22/03/16
THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. Which department is responsible for coordinating emergency communications? Why? (2 Points)
Telephone department is responsible for coordinating emergency communications because this very department is the only one that knows all telephone connections in the hotel, can access guests, employees / managers as soon as possible and have already received training on how to behave in such vital / critical moments.

2. Briefly explain how can job descriptions be used as tools to conduct training or retraining? (2 Points)

A new recruit will be handed, by his / her supervisor the job description pertinent to his / her work position. Later, the recruit and the supervisor will jointly analyze the related tasks / sub-tasks and come with a conviction concerning the areas under which recruit needs training and / or re-training.

3. Why shall hotels consider creating “Guest Delight” in order to make the stages guests pass by as a cycle? (2 Points)

Creating guest delight is synonymous of offering certain products / services that exceed the expectations of the guest. When guest feels in delight, he would be psychologically ready to try the hotel again on any return trip. This would increase the chance that this very guest would become a repeat guest. Upon returning to the property, hotels manage to create the guest cycle.
4. What are the advantages that hotels, operating under semi-automated system, enjoy at arrival stage of the guest cycle compared to hotels, operating under manual system? (3 Points)
Some of the advantages that hotels, operating under semi-automated system, enjoy at arrival stage of the guest cycle compared to hotels, operating under manual system are as follows:

· After pre-registration record verifications, guest have only to sign → quicker registration
· Quicker verification of credit card validation 
· Quicker establishment of guest charge privileges.
5. Why shall hotels watch out for guest’s Net Outstanding Balance? What happens if hotels fail to do so? (2 Points)

Hotels shall watch for the Net Outstanding Balance (NOB) so that this very balance won’t exceed the floor limit (i.e. the already blocked amount from guest’s credit card to award him / her guest charge privileges). If NOB exceeds the floor limit, then hotels would be faced with risk that:

· Said guest would not be able to pay NOB at departure

· Guest’s credit card company would refuse to pay the difference between the NOB and the floor limit.

6. Boyko Holiday Village agrees to allot Denys Travel Agency 15 Single, 30 Double & 12 Triple rooms for the period running from 20/03/2016 (Sunday) till 29/05/2016 (Sunday) for each Wednesday & Friday arrivals for 3 nights. According to the allotment contract signed between both parties, Denys Travel Agency has to send its final list latest 3 days before actual arrival of any group.
a) When is the first group estimated to arrive to Boyko Holiday Village? (1 Point)

The first group is estimated to arrive to Boyko Holiday Village on Wednesday 23/03/2016.

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

The cut-off date of the first group is on Sunday 20/03/2016.
c) Suppose, by the cut-off date of the first group, Denys Travel Agency communicated a Final List showing a need of 11 Single, 27 Double & 6 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)
· Number of rooms initially allotted = 15 + 30 + 12 = 57 rooms.

· Number of rooms requested (Final List) = 11 + 27 + 6 = 44 rooms.
· Number of washed out rooms = 57 – 44 = 13 rooms.

· Wash out factor percentage = (13 / 57) * 100 = 22.81 %.

7. What are the 2 factors that check-in clerks shall consider while assigning a room to a guest? (2 Points)

The 2 factors that check-in clerks shall consider while assigning a room to a guest are as follows:
· Future reservation commitment (i.e. make sure that the pre-assigned room is not assigned to any other guest during the potential guest’s expected length of stay)
· Sales-minded (i.e. while offering a room, try to convince guest to be accommodated at the highest-priced room available)
8. Why shall front office and housekeeping departments prepare “Room Status” reports? (2 Points)

Front office and housekeeping departments shall prepare “room status” reports in order to detect room status discrepancies and correct them as soon as possible.
9. What is the difference between “DNCO” and “Due out” rooms?  (2 Points)

While “Did Not Check Out” (DNCO) is a room status of a room for which guest has made arrangements to settle his / her account (hence not a skipper), yet has left without informing the front office, “Due out” is a room status of a room which is expected to be vacant after the following day’s checkout time.
10. At Özyakup Hotel, Oğuzhan has accumulated, just before checkout, the following details in his guest folio:
- Room Charges


$ 1,460.52
- Food Charges


$ 345.28
- Beverage Charges


$ 124.78
- Telephone Charges


$ 50.26
- Extra Charges


$ 5.25
- Payment (During Stay)

$ 230.00
- Guaranteed Reservation Payment 
$ 450.00
Upon thorough analysis of his expenditures, Oğuzhan objected the high beverage consumption. Özyakup Hotel’s cashier checked again the beverage vouchers and found that Oğuzhan was 30 % overbilled (this error was due 2 days ago). The hotel corrected the posting error and presented the folio to Oğuzhan for signature.

a) What supporting document is needed to prove the correction of the posting error? How much (in US Dollars) should this very document include? What is the effect (i.e. Debit or Credit) on the folio’s net outstanding Balance? (2 Points)
Since the posting error is detected and corrected after the closing of the business day, an allowance voucher is needed to prove the correction of the posting error. Moreover, the amount of allowance voucher shall be $ 37.43 (i.e. 30 % * 124.78). Lastly, the effect is a credit (i.e. decrease) on the folio’s net outstanding balance.  

Suppose that Oğuzhan decided to settle his guest folio, 40 % by cash, and the remaining by Special Programs.
b) What is Oğuzhan’s Net Outstanding Balance? (1 Point)

· Net Outstanding Balance = Total charges – Total payments = (1,460.52 + 345.28 + 87.35 + 50.26 + 5.25) – (230 + 450) = 1,948.66 – 680 = $ 1,268.66.

c) Journalize the zeroing of the guest folio. (2 Points)

       Dr

       Cr.

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


Cash




$ 507.46

Special Program Payment Account
$ 761.20





Guest Account

$ 1,268.66
-------------------------------------------------------------------------------------------------------------
d) What are the supporting documents needed as to close properly Oğuzhan’s folio? (1 Point)

· Cash Voucher ($ 507.46).
· Special Program Voucher ($ 761.20).
· An invoice ($ 1,268.66).
11. Frei Hotel consists of 260 rooms. Mr. Kerim has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Frei Hotel needed to overbook for the night of April 27th 2016. 

Mr. Kerim was given the following information at hand, both updated and concerning the night of April 27th, 2016: 
· Number of rooms reserved: 


200 rooms

· Number of rooms occupied by stayovers:
30 rooms

· Forecasted No-show Percentage:

4 %

· Forecasted Understay Percentage:
 
2 %

· Forecasted Overstay Percentage:
 
3 %

· Forecasted Cancellation Percentage: 

6 %

· Expected Out Of Order Rooms:

5 rooms
Suppose you are the Rooms Division Manager in Frei Hotel. Since Mr. Kerim is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Kerim to come up with:
a) The maximum number of rooms (including overbooked rooms) that can be reserved for that very night? (4 Points)

· Total number of rooms expected to be occupied for the night of April 27th, 2016 = 200 + 30 = 230 Rooms
· Adjustment due to no-shows  = - 4 % * 200 = - 8 Rooms
· Adjustment due to understays  = - 2 % * 30 = - 0.60 Rooms
· Adjustment due to overstays  = 3 % * 30 = + 0.90 Rooms
· Adjustment due to cancellation  = - 6 % * 200 = - 12 Rooms
· Total adjustment = - 8 – 0.60 + 0.90 – 12 = - 19.70 Rooms
· Total number of rooms expected to be occupied for the night of April 27th, 2016 (after adjustment) = 230 – 19.70 = 210.30 Rooms
· Total number of rooms available for sale for the night of April 27th, 2016 = 260 - 5 = 255 Rooms
· Maximum number of rooms to be additionally reserved for the night of April 27th, 2016 = 255 – 210.30 = 44.70 Rooms
· Total number of rooms expected to be reserved and occupied for the night of April 27th, 2016 = 230 + 44.70 = 274.70 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 230 + 44.70 – 255 = 19.70 Rooms.
c) The overbooking factor? (1 Point)

· Forecasted Occupancy Percentage = 274.70 / (260 – 5) * 100 = 107.73 %
· Overbooking Factor = 107.73 % - 100 % = 7.73 %.
N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.

GOOD LUCK!
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