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THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. What are the 3 stakeholders that should be addressed by mission statements? Why shall mission statements be broad and general?  (2 Points)
The 3 stakeholders that should be addressed by mission statements are as follows:

· Guests

· Managers / owners

· Employees

Moreover, mission statements shall be broad and general so that they are consistent, meaningful as well as to survive and be relevant all along the potential life of companies.
2. What are the advantages enjoyed by large hotels when they design their organization charts according to functions? (2 Points)

The advantages enjoyed by large hotels when they design their organization charts according to functions are as follows:

· Enhance the control front office has over its operations
· Provide guests with more specialized attention.
3. Why shall reservation clerks confirm reservations? In which recordkeeping system is the written confirmation not appropriate? Why? (3 Points)

Reservation clerks shall confirm reservations in order to verify potential guest’s room request and personal information as well as to assure the potential guest that his / her accommodation needs will be taken into account. Written confirmation is not appropriate in the manual system since hotels, operating under that very recordkeeping system, cannot hire employees solely for filling, with their hands, pre-registration records, information records and create guest / master folios. 
4. What are the benefits enjoyed by hotels when creating guest history records / files? (2 Points)
The benefits enjoyed by hotels when 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 be used to send special cards to departed guests celebrating important days in their lives (ex. birthdays, wedding ceremonies…).
5. What are the responsibilities of the “General Ledger Accounting” software? (2 Points)

The responsibilities of the “General Ledger Accounting” software are as follows:

· Monitor guest accounts and account billing as well as collection, when integrated with the front office and guest accounting module.
· Track hotel purchases and help the hotel maintain sufficient cash flow to satisfy its debts.
6. Kevin Holiday Village agrees to allot Prince Travel Agency 15 Single, 32 Double & 9 Triple rooms for the period running from 01/04/2020 (Wednesday) till 30/06/2020 (Tuesday) for each Monday & Thursday arrivals for 3 nights. According to the allotment contract signed between both parties, Prince Travel Agency has to send its final list latest 5 days before actual arrival of any group.
a) When is the third group estimated to arrive to Kevin Holiday Village? (1 Point)

The third group is estimated to arrive to Kevin Holiday Village on Thursday 09/04/2020.

b) When is the cut-off date of the fifth group? (1 Point)

The cut-off-date of the fifth group is on Saturday 11/04/2020.
c) Suppose, by the cut-off date of the fifth group, Prince Travel Agency communicated a Final List showing a need of 10 Single, 28 Double & 6 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 = 15 + 32 + 9 = 56 rooms.

· Number of rooms conveyed in the final list = 10 + 28 + 6 = 44 rooms.
· Number of rooms washed out = 56 – 44 = 12 rooms.

· Wash Out Factor = (12 / 56) * 100 = 21.43 %.

7. What are the responsibilities of Internet Distribution Systems (IDS)? Provide one example of known world-wide IDS. (2 Points)

Internet Distribution Systems (IDS) enable travelers from many different market segments to use desktop and mobile devices to:
· Reserve hotel rooms
· Book flights
· Select rental cars…
Examples of known word-wide IDS are as follows:
· Expedia
· Hotels.com
· Orbitz
· Hotwire
· Priceline
· Travelocity.

8. What procedures have to be adhered by hotels when accepting personal checks as methods of payment? (2 Points)

Procedures to be adhered by hotels when accepting personal checks as methods of payment are as follows:

· Accept personal checks only if they are supported by a credit card with a check-cashing guarantee.
· The amount to be cashed against checks shall be within the hotel’s established limit.
· Preferably accept personal checks only during standard business hours where banks are open.
· Record the Guest ID card / driving license certificate along with the guest’s address and telephone number and e-mail address on the back of the check.
· Do not refund the check if the original transaction was settled by personal check.
· Accept personal checks written only on the current day.
· Require that personal checks, written to settle an account, be made payable to the hotel, not to “cash”.
· Do not accept checks written on foreign banks unless the hotel’s credit department has pre-approved acceptance of these types of checks.
9. For what reason(s) can a hotel deny accommodation? What is the responsibility of the hotel in such case? (2 Points)

Hotels can deny accommodation for the following reasons:

· Room unavailability.
· Disorderly conduct of the potential guest.
· Guest’s inability / unwillingness to pay for accommodations or services.
When denying a guest accommodation, hotel is responsible to spell out the exact reason(s) for turning away potential guests.
10. At Yalçın Hotel, Sergen has accumulated, just before checkout, the following details in his guest folio:

- Room Charges


$ 2,654.80
- Food Charges


$ 390.74
- Beverage Charges


$ 365.14
- Telephone Charges


$ 23.86
- Extra Charges


$ 9.03
- Payment (During Stay)

$ 425.00
- Guaranteed Reservation Payment 
$ 575.00

Upon thorough analysis of his expenditures, Sergen objected the high food consumption. Yalçın Hotel’s cashier checked again the food vouchers and found that Sergen was 25 % overbilled (this error was due 2 days before departure). The hotel corrected the posting error and presented the folio to Sergen for signature.

a) What supporting document is needed to prove the correction of the posting error? How much (in US Dollars) should this very document include? What is the effect (i.e. Debit or Credit) on the folio’s net outstanding Balance? (2 Points)

Since the posting error is detected and corrected after the closing of the business day for which transaction occurred, an allowance voucher is needed to prove the correction of the posting error. Moreover, the amount of correction voucher shall be $ 97.685 (i.e. 25 % * 390.74). Lastly, the effect is a credit (i.e. decrease) on the folio’s net outstanding balance.
Suppose that Sergen decided to settle his guest folio, 60 % by Cash, 30 % by Credit Card and the remaining by Special Program.
b) What is Sergen’s Net Outstanding Balance? (1 Point)

Net Outstanding Balance = Total charges – Total payments = (2,654.80 + 293.055 + 365.14 + 23.86 + 9.03) – (425 + 575) = 3,345.885 – 1,000 = $ 2,345.885.
c) Journalize the zeroing of the guest folio. (2 Points)

       
      Dr

       

      Cr.

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

Cash





$ 1,407.53

Credit Card Payment Account

$ 703.77
Special Program Payment Account

$ 234.59








Guest Account

$ 2,345.89
-------------------------------------------------------------------------------------------------------------------------
d) What are the supporting documents needed as to close properly Sergen’s folio? (1 Point)

· Cash voucher ($ 1,407.53).
· Credit Card Voucher ($ 703.77).

· Special Program Voucher ($ 234.59).

· An invoice ($ 2,345.89).

11. Martin Hotel consists of 320 rooms. Mr. Steve has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Martin Hotel needed to overbook for the night of April 11th 2020. 

Mr. Steve was given the following information at hand, both updated and concerning the night of April 11th, 2020: 
· Number of rooms reserved: 


285 rooms

· Number of rooms occupied by stayovers:

18 rooms

· Forecasted No-show Percentage:


3.40 %

· Forecasted Understay Percentage:
 
2.20 %

· Forecasted Overstay Percentage:
 

1.80 %

· Forecasted Cancellation Percentage: 

3.50 %

· Expected Out Of Order Rooms:


3 rooms
Suppose you are the Rooms Division Manager in Martin Hotel. Since Mr. Steve is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Steve to come up with:
a) The maximum number of rooms (including overbooked rooms) that can be reserved for that very night? (4 Points)

· Total number of rooms expected to be occupied for the night of April 11th, 2020 = 285 + 18 = 303 Rooms
· Adjustment due to no-shows  = - 3.40 % * 285 = - 9.69 Rooms
· Adjustment due to understays  = - 2.20 % * 18 = - 0.396 Rooms
· Adjustment due to overstays  = 1.80 % * 18 = + 0.324 Rooms
· Adjustment due to cancellation  = - 3.50 % * 285 = - 9.975 Rooms
· Total adjustment = - 9.69 – 0.396 + 0.324 – 9.975 = - 19.737 Rooms
· Total number of rooms expected to be occupied for the night of April 11th, 2020 (after adjustment) = 303 – 19.737 = 283.263 Rooms
· Total number of rooms available for sale for the night of April 11th, 2020 = 320 - 3 = 317 Rooms
· Maximum number of rooms to be additionally reserved for the night of April 11th, 2020 = 317 – 283.263 = 33.737 Rooms
· Total number of rooms expected to be reserved and occupied for the night of April 11th, 2020 = 303 + 33.737 = 336.737 Rooms ≈ 336.74 Rooms.
b) The number of overbooked rooms? (1 Point)

· Total Number of overbooked rooms = 303 + 33.737 – 317 = 19.737 Rooms ≈ 19.74 Rooms.
c) The overbooking factor? (1 Point)

· Forecasted Occupancy Percentage = 336.737 / (320 – 3) * 100 = 106.23 %
· Overbooking Factor = 106.23 % - 100 % = 6.23 %.
N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.
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