10/11/21
THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. What are the 2 factors determining whether a responsibility area shall be organized as a division or department? (2 Points)?
The 2 factors determining whether a responsibility area shall be organized as a division or department are as of the following:

· Number of employees working for that responsibility area

· Variety and complexity of activities performed in that responsibility area

2. Why shall reservation department maintain strong coordination / collaboration with sales & marketing department? What problems can be encountered if such collaboration is non-existent? (4 Points)

Reservation department shall maintain strong coordination / collaboration with sales & marketing department because those two very departments reserve from a fixed supply of hotel rooms. To clarify, reservation department reserves rooms for FIT guests (Frequent Independent Travelers) while sales & marketing department reserves rooms for groups. Moreover, if such coordination / collaboration is non-existent, the following problems may occur:

· Potential room revenue loss

· Overbooking / short selling
3. Come with any 2 advantages of repeat business. Briefly explain these advantages. (2 Points)

To the hotel, there are a lot of advantages gained when attracting repeat business. Some of the advantages are as of the following:

· Good word of mouth → Repeat guests will disperse their positive perceptions to the surrounding
· Free of charge advertisement → Repeat guests serve as free of charge advertising instruments for the hotel
· Loyal customers → Repeat guests will feel sense of belongingness and hence become loyal
· Easy to convince customers when negotiating room types / prices... → Repeat guests will not put high importance on price rather would be willing to help the hotel, especially in difficult times, believing that the hotel is theirs
· A valuable source that helps to solve some of hotel’s problems (ex. Overbooking) → If a hotel approaches repeat guests asking them certain favors to solve anticipated / unanticipated situation, repeat guests usually would give a positive response 
4. If a guest checks out from the hotel not fully with cash, which department is responsible for the ultimate collection? Shall this very department coordinate with any other one? Why? Why not? (3 Points)

If a guest checks out from the hotel not fully with cash, the accounting department would then be responsible for the eventual collection. While doing so, the accounting department shall coordinate with the front office department in order to make this collection easier, smoother and faster.
5. Serdar Holiday Village agrees to allot Saatçi Travel Agency 25 Single, 56 Double & 9 Triple rooms for the period running from 05/11/2021 (Friday) till 16/01/2022 (Sunday) for each Wednesday & Saturday arrivals for 3 nights. According to the allotment contract signed between both parties, Saatçi Travel Agency has to send its final list latest 5 days before actual arrival of any group.
a) When is the third group estimated to arrive at Serdar Holiday Village? (1 Point)

The third group is estimated to arrive at Serdar Holiday Village on Saturday 13/11/2021.
b) When is the cut-off date of the fifth group? (1 Point)

The cut-off date of the fifth group is on Monday 15/11/2021.
c) Suppose, by the cut-off date of the fifth group, Saatçi Travel Agency communicated a Final List showing a need of 19 Single, 52 Double & 5 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 = 25 + 56 + 9 = 90 rooms.

· Number of rooms conveyed in the final list = 19 + 52 + 5 = 76 rooms.

· Number of rooms washed out = 90 – 76 = 14 rooms.

· Wash Out Factor = (14 / 90) * 100 = 15.56 %.
6. What are the implications of signature on the registration record for the guest as well as for the hotel? (2 Points)

The implications of signature on the registration record are as the following:

· Acceptance by the guest of the terms and conditions conveyed in the registration record.
· Intention of the hotel to provide all what is conveyed in the registration record.
7. Who are PIA Guests? Why it is important for hotels to know whether a guest is a PIA guest or not? (2 Points)

PIA (Paid-In-Advance) Guests are guests with no POS status. To clarify, these type of guests are asked to pay at the time of consumption (i.e. have no chance to postpone payments for various goods and services). It is important for hotels to know whether a guest is a PIA guest or not in order to comprehend how to approach that very guest post to provision of goods and services. If not identified, hotels might be under the danger of posting charges to PIA guests’ folios who fail later to make necessary payments.
8. What is the difference between “Sleep-out” and “Due out” rooms? (2 Points)

While “Sleep-out” room is a room status where the bed is not used by the registered guest, “Due out” room refers to a status of a room which is expected to be vacant after the following day’s check out time.
9. At Bozdoğan Hotel, Can has accumulated, just before checkout, the following details in his guest folio:

- Room Charges


$ 4,325.16
- Food Charges


$ 2,204.44
- Beverage Charges


$ 375.48
- Telephone Charges


$ 105.22
- Extra Charges


$ 29.36
- Payment (During Stay)

$ 600.00

- Guaranteed Reservation Payment 
$ 750.00

Upon thorough analysis of his expenditures, Can objected the high food consumption. Bozdoğan Hotel’s cashier checked again the food vouchers and found that Can was 35 % overbilled (this error was due 2 days before departure). The hotel corrected the posting error and presented the folio to Can 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 for which the transaction occurred, an allowance voucher is needed to prove the correction of the posting error. Moreover, the amount of correction voucher shall be $ 771.554 (i.e. 35 % * 2,204.44). Lastly, the effect is a credit (i.e. decrease) on the folio’s net outstanding balance.
Suppose that Can decided to settle his guest folio, 60 % by Cash, 25 % by Credit Card and the remaining by Special Program.

b) What is Can’s Net Outstanding Balance? (1 Point)

· Net Outstanding Balance = Total charges – Total payments = (4,325.16 + 1,432.886 + 375.48 + 105.22 + 29.36) – (600 + 750) = 6,268.106 – 1,350 = $ 4,918.106.
c) Journalize the zeroing of the guest folio. (2 Points)

      Dr

       

      Cr.

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

Cash





$ 2,950.86


Credit Card Payment Account

$ 1,229.53

Special Program Payment Account

$ 737.72








Guest Account

$ 4,918.11
-------------------------------------------------------------------------------------------------------------------------
d) What are the supporting documents needed as to close properly Can’s folio? (1 Point)

· Cash voucher with an amount of $ 2,950.86.
· Credit Card Voucher with an amount of $ 1,229.53.

· Special Program Voucher with an amount of $ 737.72.

· An invoice with an amount of $ 4,918.11.
10. Pjanic Hotel consists of 513 rooms. Mr. Miralem has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Pjanic Hotel needed to overbook for the night of November 28th 2021. 

Mr. Miralem was given the following information at hand, both updated and concerning the night of November 28th, 2021: 
· Number of rooms reserved: 


375 rooms

· Number of rooms occupied by stayovers:

102 rooms

· Forecasted No-show Percentage:


3.60 %

· Forecasted Understay Percentage:
 
4.40 %

· Forecasted Overstay Percentage:
 

3.70 %

· Forecasted Cancellation Percentage: 

1.90 %

· Expected Out Of Order Rooms:


7 rooms
Suppose you are the Rooms Division Manager in Pjanic Hotel. Since Mr. Miralem is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Miralem 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, 2021 = 375 + 102 = 477 Rooms
· Adjustment due to no-shows  = - 3.60 % * 375 = - 13.50 Rooms
· Adjustment due to understays  = - 4.40 % * 102 = - 4.488 Rooms
· Adjustment due to overstays  = 3.70 % * 102 = + 3.774 Rooms
· Adjustment due to cancellation  = - 1.90 % * 375 = - 7.125 Rooms
· Total adjustment = - 13.50 – 4.488 + 3.774 – 7.125 = - 21.339 Rooms
· Total number of rooms expected to be occupied for the night of November 28th, 2021 (after adjustment) = 477 – 21.339 = 455.661 Rooms
· Total number of rooms available for sale for the night of November 28th, 2021 = 513 - 7 = 506 Rooms
· Maximum number of rooms to be additionally reserved for the night of November 28th, 2021 = 506 – 455.661 = 50.339 Rooms
· Total number of rooms expected to be reserved and occupied for the night of November 28th, 2021 = 477 + 50.339 = 527.339 Rooms ≈ 527.34 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 477 + 50.339 – 506 = 21.339 Rooms ≈ 21.34 Rooms.
c) The overbooking factor? (1 Point)

· Forecasted Occupancy Percentage = 527.339 / (513 – 7) * 100 = 104.22 %
· Overbooking Factor = 104.22 % - 100 % = 4.22 %.
N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.

GOOD LUCK!
3
1

