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1. Define a “Guest History Record”. How can Guest History Records be used? (2 Points)
A “Guest History Record” is a record depicting personal and financial data about a departed guest. It can be used for several purposes like:

· Help anticipate guest needs
· Help design more guest-tailored goods / services

· Help to determine whether a guest is a repeat guest or not

· Service as raw data to be fed to develop a comprehensive guest data base, being essential for the job of the sales and marketing department.
2. Explain, by providing an example, how can Registration Records help to determine Forecasted Occupancy Rate of the hotel? (5 Points)

Registration records, reservation records along with a good coordination of the front office department with housekeeping and maintenance departments allow hotels to calculate forecasted occupancy rates. To illustrate let’s consider the following example:

Suppose ABC hotel has 100 rooms and wants to forecast its occupancy for December 24th, 2010. Front Office Clerks shall first count existing registration records in which December 24th, 2010 is a date in between the Arrival and Departure Dates (excluding the date of departure). Say, Front Office Clerk counted 15 rooms. Moreover, Front Office Clerk shall coordinate with the Reservation Department and do the same thing (i.e. counting existing Reservation Records). Say, Reservation Clerk counted 78 rooms. Lastly, Front Office Clerk shall request from the Housekeeping and Maintenance Departments an expected number of Out of Order Rooms for that very future date. Let’s say 5 rooms were communicated back as possible Out of Order rooms. Now, the Front Office Clerk can calculate the forecasted occupancy rate on December 24th, 2010 as such:
· Forecasted Occupancy (24/12/10) = (15 + 78) / (100 – 5) * 100 = 97.89 %.
3. Bobô Hotel agrees to allot Rapid.net Travel 08 Single, 12 Double & 05 Triple rooms for the period running from 11/10/10 (Monday) till 28/11/10 (Sunday) for each Thursday & Friday arrivals for 3 nights. According to the allotment contract signed between both parties, Rapid.net Travel has to send its final list latest 5 days before actual arrival of any group.
a) When is the first group estimated to arrive to Bobô Hotel? (1 Point)

The first group is estimated to arrive to Bobô Hotel on Thursday 14/10/10.

b) When is the cut-off date of the first group? (1 Point)

The cut-off date of the first group is Saturday 09/10/10.
c) Suppose, by the cut-off date of the first group, Rapid.net Travel communicated a Final List showing a need of 07 Single, 10 Double & 2 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 = 08 + 12 + 05 = 25 Rooms.

· Requested number of rooms (Final List) = 07 + 10 + 02 = 19 Rooms.

· Washed out rooms = 25 – 19 = 6 Rooms.

· Wash out Factor = (6 / 25) * 100 = 24.00 %.
4. What are the 3 factors with which Front Office Clerks shall be equipped to be “sales minded” clerks? (3 Points)
The 3 factors with which Front Office Clerks shall be equipped to be “sales minded” clerks are as follows:

· Very good knowledge of the product / service to sell.

· A convincing power.

· Receipt of a proper training concerning selling techniques.

5. What is a “Sleep-out” Room? (1 Point)

“Sleep-out” room is a room in which a guest is registered, but the bed has not been used.
6. What is the difference between “Adjoining” and “Adjacent” room? (2 Points)

“Adjoining” rooms are rooms with a common wall but no connecting doors. “Adjacent” rooms are rooms close to each other, perhaps across the hall.
7. What is the procedure of establishing a credit to a guest? What do we call a guest whose credit has been established? What is the privilege a guest has when being established a credit? (3 Points)

The procedure of establishing a credit to a guest is as follows:

· Front Office Clerk shall ask arriving guest to provide his / her credit card

· Front Office Clerk shall check the validity of the credit card

· After checking validity, a certain limit of the credit card (Floor Limit) shall be blocked for hotel purposes (for the entire expected length of stay of the guest)
· A virgin credit card voucher (i.e. bearing no amount) is generated

· The guest is asked to sign the credit card voucher.

A guest whose credit is established is referred to as a guest with guest charge privileges. This type of guest can consume anything, at any point of sale, without being forced to pay at that very moment (up to the floor limit), hence, he / she has the privilege to postpone payment later (usually at departure).

8. At Hilbert Hotel, Hakan has accumulated, just before checkout, the following details in his guest folio:
- Room Charges


$ 521.00
- Food Charges


$ 154.75
- Beverage Charges


$ 62.33
- Telephone Charges


$ 12.45
- Extra Charges


$ 08.99
- Payment (During Stay)

$ 120.00
- Guaranteed Reservation Payment 
$ 130.25
Suppose that Hakan decided to settle his guest folio, 25 % by cash, 60 % by Credit Card, and the remaining by Special Programs.

a) What is Hakan’s Net Outstanding Balance? (2 Points)

Hkan’s Net Outstanding Balance = (521 + 154.75 + 62.33 + 12.45 + 8.99) – (120 + 130.25 = 759.52 – 250.25 = $ 509.27.

b) Journalize the zeroing of the guest folio. (3 Points)

    Dr.

     Cr.

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

Cash





$ 127.32

Credit Card Payment Account

$ 305.56

Special Programs Payment Account

$ 76.39




Guest Account



$ 509.27
-------------------------------------------------------------------------------------------------------------

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

· Cash Voucher with an amount of $ 127.32.

· Credit Card Voucher with an amount of $ 305.56.

· Special Programs Voucher with an amount of $ 76.39.

· An invoice with an amount of $ 509.27.

9. Şimşek Holiday Village consists of 145 rooms. Mr. Rıdvan has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Şimşek Holiday Village needed to overbook for the night of November 28th 2010. 

Mr. Rıdvan was given the following information at hand, both updated and concerning the night of November 28th, 2010: 
· Number of rooms reserved: 


74 rooms

· Number of rooms occupied by stayovers:
35 rooms

· Forecasted No-show Percentage:

3.50 %

· Forecasted Understay Percentage:
 
2.50 %

· Forecasted Overstay Percentage:
 
1.75 %

· Forecasted Cancellation Percentage: 

5.25 %

· Expected Out of Order Rooms:

4 rooms
Suppose you are the Rooms Division Manager in Şimşek Holiday Village. Since Mr. Rıdvan is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Rıdvan 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 November 28th, 2010 = 74 + 35 = 109 Rooms
· Adjustment due to no-shows  = - 3.50 % * 74 = - 2.59 Rooms
· Adjustment due to understays  = - 2.50 % * 35 = - 0.875 Rooms
· Adjustment due to overstays  = 1.75 % * 35 = + 0.6125 Rooms
· Adjustment due to cancellation  = - 5.25 % * 74 = - 3.885 Rooms
· Total adjustment = - 2.59 – 0.875 + 0.6125 – 3.885 = - 6.7375 Rooms
· Total number of rooms expected to be occupied for the night of November 28th, 2010 (after adjustment) = 109 – 6.7375 = 102.2625 Rooms
· Total number of rooms available for sale for the night of November 28th, 2010 = 145 - 4 = 141 Rooms
· Maximum number of rooms to be additionally reserved for the night of November 28th, 2010 = 141 – 102.2625 = 38.7375 Rooms
· Total number of rooms expected to be reserved and occupied  for the night of November 28th, 2010 = 109 + 38.7375 = 147.7375 Rooms ≈ 147.74 Rooms
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 109 + 38.7375 – 141 = 6.7375 Rooms ≈ 6.74 Rooms.
c) The overbooking factor? (2 Points)

· Forecasted Occupancy Percentage = 147.7375 / (145 – 4) * 100 = 104.78 %
· Overbooking Factor = 104.78 % - 100 % = 4.78 %.
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