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PART A
ThIS part contains TWENTY(20) questions.
Answer ALL questu)ns in the Objective Answer Paper.

1. What is the definition of "tourist” ? _
" A People who travel to their relatwe house more than 60km away from homé -
‘B People who travel more than 40km away from home and stay for at Ieast one
night. _ _ _ ' ;
C People who travel more than 10km away from home and stay for at |eés_t
three night. '
D People who travel more than 40km away from home but come back home in
| the same day. '

2. Gaming, trade shows and study tips are categorized  in
sector. o

attraction
conferences

adventure tourism

o0 W >

transportation service

3. Overselling is a front office technique which can be used effectively i'nl

A - double bookings in low season

B selling rooms to walk —in guést

C booking rooms at rate higher than agreed

D balancing the effect of the minus or negative factors

4. Which is a historical factor affecting the determination of availability and
occupancy? | '
A Early Departure.
B Negative Impact.
',C Skipper Account.
D Group Reservation.
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5 An ignored request for additional supplies is an example of
A unusual complaint '
B aititudinai complaint
¢ mechanical complaint

D service related complaint

6. Who is a concierge? |
A Person handled guest luggage and escort guests to their room. X o O
B Person registers guest and maintains room availability information. | |
¢ Person that responds to reservation requests and create reservation record.
D Person provides direction to guest, book ticket and arranges transportation to

guest.

7. Which of the following is related to guestroom preference?
A Rooms sold / room available x 100.
'B Total sales / number of rooms sold.
¢ Revised on the book — number of rooms available.
D Room type + room configuration + room designation. | SR O '

_ 8. Whatis a bed and breakfast meal plan?
A A room rate with no meals.
B A room rate includes three meals.
C A room rate that inciude full breakfast.
| D Room rate combined with two meals only.
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"'9. Which is a telephone ethique?
A Smile while you on the phone.
B Appologlze if you make mistakes.
| C Interrupt when person on the line is complaining.
D Follow hotel procedure when taking an external call.

10. How to take a better message?
A Using a technical word.
B By doodhng at scrap paper.
C Note down on a message pad.
D Asking with the food in your mouth.

| ~ 11. A conformation slip is used fo
A allocate room |
B provide facilities

C guarantee asale

D confirm a reservation

12 What kind of reservations assures the guest that the hotel will hold a room untit a
specific time?
A Fully reservation
B Guest reservation
C Automated reservation
D Guaranteed reservation

13.Six Steps of registration process includes
A guest name '
B issuance of key
C account seitlement

D reservation conformation
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s 14 What should you do when the walk-in guest cannot be accomodated‘?

16.A guest history is useful

. A Throw away their luggage.
B Give the out of order room.
¢ Ask them to come tommarow.

D 'Suggesting the alternative hotels.

15.What is skipper accounts?
A The charges for guaranteed reservation.
B The back dated account which cannot be settie.
C The departed guest who persone! check where retumed unpald
D The account for guest who left the hotel without settling their account

A in knowing the family background of a guest

B to reward free airline mileage of the guest's choice

C for recording important people who stayed in the hotel
D in soliciting future business from prior guests of the hotel

17.°The room is not used for the entire night, and commonly offered at airport hotels’
What kind of rate is this? | - ’
‘A Rackrate
B Special rate
C Half day rate
D Discounted rate
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18.Competitive set would be called to set room rate in _

‘method.

- A market control
"B hubbartformula
C market tolerance
D

cost rate formula

19.Which of the following shift is probably a night audit shift?
A 1400 to 2300 '
. B jQOO fo 0100
¢ 2300 to 0700
D 0100 to 0900

20'.Whlich report is used to record serious situation occuriﬁg during a ni_ght's'hi& as C S
well as to suppleinent the MOD report? L
A Incident report. o
B In-house report.
C Credit limit report.
D Occupancy report.

" [20 MARKS] B
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 PARTB |

This part contains TEN (10) questions.

Answer ALL questions in the Answering Booklet.

" QUESTION 1

Identify three (3) steps of emergency progedures when dealing with drunken guest. o
| o  (3Marks)
QUESTION 2
Give four (4) tones of voice in telephone skill.
(4 Marks) O
'QUESTION 3
Describe four (4) types of rooms. |
(4 Marks)
QUESTION 4
Give four (4) steps of guest cycle.
i)
i | 0O
i)
iv)

(4 Marks)

SULIT o B 2
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QUEST|ON 5

- ILISt eight (8) room views of hotel.
' (8 Marks) B
| QUESTION 6
_'I'ldentrfy four (4) categories of guests’ complaints. , .
(4 Marks)
QUESTION 7
Describe six (6) ways you should do when dealing with difficult callers.
| (6 Marks)
 QUESTION 8
List seven (7) disabled access confi guratlon may include in roam. | o
(7 Marks)
" QUESTION 9
Identify three (3) steps to check in a handicapped guest. o
' (3 Marks) -
- QUESTION 10
Give seven (7) functions of traditional front office.
(7 Marks)
[560 MARKS]
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 PARTC

o - This part contains THREE (3} questions.

| ‘Answer ALL questions in the Answering Booklet.

- QUESTION 1
The most lmportant result of the reservatlon process is having a guestroom ready ._ o

* and waiting when the ‘guest arrives. Reservation records ldentrfy guest and their -
accupancy needs before the guest arrival. These records enable the hotel to g

personalize guest service and more accurately schedule staff.

Determine ten (10) details of reservation record.
(10 Marks)

QUESTION 2 |
Ahmad wants to make a family reunion at Pantai Irama Resort for three nights and
two days He already made a reservation at the hotel. He booked ten rooms for his

famﬂy On the day he arrives, you are working as a front desk agent.

Briefly explain the procedure of handling a group check in.
' (10 Marks)

QUESTION 3 .
The departure stage of the guest cycle involves several procedures designed to

simplify check-out and account settiement.

Identify ten {10) procedures of departure.
(10 Marks)

[30 MARKS] -

END OF QUESTION PAPER
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