
NOS PC Difficulty 

Level

Question Text Answer Choice 1 Answer Choice 2 Answer Choice 3 Answer Choice 4 Correct 

Answer

PC1.  Check assigned duties as per 

duty roster 

Easy Which of the following can be achieved by 

maintenance of a duty roster?

Assigning work to off duty 

staff

Keeping a record of working 

hours

Keeping inventory records Better customer 

experience

Choice 2

PC3.    Assess requirement of 

resources viz. type of vehicle, 

number of vehicles

Medium Which of the following details should you note for 

arranging a vehicle for customers?

Type of vehicle needed Total number of customers Destination All of the given options Choice 4

PC9.    Check with hotel/place of 

accommodation and

reconfirm bookings

Medium Which of the following should you confirm with the 

hotel authorities before transferring a family to the 

same?

A. Duration of stay

B. Total head count

C. Type of room booked

A and C only A and B only B and C only A, B and C Choice 4

PC10.  Carry all documents 

required for handing over to 

customer viz. Tickets, hotel 

booking

confirmation , itinerary, maps, any 

other special requirement of the 

customer

Easy You should provide ____________ to a foreign 

customer to enable them to find places easily.

Tickets Itinerary Maps Emergency phone numbers Choice 3

PC13.  Check arrival/departure 

schedule

Easy You are expecting an international guest check-in. 

How can you confirm the time of arrival of the 

guest?

By calling the family 

members of the guest

By calling the guest's friends By tracking the arrival 

time of the flight online

By calling the airport 

authorities

Choice 3

PC17.  Seek help/advise of seniors 

to address issues where scope of 

services assured to customer is not 

clear

Medium A customer booked a car for four and at the time of 

arrival forced you to accommodate one more 

person.  What will you do in such a situation?

Cancel the customer's 

booking 

Allow only four people to sit in 

the car 

Ask the customer to wait 

and seek your senior's 

help

Privately charge extra from 

the customer

Choice 3

PC3.    Create a good first 

impression in dealings with 

customers

Easy Which of the following helps in creating an 

impressive impact on the customers?

A. Giving discounts on travelling

B. Greeting the customer with a smile 

Both A and B Only A Only B Neither A nor B Choice 1

PC20.  Record and update 

customer records accurately and 

promptly

Medium What all details should you record about the guests 

you received in a day?

Name of the guests 

received

Details about the arrival of 

flights

Duration of stay All of the given options Choice 4

PC21.  Deliver helpful and 

consistent customer service

Easy A guest visiting your area for the first time 

requested you to assist him/her in exploring the 

area. What should you do in such a situation?

Suggest some famous 

places to visit and share 

contact numbers of some 

guides

Deny help as it is not a part of 

your job role

Charge him/her extra for 

assisting him/her in such a 

situation

Ask the guest to explore 

the area him/herself

Choice 1

THC/N0101

Prepare for 

providing meet 

and greet service

THC/N0102

Meet and greet 

customers



PC23.  Build good working 

relationships with suppliers

Easy Which of the following is/are a good way(s) for 

developing a working alliance with the customer? 

Asking for the customer's 

opinion about the services 

provided and 

implementing the same

Talking to the customer 

throughout your stay with 

him/her

Visiting the tourist places 

along with the customer 

during his trip

All of the given options Choice 4

THC/N0103

Arrange for guest 

transfers

PC6.    Handover the documents 

required to be given to customer 

like tickets, travel permits, entry

permissions etc.

Easy One of your customers is supposed to board a flight 

and has asked you to collect the relevant 

documents from the travel agent. Which of the 

following documents will you collect?

Flight tickets Boarding pass Passport Visa verification 

documents

Choice 1

THC/N0103

Arrange for guest 

transfers

PC1.    Inform the customers about 

the journey

details and transport arrangement 

from the meeting point to the 

destination

Medium Which of the following details will you share with a 

customer as a part of the plan for his upcoming trip 

from Delhi to Agra?

The total cost of transport Weather/climatic conditions in 

Agra

All the tourist places in 

and between Delhi and 

Agra 

All of the given options Choice 4

THC/N0103

Arrange for guest 

transfers

PC15.  Assist customers to deal 

with documentation required for 

checking-in/out of the place of 

accommodation

Easy State whether the following is true or false.

Always ask customers to keep an ID proof ready 

before checking in to a hotel. 

TRUE FALSE Choice 1

THC/N0103

Arrange for guest 

transfers

PC10.  Liaise and communicate 

with travel agents/staff at other 

places where accommodation is 

arranged

Medium One of your customers wants to go for sight seeing. 

Whom will you contact in order to arrange the 

same for him/her?

Hotel manager Your colleague Travel agent Hotel Receptionist Choice 3

THC/N0103

Arrange for guest 

transfers

PC18.  Report non-compliance with 

standards/procedures to the 

appropriate

persons, where necessary

Medium You noticed that one of your colleagues was arguing 

with a guest who was asking for help. What should 

you do in such a situation?

Inform your senior about 

the incident

Ignore the incident Stand with your colleague 

and argue with the guest

Shout at your colleague Choice 1

THC/N0104

Handle guest 

queries & 

complaints

PC1.    Listen carefully to customer 

queries and dealing with them as 

per organizational procedure 

Easy A customer enquired about the process for booking 

flight tickets. What will you do?

Refer the customer to a 

travel agent

Ask your manager to help the 

customer

Ask your colleague to help 

the customer

Ignore the customer's 

request

Choice 1

THC/N0104

Handle guest 

queries & 

complaints

PC2.    Keep calm, empathize with 

customer, keep customer informed 

to arrive at a mutually acceptable 

solution

Easy You are escorting an elderly guest who is a motion 

sickness patient and frequently asks you to stop the 

car. How will you do deal with such a situation? 

Complain to your manager 

about the situation

Co-operate with the customer 

and stop the car as an when 

required 

Tell the driver to drop the 

guest to the hotel and 

leave the car

Ask the guest to control 

until they reach to the 

hotel

Choice 2

THC/N0104

Handle guest 

queries & 

complaints

PC10.  Identify and investigate the 

complaint

Easy A customer complains that he/she lost his/her 

luggage while traveling. What will you do?

Report the incident to the 

superior for investigation

Pay for the damage yourself Tell the customer that 

finding lost luggage is not 

your responsibility

Tell the customer to talk to 

the police

Choice 1

THC/N0104

Handle guest 

queries & 

complaints

"PC9.    Acknowledge the 

complaint, apologize for 

inconvenience and take prompt 

attention to

diffuse situation"

Easy You got late for receiving a customer from the 

airport and noticed that the guest is now angry. 

What will you do?

Ignore the situation as the 

guest will calm down after 

some time

Apologise to the customer for 

the delay immediately

Offer a hug to the 

customer

Ask your superior to 

apologize to the customer

Choice 2

THC/N0104

Handle guest 

queries & 

complaints

PC19.  Give clear reasons to the 

customer when the problem has 

not been resolved to their 

satisfaction

Medium A customer requested you for a luxury car for 

visiting tourist places. You tried hard, but failed to 

arrange for one. What will you do in such a 

situation?

Ask the customer to 

contact some other travel 

agent

Tell the customer to directly 

speak to the travel agency

Apologize to the customer 

and explain that the car is 

unavailable with the travel 

company as of now

None of the given options Choice 3

THC/N0102

Meet and greet 

customers



THC/9901

Communicate 

with customer and 

colleagues

PC2.  Understand the work output 

requirements, targets, 

performance indicators and 

incentives

Easy What steps will you follow in order to complete the 

job targets effectively for getting a promotion?

A. Change your job

B. Communicate with the travel agents in order to 

get more customers

Both A and B Only A Only B Neither A nor B Choice 3

THC/9901

Communicate 

with customer and 

colleagues

PC10.   Help and assist colleagues 

with information and knowledge

Medium How can you build effective working relationships 

with your colleagues?

By spending more time 

with your colleagues

By giving expensive gifts to your 

colleagues

By sharing work related 

information with your 

colleagues

All of the given options Choice 3

THC/9901

Communicate 

with customer and 

colleagues

PC11.   seek assistance from the 

colleagues when required

Easy There is a rush of customers arriving daily during 

the vacation time. You have to escort them but you 

are facing a problem in handling the huge number 

of customers. What will you do?

Ask your manager to assign 

the task to someone else

Take help from your friends Take the help of your 

colleagues to attend to 

the customers

Take help from your family Choice 3

THC/9901

Communicate 

with customer and 

colleagues

PC23.  build effective but 

impersonal relationship with the 

customers

Easy State whether the following statement is true or 

false.

You must be honest in order to build trust with your 

customers.

TRUE FALSE Choice 1

THC/9901

Communicate 

with customer and 

colleagues

PC28.  understand the customer 

dissatisfaction and address to their 

complaints effectively

Medium While travelling, a customer states that he/she is 

not satisfied with the services provided. How will 

you address this issue?

Calmly listen to the 

customer in order to 

understand the problem

Politely apologize to the 

customer and ensure that the 

inconvenience is not caused 

again

Ask the customer to stay 

calm and redirect the 

complaints to your 

superior

All of the given options Choice 4

THC/N9902

Maintain 

customer- centric 

service orientation

PC2. understand the target 

customers and their needs as 

defined by the company

Medium Which of the following equipment should you keep 

in order to assist handicap people?

Stretchers Wheel chairs Trolley None of the given options Choice 2

THC/N9902

Maintain 

customer- centric 

service orientation

PC10.  engage with customers 

without intruding on privacy

Medium Which of the following should not be done in order 

to maintain the privacy of a customer?

Sharing the photographs of 

customers without their 

consent

Calling the customers 

occasionally 

Inviting the customers to 

business parties 

Collecting identity proofs 

from the customers
Choice 1



THC/N9902

Maintain 

customer- centric 

service orientation

PC21.  weigh the cost of fulfilling 

unscheduled customer requests, 

consult with senior and advise the 

customer on alternatives

Medium A customer requests for a spa which is not available 

in his/her hotel package. Which of the following will 

you do in order to deal with this situation?

A. Inform the customer of the additional cost 

involved

B. Tell the customer to arrange the resources 

him/herself

C. Refuse to address his request

D. Give him/her the address of a local spa 

A, C and D A and D A and C C and D Choice 2

THC/N9903

Maintain standard 

of etiquette and 

hospitable 

conduct

PC12.  ensure not to argue with the 

customer

Medium You misspelt the name of a customer on the placard 

while receiving him/her due to which he/she got 

really angry and started arguing with you. What will 

you do?

Ignore the customer 

completely

Apologize for your mistake and 

calm the customer down 

Argue with the customer 

and leave him there only

Put the blame on your 

colleague 

Choice 2

THC/N9903

Maintain standard 

of etiquette and 

hospitable 

conduct

PC19.  maintain the social and 

telephonic etiquette

Medium How will you ensure that a customer understands 

you while talking on the phone?

Give all the information at 

once

Speak very loudly on the phone Deliver crisp and clear 

information

Repeat every information 

two to three times

Choice 3

THC/N9903

Maintain standard 

of etiquette and 

hospitable 

conduct

PC21.  use appropriate tone, pitch 

and language to convey politeness, 

assertiveness, care and 

professionalism

Medium Which of the following qualities can help you in 

maintaining effective professional relationships?

A: Possessiveness

B: Assertiveness

C: Decisiveness

Only A Only B B and C only A, B and C Choice 3

THC/N9903

Maintain standard 

of etiquette and 

hospitable 

conduct

PC24.  use appropriate titles and 

terms of respect to the customers

Easy State whether the given statement is true or false.

It is advisable to use Sir/Ma'am to address clients. 

TRUE FALSE Choice 1

PC6. Maintain compliant etiquette 

while dealing with women 

customers such as asking 

permission before entering room 

and for cleaning, avoiding touch 

contact, using abusive language or 

gesture, etc.

Easy Which of the following etiquettes should you follow 

while dealing with a female customer?

Avoid pointing fingers at a 

customer

Avoid using disrespectful 

language

Avoid any kind of physical 

contact

All of the given options Choice 4

PC1. educate the tourists, 

employers and the colleagues at 

workplace on women rights and 

the respect that is to be given to 

them

Easy While commuting, always offer your seat to 

pregnant women and elderly people. 

TRUE FALSE Choice 1

PC4. inform about methods 

adopted to ensure safety and 

personal and baggage security of 

women, e.g., CCTV cameras, 

security guards, women's helpline.

Medium A customer misplaced his/her laptop from the car 

while travelling. How will you help him/her?

A. Complain to the security officer

B. Check the car and site of departure

C. Ask other visitors who boarded/deboarded the 

car

D. Ask your colleagues about the laptop

A, C and D only A, B and D only A, B, C and D C and D only Choice 3

THC/N9904

Follow gender and 

age sensitive 

service practices



PC3. list all the facilities available 

with respect to transportation 

facilities, night trips and 

safeguards, reporting abuse, 

maternity related and other 

grievance

Medium Which of the following safety measures will you 

take while escorting a pregnant woman from the 

airport late at night.?

Maintain speed limit 

according to the comfort of 

the customer

Make sure all emergency 

helpline numbers are available 

with you

Use a vehicle that offers 

least shocks while braking

All of the given options Choice 4

THC/N9906

Maintain health 

and hygiene

PC1. keep the workplace regularly 

clean and cleared- off of food 

waste or other litter

Easy Which of the following should not be kept on your 

table in order to ensure cleanliness?

Choice 3

THC/N9906

Maintain health 

and hygiene

PC7. check the air conditioner and 

other mechanical systems on a 

regular basis and maintain them 

well

Easy Which of the following facilities should you 

regularly check and maintain in the escort vehicle 

before offering it to the customers?

Air Conditioner Heaters Tool kit All of the given options Choice 4

THC/N9906

Maintain health 

and hygiene

PC11.  identify and report poor 

organizational practices with 

respect to hygiene, food handling, 

cleaning

Medium You are receiving continuous complaints from 

customers regarding stinky seat covers in the 

vehicles. What will you do in such a situation?

Change the seat cover on 

personal expenses

Discard all the stinky vehicles Report the matter to the 

concerned person

Ignore the customer's 

complaint

Choice 3

THC/N9906

Maintain health 

and hygiene

PC18.  ensure to maintain personal 

hygiene of daily bath

Medium Which of the following will help in keeping away 

body odour?

A. Regular bath

B. Body deodoriser

C. Wearing clean linen

D. Applying talc in sweat prone body parts

A, C and D A, B and D A, B, C and D C and D Choice 3

THC/N9907

Maintain safety at 

workplace

PC1. assess the various work 

hazards

Easy What will you do if you notice that the seat belt slot 

in a car is broken?

Ask the customer to not 

wear the seat belt

Get the seat belt slot repaired Ask the customer to hold 

the seat belt through out 

the journey

Ignore the issue 

completely

Choice 2

THC/N9907

Maintain safety at 

workplace

PC1. assess the various work 

hazards

Easy You find that there is an electric fire at your workplace 

due to a short circuit. What will you do in such a 

situation?

Pour water and try to 

extinguish the fire

Pour foam and try to extinguish 

the fire

Spray powder extinguishers 

to extinguish the fire 

Pour solvents and try to 

extinguish the fire
Choice 3

THC/N9904

Follow gender and 

age sensitive 

service practices



THC/N9907

Maintain safety at 

workplace

PC7. be aware of the locations of 

fire extinguishers, emergency exits, 

etc.

Medium Which of the following safety equipment should be 

present in workplace for maintaining fire safety?

All of the given options Choice 4

THC/N9907

Maintain safety at 

workplace

PC23. use a tissue, cover the mouth 

and turn away from people while 

sneezing or coughing

Medium Which of the following PPE (Personal Protective 

Equipment) should you use if you are suffering from 

a dust allergy?

Choice 4

PC3. practice short oral 

conversations in the language, 

preferably, with colleagues or 

fellow trainees

Easy You are supposed to receive a group of customers 

arriving from Japan in a few days. What will you do 

to deal with these customers in an efficient 

manner?

Learn short phrases for 

greeting and guiding the 

customers

Practice your Japanese 

communication skills with your 

colleagues

Learn about any 

inappropriate gestures 

and avoid using them

All of the given options Choice 3

PC8. seek to improve language 

proficiency to 'working knowledge' 

level.

Easy Which of the following should you keep in mind in 

order to improve your language skills for dealing 

with foreigners?

Learn vernacular languages Learn any one globally 

acceptable language

Learn translation skills All of the given options Choice 4

PC7. exhibit basic range of 

vocabulary and range of expression

Medium How will you ensure that you do not offend any 

foreign nationals while speaking in their language?

A. Learn the key words provided

B. Follow basic verbal etiquettes

C: Understand appropriate word pronunciation

Only A Only C A, B and C Only B Choice 3

THC/N0101  

Prepare for 

providing meet and 

greet service

PC11.  Carry placard with correct 

name of customer and contact details
Difficult

You have to receive a corporate customer at the airport. 

How would you ensure that he is able to recognize you?

Carry a placard with 

customer's name
Shout out his name

Let the customer recognize 

you
None of the above Choice 1

THC/N0102

Meet and greet 

customers

PC14.  Use clear and suitably pitched 

communication for customers
Difficult

What should you keep in mind while talking to the 

customers?
Speak clearly Speak in friendly tone Avoid talking too much All of the above Choice 4

THC/N0103

Arrange for guest 

transfers

PC15.  Assist customers to deal with 

documentation required for checking-

in/out of the place of accommodation

Difficult

You have accompanied an old French couple to their 

resort. Which of the should you do to help them check-

in?

1. Ensure that the couple has the passports in hand

2. Ensure that the Indian visa is stamped in the passport

3. Ensure that the booking invoice of the customers is in 

hand

4. Assist them in filling the reservation form correctly 

1, 2, 3 and 4 1, 2 and 3 2, 3 and 4 1, 3 and 4 Choice 4

"THC/N9909

Learn a foreign or 

local language(s) 

including English"


