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PRINEEE RG]
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TITRTa afe=ra 90 q0
TINT e FRETT ¥ 1R 9%
HISR, FTHT T FTHAT 9 9 S
wrdae (Reservation) ¥ Y £
ANTHA g BRatear (Pre-arrival
Activities) El 1% 9
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.. ¥ 94 <
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IEESNIRIEUER
AIIw 1 T 9=

AT : 90 T ()

e ferazer
T HISIAAT v ATRE foaem T @ faardT arafead e F1ed aR=g RS A\es qHraeT
TR T |
I
o Trd AMRY AR AFIRUT 1 I |
FAET
q BlEAd! gy, giqerd, feurddwess
3 Wee AfREew! 9=, HTd T QETES
&= (Reception)
a1 S (Bell Desk)

afa® sraey (Telephone Operator)
Fifaar (Cashier)
TSHET (Reservation)
fastrer F=2x (Business Center)
TEhHET S, dEfEgs (Concierge)
@1 grre (Key Holder)
Hed AThdd! Ted dZ=Ar (Organization Structure of Front Office)
AT Fawardl g=raq (Handling Emergency Situations)
BT AT HETUahl FrHH gy (Handling Lost and Found)
e AR FET TeREeies  (Front Office Terminologies)
cfa®A e 9 fatg (Telephone Etiquette)
gl ¥ 9K ¥ &% (Hotel Room Types and Tariff)
¢ @M1 grsr (Meal Plan)
qo IR faurfra g==a (Inter Department Coordination)
qq ==kl = (Source of Communication)
93 ARl A1egH (Mode of Communication)
93 SR A1eTH (Mode of Payment)
Q¥ Tvd ATHFAT gAIH ATeh T qures (Attributes of Front Office Personnel)
U HH/HIHEITE T A g% (Forms / Format and Log Book)
o TurieTd feaerea fed (Reservation Request Slip)
fedifsreT ®F (Requisition Form)
et wH (Registration Form)
g% (Logbook)
u=rvg #e (Errand Card)
4 fea (Message Slip)
¥ feditste wH (Safe Deposit Form)
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o IFH-AT & ersex (Wake-up Call Register)

e @ FH Fs (Guest Comment Card)

e IS &4 (Luggage Tag)

o UHUHE IRTeHd q4T feur= faea /fedie (Expected Arrival and Departure List/ Report)
T = ®iH (Key Inventory Form

frewera ¥ g9 wrEme (Pickup and Drop Format)

HIRA TR TR i< (Foreign Exchange Encashment Receipt)

ufFfest ®RETe (Amenities Format)

IATEeE @re (Transportation Loghook)

9% e FH=E e (Guest Comment Logbook)




HIggA R YN @A T QRE

THT : ¥ "I (@) + 9% " (| = 9% "I

U

T HIGIAHT TR H & gAda FHIad geaATene Ed T, TIHE ITIR TH, U]

TRET T, AT / A TAT ITFIVEE YART T TRARTEET Gratedd A T ATdge GATALT TRTH B |
o HIEHI IUMIEE ATATI |

FATE:

ﬂ.mgwwﬁrmmﬁ|
3. WERY TIHE ITAR T |

3. AR IUFRVRFIT BT FRAR=e I |
¥, FATIAR] FREAT A= T |

Y. ATNTARIETE g &fd =IATeor T |

% HRE FFERAT gEAES AAgT T |

©. qSY e FHEAT IATHII T |




Fd fagemor (Task Analysis)

Jgitas ;0.4 HuaT
TEETF © 9.9 °uaT

M (Task) q : ST JRET FHFET ITHIT FET T | FA FHT 1 R.0 O

P TEE (Steps) yfates fRareaTaeT Sevdee I Tiaie J

q.  weTeror yEor T | fedu (Given): R AT T
R HAMET T AR, ITBIV  FhaAd | T I FRIHE ITEI
T | (Personal Protective o FfFIT TETH
3 ARHIT TRARTS BT W@\rwl Equipments -PPE) WO(PPE) B3l
:. Ifczrm\al sh\ogs\avr;\:ﬂ:ﬁm Eoltel o (Task afe=TT T gAAT |
. BI&AS Tk (Task): S
Uniform) &Tuz & 1 | e T T T
© @ @wer  (Loose) AT B | quipr | * T T A e |
Hequenl (Tight) dfexd T8+ Tr ® FIIE 3 ST
FH T | AT9EvE (Standard): e |
o, IYHIN FEHT T | R S —— o IHUTEEH AU |
5. AHAEE AUSRI I | AT AT o  FUHTIETFET AraeE
%, FAFGHTEAH AfHerE T | Ty fof |
e IR&T (Safety) #T ITRUEE
TANT T BT TH |
o IRAT qUT HALTIH IJUTTEE
HIATSUH |

Bﬁ?ﬂ?, IIFR T FIAES : Formal shoes, Hotel uniform, Personal Protective Eqipment (PPE)-Safety
Gloves, Mask.

QT /QrEagHIEe:

o TSI, ATHI ATEAT, HIEAUH! HIHAS, AT, ATHT FITARI ATLAT TAT |

® &l WU FUTA Fldl TUH AT T Hal (Ladies) 9T FITA 5T TR AGEATHT B |
o HFAYAHAT ATAR HEGHT HIEF T BTTHT T A3 |

q0



& fagawor(Task Analysis)

w1 (Task) R : FmEr grafas SR T |

aglﬁilaﬁ : 9.0 Yudr
TFEF ; .U guar
F THT © 3Y O

FH TWEE

yrtatae fearearaeT
EREES

I Tifataes

TRTETTT TR A |

. TEd g9 AR q9r JURT Feberd
T |

. ATHITA GRS HEAH TE |

. gratA® ITEr ared (First Aid Box)
TARTHT T3 |

. THT FTeUdHh®! TaHE ITAR T4 |
AT |13 TAT HIEH! TIHE ITAR
T |

. AT A3 q4T FIdhl HASH Tl T
|

. g wW#ER (Fracture) @& grafdaes
JIAR T |

. ThHmEdl  (Bleeding) @ wrAtHe®
JIAR T |

0. T ARTRIATS FTITHEF ITAR T |
9. BT AT JLATH TRIS |

9. FHTT FHTEAR ANTG TET |

fgu@r (Given):

qratHeE U= arehd (First
Aid Box), 9Tafie ITER
R

FA _(Task):

JIIRI YIATHE II=R T |

HIevs (Standard):
o F TRUEE FHHEb TTAT
JETad R |

o YR JrafHe IUAR
T |

o IIE JUT AALTAIHT
JUTIEE TYATSUEHT |

IR WAtHE ST

o YT JU=TH!
qiv=y |

o YTITHE IUARHI HEA |

o UIIMHF TJUAR dTHT
(First Aid Box) T &«
T Aot 7
JrEATES |

o UTgfH® IUUR T fafer

EIEErCY

TS TAT HIdehl

W (Fracture)

WA FIhT

FHIE AThT

FAH AT JeaATH

® IR T HEALTHIES |

® FHT FUETH! ATerg

ey faf |

O O O O O0O0

AR, STV ¥ THNES:

o R FR&m Ik (Personal Protective Equipment)
o uTafH® IT=R arkd (First Aid Box)
o UTgH®E IT=ER T (First Aid Manual)

JReT/arages (Safety/Precautions):

o WA AAAR [afq= JTafHF ITAREE THT |

o UTYEs STATHATET TART A9 |
e First Aid Box TarTHT &1 fae |

11




Frd faramor(Task Analysis)

w4 (Task) 3 : SR Iyeor Fwarey r Ffafrera T |

Jgiteas ;0.4 HuaT
TEETF © 9.9 °uar
FF THT : 3.0 FUT

7 = (Steps) yifatue fRaTRATTe SeXdew | QI iatae qe
q. WRTETTT yEer T | feduat (Given): SR SIS T
3. =ATMEd o AR YT Goberd T | | fafqer gebeasr wee aftha F
3. FFTT EEETS FAH TE | HILITHT AR ITFUEEEH | @ AR ITHIIEEE]
¥, TORT R AR ST aEwTs | o A1 | R |
o ISR ITHIUEEH
e P gTast: AT |

FFYAR, IARIA, BRI, Yz, *H
TG TEE WAN AN @ AT B
iat=ra T |

JAEI FHT I |

V., IYHEI T JIHUES AISRI T |
5. & EEFHE A e |

SIS STRT TFI=T BT
it T |

aqeve (Standard):

e FHY IXUES HHE TTAT
TG TUHT |

o fEUFT AToIReE® ¥
JUAHIUEE AT FHE
g FRfeerd T |

o TR&T AT HTALTIH!
JUTIES ATATSUHT |

o IMHTIESHl HIGRT |
o I FHEEAH ATTE
T[T fald |

AR, ST T ATHAES

TRET/ qITUTES

fafaer geperT Wee AR ATREFHT AR ITHUEE S[ARIH, TR, T, Ioll, fvax, FFAax, I
FIeg HGT |

o Tchitd FReM 9w PPE (Personal Protective Equipment) sifHard TaRT 1+ |
o TNH FH HCUCHATE MNRATS SRS |

R




& fagawor(Task Analysis)

w1 (Task) ¥ : srieres qRam ke T |

Jgifa® ;0.4 wuar
TFEF © 9.4 =uay
&l TET : 3.0 UG

= (Steps) qfate fRaredTaedT Sevae® T qia® q
q. GRTETOT YEr A | fegwer (Given):
R WEAYTF Y AR, STHT  HeheAd | FRARIA, AR, ITE BETIR T
T | SIRIEREL
. AR WREETE B T | #rd (Task): o FIATITAHN HITETS |
. e AfRg  AfafeT YERET A PRI FREAT FANTA T | | @ roieerelan] A |
. N o IXET T AEATIEE |
E‘?‘vﬁ ;:oln Slippery) - =Tt #qeve (Standard): R S —
e s win wbH e | © T AT AR S o HX FHETGTAH ATTE

JYER, AHUEE  FAdd &l
e |

. HEATEA R G qE EATSE Hl
(Hazard Free) I+ |

©, JIHLIT FHRT T |

. JYEIT T ATHATES AUSRIT T |
. T GHTEHH ATTAE T |

I STUHT |

o FHTUTIR] & FA=ra
T |

o & TAT ATAITHIRT IUTIEE
ATATRURT |

o FHI THTEH Aerd MGUeRT
|

e fater

AR, STHI T THTES :

AT IR

TRET/ qIIUTES ¢

o T Y& I9HU PPE (Personal Protective Equipment) siHard 9aRT 1+ |

® FUTIAR] IAHTS AIH g |

o FHTHT HIWR, ITHT, GTHWES AT Gl RTeT |
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Frd faramor(Task Analysis)

w1 (Task) ¥: srriEre g7 &fd = ™ |

Jgifa® : 0.w Huar
TEETF © 9.9 °guar
FF THT : 3.0 °UT

7 = (Steps) EUELECREIC I RCARC TR DL I Tiaie J
. JTRTETOT B A | feguar (Given):
 ATAYTE AT AR T IUHT | BN AT FURUES T G T | AN g &
b T | T | eRlea
. THIT GIARTS AT TE | ° W I
R a— asm‘(Task):\ JIFIEEH] TE=T |
AT T | AeTiraTe g7 afd =T o WY THI
ucll SUEEERT TANT |

. TR AHRT IJTHES FATA
T |

. Heataew gedereiier qardEsdre
HATIEUE FHITH eqafedd I |

O, IUEHI FHT T |

5. SR T BT WOSRT T |

. BT GEEAER ATHE e |

Aeve (Standard):

® FHITRUET FHiHE TTHAT THTEA
T |

o IANTANIIENE g4 GaRTare o=d
AR T |

o  IRAT qUT HTALTIH IUTTEE
AIATSUHT |

o HT RS AfHer@ TRgTHT |

o T YHI ITFIES
FATAT T A |

o & T WA |

o ISR T JUHIEEHI
JUGRT |

o F FHEAH ATTIG
e fafa |

AR, ITHL T qHNES:
o TR R JUHUES |

o TR W FATAT I FATAAA |

TRET/ qAUTES:

o fcha e g9 PPE (Personal Protective Equipment) sfaamd garT a4 |
o Tl URTdEEATE AT EHaTe USRI T |

9%




Frd faramor(Task Analysis)

w1 (Task) & : qRem Tt oA FeaT T |

Jgiha® ;0.4 Huar
TIETNF © 2.0 Tua[
FF AT .Y Tl

= (Steps) qiatae FaATEATId SeNeE | Rad qiatae w1

. STRTETOT TR I | fsua (Given): W FFALAEE

. ATAITH T AR T JIH R JEIeAT Teba 3 o TRET THEI=T Febceh
e T | TAATEE | e |

. AR TRERTS FEAH TE | o & FFH AATEHH
?WW‘@’W,W M Jegg |

FHTITIAD] MG TIATTAT & |

. AT G Eaee FRATIAHT
e 3@ T AE |

. qIET GERT GRS Ghed
TR 3TETAT T |

. YT FET GAAES FETSrET
FARA T T T |

. ATATITEE USRI T |

. BT FETEAER AT e |

WEHT THAGAAEE AATA T
|

Aeve (Standard):

o FHU RUET HiH® TIA
TEITEH TUH |

o & FFI A
HATA THT |

o & JUT AALTAIHT
SUEe AYATSURT |

o HT FIEA ATHE ARGTRT
|

o JIET T HEALTIES |
o T FFEHH AT
e fafy |

AR, ITHI T B
o IR TFEII Heb |
o T ¥ FAATEE |

TRET/ A8,

o =iha grem g9t PPE (Personal Protective Equipment) sifHard 9aRT 1+ |
o & THEAGAAT T Hebclgweh! UL a7 TR T Hed THeeHT e T & fad |

AL




& fagawor(Task Analysis)

wd (Task) © : T8 gan TeeAT o T |

Jgifva® 0.4 Huar
TR : 9.4 TuaT
F THT © .0 FU

Fd TS (Steps) T ™
q. WRTET JET T | fegwet (Given): e T oA
2. AAYAF Y AR T IUBLO] Heberd T | SATRIA AT FUBI Ryl

| (Personal Protective ® TS A FHSART |
3. TR GRERTE FTA T | Equipment) ¥ STt o T HIH T
e S SE———— Ezj;?m(FlrstAld SYTERT T IUTTES
Y. aafeerd FRem 39 (Personal !

Protective Equipment) 931T 7T | w0t (Task): ¢ %1_{&“ ? WW !
%, YT TATTHT X FA TG AGEAF IS | we? gaq quadr SR | 0 e et

T T | o = Fiverg e f4ig |
o, gratH® ITER A (First Aid Box) @1

EEITIA T |

5. ASTRESH MafAd qHd TR T |

°

HISTR / SUREEATE M= FET SIS
TER FAR=ET T |

90. IYHIIT JHT T |
99. JIHIUT T FMHTEIES HISRI 9 |
9R. BT FHTEAH! ATerg e |

aeve (Standard):

® FHITRUEE Hideh TTAT
FETEA qTHT |

o S T T
TR AR |

o  TRAT AT HTAUTAIHT
JUTTEE ATATSUEHT |

o &I YHEH ATAAG

RGUEHT |

AR, STV ¥ qTHAES ¢

o TR FR& ST (Personal Protective Equipment)

e UTATH® IR athd (First Aid Box)

TRET/qEAETES ¢

® AT TITHHT &< HIH &7 Jraeml A3 |

o YTYTHe JU=RHAT fafadr e+ fa |

9%




A 3 MR, ST ¥ R qfeema qar =&

THT : q 99T (@) + 9 HUG (AT) = © "

U
T AISTAHT TRIETSEEATS BTEeTAT TANT TR AT, TR T GTHUT  aeAT TRTET RIS |

S

T HISTAHT alaeAsl AT Afe== T JANT FFedl A9 T A[Ies FHTEeT TRUH S |
I

q  SISR, JUAHOT T WA qIE=T T AT T |
X v AR FFISY DTS Ud 0eady A I |

FhEE
q.3TSIR, JTHLI T T afg=m T FAET T |
e AR FHFYEY ATkl UF qHady F=Aa I |

q0




. eIt Tifataes THA TUETHT
% ¥ FIET HivTH HE WA AF Il e S Tg lsmm
9 fafret deme, | s (Regwen) o fafiT=T gereerT 9 | R 3
ITHI T I ITHT T ATHAES | AR, FTH 3
ATt BIEDIEE)
qfe=me T 1 | fafde @) e
faferet SR, Ueaheol T WA | o mne s S
&I afe= T | E——
TR (i ;) "
o i\ oI, ITepeor T
TR |
o fafr=r iR, U= T ATHI
afe=IT T |
R fafirer oo, | e (feETe) o fafiT=T gorerT 9 | R 3
JIHI T R T JTHIVES AR, U ¥
TTHYT T BIEDIEEa)
faferet ofSfz, JUaheol T AHA | o o
T AT T JARTUEED TANT
R (I TH): T
o N
o UTRES/ IUHIUEEH! ig=Td STERESE
T | TR T Fafa
o UWRET T JUFIES TANT
T |
AT | ¥ %
T Ieeiiad YT FTHEHT AT ATIITF AR qAT STHUEEH Ieane T T T
s AR STHUEE
i Computer
3 Computer with Email Internet access
3 Multipurpose Printer
¥ Projecter with Sound System
Y White Screen
% Luggage Trolley
9 Amenities
s Telephone /Fax / Scanner
] Key Card Holder
0 | Key Coding Machine

9z




fa= FR ITHIVET
19 File Cabinet
1 First Aid Box
12 Fire Extinguisher
9% Wheelchair
% Markers
1% Forms and formats
qu Dusters
95 Note Pad
9 Pen / Pencil
R0 White Board
X9 Safe deposit locker
AR, ITHIW T JENES :

o fhITd FR& Y9I PPE (Personal Protective Equipment)
o qTatH® IT=R aAtwA (First Aid Box)

&/ AATET -
® AT TITHHT &< HTH &7 ITadml ATATI |
o IS JURIU YART & ATl Bred EfTa™ TART T&7 BIRTATT AIATI |

o YTgTHe IU=HAT fafawr e fad |

R




Ay ¥: Wiea (Reservation)

THT : ¥ U (§) + W LT (AN = R T

U

T HIGIAHT TRTEATHEEATS TATETHT ATHT GRTEV TRTewg, | T AIGIAAT alceAdl *H by / Teq
TAT S HE SEET qHegd A1 ¥ Gde® AT TRUH B |

ELLRS

o T (kg , Yod T THH LAHET T |

FAEE:

Q. 2w (Telephone) aTe suert WoHE= (Reservation) fa |
. THA (E-mail) are amger Isa+ (Reservation) fee |

3. #qared (Online) aTe #UaT ToTHAA (Reservation) fere |

¥, ®reg (Fax) aTe AU <ordae (Reservation) e |

Y. gaae (Direct) [=fda wHa= (In person reservation) fere |
. H3 AFe@ F=rad (Room Inventory handling) I+ |

©, ISHEF AR RRA (Reservation request form) s+ |

5. YTEE BRY/ =R/ #EAT ¥ (Reservation forms /vouchers, company mail) ®Tsfas T
|

R0




Frd faramor(Task Analysis)

Jgifeas : 0.w Huar
AL @ ¥. % =uar
HA THT 4.0 T

& (Task) q : gfawr (Telephone) ste smuser wwrs@w (Reservation) faa

il EREES ™
1. gRmE g A ) fgwedr (Given): Telephone
R AT Tl FEAEE Feper T o frima reservation
3. B 61 ER el #es B (Hazard | Telephone JRS—
Free) T4 | S
¥, AR AXHES FAH e |
4 (Task):
Y. FHT FATARH ATHATET Aied fAhT Fd é—ﬁ;l_(-q.ﬁq-—)_a'emphone) e * e
ERERN ATTET TS ® [T ATARHI
. AR FA@T 3 AU AT 3BT | (reservation) fer | ATATT T T |
o, T ATH AT ITHA (Reservation) T o Good Morning
AT I T 10T draedd aAees - | Aevs (Standard): o Good
FAH ¥ Ale qF [ TTiET wH o T TUEE HiF Afternoon
(Reservation form) T S(EATAT e | FUHT GEAEH TUE | o Good E\_/enmg
. TSEHT IUR ANTHA TIT TEITT g (il o Good Night
S N o JHIH! ATXT ( e Reservation
%, TEET HiY 9 IAR ANTHA T Y=ATHH foreTe, Aeare a1 A=) gg—[;irm and Filing
fafq =R Frdr gaewr T | =8 gfiyares T | _
q0. TET FXTHTHIRT TRTTAT AT T ATARET ® ITH reservation
FISTEE JUGTS E7G AT FE THR T | ® Al g, AT, fawmT system operation
99. AT FHHT JeblX T TEhl ATAT T GATSUH | o greetehl product/
STAHNT fae | ) facilities
2. CHT FA JUAREE (G, =F, hige FE) ® RA F T | reaat room type ¥
W T T AL, 6T | Hichweg, A Frerel | rate
3. FTe @req #eF (Card Swipe Machine) o T qAT AT  Room availability
FATI ATCRTRT ATTRT [ T TLehl AFLAT ) . checking
A= T | T e e Telephone a2
9%, TLATE BT BT ATATGEH! (o ARG | @ FTd FEATEA ATTerE Reservation fer
qiepT A 9T SRR & | e fafer |
. TTATE I AT fqererl TRl T
qiepTer? T qriRia |
q%. I EIATEH! AT T Tl BTEE

1




FEATR e a1 FHIR T 91 |

Q. FFIS THAT ATAR TSAHATH AferE et
|

qs. S=THT HIET TR Reservation Request
R A |

2. Room reservation 4f3 telephone AT/
FHEfegd itk a1 dTédTs reservation
number fears confirmation f&= |

20, FY FHEEA ATHCE e |

SR, ITH T AATES::
Telephone, Pen or Pencile, Reservation Request Slip, Reservation Form, Software.

TR/ A,
o FFHIT AXHRISATS HABHT TS |
o  FUTIA FHT IR T |
e Reservation office AT YATT g Tl ITFIVET Tl AAITHT I |

Card Swipe Machine Telephone System

R




Fd fagemor (Task Analysis)

w1 (Task) R : g8« Wdaw (E-mail reservation) I |

Jgieas : 0.4 Huar
TEEINE © ¥4 Tuar
F qHT © %0 AT

P SRER EREES ™
q. ST T T | fguar (Given): Email reservation
R AAYTF T IAWES FebeArT T | o Frieae | URTET Ty | @ U=
%@ BT o A, 2 o e E-mail/ Internet ® HEd
(Hazard free) 71 | N .
¥, TR AEETS FEAT T | = ¢ E-mailate
C . . . Telephone Reservation ferer fafir
Y. THA HIhd 9 RSTHETH enquiry WTHET |
W W ﬁm ' < i & (Task):
% Guest ®f THA AThA H Rersa 19 e LT (E-mail
AT, festeraat @t =fed & details reservation) I |
I |
o, Guest & =T ATHRSPT HI&T =&kl date A1 | {qrqewe (Standard):
IJIeed TUHT rate confirm T E-mail e FHT TXUEE HiHF
ATRd F Rtd|=er confirmation Tarsias FAHT AT JUHT |
| o IHIH FF=AT (faem,
= Guest ™ =% TARE F1al =Nea date 71 | FATE AT ) B
Iqeled AWTHT E-mail AT inform T | 3“0"5'\'3" TRl |
<. oA fafa (Arrival date), yearet fafq | © AR 9%, AT, ferstreT
(Departure Date), el g, foret e I\' \' .
RRTAIET AT T = T | ® oA FEl FEAT T
- . N Fichr, T AT |
Q0. 9! TAITHT W ATARH THes JTae
g AT g A% & B, MR W R SLURRUIEG
S ¢ N . JUTIEE ATATTHT |
9. IS HIST ITAT T AT THIAT HhHIA .
N ) . o T FHEA ATTeE@
TBISH T AlG IUAed AATHT Ui Jeait@d T |
fafaar F9uesr 9fv S0 aTha STl o
|
Q3. TeTATE ¥ HUST FOT AR a1 Farh
fagaa |
3. 7Y RI=RET A AEERT 6 |
¥, AT FTHT S, FFE, I, B TG

JATT T |

Rz




AL

9%.

99
=
<
Q0

. Irsael fqe SRRl T TR (I, TG,
Higd FIS) WL IJead T |
TS BT BldeTel AUATSIEeh! (ot
ATRTAIHT AT AT a0 ST e |

. BTHTENT e TRMET TLATg agaTg (& |
. gfafafy faerer wrEfag T |

. IHTER faEeHH T dids T |

. HTT JETEH ATqg e |

AR, ITHT T qrHAAES:

AR, FAH a1 fqaThaH, WHaT  Kaade [Miad, Theady, FFex |

TRET/ IR,

o R ARARIGATS HASKHAT TS |

o T TR AT TE |

e Reservation office #T WIRT g7 T ITFRUET Ferl HALATHT EHI |
® JUHIUH] ARES Ahelgh TGl THT STHT e |

¥




Fd fagemor (Task Analysis)

Igifae : oy Huer
TR © 3.4 HUar
w4 (Task) 3 : swargs wrsew (Online reservation) o | T 0 e
Fd TWEE (Steps) %ﬁm‘w e I A
q. GRTETOr Y& AT | fedwar (Given): Online reservation
R ATAAF F S Fehel T | JR— o g
3. HEEIS G R e | (Hazard free) « Computerwith | e mze
’ I T | E-mail/ Internet | ¢ opline Reservation
Y. Wﬂ%gﬁﬁaﬁgﬁﬁmwm e
wﬂh<4r:|3|"1d':l SRR [9e TS TaATs Tor3+ L rd (Task):
% ATATETAT FISETH AR A EEART TF | greperres worarae (Online
AT AT | reservation) T |
ATATSAHT TS, T (G ITAH THTHT I Aeee (Standard):
HUH @3 |
5. TS FERTHIAH] OEl A9 AATAF F¥EE | © P TUEE HiAw
ST SN TR T T, T ATH T FE@, TIHT HHETRT [P |
AR 7 R P, AT AR q e | © T dFE (6w,
= ¥q|ﬂa T ARTE) &<l
2. UHHAL AAATSAaE @a¥ qqars fqeeaar qrer AT T |
o IR TAT ATALTHIHT
FTARP! b7 T | IR AIATTHT |
jo. Tegwas Afs AfdfH Afadres S&i: TRAE | S .
fepera T gUehT Aferem A1 o= =fEwAT TeTer T |
fad geea aa=g T ar s |
qq. TSTATS ¥ TUST T FEENT a1 TaTh [Ggaa |
Q3. T RTSIT=ARET AT ATHHRI & |
3. YT GETTF T ATAR TR qof
Request &% &4 T FET AAR Te2aATe
SR fa |
¥, g gwrang fad |
. giaterdT R wTEfdas T |
9%. Reservation Book ¥ qfg Online ar Email
AThd ref=aq =afch a1 9réiers confirmation
T |
qu, HTF JHEA ATHAE TET |

BE




STSIR, T ¥ AATE::
efa®E, 99 a1 Yi=r<r, Reservation Request Slip, ¥R, HFIEXR |

TET/ AALTES.
o FMHITT TARTSATS FERHAT TS |
o T THT AT e |
e Reservation office AT T &7 Tl IUHIEE T HALATHT EI |
o  JTEIUH qRES ThelTgeh AT, HT T e |

&



w1 fagawor (Task Analysis)

# (Task) ¥ : e Iwiee (Fax reservation) T |

Jgifeas ;0.4 Huar
TEETF © 9.9 °uar
FF THT 3.0 "UT

TR TRIRTS B e |

FY TEE qrfatae [RaTHATadT SeNUEE | qEtEq yiiatae e
q.  gRRTerer gEr e | fgw=r (Given): Fax reservation
R AELAF Fe FATAEE HobeAd T | RS- R
3. WA g% geEr el (Hazard free .
: | ( ) e Fax machine o wEe
Y.

check T+ |

%. Fax Machine |1 9u% fthe U 9T
check 7 |

9. Fax ag ATTHT Reservation @ Date
ATAR AR TS 19 |

5. Computer AT Room Reservation
Package I¥=fad Reservation sTTaT
Room #T Block T+ |

2. T geasl Reservation System
Computerized 87 9= Reservation
Logbook HT FFU F(E% L Ioeid
T |

qo. Reservation Block X ufg Fax ATRd
FrItead =ik a1 aréars confirmation
T |

9. HTI JETEH ATqAEG TET |

wITa Hel| (Fax Machine) =t Tereeh!

F (Task):
TR erHEd (Fax

reservation) T |

wveve (Standard):

® F TRUEE HiHE TIAT
JETEA ATH |

e Fax Machine aTe TTeRT
=T gweEr 7 confirm
MR |

o FHY THEA AMTeE TEH |

e Fax Reservation 7
fafar |

AR, STHT T AEHES:

Fax Machine, Reservation Sheet, Reservation Logbook, Computer

/A8,

o fhid IHRTSATS FARAT T3 |

o T THT T e |

e Reservation office &1 T g7 T ITHTET UL T FGLATHT e |

QL




Fd fagemor (Task Analysis)

Jgieds : 0.4 Huar
TR © 3.4 =Uar
bl HY © ¥.0 Hud(

i (Task) ¥ : weaar (Direct) / safewa 3ssi&= (In person reservation) fae

et fFATFas STaeE T et J
F TREE
q. RTET TR A | fegwr (Given): Direct/in person
R AEAYIF q AHTIEE A I | o FHUHT | reservation
3 e AR AT GO WOH T | o Reception/GRE Desk o FHH! TFR ¥ Meal
T . . #i (Task): Plan
¥, SANHITT qTAHTE FAF T ¥ FEH | gopar (Direct) /aafwrd T | o ey o
Uniform =g Smart 9Tz & (In person reservation) fee |
N . glaetel Hlid
Y. TadTs W qehlR T | wevs (Standard): * .
%. Sl ATEYTHAT Giear 14 | (Date, | o 1d =RUES FiqEd S99 o faf= BT e ¥

length of stay, number of pax,
number of rooms, mode of payment,
plan, types of room)

=TT Room Iueed & a1
availability =& T |

5. TH AU kg fad |
<. &H T9TAT Alternative suggest T+ |

q0.

19.

9.

3.

9%.

9.

1%

qe.

9z.

ASEHT ATALIRAT T g ATHT
Request deny 71+ |

THEI T JEE I |

grad®! Policy &7 aeHT STeprer fa |
Reservation Request Slip s+ |
RS AlbFhl AN TSHT TH
fere T Refge fam

Confirmation number / reservation
reference number s fa |

qfkw Information fa&awHAT Entry I+
|

af%g Information # 0¥ gHHaaTS
Date ¥ER ISy TR TE |

F FHTEA ATHAE e |

qETET ATHT |

o tadTe IHT IR Greeting
T |

o el FFUT FR(E% Aol Aehdieg,
Bradehl AT FHU SATAHRI
faar |

e ZicaaT Alternative Option &%
FATTHT |

e Reservation request slip sTaf
TEIOT SATAHTT AR |

e Information fase#®T Entry
T |

e gfF% Information &1 Jo¥
TgHears Date F AR
FTE(g TR IEH |

Ak THAT GiE=e T
ERirl

o YU feruHT B
AR |

o T qUAT AThITA
Todrae fae fafa |

R



AR, TR T A

Reservation request slip, Pen, Record file, Computer, Printer, Photocopy, Paper, Calculator
T/ qagHEe:

o AT TARISATs FERHAT ATI |

o FHUTIA TR TR IE |

e Reservation office AT TART g7 T ITHIUET T ATLATHT e |

o QUFIH ARET AT I |

R



Fd fagemor (Task Analysis)

Jgita® ;0.4 Huar
TIETNF : .Y TIar
FF THT 3.0 HOAT

w1 (Task) & : #rer sife@ g=mem (Room Inventory handling) 1

yifafue fRaTRATIET JeXTEE Friq qifatae J
FYH TREE
qRTETOr YR A | fEgw (Given): Room Inventory
Fe ARE  IHT FEX TR | @ HRIEA | Handling
affeerd T e Computer, Telphone, Calculator

HThITd GTHDIE HAH & T
fegusr Uniform =g SMRT
AU o

Computer & room inventory
menu T 5 room status check
T |

Housekeeping ? reception =
update ¥R room status

ATAR TS JTA AR
Fores  date wise check T |
FI FHRA ATHE e |

w1 (Task):
FET AfeE =T

Inventory handling) I+ 1|

(Room

Amaeve (Standard):

o FY TUET HiAF TIA] FHEH
U |

e Computer %I Room Inventory
Menu T T Room status check
Eeal

e Housekeeping ¥ reception o
update eI room status FAER
TeATE  JUAsd  HUHl  HISES
date wise check e |

o T FHEH AHAE IUH |

e Inventory @1 afe=ra

e Room &I AF=qT =k
S T fafr

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

Pen, Record file, Computer, Printer, Paper, Telephone, Calculator

e/ aagmies(Safety/Precautions):

o HTHIA TRARISATE ATERAT ATI |
o FUIA TR IR IE |
e Reservation office a1 ¥aRT g7 T STHUET Forl AFARATHT e |

30



Fd fagemor (Task Analysis)

Jgifa® ;0. guar
IERIEC IS LA
FT T © 3.0 T

#d (Task) @ : s s w=A (Reservation Request Form) #+ |

FY TRIEE qiates RaTHATIdT Sevde® T e A
q.  WfeTETOr JrEr A | fgw=r (Given): Reservation
3. ATAYTF o FITNES Ghad T4 | | o  wprofeee | Request Form
3 e ARRE AT GIER TUH o Computer with internet o THF UFR ¥ Meal
giafr=ra T | access Plan
¥, FAThITT GRS FHAH T T # (Task): o o YT
fegusr Uniform °g Smart 02 | 31597 a7 _1d BIRE .
> e Reservation Request
qE | (Reservation Request Form) s+ N
: form af=ar ¥ @
4. Reservation Request form #T '
Aevs (Standard): e |

IfTTRT o details 88 A |

. 7er Fes s& Name, flight
details, passport details,
Nationality, departure dates
TS 9 |

o HY FHEA AHAE e |

® FHY TUET HlHE FTH
JETE AU |

® Reservation Request form #T
Tifue @d details 8¢ W |

o W& FRTeE &t A, flight
details, passport details,
departure dates TGTE TYH |

e EHI R ATHAE TEH |

AR, STHRW T AAES:

Reservation request form, Pen, Record file, Computer with internet access, Printer,
Photocopy, Paper, Calculator, Card Swipe Machine

TRET/ qIIUTET

o hId IIHARTE ATg FFERHAT AT |

o FUTIA FHT IR I |

e Reservation office &1 T g7 T ITHTET Tl ATTATHT e |

3




Fd fagamor (Task Analysis)

Jgitas ;0.4 HuaT
TEETF © .Y TIar
FF THT © 3.0 g

#1% (Task) & : 3" wre/ sier/®# & (Reservation forms /vouchers/

company mail) wrefeg T |
it femarereTae eIt fataes |

o ILAE®

1. ST e T | fgw (Given): Reservation
AP T HATUES Reservation office with all required tools and | form Filing
Hherd T | equipment T —

3. He AThE W YIER . TER
TP A= T #4 (Task): o wTEfy fafy

¥, SR AXARTE HAH
et ¥ faguar Uniform
MM Smart AU =

Y. Rl ITHET BRE faq
T HATE HEEHAT
gfass  (Entry) 7 |

. Reservation form g
datewise cabinet =7

filing 7 |

THET ®RA ®wIeiay (Reservation form
Filing) 7 |

Amgeve (Standard):

e FHTI TRUEE HifHE TTAT WG TUH |

e Reservation Request Form =T details
computer HT update TRk F&dfeg form @
datewise cabinet =T filing e |

SR, YR T IqHAE:

Reservation request form, Pen, Record file, Printer, Photocopy, Paper, Computer,

Telephone, Fax Machine

TRET/ATUTIES:

o HhId TRAFTEATE ATERHAT ATI |
o FUIA TR FIER I |
e Filing cabinet sfe, 41 T FHT AT e |

R



AT 4 rTHA g4 Brareera (Pre-arrival Activities)

THY : ¥ 99T (@) + 9% "9 (3D = 9 "X

U
T HISAAT ANTHA Tkl PRATHRATIHT Feiedd F19 ¥ GI9ee qH1Eel TRUH B |

I

® IRTHA JaT FHATHATT T |

FaeE

freera aiwtae (Pick-up Arrangement) T |

e faeree | eamawd=e (Guest Request/Requirement) &1 &= fHaATS |
0 weread (Room Allocation) 31+ |

WA ShRHeE 201eF (Arrival information sharing) I |

fsegerd #Te (Registration Card) TR T |

X X w2

EE




Fd fagemor (Task Analysis)

dgiteass 0 9 wueT
TAEINE ¥ FUar
FF THT Y Tl
w1 (Task) 9 : fresa wwm=e (Pick up Arrangement) 3 |
v yifafae fRATRATTET SeTER | AT Tat®
; A
q. GRTETOr YE AT | fEwer (Given): Pick up
3. HTEYTE G UGS Gheld T | o FHUW | Arrangement
3 Whvd ATRE WRT IER HUHN FARET T | o Reception/GRE Desk o ST
¥, SAHIT FXAHTS FAH e T fagua o Computer with Software o TE
Uniform =7mg Smart 9u? % Package, Telephone o TTEHT EIAE
«. Arrival list wTH 8% Airport e ATTITEAT |
request &I list T T | w1 (Task): o firFaT T
% Airport {1 7 ®RH 9 | frepera TewsTHwe (Pick up T fafer
. HRHAT Guest Name, Flight detail, Arrangement) 7T | o firFaT T
Arrival Time & 9% confirm &t T e faa
T | Ameve (Standard): FUET |
5. Wl ®RH  Airport representative s ¢ . o
ez forar T FafeT f | RARAASE
<. Playcard 7T, sms™ Guest/Group 1 Arer | ®  TITIC fefee ATAmR 9“\65t
T fAfe TS SAAE Mo T |
qo0. Airport representative =g &= Guest #1 | °® T 55': E';” [
ATRT & TSN GG HAR TSRl e !
ST | o Guest &l ATH ATGUHI =
FTS SATbehT |
9. HTT FHEA AfTerg T |

e Airport representative

EIEAHRT JARH T ATRAT ATH

AUl TART IMTH] |
o FHT R UARTE TW@HT |

AR, STH ¥ qrHANES:

Vehicles (coach, car, van etc,), Name Playcard, Pen, Airport Form, Telephone

T/ AaETEs.

o Airport fe-3qel AT TANT & MMSEs AHT Ford ATEITHT I TS |

MEET TR T I |

o Airport freerd ®IH FET AT T@I A |

3¥




Fd fagemor (Task Analysis)

Jgita®d ; q guar
TAEIeE © 3 gual
F THT ¥ "G

#Fa (Task) R : e faawe / Raamawd=e (Guest request/ Requirement) @t saaerm frers

A TROEE e FRaTreT Seves FE(vee qifafies
q. GRTET JEur A | fegwr (Given): Guest request
R AEYTF FHTIEE Hebed I | NI S ——
¥ ?(fmgic:;e)sz? | s e Reception/ GRE Desk o fafy affereor
¥, Guest #1 yeara sar Faerr | © Wheelchair ® Guest Special
ST T 9 Garden facing, | ® Computer, Telephone Requirment 1 qiz=ra
front facing, deluxe, superior, @i (Task): e Guest Request =g&r&an
pool facing etc.) e frae 7 fmamad=e (Guest e fafy |
4. T ST Guest 1 FfFF &, AT | request/Requirement) @1 zra=an e Guest Request =T
%iir Single /Double room book | fafr e faat amree
T #qeve (Standard): |
. Guest @1 special requirement Jg— M N
=% = | (Honeymoon decor, N nﬁ;
fruit basket or wines, baby cot | ® GUESL FT TS STAR ¥ A
etc). book e |
e T ST Guest Honevmoon e Reservation form 9 Guest arrival
package AT SIS gﬁ =5y details &% fafi=r feurddme & F=rmn
double bed room booking T+ | R "?EF T _
5. @id A1 Guest Honeymoon ® Guest #1 21 SHtead special
package AT wrgeaA caga ist requirements &% 279 fepftrs
THTIT | feqTdHears grad TeH |
2. Differently abled guest (sr&res | ® Guest T g Tg a9 Frafead
afaf) gear @t =ntew wheel special requirements ¢ %g TS
chair (z8er feraR) == T | gﬁ_ﬁq femTeHmeaTs = A |
qo. T TETET AR TET | e Differently abled guest @I &TRT

wheelchair T & T |
o T e ATHAE IFH |

AR, ITHT T e

Telephone, Wheelchair, Baby cot, Wine, Fruits, Baskets, Candles (for decoration)

/A8,

. Wheelchair % =ITe] STHT T A3 |

o  fthe Fa ATSI dRE® YEHT TAaT hidd Afa |

LS




At qrETHES IIaT e |
ATFTRT BITEIRESHT [eheeiles [HTEhUHT AFTITHT F=TE |

Computer = Telephone =e JTEATHT TEA |

&ra farewor (Task Analysis)

Igifeae : q wvaT
SATIEIE @ 3 T0aT
FF THT © ¥ gl
w1 (Task) 3 : &1 weas (Room Allocation) i |
- Tifates [FaTFarTs SEvaeE eIt fataes |
9. SfeTeTOr TR WA 1 .| f=m= (Given): Room Allocation
R HTAYAP HETHEE HHAT T | | o 5 zgey PR S—
3 Housekeeping Department &I | o =gy o TFVTEAT
irlr(?sm ready SUFT A1 TACH e Computer o SO
A T - e Telephone TR |
¥. Arrival list check 17 |
Y. Guest & ATTITHAT ATAR o fafusr e
' < &4 (Task): |
room allocate 19 | — : ~
% VIP guest & room @Té wfger | N Coeed (Room Allocation) 1 | o Tl A
yrafaear fa7 / Request % '“qa“gr (Standard): |
F@RF Room allocate T | | ®  FTd SXUEE FHiHF TTHT TG o TWAMRAA I fafa
¢. Regular #Ir3= Corporate / AR | |
Long stay guest @< T&T e Arrival list check Ti¥ Guest @t o FIST TATHAT
;T_wma“a* et /I Ireques;;% AFeFEdT AR Room booking T e faT
al =4 allocate T | T | FET |
= Sl?%og—tg%ﬁo?;%gg% e VIP room =g ufeger gratesar fauer
‘ |
< Hotel g”g;?;g;jq; AT e Regular sir3= Corporate/ Long
' guest @T$ package FTATZT stayguest T IET ITATHeHAT fagua
Room book & 1 /request TR FATERSF FH allocate
10. Differently abled (sr) L .
guest r =T elevator *  Group booking =T wfiT waar Tge
<o, ground floor s floor w1 & fqemwz allocate e |
PN S N e e Hotel %7 package #T &S+ guest
R wwERr AT T | @ package FTARFN &4 allocate
99. 10. FF TwTET Afverd TeT | T |

e Differently abled (37%<F) guest &1

@it elevator Ats®, ground floor
ATAT IATESh! ATNT TGXAT TTeBT

foraTy SHPT SaFwAT TR |
o T JIEA ATTAG TGHT |

3%




AR, ITHW T AAHES:

Computer, Telephone, StationarieS

R/ QU es.

R 9 ATET aREE IEHT 9 T AT |
QT |7 qTHTHEE AT-ATRAT SISHAT e |
Computer e HAEATHT & |

[T |1 T IO I |

R GGG TG HAEH AT |

39



Fd fagemor (Task Analysis)

Jgiia®d ; q guar
TEETF © 3 °Ual
FF THT © ¥ g

w0 (Task) ¥ : wrewa s=weayE aikg (Arrival Information Sharing) 74 |

FY AEE yifafae FRATRATIR! SeXTe® | Rad T e
9. SfeTeTOT YR A 1 3 fegm (Given): Arrival Information
SEICERED AHRIES HEAT T | o FHIEI | sharing
% Airport representative Tz Airport e Reception/Guest Relation | ® T Saifeffest 7
pickup FFerel F=AT fa | e ive (GRE) Desk oz |
¥.  Housekeeping department @tz arrival xecutive ( _ ) Des heck-i
list ¥ Room Allocation list f&= | e Computer with Software | ® ETZeT®I Check-in T
«. e arrival time #T g=@T GRE @18 fae Package, Telephone Check-out #1 sfeser
. Early check-in, VIP g%l =T wd (Task): ? ! _ .
Housekeep!ng gﬂ—s- fo | . REAe SR AT . Infrormatlon sharing
o, Housekeeping @t =+ af Differently (Arrival Information Sharing) et e
abled (3re) guest 1 ANTHTEH! F=AT | 7T | fa #ew |
a1 T | e [nformation sharing
. Bell Boys @5 9i+ Differently abled wqeve (Standard): T TEET |
(W) guest T AFTHAFT AT FaTE e Airport Representative @
T | Airport pick up FF=T
<. el special request T¥==4T related AT T |
department @Tg @sR I | e Housekeeni
ping department
f0. Package HT TS guest F1 ATTHAH A Arrival list ¥ Room
SERUNEIRS Allocation list feweT |
19.  Room g% el ATaedshdl Far T | Early check-in. VVIP T
qual 3 o T House Keeping T =& y ’
; AT TG |
T &3 | > _ % ot
92, Departure 7 #7aT feegwaré check out | ® Housekeeping @z =
T TR qregHETe confirm T | Differently abled\(:ﬂaﬁ)
q3. T fa Departure &7 T THEwH guest T SATTHTPT =
Housekeeping department =g g=r=1 JaTE T |
JaTE T | e Bellboy @rs af
¥, HI THEIET AT e | Differently abled (er&e)

guest T ARTATHT FAT
EEICRIECAN

frseepl special request
T+ related department
TS GaAR THT |

Room &% ekl ATl
IR JAR qUH B fF B
House Keeping ®Ts =%
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T ATTTHT |

GRE 1 =(®-39 &%l GHIAT
Alqraeses @Ed 2
TFATIE TaT TEATEEHATS
ferarg wfeuet

Departure g+ FHeb!
freagsars Check-out &1
FHT ARSI ATHATT
confirm e |

a1 fe= Departure g guest
THEwH! Housekeeping
department AT =T aTE
DT |

FI FHEA AT TGH |

AR, ITHI T qrdEe:

Computer, Telephone, Stationaries,

TR/ MaUHIES-

R o 957 AR AT T AT |
QT /7 e AT-3TRAT SSHT & |
Computer, Telephone = AFTIATHT T |
AT IR R e |

T THETZATS HABHT AT |

EAN




wd faraww (Task Analysis) R
Jgii~de : 9.0 =UaT
STFETE (3.0 Tuar
&l 9HYT ¢ ¥ .0 Yudl

# (Task) ¥ : wrww #1€ (Registration Card) aar 17 |

o (Steps) yifatae fRaTreTTET SETTEE AT qiatas
FeTETOT IR T | fedwer (Given): Registration
AALIP HAIES Heperd T | J - — card
Computer @7 Reservation STt guest &1 | S jﬁ?m
@TRT registration card print out 1+ | N
. Registration card @5 alphabetical order : .;i%'suggr] Ca:im Welcome * ?R;?
ﬁ ﬁ ) ) ) [ J
A s s e, S, T md(”T”;:k). * Valid ID card
EXIT T M3 | - = . e Guest @g =N
. Welcome Drinks &7 2@&=ar 9 & rs | WQT 1S (Registration card) T TATET |
o HY FHEA AHAE e | e | ) e Registration card
Ameve (Standard): e e s
e Computer aTe reservation ST Forq s FTEE |
guest @ AR registration card | Rggistr;tion card
print out TXeET | ¥ Fafr |
e Registration card EIES
Alphabetical order |7 fAaTTeHT |
o TIR WRTAR] AT ITell, LT,
®edrer, Welcome drinks T
AT TLeHT |

SIWIR, STHIU T IHHNES
Computer, Printer, 9Tefl, a1, e, Paper and Pen

WHT/qaeHEs (Safety/ Precautions):

R 9 ATE aRET R O AR |
REA /1 AATAES AT-ATHRAT SISHT TE |
Computer, Telephone e AFTITHT e |
&= |1 FHT GO T |

THITT TEFTE A5 HARRAT AT |

¥ 0O



Hegge & armae hareard (Arrival Activities)

AT : ¥ ol (@) + 94 "9 (A7) = 9R "

U
T HISTAHT ATATT ARTAAHT PRATHATTIN Geaiead A T A0 FATAL TRUH S |

I
® JRTHAH! FRATHATT =T T |
FATE:
. adHiAy ¥ REag (Welcoming and Receiving) T+ |
R IRTENA @ garvetay (Arrival Luggage Handling) 1 |
3. ASTeEeE #TE (Registration card) 9= /RT3 |
¥, W = (Room Assignment) T |
Y. @ Rifdr (Guest Folio) ST |

% =R fe\RTesAr = (Inter-department Information Sharing) f&+ |

¥q




Fd faramor(Task Analysis)

wa (Task) 9 : a=estsw / Rfatey (Welcoming and Receiving) s |

Jgifa® : 0.w guar
AL @ 3.4 =0l
FA THT 1¥.0 "

R ES yifafae fRaTRATId Sexde® | qRiad T S
- TIRTETOT T T | gt (Given): Welcoming and
2 AT W ANR, WA Y SUERY | FrRad, e Aved Receiving
Feperd T | S S—
;—rr’fan AfhE AT IO ATHT AT | et (Ta/Sl;(Fﬂf): .
. EEEIEE wF Welcoming N
‘ .E PTz & T ¥ Ty and Receiving 7 | * g Refe
Uniform @¥Tg Smart 0¥ &1 Greeting
.99 T A | i e Welcome drink =T
Bell Desk Trolley/Luggage Trolly, (Standard): FALTIIT

Tika, Khada Tamr 1+ |
Food and Beverage Service
Department @1 Welcome drink Tamr
T SRR & |
. e < fHezal gHT a1 Smile T T 3
v T ga1 9HT aTar Greet T
[
. Tl Baggage ARl AR
Trolly ame fauz &3+ |
e Eree I 9areT X e feehr, @rar ar
HTAT TR @A FehlR T |
Food and Beverage Department &g
Fresh towel ¥ Welcome drink serve =
TS |
3. I THIEA ATTAE e |

q0.

19.

o FITRUET HHE TTAT
T U |

o AT THY FTAR
Greeting e |

e ieers Fresh Towel ¥
Welcome drinks Serve
TR |

o FHTHTEA ATHAG JTGH |

o kAT ¥ Rfafus
el emd feue
FIET |

o JaptAN ¥ ffafvg
T fafer

AR, SRl ¥ qrdee (Tools, Equipment and Materials):

Tika, Khada, Fresh Towel, Telephone, Trolly, Luggage Tag, First Aid Box

e/ aaamies (Safety/Precautions):

o HATHI TeATATs HAERHT AT |
® FRFIT qhT YIER IET |
o UTITHF ITAR fATaHT e fa |

¥R




wd (Task) R : srrese @0 gastay (Arrival Luggage Handling) s+

w1d fagewor (Task Analysis)

AgTieT

2 0.¢ Hvudl

IERIEC I O LA
FT THT : 3.0 TG

F =)EE (Steps) yifates fFarearTs STueE il 'WE' Tt

q.  GRTETOT JEr A | fedwert (Given): Arrival

R e ;qu AR, ARAEE T ITR | pregearr, aar, Bell desk, Luggage
APeAT T | lobby, luggage Handling

3 e AThY ORT JUER 9UH[  JHAR=Ed JrS—
i r e (Task):

¥, SARHIT AEAHTE FAW A T EEH | sprewe oie mAmvElAE ¢ HEd
Uniform = 9rg Smart 9@ &% | Bell (Arrival Luggage handling) = | ®  ¥H4 “ﬁ'“ﬂ
desk w1 Bell desk staff qamdr =g | Greeting fefaw
Teehl M= T e Luggage Tag
. __ .. |ww=ve (Standard): F1 AT

¥, 9= (Porch) TRATHT agaaals Teadrs e Luggage

q0.

19.

9.

3.

9%.

iLS

Welcome ¥ Greet T+ |

AL AT FTAR Luggage & &R
Trolly fauz S |

AT AT YT AUHT Luggage Bfed Y
a1 fafae i SerT oferT e |

Bell Desk area 9T Luggage fuz e |
g Luggage @ Luggage Tag @vra+
|

Reception |1 ezl Room Number
e AT THET Room Number €idT
g% Luggage Tag AT Room Number
e |

Room Number &% room #T Luggage
T3 |

Room HT wU&T Facility &0 arHT
STreRTer fam s A/C, TV Remote etc.
Luggage Room T Deliver I srerar
TShT ATaeqehT ATER Store Room T
Store T |

Store Room T Store 79 9% Luggage
Storage Tag A ¥ TaelTs T3aT 4T fa
|

F qEITEA ATHeE e |

o FUTUET Bk FIHT
TS U |

o TtadTe AHT FATAR Greeting
T |

e Izl Luggage farfar wwer
T ITGH |

e g% Luggage HT Luggage
Tag ¥ Room Number

NN N

TG |

e Store T Luggage Storage
Tag A |

e Room number &1 FFefed
room HT luggage T-ATTH |

o FUATHEH ATHI@ ITCHT |

Storage Tag w=
LT |

IWEAA o
gatvefas  ar
e fed
FET |

ERESC IS L
gAUS Ay T
fafer |

¥3




AR, ITHROr T qrAdee: Bell Desk, Telephone, Luggage Trolly, Luggage Tag, Luggage
Storage Tag, Pen, Telephone, First Aid Box

W/ AadHEe:
o HATHIA TEATATs HACRHT TS |
o FUXIA AR TR TET |
e JURUEE Hazard Free e |
e Luggage Trolly St T TS AATATHT e |

XY



Frd faramor(Task Analysis)

g © 0.4 Huar
SATIRIE © .Y "Il
FF THT : 3.0 g
& (Task) 3 : Wy #1& (Registration card) w7 |
P TR EREES ™
. gfererer gEer e fgwa (Given): Registration
3. =iEd ¥ AR, GEMH T TR GheA FTIeI, Reception or card
SE] Front Office , Computer, | ¢ gfrery
Telephone
3. e AMRE T PO WOH FHARET TR o HgcH
¥, ATHI GXHETS HIAA e T [G3TH! AT
. . %4 (Task): * g
Uniform &g Smart 9 =& | Bell desk 1 | 2o = o Greeting ferfas
Bell desk staff Tamr sraearAr el fHiv=rd (Registration card) s+ e Registration
il aevs (Standard): Card qR=r
w. frars Welcome ¥ Greet 714 | o FrrRvEs Fes vy | © Valid 1D Card
%. WaeTs Registration Card S+ RIS | JEITE ST | RURIEARERL
o, Group «TaT Registration Card Tour Leader | @ iars awa @R o e af'_g A
g wRTe | afs VIP/VVIP/CIPH Old 7 Sick |  Greeting e | e =g
People 9T Room AT ®{IX #R13 | ® Registration Card #T A E\ ' .
c. STh FUIAT 7 T Government Valid ID fegqet e Srepre * R R
ARl | '
ferr | I ID Card =%t Photocopy aT Scan ¥ i G
Reat By | o T Government
. i Valid ID fefuer |
2. Registration Card AT faguar T STHHRI o Registration Card 1
oo T S T | egistration Car
T SR Afedel Registration Card AT 1D cresm Room Number
10. €gIs «f@ ID Attach T
Attach &1 Plastic File or Record File fa= Plastic File of Record
&l ¥ computer AT 9 update I | File fa @ |
9. Registration Card ¥ Room Number & | e e details computer
Meal Plan, Registration No, Reservation No |T 9f update ITEET |
¥ Bill No e | o F qHEEH Aerg
R, HTT FHEA AfTerg T | ATGET |

LES




A9z, STHRW X adew (Tools, Equipment and Materials):
Uniform, Registration Card, Pen, Photocopy Machine, Scanner, Plastic File/Record File,
Computer, Telephone, First Aid Box

e/ araames (Safety/Precautions):
o HATHIT TATATS SHAETRHT TS |
o TR AH TR e |
e JUHUEE Hazard Free e |
o i ITAR fafrdr e fae |

L



Fd fagemor (Task Analysis)

g1t 9.0 =UE

TFETF © .Y Tl

& JHT : 34 "
w1 (Task) ¥ : & g (Room Assignment) 7+ |

Fd TREE TR T T Tifatae S
EREES
1. SR IR T | fedwr (Given): Room Assignment
= ﬁ?ﬁ?ﬂw FIHHATT TSR FIIA, Reception/ Front | e gfe=r
Office , Room Plan, ® HEA
S _ Greeting I fepta |
Uniform &g Smart SR & | M * Room FT F(ET |
¥. Room dfeFg &l F&T THRHT room ¥H ErEe (Room e Room Assignment
request TN ¥ & Room Allocate Assignment) T TaT e feae
TRTHT BT F(hT T | _ FRED |
% Guest Arrival List AT 9rer 311’\‘11’(‘0?[ RiIKCAS] (Standard)' e Room Assignment
Room Assign T | o AT HHY HTAY T fafiy
o, el Demand HT @&l qREad ATTHT Greeting e |
ET @A Room Provide T+ | o ISTHT ATAVTHAT ATAR
5. eears Room Key & | Room Assign TRl |
<. Arrival List Registration card AT 99 | ¢ oy arreTEaT ST
RonNumberWTﬁl TE 7 3 TEE A |
0. HTT FHTEA Aferg e | PR S ——
FHTEA AUH |
® FRHHFIEA ATHerd ITdH!
|

AR, STH ¥ qrHANES:

Uniform, Pen, Arrival List, Registration card, Room keys, Computer, Telephone, First Aid
Box

WH/ QAL
o HATHIA TEATATs HACRHT AT |
o FUIRIA TR IR I |
e JUFUEE Hazard Free e |

¥\




o gruafs Iu=R fafuwr e fao

¥g



&rd fagewor (Task Analysis)
a@'ﬁ?—l‘oﬁ © 0. Yudr
STFETF 9.4 =0T
FF THT 3.0 "UT

w1 (Task) ¥ : e e (Guest Folio) samsH |

FA =REE Wiii' TP Tt qifatae q
JRTETT YET T | fguar (Given): Guest Folio
=Mfe Tt AR, TRITA T JTHT FATA, Reception/Front | e  gfr=ry
Hherd T | Office, iz, Computer, PR
Fd AhY /RATT R O AUH Telephone
it T o ftam | .

. AT FREARTE FAH TET T FEZUE : ® Guest Folio =TT
Uniform &g Smart 9z ar& | %ueﬁ Folio) e faq e

. B¥% Room &I e w4 Folio IS8T | | ey | e Computer a1 @rarHr
ATILTF GLHT EXh bl AT FeT Folio Guest Folio et
AT | fafer |

aeve (Standard):

o FUUIEE FiHF TG
FHTET HAUHT |

Room Number s&z | Tc% Room FT e

g%k Room @1 Registration Card difspuer AT Folio aIHTTa |
rsar folder HT & | e Room Number aR
FT gETE AfTE T fgemuz Rack @71 @ |
| o FIFWET ARTer TR
|

Computerized System s Computer HT
entry I ¥ TWTAT GrarEr Guest Folio
e |

AR, ITHW T FfEe:
Uniform, Pen, Rack, Logbook, Register Folder, Computer, Telephone, First Aid Box

WH/ QAL
o HATHI EATATs HABRHT TS |
o FHUTA ThHT T e |
e 3UHUEs Hazard Free & |
o yTIfH® ITAR fafgwr ear fae |

¥




w14 ferremor(Task Analysis)

w4 (Task) & : s fmrars g=em fao )

Jgi=as# : .0 "uar
TR © .Y TIar
FF THT © 3Y "

Department s fa= |

Telephone a1 E-mail AT%a House
Keeping rooms, guest complaints or
request, arrival & departure list,
room status report, lost & found
FEAAT ST Housekeeping
Department =g fa= |

Telephone aT E-mail #T%a
Maintenance HHdT FFIwl TR
Maintenance Department &g fa+ |
. Telephone a1 E-mail #T%a Food
meal plan, group meals F=r=t
STTHeT Food Production
Department @Tg & |

. T gHTEA e e |

o HIIHE ATAAE ITGH |

FY AEE yrfataes [RaTEATIEd! Sevdes Frafa Tifafae S
Q'ﬁ!T&TUT & T | fegsgt (Given): Inter Department
ﬁT%‘rf H%L AR, FRATATT T ST | grearer, Reception/ Front Office | Information
%{W er . e _ | » Computer, Telephone Sharing
AR WA ) _ | @ (Task): : © p
: WWWW?\W Ao FrARTeTS qEeT f | AT JATEPl HIH
Uniform «Tg Smart 9Tz a& | o fgumr
Telephone a1 E-mail #% Food and | grewg (Standard): o firfam
Beverage &1 Order Welcome drink, e
Meal plan, Group meals, Special r
" TTHT | o YT YaTg Al &
requests/VIP amenities F=r=t N R N S
ST Food and Beverage Service |®  ¥@® Department #T F#7HT F s
Department & @re &md a T ArFTAHA qEed ger | @ 4= Department
ITAE TRTTHT | EIESIE AR

o AN YATE I fatg
|

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

Uniform, Computer, Telephone, Logbook, Pen, First Aid Box

e /aaares (Safety/Precautions):

o HATHIA TEATATs HARHT TS |

o FUIRIA TR IR I |
e JUHUET Hazard Free & |

40




o YTUfHE IT=AR fafgwr e fa |
{9 qrgT qebart Bharearg (Guest Service Activities)

AT : 4 g9 @) + Y GG (JAT) = 30 HIGT

U

T HISIAHT UTEAT FhReFT PRATHATT FoATAH TaT ATaeTF I A1H T HIge GHFLT TRUHT B |

SLLRE

e  UTEAT FHRH PRATHATT =T T |

FAEE

qQ  Ted HeT TR (Foreign currency Exchange) 319 |

X grge fagg [ e |fdw (Sight Seeing /transportation service) fa |
3 &% fedifsie @@e =amvee (Safe deposit locker handle) T |

¥ ¥ iy (Restaurant booking) AT sfafaems gednT 9 |

Y SHRST sawdr evefay  (Emergency situation handling) T |

. #a | 79w/ 9rEe envetay (Mail, Message, parcel handling) T+ |
o e FFA /AT a@avetay (Guest Complain handling) I |

& Fhdeaa FaT (Secretarial service) FaT I |

¢ @ UUE w9 &aved (Lost and Found handle) T |

49




Frd faramor(Task Analysis)

Jgifa® : 0.¥ =uar
ZIERIC I B L
& TET 1 3.0 T

F (Task) 9 : w1 #w==f we= (Foreign Currency exchange) s+ |
feraremeTTaeT

AAS A T HFT AEEl T

Government &1 [HaH  FTAR

qred AW B S T AMS |
©. Guest detail &= Foreign

exchange encashment receipt
AT A |

. Travellers cheque @& ¥4
AT EEAER TH ST (
Traveller cheque ¥ receipt

M), gEarER check 9 |

¢. Foreign currency faw 3 fraerg
local currency |T convert T
fa 997 TH IUAed RIS |

qo. Original receipt T TW TH=TT
fa |

49. Foreign currency control sheet
A |

R, FHTT FHEA AfTerg e |

F TREE qrtataes ILAEE AT qiatas
q.  RTETT JEIT I | fgwar (Given): Foreign Currency
Med T AWR, WAAH T | o gpfee Exchange
JAFE  FheAd I | o uft=m
3 Foreign Currency Exchange | ¢ Front office cashier counter, | e = =T Sufors
T 3 s sfafaers Passport Telephone, Foreign Currency q3TES
AT | : N
« T2 Room No & | Exchange display Board o it l:q;T Tdaer  Hifa
y. Afg aifedr e YA AE AT |4 Receint E ] .
qUH § AT Teedrs  Lobby P TR WAl T AT faqT
Manager W authorization #T | ¢ Guest TR
AT FeeAte fa gopra fae | ® HgT Fer T fafy |
% A el @, kiq e ufed o« | % (Task):

HH HT TR (Foreign

currency exchange) I |

Aeve (Standard):

o HIUAIEE FHiHFk FIHT JEITET
TUFT |

e Foreign currency exchange 9
IS AT Passport JrehT |

e szl Room No &g |

o fy aifedr @ T WA TS
GUH T 99 Tedrs  Lobby
Manager & authorization T
AT Feetre fad gohra fauan |

e Guest detail 8% Foreign

exchange encashment receipt HT
AYHT |

e Travellers cheque & W= guest
qTE EEER T T
Traveller cheque = receipt 33T
g&ER check T |

e Foreign currency fas ¥ guest
ars local currency #T convert
TR & ¥ YA 3T TR |

4R



e Original receipt ¥ T TH=IT
faweT |

e Foreign currency control sheet
AYHT |

o FUTHIEA ARTIE TGHT |

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

Pen, FEER (Foreign exchange encashment receipt), Foreign exchange register, Foreign exchange

display board, Telephone, Calculator

e/ araurres (Safety/Precautions):
o TapAl HETATE SN |
o afafy qfe=m 1 |
o FENTT AT AT T |

DATE
ub

EEBEE
EXCHANG RATE

WE BUY WESELL |
B us ooutar  uso [ i

B cvro eur [
EF= uk PounD cep [
[ @] sapanese ven spy EJE
souT ARCANRND ZAR [

B kenvasuilung kes [ERREERER:]

Foreign Currency Exchange Display Board
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Fd fagemor (Task Analysis)

Jgifeae 0.4 Huar
TIETNE © .Y TIaT
FF 9T 3.0 HAT

FF (Task) R : wrgafasy /awadienm atwa (Sightseeing / Transportation Service) fax

I =Rew (Steps) RUEICERERIEEIE ARSI RS v it A
q  HTeTETOT R A | fegwr (Given): Sightseeing
R e W AR, T 3 | o e JT S
JIE Feheld T | S
v dfdfal g=s1 /9T | o Reception
T | o TvT
¥ wfafger  f9smr a9ER | e Travel desk o wafa
argefasy (sightseeing) @l o T[T AT R
T e egawar = 1 (| e Guest (translator)
Full day/ Half day, amfa) #i (Task): o THT ATET [aeeyu |
Y TE SAIRAT  ATER | Arsefagy [qradiedy At (Sight | o wreefazs dar srawar el
transportation, —Itinerary | seeing / transportation Service) &+

G

TEHI AT T |

TS ATeefaggadl 3@ A
STHHRT RIS |

& T Mutual Agreement
wuafs Agreement  STETIRT
AT RT3 |

FI R ATHaE e |

|

wreve (Standard):

e HUAIEE FHiHk FIHT JEATET
AR |

o fafu= TSewa! Ifaa =+ fauer
|

e IE deal T gRRTEEdT
Q@I |

o sriafaerr Rrem / [STSTET ¥R |

o rfafrer EELE HTEAR
qrecfaggdl AT It Faen
TR |

o I[caehl EIERE R HTER
transportation, itinerary g%l
2 ELIRIECIN

e AT rate E%H  SITAHII
TRTTEHT |

e IHT  Mutual  agreement
quafg  Agreement TR
AT b |

o  HIGHTEA ATqeTE IR |

& eI HXTEe |
qrge [¥gs a1 FaeT T
fafa |

-1




AR, ITH T e
Map, Pen, Itinerary, Telephone, Log book

TR/ Qrades.
o AT FIAA FATE A |

o g Ty fafed geHia W |
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w4 fagemor (Task Analysis)
Jgifea® ;0¥ guar
AT © .Y 0T
%l HHY : 3.0 ¥ud(

#F (Task) 3 : ¥w fedifie @ aawew (Safe deposit locker handling) =+ |

#d sXoeE (Steps) et fRaTereTre Jexdes T Tifefae A
1. R g T | fegwer (Given): Safe deposit Locker
R AMed Y AR, WEAAE T | o e handling
U Heberd T | PR
3. Treare safe deposit locker form | e Front Office Cashier
AE BRHA AT TG T FEATER * W
feret | e Safe Deposit Locker ¢ M
¥, @rel @& (Locker) & sa=ar 9 o THY FANT T AT faqud
l e Guest FHIES |
Y. @Il TUR dFL IATs  assign o THY WA T i |

T wr (Task):

% e AET FAehl GHEESH A0 I feuife @t eamvea (Safe
fer F\ 7 W AET WS T S | geposit locker handling) T |
T

o, e AW dH A T IS | grgue (Standard):
T3l FTAl EXAT=aeor I | o TS FRTE T TEET

5. <Hl AHMEEE S A Form #T

Jfauedr g & AETET B 8T B S |

ATHTT AHT 7T TS | e ieaTs safe deposit @THEE HRH
o WAW T aie qdr weghy, | T TR ¥ EEER fawa |

=TT ATesT qS | e el Locker &1 &< T |
fo. AHYHT  FWAIT  FEACRO TG | @ Gl AT FHY TEATE assign

oA TeUe W (Surrender | IR |

Form) W(TF ny BXAER fIT | | o dsadr wrw Locker R w@ uf;
. Teeat S 2 | T3 AT E&AT=Rl T |

R, FHF FHEA AfeE e | o FriEETE g TEE |

foR, ITew X gdEe (Tools, Equipment and Materials):
Safe deposit Lockers, Pen, Safe Deposit Register, Key, Telephone, Safe deposit locker form

e/ araaes (Safety/Precautions):
o ITHI AT HIRAAT AT AR B, I Srad axia=me T |
o AT W[ FHUMS ATedl Irad &l ANl AANTH! [q=R T |
o I fRAT T&T IsTel IR=ATT THT T A=A |
e Safe deposit locker TMETHT H3T THT FIER e |
o Safe deposit locker &1 fa= 9fF IHT TEER e |

4%



o R WAFIZATS HAERHAT AT |

= EER

J-— RN 5 )
I R B " .
- - it - X '
- B . =
R i e, -
i = 0 - " -~ oL leq
(- -~
— S 3 . .
1= L e A
e e _ ! -
Oy . -
ey i | -
) G
= o "
-

Safe Deposit Locker

Yo



w4 fagemor (Task Analysis)

Jgifa® : 0.w Huar
IERIEC IS O LA
FA THT : 3.0 T

# (Task) ¥ : = gfw% (Restaurant Booking) #r sifafyr arg wednT w |

14 TRuEs (Steps) PUCIEE A ERICE IR C ICHE S T Tifatae S
9. WRTETT JE T | i‘rrs‘qa?r (Given): Restaurant Booking
o Tfed |E ﬁs {, WIHTHIT Y| o apafeere | o uft=rr ¥ ufe=ma
FATTA |qpeld T 1 o Reception/GRE Desk e Food outlet
3. Bled AYgal IELEH HAT Fladr . e Menu
= ST o | e Computer  with  Software o
¥, HHIA T IO e | Package * gutmne
Y. TR IRIRTSAT &7 fa | e Telephone : C?JtTSr
- ﬁé ‘ bl * Guest . Crockzry
R 2 ﬁ_:l?f R ARIE e Glassware
g Fd (Task): e Linen
5. AThITd GRS HIH TET T S— : .
. . v iy (Restaurant Booking) | e Hotel =T
feguel Uniform =@mg Smart 9@ . R | O
T2 | RUEIC IR RN restaurant g5l =T |
. Hotel a1 gl oRT Isgi=e e Hotel w=r feve

gf%%s  (Restaurant Booking) =
LU o B | E R R | I b 1

TSI D] qiE= T |

q0. ¥ILEHT AH Hfq AT, fHfg

9.

R

JHIHT AN [T |

=fe Sfd S=erRT (Information)
qUalg qeEfead YAl qlebg T
|

Hotel =fexerr drgeTet @it hotel
T TUHT WT&'&WTIT:?W
qEATHT ATATTHAT AR TEIrE bl
W%%rl—vrﬁmﬁaﬂﬁqﬁmm
grereRl T 21, 7eg HOost =1 &7 |
FIA TATH GATH & | Hd 9T
Ifg Hq FHT TR AT by
g1 | ®=r Setup I &1 | HEAT &
® @ FES, T3 Fes T qar
S aE(ee e T ﬁﬂaﬁ
WW?W@W@W
IRTEX A GHehl SThTT (G |

93, TLLEAT S Hiq o1, fHfq ¥

THIR! STHHR [ T a(fepg T |

TIeve (Standard):
e HUAIEE FHiHk FIHT JEATEH

ATHT |

o UEATAls RTEdl I @
THR TCH |

o TIEATHI FXT AT TaF qX
U |

o TH(rId TEIEHT AT ITEH |
e Function Sheet 93T |

o FHTFEA ANTE TGH |

restaurant g5 F= |
T qky a2
feq #RTee |

Tye Ay T faf o

15



q¢. afe  Afqlaes BT RHT IS
gdg=s w9 Function sheet a1 w3
T TS T A, 93 BT A F
e |

9. T Tyl foe, FHFARr  ANd
oA 9 ar ©& 9fd dgarars ¥
TF Gq ARdTe el T fatae
fIRTeTs  WIUTHeT aRET  STAERT
fae

9%, HTT qHITEA AfeE e |

AR, ST X Ffew (Tools, Equipment and Materials):
Function Sheet, Record File, Printer Computer, Telephone, City Map

e/ aaamies (Safety/Precautions):

o  fhiTd TRHHRTS ¥ FIUALIA IARISHT AT & |
o T[eil AFER AN AU |

QS




w1 fagawor (Task Analysis)

g : 9.0 T
AR : 2.0 Tl
FF 9T 3.0 HAT

FF (Task) ¥ : wrR gegaaar sEen &vstay (Emergency situation handing) 1

1 =REs (Steps) PR e R R ARG eI Wit w9
q. ?ﬁT&T?T\‘J:&“UT T fegwm (Given): Emergency _ situation
. afear & e Workplace, Telephone handing
3 =T 99 9eR, @wEEH o givwTST
IIET FeheAd I | e Fire extinguisher -
¥, fgar w1 f@dr Telephone ¢ iy il
; e Emergency Handling Video ® IR qq&T
Opera_tor ,r MalnEenance , T o |
Security «Tg e I | a1 (Task): . m —

Y. HTTRAT Teehl Fire alarm switch on
ucll
& N 9IS THEARSATS B T

|

o, HroET fafr= faumTaT Ereeedr Jar
qfaen fdg T@q 9uer qgar f4afa=
[T T THT ®1H T FHERESATS @
™ |

. ale grea fWF Fire Extinguisher
g% B A AT HATST 9o T |

<. UTEAT HAIAT FUDRIET g AATH
AT qA ARTeA T3 |

Q0. ATH AN, HREATHHT BlCAH
yH@ss ATl BT, =,
AT A T HHARIR 1T
T faam fdreror T |

99. Fire Exit &0 aTar q@ra+ |

93, T FEET ATAG TET |

THTST AT e Uefes

(Emergency situation handing) I |

waeve (Standard):

o FUTRUET HHE TIHT JHTEH
T |

o EladH TH(q AT gAdIe

TETTHT |

o UIEAT AT WY FHAETATS Fel
g Afaue |

o fgar w=r fgar Telephone
Operator @75 @aR e |

o N fAMTSH THFAEE «@% BIF
UECA

o AT fafa= favmmar Ereddr
o qiaer fqg @A AUHI qgaT
fafrr fgummr ww T
FHIRETATS GaX T |

e Fire Extinguisher &% g1 MM
BEIEERRIGRIECal

o UEAT AYAT FHUAREE WTg

TATFATE d e (e fauer |

TR A, GRETHHI  alaedh

b TIA T FHARID] HTH

AR & e faad
FRED |

%0




T faamr f3verer e |

o FIUFIEH TG ITUH! |
AR, STHW T FHAET:
e Bucket, Mug, Fire Extingusher, First aid Box , Telephone
WH/AEAGTE.

o Uidehel IRIETTAT AT |
e Fire Extinguisher =Tere &l &IfATET STIATUEHT |

«1




Fd fagemor (Task Analysis)

Jgifa® : 0.¥ wuar
TIETNF © 3.4 el
FF T ¥ .0 Ul

w1 (Task) & : &/ ¥dr/ e avetay (Mail, Message/Parcel Handling) ¥ |

Tifates [FATEaTad SEaeeE qHfrgq gifataes [
FA TEE
9. gRTEToT e T | fedur (Given): Mail/_Message/
R HAMeT el IS, AT * e HIEIA. Reception Parcel Handling
JAFE  FheAd I | J——
3. e @I &4 Mail, message or | e Pigeon hole
parcel T Previous Shift @ * Hed
SR o | e Parcel et = o T faTd FE? |
¥, s Room HT 9T 99U Call TR o STy fafy |
T A3 | e Telephone
Y. @ Room |T & 9« Mail ar
message room T deliver T ar | ® Guest
ATALTHAT AR qATSEA _
(deliver) T | Fd (Task): _
% % room A A A mail a1 qI/ HEW/ g sty (Mail /
message pigeon hole =T room Message,/ Parcel Handling) = |
keys &% & | T room key
fore wTSaT AR fa | Amagve (Standard):
o, Irsaehl AT parcel sTTHT parcel ® FUERUET HHeHb TIHT TFIEH
fer & & vl qUH |
. Parcel &7 a1 BEA ATTH 2ATdT
aTs form w1 HifawF qex a1 e Mail, Message, Parcel @rg=
AT details TS | > :
. AT Afhdls THT ATAR
). T EIEAHT T 99 AT form W=TE WWWIQ
parcel fad T TR Ao e |
q0. Bl T AT Afefeeh o it whT B Mail, Message
parcel fa | or Parcel ﬂ'Q'HTQ Previous Shift
99. Form and format AT &% fauesr, < SR RS |
FEATS fad, ST (BET ATSH) T N -
N NN N ® IS room HT & 99 mail ar
Hig HIregehl bS] A+ ofter,) .
T arar T T S message room HT deliver Tfewer
TFR B ST G, AT | o
TR ST o | e i room T I 99 mail =T

THais Mail, Message, Parcel =g
FEfead SISHT TR |1 e T

keys % Tf@uer | 2T room
key T aIm3ar ATRRTT fEUaT |

&R



TTEAT ETEETHT ATqUlS, et e e AN parcel @TTAT parcel

qrgATaTe Handover T | R & o afpfeuar |
43. T FEAEA ATTE e | e Parcel Guest THTSHT GUSHT fad

AT BIgA ATUHT Afeharrs form AT
U &g a1 Araea® details
TRTTHT |

o HIIWEA ATHAE TR |

AR, ST ¥ qrdes (Tools, Equipment and Materials):
Message slip, Computer, Stationary items, Parcel receiving form.

e/ aaarres (Safety/Precautions):

Mail, Message, Parcel T@a|T 5 THatead =aherg o feer w9 |
e e ATgT aReE IEAT e |

Computer =re AT e |

& TR GTER e

AT TEAFTE A5 FTSRH AT |

%3




& (Task) © : g Frew sgvsiay (Guest Complain Handling) T |

Frd fagemor (Task Analysis)

EAI LG

D0 YUy

TR © 3.4 TIaT
FF THT 3.0 HAT

FY TREE qiated RATHATIdT Sevde® Iaq qiare A
q. qféTwaEfUT T fgw=r (Given): Guest Complain
3. e Fo AR, WIETAT T o FrEI o fifrg
IR FebeAT T |
3. eael Complain AT AT qj ° Reception i lif Sl
I, =T Interrupt 7 o TSI WHF T TUES |
¥. 2 Complain @ig 3f=rd &AM THYT | ¢ GRE Desk o HTET T S
T > N >
Y. TETHT Biged 9 d8d T | I e Guest Ree | .
A QN o AT %\Fr EIIREIF
T qET TR A | #d (Task): FEHTI FhT |
%, AT eears freate went aftt | T FFed eanvsiay (Guest
B T | Complain Handling) I+ 1|
o fHeg W, Tedrs IRATTR STarsH
e dlfe 9% Teeegsd arer aqrad | ’A9eve (Standard):
¥ Y ET | o T TRUEE FrHE T FEAEA
5. szl Complaint AR feearg S
faspeqes fa T Hied il FA
G qHT AT | o : -
Complaint register =TT |
<. el Complaint note I | P g
qo. Complaint ST feqTdH=a&T . c
4 j et C AT Th
T G, T [SUTdHwaHAT fafad * N omplaint AT 2T
Complaint %1 Copy T313+ | et |
9. & & THLTH FHET T, .
TS Wt T gt g | el TS
HOATS |
4%, TEET AR AT T F g | O TSN AT AT T |
Follow up I | _ L
43, Tars gEE awen A gy | © Complaint T fSTeRTeE
TR Hred | e g, @9 feardarey
¥, TG FHST FTHTITT T9C AR fafaa Complaint #T Copy
Supervisor @rs =T fa | TSI |
Y. THST JHTITE AUals, 9fq
Courtesy Ca!f‘ﬁf l o @M =es &l Follow-up TR
9%. ®T FHEET AHAG T |

<Y



o FY TR AMTeE TEH |

AR, ITHT T AFAES:

Telephone, Complaint Register, Pen

T/ qraaes:

o [EUE AlATS ERTARITE® HIEHT ATI |
o TTTH FARETIA |
o TXEN I EITATT qeeh AT T |

%4




wd faraww (Task Analysis)

gt 0.y =var
AR @ 3.4 &0ar
FA TET : ¥.0 U
# (Task) 5 : Fhelaw aftfa (Secretarial Service) f&
R ES LG R e RIERIREIEREES Frq qiar® JH
q.  GRTEI JEOr T | fegwr (Given): Secretarial Service
R e I AR, TRFTHT ¥ o T
ITET FeheAd I | o uft=
. Bl A9 A A atea! Fa e Information Desk
qiaar ar faxqa SHHR fa | o TEH
¥, TR HH 9 313 AR A&, 9 | o Business center
Ay ARHTT T TRIGAT &A1 fad o fpfaH
| e (Guest
Y. TEATs @A o T | o TH
%, TP ATAYAFATEE % & &l Fd (Task):
AHATS ATYEE A AT T4 | | Ieheiae |fda (Secretarial o wfAfaer aFT
Sl fher gel, dmT fead, sateRst, | Service) fae
AT, FdT T AT e o FHufaer ar faar e
R, WS afz athrs {F@l’ﬂ wqevs (Standard): e T |
AT T, I T, 95 ATM, | o gpefeures S0 SOAT GEIET | o e ST ST
AT g, BieqaeTepl aIeHT AU | S
qIEATA THFRT [Ags, TqATS
T T fﬁdlfdﬁ} o sfafaeTE WY SER @
9, WEFHlkhdaTéldHlm \\l
AEAg AHb ATXTH] AT ¢
Tn@r,mGwde%?WTrF{Fd‘rr o S SR A T
= VIP/ VVIP/ CIP eerré Special | % 14l a0 |
S N S S e gicd W eeare photocopy
e eTs faree SereRTey fa | fax/computer FETST e
%. gred fa= feears Photocopy/ fax / S
computer AT FEART I | e FEl ftadrs meeting / interview
q0. FTET Iaelre Meeting / Interview fere T
foreT AT FISTHT ATATEF T AT TSP ATALTE TLHT
Jaeed TRRiE | IR TLH |
9. s Meeting / Interview fear e i@ meeting / interview feaT

secretary @ service M fa |

93. BT FHEEA ATTE T |

secretary #T service S9eed
=~ ~ l
o T e ATTIE IFH |

AR, IIHT T qrHAES:

%%




Stationary, Map, Sight seeing book, Guide, Guidebook, Telephone (STD/ISD), computer,
photocopy machine, fax, international newspaper, and magazines

TR/ MRS -

ATHITT FXIRTLAT AT fa |

FEIT THT FEX T |

Business center f ATST dRe® T i Afa |
Computer = JEEITHT e |

Business center T o e |

ATHITT TARTGATS HAFTEHAT AT |

9



w1 fagawor (Task Analysis)

Jgita® ;0.4 Huar
TR © 3.4 =0l
% FHT ¥ 0 HUI[

i (Task) R : ¥me / e e wews &wsw (Theft / lost & found handling) s+ |

*d =REs (Steps) it aTeperaesr Sevaee e i w
. WRTEO JE A | fgw (Given): Goods Theft/ lost &
. =fed I AR, TETHE T o FEE found

q0.

9.

SUFRU FeheAT T |

AICRT el =T AUH GTAT &
ITSHT TUhT STET HISTHT, STIEH
qIAT AEAAE IS fadre T |
TR AT BIThT &
perishable ar non perishable &t
FET3 |

HaTue! AT ars H/K dept &1
lost and found section 41 control
desk HT R S¥RTIA T HeT3H
fchel ARAT Department Head
g af ST fa o

TR HAAAT BRI ATHTAR] ATY
foeqa 99T Form #+ |

& FHY, T #fe gt Wil
TMER G e ¥ AT ATATAATS
Wi SISHT e |

It [TANTESHT ITUel T9aT
EXUHT FTHTT TR & |
F(q YIgATRT Glg== HTAT ST,
®iq TFR email a1 Travel agency
@0 Contact § 9 @ax I |
Perishable AR gHT ¥ Ul
T+ store T |

Non perishable #T g1 @aR TaT
af & |feaT srgar q a9 gy
THATTHT BTl AMd HIH TR
e |

e I & &

e Store

Telephone

Lost and found slip

& (Task):
Theft, lost and found handling 7T |

waevs (Standard):
® HITRUES FIHE TTAT JEATEA

TUFT |

o IR THH FANRT HUHR
complaint ATTHT TSCHT =R
AURT AR fqazor fafaaar
feraern

e ST JTHTH =ART UK fafad
complaint %I copy security
department ¥ I¥=trad
department |1 investigation T
ATHT TSTTEHT |

® I[caehl HTHT BTHT complaint
HTTHT guest T BTkl ATHTH]
fara=uT {Uehr T ETTHT 313 T
BT THT Thehe T

o AT fhiaH

° %ﬁfrsjr,m—ﬁraa@l%%

® TXhl T HTUHT ATHTHR!
e Ud ATERT
TRISH [TANTES |

o uikfeafq eamvesd T A
fa 7w |

o uRkfeafq eamugedr w9 fafa
|

%5



.

3.

9¥%.

9.

q%.

qe.

9z.

STl FTHT =R 9UHT complaint
HATTHT QUeSt JT =T AU
AT faaRaT faraadar o
complaint =T copy, security
department ¥ ¥t department
|7 investigation ®T @TRT T334 |
BT ATHART TR AARRT HT
afg Housekeeping department T
Lost & Found section ®|T phone
e e |

¥TER I Lost & found
section AT & 9 eaelTs inform
T ¥ A Teadrs (hal & |
fereRar 9Y FER I Lost &
found section ®T G 9 TTeaaTE
inform 1+ |

afe F& FET ATHT TaX
reception T S[¥RTTHT AT HTHTH
Housekeeping %! Lost & found
section AT F¥RTSfE |

FTI e ARTIE T |

® EIUH ATHAH TR SATAHR
quafs Housekeeping
department %7 Lost & Found
section |1 phone Y HrgreT |

o tael BXWehl ATHIAH! [qaRal
HTERH 4rH Lost & found
section T & 9 feears inform
Y AqTA Teaars fRar fquer |

o FHY FHEIEH AT TUHT |

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

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

e/ aaaries (Safety/Precautions):

SHTRTIRATHT ATST & |

AT ATAHT ARE |
Computer =rew ZITHT e |
& T IR e |

TR TARTGATs AAERHAT TS |

RN




Y & : 72 Phare= (Departure Activities)

THY : § U1 () + < 9T (&A1) = 9 T

U
T AISAHT T PRATRATT T=raq 1 qeatead 9 T ATqe® TA7eT TS S |

SLLRE

o T FRATHATT =TT T |

FAEE

q feur=R gARTHEA (Departure information share) a7 7 |
R TIRUIE g9 WwtHwe (Airport drop arrangement) I |

3 feur=R @@= &rsary (Departure luggage handling) I |
¥ faa Jaada (Bill settlement) I |

freear® ®wH (Feedback form) sRrs+

haRad id=e (Farewell arrangement) 37+ |

e ®iferdl d=eq (Guest Folio maintain) 7 |

e fexdl d=a= (Guest History maintain) I+ |

<

)

G

)|

o)




w1 fagawor (Task Analysis)

Jgifwde : 9.0 U
TR © 3.0 =Ua[
F THT © 3.0 T

wa (Task) 9 : fear=r gwew ¥a= (Departure Information share) 7+ |

P TREE yifatae fearearaer Sgvaee T qiiafaes T
. GTeTETOT YR A | fEgw (Given): Departure
R o HRIEIH information

- e f_;[al ST, [YHTHTT X Tt e Reception/GRE Desk o i
TPl Computer with Software Heed
Departure list computer @ feTet * Packgge Telephone ¢
Departure list ¥ department # POS | Departur’e List o TR foam
(point of sales) & share I | R
POS # guest departure & &%l & et ( ): ® JTM [qary
Afaver @ 9 guest ®1 Guest folio &1 mﬁ :Fask e A o fEUT=R TARYHEAT
poSt TS FF & | (Departure information share) AR A e
Housekeeping ¥ Bell desk |1 departure N, FITET |
g guest &l F=AT fa | o i A d
Airport representative @rg Airport drop (Standard): fafir |

ARTRT guest &1 flight detail s am
transportation faers=ems list faw |
F FHEIET AHAE e |

e FHIUTRUES FHHE TTAT

qETET ATHT |

Departure list computer =t
TeRTelehT |

Departure list T
department &I POS &7
share e |

feret eI T =1 THTH
Tfehe T |

Housekeeping ¥ bell desk |t
departure g guest &l =T
faar |

Airport representative @
Airport drop | guest &
flight detail srTa®
transportation faeTgTeTe
list fawepr |

o  FHHTEA AN E TH |

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

Computer, Telephone, Stationary, Printer



e/ aeree (Safety/Precautions):
o fgwaw fyy ATST dRE® AT TaaT hfaw Afa |
o RUAAHT ATHIHES ATHTRT AT & |
o  IhiTd IXHRISATS HARRHAT TSI |

9



wd faraww (Task Analysis)
Jgiiwad 0.4 =y
ATARTNGE @ .Y o0l
%A qHY © 3 9T
# (Task) R : wrUE g7 e (Airport drop arrangement) I+ |

FF RS yifafi® fRaTFaTaes SENdeE | QRIirgq ifatge e
q. IRTEOT e A | fegwar (Given): Airport drop
R T & AR, T T FTH o TR arrangement
APt T e Reception/GRE Desk o U=
3 Ii)epzirtll_Jre list ?ﬁ{ Airport drop AT | Airport drop form, List S
ST list TR T | . T r
. Airport list |1 sfafaer 9, Flight . ¢ TR TRl AT
! V Guests oo
detail, departure time confirm 1 | T e |
v.  Airport list airport representative @Tg it (Task): o T¥THwE T fafi |
airport |1 radrs FHIAT drop el o A
S S TIATE g9 UwtHe (Airport

) L .| drop arrangement) =
% Alrport representative I3 % guest bl P g ) !

ATRT A MEMHAT TSI TR TSI

. W(Standard):
o, T FETEA AT e | o FIRUET FAF T
e HUHT |

e Departure list s g Airport
drop list TR TLehT |

e Airport list AT stfafaer =,
Flight detail, departure time
confirm e |

e Airport list airport
representative @5 airport T
guest ATs FHIHT drop T
fafa fewer |

® & guest I ATNT FA TSTHT
freTTe |

o HIIHWE ATAAE ITEH |

AR, STHW X AT
Vehicle, Guide, Car, Van, Departure list, Computer, Printer, Telephone
WH/AEgH 8.
- Airport drop #r =ifit wEinT g MEEE A B, ST AT T |
- TEEE AIERTE T A0S |
- Alirport drop ¥ THT FT AT T R =AF AT T |

93



- ThITd IRERS ATg TIERAT ATI |

w1 fagawor (Task Analysis)

gt : q =oar
TR © 3 "l
FA THT ¥ TOA[

(SN

#rd (Task) 3 : feursik s ety (Departure luggage handling) |

F1d =R (Steps) PUEECE R IR IREIREH DO (v Wit A

. Q'ﬁ!T&TUT & T | fEw (Given): Departure
2. aT%_“f ?ﬁj AR, WA T JURW | o g A, =ATAIATA | ITARI, luggage

qep T T . Computer, JM=IT | @RS | &IS( qf=rg
. g®l Room @@ gl luggage T

lobby ®1 Bell boy &% &&= @S | i Td .
¥. Luggage Errand card 9= @S | . rrand car o=

& (Task): Z qfesT

. e B fae [ gediy

Frorel =T fmar iasufs Bellboy
g luggage ST ITET RIS |

. B gWTEA Afed T |

feu=R @ s eurwsdrs  (Departure

luggage handling) T |

aeve (Standard):

® HI=RUES HiHF STAT GHTE

HUFT |

e skl room @ el luggage

lobby @1 Bellboy =T

TR |

I

® T I ThTAT TR Febdfeg T
HToTH Ar=r fwar T luggage

TTETHT & AMThT

® HIFHEA ATHAE TEH |

T e fe e
|
feur=R aie BTy
T fafer

AR, STHRW T AAES:

Telephone, Computer, Key, Luggages, Luggage Trolly

R/ qEAEES.

e Lobby ®T FHT qW&R e | Lobby #T el luggage fHaTmR TF FATTAR e |
o oot AT WU, T9THT AfET T | Trolly % overload T+ &a+ |

o criffy ATE TEIGET SISATE HwdA gad, &Iqard a oTe w=rgus | Trolly STar arar @

BT g4 |

24




w1 fagawor (Task Analysis)

grteae : q woar
TFETNE 3 F0aT
F THT ¥ HOAT
w0 (Task) ¥ : fa=t dee@ee (Bill settlement) 7
1 TS yifafue fRaTRATTE SeXTEE | AT qTat® F
q. l;rféT&jﬂT TE T | fguar (Given): Bill settlement
R TET Wl AR, AEEHA T SR e Reception\ Front Office | e forer syemTeiveer
gwqtﬁ | - e Computer, Card Swipe HIETHES |
3. Departure g7 guest &I room =T Machine S S
RIS del WA ETHN A7 guest @ | o Bill Book/Pad ’ TR |
T TR housekeeping ZRT IS | o Pen, Telephone, Printer, e Point of share &1
fewaAT front cashier & guest AT TTETs; Calculator QHIEOESHEIE
T feer@T charge T | Hec |
¥. Guest  faet STl & ATeAHATE T | gt (Task): o [T TThAI TRTST
B UfT TR payment f, AE | fyq Greerave (Bill settlement) oA P e |
VISA/Credit card a2 payment T & | 13 | o faa skt fafer |
9 Card Swipe Machine &7 saar
fAf=ra wfe 41 sre Payment e areve (Standard):
v. Hotel #7 fafg=r POS aTe guest - .
NN o FIUTRUET HHE FTAT
departure ge&l AlqYRl [gags guest -
% main folder AT post 9gd&aE guest :
= il print T e Departure 4 guest &
=T bill print 7 | > .
% Guest =T faet faw | room = ETEETHT el

o T fafeaeaty ae fav
5. H e dieE e |

AT EXTTHT ATET guest
g S,
Housekeeping gRT =T
fewaAT Front Cashier &
Guest dTg HEIS T
faer® T 99 Charge T

e Hotel %1 fafq=1 POS aTe
Guest departure gewe!
qfaar faaes Guest &I
main folder |T post
qgadte guest &1 bill
print e |

e Guest @Tg fae faue |

o T fafvaruly Wag fauesr

|
o FHTHEA ARG T

Y




| |
AR, STHT T IAES -

Pen, Telephone, Printer, Calculator, Computer, Bill Book/Pad, Stationary, Card Swipe
Machine

WEHT/AEGTES

e Fa ATET AREs qEHT FAdT Bhiad AteT |
=T e iUl TITHHT e |
THITT ARARTSATS ATERAT TS |

forerert Ypy e Afaerer = S T |

9%



w1 farawor (Task Analysis)

#d (Task) 4 : fresar® w (Feedback form) swrea |

Jgiha® ;0.4 Huar
TIETS R Tl
F THA © .Y TG

#1d =RwEE (Steps) et fFareaTTET ITraEE Tt qifatae
. GRS YR M | fEw (Given): Feedback form
. =T | AR, AR T IUH | 0 e | o aft=g
e T | o Reception/GRE Desk o ST
weq  fawr  fa@r  @EA® Hotel | o Stationary, Telephone o TT=AT
[ J

feedback form guest @rs fa ¥ el
AT request T |

. TS AR FXTEw TS fa T |
Feedback Form si¥el T g=rare fad ¥
®iY AT Jrcdred I |

qfvuer Feedback form manager @
g3 | Complain card / comment
card «7 |

. BT g AT e |

e Guest

Fd (Task):
freear®s  w™  (Feedback form)

T3 |

Aeee (Standard):

® FHIUTIEE FHiHd TTAT JHITEH
TTHT |

o Twew foar fafr T@ufm Hotel

feedback form eearg fewer ¥
ARl AT Request e |

e Feedback form weer

o wivusr feedback form manager
TS T9T TEHT |

o FHTHEA ATAAG JGH |

fthe=aT ®H WRT3eT
AT fea HTEw |
fthe=are wIH 99 fafg
|

AR, STHI T AAES :

Feedback form, Complain card/comment card, Pen, Telephone

TRET/ IS

o T f ATEr aRes YW TAAH R Aqfa |
o RIUHTHT ATHIAEE TTHUH TATTAT I |

o IHId TXAFRIEATS AFTERHT T3 |

N




w1 fagawor(Task Analysis)

gifea®d 0.y TuaT
ATAEINS 3 0aT
T FAT 34 T
w1 (Task) & : sa=as wwmw= (Farewell Arrangement) s |
1 sRuEs (Steps) et fRarepeTIe Jevdes qeaIfraa Wit 7
q. Q'ﬁ!T&j'UT TE T | ﬁ'éqa?r (Given): Farewell
R e & A, AT 7GR Reception/GRE Desk Arrangement
. Dw;a;ltmlg—?r . Lo R e Computer with Software o Iy
. Departure g TcCeATg TEAAT THRTHT .. .
anqim{u?qﬁi Package o foers et e famae
¥. Trekking T wREY freerd wER o ]I:Qeser\_/lflt:onhform, Registration W | .
a3+ date 1 booking T & FoHT orm, Telephone o fomrg i fafr |

S AT T |

T 9 Teeers |1ER booking T |
% segment STE ATTHT guest
second visit I W T ATET
booking ¥ |

AT Fel FedRT T g [ AT e |
fear [ werwTar [ et s fa
#=gHT Goodbye, Have a nice day,
Have a safe journey #f fearg T |

qo. T THTET A T |

e Guest

w1 (Task):

IS WraiHe (Farewell
Arrangement ) ¥ |

Amgeve (Standard):

o FUERUEE FiHF TAAT THTEA
T |

® Departure g TeadTe aleadT
TUHYT TTeE QU] |

e Trekking Uz i eaers,
way Aarsd date # booking
TR G HIAT ST ATHT TR

® 3% segment AT ATTH] b
second visit & W booking At
T |

o UM el HEANT T aFg [
A e |

e I=gHT Goodbye, Have a nice
day/ Have a safe journey wf
ferars TTeeT |

o FHFHEA AT TGH |

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

Computer, Registration form, Reservation form, Telephone, Pen

Sl




e/ araames (Safety/Precautions):
o I fo AT AR TEAT TAATT B AT |
o RIAHT ATHES ATHUH! TITTAT TET |
o A TRAFEATS HFEHAT TS |

RN



Fd fagemor (Task Analysis)

#d (Task) v : ¥ wifer d=ew (Guest Folio Maintain) 4 |

Jgiias © q guar
TAEIeE © 3 gual
FT THT ¥ "G

FE TEE yifatae® fRaTeEeTIeET SeaEE AT Tiataes T
q. WRTETIT JEOr I | fedwet (Given): Guest folio maintain
2. =fed el oo, WETAT X | o Reception/ Front Office o ufr=rg

JHIT HFAT T | e Folders o Ty
3. Check out Tiv&r@®r & | o Computer, Telephone, Printer .

T hard copy documents | ¢  Travel Documents ° =T

(registration card, e Filing & #gca

[ J

restaurant bills, laundry
bills etc) = guest check out
folder T e |

¥. Business segment &4 folio
TG TS T
Corporate, regular, long
stay, groups, FIT’S etc
Filling 7+ |

4. Computer |T check out
qZHhET TSTHT room g
checked out/dirty i et
|

%, BT gHTEd AfaeE e |

&4 (Task):
g wifaar #== (Guest Folio

Maintain) I |

Aee (Standard):

® FUTRUET KA TIH] THIEH
T |

e Check out TIfe=eher Teaehl T
hard copy documents (
registration card, restaurant
bills, laundry bills etc) &% guest
check out folder |1 TR |

e Business segment 21 folio
BETGE TATTHT |

e Computer |1 check out STgTeaT
sz room @Ts checked
out/dirty afT gfFa T |

o FHIITFEA ATHed TGH |

Check-in T Check-out @1
gfeTeT

Guest Folio I+t

ATIX Tk bITSIdee |

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

Computer, Telephone, Printer Files, folders, Pen

e /aaares (Safety/Precautions):

o g fay ATE AReT WEHT AT BT A |
o RETTHT ATHMET AMBUH! TATAAT e |
o  Hhid TAFKIEATE ATERHAT ATI |

zO
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1 fazammr (Task Analysis)

14 (Task) 5 : e et #=7 (Guest History Maintain) 7 |

Jgiha® ;0.4 Huar
T : 3 "uer
FF T 3Y "

Fd TWEE (Steps)

yfates fRareaTaeT Sevdee

I Tiaie J

JIRTETIT TETT I |

3 wifed 99 dWR, SEEE ¥

q0.

9.

R

JIE Fehedd T |
Computer ®T  check-out
qgdddl  Tedl  files @ms
history folder |1 & |

Group ®e#l TZ history
folder =TS |

Corporate / regular guest @I
g history folder a=TS |
Regular Izt likes / dislikes
g% Joig T |

Regular @t birthdays/
anniversaries g% Iei@ I |
Long stay /VIP et 9f g
history folder a=T3 |
History folder #1 &% df9
room g4t Public area w1
FEl  UEAEE  HIHl  AHIR
Iip TR Joei@ I |

g TShT ATUHT fa, AfgAT T
T mention I |

gYF Tehl passport /visa @l
details mention I+ |

FI FHEA A e |

f%:%qa?r (Given):
Reception/GRE Desk

e Computer  with
Package, Telephone
e Travel documents

Fd (Task):
e fexdr #=a= (Guest History
Maintain) I |

#rreve (Standard):

® FHUTRUEE HHF FTIAT JHTET

T |

e Computer 1

history folder |1 e |

e Group &% #I d history folder

FATTHT |

e Corporate / regular 2= g

history folder s=TTeT |

e Regular el likes/ dislikes

g% mention T |
e Regular @l

history folder s=TTeT |

e History folder /T %= 9f9 room
#9aT  Public area #T el
UaAes uddl faar v Iewd

T |

® TYh ICIH! AR fad, Hig"T T

RIEEEECRIECa

® EYh el passport T visa Bl

details I=i@ TTTHT |
o FHT TR AT TEHT |

Software

check-out
TEqhEr guest 1 files g

birthdays/
anniversary g% Je@ e |

e Long stay / VIP et afq g

Guest history maintain
o iz

oR



AR, ITHT T qTAINES:

Computer, Guest History card, Stationary, Telephone

WHT/AEGHIES.
o I fo AT AR TEAT TATT B AT |
o  RIHTHT ITHIAEE ATl TITTHT e |
o HMHId AIFISATE AAERAT ATI |
o Computer =re &I T |

a3



Infrastructures and Facilities

gfereroreer Tem : Front Office Assistant

FAf  9%0 T (WeAH)
FHEH ATHR 30 FHT

*.9. A/ fata T (AfTar) TG (STTHT I

1. JRTETT T AT Feeifgd TIHATOTERT FTHIT qAT AR T
g faere AT FTHAEED IJTAI AT
AT AT

R FHEIT BIST T T o UJAT FET FI3T (R0 A HI.)
qgT el Fiadm
(HIT=R)

3 TARTAT T T o AR FHRIMT SO ¥ HI, ® THEIHT %O a1
qAT e e o TARTEF 9T TaT A e A, HF AR
(f=7) : !

graggs 10ols and Equipment gar=t
U
o Il uTér
o TAT WehTT ¥ ETAT Werd ST
¥, YITRTE R o gce yiwreandfers uh-usw @ Uniform | e & fge=or T
o UTUTH® IT9R fohe afad (R
o IIETHT F¥I(rgd TARRIEE T3dT)
9. gRTeTRE S o X AT GTaTETH
o AT G q& 3 IAMM T YW qAd | [T 8 919 MRepl
HUHT AT GIiafae TH. TA. 41 A9 a1 q8 | T HTHRl AT TR
R 9E T FHOTAT 3 TTRN B AATT TUHT
|
% EINGIEIES o ST ATUTE TRUE ¥ AR A wER | o RRE agesd
e IW :9c ¥

9, IR e AT TRUHT = AR
JIFRIEE

3 PTIETTHT o aATEAlAE FIAGAT GHAT/ATET GIT TH | @ FRIATAT FEAHAT
RIEICAREE? T S Y HISTAE
ERIR AT AT E

FET

R. HATgRT o T FISATHT AT HeATIHA HIIF

o UTSAT HATHRH HeATIHA JUITAl
j0. TN g ATHAES T TRTRT T AR

Y




T FraEdT
Hotel Management Principle and Practices; Gopal Singh Oli and B.B Chherti,

publication, Kathmandu

Hotel Front Office Operation and Management (2" Edition) Tiwari Jatashankar (2009)
oxford university press, India

Front Office Management and Operation, Andews, Sudhir (2007) Tata Mac. India
Hotel Management "Surya Kiran Shrestha and Ananda Ghimire™ Latest Edition

oY



SueRer qar AwR (Tools and Equipment)

THNTLATHT FME ATIITF AR qAT JUBLUES (R0 (AT FRrereitgmesr afn)

fa.q feaxar gfeHTT
1. Chairs 20
Nos
2. Tables 10
Nos
3. White Board 1
4. Makers 5
5. Dusters 2
6. Computer 1
7. Computer Hardware 1
8. Note Pad 20
9 Bill Book/Pad
10. Pen / Pencil 20
11. Multipurpose Printer 1
12. Projecter with sound 1
system
13. White screen 1
14, Luggage trolley 1
15. Thali 1
16. Forms and formats As
needed
17. Ammeinities
18. o Telephone 1
[Fax /
Scanner
19, o Safe deposit 1
locker
20. o Keycard As
holder needed
21, o Key coding As
machine needed
22. o File cabinet As
needed
23, o Card Swipe
Machine

24.

For safety and
security

o%




25. o First aid box 1
26. o Khada As

needed
27. o Wheelchair 1

O




ATAYTF WA * fafag arries

.9 fraer qf¥HToT
1L |y R T
2 U R TS
3. | QIR TAT R
s | e q &
5. | gred U= 3 T
6. | uTgerE/ S U 3 aSA
7. | TR 3 Tl
8. | ufer 3 T
9. T[T L 9
0. | foA =E YR TR ATHAR
11 | %A1 &Te ATl ATHAR
12. | WTareuT JU% HALTRAT ATAR
13. | wrEe HEITRAT ATIAR
14, | Z=T3e dre 9 9=
15 | 9T AT R T
16. | qTHTRE HTET q g

e ATATHET THT FgTweh [TTTHT TRIEAVIET FHAT JTAeT & o FALATHT FoTee, foera=d aire, fue

TS TANTHT AT Il |

(=X



