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THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. Why should the “Reservation” and “Sales / Marketing” departments maintain a strong collaboration with each other? What problems can be encountered if those 2 very departments do not collaborate with each other? (2 Points)
“Reservation” and “Sales / Marketing” departments shall maintain a strong collaboration with each other because those very departments are competing to reserve from the same fixed supply of rooms (i.e. reservation department reserves rooms for FIT’s while sales / marketing department reserves rooms for groups). If those departments do not collaborate with each other, two dangers can occur:

· Potential room revenue loss

· Overbooking

2. What are the advantages that hotels enjoy if one employee handles one and only one responsibility area at a time? (2 Points)

The advantages that hotels enjoy if one employee handles one and only one responsibility area at a time are as follows:

· Enhance front office control over its operations.
· Lead to customization of guest services.

3. What does signature, on the registration, record imply for the guest as well as for the hotel? (2 Points)

Signature, on the registration record, implies the following:
· Acceptance of the guest for the terms / conditions conveyed on the registration record.

· Obligation, from the point of view of the hotel, to offer what is conveyed in the registration record.

4. What pieces of information, on the registration record, help hotels determine the long-run availability of rooms? Briefly provide an illustrative example. (2 Points)
“Room Number”, “Date of Arrival”, “Expected Date of Departure / Length of Stay” and “Signature” items on the registration record help determine the long-run availability (i.e. reservation status) of rooms. To illustrate, let’s assume that Hotel A has an open registration record for room 102 where the date of arrival is 28/03/2018 and expected date of departure is 31/03/2018. This implies that room 102 cannot be pre-assigned (as part of reservation process) to any guest (hence cannot be reserved) in between 28/03/2018 and 30/03/2018.
5. Contrast and compare “Straight” front desks with “Circular / Semi-circular” front desks? What can you conclude from this comparison? (3 Points)

While “Straight desk” looks traditional, and employs, within it, less number of front office employees (i.e. low labor cost), “Circular / Semi-circular” desk looks more modern and can serve more number of guests at a time.

This very comparison tells us that there is no best front desk structure that can be advised for hotels.

6. Levan Holiday Village agrees to allot Müller Travel Agency 15 Single, 25 Double & 8 Triple rooms for the period running from 26/03/2018 (Monday) till 31/05/2018 (Thursday) for each Friday & Saturday arrivals for 3 nights. According to the allotment contract signed between both parties, Müller Travel Agency has to send its final list latest 7 days before actual arrival of any group.
a) When is the first group estimated to arrive to Levan Holiday Village? (1 Point)

The first group is estimated to arrive to Levan Holiday Village on Friday 30/03/2018.

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

Cut-off date of the first group is on Friday 23/03/2018.
c) Suppose, by the cut-off date of the first group, Müller Travel Agency communicated a Final List showing a need of 13 Single, 21 Double & 3 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)
· Total number of rooms allotted = 15 + 25 + 8 = 48 rooms.

· Total number of rooms conveyed in final list = 13 + 21 + 3 = 37 rooms.

· Total number of washed out rooms = 48 – 37 = 11 rooms.

· Wash out factor percentage = (11 / 48) * 100 = 22.92 %.

7. Why shall registration clerks be sales-minded? What shall registration clerks possess to be sales-minded? (2 Points)
Registration clerks shall be sales-minded in order to maximize hotel’s room revenue and total revenue in general. Moreover, in order for registration clerks to be sales-minded, they need to have the following 3 characteristics:
· Be knowledgeable of the goods / services offered by the hotel.

· Have a convincing power.

· Have received prior training on selling techniques (ex. suggestive selling, upselling…).

8. Explain, using an example, how “Service level” affect room’s price? (2 Points)

Let’s consider a double room in the hotel with room number 501.

If the guest will pay only for the accommodation (i.e. for the bed – B), he will pay $ 100 for the room.

If the guest will pay for the accommodation and breakfast (B & B), he will pay $ 110 for the room.

If the guest will pay for the accommodation, breakfast and lunch or dinner (HP), he will pay $ 130 for the room.

If the guest will pay for the accommodation, breakfast, lunch and dinner (FP), he will pay $ 150 for the room.

9. What is the difference between “Twin” and “Suite” rooms?  (2 Points)

While “Twin” room is a room with two twin beds (each of the size of 99 by 190 cm) that can be occupied by one or more guests, “Suite” room is a room with a parlor (i.e. living room) connected to one or more beds.

10. At Uysal Hotel, Necip has accumulated, just before checkout, the following details in his guest folio:
- Room Charges


$ 1,903.40
- Food Charges


$ 325.86
- Beverage Charges


$ 102.23
- Telephone Charges


$ 47.21
- Extra Charges


$ 5.62
- Payment (During Stay)

$ 375.00
- Guaranteed Reservation Payment 
$ 395.00
Upon thorough analysis of his expenditures, Necip objected the high food consumption. Uysal Hotel’s cashier checked again the food vouchers and found that Necip was 30 % overbilled (this error was due on the same day of departure). The hotel corrected the posting error and presented the folio to Necip 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 on the same day it is made (i.e. before the closing of the business day), a correction voucher is needed to prove the correction of the posting error. Moreover, the amount of correction voucher shall be $ 97.758 (i.e. 30 % * 325.86). Lastly, the effect is a credit (i.e. decrease) on the folio’s net outstanding balance.
Suppose that Necip decided to settle his guest folio, 40 % by Cash, 25 % by personal check and the remaining by Credit Card.
b) What is Necip’s Net Outstanding Balance? (1 Point)

· Net Outstanding Balance = Total charges – Total payments = (1,903.40 + 228.102 + 102.23 + 47.21 + 5.62) – (375 + 395) = 2,286.562 – 770 = $ 1,516.562.

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

       Dr

       Cr.

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


Cash




$ 606.62


Personal Check Payment Account
$ 379.14

Credit Card Payment Account
$ 530.80





Guest Account

$ 1,516.56
-------------------------------------------------------------------------------------------------------------
d) What are the supporting documents needed as to close properly Necip’s folio? (1 Point)

· Cash voucher ($ 606.62).

· Personal Check Voucher ($ 379.14).

· Credit Card Voucher ($ 530.80).

· An invoice ($ 1,516.56).
11. Medel Hotel consists of 268 rooms. Mr. Gary has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Medel Hotel needed to overbook for the night of April 11th 2018. 

Mr. Gary was given the following information at hand, both updated and concerning the night of April 11th, 2018: 
· Number of rooms reserved: 


205 rooms

· Number of rooms occupied by stayovers:

44 rooms

· Forecasted No-show Percentage:


3.50 %

· Forecasted Understay Percentage:
 
2.25 %

· Forecasted Overstay Percentage:
 

3.75 %

· Forecasted Cancellation Percentage: 

4 %

· Expected Out Of Order Rooms:


5 rooms
Suppose you are the Rooms Division Manager in Medel Hotel. Since Mr. Gary is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Gary 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 11th, 2018 = 205 + 44 = 249 Rooms
· Adjustment due to no-shows  = - 3.50 % * 205 = - 7.175 Rooms
· Adjustment due to understays  = - 2.25 % * 44 = - 0.99 Rooms
· Adjustment due to overstays  = 3.75 % * 44 = + 1.65 Rooms
· Adjustment due to cancellation  = - 4 % * 205 = - 8.20 Rooms
· Total adjustment = - 7.175 – 0.99 + 1.65 – 8.20 = - 14.715 Rooms
· Total number of rooms expected to be occupied for the night of April 11th, 2018 (after adjustment) = 249 – 14.715 = 234.285 Rooms
· Total number of rooms available for sale for the night of April 11th, 2018 = 268 - 5 = 263 Rooms
· Maximum number of rooms to be additionally reserved for the night of April 11th, 2018 = 263 – 234.285 = 28.715 Rooms
· Total number of rooms expected to be reserved and occupied for the night of April 11th, 2018 = 249 + 28.715 = 277.715 Rooms ≈ 277.72 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 249 + 28.715 – 263 = 14.715 Rooms ≈ 14.72 Rooms.
c) The overbooking factor? (1 Point)

· Forecasted Occupancy Percentage = 277.715 / (268 – 5) * 100 = 105.60 %
· Overbooking Factor = 105.60 % - 100 % = 5.60 %.
N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.

GOOD LUCK!
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