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52 148 Front Office Operations

Midterm Exam Answer Sheet
PART I: Answer the following questions

01. Why Job Description shall be prepared before Job Specification? (2 Point)

Answer: Companies should, on a regular basis, analyze their organization charts for a possible change. Sometimes, a possible change might mean a need for a creation of a certain new position to handle various tasks not already exercised in the company. It’s only by then that the company shall design the Tasks and Subtasks that compose this very new Job. This process is called Job Description. Later on, companies shall determine the skills and traits a potential position holder shall be equipped with in order to successfully perform that very job. This is referred to as Job Specification.
02. List the 5 different departments that decompose the Rooms Division Department? (2.5 Points)

Answer: The five different departments that decompose the Rooms Division Department are:

a) Front Office Department

b) Reservation Department

c) Housekeeping Department

d) Telephone Department

e) Uniform Service Department

03. List any two positions in the hotel where coordination and collaboration (i.e. Dotted Lines Relationship “----“) is needed. Explain briefly for each couple of positions why this cooperation is important for the hotel. (4 Points)

Answer: 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 Checkout 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 Checkout 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.

04. List briefly some of the advantages of the fully automated system over the manual system as far as the pre-arrival stage is concerned. (3 Points)
Answer: Some of the advantages of the fully automated system over the manual system as far as the pre-arrival stage is concerned are:

( Accommodate reservation inquiries for any future period of time!

( Generate and automatically send letters of confirmation

( Generate Confirmation and cancellation numbers

( Automatically generate and process guest guarantee deposits

( Automatically handling pre-registration activities for all reserved guests!

( Automatically generate daily Arrival and Departure Lists

05. What right arises when a Travel Agency and/or Tour Operator fails to communicate their Final List by the Cut-Off Date? Shall hotels use this right automatically? Why or why not? (3 Points)
Answer: If a Travel Agency and/or Tour Operator fail to communicate their final list by the cut-off date, the hotel has the right to de-block the original block and cancel the whole group. However, hotels shall use this right with extreme precautions. For, this might harm the Tour Operator and/or Travel Agency’s image. Moreover, as a reaction, that very Tour Operator and/or Travel Agency might refrain from sending any other future groups to hotel leaving it in crucial situations in achieving its financial and occupancy objectives!

06. Explain briefly some of the undesirable reasons of overbooking? (3 Points)
Answer: There are three common undesirable reasons of overbooking. These are:

a) Miscommunication between Reservation and Sales departments as far as accurate and on-line room availability is concerned

b) Miscommunication between the hotel from one part and Central Reservation Offices and/or Intersell Agencies on the other  as far as accurate and on-line room availability is concerned

c) Out Of Order Rooms
07. Why should hotels maintain very good relation-ships with their competitors especially in the same geographical area? (2 Points)

Answer: Hotels shall maintain very good relation-ships with their competitors especially in the same geographical area for the following reasons:

( This type of approach is the most professional and positive way of doing business

( Competitors can help fill you hotel in vacant periods and vice versa

( Competitors help you cope with some of your undesired overbooking volume

( With this positive approach, competitors and your entity will eventually develop the tourism sector in that very region

08. List the two important equipments, used by the reservation department, in the manual system, to determine room availability. (2 Points)

Answer: The two important equipments, used by the reservation department in the manual system, to determine room availability are:

( Control Books

( Wall Charts

09. Why is it impractical to pre-register all and each potential guest under the manual system? What are the two exceptions to that? (3 Points)

Answer: It is impractical to pre-register all and each potential guest under the manual system because this very practice is time, money, and labor consuming! Moreover, nowadays, only small and middle size hotels (i.e. possess less staff and budget) might still use a manual system which would make pre-registration even harder and harder especially when potential guests frequently call back to modify or cancel their reservations!

On the other hand, still under the manual system at least two types of guests shall be pre-registered who are:

( VIP

( Groups

010.  List any 3 methods of payments that might be used to settle guest accounts? (3 Points)

Answer: Some of the methods of payments that might be used to settle guest accounts are:

( Cash

( Personal Checks

( Credit Cards

( Direct Billing

( Special Programs

PART II:

BJK hotel consists of 168 rooms. Mr. Adrian Ilie has been newly hired for the position of a reservation clerk.

Mr. Ilie was given the following information at hand (all updated and concerning the night of April 09th, 2004): 

( Number of rooms reserved: 



69 rooms

( Number of rooms occupied by stay-overs:

73 rooms

( Forecasted No Shows Percentage


8.5 %

( Forecasted Under-stays Percentage 

12.5 %

( Forecasted Overstays Percentage 


06 %

( Forecasted Cancellation Percentage 

09 %

( Forecasted Number of Out of Order Rooms 
05 rooms

Suppose you are the Rooms division manager in BJK hotel. Since Mr. Ilie is newly hired, he knocked your door and wanted your assistance. Could you help him come out with:

a) Number of rooms that needs to be overbooked according to the Potential Solution solved in you class sessions (3 Points)

· Total number of rooms expected to be occupied for the night of April 9th, 2004 : 69 reserved rooms + 73 stay-over rooms = 142 rooms

· Adjustment due to No-shows: - 8.5 % * 69 = - 5.865 Rooms
· Adjustment due to Under-stays: - 12.5 %* 73 = - 9.125 Rooms
· Adjustment due to Overstays: 6 % * 73 = 4.38 Rooms
· Adjustment due to Cancellation: - 9 % * 69 = - 6.21 Rooms
· Total Adjustments: -5.865 – 9.125 + 4.38 – 6.21 = - 16.82 Rooms
· Total number of rooms expected to be occupied for the night of April 9th, 2004 (after adjustment) = 142 – 16.82 Rooms = 125.18 Rooms
· Total number of rooms available for sale for the night of April 9th, 2004 = 168 - 5 = 163 Rooms
· Hence, we shall reserve for another 163 rooms – 125.18 rooms = 37.82 Rooms

· Total number of rooms expected to be reserved & occupied for night of April 9th, 2004 = 142 + 37.82 = 179.82 Rooms
· Additional Number of Rooms above 163 rooms that might be reserved = 179.82 – 163 = 16.82 Rooms
b) The Forecasted Occupancy Percentage assuming that BJK Hotel reserved all the rooms expected to be available for sale plus the additional overbooked rooms (2 Points)

· Expected Occupancy rate (with Adjustments) = (179.82 rooms) / (168 - 5) * 100 = 110.32%
c) The Overbooking Factor (0.5 Points)

· Overbooking factor = 110.32 % - 100 % = 10.32 %
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