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Frequently Asked Questions

Managing Your Account

When do | receive my Extranet Credentials to Login to G2 Travel Extranet?

Where can | find my User Guide Manual for G2 Extranet?

How do | Log In?

How do | change my password?

| have forgotten my password. What should | do?

| reset the password, but it is not accepted. What should | do?

What steps do | need to follow if | have multiple properties or contracts?

Can | have one supplier account to view all contracts and one individual account?

Can | have several accounts for each employee or department?

| was able to login in Extranet in the past, now | cannot do it anymore?

What can | manage via Extranet?

When do | receive my mapping codes to connect to the CM?

How do | contact G2 Travel?

Managing Content

Where can | update/send extra information on the property (parking fees, pets’ policy)?

Hotel Name Changed. How do | update it?

Can | load images in G2 Travel Extranet?

Managing Rates & Availability

Can |l upload offers in G2 Extranet?

How can | update & modify rate/availability on G2Travel Extranet?

What email address should | send the Freesale closure/opening dates?

Managing Bookings

Where do | see if a booking is confirmed via Static or Margin contract?

How do | add my Supplier Reference(s) to a Booking?
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Virtual Credit Card Payments & Refunds

Where do | obtain the VCC number and expiry date?

What if there is no VCC number and/or expiry date with the reservation?

Whose name and address do | use for VCC payment?

What can | charge to the VCC?

How often can | charge the VCC?

What if | get an approval, but unable to settle the charge?

Why is my charge declined?

| pre-authorised payment, why is my charge declined?

How do | handle a cancelled booking?

How do | credit a reservation?
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When do | receive my Extranet Credentials to Login in to G2 Travel Extranet?

Once your contract is loaded into our system, Extranet Team will send you the Login Details to access the G2
Extranet.

Where can | find my User Guide Manual for G2 Extranet?

User Guide can be found under Help & Support Section once you login in into G2 Extranet.

How do | Log In?

Enter your supplier code, username and password. If you do not have these details, click on the ‘Need help signing
in” link and our Extranet Support Team will be able to help.
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Need help signing in? | About G2 Travel

How do | change my password?

Go to Home Page Menu and click on Extranet User (right corner) and you will have the option of changing the
Password.
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| have forgotten my password. What should | do?

Forgotten your password? Just take the Forgotten Password link on the sign on screen, enter your Supplier Code and
Username and you will be emailed a link to re-set your password.
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Forgotten Password? !

About G2 Travel | Terms Of Use

| reset the password, but it is not accepted. What should | do?

Click on the ‘Need help signing in’ link and our Extranet Support Team will be able to help.
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Managing your Account

What steps do | need to follow if | have multiple properties or contracts?

If you have access to multiple properties or contracts, you will need to select which property and contract you wish
to work with before proceeding to the home page.

Can | have one supplier account to view all contracts and one individual account?

No, you cannot view all properties under same user (unless Extranet access is set at chain level), but we can create a
different user name and password for the same extranet access for each individual property.

Can | have several accounts for each employee or department?

Yes, you can have various accounts. Please inform Extranet team to create them accordingly.

| was able to login in Extranet in the past, now | cannot do it anymore?

In case of contract termination, you are not able to log in into G2Extranet (unless there are ongoing bookings). Click
on the ‘Need help signing in’ link and our Extranet Support Team will be able to provide all necessary details.

What can | manage via Extranet?
View details of Bookings at your property — this is where you will find details of your bookings and cancellations.
Add your Confirmation Reference Number for all bookings, especially those arriving within the next 14 days

Manage Rates & Availability — here you can manage room rates and Freesale inventory, view offers or other details
of the selected contract

Manage Promotions: you are able to create and manage your own promotions by selecting Rates & Availability
Option- Promotions and Offers tab

Check and update your Property Information —some information has already been populated — please ensure you
thoroughly review and add or amend details as necessary

Password Reset: Forgotten your password? Just take the Forgotten Password link, enter your Supplier Code and
Username and you will be emailed a link to re-set your password.

When do | receive my mapping codes to connect to the CM?

Once margin contract is loaded into our system, Hotel APl Team will send you the Mapping Code to start the
mapping process via selected Channel Manager.

Please take note that Margin rates will only be visible in G2 Extranet once you have mapped the contract via the
Channel Manager.

The credentials for Channel Manager connectivity and G2 Extranet are provided separately
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Managing your Account

How do | contact G2 Travel?

Contact information is shown below according to the type of query.

Anything related to close outs/restrictions for

North America regions availability.americas@g2-travel.com
(e.g., stop sales, close out dates, open sales).

Anything related to close outs/restrictions for

Asia regions availability.asia@g2-travel.com
(e.g., stop sales, close out dates, open sales).
Anything related to close outs/restrictions for
Europe/Middle East regions

(e.g., stop sales, close out dates,

open sales).

Closeouts
(USA/Canada)

Closeouts (Asia)

Closeouts

(Europe/Middle East) availability@g2-travel.com

Extranet Anything related to extranet (e.g., logins, extranet.support@g2-travel.com
credentials, etc.)

Customer Support Bookings and Customer Support booking.support@g2-travel.com

Hotel API Margin contracts connectivity hotelapi.support@g2-travel.com
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Where can | update/send extra information on the property (parking fees, pets’ policy)?

You can access Property Information section under G2 Extranet and update available facilities, in case of a paying
service, the cost will not be displayed (it is payable at the property)

Hotel Name Changed. How do | update it?

You cannot change the name of the hotel via G2 Extranet, you need to contact your Destination Manager directly.

Can | load images in G2 Travel Extranet?

No, for the moment this option is not available, we will inform you once we enable it.
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Managing Rates & Availability

Can | upload offers in G2 Extranet?

You need to access Promotions & Offers Section from G2 Extranet. Here you can manage offers.

How can | update & modify rate/availability on G2Travel Extranet

You need to access Manage Rates & Availability Section from G2 Extranet. Here you can manage Rates (rates cannot
be increased) and Freesale availability. For rates increase and allotment closure you need to contact your
Destination Manager directly.

What email address should | send the Freesale closure/opening dates?

You can send them to Availability email addresses:

availability.asia@qg2-travel.com (Asia)

availability@g2-travel.com (Europe/Middle East)

availability.americas@g2-travel.com) (USA/Canada)

For allotment closure you need to contact your Destination Manager directly, the Availability Team are closing only
the Freesale.

How much time does it take for the stop sales to be processed?

Actioning stop sales is a manual process, deadline is 24h, you can always access the Extranet to close FS accordingly,
especially for emergencies.
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Where do | see if a booking is confirmed via Static or Margin contract?

If you have access to multiple properties or contracts, you will need to select which property and contract you wish
to work with before proceeding to the home page. Bookings will display according to the selected contract.

How do | add my Supplier Reference(s) to a Booking?

Access G2Travel Extranet, under “Bookings” Section and add your confirmation number for all bookings, especially
those arriving within next 14 days.
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Virtual Credit Card Payments & Refunds

Where do | obtain the VCC number and expiry date?

When viewing booking details in the G2 Extranet the Payment Information tab will show the VCC details. For margin
contract bookings, the VCC details will be also delivered via your chosen Channel Manager.

What if there is no VCC number and/or expiry date with the reservation?

Reservation confirmation emails from G2 do not include the VCC details, they are accessible via the Payment
Information tab of the G2 Extranet. Please contact the G2 Customer Support team; booking.support@g2-travel.com
if you are unable to access the VCC details.

Whose name and address do | use for VCC payment?

Please use G2 Travel (FIT) company name and address.

What can | charge to the VCC?

You can only charge the pre-authorised amount (total of net room rate + taxes) as reflected on the guest’s
reservation confirmation. You can also find a summary of the authorised to be charged amount can also be found on
the extranet booking window (Charges tab). All other charges, including room service, telephone calls, in-room
movies, Internet access, food and beverage, extra bed, *additional nights, etc., should be charged to the guest’s
personal credit card or paid by the guest in cash, or any other payment method accepted by the hotel. *Additional
nights refer to when a guest extends his/her stay (beyond the originally booked dates by G2 Travel) while staying at
the hotel.

How often can | charge the VCC?

Multiple charges are allowed (to a maximum of 15), but the overall amount should not exceed the pre-authorised
amount (total of net room rate + taxes) as reflected on the guest’s reservation confirmation. You must also obtain an
approval code for each different charge, and settle on each authorisation.

What if | get an approval, but unable to settle the charge?

Please call your merchant bank/payment system processor who will be able to guide you through the settlement
process and assist with any system issues.
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Virtual Credit Card Payments & Refunds

Why is my charge declined?
Check the following conditions:

You are not charging more that the authorised amount (see ‘What can | charge to the VCC?’)
Expiry date is added correctly
that it is not before the VCC Activation Date
You have not pre-authorised before (in such situation you need to finalise the transaction)
5. it has not been more than sixty (60) days since the VCC Activation Date
Please contact us (see Contact G2) if your charge is still declined despite fulfilling the three requirements above.
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| pre-authorised payment, why is my charge declined?

Check that you have retained the approval code generated during pre-authorisation as you will need it to
post/settle/finalise the transaction for the pre-authorised amount. Also ensure that you are not charging more than
the pre-authorised amount (see ‘What can | charge to the VCC?’).

If you have pre-authorised the due amount on the VCC you must use the pre-authorisation code to finalise the
transaction. You will not be able to block the amount twice (pre-authorisation and a different sale transaction) as the
VCCis only available for the amount due for the booking.

How do | handle a cancelled booking?

For cancellations within the penalty window, charge the appropriate penalty amount (based on G2 penalty rules) to
the VCC. Where no penalty amount is payable, the VCC will automatically be cancelled by G2.

How do | credit a reservation?

Like crediting an amount back to any regular credit card, all credits must be made back to the original VCC number.
Please contact us (see Contact G2) if transaction is declined as original VCC might have been cancelled and you need
to get a new one to process the refund.
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