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PART A : SHORT ANSWER QUESTIONS (70 MARKS)

INSTRUCTION(S) : Answer ALL questions in the spaces provided.

1.

Define the following revenue management terms:
(10 marks)
a) ADR
b) Length of stay
c) Occupancy forecast
d) RevPAR

e) Yield management

Merit Hotel has 120 rooms - 53 of them are single and 67 are double. On the night of ot September
2022, Merit Hotel’s Night Auditor counted a total of 85 rooms occupied, 42 rooms were occupied by
more than one guest. On the same night, 127 guests were registered and 2 rooms were on
complimentary basis. From the Housekeeping Room Status Report (for the night of 9™ September
2022), there were a total of 4 rooms Out of Order, 3 of which were single. The room revenue for the
same night was RM®6,960.

You are required to calculate:
(10 marks)
a) Occupancy for 9" September 2022

b) Average Guest Per Room Sold

c) Average Daily Rate

d) Average Rate Per Guest (RevPAC)
e) RevPAR

Hibiscus Hotel has 125 rooms: 45 are Red Room, 55 are Yellow Room and the remaining is White

Room. On the night of 24™ October 2022, the night auditor counted 118 rooms occupied, 43 are

Red, 51 are Yellow, and the remaining are White. Moreover, the housekeeping department

communicated only 3 rooms (all Yellow) out of order for the night of 24" October 2022.

a) What is Hibiscus Hotel’s Occupancy Rate for the night of 24™ October 2022?

b) What are Red’s, Yellow’s and White’s room occupancy rates for the night of 24" October 20227
(10 marks)

Front office staffs have to handle guest complaints regularly. Thus it is important for them to be

familiarized with H.E.A.R.T. Review the FIVE (5) elements involved in H.E.A.R.T.
(10 marks)
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5. External recruiting involves advertising, networking, temporary employee agencies and employee

referral programs. Briefly describe the advantages and disadvantages of it.

(10 marks)

6. The COVID-19 pandemic changing traveler trends since 2021. New trends are emerging, especially
when it comes to traveler behaviour, motivations and booking trends.
You are required to define traveler trend and discuss on the following aspects by explaining THREE

(3) examples for each element.

i) Digital and technology trends for hotels
ii) Economic trends in the hotel industry

iii) Wellness travel trends

(10 marks)

PART B : SCENARIO QUESTION (30 MARKS)
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INSTRUCTION(S) : Answer the question in the spaces provided.

Overbooking is a normal practice by the Ultimate Hotel, a 5-star luxurious hotel located in city center.
Reservation officers accept reservations for more rooms than are available. It is done to ensure 100

percent occupancy can be achieved every day.

Mr Adam, Director of Rooms has received numerous guest complaints about overbooking recently. Their
regular guest Ms. Amanda complained that she was booked out last week by Mei Ling, a new

Receptionist.

He is very concerned about the issue of overbooking. He has asked you, the Front Office Manager to:

a) Briefly explain FIVE (5) occupancy categories that need to be identified before considering
overbooking technique.

(5 marks)

b) Compute the number of additional room reservations needed to achieve 100 percent occupancy

by considering the following details:

Ultimate Hotel with a 120 room has 40 confirmed reservations with a 10 percent no show factor
in a particular category. The hotel also has 50 guaranteed reservations with no show rate of 5%.
Besides, the hotel also predicted that the number of stayovers and understays is 2 rooms and 6
rooms respectively. Lastly, the number of walk-in guests is predicted at 10 guests.

(15 marks)

c) Briefly describe the FIVE (5) advantages of overbooking.
(10 marks)

END OF EXAM PAPER
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