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MAHARASHTRA STATE BOARD OF VOCATIONAL EXAMINATION, MUMBAI 
EXAMINATION – JANUARY 2013 

CERTIFICATE COURSE IN  CUSTOMER CARE IN AVIATION (417101) 

TIME ALLOWED – 3 Hrs. 

MARKS – 100 

SUBJECT –  CUSTOMER CARE IN SALES & MARKETING (PR-II) 

 

Q.1. 1) Write about identification of market in service sector. 20 

 2) Give the History of  Hotel Industry. 20 

 3) Write about Luggage Handling of guests at arrival and 

departure in hotel. 

20 

 4) Write an essay on Competition in Sales & Marketing in 

Service Sector with examples. 

20 

Q.2. Draw the Chart which shows Classification of Hotel & 

explain. 

20 

 

´Ö¸üÖšüß ³ÖÖÂÖÖÓŸÖ¸ü 

                                                                                                       �Îú´ÖÖÓ�ú 41710122 

ÃÖÙ™ü×±ú�êú™ü  �úÖêÃÖÔ ‡−Ö  �úÃ™ǘ Ö¸ü �êú†¸ü ‡−Ö ‹×¾Æü‹¿Ö−Ö (419101)                                                                
 ¾Öêôû -  3  ŸÖÖÃÖ  

)Öã+Ö -   100 

×¾ÖÂÖµÖ - �úÃ™ǘ Ö¸ü �êú†¸ü ‡−Ö ÃÖê»ÃÖ †ò−›ü ´ÖÖ�ìúØ™ü)Ö ( ¯ÖÏòŒ™üß�ú»Ö - 2) 

   

¯ÖÏ. 1) 1. ÃÖÙ¾ÖÃÖ ÃÖêŒ™ü̧ ǘ Ö¬Öß»Ö ´ÖÖ�ìú™ü“µÖÖ †Öêôû�Ö µÖÖ×¾ÖÂÖµÖß ×»ÖÆüÖ. 20 
       2. ÆüÖò™êü»Ö ˆªÖê%ÖÖ“ÖÖ ‡×ŸÖÆüÖÃÖ ÃÖÖÓ%ÖÖ. 20 
       3. ÆüÖò™êü»Ö´Ö¬Öß»Ö ¯ÖÖÆãü+µÖÖ“µÖÖ †Ö%Ö´Ö−Ö ¾Ö ×−Ö%ÖÔ´Ö−ÖÖ“µÖÖ¾Öêôûß ŸµÖÖÓ“µÖÖ ÃÖÖ´ÖÖ−Ö 

ÆüÖŸÖÖôû+Öß×¾ÖÂÖµÖß ×»ÖÆüÖ. 
20 

      4. ÃÖÙ¾ÖÃÖ ÃÖêŒ™ü̧ ǘ Ö¬Öß»Ö ×¾Ö�Îúß †Ö×+Ö ´ÖÖ�ìúØ™ü%Ö´Ö¬Öß»Ö Ã¯Ö¬ÖÖÔ µÖÖ¾Ö¸ü ˆ¤üÖÆü¸ü+ÖÖÃÖÆü ×−Ö²ÖÓ¬Ö 
×»ÖÆüÖ. 

20 

   
¯ÖÏ. 2 ÆüÖò™êü»Ö“Öê ¾Ö%Öá�ú¸ü+Ö ¤üÖ�Ö¾Ö+ÖÖ¸üÖ ŸÖŒŸÖÖ �úÖœüÖ ¾Ö Ã¯ÖÂ™ü �ú¸üÖ. 20 
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