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StayNTouch Support

StayNTouch’s Helpdesk portal is a centralized location for you to open, track, and respond to support
requests—or tickets. Each ticket is assigned its own unique case number that allows you to track the
ticket’s progress and view closed issues. You can create a Helpdesk account yourself following the steps
below:

1. Navigate to https://stayntouch.freshdesk.com/support/home.
2. Select the Sign Up button in the upper right corner of the page.
o (Note: If you attempt to create a new ticket without logging in first, Helpdesk will
prompt you to log in/sign up.)
Begin by entering your name and email address.
Next, enter the captcha code exactly as it appears.
Click Register.
Now, log into your email account.
Locate the email from Helpdesk.
Click on the URL provided in the body of the email.
A new window will open, prompting you to create a password for your account.
10 Your Helpdesk account has been activated once you assign a password to your account.
11. Save your username and password somewhere secure, and you're done!
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Alternatively, please contact your CSM or implementations@stayntouch.com to get your StayNTouch
Helpdesk login.

Please view this video for assistance in getting started with Helpdesk.

In most cases, submitting a support ticket in Helpdesk will be the main channel used by you and your
team to ask questions, problems, or issues. This method renders the fastest responses from our Support
Team.

Please also see the following links for details outlining logging into Helpdesk for the first time, how to log
a ticket, and checking the status on an open ticket through the customer web portal.

e New User? Create an Account

e How to Submit a Support Request

e Check on Your Support Request

Support calls are directed to our Support Engineers located around the globe. Our highly-trained,
knowledgeable Support Engineers will respond to your request as quickly as possible.

Unless you are experiencing a *Priority 1 (P1) issue (which should be called-in immediately to our
support line), we recommend submitting a Helpdesk support request before calling the support number
below. This will help our team with documenting issues and will allow for a more comprehensive
follow-up.


https://stayntouch.freshdesk.com/support/home
https://stayntouch.freshdesk.com/support/home
mailto:implementations@stayntouch.com
https://www.youtube.com/watch?v=yoRGJa-6ZRQ&feature=em-share_video_user
https://stayntouch.freshdesk.com/support/solutions/articles/24000001249-new-user-create-an-account-
https://stayntouch.freshdesk.com/support/solutions/articles/24000001035-how-to-submit-a-support-request-
https://stayntouch.freshdesk.com/support/solutions/articles/24000001044-check-on-your-support-request-

USA Support Reception: 301-563-9473
APAC Support Reception: +61 2 8880 5102
EU Support Reception: +49 89 4120 7181

Helpdesk Support: https://stayntouch.freshdesk.com/support/home

Note: It's our top priority to respond to support requests as quickly as possible. We will do our best to
assist you during your initial outreach; however, some issues may require supplemental research or
additional team members’ assistance (i.e., Product Experts, Implementations Specialists, Development
Team, etc.).

To open a ticket via our web portal, simply select the following link:
https://stayntouch.freshdesk.com/support/home, select create a new ticket, and follow the steps
outlined below:

1. Registered Email Address Only: This field will pre-populate with your login email address.
Please do not change.
® Add CC: Click the Add CC link to include additional email addresses if desired.

2. Your First and Last Name: Enter your first and last name in this field.
3. Hotel Name: Enter the name of the hotel experiencing the issue.
4. Subject: Include a brief but descriptive title for the ticket.
5. What Section Do You Need Support: Indicate the section for which you need support. Select
from one of the following:
e Front Desk
e Groups
® Revenue Management
e Housekeeping
e Financials
e Actions Managers
® Reports
[ J

Settings and Configuration
e Integrations
6. Priority: Select the urgency of your issue/request. Please choose the most appropriate option to
receive the most efficient response.
e *Priority 1: Critical
o The platform is down, cannot access the system?*.
o Customer cannot check a guest in or out or book a reservation.
o Customer cannot access the system.
e Priority 2: High
o Guests cannot check in or out from Zest Web.
o Certain actions and data fields in Rover PMS are not functional.
e Priority 3: Low
o Informational cases.
o Reporting.
o Enhancement requests.


https://stayntouch.freshdesk.com/support/home
https://stayntouch.freshdesk.com/support/home

e Feature Request/Customization
o Requests for new features or customizations.

7. Description: In the description space of your ticket, please be as detailed as possible. The more
information you provide, the better we can respond to and resolve your tickets. Helpdesk’s
simple ticket support system allows you to include links and images right in the body of the
ticket.

8. Best Telephone Number to Reach You About This Issue: Enter a phone number for us to
contact you if necessary.

Don’t Forget to Follow-Up

After you’ve submitted a support request in Helpdesk, it is not uncommon for a StayNTouch team
member to follow-up with additional questions regarding your support request (i.e., what time the issue
was noted, verification of intended functionality, the reservation’s confirmation number, etc.). Your
timely response will enable us to provide more efficient support.

Determine if the problem is a Priority 1 (P1) issue. A P1 issue is a rare situation where StayNTouch is
experiencing an unplanned system outage OR when check-ins/check-outs are disabled in Rover PMS.
While both P1 and P2 issues are treated as issues requiring “urgent action”, please report P1 level issues
immediately to StayNTouch’s support team at +1 301 563-9473 (USA), +61 2 8880 5102 (APAC), or +49
89 4120 7181 (EU).

e Verify that the problem is actually related to StayNTouch’s software. Problems can arise as the
result of third party vendors, interfaces, or network/connectivity issues. Begin by verifying that
the problem is not the result of issues associated with another vendor. StayNTouch Support
does not provide support for non-StayNTouch products, but we will do our best to work with
you and the third party to quickly resolve these issues.

e Check if an update is required. If you are working from an older version of our app, you may
need to upgrade the version of the software you are using. Learn more here.

e Attempt to reproduce the problem. Take a moment to recreate the issue. Reproducing the
issue allows you to confirm that the problem can be recreated and is also an opportunity for you
to take screenshots of the potential issue. Please share the screenshots you gather when
submitting your support ticket, so our team can use them as a point of reference when
investigating the issue.

e Collect as much information as possible. Details, details, details. The more information you can
share with us, the better. If you can determine when the issue first began, share the
reservation’s confirmation number (when applicable), and/or tell us what you believe to be the
scenario’s expected behavior, and we will be much better equipped to respond to the problem.

o Review all relevant documentation. Lastly, do take a moment to check for a solution or answer
in our Knowledge Base. We have helpful guides and videos that may assist you in a pinch.


https://stayntouch.freshdesk.com/support/solutions/articles/24000013679-snt-rover-app-how-to-download-#anchor3

For us to provide you with the most up-to-date, accessible support, we are pleased to introduce you to
our Knowledge Base (located in Helpdesk). This resource allows you to view and search a repository of
knowledge about all things Rover and Zest, including tips, how-to guides, helpful videos, and release
notes. Please check this site for the latest and most current information regarding your product-related

questions.

To review our comprehensive Client Care Support Guide, click here.


https://stayntouch.freshdesk.com/support/home
https://stayntouch.freshdesk.com/support/solutions/articles/24000055008-client-care-support-guide

Operational Checklist

FRONT OFFICE

When reacquainting yourself with Front Office operations in Rover, we recommend following the steps
highlighted below.

e Re-activate/update passwords for all users who will need access to the system.

o Create new users as needed.

o Update permissions if necessary. Please ensure you assign no more than one user role
per user. That one role should include all permissions the user needs. Combining roles
will cause errors when the user attempts to log in.

e Ensure the Rover is displaying the current date.

@ashboard i S e
=i  Friday, 1 May 2020 | W

Nai SHOW ALL v 05-01-2020

SUMMARY

® You can roll the date manually after adjusting settings in Hotel Configuration.
o Inthe event EOD needs to be caught up for more than one or two days, please open a
support ticket.
® Once caught up, ensure your house is balanced and determine if you have OTB reservations
during the re-opening period.

Ay Availability -

el Availability

St 05-01-2020 14 Days = INCLUDE SELL LIMITS =
=
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NON GROUP
noomen| 3 2 0 0 1 1 1 1 1 1 1 1 1 1



https://stayntouch.freshdesk.com/support/solutions/articles/24000003447-create-new-rover-users
https://stayntouch.freshdesk.com/support/solutions/articles/24000052525-permissions
https://stayntouch.freshdesk.com/support/solutions/articles/6000144457-how-to-manually-run-end-of-day-
https://stayntouch.freshdesk.com/support/tickets/new/
https://stayntouch.freshdesk.com/support/tickets/new/

- Wexford Bay Hotel Manager Dashboard S nciorm e ierd,
-— Erin Fischer Friday, 1 May 2020 i
o ROOM TYPE [l FrOM I 1o RS
SUMMARY | ANALVTICS @, Search by Name, Group, Room | SHOW ALL v ‘ 05-01-2020 ! i +NEW

Good Morning Erin

2 0 0 1

ARRIVALS MOBILE CHECK IN QUEUED STAYOVERS

GUESTS
5 19 0 0)

DEPARTURES CHECKED OUT LATE CHECK OUT VIPS
(WITH BALANCE)

TODAY MAY 02 MAY 03 MTD 2020

OCCUPANCY 100 9%, 7% 10% 7%

6 64 29 1

OCCUPIED ROOMS VACANT VACANT OUT OF
(READY) (NOT READY) ORDER/SERVICE

ROOMS

e Run the following reports to ensure you have the next several weeks’ worth of bookings in your
line of sight:
o Arrivals Report — This report provides all pertinent guest/reservation information for the
selected date range.
o Forecast Report or Business on the Books Report — These reports provide reservations,
arrival, departure, and % of OCC for the selected date range.
e Inspect the Actions Manager for outstanding tasks that may need to be addressed prior to
arrival/during an upcoming stay.
e If you will no longer be utilizing automatic EOD processing, set up your property to manually run
EOD.
o You can configure this setting from Settings > Hotel & Staff > Settings & Parameters.



https://stayntouch.freshdesk.com/support/solutions/articles/6000147091-arrivals-report-
https://stayntouch.freshdesk.com/support/solutions/articles/6000153705-forecast-report
https://stayntouch.freshdesk.com/support/solutions/articles/24000005241-business-on-the-books-report
https://stayntouch.freshdesk.com/support/solutions/articles/24000019162-how-to-use-the-action-manager-#two
https://stayntouch.freshdesk.com/support/solutions/articles/6000144457-how-to-manually-run-end-of-day-
https://stayntouch.freshdesk.com/support/solutions/articles/6000144457-how-to-manually-run-end-of-day-

E Wexford Bay Hotel Hotel Admin i

Erin Fischer Friday, 1 May 2020

CHAIN ~ Hotel & Staff
HOTEL & STAFF
‘ Hotel Details ! ‘ User Setup
ZEST: j |
PROMOS & UPSELL :rl-%!ﬁ Departments ! = User Roles
|
CARDS 3 N
| 4§  Settings & Parameters Stationery
ROOMS |
IEI Permissions ! [ Property Interface Setup
FINANCIALS |
=
RATES {9} Languages E=  SFTP Servers
sy {6} Tools {'9:} ID collection
INTEGRATIONS
46t  Archival Transfer & Google Drive
STATS & REPORTS o e e
3 &%  Dropbox
STATION |
é

e Ensure the EMAIL RECIPIENT FOR EOD REPORTS field has a valid email address or belongs to the
appropriate team member.



Settings & Parameters « Back

Change Business Day

AUTO CHANGE BUSINESS DATE TIME TO CHANGE BUSINESS DATE
fi_ 1) 01 2 15 = AM >

CC BATCH PROCESSING *

Payment Gateway \

EMAIL RECIPIENT FOR EOD REPORTS

@stayntouch.com

e Ensure any previously scheduled reports (downtime reports) are scheduled to be sent to the

appropriate team members again.
e Review stationery and update any policies/terms and conditions/general hotel information in

your confirmation and cancellation letters.



https://stayntouch.freshdesk.com/support/solutions/articles/6000147735-how-to-schedule-multiple-reports-in-rover-
https://stayntouch.freshdesk.com/support/solutions/articles/24000046859-stationery

HOUSEKEEPING

Please be sure to review the steps outlined below to refamiliarize yourself with Housekeeping
operations in Rover.

e Ensure that all Housekeeping users are active, have updated passwords, and are assigned the
appropriate permissions.
e Examine current room statuses and verify they are accurate.

ROOMS

OCCUPIED VACANT VACANT
ROOMS (READY) (NOT READY)

e Run the following reports to assist with checking room status:

o Vacant Rooms Report — This report shows “dropped rooms”, or rooms that were left
vacant overnight. In addition, this report can be populated for the number of days
vacant, which allows for a review of rooms by those left dormant the longest.

o Rooms O00/00S Report — This report shows a list of rooms that are or will be
000/00S for a selected date range.

® Place rooms back in order/service as needed from Housekeeping > Rooms Status.



https://stayntouch.freshdesk.com/support/solutions/articles/6000156232-vacant-rooms-report
https://stayntouch.freshdesk.com/support/solutions/articles/6000147742-rooms-ooo-oos-report-

UPDATE 3 ROOMS

ROOM STATUS SERVICE STATUS

SERVICE STATEJS
In Service

FROM FRIDAY TO FRIDAY

01 yoago 01 gloazyo

CANCEL UPDATE

e Update room cleanliness, as well, if any adjustments need to be made.



UPDATE 3 ROOMS

ROOM STATUS SERVICE STATUS

Dirty

CONFIRM

CANCEL

e You can reference the Housekeeping > Task Management area, as well, to check for any
outstanding Housekeeping tasks that need to be completed.



Wexford Bay Hotel Work Management

Erin Fischer Friday, 1 May 2020

DATE

01 %

DAILY CLEANING

DEEP CLEANING

EXTENDED STAY
CLEANING

GUEST SERVICES

«

«

«

TOTAL
HOURS

00:00

Tl

00:00

00:25

m WEXFORD BAY HOTEL

RE-SET.

¥

TOTAL TOTAL ASSIGNED COMPLETED
STAFF ROOMS O O

0 0

! 70 0 0

MANAGE WORK SHEETS

e If rooms need to be assigned, run through_the room assignment process to create worksheets

for Housekeeping.

e If you need to update Housekeeping tasks, you can do so from Settings > Rooms > Task

Management.


https://stayntouch.freshdesk.com/support/solutions/articles/24000022199-training-2-part-2
https://stayntouch.freshdesk.com/support/solutions/articles/24000046454-housekeeping-task-management

E Wexford Bay Hotel Hotel Admin N e

Erin Fischer Friday, 1 May 2020

CHAIN Rooms
HOTEL & STAFF
46 Room types A  Rooms
ZEST F -
PROMOS & UPSELL ‘P Room Key DEIiVery Tal-_sl Housekeeping
CARDS T
IS Maintenance Reasons EE Floor Setup
ROOMS

5  Task Management

FINANCIALS

RATES [  Housekeeping Sections

RESERVATIONS
INTEGRATIONS
STATS & REPORTS
STATION
o Be sure to update any sections in use and apply to the appropriate users to those
sections.

o If you need to deactivate specific tasks, such as stayover clean, you can do so from the
Task Management area, as well, by switching the toggle ON.



Task List (10) + AppTAsk

TASK

Turndown Service

Departure Clean

Minibar
replenishment

Flip Mattress

4 Day Extended Stay
Cleaning

Clean Stayover
Service

Change AC Filter

Empty ashtray

DEFAULT TASK

WORK TYPE

Guest Services

Daily Cleaning

Guest Services

Deep Cleaning

Daily Cleaning

Daily Cleaning

Deep Cleaning

Daily Cleaning

TIME

00:10

00:30

00:15

00:10

00:45

00:25

00:10

00:05

O
O
O
O
O
O
O
O

DELETE

X



Make sure to review the steps outlined below to refamiliarize yourself with Financials in Rover.
e Ensure that all Accounting users are active, have updated passwords, and are assigned the
appropriate permissions.

e Create any special charge codes, groups, etc. that you will need during reopening.
e Verify journals match closing balances.

Journal

BALANCES AS OF EOD

302

Res / Acct Name

DEPOSIT BALANCE $11,186.60 $0.00 5000 S1118660
GUEST BALANCE S 17601787 $2,218.00 V2alisn o i 418 3
A/R BALANCE $-49,857.11 $0.00 000 540857 11

TOTALS $137,347.36 $2,218.00 $2,817.50 $136,747.86

o You can view journal postings for a specific date range by selecting REVENUE or
PAYMENTS to view a fixed period of transactions.

Journal e = o
EMPLOYEE / DEPT. / HOUSE DATE FROM DATE TO
All Departments and AllEm. ~ 30 282'3 3 é‘g;'ol
NEN

TOTAL

e If there are imbalances that cannot be corrected manually, please open a support ticket.
® Run the following reports to view any changes/charges/payments that might have posted during
closure:
o A/R Aging Report — This report provides pertinent details/balances owed for A/R
accounts.



https://stayntouch.freshdesk.com/support/solutions/articles/24000039440-charge-code-configuration
https://stayntouch.freshdesk.com/support/tickets/new/
https://stayntouch.freshdesk.com/support/solutions/articles/6000163840-a-r-aging-report-

Daily Transactions Report — This report displays all transactions for a reservation or
account on a given day. This may need to be run for several days individually.

Daily Payments Report — This report displays all payments on a reservation or account
for a given day. This may need to be run for several days individually.

Guest Balance Report — This report provides details on outstanding balances for

accounts.

e Ensure any previously scheduled reports/scheduled exports/custom exports are scheduled to be

sent to the appropriate team members again.

CHAIN

HOTEL & STAFF

ZEST

PROMOS & UPSELL

CARDS

ROOMS

FINANCIALS

RATES

RESERVATIONS

INTEGRATIONS

STATS & REPORTS

STATION

Verify any Back Office Exports are put into place if deactivated. If you need interface
assistance, please open a support ticket.

Integrations

el

Back Office

& & & @ & & | &

Commissions

Country Specific

EMV Terminals

Givex

Monitor Screen

Rover Connect ID Lookup

Text Messaging

Cashier.

s e

N

N4
&
&

Update deposit rules to reflect current policies.
Verify tax rates are accurate.
Verify item inventory and pricing are accurate.

View any open cashiers and ensure they are accurate/closed as needed from Front Desk >

| Hotel Admin

Drop up to 8 dashboard icons here for your custom quick menu

Brite PABX

Comtrol

Customer Relationship Man...

External Mappings

iCare Services

POS Integrations

Sales and Catering

Workstations

@

Central Reservation System

Concierge

Door Lock Interface

External PMS Web Services

Interface Logs

Revenue Management System

Snapshot


https://stayntouch.freshdesk.com/support/solutions/articles/24000041061-guest-balance-report
https://stayntouch.freshdesk.com/support/solutions/articles/6000147735-how-to-schedule-multiple-reports-in-rover-
https://stayntouch.freshdesk.com/support/solutions/articles/24000004124-scheduled-exports
https://stayntouch.freshdesk.com/support/solutions/articles/24000047239-custom-exports
https://stayntouch.freshdesk.com/support/tickets/new/
https://stayntouch.freshdesk.com/support/solutions/articles/24000045910-rover-deposits
https://stayntouch.freshdesk.com/support/solutions/articles/24000039440-charge-code-configuration
https://stayntouch.freshdesk.com/support/solutions/articles/24000046898-how-to-set-up-items-in-rover

Erin Fischer Friday, 1 May 2020

E Wexford Bay Hotel Journal e

CASHIER DATE [I [I
Ma I D .
M 1 202’6 REV.’ENUE. PAYMSENTS‘ | CASHIER
ﬁﬁﬁﬁﬁﬁ | A,
H[STO RY | OPENED BY ERIN FISCHER I 03:19 PM, 10 JANUARY 2019
(OPENING BALANCE CASH $0.00
EOSE';EEHER 03:19PM 10 JANUARY 2019
| OPENING BALANCE CHECK $0.00
el 08:22 AM 01 FEBRUARY 2019 ¥
ERIN FISCHER
: : : TOTAL CASH RECEIVED $0.00
DEENED 08:47 AM 12 FEBRUARY 2019 A |
ERIN FISCHER TOTAL IN CHECKS RECEIVED $-350.00
g;s ':EgHER 08:21 AM 13 FEBRUARY 2019 v
CASH SUBMITTED 0
g:j I::IEC):HER 11:43 AM 20 FEBRUARY 2019 ¥
CHECKS SUBMITTED 0
OPENED 08:43 AM 21 FEBRUARY 2019 Y
ERIN FISCHER
| TOTAL CLOSING BALANCE CASH $0.00
ElEUAL 11:38 AM 30 JULY 2018 v
ERIN FISCHER TOTAL CLOSING BALANCE CHECK $-350.00
o 02:05 PM 02 AUGUST 2018 ¥
ERIN FISCHER
- = = CLOSE SHIFT
elpzhlEs 09:08 AM 03 AUGUST 2018 v
ERIN FISCHER
OPENED 04:44 PM 04 AUGUST 2018 M
ERIN FISCHER
DEENED 09:37 AM 18 APRIL 2019 v
ERIN FISCHER
DEENED 02:07 PM 21 OCTOBER 2019 v
ERIN FISCHER

OPENED 02:49 PM 24 OCTOBER 2019 v



REVENUE MANAGEMENT

e Ensure rate sets are extended out to the appropriate end date. Add additional sets so you are
bookable into the future as needed.

Edit Rate BAR « BACKTORATES
® | cery MoN [l Tue B weo B tHU B Rt [ saT suv [ [
SINGLE ($) DOUBLE ($) EXTRA ADULT (+) CHILD (+$)

BAY VIEW TERRACE SUITE  340.00 340.00
EXECUTIVE 2 QUEEN BED 220,00 220,00
KING DELUXE  220.00 220.00
PREMIUM QUEEN 220.00 220.00
SELECT QUEEN 220.00 220.00
SUPERIOR SUITE 340.00 340.00
WEXFORD SUITE 220.00 220.00

FAMILY SUITE

CANCEL

e If you are creating new rates coming out of closure, and they should be sold on your
website/distributed to channels, be sure to map these rates to your CRS from Settings > Rates >
Channel Managers.


https://stayntouch.freshdesk.com/support/solutions/articles/6000142871-how-to-create-a-base-rate-

Rates

Rates @ Rate Types @ Rules & Restrictions

Add-Ons {6:} Rate Sequence {c} Promotions

Channel managers

o Once you've selected a Channel Manager, select your CRS provider.

o Click + ADD NEW.

o Type in the name of a rate you have created and select the correct rate from the
dropdown menu.

o Select room types that are applicable to the rate you’'ve selected.

o Click SAVE CHANGES.

e Ensure the rates you want to sell are properly opened and available to book by using the Rate

Manager.
® Check all restrictions in place are correct or removed as necessary (i.e., minimum LOS, closures,

stay throughs, etc.).

e Confirm you have returned rooms from O00/00S from Housekeeping > Room Status.

® Check the availability calendar to verify you are selling the accurate number of rooms on any
given date in the near future.

Availability . Availability
06-05-2020 14 Days - INCLUDE SELL LIMITS =
——
JUN 05 i JUN 06 B JUN 07 8 JUN 053 JUN 05 JUN 10 JUN 11 S JUN 12 S JUN 1388 JUN 14588 IUN 1588 JUN 168 JUN 178 JUN 18
OCCUPANCY % ¥ | 11% 8% 6% 7% T% 7% T% T% T% T% 7% T% 7% 5%
Aviaoex | 89 || 92 || oo || 93 || 93 |} 93 || 93 || o3 || 93 || 93 || o3 || o3 || 92 || o5
1 || s 6 7 7 7 7 7 7 7 7 7 7 5
NON GROUP
ROOMS 4 1 1 1 1 1 1 1 1 1 1 1 1 0



https://stayntouch.freshdesk.com/support/solutions/articles/24000039088-how-to-open-a-rate
https://stayntouch.freshdesk.com/support/solutions/articles/24000039088-how-to-open-a-rate
https://stayntouch.freshdesk.com/support/solutions/articles/24000037028-rover-restrictions
https://stayntouch.freshdesk.com/support/solutions/articles/24000016624-a-guide-to-ooo-oos-rooms
https://stayntouch.freshdesk.com/support/solutions/articles/24000013347-rover-s-availability-page

e Yield your rates using the Rate Manager. Update pricing as needed, either up or down on both a
room type level and house level.

e Verify rates are flowing correctly to your CRS and that you have parity across channels.
® Ensure that as new bookings come through, all necessary data is flowing down from your PMS. If
not, please open a support ticket with both your CRS provider and StayNTouch.

Note on Taxes During COVID-19

e Some areas/governments are reducing tax rates over certain periods of time during the
pandemic. In the event you need to set up a tax reduction rule over a certain period, you can do
so by activating the TAX RULES function in Settings > Financials > Financial Settings.


https://stayntouch.freshdesk.com/support/solutions/articles/24000012449-webinar-rate-manager-
https://stayntouch.freshdesk.com/support/solutions/articles/24000001035-how-to-submit-a-support-request-

Financial Settings « Back

FIRST INVOICE NUMBER

100

INVOICE NUMBER PREFIX

WEX

EXTENDED TAX BEREAKDOWN

8

PRINT INVOICE NUMBER

o

PAYMENT RECEIPTS

o

BULK CHECK OUT - SEND INVOICES

o

TAX RULES

8

e Once active, you will see the option to create rules within your tax charge codes.



Cha e Code SELECT LANGUAGE  English v

Select Fees -

MINIMUM AMOUNT TO CHARGE FEE

AMOUNT

+ x 10.0 % ‘

AMOUNT TYPE

FLAT v
POST TYPE

NIGHT v

@ Enable LOS Enable Nights Range

CONFIGURE NEW TAX RULE AMOUNTS

Date Range
LOS

Room Types

e This allows you to set a tax rate to be calculated/charged over a period of time, against a specific
room type, or over a particular LOS.

e [f you have trouble locating the TAX RULES toggle please contact Customer Support for
assistance.



https://stayntouch.freshdesk.com/support/tickets/new/

e Navigate to Settings > Hotel & Staff > Stationery.
e Update your logos/hotel photos if you have new/updated imagery.

Stationery « Back SELECT LANGUAGE ~ English v

General Settings

Salutation
Hotel Picture

Hotel

HOTEL PICTURE

* i f\Tou

e Add/update any new terms of check-in or guidelines for staying at the hotel. Assign those terms
and conditions to the various guest touch points (i.e., confirmation letter, Zest, Rover check-in,
registration card, etc.).

e [f you'd like to incorporate text about new measures your hotel is taking in response to
COVID-19, we recommend adding this text to your hotel’s stationery (i.e., terms and conditions,
confirmation/cancellation letters, payment receipts, etc.).



Stationery « Back

General Settings

Terms & Conditions

«

General Terms and Conditions

«

Packages

«

Registration Card

+ ADD NEW

SELECT LANGUAGE  English

ASSIGN TO SECTION

ROVER CHECK IN

REGISTRATION
CARD PRINT

ZEST STATION

ZEST WEB
CHECKIN

CONFIRMATION
LETTER

General Terms an..

Registration Card

General Terms an..

General Terms an..

None

«

»




Stationery « Back

v Enter new terms
New Terms & Contidions

and conditions here
TITLE /

Post COVID-19 Terms & Conditions

TERMS & CONDITIONS

We're actively preparing for when we can yet again open our doors. The Wexford Bay
Hotel team has been working with medical experts to determine the appropriate
steps necessary to welcome you back to our hotel. Our carefully crafted safety plan
puts your health and safety at the center of all we do.

CANCEL

e If you've recently added Zest Web/Station, be sure to assign terms and conditions to this
section.



Stationery « Back

General Settings

Terms & Conditions

General Terms and Conditions
Packages

Registration Card

SELECT LANGUAGE  English v

ASSIGN TO SECTION

ROVER CHECK IN General Terms an.. ~

REGISTRATION : .
CARD PRINT Registration Card  ~

ZEST STATION General Terms an..

ZEST WEB
CHECKIN General Terms an..

CONFIRMATION
LETTER None

e Each section can use a different iteration of your terms and conditions. Create as many as

needed.

e® Reactivate SEND CONFIRMATION LETTER if you’ve turned this feature off while your hotel was

closed.



SETTINGS - EMAIL

SHOW HOTEL PICTURE & )
HOTEL LOGO No Logo .
LOGO BACKGROUND

LN

SETTINGS - LETTER

SEND CONFIRMATION LETTER f—
CUSTOM TEXT PER RESERVATION (00 |
SETTINGS - APP & SOCIAL NETWORKS
SHOW LINKS TO DOWNLOAD APP

SHOW S0CIAL NETWORKS

e Update/add any social media accounts you previously had listed.
e Ensure that the information being provided in the body text of your confirmation letters is still
accurate. Update the signature, as well, if the GM/team has changed.



Stationery « Back

Confirmations / Cancellations

Guest Confirmation

«

Confirmation Email

»

Confirmation Letter

CONFIRMATION LETTER TEXT

<p>We look forward to welcoming you to the hotel for your upcoming stay.</p>

<p=>If you need help planning anything for your stay please feel free to reach out to our
conceirge team at 240-555-1212 or via emailing them at &nbsp;<a
href="mailto:concierge@wexfordbay.com">concierge@wexfordbay.com</a></p>

<p>0ur team is here for you 24 hours a day. &nbsp;We do have onsite valet parking avaialbel at
a nightly fee. &nbsp; There are other otptions in the area our concierge team can assist you
with that inforamtion prior to your arrival or the team can help you when you arrive. &nbsp;
c‘#p:-
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e Reactivate SHOW REG. CARD PRINT BUTTON if you’ve deactivated this while closed.



Stationery « Back SELECT LANGUAGE  English

General Settings ¥

«

Terms & Conditions

€«

Confirmations / Cancellations

»

Registration Card

Tem
Sipate SETTINGS
REGISTRATION TEMPLATE SHOW REG.CARD PRINTBUTTON ()
Default Registration = SHOW VEHICLE INFORMATION
SHOW CONTACT INFORMATION
With invoices, ensure the logo you are using is up-to-date and any body text is now accurate

based on current operations.



Stationery + BACK SELECT LANGUAGE  English

»

Guest Invoice

A 5 SETTINGS
Invoice Email

SHOW HOTEL ADDRESS &)
GUEST BILL EMAIL SUBJECT
EMAIL BILL ON CHECK QUT m
TAX INVOICE: %{hotel_name} [ %{confirmation_number} =
SHOW "WORKS AT" FIELD

GUEST BILL EMAIL BODY

HOTEL LOGO No Logo .
&nbsp;
DEFAULT BILL Detailed Bill - Item -
HEADER
TAX INVOICE
FOOTER

=p=COMPANY DETAILS: STAYNTOUCH INC B.V.

e Send yourself test invoices, confirmations, cancellations, etc. in order to verify things look the
way you intended.
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Integrations

e Compare ARl and ensure parity between Rover and your CRS.
e If needed, run full resyncs of ARI from your CRS.
o Navigate to Settings > Integrations > Central Reservation System.
o From there, select the proper CRS. You should see a screen that looks similar to the
screenshot below.

Synchronize Data

Synchronize Historical Data RATE
FROM DATE TO DATE INVENTORY
04-28-2020 04-28-2020 RESTRICTION
SYNCHRONIZE RESERVATION
GROUP

e The CRS sync utility is a great tool for pushing out all ARI for a specific date range. There are a
few things to note about this tool:
o You can run a sync for any time period for up to 30 days at a time.
o You cannot run a sync for the same dates within 3 hours of each other.

m  For example, if you run a sync of rates for January 15 — February 14 and
immediately tried to run a sync of inventory for January 1-30, it would not allow
you to run the second sync for another 3 hours.

o You can run a sync of multiple items for the same timeframe all at once.

m  For example, you can run a sync for January 1-30 for rates, inventory, and

restrictions to ensure complete ARI sync.

In order to test Lightspeed POS integration, simply post a charge to a room number from Lightspeed and
ensure the charge is posted in Rover.

Below are a few articles to help you refamiliarize yourself with Lightspeed POS:
e Lightspeed Best Practices
Rover Integrations Quick Tip: Changing Your Lightspeed Clearing Account
Required Integration Steps for Lightspeed
Lightspeed Mapping Reconfiguration
Enable Posting Charges from Lightspeed
Lightspeed House Account Closing



https://stayntouch.freshdesk.com/support/solutions/articles/24000014600-how-to-run-a-resync-
https://stayntouch.freshdesk.com/support/solutions/articles/24000046266-lightspeed-best-practices
https://stayntouch.freshdesk.com/support/solutions/articles/24000038715-rover-integrations-quick-tip-changing-your-lightspeed-clearing-account
https://stayntouch.freshdesk.com/support/solutions/articles/24000053130-required-integration-steps-for-lightspeed
https://stayntouch.freshdesk.com/support/solutions/articles/24000037586-lightspeed-mapping-reconfiguration
https://stayntouch.freshdesk.com/support/solutions/articles/24000038445-enable-posting-charges-from-lightspeed
https://stayntouch.freshdesk.com/support/solutions/articles/24000043043-lightspeed-house-account-closing

Lost/Disconnected Lightspeed Connection

How to Ensure Lightspeed Revenue Posts Correctly

Complete the below steps to test direct key integrations:

1.
2.
3.

Check in a guest.
Attempt to make a key.
Attempt to make multiple keys at once.

For more information about direct key integrations, see our complete guide.

Verify there have been no changes made to your network that require reconnecting interfaces. If there
have been changes, you may need to reach out to StayNTouch support for assistance in reappointing the
Comtrol Interface PC/Server to the on-property interfaces for connectivity.

Ensure firewall rules have not changed and that the Comtrol Interface PC/Server can
communicate with our cloud IP addresses on Port 32768:

o 107.20.88.165
18.204.122.217
18.235.212.108
35.175.41.146
52.0.227.64

o 54.144.36.255
Locate the Comtrol Interface PC/Server and ensure it is powered on. If powered on, we
recommend rebooting it, and if there are any pending Windows updates, it may be a good idea
to run these now.
On the Comtrol Interface PC/Server, ensure that both the Rover Interface Controller (RIC)
service and LLPTS service are running as shown here.
Perform a test "transaction" for each of your on-property interfaces by cutting a key, posting a
charge to a room, or checking in a test reservation to ensure the name populates on the
telephone, for example. This will depend on which interfaces are in use at your property.
We have a document on our Knowledge Base explaining how to manage any changes in
mappings that may be required. This is based on changes to outlets and revenue centers that
may have occurred since your hotel was last operational.

O
O
O
O

Verify there have been no changes made to your network, specifically regarding your Delphi Interface
PC/Server. If there have been any changes, you may need to review firewall rules to allow proper traffic
as per below.

Ensure the Delphi Interface PC/Server can communicate with our cloud IP addresses:
o 107.20.88.165
o 18.204.122.217
o 18.235.212.108


https://stayntouch.freshdesk.com/support/solutions/articles/24000054224-lost-disconnected-lightspeed-connection
https://stayntouch.freshdesk.com/support/solutions/articles/24000044209-how-to-ensure-lightspeed-revenue-posts-correctly
https://stayntouch.freshdesk.com/support/solutions/articles/24000018938-direct-key-integrations-rover-guide
https://stayntouch.freshdesk.com/support/solutions/articles/24000008578-property-interfaces-comtrol-troubleshooting-
https://stayntouch.freshdesk.com/support/solutions/articles/24000054936-comtrol-integrations-guide

o 35.175.41.146
o 52.0.227.64
o 54.144.36.255

® Locate the Delphi Interface PC/Server and ensure it is powered on.

e On the Delphi Interface PC/Server, ensure the NWS service is running.

e At this point, we should have inbound communication from Delphi to Rover. If there are any
issues with this, please reach out to StayNTouch support—as well as Amadeus support, who can
assist with troubleshooting.

® Please note, if your NWS services have been offline for some time, your historic pick up may not
be accurate. If you wish, you may open a support ticket, and we can have this updated for you.

If you are working with an iPad, we recommend you pair it with either an iCMP device to perform credit
card swipes and key creation or an MagTek iDynamo device to perform credit card swipes. The below
articles explain how to complete connection with these devices.

e How to Pair the iCMP Device and iPad

e MagTek iDynamo 5 Secure Card Reader Authenticator

e MagTek iDynamo 6 Secure Card Reader Authenticator

If, however, you are working with a desktop computer, we recommend you first install the Rover Service
File. The Rover Service File is required to be installed on any workstation (Windows/Mac) where users
are required to process credit cards using an EMV terminal or MagTek device. Both the Windows and
Mac files can be found here. Once the service has been installed, it is important to log into Rover on the
workstation as a Hotel Admin user, which will prompt you with a workstation creation screen. To add a
workstation, refer to this article. You can then connect the desktop to a MagTek Dynamag device to
perform credit card swipes using a USB connector.

If you need assistance installing the Rover Service File, please contact Customer Support.



https://stayntouch.freshdesk.com/support/tickets/new/
https://stayntouch.freshdesk.com/support/solutions/articles/6000136844-how-to-pair-the-icmp-device-and-ipad-
https://stayntouch.freshdesk.com/support/solutions/articles/24000044281-magtek-idynamo-5-secure-card-reader-authenticator
https://stayntouch.freshdesk.com/support/solutions/articles/24000051542-magtek-idynamo-6-secure-card-reader-authenticator
https://drive.google.com/drive/folders/1kUan9Kpzk7kHX7UiCozgePswgU3cWmUB?usp=sharing
https://stayntouch.freshdesk.com/support/solutions/articles/6000113443-workstation-configuration
https://stayntouch.freshdesk.com/support/solutions/articles/6000109224-magtek-credit-card-swiper
https://stayntouch.freshdesk.com/support/tickets/new/

Zest Web
ZEST WEB CHECK-IN

Please note, guests can only complete pre-check-in if they have a valid email address on their
reservation.

If you have deactivated Zest Web mobile check-in, upon reactivating, we recommend completing a
configuration refresh. Many of the settings can be simply toggled ON or OFF. The initial two primary
settings are SEND EMAIL CHECK-IN ALERT and PRE-CHECK-IN ONLY (see below).

SEND EMAIL CHECK IN ALERT PRE-CHECK IN ONLY

SEND ALERT AND ENABLE ZEST APP
CHECKIN

Please ignore any settings related to Zest App.

For a full list of Zest Web check-in configuration settings, including key configuration, please click here.
This video demonstrates the Zest Web check-in flow.

ZEST WEB CHECK-OUT

For a full list of Zest Web check-in configuration settings, including key configuration, please click here.

Please note, only room type exclusions are a part of the Zest Web check-out settings. There are no
exclusions for rate code or block codes.

ADD-ONS & UPSELL

Many hotels have decided to offer add-ons and upsells to guests during the Zest Web and Zest Station
process as a means of promoting contactless interactions.

For instructions about configuring add-ons and upsells, please see this article.


https://stayntouch.freshdesk.com/support/solutions/articles/24000048643-how-to-configure-zest-web-check-in
https://stayntouch.freshdesk.com/support/solutions/articles/24000054728-test-drive-zest-web
https://stayntouch.freshdesk.com/support/solutions/articles/24000048696-how-to-configure-zest-web-check-out
https://stayntouch.freshdesk.com/support/solutions/articles/24000048696-how-to-configure-zest-web-check-out
https://stayntouch.freshdesk.com/support/solutions/articles/24000054762-how-to-configure-add-ons-for-zest-station-zest-web-and-rover

Zest Station

ZEST STATION SETUP

To leverage contactless interactions, hotels may also choose to activate Zest Station. To utilize Zest
Station, you MUST have an iPad utilizing the SNT Rover App (which can be downloaded here in the App

Store).

Please note, we recommend an iPad Pro with the latest iOS version for best functionality.

Prior to configuring the settings, you must name your iPads when logging in for the first time. When a
user with admin credentials logs in for the first time, they will be prompted with an ADD NEW
WORKSTATION screen. Please enter a WORKSTATION ID in correspondence with that iPad workstation
name. For example, “ZEST iPad 1”.


https://apps.apple.com/us/app/snt-rover/id1126573434
https://apps.apple.com/us/app/snt-rover/id1126573434

ADD NEW WORKSTATION

WORKSTATION NAME*

Zestl

WORKSTATION ID*

Zestl

EMV TERMINAL

Select a Terminal

KEY ENCODER

Select an Encoder

ADD TERMINAL

If key encoders and EMV terminals are already in place, you can map them now, as well. If encoders and
EMV terminals are not set up prior to naming the iPad workstation, you can see instructions here for
linking the terminals to the iPad.

For properties that utilize iPads, we recommend an accessibility feature from iOS called Guided Access.
Guided Access allows you to lock a particular application within the iPad and prevents users from
migrating out of the selected application to another iPad application. A great example is preventing
guests from using the iPad camera app when using the iPad for Zest Station check-in. To set up Guided
Access, please see this article.

For complete instructions on setting up Zest Station, please see the following articles:


https://stayntouch.freshdesk.com/support/solutions/articles/6000113498-workstation-assignment-on-ipad
https://stayntouch.freshdesk.com/support/solutions/articles/6000113498-workstation-assignment-on-ipad
https://stayntouch.freshdesk.com/support/solutions/articles/6000114247-ipad-guided-access-kiosk-mode-

® Zest Station Setup: Part 1
® Zest Station Setup: Part 2

LANGUAGE DOCUMENTS & MODIFICATIONS
During the Zest Station setup process, hotels can control what guests see while utilizing Zest Station.
There are editable language documents that can be uploaded and modified to control the visual aspect

of Zest Station. To view instructions about how to modify these documents, please see this article.

StayNTouch also offers multi language support. If you choose to use languages other than English,
please refer to this article.

For a complete demonstration of the Zest Station flow, please see this video.


https://stayntouch.freshdesk.com/support/solutions/articles/24000051170-zest-station-setup-part-1
https://stayntouch.freshdesk.com/support/solutions/articles/24000051509-zest-station-setup-part-2
https://stayntouch.freshdesk.com/support/solutions/articles/24000042097-how-to-update-the-language-and-verbiage-for-zest-station
https://stayntouch.freshdesk.com/support/solutions/articles/24000013059-zest-station-manage-languages-and-update-screen-titles-text
https://stayntouch.freshdesk.com/support/solutions/articles/24000055689-zest-station-a-new-front-desk-for-a-new-frontier

