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61 243 Rooms Division Management
Midterm Exam Answer Sheet
PART I: Answer the following questions

1. Why Job Description shall be prepared before Job Specification? (2 Points)

Answer: Companies should, on a regular basis, analyze their organization charts for a possible change. Sometimes, a possible change might mean a need for a creation of a certain new position to handle various tasks not already exercised in the company. It’s only by then that the company shall design the Tasks and Subtasks that compose this very new Job. This process is called Job Description. Later on, companies shall determine the skills and traits a potential position holder shall be equipped with in order to successfully perform that very job. This is referred to as Job Specification.

2. What’s the difference between “Flexible Scheduling” and “Compressed Work Shifts”? (2 Points)

Answer:  Flexible Work Hours (i.e. Flextime) is a kind of alternative scheduling where employees might start work, for example, one hour earlier, just to leave again one hour earlier. On the other hand, compressed work Scheduling means that instead of working 5 days per week, 8 hours per day, employees might work 4 days per week, 10 hours per day. In other words, compressed work-scheduling means working all the 40 hours per week in less than the standard 5 days per week.
3. List briefly some of the advantages of the fully automated system over the manual system as far as the pre-arrival stage is concerned? (4 Points)

Answer: Some of the advantages of the fully automated system over the manual system as far as the pre-arrival stage is concerned are:

( Accommodate reservation inquiries for any future period of time!

( Generate and automatically send letters of confirmation

( Generate Confirmation and cancellation numbers

( Automatically generate and process guest guarantee deposits

( Automatically handling pre-registration activities for all reserved guests!

( Automatically generate daily Arrival and Departure Lists

4. If the hotel offers more than what a guest expects, this is referred to as Guest Delight. (1 Point)

5. Explain briefly some of the undesirable reasons of overbooking? (2 Points)

Answer:  There are three common undesirable reasons of overbooking. These are:

a) Miscommunication between Reservation and Sales departments as far as accurate and on-line room availability is concerned

b) Miscommunication between the hotel from one part and Central Reservation Offices and/or Intersell Agencies on the other  as far as accurate and on-line room availability is concerned

c) Out Of Order Rooms
6. Why should hotels maintain very good relation-ships with their competitors especially in the same geographical area? (2 Points)

Answer: Hotels shall maintain very good relation-ships with their competitors especially in the same geographical area for the following reasons:

( This type of approach is the most professional and positive way of doing business

( Competitors can help fill you hotel in vacant periods and vice versa

( Competitors help you cope with some of your undesired overbooking volume

( With this positive approach, competitors and your entity will eventually develop the tourism sector in that very region

7. Why hotels shall pre-register each potential guest? What are the forms and/or documents that need to be prepared before actual arrival? (3.5 Points)

Answer: Hotels shall pre-register each potential guest to accelerate the registration process. Moreover, pre-registering a potential guest means preparing the following documents before the expected arrival date:

a) Pre-registration Record

b) Information Record

c) Guest and/or Master Folio

8. Why should the housekeeping department and the front office department communicate accurate and updated room status data to each other? What consequences might arise if such a communication is not correctly handled? (4 Points)

Answer: The housekeeping department and the front office department shall communicate accurate and updated room status data in order to assign a clean room to each potential guest. If this coordination is not accurate and prompt, two important consequences might occur:
a) Escort a guest to a dirty room

b) Let the guest wait in the lobby to be escorted to a room, even though that very room might already be cleaned by the housekeeping department.

9. Why should hotels monitor guest credits during their occupancy stage at the hotel? What consequences arise if the hotel fails to do so? (3 Points)

Answer: Hotels shall monitor guest credits during their occupancy stage at the hotel so that the Net Outstanding Balance of Guest Folios never exceeds the Floor Limit established previously by the hotel at registration. Failing to do so will lead to possible problems and conflicts of credit card companies not willing to pay for the Net Outstanding Balance but only up to the Floor Limit which would mean that the hotel shall run after a departed guest to collect back the difference owed to the hotel!

10. “Front Office clerks shall be sales-minded.” Could you analyze this sentence and explain what qualifications, and/or sales techniques Front Office clerks shall be equipped with in order to be sales-minded? (4 Points)

Answer: “Front Office clerks shall be sales-minded.” This very sentence implies that Front Office Clerks shall have the sole objective of maximizing not only the Hotel’s Room Revenue but the total Hotel Revenue. This can only be done if Front Office Clerks have the following skills:

a) Be knowledgeable about hotel products

b) Receive a good training about selling techniques (ex. Up-selling and Suggestive Selling Techniques)

c) Be equipped with a strong convincing power 
PART II:

BJK hotel consists of 168 rooms. Mr. Adrian Ilie has been newly hired for the position of a reservation clerk.

Mr. Ilie was given the following information at hand (all updated and concerning the night of April 09th, 2004): 

( Number of rooms reserved: 



69 rooms

( Number of rooms occupied by stay-overs:

73 rooms

( Forecasted No Shows Percentage


8.5 %

( Forecasted Under-stays Percentage 

12.5 %

( Forecasted Overstays Percentage 


06 %

( Forecasted Cancellation Percentage 

09 %

( Forecasted Number of Out of Order Rooms 
05 rooms

Suppose you are the Rooms division manager in BJK hotel. Since Mr. Ilie is newly hired, he knocked your door and wanted your assistance. Could you help him come out with:

a) Number of rooms that needs to be overbooked according to the Potential Solution solved in you class sessions (3 Points)

· Total number of rooms expected to be occupied for the night of April 9th, 2004 : 69 reserved rooms + 73 stay-over rooms = 142 rooms

· Adjustment due to No-shows: - 8.5 % * 69 = - 5.865 Rooms

· Adjustment due to Under-stays: - 12.5 %* 73 = - 9.125 Rooms

· Adjustment due to Overstays: 6 % * 73 = 4.38 Rooms

· Adjustment due to Cancellation: - 9 % * 69 = - 6.21 Rooms

· Total Adjustments: -5.865 – 9.125 + 4.38 – 6.21 = - 16.82 Rooms

· Total number of rooms expected to be occupied for the night of April 9th, 2004 (after adjustment) = 142 – 16.82 Rooms = 125.18 Rooms

· Total number of rooms available for sale for the night of April 9th, 2004 = 168 - 5 = 163 Rooms

· Hence, we shall reserve for another 163 rooms – 125.18 rooms = 37.82 Rooms

· Total number of rooms expected to be reserved & occupied for night of April 9th, 2004 = 142 + 37.82 = 179.82 Rooms

· Additional Number of Rooms above 163 rooms that might be reserved = 179.82 – 163 = 16.82 Rooms
b) The Forecasted Occupancy Percentage assuming that BJK Hotel reserved all the rooms expected to be available for sale plus the additional overbooked rooms (2 Points)

· Expected Occupancy rate (with Adjustments) = (179.82 rooms) / (168 - 5) * 100 = 110.32%
c) The Overbooking Factor (0.5 Points)

· Overbooking factor = 110.32 % - 100 % = 10.32 %
