19/03/05
52 148 Front Office Operations

Midterm Exam

1. Why shall companies prepare job descriptions before job specifications? (2 Points)
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

2. What are the characteristics of an objective? (3 Points)
--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

3. What are the responsibilities of an Accounts Receivable Clerk (A/R Clerk)? Under which Front Office Operation System(s) is that very position not needed (i.e. Unnecessary)? Why? (4 Points)

----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

4. What are the most important 2 equipments that characterize the semi-automated system? (2 Points)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

5. Koray Hotel enters into an allotment agreement with Avci Tour Operator entitling that the stated hotel shall allot to the tour operator 10 Single, 15 Double, and 8 Triple Rooms. Upon the receipt of the First group’s final list, it appears that Avci Tour Operator needed only 8 Single, 12 Double, and 5 Triple Rooms. Can you help Koray Hotel calculate the Wash-out Factor of the First group? (2 Points)

N.B.: Round your answer to the nearest cent!

-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

6. List any two undesirable reasons of overbooking. (2 Points)
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

7. Why hotels shall issue a cancellation number (whenever possible), post to canceling an already prepared reservation? (2 Points)

---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

8. What do we call a room from which a guest has departed but not yet cleaned by the housekeeping department? (1 Point)

 ---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
9. What activities need to be performed as part of the pre-registration stage? (3 Points)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

10. What are the characteristics that a Front Office Clerk needs to have to be “Sales-minded”? (3 Points)

--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

11. Why should Front Office and Housekeeping Departments reconcile their Room Status Reports? Under which system, this very reconciliation should be done more frequently? Why? (4 Points)

-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

Overbooking Problem:

Kleberson Hotel consists of 210 Rooms. Mr. Edward Levis has been newly hired for the position of a Reservation Assistant manager. One of the responsibilities of John is to calculate how many rooms management needs to overbook for the night of March 18th, 2005.
Mr. Levis was given the following data, at hand, both updated and concerning the night of March 18th, 2005:
Number of rooms reserved:


145 Rooms

Number of rooms occupied by stayovers: 
56 Rooms

Forecasted no-shows percentage:

4 %

Forecasted understays percentage:

6 %

Forecasted overstays percentage:

2 %

Forecasted cancellation percentage:

8 %

Estimated Number of out of order rooms:
4 Rooms

Using the same mathematical model discussed at class, answer the following questions:
a) How many rooms shall be overbooked? (4 Points)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

b) What is the overbooking factor? (1 Point)

---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
N.B.: 

1. Direct answers without the necessary steps to reach the answer will receive no grade!

2. All your answers of the “Overbooking Problem” shall be rounded to the nearest cent!

Good Luck!
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