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Memorandum

Mark Schaub, Information Services Manager
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Propasal for group project
Prospective Client |
The potential client T have been working with is Howard Johnson's Plaza-Fotel, located
2t 4343 St. Hwy. 26 East, Lafayeue (ph- 447.0575). The client is a Restaurant, Hotel and
Banquet facility. with 4 ballrooms or conference r00ms, an indoor pool and whirlpool
area, and 160 guest rooms. The average occupancy for the hotel portion of the business is
over 80% for any given month.
Specifically, the management division which I've approached is the Hotel reservations
Mdesk and guest registration area. Howard Johnson's Plaza-Hotel is owned by Roy M.
suseh, and the general manager is Donna Sexson. 1 will be working with the immediate
'Pervisor in reservations and registration, the Assistant Manager, Dep Hillweg.
The Client Need
Whenever 5 i £ reser
potential guest calls Howard Johnson's (HJ) to make G
om 2t & later dare. the standing policy for KJ employees 1 (o put e ens s peid.
T :;)e du):e(s] 'N question, and scans the 160 blanks on the sheet(s)
m sheets are large, 43" by 36" pieces of thick paper with prited
s rooms.] Once open rooms are located and the customer s told
proceeds to fill out a "reservation card"
tion card, in ink, by the

by 8" thin cardboard cards which are hand-
printed blanks for the aforementioned info.]

‘The perceived problem with this system is fourfold:
* Customers often sound impatient during this process and at times will
mention to the HJ employee that they're “calling long-distance"
+ Walk-in customers or guests are occasionally kept waiting at the front

desk while desk clerks are occupied with reservations
« Individual reservations are lost or incorrect at least 4 times per week

i i --duril after the call-
= Desk clerks are occupied with the process: -during and
for a fairly long time, and this occasionally causes them to neglect

vital information on the reservation cards
ree are the most serious. The hospitality industry, as a
ustomer satisfaction.
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spend a 1ot of ime making reservations: likewise, they are
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My qualifications as client liaison
desk clerk at HJ since early May, and have firs(.hang experience with
L i system now used for aking reservarions. T gy ey
e poety wel, but most importantly, have a zood Telationship with Dep, the
o e i i working weekends at HJ for angghe. v
DSt and wil be abl to easily collect information then. s £ quit, T11 sl be able (o
b ot otheriemployees at home AL Know them nil - have their home phoe
= Tie location 1 al¢o convenienio other Trembers in my research teann. sy o
e ariss, theyl be bl 10 g 0065 1o 1) s front desk area withoy

‘much problem.
Project Feasibility
« Easy access to client (see above)
* The project willasily support three or four others wigy extemal research
i ‘auons sysiems (2 researchers)

—library research for info. on reserv;
Sinierview/sarvey olher reservations managersat ogay oo (1res)

Conclusion
HJ has a definite problem with the present system for taking reservations, The system is
archaic and often fails 1o be a reliable Way of keeping track of information vital 10 serving

the guests properly. In addition to its inefficiency, it looks outdated 10 guests. A
computerized system may be expensive. initially but may, in the long run, save a great
deal of time and money. Qur group research will look into the problem further to find out
ifindeed the system needs such drastic revision (going to computers). We will then look
at the cost and methods of implementing any changes that we discover are in order,
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