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CERTIFICATE IN HOUSEKEEPING
OPERATIONS (CHO)/CERTIFICATE IN
FRONT OFFICE OPERATIONS (CFO) /
CERTIFICATE IN FOOD & BEVERAGE

SERVICE OPERATIONS (CFBO) /
POST GRADUATE DIPLOMA IN
HOTEL OPERATIONS (PGDHO)

Term-End Examination
June, 2023

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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What is the impact of “Positive” and “Negative”
words in the Front Office department ? 20

Describe the ‘Code of Conduct’ at workplace. 20

Why is it important to wear head covers in the
cooking areas ? What other precautions must be
taken in food handling areas ? 20

Explain the importance of “Time Management’
1n context to tourism industry. 20



(3]
BHY-002
SISHGKITYUT MY W WHTOT-UF
(FT=3M, ) /TS AR TR
YHIOT-US ( HLUF.31. )/FE TUS e

wfda AT ¥ yHor-u (L UE e, )/
FEA ATRIFE | EMaeni fewmn
( 9. ST Etuera. )
A e
A, 2023
ot T2, a18-002 : UehTdicTeh HRUUT ST TS
wHet freror
g ;3 U sifeshad 3% : 100

T : fohgl gier g9l & Il 9T 600 VIl &
dfTa g4t g & ofF GEA Bl

1. Uk Bled | sifaferai &1 fermmal & feamor i

gfshal o1 =TT IUH hifSTu| 20

2. We HfhE foum o wam § g % hiEe &l
w1 gk © 2 30 s 20




[4] BHY-002

3. Bled W Afafy & Arieyie ud vemeRi @1 @
Ted © ? 99 IW HI Ifad ISR B Y

gfte Hifsml 20
4. we ofpm  faym o “Hemcs” @R
“ TR " TSRl T T Y9 © 2 20
5. oYeh SE¥Yd W “eIER wfear” &1 aud
HITST| 20

6. fr=d (H/fwn whan) # B o wedw A
HETIH B ? WE UNY % EEeH ol Tl
W I HHE-H EUE S wey 2 20

7. WA 3TN & uRUed ¥ “uEd yeE” % Hed
1 9uiH HifST) 20

BHY-002



