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CERTIFICATE PROGRAMME IN FOOD AND 
BEVERAGE OPERATIONS (CFBO) 

Term-End Examination, 2019 

BHY-002 : FUNCTIONAL COMMUNICATIVE SKILLS 
AND PERSONNEL GROOMING 

Time : 3 Hours] 	 [Maximum Marks : 100 

Note : Answer any five questions. All questions carry equal 

marks. 

1. How bad communication impact your work in hotel 

industry ? 	 [20] 

2. Write down the steps in dealing with the angry guest.[20] 

3. Why early to bed and early to rise is good for health ? 

[20] 

4. Why hand washing is important to protect us from various 

diseases ? 	 [20] 

5. What is the importance of speaking softly and gently ? 

Especially in hotel industry. 	 [20] 
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6. 	Explain why listening skill is very important in tourism 

industry. 	 [20] 

Why we need good 'Time Management' in hotel and 

tourism industry ? Explain with example. 	[20] 

8. What is Conversation ? Write a conversation over 

telephone between operator and guest while booking a 

table in the restaurant for evening dinner. 	[20] 

9. Why bad health of employee give negative effect on 

working atmosphere and give bad experience to the 

guest ? Explain with example. 	 [20] 
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