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[´Éä³ý—3 iÉÉºÉ]

(BEÚòhÉ MÉÖhÉ—100)

¤ÉäÊºÉEò £Æò]õ +ÉìÊ¡òºÉ ºÉÌ´½þºÉ +Éì{É®äú¶ÉxÉ +ìhb÷ +ìEòÉä̈ ÉÉäbä÷¶ÉxÉ
+Éì{É®äú¶ÉxÉ / ½þÉ>ðºÉÊEò{ÉÓMÉ (ÊlÉ+®úÒ-2)

[=±É]ÚõxÉ {É½þÉ

1. (+) BEò-nùÉäxÉ ´ÉÉCªÉÉiÉ =kÉ®äú Ê±É½þÉ (EòÉähÉiÉä½þÒ {ÉÉSÉ) :--

(1) .ÎºEò{É®ú (Skipper)

(2) .xÉÉä-¶ÉÉä (No-show)

(3) +É>ð]õ +Éì¡ò +ÉìbÇ÷®ú (Out of order)

(4) ´ÉäEò-+{É EòÉì±É (Wake-up call)

(5) ¡òÉäÊ±É+Éä (Folio)

(6) ½þÉ>ðºÉ EòÉ>Æð]õ (House count).

(¤É) MÉÉ³ý±Éä±ªÉÉ VÉÉMÉÉ ¦É®úÉ (EòÉähÉiÉä½þÒ {ÉÉSÉ) :--

(1) ..................... ½äþ ¤ÉÉÆM±ÉÉnäù¶ÉÉSÉä SÉ±ÉxÉ +É½äþ.

(2) ..................... ½þÉ ®úÉ¹]ÅõÒªÉkÉäSÉÉ {ÉÖ®úÉ´ÉÉ +É½äþ.

(3) ´ÉäEò-+{É EòÉì±É ..................... ¨ÉÉ¡ÇòiÉ näùhªÉÉiÉ ªÉäiÉÉä.

(4) ..................... EòÒ uùÉ®äú }±ÉÉä+®ú´É®úÒ±É ºÉ´ÉÇ nù®ú´ÉÉVÉä =PÉb÷hªÉÉiÉ ªÉäiÉÉiÉ.

(5) Îº´ÉË¨ÉMÉ {ÉÚ±ÉVÉ´É³ý +ºÉhÉÉ­ªÉÉ JÉÉä±ÉÒºÉ ..................... ¨½þhÉiÉÉiÉ.

(6) +¨ÉäÊ®úEòxÉ {±ÉìxÉ±ÉÉ ..................... +ºÉä ¨½þhÉiÉÉiÉ.

(Eò) SÉÚEò EòÒ ¤É®úÉä¤É®ú iÉä Ê±É½þÉ (EòÉähÉiÉä½þÒ {ÉÉSÉ) :--

(2) Î´½þ]õxÉÒ Îº±É{É±ÉÉSÉ ´½þÉ<Ç]õ Îº±É{É ¨½þhÉiÉÉiÉ.

(3) {ÉäVÉ ¤ÉÉäbÇ÷ uùÉ®äú ½þÉì]äõ±É ¨ÉvÉÒ±É Ê®úZÉ´Éæ¶ÉxÉSÉä º]äõ]õºÉ Ê´ÉÊ¶É¹]õ Ênù́ É¶ÉÒ nùÉJÉÊ´ÉhªÉÉiÉ ªÉäiÉä.

(4÷) ºÉÒ+É®úBºÉ ¨½þhÉVÉä ºÉå]Åõ±É ®úÊVÉº]Åäõ¶ÉxÉ ÊºÉº]õÒ¨É.

(5) Ê´ÉÊ¶É¹]õ |ÉEòÉ®úSªÉÉ JÉÉä±ÉÒºÉ VÉÉºiÉ ®äú]õ ±ÉÉ´É±ªÉÉºÉ iªÉÉºÉ ®ìúEò ®äú]õ ¨½þhÉiÉÉiÉ.

(6) ¶Éäb¬Ú±É Êb÷{ÉÉSÉÇ®ú iÉÉ®úJÉäxÉÆiÉ®ú ºÉÖrùÉ ½þÉì]äõ±É¨ÉvªÉä MÉäº]õ ®úÉ½þiÉÉiÉ iªÉÉÆxÉÉ º]ä+Éä́ ½þ®ú
+ºÉä ¨½þhÉiÉÉiÉ.

(7) EòÒ EòÉbÇ÷ +ÉÊhÉ ´Éä±ÉEò¨É EòÉbÇ÷ BEòSÉ +ºÉiÉÉiÉ.

MÉÖhÉ
10

5

5

ºÉÚSÉxÉÉ.----- (1) ºÉ´ÉÇ |É¶xÉ ºÉÉäb÷Ê´ÉhÉä +É´É¶ªÉEò.

(2) =VÉ´ÉÒEòb÷Ò±É +ÆEò {ÉÚhÉÇ MÉÖhÉ nù¶ÉÇÊ´ÉiÉÉiÉ.

(3) +É´É¶ªÉEò iÉälÉä +ÉEÞòiÉÒ EòÉføÉ.

(4) +É´É¶ªÉEò iÉälÉä +ÊvÉEò ¨ÉÉÊ½þiÉÒ MÉÞÊ½þiÉ vÉ®úÉ.

(1) C´ÉÒxÉ ¯û¨É ¨ÉvÉÒ±É ¤Éäb÷SÉÒ ºÉÉ<ÇVÉ 6 × 6 +ºÉiÉä.
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2. JÉÉ±ÉÒ±É |É¶xÉÉÆ{ÉèEòÒ EòÉähÉiªÉÉ½þÒ nùÉäxÉSÉÒ =kÉ®äú Ê±É½þÉ :---

(+) ½þÉì]äõ±É ¨ÉvªÉä EòÉähÉEòÉähÉiªÉÉ MÉäº]õ ºÉÌ´½þºÉäºÉ näùhªÉÉiÉ ªÉäiÉÉiÉ ? EòÉähÉiªÉÉ½þÒ nùÉäxÉ

ºÉÌ´½þºÉäºÉ º{É¹]õ Eò®úÉ ?

(¤É) ½þÉì]äõ±ÉÉiÉÒ±É Ê´ÉÊ´ÉvÉ |ÉEòÉSªÉÉ °ü¨ÉSÉä ´ÉhÉÇxÉ Eò®úÉ.

(Eò) MÉäº]õ¨ÉÉ¡ÇòiÉ Eò®úhªÉÉiÉ ªÉähÉÉ®äú Ê®úZÉ´½æþ¶ÉxÉ Ê´ÉÊ´ÉvÉ |ÉEòÉ®úSÉä +ºÉiÉä, º{É¹]õ Eò®úÉ.

3. JÉÉ±ÉÒ±É |É¶xÉÉÆ{ÉèEòÒ EòÉähÉiªÉÉ½þÒ nùÉäxÉSÉÒ =kÉ®äú Ê±É½þÉ :---

(+) £Æò]õ +Éì¡òÒºÉ Eò¨ÉÇSÉÉ­ªÉÉSÉÒ MÉÖhÉ´ÉèÊ¶É¹]õ¬ä º{É¹]õ Eò®úÉ.

(¤É) Ê®úZÉ´½æþ¶ÉxÉ ¨½þhÉVÉä EòÉªÉ ? Ê®úZÉ´½æþ¶ÉxÉ Eò®úhªÉÉSªÉÉ Ê´ÉÊ´ÉvÉ {ÉrùiÉÒ EòÉähÉiªÉÉ iÉä ºÉÉÆMÉÉ?

(Eò) ½þÉì]äõ±É¨ÉvªÉä Ê®úÊºÉÎ´½ÆþMÉ, OÉÒË]õMÉ +ìhb÷ ´Éä±ÉEòË¨ÉMÉ MÉäº]õ ÊEòiÉÒ ¨É½þk´ÉÉSÉä +ºÉiÉä ?

4. ºÉÖ¤ÉEò +ÉEÞòiªÉÉ EòÉføÉ (EòÉähÉiªÉÉ½þÒ nùÉäxÉ) :---

(+) ±Éä-+É>ð]õ +Éì¡ò £Æò]õ +ÉìÊ¡òºÉ Êb÷{ÉÉ]Çõ¨Éå]õ +Éì¡ò ±ÉÉVÉÇ ½þÉì]äõ±É.

(¤É) +®úÉªÉ´½þ±É B®ìúhb÷ EòÉbÇ÷ (Arrival errand card)

(Eò) Ê®úZÉ´½æþ¶ÉxÉ ¡òÉì̈ ÉÇ.

5. ºÉÆÊIÉ{iÉ Ê]õ{ÉÉú Ê±É½þÉ (EòÉähÉiªÉÉ½þÒ SÉÉ®ú) :---

(+) ¨ÉäºÉäVÉ +ìhb÷ ¨Éä±É ½ìþhb÷Ë±ÉMÉ.

(¤É) ¨ÉÒ±É {±ÉìxºÉ

(Eò) BCºÉ|ÉäºÉ SÉäEò-<xÉ

(b÷) +Éä́ ½þ®ú ¤ÉÖEòÓMÉ

(<) ¡òÉäxÉäÊ]õEò +±¡òÉ¤Éä]õ.

6. JÉÉ±ÉÒ±É |É¶xÉÉÆ{ÉèEòÒ EòÉähÉiªÉÉ½þÒ nùÉäxÉSÉÒ =kÉ®äú Ê±É½þÉ :---

(+) MÉäº]õ±ÉÉ ¨ÉìºÉäVÉ näùhªÉÉºÉÉ`öÒ ½þÉì]äõ±É¨ÉvªÉä ´ÉÉ{É®úhªÉÉiÉ ªÉähÉÉ®úÒ {ÉrùiÉ º{É¹]õ Eò®úÉ.

(¤É) MÉäº]õ °ü¨É ¤ÉÖEò Eò®úhªÉÉSÉÒ {ÉrùiÉ +xÉÖGò¨Éä Ê±É½þÉ.

(Eò) {ÉÉ½ÖþhªÉÉÆSªÉÉ iÉGòÉ®úÒ ½þÉiÉÉ³ýiÉÉÆxÉÉ EòÉähÉiÉä ¨ÉÖqäù Ê´ÉSÉÉ®úÉiÉ PªÉÉ´Éä ±ÉÉMÉiÉÉiÉ ?

MÉÖhÉ
16

16

16

16

16

2
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×
×
×

Marks
1. (a) Describe the following in 1-2 lines (any five) :—

(i) Skipper

(ii) No-show

(iii) Out of order

(iv) Wake-up call

(v) Folio

(vi) House-count.

(b) Fill in the blanks (any five) :—

(i) The currency of Bangladesh is ........................ .

(ii) ........................... is a proof of nationality.

(iii) Wake-up call are given by ............................... .

(iv) The ........................ key can open all doors at all the floors.

(v) Room situated near swimming pool is known as .................

(vi) American plan is also known as ................................ .

(c) State True or False (any five) :—

(i) The bed size of a queen room is 6 × 6.

(ii) Whitney slips are also called white slips.

(iii) Page board is used to display reservation status for a
particular date in a hotel.

(iv) CRS stands for central registration system.

(v) The rack rate is the highest rate that a hotel quotes for its
particular type room.

(vi) Guests who continue to stay in the hotel beyond their
schedules departure date are called stayovers.

(vii) Key card and welcome card are same things.

10

5

5

[ Turn over

3

(ENGLISH)

[ TIME ALLOWED—3 HOURS ]

(MARKS—100)

BASIC FRONT OFFICE SERVICE OPERATION AND ACCOMMODATION
OPERATION / HOUSE KEEPING (THEORY-II)

Instructions.— (1) All question are Compulsory.
(2) figures to the right indicate full marks
(3) Draw necessary diagram if required.
(4) Assume suitable additional data if required.
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2. From the following questions answer any two questions :—

(a) What are the various guest services that may be found in a hotel ?
Explain any two.

(b) Describe the various types of rooms that are found in a hotel.

(c) Reservation made by a guest in a hotel could be of many types.
Explain.

3. From the following questions answer any two questions :—

(a) Explain in detail the essential qualities of front office personnel.

(b) What is the meaning of reservation ? What are the various modes
of making a reservation ?

(c) To what extent receiving, greeting and welcoming the guest is
important in hotels ?

4. Draw a neat diagram/form for the following (any two) :—

(a) Lay-out of a front office department for a large hotel.

(b) Arrival errand-card.

(c) Draw a neat format of a reservation form.

5. Write short notes (any four) :—

(a) Message and mail handling

(b) Meal plans

(c) Express check-in

(d) Over booking.

(e) Phonetic alphabet.

6. From the following questions answer any two questions :—

(a) Explain the procedure by which a hotel ensures the delivery of
guest message.

(b) Explain in detail the step by step procedure of booking a guest
room.

(c) What are the important points in handling guest complaints ?

Marks

16

16

16

16

16


