Model test paper Marking Scheme of Tourism and Hospitality of
Class 10™
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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.
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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.
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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.
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Restaurant name, Logos and slogans, Dish names, Layout and décor.
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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.
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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.
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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.
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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.
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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.
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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.
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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.
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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.
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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 bandage
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5. Safety pins
6. Sterile eye pads

7. Disposable gloves
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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.
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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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