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Final Examination
Full Marks-100	         
Time: 1 ½ hours                                                                                                                                     
DIRECTION:
1. THE TIME ALLOTTED TO ANSWER ALL THE QUESTIONS IS 1 1/2 HOURS.
2. ADDITIONAL OF 10 MINUTES WILL BE GIVEN TO READ THE QUESTIONS
3. AVOID WRITING ON THE QUESTION PAPER.

Front Office
Part A
Choose one correct answer from the following questions.			                        (10)                                                                                                
Q1. Guest complains are categories as follow EXCEPT?
A. Manually 
B. Attitudinal
C. Service related
D. Mechanical
Answer: 
Q2. A hotel located along the road side is known as
A. Home stay					B. Casino Hotel
C.  Budget Hotels 					D. Motel
Answer: 
Q3. Following are the responsibility of the front office department
A. Registration the guest 				B. Sales of the room
B. Assignment of room				D. All of the above
Answer: 	
            Q4. Which sub department of the front is responsible for welcoming and assigning of the room to    guest?
A. Reservation 					B. Reception
B. Bell desk 					D. Concierge 
Answer: 
2. When there Is heavy check out and check in on the same day, we call that as
A. Full House						B. House Full
B. Sales of the day					D. Back-to-back
Answer: 
3. When all meals are included with the accommodation i.e., lunch and dinner is known as
A. European Plan					B. Modified American Plan
B. American Plan					 D. Continental Plan			
Answer: 
4. Which of the following are Not the functions of the check out
A. Settling guest accounts
B. Updates the room status information
C. Create guest history
D. [bookmark: _GoBack]Welcoming the guest	
Answer: 
5. Display of hospitality towards the guest as follow EXCEPT :
A.  Eye contact
B.  Warm smile
C.  Inquiry regarding travel experience
D.  Inquiry regarding personal information.
Answer: 
6. ……….is the stages in guest cycle responsible for billing.
7. Pre- arrival					              B. arrival
C. In- house						D. Departure
Answer: 
8. Which of the following is qualities of the front office staff
A. Friendliness						B. Confidence
B. Communication skills 				D. All of the above.
Answer: 
Part-B
Read the following statement carefully and state TRUE or FALSE.				(5)
Q1.  Overbooking means accepting more reservations than capacity of the hotel. (_________)
Q2.  BST means Bhutan sales Time. (_________)
Q3. Room to guest means a comfort, security, privacy, cleanliness and convenience. (___________) 
Q4.  Front desk employees must be trained in handling guest complaints.(_______)
Q5.  Set menu means meals are all priced individually. (_________)
Part-C
Match with correct answer.									(5)
A) Continental plan		(1) list needed personal quality, skills and traits. 
B) Modified American Plan	(2) Process completed during the time of guest arrival.
C) No- show		 	(3) guest who does not arrive and did not cancel his reservation.
D) Registration card	(4) The rate which includes 2 meals a day b/F and either dinner or lunch
E) Job Specification 	             	(5) the rate which includes the breakfast as well as the accommodation 

Part-D
Complete the following sentences.								(5) 
Q1.___________________ passes the information to other departments and to the guest.
Q2.___________________ is a theory that suggests that a customer who has a bad experience and receives a prompt, effective response to their issues.
Q3. Most of a guest’s satisfaction is determined during the____________________.
Q4. Bell desk is part of __________. 
Q5. All wakeup call records are noted in ___________________.



Part-E
Short answers.                                                                                                                    			(30)
Q1. What is Tourism and give its importance?							7 marks 
Q2. Define Front Office and explain their responsibility? 					              7 marks
Q3. Draw and explain the stages of guest cycle?  					              7 marks
Q5. Least down at least five qualities needed to be a front desk staff?				5 marks
Q6. What do you mean by service recovery, explain with your own example?					4 marks

Part-F
Long answers.  
Types of questions										(45)
1. What is Guest registration? Explain the guest registration process and its importance       (15)
2. Front office is known as a nerve center of the hotel. Explain.	                                           (15)
3. Find the following calculations if the room rate for the:                                                             (15)
Single = Nu. 4800 ++
Double = Nu. 5200 ++
a) What is the amount payable for 2 single and 3 double for 2 nights?
b) How much will a family of 7 stays in 2 single and 3 double for 1 night?
c) What is the amount payable for 2 single and 2 double for 2 nights, with the the 10% discount?
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