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THC/N9905 Maintain 

IPR of organisation 

and customer

Securing company’s 

IPR 

PC2. be aware of any of 

company’s product, service 

or design patents 
EASY

Being a responsible employee, you should _______. Never learn about company 

patents

Be well aware of company 

patents

Disclose about company 

policies to competitors

Disclose about company 

policies to your friends

Choice2

THC/N9905 Maintain 

IPR of organisation 

and customer

Respecting customer’s 

copyright 

PC6. consult supervisor or 

senior management when 

in doubt about using 

information available from 

customer 

EASY

What will you do in case you are unsure of using the information 

obtained from your customer?

Still use the acquired 

information

Never use such information Consult your supervisor None of the given options Choice3

THC/N9905 Maintain 

IPR of organisation 

and customer

Respecting customer’s 

copyright 

PC7. report any 

infringement observed by 

anyone in the company 
EASY

What should you do in case you find that your colleague is sharing 

your company designs to its competitors?

Support him Neglect the situation Warn him Report it to the senior 

authorities

Choice4

THC/N9905 Maintain 

IPR of organisation 

and customer

Respecting customer’s 

copyright 

PC4. read copyright clause 

of the material published on 

the internet and any other 

printed material 

MEDIUM

What should you do while copying any material published online? Read about its copyright 

clauses

Inquire about the sources Refer it to your friends Simply copy it Choice1

THC/N9905 Maintain 

IPR of organisation 

and customer

Securing company’s 

IPR 

PC3. report IPR violations 

observed in the market, to 

supervisor or company 

head 

EASY

What should you do incase you find your competitor copying your 

design plans?

Start verbally fighting with 

them

Lodge a legal compliant 

against them

leave it unaddressed Report the issue to your 

seniors

Choice4

THC/N9906 Maintain 

health and hygiene 

Ensuring cleanliness 

around workplace

PC4. arrange for regular 

pest control activities at the 

workplace 
EASY

How can you keep your workplace free of bugs and mites? By performing regular pest 

control activity

By using air fresheners By dusting By using mosquito repellents Choice1

THC/N9906 Maintain 

health and hygiene 

Ensuring cleanliness 

around workplace

PC2. ensure that waste is 

disposed-off as per 

prescribed standards or in 

trash cans earmarked for 

waste disposal 
EASY

Which type of waste is this? Non-food waste Food waste Paper waste Liquid waste Choice2

THC/N9906 Maintain 

health and hygiene 

Taking precautionary 

health measures 

PC21. report on personal 

health issues related to 

injury, food, air and 

infectious diseases 

MEDIUM

What should you do incase you find your colleague serving the food 

with dirty hands?

Ignore the issue Start scolding him Report this to supervisor Appreciate his act Choice3

THC/N9906 Maintain 

health and hygiene 

Taking precautionary 

health measures 

PC22. ensure not to go for 

work if unwell, to avoid the 

risk of being spread to 

other people 

EASY

You should work even if you are unwell. True False Choice2

THC/N9907 Maintain 

safety at workplace 

Following standard 

safety  procedure 

PC12. store the chemicals 

and acids in a well-

ventilated and locked areas 

with warning signs 

displayed 

EASY

Where should you store chemicals and acids? At the reception In well ventilated areas In the freezer Along with food items Choice2

THC/N9907 Maintain 

safety at workplace 

Following standard 

safety  procedure 

PC15. read the 

manufacturer’s manual 

carefully before use of any 

equipment 

EASY

What should you do before using a new heating equipment? Read the manufacturer 

protocol properly

Operate it only in presence 

of others

Always ask for assistance None of the given options Choice1

THC/N9907 Maintain 

safety at workplace 

Taking precautionary 

measures to avoid 

work hazards 

PC5. take preventive 

measures to avoid risk of 

burns and other injury due 

to contact with hot surfaces 

such as stoves, gas, fire, 

EASY

How should you handle hot pots? With bare hands By using damp potholders By using dry potholders By using deep fryers Choice3

THC/N9907 Maintain 

safety at workplace 

Using safety tools or 

Personal Protective 

Equipmen

PC26. ensure to use 

personal protective 

equipment and safety gear 

such as gloves, mask, 

headwear, footwear, 

glasses, goggles, etc. for 

specific tasks and work 

conditions where required 

MEDIUM

Which of these Personal Protective Equipemt (PPE) should be used 

while handling food?

Hair net Gloves Shoes Goggles Choice1

THC/N0301 Plan for 

serving food and 

beverages

Preparing the service 

area 

PC12.  check dining 

furniture, table linen and 

table items are clean and 

undamaged 

EASY

How will you ensure that the furniture is bug free? By cleaning with water By dusting regularly By performing pest control 

activity

By cleaning with alcohol Choice3

THC/N0301 Plan for 

serving food and 

beverages

Preparing the service 

area 

PC8. check that service 

equipment is clean, 

functional, free from 

damage, located where it 

should be and switched on 

EASY

Damaged service equipment can be used to serve the food. True False Choice2



THC/N0301 Plan for 

serving food and 

beverages

Identifying the service 

area  and resources 

required

PC4. assess requirement of 

resources viz. tableware, 

cutlery, linen 

MEDIUM

Which of the following cutlery is served with dessert? Choice2

THC/N0301 Plan for 

serving food and 

beverages

Preparing the service 

area

PC11. check availability of 

condiments and 

accompaniments ready for 

service and store them 

safely MEDIUM

Which of the following is not a condiment? Choice4

THC/N0302 Greet 

customer, take order, 

serve food and 

beverages 

Taking  and 

processing orders

PC10. check products and 

brand preferences with the 

customer in a courteous 

manner 

MEDIUM

While taking the order you should ________ enquire about the brand 

preferences of the customer.

Always Never Sometimes Once in a while Choice1

THC/N0302 Greet 

customer, take order, 

serve food and 

beverages 

Greeting customers PC1. greet customers,  

identify their requirements 

and check any booking 

records as appropriate to 

the service operation 

EASY

What should you do when a customer enters your workplace? Greet them Ask for the order Keep them waiting Ask their name Choice1

THC/N0303 Clean 

tables and counters 

Cleaning table and 

side boards of used 

tableware and waste 

food/beverages

PC6. prepare service and 

table linen for dispatch to 

laundry or clean down and  

remove disposable items 

EASY

What should you do if there is a vegetable spill on the linen? Dispatch the linen for laundry Let it be on the table Discard the linen Clean the spill with tissue 

and dry

Choice1

THC/N0303 Clean 

tables and counters 

Cleaning table and 

side boards of used 

tableware and waste 

food/beverages

PC10. dispose of rubbish 

and waste food following 

recommended procedures 
EASY

Where should you dispose off food waste? Anywhere In open In bins Directly in the sink Choice3

THC/N0303 Clean 

tables and counters 

Presenting guest 

account/check for the 

services used 

PC3. provide after-meals 

services such as mouth 

fresheners and/or finger-

bowls as per organization 

standards EASY

Which of these is served as a refreshment after a meal? Choice2

THC/N0303 Clean 

tables and counters 

Clearing tables and 

counters after dining

PC1. clear tables of 

crockery, cutlery and 

glassware at the 

appropriate time  after the 

meals, as per the course 

MEDIUM

What is the appropriate time to clean table and crockery? Just after the customers 

leave

Only when the new customer 

asks you to do so

Only when the manager asks 

you to do so

Anytime you feel like Choice1

THC/N0304  Deal with 

customer payment 

Receiving payment 

after service 

PC13. farewell guests 

courteously from the 

restaurant/dining area in 

accordance with standard 

operating procedures 

MEDIUM

How should your behave while seeing off a customer? Courteously Aggressively Arrogantly None of the given options Choice1

THC/N0304  Deal with 

customer payment 

Receiving payment 

after service 

PC6. acknowledge the 

customer’s payment and 

validate it where necessary 
EASY

What should you do if a customer asks you to validate his payment? Politely refuse Acknowledge and validate Ask him to approach your 

colleague

Ignore the request Choice2

THC/N0304  Deal with 

customer payment 

Receiving payment 

after service 

PC1. make sure that 

payment point is working 

and that all needed material 

such as stationery, till/ 

credit/ debit rolls  are 

EASY

________ is not needed at the payment point. Stationary Debit roll Credit roll Crockery Choice4

THC/N0305 Resolve 

customer service 

issues

Resolving customer 

problems  

PC8. work with others to 

identify and confirm the 

options to resolve a 

customer service issue 

EASY

With whom, the possible solutions of a problem can be discussed? Nobody Higher authorities Friends Any random person Choice2

THC/N0305 Resolve 

customer service 

issues

Spotting customer 

service issues 

PC1. spot customer service 

issues 
EASY

You should _____ ignore customer related issues. Always Never Once Sometimes Choice2

THC/N0305 Resolve 

customer service 

issues

Resolving customer 

problems  

PC18. give clear reasons to 

the customer when the 

problem has not been 

resolved to their 

satisfaction 

MEDIUM

What should you do incase you were not able to resolve problem of a 

customer?

Give false assurance Ask him to approach your 

manager

Ignore the customer Inform customer with a 

justified reason for failure

Choice4

THC/N0305 Resolve 

customer service 

issues

Spotting customer 

service issues 

PC4. recognize repeated 

problems and alert the 

appropriate authority 
EASY

What should you do if a problem arises repeatedly? Ignore the problem Report the issue to 

appropriate authority

Wait for others to recognise 

the repetition

None of the given options Choice2

THC/N9901 

Communicate with 

customer and 

colleagues

Interacting with 

superior  

PC4. escalate unresolved 

problems or complaints to 

the relevant senior 
EASY

You should report unresolved customer issues to your _____ Senior Colleague Watchman Friend Choice1



THC/N9901 

Communicate with 

customer and 

colleagues

Communicating with 

colleagues 

PC14. maintain the 

etiquette, use polite 

language, demonstrate 

responsible and disciplined 

behaviours to the 

colleagues 

EASY

How can you build an effective relationship with your colleagues?

A) By maintaining proper etiquette

B) By being polite to them

C) By displaying disciplined behaviour

Only A Only B A and B B and C Choice3

THC/N9901 

Communicate with 

customer and 

colleagues

Communicating with 

colleagues 

PC18. work with 

cooperation, coordination, 

communication and 

collaboration, with shared 

goals and supporting each 

MEDIUM

What is your responsibility, if you come across a conflict with your 

colleagues?

Stop communicating with 

him

Threaten him Hold grudges Communicate and resolve Choice4

THC/N9901 

Communicate with 

customer and 

colleagues

Communicating 

effectively with 

customers

PC22. communicate with 

the customers in a polite, 

professional and friendly 

manner 

EASY

You should never _______ the customers while talking. Interrupt Listen Attend Respond Choice1

THC/N9902 Maintain 

customer-centric 

service orientation 

Engaging with 

customers for 

assessing service 

quality requirements 

PC6. receive regular 

feedbacks from the clients 

on current service, 

complaints, and 

improvements to be made, 

EASY

Why should you regularly take feedback from your customers? To fill the log books As you are ordered to do so To make improvements in 

your services

As your colleagues does the 

same

Choice3

THC/N9902 Maintain 

customer-centric 

service orientation 

Fulfilling customer 

requirement  

PC17. willingly accept and 

implement new and 

innovative products and 

services that help improve 

customer satisfaction 

EASY

You should willingly accept and implement new and innovative ideas 

to improve customer services.

True false Choice1

THC/N9903 Maintain 

standard of etiquette 

and hospitable 

conduct 

Following  

behavioural, personal 

and telephone 

etiquettes 

PC5. do not eat or chew 

while talking  
MEDIUM

Which of these is not a sign of standard etiquette and hospitable 

conduct?

Smiling Eye contact Chewing food while talking Hand shake Choice3

THC/N9903 Maintain 

standard of etiquette 

and hospitable 

conduct 

Following  

behavioural, personal 

and telephone 

etiquettes 

PC23. escalate grievances 

and problems to 

appropriate authority as per 

procedure to resolve them 

and avoid conflict 

EASY

Customer problems and grievances should be ________. Addressed and escalated to 

seniors

Hidden Ignored Shared with friends Choice1

THC/N9903 Maintain 

standard of etiquette 

and hospitable 

conduct 

Following  

behavioural, personal 

and telephone 

etiquettes 

PC19. maintain the social 

and telephonic etiquette 
EASY

You should _______ reply to mails and phone calls. Always Never Sometimes Preferably Choice1

THC/N9904 Follow 

gender and age 

sensitive service 

practices 

Following standard 

etiquette with women 

at workplace

PC17. ensure a fair and 

equal pay to the women as 

men, more of formal 

training, advancement 

opportunities, better 

benefits, etc. 

PC18. involve women in 

the decision making 

processes and 

management professions

MEDIUM

How can you ensure that women are treated equally in your 

organisation

A) By giving them equal pay

B) By involving them in decision making

Only A Only B Neither A nor B Both A and B Choice4

THC/N9904 Follow 

gender and age 

sensitive service 

practices 

Educating customer 

on specific facilities 

and services  available

PC4. inform about methods 

adopted to ensure safety 

and personal and baggage 

security of women, e.g., 

CCTV cameras, security 

EASY

You should mention about_____ during conversation with women 

customers to make them feel safe and secure.

Cleanliness CCTV cameras Gardens Food items Choice2

THC/N9907

Maintain safety at 

workplace

PC10.  stack items in an 

organized way and use safe 

lifting techniques to reduce 

risk of injuries from 

handling procedures at the 

storage areas

DIFFICULT You find housekeeping person mobbing the guest area. What sign 

you should put in that area?

Option - 4

THC/9901

Communicate with 

customer and 

colleagues

PC20.  possess strong 

knowledge on the product, 

services and market

DIFFICULT Which of the following is an example of a spice? Butter Chips Red Chilly   Side salad Choice 3


