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BHY-002 : FUNCTIONAL COMMUNICATIVE 

SKILLS AND PERSONNEL GROOMING 

Time : 3 Hours     Maximum Marks : 100 

Note :  Answer any five questions in about  

600 words each. All question carry equal 

marks.  

 

1. Write step by step procedure of handling Guest 

Complaints in a hotel. 20 

2. What is the role of listening skills in Front 

Office department? Give examples. 20 

3. What is the importance of route assistance and 

guiding in the hotel ? Support you answer with 

suitable examples. 20 
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4. What is the impact of “Positive” and “Negative” 

words in the Front Office department ? 20  

5. Describe the „Code of Conduct‟ at workplace. 20 

6. Why is it important to wear head covers in the 

cooking areas ? What other precautions must be 

taken in food handling areas ? 20 

7. Explain the importance of „Time Management‟ 

in context to tourism industry. 20 
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