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61 243 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 three examples highlighting this cooperation? (3 Points)

Answer: Some positions in the Hotel Organization Chart that necessitates cooperation might be:

· Front Office Check-in Clerks and Reservation Clerks ( providing arrival lists that helps better schedule check-in personnel.

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

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

2. What’s the difference between job descriptions and job specifications? (2 Points)

Answer: Job descriptions list all tasks and subtasks that compose a work position. Moreover, they may outline reporting relationships, responsibilities, working conditions, equipment and materials to be used. On the other hand, job specifications list the personal qualities, skills, and traits a person needs to have in order to perform successfully the tasks outlined in a job description.

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)

Answer: 

Pre-arrival ( Arrival ( Occupancy ( Departure

· Pre-arrival ( Reservation + Accounting for deposits for guaranteed reservations.

· Arrival ( Registration + Establishment of Credit.

· Occupancy ( Occupancy services + Charge postings + Night auditing.

· Departure ( Check-out + Maintenance of guest history records + Settlement of guest folios.

4. What is the most important equipment used, in the manual system, at the arrival stage? (1 Point)

Answer: The most important equipment used, in the manual system, at the arrival stage is the Room Rack.

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)

Answer: According to the Allotment Contract signed by Hotels in one hand and Tour Operators or Travel Agencies, on the other hand, if a Tour Operator or a Travel Agency fails not communicate their Final List by the Cut-of f Date, the hotel has the right to cancel all the group or de-block the originally blocked number of the rooms for the group. However, even though hotels have the right to cancel, they shall exercise this right with extreme precautions. For, canceling the whole group will affect the relationship the hotel has with various Tour Operators and/or Travel Agencies and might eventually lead to a possible decision of Tour Operators not to send any more groups to the hotel (i.e. Potential future business loss!). That’s why; hotels need to think at least twice before exercising this right!
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)

Answer: The most important two factors that registration clerks need to think of before assigning specific rooms within the guest’s desired room category are:

a) Whether that very room is available for the whole planned length of stay for the guest or not ( Future accommodation!

b) Whether that room is the highest priced available room in that room category or not ( Room Revenue Maximization! 

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

Answer: A “Sleep-out” room is an occupied room in which the guest did not use its bed. On the other hand, a “Skipper” room is a room occupied by a guest who departed from the hotel without making arrangements to settle his/her account.
8. What is the difference between an “Adjoining” and an “Adjacent” room? (2 Points)

Answer: Adjoining rooms are rooms with a common wall but no connecting door. On the other hand, adjacent rooms are rooms close to each other, perhaps across the hall. 

9. What are vouchers? Why they are of extreme importance to Front Office Accounting? (2 Points)

Answer: Vouchers depict the details of the transaction information gathered at the source of transaction and is, hence, supporting documents used to prove the occurrence of a transaction and  for internal control purposes.
10.  List any 4 methods of payment that a guest can opt for in order to close his/her guest folio account? (4 Points)

Answer: Some possible methods of payment can be:

· Cash




· Personal checks

· Credit cards

· Direct billing

· Special programs

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)

Answer: 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 are:

a) Amount of money to be collected

b) The geographical distance that separates the hotel from the guest billing address

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

Answer: Front Office and Housekeeping departments shall frequently reconciliate their room status reports in order to maximize room revenue, detect skippers before it is too late…
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).

 Answer:
· Total number of rooms expected to be occupied for the night of November 15th, 2003: 98 reserved rooms + 53 stayover rooms = 151 rooms

· Adjustment due to No-shows: - 07 % * 98 = - 6.86 Rooms.

· Adjustment due to Understays: -12 % * 53 = - 6.36 Rooms.

· Adjustment due to Overstays: 08 % * 53 = 4.24 Rooms.

· Adjustment due to Cancellation: - 09 % * 98 = - 8.82 Rooms.

· Total Adjustments: -6.86 - 6.36 + 4.24 - 8.82 = - 17.80 Rooms.

· Total number of rooms expected to be occupied for the night of November 15th, 2003 (after adjustment) = 151 - 17.80 Rooms = 133.20 Rooms.

· Total number of rooms available for sale for the night of November 15th, 2003 = 175 - 4 = 171 Rooms.

· Hence, we shall reserve for another 171 rooms – 133.20 rooms = 37.80 Rooms.
· Total number of rooms expected to be reserved & occupied for night of November 15th, 2003 = 151 + 37.80 = 188.80 Rooms.

· Expected Occupancy rate (with Adjustments) = ((188.8) / (175 - 04)) * 100 = 110.41 % ( Overbooking factor = 110.41 % - 100 % = 10.41 %

