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Critical KPIs



Enrollment: Critical KPI
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O n l y  H o t e l  E n r o l l m e n t s  w i l l  c o u n t  f o r  2 0 2 5  Ta r g e t .  

T h i s  m e a n s  B o o k i n g  P r o c e s s  a n d  O C I  e n r o l l m e n t s  a r e  e x c l u d e d  
a n d  w i l l  o n l y  c o u n t  T M S  a n d  Q R  e n r o l l m e n t s .

P e n a l i z a t i o n :  I f  t h e  %  o f  i n v a l i d  e m a i l s  f o r  t h e  h o t e l - m o n t h  i s  
h i g h e r  t h a n  2 0 % .  A l l  i n v a l i d  e m a i l s  w i l l  b e  e x c l u d e d  o f  K P I .  
O t h e r w i s e ,  a l l  e n r o l l m e n t s  w i l l  c o u n t  f o r  t h a t  m o n t h .

S C R I P T S  T O  O F F E R  T H E  D I S C O V E R Y  P R O G R A M :

1. First Stay Always gets you points (DISCOVERY Dollars).

Earn 4% accrual in D$ on first stay as a member, no 
matter booking channel (if it is elegible or not). Offer it 
ALWAYS to all OTA guests.

2. We are part of GHA (Global Hotel Alliance).

Earn and redeem D$ in 850 hotels accross the world, 
including Minor hotels (Anantara,Avani,Tivoli,NH Hotels, 
NH Collection and Nhow)

3. Rates Discounts

Exclusive member rates up to 10% discount.

4. Benefits Progression

Once you visit us more, you will enjoy more and more 
hotel benefits like room upgrade or late check-out.

5. Transparent Points Balance

The value of points (D$) is clear. 1D$=1USD

6. Live Local/Experiences

Access to exclusive Local Offers and Experiences only for 
members



Identification: Critical KPI
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T w o  p o s s i b l e  s c e n a r i o s  f o r  a  N O  I d e n t i f i e d  b o o k i n g :

1. DISCOVERY member has not yet travelled to any of our hotels. 
Consequently, we don’t have yet created their CR profile with 
PartyID number in TMS system

2. DISCOVERY member has travelled to any of our hotels. 
However, their CRM profile and PID number are not yet 
synchronized to his loyalty card.

Check here how to Synchronize DISCOVERY card to PID:

Target

Identify All Members in a 
DISCOVERY booking.

You must have less than 11% of 
NO Identified bookings

Must have

All DISCOVERY Bookings

One of the clients with a 
DISCOVERY card synchronized in 

the booking

TYPE TARGET

CRITICAL Less than 11%

H o w  t o  I d e n t i f y  a  N O  I d e n t i f i e d  B o o k i n g ?

• M a i n  C l i e n t  w o u l d  b e→  1 0 0 3  ( M i n o r  D I S C O V E R Y )  o r  1 1 0 0 0 3 5 8 6 5  ( G l o b a l  H o t e l  A l l i a n c e )

• F i e l d s→  P r o g r a m  a n d  F i d e l i z a c i ó n  a r e  e m p t y

• G H A  m e m b e r s h i p  n º ,  p r o g r a m ,  a n d  t i e r→  D a t a  o f  t h e  D I S C O V E R Y  m e m b e r  a r e  i n d i c a t e d  i n  t h e  r e m a r k s  b o x  o f  t h e  

b o o k i n g  “ T M S  f o r  C o n n e c t i v i t y ”

• D I S C O V E R Y  s p e c i a l  r a t e→  N H R _ X X  o r  M I N _ X X  o r  G H A _ X X  o r  W B _

https://organization.minor-hotels.com/content/discovery-correctly-identifying-loyalty-members-0


Post Stay Survey: Critical KPI
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P o s t  S t a y  S u r v e y  q u e s t i o n s :

1. Have you been recognized as a (tier) DISCOVERY member 
during your stay?

2. Were you made aware of DISCOVERY Dollars (D$) during 
your stay?

3. Were you offered a room upgrade as part of your Minor 
DISCOVERY elite level member benefits?

4. Did you receive your Minor DISCOVERY in-room welcome 
amenity during your stay?

Target

Reach 75% of positive answers of 
your members.

Must have

First Four DISCOVERY questions

75% of positive answers

TYPE TARGET

CRITICAL 75%

A  f e w  d a y s  a f t e r  t h e  c l i e n t s  s t a y  i n  a n y  o f  o u r  h o t e l s ,  t h e y  r e c e i v e  a n  e m a i l  w i t h  s o m e  q u e s t i o n s  a b o u t  t h e i r  s t a y

O n l y  f o r  t h e  M i n o r  D I S C O V E R Y  m e m b e r s ,  t h e y  r e c e i v e  t h i s  4  e x t r a  q u e s t i o n s  i n  t h e  S u r v e y  t o  e v a l u a t e  a b o u t  t h e  

p r o g r a m m e .

W i t h  t h o s e  a n s w e r s ,  t h e  w e  c a n  m a k e  p l a n s  t o  s e e  w h e r e  t o  f o c u s  t h e  e ff o r t s :  h o t e l ’s  t r a i n i n g s ,  m o r e  c l e a r  c o l l a t e r a l s ,  

m o r e  c o m m u n i c a t i o n  t o  m e m b e r s ,  e t c .



Informative KPIs



Share of Room Nights: Informative KPI
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Target

Reach 32% of DISCOVERY Room 
Nights

Will help Increase

Identifying all your DISCOVERY 
Bookings

Share of DISCOVERY Room Nights

TYPE TARGET

Informative 32%

S h a r e  o f  R o o m  N i g h t s  i s  t h e  q u a n t i t y  o f  R o o m  N i g h t s  t h a t  a r e  f r o m  D I S C O V E R Y  m e m b e r s .

D I S C O V E R Y  m e m b e r s  a r e  t h e  c l i e n t s  t h a t  s p e n d  m o r e  m o n e y  i n  o u r  h o t e l s  a n d  t h e  o n c e  t h a t  u s u a l l y  c o m e s  b a c k  a n d  
r e p e a t  b u s i n e s s .

T h e y  c o m e  t h r o u g h  d i r e c t  c h a n n e l s ,  a n d  t h i s  g i v e  u s  m o r e  b e n e fi t .



Training: Informative KPI
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Target

Reach 100% of completition at 
DISCOVERY Training

Available on Talent

TYPE TARGET

Informative 100%

A l l  M a n d a t o r y  g r o u p  m u s t  m a k e  t h e  D I S C O V E R Y  t r a i n i n g

I f  y o u  a r e  F r o n t  O ffi c e  M a n a g e r,  y o u  c a n  a c c e s s  t h r o u g h  y o u r  t a l e n t  a p p l i c a t i o n  a n d  c h e c k  w h o  f r o m  y o u r  t e a m  h a s  
p e n d i n g  t o  c o m p l e t e  t h e  t r a i n i n g

Fo r  t h o s e  t e a m  m e m b e r s  w h o  h a v e  a l r e a d y  c o m p l e t e d  t h e  t r a i n i n g  o n  m y. g h a . c o m ,  y o u r  s t a t u s  i s  a u t o m a t i c a l l y  

u p d a t e d  i n  y o u r  " L e a r n i n g  H i s t o r y "  o n  Ta l e n t .  

M a n d a t o r y  g r o u p  t h a t  m u s t  c o m p l e t e  t h e  t r a i n i n g :

1. GMs
2. Hotel Champion
3. Front Office
4. Guest Relations
5. Concierge
6. Reservations teams



How to check loyalty KPIs 

through Minor Hotels 

Europe & Americas BI Portal



You only have access to this portal if you have a nominative email, then, you should access with:

• User: nominative email

• Password: windows password (the one added when unblocking your computer)

If you don’t have access and you have a nominative email, then you should request it through JIRA following this path:

https://minor-hotels.atlassian.net/servicedesk/customer/portal/29/group/276/create/1974

How to access to Business Intelligence
B u s i n e s s  I n t e l l i g e n c e  i s  o u r  I n t e r n a l  Po r t a l  f o r  M i n o r  H o t e l s  E u r o p e  a n d  A m e r i c a s
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Loyalty Enrollments

1 . O p e n  B u s i n e s s  I n t e l l i g e n c e  

• User: nominative email

• Password: Windows password

2 .  B I  Fo r  O p e r a t i o n s  
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3 .  O p e n  Q U E S T  Fo r  E x c e l l e n c e  2 0 2 5  →  

4 .  C l i c k  t o  D I S C O V E RY  E n r o l l .

5  .  U n s e l e c t  S c o p e→  N o t e  t h a t  n e i t h e r  y e s  n o r  n o  a r e  s e l e c t e d  

6  .  F i l t e r  b y  m o n t h  a n d  h o t e l  

H e r e ,  y o u  w i l l  b e  a b l e  t o  c h e c k :

1 . A c h i e v e m e n t  o f  t h e  E n r o l l m e n t  Ta r g e t

I n  t h i s  c a s e ,  t h e  T a r g e t  a c h i e v e m e n t  w a s  9 3 % ,  t h e y  m a d e  

1 0 8  e n r o l l m e n t s ,  a n d  t h e y  s h o u l d  h a v e  a c h i e v e d  1 1 5 ,  t h e  

d e v i a t i o n  w a s  o n l y  7  e n r o l l m e n t s  t o  a c h i e v e  t h e  o b j e c t i v e

2 .  I n v a l i d  E m a i l s

3 .  I f  y o u  h a v e  m o r e  t h a n  2 0 %  o f  i n v a l i d  e m a i l s ,  y o u  
c a n  s e e  t h e  p e n a l i z a t i o n  t o  y o u r  h o t e l :

1 0 , 2 %  o f  a l l  t h e  
e n r o l l m e n t s  d i d n ’ t  h a v e  
a  c o r r e c t  e m a i l  d a t a

R E M E M B E R :  T h i s  d a t a  o n l y  c o u n t s  t h e  e n r o l l m e n t s  d o n e  b y  T M S  

o r  Q R  c o d e
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https://bi.nh-hotels.com/lincebi/Home/#/home
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Identification KPIs
1 . O p e n  B u s i n e s s  I n t e l l i g e n c e  

• U s e r :  n o m i n a t i v e  e m a i l

• P a s s w o r d :  W i n d o w s  p a s s w o r d

2 .  B I  F o r  e C o m m e r c e  &  M k t

1 3

3 .  O p e n  E c o m m e r c e  R e p o r t  2 0 2 5  →  

4 .  C l i c k  t o  N H  D I S C O V E R Y

5 .  F i l t e r  b y  m o n t h  ( i f  y o u  w a n t  t o  C h e c k  u n t i l  t o d a y ,  c l i c k  t o  

A c t u a l s )  a n d  h o t e l

6 .  F i l t e r  b y  R o o m  N i g h t s  

H o w  t o  c h e c k  S h a r e  o f  L o y a l t y ?

1 . G o  a l l  t h e  w a y  d o w n  t o  t h e  b i g  t a b l e :

2 .  C h e c k  %  N o t  I d e n t i f i e s

T O T A L  E U A M ’ 2 5  →  T o t a l  o f  R o o m  N i g h t s  ( D I S C O V E R Y  a n d  N o t  

D I S C O V E R Y )

T o t a l  D I S C O V E R Y ’ 2 5  →  T o t a l  o f  D I S C O V E R Y  R o o m  N i g h t s

E x t r a  D I S C O V E R Y  →  D I S C O V E R Y  R o o m  N i g h t s  b u t  n o t  i d e n t i f i e d  

w i t h  a  D I S C O V E R Y  c a r d

% N o t  I d e n t i f i e d  →  H o w  m a n y  o f  N o t  I d e n t i f i e d  R o o m  N i g h t s  o u t  o f  

t h e  t o t a l

P o t e n t i a l  D I S C O V E R Y  ‘ 2 5  →  i s  t h e  s u m  o f  T o t a l  D I S C O V E R Y ’ 2 5  a n d  

E x t r a  D I S C O V E R Y
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https://bi.nh-hotels.com/lincebi/Home/#/home
https://bi.nh-hotels.com/lincebi/Home/#/home/BI%20for%20eCommerce%20&%20Mkt
https://bi.nh-hotels.com/lincebi/Home/#/p/opened.perspective


Post Stay Survey KPIs
1 . O p e n  B u s i n e s s  I n t e l l i g e n c e  

• U s e r :  n o m i n a t i v e  e m a i l

• P a s s w o r d :  W i n d o w s  p a s s w o r d

2 .  B I  F o r  O p e r a t i o n s  
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3 .  O p e n  Q U E S T  F o r  E x c e l l e n c e  2 0 2 5  →  

4 .  C l i c k  t o  P a n e l s :  I n f o r m a t i v e

5 .  C l i c k  t o  D i s . S u r v e y

5  .  U n s e l e c t  S c o p e→  N o t e  t h a t  n e i t h e r  

y e s  n o r  n o  a r e  s e l e c t e d  

6  .  F i l t e r  b y  m o n t h  a n d  h o t e l  

H e r e ,  y o u  w i l l  b e  a b l e  t o  c h e c k :

1 . A c h i e v e m e n t  o f  t h e  E n r o l l m e n t  T a r g e t

I n  t h i s  c a s e ,  t h e  T a r g e t  a c h i e v e m e n t  w a s  8 3 %  w i t h  3 8  

s u r v e y s  c o m p l e t e d .  T h e y  r e a c h e d  t h e  t a r g e t  w i t h  8 . 9  p p  

m o r e

2 .  R e s u l t s  p e r  q u e s t i o n  a n d  p e r  t i e r

https://bi.nh-hotels.com/lincebi/Home/#/home
https://bi.nh-hotels.com/lincebi/Home/#/home/BI%20for%20Operations
https://bi.nh-hotels.com/lincebi/Home/#/p/opened.perspective


Loyalty Share (%) RNs

1 . O p e n  B u s i n e s s  I n t e l l i g e n c e  

• U s e r :  n o m i n a t i v e  e m a i l

• P a s s w o r d :  W i n d o w s  p a s s w o r d

2 .  B I  F o r  e C o m m e r c e  &  M k t

1 5

3 .  O p e n  E c o m m e r c e  R e p o r t  2 0 2 5  →  

4 .  C l i c k  t o  N H  D I S C O V E R Y

5 .  F i l t e r  b y  m o n t h  ( i f  y o u  w a n t  t o  C h e c k  u n t i l  t o d a y ,  c l i c k  t o  

A c t u a l s )  a n d  h o t e l

6 .  F i l t e r  b y  R o o m  N i g h t s  

H o w  t o  c h e c k  S h a r e  o f  L o y a l t y ?

1 . G o  a l l  t h e  w a y  d o w n  t o  t h e  b i g  t a b l e :

2 .  C h e c k  T O T A L  E U A M ’ 2 5  a n d  T o t a l  D I S C O V E R Y ’ 2 5  c o l u m n  

T o t a l  E U A M ’ 2 5  →  A l l  t h e  R N  i n  t h e  h o t e l  

d u r i n g  t h i s  p e r i o d

T o t a l  D I C O V E R Y ’ 2 5  →  A l l  t h e  

D I S C O V E R Y  R N  i n  t h e  h o t e l  d u r i n g  t h i s  

p e r i o d

3 .  D i v i d e  T o t a l  D I S C O V E R Y ’ 2 5 / T o t a l  E U A M ’ 2 5 * 1 0 0 =  

L o y a l t y  S h a r e

3 1 , 1 1 %
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https://bi.nh-hotels.com/lincebi/Home/#/home
https://bi.nh-hotels.com/lincebi/Home/#/home/BI%20for%20eCommerce%20&%20Mkt
https://bi.nh-hotels.com/lincebi/Home/#/p/opened.perspective


Loyalty Training Consecution 

1 . O p e n  B u s i n e s s  I n t e l l i g e n c e  

• U s e r :  n o m i n a t i v e  e m a i l

• P a s s w o r d :  W i n d o w s  p a s s w o r d

2 .  I n t e r n a l  A u d i t

1 6

3 .  O p e n  M a n d a t o r y  T r a i n i n g  C o m p l e t i o n s  R e p o r t→

4 .  F i l t e r  b y  m o n t h  a n d  h o t e l  a n d  C l i c k  t o  N H  D I S C O V E R Y

6  . I n  D I S C O V E R Y  T a b  y o u  w i l l  s e e  y o u r  h o t e l  c o m p l e t i t i o n  
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https://bi.nh-hotels.com/lincebi/Home/#/home
https://bi.nh-hotels.com/lincebi/Home/#/home/Internal%20Audit


GHA Power BI Reports



You only have access to my.Gha as Super User/ Reservations Department Head/ Finance Department Hotel /General Manager

Follow this guide to create a user at my.Gha → only possible if you have a nominative email

How to access to GHA PowerBI
M A N D A T O R Y  T O  H A V E  A  M Y . G H A  U S E R  T O  A C C E S S  T O  G H A  P O W E R B I
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How to Check Enrollments in Business Intelligence

1 . O p e n  G H A  B r a n d  R e p o r t

• U s e r :  A l w a y s  y o u r  u s e r  t h a t  e n d s  w i t h  @ g h a . c o m  ( n o t  
y o u r  m i n o r  n o m i n a t i v e  e m a i l )

2 .  E n r o l l m e n t s     

1 9

3 .  F i l t e r  y o u r  H o t e l

4  .  F i l t e r  E n r o l m e n t  c o d e

H e r e ,  y o u  w i l l  b e  a b l e  t o  c h e c k :

1 . Q u a n t i t y  o f  e n r o l l m e n t s  m a d e  v i a  T M S  a n d  Q R  d a y  p e r  d a y

H e r e ,  y o u  w o n ’ t  b e  a b l e  t o  c h e c k :

1 .  Y o u r  T a r g e t  c o m p l e t i t i o n

C h o o s e  o n l y :

- Q R

- T M S

- A l e x a  Q R  C o d e s

( M a y b e  f o r  y o u r  h o t e l  d o e s n ’ t  

a p p e a r  a l l  t h i s  o p t i o n s )

T h e  T a r g e t  t h a t  a p p e a r s  o n  G H A  P o w e r B I  i t  I S  N O T  O U T  

T A R G E T  s o  y o u  c a n n o t  l o o k  t o  y o u r  t a r g e t  a c h i e v e m e n t  

t h r o u g h  G H A ,  y o u  s h o u l d  g o  c h e c k  i t  t h r o u g h  B u s i n e s s  

I n t e l l i g e n c e  ( C h e c k  s l i d e  n u m b e r  1 2 )

https://app.powerbi.com/groups/me/apps/7408acae-1806-420a-b8e1-ccbfa3163548/reports/27bba6c5-124f-4525-8ebb-f5f639a2b5ee/ReportSection774ebdc39c1ce6036e75?experience=power-bi
https://app.powerbi.com/groups/me/apps/7408acae-1806-420a-b8e1-ccbfa3163548/reports/867b0528-ca47-4483-a408-e19e393a8cdd/ReportSection4c3f282542c7be0f1305?experience=power-bi
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