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1. What are the 4 main characteristics of an objective? (2 Points)

An objective shall be:

· Specific

· Numerical

· Measurable

· Observable
2. A hotel organization chart is described as a chart where a lot of cooperation and collaboration should exist between its different positions and hierarchical levels. Could you come up with four examples highlighting this cooperation? Explain (for each example) why such cooperation is needed. (4 Points)
Some positions in the Hotel Organization Chart that necessitates cooperation are:

· 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.

3. What are the 2 advantages of a guest calling a Central Reservation Office to reserve a room rather than calling directly the hotel? (2 Points)
The 2 advantages of a guest calling a Central Reservation Office to reserve a room rather than calling directly the hotel are:

· You can call any time of the day or the night to reserve a room. Yet, if you call the hotel late at night to reserve a room, the answer is usually to call in the morning.

· The guest is not charged any fee for the communication with Central Reservation Office.

4. Rüştü Hotel agrees to allot Kale.com Travel 12 Single, 25 Double & 4 Triple rooms for the period running from 15/01/10 (Friday) till 15/04/10 (Thursday) for each Wednesday & Thursday arrivals for 3 nights. According to the allotment contract signed between both parties, Kale.com Travel has to send its final list latest 7 days before actual arrival of any group.

a) When is the first group expected to arrive to Rüştü Hotel? (1 Point)

The first group is expected to arrive to Rüştü Hotel on Wednesday 20/01/10.

b) When is the cut-off date of the first group? (1 Point)

The cut-off date of the first group is Wednesday 13/01/10.
c) Suppose, by the cut-off date of the first group, Kale.com Travel communicated a Final List showing a need of 9 Single, 22 Double & 2 Triple rooms. How many rooms are washed out? (1 Point) Calculate the Wash Out Factor Percentage. (Round your answer to the nearest cent) (1 Point)

· Initial allotment = 12 + 25 + 4 = 41 rooms.

· Requested rooms (Final List) = 9 + 22 + 2 = 33 rooms.

· Washed out rooms = 41 – 33 = 8 rooms.

· Washed out Factor = (8 / 41) * 100 = 19.51 %.
5. What are the advantages of Fully Automated System over the other 2 record keeping systems as far as Departure stage of the guest cycle is concerned? (3 Points)

The advantages of Fully Automated System over the other 2 record keeping systems as far as departure stage of the guest cycle is concerned are:

· Automatically settle guest accounts
· Automatically produce bills

· Automatically relay the new room status to the housekeeping department

· Automatically generate guest history files
6. What are the 2 equipments used by A/R Clerks to account for and post vouchers to different guest / master folios? (2 Points)

The 2 equipments used by A/R Clerks to account for and post vouchers to different guest / master folios are:

· Voucher rack

· Folio tray / bucket

7. What do we call a room for which a guest has departed but was not cleaned yet by the housekeeping department? (2 Points)

A room for which a guest has departed but was not cleaned yet by the housekeeping department is called on-change room.

8. What do Adjoining Rooms mean? (2 Points)

Adjoining rooms are rooms with a common wall but no connecting door.
9. What are the 2 types of guests that shall be pre-registered in the Manual System? (2 Points)

The 2 types of guests that shall be pre-registered in the Manual System are:

· VIP Guests

· Groups

10. What does “Rooming Function” refer to? (2 Points)
“Rooming Function” refers to the activities of assigning to a registered guest a room with a room type, rate and number.
11. List any three methods of payment used by guests to close properly their guest accounts at departure. (3 Points)
The following methods of payments can be used by guests to close properly their guest accounts at departure:

· Cash

· Personal Checks

· Credit Cards

· Special Programs

· Direct Billing

12. Sinan hotel consists of 175 rooms. Ms. Fatma has been newly hired for the position of an Assistant Reservation Manager. She is supposed to calculate how many rooms Sinan hotel needed to overbook for the night of April 11th 2010. 

Ms. Fatma was given the following information at hand, both updated and concerning the night of April 11th, 2010: 

· Number of rooms reserved: 


97 rooms

· Number of rooms occupied by stayovers:
13 rooms

· Forecasted No-show Percentage:

3 %

· Forecasted Understay Percentage:
 
4 %

· Forecasted Overstay Percentage:
 
7 %

· Forecasted Cancellation Percentage: 

3 %

· Expected Out Of Order Rooms:

3 rooms

Suppose you are the Rooms Division Manager in Sinan Hotel. Since Ms. Fatma is newly hired, she knocked your door and wanted your assistance. Could you help Ms. Fatma 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 April 11th, 2010 = 97 + 13 = 110 Rooms
· Adjustment due to no-shows  = - 3.00 % * 97 = - 2.91 Rooms
· Adjustment due to understays  = - 4.00 % * 13 = - 0.52 Rooms
· Adjustment due to overstays  = 7.00 % * 13 = + 0.91 Rooms
· Adjustment due to cancellation  = - 3.00 % * 97 = - 2.91 Rooms
· Total adjustment = - 2.91 – 0.52 + 0.91 – 2.91 = - 5.43 Rooms
· Total number of rooms expected to be occupied for the night of April 11th, 2010 (after adjustment) = 110 – 5.43 = 104.57 Rooms
· Total number of rooms available for sale for the night of April 11th, 2010 = 175 - 3 = 172 Rooms
· Maximum number of rooms to be additionally reserved for the night of April, 11th, 2010 = 172 – 104.57 = 67.43 Rooms
· Total number of rooms expected to be reserved and occupied for the night of April 11th, 2010 = 110 + 67.43 = 177.43 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 110 + 67.43 – 172 = 5.43 Rooms.
c) The overbooking factor? (1 Point)

· Forecasted Occupancy Percentage = 177.43 / (175 – 3) * 100 = 103.16 %
· Overbooking Factor = 103.16 % - 100 % = 3.16 %.
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