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GENERAL INSTRUCTIONS TO THE EXAMINEES :
1) ulignef AEuYm U= T-UA W MR SAfaEa: o |

Candidate must write First his/her Roll No. on the question paper
compulsorily.

2) W U A H AT B |
All the questions attempt are compulsory.
3) U A T IW & TE ITR-YEaeht | & fordd |

Write the Answer to each question in the given answer book only.
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ous - A
SECTION - A
Fglahed™ 99 - T E. 19 147 | [14 x V2 =T7]
Multiple Choice - Questions Q. No. 1 to 14.
1) frafafaa @ | e snfae 3= § Sche TTesw |a1 H1 Uk Wgeyul uge] 2 | [v2]
(37) WA ht PerrEE @ TR e wA (F) iAo B smavaeRaiett W A 3
(W) Hae FHETE FaT TGH HEAT (3) orfafert &t wfafren 3 wfa sqwfim g
Which of the following is an important aspect of excellent customer servicein the
hospitality industry?
(A) Ignoring guest complaints (B) Being attentiveto guest needs
(C) Offeringonly basic services (D) Beingindifferent to guest feed back
2) frafaRaa ® @ e o gfskan @ ffem T 2 | [V2]
(31) @ (@) e
(®) g (3) e
Which of the following is not a part of the communication process?
(A) Percelving (B) Speaking
(C) Ligening (D) Reading
3) f=afafiaa d @ == @ =i dgaE & ARmEE S | [V2]
(31) =AfermTa 99 g (F) Wl W FE
(m) arfaeh =t ge () TE0 X 91a A
Which of the following things should make guest comfortable?
(A) Asking Persona Questions (B) Laughing at guests
(C) Starting at guest (D) Takingwithsmile
4) 3UhH A HFHML & Y H@ FAE HET AT | [V2]
(37) SEEH (&) 31Uk g & FTER
(@) frearge= (3) ol | B WIS TG
How should you communicate with your guests?
(A) Rudey (B) As per your mood
(C) Politdy (D) None of the above
5) f=fataa d @ = @ g s / Taa foeema gamd [V2]
(31) STufITE Tt 1 YA: U (F) o A T ERAU
(|) | W R Hl T HEAT (3) IW & Gt
Which of the following are common sustainable practices?
(A) Reusing of waste water (B) Conservingrainwater
(C) Segregating waste at source (D) All of the above
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6)

7)

8)

9)

AR T hel |H A oMY ? [V4]
(31) @ sAH | g (q) @HI @ A uE

(\) it Tk T e g @ TR (3) IR & medt

When should you clean your hand

(A) Before preparing food (B) Beforeeating food

(C) Beforetouchingeyes,noseand mouth (D) All of the above

foret Brect T TreRRTcHeR Ugell 81U 9 & foru faferRem o @ S ve@ ngegut R 2 1[4
(31) NHETF I3 h A & WY Uk AT et

(F) wW W 3HE THR I graemd

(|) The 3Tk Wi il 3R | T=Aigut 3iR Tamma Fma siftrare

(7) orfael wer & T GR g

Which of the following is the most important factor in creating a positive first
Impression at the hotel ?

(A) A well maintained lobby with comfortable seating

(B) A widevariety of aminitiesintheroom

(C) A friendly and welcoming greeting from the front desk

(D) A beautiful view from the guest room

faeft frerraa & fuea o oem aeeht @l o 2 [V4]
(37) TorehTa W &M 71 2 3R 3men o foh sifaeht saeh am ® v @

(9) T AR AT 3R N THe Fan

(|) 39 4R 1 g fohet 3T i Teea W e

(3) Ffaeft Al warg R IR fVrerrea S a8 2

What isthe most effective way to handle aguest complaint?

(A) Ignore the complaint and hope the guest forgets about it

(B) Apologizeimmediately and offer aQuick solution

(C) Blametheissue on another staff member

(D) Tell theguest their complaint isnot valid

T gIeel WIF HeE IchE UTEeh Wl il UShia o Tehal 27 [V2]
(31) arfafort 6t savEsRaTal T STH TR 3R Hfsha U | 3¢ Talfad ich

(F) B W W FHaet AfA & AT H IW g

(|) ¥\ ¥ FoH & foTe Tansti S Hifva siEer 6t Uy Fieh

(3) oiftrer T T A ATCH WEHEI ot GER Y JeT | TATEeRar qe

How can a hotel staff member demonstrate excellent customer service?

(A) By Anticipating guest needs and proactively addressing them

(B) By only responding to guest request when asked

(C) By offering alimited range of servicesto avoid confusion

(D) By prioritizing hig-paying guests over others
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10)

12)

13)

14)

4
TUTE hell Hel HIR i TR e o1 27 [2]
(31) 0 Ha # 3k O AT THEN Y[

(@) =g ghfvea & & forg it o= ammht 6 g ek e 92

(|) B HRIER Sl HH HET

(3) Fac fiers AT W AW Feia AT

What isthe primary goal of effective classroom communication?

(A) To convey as much information as possible in a short time

(B) To ensure students understand and engage with the materia

(C) Tominimize student Participation

(D) To focus solely on the teacher's perspective

TTATTATCTT L ceeeeeeeeeeeaaaaannnn Rerma /o | [V2]
(1) vt () wHfE

(9) wrEATHw (3) S At

Stress refer to Strain/Tension.

(A) Physica (B) Mentd

(C) Emotiond (D) All of the above

T2 BT U1 HE T HA H AL A IR e TS HEH g ek 2 | [V2]
(1) vt (=) onfef

(®) wmRER (8) 3 ¥ g ot T

Student may feel stress if they are unable to submit their work.

(A) Physica (B) Financid

(C) Mentd (D) None of the above

FHifE ¥ e | Hafia Ueh aohel ST Sht T 0T R ¢ | [V2]
(31) AIfeEA & ST (¥) TR EHR HEA

(@) <nfRgw @A 6 3= (3) v W FeRan

What isthekey quality of asuccessful entrepreneur rel ated to dealing with challenges?
(A) Avoiding challenges (B) Accepting defeat

(C) Willingnesstotakerisks (D) Dependence on luck

Freferitaa o @ Fimet vateror awen 22 [V2]
(37) orarg uiEA (@) IA T=A H IASHA

(®) IW & S (8) 3T H G AT

Which of thefollowing are Environmental Problem?

(A) Climatechanges (B) Emission of Green House

(C) Both of the above (D) None of the above
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SECTION - B

ATAEARICH (YT o IR Ueh I1eE A1 Ueh Utk | giteie) weA €. 15% 30 [16 x V2 = 8]

Very short answer type questions (write the answers in one word or one line)

Q. No. 15t0 30

15) gek Wan TRl s Tie ST i WEegut @ ? [V4]
Why isresolving customer service complaintsimportant.

16) =1 TS UTEeh AWAR TR THER TTgH 2 2 | [V2]
|s Satisfied customers are usually loyal customers?

17) ““sufaea’” = orm e 82 [V4]
What does "hospitality" mean?

18) atfaeft @t # sraT emm o= 4= St g ? [V2]
What is considered good guest service etiquette?

19) =afermTa Taesd & 9t e i | [2]

Givetwo examples of having good personal hygiene.

20) 3@ faem 1 9™ Fargd e el % TvR o A SR AR, Uk HeA TEe0dl Sl R IHe

21 [V2]
Name the mission which consists of Gandhiji spectacles logo and the slogan, EK
Kadam Swachhataki aur is

21) o @ 3T T EHSAA B ? [V2]
What do you mean by stress?

22) S HeRA o 1 Hged 82 [2]
What is the importance of grooming?

23) AR FANME? [V2]
What is Communication?

24) @R & R @ TR % AW FarE | [V4]
Name any two types of communication.

25) eronfeqes TER o 9t 3argwun feifRau | [V4]
Write two examples of Non-verbal Communication.

26) HFR & q gHamE ww fefen | [V2]

Write any two basic part of computer.
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27) Iafvar st R Hifsu | [V2]
Define Entrepreneurship.

28) WIZA i H U iUl HH & foru wm ° aEre e e ware fafau | [V2]
Write the short cut key used to command to copy the file in the computer.

29) TR H fEfier o Sk @ @ N TR IS A e | T R T A 20 [V2]

In communication receiver is the person to whom the message is sent, Is this
statement istrue or false?

30) wTelt g0 W G U A STedl Uek S1en o AW Sared | [V2]
Name onebarrier to effectivelistening.

G us - ¥
SECTION - C

AR I — 9 9. 31 @ 39 (g i - 40 vie) [9x1=9]

Short answer type question. Q.No. 31 to 39 (word limit - 40 words)

31) T HOR W g ? [1]
What is effective communication?

32) TR HIIA hl HTAIAHRAT T 7 [1]
Why communication skill isrequired?

33) zuR Sfiaa # aaE & gure foRau | [1]
Write the effects of stressin our life.

34) oFE TaeE <hi fohegl TR deRieht o AT TdTEd | [1]
Name any four stress management techniques.

35) U wwa et % ORIt foifan | [1]
Write down four qualities of successful entrepreneur.

36) “wIA® U R T “Fogs H SUAN FA F FN EES 27 [1]
What are the advantages of using 'Kulhads' in place of "Plastic" cups?

37) oitEniieur & HRUT FgH AT QA THR H TGHUT % A T | [1]
Nametwo type of pollution which increases due to industrialization.

38) wmufter faferean fofe & fredt 9t wgeat =t fofau | [1]
Write any two importance of First Aid Kit.

39) HRTAA W ATATARIA W HTT FIAT THSAA 2 ? [1]

What do you understand by workplace emergency?
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SECTION -D

Frarereres wva - wva |, 40 @ 42 e (Isg wmn - 150 v1s1) [3x2=6]
Essay type questions. Q.No. 40 to 42 (word limit - 150 words)

40)

41)

42)

TR ufskan & fafi= a6 =mmen =) [2]
Explain the various elements of a communication process.
Fgar/OR
TICE AT HIEAEAA W FHHL Tl 1 TEA ¢ ?
What is the importance of computer in hotel or workplace?

‘“‘TIs WA M’ § Sesdt 9 U = 9HEd ¢ 2 Gag | ol | [2]
What do you understand by Swachhataunder " Swachhata Bharat Mission"?Write
inbrief.

Far/OR
SR Eeadl | AT 1 dHgd 2 2 "ei | fafau |
What do you understand by personal Hygiene? Writein brief.

=R T rgent it ufafsran " Feedback” stft wgeagut 2 | auiH RifTu | [2]
Customers "Feedback" is very important in business. Write in brief,
gar/OR

I TTgeh TaT T B 3R 300 FH TGt T TR 87
What is efficient customer service and how can it be improved?

VVVV
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