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IIISTRUCTIONS:

The paper consists of three (3) sections:

Section I: Fourteen (15) questions' all Compulsory'

iieciion iE: Five (5) questions choose any Three (3)'

Section III: Three (31 questibns chooSe any One (1)'
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section I: Atl the 14 questions are compulsory Ssmarks

4marksO1. Name different ways to communicate' +marks

O2. Indicate key points to look after when difficult Customer contact you'

-o3. 
List down all responsibilities of reception department' Smarks

04. What are diffei""t *tyt of reservation? 2marks

O5. Indi"*," ,*o main types of reservation' 2marks

O6. Indicate different elements to consider for reservation. Smarks -',',ii'

* ei7. What is hor-l'sekeeping? Smarks 
, '--,

oE.Howcanhousekeepingusuallybeachieved?marlr.s
' e to clean Windows Srnarks :

O9: State the Procedur

lo.Givedifferentcrrtegoriesofclearringagenfs.Smarks..
1i.indicatefact,orstoconsiderwhenchoosingacleaningagent.

12. Indicate generai procedures 
1o...r""rring 

and care metal furnitu* 
::::::

t 3. Gi.ve 4 reasons for washin.g clothes' 2rnaifts ''*t'
, .,;-:.1 "\

i4. Give proceclures for vvashing colored clothes. 3markq,
rt

'r
:. ' i

, - ' Se,cti$n II: Choose arrti ansll'er any 1C1 questionsi Sori?€h,1 . .'ll

ts. why is providing exceptional customer service a neceqsity? iOmai:Hs

conversation'16. Indicate key points to look after while handling telephone '

lOmarks

lOmarks

laundry in shaPe.
lOmarks

lOmarks

.- Loi'. List down the role of the housekeeper'

18. Indicate 10 simple stain removal rules to get your

'i:1i & t' 19. Find out thiproced.ures for easy foolproof dish washing'

Section III: Choose a:rd. answer any one (1| question

2O. Describe the role of customer care officer in an otganization' lsmarks

21. Enumerate and describe 10 questions which will help you knowing

about your customers. lSmarks

' 22. a) Indicate g€neral procedures for cleaning and Care of painted wall'

I b) Indicate 6 main things to look for when sorting laundry. lSniarks

lSmarks
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