25/03/26
THM 243 Rooms Division Management

Midterm Exam Answer Sheet
1. Why shall mission statements be broad and general? (2 Points)?

Mission statements shall be broad and general for it to be consistent, meaningful and survive / be relevant all along the potential life of companies.

2. What is ensured when conducting the rooming function? (2 Points)

When conducting the rooming function, each guest will be assigned a room with a room number, type and rate.

3. Responsibility-wise, contrast “room attendants” and “room inspectors”? (2 Points)

While room attendants are responsible for cleaning guest rooms, room inspectors are responsible to check whether this cleaning is handled to the minimum cleaning standard of the hotel.

4. What is guest delight? Could you link guest delight to guest cycle? (2 Points)
Guest delight happens when a hotel offers more than guest expectations, needs and wants. As guests are in delight, they will be willing to turn back to the hotel again (repeat guest), hence create the guest cycle.

5. What benefits / advantages hotels enjoy at the departure stage of the guest cycle if operating under the fully automated system? (2 Points)
Benefits / advantages hotels enjoy at the departure stage of the guest cycle if operating under the fully automated system are as of the following:

· Provide a printed version of electronic folios (for verification and signature).
· Automatically close guest / master folio.

· Depending on the method payment, the system automatically posts the transactions to appropriate back-office accounts.
· Automatically produces customized bills.
· Automatically create electronic Guest History Files.
6. Erhan Holiday Village agrees to allot Hekimoğlu Travel Agency 12 Single, 33 Double & 5 Triple rooms for the period running from 10/03/2026 (Tuesday) till 31/05/2026 (Sunday) for each Wednesday & Friday arrival for 3 nights. According to the allotment contract signed between both parties, Erhan Travel Agency is liable to send its final list latest 5 days before actual arrival of any expected arriving group.
a. When is the fourth group estimated to arrive at Erhan Holiday Village? (1 Point)
The fourth group is estimated to arrive at Erhan Holiday Village on Friday 20.03.2026.
b. When is the cut-off date of the seventh group? (1 Point)
The cut-off date of the seventh group is on Friday 27.03.2026.
c) Suppose, by the cut-off date of the seventh group, Hekimoğlu Travel Agency communicated a Final List showing a need of 10 Single, 28 Double & 2 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 + 33 + 5 = 50 rooms.

· Number of rooms conveyed in the final list = 10 + 28 + 2 = 40 rooms.

· Number of rooms washed out = 50 – 40 = 10 rooms.

· Wash Out Factor = (10 / 50) * 100 = 20.00 %.
7. Briefly explain how chain hotels use their affiliate reservation networks to transfer their financial statements to their headquarters. Why do hotels prefer to use their affiliate reservation networks for this very purpose? (3 Points)
Chain member hotels, after compiling their financial statements, will send those very statements to their headquarters for consolidation. Because of the nature of such accounting data, hotels prefer to send this information via a safe system. In this regard, affiliate reservation network, being already the chain’s network, is the safest system where such type of information can be communicated.
8. Define PIA guests? How are those very guests treated at hotel’s point of sales? (2 Points)
PIA guests are Paid In Advance guests (i.e. guests with no POS status). These very types of guests are asked for immediate payment as they consume anything at any point of sale (i.e., revenue center).

9. Contrast “Sleeper” and “Sleep-out” rooms? (2 Points)
While “Sleeper” refers to a situation where guest has settled his / her account, left the hotel, but the front office staff has failed to properly update the room’s status, “Sleep-out” refers to a room status where guest is registered to the room, but the bed has not been used.
10. At Kökçü Hotel, Orkun has accumulated, just before checkout, the following details in his guest folio:

- Room Charges


$ 2,750.26
- Food Charges


$ 417.88
- Beverage Charges


$ 1, 225.14
- Telephone Charges


$ 157.78
- Extra Charges


$ 45.42
- Payment (During Stay)

$ 750.00

- Guaranteed Reservation Payment 
$ 825.00

Upon thorough analysis of his expenditures, Orkun objected the high beverage consumption. Kökçü Hotel’s cashier checked again the beverage vouchers and found that Orkun was 40 % overbilled (this error was due two days before). The hotel corrected the posting error and presented the folio to Orkun 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 for a transaction that occurred 2 days ago, an allowance voucher is needed to prove the correction of the posting error. Moreover, the amount of the allowance voucher shall be $ 490.056 (i.e., 40 % * 1,225.14). Lastly, the effect is a credit (i.e. decrease) on the folio’s net outstanding balance.
Suppose that Orkun decided to close his guest folio, 30 % by Cash, 30 % by Credit Card and the remaining amount by Special Program.

b) What is Orkun’s Net Outstanding Balance? (1 Point)
· Net Outstanding Balance = Total charges – Total payments = (2,750.26 + 417.88 + 735.084 + 157.78 + 45.42) – (750 + 825) = 4,106.424 – 1,575 = $ 2,531.424.

c) Journalize the zeroing of the guest folio. (2 Points)
Dr

       

      Cr.

---------------------------------------------------------------------------------------------------------------------------------------
Cash






$ 759.4272
Credit Card Payment Account


$ 759.4272

Special Program Payment Account


$ 1,012.5696








Guest Account

$ 2,531.424
---------------------------------------------------------------------------------------------------------------------------------------

d) What are the supporting documents needed as to close properly Orkun’s folio? (1 Point)
· Allowance voucher ($ 490.056)

· Cash voucher ($ 759.4272)

· Credit Card voucher ($ 759.4272)
· Special Program Voucher ($ 1,012.5696)

· An invoice ($ 2,531.424)

11. Agbadu Hotel consists of 280 rooms. Mr. Emmanuel has been newly hired for the position of an Assistant Reservation Manager. He is supposed to calculate how many rooms Agbadu Hotel needed to overbook for the night of April 11th 2026. 

Mr. Emmanuel was given the following information at hand, both updated and concerning the night of April 11th, 2026: 
· Number of rooms reserved: 


200 rooms

· Number of rooms occupied by stayovers:
70 rooms

· Forecasted No-show Percentage:


4.75 %

· Forecasted Understay Percentage:
 
5.50 %

· Forecasted Overstay Percentage:
 

1.30 %

· Forecasted Cancellation Percentage: 

3.25 %

· Expected Out Of Order Rooms:


3 rooms
Suppose you are the Rooms Division Manager in Agbadu Hotel. Since Mr. Emmanuel is newly hired, he knocked your door and wanted your assistance. Could you help Mr. Emmanuel 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, 2026 = 200 + 70 = 270 Rooms
· Adjustment due to no-shows = - 4.75 % * 200 = - 9.50 Rooms
· Adjustment due to understays = - 5.50 % * 70 = - 3.85 Rooms
· Adjustment due to overstays = 1.30 % * 70 = + 0.91 Rooms
· Adjustment due to cancellation = - 3.25 % * 200 = - 6.50 Rooms
· Total adjustment = - 9.50 – 3.85 + 0.91 – 6.50 = - 18.94 Rooms
· Total number of rooms expected to be occupied for the night of April 11th, 2026 (after adjustment) = 270 – 18.94 = 251.06 Rooms
· Total number of rooms available for sale for the night of April 11th, 2026 = 280 - 3 = 277 Rooms
· Maximum number of rooms to be additionally reserved for the night of April 11th, 2026 = 277 – 251.06 = 25.94 Rooms
· Total number of rooms expected to be reserved and occupied for the night of April 11th, 2026 = 270 + 25.94 = 295.94 Rooms.
b) The number of overbooked rooms? (1 Point)
· Total Number of overbooked rooms = 270 + 25.94 – 277 = 18.94 Rooms.
c) The overbooking factor? (1 Point)
· Forecasted Occupancy Percentage = 295.94 / (280 – 3) * 100 = 106.84 %
· Overbooking Factor = 106.84 % - 100 % = 6.84 %.
N.B: Answers to a), b) & c) parts shall be rounded to the nearest cent.

GOOD LUCK!
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