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TMS

This document shows the steps which help you to solve an invoice  

discrepancy



3

Once a discrepancy in an invoice is communicated by SSC in the AR_Discrepancy report, hotel must review  

the reasons and solve it following the described tasks below:

Hotel Escalation model

Billing Quality

DiscrepancyReason Process to solve theescalation

Invoice created to the incorrect customer  

legal entity

Case 1: Incorrect

master data

Case 2: Invoice

created to the

incorrectclient

Review the reservation toensure  

the have selected the correct  

client

Correct the  

invoice with the  

correctData

1 Escalate to CDM the  

correct informationto

modify the data.

1 2

Missing invoice information
Include missing  

voucher/PO…**

Re-issue invoice (if  

it applies)

1 2

Copy of invoice requested
(only applicable in Italy, Argentina and Mexico)

Case 1: Italy and  

Argentina

Providecertified  

copy

Case 2: Mexico
Provide copy of  

electronic invoice

1

1

Rates incorrectly applied

1 2 3 4
Review booking Review contract Review applied Correct invoicewith

confirmation and rates* commission* the correctData

CDM makes the

correction in the

customerdata.

2
Correct invoice

Issueinvoice

3

Responsibility

Hotel  

Administration  

SSC

Others

Note:

*Escalate to CDMDepartment any missing or wrong contract to avoid future errors

** Invoices issued to TravelAgencies /TTOO: voucher number is essential to match payments, be carefully of voucher formats. In  

case of FIT reservations CRO can provide a back up of the reservations
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Responsibilit

y

Hotel

Administratio  

n

SSC

Others

Other

Reason Process to solve theescalation

VOXEL: Rejected invoice

Reason1:  

Rates

Reason2:  

Clients

Other reasons Escalate to IT

Review  

booking  

confirmation

Review  

contractand 

rates

Review  

applied  

commission

Correct invoice

1 2 3 4

Case 1:  

Incorrect  

masterdata

Case 2:Wrong  

invoice  

information

Provide  

correct  

information

Provide  

correct  

information

Correct

invoice

1

1

2

1

CRM makes the  

correction in the  

customer masterdata.

2

VOXEL: Blocked invoice

Include/modify voucher number  

(format) accordingly with customer  

validation

Voucher: Unblock invoice in VOXEL.

2

Hotel Escalation model

In caseof electronic invoices via Voxel, the hotel needs to accessto Voxel in order to check blocked  

invoices:

Note:

*Electronic invoicesmust accomplishwith the formatrequirement of the customers. Invoices are blocked in Voxel if the format  

is not correct due:

Voucher: the voucher format is not accordinglycustomer requirements

Invoice format: Invoice contains wrong lines don’t accepted by the customer, discounts, error in VAT%applied, etc.

Reason 2:  

invoice  

format isnot  

correct*

Review invoice format

1

Correct  

invoice

2

Voxel: Delete invoice  

in VOXEL.

3

Reason 1:

Voucher

format*

1
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Hotel Escalation model

Once DWP is live, discrepancies collections will be included as a case. SSC will inform about the  

discrepancy reason in this field:
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Contact to CRO  to request any back up of reservations not interfaced done by them:

supportcro.spain@nh-hotels.com 

supportcro.germany@nh-hotels.com 

supportcro.benelux@nh-hotels.com 

supportcro.italy@nh-hotels.com

Hotel Escalation model

Useful contacts:

Contact to CDM through NH ServiceDesk(Jira) to:

Request any modification in Customer Master Data (fiscal data, new branch,etc.)

Report any missing / error in contracts ( rates, commissions,etc.)

mailto:supportcro.spain@nh-hotels.com
mailto:supportcro.germany@nh-hotels.com
mailto:supportcro.benelux@nh-hotels.com
mailto:supportcro.spain@nh-hotels.com


THANKS!


