02/07/14
THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. What are the characteristics of an objective? (2 Points)

The characteristics of an objective are as follows:

· Specific

· Numerical

· Measurable

· Observable

2. Why shall “Reservation” departments maintain a strong and coordinated relationship with “Sales & Marketing” departments? What are the 2 risks that might happen if such a coordination does not happen? (3 Points)

Reservation departments shall maintain a strong and coordinated relationship with sales & marketing departments since both departments’ main responsibility is to reserve rooms (while reservation department reserve rooms for FIT’s, marketing & sales department reserve rooms for groups). While handling this very duty, they have to reserve form the same number of rooms (supply) that hotel has. Hence, they should coordinate with each other. If such a coordination does not exist or happen to occur slowly, the following 2 risks can occur:

· Overbooking (or short-selling)

· Potential room revenue loss

3. What is “Guest Delight”? Is it easy to create guest delight? Why? Why not? (3 Points)

Guest delight occurs when a hotel offers more than what a guest expects. It is not easy to create guest delight. In fact, different guests normally have different expectation levels and, hence, by creating guest delight, hotels have to offer certain products / services that will positively shock all those guests at once. Moreover, a guest in delight coming back again to the hotel (repeat guest) can well have higher expectation compared to the ones he / she had when he /she first tried the hotel. This means, that hotels shall continuously compete with themselves to create / design new products / services to keep that guest delight. This is certainly not an easy thing!

4. What is the meaning of guest signature on the registration record for the guest and for the hotel? (2 Points)
Guest signature means (for the guest) that he / she accepted what is conveyed in the registration record. Moreover, guest signature means (for the hotel) that they are responsible / liable to offer whatever is needed / requested in the registration record.

5. Why shall hotels watch out for Net Outstanding Balances? Under what risk hotels might be if they don’t monitor carefully those very balances? (2 Points)

Hotels shall watch out for net outstanding balance to make sure that this very balance never reaches / exceeds the initially blocked credit card amount (floor limit). If not, hotels fall under the risk of guests not paying / being not able to pay for their expenditures at departure.

6. Lanzini Holiday Village agrees to allot Manuel Tour Operator 12 Single, 30 Double & 8 Triple rooms for the period running from 15/06/2014 (Sunday) till 29/08/2014 (Friday) for each Wednesday & Friday arrivals for 3 nights. According to the allotment contract signed between both parties, Manuel Tour Operator 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 Lanzini Holiday Village? (1 Point)

The first group is estimated to arrive at Lanzini Holiday Village on Wednesday 18/06/2014.
b) When is the cut-off date of the first group? (1 Point)

The cut-off date of the first group is Saturday 14/06/2018.
c) Suppose, by the cut-off date of the first group, Manuel Tour Operator communicated a Final List showing a need for 8 Single, 27 Double & 5 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: 12 + 30 + 8 = 50 rooms.

· Requested rooms (Final list): 8 + 27 + 5 = 40 rooms.

· Washed out rooms = 50 – 40 = 10 rooms.

· Wash out factor = (10 / 50) * 100 = 20.00 %.

7. Why should Rooms Division employees be sales-minded? What is the difference between “Suggestive Selling” and “Upselling” sales techniques? (3 Points)

Rooms division employees shall be sales-minded so that room revenue is maximized. There are different techniques that can be used to maximize room revenue. 2 of them are suggestive selling and upselling. While suggestive selling denotes as selling technique where employees shall convince potential guests to obtain highest priced room types, upselling refers to a technique where employees convince guests to obtain highest priced room within the same room type category.

8. “All guests with guest charge privileges are automatically guests with direct billing privileges”. Do you agree with this statement? Why? Why not?  (2 Points)

No, I don’t agree with this statement. In fact the opposite is correct: All guests with direct billing privileges are automatically guests with guest charge privileges.

9. At Adın Hotel, Olcan has accumulated, just before checkout, the following details in his guest folio:
- Room Charges


$ 6,847.36
- Food Charges


$ 3,589.44
- Beverage Charges


$ 575.02
- Telephone Charges


$ 275.53
- Extra Charges


$ 85.85
- Payment (During Stay)

$ 3,000.00
- Guaranteed Reservation Payment 
$ 1,500.00
Suppose that Olcan decided to settle his guest folio, 60 % by Cash, 30 % by Credit Card and the remaining by Personal Check.
a) What is Olcan’s Net Outstanding Balance? (2 Points)

· Net outstanding balance = Total Charges – Total Payments = (6,847.36 + 3,589.44 + 575.02 + 275.53 + 85.85) – (3,000 + 1,500) = 11,373.20 – 4,500 = $ 6,873.20.
b) Journalize the zeroing of the guest folio. (2 Points)

     Dr

       Cr.

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


Cash




$ 4,123.92

Credit Card Payment Account
$ 2,061.96

Personal Check Payment Account
$ 687.32





Guest Account

$ 6,873.20
-------------------------------------------------------------------------------------------------------------
c) What are the supporting documents needed as to close properly Olcan’s folio? (2 Points)

· Cash Voucher with an amount of $ 4,123.92.
· Credit Card Voucher with an amount of $ 2,061.96.
· Personal Check Voucher with an amount of $ 687.32.
· An invoice with an amount of $ 6,873.20.

10. AVIM Hotel consists of 305 rooms. Mr. Carlson has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms AVIM Hotel needed to overbook for the night of July 29th 2014. 

Mr. Carlson was given the following information at hand, both updated and concerning the night of July 29th, 2014: 
· Number of rooms reserved: 


250 rooms

· Number of rooms occupied by stayovers:
28 rooms

· Forecasted No-show Percentage:

1.50 %

· Forecasted Understay Percentage:
 
0.78 %

· Forecasted Overstay Percentage:
 
2.75 %

· Forecasted Cancellation Percentage: 

4.25 %

· Expected Out Of Order Rooms:

5 rooms
Suppose you are the Rooms Division Manager in AVIM Hotel. Since Mr. Carlson is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Carlson 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 July 29th, 2014 = 250 + 28 = 278 Rooms
· Adjustment due to no-shows  = - 1.50 % * 250 = - 3.75 Rooms
· Adjustment due to understays  = - 0.78 % * 28 = - 0.2184 Rooms
· Adjustment due to overstays  = 2.75 % * 28 = + 0.77 Rooms
· Adjustment due to cancellation  = - 4.25 % * 250 = - 10.625 Rooms
· Total adjustment = - 3.75 – 0.2184 + 0.77 – 10.625 = - 13.8234 Rooms
· Total number of rooms expected to be occupied for the night of July 29th, 2014 (after adjustment) = 278 – 13.8234 = 264.1766 Rooms
· Total number of rooms available for sale for the night of July 29th, 2014 = 305 - 5 = 300 Rooms
· Maximum number of rooms to be additionally reserved for the night of July 29th, 2014 = 300 – 264.1766 = 35.8234 Rooms
· Total number of rooms expected to be reserved and occupied for the night of July 29th, 2014 = 278 + 35.8234 = 313.8234 Rooms ≈ 313.82 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 278 + 35.8234 – 300 = 13.8234 rooms ≈ 13.82 Rooms.
c) The overbooking factor? (2 Points)

· Forecasted Occupancy Percentage = 313.82 / (305 – 5) * 100 = 104.61 %
· Overbooking Factor = 104.61 % - 100 % = 4.61 %.
N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.

GOOD LUCK!
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