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Midterm Exam Answer Sheet
1. A hotel organization chart is described as a chart where a lot of cooperation and collaboration should exist between its different positions and hierarchical levels. Could you come up with four examples highlighting this cooperation? Explain (for each example) why such cooperation is needed. (4 Points)

Some positions in the Hotel Organization Chart that necessitates cooperation are:

· Front Office Check-in Clerks and Reservation Clerks ( providing arrival lists that helps better schedule check-in personnel.

· Front Office Check-out Clerks and Reservation Clerks ( providing departure lists that helps better schedule check-out personnel, and call expected departing guests to check whether they are actually departing or want to extend their journey.

· Front office Check-out clerks and Reservation Clerks ( If at departure, guest wants to reserve for a future period of time (Repeat Guest), the Check-out staff shall record this reservation and communicate to the reservation department.

· Front office Check-out clerks and Housekeeping department ( Post to departure, the Check-out personnel shall communicate, on real time, that the vacated room shall be cleaned for the next arrival.

· Housekeeping Clerks and Front Office Check-in Clerks ( both of the previous mentioned clerks should come together, on a regular basis, to compare between the Occupancy Report (Front Office Report) and Room Status Report (Housekeeping Report) for any room discrepancies and then adjust their reports as to reflect the “real” situation.

· Reservation Clerks and Marketing Department Sales Staff ( the reservation personnel shall communicate, on real time, any changes in reservation figures (Individual Reservation). Moreover, the marketing department sales personnel shall communicate any group reservation requests, on real time, to the reservation department.

· Front Office Clerks and Maintenance Personnel ( If any maintenance problem occurs in the guest room, the front office clerk(s) shall coordinate all the activities of the maintenance department in order to solve that problem(s) radically and in a speedy way.

2. What are the advantages of fully automated systems over the other two record keeping systems as far as departure stage of the guest cycle is concerned? (2 Points)

The advantages of fully automated systems over the other two record keeping systems as far as departure stage of the guest cycle is concerned are:

· Automatically produce bills / invoices

·  Automatically settle guest accounts

· Automatically transfer and relay of room status to the housekeeping department

· Automatically create guest history files

3. What is a registration record? Explain briefly any 2 usages of registration records? (2 Points)

A registration record is a collection of personal and financial data about a guest. Some of the usages of registration records might be as follows:

· Ensures satisfaction of  guest needs

· Help in forecasting room occupancies

· Help in ensuring proper settlement of guest accounts

· At departure, transformed to guest history records

· Ensure assignment of  a room type and a room rate for each guest (rooming function)

· Determine long-run availability [i.e. reservation information] versus short-run availability [i.e. room status]

· Ensures satisfaction of special categories of guests such as impaired ones through barrier-free designs, for example.
4. Shall hotels employ still Accounts Receivable (A/R) Clerks under fully automated systems? Why? Why not (1 Point)

Hotels, operating under fully automated systems, shall not employ A/R Clerks because all the responsibilities of this very position (i.e. sorting vouchers by room number, posting vouchers to folios, updating the net outstanding balance of folios, comparing net outstanding balances with floor limits…) are conducted automatically by computerized systems.
5. D-Look Hotel agrees to allot Smart Travel 05 Single, 15 Double & 04 Triple rooms for the period running from 01/03/2012 (Thursday) till 27/04/2012 (Friday) for each Sunday & Tuesday arrivals for 4 nights. According to the allotment contract signed between both parties, Smart Travel has to send its final list latest 4 days before actual arrival of any group.
a) When is the first group estimated to arrive to D-Look Hotel? (1 Point)

The first group is estimated to arrive at D-Look Hotel on Sunday 04/03/2012.
b) When is the cut-off date of the first group? (1 Point)

The cut-off date of the first group is Wednesday 29/02/2012.
c) Suppose, by the cut-off date of the first group, Smart Travel communicated a Final List showing a need of 04 Single, 13 Double & 02 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 allotment = 5 + 15 + 4 = 24 rooms

· Number of rooms requested (Final List) = 4 + 13 + 2 = 19 rooms

· Washed out rooms = 24 – 19 = 5 rooms.

· Wash out factor = (5 / 24) * 100 = 20.83 %.

6. What are the reasons behind reservation clerks asking potential guests about the time of arrival on the expected arrival date? (2 Points)
Reservation clerks inquire from potential guests the time of arrival for the following reasons:

· To coordinate with the housekeeping department so that a clean and available for sale room is ready for the guest upon arrival

· To encourage the guest to guarantee his / her reservation if the expected time of arrival is later than hotel’s standard cancellation hour

7. Why shall hotels, operating under manual systems, still pre-register groups? (2 Points)

Hotels, operating under manual systems, shall still pre-register groups because of the following reasons:

· Compared to individual reservations, the time used to pre-register groups is relatively lower since hotels need only 1 pre-registration record, 1 information record and shall open only 1 folio (master folio) for the whole group

· Even if time is anyway lost to pre-register groups, this very lost time will be more than compensated by the time savings gained at registration

· Since groups are reserved only post to receipt of the final list, the probability that the same group modifies or cancels reservation is significantly low.
8. What is the meaning of the signature that guests place on registration records? (2 Points)

The signature that guests place on registration records mean that:

· They (i.e. guests) accept what is written in the registration record

· Hotel promises to honor what is stated in the registration record

9. What is POS status? Why determining guest’s POS status is vital for the operation of revenue centers? Which information, from the registration record, determines the guest’s POS status?  (3 Points)

POS Status refers to the Point Of Sale Status. To illustrate, guests can either have a POS status (referred to as guests with guest charge privileges) or be without this very status (referred to as paid in advance guests). The POS status is important for revenue centers since cashiers, working in those revenue centers, have to know whether to make the guest pay as he / she consumes or ask him / her whether he / she prefers to post that charge to his / her folio. Lastly, the information on the registration record that determines guest’s POS status is “Method of Payment”. In fact, if method of payment is “Cash In Advance”, this would imply that guest is without POS status. Otherwise, guests depicting, on their registration records, that their method of payment is anything other than “Cash In Advance” would imply that those very guests are guests with POS status.
10. At Odeon Hotel, Salvatore has accumulated, just before checkout, the following details in his guest folio:
- Room Charges


$ 875.15
- Food Charges


$ 289.45
- Beverage Charges


$ 155.56
- Telephone Charges


$ 60.34
- Extra Charges


$ 15.00
- Payment (During Stay)

$ 268.75
- Guaranteed Reservation Payment 
$ 165.00
Suppose that Salvatore decided to settle his guest folio, 35 % by cash, 40 % by credit card, and the remaining by Personal Check.

a) What is Salvatore’s Net Outstanding Balance? (2 Points)

· Salvatore’s Net Outstanding Balance = (875.15 + 289.45 + 155.56 + 60.34 + 15.00) – (268.75 + 165.00) = 1,395.50 – 433.75 = $ 961.75.
b) Journalize the zeroing of the guest folio. (3 Points)

Dr.


      Cr.

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

Cash





$ 336.6125


Credit Card Payment Account

$ 384.70


Personal Check Payment Account

$ 240.4375






Guest Account



$ 961.75

-------------------------------------------------------------------------------------------------------------
c) What are the supporting documents needed as to close properly Pablo’s Salvatore’s folio? (2 Points)

· Cash Voucher with an amount of $ 336.6125.

· Credit Card Voucher with an amount of $ 384.70.

· Personal Check Voucher with an amount of $ 240.4375.

· An invoice with an amount of $ 961.75.

11. Özdilek Holiday Village consists of 237 rooms. Mr. Mehmet has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Özdilek Holiday Village needed to overbook for the night of April 11th 2012. 

Mr. Mehmet was given the following information at hand, both updated and concerning the night of April 11th, 2012:
· Number of rooms reserved: 


174 rooms

· Number of rooms occupied by stayovers:
27 rooms

· Forecasted No-show Percentage:

2 %

· Forecasted Understay Percentage:
 
3 %

· Forecasted Overstay Percentage:
 
6 %

· Forecasted Cancellation Percentage: 

4 %

· Expected Out Of Order Rooms:

2 rooms

Suppose you are the Rooms Division Manager in Özdilek Holiday Village. Since Mr. Mehmet is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Mehmet 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, 2012 = 174 + 27 = 201 Rooms
· Adjustment due to no-shows  = - 2 % * 174 = - 3.48 Rooms
· Adjustment due to understays  = - 3 % * 27 = - 0.81 Rooms
· Adjustment due to overstays  = 6 % * 27 = + 1.62 Rooms
· Adjustment due to cancellation  = - 4 % * 174 = - 6.96 Rooms
· Total adjustment = - 3.48 – 0.81 + 1.62 – 6.96 = - 9.63 Rooms
· Total number of rooms expected to be occupied for the night of April 11th, 2012 (after adjustment) = 201 – 9.63 = 191.37 Rooms
· Total number of rooms available for sale for the night of April 11th, 2012 = 237 - 2 = 235 Rooms
· Maximum number of rooms to be additionally reserved for the night of April 11th, 2012 = 235 – 191.37 = 43.63 Rooms
· Total number of rooms expected to be reserved and occupied for the night of April 11th, 2012 = 201 + 43.63 = 244.63 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 201 + 43.63 – 235 = 9.63 Rooms.
c) The overbooking factor? (2 Points)

· Forecasted Occupancy Percentage = 244.63 / (237 – 2) * 100 = 104.10 %
· Overbooking Factor = 104.10 % - 100 % = 4.10 %.

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

GOOD LUCK!
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