13/11/03

61 243 Rooms Division Management

Midterm Exam

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 three examples highlighting this cooperation? (3 Points)
2. What’s the difference between job descriptions and job specifications? (2 Points)

3. What is the guest cycle? What are the main guest services and accounting services at the various stages of the guest cycle? (6 Points)
4. What is the most important equipment used, in the manual system, at the arrival stage? (1 Point)

5. Suppose a Tour Operator or Travel agency did not communicate their Final List by the Cut-of f Date. In this case, what right might the hotel use? Can the hotel use this right automatically? Why or why not? (2 Points)

6. What are the most important two factors that registration clerks need to think of before assigning a specific room within the guest’s desired room category? (2 Points)

7. What is the difference between a “Sleep-out” and a “Skipper” room? (2 Points)

8. What is the difference between an “Adjoining” and an “Adjacent” room? (2 Points)

9. What are vouchers? Why they are of extreme importance to Front Office Accounting? (2 Points)
10.  List any 4 methods of payment that a guest can opt for in order to close his/her guest folio account? (4 Points)

11. What are the two important factors that determine whether a hotel shall go for lenient or aggressive collection schedule, as far as collection of unpaid account balances is concerned? (2 Points)

12. Why should Front Office and Housekeeping departments frequently reconciliate their room status reports? (2 Points)

Problem: (5 Points)
Sergen Hotel consists of 175 rooms. Ms Fatma has been newly hired for the position of a reservation clerk. She is supposed to calculate how many rooms above 175 the hotel needed to overbook for the night of November 15th 2003. 

Ms Fatma was given the following information at hand (all concerning the night of November 15th, 2003): 

Number of rooms reserved: 



98 rooms

Number of rooms occupied by stayovers:

53 rooms

Percentage of no show-ups
(forecasted)

07 %

Percentage of understays (forecasted): 

12 %

Percentage of Overstays (forecasted): 

08 %

Percentage of cancellations (forecasted): 

09 %

Number of rooms having an Out of Order status: 
04 rooms

Suppose you are the Rooms Division Manager in Sergen Hotel. Since Fatma is newly hired, she knocked your door and wanted your assistance. Could you help her come out with the right number of additional rooms to be reserved bearing in mind the above mentioned pieces of information? What is the overbooking factor? (i.e.: the percentage above 100 % occupancy).

Good Luck!
