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Outline the milestones of  the lodging industry history especially in Europe and North America (WEEK 1): 
European Lodging industry from 18th century
The Grand Tour: Traditional trip of Europe undertaken by mainly upper-class European young men of means.

Emergence of professional hoteliers
Cesar Ritz (1850-1918): a Swiss hotelier and founder of several hotels, most famously the Hôtel Ritz, in Paris and The Ritz Hotel in London.

The first hotel school: Ecole Hoteliere de Lausanne (EHL)
Swiss Hospitality School
Founded in 1893
Oldest hospitality school in the world and offers high-level studies to students who are aiming for careers in the hotel industry


North American (Colonial Period – Early 1960s) 
[image: ]

Tremont Innovations
First to provide private single and double rooms
A lock on each door
A bowl and pitcher for every room
Free soap in every room
A trained staff
French cuisine
Bellboys
An annunciator—the forerunner of the room telephone

Buffalo Statler Innovations – First Commercial Hotel

Fire doors at the two main stairways
Keyholes for door locks placed above the doorknob
A light switch just inside each door
A private bath, full-length mirror in each room
A free morning newspaper

Describe and define the various forms of ownership and hotel classifications; (WEEK 2 - Chapter 1)
Size
Under 150 rooms
150 to 299 rooms
300 to 600 rooms
> 600 rooms

Level of  service
World class: Target top business executives, celebrities, political figures, wealthy clientele as their primary markets.
Everything is nicer, bigger, more expensive.
Maintains high employee to guest ratio.

Upscale: Patronized by travellers seeking exceptional service and accommodations, but not at the level of world class hotels.
Targets business executives, high level industry meeting attendees, leisure travellers looking for more comfort/amenities.
Excellent service.

Mid-range: Appeal to the largest segment of the travelling public.
Does not try to provide elaborate services.
Targets travellers desiring some hotel services, but not the full range of luxuries offered at upscale/world class hotels.

Economy/Limited service: Have a potentially large market from which to attract clientele.
Targets families with children, bus tour groups, travelling business people, vacationers, retirees, groups of conventioneers.
Does not offer more elaborate amenities found at mid-range and world class properties.

Ratings
Diamond  
AAA/CAA  American Automobiles Association
Stars
Forbes Travel Guide

Target markets: 
Airport hotels: Popular because of their proximity to major travel centers.
Vacation ownership and condominium hotels: Typically attract individuals who purchase the ownership of accommodations for a specific period of time.
Suite hotels:
Among the fastest-growing segments of the lodging industry.
Feature living room and separate bedroom.
Appeal to people looking for ‘a home away from home.’
Boutique hotels 

Market Segmentation: 
Popular trend is to identify smaller groups/”segments” and to develop products and services to satisfy them.
Advantage: variety of properties can be located in a particular geographical margent. Attracting different guests.
Disadvantage: guests may become confused differentiating between facilities/services of each brand within a chain.

Ownership and Affiliation 
Independent hotels: No identifiable ownership or management affiliation with other properties regarding policies, procedures, marketing or financial obligations
Advantage: autonomy. An independent operator can offer a level of service geared toward attracting a specific target market.
Disadvantage: no advertising or management insight or consulting.
Examples: The Breakers in Palm Beach, Florida.
Chain hotels:
The more centralized the organization, the stronger the control over the individual property.
Impose minimal standards, rules, policies, and procedures to restrict affiliated activities.
Usually classified as operating under a management contract or as a franchise or referral group.
Franchising: The authorization given by a hotel chain to another hotel  to use its name and the business format. 
Advantages:
use the name of the franchisor 
use its reservation system
participate in their advertising
Disadvantages:
restrictive company policies
costs
Management contract:
A contract that authorizes a chain or a management contract company to exercise complete control over the standards and quality of each property and is responsible for day to day operations. 
Organizations that operate properties owned by other entities. 
Individual businesspeople and partnerships to large insurance companies.
The owner or developer usually retains the financial and legal responsibility for the property.
Proven successful for many major hotel chains
Advantages for Owners:
Access to expertise
Free from daily responsibilities
Management Contract Companies
No financial risk
Complete control of standards

Types of  Guests
Pleasure/leisure 
Depends on the attractions, products, and services offered in the destination area of a lodging property.
Most difficult to understand 
Price sensitive.

Business 
In the U.S, more than 35 million people take business trips each year.
Average about 5 trips per year.
Business hotels usually have amenities and facilities specifically directed at business travellers.
E.g. meeting spaces, offices for rent, etc.

Groups 
Could be for business or pleasure.
Conventions: guestrooms, banquets, and meeting room facilities.
Can attract hundreds or thousands of people
Hotels sales and marketing department focuses its efforts on meeting planners.

International tourists
Bring a different set of needs and expectations.
Hotel managers must decide what international markets they want to serve, and establish a program to accommodate those markets


Describe and explain various organizational structures of hotels;
Hotel Organizations
General Manager Responsibilities: 
Human Resources
 Rooms
Food & Beverage
 Accounting
 Marketing & Sales
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General Manager (GM): 
Responsible for the operation of a hotel
Chief Marketing Officer of the property
Figurehead of the property

Organization Charts
A schematic representation of the relationships between positions  
Shows where each position fits into the overall organizations  
Illustrate the divisions of responsibility and lines of authority.

Identify the major activities of the guest cycle;
Guest cycle: Pre-Arrival  Arrival  Occupancy  Departure
Pre-arrival: choosing a hotel. 
Can be affected by type of travel.
Convenience or price
Hotel name / chain and it’s affiliation, reputation etc
Arrival: registration and rooming functions.
Front desk for registration
Occupancy: most important stage in the guest cycle.
Front desk is responsible for keeping customers happy throughout their stay.
Departure: guest cycle is completed.
Processing the guest out of the hotel and creating a guest history file. 
Settlement of the guest’s account (bringing account balance to zero)


Describe and explain front office operational procedures, responsibilities and relationships with other departments;  
Reservations, Registration, room and rate assignment, guest services, room status, maintenance and settlement of guest accounts, and creation of guest history records.
Guaranteed reservations
Assures the guest that the hotel will hold a room until specific time of day following the guest’s scheduled arrival date. The guest in turn, guarantees to pay for the room, even if it is not used, unless the reservation is canceled according to the hotel’s cancelation procedures.
Prepayment
Requires payment in full before the day of arrival.
Payment card
Supported by credit card companies; these companies guarantee participating properties payment for reserved rooms that remain unoccupied. 
Advance deposit
Requires the guest to pay a specified amount of money to the hotel in advance of arrival.
Corporate/Direct Billing
A corporate signs a contractual agreement with the hotel to accept financial responsibility for any no-show business travelers it sponsors.

Non guaranteed reservation
A reservation agreement in which the hotel holds a room for the guest until a stated reservation cancellation hour on the day of arrival; If the guest does not arrive by the cancellation hour, the hotel is free to release the room and have it available for sale.
Walk-in guests
No Prepayment or Advanced Deposit

Group Reservations
May involve a variety of contacts; guests, meeting planners, convention and visitor bureaus, tour operators, and travel agents.
Typically involve intermediary agents and require special care.

Blocked rooms vs. booked rooms
Blocked Rooms: An agreed upon number of rooms set aside for members of a group planning to stay at a hotel.
Booked Rooms: Rooms reserved for specific guests 
As group members reserve rooms, the room statuses change from blocked to booked.
Cut-off date
The data greed upon between a group and a hotel after which all unreserved rooms in the group’s block will be given back to general rooms inventory for sale.

 Registration 
Seven Steps:
Preregistration activities:
Help accelerate the registration process by preregistering guests with information collected during reservation process.
Creating the registration record
A collection of important guest information. Simply having guests fill out personal data.
Assigning the room and rate
Identifying and allocating an available room in a specific room category to a guest.
Rack rate
Standard rate or retail rate for each room
Special rates
Commercial/corporate
Complimentary
Group
Family
Day
American plan
Establishing the method of payment
The registration process plays an important role in front office guest accounting, since front desk agents are responsible for gathering information at check-in on intended method payment.
Typically include cash, personal cheques, credit cards, debit cards, direct billings, and special promotion payment methods.
Verifying the guests identity
To ensure position identification of the guests name, address, signature and photograph.
For hotel managers to be sure who is staying in their hotels.
Drivers license or passport
Issuing the room key
Hotels should have written procedures governing guestroom key control.
Front desk agent should never announce the room number when handing a guestroom key to a guest.
Assistant from a bell person may be available for guests if hotel provides bell service.
Filling special requests
Part of the registration process involves acknowledging and acting on special requests guests make.
e.g. special requests on view, location, bed type, etc.
Room Status
Vacant – the room is currently unoccupied.
Occupied – the room has a registered guest in it.
On-change – the room is currently being cleaned for the next guest.
Out-of-Order – the room has a condition that does not allow it to be rented.

Room Conditions
Clean 
Dirty

Demonstrate familiarity of using PMS (Property Management System) in managing activities related to the guest cycle; (Chapter 3)
Helps front office employees perform functions related to:
Reservation management
Enables hotel to rapidly process room requests and generate timely and accurate rooms, revenue, and forecasting reports.
Rooms Management
Maintain current information on the status of rooms, providing information on room rates, assists in room assignment during registration, and helps front office personnel coordinate guest services.
May provide a summary of each rooms status.
With PMS, changes in room status can be instantaneously communicated to the front office system.
Guest Account Management
Increases hotel’s control over guest accounts and significantly modifies the front office audit routine.
Monitors predetermined guest credit limits and provides flexibility through multiple folio formats.
General Management
Cannot operate independently of other front office software packages.
Tend to be report generated packages that depend on data collected through reservations management, rooms management, guest account management programs.

Explain how housekeeping department organize daily activities, communicate with other departments (WEEK 8 – 9 - Chapter 10)
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Executive housekeeper’s most important management function.
 Area Inventory list
Lists all items within each area that will need housekeeping’s attention.
Ensures that the rest of the planning activities address every item for which housekeeping is held accountable.
Frequency Schedule
A schedule that indicates how often each item on an area inventory list must be cleaned or maintained.
Guides the executive housekeeping in scheduling the appropriate staff to perform necessary work.
Housekeeping Status Report 
A report the housekeeping department prepares that indicates the current housekeeping status of each room, based on a physical check.
Occupancy Report
prepared each night by front desk agent listing rooms occupied that night and indicates guests who are expected to check out the following day.
Performance Standards
Establishes the expected QUALITY of the work to be done.
“What must be done in order to clean or maintain the major items within the area?”
States what needs to be done and how it will be done.
Communicated through on going training programs.
Productivity Standards
Determine the acceptable QUANTITY of work to be done by department employees.
“How long should it take for a housekeeping employee to perform an assigned task according to the department’s performance standard?”
Equipment and Supply Inventory Levels
Ensuring there are necessary equipment and supplies to get their job done.
“What amounts of equipment and supplies are necessary for the housekeeping staff to meet the performance and productivity standards of the department?
Maximum quantity: great number of purchase units should be in stock.
Minimum quantity: fewest number of purchase units should be in stock.
Recycled inventories:
Linens, uniforms, machines
Non-recycled inventories:
Cleaning supplies
Guest supplies
Guest room amenities


List important issues and management concerns in developing and managing a security program  (WEEK 11 - Chapter 7)
Protection of people and assets
Legal duty to provide “reasonable care”
Not all crime is preventable
The combination of security hardware and people with security awareness that serve to maximize the protection of persons from criminal activity. 
A lodging property’s security program should stress prevention of security problems.
Common procedures:
Never mention a guest’s room number aloud
Require identification before issuing a key
No one enters a guestroom without a key
Valet parking control with 3-part forms
Provide safety information in each guestroom
No charge purchases without a key
Require immediate reporting of security issues
Each property should continually review security procedures and update them to meet changing security needs. General areas:
Doors, locks, key control, and access control
Guestroom security
Control of persons on premises
Perimeter and grounds control
Protection of assets (money on hand, guest’s assets, equipment, inventories)
Emergency procedures
Communications
Security records
Staff security procedures

[image: ]Describe the roles and responsibilities of engineering and maintenance department (WEEK 10 - Chapter 6)











Engineering (Operation)
Electrical
Plumbing
HVAC
Water management
5 Responsibilities:
Protect the investment in the physical plant
Control maintenance cost and energy costs 
Contributing to guest satisfaction
Contributing to the efficient operation of other department
Minimizing potential safety problems

Maintenance (Service)
Equipment will last longer
Levels for spare parts reduce
Service breakdowns reduce
Routine maintenance and repair
Preventative maintenance
Scheduled program to assure equipment is operating efficiently.
Scheduled maintenance

Engineering and maintenance personnel begin each shift by examining the front office log book or speciality software for repair work orders. 
Front desk agents use the log book or application software to track maintenance problems reported by guests or staff. (e.g. poor heating/cooling, faulty plumbing, broken furniture etc)
When work is completed, engineering and maintenance staff inform the department that filed the work request order. Immediate notification of changes in room status helps minimize lost revenue.

Explain the types of maintenance and the main concepts and tools of energy management (WEEK 10 - Chapter 1???)
Reducing energy costs to the lowest possible level consistent with the overall needs and expectations of the guests, the employees, and the building itself.
Electricity, water, oil, gas.
implementing a renewable energy program through the use of wind power, solar power, and other techniques designed to contain and or reduce energy consumption.
· Energy Audits
· Preventive Maintenance Programs
· Tracking and Identifying Energy Consumption
· Consider Building Modifications
· Evaluate and Install Appropriate Energy Management Systems

Analyse management problems by applying management principles and knowledge of  management and operational procedures.


Front Office Operations Planning and Evaluation (WEEK 7 – Chapter 12)
Room Revenue = ADR × Occ% × # of Rooms
Market Condition Approach
Competitive Set
Blind call
Hotel Websites
Consulting companies reports
TIMS, Smith Travel, 
Rule of Thumb Approach
Sets the rate of a room at $1 for each $1000 of construction and furnishings cost per room, assuming 70% occupancy 
Hubbart Formula
Also  called “bottom-up approach”, “backward pricing”
It determines average selling price per room by considering operating costs, desired profits, and expected number of rooms sold. 
The rationale  
Determining appropriate ADR in order to achieve targeted ROI ( or desired net income).
ADR = Room Revenue/expected rooms sold
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Chapter 1 – The Lodging Industry

1. Identifying smaller groups within a target market and developing products
and services to satisfy these groups is called:
a. franchising.
b. market segmentation.
c. demand marketing.
d. supply marketing.

2. Which of the following is often a characteristic of an extended-stay hotel?
a. several kinds of food and beverage services
b. recreational and exercise facilities
c. conference and meeting rooms
d. limited housekeeping services

3. Which of the following features or services is likely to be found at an
economy/limited service property?
a. banquet rooms
b. small meeting rooms
c. room service
d. uniformed services

4. The level of service quality in hotels is determined by:
a. independent rating services.
b. increasing service variability.
c. consistent service delivery.
d. the variety of amenities offered.

5. Hotels that maintain a relatively high ratio of staff members to guests are
likely to provide _____________ service.
a. economy/limited
b. mid-range
c. world-class
d. quality

6. Which of the following types of hotels is least likely to offer uniformed
guest services?
a. world-class service hotels
b. first-class service hotels
c. mid-range service hotels
d. economy/limited service hotels


7. The owner/manager of the Dew Drop Inn has a great deal of flexibility in
responding to changes in local market conditions but cannot afford broad
advertising exposure and pays relatively high prices for supplies. The Dew
Drop Inn is probably a(n) ______________ property.
a. chain property
b. franchisee
c. corporate
d. independent

8. A group of investors is planning to develop a conference center on the
outskirts of a major city. Financing opportunities depend on assuring the
bank that the property will be operated by a professional staff. Which of
the following would be the best option for the investors if none of them
has a hospitality management background?
a. forming a hotel chain
b. contracting with a management company
c. joining a referral group
d. becoming an independent property

9. Which of the following types of hotels would likely appeal most to pleasure/leisure travelers?
a. airport hotels
b. resort hotels
c. residential hotels
d. convention hotels

10. Which of the following are primarily designed to create and sustain brand
loyalty among guests?
a. quality service initiatives
b. frequent traveler programs
c. amenity innovations
d. internal marketing programs


Chapter 2 – Hotel Organization

Which of the following best describes a mission statement?
a. a description of a company’s target markets and how to reach them
b. a five-year operational plan for increasing revenues
c. a statement of the organization’s unique purpose
d. an explanation of the activities an organization must perform to
achieve its defined goals

Activities and standards that an organization must successfully perform or
achieve to effectively carry out its mission are called:
a. strategies.
b. tactics.
c. goals.
d. responsibilities.

On a hotel organization chart, solid lines indicate relationships that
involve:
a. direct accountability.
b. a high degree of communication and cooperation.
c. functional equality.
d. an indirect reporting relationship.

Judy works in the rooms division of a large hotel. Her primary responsi-
bilities are to sell guestrooms, register guests, and maintain guest ac-
counts. Judy works in the ______________ department.
a. front office
b. reservations
c. sales
d. uniformed services

Which of the following departments employs the largest staff in the rooms
division?
a. the front office
b. reservations
c. uniformed services
d. housekeeping

Which of the following hotel divisions or departments would be primarily
responsible for maintaining the grounds surrounding a hotel?
a. rooms division
b. uniform services department
c. housekeeping department
d. engineering division

10. Which of the following allows employees to vary the times they start and
end work?
a. compressed work schedule
b. flextime
c. job sharing
d. reasonable accommodation

In a large full-service hotel, the front office manager reports to the:
a. general manager.
b. chief engineer.
c. rooms division manager.
d. security director.

In a large full-service hotel, the catering director is most likely to report to the:
a. general manager.
b. food and beverage director.
c. director of marketing and sales.
d. front office manager.

Which of the following areas of a hotel is a support center?
a. hotel operated gift shop
b. food and beverage department
c. housekeeping department
d. front office department


Chapter 3 – Front Office Operations

1. Which of the following is a primary front office concern during the occu-
pancy stage of the guest cycle?
a. security
b. account settlement
c. room assignment
d. maintaining the guest history record

2. Uniformed service functions are primary activities in which of the following
stages of the guest cycle?
a. pre-arrival and arrival
b. arrival and occupancy
c. occupancy and departure
d. arrival and departure

3. A business traveler arrives without a reservation at the Downtown Plaza
Hotel. He has several bags with product samples from his business and will
be demonstrating them to clients over the next few days. Which of the fol-
lowing types of rooms would best meet the traveler’s needs?
a. connecting rooms
b. adjacent rooms
c. a suite
d. adjoining rooms

4. Sylvia Pennypincher checks into room 207 for a one-night stay. Early the
next morning, Pennypincher leaves the hotel without paying her bill. When
checking the 4 P.M. housekeeping report, the front desk finds room 207
listed as vacant and ready for sale and realizes that the guest was a:
a. due out.
b. sleeper.
c. skipper.
d. sleep out.

5. On March 1, a guest checks into room 233 and reserves the room for the
next three nights. On March 2, the occupancy report from the front desk
would list the status of room 233 as:
a. DNCO (did not check out).
b. a late check-out.
c. a sleeper.
d. a stayover.

6. Which of the following front office forms typically contains personal guest
data, the length of stay, and the method of settlement?
a. room rack slip
b. registration card
c. information rack slip
d. credit card voucher

7. Which of the following eliminates the need for a telephone operator to
intervene and record the times and charges of calls made by in-house
guests?
a. call detection
b. automated call dispensing
c. a call accounting system
d. a premium-call system

8. Which of the following types of front office software enables a hotel to
generate rooms reports, revenue reports, and forecasting reports?
a. general management software
b. guest accounting software
c. rooms management software
d. reservations management software

9. Which of the following front office applications of a computer-based prop-
erty management system monitors predetermined guest-credit limits?
a. reservations module
b. guest accounting module
c. rooms management module
d. point-of-sale module

10. Which of the following system interfaces with a hotel’s property manage-
ment system allows guest account transactions to be quickly transmitted
from remote revenue centers and posted automatically to electronic guest
folios?
a. a point-of-sale system
b. general ledger software
c. financial reporting software
d. an inventory control system

Chapter 4 - Reservations

1. The average length of stay of guests at the Ultra Resort is six days. To
avoid losing revenue from no shows during peak season, the resort re-
quires guests to pay room charges in full before their day of arrival. This
type of reservation is best described as:
a. advance deposit.
b. prepayment.
c. MCO.
d. corporate.

2. Mr. Barnes made a reservation at the Metro Hotel. He arrived at 9 P.M.
only to find that the hotel was full. The room held for him was released for
sale at 6 P.M. Based on this information, which of the following types of
reservations did Mr. Barnes probably make?
a. non-guaranteed reservation
b. credit card guaranteed reservation
c. travel agent guaranteed reservation
d. corporate guaranteed reservation

3. Central reservations offices typically exchange room availability information with member properties and communicate reservation transactions:
a. weekly.
b. daily.
c. hourly.
d. as they occur.

4. If a guestroom’s status is blocked, which of the following is true?
a. The guestroom has been set aside for use by a group and may be
reserved only by a member of that group.
b. The guestroom has been reserved by a member of a group that has
c. a contract with the hotel for a number of rooms.
The guestroom is among a number of rooms that cannot be re-
d. served or assigned until all other rooms outside the block are sold.
The guestroom is an out-of-order room.

5. The status of a group’s reservation changes from blocked to booked as:
a. the cut-off date approaches.
b. the cut-off date passes.
c. group members reserve rooms.
d. group members cancel rooms.

6. Which of the following is the greatest advantage of a computerized reser-
vation system?
a. creation of waiting lists for high demand periods
b. generation of daily expected arrivals lists
c. generation of a report summarizing reservations by room type
d. improved accuracy of room availability information

7. The Always-Booked Hotel sent Ms. Garcia a no-show bill for room and tax
charges. Upon receiving the bill, she called the hotel and was able to have
the bill rescinded because she had a:
a. confirmation number.
b. credit card guaranteed reservation.
c. travel agent guaranteed reservation.
d. non-guaranteed reservation.

8. Which of the following reservation system reports would help managers
assess the volume of reservations activity on a daily basis?
a. an expected arrivals and departures report
b. a rooms availability report
c. a regret and denial report
d. a reservations transaction report

9. Which of the following front office computer applications would help
managers track commissions payable to agents for booking business at
their hotels?
a. reservations module
b. rooms management module
c. guest accounting module
d. financial management module

10. Which of the following terms is used to classify lost business when potential guests choose not to make a reservation?
a. denial
b. regret
c. turnaway
d. no show

Chapter 5 - Registration

1. The Ultra Hotel is a 600-room, fully computerized property. To speed the
check-in process, the vast majority of guests are preregistered by access-
ing information from:
a. global distribution systems.
b. reservation records.
c. point-of-sale systems.
d. credit/debit card companies.

2. Guests are likely to have a no-post status in the hotel’s sales outlets when
their method of payment at check-in is:
a. cash in advance.
b. VISA.
c. MasterCard.
d. American Express.

3. The report that indicates which rooms are occupied and which guests are
expected to check out the following day is called the:
a. registration record.
b. occupancy report.
c. housekeeping status report.
d. room status discrepancy report.

4. In the short term, a room’s readiness for sale is determined by its
_____________ status.
a. reservation
b. housekeeping
c. registration
d. preregistration

5. To avoid room status discrepancies, the housekeeping status report should be compared with the ___________ report.
a. housekeeping
b. occupancy
c. room status discrepancy
d. Registration

6. At the Burnt Tree Hotel, meals are priced separately from guestroom
charges. This arrangement is called the _______________ Plan.
a. American
b. Modified American
c. European
d. Asian

7. Which of the following is issued by credit card companies to assure hotels
that a guest’s credit card is valid?
a. status code
b. approval/denial number
c. transaction code
d. authorization code

8. The maximum amount in credit card charges a hotel can accept without
requesting special authorization on behalf of a credit card holder is called
the:
a. room rate range.
b. PIA.
c. floor limit.
d. post status.

9. A hotel’s practice of extending credit to guests by agreeing to bill the guest or the guest’s company for charges is called:
a. direct billing.
b. account billing.
c. transfer settlement.
d. pre-authorized settlement.

10. If an arriving guest would like the assistance of a bellperson, after assigning the guestroom the front desk agent should:
a. hand the guestroom key to the guest, introduce the bellperson, and
tell the bellperson the room number.
b. introduce the bellperson, hand the key to the bellperson, and tell the
guest the room number.
c. introduce the bellperson and hand the key to the guest without stating the room number.
d. introduce the bellperson and hand the key to the bellperson without
stating the room number.

Chapter 7 - Security and the Lodging Industry 


1. At the SafeWay Hotel, each room attendant is issued one electronic key
that is coded to provide access to the rooms he/she is assigned to clean
for that day. These keys are called:
a. floor keys.
b. section masters.
c. building masters.
d. E-keys.

2. Which of the following statements about a hotel security program is false?
a. Due to lost or stolen keys, hotels typically stock extra keys for each safe deposit box.
b. Hotels evict visitors who have no specific reason for being on the
property.
c. Electronic locking systems recode keys every time a new guest
checks in.
d. Most guestroom locks have a deadbolt mechanism.

3. Which of the following is a common hotel security procedure?
a. require identification before issuing a room key to guests
b. never mention a guest’s room number aloud
c. issue E-keys to all hotel managers and supervisors
d. a and b

4. Which of the following statements about lodging security issues is true?
a. Standard security procedures apply across the lodging industry.
b. Managers should look upon the theft of hotel towels, ash trays, and
so on as just the cost of doing business.
c. Security information for employees should be tailored to fit the
needs of their specific jobs.
d. Hotels are required by law to have security staff available and on the
property 24 hours a day.

5. The general manager of a large, mid-market hotel wants to hire off-duty
police officers as part-time security staff. Which of the following state-
ments about off-duty police officers is false?
a. They may be better able to identify known criminals.
b. They are oriented more toward crime prevention than the apprehension of criminals.
c. They may have superior training in dealing with emergencies.
d. They might be fatigued after already working a full duty shift.

6. A hotel’s contract security company should be responsible for supervising:
a. the hotel’s in-house security team.
b. the hotel’s security director.
c. contract security employees.
d. off-duty police officers working as security officers for the hotel.

7. Even where the law permits security officers to make a citizen’s arrest,
they should do so only:
a. when a guest is under suspicion of burglary.
b. when a guest is under suspicion of credit card fraud.
c. if a sworn police officer cannot respond in time.
d. after receiving the approval of the hotel’s general manager.

8. Which of the following is an appropriate action for a hotel’s in-house
security officer?
a. asking questions following an incident
b. use of deadly force
c. search of a guest’s room for evidence
d. detaining all suspects involved in an incident

9. Compensatory damages are awarded:
a. to punish a defendant for outrageous conduct.
b. to the plaintiff for pain and suffering.
c. only when punitive damages are also awarded.
d. based on the emotions of the plaintiff.

10. Which of the following factors helps in determining foreseeability at a
given property?
a. the visibility of local police in the surrounding community
b. the prior incidence of that type or similar types of crime on the
premises
c. the crime rate of the surrounding community
d. b and c

Chapter 8 – Front Office Accounting

1. Mr. Dubois departed the Metro Hotel without settling his account. Respon-
sibility for collecting the account would fall to the:
a. front desk agent on duty when Mr. Dubois departed.
b. front office manager.
c. fraud department.
d. accounting department.

2. Ms. Sylvan paid an advance deposit of $300 when she reserved a room at
the Convention Center Hotel. Upon check-in, her account would have a:
a. debit balance of $300.
b. credit balance of $300.
c. no-post status.
d. house limit status.

3. Ms. Tremain works in an office complex adjacent to the Travelers Inn and
joined the Inn’s health club. Membership entitles her to use the fitness fa-
cilities during her lunch hour and use a guestroom to change and shower.
Her account at the front desk would be classified as a(n) _______________ folio.
a. non-guest
b. guest
c. master
d. employee

4. The difference between total payments and total charges to an account is
called the:
a. account receivable.
b. account balance.
c. debit.
d. credit.

5. A summary grouping of accounts is called a(n):
a. folio.
b. account balance.
c. ledger.
d. invoice.

6. Which of the following types of guests would be least likely to have a high
balance account?
a. business traveler paying by credit card
b. leisure traveler paying by credit card
c. paid-in-advance guest
d. meeting planner paying by direct bill

7. If a guest account is approaching its floor limit, it may be identified by the
front office auditor as a(n) ____________ account.
a. high risk
b. unbalanced
c. restricted-purchase
d. PIA

8. Cash disbursed by the hotel on behalf of a guest and charged to the
guest’s account is called a(n):
a. charge purchase.
b. paid-out.
c. allowance.
d. due back.

9. After the first night of her three-night stay, Ms. Welk complained about the noise from the lounge on the floor below her room. The front desk agent
assigned Ms. Welk another room for the rest of her stay and decreased
her folio balance by $25 as compensation for the inconvenience. This type
of transaction is called a(n):
a. account correction.
b. account allowance.
c. account transfer.
d. cash advance.

10. Mr. Blythe and one of his important clients, Mr. Dye, were staying at the
James Hotel. They had dinner together in the hotel’s restaurant and Mr.
Dye charged the bill to his room while Mr. Blythe was out of the dining
room. Later that night, Mr. Blythe asked the front desk agent to take the
restaurant charge off his client’s bill and put it on his own account. This
transaction is called a(n):
a. account correction.
b. account allowance.
c. account transfer.
d. cash advance.

Chapter 9 – Check Out and Account Settlement

1. When a guest checks out and settles his or her account, the room’s status
changes from occupied to:
a. stayover.
b. on-change.
c. due out.
d. ready for sale.

2. At registration, Mr. Virgo used his credit card to establish credit with the
hotel. At check-out, Mr. Virgo can settle his account by:
a. credit card.
b. cash.
c. approved direct billing.
d. all of the above.

3. Which of the following is a front office procedure that occurs during the
departure stage of the guest cycle?
a. checking for mail and messages
b. updating the account aging schedule
c. posting outstanding charges
d. b and c

4. All of the following settlement methods transfer a guest’s account balance
from the guest ledger to the city ledger except:
a. cash payment in full.
b. credit card payment.
c. direct billing.
d. combined settlement methods.

5. Mr. Vaughn used the express check-out service during his stay at the
Boston Marquee Hotel. When he received his credit card bill, the amount
charged to his account was greater than the total recorded on his express
check-out folio. This was probably due to:
a. paid-outs.
b. double billing.
c. late charges.
d. accounting errors.

6. Which of the following settlement options will work with express check-out
and self check-out?
a. cash payment
b. credit card payment
c. direct billing
d. b and c

7. Establishing an accounts receivable billing policy and procedure includes
determining the:
a. number of days between billings.
b. amount of anticipated room sales.
c. estimated occupancy for the next 30 days.
d. nature of pre-settlement verification activities.

8. The point-of-sale system at the hotel’s restaurant crashed during the night audit. The next morning, the front office manager and the restaurant
manager implemented a manual back-up system of paper vouchers to
minimize:
a. walk-outs.
b. walk-ins.
c. late charges.
d. due backs.

9. Adding charges and a note “signature on file” to a guest’s previously
settled credit card account is:
a. illegal.
b. a common practice for collecting late charges.
c. a typical way to handle skippers.
d. the usual way hotels settle disputed guest bills.

10. In most instances, the information needed for a guest history record can
be gathered from:
a. the guest’s registration card and folio.
b. a questionnaire sent to past guests.
c. the front desk agent’s observations at check-out.
d. the front office log book and relevant group résumés.

Chapter 10 - The Role of Housekeeping in Hospitality Operations 

1. Which of the following results from a communication problem between
housekeeping and the front office?
a. lock-out situations
b. late check-outs
c. on-change rooms
d. room status discrepancies

2. Which of the following reports are used by the executive housekeeper to
schedule rooms for cleaning?
a. the current day’s occupancy report
b. the previous night’s occupancy report
c. the current housekeeping status report
d. the previous day’s housekeeping status report

3. Laura, the executive housekeeper at the King’s Arms Hotel, wants to
purchase new vacuums for the room attendants. In order to complete her
cost/benefit analysis, she needs information about the frequency and costs
of repairs to the current vacuums. Which of the following documents kept
by the engineering/maintenance department would give Laura the infor-
mation she needs?
a. preventive maintenance records
b. equipment data cards
c. equipment history records
d. scheduled maintenance records

4. Final responsibility for the cleanliness and overall appearance of banquet
and meeting rooms usually rests with the:
a. general manager.
b. convention services staff.
c. banquet staff.
d. housekeeping staff.

5. Housekeeping’s cleaning responsibilities are typically determined by the:
a. general manager.
b. executive housekeeper.
c. rooms division director.
d. manager of operations.

6. Which of the following is used to plan the work of the housekeeping
department by specifying items cleaned and maintained by housekeeping
staff?
a. job breakdowns
b. performance standards
c. work orders
d. area inventory lists

7. Which of the following planning tools helps the executive housekeeper
specify the quality of work needed to clean or maintain items within a particular area of the hotel?
a. performance standards
b. a calendar plan of special cleaning projects
c. an area frequency list
d. productivity standards

8. Which of the following statements is true?
a. To determine realistic productivity standards, an executive housekeeper should conduct time and motion studies on all tasks necessary to clean and maintain each item on an area’s inventory list.
b. Before determining the number of guestrooms that a room attendant should be expected to clean during a work shift, the executive housekeeper must first establish performance standards for guest-
room cleaning.
c. A calendar plan for deep cleaning of guestrooms should schedule the majority of work for periods of high occupancy.
d. Productivity standards for guestroom cleaning are uniform throughout the lodging industry.

9. Which of the following statements is false?
a. Differences between actual expenses and budgeted expenses are
called variances.
b. Productivity standards for room attendants are the same for economy hotels and all-suite hotels.
c. The executive housekeeper should review performance standards at
least once a year.
d. Performance standards for guestroom cleaning vary from hotel to
hotel within the lodging industry.

10. Which of the following would be considered part of non-recycled inventories maintained by the housekeeping department?
a. cleaning supplies
b. cribs
c. floor buffers
d. irons

Chapter 11 – The Front Office Audit

1. Performing the front office audit requires attention to:
a. staffing considerations.
b. security issues.
c. guest credit restrictions.
d. wage rates.

2. Which of the following is a function of the front office audit?
a. ensuring the separation of front office job functions
b. balancing all front office accounts
c. resolving room status discrepancies
d. b and c

3. Preparing a daily summary of the cash, check, and credit card activities
that occurred at the front desk is the role of the:
a. front office manager.
b. front office auditor.
c. controller.
d. front desk supervisor.

4. All the accounts listed on a high balance report are:
a. guest and non-guest accounts that have reached or exceeded as-
signed credit limits.
b. non-guest accounts.
c. guest accounts that are due to check out the next day.
d. guest accounts that have reached or exceeded assigned credit limits.

5. Independent documentation by different hotel departments that verifies
transactions posted to guest accounts enables the front office auditor to:
a. monitor high balance accounts.
b. reconcile front office accounts with revenue center and departmental records.
c. resolve room status discrepancies.
d. ensure proper room and tax postings.

6. Which of the following is a supporting document verifying a hotel/guest
transaction?
a. the cash register tape from a hotel’s coffee shop
b. guest checks from a hotel’s dining room
c. a transcript of maintenance repairs
d. a and b

7. The Roadside Inn is an 80-room motel with only one or two front desk
agents on duty at any time. To ensure that no single employee is wholly
responsible for accounting for all phases of a transaction, room and room
tax charges should be posted by the:
a. general manager.
b. day shift desk agent.
c. accounts receivable clerk.
d. front office auditor.

8. Which of the following is typically considered the most important outcome
of the front office audit?
a. the daily operations report
b. department detail and summary reports
c. reconciliation of room status discrepancies
d. verification and posting of room rates

9. The first step in a typical front office routine is to:
a. verify all room rates.
b. post room and tax charges.
c. balance all departments.
d. complete outstanding postings.

10. Which of the following is an online internal accounting file that supports
account postings originating from an operating department?
a. update file
b. master folio
c. control folio
d. variance folio

Chapter 12 – Planning and Evaluation Operations

1. The front office manager and the human resources manager of the Metro
Convention Hotel plan to meet and develop selection criteria that will help
the hotel hire the best job applicants for open front office positions. Their
work will affect which of the following management functions the most?
a. evaluating
b. leading
c. controlling
d. staffing

2. Which of the following is a special room rate offered to guests in affiliated
organizations such as travel agencies and airlines because of potential referral business?
a. commercial rate
b. incentive rate
c. promotional rate
d. complimentary rate

3. The Snow Ski Resort offers a special rate that includes the room charge,
breakfast and dinner, and all-day lift tickets. This is an example of a
____________ rate.
a. corporate
b. group
c. rack
d. package plan

4. Rate wars among the economy, rooms-only properties in a warm-weather
destination area have resulted in paper-thin profit margins for most of the
competing properties. This situation can result from a __________ ap-
proach to pricing.
a. market condition
b. rule-of-thumb
c. Hubbart Formula
d. cost mark-up

5. Which of the following statistics helps the front office manager decide
whether to sell rooms to walk-in guests on nights when the hotel nears full
occupancy?
a. percentage of walk-ins
b. percentage of no-shows
c. multiple occupancy percentage
d. average daily rate

6. The percentage of overstays is equal to:
a. the number of overstay rooms divided by the number of expected
room check-outs.
b. the number of overstay rooms divided by the number of actual room
check-outs.
c. the number of stayover rooms divided by the number of expected
room arrivals.
d. the number of overstay rooms divided by the number of reservations.

7. Given the following data, calculate the percentage of understays:
Number of room no-shows: 30           Number of room walk-ins: 60
Number of overstay rooms: 40           Number of understay rooms: 20
Number of room reservations: 300     Number of room arrivals: 340
                                       Number of expected check-outs: 380
a. 6.67%
b. 5.89%
c. 5.26%
d. cannot be determined from data

8. Given the following data, forecast annual rooms revenue:
Total rooms: 80,500      Rooms available for sale: 80,000
Occupancy percentage: 80%      Reservations: 65,000
Average daily rate: $80
a. $5,152,000
b. $5,120,000
c. $4,160,000
d. cannot be determined from data

9. Which of the following statistics is most helpful to managers when estimating expenses for front office operations?
a. average daily rate
b. average cost per guest
c. average rate per guest
d. cost per occupied room

10. Departmental income statements are called:
a. line items.
b. revenue summaries.
c. schedules.
d. consolidations.
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