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61 243 Rooms Division Management
Midterm Examination 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 pre-arrival stage of the guest cycle is concerned? (3 Points)
Some advantages of fully automated systems over the other two record keeping systems (i.e. manual & semi-automated system) are as follows:

· Reservation department is equipped with Software package program that can be connected to one or more Central Reservation Systems → More potential reservation business volume

· Automatically generate letters of confirmation
·  Automatically generate Expected Arrival, Stay-over & Departure lists
· Automatically produce guest deposit requests
· Automatically handle all pre-registration activities
3. Using the underneath table, compare and contrast Individual & Group reservations? (4 Points)
	Individual Reservation
	Group Reservation

	-Reservation Department
	- Sales Department

	- Usually one person calls to reserve for himself / herself
	- Usually one person reserves for the whole members of the group (Group representative, Group leader, Member of the travel agency / Tour operator…)

	- One Reservation record for each potential guest
	- One Reservation rerecord for the whole group

	- One Guest Folio for each potential guest opened as part of the pre-registration process
	- One Master Folio for the whole group opened as part of the pre-registration process

	- Higher price assigned for room
	- Low price assigned for room

	- Upon matching room inquiry with room availability, reservation agent reserves a room
	- Upon signature of allotment contract, first block rooms needed. Later, upon receipt of Final List by Cut-off date, deblock the block, reserve for those rooms conveyed in the List and release the remaining for sale.

	- Reservations can be either Guaranteed or Non-guaranteed.
	- Reservations are usually on a Guaranteed basis.


4. Zapatocny Hotel agrees to allot Sivok Travel 12 Single, 25 Double & 6 Triple rooms for the period running from 09/11/08 till 20/12/08 for each Tuesday & Friday arrivals for 2 nights. According to the allotment contract signed between both parties, Sivok Travel 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 Zapatocny Hotel? (1 Point)

· The First Group is estimated to arrive on Tuesday 11/11/08.
b) When is the cut-off date of the first group? (1 Point)

· The Cut-off date of the first group is 06/11/08.
c) Suppose, by the cut-off date of the first group, Sivok Travel communicated a Final List showing a need of 10 Single, 20 Double & 4 Triple rooms. How many rooms are washed out? (1 Point) Calculate the Wash Out Factor Percentage. (round your answer to the nearest cent) (2 Points)
· Number of washed out rooms = (12 + 25 + 6) – (10 + 20 + 4) = 43 – 34 = 9 rooms.
· Wash Out Factor Percentage = (9 / 43) * 100 = 20.93 %.

5. List any 4 factors thought to affect room prices in hotels? (2 Points)
Some factors thought the affect room prices in hotels are as follows:

· Seasonality

· Variations in the number of guests assigned to rooms

· Service level

· Room location

· Type of guest (ex. commercial, corporate, complementary, group, family, package-plan…)
· Type of usage (i.e. using the room in the night or day)
6. What’s the difference between “Clean” and “Clean & Available for Sale” rooms? (2 Points)

A “Clean” room is a room which has been cleaned by room maids. On the other hand, “Clean & Available for Sale” room is a room cleaned by maids and inspected to check whether that very cleaning is done within minimum cleaning standard of the hotel or not.
7. What’s the difference between “Connecting” and “Quad” rooms? (2 Points)

“Connecting” rooms are rooms with individual entrance doors from the outside and a connecting door in between. Guests can move between rooms without going through the hallway. On the other hand, a “Quad” room is a room assigned to four people. It may have two or more beds.
8. At Karakartal Hotel, Tayfur has accumulated, just before checkout, the following details in his guest folio:
- Room Charges


$ 416.36
- Food Charges


$ 155.55
- Beverage Charges


$ 25.99
- Telephone Charges


$ 06.24
- Extra Charges


$ 2.50
- Payment (During Stay)

$ 145.00
- Guaranteed Reservation Payment 
$ 120.00
Suppose that Tayfur decided to settle his guest folio, third by Cash, third by Credit Card and the remaining by Special Programs.

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

· Tayfur’s Net Outstanding Balance = (416.36 + 155.55 + 25.99 + 6.24 + 2.50) – (145.00 + 120.00) = 606.64 – 265.00 = $ 341.64.
b) Journalize the zeroing of the guest folio. (2 Points)

     Dr.

      
     Cr.
-------------------------------------------------------------------------------------------------------------


Cash




$ 113.88

Credit Card Payment Account
$ 113.88

Special Programs Payment Account
$ 113.88



Guest Account




$ 341.64

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

In order to close properly close Tayfur’s guest folio, the following supporting documents are needed:

· Cash Voucher with an amount of $ 133.88
·  Credit Card Voucher with an amount of $ 133.88

· Special Programs Voucher with an amount of $ 133.88

· An invoice with a total amount of $ 341.64
9. Karadeniz Resort Hotel consists of 185 rooms. Mr. Batuhan has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Karadeniz Resort Hotel needed to overbook for the night of October 29th 2008. 

Mr. Batuhan was given the following information at hand, both updated and concerning the night of October 29th, 2008: 
· Number of rooms reserved: 


78 rooms

· Number of rooms occupied by stayovers:
92 rooms

· Forecasted No-show Percentage:

2.50 %

· Forecasted Understay Percentage:
 
3.00 %

· Forecasted Overstay Percentage:
 
5.25 %

· Forecasted Cancellation Percentage: 

2.00 %

· Expected Out Of Order Rooms:

4 rooms
Suppose you are the Rooms Division Manager in Karadeniz Resort Hotel. Since Mr. Batuhan is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Batuhan 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 October 29th, 2008 = 78 + 92 = 170 Rooms
· Adjustment due to no-shows  = - 2.5 % * 78 = - 1.95 Rooms
· Adjustment due to understays  = - 3 % * 92 = - 2.76 Rooms
· Adjustment due to overstays  = 5.25 % * 92 = + 4.83 Rooms
· Adjustment due to cancellation  = - 2 % * 78 = - 1.56 Rooms
· Total adjustment = - 1.95 – 2.76 + 4.83 – 1.56 = - 1.44 Rooms
· Total number of rooms expected to be occupied for the night of October 29th, 2008 (after adjustment) = 170 – 1.44 = 168.56 Rooms
· Total number of rooms available for sale for the night of October 29th, 2008 = 185 - 4 = 181 Rooms
· Maximum number of rooms to be additionally reserved for the night of October, 29th, 2008 = 181 – 168.56 = 12.44 Rooms
· Total number of rooms expected to be reserved and occupied  for the night of October 29th, 2008 = 170 + 12.44 = 182.44 Rooms
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 170 + 12.44 – 181 = 1.44 Rooms 
c) The overbooking factor? (1 Point)

· Forecasted Occupancy Percentage = 182.44 / (185 – 4) * 100 = 100.80 %
· Overbooking Factor = 100.80 % - 100 % = 0.80 %[image: image1.png]
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