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Clients in areservation

OBJECTIVE

This document aims to define the use of the different clients in a reservation.

The correct use of these clients will impact, among others, in billing quality and therefore in
subsequent administrative processes.

1 DEFINITION OF THE CLIENTS

When creating a reservation, we have to inform these clients that will determine the contracts,
rates, comissions and other terms to apply:
In the transaction /CCSHT/CRS — Call Center

Call Center

& Incoming call & Go to reservation

B | Client’s identification

Search parameters

Main Customer |0000001003 Arrival date Hights 0 |£|_C|
Main client's name [H] Branch cust. Departure date @ ||
Guest Id Rooms ]

Contact name Queue CRO Guests AD|[0 |JU|0 |CH|0O |BB|O 5

Company Branch comp. Room type =

CR3 Branch CRS Meal Plan =

El Selection criteria
E| Result by selected critera

In the transaction /CCSHT/RSO01_IN - Create

[
[
N

2

(]

1 Main client 1016 7 Branch Client

2 CRS Branch of CRS

3 Company Resp. Reser. Branch company

1. Main Customer/Client: Is the Client requester of the reservation. Determines most of
the statistics in the system, therefore is vital the right choice of it to make the appropriate
analisys and comercial actions.

In cases when the Main customer/client has more than one Branch, we also have to select the
correct one (Branch).

For cases of individual customers who do not have any contract established, we have to select
the appropriate Main customer/client and may be “1000 Direct Guest” or “1003 NH Rewards”. We
will only inform the customer/client number of the guest as “Main Client” when a contract exists
in TMS for that customer.

2. CRS' In some cases, the “Main Client” uses a third party to check availability and make
reservations, either a Reservations center, a professional event organizer, etc. The CRS
takes action as a channel to make a reservation between the Hotel and the “Main Client”,
and they can claim a commission for these efforts.
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In cases when the CRS has more than one Branch, we also have to select the correct one
(Branch).

When there is a contract where a CRS is operating, a commission for the Main Client can be
provisioned (commission) or discounted in the final invoice (discount).

On the same time, you will be able to calculate a commision for the CRS (double intermedation).
It will never be possible to apply a discount in the final invoice for the CRS.

3. Company responsible of the reservation: Company for which the reservation is made,
whether the guest stays belongs to it or if it is a guest of this company.

In cases when the Company responsible of the reservation has more than one Branch, we also
have to select the correct one (Branch).

Existing contracts in TMS are created by combining the information recorded in the fields
“Main Client” with the CRS and the Company responsible of the reservation.

It is essential to identify correctly these clients during the process of creation of a
reservation in order TMS to be able to offer us the appropriate contract conditions to be
applied.

e 24 1 ?E K ’:""- )
Hj Reservation 18938001 ! Clent: 1016882287 EXPEDIA INTERNACIONAL Amount 34648 EUR
Arrival: 05.10.2016 Wednesd RoomType: Superior Double View v Meal Pan RO
Nights: 2 Guests: AD[1 |JU0 ICH|0O |BB|0O Currency EUR First service:
Depart.: |07.10.2016| Friday Room No move Last service:
General Data . *Biling Information *Additional data *Statistics Deposits @ Guarantees Routing charges Fixed charges Actions Loaned tems Notices for Reception
Unexpected check-out Biing Central Reservation Office
) Reservation dates 2 CRS N© ) Contract EXPEDIA_IN'1  EXPEDIA INTERNATIONAL - PUBLIC RATES
Actual dates CRS: Rate AP30D Adv Purchase>30d. leadtme non ref
Alotment
4 Client information Payment cond. Expense code CXL_100% | Total Stay
A Recener:
b Hoder: Manual price 0,00 |8 Recalcular precios diarios |
C Payer: V| Tax included (Only manual price)
Company Resp.: 3 FREE reservation

Any reservation has enabled 4 different folios (excluding “Day guest billing” reservations that only
have 1 folio available). In cases when “Main Client” is an agency or a company, this data will be
reflected as a holder of the reservation in the folio 2. In the other 3 remaining folios, the default
holder will be the “Main Client” registered in the reservation (registered in CRM with his own code)
Unless this is modified manually all the additional services will be recorded by default in the folio
1 of the reservation.

[# Folol Folo2 Folo3 Folio4 All folios  Current date  Charges until today L2
Reservation 22418573 | Status Check in Arrival 02.10.2016 Departur 07.10.2016
Main Client ACCENTURE SL-2000073787 Voucher
Main guest S Type SUEDEL Superior Double
FOLIOS: F1 (T) 0,00 |EUR |MENSRGTTRT-0048234432 F2 0,00 |EUR |ACCENTURE SL-2000073787
(tax incl.) E3 (L) 0,00 |EUR |voo -0048234432 Fa (I 0,00 |[EUR e 0048234432
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If we access to the folios header we can modify the payment options and the holder of the bill.

Folio headers by Reservation

ESMD.EUROB MH Collection Eurobuilding COLLECTION

Individual reserv.

Main client 2000073787 ACCENTURE SL Pax

Arrival date 02.10.2016 Room - SUPDBLK aD 1 Ju o CH 0 BB 0
Departure date 07.10.2016

Reservation status Confirmed

Reservation folios header

Rou... Folio Payment method Terms. Pay Tax incl | Format Responsible Folio Holder Holder name Branch
1 On-desk paym. ¥ IND Main Guest w 48234432 E_':'_Z:'_._ _':""_l""' 30000191??1
o Credit ¥ C0&0 DAILY Main client ¥ 2000073787 ACCENTURE SL 0000191771
3 Cn-desk paym. ¥ IND Main Guest 48234432 VRIS 0000191771
4 On-desk paym.. ¥ IND Main Guest ¥ 48234432 L 0000191771

Far

The holders of the folios, as we have seen before, may be different, but only one “Main Client”
can exist on each reservation. Due to this, the statistics will always attend to what has been
reported in the field for the “Main Client”.

Finally, and for tax purposes, it may be necessary to identify other clients in the reservation if the
customer requires it. This information will be registered in the “Billing information” tab (shown
in the image with number 4).

4.a Receiver client: Natural person or legal entity, which we will have to issue the
invoice/invoices when is a different customer to the “Main Client” address.

The cases when we have to add a “Receiver client” that is different to the “Holder Customer” or
“Main Client” are very exceptional, because if we use the branches correctly that information will
be enough.

4.b Holder client: Natural person or legal entity that we register as fiscal Holder of the
invoice/invoices (the name that the bill is issued to).

4.c Payer client: Natural person or legal entity, that will be responsible for the payment
of the invoice/invoices.

To apply the Receiver, Holder and Payer client’s TMS logic, the “Main Client” and the
“Folio Holder” that we are going to issue the invoice have to be the same. If this is not so,
all the information included in these fields will be useless.

To change the Holder in a folio, we will have to do it through the “Folio’s header”.

2 TMS OPERATION

TMSforHotels provides different possibilities to issue an invoice depending on the customer
needs.

Sometimes is enough if we change the “Folio’s header” but in more complex cases we will have
to reflect each client’s function (Receiver, Holder, Payer).

You can consult the document Clients in a reservation _examples to know the different options
available in TMS.
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* Note: Actually and until the migration from Trust to TMS4C will be finished, the GDS (Global
Distribution System) can take action as both “CRS” and “Main Client”:

o Case 1: If the intermediary exists as a “Main Client” and the reservation has been made
through a GDS, this GDS will take action as a “CRS”.

Example: GBT makes their reservations through Amadeus. The clients of the reservation
are:

Main Client = Global Business Travel
CRS = Amadeus GDS

ESMD.EUROB. Individual Res. -
e & Pl & W R =

‘@‘ ESMD.EUROB NH Collection Eurobuildi Reservation 20694155 Client: 1003333332 GLOBAL BUSINESS TRAVEL FRANCE Amount 287,00 EU
Arrival: 05.09.2016 Monday RoomType: Premium Double View King + (/] Meal Plan RO
Nights: 1 Guests: AD|1 |JU|O |CH|D |BB|O Currency EUR First service:
Depart.: |06.09.2016 Tuesday Room « 1570 " INo move Last service:
General Data .~ *Biling *Additional data *Statistics Deposits @ Guarantees Routing charges Fixed charges Actions Loaned items *Notices for Receptio
Unexpected check-out Biling Central Reservation Office
®) Reservation dates CRS NO &) Contract AMD AMEX 1 AMERICAN EXPRESS GLOBAL - AMADEUS
Actual dates CRS: 1000091137| AMADEUS *GDS* Rate BAR BAR Flexible easy canceliation
Allotment
Client information Payment cond. Expense code CXL_BRR BAR OXL
Receiver:
Holder: Manual price 0,00 ‘fz Recalcular precios diarios
Payer: ¥| Tax included (Only manual price)
Company Resp.: ["IFREE reservation

o Case 2: Trust International *GDS* will appear as “Main Client”, as we have not informed
the retailer in our data base. The GDS for the one we made the reservation will appear
as CRS. TMS will apply the contract created for the GDS:

2GR
Reserva 19644814 Cliente: 1002736524 TRUST INTERNATIONAL.COM *GDS™ Importe 774,68 EUR
Llegada: |31.07.2016| Domingo Tipo hab: Superior Double View Do.. > |[7] Régimen BB
Noches: 5 PAX: AD|1 |JU|0 CH|O0 |BB|0 Moneda ETR Primer sarvicio:
Salida:  [05.08.2016] Viemes Hab.: X [110 O Ultimo servicio: BKFS

Datos Generales - *Datos de Facturacién } *Datos adicionales *“Estadisticas Anticipos @ Garantias Enrutamiento de Cargos Cargos fjos Acciones Objetos prestados Avig

Facturacidn salida anticipada Centro de reservas
NO CRS =) Contrato AMADEUS 1  AMADEUS - PUBLIC RATES
CRS: 1000091137 AMADEUS *GDS* Tarifa BAR BAR Flexible easy cancellation
Cupo
Datos Cliente Cond cobro Codigo de gasto CEL_BAR BAR CXL
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