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Booking.com Commissions Disputes Process

MINOR HOTELS  |  BOOKING.COM COMMISSIONS DISPUTES PROCESS ONYX

R E G U L A R  P R O C E S S  P O R  C O M M I SS I O N S D I S P U T E S

Travel Agency contacts 
us to claim a difference 

or a not paid 
commission

We review the request  
and contact the TA 

with resolution

If we agree, the 
Commission Care 
Center upload the 
dispute in Onyx

We pay as dispute in 
the monthly Onyx 

proforma

Booking.com sends additional 
invoices to Onyx

We pay as dispute in the 
monthly Onyx proforma

If we do not agree, we should 
dispute the wrong invoice to 

Booking.com sending a message 
in the extranet INBOX

B O O K I N G. C OM  C O M M I S S IO N S  D I S P U T E S P R O C E S S

▪ Onyx disputes are not shown in the TMS Onyx monitor.
▪ They are posted once a month on the expense account 62910004 COMMISSION DISPUTE & CLAIMS.



❑ In addition to the monthly commission invoices, we can find other additional invoices:

1. Incorrect reporting - Normally, discrepancies due to no show reservations.

2. Customer complaint costs.

3. Debit note  (Other receivables)

❑ Now, we do not pay any amount to Booking.com out of Onyx. All these additional charges must be processed by Booking.com using Onyx.
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Booking.com Commissions Disputes Process
A D D I T I ON A L I N V O I C E S

MINOR HOTELS  |  BOOKING.COM COMMISSIONS DISPUTES PROCESS ONYX
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Booking.com Commissions Disputes Process
1 . CH E C K THE  D IS P U TE S  US I NG  TM S

❑ Available monthly, from the 4th Friday (complete week).

❑ Use the TMS report ZNH_TMS_COM_REPORT - Commissions Operational Report ONYX (available in the folder Billing > Information Systems).

❑ Select de VARIANT /0BOOKING D-CN – BOOKING DISPUTES CREDIT NOTES.

❑ Select your hotel if it not displayed and fill in de dates (complete corresponding month). Some fields are automatically completed, do not change!
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Booking.com Commissions Disputes Process
1 . CH E C K THE  D IS P U TE S  US I NG  TM S

1. ONYX PROFORMA ID.

2. ONYX PROFORMA DATE.

3. INVOICE ID. Number of  the invoice of Booking.com (available in the extranet).

4. INVOICE DATE. Date of  the invoice of Booking.com.

5. WPS. REF. Normally, Booking.com voucher number. For credit notes is the Booking.com credit note number and for Overpayments, it is 
irrelevant.

6. SURNAME. Guest identification.

7. PROFORMA NET & GROSS AMOUNT IN CURRENCY PROFORMA.

8. PROFORMA OF THE CURRENCY.

21 3 4 5 6 7 8
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❑ Search for the invoice FINANCE > INVOICES based the number, the date and the total amount. Since the invoice is already paid it will be not in the section 
Outstanding Invoices.

❑ Check all details on the pdf copy and compare with TMS information.
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Booking.com Commissions Disputes Process
2 . CH E C K FO R MO R E  IN FO RM ATION IN  B O O KI NG.COM E X T RA NET
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Booking.com Commissions Disputes Process
3 . D I S P U TE  DE S A G RE E  IN V O IC E S

❑ If you do not agree, you should address a dispute to Booking.com sending a message in the extranet INBOX and follow up the resolution, 
reviewing if a credit note is issued.

❑ Credit notes follow the same process that additional invoices, they are deducted monthly in the Onyx proforma.

❑ Now, you can also find refunded amounts corresponding to OVERPAYMENTS (without invoice or CN number)

4 . CR E D IT  NO TE S
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M I N O R H O T E L S . C O M

Thank You
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