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52 148 Front Office Operations

Midterm Examination Answer Sheet
PART I: Answer the following questions
1. Give any 2 examples showing the dotted line relationship between any two positions in the hotel. Explain why collaboration is important in each example provided? (4 Points)

Some positions in the Hotel Organization Chart that necessitates cooperation might be:

· Front Office Check-in Clerks and Reservation Clerks ( providing arrival lists that helps better schedule check-in personnel.

· Front Office Check-out Clerks and Reservation Clerks ( providing departure lists that helps better schedule check-out personnel, and call expected departing guests to check whether they are actually departing or want to extend their journey.

· Front office Check-out clerks and Reservation Clerks ( If at departure, guest wants to reserve for a future period of time (Repeat Guest), the Check-out staff shall record this reservation and communicate to the reservation department.

· Front office Check-out clerks and Housekeeping department ( Post to departure, the Check-out personnel shall communicate, on real time, that the vacated room shall be cleaned for the next arrival.

· Housekeeping Clerks and Front Office Check-in Clerks ( both of the previous mentioned clerks should come together, on a regular basis, to compare between the Occupancy Report (Front Office Report) and Room Status Report (Housekeeping Report) for any room discrepancies and then adjust their reports as to reflect the “real” situation.

· Reservation Clerks and Marketing Department Sales Staff ( the reservation personnel shall communicate, on real time, any changes in reservation figures (Individual Reservation). Moreover, the marketing department sales personnel shall communicate any group reservation requests, on real time, to the reservation department.

· Front Office Clerks and Maintenance Personnel ( If any maintenance problem occurs in the guest room, the front office clerk(s) shall coordinate all the activities of the maintenance department in order to solve that problem(s) radically and in a speedy way.
2. Who is responsible for providing external information and coordinating guest services with outside the hotel? (2 Points)

The person responsible for providing external information and coordinating guest services with outside the hotel is called Concierge.
3. What are the two major equipments, used by the Accounts Receivable Clerk, while performing his/her duties? (2 Points)

The two major equipments, used by the Accounts Receivable Clerk, while performing his/her duties are:
· Voucher Rack

· Folio Tray

4. At the arrival stage, why should Front Office Clerks ask, first, guests, whether they do have a reservation or not? (2 Points)

At the arrival stage, the Front Office Clerk shall ask whether the guest has a reservation or not to determine the reservation status. For, whether a guest has a reservation or not (i.e. Walk-in) will make the registration process look different as far as: 
· The registration time

· The way the guest is registered

· The price awarded to the guest

are concerned.

5. Give some advantages of fully automated systems, as far as the arrival stage is concerned. (3 Points)

Some advantages of fully automated systems, as far as the arrival stage is concerned are:
· Electronic transfer from the Reservation Department of pre-registration records
· Faster and smoother registration process ensured because of pre-registration activities

· Instant establishment of guest credit through on-line credit authorization terminals
· Possibility of self check-in through Self Check-in Terminals
· Creation of electronic guest folios permitting eventually faster posting with no mistakes
6. What do we call the minimum room price that can be awarded to guests? (1 Point)

The minimum room price that can be awarded to guests is called Hurdle Rate.
7. What is the “Expected Arrival List”? (2 Points)

The expected Arrival List is a list, prepared daily by the reservation department, depicting the names & surnames of those guests who are expected to arrive tomorrow along with their assigned room numbers.
8. List some differences between “Individual Reservation” & “Group Reservation”? (3 Points)
	Individual Reservation
	Group Reservation

	Responsibility of Reservation Department
	Responsibility of Sales Department

	One reservation record for every potential guest
	One reservation record for the whole group

	Upon matching, reservation record is prepared
	Upon matching, rooms are first blocked!

	No Final List
	Final List shall be communicated by the cut-off date 

	Upon guest request, reservation might be guaranteed!
	Post to final list submission, requested rooms are reserved (mostly on a guaranteed basis) and the remaining is released for sale!


9. What are the factors that determine whether the”Cut-off Date” shall be near or far from the actual arrival date? (2 Points)

The factors that determine whether the”Cut-off Date” shall be near or far from the actual arrival date are:
· Seasonality
· The relation-ship that links the Tour Operator/Travel Agency from one hand & Hotels from the other!

10.  In group reservation, what do we call the difference between initially allotted rooms & rooms requested in the final list? (2 Points)

The difference between initially allotted rooms & rooms requested in the final list is called left-over or washed-out rooms.
11. What should hotels do if, on the actual day of arrival, overbooking still exists? (3 Points)

If hotels still, on the actual day of arrival, face overbooking, they should: 

· Request from some of the managers who are occupying some rooms in the hotel to stay either in fewer rooms or to be lodged elsewhere for that particular night!

· Contact nearby hotels and try to find some vacancies for the overbooked guests

· Convince the guests that can not be accommodated to have a room in another hotel. Provide free of charge transportation to that very hotel, and pay the difference in the room price if that’s the case

· Be aware that guests with non-guaranteed reservation, coming after the cancellation hour, have no right to request a room from the hotel. Therefore, managers might simply wish that some guests do already come after the cancellation hour! ☺
12. Provide a brief example, showing how can night auditors, use room racks, in the manual system to calculate the occupancy rate of the hotel? (3 Points)

The night auditor can count the number of registration records placed in the room rack. This determines how many rooms are occupied. Later, the front office clerk should divide this number of room occupied by the total number of rooms available for sale (check the room status from the housekeeping department and if there are some rooms out of order, subtract them from the total number of rooms in the hotel. At the end multiply the answer with 100 to get a percentage. Here is an example:

Suppose you counted 65 rooms occupied from the room rack. In addition, suppose that the housekeeping department relayed information saying that there are 3 rooms out of order from among a total of 100 rooms in our hotel. Hence, our occupancy rate is:
Occupancy rate = (65 rooms) / (100–3)*100 = 67.01 %
PART II: Solve the following example.

BJK hotel consists of 136 rooms. Mr. Engin has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms BJK hotel needed to overbook for the night of October 26th 2005. 

Mr. Engin was given the following information at hand, both updated and concerning the night of October 26th, 2005: 

· Number of rooms reserved: 


78 rooms

· Number of rooms occupied by stayovers:
53 rooms

· Forecasted No-show Percentage:

2 %

· Forecasted Understay Percentage:
 
3 %

· Forecasted Overstay Percentage:
 
1.5 %

· Forecasted Cancellation Percentage: 
4 %

· Expected Out Of Order Rooms:

2 rooms

Suppose you are the Rooms Division Manager in BJK Hotel. Since Mr. Engin is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Engin to come up with:

a) The maximum number of rooms (including overbooked rooms) that can be reserved for that very night? (2 Points)

· Total number of rooms expected to be occupied for the night of October 26th, 2005 = 78 + 53 = 131 Rooms
· Adjustment due to no-shows  = - 2 % * 78 = - 1.56 Rooms
· Adjustment due to understays  = - 3 % * 53 = - 1.59 Rooms
· Adjustment due to overstays  = 1.5 % * 53 = + 0.795 Rooms
· Adjustment due to cancellation  = - 4 % * 78 = - 3.12 Rooms
· Total adjustment = -1.56 - 1.59 + 0.795 - 3.12 = - 5.475 Rooms
· Total number of rooms expected to be occupied for the night of October 26th, 2005 (i.e. after adjustment) = 131 - 5.475 = 125.525 Rooms
· Total number of rooms available for sale for the night of October 26th,2005 = 136 - 2 = 134 Rooms
· Maximum number of rooms to be additionally reserved for the night of October, 26th, 2005 = 134 - 125.525 = 8.475 Rooms
b) The number of overbooked rooms? (1 Point)

· The number of overbooked rooms = 131 + 8.475 – 134 = 5.475 rooms
c) The overbooking factor? (1 Point)

· Total number of rooms expected to be reserved and occupied  for the night of October 26th, 2005 = 131 + 8.475 = 139.475 Rooms
· Forecasted Occupancy percentage = (139.475 / 134) * 100 = 104.09 %
· Overbooking factor = 104.09 % - 100 % = 4.09 %.
GOOD LUCK !!!
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