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Instructions (I?-IEQI): -
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2. Question no. 1 to 15 are MCQ/ One Word/ Fill in the Blank type’s questions carrying

one marks each. (U¥ 1 ¥ 15 T Th FaR P )

3. Question no 16 to 21 are very short answer type question carrying two marks.
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4. Question no 22 to 27 are short answer type question carrying three marks.
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5. Question no 28 and 30 are long answer type questions carrying five marks.
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Q.1 which of these is not a purpose of tourism?
(a) Education
(b) Business
(c) Sight-seeing
(d) Employment
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Q.2 Tourism is a and movement of people from one place to another.
(a) Permanent, long-term
(b) Temporary, long-term
(c) Temporary, short-term
(d) Permanent, short-term
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Q. 3. An eco-tourist is interested in visiting a destination where there is a
(a) Rich wildlife wealth
(b) Dense forest
(c) Historical monument
(d) Relatively unspoilt natural environment

T TfaRuT-URieep fehet Tided T WR ST & fefq 584 2T & S8l U
(Q) T9g TIId ¥

gl



Q. 4. Participation and visit in Fair and Festivals is an example of
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(a) Alternative Tourism
(b) Mass Tourism
(c) Sustainable Tourism
d) VFRs
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Q. 5 What makes you complete work or studies without others cheering you?

(a) Self-confidence
(b) Communication
(c) Self-motivation
d) Self-esteem
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Q. 6 which of the following are types of motivation?

(a) Internal & External
(b) Intermediate

(c) Extensive

(d) None of These
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shortcut keys is used to paste a file.

(a) Ctrl + ¢

(b) Ctrl +p

(o) Ctrl +v

(d) Ctrl + x
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Ctrl +
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Laws protect certain kinds of original works.
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is a regular greeting ritual.
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Q. 10 What keys do you use to copy something?
ﬁiﬂaﬂaaﬁmﬁaﬂ#m}zﬁq 319 {5 it BT TN Hd 82

Q. 11. The first Indian Tourism Day was celebrated in which year?
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Q. 12. The Copyright Act came into existence in which year.
a%ﬁmr aY 37fedca W 3|

Q. 13. Read the following statements and choose the correct answer from the codes given
below:
ffafaa 2@l 1 ufey 3ik i ag 10 Fe & 98 3w gfv:
Assertion (A): Destination, Industry and Government, all have an impact on the extent to
which tourism promotes broader socio-economic goals.
Reason (R) : No single industry such as tourism can have the responsibility for overall
development and that it can only play a smaller role in a larger development scheme.
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1.(A) is true but (R) is false.
2.(A) is false but (R) is true.
3.Both (A) and (R) are true but (R) is not the correct explanation of (A).
4.Both (A) and (R) are true and (R) is the correct explanation of (A).
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Q. 14 Assertion (A) : Extraction of most renewable resources cannot be maintained
over long term if limits are not placed on their utilization leading to an interest in
sustained yields.

Reason (R) : It is not often necessary to place limits on production yields to allow
time for the resource base to sufficiently regenerate.
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1. Both (A) and (R) are true, (R) is the correct explanation of (A).

2. Both (A) and (R) are true, but (R) is not the correct explanation of (A).
3. (A) is true, but (R) is false.

4. (A) is false, but (R) is true.
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Q. 15. Assertion (A) : According to Fiedler Model of leadership, a manager who is
disliked may be less able to lead informally and would have to rely on directives to
accomplish group tasks.

Reason (R) : The quality of leader-member relationship is the most important
influence on the manager’s power and effectiveness. In the context of the above
two statements, which one of the following is correct ?
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1. Both (A) and (R) are true, but (R) is not the correct explanation of (A).
2. Both (A) and (R) are true and (R) is the correct explanation (A).

3. (A)is false, but (R) is true.

4. (A)is true, but (R) is false.
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Very Short Answer Types Questions 2x 6 = 12Marks

Q. 16 Write the SOPs for handling dustbins.
ko) mmﬁ & feig gasidl fered

Name the ests resent in a restaurant area.
Plel & 9 fafEw|
Q. 17. erte short notes on Customer centric market survey.
UTEd bigd JTSTR JI&I0T IR Hiere feuwoft fa|
OR

Write short notes on Sales policy and sale strateg
farsht e 31 fershr Torifa R dfera feaoft ﬁﬂg

Q. 18. What is the meaning of sustainable development?
qdd faera &1 31 a1 82
Q. 19. What are the various hotel products protected under IPR?

ISR & dgd dfard Bled 3G P Y &2

Q. 20. Explain the 1mportance of giving respect to copyrights.
P T S & HE bl ATT B |
Q. 21. Write short notes on Knowledge of storage area.
HERUT & & I R dfea fewoft fafag)



Short Answer types Questions 3 x 6= 18 Marks

Q. 22. Write a note on women’s rights and respect at workplace.
PRITYA TR AfGAT3N & 3fIBRI 31K T W vas fewoft fafag)
OR
What are the facilities required for a business traveller in a hotel?

T Blee TR AR & fAT 3maaes Flaumg #=ar €2

Q. 23.Write a short note on the role of English language in hospitality industry.
3nfaea 38T 3i¥sit HTST &Y fAeT W g fewuft |
OR

What is word knowledge? Explain it.
2 T T & ? S8 FHLAT3 |

Q. 24. Defined the personal hygiene qualities of a food handler.
Td 8 8ol & AfaiTd ¥a<sdT Ul bl IRHTSd HX

Q. 25. List the various Personal Protective Equipment used in the hotel industry.

BIed 2N A 39T ¢ oM aret fafi=1 eafaira gR&m 3uaon &t Jat =g

Q. 26. Write a short note on first-aid.

yTffe 3U=R R dfard feuf fafag)

Q. 27. List the ways in which an entrepreneur affects a society.

3 a4 DI Gait ¢ foi T 3Tt ST D1 TTidd HRar &

Long Answer Types of Questions 5 x 3= 15 Marks

Q. 28. Explain how a hospitality professional interacts with the customer.

d1¢ {6 B T 3nfaeg YR UTed & AT Fra<id HIdT 2|
OR

Describe various methods of sales.

farspa &Y fafi= faferay 1 auf Hifsa)

Q. 29. What are etiquettes and manners?
fererar Far &2
OR
What are telephone etiquettes?
fererar Far &2

Q. 30. List and explain the importance of safety standards with an example.

IGTERUT & HT Y& AIFDI & Heed P! Gelldg & 3R FHem|
OR

Describe the various important %oints which minimise hazards at a workplace.
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Both (A) and (R) are true and (R) is the correct explanation of (A)
(A) is true, but (R) is false

Both (A) and (R) are true and (R) is the correct explanation (A).

Procedure of Handling a Dustbin

1. Pick up ash trays and empty contents in a garbage bin.

2. Pick up all the trash from the counter area and place it in a garbage bin.

3. Transfer all the trash collected in the garbage bin to the garbage collecting bag
or soiled bag of the attendant trolley.

4. Wipe trash containers with damp cloth and dry.

OR

Insects such as flies, cockroaches, silverfish, fleas, ants and bed bugs.
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Market survey is a very effective tool to understand the market potential. To
create a valuable product for the customers and to build a meaningful, long term
relationship with them, it is important to first gain a deep insight into what they
need and want.
OR
A sales policy is a systematic process of developing, coordinating and
monitoring the various decisions that have a direct bearing on the company’s
sales. Companies formulate strategies to achieve established aims and
objectives. The company decides which customers it will serve (segmentation
and targeting) and how.
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Sustainable development is the development that satisfies the needs of the
present without compromising the capacity of future generations, guaranteeing
the balance between economic growth, care for the environment and social well-
being.

Had fder™ a8 fae € o vfdss & difeal &t emar ¥ wwsitar fbg faar
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Restaurant name, Logos and slogans, Dish names, Layout and décor.
mwmmsﬁ?w é@ras:lm, o131m3e 3R Heae |

Copyright law protects expression of ideas rather than the ideas themselves.
Under Section 13 of the Copyright Act 1957, copyright protection is conferred
on literary, dramatic, musical and artistic works, cinematograph films and sound
recording. For example, books and computer programmes are protected under
the Act as literary works.
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Storage area is a place where different material is kept. All the operations of
handling and storing materials that involve carrying bags, lifting manually and
stacking the material used in different departments are carried out in the storage
area. Safety and precaution must be taken in such areas to avoid injuries. If the
material is not handled and stored in a structured manner, it can result in not
only a hazard to the staff but also financial losses to the organisation.
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Women’s rights in the workplace include many facets of women safety and
dignity, including the right to work during pregnancy. Thus, an employer cannot
refuse job or turn out a woman due to her pregnancy as long as she can perform
satisfactorily. This means that employers cannot deny hiring any person due to
gender or pregnancy. The Law also prohibits sexual harassment of a woman at
workplace by any co-worker, employer or visitor. This includes an antagonistic
work environment where a woman is subjected to sexual comments, touching or
unwanted sexual advances that put her in fear of losing her job if she does not
comply. Women should report all such advances to the Supervisor or an
appropriate authority.
OR

Hotels are working overtime to accommodate the needs of one of the fastest
growing demographics in the travel industry i.e. businesswomen. Hotels have
started to realise that women are really influential when it comes to taking travel
decisions. In many cases, a woman who has stayed in a hotel for business travel
is likely to come back if she is happy with the services. Alternately, she might
even come back for a holiday with her family and book more than one room.
Thus, all hotels across the globe are focussing on facilities for young or single
women travelers.
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Women’s rights in the workplace include many facets of women safety and
dignity, including the right to work during pregnancy. Thus, an employer cannot
refuse job or turn out a woman due to her pregnancy as long as she can perform
satisfactorily. This means that employers cannot deny hiring any person due to
gender or pregnancy. The Law also prohibits sexual harassment of a woman at
workplace by any co-worker, employer or visitor. This includes an antagonistic
work environment where a woman is subjected to sexual comments, touching or
unwanted sexual advances that put her in fear of losing her job if she does not
comply. Women should report all such advances to the Supervisor or an
appropriate authority.
OR

Hotels are working overtime to accommodate the needs of one of the fastest
growing demographics in the travel industry i.e. businesswomen. Hotels have
started to realise that women are really influential when it comes to taking travel
decisions. In many cases, a woman who has stayed in a hotel for business travel
is likely to come back if she is happy with the services. Alternately, she might
even come back for a holiday with her family and book more than one room.
Thus, all hotels across the globe are focussing on facilities for young or single
women travelers.

PRI ¥ Afgerrsil & fEeRY ¥ mifawar & SRM B1H A & 3fUeR Ifed
AIZAT JR&M 3N A & B3 Uge] AMA 21 39 UPR, T AT diad &
$PR gl B Fobdl & AT foadt ufdelr P 37D Mifawer $ BROT aTER TEl B

YT 3TN ¥ Fad doil A g&dt SHFifEhD! ¥ F TP I AdIqrt qfgarsn by
SIXd] D) T PR & feQ Blec 3aReTSH BH & 3| 21 Bledl 4 HegH AT
e X e 2 fos o9 am fAvfa @7 &t a1 st € af Afkene ada A
TMTG2TeT BIdl &1 P ATHAI W, U AigdT Wil ATUR T & felg U gled §
DI ¢, 3R a8 Ja13il A G & a1 a1 371 B JHTET 81 dbfcis Bu F, 98

& Y B 'mﬁlﬂmmésﬂ?wﬁﬂﬂmw?m
Tbdl 21 39 UBR, W & Wl gled gaT a1 Tobe Afgan A1ial & foig
Gl o waH Bfed F R &



24

25

26

The role of English is not only applicable to the F&B department but also to the
airlines, event management companies, food service operation providers, etc.
English language is important at a hotel where there are guests from multi-
cultural background. The role of English is also integral in view of the rapidly
changing information and communication technology. The effectiveness of
communication provides a broad spectrum to deal with guests and achieve
customer satisfaction by fulfilling their expectations.

31l I YfFeT T Baet TF U8 & faimT W @ 8dt ? afes ARy, sde
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Learning a language and becoming proficient in it is a lifelong process. It
requires investment in terms of time. It is important to enhance one’s vocabulary
and improve one’s word power. According to experts, the relationship between
vocabulary and reading and learning a language is very strong.

Vocabulary is related to word knowledge, which means knowing the word right
from the pronunciation, to spelling and morphology.

ot WTST BT TEAT 31 39N &1 81 Sitgq ¥R e diefl Ufehar 81 399 999
& e A fAder B FHed 2l 21 fHH B 2regrae B demT 3R Bt 6
2Ieg 21fer # YR HEAT Heaqui 21 fadwst & 2regract 31 feedt wrem
B Ue 3R & dt &1 day 9gd gar gl

eIl 2reg M A Teiferd €, foaepT 372f 2 3T A S addt 37R 3MTHTRBY
P 2 Pl SIHATI

Understanding the importance of hygienic work practices is essential in every
area of travel and tourism industry. The staff must ensure that procedures in their
work environment are safe and hygienic. Hygiene procedures are required for all
areas and aspects of the travel and tourism industry. These procedures may vary
according to the tasks undertaken and also according to the organization’s
quality standards.
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Protective eyewear It shields the kitchen staff from being exposed to hazardous
chemicals and protects them from eye injuries.

Footwear Protects from slips and falls and protects against bacteria as well.
Aprons These serve as a safe barrier against bacteria. They help introduce cross-
contamination and infection that often negatively impacts the working area.

GREATHS TSR Tg TS P BHATRA] BT WaAATS THIA] &b HUd | 374 J
aTdT & 3R 37 3Gl &l el A T 8|

PefaaR fedea 3R iR A samar 2 3R daiRan @+t samar 21
mﬁﬁaﬁﬁmﬂs@wwgﬂﬁ?{m*wﬁmm%l q PI4-
ﬁngsﬁ?gmwaﬁeﬁaaﬂ# HEE A & Sll R B & W TPRIHAD
HHTd STl &

The employer should provide adequate and appropriate equipment, facilities and
personnel to ensure that employees receive immediate attention if they are
injured or taken ill at work.

First-aid kit contains

1. A leaflet on general first-aid

2. Medium and large sterile dressings

3. Assorted plasters

4. Triangular bandage



27

28

5. Safety pins
6. Sterile eye pads

7. Disposable gloves
@I g8 GlAfedd F1 & fdv wafa 3R 3faa 3uason, glaurg ik
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Entrepreneurs run their businesses in a market. The market has people who buy
products and services and people who sell them also. When people are buying
and selling from each other, it is helpful for everyone because everyone involved
makes money. This is how entrepreneurs help in growing the area and society
they live in.
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Dealing with the customer is an essential part of hospitality industry. A customer
of the hospitality industry wants to enjoy the product and services provided by
the industry.

The following points should be considered for effective customer interaction.
Never interrupt the customer

Listen attentively

Avoid negative questions

Don’t be too technical while explaining

Use positive sentences in communication
OR

Various methods of selling are used in a diversified target market. A few
important ones are described below.

Direct sales or door-to-door sales

Channel sales

Retail

Sales agent

Telemarketing or telesales

UTgh P Y12 AR BT 3Tfded I BT Up fFard faxar 21 snfaea 3an
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Etiquette may be understood as polite social behaviour. In F&B department of a
hotel, the term ‘etiquette’ means respecting a guest and others. F&B staff should
be honest, trustworthy, courteous and kind to others.
Types of etiquette
1. Social etiquette: is how to behave in the society.
2. Meeting etiquette: without a pen and notepad.
3. Telephone etiquette:
4. Eating etiquette:

OR
Telephone is a tool of communication. A hospitality professional should be
careful while talking on the phone as the person on the other end of the line is
interpreting. Explain with the help of example.
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1. IrTfSies fore™R:
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Safety Standards in hotels are designed by the hotels themselves to help them
identify, prepare for, minimize and respond to fire, health, safety and security
risks that could adversely impact the stakeholders.
Crisis and incidents
Evacuation drills
Fire safety
Exit paths

OR
A hazard assessment is the process of identifying hazards that can be eliminated
or controlled through practice, behaviour, substance, conditioning or a
combination of these. Necessary steps must be taken to reduce the chance of
injuries in a working area. The following steps are needed to minimise hazards:
Communicating with staff about health and safety
* Risk assessment
* Promptly dealing with hazards
¢ Inviting feedback from staff on safety improvements
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