14/11/19
THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. “In a typical hotel, one of the responsibilities of the Front Office Department is to coordinate outside of the hotel services.” Do you agree with this statement? Why? Why not? (2 Points)
I don’t agree with this statement. In fact, in a typical hotel, the uniform service department is responsible for coordinating outside of the hotel services NOT the front office department.
2. Contrast flextime to compressed work schedule? (2 Points)

While “flextime“ refers to an alternative work shift technique in which employees / managers have the flexibility to determine the start and, hence, end of each shift, “compressed work schedule” is an alternative work shift technique in which employees work their usual weekly 40 hours in less than 5 days.

3. What are some of the benefits hotels enjoy by attracting repeat guests? (3 Points)

The benefits hotels enjoy by attracting repeat guests are as follows:

· 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)
4. How can pieces of information on the registration record help settle properly guest accounts? (2 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 with 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.
5. Why shall front office department maintain a strong cooperation and collaboration with the accounting department? (2 Points)

Front office department and accounting department shall maintain a good collaboration with each other because of the following reason(s):

· Ensure correct and proper accounting for guest revenues.

· Satisfy guests especially when negotiating erroneous billings.

· Ensure the hotel with easy, smoother and faster collection of cash from departed guests who settled their accounts partially or fully with a method of payment other than cash.

6. Dorukhan Holiday Village agrees to allot Tokgöz Travel Agency 18 Single, 24 Double & 8 Triple rooms for the period running from 28/10/2019 (Monday) till 13/12/2019 (Friday) for each Wednesday & Friday arrivals for 3 nights. According to the allotment contract signed between both parties, Tokgöz Travel Agency has to send its final list latest 6 days before actual arrival of any group.
a) When is the second group estimated to arrive to Dorukhan Holiday Village? (1 Point)

The second group is estimated to arrive to Dorukhan Holiday Village on Friday 01/11/2019.
b) When is the cut-off date of the third group? (1 Point)

The cut-off date of the third group is on Thursday 31/10/2019.

c) Suppose, by the cut-off date of the third group, Tokgöz Travel Agency communicated a Final List showing a need of 15 Single, 20 Double & 3 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 = 18 + 24 + 8 = 50 rooms.

· Number of rooms requested (Final List) = 15 + 20 + 3 = 38 rooms.

· Washed out rooms = 50 – 38 = 12 rooms.
· Wash out factor = (12 / 50) * 100 = 24.00 %.
7. What are the responsibilities of Global Distribution Systems (GDS)? Provide one example of a known world-wide GDS. (2 Points)

The responsibilities of Global Distribution Systems are as follows:

· provide worldwide distribution of hotel reservation information
· provide a platform for selling hotel reservations worldwide
· support the distribution of airline tickets, automobile rentals, and other services required by travelers.
Some examples of worldwide known global distribution systems are as follows:
· SABRE
· Galileo International
· Amadeus
· WorldSpan.
8. What is the implication of the signature on the registration record? (2 Points)

Once potential guest / walk-in places his / her signature on the registration, he /she legally becomes hotel’s guest. Moreover, signature on the registration record implies:
· Acceptance by the guest of the terms and conditions conveyed in the registration record.
· Intention / liability of the hotel to provide all what is conveyed in the registration record.
9. Why shall hotels maintain good relationships with nearby / comparable hotels in the same region? (2 Points)

Hotels shall maintain good relationships with nearby / comparable hotels in the same region so that it refers business to other hotels / attracts business to its hotel in case of full vacancies or overbooking situations.
10. In accounting, the objectivity principle states that nothing happens (i.e. shall be journalized) until a transaction occurs. Could you briefly explain this statement? (2 Points)

Under the objectivity principle, "nothing happens until a transaction occurs" means that front office clerks shall:

a)  have necessary evidences that a transaction has occurred. This implies that hotels shall have all supporting documents (ex. vouchers, invoices…) proving that transaction (i.e. exchange of goods / services for cash or a promise to pay) has in fact occurred.

b) Journalize said transaction (i.e. debit and credit related accounts).

11. What are the reasons of unpaid account balances? Can hotels eliminate any of those reasons by shifting to fully-automated system? (2 Points)
The reasons of unpaid account balances are as follows:

· A guest fully / partially settling his/her account with a method of payment other than cash.
· A departing guest honestly forgetting to settle his/her account.
· Skippers.
· Late charges (being one of the most important reasons)
Hotels, by shifting to fully-automated systems can eliminate “Late Charges” reason.
12. What are some of the dangers encountered by guests if a hotel is not cautious about proper data collection and its protection? What remedies can a hotel take to overcome this issue? (2 Points)
Some of the dangers encountered by guests if a hotel is not cautious about proper data collection and its protection are as follows:

· undesirable advertising
· litigation
· fraud
In order to remedy such a problem, hotels shall:
· Spell out, in their mission statements, a strong commitment to protecting data privacy.
· Advertise and communicate this commitment to potential guests / stakeholders.
13. Chafra Hotel consists of 260 rooms. Mr. Jamel has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Chafra Hotel needed to overbook for the night of November 28th 2019. 

Mr. Jamel was given the following information at hand, both updated and concerning the night of November 28th, 2019: 
· Number of rooms reserved: 


188 rooms

· Number of rooms occupied by stayovers:

36 rooms

· Forecasted No-show Percentage:


2.60 %

· Forecasted Understay Percentage:
 
3.30 %

· Forecasted Overstay Percentage:
 

1.20 %

· Forecasted Cancellation Percentage: 

4.10 %

· Expected Out Of Order Rooms:


4 rooms
Suppose you are the Rooms Division Manager in Chafra Hotel. Since Mr. Jamel is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Jamel to come up with:
a) The maximum number of rooms (including overbooked rooms) that can be reserved for that very night? (4 Points)

· Total number of rooms expected to be occupied for the night of November 28th, 2019 = 188 + 36 = 224 Rooms
· Adjustment due to no-shows  = - 2.60 % * 188 = - 4.888 Rooms
· Adjustment due to understays  = - 3.30 % * 36 = - 1.188 Rooms
· Adjustment due to overstays  = 1.20 % * 36 = + 0.432 Rooms
· Adjustment due to cancellation  = - 4.10 % * 188 = - 7.708 Rooms
· Total adjustment = - 4.888 – 1.188 + 0.432 – 7.708 = - 13.352 Rooms
· Total number of rooms expected to be occupied for the night of November 28th, 2019 (after adjustment) = 224 – 13.352 = 210.648 Rooms
· Total number of rooms available for sale for the night of November 28th, 2019 = 260 - 4 = 256 Rooms
· Maximum number of rooms to be additionally reserved for the night of November 28th, 2019 = 256 – 210.648 = 45.352 Rooms
· Total number of rooms expected to be reserved and occupied for the night of November 28th, 2019 = 224 + 45.352 = 269.352 ≈ 269.35 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 224 + 45.352 – 256 = 13.352 ≈ 13.35 Rooms.
c) The overbooking factor? (1 Point)

· Forecasted Occupancy Percentage = 269.352 / (260 – 4) * 100 = 105.22 %
· Overbooking Factor = 105.22 % - 100 % = 5.22 %.

N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.

GOOD LUCK!
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