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52 148 Front Office Operations

Midterm Exam Answer Sheet
1. Why shall companies prepare job descriptions before job specifications? (2 Points)
Answer: Companies shall first, upon a need to create a job, try to write down the tasks and subtasks that composes that very position (i.e. write down the Job Description). Later, companies try to seek the minimum qualities needed for any job applicant in order to successfully perform the job (prepare Job Specification)!
2. What are the characteristics of an objective? (3 Points)
Answer: An objective should be:
· Specific

· Numerical

· Observable

· Measurable

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)

Answer: Some of the responsibilities of the Accounts Receivable Clerk are to:

· Get different vouchers from different Points Of Sale
· Sort these very vouchers by room number and place them in their respective places in the Voucher Rack
· Get those vouchers to be posted to the same room, and post them to that very room(s) guest/master folios by consulting the Folio Tray

· Update the Net Outstanding Balance of each guest/master folio

· Compare the Net Outstanding Balance to the Floor Limit and House Limit and take necessary actions when needed
Under the Fully Automated System, the job of the Accounts Receivable Clerk’s is not needed as the above mentioned responsibilities can be handled automatically by the fully automated system faster and with no mistake!
4. What are the most important 2 equipments that characterize the semi-automated system? (2 Points)

Answer: The most important 2 equipments that characterize the semi-automated system are:
· Mechanical Cash Register

· Posting Machine

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!

Answer:

· Total Number of Rooms allotted = 10 + 15 + 8 = 33 rooms
· Total Number of Rooms Requested (From the Final List) = 8 + 12 + 5 = 25 rooms

· Total Number of Wash-out rooms = 33 – 25 = 08 rooms

· Was Out Factor = 8 / 33 * 100 = 24.24 %
6. List any two undesirable reasons of overbooking. (2 Points)
Answer: Undesirable reasons of overbooking can be listed as follows:
· Miscommunication between the hotel from one part and CRO / Intersell Agencies from the other as far as exchanging room availability data is concerned

· Miscommunication between the Reservation Department and the Marketing Department as far as  exchanging room availability data is concerned

· Out Of Order rooms

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

Answer: Hotels issue cancellation numbers:
· To properly cancel a reservation

· To protect the right of the hotel and the guest had any future misunderstanding occur as far as the reservation guarantee is concerned

· For statistical purposes

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

 Answer: A room from which a guest has departed but not yet cleaned by the housekeeping department is called on-change room.
9. What activities need to be performed as part of the pre-registration stage? (3 Points)

Answer: As part of the pre-registration process, hotel shall:
· Prepare a pre-registration record

· Prepare an information record

· Open a guest/master folio

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

Answer: A sales-minded Front Office clerk shall:
· Be knowledgeable about different room types and different rooms in the same category. Moreover, he/she should know all the other non-room facilities in the hotel

· Have a convincing power

· Have received proper training on selling techniques
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)

Answer: Front Office and Housekeeping Departments shall reconcile their Room Status Reports as to detect Room Status Discrepancies and solve them before it is too late. Under the manual system, this very reconciliation shall be done more and more frequently as, under this very system, the probability of having room status discrepancies is the highest amongst all the other record keeping systems! 
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)
· Total number of rooms expected to be occupied for the night of March 18th, 2005 = 145 + 56 = 201 Rooms
· Adjustment due to no-shows % = -4 % * 145 = - 5.80 Rooms
· Adjustment due to understays % = -6 % * 56 = - 3.36 Rooms
· Adjustment due to overstays % = 2 % * 56 = + 1.12 Rooms
· Adjustment due to cancellation % = -8 % * 145 = - 11.60 Rooms
· Total adjustment = -5.80 - 3.36 + 1.12 - 11.60 = - 19.64 Rooms
· Total number of rooms expected to be occupied for the night of March 18th, 2005 (i.e. after adjustment) = 201 - 19.64 = 181.36 Rooms
· Total number of rooms available for sale for the night of March 18th,2005 = 210 - 4 = 206 Rooms
· Maximum number of rooms to be additionally reserved for the night of March, 18th, 2005 = 206 - 181.36 = 24.64 Rooms
· Total number of rooms expected to be reserved and occupied  for the night of March 18th, 2005 = 201 + 24.64 = 225.64 Rooms
· Number of rooms overbooked = 225.64 – 206 = 19.64 Rooms
b) What is the overbooking factor? (1 Point)

· Expected occupancy rate with adjustments = (225.64 / 206) * 100 = 109.53 %
· Overbooking factor = 109.53 % - 100 % = 9.53 %
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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