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Instructions (I?-Iéle): -
All questions are compulsory. (‘v’[ﬂ-ﬁ UH G{ﬁﬂTﬁ%)
2. Question no. 1 to 15 are MCQ/ One Word/ Fill in the Blank type’s questions carrying

one marks each. (U¥ 1 ¥ 15 T TH R P )

3. Question no 16 to 21 are very short answer type question carrying two marks.
U416 Y21 AR F B)

4. Question no 22 to 27 are short answer type question carrying three marks.

U 22 27 TR & )

5. Question no 28 and 30 are long answer type questions carrying five marks.
(U 28 30 U F8R & )
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Q.1 which of these is not a purpose of tourism?
(a) Education
(b) Business
(c) Sight-seeing
(d) Employment
T8 A B AT ufe BT 3T T 2
fergm

IR
@) gefa 2@l Ft amEr
@Eh AR

Q.2 Tourism is a and movement of people from one place to another.
(a) Permanent, long-term
(b) Temporary, long-term
(c) Temporary, short-term
(d) Permanent, short-term
e § AN T Tob TA A G M W SHT T 3R 2l

TR, redbifeid
3T, Erefepifeic

() 3R, BT cip
(@) TR, cTbIfeid

Q. 3. An eco-tourist is interested in visiting a destination where there is a
(a) Rich wildlife wealth
(b) Dense forest
(c) Historical monument
(d) Relatively unspoilt natural environment

T YafaRuT-wfeds ot Tiaer T W ST F foi s28d 2T & T8t e _

|
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Q. 4. Participation and visit in Fair and Festivals is an example of
(a) Alternative Tourism
(b) Mass Tourism
(c) Sustainable Tourism
d) VFRs
3R AR A HIT &1 3R AT AT &
dofetd wfe

Q. 5 What makes you complete work or studies without others cheering you?
(a) Self-confidence
(b) Communication
(c) Self-motivation
d) Self-esteem
3119 BTH a7 YSTS Yt Hd &
WEIGICECIE
TR

%w-ﬁwn

Q. 6 which of the following are types of motivation?
(a) Internal & External
(b) Intermediate
(c) Extensive

(d) None of These
fA=fafaa # § BIF-8 IR & THR 82
g)sﬁaﬁas & gl
Sewifste
GHames
@) &7 A B T
Q.7 shortcut keys is used to paste a file.
(a) Ctrl + ¢
(b) Ctrl +p
(o) Ctrl +v
(d) Ctrl + x
HISd Bl U FA & feag 2fféadre Gforail &1 3uanT fosar srar 1
Ctrl + 3t
Ctrl + 4t
Ctrl +dt
@ Ctrl + T
Q. 8. Laws protect certain kinds of original works.
BT PV UPR & 7 BT b I8 B B
Q.9. is a regular greeting ritual.
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Q. 10 What keys do you use to copy something?
ﬁiﬂaﬂaaﬁzﬁlﬁaﬂﬁm%q 319 {5 it BT TN Hd 82

Q. 11. The first Indian Tourism Day was celebrated in which year?

UgT R e g foba as 5 ma a2

Q. 12. The Copyright Act came into existence in which year.
3|1g€|ﬁmr Ty 37fedca W 3|

Q. 13. Read the following statements and choose the correct answer from the codes given
below:
ffefad seal 1 ufey 3ik i 5w 710 Fe & 98 3w gfAv:
Assertion (A): Destination, Industry and Government, all have an impact on the extent to
which tourism promotes broader socio-economic goals.
Reason (R) : No single industry such as tourism can have the responsibility for overall
development and that it can only play a smaller role in a larger development scheme.

4T (T): Tided, 38T 3R IWER, IHT &1 Y9TT 59 91d IR Usdl & fb wied fd gg ab
Wwﬁﬁs 31Tfefep waaY Y geTar a1 21

31R): T oI foat Wit 32 A 9y faae $t formiart 781 8 Jadt & 3tk a8
mwwmmﬁmwmmm

1.(A) is true but (R) is false.
2.(A) is false but (R) is true.
3.Both (A) and (R) are true but (R) is not the correct explanation of (A).
4.Both (A) and (R) are true and (R) is the correct explanation of (A).

1®w%aﬁr~r(ﬂm
%ﬁﬁﬂ(ﬂ%wél
%ﬁﬁr—r(sm) () 1 & T TE 21
4?$|=ﬁ(1;r) (.m)mﬁ (3TR) (T) B! Tl AT 2|

Q. 14 Assertion (A) : Extraction of most renewable resources cannot be maintained
over long term if limits are not placed on their utilization leading to an interest in
sustained yields.

Reason (R) : It is not often necessary to place limits on production yields to allow
time for the resource base to sufficiently regenerate.
iR (7): 3iferpier Adtepone TATHAY 6T fpYUT id U b g1 T8l &1
%ﬂgg}ﬂgﬁuﬁmmﬂw@mﬁﬂﬁ?@aﬁﬁﬁwwmﬁsﬁ

|

3TR): FATLH TR B 9IS Y I YAsitad $ & (g 973 61 srgafa
%’QWWWW@WWW@W@W?I

1. Both (A) and (R) are true, (R) is the correct explanation of (A).

2. Both (A) and (R) are true, but (R) is not the correct explanation of (A).
3. (A) is true, but (R) is false.

4. (A) is false, but (R) is true.

1. (§) 3R (31R) 31 9 8, (3R) (V) B WEl AT £
2. (9) 3R (31R) QA1 eI €, wifeb (31R) (T) Y T e 721 21

3.(Q)9aE, ﬁﬁlﬁ(ﬂﬂ)é}:o"rﬁl
4. () OT B, wifeh (3TR) T &
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Q. 15. Assertion (A) : According to Fiedler Model of leadership, a manager who is
disliked may be less able to lead informally and would have to rely on directives to
accomplish group tasks.

Reason (R) : The quality of leader-member relationship is the most important
influence on the manager’s power and effectiveness. In the context of the above
two statements, which one of the following is correct ?

(Q): Aqcd & fh3eR Aise b HTAR, Vb Heitisp foiy Ao fobam <iran & @
ﬂwﬁwwﬁﬁq&raﬂ#ﬁzﬁqmmg’rm% 3R g Brif B g FA F
forg fdel wr iz vgem g
BRUT (37X): Tt i 2Afed 31R THTaRAAAT IR AdT-HeRT Heel B [Tt e
Hecdqut TMTa 21 3T 3 H2A1 & He H, mfcifad 7 @ pl-a1 ta wél &

1. Both (A) and (R) are true, but (R) is not the correct explanation of (A).
2. Both (A) and (R) are true and (R) is the correct explanation (A).

3. (A)is false, but (R) is true.

4. (A)is true, but (R) is false.

1. @) 3R (3R) QT I &, A (3R), (T) Y TEt AT T81 21

2. 2F1 (T) 31R (3TR) 9 & 31k (3TR) FE TWHRuT (T) 21
3. (Q) TTed &, Afp (31R) T 21
4. (Q) 99 &, Afp (3IR) TTeAd 21
Very Short Answer Types Questions 2x 6 = 12Marks

Q. 16 Write the SOPs for handling dustbins.
Eal maﬁ & feig T3t fered |

Name the ests resent in a restaurant area.
Plel & 9 fafEw)
Q. 17. erte short notes on Customer centric market survey.
UTEd bigd STSTR JI&I0T IR Hiere feuoft fa|
OR

Write short notes on Sales policy and sale strateg
fasht Fifa 3iiv farshr Torifa wr e fewoht f—JR%

Q. 18. What is the meaning of sustainable development?
Hdd fara &1 31f a1 82
Q. 19. What are the various hotel products protected under IPR?

HMTSUI3R & ded Sferd Bled 3 PH A2

Q. 20. Explain the 1mportance of giving respect to copyrights.
P FHTH S & HE bl ATAT B |
Q. 21. Write short notes on Knowledge of storage area.
HERUT & & FF R dfer fewoft fafag)
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Short Answer types Questions 3 x 6= 18 Marks

Q. 22. Write a note on women’s rights and respect at workplace.
PRITYA TR AfGAT3N & 3fIBRI 31K T W o fewoft fafag|
OR
What are the facilities required for a business traveller in a hotel?

T Bleel § TR AR & AT 3aads Flaumg w=ar €2

Q. 23.Write a short note on the role of English language in hospitality industry.
snfaea 3amT § 3l vTST 6 AT R &mﬁmﬁ%@m
OR

What is word knowledge? Explain it.
A T T & ? $H FHLAT3M|

Q. 24. Defined the personal hygiene qualities of a food handler.
T 8 88ei & AfaiTd wa<sdT Ul Bl aRMTSd HY |

Q. 25. List the various Personal Protective Equipment used in the hotel industry.

BIed 2N A 37T ¢ oM aret fafi=1 eafaiTa gRam 3uaon &t Jat =g

Q. 26. Write a short note on first-aid.

yTIffe IUER WR dfara fewof fafagi

Q. 27. List the ways in which an entrepreneur affects a society.

3 a! BT Galt ¢ o Yo 3Tt ST D1 TTidd HRar &

Long Answer Types of Questions 5 x 3= 15 Marks

Q. 28. Explain how a hospitality professional interacts with the customer.

d1¢ {6 B T 3nfaeg YR UTed & A1 FTa<id BIdT 2|
OR

Describe various methods of sales.

farspa &Y fafi= fafaray 1 auf Hifsw)

Q. 29. What are etiquettes and manners?
fererar 7 &2
OR
What are telephone etiquettes?
fererar Far &2

Q. 30. List and explain the importance of safety standards with an example.
IGTEXUT & HT & AIFDI &b Hecd Pl alldg & 3R FHem|
OR

Describe the various important %oints which minimise hazards at a workplace.

FRIYA W EAR BH FA a1l Heeaqui fag3i &1 aufq Hifsg)
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Answer Marks

SOQO>OOwWUQU

R

HANDSHAKE

Ctrl+C

1998

1957

Both (A) and (R) are true and (R) is the correct explanation of (A)
(A) is true, but (R) is false

Both (A) and (R) are true and (R) is the correct explanation (A).

Procedure of Handling a Dustbin

1. Pick up ash trays and empty contents in a garbage bin.

2. Pick up all the trash from the counter area and place it in a garbage bin.

3. Transfer all the trash collected in the garbage bin to the garbage collecting bag
or soiled bag of the attendant trolley.

4. Wipe trash containers with damp cloth and dry.

OR

Insects such as flies, cockroaches, silverfish, fleas, ants and bed bugs.

XA Bl FHTAA &Y fepar

1. Q21 ¢ 31K @rell At &) FeR & feed # 35101

2. B3 TRAT A ART BT 381¢ 31K 38 F8&E A st |

3. oM W U fobq Y Tt e 1 FHe’T FUGUT T AT 318 Ziedl o 7ig
A TRAaRd B

4. 3A HER Bl 1ot BUS A ABSPHT AU,
ar
wfererat, faerrg, femftber, fixg, =ifeat 3k Tena SR B3|

Market survey is a very effective tool to understand the market potential. To
create a valuable product for the customers and to build a meaningful, long term
relationship with them, it is important to first gain a deep insight into what they
need and want.

OR
A sales policy is a systematic process of developing, coordinating and
monitoring the various decisions that have a direct bearing on the company’s
sales. Companies formulate strategies to achieve established aims and
objectives. The company decides which customers it will serve (segmentation
and targeting) and how.
IR &mﬁa@%ﬁvwﬁ&mwguﬁm% pIrGa]
& fAv s 3cUTE S 3R 37 Al b Aielep, SeiepTfeied Hat g1
& e, Fe vgel ag ST1 weeaquf & o 3 o =Ny ik oam =nfewl
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farshY A Ut b1 faehl ur Tt 3R 1o a1t fafi= fAofay & faer, gua
3R fARTY &1 v Fafed ufskar 21 sufaat wenfud deal 31k 322a) & urd
P P A7 OHIT IR Bt €1 Ut a7 Bt & b ag b Urgep) &) Jar
21t (fanarer 3tk @adiesvoT) il 531

Sustainable development is the development that satisfies the needs of the
present without compromising the capacity of future generations, guaranteeing
the balance between economic growth, care for the environment and social well-
being.

Had fder a8 fae € o vfdss &t difeal &t emar ¥ wwsitar feg faar
ATHIfSTe HedTuT & e T Pl TRE <aT 2

Restaurant name, Logos and slogans, Dish names, Layout and décor.
mwmﬁmﬁsﬁ?wﬂm 2 P AT, W3113< 3R Ferrae|

Copyright law protects expression of ideas rather than the ideas themselves.
Under Section 13 of the Copyright Act 1957, copyright protection is conferred
on literary, dramatic, musical and artistic works, cinematograph films and sound
recording. For example, books and computer programmes are protected under
the Act as literary works.

HIURISE mm&smﬁaﬁﬁaﬁmﬁﬁ?&nmﬁl
HIUNTEE 1957 &l URT 13 $_ded, ifefd, qedrE, diitd 3R
HATHD BT, fFAeTE fieen 3iR waft Reifen R HriRTse e vaH &
STl }1 33TeR0T F A, foard 3ik deger wum sifofiem & dga aiffds
HIf & B H Wigd 2

Storage area is a place where different material is kept. All the operations of
handling and storing materials that involve carrying bags, lifting manually and
stacking the material used in different departments are carried out in the storage
area. Safety and precaution must be taken in such areas to avoid injuries. If the
material is not handled and stored in a structured manner, it can result in not
only a hazard to the staff but also financial losses to the organisation.

YUSRUT &7 98 I ¢ SIal fafi= YR B JTHUT 3@l Srdl 21 FrH By

TUTAA 31 HERUT B3 & It Femerd Sy S & ST, B_131d B9 A 38HET

3R fafi= fam & 3uaTT &t ST arelt ATHIT Y S HRAT 2 g, HSRuT 8

W fBar SI1ar 21 e A T2 &6 AT A &) & YR 3R et a1 Tifgv|

Ife At B WfEd dall A FHTET 3R 9 T8 foear <irar &, af 9T

?_z}mﬁgawﬁmﬁﬁ%ﬁvwﬁm%ﬁ@maﬁﬁ?ﬂuw
TehdT 2

Women’s rights in the workplace include many facets of women safety and
dignity, including the right to work during pregnancy. Thus, an employer cannot
refuse job or turn out a woman due to her pregnancy as long as she can perform
satisfactorily. This means that employers cannot deny hiring any person due to
gender or pregnancy. The Law also prohibits sexual harassment of a woman at
workplace by any co-worker, employer or visitor. This includes an antagonistic
work environment where a woman is subjected to sexual comments, touching or
unwanted sexual advances that put her in fear of losing her job if she does not
comply. Women should report all such advances to the Supervisor or an
appropriate authority.
OR

Hotels are working overtime to accommodate the needs of one of the fastest
growing demographics in the travel industry i.e. businesswomen. Hotels have
started to realise that women are really influential when it comes to taking travel
decisions. In many cases, a woman who has stayed in a hotel for business travel
is likely to come back if she is happy with the services. Alternately, she might
even come back for a holiday with her family and book more than one room.
Thus, all hotels across the globe are focussing on facilities for young or single
women travelers.

Priver 3 e DY GRIFS A ETR RO TEfCHa e 6om
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HiGAT JR&M 3R T & 63 ge] A 81 9 UBR, T fAatamr Ated
$PR T2l B JebdT ¢ IT R ATEAT P 3Hb! THTaET & BROT I8 T8l B
HebdT & 519 dop o a8 HaTToie 1 A Yol & bdl 81 SHPBT Hdeld T8 &
o fAaerar foimm ar mafaer & SRt fédt vt afat P ™ 1R @A A STPR
TE B Hbd | BIA foset TgepHl, fAATerT AT 3Miges GRT BRI W foudt
Hfgen & A 3ciis @) Wt afdaftd Bdr &1 s Tes R B &1 At
onfiet & Sigi Ues afgar &1 Al fewforay, wet ar seiféd aiF warmal & 3rei=
ﬁmm%@ﬁﬁmm@ﬁ%mﬁm%ma@qﬁmﬁm
&1 wfgensii & & Tt 31fTHT $1 gorr e a1 suga B AT
|

aIfey ar

IET 3T ¥ A a5l A gedt SHGifEba! ¥ A TP I aaaqrt qfgarsi by
SIRYdl Bl JIT X & AT gled 3NaReIgH BT X 38 81 Bledl A Hggd Bl
% X fear & & wa g favka aq & ara st @ oY Afgee ara §
THTaRNTelt Bidt §1 Pg ATl H, b Higell Sl IR IET b ey Teb gleet d
S 2, IR 98 Ja13il J FeI 2 dl 919 37 &b GHIaT 31 d6fctsd U I, 98
379 9RAR & |IY B 'mﬁwﬁmmﬁﬂﬁsﬂ?wﬁﬂfﬁiﬁm%gsm
Thdt &1 39 UPR, W & |t gled gaT a1 U Afgar afaal & fag
Gl W @ dfed B &

Women’s rights in the workplace include many facets of women safety and
dignity, including the right to work during pregnancy. Thus, an employer cannot
refuse job or turn out a woman due to her pregnancy as long as she can perform
satisfactorily. This means that employers cannot deny hiring any person due to
gender or pregnancy. The Law also prohibits sexual harassment of a woman at
workplace by any co-worker, employer or visitor. This includes an antagonistic
work environment where a woman is subjected to sexual comments, touching or
unwanted sexual advances that put her in fear of losing her job if she does not
comply. Women should report all such advances to the Supervisor or an
appropriate authority.
OR

Hotels are working overtime to accommodate the needs of one of the fastest
growing demographics in the travel industry i.e. businesswomen. Hotels have
started to realise that women are really influential when it comes to taking travel
decisions. In many cases, a woman who has stayed in a hotel for business travel
is likely to come back if she is happy with the services. Alternately, she might
even come back for a holiday with her family and book more than one room.
Thus, all hotels across the globe are focussing on facilities for young or single
women travelers.

PRI ¥ A3 & UHR A miawar & SR & &1 & fgeR afgd
AfgelT JR&M 3R THH b H Uge], AMHeT 81 7 TR, Yeb faemm Aiadt 4
PR T8l B JebdT ¢ T Bl AfFT DY 39HT MITaReT & HRUT 9IgR A8 B
TehdT & 59 dep b a8 Harvoe S F Weel &Y dbdl 21 SHHT Adeid I8 &
fop e fam a1 mifawem & HRUT fEA Mt AfRT B BT R F[WEA A STPR
T8l BT Hebd| BT fhudt e, fFaadr ar smige gRT SRR 1 foet
Afgenr & a1 3aiisT @) Wt wfdeferd Bedar 1 s30T feRi B &1 9l
onfie & STgi Uk uigen & Al fewforay, wef ar smEifed I v & 3niq
{3 STraT € 1 39 319 B WA P A T[AT | 3R 98 T Tl Bt
21 Afgarsi o W& ot il B Joar wdders a1 3ugad et & &t
Ifeql

T

IET 3T ¥ FId dsil A F&dt SHFiEhD! ¥ F TP I AdIrt qigersn by
SIYd] D) T PR & oY Blec 3NaReTSH BH & 3| 21 Bledl 4 HegH AT
e X e 2 fos <@ aen fAvfa @7 & a1 st € o Afgen? aeda A
TMTG2Te Bt &1 P8 ATHAI §, T AfgdT Wil ATIR I & fay U gled §
DI 8, 3R I Ja13il A G2 & a1 a1 371 B THTEAT &1 dbfcid B9 F, 98
379 URAR & A B 'Wﬁmaﬁ%ﬁ?wﬁﬂﬂmw?m

W & Wi Bled gar a1 Yabe Afgar aral
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The role of English is not only applicable to the F&B department but also to the
airlines, event management companies, food service operation providers, etc.
English language is important at a hotel where there are guests from multi-
cultural background. The role of English is also integral in view of the rapidly
changing information and communication technology. The effectiveness of
communication provides a broad spectrum to deal with guests and achieve
customer satisfaction by fulfilling their expectations.

31l Y YfFeT T baer TF U8 & faimT R @ 8dt R afep gavasy, sde
3Tt HTET Hgaqpi Glgl -'\‘II'\I?-Elaiﬁ I
CLGGl ﬁ?ﬁﬂﬂﬁﬁﬁ?ﬁaﬁgmmg&ﬁmlﬁﬂﬁﬁélw
ﬁmmnﬁmﬁﬁqﬁsﬁ?ﬂﬁmﬁ&mﬁﬁwwmﬁﬁgﬁ
AT B3 & Y U amues WagH 9aH ol 81

Learning a language and becoming proficient in it is a lifelong process. It
requires investment in terms of time. It is important to enhance one’s vocabulary
and improve one’s word power. According to experts, the relationship between
vocabulary and reading and learning a language is very strong.

Vocabulary is related to word knowledge, which means knowing the word right
from the pronunciation, to spelling and morphology.

ot WS BT TEAT 31 39N &1 81 STtad ¥R e diell Ufehar 81 390 99
& e A fAder HY sRe3d Bl 21 fB Bl 2regraet Y gemT 3R fdl 6
2Ieg 21fer # YR HAT Heaqui 21 fadw= & eregraet 3it feeft wrem
B Ued 3R & dte &1 WY 9gd gar gl

orTaetl 2reg T A Heftid &, foaepT 312f & ITRUT A AR adHl 31 3Mh1fieh!
P 2 Pl SIEATI

Understanding the importance of hygienic work practices is essential in every
area of travel and tourism industry. The staff must ensure that procedures in their
work environment are safe and hygienic. Hygiene procedures are required for all
areas and aspects of the travel and tourism industry. These procedures may vary
according to the tasks undertaken and also according to the organization’s
quality standards.

I 3R T 38 & IS &9 H WS $1 ugfadl & HEd Bl HASAT
GIP B BHATRAI P g FAfRTd BT 91y 6 3P SRf ardrawor §
AfsraTe Fferd 3R wee &1 am 3R wied 32 & Wit a3 3R egsh &
ferq Taeedr ufsarg smaeas 1 A ufharg fog ¢ Hraf & 3gAR 31 Wired &
TG HI9DI & AR H fi=1 &) Faelt 21

Protective eyewear It shields the kitchen staff from being exposed to hazardous
chemicals and protects them from eye injuries.

Footwear Protects from slips and falls and protects against bacteria as well.
Aprons These serve as a safe barrier against bacteria. They help introduce cross-
contamination and infection that often negatively impacts the working area.

GRETHD 3MMEfAIR Tg TS & HHATRAT P WA IAIAI & b A 3 A
TaTdT 8 31K 3% 31T Bl Tl A Samar |

Pefda feden 3R iR @ Temar g 3R daifRan /it samar 21

T 3 SRARAT & fGars U6 JRfed 31aeE & B H HH Hd 81 9 Bhi-
Qigwsﬁ?gmwaﬁeﬁaaﬂﬁr HEE d B Sl 3R BRI 8 W TPRIHD
THTG STeTdT B

The employer should provide adequate and appropriate equipment, facilities and
personnel to ensure that employees receive immediate attention if they are
injured or taken ill at work.

First-aid kit contains

1. A leaflet on general first-aid

2. Medium and large sterile dressings

3. Assorted plasters

4. Triangular b
nelriiSwnloaded from cclchapter.com
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5. Safety pins
6. Sterile eye pads

7. Disposable gloves
@I g8 glAfedd FA & fay wafa 3R 3faa 3uason, glaumg sik

AT BT UM BIET IV fb BM R 9-d g1 AT SR 21 IR BHARa)l )
deepTel B fam Sy

wrefie fafeaar fioe ® enfid &

1. AT UTAfAe fafdsedr W) U v

2. 789 3R 98 9re1 39

3. fafsra gergw

4. Frpivita ugt

5. & foq

6. TS 31 U

7. femolad M

Entrepreneurs run their businesses in a market. The market has people who buy
products and services and people who sell them also. When people are buying
and selling from each other, it is helpful for everyone because everyone involved
makes money. This is how entrepreneurs help in growing the area and society
they live in.

JTH! 39T HGHT IR H Ialld 81 IR H QH @ 8id 2 S 3cmal 3iR
arsit P Gied & 3R 3 AT aTeY R 1§ o ol e g & w3k
fasht 2 2 21 €, at 78 Wi & T AeaTR AT § Rifs 3u nfie it @
1Y HATd §1 9 UBR 3TH 39 & 31N FHIS B [d6Hd B A 48 &¥d &
S I Ea €

Dealing with the customer is an essential part of hospitality industry. A customer
of the hospitality industry wants to enjoy the product and services provided by
the industry.

The following points should be considered for effective customer interaction.
Never interrupt the customer

Listen attentively

Avoid negative questions

Don’t be too technical while explaining

Use positive sentences in communication
OR

Various methods of selling are used in a diversified target market. A few
important ones are described below.

Direct sales or door-to-door sales

Channel sales

Retail

Sales agent

Telemarketing or telesales
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Etiquette may be understood as polite social behaviour. In F&B department of a
hotel, the term ‘etiquette’ means respecting a guest and others. F&B staff should
be honest, trustworthy, courteous and kind to others.
Types of etiquette
1. Social etiquette: is how to behave in the society.
2. Meeting etiquette: without a pen and notepad.
3. Telephone etiquette:
4. Eating etiquette:

OR
Telephone is a tool of communication. A hospitality professional should be
careful while talking on the phone as the person on the other end of the line is
interpreting. Explain with the help of example.
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Safety Standards in hotels are designed by the hotels themselves to help them
identify, prepare for, minimize and respond to fire, health, safety and security
risks that could adversely impact the stakeholders.
Crisis and incidents
Evacuation drills
Fire safety
Exit paths

OR
A hazard assessment is the process of identifying hazards that can be eliminated
or controlled through practice, behaviour, substance, conditioning or a
combination of these. Necessary steps must be taken to reduce the chance of
injuries in a working area. The following steps are needed to minimise hazards:
Communicating with staff about health and safety
* Risk assessment
* Promptly dealing with hazards
¢ Inviting feedback from staff on safety improvements
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