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Introduction
This document is intended to give direction on how transactions are run both in the hotel and then
verified and audited in the accounting function.

It is by no means a complete document and further feedback and direction from Financial Control
and or Operations is required.






Member Recruitment
Recruitment can be setup in several ways.

e In hotel card scan and issue
e Web-based enrolment
e Kiosk based enrolment

The vast bulk of members are normally recruited in the hotel . When a guest is being enrolled the
card number is entered into the Front Desk screen area

‘“‘ Customerconnect Front Desk FBD Hotels Setup
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LEBSAOD® ” tDocument: ® hbor - Micro %) Free Onfine i % Skpe~ - finb.. | P CustomerConn. | VEECRED CE% e WG 1y

Once the card is entered the screen will prompt for the authorisation password. This means that we
can track team members to see who has opened accounts and also should a query arise we can see
who opened the account.

i“ Customerconnect Front Desk FBD Hotels Setup

433 AUTHORIZATION PASSWORD REQUIRED (CASHIER SIGNOFF)

Customer Connect Loyalty
‘www.customerconnectireland.com
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After the Authorisation password is entered the Check our screen will appear (below) where points
can be awarded.

Y% Customerconnect

ElLastVisitt  07-Nov-2012 11:32 am Patron

RFM Rank: 000 out of 555 L { ' L - y
Gl

TRANSACTION

TENDER ENTRY <] PURCHASES

LI TRE | — |
GiftCard

Cash/Other. ,7 ITOTAL PURCHASES

REDEMPTIONS

Cashier Password w......... I

Points Available

Redeeming

This icon is where Account Balance

further Guest Info is
entered:

@ Document. "8 nbox - Micro ©) Free Online Pi. ® Spe~ - finb. w

Guest details can be added if desired. Alternatively this can be added in a back office scenario at a
later time using details from the signed registration form. This back office can be restricted access
(see below) We can restrict access to any area on the system.

USER IDENTIFICATION / LOGON INFORMATION
INote: The system ships with a default ADMIN logon with all authorization signoff codes set at 999. To create additional logons, please fill out the required attributes below.

User Identification / Logon Name |-~ Enter 2 maximum of 10 slohe-numeric digits.
I Mary ONeil For isti
- : Strong passwords require at least one upper case, one lower case,
["—‘ Wiask 'one number and 8 or more characters in all.
[...— Enter up to 22 aipha-numeric digits, required for
Consider using il i i WebDe:

AUTHORIZATION SIGNOFF CODES

Authorizations are required for certain Check any you want to grant this user. When any of the granted authorizations are required.
his user's password, entered above, may be used

|| Manager and Transaction Overide. __| Allow gift card registration.
i i limit; can issue customer For registering gift cards with p
| perform general manager functions. or for point-of-purchase registration.
|| 'Y Allow cashier signoft || Allow gift card reloads and PIN reset.
= il : 4 %

resetting PN codes,
MODULE ACCESS RIGHTS

I f?e( res(r::lled levels of system access for this user. For instance, cashiers are not generally provided backoffice access, as all cashier functionality is available from the
ront-des|

|y CanAccess Backofiice Module _| CanAccess Administration Area

BLOCKED  FULL ACCESS BLOCKED  FULL ACCESS

. O Locations Tab

Database Tab
Lists Tab
Ervolment Tab
Secuity Tab
‘Settings Tab
Loga Tab

|| CanAccess Web Desk Cashier Program
Feares Sy Passwond

(@ N RO RN
ORORORORORC RO
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Above we can see that Mary O’Neill is allowed to add points and access the Reports area only



Below we can see the back office area where members details are recorded. This area can be closed
off to all but nominated staff to allow for guest registration.

i“f Customerconnect Members Tower Hotel & Leisure Centre
MODE: UPDATE - Navigate press SAVE to apply changes. | 7 Filtered ‘

“n PATRON LIST Loyalty Member: Patron AGCOUNT =
C ) Total Visits: Lrelonta e iz To designate this account as a special

0
Point Balance 75 Pts - Redemption FUNDRAISER account, select the appropriate
FUNDRAISER campaign below. Fundraiser
3333333333 accounts will recieve points, as per the campaign
Card No. 1 Card No. 2 definition, for every sales transaction a referring
member makes.

Company Name
| izf

Title First Name M Last Name i
V ) REFERRAL INFORMATION
If this member was referred by another member or

Addttional name or reference organization, enter the card# of the referring
‘member or organization below.

House Name Street Address

Town County £.0.80X

[RECAND =] 0rNov2012 | | L.;.,.nm,_....

Country Member Since 8] Expiry

Reward (active referral promotion required)
Day Phone Ext  Night Prone Bt Fax

SEGMENTATION

Mobie\Cell Phone  E-Mail (ex, john@xyzcorp.com)

U | T

Birthday Month Anniversary Month

j LIST MEMBERSHIP

Rewards Program
Postal Wail Y Opt-N Verification Required
EMail (¥ Opt-n
SMS Text Message | Opt-N

Inactive Created by: ADMIN

0
VES 28 WEG 22

Awarding Points
Points are awarded in the Checkout Screen, The staff member awards points by entering the sale
amount and the loyalty platform calculates the points to be awarded.

¥ Customerconnect Checkout LAWLER25-PC
SllastVist:  07-Nov-2012 11:32am Patron

RFM Rank: 000 out of 555

O o [ o | wes 1

TRANSACTION

TENDER ENTRY )
|\

|
|

| CashiOther . 75.00

WSS [TOTAL PURCHASES
REDEMPTIONS

Cashier Password

Points Available
Redeeming
/Account Balance

I
T Documentd - ® roox - Mhcro ) Free Onfine Pi.

In the above image a Cashier Password must be entered. We can also see where the sale amount is
tendered and the enter button is pressed when the transaction is completed.



Below we can see that we have added in a reference number as well. This could be the last 4 digits
of the invoice number and this links the allocation of points to a transaction...

%% Customerconnect Checkout

Patron

TRANSACTION

LAWLER25-PC

TENDERENTRY 3|

2 \
[r—

Total Sale.....

Gift Card

Cash/Other.

m |TOTAL PURCHASES

REDEMPTIONS

Reference # ... |

Cashier Password .....
Points Available.
Redeeming
(Account Balance.

07-Nov-201211:56

am

How are these Transactions Monitored and Accounted

1, At the end of shift the cashier/receptionist can go to the reports section of the system as shown
below. If the receptionist clicks on the Sales category on the right hand side of the page (see arrow)

i" Customerconnect

ot

1S e

Tower Hotel & Leisure Centre

ENE3

-

¥
#
¢

DESCRIPTION

LAST RUN
DATE

Attrition306090
™) [Cashier Performance
Complaint Detall

attrition 30, 60, 90

‘Summary of performance by cashier

Detall listing of complaint activity by patron

Complaint Summary
[Contact List Detail

Summary of complaint activity by patron
Detalls aboul paricipation in Emall, SNS and Postal marketing

Customer Extended Detail

Extended Detail Data (detail entry form)

[Email Deliverability Overview

Overall deliverability attributes of email database

Listing of accounts with Email flagged INVALID

(") |Email Opt-Out Listing

Listing of accounts with opt-out Email status

Enroliment Activity

Summary of enroliments

[Enroliment Data Entry Audit

Hillghts missing data elements for enroliment records

Enroliment Listing

Enroliment Listing, by Period

Enroliment Listing Exended

Enroliment Listing (Extended Version)

Enroliment Renewal Listing

Audit Membership Renewals

Enrollments Online
Fundraiser Account Review

Enroliments which occur from Web (MyRewards)

Shows all defined fundralser accounts with cumulative activty

Fundraiser Contribution Detail

Shows each members contribution to their chosen fundraiser account

3 [Fundraiser Summary
| [Fundraiser Transaction Detail

Summary of Fundraiser Activity

Shows each members ransaclion detall against fundraisers

{7 [Gift Card Activity
| |G CardActivity By Cara®

Shows detailed Gift Card Transaction Acivity

Shows detalled Gift Card activity group by card#

Gift Card Balance

Shows gift card balances for cards with balances

[ |Git Card Donations

Gift Card Donations Issued

Au Revorrs.
© Ewan
© Ennousext
© Fuomasen
Q) Ger Caro
© Invorce
© Kiom
© Mensensie.
© Overview ano Stars.
© oo

© Prouonon

© Swes:
Y 4

Gift Card Invoice

Generate Invoices for Gift Card Transaction Activity

Gift Card PIN Changes

Transaction Log for Gift Card PIN# Changes

| |Gt Card Redemptions

Shows gift card redemption activity by month

Gift Card Reloads

Gift Card Reload Activity

Gift Card Sales, Donations and Credits

Gift Card Sales.
Gift Card Statistics
L

Statistical Overview of Gift Card Activity (sales vs. utilization)

© Transacrion

(") Report Data Extiaction Availsble.

() Report Data Extraction Scheduled

>

a Document2= Micro...

Below we can see the available reports under the category of Sales. The arrow highlights the
recommended report titled Sales by Station and Cashier.
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Tower Hotel & Leisure Centre

AVAILABLE REPORTS

LAST RUN
DESCRIPTION DATE
Shows each member's transaction detail against fundraisers

Gift Card Sales, Donations and Credits

Sales Actvi Sales Activity shown by Wonth
Sales By Cashier Sales Activity shown by Cashier, by Month
Sales By Company Sales Activity Detail for Company

Sales By Reference Sales Activity Organized by Reference Input

Sales By Segment Sales by Customer Category

Sales By Station, Cashier Sales Activity shown by Staton, Cashier, Month 07-Hov-2012
Spending Account Funding Funding Report for Loyalty Spending Accounts \r

() Report Data Extraction Available. 1) Repoit Data Extraction Scheduled

- TS,
» E Document? - Micro... i nbo Oft . ©) Free Onfine Picture s Skyper - finbar2s EN

Below we can see the date parameters need to be set. In this case the date of the shift is entered.
This is a real time report so the report start and finish dates would normally be the same.

\’-"' Customerconnect Reports Tower Hotel & Leisure Centre

AVAILABLE REPORTS
SALES

LASTRUN

NAME DESCRIPTION DATE

Fundraiser Transaction Detail Shows each member's transaction detail against fundraisers

Gift Card Sales Gift Card Sales, Donations and Credits

=] [ [Sales Aciity Sales Achity shown by Month
Sales By C?Sm&l—sﬂﬁmshﬂmmm by lonth.

Sales By G| Report Filters

L BVE] Report Criteria and Filters

Sales By S

Sales By S

Spending Al \ {0 noy2012 R

() Report Data Extraction Available () Repoit Data Extraction Scheduled

LSS
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Below we can see the actual report...
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FBD Rewards

Tower Hotel & Leisure Centre

The Mall, Waterford, Waterford

05 1862300

Sales Activity (by Station, by Casl
Report Date: 07/
eport Period: 11/7 T

CASHIER: MARY 2
10711201 P 0 4
1/07112:00 P 0001037470
November - 2012

DATE TYPE TRANNO. REFERENCE NO.

78985

GROSS
SALE

NET
SALE

POINTS 6
EARNED CARD NUMBER TRANSACTIS ETAILS

S&'HON : LAWLER25-PC

€5.00
€75.00

€140.00

5,00
€5.00
€140.00

75 3333233333

MARY
LAWLER25-PC
Tower Hotel & Leisure Centre

T Document? - Mhcro ® Tnbox - Microsoft O 2) Free Online Picture
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The report dates.

s

Cashier name is Mary

€120.00
€140.00
€140.00

Further Security Re Cashing Up

If a thermal receipt printer is installed at each hotel Reception area then a receipt can be issued for
each loyalty transaction (see below) These can be attached to the Cashiers cashup submission at the

end of a shift.

€120.00
€140.00
€140.00
€120.00

| s

The report is exported in all formats required here

This is the reference number used by Mary. Example the invoice number.
This is the computer that each transaction was processed on.
This is the guest card number involved in the transactions.

s Skype™ - finbarr25 EN VEBESCRES CEO o WG 1207



BUTCHERS BLUEK BLHCKPGUL

Rewards
021 4832578

Patron: Finbarr Malone
KXXXXX2326

I IIII ORI

TOTAL: C150.00

Henber creditad with 300 pts this transaction.
futal Lovalty Account Balance is 634 poeints,

0 0 O

Transaction 0000989097 24-Uct-2012 12:18 pn
%X STORE COPY xx

Redeeming Points/Rewards
Rewards can be redeemed I.E. issued to Customers from Head Office or alternatively they can be
issued by the team at reception in each hotel.

To redeem rewards the staff member needs to go to the Checkout screen of that customer

Checkout LAWLER25-PC




See above the Rewards button is in Blue which highlights that the Guest qualifies for rewards. This
Blue rewards button should be clicked by the issuing staff member.

Below it can be seen that the Guest (Finbarr Malone) qualifies for one reward for 500 points.

% Customerconnect Checkout LAWLER25-PC
D701 20Ct6 P Finbarr Malone

RFM Rank: 000 out of §§5
@ | o= SR e |
REWARD REDEMPTION
Earn 185 more points for €50 Hotel Voucher

Sunday Night BB Stay For 2
500.00 points

B ]

{4 Emma Crabiree (Red Box Virtual Offi
is online

L L I-B L i il

This reward can be Clicked out and then the staff member completes the transaction as through the
Checkout screen below. We can see on the screen under the heading Redemptions the reward is
listed here and beside that the staff member must enter the reference number and cashier
password again to complete the security trail.

§% Customerconnect Checkout LAWLER25-PC =

ElLastVist:  07-Nov-2012 01:08 pm Finbarr Malone
Point System

TRANSACTION
Earn 185 more points for €50 Hotel Voucher
500 of 515 pts.

I
| TENDER ENTRY QI PuRcHAsEs |
|

Total Sale.

i Card.

| CashiOther TOTAL PURCHASES

|
|
|
|
|
|
|
|
|

i icencali; 344557 | ()Suncay Night Bid Stay for
|
|
|
|

|
| Cashier Password ......... * v
|
|

07-Nov-201201:08 om

2




Below we can see a receipt which must be signed by the customer to verify the Reward issue.

BUTCHERS BL[]EK BLQCKPDUL

Rewards
021 4332576

Patron: Finbarr Halone
XXXXXX2328

TOTAL: €12.00

Henber credited with 24 pts this transaction.
Total Loyalty Account Balance is 242 points.

REDEEMED POINT REWARDS TOTAL

¢5 Eurg Uoucher
18500pts 500

Signature

| NIRRT

Transaction 00009689108 24-0ct-2012 12:21 pn
xx STORE COPY xx

This receipt should be kept as evidence just as a credit card slip would be kept.



A further security step is to require the cashier to print at the end of the shift a Redemtion Detail
Report.

\"‘- Customerconnect Tower Hotel & Leisure Centre

$

LAST RUN
DATE

3
[Complaint Detail Detail listing of complaint activity by patron
[Complaint Summary ‘Summary of complaint activity by patron
~)[Fundraiser Account Review ‘Shows all defined fundraiser accounts with cumulative activity
= [Fundraiser Contribution Detall _Shows each members contribulion 1o their chosen fundralser account © Au Revorts
Fundraiser Summary Summary of Fundraiser Actiity
Fundraiser Transaction Detall  Shows each members ransaction detail against lundraisers © Eua
Loyalty Point Invoicing Muti-Store Invoice for Point
Promotion Detail Promotion Effectiveness, by Run
Promotion Summary Summarizes efleciveness of your marketing campaign © Funonaser
Redemption Listing Redemption Detail by Month
[ [Redempiion [T5ig by Cashier Redempiion Detail by Cashier N v Cerciee
Redemption Summary Redemption Summary by Month NP Q Invoxe
Referral Listing Member Referrals - Detail Version
Referral Summary Wember Referrals - Summary Version © Kosx
[ [SWS Text inBound Listing of Inbound SMS Text Messages

© Ennoument

O Meusersiar

© Overvew wwo Stars

@ Pacxace.

() Report Data Extraction Availsble () Report Data Extraction Schedued

See above the redemption Detail Report Link
Don't Forget to set the date parameters

i“- Customerconnect Tower Hotel & Leisure Centre

NAME DESCRIPTION

Complaint Detail Detail listing of complaint activity by patron
Compiaint Summary Summary of complaint activity by patron
) |Fundraiser Account Review Shows all defined fundraiser accounts with cumulative activity
™ [Funarais b

. mambar Mibuion o

Report Filters ~e

Report Criteria and Filters

Loyalty Poi
Promotion

Promotion i PCTTE
/) {07-no2012 _,_J

{07-Nov-2012 L] v

Referral Li:

Referral Suj
7 [SMS Textin)




FBD Rewards Redemptions By Cas

Tower Hotel & Leisure Centre A e ]
The Mall. Waterford, Waterford . 05 1862300 .
s, Wt - _
J T POINTS
DATE /TIME MEMBER TRANNO. QTY ITEM REDEEMED REDEEMED
CASHIER: MA

ES 1037820 1 SunaayNgntBe8 Suy For2 20000
November - 2012 N 500
n b P ..
CASHIER TOALS 2 6 Z =
STORE TOTALS 50

GRAND TOTALS 4 %

T Document? - Micro, Inbox - Microsoft O. N O PEECRES CE® o WG 13

This Report could be submitted with the cashiers end of shift report.

Export Feature to export to pdf or other formats
Cashier Name

Member Card number

Reward Issued

Hotel Name

Points Redeemed

No ks wnNR

Report Dates

Offers Redeemed

Offers are redeemed in almost the same fashion as rewards and even show on the same reports.
The difference is that points are not required for Offers. Offers are based on guest spend or visit
patterns or birthdays and anniversaries.



Go to the Checkout screen

\”‘ Customerconnect

ElLast Visitt  07-Nov-2012 01:51 pm

Point System
RFM Rank: 000 out of 555

Checkout

Marguerite Malone

LAWLER25-PC

CEi | mee | e |

TRAWTION
Earn 450 more points for Sday Night BB Stay For 2

TENDER ENTRY

Total Sale.

Gift Cara.

CashiOther.

PURCHASES

TAL PURCHASES
REDEMPTIONS

Reference #

Cashier Password

07-Nov-2012 01:51 pm

Points Available. 50Pts
Redeeming P
|Account Balance 50Pts

TESECQEL "88 o Wad 65

Above you can see the Offers button is highlighted so this means that this guest qualifies for an

offer.

Below we can see this Guest is entitled to a Bottle of House Wine.

V¥ Customerconnect

07-Nov-2012 01:51 pm

Checkout

Marguerite Malone

OFFER REDEMPTION
Earn 450 more points for Sunday Night BB Stay For 2

A Bottle Of House Wine
Birthdays

LAWLER25-PC

Points Available.
Redeeming
Account Balance

The wine is ‘clicked’ out and the screen returns to the Tenders Screen



Y7 Customerconnect Checkout LAWLER25-PC
ELast Vist  07-Nov-2012 01:51 pm

Marguerite Malone

TRANSACTION
Earn 450 more points for Sunday Night BB Stay For 2

TENDER ENTRY PURCHASES

Total Sale.

Gift Card,

Cash/Other. “ [TOTAL PURCHASES

REDEMPTIONS

(1)A Bottle Of House Wine

Reference #

Cashier Password
||Points Available.
Redeeming

[}
(i

||Account Balance

Above we can see under Redemptions the bottle of wine is listed and the cashier completes the

transaction as normal entering reference number and cashier password.

Offer Redemption

As with rewards Redemption, Offers are listed in the same report which the cashier can print at the

end of shift. And the Customer again signs the receipt when an offer is Redeemed.

Tower Hotel & Leisure Centre

LAST RUN
DATE

NAME RIPTION
Compiaint Detail Detail listing of complaint activity by patron

[Complaint Summary ‘Summary of complaint activity by patron

() [Fundraiser Account Review Shows all defined fundraiser accounts with cumulative activity

() [Fundraiser Contribution Detall Shows each member's contribution 1o their chosen fundraiser account

© Au Revors

)|Fundraiser Summary ‘Summary of Fundraiser Actiity

)|Fundraiser Transaction Detall  Shows each member's transaction detail against fundraisers

Loyalty Point Invoicing Muti-Store Invoice for Point

Promotion Detail Promotion Effectiveness, by Run

Promotion Summary Summarizes effectiveness of your marketing campaign

Redemption Listing Redemption Detail by Month

IRedemption Listing by Cashier Redemption Detail by Cashier ﬁ
Redemption Summary Redemption Summary by Month NI
Referral Listing Member Referrals - Detail Version

Referral Summary Member Referrals - Summary Version

() |SMS Text iInBound Listing of Inbound SMS Text Messages

() Report Data Extraction Available () Report Data Extiaction Schedued

S

T Document? - Micro ® Tnbor - Microsoft O

See above the Redemption Detail by Cashier

N
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Tower Hotel & Leisure Centre

LASTRUN
DATE

NAME DESCRIPTION
Complaint Detail Detail listing of complaint actwity by patron

Complaint Summary ‘Summary of complaint activty by patron

=) [Fundraiser Account Review

Shows all Gefined fundraiser accounts with cumulative actvity
h

Fundraiser Mo 1o Thai

L

Report Filters -

O Au Reports

s

Loyaity Poi
Promotion =

Fromotion Da!e

Report Criteria and Filters

!n -no 2012 :J

[ [Redemptio| | ud Date,

| [Redemptiof
Referral Li:

Referral Syl
7 [SWS Textinl)

07-Nev-2012
{07-Nov-2012 L] v

) Exmouumest

D Fusomusen

18 inbox - Microsoft O

Don’t forget to set the date parameters.

Below is the redemption detail report...

SRnéa

FBD Rewards

Tower Hotel & Leisure Centr
The Mall. Waterford, Waterford . 05 1862300

7/‘ Report Period: 11/7 1

Redemptions By Cas

Report Date:  07/°

DATE TIME MEMBER TRANNO. _QTY

ITEM REDEEMED

POINTS
REDEEMED

CASHIER: MA
o7/ 4434444844 5

2012 132338 33353;333;\ 1037380 '

—

Sunday Night B4B Sy For 2

A Botie Of House Wie

Tovember - 2012

2\
Der

CASHIER TOTALS & \
STORE TOTALS

GRAND TOTALS

T Customer Connect

| Inbox - Microsoft O.

N OESTCRES 20 o wWEdh 138

This Report could be submitted with the cashier’s end of shift report.

No vk wn e

Export Feature to export to pdfs or other formats

Cashier Name
Member Card number
Offer Issued

Points redeemed (in this case the points are at ‘0’ because its an Offer

Hotel Name
Report Dates



Reception End of Shift Cash Up

In Summary the cashier submits two reports at the end of shift

1. Sales by Station and Cashier
Redemption Detail By Cashier

The Rewards and Offers Receipts Signed by Customer (99% of transactions are points issued

so these receipts will not be common)

Activity Summary Across Hotels

Anytime a report can be run that will give a summary report of activity across the hotels.

FBD Hotels Setup

|| Cashier Performance Summary of performance by cashier

[ [Complaint Summary ‘Summary of complaint aciivity by patron

Enroliment Activity Summary of enroliments

| [Fundraiser Account Review Shows all defined fundraiser accounts with cumulative activity

© Au Revorts

[ [Fundraiser Summary Summany of Fundraiser Aty

| [GiftCard Statistics
[~ [Member Stalistics by Store

Statistical Overview of Gift Card Activity (sales vs. utilization)
Summary by store of points iSsued, claimed and member VIsits

-Nov-2012 |

Package Status Summary Gveniew/Summary of Packages Issued

£

Promotion Summary Summarizes effectiveness of your marketing campaign

Redemption Summary Redemption Summary by Month

Referral Summary Member Referrals - Summary Version

Spending Summary Status of Loyalty Spending Accounts - Summary Version
(- |Store Summary Summary of enroliments, visits and points (last week, last 8wks, ytd) 07-Now-2012

() Report Data Exiraction Availsble () Report Data Extraction Schedued

T

¥ Customer Connect Tnbox - Microsoft O

.
TESESCWEL B8 Wi ¢ 142



Below we can see the hotels listed and the activity in each...

'5@4".%. - « [ 1oen

Membership Statistics Report
MASTER REPORT Report Pepriod: 2012-10-8 TO 201?-11-7
Days In Period: 31

LOCATION POINTS MEMBER AVG ENROLL POINT S TOTAL ACTIVE
- NAME

NEW
EARNED VISITS ENROLLMENTS PER DAY CLAIMED MEMBER$|
0 [] 0

Castieknock Hotel & Country Club
Faithlegg House Hotel & Golf Club 0

F8| 3 23.00 1 3

Temple Bar Hotel 0 o

Tower Hotel & Leisure Cantre s 2 ° 50000

349.00
372,00 \ 10 5 / 500.00

2

Above is a Summary Activity Report
The hotels are listed on the left

1. This is the net points issued for the period. le Points issued less points redeemed.
2. Thisis the points redeemed total.

At any time therefore you can see the points liability of each hotel...



