
B.Sc. DEGREE EXAMINATION — 
APRIL, 2010.

Second Year
Hospitality and Hotel Administration
FRONT OFFICE OPERATION

Time : 3 hours
Maximum marks : 100

(1)
Answer ALL questions, choosing any TWO division from (a) and any ONE division from (b) of each question.

(2)
All questions carry equal marks.

(3)
Each question in (a) carries 5 marks and 
in (b) carries 10 marks.

1. (a)
(i)
Write short notes on surveillance and access control in floors and in other areas of the hotel.


(ii)
Bring out the importance of log book in front office.


(iii)
What emergency procedure will you follow to handle fire and bomb threat in your hotel?

(b)
(i)
Write down the procedure involved in “lost and found”.


(ii)
With the help of a flowchart, enumerate the method of handling mails for the guests.

2. (a)
(i)
Draw a neat format of an arrival errand card.


(ii)
List out atleast 10 information, that you would provide the group.


(iii)
Discuss the miscellaneous services that the bell desk would offer.

(b)
(i)
“One of the most sensitive task of a bell boy is to escort the guests to their rooms” - Elucidate.


(ii)
Discuss the procedure involved in handling baggage of a group.

3. (a)
(i)
Draw a neat proforma of a voucher.


(ii)
Explain credit monitoring.


(iii)
Draw a neat format of a “Foreign Exchange Encashment Certificate”.

(b)
(i)
Define



(1)
Folio  (2)  Account Correction 
(3)    Ledger  (4)  Cashier  (5)  Bank.


(ii)
Draw a neat format of “Front Office Cash Sheet”.

4. (a)
(i)
What are the objectives of Night audit?


(ii)
What are daily and supplementary transcripts?


(iii)
Discuss the role of night auditor in night audit.

(b)
(i)
Write short notes on :



(1)
Complete outstanding postings.



(2)
Reconcile room status discrepancies.


(ii)
Write short notes on :



(1)
Verify room rates and taxes.



(2)
Verify no-shows.

5. (a)
(i)
How does settlement takes place using a credit card?


(ii)
Write short notes on self-checkout.


(iii)
Discuss on late charges.

(b)
(i)
Enlist the departure procedures.


(ii)
Write a detailed note on express check- out using EC form.
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