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Midterm Answer Sheet
PART I: Answer the following questions
1. Why should mission statements be broad and general? (2 Points)

Mission statements shall be broad and general so that they pave the way for future company guidelines, policies & objectives. For, if they (i.e. mission statements) were specific, they can not be considered & applied to all future circumstances & realities companies face!
2. List the 5 departments that compose a typical Rooms Division Department? (3 Points)
The 5 departments that compose a typical Rooms Division Department are:

· Front Office Department
· Reservation Department

· Housekeeping Department

· Telephone Department

· Uniform Service Department

3. Why should Job Specifications be prepared after Job Descriptions? (2 Points)
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)!
4. What do we call a room, which is occupied, but guest is assessed no charge for its use? (2 Points)

A room which is occupied, but guest is assessed no charge for its use is called Complementary room!
5. What does a Suite Room mean? (2 Points)

A suite room means a parlor or living room connected to one or more beds!
6. What’s the main difference between Semi-automated & Fully Automated Systems? (2 Points)

The main difference between Semi-automated & Fully Automated Systems is that in Fully Automated Systems, all departments’ Software Programs are connected and integrated via a Server or Main Terminal located at the Front Desk whereas in Semi-automated Systems, departmental Software Programs are independent from each other.
7. Bobo Hotel enters into an allotment agreement with Jun Tour Operator entitling that the stated hotel shall allot to the tour operator 20 Single, 30 Double, and 5 Triple Rooms. Upon the receipt of the First group’s final list, it appears that Jun Tour Operator needed only 15 Single, 27 Double, and 1 Triple Room. Can you help Bobo Hotel calculate the Wash-out Factor of the First group? (2 Points)
N.B.: Round your answer to the nearest cent!
· Total number of initially allotted rooms = 20 + 30 + 5 = 55 rooms

· First Group’s Total number of requested rooms = 15 + 27 + 1 = 43 rooms

· Total number of washed-out rooms = 55 – 43 = 12 rooms

· First Group’s Wash-out factor = (12 / 55) * 100 = 21.82 %
8. List at least 4 differences between “Individual Reservation” & “Group Reservation”? (4 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

	One guest folio for every potential guest
	One folio (Master Folio) for the whole group

	Some of the reservations might be guaranteed
	Upon receipt of Final List, reservations are usually guaranteed

	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 


9. Could you list the 3 activities needed by hotels to pre-register a potential guest? (3 Points)

The 3 activities by hotels to pre-register a potential guest are:
· Create a pre-registration record

· Create an information record

· Create a guest and/or master folio
10.  Why should hotels confirm verbally and in written (whenever possible) all potential reservations? (2 Points)
Hotels should confirm verbally and in written (whenever possible) all potential reservations in order to:
· Have a mutual understanding on the major points agreed upon during the reservation process
· Help solve whatsoever discrepancies in the reservation (ex. Misspelling, reversing of name & surname, wrong arrival and/or departure date…)
· Serve as a proof had any future misunderstanding occur between guest from one part & the hotel from the other
· Help accelerate the pace of registration and prove that the guest has the right to have a room at the hotel
11. What are the 3 major undesirable reasons of overbooking? (3 Points)

The 3 major undesirable reasons of overbooking are:
· Future room availability Miscommunication between hotel from one hand & Central Reservation Office and/or Intersell Agency from the other 

· Future room availability miscommunication between Marketing Department from one hand & Reservation Department from the other

· Out Of Order Rooms 
PART II: Solve the following example.
BJK hotel consists of 181 rooms. Mr. Yalçın 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 March 20th 2006. 

Mr. Yalçın was given the following information at hand, both updated and concerning the night of March 20th, 2006: 

· Number of rooms reserved: 


105 rooms

· Number of rooms occupied by stayovers:
60 rooms

· Forecasted No-show Percentage:

4 %

· Forecasted Understay Percentage:
 
5 %

· Forecasted Overstay Percentage:
 
6 %

· Forecasted Cancellation Percentage: 

8 %

· Expected Out Of Order Rooms:

4 rooms

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

a) The maximum number of rooms (including overbooked rooms) that can be reserved for that very night? (3 Points)

· Total number of rooms expected to be occupied for the night of March 20th, 2006 = 105 + 60 = 165 Rooms
· Adjustment due to no-shows  = - 4 % * 105 = - 4.20 Rooms
· Adjustment due to understays  = - 5 % * 60 = - 3.00 Rooms
· Adjustment due to overstays  = 6 % * 60 = + 3.60 Rooms
· Adjustment due to cancellation  = - 8 % * 105 = - 8.40 Rooms
· Total adjustment = -4.20 - 3.00 + 3.60 - 8.40 = - 12.00 Rooms
· Total number of rooms expected to be occupied for the night of March 20th, 2006 (i.e. after adjustment) = 165 – 12.00 = 153.00 Rooms
· Total number of rooms available for sale for the night of March 20th,2006 = 181 - 4 = 177 Rooms
· Maximum number of rooms to be additionally reserved for the night of March, 20th, 2006 = 177 - 153 = 24 Rooms
b) The number of overbooked rooms? (1 Point)

· The number of overbooked rooms = 165 + 24 – 177 = 12 rooms
c) The overbooking factor? (2 Points)

· Total number of rooms expected to be reserved and occupied  for the night of March 20th, 2006 = 165 + 24 = 189 Rooms
· Forecasted Occupancy percentage = (189 / 177) * 100 = 106.78 %
· Overbooking factor = 106.78 % - 100 % = 6.78 %.
GOOD LUCK !!!

3
3

