMEel o STYR 9T fea

STrar 8 ? feifgu | 1
23. TSl @R (Energy Star) hl A (Logo) TS | 1
/5T TT 7 991 § & 17815 o1 & IR G197 | Feddh F97 2 3% HT & | 2x5=10
24. Lﬁ@@'ﬂ (Chalets) ¥ 319 9T 9Hd 2 ? 2
25. THIGT Y4 ATH glced (Ramada Group of Hotels) % ¥R SUSI (Brands) %1

3g@ HifST | 2
26. ST TR hi fohrgl TR TSI s Fetelg hifTT | 2
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Answer any 3 questions out of given 5 questions of 2 marks each. 2X3=6
7. List four barriers in listening. 2
8. Mention four signs of a self-motivated person. 2
9. Sequence the steps of changing the slide background. 2
10. Mention four barriers to entrepreneurship in context to market entry

regulations. 2

11. List two green jobs in the area of solar and wind power. 2

SECTION B
(Subject Skills) (50 Marks)
Answer any 10 questions out of the given 12 questions of 1 mark each. Ix10=10

12. What are the catering units situated on highways known as ? 1

13. Which is the first hotel property of Taj Group of Hotels ? Where is it
located ? 1

14. Name two properties of Jaypee Hotels Limited. 1
15. Expand FAX. 1
16. Which section of the Front Office department is responsible for dealing

with mails-and messages ? 1

17. What doyou understand by overbooking ? 1

18. Mention any two devices used 1n hotel rooms for the security of the
guests. 1

19. Which key 1s used to access all the rooms of a floor ? 1
20. Give one example of a mechanical complaint. 1
21. What i1s a log book used for ? 1
22. Write two criteria on the basis of which a hotel can get GTBS certificate. 1
23. Draw the logo of Energy Star. 1
Answer any 5 questions out of the given 7 questions of 2 marks each. 2x5=10
24. What do you understand by the term ‘Chalets’ ? 2
25. Mention four brands of Ramada Group of Hotels. 2
26. Enlist any four responsibilities of a telephone operator. 2
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27. Tohal IR g&F Sf1.€1.ud. (GDS) AT o 19 Fqrsy | 2
28. @dd % h AT TEhiel (cancellation records) W To@l AR <+ chﬁ =R
3 TIRgU | 2
29, BeA OISR o A1d, Higel AU i T A & [T AW HH-E AR
39 YT 2 2
30. BICA H 3N M W, % AMHE o HHATNIT bl hiF-H IR el I3E I188 2 2
30 719 7 Y991 4 @ [875 Y91 & IR G0 | Iedh Y97 3 37F FT & | 3x5=15
31. B W I Hid GHI, TATHA TR &l HiA-Hl D8 &1d HH dai hil
T8a ? 3
32. AT WA Fl I3 T8 TSI dehdlehl ol IFE <hITIT | 3
33. W 37T o KU T & g foheal D8 T a1 (guest services) <hl
3T T | 3
34. O % IYE FABR o AU Ueh Jfdiy 3 Frepad hi 8 | 39 repra & gua™
% fofu, A4S &l ©8 GITd gy | 3
35.  3T(dfY &hl [RehiEdr &1 THTEH i o fou 98 feen-few fafgu | 3
36. UM doleh 319 T e o HITehl ohi hIH-H B8 1Y 3Id & ? [aiRgu | 3
37. Il Wl 3l Bl o &9 H fohd B HIUGUSI o YR T Fifichd TohAT AT 8 2 3
o0 10 5 991 H & 1618 yo1 & I 5w | I J975 3% FT & | 5x3=15
38. U &2 Bled &l W=D T34 T d915U | 5
39. HC A o Jcdoh hliHeh § -8 T dTSd 0T BH I & ? Teikgy | 5
40. JU Teh-3 (group check-in) Tq e Teh-3AT3C (group check-out) % g
Hgeaqul =AM <hl ShATHER TIiEy | 5
41. & (Whitney) 3TRETT JUTTEAT o 1Y SdTeh 3Eeh! SITEAT hifolT | 5
42. A9 TR G ANIT Ushd o (U, BEA hl hH-Hl e rEdm=a1 sta-t
M8a ? 5
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27. Mention any four major GDS companies. 2
28. Write any four bits of information written in cancellation records of a
hotel. 2
29. As a hotel manager, what four measures would you adopt to ensure
security of women guests ? 2
30. What four steps should the Front Office staff take in case of fire in the
hotel ? 2
Answer any 8 questions out of the given 7 questions of 3 marks each. Jxo=158
31. What six things should a telephone operator never do while answering
the phone ? 3
32. Mention any six good telephone handling techniques. 3
33. Mention any six guest services provided by the Front Office staff. J
34. A guest has complained of rude behaviour of a waiter. Give six
suggestions to the manager to handle this complaint. g
35. Write six guidelines for handling guest complaints. 3
36. Write six benefits for hoteliers in adopting green techniques. 3
37. What are: six criteria on the basis of which hotels are classified as
Eco hotels? J
Answer any 3 questions out of the given 5 questions of 5 marks each. =10
38. Neatly draw the organisation chart of a large hotel. 5]
39. Write any ten desirable traits that each Front Office stait should possess. 5
40. Sequence five i1mportant steps each of group check-in and group
check-out. 5
41. Explain the Whitney system of reservation along with its advantages. 5
42. What ten precautions should a hotel adopt to prevent thefts on its
property ? 5]
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