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61 243 Rooms Division Management
Midterm Examination Answer Sheet
PART I: Answer the following questions
1. Why should Reservation and Marketing departments maintain a strong relationship with each other? (2 Points)
Reservation and Marketing departments should maintain a strong relationship with each other since they are both reserving from the same number of fixed supply (i.e. rooms). In this sense, it is vital that those very departments shall cooperate so as:
· Make sure they wouldn’t reserve (in total) more than the maximum number of rooms available for sale (otherwise overbooking occurs!)

· Maximize the number of rooms potentially sold (hence minimize potential room revenue loss!)

2. What do we call a room where a guest is registered but the bed has not been used? (2 Points)
A room where a guest is registered but the bed has not been used is called sleep-out room.
3. What does adjoining rooms mean? (2 Points)

Adjoining rooms mean rooms with a common wall but no connecting door.
4. What are the typical functions grouped at the Uniform Service Department? (2.5 Points)

The typical functions grouped at the Uniform Service Department are:
· Bell Attendants: 

· Door Attendants

· Valet Parking Attendants

· Transportation Personnel

· Concierge
5. What are the side functions of affiliate reservation networks? (2 Points)

The side functions of affiliate reservation networks are

· Serve as an inter property communication network

· Serve as an accounting transfer tool

· Serve as a destination information center

· Serve as a connection with Global Distribution Systems [GDS]( System including several Central Reservation Offices connected to each other

6. Why shall front office clerks use multi-copy registration records while registering guests in the Manual System? (2.5 Points)

Front Office Clerks shall use multi-copy registration records while registering guests in the Manual System because each copy shall flow to a different department or attached to different forms to convey some sort of function towards internal control of guest cycle functions. Usually, 3 copies are needed but some hotels might have 5 copies of the same registration record:
· 1 copy is slipped to the Room Rack to serve as a Room Rack Slip

· 1 copy is attached to the Guest and/or Master Folio

· 1 copy is delivered to the Concierge

· 1 copy is inserted in the Mail & Information Rack cell corresponding to the room assigned to the guest

· 1 copy is delivered to the Telephone Department

7. Why should reservation clerks inquire about probable arrival time from potential guests? (2 Points)

Reservation Clerks should inquire about probable arrival time from potential guests so that:
· If that very time is beyond cancellation hour, encourage the guest to guarantee his/her reservation

· Housekeeping department can better optimize scheduling of cleaning functions and make sure that the guest, when coming, will have a clean and available for sale room (especially for early arrivals). This reason is also applicable for the Front Office Department!!

8. Why it is very important to pre-register each and every potential guest? (2 Points)
It is important to pre-register each and every potential guest sine pre-registration process:
· Makes the eventual registration process (at arrival) smoother and quicker

· Helps the Rooms Division department (through rooming functions) maximize hotel potential room revenue!
9. Delagado has accumulated, just before checkout, the following details in his guest folio:

· Room Charges



$ 1,425.86
· Food Charges



$ 463.25
· Beverage Charges


$ 130.89
· Telephone Charges


$ 102.41
· Extra Charges



$ 36.75
· Payment (During Stay)

$ 725.00
· Guaranteed Reservation Payment 
$ 315.00
Suppose that Delgado decided to settle his guest folio, third by Credit Card and the remaining by Personal Check.
a) What is Delgado’s Net Outstanding Balance? (2 Points)

· Delgado’s Net Outstanding Balance = Total Charges – Total Payments = $ 1,119.16
b) Journalize the zeroing of the guest folio. (3 Points)
Dr.
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-------------------------------------------------------------------------------------------------------------

Credit Card Payment Account

$ 373.05
Personal Check Payment Account

$ 746.11
Guest Account



$ 1,119.16

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

c) What are the supporting documents as to close properly Delgado’s guest folio? (2 Points)

The supporting documents needed so as to close properly Delgado’s Guest Folio are:

· Credit Card Voucher
· Personal Check Voucher

· Invoice

10. What are the reasons behind a hotel incurring Unpaid Account Balances? (2 Points)

The reasons behind a hotel incurring Unpaid Account Balances are:
· Guests settling their accounts, at departure, fully or partially with a method of payment other than cash

· A departing guest honestly forgetting to settle his/her account
· Late charges
· Skippers
PART II: Solve the following example.
Ricradinho hotel consists of 125 rooms. Mr. Murat has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Ricardinho hotel needed to overbook for the night of October 29th 2006. 

Mr. Yalçın was given the following information at hand, both updated and concerning the night of October 29th, 2006: 

· Number of rooms reserved: 


22 rooms

· Number of rooms occupied by stayovers:
76 rooms

· Forecasted No-show Percentage:

6 %

· Forecasted Understay Percentage:
 
7 %

· Forecasted Overstay Percentage:
 
3 %

· Forecasted Cancellation Percentage: 

4 %

· Expected Out Of Order Rooms:

5 rooms

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

a) The maximum number of rooms (including overbooked rooms) that can be reserved for that very night? (3 Points)

· Total number of rooms expected to be occupied for the night of October 29th , 2006 = 22 + 76 = 98 Rooms
· Adjustment due to no-shows  = - 6 % * 22 = - 1.32 Rooms
· Adjustment due to understays  = - 7 % * 76 = - 5.32 Rooms
· Adjustment due to overstays  = 3 % * 76 = + 2.28 Rooms
· Adjustment due to cancellation  = - 4 % * 22 = - 0.88 Rooms
· Total adjustment = - 1.32 - 5.32 + 2.28 - 0.88 = - 5.24 Rooms
· Total number of rooms expected to be occupied for the night of October 29th, 2006 (i.e. after adjustment) = 98 – 5.24 = 92.76 Rooms
· Total number of rooms available for sale for the night of October 29th,2006 = 125 - 5 = 120 Rooms
· Maximum number of rooms to be additionally reserved for the night of October, 29th, 2006 = 120 – 92.76 = 27.24 Rooms
b) The number of overbooked rooms? (2 Points)

· The number of overbooked rooms = 98 + 27.24 – 120 = 5.24 rooms
c) The overbooking factor? (2 Points)

· Total number of rooms expected to be reserved and occupied  for the night of October 29th, 2006 = 98 + 27.24 = 125.24 Rooms
· Forecasted Occupancy percentage = (125.24 / 120) * 100 = 104.37 %
· Overbooking factor = 104.37 % - 100 % = 4.37 %.
GOOD LUCK !!!
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