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About this Guide

This document is written with hotel users in mind and as a companion to the IHG Rewards Reference Guide. The
most recent version of the reference guide can be downloaded from IHG Rewards Source in Merlin.

This guide also answers questions that most hotel staff have when learning LoyaltyConnect to deliver IHG
Rewards as a program. You'll find lots of step-by-step instructions, screenshots and examples throughout the
material.

This is our primary documentation, and is continually updated with new topics, changes to existing content, and
improvements in the way the material is presented. To provide feedback about this guide, or if you have
clarifications or requests, please contact Loyalty Operations at globalloyaltyoperations@ihg.com .

Who Should Use It?

This guide is intended for users of different degrees of knowledge and experience with LoyaltyConnect.

This guide assumes that you have obtained access and had been assigned with an appropriate role to use the
application. If you need access, please reach out to your General Manager. For more information about
permissions and roles, see LoyaltyConnect Access.

Help and Support

DCO Transmission and LPU Issues

When accessing Loyalty Pending Updates (LPU), if there is no data for a date, or if there is only certain data
showing (e.g., check-outs but no folio data), then the DCO may not have sent. Contact your local PMS vendor to
ask them to resend the DCO files. You can also open a ticket through IHG Service Now in Merlin.

If there is a backlog of DCO files that need to be sent, your PMS vendor can advise you on the process.

Remember that any dates that do not show data for IHG:

e The LPU will not award points to IHG Rewards members until the DCO file has been resent and received
by IHG.

e To prevent causing inconvenience to the member, ensure that you contact Hotel Help Desk to ask them
to manually credit any guests who have not received their points.
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Employee Rate Eligibility

e  Support Phone Number is 800-810-4499
o A self-service ticket can also be opened from IHG Service Now in Merlin.

Hotel Systems

Non-IHG Rewards support for Guest Reservations System or Holidex Plus and Property Management Systems
(PMS)

e US/Canada: 1-800-810-4499

e EUROPE: +44 870 606 1300**

IHG Invoice Inquiries

For questions about IHG invoices in general, please email cps@ihg.com. If you have invoice issues associated
with Reward Night reimbursement, please contact the Hotel Help Desk.

PMS Support

For questions or issues specific to your PMS, please contact your PMS vendor.

Program and Reimbursement Issues

The IHG Rewards Hotel Help Desk is a highly knowledgeable team put together to specifically assist hotels with
IHG Rewards issues.

When contacting the team, please make sure you have as much information about the issue as possible to
ensure quick and efficient resolution. Their email address is: askihgrewardsclub@ihg.com (all Regions). When
sending an e-mail to the Hotel Help Desk you will receive a response within 24 hours.

e US/Canada
e (8amto 11 pm Eastern Time, 7 days a week)
e Phone: 1-877-275-7258
e Fax: 1-801-606-5914
e TDD: 1-800-238-5544

e Mexico
e Phone: 001-800-272-9273
e Fax: 001-800-725-8232
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South/Central America and Caribbean
e Phone: 1-801-975-3063 (English)*
e Phone: 1-801-975-3013 (Spanish)*
e Fax: 1-801-974-3086*

e Asia Australasia
e Tel: +63 2 8857 8777
e Fax: +63 2 8857 8787

e Middle East and Africa
e Tel: +44 (0) 871 942 9220
e Fax: +44 (0) 871942 9103

e Greater China:
e Tel: +800 999 8009 (for Mainland China landline only)
e Tel: +86 21 2033 4921 (9:00-18:00, Mon—Fri)
e Email: askihgrewardsclub.cn@ihg.com

e Europe
e Open 24 hours a day, 7 days a week.
e Tel: +44 203 34 99032 (international calling rates may apply)

Potential Fraud and Suspicious Cases

e Please contact globalloyaltyoperations@ihg.com if you encounter suspicious actions related to a
member or an employee’s IHG Rewards account.

e IHG will not be held liable for any cost incurred by the hotel due to fraudulent activities.
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Introduction to LoyaltyConnect

What it is designed to do for your hotel?

LoyaltyConnect helps you manage your business related to your IHG Rewards guests more efficiently.

It allows your hotel team members to update IHG Rewards member profile data upon request from the
IHG Rewards guest, providing a better guest experience.

It provides a more efficient way to process IHG Rewards stays and Reward Night reimbursements freeing
your team members to focus their energies on providing Loyalty You Can’t Buy.

Who is this tool for?

LoyaltyConnect should be used by any hotel team member that:

Checks-in your IHG Rewards guests
Needs to access an IHG Rewards member profile to look up member level status or total points

Processes Loyalty Pending Update (LPUs) stay adjustments and Reward Night reimbursement

Processes enroliments into the IHG Rewards or Ambassador programs
Checks the status of your DCO files
Enters Reward Night taxes

Manages Point Awards

How does this affect hotel operations?

Hotels are expected to:

Review IHG Rewards arrivals to determine their member level status to ensure a proper IHG Rewards
guest check-in experience and the preparation of the relevant Wellness Platter according to tier level. For
more information about Wellness Platter, please visit the Six Senses page in Source.

Process List of Pending Updates (LPU) stays adjustments within 24 hours of departure. Failure to do so
can cause incorrect assessment fees and delay points being issued to a member.

Process Reward Night stays for reimbursement. Please note: High Occupancy night (96% or above)
Reimbursements still require your hotel appropriate Mangers Report details for review and approval.
Please click here for examples of appropriate reports.

Immediately award points to a member for Service Recovery, etc.
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e Check the DCO File Transfer status. If LPU is not populating, you could potentially have an error with
your DCO file transmission. If this is the case, please contact your local PMS Vendor and open a ticket.

How will it be measured?

To make certain that your hotel continues to provide a great guest experience, award points to eligible IHG
Rewards members for their stay and receive reimbursement for Reward Nights or Free Nights, your team

members must constantly use LoyaltyConnect.
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Accessing LoyaltyConnect

Login to LoyaltyConnect

To access LoyaltyConnect in Merlin:
1. Start at your “Hotel Merlin” homepage.
2. Click on the Applications Tab.

3. Click on LoyaltyConnect.

| = 2
G App Store - search X +
&« > C 8@ https://me2.ihgmerlin.com/web/applications/search?letter=L&sort=relevance®ic=sub_apps&pageno=2 1 Q | Ermor &5 :
> Tt Ty
EVEN
Holiday |
LeadShare ceem

Holiday Inn Express
Brand / Corporate: Crowne Plaza, Candlewood Suites, Holiday Inn....

Category: Reservations. Revenue Management. Candlewood, Suites,... Roliday Inn Resort

LeadShare is 2 program that brings |HG's properties across the world... read more Holiday Inn Club Vacations

Staybridge Suites
ok ko ok G Candlewood Suites
Kimpton
LoyaltyConnect avid
—
ﬁ Brand / Corporate: Regent
[ Category- | voco
LovaltyGonnest helps.you manage. vour business related to. your... read more IHG Rewards Club
* %k (O Ambassador
B Applications by category
LOYEHY ognr Food and Beverage

Brand / Corporate: Crowne Plaza, Candlewood Suites, Holiday Inn Front Office
Category: Cand Global Tech
s read more Housekeeping

Human Resources
Information Technology
Leisure Recreation

Quality

Brand / Corporate: Crowne Plaza, Candlewood Suites, H In,

e P Revenue Management
Category: Candlewood Suites, Crowne Plaza, EVEN, HUALUXE, Holiday...

e how HG's best parforming hotels. are. delivering this. metric. zzlce;m Risk
e Enginsering
Finance
—— | ol Ceenbanande VA T inn Chenfaminn Reservations

OR:
Simply type “LoyaltyConnect” in the Search Bar then hit Enter.

M e rl i n ‘ LoyaltyConnect Q 1

My Merlin Newsroom Applications Departments Initiatives Conferences & Even’

10
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Successful Login

You will see a message display when you successfully log in to LoyaltyConnect

Local fime 6:26:08 PM Hatel | ATy cp U, Weloome, Benamin {oTEL MANAGER |~ | Sign OFF
. »
I H Guest Search by Name Guest Search by Number
Type the first and last name of the guest, then dlick the <Search> button. Use Tyoe the guests IHG Rewards Club Mamber Number in the Mermber Number
E any combinaticn of phone number, city, state / province or zip/ postal code o fiekd, then click the Search button.
target the search,
Enrollment )
e I + Last Name * indicatas required field + Mamber Number
Loyalty Connect - New Features
4 Greetings all, We are proud to announce that our in

application messaging is now up and running. This new
G feature will allow us to communicate directly with you,

our hotels, for the following: 1. New Loyalty Connect
Functionality 2. Loyalty System Outages and Next Steps
2l and Resolution 3. Loyalty Training Updates

Click Here for More Details

' |l cl=e ||

» This provides real-time updates for ongoing defects, future system enhancements or other related issues
regarding system release notes and planned outages that are relevant to you.

* This only displays once per log in session.

* There may be hyperlinks within the message that you can click if you would like more information. These
hyperlinks will route you to Merlin.

Failed Login

There are 3 possible reasons why login fails.

ccess Denied
You do not have ucess lo s
‘3ppication. CONTACt your adMINETaNY.

ak

1. No access

e If you do not have access, please reach out to your General Manager or anyone at the hotel who
have Hotel Security role.

e If you are a General Manager and you don’t have access to LoyaltyConnect, or the General
Manager position is open at the hotel, please contact Hotel Help Desk to request Hotel Security
role.

1"



IHG

2. Inactive access

e The system is set to monitor log in activity due to security. If you have not logged into
LoyaltyConnect within a 6-month timeframe, the system will no longer allow access and throw an
error. Should need assistance regaining access that has been previously granted, please reach
out to your General Manager or anyone at the hotel who have Hotel Security role. See Inactive

Access.

3. Connection issues

e |f you have an active access and still cannot login, it could be a connection issue. As a
workaround, access LoyaltyConnect using Firefox/Mozilla via Merlin.

e Oropen a Firefox/Mozilla browser and type the URL https://loyaltyconnect.ihg.com/hotel.

e Open a ticket in Service Now at ihg.service-now.com if the issue persists.

LoyaltyConnect Access

Before your team members can access LoyaltyConnect, their network ID must be created first by opening a
Service Now ticket and assigning it to MyID. Once this is completed, the General Manager must login to
LoyaltyConnect, then assign the appropriate LoyaltyConnect roles to the team member.

If the hotel has a Security Administrator on property, the General Manager can assign the HOTEL SECURITY
role to this person to manage access and roles within LoyaltyConnect.

Below you will find the LoyaltyConnect Security Roles with examples for each role:

LoyaltyConnect Security Has Access To Assign Role To
Roles (Recommendation Examples)

Hotel Back Office I
Hotel Front Desk

Sales Manager

Hotel Manager

Hotel Operations Manager

Hotel Security

Guest Search, Hotel Operations

Guest Search, Enroliment, Hotel
Operations

Guest Search, Enroliment, Hotel
Operations

Guest Search, Enroliment, Hotel
QOperations

Guest Search, Hotel Operations, Order
Point Voucher, Approve Point Awards
Deposit

Guest Search, Security

Accounting
Reservations
Night Audit

Front Desk
Reservations
PBX Operator

Events Manager
Meeting Specialist

General Manager
GSM
FOM

FOM
GSM
Champion

General Manager
Secunty Admin

12
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Security Roles

Please use the following matrix when assigning roles within LoyaltyConnect to see what functionality within the
system matches best to the job description of the team member needing access.

Hotel Operations

Point Awards.
(Welcome Amenity,
Service Recovery,
Hotel Promotions, etc.)

IHG Business Rewards

Personal Information

Customer Information

View and Search Point Awards

Post Point Awards (less than
1000 points)

Post Point Awards (more than
1000 points)

Decline Welcome Amenity

Approve Point Awards
Reject Point Awards

View Posted Events
Create Events

Approve Events

Adjust Events Revenue
View personal information,

phone, and email (masked)

Add or update personal
information, phone, or email
(accounts with less than 50,000
points only})

View Enhanced Member Profile

N - <

Hotel Front

Desk -
Standard

Hotel Front
Desk —
Fee Based

Sales
Manager

< B

Hotel
Manager

Hotel
Operations

Manager

Hotel
Security

13
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®

Hotel Operations

Customer Information

Communication
Preferences

Program Specific
Information

Enrollment

Hotel Operations

Enroliment
Continued

Reporis

Stay Information

Reward Nights

Security

Order Point Vouchers

View Profile Flags
View Communication
Preferences

Update Communication
Preferences

View Programs

View Earning Preference
Change Eaming Preference
View Member Point Balance,
Status

View Tier Level Activity
Enroll in IHG Rewards Club
Create Employee Enrollment 1D
Enroll in Ambassador

Enroll in Karma

Enroll in IHG Business Rewards

Renew Ambassador

View Hotel Admin Reports

Search and View Stays

View LPU

Adjust whether Stays Qualify to
Earn Points

View Hotel's Taxes and Fees
Update Hotel's Taxes and Fees
View Hotel Occupancy and ADR
Update Hotel Occupancy and

ADR

View Reimbursement and
Certificate Status Detail

View Free Night
Reimbursement that are not
reimbursed following the
Occupancy Rules of Reward
Nights

Assign roles to users
View roles assigned to users

Activate inactive users

Order Point Vouchers

Hotel Front

Desk -
Standard

Hotel Front

Desk -
Standard

Hotel Front
Desk —
Fee Based

Hotel Front
Desk —
Fee Based

Sales
Manager

Sales
Manager

Hotel
Manager

Hotel
Manager

v

v

Hotel

Operations
Manager

Hotel

Operations
Manager

Hotel
Security

Hotel
Security

14
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Viewing Security Roles

Only users with Hotel Security role can view the roles assigned to other users.

1. Access LoyaltyConnect from Merlin Application Menu.

2. Select Hotel Security role.

Local time 11:32:01 &AM Hotel I:IL@- Welcome, || HOTEL SECLURITY |v %ign off

User Management

Hotel v FirstName | Last Name | |
Job Title | . Roke Al v

| Clear Criteria | m

3. On the User Management Screen, use the “Role” dropdown to select “All” and click Search.

User Management
®
Hotel MNLCP ~ First Name ‘Last Name l:l
Job Title Role | al I+
Al Clear Criteria |
m Any Role
| Guest Search | Usemame ~ First Name No Role Roles
APAC\zoletar Restituto HOTEL BACK OFFICE 1ber (15003€
APAC\usere Serene HOTEL FRONT DESK - STANDARDF Events (15
APAC\Wumenh Heman HOTEL FRONT DESK - FEE BASED 701840)
APAC\yeungpe Peter SALES MANAGER (195120)
APACWinaram Micahlei HOTEL MANAGER werage - Lim
APACillanles Leslie HOTEL OPERATIONS MANAGER e (15003¢
APACYillaman Anthany HOTEL SECURTTY 594) HOTEL FRONT DESK - STANDARD

4. All employees who have a Merlin ID for your hotel will display. If the employee isn’t listed, this means
they do not have a Merlin ID. The role or roles assigned to each user appears in the “Roles” column. If
nothing is listed, the employee does not have access to LoyaltyConnect.

Assigning Security Roles

»  Security roles must be assigned to all LoyaltyConnect users to give them access to the application.

»  Before your team members can access LoyaltyConnect, their network ID must be created first by opening
a Service Now ticket and assigning it to MyID. Once this is completed, the General Manager must login to
LoyaltyConnect, then assign the appropriate LoyaltyConnect roles to the team member.

« If the General Manager is unable to access LoyaltyConnect, or the General Manager position is open at
the hotel, please have the General Manager contact Hotel Help Desk to request Hotel Security role.

15
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To assign roles:

1. From the Search results, click on the underlined name of the user. A User Details Screen displays.

User Details [X]

Details ” History |

Username
First Name
Last Name
Job Title
RC Mumber for Emp Rate

[] HOTEL BACK OFFICE

["] HOTEL FRONT DESK - STANDARD
[[] SALES MANAGER

[[] HOTEL MANAGER

[[] HOTEL OPERATIONS MANAGER
[[] HOTEL SECURITY

| Cancel || Clear All |

2. Click on the check box for each role you wish to assign the user. Users may have more than one role.

See table below for an explanation of the LoyaltyConnect user roles. Press “Save Changes”.

3. The new role displays in the “Role” column on the User Management List.

Inactive Security Role

e A user with Inactive Security Role is unable to access LoyaltyConnect.

e 6 months of non-use will deactivate the access.

e A GM or someone with Hotel Security can refresh the access.

To refresh an access:

1. Login to LoyaltyConnect.

2. Select Hotel Security role.

a. Ifyou are a GM and does not have Hotel Security, please contact Hotel Help Desk.

3. Click Search to display the list of users associated with your hotel.

4. Click on the underlined name of the user. A User Details Screen displays.\
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5. Unselect the current role then select another role then hit Save Changes.

6. Click the username again then unselect the current role then select the correct role.

7. Hit Save Changes. The access is now active.

Editing or Removing Access

e |tis the hotel’s responsibility to remove a staff's access to LoyaltyConnect to prevent misuse and fraud.
e Deactivating the staff's Merlin ID does not remove LoyaltyConnect access.
e Any users with Hotel Security role can remove a staff’s access.

e If help is needed, contact Hotel Help Desk.

To remove a role:

1. From the Search results, click on the underlined name of the user.

2. In the User Details Screen:

Click on the check box for each role you wish to assign the user.

Click on the roles you wish to remove so that the checkbox becomes unchecked.

c. LoyaltyConnect will not allow you to remove all roles assigned to a user — at least one role should
be left. It is preferred to leave the Hotel Front Desk role on a user when removing a user’s
access.

Co

3. Click Save Changes.

Tips on Access and Roles

» If the General Manager is not available to assign access on the hotel’'s scheduled launch date, please
contact Hotel Help Desk with a delegate name that needs to have Hotel Security role for the launch. This
individual will be responsible for assigning the LoyaltyConnect roles for the hotel in the absence of a
General Manager.

* The system is set to monitor log in activity due to security. If an employee has not logged into
LoyaltyConnect within a 6-month timeframe, the system will no longer allow access and throw an error.
Should a General Manager need assistance regaining access that has been previously granted, please
contact Hotel Help Desk for account recovery.

» Corporate users who need LoyaltyConnect can request access via IHG Service Now or by filling out this
form.
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Searching for a Member

LoyaltyConnect allows you to search for an IHG Rewards member. You can search for a member through Guest

Search in LoyaltyConnect.

Guest Search by Name Guest Search by Number
Type the first and last name of the guest, then click the <Search> button. Use Type the guests IHG Rewards Club Member Number in the Member Number
any combination of phone number, city, state / province or zip / postal code fo field, then click the Search button.
target the search.
Enroliment
Hotel Operations | * Last Name * indicates required field * Member Number

* First Mame

OR

Phone Number
City, State or Province
ZIP or Postal Code

* Country/Region

e states | coe |

Advanced Search

Roles Required

Searching for a member is enabled to all users regardless of their role.

Navigation
1. Go to Merlin.
2. Click on ‘Applications’.
3. Click on LoyaltyConnect.
4. Click ‘Access this tool'.

5. Click Guest Search.

Search Methods

There are 3 ways to search for a member.

e Guest Search by Name

e Guest Search by Number

* Advanced Search

18
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Guest Search by Name

IHG

| GuestSearch |

| Enroliment |

| Hotel Operations |

* Use Guest Search by Name if the member doesn’t know their IHG Rewards member number.

* You need to have the member’s Last Name, First Name and Country/Region to be able to search. Make

Guest Search by Name

Type the first and last name of the guest, then click the <5earch= button. Use
any combination of phone number, city, state / province or zip / postal code to
target the search.

* Last Name * indicates required field

* First Name

Phone Number

City, State or Province

ZIP ar Postal Code

* Country/Region

(UNITED STATES ||| clear | [E]

sure it is the member’s country of residence used when they registered the first time.

* You can also enter their Phone Number, City, State or Province, Zip or Postal Code to refine your search.
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Guest Search by Number

Guest Search by Number

Type the guests IHG Rewards Club Member Number in the Member Number
field, then click the Search bution.

* Member Number

@ Advanced Search

* If you know the member’s IHG Rewards number, use Guest Search by Number and you should be able
to pull up the member’s account instantly.

Advanced Search

Guest Search by Number

Type the guests IHG Rewards Club Member Number in the Member Number
field, then click the Search button.

* Member Number

| -

a Advanced Search

» If you are unable to pull up the member’'s account using Guest Search by Name or Guest Search by
Number, you can do an Advanced Search.

* Advanced Search lets you enter other information the member might have to locate their account.

* Like Guest Search by Name, you need to have the member’s Last Name, First Name and Country to do
an Advance Search.
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*  Then you can add the member’s personal information like address, email address,

even their past stay

s

S.

You can also enter information about the

member's past stays here to help locate
account

their

@ Guest Search |

Enrgliment

" HolelOperations. |

Guest Search

.!-'Iembe.' Number

Number

Last Name

First Name

Street Address

City, State or Province

ZIP or Postal Code

|UNITED STATES v

Phone
|Email
RC

— | Stay Details

dcity

“FCII|IL\ Nu‘nbér
[Room Humber
Credit Card Number

Confirmation Number

(|3 +7- 0 Mon| ~

+ Select RC if you are searching for an IHG Rewards account

« BR if you are searching for an IHG Business Rewards

account

+ AMB if you are searching for an InterContinental Ambassador

+ KAR if you are searching for a Kimpton member
+ EMP if you are searching for an Employee Enroliment 1D

| clear \m
Search Results
Guest Name Member Points. RC Level Address City State  ZIP/Postal = Country Phone
Humber Balance Code
MCDONNELL, JOHN TT6336000 0 CLUB 1705 CLEARWATER AVE  BLOOMING IL 61704-2200 UNITED STATES 3083103020
Smith. Bart 1731zz212 0 CLUB 5001 STONECREST DR MCKINNEY TX To071-784° UNITED STATES 2145324554
Smith. Brian 333478887 17080  PLATINUM 4100 88th St S.E. Caledonia Ml 45316 UNITED STATES 6166583745
SMITH. JOHN 819055705 0O CLUB PO BOX 138 BENTONWI AR T2712-013¢ UNITED STATES 4752734504
| Smith, Jehn 310801777 O CLUB 7015 AMANDA DR JACKSONY AR T2076-930¢ UNITED STATES 5018333383
| Smith. John 335280444 0 CLuB 2881 HABBERTON RD SPRINGDA AR T2764-854" UNITED STATES 4757503025
| smith. jghn 577886623 0 CLUB 4327 S BANDIT RD GILBERT AZ B5287-963¢ UNITED STATES 17173038037
|| Emith. John 624857173 0 CLUB 1880 WELFORD LN HAYWARD CA  94544-8330f UNITED STATES 5102840722
|| Smith, John 550103424 0O CLUB 1 N COVE IRWINE CA 52804-4517 UNITED STATES 3103342122
SMMTH, JOHN 410151413 0 CLUB 22502 WOODCREST CIR LAKE FORI CA  92530-314° UNITED STATES 7147683604
[4 4 |Page1 ofs| b B Displaying 1 - 10 of 73

*  Whichever method you prefer, always verify their details to make sure you're looking at the right IHG

Rewards account.

» If you are unable to open any account or the system displays an error when you attempt to open an
account, the account may be restricted or has been closed. Please contact Hotel Help Desk for more

information.

membership type and
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Enrollment

Enrolling new members and creating an Employee Enroliment ID for IHG Rewards can be processed in

LoyaltyConnect.

Roles Required

Enrolment is enabled to all users with the following Roles

e Hotel Front Desk — Standard
e Hotel Front Desk — Fee Based
e Hotel Manager

e Sales Manager

Navigation

1. Go to Merlin.

2. Click on ‘Applications’.
3. Click on LoyaltyConnect.
4. Click ‘Access this tool’.

5. Click Enrollment.

0]

[ rRc [F]BrR [F] EMP

o Information

Guest Search il

Country/Region* | Select

Hotel O

Hotel Code* 117 C11H

Bl

conce | (]
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Creating an Employee Enrolment ID

Hotel team members that are responsible for enrolling guests in to IHG Rewards are required to have a unique
Employee Enrolment ID (PROGRAM: EMP) to enrol guests and receive credit for eligible enrolments.

The Employee Enrolment ID is not the same as your Employee ID number and is created by enrolling to the EMP
Program in LoyaltyConnect.

1. Log into LoyaltyConnect.
2. Click Enrollment.

3. Click EMP, then complete all required fields, and click Submit.

“Enroll

®
2
[[1Rc []BR ] EMP

|~ | EMP Overview

| Guest Search |

-~ Ci

| Hotel Operations. | Country/Region* | Select =
Written Language= | English ~|
Native Language | Select >
Salutation First Name* _ Middie Name _Last Name* __ Suffix Title Degree
Name | Select ~] | [ [setlect  ~[select  v[select  ~
Gender | Select B
———
Date of Birth [ Select || select =
7o+ [Residence || magressa[ ]
]

e Note: Complete related fields in the enrolment section. Only the fields marked with a red * are
required for enroliment. It is advisable to complete as many of the other fields as possible.
e Email address is not required when enrolling an EMP account.

~ Additional Information

EMP Member ID (if known)

Hotel Code* | BALMN v

BTN s

e Note: When you enroll an employee, there is no need to fill out the Employee Member ID field.

6. The Enroliment Successful box will appear. Click Done.
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An Enrolliment ID (EMP) account must be exclusive and should not be associated to any existing IHG Rewards
account.

If you try to enroll an EMP account under an existing IHG Rewards account or try to click EMP and RC at the
same time you will receive the following error message:

& Program RC is ive with EMP m

® §
= ?
+'RC BR [ ] EMP

~ Customer Information

| Guest Search ‘ Country/Region* | UNITED STATES N
' Enroliment |

| Hotel Operations |

Hotel Code* ATILBH v

co |

| End Edit Session | Q@

~cC Information

£l MS TARA WILLIAMS
=
No E-mail

100 REID DR

DOTHAN, Alabama
36301-4500

UNITED STATES
RC# 257920923
Enhanced Mbr Profile
[ Frog
IHG Rewards Club CLUB
RC Points balance 0
Earning preference Points

To fix this, ignore the current enrollment then follow the steps below:
1. Click Enrolment.
2. Click EMP.
3. Fillin the employee’s details.
4. Click Submit.

5. Take note of the Employee Enrolment ID.
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Enrolling New Members

When you enroll a new guest to the program, you are not only helping your hotel to achieve its target, you are
helping the other hotels in the system too.

Often, new members stay in other IHG brand properties, which means that other hotels are also benefitting from
your enrollment.

You must have one of the following roles to enroll a member into the program.

Hotel Front Desk — Standard RC, BR, EMP
Hotel Front Desk — Fee Based RC, AMB, BR, EMP
Hotel Manager RC, AMB, BR, EMP
Sales Manager RC, BR, EMP

To enroll a guest into the program, follow the steps below:
1. Log into LoyaltyConnect.
2. Click Enroliment.

e Check the box to indicate which program to enroll the guest into.

‘Enroll
= Select RC if you are enrolling a guest to IHG Rewards
Programs - T * BR for IHG Business Rewards ' Z
[F1RC [F] AMB [F] BR [7] ENP ed  «  AMIB for InterContinental Ambassador

Customer Information » KAR for Kimpton

. ¢ EMP for an Employee Enroliment |D g

CountryRegons [UNITED STATES ||
Hotel Codes [y CHA v
| conel_
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3. Complete all mandatory fields, as indicated by the red asterisk, on the enrollment screen. Some fields (e.g.,
Passport) may be required by specific countries.

- Infor

CountryRegion

Written Language*

Native Language

Salutation First Name*  Middle Name Last Name#*  Suffix Title Degree
Name|SeIect |"| Saelect |"|Se|ect “'lSeIect |"|
Gender
Date of Birth Select 25

* Required Field Address 1* l:l
Country/Region * Address 2 l:l
Trper moesss[ |
e
pasnsns ]
City/Post Town * l:l
Provnce

4. Complete Phone and Email. If the email address is not valid, a yellow icon will appear on the guest’s profile.

If the system continues to indicate the email address is invalid after you have attempted to

enter the guest’s email address two times, please alert the guest that to receive
communications from IHG Rewards, they will need to add their correct email address via

IHG.com.
~Phone
T-,rpa|E-usine55 |"| |Ph0ne |"|
CD;::;: | Select | Phane | |
~ Email
T}pr|Bu5ine55 |"| Format [HTML |"|
Email | |
e If your hotel does not use pre-numbered enroliment forms, skip the RC Member ID field
blank. If your hotel How to Use pre-numbered enroliment forms, you must input the IHG
Rewards number that appears on the form in the RC Member ID field.
- additional Information

RC Member 1D {if known)
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5. The Earning Preference field defaults to IHG Rewards points. If the guest chooses to collect miles, select miles
from the drop-down box, then select the carrier and enter the alliance number.

Eaming Preference  RC Points > Hotel Code* [ CIMH >

6. Enter your Employee Enroliment ID in the Your Employee ID field.

| Eaming Preference | RC Points Hotel Code* | [1CIH v

o D

Your Employes ID * I

| e | BT

7. Click on the Submit button. The IHG Rewards number displays in a pop-up box. Write down the guest name

and their IHG Rewards member number and pass it to the member.

~ Address

* Required Field Address 1* |4 Main Street

|
CountyRegions e 2| |
|
1

Types City+ | Beverly Hils

Enrollment Successful
| RC 125408509
~ Phone
Type | Business s Phone i
Country
Cude'SE|ECt |Phone| |

Tips:

«  Ensure you add the member’s number to the guest reservation record in Guest Reservations System or

Holidex Plus and the PMS prior to the guest’s check-out.

«  After completing the enrollment process for a new Ambassador member, you must process the AMB fee

through your PMS.

» Enroliment made easy: if a guest is a member of any program (IHG Rewards, InterContinental
Ambassador) and wishes to enroll in one of the other programs, just check the appropriate box at the top

and click <Submit>. The current member information is used.
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Account Management

You can manage guest information and communication preferences in LoyaltyConnect.

Roles Required

This is enabled to all users regardless of their role.

Updating Member Profiles

1. Log into LoyaltyConnect.

2. To update a member profile, begin by conducting a Guest Search. Remember you have three methods
for searching.

q 7
I H G ‘1 Guest Search by Name ? Guest Search by Number

Type the first and last name of the guest, then click the =Search= button. Use any Type the guests IHG Rewards Club Member Number in the Member Number field,
[T] combination of phone number, city, state / province or zip / postal code to target then click the Search button.
the search.
| Enroliment |
* Last Name * indicates required field + Member Number
| Hotel Operations |
* First Hame

| OR | 3 Advanced Search

Phone Number

[ ]

City, State or Province

ZIP or Postal Code

#* Country/Region

o srares v [

&7

e Guest Search by Name

e Guest Search by Number

e Advanced Search
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3. Enter the member’s data you have then click Search.

I H G Guest Search by Name Guest Search by Number

Type the first and last name of the guest, then click the =Search= button. Use any Type the guests IHG Rewards Club Member Number in the Member Number field,
J Guest Search | combination of phone number, city, state / province or zip / postal code to target then click the Search button.
the search.
| Enroliment
+ Last Name * indicates required field + Member Number
| Hotel Operations y
Wiley
=+ First Name
Larry

o R Advanced Search

Phone Number
City, State or Province
ZIP or Postal Code

=+ Country/Region
UNITED STATES v || Clear

I

4. Verify the guest’s information and click on the appropriate Guest Name.

® Guest Name ;‘f:_:::: ;:r::ce RC Level Address City State i:]l:ﬂ:nstal Country Phone
H Wiy, Lan 421053651 0 CLUB 1189 BORDEALX ST LIVERMORI CA  94550-5671 UNITED STATES 9254437978
I G WILEY, LARRY 956262942 0 CLUB 412 SEAGULL DR LEWES  DE  19958-2307 UNMED STATES 3026457351
WILEY, LARRY 266722762 0 CLUB 11303 ABINGTON AVE DETROT Ml 48227-1024 UNITED STATES
WILEY, LARRY 268165652 0 CLUB 1 CORPORATE DR SOUTHFEL Ml 4B076-3711 UNMED STATES 14153438511
| Sucst Search || Wiy Lan 286829082 0 CLUB 3480 DICKERSON PIKE NASHVILLE TH  37207-2611 UNITED STATES
| Enzplment || wiev. ar 473151346 0 CLUB  POBOX 151 PRINCETON WV  24740-0151 UNITED STATES 3043857931
| Hotel Operations || wiLEv, Lary 518436363 0 CLUB 1852 LACKLAND HILLKWAY SANTLOU MO 63146 UNITED STATES 9254437979
Wiley, Lauren 220360030 0 CLUB 3518 NICOLLET AVE APT 30, MINNEAPOL MN  55408-4580 UNITED STATES 6514422958
Wiley, Lauren 950138902 0 CLUB  13SEASTBLVDUNT326 CHARLOTT NC  28203-5382 UNITED STATES 7042431098
Wiley, Laurie 915493869 0 CLUB 10234 LUCORE ST HOUSTON TX  77017-3432 UNITED STATES 7134256807

i 4 |Pagell  ofe| b Pl Displaying 1 - 10 of 58
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5. To update a member's Company Name, Business Type, Address, Phone, SMS, and Email, go to
Personal Information. Click Edit to begin.

Customer Information ” Program Information l

®
Personal Information ”_Communiation Preferences l
2

Mame Mr Larry G Wiley Gender Male Date of Birth nia Country/Region UNITED STATES ‘ Edit |

Native Hame Native Language =
| Guest Search |

| Enroliment | ‘Company Name r/a

| Hotel Operations. | Business Tvpe nia

| End Edit Session i)

| (= {3} Residence 1139 BORDEAUX ST LIVERMORE , California v, Pnhnl{ | Eat | |
G Information

| Add address |

7 9254437978 TS
@comeast.net | [=| 3 Residential n/a 9254437979 Copyto SMS  Phone v mehmai | i | |

{2 1189 BORDEALX ST
LIVERMORE, California | Add phone |
94550-5671
UNITED STATES ~SMS

RC# 421063651 s | Add sMs |
Enhanced Mbr Profile

Email
Emails

ogram ttormation | =1 5] ot of o preereg |

HG Rewards Club CcLup
RC Points balance a
Earning preference Points.

| Add email

| Backto Resuts || New Searcn | ‘

e Only one section may be edited at a time.

6. Enter the updated information into the appropriate fields. Click Save.

Customer Information ” Program Information l

G ®
H Personal Information |(Communiation Preferences l
2

Name Mr Larry G Wiley Gender Male Date of Birth nia Country/Region UNITED STATES | Edit |
Native Name Native Language 1 =
| Guest Search |
| Enroliment | Company Name /2

| Hotel Operations | SRS T

| End Edit Session | ?

*Required Field ddress 1+ | 306 Buckhannan Ave| J Prefemrad
—C Information
Country/Region* [[ED STATES |¥ Address 2

S
9254437979

(@comeast.net ornia
42% 1189 BORDEAUX ST Zip Code x| 94550-5671

LIVERMORE, California
94550-5671 | cancel |
UNITED STATES

|Addaddress|

|

Save as entersd

RC# 421053651
Enhanced Mbr Profile Bk I
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Tips on Updating Personal Information

e |f a member wishes to put an alternate information on the account, you may do so by clicking the ‘Add’ button.

For example, if the member wants to put another address, you can click Add address.

Customer Information ” Program Information ]

®
Personal Information ”_Communiaﬁon Preferences l
2
Name Mr Larry G Wiley Gender Male Date of Birth nia Country/Region UNITED STATES | Edit |
Native Name Native Language o
| Guest Search |
| Enroliment | Company Name =
| Hotel Operations | IEIERWERTE
| End Edit Session ?
[~ £ Residence 396 Buckhannan Ave LIVERMORE , California « Preferred | Edit |
Customer Information
|a Mr Larry Wiley |
G s ammnen Phones

e When a member does not have an email address and has a point balance of less than 50,000 points, you will
have the option to ‘Add Email’. However, if they have more than 50,000 points, you will not be able to add an

email address and an error message will appear. When this happens, direct the member to contact the IHG
Rewards Service Center.

e When adding an email address, LoyaltyConnect will remove all text before the @ symbol. This is intended
and is done to preserve the security of the account.

e You cannot add another email address. There can only be one email address per account.
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Updating Member Communication Preferences

1. To update a member’s communication preferences, click Communication Preferences.

[_(ustomerlnforrnaﬁnn ” Program Information |

® E
I [_Persunallllfurmﬁnn |I Communication Preferences
I I ( ; 7

Mame Mr Larry G Wiley Gender Male Date of Birth n/a Country/Region UNITED STATES | Edit |
Native Name Native Language
| Guest Search |
| Enroliment I Company Name
| Hotel Operations. I Business Type

| End Edit Session | -
[=! £ Residence 396 Buckhannan Ave LIVERMORE , California ' Prefened | Edit |
Custs Information
| Add address |
‘ 8 Mr Larry Wiley |
9 arcasraro ~ Phones

2. The Communication Preferences tab displays the member’s current Email Marketing Preferences as well
as the SMS Mobile Texting Marketing Preferences. This includes information on frequency, current
subscription status, date updated, and the channel where it was updated. To change any of this
information, click Edit.

[_(llstomerlnformaﬁnn ” Program Information |

® —
I I I ‘ i Personal Information Communication Preferences |

Preferred Language English

~— Email Marketing

| Guest Search |
Email Add @col t.net
| —— I mai ress mcast.nes
i = - a
| Hotel Operations I Subscription Frequency Subscribe Date Updated < UpdatedBy %
Frequency: Monthly Opt-Out 28Dec19 Hotel
| End Edit Session | ? IHG Rewards Club Special Offers and Promotions Frequency: Varies Dpt-Out
Member Surveys Frequency: Varies Opt-Out 28Dectd Hotel
— Customer Information eauency =&
Partner Offers and Promotions Frequency: Varies Opt-Out
| a Mr Larry Wiley IHG Rewards Club Credit Card Offers and Promotions Frequency: Varies Opt-Out
9254437979 Kimpton Newsletter Frequency: Varies Opt-Out
@comcast.net Kimpton Exclusive Offers Frequency: Varies Opt-Out
4% 395 Buckhannan Ave 8695_TEST_SUBSCRIPTION_2013-07-03 Frequency: Varies Opt-Out
LIVERMORE, California Kimpton Last Minute Deals Frequency: Weekly Opt-Out
94550-5671
\UNITED STATES 9949_TEST_SUBSCRIPTION_2018-07-03 Frequency: Varies Opt-Out
5198_TEST_SUBSCRIPTION_2013-07-03 Frequency: Varies Opt-Out
RC# 4210563651 R Opt-Out
Enha 1 Mbr Profile 2669_TEST_SUBSCRIPTION_2018-07-03 Frequency: Varies pt-Ou
~— 5MS Mobile Texting Marketi
. Program Information — -
HG Rewsards Club CcLUB LT A
RC Points balance o Subscripti F Subscribe Date U cd = U ed =
Earning preference Points Lz e requency ubserl e _rid i At
On-Property Special Offers and Alerts Frequency: Varies Opt-Out
IHG Rewards Club News, Special Offers and . N
| Back to Resutts | | New Search | Promations Frequency: Varies Opt-Out
0919_TEST_SUBSCRIPTION_2018-07-03 Frequency: Varies Opt-Out
| Eat |

a. Email, Brand Newsletter & SMS subscriptions will vary based on membership program, members
level and region / country of residence.

32



IHG

b.

If the member is not receiving SMS text messages after providing an SMS number, you may click
Resend to send another confirmation text which the guest will need to verify.

3. The following items may be updated on this screen. Click Save after updating selections.

a.

Preferred Language

b. Subscribe All / Unsubscribe All

C.

Individual Subscription items

IHG

Guest Search
Enroliment

Hotel Operations

[_Cust-nme-rlnf;)rmi-iﬁm; ” Program Information |

Personal Information || Communication Preferences |

| End Edit Session |

— Customer Information

|8 Mr Larry Wiley

9254437973
@comcast.net

42% 396 Buckhannan Ave
LIVERMORE, California
94550-5671
UNITED STATES

RC# 421053651
Enhanced Mbr Profile

~ Program Information

IHG Rewards Club
RC Points balance
Earning preference

CLUB

Points

Partner Offers and Promotions

IHG Rewards Club Credit Card Offers and Promotions

9949_TEST_SUBSCRIPTION_2013-07-03
2669_TEST_SUBSCRIPTION_2013-07-03
5198_TEST_SUBSCRIPTION_2013-07-03
Kimpton Exclusive Offers

Kimpton Last Minute Deals
8695_TEST_SUBSCRIPTION_2013-07-03

Kimpton Hewsletter

Frequency: \aries
Frequency: Varies
Frequency: Varies
Frequency: Varies
Frequency: Varies
Frequency: Varies
Frequency: Weekly
Frequency: Varies

Frequency: Varies

Opt-Out | ¥

Opt-Out | ¥
Opt-Out | ¥

Opt-Out | ¥

o o ol o2 2
k=1 k=1 g8 |lallg
b3 b3 e e ||
=] =] o |o||o| 2 '
= = c (e ||E ||
=3 =3 ERRE R
< < < < < <

| Preferred Language |Eng|’sh| |V |
— Email Marketing Pref:
Email Address | @comcast.net | Subscribe All Unsubscribe All
Subscription Frequency Date Updated <+ UpdatedBy +
eStatement Frequency: Monthly Opt-0ut | ¥ 28Dec1d Hotel
IHG Club Special Offers and P i Freq) y: Varies Opt-Out | ¥
Member Surveys Frequency: Varies | 28Dec1d Hotel

| Back to Results | | New Search |

~— SM5 Mobile Texting Marketing Prefi

N

SMS Number Not Provided

Subscription
On-Property Special Offers and Alerts

IHG Rewards Club News, Special Offers and
Promotions

0919_TEST_SUBSCRIPTION_2018-07-03

Frequency

Frequency: Varies
Frequency: \aries

Frequency: Varies

Subscribe

anF-Oe | v

Date Updated =

4

Updated By

| Cancel | m
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Enhanced Member Profile and Hotel Comments

The Enhanced Member Profile (EMP) provides easy access to single enhanced view of IHG Rewards members
with information collected across all IHG hotels and channels. This enhanced view provides additional member
detail beyond what is found in the hotel PMS.

The EMP allows you to view and share key guest insights with other IHG Hotels. This allows us to build more
relevant, rewarding relationships with our most valued members and make them feel like we really know them.

IHG Rewards Points

895,354

Terms of Use Help Guide

Member Since

04-JUN-2015

IHG Rewards Club #

Mr Edgar Easy
e f 124870799

i Spire Elite

B Ambassador
* Guest Information
Guest Actions ATLAT (Alanta, G4 2017.08-15) #63104015
Key Guest Info/Actions

f4 Business Rewards Members

Guest Details

Personal Info

Gender: Male

Birthday: Apr-30

Home Country: Us
Preferred Language: English

Guest Stay History

Stays at my hotel / IHG hotels (last 12 months)
9724

Previous Amentities

Breakfast in the Hotel Restaurant
Business Centre

¥ Guest Interests/Profile Preferences

Prafile Preferences

Room and Bed Preferences

Elevator Proximity

AE: Away from Elevator
Floor Location

HF: High Floor
Smoking Preference
NS: Non-smoking

Guest Interests

Guest Interests

12: Cooking
15: Qutdoors
18: Food and Wine

Smoking Option

Smoking Preference
NS: Non-smoking

Company Info

Company: Oracle

Corporate Rate: IL458

Corporate Rate Amenities: Wireless Included

Last 3 Stays

Communication Preferences

Email; ***++titirdion@ihg.com
Email Opt-in: None

Phone Number: **#***530)
SMS Opt-in: Some

SMS Verification: Yes

SHGZD (Shanghai,SH on 7/1/17)
HKGHC (Hong Kong on 6/1/17)
ZRHAA (Affoltern am Albis on 5/1%/17)

Favorite Destination
CY: City
RT: Resort

Dietary Preferences

Do you have any dietary preferences?
VE: Vegetarian

Guest Insights

Favorite Team : Atlanta United
If I Wasn't Working I'd Be... : Playing Basketball
Anything Else We Should Know? : Late checko...

Traveling with Pet

Pet Name : Sparky
Pet Type : Maltese

Exercise Preferences

Ad: Ourdoor activities
AB: Running

Guest Engagement

¥l Avg F&B: Not Available
B IHG Co-Branded CC: No

Brand Most Visited: InterContinental 45%
0 IHG Mobile App: Not Available.

Reservations (2 wks out)

PEGAP (Beijing,BJ on 8/18/17)
DALAR (Dallas, TX on 8/6/17)

Relaxation Preferences

R3: Hot tea or coffee to unwind

Access to IHG ’s rich guest information for IHG Rewards members (not available for non-members)

Access to guest HeartBeat feedback

Ability for hotels to view/share guest comments with other IHG hotels

Ability to update member profile Stay Preferences
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How to Get Started

The EMP can be accessed in two ways:

1. From the member’s existing PMS guest profile by clicking the “Guest Details” button.

HIFILBB - Indnidual Profile ID - 35486
' Individual ;
umﬁuuslsuuaml con;anl Details
Address Information TEtnal
s

LastNameflsaac |9
v | FirsymiooePake ] ]

Language /Title [ =] ||  Dat

2.  On the member’s profile in LoyaltyConnect.

| End Edit Session

~ Customer Information

'8 Ms shri budha
£ 347347458
@ihg.com

£ 333 dsgdfg
dfhdfh, Alabama
55555
UNITED STATES

RC# 119476473

Enhanced Guest Profile

How to Use

For Arrivals Planning & On-property Guests:

The EMP guest information is great for referencing during pre-arrivals planning as well as for on-property guests.
This information allows us (and you!) to develop closer connections with our IHG Rewards members.
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Hotel Operations

*  Most IHG Rewards related functions are housed in Hotel Operations.

» This is where you go to award points to a member, request for Reward Night reimbursement, generate

reports, and manage your hotel's DCO files.

* Your role dictates what functions you see in Hotel Operations.

IHG

[ Guest Search ]

[ Enroliment ]

Hotel Operations

IHG Business Rewards

HG Business Rewards

Point Awards

IHG

[ Guest Search ]

[ Enroliment ]

(ST —

Loyalty Pending Updates . .
(LPU) Review Guest Stays Events - Create, Review Events - Posted
and Approve
Process Hotel Search for a Reward/ View Your Hotel's
. . View Your Hotels .
Reimbursement for Free Nights Stay Reward Nights Settin Flat Reimbursement for
Reward/Free Nights Stays By Certificate o o= Free Night Stays
List of Commission Detailed Check Out
Other Activity Reports Transmission Status
Updates (LCU)
(oco)
Hotel Operations
Point Awards

» Point Awards is a function under Hotel Operations.

*  Use this to deposit points into a member account in real time.

36



IHG

* Hotel Front Desk — Standard and Hotel Front Desk — Fee Based can make deposits of under 1,000
points.

* Hotel Operations Manager can deposit points of any denomination and approve deposit requests of 1,000
points and above.

Roles Required

Point Awards is enabled to all users with the following Roles
e Hotel Front Desk — Standard
e Hotel Front Desk — Fee Based

e Hotel Operations Manager

Navigation

1. Go to Merlin.

2. Click on ‘Applications’.

3. Click on LoyaltyConnect.

4. Click ‘Access this tool'.

5. Click ‘Hotel Operations’.

6. Click ‘Point Awards’.
The following section provides details on depositing points through LoyaltyConnect. This includes
instructions on:

e Manual Point Award Requests

e Processing Pending Point Awards

e Searching Posted Point Awards
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Manual Point Award Requests

1. Select Create Point Award.

' Awards |

IHG | s s

Manage Point Awards

-View and manage point awards for guests who gualify for a Welcome Amenity
- Create point awards for walk-ins and non-Welcome Amenity point deposits

- Confirm pending deposits that require manager approval

- Click the "expand™ icon on the left of each row to expand and show details

Create Point Award ®

HotelCode NYCUH | Member Number | Type [ Al Types [~ f’”""" From | 220ects [ To|27Decia [
Guest Name | | staws Alsttuses ||
—[=] Filter
Award Type

E‘G.lestl\lame Check Out  Reguested RC Points
Date Level

Mbr Number ‘Cher.kh

‘Salus ‘Deci'ledﬂeﬁson

Mo results found, modify your search criteria and retry your search.

Ly [ P rt s

Mo data to display

Approve Selected

2. Fill out the required fields.

* Required Field

WMemberzhip 10 * | 421053651 Mr Larry Wiley GOLD
Hotel * | NYCMH n

Point Award Type * .
Welcome Amenity
Service Recovery

Description *

Hotel Promotion
A Greener Stay
Appreciation
Elite Upgrade
Points Match

e Membership ID (IHG Rewards member number)
e Choose Point Award Type

e Choose Description

Create Point Award

aecs [3 ™ zvecss [3
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e Choose Reason and enter comment when prompted.

3. Click Submit.

Tips on Creating a Point Award

e If you have the role of Hotel Operations Manager, the point award will be posted directly to the member’s
account.

e If you have the role of Front Desk — Standard or Front Desk - Fee Based AND the point amount is below
1,000 points, the point award will be posted directly to the member’s account.

e If you have the role of Front Desk — Standard or Front Desk - Fee Based AND the point amount is 1,000
points or more, the request will go into a Pending status and will need to be approved by the Hotel Operations
Manager. When this happens, this popup will appear on-screen. Select Yes to send for approval or select No
to cancel the request.
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Processing Pending Point Awards — Hotel Operations Manager

1. Log into LoyaltyConnect.

Select the Hotel Operation Manager role.

Click Hotel Operations.

Click Point Awards.

All Pending point awards will appear at the top of the list.

Awards |

IHG

Manage Point Awards ” Posted Foint Awards l

Manage Point Awards

- View and manage point awards for guests who qualify for a Welcome Amenity
- Create point awards for walk-ins and non-Welcome Amenity point deposits

- Confirm pending deposits that require manager approval

- Click the "expand™ icon on the left of each row to expand and show details

‘ Guest Search

‘ Enroliment

Create Point Award

Checkin
Hotel Code | NYCMH v MerrberNurrber| TYDE|.-\II Types |V| o a FrDm‘ZZDE(lQ |G\ TD|27DEC19 |E|
Guest Name | | status [alsttuses ||

—[= Its Filter

Clear Criteria | | Search |

Guest Name Mbr Mumber | Checkin | Check Out Requested RC Points Award Type Status Declined Reason
Date Level

Wiley, Larry 421053651 27Dec1S GOLD 2000 Service Recovery Pending

i 4

Pagell  Jof1 » »l

Displaying 1-1of 1

| Approve Selected |

6. To view additional details about the request, such as the team member whom requested the points, click

the expander icon next to the appropriate guest name.

i

IHG

Manage Point Awards ” Posted Point Awards 1

Manage Point Awards

| Guest Search |

- View and manage point awards for guests who qualify for a Welcome Amenity
- Create point awards for walk-ins and non-Welcome Amenity point deposits
- Confirm pending deposits that reguire manager approval

Create Point Award

| Order Point Voucher | - Click the "expand™ icon on the left of each row to expand and show details
Checkin
HotelCode |NYCMH | v Member Number | | e [Al Types I~ ¥ a From 220ecto [ T 27Decto [3
Guest Name | ‘ Status. |.-'-\II Statuses “' |
—|> Its Filter
Clear Criteria ‘ | Search I
Guest Name Mbr Number ~ Check In Check Out = Requested RC Points Award Type Status Declined Reazon
Date Level
Wiley, Larry 421053651 27Dec1s GOLD 2000 Service Recovery Pending Reiect
(4 4 |Paget o1 » » Displaying 1 - 1 of 1

| Approve Selected |
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7. To approve Pending Point Awards:

‘ sty | Awards ‘
®
I I I G Manage Point Awards H Posted Point Awards
Manage Point Awards Create Point Award
| CueshSearch | - View and manage point awards for guests who qualify for a Welcome Amenity
m - Create point awards for walk-ins and non-Welcome Amenity point deposits
e - Confirm pending deposits that require manager approval
| Order Point Woucher | - Click the "expand” icon on the left of each row to expand and show details
Check In
HotelCode NYCMH |V Member Numoer | | wme Al Types ¥ @ . From 22Decto [ To |27Decto ||
Gusst Name | | stats|alstatuses v
| = Results Filter
Clear Criteria | ‘ Search I
IVI Guest Name Mbr Number Check In Check Out Regquested RC Points Avward Type Status Declined Reason
Date Level
Wiley, Larry 421053651 27Deci® GOLD 2000 Service Recovery Pending Reject
‘Confirmation Number Booking Date: Transaction I SVCR2ZK
Rate Code Booking Source Tranzactien Name Hotel Awarded Points
Room Rate Transaction Description Service Recovery 2,000 Points
Hotel Currency Cost Of Pointz 10.00
Corp Acct Number Reason Noise Complaint
LATA Number Comments
Employee User I AMERWanguaR Location NYCMH Channel MHUI
Employee ID Source Type HOTEL Loyalty Offer Code
I} Event Details
0 4 |Paget  fof1 » 4l Displaying 1-10f 1
| Approve Selected I

Select the necessary row(s)

e To select all guests on a page, click the box next to Guest Name
e Click Approve Selected

8. Toreject a Pending Point Award, click Reject for the row you would

like to reject.

o e | Awards |
IHG

Manage Point Awards

- View and manage point awards for guests who qualify for a Welcome Amenity
- Create point awards for walk-inz and non-Welcome Amenity point deposits

- Confirm pending deposits that require manager approval

- Click the "expand” icon on the left of each row to expand and show details.

Manage Point Awards ” Posted Point Awards l
| cuestsearcn |

Create Point Award

| Order Point Voucher |
HotelCode |NYCMH  |v  Member Number | | vpe Al Types [~] f""“'" From |22Dects @ To 27Dects |3
Guest Name | | status alsmruses ||

v Results Filter

Clear Criteria | | Search I
Guest Name Mbr Number | Check In Check Out Reguested RC Points Award Type Status Declined Reason
Date Level

) Davis, Leonard 278397846 27Dec1s  PLTN 5000 Hotel Promotion Pending

E:] Wiley, Larry 421053651 270Decls GOLD 2000 Service Recovery  Pending

L0 Pageht Jor1 o Displaying 1 - 2 of 2

| Approve Selected |

a. A message will appear asking you to confirm the rejection.

Select Yes to reject the request.
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Search Posted Point Awards

1. Log into LoyaltyConnect.

2. Select your role.

e This ability is enabled for users with Front Desk or Hotel Operations Manager role.

3. Click Hotel Operations.
4. Click Point Awards.

5. Click Posted Point Awards.

=

®
I I I G Manage Point Awards ”l Posted Point Awards ||
— e Manage Point Awards Create Point Award ?
| Gues Search, ‘ - View and manage point awards for guests who gualify for a Welcome Amenity
@ - Create point awards for walk-ins and non-Welcome Amenity point deposits
- Confirm pending deposits that require manager approval
| Order Point Voucher ‘ - Click the "expand” icon on the left of each row to expand and show details
Check In
HotelCode |NYCMH v Member Number | | wpe a1 Types |~] & = From | 220ec1e [ To|27Decto [
Guest Name | | status alstruses  |v)
—|* Results Filter
Clear Criteria | | Search |
Guest Name Mbr Humber ~ Check In Check Out  Requested RC Points Award Type Declined Reason
Date Level
Wiley, Larry 421053651 27Dec1® GOLD 2000 Service Recovery Reject
= Davis, Leonard 278397846 27Dec1®  PLTN 5000 Hotel Promotion Rejected
I 4 |Pagell  Jor1 » #l | Displaying 1 -2 0f2
l} | Approve Selected |

6. The Posted Point Awards Screen contains all Point Awards that have previously been posted to

members’ accounts. You can search by the following attributes:

Stay | Awards |

®
I H G Manage Point Awards || Posted Point Awards |

S Point Awards
| Guest Search | + Award Points

Create Point Award ?

@ * Search for Previous Point Award Transactions
Hotel Code: -Z| Member Number T
| Order Point Woucher | | NYCMH | | ype | All Types

v Transaction Date From | 27Novig (¥ To |28Decto @

Guest Name | | Amount |Se|ect |v
| Clear Criteria | | Search |
Transaction = Guest Name Member Mumber = Award Type Award Description Points. USD Amount
Date From
© 27Dec1d Wiley, Larry 421053551 Welcome Amenity  Welcome Gold 400 Points 400 2.00
L4 (pagéht Jof1 o ol Displaying 1- 1 of 1

e Hotel Code

¢ Member Number
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Guest Name

Type

Amount

Transaction Date

7. After inputting your search criteria, click Search. The results returned will include those records that match
your search criteria.

Program Abuse

We have procedures in place to identify Point Awards abuse.
Your hotel can protect itself by:

e Reviewing all deposits made using the Point Awards tool to ensure the distributions are accurate and the
points are being deposited into the correct member accounts. These deposits are immediately listed on
the "Posted Point Awards" tab in LoyaltyConnect.

e Reviewing all deposits by running or requesting an automated daily email of the Point Deposit and
Goodwill Events Report available within IHG Reporting.

e Periodically reviewing your employees’ LoyaltyConnect user roles.

If you suspect program abuse, please contact our team at globalloyaltyoperations@ihg.com.
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Points for Member Stays

Loyalty Pending Updates (LPU)

This section outlines the procedures that must be completed to process Loyalty Pending Updates (LPUs) to

award Points for Member Stays.

s

/ Member books

Hotel reviews
LPU and post
points to
member's
account

IHG displays

processed stays

in LPU (Loyalty
Pending
Updates)

IHG processes
the file and runs
it through Loyalty

and stays

rules

N

Member checks
out

PMS sends DCO
{Detailed Check
Outs) file to IHG

Each time a guest stays in your hotel, that data is sent from your PMS to IHG via LoyaltyConnect. These
files are called DCO files. Your PMS transmits this file each night for all checkouts. See next page to see

what a successful transmission looks like.
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IHG

| Guest Search |

| Enroliment |

(i

Stay H Reimbursement H IHG Business Rewards l

LPU | Stays File Status

Hotel Code | MNLCP

Loyalty Pending Updates (LPU)

* Confirm and adjust whether stays qualify to earn points for the guest.

* Adjust average room rates and other revenue details if needed.

- Click the "expand” icon 2 on the left on each row to expand and show details.

Ayailable dates | 17Feb19 v

Last Date to Adjust 16Feb19

DCO Transmission Successul for

17Feb19

_E]n

Its Filter

| Clear Criteria | |- Create Missing Stay | | Search |

e Once received, IHG analyzes them and marks which stays should be awarded points. Then, they are
displayed to you via the Loyalty Pending Updates screen or LPU, so you can review and modify them

before they get posted to the members’ account.

e You have 24 hours from the date of checkout to review the LPU with your end of day activities. See steps

below.

o Only users with Hotel Manager role can perform this task.

Completing Loyalty Pending Updates (LPUs)

1. Log into LoyaltyConnect.

2. Click on ‘Hotel Operations’.

3. Click on ‘Loyalty Pending Updates (LPU).

IHG

| Guest Search

| Enrolment

F—tomoroons |

Local time 12:44:52 PM

Hetel | cp D,

Welcome, RI | 1O TEL MANAGER Sion Off

Hotel Operations

| Loyalty Pending Updates
(LPU)

| Process Hotel
Reimbursement for
Reward/Free Nights Stays

Other Activity

Review Guest Stays

Search for a Reward/
Free Nights Stay
By Certificate

Reports

‘ IHG Business Rewards | ‘
Events - Create, Review
and Approve

IHG Business Rewards
Events - Posted

Views *Your Hotel's
Flat Reimbursement for
Free Night Stays

‘ | View “Your Hotel's |
Reward Nights Settings

‘ | List of Commission | ‘

Detailed Check Out
Transmission Status
Updates (LCU} oco)

7
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4. Prior to reviewing the pending updates, download the IHG Rewards: Daily Estimated Assessment Report
shown below (Merlin>IHG Reporting>Guest>IHG Rewards>Assessment Preliminary Report) and the
PMS Daily Check Out/Revenue Report. These reports will help with determining the accuracy of stays
and determine any adjustments that must be made.

IHG

Check-Out Date :

Aberson,Azron
Behymer, Jennifer
Boscaglia Christy
Brown Kimberly
Coghill Wayne
‘Cunningham,Robert
Dimarco Fran
Epps.Damyl
Fairbanks Lisz

Fant Scott
Farrington, David

Foster Ryne

InterCantinental Hotels Group

30-APR-17

118881250

TB06D454T

157252358

531022085

608504081

245745382

575200485

T430Z3328

TB45TZ24T

620026113

503049127

167613850

PRIORITY CLUB WORLDWIDE: DAILY ESTIMATED ASSESSMENT REPORT - PRELIMINARY

Hotel Name : ATLANTA/ROSWELL ( ATLRS )

bershipid | Nights | Room Nbr Room Food verage a
Banquet
1 168 107.52 0.00 0.00 0.00 0.00

Report Run Date: 01-MAY-17, MON 7:39 PM (EST)

Standard Process Stays Loyalty Re

tal
Assessment*
Revenu

204 108.00
308 154.00
258 182.00
312 108.00
274 105.60
170 34.00
21z 103.00
278 133.00
an 30,00
358 100.00
a7z 85.54

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

st Pay

Points

0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00
0.00 0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

opt Room Tax
Pay Points
0.00 0.00 0.00

0.00

0.00

0.00

0.00

0.00

0.00

Total
Reven
10752

107.52

108.00

194.00

188,00

108.00

105,60

34,00

103.00

193.00

0.00

100.00

8554/

5. View the Average Daily Rate (ADR) for each guest record to ensure accuracy. If an adjustment is
needed, click on the ‘Adjust’ hyperlink.

IHG

| Guest Search
| Enroliment

[ Hotel Operations

|
|
]

Stay H Reimbursement H IHG Business Rewards l

LPU || Stays || File Status

-

B EE R EEE BB BB BE

1

5.1

Hotel Code | MNLCP

Results Filter

Guest Name

Abadiano, Deanna Ge
Adalia, Leah
AlMarri, Saleh
Al-Marri, Saleh
Alejandro, Marjoris
Alonzo, Badorie
Ang, Jayson
Angeles, Celine Joyct
Antiojo, Cecil

Arao, Ruben

Baizas, Anna lzabel
Balete, Solidad Lim

Barcelona, Bon

Loyalty Pending Updates (LPU)

* Confirm and adjust whether stays qualify to earn points for the guest.
* Adjust average room rates and other revenue details if needed.

— Click the "expand” icon © on the left on ach row to expand and show details.

v

WMbr Number

247047966
403012038
588271671
596271671
269278692
195660197
322275451
15116703
575637176
599607070
221111388
262059254
614473347

Check In

16Feb19
16Feb19
14Feb18
14Feb19
16Feb18
15Feb19
16Feb19
16Feb19
16Feb19
16Feb19
16Feb19
16Feb19
16Feb19

Ayailable dates | 17Feb19

Last Date to Adjust 18Feb19

Nights = Room

MNumber
1716
208
812
1407
1008
9091
1412
1112
1717
1720
1616

1608

w

Rate Code

IKMES
IDOXN
DWEZ
DKEZ
IDOXN
w14
IKMES
IDOXN
AN

AN

IDOXN
IKFIM
IWEDI

DCO Transmission Successful for

Room
Rate

4,206.00
2,852.00
468133
4,148.00

Qualifying Reason
Flag

Yes

o

17Feb19

Clear Criteria | C

Mon.

ves Adjust Revenue

3,26675 No

521344
4,434.00
1,472.00
1,175.86
1,175.56
2,252.00
3,552.00
256664

F E IE

5

Total
-Qualifying

1,377.44
3,798 21
4,327.06
3,111.00
531439
3,051.93
1,320.50
3,011.60
1,472.89
1,548.26
4177.00
1,100.00
3,330.80

y ‘ Search |

Total
Qualifying

5,054.00
937.29

F
=
@

12,240.23
12,444.00
846.00
12,212.16
5,282.00
4,338.40
15.57

FFFFFFF
= I=l = IS S |8 | B
o & | & la @ |a

358.20

F
=
.

248.00

F‘
=3
=
&

4,400.00

F
=
8

0.00

F‘
=3
=
&
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6. LoyaltyConnect is designed to make recommendations, based on rules set by the Loyalty Team, whether
points should be awarded on stays or not. The ‘Qualifying Flag’ field will default to Yes for most Qualifying

Rates. Most Non-qualifying Rates will default to No.

Stay l Reimbursement ” THG Business Rewards 1

®
LPU | stays | Fiestatus
7
Loyalty Pending Updates (LPU) 4
Guest Search | * Confirm and adjust whether stays qualify to eam points for the guest
—— * Adjust aversge room rates and othsr revenue details if nesded.
nrolment J| || = click e *expancricon 3 on the lefton each row to expand and shaw deta
L Hotel Code| MNLCP Avaitable dates | 17Feb10 v| bco i for 17Feb19
Last Date to Adjust 18Feb19
- || Results Filter
Clear Criteria | | Create Missing Stay | | Search |
Guest Name MbrNumber | Checkln  Nights Room  RateCode| Room | Qualfying Rfason Total Total
Number Rate | Flag Non-Qualifying Qualifying
Abadiano, Deanna 247047966 16Feb18 1 1716 KMES | 4208.00| [ves| |v| sfiect [~ 137744  5,054.00
Gau
= st e i I [ I
AlMarri, Saleh 596271671  14Febl® 3 912 No just Revenue 4327.06 1224023 Adiust
—
AlMarri, Saleh 598271671  14Febls 3 1407 DME2 4,148 00—t 31100 12,444.00 Adiust
Algjandro, Marjorie 269278652 16Febls 1 1008 DOXN 326675 Ho 5314.39 848.00 Adust
Alonzo, Badorie 195880197  15Fepls 2 2091 UWI4 521344 Yes 3,051.93 1221216 Adiust
Ang, Jayson 322276451  18Febls 1 1412 IKMES 4,434.00 Yes 132050  5282.00 Adust
Angeles, Celne Joyci 315116703 18Febls 1 1112 DOXN 1,472.00 Mo 301160 438840 Adust
Antiojo, Cecil 575837176 18Febl9 1 1717 AN 1,175.56 No 1,472.89 15.57 Adust
Arao, Ruben 599607070 16Febls 1 1720 AN 1,175.56 Ho 1,548.26 35820 Adiust
Baizas, Anna lsabel 221111389 18Febls 1 1616 DOXN 2,852.00 Mo 4,177.00 848.00 Adust
Balete, Solidad Lim 262059254  16Feb19 1 820 IKFNY 3,552.00 Yes 1,100.00  4,400.00 Adiust
Barcelona, Bon 614473347  16Febls 1 1608 IVEDI 2,56664 Mo 3,330.80 0.00 Adjust
Bernardino, Maria Ro' 788558060  18Feb19 1 1220 DOXN 2,852.00 Mo 3,777.00 848.00 Adiust
Black, Philp 251083561  14Febls 3 5030  IDMED 7,875.33 Yes 682326 2362600 Adiust

Once the Qualifying Flag is adjusted, click ‘Save’.

Stay [ Reimbursement ” THG Business Rewards I

You will be able to set the Qualifying Flag on most rates. LoyaltyConnect, however, will revert your
changes if the rate you are changing is a Force Qualifying Rate or a Force Non-qualifying Rate. A Force
Qualifying Rate is a rate that always awards points to members; while a Force Non-qualifying Rate is rate
that always doesn’t give points. These rates are determined solely by the Loyalty Team.

®
I H G [m Stays || File Status
Loyalty Pending Updates (LPU) g
| GuestSeareh | | +Confirm and adjust whether stays qualify to am points for the guest
| — | A;;;luﬁ:mge room rates and other revenue details i nesded.
- “expand” icon # on the left on each row to expand and show details.
| ... nosavces| reps |v| DO Tomsms o s
Last Date to Adjust 18Feb19
- [~| Results Filter
Clear Criteria | | Create 1issing Stay | | Search |
Guest Name Mbr Number | Checkln | Mights Room  RateCode Room  Qualifying Reason Total Total
Number Rate  Flag Non-Qualifying Qualifying
f‘ba\:llano, Deanna 247047986  16Feb19 1 1716 IKMES ‘ 4206 uuHYﬁ{ ‘v Hsmam |v| 1377.44  5054.00
= Avan, Leam FUIVTI0SS TEFEnTy T T — w I T9E.ZT Y3729 AUUSET
AlMarri, Saleh 596271671  14Febls 3 912 Adjust Revenus 432706 1224023 Adust
AlMarri, Saleh 596271671  14Febis 3 1407 DME2 4,143.00 Yes 311100 1244400 Adust
Alejandro, Marjorie 269278892 16Feb1 1 1009 DOXH 326675 No 5,314.39 848.00 Adust
Alonzo, Badorie 195860197  15Feb1s 2 8081 UWI4 5213.44 Yes 305193 1221216 Adust
Ang, Jayson 322276461  1BFebls 1 1412 IKMES 443400 Yes 132050 528200 Adust
Angeles, Celine Joyor 315116703 18Feb1 1 112 DOXH 147200 No 301180 438840 Adust
Antiojo, Cecil 575837178 1BFeb1s 1 71T AN 1,175.56 No 1,472,839 1557 Adust
Arao, Ruben 599607070  16Fepis 1 1720 NMANI 1,175.56 No 1,548.26 35820 Adust
Baizas, Anna lsabel 221111389 18Fep1s 1 1616 IDOXN 2,852.00 No 4,177.00 848.00 Adust
Balete, Solidad Lim 262059254 18Fep1s 1 820 KFMY 355200 Yes 110000 4,400.00 Adust
Barcelona, Bon 614473347  16Fepis 1 1608  IVEDI 256664 No 3,330.80 0.00 Adiust
Bernardino, Maria Ro' 788558080 18Fep1s 1 1220 DOXN 2,852.00 No 3,777.00 848.00 Adust
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IHG Rewards GZGRP Qualified Rates

Guest rooms booked as part of a group, meeting or event block where the individual guest pays their own
charges (room, tax, incidentals) will qualify for points. As a result, you may no longer treat individually paid group
rates as non-qualifying. You must start paying points on these rates.

In the event guest room charges are billed to a master account, the stay will not qualify for points.

Because most group rates are not automatically marked as qualifying when they transition to the PMS and then
go through the DCO process, your hotel must manually adjust group reservations in the LPU to ensure they are
marked as qualifying.

To adjust:

1. During contract negotiation with the event planner, determine if the rooms booked will be qualified or non-
qualified

2. When completing the group contract, your team should mark the group rooms as qualified when entering
their reservations in your PMS. This marking should be made in the comments, so the guests are eligible
to earn points

3. After the group has checked out, the person processing the LPU data should refer to the comments in the
following reports to determine if the rate should be qualified:

a. If your hotel uses Opera, check the Member Stay Detailed report comments to see if the rate is
qualified

b. If your hotel uses Amadeus PM Pro, refer to the Departures (members) report to see if the rate is
qualified

4. If the notes in the PMS report indicate the rates should be qualified, the person processing the LPU
needs to go into the LPU file and manually update each room booked so the qualifying stay indicator
shows as “Yes”.

Stay | Remburssment

Mo | L e
...  Loyalty Pending Updates (LPU) 1
G || = Confirn and agjust whather stays qualify io sam points for the guest
Enrsiiment 'mwmwmwmﬂmlﬂm.
- = Click the “sxpand™ icon 2 on the left on sach rew bo sopand and show details.
Hotsl Code ATLRS v unilatie cates 070ct12 ~  Last Date to Agjust 10012
= Results
Filtar
Chase Critwria.  Cramis Mising Stay | Search
Guast Name MiorHumbar Chackln | Mights Foom RateCode  Foom  Gualifying Ressen Tetal
Humbe Rats  Flag Cualitying
2 1KFOINTS, POINTS E58S97II3  0B0a1Z 1 3 IGCOR 17150 Yas 118890 Agiunl
H BAKER AMY Tesesrazs osoa1z 1 10 10988 N .00 agiun]
BEAR TEDDY 909997280 Qa0 3 26 1DARA W ve 10965 Adiust
& DAVIS, AMAMDA TTOSETT4e 04012 3 13 MRS 7.3 Mg 180,00 Agiug
i | DISCUALIFYING IATA DISOI 509957851  080a12 1 7 IVED 17180 Mg 000 Agiust
o  PELLOWS, JOMATHAN 208808137  OBOa12 2 1% P 8487 g 000 Agiuy
s FMDSDEPOSIT.IRRCK 979997188 05012 2 17 IRRCK 9497 Yar _1853! Adiust
© FMDS IRRCK DEPOSIT 808087707 030wz 4 1® RRCK 4287 Yes 110180 Adiugl
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DCO (Detailed Check-Out) File

Status Screen

Most PMS versions used by IHG hotels can generate their DCO files and send it to IHG. There, however, may be
instances where the transmission fails, and files are not sent. Here’s how a failed transmission looks like.

Stay H Reimbursement H IHG Business Rewards l

IHG

LPU | Stays File Status

Loyalty Pending Updates (LPU)
* Confirm and adjust whether stays qualify to eam points for the guest.
* Adjust average room rates and other revenue detsils if needed.

Hotel Code DUBTC

| Guest Search |

| Enrollment |

T

Last Date to Adjust

S —

DCO Transmission status unavailable

—[= Its Filter
Clear Criteria | | Create Missing Stay. | | Search |
Guest Name Mbr Number ~ Check In Nightzs | Room = Rate Code Room Qualifying Reazon Total Total
Number Rate Flag Nen-Qualifying  Qualifying
Mo results found.
l4 4 |Page1  of1| b Kl Mo data to display

LPU will not award points to IHG Rewards members until the DCO file has been resent and received by IHG.
Therefore, it becomes your responsibility to re-establish the transmission.

To enable you to understand DCO errors and actions, additional details are available in LoyaltyConnect which will
tell you why your DCO transmissions are failing and be empowered to make proper corrections in your PMS to
send DCO files to automatically award points to members for their stays.

The File Status Screen allows your hotel to understand if a DCO file has been transmitted and processed
successfully so that you can identify if issues exist and what actions to take to have them corrected.

Stay H Reimbursement ” THG Business Rewards l

IHG

LPU File Status

File Transmission Status

| GuestSearch ||| = Review details of files tranemitted from the PMS to IHG.

| Enroliment |

Search DUBTC Check Out

From 14Jan19 (3| To 18Feb1s [

[ HotelOperatins ]

Clear Criteria | | Search |

Check Out = Transmission  Transmission Timestamp  Loyaly DCO

Date File Type (EST) Status
17Feb1% DCco Failure
16Feb 1% Dco Failure
15Feb1% DCco Failure
14Feb19 DCoO Failure
13Feb1% DCo Failure
12Feb19 oco Failure
11Feb18 Dco Failure
10Feb19 oco Failure
09Feb19 DCo Failure
05Feb1% DCo Failure

Error Type Total #of Hotel Action Presumed Presumed
Records Errors Stay Intiated =~ Stay Date
Not Received MiA
Not Received NJA
Not Received MiA
Mot Received HiA
Not Received es 17Feb18
Mot Received Yes 16Feb19
Not Received Yes 15Feb18
Mot Received Yes 14Feb19
Not Received Yes 13Feb19
Not Received Yes 12Feb19

|4 4 |pager of4| b bl

Displaying 1 - 10 of 35
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You must have Hotel Manager role to access this screen.
1. Access LoyaltyConnect.
2. Click Hotel Operations.
3. The Hotel Operations screen displays. Click the Detailed Check Out Transmission (DCO) button.

4. File Status Screen displays.

Stay H Reimbursement H IHG Business Rewards

@
IHG et

File Transmission Status 2
| GuestSearch ||| * Review details of files ransmitted from the PMS to HG.
S Py v Checkout  From 0glan19 |[4/To 10Febis [
(satelperainseed
Clear Criteria | | Search |
Check Out | Tr isgi Tr izsion Til Loyalty DCO Error Type Total #of Hotel Action Presumed Presumed
Date File Type (EST) Status Records Errors Stay Initiated =~ Stay Date
08Feb1s oCo 09-Feb-19 Sat 19:00:00  Success 1 o MiA
08Feb15 Dco Failure Not Received NiA
07Feb1s oCo 07-Feb-18 Thu 15:00:00 Failure There are no transr o o Call PMS Vender MiA
06Feb19 DCo 08-Feb-15 Wed 15:00:00 Success 2 o NiA
05Feb1% oco 05-Feb-19 Tue 19:00:00  Success 6 0 MiA
04Feb19 DCco 04-Feb-15 Mon 15:00:00  Success 70 0 NiA
03Feb19 Dco 03-Feb-1% Sun 19:00:00 Success 14 o NiA
02Feb19 oco 02-Feb-19 Sat 19:00:00  Success 0y o NiA
01Feb1% Dco 01-Feb-18 Fri 18:00:00 Success 6 o NiA
31Jan19 DCco 31-Jan-18 Thu 15:00:00  Success 16 0 NiA
|4 4 |Pagel  ofd4 B B Displaying 1- 10 0f 35

e Loyalty DCO Status

Check Out = Transmisgicn Transmission Timestamp | Loyalty DCO Error Type Total #of Hotel Action Presumed Presumed

[ate File Type (EST) Status Records  Errors Stay Initiated  Stay Date
08Feb1e oco 09-Feb-19 Sat 12:00:00 |  Success 1 0 HiA
03Feb19 DCo Failure Mot Received WA

i. Success means that DCO file was received and processed.
ii. Failure means DCO file was not received or records within the file contain an error.

e Error Type

Check Out  Transmission Transmission Timestamp  Loyalty DCO Error Type Total #of Hotel Action Presumed Presumsd

Date File Type (EST) Status Records  Errors Stay Initiated Stay Date
05Feb1% oco 0%-Feb-19 Sat 18:00:00 Success 1 o NiA
08Feb19 oCco Failure Not Received NiA

i. There are Multiple Error Types that can be displayed in the Error Type Column. To view
the detailed description of the error, hover over the Error Type with your mouse. This
information should be provided to Hotel Systems Support when reaching out for
assistance to have the errors corrected. See DCO Error Types for complete list.
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ii. Each of the errors above require that you contact a specific department to get it fixed.

e Total Records

Check Out  Transmission = Transmission Timestamp  Lovaly DCO

Date File Type (EST) Status
05Feb19 pco 09-Feb-1% Sat 15:00:00 Success
08Feb19 oco Failure

Error Type

Mot Received

Total

Records,

1

#of
Errors

0

Hotel Action

Presumed Presumed
Stay Initiated = Stay Date

HiA
MiA

i. Total Records field displays the amount of Records (Stay Data) that was in the DCO file.

i. A message box will display error details and can be used provide to Hotel Systems

Support or your PMS Vendor to expedite troubleshooting.

e # of Errors

Check Out  Transmission
File Type Timestamp (EST)

Date
160ct18
150ct18
130ct18
120c118
110ct18
100ct18
000ct18
080ct18
070ct18

I 060ct18

4 Paget

88888888838

]

Transmission

10-Ju-18 Tue 20.00:00
10-Oct-18 Wed 2000 O

ol

Loyalty ErorType | Tola | #of Hotel Action
DCO Status Records Efrors
Failure Hot Received
Faiure Hot Received
Falure Not Received
Falue  Hol Received
Falure Mot Recewed
Falure Mot Received
Falure Mot Recewved
Failure Not Received
Success 1 0
Faiure [“ifomatoninthet 2 1 Call PMIS Vendor
| Information in the Fie & Incorrect
—_— =

Presumed  Presumed
Stay Initiated  Stay Date
WA
NiA
Yes 170118
Yes 160ct18
Yes 150118
Yes 140c118
Yes 13018
Yes 120ct18
WA
WA
Displaying 1 - 10 of 30

i. If errors exist, under the Column display “# of Errors” you will see the values displayed as
a hyperlink.

ii. The # of Errors column displays the number of errors found in the stay data within the
DCO file. You can ascertain how many stays were processed by subtracting the value in
the # of Errors’ from the value in ‘Total Records’ for that stay date.

iii. If a success status is received and additional DCO submissions are made for the same
check out date, they will be marked as unexpected and no hotel action is needed.

e Hotel Action

Check Out
Date

10Jan1g
09Jan19

Transmisgion Transmission Timestamp Loyaly DCO Error Type

File Type
oco
oco

(EST)
10-Jan-1% Thu 18:00:00
08-Jan-19 Wed 15:00:00

Status

Success

Total
Records  Errors

Failure There are no transr

]
0

#of

o
o

Hotel Action

Call PMS5 Vendor

Presumed Presumed
Stay Inttiated = Stay Date

NiA

Yes 13Jan19

i. If a hotel action is needed it will be displayed within the Hotel Action Column.

ii. Most DCO errors should be reported to your PMS vendor.
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Presumed Stay Initiated

Check Out
Date

10Jan1%
08Jan18

Transmission Transmission Timestamp Loyalty DCO Error Type Total #of Hotel Action Presumed Presumed

File Tvpe (EST) Status Records  Errors Stay Inttiated | Stay Date
Dco 10-Jan-18 Thu 18:00:00 SUCCEss 1 0 ({1

DCco 08-Jan-19 Wed 19:00:00 Failure There are no transr i} ] Call PMS Vendor Yes 13Jan19

If no DCO file is received after 96 hours, the system will automatically create stays based

on booking data (Automated Presumed Stay Process). These stays will only count Room
Rate towards Qualifying Loyalty Revenue for your hotel.

Presumed Stay will also ensure that members receive their points on a timely manner
should a failed transmission occurs.

DCO Error Types

While there are several Error Types that you can see in LoyaltyConnect, Not Received and Unexpected are two
error types that most need your attention.

Not Received

Unexpected

PMS configuration or
Network/Internet
Service Provider

iIssues

DCO Effective Date
is not set in Growth

Level 1
Global Opening Services
{globalopeningservices(@ihg.com)

Level 2
IHG via Service NOW

Level 1
Contact PMS Vendor *
Level 2
IHG via Service NOW
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Not Received

This error is usually caused by an issue with your PMS configuration or with your internet connection. This needs
to be escalated to your PMS vendor by opening an MOS ticket.

The vendor will perform troubleshoot techniques until the connection is restored. If they find out that the issue is
happening on the IHG side, you need to escalate it to the GSS Install Desk by opening a Service Now ticket at
https://ihg.service-now.com

Unexpected

This error means that IHG is not expecting to receive your DCO files and usually happens when your DCO
Effective Date has not been set in Growth. This can be resolved by contacting the Global Opening Services Team
via email at globalopeningservices@ihg.com and asking them to set your DCO Effective Date.

The connection should commence 24 hours after the date is set. If this does not resolve the issue, you need to
escalate it to the GSS Install Desk opening a Service Now ticket at https://ihg.service-now.com.

Other Errors

Here are some examples of Possible Stay Level Errors. You are not expected to be as familiar with all of these or
why they are caused.

Oftentimes, we see errors can occur because required data is missing from the folio information in the PMS.

Record Errors
| Details |

Error Description #of
Currency code is not knewn for date Men Sep 10 00:00:00 UTC 2018 1
‘Currency code XXX is not known for date Mon Sep 10 00:00:00 UTC 2018 1
Hotel code must be equal to hotel code that was extracted from file name 1
Hotel code mustn't be empty 1

4 Record contains one or more field error 42

DcoARernateMameParser failed to parse "Alternate Name®
DcoMainDataParser failed to parse "Accommodation Sequence Number”
DcoMainDataParser faied to parse "Arrival Code’

DcoMainDataParser failed to parse '‘Average Daily Rate’
DcoNMainDataParser failed to parse 'Check-in Date”

DcoMainDataParser failed to parse ‘Check-Out Date”
DcoMainDataParser failed to parse 'Cumulative Beverage Revenue”
DcolMainDataParser failed to parse ‘Cumulative Food Revenue'
DcoMainDataParser failed to parse 'Ct v Point Award
DcoMainDataParser failed to parse 'C i
DcoMainDataParser failed to parse ‘Cumulative No Point Award Revenue’

DcoMainDataParser failed to parse 'Cumulative Non-Revenue”
DcoMainDataParser failed to parse ‘Cumulative Optional Point Award Revenue’
DcoMainDataParser failed to parse ‘Cumulative Room Revenue®
DcoMainDataParser failed to parse ‘Cumulative Telephone Revenue'
DcoMainDataParser failed to parse ‘Decimal Places’
DcoMainDataParser failed to parse 'GNR Number”
DcoMainDataParser failed to parse ‘Market Segment Code’
DcoMainDataParser failed to parse ‘Number of nights’
DcoMainDataParser failed to parse ‘Room Rate’
DcoMainDataParser failed to parse Total Cumulative Revenue’
DcoPmsParser failed to parse ‘Check-in Time*

DcoPmsParser failed to parse ‘PMS Folio Number”

DcoV3Loyalty AanceParser failed to parse ‘Guest Club Data field’
Mandatory super field was missed: 015

Mandatory super field was missed: DO001

a B e B - B - . R . TR - N - B o B - B TR - B .

For further information about these errors or if you need help, please contact your PMS vendor.
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Review Guest Stays

You can view guest stays through Review Guest Stays in LoyaltyConnect.

Roles Required

This function is available to the following roles.
e Hotel Back Office
e Sales Manager
e Hotel Manager

e Hotel Operations Manager

Navigation
1. Go to Merlin.
2. Click on ‘Applications’.
3. Click on LoyaltyConnect.
4. Click ‘Access this tool'.
5. Click Hotel Operations.

6. Click Review Guest Stays.

How to Use

Stay ” Reimbursement ” IHG Business Rewards

IHG =

Review Guest Stays
‘ Guest Search | * Review details of 2l guest stays (including non-members) for a range of dates.
‘ Enralmant | *\iew check in and check out dates, room number, folio number and more.

* Filter list to focus on enrolling stays.

@ - Click the “"expand” icon E on the left on each row to expand and show details.

OTTE Service Center Crealed Stay Check In IHG Rewards Club Stay
System Stay Enrolling Stay Check Out

From 06Jan1s [ To 10Feb1s |9

This screen is read-only.

—[=l Its Filter
| clear criteria || Search |
Guest Name - Mbr Number Checkin = Check Out Nights Room Conf
Number = Number
#  Adkins, Dan 10Jan1%  13Jan1§ 3 04 27711288 870740
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It displays all guest stays at your hotel, including non-IHG Rewards members, for a range of dates.
Use checkboxes to customize your view.

Service Center Created Stays — These are stays created by IHG Rewards Service Center
Representatives on your behalf. This happens when a stay does not appear on the member’s account
and they are looking for their points. When a stay is created, you may or may not be billed for the cost of
points. To know more information about created stays, please contact askihgrewardsclub@ihg.com.

System Stay — These are stays that are in the system.

Enrolling Stay — These are stays made by guests who enroll in IHG Rewards during a stay. A qualifying
Enrolling Stay awards a member a flat 1,000 points. For more information about Enrolling Stays, please
see the IHG Rewards Quick Reference Guide.

IHG Rewards Stay — These are stays made by IHG Rewards members.

If you are looking for a specific stay, you can use Results Filter to narrow down your results. Click View Stay
Details to view revenue details, changes (if any), and the transaction history.

General Tips

You can change or update these stays if you can see them in the Loyalty Pending Updates (LPU) screen.
Changes are highly discouraged once they post on the member’s IHG Rewards account.

Stays that do not have a Member Number are made by non-IHG Rewards members. Use this opportunity
to enroll them to the program and meet your enroliment incentive targets. For more information about the
incentive program, please refer to the IHG Rewards Quick Reference Guide.
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InterContinental Ambassador

Program Overview

InterContinental Ambassadors receive IHG Rewards Platinum status and benefits at all non-InterContinental
Hotels & Resorts when the booking is made through an IHG channel. InterContinental Ambassador membership
fees are:

e Enroll/Renew: $100 USD for employees (no discount on points)
o This can be done by calling the Ambassador Service Center at the following numbers:
= 1-888-211-7996 (U.S. & Canada)
= 0871942 9099 (UK) - (Calls cost 13p per minute plus your phone company’s access
charge)
= +44 870 400 9099 (Rest of World)

o Please note that the employee discount for Ambassador memberships cannot be combined with
any other offer or promotion and will not count towards EFR and Ambassador targets and
rewards.

e Enroll: $200 (all channels) or for 40,000 IHG Rewards Club Points (online and CRO only)
e Renew: $200 (all channels); for 40,000 IHG Rewards Club Points (online and CRO only).
o Renewals receive 15,000 IHG Rewards Club points when choosing the $200 renewal option

InterContinental Ambassador is a loyalty program that targets and rewards InterContinental Hotels & Resorts’
guests only.

Ambassador Member Benefits

For complete list of Ambassador Member Benefits at InterContinental Hotels & Resorts, please click_here or visit
the InterContinental Ambassador website at https://www.ihg.com/intercontinental/content/us/en/ambassador.

Royal Ambassador

Royal Ambassador status is extended by invitation only to a small percentage of InterContinental Ambassador
members, based on their activity at InterContinental Hotels & Resorts.

Guaranteed Benefits Plan

The Benefits Guaranteed Plan is applicable to Royal Ambassador and Ambassador members to ensure we have
a consistent service recovery plan when unable to deliver on Ambassador guaranteed benefits. Hotels are
required to offer members a choice of a credit or points in accordance with the Guaranteed Benefits Plan
guidelines.

If a Royal Ambassador or an Ambassador chooses to receive points as compensation, hotels should use the
Hotel Point Deposit Tool in LoyaltyConnect. All team members with LoyaltyConnect access will be able to deposit
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points in increments of less than 1,000. Front desk users can request deposits of 1,000 points and greater, but
these deposits will require the approval of users with Hotel Operations Manager role access.

For steps to deposit points, please click here.

Enrolling an IHG Rewards Member to InterContinental
Ambassador

Members may enroll online, through the Service Center or at any IHG property. Members must be IHG Rewards
members before they can be enrolled as an Ambassador.

Beginning April 2020, you can enroll members to InterContinental Ambassador. You must have the role Hotel
Front Desk — Fee Based to perform this action.

Below are the steps you can follow if they decide to enroll with you.
1. Log into LoyaltyConnect.

2. Click Enrollment then, check AMB.

Enroll
®
@
RC AMB BR EMP
— |~ | RC Overview
[ Guest Search ]
Errcimen: || AMB Overview
[ Hotel Operations - e
Country/Region#* | UNITED STATES
Written Language * | English
Mative Language | Select h

3. Complete all mandatory fields, as indicated by the red asterisk, on the enroliment screen. Some fields
such as Passport, may be required by specific countries. Click Submit.




IHG

4. Purchase Details displays. Click Submit.

Total Amount* | PURCHASE AMBASSADOR HOTEL $200 ¥ |

5. Enrollment successful. Collect their payment and welcome them to the program.
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e The Ambassador will receive their Weekend Night Certificate electronically in their email after

confirming their membership.

e Their benefits will begin immediately, and they may access their member card via the IHG App.

e Within 48 hours, their member status and an Ambassador status expiration date will be available
on their IHG Rewards account page.

Renewing InterContinental Ambassador Status

When an Ambassador’s status expires, they have 30 days to renew it. They can do so online, through the Service
Center or at any IHG property.

LoyaltyConnect enables the Renew button on an account to help you determine which Ambassadors are eligible

to renew.

Below are the steps you can follow if they decide to renew with you.

1. Log into LoyaltyConnect.

2. Click Guest Search to pull up the Ambassador’s account.

IHG

Local time 3:05:06 PM

‘Welcome,

o lvona ),

HOTEL FRONT DESK - | v | SianOff

[ cuessearen |

| Enroliment |

| Hotel Operations |

Guest Search by Name

Type the first and last name of the guest, then click the <Search= button. Use
any combination of phone number, city, state / province or zip / postal code to

target the search.

* Last Name * indi quired field

L]

* First Name

Phone Number

City, State or Province

ZIP or Postal Code

# Country/Region

e srates v ces [

Guest Search by Number

field, then click the Search button.

Type the guests IHG Rewards Club Member Mumber in the Member Number

* Member Number

OR

Advanced Search

7

3. The account displays. Click Program Information, Ambassador, then Renew.
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i ®

_ " . _
T
&
[ Hotel Operat ] Expiration Date 01Mar19

Status Open

® e sssavon
[ friermat |

o If the Renew button is grayed out, it means that the Ambassador is not eligible for renewal. You may
have to enroll the member again to the program following the steps outlined in Enrolling an IHG
Rewards Member to InterContinental Ambassador.

4. Enter your Employee ID then click Submit.

&3 023611122 *Required Field

= ‘@occidente.com.gt
EMP Member ID* | ileaiiey{itw

Submit

5. Collect payment from the member. Click ‘OK’.

6. The member's Ambassador is renewed
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Digital Free Night Certificates

InterContinental Ambassador goes electronic as it eliminates paper certificates in favor of a digital experience.

Beginning 1 March 2019, all new and renewing Ambassadors will receive a Digital Weekend Night Certificate on
their accounts.

Royal Ambassadors, on the other hand, will be granted a free night to use at any IHG property. This is in addition
to the complimentary weekend night that’s valid on the second night of a paid stay.

Digital Weekend Night Certificate

Members will still be required to book in advance using the “Ambassador Complimentary Weekend Night” rate
(previously called “Ambassador Certificate”). The digital Weekend Night will be automatically loaded to a
member’s profile upon enrollment in the Ambassador program.

The booking process remains the same. Ambassadors should visit https://www.intercontinental.com/ambweekend
to book their stay or contact any Central Reservations Office.

It can be used for weekend stays only. 'Weekend' is determined as follows: Friday, Saturday and Sunday, except
in the Middle East where hotels may define the weekend as Thursday, Friday and Saturday.

The Digital Weekend Night Certificate appears in LoyaltyConnect as Ambassador Weekend Night Certificate
under Benefit Details within the Ambassador Tab.

@
§ . Benefits - 2019
End Edit Session
Benefit ID Name Created Expiration Redeemed Hotel Code
— Information i i
LSl 720108 Ambassador Weekend Night Certificate 05Feb1g apr20 | Redeem
& Martin King 720113 Ambassador Weekend Night Certificate 0SFen1s 3Decly Redeem
= 10 [4 4 |rager of1| b B | Displaying 1 -2 of 2
No E-mail
43 3RAVINIADR.
ATLANTA, Georgia | Ciose |
30346-2118
UNITED STATES
Purchase Amount nfa
RAC# 143668153
Payment Type nfa
Enhanced Mbr Profile
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Royal Ambassador Free Night

Within six weeks of receiving Royal Ambassador status, their account (accessible online via IHG.com or through
the IHG app) will reflect their Royal Ambassador Free Night. It can be booked online or in the app. Royal
Ambassadors may also contact our reservations office to book.

Apart from their weekend night, Royal Ambassadors are granted a free night to use at any IHG property,
excluding InterContinental Alliance Hotels and IHG Army Hotels, for nights no greater than 70,000 points in value.
It must be consumed by year end.

Once the night has been redeemed, the night will no longer be available for use.

It can be used in conjunction with the weekend night if it is not the first night of their complimentary weekend night
stay. To illustrate, it'll be a total of 3 nights at the same property (2 nights using the weekend night certificate and
1 night using the free night certificate). The Royal Ambassador is required to make two separate reservations for
these.

The Royal Ambassador Free Night also appears in LoyaltyConnect as Ambassador Weekend Night Certificate
under Benefit Details within the Ambassador Tab.

I H G®
@
Enroliment )
[ Benefits il @
Hotel Operations
§ . Benefits - 2019
End Edit Session
Benefit ID Name Created Expiration Redeemed Hotel Code
— Information i i
LA 720108 Ambassador Weekend Night Certificate 05Feb19 01Apr20 Redeem
£ Martin King |72013 Ambassador Weekend Night Certificate 0SFeb19 310ec1d | Redeem
= B [4 4 |Page1 of1| b Wl | Displaying 1-2 0f2
Mo E-mail
5% 3RAVINIA DR
ATLANTA, Georgia | Close |
30346-2118
UNITED STATES
Purchase Amount nfa
RC# 143668153
Payment Type nfa
Enhanced Mbr Profile

You will be able to tell the difference by looking at the expiration dates. The Digital Weekend Night Certificate
expires when the Ambassador membership expires, while the Royal Ambassador Free Night expires by year end.
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Check-in Procedure for Digital Night Stays

As this is a new experience, it is important to keep everything as seamless as possible. Follow these steps below
when an Ambassador or a Royal Ambassador is checking in for a digital night stay:

1. Log into LoyaltyConnect.

2. Click Guest Search to pull up the Ambassador's account.

Local time 2:05:06 PM

ree o |,

‘Welcome,

HOTEL FRONT DESK - | v | Slan0ff

IHG

| Enroliment I

| Hotel Operations I

Guest Search by Name

| Type the first and last name of the guest, then click the <Search= button. Use

any combination of phone number, city, state / province or zip / postal code to

City, State or Province
ZIP or Postal Cods

+ Country/Region

e srares |+ e [0

7

Guest Search by Number

Type the guests IHG Rewards Club Member Number in the Member Number
field, then click the Search button.

! target the search.
* Last Name * indicates required field * Member Number
L ] 232220851] [ search |
* First Name
OR Advanced Search
Phane Number

3. The account displays. Click Program Information, Ambassador, then Benefits.

e Only users with Hotel Front Desk - Fee Based and Hotel Manager roles will be able to access the

Benefits Tab.

Customer Information I Program Information I

~ AMB

_E]- L

Guest Search |

| Ambassador II IHG Rewards Club l

Overview

Enrollment |

Hotel Operations. |

| End Edit Session. |

Customer Information

Dr Martin Luther
&

Prog Y

Expiration Date 01Mar20 | Renew. |
Status Open
Tier-Level AMBASSADOR
Member ID 169110328

5

King

FE qasacnasn
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4. Collect their paper certificate if they are carrying one, then click Redeem.

Created

Ambassador Weekend Night Certificate 01Marig

o If they only have a paper certificate and does not have a digital version on their account, please
follow current check-in procedure.

e If there are multiple certificates, the best practice is to use the certificate that is first to expire.

5. Click ‘Yes'.
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6. The certificate is redeemed. It will display the date when it was redeemed, as well as, the hotel code of

the property where it was redeemed.

Created

Redeemed

Ambassador Weekend Night Certificate

01Mar1s

01Marts

Important: If you redeemed a certificate by mistake or need help with the certificate, you may contact the
Ambassador Service Center or Hotel Help Desk for assistance.

65



IHG

Reward Nights and Free Nights

Regardless of your hotel brand, when a member books a Reward Night/Free Night stay at your hotel, he/she
should experience an unforgettable stay with lasting positive memories. Reward Night/Free Night stays should
NOT be free, non-revenue generating stays. Remember, these members are our most valuable guests.

While staying on a Reward Night/Free Night our members should receive all benefits applicable to their tier, e.g.
room upgrades, early check-in/late check-out, Wellness Platter (welcome amenity), etc. and they should be
recognized and acknowledged for being a loyal member of IHG Rewards Club including InterContinental
Ambassador, Royal Ambassador, and Kimpton Inner Circle.

The delivery of unforgettable experiences on a Reward Night/Free Night is based on our commitment to the
member in making the redemption stay the most memorable experience possible.

Activating Reward Night/Free Night Rate Categories

For you to accept Reward Night/Free Night reservations, the rate category “IVANI” must be activated and
associated with a V1 rate code in Guest Reservations System. For Six Senses, the recommended price point for
rate categories attached to the V1 rate code is 50% off C1 where C1 is equal to BFR of your standard room.

Following successful association, Reward Night/Free Night inventory equal to either 2 rooms or 5% of your guest
room inventory, whichever is greater, will be allocated in Guest Reservations System. Kindly note that during
periods when your cancellation window is at 45 days or greater, the Reward Night inventory may be reduced to
2% of total guest room inventory.
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Reward Night and Free Night Reimbursement

Reimbursement Structure

Annually, your hotel may fall into one of three reimbursement levels based on your Reward Night penetration rate.
The Reward Night penetration rate will be determined based on the prior year’s 12-month billing period of October
to September (i.e. 2020 Reward Night Penetration would be determined using the billing period of September 27,
2018 to September 26, 2019). Your reimbursement level will be based on a percent of your Leading (Standard)
Room’s daily ADR, as well, as the occupancy on the night of the stay*. See table below.

Daily Occupancy
<85% 85 to less than 90 to less than 96%+
90% 96%
Reward Night <3% 40% 55% 75% 90%
Penetration 3-6% 50% 65% 85% 95%
>6% 60% 75% 90% 95%

*Until the end of 2022, all Six Senses hotels will fall into the 3 — 6% reimbursement level. Each hotel’s reimbursement will be based on a
percent of its Leading (Standard) Room’s daily ADR as well as its occupancy on the night of the stay

Note: If there are nights when there are no Leading (Standard) Room paid nights, your hotel’s reimbursement will
be determined using your hotel’s standard room ADR from the previous calendar year OR daily ADR, whichever
is lower. For newly opened hotels with no ADR from the previous year, budgeted ADR OR daily ADR, whichever
is lower, will be used to determine reimbursement when there are no Leading (Standard) Room paid nights.

New Hotel Openings (NHOPSs)

New hotels (NHOPs) will be reimbursed at the 3-6% Reward Night penetration level. After a rolling six months,
nine months, and 12 months of start date, each NHOPs’ Reward Night penetration rate will be measured.

At these checkpoints, if the Reward Night penetration level is above or below their current level, they will be
moved into the corresponding level. The hotel will remain at the Reward Night penetration level calculated at the
final (12-month) checkpoint through the end of the following billing year.

Auto-Reimbursement: Accepting/Adjusting Reward Night/Free
Night Reimbursement Values
You must have Hotel Manager role to perform this function. If this is the first time you are requesting for

reimbursement, make sure your tax rates and/or fees have been updated in LoyaltyConnect. See Setting Tax
Reimbursement for Reward Nights/Free Nights for steps.

1. Access LoyaltyConnect — Hotel Operations — Process Hotel Reimbursement for Reward/Free Nights
Stays
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2. Search for the desired Stay Date

3. The stay starts in INITIATED status

4. Pulling from Guest Reservation System/Concerto (GRS), LoyaltyConnect will display your Reimb OCC%
and Reimb ADR for the days selected. The system will also display the % of ADR reimbursement that
your hotel will receive for that stay date. In addition, the Total Daily Reimb (*estimate) amount for the
day will be displayed. This amount is an estimate, denoted by the * until the reimbursements move to Paid
status.

Stay = Reimbursement . THG Business Rewards

J Review Occupancy and Abu_”_(:emﬁcate Search || Reward Nights Settings | Free Night Flat Reimbursement | Other Activity

Process Hotel Reimbursement for Reward/Free Nights Stays ?

* Review Occupancy and ADR. Note: Reimbursement OCC % and ADR based on GRS and exclusions applied
* Type Occupancy % and ADR (if needed) in the applicable fields

* Submit requests for reimbursement.

* Upload supporting documentation if required using an accepled file format. pdf.

* Check status of previous reguests.

* Review paid reimbursements.

* Please reference the Hotel Reimbursement Validation Report for details.

- Click the "expand" icon H on the left on each row to expand and show details.

Hotel Code ATLPR ¥ Status Al Statuses |¥  From oaui20 2 To osoui0 (3 Type Select i Search
Stay Date  Might Count Reimb  Reimb Adjusted Adjusted Owerride Override Status % of  Total Daily Hotel Days
N 0CC% ADR QCC% ADR QCC %  ADR ADR  Reimb Currency Left to
("estimate) Accept
| 08Julz0 3 > el INTIATED 2 usD 17
© 08Ju20 1 @ @ INITIATED 2 usb 16
# 07Jui20 1 & ol INITIATED & usD 15
#  DEJul20 1 7483 9289 INITIATED 25% 31.04% usD 14 Accept Adjust
& 05Jul20 2 7273 8a.72 INITIATED 25% 61.68% usD 13 Accept  Adjust
i 04Jul20 79.72 B89.55 INITIATED 25% 61.94% usD 12 Accept  Adjust
M4 PaoﬂElnfl b oM Displaying 1- 6 of 6

5. You will see two hyperlinks with options to Accept or Adjust these values.

Sy | Rembursement | [HG Dusiness Rewards
Raview Occupancy and ADR | Certificate Search | Rewand Nights Settings | Free Night Flat Reiminrsement | Other Adtihvity

Process Hotel Reimbursement for Reward/Free Nights Stays !

Roviow Occupancy and ADR. Noto: Resmbursamant DCE % and ADR based on GRS and axchsions applod
Tmnmwmh-ﬂmﬁmmhmhﬂs
Submel requests for rembursement

wmmlmm an pocaphed B formal. pdl
Check stalus of previous requests.
* Reenviiewy i) renmiDUNSemenils.

* Plesrsa redenence ihe Hobel Rembursement Validaton Repor for details.

- Gk e “expand” icon & on ihe left on each row bo expand and show cetals.

Hotol Coda ATLPR ¥ Sahe Al Statuses v Fompauio 8 Toosiuiz0 8 Tyee sclect il Hmwrch
Stay Date  Might Count  Fesmb  Femb  Adusted Adusted Ovemda Ovemde Status Sof  TolalDaty Hotel  Days
OCC% ADR OCC% ADR OCC %  ADR ADR | Roswi Currency Lot to
["esbrmata) Aocopt
0920 3 el = INTIATED & & uso 7
e T 1 Pl & INITIATED el usn 0
# 07duiz0 1 e & INITIATED g8 & usD 15
# 0BIuE0 1 7483 9280 INITIATED 2% 3194 USD "
0520 2 7273 BAT2 INITIATED 2%  61.6E* USD 13 Accepl Adust
RV 3 79.72  BOSS INITIATED ~ 25%  61.94* USD 12 Acoepd Adyst
4 4 Pegen i1 B M Desplaying 1- 6 of &
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6. The Days Left to Accept allows you the see the days left to accept or adjust them. You can also do
nothing and let the system to Auto-Accept.

| Sy | Reimbursement | [HG Dusiness Rewerds
Review Occupancy and ADR | Certificate Search | Rewand Nights Settings | Free Night Flat Relnibursement | Other Adthaty |

meﬂohlm"uﬂnmmmmm z
* Raview Ocoupancy and ADR. Noe: Resmbursament OGG % and ADR barsed on GRS and exclusions apphed

* Typ Qocupancy S mnd ADR (if noadod) n tho appicabin fiokds

™ Subwral roquosts for membursamont

* Uioad sugppoiting docusmantaton i nsqurd uwsing an accogied Be fommal. pal
-mwdmm

* Rérvin P PeimbUSGEments.

* Please reference the Hobel Reimbursement Vialidasion Report for details.

- Clack he “enpand” icon f on 1he el on each row 10 expand and show detals.

Hotol Coda ATLPR ¥ Swahss Al Statuses ¥ Fom 20 & Toosuizo 3 Type Select ¥| | Seach
Stay Date  Mhght Count  Reenb  Resmb  Adusted  Adusted  Owemda Overmde Stahs % of  Tolal Daily Hobel Days
OCC % ADR DOC%  ADR OCC % ADR ADR | Rosmb Curroncy  Loft io
["osbrmaba) Annpl
S Rz 3 2 2 INITWTED b 2 ush 17
d B 1 E] ] INTIATED & ush 16
# o720 1 ] b IMITIATED & usD 15
T 1 T4B3 9280 INMMIATED  25% 31,94 USD E Acceol  Adus!
# O5hz0 2 7273 BAT2 INITIATED 5% BLG6R"  USD 13 Accepl Adust
# M0 2 7972 8955 INITIATED ~ 25%  61.94°  WUSD 12 Accept Agust

i4 4 Pagel _bi1 b M Displaying 1 6 of 6

7. Click Accept to agree to Total Daily Reimb (*estimate) amount.

| Sy Reimbursement HG Pusiriss. Riwars
Review Oocupancy and ADR :mm Rewsand Nights Settings | Fres Night Flat Reimbursement Dﬂmkm'l\f

Process Hotel Reimbursement for Reward/Free Nights Stays 1
* R Crocupancy and ADR. Mot n—moocnmmm«-mswmm

* Typer Occupancy % mnd ADR (if noadod) m tha spphcabls fiokds

* Suatwrel nousts for ioembrsemoent

" Uplodnd supporting documentaton if required using an scoegbed e formal. pol

* Chack stalis of PHRADUS Mequesls.

* Rérvinw Pt reimiblrsements.

* Please reference the Hotel Reimbursement Vialidasion Report for details.

— Clhck fhe “expand” icon 2l on e lell on each row o expand and show detials.

Hotol Coda. ATLPR ¥ Swlus All Statuses v Fomouio B Toouizo O3 T select ¥ | Semch
Stay Date  Meght Count R Adyusted Adusied Owermde Owerride  Stahus %ol  Tolal Daty Hobal Darys
OCC% ADR OCCS ADR . OCC% ADR ARt | Remb  Cumency Leftio
[Cosbrmabo) Aconpl
# ojuzd 3 2 2 INTWTED ] ush 17
4 oBugo 1 2 2 INITIATED & usn 1B
# O7Juiz0 1 o ) INITIATED  gF & uso 15
R T | THE3 9260 INTIATED 255 3194 USD 14 [Acceol] Adust
d o520 2 273 887 INTIATED 2%  BLGB" USD 13 Accosl Adusl
ERCTT 7972 8955 MITIATED  35%  61.94°  USD 12 Accool Adust

(4 4 Papell b1 B M Desplayng 1- 6 of &
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8. Click Confirm & Accept when the confirmation message appears. By accepting, the status changes from
INITIATED to ACCEPTED which means your hotel will be paid the Total Daily Reimb (*estimate) amount
in the next billing period.

Stoy || Reimbursement | [HG Business Rewards
Review Occupancy and ADR || Certificate Search || Reward Nights Settings || Free Night Flat Reimbursement || Other Activity

Process Hotel Reimbursement for Reward/Free Nights Stays 7
* Review Occupancy and ADR. Note: Reimbursement OCC % and ADR based on GRS and exclusions applied.

* Type Occupancy % and ADR (if needed) in the applicable fields

* Submit requests for reimbursement.

* Upload supporting documentation if required using an accepted file format: pdf.

* Check status of previous requests.

* Review paid reimbursements.

* Please reference the Hotel Reimbursement Validation Report for details.

- Click the "expand” icon & on the left on each row to expand and show details.

Hotel Code ATLPR v Saws Alsttuses v Fom 0420 (3 To 0920 3| Type seiect v| | search
Stay Date  Might Count Reimb  Reimb  Adjusted Adjusted Overide Override Status %of Total Dally Hotel  Days
- OCC % | ADR OCC% ADR 0OCC% ADR ADR  Reimb Currency Leftto
(*estimate) Accept
- | CEED & Please confirm you wish to accept the OCC% and ADR e 'e’ — 7
08Jul20 1 @ you are about to submit. By accepting, your hotel @ ol usD 16
@ 07Jui20 1 agrees to be reimbursed based upon those figures. e % usD 15
) 06Jul20 1 Confirm & Aceept  Cancel 5%  31.94*  USD 14 Acceql Adjust
05Jul20 2 25% 168"  USD 13 Accept Adjust
H 04Jul20 2 79.72 8955 INITIATED ~ 25%  61.94*  USD 12 Accept Adjust
4 4 Paget b1 b M Displaying 1- 6 of 6

Auto-Accept

With the Reimbursement process automated, there is no action required; however, by proactively accepting the
Reimb OCC% and Reimb ADR, you ensure that your hotel is reimbursed in a timely manner and avoid potential
delays that could occur if a record is auto accepted after the reimbursement financial process runs on the 26th of
every month.

This illustration shows an example of how accepting the reimbursement amount early could potentially mean your
hotel will be paid one month sooner.

May 2020
Suny Monasy Tuesoay Wednesdny Thursay Fresay Satwasy
*{% 0 :

The Reimbursement Process runs on the 26% of
each month. If your hotel accepts before the 26t
you would be paid by mid-June.

June 2020

If no action is taken, LoyaltyConnect will auto

accept after 17 days. The reimbursement job runs
on the 26% and your hotel would be reimbursed i
mid-July. ! i i -
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Adjusting Reimbursement Values

If you believe that the System OCC% and System ADR are incorrect, please calculate the reimbursement
amount using the Six Senses reimbursement structure and enter that amount in “Adjusted ADR.” You may
also review the Hotel Reimbursement Validation Report in IHG Reporting before making any adjustments.

You must have Hotel Manager role to perform this function. To adjust, follow these steps:

1. On Review Occupancy and ADR, click Adjust and input new values under Adjusted OCC% and/or
Adjusted ADR.

Say | Rembuirsenwent HG Dusine=s Riswar s

Mmuﬂm_mm Rewand Nights Settings || Free Night Fat Reimbursement | Other Activity

Process Hotel Reimbursement for Reward/Free Nights Stays !
oocmamn&wmaanmm

= SUEpOItng docLementaton if nequered Using an acoaplied e formal. pol
* Check s1alids of PRevious Mequests.

* Pegrviirwr pind redmblrsements.

* Plegrs rederences the Hobel Reimtursemint Vabdaton Repon for details.

— Clhcl e "epand” icon & on (e el on each row (o expand and show dolials

Hotol Codo. ATLPR. v | St All Statuses v  From w20 8 To osi2e 8 Ty Select v Soach
StayDato Mg Cout  Remmb  Reemb  Afusted Agusted Ovemda Override Stahss sof  TowlDaly Hotel  Days
O0C %  ADR OCC%  ADR OCC %  ADR ADR Rl Curmancy  Laft o
{"osbrmate)

H 0eM20 3 2 F] INTATED F uso 17
H o8z 1 g D INTATED 2 @ UsD 16
@ orduE 1 o o INTIATED @ 2 usns 15
# DBluED 1 7483 9209 NITIATED  25%  31.94* USD i m
@ 050 2 7273 88T IMTIATED ~ 25%  GLGE* USD 13 Acceol Adust
# pawoo 2 7072 @ass INITIATED  25% 6194  USD 12  Acceol Adud
4 4 Pagel i1 b M Desplaying 1- 6 of &

2. Input new values under Adjusted OCC% and/or Adjusted ADR then click Save & Accept.

| Stoy | Reimbursement

 Review Occupancy and ADR || Certficate Search || Rewerd Nights Settings || Free Night Flat Reimbursement | Other Actiity |

| Process Hotel Reimbursement for Reward/Free Nights Stays

| * Review Occupancy and ADR. Note: Reimbursement OCC % and ADR based on GRS and exclusions applied.

| * Type Occupancy % and ADR (if needed) in the applicable fields
* Submit requests for reimbursement.
* Upload supporting documentation if required using an accepted file format: pdf.
* Check status of previous requests.
| * Review paid reimbursements.
| * Please reference the Hotel Reimbursement Validation Report for details.
- Click the "expand” icon 4 on the left on each row to expand and show details.

Hotel Code ATLCP ¥ | stts All Statuses |

From 05sep20 [9

Slay Date  Night Count  Reimb  Reimb = Adjusted Adjusted Override Override Status

OCC % ADR 0OCC% ADR OCC % ADR

@ 10Sep20 2 & @2

INITIATED

09Sepz0 2 80 8354 | INITIATED
3 UTSepLU T 7230 Sz T
Save & Accept Cancel
# 05Sep20 8 & = sa00 100! l J ‘E

i1 4 Page il # #Hl

To 10Sep20 [ Type Select | | searcn |
% of  Tolal Daily Hotel Days
ADR  Reimb Currency Leftto
(*estimate) Accept
e @ usD 15
3500 77.84°  USD 14 Accept Adjust
BRLUSES VN uUsU
& na usD

Displaying 1-4 of 4
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3. Click Confirm & Accept.

Stay [ Reimbursement

Review Occupancy and ADR  Certificate Search | Reward Nights Settings | Free Night Flat Reimbursement || Other Activity
Process Hotel Reimbursement for Reward/Free Nights Stays ?
* Review Occupancy and ADR. Note: Reimbursement OCC % and ADR based on GRS and exclusions applied
* Type Occupancy % and ADR (if needed) in the applicable fields
* Submit requests for reimbursement.
* Upload supporting documentation if required using an accepted file format: pdf
* Check status of previous requests.
* Review paid reimbursements.
* Please reference the Hotel Reimbursement Validation Report for details.
-- Click the "expand” icon £ on the left on each row to expand and show details.

Hotel Code ATLCP ¥ Staws All Statuses v From 05Sep20 (9  To 10Sep20 [ Type Select v | Search
Stay Date  Night Count Reimb  Reimb —Adisscted Adiuctad Ouerride. Duarride. Siatue %of  Total Daily  Hotel Days
OCC% ADR o) Theod X - ADR R"em'lb Currency Left to
\-,) m_x:rdmamﬁummmm accepted fils ("estimate) Accept
4 10Sep20 2 oy o - & & usD 15
095ep20 2 80 8354 Import Fic: Browse. 35.00 77.84* usp 14 Accept  Adjust
HUTSOpIU T TZ30 BUZH Add Anoihar Fik 3500 3649 UsU
# 05Sep20 & -] o B cvel| & e USD
Page of 1 Displaying 1 - 4 of 4

4. The system will evaluate the reimbursement rules and will prompt you to submit supporting
documentation, if required, to process the reimbursement request. If you click Cancel when prompted

and do not upload any documents, the reimbursement request is not submitted and the record stays in
Initiated status.

5. Upload your documentation then click Save & Submit. The status will move from INITIATED to
PENDING. A download icon will appear as well. You can download documents submitted for up to
120 days from the date of upload.

Stay Reimbursement

Review Occupancy and ADR Certificate Search Reward Nights Settings ‘ Free Night Flat Reimbursement Other Activity

Process Hotel Reimbursement for Reward/Free Nights Stays 7
* Review Occupancy and ADR. Note: Reimbursement OCC % and ADR based on GRS and exclusions applied.

* Type Occupancy % and ADR (if needed) in the applicable fields

* Submit requests for reimbursement.

* Upload supporting documentation if required using an accepted file format: pdf

* Check status of previous requests.

* Review paid reimbursements.

* Please referenca the Hotel Reimbursement Validation Report for details.

- Click the "expand” icon 4 on the left on each row to expand and show details

Hotel Code ATLCP i Status Al Statuses v From 05Sep20 £ To 105ep20 (3 Type | select v Search |
Stay Date  Night Count Reimb  Reimb Adjusted Adjusted Overide Override Status % of Total Daily Hotel Days
- OCC% ADR OCC% ADR OCC% ADR ADR  Reimb Currency Leftto
(*estimate) Accept
# 10Sep20 2 2 f INITIATED % s usD 15
1 09Sep20 2 80.00 83.54 97.00 100.00 PENDING 35.00 77.84% usD @
3 07Sep20 1 72.30 80.24 INITIATED  35.00 3645~ usD 12 Accept Adjust
# 05Sep20 8 99.00  100.00 ACCEPTED 80.00 97.80*  USD

11 Pagel of1| ¥ wi Displaying 1 -4 of 4
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Important: When uploading documents, make sure its file name does not contain spaces or special
characters. If you encounter an error, please rename the file and try again. We also recommend trying it
on a different browser such as Chrome or Firefox. If this doesn’t fix the issue, please contact Hotel Help
Desk or open a support ticket via IHG Service Now.

6. An email will be generated to IHG Rewards Club prompting them to review the documents you submitted.
Once approved, the status changes from PENDING to ACCEPTED which means your hotel will be paid
the new Total Reimbursement (*estimate) amount in the next billing period.

Entering Reimbursement Values

There may be instances where there is not enough data available to accurately calculate Reimb OCC% and
Reimb ADR. These are indicated by the symbol

In this case, your hotel should manually input the values to process the reimbursement for the stay date. To
manually input the values, please follow the steps shown in the Adjusting Reimbursement Values section.

Reimbursement Documentation

The following are acceptable system generated reports. Please upload them in .PDF format.

Opera PMS Amadeus PM Oasis PMS
Pro

Manager’s Occupancy Rate Category

Report Revenue Per Report (please
Rate Code include all rates)

Rate Category Report

by Room Type Daily Revenue

Report Manager’s Report
Statistics Report

For instructions on how to generate these reports, please contact your PMS vendor.
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Frequently Asked Questions

1. Is there anything that | must do to process Reward Night reimbursements?

You do not need to take any action to process reimbursements. The system will automatically
process reimbursements after 17 days. However, you have the option to proactively accept
Reimb OCC% and Reimb ADR to ensure a quicker reimbursement. For detailed steps on how to
accept these values, see Accepting Reimbursement Values.

2. If I do not agree with the reimbursement calculation, what steps do | take?

If you don’t agree with the Reimb OCC% or Reimb ADR that is provided, please make sure you
have synced your hotel's PMS data feed to IHG recently and then review the Hotel
Reimbursement Validation Report in IHG Reporting before adjusting them in LoyaltyConnect. To
adjust, click on the Adjust button for the desired stay date. Then, manually input the Adjusted
ADR and/or Adjusted OCC and submit. For detailed steps on how to submit an adjustment, see
Adjusting Reimbursement Values.

3. How do | dispute the reimbursement after the adjustment window has passed?

If the system has automatically changed the status of a record to Accepted and you wish to
submit a dispute, please contact Hotel Help Desk and they will assist with the dispute process.

4. Why isn’t ADR and Occupancy populated for the stay dates?

There may be instances where there is not enough data available to accurately calculate Reimb
ADR and Reimb OCC%. In this case, your hotel should manually input the Adjusted ADR and
Adjusted OCC, using the Six Senses reimbursement structure to process the reimbursement for
the stay date. For detailed steps to manually submit ADR and OCC, see Entering Reimbursement

Values.

5. How can | ensure | get reimbursed in a timely manner?

Hotels should review the Reimb ADR and Reimb OCC% for each stay date. If the numbers
provided by the system are correct, we recommend that you proactively accept. If they are not
correct, then your hotel should submit an adjustment as soon as possible. For detailed steps on
how to accept system numbers or submit an adjustment, see Accepting Reimbursement Values
and Adjusting Reimbursement Values. Being proactive to accept or adjust the system numbers
ensures that your hotel is reimbursed in a timely manner. If no action is taken, after 17 days the
system will automatically accept the Reimb ADR and Reimb OCC%. This may cause some delay
in reimbursement depending on when the auto accept occurs in relation to the reimbursement
financial cycle.

6. What if | accidentally click on accept?

Once you click Accept, the system will ask you to confirm that you wish to Accept the Reimb ADR
and Reimb OCC%. If you don’t wish to proceed, click Cancel. If you Accept a record and then
need to submit a dispute, please contact the Hotel Help Desk and they will assist with the dispute

process.
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7.

8.

9.

10.

11.

12.

13.

14.

15.

When does my hotel get reimbursed?

e On the 10th of the month, hotels are reimbursed for nights with an Accepted status on or before
the 26th of the previous month.

What document formats are supported in the upload from LoyaltyConnect?

e LoyaltyConnect supports upload of documents in .pdf format. The file name of the documents you
are uploading should not include any spaces or special characters such as @, #, $, %, &, * or +
on their file name.

Once | upload supporting documentation, what’s the process?

e Once your hotel submits the adjustment with supporting documentation, Hotel Help Desk will
review the request. If more information is needed, Hotel Help Desk will reach out to your hotel to
request the information. Otherwise, if the documentation provided substantiates the adjustment,
then the record is approved, and the reimbursement will be processed on the 26th of the month.

| encountered an error and it won'’t let me upload supporting document, what can | do?

e Make sure the document’s file name does not have spaces or special characters such as @, #, $,
%, &, * and + and try again. We also recommend trying it on a different browser such as Chrome
or Firefox. If this doesn’t fix the issue, please contact Hotel Help Desk or open a support ticket via
IHG Service Now or https://ihg.service-now.com.

If | don’t accept, what happens?
e If a hotel does not proactively Accept or Adjust the Reimb ADR and Reimb OCC%, then after 17
days the system will automatically accept the values and the hotel will be reimbursed based on
those figures.

How long do | get to populate any adjustments?

e You have 17 days to adjust the Reimb ADR and Reimb OCC%. After that time, the system will
automatically accept the system values and your hotel will be reimbursed based on those values.

Why did the ADR or OCC values change from what was originally populated?

e You may see a different Reimb ADR and Reimb OCC% than earlier because the system may
recalculate the numbers based on the most recent data available to IHG.

How long do | have to access my reimbursement supporting documentation?

e Once you upload documents in LoyaltyConnect, you can download them directly from the
LoyaltyConnect for 120 days from the date of upload.

Can | adjust my reimbursements when in pending status?
e No, arecord in Pending status cannot be further adjusted. If you need to make changes to

Adjusted ADR and/or Adjusted OCC% or have any follow-ups, please contact the Hotel Help
Desk.
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16. Can | still process Free Nights with the new Auto Reimbursement process?

e Yes, if the Free Night is structured to follow the same reimbursement process as Reward Nights,
then it will display on the same screen and be processed the same way as Reward Nights.

17. Why does my total reimbursement amount say estimated?
e For records in Initiated, Accepted, or Pending status, we display an estimated total

reimbursement amount (designated by an asterisk *). Once the record moves to Paid status, the
asterisk is removed, and the actual total reimbursement amount is displayed.

Setting Tax Reimbursement for Reward Nights or Free Nights

From November 1 to 30, you will be able to update your tax rates and fees in LoyaltyConnect for the following
calendar year. To report a change in tax rates outside of this timeframe, please contact the Hotel Help Desk.

Government-mandated, state and/or locally administered taxes or fees that would have been charged on a paid
stay will be considered as standard and will be reimbursed on Reward Nights.

Resort fees, discretionary service charges and gratuities are not included as standard.

To update tax rates and/or fees during the November 1 to 30 tax update windows. You must have Hotel Manager
role to perform this function.

1. Access LoyaltyConnect — Hotel Operations — View Your Hotel's Reward Night Settings

2. Scroll down to the Taxes and Fees section. Click Create New.

The Create New button is visible during the month of November. If you do not see the button, please
contact Hotel Help Desk.

— Taxes and Fees

Tax rates and Fees may only be adjusted during the month of November each calendar year. If
there have been no changes to your current tax rates, no action iz required. If there are
qguestions or adjustments are needed outside of the open enrollment period, please contact Hotel
Help Desk for further assistance at askihgrewardsclub@ihg.com.

Check Out Beginning = Percent % Fee Currency
Date
ggDecﬂJ 2.00 % 0.00 EUR
ITr
4 |f1|, Bl Displaying 1- 1 of 1

3. Enter the correct Tax Percentage and/or Flat Fee amount and then Save.
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Reservations: “No-Shows”, Cancellations, or Changes

All Reward Night and Free Night reservations require a credit card on file. You may not require or enforce
advance deposits on Reward Night and Free Night reservations.

If a member cancels or “no-shows” a Reward Night or Free Night after the cancellation window has passed, the
member’s points will not be refunded, or the Free Night certificate will be voided. IHG will reimburse your hotel for
the Reward Night or Free Night based on our reimbursement agreement. (Note: The process for reimbursement
of Reward Nights or Free Nights that are canceled after the cancellation policy window has passed will be
confirmed in Q1 2021.)

If a member “No-Shows” a Reward Night or Free Night reservation, you should change the reservation to “No-

Show” in Guest Reservations System. You should not charge the member’s credit card for any charges
associated with the canceled Reward Night or Free Night.

Changes to Reward Night or Free Night Reservations

Changes should not be made to Reward Night and Free Night reservations. Changing any information on a
Reward Night and Free Night reservation from your hotel’'s PMS may cause:

e Cancelled reservations
e Re-depositing points back into the member’s account
e Non-payment of Reward Night or Free Night reimbursements

If a change is made, please contact the Hotel Help Desk on behalf of the member to correct the booking and
ensure it's accurate.

Reinstatement Reimbursement Request

If your hotel was not reimbursed for a Reward Night or Free Night booking but the member stayed, you will need
to ask for a Reinstatement Reimbursement Request as follows:

1. Contact Hotel Help Desk via email at askihgrewardsclub@ihg.com.

2. Include your hotel Inn Code (5-character mnemonic) in the subject line of the email.

3. Attach a PDF of the supporting document and it must include:

e Guest stay folio

e Signed registration card
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e Excel Spreadsheet that contains reservation confirmation number, stay dates, first and last name,
member ID number, and requested payment amount broken down by individual reservation (hotel
calculations will be reviewed for accuracy)

Viewing Reimbursement Status for Individual Reward Night/
Free Night Reservations

You can view the reimbursement status of everyone Reward Night/Free Night stay for a given date. From the”

Review Occupancy and ADR” screen, click on the + sign next to the stay date.

The Reward Night/Free Night Setting screen displays:

e The reimbursement amount the hotel will be paid

Exception

payments that have been made to your hotel

e Taxes and fees for your hotel

To update tax and fee fields, see Setting Tax Reimbursement for Reward Nights/Free Nights.

Search for a Reward Night/Free Night Stay

LoyaltyConnect allows you to search for specific Reward Night/Free Night or Free Night certificates to view
reimbursement status.

IHG

| Guest Search |

| Enrollment |

—totelomntions |

Stay Reimbursement H IHG Business Rewards l

Occupancy and ADR. Entry Certificate Search H Reward Nights Settings ” Free Might Flat Reimbursement ” Other Activity

Search for a Reward/Free Nights Stay By Certificate

* Select Hotel, enter Certificate Number or define a Date Range and click the "Search’ Button
- Click the "expand” icon (H on the left on each row to expand and show details

Hotel Code Certificate Number I:I g:ﬁg‘m From | 26]an19 |B| To |10Feb19 |E| Type |AII |"|

= Results Filter

| Clear Criteria | | Search |

Confirmation Mumber Member id Certificate Type Last Name theck In Check Out Certificate Number Total Active Nights = Total Reimbursed
| 49515698 636168029 Free Night Thaker 24Jan19  27Jan18 134548712 3 0.00
H 26261265 222313365 Free Night Thaker 24Jan19  27Jan13 134549574 3 0.00
|4 4 |pagel of1| b k| | Displaying 1-2 of 2

e Use the search field to narrow criteria and the drop-down box to select certificate type

e Click <Search> to display records
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Order Point Voucher

IHG Rewards Points & Upgrade Vouchers come in booklets of 25 paper vouchers each and in various
denominations: 1,000, 5,000 and 10,000 points and Gold Elite upgrades.

Guests who receive vouchers simply go to www.ihgrewardsclub.com/deposit to deposit the vouchers and
automatically add points or status to their account. Guests that are not current IHG Rewards members can enroll
at the hotel, through the IHG Rewards website, or via the IHG App.

Vouchers can be used to help drive loyalty and IHG Rewards contribution at a hotel.

Gold Elite Certificates automatically upgrade an IHG Rewards member to Gold Elite Status which normally
requires a guest to stay more than 10 nights at an IHG hotel. Benefits for Gold members include priority check-in,

10% bonus on base points and an exclusive Gold Elite Customer Service phone number.

IHG Rewards members can deposit the certificate online at www.ihgrewardsclub.com/deposit or via the IHG App.

How to Order

Users with Hotel Operations Manager role can order point vouchers, cancel point voucher orders, and view order
history through LoyaltyConnect.

1. Log into LoyaltyConnect through the applications menu in Merlin.

2. Select Hotel Operations Manager from the dropdown.

Mol | Welcome, | ~oepaATIONS MANAGER | | Sia0.OF

@ T
I H G Guest Search by Name Guest Search by Number
Type the first and last name of the guest, then click the <Search> button. Type the guests IHG Rewards Club Member Number in the Member Mumber
I . ... | Use any combination of phone number, city, state / province or zip / postal field, then click the Search button.
Guest Search 1| code to target the search.
Hatel Operat
B s | * Last Name = indicates required field + Member Number
Search
* First Name
OR Advanced Search
Phone Number

City. State or Province
ZIP or Postal Code

+ Country/Region

weosres v cow [
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3. Click the “Order Point Voucher” button on the left side menu.

Hatel |:|‘l&?1 Welcome, |3PERATIONS MANAGER|" | Sign Off

?

®
I H G Guest Search by Name Guest Search by Number

Type the first and last name of the guest, then click the <Search= button. Type the guests IHG Rewards Club Member Number in the Member Number
Use any combination of phone number, city, state / province or zip / postal field, then click the Search button.
| Guest Search _I code to target the search.
Hotel Operat
| otel Uperations | * Last Name + indicates required field + Member Number
|| Order Point Voucher | | | |
+ First Name

| |
Advanced Search
Phone Mumber |:0R:|

City. State or Province

ZIP or Postal Code

+ Country/Region

|UNITED STATES v || clear |

a. If you have access to more than one hotel account, select hotel from popup display.
b. If you are a single hotel user, it defaults to your hotel.

Note: An error message may be displayed your hotel has not been set up with an account for ordering
vouchers. Please contact the Hotel Help Desk for assistance.

‘A There was a problem accessing the Hotel Account. Please contact the IHG ® Rewards Club Hotel Help Desk.

IHG

‘ Guest Search |

‘ Hotel Operations

®
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4. Next click the “Events

IHG

| Guest Search |

| Hotel Operations |

| Order Point Voucher |

(view/create)” tab.

Customer Information I Events (view/create) |I
1 |

Personal Information ‘

MName HICP NYCMH
Native Name

Date of Birth nfa

Country/Region UNITED STATES

Company Name
Business Type

| End Edit Session | Z

— Customer Information

& HICP NYCMH |
5 12120774000
@IHG.COM

{2 CP-Times Square
Manhattan
1605 Broadway at 49th St
Mew York, New York
10019
UNITED STATES

HTL# 100168317
Enhanced Mbr Profile

| = . Business

CP-Times Square Manhattan New York , New York

o Preferred ‘

| Add address |

1 12129774000 Phone " Preferred ‘
| Add phone |
—8SMS
- Emails
(=] L] Business @IHG.COM o Preterred ‘
| Add email |
G

‘ Back to Results ‘ New Search | |

5. Select the “New Orders” tab to display a list of vouchers available for order, then click on the “Voucher ID”
link to select which voucher to order.

IHG

‘ Guest Search |

Hotel Operations |

| OrerpPointvoucher |

Customer Information Events (view/create) |

[ Order History I‘ New Orders |I

| End Edit Session | z

—Customer Information

& HICP NYCMH |
55 12129774000
@IHG.COM

4% CP-Times Square
Manhattan
1605 Broadway at 49th St.
MNew York, New York

~Voucher Search

Vouchers |E|
Voucher ID Voucher Name Point Voucher  Caost per

- Denomination Voucher
PVH10K Hotel Vouchers Queen's English 10000 10000 50.00USD
PVHIK Hotel Vouchers Queen’s English 1000 1000 5.00USD
PVH25 Hotel Vouchers Queen's English 250 250 125 USD
PVH50 Hotel Vouchers Queen’s English 500 500 250 USD
PVHSK Hotel Vouchers Queen's English 5000 5000 25.00 USD
PVR25 Welcome Vouchers Queens English 250 250 1.25 USD
PVRA0 ‘Welcome Vouchers Queens English 500 500 250 UsSD
UCGOLD Gold Upgrade nla 20.00 USD

(4 4 |Pagdl  Jof1| b 4| Displaying 1-8 of 8

10019
UNITED STATES

HTL# 100168317
Enhanced Mbr Profile

| Back to Results | New Search |
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6. Select the number of “Books” desired for order, then click “Place Order”.

Voucher Order

Voucher Order Summary

s Quantity in
Item Description Cost per Voucher increments of 25 Total Cost
Hotel Vouchers Queen’s English 10000 50.00 USD 1,250.00 USD

Delivery Option Paper Fulfillment

Shipping Info
Mame HICP NYCMH

CP-Times Square Manhattan

1605 Broadway at 49th 5t.
Address New York, New York

10019

UNITED STATES

o | X

Note: Total cost depends on number of books selected.

Click “Yes” to continue with this transaction. Purchase confirmation displays upon clicking Submit and
your hotel will be billed on their regular monthly statement.

Voucher Order

Voucher Order Summary

L Quantity in

Item Description Cost per Voucher increments of 25 Total Cost
Hotel Vouchers Queen's English 10000 50.00 USD 25 1,250.00 USD
Delivery Option L]

9 , 1,250.00 USD wil be biled to hotel NYCMH for this voucher order.
\"(’ Do you wish to continue with this transaction?
Shipping Info

Name HICF = | ko

CF-runes square manmawan

1605 Broadway at 49th 5t.
Address New York, New York

10019

UNITED STATES

Cancel | Place Order
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Other Activity

In LoyaltyConnect, go to the Other Activity tab, miscellaneous credits or reimbursement information will display,
this information will be replicated to your hotel invoice.

From the Hotel Operations menu, click on the Other Activity link and the Activity report displays.

Hotel Operations

IHG

| Guest Search |

Loyalty Pending Updates

| Enroliment |
(LPUY

| HotelOperstons |

Process Hotel
Reimbursement for
Reward/Free Nights Stays

Other Activity

Review Guest Stays

Search for a Reward/
Free Nights Stay
By Certificate

Reportz

HG Business Rewards
Events - Create, Review
and Approve

View Your Hotel's
Reward Nights Settings

List of Commission
Updates (LCU)

Detailed

IHG Business Rewards
Events - Posted

View Your Hotel's
Flat Reimbursement for
Free Might Stays

Tranzmission Status
(DCO)

Check Out

The status indicates whether credit is approved or paid. Click on the + sign next to the date to view the details for

each credit.

Stay Reimbursement H THG Business Rewards l

IHG

Other Activity

*\figw your hotel's miscellaneous credits.

| Guest Search |

| Enrolment

[ HotelOperaions |

— Click the "expand” icon @ on the left on each row to expand and show details.

Hotel Code | 47 cp Status of Request | All Statuses
ot ]

o ogt From | ddtmyy |3
Confirmation Numher| |

[ Occupancy and ADR. Entry H Certificate Search ” Reward Nights Settings H Free Night Flat Reimbursement H Other Activity

To | ddmmmyy |3

| Clear Criteria | | Search |

ChecklIn + Certificate Number

Description/Guest Name

Status

Amount Currency

H  23Mar1d 127680022

Recollection Reward Night Mbr3g1542744 Puckett

PAID

-99.60 usop

l4 4 |Paget of1| b bl |

Dizplaying 1 -1 of 1
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Reports

IHG Rewards reports are available through the IHG Reporting tool by clicking on reports through the Hotel
Operations button or by clicking on the Reports tab in the tool. From here you’ll be available to view and print.

IHG

[ Guest Search ]

[ Enroliment ]

| totslOperatons

Hotel Operations

Loyalty Pending Updates
(LPU}

Process Hotel
Reimbursement for
Reward/Free Nights Stays

Other Activity

Review Guest Stays

Search for a Reward/
Free Nights Stay
By Certificate

Reports

IHG Business Rewards
Events - Create, Review
and Approve

View Your Hotel's
Reward Nights Settings

List of Commission
Updates (LCU}

IHG Business Rewards
Events - Posted

View Your Hotel's
Flat Reimbursement for
Free Night Stays

Detailed Check Out
Transmission Status
(DCO)
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IHG Employee Room Benefit Program

As you go through the process to enroll your employees, please remember:
o Employees do not need to be enrolled all at once
e A Merlin ID is required for all IHG managed hotel employees to use the benefit

e All employees must be enrolled in IHG Rewards to use to enjoy the benefit. To enroll in LoyaltyConnect,
see Enrolling New Members.

e The employee will need to add their IHG Rewards number to MyID. Instructions and job aids can be
found on Merlin or you can click here.

Franchise Hotels: If the employee does not have a Merlin ID and they plan to use the IHG Employee Room
Benefit, you need to make sure the employee has been validated in our systems. Validation expires every six (6)
months, so plan to update employee validation before an employee travel.

When an employee leaves or is terminated, you will need to remove eligibility in the program. Do so by following
the steps outlined in this document.

Prepare for an Employee Arrival

Employees only qualify for the employee rate program if they are a current employee. It is recommended that as
part of your front desk arrivals set-up for the day, you need to validate employee rate eligibility at the same time
you are preparing your IHG Rewards arrivals.
1. Pull IHG Rewards or employee arrivals from your PMS
e Note: It is more efficient if the report you use includes both rate and the IHG Rewards number)
2. In LoyaltyConnect:
e Retrieve the employee’s IHG Rewards account

e Click Program Information

e Under ‘Employee Rate Eligibility’ verify it states “YES”

| |
— Tier Level Annual Activity
' Tier Level Annual Activity From January 1, 2019 B
Activity for 2018 Meeded to Maintain SPIRE
H  Qualifying points 380 74620
#  Qualifying nights 1 74
~ Employee Rate Eligibility
‘ Eligible for employee rate Yes Expirezs Does not expire Channel Merin Location n'a
I
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e Ifitis marked “NO”, put a trace on the reservation. The guest (employee) is not eligible for
employee rate. If eligibility is not established, offer the guest the best available rate for the current
reservation.

e At check-in, instruct the employee to contact their manager to update their LoyaltyConnect with
eligibility status.

Activate an Employee without a Merlin ID

1.

2.

Go to Merlin > Applications > LoyaltyConnect

Select the Hotel Security role. If you do not have the Hotel Security role available to you, and do not know
who it is for your hotel, contact your Area Manager.

e Note to Security Admin: You can grant additional managers access to the Hotel Security role in
LoyaltyConnect using the Security Administration Job Aid.

The Security User Management screen displays. Click “Manage Emp Rate Eligibility” on the left side.
Click “Add New”

Enter in employee’s IHG Rewards member number

Click “Save”

Your employee can now participate in the IHG Employee Room Benefit program.

Maintain Employee Eligibility (Franchised hotels)

1.

2.

Click “Manage Emp Rate Eligibility”
Click on the employee’s member number
To remove eligibility from the program, uncheck the box next to Eligible and click “Save”

To extend eligibility, click “Extend”, which updates the expiration date by six months from the current date.
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Glossary

¢ Reimb OCC% — The value for Occupancy that IHG calculates for the hotel for a given stay date.
Calculation based on data received from GRS.

e R ADR - The per night reimbursement amount, based on Leading (Standard) Room ADR that IHG
calculates for the hotel for a given stay date. Calculation based on data received from GRS.

e Adjusted OCC — The Occupancy percentage that the hotel enters manually when the System OCC is
incorrect, and the hotel wishes to adjust the values provided by the system.

e Adjusted ADR - The Average Daily Rate that the hotel enters manually when the hotel believes the
System ADR is incorrect and wishes to adjust the values provided by the system.

e Override OCC - The Occupancy percentage that the Hotel Help Desk Agent enters manually to override
or correct the value entered by the hotel.

e Override ADR — The Average Daily Rate that the Hotel Help Desk Agent enters manually to override or
correct the value entered by the hotel.

e Total Reimbursement — The calculation of the total reimbursement amount expected for the stay date.
The amount is an estimate, noted by an asterisk. Once the record moves to Paid status, the asterisk is
removed, and the actual total reimbursement amount is displayed.

e Days Left to Accept — This is the number of days that hotels must either Accept or Adjust the System
OCC and System ADR before the system will automatically change the status from Initiated to Accepted.

e Hotel Help Desk - A group within the larger Partner Relationship Support Team based in Manila that is
responsible for reviewing supporting documents provided by hotels and processing high occupancy and
disputed reimbursement requests.

e Loyalty Connect Ul (LCUI) - Application used by hotels to review and submit Reward Night and Free
Night reimbursement requests.

e Service Center Ul (SCUI) — Application used by Hotel Help Desk Agents to review and process
reimbursement requests.

e Standard Room — This is the lead in room category that is assigned to C1 within Concerto. The following
is defined at each Six Senses property:

o Bhutan

= Six Senses Bhutan — Lodge Suite
o Cambodia

= Six Senses Krabey Island — Hideaway Pool Villa Suite
o China

= Six Senses Qing Cheng Mountain - Six Senses Suite
o Fiji

=  Six Senses Fiji — Hideaway Pool Villa
o Indonesia

=  Six Senses Uluwatu, Bali -Sky Suite
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Israel

= Six Senses Shaharut - Suite
Maldives

=  Six Senses Laamu — Lagoon Water Villa
Oman

= Six Senses Zighy Bay — Pool Villa
Portugal

= Six Senses Douro Valley — Quinta Superior
Seychelles

= Six Senses Zil Pasyon — Panorama Pool Villa
Singapore

= Six Senses Duxton — Superior Shophouse
=  Six Senses Maxwell — Merchant Room
Thailand
= Six Senses Samui — Hideaway Villa
= Six Senses Yao Noi — Hideaway Pool Villa
Turkey
= Six Senses Kaplankaya — Ridge Terrace Room
= Six Senses Kocatas Mansions, Istanbul — Deluxe Room
Vietnam
=  Six Senses Con Dao — Ocean Villa Duplex Pool Villa
=  Six Senses Ninh Van Bay — Hill Top Pool Villa
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