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                                                          Part – A                                             10 x ½ = 5

Choose the correct answer
1. In which century were hotels, as we know them today, developed_______? 
    (a) Nineteenth Century                                       (b) Sixteenth Century 
    (c) eighteenth Century                                        (d) Seventeenth Century
2. When a financial manager adjusts the room rate to optimize revenue, the manager is 
     practicing _____________.                                                                           
    (a) Shift in demand     (b) variance control         (c) REVPAR                       (d) yield management 
3. The hospitality industry is heavily __________________.                             
    (a) Antiquated             (b) web based                 (c) technical                      (d) customer facing
4. There are four main duties that managers are responsible for performing. Which one of the following is not one of those four?                                                                       
    (a) Planning                (b) Contracting                (c) Leading                        (d) Organizing 

5. Room rates are determined not only by the costs but also many other factors. Which is not  

    a factor that affects room rate?                                                                         
    (a) Time of year          (b) Room height              (c) Room type                    (d) Amenities in the room

6. Sales and Marketing departments in the hospitality industry strive to create products that 
    customers want and need. Technology has brought about data mining. What is the best
    definition of data mining?                                                                                  

   (a) Buying data from marketing companies to increase business 

   (b) Using computers and databases of information to analyze guest (and other) related data     

         to make better marketing decisions 

   (c) Finding information from the internet to increase customer usage of products and services 

   (d) None of the above

7. An order is found in ____________.                                                                
   (a) Housekeeping        (b) Reception                   (c) Room Service               (d) Sales dept
8. Identify the best method to protect guests and their property at a hotel.        
   (a) Recordable electronic keys (credit card style with magnetic stripes) 

   (b) Networked live and recorded surveillance cameras throughout the public areas

   (c) Security officers regularly patrolling the hotel areas

   (d) All of the above

9. Which one of the following hotel faced terrorist attack _________                 
   (a) Taj Gateway           (b) Taj Trident                  (c) Taj Mumbai                   (d) Taj Residency
10. Which skill is needed to be an effective public relations specialist?              
   (a) Interpersonal skill   (b) Organizational skill     (c) Communication skill      (d) All of the above
                                                   Part B                                   5 x 4 = 20
Answer ALL questions

Each answer should not exceed 200 words or one page

11.a. Explain the growth and development in lodging industry with example?          
(Or)
     b. List out few important qualities of facilities and service in Lodging.                    
12.a. Explain about Night Audit and its advantages.                                                  
(Or)
     b. List out employee safety responsibility with example?                                      
13.a. What are the characteristics of successful sales department?                              
(Or)
     b. Explain the importance of HR Department in the industry.                                
14.a. What is product concept?                                                                                  
(Or)
     b. Explain the importance of Economic market Study.                                          
15.a. What is market study and appraisal process?                                                   
(Or)
     b. What is a management contract?                                                                     
                                                        Part C                                            5 x 7 = 35

 Answer ALL questions

Each answer should not exceed 600 words or three pages

16.a. Elaborate the various carrier path and opportunities of hotel staffing system?   
(Or)

     b. Discuss about lodging industry classification.                                                     
17.a. Briefly explain the following terms with example.                                                
   
  i) Front office reservation and registration 

   
 ii) Front office guest services

(Or)

     b. Describe the food and beverage department structure and staffing?                 
18.a. Explain hotel staffing system with example.                                                       
(Or)

     b. What is the role and procedure of loss prevention committee and hotel inspection. 
19.a. Draft a financing the project report and prepare the economic market study.     
(Or)

     b. What are the step should be taken to set a new hotel explain the flow with example? 
20.a. Define Franchise and explain about Franchise operating procedures.                
(Or)

     b. Elaborate and discuss on developing and opening a new hotel?                        
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1. a. Nineteenth Century
2. c. REVPAR
3. d. customer facing
4. b. Contracting 

5. b. Room Height 

6. b. Using computers and databases of information to analyze guest (and other) related data to make better marketing decisions
7. c. Room Service
8. d. All of the above
9. c. Taj Mumbai
10. d. All of the above

                                                  Part B                                   5 x 4 = 20

ANSWER THE FOLLOWING

11. a. Travel and tourism is one of the world's fastest-growing sectors, with bookings hitting close to $1.6 trillion in 2017.1 a strengthening global economy lies at the heart of industry growth. .That may be tough news for airline industry margins, but low fares drive spending throughout the travel sector. Totally 4 marks 

b. The range of accommodations and services may include reservations, minimal public dining and meeting facilities, cable television, personal computers, personal services (valet and laundry), and ground transportation to and from an airport. The size of the property can range from 100 to more than 200 rooms. Totally 4 marks

12. a. The Night Audit is mandatory in a hotel as it completely controls the transactions for a day. It checks all reservation discrepancies, posts charges and generates folios, updates housekeeping status and closes cash counters Totally 4 marks

b. Listing out any safety measures Totally 4 marks

13. a. Master of Change. A sale is constantly evolving—it's never stagnant, Trust Building, Give Feedback, Building Enthusiasm, Building and Improving the Sales Team, Communication, Availability. Totally 4 marks

b.  A human-resources department (HR department) of an organization performs human resource management, overseeing various aspects of employment, such as compliance with labor law and employment standards, administration of employee benefits, organizing of employees files with the required documents for future reference Totally 4 marks

14. a. Product Concept states that customers or consumers prefer product which is of the highest quality, performance and features. ... A product is not complete in itself and requires other factors of business like marketing, distribution, sales, service etc to be successful Totally 4 marks

b.  The process of gathering, analyzing and interpreting information about a market, about a product or service to be offered for sale in that market, and about the past, present and potential customers for the product or service; research into the characteristics, spending habits, location and needs Totally 4 marks

15. a. Market Analysis is a method used to help buyers, sellers, and real estate agents or brokers to fairly price a property. Simply put, it is an analysis of the cost of similar properties within the same area of a community, as well as other characteristics such as features of the property and vacancy rates in the area. Adjustments are made according to a property's individual differences from similar properties nearby. Most often a real estate agent will assist a seller by examining other properties in order to help a seller set an appropriate list price or help a buyer formulate suitable offer Totally 4 marks
b. A management contract is an arrangement under which operational control of an enterprise is vested by contract in a separate enterprise that performs the necessary managerial functions in return for a fee. Totally 4 marks
                                          Part C                                   5 x 7 = 35

ANSWER THE FOLLOWING

16. a. Explaining about various carrier path and opportunities of hotel staffing system in detail carries 7 marks 

 b. A rooming house is any public lodging establishment that may not be classified as a hotel, motel, resort condominium, non transient apartment, bed and breakfast inn, or transient apartment under this section. A rooming house includes, but is not limited to, a boardinghouse. Carries 7 marks

17. a Guest Registration or making booking for hotel rooms are sole responsibility of hotel front office. During room booking front office collects guest information and at the time of check in the guest those reordered guest information's are used.

Guest service representatives work in hotels, spas or other locations and help guests get the information or service they need to make their stay enjoyable. Guest service representatives listen to guests and help accommodate their requests, whether it's extra towels, toothpaste, or a dinner recommendation Carries 7 marks

b. Food and Beverage Server Duties and Responsibilities
· Provide Customer Service. ... 

· Take Orders. ... 

· Serve Food and Beverages. ... 

· Clean and Prepare Tables. ... 

· Process Payments. ... 

· On the Web. ... 

· Industry Groups. ... 

· Food and Beverage Server Books 

18 .a. discussing about hotel staffing system with example carries 7 marks 
b. A hotel loss prevention officer is responsible for the safety of the hotel and it's guests. ... Assisting hotel guests can take many forms, including addressing security questions and concerns, administering first aid or CPR to an injured guest and evacuating guests in the event of a fire or another emergency. Carries 7 marks 

19. a. Draft a financing the project report and prepare the economic market study with explanation carries 7 marks 

b. explaining the steps to be taken to set a new hotel explain the flow with example carries 7 marks 

20. a. an authorization granted by a government or company to an individual or group enabling them to carry out specified commercial activities, for example acting as an agent for a company's products, definition – 2 marks procedures 5 marks totally 7 marks 

b. Starting a franchise offers the independence and flexibility of small business ownership with the infrastructure of a large corporation. ... Franchise funding will help cover the many costs—and growth opportunities—that come built into a running a franchise. The top six franchise finance loans of 2019 are:  SBA 7(a) loans, SBA CDC/504 loans, On Deck Capital, SmartBiz, CAN Capital, Funding Circle, In this guide to franchise finance, we walk through all of the top franchise loans you can choose from to cover the costs that accompany chasing your franchising dreams,  totally 7 marks

