31/03/14
THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. What is the main responsibility of a “Concierge” in a hotel? Give an example illustrating this? (2 Points)

In a hotel, the main responsibility of a concierge is to coordinate guest requests concerning provision of services outside of the hotel. To illustrate, a guest might request that some flowers be bought and placed on table 14 in ABC restaurant at 12:00 o’clock in the night to celebrate his wedding anniversary with his wife. Here, the concierge is responsible to arrange for the purchase of the flowers and its placement in the right time and place requested.

2. What are the responsibilities of the Accounts Receivable Clerk (A/R Clerk)? Theoretically, is there a need for an A/R Clerk under the fully automated system? Why? Why not? (3 Points)

The responsibilities of the Accounts Receivable Clerk are as follows:

· Receive different vouchers from different points of sales.

· Sort those very vouchers by room number.

· Place sorted vouchers in their respective places in the voucher rack.

· Get vouchers concerning the same room and related folio (from folio tray).

· Place related vouchers in related folio.

· Post each voucher in its related folio.

· Update the net outstanding balance of each folio.

· For each updated folio, compare its net outstanding balance with previously established floor limit.

· Take necessary action in case said account turns up to be a high risk / balance account.

Theoretically, there is no need for an Accounts Receivable Clerk in hotels operating under fully automated systems due to the fact that all the above mentioned A/R responsibilities can be handled by the computerized system itself.

3. How to establish credit for the guest? What do we call a guest whose credit has been established? What privilege does guest end up having when hotel establishes such a credit? (3 Points)

In order to establish a credit for the guest, hotels shall go for the following activities:
· Obtain the credit card of the guest

· Check its validity

· Block a certain amount (referred to as the floor limit) for the whole expected guest’s length of stay

· Prepare a virgin copy of the credit card (Credit Card Voucher with no amount on it).

· Have the guest sign this very copy.

· Stick the copy to guest’s folio

Even though, most of the times, guests establish their credits through credit cards, it is also valid that the guest might deposit a certain amount of cash towards credit establishment.

When guests are established credit, they become guests with guest charge privileges. This means that those very guests have the privilege to consume anything at any point of sale and request that this very charge not be paid at that very moment but later (usually at departure).

4. What are the advantages that hotels, operating under fully automated system, enjoy at arrival stage of the guest cycle? (3 Points)

Hotels, operating under fully automated systems, enjoy at the arrival stage of the guest cycle the following benefits:

· Electronic transfer of guest’s personal and financial data from the reservation department
· Ability to check credit card validity on line (via on-line credit authorization terminals)
· Ability of guests to register by themselves (via self-check-in terminals)
· Creating guest / master folio automatically and store it electronically
5. What happens to a guest account when it is not fully settled by cash at departure? (2 Points)

A guest account that is not settled fully by cash at departure is closed with one or more non-guest accounts. The responsibility of collection of those non-guest accounts is no more on the front office department but is the one of the accounting department.

6. Jermaine Holiday Village agrees to allot Jones Tour Operator 10 Single, 25 Double & 6 Triple rooms for the period running from 01/04/2014 (Tuesday) till 30/06/2014 (Monday) for each Thursday & Saturday arrivals for 2 nights. According to the allotment contract signed between both parties, Jones Tour Operator 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 Jermaine Holiday Village? (1 Point)

The first group is estimated to arrive to Jermaine Holiday Village on Thursday 03/04/2014.
b) When is the cut-off date of the first group? (1 Point)

The cut-off date of the first group is Saturday 29/03/2014.

c) Suppose, by the cut-off date of the first group, Jones Tour Operator communicated a Final List showing a need for 6 Single, 22 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 rooms requested (Allotment Contract): 10 + 25 + 6 = 41 rooms.

· Number of rooms requested (Final List): 6 + 22 + 2 = 30 rooms.

· Number of rooms washed out: 41 – 30 = 11 rooms.

· Wash Out Factor: (11 / 41) * 100 = 26.83 %.
7. When (specifically) shall hotels pre-register potential guests? What activities have to be performed so that potential guests can be pre-registered? (3 Points)

Hotels shall pre-register potential guests at the pre-arrival stage, right after confirming reservations. In order to pre-register guests, hotels shall do the following:

· Create a pre-registration record

· Create an information record

· Open a guest / master folio

8.  “A room used only for the day is priced lower than a room used for the night”. Do you agree with this statement? Why? Why not?  (1 Point)

Yes, I agree with the above statement. In fact, as a room used only for the day could be cleaned and prepared for re-sale in the night, the charge obtained from day usage shall be lower than that honored to guests who will use the very room for then night.

9. At BJK Hotel, Tolga has accumulated, just before checkout, the following details in his guest folio:
- Room Charges


$ 5,760.12
- Food Charges


$ 1,750.65
- Beverage Charges


$ 225.87
- Telephone Charges


$ 153.44
- Extra Charges


$ 25.56
- Payment (During Stay)

$ 2,775.00
- Guaranteed Reservation Payment 
$ 900.00
Suppose that Tolga decided to settle his guest folio, 40 % by cash, 25 % by personal check and the remaining by Special Program.
a) What is Tolga’s Net Outstanding Balance? (2 Points)

· Net Outstanding Balance = Total Charges – Total Payments = (5,760.12 + 1,750.65 + 225.87 + 153.44 + 25.56) – (2,775 + 900) = 7,915.64 – 3,675 = $ 4,240.64.
b) Journalize the zeroing of the guest folio. (2 Points)

      





     Dr

       Cr.

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


Cash




$ 1,696.26

Personal Check Payment Account
$ 1,060.16

Special Program Payment Account
$ 1,484.22





Guest Account

$ 4,240.64
-------------------------------------------------------------------------------------------------------------
c) What are the supporting documents needed as to close properly Tolga’s folio? (2 Points)

· Cash Voucher with an amount of $ 1,696.26.
· Personal Check Voucher with an amount of $ 1,060.16.
· Special Program Voucher with an amount of $ 1,484.22.
· An invoice with an amount of $ 4,240.64.

10. Forex Hotel consists of 288 rooms. Mr. Kazeem has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Forex Hotel needed to overbook for the night of April 11th 2014. 

Mr. Kazeem was given the following information at hand, both updated and concerning the night of April 11th, 2014: 
· Number of rooms reserved: 


230 rooms

· Number of rooms occupied by stayovers:
42 rooms

· Forecasted No-show Percentage:

4.75 %

· Forecasted Understay Percentage:
 
2.50 %

· Forecasted Overstay Percentage:
 
1.60 %

· Forecasted Cancellation Percentage: 

3.75 %

· Expected Out Of Order Rooms:

3 rooms
Suppose you are the Rooms Division Manager in Forex Hotel. Since Mr. Kazeem is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Kazeem 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 April 11th, 2014 = 230 + 42 = 272 Rooms
· Adjustment due to no-shows  = - 4.75 % * 230 = - 10.925 Rooms
· Adjustment due to understays  = - 2.50 % * 42 = - 1.05 Rooms
· Adjustment due to overstays  = 1.60 % * 42 = + 0.672 Rooms
· Adjustment due to cancellation  = - 3.75 % * 230 = - 8.625 Rooms
· Total adjustment = - 10.925 – 1.05 + 0.672 – 8.625 = - 19.928 Rooms
· Total number of rooms expected to be occupied for the night of April 11th, 2014 (after adjustment) = 272 – 19.928 = 252.072 Rooms
· Total number of rooms available for sale for the night of April 11th, 2014 = 288 - 3 = 285 Rooms
· Maximum number of rooms to be additionally reserved for the night of April 11th, 2014 = 285 – 252.072 = 32.928 Rooms
· Total number of rooms expected to be reserved and occupied for the night of April 11th, 2014 = 272 + 32.928 = 304.928 Rooms ≈ 304.93 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 272 + 32.928 – 285 ≈ 19.93 Rooms.
c) The overbooking factor? (2 Points)

· Forecasted Occupancy Percentage = 304.93 / (288 – 3) * 100 = 106.99 %
· Overbooking Factor = 106.99 % - 100 % = 6.99 %.

N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.

GOOD LUCK!
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