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kl/ro 

of] æ k|mG6 clkm; ;xfos Æ "(Front Office Assistant)” k]zfsf] bIftfdf cfwfl/t kf7\oqmd ;fgf, demf}nf / 

7"nf xf]6nx?sf] cu|efudf /x]/ kfx'gfx?nfO{ ;]jf lbg] sfo{ ;+u ;DalGwt 5 . o; kf7\oqmddf cfwfl/t tfnLd 

sfo{qmdn] Psftkm{ k|lzIfsx?nfO{ kf7\oqmddf ;dfj]z ePsf] 1fg / ;LknfO{ k|bz{g ug{ tyf l;sfpg / csf]{ 

tkm{ k|lzIffyL{x?nfO{ k|of]ufTds -Aofjxfl/s_ cEof; dfkm{t ;Lk l;Sg k|r'/ cj;/ k|bfg ub{5 . k|lzIffyL{x?n] 

kf7\oqmddf ;dfj]z ul/Psf 1fg / ;Lkx? l;Sgsf nflu cf}hf/, pks/0f / ;fdu|Lx? ;'/lIft tl/sfn] k|of]u 

ug]{ 1fg / ;Lkx? ;d]t l;Sg]5g\ . 

o; kf7\oqmd cg';f/ k|lzIf0f lnPsf k|lzIffyL{n] ;}4flGts 1fg sIff sf]7fsf] k|lzIf0faf6 / k|of]ufTds ;Lk 

;DalGwt k|mG6 clkm; k|lzIf0f k|of]uzfnf÷sfo{:yndf cEof; u/L k|fKt ug]{5g\ . oL ;Lkx?df bIftf xfl;n 

ul/;s]kl5 k|lzIffyL{x?n] ;fgf, demf}nf tyf 7"nf xf]6nx?df /f]huf/L k|fKt ug]{ kof{Kt cj;/ kfpg] jf :j–

Joj;fo u/L :j/f]huf/ l;h{gf ug{ ;Sg]5g\ / ul/aL Go"gLs/0f u/L d'n'ssf] ljsf;df of]ubfg lbg]5g\ . of] 

kf7\oqmddf /flvPsf l;sfOaf6 k|lzIffyL{x? cfkm";+u ePsf] k/Dk/fut ;Lk / 1fgnfO{ gjLgtd k|ljlw cg';f/ 

;'wf/ Nofpg / ;DalGwt If]qdf cfjZos bIf sfdbf/sf] ?kdf sfo{ ug{ ;dy{ x'g]5g\ . 

nIo 

of] kf7\oqmdsf] d'Vo nIo a}b]lzs /f]huf/sf] nflu pko'Qm cfwf/e"t txsf]] k|mG6 clkm; ;xfos tof/ ug]{ /x]sf] 

5 .  

 

på]Zox? 

of] kf7\oqmdsf]] lgDg p2]Zo /x]sf] 5 . 

 xf]6nx?df cltly ;Tsf/ If]qsf] cu|efu÷l/;]Kzgdf /x]/ k|bfg ul/g] ;]jfsf] cfjZostf / ljZjJofkL 

dxTj af]w ug{ . 

 cltly÷kfx'gfx?¢f/f 6]lnkmf]g nufot cGo dfWodaf6 k|fKt xf]6n ;DaGwL lh1f;f, rf;f]af/] hfgsf/L, 

;"rgf / ;fdfGo ;f]w va/sf] hjfkm lbg . 

 cltly÷kfx'gfsf] nflu xf]6n a'lsË, cfudg lqmofsnfk, kfx'gf ;Tsf/ lqmofsnfk / k|:yfg lqmofsnfk 

;+rfng ug{ . 

 xf]6nsf] cu|efudf /x]/ ;Dkfbg ul/Psf ;Dk"0f{ sfo{x?sf] clen]vLs/0f tyf sDKo"6/ / Dofg'on 

8f6fa]; k|0ffnL Aojl:yt ug{ .  

 kfx'gfsf] :jf:Yo / ;DklQsf] ;'/Iff ;DaGwL rf;f]nfO{ ljZj:t kfg{ . 

 g]kfndf /f]huf/ tyf :j/f]huf/ eO{ ;LknfO{ >d;+u cfj4 ug{ . 

 j}b]lzs /f]huf/df hfg rfxg] o'jfx?nfO{ pko'Qm ;Lk lbnfO{ ;f]xL ;Lk cg';f/sf] /f]huf/df cfj4 ug{ . 

 

 

Kff7\oqmdsf] laz]iftf 

 o; kf7\oqmdn] ;Lk lasf;df hf]8 lbG5 . o; kf7\oqmdsf] *) k|ltzt ;do ;Lk l;sfO / @) k|ltzt 

;do ;}4flGts 1fg l;sfOdf 5'§ofOPsf] 5 . 

 o; kf7\oqmdsf] hf]8 kf7\oqmddf ;dfa]z ul/Psf ;Lkx? k|bfg ug{ jf l;sfpgdf x'g]5 . 

 

tfnLd cjlw 

of] tfnLd sfo{qmdsf] ;dofjlw k|of]ufTds cEof; ;d]t !^) 306fsf] x'g]5 .  
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nlIft :yfg 

 g]kfn e/ . 

k|lzIffyL{ ;+Vof 

 Ps ;d"xdf clwstd @) hgf . 

 

k|lzIf0fsf] dfWod 

 g]kfnL/c+u|]hL tyf :yfgLo efiff .  

 

k|lzIffyL{ pkl:ylt 

tfnLd cjlwe/ k|lzIffyL{sf] pkl:ylt sDtLdf ()Ü k'u]sf] x'g'kg]{5 cGoyf k|df0f–kq kfpg of]Uo dflgg] 5}gg\ . 

 

k|j]zsf cfwf/x? 

tnsf cfwf/ k"/f u/]sf JolQmx? o; tfnLddf k|j]z kfpg] 5g . 

 SEE  pQL0f{ . 
 !* jif{ k"/f ePsf] :j:y g]kfnL gful/s . 

 

k|lzIfssf] Go"gtd of]Uotf 

 xf]6n Dofg]hd]G6 Joj;fodf sDtLdf TSLC pQL{0f u/L ;DalGwt k]zfdf Go"gtd # jif{sf] sfo{ cg'ej 

ePsf] . 

 k|mG6 clkm; ck/]6/df tx @ pQL0f{ jf ;f] ;/x . 

 /fd|f] ;+rf/ tyf k|lzIf0f ;Lk ePsf] . 

 

k|lzIfs–k|lzIffyL{ cg'kft 

 k|of]ufTds sIffsf] nflu cg'kft M ! M !) 

 ;}4flGts sIffsf] nflu cg'kft M ! M @) 

 

k|lzIf0fsf dfWod / ;fdu|L 

k|efjsf/L k|lzIf0f tyf k|bz{gsf nflu cfjZos ;fdu|Lx?M 

 5fk]sf ldl8ofsf ;fdu|Lx? -cEof; k'l:tsf, ?h' ;"rL_ 

 Non-Projected ;fdu|Lx? -l8:Kn] gd"gfx?, lkmNd km\nLk rf6{, kf]i6/, af]8{, dfs{/_ 

 Project Media  ;fdu|L -dlN6ld8of k|f]h]S6/, :nfO{8 cflb_ 

 >Job[io ;fdu|L -6]k, lkmNd, :nfO8 6]k, lel8of] l8:s cflb_ 

 sDKo'6/df cfwfl/t k|lzIf0f ;fdu|L–sDKo'6/df cfwfl/t tfnLd / cGt/lqmofTds lel8of]_ 

 

k|lzIf0f ljlw / l;sfO 

of] tfnLd sfo{qmddf k|lzIf0f lb+bf pbfx/0fo'Qm JofVof, k|jrg, 5nkmn, sfof{b]z, ;d"x 5nkmn k|bz{g, 

cg's/0f, lgb]{lzt cEof;, cjnf]sg, :j–cEof;  k|of]ufTds cEof; / cGo JolQmut l;sfO x'g]5 .  
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k|df0f–kq k|bfg 

of]] tfnLd ;kmntfk"j{s ;DkGg ug]{ k|lzIffyL{x?nfO{ ;DalGwt tflnd lbg] ;+:yfn] k|mG6 clkm; ;xfos (Front 
Office Assistant) sf] k|df0fkq k|bfg ug]{5 . 

;Lk k/LIf0fsf] Joj:yf 

of] tfnLdsf] k|df0fkq k|fKt u/]sf k|lzIffyL{x¿n] /fli6«o ;Lk k/LIf0f ;ldlt åf/f lgwf{/0f ul/Psf] dfkb08÷k"j{ 

zt{x¿ k"/f u/]df k|mG6 clkm; ;xfos  (Front Office Assistant) tx ! sf]] ;Lk k/LIf0fdf ;xefuL x'g 

;Sg]5g .  

 

k|lzIf0f ;DaGwL ;'emfj 

 tfnLd kf7\oqmd k"0f{?kdf cWoog ug]{ . 

 ;}4flGts k|lzIf0f tyf ;Lk l;sfOsf] nflu kf7of]hgf agfpg] . 

 ;Lkdf cfwfl/t ;}4flGts ljifoj:t'nfO{ k|efjsf/L 9Ëaf6 k|lzIf0f ug]{, u/fpg] . 

 k|lzIffyL{ :ki6 geOGh]n;Dd k|lzIfsn] ;Lk ;Dkfbg k|bz{g ug]{, u/fpg] . 

 k|lzIffyL{nfO{ ;Lk ;Dkfbg ug'{ k"j{ JolQmut ;'/Iff pks/0f k|of]u tyf cf}hf/ pks/0f ;'/Iff k|Tofe'lt 

;'lglZrt ug]{, u/fpg] . 

 k|lzIffyL{nfO{ ;DalGwt ;Lk ;Dkfbg ug{ lgb]{lzt cEof; ug{ nufpg] . 

 k|lzIffyL{nfO{ ;DalGwt ;Lk Go"g uNtL b]lvg] u/L ;Dkfbg ug{ cj;/ k|bfg ug]{, u/fpg] . 

 k|lzIffyL{nfO{ ;DalGwt ;Lk uNtL gul/sg ;Dkfbg ug]{ cj;/ k|bfg ug]{, u/fpg] . 

 k|lzIffyL{n] :jtGq 9Ëaf6 hl6n ;Lkx? ;Dkfbg u/]sf] ;'lglZrt ug]{, u/fpg] . 
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kf7\o ;+/rgf 

(Kf|mG6 clkm; ;xfos) 

qm=;+= df]8\o"n :jefj 

;do -306f_ 

;}4flGts Jojfxfl/s hDdf 

df]8\o"n ! k]zfut kl/ro ;} !) = !) 

df]8\o"n @ k]zfut :jf:Yo ;'/Iff ;}Jof $ !@ !^ 

df]8\o"n # cf}hf/, pks/0f / ;fdu|L ;}Jof ! & * 

df]8\o"n $ /]he]{;g -Reservation_   ;}Jof $ @% @( 

df]8\o"n % 

cfudg k"j{sf lqmofsnfk -Pre-arrival 

Activities_ 

  

;}Jof % !^ @! 

df]8\o"n ^  

cfudg lqmofsnfk -Arrival 

Activities_ 
;}Jof $ !% !( 

df]8\o"n & 

kfx'gf ;Tsf/ lqmofsnfk -Guest 

Service Activities_ 
;}Jof 

% @% #) 

df]8\o"n * 

k|:yfg lqmofsnfk (Departure 

Activities) 
;}Jof ^ @! @& 

 hDdf  #( !@! !^) 
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la:t[t kf7\oqmd 

df]8\o"n ! k]zfut kl/ro 

;do M !) 306f -;}_ 

Kff7\o laj/0f 

o; df]8\o'ndf k|mG6 clkm; lawf / To; lawf;+u ;DalGwt k]zfsf] sfo{If]q kl/ro u/fpg] 1fgx? ;dfj]z 

ul/Psf] 5 . 

p2]ZoM 

 k|mG6 clkm; ck/];gsf] cjwf/0ff af]w ug{ . 

sfo{x? 

1 xf]6nsf] kl/ro, Oltxf;, l8kf6{d]G6x? 

2 k|mG6 clkm;sf] kl/ro, sfo{ / zfvfx? 

 l/;]K;g (Reception) 

 a]n 8]S; (Bell Desk) 

 6]lnkmf]g ck/]6/ (Telephone Operator) 

 Sofl;o/ (Cashier) 

 /]he]{;g (Reservation) 

 lahg]z ;]G6/ (Business Center) 

 OGkm{d];g 8]S;, sf]gl;oh{ (Concierge) 

 sL xf]n8/ (Key Holder) 

3 k|mG6 clkm;sf] ;+u7g ;+/rgf (Organization Structure of Front Office) 

4 cfsl:ds cj:yfsf] ;+rfng (Handling Emergency Situations)  

5 x/fPsf] jf e]§fPsf] ;fdfgsf] Joj:yfkg (Handling Lost and Found) 

6 k|mG6 clkm; ;DaGwL zAbfjnLx?  (Front Office Terminologies) 

7 6]lnkmf]g ck/]6 ug]{ ljlw (Telephone Etiquette) 

8 xf]6n ?d k|sf/ / 6]l/km (Hotel Room Types and Tariff)  

9 vfgf of]hgf (Meal Plan) 

10 cGt/ laefuLo ;dGjo (Inter Department Coordination) 

11 ;~rf/sf >f]t (Source of Communication) 

12  ;~rf/sf dfWod (Mode of Communication) 

13  e'QmfgLsf dfWod (Mode of Payment) 

14 k|mG6 clkm;df x'g'kg]{ AolQmut u'0fx? (Attributes of Front Office Personnel) 

15 kmd{÷km/Dof6 / nu a's (Forms ÷ Format and Log Book) 

 /]he]{zg l/Sj]:6 l:nk (Reservation Request Slip) 

 l/SjLlhzg kmf]d{ (Requisition Form) 

 /]lhi6«]zg kmf]d{ (Registration Form) 

 nua's (Logbook) 

 P¥of08 sf8{ (Errand Card) 

 d];]h l:nk (Message Slip) 

 ;]km l8kf]lh6 kmf]d{ (Safe Deposit Form) 
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 j]s–ck sn /]lhi6/ (Wake-up Call Register) 

 u]i6 sd]G6 sf8{ (Guest Comment Card) 

 nu]h 6\ofu (Luggage Tag) 

 PS;k]S6]8 c/fOen tyf l8kfr{/ lni6÷l/kf]{6 (Expected Arrival and Departure List/ Report) 

 sL OGe]G6/L kmf]d{ (Key Inventory Form 

 lksck / 8«k kmf]/Dof6 (Pickup and Drop Format) 

 kmf]/]g PS;r]Gh PgSofzd]G6 l/l;K6 (Foreign Exchange Encashment Receipt) 

 PlDgl6h kmf]/Dof6 (Amenities Format) 

 6«fG:kf]6{]zg nua's (Transportation Logbook) 

16  u]i6 sd]G6 nua's (Guest Comment Logbook) 
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df]8\o'n @M k]zfut :jf:Yo / ;'/Iff 

;do M $ 306f -;}_ ±  !@ 306f -Aof_ Ö !^ 306f 

j0f{gM 

o; df]8\o'ndf k]zfut sfo{ ubf{ x'g;Sg] ;+efljt b'3{6gfaf6 ;'/lIft /fVg, k|fylds pkrf/ ug{, sfo{:ynsf] 

;'/Iff ug{, d]lzg÷cf}hf/ tyf pks/0fx? k|of]u / ;/;kmfO{;Fu ;DalGwt 1fg / ;Lkx¿ ;dfj]z ul/Psf 5g\ . 

p2]ZoM 

 ;'/Iffsf pkfox? ckgfpg] . 

sfo{x¿M 

!= JolQmut ;'/Iff ;DaGwL pks/0f k|of]u ug]{ . 

@= ;fwf/0f k|fylds pkrf/ ug]{ . 

#= cf}hf/ pks/0f;DaGwL sfo{ ;'lglZrt ug]{ . 

$= sfo{:ynsf] ;'/Iff ;'lglZrt ug]{ . 

%= cfunfuLaf6 x'g] Iflt Go"gLs/0f ug]{ . 

^= ;'/Iff ;DaGwL ;"rgfx? cWoog ug]{ . 

&= n8]/ 36\g] b'3{6gf Go"gLs/0f ug]{ .  
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sfo{ laZn]if0f (Task Analysis) 

 

 
 

sfo{ (Task) ! : JolQmut ;'/Iff ;DaGwL pks/0f k|of]u ug]{ .     

sfo{ r/0fx¿ (Steps) 
k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, pks/0f  ;+sng 

ug]{ . 

3= JolQmut ;/;kmfO{ sfod /fVg] . 

4= Formal shoes nufP/ sfd ug]{ . 

5= xf]6]nn] tf]s]sf] kf]zfs (Hotel 

Uniform) nufP/ sfd ug]{ . 

6= w]/} v's'nf] (Loose) jf w]/} 

sl:;Psf] (Tight) klx/g gx'g]] u/L 

sfd ug]{ . 

7= pks/0f ;kmf ug]{ .  

8= ;fdu|Lx? e08f/0f ug]{ . 

9= sfo{;Dkfbgsf] clen]v /fVg] . 

 

lbO{Psf] (Given): 
k;{gn k|f]6]lS6e OSo'kd]G6 

(Personal Protective 

Equipments -PPE) 

 

sfo{ (Task): 

JolQmut ;’/Iff ;DaGwL pks/0f 

k|of]u ug]{{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? Qmlds ?kdf 

;Dkfbg ePsf . 

 ;'/Iff (Safety) sf pks/0fx? 

k|of]u u/L sfd u/]sf] . 

 ;'/Iff tyf ;fjwfgLsf pkfox? 

ckgfO{Psf . 

JolQmut ;’/Iff ;DaGwL 

pks/0f  

 JolQmut ;'/Iffsf 

pks/0fx? (PPE) sf] 

klxrfg / k|of]u . 

 b'3{6gfsf sf/0fx?  

 ;'/Iff / ;fjwfgLx? . 

 sfo{:yn / pks/0fsf] 

;/;kmfO{ . 

 ;fdu|Lx?sf] e08f/0f . 

 sfo{;Dkfbgsf] clen]v 

/fVg] ljlw . 

 

cf}hf/, pks/0f / ;fdu|Lx? : Formal shoes, Hotel uniform, Personal Protective Eqipment (PPE)-Safety 

Gloves, Mask.  

 
;’/Iff÷;fjwfgLx?: 

 s8f, nfdf] afx'nf, sl:;Psf] sldh, Kof06, nfdf] skfnsf] cj:yf gkfg]{ . 

 s]6f eP skfn 5f]6f] ePsf] cj:yf / s]6L] (Ladies) eP skfn h’/f] agfPsf] cj:yfdf /xg]  . 

 cfjZostf cg';f/ d'vdf df:s / xftdf k~hf nufpg] .  

;}4flGts  M )=% 306f 

Jofjxfl/s M !=% 306f  

s"n ;do M @=) 306f  
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sfo{ laZn]if0f(Task Analysis) 

 
 

 
sfo{ (Task) @ : ;fwf/0f k|fylds pkrf/ ug]{ . 

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf 

p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a} cf}hf/ tyf pks/0f ;+sng 

ug]{ . 

3= JolQmut ;/;kmfO{ sfod /fVg] . 

4= k|fylds pkrf/ afs; (First Aid Box)] 

k|of]udf Nofpg] . 

5= ;fdfGo rf]6k6ssf] k|fylds pkrf/ ug]{ . 

6= ;fdfGo 3fp tyf sf6]sf] k|fylds pkrf/ 

ug]{ . 

7= ;fdfGo 3fp tyf sf6]sf] dnxd k6\6L ug]{ 

. 

8= ;fdfGo |̂ofSr/ (Fracture) sf] k|fylds 

pkrf/ ug]{ . 

9= /Qm>fjsf] (Bleeding) /f]Sg k|fylds 

pkrf/ ug]{ . 

10= s/]G6 nfu]sf]nfO{ k|fylds pkrf/ ug]{ . 

11= s[lqd Zjf; k|Zjf; u/fpg]] . 

12= sfo{ ;Dkfbgsf] clen]v /fVg] . 

 

lbO{Psf] (Given): 
k|fylds pkrf/ afs; (First 

Aid Box), k|fylds pkrf/ 

Dofg'cn 

 

sfo{ (Task): 
;fwf/0f k|fylds pkrf/ ug]{ . 

 

dfkb08 (Standard): 

 sfo{ r/0fx? s|lds ?kdf 

;Dkfbg ePsf . 

 ;fwf/0f k|fylds pkrf/ 

u/]sf] .  

 ;'/Iff tyf ;fjwfgLsf 

pkfox? ckgfO{Psf . 

 

;fwf/0f k|fylds pkrf/ 

 k|fylds pkrf/sf]  

kl/ro . 

 k|fylds pkrf/sf] dxTj . 

 k|fylds pkrf/ afs; 

(First Aid Box) df /xg] 

;fdfGo cf}ifwL / 

;fdu|Lx? . 

 k|fylds pkwf/ ug]{ ljlwM 

o rf]6k6s 

o 3fp tyf sf6]sf] 

o ˆ|ofSr/ (Fracture) 

o /ut au]sf] 

o s/]G6 nfu]sf] 

o s[lqd Zjf; k|Zjf; 

 ;'/Iff / ;fjwfgLx? . 

 sfo{ ;Dkfbgsf] clen]v 

/fVg] ljlw . 

cf}hf/, pks/0f / ;fdu|Lx?: 

 JolQmut ;'/Iff pks/0f (Personal Protective Equipment)  

 k|fylds pkrf/ afs; (First Aid Box) 

 k|fylds pkrf/ Dofg'cn (First Aid Manual) 
 

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 Dofg'cn cg';f/ laleGg k|fylds pkrf/x? u/]sf] . 

 cf}iflwx? hyfefjL k|of]u gug]{ . 

 First Aid Box k|of]udf Wofg lbg] . 

;}4flGts  M !=) 306f 

Jofjxfl/s M @=% 306f  

s"n ;do M #=% 306f 
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sfo{ laZn]if0f(Task Analysis) 
 

 
 

sfo{ (Task) # : cf}hf/ pks/0f ;DaGwL sfo{ ;'lglZrt ug]{ .  

sfo{ r/0fx¿ (Steps) 
k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/ pks/0f ;+sng ug]{ . 

3= JolQmut ;/;kmfO{ sfod /fVg] . 
4= k|of]u ul/g] cf}hf/ pks/0fsf] ;/;kmfO{ 

lglZrt ug]{ . 

5= sDKo'6/, 6]lnkmf]g, kmofS;, lk|G6/, ?d 

/]h{/e];g 6'nx? k|of]u of]Uo 5 jf 5}g 

;'lglZrt ug]{ . 

6= pks/0f ;kmf ug]{ .  

7= pks/0f / ;fdu|Lx? e08f/0f ug]{ . 

8= sfo{ ;Dkfbgsf] clen]v /fVg] . 

 

lbO{Psf] (Given): 
ljljw k|sf/sf k|mG6 clkm; 

ck/]zgsf cf}hf/ pks/0fx?sf] 

:6f]/ sf]7f . 

 

sfo{ (Task): 
cf}hf/ pks/0f ;DaGwL sfo{ 

;'lglZrt ug]{ . 

 

dfkb08 (Standard): 

 sfo{ r/0fx? s|lds ?kdf   

;Dkfbg ePsf . 

 lbPsf] cf}hf/x? / 

pks/0fx? hf+rL b'?:t 

agfO{ ;'lglZrt u/]sf] . 

 ;'/Iff tyf ;fjwfgLsf 

pkfox? ckgfO{Psf . 

cf}hf/ pks/0f ;DaGwL 

sfo{  

 cf}hf/ pks/0fx?sf] 

:6f]/ . 

 cf}hf/ pks/0fx?sf] 

;'/Iff . 

 ;fdfu|Lx?sf] e08f/0f . 

 sfo{ ;Dkfbgsf] clen]v 

/fVg] ljlw . 

 

cf}hf/, pks/0f / ;fdu|Lx? : 

ljljw k|sf/sf k|mG6 clkm; ck/];gsf cf}hf/ pks/0fx? 6]lnkmf]g, ˆofS;, nu]h, 6«nL, lk|G6/, sDKo'6/, sL 

sf]l8Ë d]l;g . 

 

;'/Iff÷;fjwfgLx? : 

 JolQmut ;'/Iff pks/0f PPE (Personal Protective Equipment) clgjfo{ k|of]u ug]{ . 

 nfUg ;Sg] rf]6k6saf6 z/L/nfO{ hf]ufpg] . 

;}4flGts  M )=% 306f 

Jofjxfl/s M !=% 306f  

s"n ;do M @=) 306f  
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sfo{ laZn]if0f(Task Analysis) 

 

 
 

sfo{ (Task) $ : sfo{:ynsf] ;'/Iff ;'lglZrt ug]{ . 

sfo{ r/0fx¿ (Steps) 
k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a}} cf}hf/, pks/0f  ;+sng 

ug]{ . 

3= JolQmut ;/;kmfO{ sfod /fVg] . 

4= k|mG6 clkm; glrlKng] k|sf/sf] gg\ 

l:nk/L (Non Slippery) ePsf] 

;'lrlZrt ug]{ . 

5= k|mG6 clkm;df k|of]u ul/g] cf}hf/ 

pks/0f, ;fdu|Lx? Jojl:yt 9+un] 

/fVg] . 

6= sfo{:yn ;kmf ;'U3/ /fVg] Xofh8{ k|mL 

(Hazard Free) ug]{ . 
7= pks/0f ;kmf ug]{ .  

8= pks/0f / ;fdu|Lx? e08f/0f ug]{ . 

9= sfo{ ;Dkfbgsf] clen]v /fVg] . 

 

lbO{Psf] (Given): 
sfo{:yn, cf}hf/, pks/0f 

 
sfo{ (Task): 
sfo{:ynsf] ;'/Iff ;'lglZrt ug]{ . 

 
dfkb08 (Standard): 

 sfo{ r/0fx? s|lds ?kdf 

;Dkfbg ePsf . 

 sfo{:ynsf] ;'/Iff ;'lglZrt 

u/]sf] . 
 ;'/Iff tyf ;fjwfgLsf pkfox? 

ckgfOPsf . 

 sfo{ ;Dkfbg clen]v /flvPsf] 

. 

 

 

sfo{:ynsf] ;'/Iff 

;'lglZrttf  

 sfo{:ynsf] dfkb08 . 

 sfo{:ynsf] Dofg'cn . 

 ;'/Iff / ;fjwfgLx? . 

 ;fdfu|Lx?sf] e08f/0f . 

 sfo{ ;Dkfbgsf] clen]v 

/fVg] ljlw . 

 

cf}hf/, pks/0f / ;fdfu|Lx? M 

;'/Iff dfkb08 

 

;'/Iff÷;fjwfgLx? M 

 JolQmut ;'/Iff pks/0f PPE (Personal Protective Equipment) clgjfo{ k|of]u ug]{ . 

 sfo{:ynsf] ;/;kmfO ePsf] x'g'kg]{ . 

 sfo{:yndf cf}hf/, pks/0f, ;fdu|Lx? cJojl:yt 9+un] g/fVg] . 

;}4flGts  M )=% 306f 

Jofjxfl/s M !=% 306f  

s"n ;do M @=) 306f  
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sfo{ laZn]if0f(Task Analysis) 
 

 

 

sfo{ (Task) %: cfunfuLaf6 x'g] Iflt Go"gLs/0f ug]{ . 

sfo{ r/0fx¿ (Steps) 
k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a}} cf}hf/ / pks/0f  

;+sng ug]{ . 

3= JolQmut ;/;kmfO{ sfod /fVg] . 

4= kmfo/ ;]ˆ6L pks/0fx?sf] 

Joj:yf ug]{ . 

5= kmfo/ ;]ˆ6L pks/0fx? ;+rfng 

ug]{ . 

6= cTolws k|HjngzLn kbfy{x?nfO{ 

dfkb08 adf]lhd Jojl:yt ug]{ .  
7= pks/0f ;kmf ug]{ .  

8= cf}hf/ / pks/0f e08f/0f ug]{ . 

9= sfo{ ;Dkfbgsf] clen]v /fVg] . 

 

lbO{Psf] (Given): 
kmfo/ ;]ˆ6L pks/0fx? / ;+rfng ug]{ 

Dofg'cn . 

 

sfo{ (Task): 
cfunfuLaf6 x'g] Iflt Go"gLs/0f  

ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? qmlds ?kdf ;Dkfbg 

ePsf] . 

 cfunfuLaf6 x'g] vt/faf6 aRg 

;'lglZrt u/]sf]] . 

 ;'/Iff tyf ;fjwfgLsf pkfox? 

ckgfO{Psf . 

 sfo{ ;Dkfbg clen]v /flvPsf] . 

 

 
cfunfuLaf6 x'g] Iflt 

Go"gLs/0f 

 kmfo/ ;]ˆ6L 

pks/0fx?sf] klxrfg . 

 kmfo/ ;]ˆ6L 

pks/0fx?sf] k|of]u . 

 kmfo/ ;]ˆ6L pks/0fx? 

;+rfng ug]{ Dofg'cn . 

 ;'/Iff / ;fjwfgLx? . 

 cf}hf/ / pks/0fx?sf] 

e08f/0f . 

 sfo{ ;Dkfbgsf] clen]v 

/fVg] ljlw . 

 

cf}hf/, pks/0f / ;fdu|Lx?: 

 kmfo/ ;]ˆ6L pks/0fx? . 

 kmfo/ ;]ˆ6L ;+rfng ug]{ Dofg'cn . 

 

;'/Iff÷;fjwfgLx?: 

 JolQmut ;'/Iff pks/0f PPE (Personal Protective Equipment) clgjfo{ k|of]u ug]{ . 

 k|HjngzLn kbfy{x?nfO{ Jojl:yt 9+uaf6 e08f/0f ug]{ . 

 

;}4flGts  M )=% 306f 

Jofjxfl/s M !=% 306f  

s"n ;do M @=) 306f  
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sfo{ laZn]if0f(Task Analysis) 
 

 
 

sfo{ (Task) ^ : ;'/Iff ;DaGwL ;"rgfx? cWoog ug]{ . 

sfo{ r/0fx¿ (Steps) 
k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a}} cf}hf/ / pks/0f  

;+sng ug]{ . 

3= JolQmut ;/;kmfO{ sfod /fVg] . 

4= ;'/Iff ;DaGwL kf]i6/, kDkn]6x? 

sfo{:ynsf] /flvg] :yfgdf 6f+:g] . 

5= ;'/Iff ;DaGwL;+s]tx? sfo{:yndf 

:ki6 b]lvg] u/L /fVg] . 

6= ;'/Iff ;DaGwL ;"rgfx? ;+sng 

u/L cWoog ug]{ . 

7= ;"/Iff ;DaGwL ;"rgfx? ;xkf7L;+u 

5nkmn u/L :d/0f ug]{ . 

8= ;fdfu|Lx? e08f/0f ug]{ . 

9= sfo{ ;Dkfbgsf] clen]v /fVg] . 

 

lbO{Psf] (Given): 
;'/Iff ;DaGwL ;+s]t /  

;"rgfx? . 
 
sfo{ (Task): 
;'/Iff ;DaGwL;"rgfx? cWoog ug]{ 

. 

 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds ?kdf 

;Dkfbg ePsf . 

 ;'/Iff ;DaGwL ;"rgfx? 

cWoog\ u/]sf] . 

 ;'/Iff tyf ;fjwfgLsf 

pkfox? ckgfO{Psf . 

 sfo{ ;Dkfbg clen]v /flvPsf] 

. 

 

;'/Iff ;DaGwL;"rgfx?  

 ;'/Iff ;DaGwL ;+s]tsf] 

klxrfg . 

 ;'/Iff ;DaGwL ;"rgfx?sf] 

cWoog . 

 ;'/Iff / ;fjwfgLx? . 

 sfo{ ;Dkfbgsf] clen]v 

/fVg] ljlw . 

 

cf}hf/, pks/0f / ;fdu|Lx?: 

 ;'/Iff ;DaGwL ;+s]t . 

 ;'/Iff ;DaGwL ;"rgfx? . 

 

;'/Iff÷;fjwfgLx?: 

 JolQmut ;'/Iff pks/0f PPE (Personal Protective Equipment) clgjfo{ k|of]u ug]{ . 

 ;'/Iff ;DaGwL;"rgf / ;+s]tx?sf] kf]i6/ jf Aofg/ agfO{ d'Vo :yfgx?df 6fF:g] / Wofg lbg] . 

 

 

;}4flGts  M )=% 306f 

Jofjxfl/s M @=) 306f  

s"n ;do M @=% 306f  
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sfo{ laZn]if0f(Task Analysis)  
 

 

 

 

sfo{ (Task) & : n8]/ 36\g] b'3{6gf Go"lgs/0f ug]{ . 

sfo{ r/0fx¿ (Steps) 
k|fljlws lj|mofsnfksf 

p2]Zox¿  

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a}} cf}hf/ / pks/0f ;+sng ug]{ 

. 
3= JolQmut ;/;kmfO{ sfod /fVg] . 

4= sfo{:yndf glrlKng] Joj:yf ug]{ . 

5= JolQmut ;'/Iff pks/0f (Personal 

Protective Equipment) k|of]u ug]{ . 

6= cUnf] :yfgdf /x]/ sfd ubf{ cfjZos 7fp+ 

sfod /fVg] . 

7= k|fylds pkrf/ afs; (First Aid Box) sf] 

Joj:yfkg ug]{ . 
8= cf}hf/x?sf] lgoldt dd{t ;Def/ ug]{ .  

9= cf}hf/÷pks/0fx?nfO{ lglZrt ;xL 7fp+df 

/fv]/ ;'lglZrt ug]{ . 

10= pks/0f ;kmf ug]{ .  

11= pks/0f / ;fdfu|Lx? e08f/0f ug]{ . 

12= sfo{ ;Dkfbgsf] clen]v /fVg] . 

 

lbO{Psf] (Given): 
JolQmut ;'/Iff pks/0f 

(Personal Protective 

Equipment) / k|fylds 

pkrf/ afs; (First Aid 

Box) 

 

sfo{ (Task): 
n8]/ 36\g] b'3{6gf Go"lgs/0f 

ug]{ .  

 

dfkb08 (Standard): 

 sfo{r/0fx? qmlds ?kdf 

;Dkfbg ePsf] . 

 n8]/ 36\g] b'3{6gf 

Go"lgs/0f ePsf] . 

 ;'/Iff tyf ;fjwfgLsf 

pkfox? ckgfO{Psf . 

 sfo{ ;Dkfbg clen]v 

/flvPsf] . 

 

n8]/ 36\g] b'3{6gf 

Go"gLs/0f 

 n8]/ 36\g] b'3{6gfx? . 

 n8]/ 36\g] b'3{6gf 

Go"lgs/0f ug]{ pkfox? 

. 

 ;'/Iff / ;fjwfgLx? . 

 sfo{ ;Dkfbgsf] 

clen]v /fVg] ljlw . 

 

cf}hf/, pks/0f / ;fdu|Lx? M  

 JolQmut ;'/Iff pks/0f (Personal Protective Equipment)  

 k|fylds pkrf/ afs; (First Aid Box) 

 

;'/Iff÷;fjwfgLx? M  

 cUnf] :yfgdf /x]/ sfd ubf{ ;fjwfgL ckgfpg] . 

 k|fylds pkrf/df ljlwdf Wofg lbg] . 

;}4flGts  M )=% 306f 

Jofjxfl/s M !=% 306f  

s"n ;do M @=) 306f  
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df]8\o'n # cf}hf/, pks/0f / ;fdu|L klxrfg tyf k|of]u 

;do M ! 306f -;}_ ±   & 306f -Aof_ Ö * 306f 

j0f{gM 

o; df]8\o'ndf k|lzIffyL{x?NffO{ xf]6ndf k|of]u ul/g] cf}hf/, pks/0f / ;fdu|L  af/]df k|lzIf0f u/fOG5 . 

o; df]8\o'ndf xf]6nsf ;fdu|L  klxrfg / k|of]u ;DaGwL 1fg / ;Lkx¿ ;dfj]z ul/Psf 5g\ . 

 

p2]ZoM 

1 cf}hf/, pks/0f / ;fdu|L  klxrfg / k|of]u ug{ . 

2 k|mG6 clkm; sDKo"6/ Kofs]h Pj+ ;ˆ6j]o/ ;+rfng ug{ . 

  

sfo{x¿M 

!=cf}hf/, pks/0f / ;fdu|L  klxrfg / k|of]u ug]{ . 

@=k|mG6 clkm; sDKo"6/ Kofs]h Pj+ ;ˆ6j]o/ ;+rfng ug]{ . 
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s|= ;+= sfo{x? clGtd sfo{ ;+kfbg ;"rs p2]Zo 
;DalGwt k||fljlws 

1fg 

;do 306fdf 

;}  k| hDdf  

! ljleGg cf}hf/, 

pks/0f / 

;fdu|Lsf] 

klxrfg ug{] .  
 

cj:yf -lbOPsf]_ 

cf}hf/ pks/0f / ;fdu|Lx? . 

 

lglb{i6 sfo{ -s]_M 

ljleGg cf}hf/, pks/0f / ;fdu|L 

sf] klxrfg ug]{ .  

 

:t/ -slt /fd|f]_M    

 ljleGg cf}hf/, pks/0f / 

;fdu|Lsf] sfo{x? pNn]v  

u/]sf] .  

 ljleGg cf}hf/, pks/0f / ;fdu|L 

klxrfg u/]sf] .  

 ljleGg k|sf/sf 

cf}hf/, pks/0f / 

;fdu|Lx?sf] 

klxrfg    

 ljleGg cf}hf/, 

pks/0f / 

;fdu|Lx?sf] sfd      

 

! @ # 

@ ljleGg cf}hf/, 

pks/0f / 

;fdu|L sf] 

k|of]u ug]{ . 

cj:yf -lbOPsf]_  

cf}hf/ / pks/0fx? 

 

lglb{i6 sfo{ -s]_M 

ljleGg cf}hf/, pks/0f / ;fdu|L 

sf] k|of]u ug]{  

 

:t/ -slt /fd|f]_M    

 cf}hf/x?÷pks/0fx?sf] klxrfg 

ePsf]] . 

 cf}hf/x? / pks/0fx? k|of]u 

ePsf]] . 

 ljleGg k|sf/sf 

cf}hf/,  pks/0f / 

;fdu|Lx?sf] 

klxrfg  

 cf}hf/ / 

pks/0fx?sf] k|of]u 

ug]{ ljlw        

 cf}hf/ 

pks/0fx?sf] 

;'/Iff ug]{ ljlw  

! @ # 

   hDdf @ $ ^ 

 

tn pNn]lvt k]zfut sfdsf nflu cfjZos cf}hf/ tyf pks/0fx?sf] klxrfg / k|of]u ug]{ 

l;=g+ cf}hf/ pks/0fx? 

! Computer  

@ Computer with Email Internet access  

# Multipurpose Printer   

$ Projecter with Sound System  

% White Screen  

^ Luggage Trolley   

& Amenities   

* Telephone /Fax / Scanner    

( Key Card Holder   

!) Key Coding Machine   
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l;=g+ cf}hf/ pks/0fx? 

!! File Cabinet   

!@ First Aid Box 

!# Fire Extinguisher  

!$ Wheelchair        

!% Markers   

!^ Forms and formats  

!& Dusters  

!* Note Pad   

!( Pen / Pencil   

@) White Board 

@! Safe deposit locker  

 

cf}hf/, pks/0f / ;fdu|Lx? M 

 JolQmut ;'/Iff pks/0f PPE (Personal Protective Equipment)  

 k|fylds pkrf/ afs; (First Aid Box) 

 

;'/Iff÷;fjwfgLx? M 

 cUnf] :yfgdf /x]/ sfd ubf{ ;fjwfgL ckgfpg] . 

 cf}hf/ pks/0f k|of]u ubf{ wfl/nf] sf6g] xltof/ k|of]u ubf{ xf]lzof/L ckgfpg] . 

 k|fylds pkrf/df ljlwdf Wofg lbg] . 
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df]8\o'n $M /]he]{;g (Reservation)  
;do M $ 306f -;}_ ±  @% 306f -Aof_ Ö @( 306f 

j0f{gM 

o; df]8\o'ndf k|lzIffyL{x?NffO{ /]he{];gsf af/]df k|lzIf0f u/fOG5 . o; df]8\o'ndf xf]6nsf ?d a'lsË÷;]N;  

tyf l/h{e];g sfo{;Fu ;DalGwt 1fg / ;Lkx¿ ;dfj]z ul/Psf 5g\ . 

p2]ZoM 

 ?d a'lsË , ;]N; / ?dsf] /]he]{;g ug{ . 

 

sfo{x¿M 

1= 6]lnkmf]g (Telephone) af6 cfPsf /]he]{;g (Reservation) lng] . 

2= Od]n (E-mail) af6 cfPsf /]he]{;g (Reservation) lng] . 

3= cgnfOg (Online) af6 cfPsf /]he]{;g (Reservation)  lng] . 

4= ˆofs;  (Fax) af6 cfPsf /]he]{;g (Reservation)  lng] . 

5= k|ToIf (Direct) /AolQmut /]he]{;g (In person reservation) lng] . 

6= sf]7f clen]v ;+rfng (Room Inventory handling) ug]{ . 

7= /]he]{;g cg'/f]w kmf/d (Reservation request form)  eg]]{ . 

8= /]he]{;g kmf/d÷ ef}r/÷sDkgL d]n  (Reservation forms ÷vouchers÷ company mail) kmfOlnË  ug]{{ 

. 
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sfo{ laZn]if0f(Task Analysis) 
  

 

 

 

sfo{ (Task) ! : 6]lnkmf]g (Telephone) af6 cfPsf  /]he]{;g (Reservation) lng] .  

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf 

p2]Zox¿ 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a} ;fdu|Lx? ;+sng ug]{ .  

3= sfo{:yn ;kmf ;'U3/ /fVg] Xofh8{ k|mL (Hazard 

Free) ug]{ . 
4= JolQmut ;/;kmfO{ sfod /fVg] . 

5= ;do cg';f/sf] clejfbg ;lxt 6]lnkmf]g sn 

p7fpg] . 

6= 6]lnkmf]g snsf] # 306L leq p7fpg] . 

7= u]i6sf] gfd jf /]he]{;g (Reservation) ;DaGwL 

;"rgf k|fKt ug{sf nflu cfjZos ;fdfgx? – 

snd / gf]6 j's / /]he]{;g kmd{   

(Reservation form) tof/L cj:yfdf /fVg] . 

8= u]i6;+u p;sf] cfudg tyf k|:yfg x'g] ldlt 

:ki6;+u ;f]Wg] . 

9= u]i6;+u km]l/ klg p;sf] cfudg / k|:yfgsf] 

ldlt bf]x¥ofP/ ;f]wL kSsf ug]{ . 

10= oxL s'/fsfgLsf] bf}/fgdf u]i6n] eg] cg';f/sf 

sf]7fx? pknJw x'G5 jf x'b}gg\ kSsf ug]{ . 

11= u]i6nfO{ ?dsf] k|sf/ / /]6sf] jf/]df klg 

hfgsf/L lbg] . 

12= u]i6;+u s'g t/Lsfaf6 -gub, r]s, qm]l86 sf8{_ 

/sd e'QmfgL ug]{ xf], ;f]Wg] .  

13= sf8{ :jfOk d]zLg (Card Swipe Machine) 

rnfpg] tl/sfsf] hfgsf/L lng] / o;sf] cj:yf 

;'lglZrt ug{] . 

14= u]i6nfO{ xfn xf]6nn] ckgfO{/x]sf] lan e'QmfgLsf] 

tl/sf af/] klg hfgsf/L lbg] . 

15= u]i6nfO{ k'gM bf]x¥ofP/ lansf] e'QmfgL ug]{ 

tl/sfaf/] :ki6 kfl/lbg] . 

16= sfo{ Jo:ttfsf] afah'b klg ;a} s'/fx? 

lbO{Psf] (Given): 

 l/;]K;g 

 Telephone 

 

sfo{ (Task): 
6]lnkmf]g (Telephone) af6 
cfPsf  /]he]{;g 

(reservation) lng] .  

 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds 

?kdf ;Dkfbg ePsf] . 

 ;dosf] cj:yf -

laxfg,dWofGx jf ck/fGx_ 

x]/L clejfbg u/]sf] . 

 cfkm\gf] kb, gfd, laefu 

v'nfOPsf] . 

 cfkm'n] s]xL ;xof]u ug{ 

;lsG5 elg ;f]w]sf] . 

 ;'/Iff tyf ;fjwfgLsf 

pkfox? ckgfOPsf] . 

 sfo{ ;Dkfbg clen]v 

/fv]sf] . 

Telephone 

reservation 

 kl/ro 

 dxTj 

 dfWod 

 ;do cg';f/sf] 

clejfbg ug]{ t/Lsf . 

o Good Morning 

o Good 

Afternoon 

o Good Evening 

o Good Night 

 Reservation 

Confirm and Filing 

tl/sf 

 xf]6nsf] reservation 

system operation 

 xf]6nsf] product/ 

facilities  

 xf]6nsf] room type / 

rate 

 Room availability 

checking 

 Telephone af6 

Reservation lng] 

ljlw . 

 

;}4flGts  M )=% 306f 

Jofjxfl/s M $=% 306f  
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bf]x¥ofP/ ;f]wL jf a'emfP/ :ki6 kfg]{ . 

17= To;kl5 k|lqmof cg';f/ /]he]{;gdf clen]v /fVg] 

. 

18= cGtdf ;f]xL cg';f/ Reservation Request 

kmf/d eg]{ . 

19= Room reservation u/]kl5 telephone dfkm{t 

;DalGwt AolQm jf kf6L{nfO{ reservation 

number l6kfO{ confirmation lbg] .  

20= sfo{ ;Dkfbg clen]v /fVg] . 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
Telephone, Pen or Pencile, Reservation Request Slip, Reservation Form, Software. 

 

;'/Iff÷;fjwfgLx?: 

 JolQmut ;/;kmfO{nfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 Reservation office df k|of]u x'g] ;a} pks/0fx? rNg] cj:yfdf x'g'kg]{ . 
 

                           

          Card Swipe Machine                                                                     Telephone System  
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sfo{ laZn]if0f (Task Analysis) 

 

 

 

sfo{ (Task) @ : Od]n /]he]{;g -E-mail reservation) ug]{ . 

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf 

p2]Zox¿ 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a} ;fdu|Lx? ;+sng ug]{ .  

3= sfo{:yn ;kmf ;'U3/ /fVg], Xofh8{ k|mL 

(Hazard free) ug]{ . 
4= JolQmut ;/;kmfO{ sfod /fVg] . 

5= O{d]n dfkm{t ?d l/h{e];gsf] enquiry ePdf 

lj:t[tdf hfgsf/L lbg] . 

6= Guest n] O{d]n dfkm{t ?d l/he]{;g ug{ 

rfx]df, l/h{e];gsf] nfuL rflxg] ;a} details 

dfUg] . 

7= Guest n] rfx]] cg';f/sf] sf]7f rfx]sf] date df 

pknJw ePdf rate confirm u/L  E-mail 

dfkm{t ?d l/he]{;gsf] confirmation k7fO{lbg] 

. 

8= Guest n] rfx]] cg';f/sf] sf]7f rfx]sf] date df  

pknJw gePdf E-mail dfkm{t inform ug]{ . 

9= cfudg ldlt (Arrival date), k|:yfgsf] ldlt 

(Departure Date), u]i6sf] ;+Vof, lan 

e'QmfgLsf] tl/sf ;d]t r]s ug]{ . 

10= eg]sf] ldltdf eg] cg';f/sf] ?dx? pknJw 

x'g] jf gx'g] cj:yf s] 5 , lglZrt ug]{ . 

11= olb sf]7f pknJw 5g\ eg] ;dodf sGkmd]{zg 

k7fpg] / olb pknJw gePdf klg pNn]lvt 

ldltdf gePsf] elg O{d]n dfkm{t hfgsf/L lbg] 

. 

12= u]i6nfO{ @$ 306f leq hfgsf/L jf hjfkm 

lbO{;Sg] . 

13= gd| lzi6frf/sf ;fy hfgsf/L lbg] . 

14= cfjZos ;fdfg h:t}, sDKo'6/, k]g, kmf]d{ cflb 

tof/L ug]{ . 

lbO{Psf] (Given): 

 sfo{:yn / k|lzIf0f :yn 

 E-mail/ Internet 

;lxtsf] sDKo"6/, 

Telephone 

 

sfo{ (Task): 
Od]n /]he]{;g -E-mail 

reservation) ug]{ . 

 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds 

?kdf ;Dkfbg ePsf] . 

 ;dosf] cj:yf -laxfg, 

dWofGx jf ck/fGx_ x]l/ 

clejfbg u/]sf] . 

 cfkm\gf] kb, gfd, laefu 

v'nfPsf] . 

 cfkm'n] s]xL ;xof]u ug{ 

;lsG5 elg ;f]w]sf] . 

 ;'/Iff tyf ;fjwfgLsf 

pkfox? ckgfPsf] . 

 sfo{ ;Dkfbg clen]v 

/fv]sf] . 
 

Email reservation 

 kl/ro 

 dxTj 

 E-mail af6 

Reservation lng] ljlw 

.  

 

 

 

;}4flGts  M )=% 306f 
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15= u]i6n] lan e'QmfgL ug]{ t/Lsf -r]s, gub, 

qm]l86 sf8{_ :ki6 pNn]v ug]{ . 

16= u]i6nfO{ xfn xf]6nn] ckgfO{/x]sf] lan 

e'QmfgLsf] t/Lsf af/] klg hfgsf/L lbg] . 

17= xfdL;+u ;Dks{ u/]sf]df u]i6nfO{ wGojfb lbg] . 

18= k|ltlnlk lgsfn]/ kmfO{lnË ug]{ . 

19= lgodfg';f/ l;:6ddf a'lsË ug]{ . 

20= sfo{ ;Dkfbg clen]v /fVg] . 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
6]lnkmf]g, snd jf l;;fsnd, /]he]{;g  l/Sj;6 l;lnk, ;km\6j]o/, sDKo'6/ . 

 

;'/Iff÷;fjwfgLx?: 

 JolQmut ;/;kmfOnfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 Reservation office df k|of]u x'g] ;a} pks/0fx? rNg] cj:yfdf x'g'kg]{ . 

 pks/0fsf tf/x? gkm}nfO{sg /fd|f], ;kmf 9+udf /fVg] . 
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sfo{ laZn]if0f (Task Analysis) 

 

sfo{ (Task) # : cgnfOg /]he]{;g -Online reservation) ug]{ . 

sfo{ r/0fx¿ (Steps) 
k|fljlws lj|mofsnfksf 

p2]Zox¿ 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a} ;fdu|Lx? ;+sng ug]{ .  

3= sfo{:yn ;kmf ;'U3/ /fVg] . (Hazard free) 
4= JolQmut ;/;kmfO sfod /fVg] . 

5= cgnfO{gjf6 ;a} a'lsËsf] k|lqmof k"/f ePkl5 

sGkm/d]zgsf] hfgsf/L l;w} u]i6nfO{ k7fpg] .  

6= cgnfO{gdf sf]7fx?sf] hfgsf/L jf/] xf]6nsf] b}lgs 

;'rgfdf hgfpg] . 

7= xf]6nsf] ;ˆ6jo]/ dfkm{t olb sf]7f pknJw 5g\ eg] 

cgnfOgdf b]vfpF5 / olb pknJw gePdf a'S8 

ePsf] b]vfpg] . 

8= cgnfO{g sGkm/d]zgdf ToxfF ;a}} cfjZos s'/fx? 

h:t} ?dsf] k|sf/ / ;+Vof, u]i6sf] gfd / ;+Vof, 

cfudg / k|:yfg ldlt, e'QmfgLsf] tl/sf ;a}} pNn]v 

ug]{ . 

9= Psrf]6L] cgnfO{gaf6 va/ kfPkl5 l;:6ddf ;f]xL 

cg';f/sf] a'lsË ug]{ . 

10= u]i6x?nfO{ olb cltl/St ;'ljwfx? h:t}M Po/kf]6{ 

lksck / 8«ksf] ;'lawf ;fy} cGo rflxPdf u]i6n] 

l;w} xf]6n;+u ;dGjo ug]{ Aoj:yf ldnfpg] . 

11= u]i6nfO{ @$ 306f leq hfgsf/L jf hjfkm lbO{;Sg] . 

12= gd| lzi6frf/sf ;fy hfgsf/L lbg] . 

13= /]he]{;g  ;xfosn] ;f]xL cg';f/ u]i6sf ;a}} 

Request d]nx? x]g]{ / ;f]xL cg';f/ u]i6nfO{ 

hfgsf/L lbg] . 

14= u]i6nfO{ wGojfb lbg] . 

15= k|ltlnkL lgsfn]/ kmfO{lnË ug]{ . 

16= Reservation Book u/] kl5 Online jf Email 

dfkm{t ;DalGwt JolQm jf kf6L{{nfO{ confirmation 

ug]{ . 

17= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn  

 Computer with 

E-mail/ Internet 

 

sfo{ (Task): 
cgnfOg /]he]{;g (Online 

reservation) ug]{ . 

 

dfkb08 (Standard): 
 

 sfo{ r/0fx? qmlds 

?kdf ;Dkfbg ePsf] . 

 ;dosf] cj:yf -laxfg, 

dWofGx jf ck/fGx_ x]/L 

clejfbg u/]sf] . 

 ;'/Iff tyf ;fjwfgLsf 

pkfox? ckgfPsf] . 

 sfo{ ;Dkfbg clen]v 

/fv]sf] . 
 

Online reservation 

 kl/ro 

 dxTj 

 Online Reservation 

lng] ljlw . 

 

;}4flGts  M )=% 306f 
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cf}hf/, pks/0f / ;fdu|Lx?: 
6]lnkmf]g, k]g jf k]lG;n, Reservation Request Slip, ;km\6j]o/, sDKo'6/ . 

 

;'/Iff÷;fjwfgLx?: 

 JolQmut ;/;kmfO{nfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 Reservation office df k|of]u x'g] ;a} pks/0fx? rNg] cj:yfdf x'g'kg]{ . 

 pks/0fsf tf/x? gkm}nfO{sg /fd|f], ;kmf 9+udf /fVg] . 
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sfo{ laZn]if0f (Task Analysis)  
 

 

 

sfo{ (Task) $ : ˆofS; /]he]{;g (Fax reservation) ug]{  .  

sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a} ;fdfu|Lx? ;+sng ug]{ .  

3= sfo{:yn ;kmf ;'U3/ /fVg] (Hazard free) 

4= JolQmut ;/;kmfO{ sfod /fVg] . 

5= ˆofS; d]zLg (Fax Machine) rn] grn]sf] 

check ug]{ . 

6= Fax Machine df k]k/ lkm6 eP gePsf] 

check ug]{ . 

7= Fax af6 cfPsf Reservation nfO{ Date 

cg';f/ ldnfP/ /]s8{ ug]{ . 

8= Computer df Room Reservation 

Package ;DalGwt Reservation ePsf] 

Room df Block ug]{ . 

9= olb xf]6nsf] Reservation System 

Computerized 5}g eg] Reservation 

Logbook df ;Dk'0f{ s'/fx? :ki6 pNn]v 

ug]{ . 

10= Reservation Block u/] kl5 Fax dfkm{t 

;DalGwt AolQm jf kf6L{nfO{ confirmation 

ug]{ . 

11= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn  

 Fax machine 

 

sfo{ (Task): 
ˆofS; /]he]{;g (Fax 

reservation) ug]{ .  
 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds ?kdf 

;Dkfbg ePsf] . 

 Fax Machine af6 cfPsf 
;'rgf ;dodf g} confirm 
u/]sf] . 

 sfo{ ;Dkfbg clen]v /fv]sf] . 
 

Fax reservation 

 kl/ro 

 dxTj 

 Fax Reservation ug]{ 

ljlw . 

 

 

cf}hf/, pks/0f / ;fdfu|Lx?: 
Fax Machine, Reservation Sheet, Reservation Logbook, Computer  

 

;'/Iff÷;fjwfgLx?: 

 JolQmut ;/;kmfO{nfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 Reservation office df k|of]u x'g] ;a} pks/0fx? /fd|/L rNg] cj:yfdf /fVg] . 

 

 

;}4flGts  M )=% 306f 

Jofjxfl/s M !=% 306f  
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sfo{ laZn]if0f (Task Analysis)  
 

 
 

   sfo{ (Task) % : k|ToIf (Direct) / JolQmut  /]he]{;g (In person reservation) lng]] . 

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a} ;fdfu|Lx? ;+sng ug]{ .  

3= k|mG6 clkm; ;kmf ;'U3/ ePsf] ;'lglZrt 

u/g]   
4= JolQmut ;/;kmfO sfod /fVg] / lbOPsf] 

Uniform nufO{ Smart eP/ a:g] 

5= u]i6nfO{ :jfut ;Tsf/ ug]{ . 

6= u]i6sf] cfjZostf klxrfg ug]{ . (Date, 

length of stay, number of pax, 

number of rooms, mode of payment, 

plan, types of room) 

7= rfx]sf] Room pknAw 5 jf 5}g 

availability r]s ug]{ . 

8= ?d eP a'lsË lng] . 

9= ?d gePdf Alternative suggest ug]{ . 

10= u]i6sf] cfjZostf k"/f gx'g] ePdf 

Request deny ug]{ . 

11= ?dsf] /]6 k|:tfa ug]{ . 

12= xf]6nsf] Policy sf] af/]df hfgsf/L lbg] . 

13= Reservation Request Slip eg]{ . 

14= Uof/]G6]8 a'lsËsf nflu P8efG; k]d]G6 

lng] / l/l;K6 lbg] . 

15= Confirmation number / reservation 

reference number u]i6nfO{ lbg] . 

16= a'lsË Information l;:6ddf Entry ug]{ 

. 

17= a'lsË Information sf] k]k/ 8s'd]G6nfO{ 

Date cg';f/ kmfOlnË u/]/ /fVg] . 

18= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn . 

 Reception/GRE Desk 

sfo{ (Task): 

k|ToIf (Direct) /AolQmut  /]he]{;g 

(In person reservation) lng] . 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds ?kdf 

;Dkfbg ePsf] . 

 u]i6nfO{ ;do cg';f/ Greeting 
u/]sf] . 

 u]i6sf] ;Dk'0f{ s'/fx? ;'gL ;s]kl5 

xf]6nsf] af/]df ;Dk"0f{ hfgsf/L 

lbPsf] . 

 xf]6nsf Alternative Option x? 

atfPsf] . 

 Reservation request slip ebf{ 

;Dk'0f{ hfgsf/L e/]sf] . 

 Information l;i6ddf Entry 

u/]sf] . 

 a'lsË Information sf] k]k/ 

8s'd]G6nfO{ Date cg';f/  

kmfOlnË u/]/ /fv]sf] . 

 

Direct/in person 

reservation 

 ?dsf k|sf/ / Meal 

Plan 

 ?dsf /]6 

 xf]6nsf] gLlt 

 laleGg kmf]d{ km/Dof6 / 

nua's gd'gf klxrfg / 

5gf}6 . 

 /]he]{;g l:nkdf /xg] 

;'rfgfx? . 

 k|ToIf tyf JolQmut 

/]he]{;g lng] ljlw . 
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cf}hf/, pks/0f / ;fdu|Lx?M  
Reservation request slip, Pen, Record file, Computer, Printer, Photocopy, Paper, Calculator  

;'/Iff÷;fjwfgLx?M 

 JolQmut ;/;kmfOnfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 Reservation office df k|of]u x'g] ;a} pks/0fx? rNg] cj:yfdf /fVg] . 

 pks/0fsf tf/x? Aojl:yt kfg]{ . 
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sfo{ laZn]if0f (Task Analysis) 

 

 

sfo{ (Task) ^ : sf]7f clen]v ;+rfng -Room Inventory handling) ug]{ .  

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1 k|lzIf0f u|x0f ug]{ . 

2 k|mG6 clkm; ;kmf ;'U3/ ePsf] 
;'lglZrt u/g] 

3 JolQmut ;/;kmfO sfod /fVg / 

lbOPsf] Uniform nufO{ SMRT 

eP/ a:g] 

4 Computer sf] room inventory 

menu df uO{ room status check 

ug]{ . 

5 Housekeeping / reception n] 

update u/]sf] room status 

cg';f/ a]RgnfO{ pknAw ePsf] 

sf]7fx?  date wise check ug]{ .  

6 sfo{ ;Dkfbg clen]v /fVg] . 

 

lbO{Psf] (Given): 

 sfo{:yn . 

 Computer, Telphone, Calculator 

 

sfo{ (Task): 
sf]7f clen]v ;+rfng -Room 

Inventory handling) ug]{ .  

 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds ?kdf ;Dkfbg 

ePsf] . 

 Computer sf] Room Inventory 

Menu df uO{ Room status check 

u/]sf]. 

 Housekeeping / reception n] 

update u/]sf] room status cg';f/ 

a]RgnfO{ pknAw ePsf] sf]7fx?  

date wise check u/]sf] . 

 sfo{ ;Dkfbg clen]v /fv]sf] . 

Room Inventory 

Handling 

 Inventory sf] kl/ro 

 Room sf] cj:yf r]s 

hf+r ug]{ ljlw . 

 

 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
Pen, Record file, Computer, Printer, Paper, Telephone, Calculator  

 

;'/Iff÷;fjwfgLx?(Safety/Precautions): 

 JolQmut ;/;kmfOnfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 Reservation office df k|of]u x'g] ;a} pks/0fx? rNg] cj:yfdf /fVg] . 

;}4flGts  M )=% 306f 
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sfo{ laZn]if0f (Task Analysis)  
 

 

 

sfo{ (Task) & : /]he]{;g cg'/f]w kmf/d -Reservation Request Form) eg]{ .  

sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 
1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a} ;fdfu|Lx? ;+sng ug]{ .  

3= k|mG6 clkm; ;kmf ;'U3/ ePsf] 
;'lglZrt ug]{ . 

4= JolQmut ;/;kmfO{ sfod /fVg / 

lbOPsf] Uniform nufO{ Smart eP/ 

a:g] . 
5= Reservation Request form df 

;f]lwPsf] ;a} details x? eg{] . 

6= d'Vo s'/fx? h:t} Name, flight 

details, passport details, 

Nationality, departure dates 

g5'6fO{ eg{] . 

7= sfo{ ;Dkfbg clen]v /fVg] . 

 

 

lbO{Psf] (Given): 

 sfo{:yn . 

 Computer with internet 

access 

sfo{ (Task): 
/]he]{;g cg'/f]w kmf/d 

(Reservation Request Form) eg]{ 

.  

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds ?kdf 

;Dkfbg ePsf] . 

 Reservation Request form df 

;f]lwPsf] ;a} details x? e/]sf] . 

 d'Vo s'/fx? h:t} gfd, flight 

details, passport details, 

departure dates g5'6fO{ e/]sf] .  

 sfo{ ;Dkfbg clen]v /fv]sf] . 

Reservation 

Request Form 

 ?dsf k|sf/ / Meal 

Plan 

 ?d /]6 

 Reservation Request 

form kl/ro / /xg] 

;"rgfx? . 

 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
Reservation request form, Pen, Record file, Computer with internet access, Printer, 

Photocopy, Paper, Calculator, Card Swipe Machine   

 

;'/Iff÷;fjwfgLx? : 

 JolQmut ;/;kmfO{ nfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 Reservation office df k|of]u x'g] ;a} pks/0fx? rNg] cj:yfdf /fVg]] . 
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sfo{ laZn]if0f (Task Analysis) 
 

  
 

sfo{ (Task) * : /]he]{;g  kmf/d÷ ef}r/÷sDkgL d]n  (Reservation forms ÷vouchers÷ 

company mail) kmfOlnË  ug]{{ . 

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a} ;fdfu|Lx? 

;+sng ug]{ .  

3= k|mG6 clkm; ;kmf ;'U3/ 

ePsf] ;'lglZrt u/g] 
4= JolQmut ;/;kmfO sfod 

/fVg] / lbOPsf] Uniform 

nufO{ Smart eP/ a:g] 
5= e/]sf] /]he]{;g kmf/d lng] 

/ To;nfO{ sDKo"6/df 

k|lji6  (Entry) ug]{ .  

6= Reservation form nfO{ 

datewise cabinet df 

filing ug]{ . 

 

 

lbO{Psf] (Given): 
Reservation office with all required tools and 

equipment  

 

sfo{ (Task): 
/]he]{;g kmf/d kmfOlnË (Reservation form 

Filing) ug]{  .  

 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds ?kdf ;Dkfbg ePsf] . 

 Reservation Request Form sf] details 

computer df update ul/ ;s]kl5 form nfO{ 

datewise cabinet df filing u/]sf] . 

 

Reservation 

form Filing 

 kl/efiff  

 dxTj  

 kmfOlnË ljlw  

   

cf}hf/, pks/0f / ;fdu|Lx?: 
Reservation request form, Pen, Record file, Printer, Photocopy, Paper, Computer, 

Telephone, Fax Machine  

;'/Iff÷;fjwfgLx?: 

 JolQmut ;/;kmfO{nfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 Filing cabinet alnof], /fd|f] / ;kmf cj:yfdf /fVg] .  

;}4flGts  M )=% 306f 

Jofjxfl/s M @=% 306f  

s"n ;do M #=) 306f  
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df]8\o'n %M cfudg k"j{sf lqmofsnfk (Pre-arrival Activities) 
;do M % 306f -;}_ ±  !^ 306f -Aof_ Ö @! 306f 

j0f{gM 

o; df]8\o'ndf cfudg k"j{sf lqmofsnfk;Fu ;DalGwt 1fg / ;Lkx¿ ;dfj]z ul/Psf 5g\ . 

 

p2]ZoM 

 cfudg k"j{sf lqmofsnfk ug{ . 

 

sfo{x¿M 

1=  lksck c/]Ghd]G6 (Pick-up Arrangement) ug]{ . 

2=  u]i6 l/Sj]:6 / l/Sjfo/d]G6 (Guest Request/Requirement) sf] Joj:yf ldnfpg] . 

3=  ?d Pnf]s];g (Room Allocation) ug]{ . 

4=  P/fOen OGkm/d]zg z]l/Ë (Arrival information sharing) ug]{ . 

5=  /lhi6«]zg sf8{  (Registration Card) tof/ ug]{ . 
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sfo{ laZn]if0f (Task Analysis) 

  

sfo{ (Task) ! : lksck P/]Ghd]G6 -Pick up Arrangement) ug]{ . 

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 

1fg 
1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;a} ;fdu|Lx? ;+sng ug]{ .  

3= k|mG6 clkm; ;kmf ;'U3/ ePsf] ;'lglZrt ug]{ 
4= JolQmut ;/;kmfO{ sfod /fVg] / lbOPsf] 

Uniform nufO{ Smart eP/ a:g] 
5= Arrival list kmf/d x]/]/ Airport lksck 

request sf] list tof/ ug]{ . 

6= Airport lks ck kmf/d eg]{ . 

7= kmf/ddf Guest Name, Flight detail, 

Arrival Time ;a} e/]/ confirm /fVg 

nufpg] . 

8= e/]sf] kmf/d  Airport representative nfO{ 

u]i6 lksck ug{sf] lglDt lbg] . 

9= Playcard df, cfpg] Guest/Group sf] gfd 

n]]Vgsf] lglDt lbg] . 

10= Airport representative nfO{ s'g Guest sf] 

nflu s'g uf8L k7fpg] eg]/ uf8Lsf] Joj:yf 

ldnfpg] .   

11= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn . 

 Reception/GRE Desk 

 Computer with Software 

Package, Telephone  

 

sfo{ (Task): 
 lksck P/]Ghd]G6 (Pick up 

Arrangement) ug]{ . 
 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds ?kdf 

;Dkfbg ePsf] . 

 Po/kf]6 ln:6 cg';f/ guest 
nfO{ ;dodf lksck u/]sf] . 

 Uf'|k ;fOh cg';f/ uf8Lsf] 

Joj:yf u/]sf] . 

 Guest sf] gfd n]lvPsf] Kn] 

sf8{ af]s]sf] . 

 Airport representative n] 

xf]6]nsf] o'lgkm{d / cfkm\gf] gfd 

ePsf] 6\ofu nufPsf] . 

 sfo{ ;Dkfbg clen]v /fv]sf] . 

Pick up 

Arrangement 

 cjwf/0ff 

 dxTj 

 lksck kmf/dsf] 

cfjZostf . 

 lksck P/]Ghd]G6 

ug]{ ljlw . 

 lksck P/]Ghd]G6 

ubf{ Wofg lbg'kg]{ 

s'/fx? . 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
  Vehicles (coach, car, van etc,), Name Playcard, Pen, Airport Form, Telephone  

 

;'/Iff÷;fjwfgLx?: 

 Airport lks–cksf] nflu k|of]u x'g] uf8Lx? /fd|f] rNg] cj:yfdf /fVg nufpg] . 

 Uff8Lx? ;kmf /fVg nufpg] . 

 Airport lksck kmf]d{ ;xL ;"rgf /fv]/ eg]{ .  

 

;}4flGts  M !  306f 

Jofjxfl/s M$ 306f  

s"n ;do M % 306f  
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sfo{ laZn]if0f (Task Analysis)  
 

 

 

 

   sfo{ (Task) @ : u]i6 l/Sj]:6 / l/Sjfo/d]G6 -Guest request/ Requirement) sf] Joj:yf ldnfpg]  

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

 
1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;fdfu|Lx? ;+sng ug]{ .   
3= u]]i6 (Guest) sf] gfd sGkmd{ 

(confirm)  ug]{ .  
4= Guest sf] k|:tfj cg';f/ sf]7fsf] 

Joj:yf ug]{ h:t}M Garden facing, 

front facing, deluxe, superior, 

pool facing etc.) 

5= slt hgf Guest sf] a'lsË xf], Tof] 

x]/L Single /Double room book 

ug]{ . 
6= Guest sf] special requirement 

r]s ug]{ . (Honeymoon decor, 

fruit basket or wines, baby cot 

etc). 
7= slt hgf Guest Honeymoon 

package df cfpb}5g Tof] x]/L 

double bed room booking ug]{ . 
8= slt hgf Guest Honeymoon 

package df cfpb}5g To;sf] list 
agfpg] . 

9= Differently abled guest (c;Qm 

cltly) x?sf] nflu rflxg] wheel 

chair (XjLn lro/) Joj:yf ug]{ . 
10= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn . 

 Reception/ GRE Desk 

 Wheelchair 

 Computer, Telephone 

sfo{ (Task): 

u]i6 l/Sj]:6 / l/Sjfo/d]G6 -Guest 

request/Requirement) sf] Joj:yf 

ldnfpg] . 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds ?kdf ;Dkfbg ePsf]. 

 Guest sf] k|:tfj cg';f/ ?d tof/ u/L 

book u/]sf] . 

 Reservation form cg';f/ Guest arrival 

details x? ljleGg l8kf6{d]G6 ;+u ;"rgf 

cfbfg k|bfg u/]sf] . 

 Guest sf] ?d ;+DalGwt special 

requirements x? xfp; lslkË 

l8kf6{d]G6nfO{ ;"lrt u/]sf] . 

 Guest sf] km"8 P08 a]e/]h  ;+DalGwt 

special requirements x? km"8 P08 

a]e/]h l8kf6{d]G6nfO{ ;"lrt u/]sf] . 

 Differently abled guest  sf] nflu 

wheelchair sf] Joj:yf u/]sf] . 

 sfo{ ;Dkfbg clen]v /fv]sf] . 

Guest request 

  s]f7f juL{s/0f 

  cltly juL{s/0f 

 Guest Special 

Requirment  sf] kl/ro  
 Guest Request  Aoj:yf 

ldnfpg] ljlw . 

 Guest Request Aoj:yf 

ljlw Wofg lbg'kg]{ s'/fx? 

. 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
Telephone, Wheelchair, Baby cot, Wine, Fruits, Baskets, Candles (for decoration) 

;'/Iff÷;fjwfgLx?: 

 Wheelchair x¿ rfn' cj:yfdf /fVg nufpg] . 

 clkm; leq gfËf] tf/x? e"O{df oqtq km}lng glbg] . 

;}4flGts  M ! 306f 

Jofjxfl/s M # 306f  

s"n ;do M $ 306f  
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 clkm;sf ;fdfgx? oqtq g/fVg] . 

 clkm;sf] kmlg{r/x?df lsNnfx? lgl:sPsf cj:yfdf g/fVg] . 

 Computer / Telephone rNg] cj:yfdf /fVg] . 

sfo{ laZn]if0f (Task Analysis) 
 

 

 

sfo{ (Task) # : ?d Pnf]s];g (Room Allocation) ug]{ . 

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;fdfu|Lx? ;+sng ug]{ .   

3= Housekeeping Department af6 

room ready ePsf] jf gePsf] 

lglZrt ug]{ 

4= Arrival list check ug]{ . 

5= Guest sf] cfjZostf cg';f/ 

room allocate ug]{ . 

6= VIP guest sf] room nfO{ klxnf] 

k|fyldstf lbg] / Request u/] 

cg';f/sf] Room allocate  ug]{ . 

7= Regular cfpg] Corporate / 

Long stay guest nfO{ bf];|f] 

k|fyldstf lbg] / request u/] 

cg';f/sf] ¿d allocate ug]{ . 
8= Group booking 5 eg] Group 

nfO ;Sbf] Pp6} floor df Room 

ldnfP/ allocate ug]{ . 
9= Hotel sf] package df cfpg] 

guest nfO{ package cg';f/sf] 

Room book ug]{ . 

10= Differently abled -c;SQ_ 

guest  sf] nflu elevator 

glhs, ground floor cyjf 

pgLx?sf] nflu Joj:yf ul/Psf] 

laz]if ?dsf] ;'lglZrt ug]{ . 

11= 10. sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{ :yn  

 :6];g/L  

 Computer 

 Telephone 

 

sfo{ (Task): 

 ?d Pnf]s];g (Room Allocation) ug]{ . 

dfkb08 (Standard): 

 sfo{ r/0fx? qmlds ?kdf ;Dkfbg 

ePsf] . 

 Arrival list check ul/ Guest sf] 

cfjZostf cg';f/ Room booking  

ul/Psf] . 

 VIP room nfO{ klxnf] k|fyldstf lbPsf] 

. 

 Regular cfpg] Corporate/ Long 

stayguest nfO bf];|f] k|fyldstf lbOPsf]] 

/request u/] cg';f/sf] ¿d allocate  
u/]sf] . 

 Group booking sf] nflu ;Sbf] Pp6} 

floor df ¿d ldnfP/ allocate u/]sf] . 

 Hotel sf] package df cfpg] guest 
nfO{ package cg';f/sf] ¿d allocate 
u/]sf] . 

 Differently abled (c;Qm) guest  sf] 

nflu elevator glhs, ground floor 

cyjf pgLx?sf] nflu Joj:yf ul/Psf] 

laz]if ?dsf] Joj:yf u/]sf] . 

 sfo{ ;Dkfbg clen]v /fv]sf] . 

Room Allocation 

 kl/efiff 

 cfjZostf 

 xf]6]nsf] s]f7f 

juL{s/0f . 

 cltlysf] juL{s/0f 

. 

 xf]6]nsf] Kofs]hx? 

. 

 Pnf]s];g ug]{ ljlw 

. 

 sf]7f Pnf]s];g   

ubf{ Wofg lbg'kg]{ 

s'/fx? . 

 

;}4flGts  M ! 306f 

Jofjxfl/s M # 306f  

s"n ;do M $ 306f  
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        cf}hf/, pks/0f / ;fdfu|Lx?:  
             Computer, Telephone, Stationaries 

        ;'/Iff÷;fjwfgLx?: 

 l/;]Kzg  leq gfËf] tf/x? e"O{df kg{] u/L g/fVg] . 

 l/;]Kzg df ;fdfgx? cf–cfkm\gf] 7fp+df /fVg] . 

 Computer rNg] cj:yfdf /fVg] . 

 l/;]Kzg df ;kmf ;'U3/ /fVg] . 

 AolQmut ;/;ˆmfO{ nfO{ Aojxf/df Nofpg] . 
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sfo{ laZn]if0f (Task Analysis)  
 

 

 

sfo{ (Task) $ : P/fOen OGkm/d]zg z]l/Ë -Arrival Information Sharing) ug]{ . 
sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;fdfu|Lx? ;+sng ug]{ . 

3= Airport representative nfO{ Airport 

pickup ;DaGwL ;"rgf lbg] . 

4= Housekeeping department nfO{ arrival 

list / Room Allocation list lbg] . 

5= u]i6 arrival time sf] ;'rgf GRE nfO{ lbg 

6= Early check-in, VIP x?sf] ;"rgf 

Housekeeping nfO{ lbg] . 

7= Housekeeping nfO{ s'g} klg Differently 
abled (c;SQ) guest sf] cfudgsf] ;'rgf 

k|jfx ug]{ . 

8= Bell Boys nfO{ klg Differently abled 

(c;SQ) guest sf] cfudgsf] ;"rgf k|jfx 

ug]{ . 

9= u]i6sf] special request ;DaGwL related 

department nfO{ va/ ug]{ . 

10= Package df cfpg] guest sf] cfudgsf] 

;'rgf k|jfx ug]{ . 
11= Room x? u]i6sf] cfjZostf cg';f/ tof/ 

ePsf] 5 ls 5}g House Keeping nfO{ r]s 

ug{ nufpg] . 

12= Departure x'g] ?dsf] u]:6x?nfO{ check out 
;do 6]lnkmf]gsf] dfWodaf6 confirm ug]{ . 

13= Tof] lbg Departure x'g] u]i6 ?dx¿s]f 

Housekeeping department nfO ;"rgf 

k|jfx ug]{ . 

14= sfo{ ;Dkfbg clen]v /fVg] . 

 

lbO{Psf] (Given): 

 sfo{:yn . 

 Reception/Guest Relation 

Executive (GRE) Desk 

 Computer with Software 

Package, Telephone  

sfo{ (Task): 
P/fOen OGkm/d]zg ;]ol/Ë 
(Arrival Information Sharing) 

ug]{ . 

 

dfkb08 (Standard): 

 Airport Representative nfO{ 

Airport pick up ;DaGwL 

;"rgf u/]sf] . 

 Housekeeping department 

nfO{ Arrival list / Room 

Allocation list lbPsf] . 

 Early check-in, VIP x?sf] 

;'rgf /fv]sf] . 

 Housekeeping nfO{ s'g} klg 

Differently abled (c;SQ) 
guest sf] cfudgsf] ;"rgf 

k|jfx u/]sf] . 

 Bellboy nfO{ klg 

Differently abled (c;SQ) 
guest sf] cfudgsf] ;"rgf 

k|jfx u/]sf] . 

 u]i6sf] special request 

;DaGwL related department 
nfO{ va/ u/]sf] . 

 Room x? u]i6sf] cfjZostf 

cg';f/ t}of/ ePsf] 5 ls 5}g 

House Keeping  nfO{ r]s 

Arrival Information 

sharing 

 ?ddf km];]lnl6h / 

Pldlgl6hx? . 

 xf]6]nsf] Check-in / 
Check-out sf]  kl/efiff 

/ dxTj . 

 Information sharing 

ubf{ Wofg 

 lbg'kg]{ s'/fx? . 

 Information sharing 

ug]{ t/Lsf . 

 

;}4flGts  M ! 306f 

Jofjxfl/s M # 306f  

s"n ;do M $ 306f  
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ug{ nufPsf] . 

 GRE  n] r]s–Og sf] ;dodf 

cltlyx?nfO{ :jfut  / 

r]scfp6 ubf{ kfx'gfx?nfO{  

ljbfO{ ul/Psf] 

 Departure x'g] ?dsf] 

u]:6x?nfO{ Check-out sf] 

;do 6]lnkmf]gsf] dfWodaf6 

confirm u/]sf] . 

 Tof] lbg Departure x'g] guest 
?dx¿sf] Housekeeping 

department nfO{ ;"rgf k|jfx 

u/]sf] . 

 sfo{ ;Dkfbg clen]v /fv]sf] . 

 
 

cf}hf/, pks/0f / ;fdu|Lx?:  
Computer, Telephone, Stationaries,  

 

;'/Iff÷;fjwfgLx?: 

 l/;]Kzg  leq gfËf] tf/x? e"O{df k/L g/fVg] . 

 l/;]Kzg df ;fdfgx? cf–cfkm\gf] 7fp+df /fVg] . 

 Computer, Telephone rNg] cj:yfdf /fVg] .  

 l/;]Kzg ;kmf ;'U3/ /fVg] . 

 AolQmut ;/;ˆmfOnfO{ Aojxf/df Nofpg] . 
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sfo{ laZn]if0f (Task Analysis)  
 

 

 

sfo{ (Task) % : /lhi6«]zg sf8{ -Registration Card) tof/ ug]{ . 

sfo{ r/0fx¿ (Steps) 
k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= cfjZos ;fdfu|Lx? ;+sng ug]{ . 

3= Computer af6 Reservation ePsf] guest sf] 

nflu registration card print out ug]{ . 

4= Registration card nfO{ alphabetical order 
df ldnfpg] . 

5= u]i6sf] :jfutsf] nflu yfnL, 6Lsf, km"ndfnfsf] 

Joj:yf ug{ nufp+g] . 

6= Welcome Drinks sf] Joj:yf ug{ nufp+g] . 

7= sfo{ ;Dkfbg clen]v /fVg] . 

 

lbO{Psf] (Given): 

 k|mG6 clkm; 

 sDKo'6/  

 Registration card 

 YffnL, 6Lsf, dfnf, Welcome 

drinks   

sfo{ (Task): 
/lhi6«]zg sf8{ (Registration card) 

tof/ ug]{ . 

dfkb08 (Standard): 

 Computer af6 reservation ePsf] 

guest sf] nflu registration card 

print out u/]sf]  . 

 Registration card nfO{ 

Alphabetical order df ldnfPsf] . 

 u]i6sf] :jfutsf] nflu yfnL, 6Lsf, 
k"mndfnf, Welcome drinks sf] 

Joj:yf u/]sf] . 

Registration 

card 

 kl/ro 

 dxTj 

 lsl;d 

 Valid ID card 

 Guest nfO{ :jfut 

ug]{ t/Lsf . 

 Registration card 

tof/ ubf{{ Wofg 

lbg'kg]{ s'/fx? . 

 Registration card 

eg]{ ljlw . 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
Computer, Printer, YffnL, l6sf, km"n, Paper and Pen 

 

;'/Iff÷;fjwfgLx? (Safety/ Precautions): 

 l/;]Kzg  leq gfËf] tf/x? e"O{df k/L g/fVg] . 

 l/;]Kzg df ;fdfgx? cf–cfkm\gf] 7fp+df /fVg] . 

 Computer, Telephone rNg] cj:yfdf /fVg] .  

 l/;]K;g df ;kmf ;'U3/ /fVg] . 

 AolQmut ;/;ˆmfO{ nfO{ Aojxf/df Nofpg] . 

 

 

 

;}4flGts  M !=) 306f 

Jofjxfl/s M#=) 306f  

s"n ;do M $=) 306f  

 



41 

 

df]8\o'n ^M cfudgsf lqmofsnfk (Arrival Activities) 
;do M $ 306f -;}_ ± !% 306f -Aof_ Ö !( 306f 

j0f{gM 

o; df]8\o'ndf cltly cfudgsf lqmofsnfk;Fu ;DalGwt 1fg / ;Lkx¿ ;dfj]z ul/Psf 5g\ . 

 

p2]ZoM 

 cfudgsf lqmofsnfk ;+rfng ug{ . 

 

sfo{x¿M 

1= j]nsld‹ / l/l;leË (Welcoming and Receiving) ug]{ .  

2= c/fOen nu]h xof08lnË (Arrival Luggage Handling) ug]{ .  

3= /lhi6]zg sf8{ (Registration card) eg]{ ÷e/fpg] . 

4= ?d c;fOGd]G6 (Room Assignment) ug]{ . 

5= u]i6 kmf]lnof] (Guest Folio) agfpg] . 

6= cGt/ laefux?df ;"rgf (Inter-department Information Sharing)  lbg] . 
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sfo{ laZn]if0f(Task Analysis)  
 

 
 

sfo{ (Task) ! : j]nsld+u / l/l;leË -Welcoming and Receiving) ug]{ . 
sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ . 
3= k|mG6 clkm; ;kmf ;'U3/ ePsf] ;'lglZrt 

ug]{ . 

4= JolQmut ;/;kmfO{ sfod /fVg] / lbOPsf] 

Uniform nufO{ Smart eP/ a:g] 

5= k"j{ tof/L ug]{ . 

6= Bell Desk Trolley/Luggage Trolly, 

Tika, Khada tof/L ug]{ . 

7= Food and Beverage Service 

Department nfO{ Welcome drink tof/L 

ug{ hfgsf/L lbg] . 

8= u]i6 ^ ld6/sf] b"/Ldf x'Fbf Smile ug]{ / # 

ld6/sf] b"/Ldf x'Fbf ;do cg';f/ Greet ug]{ 

. 

9= u]i6sf] Baggage cfjZostf cg';f/ 

Trolly af6 lnP/ cfpg] . 

10= u]i6 xf]6n leq k|j]z u/] kl5 l6sf, vfbf jf 

dfnf nufP/ :jfut ;Tsf/ ug]{ . 

11= Food and Beverage Department nfO{ 

Fresh towel / Welcome drink serve ug{ 

nufpg] . 

12= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 
sfo{:yn, k|mG6 clkm;  

 

sfo{ (Task): 

j]nsld‹ / l/l;leË Welcoming 

and Receiving ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf 

;Dkfbg ePs]f . 

 u]i6nfO{ ;do cg';f/ 

Greeting u/]sf] . 

 u]i6nfO{ Fresh Towel / 
Welcome drinks Serve  

u/]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

 

Welcoming and 

Receiving 

 kl/ro 

 dxTj 

 ;dofg';f/sf] 

Greeting lsl;d 

 Welcome drink sf] 

cjwf/0ff 

 j]nsld+u / l/l;leË  

ubf{{ Wofg lbg'kg]{ 

s'/fx? . 

 j]nsld+u / l/l;leË  

ug]{ ljlw . 

 

 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
Tika, Khada, Fresh Towel, Telephone, Trolly, Luggage Tag, First Aid Box 

 

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 JolQmut ;'/IffnfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 k|fylds pkrf/ ljlwdf Wofg lbg] .  
 

 

;}4flGts  M )=% 306f 

Jofjxfl/s M #=% 306f  

s"n ;do M$=) 306f 

 

 

 

 

 306f  
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sfo{ laZn]if0f (Task Analysis) 

 

sfo{ (Task) @ : c/fOen nu]h xof08lnË -Arrival Luggage Handling) ug]{ . 

sfo{ r/0fx¿ (Steps) k|fljlws lj|mofsnfksf p2]Zox¿ 
;DalGwt k|fljlws 

1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ . 
3= k|mG6 clkm; ;kmf ;'U3/ ePsf] ;'lglZrt 

u/g] 

4= JolQmut ;/;kmfO{ sfod /fVg] / lbOPsf] 

Uniform nufO{ Smart eP/ a:g] . Bell 

desk df Bell desk staff tof/L cj:yfdf 

/x]sf] lglZrt ug]{ . 

 

5= kf]r{ (Porch) Pl/ofdf cfO;s]kl5 u]i6nfO{ 

Welcome / Greet ug]{ . 

6= cfjZostf cg';f/ Luggage sf] nflu 

Trolly lnP/ hfg] . 

7= cnu cnu u|'k ePdf Luggage 5'l§g] ul/ 

of lrlgg] ul/ cnu cnu /fVg] . 

8= Bell Desk area df Luggage lnP/ /fVg] . 

9= k|To]s Luggage df Luggage Tag nufpg] 

. 

10= Reception df u]i6sf] Room Number 

;f]Wg] of u]i6;Fu  Room Number ;f]wL 

k|To]s Luggage Tag df Room Number 

n]Vg] . 

11= Room Number x]/L room df Luggage 

k'¥ofpg]  . 

12= Room df ePsf] Facility sf] jf/]df 

hfgsf/L lbg] h:t}M A/C, TV Remote etc. 

13= Luggage Room df Deliver ug]{ cyjf 

u]i6sf] cfjZostf cg';f/ Store Room df 

Store ug]{ . 

14= Store Room df Store ug{ k/] Luggage 

Storage Tag eg]{ / u]i6nfO{ Pp6f skL lbg] 

. 

15= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 
sfo{:yn, cltly, Bell desk, 

lobby, luggage 

 

sfo{ (Task): 
c/fOen nu]h xof08lnË 

(Arrival Luggage handling) ug]{ 

. 

 

dfkb08 (Standard): 
 

 sfo{r/0fx? s|lds ?kdf 

;Dkfbg ePs]f . 

 u]i6nfO{ ;do cg';f/ Greeting 
u/]sf] . 

 u]i6sf] Luggage lrlgg] u/L 

cnUu} /fv]sf] . 

 k|To]s Luggage df Luggage 

Tag /fvL Room Number 

n]v]sf] . 

 Store ubf{ Luggage Storage 

Tag e/]sf] . 

 Room number  x]/L ;DalGwt 

room df luggage k'–ofPsf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

 

Arrival 

Luggage 

Handling 

 kl/ro 

 dxTj 

 ;dofg';f/sf] 

Greeting lsl;d 

 Luggage Tag 

sf] k|of]u 

 Luggage 

Storage Tag eg]{ 

t/Lsf . 

 c/fOen nu]h 

xof08lnË ubf{{ 

Wofg lbg'kg]{ 

s'/fx? . 

 c/fOen nu]h 

xof08lnË ug]{ 

ljlw . 

 

 

;}4flGts  M )=% 306f 

Jofjxfl/s M @=% 306f  
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cf}hf/, pks/0f / ;fdu|Lx?: Bell Desk, Telephone, Luggage Trolly, Luggage Tag, Luggage 

Storage Tag, Pen, Telephone, First Aid Box 

  

 ;'/Iff÷;fjwfgLx?: 

 JolQmut ;'/IffnfO{ Aojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 pks/0fx? Hazard Free /fVg] . 

 Luggage Trolly alnof] / u'8\g] cj:yfdf /fVg] . 
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sfo{ laZn]if0f(Task Analysis)  
 

 
 

sfo{ (Task) # : /lhi6]zg sf8{ (Registration card) eg]{ . 

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf 

p2]Zox¿ 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f ;+sng 

ug]{  
3= k|mG6 clkm; ;kmf ;'U3/ ePsf] ;'lglZrt u/g] 

4= JolQmut ;/;kmfO{ sfod /fVg] / lbOPsf] 

Uniform nufO{ Smart eP/ a:g] . Bell desk df 

Bell desk staff  tof/L cj:yfdf /x]sf] lglZrt 

ug]{ 

5= u]i6nfO{ Welcome / Greet ug]{ . 

6= u]i6nfO{ Registration Card  eg{ nufpg] . 

7= Group ePdf Registration Card Tour Leader 

nfO{ e/fpg] . olb VIP/VVIP/CIPH Old / Sick 

People eP Room df nu]/ e/fpg] .  

8= pQm ;dodf g} u]i6;+u Government Valid ID 

lng] . pQm ID Card sf] Photocopy jf Scan ul/ 

lkmtf{ lbg] . 

9= Registration Card df lbOPsf ;a} hfgsf/L 

el/Psf] gel/Psf] r]s ug]{ . 

10= ;a} hfgsf/L ;lxtsf] Registration Card df ID 

Attach u/L Plastic File or Record File leq 

/fVg] / computer df klg update ug]{ . 

11= Registration Card df Room Number n]Vg] . 

Meal Plan, Registration No, Reservation No 

/ Bill No /fVg] .  

12= sfo{ ;Dkfbg clen]v /fVg] . 

 

lbO{Psf] (Given): 
sfo{:yn, Reception or 

Front Office , Computer, 

Telephone  

 

sfo{ (Task): 
/lhi6]zg sf8{ 

(Registration card) eg]{  

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf 

;Dkfbg ePsf] . 

 u]i6nfO{ ;do cg';f/ 

Greeting u/]sf] . 

 Registration Card df 

lbOPsf ;a} hfgsf/L 

e/]sf]  .  

 u]i6;+u Government 

Valid ID lnPsf] . 

 Registration Card df 

:ki6;+u Room Number 

n]lv ID Attach u/L 

Plastic File of Record 

File leq /fv]sf] . 

 u]i6 details computer 

df klg update u/]sf] . 

 sfo{ ;Dkfbg clen]v 

/fv]sf] . 

Registration 

card 

 kl/ro 

 dxTj 

 ;dofg';f/sf] 

Greeting lsl;d 

 Registration 

Card kl/ro 

 Valid ID Card 

sf] cfjZostf 

 /lhi6]zg sf8{ ebf{{ 

Wofg lbg'kg]{ 

s'/fx? . 

 /lhi6]zg sf8{ eg]{ 

ljlw . 

 

;}4flGts  M )=% 306f 
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cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
Uniform, Registration Card, Pen, Photocopy Machine, Scanner, Plastic File/Record File, 

Computer, Telephone, First Aid Box  
 

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 AolQmut ;'/IffnfO{ Aojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 pks/0fx? Hazard Free /fVg] . 

 k|fylds pkrf/ ljlwdf Wofg lbg] . 
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sfo{ laZn]if0f (Task Analysis) 

 

 

sfo{ (Task) $ : ?d P;fOGd]G6 -Room Assignment) ug]{ . 

sfo{ r/0fx¿   
k|fljlws lj|mofsnfksf 

p2]Zox¿ 
;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ . 
3= k|mG6 clkm;÷l/;]K;g ;kmf ;'U3/ ePsf] 

;'lglZrt ug]{ . 

4= JolQmut ;/;kmfO{ sfod /fVg] / lbOPsf] 

Uniform nufO{ Smart eP/ a:g] . 

5= Room a'lsË ubf{ s:tf] k|sf/sf] room 

request u/]sf] / s'g Room Allocate 

ul/Psf] xf] olsg ug]{ . 

6= Guest Arrival List df ;f]xL cg';f/sf] 

Room Assign ug]{ . 

7= u]i6sf] Demand df s]xL kl/j{tg cfPdf 

;f]xL cg';f/sf] Room Provide ug]{ . 

8= u]i6nfO{ Room Key lbg] . 

9= Arrival List Registration card df klg 

Room Number pNn]v ug]{ . 

10= sfo{ ;Dkfbg clen]v /fVg] . 

 

lbO{Psf] (Given): 

sfo{:yn, Reception/ Front 

Office , Room Plan, 

Computer  

 

sfo{ (Task): 
?d P;fOGd]G6 (Room 

Assignment) ug]{  
 

dfkb08 (Standard): 

 u]i6nfO{ ;do cg';f/ 

Greeting u/]sf] . 

 u]i6sf] cfjZostf cg';f/ 

Room Assign u/]sf]  .  

 u]i6sf] cfjZostf Wofg 

k"j{s / w}o{ k"j{s ;'g]sf] . 

 sfo{ r/0fx? qmlds ?kdf 

;Dkfbg ePsf] . 

 sfo{;Dkfbg clen]v /fv]sf] 

. 

 

Room Assignment  

 kl/ro 

 dxTj 

 ;dofg';f/sf] 

Greeting ug]{ lsl;d . 

 Room sf juL{s/0f . 

 Room Assignment  

ubf{ Wofg lbg'kg]{ 

s'/fx? . 

 Room Assignment 

ug]{ ljlw . 

 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
 

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

Box 

 

;'/Iff÷;fjwfgLx?: 

 JolQmut ;'/IffnfO{ Jojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 pks/0fx? Hazard Free /fVg] . 

;}4flGts  M !=) 306f 

Jofjxfl/s M @=% 306f  

s"n ;do M #=% 306f  

 



48 

 

 k|fylds pkrf/ ljlwdf Wofg lbg] . 
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sfo{ laZn]if0f (Task Analysis)  

 

 

sfo{ (Task) % : u]i6 kmf]lnof]  -Guest Folio) agfpg] . 

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf 

p2]Zox¿ 
;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ . 
3= k|mG6 clkm;÷l/;]K;g ;kmf ;'U3/ ePsf] 

;'lglZrt ug]{ 

4= JolQmut ;/;kmfO{ sfod /fVg] / lbOPsf] 

Uniform nufO{ Smart eP/ a:g] .  

5= x/]s Room sf] cnu cnu Folio agfpg] . 

6= cfjZos k/]df x/]s u]i6sf] cnu cnu Folio 

agfpg] . 

7= Computerized System eP Computer df 
entry ug]{ / gePdf vftfdf Guest Folio 

/fVg] . 

8= Room Number cg';f/ 

x/]s Room sf] Registration Card tf]lsPsf] 

7fFpdf folder df /fVg] .  

9= sfo{ ;Dkfbg clen]v /fVg] 

. 

 

lbO{Psf] (Given): 
sfo{:yn, Reception/Front 

Office, u]i6, Computer, 

Telephone  
 

sfo{ (Task): 
u]i6 kmf]lnof] (Guest Folio) 

agfpg] . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf 

;Dkfbg ePsf] . 

 k|To]s Room sf] cnu 

cnu Folio agfPsf] . 

 Room Number cg';f/ 

ldnfP/ Rack df /fv]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] 

. 

 

Guest Folio 

 kl/ro 

 dxTj 

 lsl;d 

 Guest Folio  agfpFbf 

Wofg lbg'kg]{ s'/fx?  

 Computer jf vftfdf 
Guest Folio /fVg] 

ljlw . 

 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
Uniform, Pen, Rack, Logbook, Register Folder, Computer, Telephone, First Aid Box 

 

;'/Iff÷;fjwfgLx?: 

 JolQmut ;'/IffnfO{ Aojxf/df Nofpg] . 

 sfo{:Yfn ;kmf ;'U3/ /fVg] . 

 pks/0fx? Hazard Free /fVg] . 

 k|fylds pkrf/ ljlwdf Wofg lbg] . 

 

;}4flGts  M )=% 306f 

Jofjxfl/s M !=% 306f  

s"n ;do M @=) 306f  
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sfo{ laZn]if0f(Task Analysis)  

 

 
 

sfo{ (Task) ^ : cGt/ laefunfO{ ;"rgf  lbg] . 
sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ . 
3= k|mG6 clkm;÷ l/;]K;g ;kmf ;'U3/ ePsf] 

;'lglZrt u/g] 

4= JolQmut ;/;kmfO sfod /fVg] / lbOPsf] 

Uniform nufO{ Smart eP/ a:g]| .  

5= Telephone jf E-mail dfkm{t Food and 

Beverage sf] Order Welcome drink, 

Meal plan, Group meals, Special 

requests/VIP amenities ;DaGwL 

hfgsf/L Food and Beverage Service 

Department sf ;fy ;fy} ;a} 

Department nfO{ lbg] . 

6= Telephone jf E-mail dfkm{t House 

Keeping rooms, guest complaints or 

request, arrival & departure list, 

room status report, lost & found 

;DaGwL hfgsf/L Housekeeping 

Department nfO{ lbg] .  

7= Telephone jf E-mail dfkm{t 
Maintenance dd{t ;DaGwL hfgsf/L 

Maintenance Department nfO{ lbg] .  

8= Telephone jf E-mail dfkm{t Food 

meal plan, group meals ;DaGwL 

hfgsf/L Food Production 

Department nfO{ lbg] .  

9= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 
sfo{:yn, Reception/ Front Office 

, Computer, Telephone  

 

sfo{ (Task): 
cGt/ laefunfO{ ;"rgf  lbg] . 
 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 k|To]s Department df ;dodf g} 

u]i6sf] cfjZostf ;DaGwL ;"rgf 
pknAw u/fPsf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

 

Inter Department  

Information 

Sharing 

 ;"rgf  dxTj 

 ;"rgf  k|jfxsf dfWod 

 ljefu 

 lsl;d 

 sfo{ 

 ;"rgf  k|jfx ubf{ Wofg 
lbg'kg]{ s'/fx? . 

 ljleGg  Department     
af/] hfgsf/L 

 ;"rgf  k|jfx  ug]{ ljlw 
. 

 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
Uniform, Computer, Telephone, Logbook, Pen, First Aid Box 

 

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 JolQmut ;'/IffnfO{ Aojxf/df Nofpg] . 

 sfo{:yn ;kmf ;'U3/ /fVg] . 

 pks/0fx? Hazard Free /fVg] . 

;}4flGts  M !=) 306f 

Jofjxfl/s M @=% 306f  

s"n ;do M #=% 306f  
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 k|fylds pkrf/ ljlwdf Wofg lbg] . 

df]8\o'n &M kfx'gf ;Tsf/sf lqmofsnfk (Guest Service Activities) 
 

;do M % 306f -;}_ ±  @% 306f -Aof_ Ö #) 306f 

j0f{gM 

o; df]8\o'ndf kfx'gf ;Tsf/sf lqmofsnfk ;+rfng ubf{ cfjZos kg]{ 1fg / ;Lkx¿ ;dfj]z ul/Psf 5g\ . 

 

p2]ZoM 

    kfx'gf ;Tsf/sf lqmofsnfk ;+rfng ug{ . 

 

sfo{x¿M 

1 km/]g s/]G;L PS;r]Gh (Foreign currency Exchange) ug]{ .  

2 ;fO6 l;OË  / 6«fG;kf]6]zg ;le{; (Sight Seeing /transportation service) lbg] . 

3 ;]km l8kf]lh6 ns/ Xof08n (Safe deposit locker handle) ug]{ . 

4 /]i6'/]G6 a'lsË (Restaurant booking) df cltlynfO{ ;xof]u ug]{ . 

5 Od/h]G;L cj:yf Xof08lnË  (Emergency situation handling) ug]{ . 

6 d]n / d];]h/ kf;{n Xof08lnË (Mail, Message, parcel handling) ug]{ . 

7 u]i6 sDKn]g÷u'gf;f] Xof08lnË (Guest Complain handling) ug]{ . 

8 ;]qm]6]l/on ;]jf (Secretarial service) k|bfg ug{] . 

9 n:6 P08 kmfpG8 Xof08n (Lost and Found handle) ug]{ . 
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sfo{ laZn]if0f(Task Analysis) 
 

 

 

 

sfo{ (Task) ! : km/]g s/]G;L PS;r]Gh (Foreign Currency exchange) ug]{ . 
sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ . 
3= Foreign Currency Exchange 

ug{' cufl8 cltlynfO{ Passport 

dfUg] .  

4= u]i6sf] Room No ;f]Wg] .  

5= olb aflx/L u]i6 k};f ;f6\g' cfpg' 

ePsf] 5 eg] u]i6nfO{ Lobby 

Manager ;+u authorization sf] 

nflu ;Nnfx lng ;'emfj lbg] .  

6= s'g d'b|f xf], slt xf] klxn] kQf 

nufpg] clg Tof] d'b|f ;6xL ug{ 

Government sf] lgod cg';f/ 

;f6\g of]Uo 5 5}g kQf nufpg] .  

7= Guest detail x? Foreign 

exchange encashment receipt 

df eg]{ .  

8= Travellers cheque 5 eg]  

u]i6nfO{ x:tfIf/ ug{ nufpg] -

Traveller cheque / receipt 

b'j}df_, x:tfIf/ check ug]{ .  

9= Foreign currency lng] / u]i6nfO{ 

local currency df convert u/]/ 

lbg' kg]{ /sd pknAw u/fpg] .  

10= Original receipt / /sd Ps}rf]6L 

lbg] .  

11= Foreign currency control sheet 

eg]{ . 
12= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn 

 Front office cashier counter, 

Telephone, Foreign Currency 

Exchange display Board  

 Receipt 

 Guest 

sfo{ (Task): 
 km/]g s/]G;L PS;r]Gh (Foreign  

currency exchange) ug]{ . 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 Foreign currency exchange ug{' 

cufl8 cltly;+u Passport dfu]sf]] .  

 u]i6sf] Room No  ;f]w]sf]] .  

 olb aflx/L  u]i6 k};f ;f6\g cfpg' 

ePsf] 5 eg] u]i6nfO{ Lobby 

Manager ;+u authorization sf] 

nflu ;Nnfx lng ;'emfj lbPsf] .  

 Guest detail x? Foreign 

exchange encashment receipt df 

e/]sf] .  

 Travellers cheque 5 eg ] guest 

nfO{ x:tfIf/ ug{ nufPsf] -

Traveller cheque / receipt b'j}df_ 

x:tfIf/ check u/]sf] .  

 Foreign currency lng] / guest 
nfO{ local currency df convert 

u/]/ lbg' kg]{ /sd pknAw u/]sf] .  

Foreign Currency 

Exchange 

 kl/ro 

 rng rNtLsf a}b]lzs 

d'b|fx? 

 a}b]lzs d'b|f ;6xL gLlt 

lgodx? . 

 d'b|f ;6xL ubf{ Wofg lbg'kg]{ 

s'/fx? . 

 d'b|f ;6xL ug]{ ljlw . 

;}4flGts  M )=% 306f 
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 Original receipt / /sd Ps}rf]6L 

lbPsf] .  

 Foreign currency control sheet 

e/]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

  

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 

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

display board, Telephone, Calculator  

 

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 gSsnL d'b|faf6 hf]lug] .  

 cltly klxrfg ug]{ . 

 sfuhft cWoog ;'lglZrt ug]{ .  

 

 

 

 

Foreign Currency Exchange Display Board 
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sfo{ laZn]if0f (Task Analysis) 

 
 

 

 

sfo{ (Task) @ : ;fO6l;OË /6«fG;kf]{6]zg ;le{; (Sightseeing / Transportation Service) lbg] . 

sfo{ r/0fx¿ (Steps) k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1 k|lzIf0f u|x0f ug]{ . 

2 rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ . 
3 cltlysf] OR5f  ÷ lh1f;f 

a'em\g] .  

4 cltlysf] lh1f;f cg';f/ 

;fO6l;OË (sightseeing)  sf] 

nflu plrt Joj:yf ug]{ . -

Full day/ Half day, cflb_  

5 u]i6sf] cfjZostf cg';f/ 

transportation, itinerary 

x?sf] Joj:yf ug]{ .  

6 u]i6nfO{ ;fO6l;OËsf] /]6 af/] 

hfgsf/L u/fpg] . 

7 u]i6;+u Mutual Agreement 

ePkl5 Agreement cg';f/sf] 

Joj:yf u/fpg] . 
8 sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn 

 Reception  

 Travel desk 

 Guest 

sfo{ (Task): 

;fO6l;OË /6«fG;kf]{6]zg ;le{; (Sight 

seeing / transportation Service) lbg] 
. 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 ljleGg 7fp+x?sf] plrt 1fg lbPsf] 

. 

 u]i6;+u deal ubf{ kl/kSjtf 

b]vfPsf] . 

 cltlysf] lzIff ÷ lh1f;f a'em\]sf]] .  

 cltlysf] lh1f;f cg';f/ 

;fO6l;OËsf] nflu plrt Joj:yf 

u/]sf] .  

 u]i6sf] cfjZostf cg';f/ 

transportation, itinerary x?sf] 

Joj:yf u/]sf] .  

 u]i6nfO{ rate x?sf] hfgsf/L 

u/fPsf] . 

 u]i6;+u Mutual agreement 

ePkl5 Agreement cg';f/sf] 

Joj:yf u/]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

Sightseeing 

 kl/ro 

 dxTj 

 p2]Zo 

 cjlw 

 bf]efif]sf] cfjZostf 

(translator) 

 gS;f JofVof ljZn]if0f . 

 ;fO6l;OË ;]jf Aoj:yf ubf{ 

Wofg lbg'kg]{ s'/fx? . 

 ;fO6 l;OË ;]jf Aoj:yf ug]{ 

ljlw . 
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cf}hf/, pks/0f / ;fdu|Lx?: 
Map, Pen, Itinerary, Telephone, Log book  

 

;'/Iff÷;fjwfgLx?: 
 Ufnt ;"rgf k|jfx gug]{ . 

 u]i6;+u ;+w} lnlvt ;xdlt ug]{ . 
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sfo{ laZn]if0f (Task Analysis) 

 

 

sfo{ (Task) # : ;]km l8kf]lh6 ns/ Xof08n (Safe deposit locker handling) ug]{ . 

sfo{ r/0fx¿ (Steps) k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ . 
3= u]i6nfO{ safe deposit locker form 

ns/ kmf/d eg{ nufpg] / x:tfIf/ 

lng] . 

4= vfnL ns/ (Locker) sf] Joj:yf ug]{ 

. 

5= vfnL ePsf] ns/ u]i6nfO{ assign 

ug]{ . 

6= u]i6n]  /fVg rfx]sf] ;dfgx?sf] gfd 

lnl:6Ë ul/ ;fOg u/fpg] / l/sf]8{ 

/fVg]   

7= u]i6n] ;fdfg ns/ leq /fv] kl5 

Pp6f rfaL x:tfGt/0f ug]{ .  

8= u]i6sf] ;fdfgx? h] hlt Form df 

n]lvPsf] 5 tL ;fdfgx? 5 5}g x]g]{ / 

;fdfg ns/ leq /fVg] .  

9= ;fdfg u]i6sf] cufl8 /fvL ;s]kl5, 

rfaL tfNrf nufpg] .  

10= ns/sf] ;fdfg x:tfGt/0f ubf{ 

u]i6nfO{ ;/]08/ kmf]d{ (Surrender 

Form) eg{ nufpg], x:tfIf/ lng] . 

11= u]i6sf] pkl:yltdf ;fdfg lbg] . 

12= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn 

 Front Office Cashier 

 Safe Deposit Locker 

 Guest 

sfo{ (Task): 

;]km l8kf]lh6 ns/ Xof08n (Safe 

deposit locker handling) ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 u]i6nfO{ safe deposit ns/ kmf/d 

eg{ nufPsf] / x:tfIf/ lnPsf]] . 

 vfnL Locker sf] Joj:yf u/]sf] . 

 vfnL ePsf] ns/ u]i6nfO{ assign 

u/]sf] . 

 u]i6n] ;fdfg Locker leq /fv] kl5 

Pp6f rfaL x:tfGt/0f u/]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

Safe deposit Locker 

handling  

 kl/ro 

 dxTj 

 sfo{ 

 ns/ k|of]u ubf{ Wofg lbg'kg]{ 

s'/fx? . 

 ns/ k|of]u ug]{ ljlw . 
 

 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
Safe deposit Lockers, Pen, Safe Deposit Register, Key, Telephone, Safe deposit locker form  

 

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 ;fdfg /fVbf kmf/ddf el/P cg';f/ 5, 5}g plrt x]/ljrf/ ug]{ . 

 ;fdfg /fvL ;s]kl5 tfNrf plrt 9+un] nfu] gnfu]sf] ljrf/ ug]{ . 

 ;fdfg lkmtf{ ubf{ u]i6sf] kl/rokq /fd|f] ;+u hf+Rg] . 

 Safe deposit locker /flvPsf] sf]7f ;kmf ;'U3/ /fVg] .  

 Safe deposit locker sf] leq klg ;kmf ;'U3/ /fVg] . 
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 AolQmut ;/;ˆmfOnfO Aojxf/df Nofpg]  . 

 

 

 

  

Safe Deposit Locker 
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sfo{ laZn]if0f (Task Analysis) 

 

 

sfo{ (Task) $ : /]i6'/]G6 a'lsË  (Restaurant Booking) df cltly nfO{ ;xof]u ug]{ . 

sfo{ r/0fx¿ (Steps) k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ . 
3= xf]6n cyjf /]i6'/]G6sf] ;]jf ;'ljwf 

;DaGwL hfgsf/L lng] . 

4= sfo{:yn ;kmf ;'U3/ /fVg] . 

5= JolQmut ;/;kmfOdf Wofg lbg] . 

6= cltlynfO{ :jfut ;Tsf/ ug]{ .  

7= k|mG6 clkm;÷ l/;]K;g ;kmf ;'U3/ 

ePsf] ;'lglZrt ug]{ . 

8= JolQmut ;/;kmfO sfod /fVg] / 

lbOPsf] Uniform nufO{ Smart eP/ 

a:g] .  

9= Hotel leqsf u]i6sf] nflu /]i6'/]G6 

a'lsË  (Restaurant Booking) ug]{ 

eP u]i6sf cfjZostf cg';f/ 

/]i6'/]G6sf] klxrfg ug]{ .  

10= /]i6'/]G6df hfg] slt hgf, ldlt / 

;dosf] hfgsf/L lng] . 
11= rflxg] hlt hfgsf/L (Information) 

ePkl5 ;DalGwt /]i6'/]G6df a'lsË ug]{ 

. 
12= Hotel aflx/sf kfx'gfsf nflu hotel 

df ePsf  /]i6'/]G6df a'lsË ug]{ eP 

kfx'gfsf cfjZostf cg';f/ /]i6'/]G6sf] 

klxrfg ug]{ . h:t}M s'g ldltdf s:tf] 

vfnsf] k|f]u|fd xf], d'Vo Host sf] xf] . 

slt hgfsf] k|f]u|fd xf] . slt ;do 

b]lv slt ;do ;Ddsf] nflu  a'lsË 

xf] . s:tf] Setup ug]{ xf] . d]g'df s] 

s] vfg] s'/fx?, lkpg] s'/fx? / ;'tL{ 

hGo a:t'x? /fVg] ;DalGwt lj:t[t 

hfgsf/L lng] / ToxL cg';f/ Ps hgf 

a/fa/ nfUg] vr{sf] hfgsf/L lbg] . 

13= /]i6'/]G6df hfg] slt hgf, ldlt / 

;dosf] hfgsf/L lng] / a'lsË /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn . 

 Reception/GRE Desk 

 Computer with Software 

Package 

 Telephone 

 Guest 

 

sfo{ (Task): 
/]i6'/]G6 a'lsË  (Restaurant Booking) 

df cltly nfO{ ;xof]u ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 kfx'gfnfO{ lzi6tf k"j{s :jfut 

;Tsf/ u/]sf] . 

 kfx'gfsf] s'/f Wofg k"j{s ;'g]/ 

/]i6'/]G6 ;DalGwt ;Dk"0f{ hfgsf/L 

lbPsf] . 

 ;DalGwt /]i6'/]G6df a'lsË /fv]sf] . 

 Function Sheet e/]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

Restaurant Booking  

 kl/ro / klxrfg 
 Food outlet 

 Menu 

 Cuisine 

 Setup 

 Cutlery 

 Crockery 

 Glassware 

 Linen 

 Hotel df ePsf  

restaurant x/msf] ;'rL . 

 Hotel eGbf aflx/sf 

restaurant x/msf] ;'rL . 

 /]i6'/]G6 a'lsË  ubf{ Wofg 

lbg'kg]{ s'/fx? . 

 /]i6'/]G6 a'lsË  ug]{ ljlw . 
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14= olb cltlyx? xfd|f] s'/fdf /fhL 

x'g'x'G5 eg] Function sheet df e/]/ 

;a} s'/f u]i6sf] kmf]g gDa/, x:tfIf/ 

ug{ nufpg] a'bf g+= !# sf] ;a} s'/f 

n]Vg] . 

15= cu|Ld k]ZsL lng], sDkgLsf] gLlt 

lgod cg';f/ Ps k|lt kfx'gfnfO{ / 

Ps k|lt cfkm"nfO{ /fVg] / ljleGg 

ljefunfO{ k|f]u|fdsf] jf/]df hfgsf/L 

lbg] . 

16= sfo{ ;Dkfbg clen]v /fVg] . 

 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
Function Sheet, Record File, Printer Computer, Telephone, City Map  

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 JolQmut ;/;kmfO{ / sfo{:yn ;/;kmfOdf  Wofg lbg] . 

 af]nL Jojxf/ clzi6 gkfg]{ .  
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sfo{ laZn]if0f (Task Analysis) 

 

 

 

sfo{ (Task) % : kmfo/ ;DaGwLOd/h]G;L cj:yf Xof08lnË (Emergency situation handing) ug]{ .  

sfo{ r/0fx¿ (Steps) k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= lel8of] x]g]{ . 

3= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ . 
4= l56f] eGbf l56f] Telephone 

Operator , Maintenance , / 

Security nfO{ va/ ug]{ .  

5= glhsdf /x]sf] Fire alarm switch on 

ug]{ .  

6= cfuf] lgefpg] bdsnx?nfO{ kmf]g ug]{ 

. 

7= sf]7fdf ljleGg laefudf xf]6nsf] ;]jf 

;'ljwf lnO /xg' ePsf] cyjf ljleGg 

ljefudf sfd ug]{ sfdbf/x?nfO{ va/ 

ug]{ .  

8= olb xf]6n leq Fire Extinguisher 

x? 5g eg] cfuf] lgefpg k|of; ug]{ . 

9= kfx'gf cyjf sd{rf/Lx? nfO{ e¥ofË 

af6 tn cf]/fNg nufpg] .  

10= cfkm" nufot, ;'/IffsdL{ xf]6nsf 

k|d'vx? kfx'gfsf] sf]7f, rlk{, 

;fj{hflgs :yn / sd{rf/Lsf] sfd 

ug]{ ljefu lg/LIf0f ug]{ . 
11= Fire Exit sf] af6f] b]vfpg] .  
12= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 
 Workplace, Telephone  

 Fire extinguisher 

 Emergency Handling Video 

sfo{ (Task): 
Od/h]G;L cj:yf Xof08lnË  
(Emergency situation handing) ug]{ . 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 xf]6nsf] ;Dklt Wj:t x'gaf6 

arfPsf] . 

 kfx'gf ;fy ;fy} sd{rf/Lx?nfO{ s]xL 

x'g glbPsf] . 

 l56f] eGbf l56f] Telephone 

Operator nfO{ va/ u/]sf] .  

 cfuf] lgefpg] bdsnx? nfO{ kmf]g 

u/]sf]. 

 sf]7fdf ljleGg laefudf xf]6nsf] 

;]jf ;'ljwf lnO{ /xg' ePsf] cyjf 

ljleGg ljefudf sfd ug]{ 

sfdbf/x?nfO{ va/ u/]sf] .  

 Fire Extinguisher x? ¢f/f cfuf] 

lgefpg k|of; u/]sf] . 

 kfx'gf cyjf sd{rf/Lx? nfO{ 

e¥ofËaf6 tn emg{ lgb]{zg lbPsf] . 

 cfkm' nufot, ;'/IffsdL{ xf]6nsf 

k|d'vx? kfx'gfsf] sf]7f, rlk{, 

;fj{hflgs :yn / sd{rf/Lsf] sfd 

Emergency situation 

handing 

 kl/efiff 

 l;h{gf x'g] sf/0fx? . 

 cfktsflng cj:yf 

Go"gLs/0fsf pkfox? . 

 cfktsflng cj:yf 

Go"gLs/0f  ubf{ Wofg lbg'kg]{ 

s'/fx? .  
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ug]{ ljefu lg/LIf0f u/]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
 Bucket, Mug, Fire Extingusher, First aid Box , Telephone  

;'/Iff÷;fjwfgLx?: 

 k|lts"n kl/l:yltdf gcflQg] . 

 Fire Extinguisher   +rfng ubf{ xf]l;of/L ckgfPsf] .  
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sfo{ laZn]if0f (Task Analysis)  
 

 

 

 

sfo{ (Task) ^ : d]n÷ d];]h÷ kf;{n Xof08lnË (Mail÷ Message÷Parcel Handling) ug]{ . 

sfo{ r/0fx¿  
k|fljlws lj|mofsnfksf p2]Zox¿ 

 

;DalGwt k|fljlws 1fg 

 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ . 
3= u]i6sf] nflu s'g} Mail, message or 

parcel ePdf Previous Shift ;+u 

hfgsf/L lng] . 

4= u]i6 Room df eP gePsf] Call u/]/ 

kQf nufpg] . 

5= u]i6 Room df 5 eg] Mail jf 

message room df deliver ug]{  jf 

cfjZostf cg';f/ k'¥ofOlbg]  

(deliver) ug]{  . 
6= u]i6 room df 5}g eg] mail jf 

message pigeon hole df room  

keys ;Fu} /fVg] . u]i6n] room key 

lng cfpFbf ;lD´P/ lbg] .  
7= u]i6sf] nflu parcel cfPdf parcel 

leq s] 5 a'l´lng]. 
8= Parcel lbg jf 5f]8\g cfPsf] JolSt 

nfO{ form df ;f]lwPsf d'Vo jf  
cfjZos details e/fpg] . 

9= u]i6 xf]6ndf 5}g eg] dfq form e/fO{ 

parcel lng] / ;'/lIft ;fy /fVg] . 
10= xf]6ndf u]i6 cfPkl5 glal;{sg 

parcel lbg] . 
11= Form and format df s:n] lbPsf], 

s:nfO{ lbg], 7]ufgf (5f]8\g] dfG5]sf]) ] / 
kfpg] dfG5]sf] sf]7f gDa/ n]Vg], 

o;sf] ;fy;fy} ldlt, ;do, kmf]g 

gDa/ slt h?/L 5, Tof] 

;DaGwLlj:t[t hfgsf/L lng] . 

12= ;a} dxTjk"0f{ ;"rgf ;+sng u/L 

;s]kl5 Mail, Message, Parcel nfO{ 

;DalGwt 7fp+df ;'/lIft ;fy /fVg] / 

lbO{Psf] (Given): 

 sfo{:yn: Reception 

 Pigeon hole 

 Parcel /fVg] b/fh  

 Telephone 

 Guest 

sfo{ (Task): 
d]n÷ d];]h÷ kf;{n Xof08lnË (Mail ÷ 

Message÷  Parcel Handling) ug]{ . 

 

dfkb08 (Standard):  

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 Mail, Message, Parcel 5f]8\g 

cfpg] JolQmnfO{ ;do cg';f/ 

:jfut ;Tsf/ ul/Psf] . 

 u]i6sf] nflu s'g} Mail, Message 

or Parcel ePdf Previous Shift 

;+u hfgsf/L lnOPsf] . 

 u]i6 room df 5 eg] mail jf 

message room df deliver ul/Psf]] 

. 

 u]i6 room df 5}g eg] mail jf 
message pigeon hole df room  

keys ;Fu} /flvPsf] . u]i6n] room 

key lng cfpFbf ;lD´P/ lbPsf] .  

Mail÷ Message/  

Parcel Handling 

 kl/ro 

 dxTj 

 Wofg lbg'kg]{ s'/fx? . 

 Xof08lnË ljlw . 
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kfx'gf xf]6ndf cfPkl5 gla{l;sg 

kfx'gfnfO{ Handover ug]{ . 

13= sfo{ ;Dkfbg clen]v /fVg] . 

 u]i6sf] nflu parcel cfPdf parcel 

leq s] 5 a'l´lnPsf] . 

 Parcel Guest  gePsf] v08df lbg 

jf 5f]8\g cfPsf] JolQmnfO{ form df 

;f]lwPsf d'Vo jf  cfjZos details 

e/fPsf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 
 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
          Message slip, Computer, Stationary items, Parcel receiving form. 

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 Mail, Message, Parcel ;dodf g} ;DalGwt JolQmnfO{ lbg l9nf] gug]{ .  

 l/;]K;g  leq gfËf] tf/x? e"O{df g/fVg]  . 

 Computer rNg] cj:yfdf /fVg] . 

 l/;]K;g ;kmf ;'U3/ /fVg]. 

 AolQmut ;/;ˆmfO nfO{ Aojxf/df Nofpg] . 
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sfo{ laZn]if0f (Task Analysis)  
 

 

 

sfo{ (Task) & : u]i6 sDKn]g Xof08lnË (Guest Complain Handling) ug]{ . 
sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ . 
3= u]i6n] Complain u/]df Wofg k"j{ 

;'Gg], aLrdf Interrupt gug]{ . 

4= u]i6 Complain nfO{ plrt Wofgfsif{0f 

ug]{ .  

5= u]i6;+u slxn] klg ax; gug]{ . ;+w} 

;Demg] ls u]i6x? ;+w} ;xL x'G5g\ 

eGg] tyf :d/0f ug]{ . 

6= l/;fPsf] u]i6nfO{ le8af6 cnu nlu 

s'/f ;'Gg] . 

7= ldN5 eg], u]i6nfO{ ;DemfP/ e'nfpg 

vf]Hg] tfls c? u]i6x?n] yfxf gkfpmg\ 

/ cj/f]w gxf];\ .  

8= u]i6sf] Complaint cg';f/ u]i6nfO{ 

lasNkx? lbg] / slxn} em'6f] sd; 

gvfg] ;do gtf]Sg] . 

9= u]i6sf] Complaint note ug]{ .  

10= Complaint h'g l8kf6{d]G6;Fu 

;DalGwt 5, To; l8kf6{d]G6df lnlvt 
Complaint sf] Copy k7fpg] . 

11= s] ubf{ ;d:ofsf] ;dfwfg x'G5 

To;nfO{ ;f]rljrf/ u/L plrt sfo{ 

ckgfpg] . 

12= u]i6sf] ;d:of ;fdfwfg ug{ s] ul/b}5 

Follow up ug]{ . 
13= u]i6nfO{ p;sf] ;d:of ;dfwfg eP 

gePsf] ;f]Wg] . 

14= olb ;d:of ;dfwfg geP cfkm\gf] 

Supervisor nfO{ ;"rgf lbg] .  
15= ;d:of ;dfwfg ePkl5 klg 

Courtesy Call ug]{ . 
16= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn 

 Reception 

 GRE Desk  

 Guest 

sfo{ (Task): 
u]i6 sDKn]g Xof08lnË (Guest 

Complain Handling) ug]{ . 

 

dfkb08 (Standard): 

 sfo{ r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 Complaint register agfPsf] . 

 u]i6n] Complaint u/]df Wofg k"j{s 

;'g]sf] . 

 l/;fPsf] u]i6nfO{ 

 le8af6 cnu nlu ;D´fPsf] . 

 Complaint h'g l8kf6{d]G6;Fu 

;DalGwt 5, To; l8kf6{d]G6df 

lnlvt Complaint sf] Copy 

k7fPsf] . 

 sfd rNb} ubf{ Follow-up ul/Psf] 

.  

Guest Complain 

 lsl;d 

 kl/l:ylt 

 u]i6sf :jefj / u'0fx? . 

 u'gf;f] ;'Gbf Wofg lbg'kg]{ 

s'/fx? . 

 u'gf;f] ;'Gg] cltlynfO{ 

;Demfpg] ljlw . 

;}4flGts  M )=% 306f 

Jofjxfl/s M @=% 306f  

s"n ;do M #=) 306f  
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 sfo{ ;Dkfbg clen]v /fv]sf] . 

  

  cf}hf/, pks/0f / ;fdu|Lx?: 
          Telephone, Complaint Register, Pen  

       

       ;'/Iff÷;fjwfgLx?: 
 

 l/;fPsf] cltlynfO{ xf]lzof/Lk"j{s sfj'df Nofpg] . 

 u]i6;+u gl/;fpg] . 

 ;'/Iff ;+oGq xf]lzof/L k"j{s ;+rfng ug]{ . 
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sfo{ laZn]if0f (Task Analysis) 
;}4flGts  M )=% 306f 

Jofjxfl/s M #=% 306f  

s"n ;do M $=) 306f  

sfo{ (Task) * : ;]qm]6]l/on ;le{; (Secretarial Service) lbg] . 
sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg  

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ .  
3= xf]6n ;fy ;fy} xf]6n aflx/sf] ;]jf 

;'ljwf af/] la:t[t hfgsf/L lng] .  

4= cfkm'n] sfd ug]{ 7fp+ ;kmf /fVg,] ;fy 

;fy} JolQmut ;/ ;kmfOdf Wofg lbg] 

. 

5= u]i6nfO{ :jfut ;Tsf/ ug]{ .  

6= u]i6sf] cfjZostfx? s] s] xf] 

To;nfO{ Wofgk"j{s ;'g]/ dgg ug]{ . 

h:t} lkmNd xn, ;f}gf l:6d, Hofs'hL, 

d;fh, l;6L Dofk cyjf g]kfnsf] 

gS;f, d7 dlGb/ zlkË sDKn]S;, 

cf}ifwL k;n, k]6«f]n kDk, a}Í ATM, 
b"tfjf; s]Gb|, xl:k6nsf] jf/]df 

kfx'gfn] hfgsf/L lng'x'G5 To;nfO{ 

;/n 9+uaf6 ;"rgf lbg] . 

7= kfx'gf s] dfkm{t Tof] 7fp+df hfg 

rfxg'x'G5 To;sf] Joj:yfsf] nflu 

uf8L, Kn]g Guide x? Dofg]h ul/lbg] 

. 

8= VIP/ VVIP/ CIP x?nfO{ Special 

;]jf ;'ljwf lbg' k/]df ;DalGwt 

ljefux?nfO{ lj:t[t hfgsf/L lbg] . 
9= xf]6n leq u]i6nfO{{ Photocopy/ fax / 

computer rnfpg ;xof]u ug]{ .   
10= sf]xL u]i6nfO{ Meeting / Interview 

lng ;fgf];fgf] sf]7fsf] cfjZos k/]df 

pknAw ul/lbg] . 
11= u]i6n] Meeting / Interview ln+bf     

secretary sf] service dfu]df lbg] . 
12= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn  

 Information Desk   

 Business center 

 Guest 

sfo{ (Task): 
;]qm]6]l/on ;le{; (Secretarial 

Service) lbg] . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 cltlynfO{ ;do cg';f/ :jfut 

;Tsf/ u/]sf] . 

 cltlyn] rfx]sf ;"rgf ;lx 9+u / 

jf:tljs hfgsf/L lbPsf] .  

 xf]6n leq u]i6nfO{{ photocopy 

/fax/computer rnfpg ;xof]u 

u/]sf] .   

 sf]xL u]i6nfO{ meeting / interview 
lng ;fgf] 
;fgf] sf]7fsf] cfjZos k/]df 

pknAw u/]sf] . 

 u]i6n] meeting / interview lnbf 

secretary sf] service pknAw 

u/]sf] . 

 sfo{ ;Dkfbg clen]v /fv]sf] . 

Secretarial Service 

 kl/ro 

  dxTj 

 lsl;d 

 DffWod 

 cltlysf] juL{s/0f 

 ;]qm]6]l/on ;]jf lbbf Wofg 

lbg'kg]{ s'/fx? . 

 ;]qm]6]l/on ;]jf pknAw 

u/fpg] la 

cf}hf/, pks/0f / ;fdu|Lx?: 
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Stationary, Map, Sight seeing book, Guide, Guidebook, Telephone (STD/ISD), computer, 

photocopy machine, fax, international newspaper, and magazines 

;'/Iff÷;fjwfgLx? : 

 JolQmut ;/;kmfO{df Wofg lbg] .  

 sfo{:yn ;kmf ;'U3/ /fVg] .  

 Business center leq gfËf] tf/x? oqtq km}lng glbg] .  

 Computer rNg] cj:yfdf /fVg] . 

 Business center ;kmf ;'U3/ /fVg] . 

 AolQmut ;/;kmfO{nfO{ Aojxf/df Nofpg] . 
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sfo{ laZn]if0f (Task Analysis) 

 

 

sfo{ (Task) ( : y]km\6 / n:6 P08 kmfpG8 Xof08n (Theft / lost & found handling) ug]{ . 

sfo{ r/0fx¿ (Steps) k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f   ;+sng ug]{ . 
3= kfPsf] cyjf rf]/L ePsf] ;fdfg s'g 

7fp+df kfPsf] h:t} sf]7fdf, afy?d 

cyjf ;fj{hlgs 7fp+ l6kf]6 ug]{ . 

4= kfPsf] cyjf x/fPsf] a:t' 

perishable of non perishable xf] 

5'§fpg] . 

5= e]6fPsf] ;fdfgnfO{ H/K dept sf] 

lost and found section jf control 

desk df nuL a'emfpg] / e]6fpg] 

JolQmn] cfkm\gf] Department Head 

nfO{ klg hfgsf/L lbg] .  

6= kfPsf] cyjf x/fPsf] ;fdfgsf] af/] 

lj:t[t ?kdf Form eg]{ . 

7= sxf+ kfPsf], s] kfPsf] s:n] kfPsf], 

s'g ;do, ldlt cflb OToflb emf]nfsf] 

aflx/ n]v]/ /fVg] / Tof] ;fdfgnfO{ 

;'/lIft 7fp+df /fVg] .  

8= ;DalGwt ljefux?df kfPsf] cyjf 

x/fPsf] ;fdfg ;DaGwLhfgsf/L lbg] . 

9= olb kfx'gfsf] klxrfg ePdf 7]ufgf, 

kmf]g gDa/ email jf Travel agency 

sf] Contact 5 eg] va/ ug]{ .  

10= Perishable ;fdfgsf] xsdf @$ 306f 

;Dd store ug]{ .  
11= Non perishable sf] xsdf va/ ubf{ 

klg ^ dlxgf cyjf ! jif{ ;Dd 

gcfPdf xf]6nsf] gLlt lgod cg';f/ 

rNg] . 

lbO{Psf] (Given): 

 sfo{:yn  

 ;fdfg /fVg] b/fh  

 Store   

 Telephone 

 Lost and found slip 

sfo{ (Task): 
Theft, lost and found handling ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 u]i6sf] ;fdfg rf]/L ePsf] 

complaint cfPdf u]i6;Fu rf]/L 

ePsf] ;fdfgsf] ljj/0f lnlvtdf 

lnPsf]. 

 u]i6sf] ;fdfg rf]/L ePsf] lnlvt 

complaint sf] copy security 
department / ;DalGwt 

department df investigation sf] 

nflu k7fPsf] . 

 u]i6sf] ;fdfg x/fPsf] complaint 
cfPdf guest ;Fu x/fPsf] ;fdfgsf] 

ljj/0f lnPsf] / x/fPsf] 7fpF / 

x/fPsf] ;do Plsg u/]sf]]]. 

Goods Theft/ lost & 

found 

 ;fdfgsf] lsl;d 

 Rff]/L x'g], x/fpg] cj:yfx? 

 Rff]/]s]f / kfPsf] ;fdfgsf] 

lhDd]jf/L Pj+ hfgsf/L 

u/fpg] laefux? . 

 kl/l:ylt Xof08n  ubf{ Wofg 

lbg'kg]{ s'/fx? . 

 kl/l:ylt Xof08n  ug]{ ljlw 

. 

 

 

 

 

;}4flGts  M )=% 306f 

Jofjxfl/s M #=% 306f  

s"n ;do M $=) 306f  
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12= u]i6sf] ;fdfg rf]/L ePsf] complaint 
cfPdf guest ;Fu rf]/L ePsf] 

;fdfgsf] ljj/0f lnlvtdf lng]. 
13= u]i6sf] ;fdfg rf]/L ePsf] lnlvt 

complaint sf] copy, security 

department / ;DalGwt department 
df investigation sf] nflu k7fpg] . 

14= x/fPsf] ;fdfgsf] k"/f hfgsf/L eP 

kl5 Housekeeping department sf] 

Lost & Found section df phone 
ul/ ;f]Wg] . 

15= u]i6n] x/fPsf] ;fdfgsf] ljj/0f u/] 

cg';f/ ;fdfg Lost & found 

section df 5 eg] u]i6nfO{ inform 
ug]{ / ;fdfg u]i6nfO{ lkmtf{ lbg] .  

16= ljj/0f e/] cg';f/ ;fdfg Lost & 

found section df 5}g eg] u]i6nfO{ 
inform ug]{ . 

17= olb s;}n] s]xL ;fdfg e]6]/ 

reception df a'´fPdf Tof] ;fdfg 

Housekeeping sf] Lost & found 

section df a'´fOlbg] . 

18= sfo{ ;Dkfbg clen]v /fVg] . 

 x/fPsf] ;fdfgsf] k"/f hfgsf/L 

ePkl5 Housekeeping 

department sf] Lost & Found 

section df phone ul/ ;f]w]sf] . 

 u]i6n] x/fPsf] ;fdfgsf] ljj/0f 

cg';f/sf] ;fdfg Lost & found 

section df 5 eg] u]i6nfO{ inform 
ul/ ;fdfg u]i6nfO{ lkmtf{ lbPsf]  . 

 sfo{ ;Dkfbg clen]v /fv]sf] . 

 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
Pen, Form and Format, Computer, Bag, Record File, Rack, Storage room. 

 

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 OdfGbfl/tfdf cl8u /xg] .  

 nf]e nfnrdf gkm:g] . 

 Computer rNg] cj:yfdf /fVg] . 

 l/;]K;g ;kmf ;'U3/ /fVg] . 

 AolQmut ;/;kmfO{nfO{ Aojxf/df Nofpg] . 
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 df]8\o'n * M k|:yfg lqmofsnfk (Departure Activities) 
 

;do M ^ 306f -;}_ ±  @! 306f -Aof_ Ö @& 306f 

j0f{gM 

o; df]8\o'ndf k|:yfg lqmofsnfk ;+rfng ;Fu ;DalGwt 1fg / ;Lkx¿ ;dfj]z ul/Psf 5g\ . 

 

p2]ZoM 

 k|:yfg lqmofsnfk ;+rfng ug{ . 

 

sfo{x¿M 

1 l8kfr{/ Ogkm/d];g (Departure information share) ;]o/ ug]{ .  

2 Po/kf]6{ 8«k P/]Ghd]G6 (Airport drop arrangement) ug]{ . 

3 l8kfr{/ nu]h XofG8nLË (Departure luggage handling) ug]{ .  

4 lan ;]6nd]G6 (Bill settlement) ug]{ . 

5 lkm8Aofs kmf]d{ (Feedback form) e/fpg]  

6 km]o/j]n P/]Ghd]G6 (Farewell arrangement) ug]{ . 

7 u]i6 kmf]lnof] d]G6]g (Guest Folio maintain) ug]{ . 

8 u]i6 lx:6«L d]G6]g (Guest History maintain) ug]{ . 
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sfo{ laZn]if0f (Task Analysis)  
 

 

 

 

sfo{ (Task) ! : l8kfr{/ Ogkm/d];g ;]o/ (Departure Information share) ug]{ . 
sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

!=  k|lzIf0f u|x0f ug]{ . 

 

@=  rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f     

;+sng ug]{ . 
3 Departure list computer af6 lgsfNg]  

4 Departure list ;a} department sf] POS 

(point of sales) ;+u share ug]{ . 

5 POS n] guest departure x'g] x?sf] s'g} lan 

glt/]sf] 5 eg] guest sf] Guest folio df 

post u/fpg ;'rgf lbg] . 

6 Housekeeping / Bell desk df departure 

x'g] guest sf] ;'rgf lbg] . 

7 Airport representative nfO{ Airport drop 

dfu]sf] guest sf] flight detail cg';f/ 
transportation ldnfpgnfO{ list lbg] . 

8 sfo{ ;Dkfbg clen]v /fVg] . 

 

lbO{Psf] (Given): 

 sfo{:yn  

 Reception/GRE Desk 

 Computer with Software 

Package, Telephone  

 Departure List 

 

sfo{ (Task): 
 l8kfr{/ Ogkm/d];g ;]o/ 
(Departure information share) 

ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf 

;Dkfbg ePsf] . 

 Departure list computer af6 

lgsfn]sf] .  

 Departure list ;a} 

department sf] POS ;+u 

share u/]sf] . 

 lan e'Qmflg ePsf] jf gePsf] 

Plsg u/]sf] . 

 Housekeeping / bell desk df 

departure x'g] guest sf] ;'rgf 

lbPsf] . 

 Airport representative nfO{ 

Airport drop dfu]sf] guest sf] 

flight detail cg';f/ 

transportation ldnfpgnfO{ 

list lbPsf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

Departure 

information  

 kl/ro 

 dxTj 

 ;/f]sf/ laefu / 

;dGjo 

 p8fg laj/0f 

 l8kfr{/ Ogkm/d];g 

;]o/ Wofg lbg'kg]{ 
s'/fx? . 

 Ogkm/d];g ;]o/ ug]{ 

ljlw . 

 

 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
Computer, Telephone, Stationary, Printer  

;}4flGts  M !=) 306f 

Jofjxfl/s M @=) 306f  

s"n ;do M #=) 306f  
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;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 l/;]K;g leq gfËf] tf/x? e'O{df oqtq km}lng glbg] . 

 l/;]K;gdf ;fdfgx? tflsPsf] :yfgdf /fVg] . 

 AolQmut ;/;ˆmfOnfO{ Aojxf/df Nofpg] . 
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sfo{ laZn]if0f (Task Analysis) 

 

    sfo{ (Task) @ : Po/kf]6{ 8«k P/]Ghd]G6 (Airport drop arrangement) ug]{ . 

sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ 

3= Departure list x]/]/ Airport drop dfu]sf] 

u]i6sf] list tof/ ug]{ . 

4= Airport list df cltlysf] gfd, Flight 

detail, departure time confirm ug]{ . 
5=  Airport list airport representative nfO{  

airport df u]i6nfO{ ;dodf drop ug{sf] 

lgDtL lbg] . 

6= Airport representative ;Fu s'g guest sf] 

nflu s'g uf8Ldf  k7fpg] eg]/ uf8Lsf] 

Joj:yf ldnfpg] .  

7= sfo{ ;Dkfbg clen]v /fVg] .  

 

lbO{Psf] (Given): 

 sfo{:yn 
 Reception/GRE Desk 

 Airport drop form, List  

 Uff8L  
 Guests 

 

sfo{ (Task): 
 Po/kf]6{ 8«k P/]Ghd]G6 (Airport 

drop arrangement) ug]{ . 
 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf 

;Dkfbg ePsf] . 

 Departure list cg';f/ Airport 

drop list tof/ u/]sf] . 

 Airport list df cltlysf] gfd, 
Flight detail, departure time 

confirm u/]sf] . 

 Airport list airport 

representative nfO{  airport df 

guest nfO{ ;dodf drop ug{sf] 

lglDt lbPsf] . 

 s'g guest sf] nflu s'g uf8Ldf  

k7fpg] eg]/ uf8Lsf] Joj:yf 

ldnfPsf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

Airport drop 

arrangement 

 kl/ro 

 dxTj 

 P/]Ghd]G6 ubf{ Wofg 
lbg'kg]{ s'/fx? . 

 P/]Ghd]G6 ug]{ ljlw . 
 

        cf}hf/, pks/0f / ;fdu|Lx?: 
Vehicle, Guide, Car, Van, Departure list, Computer, Printer, Telephone  

;'/Iff÷;fjwfgLx?: 

- Airport drop sf] nflu k|of]u x'g] uf8Lx? Rffn' 5, 5}g olsg ug]{ . 

- Uff8Lx? ;/;kmfO{ ug{ nufpg] .  

- Airport drop kmf]d{ /fd|f] ;Fu al'´g] u/L e/]sf] r]s hfFr ug]{ . 

;}4flGts  M )=% 306f 

Jofjxfl/s M @=% 306f  

s"n ;do M # 306f  
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- AolQmut ;/;kmfO{ nfO{ Aojxf/df Nofpg] . 

 

sfo{ laZn]if0f (Task Analysis) 
 

 

 

sfo{ (Task) # : l8kfr{/ nu]h XofG8nLË (Departure luggage handling) ug]{{ . 

sfo{ r/0fx¿(Steps) k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ 

3= u]i6sf] Room af6 u]i6sf] luggage 
lobby df Bell boy nfO{ cf];fg{ nufpg] . 

4= Luggage Errand card eg{ nufpg] . 

5= u]i6n] xf]6]nsf] lan lt/L ;s]kl5 / 

sf]7fsf] ;f+rf] lkmtf{ ul/;s]kl5  Bellboy 

nfO{ luggage uf8Ldf /fVg nufpg] . 

6= sfo{ ;Dkfbg clen]v /fVg] . 

 

lbO{Psf] (Given): 

 sfo{ :yn, Reception , 6]lnkmf]g, 
Computer, ;f+rf] , nu]h , nu]h 

6«nL 

 

sfo{ (Task): 
l8kfr{/ nu]h XofG8nLË (Departure 

luggage handling) ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 u]i6sf] room af6 u]i6sf] luggage 

lobby df Bellboy nfO{ cf];fg{ 

nufPsf] . 

 u]i6n] ug'{kg]{ e'QmfgL u/L ;s]kl5 / 

sf]7fsf] ;f+rf] lkmtf{ u/L luggage 
uf8Ldf /fVg nufPsf] 

 sfo{;Dkfbg clen]v /fv]sf] . 

Departure 

luggage 

 kl/ro 

 dxTj 

 Errand card sf] kl/ro 

/ klxrfg 

 l8kfr{/ nu]h XofG8nLË 

ubf{ Wofg lbg'kg]{ s'/fx? 

. 

 l8kfr{/ nu]h XofG8nLË 

ug]{ ljlw . 

 

cf}hf/, pks/0f / ;fdu|Lx?: 
Telephone, Computer, Key, Luggages, Luggage Trolly   

;'/Iff÷;fjwfgLx?: 

 Lobby df ;kmf ;'Uw/ /fVg] . Lobby df u]i6sf] luggage ldnfP/ Ps s'gflt/ /fVg] . 

 lan e'QmfgL eP, gePsf] olsg ug]{ . Trolly nfO{ overload ug'{ x'b}g . 

 Trolly nfO{ 3r8\bf hLpaf6 3r6g' x'b}g, xftaf6 an nufO{ 3r8\g'k5{ .  Trolly htf kfof] Totf 

5f]8\g' x'b}g . 

 

 

 

 

 

 

 

;}4flGts  M ! 306f 

Jofjxfl/s M # 306f  

s"n ;do M $ 306f  
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sfo{ laZn]if0f (Task Analysis) 

 

 

  sfo{ (Task) $ : lan ;]6nd]G6  (Bill settlement) ug]{ . 

sfo{ r/0fx¿ 
k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ . 

3= Departure x'g] guest sf] room af6 
xf]6]nsf s]xL ;fdfg x/fPsf] cyjf guest n] 

gf]S;fg ul/Psf] housekeeping ¢f/f ;"rgf 

lbPdf front cashier n] guest nfO{ ;f]wk'5 

u/L  landf charge ug]{ . 
4= Guest n] lan e'QmfgL s'g dfWodaf6 ug]{ 

xf] Plsg ul/ payment lng] | olb 

VISA/Credit card af6 payment ug]{ xf] 

eg] Card Swipe Machine sf] cj:yf 

lglZrt ul/ ;f] cg'?k Payment lng]. 

5= Hotel sf] ljleGg POS af6 guest 
departure x'g]x?sf] glt/]sf] lanx? guest 
sf] main folder df post eO;s]kl5 guest 

sf] bill print ug]{ . 

6= Guest nfO{ lan lbg] . 

7= k};f ltl/;s]kl5 /l;b lbg] . 

8= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 
 Reception\ Front Office  

 Computer, Card Swipe 

Machine  

 Bill Book/Pad 

 Pen, Telephone, Printer, 

Calculator  

 

sfo{ (Task): 
lan ;]6nd]G6  (Bill settlement) 
ug]{ .  

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf 

;Dkfbg ePsf] . 

 Departure x'g]] guest sf] 

room af6 xf]6]nsf s]xL 

;fdfg x/fPsf] cyjf guest 
n] gf]S;fg ul/Psf] 

Housekeeping åf/f ;"rgf 

lbPdf Front Cashier n] 

Guest nfO{ ;f]wk'5 u/L  

landf yk Charge u/]sf]. 

 Hotel sf] ljleGg POS af6 
Guest departure x'g]x?sf] 

glt/]sf] lanx? Guest sf] 

main folder df post 

eO;s]kl5 guest sf]  bill 

print  u/]sf] . 

 Guest nfO{ lan lbPsf]] . 

 k};f ltl/;s]kl5 /l;b lbPsf] 

. 

 sfo{;Dkfbg clen]v /fv]sf] 

Bill settlement 

 lan e'QmfgLsf 

dfWodx? . 

 lan e'QmfgLdf hf]l8g] 

cfwf/x? . 

 Point of share sf] 
dxTj . 

 lan e'QmfgL u/fpbf 

Wofg lbg'kg]{ s'/fx? . 

 lan e'QmfgL ljlw .  

 

;}4flGts  M ! 306f 

Jofjxfl/s M # 306f  

s"n ;do M$  306f  
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. 

cf}hf/, pks/0f / ;fdu|Lx? : 
Pen, Telephone, Printer, Calculator, Computer, Bill Book/Pad, Stationary, Card Swipe 

Machine  
 

 

;'/Iff÷;fjwfgLx? : 

 l/;]K;g  leq gfËf] tf/x? e'O{df oqtq km}lng glbg] . 

 l/;]K;gdf ;fdfgx? tf]lsPsf] :yfgdf /fVg] . 

 AolQmut ;/;ˆmfOnfO{ Aojxf/df Nofpg] . 

 lansf] /sd ldn] gldn]sf] r]s hf+r ug]{ . 
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sfo{ laZn]if0f (Task Analysis) 

 

sfo{ (Task) % : lkm8Aofs kmf]d{ (Feedback form) e/fpg] . 

sfo{ r/0fx¿ (Steps) k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ . 

3= u]i6n] lan lt/L ;s]kl5 Hotel  

feedback form guest nfO{ lbg] / eg{sf] 

nflu request ug{] . 

4= u]i6n] ga'´]sf s'/fx¿ a'´fO{ lbg] . 

5= Feedback Form e/]sf] df wGojfb lbg] / 

km]l/ cfpg k|f]T;fxg ug]{ . 

6= el/Psf] Feedback form manager nfO{ 

a'´.pg] . Complain card / comment 

card eg]{ . 

7= sfo{ ;Dkfbg clen]v /fVg] . 

lbO{Psf] (Given): 

 sfo{:yn . 

 Reception/GRE Desk 

 Stationary, Telephone  

 Guest 

 

sfo{ (Task): 
lkm8Aofs kmf]d{ (Feedback form) 

e/fpg] . 

 

dfkb08 (Standard): 

 sfo{r/0fx? qmlds ?kdf ;Dkfbg 

ePsf]  . 

 u]i6n] lan lt/L ;s]kl5 Hotel  

feedback form u]i6nfO{ lbPsf] / 

eg{sf] nflu Request u/]sf] . 

 Feedback form e/]sf]  

 el/Psf] feedback form manager 

nfO{ k]z u/]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

Feedback form  

 kl/ro 

 p2]Zo 

 ;+/rgf 

 lkm8Aofs kmf]d{ e/fpbf 

Wofg lbg'kg]{ s'/fx? . 

 lkm8Aofs kmf]d{ eg]{ ljlw 

. 

 

cf}hf/, pks/0f / ;fdu|Lx? : 
Feedback form, Complain card/comment card, Pen, Telephone  

 

;'/Iff÷;fjwfgLx? : 

 l/;]K;g leq gfËf] tf/x? e'O{df oqtq km}lng glbg] . 

 l/;]K;gdf ;fdfgx? tflsPsf] :yfgdf /fVg] . 

 JolQmut ;/;kmfO{nfO{ Aojxf/df Nofpg] . 

 

 

 

 

;}4flGts  M )=% 306f 

Jofjxfl/s M @ 306f  

s"n ;do M @=% 306f  
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sfo{ laZn]if0f(Task Analysis) 

 

sfo{ (Task) ^ : km]o/j]n P/]Ghd]G6 (Farewell Arrangement) ug]{ . 

sfo{ r/0fx¿ (Steps) k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / pks/0f  

;+sng ug]{ . 

3= Departure x'g] u]i6nfO{ xf]6]ndf a;]sf]df 

wGoafb lbg] . 

4= Trekking uP/ kmls{g] u]i6nfO{ kms]{/ 

cfpg] date sf] booking u/]sf] 5 cyjf 

5}g olsg ug{] . 

5= 5}g eg] u]i6nfO{ ;f]w]/ booking ug]{  . 

6= c? segment af6 cfPsf guest sf] 

second visit 5 eg] u]i6;+u ;f]wL 

booking ug]{ . 
7= c? s]xL ;xof]u ug'{ ;S5' ls elg ;f]Wg] . 

8= l6sf / km"ndfnf / vfbf nufO{ lbg] . 

9= cGTodf Goodbye, Have a nice day, 

Have a safe journey elg labfO{ ug]{ . 

10= sfo{ ;Dkfbg clen]v /fVg] . 

 

lbO{Psf] (Given): 
 Reception/GRE Desk 

 Computer with Software 

Package 

 Reservation form, Registration 

form, Telephone 

 Guest 

 

sfo{ (Task): 
km]o/j]n P/]Ghd]G6 (Farewell 

Arrangement ) ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 Departure x'g] u]i6nfO{ xf]6]ndf 

a;]sf]df wGoafb lbPsf] . 

 Trekking uP/ kmls{g] u]i6nfO{, 

kms]{/ cfpg] date sf] booking 

u/]sf] 5 cyjf 5}g olsg u/]sf] . 

 c? segment af6 cfPsf] u]i6sf] 

second visit 5 eg] booking olsg 

u/]sf] . 

 c?klg s]xL ;xof]u ug'{ ;S5' ls 

elg ;f]w]sf] . 

 cGTodf Goodbye, Have a nice 

day/ Have a safe journey elg 

labfO{ u/]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

Farewell 

Arrangement 

 p2]Zo 

 labfO{ ubf{ Wofg lbg'kg]{ 

s'/fx? . 

 labfO{  ug]{ ljlw . 

 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
       Computer, Registration form, Reservation form, Telephone, Pen  

;}4flGts  M )=% 306f 

Jofjxfl/s M# 306f  

s"n ;do M #=% 306f  
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;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 l/;]K;g leq gfËf] tf/x? e'O{df oqtq km}lng glbg] . 

 l/;]K;gdf ;fdfgx? tflsPsf] :yfgdf /fVg] . 

 AolQmut ;/;ˆmfOnfO{ Aojxf/df Nofpg] . 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



80 

 

 

sfo{ laZn]if0f (Task Analysis) 

 

 

sfo{ (Task) & : u]i6 kmf]lnof] d]G6]g (Guest Folio Maintain) ug]{ . 

sfo{ r/0fx¿  k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ . 

3= Check out ul/;s]sf] u]i6sf] 

;a} hard copy documents 

(registration card, 

restaurant bills, laundry 

bills etc) x? guest check out 

folder df /fVg] . 
4= Business segment x]/L folio 

5'6f5'6} agfpg] h:t}M 
Corporate, regular, long 

stay, groups, FIT’S etc 

Filling ug]{ . 
5= Computer df check out 

eO;s]sf] u]i6sf] room nfO{ 

checked out/dirty elg /fVg] 

. 
6= sfo{ ;Dkfbg clen]v /fVg] . 
 

lbO{Psf] (Given): 
 Reception/ Front Office  

 Folders 

 Computer, Telephone, Printer  

 Travel Documents 

 

sfo{ (Task): 
u]i6 kmf]lnof] d]G6]g (Guest Folio 

Maintain) ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? qmlds ?kdf ;Dkfbg 

ePsf] . 

 Check out ul/;s]sf] u]i6sf] ;a} 

hard copy documents ( 

registration card, restaurant 

bills, laundry bills etc) x? guest 

check out folder df /fv]sf] . 
 Business segment x]/L folio 

5'6f5'6} agfPsf] . 

 Computer df check out eO{;s]sf] 
u]i6sf] room nfO{ checked 

out/dirty elg O+lst u/]sf] . 

 sfo{;Dkfbg clen]v /fv]sf] . 

Guest folio maintain 

 kl/ro 

 p2]Zo 

 ;+/rgf 

 Filing sf] dxTj 

 Check-in / Check-out  sf] 

kl/efiff 

 Guest Folio ;DaGwL 

cfaZos sfuhftx? . 

 u]i6 kmf]lnof] tof/ ubf{   
Wofg lbg'kg]{ s'/fx? . 

 u]i6 kmf]lnof] tof/   kfg]{ ljlw 
. 

 

 

cf}hf/, pks/0f / ;fdu|Lx? (Tools, Equipment and Materials): 
Computer, Telephone, Printer Files, folders, Pen  

 

;'/Iff÷;fjwfgLx? (Safety/Precautions): 

 l/;]K;g leq gfËf] tf/x? e'O{df oqtq km}lng glbg] . 

 l/;]K;gdf ;fdfgx? tflsPsf] :yfgdf /fVg] . 

 AolQmut ;/;kmfO{nfO{ Aojxf/df Nofpg] . 

;}4flGts  M ! 306f 

Jofjxfl/s M # 306f  

s"n ;do M $ 306f  
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sfo{ laZn]if0f (Task Analysis) 

 

sfo{ (Task) * : u]i6 lx:6«L d]G6]g (Guest History Maintain) ug]{ . 

sfo{ r/0fx¿ (Steps) k|fljlws lj|mofsnfksf p2]Zox¿ ;DalGwt k|fljlws 1fg 

1= k|lzIf0f u|x0f ug]{ . 

2= rflxg] ;a}} cf}hf/, ;/;fdfg / 

pks/0f  ;+sng ug]{ . 

3= Computer df check-out 

eO;s]sf] u]i6sf] files nfO{ 

history folder df /fVg] . 

4= Group x?sf] 5'6} history 

folder agfpg] . 

5= Corporate / regular guest sf] 

5'6} history folder agfpg] . 

6= Regular u]i6sf] likes / dislikes 

x? pNn]v ug]{ . 
7= Regular u]i6sf] birthdays/ 

anniversaries x? pNn]v ug]{ . 

8= Long stay /VIP u]i6sf] klg 5'6} 

history folder agfpg] . 

9= History folder df s'g} klg 

room cyjf Public area df 

s]xL 36gfx? 36]sf] g36]sf] 

olsg u/L pNn]v ug]{ . 

10= x/]s u]i6sf] cfPsf] lbg, dlxgf / 

;fn mention ug]{ . 
11= x/]s u]i6sf] passport /visa sf]  

details mention ug]{ . 
12= sfo{ ;Dkfbg clen]v /fVg] . 
 

lbO{Psf] (Given): 
 Reception/GRE Desk 

 Computer with Software 

Package, Telephone  

 Travel documents 

 

sfo{ (Task): 
u]i6 lx:6«L d]G6]g (Guest History 

Maintain) ug]{ . 

 

dfkb08 (Standard): 

 sfo{r/0fx? s|lds ?kdf ;Dkfbg 

ePsf] . 

 Computer df check-out 

eO{;s]sf] guest sf] files nfO{ 

history folder df /fv]sf] . 

 Group x? sf] 5'6} history folder 

agfPsf] . 

 Corporate / regular u]i6sf] 5'6} 

history folder agfPsf] . 

 Regular u]i6sf] likes/ dislikes 

x? mention u/]sf] . 

 Regular u]i6sf] birthdays/ 

anniversary x? pNn]v u/]sf] . 

 Long stay / VIP u]i6sf] klg 5'6} 

history folder agfPsf] . 

 History folder df s'g} klg room 

cyjf Public area df s]xL 

36gfx? 36]sf] lyof] eg] pNn]v 
u/]sf] . 

 x/]s u]i6sf] cfPsf] lbg, dlxgf / 

;fn pNn]v u/]sf] . 

 x/]s u]i6sf] passport / visa sf]  
details pNn]v u/]sf] . 

 sfo{ ;Dkfbg clen]v /fv]sf] . 

Guest history maintain 

 kl/ro 

 p2]Zo 

 cfjZos ofqf sfuhftx? 

 cltlysf k|sf/ 

 u]i6 lx:6«L cBfjlws ubf{ 

Wofg lbg'kg]{ s'/fx? . 

 u]i6 lx:6«L cBfjlws  ug]{ 

ljlw.  

;}4flGts  M )=% 306f 

Jofjxfl/s M # 306f  

s"n ;do M #=% 306f  
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cf}hf/, pks/0f / ;fdu|Lx?: 
Computer, Guest History card, Stationary, Telephone  

 

;'/Iff÷;fjwfgLx?: 

 l/;]K;g leq gfËf] tf/x? e'O{df oqtq km}lng glbg] . 

 l/;]K;gdf ;fdfgx? tflsPsf] :yfgdf /fVg] . 

 JolQmut ;/;kmfO{nfO{ Jojxf/df Nofpg] . 

 Computer rNg] cj:yfdf /fVg] . 
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Infrastructures and Facilities 
 

k|lzIf0fsf] k]zf M Front Office Assistant 
cjlw M !^) 3G6f  -dWod_ 

;d"xsf] cfsf/ M@) hgf 

qm=;+= dfks÷ljlw ;"rfÍ -clgjfo{_ ;"rfÍ -ePdf /fd|f]_ 

!= k|lzIf0f :yndf 

x'g'kg]{ ljz]if 

cfjZostf 

Dffly pNn]lVft Kfl/df0fsf pks/0f tyf cf}hf/ / 

;'/Iff ;fDfUf|Lx?sf] pknAwtf 

 

@= sIff sf]7f / a:g] 

tyf n]Vg] ;'ljwf  

-kmlg{r/_ 

 Pp6f sIff sf]7f -@) ju{ dL=_  

#= k|of]uzfnf / a:g] 

tyf n]Vg] ;'ljwf  

-kmlg{r/_ 

 If]qkmn sDtLdf ^) ju{ dL= 

 k|of]ufTds cEof; ubf{ JolQm lkR5] ;fdu|Lx¿, 
cfjZos Tools and Equipment k|of{Kt 
ePsf] 

 ;]tf] kf6L 

 kof{Kt k|sfz / xfjf v]Ng] sf]7f 

 

 sDtLdf ^) ju{ 

dL=sf] If]qkmn 

$= k]zfut ;'/Iff  k|To]s k|lzIffyL{nfO{ Ps–Ps ;]6 Uniform  
 k|fylds pkrf/ ls6  

 ;'/Iff;Fu ;DalGwt hfgsf/Lx¿ 

 cfuf] lgoGq0f ug]{ 

d]l;g   -sDtLdf 

Pp6f_ 

 

%= k|lzIfsx¿  @ hgf k|lzIfs 

 ;Lk k/LIf0f tx # pQL0f{ u/L k]zfut cg'ej 

ePsf] jf k|fljlws P;= Pn= ;L pQL0f{ jf tx 

@ eO{ u/L slDtdf # jif{sf] sfo{ cg'ej ePsf]] 

. 

 

l8Knf]df tx kf; u/]sf] 

/ sfdsf] cg'ej ePsf]  

^= k|lzIffyL{x¿  c+u]|hL efiffsf] n]vk9 / ;Dkfbg ug{ ;fIf/ 

 pd]/  M !* jif{ 

 zfl/l/s tGb'?:t  

&= cf}hf/ tyf 

pks/0fx¿ 

gTyL ul/Psf] ;"rL cg';f/   

*= sfo{:yndf 

Jofjxfl/s l;ksf] 

k|of]u 

 jf:tljs sfo{If]qdf Ifdtf÷;Lksf] k|bz{g ug]{ 

u/L e|d0f 

 sfo{If]qdf sDtLdf 

k|To]s Dff]8\o'nsf] 

cGtDff Jojxfl/s 

sIff 

(= d"Nofª\sg  ;a} of]hgfsf nflu d"Nofª\sg dfks 

 of]hgf cg';f/sf] d"Nofª\sg k|0ffnL 

 

!)= k|of]u x'g] ;fdu|Lx¿ gTyL ul/Psf] ;"rL cg';f/  
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              ;Gbe{ ;fdu|L 

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

publication, Kathmandu 

2. Hotel Front Office Operation and Management (2
nd

 Edition) Tiwari Jatashankar (2009) 

oxford university press, India 

3. Front Office Management and Operation, Andews, Sudhir (2007) Tata Mac. India 

4. Hotel Management "Surya Kiran Shrestha and Ananda Ghimire" Latest Edition
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pks/0f tyf cf}hf/ (Tools and Equipment) 
 

k|of]uzfnfdf rflxg] cfjZos cf}hf/ tyf pks/0fx? -@) hgf k|lzIffyL{x?sf] nflu_ 

 l;=g+ ljj/0f kl/df0f 

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 

system 

1 

13.  White screen 1 

14.  Luggage trolley 1 

15.  Thali 1 

16.  Forms and formats As 

needed 

17.  Ammeinities  

18.  o Telephone 

/Fax / 

Scanner 

1 

19.  o Safe deposit 

locker 

1 

20.  o Key card 

holder 

As 

needed 

21.  o Key coding 

machine 

As 

needed 

22.  o File cabinet As 

needed 

23.  o Card Swipe 

Machine  

 

24.  For safety and 

security 
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25.  o First aid box 1 

26.  o Khada As 

needed 

27.  o  Wheelchair 1 
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gf]6M tfnLdsf ;do ;}4flGts laifosf] k|lzIf0fsf qmddf pknJw x'g ;Sg] cj:yfdf k|f]h]S6/, lˆnkrf6{ af]8{, lkg 

af]8{ k|of]udf Nofpg ;lsg]5 . 

 
 

cfjZos :6]zg/L / ljljw ;fdu|Lx? 

 

qm=;+= 
ljj/0f kl/df0f 

1.  sfkL @ bh{g 

2.  86k]g @ bh{g 

3.  zfk{g/ 7"nf] @ yfg 

4.  s/]S;g k]g ! bh{g 

5.  ;fOg k]g # bh{g 

6.  kfOn6÷h]n k]g # bh{g 

7.  O/]h/ # bh{g 

8.  k]lG;n # bh{g 

9.  :6]Kn/ % yfg 

10.  lˆnk rf6{ k]k/ cfjZostf cg';f/ 

11.  ˆNof; sf8{ cfjZostf cg';f/ 

12.  kmf]6f]skL k]k/ cfjZostf cg';f/ 

13.  kmfOn cfjZostf cg';f/ 

14.  XjfO6 af]8{ ! yfg 

15.  af]8{ dfs{/ @ bh{g 

16.  k/dfg]G6 dfs{/ ! bh{g 


