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What is C4C and what is used for?

We use C4C as a mailing platform to receive RFPs and manage them.

C4Cis interfaced with TMS — information travels from TMS to C4C (MQs, MBs, dates, status, etc.) but narrowly the other way around .

Our sales department is also working with C4C, so they can track ticket numbers to do Follow ups.

Our advantage is, that C4C and TMS are interfaced, and the work is more transparent within NH (Organizing, GEM and some hotels in BUSE

Link to enter the tool: here

In case you need to Reset your password, pls, open a jira on this LM category:

NH SUPPORT PORTAL / NH Service Desk
SAP C4C

Raise this request on behalf of

© SHEILA PUNAL JIMENEZ v

Category SAP C4C
LM - User v
Subcategory SAP C4C

User reset password v
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https://my351487.crm.ondemand.com/sap/ap/ui/clogin?saml2=disabled&app.component=/SAP_UI_CT/Main/root.uiccwoc&rootWindow=X&redirectUrl=/sap/public/byd/runtime&supressAutoLogon=true

General Overview
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Look and Feel- Personalization & Settings

A
@ Calendar

22 Customers NH
Tickets:My Tickets (0) Tickets Assigned To Unassigned Ticke
& People v e
Open 0
€) Opportunities
XX E-Mails In Process New O 1 9 73
[ Library {
In Process O )
O Service o Your Feed is empty.
Customer Action 0 |
Tickets
1
Templates
Revenue Manager Action 0
Ticket Hierarchy
[ Ticket Assignation Other Internal Action O
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Look and Feel- Settings

@ Calendar
22 Customers
& People

@ Opportunities
XX E-Mails

@ Library

© Service

Tickets
Templates

Ticket Hierarchy

(] Ticket Assignation

Paulina Misarova

Connectivity: NA

Tickets:My Tickets (0) Tickets Assigned To

Unassigned Tickets

Switch Display Mode

Download

Open

Annotate

1973 Start Personalization

Start Performance Tracing

In Process New

About
In Process

O

Your Feed is empty.
Customer Action

Revenue Manager Action

Other Internal Action

MINOR
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Look and Feel- My Settings

ﬁ‘ Vi %y Home Settings (] oa0
Calendar My Settin gs
@ Customers v My Background Image Change Password Manage Certificates
7# My Email Settings
8 People AV After changing your settings, you must log off and then log on again for your changes to take effect.
Regional Settings Onscreen Help
) Opportunities
*Date Format
04 E-Mails ‘ MM/DDIYYYY o ‘
. *Decimal Notation
|—|‘£| Library
‘ 1.234.567,89 ~ ‘
O Service ~ *Time Zone
‘ (UTC+01:00) Central Eurepean Time ~ ‘
Tickets
*Time F
Templates me rormst
‘ 12-Hour Time ~ ‘
Ticket Hierarchy
*Language
[ Ticket Assignation ‘ English o ‘

MINOR | 11
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Look and Feel- My background image

NH HOTEL GROUP
e s MINOR

= _

% Home Settings

Home

Calendar \

e —
Sal Customers Tickets:My Tickets (0) ,

v
8 People - Open l I
@ Opportunities In Process New
XX E-Mails
In Process

r@ Library
© Service < ' Customer Action

[ Ticket Assignation

©

Revenue Manager Action

Other Internal Action
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Look and Feel- My e-mail settings

4 Home

Calendar

28l Customers

8 People

@ Opportunities

< E-Mails

[ Library

@ Service
Tickets
Templates

Ticket Hierarchy

[ Ticket Assignation

% Home

8 My Settings

My Background Image

I Settings

My Email Settings

°1

Set the default signatures for new email messages, replies and forwards. Log off and then log on again for your changes to take effect.

Default Signature

Select Signature X
All Signatures (6) v Q C T,], V
Name 4 Description Template Type
AN_AMALFI_LUXS Document-Based
AN_NAIADI_LUXS Document-Based
AN_VMOURA_LUXS Document-Based
AMN_VPADI_LUXS Document-Based
TI_LIBER_LUXS Document-Based
(W] 1Sselected K < 111y )

MINOR

HOTELS

#UserFirstName# #UserLastName# | #UserNickName#




Look and Feel- My e-mail settings

| | T [ |
=] 1831419 - FW: teambuilding dag C4C NH INTERNALREQUEST | K ® oo | 0J Q59 Z C  Actions -
Overview Interactions Activities Attachments Notes Related ltems Changes Involved Parties Sub-Tickets Document Flow Timeline Workflow Chs > °

Re: [ Ticket: 1831419] FW: teambuilding dag

4 B I U S et - 14t < Pagaph - EEEE == ESA-B-L @6 QW

. Fs
G oo
........................................................................................................................................................................................................................................................................................... i
.Anantara Villa Padierna Palace Benahavis Marbella Resort. Urb_ Villa Padierna Golf Resort. Cira de Cadiz Km 166 29679 Marbella. Malaga, Espafia.
T+34 952 86 91 50 | E groups villapadierna@anantara- hotels com
R

| A

® Go & 27 (C] Chatlink Load Inline Images

Notice that your emails will be sent from and to a generic email address depending on your hotel or GEM.
However, clients will know who are talking to via the signature.

MINOR | 14
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Look and Feel- Personalization

 worecaoe SO
ﬁ. Home Tickets
Paulina Misarova
Calendar 8 AllTickets (1477982) Q w N
Priority ID Subject Status Team Customer Connectivity: NA
&4 Customers Y = 1831851 FW: VPE AUGUST 2024 Open ALL - BULK CAC NH INTERNAL REQUEST | Settings
9 People o = 1831843 FW: SERIE TOUR 103 2024 | Avai...  Open BUSE IT-SERIE...  CAC NH INTERNAL REQUEST Switch Display Mode
= 1831826 ABBVIE: Peticién Alojamiento Gr... Open BUSE SP - CE... DIRECT GUEST Download
@ Opportunities = 1831807 FW: MICE Group rates required f... Open BUNE ORG Be... C4C NH INTERNAL REQUEST .
= 1831842 Neue Anfrage: [DC79A7) Open BUNE BGR - VI...  DIRECT GUEST
4 E-Mails = 1831740 FW: Info Open BUNE ORG Fra...  MEDIA SATURN DEUTSCHLANI
Low =1 1831825 [Ticket#2023102585012827] Gru...  Open BUSE LGRES..  DIRECT GUEST Start Performance Tracing
@ Library = 1831806 Neue Anfrage: [B55512] Open BUNE BGR-VI..  DIRECT GUEST  About
= 1831797 Neue Anfrage: [A9800C] Open BUNE BGR - VI...  DIRECT GUEST '
@ Service A~
= 1831841 Solicitud de Disponibilidad paral..  Open BUSE SP - LG... DIRECT GUEST
Tickets =) 1831824 [EN] Request adult group PV Hag... Open BUNE LGR AG... DIRECT GUEST c.elands@diogenesreizen.nl
Templat = 1831820 FW: (URGENT) - NH Hirschberg ... Open BUNE ORG Hir...  C4C NH INTERNAL REQUEST nhhirschbergheidelberg@nh-hotel...  HOTEL
e = 1831739 #107230837# - RV: FW: Zimmerr... Open BUNE ORG Nii... DIRECT GUEST reservierungen@nh-hotels.com
Ticket Hierarchy = 1831819 Provisional booking 59277306 C...  Open BUNELGR-VI..  DIRECT GUEST hotels@vosaio.com
@ Ticket Assignation = 1831831 [ Ticket: BGR MC XL - review ]. R... Open ALL - BULK C4C NH INTERNAL REQUEST nh.noreply@nh-hotels.com
= 1831790 FW: INFORMATION Open BUNE BGR MU...  C4C NH INTERNAL REQUEST nhmuenchenost@nh-hotels.com HOTEL 1
— o el o _ I e o

MINOR | 15
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Calendar

Customers

2

8 People
@ Opportunities
M E-Mails

[ Library

@ Service

Al Tickets (1477982)

Tickets

Tickets

Templates

Ticket Hierarchy

[[]) Ticket Assignation

®

Normal

Normal

Normal

Normal

Normal

-u
=
2
Z

Normal

,_
o
=

Normal

Normal

Normal

Immediate

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

D

=] 1831851
=) 1831843
= 1831826
£ 1831807
1831842
1831740
=] 1831825
£] 1831806
=) 1831797
= 1831841
5 1831824
£ 1831820
1831739
=) 1831819
5] 1831831
= 1831790
= 1831789
£ 1831818
= 1831796

1831817

Personalization Mode

Overview Help

& List

a v ey s
Subject Status Team Customer
FW: VPE A Open ALL - BULK C4C NH INTERNAL REQ
FW: SERIE TOUR 103 2024 | Avai... Open BUSE IT-SERIE... C4C NH INTERNAL REQ
ABBVIE: Peticion Alojamiento Gr... Open BUSE 5P - CE... DIRECT GUEST
FW: MICE Group rates required f... Open BUMNE ORG Be... C4C NH INTERNAL REQ
Neue Anfrage: [DCT7IAT] Open BUNE BGR - VI... DIRECT GUEST
FW: Info Open BUNE ORG Fra... MEDIA SATURN DEUTS
[Ticket#2023102585012827] Gru... Open BUSE LGRES ... DIRECT GUEST
Neue Anfrage: [B55512] Open BUNE BGR - VI... DIRECT GUEST
Neue Anfrage: [A9800C] Open BUNE BGR - VI... DIRECT GUEST
Solicitud de Disponibilidad para l... Open BUSE SP - LG... DIRECT GUEST
[EN] Request adult group PV Hag... Open BUNE LGR AG... DIRECT GUEST
FW: (URGENT) - NH Hirschberg ... Open BUMNE ORG Hir... C4C NH INTERNAL REQ
#107230837# - RV: FW: Zimmerr... Open BUNE ORG Nii... DIRECT GUEST
Provisional booking 59277906 C... Open BUNE LGR - VI... DIRECT GUEST
[ Ticket: BGR MC XL - review . R... Open ALL - BULK C4C NH INTERNAL REQ!
FW: INFORMATION Open BUNE BGR MU... C4C NH INTERNAL REQ!
{{SPAM]}}Protege tu casa Securita... Open BUAM BGR M... DIRECT GUEST
{{SPAMJ}[POSSIBLE PHISHING]R... Open BUMNE BGR AT ... DIRECT GUEST
urgent request Open BUSE SP - GL... NBD INCOMING GMBH
17 rooms per night for Jul-18-20... Open BUNEBGR P - ... DIRECT GUEST

K < r49267 >

The yellow pencil shows the fields you are able to arrange. On the right-hand list, you can move around the columns order and make them visible or not,

When finishing, click on “end personalization” to save

MINOR
"€ac
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Look and Feel- Left Task Bar

Tickets:My Tickets (0) ‘IM'ickats Assigned To Unassigned Tickets
e

Open

| In Process New 19 73

In Process

Your Feed is empty.
Customer Action

Revenue Manager Action

Other Internal Action

@
MINOR | 18
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Look and Feel- Home

Customers

Unassigned Tickets

Opportunities

1973

o
& People v
)
X

E-Mails
Fg Library
© Service v

Your Feed is empty.

[ Ticket Assignation

Note that in this overview, Completed and Fast Completed Tickets are not
visible, as no action from our side is needed.

«

MINOR | 19
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Look and Feel- Home

Open: tickets not yet managed by anyone. By default, all tickets enter in status “Open”

In process new: status to be set in all tickets from the moment we start working on it. We are
actively working on the ticket. It means:
*  From the moment we start reading it , do the assessment call, check availability, etc.

* When you are disrupted, e.g. by a call for another group, you change the status of the
ticket you were initially working on to “In Process” and save as you are no longer
working on this ticket but are focussing on another group. In theory you can only have 1
ticket in “In Process New”.

In process: status automatically set by the system whenever we receive a reply from anyone.

* When you need to stop working on the ticket and aren’t finished (so from status “In
Process New” back to “In Process”)

Customer Action: status to be set manually by us whenever we are waiting for crutial
customer information which does not allow us to proceed quoting. This status stops SLAs.

* When no feedback in 48 hrs, you complete the ticket.

Revenue Manager Action: status to be set manually by us whenever we are waiting for a
revenue answer to proceed quoting. (new e-mail creation-recommended)

Other Internal Action: status to be set manually by us whenever we are waiting for an
answer from someone inside NH Hotel Group part of Minor answer to proceed quoting.

MINOR

HOTELS
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Look and Feel- Home | (.. completed:

* when aninteraction is received in a ticket in which no action from the user is required;
e.g. auto-reply emails, thanks emails from clients. In general, these type of mails are
considered in a second cycle, not the first mail entering

* when the user is able to answer the e-mail without checking any other tool or platform
(it means, without checking TMS, Evolution, Internet, etc.). In general, these type of
mails are considered in a second cycle, not the first mail entering

* Duplicates

* tickets that belong to an existing ticket: the interaction of the newest ticket is moved to
the oldest. Once moved, the status of the newest ticket is set as “Fast Completed”

* business forwarded internally to another department (CRO, standalone hotel, social
event towards hotel — so any business not handled by GEM/GGT).

e Completed: proposal / contract sent.

* Within the BF you keep track of the next contact moments, like follow up, option limit
date, date for signed contract to be returned, etc. so the ticket in C4C can be in status
“Completed”, even though the sales process is not finalized yet.

e Cycle Change:

A ticket is entering a 2" cyle whenever it goes from In process to another status and there is more than 1 interaction withing the
ticket.

MINOR | 21
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Look and Feel- Opportunities

=

Home

Calendar

Customers

%

People

D Library

@ Service

Tickets
Templates

Ticket Hierarchy

[ Ticket Assignation

Opportunities
B Au (894157) aQ =« N &6 VYV Z 4+ C Mo
D 1D Name Account Category Owner Status Custom Status Created O
D 1842 ) WAF INSTITUT BR128-9811 #... L5 W.AF. INSTITUT FUER BETRI... GEM Request & sabrina Hold Lost 12/01/2
D 1984 &) SPIERZIEKTECONGRES 2021 ... 25 SPIERZIEKTEN NEDERLAND GEM Request & NH Berlin City Ost Automatic Lost 12/01/2
2699 &) LM MESSE TURNFEST TEILN... L5 LEIPZIGER MESSE GMBH GEM Request & NH Berlin City Ost Automatic Lost 12/01/2
3075 ) LOAN MARKET ASSOCIATION... 25 LOAN MARKET ASSOCIATION GEM Request & Octavian Stanescu Lost 12/01/2
3389 @ GRUPO CIEVENTS - BEST - P... &5 CIEVENTS GEM Request 8 Macarena Oliva Arriagada Lost 12/0142
3624 ) POKO-INSTITUT 0181AA2L #... L5 POKO INSTITUT OHG GEM Request & NH Berlin City Ost Automatic Lost 12/01/2
D 3626 &) POKO-INSTITUT 0205AA21 #... 25 POKO INSTITUT OHG GEM Request & NH Berlin City Ost Automatic Lost 12/01/2
D 4347 &) REGENT EXHIBITIONS - IMEX... 25 REGENT EXHIBITIONS LTD GEM Request & Marleen Myriam Der Weduwe Lost 12/01/2
C] 4965 @ SSR - Onderzoek ter terechtzit... &5 STUDIECENTRUM RECHTSPL... GEM Request 8 MH Berlin City Ost Automatic Lost 1210142
D 5278 &) BAWAA CONFERENCE [Ticket... &5 HPN GLOBAL GEM Request & NH Berlin City Ost Automatic Lost 12/01/2
D 6027 &) BACKROADS2L L5 BACKROADS GEM Request & NH Berlin City Ost Automatic Lost 12/01/2
D 6056 &) BACKROADS21 25 BACKROADS GEM Request & NH Berlin City Ost Automatic Lost 12/01/2
D 6178 &) MIKI HNP-4856 25 MIKI TRAVEL LTD GEM Request & Roberta Olivieri Lost 12/01/2
D 6791 &) METROPOLITAN SERIE ROAD... 25 METROPOLITAN TOURING C... GEM Request & NH Berlin City Ost Automatic Lost 12/01/2
D 6792 &) METROPOLITAN SERIE ROAD... 25 METROPOLITAN TOURING C... GEM Request & NH Berlin City Ost Automatic Lost 12/01/2(
D 6802 &) METROPOLITAN SERIE ROAD... L5 METROPOLITAN TOURING C... GEM Request & NH Berlin City Ost Automatic Lost 12/01/2(
D 6803 &) METROPOLITAN SERIE ROAD... 25 METROPOLITAN TOURING C... GEM Request & NH Berlin City Ost Automatic Lost 12/0172(

We need to link the booking file to the Ticket request; this is done via Opportunities.

MINOR
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Look and Feel- Service

NH HOTEL GROUP

v MINOR

>

Home

K & D

9

)

Calendar

Customers

People

Opportunities

E-Mails

Library

Service

Tickets
Templates

Ticket Hierarchy

Ticket Assignation

Mail

B Ticket

f=] 1831282 - NH Hotels, miss any calls lately? DIRECT GUEST

Type Subject
Service Request NH Hotels, miss any calls lately?
*Customer Assigned to

DIRECT GUEST

Qverview Interactions Activities Attachments Notes

Additional Information

Source Channel

E-Mail nhgroupsales.:

Service Leve Channel E-mail

SLA 10H - General Queues nhgroupsales.:

Document Language Google Detected
English

Description

Hi,

Ever lost a revenue target or isolated a customer by missing the

MINOR

| a2

Status
Open

*Service and Support Team
ALL - BULK

*Priority

Normal

| 23



Look and Feel- Filtering tickets

2

Home

Calendar

Customers

People

Opportunities

E-Mails

K & D g

m]

Library

Service

Q

Ticket Hierarchy

[ Ticket Assignation

Tickets

Settings

Qs

n QG v 7z

00000000

Normal

Normal

Normal

Normal

Normal

Normal

Normal

Normal

= 1830721

= 1830676
= 1830664
= 1830577
= 1830558
& 1830450
= 1830550

= 1830561

Subject

in att date esatte Incentive spagn...
FW: Group reservation inquiry - ti...

FW: Odoo Roadshow Maastricht -...

FW: Urgent - request to quote

See notes Bedrijfsfeest 100/120 ...

RE: FW: Congreso Mundial de Ne...

Subject: Group accommodation i...

[MQO000718904 IMeeting room ...

MQO000718897 Zimmeranfrage v...
Unsere Veranstaltung MB000327...

FW: Limburg Vastgoed 2024 | SP...

MQO000717360 MICE Portal | N...
MBO0003653490 FW: kleine Tagu...
FW: GRUPOS VIAJES CALIFAL

Sanofi 31.10.23 / Update / Zimmer
MB0003653685 Confirmation 59...

MB0003544232: CONFIRMATIO...

MBO0003619128 - Eau et chaise h...

FW: richiesta disponibilita

FW: Event

Status W

In Process

In Process New

In Process

In Process New

In Process

In Process

In Process New

In Process

In Process

In Process

In Process

In Process New

In Process

In Process New

In Process

In Procass New

In Process New

In Process

In Process

In Process

Team

BUSE IT - MIL-...

BUSE PT - LIS...

BUNE ORG Ma...

BUSE PT - LIS...

BUNE ORG nh...

BUAM BGR R...

BUNE BGR RO...
BUNE BGR FR...
BUNE SA - RF...
BUNE ORG - C...
BUNE ORG Ma...
BUNE BGR - VI...
BUNE BGR BE...
BUSE SP-CE...
BUNE ORG Spi...
BUNE LGR - VI...
BUNE ORG Br...
BUNE ORG Br...
BUSE IT - MIL-...

ORG KONINGS...

Customer

KUOMI TUMLARE JTB

C4C NH INTERNAL REQUEST
CAC NH INTERNAL REQUEST
CAC NH INTERNAL REQUEST
SIEMENS INDUSTRY SOFTWARE ...
MARKETING EVENTS & TRAVEL ...
CONDOR TRAVEL DOO

WEBER STEPHEN PRODUCTS E...
DIRECT GUEST

DIRECT GUEST

C4C NH INTERNAL REQUEST
DATEV EG

CAC NH INTERNAL REQUEST
DIRECT GUEST

DIRECT GUEST

DIRECT GUEST

FEFPEB

FONDATION IDDRI

DIRECT GUEST

C4C NH INTERNAL REQUEST

Email Address

elisa.trezzi@kuonituml
nhcollectionliberdade@
nhmaastricht@nh-hote!
oriente@tivoli-hotels.cc
rotterdam@nhow-hotel
paula.r@metgroup.comr

b.stojkovic@nh-hotels.i

l.bidner@nh-hotels.con
P.Adomeit@supersoap.
nhmaastricht@nh-hote!
datev@miceportal.de
nhhamburgaltona@nh-
l.gallego@nh-hotels.co
sanofi-scholz@ healthc:
hotels@vosaio.com
nhcollectiongrandsablo
aurore.beyel@iddri.org
milanoi@nhow-hotels.c

nhkoningshof@nh-hote

MINOR
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Look and Feel- Filtering tickets

How to filter your Tickets :

oAll Irrelevant Tickets = all spam tickets (can’t be seen in any other filter)

o All Tickets = all tickets from all service teams

*All Irrelevant Tickets Last 7 Days = all spam tickets (can’t be seen in any other filter)

*My Queue = tickets with status ‘open’ and ‘in process’ under my name

My Team’s Tickets = tickets assigned to your service Team

*My tickets: (Open, In process, In process new, Customer Action, Revenue Manager Action,
Other internal Action or Completed)

eTickets assigned to me = only tickets under my name (in a status different from Completed &
Fast Completed)

* Tickets from last ... days = all tickets filtered by creation date

eTickets | created = all tickets created by me

eTickets with my Involvement: Tickets handled by me

eUnassigned Tickets = all tickets (except irrelevant) which are not assigned yet

| 25




Look and Feel- Right corner bar

ﬁ Home Tickets
Calendar 0 AuTickets (1477913) v
E] Priority ID Subject Status Team Cust
Q Customers v D =] 1831749 RE: Ref No. - TPE230004377 - N... Open BUNE LGR - VI... DIRECT GUEST Anna.Grimoldi@Kuonitumlare.com
Q. people o (] = 1831590 {{SPAM}}[POSSIBLE PHISHING]T... Open BUSE IT-MIL B... DIRECT GUEST kyodonet@npobunka.net
P D = 1831755 Neue Anfrage: [B2D13D] Open BUNE BGR - VI... DIRECT GUEST noreply@eventinc.de
@) Opportunities J = 1831725 Message from Saskia De Langhe ... Open BUNEBGRNL..  DIRECT GUEST events.ce@cwt-me.com
D MNormal =) 1831748 RE: Submitted Proposal - Anantar... Open BUME SA-BU... DIRECT GUEST Ginny.Klopfer@maritz.com
B4 E-Mails D &= 1831718 RE: New Request for Accommod... Cpen BUSELGRES ... CAC NH INTERNAL REQUEST nhsantsbarcelona@nh-hotels.com HOTEL
D =l 1831754 & rooms per night for Sep-15-202... Open BUNEBGR P - ... HOTELPLANNER LTD keyla.dearaujo@hotelplanner.com KEYLA
rEI Library D = 1831734 6 rooms per night for Sep-15-202... Open BUNEBGRP - ... HOTELPLANNER LTD keyla.dearaujo@hotelplanner.com KEYLA
. D = 1831747 Neue Anfrage: [F3C5AB] Open BUNE BGR - VI... DIRECT GUEST noreply@eventinc.de
Q service ~ D = 1831717 RE: Ticket 1827599 - RE: Mitsubi... Open BUSEIT - ROM... DIRECT GUEST franca.diruscio@scarrittgroup.com
Tickets D = 1831716 MNeue Anfrage: [050247] Open BUMNE BGR - VI... DIRECT GUEST noreply@eventinc.de
T a D =) 1831715 FW: RESERVACION #107162621... Open BUAM BGR C... C4C NH INTERNAL REQUEST nhroyalpavillon@nh-heotels.com HOTEL
empiates D = 1831746 1255399 | Veranstaltungsanfrage... Completed BUNE BGR - VI... DIRECT GUEST hrs@meetago.com
Ticket Hierarchy (] =) 1831589 1255399 | Veranstaltungsanfrage...  Open BUNEBGR-VI...  DIRECT GUEST hrs@meetago.com
[ Ticket Assignation (] =1 1831753 1255399 | Veranstaltungsanfrage...  Open BUNEBGR -VI...  DIRECT GUEST hrs@meetago.com
D Low 1831724 Richiesta posticipo opzione Fast Completed ALL - BULK DIRECT GUEST eventi@mixereventi.com

MINOR | 26
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Look and Feel- Search function

e g 2 43 18
ﬁ Home Tickets
Calendar i@v All Tickets (1477913) v T 6 Y Z2 4+ C Mo
Priority 1D Subject Status Team Customer Email Address Contact
g'_l% Customers M =] 1831749 RE: Ref No. - TPE230004377 - N... Open BUMNE LGR - VI... DIRECT GUEST Anna.Grimoldi@Kuonitumlare.com
8 People -« = 1831590 {{SPAM}}[POSSIBLE PHISHING]T... Open BUSE IT-MIL B... DIRECT GUEST kyodonet@npobunka.net
P = 1831755 Neue Anfrage: [B2D13D] Open BUNE BGR - VI... DIRECT GUEST noreply@eventinc.de
@ Opportunities = 1831725 Message from Saskia De Langhe ... Open BUNE BGR NL ... DIRECT GUEST events.ce@cwt-me.com
=) 1831748 RE: Submitted Proposal - Anantar... Open BUME SA-BU... DIRECT GUEST Ginny.Klopfer@maritz.com
B4 E-Mails &= 1831718 RE: New Request for Accommeod... Cpen BUSELGRES ... CAC NH INTERNAL REQUEST nhsantsbarcelona@nh-hotels.com HOTEL
=l 1831754 & rooms per night for Sep-15-202... Open BUNEBGR P - ... HOTELPLANNER LTD keyla.dearaujo@hotelplanner.com KEYLA
I—EI Lib[ary = 1831734 6 rooms per night for Sep-15-202... Open BUNEBGRP - ... HOTELPLANNER LTD keyla.dearaujo@hotelplanner.com KEYLA
. = 1831747 Neue Anfrage: [F3C5AB] Open BUNE BGR - VI... DIRECT GUEST noreply@eventinc.de
@ service ~ = 1831717 RE: Ticket 1827599 - RE: Mitsubi... Open BUSEIT - ROM... DIRECT GUEST franca.diruscio@scarrittgroup.com
Tickets = 1831716 MNeue Anfrage: [050247] Open BUMNE BGR - VI... DIRECT GUEST noreply@eventinc.de
T L = 1831715 FW: RESERVACION #107162621... Open BUAM BGR C... C4C NH INTERNAL REQUEST nhroyalpavillon@nh-hotels.com HOTEL
empiates = 1831746 1255399 | Veranstaltungsanfrage... Completed BUNE BGR - VI... DIRECT GUEST hrs@meetago.com
Ticket Hierarchy =) 1831589 1255399 | Veranstaltungsanfrage...  Open BUNEBGR-VI...  DIRECT GUEST hrs@meetago.com
I-—|:|—] Ticket Assignation = 1831753 1255399 | Veranstaltungsanfrage... Open BUMNE BGR - VI... DIRECT GUEST hrs@meetago.com
Low 1831724 Richiesta posticipo opzione Fast Completed ALL - BULK DIRECT GUEST eventi@mixereventi.com
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Look and Feel- Queries

TH HOTEL GROUR

ID

O N O O O O s O s A N

1831749

1831590

1831755

1831725

1831748

1831718

1831754

1831734

1831747

1831717

1831716

1831715

1831746

1831589

1831753

==l
ﬁ Home
Calendar 0 AuTickets (1477913) v
Priority
&d Customers v =
MNormal
8, People v
@ Opportunities
4 E-Mails
I—EI lerary
:
@ Service A~
Tickets
Templates
Ticket Hierarchy
- A c Immediate
FD—] Ticket Assignation -
Low

i

1831724

Subject

RE: Ref No. - TPE230004377 - N...

{{SPAMJ}[POSSIBLE PHISHING]T...

Neue Anfrage: [B2D13D]

Message from Saskia De Langhe ...

RE: Submitted Proposal - Anantar...

RE: New Request for Accommeod...

6 rooms per night for Sep-15-202...

6 rooms per night for Sep-15-202...

MNeue Anfrage: [F3C5AB]
RE: Ticket 1827599 - RE: Mitsubi...

Neue Anfrage: [050247]

FW: RESERVACION #107162621...
1255399 | Veranstaltungsanfrage...
1255399 | Veranstaltungsanfrage...

1255399 | Veranstaltungsanfrage...

Richiesta posticipo opzione

Tickets

Status
Open
Cpen
Open
Open
Open
Cpen
Open
Open
Open
Open
Cpen
Open
Completed
Open
Open

Fast Completed

Team

BUMNE LGR - VI...

BUSE IT-MIL B...

BUNE BGR - VI...

BUNE BGR NL ...

BUNE SA - BU...

BUSELGRES ...

BUNEBGR P - ...

BUNEBGRP - ...

BUNE BGR - VI...

BUSEIT - ROM...

BUMNE BGR - VI...

BUAM BGR C...

BUNE BGR - VI...

BUNE BGR - VI...

BUMNE BGR - VI...

ALL - BULK

Customer

DIRECT GUEST

DIRECT GUEST

DIRECT GUEST

DIRECT GUEST

DIRECT GUEST

C4C MNH INTERNAL REQUEST
HOTELPLANNER LTD
HOTELPLANMNER LTD
DIRECT GUEST

DIRECT GUEST

DIRECT GUEST

C4C NH INTERNAL REQUEST
DIRECT GUEST

DIRECT GUEST

DIRECT GUEST

DIRECT GUEST

a8 n

NG /2 + C o

Email Ac Contact
Anna.Grimoldi@Kuonitumlare.com
kyodonet@npobunka.net

noreply@eventinc.de

events.ce@cwt-me.com

Ginny.Klopfer@maritz.com

nhsantsbarcelona@nh-hotels.com HOTEL
keyla.dearaujo@hotelplanner.com KEYLA
keyla.dearaujo@hotelplanner.com KEYLA

noreply@eventinc.de
franca.diruscio@scarrittgroup.com
noreply@eventinc.de
nhroyalpavillon@nh-hotels.com HOTEL
hrs@meetago.com

hrs@meetago.com

hrs@meetago.com

eventi@mixereventi.com

MINOR
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Look and Feel- Creating Queries

Ticket ID Ticket Subject Priority Status
| ﬂ | n 1 [ 1 [ | n
b b
Customer Name ==<f
Customer Mame Customer ID v Include Reset
Condition: Value Value To
| | - |: o | +y
‘ =Equalto v ‘ ‘ ® +
|
v  Exclude Reset
Last Customer Interaction Assigned To Condition: Value Value To
| Filter by Date A | +y I
| MM/ddlyyyy |

Restore m

anize Queries

Add Query

Mew Query Name:

Filter always from All Tickets!
Otherwise, you will create queries from other queries not seen all the results.

Once you have created your query, name and save it.
Set As Default:

MINOR | 29
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Look and Feel- Organizing Queries

Ticket ID Ticket Subject

| @[ |
Customer Mame Customer ID

| R @ |
Last Customer Interaction Assigned To

| Filter by Date o | *y | | *y
| MM/ddlyyyy |

Restore

Organize Queries : Organize your personal filters by setting as
default, removing or disabling

V|+—}

Reported On

Filter by C

MM/dd;

U

MName

Unassigned Tickets

Team Queus

My Queue

Tickets with My Involve...

| AA Duall

\ AAVIP A & VIP B

| AAMULTI

‘ AA Portals Support

| AA Portals (All) & Open

O
O
O
O
O
O
O
O

Status

| =0pen; =In Process;

O 00 0 0

OO0 0 000a04d

+3

MINOR

HOTELS
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Look and Feel- Adding notes in Tickets

TH HOTEL GRous

= M!H&IK

ﬁ Home Tickets

Calendar i@b All Tickets (1478133)
Priority Main Ticket ID Subject Status

50l Customers v

- =) 16831960 hi booking details Open
= 1632010 RE: **URGENTE** Tijuanasub 14...  Open

8, People v
£ 1832009 Accommodations Open

@) Opportunities = 1831768 #107246242% - RV: NH Brussels .. Open
= 1831596 Unbeantwortete Anfrage (BMHFE) Open

4 E-Mails =) 1832011 Solicitud de cotizacién de reserva... Open
1832008 Culinaire verwennerij met de eers... Open

el Library = 1832000 IT3_FP ITALY SMALL GROUP TO...  Open
&= 1831999 BCA Event (Nov 2nd) Open

&) Service A
Add Note X

H 1 Note created for Ticket 55956 ®
IU”IPIGLU?‘J
. c bla bla blg|
Ticket Hierarchy tla Ha o Internal Comment
. . . Normal
r@ Ticket Assignation -

bla bla bla

10/26/2023 7:40 PM

Sheila Punal Jiménez

Attachments

Team

BUSE PT - MU...

BUAM BGR M...

BUNE ORG Am...

BUNE - SPORT...

BUNEBGRP-...

BUAM BGR C...

BUNE ORG MNH...

BUSE LGRES ...

BUNE BGR AT ...

BUNE ORG Dr...

BUSE SP-CE...

Q

Email Address
mail@christiantecchio.com
cm.romero@nh-hotels.com
Lauren.Skiver@transdev.com
reserveringen@nh-hotels.com
beate.donner@seminargo.com
ccortes@ kreab.com
info@ballsnglory.be

wv.brown@nh-hotels.com

simon.chan@ndr.bcaresearch.com

evasys@ifb.de

reply@cafeteria-bonita.com

¢ VvV 72 _+ C

20 o

Set Status...

Set Priority...

Set as Irrelevant

Assign to Me

Assign to Agent...

Assign to Team

Export To Microsoft Excel @
Refresh

Group Under...

GUEST

GUEST
GUEST
INTERNAL REQUI

GUEST

MINOR

HOTELS
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Look and Feel- Setting Status in Tickets

ﬁ Home Tickets
Calendar Al Tickets (1478133) a &« & Vv 7Z + C
Main Ticket 1D Subject Status Team Email Address Assigned To
291 Customers v
£ 1831960 hi booking details Open BUSE PT - MU... mail@christiantecchio.com
— £ 1832010 RE: **URGENTE** Tijuana sub 14... Open BUAM BGR M... cm.romero@nh-hotels.com
8 People N Set Priority...
D £ 1832009 Accommodations Open BUNE ORG Am... Lauren.Skiver@transdev.com
@) Opportunities (] = 1831768 #107246242% - RV: NH Brussels .. Open BUNE - SPORT...  reserveringen@nh-hotels.com Set as Irrelevant
D = 1831596 Unbeantwortete Anfrage (BMHFE) Open BUNEBGRP-... beate.donner@seminargo.com Assign to Me
4 E-Mails Normal =) 1832011 Solicitud de cotizacién de reserva... Open BUAM BGR C... ccortes@kreab.com .
Assign to Agent
(] 1832008 Culinaire verwennerij met de eers...  Open BUNE ORG NH...  info@ballsnglory.be
|— 173 Assign to Team
EI A D =] 18320 L. wv.brown@nh-hotels.com
Set Status X Export To Microsoft Excel @
D = 18319 simon.chan@ndr.bcaresearch.com
~
= 18319 . evasys@ifb.de Refresh
Current Status
= 18319 Open . reply@cafeteria-bonita.com Group Under...
=) 18319)  Newstws .. erikjan.mol@nxp.com DIRECT GUEST
(] nhgroupsales.es@nh-hotels.com CRISTINAALO...  DIRECT GUEST
Ticket Hierarchy (] Prachi.Kanwar@lyondellbasell.com DIRECT GUEST
. . MNormal nhbalboa@nh-hotels.com CAC NH INTERNAL REQUI
[[] Ticket Assignation R o
D grupos@panamericanaviajes.com DIRECT GUEST

MINOR | 32
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Look and Feel- Setting Priority in Tickets

ﬁ Home Tickets
Calendar Al Tickets (1478133) a &« & Vv 7Z + C
Main Ticket 1D Subject Status Team Email Address Assigned To
Add Note
291 Customers v
£ 1831960 hi booking details Open BUSE PT - MU... mail@christiantecchio.com
— £ 1832010 RE: **URGENTE** Tijuana sub 14... Open BUAM BGR M... cm.romero@nh-hotels.com
8, People v
D £ 1832009 Accommodations Open BUNE ORG Am... Lauren.Skiver@transdev.com
@) Opportunities (] = 1831768 #107246242% - RV: NH Brussels .. Open BUNE - SPORT...  reserveringen@nh-hotels.com Set as Irrelevant
D = 1831596 Unbeantwortete Anfrage (BMHFE) Open BUNEBGRP-... beate.donner@seminargo.com Assign to Me
4 E-Mails D =) 1832011 Solicitud de cotizacién de reserva... Open BUAM BGR C... ccortes@kreab.com Assign to Agent...
(] 1832008 Culinaire verwennerij met de eers...  Open BUNE ORG NH...  info@ballsnglory.be
|— 173 Assign to Team
& Library OJ = 1832000 IT3_FP ITALY SMALL GROUP TO...  Open BUSELGRES ..  ww.brown@nh-hotels.com
Export To Microsoft Excel ®
(] = 1831999 BCA Event (Nov 2nd) Open BUNE BGRAT ...  simon.chan@ndr.bcaresearch.com
FaY
= 1831998 Ergebnisse zu Seminar "70-502H .. Open BUNE ORGDr...  evasy=@ifo.de Refresh
= 1831997 {{SPAM}}Protege tu casa Securita...  Open BUSE SP - CE... reply@cafeteria-bonita.com Group Under...
Bl = QDIKOMNGS.., erikjan.mol@nxp.com DIRECT GUEST
(] Set Priority X JESP-CE..  nhgroupsales.es@nh-hotels.com CRISTINAALO...  DIRECT GUEST
Ticket Hierarchy (] BULK Prachi.Kanwar@lyondellbasell.com DIRECT GUEST
Current Priority
. . Normal SP-GL... nhbalboa@nh-hotels.com CAC NH INTERNAL REQUI
[[] Ticket Assignation R o Normal E
D BGR C... grupos@panamericanaviajes.com DIRECT GUEST
New Priority

MINOR

HOTELS
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Look and Feel- Setting Tickets as Irrelevant

NH HOTEL GROUR
e a ©® o @
ﬁ. Home Tickets
oy Paaa! . - L3
Calendar il AllTickets (1478133) - Q = T & VvV Z + C
Priority Main Ticket ID Subject Status Team Email Address Assigned To Add Note
291 Customers v
=) 16831960 hi booking details Open BUSE PT-MU...  mail@christiantecchio.com
Set Status...
Q = 1632010 RE: **URGENTE** Tijuanasub 14...  Open BUAMBGRM...  cm.romero@nh-hotels.com
People v Set Priority
=) 1832009 Accommodations Open BUNE ORG Am... Lauren.Skiver@transdev.com
@) Opportunities = 1831768 #107246242% - RV: NH Brussels .. Open BUNE - SPORT...  reserveringen@nh-hotels.com
= 1831596 Unbeantwortete Anfrage (BMHFE) Open BUNEBGRP - ... beate.donner@seminargo.com Assign to Me
4 E-Mails = 1832011 Solicitud de cotizacién de reserva... Open BUAM BGR C... ccortes@kreab.com Assign to Agent
1832008 Culinaire verwennerij met de eers... Open BUNE ORG NH... info@ballsnglory.be
|— Lib Assign to Team
EEE L = 1832000 IT3_FP ITALY SMALL GROUP TO...  Open BUSELGRES..  vwbrown@nh-hotels.com
Export To Microsoft Excel @
& 1831999 BCA Event (Nov 2nd) Open BUNE BGRAT ...  simon.chan@ndrbcaresearch.com
&) Service ~ |
= 1831998 Ergebnisse zu Seminar "70-502H .. Open BUNE ORG Dr...  evasys@ifb.de Refresh
= 1831997 {{SPAM}}Protege tu casa Securita... Open BUSE SP-CE... reply@cafeteria-bonita.com Group Under...
S— = 1831900 Confirm Ticket Relevance % [fikian.mol@nxp.com DIRECT GUEST
= 163199 hgroupsales.es@nh-hotels.com CRISTINAALO...  DIRECT GUEST
Ticket Hierarch '
y & 1831995 Are you sure the selected tickets are irrelevant? Irrelevant tickets are removed from rachi.Kanwar@lyondellbasell.com DIRECT GUEST
all queues.
- . . Normal =] 1832007 hbalboa@nh-hotels.com CAC NH INTERMNAL REQUI
r@ Ticket Assignation -
= 1831994 upos@panamericanaviajes.com DIRECT GUEST

MINOR | 34
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Look and Feel- Assigning Tickets to yourself

= B

X & D ¥

o]

In]

0 AllTickets (1478133)

Tickets

n e v o Z 4+ C

Home

Calendar

Customers v

People v —
O

Opportunities B
O

E-Mails O
]

Library 0O
0

-

0

Ticket Hierarchy 0

Ticket Assignation O
O

Main Ticket

ID

£ 1831960
5 1832010
= 1832002
= 1831768
= 1831596
= 1832011
1832008
£ 1832000
= 1831999
= 1831998
= 1831997
= 1831900
= 1831996
= 1831995
= 1832007

= 1831994

Subject

hi booking details

RE: *URGENTE** Tijuana sub 14...
Accommodations

#107246242#% - RV: NH Brussels ...

Unbeantwortete Anfrage (BEMHFE)

Solicitud de cotizacion de reserva...

Culinaire verwennerij met de eers...

IT3_FP ITALY SMALL GROUP TO...

BCA Event (Nov 2nd)

Ergebnisse zu Seminar "70-502H ...

{{SPAM}}Protege tu casa Securita...

RE: Venue booking
Peticidn de cotizacion de cena d...
Action needed: Complete your re...
FW: att dpto grupos

Re:[## 741218 ##] 737781 Cotiz...

Status
Open
Open
Open
Open
Open
Open
Open
Open
Open
Open
Open
Open
Open
Open
Open

Open

Team

BUSE PT - MU...

BUAM BGR M...

BUNE ORG Am...

BUNE - SPORT...

BUNEBGR P -...

BUAM BGR C...

BUNE ORG NH...

BUSE LGRES ...

BUNE BGR AT ...

BUNE ORG Dr...

BUSE 5P -CE...

ORG KONINGS...

BUSE 5P - CE...

ALL - BULK

BUSE SP-GL...

BUAM BGR C...

Email Address
mail@christiantecchio.com
cm.romero@nh-hotels.com
Lauren.Skiver@transdev.com
reserveringen@nh-hotels.com
beate.donner@seminargo.com
ccortes@ kreab.com
info@ballsnglory.be
wv.browni@nh-hotels.com
simon.chan@ndr.bcaresearch.com
evasys@ifb.de
reply@cafeteria-bonita.com
erikjan.mol@nxp.com
nhgroupsales.es@nh-hotels.com
Prachi.Kanwar@lyondellbasell.com
nhbalboa@nh-hotels.com

grupos@panamericanaviajes.com

Assigned To

CRISTINAALO...

Add Note
Set Status...

Set Priority...

Assign to Agent...

Assign to Team

Export To Microsoft Excel ®
Refresh

Group Under...

DIRECT GUEST
DIRECT GUEST
DIRECT GUEST
CAC NH INTERNAL REQUI

DIRECT GUEST

MINOR
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Look and Feel- Assigning Tickets to someone else

T o ol it )

ﬁ Home Tickets
o IO . " Iy
Calendar Al Tickets (1478133) Q = Ty &6 Vv Z 4+ C
Priority Main Ticket ID Subject Status Team Email Address Assigned To
= Add Note
Q9 Customers v
=) 16831960 hi booking details Open BUSE PT-MU...  mail@christiantecchio.com
Set Status...
2 peopl = 1632010 RE: **URGENTE** Tijuanasub 14...  Open BUAM BGR M..  cm.romero@nh-hotels.com
Seppii= h ) . Set Priority...
£ 1832009 Accommodations Open BUNE ORG Am... Lauren.Skiver@transdev.com
@) Opportunities = 1831768 #107246242% - RV: NH Brussels .. Open BUNE - SPORT...  reserveringen@nh-hotels.com . Set as Irrelevant
= 1831596 Unbeantwortete Anfrage (BMHFE) Open BUNEBGRP-... beate.donner@seminargo.com Assign to Me
4 E-Mails ASSigI"I Agent X BUAM BGR C... ccortes(@kreab.com
BUNE ORG NH...  info@ballsnglory.be
I— 173 Assign to Team
= Leew BUSELGRES ..  vwbrown@nh-hotels.com
Current Agent ) )
Export To Microsoft Excel @
- BUNE BGR AT ... simon.chan@ndr.bcaresearch.com
&) Service A |
BUNE ORGDr..  evasys@ifb.de Refresh
BUSE SP - CE... reply@cafeteria-bonita.com Group Under...
ORG KONINGS... _erikian.mol@nxp.com DIRECT GUEST
1enn Ipld LS Select Agent x
INAALO...  DIRECT GUEST
. AU (1953) Qa ¢ N v
Ticket Hierarchy B DIRECT GUEST
2 Alberto Pindado
l-—lj Ticket Assignation 7000000 Prof. Dr. Alberto Pindado C4C NH INTERNAL REQUE
! ety hecnce DIRECT GUEST
58952 Zurifie Rico Gonzalez
219484 Yael Dethy
21066 Sandra Palmero Garcla
24209 Gloria Torrego Trevifio
219362 Kal Peter Chung
25084 Sebastian Montiel Mufioz
231871 Florian Schelbert
75216 Nieves Platero de la Vega
24894 Irene Valdivia Redondo
98635 Fernando Santiago Testa
81765 Danielle Briejer
227924 Victoire Six
237645 Isabel Maria Jimenez Hipolito
80453 Giuseppe Campolo
M I N O R 6999924 Felix Zwecker | 36
HOTELS 256838 Mia Lissikova
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Look and Feel- Assigning Tickets to a Service Team

L QoG

ﬁ Home Tickets
— . . Iy
Calendar | All Tickets (1478133) Q = T &6 Vv Z 4+ C
Priority Main Ticket ID Subject Status Team Email Address Assigned To
= Add Note
Q9 Customers v
= 1831960 hi booking details Open BUSEPT-MU..  mail@christiantecchio.com
Set Status...
2 peopl = 1632010 RE: **URGENTE** Tijuanasub 14...  Open BUAM BGR M..  cm.romero@nh-hotels.com
SO N . ) Set Priority...
£ 1832009 Accommodations Open BUNE ORG Am... Lauren.Skiver@transdev.com
. = 1831768 #107246242% - RV: NH Brussels Open BUNE - SPORT reserveringen@nh-hotels.com Set as Irrelevant
@ Opportunltles . .
= 1831596 Unbeantwortete Anfrage (BMHFE) Open BUNEBGRP-... beate.donner@seminargo.com Assign to Me
4 E-Mails =) 1832011 Solicitud de cotizacién de reserva... Open BUAM BGR C... ccortes@kreab.com Assign to Agent
1832008 Culinaire verwennerij met de eers... Open BUNE ORG NH... info@ballsnglory.be
el Library = 1832000 IT3_FP ITALY SMALL GROUP TO...  Open BUSELGRES ..  ww.brown@nh-hotels.com
Export To Microsort Excel &
&= 1831999 BCA Event (Nov 2nd) Oper Organizational Units x
&) Service ~
. 8 Au (s20) aQa ¢ T v Refresh
Assign Team x i v
Org Unit ID Org Unit Name Org Unit Valid From Org Unit Valid To
- Group Under...
BUNE_AT_SPMN BUNE AT - SUPPORT MANAGEM...  11/15/2019 Unlimited
- ORG_LEEUWENHORST_EY ORG LEEUWENHORST EY 11/15/2019 Unlimited DIRECT GUEST
Teimnplales Service Team -
ORG_LEEUWENHORST_LEI ORG LEEUWENHORST LEISURE 11/15/2019 Unlimited
[ Normal BUNE MAD - SUPPORT MANAGEMENT DIRECT GUEST
. i BUNE_ORG_BER_ALEXAND BUNE ORG Berlin Alexanderplatz 11/15/2019 Unlimited
Ticket Hleramhy - BUNE_ORG_BER_CITYQOST BUNE ORG Berlin City Ost 11/15/2019 Unlimited DIRECT GUEST
) ] - BUNE_ORG_BER_FRIEDCO BUNE ORG Berlin Friedrichstrasse...  11/15/2019 Unlimited C4C NH INTERNAL REQUI
l.—|j Ticket A55|gnat|0n BUNE_ORG_BER_MITTE BUNE ORG Berlin Mitte 11/15/2019 Unlimited
- BUNE_ORG_NHOW_BERLIN BUNE ORG Nhow Berlin 11/15/2019 Unlimited DIRECT GUEST
BUNE_BE_SPMN BUNE BE - SUPPORT MANAGEM...  11/15/2019 Unlimited
BUNE_ORG_BER_POTSDAM BUNE ORG Berlin Potsdamerplatz 11/15/2019 Unlimited
BUNE_ORG_CLUSTR_VIEN BUNE ORG Cluster Vienna 11/15/2019 Unlimited
BUNE_ORG_DORTMUND BUNE ORG Dortmund 11/15/2019 Unlimited
BUNE_ORG_DRES_ALTMRC BUNE ORG Dresden Altmarkt Coll..  11/15/2019 Unlimited
BUNE_ORG_DRES_NEUST BUNE ORG Dresden Neustact 11/15/2019 Unlimited
BUNE_ORG_EIND_CENTRE BUNE ORG Eindhoven Centre 11/15/2019 Unlimited
BUNE_DE_SPMN BUNE DE - SUPPORT MANAGEM...  11/15/2019 Unlimited
BUNE_ORG_BINGEN BUNE ORG Bingen 11/15/2019 Unlimited
BUNE_ORG_ERLANGEN BUNE ORG Erlangen 11/15/2019 Unlimited
BUNE_ORG_ASML BUNE KONINGSHOF ASML 11/15/2019 Unlimited
MINOR o>
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Look and Feel- Creating sub-tickets

Home Tickets

4

Calendar Al Tickets (1478133) Qa « 1 & vV 72 + C

Main Ticket 1D Subject Status Team Email Address Assigned To Add Not
ote
291 Customers v
£ 1831960 hi booking details Open BUSE PT - MU... mail@christiantecchio.com
Set Status...
— £ 1832010 RE: **URGENTE** Tijuana sub 14... Open BUAM BGR M... cm.romero@nh-hotels.com
,% People v -
. ) Set Priority...
D ormal £ 1832009 Accommodations Open BUNE ORG Am... Lauren.Skiver@transdev.com
. (] = 1831768 #107246242% - RV: NH Brussels .. Open BUNE - SPORT...  reserveringen@nh-hotels.com Set as Irrelevant
Opportunities
D = 1831596 Unbeantwortete Anfrage (BEMHFE) Open BUNEBGRP-... beate.donner@seminargo.com Assign to Me
E-Mails OJ ic izacis ,
B =) 1832011 Solicitud de cotizacién de reserva... Open BUAM BGR C... ccortes@ kreab.com Assign to Agent...
(] BUNE ORG NH...  info@ballsnglory.be )
0 Libra Select Main Ticket Assign to Team
4 (] BUSELGRES..  vvbrown@nh-hotels.com
. Export To Microsoft Excel ®
D BUNE BGR AT ... simon.chan@ndr.bcaresearch.com
= Refresh
BUNE ORG Dr... evasys@ifb.de Eires!
BUSE SP - CE... reply@cafeteria-bonita.com
ORG KONINGS... erikjan.mol@nxp.com
Select Ticket
Ticket Hiera FChy iﬁq All Tickets (1478155) a N G v
D Subject Status Customer E-Mail Phone Changed On - Service Category Incident Category
I_— . . 1810... FW: Invitacién a presentar cotizacién para evento Vic... In Process New DIRECT GUEST NO E-MAIL 10/26/2023 08:...
|j‘| .I-I-CkEt ASSIEnatI on 1831... RE: GRUPO GSK/11 AL 14 DIC/NH COLLECTION PL... Customer Action DIRECT GUEST NO E-MAIL 10/26/2023 08:...
1802... Final Pro forma invoice Van der Lande - MB0O003095... Completed DIRECT GUEST NO E-MAIL 10/26/2023 08:...
1772... MB0003625578-COTIZACION GLOBAL GREEN Completed DIRECT GUEST NO E-MAIL 10/26/2023 07:... BA_BGR_MX-BULK
Circle8 Event GmbH fur Bristol-Myers Squibb: Anfrag... Open C4C NH INTER... nhmuenchenost... +34 49 48528... 10/26/2023 07:
Presupuesto Salon In Process DIRECT GUEST NO E-MAIL 10/26/2023 07:...
1829... ‘COTIZACION - REUNION: GO TO THE BASICS Open DIRECT GUEST NO E-MAIL 10/26/2023 07-...
1812... FUP 24.06.2024 Grupite Filipinas NH Florida Fast Completed CYNSA OPERA... admin5@CYNS... +54 49556281 10/26/2023 07:...
1815... 14.06.2024_URGENT REQUEST MEDTRONIC 1000 ... Completed GATTINONI & ... NO E-MAIL +39 39011562.. 10/26/2023 07:...
1827... FW: Reserva sala para desayuno empresarial In Process New DIRECT GUEST NO E-MAIL 10/26/2023 07-... BA_BGR_CO-BULK
1802... [ Ticket: approval(modified) ]. Review: MQ00007101 Fast Completed ‘C4C NH INTER... NO E-MAIL +34 49 48528... 10/26/2023 07:...
1831... ‘COTIZACION URGENTE GRUPO HCSA Open DIRECT GUEST NO E-MAIL 10/26/2023 07:...
1521... MB0003495270_GENTERA EVENTO NHC T2 Y/O NH... In Process New BIMACORP PR... NO E-MAIL +52 31334503.. 10/26/2023 07:...
1832... 1255407 | ueber Open DIRECT GUEST NO E-MAIL 10/26/2023 07:...
1830... Anfrage fur eine Tagungspauschale inkl. Ubernachtung Open DIRECT GUEST NO E-MAIL 10/26/2023 07:...
M l N O R 1715... 09.01.2024_Nouveau Brief - Laboratoire EFFIK - Jan... In Process LAFAYETTE TR... NO E-MAIL +39 347 71361.. 10/26/2023 07:...
HOTELS 1556... 2024_DHL - CIM Graduation events. Fast Completed DEUTSCHE PO... NO E-MAIL +49 10/26/2023 07-...




Look and Feel- Creating sub-tickets

TH HOTEL GROUP
=

ﬁ Home

Calendar Al Tickets (1477982)

Priority
2al Customers o
Normal
8 People v -
@ Opportunities
4 E-Mails
|—|‘£| Library Low
. Normal
@© Service A
Normal
Templates

Normal

Ticket Hierarchy

Normal

Normal

[ Ticket Assignation

Normal

=l

i W W mmm W W mmmmm

i

1831910
1831888
1831875
1831893
1831914
1831913
1831887
1831907
1831912
1831906
1831886
1831905
1831911

1831870

1831856

Subject

Anfrage Tagung 18./19. Septemb...

FW: Gruppenbuchungsanfrage La...

RE: meeting 12-12-23

Ref No. - TPE240001500 - Recon...

RE: GRUPO ETUDE / 02-13 MAR...

RE: Gruppo The Cushman Schoo...
COTIZACION GRUPO PARA HAY ...

3 NOCHES EN BARCELONA If G...

FW: from 11.11.2023 to 12.11.20...

Barcelona 2023 | 15 rooms | 5-9...
Proposal Declined - Kelly Gallagh...

Tesori d'Oriente - Madrid 50 PAX ...

Delay TP 543 // 270CT 23 - CRE...

FW: ** Cotizacion urgente para m...
FW: Anmeldung/ Reservierung Ba...

Updated Cvent RFP! BCD Poland...

Tickets

Status
Open
Open
Open
Open
Open
Open
Open
Fast Completed
Open
Open
Open
Open
Open
Open
Open

Completed

Team

ALL - BULK

BUNE ORG Es...

BUNE ORG Am...

BUNE LGR - VI...

BUAM LGR MX...

BUSEIT LGRI...

BUAM BGR C...

ALL - BULK

BUNE ORG Es...

BUSE SP - GL...

BUNE BGR AT ...

BUSE LGR ES ...

BUNE ORG Dii...

BUAM LGR ME...

BUNE ORG Lei...

BUNE BGR - V...

Q

Email Address
Wende@gesundheitsforen.net
nhessen@nh-hotels.com
p.otten@nh-hotels.com

anna.grimoldi@kuonitumlare.com

natally.gonzalez@seventours.com...

nhcollectionpalazzogaddi@nh-hot...

dfernandez@mrbooks.com

nhessen@nh-hotels.com
madalina@congressbookers.co.uk
kelly@ canvasmeetings.com
joaquin.sosa@spaindmc.buzz
gpe@pga.pt
al.diaz@nh-hotels.com
nhleipzigzentrum@ nh-hotels.com

noreplycsn@cvent.com

a g

TJ« C‘ V Vi =+ C More

Assigned To

Adrian Rodrigu...

Adrian Rodrigu...

Adrian Rodrigu...

Customer

DIRECT GUEST

CAC NH INTERNAL REQU
DIRECT GUEST

DIRECT GUEST

DIRECT GUEST

C4C NH INTERNAL REQU
DIRECT GUEST
IMPROVING TRAVEL SLC
CAC NH INTERNAL REQU
CONGRESS BOOKERS LT
DIRECT GUEST
BUZZPATH ESPARA SL
DIRECT GUEST
FURLONG INCOMING SA
VEMNUS CONCEPT GMBH

CVENT INC

C4C creates a ticket ID for every new incoming e-mail. Automatically, it creates sub-tickets for certain customers (CVENT, Kactus, etc.)
Main Ticket & ID columns must be included in the ticket's layout.
Every time a new sub-ticket enters the Main one, Main changes the status into “In process”. Agent must check the new sub-ticket and

proceed accordingly.

MINOR

HOTELS
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Look and Feel- Ticket’s columns layout

= 5

X & Do K

Q

Home

Calendar

Customers v
People v
Opportunities

E-Mails

Library

Service A

Templates

ID: ticket number

i All Tickets (1477982)

Normal

Normal

Normal

Normal

Normal

Normal

=
=
s
Z

Normal

-

ow
Normal
Urgent
Normal
Urgent

Normal

JOooo0oogouooo

Subject : Email subject

Status: Ticket Status

Main Ticket

1D

& 1831915
5 1831888
&= 1831873
= 1831893
= 1831914
& 1831913
&= 1831887
£ 1831907
£ 1831912
& 1831906
= 1831886
£ 1831905
= 1831911

Team: Service Team the ticket is assigned to

Anfrage Tagung 18./19. Septemb...

FW: Gruppenbuchungsanfrage La...

RE: meeting 12-12-23

Ref Mo. - TPE240001500 - Recon...
RE: GRUPO ETUDE / 02-13 MAR...
RE: Gruppo The Cushman Schoo...

COTIZACION GRUPO PARA HAY ...

3 NOCHES EN BARCELONA [/ G...

FW: from 11.11.2023 to 12.11.20...

Barcelona 2023 | 15 rooms | 5-9...
Proposal Declined - Kelly Gallagh...

Tesori d'Oriente - Madrid 50 PAX ...

Delay TP 543 // 270CT 23 - CRE...

Tickets

Open
Open
Open
Open
Open
Open
Open
Fast Completed
Open
Open
Open
Open

Open

ALL - BULK

BUNE ORG Es...

BUNE ORG Am...

BUNE LGR - VI...

BUAM LGR MX...

BUSE ITLGR I...

BUAM BGR C...

ALL - BULK

BUNE ORG Es...

BUSE SP - GL...

BUNE BGR AT ...

BUSE LGR ES ...

BUNE ORG Dii...

Wende@gesundheitsforen.net
nhessen@nh-hotels.com
p.otten@nh-hotels.com

anna.grimoldi@kuonitumlare.com

natally.gonzalez@seventours.com...

nhcollectionpalazzogaddi@nh-hot...

dfernandez@mrbooks.com

nhessen@nh-hotels.com
madalina@congressbookers.co.uk
kelly@ canvasmeetings.com
joaquin.sosa@spaindmc.buzz

gpe@pga.pt

Email address: Sender email address
Assigned to : Whom the ticket is assigned to

Customer : PID (internal for C4C) of the Main Client

Etc.

Adrian Rodrigu...

Adrian Rodrigu...

Adrian Rodrigu...

DIRECT GUEST

C4C NH INTERNAL REQU
DIRECT GUEST

DIRECT GUEST

DIRECT GUEST

C4C NH INTERNAL REQU
DIRECT GUEST
IMPROVING TRAVEL SL C
C4C NH INTERNAL REQU
CONGRESS BOOKERS LT
DIRECT GUEST
BUZZPATH ESPARNA SL

DIRECT GUEST

MINOR

HOTELS
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How to handle a new request:
Ticket & Opportunity




Tickets




How to handle a new request: Opening Tickets

Toopen a ticket, click on the ticket ID or subject line:

Home

5

Calendar

Customers

People

Opportunities

K & Do

E-Mails

o

Library

© Service

Tickets

£ AllTickets (1478154) Q @ T &6 VvV 72 4+ C Mo
D Priority Main Ticket Status Team Email Address Assigned To Customer
Open BUNE ORG Nh... reservierungen@nh-hotels.com DIRECT GUEST
D = 1832053 ﬂ Portugal Calling: Explore the ... Open BUNE LGR CE ... expeditions@acanela.com DIRECT GUEST
D Low = 1831928 Solicitud - Forums inc. Fast Completed ALL - BULK ehoffemblatt@forumsinc.com Adrian Rodrigu... DIRECT GUEST
D = 1832052 FW: Anfrage zur EMO 2025 Open BUNE ORG Ha... nhhannover@nh-hotels.com C4C NH INTERNAL REQU
D = 1832028 URGENTE!!!!! Re: URGENTE CO... Open BUAM LGR ME... carla@dts.travel DIRECT GUEST
D =] 1832051 Meeting Room Booking - Frankfurt Open BUME BGR FR... Sarah.Theyer@driv.com DIRECT GUEST
D =) 1831927 grpo estudiantes 1875YJCGMX9 ... Open BUSE LGR ES ... grupos15@interrias.com Adrian Rodrigu... DIRECT GUEST
D = 1832020 FW: Consulta cotizacion grupal Open BUAM BGRR... nh9dejulio@nh-hotels.com POLICRED SA
D = 1832041 02 July 2024 Request - Vanderle... Open BUNE LGR NL ... kaitlynf@wittetravel.com DIRECT GUEST

Then the system will open a new tab with the ticket:

2

Home

Calendar

Customers

Do g

People

@ Opportunities

Tickets

{=] 1832029 - #107233306# - RV: FW: Eilt - Zimmerreservierung unter dem Stichwort "Ver... DIRECTGUEST | K ¥ &)

Type Subject Status
Service Request #107233306#% - RV: FW: Eilt - Zimmerreservierung Open
unter dem Stichwort "VertiGIS Konferenz"
*Customer Assigned to *Service and Support Team
DIRECT GUEST BUME ORG Nhow Berlin
Sub-Tickets

Overview Interactions Activities Attachments Motes Related ltems Changes Involved Parties

| D Q+
*Priority
Normal
Document Flow Workflow Changes Timeline

# (  Actions v
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How to handle a new request: Header-fields

Header of the ticket, by clicking the pencil you can edit some

Ticket

Tickets

1832029 - #107233306% - RV: FW: Eilt -... & aee
{=] 1832029 - #107233306# - RV: FW: Eilt - Zimmerreservierung unter dem Stichwort "Ver... DIRECT GUEST | * = 35 | Qa4+ C Actions
Type Subject Status *Priority
Service Request #107233306# - RV: FW: Eilt - Zimmerreservierung Open
unter dem Stichwort "VertiGIS Konferenz" N Orm a l
*Customer Assigned to *Service and Support Team
DIRECT GUEST BUNE ORG Nhow Berlin
Main Ticket Domhame RegEmail
@nh-hotels.com reservierungen@nh-hotels.com
Ticket
Tickets ! 1832029 - #107233306% - RV: FW: Eilt-... @ F
=] 1832029 - #107233306# - RV: FW: Eilt - Zimmerreservierung unter dem Stichwort "Ver... DIRECTGUEST | * ™ o | OO QO + C  Actions
Type

Service Request

DomMame RegEmail

@nh-hotels.com reservierungen@nh-hotels.com

MINOR | 44
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How to handle a new request: Header-fields

Ticket

Tickets " 1832009 - #107233306% - RV: FW: Eilt .. @
=] 1832029 - #107233306# - RV: FW: Eilt - Zimmerreservierung unter dem Stichwort "Ver... DIRECT GUEST x ® 5 | QA+ C,  Actions »
Type Subject Status *Priority @
Service Request #107233306% - RV: FW: Eilt - Zimmerreservier... Open ~ Marmal N
*Customer Assigned to *Service and Support Team
DIRECT GUEST = - BUNE ORG Nhow Berlin =
Main Ticket DomMName ReqEmail
i @nh-
o @nh-hotels.com reservierungen@nh-hotels.com

Subject You can modify this field. Clients are not able to see changes. You can use it to add info. To make you understand the process of
quoting. Ex: Offer sent, Do FUP, Contract Sent, etc.

Status: You can modify the status of the ticket once you have been working on the ticket as per “quotation status”
Priority: you can modify the priority of the ticket to help you to highlight it by your internal criteria, client, lead-time, etc

Service and Support Team: you can modify the ST in case that it is not correct, remember that the ST have different SLAs so it is important
to assign the ticket to the correct ST.
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How to handle a new request: Header- Customer

Customer update: It is compulsory to inform the Customer in the Ticket. There are different options:

1.Clicking the expanding button, you can find the customer by TMS PID in the External ID filter or by Customer Name

2.0nce informed in the MQ and/or MB by refreshing the ticket it is updated automatically

How to request a contact customer creation?

1.Edit the ticket and select the Customer OR wait for the automatic update via MQ/MB

2.0pen tab “Overview”, navigate to block “Customer” and click on “Request Contact Creation”

3.By default, the system enters automatically the Account and the Email (non-editable information). Complete the mandatory fields: first
and last name.

4.Click on “Send Request” button and confirm the pop-up window,

=] HEEE]- MB0004068587 - 18.09.2024_Solicitud disponibilidad y precio evento Madri... SIBELCO MINERALES SLBI (CMCAPU.. * ® & | O &g /# C  Actions
Type Subject Status - *Priority @
Ticket = .
Tickets I % 650183 - MBODDADEESST - 18.00.2024... &9 I =% Request Contact Creation [x] I

Account

SIBELCO MINERALES 5L BI (CM CAPUCHI

Confirm Request X

Are you sure to send the request for creating this contact?

Spanish

Customer External ID Customer ID
@ 240061 1745082

- Description

Contact Creation Already Reguested
No

Buenos dias,
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How to handle a new request: Header- Sub-ticket

Sub-tickets: Sub-tickets are created for two main reasons:
1.Automatically by C4C and for certain customers (CVENT, Kactus, etc.) See slide 41.
2.Manually, in order to manage Mutual Offers
How to manually create and manage a sub-ticket?
1.Look for the Main ticket and copy the number.

2.Go to the sub-ticket and edit the field “Main Ticket” look for the Main and inform it.

3. Sub-ticket will be added to Main. Opportunity has to be linked to the Main Ticket and to the sub-tickets from the moment these enter

in a second cycle.

Tickets

Ticket
I

2718065 - Tu solicitud de reunion en N... 9 I

Tickets

I Ticket

Tickets

Ticket
I ic

2718065 - Tu solicitud de reunién en N...

2718065 - Tu solicitud de reunién en N... 9 I
a

Ticket
I ic

2715710 - 14.11.2024_FW: RESERVA 5... 9 I

{=] 2715710 - 14.11.2024 FW: RESERVA SALA CONGRESO CLINIC UP DIRecTGUEST | * ® 5 | O Q5

Type

Service Request

*Customer

DIRECT GUEST

Interactions

Cverview

Activities

Attachments

Subject
14.11.2024_FW: RESERVA SALA CONGRESO CLINIC
UpP

Assigned to
Gema Torres Naranjo

Status
Completed

*Service and Support Team
BUSE SP - CENTRE/SOUTH-MECO

Motes Related Iltems Changes Involved Par‘(ies- Workflow Changes

*Priority

Normal

7z C

Actions

®

MINOR

HOTELS
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How to handle a new request: Header- Actions

Actions: Main actions you can do inside the ticket:
1.Add a note
2.Copy this ticket with a different ID

Ticket

Tickets ™ 1820290 - MBO003618530 G 2 Travel T... &
- Ticket
Tickets ™ 1620290 - MBO0D3618530 G 2 Travel T.. @

iI=] 1820290 - MB0003618530 G Ticket

1820290 - MB0O003613530 G ...

Type
Service Request

*Customer
DIRECT GUEST Type
) o Service Request
Interactions Activities

Qverview

Contact
Additional Information
Source
E-Mail Reported By
Service Level
1AM Mire i

Agent

No note history exists Paulina Misarova

*Subject

MB0003618530 G 2 Travel TPE-31406 - 08 Nov 2023

MINOR

= o =l

=

Mew Ticket

Source

Manual data entry

*Account

DIRECT GUEST

Priarity

Mormal

Team

BUME LGR - VIP - PRIO 1

*Description

Please add a note

*Priority

Normal

kflow Changes Timeline

Contact

Phone

|
o000
Vi C,  Actions
Add Note

Generate Summary
Copy
Check Consistency

Translate

HOTELS
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How to handle a new request: Body -Tabs

By clicking the User Menu button, you can modify the order of

oy gy Iy o
. Ticket
Tickets I B 5551800 - A& ciia enlicitanin Aa ranniSa [x]
. _ Ticket . .
Tickets ¥ 3721690 - A sua solichtagdo de reunido .. @ eo0 Personalization Mode
=5 2 - . . - . W 7 _
=] 2721690 - A sua solicitacdo de reunido no NH Collection Berlin Mit... DIRECTG... | O &e & | 2 | | action Overview Help
i ®
S Type Subject Status *Priority & Tabs
Service Request A sua solicitacdo de reunido no NH Fast Completed
Collection Berlin Mitte 1
P Friedrichstrasse foi recebida - I m m ed Iate
MQ0000943050
*Customer Assigned to *Service and Support Team . .
DIRECT GUEST Sheila Pufial Jiménez BUNE BGR BER - ADVANCED Timeline &
Interacti OTHER LANGUAGES
Interactions ®
Interactions Overview Activities Attachments Notes Related Items Changes Involved Parties Sub-Tickets Workflow Change: > v Timeli \Q
meline &
Z Overview ®
N <& Reply A via Emal Feed &
Interactio
Activities
Channel 2 =
Interactions (1) i | Grid View | | Search |
Attachments ®
Channel Subject Date / Time = Sender E-mail
Notes ®
r;_, i A sua solicitagdo de reunido no NH Collection Berlin Mitte Friedrichstrasse foi recebida - MQ  21.08.2024 10:56:48 CET
Related ltems ®
4 1 >
Changes ®
21 ooo Involved Parties ®

@ To  nhgroupsales.ce@nh-hotels.com

Subject A sua solicitacdo de reunido no NH Collection Berlin Mitte Friedrichstrasse foi recebida - MQ0000943050

Discard Changes

Jiménez

Help Sign Out

MINOR
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How to handle a new request: Body —Tabs - Interactions

Interactions: You can see all interactions and content sent to / from the client and all other 3rd parties involved in the piece of
business.

. . licker
Tickets I " 2721690 - Asua solicitagdo de reunido ... o I
20 - A sua solicitacdo de reunido no NH Collection Berlin Mitte Friedrichstrasse ... DIRECTGUEST | * [ 5 | O Q6 /Z C  Acdions v
Overview Attachments Notes Related ltems Changes Involved Parties Sub-Tickets Document Flow Workflow Changes Timeline
New <& Reply All via Email
Interactions (1) T‘], Grid View Search
Channel Subject Date / Time v Sender E-mail Recipients
r;.., | A sua solicitacdo de reunido no NH Collection Berlin Mitte Friedrichstrasse foi recebida - MO 21.08.2024 10:56:48 CET nhgroupsalesce
K < >
21.08.2024 10:56:48 oee
To  nhgroupsales.ce@nh-hotels.com
Subject A sua solicitacdo de reunido no NH Collection Berlin Mitte Friedrichstrasse foi recebida - MQO000943050
FY

NH|PrO

v

Obrigado pelo seu pedido!
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How to handle a new request: Body —Tabs - Interactions

Interactions: You can see all interactions and content sent to / from the client and all other 3rd parties involved in the piece of
busines

Ticket Ticket
Tickets 2721690 - A sua solicitagda de reunido .. & I 2729080 - 0369AG24 26.08.2024 bis 30... &3 I
=] 2721690 - A sua solicitacdo de reunido no NH Collection Berlin Mitte Friedrichstrasse ... "DER MANN, DERVERWOHNT" | & ® & | CJ Q6 C  Actions
Interactions Overview Attachments MNotes Related ltems Changes Involved Parties Sub-Tickets Document Flow Workflow Changes Timeline
Channel Subject Date / Time = Sender E-mail Recipients
L = A sua solicitagdo de reunido no NH Collection Berlin Mitte Friedrichstrasse foi recebida - MQ 21.08.2024 10:56:48 CET nhgroupsalesce
K < 1>l
@ 21.08.2024 10:56:48 °e°
Te  nhgroupsales.ce@nh-hotels.com
Subject A sua solicitagdo de reunido no NH Collection Berlin Mitte Friedrichstrasse foi recebida - MQ0O000943050
. . . . ) .
View Details: Displays Overview’s tab info. RO |
View Original Content: Generates a HTML of any incoming interaction in the
ticket
Reply: Replying
Reply All: replying all seu pedido!

Forward: Forwarding

fraremos em contacto consigo para abordar os
eu evento.

Copy to new Ticket: You can copy the content of this interaction to a NEW  tels.com

t|Cket va off-line. També&m podera contactar connosco

+mail:
Copy to Existing Ticket: You can copy the content of this interaction to i nesels com

anothetRicket

HOTELS

Move to Existing Ticket : You can move the content of this interaction to
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How to handle a new request: Body —Tabs — Overview —additional Information and Description

Overview: You can see relevant information about the ticket itself.

Ticke! Ticker
Tiekets I = 2721690 - A s solicitacio de reuriBo.. @ I = 2726179 - Refererunumres MB000KL.. @ I

2725179 - Referenznummer MB0004016541 | Gruppenname ZF Friedrichshafen AG#2... DIRECTGUEST | & ™ & | Tl <y 19

Type Subject .

Service Request Referenznummer MBO00A016541 | Gruppenname ZF Friedrichshafen AG#2560001 | confirmation In Process
for Mr Decho:
Cusiomer tesigned 1o *Zervie and Suppart Team
DIR: Adrian Bruck BUNE CRG Spin Tower
Interactions Attachments Naotes Related ltems Changes Involved Parties Sub-Tickets Document Flow Workflow Changes Timeline
Additional Infermation & Customer
Customer
DIRECT GLEST
E-Mal

Categiory
Custames Extermial ID
1000

Riequesst Cortact Crestion

Request Contact Creation

Timeline

Reported On
22.08.2024 11:08

Initisl Rewiew Completed
23.08.2024 09:14

Complesion Due
23.08.2024 11:08

Fisquessted Start
24.08.2024 02:00

rsserted By

Tirne with Customers

Service Level: SLA for the ticket to be handled

Channel E-mail: Email address used by the client to send the requé‘?ﬁ’wm

23.08.2024 09:14

Description: You can visualize the 1st interaction sent by the client.

Work Description

Category

MINOR

HOTELS

*Priarity

Immediate

2889960

Coritact Creation Already Reguested

Ne

Initial Review Due
22.08.2024 13:08

heet Feesporees D
Cormpletion Dt
Retquested End
25.08.2024 02:00
Tirres with Agert

List Agert Intesarction

Cherged By
Adrian Bruck

Cresated By
Technical User

& (. Adions ~
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How to handle a new request: Body —Tabs — Overview —Timeline -

Tickets I THE - Asum solicitacio dereuriBe . @ I Prrrty TR —t L T I
2725179 - Referenznummer MB0004016541 | Gruppenname ZF Friedrichshafen AG#2... DIRECTEUEST | & ™ = | OJ 419
Type Subject
Service Request Referenznummer MB0004016541 / Gruppenname ZF Friedrichshafen AG#25860201 / confirmation
For Mr Decho
*Customer g 1o
DIRECT GUEST Adrian Bruck

Interactions - Attachments Motes Related Items Changes Inwolved Parties Sub-Tickets Document Flow Workflow Changes Timeline

Reported On: Day| Time ticket enters

Initial Review Due: Day| Time ticket should be managed (always 2h.
After arrival)

Initial Review Completed: Day| Time ticket is managed by 1°t time by
the agent

Next Response Due: --- always empty

Completion Due: Day| Time ticket SLA to be completed
Completion Date: Day| Time ticket is completed by agent
Requested Start: -- No relevant info. for GEMs

Requested End: -- No relevant info. for GEMs

Reported By

Time with Agent

Time with Customer

Last Agent Interaction

Last Customer Interaction

By: Agent managing the ticket

Changed On: Last time ticket has been modified

Staties
In Process

*Senite and Support Team
BUNE ORG Spin Tower

Customer

Customes
DIRECT GUEST

Ehdal
Categery

Custarrer Extemal ID
1000

Request Certact Crasion

Request Contact Creation

Larst Curstomet Interaction
22.08.2024 11:08

Changed tn
23.08.2024 09:14

Work Description

Category

*Priarity

Immediate

Cortact
Phone
Larguge
Cuestorner 1D

2880060

Coritact Crestion Already Remsested
No

Chnged By
Adrian Bruck

Crealed By
Technical User

4 C Adions ~
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How to handle a new request: Body —Tabs — Attachments & Notes -

Attachments: You can see all attachements shared with and by the

R“.)et%ts.: See slide 33. You can also include notes from inside the ticket

Ticket
Tickets I 2725687 - MBOOD409E043 Tiv... E: a I

=] 2725687 - MB0004098043 Tivoli Avenida Liberdade - small block for corporate offsite ... FORATRAVEL | * ® = | O Qg

# (C,  Actons ~

Type Subject Status *Priority ®

Service Reguest MBO0004098043 Tivoli Avenida Liberdade - small block for In Process New

uorporate offsite - Oct 14-17 N 0 rm al

*Customer Assigned to *Service and Support Team

FORA TRAVEL José Pires BUSE PT - LISBON-MECO
Interactions Overview - . Related Items. Changes Involved Parties Sub-Tickets Document Flow Workflow Changes Timeline
| Attachments (0) T, Add
File I¢ Title Type Changed On = Changed By Actions

Mo data

MINOR

HOTELS
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How to handle a new request: Body —Tabs — Changes-

Changes: You can see a log of the ticket management, who, when and what did every action.

Ticket
Tickets I 2725687 - MBO004058043 Tivoli Avenid. .. e I
=] 2725687 - MB0004098043 Tivoli Avenida Liberdade - small porate offsite ... FORATRAVEL | * ™ & | OJ Qg Z# G Acions

Interactions Owverview Attachments MNotes. Related ltems Involved Parties Sub-Tickets Document Flow Workflow Changes Timeline
| 0 || Keset
H W) C N
Change Date/Time = Changed By UserID
23.08.2024 14:18 José Pires (K9XBIEBTO71) E00000189145
23.08.2024 11:22 José Pires (K9XBIEBTO71) E00000189145
23.08.2024 11:22 José Pires (K9X8IEBTO71) E00000189145
23.08.2024 11:09 José Pires (K9X8IEBTO71) E00000189145
22.08.2024 22:52 Technical User (SAP_SMTP_IN) SAP_SMTP_IN
22.08.2024 18:39 José Pires (K9XBIEBTO71) E00000189145
(W] 1 Selected K < !3 >

TJ, Export ~~
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Opportunities



How to create an Opportunity?



How to handle a new request: Body —Tabs — Related Items -
Related Items: Whenever an opportunity is linked to a ticket, it appears here with an unique ID. Remember that only Agencies and

Companies PIDs generates Opportunities
There are 3 different status for opportunities, Lost, Cancelled or Won. Once they are cancelled or lost do not change of status anymore.

However as they are linked to TMS and MBs the productivity is taken into account accurately.

Ticket
Tickets I 2725687 - MB0DD4098043 Tivoli Avenid... €3 I

=) 2725687 - MB0004098043 Tivoli Avenida Liberdade - small block for corporate offsite ... FORATRAVEL | * ™ & | OJ Qg # C  Actions -
Type Subject Status *Priority @
Service Request MB0004038043 Tivoli Avenida Liberdade - small block for In Process New

corporate offsite - Oct 14-17 N orm al

*Customer Assigned to *Senvice and Support Team
FORA TRAVEL José Pires BUSE PT - LISBOMN-MECO

Interactions Overview Attachments MNotes Changes Involved Parties Sub-Tickets Document Flow Workflow Changes Timeline

fH Preceding ltems (0) TL  More

ID 1D - Name Type Status Created On Created By
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How to handle a new request: Body —Tabs — Related Items —Opportunity Creation

Opportunity: Before creating MQ or MB always create an opportunity. All tickets, MQ or MB except those for transients must always
have an opportunity linked to the MB or MQ. This is the link of the two systems and the way our Sales colleagues can track the leads and

help us to follow-up them.

{=] 2690555 - Tu solicitud de reunién en Tivoli Alvor Algarve - All Inclusive Resort ha sid... DIRECT GUEST * ™3 0 G

Type
Service Request

*Customer
DIRECT GUEST

Interactions Overview Attachments Motes

fH  Follow-Up ltems (0)

D ID - Name

Subject

Tu solicitud de reunidn en Tiveoli Alver Algarve - All Fast Completed
Inclusive Resort ha sido recibida - MQO000936268

Assigned to
Sheila Pufial Jiménez

Related ltems

Status

*Service and Support Team

BUSE PT - ALGARVE LGR VIP

Changes Involved Parties Sub-Tickets Document Flow Workflow Changes

Type

Status

Created On

*Name

13.07.2024_Cotizacion grupo Julio

Primary Contact

HOTEL NH COLLECTION SUECIA

*Category

GEM Request

@

*Account

TITANIUM GLOBAL LLC

*Owner

Paulina Misarova

Note

7

@

Timeline

*Priority

Immediate

Created By

# (C  Actions ~

®

TL More

Refrash

MINOR
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How to handle a new request: Body —Tabs — Related Items — Link Opportunity to MQ

Create MQ as usual (adding the TK to the name of the MQ) and link the opportunity. You may see only pending Opp. to be linked in
this pop-up window:

Quotation Tool - Management

[[] Duplicate quotation = Function Diary %General Occu. ﬁ RL Status a,aOc:cu. Room Type (%! Quotation Info [EQuotation Log % Setup Report fﬁC4C Management Q‘aRemarks E Client Info

Employee: 0000007273 Sheila Puial Jimén... Currency: EUR | Tax inclusive | Quotation Id MQ0000719252 | Booking File ID | Opportunity Id | Status PENDING MB CREATIO
Client: 0000001000 - GUEST DIRECT Company: CRS:

Start date: 03.12.2023 - End date: 04.12.2023 Hotels PT08.VILAM

Hotel available [i] PT08.VILAM
Group Size/Alert s
Results:

[= Information x
Fair type/Description

r 1
Ii' I_The Opportunity id: 914600 was assigned to the r
quotation: MQ0000715252
Total Hotel Room Rev. €147.60 /;)
Total DDR €0.00 A
Total Function Room Rev. €350.00 /;)
| Total F&B Event Rev. €0.00 -

HOTELS



How to handle a new request: Body —Tabs — Related Items — Link Opportunity to MB

Create MB as usual (adding the TK to the name of the MQ) and link the opportunity. You may see only pending Opp. to be linked in
this pop-up window:

i, Booking File Management - MB0003654399
& = Function Diary 5] s (il

gFile: MB0003654399 Mode @ Client: 1100025963 TRANSAVIA LLC -
General Info. T Customer data r Commissions r Routing Charges r Actions r Statistics f Additional information r Deposits f Discount

End: 03.12.2023 Sunday @] ESMAVILPA-A. ¥ Offer ~

Name: I 1831644 - VIAJES TRANSVIA TOURS FOR TE. I Contract

Status ' Offer ~ | +& | BF Status Rate BGR_MEET

Res Status I - I‘ 3 ‘ by default Pax BF: 1

Registr. date [27.10.2023] Friday— [IMutual Offers

Conf. date: [ ] BF not released | Remarks @ Quotation Sent

Deadline; [ [JRetrieve changes @I Main -/ @  Contract Sent

Follow Up: [ []Serie ®C  Proforma Sent

Follow Up: [28.10.2023] Saturday [JRecurrent

CUT-OFF date: ] Rooming | Allowed | i cac

|

Event Type: QIS@{eluElel]

3 r A E
1iF ) E' I_The Opportunity 915314 has been linked to the J |
X E Booking File MBO003654395. F
V) )|
Occupancy | Meal Plan  Arrival S. Ti... Departure  End ... Status Rate Contract
+ 1§ ESMA.VILF

| 61

r'\'l LI B I S B9
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How to handle a new request: Body —Tabs — Related Items —Opportunity Selection

In the case that you do not find it, you can search it by clicking on the expanding button, and with the different concepts to look for it.

Quotation Tool - Management

[[] Duplicate quotation =3 Function Diary %General Occu. i RL Status au,aOccu. Room Type (&) Quotation Info Quotation Log  %¥ Setup Report L_ﬂC4C Management E,"aRemarks E Client Info

-

Employee: 0000007273 Sheila Puial Jimén... Currency: EUR | Tax inclusive | Quotation Id MQ0000719252 | Booking File ID | Opportunity Id | Status PENDING MB CREATIO

Client: 0000001000 - GUEST DIRECT Company: CRS:
Dnnortunity Selection -

Start date: 03.12.2023 - Er
pportunity Number: ‘ ‘
Hotel available Employee: ‘ 7273 ‘
Group Size/Alert Opportunity Name: ‘ ‘
Results: Opportunity Commercial Client: | |
Opportunity Creation Date: | | to |
Fair type/Description
Status: | |
Total Hotel Room Rev. = —_—
(R [ &[5 B [ P [ ] ) ] L] %
Opportunity ID ‘ Employee ‘ Opportunity Name ‘ Comercial Client Created on Status Opportunity e
Total DDR 914600 0000007273 CORPORATIVO BIMBO 2008745502 27.10.2023 Open 2
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How to handle a new request: Link a ticket to an existing opportunity

Whenever we do not link an opportunity to a MB or MQ within the very same day of creation, the system will create one during the backup
(night) so you will need to link this one to the ticket. Follow these steps:
1.Go to the right bar and select Opportunities

oo

Calendar - Th B
Opportunities = 1831642 - CORPORATIVO BIMBO (<]
|._|:|—J Org Structures
HR Au (a17681) Q W ¢ Vv ¢/ 4+ C  Moe
S8 Customers |:| Name Account wner Status Created On Action MB ID MB Status MQ ID
(] 3 na Maria Sutilo Vega pen .10. : u ption
(] 12PAX CHANE & PRES 881366 Ana Maria Sutilo Vi o} 02.10.2023 11:34 MB0003613754 O
B People | | G)FEDERMANAGER & FEDE.. 900309  Q Andrea Biasci 18.10.2023 05:15 W MB0001727786  Confirmed
| | @ G2 TRAVEL KK... & G2TR... 851529 & Guillermo Pielhoff Open 08.09.2023 06:39 T} MB0003577732 Tentative
[ | @ GD-CONGRE... 2% CON... 2376 2 Maria Veronica Ponce Gonza... 01.12.2020 10:56 W MB0001893338  Confirmed
> L ' CONEXTUR_ 1... Z CONE.. 913224 Daniela Sanchez Open 25.10.2023 18:14 i MB0003651578
Activities |-—-| @ - a 8 P wy
| | G CAFOROEGSA &5 EQUI... 33879 8 NH Berlin City Ost Automatic 25.12.2020 05:00 Ty MB0001880588 Confirmed
2.Look for the Opp. you created in the ticket via ticket number and cancel it
= Opportunities I B 1831642 - CORPORATIV BIMED <] I
] org Structures
#oan @ a &« W 0 V & + C Mo
S8 Customers Hame Account D %  Owner Status  Created On BID ME Status MO 1D
() TESTTESTTES.. & DIRE.. 651310 2 Sheila Pufial Jiménez Open 24,03.2023 11:49
& People
&) Opportunities
MINOR | 63
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How to handle a new request: Link a ticket to an existing opportunity

3. Look for the Opportunity created by the system via the MB number

- Ticket
A Home Opportunities B 1831644 - VIAJES TRANSVIATOURS fo... @ &
Calendar [ Au 418120) Q v 4 + C Mo
\:\ Name Account ID Owner Status Created On Action MB Status MQ ID
|._|:|—J Org Structures — - —
| ) 12PAX CHANE... & PRES.. 881366 3 Ana Maria Sutilo Vega Open 02.10.2023 11:34 i) MBO003613754  Option
& Ccustomers o EI C) FEDERMANAGER & FEDE... 900309 2 Andrea Biasci 18.10.2023 05:15 W MB0001727786  Confirmed
| | 6D G2 TRAVEL JK... & G2TR.. 851529 & Guillerma Pielhoff Open 08.09.2023 06:39 w MB0003577732  Tentative
8 People - " | @) GD-CONGRE... &7 CON... 2376 8 Maria Veronica Ponce Gonza... 01.12.2020 10:56 W MB0001893338  Confirmed
[ | &) CONEXTUR_1... & CONE.. 913224 [ Daniela Sanchez Open 25.10.2023 18:14 ] MBO0003651578
@ Opportunities [ | @ caForoEGSA & EQUI... 33879 2 NH Berlin City Ost Automatic 25.12.2020 05:00 o] MB0001880588  Confirmed
4. Enter the Opportunity by clicking on the name and in the ticket tab, click on assign
. Ticket Opportunity -
Opportunities I 5 1531644 - VIAJES TRANSVIATOURS fo... & I &) SERIE COLLETTE 021 Q eee
@) SERIECOLLETTEO21 * [¥ & | B O+ Z G Actions v
Opportunity 1D Name Account Primary Contact @
163837 SERIE COLLETTE 021 COLLETTE VACATIONS
Top Level Account Category Priority Parent Opportunity
GEM Request Normal
Overview Activities Sales Team Involved Parties Related Opportunities Document Flow Attachmen anges
e p— T
HH Tickets (0) w  More
Ticket ID Subject Relationship Priority Status Created On
Opportuni B
Opportunities I & SE;:JE (L:IgtLyLETTE 071 [x] I Assign a successar ticket
5 . LOO k fO r th e t|C ket an d d d d H 1 The changes cannot be saved if the Opportunity is being modified.

EJ'QI

M [ N O R Ticket ID

HOTELS |




Send Emails to clients




How to handle a new request: Send Emails to clients- Replying

Within a ticket, we can use the Interaction or Timeline Tab to answer.

f=] 2690555 - Tu solicitud de reunién en Tivoli Alvor Algarve - All Inclusive Resort hasid... DIRECTGUEST | * ® & | O Qs Z G Acions
Type Subject Status *Priority @
Service Reguest Tu solicitud de reunidn en Tivoli Alvor Algarve - All Completed d
Inclusive Resort ha sido recibida - MQO000936268 I m m e iate
*Customer Assigned to *Service and Support Team
DIRECT GUEST Sheila Puial Jiménez BUSE PT - ALGARVE LGR VIP
Interactions Overview Attachments Notes Related ltems Changes Involved Parties Sub-Tickets Document Flow Workflow Changes-
Timeline C Y | Search Q | ListView
Thursday | August 8, 2024
@ Tu solicitud de reunién en Tivoli Alvor Algarve - All Inclusive Resort ha sido recibida - MQO000936268 &) 08.08.2024| 1122 A
From: o '
To groupsales2.pti@nh-hotels.com
Sent On 08.08.2024 | 11:22 |
‘ Forward
NH|[PrRO
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How to handle a new request: Send Emails to clients- New email

Within a ticket, we can use the Interaction or Timeline Tab to create a new email.
You can create a new interaction within this ticket. It is very useful when you need to contact RM or colleagues in the organization or do not
need to include the previous mails in the new email.

I=] 2690555 - Tu solicitud de reunién en Tivoli Alvor Algarve - All Inclusive Resort ha sid...  DIRECT GUEST *x ™ 5 L) Qs 7 C Actions
Type Subject Status *Priority @
Service Reguest Tu solicitud de reunian en Tivoli Alvor Algarve - All Completed d

Inclusive Resort ha sido recibida - MQO000936268 I m m e iate
*Customer Assigned to *Service and Support Team
DIRECT GUEST Sheila Pufial Jimenez BUSE PT - ALGARVE LGR VIP
Interactions Overview Attachments Notes Related ltems Changes Involved Parties Sub-Tickets Document Flow Workflow Changes Timeline

Email -~

Timeline C Y | Search Q | ListView

Thursday | August 8, 2024

@ Tu solicitud de reunién en Tivoli Alvor Algarve - All Inclusive Resort ha sido recibida - MQO000936268 &) 08.082024111:22 A
From:
To groupsales2.pti@nh-hotels.com -

SentOn 08.08.2024 | 11:22
Forward

NH|PRrRO
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How to handle a new request: Send Emails to clients- Mailing handling options

New Email ~ x
From  nhgroupsales.es@nh-hotels.com #  Branding Template 3
To Cc Bec +

[Ticket: 18259731 15.11.2023_SALA REUNION BUREAU VERITAS 15-16NOV

‘ﬂ"BIgs—inhent - Adpt <~ Paragraph - = E E = = &= IE = A'!'_x H- & ¢ M

Drag and enlarge the space to writte

Send the email

See a preview of the email

Save a draft of the email

Attach doc. (Upload a maximum of 10 files within the 20 MB size limit at once)
See all attachements included in the ticket

Change the signature template
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How to handle a new request: Send Emails to clients- Mailing handling options

New Email ~ x
From  nhgroupsales.es@nh-hotels.com ¢/  Branding Template 3
To Cc Bec +

[Ticket: 18259731 15.11.2023_SALA REUNION BUREAU VERITAS 15-16NOV

4 B 7 U S innert 14pt Paragraph S EEE == EEZ A AL BE & &L W

Select a Template

[111 My Templates (0) -~

My Views

Templates: By clicking here you can add the t
qgueries.
For any other consecutive interaction itis n

BN Corporate el d in your
Corporate Templates

Corporate Templates (11)

My Favorite Templates

NA COrpordie Templdies

plantillas ingles test

templates espafiol
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How to handle a new request: Send Emails to clients- Templates BUSE

Templates: We can filter by type of Template, Brand and Language. The best option to easily use templates is creating Queries by Languges and

Brands.

NOTE: Templates are currently being updated , soon we will have new materials ready to be used.

Al Templates (24) ~

You can create templates directly in the system (text-based) or from an uploaded .htmlLfile {document-based)

ID

100506
100447
100446
100445
100444
100411
100410
100409
100408
100375
100374
100372
100335
100334
100333
100332
100295
100234

Mame

BUSET_MHHG_LARGE EVENTS_ES
BUSET_Tivoli_LARGE EVENTS_PT
BUSET_Tivoli_LARGE EVENTS_IT
BUSET_Tivoli_LARGE EVENTS_ES
BUSET_Tivoli_LARGE EVENTS_EN
BUSET_nhow_LARGE EVENTS_PT
BUSET_nhow_LARGE EVENTS_IT
BUSET_nhow_LARGE EVENTS_ES
BUSET_nhow_LARGE EVENTS_EN
BUSET_MHHG_LARGE EVENTS_PT
BUSET_MNHHG_LARGE EVENTS_IT
BUSET_MHHG_LARGE EVENTS_EN
BUSET_NHC_LARGE EVENTS_PT
BUSET_MHC_LARGE EVENTS_IT
BUSET_MNHC_LARGE EVENTS_ES
BUSET_NHC_LARGE EVENTS_EN
BUSET_Avani_LARGE EVENTS_PT
BUSET_Avani_LARGE EVENTS_IT

L)

BUSET_NHHG_LARGE EVENTS_ES
BUSET_Tivoli_LARGE EVENTS_PT
BUSET_Tivoli_LARGE EVENTS_IT
BUSET_Tivoli_LARGE EVENTS_ES
BUSET_Tivoli_LARGE EVENTS_EN
BUSET_nhow_LARGE EVENTS_PT
BUSET_nhow_LARGE EVENTS_IT
BUSET_nhow_LARGE EVENTS_ES
BUSET_nhow_LARGE EVENTS_EN
BUSET_NHHG_LARGE EVENTS_PT
BUSET_NHHG_LARGE EVENTS_IT
BUSET_NHHG_LARGE EVENTS_EN
BUSET_NHC_LARGE EVENTS_PT
BUSET_NHC_LARGE EVENTS_IT
BUSET_NHC_LARGE EVENTS_ES
BUSET_NHC_LARGE EVENTS_EN
BUSET_Avani_LARGE EVENTS_PT
BUSET_Avani_LARGE EVENTS_IT

L

Template Type

Document-Based
Document-Based
Document-Based
Document-Based
Document-Based
Document-Based
Document-Based
Document-Based
Document-Basad
Document-Based
Document-Based
Document-Based
Document-Basad
Document-Based
Document-Based
Document-Based
Document-Basad

Document-Based

Channel Type

(

O B B R B O R R Rl VR

E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail
E-Mail

E-Mail

Branding Template
MNo
MNo
No
No
MNo
Mo
No
No
MNo
MNo
No
No
MNo
MNo
No
No
No
MNo

Q &

Corporate
Yes
Yes
Yes
Yes
‘Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes
Yes

LURN &

Spanish
Partuguese
Italian
Spanish
English
Partuguese
Italian
Spanish
English
Portuguese
Italian
English
Portuguese
Italian
Spanish
English
Portuguese

Italian

v o+

Created By

Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar
Alberto Pindado Gar

MINOR
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How to handle a new request: Check list when sending an email

1. Sending email address is correct depending on the GEM you belong to (nhgroupsales.es, nhgroupsales.pt, etc.)

2. Email subject correct: Ticket + MB number + original subject

3. Corporate Template (if aplicable)

4. Font and Size correct

5. Attachments are correctly uploaded (menus, offer, factsheet, etc.)

6. CC Sales if necessary
New Email ~ x
From  nhgroupsales.es@nh-hotels.com /  Branding Template [
To Cc Bec +
[ Ticket: 1825973 ] 15.11.2023_SALA REUNION BUREAU VERITAS 15-16NOV

- B 7 U S inhert 14pt Paragraph = = =E=E EE=E £ = A A L B 8 &£ M

® @ @o & W7 Chat Link
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How to ask RM for a Validation



How to ask RM for a Validation —GQT-

1. In GQT, select Status Management and choose the option: Pending RM Validation

Quotation - Status Management

Employee Roberto La Vista 0000008578 Roberto La Vista BOITCELGR GD

Current Status PENDING MB CREATION New Status ‘ |

CANCEL QUOTATION

PENDING RM VALIDATION L

TEAM LEADER VALIDATION ge status Close

Quotation - Status Management 2 FILL IN:
PENDING RMVALDATION - | SUBIJECT Ticket number (No bracket, only the ticket n.)

REMARKS Write text to RM Manager

RM Employee Insert employee name vy

Follow up priority Low v Follow up date 10.07.2023 z| 3. DO NOT FI LL I N : RM Em ployee

Subject 158976 Iv| Send Alert To
= 4. Check “Send Alert To” tick is flagged
Email nhcollectionromacentro
. Dear Rev, 5. Click on Change Status and move to CA4C ticket
emarks should | proceed? v
&I
MINOR | 73
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How to ask RM for a Validation —OUT OF GQT

1. When Validation needs to be done out of GQT, use the template BUSET_RM VALIDATION to ask for the RM validation.

Reply All Email ~ X
From  nhgroupsales.es@nh-hotels.com & Branding Template s
To ana.sanchezmera@savethechildren.org Cc Bec +

Re: [ Ticket: 1834205] MBO0D03655337_FW: Peticion presupuesto Save the Children

- B 7 U S \Vverdana 11pt Paragraph =

= = A-A-LT - & & &

TICKET NUMBER || HOTEL/S NAME || TOP CLIENT if applies || SHORT LEAD TIME if applies (compulsory in Subject)

Validation needed for:

MQ NUMBER

ABBREVIATION

M. ROOM MNIGHTS

BUDGET €

TOTAL REVENUE APPROX €

4 »

2. Write the MQ or MB number + Hotel/s involved in the subject of the email
Fill in the compulsory fields in the body of the email template
4. Send

w
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How to ask RM for a Validation-C4C-

1. Immediately put the ticket in Status REVENUE_MANAGER ACTION and wait for the Revenue Validation Answer.

=] 1778597 - Test GQT Development VIAJESmanDarin | o % &0 | O <4 C Ao
Type Subject *Priority
Service Request | Test GAT Development | | Normal o |
*Customer Assigned to *Sarvice and Support Team
VIAJES MANDARIMN = | | MARIA DE LAS NIEVES CABELLO FRAILE e | | ALL - BULK = |
Overview Timeline Interactions Activities Attachments Notes Related Items Changes Involved Parties Sub-Tickets Document Flow Warkflow Changes

2. When RM answers, the ticket will change into Status IN PROCESS and a new interaction will be visible in the ticket informing us that the
MQ has been validated

1778597 - Test GQT Development  viaJEsmanparin | & ¥ 5 | O {4 £ O Ac
Type Subject *Priority
Service Request Test GQT Development
*Customer Acsigned to ‘Service and Suppart Team N O rma I-
WVIAJES MANDARIM MARIA DE LAS NIEVES CABELLO FRAILE ALL - BULK
Overview Timeline Activities Attachments Notes Related Items Changes Involved Parties Sub-Tickets Document Flow Workflow Changes
New <& Reply Al via Emal
Interactions (2) TJ, Grid View Sear
‘Channel Subject Date / Time ¥ Sender Sender E-mail
é, = [ Ticket: 1778597 ]. Review: MQOO0D706135 10/11/2023 11:38:16 AM CET nh.noreply@nh-hotels.com
é, = [ Ticket: 1778597 ] Test GQT Development 10/11/2023 11:18:17 AM CET nhgroupsalesnl nhgroupsales.nl@nh-hotels.com
K < iy
nh.noreply@nh-hotels.com 10/11/2023 11:38:16 AM @ -
To  nhgroupsales.es@nh-hotels.com
Subject [ Ticket: 1778597 1. Review: MQ0000706135
Dear user,
M [ N O R This is the automatic generated email informing that the MQ0000706135 status has been changed for hotels: | 75
- NH Paseo de la Habana

HOTELS
Thank you.



How to handle a phone call request
and create a new ticket



How to handle a phone call request and create a new ticket

When receiving a phone call request, a new ticket ID must be created by clicking the plus symbol

ﬁ' M Tickets
Calendar HH AllTickets (1845) ~~ Q &« N & Vv l More
\:| Priority Main Ticket D Subject Status #  Team Email Address Assigned To Customer
& BT e ) = 1830288 NHC In Process New ALL - BULK Uwe Bekurts DIRECT G
2 Peopl (] = 1834744 Raumanfrage: Boost your Energy...  In Process BUNE ORG Spin Tower nhuniversity.ne@nh-hotels.com Graca Veloso DIRECT G
eople v —
|_| MNormal =] 1834665 Meeting room 16th of November In Process BUNE ORG Mhow Amsterdam RAI f.haas@nhow-hotels.com Olesia Peftouli... DIRECT G
@ Opportunities |:| MNormal =] 1834606 Reference: MB0003215496 In Process BUNE ORG Amsterdam Barbizon Palace Clarissa. Swafford@transdev.com DIRECT G
) = 1832670 (TRAINING TEST))) / MILAN In Pracess New ALL - BULK Elisa Perez Lai...  DIRECT G
Type Source
‘ Service Request w | | Manual data entry ~
1. Account needs to be filled out (company, agency OR direct guest.
\ & . .
2. Choose correct service Team and enter subject
Reported By
| 5 || Normal - 3. Guide to description information:
Agent .
[ Kom Rabemg *Contact details

*Company/Agency

*Contact person

*Phone number, e-mail address
*Requested Services

*Dates

*Number of attendees/Room Nights

Please add a note

Country/Region Reported On

~ 11/24/2020 2:45 PM ~
MINOR | 77
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How to handle a Handover



How to handle a handover:

TICKET: Use Handover templates in C4C.
Always include the confirmation by the client + Contract signed + Proforma if applicable
Change the ticket Status in C4C to Completed and keep the ticket assigned to the agent that handled it.

TMS4M : Te ntat|Ve Name 4 Description 4 Template Type
BUSET_CGW_HANDOWER HOTEL_PT BUSET_CGW_HANDOWVER HOTEL_PT Document-Based
BUSET_CGW_HANDOWER HOTEL_ES BUSET_CGW_HANDOWVER HOTEL_ES Document-Based
BUSET_CGW_HANDOWER HOTEL_FR BUSET_CGW_HANDOWVER HOTEL_FR Document-Based
BUSET_CGW_HANDOWER HOTEL_EN BUSET_CGW_HANDOWVER HOTEL_EN Document-Based
BUSET_CGW_HANDOWER HOTEL_IT BUSET_CGW_HAMNDOWVER HOTEL_IT Document-Based
BUSET_HANDOVER HOTEL_FR BUSET_HANDOWVER HOTEL_FR Document-Based
BUSET_HANDOVER HOTEL_EN BUSET_HANDOWER HOTEL_EN Document-Based
BUSET_HANDOVER HOTEL_ES BUSET_HANDOWER HOTEL_ES Document-Based
BUSET_HANDOVER HOTEL_IT BUSET_HANDOWER HOTEL_IT Document-Based
BUSET_HANDOVER HOTEL_PT BUSET_HANDOWVER HOTEL_PT Document-Based

HYBRID HOTELS IN BUSE AND HANDOVER: Tivoli Avenida Liberdade & Anantara Vilamoura
1.Introduce to the client the new contact at the hotel who will be in charge of the group from now on.
*For room only groups, it will be done with the hotel’s Front Office department. If there is an event organizer, then to him/her, for groups with
meetings, also add the colleague responsible in the events department.
e Attachments: rooming list, copy of signed contract, possible menus/buffets ,agenda/timetable/schedule information for guests.
O At header level: change the ST to their ORG STs. BUSE SA - ORG LIBERDA BUSE SA - ORG VILAMOURA

* Keep the Status in Process, so that the person taking over the operational part is aware of the new ticket to be handled.
MINOR | 79
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How to open a JIRA



How to open a JIRA:

Issues with the tool (slow performance, bounce mails, etc.) always open a JIRA on LM Platform
Set up modification such as TRR uploading or signature modifications, open a JIRA on LM Set up
New licenses for new users open a JIRA on LM User

Issues with opportunities not being linked to an MQ/MB open a JIRA on LM TMS Integration
Doubts on processes or tool management always open a JIRA on LM Functionality

R WwWNR

NH SUPPORT PORTAL / NH Service Desk
SAP C4C

Raise this request on behalf of

@ SHEILA PUNAL JIMENEZ v

Category SAP C4C
LM - Platform v

Subcategory SAP C4C

Please select v

Please select
Funcionality errors
Other technical issues

MINOR | 81
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THANK YOU!
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