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What How Why Gareful

This procedure explains the functionalities Information and requests can be saved in Standardizing this process enables all Strict adherence to this process is essential
available in TMS forHotels to manage our CRM and in reservations (“Guest hotels using TMS to manage customer to ensure full compliance with GDPR
customer data effectively. Notifications” tab). loyalty and enhance the guest experience regulations.

at Minor Hotels Europe & Americas.
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MINOR ' What we can manage



CAN BE TOOLS TMS FIELD IMPLICIT HOTEL /
STORED? CONSENT CHAIN LEVEL
v/ TMS: CRM Special Requests Predefined preferences in TMS v/ Chain
v/ TMS: CRM Request Predefined hobbies in TMS v/ Chain
v TMS: CRM Additional Data Predefined programs in TMS v Chain
Only with explicit authorization
Health data (allergies) v (specific document in this No storage in TMS v Hotel
process, page) by hotel
TIMS: CRM Alerts, Guest Chain
Problematic or violent customer v remarks and Notes Predefined option in TMS X (via JIRA)
(Do not accept booking check in)
X TIMS: CRM Alerts, Guest
Defaulter . . .
(uncollected & walk-out invoices) v/ remarks and Notes Predefined option in TMS X Hotel
(Ask for prepayment)

Other info (except health data just with

explicit authorization, religious convictions,

political opinions, racial origin, trade union ) 4 Not allowed No predefined option in TMS ) ¢ N/A
membership, criminal convictions and

offences and sexual orientation)
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MINOR | Preferences and hobhies



General data | Additional data «lSpecidrequ&its I Hobbies " Rermarks |

v [0 BED TYPE
» [0 SMOKING ROOM
*» [0 ROOM FACING
~ [== BATH / SHOWER DESIGH
+ [3) WALKING SHOWER
* [ BATH & SHOWER -
* [2] WHIRLPDOL TUB |$|
+ [2] JACUZZI o
+ 3 BIDET
- [2) BATHTUB
» [0 QUIET ROOM
~ [-= ROOM LOCATION
+ [£] HIGH FLOOR
- B Low FLOOR
» [0 LIFT PROXIMITY
» [0 WELCOME DETAL TYPE
~ = CHOICE OF PILLOWS
* [2] CERVICAL
+ [2] LATEX
* [2) HARD
- 3 soFT
* [2] EXTRA PILLOW
~ [-= EXTRAS
* 2] EXTRA HANGERS

MINOR HOTELS

Asset
BED TYPE
SMOKING ROOM
ROOM LOCATION
QUIET ROOM
BATHROOM TYPE
CHOICE OF PILLOWS
ROOM FACING
ROOM LOCATION
LIFT PROXIMITY
CHOICE OF PILLOWS
CHOICE OF PILLOWS
@ WELCOME DETAIL TYPE

Value

1 KING 5IZE
NO

HIGH FLOOR
YES
SHOWER.
LATEX
EXTERMAL
HIGH FLOOR
AWAY FROM
CERVICAL
HARD

HARD

v’ “Special requests” tab allows detailing the different general
preferences of our guests.

v' This information will be displayed and can be modified in all
hotels.

v’ If it is a specific preference in one reservation, please use “guest
notification” (Example: customer always requests king size bed,
but once he travels with his son and he needs a twin bed, we
don’t inform this preference in this tab).




special request [Preferences) in reservations

We can find in “Preferences” tab, three type of preferences. You will know where they are coming from thanks to the column called “origin”:
1) Guest = preferences coming from CRM.

2) CRS = preference coming from the call center.
3) Reservation = preference informed directly in the reservation.

MINOR HOTELS
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Arrival: 28.09.2023| Thursday RoomType: Standard Single il [ e Meal Plan
Mights: 4 Guests: AD|1 |JU |0 |CH|O |BB|O Currency First service:
Depart.: |29.09.2023 Friday Room " 307 "~ |No move Last service:
— @ 1oro
General Data  *Biling Information  *Additional data + *Prices and Commissions © *Conditions ~ Deposits ' Fed charges |
v [0 BED TYPE
» (1 SMOKING ROOM Feature Value Origin
: S :III;_": ROOM BED TYPE 1 KING SIZE GUEST
» [T DISABLE BED TYPE TWIN CRS
v [ ROOM FACILITIES SMOKING ROOM NO GUEST (=]
» [ BATH / SHOWER DESIGN |€| QUIET ROOM YES GUEST |T|
v [0 QUIET ROOM - BATHROOM TYPE SHOWER GUEST -
» (51 RODM LOCATION [2] | [ROOM FACING EXTERNAL GUEST v|
- _:l FT PROE(IIMITY o ROOM LOCATION HIGH FLOOR GUEST |E|
_ i;?:EJFROM LIFT PROXIMITY AWAY FROM GUEST o
WELCOME DETAIL TYPE AWAY FROM GUEST
CHOICE OF PILLOWS CERVICAL GUEST
CHOICE OF PILLOWS LATEX GUEST
CHOICE OF PILLOWS HARD GUEST
LIFT PROXIMITY CLOSE

For example:
* Customer has king size bed in CRM but

during the reservation process with the
CRO has requested a twin bed.

 Customer has requested “close to the

lift” too.



ESZZ.SPORT Guests - Display v/ “Hobbies” tab contains some specific information of our guests.

& | g | [hHistory £ Related dlients 2 Guest Notifications  [1]Notices an

v" This information will be displayed and can be modified in all hotels.

ESZZ.SPORT MH Sport *** Client
General data - Additional data - Special requests |-~ Hobbies Statistics

Concept Description Hobby enabled

z702 BEACH O

2203 WINE & FOOD v

2204 ARTS & CULTURE O

2705 NATURE O

2206 SPA & WELLNESS O

ZZ07 SHOPPING O

27208 BUSINESS O

2709 HISTORY O

Zz10 ADVENTURE O

z711 ROMANCE O

7712 SKI O

7713 GOLF O

2714 DESTIMATION INTEREST: AFRICA O

2215 DESTINATION INTEREST: ASIA O ’ ’ ’
2216 DESTINATION INTEREST: AUSTRALIA O ’

— HOLLYWOOD
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Loyalty programs

v' The different external loyalty programs can be stored in “Additional data” tab (type, card type and loyalty number).
v" This information will be displayed and can be modified in all hotels.

General data | Additional data r Special requests | Hobbies | Statistics

Partners Loyalty Cards

Active Type Card type Number Description
] IBE REGULAR 33394529
- EXTERNAL LOYALTY PROGRAMS

Click here to get more information about these programs.

For the conditions of the program to be applied, the loyalty card must also be informed in the reservation:

Guests N

O... Code Guest Name Program Fideliz...] Type Loyalty card Meal Plan

1 1607_RILO PDNTDR...@ IBE 33394529 |RO

1 b
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https://organization.minor-hotels.com/content/external-loyalty-programs
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v’ Other interesting fields to consider:
» Date of birth
* “History”: guests stays in the company.
* Nationality
* Points: DISCOVERY Dollars balance (D$)
available to deduct from eligible net spending.
* Email
v'This information will be displayed and can be
modified in all hotels.
v'Thanks to this data we can enhance the
experience of our customers.

MINOR HOTELS

& | i tHIstory‘lalatadcllents E2

ESOU.CUREN NH Ourense **** Client 16295170

GARCIA LOISA, ALEJANDRO MANUEL
General data = Additional data Special requests Hobbies Statistics

Program NH_DISCOVERY Subprogram Category
Salutation - Date of birth
First name NH Mobile/Phone
Surname HOTEL GROUP Company ID/Name
Street PART OF MINOR N° =) Email
City MADRID - URL
ZIP code 28000 Country ES Spain You heard of us...
Region Orense
Language ES Spanish B International V.
Nationality ES *anish
Gender Male -
Official document 1D Additional document
Tax no :L" j Country ES Document type

Ext. Client number 16295170

SILVER Paints 0,00 *
01.01. ;9-37*@ term

/

nhhetelgroup@nh-hotels.com *

- Country

DISCOVERY LOYALTY PROCEDURES \Ob

Click here for a closer look at the procedures related to the Minor DISCOVERY loyalty program.


https://organization.minor-hotels.com/content/discovery-loyalty-procedures
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If it is not a preference, hobby or a loyalty program, this is the place to add customer information related to the stay:
v' There is a tab called “Guest notifications” in all individual reservations.

v" You can use the options “Priority” and/or “Status” depending on your needs, or you can leave them empty.

v Write your comment in “Description” and “Remarks”,

v’ Add the actions which you need from here too.

[Wr MUIU |
Messages © Special meal plans  © Packages and stay option © *Commissionable charges | Preferences  *Conditions |~ Occupancy *Guest notifications |' *Prices and Commissions  + Discount []+]|5]
N.INot'rF.Type Zone Order [ Posttion of the person in the room (1) 2 Entries found us Description 0bs... Tasks Maitenance ID Rep.Date Rep. Time User create
1] »[Room N * Don't like chocolat sweets (D ] = Jo 30.12.2021 17:22:12
ALERT: ASK FOR PREPAYMENT P ERRE A A
ALERT: DO MOT ACCEPT BOOKING/CHECKIN Order Guest 1D |Guest Name
CRM REMARK Jo1 23602357 MORENO SO...
o2 130406 SAMANIEGO

| 2entries found

Select the “Notif.Type” CRM REMARK and in “Order”
field, choose the customer to which you will add the

remarks in their profile
(Guest ID must be informed in the reservation)
(Don't use the other two “Alert” options)

MINOR HOTELS

Add the information here.
(Maximum 40 characters)

You can create actions
with this option. They will
be added automatically in

the “Actions” tab.

If you don’t have enough
space in “Description” you

can add more comments in
this option.




Guest notifications

v’ The guest notifications MUST be created and modified only from the reservation not from CRM (always before the check out date).

v"Once you have created it, this icon will be available only in the hotel where these notifications have been created:
PTO8.VILAM Guests - Modify

a8 ﬂ'l History gﬁﬂ Related clients <2 Guest Motifications | [i]Notices and alerts

PTO8.VILAM Anantara Vilmoura ***** Client
. General data |' Additional data | Special requests  Hobbies + Statistics

v"When displaying the customer’s profile in SAP CRM, we can find notifications of past and future reservations (cannot be modified from here).
v’ Reservation number: we can navigate to the reservation.

v Room: room number in past reservations and if assigned, in future ones.

v Description: comment written in the guest notifications.

v Remarks: max. 250 characters.

v’ Maintenance incidence created during the stay and information about if it has been closed, when, who...

v’ Actions.
ENE S = IR ER =) B 5 =R E)
Guest.” Guest T |TReservatior]| “Mo|Priority Zone |Room | Description Rermarks Ac | User Creation date Report date Reportt Closed  Time Creat.time Fault ID
[498...[1]5[}['-'13 .. HalBldS 1 Low Room 314 MAXIMUN 40 CHARAC... REMARES T... i?lEEIEIEIEID... 30.12.2021  30.12.2021 17:09:30 00:00:00  17:16:57 1?22504.
Y

MINOR HOTELS Maintenance incidence information
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We can add information in the profie of our customer in CRIVL

If there are already "Notices and alerts" created,

If there are none, we will only see this icon to create them:

we can see them in CRM by clicking on this icon:

ITMI.MPRES Guests - Display

& | an [ﬂ'l History gﬁﬂ Related clients [i] Motices and alerts

ITMI.MPRES NH Collection President Client

. General data } Additional data - Special requests

There is one type of alert in CRM available for the hotels.

|||:_q';.New|IrE|A::twe notes || % Enable All|| 3 Disable Al

Use |E&new| button to set your own hotel alerts.
In this example, the customer has two type of alerts:

o without information from the hotel's mnemonic.
“Chain alert”, created by opening a Ticket Jira.

« with information from the hotel's mnemonic: just
visible at hotel level.

MINOR HOTELS

| .| ITMILTOURI Guests - Modify

E# & | ga  [MHstory | £ Relted dients | B¢
: ITML.TOURI NH Touring **** Client
- Hobbies |~ Stat < Generaldata | Additional data | Specil requests
Alerts and Notes
|@|| |g||§”ﬁ| |_?L|| | |§”®r‘-‘| A=) -||@| | |E| | |@| |I‘_|:_:';|Ne*~v||hcti\.fe notes | % Enable Al 3¢ Disable A|I||
B Hotels / Hierarchy] Notif. Type Description Start Date End Date Active Relev... Popup View
& CRM_REMARK EXAMPLE CHAIN REMARKS 26.12.2024 31.12.2026 o i
& |Eszz.ciuza CRM_REMARK Document signed, please c.. 26.12.2024 31.12.2026 o "
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TYPE OF NOTIFICATIONS:

v ER)@.)

Notif.Type |Description

ALERT_DONT ALERT: DO NOT ACCEPT BOOKING/CHECKIN
ALERT_PREP ALERT: ASK FOR PREPAYMENT
CRM_REMARK CRM REMARK

MINOR HOTELS

ALERT_DONT | ALERT: DO NOT ACCEPT BOOKING/CHECKIN

Alerts for problematic or violent customers:

- It is possible to set a “Do not accept reservation” alert at a hotel or company level
(for company level please open a JIRA ticket to request it).

ALERT_PREP | ALERT: ASK FOR PREPAYMENT

Alerts for non-payments, from a legal perspective:

- It's NOT possible to set company global alerts in customers files in TMS, either
explicit or implicit ( i.e., “ask for prepayment”).

- ltis possible to set an alert in the customer file only at hotel level.

CRM_REMARK | CRM REMARK

You can use it if customer has any preference or hobby already predefined in TMS, and
it is not available in their corresponding tab.

This information could be displayed in different transactions in TMS (Call center, CRM,
reservation...).

We recommend to use “Guest Notifications” instead of this option.

OI'VT_ For any doubt, you can open a JIRA ticket in the following category:

O SAP Business Suite > TMS CRM > CRM Alerts
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FROG6.PLAZA Guests - Modify

G | an | [hHistory | & Related clients | 52
FRO6.PLAZA Anantara Plaza Nice Hote Client 4984270 Gomez Fernandez, Maria Trinidad Ext. Client number 4984270 (& aHa ‘TLovauTy|[E GDRR
. General data | Additional data | Special requests | Hobbies | Remarks | Statistics
Program NH_DISCOVERY Subprogram Category TITANIUM Points 237,00
Remarks by hotel chain
- Date of birth 12.09.1582]  Search term REEEE &)
First name Maria Trinidad Mobile/Phone 34664222165 / —
Surname Gomez Fernandez Company ID/Name
Street AUSTRIA N° |8 Email trinigf@hotmail.com
City FUENLABRADA NH EMPLOYEE
ZIP code 28943 Country ES | Spain URL
Region 28 Madrid You heard of us... -
Language ES Spanish International V.
Nationality ES | Spanish
Gender Male -
Remarks by hotel
Official document 1D Additional document = = @7
Tax no 74870218C Country ES | Document type hd Country [ ] 7Trini Hotel Rem;ks| —
Issue Date 14.11.2015  Expiry Date 14.11.2025 Number
Expeditor place ES Issue Date Expiry Date
Support No 12345 Expeditor place

Nationality INE
Place of birth
Province of birth

Madrid
MATAGA

Father's Name
Mother's name

MATAGA

Veh Registr. No.

JOSE
FRANCISCA

2l

Remarks by hotel chain are blocked for all users. This
option will never be available.

Remarks at hotel level can be included and modified by
all the users with CRM permissions.

MINOR HOTELS
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WHERE WILL THIS INFORMATION APPEAR?

[#.  FRO6.PLAZA. Individual Res. - SAMANIEGO NAVARRO, MARIO
&S d B LLEET R B
@ FRO6.PLAZA Anantara Plaza Nice Hote Reservation 137429247 Client: 1003 DISCOVERY, NH Amount 216,08 EUR
b¥ RF
Arrival: 08.11.2024 Friday RoomType: Grand Deluxe Twin v |[7]Show Subtype Meal Plan RO |
Nights: 2 Guests: ap(2 |oulo |cufo |eefo Currency EUR First service:
Depart.: 10.11.2024 Sunday Room No move Last service: ﬂ GDPR ¥ HK STAT
|® moto | |[HHISTORY|
< General Data | *Billing Information | *Additional data | *Prices and C | *Conditions  Deposits | Routing charges ' Fixed charges | Loaned items | Preferences | *Actions | *Notices for Reception | Guarantees | Guest notifications = *Statistics | C ble ch/
Contact person: Elizabeth Murphy = Observaciones
Phone: 447756126485 |i& [ cenEraL 1 E% | only 250 characters (i8] TMS forConnectivity ~[ E% ] |i4] Guest Remarks * - & ]
E-Mail: elizabeth.coleman@Iive.co.uk Deliver WEB Secrets benefits: Extended Check Out t ill 13pm / free
Voudher: PREMIUM wifi / late Check Out on S undays / Cobro anticipo 0000190406: Mario Hotel Remarks
Reservation type o = S 0004984270: Trini Hotel Remarks
Registrat. date: 24.07.2024 Language: EN' English
CUT-OFF date
Guests.
0. Code Guest Name ~ Program Fidelizacién Type Loyalty card Meal Plan PAX Type Meal pla... Gender vIP Voucher Arrival date  Departure d..|] Remarks
1 190406  SAMANIEGO NAVARRO, MARIO m & |NH_DISCOVERY  TITANIUM RO Adult ¥ Male vVIP 09 ¥ 08.11.2024 10.11.2024Mario Hotel Remarks
2 4984270 Gomez Fernandez, Maria Trinidad |(j)f & [Ne_pIscovery  TITANIUM RO Adult ¥ Male vvIiP 02 ¥ 08.11.2024 10.11.2024Trini Hotel Remarks

m If you add a guest ID with CRM remarks, these comments will be included in 2 places:

— _

At the end of the guest line

- In Guest remarks fild. If there are notes from multiple guests, they will appear separately with the guest ID before them.

MINOR HOTELS




LOGIC WITH EXISTING REMARKS

FROG6.PLAZA. Individual Res. - Gomez Fer dez, Maria Trinidad

S 2E B |

2 FL | ®

Q

FRO6.PLAZA Anantara Plaza Nice Hote Reservation 137429247 Client: 1003 DISCOVERY, NH Amount 216,08 EUR
Amival:  [08.11.2024] Friday RoomType: Grand Deluxe Twin =] @ show Subty Meal Pian | ———
Hights: 2 Guests: 2n[z |aufo |calo |eafo | Currency EUR First service:
Depart.: |10.11.2024| Sunday Room [JNo move Last service: [ | GDPR | [[#HKS...
@® moTo | |[@3HIST...
.
General Data *Biling Information *Additional data *Prices and Commissions *Conditions Deposits Routing charges Fixed charges )' Loaned items )' Preferences )' *Actions )' *Notices for Reception Guarantees Botll Comerlt fEldS Can m um maIllla]_ly mfore
Contact person: |Elizabeth Murphy | & | Observaciones - - . - . o o -
[sa775cizedss | I TMS forConnectvicy | MGuest Remmrks = =]
ony 250 e ___ @) 1 rmnecony - I — identifying the guest, so the logic (business decision) is
E-Mail: lelzabeth.coleman@ive.co.uk ] Deliver WEB Secrets benefits: Extended Check Out til 13pm / Sweet amenity 4
ViR free PREMIUM wifi / late Check Out on S undays / Cobro
' e t delete, al catenat
|
Resersaton tyoe - O never €, alwdys concatenate.
Registrat. date: 24.07.2024| Language: |EN| Englsh .
e
CUT-OFF date
Deletion must be manual.
Guests
0. Code Guest Name Program Fidelzacidn Type Loyalty card Meal Plan  PAX T... Meal pla... Gender VIP Voucher Arrival date  Departure.} Remarks
1 Gomez Fernandez, Maria Tnmdad@ RO Adult ¥ Unknown ¥ v 08.11.2024 10.11.202% 5025PLV
2 SAMANIEGO NAVARRO, MARIO @ RO Adult ¥ Unknown ¥ - 08.11.2024 10.11.202

of resenvation
of guest

of reservation and guest

Delete Remarks

When a guest ID is added to a line that already contains
information, a pop-up will display multiple options, with

5025PLV
Trini Hotel Remarks
5025PLV Trini Hotel Rermarks

the concatenation option selected by default.

MINOR HOTELS

FROG6.PLAZA. Indivic Res. - G i dez, Maria Trinidad
S dBE &I R B
FROG.PLAZA Anantara Plaza Nice Hote Reservation 137429247 Client: 1003 DISCOVERY, NH Amount 216,08 EOR
Arrival: 08.11.2024] Friday RoomType: Grand Deluxe Twin |[ZIShow Subtypes Meal Plan RO
Nights: e Guests: a2 |aufo |cafo |sefo | Currency  |EUR || First service: 1
Depart.: |10.11.2024] Sunday Room [ ] [IHo move Last service: [ (¥HK S
@ moTo Hm
General Data *Biling Information *Additional data *Prices and Commissions *Condtions Deposits Routing charges Fixed charges Loaned items “Preferences *Actions *Notices for Reception Guarantees ‘Guest nof
Contact person: | Elizabeth Murphy | & | Observaciones I
Phone: 447756126485 Only 250 characters TMS forConnectivity Guest Remarks *
E-Mai: |elzabeth. coleman@lve.co.uk Deliver WEB Secrets benefits: Extended Check Out £ il 13pm / Sweet amenity
Voucher: (| free PREMIUM wifi / late Check Out on 5 undays / Cobro 0004984270: Trini Hotel Remarks
anticipo FPL1038483
Reservation type h
Registrat. date: 24.07.2024] Language: |EN| Englsh
CUT-OFF date
Guests
0. Code Guest Name Program Fidelzacidn Type Loyalty card Meal Plan  PAX T... Mealpla... Gender VIP Voucher Arrival date  Departure... [Remarks
1 4884270 Gomez Fernandez, Maria Tr\nldad@@ﬂﬂ_l)lsccm‘( TITANIUM RO Adult ¥ Male vYVIE 02 ¥ 08.11.2024 10.11.2024 B025PLV Trini Hotel Remarks
SAMANIEGO NAVARRG, MARIO )] & | RO Aduls ¥ Unknown ¥ - 08.11.2024 10.11.2024
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TMSEHOTELS

Reservations - Information systems -
ZET RS 06 11 ALV_EX Expected Arrivals Extended

¥ [ RESERVATIONS
v (3 Individuals
v [ Groups | Events
v [ Mass changes to several reservations
¥ = Information systems
v [ Events
v [ Reporting Quotation Tool
» () /CCSHT/RS_06_03 - Hotel General occupancy
: @ ZEY_ROOMS_AVAIL - Rate and Rooms Availability
» () ZEY_FROOMS_AVAILABIL - Function Rooms Availability (Multihotel)

I e oLl
{() ZEY_RS_06_011_ALV_EX - Expected Arrivals Extended|
TCCSHTIRG 06 011_AVY - Valued Expected Amvak AL

Expected arrivals extended
&
Hotel PTO8.VILAM
Booking File to
From 08.05.2024
Unitil
Main client -
Room type Layout Layout description é. % ? 8 e
CRS
- - bl — /ARRIVAL DON|/2RRIVAL DONT TOUCH o | o
Dmpany hesponsble JARRIVLLFsB | /ARRIVALFsB |
Rooms /ARRIVALHE | /ARRIVALHK |
Arrival time 00:00:00 /BRRIVAIMNT | /RRRIVALMNT LdR 4
JBERLAYMONT |Zrrival Check NH Berlaymont o
Currency EUR saM /BRRIVAL.GM o
Segment /GM ROMAN /RRRIVAL.Roman o
Channel /GR BRRIVALS|VIF ARRIVAL 4
= JGR PAIATS |ARRIVAL PRIAIS HANSEN VIP 4
Travel Reason JGRLISTAVIP |GR LISTR VIP @
fGUEST Guest Report Palais Hansen o
T e J— /IMANE LRRIVAL PRI1RAIS HANSEN VIP o
- JLIAM CONTROLLC ARRIVI W
(%) Confirmed JLIRM/ GHR o
) Tentative /NICK (GR) |coNTROLLO ZRRIVI W
) /NZI LRRIVAL CHECK o
() Confirmed and Tentative JPLLOMA VIES 1 ] o
| |/spuEFTH i i
/RRCHECK Arriwval Check 4
| |/BVAS EXTEND|Arriwvals Faubourg Cpera 1 o
/SEARRENHORS| SEARRENHORST o o -
-
vEEE R EEE

MINOR HOTELS
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This is an example of the information, located in the reservations and customers profiles (with customer ID informed in the bookings), which you
can see and manage:

Last room stay (2Y), Date last stay (2Y) and Reservation number of last stay (2Y) of the customer.
Actions by department.
Total stay amount with VAT
Deposit request and billed.
Expected arrival and departure time.
Guest notifications. Personalize information of every stay of the guest.
Display information of guest in the CRM profile: Hobbies, preferences, loyalty programs, history of the customer; alertsin CRWM, Guest
remarks, nationality, date of birth...
Stay options, Loan items .. and more options.

AN NN NN

AN

Expected arrivals extended
EmELEE2TTFTEREEOA-TE T R B E g [ showal guest

Reserv. |Arrival Date | Mights Depart |Stay Optio Room type Room C... Last ... Checkin da |Last stay|Loan ite... V... Guest.. Gues..” |Date of bi Loyal. Loyalty... Loyal.. Loyalty... Preference Feature..Hobbies CRM Guest Guest n... Alerts in

105781251 28.08.2022 2 30.08.. DLUDBL 521 CL SUNIT...
106001206 28.08.2022 1 29.08.. LC_14H | ..JSTDBL 107 CL EX_BED 0000.. SAMA.. 06.02.1.. & GO 87580.. IBE GOLD i = e
103415290 28.08.2022 3 |31.08.. PREDBL 508 CL ROMAL ...

3 31.08.. DLUDBL 406 CL 502 10.07.20.. 10412. 0043.. PEPA, .. 18.02.1.. & PL#B3965.. PLATL..

105694605 28.08.2022

- L v ] |_'_l | J \ Y J

Stay options, type and number of the room assigned, Loan items, VIP DISCOVERY category and
last room of the last stay information about other loyalty

Preferences, hobbies, alerts,
actions, requests, nationality of

the customer...

programs

MINOR HOTELS
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Reservations = Information systems = ZET_RS_06_11_ALV_EX Expected Arrivals Extended
You can see the different VIP and/or navigate from this report and add the category depending the type of VIP

Guests
0. Code Guest Name Program Fidelzacidn Type Loyalty card Meal Plan PAX T... Meal pla... Gender VIp | prEdEd arrivals extended
1 wr. R w. ([ = | BB Adult ¥ Unknown _vFJIP 01 |
2 Mrs. JENNTF...[ ) = | BB Adult ¥ Uninown v [VIP 01 AmMEE=2T T E% B @ T &) T & B 55 g [i] show all quest
VP 03
b Ly | |VIP 04 Reserv. Arrival Date Nights Depart Room ... Stay Optio | Last stay Checkin da Last room Room type
1 EE gg 122435... 14.12.2023 3 17.12.2023 6059 PREDBW
CONFIRMED Owalk-in [JCheck in 00:00 Created E00000246567 2305|yip 07 123660... 13.12.2023 3 16.12.2023 1028 Hamz... PREDBWV
Gr: 0 O 00:00 Modif.: HNLKRASNRE.. 07 12$E gg 125988 11.12.2023 7 18.12.2023 4089 DLUDBL
VIp 10~ 125060... 11.12.2023 2 13.12.2023 3093 DLUDBL
o "- 125603... 13.12.2023 2 |15.12.2023 1017 110089... 16.12.20... 1005 PREDBL
126163.. 12.12.2023 1 13.12.2023 4045 DLUDBL
2 |17.12.2023 6133 PREDBW

Title Language Tags

B % Find all the details for all
the brands in this link.

Title Tags Area Language
VIP Cuidelines Anantara FO Manual, Quality, Loyalty, Anantara, VIP e e English
HOTEL SERVICE MANLAL
VIP Guidelines Avani FO Manual, Quality, Loyalty, Avani, VIP CLSTOMER MANAGEMENT > CUSTOMER CARE English
usity, Lovalty FOTEL SERVICE MANLAL
VIP Guidelines NH FO Manual, Quality, Loyalty, NH Collection, CURETIIR Sy & GaEEEns English
ety Lovalty HOTEL SERVICE MANLAL
Collection VIP
VIP Guidelines NH Hotels FO Manual, Quality, Loyalty, VIP CUTTOVERMASEURT - cuoumeass - English
ualy, Loyally FOTEL SERVICE MANLAL
VIP Guidelines nhow FO Manual, Quality, Loyalty, NHOW, VIP CLEIIRE Ty B GEREEEns English
2 KOTEL SERVICE \ANLAL
VIP Guidelines Tivoli EQ Manual, Quality, Loyalty, Tivoli, VIP CLETOUERMAASEUET - cLsTouER e English

HOTEL SERVICE ManLaL
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If customer wants to give us information about their allergies. 11

We must keep m rnind the next thj_ngs related to thls document: T TREreby sTaTe that at the present ime, and for the provision of the service that | will receive, | hereby inform
you of the following food allergies and/or intolerances.

1.  Customer must write their name and identification number. )

2. Customer must write their allergies/intolerances. 21. .

3.  This document must be signed by the customer. C

4. The flag will be marked by default T _
I hereby declare that | have read and accept the condifions indicated for the processing of the data

5. Thls informaﬁon Can,t be Shared arnong the hOtels. 3 , provided herein, giving my free and voluntary consent to this processing.
3.0,

6. This document mustm’t be stored in TMS.

7. Customer must Slgn thiS dOCleent ln every hOtel. 4 ' =" | consent tofthe data relating to my allergies and/or intolerances being kept by the Data Controller for
future stays. I

8. Intheback of the document, we must add the information of our society.

9. The signed document must be stored during five years.

For data protection purposes. we hereby inform you of the following:

Customer can decide if Hotel can keep this information just for the stay or

ma)(lmu_rntvvo years 1.- WHO IS DATA CONTROLLER FOR THE PROCESSING OF YOUR DATA?
- Identity: [Hotel Company].
Just for the stay + 5 years g |- varnumeer:..]
- Address: [....]
= ; C): you can contact our DPO by the following means: o E-

2 years + 5 years, total 7 years

mail: DPC@nh-hotels.com, indicating "Data Protection Officer” in the referance.

DO OC 0060

MINOR HOTELS 9



How to add the customer has any allergy/intolerance in TMS but not to mention them explicitly.
We would do it from “alerts/notices” in CRIM:

v" Selecting just your hotel.

v' Informing the dates. Five years after the customer stay or seven years if customer allows to keep the information two years
v" Inform the next sentence “Document Signed, please contact to your manager”

v Don’t flag “display on CRO”. Only the hotel where the document has signed the explicit consent must know this information

otel ESZZ.CIUZA Enabled ] «*
| . |
Applies from 26.12.2024 To 31.12.2026
| . |
Not. Type CRM REMARK  CRM REMARK

Document signed, please contact to your General Managq |..5:S"j Translate

| Conditions

[] Popup in view mode [ Reservation relevancy
[¢] View Popup Update

[¢] Enable Popup disable EX
| @|EH?|. | |2 || ] | I@ .= . | E | | IE:';NEWJACtive rmtes“'\f'b Enable AII“* Disable AIII
B Hotels / Hierarchy Notif. Type Description Start Date End Date Active Relev..  Popup View Popup Edit  Disabling Popup Disabled Popup Disabled user
& ESZZ.CIUZA CRM_REMARK Document signed.. 26.12.2024 31.12.2026 o [] [] [] |

MINOR HOTELS

Disablement remark

30



Please click on the following images to download the templates in different languages

la copy of the information contained, signed by the customer who provides infarmation
on food allergie: and/or tolerances, must be submitted fo the hotel for subsequent
storage.

C.

| hersby state that af the present fime, and for the provision of the service that | will
receive, | hersby inform you of the following food allergies and/or intalerancas.

| hereby declare that | have read and accept the condifions indicated for the processing
of the data provided hersin, giving my free and voluntary consent fo this processing.

a0

O | consent to the data relating to my allergies and/or intolerances being kept by the
Data Contraller for future stays.

MINOR HOTELS

For data protection purposes, we hereby inform you of the following:

1.- WHO IS DATA CONTROLLER FOR THE PROCESSING OF YOUR DATA?
- Identity: [Hotel Company].
- WAT NUMBER: [....]
- Address: [....]
- Data Protection Officer (DPO): you can contact cur DPO by the following means: o E-
mail: DPC@nh-hotels.com, indicating "Data Protection Officer” in the reference.
2.- FOR WHAT PURPOSES WILL YOUR PERSONAL DATA BE PROCESSED?
MNH will process your personal data for the following purposes:

¢ To be able to offer you services according to your needs.

¢+ To meet specific requeasts for services fo be provided, in accordance with the

health-related information that has been provided.

3.- WHAT IS THE LEGAL BASIS OF THE PROCESSING?
The legal basis for the processing of your data is the consent given by signing this clause.
4.- WHO ARE THE RECIPIENTS OF YOUR DATA?
Your data will net be disclosed to third partias, unlass required by law or court order.
5.- HOW LONG WILL WE KEEP THE DATA?
The data will be kept until the end of your stay on the hotel premises. After this time, this
information will be deleted.
Howevwver, if you wish this data to be kept for a period of two years for future stays that
you may make at our Hotel, we need your express consent. To this end, we inform you
that the processing of this information will be camed out by the same person responsible
and under the same conditions indicated.
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https://nhorganization.nh-hotels.com/content/consent-collect-food-allergy-data-pt
https://nhorganization.nh-hotels.com/content/consent-collect-food-allergy-data-es
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Legal information and tips

Some of the legal limitations to manage the information of our customers:

@ Information

Whenever Minor Hotels Europe & Americas (MH E&A) collects personal data

from a data subject, it must provide them with at least the following information:

1)
2)
3)
4)

5)
6)
7)

8)
9)

The purpose of the processing.

The identity and contact details of MH E&A.

The contact details of the Data Protection Officer.

The legal basis or legitimacy for the processing (contract, consent of the
data subject, legal provision, etc.).

The possibility of exercising the rights of access, rectification, deletion,
limitation of processing, opposition and portability of the data.

The possibility of withdrawing consent at any time, when the processing is
based on consent.

The recipients or categories of recipients of the information.

The period or criteria for the conservation of the information.

The existence of automated decisions or profiling.

10) The right to lodge a complaint with the AEPD.

MINOR HOTELS

Penalties

¥
Yo

In this regard, the penalties that may be
imposed on MH E&A for not informing data
subjects and for not obtaining their consent,
under the terms provided for in the GDPR,
could amount to 20,000,000 Euros or a
maximum of 4% of the total annual global
turnover of the previous financial year of the
entity, for each infringement committed.

& Be careful!

Please handle the information carefully:

<

Do not print personal information.

If you need to print it exceptionally, do not
leave in places where any customer can
see it (trolley of House Keeping, bar
counter, reception desk...)

If there are more customers, do not
mention the name of others.

If you receive an external requesting to talk
to any customer, you can only pass through

if they mention the room number.

33
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