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PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Introduction

This guide is intended to serve as a reference for the Reservations Agents of
Pebble Beach Company.

In addition to instruction regarding searching for guests, viewing availability, making new reservations,
posting transactions, and using the folio, this document also includes information regarding corporate,
group, travel agent and secretary reservations as well as instruction regarding the use of the wait list
and rate quotes in SMS Host.

This guide is not intended to replace SMS Host training for reservations staff, rather to provide
supplemental information and instruction needed to perform the most common tasks related managing
reservations.

Supplemental Documentation

e SMS Help Site
e Digital Binder

e Property Knowledge Excel Sheet



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Getting Started

A Reservations Agents, The SMS Booking Center will be your
home base. All Pebble Beach Resorts reservations are created
through the Booking Center and maintained within the SMS
Program.

However, the Reservations Center of Pebble Beach is not the only department that utilizes SMS. Several
departments use SMS in very different ways:

Reservations Managers use SMS to access reports
Pro-Shops use SMS to manage golf tee times
Restaurants use SMS to accommodate dining reservations.
use SMS to assign rooms and manage guests during their stay.

The Spa uses SMS to book spa services and manage guest contact information.

It is important to understand that not all departments function within SMS in the same manner. With
these differences in mind, the many processes explained throughout this manual are designed to create
the best possible cohesion between our work done at the Reservations Center and the work done by all
other departments within the Pebble Beach company.
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Log in to SMS Host

You must log in to SMS Host to gain access to the features and functionality it provides.

Locate the SMS Host application icon on your desktop
Double-click to run.

When the log in screen appears, enter your assigned (2-character) User Code and Password, then press Enter.

User Log-In

User Code |HQ IRolando Huriado

SI\ISI—IOSt Password |

Hospitality Management System

Copyright 1986-2017 Gary Jonas Compusng Lid
Serial Number:003647

Version: 21.000131
Pebble Beach
506 Room Limit

A A Diskspace:™**** megabytes free

£ 0

Following successful login, SMS main menu is presented with toolbars along the top and left side
of yourscreen. Click on the Booking Center Button to get started!

| © Visual SMS|Host by PAR Springer-Miller Systems, ITnc.  MULTI-USER  Springer-Miller Systems  HostDate: Friday - 07/01/11 User: ohn Smith [E=nRa
File Tools Edit Primt Reports Settings Window Help

RRAEREEEEEEONE B a0

3 PAR

Springer-Miller

Property

1[4
Bookkeeping and Audit Frequent Guests
-,

-
-4 |
Correspondence Club Membership
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Common Keyboard Functions

Buttons with Underlined Characters
Each button within the button bar has an underlined character (letter, number, or symbol). Typing the
underlined letter on your keyboard will activate the function.

For example, per the image below, you could type “E” on your keyboard to begin editing this page.

o s N_cow DL
e T 1

Pick Lists

Some fields require you to select an option from a pop-up menu. These fields have a down arrow next to
them. You can open the list of options by clicking the arrow with your curser, or, you can simply type Alt
+, on your keyboard.

When a list is opened, your curser will automatically be set into the green box as indicated in the image
below. You can use your curser to choose on the option you want to select within a list, or, you can save
time by typing your selection using your keyboard.

[o @] =2
'Sl State Code | State Descrip ] .
‘Newvork If the options on the
o list are numbered,
10

you type the number

Oklahoma R
Selectthe sequence number, of the option you

Oregon TP olCr want to select and hit
Pennsylvania Page Down
Puerto Rico (Numbers 1-10 will
Palau need to be typed
Rhode Island with a zero in front,
South Carolina i.e. “01”.)
South Dakota
Tennessee If the options on the

list are letters, you
Texas i
Utah can simply type the

a .

letter and hit Page
Virginia Down
Virgin Islands

=] e o

10
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Guest Tiles
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A Guest Tile is like a file folder that we keep for each guest containing all of their

contact information, special notes, and history with Pebble Beach Resorts.

Whenever you book a reservation, you will need to either find an existing Guest Tile or create a new
Guest Tile to connect with that booking.

a:’fﬂ;eiz Tile/Doe, John #11F45K (O Stays, 0 Nights [i‘i‘ x|
Last |Doe | GuestLevel [ 0
e L w |-
03/14/2021 | 0
LastStay | / /
- l T |' Amount
Profies & Preferences E_'_m Ll Lite Stays Nights CGuest Value Rate
Initial Alternate [ o [ 9 Room #
Messages Position |L Rate Code
B Co
— g o
Address Change Address Type
Qwimner
MemBer
City Make proper case Group ¥
Frequent Guest | State M ety =
Zip Code v Corporate v
e Country I i Remarks & Communication
Chy Ledger [ Incomect Address
_ Phones More Notes Locators 4 »
= ‘ Leters 4"
Reservatons sod draces 213 _J
- Fax | |
Waiss 2 Emai | - Credt| |
0] ncomect Emal Expire | / FulCz | Edt
Source ¥
- Data Privacy #—[;ialed v
Schedule 5 CINo Emad [JDoNetCal R;ferra| v
|
Season D Y
Hisory.
Last Edited / / Changes Log =

A Guest Tile will list one primary family member as the lead name, which will usually be the guest who is
calling to create a reservation.

Within each Guest Tile are Profiles where additional family members will be listed.

11
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Guest Tile Walkthrough

The left side of the Guest Tile is where contact Information and Data Privacy preferences are stored.

Last | Ayanbadejo

Contact Information
These are the primary

fields that will need to be First [ Brendon Tte [ Mr |~
completed in order to save ingal | | Aternate J
a new Guest Tile: Pos#ion %
= =
e Guest name Address Change Adress Type
626 Landfair Ave

o Billing address

Cty |Los Angeles W Make proper case

State | CA
Zip Code | 90024 .

e Email Address County |United States |-

O Incorrect Address

Phones | 310.825.2946 Mr. Cell
310.825.8699 Mr. Work Social §

Fax | ]
Emai | ba51@gmail com ] O
O Incorrect Emasl

e Phone number(s)

Data Privacy
Pebble Beach Resorts is required to maintain a certain standard of data security for our guests. This
standard is known as PCI: Payment Card Industry Data Security Standard.

In order to maintain PCl compliance, whenever an email address is obtained from a guest, we are
required to ask that guest if they wish to be included on our email list for future offers at Pebble Beach.

If they say no, the “No Email” box in the Guest Tile Data Privacy section will need to be checked and
saved. This prevents the guest’s email address from being included on marketing email distribution lists.

Upon request, we can also check the No Mail or Do Not Call checkboxes to prevent unsolicited phone
calls and marketing mailers.

Data Pnvacy
CINo Maid OINo Email (] Do Not Cat
Banned

Non.sharable

12
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Stay History Last Stay |02:21/21

Amount | 773
Stays nghB Guest Value Rate 135.00
| 2| | 7] ' Room# [B2524

The right side of the Guest

Tile is broken into four -
sections: !denhﬁcaﬂon

Rate Code |EMBR

Stay History

Group v
e Identification Secretary =
Corporate =
e Remarks & Remarks & Communication
Communication Employee #41797 prav— Locators

Letters ﬁ

e Credit Card Information Traces [

Credit [ XXXX4176 | a
Expire |04/24 Full Car ~ Edit =i

Source [N10005 ; COMMON KNOWLEDGE
#Dialed |01 ~ |Reservations Center
Referral v

Season |:| <

Last Edited 10/02/2020  C9 | Changes Log =

Stay History
The Stay History section is a synopsis of the guest’s history at our Resort.

In the example below, this guest has stayed at our resorts twice for a total of 7 nights, the most recent
of which occurred on February 21%, 2021 in room number B2524 which is an Ocean View room at The
Inn at Spanish Bay.

The Rate Code explains the type of pricing that was applied to the stay, such as Rack Rate or a special
discounted rate.

Stay History Last Stay |0221/21

Amount 773

Stays Nights Guest Value | Rate | 13500
[ 2| | 7| ! ' Roomi# [B2524

Rate Code |EMBR

13
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Remarks and Communications
This section includes important notations and explanations about each guest and their bookings. As a
Reservations Agent, you will use the following fields:

Remarks & Communicaton
NCGA%#19395150 More Notes Locators 4
—_—— Leters o>
Ifm Aerts A
_

Remarks | The Remarks field is the white text box. This box will most often be blank, but there are
certain situations for which we enter data that needs to be immediately seen by
anyone reviewing the Guest Tile.

Common Remarks will be name pronunciation notes, secondary email addresses, and
NCGA membership numbers.

More Notes | Notes is where we document important information, special instruction, and changes
about a guest and their bookings. Unlike the Remarks box, we can enter multiple notes
without the limitation on how many characters can be entered.

Traces | Traces are messages that we direct to specific departments with a request for a specific
action. In other words, it is a “To Do” item as opposed to a fact.

Letters | Letters is where we send confirmation emails to guests.
Emails will come from reservation@pebblebeach.com with a no-reply warning

Replies to this email address filter into a folder that is monitored by Supervisors.
Supervisors will only respond to these emails if the guest is requesting a booking change
or a cancellation.

Emails are sent in batches at top and bottom of each hour, so we guests that they will
receive their confirmation in approximately 1 hour.

14
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Credit Card Information & Call Data
When booking a room reservation, we must collect a deposit for the first two nights of the guest’s stay.
When booking a tee time for a guest visiting for the day, we must collect a credit card to hold on file.

In both cases, you will need to utilize the Credit Card section of the Guest Tile to collect and save that
guest’s card information to SMS. We will cover payment collection in detail further in this manual.

Credit | XXXX9999

Expire | 06729 FullCard:  Edit

Source |B10006 v

#Dialed |01 ¥  Reservatons Center
Referral v

This is the Call Data Field: Source (810006 =, NCGA E-MAL
By clicking the Down Arrows, you can set the #Daled |01 > Reservatons Center
Source and #-Dialed fields appropriately. -

When you save a new Guest Tile, you will automatically be prompted to select the information that will
populate in these fields.

A Incoming Phone Number - By Code

The Call Data fields capture 2 Media Types
. . . ¥ Features Description
information about which cors 59
Sq Type Description 101 Reservations Center
department the guest spoke 1 |A1 [ Direct Mail 0 =
. . L 2
with and what marketing _Mai
2 |B1  E-Mail
. 303 Front Desk
campaign they were 1 |inomet = ——
responding to when their Guest . d -
K 4 /D1 Magazines 5|05 Sales
Tile was created. |
Q! [Nowopaper 6 06 PB Preferred
6 |F1  On-Site Lead Generation
A simpler way to put that is: a0 Brand Pariners
Who Zid this éuesi call and =t ot CeactiCompony 8|08 Partners
wh y? g 'H1  Public Relations 9109 Special Services
g |Group 10/ 10 Club Pro Desk
When you save a new guest I Bado 111 Spa
tile, you will be prompted to 11|K1  Travel Industry 12|12 Food & Beverage
select the appropriate codes 12 M1 Television 1313 Golf
from Pick Lists that will then 13|N1 Brand Awareness 1414 Clubs
auto-populate in the Call Data 14|01  PBC Special Event = Golf Academy

fields of the Guest Tile.

15
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Vertical Button Bar

A Guest Tile can hold a wealth of information beyond the fields on the main screen.
The left side of the Guest Tile hosts a Button Bar that can take you to additional screens.

As A Reservations Agent, you will utilize the following buttons from
the Vertical Button Bar:

Our guest since:

01/30/2020

i co

Frequent Guest !

City Ledger

Reservations

Waitlist 2

Schedule 5

History

Reservations

Schedule 5

Profiles & | This is where additional family members will be
Profiles & Preferences Preferences | listed as well as guest preferences such as allergies
and notes from past experiences.
Messages Members | This is where you will see details about clubs to
which the guest belongs or has belonged to in the
_ past. The most common will be Duke’s, Beach Club,
and Spanish Bay Club Memberships.
Owner
City Ledger | A City Ledger is an account on which a guest’s funds
are stored, but not applied to any particular
MemBer PP yP

reservation.

This is where you can see each guest’s current and
past Room Reservations

This is where you can see each guest’s current and
past Recreation Reservation

Not every screen will be used for every guest, but a great way to

tell if information is present within these available screens is to

scan for Red Lettering.

If the title of a button is red, that means information has been

saved for the guest within that screen. In the example to the left,

this guest does not have any memberships, but has had at least one

room stay and at least one recreation booking.

16
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Horizontal Button Bar

o

There are many buttons along the bottom of the Guest Tile. This can seem intimidating, but most of
these buttons will not be used on a daily basis.

The following are the primary buttons you will utilize when creating and editing Guest Tiles:

Escape | This will exit the current Guest Tile you are viewing.

Edit | This button will allow you to edit the Guest Tile fields. Once you
are don editing, you can click the “OK” with your curser or Page
Down on your keyboard.

Duplicate | If you are creating multiple Guest, once you have completed one,
you click Duplicate to begin a new Guest Tile with the same data
pre-populated.

17



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Profiles

Within each Guest Tile are Profiles. This is where information about the Primary
Guest’s family will be stored.

If a family of four (2 adults / 2 kids) calls to make a reservation with Pebble Beach for
the first time, you will need to create a Guest Tile .

o The caller will be the primary name on the guest tile.

e You will then create four Profiles: one for each family member.

SMS|Host Guest Profile (= [@]=]
General | Recreation Diningl Biographicall In Room] Communicationl Transportati | H keepi ,l Casinol Conversion| AIII
Propertie I Individual Profile I Booking Template
Pebble Beach # GndFirstName  LastName A | Info | 11F4TX 1
o1 |F [Teser Testerson Pro v
|2 [m |Demo Demonstrason R e perty[|
|3 [F |Testur. Testerson Eirst | Tester Room Type fd
|4 |F |pemour. Testerson Tee (e = Room Requests v
] Gend |F [] Suppress Age v
: Bith | // @ v
L] v
( S | I~
v
Individual Notes -
~ —J
Market Segmentj v
Sub-Segment v
< > .
| [code | Description [Note [aty [Amt  [Per | st [Last | Grat% [Dsc|Shr [Bch [ Brk | Tax [Tkt | Fol [KeyDate |[KeyTime|Source [Property [Prtord  |CodeType
| 1 |PRFARP  |Resenation Preferences of lu A L | ICOICRICRICRICE 11 |staff  [000000  |m \

Add Profile K-Delete Profile Manage Guest Preferences Guest Snapshot Airlines

Edit Profile g Select Photo Recreation Schedule Casino Snapshot Rental Cars

Merge Duplicate Profiles Member Minimums Guest Loyalty

18
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A Guest Tile may include Profiles for:

e Spouses (does not include non-married partners)
e Children Under 18 Years Old

e Disabled Dependents (can be 18+)

e Permanent Traveling Companions/Aides

Profiles not only include basic information such as Name, Title, and Gender; they also can include:
e Biographical information
e Health restrictions
e Notes on past experiences with Pebble Beach Resorts
e Important dates such as birthdays and anniversaries

To Access the Profile:
Click the Profiles and Preferences button at the top of the Vertical Button Bar:

Guest Tile/Testerson, Tester #11F4TX (0 Stays, 0 Nights)

Last |Testerson

03/202021 |2 e

Profiles & Preferences Eirst | Tester | Tile |Mrs.&Mr |~
— Initial _’ Alternate [Demo Demonstration |
Messages Position |~
Company |
| Address S
Owner 123 Fourth Street
MemBer
City |Manhattan l Make pr;percase
Frequent Guest ! State |NY v New York
Zip Code | 10012 v
_ Country |United States |~
Ciy Ledger [incorrect Address

19
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Reservations Tab
When you open a Profile, by default, you will be on the Reservations Tab. This is where you can see

SMS | Pebble Beach Reservations User’s Guide

basic information on each member of the family.

In this example, this guest, Test Testerson, has a spouse and two children:

Oenenll Recreation Diningl Biognpmcall in Room | COulunicationI I’nmpomtion|

[~

[ Suppress Age

dvidual Profile
Pebble Beach GndFirst Name Last Name ~ I | 11F4TX
o1 |F |Teswr Teskerson 122 [ Tommreon
|2 |m |pemo Demonsirason
|3 [F |Testye Testerson Eirst | Tesser
|4 |F |oemour Tes®erson 10 [vre
B Gend | F
| am| |/ =]

Whenever a profile is created for a child, we need to ask each child’s age.

We gather this information to:

e Determine if they are old enough to participate in certain activities

e Determine when the child will become a legal adult and therefore need their own Guest Tile

Since we typically do not obtain
the birth year, we do not use
the Birth field of the Profile.
Instead, we document each
child’s age in the Notes field.

Tip:

Refrain from asking parents the
exact birth date of their child as

this can seem imposing.

Instead, ask “How old are each of

your children?”

GndFirst Name Last Name A Info | 11F4TX
1[F [Teser Testerson
"2 |m [pemo Demonstrason Teserson
o3 [F |Testur. ‘esterson | TestJr.
4 |F |DemoJr. Testerson

Individual Notes

10 yrs in 2020

v
>

Individual Profile

A
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Preferences
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In SMS, Guest Preferences are notes that employees add to Profiles with personalized information

about that guest.

These notes are intended to assist various departments such as the Front Desk, Housekeeping, Guest
Services, and yes, Reservations by providing as much information as possible about each guest so we
can in turn provide exceptional and personalized guest service.

To Add A Guest Preference:

1. Access the Profile

2. Click the Manage Guest Preferences Button at the bottom of the window

K-Delete Profile

Manage Guest Preferences

Guest Snapshot

3. Click Add New Line, or type CTRL+A

Save Changes Ctrl-w Edit Notes

Discard Changes Escape Add New Line

Ctrl-E Delete Current Line Ctrl-K

Ctrl-A Undelete CurrentLine | Ctrl-U

4. Select a Code for your note:

Code —i Des
: 3|

Reservation Preferences
Past Issues

Special Occasions
Health Restrictions
Guest Notes

Preferred bedding arrangements, room types, locations
Problems that have arisen during a guest’s stay
Birthdays, anniversaries

Allergies, alcohol preferences

Information that does not fit into the above categories

5. Your selection will populate into the Description field. You can leave this title as-is or you can
type your own description to identify the subject of your note.

Code | Description | Note

aty [Amt  |[Per  |1st

\Reservation Preferences  Add

1 |PRFARP

6. Click Save Changes

Save Changes Ctrl-w

Discard Changes Escape

21
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7. Now that your note line is saved, you can double click anywhere on the line to open up a Notes
window. Type your note into the green box and click OK or type Page Down.

Reservason Preferences  (Arrival Date through Last Night)
Staff Notes
LastChanged- //

Now, the note is not only visible to anyone who double clicks on the note’s line, but you can see the
note in the green General Information section on the following Profile Tabs:

1. General Information
2. Transportation
3. Housekeeping

S I S N Y N I )

mm|mm|ohm|awulmnm|comnhm| | Icalnol I"l
Individual Profile General Information
A _I

Individual Note | |

mm-m-m-lmmmﬁmmmmmm KeyDate [KeyTime| Source [ Property [ Prtord

[ 1 [PrFaRP  |Resenvation Preferences [ZXIM] 0| | 11 |staff  |oo0000  |m
[

22
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Search for Existing Guest Tiles

The most common situation in which you will need to create a Guest Tile is when you are booking a
reservation with a guest who has never booked with Pebble Beach Resorts before.

To ensure that the Guest Tile is associated with the booking you are creating, follow this order of
operations on your call:

e Search for booking availability in the Booking Center
o Double click on your selected bookings to move them into your guest’s Itinerary
o C(Click the down arrow next to the Guest button in the Booking Center

| Guest | v I | |
| Guest | Name | |
| Profile | Name | Gender| Age |

¢ This will open Universal Lookup and pre-set the Search Type to Guest Tiles

Springer-Miller Systems, Inc.
« Universal Lookup
TR oo

Eirst Name (1) Ciy (2)

Al Name (0)

Phone-Last 4 (3)

Zip/Postal (4)

e Use the name fields to search the name of your guest to see if they have any existing Guest
Tiles. This is a crucial step to avoid duplicate Guest Tiles in SMS.

- There are no matching records. Please verify your search criteria. j

e Once you have exhausted your search criteria and determined that no Guest Tile exists, click the
Add New Guest Tile button in the bottom right corner of the Universal Lookup window. You can
also click the A key on your keyboard as a shortcut.

Add New Guest Tile
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Create A New Guest Tile

Once you click the Add New Guest Tile Button in Universal Lookup, a blank Guest Tile will open and you
will automatically be placed into Edit mode.

e An auto-generated identification number can be seen in the header of the window.
e The name you entered into Universal Lookup will pre-populate in the name fields.

Guest Tile/Testerson, Tester #11FATX (0 Stays, 0 Nights)
S -

Testerson

Our guest since:

03/20/2021

Eirst | Tester

Profiles & Preferences

Once you begin a Guest Tile, you cannot exit the window until all required information is filled in.

Last |Testerson
The following fields are
required to save the new
Guest Tile
e Last Name First | Tester ‘ Tite |Mrs. | v
e  First Name Initial J Alternate |
e Title Position t
e Address Qompany |
e Phone Number =
e Email Address Change Address Type
e Source 123 Fourth Street
e # Dialed
The Source and # Dialed City |Manhattan | Make pr;percase
fields do not need to be State [NY v
manually entered. Zip Code [10012 v
Country |United States e
You will be prompted to Olncorrect Address
select these when you click Phones |555.555.5555
OK to save the Guest Tile. Secil
Fax |
_Email |email@email. com | [ |
incorrect Email
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Name If the guest mentions a spouse, ask for the spouse’s name and enter this into the
Alternate field.

If their spouse has a different last name than the primary guest, enter the spouse’s
first and last name into the alternate field.

Last |Testerson

First | Tester Title |Mrs. & Mr. v
Alternate |Demo Demonstration

Address Contact information on the Guest Tile will populate onto Confirmation Emails sent to
the guest, so you should make sure all information is spelled correctly with proper
capitalizations.

Guests tend to speak very quickly when stating their address. Luckily, we have a
shortcut that only requires us to enter the Street line of the address and the Zip Code.

Skip the City and State fields, but enter the guest’s zip code, then click the down arrow
next to the Zip Code field. This will open the Postal Code Lookup window:

Address (
123 Fourth Street
Sq " Code “ City
1
City 2 10012 New York
State v 3 10012 New York City
Zip Code | 10012 |v| 4 10012 NY
Country |United States 5 | 10012 NY City

The city that the guest provides over the phone will usually be the very first selection
on this list. Use your curser to click the number of the appropriate city, or type the
number using your keyboard as a shortcut. (If the number only has one digit, put a
zero before it, i.e. 01 instead of 1.)

25
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Phone To keep formatting universal across all Guest Tiles, the phone number should be
Number entered in the following format: xxx. oo x0x

1. Ifthe phone number is a cell phone, type “CE” after the number.

2. If the guest has multiple numbers, type the cell phone onto the top line. SMS
will send automated text alerts for certain bookings and will only pull the
phone number from this top line.

3. If you are documenting a phone number for each spouse, indicate whose
number is whose with a short abbreviation.

Phones [555.555.5555 ce Phones [555.555.5555 Mrs.

666.666.6666 wk 666.666.6666 Mr.

Email Always reconfirm the email address with the guest using the phonetic alphabet (Papa,
Address Echo, Bravo, Bravo, Lima, Echo, One, Nine) This is crucial to ensure that the guest
receives an email confirmation with all the details to their reservation.

Whenever we collect an email address, we need to ask (on the call recording) if the
guest wishes to be added to our email list for future offers from Pebble Beach Resorts.

e If the guest says yes, we continue as normal.

e If the guest says no — or we neglect to ask this question, we need to check the
No Email box in the Data Privacy section of the Guest Tile.

[CJNo Mail [CJNo Email [(J Do Not Call
Banned

Non-sharable
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Once all contact information has been entered, click “OK” in the bottom right corner of the Guest Tile,
or hit Page Down on your keyboard as a shortcut.

OK Cancel

Incoming Phone Number - By Code

Pop Up #1: Incoming Phone Number

Select Reservations Center to indicate 2| TeeiiE: - ETELLT
the department to which the guest 101 Reservations Center
dialed. 2102 PBX
You can use your curser to click the 3 03 Front Desk
t “01” hortcut. :
one or type as a shortcu . 04 Concierge
5 05 Sales
Media Types
Pop Up #2: Media Types Sq Type Description
This field should indicate what the guest 1 A1 | Direct Mail
saw/heard that prompted them to call. 2 B1  E-Mail
The most common selections will be: 3/ C1 Internet
e Internet (pebblebeach.com or 4 D1 Magazines

Vacation Planner)

E1  Newspaper
e Travel Industry (Travel Agent) ° paps

e Brand Awareness (Common 6 |F1  On-Site Lead Generation
Knowledge or Customer 7 /G1  Pebble Beach Company
Referral) s |H1  Public Relations
In this example, we will select Internet by 9 1 Group
typing 03 on our keyboard. 10 J1  Radio

11/ K1 Travel Industry

12 M1 Television

13 N1 Brand Awareness

PBC Special Event
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Source Scan - By Code

Pop Up #3: Source Scan — By Code = —
The selections in this window will be Sq. " Source Description

different depending on which Media 1 C10005 PEBBLE BEACH.COM
Type you selected.
2 C10015 GOOGLE/YAHOO/BING
For our example, we will select 3 C10025 VACATION PLANNER
Pebble Beach.com since our guest
started planning their trip by visiting 4 C10040 TRAVEL AGENT MICROSITE
our website.
5 C10041 FACEBOOK
6 C10042 LINKED IN
7 C10043 YOU TUBE
g C10044 GOLF DIGEST
C10045 ESPN.COM

Type 01 to select the first option.

Now that you have selected options for all three prompts, you will be returned to your Guest Tile.
You can now see that the Source and #-Dialed fields have been populated based on your selections.

Credit
Expire | / Full Car ~ Edit

Source |C10005 ¥ PEBBLE BEACH.COM
#Dialed |01 ¥ | Reservations Center
Referral v

Your Guest Tile is now saved, but there is still one more area we need to update in order to complete
our booking: The Profile.
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Guest Tile/Testerson, Tester #1

To Access the Profile of the
Guest Tile click the Profiles
and Preferences button Our guest since:
from the vertical button 03/20/2021

bar, or click P on your
keyboard as a shortcut.

Profiles & Preferences

The Profile window will open on the Reservations Tab.
Several fields will be filled with the Guest Information you entered on the Guest Tile’s main page.
There is just one field we need to manually enter: Gender

SMS|Host Guest Profiles

General | Recreation Dining] Biographicall In Rooml Communication | Transportation | Housekeeping | C

operue aiviaud ONIE
Pebble Beach GndFirst Name Last Name Al InB | 11F4TX 1
CL Tester Testerson Last [ Tosereon
: Eirst | Tester
— T8 | Mmrs. v ROO

To edit the Profile:

e click the Edit Profile button at the bottom of the window or click E on your keyboard as a
shortcut.

Edit Profile

¢ Navigate to the Gender field and type either M for Male or F for Female.
e C(lick the Ok button to save or hit Page Down on your keyboard as a shortcut.
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If you added a Spouse to the Guest Tile and/or if the Guest mentions that they are traveling with their
children, you must create a Profile for all members of the guest’s family.

To add a Profile, click the Add Profile button at the bottom of the Profile window, or type A on your
keyboard as a shortcut.

o L-l=1*

Add Profile

Edit Profile

Click Yes or type Y to proceed.
1

Are you sure you want to add another profile name? Yes | No (YIN)? D '

Type the spouse or child’s name into the fields. You can edit the last name as well if it is different than
the primary guest’s last name. Click Ok or hit Page Down on your keyboard.

Add Profile E@@
Add Profile

FirstName | |
LastName | Teserson |

A new Profile will appear.
Enter both the Title and Gender fields, then click OK or hit Page Down to save.

# GndFirst Name Last Name A Ino|11FaTX 2
_1 F |Teser Testerson Last -
2 Testerson . ik
| Eirst | pemo
L I8 | mr. v

I @M [ Suppress Age

u Birth | / / @
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Click Escape with your curser or click the Esc button on your keyboard to exit the Profile.
Escape again to exit the Guest Tile.

You should now be back in The Booking Center.

e Your Guest Tile is now associated with your Reservation.
e You can see the primary guest’s name in the Guest section of the Booking Center. You can also
see any and all Profiles on that Guest Tile in the Profiles section.

[Guest ] - [ufamx_[Testomon Toster
Guest Name
» | 11F4TX |Testerson, Tester *Primary
e —
Profile Name Gender| Age
1 Tester Testerson F
2 Demo Demonstration |M
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The Booking Center is the SMS screen in which you will build trips for each of your guests.

In the Booking Center, you can:

Search for availability within our Resorts

Select Rooms, Golf tee times, and Dining reservations for your guests
Connect guest information to your Itineraries

As a Reservations Agent, when you first log into SMS at the beginning of your workday, you should open a
blank Itinerary in the Booking Center in preparation of your first call.

SMS|Booking Center

Arrival | 03/10/21

o|[® | =
|#lwea | Nights[ 2] -evens [Growp[ ]~
o ] | ]
I Chest I NEhe I Ty Gst Prf Res Lev Code Description Date Time Ppl
| Profile | Name | Gender[ Age | |
< >
Uniink A Cance! [nerary Confirm [fnerary. Bookng  Begin[ / | End[ /,
Delete Pending Expand [Snerary Complete [Snerary Seangs Total 0.00
Guest Room lRosort SCheduIingl Tee 'I'iml Dining] VendorActivityl Booking Info
Arrive | 03/10/2021 B Wednesday Corporation v MultiProp = AviNoe | [ |
Depart | 03/12/2021 B Frday Secretary > Meals AvailabilityMap-  UNITS
Adcnot| 2| of of [ znams | Group bd Rate/Pkg Total: Block _Pickup __Avail
Travel Agent v Rate Group
Type v PkgRate| [v| |v| |~v| |v| [+ |~ Category | | Units I ==
Unit v Units| 1 Requests| |v| |v| |v| |+ |+ |+
Market [ |~/ Sub-Market v
Rate Code Description RoomTypeVac Avl  Grp  Unit Description 1stwlo tzAverge Tax Total
<
Consolidate by Rate Code
cumw:]v AonpTypeAviDesauoﬂs(N@xAyv Zoom E[ ) -
I | Resticions ON v Quotes Get Next 25 Rates
o New Ifnerary for Seleced View/Add Exiend linerary
= New linerary Guest Lookup linerary Bookings Add Guest(s)

Expiraon Deposts
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Booking Center Walkthrough

Master Data Range (Arrival Calendar)
The Arrival Calendar is where you will set the desired visit dates for your guests in order to search for
available rooms and recreation.

Arrival [02/03/2021 |z wed | Nghs[ 1]

You can type in your date of arrival or click the Calendar icon to the right of the Arrival box; then type
the number of nights the guest wants to visit into the “Nights” field and hit Page Down on your
keyboard to update.

The date in the Master Arrival Calendar will be the default date default date on the calendars within each
Booking Tab. This makes searching for availability easy since all calendars of the booking center can be set at
once.

Guest Selection/Information
This section of the Booking Center displays the Guests and Profiles attached to that particular Itinerary

I Guest v I I |
| Guest | Name |

| Profile | Name | Gender| Age |

When you first open
the Booking Center,
this section will be
blank as illustrated
above.

Once your booking is
finalized, the guest’s
information will
appear like the
example to the right.

Booking Tabs

| Guest |[¥] 10001C |Hunter, David |

Guest | Name [

L 10001C |Hunter. David *Primary
Profile Name Gender| Age
1 David Hunter M
2 Sally Hunter F
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The Tabs of the Booking Center host the search screens for rooms and recreational activities.

To create a booking for a guest, you will need to start by clicking on the appropriate tab and conduct an
availability search for each item the guest wishes to book.

As a Reservations Agent, you will only utilize four of these tabs:

Guest Room | Resort Scheduling | Tee Times | Dining | Vendor Activity | Booking Info |

L] Resont scheduting | Tee Times | Dining | Vendor Activity | Booking Info |

Guest Room Tab:
This is where you
will search for
available rooms at
our three Resort
Properties.

Tee Times Tab: S
This is where you BRI Emi I RaiE s | :‘, %l O Hotel Guest
will search for - 7 7
available tee at our
golf courses.

@ Day Guest
® Member

Maintenance

Maint 3 Nt Minimum
DNU GTF 3 Nt Minimum
PBC Employee Special
DNU Maint 3 Nt Minimum

LINKS AT SPANISH BAY
SPYGLASS HILL GOLF

DEL MONTE GOLF
THE HAY
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Dining Tab:
This is where you will book Restaurant reservations:

J1 R

Guest Room | Resort Scheduling | Tee Times RN vendor Activity | Booking Info |

Dining §

Code
120R02 .S\\DG Breakdast
120R15 _|SWBG Brunch
120R16 |SWBG Lunch
120R17 |SWBG Dinner
14DR05  The Bench Lunch
14DR0S ’Yho Bench Dinner
150R04 | BC Lunch
160R02 | Gallery Bridstinch

Remaining(Tables)
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Button Bar
The Booking Center’s Button Bar has several options for quick access to SMS functions.

o . New ltinerary for Selected _ View/Add
New ltinerary o Lookup Itinerary e
Esc o
Add Guest(s) Extend ltinerary Expiration Deposits ~Edits Print tinerary

The most common buttons you will use throughout your day will be:

e Escape —To exit out of the Itinerary you are currently viewing

e New Itinerary — To open a new blank Itinerary to begin a booking

o Lookup Itinerary - To open the Itinerary search window to locate a booking

e View/Add Bookings — To add rooms and/or recreation to your current Itinerary that has
previously been booked either on a different Itinerary or unattached to any Itinerary.

Button Function

Escape Exit the Booking Center. Any itineraries that have not been completed will be saved
until the itinerary expires at which time all the bookings will be deleted.

New Itinerary This will open a blank new Itinerary and reset all filters.

New lItinerary for | This will open a new blank Itinerary but will keep the same guest information as your
Selected Guest current Itinerary.

Lookup Itinerary Find an existing itinerary for any guest. This launches the Universal Lookup.

View / Add This option will allow you to add bookings that are not associated with an itinerary or
Bookings bookings that are associated with a different itinerary to the current itinerary.

Add Guest(s) Add another guest to the current itinerary

Extend Itinerary Add more time to any itineraries that have not yet been completed.

Expiration

Deposits Display or distribute advanced deposits. If any deposit has already been applied,

the Deposits button will display in red.

Changes Log View a running list of all changes that were made including the user, date and time
and the specific change that was made

Print Itinerary Print the currently selected itinerary
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The information displayed in the Itinerary Detail area describes the booking line items of the itinerary.

Itinerarv # 1050RJ0B4 (COMPLETED)

Itinerary Number

Every itinerary created in the Booking Center will be assigned a unique Itinerary Number that will be
displayed at the top of the Itinerary Detail section of the Booking Center, as well as in the header of the
overall Booking Center window.

The Itinerary Number can be used to locate an itinerary in the Universal Lookup. If a room reservation is
linked to an itinerary, the Itinerary Number will be displayed on the Reservation Tile.

[ |Tv|  Gst
[ [R [103717 |

[ |c [1037iv |1

Lev Code Description

|30GATP | GTF Resort Gu... |05/01/21

Date
Spanish Bay R... [04/30/21-05/02/21 |

|07:30

Itinerary # 1050RI142 (COMPLETED)

Prf Res
112Q5EJ |CNF  |RRB
11205EJ |CNF

37

G (1037ly |1 12Q5EJ |CNF 10FATT |GTFResonGu.,. 05/02/21 07:50 - 1

Ty Gst Code Description Date Time Location Amount Duration | Booking¢
»[RJ11G1VE | 12R8U2 |CNF  |RRL Lodge Rack _fo7r27121-07130121 | 2 |LRGS 3,368.64 0

G J1MGIYE |1 [12R8U2 |CNF 20GATV |GTF Resort Guest  ...J07/27/21 13:40 2 20SB10 590.00 300 | 09N9PE
GIMGIYE [1 [12R8U2 |CNF 30GATP |GTF Resort Guest .. §07/28/21 11:00 2 30SG10 830.00 300 |09NSO:
GIMGIYE [1 [12R8U2 |CNF 10GATS |GTF Resort Guest .. §07/29/21 09:40 2 10PB10 1,150.00 300 |09NSOL
D §1M1G1YE |1 [12R8U2 |CNF 20DR1... |Tap Room LDG Dinne...J07/29/21 18:45 2 0.00 60|09N9QI

< >

Unlink Al Cancel ltinerary Confirm ftinerary Booking | Begin|o7;27/21 | End|07/3021
Delete Pending Expand Itinerary Complete Itinerany Settings Total | 5938.64
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Code & Description
Everything that guests are able to book at Pebble Beach Resorts have special identifying codes assigned
to them.

In the Itinerary Detail section, you will see these codes in a column adjacent to the Description column.
It is not necessary to memorize codes, but it is important to recognize certain basic information.

I Code I Description I For example, RRL is the code for Rack Rate Lodge.

RRL Lodge Rack .|

20GATV IGTF Resort Guest When reviewing your booking after a call, if you see
something other than RRL in the Code column of your

30GATP | GTF Resort Guest room booking, you have probably selected the wrong

10GATS |GTF Resort Guest ... rate for that particular guest’s room.

20DR1... |Tap Room LDG Dinne...
—————

The Description Column of golf reservations will not state the name of the course. Instead, it states the
type of rate that you have selected for that particular guest, such as GTF Resort Guest or GTF Outside
Guest.

To understand which course has been booked on an Itinerary, you can look in either the Code or
Location columns.

Description Date Time Ppl |, »
Lodge Rack ... |07127121-07130121 |2 |LRGS |
GTF Resort Guest ... |07/27/21 13:40 2 2l§l0
GTF Resort Guest ... [07/28/21 1100 | 2 |3)scjo
GTF Resort Guest ... |07/29/21 09:40 2 |1ppsjo
Tap Room LDG Dinne...|07/29/21 18:45 2

The number 20 is the code for The Links at Spanish Bay. In turn, 30 is the code for Spyglass Hill, and 10 is
the code for Pebble Beach Golf Links

You do not need to memorize these numbers because the initials for each course are visible in the
middle of the Location code: SB, SG, and PB.
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Amount
The Amount column will display the rate that the guest is being charged for each item on the Itinerary.

e For golf tee times, this number will be the total for all golfers combined.
e Forrooms, it will be the total for all nights booked.
e Dining reservations will be listed as SO because we do not yet know how much money the guest

will spend.

Description | Date | Time | Ppl [Location| Amount | Duration |Bookint
|Lodge Rack .. [07/27121-07/30/21 | | 2 [LRGs | _ 336864 0f
GTF Resort Guest .. (07/27/21 13:40 2 |208B10 590.00 300 |09N9PE
GTF Resort Guest .. [07/28/21 11:00 2 |308G10 830.00 300 [09N9O}
GTF Resort Guest .. [07/29/21 09:40 2 [10PB10 1,150.00 300 |09N9OL
Tap Room LDG Dinne... |07/29/21 18:45 2 0.00 60 |09N9Q:
<

Confirm ltinerary . Booking Begin | 07/27/21 End |07/30/21

Complete ltinerary 5938 64

Based on the above image, we can see:

Description = A room was booked at rack rate

Date = The guest is staying for 3 nights

Location = The guest has booked a Garden View Room at The Lodge at Pebble Beach
Amount = The total cost for all three nights is $3368.64

e Total = The Total cost of the trip = $5938.64
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Display Filters

Display Cancelled Bookings [ ] Display lnerary for Selected Guest [ ]

Filter Function

Display Cancelled Display or hide cancelled bookings within the displayed
Bookings itinerary

Display Itinerary for | Display the itinerary for the guest selected in the Guest

Selected Guest Selection / Information pane. This feature is used when
there is more than one guest associated with the
itinerary and you only wish to display their bookings.

Itinerary Status

There are 3 possible statuses of an itinerary:
e Incomplete
e Completed
e Partially Completed.

Status Description

Incomplete Bookings are considered pending. When bookings are added to the
itinerary, they are temporarily removed from inventory.
However, if the bookings are not 'Completed' before the itinerary
timer expires, the bookings will be returned to inventory.
An 'Incomplete’ itinerary has a blank status next to the itinerary
number in the Itinerary Detail.

Itinerary # 100009039

Completed | All bookings have been completed (none of the bookings are
considered pending). At this time the bookings can no longer be lost
(there is no time limit on the bookings).
Once an itinerary is considered 'Completed’, it can be confirmed and
deposits can be applied.
A 'Completed' itinerary states Completed next to the itinerary
number in the Itinerary Detail.

Itinerary # 10000903A (COMPLETED)

Partially This is an itinerary with both 'Complete' and 'Incomplete’ bookings.
Completed 'The Complete button must be selected again otherwise the
‘Incomplete' bookings will be lost.
A 'Partially Completed' itinerary states Partially Completed next to
the itinerary number in the Itinerary Detail.

Itinerary # 100009049 (PARTIALLY COMPLETED)
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Universal Lookup

Universal Lookup is the primary search tool within SMS.

Using Universal Lookup, you can search for existing itineraries, room reservations, golf reservations, spa
appointments, dining reservations, city ledgers, guest tiles, and more!

Springer-Miller Systems, Inc.

—

SEARCH RESULTS
i Lastlast- A

Guest# © LastName First NamAlternate IPhone 1 Phone 2 Fax Address City State  Zip CountCompany LEMail

Enter the search information above to begin a search...
Double-click a row to select that record.
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Accessing the Universal Lookup

There are several ways to access the Universal Lookup search screen:
1 Press F3 on your keyboard

2 Click the magnifying glass icon from the toolbar at the top of the SMS window

sms|Host MULTI-USER  Pebble Beach HostDate: Wednesday - 03/10/21 User: Crystal Libby

File Tools Edit Print Reports Settings Window Help
90 4 amQlE B B EE k- @

SMS|Booking Center

3 Click the Lookup Itinerary button from the Booking Center’s button bar.
’ This will default the Search Type field to Itinerary Numbers

. New ltinerary for Selected
o New Itinerary R

Lookup ltinerary

View/Add
Bookings

Esc

Click the down arrow next to the Guest field in the Booking Center
This will default the Search Type field to Guest Tiles.

Guest v

Guest Name |
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Filters

The first area you want to focus upon in the Universal Lookup search screen is the Filters section.

Seacn e [omsre M | e

Inciude

Eirst Name (1) Al Name (0) Phone-Last4 (3)  Zip/Postal (4) Cty (2) Siate (2)

| | | | | | | | | | |

Seaarch Types
If you click the down arrow to the right of the Search Type field, you will see a dropdown list with many
options for possible searches.

The most common Search Types you will use are:

e Guest Tiles

e All Reservations (use this to look up room reservations by reservation number)
e [tineraries

e Gofl Tee Time Bookings

e Dining Bookings

In order to search using a reservation number, you need to make sure the search type is set to the
correct type of reservation.

For example, if the Search Type is set on Itineraries and you type a Golf Reseravation Number, when you
hit enter to search, your search will likely yield no results. You will need to set the Search Type to Golf
Tee Time Bookings to find your reservation.

Name Search
If you are searching for a reservation by name, it is best practice to have the guest provide you with the
exact spelling.

The First Name field will only search the name of the primary guest on a Guest Tile. If a primary guest’s
spouse is calling, you should type the spouse’s name into the Alt Name field which will allow you to
search the names of guests who have Profiles within a Guest Tile.

43



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Number Search
If you are searching by an Itinerary number, Reservation number, City Ledger number, etc., only include
digits in the search field; no letters or symbols.

For example, a Room Reservation Number will look like this on the Reservation Tile:

’ Reservation®: 12Q5W3 Libby, Crystal 03/24/21-03

R#12Q543 : NEY

25/21 - Ms. Crystal A Libby 2 Stays 7 Nightg

ITN#: 1@SORI1GS

Tip: When you search for that room reservation number in Universal Lookup, you must omit the “R#” or
your will end up with zero results:

& Universal Lookup

Search Iype TRt ¢

1 1 1 1 1 1

4 There are no matching records. Please verify your search criteria. j

Tuning

By default, Universal Lookup requires you to type at least three characters into the Name/Number field
before it will begin searching for matching results. However, some guests have last names with only two
letters. A common example of this is the name Li.

In order to search for a guest with the last name “Li,” we need to tune our search requirements to allow
us to only type two letters into the Name/Number field.

o @]

Tune  Charaders required o frigger search: 3% Cenra 5

How to Tune Search Criteria:

In the top right corner of Universal Lookup, you will see the Tuning section.
Click the down arrow to the right of the “Local” field until the 3 changes to a 2.
Clear the name search field and re-enter it to refresh the search.

Results for the two-letter name should now be available.
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Best Searching Practices

When a common name, such as “Smith,” is searched, results will be too high in number for Universal
Lookup to display. You will receive the following message prompting you to enter more criteria into the
search fields:

| | | | | | | |

4319 matches. Results will only be displayed when under 100. Please enter more filters.

Once you have entered enough criteria to narrow your search down to 100 results or less, your options
will populate.

SEARCH RESULTS

Guest# © LastName  First NamAlternate IPhone 1 Phone 2 Fax Address City State Zip CountCompany LEMail Last-Last- A
10467V  [Smith John 636.464. 4401 Western Pa{Amold MO 6301US Hiohnjr@smi y[11/0:
1046U4  [Smith John 903.597. 202 S Broadway ATyler X 757( E 4leatherwood@soes.q09/1
1046XM  |Smith John 520.721. 3735 N Camino D Tucson AZ 8574 0411
10471K  |Smith John 7261 E Desert Mo|Tucson AZ 8574 08/2
104738 [Smith John Tamika [913.233. 10316 West 142 §Overland P4KS 6624US tamwrdink@yahoqco 09/2;
104745  [Smith John 619.203. Po Box 45 Pebble Bea|CA 9394 011
107009 |Smith John 831.625.{937.609. Sloat Str Pebble Bea|CA 9394 /1
1089AL  [Smith John 501.912. 17 Thrush River GN. Little RoAR 7211 j551943@hotmail.com 07/2
10952| Smith John Kathl 20.584.. P.0. Box 800 Clearwater |KS 6702 C/O Kendall Mikeg 07/2;
1099GY  [Smith John DNH DNH CA DNH|US /1
10B3KI Smith John 209.668.]209.765. P.O. Box 692 Denair CA 9531 tgnay46@charter.net |/ /
10C9D: Smith John DNH DNH Ketchikan |AK 9995US |DNH 091
10D0B1  |Smith John  |Kathy |519.759.{CALL PE 33 Ave. (B , O CANADA[N3R{CA 0672
10D1P]  |Smith John . 123 Andrew St |Pebble Bea|CA 9394 /1
10D60Y  [Smith John 602.278. 1751 Thomas AvePhoenix  |AZ 8503 1213
10E304 [Smith John 7647 Main St. FishjVictor NY 1456US /]
10E77Y __[Smith John 10 Palazzo Terrac|t NV 8907 /1
10HOPH  |Smith John 619.839. 1011 Fort Stockto San Diego |CA 9210US johnwsmith14@yahoo| 10/0
10I6IN Smith John DNH DNH DNH DNH DNH| /1
1017AZ Smith John s 2700 17 Mile Dr. |Pebble Bea|CA 9394US i
10K76q  |Smith John dNH DNH DNH DNH DNH| /]
10M1H! Smith John 506.871. 665 Ferdinand |Dieppe DNH E1A7CA johnfsmith@alanticmd/ / v
1< >
Enter the search information above to begin a search... :
Close Double-click a row to select that record. fdd New Guest Tile

To Narrow Search Results Quickly:

1. Ask who originally made the reservation
Ask if the guest has a confirmation number.

3. Verify the spelling of the guest’s last name, then enter the only the first few letters of the first
name in case an alternate spelling was used.

4. |If the guest’s name has common variations, such as Bill/William/Will, try searching by the
alternative first name

5. Try inputting the first name into the Alt Name field in case the caller is not the primary name on
the Guest Tile.

6. Search exclusively for the spouse’s name in event that the agent who created their guest tile did
not add both spouses to the Guest Tile.
7. Ask for information for additional fields such as their zip code or state
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Work Slate

Don’t teach this. This is only used if you need to look up a booking by date (with no name) or by phone
number.
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Notes & Traces

There are two primary ways that we communicate internally within SMS: Notes and Traces.

Notes:

Notes are for documentation of changes or conversations regarding a guest and their stay. All notes
must be dated and initialed in the text box. Continue a chain of entries on one note when there is a
similar topic of documentation, keeping the most recent at the top of the text box. Please begin a new
note when applicable (i.e. different stay).

Traces:

Traces require a date and time. The action in the text must be specific and have your initials and date.
Close all relevant traces when cancelling a reservation. Move the trace dates on all applicable traces
when changing dates.

You can view Notes and Traces on many pages within SMS, such as:
e Reservation Tiles
e Guest Tiles
o (City Ledgers
e Membership Accounts

Notes & Communication

Reservation Edit Notes !
Audit |adv Mr. J 14CXL 7.13.21ZC 5.9.21
Housekeeping More Notes _

Specal [ |~
CreditLimit ||
Waitlist 2 Guest Alerts 0 .
Letters :, Points
Traces

Package

Remarks & Communication

More Notes Locators 4
Letters :I
Traces Alerts
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Notes

R — Reservations
e Anychange in date / # of nights / room category / # of players / # of people in room / rate conversions.
e Noting a surprise for the guest; indicate when they will be informed and what is the safest way to contact if needed.

D - Upgrade/Rate Variation Approval
e |f upgrade or negotiated rate was approved to close the sale, indicate specifics and who approved it. Add to all mini-grouped rooms.

A — Accounting
e Anytime the CC charged does not belong to the guest - note the 3" party/TAG’s name, phone number, and billing address.

K — Front Desk
e Advisement of a difficult or high maintenance guest; keep comments brief and use discretion.
e  Decline to prepay all additional nights/recreation outside of our packages, 3" & 4™ adults, or pet fees

Y — Rooming List
e  Advanced Rooming List/Share-with list. Can have bedding requests/special occasions when rooms are a multi-room block.

Traces

. Refund/Forfeit inside 14 days. Transfer of $$ from one folio/C/L account to another (clearly explain why) [Next Day]
e Transfer from C/L account to a folio [2 Weeks Prior to Arrival]

e Prepayments: Including balance specifics (Refer to “FDB Billing Scenarios” [Arrival Date]
e Back to back Stay and Play Packages - Transfer 2" PB/SG/SB to P folio [Departure Date]
e Advisement of balance (“credit”) above deposit; indicate how much and if it is refundable or not. [Arrival Date]

e  Request late check-out and advisement of fee after 2 pm [Departure Date]

e Room or hotel move with in the same stay [Departure/C Date]

e Specific room requests. Hard blocked rooms: families w/ small children & 2 bdm suites (Mark as “N” - Not Moveable). [3 Days Prior to
Arrival]

e Special Occasion — Include the full name of the quest(s) being honored and the occasion that is being celebrated — include the milestone
year if possible [Arrival Date/ Day of Occasion]
Comp Options [DO NOT DISCLOSE TO THE GUEST]: House champ/chardonnay/cabernet/sauvignon blanc/pinot noir/sparkling cider; beers;
assortment of cookies & milk (chocolate chip only if guest has allergies); chocolate strawberries; fruit & cheese plate; snack attack basket.

e  Remove alcohol and tobacco from room if minors occupying a second room [Arrival Date]

e Indication of Doginroom and amenities [Arrival Date] [Add “O00PET” to SpBilling at the Lodge only]

e Indication of Dog in room or Rollaway/Crib request (one per room) or children amenities (age 0-4 years) [Arrival Date]
e  Add/move objects in hotel room (ex. microwave, furniture removal, etc.). Note any additional charge. [Arrival Date]

e Indicate who was sent a commission application via Sertifi. [Arrival Day]

e When a Reservation’s deposit is due and who allowed the hold [Hold Date] Add any extension note at the top.

e  Pre-payment/charge-back note or billing instructions [Service Date]
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Dining

Pebble Beach has some of the finest restaurants on the Peninsula.

Because of our expansive ocean views and gourmet cuisine, our restaurants can
book up for reservations months in advance.

This is why it is important that all Reservations Agents are able to book dining for
our guests.

When Reservations Cannot Book Dining

Before we get into how to book dining reservations, let’s take a look at the situations in which you will
NOT be able to book dining for guests:

e Same Day Reservations
o The restaurants do not use the same booking system as the Reservation Center; therefore,
they cannot see instant updates when we book guests for restaurants through SMS.
o For this reason, all same day bookings must be handled by the restaurant Host Stands or by
the specialized Dining Reservations Team.

e Large Group Reservation
o Any party with 8 or more guests is considered a Large Group.
o These parties need to be booked by the Host Stand via phone or, if the Host Stand is
unavailable, you should send the guest’s information to the Dining Team Via Email.

Dining Special Requests

It is common for guests to ask for special accommodations:

It is important to let guests know that, while we can document their requests on the reservation, we
cannot guarantee any particular seating request.

Pets at Restaurants
e Dogs are only allowed at outside dining tables, unless they are service animals. In that case, they
can come into the dining room, but are not allowed on the furniture.
e |f a guest tells you they will be bringing their dog, make sure you notate this on the booking, so
the Host Stand knows to try to get them an outside table.
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Dining Tile Walkthrough

A Dining Reservation Tile holds all information about a guest’s Dining Reservation at our Pebble Beach
Resorts Restaurants.

- SMS|Host - EDIT SPA SERVICE

As you can see, the Dining
Tile is broken up into four
key boxes:

e Guest information

C . , aviIP i ITN#: 10SORH2GW
ontains the guest’s
name, Itinerary Number, Name Charles

and Restaurant Booking
Number which you can
search in Universal
Lookup under the
Search Type “Dining

Bookings Resource Type|D1 | v |2-Top Table
e Restaurant Information Table#| |+
Contains the number of Service [ 12DR17 v | SWBG Dinner

guests, number of tables Date | 02/24/2021 Wedn%day
reserved, size of the

table, restaurant name, 7300 PM
date, time, approximate Duration| 90|

window of time for their ST _
dining experience. - =

e Payment Information

Contains a link to the Guest ~ | 10E848
Guest Tile and Profile of Profle  |vl1
the person who booked -
the reservation and a
credit card field. GuestyIP|
Credit
e Button Bar Expire

Buttons that allow you
to edit and cancel the

reservation, as well as m “ Messages | Notes Dining Profile

buttons solely used by Cha,,ge Confim H\ | Traces ocate | F4AutoBook N |
the restaurant staff. :
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Same Day Dining Reservations

The Reservations Team can book restaurant reservations for anyone as long as the date they want to

dine is at least one day out. If a caller wants to book a restaurant reservation for today, you must
transfer that guest directly to the restaurant’s host stand, or, if unavailable, the Dining Team.

The Dining Team is a group of agents who solely book restaurant reservations. They have the ability to
see the current day’s schedule and are available in the morning before the restaurants open, as well as
throughout the day for overflow calls to the Host Stands.

&

Each morning, the Dining Team will send an email to the Reservations
Team to let us know the current status of each restaurant’s schedule.

The purpose of this email is to let the Reservations Team know when the
schedule is fully booked. This helps us to avoid transferring guests to the
Host Stand or dining team unnecessarily

Each restaurant’s availability changes throughout the day, so you may
receive multiple updates from the Dining Team as the day continues.

The Dining Team’s Update email will look like this:

Foster, Michelle

v

Pebble Beach Restaurant Availability 12.12.20 12/12/2020
Good Morning Team, Please see the document attached for

The Daily Availability Chart will be attached in a Word Document:

Restaurant Breakfast Lunch Dinner
Roy’s Open Availability Open Availability Fully Committed
STICKS Closed Closed Closed
Peppoli N/A N/A Fully Committed
The Bench N/A Limited Availability Fully Committed
SWBG/Terrace Lou nge Patio Open Availability Open Availability Limited Availability
Taproom Patio @ FWY 1 N/A Open Availability Fully Committed
The Gallery Cafe Accepting Walk-Ins Accepting Walk-Ins N/A
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Below this Availability Chart will be a KEY to help you understand the chart’s meaning:

team

Open Availability Please forward to hostess first, if no answer forward to Restaurant Reservations

Limited Availability | Please forward to hostess first, if no answer forward to Restaurant Reservations

team

Fully Committed All Reservations are booked, Restaurant will be taking walk-ins based on
availability

No Availability All Reservations are booked, Restaurant will not be accepting walk-ins

Before you begin your day answering calls, you should read this update and make note of any

restaurants with timeframes that say No Availability or Fully Committed.

These are the only two situations for which you will not be transferring the guest to the Host Stand or

Dining Team.

A Second Update from the dining team may look like this:

Saturday March 27, 2021

Restaurant Breakfast Lunch Dinner
Roy’s Open Availability No Availability Limjted Availability
STICKS

Peppoli

The Bench

Terrace Lounge Patio

Taproom Patio @ FWY 1
The Gallery Cafe

To Transfer to the Host Stand:

This email is letting us
know that the availability
for Roy’s has been
updated since the initial
Dining Team Update
email from that morning.

Use your Desk Phone to transfer to the extension of the specific restaurant the guest wants to book.

To transfer to the Dining Team:

Use the NAVIS Transfer to Skill button to place that guest into the Dining Skill queue.
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Large Group Reservations

A Large Group Dining Reservation is any party with over 8 guests.

These parties need to be booked by the Host Stand via phone or, if the Host Stand is unavailable, you
should send the guest’s information to the Dining Team Via Email.

The Dining Team and Restaurant Managers will create a contract for these large groups as a guarantee
since we are allocating extra space to their party. This may include a deposit, or a cancellation fee
should they fail to show up.

How to Email the Dining Team:
e Gather the guest’s contact name, phone number, and email address
e Gather details about the occasion and which restaurant they want to book
e Send an email to the Dining Team at restaurantreservations@pebblebeach.com.

Party of 10 | The Bench | February 20th

&
Libby, Crystal n

To _The Bench; _Restaurant Reservations 1/31/2021

LC

Hello,
Dr. Falsafi wants to arrange a birthday dinner at The Bench for 10 people on February 20*. They are
flexible on the time. Dr. Falsafi prefers contact by email since she works during the day, but she can

answer if called at Spm PST (8pm EST) or later. Several people in their group have gluten and lactose
allergies.

ST

Thank you,
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Search for Dining Availability

To search for restaurant availability, select the Dining tab in the Booking Center.

Guest Room | Resort Scheduling | Tee Times m Vendor Activity | Booking Info

Once you are in this tab, there are several fields you will need to update:

Calendar | Select the date the guest wishes to dine
# of Days | Set this field to 1 since we only want to search one day at a time
# of People | Set this field to the number of guests who will be dining

Dining Service | Select the Restaurant AND the time of day the guest wishes to dine,
i.e. Breakfast, Lunch, or Dinner.

Guest Room I Resort Scheduling I Tee Times m Vendor Activity ] Booking Info I

(e

4
#ofDays | 1| Code ame
12DR02 |SWBG Breakfast
2s| 26| 27| 28| 29| 3o| 1 | # of People I 2| 12DR15 |SWBG Brunch

12DR16 |SWBG Lunch
12DR17 |SWBG Dinner
14DR05 |The Bench Lunch
14DR06 |The Bench Dinner
15DR04 |BC Lunch

T1 12 T3 16DR02 |Gallery Brkfst/Lnch

-

3 =

ElElE

AM | PM | Day

g]z]a]e ]~
Ell ) BB E
| all N
s [ TEENE
]2 (3|3 |-
= [= (2 |2 ]~
[&]2 813 |-

Important Note - Despite these Dining Service options being visible in SMS, we do NOT book:
o Beach Club Lunch/Dinner
o Peppoli Lunch
o Teddy Bear Tea

As soon as you select the Dining Service, your search results will populate into the Availability Grid
below the search fields.
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The Availability Grid
The Availability Grid is the chart that shows what restaurant reservations are available based on your
search criteria. The time slots you see on the Availability Grid are referred to as “waves.”

Waves are generally entered into SMS one year out for dining, meaning that you can book restaurant
reservations up to approximately one year in advance. If you try to search for waves beyond one year
out, you may end up with a blank Availability Chart that shows no open time slots.

Remaining(Tables)

| | |
11 1 1 CEOEGEGE' ! GEGE' 1 1 1 Ol

1 1 [l 1 1 1 1 1 1 O 1 1 1 1 B
|

The dark blue boxes with numbers indicate how
many tables are available to be booked at that time
that meet your selected criteria.

| | |
The light blue boxes indicate that no additional o [o jo Ellic EBlio [o o [o o [
reservations are being accepted for that time. SMS 2 1 1 1 (W2 1 6 2
will allow you to select the time slots with zero E.E1 .1 -E.E1 .E.=1 =
availability, but it is crucial that you do not do this.
Only the restaurant Host Stand is authorized to
overbook restaurant reservations.

The white spaces are blocked out and are unavailable to book. Roy’s and The Bench have white space
between their Lunch and Dinner hours to prep for dinner service.

The column on the left of the Availability Grid lists the Table Types that can accommodate the number
of guests you entered into the search field.

e 2-Top means that table can host up to 2 guests

e 2-4 Top means that table can be booked for any party between 2-4 guests

e The McComas Room is a private dining room meant for large parties. Only the Host Stand can
seat guests in the private dining room. As a Reservations Agent, you will only book guests into
tables in the main dining room tables with a maximum of 8 diners.

Remaining(Tables)

| | |
U0 0 [0 LMo [Jgo 0 0 0 0

CHCE2 1 1 1 CHCH2 1+ OHEN2 |
B OB OB OB OO O
1
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Complete a Dining Reservation

e Begin your conversation with the Guest and gather as much information as possible
about what they would like to book.
o Thank you for calling Pebble Beach Resort Reservations.
May | have your first and last name, please?
Is this your first time with us?
Celebrating any special occasions?
Which restaurant / How many people / Ideal time to dine

O 0O OO

e Search for Dining Availability in the Dining Tab of the Booking Center
o Re-iterate the date, time, restaurant, and number of people to the guest to
avoid booking mistakes.

Guest Room | Resort Scheduling I Tee HMMOI vanyl Booking Info I _
|

#of Days E— Code Name ~
18DR02 |Tap Room Dinner

#of People 2| |22D0R01 |Roys Breakfast

— 22DR15 |Roy's Lunch
35 M 22DR16 |Roy's Dinner

- '; 24DR04 |Peppoli Lunch
;E ‘Fg = 24DR07 |Peppoli Dinner
AM [PM | D
- -4 26DR01 |Stick's Breakfast
T 12 T3 26DR02 |Stick's Lunch v

Remaining(Tables)

e Once you have found your time slot, double click on the blue box to add this reservation
to your Itinerary Detail.

o Your booking will appear in red because it is not yet complete
o You will see an Itinerary Number generate at the time of the Itinerary Detail.

Itinerary # 1050RI43V

Description Date

NEW 24DRO0... PeppoliDinner ... 03/25/21
|
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e Click the Down Arrow next to the Guest section of your Booking Center to open
Universal Lookup.

Guest v

| Guest |

e Use the Universal Lookup tool to search for an existing Guest Tile for your guest

Tune

& Universal Lookup

Search Type QEe=ars v Name/Number

If no Guest Tile exists, click the Add New Guest Tile Button at the bottom of the Universal
Lookup window to create one.

Add New Guest Tile '

e When creating a Guest Tile for a dining reservation, you do not need to ask for the
guest’s full address. However, the City/State/Zip are still required to save the Guest Tile.
It is best to find out this information conversationally by asking “Where are you visiting
us from?”

Required fields for Dining Guest Tile:
e First and Last Name
e Title
e City/State/Zip
e Phone Number
e Email Address

e All calls are recorded, and all Booked Calls require a pause in that recording during
which the Reservation Agent can collect credit card information. We do not need to
collect a credit card for Dining Bookings, but we still need to pause the recording so
NAVIS does not automatically delete the call. Quickly pause and un-pause the recording
by clicking the Payment button in NAVIS, then proceed with your call as normal.
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e Now that you have saved your Guest Tile, you can click escape to get back to the
Booking Center. You can see at this point that your new Guest Tile has automatically
been attached to this Itinerary in the Guest Section.

You will also see that your Guest Tile’s Guest ID Number has populated on the Restaurant

Reservation.

Guest E]I 11F4TX Testerson, Tester

Guest | Name NEWAI24DR0
11FATX  |Testerson, Tester *Primary

[~]

Profile Name Gender| Age
1 Tester Testerson F
2 Demo Demonstration  |M <
3 Test Jr. Testerson F . .
= Unlink All Cancel Itinerary Cg
4 Demo Jr. Testerson F - -
Delete Pending Expand ltinerary Corl

Peppoli Dinnt

e You now need to assign the appropriate Profile from your Guest Tile to this Dining
Reservation. Click into the red box under the Prf section of your Dining Reservation.

ltinerary # 1050RI43V

Res Lev Code Description Date

NEW | 24DRO... 'PeppoliDinner .. 03/25/21

This will open a drop-down list of all Profiles in your Guest Tile. Select a Profile to associate to

this restaurant booking.

ltinerary # 1050R1444

Ty Gst [ Pf [ Res | Lev | Code | Descripion |  Date |
go 11rax [ NEW |24DRO... |Peppoli Dinner ... 05/27/21

mmw

1 11F4TX |Testerson Tester

2 Demonstration Demo

3 11F4TX |Testerson TestJr.

4 1MF4TX |Testerson Demo Jr.

58



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

e Select the appropriate Profile. You will see the Profile number from the first column of
the dropdown menu populate into the Prf field.

ltinerary # 1050R1444
. Ty Gst Prf Res Lev Code Description Date Time
D 11F4TX |1 NEW |24DRO... |Peppo|i Dinner ... |05/27/21 18:15 2

e You can also now see that your red Restaurant Reservation line item has now turned
white.
Additionally, the Complete Itinerary button is now enabled for you to click.
Click this button.

Itinerary # 1050R1444
Ty Gst Prf Res Lev Code Description Date Time Ppl | Location
»|D [11F4TX |1 NEW |24DRO... IF’eppoIl Dinner ...|05/27/21 18:15 2
<
Unlink All Cancel Itinerary Confirm [tinerary Booking Begin @
Delete Pending Expand ltinerary Complete Itinerary Settings
I Ninmlau Namanllad Naabinaas 1 I l Ninalacl

o Now that you have Completed the Itinerary, the Confirm Itinerary button will become
enabled. Click Confirm.

Confirm Itinerary
Complete ltinerary

e You just completed Your Booking!

At this point, you can reconfirm the day, date, time, restaurant, and number of guests with your
caller, then end your call.

Move onto the next steps to Clean Up your reservation!
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Clean Up a Dining Reservation

e Open the Guest Tile of your booking by clicking the now enabled Guest Button in your Booking
Center.

Remarks & Communication

¢ Type VEMAIL into the Letter Code field to send a Recreation Confirmation Email.

| papn

TN —
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Aline item will appear in the Letters section with the details of the confirmation email you sent.

Letters

| Delivery

Module | Guest# Name

Letter Code

Attachments

Account #

Destination

Date Added

Time Added

Added By

1 |Print

GST 11F4TX Testerson, Tester

... VEMAIL

... |03127/121

16:07:39

Cc9

Exit the Letters window and exit the Guest Tile, copy the phone guest’s cell phone number, and

exit the Guest Tile to return to the Booking Center.

Double click anywhere on your Restaurant Reservation line item in the Itinerary Detail to open

the Dining Reservation Tile.

Paste the guest’s cell phone number into the Baby Note section of the Dining Reservation

This will help the Restaurant Staff send out text notifications to the guest about this booking on

the date of this reservation.

| ) Dining Reservation

Booking/Ref# B2 JSNA NEY
avip Deposit ITN#: 1050R1444
Name Testerson Tester
# of People 2|
Note |555.555.5555 |
#of Tables 1
Resource Type v 2-Top Table

This Baby Notes field is also where you will enter:

Any special requests such as “requests outside seat”

Special Occasion notes such as “Happy B-Day, Johnny!” so the restaurant staff know to

acknowledge the special occasion when the guest arrives.

Tip: If you enter a special occasion, omit the phone number and use proper spelling

because any notes in this field will appear in the text sent to guests about their

reservation.

If you have added a restaurant reservation to an existing booking AND the number of dining

guests is different than the number of golfers or hotel guests, leave an R Note in the Guest Tile

explaining that this was intentional.

Otherwise, the Auditors may think that you chose the wrong number of guests for your dining

booking by mistake.
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Smart-Booking Dining
5 ‘ Smart-Booking is the very reason you are here as a Reservations Agent.
N\ . There are certain things that must be considered when it comes to booking

\/‘14, our guests that cannot be done by an automated system.

When planning a vacation for a guest, or even just planning a single night out, you are responsible for
coordinating the logistics of each trip in a way that will work best for the both guests and best the
Pebble Beach Company.

Smart-Booking Table Size
You should always try to book your guests into the smallest table that will fit their number of guests.

For example, in the image below, you can see search results for:

1. ATable for 2 people
2. On March 26t
3. At the Stillwater Bar and Grill for Lunch

Guest Room ] Resort Scheduling I Tee Times m Vendor Activity I Booking Info I

D . s S
ﬁ “ #GfD - Code Name A
- al 1
— ¥ - 12DR02 |SWBG Breakfast
zs|zs|27|zs|zo|3o| 1| # of People | 2| 12DR15 |SWBG Brunch
ﬂﬂﬂﬂﬂﬂﬂ 3;1‘ s = 12DR16 |SWBG Lunch
ﬂﬂﬂﬁlﬂlﬂﬂ L — 12DR17 |SWBG Dinner
fofnlelnlxl=] [ EIEIE] o mesnnun
= B 14 he Bench Dinner
ﬁlﬁlﬁﬂiﬂlﬁlﬁl , o ,‘ L) 15DR04 |BC Lunch
o af2ls|s]s] T1 | T2 | T3 16DR02 |Gallery BrifstLnch .

To Smart-Book this reservation, you should quote the availability of only the 2-Top Tables. By booking
your table of 2 into the smaller table, you are leaving the 2-4 Top tables open for potential parties of 4.
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Smart-Booking Time

SMS allots a specific amount of time for every dining reservation which varies depending on the number
of guests in that reservation, typically ranging between 60-120 minutes. A Table for 4, for example, will
be allotted 90 minutes.

Since SMS has these timeframes programmed into the Booking Center, if you book a table for 4 at 11am,
then try to book a tee time at 12pm, you will receive a red error message on your booking that prevents
you from completing the reservation until this timing discrepancy is resolved.

The red error message will read “Unknown Error Code” While this is a vague message, this timing
conflict is the only time you will see this message appear.

Smart-Booking Location

While it is useful that SMS points out when certain recreation is booked too closely together, it is
important that you do not solely rely on the red error message to find out when you have arranged a
schedule that will not work.

A big factor in planning appropriate timing is location. Use your knowledge of the Resort to create the
most fluid itineraries for guests who have never been here before.

Example #1

A guest wants to book dinner at 6pm, but you see that they have a Pebble Beach Tee Time at 2pm.
Based on your Resort Knowledge, you know that a round at Pebble Beach takes approximately 4 %2 to 5
hours to complete, therefore they are very unlikely to be able to make that dinner reservation. Instead,
you should recommend booking dinner a little bit later or moving them to an earlier tee time.

Example #2

A guest wants to play all three courses and dine at The Bench, The Taproom, and Roy’s. Your guest may
not know that Roy’s is located at The Inn at Spanish Bay right next to the Links at Spanish Bay. You can
suggest to this guest that they dine at Roy’s on the same day that they are playing The Links at Spanish
Bay to cut down their travel time.
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Search for Existing Dining Reservations

To locate an existing Dining Reservation, you should start by opening your Universal Lookup Tool located
in the upper Toolbar of your SMS window.

File Tools Edit Print Reports Window

DA

Settings

wlal el alm =

Help

You will need to select the Search Type.

It is important to understand that not all departments S Unlve'sal L00kup
book dining reservations the same way we do in the -
SeachType [ @

Reservations department.

Not every golf booking will be associated with an u

Itinerary Number, therefore, it is best to begin your Cuest Ties «

search by setting the Search Type to Golf Tee Time First Name (1) Profles

Bookings instead of All Reservations or Itineraries. Guest Tiles and Profles (Q)e

Ask the guest if the tee time was booked under their i C y Name

name by someone else. Doing so at the beginning of - ,

your conversation can cut down your search time. :Esves:g::: 2. '
eservatons

If you are having trouble finding the reservation by
name, you can ask the guest for their confirmation
number.

INH Reservatons (+)

_CmoeledReservaforsO_()

est# © Last Nam|Ciy Ledger Accounts

The email confirmation that we send to Dining Only Membefshp Accounts
Guests is a VEMAIL. The confirmation number that Iineranes o

appears on their email is the number of their Guest All Scheduling Bookings
Tile. To search using this number, set your search type Spa Bookings

to Guest Tiles or Guest Tiles and Profiles. Golf Tee Time Bookings
Once you locate their Guest W
Tile, hit the 5 key on your '

keyboard to open the guest’s 3rd Party Conf# ()

current Active Schedule.

This is where you will see all current recreation bookings:

Scheduled Services - By Svc Code

- Active Schedule for Guest: Mrs. & Mr. Tester Testerson

'Sq Type | Booking# Level Name Senice

1 Dine |09J5NA CAN JTeotenon.Teoter |240R07
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Dining Changes

If a guest wants to make changes to their Dining Reservation, but will be keeping the same restaurant,
you should make all changes within the Dining Tile — as opposed to cancelling their current reservation
and re-booking.

If the guest wants to change restaurants or change services (i.e. move from lunch to dinner), you will
need to cancel the current reservation and re-book because those changes cannot be done within the
Dining Tile.

To edit the Dining Tile, double anywhere on your dining booking in the Itinerary Detail.

Itinerary # 1050RIOWD (COMPLETED)

Ty Gst Prf Res Lev Code Description Date Time Ppl | Location
»[R |11C5CR | 1120541 |CNF  |RRB Spanish BayR... |04/19/21-04/21/21 | 2 |BRF7 |
G [11C5CR |1 120541 |CNF  [30GATP |GTF ResortGu... [04/19/21 09:30 2 |30sG10
G [11C5CR |1 120541 [CNF  [10GATS |GTF ResortGu... |04/20/21 07:30 2 |10PB10

D [11C5CR |1 120541 _|CNF__|18DR0.._|Tap Room Lun.. |04/20/21 13:00 2
— = —
G [11C5CR |1 120541 |CNF  [20GATV |GTF ResortGu... [04/21/21 08:30 2 |208B10

SMS[Host - EDIT SPA SERVICE EE=
Within the Dining Tile, you can edit: . H2 Y 1
g Tile, y ' Dining Reservation
e The number of guests )
e Time
avie Deposit ITN#: 1@850RIGUD
e Date
Name | Johnson Stephen
When changing the number of guests, #otPeople| 4|
you may need to also change the table Note |
size (Resource Type) to reserve a table #ofTables| 1]
that best fits the new group. Resource Type[D1 | ~|2-Top Table
Table# |~ (Prohibited)
. . Servi v | Tap Room Lunch
When changing the time of a e8] 160R01_] | Tap Room Lunc
. Lt Dateg Tuesday
reservation, check availability in the
Time|1300 |~ 1:00PM
Booking Center before updating the Duration| 50
Dining Tile. When you make changes in GroupRouing| |~
the Dining Tile, you will not be able to Sever| |+ (Prohbited)
tell when you are overbooking a time
slot that is set to zero availability Guest | T]11C5CR__[Stephen Johnson
Profile w1 Stephen Johnson
Res v [12Q541 Stephen Johnson (04/19/21-04/21/21)
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Dining Cancellations

There is no penalty to our guests for cancelling a restaurant reservation.

However, we can advise guests at the time of booking that, if they need to cancel or think they will be
late, we would greatly appreciate a phone call ahead.

If it is a matter of the guests running late or still wrapping up their golf game, the restaurant hosts are
happy to hold tables.

How to Cancel a Dining Reservation
Double click anywhere on your dining booking in the Itinerary Detail to open the Dining Tile.

Itinerary # 1050RIOWD (COMPLETED)

Ty Gst Prf Res Lev Code Description Date Time Ppl | Location
»[R [11C5CR | 1120541 |CNF  |RRB Spanish BayR... |04/19/21-04121121 | | 2 |eRF7 |
G [11C5CR |1 120541 |CNF  [30GATP |GTF ResortGu... [04/19/21 09:30 2 |30sG10
G [11C5CR |1 120541 |CNF  [10GATS |GTF ResortGu... [04/20/21 07:30 2 |10PB10

D [11C5CR |1 120541 | CNF_|18DR0.._|Tap Room Lun.._|04/20/21 13:00 2
- — —— N
G [11C5CR |1 120541 |CNF  [20GATV |GTF ResortGu... [04/21/21 08:30 2 |208B10

Click X on your keyboard or click the Cancel button at the bottom of the Dining Tile:

(X)-Cancel Messages Notes Dining Profile

Confirm O Traces 4 Locate F4 AutoBook

Whose Display POS Receipt Bill

You will be prompted to select a Cancellation Reason from a Pick List and also type a more detailed
Cancellation Note into a notes field.

An alternative way to cancel a
era # 1000RI0 D OMP )

dining reservation is to right click [ Gst | Pf | Res | Lev | Code | Description Date Time | Ppl|
on the booking from the |tinerary R |11C5CR 12Q541 |CNF RRB Spanish BayR... (04/19/21-04/21/21 2
field and select “Cancel” from G [11C5CR |1 120541 |[CNF  |30GATP |GTF ResortGu... [04/19/21 09:30 2
e G |11C5CR |1 120541 |[CNF  |10GATS |GTF ResortGu... [04/20/21 07:30 2
menu that appears. v|o [11cscr |1 120541 _|CNF__|18DR0.._|Tap RoomLun [namnma [12nn |
o |11C5CR |1 120541 |CNF  |20GATV |GTFResot ‘e Felurefeason
Complete Booking
Just like cancelling from the I Eorhey
Dining Tile, you will be prompted =
Unlink All Cancel ltinerary Con  Unlink from Itinerary

to select a cancellation reason Cancel and Unlink from Itinerary

Delete Pending Expand ltinerary Com

and type a cancellation note.
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Day-of Cancellations

Similar to booking same day dining reservations, if a guest wants to cancel a reservation the same day

their reservation is set, we need to get that cancellation information to the Host Stand.

Instead

of transferring this guest to the Host Stand to complete their cancellation, you should:

Offer to reschedule
Say “ .”

Cancel the dining reservation within SMS

Place a call to the Host Stand yourself to inform them of what you have just cancelled so they

can update their own schedule for the day

Large Group Cancellations
If the guest wants to cancel a restaurant reservation that is for more than eight guests, you must

transfer that guest to the Host Stand or send an email to the Dining Team with:

A w N

The details of the booking

The reason for the cancellation

Any options the guest provided for rescheduling
The guest’s contact information

It is important to make sure the guest understands that we are not confirming their cancellation on the

phone now; they will be contacted by the Dining Team to confirm.

The reason we cannot cancel Large Groups in Reservations is because the group may have a contract

with us that includes a penalty for cancelling within a certain timeframe or a forfeiture of a deposit.
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GOLF

As Good As It Gets

Golf Tile Walkthrough

A Golf Reservation Tile is where you can see all details about an existing golf booking.

30SG10 - 02/17/21 - 11:40-01

Doellman 30GBOH | v GTF Outside Guest
John v
4 CGues: | 10G833, John Doeliman v 00003332
»
N Profie |1, John Doelman v pros -
0o Account v
1,660.00 Adv.Me.D 14 CXL 2.3.21 C9 12.20.21
° Confirm Check In Start $
Edit Toggle Carts Add
Escape Cancel Reinsiate I Complete Post Bil

[S[=@] =]
Edi
Spit Post Bl
Confirm Cancel
In ~ Edits

o

Info Print

Dep | ITN#: 1@5@RH2GU

=

Evenis

The green boxes along the top tell you:
e  Which course has been booked
1. The date of the golf round
2. The time the golfers tee off

In this case, this guest will be playing:

e The Spyglass Hill Golf Course
e On Wednesday, 2/17/21

o At 11:40am
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Golf Tile Left Section
This is where you will see details about the number of golfers and all Add-Ons the guest has added to
their golf round.

e The big blue 4 indicates that four golfers have
been booked for this tee time.

e The Booking # at the top (09D19A) is the
identification number for this golf reservation.
You can search this number in Universal Lookup
under the Search Type “Golf Tee Times”

e The Clubs / Carts / Caddy sections are where
you will see Add-Ons the guest has requested
The yellow Greens Fees box is the total cost of
the Greens Fees for all four golfers combined.

Golf Tile Middle Section
The middle section indicates who is playing, who has booked the round, and, if they are a Resort Guest,
which Room Reservation the golf tee time is associated with.

1. The First and Last Names are defaulted to

the primary name on the Guest Tile. This Doeliman

field is can be edited to anyone else’s name John

if John Doellman will not actually be playing Cuest | 10G833, John Doelman 7

this round. Profie |1, John Doeliman 7
Account v

2. The yellow Guest field shows the Guest Tile
number and name associated with this
booking.

e The Profile is set to John Doellman because he is the family member who will be playing.

If Mr. Doellman’s spouse or child were playing instead, we could change the profile to that family
member’s name.
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Golf Tile Right Section
This will reflect payment information and notes from the agent who booked the reservation.

e The Rate field indicates the price the guest
is paying for each player in this round.

30GBOH is the Rate Code. 30GBOH = GTF Outside Guest

GTF Outside Guest is the Rate Description. _n

This guest is paying full price for their Greens I

Fees, which is $415 per player. XXXX3332 A I
e Mastéréard

e The Credit / Expire fields hold the credit 12/23 : I

card information of the guest who booked Adv Mr.D 14 CXL 23.21 C9 12.20.21 I

the tee time. If the guest fails to show up
for this reservation, the Pro Shop will
charge the full Greens Fees to this credit
card.

e The Note field is referred to as the Baby Notes section. This is a tiny notes field that only holds a
finite number of characters, so all notes here must be succinct and abbreviated. The booking
agent will write a Baby Note to document the cancellation timeframe that they quoted to the
guest.
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Baby Notes Character Limit
When typing into the Baby Notes field, you can write as many characters as you’d like, but only 40
characters will save.

For example, you see that this note extends beyond the edge of the Notes field:
HelloHeloHelloHello HelloHello HelloHelloHelloH

Once | save my change, if | close and re-open this Golf Tile, you can see that my note has been
automatically shortened to 40 characters:

HelloHelloHelloHello HelloHello HelloHel

If vou are concerned vour note will be longer than 40 characters. vou can use this alternative method to
leave your note:

a # 1050R OMP D
e From the Itinerary Detail, right click on Code Descipion Date Time. ||| Ppl ||| Localion
the line of your Golf Booking. 10GBO... |GTF Outside G... (0211 o oo oo -~ B0
10GBO... |GTF Outside G... |02/1 A 510
Complete Booking
e Select Notes from the dropdown menu. Confirm Booking

Cancel Booking
Unlink from Itinerary

¢ A new window will open with a Notes el ) LAk From Ty

field. Delete and Unlink from Itinerary
ReLink to Itinerary
. S u Turn VIP On
If you type your Baby Note into this window Cancel linerary SISl
instead of directly into the Golf Tile, SMS will stop Expand fiinerary Add Special Billing Items Book
you from exceeding the 40-character limit. ] yiew/FoitbpecallB imolitens
.
Print Tickets
Springer-Miller Systems, Inc. o ||B ] =R Vﬁchm

Messages, Notes and Traces

Booking#  |09D19A | Doepke James | Close Menu

Notes |HelloHelloHelloHello HelloHello HelloHel |

OK Cancel

If you must leave a note longer than 40 characters, you can create a Tee Sheet Note instead of Baby
Note. We will discuss the Tee Sheet Note process in the Tee Sheets section of this manual.

As a Reservations Agent, you will only utilize a few of the buttons on the right side of the Golf Tile:
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e Edit—This will allow you to make changes to all
fields on this booking

e  Split — This will allow you to break up a group
of players into smaller groups, such as splitting
up a foursome into four single tee times

e Cancel —This is one way to cancel a golf
booking

ITN#: 185BRH2GU

e Edits — This will open a window that lists all
changes made to this golf reservation and by
whom

o ITN# XXXXXXXXX — This will open the guest’s
full Itinerary in a new window
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The Button Bar

The ONLY BUTTON you should ever
use in the Button Bar is ESCAPE.

There are two Edit buttons on every Golf Tile.

e The first is on the right side of the Golf Tile
e The second is in the Button Bar.

You should only every use the Edit button to the right of the tee time you wish to change. The reason we
do this is to avoid accidentally editing the wrong tee time.

For example, in the below reservation, you can see that there are two golf reservations booked into this
11:40am tee time. Mr. Doepke has booked two golfers and Mr. Doellman has booked two golfers.

Doepke 30GBOH | *| GTF Outside Guest Edit
James Y Spit Post Bil
Guest | 10X1NW, James Doepk
2 - £ = X003332 o)l conim Cancel
Y Profie |1, James Doepke v g
12123 Edt | -
0 Mo Account v n Edits
830.00 Adv.Mr.D 14 CXL 2.3.21 C9 12.20.21 Dep | ITN#: 10850RH2GU
Doellman 30GBOH | *| GTF Outside Guest Edit
John 09D19A | ¥| Mini-Group Spit Post Bil
Cuest  |10G833, Doeliman
£ = X03332 ol conim Cancel
Y Profie |1, John Doelman v 12123 ot -
‘Account v In ~ Edits
830.00 Adv.Mr.D 14 CXL 2.3.21 C9 12.20.21 Dep | ITN#: 1B5@RH2GU
° Confirm Check In Siant $ @ |
Edt [ Toggle Cars Add Evens
Escape Cancel Reinsiate Compiee Post Bl Info Print

Mr. Doepke wants to reduce his number of golfers from two players to one player, so we need to edit

the reservation.

If you click the Edit button on the right, SMS will only allow you to edit Mr. Doepke’s reservation.
If you click the Edit button in the Button Bar, SMS will allow you to edit all golf reservations in this tee
time at once. We do not want this because that increases the odds that we will accidentally edit Mr.

Doellman’s reservation instead of Mr. Doepke’s.

Mr. Doellman will not like showing up with two players to find that he only has a reservation for one,
and Mr. Doepke will not be happy learning that he is responsible for paying the Greens Fees of the
second golfer on his reservation who will appear to have no showed.
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A Day Guest is a guest who will not be staying at
one of Pebble Beach’s three Resort Properties on
the day that they play their round of golf.

The Golf-Only Booking Checklist is a simplified
version of every step that needs to be taken to
successfully book a golf reservation. We will go
into each of these steps in detail in the coming
pages of this manual.

This manual will guide you through all of the
technical steps of booking a reservation, but an
equally important aspect of booking golf lies in
how you conduct your conversation with each
guest.

The following set of questions are designed to
open up your conversation with the guest while
simultaneously ensuring that you have all crucial
information to create the guest’s ideal golf
experience.

Investigatory Questions:

e On what date are you looking to visit?
e  Which course would you like to play?

e How many golfers will be in your party?
e What is your ideal time to tee off?

e Have you played our courses before?

e s this a special occasion?

Closing Questions:

Golf-Only Booking Checklist

Golf Guidelines Met

Smart Booked

Correct Rate Code Selected

Guest Tile & Profiles Complete
Credit Card Guaranteed
Membership Dates Verified
Resident/Property Owners Verified
Credit Card “Whosed”

Cancellation Quoted & Notated
Caddies / Rental Clubs / Carts Added
Special Occasion Notated

Disclosed & Notated Greens Aeration
Reservation Completed & Confirmed
VEMAIL sent

N T

e Would you like to add caddies or a forecaddie to your tee time?

e  Will you need any rental clubs?

e Would you like to set up a lunch/dinner reservation after your round?
e Areyou interested in speaking to our Spa about our pre/post-round golfer massages?
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Outside Guest (Rack Rate) Golf

Pebble Beach Spyglass Hill Spanish Bay Del Monte The Hay
1 day 3 months 6 months 6 months 6 Months
Non CXL 14 Day CXL 14 Day CXL 3 CXL $65 Adults/ 3 CXL
12 player max 12 player max 12 player max 12 player max $30 12-19yrs /30-day
$575 + cart $415 + cart $295 + cart $110 + cart CXL

Pebble Beach Golf Links - $575 per player

Our Resort Guests are given priority over Pebble Beach Tee Times. In order to ensure we have
enough availability at this course for all hotel guests, we only allow Outside Guests to book Pebble
Beach one day in advance.

These guests can call into our Reservations Department the day prior to the day they want to play —
ideally right when our office opens at 7am (8am weekends) — to book their tee time

Since outside guests can only book one day in advance, they will already be within our standard 14-
day cancellation window and therefore Outside Guest Pebble Beach reservations will be non-
cancellable from the time of booking.

Outside Guests can book up to 12 golfers per day. If they want to book more than 12 golfers in one
day, they need to be transferred to our Group Golf department.

Outside Guests are responsible for a S45 per rider cart fee in addition to the Greens Fees

Tip: If a guest is concerned that there will be no availability at Pebble Beach booking
one day prior, you can suggest that they book Spyglass Hill or The Links at Spanish Bay.

The guest can hold their tee time at the alternate course, then still call one day prior to
their day of play to upgrade to Pebble Beach Golf Links.

We do not allow any changes to tee times once we are within the no-cancellation
window, but we make an exception for upgrades.

Spyglass Hill Golf Course - $415 per player

o Like Pebble Beach, Resort Guests are given priority to book Spyglass Hill Golf Course tee times,
but we offer Outside Guests a larger window to book if they are just visiting for the day. Spyglass
Hill can be booked up to 3 months in advance for Outside Guests.

e Qutside Guests have a 14-day cancellation window, meaning that guests have up until 14 days
prior to the date of play to change or cancel their rounds. If they cancel within 14 days or no-
show, the credit card we have on file will be charged by the pro shop for all Greens Fees.

e Qutside Guests can book up to 12 golfers per day. If they want to book more than 12 golfers in
one day, they need to be transferred to our Group Golf department.

e Qutside Guests are responsible for a $45 per rider cart fee in addition to the Greens Fees

75



PEBBLE BEACH
COMPANY

SMS | Pebble Beach Reservations User’s Guide

The Links at Spanish Bay - $295 per player

1. The

Links at Spanish Bay has the largest window of time for Outside Guests to book. This course can

be booked up to 6 months in advance.

2. Out

side Guests have a 14-day cancellation window, meaning that guests have up until 14 days prior

to the date of play to change or cancel their rounds. If they cancel within 14 days or no-show, the
credit card we have on file will be charged by the pro shop for all Greens Fees.

3. Out

side Guests can book up to 12 golfers per day. If they want to book more than 12 golfers in one

day, they need to be transferred to our Group Golf department.

4, OQOut

The Del
[ ]

side Guests are responsible for a $45 per rider cart fee in addition to the Greens Fees

Monte Golf Course - $110 per player

The Del Monte Golf Course is located outside of Pebble Beach gates in Monterey.

Like the Links at Spanish Bay, this course can be booked by Outside Guests up to 6 months in
advance.

All guests — Outside or Resort Guests — will be responsible for a $25 per rider cart fee if they
wish to take a cart.

Guests can change or cancel their tee times up to 3 days in advance.

Like all Pebble Beach courses, Outside Guests can only book a maximum of 12 golfers per day. If
a guest wants to exceed 12 golfers in one day, they should be connected directly to the Del
Monte Pro Shop (as opposed to Group Golf).

The Hay - $65 per player

>
>
>

The Hay is Pebble Beach’s only 9-Hole Short Course.

Outside Guests can book The Hay up to 6 months in advance.

Like all Pebble Beach courses, Outside Guests can book up to 12 golfers per day. If they wish to
exceed this, they should be connected with Group Golf.

If they wish to take a cart, Outside Guests will be responsible for a $45 cart fee per rider.
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Search for Day Guest Golf Availability

Ors

To search for Tee Time Availability, you will first want to navigate to the
Tee Times Tab of the Booking Center.

Guest Room | Resort Scheduling Dining | Vendor Activity | Booking Info

wnm|mwmnhm|vmmmy| Booking Info |

2 | =]
0] 1] 2] 3]
| o] 7)) 5|l

Players #Days - ‘ Course | Date | Time llOpen] Specific Group Blocl Rate Description Per Player

|| O Hotel Guest u
[7%(%) @ DayGuest R
Ne ; ay Guesf P s
s © Member

i

Advanced Deposits

I[code] Day Part Al
L

Maint 3 Nt Minimum

SPYGLASS HILL GOLF

DNU GTF 3 Nt Minimum

DEL MONTE GOLF

PBC Employee Special

THE HAY GOLF

DNU Maint 3 Nt Minimum

You can see right away that
several settings within this
Tee Time Search Tool have
already defaulted:

The calendar date is set to

the current date.

The Type of Guest has
defaulted to Hotel Guest

The number of players is

defaulted to 4

The number of days

defaulted to 1

GTF 3 Nt Minimum

[To "mooo >

O Hotel Guest
@ Day Guest

@® Member

Maintenance

20SB10  LINKS AT SPANISH BAY 5 Maint 3 Nt Minimumn

: 30561 LASS H -
The course selection II;MSG“‘: s::::omt G:LLFGOLF : DNU GTF 3 Nt Minimum
defaulted to Pebble Beach || \ coLr PBC Employee Special
Golf Links . Lol DNU Maint 3 Nt Minimum
GTF
The Day Part Code defaulted GTF
to All Day H  GTF 3 NtMinimum
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Tvne of Guest

O Hotel Guest There are three Guest Types. to choose from when searching for tee tim(‘es in
@ Day Guest SMS, however, the Reservations Department only uses two of those options:
Hotel Guest and Day Guest.

® Member

A Hotel Guest, also referred to as a Resort Guest, is a guest who will be staying in a room at one of our
three Resort Properties on the day they play their round.

A Day Guest, also referred to as an Outside Guest, is a guest who will not be staying at our Resorts on
the day of their round.

The greens fees will be the same whether a guest stays with us or is only visiting for the day, but there
are many distinctions in the Guidelines between these guest types such as:

1. How farin advance they can book their tee times

2. Whether or not they pay for their carts

3. How many golfers they can book on each course per day

Number of Days

The # Days field should always be set to 1. This indicates to SMS that we only
want to search for tee times one day at a time. Searching one day at a time will
greatly reduce the risk of misquoting availability and booking the wrong day/time.

# Days

-

There is one situation for which it is useful to search by more than 1 day at once: When golf availability
is extremely low.

For example, October is Pebble Beach Resort’s most popular time of the year. Once we come within a
few months of October, it is very rare to be able to find a Guaranteed to Finish time during that month.
If a guest wants to stay overnight and play any time in October, we can do a sweeping search to find the
remaining available tee times.

We set our search parameters to:
e Begin on October 1st Vsl 31| Course I Date I Time |DPt|HL|0pen| Specific Group Block
e 4 players 10PB10 10127721 11:00 H 01 4 12P4UX-2021Inspirato C
e 31 Days (to search Update
the entire month of Results
October) ||
e Hotel Guest
e Pebble Beach Golf There is only one tee time available the entire
e H Day Part Code month of October that we can book a group of 4
(Guaranteed to players in a Guaranteed to Finish tee time.
Finish with 3 Night
Minimum)

e Hit Update Results
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Day Part Code Code] Day Part [~
A Day Part traditionally indicates what ALL Al Day

period of the day a golfer will be playing, i.e.
morning, afternoon, dusk, twilight.

Maintenance

‘Maint 3 Nt Minimum
DNU GTF 3 Nt Minimum
‘PBC Employee Special

Pebble Beach Resorts uses these categories : -
DNU Maint 3 Nt Minimum

similarly, but the Day Parts are separated to

ITiIOIMIMIDIOID{>»

GTF
indicate more specific information about GTF
what is happening in each “part” of the day. GTF 3 Nt Minimum i

When searching for Golf Tee Times in SMS, it is best practice to keep your Day Part Code as All Day so
you can see all possibilities for the day in your search results. It is still important, however, that we pay
attention to the Day Part Code when quoting tee times to our guest.

Most Commonly Used Day Part Codes:

Day Part

All All Day Your search results will show tee times for all available Day Parts

AorM Maintenance This will be the earliest tee times of the day. Maintenance crews will be out
just ahead of these golfers performing routine care of the course such as
mowing the greens, raking bunkers, repairing divots, spreading fertilizer, etc.

B Maintenance 3 This code is identical to the standard Maintenance Day Part, but occurs
Nt. Minimum  during Pebble Beach’s Peak Season, which is August-November each year.

ForG GTF Any golfer booked into a GTF tee time is Guaranteed to Finish all 18 holes
before sunset that day. This is the Day Part you will want to book for nearly
every guest.

H GTF 3 Nt. This code is identical to the standard GTF Day Part, but occurs during Pebble
Minimum Beach’s Peak Season, which is August-November each year.
N NGTF Any golfer booked into a NGTF tee time must be prefaced with a warning

from the Reservations Agent that they may not have time to complete all 18
holes before sunset that day.

P GFT Promo Pebble Beach will occasionally offer promotional discounts on tee times that
can only be booked on certain dates or certain times of the day. The P Day
Part Code indicates that the discounted rate is available for that tee time.

T Twilight Pebble Beach courses will sometimes offer discounted rates for golfers who
wish to play late in the day knowing that they will not finish the course.
Pebble Beach Golf Links never offers Twilight rates.
Twilight tee times will be released on the 1 of the month for the following
month. The most common course for Twilight rounds is Del Monte.
Let’s try searching for Golf Tee Times!
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For the following example, let’s say our guest wants to play The Links at Spanish Bay on Friday, April 9™,
2021 as a group of 4 golfers. They will not be staying at our Resorts since they are visiting for the day.

3

Calendar Date | April 1%, 2021 [ n]w]3] 1] 2] 3] | - ® Hotel Guest
Wed O Day Guest

Type of Guest | Day Guest A 7] = @ Member

Number of Players | 4

e, |

Advanced Deposits

ers ] Perfect Fit [
Number of Days | 1

Course Selection | Spanish Bay Golf | u

PEBBLE BEACH GOLF A Maintenance

Day Part Code | All Day o SPYGLASS HL GOLF g:';tz: r:"t'x::'mum
DEL MONTE GOLF PBC Employee Special
THE HAY GOLF DNU Maint 3 Nt Minimum
GTF

GTF

GTF 3 Nt Minimum

Now that you have set the appropriate Search Criteria, click Update Results:

@ Hotel Guest
O Day Guest

©® Member

The options that fit your criteria will appear in the white box to the right of the Search Criteria:

IS

@ Hotel Guest
O Day Guest
@ Member

PEBBLE BEACH GOLF

LINKS A A) | Maint 3 Nt Minimum
SPYGLASS HILL GOLF } DNU GTF 3 Nt Minimum
DEL MONTE GOLF PBC Employee Special
THE HAY GOLF DNU Maint 3 Nt Minif
GTF

GTF

GTF 3 Nt Minimum

OO 0000606000060 600060600

LR R O R R R R R R R R R R R R

D
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How to Read Tee Time Search Results

Course
Date
Time

Day Part

HL

Open

Specific
Group
Block

Course I Date Time IDPtIHL Open] Specific Group B A
30SG10 :04/09/21 :07:10 G 01 4

30SG10 :04/09/21 0720 G 01 <
30SG10 :04/09/21:07:30 G 01 <
30SG10 :04/09/21 0740 G 01 <
30SG10 :04/09/21:07:50 G 01 <

The code that corresponds to the course you selected.
The date of the available tee time.

The start time of the round.

The part of the day within which this tee times falls.

Virtually all guests who play our courses want to finish all 18 holes, therefore, when

searching for availability, look for the which means that all guests who
tee off at that time of day are the entire course before sunset.

If your tee time has an , you must inform the guest that the time begins
at a point in the day wherein they are all 18 holes before sunset.

This indicates the hole number from which the guest will tee off. For Reservations Agents,
this will always be set as hole one.

Group Sales and Tournaments may use this category when planning rounds such as
Shotgun Tournament which will have players start their round on different holes.

The number of players available to book into this time slot.

You should always try to fill up foursomes. For example, if you are searching availability
for 2 players, look for available tee times that already have 2 players booked so you can
create a group of 4.

This field indicates if a specific had priority over this tee time, but has since then
released the tee time to be booked by transient guests.

The only exception is “Inspirato”. Do not book tee times with Inspirato in the Group Block

column. Inspirato tee times that are exclusively reserved for the guests who book into our
Casa Palmero Resort directly through Inspirato company
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Let’s get back to our example...

Right from the start, you can see that Course Date Time | DPt|HL | Open
we have a lot of availability on this : : : . . : :
day. 0SG10  [0409/21108:00 |G (01 4 |
) ) 3OSG10 04/09/21 08 20 G 01 4
Instead of rattllng off all 25+ foTo)u{o] s F-INN [E S S aguer e fre——p—
to our guest - which might make 3OSG10 04/09/21 08 50 :‘G 01 : ‘4 ]
?hem T the covrse is_ uanesirable 308610 __________ 04109,210900 _____ G 01 ....... 4 _______
if we have so much availability - the =~ [ b e s e -
best tactic is to ask the guest what 3OSG10 04/09/21 09 10 G 01 4
In this example, let’s pretend your .?’.9?919 .......... 9.‘.‘,”..99/?.1,_9.9.?{9...4.f.?.....,...?..‘??..l.: ........ 4 |
guest says they want a tee time 3OSG10 04109,21 09 50 G 01 4
around 10am. B e sesnssessnnes — S  —— -
...3..9.3919 .......... 9.‘?’...99(?1_19..39 ..... G 01 4 |
s OISV 308610 040021 1040 G 01 4
30SG10  04/09/21 1050 G 01 4
“ don’t have 10am exactly, but on e s S S ——
either side, | have a 9:50am and a 30SG10  04/09/21 11:00 G 01 4
10:30. Should we book one of these 3OSG10 04/09,21 13 40 G 01 4
options?” i

To select the tee time, click anywhere on the line of your selected tee time:

20SB10  02/10/21 09:40 G 01 4
20SB10 021021 0950 G 01 4

This will populate Rate Codes into the white box to the right of the tee time options:

Course | Date | Time |DPt|HL|Open Specific Group B A Rate Description Per Player Total
20SB10 02/10/21:08:40 G 01 4 GTF Promotional/Donat... 295.00 1,180.00
20SB10 02/10/21:0850 G 01 4 GTF Golf VIP 295.00 1,180.00
20SB10 02/10/21:09:00 G 01 4 GTF Outside Guest 295.00 1,180.00
20SB10  02/10/21 09:10 G 01 4 GTF Beach Club Memb... 295.00 1,180.00
20SB10 02/10/21:09:20 G 01 4 GTF Spanish Bay Club ... 295.00 1,180.00
208B10 02/10/21:09:30 G 01 4 GTF Re-Sale SB Townh... 160.00 640.00
20SB10 02/10/21:09:40 G 01 4 GTF Original SB Townh... 115.00 460.00
20SB10  02/10/21 0950 G 01 4
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Whenever you book a tee time, you must select the appropriate Rate Code.

The Rate Code indicates the time of guest that is booking this time (Rate Description) and it also
indicates the (Per Player and Total) rate that their group will be paying.

Most Day Guest Golf tee times that you book with be booked at the Outside Guest rate, which means
the guest will be paying full price.

Rate Description Per Player Total

GTF Promotional/Donat... 1 295.00 1,180.00
For our example, you would
double click the GTF Outside } i 4295'00 : it
Guest line which will add this OIF Outside Guest 29500 __ 1,180.00
tee time to your Booking GTF Beach Club Memb... 295.00 1,180.00
Center’s Itinerary Detail at | GTF Spanish Bay Club ... |295.00 . 1,180.00
the rate of 5295 per golfer. GTF Re-Sale SB Townh... 160.00 640.00

GTF Original SB Townh... 11500 460.00

Itinerary # 1050RH2GT

Description Location Amount Duration |Booking#
NEW  20GBT.. |GTF Outside G... 02/10/21 4 20SB10 1,180.00 300 09D197

Unlink All Cancel ltinerary Confirm ltinerary Booking Begin | 02/10/21 End | 02/10/21
Delete Pending Expand Itinerary Complete Itinerary Settings Total
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Complete A Day Guest Golf Booking

Now that you have selected your tee time and added it to your Itinerary Detail in the Booking Center, it
is time to associate a Guest Tile with this booking!

1. Click the Down Arrow next to the Guest section of your Booking Center to open Universal
Lookup.

Guest v |
| Guest |

2. Use the Universal Lookup tool to search for an existing Guest Tile for your guest

& Universal Lookup

Search Type Guest Thes

Name/Number

If no Guest Tile exists, click the Add New Guest Tile button at the bottom of the Universal
Lookup window to create one.

Add New Guest Tile '

3. Edit and Save your new Guest Tile with information provided by your guest.

Required Guest Tile Information:
e  First and Last Name
e Title
e Address
e Phone Number
e Email Address
(check opt out box if they do not want to be added to our promotional email list)

4. Click on Profiles and Preferences in the Guest Tile to complete your guest’s profile.

Profiles & Preferences
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5. Click E on your keyboard to edit the profile, then enter the Gender of your guest (M or F) into
the Gend field. Hit Page Down or click OK to save.

Diningl Biographicall In Room| COmmunicationI Transponationl H

Individual Profile .
GndFirst Name Last Name A 11E859 1
|1 [M [Johnny Smitharcon

6. Click the escape button on your keyboard to exit the Profile and get back to your Guest Tile’s
main page.

7. Inorder to reserve a tee time for an Outside Guest, we need to collect a credit card to save on
file to their Guest Tile as a guarantee that they will show up.

To Collect A Credit Card:

e Inform the caller:
“We have a 14-day cancellation policy for this tee time which means you have up until
14 days prior to your day of play to make any changes or cancel your booking.
In order to confirm your reservation, | need to collect a credit card.
Your card will not be today; you can still pay upon arrival.
I am going to pause our call recording to protect your personal information.
Would you like to confirm this tee time with a MasterCard?”

e To pause your recording, access the NAVIS program and click the “Payment” button in HUB.

e Inthe Guest Tile, click your E button on your keyboard to Edit the Guest Tile
*This is a crucial step before entering the credit card*

e Place your curser into the green Credit field. It does not need to be set at the very beginning of
the line; it just needs to be within the box.

Credit | |

Expire Edit
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e Use your IDTECH credit card machine to enter the guest’s:
o Credit Card Number
o Expiration Date
o Security Code

e Assoon as you hit Enter for the final time on your Credit Card Machine, the guest’s credit card
information will populate into the Guest Tile.

Credit |>X((X3332
Expire |12/23 Edit

e Hit Page Down or click OK to save the card on file.

Once saved, you should immediately see the logo for their credit card company appear
next to the encrypted credit card information.

Credit | X0(x3332 @
. Masteér
Expire [12/23 Edit :

Tip: Even if there is already a credit card on file for a returning guest, you must collect the credit again at
the time of booking.

8. Now that you have saved your Guest Tile and saved the credit card, you can click escape to get
back to the Booking Center.

e You can see at this point that your new Guest Tile has automatically been attached to this
Itinerary in the Guest Section.

e You will also see that your Guest Tile’s Guest ID Number has populated on the Restaurant
Reservation.

Guest |+v|11E859  |Smitharoon, Johnny

Guest | Name [ |
» | 11E859 |Smitharoon. Johnny *Primary

Profile | Name [ Gender| Age |
»|1 |Johnny Smitharoon |M \
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9. You now need to assign the appropriate Profile from your Guest Tile to your golf reservation to
indicate which family member on the Guest Tile will be playing this round.

Click into the red box under the Prf column of your golf reservation in the Itinerary Detail.

Itinerary # 1050RH2GU

NEW 20GBT.. | GTF Outside G... 104/09/21

This will open a drop-down list of all Profiles in your Guest Tile. Select a Profile to associate to
this restaurant booking.

Itinerary # 10560RH2GU
3 7 > o B

g G 11E859 NEW |20GBT.. |GTF Outside G... |04/09/21

m

11E859 |Smitharoon Johnny

10. Select the appropriate Profile. You will see the Profile number from the first column of the
dropdown menu populate into the Prf field.

Itinerary # 1050RH2GU

Description Date

NEW  20GBT.. |GTF Outside G... 04/09/21

Tip: If SMS is not allowing you to assign a Profile, go back into your Guest Tile, click into Profiles
and Preferences, and see if you did not enter the Gender of your guest into the Profile. Enter the
gender, save the Profile, and come back to the Booking Center to try again. It should now work.

11. Double click anywhere on your golf reservation in the Itinerary Detail to open the Golf
Reservation Tile

- lee Time 08810 | Fi-040921 | 0950a | 01 |
Booking#: @9D199:Nl  |Last|smitharoon 20GBTU |+ GTF Outside Guest

Eirsl Johnny
glubs :
arts(n | CJvip

11E859. Johnny Smitharoon
Caddy—s pol[ [ 1f[ ] ~

1. Johnny Smitharoon
Green Fees 1,180.00
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12. We saved the credit card to this guest’s Guest Tile, but now we need to associate that credit
card with this golf booking.

The Starters at the Pro Shops are the ones who will eventually be charging the greens fees onto
this guest’s credit card, but the Starts only see their Tee Sheets and the Golf Reservation Tiles,
therefore, we need move the credit card information onto the Golf Reservation.

To Associate A Credit Card to a Golf Booking:
e Click the Edit Button in the top right corner of your tee time:

v GTF Outside Guest |  Edqt

e C(Click the Down Arrow to the right of the Guest field:

' Guest |11E859, Johnny Smiharoon -
~ Profie | 1. Johnny Smiharoon -IEI'

Acoourt v

e This will open the Guest Scan window which is a search screen that allows you to find specific

Guest Tiles.
GuestScan - By Guest Name. [=[@][=]
o -
T —— | comay | hotess 1 oy J—
+|1E8s0 | smitharoon, Johnny | I | Minneapolis I
1046RX  Smihart, Jack 14280 Bar Ela Ranch Rd Grass Valley CA
10V6Q8  Smihberger, Jan 627 Wood Glenn Ct Timonium MD
1046X0  Sméhburg, Phiip 327 Kipwely Court Exon PA

2
g
g
(5]
5| 1024R  smter,Chrs 16111 adrone Avenue Los Gaos )
7| 1185 Smiter, Ecward 251 Park Lane Vacavie cA
5| 10757 Sminer, Gernude 7854 Canan Cout Dates ™
|
0
B
o

10 107521 Smer, Lows CI0 George Emeragesr. 2847 Cobvesore Drve Pam Harbor L
11 10AGET  Smirer, Michae! 1234 Mockng Lane Snotamsh wa
12 10460 Smihernan, Bryan 22 Lubbock ™
1) 10WHQ  Smeneman, lotn Spa Guest

14 1046XC  Smieman, Robert 349 Brnger P Streveport n
1 10VIEF  Sméeran, Spencer 540 Lveruorh Sreet SanFrancsco A

Since there is already a Guest Tile associated with this booking, that tile will be at the
very top of this list. Select option 1 by clicking the 1 button or by typing 01 on your
keyboard.

Guest Scan - By Guest Name

Sq “Guest# |  YName | “Company | Add

'+ MESSY | Smitharoon, Johnny | | 1123 Vanderbuelt Drive
2| 1046RX  Smihart Jack 14280 Bar Ela Ranch Rd
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13. The following prompt will appear. Type Y for Yes to continue.

Update booking name to guest name? Yes | | No | (Y/N)? IE] l

14. You can now see your guest’s credit card information has been added into the Credit field of this
Golf Reservation Tile.

Credit| xxxx3332

Expire|1223 |

15. Press Page Down or click the Page Down button to save your changes.

16. Now that your update has been saved, click Escape to return to the Booking Center.
You should now see that the Golf Reservation in your Itinerary Detail has changed from red to
white. This means we are now clear to complete the booking!

Itinerary # 10560RH2GU

Description Location

ILIG 111E859 |1 INEW |20GBT.. |GTF Outside G... |04/09/21 0950 | 4 |208B10

17. You should also see that the Complete Itinerary button at the bottom of Itinerary Detail is now
enabled. Click this button.

inerary. Confirm Itinerary Booking

tinerary Complete Itinerary Settings'

18. Now that you have Completed the Itinerary, the Confirm Itinerary button will become enabled.
Click Confirm.

Confirm Itinerary
Complete Itinerany '

19. You just completed Your Booking!
At this point, you can reconfirm the day, date, time, restaurant, and number of guests with your
caller, then end your call. Move onto the next steps to Clean Up your reservation!
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Clean Up A Day Guest Golf Booking

Now that the guest is off the phone, there are just a few more steps to wrap up our golf booking.

e Double click your golf booking in the Itinerary Detail to open the Golf Reservation Tile

Itinerary # 1050RH2GU (COMPLETED)

Ty| Gst Prf Res Lev Code Description Date Time Ppl | Location | Amount | Duration |Bookin

|20sB10 | 118000/  300|09D199

IL'G [11E859 |1 | |cNF |20GBT.. |GTF Outside G... [04/09/21 loo:so | 4

e Click E on your keyboard or click the Edit Button on your tee time.

Spit Post Bl

¢ Inthe Note field underneath the credit card information, notate the cancellation window you

quoted to your guest and sign the note using your SMS User Code.

The format of this cancellation note should be:

Adv. Mr./Ms./Mrs. (Last Name Initial) (cancellation window) (final date they can cancel without
penalty) (User Code) (Today’s Date)

Adv.Mr.S 14 CXL 3.26.21 C93.1.21

Page Down to save, then Escape to return to the Booking Center

Access the Guest Tile by clicking the Guest button in you Booking Center

Guest | v [11E859 Smitharoon, Johnny
Guest Name [

IL["'5859 Smitharoon, Johnny *Primary

e Click the Letters button to open the Confirmation Email tool

Remarks & Communication

More Notes Locators 4

Traces Alerts
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e This will open the Pending Letters window

L Edlsitatie

LIS [y
[ Tosan [ [ Goste [ [ Arscners [ secowin | Dusiraion [ oo aes [Tveraiee e ||
T

e Type VEMAIL into the Letter Code field to send a Recreation Confirmation Email.

et Lotor Code [

| eaen

e Arecord of your confirmation email will appear:

Letters
Attachments

Letter Code

e C(lick Escape twice to return to the Booking Center.

e Create and save your Booked Lead in NAVIS, then move on to the next call!
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Smart-Booking Golf

Smart-Booking Golf is very similar to Smart-Booking Dining Reservations.
When booking tee times for guests, your goal should be to book tee times in
a way that most efficiently fills out our tee sheets to maximum capacity.

Like in the game Tetris, you want to fill in every gap in the Tee Sheet with
bookings in order to fit as many pieces (people) as possible.

Singles
If a guest wants to book a tee time as a single player, this is typically an opportunity to fill up some
foursomes that do not yet have 4 players.

When you search for one player in SMS, you will see that the tee times with the smallest number of
available players will filter to the top of the list.

MQ_ #Days:’ Course Date | Time |DPt|HL|Open Spe
0PB10 ' 04/14/21 11:30 G 01 1

@ Hotel Guest 0PB10 04/14/21 1220 G 01 2

O Day Guest :::::; 10PB10  04/14721 0640 M 01 4

@ Member .10PB10 04/14/21 1250 G 01 4 i
10PB10  04/14/21 G 4

Doubles

In the example below, you can see that we have a wide range of times available with only 2 players
needed to fill out the foursome. In this case, you should try to exclusively quote tee times from the list
of open twosomes.

For example, if your guest specifically asks for a 7:30am tee time, you can see that we do in fact have
7:30am available for four players, but since this guest only wants to book two players, the best practice
is to offer them 7:10am.

Phye's #Daysl 1| Course | Date | Time |DPt|HL|Open|  Specific Group Block A
20SB10 _04/06/21 07:10 G 01 2
e ————
® Hotel Guest 20SB10  04/06/21 09:10 G 01 2
O Day Guest Il;pdatltz 20SB10 . 04/06/21 :10:00 G 01 2
esu
20SB10  04/06/21 11:30 G 01 2
® Member :
R, 20SB10 ' 04/06/21 1230 G 01 2
FIA |Advanoed Deposits | 20SB10 ‘04106l21 1350 G 01 2
20SB10 ' 04/06/21 14:00 G 01 2
Use Rate Filters [ Perfect Fit (] ||[20SB10 04/06/21 07:20 G 01 B
= 20SB10  :04/06/21 :07:30 G 01 -
il - 20SB10 ' 04/06/21 07:40 G 01 <
r\ B H
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Groups of Six
The official policy of Pebble Beach Resorts when booking groups of six golfers, we book them as one
foursome and one twosome.

We do not book groups of six as two back to back threesomes because that only leaves one remaining
spot in each of those tee times, and it is much less likely that we fill two singles than one twosome.

If you receive a call who is adamant about booking their group as two back to back threesomes, you
should follow the following sales process:

1. Inform the guest that it is Pebble Beach policy to book groups of six as four and two in order to
help the pro shops better manage their schedules for the day.

2. Advise the guest that, if they do book as two threesomes, they will very likely end up with a
single who is a stranger booked with them in both tee times.

3. Advise the guest that we have a policy to fill out groups of fours, so if they want to book three
and three while still playing solely with their group, they have the option to buy out all four
spots in the tee time.

4. If none of the above options have changed your guest’s mind, you can request approval from a
supervisor to book the group as two threesomes — but be sure to obtain the guest’s reason
before speaking to your supervisor.

To book a group of six, you should begin by entering the smaller number of golfers, two, into your
search first. You want to try to find an open twosome that is consecutive with an open foursome.

For example, below, you can see that there is a twosome available at 2pm and a foursome available at
2:10pm. By booking your group into these two consecutive tee times, you will be filling out two full

foursomes.
Players 2| #Days 1 Course | Date | Time |DPt|HL|Open |
30SG10 :04/08/21 _07220 G 01 i 2
@ Hotel Guest 30SG10 :04/08/21:09:20 G 01 2
O Day Guest Updato 30SG10 04108721 1350 G 01 2
o Results 30SG10  04/08/21 1400 G 01 2
30SG10 :04/08/21 _12200 G 01 i 4
pe A Advanced Deposits 30SG10 04/08/21 1410 G 01 4
30SG10 :04/08/21:07:30 G 01 3
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Groups of Five
A group of five golfers should be booked as one threesome and one twosome. While we try to fill out
foursomes as often as possible, we do not want to force one member of their group to play alone.

It is still important to smart book these players by searching for consecutive tee times that can fill out at

least one, but ideally two foursomes.

Since it is easier for us to fill up a twosome than a single, you should start by searching for tee times with
exactly three available spots.

@, #Daysl 1| Course | Date | Time |DPt|HL|Open| Specific Group Block A
3

20SB10  06/21/21 :07:50 01

G

@ Hotel Guest 20SB10  06/21/21 G
O Day Guest 20SB10  06/21/21 G
06/21/21 G

® Member

In this example, we can see that there is an open threesome at 7:50am and 11:50am. Now, we need to
search for available twosomes or foursomes that are consecutive to these two threesome options. Set
your number of players to two and search once more.

Clayers #Daysl 1| Course Date | Time |DPt|HL|Open Specific Group Block A
20SB10  06/21/21 1430 G 01 2
@ Hotel Guest 20SB10  06/21/21 06:10 G 01 4
O Day Guest ::::tn: 20SB10  06/21/21 0620 G 01 4
O 20SB10  06/21/21 0630 G 01 4
20SB10  06/21/21 06:40 G 01 4
pﬂ A - | AT | 20SB10  06/21/21 0650 G 01 4
20SB10  06/21/21 07:00 G 01 4
Use Rate Filters [] Perfect Fit [ ] ||[20SB10 06/21/21 0710 G 01 4
]E 20SB10  06/21/21 0720 G 01 4
20SB10  06/21/21 0740 G 01 4
ﬁ_’:e o 2o s “Ill|20sB10 06121721 08110 G 01 4
i 20SB10  06/21/21 0820 G 01 4
ot Malotencnce 20SB10 06/21/21 0830 G 01 4
B 208810 0621221 09:00 G 01 4
IR ok 20SB10  06/21/21 0910 G 01 4
O i s e 20SB10  06/21/21 09:20 G 01 4
(E___{DNU Maint 3 Nt Minimum 20SB10  06/21/21 1200 G 01 4

There are no available twosomes consecutive with our open threesome options, 7:40am and 12pm are
available to book four players, so this is what we should quote to the guest:

I am happy to book five players for you on these dates. In order to have consecutive tee times, we can
book your group of five as one threesome and one twosome at either 7:40am and 7:50am or 11:50am
and 12pm.
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Order of the Courses

Guests will often have an agenda in their mind of the order in which they wish to play our golf courses.
However, what they may not realize is that Pebble Beach is in such high demand, that we must build
most reservations around the best tee times available on the Pebble Beach Golf Links course.

For example, many guests like to stay with us Friday-Sunday and play Pebble Beach Golf Links as the
middle course. However, depending on how far in advance they book, it can be very rare to find a prime
Pebble Beach tee time on a Saturday (our most popular day of the week). The guest may have a much
better schedule if they are willing to play Pebble Beach Golf Links on Friday or Sunday instead.

It is best practice to begin by asking the guest their ideal tee time, then search for Pebble Beach
availability first to see which date best fits that schedule.

36 Holes
Some guests will want to fit as much golf as possible into their trip to Pebble Beach, so they will book
two rounds of golf in one day, sometimes multiple days in a row.

This situation is where your Resort Knowledge will greatly help your guest plan their day. You must
make sure that the guest books their day with enough time between rounds factoring in travel time
between courses and padding in time to get something to eat between rounds.

Guests may only book Pebble Beach Golf Links and Spyglass Hill Golf
Course on the same day if we are within three months of their visit.

We advise guests against booking Pebble Beach Golf Links and Spyglass Hill as 36 holes for several
reasons. Both courses are very long and can be difficult for most golfers to complete in one day. Instead,
we advise guests to book one round of their 36 holes on The Links at Spanish Bay which is an easier
course and generally has more availability which makes their tight golf schedule easier to plan. More
importantly, we want to keep availability at Spyglass Hill open for more Resort Guests rather than have a
smaller number of guests book multiple rounds.
1. If the guest insists on booking Pebble Beach Golf Links and Spyglass Hill as 36 Holes, they can
only do so once we are within three months of their stay.
2. Pebble Beach Golf Links cannot be booked twice in one day in advance. Guests must wait until
they begin their round on the day of play to inquire with the pro shop about a re-round same
day.
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Golf Add-Ons

Carts

For Resort Guests, carts are complimentary our three primary courses:

e Pebble Beach Golf Links
e Spyglass Hill Golf Course
e The Links at Spanish Bay

For Outside Guests, each guest who wishes to take a cart must pay a 545 per rider fee.

At the Del Monte Golf Course, regardless of whether the guest is Resort or Outside, if they wish to take a
cart, each guest is responsible for a 525 per rider fee.

There is a field for Golf Carts on the Golf
Reservation Tile that will automatically be set to N,
as in No Cart. You should never update this default
setting.

Our guests do not need to reserve golf carts in
advance. They simply need to let the starter know
when they check in for their round that they plan to
ride.

If you mark this field as Y for Yes, the pro shop may
automatically charge the guest for a cart even if they
end up not taking one. To avoid that mistake, we
leave this set as No until their day of play.

Spectators
Each golfer booked into a tee time at one of our courses is permitted to bring along one spectator,
which is a non-golfer who will accompany the guest during their round.

e If the golfer and the spectator choose to walk the course, there is no fee involved for the
spectator.

e [fthe golfer and spectator choose to take a cart, regardless of whether the spectator is a
Resort Guest or an Outside Guest, the spectator will be responsible for the cart fee.

e A spectator may not have their own cart to themselves; they must share a cart with the
golfer.
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Traditional A Traditional Caddie, also referred to as a Carrying Caddie, will provide accurate
Caddie yardages, assistance on the greens, rake bunkers, fix ball marks, replace divots, tend

flagsticks, locate/find balls, and provide a line of play.

If the guest decides to walk the course with a caddie, their bag might be changed out
to a lighter one for the caddie’s safety if the bag exceeds 25Ibs. This will be
determined at pro shop check-in.

Pebble Beach has a Double Caddie policy meaning that each caddie will traditionally
assist two golfers at one time, carrying both bags.

If a guest does not want to share a caddie, they can book a single caddie instead,
which is subject to a higher rate. Due to the number of caddies available, single
caddies are never guaranteed and these requests may not be filled.

Forecaddie A forecaddie will not carry bags or touch equipment. They will typically stay ahead of
the group to call yardages, read greens, locate balls, etc.

One forecaddie will typically serve the full foursome.

COVID 19 Caddie Guidelines

e Carrying Caddies are temporarily unavailable during the COVID-19 pandemic for the purpose of
eliminating common touchpoints between the caddies and our guests.

e Guests are encouraged to book Forecaddies, who will still provide their expertise during the round,
but will not touch the guest’s equipment, carry their bags, or drive the guest’s bags on their carts.

e Pebble Beach traditionally has a three-player minimum to book a forecaddie, but this rule has been
placed on hold throughout the pandemic.

Caddie Rates

e $145 - Single Bag Carrying Caddie (not currently available)
e $190 - Double Bag Carrying Caddie (not currently available)
e 5190 - Forecaddie for four golfers

e $142.50 - Forecaddie for up to three golfers

Recommended Average Gratuity:
1. Double Caddie — $35 to $60 per bag
2. Single Caddie — $55 to $80 per bag
3. Forecaddie — $25 to $40 per bag
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Reserve A Caddie

On the Golf Tile, you will see two boxes next to the
Double Caddie (Dbl) field.
1. Thefirst box is the number of caddies
need
2. The second box is the number of golfers
they will be assisting.

This box will only ever be filled inas 1 / 2 (one
double caddie to service two golfers) or 2 / 4 (two
double caddies to service a foursome.)

The Single Caddie (Caddy-S) field is where you will
reserve a single caddie for guests who do not want
to share their double caddie with another person.

The box should reflect the number of golfers who
wish to have a single caddie.

The Forecaddie (F) field is directly next to the
Double Caddie field. There is only one box since
one forecaddie is capable of serving an entire
foursome.

In this box, you should enter the number of golfers
who will utilizing the forecaddie’s services.

There is no cancellation policy for caddies or forecaddies. Guests may cancel at any point, including up
to the time they check in with the starter on the day of their round.
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To Guarantee A Caddie
To Guarantee availability, caddies must be reserved at least three days prior to the date of play.

e If a guestis already within three days of their day of play and wishes to reserve a caddie, they
should be connected to Caddie Services — Extension 6162

e If Caddie Services is unavailable to connect the guest, send an email on the guest’s behalf to
pebblebeach@caddiemaster.org.

Forecaddie request for 9/10 and 9/11

Lioby, Crystal B

LC LN S el caddiemasterforay Tue 9/8/2020 4:32 P

Hello,

Mr. Srinivasa Samudrala is requesting a forecaddie for all 4 rounds he has booked this week. We are within 72 hours, so | want to give
you a head’s up. Can you please see if you can accommodate this?

9/10/20 — Pebble Beach foursome 1:30pm
9/10/20 — Pebble Beach foursome 1:40pm
9/11/20 — Spyglass foursome 8:10am
9/11/20 - Spyglass foursome 8:20am

Best,

Crystal A. Libby

Note: When emailing Caddie Services, do not use the Itinerary Number to identify your tee times. The
Pro Shops and Caddie Masters work with the Tee Sheets, not the Booking Center, so it is best to provide
the golfer’'s name(s), course(s), and tee time(s).
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Specific Caddie Requests
Important Note: To ensure the fair treatment and work for all caddies, we cannot recommend specific
caddies to guests. *This is a union issue*

e If a guest already knows a specific caddie they wish to work with, you should either connect
that guest to Caddie Services or send an email on the guest’s behalf requesting that specific
caddie.

e We do not guarantee the availability of specific caddies because the caddie themselves must
accept the job.

Caddie Request for Chase Waldman

Libby, Crystal
To 'Caddie Office'

e

Hello,

Our guest, Mr. Marty Ward, booked the following tee times and is requesting Chase Waldman as his forecaddie.

2/6 — Pebble Beach single 7:50am
2/20 - Spyglass Hill single 8:10am

Thank you!

100



@

PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Rental Clubs

There are four options for guests when it comes to golf clubs at our courses:

o Bring their own clubs

o Ship their clubs to Pebble Beach
e Clubs may be shipped to Pebble Beach via FedEx or other shipping services
e Day Guests may ship their clubs directly to the Pro Shops
e Resort Guests may ship their clubs to the main address of their Resort.

o Buy Clubs from Pebble Beach

e The Pebble Beach Golf Academy provides club fittings and have some clubs for sale at
the shop.

e Full sets can be ordered by the Golf Academy

e Rent Clubs from Pebble Beach Pebble Beach

e Pebble Beach is brand partners with TaylorMade, therefore all rental clubs will be the
TaylorMade brand.

e Pebble Beach offers men’s and women'’s right and left-handed clubs with flex or stiff shafts.

Reserve Rental Clubs

Ask the guest:

e  How many players will require rental clubs?
e Should the clubs be men’s or women’s?

e Are the players left or right-handed?

Access the Golf Tile and click Edit. Depending on if the clubs are
right or left-handed, type R or L into the boxes in the Clubs field.

Each box is for a different player. For example, if four players
need right-handed clubs, you would enter R, R, R, R.

In the Baby Notes field, for every golfer write:
e MRH (Men’s Right Hand) or MLH (Men’s Left Hand)
e LRH (Ladies Right Hand) or LLH (Ladies Left Hand)

Graham 60GATR | ¥|Resort Guest
John v
: ! R L Guest | 11FON7. John Graham v XXXX2000
[y | Join Grsham - 07/23 Full Cz:8 Edit
2 Account | 12P9TR, Graham, John v
130.00 LRH, MLH C94.321
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Aeration

Golf Course Aeration is a process of punching
holes into the grass to open growing room for
grass roots and allow nutrients and water to
penetrate deep into the soil to keep the turf
healthy.

Minor Aerations are performed all year long in
staggered schedules, but approximately twice a
year, each course goes through a Major
Aeration of the greens.

We are obligated to inform our guests if they
plan to book a tee time over a period of major
aeration because they will likely see the effects
on the greens and the holes may affect their
putting game.

Because our courses will temporarily be below
the pristine Pebble Beach standards while the
grass heals over, tee times during Major
Aeration may be booked at a discounted rate,
and Pebble Beach golf links may be booked
without the required room stay.

i A i a8
I ST MGAER XTI

When searching for Golf Availability in SMS, if the date you select is over a period of aeration (minor or
major), you will see a red bar above the search area that informs you of the aeration details:

Guest Rooml Resort Scheduling Dining | Vendor M:tmtyl Booking Infol

Note of the Day: 3/4" Fairway Aeration No B/R or AR

@ Hotel Guest
O Day Guest
® Member

|i~
s
S
g
&

Thu™

] 0]

Frild I |

Account Type A

: |Advanoed Deposits

Use Rate Filters (]

Perfect Fit (]

Course ID Name Code Day Part
ALL All Courses ALL Al Day
10PB10 PEBBLE BEACH GOLF

A Maintenance
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In this example, on March
31°, the Pebble Beach Golf
Links course will be going
through the %" aeration on
each Fairway.

%" is the size of the tine used
to punch the holes, meaning
that each hole in the fairway
will be 3/4” in diameter.

This is @ minor aeration
because the size of the hole
is not of significant impact.
We do not need to inform
the guest of minor aeration
unless they specifically ask.



@

PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Identify Major Aeration

To easily identify Major Aeration — of which we are obligated to inform the guest — you simply need to
look for the Day Number in parentheses in the red note.

For example, the following note has “(Day 5)” in parentheses. The greens require approximately 10 days
to heal over after a major aeration.

This note is stating that the L
greens will be pu nched (aerated) Guest Rooml Resort Scheduling Dining I Vendor ACtIVItyl Booking Infol
with 5/8” tines 5 days prior to
April 2", Note of the Day: (Day 5) 5/8" Green Aeration No B/R A/R

You will only ever see the
number of days in parentheses
when it is a major aeration.

@ Hotel Guest

Another way to see when aeration will be occurring on our Golf Courses is to consult the Aeration
Calendar. Whenever this calendar is updated, an email with the new calendar will be emailed to all
Reservations Agents. You can also access the current calendar any time by opening the Digital Binder.

To access the Aeration Calendar in the Digital Binder:

e Open File Explorer on your computer m

e Access the L Drive

== Reservations (L:) I

e Open the RESORT RESERVATIONS FOLDER
e Open the Resort Knowledge Folder

e C(Click on the Digital Binder with the most recent Update Date:

@ Digital Binder - Updated as of 3.30.21

@ Digital Binder - Updated as of 4.1.21 '

* An excel spreadsheet will open with many tabs along the bottom. Locate the tab labeled Aeration
Calendar.

Net Rates 2021-2022 2021 Aeration Schedule 2021 Aeration Memo
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This Aeration Calendar does not explicitly mark which dates are Major Aeration, but you can identify
Major vs. Minor Aeration by the size of the tines.

The Tine Sizes used for Major Aeration are:

e Five Eighths Inch

e Double Quarter Inch—This means the
tines are only %" wide, but twice as many
holes are punched in this size than during

minor aeration.
e Three Eighths Inch

2021 AERATION SCHEDULE (First Day thru Last Day of guest impact)

GOLF DIVISION GOLF DIVISION GOLF DIVISION
PEBBLE BEACH SPYGLASS HILL SPANISH BAY
GREENS GREENS GREENS
March 23 thru March 29 (1/4"x 2) March 29 thru April 7 (5/8") March 29 thru April 4 (3/8")
May 17 thru May 19 (1/4") May 24 thru May 26 (1/4") May 10 thru May 12 (1/4")
June 28 thru June 30 (1/4") July 22 thru July 24 (1/4") July 5 thru July 7 (1/4")

August 11 thru August 20 (5/8")

SeptemBer 27 thru §eptemBer 20 (1/4")

November 22 (1/4" Solid

August 14 thru August 16 (1/4")

September 27 thru October 6 (5/8")
November 24 (1/4" Solid

August 9 thru August 18 (5/8")
September 20 thru September 22 (1/4")

November 22 (1/4" Solid

TEES TEES TEES
April 13 (1/2") April 5 (1/2") April 19 (1/2")
June 23 (1/2") June 9 (1/2") August 2 (1/2")
October 4 (1/2") August 23 (1/2") October 11 (1/2")
October 25 (1/2")
FAIRWAYS FAIRWAYS FAIRWAYS
March 30 (3/4") May 17 (3/4") March 29 (3/4")
August 23 (Slice/Verticut) July 23 (3/4") September 6 (3/4")

QOctober 14 (3/4")

September 1 (3/4")

October 18 (3/4")

FAIRWAY TOPDRESS FAIRWAY TOPDRESS FAIRWAY TOPDRESS
April 9 thru April 15 May 20 thru May 26 April 5 thru April 11
August 26 thru September 1 August 2 thru August 8 Sept 9 thru September 15
Qctober 20 thru October 26 September 7 thru September 13 Oct 21 thru October 27

Guests will periodically ask when we are performing aeration on the course. In those instances, they are
typically only referring to Major Aeration, so you can consult this calendar to let them know the
approximate timeframe. The calendar is still subject to change throughout the year.

If they do not need specific dates, you can let guests know that our Major Aeration is typically

performed on the greens twice per year: once in March and once in August.
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Another tab within the Digital Binder is the Aeration Memo:

Net Rates 2021-2022 2021 Aeration Schedule 2021 Aeration Memo

This memo solely reflects the dates of Major Aeration on each course:

2021 AERATION NOTIFICATION
Any guest booking golf tee times in 2021 over the below aeration dates will be notified and receive special rates
as outlined below. Choose the appropriate "Aeration” golf rate based on type of booking (e.g. Aeration Stay
Play for a package or Aeration for non package golff).
PEBBLE BEACH SPYGLASS HILL SPANISH BAY
2x1/4inch -7 Days 5/8 inch - 10 Days 3/8 inch -7 Days
DAY DATE | RATE DAY DATE | RATE DAY DATE | RATE
Tuesday 3/23/2021| $385 Monday 3/29/2021| $250 Monday 3/29/2021| $175
Wednesday | 3/24/2021| $385 Tuesday 3/30/2021| $250 Tuesday 3/30/2021| $175
Thursday 3/25/2021| $385 Wednesday | 3/31/2021 | $250 Wednesday | 3/31/2021| $175
Friday 3/26/2021| $385 Thursday 4/1/2021 | $250 Thursday 4/1/2021 | $175
Saturday 3/27/12021 | $385 Friday 4/2/2021 | $250 Friday 4/2/2021 | $175
Sunday 3/28/2021| $385 Saturday 4/3/2021 | $250 Saturday 4/3/2021 | $175
Monday 3/29/2021| $385 Sunday 4/4/2021 | $250 Sunday 4/4/2021 | $175
Monday 4/5/2021 | $250
Tuesday 4/6/2021 | $250
Wednesday | 4/7/2021 | $250
Fall - 2021
PEBBLE BEACH SPYGLASS HILL SPANISH BAY
5/8 inch - 10 Days 5/8 inch - 10 Days 5/8 inch - 10 Days
DAY DATE | RATE DAY DATE RATE DAY DATE | RATE
Wednesday | 8/11/2021| $385 Monday 9/27/2021| $250 Monday 8/9/2021 | $175
Thursday 8/12/2021 | $385 Tuesday 9/28/2021 | $250 Tuesday 8/10/2021| $175
Friday 8/13/2021| $385 Wednesday | 9/29/2021| $250 Wednesday | 8/11/2021| $175
Saturday 8/14/2021 | $385 Thursday 9/30/2021| $250 Thursday 8/12/2021| $175
Sunday 8/15/2021| $385 Friday 10/1/2021| $250 Friday 8/13/2021| $175
Monday 8/16/2021| $385 Saturday 10/2/2021| $250 Saturday 8/14/2021| $175
Tuesday 8/17/2021| $385 Sunday 10/3/2021| $250 Sunday 8/15/2021| $175
Wednesday | 8/18/2021| $385 Monday 10/4/2021| $250 Monday 8/16/2021| $175
Thursday 8/19/2021| $385 Tuesday 10/5/2021| $250 Tuesday 8/17/2021| $175
Friday 8/20/2021| $385 Wednesday | 10/6/2021| $250 Wednesday | 8/18/2021| $175

Note: Whenever an updated Aeration Schedule or Aeration Memo is emailed to the Reservations Staff,
all changes that have been made since the previous version of the document will be highlighted in
yellow. This is why the Fall Spyglass Hill column is highlighted in the image above; those aeration dates
were updated since the previous memo release. .
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Aeration Rate Code Change Near Dates
When we are close to the dates of aeration, the rates will be changed back to rack rate price, but still

under aeration rate code. This is so the pro shop can hit the “aeration discount” button in their system
when they charge the guest’s credit cart upon arrival.

(need more info on this)
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Complete an Aeration Golf Booking

When a guest wishes to book a tee time and you see an aeration note with the Day Number in
parentheses, follow these steps to complete the booking.

Note of the Day: (Day 9) 5/8" Green Aeration
I

Inform the guest:

Yes, | do have tee times available on this date, however, | want to let you know that | see we are
performing aeration on greens nine days prior to your date of play, so you may see visible impact
during your round.

We allow 10 days for our greens to heal over after aeration and | see that your date falls on day
9 of that process, so you impact should be minimal. If you still wish to book this tee time, | can
offer you a discounted rate of 5385 instead of S575 per player.

If the guest wishes to proceed, instead of selecting the Outside Guest Rate Codes, you must
select Outside Aeration:

Prepare the Guest Tile and complete the tee time booking as normal.

Access the Guest Tile and click More Notes to leave an R Note.

Remarks & Communication

Create and Save a Reservations Note like the following and mark the note “Closed”.

Guest Notes
| Testerson, Tester | Guest #11FATX | 0410312021 12:04:32 PM |
Last User|Cc9 | B
Date |04/03r21 | Sawrday
Time|12:04
Booked PB aerasion 4sm on 9/19/21 at 1:50pm. A
Guestis aware of aeraton and discount.
C943.21
Date| 7/
Time v
User
Not Printed Type |R | v/|Reservatons
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The Exception Calendar, also
referred to as the Free Sell Calendar,
is an excel sheet on which pre-
approved exceptions to our
standard booking guidelines are
written.

The list is updated periodically by
management and emailed to the
Reservations staff as an attachment.

The purpose of the exception
calendar is to maximize our
bookings. For example, if there is a
large block of tee times at Pebble
Beach available on a particular date,
but no rooms left for Resort Guests
to book, you may see those dates on
the next Exception Calendar update.
These decisions are determined by
the Revenue Management team.

Updated Pebble Beach Exception Calendar

¢]]

3

Chunnic, Joe

To _Reservations
Cc Seber Holm, Lee Ann; Bertel, Marissa; Miguel, Nick

Pebble Beach Guideline Calendar 3.30.21.xisx
61KB ¥

Action Items

Thank you,

P: (831) 648

Good afternoon,

Joe Chunnic
Assistant Manager, Resort Reservations

Pebble Beach Company
-7830
www.pebblebeach.com

Please find attached an updated Pebble Beach Exception Calendar.

Please note that all NGTF tee times in the month of April are eligible for Free Sell.

INTERNAL USE ONLY - DO NOT DISCUSS CALENDAR WITH GUESTS

Rooms + Golf
Priority of Sale: Level 1, then Level 2 and then Level 3
Level 1 Default sale: All standard guidelines apply
Exception: 1 night stay
Level 3 Exception: No stay required; Free Sell Pebble Beach Golf without Rooms
Concours 18th hole closed - sold as 17 holes
Tents Set Up/Tear Down View Obstruction: Concours/PURE/AT&T (SEE MEMOS)
Aeration Pebble Beach - see memo
[ Sun Mon Tue Wed Thu Fri Sat |
March |28 29 | 30 31 |
April™* 1 2 3
4 5 6 7 8 9 10
11 12 13 14 15 16 17
18 19 20 21 22 23 24
25 26 27 28 29 30

** Any NGTF time in April is OK to Free Sell **
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Rooms

One Night Stay on Weekend (No

golf)

LD INN cp
2 Months Out Hotel at 70% 60+ avail |80+ avail | 7+ avail
1 Month Out Hotel at 85% 30+ avail |40+ avail |4+ avail|
Itinerary Holds
Same Day 5pm Weekdays/4pm Weekends

You are responsible to cancel

All RBT traces and Deposit lines must be accurate
All other holds must be approved

Sun Mon Tue Wed Thu Fri Sat
August il 2 3 4 5 6 ¥
g8 |9 | 10 | 1 12 | 13
5 1 % | 17 | 18 19 | 20 | 2
22 23 24 25 26 27 28
29 30 31
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Priority of Sale

At the top of the Exception Calendar, you will see a very important message:

!INTERNAL USE ONLY - DO NOT DISCUSS CALENDAR WITH GUESTS

In other words, guests should never know that the Exception Calendar exists.

The exception calendar is intended to be a method of negotiation. Just because we can book a Pebble
Beach tee time without a Resort Stay does not mean we should immediately jump to this option.

In the top left corner of the Exception Calendar, you will see a Key that explains the color coding of the
calendar dates. At the top of this Key is “Priority of Sale: Level 1, then Level 2, and then Level 3.”

1
| Rooms + Golf
|Pn'on'ty of Sale: Level 1, then Level 2 and then Level 3

Default sale: All standard guidelines apply
Exception: 1 night stay

Concours 18th hole closed -- sold as 17 holes

Priority of Sale means that, when you are discussing a booking with a guest over dates that you know
overlap with our exception calendar, instead of jumping to offering Pebble Beach Golf Links without a
Resort Stay up front, you should work your way from Level 1 through Level 3 like this:

e Start by quoting our standard guidelines for booking rooms.

I am happy to look into availability at Pebble Beach Golf Links. Just so you are aware, during
these dates, we require a minimum two-night stay at our Resorts in order to book Pebble Beach
more than one day in advance.

e If your guest simply cannot make the 2-Night stay work, negotiate down from 2 nights.

I might be able to get approval to book you at Pebble Beach on this date with a one-night stay.
Do you think you could make that work?

1. If they still cannot do this, you should tell your guest, “Let me see if there is anything else, | can
do,” then place them on hold. Come back from your hold with the good news that you are able
to make an exception to book Pebble Beach Resorts without the minimum resort stay this one
time.

Negotiating in this manner will increase your favor with the guest because they will feel that you are you
are the one who has single-handedly found a way to make their trip work.

You may also be surprised how often you will not need to negotiate beyond the offer of booking with a
one-night stay.
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Complete an Exception Calendar Booking

; Rooms + Golf
Per the exception calendar, nd
all dates on the calendar that Prionty of Sale: Level 1, then Level 2 and then Level 3
are yellow are designated as Level 1 Default sale: All standard guidelines apply
“Free Sell” dates. _Exception: 1 night stay

Level 3 Exception: No stay required; Free Sell Pebble Beach Golf without Rooms
. -Concours 18th hole closed - sold as 17 holes
This gives us the

authorization to sell Pebble April**
Beach Golf Links without the
required Resort Stay.

For this example, we will
book a tee time at Pebble
Beach on April 12th.

o Inform the guest that this is an exception to our typical booking policy, reinforcing the idea that they
will likely be unable to book Pebble Beach without the Resort Stay Requirement in the future.

o Inyour tee time search, set your Guest Type to Day Guest.

Note of the Day:

=N > Sat ] Playel'sl 1| #Daysl 1| Course | Date | Time |DPt|HL|Open
10PB10  04/12/21 1000 G 01 1

[ 20]a0] 3] 1] 2] 3] ® Hotel Guest 10PB10  04/12/21 1010 G 01 1
s O Day Guest Update 10PB10 04121211220 G 01 1

» = Results 10PB10 04112121 1350 G 01 4
o i8] 5 =] Member 10PB10 0412121 1420 G 01 4
Account T . 10PB10  04/12/21 1430 G 01 4

2| 28| 2] 28] 20| 30| 1 | yp%\ VlAdvanoed Dot | 10PB10 04112121 1440 G 01 4

o Once you select the best time for your guest, the rate code you will need to select say PB Golf (NR)
The (NR) stands for No Room because this tee time is being booked without the room stay
requirement.

_ GTFPBGOF(NR) 57500 S7500

o Prepare the Guest Tile and complete the tee time booking as normal

o Document the 14-day cancellation policy in the Baby Note field.
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o Access the Guest Tile and click More Notes to leave an R Note.

Remarks & Communication

Last User
Date |04/04/21 | Sunday

Time |09:26

E‘ Closed Note

Booked PB (NR) single 4.12.21 10am per exception calendar. "
C9442

Date |04/04/21
Time (09:26
User|c9

Not Printed
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Club Member Golf Guidelines

Pebble Non- Pebble Peak
Spyglass Hill Spanish Ba Del Monte
Peak Season PY8 P v
Rolling 90 Day Rolling 90 Day Rolling 90 Day Rolling 90 Day
Member must play Member must play Member must play Member must play
BC/SB 14 Day CXL 14 Day CXL 14 Day CXL 3 Day CXL
Members 4 player per day 4 player per day 4 player per day 4 player per day
3 tee times per 90d 3 tee times per 90d 3 tee times per 90d 3 tee times per 90d
$575 $415 $295 $110 + Cart
30 days/M-F Member
must play
1day 1 day 30 dnitljs;{[m:eamber 30 d;\l/jss{cmfamber 3 Day CXL
Duke Non CXL Non CXL 7 DayF)CXT. 2 DaprX{ 1 player per day @ Dk
Members $1527g|iy§;:t $1527§|iy(:?t 4 players/1 per day 4 players/1 per day rate + 3r@:teDK guest
$240 + Cart $170 + Cart

M-F: $48 + $25 cart
Sat-Sun: $62 + S50 cart

There are three types of Memberships associated with Pebble Beach Resorts:

e Beach and Club Membership — This is a membership to our located at
The Lodge at Pebble Beach club that gives members access to the Beach Club Restaurant,
Fitness Facilities, Swimming Pools, Tennis Courts, as well as allowing them special privileges for
booking Golf Tee Times and Spa Appointments.

e Spanish Bay Club Membership — This is a membership to our located at The
Inn at Spanish Bay that gives members access to the Fitness Facilities, Swimming Pools, Tennis
Courts, as well as allowing them special privileges for booking Golf Tee Times and Spa
Appointments.

o Dukes Club Membership — This is a golf membership run by the that allows
members special rates on tee times at The Del Monte Golf Course, The Links at Spanish Bay, and
Spyglass Hill Golf Course.

Rolling 90 Days Meaning
Certain guests, such as Forest Residents and Club Members are subject to a Rolling 90 Days limitation.
These guests may hold a

If, for example, a Forest Resident calls today and books three Pebble Beach tee times scheduled within
the next 90 days, they will not be allowed to book any more Pebble Beach Tee Times until they finish
playing the first of their upcoming rounds.
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Verify a Club Member

When Club Members call to book tee times, they will nearly always identify themselves as members
right away, already knowing that their membership allows them special rates and earlier access to tee
times.

Instead of immediately beginning your search for available tee times, for members, we want to locate
their Guest Tiles right away and make sure that their memberships are valid during the dates they want
to play golf.

e Begin by clicking the Down Arrow next to the Guest button in your Booking Center to open
Universal Lookup:

| Guest | v | | |
[T Guest™] Name | |
- '

SeachType [omsrs 9]

e Allinformation about Guest Ties
Memberships are stored FirstName (1) | Profes

within the member’s | Guest Tiles and Profies (Q)

Guest Tile. Therefore, you Company Name
Al Reservatons (=)

can set your Universal NEW & CNF Reservasons
Lookup Search Type to INH Reservasons (+)
either Guest Tiles or Cancelied Reservations (X)

uest# © Last Nam|Ciy Ledger Accounts
Membership Accounts
Itneranes

Membership Accounts.

e The following is an example of a search result for a Membership Account.

SEARCH RESULTS
Name Start Expire
Johnson (BC), Glenn/Mary [09r26/05 [0713117

Membership # Level

1015Q3

e The C/Linside the blue box stands for City Ledger. A City Ledger is a type of account that can
hold money for a guest and is attached to their guest tiles.

e Memberships are one type of City Ledger Account. Beach Club Members, for example, can
charge things like dinners and recreation to their account and pay for everything in a lump sum
at the end of the month.

e You can see right away that this membership is not valid anymore because it has an expiration
date of 7/31/17.

Start Expire

|09/26/05 |o7r31117 '
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Let’s proceed as if this membership were valid. To attach the Guest Tile to your Booking Center,
double click this Membership Account line.

The Member’s Guest Tile should now be visible in the Guest Section of your Booking Center.
Double Click the Guest button to open up their Guest Tile.

| Guest |:|1065WX IJohnson, Glenn & Mary I
[ Guest | Name | |

[»[1065wx  |sohnson, Glenn & Mary *Primary

Profile Name Gender| Age
1 Glenn Johnson M
2 Mary F. Johnson F

When the Guest Tile opens, you will see that the Member button on the Vertical Button Bar is
written in red. Red letters let us know that there is important information stored here. If this
guest was not a Beach Club Member, this Member button would be written in black.

Click the Member Button.

Guest Tile/Johnson, Glenn & Mary #1065WX (1 Stays, 1 Nights

Last |Johnson

04/29/2005 [

Profiles & Preferences Eirst | Glenn & Mary | Tite | T

Initial Alternate I

Messagee Position 2

Company |

Address Change Address Type
Owner 1039 Vaquero Road
MemBer
City [Pebble Beach Make proper case
Frequent Guest! State |CA v | California

You will be prompted to select between viewing Active memberships or Historical memberships
that have been archived. Type the letter A on your keyboard to select Active.

Acive | or | Hisory | (AH)? [ |
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e A new window will open that lists all memberships that are currently or have been previously
associated with this Guest Tile.

r

Sq Membership # = Level Name Expire
1015Q3 Johnson (BC), Glenn/Mary 09/26/2005 07/31/2017 \

2 | 10E6MS - DK Johnson, Glenn 06/05/2007 04/15/2018

3

This guest has 2 memberships in their history.

e Ajoint Beach Club (BC) Membership under Glenn & Mary Johnson, valid from 9/26-2005-7/31-
2017 — Membership #1015Q3

e Asingle Dukes (DK) Membership under Glen Johnson, valid 6/5/2007-4/15/2018 — Membership
# 10E6MS

The Membership Numbers can also be searched in Universal Lookup under the Search Type
Membership Accounts. Beach Club and Spanish Bay Club members will commonly provide their
membership number to you since they regularly charge activities to their House Account. It is
rare for Duke’s Club Member to have this number handy.

e Selectline 1 or 2 to open either the Beach Club or Duke’s Club account page.
For our example, we will open the Beach Club Membership.

=@ ]=]
lMembersth 101503-C/L | Messages Locators 4
—J
~ Acive Account Master Account i Name |Johnson (BC), Glenn/Mary Whose
Close Master 2 Guest VIP
Suspend § Profiles [:] 4 Guest
Spanish Bay (B) Group :] <
General Account Info Joined 04202005 Accounting Controls | Recurring Charges and Dues
Start |09/26/2005 8 Mon Accounting Controls
0773112017 | Mon
Account Type @ ~ | Beach Club Member Accounting Ledger D Y
DiscountLevel | |~ Senvice Charge
Membership Type ~|Beach Club StilwaterGolf AuoBil [ ] | @CredtCard
Minimum Spending Plan l:] = Begin-Age [10/31/2005 4 Mon
Minimum Spending Details
LastEdited 07/14/2017 P6 Changes Log ~
Notes and Communication Statement Options
Rate: Edit Notes ! Statement - @pint Credit Limit 9,999.99
Preference
Notes 1: [Old GEAC # 123717 Tor Noms + | Charges 0.00
Notes 2- |Term 07/31/17 Folio Rouiing 3 View Simt Payments 0.00
Balance 0.00
Traces Letters 5 Zoom / Aging Eolio
° - K-Delete Facility Usage & Recreation 6 I Baggage 2 Currency Exchange 1
Scheduling 5 Work Order 7
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e You should never edit anything within a Membership Account. If a guest needs to make updates
to their account, connect them directly with the club.

There is, however, valuable information for you to view within this window.

The Membership Number, Member Names, and the type of club (BC) can be seen at the top of
the account page:

- |Membershipﬂ : 101503-C/L | Messages Locators 4 )
© Ao oo [T [Johson (EC),GlenniMary
Close Master 2 Guest VIP
Suspend § Profiles \:| v
Spanish Bay (B) Group E 3

The membership Start and End Dates are visible in the General Account Info section.
If the membership is expired, like our example, you will see the word “Expire” highlighted in red.

General Account Info Joined 04/29/2005 "

Start |09/26/2005 g Mon

07/31/2017 | Mon

Account Type v | Beach Club Member
Discount Level |:] v

Membership Type ~ | Beach Club StlwaterGolf

Minimum Spending Plan ‘:’ hd

Minimum Spending Details

LastEdited 07/14/2017 P6 Changes Log ~

Important Notes will be written in the Notes and Communications section, but these notes will
most often pertain to the club itself.

Again, as a Reservations Agent, your main purpose for viewing the Membership Account is to
ensure that the membership is valid so the members can book tee times.

e Escape to exit the Membership Account, then Escape again to exit the Guest Tile.
For the purpose of this instruction, let’s proceed as if this were a valid membership.

e Once you have verified that the membership is valid, navigate to the Tee Times Tab of the
Booking Center

Guest Room | Resort Scheduling Dining | Vendor Activityl Booking Info
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Complete a Beach Club or Spanish Bay Club Golf Booking

For a Beach Club or Spanish Bay Club Members, their golf privileges do not grant them discount rates.

Club Members pay rack rate pricing for golf, but have complimentary use of golf carts (except
when playing Del Monte Golf Course)

Club Members can book all four of our 18-Hole courses within 3 months AS LONG AS:
o The member is one of the golfers in the group
o Their group does not exceed 4 golfers per day
o The member must have 3 or fewer tee times reserved per course between today and 90
days in the future. (This is the Rolling 90 Days rule)

Beach and Spanish Bay Club Members can only book Pebble Beach Golf Links during Non-Peak
season: December-July. Club Member privileges for Pebble Beach Golf Links tee times are
suspended during Peak Season (August-November). .

Only the Primary Member on a Beach Club or Spanish Bay Club’s Membership has golf
privileges. Their children or other dependents cannot book golf for themselves and their guests.

Joint Memberships

Some couples will have a separate Beach Club Membership for each spouse. If each spouse has their
own membership, then both will have their own golf privileges, meaning, they could each book up to 4
golfers per course, totaling to 8 in one day as long as both members played.

Alternatively, couples have the option to share one joint Beach Club Membership between the two of

them:

m Stacy (BC), Robert/Katherine |

If a couple is sharing a Beach Club membership, then they must also share the golf privileges, meaning,
for example, they could only book 4 golfers per course per day.
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Rolling 90 Days Verification

To determine if a Forest Resident has exceeded
their allotted 3 tee times per course within 90
days, you must access the Guest Tile and open
their Schedule.

Before even bothering to open this Schedule,
you can see that there are no golf reservations
because the words “Schedule 5” are written in
black. If current or past reservations were
present, this button would be written in red
lettering letting us know that important
information is stored here.

SMS | Pebble Beach Reservations User’s Guide

Schedule 5 D No Mail
Banned
|
Non-sharable

History

o | a | T | Eind / Add
AdEX Scan

Escape

If you did find that they have upcoming tee times in their schedule, make sure that there are no more
than two current Forest Resident tee times booked within the upcoming 90-day period.

As you can see, this guest does not have any current golf reservations, so we can proceed to book their

tee times for the upcoming 90 days.

Active Schedule for Guest: Glenn & Mary Johnson

Sq  Type  Booking# Level Name
1 | |

Service Description Date
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To proceed with booking a tee time for our Beach Club member, return to the Tee Times Tab of the
Booking Center:

Select the date the guest wants to play on the calendar (must be within the next 90 days)
Select the Day Guest radio button

Select the golf course the guest wants to play

Set the #1 Days to 1 to search just one day at a time

Set the Players to the number of golfers the member wants to book (cannot exceed 4)
Click Update Results

ok wnE

@ Hotel Guest
O Day Guest
® Member

' IRKRIRIRIE

Code Day Part N
il

A Maintenance

B Maint 3 Nt Minimum
c

' )

DNU GTF 3 Nt Minimum

DEL MONTE GOLF

Only one result has pulled up for this set of criteria. Assuming the member is ok with a 7:40am tee time,
click this tee time to see the available Rate Codes.

Time |DPt|HL|Open Specific Group Block
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Amongst your Rate Code options, you can see:

e GFT Beach Club Membership
e  GFT Spanish Bay Club Membership

Rate Description Per Player Total
GTF Promotional/Donat... 575.00 2,300.00
GTF Beach Club Memb... 575.00 2,300.00
GTF Spanish Bay Club ... 575.00 | 2,300.00

GTF ForestResident 575.00 . 2,300.00

To book the tee time for a Beach Club Member, double click the Beach Club Membership Rate Code for
S575 per player to add this tee time to our Booking Center Itinerary Detail.

The remainder of this reservation is processed exactly as an Outside Guest booking.

1. Pause your recording in NAVIS to collect a credit card from the guest to hold on file

(We require the credit card to be entered even if they want to charge the tee time to your
membership on the day of play)

Move the credit card from the Guest Tile to the Golf Tile

Quote the 14-day cancellation policy

Write your baby note in the tee time stating that you quoted the correct cancellation policy
Ask the guest if they want caddies or rental clubs

Offer to book dining on their day of play

Click Complete and Confirm on the Itinerary

Send the guest a VEMAIL confirmation

Complete and save your NAVIS Booked Lead Form

WO N R WN
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Complete a Duke’s Club Golf Booking

Dukes Club Members receive discounted rates for:

. - $240 per player + $45 per rider cart fee
. - $170 per player + $45 per rider cart fee
- $48 weekdays / $62 weekends per player + $25 cart fee
- $35 weekdays / $40 weekends + $25 cart fee
They do not receive any special benefits for ,; they must wait until 1 day prior
to the date of play to book at S575 per player just like Outside Guests.

In exchange for these discounted rates, Duke’s Club Members:

e Pay an annual membership fee

e Can only book their tee times once we are within 30 days of their date of play
e They cannot exceed 4 golfers per day

e The member must play

The Primary Member on a Duke’s Member’s Guest Tile is the only person to have golf privileges. Their
children or other dependents cannot book golf for themselves and their guests.

Duke’s Cancellation Policy

When booking , Duke’s members can
change or cancel their reservations up until

e  When booking , Duke’s members can change or cancel their reservation
up until

Important Note: Duke’s Members commonly receive free round vouchers and have special Guest Rates
when they bring friends to play with them.

Aside from the Twilight Rate, as a Reservations Agent, you will always select the standard Duke’s
Members rate for all golfers in the group.

The Del Monte Pro Shop will adjust the pricing for vouchers and guest rates on the date of play. Simply
advise the Duke’s member to bring any vouchers with them when they check in at the course.
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Like all Club Members, you must start your booking by locating the member’s Guest Tile and verifying
that their membership is valid for the dates the guest wants to play.

Once your Duke’s Member’s membership is verified, return to the Tee Times Tab of the Booking Center:

7. Select the date the guest wants to play on the calendar (must be within the next 30 days)
8. Select the Day Guest radio button

9. Select the golf course the guest wants to play

10. Set the #1 Days to 1 to search just one day at a time

11. Set the Players to the number of golfers the member wants to book (cannot exceed 4)
12 Click lipdate Recnlte

@ Hotel Guest

R o

J’DD‘I—“—HE‘ ik ® Member

'_'_ JF\E\
D

All Courses

PEBBLE BEACH GOLF Maintenance

LINKS AT SPANISH BAY Maint 3 Nt Minimum

' DNU GTF 3 Nt Minimum
PBC Employee Special
DNU Maint 3 Nt Minimum

§THE HAY GOLF

Date DPt Specific Group Block
Once your results appear, . 4
discuss the tee time options ‘ -
; - P i | 0112/21
with the guest and click their 01112721
desired tee time to see the 01112721
available Rate Codes. ki

01/12/21

01/12:21
01/12/21
01/12:21
01/12/21

OO0 006006060600
LR R R R EE R R R R
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Since we are within 30 days
of this tee time, there are Rate Description Per Player Total
quite a few Rate Codes Disc. Hyatt Group 80.00 320.00
available to choose from. GTF Hyatt Resort Guest 110.00 440.00
We selected an 11:30am Golf Moose 69.50 278.00
Guaranteed to Finish tee ‘ GTF Outside Guest .11000 ; 440.00
time, so the appropriate Golf Now $49 49.00 196.00
Rate Code is GTF Dukes Golf Now $59 59.00 236.00
Member for S48 per player. ‘ ; '

GTF Duke's Member 48.00 192.00
There are three other Rate * GTF Duke's Guest 63.00 252.00
Codes that reference Duke’s | | GTF Junior Duke Memb... 15.00 60.00
Memberships, but . GTF Duke's Twilight  35.00 140.00
remember, the pro shop can i i i
of play to give guests their GTF Hyatt ETW 2:00 85.00 340.00
Guest Rates. GTF Early Twilight 2:00 85.00 340.00
We did not book a Twilight ‘ GTF Resort Group '110.00 . 440.00
tee time — which would GTF NCGA 110.00 440.00
have had a T Day Part Code, GTF Promotional/Donat... 110.00 440.00
so we do not need to worry GTF Golf VIP1 110.00 440.00
about selecting a Twilight
Rate Code. ‘ GTF Junior Rate .60.00 ' 240.00

The remainder of this reservation is processed very similarly to an Outside Guest booking.

10. Pause your recording in NAVIS to collect a credit card from the guest to hold on file
(We require the credit card to be entered even if they want to charge the tee time to your
membership on the day of play)
11. Move the guest’s credit card form the Guest Tile into the Golf Tile
12. Quote the appropriate cancellation policy (For the Del Monte Golf Course, this is three days)
13. Write your baby note in the tee time stating that you quoted the correct cancellation policy
14. Ask the guest if they want caddies or rental clubs
15. Offer to book dining on their day of play
16. Click Complete and Confirm on the Itinerary
17. Send the guest a VEMAIL confirmation
18. Complete and save your NAVIS Booked Lead Form
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Forest Resident / Condo Owner Golf Guidelines

Residents

Original
Condo
Owner

2nd Condo
Owner

Pebble Non-
Peak

Rolling 90 Day
Res must play
14 Day CXL
4 player per day
3 tee times per 90d
$575

Rolling 90 Day
Res must play
GT Time on PBC
Course
3 Day CXL
4 player per day
3 tee times per 90d
S575

Rolling 90 Day
Res must play
14 Day CXL
4 player per day
3 tee times per 90d
S575

Pebble Peak

1 day
Non CXL
12 players
S575

Rolling 90 Day
Res must play
GT Time on PBC
Course
3 Day CXL
4 player per day
3 tee times per 90d
S575

1 day
Non CXL
12 players
S575

A Forest Resident is someone who
These residences must be the legal owners of the properties and must be I|sted on the mortgage.
They will then receive a special Resident emblem for their car from the Road Fees department.

New home owners must register themselves with Pebble Beach by providing the deed to
Legal/Accounting.

Spyglass Hill

Rolling 90 Day
Res must play
14 Day CXL
4 player per day
3 tee times per 90d
$415

Rolling 90 Day
Res must play
GT Time on PBC
Course
3 Day CXL
4 player per day
3 tee times per 90d
$415

Rolling 90 Day
Res must play
14 Day CXL
4 player per day
3 tee times per 90d
$415

Spanish Bay

Rolling 90 Day
Res must play
14 Day CXL
4 player per day
3 tee times per 90d
$295

Rolling 90 Day
Res must play
GT Time on PBC
Course
3 Day CXL
4 player per day/2
per week
$115

Rolling 90 Day
Res must play
14 Day CXL
4 player per day
3 tee times per 90d
$160

Del Monte

Rolling 90 Day
Res must play
3 Day CXL
4 player per day
3 tee times per 90d
$110 + Cart

Res must play
GT Time on PBC
Course
3 Day CXL
12 players per
day/unlimited
$110 + Cart

Rolling 90 Day
Res must play
3 Day CXL
4 player per day
3 tee times per 90d
$110 + Cart

refer them to Wendy Ruiz at 831.649.2761 (Operations Cash
Manager) or Dawn Mathes at 831.625.8402 (Director of Environmental and Government Affairs)

An Original Condo Owner is someone who
adjacent to the Inn at Spanish Bay, referred to as the
You may see or hear these Spanish Bay Residences referred to as Condos or Townhomes
The original owners of these condos have a
special access and rates to book tee times at Pebble Beach Resorts golf courses.

within a specific area of the Del Monte Forest

that allows them

A Second Condo Owner is someone who has purchased a condo from an original owner or subsequent
owners. If a Spanish Bay Residence has been
privileges are VOID.

by the original owner, original owner’s golf
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Forest Residents

e Residents pay rack rate pricing for golf, but have complimentary use of golf carts (except when
playing Del Monte Golf Course)

e Residents can book all four of our 18-Hole courses within 3 months AS LONG AS:
o The Resident is one of the golfers in the group
o Their group does not exceed 4 golfers per day
o The member must have 3 or fewer tee times reserved per course between today and 90
days in the future. (This is the Rolling 90 Days rule)

e Residents can only book Pebble Beach Golf Links during Non-Peak season: December-July.
Resident Golf privileges for Pebble Beach Golf Links tee times are suspended during Peak Season
(August-November).

Original Condo Owners

e Receive a discounted rate on tee times at The Links at Spanish Bay

e Can book all 18-Hole courses within 3 months.

e Their golf privileges at Pebble Beach Golf Links extend throughout Peak Season.

e They have complimentary use of golf carts (except when playing Del Monte Golf Course)

e (Can change or cancel their tee times on any course up until 3 days prior to date of play.

e Are guaranteed tee times on all courses. As long as we offer them something on one of our
courses, we are upholding the contract, even if they choose not to accept what we have to
offer. However, we are not obligated to confirm tee times within 72 hours of play.

The following restrictions apply:
e Only one tee time per week may be on a weekend day—the second tee time within 7 days must
be Monday-Friday.
e Pebble Beach / Spyglass Hill
= The Original Condo Owner must play
=  Must limit their group to 4 players
= Can only hold 3 reservations within a rolling 90 days.
e The Links at Spanish Bay
=  The Original Condo Owner must play
=  Must limit their group to 4 players
= Can book up to two tee times per week
e Del Monte Golf Course
=  The Original Condo Owner must play
= Can book up to 12 players per day
= Unlimited tee times

Second Condo Owners

The Golf Guidelines for Second Condo Owners are nearly identical to Forest Resident Guidelines, with
one exception: Second Condo Owners receive a discounted rate of $160 (or the current Twilight Rate)
per player on The Links at Spanish Bay.
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Verify A Resident or Condo Owners

Begin by opening File Explorer:

Navigate to the L Drive:

s Windows (C:)

== Group Res (G:)

== SMSHost Production (K:)
== Reservations (L:)

= PBC Utilties (U)

¥ Network

Open the RESORT RESERVATIONS folder:

== SMSHost Production (K:) Pearce
== Reservations (L:) RESORT RESERVATIONS
== PBC Utilities (U:) Rik

Open the Member and Property Owners folder:

Reservations (L:) > RESORT RESERVATIONS

A
£~  Name

* Forms
e A Future Group Listing
b g Gift Certificates
» Members and Property Owners
* PBC

In this folder are two documents used to verify Residents:

~

Name Date modified Type Size

AGING BC & SBC MEMBERS ARCHIVE 1/11/20215:37PM  File folder

Propertry Owners Archive 12/7/2020 12:28 PM  File folder
25 YEAR CLUB RSVP LIST 5/5/2020 2:37 PM Adobe Acrobat D... 190 KB
@ Key - Property Owner - means 5/27/2014 2216 PM  Microsoft Word 9... 24 KB
E3: List Attendees for PB December Tournaments 12/10/2020 12:14...  Microsoft Excel W... 45KB
PBC Employee Roster May Golf Promo 4.29.20 4/29/2020 1:46 PM  Adobe Acrobat D... 384 KB
PBC Practice Facility Membership Roster 5/3/2020 8:00 AM Adobe Acrobat D... 171KB
Property Owners 12.7.20 12/7/2020 12:28 PM  Adobe Acrobat D... 6,320 KB
| SB Condo Owners 9.18.20 9/13/2020 10:12AM  Adobe Acrobat D... 259KB
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Key - Property Owner — Means contains a short Key that defines the codes you will see on the Property

Owners list:

Code Reference for Residents List

OX = Part Owner with Others

OO = Owner

B = Beach Club Member
P = Spanish Bay Club Member

M = MPCC member or employee

N = renters

RX = live-1n relatives

SB Condo Owners contains a list of all Condo Owners, both original and resale owners.

Property Owners contains a full list of all Forest Residents, including the condo owners living within the
Spanish Bay Residences.

Property Owner

Property Co-owner

Name
Ahmad, Amal

Ahmed, Iftikhar

Ahmed, Osman

Ajoux, Pierre

Akana, CK

Akchurin, Marat

Akers, Susan

Alagheband, Ken

Albanese, Robert

Address
2858 Congress Road
Pebble Beach, CA

858 Harrison Avenue
Campbell, CA

6315 Via Cabrera
LaJolla, CA

4102 Sunndge Road
Pebble Beach, CA

78 Ocean Pines Lane
Pebble Beach, CA

3106 Flavin Lane
Pebble Beach, CA

1 Sturges Highway
Westport, CT

1147 Arrowhead Road
Pebble Beach, CA

1432 Viscaino Road
Pebble Beach, CA

Club Members

Street/Category
2858 Congress Road

4024 Ronda Road

24 Shepherds Knoll

4102 Sunndge Road

78 Ocean Pines Lane

3106 Flavin Lane

1564 Sonado Road

1147 Arrowhead Road

1432 Viscaino Road

Phone
831-233-4810

408-421-1296

619-840-6710

831-624-7824

831-620-0496

301-641-5093

831-625-2692

831-375-1091

831-624-8343
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The best practice to verify a Resident or Condo Owner is to:
o Access and open the Property Owners document with the most recent update date.

o Use CTRL+F to open a search window on the document

Find

Previous Next

o Search for the address or guest’s name or address and click Next:

o You should be taken straight to your first result in the document:

AR WRAR, Wd

Ajoux, Pierre 4102 Sunndge Road 4102 Sunridge Road
Pebble Beach, CA

o Ifthey are listed on this document under the address, they provide to you, proceed to SMS
to locate their Guest Tile and book their golf reservation!

If a new home owner needs to register with Pebble Beach Resorts, refer them to Wendy Ruiz at
831.649.2761 (Operations Cash Manager) or Dawn Mathes at 831.625.8402 (Director of Environmental
and Government Affairs)
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Complete A Forest Resident Booking

Once you have verified that your guest is a Resident or Condo Owner, click the down arrow next to the
Guest button in your booking center to open Universal Lookup.

Locate and select their existing Guest Tile to add the guest to your Itinerary.

If the golf course they wish to book
is subject to the Rolling 90 Days
rule, access the Guest Tile and
open their Schedule. And open
their Schedule to make sure they

have not reached their maximum 3 -
tee times. Find / Add

Schedule 5 D No Mail
Banned

Non-sharable

Exit the Guest Tile and proceed to the Tee Times Tab of the Booking Center:

13. Select the date the guest wants to play on the calendar

14. Select the Day Guest radio button

15. Select the golf course the guest wants to play

16. Set the #1 Days to 1 to search just one day at a time

17. Set the Players to the number of golfers the member wants to book
18. Click Update Results

< Sat Players 4 # Days 1
Sun
a7] 28] 29[ 303 ] 1] 2] m% @ Hotel Guest
3|la]|s]|e]| 78] s %1%}l O Day Guest Update Results
0] ] 2] 3 ] s e LIS @ Member
v e o 2 2 = s
Account Type .
2_4'3’ 2 |27 ﬁ]ﬁ.’il ’A | Advanced Deposits
s 1| 23| 4|s]|e
_l—’_]—’_]—,_] Use Rate Filters [] Perfect Fit (]
Group v
Course ID Name Code Day Part A
AL AiCowses ALL AllDay
10PB10 PEBBLE BEACH GOLF A Maintenance
20SB10  LINKSAT SPANISH BAY B Maint3NtMinimum
TGI0__ SPYGLASS ALLGOLF C " ONU GTF 3 NtHinimm
..500""0 .:.DEL MONTE GOLF ,D 'PBC Employee Special
B E  DNU Maint3 Nt Minimum
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Click the resident’s preferred tee time to see the available Rate Codes.

Course | Date | Time [DPt|HL|Open Specific Group Block A
20SB10 :01/20/21:08:00 G 01 4
20SB10 01/20/21:08:10 G 01
20SB10  01/20/21 0820 G 01
20SB10  01/20/21 08:30 G 01

G
G
G

20SB10  01/20/21 08:40 01
20SB10  01/20/21 0850 G 01
208810  01/20/21 09:00 G 01

PN NN O

For the Links at Spanish Bay, as long as you are searching for tee times within 90 days, you will see three
different Rate Codes relevant to Residents:

e GTF Forest Resident
e GTF Re-Sale SB Townhome
e GTF Original SR Townhome

Rate Description Per Player Total
GTF Promotional/Donation 295.00 1,180.00
e g — o
GTF Outside Guest 20500 1,180.00
CGtreesncuomemoer 500 | amew
GTF Spanish Bay Club Mem 295.00 1,180.00
GTF Duke’s Member  170.00 680.00
GTF ForestResident 29500 1,180.00
7 o Sae 55 Townnoms | 15005 eéib w
GTF Original SB Townhome : 115.00 460.00

An important note to remember with Condo Owners is
that all Condo Owners are also Forest Residents.

Rate Description Per Player
GTF Promotional/Donation :415.00
" 415.00
415.00
415.00
240.00
0.00

For all other courses, Condo Owners and Forest [ -0 20Eslll ee SH Round 0.00

Residents pay rack rate and therefore you will book all GTF ForestResident  415.00
types of Residents under the Forest Resident Rate Code.

The only course for which you will see a special Condo
Owner Rate Code (“SB Townhome”) is The Links at
Spanish Bay because that is the only course for which
owners (original and resale) receive a discounted rate
that is different from the Forest Resident rate.
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Double click the appropriate rate code for your Resident to add this tee time to our Booking Center
Itinerary Detail.

The remainder of this reservation is processed exactly as an Outside Guest booking.

19. Pause your recording in NAVIS to collect a credit card from the guest to hold on file
(We require the credit card to be entered even if they want to charge the tee time to your
membership on the day of play)

20. Move the guest’s credit card from the Guest Tile into the Golf Tile

21. Quote the 14-day cancellation policy

22. Write your baby note in the tee time stating that you quoted the correct cancellation policy

23. Ask the guest if they want caddies or rental clubs

24. Offer to book dining on their day of play

25. Click Complete and Confirm on the Itinerary

26. Send the guest a VEMAIL confirmation

27. Complete and save your NAVIS Booked Lead Form
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Lariat Lane

There is one home in the Del Monte Forest that is owned by several parties. This home is commonly
referred to by the street name on which the home resides: Lariat Lane.

The Forest Resident Golf Privileges are per property, so because this home has joint ownership, all
owners of the Lariat Lane house must share these privileges as a group.

Most Forest Residents will have one Guest Tile under the name of the owner of the property.
When residents decide to book, we can open that one Guest Tile to make sure they have not exceeded
their 3 allotted tee times at each course per the Rolling 90 Day Rule.

Similarly, all owners of the Lariat Lane home share one Guest Tile under the title Lariat Lane Joint
Venture, which allows us to easily keep track of how many tee times are being booked by the entire
group.

To find this joint Guest Tile:
e Open Universal Lookup
Set the Search Type to Guest Tiles
Type Lariat Lane in the Last Name field
The only result you should see will be the Joint Venture Guest Tile.
Double click this line to open

Tune
Search Type [oPuar™ ame/Number [Rrie
Search Central
Guest# ®© LastName First NamAlternate IPhone 1 Phone 2 Fax  Address
Lariat Lane Joint Venture : 1084 Lariat Lane
L________________________________J L]
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Guest Tile/Lariat Lane Joint Venture, #10000F (O Stays, 0 Nights)

Last |Lanat Lane Joint Venture

Our guest since w| |+
09232005 | |E Stay History
Profies & Preferences First | Title [=] Stays Nights Guest
Initial Alternate | | 0] | 0l
Messages Position |~
— P2 e |
Address \ Change Address Type ‘
Owner 1084 Lariat Lane
MemBer
City [Pebble Beach || Makepropercase | Group hd
Frequent Guest State | cA v/ Caifornia Secretary Ad|
ZipCode (93953 || Corporate A
Y Country Unied States |+ Remarks & Communication
Cty Ledg [ Incomect Address -
P Phones |- Ouners namesisome emal addressesin | [Moretioe
Social 8
Reservasons Traces
Fax | |
— Email | I. Credit |
Dlm Emal Explre / Edit |
#Dialed |01 ] Resorvasions Cento
ST CINo Mai ENo Emai £ Do Net Cal Referral [¥]
Banned
|
Nor-sharable Season DEJ
Hisory
Last Edited 03/31/2021 A5 Changes
If you open the Property Owners
document in the L Drive, you will see R ks & C . .
several listings under the address 1084 Cmarks ommunication
Lariat Lane, all of whom are part-owners. ]
Owners names/some email addresses in More Notes
m e

However, to verify that your guest is one of

these part owners, you only need to access

the Lariat Lane Joint Venture Guest Tile and
search click into More Notes to search for
your guest’s name.
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When you click the More Notes button, a window will open that includes all notes that have ever been
left on this Guest Tile.

Look for the R Note that begins with “OWNERS” in all capital letters.

Notes (= =[]
Sc[Type | OpenDaie | Tme Op ClosedDae Tme = Guest# = Res# 1st Note Line
1R (01302020 1113 | CF| 1/ | 10000F OWNERS: (updtd 4/1/14 per margaret
2|R 04282018 1204 KY /1 10000F Mr. Gamer called © revise his PB round
3[R 03302019 2201 |DF 0X30/2019 2201 | 10000F RE MRS HORNE'S 4/3/19 8sm (10:40,
4R 02042019 0950 C5 02004/2019 0950  10000F Mr. Joe Dempsey called to book 4sm at
5|R 01272018 1157 | G8 01272018 1157 | 10000F Mr. Joe Dempsey booked a 4sm at PB on
§/R 07312017 1510 | G8 07/31/2017 15:10  10000F Mrs. Jan Hair booked a 2sm at SG on
7|R 070072017 11:28 |BO 0700722017 11:28 | 10000F Mr. Bob Isaac booked PB 2sm on 7.27 at

Scroll through the names to locate your guest. If your guest’s name is not on this list, they are not a part
owner and should be booked as an Outside Guest.

LastUser[cF___] =
Date[ovauzs Bt sty
Tme[i32 ]

OWNERS: (updid 4/1/14 per margaret leighton/mgr/property srvs) A
Ammon, Presion
Aube, Gene jpaube2@gmai.com

Baker, Wiliam wbaker@aamcompany.com
Date Basich, Zoran
Time Boudreaux, Joe
Numnnd Man v
User
| Not Printed | | Tvoe |[R I.', Reservaons

If you find the name of your guest on this list, you should exit the Notes and open the Schedule to make
sure they have not exceeded their 3 allotted tee times at each course per the Rolling 90 Day Rule.

@Active Schedule for Lariat Lane Joint Venture

Service | it i | i | Resource| Price |
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Once you have verified the Lariat Lane Resident’s eligibility, you can proceed to search for and book the
Forest Resident tee time(s).

e Add the Lariat Lane Joint Venture Guest Tile to your Booking Center.

All tee times must be secured to the Lariat Lane Joint Venture Guest Tile - not the golfer’s Guest Tile,
even if one exists.

H Guest | v |10000F Lariat Lane Joint Venture |

Guest Name [ |
10000F Lariat Lane Joint Venture *Primary

|+

e Book your guest’s tee time using the Forest Resident Rate Code

Rate Description I Per Player I

GTF Promotional/Donation 415.00

GTF Outside Guest 415.00

GTF Beach Club Member :415.00

GTF Spanish Bay Club Mem 415.00

GTF Duke’'s Member 240.00
Duke Flash Free SH Round 0.00
| NCGAFlash Free SH Round 0.00

| GIF ForestResident _ 415.00

e Open the Golf Tile and edit the First and Last name to the name of the owner who will be golfing.
(Do not edit the name on the Guest Tile)

e
Last|Baker
Eirst| Wiliam
Guest | 10000F, Lariat Lane Joint Venture
Profle |1, Lariat Lane Joi

4

e Add the guest’s credit card to the Golf Tile only — not the guest tile. Do so by clicking Edit on the Golf
Tile, place your curse into the green Credit Field, and use your IDTECH card reader to collect and
save the guest’s credit card information.

v/ GTF Forest Residen Rate |30GRET |+ GTF Forest Resident

Group Y

Cne.dlt XXXX3332 | sl
Expire[1223 | Edi :
Note |
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e Page Down to save the Golf Tile, then Exit to return to the booking center.

e Click Complete and Confirm to finalize your booking.

Confirm Itinerary
Complete Itinerary '

e Collect the guest’s phone number for your notes. This must be a phone number through which they
can personally be reached — not the Lariat Lane home phone number.

e Reconfirm you booking and quote the appropriate cancellation window with the resident, then end
your call.

e Save a Baby Note on the Golf Tile that says SEE TEE SHEET NOTE

SEE TEE SHEET NOTE

e Create a Tee Sheet Note:

e (Click the Tee Sheet Icon from the SMS Toolbar
|

4

e Set the date and golf course to match your booking

- ey I UL | T UL TV eV DIV

01202021 |BD | E

e Double click on the time of your resident’s golf booking and select Notes from the menu

09:40a-01 GTF

10-0 Create Squeeze Tee Time
———  Delete Squeeze Tee Time
_ﬂ Generate Shotgun Start

10:2 Manage Golf Schedule

e Notes
Waitlist
Close Menu
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Your Tee Sheet Note should include:

e The Cancellation window you quoted
e The name of the golf
e The phone number of the golfer

Springer-Miller Systems, Inc. (o |[®@ ]| =]

%1 Note ID: 10A3LE Course: 30SG10 Time: 09:50 Hole: 01

Added

A5
03/31/2021 Wednesday
17:16

Lariat Lane Joint Veniure Owner
Wiliam Baker

555.645.5465

Adv. Mr.B 14 CXL

Co3n2

Effective Dates Effective Times

Gegn[ovaozzr Jf Wesestty  Begn [ses0 ]+l esom
end eresosy End [tes0 ] sson

e Save your Booked Lead in NAVIS

e Do not send an automated confirmation email
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Tee Sheets
@0 A Tee Sheet is the daily schedule for a golf course.
9 In SMS, you can view the Tee Sheets for all Pebble
W Beach Golf Courses by clicking the icon with an
“="| image of a golf ball sitting on a tee from the
(O} Booking Center Toolbar.
Golf Scheduling - Single Date | Facility:G10|G20|G30|G50/G60 [e[=]=]
04/01/2021

Time-Hole Nt Ur Pl Day Part

D | | PE A G GO0 - | 3 |

KD

~

As you can see, this is the
schedule for Pebble Beach Golf
Links on April 1*, 2021 and the
first tee time of the day is at
7:20am for Chris Kirchner.

You can also see a note in red
stating that Fairway Aeration is
occurring on this day.

o
w
5 -
3
5 |l07:20a-01 GTF
3 3
-§_ 07:30a-01 GTF
& |07:40a-01 GTF AM
i PM
= | 07:502-01 GTF Day
=
S | 0800201 GTF =
— | 08:10a-01 GTF :
E 08:20a-01 GTF e
v |08:30a-01 GTF Now
£ -
% 08:40a-01 GTF 3
e |08:50a-01 GTF e sl
2| 09:00a-01 GTF :
:; 09:10a-01 GTF -
'S | 09:20a-01 GTF 3
< Ti
——| 09:30a-01 GTF -
p——
09:40201  GTF LE:
09:50a-01 GTF
10:00a-01 GTF M(sz
i Courses and
Usage Find Guest = :
° Track Hide List Detal Eocks ‘z_] DRt - = 0 0 0 DO 0 a booking to see
e Waikcin § Facity By 1 13 16 W 7|alial10nl12 13
: 2 | 4| 8 |l 1415 16l 171 18 19l[20) Ore Into 0
0| A T O | G §oaTrom || 2=z
Info Group Refresh I Find Booking Wailist | Print ﬁgg%ﬁﬁﬁ

- Single Date | Facility:G10|G20|G30|G50|G60

A D E

Note of the Day: 3/4" Fairway Aeration No B/R or AR
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You can change the selected golf course by clicking the down arrow in the top right corner of the
window.

: Date | Facility:G10|G20]|G30|G50|G60
[ PEBBLE BEACH GOLF

Fairway Aeration No B/R or AR

As you can see, | have now changed the tee sheet to the Spyglass Hill Golf Course.

Golf Scheduling - Single Date | Facility:G10|G20|G30|G50|G60

(MR spyoLass HILL GOLF
Note of the Day: (Day 4) 5/8" Green Aeration No B/R AR

vudIl oS¢

There are four columns on each tee sheet that indicate the number of golfers that can be booked into
each time slot.

In this example, there are two golfers booked under Erik Mueller’s name at 7:50am and one golfer

buuked under Bruce Nebens naime at 8aim. The 7.40aim Lirme slot is still fully available.

Time-Hole Nt Ur Pl Day Part

07:40a-01 GTF
07:50a-01 GTF
08:00a-01 GTF

-

Golf Scheduling - Single Date | Facility:G10|G20|G30|G50|G60 E]@
[oawroz AT DJE] ‘

Note of the Day: (Day 4) 5/8" Green Aeration No B/R AR

Time-Hole Nt Ur Pl Day Part A :

07:402-01 GTF | :

07:50a-01 GTF =
—— ]

] I Graphical l Course

30SG10 - 04/01/21 - 08:00-01 [E] =
~ Tee Time | 305610 | Thu-040121 | 0800 | 01 |
Nebens 30GAZA | v|GTF Aeration Stay&F Edt
Bruce A Spit Post Bil
CGuest
U 1193A4, Bruce Nebens M T Cancel
N Profie | 1. Bruce Nebens Y. §
/ Ful Cefl Edi | -~ Ed
Account. | 12P87R. Nebens, Bruce Y i =
250.00 Adv Aet 562521 Dep | ITN#: 1050RH617
o Confrm § Checkn Start |
Edit Toggle Caris| Add Events
Escape Cancel | Rensize Complele Post Bl Info Print
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Tee Sheet Color Codes

Green — The booking is for a transient guest and is fully confirmed

12:50p-01 GTF
01:00p-01 GTF

Gray — The booking has not yet been confirmed

Blue — The booking is part of a large group booked by Tournaments or Group Sales

Note of the Day:

Time-Hole Nt Ur Pl Day Part

= RD, The Summit at Pebble Beach, DML
06:40a-01 GTF RD, The Summit at Pebble Beach, DML
06:50a-01 GTF RD, The Summit at Pebble Beach, DML
07:00a-01 GTF RD, The Summit at Pebble Beach, DML

Pink — Means this time slot is not yet booked, but the times are saved for a particular group.

Black — Means the tee time has already passed.

10:20a-01 GTF
10:30a-01

$ Bisson, Monte $ Bogard, Steven $ Stanger, Danuel

$ Pham, Thang $ Pham, Thang $ Pham, Anthony $ Knotts, Kim

If a golf booking falls into multiple categories, you will see the colors overlap.
For example, below is a Group Sales booking that is not yet confirmed:
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Tee Sheet Notes

There is Notes section on each golf reservation that we refer to as the Baby Note which is a reference to
the fact that this note only holds a small number of characters.

Kennedy 10GATS || GTF Resort Guest Edt
Edward v Sk
Guest | 11E70F. Edward Kennedy <
N Profie |1, Edward Kennedy - Cordm
. / Ful Czl Edt |
Account | 12P4IM, Kennedy. Edward v I
2,300.00 (e baby note) Dep | ITN#:

In most cases, the baby note field will solely be used to enter the cancellation window that we quoted to
the guest — however — some situations will require us to document too much information to enter into
this Baby Note field.

In those cases, we must create a Tee Sheet Note.

The first step to creating a Tee Sheet Note is to write “SEE TEE SHEET NOTE” in the baby notes field. This
will let anyone who views this booking know that there is important information that they need to read
on the Tee Sheets.

10PB10 - 11/13/20 - 09:50-01 E@
Holmes 10GATS | +|GTF Resort Guest Edit
Hamson Y Split Post Bill
Guest |11B94L, Harrison Holmes v
N Profile |1, Harrison Holmes Confirm Cancel
B v
/ Full Ce& Edit :
4 1 Account |1204DU, Holmes, Hamison v In ~ Edits
2,300.00 SEE TEE SHEET NOTE

Dep |ITN#: 1@SORG:

WL
C Now, you must navigate to the Tee Sheets by clicking the Tee Sheet Icon from the
Y '

Booking Center Toolbar.

Once the Tee Sheet is open, select the appropriate golf course and date from fields at the top of the
sheet.

Golf Scheduling - Single Date | Facility:G10]G20]G30|G50|G60

05/26/2021|E” D|E

Note of the Day:

urse
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Use the scroll bar on the right side of the tee sheet, or use the arrow keys on your keyboard, to find the
time slot into which your guest is booked.

Use your curser to double click on the time slot for which you want to leave a note.

A menu will appear. One of the choices on this menu will be Notes. You can select this option by clicking
with your curser or by typing N with your keyboard.

A blank Golf Note will open.

Type your message into the center box and click ok or hit Page Down to save.

Springer-Miller Systems, Inc. |?"—E_"_53_|

Golf Note
é‘ Note ID- 10A3V5  Course: 10PR10  Time' 11-10  Hale- 01

v

Efiecive Daes Efiectve Times

m 11713000 | Frday : 1110 AM
(1113200 | Friday (w]11:30 AM

Once your note is saved, you will see an N next to that tee time.
This N is how anyone looking at the Tee Sheet will know that there
is important information to read about that time slot.
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Tee Sheet Note Tips
e Tee Sheet Notes are not tied to the booking itself; they are tied to the time slot.
If you post a note for at guest at 8am, but that guest reschedules to 9am, the agent who
reschedules that guest will need to manually move the Tee Sheet Note to 9am as well.
The same applies if a guest cancels a booking. The agent who cancels the tee times should see
the “SEE TEE SHEET” message in the Baby Notes and therefore know that the note needs to be
deleted from the tee sheet.

e Because the notes are not tied to the booking, it is important to write the name of the guest you
are referring to in the note itself. This will prevent confusion if that guest’s booking is
accidentally moved or cancelled, but the Tee Sheet note is not.

e |f a note needs to apply to multiple time slots, such as a group of 8 golfers who are booked into
consecutive foursomes, you can edit the Effective Times to span over both times slots.
In the example below, a copy of this note will be applied to 11:10am, 11:20am, and 11:30am.

Efiecave Times

Begn [111n | ¥ 11:10AM
End [1120 | ¥ 11:30 AM

The example below is a properly formatted Tee Sheet Note:

Golf Scheduling - Single Date | Facili Golf Note
1132020 [EDIE i | Note ID: 10A3EA Course: 10PB10  Time: 09:50 Hole: 01 |

l Availability ’ Bookings IYear l Month | Graphical | Course

Note of the Day:
Time-Hole Nt Ur Pl Day Part Added Last Edited
User|HQ User
07:40a-01 GTF Date | 11/04/2020 |H? Wednesday Date| 7/ B
07-50a-01 GTF Time | 18:09 Time| :
08:00a-01 GTF RE: Mr. Harrison Holmes PB 4SM on 9:50 AM 11/13/20 ~
: PB GOLF AT $575 X 4 =$2,300
LEE A s FORECADDIE AT $190
08:20a-01 N GTF GRATUITY AT S35 X4 =8140
TOTAL PPD $2,630 TO R#1204DU MR. HARRISON HOLMES
08:30a-01 N GTF MR. HARRISON HOLMES 55TH BIRTHDAY!
v
08:40a-01 N GTF
08:50a-01 N GTF Effective Dates Effective Times
09:00a-01 N GTF Begin|11/13/2020 |H¥ Friday Begin [09:50 ~| 9:50 AM
09-10a-01 N GTE End |11/13/2020 |HP Friday End |0e:50 w| 9:50 AM
09:20a-01 GTF
09:30a-01 GTF
09:40a-01 GTF
09:50a-01 GTF
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Locate an Existing Golf Reservation

To locate an existing Golf Reservation, you should start by opening your Universal Lookup Tool located
in the upper Toolbar of your SMS window.

File Tools Edit Print Reports Settings Window Help

00 swa e smm|

You will need to select the Search Type.

It is important to understand that not all departments - Unive'sal Lmkup

book dining reservations the same way we do in the

Reservations department. . —
" sachpe [ |9
|

Not every golf booking will be associated with an
Itinerﬁrk\)/ Numper, :lhesrefor:_li_t is best6toIbeeginT\_/our __G ot Thes *
search by setting the Search Type to Golf Tee Time Pros
Bookings instead of All Reservations or Itineraries. Eirst Name (1) =

Ask the guest if the tee time was booked under their Guest Ties and Profles (Q)

JLLLLLLLL

name by someone else. Doing so at the beginning of Company Name
your conversation can cut down your search time. All Reservatons (=)
NEW & CNF Reservatons

If you are having trouble finding the reservation by INHR asons (4)

name, you can ask the guest for their confirmation _ )
Y & Canceled Reservatons (X)

number.

uest# © Last Nam|Ciy Ledger Accounts
The email confirmation that we send to Dining Only Membership Accounts
Guests is a VEMAIL. The confirmation number that Isneranes «
appears on their email is the number of their Guest Al Scheduling Bookings

Tile. To search using this number, set your search type Booki
to Guest Tiles or Guest Tiles and Profiles. 2 e

Once you locate their Guest

Tile, hit the 5 key on your Phone # (#)
keyboard to open the guest’s SErEon 3rd Party Conf# (-)

current Active Schedule.

This is where you will see all current recreation bookings:

Scheduled Services - By Svc Code

-g: Active Schedule for Guest: Dr. and Mrs. Earl Johnson

Sq|  Type | Booking# | Level | Name | Senice | Description ~ Date | Time | Dur  Ppl|

\ 1

‘2 Dine 09J0ZY Johnson, Earl 14DR06 Dinner at The Bench 04/07/21 1915 120 3 7
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If you still do not have success locating your golf reservation in Universal Lookup, there is still hope.

If the guest knows which course they booked, the date, and (ideally) the tee time, you can find their
reservation by looking directly on the Tee Sheets.

For example, let’s say a guest wants to add a forecaddie to his tee time. He knows he and his friends are
booked on Spyglass Hill Golf Course at 9:40am on Saturday, April 17", but he has no idea which name is

on the reservation.
s

o C(Click the Tee Sheet icon from the vertical toolbar of SMS. @

Y

® When the Tee Sheet opens, change the selected golf course from Pebble Beach Golf Links to
SPYGLASS HILL GOLF

: Date | Facility:G10|G20|G30|G50|G60 E=R|ESE
PEBBLE BEACH GOLF

PEBBLE BEACH GOLF
[|LINKS AT SPANISH BAY

SPYGLASS HILL GOLF
DEL MONTE GOLF

e Click the calendar icon in the top left corner, then select April 27" as your search date, then
press OK

Golf Scheduling - Single Date | Facility:G10|G20|G30|G50|G6

A
Springer-Miller Systems, Inc.

[l April 2021 )

Sun Mon Tue Wed Thu Fri Sat
13128 29 30 31 1 2 3
4|4 5 6 7 8 9 10
15|11 12 13 14 15 16 17
1618 19 20 21 22 23 24
17|25 26 #3p 28 29 30 1
1812 3=F~5 6 7 8
T D Today: 3/29/2021

End | 04/27/2021

'y IUW'\III”B I 7w Ilvlvllll! Ivl ur"‘lWll -————

L S Cancel

e Use the scrollbar along the right side of the Tee Sheet to move up and down to locate the
reservation that is booked at 9:50AM.
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® Now that you’ve found the correct time slot, you can see that the name of the guest who booked a

tee time at Spyglass Hill on April 2/ at Y:5Uam Is John Day!

olf Scheduling - Single Date | Facility:G10|G20|G30|G50|G60

w2201 [EH D] E]
Note of the Day:

10:00a-01 N GTF

Time-Hole Nt Ur Pl Day Part

10:10a-01 N GTF

RD, Oliphant Golf Group, E-C
RD, Oliphant Golf Group, E-C

Double click the green reservation to open the Golf Tile:

30SG10 - 04/27/21 - 09:50-01

- lee Time

Cuest

Day

30GZPM | ~|GTF Stay and Play

John

101484, John Day

Profie

1. John Day

Account

12P8VG, Day. John

v

/ Ful Ce§ Edit

HBD/Grad Jessica HBD Janet

Spit Post Bl
Confrm

In ~ Ediis
Dep | ITN#: 1@850RH6J3

Check In

Reinsiate.

Important Note:

You shoul

d never information about a reservation to a caller that is not listed on that

reservation. However, if the guest can provide all information about the booking to you,

youcand

iscuss that basic information with them.

In this example, the caller would not have the power to make any changes to the
reservation such as moving the tee time, reducing or adding golfers, or cancelling because
that can only be done by the person who booked the tee time. If the caller wanted to
make such changes, we would tell them that Mr. John Day himself needs to give us a call.

The reason we are able to add a forecaddie to this tee time despite Mr. John Day not being

on the ph

one is because guests are not ‘locked in” when a forecaddie is added, which gives

Mr. Day the option to say no to the forecaddie on the day of play if he so chooses.
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Golf Changes

Rate Code Change
= Ifyou need to change the rate code, you can open the reservation and change this via the
dropdown in the top right of the reservation, then save.

Raie | 20GATU GTF Resort Guest

= Tosee the f_ﬂstory of changes made on golf reservations, click the “Change Log” button
= If you need to cancel golf, do so through the 5 schedule only which gives you a clear view and
prevents you from accidentally unlinking from the itinerary.

Changing Tee Times within the Same Day
* If you are moving tee times within the same day, the easiest way to do this is to open the tee
sheet for that day and simply drag your tee time to the new time they want.

= Be sure to move any tee sheet notes because those will stay assigned to the time slot, not the
people on the booking.

Changing Tee Times to Different Days
= If you are changing the tee time to a different day, you need to cancel and rebook the entire
reservation, making sure to move over all caddies/carts/notes/credit cards/names.

Golf Upgrade:
Example: If a guest is booked at Spanish Bay, but wants to Upgrade to Spyglass, and is within the 3-
month booking timeframe:
= Locate the SG tee time they want, add it to the Itinerary, and hit complete right away.
o Be sure to move over caddies/rentals/carts and type in the CXL advisement
= Open the old golf reservation and hit “cancel” on the right side
* Select the reason code: rebooked other tee time
= Type the CXL reason: “changed to SG”
= Once cancelled, you cannot re-open this reservation, but you can see the details by checking the
“view cancelled bookings box,” going to the Booking Center tab, and hovering over the reservation
line.
= Go to the guest tile and leave an R Note:
“Mr. __ changed from SB to SG on xx.xx.xx. Reconfirmed caddies/etc.”
= Paste this same note into NAVIS

Change Number of Players
e |[f guests are outside 14 days, they can reduce numbers. Do this by clicking into the tee time,
click edit, and update the number on the left side to whatever their new number of golfers will
be.
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e You can add golfers this same way at any time if the space is available. If it is not, check to see if
other tee times that same day have available space. If we are adding more golfers, we can
change times within the CXL period

Changing Between Resort Guest and Day Guest Golf

= A Resort Guest will have their room whosed to their tee time to guarantee the booking whereas a
Day Guest will have only their guest tile whosed. If you change tee times between Resort and Day
Guest, you must update the Whosing as well as the rate code.

= Change Example: A guest has a 4-night stay, but decides to change it to 3 nights. They still want to
play golf on the day they cancelled the room, so we need to change that golf tee time from
"Resort Guest" to "Day Guest"

* |n addition to changing the rate code per instructions above, you need to disassociate the room
from the tee time. Do this by whosing the guest tile to the tee time.

Heston
Brad
T1C1ME, Brad Heston

1. Brad Heston

*  When you click the arrow next to "Guest" to attach the guest tile, a message will appear letting
you know that doing this will disassociate the room. Once this is done, you can change the rate
code to "Outside Guest."

e Golf Changes
o Change number of golfers within tee time
o Moving times within the same day can be done on the tee sheet
= Any tee sheet notes must be moved as well, which can be done by
changing the “effective times” on the note
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Golf Cancellations
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Golf Special Situations

Child Golfers / Ride Along

Age 10 — 16 years old must be accompanied by an adult. Children, as with all golfers, need to be able to
maintain resort pace of play expectations and be able to play at a skill level that will not negatively
impact other golfers in and around the group. Pebble Beach Resorts reserves the right to make other
arrangements for minors (and all golfers) that hinder the experience of other

guests.

Any child under the age of 10 years would need to have a golfing ability at an advanced skill level. This
exception would need to be cleared by the head pro of the course via e-mail; the starters should be
aware to expect a very young player with their adult guardian on the day of the tee

time.

Preferred age for a child that will ride along in the cart is 8 years or older.

ADA / Fairway Access

For those who are requesting Fairway Access via golf carts (this will typically be those with disabilities),
gather their tee time and contact information and email it to the Head Pro of the course.

They will then reach out to the guest to talk things through and potentially approve them.

e Maintenance tee times should be used for resort guests — must book a minimum of 3-golfers

e OQOutside guests (including Duke members) may be booked into maintenance times 48-hours prior
to play (any # of golfers)

e Only Forest Residents is able to book PB 92 days out in Maintenance tee times.

= Re-rounds are only eligible if they played rack rate round.
= If they got a discount, their second round of the day can have that same discount (not comp,
obviously)

one player is a minor baby note

Club Pro Program

Youth on Course Spanish Bay and Del Monte (and formerly Peter Hay) are part of this program.
Tee times are $5 and can only be booked 1 day in advance directly by the Pro
Shop. They must bring their membership card. This will not cover balls or carts.
The Youth players can bring 1 parent to play with them, but no spectators.
***This program is available only at certain times of the year that are set by
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DM and SB. During COVID, the program is not running. It will begin again late
October 2020. ***

Youth on Course has resumed at Spanish Bay July 2020. They need to call the
pro shop day before they want to play. Same day, transfer to pro shop.

Rain Checks Guests cannot change/cancel within CXL period due to weather, but
they do not have to play if it is raining when they start their round.
Once we get to their day of play, they can ask the pro shop to
reschedule or cancel, but we don't do this based on forecasts in
advance. ---- If they push, we can potentially charge a city ledger for
their greens fees in advance and move them to a new date that is
No-CXL/CHG with supervisor approval.

Mailing Scorecards We can mail score cards to guests free of charge (as long as the
amount is not excessive. We have them in the cabinet at
Reservations, we write the Reservations department number in the
corner where the stamp will go, then drop it in an interoffice
envelope. We write the date and "Outgoing" on the envelope and
drop it in the "Out" bin.

Bag tag engraving This is done at the Lone Cypress Shop - Ext 8544 - or Heritage Shop.
The bag tags are different than the giveaways. The engraved tags are
one sided and purchased from the shop.

Golf Rater calling to get our policy | Connect with Margo Daniels, the Assistant Tournament Director. She
will need the front and back of their golf rater card and their
requested visit dates. We typically need 60-day notice minimum.

Driving Ranges are only public at SG.
SB is encouraged to go to PB’s range

Any resort guests can play PB anytime during their stay.
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Room Reservation Basics

This will be your introduction into the room-booking process with Pebble
Beach Resorts.

In the following pages, you will learn how to book a single room

reservation at Pebble Beach Resorts. From there, we will expand into

adding golf tee times, restaurant reservations, and get into more

Ihe Lodge at Pebble Beach complicated trips such as guests who want multiple rooms, packages,
The Inn at Spanish Bay specific billing arrangements, etc.

ACCOMMODATIONS

Casa Palmero

To be successful as a Reservations Agent,
you will need to practice active listening.

Before you even begin to search for
availability, you must ask open ended
questions and listen for conversational
queues to not only fully understand what
the guest is asking to book — but also to
anticipate what the guest would enjoy
most during their stay.

This is why the Pebble Beach mantra is to
exceed the expectations of every guest,
by providing a once in a lifetime
experience...every time.

How can you use your expertise to exceed a guest’s expectations?
“Just book me into your cheapest rooms. We’re just a group of guys; we don’t care about the view.”

This guest may not know that our Ocean View rooms at The Lodge at Pebble Beach are right on the 18"
hold of our legendary Pebble Beach Golf Links which would be much appreciated by true golf
enthusiasts.

Or, they may not know that our Fairway One rooms have a larger square footage that would give them
much desired extra space for each golfer sharing a room with a friend.

“We’re playing Pebble Beach at one, so let’s book a dinner for 4 at Peppoli at six.”

This guest may not know that Peppoli is located at the Inn at Spanish Bay and they will therefore need to
pad in an additional half an hour so they can take our resort shuttle.

They may be better off booking that restaurant after their Links at Spanish Bay round since they will
already be at the Inn at Spanish Bay.
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Room Reservation Guidelines

Property-Wide Guidelines:
e Maximum of 2 golfers per room
e Maximum of 4 adults per room
e Minimum age for an unaccompanied guest is 21 years old
e A 2-night minimum stay is required on Friday
e For Same-Day Reservations, contact the front desk before booking to ensure availability
e Transfer to Group Sales if:
o A guest requires a meeting space
o A guest wants to book more than 12 rooms,
o A guest wants to book more than 36 room nights

How Far in Advance May Rooms and Suites Be Booked:
The Inn at Spanish Bay The Lodge at Pebble Beach Casa Palmero
18 months 18 months 12 months

*If a guest wants to book a Suite at the Inn at Spanish Bay between 1 and 17 months out, a supervisor
must check Delphi to ensure availability.

The Following Room Types Must Be Pre-Blocked:
Property-Wide:
e Suites (Non-Moveable)
e 2" room of 2-Bedroom Suites (Non-Moveable)
e Connecting Rooms for Families and small children (Non-Moveable)
e ADA rooms

The Inn at Spanish Bay:
e Scenic View Rooms with QQ beds

The Lodge:
e Ocean View Studios
e Garden Spa Rooms
e Fairway Rooms
e Fairway One Rooms
e Deluxe Ocean View Rooms with QQ beds
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Delphi is the NAVIS of Pebble Beach Group Sales. Group Sales will often hold Suites at The Inn at
Spanish Bay for large groups even when the group has not finalized their contract. These tentative
holds are documented within the program Delphi.

If we are within between one and seventeen months out of a visit date for a guest who wants to book
a Spanish Bay Suite, we must contact a Reservations Supervisor so they can log into Delphi and see if
Group Sales has that particular suite on hold.

If the guest wants to book any of “the big three” suites (i.e. President’s, Governor’s, Hospitality), this
requires an even higher clearance before we can book. (You will still go to your direct Supervisor to

initiate this approval.)

Once approved, leave a Closed R Note that states that a Supervisor (include the supervisor’s SMS
initials) checked Delphi for your suite.

Room Rate Breakdown

Base Rate Rack Room Rate
Occupancy Tax 10.5% per night
California Tourism This assessment is 0.195% per night
Assessment levied on all hotels in

the state to assist
with tourism
marketing campaigns

Monterey County This assessment is S2 per room night
Assessment levied on all hotels in

the county to assist

with tourism

marketing campaigns

Service Charge This charge covers $25 for The Lodge and Casa Palmero
gratuities for: $28 for The Inn at Spanish Bay
e Front Desk
e Porter/Valet
e Concierge
e Housekeeping
e Resort Shuttle
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Before we get into the booking process, let’s take a look at what a Room
Reservation looks like.

When you book a room for a guest, you will create a Reservation Tile.
Like a Guest Tile, the Reservation Tile is a page within SMS that holds all
information about a guest’s stay.

The information that can be found on each Reservation Tile includes:

PwNPE

Who the guest is and their contact information
Where they are staying and in what room type

How much they paid and how much they still owe
What recreation they have booked during their stay

As you can see in the image below, the Reservation Tile is divided into several sections via thick blue
lines. We will walk through each of these sections to examine what information each section holds.

Reservation#: 12Q5L1 Garcia, Migue [(e[@]="
R#12Q5L1 -NEY Itinerary Welcome Back! Messages Locators 4
Check In X-Cancel E |ZaBageI, Pete | Guest Whose
Amva M o ol [ I~
Source Country:
eraﬂure 11 ﬁ Shares Y. PBX Names [ iy
5 A
- Events 1Day Auto-CheckOut [(J
Contact Name Visa @
Contact's Phone
Airline  _ Flight# Time Group N Routing 3
Arrival time Ariving v : Secretary v
Depart time Departing 7 Corporation ¥
lm l Notes & Communication
# of Rooms Duplicate Movable Move \ Reseryation Edit Notes [
Requested Room Eeatures Audit
= = Housekeeping More Notes
2 = specil [ |~
- -
Credit Limit_|| 0.00]
Pre-Amival 8 Make Keys = Bags 2 Wattlist 2 Guest Alerts 0 » -
F4-AutoBook Reg Card 1 Work Order 7 Traces
Package 0.00
oner NI w00
Guarantee v Corporate 0.00
_ ) Group 0.00
Price Basis - Market Seg v Guest 0.00
Meal Plan < Sub-Market 7
+ Charges 0.00
# CustomRate Nts Per Meal Vouchers 2 Phone-n M Payments 0.00
Adglt 2 000 1 Yaite Source 2 Balance 0.00
Chid | 0 000 1 Booked C9 03/10/21 . . . -
Other | 0 000| 1 Special Billing / Last edited C9 0310721 anges Log = Bills Folios
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Arrival / Departure

The Arrival/Departure section of the Reservation Tile is all about timing.

Rﬂ12QSL1 :NE“ It inerary

Confirm

Arrval
Departure

- Events Auto-CheckOut []

Airline _ Flight# Time
Arrival time | - Arriving v .
Departtime | - Departing %

Reservation  The R# in the top left corner is the Reservation Number for the room.

Number
Itinerary The grayed out Itinerary box will auto-populate the Itinerary number from your
Number Booking Center

Arrival and The Arrival and Departure dates will auto-populate to the dates you set
Departure

Arrival Time  The Arrival Time field will usually be blank, but you can fill in this field if the guest
lets you know they will be arriving earlier than our check-in time.

You will only ever do this for early arrivals; you should never set the Depart Time.

We have a process to let the front desk know if a guest requests a late checkout.
When that request is approved, the front desk will set the depart time themselves.
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Room

The Room section or the Reservation Tile is all about the guest’s room.

# of Rooms 1| = Duplicate Movable |Y Move \
Requested Room Features
—_— e ——

v v
v v
v v

Pre-Amval 8 Make Keys = Bags 2

F4-AutoBook Reg Card 1 Work Order 7

Room The Room box will auto-populate with a code indicating what type of room you are

booking.

A Soft-Blocked reservation will only display a room type, as in the example below, a
Deluxe Ocean View room at The Lodge at Pebble Beach.
A Hard-Blocked reservation will display both the room number and room type.

Moveable AY inthe Moveable field tells the front desk that — if needed, this guest can be moved to
a different room number. There are some rare circumstances in which we need to mark
this field with an “N”, so the guest is not moved.

AutoBook F4-AutoBook is how you will “Pre-Block” rooms. As a Reservations Agent, you will simply
book guests into a “Room Types” such as Ocean View or Scenic View. The Front Desk will
later assign — or “block” - that guest to a specific room number. However, there are some
circumstances in which you will need to assign the room number yourself.

Room The red box surrounding the three blank dropdown fields indicates where you will enter

Features Requested Room Features. As a Reservations Agent, the only aspect of a room that you
can guarantee to a guest is the view that they have purchased, i.e. Ocean View, Fairway
View. Other aspects such as balcony vs. patio, two queen beds vs. one king bed, which
building they are placed in, etc. are entered as requests into this field.
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Package

The Package section of the Reservation Tile is primarily about money.

Eackage

Price Basis
Meal Plan v
# CustomRate Nts Per Meal Vouchers #
Adult 2 000 1
Value
Chid | 0 0.00| 1
Other | O 000 1 Special Billing /

Package The Package field indicates the type of rate the guest is booking. Most often, this field
will say RRL or RRB which is the code for Rack Rates. Guests who pay the “rack” rate
are booking at full price without any discounts. If the guest is booking a discounted
rate such as a Golf Package, there will be a special rate code in this box.

Meal Plan  The Meal Plan field is a good example of how Pebble Beach has customized the SMS
system to our specific business needs. Instead of using this field to indicate meal
plans, we actually use this field to indicate if a guest is celebrating a special occasion
during their visit.

For instance, if a guest is celebrating their birthday, you will click the arrow next to
the Meal Plan field and select “Birthday” from the menu. This field interfaces with the
Pebble Beach phone system so that when the guest calls the front desk from their
room phone, the caller ID will say “Birthday.” Now the Front Desk knows to wish that
caller a happy birthday during their conversation.

Numbers The red box in the image above is the section that indicates how many adults,
children, and pets (other) will be staying in this specific room. We need to notate this
information because there are fees that apply when a guest has more than two adults
in the room and a nightly cleaning fee if a guest is bringing a dog.
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Value

If you click the Value button in the
Reservations Tile, you will see a detailed

15912
breakdown of all room fees for this 16952
reservation.

L 1040]
This is a convenient tool to verify that you T 339.06]
have selected the correct rate code for %
your booking. —T

| es|

al Rate

8|8
g|s

ole|e
g|8|8

The top red line underlines two key fields that do NOT include taxes, service fees, and assessment:

The Average Daily Rate is the rate per room without taxes, fees, and assessment. By checking
this field, you can easily see if the Rack Rate for your booking is running correctly.

The Reservation Total field is a total for all rooms and all nights before taxes, fees, and
assessment.

In the example above, this guest booked 2 rooms at $833 per night for 3 nights which totals to
$4998.00

The bottom red line underlines to key fields that DO include taxes, service fees, and assessment:

The Total Per Room is the total nightly rate x the number of nights booked. To find the total
nightly rate with taxes, fees, and assessment, you could take this number and divide it by 3
nights which equals $953.09 per room per night.

The Reservation Value field is the total rate for the all rooms x all nights booked.

Since this guest booked two rooms, you can take the Total Per Room ($2859.27) and multiply it
by 2 rooms to get the Reservation Value of $5712.54
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Value + Zoom + Zoom

By hitting the Zoom button (Z on your keyboard) while in the Value screen, you will open a new window
labeled Daily Zoom which has a detailed breakdown of the rates that are being billed for each night of the
reservation.

Daily Zoom E] X4
Day Date Shr Ad  Ch Ot Room Extras Taxes Grats Total

Fri 04302021, 1 0 0 0  _87000 0.00 9505, 2800

Sat  05/01/2021 1 0 0 0 870.00 0.00 95.05 28.00 993.05
Sun  05/02/2021 1 0 0 0 0.00 0.00 0.00 0.00 0.00

If you hit Zoom again, you will open a window labeled Detail Zoom which will break down the nightly
rates even further to show you an itemized list of what is included in “taxes, service fee, assessment.”

Daily Detail Zoom - Friday 04/30/21

Folio Code Description Charge
1 100000 Inn-Rms-Transient 870.00
1 020TOT Occupancy Tax 91.35
1 000TIP Service Charge-ROOMS 28.00
1 020TID Mntry County Tourism Tax 2.00
1 020TCA CA Tourism Assessment 1.70
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Every booking made by Reservations Agents will be reviewed for accuracy by a
Reservations Auditor

The very first step an Auditor will take when reviewing a booking is enter the
Reservation Tile and hit Value + Zoom. .

The reason they view this screen is to make sure that the Reservations Agent has charged the correct
two-night deposit based on the selected room rate

If the deposit has been collected correctly, the first two nightly totals on the Daily Zoom screen should
equal the balance on the Reservation.

Daily Zoom Y?IC]@ sz
Shr Ad  Ch Ot Room Extras Taxes Grats

Fri | 04/30/2021 1 | 0 | 0 0 | 870.00 0.00 95.05 28.00 993.05

Sat  05/01/2021 1 0 0 0 870.00 0.00 95.05 28.00 993.05

Sun  05/02/2021 1 0 0 0 0.00 0.00 0.00 0.00 0.00

In other words, Nightly Total #1 + Nightly Total #2 = 2 Night Deposit

(o |[@ ]| =]
s S LRl | | CreditLimit || 0.00]
95.05 28.00 993.05 )
: Points | 0.00]
95.05 28.00 993.05
0.00 0.00 0.00 ™ Package 0.00
0.00
0.00
0.00
-1,986.10
*  Charges 0.00
Payments | N\_  1986.10
Balance | -1.986.10
Bills Folios
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Special Billing
The Special Billing screen is used is used for advanced reservation and billing instructions.

Special Billing for Res#: 100001  Adermann, Hannah  02/23/13-02/25/13 EERINON 5=

Posting Controls I

Routing Profiles

Batch Post (YN) ;| Confidential Rate (Y/N) [E] Big o | Pamzd o | - AMM1... |Wall Street Journal
plit (Y/N) ?‘fi:;)'):.“.lrf- u Samp u BD“’":
Tax Exempt (Y/N) 1, Somp o |
Sub-Folios (1-9)
e scounts | [ Group DrectoyLsing
Discount % Ignore Guest Profie | [ Profiles & Preferences ]
Deposits Requested
H ke
Deposit #1 021232013 i 185.93 Housekeeping Pattem | |
Deposit #2  / / | = 0.00 ‘
Housekeeping Semvice
Display Phcies Change Deposits Tumdown Seré v
Commission YMMISSION AMOL Commssx
¥| Dave's Travel (%). (Nyghtly or | 1000} 1| o|tast
- | 000/ m

Scheduled Special Charges
) Per J1stPos)(Last Po)( % Grats J( Dsc || She |( Beh ) Brk )| Tax |( Tia ) Fol
1095 U 02232 022412 000 Y Y N N Y 0 1

° w1 Eatt Header Special Charges Filter PR TS

] nam SEUSE O B EERU G 4 Pst Typ Code Des v Ml Add Extra Charges

The primary reason you will visit Special Billing is to view or edit the Deposit field.

Deposit #1 will be set to the date that you Deposits Requested

booked the reservation and collected the

guest’s deposit. Deposit#1 |03/09/2021 . 3,972.20
The dollar amount next to this field will be ~ DEPOSItR2 | / / i 0.00
set to the amount of the required two- Uista) Feiias D '

night deposit for the guest’s room stay. .
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Name

The Name section, as you would expect, contains all information about exactly who has booked and/or
is staying in the room.

Welcome Back! I Messages | Locators 4 _

(Name | ZaBagel, Pete Guest Whose
Profiles v
Source Country:
Shares Y. PBX Names [
v
Contact Name Visa Q
Contact's Phone
Group b Routing 3

Secretary %

Corporation i
New or The section highlighted in yellow with either say “Welcome back!” or “First stay!”

Past Guest depending on whether or not the guest for this reservation has stayed in a room at Pebble
Beach Resorts before.

This is determined by the associated Guest Tile. If you create a brand-new guest tile for
your booking or you connect a guest tile that does not have any reservations in their
booking history, that tells the system that the guest has never stayed with us before.

The reason we have this section prominently highlighted is so the front desk can greet past
guests at check in by saying “Welcome back!” This is one of many touches that make our
customer service at Pebble Beach Resorts so spectacular.

Past guests may also be offered special rates at certain times of year to encourage them to
return to our resorts.

Guest By clicking the Guest button, you will open the Guest Tile for the person who has booked
this reservation.
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Whose

Profile

Share

PBX

Contact
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If you want to change the Guest Tile associated with this reservation, you can click the
Whose button which will allow you to search for and select an alternative Guest Tile.

The Profile button will open the profiles of the associated Guest Tile for quick access.

The Share Y button is used when two (or more) guests are sharing a room and want to split
the charges between them. By “generating a share,” you are essentially splitting the room
in half, creating two Reservation Tiles, each for half of one room.

The PBX Names button is where you can see or enter the name of additional adults who
will be in this room, who are not a member of the primary guest’s family (and therefore
not on their Guest Tile), and will not be paying for anything. PBX Names have authorization
to charge purchases and recreation to the Reservation Tile to be paid for by the Primary
Guest.

For example, Mary Jane could be booking a room for herself and her boyfriend for his
birthday. Since they are not married, her boyfriend’s name would not be entered on her
Guest Tile as a legal family member. We would instead enter him as a PBX name. This will
allow him to check in without his girlfriend if needed and the Front Desk will also be
allowed to give him a room key despite the room being in Mary Jane’s name.

The Contact Name and Contact Phone fields on the Reservation Tile are for when the
person who calls into the Reservation Center to book the room is not the same person as
the guest who will be staying in the room.

Common examples of this are Travel Agents and Assistants. A Guest Tile should only ever

contain the contact information of the Guest; therefore, the caller’s contact information
needs to be inputted directly onto the Reservation Tile.
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Notes & Communications

The Notes & Communications Section is the ultimate source of information about each booking.

Most information entered into this section is done manually. That is why it is very clear to be clear,
concise, and consistent across the department about how we word these notes.

Notes & Communication

Reservation Edit Notes |
Audit
Housekeeping Jore Notes
spovil [ |~

Credit Limit

Waitlist 2 Guest Alerts 0 » ]
Letters _I Points

Traces
Audit The Audit line is where the booking agent will write the cancellation window that they

quoted to the guest during their call.

The following message format must be used for every reservation:
Adv. [Mr./Mrs./Ms./TAG] [lastinitial] 14 CXL [the final date the guest can
change/cancel] [Agent’s SMS User Code] [Today’s Date]

Audit |Adv Mrs. G 14CXL 9.27.21 C9 8.21.20

—

Housekeeping This line has been customized by Pebble Beach to act as a CC line for email
confirmations.
e If a guest wants a confirmation email to go to two different email addresses, the
first email will be documented in the Email field of the Guest Tile
e The 2" email address will be written in the Housekeeping line after “COPY:”

Housekeeping [COPY: example@example.com '

If you do not include “COPY:” before the email address, the confirmation email will ONLY
go to the email in the Housekeeping line.

For example, a Travel Agent may only a confirmation email sent to their agency’s email
address. In that case, the Guest Tile will contain solely the Guest’s information, but the
Travel Agent’s email address should be written in Housekeeping.

165



@

PEBCBOLMEPEE;;\CH SMS | Pebble Beach Reservations User’s Guide
Special The Special field is used to indicate a special occasion. By clicking the down arrow next to

this field, you will open the Special Codes window. From here, you can select the
occasion appropriate to your guest.

speon [ ]+

Special Codes

Code Description
Lone Cypress Parner
Writer or Rater

Sie Inspecion
Celebrity

Guest of LC Pariner
PB Senior Mangement
Group VIP

Special Atenson
Parcipant Sponsor
Club Pro Progam
Honeymoon
Anniversary
Regrement

Birthday

Other

OO |w |3

We will discuss Special
Occasions in more
detail within the Room
Reservation Basics
section of this manual.

| D|Oo|V|O|Z||r |X |«

Group Staff

Letters Letters is a function of SMS through which we send confirmation emails.
You will also see a Letters button in the Guest Tile.

Letters for Crystal Libby Guest #:11C32W Reservation #:12Q5W3 o [®][=

-1 Pending Letters

Filter Options N E-Mailable Faxa Printable
eftter Module Reservation “| Letters
Others st H [ Delivery [Module | Guest# [ Name [ Letter Code [ Attachments [ Account# [ Destination | Date Added [ Time Added | Added By

|| 1 |Print [RES [11c32W |Libby, Crystal LJEMAL ] [1205w3 | ..Joan21 [2205:10  [cH
[11c32w |

(® Baich & Non-Baich Mai Leters.
O Non-Batch Mai Lesers Only
(O Baich Mai Legers Only

(® AlEdtable & Non-Edtable Lesers
(O Non-Edtable Leters Only
(O Edtable Leters Only

OIPrinted and Sent Letters Only

Print Options

Mietiers  CJLabels [JEnvelopes.
CJPrint All Letters as Non-Editable

Number oftems [ 1]

Selected fems [ o]
I Legend Black - Not Printed or Sent Red - Leter has been Printed or Sent via E-Mal/Fax

Add Letter
Comments

Move Printed Letters
to History

Folio Setup
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Traces

More Notes
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Reservation Traces are messages that are sent between departments regarding the
specific reservation. A Trace is a To-Do item meaning that the message always involves
an action to be done by the directed department.

For example, you would send a Trace to the Housekeeping department to request that a
rollaway bed be put in the guest’s room. If the guest is staying at The Lodge, his would be
an LHK Trace for Lodge Housekeeping.

(==

Reservation Traces
Reservation #12Q5W3

[

Please send rollaway bed to room. 2
C93.23.21

|Libby, Crystal | |03/23/2021 06:02:52 PM

Last User [c9

Date | 05/01/21 # Saturday
Time [00:00

LT fux |~

Date| 7/
Time o
User

Not Printed

More Notes will open a window that appears very similar to the Traces function, but
instead of sending To-Do requests between departments, Notes are purely
documentation of information about the reservation.

For example, you would leave a Note each time you modify a reservation to explain what
you have changed. This would be an R note for Reservations.

bt Res G [® =]
Reservation Notes
Libby, Crystal | Reservation #1205W3 (03/23/2021 06:04:33 PM |
astuserfcs |
Date (03723/21 |7 Tuesday
Time |18:04
Guest added: A
PB 4sm 5/4/21 at 9am
Tap Room dining 6pm for 4.
Sent IEMAIL
Date| / 932321
Time v
User
Not Printed Type |R | v Reservations

167



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Other

The “Other” section of the Reservation Tile is all codes. It is very important to fill out these codes
correctly because many reports are generated based on the coding within these fields.

|oher TR .
Guarantee v
Market Seg v
Sub-Market v
Phone-In 7
Source v
Booked C9 03/10/21
Last edited C9 03/10/21 =R e
Pay Type Not applicable to Reservations

Guarantee Identifies how the guest is securing their reservation.

The most common codes you will use are:
° — Advanced Deposit (The guest has paid the first two nights of the room)
e | —Other Reservation (Another guest on the Itinerary has paid for this particular
room’s deposit instead of the occupants.)

Market This identifies the type of Guest. You will almost always select R for which indicates
Segment that this guest is not in any special category and will pay the full rack rate.

Sub-Market This will narrow down the Market Segment more precisely. If you are selecting RACK as
your Market Segment, your Sub-Market will also be

Phone-In Identifies which department the guest has contacted to book their reservation. As a
Reservations Agent, you will always select option 01 for

Source The Source Code identifies why the guest made their reservation. This is the same code
you will have filled out if you created a Guest Tile for your booking. Very often, your source
code will be
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CH 03/11/21 The bottom left corner of the Other section identifies which
Booked agent booked and has most recently edited the Reservation
Tile using each agent’s SMS User Code.

Lastedited C9 03/16/21

The Change Log is a running history of what has been modified on the reservation.

Changes Log ~ '

This log is written in shorthand code, so it will take some experience for you to fully grasp the meaning
within the log. The log is written with the most recent changes at the top.

As you are learning and creating new bookings, it is good practice to read the Change Log to understand
the meaning of the codes used by SMS.

[

Changes Log  03/23/21-17:37 o
Date Time = Op Activity Workstati
03/13/2021 10:01 C9 Feat: | | ||| =>BK||]|]| 172.20.72.102
03/11/2021 2205 CH NEW 172.20.15.143
03/11/2021 2205 CH | Unit: LRCF => L525 NEW 172.20.15.143
03/11/2021 2200 CH Submarket: =>Z710 172.20.15.143

In the example above:

1. CH edited the reservation on March 11, 2021. She updated the Sub-Market to 710, assigned
the unit number of this Fairway One Partial Ocean View Room to room #L525.

031172021 2205 CH  Unit: LRCF => L525 NEW

03/1172021 200 CH Submarket: =>2Z10 '

2. On March 13™, C9 added the King Bed Room Feature.

03/13/2021 10:01 CSFOd:IIIII-OBKIIIIII
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Payment
]
When you create a reservation, you ——
will most often be collecting our Credit Limit 0.00
standard two-night deposit. Points 0.00
1. You will click the Bills button to
charge the guest’s credit card. - Package 0.00
Comp 0.00
2. The Balance refers to the amount 0.00
of money the guest has on file Corporate -
with us to be used for this Group 0.00
reservation. At the time of 0.00
booking, this number should equal Guest
the required deposit amount. + Charges 0.00
3. The history of all financial Payments 0.00
transactions on a reservation are 0.00
stored within the Folios. If a guest Balance )
requests an itemized receipt after . .
their trip, Accounting will send Bills Eo'ﬁ
them a copy of their Folio.
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Search for Room Availability

To begin your search for room availability, you should first enter the date of
arrival into the Master Data Range field in the top left corner of NAVIS.

In the following example, a guest would like to book one room for 3 nights beginning on April 16, so we
click the Calendar Button to set the date to April 16™, then type a “3” into the Nights field. Click
anywhere in the booking away from the Nights field to apply the update.

SMS|Booking Center
Arrival | 04/16/2021

Now that the Master Data Range has been updated, all calendars within each Booking Tab will be set to
the same dates:

Resort Scheduling | Tee Times |

Arrive |04/16/2021 |
Depart | 04/19/2021 o

Guest Room | Resort Scheduling

Guest Room I Resort Scheduling | Tee Times m
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The Guest Room Tab will be the default Resort Scheduling | Tee Times | Dining | Vendor Activ
tab for the Booking Center.

Once your dates are entered, it is good Arrive | 04/16/2021 @ S
practice to verify the days of the week of Depart | 04/19/2021 F% Monday
the stay with the guest to avoid mistakes. Ad/Ch/Ot 2 “ 0 ” ol 3 Night(s) |

There are many Pick Lists (the fields with down arrow buttons) on the Guest Room to narrow down your
search, but it is typically best practice to keep your search broad at first so you can offer multiple
options to your guest.

However, there are two Pick Lists in particular that are very useful during calls: Units and MultiProp.

Resort Schedulingl Tee Timesl Diningl Vendormivityl Booking Intol _
|

Arrive |04/16/2021 K Friday Corporation v MultProp v
Depart |04/19/2021 % Monday Secretary v W:\__[ v
Adichiot| 2] of o] [ 3nights) | Group - Rate/Pkg
Travel Agent v Rate Group
Type v Pkg/Rate v v v v v v Category v
Unit - Un_ntsj_ Reguests - - - - - -

Market | |~ Sub-Market -

B

Units MultiProp
The Units tab indicates the number of rooms that | The MultiProp field will set your search for a
the guest wants to book. By updating the number | specific resort property. Our guests have three
in this field, you will only see results for that have | properties to choose from, each of which have a
at least that number of available rooms in that specific code in SMS.
room type category.

To set this field, you can type the code for the
For example, if we only have one Ocean View property you want to search, then click away
room left on your set dates, if you set the Units from this field anywhere in the Booking Center,
field at “2,” you will not see Ocean View rooms or you can click the down arrow next to the field
appear in the search results. and select the property from the Pick List.
Keep in mind, ev’en if a gues.;t wants to book 2 MuliProp
rooms, they don’t necessarily need to be the same _E
room type, so you can still search for multiple Sc Cod Description
rooms while keeping the Unit field set at 1. There are four options 1 B | SpanishBay

on the pick list, but we
To update this field, type the number of rooms only utiFI)ize the first N s
into the Units field, then click away from that field | three. The Fairway One 3 P CasaPalmero
with your mouse anywhere in the booking center. buildings are part of +|W |FairwayOne

The Lodge.
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Room Types
The Type field allows you to select a specific o Dot
room type for your search, such as Lodge 1 LROS 'LodgeOcun

Ocean View or Casa Palmero Spa Room.

2 LRCS Lodge Partial Ocean

The Unit field allows you to go even further Units - By Number
and search for a specific unit/room number,

such as the Garden Spa Room at The Lodge in Lt D iiaian
room L191. It will be very rare if ever that you 1 |Eie ,‘ i ’om" L
will need to utilize this search tool. 2 B1004 BRO7  Ocean View

Room Features - By Code

The Requests fields allow you to enter specific

room featur: h room with tw n Sal_Fostros Desofiplion
oom features, such as a roo \ 0 quee = rRm— o
beds, a ground floor room, a room with an f—

adjoining room next to it. 2|BD Double Beds

3| BK King Bed

Each selection from the Pick Lists have a corresponding code (underlined in red in the images above)
that will populate in the search fields once you make your selection. You will see these same codes
utilized in multiple areas across SMS.

Once your dates and any other appropriate fields are set, click the Get Next 25 Rates button at the
bottom of the page to submit your search.

- ) [J Consolidate by Rate Code
Currency I:l & A Prop Type Avl Description 1st Night Average T Zoom [ Dynamic Updat
Processed 25 Rates I Restrictions ON N Quotes Get Next 25 Rates

Your search results will then populate:

Rate Code Description Room Type Vac Avl Grp  Unit Description 1stw/otax  Averge Tax Total
Spanish Bay Rack 0[Spanish Bay Oceanl 1180.00 1,180.00 384.60 3,540.00
RRB Spanish Bay Rack BRC7 20 20 0|Spanish Bay Scenic | 1070.00 1,070.00 349.32 3,210.00
RRB Spanish Bay Rack BRF7 57 57 0[Spanish Bay Forest | 980.00 980.00 320.43 2,940.00
RRB Spanish Bay Rack BSF5 7 7 0|Forest Executive 1720.00 1,720.00 557.85 5,160.00
RRB Spanish Bay Rack BSC5 1 1 0[Scenic Executive 1820.00 1,820.00 589.95 5,460.00
RRB Spanish Bay Rack BS0O4 2 2 0[Ocean Executive 2000.00 2,000.00 647.70 6,000.00
RRB Spanish Bay Rack BSF1 1 1 0|Presidential Suite 3700.00 3,700.00 1,193.16| 11,100.00
RRB Spanish Bay Rack BSF3 1 1 0|Governors Suite 3400.00 3,400.00 1,096.89| 10,200.00
.RRL Lodge Rack LRCS 3 3 0|Lodge Partial Ocean| 1180.00 1,180.00 384.60 3,540.00
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SMS | Pebble Beach Reservations User’s Guide

Rack Rate means full price, which is what you will be Rate Code Descnptlon |

booking for most guests. The Rack Rates will always
appear at the top of your search result list.

Description This field will explain the meaning of each rate code: RRL Lodge Rack

The code RRB mean “Rack Rate Bay” RRP Casa Rack
The code RRL means “Rack Rate Lodge”

The code RRP means “Rack Rate Palmero” *

Lodge Rack
Lodge Rack

Room Type  Room Type is the code for each Room TypeVac Avl  Grp  Unit Description
specific room category. LRCF 15 10 5|FW1 Partial Ocean
- P8 I P LRGF 15 9 6|FW1 Garden
e L s '_e diWilliexplalmttic LROD 21 18 3|Lodge Ocean Deluxe
Description meaning of the Room Type Code.
Description Room Typ rp nit Description ‘
Lodge Rack LROD 3jLodge Ocean Deluxe '
Vacant The number of rooms available excluding any group blocks.
Available Number of rooms available to host guests during these dates. If any group rooms are
blocked out, this column will list the number of available rooms left to sell.
This is the column you will want to look at to determine room availability. This
information is for internal use only. We do not quote the total number of available
rooms to guests.
Group This column displays the number of remaining rooms within a group block.

GRP + AVL = VAC
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Unit Description 1stw/otax  Averge Tax Total
Spanish Bay OceanlLft 1180.00 1,180.00
Spanish Bay Scenic 1070.00 1,070.00 349.32 3,210.00
Spanish Bay Garden 870.00 870.00 285.15 2,610.00

1°**w/o tax The nightly rate for one room in this category, not including tax, service fees, or
assessment charges.

Average This column is not applicable to Pebble Beach Resorts because we do not have
different rates for different days of the week. If we did, this column would average
out the daily rates for each day the guest wants to book.

Tax The nightly total tax, service fee, and assessment charge for this room type.

Total The total room cost for all nights in the set date range excluding taxes, fees, and
assessment charges. 1°* w/o Tax x Number of Nights = Total

Once you have found a room option that works for your guest, double click anywhere on the item line to
pull that room into your Booking Center’s Itinerary.

Rate Code Description Room TypeVac Avl Grp  Unit Description 1st w/o tiAverge Tax Total

RRB Spanish Bay Rack |BRL7 0|Spanish Bay Oceanl] 1160.0 1,160.00 378.18 3,480.00

»

e —

ltinerary # 1050RI1216
. Ty Gst Prf Res Lev Code Description Date Time Ppl | Location Amount Duration | Booking#
n R 12Q06M8 NEW | RRB Spanish BayR... |03/16/21-03/19/21 2 BRO7 437391 0
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Complete A Room Reservation

Once you have your room added to your Booking Center, there are several steps we need to take to
complete the reservation.

Associate A Guest Tile
This process is discussed in detail within the Create A Guest Tile section of this manual:

e Click the down arrow to the right of the Guest section of the Booking Center

e Search for an existing Guest Tile in Universal Lookup

e If you find an existing Guest Tile, verify the information on the tile with the guest to ensure
accuracy.

e If you do not find an existing Guest Tile, click “Add New Guest Tile to create a new Guest Tile for
your guest.

Collect the Credit Card

Inform the caller:
In order to confirm your reservation, we will need to collect a deposit for the first two nights of your
room stay. The total deposit we will be collecting today, including tax, fees and assessment, is S .

We have a 14-day cancellation policy for this tee time which means you have up until 14 days prior
to your day of play to make any changes or cancel your booking.

I am going to pause our call recording to protect your personal information.
Would you like to confirm this tee time with a MasterCard?”

Pause your recording in NAVIS by clicking the “Payment” button in HUB.

Click the E button on your keyboard to Edit the Guest Tile
*This is a crucial step before entering the credit card*

Edit

Place your curser into the green Credit field. It does not need to be set at the very beginning of the
line; it just needs to be within the box.

Credit
Expire | / Full Car ~ Edit
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e Use your IDTECH credit card machine to enter the guest’s:
o Credit Card Number
o Expiration Date
o Security Code

e Assoon as you hit Enter for the final time on your Credit Card Machine, the guest’s credit card
information will populate into the Guest Tile.

Credit | XxXxx3332
Expire |12/23 Edit

e Hit Page Down or click OK to save the card on file.
Once saved, you should immediately see the logo for their credit card company appear next to the
encrypted credit card information.

Credit [Xxxx3332
Expire |12/23 Edit

Finalize the Booking
20. Ask the guest if you can place them on a brief hold while you finalize their reservation.

21. Place the guest on hold using your desk phone.

22. Now that you have saved your Guest Tile and saved the credit card, you can click escape to get back
to the Booking Center.

You can see at this point that your new Guest Tile has automatically been attached to this Itinerary
in the Guest Section.

Guest Iﬂ 10843S McGuire, James

Guest Name |
108438 McGuire, James *Primary

|+

Profile Name Gender| Age
1 James McGuire M
2 Rolland

Lizzy McGuire
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The Guest Tile number has also been automatically associated with the Room Reservation in the
Itinerary Detail section.

Itinerary # 1050RI4TO
Description Date

12R02D NEW RRB Spanish Bay Rack ... 05/24/21-05/25/21

23. Double click on the room reservation
within the Itinerary Detail section of
the Booking Center. This will open
the Reservation Tile.

24. Once you are inside the Reservation Tile, use your keyboard to type Edit + Page Down.
This will launch a series of prompts to select the basic settings of your reservation.

The first three prompts are the same ones you will see when saving a new Guest Tile.

Pop Up #1: Incoming Phone Number
Select Reservations Center to indicate

the department to which the guest S Eoaires Doscriphon
dialed 101 Reservations Center
202 PBX
You can use your curser to click the 303 Front Desk
one or type “01” as a shortcut. 4 04 Concierge
505 Sales
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Pop Up #2: Media Types Sq Type Description
This field should indicate what the guest 1 A1 Direct Mail
saw/heard that prompted them to call. > B1  E-Mail

3 C1 Internet

The most common selections will be:
e Internet (pebblebeach.com or
Vacation Planner)
e Travel Industry (Travel Agent)

4 D1 Magazines
5 |[E1  Newspaper
6 |[F1  On-Site Lead Generation

e Brand Awareness (Common 7 G1  Pebble Beach Company
Knowledge or Customer g H1  Public Relations
Referral) o/l Group

10/ J1  Radio

In this example, we will select Internet by

K1 Travel Ind
typing 03 on our keyboard. it ]

12/ M1 Television
13 N1 Brand Awareness

01  PBC Special Event

Pop Up #3: Source Scan — By Code

The selections in this window will be Sq ¥ Source Description
different depending on which Media Type 1/C10005  PEBBLE BEACH.COM
you selected. 2| C10015 GOOGLE/YAHOO/BING

3 | C10025 VACATION PLANNER
4 C10040 TRAVEL AGENT MICROSITE
5 | C10041 FACEBOOK
6 C10042 LINKEDIN
Type 01 to select the first option. 7/C10043  YOU TUBE
s C10044 GOLF DIGEST
C10045 ESPN.COM

For our example, we will select Pebble
Beach.com since our guest started
planning their trip by visiting our website.
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Pop Up #4: Guarantee Codes Guarantee Codes
The Guarantee Code Code Description Code Description
explains why we have A__{Advanced Depost V__|VIP Reservasons
agreed to hold this B Pending Credit Check Y 1.S. Tesing
. C Complimentary
reservation for the guest. D | Excepton Hold - Check
E Mgmt (Execusve Ofice)
In most cases, you will be F  |Excepion Hold
selecting “Advanced G |Groups
Deposit” which indicates H__|Ovner
that the guest is paying |___| Management (Sales&Midn)
the full two-night deposit J__ U iesonFeen
K Git Censicate
to guarantee that we L [Gaciniaains
hold their full Itinerary. M| Mant (Golf Exec. Ofice)
N No Deposi Required (appr
Other common codes O | Direct Bl Approved
you will use will be: P |Brand Parmer
s
T

25. After selecting the Guarantee Code, you will be brought back to the Reservation Tile.

26. Click Escape or hit the Esc button on your keyboard to go back to the Booking Center.

27. In the Itinerary Detail Section, the Complete Itienrary button, which was previously grayed out, is
now available to click. Click Complete.

Gop[ |-

tinerary # 10560RH169

Ty Gst Prt Res Lev Code Description Date Time Ppl Location Amount
»|R 11881 12P47TW (NEW RRB Spanish BayR... |05/25/21-05/27/21 2 |BRO7 298234
<
Unlink A Cance! linerary Confirm linerary
Delete Pending Expand ltinerary Complete tinerary Booking Selings
]

180



s

PEBBLE BEACH

COMPANY

SMS | Pebble Beach Reservations User’s Guide

Charge the Deposit

Double Click on the room in the Itinerary Detail section to return to the Reservation Tile.

Once in the Reservation Tile, navigate to the section titled Package and click the Special Billing
button, or type “/” on your keyboard.

Package [ Lodge Rack

Price Basis \
Meal Plan v

# CustomRate  Nis Per Meal Vouchers #
Adult | 2 0.00| 1
Value
Child 0 0.00 1
Other 0 0.00 1 Special Billing /

Take a look at the Deposit Requested section of the Special Billing window.
This dollar amount should be equal to the required two-night deposit per your room rate sheets.

Deposits Requested

Deposit #1 |04/04/2021 | 1,491.17
Deposit#2 | / / | 0.00
Display Palicies Change Deposits

If the number you see does not match the deposit you quoted, this is an indication that you
have either quoted the deposit incorrectly or selected the wrong room code.

Once you have verified that the rate is accurate, click escape to go back to the Reservation Tile.

In the bottom right corner of the Reservation Tile, you [ CreditLimit_ ]| 000]
will see a section that begins with Credit Limit. This is the Points
Payment section that will reflect the balance of funds the | Package 0.00
guest has on file for this reservation. Soie oy
Corporate 0.00
- - I I Group 0%
Click Bills. This will open the Bills window which is where Guest 0.00
you will charge the guest’s credit card. +|  Charges =
Payments 0.00
Balance 0.00
Bills Folios
. ’ Bills Eolios
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Bills - Post to McGuire, James (Res#12R02D) o [@]=
~ Bills
| Trnsacton Gode [ |+

Enter a Transaction Code
Or enter a partial code or a'?' and press oK or | Cancel | toexit

e To charge the guest’s credit card, you must enter a code into the Transaction Code field of the Bills
window.

The Transaction code is comprised of three parts:
e The department that is processing the charge: 970 = The Reservation Center
e The type of charge that is being taken: PP = Pre-Payment
e The type of credit card being used:
M = Mastercard
V = Visa
S = Discover
A = American Express
Y = Pebble Beach Gift Card

Transaction Code [970PPM v: MasterCard-RESV

e Assoon as this code is entered, new fields will appear. You will only need to edit two of these new
fields:

e The amount of the charge (the
two-night deposit)

e The letter Cin the Auth Transaction Code |970PPM M MasterCard-RESV

Charge field to indicate that
we want to charge the card

now. Amount 2982.34
(A)uth Qharge: %
1

Once entered, hit Page Down to save. Folio

Reference #
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If you have entered the Transaction Code correctly, you will see some of the guest’s credit card details
appear in the window.

= Bill

Transaction Code |970PPM v MasterCard-RESV

Transaction#:

Amount 2982 .34

(A)uth (C)harge: |c
Folio |1 Credit Card# XXXX3332  Expiration Date: 1223

Reference #

Taxes 0.00
Gratuity 0.00
Total 2,982.34

A prompt along the bottom of the window will ask you to confirm if the Total Charge and all
credit card information is accurate.
Type Y or select Yes to continue.

Correct? | Yes | /| No | (vN)? [ | '

A new window will open with a similar preview of the credit card information.

SMS|Host - Credit Card Swipe o | &8 | =
Your curser will automatically be -
placed into the Credit Card number Credit Card Charge

field (the blue field).

Acﬁvate Card 2‘98234
. Reader
Before you charge this card, move

your curser into a different field in Card #/Swipe

the window. It can be in any other
field as long as it is not the field
holding the credit card number.

Click Page Down to charge the credit Expiration (MM/YY) 12/23
card. Zip Code (billing address) 44236
CVWW2 Number
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If your charge was successful, you will see a transaction code appear along the bottom of the
window.

If your charge was not successful, in this same area at the bottom of the window, you will see the
word “Declined.”

DEMO10655360 Press any key...

Press any key to close this credit card window

Pres escape to exit the Bills window and return to the Reservation Tile.

You can now take your caller off of hold by clicking Line 1 on your desk phone.

Close your call with the guest:

@)

O O O O

Recap all bookings on this Itinerary with the guest

Reiterate the cancellation policy with the guest

Ask the guest if you can help them with anything else.

Tell the guest they will receive their confirmation email in approximately 1 hour
Thank the guest for calling Pebble Beach Resorts

Your booking is complete! Proceed to Clean Up your booking.
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Clean Up a Room Reservation

Now that the guest is off the line, you can take your time to make sure all information is complete
within your room reservation.

e Double click the room in the Itinerary Detail section to re-enter the Reservation Tile.
e Click Edit to modify the Reservation Tile

e Enter the cancellation timeframe that you quoted to the guest into the Audit Line

Notes & Communication

Reservation
Audit |Adv.Mr.M 14CXL 5.10.21 C9 4.4.21
Housekeeping

e Enter any requested Room Features

l@“. BRO7
# of Rooms l:l Duplicate Movable Move \

Requested Room Features
BK |;| King Bed v
LG v | Ground Floor v

—
——
v v

Important Note: In regard to Room Feature Requests, we guarantee the view purchased by the guest
and standard amenities. It is important to express to the guest that bedding arrangements, room
numbers, location, etc. are considered requests that are granted based on availability; they are not
guaranteed. If a guest is specifically requesting a King Bed and wants a 100% guarantee, recommend
that they book a suite because all suites have King beds.

e Page Down to save.

e Double check that all codes in the Other section are set correctly.

T
Guarantee |A | v | Advanced Deposit
Market Seg |R | ¥ RACK
Sub-Market |[R10 v Rack
Phone-In |01 "‘ Reservations Center
Source |C10005 | v PEBBLE BEACH.COM
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e Open Special Billing and double check that your Deposit #1 amount matches the amount you

have charged the guest.
Deposit#1 |04/04/2021 | 2,982.34 Charges 0.00
Deposit#2 | / / ::. | 000 Payments 2,982.34
: Balance -2,982.34 |

e Click Escape to Exit Special Billing Bills Folios

e TypeV +Zto enter Value + Zoom

Add the Total Nightly charges of the first two nights. That new total should also equal the amount
you charged the guest for your two-night deposit.
$1491.17 + $1491.17 = $2982.34

Day | Date  Shr/Ad Ch Ot Room | Extas Taxes | Grats Total |
Mon | 05/24/2021 1,0 0 0 132000 0.00 14347 200 [ 149147
Tue  05/25/2021 1 0 0 0 132000 0.00 14317 2800 | 149117

Wed  05/26/2021

1. 0

0

0

0.00

0.00

0.00

0.00

e Click the More Notes button to create an R Note for your booking. This will open the
Reservations Notes window. The R Note is a note intended to assist your fellow Reservations
Agents should this guest call back to reconfirm, edit, or cancel their booking.

o Click Add or type A to start a new Note.

= [ o oo

.

o Your note should be a succinct explanation of who the guest is, why they are visiting, and what
they booked.

Mr. McGuire booked BRO7 getaway for himself and his wife. ~
05/24 - PB 2sm 8am

—1/05/24 - The Bench for 2 6pm

05/25 - SG 2sm 9am

Declined caddies. Mrs. M may call back to book spa reservations.
C94421

o Set the Note Type as R for Reservations Note
o Page Down to save
o Type Cto Close the note.

186



@

PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

The

Leters or James McGuire Guest #108435 Reservaion #12R02D [si@=]

Fier Opions
LetierModule  Reserton

e Escape to make your way back to the Booking Center.

e Now that you have double checked your entire reservation for accuracy, click the Confirm
Itinerary Button at the bottom of the Itinerary Detail section.

| <

Cancel ltinerary Confirm ltinerary Booking
Settings

Expand Itinerary Complete Mnerary

e Upon clicking Confirm, the Bills window will automatically open. Since we already charged the
guest their deposit, click Escape.

e A message at the bottom of your Booking Center will state that no deposit has been made, but
this is not accurate. Click Yes to continue with the Itinerary Confirmation.

0 - [ . . ene o B |

No deposit has been made. Do you want to confirm anyway? 1/ No | (YIN)?

This inaccurate message is a result of Pebble Beach’s customization of the SMS system. We do not
follow the exact sequence of room processing that other hotels who use SMS follow, therefore
some functions will not sync with our order of operations.

Letters window will now open.

Printable

Letirs
Tosiven [ Wodute | Guest# | Name TCefor Coge | Atachments | Account# | _Destnaton | Oate Added [ Time Added | Added ey |

Otrers | GuestNo

108438

® Batch & Non-Baich Mail Leters
O Non-Batch Mail Letrs Only.
OBatch Mail Leters Only

Legend Bk - NotPrned o Sert Red - Leto has been Prred o Sert v E-MaFax

~Leter has been Pred or Sertva E-M:
AddLeter [l Move Printed Letiers
— u
Escape

e Send your guest a confirmation email for their entire Itinerary:
o Pressthe A key or click Add.
o Type the code for Itinerary Confirmation Emails into the Letter Code field.
IEMAIL = Itinerary Email

Enter Letter Code |IEMAIL | '

= Page Down to send.
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Your letter/confirmation email should now appear in the Letters history section of the window.

All E-Mailable Faxable Printable

Letters
| Delivery [ Module | Guest# | Name | Letter Code | | Account# [ D | Date Added [ Time Added | AddedBy ||
|[REs  [108435  |McGuire, James BET [12R02D | ..[0an0121 [14:41:11 |45

e Escape to return to the Booking Center.
e Complete and Save your booked NAVIS Lead, then move on to your next call!

Use the Booking Information Tab to Review all line items in your Itinerary for accuracy:

After selecting the tab, position your mouse cursor over each item the Itinerary Detail pane to display
details for a booking in this panel

Guest Room | Resort Scheduling | Tee Times | Dining | Vendor Activity [LE IS

Hover over lunerary Component 10 view o«

Guest Name: Mr. David Booking Number: 0005CD  Level: NEW *

Hunter Service: HOTS60 - 60min Hot Stone

Guest# 10001C Massage

Profile Name: Sally Hunter Facility: MS1 - MASSAGE ROOM 1

Date: 03/16/14 (Sunday)

Time: 15:00

Duration: 60

Booking Name: Sally Hunter People: 1
Employee: TRACY - Tracy Waters

Total Price: 75.00

The left column displays guest information including the guest name and guest number along with some
basic profile information.
The center column displays information specific to the booking itself.

The right column displays notes written about the booking such as the cancellation timeframe.
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Special Occasions

Many guests choose to celebrate special milestone occasions with a visit to Pebble Beach Resorts.

We always want to acknowledge these special events both in conversation and by presenting the guest
with a surprise amenity in their room when they arrive.

Whenever a guest mentions that they are celebrating a special occasion, make a note of the type of
occasion, the name(s) of those involved, and any amenity preferences you discover during your
conversation. This will help you determine which item to send to your guest.

To document a Special Occasion on a Reservation Tile, there fields that need to be updated:

o Special

o Meal Plan
o Traces
Special

The Special field is located within the Notes and Communications section of the Reservation Tile.

Notes & Communication

Code Description
Reseryation A | Lone Cypress Parner
Audit |Adv.MrM 14CXL 6.6.21 C94.4.21 B Writer or Rater
Housekeeping C Ste Inspecion
Special ||~ D_|ceebrty
I Guest of LC Partner
J PB Senior Mangement
Click Edit on the Reservation Tile, then click the down arrow K |GroupVIP
nex‘t to this field to open the window of Special Occasion L Special Asenson
options. Page Down to save your selection. —
M Parcipant Sponsor
There is only one additional occasion not included on this list N__| Club Pro Progam
that is an “eligible” Special Occasion to receive a 0 Honeymoon
complimentary amenity: Graduation. If a guest is graduating P Anniversary
High School or College, you may select “Other” as the occasion. Q Refrement
R Birthday
If a guest is celebrating more than one occasion, such as a S Oher
birthday and anniversary, you can select multiple options from
this menu. However, we are only permitted to send one L Sroup Skl

complimentary amenity per room.

Special v Birthday, Anniversary l
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Meal Plan

The Meal Plan field is located in the Package section of the Reservation Tile.

 Parbas | Code Desc
Package [§8 Lodge Rack
‘ ANIV | Anniversary

Price Basis > ATTN Special Attention
i E v BDAY Birthday

#  CustomRate  Nts Per Meal Vouchers # CELB Celebrity
Adult 2 000 1
N Value P f P
chid [ o ool 1 GLCP Guest of Lone Cypress Partner
Other | 0 000| 1 Special Billing / GVIP  Group VIP

HM Honeymoon

The Meal Plan field is another example of how Pebble Beach LCP™ | iLono Cypress Pariner

Resorts has repurposed features of SMS to fit our specific OPP  Opportunity Guest
business needs. PBSM PB Senior Management

Instead of using this field for Meal Plans, we use this field to RETR | Rofiromont

notate Special Occasions for our guests that will appear on the SITE  Site Inspection
caller ID f;my time the guest calls a department of our Resort STAF  Group Staff
from their hotel room phone.

For example, let’s say a guest is celebrating their anniversary. If
the guest decides to call the concierge to discuss plans for the
day, the concierge will see the code for Anniversary (ANIV)
notated next to the guest’s name on the Caller ID.

The concierge now knows to work the guest’s anniversary into
their conversation, thereby providing the guest with more
personalized service.

To enter a Special Occasion Meal Plan Code, click Edit on the Reservation Tile, then click the down
arrow next to this field and select the occasion from the dropdown list.

Unlike the Special field, Mean Plan only allows you to select one occasion per reservation. It is at your
discretion to determine which occasion is at the forefront if a guest is celebrating two events.

Page Down to save your selection. You will be prompted to reconfirm the Rate Values of your
reservation. Select Today to confirm that you wish to keep the room rate set based on today’s date.

Display Rate Values as of I°day = or as of Beservaions | cyrrent rate version tag?(T/R)? D '
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The Rate Override window will open. You must reconfirm rate for the room on this reservation by
selecting the correct Rate Code from the list provided.

The correct rate code will commonly be the rate at the top of the list. Click the 1 or type 01 on your
keyboard to select this rate.

0612012021 Sunday Ad[Ch Ot Market [R |~ Sub-Market [R10 | ¥/
06/22/2021 Tuesday 2l of o
Multi-Prop [L ] ~] [_2nNints) |

' Category [~

C Iye [wRos |~ units| 1] unit[ |+ |
[ ML CIFL )

] Group [+
| Secreary | [~ Trayel Agent [~

Rate Code i Room Type] Vac || Avi | Grp || Unk Descripion _|istwio] _Averge
RRL | Lodge Rack LROS 8/ 8| 0 LodgeOcean 1390.0|  1,390.00
IRRL  Lodge- IAGTO NetR: LROS 8 8 0 LodgeOcean 11815  1,181.50

|
|

N

‘ prgRate [ J~I[ ]~ [ I I~ J= [ ]+l
RatePkg [P | RateGroup [ ] Meals [ ]~

~

Your Meal Plan Code is now saved.

Price Basis v
Meal Plan |ANIV v | Anniversary
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Traces

Now that the Special Occasion codes have been entered, a Trace must be sent to the Room Service
department of the Resort in which the guest is staying. This Trace will be a request that they send a
complimentary amenity to the guest’s room as a surprise on their night of arrival.

Complimentary Amenity Options
You may only request complimentary amenities from this list.

e House champagne, chardonnay, cabernet, sauvignon blank/noir

e Sparkling cider

e Beers

e Assortment of Cookies and Milk (chocolate chip only if the guest has nut allergies)
e Chocolate Strawberries

e Fruit and Cheese Plate

e Snack Attack Basket

Before choosing an amenity, it is good practice to open Special Billing and see if any notes have been
left on the guest’s profile about allergies or past preferences. This information is pulled directly from the
guest Profiles and can be viewed in the top right-hand corner of the Special Billing window.

Guest Preferences
PRFE... |Allergic to chocolate

A popular amenity option for anniversaries is Chocolate Covered Strawberries, but because this guest’s
chocolate allergy has been notated in their profile, we know to select an alternative amenity.
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How to Set Your Room Service Trace
Begin by clicking the Traces button in the Notes & Communication section of the Reservation Tile.

| Notes & Communication

Reservation
Audit
Housekeeping

Adv.Mr.M 14CXL 6.6.21 C9 4.4.21

Special [Z] Birthday, Anniversary

C Watist2

|

GuestAletsQ

__ Traces

Lefters <

Set the Date as the night of arrival
o If the guest told you the exact date of their occasion, enter that date instead.

Set the Time as 00:00

Set the To field to the code of the Room Service department the guest’s Resort Property
o SRS = Spanish Bay Room Service
o LRS =Lodge Room Service AND Casa Palmero Room Service

Your note should include:

o The names of the guests (Room service needs the names because they will only see this
note; they will not have access to see the details on the Reservation Tile

o The specifics of the special occasion, including the date if you obtained this information

o The specific amenity you wish to send the guest.

04/04/2021 12:19:59 PM

Last User

A5

Date |06/20/21

Please send complimentary champagne to room. Mr. & Mrs.

Time | 00:
3 James and Lizzy McGuire are celebrating their 40th anniversary.

C94421
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Third Adults

All rooms and suites at Pebble Beach Resorts are designed to host two adult guests (18 years old and
above).

If a guest wishes to stay in a room or suite with more than two adults total, they will incur a fee of S50
per night ($55.35 with tax) for each adult beyond the first two.

For example:
e Aroom with three adults will be billed $55.35 per night above the room rate.

e Aroom with four adults will have an additional charge of $110.70 per night above the room
rate.

Each room or suite may have maximum of 4 adults.

How to Process A Third Adult Charge

e Inform the guest that this $50 per night charge will be added for the 3" adult. Ask them if they
would like to pre-pay this charge with their deposit or wait to pay this charge at checkout.

e Double click the room in the Itinerary Detail section of the Booking Center to access the Reservation
Tile.

Itinerary # 1050RI4TP (COMPLETED)
Location [ Amount
|

|[BRO7 | 298234 0

Description
Spanish BayR... IO5I26/21-05I28/21

z |cnF o |RRB [ 2

e Inthe Package section, you will see a box that has fields for the number of Adults, Children, and

Other (dogs).
e Click E to Edit the Reservation Tile # Custom Rate Nts  Per
Adult 2 0.00 1
e Modify the Adult box to the new number Child 0.00 1
of adults in the room. '
Other 0 0.00 1

e Page Down to save.

e C(lick V to access the Value screen.
The nightly rate for the room should instantly reflect a $50 increase per additional adult.

2 Adults: 3 Adults:

Average Daily Rate 1,320.00 Average Daily Rate 1,370.00

Average Daily Revenue 1,320.00 ' Average Daily Revenue 1,370.00 '
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If the Guest Declined to Pre-Pay the 3™ Adult Fee:

Click the More Notes button to add a Front Desk K Note. More Notes

04/05/2021 01:50:52 PM

Losbsorfps | S
Date 04/05/21  |3M Monday
Time [13:50

Guest declined to Pre-Pay 3rd Adult fee @$50+++ per night.
Will pay at checkout.
C94521

Date
Time
User

Notpinied | | | (I[P ook

If the Guest Agreed to Pre-Pay the 3 Adult Fee:
Click the Traces button to leave a Front Desk Billing FDB Trace. Traces
1. Set the Trace date for the guest’s day of arrival.

04/05/2021 02:01:39 PM

LostUser[ps ] ¥
Date|05/26/21 |7 Wednesday
Time [00:00

PPD by James McGuire:

BRO7 @$1320+++ x 2 nts = $2982.34
3rd Adult fee @$50+++ x 2 nts = $110.70
Total PPD = $3092.84

The Deposit #1 amount in Special Billing should still only reflect the two-night required deposit.
The FDB Trace explains why this guest paid more than the amount they are required to pay at booking.
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Pets

Pebble Beach Rules for Pets on Property

Resort Restaurants

2. Dogs are allowed in the outdoor seating areas of all Pebble Beach Restaurants.

3. No pets other than dogs will be permitted, i.e. cats

4. Guests with pets are not given priority to sit outside; outdoor seating still remains on a first come
first serve basis.

Resort Rooms
o Pets (dogs only) are allowed in rooms at The Lodge at Pebble Beach
o Pets may not be left unattended in the room (much like children)
o Pets are not permitted in rooms at:
e The Inn at Spanish Bay
e (Casa Palmero
e The Fairway One rooms at The Lodge

Tip: To help you remember which resort allows pets between The Lodge and The
Inn, think of how all rooms at have ,
therefore pets would need to be taken through an indoor hallway to get outside to
go to the bathroom. This is one reason pets are not permitted.

The Lodge, on the other hand, primarily has rooms with outdoor room access which
is easy for pets to step out to relieve themselves.

Pet Fee

e The pet fee is $100 per night, which does not include tax

e This can be described as a nightly “cleaning fee” Some guests are allergic to dander, so our
housekeeping staff needs to do a deep clean in all rooms with pets to make sure dander does not
remain present for the next guest.

e The feeis per room, not per pet

e This fee is due at checkout, but the guest may pre-pay

Service Animals
e Pet fees are waived for service animals
e Service animals may be allowed in any room type at any Resort Property
e A Knote must be added to the Reservation to explain why the fee is waived
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How to Process A Pet Fee on a Room Reservation

1. Inform the guest that a $100 per night cleaning fee will be added to their reservation for their pet.
Ask for the name and breed of their dog(s).

2. Double click the room in the Itinerary Detail section of the Booking Center to access the Reservation

Tile.
OS50RI4 TP OMP D
Lev Code Description Date Time Ppl | Location| Amount Duration |Boo
z |cnF o |RRB Spanish BayR... [05/26/21-05/28/21 | 2 |erO7 298234 0

3. Inthe Package section, you will see a box that has fields for the number of Adults, Children, and

Other (dogs).
4. Click E to Edit the Reservation Tile # Custom Rate Nts _Per
Adult 2 0.00 1
5. Modify the Other box to the new number  Child 0 0.00 1
of dogs in the room. Other 0 0.00 .

6. Page Down to save.
Unlike adding a third adult fee, updating the Other field will not automatically update the room
rate. We must add a special fee to this reservation.

7. Type / to access Special Billing
8. Click A to Add a new charge

9. When you see this prompt, hit Enter to bypass.

Valid values are | AMenfies | | SerVice | | Rates || Packages
Acivises

<Space> | for incidentals or <E5¢ | to go back (MV/R/P/A)?

[

10. Enter the Pet Fee Code into the new prompt’s Code field.
The Pet Fee Code is 000PET

Enter a Code |:| '
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11. As soon as you enter this code, the pet fee information will automatically input into the Add/Edit
Scheduled Charge screen.

The charge will be automatically set to $100
The dates will be automatically set to the dates of your reservation.

Add/Edit Scheduled Charge E@@
Post
Type
ltem Code | 000PET
Description |[Pet-in-room Fee
Quantity 1
Amount Each 100.00
Per|u |v|Unt
1stPost| 4 05/26/2021 | F| Wed m
Last Post| L |05/27/2021 B Thu Tuesday

12. Page Down to save.

13. You will see this prompt again. Hit escape to exit this window and return to Special Billing.

Valid values are AMenSes | | SerVice | | Rates || Packages
Acivises

| <Space> | for incidentals or <€  to go back (MNV/R/P/A)?

[

14. The charge you just created appear in a blue line of the Scheduled Special Charges section of
Special Billing. The charge will be set to “post” on every single night the guest is in their room,
therefore, you only need to add this new charge into Special Billing one time.

Scheduled Special Charges

Code Desc Qy Amt Per | 1stPost ' Last Post
]oooPET ‘Pet-in-room Fee 1oo.oo] u ]oslzslzoz 05/27/202

Sc Pst
1

Typ

15. Escape to Exit Special Billing and return to the Reservation Tile.
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16. Click V to access Value
You will see this Pet Fee appear in the Extras section.

200.00
100.00
100.00

17. Click Zoom to make sure this additional charge is posting to each night of the guest’s stay.
In the example below, this guest is staying two nights, so the $100 charge posts to the day they
check In and the second day of their trip, but not the day they check out.

Daily Zoom E] =
Day Date Shr Ad  Ch | Ot Room Taxes Grats Total
Wed | 05/26/2021 1. 0/ 0 0 1,320.00 100.00 143.17 28.00 1,591.17
Thu  05/27/2021 1. 0 0 0 1,320.00 100.00 143.17 28.00 1,591.17
Fri 05/28/2021 1.0 0 0 0.00 0.00 0.00 0.00 0.00

18. Click escape until you return to the Reservation Tile

19. Access the More Notes button to leave a Front Desk K Note. More Notes '

04/05/2021 02:54:00 PM
oo 5

Date | 04/05/21 Monday
Time |14:54

Guest is aware of $100 per night pet fee. Will pay at checkout.
C94521

Date

Time

User
Not Printed

20. Access the Traces button to leave a Room Service Trace AND a Housekeeping Trace.
1. Both traces should be set to the date of arrival.

Traces '
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Lodge Housekeeping Trace (LHK)

McGuire, James 04/05/2021 03:08:23 PM

Last User A5 | ‘
5 B

ate[05/26/21 |38 Wednesday
Time
k|

Guest is bringing Temier dog, Bonzo, to The Lodge. o)
C94521

Lodge Room Service Trace (LRS)

2. You may request amenities in your LRS trace even if the guest does not ask for them.
3. These are not a guarantee.

4. Room service will typically bring a water/food bowl, poop bags, and possibly fresh baked dog
biscuits.

McGuire, James 04/05/2021 03:10:02 PM

Last User |A5 | é‘

Date|05/26/21 | Wednesday

Timé

Guest is bringing Terrier dog, Bonzo, to the Lodge + requesting &
ammenities.

CO4521

Date| /s

Tip: While you can add this amenity request on the reservation, you should also mention to the guest
that they can visit the Enhance Your Stay section of our website to order fresh baked dog treats for
their room in advance of their visit. If the dog is staying at The Inn at Spanish Bay, they will need to
call Room Service as opposed to using the online form since the biscuits come from The Lodge.
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General Availability (F7)

1 In the SMS Toolbar, you will see a button with a calendar icon.
This button will open General Availability.
To easily access the General Availability from anywhere in SMS, hit F7 + G.

The General Availability function of SMS will show you the availability at the Resort over specific dates.

veral Room-Type A 1:42 ‘ o H@ H 3 [
PICKUP VACANT ~ BOOKED Totals
410119021 a7 7 295 141 Thu Mult-Prop: Al
0410212021 a7 9 207 157 YA -
040312021 15 1n 241 144 YR <At
0410419021 21 7 64 102 Y <iin e
N4IN5021 21 9 209 1R3 Mon
N4INRIZNA 21 18 273 199 270 RIS =
04i0719021 21 50 252 217 NS LB
N4INRIPN21 1 281 121 B Cat AI
0410912021 T 205 a7 [
4109021 12 28k 103 o
041119021 22 214 Sin
041919021 2 PP Mon
41319021 2 238 120 RIS
041419091 2 20 IR Wed
N4M5ON1 12 289 Thu
N4MRDNA 19 261 197 [
i - cuma || OBHod Invenory | Booked Summary Zoom % Graph Consoidate I
o I 2 i I 1 Notes 000 Avaiable Totals Query MiniGraph Propertes I @ Print
Escape  § ¢ Date 1l . Net Reserved EXpand SUtes Group #RoomCat i
13\
Live On Find 1-120 Types I $ Sod Vacant AdJusied +AVIOBHOK * Segment A MutProp 2 Help

There are 3 common Availability Charts used by Reservations Agents:

e Availability Notes

e Availability by Property

e Availability by Room Type
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Availability Notes

From any page in the Availability screens, you can click the ! button on your keyboard or click ! Notes.

inerory
%00

Net
$ Sold

Week Days

This will open the Availability Notes screen which allows you to see notes about events, booking rules,
or other specific situations occurring on each day of the year.

EB  NOTES

AVAILABILITY NOTES

2777 I PIC View Obstruction 45 IR Thu
VeJk1072 77308 PIC View Obstruction 44 P i
10/01/2022 40 I Sat
10/02/2022 7 Sun
10/03/2022 7 Mon
10/04/2022 10 Tue
10/05/2022 16 Wed
10/06/2022 16 Thu
10/07/2022 ) 14 Y Fri
0707738 CP SS (USLD ) 12 TR sat

07773 CP.SS (USLD 0 ) Sun
VR[22 3 CP SS (USLI&TigerWoods) 0 269 YL Mon
TTREI7117.7 308 CP.SS (USLI&TigerWoods) 0 269 Tue
P72 7720 CP.SS (USL) 0 . 201 [P Wed
TRE 77720 CP.SS (USLD 0 79 AT Thu

10/114/2022 e 450

If you are searching for availability for a guest, but cannot find any availability at any Resort Property,
that may be because of an event or conflicting occurrence during those dates. You can visit the
Availability Notes page to see exactly what is occurring on your selected dates.
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Key Abbreviations

CP/L/B The note on this date pertains exclusively to either CP (Casa Palmero), L (Lodge),
or B (Spanish Bay).

PW Property-Wide — Any note with PW means that the note applies to all three
Pebble Beach Resort Properties.

View Obstruction  An event is occurring on this day for which structures such as grandstands,
booths, television equipment, etc. will be visible from the Ocean View Rooms at
The Lodge at Pebble Beach.

SS Stop Sell — Transient guests may not book rooms at the specified resorts on any
dates with a stop sell. This means the rooms are blocked out for a group or event.

LtoO Any property that says “to 0” means that all rooms may be sold, but we cannot
(or B/CP/PW to 0) sell any rooms beyond zero availability. In other words, do not oversell rooms on
these dates.

LOSS Lodge Ocean Stop Sell — Do not sell Ocean View Rooms at The Lodge at Pebble
Beach on this date.

(parentheses) Words in parentheses should not be disclosed to guests.
Typically, this will be the name of a group visiting on date with a Stop Sell note. In
those cases, you are free to discourse to guests that the dates are unavailable
because a large group is visiting, but you should never say the name of the group.

Availability Note Examples:

- There is a Property-Wide stop sell on these
02/09/2022 PW.SS (ATSTVAT&T View Obstruct!on dates due to the AT&T Pro Am. This event
02/10/2022 PW.SS (AT&TV/AT&T View Obstruction will involve equipment/tents/etc. that will

(V725 VZp 77 PW _SS (AT&T)/AT&T View Obstruction

10/08/2022 CP.SS (USLI) There is a Stop Sell at Casa Palmero because
10/09/2022 CP.SS (USLl) the rooms are saved for the USLI Group. Tiger
10/10/2022 CP.SS (USLI&TigerWoods) Woods will be visiting with this group on
10/11/2022 CP.SS (USLI&TigerWoods) 10/10 and 10/11. Do not disclose the name
10/12/2022 CP.SS (USL) of this group or Tiger Woods to guests.

10/13/2022 CP.SS (USL)

On these dates, all rooms at The Lodge may

- only be sold to zero availability because
10/19/2022 L to 0 (Fisher) rooms need to be available for the Fisher

10/20/2022 L to 0 (Fisher) group. Do not oversell any Lodge rooms.

AVaTNTalals)
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These same Availability Notes can be seen in the Booking Center in the top right corner of the Guest
Room Tab when you search for room availability.

e L - . — e
Resort Schedulingl Tee Timesl Diningl VendorMﬁvityl Booking Inlol “
I
Arrive |09/29/2022 % Thursday Corporation MuttiProp -
Depart |10/02/2022 % Sunday Secretary

Meals
adenot| 2] o] of [ 3ngnts | Group

Rate/Pkg
Travel Agent Rate Group

Type - Pkg/Rate - - v - - - Category v
Unit - Units E] Reguests - = = = > S
Tax

4 <] «f ¢

Market D - Sub-Market -

Rate Code Description Room TypeVac AVl Grp  Unit Description 1st w/o tiAverge Total

RRB Spanish Bay Rack |BRL7 10 10 0[Spanish Bay Oceanl} 1180.0 1,180.00 384.60 3,540.00
RRB Spanish Bay Rack |BRC7 25| 25 ish Bay Scenic | 1070.0 1,070.00 349.32 3,210.00
RRB Spanish Bay Rack  |BRG7 43| 43 0|Spanish Bay Garden| 870.00] 870.00 285.15| 2,610.00
RRB Spanish Bay Rack |BRF7 116] 116 0[Spanish Bay Forest | 980.00) 980.00 320.43 2,940.00
RRB Spanish Bay Rack _|BSF5 9| 9 0|Forest Executive 1720.0 1,720.00 557.85| 5,160.00
RRB Spanish Bay Rack |BSC5 2| 2] 0[Scenic Executive 1820.01 1,820.00 589.95 5,460.00
RRB Spanish Bay Rack |BSO4 2 2] 0[Ocean Executive 2000.0 2,000.00 647.70 6,000.00
RRB Spanish Bay Rack [BSO5 1 1 0[Ocean Honeymoon | 1870.01 1,870.00 606.00| 5,610.00
rRFI SQnanich RavRark  IR]F1 1 1 NlPracidantial Quite 2700 N 2700 0N 1192 1A 1110000

<
Currency [ | A Prop Type Avl Descripton 1st Night Average Tot 200 o Consol by'
v i ver W 5
rrency rop Type Avl Description 1st Night Average Tota m OIDynamicy
Processed All Rates Restrictions ON 2 Quotes Get Next 25 Rates.

The note can be seen in the yellow box:

Avl Note |(09/29/22 - PIC View Obstruction ' THU 09/29/22
PIC View Obstruction

If you click the Availability Note button, you will FRI 09/30/22
over which dates in your Itinerary search this note PIC View Obstruction

applies.
In this example, | searched for the dates of IM—IAVNLAB'L“Y SIS
September 29" through October 2™. This search 09/16/2022 PIC View Obstruction

prompted the PIC View Obstruction Note to 09/17/2022 PIC View Obstruction
appear —which is View Obstruction due to the Pure 09/18/2022 PIC View Obstruction
Insurance Championship Tournament. 09/19/2022 PIC View Obstruction

09/20/2022 PICViewObstrLRCS&up/FWY1/CP.SS
However, based on the Availability Note, this View 09/21/2022 PICViewObstrLRCS&up/FWY1/CP.SS
Obstruction only applies to September 29" and 09/22/2022 PICViewObstrL RCS&up/FWY1/CP.SS
30" not October 1°- 2" This guest may simply 09/23/2022 PICViewObstrLRCS&up/FWY1/CP.SS
want to shift their visit dates by a couple of days to 09/24/2022 PICViewObstrLRCS&up/FWY1.SS
avoid this view obstruction in the Ocean View 09/25/2022 PICViewObstrLRCS&un 188
Rooms. 00/26/2022
09/27/2022
09/28/2022

Avallability Notes

If you look at this same time of year in the F7
Availability Notes screen, you will see that the Pure
Insurance Championship starts at least two weeks

prior to my guest’s desired start date of 9/31. 09/30/2022
10/01/2022

09/29/2022

204



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Availability by Property

Once you have opened the General Availability window:

e Click C for Consolidate
e CIlILk P WU Curnisullddle by Property

Do you want to consolidate by | Eroperty/Complex, | | UniType, || Dewal, | or | Cagory = (P/U/D/C)? I:I'

F7 - General Room-Type Availability 15:18:4

The Property Availability Chart
will show you how many rooms a' TOTALS

are available at each Resort

Property.

L| B| P W
" " "

L =The Lodge at Pebble Beach M{n1{?n71 LI L B o
B = The Inn at Spanish Bay n./ivvm,v?nm L 1A% 12 a
P = Casa Palmero N4iN312021 128 203 12 n
n4indirna1 139 209 13 n
N4INKI2021 119 1758 12 n
. . N410A812021 101 157 12 n
In this example to the right, P 7 120 Q 0
you can see that on April 3rd: NN 45 ;‘ﬁ 1:' n
N4/09/2021 4n 4n 7 n
e The Lodge has 126 rooms MO P m A 0
available ‘ 041119021 110 49 4 0
e TheInn at Spanish Bay has 0411219091 104 78 2 0
203 available 041312091 89 48 ? n
e (Casa Palmero has 12 rooms 04/1419091 03 &R 2 n
available N4MRIIN21 77 28 1 n
N4/1A12021 15 112 n n

Change the Dates on the Availability Chart:

e Usethe Up/Down arrows to move one date at a time (single arrows)
e Use the Page Up / Page Down arrows to move one full page at a time (double arrows)
e C(Click the Calendar button and choose your date from the calendar
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One Night Stay Over Weekend — No Golf

The most common occurrence in which you will need to open the Availability by Property is when a
guest who is not golfing during their stay wants to book a one-night stay over a weekend.

Pebble Beach Resorts has a two-night stay requirement for guests who wish to visit Friday-Sunday. The
reason for this rule is because Pebble Beach wants to give priority for weekend rooms to guests who
want to stay multiple nights and play golf, which is more profitable to the company.

If a guest is adamant that they can only stay one night AND they are not going to be golfing, we can
check the Exception Calendar to see if we can book their trip despite the two-night rule.

Per the Exception Calendar, to book a One Night Stay over a Weekend for a guest who will not be
playing golf, BOTH of the following criteria must be met

e The visit date must

be within 2 months One Night Stay on Weekend (No golf)
e Th tb R o =
ceﬁ;‘?nmn:‘isnimeum 2 Months Out  Hotel at 70% 60+ avail |80+ avail |7+ avail
1 Month Out Hotel at 85% 30+ avail |40+ avail |4+ availl
number of rooms

available at the

Resort that night.

For example, today is April 1% and a guest wants to book a one-night weekend stay at The Lodge at
Pebble Beach on a Saturday in July, we can immediately tell them this is not permitted per our booking
guidelines because we are more than 2 months out from their visit date.

If the guest wants to book their one-night stay on Saturday, May 14™", which is within 2 months of
today’s date, we can potentially allow this exception IF we have 60 or more available rooms at The

Lodge on that night.

Date L B B

NS/14/12021 4 /2 13
DR 3 91 11
N&IMAI2N21 74 170 3

Per the Property Availability Chart,
there are only 4 rooms available at
The Lodge on May 14", so we
cannot book a one-night stay.

TOTALS

However, there are 82 rooms
available at The Inn at Spanish Bay
on this night. We can offer an
exception to this guest if they agree
to stay at the Inn at Spanish Bay
instead of The Lodge.
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Availability by Room Type

The Availability by Room Type Chart will show you how many units of each room category are available
every day.

To Access Availability by Room Type:
Click F7

G for General Availability

C for Consolidate

D for Detail

The Left Column will list dates beginning with the first date in your Booking Center
The Top Row will list each Room Code.

Use the Left and Right Arrows to cycle through all room type options in this chart.

Tip: Always double check your availability in the Booking Center after checking F7. Agents are
permitted to oversell rooms to a certain extent, so a room with 0 availability in F7 may still pull up as
an option to book in the Booking Center.
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Find Function

Some guests really have their heart set on specific room types or suites. Once we get down to a low
level of availability, it can be difficult to find a set of dates in the Booking Center in which we can book
those specific rooms.

For example, if a guest wants to book the Monterey Suite for 5 nights, but you are not finding any
availability in the Booking Center, a good next move would be to open F7 General Availability and use
the Find Function.

e Click F7
e General Availability
e FforFind
[« IZ —
R « |
Lveon N Find 1-120 Types

e Typeinthe room code for the Monterey Suite

Enter unit type desired

e Page Down to submit.

Focus on the AVAIL column of this chart. This will show you on which days the Monterey Suite will be
available to book.

You can see on the chart below that there is a set of 5 days available to book the Monterey Suite
between 6/14/21 and 6/20/21.

06/07/2021
06/08/2021
06/09/2021
06/10/2021
06/11/2021
06/12/2021
06/13/2021
06/14/2021
06/15/2021
06/16/2021
06/17/2021
06/18/2021
06/19/2021
06/20/2021
06/21/2021
06/22/2021

_-ee_—-, OO OO0 OO0 OO0 OO O O -
O Ol b (b (b (b (b [ O OO b | [ [D
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Important Note

Once you have located a set of dates in F7 during which your specific room/suite is available, click the
INotes button to see if there is a Stop Sell or Property to Zero note that may prevent you from booking
this room on these dates.

06/14/2021
06/15/2021

06/16/2021
06/17/2021
06/18/2021
06/19/2021
06/20/2021
06/21/2021

Double check the availability by looking up those same dates in the Booking Center before confirming
availability to the guest.
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Overbooking/Overselling Rooms
It is important to review the Availability by Room Type chart to determine whether or not it is wise to
Overbook / Oversell a room category.

The reason we can sell more rooms than we have available is because, depending on how far out we are
from the guest’s visit dates, it is likely that some guests will cancel. If we still do not have that room type
available by the time the guest arrives, our front desk will typically upgrade the guest to the next closest
available room type.

As a Reservations Agent, you have the authority to oversell room categories to a certain extent. If you
try to exceed your authority to oversell, SMS will prevent you from completing your booking. You can,
however, ask a supervisor override SMS to oversell beyond your authority.

Questions to Research Prior to Asking a Supervisor for an Oversell Exception:
A supervisor will not grant an exception to oversell against one of these notes.
A larger booking is more likely to get an exception from a Supervisor if a large oversell is needed
We avoid overselling rooms in peak season.
If it is only slightly negative, a supervisor is likely to allow an oversell

If the room is slightly negative and several months out, a supervisor will give likely allow
overselling.

If a room type with negative numbers is on a date upcoming very soon, do not go further into the
negative

An Ocean View, for example, is a bad room type to oversell because we have very limited rooms
above this category aside from Suites. (And no guest wants to be downgraded due to an oversell)
If a guest wants an Ocean View but that has negative availability, you should recommend that the
guest book a Suite.

If multiple room categories have negative numbers, you cannot assume that the positive room
categories will remain available. In this situation, likely, the Front Desk will need to upgrade the
overbookings to the positive room categories when they set the house.

View Obstruction
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|

Avl Note

02/15/22 - AT&T View Obstruction
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Negotiated Rates

Last Chance Rates:
e S$5751Inn (+++=5$666.50)
e S$675 Lodge (+++=5774.19)

This shouldn’t include pricing because this changes.
Include how to calculate taxes and fees based on any last chance rate

Must get approval from any negotiated rate.

Winter Rates
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Room Reservation Changes

Do not override rates when you make changes.

Display Rate Values as of 1093y  or as of Eeservaions ' cyrrent rate version tag?(T/R)? D

Rate Override is Time Stamping. We do not want to time stamp resevations that should be keeping
previous rates from before our rates updated.

Like a guest who books for April before we have rates that will eventually be new new price after March

31

Tips

Before booking any changes, check Notes & Traces for special instructions, exceptions, or
cancellation timeframe notes.
Do not delete notes or traces after changes are made. If they are no longer relevant, close them.
After making changes, always use Value Zoom to ensure that amount matches the charges on
their itinerary. Add the first two-line items together to equal your deposit amount. Hitting zoom
again should automatically add them.
Upgrade/Downgrade =
=  Guest has been upgraded to a higher level room at no additional cost to them or the
guest has been downgraded to a lower level room, typically the cost of this room would
change to a lower rate.
Upsell/Downsell = Guest is paying or being credited for the change
= Guest decides to get a better room and pay the difference, or they decide to get a lower
level room after their original booking.
If you add or change bedding requests to a reservation that has already been blocked by the
front desk, let the front desk know so they can be sure they are in the correct room type
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Golf Changes:
= If you need to change the rate code, you can open the reservation and change this via the
dropdown in the top right of the reservation, then save.

20GATU | ~| GTF Resort Guest

= To see the history of changes made on golf reservations, click the “Change Log” button
*= |f you need to cancel golf, do so through the 5 Schedule only which gives you a clear view and
prevents you from accidentally unlinking from the itinerary.

Whosing differences between Resort Guest Golf & Day Guest Golf:

= A Resort Guest will have their room whosed to their tee time to guarantee the booking whereas a
Day Guest will have only their guest tile whosed. If you change tee times between Resort and Day
Guest, you must update the Whosing as well as the rate code.

= Change Example: A guest has a 4 night stay but decides to change it to 3 nights. They still want to
play golf on the day they cancelled the room, so we need to change that golf tee time from
"Resort Guest" to "Day Guest"

* |n addition to changing the rate code per instructions above, you need to disassociate the room
from the tee time. Do this by whosing the guest tile to the tee time.

Heston
Brad
Guest  [11C1NG, Brad Hesion (_
Frofiz |1, Brad Heston
Aoccount | 1200

=  When you click the arrow next to "Guest" to attach the guest tile, a message will appear letting
you know that doing this will disassociate the room. Once this is done, you can change the rate
code to "Outside Guest."

How to find existing golf reservations:
= Day Golf VEMAIL confirmations only have a Guest # which is searchable in:
= Universal Lookup > All Scheduled Bookings
= Or Universal Lookup > Golf Tee Times
(This option must be used for Del Monte Duke’s Members since they often only book to the
Tee Sheet, not through guest tile with guest #)
= If a guest wants to change times within the same date of play, just go to the tee sheet and drag
their reservation to the new time.
= If a guest wants to change the number of players, and you can see that the number will fit in that
time slot, just open their reservation and type the correct number into the large box on the left
side.
= If you book Pebble Beach as day golf prior to 24 hours due to it being an exception calendar date,
leave this R Note:
“Ok per exception calendar to book PB on xx.xx.xx.”

Changing Tee Times within the Same Day
*= If you are moving tee times within the same day, the easiest way to do this is to open the tee
sheet for that day and simply drag your tee time to the new time they want.
= Be sure to move any tee sheet notes because those will stay assigned to the time slot, not the
people on the booking.
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Changing Tee Times to Different Days

If you are changing the tee time to a different day, you need to cancel and rebook the entire
reservation, making sure to move over all caddies/carts/notes/credit cards/names.

Golf Upgrade:
If a guest is booked at Spanish Bay, but wants to Upgrade to Spyglass, and is within the 3 month booking
timeframe:

Locate the SG tee time they want, add it to the Itinerary, and hit complete right away.

o Be sure to move over caddies/rentals/carts and type in the CXL advisement
Open the old golf reservation and hit “cancel” on the right side
Select the reason code: rebooked other tee time
Type the CXL reason: “changed to SG”
Once cancelled, you cannot re-open this reservation, but you can see the details by checking the
“view cancelled bookings box,” going to the Booking Center tab, and hovering over the reservation
line.
Go to the guest tile and leave an R Note:

“Mr. __ changed from SB to SG on xx.xx.xx. Reconfirmed caddies/etc.”

Paste this same note into NAVIS
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Dining Changes:

= To find a previously booked dining reservation without an Itinerary #:
= Search the guest's name in Workslate
= Ask for the Guest # from the confirmation to search in Universal Lookup
= On their guest tile, hit F5 to show all recreation

= To make changes to the time within the same day, or to change the number of people dining,

open the reservation and make changes within the reservation tile.
= [fthey are changing restaurants, cancel the reservation and re-enter it from scratch.

Package Changes

» If a package is upgraded to PB/SG, take the additional required deposit.

» |f a package is downgraded to PB/SB, change the reservation, but ask if they want to be refunded
the difference in the deposit or keep that money on file to use during their stay.

= [fthere is aeration on a package date, we charge the regular package rate, then the pro shop will
discount upon arrival.

Package to Rack Rate:
* The deposit will likely be more than required for 2-night rack. In this case, leave a FDB trace such
as this:
Mr. Stanford pre-paid $2637.24 as the deposit for their original package reservation in March
2020.
Due to the COVID-19 Resort Closure, their reservation was rescheduled to rack 2 Nights + Golf in
July 2020.
$2185.34 of their funds on file are being applied as their new July 2 nt deposit.
Guest has a refundable amount or $451.90 to use during their July stay.
e Be sure to update the guarantee codes, package codes, trace dates, ADM notes, R notes, any
attached recreation.

Partial Room Changes:

e Tocancel a room, go into the reservation tile and click “cancel” in the top left corner. A pink
window will pop up. Type all money that needs to be refunded into the top line and save. The 5
Schedule will then pop up where you can cancel recreation.

e You do not actively refund their credit card. Accounts take care of all cancellation refunds. We
need to send Accounting an FDB trace

= If we are replacing an old FDB trace, simply close the other one. Accounting does not care
about the history of an order, only the money result at the end. Save detailed explanations
for your R note and Navis.

|II

Move a Room Reservation to New Dates
e Verify availability of their room type during their new date range inside the booking center
before updating the reservation tile.
e Update the dates on all room traces to match the new dates of stay.
e Re-pre-block as required by room type
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How to Change the Rate Code within a Reservation:

F5

Select “Today”

Page down until you locate the code you want

Select

Use Value Zoom to verify the charges add up to the correct deposit by adding the 15t and 2" lines
together

Downgrade a Room within 14 Day CXL Period

We can downgrade the room, but their entire deposit will stay with us
The difference in price will be turned into a Resort Credit as opposed to a refund, so the guest can
use that money throughout their trip
We must remind guests that they should charge everything to their room to make sure they utilize
that money
We must leave an FDB Trace such as:

“Guest has Non-refundable S to use for stay.”

Upgrade vs. Upsell Procedures

Overselling a category to close a sale — Done by a Manager

Change the unit type to the desired room. Select “N” to not update the package.

Do you wish to update the package? (YIN)? IEI

Choose “Downsell.”

Unit has changed to a lower ranking unit type. Flag as | downGrade | or [ downsel | (Gj5)? D

Choose “Downsell.”

Code Description

il

UPSELL

B

DOWNSELL
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RRE Spanish Bay Rack
DOWNSELL

Price Basis
Meal Plan

e Promotional Upgrade — Done by a Manager

Change the unit type to the desired room. Select “N” to not update the package.

Do you wish to update the package? (YIN)? IEI

Choose “Upgrade.”

Unit has changed to a higher ranking unit type. Flag as | upGrade | or | upsel | (G/5)? D

IIIII

Choose “H” or “I” as your upgrade reason.

Description
Consirucion, Noise
Dizsals, PastiNH Gt
EXEC OFFICES, Senior Staf
Fix Awvall,
e, Tier 1-3 VIP
Guest Fequest,
Owsld Prop Move,
Promodon Ofier, Upgrade
Fes Negoladon, Upgrade

—Im-nrnl:lnm:bg
a7
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UPGRADE
Price Basis |BRF7 * | Spanish Bay Forest
Meal Plan

Also add in the same code in the Secretary Field.

Group |[11R02C ¥ | Mini-Group
Secretary |U09PRO ¥ | Promdtion Offer, Upg

« Negotiated rate — Done by a Manager

Enter the NR_ code.

NRB Inn Special Rate

Special Bill the rate and add the correct code to the Secretary Field.

Group |11R02C | = | Mini-Group
Secretary  |UDSNEG ~ | Res Negotiation, Red

e True Downsell — Done by Agent

When the guest has booked a higher category and decides to either move dates
to get a lower category or the lower category is now available. The agent must
change the unit type to the desired room and choose “Today.”

Display Rate Values as of or as of ' current rate version tag?(T/R)? |:|
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The Rate Calculator will give them new rate to choose.

P e

B RRB Spanish Bay Rack .| BRGT 42| 42 0 | Spanish Bay Gardel| 670.01 670.00 144.70 1.340.00 |I

Choose “Downsell.”

Unit has changed to a lower ranking unit type. Flag as | downGrade | or | downSel | (G/5)? D

Choose “Downsell.”

Code Description
A |UPSELL
B DCWNSELL

RRB Spanish Bay Rack
DOWNSELL

Price Basis
Meal Plan

e Property Move — Done by a Agent

When the guest has booked a reservation and decides to move to another
property. Each category has been qualified against the other. Depending on the
type of room they are moving to, the pop-up screens will see it as an upsell or
downsell. The agent must change the date and desired unit type, and then choose
“Today.”

Display Rate Values as of or as of , current rate version tag? (T/R)? |:|

The Rate Calculator will give them new rate to choose.

]
[5q][Rate Code ][ Descripion [IRoom Typel] Vac | Avl ]l Grp ]| Uni Descripion  [[1stw/ot]] Averge ]| Tax ]| Toaml |
B RRL Lodge Rack LROS 14 14|, 0 | Lodge Ocean 1070.0 1,070.00 22870 214000
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In this case it deems this new category as an upsell, choose “Upsell.”

Unit has changed to a higher ranking unit type. Flag aar[ upGrade | or [ upSel | (GIS)? D

Choose “Upsell.”

Code Description
A UPSELL
B DOWNSELL

RRL Lodge Rack
UPSELL

Price Basis
Meal Plan

o Property Move When There is an Existing Room Move Code — Done by a
Manager

When the guest has booked a reservation and decides to change dates and move
category/property and there is already been a move done in the past. Change the
dates and unit as necessary only
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A
Arrival 10/03/2015 3P sat
Departure 10/05/2015 3| Mon
- Events 1 Night
Airline
Arrival ime | - Arriving E
Departtime | - Departing B2

| Roon  ERYIEN
# of Rooms l:l Duplicate h

Requested Room Features

b hd
- b
b hd
Pre-Arival 8 Make Keys =
F4-AutoBook Reg Card 1
RRB Spanish Bay Rack

Select “Remove” as this is neither an upgrade/upsell/downgrade/downsell.

Unit has changed to a higher ranking unit type.
Flag as a
Flag as

or existing upgrade/upsell/downgrade/downsell codes (G/S/R)? D

Arrival 10/03/2015 ] sat
Departure 10/05/2015 #50E| Mon

Arrival time | - Arriving
Departtime | - Departing

PRX3J
# of Rooms Duplicate

Requested Room Fez

-

-

-

Pre-Arrival 8 Make Keys =

[ F4-AutoBook | Reg Card 1

RRB Spanish Bay Rack
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Now add the Rate code for the appropriate property.

‘ RRF'| . Spanish Bay Rack

The room will have the correct rate and no room move codes.

Avrival 10/03/2015 2 sat
Departure 10/05/2015 35| Mon

Arrival time | - Arriving
Departtime | ° Departing

PRX¥3J
# of Rooms Duplicate

Requested Room E

-

-

-

Pre-Arival 8 Make Keys =

[ F4-AutoBook | | Reg Card 1

RRP Casa Rack
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Room Reservation Changing Properties

First, verify that the room type on the other property is available via the booking center
In the reservation tile, click edit and change the room code to the new room they want
Say “No” to updating the package
Click Upsell, Upsell (or Downsell, Downsell)
Update the package code to the other property
o For example, change RRL to RRB
Update Special Billing to reflect the correct deposit amount per the new room type
o If an upsell, charge additional money for the deposit
o If a Downsell, ask the guest if they want to leave the additional money on file as a resort
credit, or have it refunded.
» To keep on file, leave an FDB Trace:
“Guest has refundable S___ on file to use for stay due to room Downsel
= Torefund, leave an ADM Trace to accounting to instruct them to credit back the
guest. List the specific amount for the credit and why.
Check for any other traces or notes that need to be modified to reflect the new property, such as
Room Service.
Leave an R note explaining the situation
Copy R Note to NAVIS

IU
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Room Reservation Cancellations

Cancellations
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Room with Golf/Dining/Spa Cancellations

e First, ensure that the guest is outside the cancellation period — 14 days
e Gather information about the reason for the cancellation and discuss their flexibility to
change/modify dates.
e Quote refund amount to the guest and advise them that they should see the funds back on their
card in approximately 7-10 business days.
e On the reservation tile:
O Click “Cancel”
o Yes
o Type the balance to be refunded into the top line that says, “Credit to Reservation,” then

click “OK.”

= DO NOT use the “Refund” line — Accounting will not see that, and the guest will not

be refunded.

Amountto distibute: 0.00

Credit to Reservation
Refund

Forfeit

Credit to ltinerary

7,790.94

0.00

0.00

0.00

e A window with a summary of all Notes & Traces will open. “Close all selected”

Motes/Messages/Traces
Sq| Type
1 | Note

2 | Note

Locators

1st Line

R/L OM/M Lee & Katie Hughes OM/M Todc
Mr Hughes booked (2) LRCS and SG, SB 8

(= [@][=

Refer To Note Type | Due Date | Due Time

3 Trace Deposit paid by Mr Todd Biederman [All ct FDB 07/29/20 00:00

4

5

&

e Select “Yes” to the question below:

° Select All

Clear All

Close All Selected -

Close all of the selected items? | Y5 | | No | (y/N)? |:|

e The F5 Active Schedule will pop open

Confirm with guest you are cancelling all activities
Click “Select All”
Cancel

O

@)
(e}
O

Yes You have selected multiple bookings. Are you sure you want to cancel them? | Yes | j| Mo | (yjN)? D
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O Choose the appropriate reason code
O Escape to exit the 5 Schedule
e Asecond “Cancellation Reason Code” box will open, so, again, select the appropriate code
O The 1t box was referring to the F5 cancellation.
o The 2" box is referring to the room stay cancellation.
Create an R note in which you thoroughly describe the cancellation reason
e Accounting
o If you are making an exception to any rule - such as cancelling within 14 days - you must
leave an ADM trace
o Otherwise, cancelling will automatically alert Accounting to refund the guest
e NAVIS
e Copy your R Note into the NAVIS notes field
e Change the Lead Status to “Cancelled”
e Click “Save and Edit”
e Offer to send the guest a cancellation email, we send this through NAVIS:

o Click the “Send Email” button above the Conversation History
Conversation History

& Lee Hughes (325) 660-9689 —* & Samantha Cornelison (866) 226-5912 %Ei%E

Result: Reconfirm Listen now (ﬁm)@

o Inthe new window, use the drop-down box labeled “Insert Template” to select
“Cancellation Email Template.”

| Insert Template... v |

o Enter the email subject line:
Pebble Beach | Itinerary Cancellation | #1050

o Inthe body of the email, edit the guests title appropriately (Mr./Mrs./Dr./ETC) and fill in the
Itinerary number.

Dear Mr./Ms. Hughes,

This is your email confirming your canceled reservation at Pebble Beach Resorts,
T/2942020 to 8/2/2020.

Below is your ltinerary number for reference:
1050

o Chose which cancellation scenario is appropriate for your call, deleting the other one. Then
fill in the dollar amount that is being refunded.

You should see a refund to your credit card in the amount of $x00000c within the next 5-10
business days.

OR

Your balance of Sxoomx will be on file with us, under your name, for a future stay. You
have until (Day, Date, Year) to complete your next stay and use this balance. Once you
make a new reservation with us, it will be non-cancellable.
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o Click “Send and Edit to review your notes, lead settings, and email; then close.
e Your call disposition will be “CXL Res”
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Reinstate a Cancelled Booking

e Inthe booking center, look up cancelled itinerary number
e Once opened check the “display cancelled bookings” box

<

Unlink All Cancel Itinerary Confirm [tinerary
Booking Se

Delete Pending Expand ltinerary Comw'
| | oisplayCancelled Bookings 0 [

e Click “reinstate” — This will ONLY reinstate the room. Rooms may only be reinstated 24 hours after
cancellation, after which point you would need to start a new reservation/itinerary.

e Toreinstate golf, after the room is back, go to the 5 schedule and click “reinstate”

e Dining cannot be reinstated, so you must book this again manually
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Hotel Guests who cancel Golf within 14 Days

e For hotel guests only, we will attempt to resell their tee time
e We must leave the following tee sheet note:

Cancelled w/in 14 days. If not re-sold, charge 4sm/2sm/single/3sm to (name) R# _
e We must also leave an R note with same details on the room reservation
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How to Refund Room Deposits in SMS

e Select the “X-Cancel” button to begin cancelling.

O This reservation shows that the system wants you to refund because of the cancellation
date (outside of 14 days.)

O You must remember that our accounting department needs to have sole control of
reconciling these accounts.
e We ALWAYS put the balance on the “Credit” field and clear all other fields as in the steps below,
no matter where the money should go.
e Use your ADM traces to inform accounting what action should be taken in regard to the deposit.

SLAET My LDG Ocean PEASE 1PI
PiceBasis [ |

Meal Flan _

|

Arnount to distribute: 0.00 Cancellaion Policy #100005

(Feros to Return) 14 Day advance nofice for deposit refund
Distribute == Credit ol
Refund: 279250
Forfeit 0.00
Credit finerany: 0.00

e Enter the deposit amount on the “Credit” field.

IISLAET Ity LD Ocean PEASE 1P

PriceBasis | | W
MealPlan | [ W]

€

Cancellation Policy #1 00005
14 Day advance nofice for deposit refund

Armoun
p

Distribute == Credit: 2,783 50
Refund: 2793 A0

Forfeit 0.00

Credit finerany: 0.00

e Zero out the “Refund” (or “Forfeit”) field so only “Credit” has a balance.

J NSLAET Ity LDG Oeean PEAE 1P1

Price Basiz ¥
teal Plan ¥
1

Amountto distribute: 2793 80 Cancellation Policy #1 00005
" TIO 1 14 Day advance notice for deposit refund
Distribute == Credit:

Refund: 0.00
Forfeit: 000
Credit finerary: 000

e Even though the system thinks you have “Excessive Distribution” be sure to select “Yes” to
continue. Remember only the “Credit” field should have a balance.
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Amaunt to distribute: 2733 80 | Cancellation Policy #100005
"CAUTION- DISTRIBUTIOMNI" 14 Day advance natice for deposit refund
Distribute == Credit: 2,793 30
Refund: 0.00

Are you certain you wish to continue? _I&s | Ha | (M)
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Multiple Room ltineraries

It is very common for guests to visit Pebble Beach Resorts in groups.
In those cases, you will have multiple room reservations on the same
group Itinerary.

Key Terms for Multiple Room Bookings

Duplicate / Split is done when a guest is booking
Out the Rooms , such as four Ocean View Rooms at The Lodge.

All rooms will be added to the reservation as 1 Reservation Tile, but since the
primary guest will not be staying in all rooms at once, we need to divide the
rooms up and put the correct Guest Names on each room to allow those
guests to check in.

J Guarantee Code Whenever a guest reserves a room by prepaying the first two nights as their
deposit, the Guarantee Code should be an A for Advanced Deposit.

If we have multiple rooms, it is common that one person will pay the deposit
for all rooms on the reservation at the time of booking.

In that situation, the person who put down the deposit will have an A
guarantee Code, but all other rooms will have a which
means which indicates that this guest’s deposit was covered
by another reservation on this Itinerary.

Y Note This is the . On all reservations with multiple rooms, we
ask the guest for the names of every person who will be staying in each room.

These names are documented in this Y Note. Having this information up front
will allow each guest to check into their rooms individually without the Primary
Guest present.

FDB Trace This is a Trace directed to the regarding the Arrangements
for the group. We should always ask the Primary Guest how billing should be
handled when guests arrive.

o Will one guest pay for everything?
o  Will billing be split up room by room?
o Isthe Primary Guest paying for rooms, but all golf tee times will be paid

individual?
o If guests are sharing a room, should we divide room charges between both
guests?
10 Day Arrival The instruction within the following pages will be divided into two key
timeframes:
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1. Instruction for
2. Instruction for

The reason certain tasks are only completed within 10 days is because this will
be a point during which the guest can no longer make any changes or cancel.
Our guests plan visits very far in advance which allows them to have great
flexibility to make modifications between the day they book and the day they
visit.

These changes are much easier to do on our end in the Reservations
Department if we keep the guest’s booking as basic as possible, then add all of
our intricate adjustments just before they arrive.

Group Link / Code This is a code inputted into the of multiple Reservation Tiles to
indicate that they are all part of the same group of guests.

Scan + Link If you click on a reservation tile that has a Group Code, a window
will open with . You can
select any Reservation from the group list to open that particular Reservation
Tile. This is an easy way to navigate between related reservations.

C/O (care of) Tiles Thisisa that we create when we know that a secondary
guest (form the Y Note) will be paying for charges upon checkout, but we have

not directly spoken to the guest to gather their contact information.

The Front Desk of the resort will fill in the Guest Tile with accurate contact
information once the guest checks in.
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10 Day Arrivals

10 Days prior to your guest’s visit date, you will receive an email from a Reservations Auditor asking you
to Prepare Your Booking for Arrival.

e The Auditor will include a list of what needs to be completed on the booking.

e You must complete all arrival duties by the due date listed in the Subject Line of the email.

e Your Direct Supervisor will be CC’'d on this email.

e Once you have completed these tasks, you must Reply All to this email to inform the Auditor
and your Supervisor that it is complete.

e Your supervisor then will do a quick check to make sure everything is accurate.

¥ 3.2 10 Day Arrival #1050RH8NT Mr. Steven Small

<
, Rolando n

To Libby, Crystal 2/25/2021
Cc Sosic, Brian; Whitson, Brian

You replied to this message on 3/5/2021 2:46 PM.

HR

Action ltems + Get more add-ins
Crystal,
Here’s an arrival coming your way. Can you please:

1. Duplicate the rooms.

2. Contact guest for R/L and update ITN accordingly

3. Add Secondary FDB Traces.

4. | noticed the note where you indicate Mr. Small booked this trip for his employees. Will he be
playing golf ? Since he is the Duke member, he has to play the SB round. Can you take a look.

Thank you,

Rolando Hurtado

Reservations Auditor, Resort Reservations
“Pebble Beach Company

P: (855) 831-5998

P: (831) 648-7887

www.pebblebeach.com
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Front Desk Billing Traces

An FDB Trace, or Front Desk Billing Trace, is a set of instructions for the front
desk informing them of how to bill each guest on an Itinerary.

In other words, who is paying for what?

Here is an example of how you can phrase your question to obtain clear billing instructions from your
primary guest:

“You have paid for the 2 Night deposit/Package. Will you be handling all charges for your guests, or
should we ask for individual credit cards at check so each guest can handle their own additional
charges?”

FDB Trace Example:

*The date should always be set for the date of the guest’s arrival.

Gold, Ari

lastUser[ | E

Date| 07/14/21 Fnday

Time | 00.00

LROD at $1,687.43 X 2 Nights X 4 Rooms = $13,499.44 o
PB Golf at $575 X 4 = §2,300
SG Golf at $415 X 4 = $1,660

S8 Golf at $295 X 4 = §1,180
Date| 7 s Total Prepaid by Mr. Ari Gold = $18,639.44
T All else to each guest

G13.11.21 v
User
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Billing Scenarios

Partial Pre-payment by Primary

Primary FDB Trace Secondary FDB Trace

Prepaid by (Full Name): Transfer “PKG” or “Room” or “Room and Golf”
(Room Type) at S(current rate)+++ x (Qty) x (Nights)  to R#xxxxx (Guest Name).

= (Room Total) All other charges to each guest.

(Golf Course) at S (rate) x (players) = S (total)
Total Pre-Paid S(Room + Golf Total)
All other charges to each guest

Add Chargeback Notes on all Pre-Paid Recreation: “PPD (Golf Course) x (Players). Charge to R#xxxxxx”

Primary Paid Deposit & Will Cover All Charges at Checkout

Primary FDB Trace Secondary FDB Trace
All charges for other rooms will be handled by DO NOT ASK FOR CC.
R#txxxxx (Guest Name). Transfer all charges to R#xxxxx (Guest Name).

Partial Pre-payment by Primary

Primary FDB Trace Secondary FDB Trace
Deposit paid as guarantee only. (N/A)

Each guest to cover own charges.

Please refund any balance onto CC on file at

checkout.

Prepayment by Third Party (Confidential Rate=Y)

Primary FDB Trace Secondary FDB Trace
DO NOT DISCLOSE RATES — Move Deposit to C Folio. DO NOT ASK FOR CC.
3" Party Prepayment By (Full Name): Transfer all charges to R#xxxxx (Guest Name).

(Room Type) at S(current rate)+++ x (Qty) x (Nights)
= (Room Total)

(Golf Course) at S (rate) x (players) = S (total)

Total Pre-Paid $(Room + Golf Total)

Add Chargeback Notes on all Pre-Paid Recreation: “PPD (Golf Course) x (Players). Charge to R#xxxxxx”
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Scenario 1: The Primary Guest will handle all charges for all rooms.

Primary FDB Trace

Gold, Ari

Last User

Date
Time

07/14/21

Frday

IERIIF0E =1 || antharges for ot rooms:
All charges for other rooms will be handled by Mr. Ari Gold
G132

Date| /
Time

Secondary FDB Trace

Chase, Vincent

Last User
Date [07/14/21

Time | 00.00

PLEASE DO NOT ASK FOR CC
EE] Transfer all charges to R£12P8WQ Mr, Ari Gold
G13.11.21

Fnday

Date
Time
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Scenario 2: The Primary Guest paid the deposit,
but all charges will be split between each guest at checkout.

Primary FDB Trace

Gold, Ari
Last User | E‘
Date| 07/14/21 Friday
Time | 00.00
— Deposit paid by Mr. Ari Gold as guarantee o
1o EE- Each guest to cover own charges
Please refund any balance back to card on file at check out.
G13.11.21
Date| /7 /
Time e
Secondary FDB Trace

No Secondary FDB Trace is required for this Billing Scenario.
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Scenario 3: The Primary Guest pre-paid all Room and Golf charges,
but each guest will pay for their own incidentals at checkout.

Primary FDB Trace
Gold, An
w W
Date| 07/14/21 Frday
Time | 00.00
LROD at $1,687.43 X 2 Nights X 4 Rooms = $13,499.44 A
[To Jroe ]~ | peGolfatssrsxa=s2300
SG Golf at $415 X 4 = $1,660
SB Golf at $295 X 4 = $1,180
Date| s/ Total Prepaid by Mr. Ari Gold = $18,639.44
Time All else to each guest
. G13.11.21 v
User
Secondary FDB Trace
Chase, Vincent
Last User |
Date |07/14/21 Friday
Time |00:00
— Transfer 2 Nights Room to R#12P8WQ Mr. Ari Gold e
C E'E-ﬂ All other charges to each guest
G13n21
Date
Time ~
User

Note: The Pre-Paid golf is not included in the Secondary FDB Trace because all golf on the Itinerary
should be whosed to the Primary Room Reservation.
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Scenario 4: The Primary Guest is paying for all Rooms on the reservation,
but each guest will pay for their own golf and incidentals at checkout.

Primary FDB Trace

Cambem, Bruce 12/30/2019 06:17:47 PM

01/06/20 Monday

Secondary FDB Trace

12/30/2019 06:17:47 PM
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Scenario 5: The Primary Guest paid the deposit and will handle some additional charges,
but all charges beyond the primary’s instruction will be handled by each guest.

Primary FDB Trace

Last User| g1 |

7/14/22 B8 Friday
00:00

El Prepaid by Maj. Scott McCoy

=__| LROD at $1,687.43 X 2 Nights X 2 Rooms = $6,749.72

Maj. Scott McCoy will also handle Golf and $550 in incidentals
for Col. Nick Alexander.

Date All else to each guest.

Tame G13.17.21

User

Secondary FDB Trace

Alexander, Nick

g B
Date| 7/14/22 Thursday
Time |00:00

E] Transfer R/T/S/A for 2 Nights, Golf, and up to $550 in
v incidentals to Maj. Scott McCoy R#12P74Z

All else to each guest

G13.17.21

Date
Time .
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Multiple Rooms | Same Room Type

1. If a guest wants to book 2 or more rooms of the same type, begin your search in the Booking
Center by entering the guest’s requested dates of stay into the Master Data Range calendar.

SMS|Booking Center

| Arrival [05/18/2021 | Tue | Nights| 3] -Evens

| Guest [ v | I I
| | Guest | Name | |
f

2. Navigate to the Guest Rooms Tab of the Booking Center and edit the Units field to the total
number or rooms needed.

Guest Room |Reson SCheduIingl TeeTimosI Diningl VendorActivityI Booking Info|

Arrive |05/18/2021 | Tuesday Corporation

Depart |05/21/2021 | Friday Secretary
AdChiOt| 2| of o | 3Nights) | Group
Travel Agent
Type B2 Pkg/Rate B2
Unit B Units 3 Regquests v

Market | |~ Sub-Market L~

3. If the guest knows which Resort Property they want, you can add the Resort Code into the
MultiProp field to narrow your results to one property.

MultProp L | + |
Meals
Rate/Pkg

4. Click Get Next 25 Results

2 )

Get Next 25 Rates
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Description  Your eyes should automatically zone in on Rack Rate rooms

Available Since we are searching for 3 of the same room types, you should take a look
at the Availability column to see exactly how many rooms are available
within each room category. Reservations are allowed to oversell rooms to a
certain extent, but it is best to try to avoid dipping into negative room
availability.

1°**w/o Tax Since we entered 3 into the Unit field, the pricing in the 15 w/o Tax column is
the nightly rate for all three rooms combined.

Rate Codé Room Type Vac 5rp Unit Description :
|

Lodge Rack 1 Lodge Partial Ocearj| 3540.00
RRL Lodge Rack LRGS & 0|Lodge Garden 2970.00
RRL Lodge Rack LRWS b 5 -2|Lodge Fairway 3240.00
RRL Lodge Rack LRCF 9 0|FW1 Partial Ocean }§| 3780.00
RRL Lodge Rack LRGF B 3 0[FW1 Garden 3120.00
IRRL Lodge - IAGTO Net RILROS 13 8 1|Lodge Ocean 354450
IRRL Lodge - IAGTO Net R|[LRCS 2 1 -3|Lodge Partial Ocean| 3009.00
IRRL Lodge - IAGTO Net RILRGS 12 7 0|Lodge Garden 2524 50
lRRL Lodge - IAGTO Net RILRWS 5 5 -2|Lodge Fairway 2754.00

5. Double click on the guest’s preferred Room Type to add all three rooms to the Itinerary

®= Onasingle room booking, the Location column of the Itinerary Detail section will list the
Room Code for the Room Type you selected, such as LROS.

= Since we booked multiple rooms at once of the same room type, instead of the Room Code,
the Location field lists the number of rooms we have booked.

ltinerary # 1050RI4TQ

Description Date Time Ppl | Location Amount C

12R02F NEW RRL Lodge Rack ... 05/18/21-05/21/21 14,090.94

6. At this point in your booking process, you would proceed as normal:

e Add or create a Guest Tile to associate with the booking

e Advise the guest of the two-night deposit — This two-night deposit is per room
Quote the 14-day cancellation policy

Collect the guest’s credit card.

Put the caller on hold so you can proceed to charge the deposit.

Return to the Booking Center
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7. Double click the room reservation in the Itinerary Detail section to open the Reservation Tile.
You will see that the Room section that this Reservation Tile includes three Lodge Ocean View
Rooms.

Tip: If you hover your curser over the Room Code (LROS), a window will appear with the
full name of that Room Type.

Duplicate Movable |Y Move \

# of Rooms

In Special Billing, you will see that your Deposit #1 field contains the two-night deposit for all

three rooms combined.
Deposits Requested
Special Billing / :
) Deposit#1 |04/06/2021 i, 9,393.96

Deposit#2 | / / 0.00

8. Prepare your Reservation Tile and collect the deposit like normal:

o On the Reservation tile, click E for Edit and Page Down.
o Follow the prompts to select the:
= Media Type — Internet
= Media Source — Pebblebeach.com
®* [ncoming Phone Number — Reservation Center
= Guarantee Code — A for Advanced Deposit
Escape to return to the Booking Center
Click Complete Itinerary
Double click the room to return to the Reservation tile
Click Bills
= Enter Transaction Code - 970PPV (M, V, A, or D for the credit card code)
=  Enter the deposit amount
=  Enter Cfor Charge
= Page Down
= Select Yes to verify that all entries are correct
=  Move your curser outside of the credit card number field
= Page Down
=  Press any button to return to Bills
=  Exit to return to the Reservation Tile
=  Exit to return to the Booking Center

O O O O

245



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

9. Gather information from the Primary Guest about all rooms:

= What are the names of the guests staying in each room?
= Will the Primary Guest be covering all charges, or will each guest be paying for their own
charges at checkout?

10. Close your call:
e Reconfirm the booking and cancellation window with your guest
e Inform the guest that their confirmation email will arrive within one hour
e Ask if they need assistance with anything else
e Thank them for calling
e End thecall

Clean Up Your Reservation
1. Double click the room in the Itinerary Detail section to open the Reservation Tile

2. Click E to Edit the Reservation Tile

3. Enter the quoted cancellation window into the Audit line in Notes & Communications

Notes & Communication

Reservation
Audit |Adv. Mr.M 14CXL 5.4.21 C9 4.6.21

Housekeeping

4. Page Down to save.

5. Click More Notes to add a Y Note and an R Note

More Notes I
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The R Note must state:

Who the guests are

Why they are visiting

A brief synopsis of what was booked
Any pertinent notations.

*This should be a Closed Note

LastUser[as | %‘ Closed Note

Date [04/06/21 | ¥ Tuesday
Time |15:34

Mrs. Lizzy McGuire booked 3 LROS rooms for a sisters Spa trip.

5/18 - dinner for 3 SWBG 6pm

5/19 - dinner for 3 Roy's 6pm

They will call back later to book spa.
Co946.21

The Y Note will be your Rooming List, i.e. the names of all guests who will be staying in each room:

04/06/2021 03:39:05 PM
Last User A5 |

Date [04/06/21 | FH Tuesday
Time | 15:39

RIL:

1 - Lizzy McGuire
2 - Missy Elliot

3 - Janice Joplin
Co946.21
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6. Click the Traces button on the Reservation Tile to add a Front Desk Billing FDB Trace

Traces '

In this example, we booked three rooms within one Reservation Tile. Eventually,
we will need to split — or Duplicate — these rooms into three separate Reservation
Tiles; one for each guest.

Consequently, we will also need to put a separate FDB Trace on each Reservation
Tile to provide the Front Desk with billing instructs for all three rooms.

These two tasks do not need to be completed until the Reservation Auditors send
us our 10 Day Arrival emails.

To simplify that process later on, we are going to create one master FDB Trace
right now with the messages for all three rooms. Once we are within 10 days, we
will just need to copy/paste the corresponding message from this Master Trace
into a new Trace within the other two rooms.

Set the Date of the FDB Trace for the night of arrival
See the Front Desk Billing Trace section of this manual for assistance on how to write your
FDB Traces based on your guest’s Billing Scenario

Reservation Traces
McGuire, James Reservation #12R02F 04/06/2021 04:00:23 PM

Last User | As r~ﬂ

Date |05/18/21 74 Tuesday

Time [00:00

[Primary Trace: A
To |FDB ¥ |[Ms. Lizzy McGuire R#12R02F to cover charges for all rooms.
Seconary Trace:
Date| 7/ DO NOT COLLECT CC. Transfer all charges to
. Ms. Lizzy McGuire R#12R02F
Time fO4R21 v
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7. Escape to return to the Booking Center

8. Click Confirm Itinerary

I ~
Cancel ltinerary Confirm Itinerary |
Expand Itinerary mplete ltinerary

9. Click Escape to exit the pop-up Bills window

10. Click Yes to continue with your confirmation

No deposit has been made. Do you want to confirm anyway? I (YIN)?

11. In Letters, click A to Add a new confirmation email.

Add K-Delete

12. Enter the Itinerary Confirmation Email Code: IEMAIL

Enter Letter Code |IEMAIL

13. Page Down to send

Letters
| Delivery [ Module | Guest# | Name | Letter Code | Attachments | Account# | Destination | Date Added | Time Added | Added By
1 Print  |RES [10843S  |McGuire, James .. [IEMAIL 12R02F ..[040121  |16:11:18  |AS

14. Escape to return to the Booking Center

15. Complete and Save your Booked NAVIS Lead, then move on to your next call!
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10 Day Arrival Process
1. Prepare the Primary Reservation Tile before Duplicating the Rooms:

In our example booking, we have three rooms that need to be Duplicated. When we Duplicate
the room, SMS will create two additional Reservation Tiles that are identical to the initial
Reservation Tile.

Reservation Tile 2 and 3 will need to be set up differently than the Primary. To make this
process easier, we adjust the Primary Reservation Tile to exactly what we want Tiles 2 and 3 to
look like before Duplicating. This way, after the Reservation is split into three rooms, we only
need to re-edit the Primary Reservation Tile instead of manually editing both rooms 2 and 3.

e Click Edit to adjust the Reservation Tile
o Change the number of adults to the correct # that will reside in each room.

# LUSWII Rae NS rer
Adut | 2 000 1
chid |0 000 1
Other | 0 000 1

O Change the Guarantee Code to J for Other Reservation

Mt AL

Guarantee [ v Other Reservation '

O Delete the cancellation quote in the Audit line
(Cut and Paste this elsewhere temporarily since you will need to add this line back later.)

Audit |Adv. MrM 14CXL 5.4.21 C94.6.21 |
T ———————

e Enter Special Billing Special Biling |
o Clck to et —
O Change the Deposit 1 field to $0.00 Deposit#1 | 04/06/2021
© Page Down to Save. Deposit#2 | / /

0.00
0.00

o

e Openthe More Notes Tab and open the Y Note Rooming List
o Copy these names using your computer’s Snipping Tool or a scratch paper

Sq Type OpenDate Time @ Op Closed Date Time = Guest# Res #
1Y \woe/zm \15:39 AS‘ /1 \ 108438  12R02F | RIL:

2R 04/06/2021 15:34 A5 04/06/2021 15:36  10843S 12R02F  Mrs. Li
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2. Duplicate the Reservation:

o C(Click the Duplicate button in the Room section of the Reservation Tile

# of Rooms 3 Duplicate Movable Move \

Requested Room Features

I 2 R

B4
- -
-

Page Down to agree to Duplicate the reservation for all rooms.

Reservations will use 12R02F as their GROUP/LINK code.
How many of these 3 units do you want to duplicate? IE

e Page Down again to confirm.

This reservation will have 1 left. |:| '

e Click Y on your keyboard to agree. (This is why we changed the Deposit #1 line to $0.0)

Do you want to (D)uplicate special billing instructions? | Yes | | No | (yiN)? [ ]

e Click Yes to confirm.

Are you certain you wish to do this? Yes | No | (yN)? D '

3. Reset the Primary Reservation Tile:
e Change the Guarantee Code back to A for Advanced Deposit

e Update the Deposit 1 amount in Special Billing to the total deposit paid by the Primary Guest
e Paste the cancellation message back into the Audit line in the Notes & Communications section

251



@

PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

4. Add the Secondary Guest Information to the Secondary Reservation Tiles

On the Primary Reservation Tile, you will see that a code has auto-populated into the Group field
with the term “Mini-Group” written next to it.

Group |12R02F v Mini-Group

Secretary E
Corporation E

Because we duplicated this Guest Tile, all three Reservation Tiles that now exist on this Itinerary will
have this same Group Code in this field, which links these rooms together.

e Click the Scan Button, then Link
(Keyboard shortcut: S + L)

o L-l=
s |2 =]

Scan for Indvidual | o Link | ()1)? E '

A window will appear that lists all room reservations with the same Group Code in the Group
field. These are our three rooms that were previously all on one Reservation Tile. You can see
which room is the primary because the Balance column will list the deposit that was paid by the
Primary Guest, while the balance of the other two Secondary Reservations are $0.00.

e Select the Sequence Number of a Secondary Reservations to open that Reservation Tile

Reservations o =

05/18/2021  05/21/2021

05/18/2021 05/21/2021

e Click E to Edit this Secondary Reservation Tile.

RIL:

e Review the information you set aside from the Y Note. 1 - Lizzy McGuire
Input the name of your second guest into the Name 12 - Missy Elliot
Field in the Last Name, First Name format. 3 - Janice Joplin
Page Down to Save. C946.21
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e Your Secondary Reservation Tile Name Field should now look like this:

Elliot, Missy

| Poies || [~]

‘ Shares Y. ‘ ‘ PBX Names [

e Slick Scan + Link again to re-open the list of Reservations with this same Group Code
You can now see that the name you just entered is now visible on this list.

Reservations IE] =
Sq Res# | level | #Room MName | Amval _ Depat _ _ Retum _ GBil Folios Splt Move ACO _ Balance

II:ESI::::DDEEE:

E 12R02F - 1/LROS McGuire, James 05/18/2021  05/21/2021

- 1/LROS ' McGuire, James 05/18/2021  05/21/2021

e Select the Sequence Number of the remaining Secondary Reservation to add the final name to
the third room following the same steps as above.

Joplin, Janice '

ﬂ:::::[

Joplin, Janice 05/18/2021 05/21/2021

| McGuire, James 05/18/2021 05/21/2021
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5. Edit / Add the Secondary FDB Traces to each room:

e Scan + Link and select the Sequence Number of the Primary Guest to return to the Primary
Reservation Tile. (The Reservation with the money on it.)

e Click on the Traces button and open the FDB Trace

e C(Click Edit to modify the Trace

McGuire, James 04/07/2021 01:24:12 PM

Last User D é‘

Date 05/18/21 Tuesday

Time [00:00
Primary Trace: ~
Ms. Lizzy McGuire R#12R02F to cover charges for all rooms.
Seconary Trace:
Date| 7/ DO NOT COLLECT CC. Transfer all charges to
Time Ms. Lizzy McGuire R#12R02F
NOARNM e

Copy/Paste the Secondary Trace to a scratch document
Delete the Secondary Trace from this FDB

Delete the words “Primary Trace” from the top line
Page Down to Save

O O O O

This is your new Primary FDB Trace:

Ms. Lizzy McGuire R#12R02F to cover charges for all rooms. ~
C946.21

e Escape to return to the Reservation Tile

e Scan + Link and select the Sequence Number for one the Secondary Reservation Tiles.
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e On the Secondary Reservation Tile:
o Click Traces
Click A to Add a new Trace
Set the Date as the Date of Arrival
Set the Time as 00:00
Set the To field as FDB (Front Desk Billing)
Paste the Secondary FDB Trace that you had copied to your scratch document
Page Down to Save

O O 0O O 0O O

This is your Secondary FDB Trace:

Reservation Traces \
Elliot, Missy | Reservation #12R02H 04/07/2021 01:32:22 PM
LastUser[as | B
Date | 05/18/21 F4 Tuesday
Time (00:00
DO NOT COLLECT CC. Transfer all charges to Ms. Lizzy McGuire ~ #
| To |FoB |~ ||Ret2rozF
C946.21
Date| 7/
Time v

e Scan + Link and repeat this same process to add an identical Secondary FDB Trace to the
third room on this Itinerary.

e Escape until you arrive back in the Booking Center.

You can now see all three rooms, which were previously one line in the Itinerary Detail
section, have been Split Qut and are visible as three separate lines.

Itinerary # 1050RI4TQ (COMPLETED)

_Ty Gst Res Lev Code Description Date Location Amount Duration |Booking# Employee
?|R |10843s | [12R02F |CNF  |RRL Lodge Rack .. |05/18/21-05/21/21 | | 2 |LROS | 469698 0

R (108438 12R02H |CNF  |RRL Lodge Rack ...|05/18/21-05/21/21 2 LROS 4,696.98 0

R (108438 12R02I |CNF  |RRL Lodge Rack ...|05/18/21-05/21/21 2 LROS 4,696.98 0
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6. Add any Room-Specific Information to each of the Reservation Tiles, such as:

e the number of adults/children
e Special room requests
e Special Occasions

7. Reply All to your 10 Day Arrival Email in Outlook to let the Auditors and your Supervisor know that
this reservation is ready for arrival.

Important Note:

In our example booking that we just completed, Mrs. McGuire was covering all charges,
which means we do not need Guest Tiles for our other two guests because they will not be
paying for anything therefore do not need to have a credit card saved on file.

If you visit one of the Secondary reservation Tiles on that booking and click Guest next to
the Name field, Mirs. McGuire’s Guest Tile will open in a new window because all charges
will be paid by Mrs. McGuire’s credit card.

I _ n I
Joplin, Janice Guest

Guest Tile/McGuire, James #10843S (1 Stays, 2 Nights

Last |McGuire

Our gue =
03/04/2006 |
Profies & Prefarences Eirst [James | Title |Mr. and Mrs. ['

Initial Alternate | Lzzy |

If the other guests in this group had planned to pay for some or all of their own charges, we
would, at this point, need to create C/O (care/of) Guest Tiles for the two Secondary Guests.
Please proceed to the following page for instruction on how to create Care/Of Guest Tiles.
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C/O Guest Tiles

Any time a Guest is going to be paying for something, they need to have their own Guest Tile. If you
have booked a multiple room reservation in which multiple guests will be paying for some or all of their
own charges at checkout, you will need to create C/O (care of) Guest Tiles for each Guest that plans to

pay.

Since you, as the Reservations Agent, will likely only speak to the Primary Guest on a Multiple Room
Reservation, you will not have enough information to complete a full Guest Tile for every single
Secondary Guest who will attend the trip. Because we do not have all details of every guest, we create
C/O Guest Tiles that are essentially placeholder Guest Tiles that only contain the absolute minimum of
information required to save it.

The Front Desk will fill in the missing details of the C/O Guest Tile once the Secondary Guests arrive to
check in.

This is an example of an FDB Trace that would require us to create C/O Guest Tiles:

Reservation Traces
McGuire, James | Reservation #12R02F |04/07/2021 01:48:42 PM
Last User [A5 m
Date | 05/18/21 74 Tuesday
Time | 00:00
Ms. Lizzy McGuire PPD Deposit as guarantee only. 2
| To |FDB I ¥ ||Each Guest to cover own charges at checkout.
C946.21
Date| / /
Time 9
User
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Create a C/O Guest Tile

Note: This instruction follows the 10 Day Arrival Instruction in the previous section of this manual.

1. Beginning on the Primary Reservation Tile, Scan + Link to open the list of all Reservation Tiles
associated with this booking’s Mini-Group Code.

2. Take a screenshot or notate all Secondary Guest Names from this list of rooms and set this list
aside.

@ Res# Level #Room
1 [f2RO2HIT GNE T

@ 12R02l - 1/LROS
@ 12R02F - 1/LROS

3. Select the Sequence Number of one of the Secondary Reservation Tiles to open their reservation.

Joplin, Janice

McGuire, James

4. Click the Guest button next to the Name Field to open the Primary Guest’s Guest Tile
[ L I———

Elliot, Missy Guest '

5. The Guest Tile of Primary Guest who initially booked the reservation will open.
Click the Duplicate button from the button bar at the bottom of the Guest Tile window.

6. Type A or click the Address button

This will create a duplicate entry for this guest tile. Do you want to duplicate the Address | Name || Boh | o Escape?  (AN/BJE)?

7. A new Guest Tile with a blank Name field will open and will automatically be set in Edit Mode

Guest Tile/, #11F6GL (0 Stays, 0 Nights)
Last |
QOur gue vP
0410112021 | et
Profies & Preferences Eirst | Title |+ S
Initial Mtemate | |
Messages Position =
Company |
Address | Change Address Type |
Quiner 2105 Jesse Drive
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Some information (the Address, Phone Number, and Email fields) will be carried over from the Primary
Guest’s Guest Tile.

8. Remove some of the Primary Guest’s
Information from the new Guest Tile:

Delete the first line of the Address
(Leave the City/State/Zip)

Delete the Phone Number, but leave a
dot (.) in its place

Delete the Email Address

9. Fillin information from the Secondary
Guest:

Enter one of the Secondary Guest’
names into the Last and First name
fields

Select the appropriate Title for the
Secondary Guest

In the Company Field, write “C/0”
followed by the Primary Guest’s Name

10. Page Down to Save and select the
following codes for each prompt:
*These are specific selections that should
be chosen for all C/O Guest Tiles

Media Type — 13 | N1 | Brand
Awareness

Source Scan —03 | N10015 |
Customer Referral

11. Once saved, enter Profiles & Preferences:
Click Edit to add the M or F into the Gender field.
Page Down to save, then Escape return to the main page of the Guest Tile

Last |Elliot

First | Missy | Title
Initial Alternate

Ms. |v

Position

Company | C/O Lizzy McGuire

Address

City | Hudson

State | oH w Ohio
Zip Code |44236 bd

Make proper case

Country | Unied States

[ Incorrect Address

Phones |-

Social 8

Email |

(] Incomrect Emal

12. Now that one C/O Guest Tile is complete, you can quickly create as many additional Guest Tiles as
you need:

Click Duplicate again to create your second C/O Guest Tile.

Select A for Address just like the first time.

Since you are duplicating an existing Guest Tile, the only fields you need to update are the Last

Name, First Name, and Title
Page Down to save.

Select the same prompt codes as your initial Guest Tile
Enter Profiles &Preferences to update the Gender field once more.
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13. Escape to return to the Reservation Tile

14. Scan + Link to pull up the list of Reservations in this Mini-Group

15. Select the Sequence Number of one of the Secondary Reservation Tiles

16. Whose the appropriate Guest Tile that you just created to this Reservation Tile

Click the Whose button in the Name section of the Reservation Tile
S n - ]

Elliot, Missy \ Guest Whose l

A search box will appear at the bottom of the window.
O Enter the Last Name and First Name of the Secondary Guest on this Reservation Tile
O Page Down to search

Last Name | Elliot
First Name | Missy
Company

Enter Guest information or press <Escape>

A Guest Scan Search Window will open:

O The most relevant search result at the top of the list.

O Inthe event that multiple Guest Tiles exist with the same name as your guest, you can
recognize which listing is your C/O Guest Tile because the Company field will say “C/O (Your
Primary Guest’s Name)”

Guest Scan - By Guest Name

Sq * Guest# ¥ Name * Company Address

1 11F6GL | Elliot, Missy | CI0 Lizzy McGuire Hu
"2 1028HF  ENot, Randy Landmark Buiders 6316 Autumn Crest Crt Summe

3| 1152WQ  Esiot, Ray CIO Mike Nobles 1604 215t Ave West P

4| 116300  Eliot, Richard David J Eliot & Son POBoXE Cou

Note: If you do not see your C/O Guest Tile at the top of this list, you can use the Guest Name
Search Field in the bottom right corner to search for your guest:

O The search should be entered in this format: Last Name, First Name

O Page Down to Search
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e Select the Sequence Number of your C/O Guest Tile to associate that Guest Tile to the
Reservation Tile.

e Click Y for Yes to proceed

new Guest, above information, St3n | Yes  or | <ES® | to exit. (WE/SIY)? D

e Click Y for Yes to proceed

Update reservation name to new guest name? I (YIN)? '

You have now Whosed a C/O Guest Tile to this Secondary Guest’s Reservation Tile!

Now, if you click the Guest Button next to the Name field of the Reservation Tile, instead of the Primary
Guest’s Guest Tile opening, you will see the Secondary Guest’s C/O Guest Tile open in a new window.

First Stay! I Messages I Locators 4

Elliot, Missy
[

Guest Tile/Elliot, Missy #11F6GL (0 Stays, 0 Nights)

Last |EIIiot |

Our guest since

Profles & Preferences

==

C/O Lizzy McGuire

17. Repeat this Whosing Process with the next Secondary Guest’s Reservation Tile until all Secondary
Guests have their own C/O Guest Tiles associated with their room reservations.
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Multiple Rooms | Different Room Types

In the previous section, we discussed booking multiple rooms of the same room
time which meant that we started by having all rooms within one Reservation Tile.

’ We can only combine rooms into one Reservation Tile if all rooms are the same
Room Type. If the rooms are not the same, we need to add them to our Itinerary
one at a time creating one Reservation Tile for every different Room Type.

In the Booking Center, even though we want to book multiple rooms, set your Availability Search to
one unit at a time. We want to book one room of each room type instead of multiple rooms of the same

type.
unes [
~ra—

Double click on the different room types your guest wants to book to pull the selections into your
Itinerary.

As you can see, we will have multiple lines in the Itinerary Detail — one for each room — instead of one
line for all rooms at once like we saw in the previous section. The Location column will have the room
code of the different room types we selected.

ltinerary # 1050RI4VZ
Description Date Time | Ppl

12R03M |NEW RRL Lodge Rack ... 05/10/21-05/12/21 2 LRG7J 2,887.80
12RO3N NEW RRL Lodge Rack ... 05/10/21-05/12/21 2 LRCS 2,666.40

At this point, it is important to clarify with the guest which of the two room types they themselves will
be residing. When the guest pays the deposit for the reservation, we want to make sure the money they
pay will be visible on that guest’s specific Reservation Tile.

Let’s assume the guest on the phone with us will be staying in the Garden Spa Room (LRG7J) at The
Lodge at Pebble Beach.

Click the Down Arrow next to the Guest field in the Booking Center to search for or create the Guest Tile
and collect the credit card.

Once complete, Escape to return to the Booking Center.

Double click the Garden Spa Room in the Itinerary Detail to open the Garden Spa Reservation Tile.
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1. Prepare your Reservation Tile and collect the deposit like normal:

O O O O

On the Reservation tile, click E for Edit and Page Down.
Follow the prompts to select the:
= Media Type — Internet
= Media Source — Pebblebeach.com
= Incoming Phone Number — Reservation Center
= Guarantee Code — A for Advanced Deposit
Escape to return to the Booking Center
Click Complete Itinerary
Double click the room to return to the Reservation tile
Click Bills
= Enter Transaction Code - 970PPV (M, V, A, or D for the credit card code)
= Enter the deposit amount
= Enter Cfor Charge
= Page Down
= Select Yes to verify that all entries are correct
=  Move your curser outside of the credit card number field
= Page Down
=  Press any button to return to Bills
=  Exit to return to the Reservation Tile
=  Exit to return to the Booking Center

2. Gather information from the Primary Guest about all rooms:

3. Close your call:

Reconfirm the booking and cancellation window with your guest

Inform the guest that their confirmation email will arrive within one hour
Ask if they need assistance with anything else

Thank them for calling

End the call.
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At this point, we will have one Complete Reservation for the LRG7J room and one Incomplete
Reservation for the LRCS room.

Itinerary # 1050RI4VZ (PARTIALLY COMPLETED)

Ty Gst Prf Res Lev Code Description Location Amount Duration | Booki
> [R 108435 | 112R03M |[NEW |RRL Lodge Rack ...|05/10/21-05/12/21 | | 2 |LRG7J | 288780

.R 108438 12RO3N NEW RRL Lodge Rack ... 05/10/21-05/12/21 LRCS 2,666.40

4. Double Click on the secondary room in the Itinerary Detail to open the LRCS Reservation Tile

5. We will prepare the Secondary Reservation Tile similarly to the Primary Room:
o On the Reservation tile, click E for Edit and Page Down.
o Follow the prompts to select the:
= Media Type — Internet
= Media Source — Pebblebeach.com
®* Incoming Phone Number — Reservation Center
= Guarantee Code —J for Other Reservation
o Escape to return to the Booking Center

6. Click Complete

Confirm ltinerary
Complete Itinerary
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Clean Up BOTH Reservations
1. Double click the Primary room in the Itinerary Detail section to open the Reservation Tile

1. Click E to Edit the Reservation Tile

2. Enter the quoted cancellation window into the Audit line in Notes & Communications

Notes & Communication

Reservation
Audit [Adv. MrM 14CXL 5.4.21 C9 4.6.21

Housekeeping

3. Page Down to save.

4. Click More Notes to add a Y Note and an R Note. More Notes '

Last User [as %‘ Closed Note

Date |04/10/21 Saturday
Time 10:21

Mr. McGuire booked one LRG7J room for himself and his wife and  *
one LRCS room for his son and son's partner.

They will call back to set up dining and spa.

C94.10.21

Date | 04/10/21
Time | 10:21
User|A5

Not Printed
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The Y Note must clearly state not only the names of the guests in both rooms, but which guests will be
staying in which room type:

servation 04/10/2021 10:24:59 AM

Last User | A5
Date | 04/10/21 Saturday

Time|10:24

RIL
LRG7 - M/M James/Lizzy McGuire

LRCS - Mr. Johnny McGuire & Ms. Layla Gerard.
C9

Date
Time

User
Not Printed Type |Y E Rooming List

5. Click the Traces button on the Reservation Tile to add a Front Desk Billing FDB Trace

Traces '

When we previously booked multiple reservations of the same room type, we
waited until 10 days prior to arrival to split the reservation into multiple
Reservation Tiles. Because our Reservation Tiles were still combined on the day of
booking, we documented the Primary and Secondary FDB Traces in one Master
FDB Trace on the day of booking.

In this case, we already have two separate Reservation Tiles, so we do not need to
create a Master FDB Trace. We can write one FDB Trace on each Reservation Tile.
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In this example, let’s say that each room will be paying separately.

e Set the Date of the FDB Trace for the night of arrival
e See the Front Desk Billing Trace section of this manual for assistance on how to write your
FDB Traces based on your guest’s Billing Scenario

04/10/2021 10:32:15 AM

Last User ‘
oat &

05/10/21
Time [00-00

Deposit PPD as guarantee only.

Each guest to cover own charges.

Please refund any balance on to CC on file at checkout.
C94.10.21

12. Escape until you return to the Booking Center
12. Double click on the LRCS line to enter the Secondary Reservation Tile

13. Click the Traces button on the Reservation Tile to add your secondary Front Desk Billing FDB Trace:

04/10/2021 10:34:40 AM
Last User |A5 | é‘

Date |05/10/21 Monday
Time (00:00

Each guest to cover own charges.
v ||ce.10.21
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14. Exit to return to the Reservation Tile
15. Access Special Billing

16. Delete the amount in the Deposit #1 Line since Johnny’s deposit was already taken care of by his
father, James McGuire.

Deposit#1 |04/10/2021 2| 0.00
Deposit#2 | / / 2| 0.00

17. Exit to return to the Reservation Tile

18. Since Mr. Johnny McGuire will end up being responsible for all charges on his room at checkout,
create a C/O Guest Tile for Johnny.

e C(Click Guest next to the name field to open Mr. James McGuire’s Guest Tile
e Click Duplicate, then Address to create a blank Guest Tile
e Enter Johnny's first name, last name, and title
e Write “C/O (Primary’s Name)” into the Company field
o Delete the first line of the address field and the email address
e Replace the phone number with a dot
e Page Down to save
o Media Type — N1 Brand Awareness
o Source Scan —N100015 Customer Referral
e Enter Profiles and Preferences
e Fillin the Gender field
e Escape twice to return to the Reservation Tile

19. Whose the new C/O Guest Tile to the secondary Reservation Tile.

e C(Click the Whose button next to Guest

e Type the secondary guest’s first and last name into the search fields

e Page Down to search

e Select the correct listing from the search window that has “C/O (Primary’s Name) in the
Corporate column

e TypeY for Yes to agree to Whose

e TypeY for Yes to agree to update the Reservation Tile name field

20. Escape to return to the Booking Center
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21. Click Confirm lItinerary

| ~
Cancel ltinerary ] Confirm Itinerary
Expand ltinerary Complete ltinerary

22. Click Escape to exit the pop-up Bills window

23. Clitk res> w cutitintue willt your cutifitiniativin

No deposit has been made. Do you want to confirm anyway?: Yes | [ No | (YIN)?

24. In Letters, click A to Add a new confirmation email.

25. Enter the Itinerary Confirmation Email Code: IEMAIL

Enter Letter Code | IEMALL | '

26. Page Down to send

Letters

Delivery | Module | Guest# Name ILetterCode Attachments Account # Destination Date Added | Time Added | Added By

1 |Print RES  |108438 McGuire, James |IEIMIL 12R02F ... |04/01/21 16:11:18 A5

Because we have two Room Reservation Tiles in the Booking Center, you will
see the Bills and Letters windows pop up two times — once for each room.

You only need to send the IEMAIL confirmation email once. The IEMAIL
confirmation will send the guest details for the entire Itinerary, meaning that
it will include details about both rooms.
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Shares

When two (or more) guests share a room and want to each pay separately for
their portion, we can divide the room into portions — or Shares.

These shares look like separate Reservation Tiles, which allow us to attach
separate Guest Tiles for each guest, but each Share only a fraction of the room.

PBX

PBX Names are secondary adult guests
who will be staying in the room and are
authorized to add charges to be paid for
by the Primary Guest’s credit card.

This field will often be used for
boyfriends or girlfriends who are unable
to be listed on the Primary’s Guest Tile
since they are not legally family.

PBX Guests do not require their own
Guest Tiles unless they are booking Spa
appointments.

Shares

If more than one adult is sharing a room
and they each want to pay for their own
charges, we split that room into portions
called Shares.

Each Share will have its own Reservation
Tile and each guest will have their own
Guest Tile associated to their portion of
the room.
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Identify A Share

There are several indicators that let you know if a Room Reservation is part of a Share:

In the Name section of the Reservation Tile

You will see that the Shares button is red which indicates that there is something to see there.
There will also be a yellow box that lets you know how many shares the reservation is split amongst.

Profiles N
Share:1 of 2 Shares Y PBX Names [

Click Scan + Link within the Reservation Tile

There is a symbol in front of the Reservation Number made up of two overlapping S’s which indicates
that these two Reservation Tiles are Shares.

Sq Res# Level #/Room Name Armival Depart
1 §2R03P NEW 1/LROS Bing, Chandler 07/20/2021 07/23/2021
2  §12R03R NEW 1/LROS Tribbiani, Joey 07/20/2021 07/23/2021

3

In the Booking Center

There is an asterisk before each Reservation Number in the Itinerary Detail section. This also indicates
that these two Reservation Tiles are shares.

ltinerary # 1050RI4W0

Description Date
»|R |11F6HB | *12R03P |[NEW |RRL Lodge Rack ... [07/20/21-07/23/21

R |11F6HC *12R03R [NEW |RRL  |LodgeRack ..|07/20/21-07/23/21 |
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Book A Room with Shares

Joey and Chandler have decided to come to Pebble Beach. They want to have extra money
for sightseeing, so they decide to share one room instead of booking two separate rooms.
Chandler calls the Pebble Beach Reservation Department to set up the reservation.

1. Use the Guest Room tab of the Booking Center to search for and select the room in which Joe
and Chandler will stay.

2. Create Chandler’s Guest Tile, Prepare the Booking, and Collect the two-night deposit just like a
single room reservation.

3. Clarify with Chandler the name of the guest with whom he will be sharing the room and how
they plan to handle billing. Ask if Joey has ever been to Pebble Beach Before so we can
determine whether or not we will need to create a C/O Guest Tile.

4. Reconfirm the booking with Chandler and close the call.
5. Create a Y Note that includes both Joey and Chandler’s names

6. Create a closed R Note with a summary of who the guests are, why they are visiting, and what
they booked.

7. Create a Master FDB Trace that includes both the Primary and Secondary Traces for Chandler
and Joey’s billing scenario.

Reservation Traces
|Bing, Chandler | Reservation #12R03P 04/10/2021 11:12:50 AM

Last User (A5 m

Date[07/2021 |5 Tuesday

Time (00:00
Deposit as guarnatee only. Each share to cover own charges.

| To [ |+] |[co41021

Secondary:
Date| 7 / Each share to cover own charges.
Time C94.10.21 .
mklser

8. Escape until you return to the Booking Center
9. Click Confirm and send an IEMAIL confirmation

10. Create and Save your NAVIS Booked Lead
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At 10 Day Arrival

1. Open the Reservation Tile and navigate to the Y Note. Take a screenshot or snippet of this note
for later.

2. Click the Shares button in the Name field of the Reservation Tile:

Bing, Chandler

Profiles | ‘ v

Shares Y PBX Names [

A window titled Room Shares will open. Once shares are created, this window will reflect all
shares associated with this Reservation Tile. For now, you can see that No Shares exist.

Room Shares - Unit: LROS [o|[@] =

Sq Mark = ResNo Name Arrival Dep A C O  RtPkg  Lev Spl Route# Value Balance In-Room

| B

No Shares

@ o s W N

Unshare

Edit

Unshare

Edit

e Enter the name of the second guest in the following format: Last Name, First Name
e Change the number of Adults from 2 to 1
e Page Down to Save

Enter share reservation name |Tribbiani, Joey |

Adus [ 1] Chidren | o]  Others[ o] Copy Rate Code (YN)?[y |
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The Room Shares window will not update to reflect that this Reservation Tile is split into two shares,
one for Joey and one for Chandler. Each Share now has its own separate Reservation Number.

Sq Mark _ ResNo Name Amival Dep AJC|o
fing, Chandler 07/20/21 07/23/21 2 0‘ 0’

2 12R03R ibbiani, Joey 07/20/21 07/23/21 1 0 OR

4. Escape to return to Chandier Bing’s Reservation Tile

5. Click Edit on the Reservation Tile and change the number of Adults in the room from 2 to 1.
Since each Share has its own Reservation Tile, the number of adults should reflect the
number within each portion of the room, not the number of adults overall.
If we failed to edit the number of adults on each share to 1, this room would appear

to contain 4 adults which would result in the guests being responsible for the S50 per
additional adult per night fee.

6. Create a Mini-Group to connect Joe and Chandler’s Shares by typing Chandler’s Room
Reservation Number into the Group Field of the Reservation Tile.

You can see the Reservation Number in the top left corner of the Reservation Tile:

Ri#t12RA3P:NEY ITN#: 10S@RI4W@

Deposit Requested

Share:1 of 2 Shares Y. PBX Names [
Contact Name
Contact's Phone
Group [12R03P N
Secretary M
Corporation

Page Down to save.
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7. You will be prompted with a question about the Rate Values.

Display Rate Values as of Ioday ' or as of Eeservaions | cyrrent rate version tag?(T/R)? D ’

This question is asking if you want to update the room rate to the cost of the room as of today
or keep the cost of the room at the rate it was the day the guest booked.

Select R to keep the rate the same as it was on the day the guest booked their reservation.

8. A Rate Override window will open. You must select the Rate Code you want to apply to the
Reservation. Since we’re not changing the rate, we just want to pick the option that matches the
rate we already have booked.

If you are unsure of which option to select, you simply make sure both the Room Code and
Package Cade on the Reservation Tile match the rate vou select from the list.

Amval 07/20/202 Rate Calculator - Visual SMS|Host

Departure sz (=) Rate Ovemde

Arrive |07/2012021 B Tuesday Ad /Ch /Ot Market [R | ¥/ Sub-Market[R10 |+
Depart | 07/23/2021 B Friday 2] off o

Mult-Prop [L_|~ 3 Nigh(s)

arivalime | Category [ ]~ BogRate [_|~I[ ~I[ J=I[ I~ I I+
Departtime | ° Iype |LROS  |¥| Units |:] Unit [:] % Rate/Pkg E] Rate Group | | Meals | |~
Reguesis[ | [ ]/ [ J~I[ J=I[ J~I[ I~
M Corporason v Group 12R03P |
# of Rooms "% = e =

- Events 3 Nights

F Descrp® Room Tyoe] Vac || Avi | Grp || Unk Descripion _|[Tstwiot] _Averge Tax Towl
- RRL | | Lodge Rack tRos || 8| 3| 5 Lodgeocean | 13000 130000 45198| 417000
- /2 IRRL  Lodge- IAGTO NetR: LROS 8 3 5 LodgeOcean 11815 118150 38508 354450
v

Pre-Amival 8

F4-AutoBook

Package

Upon selecting the rate, you will be returned to the Reservation Tile.
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9. Access Special Billing

Because we entered the Reservation Number into the Group field on the Reservation Tile, the
Group field with Special Billing now reflects a red one.

We do not want anything in this field in Special Billing, so change this red one back to zero.

Routing Profiles Routing Profiles

Group [ 0 | Group |0 |

| o
T ] s | (o o] o

Details

10. Click Traces and open the FDB Trace
e Copy the secondary FDB Trace to a scratch document
e Delete the secondary Trace and save.

Chandler’s Reservation Tile is now all set!
11. Escape Traces to return to the Reservation Tile

12. Click the Shares Button and select the Sequence Number for Joey Tribbiani’s Reservation.
You can see that Joey’s Reservation Tile is entirely separate from Chandler’s.

a
Tribbiani, Joey

Profiles | | =

Share:2 of 2 Shares Y. PBX Names [

Contact Name
Contact's Phone

13. Click the Guest Button on Joey’s Reservation Tile to open Chandler Bing’s Guest Tile and create a
C/0 Guest Tile for Joey

14. Whose Joey’s newly created C/O Guest Tile to Joey’s Share

15. Change the Guarantee Code on Joey’s Reservation Tile from An Advanced Payment to J Other
Reservation
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16. Access Special Billing
e Remove the dollar amount written in the Deposit #1 Line

e Remove the Red 1 in the Group field
17. Escape to return to the Reservation Tile

18. Click the Traces Button and add a new FDB Trace
Paste and save the secondary FDB Trace that you copied from Chandler Bing’s Reservation Tile

Joey’s Reservation Tile is now all set!
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Un-share / Re-share

A.k.a. How to re-arrange a large rooming list you've already split/shared

e If you already split out a group of rooms and assigned the guests to the shares, but then the guest
calls to re-arrange who is paired with who....

e Notate the R# of each person involved

e Pick one reservation tile for each shared room and click "Share" > "Unshare"

o This will split the shared room into 2 individual rooms while retaining all golf/funds paid.

e When you are ready to re-pair up each couple, pick one of the Reservation tiles, click "Share,"
then click "Share" again (instead of "Generate Share")

e Type in the Reservation number of the person you want paired into that room and hit "enter" (do
not click "Find")
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Tape Chart (F8)

Color
Gray
Green
Red
Black
Dark Blue
Light Blue

Olive Green

Description

New (NEW) reservation

Confirmed (CNF) reservation

In-house (INH) reservation

Checked out (OUT) reservation

Out-of-order (OOO) record. This record will display the out-of-order reason.

Temporary hold (HOLD) record. This record will display the user that placed
the unit on hold and the hold reason.
For more information, refer to the Temporary Hold section.

Shared reservation record. To view the reservation names, double-click on
the record.

e Tape Chart

o

o

Used to rearrange which guests are in which rooms

Example: The booking center says 3 Spa Rooms are available, but when you try
to pre-block them, nothing pops up. That is because a Spa room is available on
every night, but it’s not the same room 3 nights in a row. You need to get with a
supervisor and look into rearranging rooms.

This is most common with Casa Palmero due to it having fewer rooms but occurs
with other properties during busy seasons and when trying to book adjacent

rooms.

To see if exact room is available, use the

Type the room number into the "Unit" field

e F8

e Setthe date

[ ]

e Page Down
Tips:

e If you need to move rooms, extend the left side menu of the tape chart by dragging it wider so you can see
all room features for each room. This ensures you will be moving the guest into an exact same room style.
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A
HotTape Electronic Tape Chart 13:18:19
:Ll'rt T P|H| O/l |R|Des |
n c
| ype —
L1656 |LROS |B |V N |Ocean Vie
L157 [LROS [B|I | |* [N|Ocean Vie [[Battis]
L1586 |LROS |B N |Ocean Vie| [[Battis]
L158 [LROS |B|C| |* N Ocean Vi |[Ramirez, Ci
dlr1aa 1rns Ielel [+ M locean vid

e Before moving any blocked room, double click the reservation on the Tape Chart and pull up the
Reservation Tile. Check the notes to make sure the guest didn't request that exact room by room number
and that it is not marked as non-movable.

Use the Tape Chart to see what Bedding arrangements we have for rooms we need to preblock,
especially if they need QQ for LROD or BRC7 and FWY 1 and FWY rooms when we only have a couple left

Should | check the tape chart?

1 room left and they want QQ - yes
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ADA Accessibility

ADA stands for the Americans with Disabilities Act enacted in 1990.
refers to the Act’s

Pebble Beach Resorts strives to ensure safety, comfort, and accessibility to
all guests with disabilities. These efforts are described on our website here:
https://www.pebblebeach.com/inn-at-spanish-bay-accessibility-features/

Resort-Wide ADA Accessibility
e ADA accessible parking stalls
e Accessible paths of travel to guest rooms and public areas
e Restaurants have wheelchair accessible tables and seating options
e All public areas are accessible, including the main lobby, guest check-ins, concierge, pre-function
areas, meeting rooms, exterior fire pits, patios, pools and spa
e Accessible fitting rooms and guest service counters
e Pool lifts for pools and hot tubs

Room ADA Accessibility
e All entrances are wheelchair accessible with a minimum of 32” wide doorways
e Roll-in showers with grab bars, a foldable set, and adjustable showerhead
e Hand rails surrounding the bathtubs and toilets
e More space between furniture with clear access to the balcony/patio
e Hand rails on balconies
e Wants on curtain sheers are lowered/hand held
e Dressers and closets are designed for accessibility for guests in wheelchairs
e Desks, counters, and sinks have roll-in access

Hearing Impaired Rooms
e Astrobe light will activate when the doorbell rings and when the fire alarm is triggered.
e Housekeeping has additional accessories for Hearing Impaired guests such as an attachment for

the phone that lights up when it rings and an attachment for the bed which vibrates when the
phone rings.

Golf Course ADA Accessibility
o All courses are wheelchair accessible

e Pro Shops can provide case by case approval for guests with disabilities to drive their golf carts
on the fairways

e Pro Shops can provide a Solo Rider cart that enables guests to swing while remaining seated
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Find ADA Accessible Rooms via the Tape Chart

From the Booking Center, click F8 on your keyboard.
This will open the Tape Chart as well as a pop-up window titled Room Filter Settings.

e Set the Starting Date for your guest’s desired date of arrival.
e Set the first Features Code to:

o OH for Handicapped Accessible

o H1 for Hearing Impaired

HotTape Electronic Tape Chart 09:48:27 E]L
Unit Type P/H|O|I |R Desc Feat Springer-Miller Systems, Inc. E]
B1502 |BRO7 B N |Ocean View VO i g 2
S5 o I [ [ s wi Room Filter Settings
B1546 [BS04 [B[0[ [* [N [Ocean Executive N Starting Date [0si01/21 | Saurday
[BRG7  [B [N [Garden View VG,§ T =
[BsF3 (B [N |Governors suite VO§ ype g
B2043 |BRG7 |B [N [Garden View VG i Unit i
[BRO7 |8 [N [Ocean View VO, Filter  Property |
B3005 [BRG7 |B|O| |* |N|Garden View VG,§ Type =
B3039 [BRG7 [B|0| |* [N |Garden View VG, Rental d
B4001 |BRGZ |B|O| |* N |Garden View VG| e
1103 [LRoD [B/N| | [N|Ocean Deluxe BK,L Program | |~
L142 [LROS B[N |N [Ocean view [BK,L Vacancy (V)acant/Dirty, (O)ccupied, (C)lean/Vacant
L144  [Lso3  [B[o| [* [N |Awvarado Suite 8K, Features | Handicapped Accessible
L163  [LROS (B[N [N [ocean view [BK,L —— =
L194 [LRG7J (B[N [N [Garden View wiSpa [BK,L

LRGS [BIN |N [Garden View - Value [BK,L
LRGS [BIN [ View [Ba,l
Garden View [BK,L
LRGS [BIN [N [Garden View [Ba,L
PRX3J) [B|N [N [casa Spa Room [Ba,d Category

U 4«

Bekks
:

Availability ~ Arrival | 7/

B
Depart| / / B

Be sure to expand the left pane of the tape chart enough to see the full name and features of each room
in your results. Do so by dragging the bar along the right side of the pane (Indicated in red below).

e

iy 2527
" 2[5 4.5 6 7 8 8w n n e m e,

UL

[SPrice.d]
w42 |Leos

Lus Lsos e

e ros |

T

o0 [tRos |

02 wes

s Ros Blo| [N w = [SAndrow]

Liot LRSS (8N | |N Gorden View BALGRO,SPORFWVGIC, , R

otz sy W Casa Spa Room. BQOMAWSPL, 11\

< > | >
T« T « Q Information | Marke Segmert e Suies

15l o =T SortOrder | Nurer ~ | zoom AuoLive On = | &

= | = El | Bl | Bl | ease e ~| voe Block Aivals Calendar || _Print
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In the example below, the filter set includes the OH Room Feature Code which means all results will be
ADA Accessible rooms.

e To book a guest in one of these rooms, you must pre-block the guest into the exact Unit
Number of the available room.

e You can only book rooms from this list that do not have any guests currently blocked into them
during your guest’s desired dates of stay.

In this example, if we are looking at ADA rooms available from May 1°-5", we are limited to the results
in the red boxes because all other rooms already have assigned guests.

HotTape Electronic Tape Chart 11:54:09

Unit T P H 0|1 |R|Desc F May 2021
’ e =t 1,2 ,3) 4,5
502 BRO7 B N Ocean View VO,BK,0H,SP,VL,CL,LG,CC,FW,MR
B1546 |BS04 B0/ [* [N|Ocean Executive VL,BK,SB,RC,VO,0H,CC,FW,LU,SS
BRG7 B N Garden View VG,BQ,0H,SP,CV,CL,BV,CC,FW,LG
BSF3 B N Governors Suite VO,BK,RC,SB,BV,FW,LU,RK,SS,0H
BRG7 B/l | [* |N|Garden View VG,BQ,0H,CS,CV,SP,BV,CC,FW,LG
BRO7 B N Ocean View VO,VL,0H,SB,BK,CV,LU,CL,FW,MR
BRG7 B0/ [* N Garden View VG,BQ,0H,CL,LU,CV,BV,CC FW,
BRG7 B0/ [* |N|Garden View VG,BQ,0H,SB,CV,LU,BV,CS,FW,
BRG7 B0/ [* |N|Garden View VG,BK,0H,LU,BV,CC,CV,FW, ,
L103 |LROD B N Ocean Deluxe BK,LG,RO, SP,0H,FW,VO,US, , S Price, G
L1142 [LRos [BIN N Ocean View BK,LG,RO,SP,0H,FW,VO,UA, ,
L1144 [Lso3  [B|o| [* [N[Awarado Suite BK,LG,RO,SP.0H,FW,VO,UA, ,
L163 |LROS [B|N N Ocean View BK,LG,RO,SP,0H,FW,VO,UP, ,
L194 [LRG7J BN N Garden View wiSpa BK,LG,RO, SP,0H,FW,VG,UR, ,
L300 [LRGS [B/N N Garden View - Value BK,LG,SP,0H,FW,VG,UL, , ,
1302 [LRGS [B/N N Garden View BQ,LG,SP,0H,FW,VG,UL, , ,
1336 |LRGS B0/ [* [N[Garden View BK,LG,SP,0H,FW,VG,UM, , , S Andrew
L404 [LRGS [B|N N Garden View BQ,LG,RO,SP,0H,FW,VG,UC, ,
P642 |PRX3J [B|N N Casa Spa Room BQ,0HFW,SPJJ, , , , ,
<

If you need an ADA room with additional features such as two queen beds or on a ground floor, you can
click the Filters button from the bottom button bar and set additional features to narrow your search.

Filter Vacancy | | (V)acaniDiry, (O)ccupied, (C)leanVacant
Features |0H | v| Handicapped Accessible

Information Market Segment

Sort Order Number

Zoom AutoLive On
Move Block Arrivals
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Book ADA Rooms and Golf

ADA Rooms

Hearing
Impaired Room

Golf Access to
Drive on
Fairways

Solo Rider Carts

Pre-Block the guest into the ADA room number
Leave as moveable
OH should be added as a requested Room Feature on the Reservation Tile

Pre-Block the room / Leave as moveable

H1 should be added as a requested Room Feature on the Reservation Tile
Set a Housekeeping Trace informing them that the guest is hearing
impaired and request that they activate the strobe light.

Not all ADA rooms will be Hearing Impaired Rooms and vice versa.

Let the guest know that this decision is ultimately up to the pro shop on
the day of play

Set a baby note or Tee Sheet Note that states “Req. Blue Flag Access”
Contact the pro shop by phone or email (depending on how far in advance
the guest has booked their tee time)

The Pro Shop will need to get approval from the Superintendent of Golf
and make sure that no maintenance will be done on the fairways that day.

Each Golf Course only has one solo rider

Leave a baby note or tee sheet note that states: “Req. Solo Rider”

Contact the pro shop by phone or email (depending on how far in advance
the guest has booked their tee time)

The Pro Shop will need to arrange for the Solo Rider cart to be brought to
the appropriate courses on the guest’s dates of play.

Note from The Inn at Spanish Bay:

Ocean Executive Suite B1546 is ADA accessible. If a guest who does not require ADA Accessibility
books an Ocean Executive Suite, avoid blocking them into this particular room number to keep this
option available for guests who require this accessibility.

If B1546 is the last available Ocean Executive Suite, inform that guest that the room is ADA Accessible.
e If the guest is ok with this, proceed as normal and leave a K note advising the guest that they
are aware this is an ADA room.
e If the guest is not happy with the ADA accessible room, try to find alternative suite options. If
no other options exist, a Reservations Supervisor may approve a rate negotiation.

It is not necessary to inform guests of ADA Accessibility for other ADA Suites.
e V2036 — Governor’s Suite
e L144 - Alvarado Suite
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Resort Guest Dining

o . There is little difference between booking Day Guest Dining vs. Resort
~ e Guest Dining.

St The primary distinction is that Resort Guest Dining Reservations must be
associated with the Room Reservation Tile.

When booking a Resort Stay for a guest, the Reservations Agent will typically offer to arrange dining
toward the end of the call, after the rooms and golf have been added to the Itinerary.

When a Dining Reservation is added on to a room booking, SMS will associate the Dining Reservation
with the Reservation Number of the Primary Guest’s room.

Itinerary # 1050RI4W0 (PARTIALLY COMPLETED)

__Ty Gst Res Lev Code Description Date
»|R |11F6HB | *12R03P [NEW |RRL Lodge Rack ... |07/20/21-07/23/21
R |11F6HC *12R03R [NEW |RRL Lodge Rack ...|07/20/21-07/23/21 1
D |11F6HB |1 [12R03P |NEW |12DR1.. |SWBG Dinner ...|07/20/21 18:00 2 |}
— |

If you enter the Reservation Tile of R#12R03P in the example above and open the 5 Schedule, you will
see that the Stillwater Bar & Grill Reservation is tied to this room.

Facility Usage & Recreation &

Scheduling 5

o Active Schedule for Reservation: Bing, Chandler

Sq Type Booking# Level Name Service Description
1 Dine 09J9QG ‘NEW Bing, Chandler 12DR17 Dinner at Stillwater

2
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Resort Guest Golf

A key difference between Day Guest Golf and Resort Guest Golf is the
method through which we guarantee the guest’s tee times.

Day Guest Golf Resort Guest Golf

Day Guests must provide a credit  All recreation associated with a Resort Stay
card at the time of booking to is (golf, spa, dining) is guaranteed by the
guarantee their tee time. guest’s two-night room deposit.

If the guest cancels their tee time  If the guest cancels their entire reservation
within their cancellation window within 14 days or no-shows, this will result in
or fails to show up, we will charge  forfeiture of this deposit.
the greens fees to this credit card.
If the guest just wants to cancel a tee time
on their room reservation within 14 days,
the guest will still be billed the greens fees.

Resort Guest Golf Cancellation Resell
If a Resort Guest needs to cancel a golf tee time within their 14-day cancellation window, but they will
still be keeping their room reservation, we can offer to try to re-sell that tee time for the guest.

This means that we will cancel the golf reservation, thereby opening that time slot for another guest to
book. If another guest books that vacated time slot, the Resort Guest will not be charged the greens fees
for their cancellation inside 14 days.

If we are unable to re-sell the tee time before that date, the Resort Guest will still be responsible to pay
for the Greens Fees.

286



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Resort Guest Golf Guidelines

Pebble Beach Golf Links Guidelines
We give our Resort Guests priority to book Pebble Beach up to 18 months in advance.

To take advantage of priority booking, Resort Guests must stay for a minimum number of nights. If they
do not meet these guidelines, they may only book Pebble Beach per our Outside Guest Guidelines.

During Peak Season During Non-Peak Season
(August — November) (December — July)

e Resort Guests must book a minimum of a 3 e Resort Guests must book a minimum of a 2
night’s stay to book a Pebble Beach Tee night’s stay to book a Pebble Beach Tee
Time up to 18 months in advance. Time up to 18 months in advance.

e [f they wish to play Pebble Beach twice e If they wish to play Pebble Beach twice
during their trip, they must book a minimum during their trip, they must book a
of 5 nights. minimum of 4 nights.

e If they wish to play Pebble Beach three e If they wish to play Pebble Beach three
times during their trip, they must book a times during their trip, they must book a
minimum of 7 nights. minimum of 6 nights.

1 PB round = 3 Nights 1 PB round = 2 Nights

2 PB rounds =5 Nights 2 PB rounds = 4 Nights

3 PB rounds = 7 Nights 3 PB rounds = 6 Nights

*NGTF may be
sold w/ 2 nights
all year long

Rate S575 per player (cart is complimentary)

Room Stay Not Guaranteed to Finish Times may be booked with a two-night minimum stay all year long.
Requirement Maximum of 2 golfers per room
(If a guest wants to book more than two golfers in advance, they will need to reserve
multiple rooms, all of which need to be booked for the required minimum number of nights.)

Cancellation  May change or cancel their tee time up to 14 days prior to arrival.
Period
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Note:
If a guest meets the Pebble Beach Golf Links Guidelines, they will also meet all guidelines listed below.
The below guidelines are for guests who will not be playing during their stay.

Spyglass Hill Golf Course Guidelines
Rate S415 per player (cart is complimentary)

Room Stay 1-night stay Monday-Thursday or 2 Night stay Friday-Sunday
Requirement Maximum of 2 golfers per room

Cancellation  May change or cancel their tee time up to 14 days prior to arrival.
Period

The Links at Spanish Bay Guidelines
Rate $295 per player (cart is complimentary)

Room Stay 1-night stay Monday-Thursday or 2 Night stay Friday-Sunday
Requirement Maximum of 2 golfers per room

Cancellation  May change or cancel their tee time up to 14 days prior to arrival.
Period

Del Monte Golf Course Guidelines
Rate $110 per player (cart is complimentary)

Room Stay 1-night stay Monday-Thursday or 2 Night stay Friday-Sunday
Requirement Maximum of 2 golfers per room

Cancellation  May change or cancel their tee time up to 3 days prior to arrival.
Period

The Hay Guidelines
Rate $110 per player (cart is complimentary)

Room Stay 1-night stay Monday-Thursday or 2 Night stay Friday-Sunday
Requirement Maximum of 2 golfers per room

Cancellation  May change or cancel their tee time up to 3 days prior to arrival.
Period
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Book A Room + Golf + Dining Itinerary

James Bond wants to book a two-night stay at Pebble Beach
Resorts and play one round of golf at all three courses.

1. Gather information from the caller:

How many rooms will he need? He only needs one.

How many golfers will be visiting? Himself and his buddy, Valentine. (Remember, he can only
book two golfers max per room)

What dates would he like to play? He wants August, but we let him know that this is Peak
Season, so in order to book Pebble Beach more than one
day in advance, he will need to book a three-night stay.
He decides to move his dates into July instead.

What type of room would he like? He decides to book an Ocean Deluxe room at The Lodge

What are his ideal tee times? He wants to play in the afternoon on the date of arrival,
10am on the middle day, and 7am on his final day so he
can catch his flight home.

2. Setthe Master Data Range calendar for Mr. Bonds desired dates of stay. By doing this, all
calendars in every tab of the Booking Center will sync to these dates.

| Arrival |07/19/2021 [ Mon | Nights| 2 ;Events'

3. Use the Guest Room Tab of the Booking Center to search for Mr. Bond’s Ocean Deluxe Room at
The Lodge at Pebble Beach.

Resort Scheduling I Tee Times | Dining I Vendor Activityl Booking InfoI

— |
Arrive |07/19/2021 % Monday Corporation v
Depart |07/21/2021 % Wednesday Secretary v
adicnot| 2] o] of [ 2nights) | Group -
Travel Agent v
Type v Pkg/Rate v v v v
Unit v Units 1 Reguests v v v v
Market [ |~ Sub-Market v
Rate Code Description Room TypeVac Avl Grp  Unit Description 1st wio tiAverge Tax Total
RRL Lodge Rack LRCF 7 5 0|FW1 Partial Ocean | 1260.00 1,260.00 273.52| 2,520.00
RRL Lodge Rack LRGF FW1 Garden 1040.0( 1,040.00 226.46 2,080.00
ILodge Ocean Deluxe |
Casa Rack ST
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4. Double click the room in the search results to add it to your Itinerary.

ltinerary # 1050RI4W1
Description

12R03S NEW | RRL Lodge Rack ... 07/19/21-07/21/21

5. Click on the Tee Times Tab of your Booking Center to search for Tee Time Availability.

Because you have a room in
your ltinerary, the Guest Type
in the Tee Times Tab will be
permanently set to Hotel Guest

Guest Rooml Resort Scheduling SERILES Dining] Vendor Activityl Booking Infol
S—

Note of the Day:

N W

Sun
¥°" @ ;luiz] Guzsi Set the number of players to 2
e - Update
Wed 1 L _IDAVAGTIESY: Results
T::':% ® 3100 Set the number of days to 1
Account Type | .
. | Advanced Deposits | Set the calendar for the first
Use Rate Filters [J Perfect Fit (] date you wish to search

Gow |-
Course ID | Name Code Day Part A Select your course

ALL All Courses ALL All Day
10PB10 PEBBLE BEACH GOLF e —O Click Update Results
20SB10  LINKS AT SPANISH BAY B Maint3NtMinimum
[J0SCT0—— SPYCLASS ML COLT C  DNU GTF 3 Nt Minimum
SODM10  DEL MONTE GOLF D PBCEmployee Spedial
[6OPH10 iTHE HAY E  DNU Maint3 Nt Minimum

6. James Bond wants to book an afternoon twosome on his night of arrival.
In order to smart-book this guest, we should offer the 3:10pm time slot which is Guaranteed to
Finish and has exactly two open spots.

Course | Date |Time |DPt|HL|0pen| Specific Group Blor A
20SB10  07/19/21 07:00 G 01
20SB10 071921 0910 G 01
20SB10 0719221 10:20 G 01
20SB10  07/19/21 1510 G 01
208810 0719721 0630 G 01
20SB10  0719/21 06:40 G 01
208810  07/19/221 0650 G 01

Ahbll\)'\)f\)l\)
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7. Upon selecting this tee time, you will see all available rate codes appear for this booking.
We want to book Rack Rate for our Resort Guest, so we double click the GFT Resort Guest rate
code to add this tee time to our Booking Center.

Course I Date ITime |DPt|HL|Open| Specific Group Blor A Rate Description Per Player Total
208B10 1 0719/21 07.00 G 01 2 GTF Promotional/Donat... 295.00 590.00

20SB10  07719/21 0910 G 01 2 GTF Golf VIP 295.00 590.00
20SB10  07/19/221 10:20 G 01 2 . GTFResortGuest 20500 590.00
20SB10  07719/21 1510 G 01 2 - GTF 4th NtMC Comp  0.00 ‘ 0.00
20SB10 G 01 4

07/19/21 06:30

felal

era UOURI4
Ty| Gst Prf Res Lev Code Description Date Time Ppl | Location| Amount
4R RO RR odge Ra 07/19/21-0 ROD 4.86
G | ] 112R03S |NEW |20GATV |GTF Resort Gu... |07/19/21 11510 | 2 |208B10 |  590.00

8. Move on to the next day on the calendar to book the 10am tee time.

As you can see, availability is limited at Pebble Beach Golf Links on this date. We try to re-
arrange the schedule to make Mr. Bond’s desired times fit, but it doesn’t look like Pebble Beach
will work on any other day.

Course I Date I Time |DPt|HL|Open| Specific Group Block Rate Description |Per Player| Total
10PB10 _ 07/20/21 06:30 G 01 2 GTF Promotional/Donat.. 575.00 1,150.00
10PB10  07/20/21 06:40 G 01 4 GTF Resort Guest  575.00 1,150.00
10PB10 0712021 0650 G 01 4
10PB10  07/20/21 15:00 G 01 4
TOPB10 07720121 1510 G 01 4
10PB10 07720121 1520 G 01 4

Instead of offering the guest all six available times on this date, we can simplify our conversation
by reducing our offering down to two options:

“Mr. Bond, | see that we can book Guaranteed to Finish tee times on Pebble Beach Golf Links at
either 6:30am (the only morning tee time with exactly 2 available slots) or 3pm (the earliest of
the afternoon tee times). Will either of these times work?”

9. Mr. Bond chooses 3pm, so we select GTF Resort Guest to add this tee time to our Itinerary.

ltinerary # 1050RI4W1
Ty Gst Prf Res Lev Code Description Date Time Ppl | Location Amou
L R 12R03S NEW RRL Lodge Rack ... 07/19/21-07/21/21 2 LROD 3,374
G 12R03S |NEW |20GATV |GTF ResortGu... |07I19/21 1510 2 208B10 59
G 12R03S |NEW |10GATS |GTF ResortGu... (07/20/21 15:00 2 10PB10 1,15
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10. We move onto the final date and Smart Book a 7:50am tee time for Mr. Bond at Spyglass Hill

07/21/21 15:00 G

Course Date | Time |DPt|HL|Open Specific Group Blor A
§3OSG10 07/21/21 0750 G 01 2

30SG10 07221211310 G 01 2
30SG10 01 2

Rate Description

Per Player | Total

GTF Promotional/Donat... 415.00
GTF Resort Guest

415.00

11. Now that all tee times are set, we should ask Mr. Bond if he would like to add:
e Rental Clubs
e A Double Caddie
e A Forecaddie

Mr. Bond says he wants a double caddie and that Mr. Valentine and himself will both need
rental clubs. (The cost to ship clubs from England to Pebble Beach is far too expensive.)
We make a note of these additions on our scratch document for later.

. Mr. Bond wants to book a dinner reservation at The Tap Room after his Pebble Beach round

since he has heard that this restaurant is known as the 19" Hole of Pebble Beach.

Access the Dining Tab of the Booking Center to search for dinner availability.

Set the date to the same day as his Pebble Beach Round
Set the number of days to 1
Set the number of people to 4 (Mr. Bond’s party will be joined by two local friends)
Set Dining Service to Tap Room Dinner

Guest Room ] Resort Scheduling I Tee Times m Vendor Activity I Booking Info I

|3 |»

[ =]
BDIEEE
(= [e |5 |»
= =]

| |&
BREEE

N a
]
3
8

o [ [8[3 |= |~

s
o

# of Days | 1|
# of People | 4|

Code

Name

14DR06

The Bench Dinner

15DR04

BC Lunch

315

292

16DR02

Gallery Brkfst/Lnch

18DRO1

Tap Room Lunch

18DR02

Tap Room Dinner

20DR05

Test Lunch

20DR10

Test Dinner

22DR01

Roy’s Breakfast
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13. We want to Smart Book this dining reservation, so we should be considering two factors:
o  Which time slots are available for the smallest table size that will fit Mr. Bond’s Party?
(i.e. the 4-Top Tables)
e What time of day will be far enough away from Mr. Bond’s Pebble Beach tee time to
ensure that he can complete all 18 holes? (His tee time starts at 3pm, so we need to
budget for a 4 % to 5 -hour round plus wash up / travel time.)

Remaining(Tables)

O 1
! I !

“Mr. Bond, what would be your ideal time to have dinner? | recommend 8pm at the earliest
so we do not cut your Pebble Beach Golf Links round short.”

14. Mr. Bond elects 8:30pm, so we double click on the 8:30pm time slot on the 4-Top row to add
this dining reservation to our Itinerary.

era DOURI4
Ty Gst Prf Res Lev Code Description Date Time Ppl | Location Amount
4R D RO RR odge R3 0 9 0 P ROD 4.86
G | \ 112R03S |[NEW |20GATV |GTF Resort Gu... |07/19/21 11510 | 2 [208B10 |  590.00
G 12R03S [NEW [10GATS |GTF Resort Gu... (07/20/21 1500 | 2 |10PB10 1,150.00
D RO SDRO ap RoomD 0 0 0:30 4 0.00
G 12R038 |NEW |30GATP |GTF Resort Gu... [07/21/21 0750 | 2 [30SG10 830.00

15. At this point, we should:
e Review all bookings with the guest
e Quote our 14-day cancellation policy
e Advise of the dollar amount of the 2 Night Deposit
e Ask for the sale

16. Mr. Bond wants to proceed, so we click the down arrow next to the Guest field in the Booking
Center. Mr. Bond has been here before, so we just need to find his previous Guest Tile:
e Ask Mr. Bond to verify his address to ensure we have located his Guest Tile
e Double click on the Guest Tile line to add this Guest to you Booking Center

SEARCH RESULTS

]Guest # © LastName  First NamAlternate IPhone 1 Phone 2 Fax Address City State Zip CountCompany LEMa
\ 10N1X |[Bond James |Janet [604.224. Suite 109+3855 HBurnaby |BC V5C [CA [Ventana Construd|f
\ 10788R Bondarovich |James 303.440. 1725 Upland Ave |Boulder co 803QUS i
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17. Now that Mr. Bond’s Guest Tile has been added to the Itinerary, click the Guest Button to open
the Guest Tile and collect his credit card for the deposit.

Guest v | 10N1XD Bond, James

Guest | Name [ |
10N1XD ]Bond. James *Primary

Even if Mr. Bond already has a credit card on file, we must collect a card upon every booking to
ensure that the card is still valid.

18. Once the credit card has been collected, un-pause your recording in NAVIS and ask the guest if
you may place him on a brief hold while you finalize his booking.

19. Prepare your booking:
e Access the Reservation Tile
e Click E for Edit and Page Down.
Follow the prompts to select the:
o Media Type — Internet
o Media Source — Pebblebeach.com
o Incoming Phone Number — Reservation Center
o Guarantee Code — A for Advanced Deposit
Escape to return to the Booking Center

20. You will not be able to click the Complete button on this Itinerary yet.
Instead, you must right click on the line of your room reservation and select Complete Booking.
This will only Complete the room, leaving all recreation as incomplete.

ltinerary # 1050RI4W1
Ty Gst Res Lev Code Description Location Amount
R [10N1XD | |12R03S |[NEW |RRL Lodge Fgae \LROD 3,374.86
G 10N1XD 12R03S NEW  20GATV 20SB10 590.00
G 10N1XD 12R03S NEW  10GATS Complete Booking 10PB10 1,150.00
D 10N1XD 12R03S NEW  18DRO.. CoriiiEi iy 0.00
G 10N1XD 12R03S NEW  30GATP 30SG10 830.00

Prf

s ianina Asinaina

4

Cancel Booking

Unlink from Itinerary

Cancel and Unlink from Itinerary
Delete and Unlink from Itinerary
ReLink to Itinerary
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21. Re-enter the Reservation Tile to collect the Deposit:

e Double click the room to return to the Reservation tile

e C(lick Bills

o Enter Transaction Code - 970PPV (M, V, A, or D for the credit card code)

Enter the deposit amount
Enter C for Charge
Page Down
Select Yes to verify that all entries are correct
Tab to move curser outside of the credit card number field
Page Down
Press any button to return to Bills
Exit to return to the Reservation Tile
Exit to return to the Booking Center

O O O O OO0 O0O OO0 O

22. Take the caller off hold, thank them for their patience, and gather the final bits of information
required for the booking:

Would you like me to request two Queen beds? Yes

What is Mr. Valentine’s full name? Cupid Valentine

Will you and Mr. Valentine be splitting charges  Keep everything under Mr. Bond’s card.
at checkout or should we keep everything under Mr. Valentine will Venmo Mr. Bond for his
your credit card? portion.

23. Close the call:
e Read through every booking with the guest in order to ensure accuracy
e Reaffirm the 14-day cancellation window and the exact final date the booking can be
changed/cancelled.
e Inform the guest that their confirmation email will arrive within one hour
e Ask if they need assistance with anything else
e Thank Mr. Bond for calling
e Endthecall
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Clean Up A Room + Golf + Dining Booking

1. From the Booking Center, click into the Profile field of each recreational item in your Itinerary to
assign one profile from your Guest Tile to each activity.

Code

ltinerary # 1050RI4W1

Description Date Time Ppl

10N1XD
10N1XD
10N1XD

12R03S
12R03S
12R03S

1on1xD  [Rd| 12R03s

NEW
NEW
NEW

RRL

20GATV
10GATS

18DRO...

30GATP

10N1XD |Bond
10N1XD |Bond

Lodge Rack ...|07/19/21-07/21/21
GTF Resort Gu... 07/19/21

Tap Room
GTF Resort Gu... 07/21/21

mm

GTF Resort Gu... 07/20/21

Din... 07/20/21

James

Janet

2. Once every activity is assigned a Profile, all line items on the lItinerary will change from red to
white, and the Complete button will become available to push.
Complete the Reservation.

3. Enter the Reservation Tile and click Edit

Itinerary # 1050RI4W1
|| Ty Gst Prf Res Lev Code Description Date Time Ppl | Location
*[R [10N1XD 12R03S |NEW |RRL Lodge Rack ...|07/19/21-07/21/21 | | 2 |LROD |
G |10N1XD |1 12R03S |NEW |20GATV |GTF ResortGu... |07/19/21 15:10 2 |20sB10
G |10N1XD |1 12R03S |NEW [10GATS |GTF ResortGu... |07/20/21 15:00 2 |10PB10
D |10N1XD |1 12R03S |NEW [18DRO.. |Tap Room Din... |07/20/21 20:30 4
G |10N1XD |1 12R03S |NEW |30GATP |GTF ResortGu... |07/21/21 07:50 2 [30SG10
<
Unlink All Cancel ltinerary Confirm Itinerary
Delete Pending Expand ltinerary Complete Itinerary

4. Type your quoted cancellation policy into the Audit line

Reservation

Housekeeping

Audit

Adv. Mr. Bond 14 CXL C9 4.10.21
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5. Addthe Room Feature Request for two Queen Beds

Requested Room Features

6. Page Down to save

7. Since Mr. Valentine will not be paying for this trip, add him as a PBX Name:
e Click PBX Names

I

Shares Y. PBX Names [

e Click A for Add
e Enter Mr. Valentine’s full name into the window

Switchboard Names

e Page Down to save
e Escape to return to the Reservation Tile

8. Access Special Billing to make sure that your Deposit #1 amount matches the deposit you
collected from the guest.

osit#1 |04/10/2021 3,374.86
t#2 | // L
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9. Click More Notes to add your Closed R Note about the booking.

LastUser[as | E‘ Closed Note

Date |04/11/21  |3M Sunday
Time |08:08

Mr. Bond booked a trip for himself and his friend, Mr. Valentine.  *

Booked LROD QQ 7/19-7/21

7/19 8B 2sm 3:10

7/20 PB 2sm 3pm, Tap Room 8:30pm

Date | 04/11/21 7121 SG 2sm 7:50am

Time |08-08 Double cads and rental clubs on all courses.

NN 4 44 N4

User (A5
Not Printed Type [R |~ Reservations

Since we only booked one room, and Mr. Bond will be covering all charges, we do not need to
add an FDB Trace. By adding Mr. Valentine’s name as a PBX, we have already indicated that Mr.
Valentine does not need to put down a credit card with the front desk when he checks in.

10. Escape to return to the Booking Center

11. Double click on the first tee time to open the Golf Tile and click the small Edit button to the right
of Mr. Bond’s tee time

Bl

v it I
1A ¢

8 |eoe[ ] Em
o

Bond 20GATV | ¥/ GTF Resort Guest Edt
James DA sﬂ Post Bil
Guest | 10N1XD. James Bond v
2 N Profle |1, James Bond v
/ Edt
Account | 12R03S, Bond. James v In ~Edis
590.00 Dep | ITN#: 1@5@RI4WL
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12. Add the Double Caddie request

14. Page Down to save all edits
15. Escape to return to the booking center
16. Repeat the Double Caddie and Rental Club requests on the two remaining tee times
17. Confirm the reservation
E' | Confirm ltinerary |
Complete Itinerary

18. Send an IEMAIL

- L A L

Enter Letter Code '

19. Complete and Save your Booked Lead in NAVIS

As a single room booking, we have already set this reservation up for arrival, so we will not be
receiving a 10 Day Arrival notice from the Reservations Auditors.
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10 Day Arrivals | Golf Splitting

If multiple guests will be splitting charges on room and golf,

o When to Split
o When you are creating an itinerary with multiple golf packages, the golf needs to be
split and assigned to each package.
o When the golf payment will be paid for individually by the golfers (in which case, you
will have already created Shares and Guest Tiles for each secondary sharing rooms.)
o How to Split:
o Begin at the 12-day point, after having shared the rooms
o Inyour secondary guests’ reservation tiles, the 5 schedules will be blank because all golf
is currently only associated with the primary’s room. Use Scan Link or Jump to get to the
primary’s tile with the full 5 Schedule, then click “Edit”
o Click “Split” and select the appropriate ration depending on who will be paying for golf
Once the reservation is split, assign the secondary payees to their golf reservations by
clicking the “Account” dropdown area. (This is the golf equivalent of Whosing.)
o Type the secondary’s name into the search box in the bottom right corner
o Select the correct person
o Choose the appropriate rate code
o Type “Y” to change the name on the share, then Page down to save
o If the guests pre-paid their golf, add this information (which should already be in an FDB Trace,
in the baby notes of the golf.
o This is so the pro shop can split the bill appropriately. They cannot see the reservation
traces; only the tee sheet.
o Example FDB Trace:

(0]

Example Baby Note: “PPD 2SM. Charge toR#___”
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Pre-Blocking

Blocking a Room is the assignment of a specific room to a specific customer.

When a guest books a stay at our Resort, we reserve them a specific Room Type.
Once we are within 14 Days of their arrival, the Front Desk will Set the House,
meaning they will assign every incoming guest to a certain room number.

By waiting until we are within the no-cancellation period for each guest’s reservation before assigning
rooms, our front desk is saved the trouble of needing to continually re-organize the room blocking each
time a guest changes their plans or cancels.

There are some instances, however, in which we, as Reservations Agents, need to assign specific room
numbers to guests at the time of booking. The process of pre-emptively assigning room numbers to a
booking is referred to as Pre-Blocking.

The Following Room Types Must Be Pre-Blocked:

Property-Wide:
e Suites (Non-Moveable)
e 2" room of 2-Bedroom Suites (Non-
Moveable)
e Connecting Rooms for Families and small
children (Non-Moveable)
e ADArooms

The Inn at Spanish Bay:
e Scenic View Rooms with QQ beds

The Lodge at Pebble Beach:
e Ocean View Studios
e Garden Spa Rooms
e Fairway Rooms
e Fairway One Rooms
e Deluxe Ocean View Rooms with QQ beds
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Casa Palmero / Inspirato

Inspirato is a travel membership agency that provides exclusive stays to
its members. One of Inspirato’s “exclusive” properties is Pebble Beach’s
Mediterranean estate, Casa Palmero.

Casa Palmero has a total of 24 rooms, 10 of which are under contract Inspirato beginning April 1%, 2021.
Because of this contract, the 10 Casa Palmero rooms on the Inspirato contract are unavailable for us to
book in Reservations.

e Inspirato members must book their Resort Stays directly through the Inspirato company.
e Inspirato’s contract also includes exclusivity to tee times on all Pebble Beach Golf Courses.
Inspirato members need to book all tee times directly through Michelle Zimny.

Michelle Zimny Ext. 6668 zimnyM@pebblebeach.com
info@inspirato.com
Inspirato Phone: 888--625-7525

If a guest who is not a member of Inspirato would like to book one of the 14 non-contracted Casa
Palmero rooms/suites, that reservation may be booked through the Reservations Center at Pebble
Beach Resorts, including golf tee times.

Casa Palmero Room Blocking
Michelle Zimny is responsible for blocking all Casa Palmero rooms for both Inspirato members and
guests who book directly through Pebble Beach.

Unlike the Inn at Spanish Bay and The Lodge at Pebble Beach, Michelle Zimny blocks Casa Palmero as
soon as the reservation is booked.

Because Casa Palmero is blocked right away, as Reservations Agents, we need to prepare all Casa
Palmero Bookings for Arrival at the time of booking — not at the 10 Day Arrival point.

This includes:
e Duplicating all rooms as needed
e Splitting all golf as needed
e Setting all applicable Notes and Traces
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How to Pre-Block / Auto Book

Pre-blocking is done during the Clean Up process after you have completed your call with the guest.

1. Access the Reservation Tile

2. Click the Auto Book button (or F4 on your keyboard) in the Room section

mﬂl BSF5 |
# of RoomdForest Executiv'ei Duplicate | Movable

Requested Room Eeatures

3. TypeY for Yes to only search for rooms that are an exact match

4. The Available Unit Scan window will open with a list of every available room that matches your Reservation Tile
Click the Sequence Number of the room you wish to select.

Available Unit Scan - By Number

Description Features
Forest Executive VF,BK,RC,SP,CV,CC,CL,LG,FW,SS
Forest Executive VF BK,RC,SP,JJ.LG,BV,CC.FW,SS
Forest Executive VF BK,RC,SP,BV,JJ.LG FWRK,
Forest Executive VF BK,RC,SP,CC.JJ.LG,FW,RK SS
Forest Executive VF BK,RC,SB.CL,CV.,JJ,CCFW,SS
Forest Executive VF,BK,RC,CS,CV,JJ,CC,FW,LU,RK

-

~ BDEIEEE
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5.  You will be prompted to update the Rate Code on your Reservation. We want to keep the Rate Code the same, so
we will click R for Reservation

Display Rate Values as of 1093y | or as of Reservaions ' cyrrent rate version tag?(T/R)? I:I '

6. Select the Rate Code that matches your current Reservation. | this case, there is only one option:

"~ Rate Override

Arrive | 04/01/2021 H Thursday Ad/Ch /Ot Market i Sub-Market 7
Depart | 04/0212021 B Friday 2]l of o
Multi-Prop [2_| + L1 Nares) |
Category [ |~ proRate [ |~I[ J~I[ J¥I[ I J=I[ ]+

Iype [esFs  |wl Units| 1] Unit v/|| RatePkg [P | RateGroup| | Meals[ |+
Reguests[ |~ [ J~I[ J~I[ J-I[ J+I[ I+

Corporason v Group v
Secretary v Travel Agent v
Sq Rate Code Descripion Room Type/| Vac | AVl | Grp Unit Descripion  |1stw/ot] Averge Tax Total
i RRB |SpanishBayRack |BSFS | 8| 8| 0 ForestExecutive | 17200 172000 18595 1,720.00

2

<)

You will see that the Room Type Code BSF5 has been moved to a yellow box to the right of the Room field.
In its place, the Room field now holds the exact room number that we have assigned to this guest:
Room # B1016

B1016 BSF5 Clean / Vacant

Duplicate Movab

—

# of Rooms

Auto Book Tips:

e If you already know the room number of the room you want to block, instead of clicking Auto
Book, click Edit on your Reservation Tile, type the room number into the Room field, then
save.

e If multiple rooms of the same room type are booked onto one Reservation Tile, Duplicate the
rooms at the time of booking in order to Auto Book right away.

e If aroom that requires Pre-Blocking needs to be split into Shares, Pre-Block the room prior to
creating the Share. This will prevent SMS from glitching.

When pre-blocking rooms that require specific room features (such as ADA rooms and Scenic View /

Ocean Deluxe with two Queen Beds), set your Room Feature on the Reservation Tile before clicking
Auto Book.

304



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Two Bedroom Suites

A Two Bedroom Suite is a suite that is booked in conjunction with a regular room
that has a connecting entrance to the suite.

All Suites at the Inn at Spanish Bay and The Lodge at Pebble Beach can be booked
as Two-Bedroom Suites.

il

Two Bedroom Suite Booking Checklist:

v Have Supervisor check Delphi (If suite is at Spanish Bay 1+ month out)

v Pre-Block both the Suite and connecting room

v' Mark the room as Non-Moveable

v' Leave a K note in both rooms advising that the room should not be moved
v" Mini-Group the Suite and room together

v' Leave a R Note if a supervisor checked Delphi for a Spanish Bay Suite

e The Two Bedroom Suite Rate is equal to the Suite Rate and the connecting Room Rate combined
e All suites will have one King Bed
e Allrooms that connect to a suite will have two Queen Beds
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Book A Two Bedroom Suite

The McGuires are booking a Two Bedroom Suite for themselves and
their college-age son and daughter, Johnny and Melissa McGuire.

e Inthe Booking Center, Access the Guest Room Tab to search for room availability.
Keep the Unit field set at 1 so we can select one suite and one room.

Guest Room | Resort Scheduling | Tee Times | Dining | Vendor Activity | Booking Info |

Arrive |05/03/2021 % Monday Corporation v
Depart | 05/07/2021 % Friday Secretary v
Adichiot| 2| ol of [ 4nights) | Group -
Travel Agent v

Type v PgRate[ |~ <[ <[ |~ |+ |~
Ui - ums[ i Remess| || e[ e[ || Jv[ |
Market |:| v Sub-Market v

Rate Code Description RoomTypeVac Avl  Grp  Unit Description 1st wio tiAverge Tax Total
|Spanish Bay Ocean |

RRB Spanish Bay Rack |BRL7 9 3 0[Spanish Bay Oceanl| 1180.0 1,180.00 512.80| 4,720.00

RRB Spanish Bay Rack |BRC7 22 13 1|Spanish Bay Scenic | 1070.0( 1,070.00 465.76 4,280.00

RRB Spanish Bay Rack |BRF7 77| 23 9|Spanish Bay Forest | 980.00 980.00 427.24| 3,920.00

RRB Spanish Bay Rack |BSF5 8 8 0|Forest Executive 1720.0 1,720.00 743.80 6,880.00

RRB Spanish Bay Rack |BSC5 2 2 0|Scenic Executive 1820.0 1,820.00 786.60| 7,280.00
Spanish Bay Rack |BSO4 1 1 0|Ocean Executive 2000.0¢ 2,000.00 863.60| 8,000.00
Spanish Bay Rack 1 1 0[Ocean Honeymoon [ 1870.0 1,870.00 7,480.00

e Double click on both the suite and the Room Type that connects with your suite to add both
rooms to the Itinerary as separate Reservation Tiles,

Upon double clicking the second room, a window will appear titled Possible Duplicates /
Overlaps. This is a system flag that is triggered to warn you in the event you selected multiple
rooms on the same dates by mistake.

Escape to bypass this flag.

Possible Duplicates / Overlaps - By Guest# ?E_SS

Res# | “Guest# @ “Unit = "Prop @ “Amval = "Depart *Name * City " State
12R03U 108438  BRO7  Spanis  05/03/2021 08/07/2021 McGuire, Ja Hudson  OH
12R03W 108438 BSO4 Spanis  05/03/2021 05/07/2021 McGuire, Ja Hudson OH

[ e 5o oo [ oo —
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e Inthis example, we have selected a Two Bedroom Suite at The Inn at Spanish Bay. Per our
booking guidelines, we must contact a Supervisor before we proceed so they can check Delphi
and verify that this suite is not on hold for any Groups.

If the supervisor confirms that the suite is available, proceed to the next step.

e Click the Down Arrow next to the Guest field in the booking center to search for / create the
guest’s Guest Tile and collect their credit card.

e Ask the guest for permission to place them on hold so you can finalize their booking.
The deposit should always be processed on the room in which the Primary Guest will be staying,
so double click on the Suite (BS04) in the Itinerary Detail to prepare this Reservation Tile.

ltinerary # 1050RI4W2
Description Date Time Ppl Location Amount

Spanish Bay R... 05/03/21-05/07/21 2 BRO7 5,964.68
Spanish Bay R... |05/03/21-05/07/21 2 BSO4 8,975.60

e Prepare your Reservation Tile and collect the deposit like normal:
o On the Reservation tile, click E for Edit and Page Down.
o Follow the prompts to select the:
= Media Type — Internet
= Media Source — Pebblebeach.com
®* Incoming Phone Number — Reservation Center
= Guarantee Code — A for Advanced Deposit
Escape to return to the Booking Center
Right Click on the Suite in the Itinerary Detail section and select Complete
Return to the Suite’s Reservation tile
Click Bills
=  Enter Transaction Code - 970PPV (M, V, A, or D for the credit card code)
= Enter the deposit amount
= Enter Cfor Charge
= Page Down
= Select Yes to verify that all entries are correct
=  Move your curser outside of the credit card number field
= Page Down
=  Press any button to return to Bills
=  Exit to return to the Reservation Tile
=  Exit to return to the Booking Center

O O O O
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e Gather information from the Primary Guest about all rooms:

e Close your call:
e Reconfirm the booking and cancellation window with your guest
e Inform the guest that their confirmation email will arrive within one hour
e Askif they need assistance with anything else
e Thank them for calling
e End the call.
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Clean Up A 2 Bedroom Suite Booking

1. Clean Up the Suite Reservation Tile:
e Add the cancellation quote in the Audit line

e Type the Reservation Number into the Group Field to create a Mini-Group

Group |[12R03Y v | Mini-Group
Secretary 7
Corporation v

e Access Special Billing and remove the red 1 that appeared due to your Mini-Group Code

Routing Profiles

e Click Auto-Book to assign the Suite.
In our example, there is only one available Suite on these dates.

Includes On Hold Rooms

e Mark the room N for Not Moveable

[Bso+ T 0-Occupediy
# of Rooms | 1] | Duplicate | Movable |E|

Requested Room Features
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e Add a Closed R Note with a summary of the booking:
(Because we booked a Spanish Bay Iinn suite, include a note about checking Delphi)

04/11/2021 12:16:56 PM

LastUser[as | h Closed Note
Date | 04/11/21 Sunday =
Time (12:16
Mr. M booked Ocean Executive 2 bedroom suite for 4 nights "
5/13/5/7
PB 4sm 8am 5/5
SG 4sm 10am 5/6
Date | 04/11/21 Peppoli for 5 at 8pm 5/6
rime[iz16___| | |[Ccesked e :
User |A5
Not Printed

e Adda K Note to ensure the Front Desk does not modify your Room Blocking:
(We checked our Spanish Bay Room Features Chart to verify that room #B1048 is the
Ocean View Room that connects with this Suite.)

04/11/2021 12:33.50 PM

Lasvserfss |
Date|04/11/21 | B Sunday
Time |12:33

Please do not move.

Sold as a 2-Bedroom Ocean Executive Suite + Ocean View.
Blocked B1546 with B1548.

Co9411.21

Copy this note to a scratch document. This exact note will also be posted on the
connecting room’s Reservation Tile.
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e Add an FDB Trace to explain the Billing Scenario:

‘ 04/11/2021 12:23:17 PM
Last User | A5 | !1

Date |05/03/21 Monday

Time |00:00

Mr. McGuire R#12R03Y to cover all charges for the 2 Bedroom
Suite.
Co94.11.21

2. Escape to return to the Booking Center, then enter the Reservation Tile of the Connecting Room

3. Prepare the Connecting Room Reservation Tile (as if you were going to take a deposit):

e On the Reservation tile, click E for Edit and Page Down.
Follow the prompts to select the:
o Media Type — Internet
o Media Source — Pebblebeach.com
o Incoming Phone Number — Reservation Center
o Guarantee Code —J for Other Reservation
Escape to return to the Booking Center
Right Click on the Suite in the Itinerary Detail section and select Complete
Return to the Suite’s Reservation tile

4. Clean Up the Connecting Room’s Reservation Tile:

e Type the Reservation Number of the Suite into the Group Field to add the connecting
room to our Suite’s Mini-Group

Group [12R03Y ¥  Mini-Group
Secretary ]
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e Auto-Book the Ocean View Room that connects to our Ocean Executive Suite
We already know the exact room number we need to Pre-Block, so instead of clicking
Auto-Book:
o Click E for Edit
o Type B1548 into the Room field
o Page Down to save

# of Rooms

e Mark the room N for Not Moveable

[Bso+ T 0- Occupediy
# of Rooms | 1] ‘ Duplicate | Movable |E|

Requested Room Features

e C(Create an identical K Note to ensure the Front Desk does not modify your Room
Blocking:

04/11/2021 12:33:50 PM

Last User D

Date [04/11/21 |3 Sunday
Time [12:33

Please do not move.

Sold as a 2-Bedroom Ocean Executive Suite + Ocean View.
Blocked B1546 with B1548.

C94.11.21

Date

Time
User

Not Printed
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e Add an FDB Trace to explain the Billing Scenario:

04/11/2021 12:50.58 PM

Last User [ A5 | é‘
Date |05/03/21 Monday
Time |00:00

DO NOT ASK FOR CC
Transfer all charges to James McGuire R#12R03Z.
Co94.11.21

e Edit the name on the Reservation Tile to the name of one of the adults who will be
staying in this room.

Name

N u
McGuire, Melissa

e Add the second adult as a PBX Name

iz ] woous elssa |

Firstlgohony |

5. Escape to return to the Booking Center
6. Confirm the Itinerary
7. Send an IEMAIL confirmation

8. Create and save your NAVIS Booked Lead
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Families with Children

When families with multiple children visit, it is common for them to book two
rooms: one room for the parents and one room for the kids.

In these instances, we want to book the parents in a room that is directly
adjacent to the children’s’ room.

Inter-Connecting Common Entry Adjacent
Internal doors directly connect ~ The entrances to both rooms Two rooms next to each other.
the interior of both rooms. are in a shared entryway.

You can use your Property Maps to determine which
rooms are adjacent to each other.

However, if all children in the second room are under 21
years old, the rooms must be pre-blocked as either Inter-
connecting or Common Entry rooms.

Use your Room Features charts to see which rooms interconnect and which have common entry.

Room | Category | Inter-Conn. | Common | Bed Type | (P)aligor | Levelon | Wing | Han
- Room# | Entry ®alsony, | Map

1002_| BRO7 1004 - QQ P 15T D
BRO7 1002 : QQ P D

1006 | BRO7 : : QQ P D
1008 | BRO7 ; : Q0 P D
1010 | BRE7 : : QQ P D
1012_| BRE7 : : Q0 P D
1014 | BRE7 1016 : QQ P D
1014 KING P D
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Book A Family with Children in the Second Room

During the Call

e Build your Itinerary and complete the booking process as normal
e Ask the guest if their children have any allergies of which we should be aware

o Ask the guest the ages of their children

Clean Up

e Add all children as Profiles on the Guest Tile and include their ages in the notes, such as 7 years
old in 2020.

e Duplicate the rooms

e Pre-block the rooms as common entry or inter-connecting using your Room Features Chart
o Ifyou are having trouble finding interconnecting/common-entry rooms that are
available, use the F8 Tape Chart to see if any guests can be moved to allow you to block
the family’s rooms together. (See a supervisor for assistance)

e Mark both rooms with an N for Non-Moveable

RCS C - Occupied/Clean
# of Rooms |:] Duplicate Movable EI Move \

Requested Room Eeatures

v v

hd

e Seta Front Desk Trace on both rooms dated for 3 days prior to arrival:

Last User |c9 m

Date |06/24/21 | FM Thursday

Time |00:00
Please do not move. Blocked parents R#12S6MY in L350 with &

| To |LFD | | ||children R#1256VB in L349.

C96.15.21

Date|

Time v
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e Seta Room Service Trace on the children’s room:

LastUser[co | m
Date[06/24/21 | Thursday
Time [00:00 )
Please remove all alcohol/tobacco from room. Minors occupying.  *
| To_[iRs | ~] {|co6.15.21
Date| / /
Time Y

e Ifall children are minors, change the name on the second room:

Welcome Back! I Messages I Locators 4
Raven, Children

e If minors will be playing golf, add their ages to the baby-notes of the tee times
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Fairway One Cottages

The Fairway One Cottages of The Lodge at Pebble Beach are the ultimate clubhouses for a group of golf
enthusiasts.

There are two cottages available at Pebble Beach, each of which can be booked with up to four
bedrooms: The Eastwood Cottage and The Palmer Cottage.

Cottage Bedding Arrangements:
e Room 1-King Bedroom with connecting door to the living room
e Room 2 — Double Queen Bedroom with outside entry and connecting door to the living room
e Room 3 - King Bedroom with outside entry and keycard access to the living room
e Room 4 — Double Queen Bedroom with outside entry and keycard access to the living room

Cottage Breakfast:

¢ Complimentary Breakfast is included with Cottage Suite Reservations.

e If a Cottage Room is reserved without the Suite, breakfast is not included.

e Breakfast is delivered each morning to the Cottage Suite for all guests, or to individual Cottage
Rooms

e Two weeks prior to arrival Lodge Special Services will be responsible to contact the guest to
present the Breakfast delivery options listed above. Reconfirm time of said delivery and inform
the guest that they should be prepared for delivery beginning % hour prior to meal time. Traces
set up by Reservations will now be amended by Special Services to reflect the type of breakfast
delivery and time for delivery each day.

Information Resources:
e L Drive > Resort Knowledge > Fairway One Cottages
e L Drive > Resort Knowledge > Hotel > Fairway 1
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Cottage Booking Guidelines

6 to 18 Months in Advance The Cottage Suite may only be booked as a 4 Bedroom Suite
3 to 6 Months in Advance The Cottage Suite may be booked as either a 3- or 4-Bedroom Suite
1 to 3 Months in Advance The Cottage Suite may be booked as either 2, 3, or 4 Bedroom Suite

Up to 1 Month in Advance The Cottage Suite may be booked on its own orasa 2, 3, or 4
Bedroom Suite

Up to 1 Month in Advance Individual Cottage Rooms may be booked
With Supervisor Approval

Cottage Booking Checklist
v" Pre-Block the Cottage Suites and Cottage Rooms

v" Add a $50 Breakfast Charge to each Cottage Room
(This is not needed on the suite because the
breakfast fee is already included in the rate)

v" Y Note Rooming List
v' FDB Trace —Billing Scenario
v" LHK Trace — For any needed rollaway beds

v' FWB Trace “2/3/4 Bedroom Cottage — breakfast
included” (Required on every morning they will dine)
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1. Setthe Master Data Range calendar in the Booking Center to your guest’s desired dates.
2. Use the search tool on the Guest Room Tab to search for availability with the unit field set at 1.
e Inorder to book a 4-Bedroom Cottage, we need to have at least 1 FW1 Cottage Suite
and 3 FW1 Cottages (rooms) available.
e Inthe image below, you can see that both of our 4-Bedroom Cottages (Eastwood and
Palmer) are available on these dates.

Rate Code Description Room Type Vac M Grp  Unit Description 1st w/o tiAverge i

RRL Lodge Rack LRWS 16 16 0|Lodge Fairway 1080.0( 1.080.0d

RRL Lodge Rack LSW1 2 0[FW1 Cottage Suite §3500.0( 3,500.01

RRL Lodge Rack LRWF 6 0[FW1 Cottage 1300.0( 1,300.01

RRL Lodge Rack LRCF 1 ™ O[Fv T Pamarocean | 1260.0( 1,260.01

RRL Lodge Rack LRGF 15 15 0[FW1 Garden 1040.0( 1.040.0"

3. Double click on the Cottage Suite to move this room into your Itinerary.

4. Change the number in the Units field of your search to 3, then search again.

5. Double click the FW1 Cottage room to pull 3 of these into your Itinerary at once.

6. Click the Down Arrow next to the Guest button in your Booking Center to search for / create
your guest’s Guest Tile and collect their credit card.

7. Ask the guest if you may put them on hold so you may finalize their booking and process their
deposit.

8. Return to the Booking Center and double click on the Cottage Suite in your Itinerary Detail to
open this Reservation Tile

9. Prepare the Cottage Suite’s Reservation Tile

e Access the Reservation Tile
e Click E for Edit and Page Down.
e Follow the prompts to select the:
o Media Type — Internet
o Media Source — Pebblebeach.com
o Incoming Phone Number — Reservation Center
o Guarantee Code — A for Advanced Deposit
e Escape to return to the Booking Center
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10. Re-enter the Reservation Tile to collect the Deposit:

e Double click the room to return to the Reservation tile

e C(lick Bills

o Enter Transaction Code - 970PPV (M, V, A, or D for the credit card code)

Enter the deposit amount
Enter C for Charge
Page Down
Select Yes to verify that all entries are correct
Tab to move curser outside of the credit card number field
Page Down
Press any button to return to Bills
Exit to return to the Reservation Tile
Exit to return to the Booking Center

O O O O OO0 O0O OO0 O

11. Right click on the line of your room reservation and select Complete Booking.
This will only Complete the room, leaving all recreation as incomplete.

12. Take the caller off hold, thank them for their patience, and gather the final bits of information
required for the booking:
e Rooming List
e Billing Scenario

13. Close the call:
e Read through every booking with the guest in order to ensure accuracy
e Reaffirm the 14-day cancellation window and the exact final date the booking can be
changed/cancelled.
e Inform the guest that their confirmation email will arrive within one hour
e Askif they need assistance with anything else
e Thank Mr. Bond for calling
e End the call.
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Clean Up Your Cottage Booking

1. Open the Reservation Tile of the Cottage Suite (LSW1)
e Add the cancellation quote in the Audit line

e Type the Reservation Number into the Group Field to create a Mini-Group

Group |[12R03Y v | Mini-Group
Secretary N
Corporation v

e Access Special Billing and remove the red 1 that appeared due to your Mini-Group Code

e Click Auto-Book to assign the Suite.
L503 = Eastwood Cottage
L513 = Palmer Cottage

Routing Profiles

Includes On Hold Rooms

Type Depart | Armival ipti Features

LsSwi1 1121 01/07 BK,LG,RC,SP,FW,TT,U1,WW, ,

L513 LSW1 1271 01/07 BK,LG,RC,SP,FW,TT,U2,VW, ,

|

e Mark the room N for Not Moveable

Room 1503 LSw1 N - Needs Inspection

#of Room\,lc fmge Suite} | Duplicate Movable IN | Move \
Requested Room Features
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e Add a Closed R Note with a summary of the booking:

Wiggum, Ralph 04/11/2021 03:17:27 PM

Last User |5 | Closed Note

Date|04/11/21 | Sunday
Time | 15:16

Mrs. booked 4 Bedroom Cottage for friends spa trip. No golf.

She will call back to book dining.
She is interested in the Equestrian Center.
C94.11.21

Date | 04/11/21
Time [15:17
User | A5

Not Printed

e Add an FDB Trace to explain the Billing Scenarios for the Primary Guest:

Wiggum, Ralph 04/11/2021 03:25:32 PM

Last User | A5 -

Date [01/03/22 Monday —

Time | 00:00

. Mrs. Wiggum R#12R040 to cover all room charges for 4 Bedroom *
FDB E| Cottage. All else to each guest.
C94.11.21

Date| / /

Time v

User

e C(Create a Y Note with the Rooming List for your Cottage Suite
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2. Escape to return to the Booking Center, then enter the Reservation Tile of the 3 Cottage Rooms
3. Prepare the Connecting Room Reservation Tile (as if you were going to take a deposit):

e On the Reservation tile, click E for Edit and Page Down.
Follow the prompts to select the:
o Media Type — Internet
o Media Source — Pebblebeach.com
o Incoming Phone Number — Reservation Center
o Guarantee Code —J for Other Reservation
Escape to return to the Booking Center
Right Click on the Suite in the Itinerary Detail section an select Complete
Return to the Suite’s Reservation tile

4. Clean Up the Cottage Room(s) Reservation Tile:

e Type the Reservation Number of the Cottage Suite into the Group Field to add the
connecting room to our Suite’s Mini-Group

Group [12R03Y ¥ | Mini-Group
Secretary v
Corporation v

e Access Special Billing and remove the red 1 that appeared due to your Mini-Group Code

Routing Profiles

Group [ o0 |
Corporate m m

e Addan FDB Trace to explain the Billing Scenario for the guests in the 3 Cottage Rooms:
Copy/Paste this Trace to a scratch document because you will need to use it again.

Reservation Traces
| Wiggum, Ralph | Reservation #12R041 04/11/2021 03:28:24 PM
LastUser[as | B
Date|01/03/22 | Monday
Time |00-00
Transfer LRWF x 4 nts to Mrs. Wiggum R#12R040. 2
| To |FDB | ¥ ||All else to each guest.
c94.11.21
Date| /
Time v
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e Access Special Billing and change the amount in the Deposit #1 line to $0.00

04/11/2021
l /

5. Split out the 3 Cottage Rooms hy clicking the Duplicate button

_Roon_[E1G

# of Rooms 3 Duplicate

e Page Down to agree

Reservations will use 12R041 as their GROUP/LINK code.
How many of these 3 units do you want to duplicate? | I

e Page Down to Agree

This reservation will have 1 left. | | '

e Y forVYes

Do you want to (D)uplicate special billing instructions? (YIN)? D

e Y forYes

Are you certain you wish to do this? (YIN)? I:I
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6. Click Auto-Book to Pre-Block the 1%t Cottage Room

Remember, we booked the Eastwood Suite, Room L503. This means that we need to Pre-Block
the Cottage Rooms that connect with the Eastwood Cottage Suite: 500, 501, and 504

Room/Unit Availability

| Includes On Hold Rooms
Sq Cl OO H . Unit# Type Depart | Arrival Description
1 N L500 LRWF 11727 ‘01/07 FW1 Cottage
2 N L501 LRWF 11/27 0107  Connects w/L503
3 N L504 LRWF 11727 01/07 | FW1 Cottage
4 X L510 LRWF 1127 0107  FW1 Cottage
5 X L511 LRWF 11/27  01/07  Connects w/L513
6 X L514 LRWF 11/27 0107  FW1 Cottage

7. Mark the Cottage Room as N for Non-Movable

| Roon  [FGNE
# of Rooms Duplicate Movable \E’ Mc’

8. Scan + Link — or click J to Jump to the next Reservation Tile in this Mini-Group

9. Repeat the Pre-Blocking Process until all Cottage Rooms are blocked into the Eastwood Cottage room
10. Escape to return to the Booking Center

11. Confirm the Itinerary

12. Send an IEMAIL confirmation

13. Create and save your NAVIS Booked Lead
Important Note: You are not required to create C/O Guest Tiles for every guest in
each room until the 10 Day Arrival point — with one exception:
If you know the guest(s) will be booking Spa Appointments (Like in this example Spa

Trip Scenario), you will need to create C/O Guest Tiles right away because the Spa
cannot create multiple spa appointments at the same time under one guest’s name.
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10 Day Arrival | Cottage Booking

1. If your booking involves multiple guests who will be paying for their own charges, create all C/O
Guest Tiles and Whose each Guest to their appropriate Rooms / Shares

2. Copy the Secondary FDB Trace from the initial Cottage Room and paste this into new FDB Traces
ono the Reservation Tiles of the 2"¢ and 3™ Cottage Room:s.

3. Add the $50 Breakfast Charge to every Cottage Room:
Do not add this charge to the Cottage Suite. The Breakfast fee is already built into the Suite rate.

e Open Special Billing
e “A” for Add Charge

e A window will pop up titled Add/Edit Scheduled Charge with the below yellow prompt.
Page Down to bypass this prompt.

Valid values are | AMensies | | SerVice | | Rates | | Packages |
for incidentals or to go back (MN/RIP/A)?

L]

e The below message will appear. Page Down to bypass.

Enter a Code |:| '

e A window titled Transaction Code Lookup will open:

Transaction Codes Lookup - By Code E]
~ Code Descripton Defaut
1000313 | Tshits-Returns [ 0.00
2 | 000HBP  Honor Bar Posing 0.00
3|000IRB  In-Room Bar 0.00
4| 000PET  Pet-in-room Fee 100.00
5|000TIP  Service Charge-ROOMS 0.00
5 000VPH  Poppy His Charge 0.00
7| 020TCA  Ca Tourism Assessment 0.00
8| 020TID  Mniry County Tourism Tax 0.00
9| 020TOT  Transient Occupancy Tax 0.00
10| 100000  Inn-Rms-Transient 0.00
11/ 100020  Inn-Rms-Group Bus 0.00
12| 100040  Inn-Rms-Package 0.00
13| 100045  Inn-Rms-Pkg Discout 0.00
14| 100BRK  Inn Pkg Break Clear 0.00
15/ 100PKG  Inn Bqis Pkg Clear 0.00
2 ]a
X | ¥ |7 | Escape || Search | Search Cument View Search
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e Click the Double Down Arrow to move one page down in the code list.

Mo
ok

e Select Sequence Number 11: Room Transient — Lodge

e A window titled Add/Edit Scheduled Charge will open:

o Change the Amount Each field from $0.00 to $50.00
O Note that the 15t Post and Last Post field are set to the arrival and departure

dates of the guest’s reservation. This indicates that this $50 fee will apply to
every day of the guest’s stay.

 Add/Edit Scheduled Charge

e Page Down to Save

e Escape to exit the window.
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4. Add the FWB Fairway Breakfast Traces:
e Every room, including the Suite, must have FWB Traces set on every morning that each

room will have breakfast.:

Name Pending

Last User [ A5 |

Date | 04/03/21

Time [00:00

B

04/11/2021 04:11:58 PM

/1

Saturday
4 Bedroom Cottage - Breakfast Included N
C94.11.21
v

Since the Breakfast Trace is dated for the first morning that the guests will eat breakfast, there will be an

FWB Trace on every day starting form the second date of the guest’s visit.

This differs from the $50 Breakfast Fee in Special Billing which posts on every day of their trip beginning
on the Arrival Date and excluding the date the guests check out.

In this example, the guest is checking in on 1/3/21:

Traces (o @]
OpenDate ' Time Op Closed Date Time = Guest# @ Res# Refer To 1st Trace Line

1 0410612021 00:00 A5 /1 12082V | FWB 4 Bedroom Cottage - Breakfast Included

2 0400512021 00:00 A5 [/ 12082V FWB 4 Bedroom Coftage - Breakfast Included

3| 0410512021 00:00 AS | /1 12082V | FWB 4 Bedroom Coftage - Breakfast Included

o| 040472021 0000 A5 1/ 12082V FWB 4 Bedroom Cotiage - Breakfast Included

5. Respond to your 10 Day Arrival Email to let your Reservations Auditor and Supervisor know that
this booking is ready for arrival.
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Packages

A Pebble Beach Package is a promotional rate that bundles the room price
and golf greens fees together for an overall discounted price.

Pebble Beach only offers Packages for limited windows of time which are
designed to increase business during the traditionally slower business seasons
of the year, such as winter (December-March) and summer (June/July).

Pebble Beach Packages will differ from season to season, but the format follows a common structure.

The chart below is the Inn at Spanish Bay December 2020 — March 2021 Winter Stay & Play Package:

Includes: 2-night stay with Room, Tax, Service & Assessment; 2 rounds of golf (1 or 2 players, based on option selected)
One round at Pebble Beach & One round at Spyglass Hill OR Spanish Bay
3rd & 4th nights at 25% off Rack; Comp round at SB with third night; $200 Resort Credit

Valid Dates: February 4, 2021 - March 31, 2021 - Subject to availability

Booking Procedures: Total Package price due attime of booking; 14-day cancellation Revised 2/3/21-Ran
Change Confidential Rates in Special Billing “Y"; Package Golf booked under “Stay & Play” Golf Rates
Input appropriate PROMO CODE if applicable
All “converted” packages must be "zoom xXd”
If Primary will take all Resort Credit of multi-room booking enter "RCS,
Only room portion commissionable at 10%

" on their room and "RC$0" on all others

[ SPYGLASSHILLGOLF | 25% OFF
Room Category |Room Type WDBB1 Savings WDBB2 Savings WDBH1 Savings WDBH2 Savings 3rd/4th Nights | R/T/T/S/A
Ocean View |BRO7 S . $ (547.59)|$ 396960 | S (686.33)| | S $ (46265)| 8 128 | S (66465)] | S 967.50 | $1,100.98
Ocean Loft |BRL7 S $ (499.64)|$ 372934 | S (638.78)] | § 3,19588 | $ (42224)| S 52| S (62060) | S 870.00 | $§ 993.05
Scenic View |BRC7 $279556 | S (459.04)| $ $ (59851)] | S 298658 | $ (38802)|$ 378126| S (583.33)] | § 787.50 | $§ 901.73
Forest View |BRF7 $ 48 | § (425.86)| $ 78| $ (565.56)| | $ 528 | $ (360.06)| S 1250 | $ (55284)| | S 720.00 | $§ 827.00
| Garden View |BRG7 1| § (388.95) 175.00 | $ (528.95) 625.00 | $ (328.95) $ (518.95) | S 645.00 | § 743.99

3rd & 4th nights at 30% off Rack; Comp round at SB with third night; $300 Resort Credit

[ SPYGLASSHILGOLF | 30% OFF
Room Category |Room Type PDBB1 Savings PDBB2 Savings PDBH1 Savings PDBH2 Savings 3rd/4th Nights | R/T/T/S/A
Ocean View |BRO7 $ . $ (547.59)| 60| S 1686.332] $ $ (462.65)| 8 128 | S (66465) | $ 903.00 | $1.029.58
Ocean Loft |BRL7 $ $ (499.64)|$ 372934 | § (638.78)] | S 3,19588 | § (422.24)| § 52| S (62060)] | 812.00 | § 92884
Scenic View [BRC7 $279556 | S (459.04)| $ $ (598.51) | $ 298658 | $ (388.02)|$ 378126 | S (583.33)| | 735.00 | § 843.61
Forest View |BRF7 $ $ (425.86)| 8 .78 | § (565.56)] | S 281528 | § (360.06)| $ 1250 | § (552.84)] | 672.00 | $ 773.87
| Garden View |BRG7 00| $ (388.95) 17500 | $ (528.95) 525.00 | § (328.95) 5 (518.95)] LS 602.00 696.38

When a Package is released, you will receive two rate sheets like the example above. One sheet will be
the Package Pricing for the Inn at Spanish Bay. The second sheet will be for The Lodge at Pebble Beach.
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Which Resort?
The blue bar at the top of the Package Rate Sheet is where you will see to which Resort Property this
Package applies:

The pricing for a Package largely depends on the type of room in which the guest wishes to stay. As you
can see in the image above, this rate sheet example will list Package Pricing for guests who wish to stay
at The Inn at Spanish Bay.

When can the guest book a package?
The blue header states the approximate dates during which the Package may be booked, “FEB-MAR
2020-2021,” but the exact start and end dates are highlighted in yellow:

Includes: 2-night stay with Room, Tax, Service & Assessment; 2 rounds of golf (1 or 2 players, based on option selected)
One round at Pebble Beach & One round at Spyglass Hill OR Spanish Bay
3rd & 4th nights at 25% off Rack; Comp round at SB with third night; $200 Resort Credit

Valid Dates: February 4, 2021 - March 31, 2021 - Subject to availability

The guest’s entire trip —room and all tee times — must fall within these dates.

Booking Procedures

The Booking Procedures are outlined on the Package Rate Sheet. These instructions will be detailed
further in the following Pages.

Booking Procedures: Total Package price due attime of booking; 14-day cancellation

Change Confidential Rates in Special Billing "Y"; Package Golf booked under "Stay & Play” Golf Rates

Input appropriate PROMO CODE if applicable

All "converted” packages must be "zoom x'd”
If Primary will take all Resort Credit of multi-room booking enter "RC$ " on their room and "RC$0" on all others
Only room portion commissionable at 10%

What Packages Include
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Below the header of the Rate Sheet is a brief explanation of what is included in the Package.

Includes: 2-night stay with Room, Tax, Service & Assessment; 2 rounds of golf (1 or 2 players, based on option selected)

One round at Pebble Beach & One round at Spyglass Hill OR Spanish Bay
3rd & 4th nights at 25% off Rack; Comp round at SB with third night; $200 Resort Credit

Packages are quite customizable, so you will need to ask several probing questions to your guest before

you will be able to quote a rate. The following chart is an explanation of the possible Package Variations

that may be booked by our guests:

Package Structure:

Basic Package

3 Night Package

4 Night Package

1 or 2 Golfers

1 Room for 2 Night at The Lodge or The Inn at Spanish Bay
2 Golf Rounds: Pebble + Spyglass or Pebble + Spanish

A Resort Credit

1 or 2 Golfers

1 room for 3 Nights at The Lodge or The Inn at Spanish Bay

3 Golf Rounds: Pebble + Spyglass + Spanish or Pebble + Spanish + Spanish
A Resort Credit

1 or 2 Golfers

1 room for 4 Nights at The Lodge or The Inn at Spanish Bay

3 Golf Rounds: Pebble + Spyglass + Spanish or Pebble + Spanish + Spanish
A Resort Credit

A Resort Credit is a specific amount of money credited to the guest’s room reservation that the guest
may use during their stay for various purchases.

e Resort Credits may be used for Dining, Spa, purchases in Pebble Beach shops

e Credits may not be applied to Greens Fees or Room Rates

e Credits must be utilized during the stay and cannot be redeemed for cash

e The Resort Credit is issued per package, not per golfer.
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Package Pricing

For a Basic Package, the first decision a guest must make is which Resort they want to stay in.

Once they have decided between The Inn at Spanish Bay and The Lodge, you can pull up the appropriate
Package Rate Sheet for their desired property.

The second decision is which course the guest wants to play in addition to Pebble Beach Golf Links.

Each Package includes a round at Pebble Beach Golf Links, but the second round may be booked as
Spyglass Hill or The Links at Spanish Bay.

If the guest wants their second round to be Spanish Bay, your price options are contained within the left
box in the image below. If the guest wants their second round to be Spyglass Hill, you will quote prices
from the right box.

[ SPYGLASSHILLGOLF |
Room Category Room Type | | WDBB1 | Savings | WDBB2 | Savings WDBH1 | Savings WDBH2 [ Savings
Ocean View BRO7 $323834 [ 5 (547.59)|' S 3.969.60 | S (686.33)||| § 344328 | S (462.65)|$ 423128| S (664.65)
Ocean Loft BRL7 $299848 | 5 (499.64)|$ 3729345 (638.78)||[ S 319588 | S (42224)|§ 398752 [ $ (620.60)
Scenic View BRC7 $279556 | S (459.04)|$ 352608 | 5 (598.51)||[ $ 298658 [ S (388.02)|§ 378126 (583.33)
Forest View BRF7 $262948| S (425.86)[$ 335978 5 (565.56)||| § 281528 | $ (360.06)[$ 3.612.50 | $ (552.84)
Garden View BRG7 $244500 [ 5 (388.95)[8 317500 5 (528.95)||| § 262500 S (328.95)[8 342500] S (518.95

The next decision the guest must make is which type of room in which they want to stay.

Room Cat Room T,
The guest may only choose from the Room ozzan(\?;eivgow 3387 =
Types included on the Rate Sheet. You will Ocean Loft BRL7
notice that this list of rooms does not Scenic View BRC7
include Suites. Forest View BRF7

Garden View BRG7
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e The Ocean View Single Golfer (WDBB1) Package = $3238.34
e The Ocean View Double Golfer (WDBB2) Package = $3969.60

Both the Single Golfer & Double Golfer Packages include:

e A 2-night stay in an Ocean View Room at The Inn at Spanish Bay

e Around at Pebble Beach Golf Links
e Around at The Links at Spanish Bay

e A S200 Resort Credit

Room Category Room Type WDBB1 Savings WDBB2 Savings

Ocean View BRO7 $323834 | 5 (547.59)|§ 396960 | $ (686.33)]
Ocean Loft BRL7 $299848 | S (49964)|$ 3,72934 | S (638.78)
Scenic View BRC7 $279556 | $ (459.04)| $ 352608 | $ (598.51)
Forest View BRF7 $262948 | S (42586)| § 3,359.78 | S (565.56)
Garden View BRG7 $244500 | $ (388.95)|$ 317500 | $ (528.95)

*The Pricing for the Basic Package includes taxes, service fee, and assessment charges.

The Guest has the option to upgrade to the 3- or 4-Night Package.

Perks of Upgrading:

e Their 3™ and 4™ night will be billed at 25% off the rack room rate
e They will receive a complimentary round at The Inn at Spanish Bay

*The 3™ and 4™ night pricing will be the same regardless of whether the
guest books the single or double golfer package.
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Past Guest Offer

Traditionally, Pebble Beach will offer one package to the general public and a slightly sweeter Package to
guests who have stayed at our Resorts in the past.

The Package Structure will remain the same, but there are two key elements that may differ:
e Past Guests often receive a higher Resort Credit

e Past Guests often receive a larger discount on the rack rate if they book a 3 and 4™ night.

Past Guest Pricing is located on the Package Rate Sheet directly underneath the standard pricing:

[ SPYGLASSHILLGOLF |  25%OFF
Room Category Room Type WDBB1 Savings WDBB2 Savings WDBH1 Savings WDBH2 Savings 3rd/4th Nights | R/T/T/ISIA
Ocean View BRO7 [ $323834 | S (547.59)|$ 3,96960 | $ (686.33)] | § 344328 | § (46265)|9 423128 |$ (664.65) | S 967.50 [ $1,100.98
Ocean Loft BRL7 $299848 | $ (499.64)| $ 3,729, $ (638.78) | $ 3.19588 | $§ (422.24)|$ 398752 | $ (620.60)| | S 870.00 [ $ 993.05
Scenic View BRC7 $279556 | $ (459.04)|$ 3526.08 | $ (59851) | $ 298658 | $ (388.02)|$ 378126 | (583.33) | $ 78750 [ $ 901.73
Forest View BRF7 [ $2629.48 | § (425.86)[ $ 3,359.78 | § (565.56)| | $ 2.815. $ (360.06)|$ 361250 $ (552.84)| | 720.00 [ $ 827.00
Garden View BRG7 $244500 | S (38895)[$ 317500 | S (528.95) | $ 262500 | $ (328.95)|$ 342500 % (518.95)| [ $ 645.00 [ $ 743.99

3rd & 4th nights at 30% off Rack; Comp round at SB with third night; $300 Resort Credit

[ SPYGLASSHILLGOLF |  30%OFfF
Room Category Room Type PDBB1 Savings PDBB2 Savings PDBH1 Savings PDBH2 Savings 3rd/4th Nights | R/T/T/ISIA
Ocean View BRO7 [ $3.23834 [ S (547.59)| $ 3.969.60 | S (686.33) 3,443.28 | $ (462.65) 423128 | S (664.65) | S 903.00 | $1,029.58
Ocean Loft BRL7 [ $2,998.48 | § (499.64) 72934 | $ (638.78) 3,195.88 [ §  (422.24) 98752 | $ (620.60)| | $ 812.00 [ $ 928.84
Scenic View BRC7 | $279556 | S (459.04)|$ 3,526.08 | $ (598.51) 298658 [ S (388.02)|$ 378126 | S (583.33)| | $ 735.00 [ $ 843.61
Forest View BRF7 52,629.48 | § (425.86)| $ 3,359.78 | S (565.56) 281528 [ $ (360.06)| & 3.61250 [ $ (552.84)| | § 672.00 | $ 773.87
Garden View BRG7 $2445.00 | S (388.95) 175.00 | S (528.95) 625.00 | $ (328.95) 42500 | $ (518.95)] LS 602.00 [ $ 696.38

The Basic 2 Night Package Prices are identical between New and Past Guests, but for Past Guests
exclusively:

e The Resort Credit changes from $200 to $300
e The 3™ and 4™ night discount percentage changes from 25% off to 30%

Rack; Comp round at SB with third night; $300 Resort Credit
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Package Promo Code

Certain guests may receive promotional emails about our packages that include a Promo Code that
entitles the guest to a complimentary room upgrade.

These promo codes are typically intended to incentivize guests who have previously cancelled trips to
Pebble Beach to rebook their trip as part of this Package.

If a Package has an associated Promo Code, you will see this code at the bottom of the Rate Sheet:

If —and only if — a guest mentions a promo code, you must enter this code (RBK2020) into the Company
field of the Reservation Tile.

The Front Desk will upgrade the guest’s room based on what rooms are available at the time of arrival.
As a Reservations Agent, you simply need to book the guest into the package at one room level below
their desired Room Type.
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Book A Package

As we discussed in the previous section, there are several probing questions that must be answered by
the guest before you can arrange their Package Booking.

Probing Questions

1. When would you like to visit? (Must fall within valid Package Dates)

2. How many golfers are in your party? (Maximum of 2 golfers per room)

3. Will each golfer have their own room, or will we be booking 2 golfers per room?
(We will book one Package per room)

4. Have you visited Pebble Beach before? (New Guest vs. Past Guest Pricing)

5. Which course would you like to play in addition to Pebble Beach?

6. Would you like to book a 3" or 4th night to receive a complimentary round at
The Links at Spanish Bay?

7. Would you like to stay at The Inn at Spanish Bay or The Lodge at Pebble Beach?

8. Would you like an Ocean View Room?
Sales Tip: Offer Ocean View, and let the guest negotiate down from there.

As an example, we will book one of the most commonly booked packages: The 3-Night Stay & Play
Package with rounds at all three courses.

1. Setyour Master Data Range Calendar to the guest’s requested dates.

-

Arrival | 04/27/2021 | Tue Nights | 3 }

2. Use the Guest Room Tab to search for room availability.

Packages will have special Package Rate Codes to differentiate them from the Rack Rate Rooms.

Rack Rate Codes Package Rate Codes
Rate Code Description Room TypeVac | Rate Code Description Room Type,
RRB Spanish Bay Rack BSF3 WABB1 |Wir SB S&P PB/SB 1pl BRL7
RRL Lodge Rack LRCS WABB1 | Wir SB S&P PBISB 1pl BRC7
RRC [Lodge Rack LRGS WABB1__|Wir SB S&P PBISB 1pl BRF7
ﬁﬁt tggg: i:z'; t:g; WABB2 _|Wir SB S&P PBISB 2pl BRO7
RRL Codge Rack Toos WABB2 | Wir SB S&P PBISB 2pl BRL7
BRL Lodge Rack 1506 WABB2 | Wir SB S&P PBISB 2pl BRC7
RRL Lodge Rack LS07 WABB2 | Wir SB S&P PBISB 2pl BRF7
RRL Lodge Rack LRWS WABH1 | Wir SB S&P PBISG 1pl BRO7
RRL Lodge Rack LRCF WABH1  |Wtr SB S&P PB/SG 1pl BRL7
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The Package Rate Code Descriptions may appear to be a jumble of abbreviations, but once we learn
to recognize them, they are simple to understand:

Wtr SB S&P PB/SB 1pl:

Wtr = Winter

SB =The Inn at Spanish Bay

S&P = Stay & Play Package

PB/SB  =1round at Pebble Beach and 1 round at The Links at Spanish Bay
1PI =1 Golfer

3. Double Click on the line of the Base Package that you wish to book.
(The 3 night / 3" round information will not be included amongst these rate codes.)

For our example booking, we want:

The Inn at Spanish Bay

Ocean View

Pebble Beach + Spyglass Hill Package
For 1 golfer

The correct rate code for our Package is WABH1 Wtr SB S&P PB/SG 1pl

Rate Code Description Room TypeVac  Avi Grp  Unit Description 1

WABB2 |Wtr SB S&P PB/SB 2pl BRO7 24| 24 0|Spanish Bay Ocean
WABB2 |Wtr SB S&P PB/SB 2pl BRL7 8 8 0|Spanish Bay Oceanl
WABB2 |Wtr SB S&P PB/SB 2pl BRC7 7 7 0|Spanish Bay Scenic
WABB2 |Wtr SB S&P PB/SB 2pl BRF7 0|Spanish Bay Forest

Wir SB S&P PBISG 1pl 0|Spanish Bay Oceanl
WABH1  |Wtr SB S&P PB/SG 1pl BRC7 7 7 0|Spanish Bay Scenic
WABH1  |Wtr SB S&P PB/SG 1pl BRF7 44| 44 0|Spanish Bay Forest
WABH2  |Wtr SB S&P PB/SG 2pl BRO7 24| 24 0|Spanish Bay Ocean
:NABHZ Wir SB S&P PBISG 2pl BRL7 8 8 0|Spanish Bay Oceanl

4. Now that your room has been added to your Itinerary, use the Tee Times Tab to find your guest
the optimal tee times for their three courses.

The tee times must fall within the dates of the Package but can be booked in any order.
It is good practice to start by locating the best Pebble Beach Golf Links tee time since this course
often has the most limited availability.
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When selecting a tee time, you will notice that, in addition to GTF Resort Guest (our rack rate
Pebble Beach Rate Code), there is a GTF Stay & Play rate.

Course Date Time |DPt|HL|Open Specific Group Block Rate Description IPerPlayerl Total
10PB10  04/28/21 07:40 G 01 1 GTF Promotional/Donat... 575.00 575.00
10PB10 04128721 06:40 G 01 2 GTF StayandPlay  575.00 575.00
10PB10 04128121 0620 M 01 4 GTF Resort Guest  575.00 575.00
10PB10  04/28/21 1510 N 01 4
10PB10 04128721 1520 N 01 4

5. Double click on the Stay & Play Rate Code to add this Package Golf tee time to your Itinerary.

6. Click the same Stay & Play Rate Code when selecting your Spyglass Hill tee time.

7. The Links at Spanish Bay is the only golf course for which there are two different Package Rate

Codes to choose from:

Rate Description | Per Player | Total
GTF Promotional/Donation 295.00 205.00
GTF Golf VIP 295.00 295.00
GTFResortGuest 20500 295.00
GTF Duke’'s Member 170.00 170.00

GTF 4th NtMC Comp  0.00 ' 0.00

GTF 3rd Nt Stay & Play C 0.00 0.00
GTF Stayand Play 29500 205.00

GTF Stay & Play

GTF 3 Nt Stay & Play Comp

This is the code you will select for any guests who have chosen The
Links at Spanish Bay as their second course within the Base Package.

This “Comp” code is selected when the guest has earned a
complimentary tee time at The Links at Spanish Bay by
booking a 3™ Night with their Package.

Notice that this code has a $0.00 per player rate.

For our example booking, our guest has opted into the 3™ night to get a complimentary round,
so double click on the GTF 37 Nt Stay & Play Comp code to add this to our Itinerary.

8. Inform the guest:

e  We have a 14-day cancellation window
o The deposit requirement for a Package is the 2-night Base Package rate
e Their 3™ night will be due upon checkout, but they can opt to pre-pay the 3™ night now.
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Click the Down Arrow next to the Guest button in your Booking Center to search for / create
your guest’s Guest Tile and collect their credit card.

Ask the guest if you may put them on hold so you may finalize their booking and process their
deposit.

Return to the Booking Center and double click on the room in your Itinerary Detail to open this
Reservation Tile

Prepare the Reservation Tile:
e Access the Reservation Tile
e C(Click E for Edit and Page Down.
e Follow the prompts to select the:
o Media Type — Internet
Media Source — Pebblebeach.com
Incoming Phone Number — Reservation Center
Guarantee Code — A for Advanced Deposit
Escape to return to the Booking Center

O O O O

Re-enter the Reservation Tile to collect the Deposit:
e Double click the room to return to the Reservation tile
e C(lick Bills
o Enter Transaction Code - 970PPV (M, V, A, or D for the credit card code)
Enter the deposit amount (Base Package + optional pre-payment of 37/4th nights)
Enter C for Charge
Page Down
Select Yes to verify that all entries are correct
Tab to move curser outside of the credit card number field
Page Down
Press any button to return to Bills
Exit to return to the Reservation Tile
Exit to return to the Booking Center

O O O O O OO0 O0O0

Right click on the line of your room reservation and select Complete Booking
This will only Complete the room, leaving all recreation as incomplete.

Take the caller off hold and close the call:
e Read through every booking with the guest in order to ensure accuracy
e Reaffirm the 14-day cancellation window and the exact final date the booking can be
changed/cancelled.
e Inform the guest that their confirmation email will arrive within one hour
e Askif they need assistance with anything else
e Thank Mr. Bond for calling
e Endthecall.
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Clean Up A Package Booking

1. Access the Reservation Tile and click E to edit:
e Add the 14 Day Cancellation window to the Audit Line
e Add any requested room features

2. Access Special Billing
e Verify that the dollar amount in the Deposit #1 line is equal to the Base Package rate.

If you book a 3-night or 4-night Package, SIS will set the Deposit #1 line as the entire
package price including all additional nights.

Even if the guest has agreed to pre-pay additional nights, the Deposit 1 line should only
equal the minimum required deposit.

e Change the Confidential Rate field from N to Y.

Special Billing for Res®: 12R044  McGuire, James  04/27/21-04/30/21

Posting Controls

Batch Post (YIN) (N | Confidential Rate (Y/N) |Y_]
Share Split (Y/N)
Tax Exempt (Y/N) n
Sub-Folios (1-9) |1 |

Eackage WABH1 Wir SB S&P PB/SG 1pl

Confidential Rate

Price Basis Y

Meal Plan

Packages must always be marked as confidential to mask the itemized pricing
details of their booking on the guest’s confirmation email. They will still see the
overall cost of their booking, but the charges will not be itemized.

If we do not mark a package as confidential, the guest’s confirmation email will
show the room rate as equal to the price of the package AND list out the rack rate
greens fees for each tee time. This will appear to the guest as if they are being
charged the golf greens fees on top of the Package Price, which is incorrect.
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3. If the guest declined to pre-pay a 3rd/4*" night, leave a K Note for the Front Desk that:
e Confirms that the guest is aware that the additional nights will be due at checkout.
e Lists the rate that the guest must pay for their additional nights

04/12/2021 05:56:30 PM

LastUser[ps |

Date |04/12/21 Monday

Time |17:56
Guest declined to pre-pay 3rd night @$990+++. 2
Will pay at checkout.
C94.12.21

Date| 7/

Time y

User

Not Printed

If the guest agreed to pre-pay a 3'/4 night, set an FDB Trace for the Front Desk that:
e Explains why the guest has paid an amount above the required deposit
e Itemizes all charges pre-paid by the guest

041212021 06:22:31 PM
Arrival time |
st | LostUserlis N

Date|04/27/21 | FH Tuesday
m._] Time [00:00

Mr. McGurie PPD:
#of Rooms E v |[BRO7 WABH1 = $3443 28

R 3rd Night @990+++ = $1125 88

= TOTAL PPD = 4569.16

- Date 941221

- Time

User
| Pre-Amival 8 | _
Not Printed

. F4AuoBook |

Pacoge (T
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Verify that the total rate for all nights is equal to the price on your rate sheet. This is the total
rate that your guest will see on their confirmation email.

e The first two lines should equal the guest’s 2 Night Base Package / Deposit
e The 3" line should equal the nightly rate of the 3/4™ night on your Rate Sheet
*If these numbers do not add up correctly, contact a supervisor.

Daily Zoom o [@] =
Day Date Shr Ad Ch Ot Room Extras Taxes Grats
Tue | 04/27/2021 1, 0 0 0 1,081.03 990.00 117.61 28.00 2,216.64
Wed  04/28/2021 1 0 0 o0 1,081.03 0.00 117 61 28.00 1,226.64
Thu  04/29/2021 1 0 0 0 990.00 0.00 107.88 28.00 1,125.88
Fri 04/30/2021 1 0 0 0 0.00 0.00 0.00 0.00 0.00

5. Double check the Other section of your Reservation Tile.

Verify that the Market Segment and Sub-Market are set to the correct Package Codes instead of

Rack Rate:

Pay Type

v

Guarantee |A

¥ | Advanced Deposit

MarketSeg [P | | Package
Sub-Market [P10 | v |Golf Package

Phone-In |01

¥ Reservations Center

Source |C10005 v PEBBLE BEACH.COM

6. If your guest provided you with a Promo Code, enter this code into the Corporate field.

Group
Secretary

M

Corporation |RBK2020

v 1111 Rebook Offer Sp/Su 2020

342



@

PEBBLE BEACH

COMPANY

SMS | Pebble Beach Reservations User’s Guide

Upon saving the Promo Code, you will be prompted to update the Rate Value.

We do not want to change the rate, so click R for Reservation.
e The Rate Override window will open.
Select the Sequence Number of the Package that matches your current reservation.
*This is where you need to be very careful. Unlike Rack Rate bookings, the rate your
current booking will not necessarily be at the top of this list.

~ Rate Override

Arrive | 04/27/2021 B Tuesday Ad /Ch /Ot Market [EJ S Sub-Market Y
Depart | 04/30/2021 H Friday 2| off o
Multi-Prop (8| ¥ 3 Ngie)
catgay [ 1= pigrae [ = I ] )= J=I )
Departure Type v Units| 1] Unit| |~ Rate/Pkg El Rate Group :] Meals |:] ™
- Events Requests[ |~/ [ |~ [ J~I[ I~ J~I[ ]+
Corporaton |[RBK2020 | | 1111 Rebook Offer Sp/Su 202! Group v
Secretary v Travel Agent v
Arival [ TSq/Ra Code] _ Descripion __|Room Type] Vac || Avi | Grp || Unk Descripion _|istwiot] _Averge Tax Towl
Depar| | 1| WABB! | wusB s&ppaiss 'BRO7 | 23| 23| 0 SpanishBayOcean| 19126 131541 33490 394532
2| WABB2 Wi SB S&P PB/SB 2p BRO7 23 23 0 SpanshBayOcean 27199 156333 32150  4,689.98
Room 3| WABH1 Wi SB S&P PBISG 1p BRO7 J2| 23 0|SpanshBayOcean 20710 138069 34310 414206
aofRl || |4/ WABH2 w8 38P PRISG 2p BROT 23 23 0 SpanshBayOcean 29697 164985 32360 494956
5|PABB1 PG Wr SB S&P PB/SE BRO7 23| 23 0 SpanshBayOcean 19126  1,293.11 32784 387932
6 PABB2 PG Wr SBS&P PB/SE BRO7 23 23 0 SpanshBayOcean 27199 154133 31444 462398
= ,
v
Restricions | Restricions ON v |screenp |
v
Pre | o I | A Prop Type Avi Descrigfion Tt Nigh v
= Edi Search Crieria Rate Detal Zoom
conl [T ) escove
Package [U:BH Wir SB S&P PB/SG 1pl Othe Pay Type ||
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e Access Special Billing to remove the Red 1 that will have populated into the Corporate field
when your Promo Code was entered.

Routing Profiles

Qmup E m Routing
COpOE o | Details

7. Escape until you return to the Booking Center.

8. Assign a Profile to each of the tee times on your ltinerary.

ltinerary # 1050RI4W4 (PARTIALLY COMPLETED)
Ty Gst Prf Res Lev Code Description Date Time Ppl | Location

R |10843S 12R044 |NEW |WABH1 |Wtr SB S&P PBI...|04/27/21-04/30/21 BRO7
10843S 12R044 NEW 10FZPL | GTF StayandP.. 04/28/21 07:40 10PB10

108438 12R044 NEW 30GZP.. |GTF StayandP.. 04/29/21 07:50 30SG10
10843s [J4] 12rR044 N 20GZP.. |GTF 3rd Nt Stay... 04/30/21 11:10 20SB10

mw

10843S |McGuire James
10843S |Rolland
3 10843S |McGuire Lizzy

9. Open up each Golf Tile to add any:
e Rental Clubs
e Caddies / Forecaddies

10. Click Complete, then Confirm

11. Send an IEMAIL

12. Complete and Save your NAVIS Booked Lead
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Book Multiple Packages

When booking multiple packages on the same Itinerary:

e All Packages must be split out into separate Reservation Tiles
e All Golf must be split and Whosed to the Reservation Tile of the Package to which they pertain,
regardless of the Billing Scenario.

LR e st s Audit |Adv. Mr.C 14 CXL 6.19.21 C94.13.2¢

v" All Rooms and Shares are Duplicated
into separate Reservation Tiles Group |12R2Qf v Mini-Group

v" The Audit line on the primary’s

reservatl?n tile c.ontalns the quoted Eackage HNBH2 July 4th Inn Pkg PB/SG 2
cancellation period

v" All three rooms are Mini Grouped
together

BQ ¥ Queen Beds

v" The Package Codes are accurate

Deposit#1 |04/13/2021 E 8,415.00

Y

v" Room Feature Request are entered

v' The Deposit #1 is accurate Confidential Rate (Y/N) m

v Each package reservation is marked Market Seg [p + | Package

as Confidential -

Sub-Market |P10 v  Golf Package

v"  The Market Segment and Sub-

Market are set to Package ~ ' .

Guarantee |A | ¥ | Advanced Deposit

v' The FDB Traces are set on each Room

and Share

| To |B |~

v' Guarantee Codes are set

appropriately as A or J Type R v Reservations

v All golf tee times are Split and
Whosed

v" An R Note has been entered on the
Primary Guest’s Reservation Tile
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Splitting Golf is essentially the same concept as Duplicating a Room Reservation.

Golf Reservations for more than one golfer can be split into smaller groups to allow certain guests to pay
for only certain golfers Greens Fees.

Example:

Two friends book two rooms at The Lodge and a twosome at Pebble Beach Golf Links.
Each friend plans to play for their own charges, so we duplicate their room to create separate room
tiles and whose a guest tile for each friend to their individual rooms.
Because they have booked a twosome at Pebble Beach, in order for each friend to pay their own

Greens Fees, we need to Split their twosome into two singles. We then Whose one single to each of
the two friends’ Reservation Tiles.

If the Primary Guest in a group plans to cover all golf charges, the tee times do not need to be split. It is
only if the golf charges will be split up that we will need to split and Whose the tee times to individual

rooms.

However, specifically when it comes to Packages, all tee times must be split and Whosed to the
appropriate Reservation Tile regardless of the Billing Scenario.

To Split A Round of Golf:

1. Double click on the Tee Time in the Booking Center to open the Golf Tile.

The following tee time is currently Whosed to Mr. Ron Weasley, but we want to split this twosome
into two singles so Mr. Potter can pay for himself.

Booking#: @9J9S0:Nl  |ast
Eirst

cubs| | J[ J[ ] ocues=
Carts|n |OJviP

Profie

and Play

Weasley Rate|10FzPL |~ GTF Stay and Play Edt

Ron Qloup 7 sw Post Bl

o cw I =
: ire| / Edi

12R04F, Weasley. Ron Epre /] : In ~ Edis

Cancel

~ Edits

ITN#: 1050RI4UWX

Note|

3. A small box will open with all possible options of how to break up this tee time.
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The twosome can only be split 1-1, but a foursome can be split 3-1, 2-2, or 1-1-1-1.

ITN#: 1850RI4UX

SMS | Pebble Beach Reservations User’s Guide

Click on the option you wish to select. Beware, this cannot be undone once the tee time is split.

Your Golf Tee Time will now be split into smaller groups.

As you can see on our example, though we have split the twosome into two singles, both tee times
are still Whosed to Ron Weasley. We need to Whose one of these to Harry Potter.

Weasley

Carts Ovip

mmm

Ron

~ GTF Stay and Play

+ Mini-Group

11F6HK, Ron Weasley

Frofie |1, Ron Weasley

Dbl [l [F[ | Account [12R04F. Weasey. Ron

Post Bl

Cancel

Weasley

~ Edits

10FZPL

Carts Cvie

stay and Play
oup

]

K

Ron

v GTF Stay and Play

09J9S0

v Mini-Group

11F6HK, Ron Weasley

Frofie |1, Ron Weasley

Db|| |I| |FD Account | 12R04F, Weasley, Ron

/

Edit

ITN#: 1@5S@ORI4UR

Post Bil

Cancel

i | ~eas

Dep | ITN#: 1850RI4UX

~ Edits
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5. This has enabled us to edit the Guest, Profile, and Account buttons of the Golf Tile.

As you know, for Outside Guest Golf, we would click the Down Arrow next to Guest which would
attach the guest’s credit card.

For a Resort Guest Golf Reservation, we don’t need to attach the guest’s credit card because they
have guaranteed their tee time by putting down a room deposit.
Therefore, instead of Whosing the Guest Tile, we want to Whose their Room Reservation.

To Whose a Room Reservation Tile to a Golf Tile, click the Down Arrow next to Account.

Booking#: @9J9S0:NI Last| weasley

First| Ron
Clubs| || || || | cuest [11F6HK RonWeasiey v
Carts|n |(JviP Profle | 1. Ron Weasley v
Caddy-S| | Dbl[ Jif |F[ | Account [12R04F.Weaskey. Ron v

Green Fees | 575.00 |

Book i ng#: @9J9SQ: NI _Last Weasley
FEirst| Ron
clubs| || || |l | Guez [11F6HK Ron weasey v
Carts|/n | (JviP Profic |1, Ron Weasley \
Caddy-S DbI| |I| | F|:] Account | 12R04F, Weasley. Ron v

575.00

This will open a Reservations Search window.
Ron Weasley’s room, which is currently Whosed to the Golf Tile, is at the top of the list.

Reservations - By Name

Sq "Res# | *Level| *#Room ¥Name * Arrival Depart
1 12R04F NEW  1/BRF7 Weasley, Ron 042772021 04/2072021
2| 12819M 11305 Weast, John 08/28/2018  09/03/2018
3| 121098 11363 Weast, John 08/28/2019 | 09/02/2019
4| 12N4X7 CAN  1/BRG7 Weatheral, Curss 03/08/2021  03/12/2021

6. Use the Name field in the bottom right corner of this window to search (last name first) for the
Room Reservation of the guest who will be paying for this round. Page Down to search.
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7. Select the Sequence Number of your guest’s Room Reservation

Reservations - By Name

*Res#  *Level *#Room ¥ Name > Arrival
1 1/ 04/27/2021  04/29/2021
2/127sM  cAN Poser, Harry 1 1011612019 | 1011772019
3 | 1217sL CAN  1B3048 | Poter, Harry 2 1016/2019 | 10/17/2019
4|127SK  CAN  1/B3050  Poter, Harry 3 1016/2019 | 101772019

8. A Golf Rates window will appear, prompting you to confirm the correct Rate Code for this tee time.
We want to keep the Rate Code the same, so we select GTF Stay & Play.

Weasley 10FZPL | v| GTF Stay and Play Edit
Ron 09J9S0 w | Mini-Group St
Golf Rates - By Code
* Descripion WRae Code * Course Times in Date | End Date | Days Ahead

1 GTF Promotional/Donatior | 10FPRO | 10PB10 R 06/01/20 | 03/31/70 0
2 | GTF Stay and Play 10FZPL 10PB10 S i 03/30/21  04/30/21 0 550
3 | GTF Resort Guest 10GATS 10PB10 S 08/22/20  03/31/70 0 700
4

9. Click Yes to complete the Whosing

Update booking name to reservation name? 1/ No | (YIN)? [l

10. Page Down to Save.

You can now see that one single is Whosed to Harry Potters Reservation Tile on R#12R04G and the
other single is Whosed to Ron Weasley’s Reservation Tile on R#12R04F

Potter 10FZPL
Harry 12R04F
1 Guest | 11F6HJ. Harry Poter v XXXX3332
N Profie |1, Harry Poter N 1223
Account | 12R04G, Poger, Harry Y
575.00
Weasley 10FZPL
Ron 0%J9S0
Cuest | 11F6HK, Ron Weasley Vi
N Frofie |1, Ron Weasley o/ /
Account | 12R04F, Weaslev. Ron v
575.00
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Multiple Package Resort Credit

When one guest is booking multiple packages and will be paying for everyone’s room and golf, that
guest may ask for all Resort Credits for every package to be applied to their own room.

To arrange this, you must leave a note in the Reservations Line of every Package on the reservation that
instructs the Front Desk of how to distribute the credit at checkout.

The following example is for a guest booking 3 packages with a $200 credit.

Primary Guest:

Notes & Communication

Reservation [RC$600
Audit |Adv. Mr.C 14 CXL 6.19.21 C94.13.2e

Secondary Guests:

Notes & Communication

Reservation |RC$0
Audit
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Package Conversion

Whenever Pebble Beach announces a new Stay & Play Package offer to the
public, the Reservations Center inevitably receives calls from guests who have
already booked trips during the dates in which the Packages are available.

These guests will want us to convert their Resort Stay from Rack Rate to the
Package Pricing. This is perfectly ok as long as we are at least 14 days away
from the guest’s arrival date.

Before you begin the process of converting a booking from Rack Rate to a Package, you must first make
sure the guest fully understands what will be modified to make this change.

Review the Package Guidelines thoroughly to make sure that the guest’s current Rack Rate reservation
fits the required structure of the Stay & Play Package.

e [f a guest’s booking contains less than the required room or golf nights for the package, they
may want to keep their reservation as-is.

o If the guest’s booking contains more golf than the package includes, the tee times outside the
package should be set up as Rack Rate.

o If the guest’s resort stay is longer than the Package Stay (typically Packages cap at a 4-night
stay), the guest’s additional nights will be billed at Rack Rate.
Inform the guest that the Deposit Requirement for a Package is the entire 2 Night Base Package Rate.

e |norder to convert a reservation from Rack Rate to a Package, we will have to collect the
difference between the Rack 2-night Deposit and the Package Deposit.

e This can be a deal breaker for some guests, so they should be informed before any changes are
made.
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Zoom + X
G Zoom + X is the keyboard shortcut to update the Time Stamp of a Rate Code.

The Time Stamp refers to the Rate Code’s Date.

Rate Codes for Packages, like WNBH1 for example, are re-used year after year.

Though the Rate Code is identical, the pricing of WNBH1 in the year 2020 will be a different price than
the WNBH1 package in 2021.

The way that SMS can determine which price to apply (the 2020 rate or the 2021 rate) is by the Date of
the Time Stamp.

A guest calls in August of 2020 to book a trip for December of 2021 (18 months in advance).

This guest knows that, most years, Pebble Beach will offer a Winter Stay & Play Package that is valid for
stays in December, but these Packages are not available to book until we are much closer to the trip
dates — usually no more than 3 months out.

The guest does not want to risk their room and tee times being booked by another guest while they wait
for the Package to be released, so they decide to book right away at Rack Rate.

In October of 2021, this guest receives an email announcing that our Packages are now available for the
Winter of 2021. The guest calls into our Reservation Center right away to convert their stay from the
Rack Rate to the Package Rate.

As a Reservations Agent, you receive this call and convert the guest’s reservation from Rack to Package.

If you do not press Zoom + X to time stamp the package to the current date in October of 2021, the
Package rate will be distored which may result in the rate running much higher or much lower.
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The following example is a screenshot taken by an Reservations Auditor to explain to an Agent why they
should have clicked Zoom + X when they converted this guest’s reservaiton from Rack to Package:

SSBH1 BRG7 Package =$2,895 = (@ — vioa e
am Exiras Taxes ——
808.52

808 52 : | $1,824.99+$924.99 =$2,749.98

The left side of the above image is the Reservation Tile’s Value Zoom screen.

The auditor has notated at the top of the Value Zoom window that the SSBH1 BRG7 Base Package
should be running at the rate of $2895.00.

However, when you add up the total of the first two nights of this reservation, you get $2749.98.

This inconsistency is due to the Reservations Agent failing to click Zoom + X to update the Rate Code
Time Stamp. As a result, this guest is incorrectly receiving a $145.02 discount.
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Convert from Rack to Package

Earlier this year, this guest booked a 2-night stay with 2 rounds of golf at Rack Rate. They just found out
that a Stay & Play Package was released that could save them some money.

We need to convert this reservation from Rack to Package.

ltinerary # 1050RI4WY (COMPLETED)

Ty Gst Prf Res Lev Code Description Date Time Ppl | Location Amount
»[R |11F6HY | 12R04H |CNF  |RRB Spanish Bay Rack ... |04127121-04129/21 | | 2 [BRO7 |  2,982.34]

G [11F6H |1 12R04H |CNF  |10NATS |NGTF Resort Guest .. |04r28121 115:10 1 [10PB10 | 575.00

G [11FeHS |1 [12R04H |CNF  |30GATP | GTF Resort Guest .. |0ar20r21 11320 | 1 [308G10 | 415.00|

1. Once the guest has agreed to the Package terms, access the Reservation Tile and use Bills to
charge the additional deposit.

2. Once the additional payment has been confirmed:
e Review the booking with the guest
e Thank the guest for calling
e C(Close the call

3. If the Package the guest has now booked includes a 37/4™" night stay:
e If the guest agreed to pre-pay an additional 3"/4™" night of the package, leave an FDB
Trace that itemizes everything that they have pre-paid.
e If the guest declined to pre-pay an additional 37/4™" night, leave a K Note explaining that
the guest understands that these nights will be due at checkout.

4. Access Special Billing:
e Update the Deposit 1 Line to the new amount required for the Package Deposit.
e Mark the reservation as Confidential

5. Click Edit on the Reservation Tile
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6. Inthe Other section of the Reservation Tile, click the Down Arrow to the right of Market

Segment.
(oner [
Guarantee |A | v | Advanced Deposit
Market Seg |P RACK
Sub-Market |P10 v Golf Package
Phone-In |01 ¥  Reservations Center
Source [C10005 | v | PEBBLE BEACH.COM

7. The Market Code Menu will open
Select the P for Package
Page Down to Save

b |ololz|-|z|m|olo|o|= |8

8. The Sub-Market Code Menu will open Sub-Market Codes =By Code
Select the P10 for Golf Package ~Type Description
1 P10 | Golf Package

2 P20 Other Package

3

9. Click Today to access the list of currently available Package Rate Codes

Display Rate Values as of or as of current rate version tag?(T/R)? D
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10. The Rate Override window will open.
Click the Sequence Number of the appropriate Package Code

Rate Code i Room Type] Vac || Avi Unt

1| WABB1 | Witr SB S&P PB/SB | BRO7 22 22| 0 SpanishBayOcean 1
2| WABB2  WrSB S&P PB/SB2p BRO7 2 22 0 SpanishBayOcean

3/ WABH1  WrSB S&P PBISG 1p BRO7 22| 22 0 SpanishBay Ocean

T | Was2 Wr SB S&P PB/SG 2p BRO7 2 2 0 SpanishBayOcean

5| PABB1 PG WrSB S&P PB/SE BRO7 2| 2 0 SpanishBayOcean 1
6 PABB2 PG WrSB S&P PB/SE BRO7 2 2 0 SpanishBayOcean

11. When applicable, add the guest’s Promo Code into the Corporate field of the Reservation Tile

Group v
Secretary v
gorporaﬁon

You will need to then access Special Billing to remove the Red 1 that will appear in the
Corporate field.

Routing Profiles

Corporate § 1

12. On the Reservation Tile, click Zoom + X to open the Rate Stamp window
Page Down to Stamp the reservation with today’s date.

Springer-Miller Systems, Inc.

2021041404855

04/14/2021 Wednesday | |04/13/21 | B Tuesday
012085 |

2982.34
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13. Escape to return to the Reservation Tile

14. If there are multiple packages and they are splitting the Resort Credit unevenly, mark the
Reservation fields with the amounts for each guest.

Reservation |RC$400 to Harry Potter ' Reservation |RC$0 to Ron Weasley '

15. Escape to return to the Booking Center
The Room Reservation will now reflect the Stay & Play Package, but the Tee Times are still set to
Resort Guest

era # 1000RI4 OMPF B
Ty Gst Prf Res Lev Code Description Date Time Ppl
PR |11F6HJ 12R04H |CNF WABH1 |Witr SB S&P PB/SG 1pl .|104/27121-04/29/21 2
[ G |[1MF6HJ |1 12R04H |CNF 10NATS |NGTF Resort Guest ... |04/28/21 15110 1
G |11FBHJ |1 12R04H |CNF  |30GATP |GTF Resort Guest ... |04129/21 13:20 1

16. Double click on the first tee time to open the Goilf Tile

e Click Edit on the right side of the Golf Tile

e C(Click the Down Arrow to the right of the Rate Field

1ONATS _IZINGTF Resort Guest | _ e
T

|

ooz e o |
oM

e Select the Stay & Play Rate Code

Golf Rates - By Code

sq » Descripion | "Rate Code, * Course | Single Green Fee |
1| NGTF Promotional/Donatic 10IPRO  10PB10 | 575.00 |
E NGTF Resort Guest 10NATS  10PB10 575.00
3| NGTF Stay and Play 10NZPM  10PB10 575.00

4
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17.

18.
19.

20.
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e A window will open prompting you to select the Reason for your change.
Select O for Booking Change

Golf Rate Change Reasons

:

Description
Aeraton
Bill Perocch/CEQO
Cody Plo#/CO0O
David Heuck/CFO
Mark Ferland/EVP Sales
Mark SsiwelEVP
David Sivers/EVP
RJ Harper/EVP Goif
Tim Ryan/VP Sales
Course Condsion
Duke's Promosonal
Inciement Weather
Re-Round
Sickness/Heath Related
Booking Change

0

olz|IZ|r|X|«|—|T|®o|MMmMO|O |w|>

z Agent Error

e Page Down to save.

Note: The Golf Rate Code update must be done after the Room is converted to the Package,
otherwise the Stay & Play golf rate codes will not be available to select.

Repeat the Golf Rate Code update on the remaining Golf Tiles included within the Package

If the guest has any additional golf that does not fit into the Package structure, those tee times
should remain as Resort Guest Rack Rate.

Leave a detailed R Note that explains everything you have updated.
Access Letters and send a new IEMAIL

Copy your R Note to your NAVIS Lead and save the lead as Change/Revise.
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Upgrade Package Golf

Upgrade the second or third round of package golf to PB once you are within 1 day.
ITN 1050RH9TW

Have a supervisor change the rate code:

Course Date | Time |DPt|HL|Open Specific Group Block Rate Description Per Player Total A
10PB10  04/21/21 07:40 G 01 2 GTF $425 Special Individ 425.00 850.00
10PB10 ' 04/21/21 1450 N 01 4 GTF Resort Guest 575.00 1,150.00
10PB10 1 04/21/21 1500 N 01 4 GTF Charity 22 430.00 860.00
10PB10  104/21/21 15110 N 01 4 GTF Charity 21 430.00 860.00
10PB10  04/21/21 1520 N 01 4 GTF Charity 20 415.00 830.00
10PB10  :04/21/21 1530 N 01 4 GTF No Show $395 395.00 790.00
10PB10 ' 04/21/21 1540 N 01 4 GTF No Show $575 575.00 1,150.00
10PB10  04/21/21 1550 N 01 4 GTF No Show $550 550.00 1,100.00
GTF Lexus LCFC 575.00 1,150.00
GTF Management Bloc... 0.00 0.00
GTF Inspirato 575.00 1,150.00
GTF Re-Round 345.00 690.00
GTF VIP7 Comp 0.00 0.00
GTF Other Comp 0.00 0.00
GTF PGAComp 0.00 0.00
GTF Superintendent Co... 0.00 0.00
GTF Tournament Comp... 0.00 0.00
Pkg upgr. from Spy 160.00 320.00
= Testing 1.00 2.00 v
Gallo 10GZPB | v|Pkg upgr. from SB Edt
Joseph ¥ Spit Post Bl
CGuest  |10Z63K. Joseph Gallo ¥ XXXX0199 — e ==
20 e || COMEE B ey
560.00 Dep | ITN#: 1@5@RHITW
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City Ledgers

e A City Ledger is a House Account in which a guest’s money can be stored.

City Ledger Money is on hold with Pebble Beach until it can be applied to a stay or
service.

Each City Ledger will include information about what the funds are allocated for and amount of the time
guest has been given to use these funds.

Pebble Beach does not store money indefinitely, so each City Ledger will have an expiration date. If a
guest’s money is not used by this date, the funds will be forfeited.

Reasons A Guest May Have A City Ledger:

e A 3™Party wants to pre-pay Outside Guest Recreation
The 3" Party’s pre-payment will be stored in City Ledger on the attending guest’s Guest Tile until
the date of play at which time the pro-shop will apply those funds to the Golf Tile.

e A guest wants to pre-pay their Outside Guest Golf Greens Fees
This is usually done when a guest wants to eliminate their fellow golfers’ option to pay for
themselves upon arrival. Funds for the Greens Fees will be stored on a City Ledger until the date
of play at which time the pro-shop will apply those funds to the Golf Tile.

e A guest has cancelled a room reservation while within the No-Cancellation window and has
negotiated to keep their funds on file to rebook at a later time.
This is only done upon supervisor approval and under extenuating circumstances. These guests
will be given a firm time limit in which they must rebook and complete their stay, otherwise the
funds will be forfeited.
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dger Tile Walk-Through

City Ledger®: 12R0A7  Account Name: Gretzky, Wayne

Guest Name: Mr. Wayne Gretzky 0 Stays / 0 Nights

Notes and

|City Ledger#f: 12RBA7-C/L |

Communicaton

At the top of the City Ledger, you will find:

The City Ledger number

The name of the guest to whom the City Ledger belongs
A link to the guest’s Guest Tile

A link to the guest’s Profile

|C ity Ledger#: 12ROA7-C.|

Profies v
Spanish Bay (B) roup v

Gretzky, Wayne

GuestVIP
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In the General Account Info section, you will see the dates in which the City Ledger is valid.

This will typically be set to the final date in which the guest may use their City Ledger funds, or in the
case of a prepayment, the date of the guest’s prepaid tee times.

General Account Info Created 04/01/2021 A5

Begin |05/28/2021 B Fri
End |0s/28/2021 i Fri

Account Type | Day Use Account

Discount Level D v

Credit Limé 0.0 The bottom right corner of the City Ledger Tile is where you
‘i Charges 0.00 will see how much money is being stored.
Payments 0.00 ) ) ] )
This area is also used to charge funds to the city ledger via
Balance 0.00 )
credit card.
Bils Folio

The Notes and Communications box is where you will see an explanation of what the City Ledger funds
are allocated for, how long the guest has to use the funds, and any additional instruction.

You will also see a link to More Notes which is where additional information may be stored if it exceeds
the space on the three lines of the City Ledger Tile.

Notes and Communication

Rat Edit Notes !
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Locate A City Ledger

Access via the Guest Tile

If a guest has a City Ledger (Active or Closed), the City Ledger button will be red:

ully | oronto
Frequent Guest! o
Zip Code
_— Country
Phones
Fax

e Click the red City Ledger button.
e Type A to open all Active City Ledgers

or [ Hsory | (wH)? [B ]

e If the guest has multiple City Ledgers, you will be prompted to select the one you want to see
from a Pick List. Otherwise, you will be directed straight to the City Ledger.

Access via Universal Lookup:
e Adjust your Search Type to City Ledger Accounts.
e This allows you to locate the account either by the guest’s name or City Ledger Number.
e  Double click to open the City Ledger

()
S NNVl City Ledger Accounts | Name/Number
| FILTERS

I SEARCH RESULTS

Account# Level Name
12R0A7 Gretzky, Wayne
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Create A City Ledger for a Cancellation Within 14 Days

If a guest has an extenuating circumstance that requires them to cancel their reservation at Pebble
Beach Resorts within 14 days, a supervisor may approve an exception to hold the guest’s deposit on a
City Ledger for future use instead of the guest forfeiting the deposit entirely.

Before seeking approval for this exception:

1. Politely inform the guest that a cancellation at this time will result in the forfeiture of their
deposit.
o If they object, do your best to be compassionate with the guest while still reaffirming
that this policy was agreed to upon booking.
o Let the guest know that they can transfer their stay to a friend or family member who
may be able to visit in their stead.

2. If the guest protests further:

o Gather additional information about the reason behind their cancellation to determine
if it is the result of an unavoidable circumstance.

o Ask the guest if they would potentially be able to rebook their trip right now for future
dates.

o If they cannot rebook their trip right now, ask if they will be able to rebook within 6
months.

o Typically, City Ledger funds are held for either 6 months, 12 months, or at most 18
months. We will always start by offering the smallest length of time.

e Say,“ ,” then place the guest on hold so you can
contact your supervisor.
o Do not offer the guest an exception, or even explain the City Ledger option, until after
you speak with the supervisor.

3. If approved:
o Clearly explain that this is a one-time exception to our cancellation policy that we are
granting due to the guest’s extenuating circumstance.
o Inform the guest of the exact expiration date by which the guest will need to complete
their entire stay.
o Clearly explain that, when the guest rebooks their trip, their new booking will be non-
cancellable.
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Cancel the Room Reservation:

1. Access the Reservation Tile.

2. Click X-Cancel to cancel the room reservation.

-

ITN#: 10S@RI4Z8

3. Type for Yes to continue

This reservation has a non-zero balance. Are you certain you want to cancel this reservation? I (YIN)? |:|

4. A Refund Window will open.
By default, the guest’s funds will appear in the Refund field.
You must move these funds into the field labeled Credit to Reservation

Deposit Forfeit, Refund and Credit

Cancellation Policy #100005

5. Click Ok to finalize.
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6. The Active Schedule with all recreation attached to the room reservation will open.
Click the sequence number of each activity that needs to be cancelled along with the room
reservation.

Scheduled Services - By Svc Code

8. TypeY for Yes to confirm the cancellation

Cancel 10GATS - GOLF RATE 04/07/21 14:30 (Mo | (N ]

9. Select the appropriate Cancellation Reason from the window.
Note: This cancellation reason pertains specifically to the cancellation of recreation.

r

Cancellation Reason Codes
Ce Descripion
1 B/ Resistance to CXL Poli
2 | C Course Condiion/Aeraton
3 | D Dupiicate Reservason
E /liness
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10. Type a brief note with additional detail of the cancellation.

Cancellation Information: |CXL W/IN 14 DAYS DUE TO INJURY | '

11. Type N for No.
Note: Even if the guest is forfeiting their deposit or greens fees, the answer to this question is
always No.

Do you want to charge the cancellation fee for booking#09K043, Wayne Gretzky ? @ (YIN)? I:I '

12. Escape to exit the Active Schedule

13. A second Cancellation Reason Pick List will open. Select the appropriate Reason Code
Note: This cancellation window refers to the cancellation of the room.

Cancellation Reason Codes

Description
Deposit Not Received
B Resistance to CXL Policy

D Duplicate Reservation

14. Type a brief note with additional detail of the room cancellation.

Cancellation Information: | CXL W/N 14 DAYS DUE TO INJURY | '
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Create the City Ledger:

1. Access your guest’s Guest Tile

2. Click the City Ledger button (or hit C on your keyboard) in the left menu bar of the Guest Tile.

City Ledger

3. Type A for Active

| Adive | or | Hisory | (AH)?

4. Type Y for Yes to create a new City Ledger

No city ledger exists for this guest. Do you want to create one? (YIN)?

5. Type B to select The Inn at Spanish Bay as the Property Code
(We select the Inn at Spanish Bay because that is where our Accounting Department is located.)

Enter City Ledger property code (ELPW ) or to exit : D

Your new City Ledger will now open.

6. Make a note of the City Ledger Number at the top of the window. You will need this information
for your Notes and Traces.

City Ledger®: 12R082  Account Name: Costanza, George Guest Name: M

|Ci ty Ledger#: 12R082-C/L
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7. Setthe Begin and End Dates as the final date in which the guest may use the funds. Both the
Begin and End dates should be identical, not a range. Our policy maintains that the guest must
STAY by this last date. All rebooked reservations are non-cancelable.

—
General Account Info Created 04/01/2021 A5

Beain |06/22/2021 H Thu
End |06/22/2021 Fri

8. Click the Down Arrow to the right of the Account Type field and select F for Day Use Account

Begin |06/22/2021  Thu
End |06/2212021 i Fri

Account Type [F | | Day Use Account
Discount Level [ | +|

9. Inthe Notes and Communication section, type out clear notes that explain why the City Ledger
has been created, who approved the hold and the length of time allowed.

Notes and Communication

Rate: |Gst CXL wiin 14 days. Edit

Notes 1- |CH approved 6 mo hold. ‘ Mo

Notes 2: [New res. No CXL/CHG C9 4.25.21

10. Escape to return to the Booking Center
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Return to the Reservation Tile:
1. Create a Closed R Note that thoroughly explains the cancellation.

M/Gretzky, Wayne Res#12ROA8 Note: Mr. Gretzky sufferred a knee injury

Gretzky, Wayne 04/25/2021 03:52:14 PM

LastUser[as | %1 Closed Note
Date [04/25/21 |3 Sunday

Time |15:52

Mr. Gretzky sufferred a knee injury within 14 days of his arrival.
Per CH, we can hold his deposit on file for a stay to be completed
within 6 months.

Created C/L#12R0A7

Date |04/25/21 Set ADM Trace to move funds.

Time 15:52 C942521
User |A5

Not Printed

2. Setan Accounting ADM Trace for the next business day with a request to move the deposit
from the Reservation Tile into the newly created City Ledger account.

M/Gretzky, Wayne Res#*12ROA8 Trace: Please move $2982.34 from Wayne >

Gretzky, Wayne 04/25/2021 03:54:50 PM
LostUserlis N

Date |04/26/21 Monday
Time |00:00

Please move $2982.34 from Wayne Gretzky's R#12R0A8 to
v [|cr#12roar.

Gst cancelled w/in 14 days.

C942521

Date
Time
User

Not Printed

3. Copy your R Note into your NAVIS Lead.

4. Mark the NAVIS Lead as cancelled.
Apply City Ledger Funds to A New Booking
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e Access the City Ledger and review the Notes and Communications section.
o Isthe guest’s new booking within the eligible dates of the City Ledger?
o Should the new booking be non-cancellable / non-changeable?

e Once you have verified that these funds are eligible to be used for the new stay, create the new
booking in your Booking Center.

e If the City Ledger does not cover the entire 2-night deposit, collect the difference from the guest
at the time of booking. If the City Ledger will cover the entire deposit, you just need to collect a
credit card to store on file.

e Complete the call and booking like usual and quote the appropriate cancellation policy per the
City Ledger notes.

e (Create an ADM Trace set 2 weeks prior to the Arrival Date with a request to move the City
Ledger funds to the Reservation Tile:

Arival 08/08/2021 |2 Sun | Profles ||
[DECUUICINN 08/11/2021 |G Wed
M/Gretzky, Wayne Res#12ROA9 Trace: Please move $2982.34 from C/L12ROAB to [E]@

Gretzky, Wayne XY : 04/25/2021 04:39:32 PM

Last User [As | %1
Date |o7/25/21 @ Sunday
Time
Please move $2982.34 from C/L12R0AB to Wayne Gretzky

| To [aom [+ |[re12roAs.
C94.25.21

Date
Time
User

Not Printed
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e If the City Ledger covers more than the required deposit, create an FDB Trace that explains that
the amount above the deposit is non-refundable.

M/Gretzky, Wayne Res#12ROA9 Trace: Mr. Wayne Gretzky PPD: E]

Gretzky, Wayne 04/25/2021 04:36:23 PM

Last User |A5 %1

Date [08/08/21  |3M Sunday
Time (00:00

Mr. Wayne Gretzky PPD: 2
| To |8 |+ ||BRo7 @$870+++ x 2nts = $1986.10

Non-refundable $996.24 to be used during stay.

Total PPD: $2982.34

Date| 7/ C97.2821

Time o
User

e The Deposit #1 line in special billing should reflect the amount of money that will be forfeited if
the guest cancels their reservation.

o Ifthe guest had to pay additional money at the time of booking to meet the 2-night
deposit, the amount of their 2-night deposit should be entered into the Deposit #1 field.

o Ifthe guest’s non-refundable City Ledger funds cover more than the required the 2-
night deposit, enter the entire amount of non-refundable City Ledger funds into the
Deposit #1 field.

e Set the Reservation’s Guarantee Code to L for City Ledger/Member.
Once accounting moves the funds to Reservations Tile, they will change this code to A.

Pay Type B

Guarantee |L v City Ledger/Member

Market Seg |R ¥ RACK
Sub-Market [R10 | v Rack

Phone-In |01 ¥ | Reservations Center

Source |C10005 |~ PEBBLE BEACH.COM
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Third Party Bookings
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A Third-Party Booking is a reservation that is being paid for by someone who will

not be present during the trip.

Most Common 3™ Parties

Assistants

Gift-Givers

Companies

It is common for our guests to have an assistant call to book a trip on their
behalf.

Assistants will be able to provide all of the guest’s information for their Guest
Tile as well as the Guest’s credit card.

Since all of the information provided to us is that of the guest who will be
attending the trip, we will not need a Letter of Authorization.

Some people choose to give a Pebble Beach experience to a friend or family
member as a gift.

Since the gift-giver will not be present for the trip, we may need a Letter of
Authorization to be able to charge their credit card without them being
present. See the Letter of Authorization (LOA) section of this manual for
details.

Some companies will book trips to Pebble Beach for their employees, such as a
retirement gift.

It is also common for companies to book trips to Pebble Beach for their clients.
An employee will typically be attending the trip with a client, but that
employee’s name may or may not be on the credit card used to pay for the
trip, so we may need a letter of authorization to be on file.
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If an Assistant is calling on behalf of a guest to book a tee time or trip, you will still create the entire
booking as if the guest themselves is on the phone with you.

Guest Information

An assistant will almost
always be able to provide
you with the guest’s:

e Full Name

Phone Number

Address

Email Address

Credit Card Information.

Guest Tile with Assistant:

Assistant Email Address

Confirmation Emails will usually be
sent to the Assistant either in
addition to or instead of the guest.

The assistant’s email address
must be documented on the
Housekeeping Line of the
Reservation Tile.

You can also document the
assistant’s name and email
address in the Remarks field of
the Guest Tile.

Assistant Phone Number

You must document the
Assistant’s phone number in
addition to the Guest’s:

This must be entered on the
Reservation Tile.

It can also be saved onto the
Guest Tile, but you must
distinguish the phone
number, so it is clear to
whom the number belongs.

Last [Ricardo
wl |-
d O
Eirst |Lucy | Tite [Mrs. & Mr. |~ Stays Nights —
Initial Alternate |Ricky | | Ul I 0|
Position ¥
Compan ——
Conpany | "
Address Change Address Type
623 East 68th Street
. City [New York | Group v
State |NY ~ | New York Secretary 4
Zip Code [10012 v Corporate -
Country |United States |~ Remarks & Communication
incorrect Address :
I Phones [212.645 5668 Mrs. Asst. Ethel Mertz, ethel@desilu.com. More Note
212.464 8555 Asst. Social 8 T
races
Fax | |
Email {lucy@desilu.com | Credit [xoox3332 |
: = Master
O Incorrect Email Expire |12/23 Edit
I Data Pi Source |C10005 v | PEBBLE BEACH.CO
#Dialed |01 B A ———
[JNo Mail [JNo Email [JDo Not Call Referral v
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Assistant Booking Reservation Tile:
1. The Contact name and Contact Number Fields should be the name and phone number of the
Assistant.

e Do not write “Assistant” or any other remarks aside from the guest’s name. This field

will be visible to the assistant and guest on the confirmation email.

Ricardo, Lucy

s | [+

Shares Y PBX Names [

Contact Name |Ethel Mertz
Contact's Phone |212.464.8555

2. The Audit line should state that you informed the Assistant, not the guest, of the 14-day
cancellation window.

Notes & Communication

Reservation

Audit [Adv. Asst. 14CXL 4.12.21 C94.1.21
Housekeeping |COPY: ethel@desilu.com

3. The Housekeeping line should contain the email address of the assistant.

e This field will override the email address field in the guest tile, meaning only the
assistant will receive confirmation emails about this reservation.

If you want both the guest and the assistant to receive a confirmation email, write
“COPY:” before the email address.

Notes & Communication

Reservation

Audit |Adv. Asst. 14CXL 4.12.21 C94.1.21
Housekeeping |COPY: ethel@desilu.com

4. An R Note should reflect who you spoke to and what was booked:
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LastUser[as | é‘ Closed Note

Date |04/14/21 |7 Wednesday
Time |13:58

Asst. Ethel Mertz booked 2 night stay BRO7, no golf for M/M Lucy *

and Ricky Ricardo.
C94.14.21

Date | 04/14/21
Time 13:58
User |A5

Not Printed

5. Any time we have a 3™ Party Booking, an A Note should be left for the Accounting department
to explain to whom the credit card on file belongs:

Ricardo, Lucy 04/14/2021 02:11:37 PM
estuserfps | S

Date [04/14/21 |3 Wednesday
Time [13:58

MC x3332 on file belongs to Mrs. Lucy Ricardo.
TOZ1321

Date

Time
User

Not Printed
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Letter of Authorization (LOA)

A Letter of Authorization is a form that give Pebble Beach Resorts approval
to charge a credit card without the owner of the card being present.

A Letter of Authorization is required any time a (not the
Guest’s) and therefore will not be present to sign for charges on the date(s) of stay/play.

The only instance for which we do not need an LOA:
e The Dates of Stay are more than 30 Days out
e AND the 3rd Party is Pre-Paying a finite dollar amount at the time of booking.
e Allincidentals during the trip will be paid for by the guest at checkout.

3" Party w/LOA Booking Guidelines:

Pre-Payment e If a 3™ Party credit card is being used for a booking, instead of just
collecting the deposit, we need to collect all finite charges at the
time of booking.

e Finite charges include the entire room stay, Golf Greens Fees, and
any Rental Clubs/Caddies for which the 3™ Party agrees to cover.

e 3" Party Guests may also pre-pay finite amounts allotted to the
guest for incidentals. For example, a 3™ party may wish to pay for
room, golf, and $300 worth of dining charges.

Guest Tiles e Allinformation within the Guest Tile on a 3™ Party Booking should
exclusively pertain to the guest who will be attending the trip.
e If the 3 Party cannot provide the Guest’s contact information, this
Guest Tile should be set up as a C/O Guest Tile.
e All contact information for the 3™ Party will be entered on the
Reservation Tile.

Booking A Stay e Ifa 3™ Party is booking a trip that will occur within 30 days, we need
Within 30 Days to have the 3™ Party sign the LOA form before charging anything to
their credit card.
e You will need to get Supervisor Approval to Hold the room if the 3™
Party cannot sign the LOA by the end of the same day.

Booking A Stay e If a3 Party is booking a trip that will occur more than 30 days out,

Outside 30 Days the 3 Party’s credit card can be charged right away
e Wesstill need the LOA on file before the guest arrives.
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Book A 3™ Party Reservation (w/LOA)

1. Add all room, golf, and recreation to your Itinerary via the Booking Center

Itinerary # 1050RI4X7

Description Location Amount Duration | Booking#
Spanish Bay R... 08/01/21-08/04/21 4,473.51
GTF Resort 3nt... [08/02/21 09:00 | 2 |10PB10 | 115000 300 |09J9TW |

GTF Resort Gu... (08/03/21 300 (09J9TX
12R050 NEW  24DRO.. Peppoli Dinner... 08/03/21 120 09J9TZ

2. Inform the 3™ Party Payee:
o We will require a Letter of Authorization since they will not be present to sign for these
charges. This well be sent to them electronically via email through the service Sertifi
o We will collect pre-payment of all finite charges up front.

3. Clarify with the 3™ Party Payee exactly which charges they will cover with their own credit card:
e Room charges?
e Golf Greens Fees?
e Caddies / Rental Clubs?
e Incidentals?
e Any finite dollar amounts to be used by the guest during their stay?

4. Click the Down Arrow next to the Guest Field in the Booking Center to search for or create the
Guest Tile of the attending Guest.
e Collect the attending Guest’s full name
e Ask the 3" Party if they can provide the guest’s phone number, email, or address.
If the Payer cannot provide this:
o write “C/O (3™ Party name)” in the Company line
o Putadotin the phone number field.
o Fill'in the City/State/Zip
e Add the 3™ Party’s credit card information to the attending Guest’s Guest Tile
e Save the Guest Tile and complete the Profile(s)

5. Collect the 3™ Party Payer’s:
e Full Name
e Billing Address of the Credit Card
e Phone Number
e Email Address
*Set this information aside for your A Note
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6. Let the 3™ Party Payer know that the guest will not see any pricing at check in or checkout, but
the confirmation email will contain the .
For 3™ Party Bookings, we who booked the
trip, , unless otherwise requested.

Put the caller on hold while you prepare the Guest Tile and collect the payment for

o If we are within 30 days of the reservation dates, do not charge anything to the payer’s
credit card until after the LOA is signed.

e Put a hold on the reservation (with supervisor approval if we are holding beyond end of
same day) to allow the 3™ Party Payer time to sign the LOA.

8. Take the caller off hold and Close the call:
e Read through every booking with the guest in order to ensure accuracy
e Reaffirm the 14-day cancellation window and the exact final date the booking can be
changed/cancelled.
[ Sertifi

e Inform the guest that their confirmation email will arrive within one hour
e Askif they need assistance with anything else

e Thank the guest for calling

e End the call.
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Clean Up A 3 Party Booking (w/LOA)

1. Open the Guest Tile and delete the 3™ Party’s credit card from the Guest Tile

2. Inthe Booking Center, Assign the correct profiles to each recreation booking

3. Enter the 3" Party Payer’s name and phone number into the Contact name and Contact
Number Fields.

Contact Name |Chevy Chase
Contact's Phone |645.645.5444

4. The Audit line should state that you informed the 3" Party Payer, not the guest, of the 14-day
cancellation window.

Audit |ég¥IMEIg 14CXL C9 4.14.21

6. Type the 3™ Party’s email address into the Housekeeping field so they can receive the
confirmation email instead of the guest.

Housekeeping |chevy@comedy biz i
—

If the 3™ Party Payer wants the guest to receive the confirm as well, type COPY: before the 3™
Party’s email address in Housekeeping.

7. Access Special Billing and mark the Reservation as Confidential

Confidential Rate (Y/N) |y '
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8. Leave an A Note for Accounting will all of the 3" Party Payer’s information:

04/14/2021 04:03:44 PM

Last User | A5 | E‘
Date|04/14/21 | Wednesday
Time [16:03

MC x3332 belongs to Chevy Chase
645 Veronda Drive

Brooklyn, NY 10034

645.645.5444

Date chevy@comedy biz

Time C94.14.21

User
Not Printed

9. Leave an FDB Trace for the Front Desk.
e Since the LOA has not yet been signed, clearly state that the LOA is in-process.

Lewis, Jerry 04/14/2021 04:34:00 PM

Last User [A5 1
Date | 08/01/21 Sunday é

Time |00-00

DO NOT ASK FOR CC ~
FDB ﬂ PPD By 3rd Party Chevy Chase
BRO7 @$1320+++ x 3nts = $4473.51
SG @$415 x 2sm = $830
PB @$575 x 2sm = $1150

Date[ / Total PPD = $6453.51
All additional charges to Chevy Chase MC x3332
Time LOA sent via Sertify. Awaiting signature.
C94.14.21 v
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10. If your 3™ Party is pre-paying for any recreation, you must leave Baby Notes on the recreation
bookings with instruction to charge the pre-paid portions to the Reservation Tile.

Johnson 10GATS | *| GTF Resort Guest Edit
Gregory v Spt Post Bl
Cuest | 10259A. Gregory Johnson N XXXX1002
N Profie |1, Gregory Johnson v EX Cur Cancel
01/24 Ful Cel Edic ; = Eds
2 |4 Account | 1211BE, Johnson, Gregory v n
2,300.00 PPD 4GF+cads %o R#12|1BE Gregory Johnson Dep | ITN#: 1@S@RBSPH

PPD 4GF+cads 1o R#1211BE Gregory Johnson

11. Click Confirm on the Itinerary and send an IEMAIL

12. Complete your NAVIS Booked Lead
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Complete A Cost Breakdown

Before you access Sertifi to send the LOA, you need to Prepare your Cost Breakdown.
e Open File Explorer

Access the L Drive

Open the RESORT RESERVATIONS folder

e Open the Forms folder

e Click on the LOA Template Excel Sheet

This is the Cost Breakdown Excel Sheet:

Pebble Beach Resorts

Pebble Beach Resorts Cost Break Down

ITINERARY Arrival Date Guest Name

$575 per player
$415 per player
$295 per plaver
$135 per player
$65 per player
$45 per player
$95.00 per player
$35 per player
$47.50 per player
$102.36 per player

HXAXXAXXAXXXXX
[0 R N e N B e e e
O T T R TR R TR

Standard Multiple Rooms Golf Package Year Round Package Other Packi
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This Excel Sheet is pre-set with formulas of Pebble Beach Room, Golf, and Spa rates so Reservations
Agents can easily create accurate Cost Breakdowns for guests.

1. Begin by filling in the fields in the Header:

Pebble Beach Resorts Cost Break Down

ITINERARY Arrival Date Guest Name From
1050RI4X7 08.01.21 Jerry Lewis Crystal Libby

2. Select the correct resort in which your guest will be staying:

Room Nights

Garden View

Room Tax

California Assessment
Nighfly Service Charge
Monterey County Assessment
Total Room Charge per Night

The Inn at Spanish Bay | v |

Casa Palmero

3. Select the Room Type:

10
il Room Nights
¥4 Garden View > 2 Inn at Spanish Bay
i3l Garden View A
14* Fairway View

i Forest View
LN Scenic View
16 Partial Ocean View
e Garden Spa
Ul Ocean Loft
18 Ocean View

4. Type the Base Rate of your selected room type into the top Rate field:
The Tax, Assessment, and Service Fee fields will auto-populate when you exit the cell.

Room Nights

Garden View The Inn at Spanish Bay $1,320.00
Room Tax $138.60 «
Calfornia Assessment $2.57 »
Nighly Service Charge $28.00 *
Monterey County Assessment $2.00 *
Total Room Charge per Night $1,491.17 ¢
Nights Booked

Rooms Booked

Total $0.00
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5. Enter the number of nights in the right column of the Nights Booked row
Enter the number of rooms into the right column of the Rooms Booked row
The Total will auto-populate

i8 Room Nights

V4l Garden View The Inn at Spanish Bay $1,320.00

{&} Room Tax $138.60

4£3 Calfornia Assessment $2.57
J Nighly Service Charge $28.00
3 Monterey County Assessment $2.00

LAl Total Room Charge per Night $1,491.17

(k8 Nights Booked 3

1
$4,473.52 «

6. Inthe GOLF CHARGES section, enter the number of players in the row for each golf round that the
guest will be playing
(If your 3™ Party has pre-paid for any caddies or rental clubs, you can add that here as well.)
The Total Greens Fees for each course and the Total Golf Charges field will auto-populate.

v28 GOLF CHARGES

P4 Pebble Beach $575 per player
$415 per player
$295 per player
$135 per player
$65 per player
$45 per player

$95.00 per player
$35 per player

$47.50 per player

$102.36 per player

$1,150

L LU L L L | L SN | L N LI [}
geggeeel

XX X X X X X XXX

$0.00

7. Enter the amount of money you charged to the 3™ Party Payer’s credit card at the time of booking.
The Total Due for Prepayment will adjust automatically.
(If your booking is within 30 days of the visit date, this field should be left at $0.00 because you
should not charge the credit card until the LOA is signed.)
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8. Hide any unnecessary rows on the spreadsheet.
e C(Click the number of the first column you want to hide, then drag your curser until you have
highlighted the entire section you want hidden.

8 I=0-A- -9

@ Copy
[B Paste Options:
Paste Special...
Insert
Delete

Clear Contents

4 @ Format Cells...

Row Height...

Unhide

These sections will now be hidden from view:

e Repeat this step on any additional unnecessary rows.
Be sure to keep all rows that include Totals.
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9. Now that your Cost Breakdown is complete, you must save it to your L Drive Folder
e Click File, then Save As
e Change the name of the excel sheet to:
Cost Breakdown — (Last name, First Name) (Itinerary Number)

T [ L > RESORT RESERVATIONS > Forms

Cost Breakdown - Lewis, Jerry - 1050RI4X7
Excel Workbook (*xlsx)

e Change the location from the Forms folder to your own personal L drive folder by clicking
the arrow above the file name field twice, then double click your name from the list of
folders below.

=2
Cost Breakdown - Lewis, Jerry - 1050RI4X7

Excel Workbook (*.xlsx)
More options...

Name T Date modified

C ] costal 4/4/202110:27 AM
C ] crystalL 3/29/202111:28 AM

[ ] pan 10/30/20181:24 PM

e Click Save. Your Cost Breakdown is now saved as an Excel Sheet in your L Drive Folder.
e Click File, then Save As again
e Change the File Type from Excel Workbook to PDF

N 5 L > Crystal L

Cost Breakdown - Lewis, Jerry - 1050RI4X7
PDF (*.pdf)

e Click Save again.

We always send Cost Breakdowns to guests as a PDF. The reason we save both a PDF and an Excel
sheet of the same document is in the event we need to adjust the values later on. Instead of re-
creating the entire Cost Breakdown, we simply edit the Excel version and save it as an updated PDF.

@ Cost Breakdown - Lewis, Jerry - 1050RI4X7 4/14/2021 6:25 PM
Cost Breakdown - Lewis, Jerry - 1050RI4X7 4/14/2021 6:30 PM
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Send A Letter of Authorization via Sertifi

1. Access Sertifi via their login page: https://www.sertifi.com/sertifists/account/login

2. Login with your Sertifi username and password

Login To Your Account
Username

libbyc@pebblebeach.com

Password

ﬁ HOME E,; SEND FILE @ VIEW FILES @ SIGN ’ ADMINISTRATION

| Send File @ Sign

Create and send signature requests Sign documents awaiting your signature

~ ‘| View My Files Administration

View and manage files you have sent o ur account and settings. View

ports and dashboards

4. For an LOA file, use the following formula for your File Name:
PBCAUTH_(Itinerary Number)

File Name * PBCAUTH_1050RI4X7 '

5. Enter the 3™ Party Payer’s email address into the 1°t Level Signer field

File Name * PBCAUTH_1050RI4X7

15 Level Signer(s) * chevy@comedy biz == My Address Baok
83 Add to
Address Book

Enter email addresses of users required to sign this file.
Separate emails with commas.
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6. Set the Expiration Date for the checkout date of the Itinerary

Expiration Date 2021/08/2412:00AM || (© Pacific Daylight Time

7. Click Next

8. A new page will open with a list of possible documents.
Check the box labeled Reservations Credit Card Auth Form

~|[) Equestrian Payment Authorization Form  Pre-fill Form
=[] Group Retail Payment Auth Form  Pre-fill Form

=|([) New Vendor Doc  Pre-fill Form

=|[) New Vendor W-9 Form  Pre-fill Form

= ® Reservations Credit Card Auth Form  Pre-fill Form
=|[) SB Club - PBC Mgr Member App  Pre-fill Form

=| () SB Club Manager and Family Letter  Pre-fill Form

=|([) SB Club Payroll Deduction Form  Pre-fill Form

9. Click Pre-fill Form

- JrYSYY venuvr v oo v L T V)

= Reservations Credit Card Auth Form Pre-fill Form

10. Enter the following fields on the LOA form:

Guest Name: | Jerry Lewis

e Guest Name

e Arrival Date
e Itinerary Number Itinerary Number: | 1050RI4X7 |

Arrival Date:| 08.01.21 |

11. Check the appropriate boxes in the charges section:

Charges I will accept (Check all that apply):

@ All Charges (skip to ) . ) Room Rent, Room Taxes,
signature) Defined Package Service Assessment

Other Recreation (Tennis,

Club Rental, Horseback Rides. Golf

olf Green Fees
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12. Click the Save Button in the top right corner, then the Exit button to return to the previous page.

13. Scroll down to the Signature Documents section and click Choose File

Signature Documents upload documents requiring signature to place in this file.

File: Choose File | No file chosen

14. Attach the PDF version of your Cost Breakdown that you have saved in your L Drive folder

N > ThisPC > Reservations (L:) » CrystalL

New folder

ects A Name
5 Training

@ 2021 Incentive Plan - Word

2021 Incentive Plan (2)
2021-New-Membership-Registration
Cost Breakdown - Lewis, Jerry - 1050RI4X7
E33] Cost Breakdown - Lewis, Jerry - 1050RI4X7

ents

rads

15. Once the document is uploaded, click Prefill/Add Locations

Cost Breakdo....pdf  Prefill/Add Locations Title: |Cost Breakdown - Lewis, Jer[ l

16. A new page will open with a preview of your Cost Breakdown. Click Full Signature from the left
sidebar menu

AT

&

Select signer

1st signer: chev' v

Full Signature

Small Signature
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17. ASignature field will appear on your document. Drag this signature field underneath the Cost

Breakdown.

GOLF CHARGES
|Petble Beach $575 per player X 2 = $1,150
Spyglass Hil 8415 per player X 2 = $230
Total Golf Charges $1,980.00
Total $6,45352
| Deposit Required $6,453.52
Total Due for Prepayment s0.00

W (Type Name)

chevy@®comedy.biz

18. Click the Save button in the top right corner, then the Exit button to return to the previous page.

19. Click Finish & Send

20. Set a Reminder on your NAVIS Lead to follow up with the 3™ Party if the LOA has not been signed.

e If the guest’s visit dates are within 30 days, set this reminder for the final date you are
allowed to hold the reservation.

o If the guest’s visit dates are outside 30 days and you have charged the credit card, this
reminder may be set further in the future, but we must still give the 3™ Party a finite
deadline.
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LOA Follow Up

After you send an LOA through Sertify, you will receive two email updates via Outlook:

1. A Delivery Receipt confirming that your guest has received the LOA email from Sertifi

2. ASignature Confirmation indicating that the guest has signed the LOA

When you receive the signature confirmation, click the Review button in the body of the email:

All requested signatures have been received for file
"PBCAUTH_1050RI59Y"

This will launch the Sertifi E-Sign webpage. This is what the guest sees when they sign Sertifi documents.

e Your Cost Breakdown and Letter of Authorization will be hyperlinked on the right side of the
window.

e If the guest has any questions, they can post a comment in the chat feature of the E-Sign Room.
Any comments/questions posted by the guest within this chat feature will generate a
notification email to your Outlook.

Sender w Signature Documents

Crystal Libby R Four Hundred Cost Breakdown 1050RIS9Y
our AHunar reakaown

Welcome to our eSign Room. Please review and sign the attached Created on 04/04T202T OB 5T AV FOT

documents. If you have any questions, feel free to post them below. -

Crystal Libby
libbyc@pebblebeach.com

Reservations Credit Card Auth Form

Created on 04;0472021 08:53 AM POT

Post any questions/comments Post Signed

Attach File View Signing Activities
» Participants L+
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Click on the Reservations Credit Card Authorization form hyperlink.

?ﬁ Reservations Credit Card Auth Form

Created on 04/04/2021 08:53 AM POT

This will open a new page with information about the document.
Click the View Unmasked Document hyperlink.

Reservations Credit Card Auth Form

Document Properties Links

Document ID: 20210404105111739
View Signed Document
Document Name: Reservations Credit Card Auth Form

Owner: Crystal Libby View Unmasked Document

Upload Date: 04/04/2021 08:53 AM PDT
Using File Password: No

Filename: Credit Card Auth form.pdf

Download Original Document

This will open the Letter of Authorization form.

In SMS, open the Itinerary for this guest and review the FDB Trace to verify that the Letter of
Authorization was completed accurately.

Update the final line of your FDB Trace to say, “LOA on file”.

DO NOT ASK FOR CC DONOTASK FORCC
PPD By 3rd Party Chevy Chase PPD By 3rd Party Chevy Chase
BRO7 @8$1320+++ x 3nts = $4473 51 BRO7 @$1320+++ x 3nts = $4473 51
-1[SG @8415 x 2sm = $830 1|SG @$415 x 2sm = $830
PB @$575 x 2sm = $1150 PB @8575 x 2sm = $1150
Total PPD = $6453.51 Total PPD = $6453 51
All additional charges to Chevy Chase MC x3332 Al additional charges to Chevy Chase MC x3332
(LOA sent via Sertify_ Awaiting signature. LOA on file.
C94.14.21 %321

Open your A Note in SMS to verify that the billing information of the credit card matches the billing
information on the LOA form.

If your guest’s reservation was booked within 30 days of the visit date, you must now charge the 3
party’s credit card for all finite charges on the reservation.
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Third Party Outside Guest Golf

If a 3™ Party would like to cover golf charges for a guest who is not staying at our Resort, the 3™ Party
must pre-pay all finite charges.

Since we will not have a Reservation Tile onto which we can charge and store the 3™ Party’s prepaid
funds, we must create a City Ledger on the attending guest’s Guest Tile.

11. Add the guest’s tee times to your Booking Center

12. Click the down arrow next to the Guest button in the Booking Center to launch Universal Lookup

Guest v
i

Guest Name

13. Search for any pre-existing Guest Tiles for the attending guest. If they do not have a Guest Tile,
click Add New Guest to create a new Guest Tile.

Add New Guest Tile |

14. All contact information on the Guest Tile must belong to the Attending Guest (not the 3™ Party).

If the 3™ Party cannot provide all required contact information for the guest, add what you can,
and write “C/O (3" Party name)” in the Company field.

Last |Costanza

Eirst | George | Tite |[Mr. |v
Initial _I Alternate |
Position |5
Company |c/o Jerry Seinfeld |

15. Add the 3™ Party’s credit card information to the Guest Tile.

Credit [XXXX3332 @
. - Master
Expire |12/23 Edit
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16. Click the City Ledger button (or hit C on your keyboard) in the left menu bar of the Guest Tile.

City Ledger
17. Type A for Active

:Ad"e:oriﬂ'mfl!:(A/H)? '

18. Type Y for Yes to create a new City Ledger

No city ledger exists for this guest. Do you want to create one? Yes No (YIN)? |E| '

19. Type B to select The Inn at Spanish Bay as the Property Code
(We select the Inn at Spanish Bay because that is where our Accounting Department is located.)
1

Enter City Ledger property code ( BLPW ) or <Es> | to exit : D '

Your new City Ledger will now open.

20. Make a note of the City Ledger Number at the top of the window.

City Ledger®: 12R082 Account Name: Costanza, George Guest Name: M

|Ci ty Ledger#: 12R082-C/L

21. Set the Begin and End Dates as the date of the Guest’s Tee Time

]
General Account Info Created 04/01/2021 A5

Beain |06/22/2021 H Thu
End_|06/22/2021 Fri

Note from Your Reservations Auditor: This is the most overlooked step by Reservations
Agents, but it is very important. The Begin/End Dates of the City Ledger time from during
which the City Ledger may be billed. If you do not set this date for the date of the guest’s
tee time, the Pro Shop will not be able to charge the City Ledger on the date of play.
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22. Click the Down Arrow to the right of the Account Type field and select F for Day Use Account

Begin |06/22/2021 H Thu
End |06122/2021 B Fri

Account Type [F | | Day Use Account

DiscountLevel | ||

23. In the Notes and Communication section, type out clear notes that explain exactly what is being
pre-paid on this City Ledger.

Notes and Communication

Rate: [3rd Party PPD: SG @415x 2sm = $830 Edit Notes |

Notes 1: | Dbl cad@$95 x2sm.= $390 More Notes

Notes 2 | Total PPD = $1020 C94.18.21

24. Add an A Note to the City Ledger with all billing information for the 3™ Party Payer
(If the guest’s date of play is within 30 days, write “Sent LOA via Sertify / Awaiting Signature” at
the end of your A Note.)

- 04/18/2021 10:26:16 AM

Last User |A5

Date [04/18/21 |fH Sunday
Time |10:26

MC x3332 on file belongs to 3rd Party Jerry Seinfeld.
645 West 85th Street

New York, NY 10018

212.546.2151

showaboutnothing@seinfeld.com

C94.18.21

[ [ - o
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25. To charge the prepayment directly to the City Ledger, click the Bills Button in the bottom right
corner of the City Ledger window:

Statement Options

Saement e e CredtLimi
Prefe!

relerence m Charges 0.00

’ Payments 0.00

e ‘ == ‘ Balance 0.00

Zoom/ Aging L Bis J

Date of Play within 30 Days: Date of Play 30+ Days Out:
e Send LOA via Sertify e Charge the prepayment at
e Do not charge the Prepayment the time of booking.

until after the LOA is signed. e No LOA is needed.
e Write “LOA on File” at the end
of your A Note

26. Once the credit card is charged to the City Ledger, delete the credit card from the Guest Tile

27. Escape to return to the Booking Center

28. Assign the appropriate Profile to the tee time(s)

29. Complete and Confirm your booking.

30. Open each Golf Tile and add a Baby Note with billing instruction for the Pro Shop:

Costanza 30GBOH | *| GTF Outside Guest Edit
George Yz Spit Post Bl
Cuest | 11F6IK, George Costanza Y/
2 e XXXX3332 oyl confm Cancel
N Frofie |1, George Costanza v - a d
1223 Edt -
1 i 2 Aooount v In E£dis
830.00 PPD: CHG SG2sm+cads o C/L12R082 Dep | ITN#: 1@5@RI4YB

PPD: CHG SG2sm+cads o C/L12R082

31. If the 3" Party requests a confirmation email, you may add their email address to the Guest Tile
and send a VEMAIL. Otherwise, no confirmation is needed.

32. Complete and Save your NAVIS Booked Lead.

397



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Travel Agents

— S/ A Travel Agent is a person engaged in selling and arranging transportation,

7 Q accommodations, tours, or trips for travelers.

A Travel Agent Booking is similar to a booking made by a guest’s assistant:

o The Travel Agent will often pay using the guest’s credit card (thus no LOA is needed since the
guest will be present to sign for charges at checkout.)

e The Guest Tile should only contain contact information for the guest who will be attending the
trip. If the Travel Agent cannot provide guest contact information (which is common), the Guest
Tile will be set up as a C/O Guest Tile

e All Travel Agent information will be documented on the room Reservation Tile.

Why Guests Book through Travel Agents

A guest who books through a travel agent likely will not receive any discount on their Pebble Beach
Resorts booking. The primary benefit they garner by booking through a Travel Agent is that the Agent
will make all phone calls on their behalf and can arrange multiple aspects of their trip, including air fare
and additional activities or destinations outside of Pebble Beach Resorts.

Why Travel Agents Book Pebble Beach
The Travel Agent will receive a 10% commission from Pebble Beach on the Base Rate of all rooms.

e Recreation is not eligible for commission
e Commission checks (or wire transfers) will be cut within 30 days of the guest’s departure.

e  Commission checks are cut to the owner of the agency and sent each company's primary headquarters to
which the Agency is federally registered. Headquarters will then disperse payment to the individual agents.

e New Travel Agents are approved through the Travel Desk at TravelDesk@PebbleBeach.com. The Agency
must have a current IATA, ARC, or CLIA registration.

e Commissions checks and any commission issues are handled by Accounting at
APTravelGroup@pebblebeach.com

Tour Operators / Wholesalers / IAGTO agents may be transferred to the Travel Desk.

These agents do not receive a 10% commission. Instead, they pay contracted Net Rates.

The agent will use their own Agency credit card to book their guest’s trip at their contracted discount,
then charge the guest a higher rate which is how they make their profit.

398



:

PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Book A Travel Agent Reservation

1. Askthe Travel Agent for their IATA Number. Set this information aside.

2. Create your booking in the Booking Center at Rack Rate

3. Quote our standard cancellation timeframe and advise the Travel Agent of the required deposit.

4. Click the down arrow next to the Guest button in the Booking Center to search/create a Guest
Tile and Profile.
o ATravel Agent will typically be able to provide all guest contact information.
e If the agent cannot provide this, add everything the can provide, then type “C/O (Travel
Agency)” into the Company field.
e Do not add the Travel Agent’s contact information to the Guest Tile

5. Addthe provided by the Travel Agent to the Guest Tile
e Ask the Travel Agent to whom the credit card belongs.
(Most Travel Agents will use the guest’s credit card to pay for the reservation.)
o If the Travel Agent is using their Agency credit card instead of the guest’s, consult your
LOA guidelines to see if we need to have an LOA on file.

6. Escape to return to the Booking Center.

7. Ask the Travel Agent if you may place them on hold while you finalize the reservation and
process the deposit.

8. Prepare the Reservation Tile:
e Access the Reservation Tile
e C(Click E for Edit and Page Down.
e Follow the prompts to select the:
o Media Type -

11 K1 Travel Industry

o Media Source —

- e

1 K10005  TRAVEL AGENT

o Incoming Phone Number — Reservation Center
o Guarantee Code — A for Advanced Deposit
o Escape to return to the Booking Center
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Right click on the line of your room reservation and select Complete Booking
This will only Complete the room, leaving all recreation as incomplete.

Re-Enter the Reservation Tile

Collect the Deposit:

e Double click the room to return to the Reservation tile

e Click Bills

Enter Transaction Code - 970PPV (M, V, A, or D for the credit card code)
Enter the deposit amount (Base Package + optional pre-payment of 379/4th nights)
Enter C for Charge

Page Down

Select Yes to verify that all entries are correct

Tab to move curser outside of the credit card number field

Page Down

Press any button to return to Bills

Exit to return to the Reservation Tile

O O 0O OO O0OO0OO0oOO0

Access Special Billing

Enter the Travel Agent’s IATA Number into the Agency #1 field

Travel Agencies

Agency #1 |59374755 v
Agency #2

Page Down to save.

Note: If your booking includes more than one room, the Travel Agency must be added into
Special Billing on every Reservation Tile.
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15. The Travel Agency Tile will open.

Travel Agency Lookup [=)@]
Code 10707815 EIXEng MBSk
Link Code [ 10707815 Maser Account ] I I | I
Name | Golf Experiences LLC sy S I I .
les rporateTier C - -
Seesfep ot B I:I% :% :%:]%
AgencyAdded UG 03082016 L B B B
Contact [Dan Myers
Phone 1[04 5672059 E Total Room Nights |0 Total Revenue
Phone 2 E Rank[ ]+
Phone 3 E
Fax |904.940.9708 -
0 on Contro
Email [ m
lemo@demo demo L Defauit Commission% [ 1000 TA Commission Group | |
Address  |5000 Sawgrass Village Cir Agency is allowed to Pre-deduct commissions from deposits
STE 30
Agency has not been approved to receive checks \:I
City |Ponte Vedra Beach |
State |FL
Zp [saon2 || woE Send 1009 4 Creait ]
Country [United States | ~] Expire | / | [Edit]
=
< 020TOT Occupancy Tax 0.000
020TSL Sales Tax 0.000
020TID  Tourism Tax 0.000
020TCA CA Tourism Assessmen| 0.000
(+] % % Is this the correct Travel Agency? l Yes ‘ l Add ‘ l Eind ‘ l Sean ‘ l Edit ‘

e Verify that this is the correct Agency
The commission check for this booking will be sent to the Headquarters address on this

Travel Agency Tile

e Verify that the Default Commission is set to 10%. .
Default Commission% '
If not, see a supervisor or contact the Travel Desk _

16. Type Y for Yes to confirm this Travel Agency

[« E1[=] Is this the correct Travel Agency? Yes

[]=]

Escape

The name of the Travel Agency will now be next to the IATA number in Special Billing

[10707815 | v | Golf Experiences LLC |

The Reservation Tile will now have a Travel Agent stamp

Travel Agencies

Group & Routing 3
Secretary v
Corporation - Travel Agent |
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17. Take the Travel Agent off Hold

18. As the Travel Agent to confirm their phone number and email address.

19. Type the Travel Agent’s name and phone number into the Contact fields of the Reservation Tile

Contact Name [Moe Sislak
Contact's Phone |945.646.5464

20. Type the Travel Agent’s email address into the Housekeeping line of the Reservation Tile

Housekeeping |flamingmoe@moestavemn.com

21. Close the Call:
e Read through each item on the Itinerary to ensure accuracy
e Reaffirm the 14-day cancellation window and the exact final date the booking can be
changed/cancelled.
e Inform the Travel Agent that their confirmation email will arrive within one hour
e Askif they need assistance with anything else
o Thank the Travel Agent for calling.
e Endthecall.
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Clean Up A Travel Agent Reservation

1. Click Complete and Confirm in the Booking Center

2. Send a TAIEMAILI confirmation via Letters

3. Enter the Reservation Tile

4. Add your cancellation quote to the Audit Line
Specify that you quoted this cancellation window to the Travel Agent, not the Guest:

Reservation
Audit [Adv. TAG 14CXL 6.29.21 C94.18.21

Housekeeping |flamingmoe@moestavern.com

5. Add an A Note that species to whom the credit card on file belongs.
Since most Travel Agents will use the guest’s credit card, the note can be simple:

04/18/2021 04:26:13 PM

Last User A | é‘
Date [04/18/21 |38 Sunday
Tme[132s ]

MC x3332 on file belongs to Homer Simpson.
C94.18.21

Date
Time
User

Not Printed

If the credit card belongs to the Travel Agency, this should be treated as a 3™ Party Booking. See
the 3™ Party section of this manual for instruction on how to handle payment.

6. Leave an R Note that summarizes who you spoke to and what was booked.
7. Complete and Save your NAVIS Booked Lead
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Travel Agent Confirmation Email

The image below is an example of what the TAIEMAIL confirmation email looks like to the Travel Agent.
Notice that email is addressed to the Travel Agent, not the guest.

PEBBLE BEACH
RESORTS

Brownell Travel Inc 3/16/2021
Attention: Rose O'Connor

Dear Rose O'Connor

Thank you for your reservation at Pebble Beach Resorts for your client, Chris Barr. Please review the
itinerary below. If you have any questions, or would like to make changes, please contact Resort

Reservations at (831) 920-6695.

RESERVATION INFORMATION

Itinerary Number 1050RI11J6
Guest Name Chris Barr
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Set Up A New Travel Agent in SMS
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Travel Agencies

Agency #1 |54666611

Agency #2

v

v

Not on File

If You Cannot Locate the Travel Agency in
Special Billing

Use the search function to search by the
agency name

Ask the agent if they are a division of a larger
agency that we may have on file instead

If the agent has booked with us previously,
you can look up their previous booking to see
what IATA number they previously used.

If you still cannot locate the agency, it is likely
that they have never booked with Pebble
Beach before. Proceed to the instructions to
Create A Travel Agent Tile.

405

If the Travel Agent Cannot Provide an IATA
Number or Agent Number

You must ask them to provide their EIN or
SSN.

Do not create a Travel Agent Guest Tile for
the agency at the time of booking.

Proceed to the instructions to Send A New
Travel Agent Form

o Once the paperwork is complete, the
agent will be auto-assigned an
identification number that the agent
will not know.

o The Travel Desk will then work with
Revenue Management and
Accounting to arrange the agent’s
commission.
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Create A Travel Agent Tile
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For Travel Agents with existing IATA numbers, you must create the Travel Agent Tile at the time of
booking. If the Travel Agent is unable to provide you with an IATA Number, skip this step and proceed
directly to the instructions to Send A New Travel Agent Form.

On the phone call with the agent, you must obtain:

The IATA or Agent number
The Agency Name

The Agency Billing Address
The Agency Phone number

e The Agency Email Address
*This information will be verified by the Travel Desk.

1. When the IATA is entered into the Agency field within Special Billing, you will see the words
“Not on File” next to the number.

Travel Agencies

Agency #1 |54666611

Agency #2

v | Not on File

v

Page Down to save this IATA number.

2. ATravel Agent Tile will open, but you will see that this tile does not actually match the IATA that
was “Not on File.” SMS will open the next closest IATA number to your entry.

Trave Agency ook

Code
Link Code

Name

546416AA

|

546416AA

Alterra

At the bottom of the window, click Add to Add a new Travel Agent Tile.

Is this the correct Travel Agency? Yes Add ind '
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3. Anew Travel Agent Tile will open Code (54666611 |
with all fields blank except for the Link Code |54666611

Code and Link Code. Name |The Trip is Out There

These fields will be auto filled with
the IATA number you entered into
Special Billing. Contact

Phone 1 |546 645 6666
Phone 2
Phone 3

Fax

|Fox Multer

4. Enterinto the Travel Agent Tile:
e The Agency Name
Contact name Email [ muider@iwantiobelieve com
Billing Address s :
Phone Number -
Email Address

64665 Quantico Lane

Washington
DC |
20001 ||

United States [~

5. Review the Commission Controls section of the Travel Agent Tile to verify that the Default
Commission% is set to 10%.
(If it is not set at 10%, see a supervisor to have this corrected)

Commission Controls

Default Commission% TA Commission Group [’

Agency is allowed to Pre-deduct commissions from deposits

Agency has not been approved to receive checks | Manager Approval

6. Page Down to save

7. TypeY for Yes to confirm that you want to apply your new Travel Agent Tile to your booking.

A]=]
=]

Is this the correct Travel Agency? Yes

8. We still need the agency to fill out a New Travel Agent From via Sertifi. Proceed to the following
page for Sertifi instruction.
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Send A New Travel Agent Form

Travel Agents will need to fill out a New Travel Agent Form when:

e They have never booked with Pebble Beach before and need to set up their commission account
e They need to make a change to their existing Travel Agent Tile

1. Access the Sertifi website: https://www.sertifi.com/sertifists/account/login

2. Login with your Username and password

3. Click Send File in the toolbar

(iR | o senprite | [y viewrites | L2 SIGN | €55 ADMINISTRATION

4. Fill'in the following fields:

The File Name should be PBCUSATA_ (Agency Name)

1°t Level Signer should be the travel agent’s email address

2" Level Signer should be the Travel Desk: traveldesk@pebblebeach.com

3™ Level Signer should be Travel Group Accounting: aptravelgroup@pebblebeach.com

File Name * PBCUSATA_TheTriplsOutThere

1°* Level Signer(s) * mulder@iwanttobelieve.com

Enter email addresses of users required to sign this file.
Separate emails with commas.

2" Level Signer(s) traveldesk@pebblebeach.com

Separate emails with commas.

379 Level Signer(s) aptravelgroup@pebblebeach.com

Separate emails with commas.

5. Set the expiration date to the guest’s date of arrival

Expiration Date 2021/06/23 12:00 AM | 5] | (® Pacific Daylight Time .
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6. Click Next

e e

7. On the new page, check the box of the Travel Agent Application — US Only
(If the Agency is just making a change to their address, you can check the Travel Agent
Application — Change of Address form)

=[] Transportation Payment Authorization Form Pre-fill Form

=[] Travel Agent Application - Change of Address Pre-fill Form

=[] Travel Agent Application - Outside US  Pre-fill Form

=[] Travel Agent Application - US Only  Pre-fill Form

=|[) Travel Industry Rate Program - Reservation Form Pre-fill Form

8. Click the Pre-fill Form hyperlink

— -

-| M Travel Agent Application - US Only  Pre-fill Form '

9. Only fill in the following fields on the Travel Agent form:

e Reservation Number : L,
If the booking includes more Reservation #
than one room, write a note R#12M34X
such as (4 rooms) next to the Guest Name Dana Scully
Reservation Number

e Guest Name Arrival Date 06/23/21

e Arrival Date

10. Click Save, then Exit in the top right corner to return to your previous page

11. Click Finish & Send to send the form to the Travel Agent

Finsn & S
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12. In the Reservation Tile in SMS, set a TAG Trace indicating that you have sent the Travel Agent
Form via Sertify. The Date on the TAG Trace should be set to the Date of Arrival.

Scully, Dana 04/19/2021 12:24:36 PM

Last User | A5

Il

Date[06/23/21 | #M Wednesday

Time [00:00

‘ Sent New TAG form via Sertify.
TAG [~ ||co4.19.21

Date| / /
Time v

User

Once the Travel Agent paperwork is fully processed, the Travel Desk will close this trace.

13. Set a Reminder in your NAVIS Lead to check in on this reservation to ensure that the Travel
Agent Form has been returned and processed.
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Virtuoso

The below chart is in the Digital Binder

2021 Luxury Travel Agent Programs (edited by Ran 11/27/20)
Virtuoso only applies to Casa Palmero
2021 Luxury Travel Agent Programs

TAGs will either book on-line through the GDS system or by calling into the queue and will identify themselves as a member of one of the Travel Networks
below. All of the below programs will receive an individual welcome note from the hotel management to their guests.

Valid Dates: January 1, 2021 — December 31, 2021 Subject to availability

Casa Palmero - RACK Rate Resort Comp Early Check-in/Late Source I
; Comp Upgrade Promo Code | Special Bill

RATE ONLY Code | Credit® Breakfast Check-out Code 2pecia’ B

Virtuoso VTP 5100 ! |E\.'E|_ bas.t.ed on Continental up Yes K10020 VIRTUOSO IATAR
availability to 2 persons

. 1 level based Continental

Preferred Platinum Partner PPP 5100 EVE_ as.? on ontinentalup Yes K10040 PREFPLAT IATAH
availability to 2 persons

Signature Travel sTP 5100 1 Ievel_ bas.t.ad on Continental up Yes K10050 SIGTRVL IATAH
availability to 2 persons

Travel Leaders Select TZE 5100 1 Ievel_ bas.t.ad on Continental up Yes K10060 TRVLLEAD IATAH
availability to 2 persons

Altgur Select AHC $100 Llevelbasedon | Continental up Yes 10060 TRVLLEAD IATA
availability to 2 persons

1 level based on Continental up
Traveller Mad. TMP 100 ¥ K10070 TRVLRMADE IATAR
ace § availability to 2 persons €5

(1) Resort Credit per stay (Credit cannot be used for Room or Golf at Pebble Beach Golf Links/Spyglass Hill Golf Course). Create FDB Trace for date of
departure: “Pls apply [SAmount] Resort Credit at checkout.”
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Trip Advisor

Trip Advisor

These bookings will come through to the Travel Desk via email which Angie and Vita check and input manually
every day.

The confirmation number the guests receive will start with a"2"
Trip Advisor will usually be booked through Preferred Hotels

We can look up the TA confirmation number via Universal Lookup with the Search Type "3rd Party Conf#"

Include how to search third part confirmations in Universal Lookup.
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IAGTO is the International Association of Golf Travel Operators. It is
the global trade organization of the golf tourism industry.

Most IAGTO Agencies correspond with Pebble Beach Resort Reservations via email directed to our
Travel Desk. We have a special team of agents who handle the Travel Desk emails and bookings, but if
an IAGTO agent is in a rush, they may call to the general Reservations Center phone line.

As a Reservations Agent, you are welcome to book an IAGTO reservation, but once it is complete, you
should always send the Itinerary number to traveldesk@pebblebeach.com so the Travel Desk team can

insure everything is set up correctly.

Difference between Travel Agent and IAGTO Bookings:

Travel Agents
Pay the same rate as Resort Guests

Collect a 10% commission from Pebble
Beach on rooms, but not golf or
recreation

Usually pay with their client’s credit
card

Pay 2-night deposit just like Resort
Guests, then the remainder is due at
checkout

Can book any available room types

Travel Agents will book Rack Rate
rooms with rate codes such as RRL, RRB

IAGTO

Pay 15% off rack rates

They do not collect a commission from
Pebble Beach. Their profits come directly
from their clients who pay the agency a
higher rate than the agency pays us.

Usually pay with their Agency’s credit card
which is kept on file in Sertifi via an annually
updated Letter of Authorization

Pay 2-night deposit at booking, then prepay
all room and golf 14 days prior to arrival date

Cannot book suites - typically will book
Garden View rooms

The room Rate Codes in the Booking Center
begin with an |, such as IRRL, IRRB.
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Search IAGTO Availability

IAGTO Agents tend to be very flexible with their booking requests by providing a range of dates for their
client’s stay and will let the Reservations Agent take more control over details such as tee times and the
order in which courses are played.

When booking golf for an IAGTO agent, if the agent is not specific, a good rule of thumb is to

look for 10am tee times and book the order of the courses based around the best availability at

Pebble Beach Golf Links

When booking rooms, be sure to select the rate codes that begin with an | such as IRRL instead
or RRL for Lodge Rack Rate. This special “I” rate code ensures that the IAGTO agent will be billed

the IAGTO 15% discount.

You can conduct your availability search as normal, but when you are ready to select your room,

scroll down to the IAGTO Rate Codes which are just underneath the Rack Rate Codes:

eeeed L J

Rate Code Description Room TypeVac  Avl Grp  Unit Description 1st w/o tiAverc
RRL Lodge Rack LRCF 9 9 0[FW1 Partial Ocean | 1240.0( 1
RRL Lodge Rack LRGF 13 13 0(FW1 Garden 1020.0¢ 1
RRL Lodge Rack LROD 12 12 0|Lodge Ocean Deluxg 1500.0( 1
|IRRL Lodge - IAGTO NetR| LFpS 6 6 0|Lodge Ocean 1156.0( 1
JIRRL Lodge - IAGTO Net RILHICS 1 11 0|Lodge Partial Ocean| 977.50
IRRL Lodge - IAGTO Net RILRGS 31 31 0|Lodge Garden 833.00

Sending IAGTO Availability Quotes

We do not need to provide room rates because they already have their IAGTO rates.
If they say please book and have a card on file, put it together and say does this look good?

We can place IAGTO bookings on holds - usually 48 hours - without permission.
e Always use S hold code to make sure this hold pulls up on the Travel Desk’s IAGTO Hold
reports.
e Deposit on hold IAGTO report is pulled every day and is based off of reservation IAGTO
codes

Room and golf look good over these dates / we're full. Can | hold something for you? / Do you

want me to put something together. We can hold it for a couple days.
Anything longer than 48 hours: "This is good until EOD Wednesday."
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IAGTO Rates

To Access the IAGTO Discounted Rate Sheets:

Access the L Drive

Open the RESORT RESERVATIONS folder

Open the Resort Knowledge Folder

Click on the Digital Binder with the most recent date
These pink tabs has IAGTO Stay & Play Package rates:

O O O O O

‘r

2020-2021 Inn IAGTO Winter 2020-2021 Lodge IAGTO Winter \

|

o This blue tabs holds IAGTO Winter rates:

\
FY20-21 IAGTO Winter Rates ‘

o The tabs titled Net Rates hold the standard 15% off Rack Rates for IAGTO bookings.
\

Net Rates 2020-2021 Net Rates 2021-2022

PEBBLE BEACH COMPANY - Net Rate Programs
April 1, 2021 - March 31, 2022

Net Rates will be

the most Net Rate 1 Night
common rates The Inn at sEnish Bﬂ! Catego
you will book for Garden View BRG7 $ 739.50
IAGTO agencies. Forest View BRF7 $ 833.00
Scenic View BRC7 $ 909.50
Ocean Loft BRL7 $ 1,003.00
) Ocean View BRO7 $ 1,122.00
IAGTO Agencies Net Rate
can only book The Lodge at Pebble Beach | Catego
the room types Garden View LRGS $ 84150 [$ 95850
listed on the Net FWY1 Garden View LRGF $ 884.00|$ 1,005.54
Rates sheets. Fairway View LRWS $ 91800 | $ 1,043.18
Partial Ocean View LRCS $1,003.00 | $ 1,137.27
As you can see FWY1 Partial Ocean View LRCF $ 1,071.00 | $ 1,212.54
from this rate Garden Spa LRG7J $1,088.00 | $ 1,231.36
sheet, IAGTO Ocean View LROS $1,181.50 | $ 1,334.86
agencies cannot __NetRate ___1Night
book suites. Casa Palmero Catego
Estate Room PRX5 $ 977.50 1,109.04
Estate Studio PDX4 $ 1,079.50 1,221.95
Spa Room PRX3J $ 1,164.50 1,316.04
Deluxe Spa Room PRX1J $ 1,300.50 1,466.59
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The Guest Tile should be set up with only the client’s information.

Since the payment is being made by the IAGTO agency, we do not need as much information about the

guest as you would for a standard guest booking.

Required fields:

e Guest’s Name
e Guest’s Title

e The company
field should be
c/o (IAGTO
Agency Name)

e Putadotinthe
phone number
filed

e Dialed#=01
Reservations

e Source Code =K1
Travel Industry

e Source Scan =
K10015 IAGTO

F3ZA

(0 Stays, 0 Nights)

Last |Waiz
Eirst | Daniel | Tile |Mr. and Mrs. ]'
Initial _I Alternate |Terri Orr |
Position t

Company |c/o Flannagan's Golf Tours

Address Change Address Type
City ] Make pr;per case
State v
Zip Code ~
Country | 7
incorrect Address
Phones |
Social 8
Fax| |
Email | |
Olincorrect Email
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IAGTO Payment

IAGTO Agencies will usually pay with their agency’s credit card. Each year, the agency will fill out a new
Letter of Authorization that they sign via Sertifi. Access their most recent LOA form in Sertifi to find all
billing information needed to process the deposit.

If the Agency does not have a credit card on file in Sertifi
e Send the Agency a Cost Breakdown just for this one reservation via Sertifi
® Include a Cost Breakdown with the LOA as a Signature Required document

e After your booking is complete, let the Travel Desk know that they do not have an annual credit
card on file so they can reach out to set that up.

Find an IAGTO LOA in Sertifi

e Loginto your Sertifi Account

Login To Your Account
Username

libbyc@pebblebeach.com

Password

e (Click View All Files
|_= SEND FILE “;EL VIEW FILES @ SIGN @ ADMINISTRATION

Send File 5 Sign

t View My Files

View All Files Reports

e Set the Search Fields to All Months and All Years, then type a key word in the agency’s title into the
File Name Contains field. The example search below is for Seaside Golf:

Created @inmonth Al Months v | | All Years v

File Name contains = seaside
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e Authorization Forms will always have a title beginning with PBCAUTH_
Locate the most recent Authorization Form and click the hyperlink

File Name Owner

PBCAUTH_Seaside 2021 chunnicj@pebblebeach.com
A

PBC_TRIP_SeasideGolf bergstromj@pebblebeach.com

PBCAUTH_Seaside Golf Vacations_2019 colangec@pebblebeach.com

e A new page will open with details about the document such as when it was signed, who it was sent
to, and from whom it was initially sent.

In the example image below, this authorization form was sent from traveldesk@pebblebeach.com
to eric@seasidegolf.com and it was signed on 1/17/2021.

Click the hyperlink under Signed Documents

File: PBCAUTH_Seaside 2021

Signed documents

¥ Reservations Credit Card Auth Form 01/17/2021 11:49 AM PST

® Add Documents

Participants
& eric@seasidegolf.com 1st Signer Last Visit: 01/17/2021 11:49 AM PST
[Invite ] Signed 1of 1 Last Invite: 01/17/2021 11:39 AM PST

& traveldesk@pebblebeach.com Non-signer Last Visit:
[ Edit - Remove - Invite ] Last Invite: 01/17/2021 11:39 AM PST

e C(Click “View Unmasked Document to see the Authorization Form. Unmasked means that the credit
card numbers on the form will not be hidden.

Reservations Credit Card Auth Form

Document Properties Links

Document ID: 20210117133651724
View Signed Document
Document Name: Reservations Credit Card Auth Form

Owner: Joe Chunnic View Unmasked Document

Upload Date: 01/17/2021 11:39 AM PST

Using File Password: No

Filename: Credit Card Auth form.pdf Go Back

Download Original Document
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e Enter the Credit Card information on this form into the Guest Tile you created.

e Make a note of the address, phone number, and email address of the agency from this authorization
form. You will need this information to write your A Note.

e Process the Payment:

O
O
O

On the Reservations Tile, click the Bills section to open the payment screen
Type the appropriate billing code to charge the agency’s credit card
The Folio field defaults to 1. IAGTO charges need to be charged to the C Folio, so change

theltoaC.
Proceed as usual to complete the deposit payment

- .
- Bills
Transaction Code . VISA Card-RESV

Amount 500.00
(A)uth (C)harge (N)o-Show:
Folio

[°]°]

e Review all items on your booking with the agent, then close your call.

e Delete the agency’s credit card from the Guest Tile you created. The card will still be saved to the
Folio for the final payment that will be collected 14 days prior to the arrival date.
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If you accidentally charge the CC to Folio 1 instead of Folio C:

Click the Folios button from the Reservation Tile.

. yeseioe

Balance

Bills Eolios

Click Edit Folio button toward the bottom of the window.

D

otMove individual transactions to different folios or edit transaction descriptions " q

—_—
—

Select Sub-Folio

| Sub-Folo | Type [ Descripion | | ReRoue | (FiDIR)? [ ] '

The Folio Field of all historical transactions will now be editable.

Guest Folio

Account Linked to Corp

Transaction Detail

Date UserUnit Tn# Folio Code Description C
[02/12/21 P6 |BRF7 22D50B C/L12B6EO-Golfbreaks Wir

Type the code for the Folio to which you want to move the transaction.

Date
02/12/21

UserUnit
P6 BRF7

Tmn#
22D508B

Folio Code
Ic |cLc

Description
CIL12B6EO-Golfbreaks Wir

Click Save. The move will be instantaneous.

Save | | Cancel
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Clean Up an IAGTO Reservation

e Enter the Travel Agent’s name and phone number into the Contact fields

Contact Name |Kim Flannagan
Contact's Phone |541.347.2397

e |nthe Notes & Communications Tab
e Type the IAGTO disclaimer into the Reservations Field
e Type the 14-day cancellation quote into the audit line
e Enter the IAGTO agent’s email address into the Housekeeping line

Notes & Communication

Reservation |IAGTO - DO NOT DISCLOSE RATES
Audit [Adv. TAG 14 CXL 3.21.20 C9 3.9.21

Housekeeping |kim@flannagansgolftours.com

e Inthe Other section of the Reservation Tile, make sure all codes are set to IAGTO settings:

The Source code is particularly crucial because this allows the Travel Desk to pull this reservation
onto a report that alerts them when the final payment is due 14 days prior to this guest’s arrival.

Pay Type ]
Guarantee (A ¥ Advanced Deposit
MarketSeg |T v Travel Industry Sales
Sub-Market {120 | v |IAGTO
Phone-In |01 ': Reservations Center
Source |K10015 v | IAGTO

e Open Special Billing
Value

Special Billing /
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e Mark the rate confidential witha Y
Make sure Deposit #1 is set to the 2-night deposit you collected today
Set Deposit #2 as the amount that will be due 14 days prior to arrival

Special Billing for Res®: 12Q5EA  Wester, Joseph  04/05/21-04/08/21

Posting Controls

Batch Post (Y/N) [N Confidential Rate (Y/N)
Share Split (Y/N) |y
N
1

Tax Exempt (Y/N)
Sub-Folios (1-9)

Discounts

POS Discount ID v
Discount% | 0.00

Deposits Requested
Deposit #1 |03/10/2021 i 1,697.18
Deposit #2 (03/21/2021 i 2,166.41

e Type the Agency’s IATA number into the Agency #1 field.
e The name of the agency will automatically appear once the IATA is entered
e Make sure the Commission amount is 0 which confirms that this is an IATA Agency.
e Ifit were a regular travel agency, you would see 10.00 for the 10% commission.

Travel Agencies Commission Type Commission Amount

Agency #1 38694773 v Flannagan's Golf Tours LLC (%), (N)ighty or 0.00
Agency #2 v bl 0.00

If you do not have the IATA number, you hit the down arrow next to Agency #1 field to pull up the
search screen. From there, you can search for the IATA by name.

FLANNAGAN

Sc|  Code Agency Contact Phone Address

i 38694773  Flannagan's Golf ToursLLC  JohnFlannagan 5413472397 | P.O.Box 1184 '
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e Access the More Notes button and click A to add you’re A Note using the contact information you
pulled from the Sertifi Letter of Authorization.

05/16/2018 11:48:0

MC 1776 BELONGS TO YOUR GOLF TRAVEL
CLERKS COURT, 18-20

FARRINGDON LANE
LONDON

Date| / / EC1R 3AU

Time accounts@yourgolftravel.com

User

s ) oo

e Access the Traces button and click A to add your FDB Trace detailing exactly what is being pre-paid by the
agency and at what rates.

This Trace should be written from the point of view of the arrival date, meaning that the Total Prepaid should
reflect everything that will be prepaid by the time the guest checks in, not just the deposit that is prepaid at
the time of booking.

M/Morrison, Chip Res#12Q9BS Trace: PPD By Hidden Golf Links:

Last User |c9 |

Date|08/30/21 | 3¥ Monday
Time |00:00

PPD By Hidden Golf Links:
To [F0B [~ ||BRO7@1122+++ x2rms x 3 nts = $7632
PB 2sm @575 = $1150
SG 2sm @415 = $830
Date Total PPD = $9612
Time No further charges to Amex x1000. All else to guest.

nNo 29 24

User
Not Printed
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e Add Baby Notes to all recreation advising to bill the pre-paid charges to the Reservation Tile

205B10 - 04/06/21 - 11:30-01 (===
- leeTime | 08810 | Tue-040621 || 11308 | of |
Wester 20GZPD | v |GTF 3rd Nt Stay & Pl Edit
Joseph T Spit Post Bl
Guest | 11F3NF, Joseph Wesier v
Conirm Cancel
N Frofe. |1, Joseph Wesier > 3
! Full Gz Edi | -~ Edis
Accoun: | 12Q5EA, Wester, Josaph v 5
0.00 PPD: CHG 2 GF o R@12Q5EA Dep | ITN#t: 1P5PRI13V
° Confrm | Check ln Start =
Edit Toggle Carts Add Evenis L]
Escape cancel | Reinsie Gomplcic Post Bl Info Print

e  Confirm your booking in the Booking Center and send the IEIAGT confirmation email

Letters
| Delivery [ Module | Guest# Name Letter Code | Aftachments | Account# Destination | Date Added | Time Added | Added

1 |Print RES 11F3NF Wester, Joseph ... |IEIAGT 12Q5EA ...|103/10/21 09:14:11 B5

e Email your Itinerary number to the Travel Desk so they can take over with their additional processes.

o Create a Booked Lead Form only once the reservation is finalized. In your notes on the lead, begin with the
following: IAGTO — DO NOT DISCLOSE RATES TO GUEST

e Setareminderin your NAVIS Lead Form for 14 day prior to the guest’s arrival. It will be your responsibility to
collect the final payment on this reservation at this time.
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Travel Desk Documentation

Inn addition to sending the IEIAGT confirmation email via SMS, you must send an Email via Outlook:

Mr. Bob Butera’s reservation is fully confirmed! e Attacha
e Attach the
I have attached the Cost Breakdown and e Sendtothe tand CC
Receipt for this reservation. You should receive traveldesk@pebblebeach.com
the confirmation email within approximately
one hour. Include in the
e The guest’s name,
Best, e Itinerary Number
Crystal Libby e Dates of Stay

Once this email has been sent, create a Lead for your Booking in NAVIS.

e Copy/Paste entire email thread from Outlook into the Notes.
e Set an NAVIS email reminder for 14 days prior to the arrival date so you can reach out to the
Travel Agency about collecting the final payment.
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Create A Travel Desk Cost Breakdown

Access the Travel Desk folder in the L Drive and open the “Travel Desk Cost Breakdown Template”

> ThisPC > Reservations (L:) » Travel Desk

Name Date modified Type Size
[~ 2 Cost Breakdowns 7/9/202110:35AM  File folder
FORMS 11/2/2018 9:54 AM File folder
s * LOA 9/10/20183:44PM  File folder
- Reservations Sales Agent  # RATES 2/18/20211:55PM  File folder
owledge * sop 3/4/2021 12:16 PM File folder
» TAG Approval 7/6/2021 3:53 PM File folder
older * Wire Commissions 2/18/2021 1:55 PM File folder
Backgrounds Golfbreaks - PBC Cost Invoices for Audit ... 4/22/2019 11:57 AM  Adobe Acrobat D... 1,480 KB
;- Dining Team @ Golfbreaks Payments as of 10JUN21 6/10/2021 1:18 PM  Microsoft Excel W... 30KB
IAGTO Agency List 8/19/2019 7:12 AM Microsoft Excel 97... 180 KB
mp- Folder B33 TA Foreign Assigned IATA 5/10/20213:49PM  Microsoft Excel 97... 54K8B
ons (L) £37) TA_Master_Contact_Phone_Email 7/24/2018 1:45PM  Microsoft Excel C... 622 KB
@ Travel Desk Cost Breakdown Template 3/28/2021 9:53 AM  Microsoft Excel W... 286 KB

Create the Cost Breakdown for the booking as normal.

The primary difference between this Template
and our standard LOA template is the section

at the bottom regarding deposits.
As of (date)

Due by (date)

In the Travel Desk Cost Breakdown, you must
indicate what is being paid as of today’s date
and what is due at the 14-day point:

Save your Cost Breakdown as both a PDF and an Excel Sheet (so you can easily make corrections if
needed) to the Cost Breakdowns Sub-Folder.

The file name should follow the following format:

> ThisPC > Reservations (L:) > Travel Desk » Cost Breakdowns

Name Date modified Type

Berg, Alan 10AUGUST2022 7/9/202110:29AM  Ado

£33 Berg, Alan 10AUGUST2022 7/9/2021 1028 AM  Micr
s TJ VanBrocklin 1050RH5V2 7/4/202110:05AM  Ado

Reservations Sales Agent £33 VanBrocklin 1050RH5Y2 7/4/202110:04 AM  Micr

Graham, Stephen 30SEP2022 7/2/2021 2:20 PM Ado
B33 Graham, Stephen 30SEP2022 7/2/2021 2:19 PM

ywledge

%% % %N
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Generate A C-Folio Receipt

Open the Reservation Tile of your booking in SMS and click the Folio button

+  Charges 0.00
Payments 4.065.83
Balance 406583

In the new pop-up window, select option 1 for Spanish Bay Folio.

Letter Documents to print - By Code

Sq| Document Code Document Descripion
1 BFOL Spanish Bay Folio
2| CPFOL Casa Paimero Folio

In the new window, click “Add Custom Attachment.

Springer-Miller Systems, Inc m@r
Send e-mail
E-mail Template [BFOL | v Spanish Bay Folo 03 Commerss
Code Description -~
Atachments T’ oo Adw/Remove Asachmens

Edit the first field to “C” to request a C-Folio receipt, then click “OK” to return to the previous window.

Folio Printing Options

Inchude Subbios (124567898C0PV) Bankbral[C |
Foregn Currency |v
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Edit the Send To field to your own personal outlook email address, then click OK-Send.

Send e-mall

E-mail Template [BFOL || Spanisn Bay Foio 446 Commerss
Code Description
Attachments L Fok 2 » Add/Remove Atachments

You should receive the email in your inbox within a minute or two.

All

Today SpanishBay@pebblebeach.com
To Libby, Crystal

Unread ByDatev 1T

SpanishBay@pebblebeach.com ]
Spanish Bay Folio - Please do not reply to this email 1:13PM 99_C Folio.pdf o
Dear Joseph Wester, On behalf of the entire staff at The Inn at »e | 52KB

Colangelo, Chelsea g ! M
2021 Fall Aeration Memos | Updated as of 3.24.21 10:45 AM
Good morning all, Attached please find the revised copies of the

Dear Joseph Wester,

On behalf of the entire staff at The Inn at Spanis
hope we were able to create 2 memorable experiet
another unforgettable visit. Our goal is to exceed
in a lifetime experience, every time.

Allen, Viktoria g ! fo
Pebble Beach Restaurant Availability 3.26.21 8:40 AM
Happy Friday Everyone, Please see the document attached for

Save the Folio as a PDF Attachment, but rename the file per the following example:

Receipt - Butera,

Bob 1050RIZMP
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IAGTO 14 Day Final Payment

Send an email to the agency asking for permission to collect the remaining payment for the booking.
If the Agency is Flannagan’s Golf Tours, you can charge the CC without contacting the agency (as long as
it is less than $15,000) and send a Folio C receipt to the agency.

Prepare the reservation per our usual practices. Since golf is pre-paid, you don’t need to split this out.

Add a Non-Disclosure message to any Secondary FDB Traces:

Reservation Traces
Tonnesen, Diann I Reservation #12R8UI 05/09/2021 12:56:13 PM
Last User [c9 B
Date|05/19/21 |7 Wednesday
Time |00:00
PLS DO NOT DISCLOSE RATES )
| To |FpB |+ ||Transfer RIT/S/A for 4 Nights to R#12M75Q Diann Tonnesen
All else to each guest.
C959.21
Date| /¢
Time v
User
Not Printed
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IAGTO Golfbreaks Direct Billing

Golfbreaks is the only IAGTO agency that does not pre-pay for its bookings.
Pebble Beach instead direct-bills Golfbreaks after each stay is complete.

Golfbreaks Golfbreaks bookings are still subject to the standard booking guidelines and
' ~  14-day cancellation policy.

Adam,

Book Golfbreaks Room & Golf

Let’s book it.

A Golfbreaks agent will email the Travel Desk for availability. Dennis Lavelle & Larry Ward
March 4-6, 2021

Once a quote is agreed upon, the Golfbreaks agent will ask us (2) Forest View Rooms at the Inn
to confirm the reservation and provide us with the location of
’ ) Golf — 2 players
their office. March 5 — Spyglass at 9:40
March 6 — Pebble Beach at 10:50

Golfbreaks has three different City Ledgers to which
reservations may be charged:
e Golfbreaks UK — C/L# 12551V Thank you,
o Golfbreaks USA — C/L# 125517
e Golfbreaks Scandinavia — C/L# 125520

This is a booking for Golfbreaks Inc (US Office)

Patrick Tarantino
Golf Vacation Specialist

The reservation itself should be created using the standard IAGTO room rates.

Package [} SB - IAGTO Net Rate |

Special Billing for Res#: 12

) . Posting Controls
In Special Billing: -
Batch Post (Y/N) [N Confidential Rate (Y/N) Group
Share Split (Y/N) |y Corporate
e Deposit #1 and #2 should be Tax Exempt (YIN) [
set to $0.00 since we do not Sub-Folios (1-9) [1
require prepayment.
POS Discount ID v
e The Golfbreaks IATA number Discount% | 000
should also be added to the Deposits Requested
Agency #1 field. Deposit#t [ / / 0 0.00
Deposit#2 | / / | 0.00
e The reservation should be Display Policies Change Deposis
marked as Y for Confidential
Agency #1 |99900031 v GolfBreaks.com
Agency #2 v
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The Corporation field must have the Golfbreaks Corporate Account code entered.
This code will be one of three options, depending on which Golfbreaks office is booking the reservation.

Corporate Accounts - By Code

Contact Name |Patrick Tarantino . :
Contact's Phone |843.779.7472 Sq Corp-Name Corporation #
G 1 Golfbreaks UK 12851V

roup v L)
Secretary - 2 | Golforeaks USA 128517
Corporation |12851Z E Golfbreaks USA T Golfbreaks Scandinavia 128520
4

The Notes and Communications fields should be entered as follows:

Notes & Communication

Reservation |PLEASE DO NOT DISCLOSE RATES
Audit [IAGTO - 14CXL

Housekeeping |ptarantino@golfbreaks.com

|other [T <
Mark the Guarantee Code as L for Guarantee || =2 Ciy LedgenMember
City Ledger
Market Seg |T v | Travel Industry Sales
The Market Code is Travel Industry Sub-Market |T20 B IAGTO
Phone-In |01 ¥ | Reservations Center
The Sub-Market is IAGTO Source |K10015 |~ | 1AGTO

Create an FDB Trace set for the date of arrival that includes a full Cost-Breakdown and instruction to
charge all items on the reservation to the appropriate City Ledger:

Last User |Jc
Date | 03/04/22 g Friday

Time |00-00

PLEASE DO NOT DISCLOSE RATES - IAGTO - Golfbreaks A
To |FDB B (2) BRF7 at $952.09 x 2 nights = $3,808.36

PB GF at $575 x 2 players = $1,150

SG GF at $415 x 2 players = $830

Please charge $5,788.36 to C/L# 12851Z

all else to guest

Date| / /

Time B0 6.8.21
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Add Chargeback Notes to each golf tee time with instruction to bill to the primary reservation number:

30GATP | v |GTF Resort Guest Edit
N Spit Post Bl
Conrm | Cancel
/ Ful C: Edr In I ~ Edis
PPD 2 GF 1 R#12859G Dep | ITN#: 185@RJ41F

Confirm the reservation and send an IEIAGT email to the booking agent.

—

Delivery | Module | Guest# Name Letter Code | Attachments Account #
1 |Print RES 11G6DR  |Lavelle, Dennis ... [IEIAGT 12859G

Use the Excel template in the L Drive to create a Cost Breakdown of the reservation:

@ Pebble Beach Resorts

Pebble Beach Resorts Cost Break Down

ITINERARY Arrival Date Guest Name From
1050RJ41K 31412022 D. Lavelle Adam Barnett
JRoom Nights
Forest View The Inn at Spanish Bay $833.00
Room Tax $87.47
California Assessment $1.62
Nightly Service Charge $28.00
Monterey County Assessment $2.00
otal Room Charge per Night $952.09
Nights Booked 2
Rooms Booked 2
otal $3,808.36
otal Room Charges $3,808.36
GOLF CHARGES
Pebble Beach $575 per player X 2 - $1,150
pyglass Hill $415 per player X 2 = $830
otal Golf Charges $1,980.00
otal $5,788.36
Deposit Required $3,808.36
Total Due for Prepayment $5,788.36
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Save the breakdown as both an Excel Sheet and a PDF to the Travel Desk’s Cost Breakdown Folder with
the title format: Last Name, First Name [Date of arrival]

- C et Rreake
¥ | LOSTBreakc

Home Share View

v M > ThisPC > Reservations (L:) » Travel Desk » Cost Breakdowns

Name Date mod\i/fied Typ
jick access Katz, Jamie 19JUL2021 1050RH248 6/10/20213:32PM  Ado
lesktop #* | &3 Katz, Jamie 19JUL2021 1050RH248 6/10/20213:31PM  Mic
lownloads # "1 Hitchens, Alexander 13JULY2021 6/10/20212:33PM  Adg
tandard Operating Procedures b g @ Hitchens, Alexander 13JULY2021 6/10/2021 2:32PM  Mic
raining - Reservations Sales Agent P Mee, Andy 09MAY2022 6/10/2021 10:55 AM  Ado
ravel Desk ? £33 Mee, Andy 09MAY2022 6/10/2021 10:55 AM

Email the PDF of this Cost Breakdown to the Golfbreaks agent with a CC to the Travel Desk.

Barnett, Adam
To Patrick Tarantino; Chunnic, Joe; _Travel Desk

BA

Lavelle, Dennis 04MARCH2022.pdf
e | 121 KB

Bing Maps 4+ Get more add-ins

Hello Patrick,

Mr. Lavelle and Mr. Ward are all set, | have attached the cost breakdown of the itinerary. 1 have also sent you

an automated email confirmation, if you have any additional questions, please do not hesitate to reach out to
me.

Thank you,

Adam Barnett
Reservations Sales Agent
Pebble Beach Company
Phone: (855) 831-5998
www.pebblebeach.com

Accounting will bill Golfbreaks for the reservation after the trip has been completed.

433



@

PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

Book Golfbreaks Day Guest Golf

IAGTO agencies may book Day Guest Golf for their clients, but do not receive a discount.

Note: Be sure to ask exactly which charges the agent intends to cover. It is common for IAGTO
agents to pay for caddies/carts/rental clubs as well as greens fees then bill the guest directly.

Find or Create a Guest Tile for the client:

e If you are creating a new Guest Tile, the Company line should say C/O Golfbreaks:

First | Teser | Title [mrs. s mr. |+
Initial Alternate | Demo Demonsirason I
Position |
Company | c/o Goiioreaks |

e The Email field should contain the email address of the Golfbreaks Agent

Group ~
Secretary ~

ate

e Select the appropriate Golfbreaks
code in the Corporate field depending
on the location of the Golfbreaks office.

Corporate Accounts - By Code

Sq * Corp-Name
8 1 Golfbreaks UK

2 | Golbreaks USA
3 | Golbreaks Scandinavia

In the Golf Tile, add a baby note instructing the pro shop to charge the Greens Fees (as well as any
carts/caddies/rental clubs that the IAGTO agent plans to cover) to the appropriate City Ledger:

e Golfbreaks UK — C/L# 12551V
e Golfbreaks USA — C/L# 125517
e Golfbreaks Scandinavia — C/L# 125520

Booking#: @9S4E0: N|| Last|Testerson Rafe|20G8TU |+ GTF Outside Guest
Elm Tester gmup v
| - mmmmme—— |
Dblf2 e | F[ ] Aeoourr [ . | Borel/ Jruce ex
Green Fees 1,180.00 Note| 14 CXL. Chg GF+cads o C/L12851V

Send a VEMAIL confirmation to the Golfbreaks agent.
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Golfbreaks Cancellations Prior to Direct Billing
Golfbreaks Direct Billing has been implemented as of June 2021.

All bookings created prior to June 2021 will have deposits on file. If a cancellation is made on one of
these bookings (outside of 14 days), that deposit must be moved to the appropriate City Ledger based
on the location of the Golfbreaks office:

e Golfbreaks UK — C/L# 12551V
e Golfbreaks USA — C/L# 125517
e Golfbreaks Scandinavia — C/L# 125520

You can determine which City Ledger to move the funds into by viewing the Corporate field of the
Reservation Tile:

Contact Name |Patrick Tarantino
Contact's Phone |843.779.7472

*If the Corporate field is blank, the
Travel Desk has access to spreadsheets

Group v on which the office location is
§ecret?ry ” documented for each booking.
Corporation |12851Z v Golfbreaks USA

Cancel the reservation and recreation per our normal process.

Set an ADM Trace for the following day instructing accounting to move the funds to the City Ledger
instead of refunding the credit card on file:

Last User|c9
Date|06/23/21  |fd Wednesday

Time |00:00

Please move $5945.64 from R#12MOt2 to C/L #12S51V. "
L To [aM |~ [|cos2221

Date| / /
Time o
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IAGTO Bookings without IAGTO Rates
e Forany IAGTO reservations without a net rate, such as this, we provide a 15% commission.
e Ran and Chelsea have access to update these bookings for commission.

IAGTO Changes and Cancellations
e Ifa guest calls in to add golf, even The Hay, you must direct them back to the operator that
booked their trip.

e The operator is prepaying The Hay green fees, just like they would any other course, please let
me know if you have any questions.

IAGTO Packages
e We still charge rack rate as deposit since these agents want to play smallest amount possible at
time of booking, but full package is due at 14 days.
e Package rates for IAGTO are in Digital Binder

IAGTO Day Guest Golf

= |AGTO Agencies can book golf only, but do not get any discount

* They need to pay for everything including carts/caddies/rental clubs at the time of booking.
Even with Resort Guests, DM charges the $25 cart.

* Make the guest tile and make sure it says c/o (Agency name)

= Put the Agency's email address in the email field on the guest tile
This is usually not done, but for golf only, we make an exception.
The c/o lets us know that the tile needs to be updated with guest info.

e Make a Day Use City Ledger

Rate: |PPD by Golf Breaks IAGTO

Motes 1- |[DM 2sm @5110pp on 4.23.21
Notes 2- |3CXL 4.2021 CO3.27.21

e Create a Cost Breakdown
e Send a Receipt via the City Ledger Bills button
Add a baby note on the tee time to charge to the City Ledger

Christian | GTF Outside Guest

Nancy
11F5U2, Nancy Chrisian
1. Nancy Chrisian

. . . ACooUNE

FRD 2em @$110. CHG o CL1208GY

e Send a VEMAIL from the Guest Tile?
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VIP Guests

Certain guests of Pebble Beach Resorts are classified as VIPs. There are many
categories of VIPs, all of which are indicated in the chart on the following page.

When you receive a caller from a VIP Guest, it is crucial that you read the notes in
the Guest Tile or Reservation Tile before disclosing any information to the caller.

Identify A VIP Guest:

e The Reservation Line of the Notes & Communication Section may state the VIP level of the guest:

Notes & Communication

Reservation |V5-GST OF SALES
Audit

Housekeeping |breckl@pebblebeach.com

e The Rate Code in the Package Field will include “VIP”:

Package NU: Spanish Bay VIP l

e  The Guest Tile will include a VIP Code:

VIP |B v | Writer or Rater

Tite |Mr. =] Stays Nights
i ' 1 [

| -
|

Change Address Type
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Identifying VIP Reservation Codes

vi/
V2

Owner / Guest of Owner

Our ownership group and their guests are handled specifically by our CEQ’s executive
assistant, Lee Ann Seber.

Do not change, cancel, book, or discuss anything about the reservation with these guests; they
must be transferred to Lee Ann Seber ext. 8505. If you cannot reach Lee Ann by phone, please
email her with guest info. She will respond with further instructions.

V3

Special Guest of Senior Management
Do not change or cancel the reservation; they must be transferred to original requestor in
note.

V4

Writer or Rater (Usually Golf Only — Rooms check Source Code)

Do not change or cancel the reservation; they must be transferred to original requestor in
note.

Margo Daniels, Joyce Hiura, or Diana Diaz are guest contacts.

V5

Site Inspection (Golf - Rooms check Source Code)
Please direct guest to Sales Assistant referenced in note. Ok to book day guest activities (non-
resort booking guidelines for golf).

V6

Special Attention (Dissatisfied Guest)
See note. Please assist guest as much as possible. Please see the VIP Desk or Supervisor before
making any changes or canceling. Guest contact is usually Sara Higman or Trisha Cox.

V7

Golf VIPs
Guest of Golf Executive Office. Please direct all calls to Joyce Hiura x8752.

V8

Brand Partner

These guests are either representatives of our brand partners or their guests. The following
are the most frequent brand partners:

Coca-Cola IBM

Fed-Ex XOlJet

Lexus TaylorMade

Mastercard EZGo

Do not change, cancel, or add golf to these reservations. Please transfer calls to Diana Diaz
xX7466.

V10

Celebrities
See Note

V10

Golf Academy Lesson
Please see the note on the guest tile or reservation. Any changes or questions transfer the
guest to the Golf Academy.
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o |fa VIP Guest is inside 14 Days of Arrival, get approval from the VIP Desk or a Supervisor to

change or cancel.
e Always read notes in the Guest Tile or Reservation Tile before confirming any information
e For assistance, seek help from the VIP/Travel Desk or a Supervisor

Q
o E S S
- = O “ Q
§  §% 3 g = = S
e 2§ e § S= S = £
Y Y o ) x S < W ) S
8w 835 > T =3 = S S
S8 T = : T 2 S S
QL 35 | @8 o < S g < S o 9
Qv Q.o S S e o] Q Qo
NO NO NO NO NO YES YES; YES
Collect
Bonotel CC&
Guest
info
YES YES NO NO* YES YES; YES
Collect
GDS CC&
Guest
info
NO YES YES; TAG YES; TAG | YES; send YES; TAG | YES; TAG
only only can to TAG only can | onlycan
PBTOUR makes cancel only book book
changes
NO YES YES; TAG YES; TAG YES; send YES; TAG | YES; TAG
only only can to TAG onlycan | only can
IAGTO makes cancel only book book
changes
NO; refer | NO; refer | YES;only | Yes; NO; refer | YES
VIP to Lee to Lee to Lee Onlyto | tolee
(V1 & V2) Ann Seber | Ann Seber | Ann Lee Ann | Ann
x8505 x8505
NO; refer NO; refer | YES; only | YES NO; refer | YES
VIP to to to to
(V3 & V8) requestor | requestor | requestor requestor
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Number of Rooms

Groups

The Reservations Department of Pebble Beach Resorts may book
reservations for groups up to a certain size.

If a booking exceeds the maximum size we are permitted to process, we
must connect the guest to the Group Sales Department.

Maximum Reservation Center Booking Guidelines
As A Reservations Agent, we can book a maximum of 36 Total Room Nights.

The Total number of Room Nights is calculated by adding up the number of nights a guest is booking for
every room on the reservation. For example, if a guest books two rooms for three nights, the total
number of room nights is six.

The following chart illustrates the maximum number of Total Room Nights that may be booked by
Reservations Agents:

Number of Nights

37+ Nights = Transfer to Group Sales (65#)

.
:
:

: —
:
e —
:

: ]

: —

2
a
:

13 13 Rooms = Transfer to Pebble Beach Preferred (PBP)
14 14 Rooms = Transfer to Pebble Beach Preferred (PBP)
15 15+ Rooms = Transfer to Group Sales (65#)
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As an example of how to use this chart, let’s say a guest wants to book 9 rooms. You can see per the
chart below that the maximum number of Nights you may book for this guest is 4 nights per room.

Number of Nights

37+ Nights = Transfer to Group Sales (65#)

e If the guest wants to add a 5th
night for each of their 4 “
rooms, that will result in 45 2
Total Room Nights ol |2
g [ —
e If the guest wants to add a Sl B
10" room to their 4-night stay, Sl B [ s |
that will result in 40 Total T
A ()]
Room Nights. o |8 _
(e I
2l o]
Both cases exceed our 36 1 R
Room Night limit and must be © [ s |
transferred to Group Sales. 13 13 Rooms = Transfer to Pebble Beach Preferred (PBP)
14 14 Rooms = Transfer to Pebble Beach Preferred (PBP)
15 15+ Rooms = Transfer to Group Sales (65#)

Meeting Space
If a guest wants to book a Meeting Space for their group, their entire reservation must be transferred,
even if the number of Total Room Nights is less than the 36 threshold.

e If the guest is booking 1-14 rooms, connect to Pebble Beach Preferred.
e |[f the guest is booking 15+ rooms, connect to Group Sales

Pebble Beach Preferred Group Sales
Specializes in Small Scale Group Specializes in large group events
Events such as weddings, board such as conferences and large

meetings, smaller company retreats. corporate retreats.

Day Guest Group Golf

If a Day Guest wants to book more than 12 Golfers:
e Pebble Beach Golf Links / Spyglass Hill Golf Course / The Links at Spanish Bay - Transfer to Group Sales
e Del Monte Golf Course - Transfer to the Del Monte Pro Shop
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Identify A Group Reservation

Do not Edit Group Sales Reservation Tiles:
e All changes go through group coordinator
e Follow the Locate the Group Coordinator instructions in this manual to direct the guest to
their appropriate contact.

Do not disclose Group Sales Rates or Room Types:
e Groups are typically booked as “Run of House” which means the rooms on each reservation
are placeholders until the house is set.

The Group’s Name will be in the Group field of the Reservation Tile:

Group |[1206HE v Captains Club LLC

v

The Other section of the Reservation Tile will be set to all-Group categories:

Pay Type [P v | Cash Posting Allowed
Guarantee |G v | Groups
Market Seg |C v | Corporate
Sub-Market |C10 v Corporate
Phone-In |05 | ¥ Sales
Source |110005 ¥  GROUP

The Package Code will include the name of the group, which indicates that the group is receiving a
specific rate based on their contract with Group Sales

Package [Wie3 Captains Club LLC l

The Header of the of the Booking Center: will state the Group Number and name:

- Events Group 12P57L v | TaylorMade Natl Champions

era F 1000R14 OMF )
: Ty Gst | Pf | Res | Lev | Code | Description Date Time | Ppl
_ R |10J4H6 | |1202AK |CNF  |B2P57L |TaylorMade Nat.. |05/02/21-05/07/21 | | 2
G [1004H6 |1 |1202AK |CNF  |10FGRP..|GTF Resort Gr.. |05/03/21 1050 | 2

| v
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Find the Group Coordinator Contact

1. Access your File Explorer

2. Openthe L Drive

3. Openthe RESORT RESERVATIONS Folder
4. Open the Future Group Listings folder

5. Click on the document labeled “Group Listing” with the most recent Update Date

Group Archives 2/3/2021 11:

Group Spa Procedures 8/10/2020 2:
@ Group Help Template 10/29/2012
@ Group Listing - Updated 2.3.21 2/3/2021 11:
B33 Group Listing - Updated 4.15.2021 4/15/20211

Passkey Printscreens -Making Changes 9/19/2016 2:

This will open an Excel Sheet of all incoming Group Reservations.

B2

srsoa

spenoa

s/a0z

syi02021 . i enamsseiz
5 e

133128098

sysofz021
1 spspon

spapon | spsjon
spapon | sjo0n ow

S/22/2021 | 5/27/2021 WeGL acentine

6. CTRL+F to open a search box. Type the name of your guest’s group and click Find Next.

& - w ou LIRS I PAVISY M/ LI LULL LATINTI UINTITU JUIHUUT UIDUILL AT VINITU JUHUUT UIDU ILL UUGTU IVITTUTIE

15 2-Inn@ SB 4/23/2021 4/29/2021 Ducks Unlimited Du
L3 1 - Lodge@PB 4/24/2021 4/24/2021 Enomoto & Beatty Wedding Celebration

LIl 1 - Lodge@PB 4/24/2021 4/28/2021 Oliphant Golf Management ol Find Repkace
:}2-Inn @SB 4/25/2021 4/25/2021 Keenan Classic

£} 2 - Inn @ SB 4/29/2021 5/2/2021 KCC Class Action Services LLC K Find what: Taylormade|

PN 1 - Lodge@PB 4/30/2021 5/3/2021 The Club at New Seabury Th _—

l2-nn@ss 4/30/2021 5/9/2021|TaylorMade Ita

Find and Replace

P28 1 - Lodge@PB 5/1/2021 5/1/2021 Stillwater Yacht Club Sti
23; 1- Lodge@PB 5/2/2021 5/4/2021 The Links Club Th
PN 1 - Lodge@PB 5/2/2021 5/6/2021 TaylorMade Ta
25 j1- Lodge@PB 5/3/2021 5/3/2021 Jay Bennett Family Events Sa
26 P 5/5/2021 Barefield and Associates
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7. Once you locate the Group Listing on the excel sheet, follow that row to the Booking Contact
Name column.

This is the contact you can provide to the guest if they wish to make changes to their Room
Reservation. The phone number of the Group Contact will be in the columns to the right of the
Contact name.

Blocked Catering Service Booking Contac Ofc Booking Contact Rec
Rooms Mgr Mgr Housing Method Booking Contact Name Phone Number Phone Number

MET MET Rooming List Mr. Jim Clay 508.539.8320

JKB EMQ Rooming List Ms. Kathy Loberg
BP1 | AL | 'Mr. Peter Hanlon ‘ '831.915.1953

KGR KGR Rooming List Mr. George Perry
JKB EMQ Rooming List Ms. Kathy Loberg

Internal Group Sales Contacts
The Group Listings Excel Document will automatically open to the Groups tab, but you can see along the
bottom of the sheet that there is a second tab titled Cover.

- -

57__ 2-Inn@ SB 5/22/2021 5/27/2021 WeGOLF Argentina

The Cover Tab is where you will find internal Group Sales Contact Information, which includes:

Sales Managers

Group Reservations Managers and Coordinators
Pebble Beach Preferred

Group Golf and Spa Coordinators
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Locate A Group Sales Reservation

Search by Reservation Tile

Group Sales Room Reservations are not created as part of an Itinerary.

To locate a Group Sales Room Reservation, the best practice is to begin by searching the guest’s name in
Universal Lookup using the Search Type: All Reservations.

Ask your guest for the dates of their stay to verify that you are selecting the correct booking.

Springer-Miller Systems, Inc.

LI LSRR il Al Reservasions (=) | Name/Number

SEARCH RESULTS
Reservation iLevel Reservation Name Arrival Depart Room © GuestLast Guest First
[EPLe UMM | NEW | Petersen, Charlie 04/18/21 04/20/21 LROS Captains Club LLC
olU) i Petersen, Charlie 02/05/21 02/06/21 L164 Petersen Charlie

If you cannot locate the guest’s Reservation Tile, proceed to the following page to search by City
Ledger.
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Search by City Ledger

Each new Group Sales booking is created with a City Ledger.

For example, as you can see on the Future Group Listings Excel Sheet, the Captains Club will be visiting
April16th-18", 2021.

Departure N
Property Abbrev. Arrival Date Date Account Name Post As
2-Inn@ SB 4/16/2021 4/17/2021 Poladian & Kazarian Wedding Celebration Alicia Poladian & Michael Kazari
1-Llodge@PB 4/16/2021 4/21/2021 Captains Club LLC Captains Club LLC
2-1nn @SB “2J17/2021  4/23/2021 BUILT National BUILT National - NKF 2021 Reboo
2-Inn@ SB 4/18/2021 4/21/2021 Arrow Exterminators Arrow Exterminators

Set your Search Type in Universal Lookup to City Ledger Accounts to locate the City Ledger for this

group.
Tune
T VI Ciy Ledger Accounts ame/Number [Sery
Account# Level Name Begin End Charges
12D0X0O Captain’s Cup 2020 10/24/20 10/28/20 o
1206HE Captains Club LLC 04/116/21 04/21/21
11S1PA aptains Cup 11,81
124520 Captains Cup 2019 10/19/19 10/23119 18,55
12452V Captains Cup 2019 10/22/19 10/22/19
12119W Captains Cup 2021 10/26/21 10/26/21
1211A2 Captains Cup 2021 10/24/21 10/27/21

Double click on the correct group to open the group’s City Ledger.

City Ledger®: 1206HE  Account Name: Captains Club LLC  Guest Name: Captains Club LLC 0 Stays / 0 Nights

|Citv Ledger#: 1206HE-C/L l

 Actve Account Captains Club LLC
g Close Guest VIP
Profiles v
The Lodge (L) Group [1206HE | | Captains Club LLC
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Click the Guest button on the City Ledger to open the Group’s Guest Tile

Captains Club LLC Whose
Guest VIP
Profiles I:I v Guest

Group [1206HE |~ Captains Club LLC Group Status [NEW |

As you can see, instead of the Guest Tile being dedicated to one person, this Guest Tile is utilized for the
entire Group.

Guest Tile/Captains Club LLC, #11E3A0 (0 Stays, 0 Nights)

Last |Captains Club LLC
Our gue &
10/22/2020 E
Profiles & Preferences Eirst I Tite I v
nial || Alternate |
Messages Position I o
Company | Captains Club LLC |

Click the Reservations button in the left side Button Bar to open the list of all Reservations associated
with this Group Guest Tile.

You can see in this example that every room associated with this Group Guest Tile has been assigned to
a specific person’s name within the Captains Club group.

If the rooms associated with this Group Guest Tile are not labeled with individual guest names, it is likely

that the Group Coordinator has not yet sent their Rooming List to Group Sales.

Reservations

Sq Res# Level #Room Name Arrival Depart Return GBIl Folios| Split ' Move
i 1206RG  NEW 1LROS  Kavadas,Rick 041612021 0412012021 |
2[1206RH  NEW 1RO Petersen, Charlie 04/18/2021  04/20/2021 1 1 1 |y
3[1206R1  NEW  1AROS  Benzian,Jim 04/18/2021  04/20/2021 oY

s 120R)  NEW 1IROS  Chapman, Jay 04/18/2021  04/20/2021 1 1 1y
5[1206RK  NEW  1/IROS Litieton, Brian 04/18/2021 0412012021 Y
5[1206RL  NEW 1LROS  Yu,Simon 04/18/2021  04/20/2021 1 1 1 |y
7[1206RM  NEW  1LROS Koinski Larry 04/18/2021  04/20/2021 oY
8[1206RN  CAN  1/ILROS Barker, Peter 04/18/2021 0412012021 1 1 1y

Rooming Lists may not be sent Group Sales until we are within approximately one to two months of the

arrival date.
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Book Recreation for a Group Attendee

Many of our group attendees will book additional recreation — such as dining, golf, and spa — outside of
the recreation planned and paid for by their group.

e Additional recreation will be booked at Rack Rate.
e You will not find a Booked Lead Form saved in NAVIS for a Group Sales Booking
e You will not save lead when booking recreation for a Group Guest.

1. Locate the guest’s Reservation Tile

If you do not locate the Group Sales Reservation Tile for your guest:

Dining It is okay to book dining as a Day Guest.

Golf Do not book the guest’s tee times as Day Guest Golf.
e All recreation should be associated with the Group Sales Reservation
Tile to ensure that the Group Sales Agent receives commission credit.
e Group Attendees should only be booked as Resort Guests because
they are entitled to complimentary golf carts.

inform the caller we cannot book their recreation until their Group
Coordinator provides us with the Rooming List.

2. Group Sales Bookings will not be associated with Itinerary Numbers, so you must create an
Itinerary in order to associate additional recreation to the booking.

Do this by clicking the Itinerary button at the top of the Reservation Tile.

Ri#12Q6RH : NEW Itinerary

3. TypeC for Create

Crea® | 3 new itinerary or 499 | to an existing itinerary? (C/A)? D ’
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4. TypeY for Yes
Would you like to create an Itinerary for this booking? Yes | No ' (Y/N)? D '

The Itinerary will open in a new window with the guest’s Room Reservation in the itinerary Detail box:

Itinerary # 1050RI4YC (COMPLETED)
[ |Tv|  Gst Prf Res Lev Code Description Date Time Ppl | Location | Amount |D
112Q6RH [NEW |L206H.. |Captains Club ... [04/18/21-04/20/21 | | 2 |LROS 1,592.68

> [R [11E320 |

5. Use the Booking Center Search Tabs to add the guest’s recreation to the Itinerary.
(Keep in mind that all Resort Guest booking guidelines apply.)

You can see in the Guest section of the Booking Center that the associate Guest Tile belongs to the

group, not the guest themselves.

~ |11E380 | captains Club LLC

Guest | Name [
» | 11E3A0 |Captains ClubLLC *Primary

| Guest

[Gender| Age |

Profile | Name
»|1 | Captains Club L (M \

Click the down arrow next to the Guest field to add/create a Guest Tile for the attending guest.

Guest v |11E3A0 Captains Club LLC
I | ‘i“ncf I Manu

7. Collect a credit card from the guest.
(Even though the guest’s recreation is being booked as “Resort Guest,” we cannot guarantee the

guest’s tee time based on the room because the room is being paid for by the Group.)
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8. Escape to return to the Booking Center.
You will now see both the Group’s Guest Tile and the guest’s personal Guest Tile in the Booking

Center.

[owes [Jvews Jowamsowuc |

ET’C

Petersen, Charlie

Enter the Reservation Tile and Whose the guest’s personal Guest Tile to the room reservation.
(This guest will still be linked to their group via the Mini-Group code)

9.

LULaWIO T

— 1

Petersen, Charlie Sueet

Guest Scan - By Guest Name E
* Guest # ¥ Name * Company Address City State
1 11E9AT | Petersen, Charlie 170 West Division Street Chicago L
6330 Halidome Way Livermore CA

2| 10A914  Petersen, Chris

10. Escape to return to the Booking Center

11. Open the guest’s Golf Tile

You will see that the Guest is now set to the attending guest’s personal Guest Tile, but the credit

card is not yet attached.

Petersen - 10GATS |~ GTF Resort Guest Edt
Charie 1206HE | v Captains Club LLC po o
Gues: | 11E9AT, Chariie Petersen v
2 " | - Conim | Cancel
Account | 12Q6RH. Petersen. Chariie v In | -
Dep |Pending ITN#: 1@

1,150.00
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12. Click Edit, then click the down arrow next to the Account section to Re-Whose the guest’s
Reservation Tile to this golf booking.

This will associate the credit card to the Golf Tile.

Last|Petersen
Eirst| Chariie
| Guest [11E9AT. Charie Petersen v
Profie |1, Charie Petersen v
| Account | 1206RH, Petersen, Charie v

13. Quote our standard cancellation window to the guest and enter this information as a baby note
on the Golf Tile.

14. Complete and Confirm the Itinerary

15. Send the guest a VEMAIL confirmation from the Guest Tile.
(Do not send an IEMAIL from the Reservation Tile.)

16. Add an R Note to the Reservation Tile with details of what you booked.
17. Save your Call Disposition as Group Attendee - Booking Rec.

You will not save a lead for this booking.
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How to Book Golf for Group Attendee Directly on the Tee Sheet

e Verify via Universal Lookup that they have a room reservation and note the R#.
e Open the tee sheet to the course they want
e Scroll to find smart-booking space in white
e On chosen time slot, click and drag your mouse across how many players you want to book
e Select “F” for Find which opens Universal Lookup
e Locate the guest’s name and double click to select
e Click “S” to use Selected guest
e Choose the “Resort Guest” rate option
e Page Down when golf bookings pop up
e Click on Universal Lookup and change the dropdown to “Guest Tiles” to search for possible pre-
existing guest tile. If not found, create one.
e Click on “Account” to whose your guest tile to the golf reservation
e Hit escape to save
e You can hit confirm in the booking window, but we don’t get credit for these anyway, so it doesn’t
matter. All this will change is turning the booking on the tee sheet from grey to green
e Send VEMAIL from Room Reservation
o Never send IEMAIL from the room reservation because the confirmation will show
information about the Group’s contract, which typically includes contracted “run of
house” rates and possibly the wrong room types than the guest will be assigned.
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F7 General Availability for Groups

Groups:

Sometimes a room will have a Stop Sell note even if the Room Category has positive numbers. This
can be because a group is holding those rooms but has not yet signed their contract to officially

book them.

o Hit to pull up the "Group Activity" screen and see if a group plans to be in-house

o Managers can see the pending contracts in Delphi

o If this is the case, you can reach out to the Group Coordinator to ask if it is likely the Group
will sign the contract for that entire allotment of rooms, or if they will potentially release
some of them to be booked by transient guests.

o Only contact Group Coordinators if the guests press hard or are returning guests.

o Ifitis likely that rooms will be released, put the guest on a waitlist for those rooms.

o Do not waitlist people under false hope.

o Ran can override Group Stop Sells
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Itinerary Holds

As a Reservations Agent, you should strive to complete each room booking within the first phone call.
There are some circumstances, however, in which a very Hot Lead is committed to booking, but a small
issue is preventing them from confirming the reservation and paying the deposit on your first call. In
these circumstances, a Temporary Hold may be a good option for the guest.

However, we should agree to a hold right away for a guest. If we end the call with a guest without
obtaining the deposit, the likelihood that they will book with us decreases drastically. Instead, we should
ask probing questions to discover why the guest is hesitant and try our best to address those issues.

How to Ward Off A Hold Request
1. Reinforce the flexibility of the 14 Day Cancellation Policy:

Certainly. I’'m happy to hold this reservation for you. We just need to collect a two-night
deposit which will allow us to hold all items.

You are free to make any changes or cancel up until 14 days prior to your arrival date.

2. Create a sense of urgency:

I am not able to hold this for you without the deposit. If you would like to give us a call
back, | will need to release the rooms and tee times.

Considering the popularity of this (room / time of year / etc.), | cannot guarantee this
will still be available when you call back.

Itinerary Hold Authority
Reservations Agents are authorized to offer holds to guests as long as guest agrees to confirm the
reservation that same day. Any holds beyond the Same Day need to be approved by a Supervisor.

This rule is outlined on the Exception Calendar:

For a Same Day Hold on a
Itinerary Helds Weekday, the deadline you must
provide to the guest is 5PM

Same Day Spm Weekdays/4pm Weekends

You are msponsible to cancel
po For a Same Day Hold on a

All RBT traces and Deposit linas must be accurate Weekend, the deadline you must
All other halds must be approved ’

provide to the guest is 4pm.

These timeframes allow us a buffer of time after the deadline to wrap up the reservation before the close
of business day.

454



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Place an Itinerary on Hold

In the following example, our guest has agreed to book their room and golf reservation, but she has left
her credit card at home.

Tee times are very minimal on her selected dates and she is afraid to lose them if she has to call back
later. To ease her mind, we have agreed to place a Same Day Hold on the reservation to allow her to
give us a call back once she is home from work without her risking her selected tee times.

e Add all rooms and tee times to the Itinerary in the Booking Center
e Add or Create a Guest Tile and associate it with the Booking

o The Guest must provide all contact information required to save the guest tile.
o (ldeally) Set up a callback appointment for today to confirm the reservation.

e Leave detailed notes that explain the reason that the reservation is on hold and instruction for
when the guest calls back

e Input the Itinerary Number into your Lead Form

e Set an Email Reminder for today at least 15 minutes prior to the time you agreed to call the
guest back

e Set your Lead Status to “In-Process” because you have not yet collected any money.

e You Call Result should be Hot Lead

e Set the Guarantee Code to F for Exception Hold

Pay Type v
Guarantee |F v | Exception Hold

e Access Special Billing to edit the deposit:
o Move the two-night deposit from the Deposit #1 line to Deposit #2
o Set the Deposit #2 Due Date for the day the Hold Expires
(For example, if you are setting a 48-hour hold (approved by a supervisor), your Deposit Due
Date would be two days from today.)

Deposit#1 | / / E:: 0.00
Deposit#2 |04/01/2021 2 2.982.34
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e Access Traces to set an RBT (Reservations Billing Trace:

o Set the date to the final date that the deposit will be due

o If you received approval because this is longer than a Same Day Trace, document
who approved your extended hold

o Document the time deadline that you quoted to the guest

o Document the deposit amount that will need to be collected when the guest calls
back to confirm the reservation.

Res#12K3HS Trace: On hold for guest to confirm dates witt @ ][=]
Reservation Traces
Martin, Michael I Reservation #12K3HS 11/21/2019 12:32:49 PM
Last User |A5 r . ]
Date [11/21/19 FH Thursday
Time |00:00
OK per S7 to hold until 5:00 PM on 11.21.19 for guest to place "
| To |RBT I ¥ | |deposit in the amount of $9,538.40
A511.20.19
Date| 7/
Time v
User
Not Printed

4. Follow Up with Your Guest

e You alone are responsible for following up with your guest to either confirm the reservation

or

release the room and golf once the deadline is reached. Only mark the Lead as Booked

once the full deposit is on file.

e If you contact the guest and they state that they need more time, consult a supervisor to
see if an extension on the hold can be approved.

e |[f the guest ultimately declines to book:

o Cancel the reservation using the Reason Code Deposit Not Received.
o Change the In-Process Lead Status in NAVIS to Not Booked.

o Document the reason the guest decided against booking in both an R Note and a
NAVIS note
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Multiple Deposit Itinerary Holds

1. Collect the deposit from the original caller

2. Ask the initial caller if the guests who will be calling have been here before.

o If definitive yes, we can search for their names and see if we can pre-whose them to the
reservations

o If definitive no, we can create a C/O guest tile and pre-whose those to the appropriate
reservations

e Ifunsure, leave a note in the RBT trace asking reservation agents to search for GTs when the
guests call in to pay deposits

e Gathering this information up front reduces the chances of us accidentally charging the
original guest's CC more than once in the event a Reservation Agent neglects to whose the
other guest's GTs.

2. Mark the Reservation Tile of the original caller who has already paid as "Confirmed"
(As other guests call in, the reservations agents will mark those tiles as confirmed individually.)

3. Split Out All Rooms and Shares

3. On the Reservation Tile of each caller who has NOT paid yet:
e Enter the required deposit amount on the Deposit 2 line within Special Billing of each
reservation/share
e Change the guarantee code on the Reservation Tile to L: Exception Hold
Write in Audit Line: See RBT Trace 4 Dep Info
e Set RBT trace for the date and time of the end of their hold

Reservation Traces
McGuire, James Reservation #12R02K 04/07/2021 05:54:24 PM
Last User |A5 [ " ]
Date |05/12/21 ¥ Wednesday
Time |00:00
Ok per CH to hold until 5pm on 5.14.21. a
To |RBT ¥ ||Mr. Johnson will call to place deposit in the amount of $1491.17.
Please: 1. Reconfirm reservation Details. 2. Create Guest
Tile/Whose 3. Adv. 14 CXL 4. Charge Deposit. 5. Send email
Date| ; / confirmation. 6. Update guarantee code.
Time A54721 5
User
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Waitlists

SMS Waitlist vs. NAVIS Waitlist.
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Not Booked Guest — Wants to be Waitlisted for Rooms or Room/Golf

e This guest must have a Not-Booked Lead in NAVIS with the appropriate fields entered:
o Add the Guest Name
Enter the guest’s email address or select DNA or RTG
Add their desired Dates of Stay
Select Reason for Stay — See List
Enter the appropriate Country
Choose Lead Status — “Not Booked”
Choose the Not-Booked Reason — See List
Enter the Requested Itinerary items
Add a Detailed note, what happened on the call — focus on their reason for visit and what
exactly you offered, why they did not book. Indicate that they wanted to be waitlisted

0O O 0O 0O 0O 0O O O

e Create or find their Guest Tile and activate a Trace. Input the date of arrival for a room waitlist in
the “Date” field; enter 00:00 under time. Find the appropriate Waitlist selection:

e WLA WIL Rooms Any Property

o Inthe Text Field: Always include what the guest is looking for; be as specific as possible. If
golf is also needed indicate which courses, how many players and what time frame would be
desired. If no golf is needed, enter that in the note. Indicate the best contact number

o Examples:
e “W/L Rooms Any Property — WLA”

Last User [Ty | [ ] ‘
Dale | 05115119 ﬂ-W&dnaaﬂay

. Time |00 |
| |Any OV room at either property, for 3 or 4 nights.
| To lW'—"* | =] ||25m on PB, 56 & S8, prefered time 8:30am-11.00am.
Please use cell 831.555 6262

Last User [Ty | [ : I l
Date|09/15/19  [7M Sunday .

. Time |00:00
, GV room at the Inn for 2 nights.
| To |WU’~ ]_' No golf needed, attending wedding.
Please use cell 831 555 555§
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Booked Guest — Wants to be Waitlisted for Nights, Another Property or Additional Golf

e Create or find their Reservation Tile and activate a Trace. Input the date waitlisted in the “Date”
field; enter 00:00 under time. Find the appropriate Waitlist selection:

o WLC Wil Chg/Move Casa Palmero
WL WIL Chg/Move Inn

o WLL WIL Chg/Move Lodge
WLN WIL Rooms Additional Mights

In the Text Field: Be as specific as possible with what the guest needs and include what they are
currently holding. If golf is also needed indicate which courses, how many players and what time
frame would be desired. Indicate the best contact number.

Examples:
o  “W/L Chg/l\/love Inn —WLI”

Last User [Ty [ : ] |

Date |parsiig |38 Sunday  —
o Time | 6000 !

| |BRGT or BRFT for o mghts, cumently in LRCS
Dew |z ‘Hﬂmmmﬁﬁisﬁﬁ.m
o “W/L Rooms Additional Nights — WLN”
Lasi User [Ty | | [ s ]
Datelsnone [N Thumday
1

o Timea | 0000 -

=2 Iﬁhldﬁahhmkhmuﬁtwmum
L To WM * || avnistia. Cumensy n LROS
- |Please use call 831 5555555
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Booked Guest — Wants to be Waitlisted for Golf

e Create or find their Reservation Tile and activate a Trace. Input the date waitlisted in the “Date”
field; enter 00:00 under time. Find the appropriate Waitlist selection:

WL Golf PBGL - NO PB GOLF

WIL Galf PEGL - HOLDING PB GOL
WIL Galf Spanish Bay

WiL Golf Spyglass Hill

WIL Gaolf Del Monde

e Inthe Text Field: If this guest is looking for additional golf only pick the code that best fits the
guest’s needs.

o For example there are two selections for Pebble Beach golf; a guest holding a time already
or holding no times at all. If you need to waitlist more than one course, select the most
popular course in the “To” field and in the text field indicate what the guest is holding and
all the courses and date ranges desired.

o You must also indicate the specifics of tee off time desired. Ex. “only times between 9-
11am” or “if ANY time opens up.”

o Examples:
e “W/LGolf PBGL— NO PB GOLF — WL0”

Last User Ty

° Time | 00:00 .

Date | 0aizan13 {"ﬁFm-; D |

To WL bl

Single player on ANY day during stay. Prefer Sam-12:00pm bt will
take any GTF
Call 831.555.1111

e “W/L Golf PBGL—HOLDING PB GOLF — WL1”

Diale
° Timea

S mEms Hm_
!

Last User [Ty ' [ . |
101818 34 Frday .

00:00

Will ake any GTF time on 10,18 or 1013 Currently holdng NGTF

Cell 831 555 2222
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Special Events

e For a Special Event waitlist, choose the selection for the appropriate event. Be sure to indicate in
the text field the desired nights of stay (there may be a minimum requirement) and property
preferences. This will most likely require the trace be made in the guest tile as usually transient
guests are not holding reservations during our special events.

e Be sure your Not-Booked Lead in NAVIS is also complete with all the required fields.

WLw Waitlist New Year's Eve
WLX Waitfist AT&T

WLY Waitlist Concours

WLZ Waitlist US Open

WLF Wallist Food & Wine
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Editing and Closing Waitlists

e ltis always advisable to reconfirm the information in a waitlist trace with the guest if/when they
call back in to check on it. If anything changes you must update the text in the trace, leaving your
initials and the date. We must be able to clearly define by date and agent when and who worked

with the guest to change any waitlist parameters.
e When a waitlist has been cleared or the guest has asked to be removed, Close the trace. Canceled

reservations should have their traces closed if no longer relevant.
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How to Run a Waitlist Report

1. Go to the SMS Main Menu and select “Reports”
2. Click on the plus sign next to “4. Statistics”, then click on “I.
Messages/Notes/Changes/Traces”

J—]— &3 4. Statistics

— E A Occupancy Report

— B B. Availability Statistics

& 3 C. Reservation Preview

— B D. Occupancy Period Comparison
- 3 E. Management Summary Reports
— B F. Printed Tape Chart

— B G. In-House Counts and Summary

B 3 H. Booking Reports
B 3 |. Messages/Notes/Changes/Traces
3. Double click on “T. Traces”

&3 | Messages/Notes/Changes/Traces
C. Changes
M. Messages
N. Notes
T. Traces

4. Select the first Report on the list to bring up the report criteria box. At the
very bottom right hand corner of the box, click on “1-Ad Hoc.”

.

5. Select the date range applicable. Choose open traces only and those
connected to both guest and reservation tiles. Enter though the next two
fields, choose your waitlist code, and enter through the next three fields. This
will have to be done for each of the waitlist codes.

Example: WLA — Waitlist Any Property — looking at the next 18 months:
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Farameter YWalue(gy
Period Begin 0z2Hsma
Period End 08/310e0
IMCLUDE (A)l Traces, (O)pen OMLY, ar (C)losed OMLY O
Traces connected to (R)eservations only, (Gluest tiles only, or (B)oth|B
Traces connected to reservations in History? (Y)es (Mo M
Enter property code for report, blank for ALL
Enter REFER TO code, blank for all WLA
Print a blank line between Traces? (Y)es (Mo Y
Filter for a specific IP Address (Y)es (M)a 7 M
Include the |P Address on report (Y)es (Mo ?
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Payment Methods

Credit Cards

Transaction Codes
To charge a credit card, you must first enter a Transaction Code into the SMS Bills window.
The Transaction Code is made up of three parts:

970 = Reservations Department

PP = Pre-payment

Mastercard
American express
Visa

DiScover
Y ...Gift Card

Tokenization

Tokenization is the process of turning a meaningful piece of data, into a random string of characters
called a token that has no meaningful value if breached. This is how SMS disguises credit card
information to protect our guest’s private data.

SMS can only save the tokenization of a credit card for a limited time — usually 90 days. Once that time
limit is up, the credit card on file can no longer be charged.

Due to this time limit, we need to re-collect credit cards from guests each time they book with us. Doing
so re-tokenizes the card, allowing us to continue charging it.

Is the Credit Card Continuously Declining?
e Make sure the name on your Guest Tile exactly matches with the name on your Reservation Tile
e Run the card for a smaller amount such as $1000 or less; repeat until total payment is taken
e When you reach the final window in the Bills screen, delete the zip code before submitting the
charge (particularly for international addresses)
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Must put on “Exception Hold Check”
Provide RDC address:
PBC Reservations
Attention: Crystal Libby
2136 Sunset Drive
2nd Floor
Pacific Grove, CA 93950
We can send them a "cost breakdown" if requested, but do not call this an invoice because that implies
services already occurred.
Have them overnight the check (we can negotiate to certified 1st class)
Make sure they write the R# on the check (Accounting does not use ITNs)
Once check arrives, make a copy of the check for yourself, then forward the original to accounting
= Make sure the R# is on the check
Set a reminder to check on the reservation in a week.
Once the payment has been posted to the reservation by accounting, you can throw away your check copy.
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ACH / Wire Transfer

O Must put on Exception Hold

O Access the account information sheet stored in the L Drive under “wire transfer”
L:\RESORT RESERVATIONS\Forms\OFFICE FORMS

O Email this form to them

O  Ask them to email you a receipt when they send the funds

O Send the receipt to Accounting and ask them to move the money into the appropriate reservation number
when the funds arrive.

Account Information
Pebble Beach Company 2700 17-Mile Drive
Pebble Beach, CA 93953

Attention: Jeff Moir Pebble Beach Treasurer's
Account #4420-013112

Wire Payment: ABA #121-000-248
Swift Code: WFBIUS6S
ACH Payment: ABA #122-000-247

Bank Information:

Wells Fargo Bank Carmel-by-the-Sea Branch
San Carlos & Ocean

Carmel-by-the-Sea, CA 93921

Attention: William Meidl

P: (831) 624-5302
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MasterCard Promotion

Pebble Beach Resorts along with our Brand Partner, MasterCard, is offering a
special promotion to all Mastercard Holders.

Valid Dates: October 27, 2020 — December 31%, 2021

Special Offer: When a MasterCard hold books a Four (4) night stay at Rack Rate at any of our three Resort
Properties, they can receive a complimentary round for one or two players at The Links at Spanish Bay per
room, per stay.

Eligibility Requirements:

Guest must be a current MasterCard holder

Guest must use their MasterCard for all charges on their Itinerary throughout their stay, including
all incidentals charged to their room.

The guest must mention the promotion code on the call; we do not offer this promotion openly
The guest must book a room type that is at least one grade above the Garden View Room(s)

How to Book:

Create the reservation with the room type that the guest wants
Manually adjust the deposit to equal the required deposit of the room type that is one level
below their selected room.
o Ifthe room will be split into shares, we can add it to each share as long as both shares
will be using a MasterCard.
Enter the Promo Code MCGOLF21 into the Corporation Field
Click the down arrow next to the Secretary Field and select 7: Promotion Offer Upgrade
Set the following FDB Trace:

Select the MasterCard Rate Code for the complimentary tee time: GTF 4t Nt MC Comp —
20GZMC

Once you have completed the reservation, contact a supervisor so they can approve the upgrade
and adjust the rate.

Send IEMAIL after the supervisor has made this adjustment.

Supervisor Process:

Edit the room code to be the code of the room one category down from what was booked, then
page down

Say no to updating the package

Mark as Downsell

Change the room type back to what they are upgrading to

Select “G” to flag as an upgrade”

Select the matching upgrade code “Promotion Offer Upgrade”

Open S.B. and zero out the red “1” by “corporate,” then escape

Hit Value Zoom to make sure the rate we charged matches the lower level's deposit or base
package price if a package
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Gift Cards

Pebble Beach Resorts sells Gift Cards both online at
www.shop.pebblebeach.com/gift-cards and in person at any of
our shops and the Spa at Pebble Beach.

These cards are universally valid for use across Pebble Beach
Resorts from shops to restaurants to greens fees and even
room reservations.

Gift cards cannot be purchased for specific activities, such as a tee time at Pebble Beach Resorts. They
can only be purchased for set dollar amounts.

A gift card does not guarantee guests a tee time, room, or any other activity. All guests must book under
our Outside Guest or Resort Guest Guidelines and are subject to availability.

For Technical Online Gift Card issues:

e Do your best to assist the guest by walking them through the website.

e |f guests are local, you can let them know that gift cards can also be purchased in person at our
Shopping Gallery.

e  Guests can be referred to:
o The Pebble Beach Online Support Desk at 1-800-873-0341
o Pebble Beach Retail Customer Service Line at 831-649-7637
o Emails can be sent customerservice@pebblebeach.com or to Barbara Phillips at
phillipsb@pebblebeach.com
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How to Check A Gift Card Balance

1. Click the Manage Gift Cards button in your SMS Toolbar

2. This will open a payment screen.

SMS|Host - Gift Card Swipe

Inquire Activate/Recharge

Balance

3. Place your curser in the Card # / Swipe field
4. Use your Credit Card Reader to enter the 16 Digit card number, then click enter
5. Type any future expiration date, then click enter
6. Hit enter to bypass the security code prompt
[Allow a moment for the computer to process.]

7. A balance will appear in your payment window:

Inquire | Activate/Recharge

Balance
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How to Charge A Gift Card

Gift Cards can be charged to City Ledgers, Reservation Tiles, and Recreation just like a credit card.
When charging the gift card, you need to use the Transaction Code: 970PPY

Gift Card to Hold Tee Times

If a guest wants to use a gift card for a tee time, they still need to put down a credit card to hold the golf
reservation.

Gift Card Day Guest Recreation Pre-Payment

If a guest wants to pre-pay recreation such as golf with a gift card OR a third party wants to use their gift
card for a guest, the Gift Card should be on the attending guest’s Guest Tile.

A baby note must be left on the recreation tile with instruction to charge the City Ledger.
Example:

Gift Card to Pay Room Reservation Deposit
If a guest wants to use a gift card to pay their room deposit, the card should be
just like a credit card, but with the 970PPY Transaction Code

If the guest plans to use the entire gift card for the stay, the best practice is to charge the entire value of
the card to the Reservation Tile, then leave an FDB Trace that states that the additional funds are

available for use during the stay.

Example:

How to Refund A Charge to A Gift Card
If the guest still has their gift card, it can be refunded by Accounting via an ADM Trace. If the guest no
longer has the gift card, funds will need to be refunded onto a City Ledger.
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Gift Card Return Policy

There is no official refund policy for gift cards, but guests are welcome to fill out a Refund Form that
may be approved by Accounting on a case by case basis.

e Only the original purchaser can request a refund for the gift card; not the person to whom the gift
card was given.
o If the refund is approved, the charge will always be refunded to the original purchaser’s credit card.

The Gift Card Refund Form is accessible in the L Drive and can be emailed to guests:

» This PC » Reservations (L:) » RESORT RESERVATIOMNS » Forms » Gift Card Forms

/\

MName Date modified Type Size
B
@ Celebrations Letter Template (Gifting) Microsoft Word 9... 3,036 KB
@ Gift Card Order Form Microsoft Excel 97... 28 KB
ds @ Gift Card Refund Form Microsoft Word 9., 45 KB

Operating Procedures

If a guest wishes to follow up on a refund request, then can contact
customerservice@pebblebeach.com.

473



PEBBLE BEACH SMS | Pebble Beach Reservations User’s Guide

COMPANY

Charity Gift Certificates

Gift Certificates to Pebble Beach Resorts are currently only issued for
Charity Fundraisers.

Unlike Gift Cards, Gift Certificates are issued for specific purchases such as
a two-night stay and golf for two at Spyglass Hill Golf Course.

Charity Organizations will pre-pay for these specific purchases on a City Ledger that is attached to a
Guest Tile containing the contact information of the charity organization and the details of the gift
certificate.

Charity Organizations are given special discounted rates —which should never be disclosed to the bearer
of the Gift Certificate.

Gift Certificates do not expire, but if the owner redeems the gift certificate more than one year from
their purchase date, their trip is subject to rate increases. See the Charity Gift Certificate Upgrades &
Surcharges section for details.

All charity funds must be used within one stay.

PEBBLE BEACH RESORTS
GIFT CERTIFICATE
HOME FOUNDATION

THIS CERTIFICATE CONFIRMS RECEIPT OF PAYMENT IN FULL FOR:
TWO NIGHTS LODGING IN ONE GARDEN VIEW ROOM AT THE INN AT SPANISH BAY™y
GOLF FOR TWO PLAYERS, INCLUDING CART
ON PEBBLE BEACH GOLF LINKS® AND THE LINKS AT SPANISH BAY.

TO MAKE YOUR RESERVATIONS PLEASE CALL (855) 923-7907.
NOTE: THE VALUE OF THIS CERTIFICATE IS BASED ON RATES IN EFFECT AT TIME OF ISSUANCE. USEAFTER
8/30/2017 WILL BE SUBJECT TO PAYMENT OF ANY SUBSEQUENTRATE INCREASES. ANY CHANGE TO
CONFIRMED DATES OF STAY ARE SUBJECT TO AVAILABILITY AND ANY APPLICABLE RATE INCREASES. PLEASE
VISIT WWW.PEBBLEBEACH.COM FOR BOOKING GUIDELINES. THIS CERTIFICATEMUST BE PRESENTED AT TIME
OF CHECK-IN, IS ONLY VALID AS SPECIFIED, AND HAS NO CASH VALUE. ALL CHARGES IN EXCESS OF THE
VALUE OF THIS CERTIFICATE ARE THE RESPONSIBILITY OF THE RECIPIENT.

PRESENTEDTO: BEARER
ITINERARY #C/L 11X3MY
GUESTTILE # 1112GF #21347
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How to Book A Gift Certificate Redemption

Ask the guest to read you all numbers on the Gift Certificate, which should be the following:

Guest Tile#  This is the number of the Guest Tile with the Charity Organization’s information.
The name field will state “Bearer”:

Last |Bearer-12P3KO

City Ledger # This City Ledger should be attached to the Guest Tile. This is where the pre-paid funds
are stored for the Gift Certificate.

Gift Card # This number should be documented in the Remarks field of the Guest Tile as well as

the Rate/Notes fields of the City Ledger.

Access the Guest Tile and open the K Note.

This is where you will see exactly what this Gift Card can be redeemed for:

Last User|zC B
Date | 05/26/21 E Wednesday
Time|10:41
Guest Resp. for rate increase afier 5.31.22 A
Please do not disclose raes
pis collect GC # 22286 @ check in
(2) LROS $1,042.50+++ x 3nis = $7,086.00
PB $430 x 4sm = $1,720.00
SG $315 x 4sm = $1,260.00
Date| // SB $225 x 4sm = $900.00
Ti TTL = $10,966.00 PPD by Saint James School
N Al else t0 each guest ~
User
Not Printed Type |K | FrontDesk

To avoid rate increases, the guest must book their trip
within one year of their purchase date. You will see the %‘;‘W
one-year mark noted in this K Note. If the guest wants to ase Go not raes

book their trip after the one-year mark, you must consult pis collect GC # 22286 @ check in

the price sheet in the Charity Gift Certificate Upgrades & 2) LROS $1,042.50+++ x 3n's = $7.086.00
Surcharges section of this manual.
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Create the reservation with rack rates using your Booking Center

Attach the Charity Organization’s Guest Tile to your Itinerary and update the Charity Organization’s
Guest Tile to the attending guest’s information.

Note: If bearer of the certificate is a past guest who has an existing guest tile - Whose the
charity city ledger to their existing guest tile. Ask a supervisor to kill the Bearer guest tile.

City Ledger#: 1252HR  Account Name: Mertz, Andrew  Guest Name: Mr. Andrew Mertz 0 Stays / 0 Nights o |[®][ =]
|City Ledger#: 12S2HR-C Messages Locators 4
|_§ _ ame Mertz, Andrew | Whose
Close GuestVIP

Spanish Bay (B) Gow [ |+

Collect a credit card to hold on the Guest Tile as a guarantee for our 14-day cancellation policy.

Charge any additional required funds to the Reservation Tile
o All annual surcharge or room upgrade fees must be pre-paid at the time of booking.
o Any additional nights or recreation outside of the certificate can be due at checkout

Access Special Billing
o Set the Deposit #1 line to $0.00
*If the guest has paid additional surcharges/upgrade fees, the Deposit #1 should that amount.
o Mark the rates as confidential

Posting Controls

) Confidential Rate (Y/N)

n

Set the Guarantee Code to L for City Ledger / Member

Pay Type -

Guarantee |L ¥  City Ledger/Member '
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Set the Source Code to N1 Brand Awareness followed by N10035 G/C Charity

Media Types Source Scan - By Code

Type Description ] Sq ¥ Source Description
A1 | Direct Mail 1 1 N10005 | COMMON KNOWLEDGE
B1  E-Mail 2|N10010  PAST GUEST

C1  Intemet '3|N10015  CUSTOMER REFERRAL

N10025  WALKIN

N10030  G/C CHARITY

N10035  G/C DONATION

N10040  GIFT CARD

N10045  LOCAL/RESIDENT

N10055  CONCIERGE-OUTSIDE HOTEL

E1  Newspaper

F1  On-Site Lead Generation

G1  Pebble Beach Company

H1  Public Relations

Sq

1

2

T

T D1 Magazines
s |

6|

7|

B

T " Group

10/J1  Radio 10/N10080  SALES MANAGER LEAD

11/K1  Travel Industry
12| M1 Television

13/ N1 Brand Awareness

14/ 01 PBC Special Event

Create an FDB Trace set for one day prior to arrival that explains what has been pre-paid on the
reservation.
o If the guest has booked exactly what has been pre-paid by the charity, the FDB Trace will be
identical to the Guest Tile’s K Note.
o If the guest was charged upgrade or surcharge fees, these must be added to the trace.

Last User | zc E
Date (04119722 |%h Tuesday

Time | 00:00

Guest Resp. for rate increase after 5.31.22 ~
To |FDB ] Please do not disclose rates
pls collect GC # 22286 @ check in
(2) LROS $1,044.31+++ x 3nts = $7,086.00
PB $430 x 4sm = $1,720.00
SG $315 x4sm = $1,260.00
SB $225 x 4sm = $900.00
TTL =$10,966.00 PPD by Saint James School
All else to each guest

Date| //

Time
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Create an ADM Trace with instruction to move the charity funds from the City Ledger to the Reservation
Tile. Set the date for 2 weeks prior to the guest’s arrival.

Last User|cg
Date

04/0522 |7 Tuesday
Time | 00:00

Pls transfer $10,966.00 from C/L # 12S2HR to Andrew Meriz R~
| To |aom  |+] [|e12s1k
¢ 52921

Date| 7/
Time

If the guest’s reservation includes pre-paid golf, a baby note should be left on each tee time with
instruction to charge the greens fees to the Reservation Tile.

Mertz 20GCHB | | GTF Charity 22
Andrew A4

3uest | 11G3V6. Andrew Meriz R XXXX6651 T

’rofie | 1. Andrew Merz A% 0823  QFuicel Ed m

coount | 12S1K, Meriz, Andrew M

GC - chrg 4 GF 0 R # 12S1KI

If any surcharges or upgrade fees were charged, explain these charges in a detailed R Note.

Email _Charity Desk so they can update the rates appropriately.
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Charity Gift Certificate Upgrades and Surcharges

Annual If a guest is booking a trip using a Charity Gift Certificate more than one year beyond
Surcharge their purchase date, they are subject to a surcharge that is
Surcharge = S50+++ per room / per night / per year beyond the expiration date

Room Guests can opt to upgrade their room type from the type indicated on the Gift Certificate
Upgrade for an additional fee that is
Upgrade Fee = $100+++ per room / per night for each level upgraded from the original
room type.

Golf If a guest’s Gift Certificate states that they are entitled to a tee time at one golf course,
Upgrade but the guest wants to upgrade to an alternate course instead, they can do so at an
additional fee that is
Golf Upgrade Fee = The difference between the rate paid by the Charity and the Rack
Rate of the course they wish to book in its stead.
(See the K Note on the Guest Tile for the golf rate paid by the Charity)

Base Rate w/Tax 2 Nights 3 Nights 4 Nights
$50.00 $55.35 $110.70 $166.04 $221.39
$100.00 $110.70 $221.39 $332.09 $442.78
$150.00 $166.04 $332.09 $498.13 $664.17
$200.00 $221.39 $442.78 $664.17 $885.56
$250.00 $276.74 $553.48 $830.21 $1,106.95
$300.00 $332.09 $664.17 $996.26 $1,328.34
$350.00 $387.43 $774.87 $1,162.30 $1,549.73
$400.00 $442.78 $885.56 $1,328.34 $1,771.12
$450.00 $498.13 $996.26 $1,494.38 $1,992.51
$500.00 $553.48 $1,106.95 $1,660.43 $2,213.90
$550.00 $608.82 $1,217.65 $1,826.47 $2,435.29
$600.00 $664.17 $1,328.34 $1,992.51 $2,656.68
$650.00 $719.52 $1,439.04 $2,158.55 $2,878.07
$700.00 $774.87 $1,549.73 $2,324.60 $3,099.46
$750.00 $830.21 $1,660.43 $2,490.64 $3,320.85
$800.00 $885.56 $1,771.12 $2,656.68 $3,542.24
$850.00 $940.91 $1,881.82 $2,822.72 $3,763.63
$900.00 $996.26 $1,992.51 $2,988.77 $3,985.02
$950.00 $1,051.60 $2,103.21 $3,154.81 $4,206.41

$1,000.00 $1,106.95 $2,213.90 $3,320.85 $4,427.80

479





