Wve AhY GEE
(Front Office Assistant)
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qf=T

Thed AhY FUYER AFATTH] ETATHT ATIRT UTSTHH TSI AT [GaeTHT FoaATierd AT, HehlaT 9T
AT EEAHT A TH T TR Fire AR FIEIH FREGT THEEd @ | 9 TETHAd Fee Ahd
HILIIRT AT ATALAF ATIRFT AT T T Y& e | T TISARTAT AT ATAH FRIFHAS THdh

URTeTeRETeTs ISR AET U AUH! FH T AT Jao™ T 97 fFehrge T Al a% JARNHE
AT AT IRTendiesdrs 49 fe 9= dEeR 9T 16 | IRTETdiEed qreash e FHIEET TRuH
A T Graee (e afiT dmavasd AR, STH JAT qraies AT it JART T 719 T A9es
THA fqFa |

AT ATEIFRH AAAR TRTLTHT o IRTETST AgTieaes A BeT FISThl YRTEATETE ¥ GARTCHE ST
ATNT HTIIMAT ¥ GEATRIT &I SUNTHT AT TS | A1 FIeddT 7T afdet TRaepas gRiemdiaser
FHEIrIT YURT SEFIIAT ISR I T 9 HAqdR 919+ a1 Faend MR @RISR Jor T4
THBA T TN AR TR AARF! [Fprad IREE s | d1 Teahaar GaEae qRus dd
faprgare gftredies ATRET FUH RFEREG A9 T A 46 g6 ITaR qaR Arsd I qeiedd
EAHT ATAYTF T&7 FTAIRE TTHT H1d TH 9T g |

oY
IT IIETFHAP] A& ATIRAT qeehl rd AT AU TR T el G |

EELEE

T IIEIHHH! [ Ig9T TEH G |

q We AR ARSI TAUT & TR JAT [TQTHT F=a1fera ITAT, HRTAT JAT FAT BTCeAHT
(TITEHIAT) HTF T |
3 SRR 9T @RISR 9 AMqdTs ST q1Eag T4 |
MIHAD! e
o IF UTGTFHAC A faeradr Sre favg | a9 IR AF o yiaerd qwg A9 fgerg T R0 yiqerd awg
AgTieder T faeprgaT Fgarsue 3 |
o I UTSTFHHF! SIS UTSAHHHT FATAL TRTH HIee Y& T a7 [GhrgHT g |
AT 4t
IT ATAM FREFHHB! GHATET IANTHT ATATT AT FHA %0 TR EAS |
SteTT T
o FUTA HATIRTSTALT |
girerdi Fer
® UF JHEHT Afaehad 0 I |
YTRTEAUTeR HTETH
o TUTAT/ST qAT TATHT ATET |
ghrerdi Suteafa
) WWW?&TWWW&WW%O%W@WWWW—WWWW
Eupll
JaALTEHT ATARES
JART AR TR TRHT Afches TH AT@ARAT T IS4 B |
o IR QUG T T |
o 95 IY T HUH W& ATl AN |
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o TR YT ATITHT Siledd T ¥R Fe |
IRTETFH FATH FRIAAT
o Eed WSt aaadr w=iAr 1SLC I w5 awatrad Temdr &1 dqsa qUHT |
o Thvd AMKY FULEIHT 0 R S a7 AT I3E |
o YT TR AT URTETT JIT TUHT |
CINEERNEICTEE DG
® YURTICH® THEITehl ATNT AT © § : 90
o JgIfrTeh HETTHT SATHT AU © § @ RO
TTTETOTeRT AIEAH T QI
THTAHTR FRTEAT TAT FEAART AN ATALTF ATHAEE:
o U fHigATH AHNIES (AT IRTHT, T TA)
Non-Projected ammies (fev=t THATEs, fthed Feld =1, drex, drs, HAwT)
Project Media ammir (#feafaear gz, wree e
T AU (29, [ther, Tge <v, fafedr feer aiq)
FFETH AT IRTE0 AT -FFETAT ATITRT ATAH I AR ATCHE (ATSAT)
yhrerr fafr ¥ faeers
IT AT FEHH JRIEA (€17 IITE0ETH AT, Y=, AR, HIART, THE FARA JEeH, FAHI,
FERTa o1, A, F-TTd  JANCHS TR ¥ 3 SARhd (g g7, |
PRIMEEE R EHE]
AT AT TRAATIAF T T gRTedeTers arafaa aifaw @ g we aftew qees (Front
Office Assistant) &I JHIT J&TH T, |
9 qAAIHN ST
T ATAHHT THTUTS T T TRIEATA RS e FIT G0 JAfq gRT (HgRer TRUH #9808 /99
e W A e afthg @erd (Front Office Assistant) @2 § &1 A9 T&THT FEHRIT 84
T |
YRTEOT I R

q AT IETHRH JUETHT HFAT T |

R Fgriwaed GRTETT qar A faeprget AT SIS FATS |

3 AET AT Agiiead faTeRqeTE g TEeR ggare GiTer I, WIS |
¥ HF® T FAgAqry JRTeTHRd A9 qrTed J890+ T, RIS |

v faerears @9 @EET T 99 JAfhe GRAT SURI YANT TAT TSR ITH e JeATafd
it T, RIS |

¢ Tawredrs gwEfead A0 TEMET T LRI TR T s |

o fasredrs grafeaa @9 =T Tl Shee T FEEE 9 d=g@R GG T, RIS |

c faerearg gwtad T Tl TRET FETET T qFaR Jaq T4, TS |

¢ o @ ggare e d9es HIEd Tl GHR=rd T, RIS |

qo TaFEe dT fqeTgd! HHAT ITEA el a&] HU AGH HeaT$d T4, RS |
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ST FAAT

(e AFT JTqe<)
, JHT (52T
%.9. GIEC G @ - A —
YW 9 | e At sfgeeresr afe=m S 0 90
WIS R | YT e e Y+t ¥ 93 9%
Hggw 3 | feordew (Reservation) I+ ¥ Y S
AT e Ratweara (Pre-arrival
HEgw ¥ | Activities) 4= Y 9% 9
arrae BRareara (Arrival
SR . ¥ Y
* Activities) e ! 1
qTeAT IebR BharearT (Guest
ﬁ@gﬁ = % R 3z
| Service Activities) il
g BRareara (Departure
ﬁmgau oo % 9 Qe
Activities) =0
TEAT R 19 %o
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ERNGIIERE L

I § e ARRY qi=d

THT : 10 "UaT ()

U
T HISIAHT TRTEATAEEATs TN TR AAT TRIEAT RIS | T AISTAHT Fed AR

S

AT FHEIeId A ¥ AT98% AT TRUH B |

ELARE
® e AR AUHTH! ATURUN (eehTd T |
CARER

3 e ATRER! 9=, FT T @RS

e

I SR

TR e

ERIIRDH

festesram

fersterer dwax

Thagq S, ®mrast (Concierge)

wee Afthge @rea @e==r  (Organization Structure of front office)
Frerfees et g=maq (Handling Emergency Situation)
it ¥ & A @aed| (Handling Lost and Found)
wee atthe gwr areraer  (Front Office Terminology)
cfamE save 1+ fatg (Telephone Etiquethe)

grew w0 Y& ¥ ¢k (Hotel Room types and Tariff)
grar arsrAr (Meal Plan)

qo =R fawtima @w=a (Inter Departmental Coordination)
qq w==er = (Source of Communication)

93 g==mear \rerH (Mode of Communication)

93 e 91w (Mode of Payment)

Q¥ e ATRFAT g1 Atha qures (Attributes of Front Office Personel)
U ®H, ®XHEITE T @ g% (Forms, Format and Log Book)
Reservation Request Slip

Requisition Form

Registration Form

Log Book

Errand Card

Message Slip

Safe Deposit Form

PN G Xk W
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Wake up Call Register

Guest Comment Card

Luggage Tag

Expected Arrival and Departure List/ Report
Key Inventory Form

Pickup and Drop Format

Foreign Exchange Encashment Receipt
Amenities format

Transportation Log Book

& e wH=e o g% (Guest Comment Log Book)
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G . IR @reg T JReET

IO : ¥ "9 (@) + R "L (|) = 9% "X

U
T9 AISIAHT TRTEATEEATS TN TR T FIET/ ATAATHIH AT GRTET0 TREws, | T9 AIGIAHT
T T &I gAEd AHTTad TeaATAE TR &, TTAHE ITAR T, HIATIAR] JRET T,
AR/ AR TATSTHIVEE FANT ¥ TARISET G~ 1 T ATTe® JHEL TR T |

o  IIETHl IUTAYEE ATATS |
FHTE:

q. AR AT TH=T ITHT TART T |
3. AR TAHF ITAR T |

3. ISR IYHOT FEawdT F1F A= T |
¥, FTIEIAD] GREAT FAR=T T |

Y. ANTARIETE g &fd =TT T |

. T THEAAT GAATES AAAT T |

9. TSR TeA FHEAT ATH T |
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i foramor(Task Analysis)

F (Task): 9. =afwa qRam Tl ST AT 19 |

Jgias ;0.4 HuaT
e : 9.4 &uar

FA THT .0 "I

[
2

AT, HEUH FHS (M), DATE,
AT FIT q8q 9+ | dfest (Ladies)
@1 B SR TATS |

gt (Loose) ar &% wiequs
(tight) &reme ®m@ 79 |

IYHIT FHT T |

YTAYES HUERY T4 |

qo HIGHTEAH] ATHAE & |

waeve (Standard):

® FUTRUES HHE TIAT
JETET U |

o et (Safety) =

JUFUEE FANT T BTH

TV |
o & qUT ATSLTAIH
SIIEE AIATSUHT |
o FRHIFEH AT

AMGURT |

it femarereTae
EIRD I giare 7
F =)EE (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Objective)
§  HTILAP ST oA | frdua (Given): TR TRAT T
R e WS AR, AW T JUAR | qaiAd Gieded TR JTEI
HEAT T | ) R (Personal Protective o T FREATH
? AATHIT TS FAH T | Equipments PPE) IIHEE (PPE)H
¥ Tl ST T BT T | qErr v A
4 Blaad ATehebl CINIED (HOte| a;rzj' (Task!: o THIATH FRUES
Uniform) s-muz & 1+ | AT FRET TR . ;?%T?wm-rﬁ%m
t  AHREATH] BREbEe S HSl, WATHI | TR G T | >

®  HUT T IYBTUH
IS |

o ITHUEEH AUSR |

o  HHIWTEAH! ATAAG
e fafa |

AR, ITvr ¥ wriee (Tools, Equipment and Materials):

e (Gloves), #@#e (Helmet), sweam 9ér (Safety belt)

e/ areaee (Safety/Precautions):

® ST, ATHI ATEAT, HIEHUb] HIAS, AU, ATHI HITA IR HH T |
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i foramor(Task Analysis)

F (Task): 2. &R grafes ITER T |

Jgi=as : Q.0 HuaT
TAEl¥e © 3.4 =uar
FF THT © 3Y U

yifate feRareaTae
EEADEES T qiata® T
F =X (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Objective)
Q. ATAYTF SATTFRT oA | fegwar (Given): RIEIIR (R CIRCREI

. T g9 AWR, IISH T FYHI

FepeAT T |

3. AT AERTS FAH TE |

¥, grafas go=w arwa (First Aid Kit)
HI TANTHT TS |

Y. QU ACYeHhH! JTITHE ITAR T |

% QT °T3 a7 HIdhl WIgfHe IR

T |

o |IATA 913 TIT HIEH HASH Tl T |

c. awr warwEr (Fracture) =t grafdes

JIAR T |

2 e (Bleeding)

ITER T |

q0. fe3a @IUHT AFHT WAHF ITAR T4 |

9. & ANIHT ATchep! YTATHF IT=R T |

9. TATERA bl TITHE IJTAR T |

93. T ANRIATS JTATHE ITAR T |

¥, FHHAH @ g RIS |

99, FAFETETR AT TET |

A gTaHS

gt =R e (First
Aid Kit), yratre 7=
IIGEC]

w1 (Task):

TIRIT TIHE IR T |

#aeve (Standard):

® FUTRUET FIHE TTAT
TG TUHT |

o ITYR WafHE ITAR
TR |

o Q?wamwwﬁ-ﬂ
JITIEE ATATITHT |

e  HETHIEA ATAEG

pitcreall

e YTgTHE EREIEC
=y |

o grafH® JTARSB!
HeA |
o gufH® ITER ATHT
(First Aid Kit) =r
@ W AW T
JrEdTEs |
o UTITHF IULR T
fafar:
O HEUcH
O HI3 TIT HIdh!
O -
(Fracture)
WA FIhT
 ANTHT
STHTAR 2lehehl
FAH A
T
o IR T MBS |
o FHIFIITETHR! AT
e fafa |

OO0 O0OO0OO0OOo

AR, ITur ¥ wriee (Tools, Equipment and Materials):

o g Fxem 3w (Personal Protective Equipment)
o yrafA® ST=w arwa (First Aid Kit)

o JIufHE ITER FATTAA

e /| (Safety/Precautions):

o WA JAR fafa=r grafas IT=mes T |

o FUAEE TUTHET TANT A |
e First Aid Kit grmr o+ fae
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i foramor(Task Analysis)

w1 (Task): 3. R Iy Ty i k= T |

Jgifa® ;0.4 Huar
TIEIF © 9.4 =uay
& THT : .0 HUGT

g
]

g ATRETH g7 EF T THUH
=Th T |

AR/ JUFRUEEATS  AR=d Fer
STSHT IR FAR=d T |
JYHIOT IHRT T |

JYEHRT T FTATIES AISR T |

q0 HATHTEAR! TG e |

wqevs (Standard):
® FIUTRUES F(HE TTHT
TEITET AU |
o faUal dWRE® T
STFUEE A= THE
TS A= TH |
o IIE TUT AR
SUee AYATSURT |
o FRHIFEH AWE

AMGUEHT |

yifatas fRaTeFdaasT Sgvdes A o
(Terminal A
F =)uEE (Steps) Performance (RelatedTechnical
Objective) Knowledge)
q  ATEYIH AAENT o |
R W @4 AR, WXeH T SYE | Rwar (Given): R TR T H
HHeAT T | r fafarer wepept Wva wfthe o I JUBIUEEHT
3 AfhIT HRERTS BT e | HALITHHT AR FTHIE R @R |
¥ HTSIREwRl fatad mq?r AR T | | W P | S S —
AR IUFRUEEAE  AAAET TS N—
| TR A T | a1 (Task): S N —
. AeREedT  fawhel ¥ ATEAES AR U gF=IT 1 ° . N < !
gaT3T T IR T | S A—— o  FRHHWEAH ATATE

e fafa

AR, ST T gqradee (Tools, Equipment and Materials):

o Iy YepRehT Hve AThT ATLITHHT AR IJTHIUES |

e/ arearee (Safety/Precautions):

o hiTd WRARSATS TABRHAT TSI |
o YN AR JUHUEE GART aT AN T TAeUehare SRS NS |
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wd faramor(Task Analysis)

Fd (Task): ¥ Frdeas e gHt=a T |

0. Ul
TN © Q.4 &Tuar

FF THT © .0 HUT

\)

=~

(Non slipery) swuar gfaft=ra T
|

FAEIAHT  AGIRES  qareqd el
TqE |

ARESHT fowhel a7 AHEe
EATST T BT T |

AR/ JUFIEEATS A= Fer
STIHT @l A= T |
JYEIIT FHT T |

FIEIAH] AT A= T |

Taeve (Standard):

o FITRUET HHE TTAT
JETET UEHT |

o FRITIAH! TREAT FiA=a
T |

o TEM T BICRIRICICRIDELD

] JYBI ¥ ITHRNEE HISRIT T | TAATLURT |
90 HAFHTEHT AT G TET | o FHTHTET ATTeld IMGUEHT |

yifatae® fRareeTIeT SEaEE T qiiafa® T
FA =REw (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
q  ATALTE AHHRT [ |
R e @ AR, A T ST | fdwar (Given): FTHIAH TREM
Teper T | FTIE, AT, TTHT ffrerean
3 AR FREAETE FAH e | FTHETeTRT WTIEUE |
¥ AR ATARAT YRR A7 I #d (Task): FTETH P |

HRET T rAITHIES |
ITARESH! USRI |
e fafr

AR, It T qrEriee (Tools, Equipment and Materials):

AT ATIEUE

e /| (Safety/Precautions):

o hiTd IRARSATS TABTRHAT T3 |
. C ~ C ~ &\ ﬁ l
o FHUTITHT AR, IUHII, AHHES ATAEId A AT |

12|Page




IR T FTATIES AISR T |
FAGHTEAH! ATTIG TE |

Aee (Standard):

o FHUTRUEE HiHE TTHT
JEITEA TTHT |

o IANTANIEE & GaRTale
A FEAL=d T |

o  IJR&T qUT AT
JUTTES ATATSUEHT |

e  HETHIEA ATAIEG

ARGUEHT |

gt 0.4 HueT
TaEIReE © 9.4 =T
i foramor(Task Analysis) T HAA ¢ R0
w4 (Task): ¥ smreritare g7 afq =i 1 |
et fEaTeaTTeET
ST e At w
Fd TWEE (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Objective)
q  ATEYAF BN oA |
3 =R WY R, W T SuER | Redwar (Given): ATERAETE g e
FeperT T | TR ST ITHTEE T AT
3 AR GTEHIE HAH e | HEATe TH R | o I HHL
¥ TRTIR YAl ITHRUEEH Al T | SRS G |
Y RIIR HRLT ITHIUES FATAT T | Fd (Task): o TR AEH
¢ gcAfad geaeeiier qaIdesers WI9EYE | ymremiaEre & At S G
THITTH ZrAfeqd T | S ticac S o wrav Awd
IR FHRT T | =\ CUSARANES

HHATAT T FATAA |
o  IRE T HELTHIET |

o I T ATHTIEEH
HUGRT |

o  HIIHEAH ARTeE
e foty |

AR, ITvr ¥ wriee (Tools, Equipment and Materials):

® T YFLl IUFUET |
o TR HI[ FATAT T+ FATTAA |

e/ areaee (Safety/Precautions):

o hiTd IRARISATS TABTRHAT TSI |
o TSI URTIETATS Fa[Edd eTe USRI T |
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. Jgited® : 0.4 Huar
1 fazemor(Task Analysis
( ysis) TR : .0 Tuay
FF (Task): & & T GAARE AAAT T | FA FET : Y T
yifatae fearewaraest
SRR T qiata® T
w1 =R (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Objective)
ATAITF SR [ |
ofed F9 R T ITRW FFad | fgmar (Given): QTWWW

™ |

RIS ARARTS HIH TE |

WeT  gHEAT  Uta,  THdes
PR TG T 2T |
ET FFAT haas FALTHT T
i T e |

W g goAes  Hhad T
FLTIT T |

W Al gEAEe EursrET
AR TN TROT T |

JTHTES TUSRUT T4 |
FTAGETEAHT ARTerE T |

TREAT qHIAT b ¥
JIATEE |

&4 (Task):
ET =l AR
HLIT T |

waeve (Standard):

® FITVET FiHE TIHT
TG TUHT |

o W& FFEl AT
AT THT |

o IIE TUT AR
SUMde e AYATSURT |

e HHIWEA AT

AMGUEHT |

TREAT THIAT Feba bl
fe=T |

o XL ¥l YIAABEH!
HII |

o LT T HELTHIES |

o  IHESH HISRY |

o  HIIHEAH ATeE et

ferfer

AR, ST ¥ griee (Tools, Equipment and Materials):

o & FFERAl b |
o IIE HEAT IAET |

e/ arearee (Safety/Precautions):

o  hiTd IRARSATS TABRHT TSI |

o TRT ¥l YHAES T YbAgwHl & 4 |

l4|Page




w1 ferawor(Task Analysis)
Fd (Task): © &S g THaAT FTHr T |

Jgita® ;0.4 HuaT
el : 9.4 Tuar

P JHYT © 2.0 YUud]

et ferarererae
ST et Tt w
F14 =)RuEs (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Objective)
q HTAYAF SATAH e | fesgar (Given): ST T FHeEAT
R AT FI AR, AW T IUHRW | i FRET FTRR TR
HHAT AT (Personal Protective o T HTT THEAET |
3 AR WEEHTE PIEAH TE | Equipment) 7 wrafis o T HEH gHEAT
¥ ATEAT T | o= =g (First Aid ATEHT T IUTIEE

w g qrem  Iuwwr - (Personal
Protective Equipment) T a1+ |

% IVl TITHHT E¥ HTH &l ATGeTAF 313
FIH TC |

o gratHe = ared (First Aid Kit)
P AT T |

5 ANREed [afAd "6 IR 9 |
AR IUBVEEATS aferal G TS AT
TATH! = T |

& TSTIRePl ATHT 9T & gae qTHT AT
SIERICH

0 HIR/ JUBIVEEATS M= TET SIS AT
TR At T

99 FTHIOT FHRT T |

9] FUHUT T ATHTHES HUSRI I |

93 HEAGETEAH! AR e |

Kit)

&4 (Task):
T |

waeve (Standard):

® FITVET FiHE TIHT
A TUHT |

o S HIT TefaAT
TR TH |

o IIE TUT AR
JUTIBE ATATSUHT |

o FHIHJHEA AT

AMGUEHT |

o IRET T AFLTIET |
® U T QTHETIESH!

HIGTT |

o FHY IEATEHH

ufirerg e faf

AR, ITvr ¥ wriee (Tools, Equipment and Materials):

o g FRem 3w (Personal Protective Equipment)
o yrafA® ST=w arwa (First Aid Kit)

e /| (Safety/Precautions):

o Il TITAHT &< HTH &7 JTadmHl ATATI |

o grufH® Iu=mHT fafawr e fam |

15|Page




Higgw 3 fewea (Reservation)

T : ¥ g9 (J) + Y "G (|AT) = R H

CLTE

T HISTAAT TRTATIETATS Ko aeHT TRIA0 TREwg | T9 AT Roi9ad FEaT qeafegd A9 I
GIe® FHET TRUH T |

ELLEE

N T FHE! SHET T

FHEE

q gerwm (Telephone) sme smua st (reservation) fere |

2 g8 (Email) ame smuer frsiwa (reservation) foae |

3 aared (Online) ame smuar fstaae (reservation) foe |

¥ wareg (Fax) ame smuswr Rsraee (reservation) o

v yoaer (Direct) /=afewa ks (In person reservation ) fa

& @1 AweE g=rerd (Room Inventory handling) =

o Feaad a i wRE (Reservation request form) s+

z festige wrw, deR, wFer A9 (Reservation forms, vouchers, company mail) wrefers T |
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i foramor(Task Analysis)

JgTieas
T © ¥4 Tuar
FT THT © 4.0 U

© 0. YUy

i (Task): 9 e (Telephone) ste smer Resae (reservation) fas

93

Q¥

AL

9%
99

9z

TTATS BT Blaee AUATSEH! (e TThTATH T
Y a9 SRR & T |

TTdATe 9 AT faael Tl 9 qfeeprane
It TTieia |

FTI SAEAATHT AT I T HRTE% AR AT
a7 T T 91 |

Il TRAT AR RSTHa=aT Afqerd e |
=1 |rer #Er Reservation Request wr=#H
q |

Reservation Block wfg telephone wrea
gHfgq =afts a1 dqrdars reservation number

o FHT TRUET HiFF
FAHT FHETSH AT
|

o IRET q«T
AR IITIEE
HIATSTHT |

o FHT THEA ARt

AT |

yrtatae fearearasT
BT I qifaies J
Fd TWEE (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Objective)
q  ATIYTH AR [ | fEwer (Given): Telephone
R ATATIF q AHTAEE Hper T | o frdmaw reservation
3 FEA THRT O e e B (Hazard free) | o Telephone o U=y
T | o e
¥ hITd RIS HIH e | # (Task):
L A ATAREN ArAAET Afed faT F I2$T 1 | Telephone * Telephor?e Eﬂ?
& IR Pl 3 TUET A FOTS | reservation ¥ | Reservation  fert
o i@t AW a1 Reservation = axes AT | ATIEvE T |
AT rETE AHHEE - Few 7 Are 9% [ forie | (Standard): * ::q S £
wH (Reservation form) @ arerey | © FHAHRN I ( . e
R S « Good Morn_mg
5 TRET FHH AWHA TA G g A TRET | g ay % Good E\_/enlng
T | < Good Night
¢ TET WX Ui IR ANTHA T YA Afq AT T | e Reservation
AT FIET TFbT T | ® THAT 9T, AT, Confirm and
Qo Ife FTHFTIF! IRTAAT AT AT ATARHT HISET FsTIT eTET | Filing afear
I F7, AT I T A | . e Communication
qq TTATE FHET TR T TTH AT AT AAE ey | | @ AR Ble FEdAn oKill
R T A ARFEE (G, AF,FEE HFe ) THA | 79 Flepeg 90 N .
Rt T A, W | S e glaasl reservation

system operation
o Zlh!
facilities
e el room type
rate
e Room availability

checking

product/
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fearg confirmation fe

AR, ST T s (Tools, Equipment and Materials):
cfawE, e a1 faaread, Reservation Request Slip, aweaar

e/ aEares (Safety/Precautions):
o HTHIA TRARIEATe ATERHAT TS
o FHUTIA TR TR IE |
o Reservation office #1 74T &7 T ITFVEE Fe FALATHT AT |

>

18|Page



w4 fevamor (Task Analysis)

@ (Task): R gA« Retdgw (E-mail reservation) |

Jgita® : o. =uer
TARTNF ¥4 Tl

FA THT Y0 |

yifatae forarearaesT
I It Tifatae qe
F =ReE (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Obijective)
A ATEITH ATFHRT o | fguwem (Given): Email reservation
R ATIYTF o GIATNES Gehe T | o  HEE o Tiv=rm
3 HEIE W IR e, @ee w1 (Hazard e Computer o WEcq
free) 71 with  E-mail/ | ¢ E-mail CIrs
¥ ATHIT TIEETS FIH TE | Internet Reservation fefer
L THT WIhd FH RSHEAEr enquiry  woHr T
e ST fa) #d (Task): e Reservation
v Guest @ ZHa WrRa wW R w9 =wewm, | E-mail - reservation Confirm ¥ Filing
Frorifemar ol =T = details = | T o af
e Guest & = arrwreaﬁ ST AR qlate fT wravs (Standard): | ® E-mail writing skill
g7y e rate confirm - E-mail wmea | o o ST reservation
= s confirmation Tersfen e weaTee AT system operation
= Guest & =me TR a»‘m =TEH (iate T %)lgﬁ AfaTaA o drao oroduct/
Jaeed F9uEr E-mail |mea inform = facilities
¢ ANt fAftquRaTTer fAfa, War Gen, faa | * ATRAT T3, A, {4 N
TR AR 5% T . @%W”Q%' N room type <
R0 Wl fafeon 9 STAIH THEE TUAS B AT | el o oo rate
TEA AAT U faeeHar & g, ¥ = T | o i SRUES FiE o ETA® room
19 AfE ST IUA G A FTHT FHANT G197 7| oy awqrary 0T | packages
A I TACHT A FeAad HATH T | o o o g | @ Room  availability
AT A AR AT T SUTIES ATATETH | checking
1R TS ¥ HUETWT ST a1 FAAh [GS5HH | | o of geares afvsrg
93 5 RTS=ERE AT AERT & | qMGTRT |
¥ AELAEF AATH &, HFAE,HAH, HRA ATS
TATT T |
QY TSI foe SRTAT T ARl (3,778, hise Hle)
T Jodd T |
4% TSIl &Td Elead  SIATeted! [ad  Thiwleh!
TLHT X T AR & |
Q0 BTHIET ¥qeh TLhAT TS gvgars & |
G FHH! FiaredT (MR ®Efas T |
¢, AR e afes T |
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AR, ST ¥ gqrades (Tools, Equipment and Materials):

efawE, ®waH a1 faareaH, Reservation Request Slip, aweaar,#F ez

e/ aearres (Safety/Precautions):

20|Page

THTA TS FFRRAT ATI |
FEHIT THT AT TE |

~C

Reservation office A1 YaRT g7 T STHUET Forl ATARATHT &
TR TREE AheTgh THT, THT GITHT TE |

q |



w4 fevamor (Task Analysis)

& (Task): 3 g s (Online reservation) 7+ |

Jgias ;0.4 HuaT
TN © 3.4 =Uar
® T © ¥.0 Ul

qriatde fRarearaesT
EREES T qiata® T
Fd TWEE (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Objective)
9 ATIIAF AT oA | fguar (Given): Online reservation
3 AEYTF Gl ATHTIES Fepeld T | o FRIA o Ty
3 FEES T R e |(Hazard free) e Computer with E- | e #ze
¥ SR FEAHRTE FAH TET | mail/ Internet e Online Reservation
{ FAAEAAE 9o gipFRl YA [T AUEs ferer T éreRT |

FTRTHITART SATHHT [Ge TLATg T334 |

HTATSTHT  BISESHI SAHE a1 BIEAD aih

AT SATSA |

g A9Eady AThd MG HST UG A AA

IAATSHHT TEISS, T qa IUAed A9UHT ATILehebl

@3 |

AAATET HRTHITHT TET T ATATAF FRET ST

TR JHR T FETACH A ¥ &1, ANTHA T

g fafd, SeRTeiTeRr afver 9 I T |

] THHARl BTHIA IAAEAdle ga¥ Judig faeewar
el ATARH! by T |

qo Tegedls ufs wfalad dfaures & Afqiad
gfaar, waRdd foe a9 ¥ gURr glagr T qw=
TfeuHr e f9E EleddT gEeay T g
eS|

99 LTS ¥ U AR aT TR 65 T |

QR 79 RTe=ReET g AHERT fad |

q3 feoria FeTaser A sEr s 9 Request
AAEE & ¥ dlel JTaR Tsadrs S & |

9% BTHIET ek TEhIHT TS =41 & |

qy FTATerdT fepTeR ®TEfas T |

1% Reservation Block w ufg online E-mail
Hhd FxIfead =t ar g conformation
Ul

AN

G

n

F (Task):

Online reservation
T |

TIeve (Standard):

o THIR! FAXT(
forem wearee ar
IR e aAfqare
™ |

e HT TIEE HiHE
FTUAT FHTEA TR |

o TR&T AT HTALTAIHT
JUTIEE ATATSUEHT |

e FI gHET AT

ARGUEHT |

e Reservation
Conform, Filing
afeer |

e Zrea@®l  reservation
system Operation

o Eraelen product/
facilities

e Feadl room type <
rate

= ~

o EreAH!
packages

room
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AR, ST ¥ gqradee (Tools, Equipment and Materials):
afahE, ®aH a1 fgaread, Reservation Request Slip, Iweaar, ¥

e/ aaEree (Safety/Precautions):

AT FRARTEATS ATGRAT TS |

FEHIT THT AT TE |

Reservation office a1 T g+ e ITHEE Ford HAXITHT EAI |
JTEITHT qRES AheATgeb ITHT, THT GTHT e |
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19

@7 @i Reservation Log Book =t
FF T T Il T |
Reservation Block w dfig Fax
AR qHEgd Afe a1 dIidars
conformationsr= |

QT ITHLIT TN
MRUH T IIIEE
ATATEUET |

o HT RS Af@

ARGUEHT |

g : oY "uaT
_ SATETE © 9.4 Bvar
14 fawemor(Task Analysis) FA THY .0 HUA
&4 (Task): ¥ wary Reiwgs (Fax reservation) = |
it femarereTae
ERPE I qifaies J
Frd ==oEe (Steps) (Terminal (Related Technical
Performance Knowledge)
Obijective)
q  AEYAF AARRI [ | feguwar (Given): Fax reservation
X AEYTF T IHTIES Gebeld T | o BT o giv=
3 A 61 R el (Hazard free) e Fax machine o TEA
¥ AR TR PEAH e | e Fax Reservation
« Fax Machine =< 7=rr@r Check 17 1 | s (Task): e
¢ Fax Machine @1 Swfthe 9T Faest Fax reservation 7 1| § pocarvation
o Check _ Conform, Filing
= Fax are sm# Reservation @ré Date | free"s (Standard): e
Wise e T 1 | * FaxMachine @z e ZE@@  reservation
< Computer st Room Reservation o |_T|mef mg i system operation
Package @wf=ra Reservation saar confirm !
g . o P TXUEE HKiHF FwAwT | @ FEAR product/
Room =r Block 1 _ A ST | facilities
qo afe @reasr System Computerized | o AT AT AT

e @l room type <
rate

= ~

o EIeeTehl room
packages

e Room availability
chekcing

AR, I9ar ¥ gqrariee (Tools, Equipment and Materials):

Fax Machine, Reservation Sheet

e/ areaee (Safety/Precautions):

o THIT TARIEATS TFERHAT TS |

o FUIA TR IR IE |

e Reservation office AT YaRT g7 T ITFET Ferl ATLATHT I |
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w4 fevamor (Task Analysis)

Jaifea® ;0.4 Huar
TIETNF © .Y TIar
F THT 3.0 HOAT

wrd (Task): «. vear (Direct) /st &= (In person reservation ) f&= |

qiated RaTeaTaedT SeYIe®E | qEarud Tiard® A
Fd =REs (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
q smaegsw Hotel Facilities serr fo 1 | fedwaer (Given): Direct/in_person
X ATFYIF o ATHATNES Feberd T | o HTURIA | reservation
3 wrede ga geEr et (hazard free) o Reception/GRE Desk | o =#sr yr ¥ Meal
¥ R RS HAH AE | #d (Task): Plan
Y TeATg @ qehR I | Direct/in PErson | o sy ¥a
& el amEegsar dew= T (Date, | reservation T o Gz Policy
length of stay, number of pax, number | greve (Standard):
® FFIX (AR
of rooms, mode of payment, plan, | e T TR | e :
types of room) . greeting TRRuar | e Communication
O =gkl RoOoMm SUq= B AT WA | e dwar e FEE g skill
availabilities =& = | THale Eacehl aHT  FFET .
5 &9 9T qipF oI | BN (g | :
: . reservation
2 F9uar Alternative Suggest T | ® ZIaeAH alternative .
q0 el ATFLFHAT 1 Ag7 ACAT Request | Option & aargueT | 3Y3 em.
: : operation
Deny i | ¢ Reservation request slip duct/
99 THET T T T o A * 07 produe
9R B! PO|ICy T AT AT & | e Information foseaHT facilities
13 Reservation Request Slip « | Entryseesr ® BIZeHN room type
V¥ TIveE dfEEe AN TSN TR T 7| ot Information @ e | C VAL
R _ sgizaré  Date  wise |® T room
1% Confirmation number/ reservation ey TR TR | packages
reference number wrezers fae | oFH wrvEs  FiaE e | ® ROOM
& giew Information facewar Entry i | AETIZA A | availability
e 7wy Information # TR SEH=S checking

Date wise wrsfag M3 e |
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R, ITew X griEe (Tools, Equipment and Materials):
Reservation request slip, pen, record file, Computer, Printer, Photo copy, Paper

e/ aeaes(Safety/Precautions):

o THIT HAFISATE ATERH T3 |

o T THT T TE |

e Reservation office AT YaFT g7 a9 ITHIEE el HFLATHT & I |
o  JTEIUH ARES ThelTgeh AT, HT T e |
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wd faramor(Task Analysis)

@ (Task): & #r ster@ F=me (Room inventory handling) i |

Jgita® ;0.4 HuaT
DIEEILC I BRI
& TUT ;3.0 T

Frores  date wise check

TR |

yifatae® RRareEaTTd SENEE | qEid Ja® we
F = (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
9 wrege g9t goer el (Hazard free) | fgwent (Given): Room __Inventry
R ARRIT TERTE FTAH T | o T | Handling
3 Computer % room inventory menu | ¢ Computer e Computersr
|1 75 room status check i | gredsl  Ssoftware
¥ Housekeeping z reception @ update | ®& (Task): operation
T r00m status ¥Er F=Tars goerer | Room Inventry Handling |3 Room  status
quar wreree  date wise check i T qfe=rg
e Room
aqeve (Standard): -
e Computer = room avalla_blllty
. .| checking
inventory menu #1 T
room status check
TR
e Housekeeping T
reception « update e
room status sFEER
JeAATE JUAel AR

AR, ST T gqradee (Tools, Equipment and Materials):

Pen, Record file, Computer, Printer, Paper
e/ aeares(Safety/Precautions):
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o FHIT WAFRSATE AAERHAT T3 |

o FUTIA TR IR IE |

e Reservation office AT YaRT g7 e ITHET el AFTLATAT I |




_ g 0.4 =
#a fazemor(Task Analysis) TIETF © .Y, Ul

FT THT : 3.0 T

&t (Task): © ReiaT s wre (Reservation Request Form) s |

qfate fRaTeEdTIe! SEvde® | qIrad Jiarie A

F = (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
q wraeas Hotel Facilities st frr 1 | fwes (Given): Reservation
R AETF T FTHTIES Feberd T | ® HU | Request Form
3 Frdae gt R et (Hazard free) e Computer o ¥ yH 7 Meal
¥ SATHI FIHRTE HIH e | @ (Task): Plan
% Reservat_ion Request form =r =iifawe | Reservation Request | ¢ e v
7= details z% Form | o sz Policy

¢« & wee wwt A, flight details, | srewg (Standard):

) - ® FHFYY (sfre
passport details, departure dates |  Reservation  Request| .
TGRS A | form =1 =fawE w3 | Reservation
details &% wfewer |

_ Request  form
o wer Fxree W&t AW, flight | gpepr

details, passport details, |  Reservation
departure dates 7= | Request  form
AR | Details

e Reservation

Request  form
Waiting skill

AR, U X res (Tools, Equipment and Materials):
Reservation request slip, pen, record file, Computer, Printer, Photo copy, Paper

e/ aeares(Safety/Precautions):

o ATHIT TAFISATs ATERAT ATI |
o FUTIA FHT IR & |
e Reservation office AT YaRT g7 T STFEE FTerl ATLATHT I |

>
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Azt : 0. Huar
i foramor(Task Analysis) SATIRTIR © .Y, E0T

F THT 3.0 T

# (Task): s fersas wre sty (Reservation form filing) s

qfate fRaTeEdTIe! SEvde® | qIrad Jiarie A

Fd TuEE (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
q smaeaw Hotel Facilities st fa=r 1 | fegweet (Given): Reservation
R HTEYIF T AIHIIES Feherd T | o FHEUTIA | Filing
3 rege 9T geer el (Hazard free) e Reservation office Reservation 7
¥ TR TRIRTS HIAH TS | afearar, gee |

4 Reservation Request form =1 details | st (Task):
computer #r update wiv weuig form | Reservation Filing 7

arg datewise cabinet = filing T

Ameve (Standard):
Reservation Request form

®  details computer =t
update Wiz Feafy form «rg

datewise cabinet =t filing
T |

R, ITHRw X gries (Tools, Equipment and Materials):
Reservation request slip, pen, record file, Printer, Photo copy, Paper

e/ aeares(Safety/Precautions):
o HTHIA TRARIGATe ATERHAT TS |
o FUTIA TR IR IE |
o Filling cabinet aferdt 7 34T T ra=am T TET |
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Hrgge ¥: JmrAngEkr Bearwend (Pre-arrival Activities)

AT : Y 99T (@) + 9% HUT (|AT) = 9 "l

U

T AISIAHT TRIETEedTs ANTHATAH! PRATRATIH ATAT GRTETT TRTEwg, | T8 AISIAAT ARTHATEH!
PRaTEaTTET i T T AI9EE THTET TRTE B |

I
® SRTHA Al PRATHATT T |
FHEE:

q freera a2 (Pick up Arrangement) T |

R e fegawe [ e (Guest request /Requirement) @1 sgaam fars |
3 @\ warsed (Room Allocation) w1+ |

¥ A ghReHeE dateg (Arrival information sharing) o+

y e wre (Registration card) @@ 1+ |
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w1 feramor(Task Analysis)

#& (Task): 9 freea wwe (Pick up Arrangement) |

gt : q "oar
TN ¥ gquar
F qHT © Y Tl

c

N

confirm = |

T w9 Alrport representative «rs
rea fyeparg et fafea foor |

Playcard =t sms= guest /group@r
deTH M fae |

qo Airport representative = =%+ guest

®T AT A SN TBEA WA TSR
ZELRINERIEE N

Aveve (Standard):

o UTYle fa¥e FErR guest
TS AT e AT |

o Y HIES ATAR TSI
AT TRTEHT |

o Guest®r A wfEuH wl
FTS FITBTH |

e Airport representative

o BIaeAdl AR T ATHAT

ATA ATH T ACH |

qriate RaTHdTIdT Sevde® | qEarud Tt A
#d e (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
1 smavas Hotel Facilities seerdt fawr 1 | fedwept (Given): Pick up
R AEYTF q ATHTIEE el I | o FIUTIA | Arrangement
3 @ gt grer el (Hazard free) | o Reception/GRE Desk | o Computer (Hotel
¥ FATHTT FXAFIE FTAH T | e Computer with |  Software)
v Arrival Lils_t wH %:; Airport fusmea Software Package o fatr=1 Flight &%et
request =1 list gar 4 | ( ): A3 THIR
% AIrport v a7 %+ & . : mkzsskr;angementﬁ ) |
o wear  wfatrer  wmw,  flight  detail, o THXUdH  fIHEE
arrival time (smmaa =wa) 99 W FRTH |

AR, I9awr ¥ qrades (Tools, Equipment and Materials):

wrer (coach, car, van etc), Name Playcard, Pen, Airport form
e/ aeEries(Safety/Precautions):

e Airport fas sraer it wART g MERE U Ao AT gAIE |
o TEET AHT AMGUHT EATE |
e Airport fe 17 ®H I[H1 HT A IR TRE g |
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wd faramor(Task Analysis)

Jgited® : q =oar
TIETF © 3 "l
FF THT © ¥ FUA

&1t (Task): R e fraaw ¥ Remade (Guest request/Requirement) s e femsy |

single /double room block = |
Guest =1 special requirement == =
| (honey moon decor, fruit basket
or wines, baby cot etc).

wfa s GuestHoney moon package
w1 smsesA @r &4 double bed room
block =

#fa s Guest Honeymoon package
AT A g |ist sars |

Physically unable guest sz =fn
=mfeqr @Al Wheel chair  (sfa=
feraR) =gaar T |

qfate fRaredTaedT Sevae® AT qIata®
(Terminal Performance M
Fd sRE (Steps) Objective) (RelatedTechn
ical
Knowledge)
¢ 2(Guest) #1 Fm =7 (confirm) | fgwar (Given): e Computer =
T o FHUA | AT AT |
% GUeSt AT e Fare @5 &1 =il T | o Reception/GRE Desk L
| . ® gldclhl TH|
: Garden facing, front facing, |® VWheelchair TR W AOE]
deluxe, superior, pool facing etc.) |® Computer |
v @Rt s Guest @ afry anar x4 | T (Task):

Guest request/Requirement =1

g [HArs |

Aqeve (Standard):

o (Guest # yETE FTEAR FTH TSI R
block wfeuar |

e Reservation form = Guest
arrival  details &  faftw=
TR |

o Guest & w® Hwga special
requirements &+ @99 foefus
feardaraars Fea TR |

o Guest #1 wE TIE IS FHEIAT
special requirements & wg urE
oY feurddvaens gfera ivue |

e Physically challenged guest =t
a1t wheelchair #r sE=ar wiegasr
|

o Eldool FHAT fagq|
facility v
ST AU |

® EITHT
Physically
unable guest =
ANTHAR  F=A]
Jare A SATUER
|

AR, I9aewr ¥ gqradies (Tools, Equipment and Materials):

<fawE, Wheelchair, Baby cot, Wine, Fruits, Baskets, Flowers (for decoration)
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e/ e (Safety/Precautions):
Wheel chair g% 5T ¥ aferdr sraeamr g1 9& |
AftRg T 13T dRET TEHT IHT & 8a |
ANRTHT ATHTAEE 3T (ATRAT STSAT AMGUHT gAIE |
AfRaehT RieReHT heates fAfEpURT g ga |
Computer == @™ &1 T |

32|Page



i foramor(Task Analysis)
&t (Task): 3 ¥ terea= (Room Allocation) I+ |

Jgifea® © q "uar
T : 3 guar
FA THT ¥ T

Fd =TEE (Steps)

qrfate fRaredTaedT Sevde®
(Terminal Performance Objective)

AT Tt
el

(RelatedTechni
cal Knowledge)

=

Arrival list check w |
Guest ®1 ATIIABAT  ATEAR
room block = |

VIP guest # room g
afeer gratwear fe= /request

™ aqars Room block 7+
|

Regular =ms= Corporate /
Long stayguest =ms 2wt
grataear  fe /request TR
Farwl =9 pblock T |
Group booking = s«
Group @tz &= uze floor
|1 Room faamez block =
Hotel =1 package =1 sms+
guest @rs package sTERH
Room block 7+ |

. Physically unable guest =

@it elevator sfse, ground
floor wsoar SHEEHT AT
AT TR [a9T FHRT
T T |

fegw@r (Given):
FT TIA
LA
Computer
Telephone

F (Task):

Room Allocation = |

Aqeve (Standard):
e Arrival list check @it Guest =t
Aragadar war room block et |
e VIP room =g feer yrafderar faguar |
e Regular =smsw Corporate/ Long
stayguest @z =T yratHeEar ez
/request T sER#r  ®Hblock
TRT|
e Group booking =#1 @ifiT @wEr uge
floor 1 =w fremzblock wfewar |
e Hotel = package =1 ams= guest @rg
package srar®r =9 block et |
e Physically unable guest®r it
elevator =fs, ground floor sreram
TSR] AT FaegT MU foadre Fqa
T MR |

SN ~

HESed H
plan
Physically
unable guest
Eal aThT
R ERSINE I
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AR, STl ¥ qreriee (Tools, Equipment and Materials):

Computer, Telephone, Stationaries

e /aEiee (Safety/Precautions):

RAer o ATST ARET EAT TRl B g |

PCIRCRINY

REreeT AT ATHTES AT-ATRAT SISAT ARGTHT EAIS, |

Computer = T g9 |
& AT AT TR e |
AR ATHTE A5 FAERAT AT |




Jgifea® : q "oar
g : 3 guar
FA THT ¥ 0T

w1 feramor(Task Analysis)
#14 (Task): ¥ wrewsr g=wavE daRky (Arrival Information sharing) 7
qriate RaTHATIdT Sevde® | qEaiud Tt A
F TRuEE (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
q Airport representative @ Airport | fgu (Given): o ErIcTal fafirey
pickup Tw=fea g=rm fa | o HIRY | feqrddue®r @MW
* Housekeeping  department @ |4 Reception/GRE Desk gﬁﬁaﬂﬁw l
%gllval list = Room Allocation list | | Computer with | ® Sg:twvsz;[gr .
1 Early check-in, VIP e a=mr| SoOftware Package Front  office
Housekeeping =rs fa | @ (Task): system wmaT
v Housekeeping @ &t  uft | Information sharing o | o AEME wT TH
Physically unable guest®r smraee ST |
AT JATE T | #Tevs_(Standard): o Fmul ERE]
« Bell boys =€ 4ft Physically unable | ¢ Airport representative |  s&fefas 7
QUESEHT ARTHAS! TAT JaTe T | are  Airport  pickup ufafafaster A
« Guest = special request wwET TR AT TTHT | TTHT |
related department = @& T |  Housekeeping e Physically
s Package @1 @mew guest @ SETHAET department =rs arrival challenged
AT JATE T | list ¥ Room Allocation guest zwel YEeE
= Roomg® Guest ®1 #rEegehar HTER list feguar | T ST |

TS |

el

PEIES

We wua g F 37 GRE @ == o

¢ Departure g7 ##a feegsars Check
out Twa fawar wregware confirm

o fem Departure g4 guest FHewa

Housekeeping department =g g=rt
|

e Early check-in, VIP
g AT ATGUH |
e Housekeeping Kl

|
e Housekeeping =g @&
amPhysically  unable
guest @1 ATTHART AT
TaTe TRUEHT |
e Bellboy Bl f
Physically unable guest
B ANTHAH] A1 JaTe
TR |
o Guest =  special
request =w==4r related
department = @<

TR
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Room &% Guest =1
ATl ATAR e Ut
g & &7 GRE «% =%
T SITTHT |

Departure g1  &Ha&0

freagears Check out #r
TR AARAS  HIHHATE
confirm wfewer |

@t few Departure g
guest THEED]

Housekeeping

department «rg  g=AT
JaTE TR |

AR, I9ar T grades (Tools, Equipment and Materials):

Computer, Telephone, Stationaries

e/ e (Safety/Precautions):
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e foe ATET AREs AT 9N &9 ge |
RAT A7 AATHES T (ATRAT STSAT ARGTHT g I |

Computer == Fa<arT g9 I |
& AT AR IR A
TR AR AT FARHAT AT |




s 9.0 =UEr
i foramor(Task Analysis) ATAET 3.0 Tl
hd HY @ ¥.0 YUl

#rt (Task): K. Fegwr %1€ (Registration card) TR T4 |

yifatae® RrareaTTe SENEE | gREiEd Ta® J

Fd TuEE (Steps) (Terminal Performance | (RelatedTechnical

Objective) Knowledge)
¢ Computer are reservation swer | fgguer (Given): o FEAIHT EeAd!
guest =1 @it registration card print | o  FrRUw software @ ==

out T+ | o FTUX TUHT |

z Registration card == Alphabetical | ¢ Registration card e Registration
order &1 fHeTS | o iy T W card =1 ErdereR
: Guest # @@ it ardl, foH, | gt (Task): policy st
FAHTATR] LT T I | =fed gEAEE A

#eve (Standard): AT |

e Computer are | Guest @ =

reservation swar guest| T oMAeR |
@1 a1t registration card
print out Tivwer |

e Registration card =g
Alphabetical order =t
fgeTTenT |

o Guest ® wTRIAH @R
AT TR |

AR, ITw ¥ gradee (Tools, Equipment and Materials):
Computer, Printer, @r<ir, fawr, we, paper and pen

e/ aeares(Safety/Precautions):

frdram fam ATET dREe IEHT W g ge |

REreas 91 ArEEES AT (ATRAT STSHT AU EAIE |
Computer =re saamaT g9 |

&= |1 T GIER e

ZFHITT ARIAEHTS ATg FFERAT TS |
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Higge 4 smrAe PRareer (Arrival Activities)

THT : ¥ T (@) + Q4 °UeT (A1) = GRE0

U
T HISIAHT TRTEATEEATS ARTHAST BHIATHATIHT STHT TR RS, | T AIGIAHT ANTHAST

S

PRETEaTTET a9 T AI9EE HTT TR B |

ELLEE
® TTHAHT FHATHEATT T |

FrTE

¢ Faww ¥ Riafag (Welcoming and Receiving) = |
Rrewa e garvetay (Arrival Luggage handling) =
Feeae @€ (Registration card) s /sRme |

¥ Tz (Room Assignment) 1 |

e wifaar (Guest Folio) =@ ms |

g fawrrarg Information share

M X W
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Jgifa® : o.w guar
TR F 3.4 =Uar
T AT :¥.0 TIaT

wd faramor(Task Analysis)

# (Task): 9. a=ew ¥ Rfafrg (Welcoming and Receiving) =1~
yitatie frarearae

ERDES I giare
#d =ReE (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Obijective)
q  ATFAITF fn-rrcfr?r fer 1 fgm (Given): Welcoming and
RS AE AR, WEAEE T IR | i, Reception Receiving
AT T | o =
T OEIET AE AR (Hazard Free) wt (Task): J—
e | r . Welcoming and o THITTERE
't aqﬁ'-mﬁ RS .. - )
\ o FEH e | Recelving 7 | Greeting
Bell Desk Trolley/Luggage _ o TXE ¥ HIALTIET |
Trolley, Tika, Khada marér w1 | ™ G‘au’gegftaf‘ﬁ;d;w o L
v Food and Beverage Service Greetir:ﬂg PN - Logbook record
Department =z Welcome drink gr
SN N S e Guest @rg Fresh
= Guest < frrezer zfrar #ar Smile i | Towel ¥ Welcome
7 3 fHevaT SO a1 aHT AR drinks Serve g |
Greet 7 | ® FATRUEE FiHF TN
¢ Guest #r Baggage smaeaear #Tar qHTRT AT |
Trolley = fauz a3+ | o TET TAT ATALTATH
qo Guest gree faa yerer WX ufg fea, SHIAES ST |
@7 o1 Wl S A Gp T || @ FOEE i
19 Food and Beverage Department ETH |
amz fresh towel = Welcome drink
Serve 9 @S |

ez, g9 T qredes (Tools, Equipment and Materials):

o =fwa Frem 3uwwr (Personal Protective Equipment), Tika, Khada, Fresh Towel,

yraties o= ared (First Aid Kit)

e /| (Safety/Precautions):

o HIT YREATS HABHAT TS |
o FHUFIA THT YIER e |
o YTITAE ITER fafgwr eam fae |
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wd faramor(Task Analysis)

AgTieTes

D0 Yudl

TAETNF .Y =guar
F GHA © 3.0 T

w4 (Task): R srewe @ gaefay (Arrival Luggage handling) = |
RaTEATIET SEITEE

Tifafae I Tifatae e
F4 =REs (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
f ATTIF S A fedwer (Given): Arrival Luggage
R W WA AR, WA T S9H | e, Bell desk, lobby handling
et T | o U=
v @ an goew (Hazard Free) | gt (Task): J—
s et o Arrival Luggage handling ™ | o e
,  di(Porch) ufvam argars | Greeting
Guest =m¢ Welcome 7 Greet | mmevs (Standard): * Luggage Tag
T o Guest @% T7T FTEAR * Luggage “
¢ aEvIear @ Er Luggage @t Greeting ot . Storage Tag s
it Trolley famz s : . qfeeT |
e Guest =1 Luggage fafa iz
o e et g9 wuar Luggage e e | o TRE T HELTHIES
gled ik a1 fafa ik sre e . |
e | e g Luggage \r Luggage R S —
= Bell Desk area #r Luggage Tag @ Room Number |
fefqz T | g " e Logbook
« werw Luggage =1 Luggage e Store W\Luggage Storage Record
Tag =ms+ | Tag wfeuar |
4o Reception w1 Guest # Room | ® Room number & st
Number @t ar Guest @ room =t luggage ez
Room Number @it gcirs ® FERUEE HiHF TTA] THTEA
Luggage Tag =1 Room HOPT |
Number & | o XL TN HAATATH IJUTeE
19 Room Number & room room RS .
a1 Luggage T=rss | o  FHHWEA AWAE RGTHT |
1 Room w1 wueer Facility @t arsn
e o 5=t A/IC |\ TV
Remote etc.
13 Luggage Room =t Deliver
gaar Guest T ATTvTHAT ATAR
Store Room #t Store T |
¥ Store Room =1 Strore T @
Luggage Storage Tag s+ ¥
Guest =g Tzer & fa |
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R, Syew ¥ "nwiee (Tools, Equipment and Materials):

o =fewa Frem Iuwwr (Personal Protective Equipment), Luggage Trolley, Luggage
Tag, Luggage Storage Tag, Pen, Telephone

o yrafAe IT=R arkd (First Aid Kit)

war/aeaes (Safety/Precautions):
TR FREATATS HABTRAT AT |

FEIA TR AT e |

Suaues Hazard Free et |

TTtHe ITAR fafaar e faq |

Luggage Trolley afaat T g+ sraeamdn e |
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i foramor(Task Analysis)

&3 (Task): 3. e &1 (Registration card) s |

Jgita® : o. =uer
TN © .Y =l

F THT © 3.0 T

T T TiEfeE J
(Terminal )
F =)uEE (Steps) Performance (Relléslr’gzslv'll'gghg)lcal
Objective) g
T ATTAE FAEN T | ffua (Given): Registration card
R AfeT HE AGR, HEWE ¥ ST | Fpfee, Reception o uf=r
SENGRIG N o HES
v @rree @ gy (Hazard Free) 7= | grp (Task): . :
i : . Registration card « Greetin
¢ frnTR A AT | A9eve (Standard): Regist gt_
v Guest @rs Welcome 7 Greet 7 | PR —— * Registration
< Guest @r¢ Registration Card s Greetir:gg |°"“ Sa:qdm ]
I | - ) T e Vali ar
o Group wwar Registration Card | ® Registration Card =1 | g sy
Tour Leader =g swrgd | =l iafqa'z' T‘r RE e Computer 1
VIP/VVIP/CIPH Old = Sick o Guest & update I e |
People st Room T @R RT3 | | Government Valid | © T 7 ATTEE
c g gEgw 9 Guest =W l

q0

11

Government Valid ID fa= 1 3w ID
Card = Photocopy =1 Scan
fRar fae |

Registration Card =1 feguar @&
AR AR AARTRT Fef T |

a9 werr @fedewr - Registration
Card = ID Attach wiiz Plastic File
or Record File f&= et ¥ computer
|7 91 update T |

Registration Card =1 Room
Number <= 1 Meal Plan,
Registration No, Reservation No ?
Bill No et |

ID faguer |
Registration Card =t
g S Room
Number =f@ 1D
Attach wiiv Plastic
File of Record File
i ifETerT |

Guest details
computer 1 ufq
update T |
FTAAVES B STAT
ETET ATH |

FREAT AT AT
JUTTES ATATSUT |
FTagETEd AiTerE

MGUHT |

o JTHTIESHI USRI
|

AR, ST ¥ gqraaes (Tools, Equipment and Materials):

41 |Pa

o o gram 39w (Personal Protective Equipment), Registration Card, Pen,
Photocopy Machine, Scanner, Plastic File/Record File, computer
gratae o= ared (First Aid Kit)

ge




e/ |reasree (Safety/Precautions):

o KT YREATS HAABTIH T3 |
o FHITA qHT WO e |

o 3usures Hazard Free et |
o U IUAR fafawr e fa= |
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i foramor(Task Analysis)

Frd (Task): ¥. w0 garg== (Room Assignment) s+ |

Tgiedes : 9.0 "uaT
TR .Y =guar
F qHT © 3Y O

yifafre fareaTae
ERDES I giare
#14 =RuEE (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Obijective)
AT ATHY fer | feger (Given): Room Assignment
R Afed FA AR, WEEATN T ITE | i, Reception o ufter
Hebe T | o e
3 @reae g g (Hazard Free) &7 | gt (Task): o THATEE
! ] X Room Assignment 1
¥ SAHIT TR FEAH T | wmreve (Standard): Sgg?g ™
v« Room sy wal ®&T YeR&r room e Guest aré @ e Room

request = ¥ &1 Room Allot
TR faar &9 1

% Guest Arrival List a1 9@ @
Room Assign 9 |

v Guest & Demand =1 #fe qfdaw
o A@ife warar Room Provide
T |

= Guest @ Room Key fa |

< Arrival List Registration card =r
gt Room Number s 71+ |

a1ar Greeting
TMRTERT |

e Guest #r sAraeAHAam
F1ar Room
Assign iuer |

e (Guest ®r sraeTHAT
&I 99 ¥ g qaF
AT |

o FUTRUET FHEb TIHT
TG TUHT |

o IJR&T qUT AT
JUTTES ATATSUT |

e  HITHIEA ATAIEG

TiEUeT |

Assignment =
AT |

Room =t 4R |
Hotel Policy
AT T AEIHIET |
AHRIESH HUSRT |

AR, ST T gqradee (Tools, Equipment and Materials):

o =fwa Frem 3uwwr (Personal Protective Equipment), Pen, Arrival List,
registration card, room keys, grafas sv=mw arwa (First Aid Kit)

e/ areaee (Safety/Precautions):

o FAHIT HREATS HAZTHT TS |
o FUIRIA TR IR I |

o 3uwxures Hazard Free et
o yrafHe IUAR fafadr e fam
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wd fagawor(Task Analysis)

@ (Task): «. fre wifsr (Guest Folio) smrs |

Jgita® : o. =uar
TEEF © Q.4 gudy
®T T : 3.0 UG

et ferarererae
ERDES I giare
F14 =)RuEs (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Objective)
AT AN T | fedwr (Given): Guest Folio
AMed @4 AN, AEAT T ITHT | e, Reception o =
Hebeld I | o W
wrrege wwn qrav (Hazard Free) 7757 | grp (Task): . Guest
- e Guest Folio e | Folio et a1
#%F Room &1 s st Folio ammew e Hotel Policy

|

Araegd TAT 8vk GUeSt &1 AT e
Folio == |

Computerized System 1y
Computer =1 entry I\ F9CHAT @TATAT
Guest Folio et |

Room Number sar g% Room =
Registration Card darfeusr  sg#r
folder =1 &t |

waeve (Standard):

o ya®k Room & et
st Folio amsue |

e Room Number
#ar faamgr Rack
T AMGUHT |

o FHUTRUET FHE FTHT
JETET UEHT |

o  IJR&T qUT AT
JUTTES ATATSUET |

e  FETHIEA ATAIG

pitcreall

o & T AT |
o IMHTNEEH HIGRT |

AR, ST T gqradee (Tools, Equipment and Materials):

o =fdwa Frem 3uw=wr (Personal Protective Equipment), Pen, Rack, Logbook,
Register Folder, srafas s7=m arwa (First Aid Kit)

e/ arearee (Safety/Precautions):

o HIT HREITTS SHARTTHT TS |
o FUWA HT IER IE |

o 3uwxures Hazard Free et
o yrafHes IUAR fafadr e fam

44|Page




wd faramor(Task Analysis)

#d (Task): & gw=fvaa fwmrems Information Share 4 |

Jgita® ;9.0 "uar
TR .Y =guar
F qHT © 3Y O

et ferarererae
ERDES I giare
F1 =Rre= (Steps) (Terminal (RelatedTechnical
Performance Knowledge)
Obijective)
1 AHLAF FTHV e feger (Given): Related
R W WA AR, WRETEN T U | gpppwre, Reception Department =
HPeAT T | . Information
3 @reae g g (Hazard Free) 7157 | gt (Task): Sharing
! ( R} Related Department < | ¢  ofvery
¥ FAHIT FIAETE FIAH & | Information Share 7 | ¢ ey

v Telephone ar E-mail s Food
and Beverage # Order Welcome
drink, meal plan, group meals,
special requests/VIP amenities
etc =T wHer Food  and
Beverage Service Department =
Tt @ g Department «mg faw

% Telephone ar E-mail wrea House
Keeping rooms, guest complaints
or request,arrival & departure list,
room status report,lost & found
etc =1 s House Keeping
Department = faw |

v Telephone ar E-mail #ma
Maintenance #Ha W=l SHERT
Maintenance Department @ &= |

z Telephone ar E-mail wma Food
meal plan, group meals ww==T
ST Food Production
Department =z fe= |

Q YoAd W ATE ATEALIHAT  ATHAR
Logbook =t afaera e |

wreve (Standard):

e g Department
Wise gwaar =
Guest &1 ATaegHAT
HTHRD] SR
fegue |

o FUTUET FHE TIHT
JETEA TR |

o IJR&T qUT AT
JATTEE ATATSUHT |

e  FETHIEA ATAIG

ARGUEHT |

e Function of
House Keeping
Department

e Function of Food
Production
Department

e Function of Food
and Beverage
Service
Department

e Function of
Maintenance
Department

o XTI IAITHIES |

AR, I9aewr ¥ gqradies (Tools, Equipment and Materials):

o =fewra Frem Iuwwr (Personal Protective Equipment), Computer, Telephone,
Logbook, Pen, srafas so=mr arwa (First Aid Kit)

e/ aeaee (Safety/Precautions):

o FATHIT TATATs SHAERHT TS |
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o FIIA TR FIER & |
e 3usues Hazard Free e |
o YTgtHe JU=R fafadr e fav |
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e & TEAT qopasl Bhateara (Guest Service Activities)

qAT & "UET (A) + IR U (M) = 35 HUT
CLTE
T HISTAAT TRTATIETATS AT ABRFT PRITHATIHT AT TRIAT TRIES, | T8 HISTAAT AT Rl
PRaTeFaTIET FrEtad 9 T I9EE HE TRUE B |
ELARE
® UTEAT FhRH PhHATHATT T |
FHEE
¢ W s gwEeEes (Foreign currency Exchange) o
R WrEetasy gr=arey atdd (Sightseeing /transportation service) fae |
3 4w feditse @ =amvew (Safe deposit locker handle) =
¥ fawE aveias (Telephone handling) w1
v vere ey (Restaurant booking) |t guest @rs assist 7+ |
¢ e faemae aefas (Emergency situation handling) o
o Ha, 79w, e =veiay (Mail, message, parcel handling) =
z e FwFuq aesiay (Guest Complain handling) = 1
¢ Ixefaa atqw (Secretarial service) fw |
0 9vhe, 99 1UE wige &mea (Theft, loss and found handle) = |
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wd farawor(Task Analysis)

: - dgifea® 9.0 =uaT
#& (Task): 9 w3 &= &=+ (Foreign Currency exchange) T+ 1 AT
®el FHT : 3.4 U
qriates RaTedTIEdT Jevaee T grate
(Terminal Performance Objective) AT
w1 s (Steps) (RelatedTech
nical
Knowledge)
1 Foreign Currency | fegwet (Given):
Exchange w9  =ie | o wreue e Foreign
W\PSSSDOY'II\I@ ' | e Front office cashier counter currhenCy
2 Guest # Room No e | : exchange
3 afs arfer Guest T&r @med * Receipt Policyg
deT AUE B AT GUestaTs | grp (Task):
Lobby ~ Manager  #T| Foreign currency exchange ¥ |
authorization @1 @i =T | grue (Standard):
IS afq =i war @ed o+ | ® Foreign currency exchange T emfe
Government #r fm g | AaraET Passport e |
e 47T g o o awmsa | | @ Guest #1 Room No  =ifiuar |
v Guest detail &= Foreign |e afs anfedr Guest Tar qred s wUHl T 9=
exchange encashment Guestears ~ Lobby  Manager =@
receipt A1 9+ | authorization =1 @i Feare faq gwE
¢ Travellers cheque B w= fegue |

q0

guest @ FEATER TH AMIA
(Traveller  cheque =
receipt z=#m)

v gerer check 9 |

Foreign currency fa=4 <
guest @ local currency
AT convert R faq 9d @A
THTIA |

e Guest detail #= Foreign exchange
encashment receipt =t sk |

e Travellers cheque & w7 guest =g &=amerR
= @wmear (Traveller cheque = receipt

Q

ZaH0)
geare® check wfvwent |

e Foreign currency fa= ¥ guest @r= local
currency ®r convert R feq uq A

Original
TFETET o |
Foreign currecy control
sheet w7+ |

receipt ¥ #H

THRTIUH |
e Original receipt 7 &% Ta=Tdr fagua |
e Foreign currecy control sheet wfwer |
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#oR, Sye=w ¥ e (Tools, Equipment and Materials):
Pen, FEER (Foreign exchange encashment receipt), Foreign exchange register,

Foreign exchange display board.

e/ qreaies(Safety/Precautions):
o HIT FHRFeAl, THhel GaIgH FFIE |
o FEER w+ wsg |

w foyamor(Task Analysis)
Jgrivds : 0.4 Hual

T © 3.4 =Uar
% FHT ¥ 0 HUI[

& (Task): R wrgefasy aradeyH afd@ (Sightseeing / transportation Service) f& |

gt fRaTedTaeT SEvdeE | qiEad Jiare

# =RoEE(Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
arfaterepr farear / forsmaT aeR | fgwr (Given): e Foreign
R Flataer e @qEr sightseeing #7 | o sprfwera Language

amT IEd FmEEr AT | ( : e ltinerar
fullday/halfday, = * Reception y
: Guest #  amvrwar e | ® 1ravel desk
transportation, itinerary s e

-, w (Task):

¥ Guest @Tg rate g%l JIHHERT RIS |
Guest T Mutual agreement suafs N
Agreementmgﬂmw| * Fﬂfﬂ;{““ [ gt s
feguer |

e Guest T deal et
afaeEdT T@IEUH |

o ffafgwr Rrem /  fosman
THHT |

o fdfuer fasmEr  AER
sightseeing =1 @it 3fera
LT THT |

o (Guest & AEYTHAT
a9 transportation,
itinerary  &¥sr  =E®n
MR |

o Guest =z rate @wa#r
ST TRTTHT |

e Guest = Mutual

Hreve (Standard):
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agreement El | 2
Agreement EEuIECa]

X7 TRTHT |

IR, ITer T grdes (Tools, Equipment and Materials):
e Map, Pen,

e/ aeaes(Safety/Precautions):

o TE FHTHAR AFAT AR ATEH YA IS, |
o Guest & % fafaq ewfa TUEg |
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w1 feramor(Task Analysis)

AgTieTes

0 0.4 YUy

TEEF © 3.4 °uay
el HY © ¥.0 Hud(

F (Task):3.3w fedifwe @@ &mwvswr (Safe deposit locker handling) w |

yifatae® fRarreTIeT SEaEE AT qIates
(Terminal Performance EIG
4 =)o (Steps) Objective) (RelaFed;l’echn
ica
Knowledge)
1 Guest =g safe deposit =z & | fduat (Given): o Safe deposit
T S ¥ g&qrer fa | o FriEIA Locker

3 @rer Locker @1 sra=ar 1+ |

3 @ 9uar @@ Guest @rE assign
™ |

¥ Guester g Locker fir @ dfig
T3T AT BTl T |

v Guest ®1 gmmEes o wita Form =1
AfEudr @ N AHEEE § o aq T
T Locker far e |

% g Guest #1 ST TET Febuls,
ATl dTedl e 3 |

e Surrender =@t Locker (@@=
gerazor - e Guest  @TE
Surrender ®F 99 @SH, gEAER
fer |

s Guest #r presence w1 AHE oo |

e Front Office Cashier
e Safe Deposit Locker

w1 (Task):

Safe deposit locker handling 7= 1

Taeve (Standard):

o Guest =g safe deposit =&z &
W STH T B g |
o grair Locker @1 sazar wiivua |

o @refr AUl dax Guest @ assign
TH |

e Guest @@ s Locker fa @
afig TIT AT EEATARIT TR |

AR, ST ¥ s (Tools, Equipment and Materials):

o Sefe deposit Lockers, Pen, Safe Deposit Register, key.

e/ e (Safety/Precautions):

o ITHM &l HHAT IRU AER B, S It 2=fa=m T |
o ITHIT @l HFYleg dTedl Irard el Nl TARTHRT fa=me T |
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o I ftrar wer Guest #r afe=raaT T 9 e |

o Safe deposit locker fauasr Fremr ®T FreR e |
o Safe deposit locker @1 fa= af FwT FweR T |
o FfHIT TAHTE A5 HATERHT TS |
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w1 feramor(Task Analysis)
F (Task): ¥ afawr emmvefay (Telephone Handling) o+

Jgita® ;0.4 Huar
TIETNF © 3.4 TIaT
® T 3.0 gl

30

®  TRuH  Atwars  Caller @
information =g w= ==rET |

FRT T SAT TR T TR AT TN AT
| % &l GUETH GHEE g9 AddTs
qrefg=R T Irerd w AqATS |

Caller @tz 4% 5wa hold w1 == |
Call w7 =afwerg call transfer e =i
SR & |

Telephone T e sTarst s 0
T |

qd geast arars  Telephone No
Directory arz =

Telephone Handling 7 |
Aee (Standard):

faf\=r amreser s
AT |

aregaT weear (Clear) sroepr
|

yifatae® RRareaTaes SENeE | qEidd Tatde [
1 =RuEE (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
q  FHIE ATRAT FTHAT T TR GO T4 | | fedwapr (Given): e Telephone
| o FEA etiquettes
X AN % (ET Y Aeed AT, ATRAT | Telephone Operator e Communication
B & ATHAT A A e Reception skill
3 Call\ fer @waww 3 wvdr faa Call | ¢  Reservation
¥ j??:ilﬁl‘ RUEN g\-iqv? 7 drear &f e | * GRE Desk
e e e #d (Task):

AR, I9awr ¥ qrades (Tools, Equipment and Materials):

e Message slip, switch board, call directory, Pen

e/ aeames(Safety/Precautions):
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e FHH T 31T TR U & T6H |
o T TH WEEEH TAN THIEH |
e Personal Grooming.




ﬁ@Tﬁ?ﬁF © 0. Uudy
STEETN® & 3.4 =l
&l HT @ ¥.0 HU(
w foyamor(Task Analysis)
it (Task): ¥ = s (Restaurant Booking) ar Guest @rg Assist 19 |
et ferarererae It yifafae® qe
ERARELS (RelatedTechnical
#d wuE® (Steps) (Terminal Knowledge)
Performance
Objective)
q Bled AAT TLeadl dar qadr gFedT e | fduar (Given): e Food outlet
fer | o FHTURIA | e Menu
R BT YR GO e | : .
iy o Reception/GRE |e Cuisine
¥ Afqtadrs @ g T | Desk e Setup
« Hotel Frrr Guest#r «ifr restaurant | e Computer  with | ® Cutlery
booking = wu Guest® smavasar AER Software Package | ® Crockery
restauranter afe=m =T Teleoh e Glassware
¢ Restaurant w1 e wfe s, Mg € @ | elepnone e Linen
ST fof e | e Hotel &1 wua
o =ifewr wfg  information wwudfy  wwEfea | #E (Task): restaurant
Restaurant w1 booking 1 | Restaurant Booking TEE S
|1 Guest =g Assist ret
= Hotel atfezer wrgarr @t hotelwr woar | T | e Hotel s=1
restaurantar  booking T wu GrEATER ECIEECal
JTaTIEAT FMER restaurant®r fzer i | ®eeve (Standard): restaurant
qfE=Te T Al %A ATTHT el GTelepl YT | @ TgATars RTedrdad ZEET ATTER
&, wer Host @ &1 | #fa S 9o 8o @A qepr ARTH | e
FT FHY MG HIG THT GHAE AT (b7 2l | |
FEr Setup 9 81 | BAET % & GHEIES, TR TS
forg= @Hﬁf? Al T ;«EO TET A | N B BT
ot A 0 A g A g7 Restaurant
SRTEX Hid AT I, qHATET | T FE
¢ Restaurant w s &f s, fAfq v gwaa ST fagua |
ST faw ¥ booking e | o Tt
10 s e Restaurant =t
(0] A a 5]%6 -
Function sheet &1 s @ermr Guest #r bOOK'hg T
R TR, FRATAR T NS aar 7. 4 @7 @ | Function Sheet
FT A& | ARTHT |
19 AT FeeT fod, FeeaT AT T TR OF |, e
gfq ATgATATE ¥ U Yfq sRars wed ¥ fafae
FITRTeTS GRITHeRT AT<HT ATHHTT & |
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oR, STHRW ¥ afes (Tools, Equipment and Materials):
e Function sheet, Record File, Printer Computer, Telephone, City map

TRe/Aaes (Safety/Precautions):
o hId IIHRTE T FIAXIAT GTARISHT AT o |
o el FABR YT & ATALTD 7 |
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??@Tﬁ?ﬁl; © 0.Y Hudr
TIETh © 3.4 =UaT
14 ferewur(Task Analysis) & THT : ¥.0 B

Fd (Task):& sweo=dr fe=gas envsfas  (Emergency situation handing)w 1 (Fire)

yfates fRareaTaeT Sevdee T gt
(Terminal Performance Objective) AT
Fd TEw (Steps) (Related Techni
cal Knowledge)
qQ fear w=1 fg@r  Telephone | fguwar (Given): e Fire
Operator =g @=® T | o HULW | e Types of fire
R AT ekt Fire  alarm | ¢ et e Fire
swjth onnfn . e = Prevention
3:1;[1: TS TH&aeeAE  HIH .« Accident e Firedrill

¥ &Ml fafr= fawmmar g o FirstAid

a1 giaer [ag |A FUR AgaAT
faf=  fawrmr wm ™ @ (Task):

FAEREEAT s T | ] Emergency situation handing = 1 (
4 afc #rewt T Fire extinguster | ire)

gE T I AT A3 9 T |
et saar FwenEeas  Lift | qees (Standard):

are :\ml@ ' ad o EadAd (T AT gAAIE T=TSUH |

O oI oAd, EATEd draerr | © T A A FHSIEATE B B
THEEE  WEAET  derEny, | RS |
ATASANE TIA T FHARIB! HH
T faramr fdreror T | o fgar w=1 f@er Telephone Operator

= Fire EXit &1 amar @rs | TS e TRTHT |

Fire extinguisher

o NN AU THHETATS hiA TRUH

o FHEHT A= fa9mTHT  Eleddl  Far
gfagr fag @A 9uR FAgar  fEta=
fqarmaT ®H T FHERESATS @

LiEgeal

o Fire extinguster &% gwT awM fAarg=
JIUT XTI

o UEAT H¥AT FHaAWEwdAre Lift @@
AR TATFATE T 9 (e fagueT |
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AR, A, WETHAT EaAH] THEET
qEATHl  HISLAM, ATESTE A T

FHATIHRT HBTH T (AR FFRTT0 TRTen

AR, IR T Iries (Tools, Equipment and Materials):

e Bucket, Mug, Fire Extingusher, First aid.

e/ aeares(Safety/Precautions):
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e Fire alarm.
e Fire safety training
e Fire Extingusher




i foramor(Task Analysis)

Jgita® ;0.4 HuaT
TN © 3.4 =Uar
FA THT : ¥.0 UG

&t (Task):e #«, #&, wraw evsfas (Mail, Message, Parcel, Handling)

q0

@1 wer | Guest & room key fee
ATI T FIRRTR & |

Guest =1 @it parcel smgat parcel fa=
% G il

Parcel fem a1 e wuear =afad @rs
former @ifauer w&@ a1 AEIw
details s=r=s+ |

Guest greamr g7 s @ form swrg
parcel fa= T Rfera |1 e |

gleeHT guest smudfs Afateea parcel
fa

Form and format a1 &= feuer, =g
fav, ST G ATSE T arSH "IRSd
IS TR &, TAHT Gy Hiq, g0,
A TR B A G AT gy faeqd
SR e |

Mail, Message, Parcel @rg gwafeaa
SSHT WA AT e T 9IAT alaedl
Auafg qfatged agatars Handover
T |

aeve (Standard):

Mail, Message, Parcel
BISA ATIH AThdlls A
HTAR TR FoobR ITRTRT
|

Guest =1 @tfr & Mail,
Message or Parcel sgat
Previous Shift =T
ST faguaT |

Guest room #1 & w9
mail ar message room
a1 deliver ivwer |
Guest room T S 97
mail ar message
pigeon hole &1 room
keys i aif@war | Guest
& room key faq smsar
AiFRTR faua |

Guest =1 @i parcel
amoar parcel v & g
ElEaEiea)

Parcel Guest wwuer
GUSHT & a1 G ATUHl

yifatae® RRareaTTd SENeE | qErdd Ja® Je
Fd = (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
1 Guest =# =t &4 mail, message or | fezu#r (Given): e Foreign
parcel —wuar  Previous  Shiftsw | e  wriwre : Reception Language
ST 67T | . __| e Pigeon hole e Pigeon hole
2 Guest Room =1 wu "9uawr Call = .
T TS | o Parcel et s
3 Guest room @ m w3 mail =ar|e Telephone
message room #r deliver w4 =t
AEALTHAT ATAR HTSE | #d (Task):
v Guest room = 3% =¥ mail ar|Mail, Message, Parcel,
message pigeon hole =t room keys | Handling
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afe arg formar wiferaer
aer ar aravad details
TR |

e Parcel st guest @1 =
TR BT, |1 guest greer T
g 9= parcel fa7 ar @A
HTUep! Aty @rs guest T
HATTH |

o Mail, Message, Parcel
CSISURSISE G?»ilr:\'thI EAEd
TET AR AGTEHT |

e urgATaTe Mail, Message,
Parcel sz afats
fegTern |

e Final sr Computer
system T computer #t
Entry wfvwer |

AR, ST T gqrades (Tools, Equipment and Materials):

Message slip, computer, stationary items, parcel receiving form.

e/ aares(Safety/Precautions):
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Mail, Message, Parcel swowm 7 swafraa safharg faqus |

SR Qi faal g7 e, ferdiept sraeamen fav srora famars gar =rer s'Mus |
g 9 ATST dRe® AT 9l g9 o |

A= A1 AHTEE AT ATHAT SISHT AMGUHT I |

HEHSTAAT ol AT TS |

[ETHTHT ORT YTER e

TRITT AR ATs FARHAT AT |




F (Task): s. e v+ eveiay (Guest Complain Handling) w1

i foramor(Task Analysis)

Jgifa® ;0.4 Huar
RIERIC I B L
& TUT : 3.0 T

q0

11

R

13

feamuesr guest @rs fagare s afT
BT H{ |

freg 9, guest @ms I™RTER TS
g are e Guest gwd  AmEr
qars+ ¥ disturb e |

Guest & complaint sar guest

Guest Complain Handling =
|

aeve (Standard):
® TYTHT TIeEAl HUHI|
o ITHET qHAT FAUH! |

s fapeqes fad ¥ #fed el 99
TG FHT AATH |

Guest #r complaint Note down
T |

Complaint 5= Department =
related s = Departmentsr
fafaa complaint %1 copy wars

* &7 HETH THEN T8 aqeTg
A= T ITerd & AIATS |
Guest #1 THET IqHEEE TH &
wfvag Follow up 1+ |

Guest g IHHT FHRT FATITT T

TATHT e |
e JEEr  qEETH 9T TRAT

Superviser @rg gferEd T
THLT FHTE WU G9fg 9fd
Courtesy Call i |

® THAT TediAlg TR

o FufHT wUa |

o iafadrs Tewilee aATfe?
TETUHHT gaTe fEgue

e Complaint register wixuer |

e Guest & complaint st
AT ® G |

o R guest @z fweare
HANT AN FRT IR |

o Complaint 7 department
4w related s, o=
departmentsr fataa
complaint #r copy wsrue

e &M = T Follow up

wvuer | Feedback faguerr

yifatae® fRareeTIeT SEaEE T qiata® T
Fd TuEE (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
¢ Guest @ complain wwT ermgE | feguer (Given): e Complaint
g, fererar Interru_pt:nﬁrJ o HHTA register
: %Guestr %Jrlnplam @Ts ST e Reception ¢ Communication
. Never arque, @i wmr fr Guest | CRE Desk skill
FE T W EH w1 (Task):

AR, ST ¥ gqraaes (Tools, Equipment and Materials):

Telephone, complaint Register, Pen

e/ e (Safety/Precautions):
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o Tafaa W Guest # FT T TEH |
o =eT =T =mer guest @1 complaint @ e ferz Complaint @ gewrss #M THIEE |
o g THHh&! GUGHT A% [Tl AT THIRE |
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AgTieTes

: 9.0 Yudr

ATIENF © 3.4 =UaT
FF T ¥ Y "0

w14 fevamor (Task Analysis)

@ (Task):  dRefaw ahi (Secretarial Service) & |

yifatae fearearaer Sgvaee AT qIates
(Terminal Performance ElR|
1t srEe (Steps) Obijective) (RelatedTechn
ical
Knowledge)
9 gﬁz?«r SIEEIE] %ﬁw\aﬁrzﬁr ot giaar | fduanr (Given): e Computer
3 a@{% FrH T m&r;;‘r et Ay | e | Knowledge
A ——— e Information Desk e Business
3 fafaers @ Fepr T | e Business center center
¥ UIEATHl ATAARAEE & Bl Al
EWWWW|WWW & (Task):
T feem, wemEStT, W, fedt =T T | Secretarial Service f |
im??':ﬁr R, WS A mm #aere (Standard):
Fe, peim & A wmm w0
fagg Edars WA rare g fa T | '
L UEAT & WET AT STIHT A AEAgem | ©  AMIA AeH AT Afe @ 3
R AR T el == Guide ATEIAF FAFT [T |
=% P T | e g@w fax  guest @
¢ VIP, VVIP, CIP z==r$ Special &1 | photocopy,fax,computer
giaar feq ww wwEieg faamTears FATST HEANT TR |
foreqe SR fa o @l guest @rs meeting /
9 gEread forr guest EIFS interview fes amT
photocopy,fax,computer AT AT B AEYTF AT
FEANT T | JUAH TRTH |
s ®Er guest @t meeting / interview | e  Guest « meeting /
feTT ATHTATAT TSkl AP TXHT JAA interview ferar secretary =1
Tfefe | _ _ _ service AT fague |
? Guest & meeting / interview faar
secretary =1 service AR fa |
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AoR, ST ¥ aEiee (Tools, Equipment and Materials):
e Stationary, Map, Sight seeing book, Guide, Guide book.

e Telephone(STD/ISD), computer, photocopy machine, fax, International
newspaper and magazines

e/ araries(Safety/Precautions):

o HTHIA TTARTS |

FHEIT THT T |

Business center i ATsT aRes SEAT 9H &7 g4 |
Business center w1 AMATES AT ATHAT SISHT AMETRT IS, |
Computer =< T g% |

Business center AT IT IO &S |

R AHEHS ATs AASAT ATTHT AT, |
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i foyamor(Task Analysis)

EEAIT e

N QRO LAY

TR : 3.4 =T
FF THT ¥ .0 Ul

FF (Task): 90 9wz, a9 e wewe &mvs«w (T heft, lost & found, handling) |

yfataed fRaredaeT Sevdew | Sitad iare A
F =ReE (Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
q OO FIAT WA AR AW ET SS9 | fegwawr (Given): o Theft System
m@%;f%“f' , ATRH ATA AT | o gproiare | e lost & found
3 qEr @aar swmEr awq perishable ar | ® T e T * SCc;{Erpnuter
non perishable & zgraw | o Store | Fy ]
3 demar amEers H/K dept @ lost | e Telephone ° Formt an
and found section =1 control desk | e Lost and fund slip orma
AT AT gHST T HATST AR ATHRA!
Dept Head @rE aft sieprer faet | #rt (Task):
¥ ICH AT ECH WHEH AR @EA | Theft, loss and found
Foar Form i | handling ¥ |
Y el JTUhT, & TRl F&d TR, kA FHY,
fafer enfe geamie shrder aMfe? 9@ el ¥ | groevg (Standard):
AT IS G ST e | . (ﬁ — l)'
¢ gl qWETEHT TRl AT BThH
AT FEedd STl fae |
eﬁWWmW,W'aﬁq \qw'\ N
w7z E-Mail a1 Travel agency wr|® GUESL®I JHIT =T wwat
Contact & w7 @a¥ I | complaint smrar - guest
s Perishable amma®r gar ¥ =var &+ Wﬁ %ﬁﬁﬁ - R HW“ i
store 1 | Feree
| . e Guest & T AT JUHT
2 Non perishable @1 zar @=x w&i 9= o lai -
¢ Wiear ogar 9 a¥ G FAATTHT Ereadh complaint 5
AT Frere o ER = copy security
q0 Guest 71 @ =i complaint | - department T &wte
STTHT QUeSt FT T A favor | department i
feafaamr o investigation @1 @
9 Guest #H FwE =@rawwwr  fafed TETZHT |
complaint @ copy security | ® GUESGR &M EITE
department 7 =t department = |  complaint smeaT - guest
investigation #1 «ifit Tor3T | ST ERTCH] AR (T
I BXUHT  ATHEH G AHHRT WU ié'qas\ T ORITH 3IE T
TR FHT FIITHN
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13

9%

94

Housekeeping department = Lost
& Found section w1 phone wift @rem
Guest & ETH FEER fqEARU W
FTHR G

Lost & found section =1 & 9= guest
arg inform w9 T @wE guestars fRdr
fa

faaror ¥ @R "wE Lost & found
section  #T & W guest @rg inform
M |

afs Fa FET G F@= reception
F¥ReHT r g Houekeeping @t
Lost & found section#r a+rrefe |

EXTH] FTHTAH] G AR
#quatg  Housekeeping
department # Lost &
Found section #t phone
Y FfTeT |

Guest < gUTHT HTHATAH
[EEERIEEE LTI In
Lost & found section
My 99 guest @mE
inform wuar T |EE
guestars frar feguswr |
[qaRo W AqER AEHA
Lost & found section
7 @A A9 guest wmE
inform wfegar |

afs FAA FET AW TR
reception w1 s¥RTTAT AT
s Houekeeping @1
Lost & found section
AT ¥RTSICUH |

AR, ST T gqrades (Tools, Equipment and Materials):

Pen, Form and Format, Computer, Bag, Record File, Rack, Storage room.

e/ aares(Safety/Precautions):

® THTRIRAT |

o MY ATAS ATUHI |

o I=H 73 ATET dReE® TSHT IXH g9 8o |

o I AT ATHMES AT ATHAT SISHT AETHT & e |
e Computer o= =TI EATS |

o R IHT IR IS |

o FFHIA TAFTE ATs ATERH ATTH IS, |
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Hiege @ yea Bhareenre (Departure Activities)

AT : & T9T () + 9 "UT (3 = 9 HqugT

U

79 AT gRTendEEars yee BRatdardert areET qRIE RIERg | I9 HIgeHT I Bharharad T
FEItegd T T AIe® THEL TRTH B |

ELARE

® YT BRATHATT T |

FHEE

q feur=r gaweaaa F@r (Departure information share) |
X wRArE 39 WA (Airport drop arrangement) T

y feur=r & egre«rs (Departure Luggage handling) o |
¥ faa Feaw=e (Bill settlement) = 1

v freers ww (Feedback form) wwrs+

§

N

[

havad edee (Farewell Arrangement) <
e wifeaar #eea(Guest Folio Maintain) w1+ |
e fewdr #i=eq (Guest history maintain) = |
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Tgiedes : 9.0 "uaT
TEd | .0 =ua[

F THT 3.0 GO

w1 ferawor(Task Analysis)
#& (Task): q feur=rk Taw<dgs =% (Departure information share) |
yfate fRareaTaeT Sevdee I giare
#1d =RoEeE(Steps) (Terminal Performance (RelatedTechnical
Objective) Knowledge)
1 Departure list computer | figgar (Given): o Eradel Front
e et _ o FHIIA | office software
*  Departure list T, Reception/GRE Desk Operation
g?i:gegi:rgfﬁ(?omt e Computer  with Software | * Wg\\ e ! EE\W
2 POS # guest departure zv|  Package e Communication
gehl ® faa dfqeer g v | ®d (Task): skill
guest @1 Guest folio =r | Departure information share 7+ |
pOSt RT3 =T fa | wveve (Standard):
¥ Housekeeping z bell desk | ¢ Departure list computer =
@1 departure g7 guest @®r fepTferTent |
GERIRECH e Departure list @ department =
v Airport representative POS = share wifvwe |
@rAirport  drop WW#T | e POS & guest departure =%

guest = flight detail s/amw
transportation  faergTaTS
list fa=r 1

TSag%epl H faer At @ 99 guest

® Folior w1 post wrea g=Ar
g |

e Housekeeping = bell desk#r
departure z¥ guest = F=AT
gt |

e Airport  representative @
Airport drop #rmer guest @r
flight detail =@ transportation
frersarg list fauer |

AR, I9awr ¥ qrades (Tools, Equipment and Materials):

Computer, Telephone, Stationary, Item printer .
e/ aaaries(Safety/Precautions):
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g fgr ATET dRe® qEHT 99 g9 e |
REATHT AATAEE AT-ATHAT SISHT AMEUHT & T4, |

Computer = E=aTH T g1 958 |

e 91 g1 TR g, |
FTHITT GIIEHTE ATs FTRHT TS |




#r4 forewor(Task Analysis) gt : oY wuar
SATFETNE © 2.4 Ol
F GHT 0 3 "G

& (Task): R waRdd g7 Reawe (Airport drop arrangement) i |

qfate fRaTeEdTaeT SEvde® | qIEraq Jiarie s

#d =)oEE(Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
1 Departure list 2% Airport drop | it (Given): e Computer
|rreRr guest @ list T T | o FHUTA Software
2 Airport list @ wiqdrer =, flight | e Airport drop form o fafgey Flight
detail, departure time confirme= 1 | ¢ sy GlEEa]
3 Airport list airport representative | rf (Task): o TRUEH MuH
@t airport w1 guest =g =@ drop | Airport drop arrangement
TeepT et fam o T

¥ Airport representative =€ #7 guest | grmve (Standard):
F AN FT WL WSS AR MEH | Departure list 2w
e A3 |

N

Airport drop AT
guest =7 list Tar i |
e Airport list =1 afaefreer
T, flight  detail,
departure time confirm

T |
e Airport list airport
representative Kl

airport @1 guest @
THgAT drop e AR
fewerr |

e Airport representative
ATE T guest T AT &
e fHeTue |

R, ITHRw X gdee (Tools, Equipment and Materials):
wrer ,Guide, car, van, Departure list, Computer

e/ e (Safety/Precautions):
- Airport drop # @i TaRT & SIS ITHT T ATSIATHT TT AR FAHbAT ATATI |
- TEETHT GTAFRTE U A9qURT Fdebdl dTATIT |
- Airport drop ® 91 T afvre TR W = S I |
- AR WEES A5 AABRAT AT |
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i (Task): 3 fear=k @i =xweeiy (Departure luggage handling) w |

w1 fegamor(Task Analysis)

Jgifa® ; q °guar
eI © 3 gual
F qHT © ¥ "ol

wreve (Standard):

e Guest =1 room =me Guest
#  luggage lobby =1
Bellboy =g sfrar awmua |
o Guest & e faer fasr
Tpqfes, T HTSTH Ar=r fmar
wieasats Bellboy =g
luggage e T ACET
|

qrate RaTEdTIe! STvde® | qEArEd Tiaide e
(Terminal Performance (Related
F e (Steps) Objective) Technical
Knowledge)
¢ Guest & room are Guest #1 luggage | isggar (Given): e Luggage
lobby =1 Bellboy @rE i@ /e 1 | o &1t T« handling
2 Luggage Errand card s @S | o AR e Errand card
3 Guest @ geawr fad fall %98 ¥ | e wrey e Luggage
HISTHI el Rl TR, Bellboy o ST tro||ey
@z luggage TTEMT T S | PR
Fd (Task):
Departure luggage
handling = |

AR, ST T gqradee (Tools, Equipment and Materials):

e/ aeares(Safety/Precautions):
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Lobby #r |1 HeR e |

Lobby #r guest @1 luggage fAeimez T ®arfay e |
4 9w luggage @ foar gew |

Trolley @rg overload 79 g5+ |

Trolley =g =r=rgaT S{igare w=eq gad, gade ad ails Heequs |

Trolley SaT 9T =rar Sew 8a |

RSN




i foramor(Task Analysis)

@ (Task): ¥ fa=t Jewrdwe (Bill settlement) 71 |

Jgrit=as : q =T
TR © 3 guar
FF THT ¥ gl

Aee (Standard):
e Departure zx

guest

charge wifrwen
e Hotel
guest

~

departure

folder
guest =1 Dbill print wfegar |
o Guest ars fae fague |
o T fafvasuly fae feguer |

&l
room ot sl el AT
BUHl AT Quest & FrT
el housekeeping  zr™
= fewar front cashier =
guest @ @rgam W e

# fafr=r POS ame

~

RN
diavawr faees guest 1 main
AT post  wEEEdlE

yifafue fRaTRATIET JeXTEE I giare
# =RuEE(Steps) (Terminal Performance (RelatedTechnical
Objective) Knowledge)

q Departure g+ guest #r room ae | fggwar (Given): e Computer
el EF% AT BUTHT AT o  FIEIA Software
guestk Ff_r GIEXIG] ﬂﬁ@ﬁﬁw o TR e Communication
ousekeeping awT H=AT e Bill pad Skill
Z;?n;q;iihiﬁr o guﬁest KIERGICRE e Pen P e Mode of

charge 3+ | SR ayment (credit

2 Hotel @1 fafe=r POS =me guest : — ?dgbit (card
departure gz Alqvwr fades SR cash, traveller
guest & main folder =r post v cheque)

g quest 71 bill print i | | To-Task): .

. GUest urt P B Bill settlement ¥ | e POS

¥ T fafvaeats e fom

AR, I9awr ¥ qrades (Tools, Equipment and Materials):

cfamm, famex, ®TeRaer, Computer, Bill pad, pen, Stationary
e/ aeares(Safety/Precautions):
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- R fa ATE dReT qEHT Tl gHged |
- RETHT AHEES AT-ATHRAT SSHT ARETHT AT |

- Computer == a1 E9eE |
- =T AT g R g |

- ThITT IRERTS ATg FFEHAT AT |

- Calculator ==t s@®amr g99¢s |
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i foramor(Task Analysis)
& (Task): ¥ fes=ars w+# (Feedback form) swe 1

Jgias ;0.4 HuaT
el : 3 °Tuar
F THT © .Y TG

qiates RaTHdTIedT Sevde®
#d sRuEE(Steps) (Terminal Performance

Objective)

Tt wifafrs {
(RelatedTechnical

Knowledge)

¢ Guest & & fair @@ufg  hotel | ffu=r (Given):
feedback form guest @rs fam T 9@ | @  FrITa |
e request T | e Reception/GRE Desk
2 Guest & TgHE FHEE TS 4 | o Surd
aeaswr feedback form manager @S _
Fwisd | Complain card/comment T (Task):
card 9+ |

Feedback form s=rs+ |
Complain card/comment
card.

aqeve (Standard):

e Guest o @ far THdls
hotel feedback form
guest «rs fausr ¥ wH
@it Request wfwer |

e Feedback form sfewar

o wruwr feedback form
manager @ S¥RTTH! |

e Feedback form

e Communication
skill

F9R, STV ¥ rlies (Tools, Equipment and Materials):
Feedback form, complain card/comment card, pen.

e/ e (Safety/Precautions):
- e fae TS anes JEAT W &7 ged |

- RIS AR AT -ATRAT SISHT A@UH gIES |
- RAEAT T IR G, |

- FARHIT TARTS dATs FFERAT TS |
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i foramor(Task Analysis)

: dgifeae : 0.4 Huar
& (Task): & waas e (Farewell Arrangement) | o 3 v
%l THY 34 "l
Tt RRATETTH SeTde® Tty wfafe |
(Terminal Performance Objective) AT
Fr srwEs(Steps) (Related
Technical
Knowledge)
19 Departure 71 guest = |fagw (Given): e Communic
BIEAHT TP geE fad | | o preae | ation skill
R Trgkl:gg Trs:[_ﬁ; agdatg“e:;[r e Reception/GRE Desk e Booking
g :
booking e m @ 3| Compute_r with Software Package
JreT | e Reservation form
3 = 99 booking wfafes wht | @ (Task):
TTe | Farewell Arrangement = |
¥ eqi segment e amue | wraevs (Standard):
guest =1 second Vvisit = @ | ¢ Departure g1 guest ATE AT FTHBMT
booking wifafes wfv e | qrIETE U |
X e e gedrT T 9wy 6 | e Trekking W wiEw guest «rg, wew
At e | arsw date =1 booking @ @ st 3
t u=aw Goodbye, Have a| w@ifyusr |

nice day, Have a safe
flight wif7 femmg 9

e o7 9 booking wfafes wfw wifrge |

e wuld segment =me amUH  guest
#rsecond visit & w= booking wfafes
At FifrTet |

o TUM Hie TEANT I Takg [ AT HIfaTep!

|

g=aaGoodbye/ Have a nice day/

Have a safe flight w7 feares e |

AR, I9awr ¥ qrades (Tools, Equipment and Materials):

Computer, Reservation form, Pen
e/ e (Safety/Precautions):
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- e P ATE anes JEAT 9 g9 ged |
- RAST AT AHEET AT -ATHRAT SISHT AEURT T |

- =T AT I R gus |

- AP TIETS AT FTIRAT T3 |



i foramor(Task Analysis)

& (Task): ' e wifer =27 (Guest folio maintain) 4 |

Jgitea® : q =T
e © 3 °uar
FA THT ¥ AT

smTee sr&: Corporate, regular, long
stay, groups, FIT’S etc Filling 7=

Computer =t check out wEase
guest @ room @@ checked

out/dirty «fT e |

Taeve (Standard):

e Check out wicader
guest #1 &= hard copy
documents (
registration card,
restaurant bills,

laundry bills etc) &=
guest check out folder
1 AT |

e Business segment &
folio gersgd awrs |

e Computer s1 check out
TEgHHr guest ®1 room

ars  checked out/dirty
a7 TfEueT |

yifatae® RRareaTTd SENeE | qErdd Ja® Je
#d =)oEE(Steps) (Terminal Performance | (RelatedTechnical
Objective) Knowledge)
q9 Check out wiwa@ar guest # @ | fgguar (Given): Guest folio
hard copy documents (registration | e &rf Tae maintainance
card, restaurant bills, laundry bills | ¢ Folders e Filing
etc) #= guest check out folder =t | o Computer e Guest Folio
rr@‘r] _ . | @ (Task): Computer
?  Business segment =& folio gz | Gest folio maintain ¥ | update

AR, ST T gqradee (Tools, Equipment and Materials):

Computer, Files, Bucket/ folders
e/ aaries(Safety/Precautions):
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T AT IHRT IR IS |

fedrer o T3 AEs IEHT 9T &9 g4 |
R AT e A7 (ATHFAT SSHT AMGUHT AT, |

THITT GTIHTE ATe FATERHT TS |




i foramor(Task Analysis)
& (Task): & e ey #=e7 (Guest history maintain) |

Igiias
TR © 3 guar
F GHT © 3Y 0T

D0 Yudl

e |

Group z==r 3¢ history folder ars=
|

Corporate / regular guest®r zd
history folder ars |

Regular guest®r likes/ dislikes &=
mention I |

Regular guest =  birthdays/
anniversarie sg= mention = |

Long stay /VIP guest =#1 ufv g
history folder aars |

History folder &t %= uft room serar
Public area =1 &&r weA®es wea faar
= mention T

g guest #r smuar feq, wfedr T @
mention T |

g% Quest @1 passport /visa®r
details mention v |

Reception/GRE Desk
Computer with Software
Package

#i (Task):

Guest history maintain 7+ |
Ameve (Standard):

Computer #check out
Tggear guest #1 files g
history folder w1 wifguar |
Group ®& # @& history
folder smrguat |

Corporate  /  regular
guest®r g history folder
TATSTH |

Regular guest @r likes/
dislikes & mention wifuar |

Regular guest Eal
birthdays/ anniversary &=
mention TRTF |

Long stay /VIP guest®r
o  gd  history folder
TATSUH |

History folder =1 #7 dqfw
room w=ar Public area =r
He  "aAEs  "dl A
wmention TRweT |

g% Quest &1 U fae,
wfeqT ¥ A mention TR |
g% guest %1 passport 2
visa #r details mention

TR

yifatae® fRarreTIeT SEaEE AT qiatas
#d sRuEE(Steps) (Terminal Performance (RelatedTechnical
Objective) Knowledge)
1 Computer a1 check out wEg@a | fegwar (Given): e Computer
guest®r files =g history folder #1 | e  ardwere | Software

e History update

AR, ST ¥ gqrades (Tools, Equipment and Materials):

Computer, Guest History card, Stationary.
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e/ qreaes(Safety/Precautions):
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frdrea o ATET dRe® SEAT 9 g9 8o |

R a1 AEEET AT (ATRAT STSHT AMEUHT EAIE |
Rres &1 IRt IR g |

TR AXHEG A5 AAGRAT AT |

Computer =re aarHT g% |




Infrastructures and Facilities

gfereroreer Tem :Front Office Assistant
¥l 930 H=ET  (HeuH)
FHEH ATHR R0

%.9. A/ fata g (FfTaT) QEATE (TTAT )
q. gieTeTor T eHT AT Foeligd TATITRT FTHII qAT AR T
g faem YA ATATEEH] JTAedl
AT
2. FHET BB T T | o TIAT HETHIST (R0 I Ul
qAT ol graar
(HT=R)
3 TANTIAT T I | o &ATHA +ITAT 0 a3 HI. o HEIHT cO T WILH
qAT el qlaem o TANICHE AWATY TTET ATeh [T, ATHIES S E ot
(RT=R) o Il UTET

® TUTST YTl ¥ BTl Gord HIST

¥ AT EF T Jd TRIETATATS Uh-Udk de GRET ATHNT | o AR [HA=A07 T HiFT

T qe e < T (FFIHT TI2T)
o JTafH® IUAR b aTHy
o WETHT ¥ SAHREE
9. gRTeTRE S o R T yRTeT
o AT T TE 3 IV Teh! a1 T8 R A0 | FSTAHT T8 I Teehr T

TRT HRIAT 3 TURT FT AT AUH TIH | HTHB ATAT TR
qiTETRH AT TUH |

<. gfererdies o T qS@ITH! AT HUHT ATeR o TR Trgoed
e I 9% AW
o, AT qer T RTET G ATAR
JTHUEE
c. FTAEIAHT o FTEA(qeh HIUGTTAHT &TAAT/ATqh! YEH T4 | @ BRALTH] HHIAT Jcdh
EIECIEAREED T gH HISTART AwTHI
T TR el
. HATEH o T ATSTATHN AT FeATIHA AT
o ASTHAT ATARBI HATIHA JUITeAl
q0. | TART &4 FeAT TRUHT FHATATAR
IR
= qr:

9 Hotel Management Principles and Practices; Gopal Singh Oli and B.B Chhetri, Buddha
Publication, Kathmandu.

3 Hotel Front Office Operations and Management (2" Ed), Tiwari, Jatashankar. (2009), Oxford

University Press, India.

Front Office Management and Operations, Andrews, Sudhir. (2007). Tata Mac. India

¥ Hotel Management “Surya Kiran Shrestha and Anand Ghimire”.

iy
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SR qun AR (Tools and Equipment)

FTIIMATHT =ME ATTITF AR TIT ITHIMES (0 AT GRremeftesar «in)

oA fera=or i
.| Chairs 20
. | Tables 10
» | White Board 1
+ | Makers 5
= | Dusters 2
« | Computer Screen 1
7| Computer Hardware 1
s. | Note Pad 20
5| Pen/Pencil 20
» | Multipurpose Printer 1
« | Projecter with sound system 1
= | White screen 1
» | Luggage trolley 1
% | Thali 1
| Forms and formats AAFALAT AR
< | Ammeinities ATFIARTAT ATAR
7| Telephone 1
.| Safe deposit cocker 1
» | Key card Holder ATIIHAT AR
= | Key coding machine 1

21.

File cabinet

22.

File cabinet Khada

23.

First and box
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ATAYTF WY * fafae arries

FH | o R
- | R S
> | IR = R 9
¢ | B UA q &
5 qrea 9 3 o
o | e /S o 3 T
N 3 TS
o | el 3 T
» | TR Y g
o | wfew =T TR ATFIARAT AR
v | e TS ATFTAHAT AR
no | RTETHRIT IR EIEERERINCERIN
s | wrEa ATFIARAT AR
v | EATEE Are q or
< | qRATARE AT q &SI
A ATEHET q@q SgTieash [T GRIEAHT FHAT JUAe gaaa Jaed ] Yorda, fthad=nd are,
e & JARTHT TS Fih, |
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