10/11/22
THM 243 Rooms Division Management

Midterm Exam Answer
1. Why shall Reservation department from one part and Sales & Marketing department maintain a strong relationship with each other? What are the possible dangers if they do not cooperate? (4 Points)?
The reservation department and sales & marketing department should maintain a strong relationship with each other since they are both reserving from the same fixed supply of rooms in the hotel. Failing to cooperate, 2 dangers may occur:
· Potential room revenue loss

· Overbooking

2. Why the behavior / attitude of Uniform Services department employees is important? (2 Points)

The behavior / attitude of uniform service department employees is important since the first confrontation guests will have with the hotel occurs mainly with these employees. Therefore, uniform service department employees could well shapen the general impression of guests in the hotel either positively or negatively. Recall that first impressions are usually vital for the formation of the final impressions!  

3. How can registration records determine long-run availability? Provide an illustrative example. (2 Points)
Registration records determine long-run availability (reservation status) through “Room Number” item requested to be filled by guests as part of the rooming function process. To illustrate, if a registration record is opened for room number 453 spelling that the date of arrival is 08/11/2022 and the expected departure date is 15/11/2022, this automatically means that this very room could only be reserved for a period starting from 15/11/2022.

4. Come up with any 3 reasons hotels create Guest History Records / Files. (3 Points)
Some of the reasons hotels create guest history records are as of the following:

· Better understand hotel’s clientele and, hence, serve them better by satisfying not only the standard needs but also specific needs of guests → guest delight.
· Provide a solid base for strategic marketing.
· Communicate promotion campaigns as well as advertise its existing services or added services at no cost.
· Create a mailing list that can be used to send special cards to departed guests celebrating important days in their lives (ex. birthdays, wedding ceremonies…).

5. Romain Holiday Village agrees to allot Saiss Travel Agency 14 Single, 35 Double & 7 Triple rooms for the period running from 18/11/2022 (Friday) till 28/02/2023 (Tuesday) for each Tuesday & Thursdays arrivals for 5 nights. According to the allotment contract signed between both parties, Saiss Travel Agency has to send its final list latest 5 days before actual arrival of any group.
a) When is the fifth group estimated to arrive at Romain Holiday Village? (1 Point)
The fifth group is estimated to arrive at Romain Holiday Village on Tuesday 06/12/2022.
b) When is the cut-off date of the Seventh group? (1 Point)
The cut-off date of the seventh group is on Thursday 08/12/2022.

c) Suppose, by the cut-off date of the seventh group, Saiss Travel Agency communicated a Final List showing a need of 08 Single, 29 Double & 6 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 = 14 + 35 + 7 = 56 rooms.

· Number of rooms conveyed in the final list = 8 + 29 + 6 = 43 rooms.

· Number of rooms washed out = 56 – 43 = 13 rooms.

· Wash Out Factor = (13 / 56) * 100 = 23.21 %.
6. Define the “Commission Agent” Report? How frequent is this very report prepared? (2 Points)
The commission agent report is the report tracking the amounts of commissions hotels owe to each contractual agent. Such a report is usually prepared on a monthly basis.
7. What are some of the precautionary steps taken by hotels while accepting personal checks as method of payment? (2 Points)
Some of the precautionary steps taken by hotels while accepting personal checks as a method of payment are as of the following:

· Check whether personal checks are supported by a credit card with a check-cashing guarantee.
· Check the amount to be cashed against checks. This amount shall be within the hotel’s established limit.
· Preferably accept personal checks only during standard business hours where banks are open.
· Have front office personnel record the Guest ID card / driving license certificate along with the guest’s address and telephone number and e-mail address on the back of the check.
8. Contrast “DNCO” and “Late Check-out” room statuses? (2 Points)
While “DNCO” (Did Not Check Out) status refer to a room status where guest made arrangements to settle his / her account (therefore said guest is not a skipper), yet has left the hotel without informing the front office, “late check-out” status refers to a room status where guest has requested, and is being allowed, to check out (on the same day) later than the hotel’s standard check-out time.
9. At Fernandes Hotel, Gedson has accumulated, just before checkout, the following details in his guest folio:

- Room Charges


$ 3,780.29
- Food Charges


$ 754.03
- Beverage Charges


$ 903.03
- Telephone Charges


$ 158.85
- Extra Charges


$ 81.14
- Payment (During Stay)

$ 505.00

- Guaranteed Reservation Payment 
$ 1,050.00

Upon thorough analysis of his expenditures, Gedson objected the high beverage consumption. Fernandes Hotel’s cashier checked again the beverage vouchers and found that Gedson was 10 % overbilled (this error was due on the same day of departure). The hotel corrected the posting error and presented the folio to Gedson 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 on the same day (i.e. before the closing of the business day), a correction voucher is needed to prove the correction of the posting error. Moreover, the amount of correction voucher shall be $ 90.303 (i.e. 10 % * 903.03). Lastly, the effect is a credit (i.e. decrease) on the folio’s net outstanding balance.
Suppose that Gedson decided to settle his guest folio, 30 % by Cash, 45 % by special Programs and the remaining by Personal Checks.

b) What is Gedson’s Net Outstanding Balance? (1 Point)
· Net Outstanding Balance = Total charges – Total payments = (3,780.29 + 754.03 + 812.727 + 158.85 + 81.14) – (505 + 1,050) = 5,587.037 – 1,555 = $ 4,032.037.
c) Journalize the zeroing of the guest folio. (2 Points)
        Dr
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------------------------------------------------------------------------------------------------------------------------------------
Cash





$ 1,209.6111

Special Programs Payment Account

$ 1,814.41665

Personal Check Payment Account

$ 1,008.00925








Guest Account

$ 4,032.037
------------------------------------------------------------------------------------------------------------------------------------

d) What are the supporting documents needed as to close properly Gedson’s folio? (1 Point)
· Cash voucher ($ 1,209.6111).
· Special Programs Voucher ($ 1,814.41665).

· Personal Check Voucher ($ 1,008.00925).

· An invoice ($ 4,032.037).
10. Muleka Hotel consists of 386 rooms. Mr. Jackson has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Muleka Hotel needed to overbook for the night of November 28th 2022. 

Mr. Jackson was given the following information at hand, both updated and concerning the night of November 28th, 2022: 
· Number of rooms reserved: 


250 rooms

· Number of rooms occupied by stayovers:

120 rooms

· Forecasted No-show Percentage:


6.30 %

· Forecasted Understay Percentage:
 
5.40 %

· Forecasted Overstay Percentage:
 

3.20 %

· Forecasted Cancellation Percentage: 

1.80 %

· Expected Out Of Order Rooms:


8 rooms
Suppose you are the Rooms Division Manager in Muleka Hotel. Since Mr. Jackson is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Jackson 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, 2022 = 250 + 120 = 370 Rooms
· Adjustment due to no-shows  = - 6.30 % * 250 = - 15.75 Rooms
· Adjustment due to understays  = - 5.40 % * 120 = - 6.48 Rooms
· Adjustment due to overstays  = 3.20 % * 120 = + 3.84 Rooms
· Adjustment due to cancellation  = - 1.80 % * 250 = - 4.50 Rooms
· Total adjustment = - 15.75 – 6.48 + 3.84 – 4.50 = - 22.89 Rooms
· Total number of rooms expected to be occupied for the night of November 28th, 2022 (after adjustment) = 370 – 22.89 = 347.11 Rooms
· Total number of rooms available for sale for the night of November 28th, 2022 = 386 - 8 = 378 Rooms
· Maximum number of rooms to be additionally reserved for the night of November 28th, 2022 = 378 – 347.11 = 30.89 Rooms
· Total number of rooms expected to be reserved and occupied for the night of November 28th, 2022 = 370 + 30.89 = 400.89 Rooms.
b) The number of overbooked rooms? (1 Point)
· Total Number of overbooked rooms = 370 + 30.89 – 378 = 22.89 Rooms.
c) The overbooking factor? (1 Point)
· Forecasted Occupancy Percentage = 400.89 / (386 – 8) * 100 = 106.06 %
· Overbooking Factor = 106.06 % - 100 % = 6.06 %.
N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.

GOOD LUCK!
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