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GENERAL INSTRUCTIONS TO THE EXAMINEES :

1) Teqeff TEwey 39 Y- W AT JHeRd: ford |

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

2) @ty g A AR # |

All the questions attempt are compulsory.

3) T T 1 I ¢ TS IT-GIEahl | & ford |

Write the answer to each question in the given answer book only.
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SECTION — A

Sgfashedld T9 : T H. 1 ¥ 14T ¢
Multiple Choice Questions : Q. No. 1 to 14 :

2.

V-106

feard Tesdl JEIdn: Y gl &
31) TR T Fug
§) Wel/%Re N T
T) TEM 1 TUH
2) gd9 99 R T
Personal cleanliness mainly depends on
A) Body and cloth
B) Place of sports/ground
C) Place of bath

D) Place of washing utensils

T T TId THT B - Iq TS B ?
31) HEEA B

) Fee

) U9 T Tl

Q) W T

Which things are necessary while receiving a message ?

A) Mobile phone
B) Internet

C) Pen and copy
D) Table and chair

[14x%=7]
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[72]



iz 3
3. Tafafed @ 9 SH-u1 w1 39! TR & I Ser ewidar 8 2
3) YH: ITIM B §) A TN q
) YA ITN AL T) Iued gt

Which of the following actions mainly shows your responsibility toward the
environment ?

[72]

A) Re-use of paper B) Re-use of water

C) Re-use of plastic D) All of above

4., =1 1 9 -9 STl & S H TA @ ?

[V2]
3) TusfeEmm

) BhA™I
q) e T) T-Im
Which of the following in inner strength of an entrepreneur ?

A) TIrritability B) Stammering

C) Stress D) Self-motivation

5. @R 1 Fdradt w1 % I 2 | [4]
3) #ifgs ge9r
¥) 9 F9R

Y) 3AFI TER

T) YTeATcHeh HaR
A picture of a danger warning is an example of
A) Verbal communication
B) Visual communication
C) Electronic communication

D) Emotional communication
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6. HII H BT hl he D oh [oTC TTEehe THofl oh1 SUANT fohal ST & | %]
31) Ctrl+C §) Ctrl+P

q9) Cul+V 2) Ctrl+X

shortcut key is used to cut a file in computer.

A) Ctrl+C B) Ctrl+P
C) Ctl+V D) Cul+X
7. T TREAV HT A fohE YR o STe & T 7 7 [%4]
3) I e ¥) I e
) 8 A" HIRLERSIE]
The work of water conservation is related to which type of job ?
A) Yellow job B) Green job
C) Red job D) Pink job
8. & I3 UTgh WM & d YRATeh Ufdfskan 1 g+t =gy ? [%4]

31) 32 TIES R
9) I I AW B Fa

) Wi S wEr o @
T) ¥W Hg  fort 3= et 3
What should be the initial response when a customer is upset ?
A) Ignore them
B) Ask them to leave
C) Remain calm and empathetic

D) Blame them for issue
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) 3O HUERE % fore R 5g S 2
¥) Ig eI 3R Fel il Ushdl B
) SHhl TawIehdl fohH] i &1 3
) SHe! HIHEY YA T I3 JWTd &l ISl &

How does the use of proper Personal Protective Equipment (PPE) contribute

to safety ?

A) It increases discomfort for employees
B) It prevents accidents and injuries

C) Itis not required for any one

D) It has no impact on workplace safety

10. ST Sfed 31 STSHR & HAT 7, I LA HLAT 3 3T IR Y€ Ll &,
3T FIT el AT & ?

A) Jar

EREDED
) U
<) el

[72]

An individual who starts, creates and manages a new business can be called as

A) Aleader

B) A manager

C) A professional
D) A entrepreneur
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[7]

Why is feedback important in customer services ?

A) To confuse customers
B) To improve services
C) To increase complaints

D) To waste time

12. F=faRed @ | HF-91 T=R Afsh H ST fohT, S aTet <Het o 30T & 7
3) 3-HdA
§) IR 97
H) AR AT
Q) S @ft

[72]

Which of the following is an example of a channel used in the communication
process ?

A) E-mail
B) Newspaper
C) Telephone lines

D) All of these
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13. 9 379 J&YF & & H S @ & I Tk {7 A9k H1g AT B
% fou =T W T R SR aed™ o, o 31 @ Sl [%]
31) 34 giua L fop forel & oft TTerct g1 dehdl 8 3TR 35 UHT SATIER i

HIE BT TE B

9) 3 e S Tl 9R 97 F& T AT
) AT Sl 3T A &7 Yehe i 3TN 38 TS i o ol GNIcHS heH 3310
T) il & e fob 379 398 AR A Toreett Tehd & 3R 30 3ok U SRR T =18

When you are working as a manager one day one of your guest gets
extremely angry and shouts at the staff for minor laps. What will you do ?

A) Inform that mistakes can be made by anyone and there is no reason for him to
behave like that

B) Tell him not to come next time
C) Apologise on the behalf of the staff and make amends to satisfy him
D) Tell the guest that you could shout louder then him and he must behave properly

14. Fafafgd @ wH-@ Aeq FwRvyd W Safedrd Wesdl s9¢ W@ % T
HEEO B 7 [14]
) TS HUS TSI
q) U A G
o) Tt SerH

T) TTEd 9 dTel hi THIS SHIC TG

Which of the following is an important habit to ensure personal hygiene in
the workplace ?

A) Wearing dirty clothes

B) Not washing hands

C) Spreading dirt

D) Keeping nails and hair clean
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SECTION - B

T ST (F1 o I Ueh T16g AT Ueh Ufad H CIWI0) T T, 15 § 30 :  [16x%4=8]
Very Short Answer Type Questions (Write the answers in one word or one line)
Q. No. 15t0 30 :

15. 1 fyehradi shl HehiicHesh &9 8§ foram ST =nfee ¢ [%]

Should a complaint be taken in a positive manner ?

16. “Gar’ w1 FT Y 7 ? [72]

What does “Service” mean ?

17. 9T 1 Teh A9 T 3 ? [%]

What is one benefit of Teamwork ?

18. =9 3N gL-W ITA1ER0T h1 Teh ATH A5 | [¥4]

Give one benefit of clean and green environment.

19. WRgeh =R &1 Teh ICTELT IR | [%4]

Give an example of verbal communication.

20. HY H &I B FT 8 7 [¥]
What is the primary job of a computer ?

21. SHTFATd GSI-FSSI Bl Ueh ATH AT 8 7 [¥]

Name one benefit of personal grooming.

22. U 3T dW W i U fomiyar =i 7 7 [%4]
Name one quality of a good team member.
23. UTEsh Tal 6l THET 1 YS! G T HH & {hdT Sl Fehdl & 7 [%]

How can a customer service issue be resolved effectively ?
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24. HIX H HRH T ITAM TSy | [%]
What is the use of mouse in computer ?

25. HHNIcHS uTa Fopedt et B 7 [V4]
What creates a positive impression ?

26. I fohow FT 8 7 %]
What are green skills ?

27. ITHN DR ? [72]
Who is an entrepreneur ?

28. IS ohl Y H T i o [T T HATS i WAehe Pl [oTRGT | [Y4]

Write the shortcut key used to command to save the file in the computer.

29. T&E-ITUT T Teh 3cTalul faafgu | [%4]

Write one example of self-motivation.

30. 919 Sl HH HE & fU SFfFd 1 GehRIcHsh FI=HT I18U | I8 6 Hal & a1
Terd 8 7 %]
To reduce stress, a person should think positively. Is this statement true or false ?

©ue -9
SECTION - C
TEAUCHS T - T 6. 31 ° 39 (Ieg HHT 40 IeT) : [9%1=9]
Short Answer Type Questions — Q. No. 31 to 39 (Word limit 40 words) :
31. ¢feh Sfiaq o ¥R 1 HEcd aHesy | 1]

Explain the importance of communication in daily life.

32. G99 Y HH & q i 9dsd | 1]

Name two ways to reduce stress.
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34.

3S.

36.

37.

38.

39.

frereTenes T3 - U9 E. 40 U 42 T (s AT 150 Te) ¢
Essay Type Questions — Q. No. 40 to 42 (Word limit 150 words) :

40.

V-106
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eIt ITER AT TEcaqul 7 ?
Why is first aid important ?

FHRIEIA TG F1 TgaYol & ?

Why is workplace safety important ?

FER § FAT R Tgcaqol 8 7

Why is listening important in communication ?

3T 3TTST Tgell YATe hdl ST Tehd & 7
How can you make a good first impression ?

Teh TS HhIUcHeh S hd &1 Hehdl & 7

How can an organization build a positive image ?

WS UTEeh YT STGER 1 Hh8l THTIT L Fehdl & 7

How can poor customer service affect a business ?
Y YE9T T 7 7

What is time management ?

Tug -2
SECTION — D

Teh 3Tl o TIf= o1 61 e His |

Explain the various qualities of an entrepreneur.

J1gar/OR

[1]

1]

[1]

1]

[1]

1]

[1]

[3x2=6]

2]

“qRieq AN T Hfdd U Hike e g1 e 277 ;39 foww w fey fog |

Write an essay on the topic : “Soft skills are essential for a person in the

tourism industry”’.
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41. T TS hl ThNICHS Bid T H HHATIAT hi FT Y{HehT Bl & 7 2]

What role do employees play in creating a positive image of an organisation ?

Fgar/OR

AR | A aTell F1913Ti o 91 H oeR ¥ fafe |

Explain in detail the barriers that occur in communication.

42. I W UTEehI Shi G W 31T AT AW B 7 2]
What do you understand by customer safety in tourism ?

Fgar/OR

FREIA W AfFdTTd To=ddl S91T W & I 3Rl W ey fadg |

Write an essay on common practices for maintaining personal hygiene at the

workplace.
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