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THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. Why shall mission statements be broad and general? (2 Points)
Mission statements shall be broad and general in order to be consistent and convey meaning for the company. This way, mission statements could survive and be relevant all along the potential life of companies.
2. What factors determine whether a responsibility area in a hotel shall be organized as a division or a department? (2 Points)

The following 2 factors determine whether a responsibility area in a hotel be organized as a division or a department:
· Number of employees working for that very responsibility area.
· Variety and complexity of activities performed in that very responsibility area.
3. What are some of the benefits hotels enjoy by creating guest history records / files? (3 Points)

Benefits hotels enjoy by creating guest history records / files are as follows:

· Better understand hotel’s clientele and hence serve them better by satisfying not only the standard needs but also specific needs of guests (guest delight).
· Provide a solid base for strategic marketing.
· Communicate promotion campaigns as well as advertise its existing services or added services at no cost.
· Create a mailing list that can use to send special cards to departed guests celebrating important days in their lives (ex. birthdays, wedding ceremonies…).
4. What pieces of information are typically recorded in a Point of Sale (POS) generated transaction (i.e. voucher)? (2 Points)
Pieces of information needed to be recorded on a POS-generated transaction are as follows:
· Name of the revenue center / point of sale outlet.

· Amount of the transaction.
· Description of the transaction.
· Affected department(s).
· Type of transaction.
· Identity of the cashier.
· Amount paid / to be paid.
· Room number (if applicable).
· Method of payment.
· Name of the guest (if applicable).
· Guest signature (if applicable).
5. What are the 2 responsibilities of “General Management” module? (2 Points)

The 2 responsibilities of “General Management” module are as follows:

· Generates reports using data collected from reservations management, rooms management, and guest accounting management software modules.
· Serves also as a link between front office and back office system interface applications.
6. Shinji Holiday Village agrees to allot Kagawa Travel Agency 20 Single, 30 Double & 12 Triple rooms for the period running from 20/03/2019 (Wednesday) till 14/06/2019 (Friday) for each Thursday & Saturday arrivals for 2 nights. According to the allotment contract signed between both parties, Kagawa Travel Agency 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 Shinji Holiday Village? (1 Point)

The first group is estimate to arrive at Shinji Holiday Village on Thursday 21/03/2019.
b) When is the cut-off date of the first group? (1 Point)

The cut-off data of the first group is Saturday 16/03/2019.
c) Suppose, by the cut-off date of the first group, Kagawa Travel Agency communicated a Final List showing a need of 17 Single, 24 Double & 7 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 requested (Initial Allotment): 20 + 30 + 12 = 62 rooms.
· Number of rooms (Final List): 17 + 24 + 7 = 48 rooms.

· Number of Washed out rooms: 62 – 48 = 14 rooms.

· Wash Out Factor: (14 / 62) * 100 = 22.58 %.

7. What advantages are provided by cluster offices? (2 Points)

Cluster offices possess the following advantages:

· Create operation efficiency as less labor (reservation agents / technology specialists) is needed to serve all properties.
· Create cross-selling opportunities.
· Enable coordination of room rates and availability among properties, the brand’s central reservation network and the global distribution systems.
8. What shall room keys / access codes policies issued by hotels clearly state? (2 Points)

Room keys / access codes policies issued by hotels shall clearly state the following:

· Who is authorized to issue guestroom keys?
· Who receives such keys?
· Where and how guestroom keys are created / stored at the front desk?
9. Compare and contrast “Suggestive Selling” and “Upselling” techniques?  (2 Points)

While suggestive selling refers to a technique to suggest higher rated room categories / types first, upselling is a technique to offer guests specific rooms (in the same room category) that are highly priced.
10. What do we call a guest account with a Net Outstanding Balance reaching or very near to floor limit? What shall management do in such a case? (3 Points)

A guest account with a net outstanding balance reaching or very near to floor limit is referred to as high balance / risk account. In such a case, management shall do the following:
a) Ask the payment card company to authorize additional credit (i.e. increase floor limit).
b) Request the guest to make partial payment to reduce the outstanding account balance.
c) If this not possible, front offices automatically relay to all point-of-sales outlets that guest in question becomes a PIA guest.
11. What are cash banks? For which purposes they are used? (2 Points)
Cash banks are the amounts of cash assigned to a cashier so that he/she can handle the various transactions that occur in a particular work shift. Moreover, cash banks are used for the following purposes:
· Make change when guests settle their accounts.
· Process paid-outs.
· Provide other cash-related services during the cashier’s shift.
12. What is late check-out? How can hotels minimize late check-out? (2 Points)
Late check-out refers to a situation where guests check out after the hotel's established check out time. In order to minimize late check-out, hotels shall do the following:

· Post check-out notices in visible places (ex. on the back of all guestroom doors).
· Include a reminder of the check-out time in any pre-departure materials distributed to guests expected to depart on the current day.
13. Yılmaz Hotel consists of 300 rooms. Mr. Burak has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Yılmaz Hotel needed to overbook for the night of April 11th 2019. 

Mr. Burak was given the following information at hand, both updated and concerning the night of April 11th, 2019: 
· Number of rooms reserved: 


215 rooms

· Number of rooms occupied by stayovers:

52 rooms

· Forecasted No-show Percentage:


2.25 %

· Forecasted Understay Percentage:
 
3.25 %

· Forecasted Overstay Percentage:
 

1.75 %

· Forecasted Cancellation Percentage: 

5 %

· Expected Out Of Order Rooms:


6 rooms
Suppose you are the Rooms Division Manager in Yılmaz Hotel. Since Mr. Burak is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Burak 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, 2019 = 215 + 52 = 267 Rooms
· Adjustment due to no-shows  = - 2.25 % * 215 = - 4.8375 Rooms
· Adjustment due to understays  = - 3.25 % * 52 = - 1.69 Rooms
· Adjustment due to overstays  = 1.75 % * 52 = + 0.91 Rooms
· Adjustment due to cancellation  = - 5 % * 215 = - 10.75 Rooms
· Total adjustment = - 4.8375 – 1.69 + 0.91 – 10.75 = - 16.3675 Rooms
· Total number of rooms expected to be occupied for the night of April 11th, 2019 (after adjustment) = 267 – 14.715 = 250.6325 Rooms
· Total number of rooms available for sale for the night of April 11th, 2019 = 300 - 6 = 294 Rooms
· Maximum number of rooms to be additionally reserved for the night of April 11th, 2019 = 294 – 250.6325 = 43.3675 Rooms
· Total number of rooms expected to be reserved and occupied for the night of April 11th, 2019 = 267 + 43.3675 = 310.3675 Rooms ≈ 310.37 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 267 + 43.3675 – 294 = 16.3675 Rooms ≈ 16.37 Rooms.
c) The overbooking factor? (1 Point)

· Forecasted Occupancy Percentage = 310.3675 / (300 – 6) * 100 = 105.57 %.

· Overbooking Factor = 105.57 % - 100 % = 5.57 %.

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