
Total Pages : 4

PC–14234/NK
S–17/2111

HOSPITALITY MANAGEMENT–303

(Semester–III)

Time : Three Hours] [Maximum Marks : 70

Note : Attempt two questions each from Section A & B carrying
10 marks each. Attempt any ten short answer type
questions from Section C carrying 3 marks each.

SECTION—A

I. Explain the role of Hospitality and Tourism Industry in the
modern era.

II. Explain various operational departments in Five star hotel.

III. Draw and explain the organizational structure of House
keeping department in Large Star Hotel.

IV. Explain the role of Information and Technology in Hotel
Industry.

SECTION—B

V. List out various grooming and etiquettes required by an
hospitality personnel.

VI. Differentiate between customer satisfaction and customer
delight.
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VII. Who are service providers? Explain why some service
providers are better than others.

VIII. Explain the role of customer care in Airline sector.

SECTION—C

(Compulsory Question)

IX. Write short notes on any ten :

1. Back area operations.

2. Grooming as a key factor in guest satisfaction.

3. Hotel Customer.

4. Executive Chef.

5. Dissatisfied Customer.

6. Complaint Management.

7. Define Quality.

8. Public area.

9. Spring Cleaning.

10. MIS.

11. POS.

12. Characteristics of Coffee shop.
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PUNJABI VERSION

not : Bwg A Aqy B ivcoN do-do pRSn kro[ hryk pRSn dy
10 AMk hn[ Bwg C ivcly koeI ds sMKyp au~qr vwly
pRSn kro[ hryk pRSn dy 3 AMk hn[

Bwg—A

I. AwDuink Xu`g ivc mihmwn invwjI Aqy tUirjm audXog
dI BUimkw dI ivAwiKAw kro[

II. pMj qwrw hotl ivc v`K-v`K ikirAwSIl ivBwgW dI
ivAwiKAw kro[

III. v`fy qwrw hotl ivc Gr sMBwl (House keeping) ivBwg
dw sMgTnwqimk FWcw bxwE Aqy ivAwiKAw kro[

IV. hotl audXog ivc sUcnw Aqy qknwlojI dI BUimkw dI
ivAwiKAw kro[

Bwg—B

V. iek mihmwn invwjI krmcwrI duAwrw loVINdy v`K-v`K
grUimMg Aqy sdwcwr dI sUcI bxwE[

VI. gwhk sMquStI Aqy gwhk KuSI ivc AMqr spSt kro[

VII. srivs pRovweIfr kOx hn? ivAwiKAw kro ik ku`J
srivs pRovweIfr dUsirAW nwloN vDIAw ikauN huMdy hn?
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VIII. eyArlweIn Kyqr kstmr kyAr dI BUimkw dI ivAwiKAw
kro[

Bwg—C

(lwzmI pRSn)

IX. iksy ds 'qy sMKyp not ilKo :

1. ipClw Kyqr ikirAw pRxwlIAW[

2. mihmwn sMquStI ivc iek pRmu`K q`q dy qOr
grUimMg[

3. hotl gwhk[

4. kwrjkwrI SYP[

5. AsMquSt gwhk[

6. iSkwieq pRbMD[

7. guxvqw dI pirBwSw idE[

8. jnqk Kyqr[

9. spirMg sPweI[

10. MIS.

11. POS.

12. kwPI Swp dIAW ivSySqwvW[

——————
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