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Logging In, Passwords, Security, Moving Around

This topic covers the simple techniques for gettimp Five Star, getting
around in Five Star menus and screens, and usngpiicial fields in the
programs that offer features like date fields, lgokields, and context
sensitive help fields.

You can't use Five Star without having a User Lagame and a Password.
This is the starting point for the system’s seguiéiatures. You can set up as
many users as you like, and each will have his searet password. You can
use the security system to customize each userisi s&ections. That is, you
can exclude a user from any menu feature in thiesys

To log in to Five Star type TUTORIAL in the User fl2ld and press enter.
Then type SECRET in the Password field and pretss.eviou’re in! Press
F4 and you are out.

7z Please Log In;

User 1.D. TUTORIAL
Password 533553

To illustrate how security works, log in as SUSANour pretend hotel,
Susan is a new user, and she happens to be veruseabout touching the
computer, as she is also new to front desk sysitesneral. To log in she
types her name Susan, presses enter, and therhgmppassword Fluffy
(that’s her cat’s name). You can’t see it becatiseda secret password.
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Notice how she has only a few features in the hogxiu and none in any of
the other menus. Not only is she restricted, mgesthere are fewer choices,
she finds it easier to learn.

Hotel Management » Reservations
Today's Room Inventory

Check Inf#/alk In
Edit In House Guest
Record Guest Charges

Display/Print Guest Acct
Guest Check Out

The Administration menu’s User Logins & Adminisicat program is where
her menu was set up. Only senior management shawiel access to this
program, and all of your staff should be excludexirfit. Select the user to be
changed, and then select the Menu button.

Executive Dashboard » | Activate/Deactivate Periods

General Ledger (3l User Logins, Administration

Accounts Receivable » | Indicate User Preferences
Accounts Payable »
Rebuild GIL Mgmt-VIEWS

Administration (4 Reconstruct Lost Audit Trail
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Click on any feature to add it to her menu, or reenthe check mark to
remove the feature from her menu. It's that simple.

«» User Menu Design for Susan Smith
Hotol Management _ b{E4

Call Accounting | Today's Room Invento
Hotel Interfaces >
Telephone Interfaces &  Check Infwalk In
[~ Edit In House Guest
Executive Dashboard | Record Guest Charge
[~ Guest Messages
General Ledger S
Accounts Receivable [ Display/Print Guest Ac
Accounts Payable | Create Additional Acct
[T Transfer Guest Charg
Administration >
[T Guest Check Out
Time Clock Control »|[  Cancel Checkout
Point of Sale System m[ Put Rooms IniOut of

T T TR T T TRIRT TRIRTRIRTRTR]

Reports |
Housekeeping e
Group Management W[
Night Audit |
History -

-
Setup Menu >

Learning to use Five Star



Getting Around with F3, F4, ALT, Arrows, Mouse

To move around on the menus, use the arrow kegsathkey, the home key,
the end key or of course you can use the mouse.

To move from field to field in all screens use drger key. To reverse the
steps press the F3 key.

There are many keyboard shortcuts for getting dyiakound all screens too.
Whenever you see an underline under a letter ifpress the ALT key and
the letter or number that is underlined, the optiglhbe immediately chosen.

I
/K
) Cancel
2 Undo
Hd Block Rooms

This is true throughout all Windows programs sitalled a Windows
standard convention. For example, pressing ALT¥agb saves your screen
of input. ALT-X takes you out of a screen. In adzht on most Five Star
screens, if you press ALT1, 2, 3, or 4, you willrheved instantly to the®]
2" third or 4" fields on that screen. These shortcuts elimirfseeed to use
the mouse.

Learning to use Five Star -10 -



We recommend that you learn to use the Five Stamnyith the keyboard.
Most jobs like taking reservations can be donesfash the keyboard only,
instead of switching from keyboard to mouse ankla@in, since you have
to type names and addresses, and you can getifetlshid field using just the
keyboard. It's slower if you have to move your hafidm mouse to
keyboard and back constantly. Also many peopleateomfortable with a
mouse anyway.

The important exception to this rule is when yoel editing existing

information. It is very fast to simply point withé mouse to what you want to
change, make the change and click Ok to save.
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Navigating Through Five Star - Entering dates, F1 Help & F2
Lookup Windows

Five Star date fields have a great shortcut. Iffigld already shows you the
correct date, like today’s date, just press etitgou want a different day, but
the same month and year, just type the day. Ifwant a different month, you
have to type the month and day, but you still dbalte to type the year. This
can save thousands of keystrokes each year.

Please enter the expected Arnval Date & Jun 3/99
Please enter the Length of Stay in Nights D
Please enter the expected Departure Date il (19990604 Jun 4/99

Enter Date as YYMMDD RmNites Available: 426 RmNites Sold: 1

Every field and menu option has context sensiteip ffor tips on what to do
at every point. Press F1 anywhere in Five Staetoiisformation about what
to do at that point. You can even easily edit bi@hp to customize it to exactly
meet your own needs.

" Help Guide

“rou may select a quest by placing
the highlighter on the Guest's name
and pressing ENTER.

Or select **Print Express Check Qut
Folios to print a folio for all of
today's expected departures.

ar the guest you want. Use the arro
w keys to select the guest if he is
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Many fields are for specific information, such asm numbers, transaction
codes, etc from lists. Using the list feature cesth‘lookup fields’ saves
typing and having to remember choices. Lookup §elto have powerful
search features. You know these fields by the nfigiggi glass icon to the left
of the field.

Guaranteed V

Corp. Code & |BERNO1

Press F2 or click on the magnifying glass and upesa search window.
Scroll down the list and make your choice. Or fastdl, just start typing the
first few letters of what you want to find, and it a half second, your
selection will be found.

R

g Corporate Customers

Code Corporate Name Rate Comments
BERNO1 Bernie's Pipe Cleaning 79.00
BROCO1 Brock Horner Transmission Plus 79.00
BROCO02 Brock & Sons Towing 79.00
CERAOT  Ceramic Viliage Warehouse 62.00
COCKO1  Cockerham's Floral Galary 56.00
COCK02 Cock-a-Doodle Doo Farm 89.00
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Many lookup windows have a first choice at the abghe list that makes the
lookup different. For example in the Edit In HouBeest screen you start by
seeing a list of the existing in house guests loyproumber, and the first
option on the list allows you to lookup by guestnea Either type a room
number like 0105 to look up the guest in that rddack Carlton) or press
enter to search on the guest’s last name.

¢ Guest Search by Room #

Roomi#f Guest Name

;irst Nam | 0101 Kurowski. Maxwell

Addr 1 0m Davidson, Jt_)hn
0102 Bernard, Bailey

AdrZ |1 0105 Carlton, Jack

The lookup always searches based on the informatitre left hand column
of the list. This is called the Speed Search. Soif see guest room number
in the left column, you need to type in a room nenib order to find the
information. Or, you can choose the first optionaokup by last name, and
the window changes to sort that way. Now you cae tye last name and
quickly find your guest. No matter how many gugsts have the speed
search always takes about a half a second to éme:thing. It will never slow
down, even with 500,000 names in guest history.
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In addition to the Speed Search, if you press Flevith a search window,
you can do a more general Word Search. Type th@ledeword you want to
match, and press enter. Five Star searches ttre &lgj not just the left hand
column, for matches, and shows you all it finds. ¥k this the emergency
search, since it can take longer, especially irfildg. Use it for things like
finding a guest’s first name Susie, or someone dashington, or a phone
number 416-555-2223, or even find a credit cardlemmThe word search
makes finding information extremely flexible.

ACADO1 Acadia Travel

ACADOZ2 Acadia Travel Agency
ACADO3 Acadia Travel Agency Ltd
ACADO4 Acadia Travel Service

ACCE01  Access Travel

ACCE02 Access Travel Corp Itp
ACETO1  Ace Travel & Tour Consultants

Word Search for [Chicage] |
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Toolbar Buttons - F5 Availability

v|@lc|l@e|n¥|=|nlee|lue] & o+ #]x]

'

= Avallabiln ummary

#Rms - Available

Thu Fri Sat Sun Mon Tue Wed #Rms - Overbooked
Jun3 Jun4 Junb Juné Jun? Jung Jung Date - Yield Mgmt in effect
23% 11% 102 1% 8% 10026 18 9226 t7
JACC 8 8 10 11 10 0 0
NDD 3 b 5 b 5 0 0 for Bortine:
NQ a 5 4 4 5 0 1 - '
NSUI 3 4 4 4 4 0 4] » Next 7 Days
SDD 14 15 15 15 16 0 Q -
sQ 10 11 11 12 10 0 0 ;
55Ul 5 3 5 6 & 0 a « Previous 7 Days
Total 47 b4 bb b7 b6 0 )

Show 30 Day View

@ Exit

RmNites Available: 426 RmNites Sold: 162 2% Occupancy: 35.68

- 1he F5 Availability screen is accessed by presBgr by clicking the white
##  calendar grid icon second from the left on theliaol It is one of your most
important information sources for what's availaftey time in the present,
future, or past. It shows you a weekly view, or thdyy as you prefer. For
this example, pretend today is June 3, 1999. We Bd@wooms left to sell
today, 54 tomorrow, and on Tuesday and Wednesdeyweek we are nearly
sold out.

It allows you to split your property into room tygdn our sample, the
property consists of Jacuzzi suites, non smokingpiodoubles, non smoking
gueens, nonsmoking suites, smoking double doubtesThis list is of course
tailored to your property’s structure.
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The numbers in red represent room types and dakg®st or oversold.

The dates showing in yellow are impacted by yiethagement (not
available in Five Star Lite). They are dates that gxpect to be busy, based
on past experience; so you tell Five Star to autimaildy raise prices. Yield
management can produce very substantial increagesfitability, and Five
Star has one of the simplest, but most powerfutiyiganagement systems
available.

At its simplest, you can set yield management tmsyellow on busy dates,
but also set it not to raise prices. This way yimhagement simply warns
staff not to discount prices on those dates. Ekietgl can benefit from even
this simple form of yield management.

Beneath the date is the percentage occupancydatay, and the tier increase
level is shown. Five Star offers eight tiers oermicreases. This tier system is
designed to encourage your guests to book earlghnike the airlines do.

The later you book, the higher occupancy will afiiebe, so the higher the
price is likely to be. Please note that you carluge any rate type from yield
management, such as government, preferred corpei@atef their rates

should not be impacted by yield management.

Use the next button to advance to any date inuhed, or the previous
button to go back.
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Toolbar Buttons - F6 Rooms Booked

* Rooms Booked Analysis X
All Room Types June 1999
1|2 /3(4|5|6 |78 910111213141516171919202122232425262723293031i‘
o101 Jacc X X[X[B[B HEBBEBEBBEBBEBEE
_|o102 wDD o X%
T we | XXX [X] BE
_|o104 msur [ ]
_|o105 np 0
_|o106 mg I
_lo107 voo ] | | BHEHBEBEEEB
_|o10e wp o HEEBEEBE BHEBEEBBBEEE
_lows wg (B[ | EEEE  [E[E]
_|o110 woD o x[x[x[g][x][g]x
o111 wp *
_|o112 mg [ ]
_|o114 woD ]
_|0115 wDD B
_|o201 s [ ] ~|
- Auto Block - Manual Block B - Occupied - Vacant [l - Out of Order
4 More Rooms: ®  Next Month B} SelectaDate | @ ZoominaRoom | @ Exit
b3 Jump to a Room 4 Previous Month #h Different Type 7%  Show Available RoomsDi?d;led are

The Rooms Booked Analysis screen is accessed BgipgeF6 or by clicking
@ the white book third from the left on the toolbkrtoo is one of the most
important tools for information.

It shows your room numbers, and their room typtedisplays the days of the
month, and any activity for each room on any dagd o's mean a room is
presently occupied. Cyan X's mean there is an blaoked reservation. A
yellow B means there is a manually blocked resemalA manually blocked
reservation is made when you tell the computerdoen number the
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reservation requires. An auto-blocked reservatapplens when you specify
only the type of room but not the room number. Ehare advantages to both.
A green V means the room was occupied and the gassthecked out. A
blue asterisk means the room is out of order. Whemoom number and
room type code are red, it means the room is ptigsdinty.

Press enter and the next 15 rooms are displayddjancan quickly scroll
through all the rooms and go back to the startragatioose the Next or
Previous buttons just like you can do on the F&estyand you advance a
month at a time or go back by the month. To viest puspecific room type
availability like Jacuzzi suites only, choose th&ddent Type button.

The Show Available button is very useful when yawénjust a few rooms
left and you want to see exactly which ones foelacted date range. Enter
the range and you see only the rooms that areadlaillf you have a guest
already on the Reservations Screen or the CheSk#ieen etc., and you pop
up the F6 Screen, it already knows the arrival@phrture dates.

The F6 screen is generally used when making avatsen or doing a check
in for a guest that wants a specific room numbeneeds something like ‘it
has to be close to the elevator’. Smaller propestigh unique rooms, and
larger properties, when booking suites, typicadlly on the F6 screen for this
information. When booking a standard type of reggon like ‘ | need a
gueen sized bed, non smoking’ the F5 screen isrbatited to the task.
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Toolbar Buttons — Other Useful Features

vimlo|mle|n|¥ |66 ulalelilolel|x]

~ __ One of the more unique tool bar buttons is the sfamns button. Have you
m ever had someone want to see the honeymoon suitié &as occupied?
Click the Show Rooms toolbar button fourth from kb#, or press F7 and
select the Display Pictures of Rooms option. ThHesose the room to be

displayed and the room photo is displayed. Theufeatan be a real time
saver.

The F7 key or tools button offers a big selectibthe very important
{T features you will use regularly, while doing ottieings. How often do you

have to do two things at the same time on the fidesk? Five Star lets you
do it.

Tools

Guest Lookup by Name | Display/Print Guest Acct
Guest Lookup by Room # View Group List
Guest Lookup by Res. # Short Form Addresses
Display Pictures of Rooms Reference Manual

Currency Calculator Calculate Daily Fee
Currency Exchange Rates Brochure Request System
Guest Messages Record Guest Charges
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@ The F8 key or bookmarks button truly opens up n@sldg of flexibility.
Have you ever been in a big batch of transactiodstlae phone rings for a
reservation? In some systems you have to saveywehbatave done, get out of
the batch, find the reservations program, takanit, then get back to the
batch. With Five Star you are 2 clicks away from thservation (or anything
else you want) and when you are done, you are bigtit to what you were
doing. You can make your own list of bookmarks, eadh user has his own

list.
" Five Star Bookmarks X
Program —
! *  New:
Hotel Management
-Setup Corporate Customers i Delete
-Room Rates / Rate Card P
-Yield Management D Ext
-Transfer Guest Account _

-Create an Additional Account
-Today's Room Inventory
-Enter/Edit Reservations
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Have you ever had the night audit jam in the prirde misplaced a report?
% Worry not — Five Star remembers every report yoator 7 days, and lets
you reprint it at will. Click the printer icon tdié right end of the toolbar. If
you need to reprint someone else’s report, you togsn under their user id.
This is part of the security system. You would want anyone to be able to

reprint just any report.

" Reprint Reports

Date / Time

00/07/11 08:39am
00/07/11 08:38am
00/07/11 08:38am
00/07/11 08:38am

Report#  Description

The North American Inn\Occupancy Forecast from Thu Jun 3/99
86464 The North American Inn\House Status Report for Thu Jun 3
86441 The North American Inn\Room Availability Reconciliation for
86423 The North American Inn\Occupancy Forecast from Thu Jun 3/99

Select a report to view it.

The Email system helps when you get a call frontctrety old Mr. Jones,
who is coming in well after your shift is over, apalu have to get a message
to the next shift on that night about a problem yaust solve for Mr. Jones.
Access Email by clicking on the envelope icon aattbolbar. Select the
person you want to send mail to, type your mailsage and send it.

Send
Reply:

New Msg

"+ Electronic Mail

" Delete

& Pint

Mr. Jones is coming in late tonight and he must get the
faxes his office sent him!!!

-22 -
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Bl Here, always available, is your list of vital phanegmbers and addresses, for
T | pizza, fire, police, taxi, etc. etc.

Name Telephone Contact
Bob Robinson (manager) 416 bb5 1212

City Taxi 5bb-1212

Fire Department 416-334-5555 Chief Jones
Pizza Pizza Pizza 9871111

Pop up a calendar for any date check

s July 1872
hd 1872 *
- July »
Sun Mon Tue Wed Thu Fri Sat
1 2 3 4 5 6
K 8 9 10 11 12 13
14 15 16 17 18 19 20
21 22 23 24 25 26 27
28 29 30 31
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Pop up a calculator, do the math, and press the Rbutton. The number is

automatically placed in the field you were in. Tiasnuch better than a

desktop calculator.

i Five Star Calculator

=
=
=

-1-1-

EEAN
L1101
ENEER

E
o
(al

H
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Reservations - Taking a Simple Reservation for a New Guest

This first reservation example is made simple himwsyou how to get
through a complete reservation. Other examplesviothat build on the basic
one. As you review this process the main questionneonly is how fast and
how easy is it? You decide.

The reservation process begins with the phone @ind,the Reservationist
asks: ‘North American Inn, how can | help you?’

The Guest answers: | would like to make a resesmdbr June 5.

As soon as you hear these words press the HOME BNHMTER keys.
Starting the process with these three simple kelys# instantly starts the
reservation process from any point in the hotelum®&oing it that way means
less thinking and less room for keystroke error.

' Availability Summary

#Rms - Available

Thu Fri Sat | Sun | Mon | Tue | Wed #Rms - Overbooked
Jun | Jund | JunS | Jun6  Jun? | Jung | Jung Date - Yield Mgmt in effect
28% | 1% . 10% 1% 8%  100% 18| 92%t7
JACC 8 8 10 [ 1T [ 10 0 0
NDD 3 5 | 5 5 5 | 0| 0 A Continue
NQ 1 5 4| 4| 5[ 0] 1
NSUI 3 4 4| a4 a| ol o0 » Next 7 Days
SDD 14 165 | 16 | 15 | 16 0| 0
sQ 10 o | 12| 10 0| 0
SSUI 5 6] 6| 6] 6] o 4 - Beroulioes
Total a7 54 | 66 | &7 | 66| 0| 5

Different Room Type
3roups of Room Types
Zoomin on Detail
Show 30 Day View

Turn Away | Wait List

@ Exit
Please enter the expected Arrival Date @ [19990608 | Junge9 _— o~
Please enter the Length of Stay in Nights D Room Type E
Please enter the expected Departure Date [ [19990604 | Jun 4/99 Rate Type E
Enter Date as YYMMDD RmNites Available: 426 RmNites Sold: 152 % Occupancy: 35.68

You are brought to the room availability screershbws you a weekly view,
or monthly, as you prefer. For this example, préteay is June 3, 1999.
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There are 47 rooms left to sell today, 54 tomorramg on Tuesday and
Wednesday next week the property is nearly sold out

It allows you to split your property into room tygdn our sample, it consists
of Jacuzzi suites, non smoking double doubles,amoking queens,
nonsmoking suites, smoking double doubles, etcs Ti$tiis of course tailored
to your property’s structure.

The numbers in red represent room types and daké®st or oversold. The
dates showing in yellow are impacted by yield mamagnt. They are dates
that you expect to be busy, based on past expetisngyou tell Five Star to
automatically raise prices. Yield management caayce very substantial
increases in profitability, and Five Star has ohthe simplest, but most
powerful yield management system available.

At its simplest, you can set yield management tmsyellow on busy dates,
but also set it not to raise prices. This way ymhagement simply warns
staff not to discount prices on those dates. Eketgl can benefit from even
this simple form of yield management.

Beneath the date is the percentage occupancydatay, and the tier increase
level is shown. Five Star offers eight tiers oeriicreases. This tier system is
designed to encourage your guests to book earlghnike the airlines do.

The later you book, the higher occupancy will afisebe, so the higher the
price is likely to be. Please note that you carluge any rate type from yield
management, such as government, preferred corpeiatef their rates

should not be impacted by yield management.

At this point you ask three questions in this ordfeyou remember an ant
crawling on the floor you can remember the questiodrrival, Nights, Type
of room.

What date will you be arriving?

The Guest answers: We'll be arriving June 5.
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Enter the arrival date, and notice the availabilistantly shows you the date
selected.

It just so happens that on the date this guestbeilhere, a special event is
taking place. Five Star can notify your reservagiagent of the event, as a
selling opportunity, or even just as a simple retaeimof something. You get
to impact every reservation taken for any date.

" Yield Management Information

Yield Mgmt info for Sat Jun 5/99: -
Evening concert by the lake featuring Mindy McCready.
We are offering a package plan for $149/nitejperson

incl show, breakfast & dinner.

And the Reservationist asks: How many nights voll yoe staying?
The Guest answers: 2 nights.

Enter the number of nights, or skip the field anteethe departure date,
depending on how your guest gives you the inforomati

If you are sold out at this point you can stopswggest alternative dates. If
you have availability, press F2 in the room typekigp window.

And the Reservationist asks: And what type of raeonld you prefer?

The Guest answers: It's for my wife & | so we warjueen sized bed. Non-
smoking please. We don't need a suite.

And the Reservationist says: | would suggest ormuofionsmoking queen
bed rooms.
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Select NQ from the list of room types and the wiaee shown. Yellow rates
are impacted by yield management. If the guedtigrsy over a weekend,
and your rates change on weekends, you can skéeatdekend button and
display the weekend rates.

2] B
#Rms - Available
Sat Sun Mon Tue Wed Thu Fri #Rms - Overbooked
Juns  Jun6  Jun7 | Jun Jung | Jun10  Junll Date - Yield Mgmt in effect

o 1o 0

0%
* Room Rates

Armiving Sat Jun 5/99 for 1 night, Departing Sun Jun 6/99
Room Type: NQ Nonsmoking Queen

& (Continue,

ICORP Room Charge - Corporate 144.99 144.99 144.99 144.99 0.99 099 *
DAY Room Charge - Day Use 44.00 44.00 44.00 44.00 0.00 0.00
GOVT Room Charge - Government 100.00 100.00 100.00 100.00 0.00 0.00
RACK Room Charges 144.99 144.99 144.99 144.99 0.99 099 *
ISENI  Senior Discount 12099 120.99 12099 120.99 099 099 *

And the Reservationist says: Your rate will be $284oer night plus taxes.
The Guest answers: That's fine.
Arrow down to the rate and press enter.

You are brought to the next screen. At this poirttymur finger on the F2
key.

+» Enter/Edit Reservations

Res i I:l Status
Giroup #

Last Name | Room(s)

First Name

Addr 1 |

Addr 2 |

Addr 3 |

PostaliZip |

Telephone | Guarante
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And the Reservationist asks: Have you ever stayddus before?

If the answer is yes, press the F2 key and yousadte guest history file. For
this example, the answer is no, so we will typerdservation details.

The Guest answers: No this is our first time atrymoperty.

And the Reservationist asks: Would you spell yast hame?

The Guest answers: Wilson, WI1LS O N.

And the Reservationist asks: And your first name?

The Guest answers: Bob & Sally.

If you don’t normally take addresses you can skip $tep, and we
recommend that if you have time you do take theesid That way when the
guest arrives, his registration card is alreadgdibut completely. Check in
can be much faster, and the guest feels you anmeggivm better service.

And the Reservationist asks: And your address pfeas

The Guest answers: 345 South Avenue Toronto, @ntari

And the Reservationist asks: And your postal cddage?

The Guest answers: M2W 3E4

As you type Five Star cleans up the typing, byipgtin capital letters where
they should be. This makes registration cards,icoafion letters, folios, and
mail outs more professional and personal. The $bort addresses feature
saves typing time too. You can set up as manyaddlas you like. This

program can be accessed from the F7 tools menut Btion Addresses
program.
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And the Reservationist asks: And your telephonebamrarea code first
please?

The Guest answers: 416 332 4454.

And the Reservationist asks: With what credit caodild you like to
guarantee the reservation sir?

The Guest answers: Visa. 5454 5454 5454 5454,

Five Star alerts you to incorrectly typed numbers;ards that have expired.

\?) The credit card number '2443432242342434" appears to be invalid

Do you want to accept It anywiay?

And the Reservationist asks: And the expiry date?
The Guest answers: 0900.
And the Reservationist asks: Are you traveling osiless?

The Guest answers: No it's a holiday.
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If the guest is traveling on business, you canngtite corporation code, so
his company can be direct billed. Five Star prihtsinvoice and does the
billing.

Guaranteed [

Corp. Code ¢ |BERNO1
Travel Agent G |ACADO2

If the person on the phone is a travel agent, ywurecord his information.
This is all the work you need to do to ensure thenagets paid, as the
program gives you a report each day for commisaimounts payable. And if
you have the Five Star back office accounting pogtoo, it even prints the
cheques. Five Star can dramatically ease the weelled to pay travel agents,
when compared to a manual system. Five Star coneeshpped with 2500
Canadian Travel Agents!

And the Reservationist asks: The number of adali@ur party?

The Guest answers: 2

And the Reservationist asks: And the number ofdcen under 12?

The Guest answers: None.

And the Reservationist asks: And you just needronen?

The Guest answers: Yes, just one.

And the Reservationist asks: So to confirm, yote vaill be $144.99 per
night plus taxes.

Learning to use Five Star -31-



The Guest answers: Fine.
If the rate needs to be changed, you can do fitiepbint.

Press enter twice and you are brought to a secoeédrs

": Guest Preferences for

Vebhicle Type
Plate Number

Driver's License
Special Occasion IANNIVERSAR |

Spouse's Name |

Parking Pass |

T/A Contact Name ‘
Member # ‘
Partner ‘

VIP Guest r Market Source Code G [TRAV

History Notes: ‘
\
\
r

Comments : guest requests a bottle of Mumm's champagne in room on arrival|

The first 9 fields on this screen are called usdingd fields (not available in
Five Star Lite), meaning that you can make theneappor simplify the
screen by making them not appear. There are up & them, and we
presently have 9 examples defined. You can maka &gk any question you
need, and they can be from 1 to 40 characters Bi@dedard hotels don't use
many, high service properties use them extensively.

The market source code is perhaps the most impdiédahin the system. Do
you spend in excess of $10,000 per year on adwvegtisromotion, yellow
page ads, franchise fees? If so, asking this qurestren just one out of 10
times, can pay back big.

And the Reservationist asks: By the way sir, hosvydiu hear of us?’
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The Guest answers: We saw your ad in the BuffaldyD&ews.

If Five Star can help you turn $500 worth of adigeng into $100,000 in new
business or help you see that a $3000 ad nettgdb@600 in new business,
you can see the impact of this feature. We thimk he most important thing
a reservations program can do for you.

If you need to record any other details, put themehSave the history notes
field for later. One of the next reservation exagsplvill show you how useful
these fields are.

And the Reservationist asks: Anything else you fleed

The Guest answers: Could we have a bottle of chgnapim the room on
arrival?

And the Reservationist asks: Certainly sir, thet @$45 for Mumm’s. Will
that be fine?

The Guest answers: Yes, great.

Enter this information on the first line of the comants section. Five Star will
print a report so housekeeping can be sure to thavspecial requests
prepared.

Press enter to wrap up the process.

And the Reservationist asks: Your confirmation nemb 001013, and we
look forward to seeing you on June 3 Mr. Wilson.

Last, if you want, a hard copy of the reservatialh lve printed.
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Reservations - Taking a Simple Reservation for a Repeat Guest

This example will be for reservations taken foraapguests. One of the most
valuable things any system will do for you is tqimve guest service and
save time, by copying from the computer’'s guedbhysfile. Each time you
check in and check out a guest, Five Star savasl®epieces of information
about the guest’'s name, address, room type, rpée tgte, room number,
preferences, and special requests, for savingdmmepeat business, or for
market analysis reporting. The process startsatmes

The Reservationist asks: What date will you bevang?

The Guest answers: We'll be arriving June 5.

And the Reservationist asks: How many nights volli ype staying?

The Guest answers: 2 nights.

And the Reservationist asks: And what type of reemuld you prefer?

The Guest answers: It's for my wife & | so we warqueen sized bed. Non-
smoking please. We don't need a suite.

Select the room type, quote the rate, and select it

You are brought to the next screen. At this poirttymur finger on the F2
key.

And the Reservationist asks: Have you ever staytddug before?”
The Guest answers: Yes we have.

Press F2.
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And the Reservationist asks: Would you spell yast hame?

The Guest answers: Jeffery Adams. AD AM S.

ey

[ Guest History Search
Guest Name Address Res#  Visitt  Arrival Nts  Rm.#
** Copy from another Reservation or the Brochure System ** B

|

Adraktas.. Barry 2108 First Ave. 000234 2 May 21/95 T 0110
Ainsworth, Pat f1 Laurentian Stre 000315 5 Sep 01195 3 0209
Ambasitor, Gary 1916 Brookshire Sq 000237 1 May 15/95 5 0107
Ambedkar. Doug 423 George Ave 000269 1 May 21/95 T 0409
Anderson, Frank 34 Coperfield Dr. 000062 3 May 16/95 10116
Anderson, Frank 22 South Ave 000837 1 May 29/99 4 0107

Start typing the first three or four letters, arwhd press enter. Notice the
speed search starts right away, and within a ¥rgelemds on the first match.
This may not be the right guest, for example yoghnhave 100 Smiths on
file. Use the arrow key to select the right oneuYaight ask for the street
name and number, or say

And the Reservationist asks: That's Mr. Adams d@Blue Ridge Crescent?
The Guest answers: That's right.

Notice the screen also shows you the number dSyiand the details on the
screen are for the last one. If you want to sewisills, press the F10 key and

all appear. This might be useful if your guest sdys liked the room we had
two years ago and didn’t like the one you gaveassyear.’
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When you get the right one, highlight it and prester. All the guest
information appears on the screen. In the caserofAllams, this second
guest preferences screen appears, because tifansation from the
previous visit in the comments field. We call thisalue added selling
opportunity. That is, a chance to add value to yuest's stay, without it
costing your property money.

Comments : requires foam pillows for alergies

And the Reservationist asks: Mr. Adams, would yke e to make sure
those foam pillows are waiting for you again sir?

Mr. Adams loves it. | can tell you if you treat MEat way, | am yours for
life!

Back on the first screen, all the previous inforigrais displayed — credit card
info, corporate, preferred room type, rate typel even the last room
number, which the computer will try to rebook ifadable. It also shows you
number of previous visits, cancellations, no showkP. status, room rate
and last revenue. Run through the information withr hand on the mouse
ready to point to any fields that must be chan@amhfirm the information

like this: We have you at 2108 Blue Ridge Cresc¥ittoria BC, Do you
want to guarantee the reservation with your Amex egain sir?
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The Guest answers: That will be fine.

And the Reservationist asks: | will need the nepigxdate for your card Mr.
Adams.

The Guest answers: It's currently 1000.

When a change is necessary, point to the field ctiokland change and click
OK. The reservation is complete.
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Here is another example of why guest history cae gau time and money.
Lets start another reservation and copy from hysfimr Barry Adraktas. Oh
Mr. Adraktas | see we have just sold out. Perhagmald recommend the xyz
hotel down the street. The bad list saves you fiaking undesirable
reservations. Is there anybody you would like tolede?

Now the question is — is that faster and bettesgservice than taking all the
information over again every time? How much woubdiyregular guests
appreciate your being fully prepared for them exeang? As a regular
traveler myself, one of the first impressions | fyetn a property are based on
using guest history, and having my registratiordGard check in all ready for
me when | arrive.
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Reservations - Taking a Reservation for a Specific Room
Number

So far the reservations taken were all auto-blockédt means, we selected
the room type and did not have to select a roombeunMany reservations
require you to pick a specific room number to eaghe guest gets what he
asks for.

Manual blocking makes more sense for guests that avparticular room
number, or who make a request like ‘I need to be twethe elevator since |
have a bad leg.” Or ‘Can | have room 102 again.lWe the view of the
lake.’

Auto juggling would likely not meet the guest’s deeo his room should be
manually blocked. To do so, start the reservatkmthe examples shown in
the previous topics. And before you finish, gofte block room screen. Or if
you forget while taking the reservation, it is e&syall it to the screen again
and do it after the fact. Enter the room number@ndplete the reservation.
A Manual Block is put on the room, i.e. a yellow B.
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Frequently the F6 screen is used in conjunctioh wianually blocking a
room. Click on the Show Available button. The sarakeady knows your
guest’s arrival and departure dates, so just €lkkThe F6 screen shows you
only rooms that are available on the dates reqgde§tigoose a room, press F4
and enter it in the block rooms field. Accept thearvation. Notice that the
last window shows the room is manually blocked, gnedF6 screen shows
the block with a yellow B.

There are three advantages to auto blocking, hunyay not be able to do it
all the time. However, even in the most unique smdller properties, there is
still an opportunity to auto-block at least 40 aricof reservations. We're
talking about the kind of reservation typically redike ‘I need a nonsmoking
room for 2 nights for my wife and |, so we neegugen sized bed.’ A perfect
opportunity to auto block.

The first advantage to auto-blocking is that ieister and easier. You pick the
room type, and the computer picks the room number.
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The second advantage is the auto bump feature. Whehave a reservation
that wants a room that is already auto blockedplsimmanually block the
second reservation to the room and Five Star askaliwant to bump the
first reservation to another room.

The third and most important advantage is a featalled auto-juggling. The
night audit automatically evaluates all auto-blatkeservations, (not
manually blocked ones) to increase the yield ofpitoperty. For example
when it finds a situation like this, it may move tfeservations from room 109
and 106 to 108, making it possible to block otleservations for the other
rooms for the whole month. This juggling is a prscgou likely do now, and
Five Star reliably does it every night for the wdpkoperty. Experts say that
since it typically takes three reservations toigehe way of a fourth, on
average, juggling can increase the yield of a lvasgrvations property by up
to 25%.

Learning to use Five Star -41 -



Reservations - Advanced Reservation Features

This section covers a range of features Five Starsofor reservations in
addition to those we have already covered.

You can set Five Star to print confirmation lettimsevery reservation or for
just the ones that request them. And confirmatattets are user defined,
meaning that you can change them to suit your exagtirements. They can
include any of the pieces of data you record inryeservations, including
confirmation of special requests and preferences.

To request a confirmation letter select the othetdm, then click on the
confirmation letter required box. In addition omstBcreen you can request a
deposit letter, or you can request a deposit daltaount, and specify the date
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it is required. When a confirmation or depositdeit printed it shows in the
confirmation letter printed field and the depositér printed field. If a
registration card is printed it shows in the ragison card printed field. If a
deposit is received it shows in the deposit amoeeived field and in the
date received field.

Five Star logs every reservation, check in and kloeit with the date, time
and operator who did it.

Every change that gets made is recorded as weli,allithe details. In this
example, you see the reservation was made Junel231® by Peter. It was
changed by Peter June 9 at 15:26. The arrivalateterged from June 4 to
June 5. The departure date also changed by a Heyate type changed from
rack to corporate, and the room number changed 1@8to 109.
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For guests that require other amenities like drctite room or parking, these
charges can be recorded in the other daily chagesn. This is only for
transactions that take place each day, or in tee cha weekly or package
rate, once for each package or week. The night ailllipost the charge and
applicable taxes each night automatically to thesgfolio. Use the other
daily charges button on the reservations screen.

Do you ever have to turn away a guest because rgofuly or can’t
accommodate his specific needs, or because you want the guest? The
turn away and wait list feature helps. When youtgéhe point in the
reservation where you don’t continue, click thentaway button. Choose the
reason you stopped, and fill in any blanks you wanand save.
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There is a report called the Turn-away/Wait Ligtar that shows you the
reasons from a statistical perspective. You caallrgoests that were on the
wait list, or just use the statistics for evalugtehanges you may be
considering to cut down on the Turn-away opportasitost.

When a guest calls to cancel his reservations gowaickly find him with

the speed search in the reservations screen. Sadegtiest, and choose the
cancel button. You will be asked for the name efplerson canceling, such as
a secretary or spouse, if it is not the guest.

When you Ok it, a cancellation number is generafee. reservation is
immediately moved to guest history, where the ciaitoen number, date,
time, operator, and person canceling is recordbd.next time you take a
reservation for this guest the information will displayed.

It is easy to change a reservation after it isrtakio to the reservations

screen, and using the speed search, type théefivdetters of the guest’s last
name, without pressing enter. Use the arrow keyotdown to the right guest
and press enter. Use the mouse to make the chthegeglick Ok and you are
done. All changes will be logged in the edit logldine view changes screen.
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Reservations - Yield Management (not available in Five Star Lite)

Five Star yield management can be used in a sisgalsonal way, but is
powerful enough to be very sophisticated too. Atshmple end of the scale,
you can set any number of rate types up, and ynspeacify seasons.
Summer months might be higher, while in winter nhanprices may be
lower. Also in winter you might not set up someergpes, so they cannot be
used.

The yield management system has two types of pdogrol. The first is
based on occupancy percentage and the seconckis tiapreset dates. On
the occupancy percentage screen you create upds®f pricing. As the
percentage occupancy goes up, the price can gbhigcreates urgency for
guests, the same way an air flight is priced. Tdréiex you book, the better
the price.
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Some properties set up a single percentage ratgaocy on the first line and
leave the others, and then set the price incredsdaa 0. Do this if you don’t
raise your prices when you are about to sell oud,a least you want staff to
not discount. They see the yellow dates and knolotd their ground on
price. Even a simple approach like this can sigaiftly increase your bottom
line. Every property should practice at least kil of yield management.

The second way to set up yield management, by ddtegenerate more
additional revenue. You can preset dates in thg datie screen to increase
prices. This way is better because you get thes pinicrease from the first
reservation booked on the date you set. Use treev&itability window

history to review your last year, same dates. Cambiis information with
your own forecasting techniques, and set up altitites in advance when the
price will change.

Do this for all the busy weekends in the summaerg lveekends, Mothers day
etc. You can also specify dates that are closedrteal, for example
Saturdays in the summer might be set to not pexmiitals, so that you
always get Friday and Saturday bookings.

It is very quick and easy to copy the rules foneeg date to the following

same day of the week next week. Here with 10 clafkbie copy button the
whole summer of Saturdays is set up.
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The other popular feature is the pop up messagernfthe date screen of
yield management allows you to send messagesft@stthey take
reservations. These messages can be remindersmtoing on the date, or it
could advise on special events for the date. Hene'esxample of a reminder
to sell packages for June 5. What a great way {sellpand add value to your
guest’s stay.

You can set rounding rules so all prices rounddaénts, or 95 cents, or the
nearest 9.95 etc.

You can also set the minimum number of nights. Comignyou would use
this for Friday and Saturday nights to limit thenimum stay to 2 nights on
busy summer weekends. Again, even if you set tteeinarease to zero, you
are doing yield management because staff knowsrdiscount rates on
those dates. Here is an example of what the Fhadpilitiy window looks like
on a date that yield management has been activated.
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When you start a reservation you see the percen@ggancy dates, rates
and tier level shown in yellow. June 5 and 6 arngples of date yield
management, and June 8 and 9 are examples of euyupercentage yield
management. When you quote rates a little furthterthe process, the rates
that show in yellow have been impacted by yield agament. And finally,
on the reservation screen when Yield Managememwsimred, your staff
knows the price has been changed, or at leaststimyld not discount prices.
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Group Reservations (not available in Five Star Lite)

The group system is designed to make fast resengtor groups, do instant
check ins, offer flexible transaction control dyyithe stay, and do fast check
outs. Coupled with reports for managing groupsugrsales history report
market analysis, and group sales forecasting, itree $tar group system is
powerful and flexible.

The group reservation process starts on the maimpgscreen. There is lots of
room for name and address information.

The cutoff date is the date you require a roomistgoly. There is a group
cutoff report that shows you who should have deit fist by now.

The deposit required and date required are alspledwvith the night audit
deposit cutoff date report to ensure that you géd pn time.
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The market source code allows you to do analysistmere group business
comes from.

Checking the group pays room box will result inraugp master folio having
all the room and tax charges for the whole grougtgubto it. With no check
mark in the box, each guest’s folio gets the rotwarges. When you book a
group of 50 guests and 50 rooms for the guests, &iar creates 51 folios,
one for each group member, and a group master. &lien if all room
charges go to the master folio, each guest stil ge incidental folio for
phone charges, dining room, etc.

If the group charges will be invoiced, enter thepooate code here. If the
reservation is coming from a travel agent, you eater it here.

Enter the arrival and departure dates, the estianatenber of rooms, and
number of guests. Five Star calculates the numbguests per room. This is
an average number, and is simply used as a défesdive you a little time in
entering rates on the next screen. With the fosten complete you are taken
to the details screen to block rooms.

The screen shows all your room types, what you wabtock, and what's

left to be blocked. It defaults the number of gagwr room from the previous
screen, and you can change any of these numbeag.slinply start you off

to save time entering the numbers. Use the arrgw t@ego to the date you
want to block, and the room type.
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If you want to check availability for the dates treup will be here, click on
the availability tab or click ALT-A. You see the Byailability window just
like when you take a regular reservation. Clickkoacthe Blocking tab, or
press ATL-B, and enter the number of rooms you i@nthe room type.

The screen fills in all dates, and you can overade enter other numbers.
This way you might accommodate 8 guests on therfight, 10 the second
night and 7 on the third night, exactly as younugroequires.

When you are done, the room availability is immesliareduced and the

rooms blocked for the group. You can return todétils screen any time to
modify the room block for the group.
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Group Reservations — Room Assignments  (not available in Five Star
Lite)

The next step in the life of the group is the rptef the rooming list. If this

group is a wedding style group where guests calhih book independently,
this step is skipped. To enter a rooming list, @the Pickup/Assign Names
screen. The assigning of names to rooms in FiveiStalled Picking up the
Room.

If the first guest on the list is arriving the ddng group arrives, just press
enter and the arrival date field is filled in. & Is staying the group number of
nights, press enter again.

Type the last and first name. Notice how it fixesiytyping.

Now in the room type and room number fields youehBour choices. First, if
you leave both fields blank Five Star will simplgsggn any room type pre
blocked, to the guest. Second, if you press FBarrdom type field and select
one of the types on the list, that room type walldssigned to the guest,
without having to specify a room number. Thirdave the room type blank
and select a room number from the F2 list in tleerraumber field. Notice
the list only shows you room numbers for the rogpes blocked in the
original screen.
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The fourth option is to enter a different room typehe first field that has not
already been pre-blocked. A block will be addeth®group, and it will be
picked up as well. Conversely, when you take onthefirst three choices,
no block is added, simply one of the current bldsksicked up.

If you have more than one guest in a room, entesétond name, and Five
Star will create a sharer folio automatically. éffuyhave a second and a third
guest to enter you can.

On the second line the example is a guest whotiamiwing on the group
date.

At the end of the entry of the rooming list click@nd you are asked a few
more questions. You can specify whether you watd blocks or manual
blocks for the group. When reservations are made avB (manual block),
the juggler does not change the room numbers asign

If you prefer the room assignments to be optimizgthe auto-juggler during
the night audit, answer no. Also, if you answer, yasl if there are auto-
blocked guests in the area of the property whexagthup will be, they will
be moved to other rooms of the same room type. Eweau answer no to
auto-block the group, any members with specifiamgmmbers assigned in

Learning to use Five Star -54 -



the first step will have manual blocks assigneds Thuseful if you want a
special room for the group coordinator. Most grpigk-ups are made as
manual blocks.

Lastly, you can specify the area of the propertstéot the pick up from, or
the floor. Five Star prints a report showing youatvirou asked to be blocked,
and what it was able to block.

For wedding style groups that don’t provide roomists; that is, when
guests call in to book as part of a pre blockedigrase the following
technique to block the group.

Start a regular reservation based on the dateguist will be coming, You
can even set the arrival date before the groupayior the departure date
after the group leaves. Don't pick a room typeate itype yet. When you get
to the reservation screen, press F2 to copy fratotyi. Then press enter
when the highlight is on the first option, to cdpym current reservations.

Type the first few letters of the group name. Sellee group master folio. It
is always the first one on the list, and the roamber will be something like
ZGO01 rather than an actual room number. Selecidtadl the details of the
group will be copied to the new reservation. PAsE-L and change the last
name to the guest’s last name. Add any other nami@ddress information
you need. Press enter to get to the room type. field
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Press F2 to show the room types that are avaifediie the group block.
Select a room type and rate type.

When you finish the reservation Five Star assigresoa, in other words,
does the pickup. It does not reduce the numbesahs available, like a
normal reservation does, because you have copgeeervation from the
group master folio.

Once the group list is complete, use the Cancedddel Rooms option on the

Group Management menu to give all rooms back tentwy that were
blocked and needed.
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Guest Check In and Walk In - Check In a Reservation

We distinguish a check in as a guest with a resiervaand a walk in as one
without.

The single biggest thing Five Star can do to imprguest service on check
in, is to have registration cards all ready printden the guest arrives. Have
you ever had a regular guest complain ‘Why do lagtsvhave to fill in your
guest card — | have been here many times’?

Five Star can print registration cards in advanitk whatever information on
them you want from the reservation file, along vatty other text you need.
Five Star prints registration cards on either blpager or it can print on your
forms. The layout of the card is user defined. \Wggest you use blank paper,
because of the significant cost saving. A plaingedprm costs about a ¥z cent
each whereas preprinted forms can be 5 to 10 eawsts We know of one
front desk system that cost justifies itself basedorms savings alone.

Before the person coming to your front desk witticeises gets to the desk,
you can be ready for him. Pop in to the Today’sRdventory program to
quickly see what room types you have availableaseahe guest is a walk in.
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It shows you the number of rooms in the propeftg,number occupied
tonight, the number of guaranteed reservations;,guamanteed reservations.
These numbers make up the projected availabiitgaddition, it shows the
number of guests that should have checked outhawen’t yet. What's left is
what you can have right now.

In this example you can sell any room in the hoakbpugh you only have 2
non smoking double doubles left.

When you know what you have to sell, go to the khescreen and wait for
the guest.

Start by greeting your guest and asking ‘Do youeteveservation?’
The Guest answers: Yes my name is Jeffery Adams.
And the Reservationist asks: Would you spell yast hame?

The Guest answers: Adams. ADAMS.
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You have a check in. A check in can be done intths &s 5 keystrokes.
Speed search on the name, just like reservatiogaest history. Select the
name from the list, and his information is displhye

Notice that the check in screen is the same aseegvations screen. This is
one of the reasons Five Star is so easy to ledrthémain screens —
Reservations, Guest Check-in, Edit In-House Gu&sate Additional
Accounts, Guest Check-Out, Cancel Guest Check#hgt Guest History, are
all exactly the same program. Once you have leamesetvations, you
actually have learned 75% of the whole system.

Give the guest the registration card from the bafdhose preprinted. Check
the settlement method, and ask ‘May | take an imi your credit card
while you check the registration card and signAtess enter and the guest is
checked in. Give him his key and thank him for gtgywith you. It is that
quick and simple.
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Guest Check In and Walk In - Walk In

A walk-in differs from a check-in in a few key ase&Vhen you asked your
guest ‘Do you have a reservation?’

The Guest answers: No | don't.

So you start the walk-in process. Select the ipston on the lookup list to
walk in the guest.

The F5 availability screen helps with a walk intjlilse it does a reservation.
Ask the guest how many nights he will be staying hat type of room he
wants. Rates are displayed and you can negotiaterite. Rates displayed
are yield management adjusted. If the guest dectime stay, you might use
the turn-away button to record the decline, so yaatistics are updated. If
the guest accepts, continue to the walk in screen.
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At this point ask him if he has ever stayed withi yp@fore. If he has, press F2
and copy from guest history just as if you werertgla reservation. All the
same suggestions apply, with one difference. WhenQK the walk-in it

will tell you the room number you should give hinetkey for, and it will ask
if you want to print a registration card. Prinaitd have him sign it. If the
payment method is cash, then you will be takeméopayment screen too.

If the guest has not stayed with you before we ssiggou give him one of
your old blank registration cards from before yaul lfrive Star and ask him
to fill it out. This is a great way to use up yald cards, and since they are
only for walk-ins now, they will last much longer.

Ask the guest how he will be paying, and swipedteglit card. By doing the

things in this sequence you get the guest busy aighy, which does not
make him feel like you kept him waiting.
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Fill in only the last name, settlement method, re@nd rate. Ok the check in.

If the guest is paying cash, a further screengpldyed, to remind you to take
the cash on check in. Select the payment methedsmanter to get to the
amount field. The screen shows you how much mooégke in, and if you
press F9 like it suggests at the bottom of theesgrine amount you need to
collect is automatically posted. Click OK twice aywlr guest is checked in.
It will print a receipt for the payment if you wamtnd then it shows you the
room number assigned. Give the guest the key amkthim. Again, it's very
simple.
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We prefer this technique over the style of walkvimere you ask for all the
information and type it as you ask, then printgisteation card at the end.
This is much slower, makes your guest impatierd,iarusually stressful for
staff particularly the least computer competent neers. It results in spelling
mistakes and less than professional results. Idstelaen you get the credit
card, type only the last name from it. Then pregsreto get to the card
number field, fill it in with the expiry date. Pieenter to get to the
adults/kids/rooms fields and fill them in. Compléte walk-in without
printing the registration card, because you haegeotte the guest filled in.

Then, when the desk clears, and you have a few migimgo to the Edit In-
House Guest screen, find the guest and fill inrést of the blanks.
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Group Reservations — Groups In House  (not available in Five Star Lite)

On the date the group arrives, you must checkémibster folio like any
regular reservation. There is no need to check gaekt in individually, or
even do anything on the computer as you get thstglre to the property.
Print the Group Report. It shows the room numbadsguest names. As the
guests arrive, give out the keys from the report.

When the group is all in house, run the fast chiegitogram and all guests
are checked in instantly.

When all guests are checked in, use the Cancea&=Rooms program on
the Group Management Menu to release unused rdahsvere blocked for
the group. Use the release option to do this.
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While the group is in house, room charges may lstepioto the master folio
or to the individual folios, depending on whethes Group Pays Room field
was checked or not. Other charges will still betpdso the individual folios.

To quickly copy charges to the master folio useTtrensfer Charges
Program. You can move every charge, or just selduiténg codes.

On the date the group checks out the fast checkavaen does it for you fast.
For each folio that is to check out today, that&asro balance, the fast
check out screen instantly checks out all folios.
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Record Guest Charges and Payments

All guest charges, payments deposits, cash salpstments, refunds, etc.
can be recorded on the Record Guest Charges safeertan access it from
the hotel menu, or while doing anything else fréwa E7 Tools menu. You
also see the screen when checking in a guest vaaetdement method has a
zero credit limit, such as cash, cheque, debit eaxdAnd you see the screen
when you do a check out. There, you can post lpgstihal payment, as well
as other charges such breakfast, as you posttthensent. Lets run through a
few examples.

To record aradvance depositselect the guest folio to which the deposit is to
be recorded. An advance deposit is automaticafiyele by Five Star as any
payment made in advance of the check in. The reGorest Charges screen
normally shows you only guests that have checkgsimte that's the group

to which you do most of your postings. But for deipgy normally you select
the first option on the screen to show guests byena

Next you see the list of transaction codes thatbeaposted to guest folios.
This list is, of course, customized to your propsrheeds. We have
structured it for easy learning. There are sectibascan be speed searched
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on, by typing the first letter or number.

Five Star has groups of codes like this:

1 digit number for all payments types,

2 digits for refunds,

A for adjustments,

D for dining room & bar charges,

M for meeting room charges,

R for room charges,

S for sundry charges,

T for telephone charges & taxes.

You can use any system of codes you want, bubtieshas worked very
well.

Select the payment code and press enter. In theerafe field enter the
cheque number and the words ‘Advance Deposit’.Peater to get to the
amount field. Enter the amount, press enter, aed dhck the post button.
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The guest folio immediately reflects the deposd sau don’t have to
remember to transfer it to the folio before thegudhecks in. Also, you can
see it on the Other button of the reservation [ikestly, there is an option on
the Confirmation Letters and Cards program thattpra deposit receipt.

The next common type of transaction is thlephone charge Normally if
you have the Five Star Call Accounting program oakaccounting
interface, there is no need to post such chargabey will automatically go
to the guest folio. If you don’t have call accowgtior an interface, follow
these steps.

Select the guest by room number. Note that if yoom numbers are 3 digits,
for example room 203, you must speed search on monber 0203. If you
type only 203 the search will not find the rooms@\l if you want to search by
name, you must choose the first option — searahelnye.

In the billing code field, press the T to initi@espeed search, and don't press
enter. Arrow down to the long distance charges cadd select it. Enter the
amount, and then post it. The charge is instanmtlthe guest folio. Taxes and
markup will be posted automatically.
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Dining room charges are just like telephone, asrarst of the others, except
that they are usually posted with taxes and tip=adly in the total. Select the
guest, and speed search on the D, select thegbitide and post the amount.

Five Star can process all types of non guest dites;ash transactions,
vending machine receipts, parking, etc. The mostoon is the cash sale at
the desk, like candy bars, toiletries, faxes, Ehere is a special folio preset
for these transactions called the Daily Cash Jatdis. This folio always has
a zero balance because the purchase is paid for thhesale is made.

In the room number field type ZNON and press er@etect the billing code
for fax — T3 and press enter. In the reference fy@lu might enter the fax
number and the number of pages sent. In the anfielohtif you know the
pretax amount you can enter it.
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If you need to perform a calculation, press Fahmamount field, and the
calculator appears. It has a unique feature -THe transfer’ button. To
illustrate its use, suppose your guest sends 7spagl.75 per page. In the
calculator, click on 7, then *, then 1.75, thengsrenter, then press ALT-T to
transfer. The result will be put into the amousetdi

Since you must record the payment now too, onelkersd line press enter to
select the same room number ZNON. Then select patyooele 1 for cash.
Press F9 in the reference field to repeat the gesur from the previous line.
The balance figure on the left shows you the amtwnbllect including
taxes. Enter this amount and post.
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Use the Record Guest Charges screen to post roargeshtoo. Since the
night audit normally posts room charges for yoer¢hare only a few
examples you need to do here. Day rate chargesdsheyosted here, where
the guest checks in the same day he checks @auguést checks in late, after
the night audit is run, you will have to post hi®m charge in this screen too.
Enter the room number, the billing code (all steith R in our scheme) and
the pretax amount. The room charge and taxes witidsted.

Charge adjustments happen the same way, heresisaanple of a room
charge adjustment. The amount is entered as av@ositmber, you don't
need to enter a minus sign for the adjustmentdaae the folio balance.
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Record Guest Charges - Shared and incidental folios

In addition to the main folio, you can create irgithl and shared folios too.
Some guests need one folio for room charges, arfedd or phone charges.
We know of one property that requires no less théslios per room — 2
guests per room, each with 3 bills.

Create additional or incidental folios in the CeeAtlditional Folios screen.
Simply select the guest, change the name to adddhe incidentals or
dining room etc. and click Ok. You have 2 folios.

Five Star always shows the main one first on asty éind the incidental or
shared folio second. Also, the number of rooms shasvO for the incidental.

You can use the transfer guest charges programsity enove specific
charges or all charges from one folio to another.
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You can also use this program to create shareastdihat is, two guests
sharing the room, each with a folio splitting tkem charges. Select the main
guest, change the name and address as requireengancalf the room
charges. You will need to make the main folio rocmarges half if you
haven't already done so.
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Package Plans (not available in Five Star Lite)

Five Star is very popular amongst resorts and s@gkiice inns partly because
of its strengths in handling package plans. Youaraate single day and
multi day packages like the ‘2 Day Golf Package’ddotal of $600 for
double occupancy, which includes room for 2 nightsakfast and dinner for
2 with 2 days of golf for each person. The folidlwimply show the title,

with one charge of $600 plus taxes, while yoursadports and accounting
records will automatically split the total into thiarious departments and
nights.

Lets look at how it does this. Packages are sét the Room Rate/Rate Card
screen. Of these rates you can tell this one ackgpe because it is a type P
rather than a type N for nightly, W for weekly orfist monthly. This

package is for golfing. It's price is for a 2 nigdtay. The guest folio, for
double occupancy will show Golf and Meals Packdtgr she second night
for $600. Taxes will show on separate lines asiredu
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The components of the package are detailed ondtieage screen. On the
first line is the food component of the packagés 40 per person per day,
posted nightly, and not shown as a separate lirteefolio. The second
component is the green fees, at 60 per persongye™d the bottom is the
portion of the $600 rate that is left over for them charges, or $200. That's
600 - 80 x2—-120 x 2 = 200.
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Guest Check Out

If you want to save lineups in the morning, useBkpress Check Out option
on the Display/Print Folios program. It prints thié folios for guests checking
out on the date specified. Put the folio underghest door before he gets up
in the morning, with a note that it is not neceggar him to come to the front
desk to check out. Most city properties use thebméque to save time at
check out, and to improve guest service. Many lassirtravelers prefer the
express check out.

Start a regular check out by selecting the roombermWith the guest on the
screen, and before you click OK, press F7 toold,smtect Display Guest
Folio by pressing ALT-D. The program already kndiws guest to select.
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You can print or display the folio to check the ies before you do the
actual check out.
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Press F4 to exit the folio check, and then chodsad Check-Out. You will
be taken to the Record Guest Charges screen, tegg@ny final charges and
to record the payment. Select the payment methwtpeess enter to get to
the reference field. If the payment is a creditdcanter the authorization
number. In the amount field, press F9, and thetduedance will be entered in
the amount field. Choose Post, and a final copyheffolio can be printed for
the guest.

If you have a last minute charge to post, like kigst, simply do that on the
first line of Record Guest Charges, and then om#x line, enter the
payment. In the amount field you can press F9 hadalance including the
breakfast charge will be posted.
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When the guest checking out is not paying, buedtyou will be invoicing
his company, we call it a direct bill. The corperabde field must be filled in.
When you get to the payment screen, select codevdice Balance
Outstanding — direct bill. This special code causge Star to print the folio
as an invoice. It prints the corporation name atdtess in a position where
you can fold it and put it in a window envelope.

The night audit will print a report for all direbtlling done that day, and if
you have the Five Star back office program, anite/avill be posted to the
Accounts Receivable module.

Do you ever have the guest who comes to the fresi the evening before
his check out and says he has an early flightvandd like to settle up now?
When this happens, you have an ‘advance check &ite Star can do this
the day before check out only, and only for nigistigy guests. It can't do it
further in advance, or for package, weekly or mhnstay guests.
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Start the check out as normal, and you see theagests this an Advance
Check Out?’ If you answer the question Yes, yowehav advance check out.
Continue to the payment screen. Notice the firg Is automatically a room
charge. This way when you take the payment it widlude the final room
charge. On the second line, to record the payrpeess F9 in the amount
field and you see how much the payment should be.

When the advance check out is done, the guestualfcstill in house, not
checked out. Tomorrow morning you will have to dhlim out to confirm
that he is really gone, and the night audit wilt have double posted the
room charge. At the point where we answered Yekda@dvance check out
guestion, if we had said no, this would have crbate ‘early check out’. The
difference is, the guest is checking out right ndtve screen takes you to the
departure date field to change it to today, ancttieek out proceeds as
normal.
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Guest Check Out - Cancel Check-Out for Late Charges

If you incur late charges or check out by accidins, simple to cancel a
check out. Select Cancel Check Out from the hoeiunselect the guest, and
click Ok. the guest is checked back in for morergba. You can only cancel
a check out before the next night audit is runeAthat, since the guest has
already been transferred to history, you no lomger.
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The Four Keystroke Night Audit

The Five Star Night Audit is fully automated andtfdt takes just four
keystrokes to run. While every property is differeand every day is
different, we tested a 190 room property, with §d@ms occupied in the
summer, running on an NT server and a Windows 9&station, both
Pentium lIs, 350 megahertz, on a 100 megabit nétwbtook just 11
minutes!

There are a few things you should do before youhlmemight audit. Make a
backup. Print a house status report. Print a rdwenges preview and
compare to the registration card to be sure theecbcharges will be posted.
When you are ready, click the Night Audit, thercklstart, then select the

printer, and then click run. It's that simple. Astah stage a report is printed so
you can see and prove the accuracy of the infoomati

First it will update your inventory for no-showsdastay-overs, and can post
guest credit card no-show revenue.

Next it prints a simple report showing arrivals atepartures for the day.

Learning to use Five Star -82-



Then it posts other daily charges, such as thandbe room.

The next report is a very important one, the poshr charges report. It
shows room charges plus taxes, and posts all t&t fpi@s. It also breaks
package plans in to their accounting componentpdsting at a later stage of
the night audit. Lastly, it provides a balancintat@alled net change to the
guest ledger. It puts an asterisk next to the roates that have been changed
from the standard rate so you can spot the exaeptio

Next is the guest ledger report. It shows all gueshouse plus those that
have deposits. The total on this report repregbetbalance of the guest
ledger account in your general ledger, or in otherds, the amount that you
would collect if they all checked out right now.& fight-hand columns of the
report are used to balance from yesterday to tdeisg. Star knows the
balance today and remembers the balance yestdrdalyes yesterday’s
balance, adds the net changes for today for thetgaled compares the total
to today’s balance. If there is a difference, sdnmet has gone wrong. So at a
glance you can prove that your numbers have nat besssed up.

The next report is also a very important one fdaibéing and control
purposes. It shows every transaction for the dayed by transaction billing
or receipt code. It is identical to the end of shéport, except that it prints for
all users, and it shows the room charges and trex diaily charges. Use the
net change to guest ledger total at the end ofhleges report for balancing
to the end of shift report totals.

Further down the report the general ledger jouenddy is created. You can
link Five Star to your chart of accounts in thed=Btar back office program.
When this report is run, Five Star posts to its daok office if you have
purchased it, or it simply stops at this point @anavides you with a report on
what to post to your other accounting system. If yee Accpac Plus you can
configure Five Star to create a batch file thatgesrcan post to its general
ledger.
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Next a report is created for all your accounts ined#e postings. Use it to
reprint invoices from the folio history program fmailing the very next day.
If you have the Five Star back office module, theseices will be posted to
the accounts receivable module.

The next step is the calculation of travel agemmmissions. Any guest
booked by a travel agent, who checks out today,apjbear on this list. You
simply enter a travel agent code in the travel afield in the reservations
program for this to happen. The commission wilplosted to the accounts
payable module if you have purchased the Fivel&tek office program. All
you have to do then is print the cheques. Thisiesaf the things Five Star
can change most from a manual system. It is af ook to track and pay a
$5 cheque to a travel agent if done by hand. Aryihgeravel agents is one
of the simplest things you can do to increase caaop.

The Daily Revenue and Statistics report is the rimogbrtant in the night
audit. It shows your sales figures daily, monthig gearly. It breaks them
down into revenue categories of room, miscellang@lisphone, food &
beverage. Then it shows payments, taxes, gratugtiesdirect billing. It gives
you a revenue subtotal. The exact billing codes ldom rack, or room
seniors are based exactly on your property’s rezeources.

The second section of the report is for statisiiti@rmation. It also has a
daily, weekly, and yearly column. Apart from stads like new reservations,
check-ins etc, it shows all the important averagjé/date and percentage
occupancy figures.
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Housekeeping & Rooms Out of Order

Housekeeping with Five Star is simple, and reallyes time. Print the
housekeeping report for your staff each morninghtiws which rooms are
clean and dirty. It shows guests who are checkirtgwhich are staying, and
which are checking in. The status of the room ckaraytomatically when the
night audit is run, that is, occupied rooms becalimgy. When a guest checks
out, or moves to a new room, the status autombtichbnges to dirty as well.
All you have to do is change the status to cleaannthe housekeepers tell
you. Or they can do it themselves.

You can use the update room status program to lguiblange the room to
clean. Simply type the room number and it showstheucurrent status. Press
enter again and it becomes clean. If you keep ipggsiter it selects the next
room and cleans it. Or you can clean the whole gntgoy pressing F9.

If you order the Five Star telephone interface amily, the housekeeper can
tell Five Star the room is clean simply by presdiags on the telephone and
the room is automatically cleaned.
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Use the Put Rooms out of Order program to take soau of inventory for
repairs, maintenance etc. You can specify a datarmia date back in
service, along with the reason. If you press F&fogport you can create a list
of maintenance requirements sorted by date owtrefce. This produces a
maintenance schedule.
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Guest History

One of the greatest improvements all propertieeeagn who have recently
computerized, is guest history. It's also the bgggeason new users tell us
they computerized. Knowing all the details abouhbmur past and future
guests, and being able to sort and select out gtmsspecific marketing
reasons is the objective. Since Five Star excelsdse areas, it is no wonder
it is so popular. We characterize Five Star asdB0?o for front office
management, and 50% for guest history, marketingdénect mail to past and
future guests. That's because fully half the fezdun Five Star are focused
on the latter.

For every guest, past present and future it shamsenaddress, postal code,
credit card, corporation billing information, trdagent, preferred room type
rate type, rate, all preferences, guest historgsyatomments, who took the
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reservation, and the date and time, and the sambdaheck in and the
check out, other daily charges, deposit information

It keeps the number of visits, and it keeps a#l thformation for every visit,
none is filtered out. So if your guest calls angsdae didn't like his last room
but he liked the previous one, you can quicklytheeright one. When you
copy from guest history, when taking a reservagion see only the last visit.
That way you don't have to wade through a much éorjstory file.

On the other hand, to quickly view any other vigitthe same guest, press
F10 and you see all visits. All information is cegj including number of no-
shows and cancellations to the new reservation

All this information is available to you in the @ generators and the user
defined cards and letters program. To add any feellreport in one of the
report generators, we use design codes. Detaiesigning your own reports
are explained in the section titled Report Genesafbhe report generator
allows you to design your own reports, while thigelles and cards program
allows you to design your own registration cardsfcmation letters, deposit
letters, deposit receipt letters, and miscellanexhier letters.
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History can also be used to create mass mailingsem very targeted
mailings (not available in Five Star Lite). Usirigetreport generators (not
available in Five Star Lite), you design a sim@part with name and
address. And instead of printing the report Fivar $an output it to a Word or
Word Perfect secondary mail merge file. Five Stanes with instructions to
do a mail merge in these programs so you can mak&iad of letter
imaginable.
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Here is one interesting example: One of our smallgh service properties
did a mail out by having Five Star select all heegfs who had visited 8
times or more between June 1 and September 3defthethanked them for
their summer business and offered them 10% off aosiffior the big fall
colours season. What a great way to fill room$ienghoulder seasons!
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History Folios and Space Required

Have you ever had a call from the person who says Hoing his taxes or
expense account and he lost his receipt? Your ignest course is when did
he stay here, and the answer, of course, is 3 ma@uh. Have you ever had to
go looking for one of these receipts? Well, tnstinistead. Go to the history
folio program. Use the speed search to find thienlame, select it and print
the folio. It's that simple. Five Star keeps eviljo for as long as you want
it.

Don’t worry about running out of space. We haventbérom existing users
that the average 100 room hotel uses about 200byeg&f disk space per
year, including all guest history and folios. S@0% years, even if you erase
or archive nothing, and you have 300 rooms you wgé up 3 gigabytes.
Since the smallest hard drive you can buy at the tf writing is 10
gigabytes, you will not run out of space.
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Standard Reports

Five Star comes with the standard reports you teegerate, manage and
plan your business. All reports can be printediewed on screen, or
exported to an ASCII file, or Lotus or Excel file, Word or Word Perfect
file. If you print a report and then need to pitragain later, simply click on
the printer icon on the toolbar. You see all theorés that were printed on this
workstation under your user id. You can't print@tlusers reports. If you
want to you have to log in under their User ID.dTisi a security feature. You
wouldn’t want a user to be able to reprint a repioely did not have access to
in the first place.

The Arrivals List shows who is expected to arriveamy date today or in the
future. While this is a commonly required reporbther computer systems, it
is less important in Five Star, because the cheskrieen always shows you
who is not checked in yet for today. On screenrmgtion is always more up
to date than a printed report, which is out of detsoon as something
changes.

The In-House list is also a commonly required réfamrshowing you who is
in the property, but it is less important for Fistar. That's because the F7
Tools button on the toolbar has a lookup by namegkup by room number
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and a lookup by reservation number. These aréntiee fast lookups in Five
Star. They are better than an in-house list forghilike checking if someone
has checked in yet, because they show the guéss.s@ll means checked in,
C/O means checked out, and RES means the reseristiot checked in yet.
One easy to access feature finds all guests whathieed, checked out or not
arrived yet.

The group list has a number of functions. First, sbmmary version of the
report shows all groups booked for a period, wheybe have received the
rooming list, the deposit, how many guests are bdalnder groups, and
whether there are rooms that could be given baakvntory. The detailed
list is great for the day groups check in. You deov@ed to do anything on the
computer, just give out the keys to the rooms basetthe list, and then do a
fast check in at the end of the process.
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The Occupancy Forecast report has proven to befoie most important. It
shows you, for any date range, the number of rogmashave to sell, number
of arrivals, departures, guest in house, adult®irse, children in house,
rooms left to sell, total revenue, average daitg @ojected, and revpar. Lots
of useful information.
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The House Status Report is your emergency repoany system you should
find an emergency report, that is a single repout gan print that tells you
everything you need to run the property in the étleat the computer is not
operational. You might have an extended power ffigjlar the computer
might fail, and you need a contingency. The Hous¢uS report shows you
which rooms are occupied or vacant, which are dirtglean, which arrivals,
departures, in-house guests, and their balancesything you need is on one
report. Print it at the beginning of every shifidayou will never find yourself
in a serious bind.

The Turn Away/Waiting List report does double datya waiting list and as a
list of reasons why guests were turned away. Youscat it based on any of
the fields stored.
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Report Generators (not available in Five Star Lite)

A report generator is a program that lets you aegaur own reports. Many
property management systems come with third padgrams that are
designed for report writing in general, and notcHieally for hotel history
reports, market analysis or current reservatioontspBecause the Five Star
report generators are built in, they look and &eelctly like all other Five Star
software, which helps learning. More importanthgy are designed
specifically for hotel report generation. Becausgytare task specific, they
are generally found to be easier to learn, and alie rfor you.

As you review this topic ask yourself if you thitile report generator feature
is easy enough for you to create your own rep®tss is a vital question,
because it differentiates Five Star from many oflystems that offer report
generation capabilities. If you can’t make a répenerator work for you, it
is worthless. So ask yourself throughout this tppéuld you design your own
reports with Five Star? And ask this question djmatly of any other system
that you consider purchasing.

Lets look at a history report design. This reps icorporate summary report,

designed to show you how much business each ofg@porations bring
you.
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The first element of the report design is how gasted. This one is sorted by
corporate customer code. It will give you all thegadfor one corporation,
followed by the numbers for the next. A report b&nsorted by any field in
the report generator, such as the postal codeit caadl, rate type, room type,
travel agent, operator who took the reservatian, etc.

The next element of any report is whether it wél/b subtotals or not. You
need subtotals for each corporation. You might wausubtotal the number of
nights and revenue each corporation brought yawp#rt sorted by guest last
name does not need subtotals, since most guestohéwbeen once.
Subtotals would give you the guest, then a suhttitah another guest and
another subtotal, and so on.

If you choose the summary only button, you willyogée one line per
corporation, rather than one line per guest foheaeporation, a more
practical report. Whether subtotals is set to yasoo the report would show
one line for each guest and for each corporatidneva summary report
would only show one line per corporation.

Next you begin to set up the actual columns inrédp®rt. This report has 9
columns. You can create up to 14 columns.

The first piece of information for each columnhg tdata type. In this field
press F2 to see the list of design codes from tlestchistory file and select
the one you want. In this report we want the carpon name in the first
column. In the first column you should always use data code for the way
you are sorting the report, that way you know gasted right.
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The Format Field is for the way numbers will begemgted. In this case the
column is text so the format is N/A. Press F2 ®tbe other formats. For
number columns you might choose 2 decimal placesfmey columns or no
decimal places for number of guests columns. Ftae Bually suggests the
best format automatically, so you don’t have to end&cisions here.
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The Column Field allows you to choose the widthhef column. Again, Five
Star knows how wide to make the column, and sugdhstright width. If

you are making a very wide report you might haveneke one or more
columns fewer characters. Watch the width coumteet if your report is too
wide. Most laser printers can go to about 165 attara wide.

Five Star suggests what the heading or title ottiiemn should be. If you
need a different heading, type it over what Fivar Stiggests.

Normally you skip the calculation column, unlessi yse the @ CA
calculation design code. You can do plus, minmsesi, divided by, and
brackets. For example you can multiply the numlbenghts by the number
of rooms to come up with the number of room nighitsu can calculate
variances, percentages, differences, averages etc.

The conditions section of the report design is gpsithe most important. It
lets you select groups of guests. If you didn'ateeconditions, you would get
a report on every guest in the history file.

In this example we are saying that the corporatimhe field must be greater
than 0. What does that mean? We want only guestscaime under a
corporation. The corporate code field in each regemn will either be blank,
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if there was no corporation, or it will have a corgte code in the field. We
have included only those guests with this commaethbse to the computer,
blank is less than zero.

Next, we say and the arrival date must be betw86080101 and 19991231.
That is the way of requesting only corporate resandthe year 1999. A
longer report could exclude this second conditixclude it simply by
changing the ‘and’ to ‘n/a’.

‘Or’ differs from ‘and’ in that with ‘and’ both catfitions must be satisfied for
the guest to appear on the report. With the ‘oridition, if either conditions
are satisfied, the guest will appear on the report.

To see now how the report we just designed loakspdhe print history

report screen, and choose the report. This reporild be printed for all
Visits.

Learning to use Five Star - 100 -



Output to Word/ Word Perfect Mail Merge  (not available in Five Star Lite)

Not only can the report generators print reportstihely can also send lists of
names and addresses to Word or Word Perfect ad enarge secondary file.
Merge this list with a letter and you get a custzediletter for each recipient
on the list. This makes mass and targeted maibngslity. We ship Five Star
with an example, the special occasion mailing list sorted by postal code,
to save on the mailing costs. It includes the goaste, address, city, and
postal code. It also includes the arrival date.

In the conditions it specifies that the specialasion field must be AN.
That's the code we use in our hotel for guests whre here on their
anniversary. In the second condition we say thigadrdate must be between
19991001 and 19991031, in other words, last Octaberwill print this
report in August of 2000 and mail it to all gueststhe list inviting them back
this year for another anniversary.
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When you print the report, select last visit ofilgcause you don’t want a
guest who has been twice to get two letters.

Instead of printing to a printer, select the lgstian output to Word
Perfect/Word Mail Merge. This will create a mail igpe secondary file, i.e. a
list of names and addresses formatted to do amw&atye in Word or Word
Perfect.
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To make the process even easier, we ship Fivenitaa Word and a Word
Perfect mail merge primary letter. It says someglhike ‘We would like to
thank you for having stayed with us, and we hopset®you again soon, etc.’
You can easily change the wording, and save ihathar letter, or save many
letters. We provide instructions in the user marfioiahow to use Word and
Word Perfect to perform a mail merge, with the griynletter file and the
secondary address file. The result? If you havst®f 50 names and
addresses in the secondary file you have 50 ledterécely personalized and
ready to be mailed. What could be easier for doligipast guests to come
back to your property?
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Balancing

In order to be able to rely on the reports andrinfition Five Star provides
you with, you must know that it is correct. Balamgiand controls are
amongst the most important features in the Five Ststem. If you can't
prove the sales and receipts are correct, yourameb can steal, and you
don’t have control over your business. The audit &and controls are
carefully designed with the help of accountants @mdusers.

Five Star is your cash register. That means yout deed another cash
register, just Five Star. It will provide you wighreport at the end of each
shift much like an X-out on a cash register, adaut report like the end of
day reporting from a cash register. Here is howirtf@mation flows and is
balanced.
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At the end of each shift each operator must prihetailed End of Shift
Report. It shows you all the cash transactionsiferday, for Visa, Master
Card, etc., with details for each guest. Here S&aith ended her shift,
having taken in 3 cash transactions from Max Kutawkack Carlton, and
John Davidson. She recorded 3 visas and 1 cheaurdotdl deposit is
1717.10. These reports have a grand total at thiea@ed the net change to
the guest ledger. This total will be used for baiag purposes.

If there is a difference between the report anddpgosit, she must make the
corrections before her shift ends. She should tigriinal correct report and
put it in the night auditor’'s end of shift reparay. She should then print a
summary version and enclose it with the deposip ds@gned.

When the night audit is run, it produces the Cheuayed General Ledger
Update report. Its structure is the same as theo€slift report, but it shows
all operators for the day. It is used as a totalllthe end of shift reports. This
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report also has a grand total net change to gedgel, which is used to
balance to the end of shift reports.

Five Star provides you with a form called the Balag Worksheet. Enter all
the end of shift report grand totals first. Addcetlee net change to the guest
ledger for the room charges posting report. Thesemanges in total must
equal the total on the charges report. If so, thertransactions reported and
balanced to on all the end of shift reports exagetjyal the transactions in the
computer at the end of the day.

Back on the Charges and G/L update report you earmsw the transactions
are sorted by transaction code, and subtotaledeTibe general ledger
account number for each transaction code. The repatmarizes each code
into a journal entry as shown at the end of theme-or each transaction
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code total there is a corresponding debit or créaliming the journal entry
for the day.

If you purchase the optional Five Star back officegram, the entry will be
posted in the general ledger immediately. You d@tk the postings in the
general ledger too so that you can prove that edeltgr gets from the front
office to the back office. Each month each accahiotvs every posting.

There is a second balancing point. The guest ledpert shows yesterday’'s
balance, and today’s transactions. It then adds thgether to see what
today’s balance should be by guest. If the totfiédi from what the balance
actually is today the guest is flagged. By prowuingt today’s transactions all
exactly match the deposit, and that none of thesaretions from previous
dates are in error, you prove that the systemnscb

All the balancing described above takes about Xutes each day and can be
done by your night auditor.
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The daily revenue report also shows you its figlmesransaction code, so
you can prove that it is identical to the charges @/l update report. Also, the
net change to the guest ledger grand total on Haedges Report is the same
figure as the grand total on the daily revenue mepo
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Optional Modules Purchased Separately - Call Accounting

If you are using the phone company to call youaaryfou with long distance
time and charges (commonly called HOBIC) you ca#de over $100 per
room per year. A 20 room property saves the prickeprogram every year,
and it can pay for the complete Five Star solutiver 3 years.

Why? The phone company charges you $2.50 pemptadi,long distance
charges of 38 to 55 cents per minute. If you haleaccounting, your long
distance rates will be about 7 to 15 cents a miribef you continue to
charge the rates you are charging now for your tistance services, you
make the profit instead of passing it to the phoompany. If you consider
just the $2.50 charge, and if you see 2 longs migt@alls per day from the
hobic operator, $2.50 x 2 x 365 days = $1875 par yesavings! That's the
price of the program saved every year.

Here’s how to figure out your exact savings. Keépgafor a month of the
duration and charges of the calls the hobic opecatits back with. At the end
of the month, add up the minutes. Multiply the k@@ 15 cents, and that's
what you should have paid. Now add up what yoypdig and subtract the
what you could have paid. The difference is younthly savings. Multiply
by 12 months and that's how much you could saeyear.

Should you get the Five Star call accounting driatparty program? There
are three main benefits to the Five Star Call Aotiog when compared to
other systems. First, with Five Star you don’t naeseparate computer. That
alone saves about a thousand dollars.

Second, the technology is much simpler with Fiver SWith a third party call
accounting program, the many things you need tb gookarge into a guest
folio is:

a cable between the phone switch and the call aticmucomputer, a call

accounting computer, the call accounting progréme, call accounting
computer needs an interface program sending retoféise Star, then you
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need another serial cable from the call accourtorgputer to the Five Star
computer, on the latter you need a Five Star iaterpprogram to talk to the
interface program on the call accounting computer.

If all of these things are working, you get catighe folios. If something goes
wrong you don't get calls posted. Worse yet, ydutba call accounting
company and they say the problem is the propertyagement system and
the property management company says it is theacaflunting system’s
fault. And you are stuck in the middle. When Fitar$rovides you with

both you can't lose.

Third, Five Star does not require rate tables llaae to be updated every
year, as most of the other call accounting sysgenSuch updates usually
cost up to $500 per year, whereas Five Star’s drowgdis just $95 per year.
On other call accounting systems, if your ratedalare out of date, rate table
systems cost wrong. Some don’t even cost at alé Btar's costing is so
simple, it needs no rate tables, which is actuaikybiggest benefit of using
Five Star. Because the system is so simple, maang iweak their pricing
regularly. One 24 room property told us they sa®2600 in the first month
alone, because the owner had complete controlits/pricing strategy.
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There is one simple screen for all your rate ruYesi can charge for directory
information, local calls, long distance, internatd calling card and 800
calls, and operator assisted calls. For long digtave provide for 2 rates
throughout North America. The lower rate is for nagea codes, and the
second rate is for the rest of North America. Themne per minute rate for
international calls.

Fine tuning rates and profit is simple. For exampéncrease the rate from
38 cents per minute, to 39 simply change it ondbreen.

The difference is that other systems base whatfauge on a complex cost
table, because they were designed in the 80’s wdtes were very
complicated. However today, your true cost is mygkr reflected in a rate
table, since most long distance plans are simptadlte per minute systems,
like 15 cents a minute. Secondly, the rates yougehshould not be based on
a cost table but rather on what your market widdib@ hat is what the Five
Star system is designed to do.
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Five Star can read your actual phone bill on digketnd compare each call
cost to its revenue. If you want to see exactlytwioar profit is on your
phone system, you should get your phone bill oketis. Five Star can read
the phone bill and match it call by call with wheds recorded by your call
accounting system. It will show the exact costerale and profit by call.
More importantly, it will show you how many callseanot being costed by
the call accounting, or missed. No other call aotiog system on the market
can give you that level of accuracy and feedback.
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Optional Modules Purchased Separately - Point of Sale

The point of sale is a touch screen system, medhatgnstead of using the
mouse or keyboard, you simply touch the screas.véry easy to learn.
Servers typically learn in under an hour or two.

The process starts by logging in. | will log in viny code PA.
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Since this is my first transaction of the day F8tar prompts me to start my
shift. | enter a float of $100 and start the shift.

| seat 2 guests at table 11, which is green, iscopen.
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| will start a simple chit, consisting of 2 beeag, appetizer and an entree.
Five Star lets you say how the entrees are to éygaped, using preparation
option tables.

By touching send, the orders go to the bar andh&itaespectively, and are
printed for preparation. This saves steps to bdothbar and kitchen for the
server. More importantly, it cuts down on emplojreed. If bartenders and
chefs are instructed to prepare only that whicheooff the prep printers,
then all orders must be rung in to be delivered,iabecomes harder for
employees to pocket the money.

At the end of the order | walk away from the congout
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When the meal is done, | return to log in, go ® dpen table, retrieve the
open chit, and print it. The guest signs a tip ginés me his visa card. | add
the tip, and post the total to visa, print a finapy for the guest, print a final
copy for myself, and close the chit. Standard laitks just that simple.

Let's add some of life's standard complexities.spiit a chit, it is best to
enter it by seat number. Here is a beer for sethieh, | change to seat 2, and
add a glass of white wine, then change to seaiBadd a Chivas Regal. |
return later to seat one and add an entree, théimedsame for seats 2 and 3.

Later | am told that seat 2 and 3 want one bill s@at 1 wants his own bill.

No problem, | can easily edit the seat 3 itemsett &. | touch seat 2, then
edit, then the item to be changed, then touch oménge the seat number.
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Now it is seat 2. | do the same for the rest ofités. Next | touch split by
seat and split and print. Presto | have two bills.

The first guest says he is on the package plarsiging a tip to the bill then
signs it to his room. | touch Other, then changemrmumber, then find, then
scroll down the list to the guest. It shows the aand room number so | can
be sure to get the right one. | select the guestichl how it is now showing as
a chit for the specific guest room.

I touch package plan, and the items that are pahiegplan have their prices
removed from the chit. They still show without @$con the bill so the guest
knows he is getting the benefit of the package,@ad the amounts are gone.
This is important that it be done this way, so floatd and beverage managers
know what their true sales are.

| touch room charge, print the chit and print alate and again, instantly the
chit is on the guests folio in the front office.

What you have just seen represents most of whatiseneed to learn.

At the end of the shift | can print a chit log tiseitows me everything | did
that day. | also review the end of shift totalsrtake sure they match my
deposit.

| can easily make corrections by opening anothir Ebr example, suppose
Five Star said $10 more Visa than | have and $49 Master Card than |
have. Open a new chit, go to the settlement sciiemrch Visa, then —10, then
Master Card, and T to transfer. Print and closecttie The end of shift report
is now correct. Print the end of shift report and éhe shift.

One of the greatest advantages of a fully integrptént of sale system is that
you can set up menu and sales items from your éeskyou can see what is
going on in the dining room from your desk. You didrave to go to a point

of sale station to see the status.
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Reports like the sales by item report are curretihé second. When | view
this report it is as of right now. Here is a reemple of the power of an
integrated system: We set up the front desk anat pbisale systems in one of
our client’s properties. Two weeks after the systesms operational we added
a terminal on the owner’s desk and showed him twset this report. He
studied it for 45 minutes watching the numbers bgkThen he picked up the
phone and called his bartender. He asked ‘Why awesglling happy hour at
a quarter to the hour. I could lose my license éfEhwas a pause on the other
end of the line and finally ‘Sorry it won’t happagain.’” Five minutes later
the owner called again and said ‘Why are you rum@ainab in my bar. | told
you all sales for drinks are pay as you go.” Ag#ie, answer was ‘Sorry it
won’t happen again.” The owner turned with a biglsmand said ‘| have
never had this level of control in my bar in melif

In addition to instant on-screen reporting, poinsae offers period reporting
for any date range you want. Report on yestera@eay week, month, year, two
years ago, five years ago, last mothers day, lastddy to Thursday, the long
weekend, anything. Use this information to plandoerrent and future
periods.

Changing information is easy with Five Star. To adiew menu item, go to
the sales item screen. Let’'s add a Tuna Salad Selmdavthe menu. First,
since we have never sold it before we need a ns gam. Create an item
number. The description is for reports. The chiatigtion is what shows on
the guest chit. The button description is how thitdn will show on the
screen menu. Enter the price, and then any prepamabdifiers. In this case
for the sandwich we want the modifier table thde types of bread,
mayonnaise, etc. Accept the screen.

Then go to the menu design screen. Find the sahdsmic menu in the list of
menus. Go to the first blank square, and clickhinfirst field indicate that
this is a new item. Select the item number we gosated, and the colours the
button should be. Click ok and your new item istgetind on the menu.
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Optional Modules Purchased Separately - Back Office

The biggest advantage of using the Five Star b#fidegrogram is the full
integration. Most accounting programs share mamyngon features, so these
days there isn't a lot of difference. And the tisavings and the timeliness of
financial statements, accounts receivable, andusts@ayable is worth far
more than the cost of the program. In one propeitty 180 rooms the
controller estimated that one third of his time wased by using a fully
integrated program. That's worth about $15000 ear yf the controller is
worth $45000 per year.

For owners and controllers there is one other comatvantage. We have
seen owners go to their controllers and ask famantial statement, a point of
great tension. The controller says with a nastk fbow do you expect me to
just whip up a statement for this month when | denen have last month
done yet?’ And so it goes. With the Five Star baffice system, the owner
can get an instant on screen financial statememgdif that is accurate as of
yesterday on the revenue side, and as of the d&sh lof payable invoices
entered or payroll is run. You can window in taledine, for complete
details, right down to the individual transaction.

The three points of integration between the Frdfic®and Back Office
modules are general ledger debits and credits uatsoeceivable invoices,
and travel agent commissions to accounts payable:

When the night audit is run, and the charges andrgéledger update report
is printed, the debits and credits for the joueraty created that day will be
immediately posted to the general ledger.

When the Transfers to City Ledger Report is prirdadng the night audit

any invoices showing on the report are sent t@atw®unts receivable
module.

Learning to use Five Star -119 -



When the Travel Agent Commissions report is prirtedng the night audit
those commissions for guests checking out thaadayosted to accounts
payable. All you have to do to pay them is prireéghes. It's that easy.

Accounts Receivable main features include cust@tatements, delinquency
lists, delinquency letters, aged reports bank risp@inance charges, payment
receipts. Accounts Payable offers cheque writird)lzemk reconciliation.
General Ledger offers the instant on screen firwiéws, complete detailed
printed financial statements, AM&HA chart of acctaiand financial
statements already set up, or use your own. Irtiaddt includes a budgeting
module and a fixed asset management module.

Learning to use Five Star -120 -



