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THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. 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 help better schedule check-in personnel.

· Front Office Check-out Clerks and Reservation Clerks ( providing departure lists that help better schedule check-out personnel, and call expected departing guests to check whether they are actually departing or want to extend their journeys.

· 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 it 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 Front Office Occupancy Report (Front Office Report) and Room Status Report (Housekeeping Report) for any room status 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 radically and in a speedy way.

2. Why shall hotels opt to attract repeat business? What hotels shall do to have repeat guests? (2 Points)

Hotels shall attract repeat business in order to turn out the stages guests passes by into a guest cycle. Moreover, repeat guests create the following advantages to hotels:
· Good word of mouth
· Free of charge advertisement
· Loyal customers
· Easy to convince customers when negotiating room types / prices...
· A valuable source that helps to solve some of hotel’s problems (ex. Overbooking)
Hotels shall strive to offer guest delights in order to attract repeat business. This can happen only when hotels continuously compete with themselves to offer products / services that well exceed guests’ expectations.
3. How can registration records help settle properly guest accounts? Provide an example illustrating this. (3 Points)
It is through the “Intended Method of Payment” and “Signature” that registration records help settle properly guest accounts. To illustrate, let’s say that guest spelled his / her wish to pay, at departure, by cash. At departure, guest can provide any other method of payment to close his / her folio. Let’s continue on the example and say that guest could not come up with any other valid method of payment. In this case, it is the “Intended Method of Payment” and “Signature” on the registration record that makes him / her liable and responsible to pay. This, well, ensures proper settlement of his / her guest accounts. 

4. What are the advantages of the fully-automated system over the semi-automated system as far as departure stage of the guest cycle is concerned? (3 Points)

The advantages of the fully-automated system over the semi-automated system as far as departure stage of the guest cycle is concerned are as follows:

· Customize bills / invoices.

· Automatically produce bills / invoices.

· Automatically settle guest accounts.

· Automatically change room status.

· Automatically send a message to the housekeeping department to start cleaning the departed room.

· Automatically generate guest history files.
5. Demogaj Holiday Village agrees to allot Vida Travel Agency 10 Single, 20 Double & 3 Triple rooms for the period running from 08/11/2017 (Wednesday) till 28/12/2017 (Thursday) for each Tuesday & Thursday arrivals for 4 nights. According to the allotment contract signed between both parties, Vida Travel Agency has to send its final list latest 6 days before actual arrival of any group.
a) When is the third group estimated to arrive to Demogaj Holiday Village? (1 Point)

The third group is estimated to come to Demogaj Holiday Village on Thursday 16/11/2017.
b) When is the cut-off date of the third group? (1 Point)

The cut-off date of the third group is on Friday 10/11/2017.
c) Suppose, by the cut-off date of the third group, Vida Travel Agency communicated a Final List showing a need of 8 Single, 17 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 = 10 + 20 + 3 = 33 rooms.

· Number of rooms requested (Final List) = 8 + 17 + 2 = 27 rooms.

· Washed out rooms = 33 – 27 = 6 rooms.
· Wash out factor = (6 / 33) * 100 = 18.18 %.
6. Why is it NOT practical to pre-register potential guests under the manual system? (2 Points)

It is not practical to pre-register potential guests under the manual system due to the following reasons:
· Hotels, working in the manual system, are usually small in size and do not possess enough financial resources to buy any equipment whatsoever. Therefore, these very hotels cannot afford to hire employees for the sole purpose of filling (with their hands) pre-registration records, information records and open guest / master folio.

· If a potential guest contact the hotel again to modify / cancel a reservation, hotel staff shall throw the old pre-registration record, information record, and guest / master folio and (in the case of modification) fill / create new ones (waste of labor / time / paperwork).

7. How can registration records determine the POS status of the guest? (2 Points)

If on the registration record, the intended method of payment is “Cash In Advance”, this shows that guest has no POS Status (i.e. P.I.A guest) and hence shall pay as he / she consumes anything at different point of sales. On the other hand, if the intended method of payment is anything else (i.e. Cash, Credit Card, Personal Check, Special Programs, Direct Billing or any combination of those), guest is said to be a guest with POS Status (guest with guest charge privileges), someone who could consume and postpone his / her payment later on (up to the floor limit) till departure.
8. Contrast “Adjoining” and “Adjacent” rooms?  (2 Points)

While “Adjoining rooms” refer to rooms with a common wall but no connecting door, “Adjacent rooms” refer to rooms close to each other, perhaps across the hall.
9. At Babel Hotel, Ryan has accumulated, just before checkout, the following details in his guest folio:
- Room Charges


$ 4,750.38
- Food Charges


$ 1,971.03
- Beverage Charges


$ 875.82
- Telephone Charges


$ 255.22
- Extra Charges


$ 44.55
- Payment (During Stay)

$ 350.00
- Guaranteed Reservation Payment 
$ 950.00
Upon thorough analysis of his expenditures, Ryan objected the high beverage consumption. Babel Hotel’s cashier checked again the beverage vouchers and found that Ryan was 30 % overbilled (this error was due 3 days ago). He corrected the posting error and presented the folio to Ryan for signature.

a) What supporting document is needed to prove the correction of the posting error? How much (in US Dollars) should this very document include? What is the effect (i.e. Debit or Credit) on the folio’s net outstanding Balance? (2 Points)
Since the posting error is detected and corrected after the closing of the business day, an allowance voucher is needed to prove the correction of the posting error. Moreover, the amount of allowance voucher shall be $ 262.746 (i.e. 30 % * 875.82). Lastly, the effect is a credit (i.e. decrease) on the folio’s net outstanding balance.
Suppose that Ryan decided to settle his guest folio, 40 % by cash, 25 % by Personal Check, and the remaining by Credit Card.
b) What is Ryan’s Net Outstanding Balance? (1 Point)

· Net Outstanding Balance = Total Charges – Total Payments = (4,750.38 + 1,971.03+ 613.074 + 255.22 + 44.55) – (350.00 + 950.00) = 7,634.254 – 1,300.00 = $ 6,334.254.

c) Journalize the zeroing of the guest folio. (2 Points)

       Dr

       Cr.

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


Cash




$ 2,533.70


Personal Check Payment Account
$ 1,583.56

Credit Card Payment Account
$ 2,216.99





Guest Account

$ 6,334.25
-------------------------------------------------------------------------------------------------------------
d) What are the supporting documents needed as to close properly Ryan’s folio? (1 Point)

· Cash Voucher with an amount of $ 2,533.70.
· Personal Check Voucher with an amount of $ 1,583.56.

· Credit Card Voucher with an amount of $ 2,216.99.
· An invoice with an amount of $ 6,334.25.
11. Ayhan Hotel consists of 280 rooms. Mr. Kaan has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Ayhan Hotel needed to overbook for the night of November 28th 2017. 

Mr. Kaan was given the following information at hand, both updated and concerning the night of November 28th, 2017: 
· Number of rooms reserved: 


200 rooms

· Number of rooms occupied by stayovers:
45 rooms

· Forecasted No-show Percentage:

7 %

· Forecasted Understay Percentage:
 
4 %

· Forecasted Overstay Percentage:
 
2 %

· Forecasted Cancellation Percentage: 

8 %

· Expected Out Of Order Rooms:

3 rooms
Suppose you are the Rooms Division Manager in Ayhan Hotel. Since Mr. Kaan is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Kaan 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 November 28th, 2017 = 200 + 45 = 245 Rooms
· Adjustment due to no-shows  = - 7 % * 200 = - 14 Rooms
· Adjustment due to understays  = - 4 % * 45 = - 1.80 Rooms
· Adjustment due to overstays  = 2 % * 45 = + 0.90 Rooms
· Adjustment due to cancellation  = - 8 % * 200 = - 16 Rooms
· Total adjustment = - 14 – 1.80 + 0.90 – 16 = - 30.90 Rooms
· Total number of rooms expected to be occupied for the night of November 28th, 2017 (after adjustment) = 245 – 30.90 = 214.10 Rooms
· Total number of rooms available for sale for the night of November 28th, 2017 = 280 - 3 = 277 Rooms
· Maximum number of rooms to be additionally reserved for the night of November 28th, 2017 = 277 – 214.10 = 62.90 Rooms
· Total number of rooms expected to be reserved and occupied for the night of November 28th, 2017 = 245 + 62.90 = 307.90 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 245 + 62.90 – 277 = 30.90 Rooms.
c) The overbooking factor? (1 Point)

· Forecasted Occupancy Percentage = 307.90 / (280 – 3) * 100 = 111.16 %
· Overbooking Factor = 111.16 % - 100 % = 11.16 %.
N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.

GOOD LUCK!
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