21/11/04
61 243 Rooms Division Management

Midterm Exam
1. What are the responsibilities of an Accounts Receivable Clerk? What are the equipments that shall be used by an Accounts Receivable Clerk? (4 Points)
The responsibilities of the Accounts Receivable Clerk are to:

· get all vouchers, from various Points of Sales,

· sort them by room number

· post them to the respective folios

· update the Net Outstanding Balance.
The necessary equipments needed for the functioning of the Accounts Receivable Clerk are:

· Voucher Rack

· Folio Tray

2. Why is it important to consider the stages of the guest cycle as a cycle? In this sense, what should managers do? (3 Points)
Managers shall consider the stages of the guest cycle as a cycle in order to attract and focus on repeat business. In this sense, managers shall create guest delight, which means offering products and services which exceed customer’s expectations.
3. What are the advantages of the fully automated system over the other operating systems (i.e. Manual and semi-automated systems) as far as the departure stage of the guest cycle is concerned? (3 Points)
Under the fully automated system, the following advantages can be listed as far as the departure stage of the guest cycle is concerned:
· Guest and master folios net outstanding balances are automatically calculated
· Guest and master folios are automatically closed

· An electronic message is sent to the housekeeping department to update the room status from occupied to on-change

· Automatically registration files are removed from “Registration Folder” and placed as Guest History Files under “Guest History Folder”.

· Automatically generate invoices

4. What are the risks encountered if the Front Office and Housekeeping Departments fail to frequently reconcile (i.e. compare) their room status reports? (3 Points)
If the Housekeeping and Front Office Departments fail to reconcile frequently their Room Status Reports, the following dangers and risks may happen:
· Escort a guest to a dirty room

· Escort a guest to an occupied room

· Make the guest wait in the lobby for his room to be cleaned

· Make the guest wait in the lobby even though his/her room is readily clean

· Lose potential room revenue (Case of Sleeper and Skipper situations)!

5. What is the difference between a “Sleeper” and “Due Out” room? (2 Points)
A “Sleeper” room is a room concerning a guest who has settled his or her account and left the hotel, but the front office staff has failed to properly update the room’s status. On the other hand, a “Due Out” room is a room which is expected to become vacant after the following day’s checkout time.
6. Why, even under the manual system, hotels shall pre-register guests? (2 Points)
Even though it is impractical to pre-register guests under the manual system, we should pre-register groups. For, in order to pre-register groups, we need to prepare one pre-registration record, and one folio (Master folio). Therefore, even though group pre-registration is time, money and labor consuming, it might create time benefits at the arrival stage.

7. Mustafa Doğan has accumulated the following accounting transactions before departure:
· Paid $ 150 to guarantee his reservation

· Incurred $ 563 as room charges

· Incurred $ 693 as food charges

· Incurred $ 1,469 as beverage charges

· Incurred $ 125 as telephone charges

· Paid $ 250 during his stay

· The night auditor prepared an allowance voucher of $ 50 which corresponds to a free of charge dinner at XYZ Restaurant.

a) What is the Net Outstanding Balance of Mustafa Doğan before departure? (2 Points)
Net Outstanding Balance (Mustafa Doğan) = Total Charges – Total Payments = $ 563 + $ 693 + $ 1,469 + $ 125 - $ 150 - $ 250 - $ 50 = $ 2,400.
b) Suppose that Mustafa Doğan thaught that he was overcharged as far as the telephone bill is concerned. You tried, in vain, to convince him. You raised the matter to your supervisor but Mustafa refused to pay $ 25 out of the $ 125 telephone charge. Eventually, management told you to take only $ 100 from the guest (for telephone bill). What do we call the account that occurs because of this special situation? (1 Point)
This very type of account is called Disputed Bills Account.
c) Suppose Mustafa decided to pay third by Cash, third by Credit Card, and the remaining by Special Programs. Can you journalize this transaction of zeroing Mustafa’s guest folio? (3 Points)
Dr.


Cr.

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



Cash




$ 791.67


Credit Card Payment Account
$ 791.67


Special Program Account

$ 791.67


Disputed Bills Account

$ 25






Guest Account


$ 2,400
-------------------------------------------------------------------------------------------------------------

d) What supporting documents, bearing what amount, are needed to prove that the guest folio is properly closed? (3 Points)
 The supporting documents needed to prove the proper closing of the guest folio are:
· Cash Voucher with an amount of $ 791.67

· Credit Card Voucher with an amount of $ 791.67

· Special Program Voucher with an amount of $ 791.67

· Disputed Bills Voucher with an amount of $ 25

· An invoice with an amount of $ 2,400  

Overbooking problem:

Carew Hotel consists of 211 rooms. Mr. Jamel has been newly hired for the position of a reservation clerk. He is supposed to calculate how many rooms above 211 the hotel needed to overbook for the night of December 17th 2004. 

Mr Jamel was given the following information at hand (all updated and concerning the night of December 17th, 2004): 

Number of rooms reserved: 



75 rooms

Number of rooms occupied by stayovers:

96 rooms

Forecasted Percentage of no show-ups

08 %

Forecasted Percentage of understays 


09 %

Forecasted Percentage of Overstays 


05 %

Forecasted Percentage of cancellations 

11 %

Forecasted Number of Out of Order Rooms 

04 rooms

Suppose you are the Rooms Division Manager in Carew Hotel. Since Jamel is newly hired, he knocked your door and wanted your assistance. Could you help Jamel come up with:

a) The maximum number of rooms that can be reserved for that very night? (4 Points)
· Total number of rooms expected to be occupied for the night of December 17th, 2004 = 75 reserved rooms + 96 stayover rooms = 171 Rooms
· Adjustment due to no-shows % = - 8 % * 75 = - 6 Rooms
· Adjustment due to understays % = - 9 % * 96 = - 8.64 Rooms
· Adjustment due to overstays % = 5 % * 96 = + 4.8 Rooms
· Adjustment due to cancellation % = - 11 % * 75 = - 8.25 Rooms
· Total adjustment = - 6 - 8.64 + 4.8 - 8.25 = - 18.09 Rooms
· Total number of rooms expected to be occupied for the night of December 17th, 2004 (i.e. after adjustment) = 171 – 18.09 = 152.91 Rooms
· Total number of rooms available for sale for the night of December 17th, 2004 = 211 - 4 = 207 Rooms
· Additional number of rooms to be reserved for the night of December, 17th, 2004 = 207 – 152.91 = 54.09 Rooms
b. The number of overbooked rooms? (1 Point)
· Number of overbooked rooms = 171 + 54.09 – 211 + 4 = 18.09 Rooms
c. The overbooking factor? (2 Points)
· Forecasted Occupancy Percentage (if we reserve for an additional 64.09 rooms) = (171 + 54.09) / (211 – 04 ) * 100 = (225.09 / 207) * 100 = 108.74 %
· Overbooking Factor = 108.74 % - 100 % = 8.74 %
