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IHG® Rewards Club Performance Tracker -
Introduction
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Overview
This document is designed to provide you with a strong understanding of reporting related to IHG® 
Rewards Club Standards. You will learn how to track your hotel’s performance, request exceptions,
monitor pending exceptions and navigate Performance Tracker.

What is the IHG® Rewards Club Performance Tracker?
IHG® Rewards Club Performance Tracker is an online tool which allows hotels to:
– Monitor IHG® Rewards Club performance results
– Compare performance against key standards
– Request or view exceptions to key standards
– Review all pending exception requests related to key standards
– Review Loyalty Champion engagement

Why is IHG® Rewards Club Performance Tracker important?
IHG® Rewards Club Performance Tracker is one of the essential tools that provides hotels with key

information regarding their performance as it relates to key IHG® Rewards Club standards. By
meeting IHG® Rewards Club Standards, hotels are ensuring satisfaction for IHG’s most valued guests.
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How to Locate Performance Tracker on Merlin
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Step 1: Log on to Merlin

Step 2:  Enter “IHG® Rewards Club 
Performance Tracker”  in the search area 
and click

Step 3: Under Search Results, click “IHG® 
Rewards Club Performance Tracker”



How to Locate Performance Tracker on Merlin

Step 4: Click “Access this report” to open or
“Added to My Merlin Favorites” to add to 
your personal favorites list
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Step 5: Prior to Application opening, the 
system will notify you that you’re being 
redirected to a third-‐party site, click the 
link to reach Performance Tracker
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How to Locate Performance Tracker on Merlin

Step 6: Welcome to IHG® Rewards Club Performance Tracker



How to Access Hotel User
Features on Performance 

Tracker
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Performance Tracker Features

From the Performance Tracker home page, hotels can select from several options.
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Exception Requests - Submit a New Request

This area of Performance Tracker allows hotels to request 
exceptions or view exceptions status for some IHG® Rewards 
Club Standards. Each exception request is reviewed by a IHG® 
Rewards Club representative and approved or rejected.

To start the process click “Start a New Request”

Complete Exception Form, then click 
“Review Exception Request.”

Review entered information, then 
change or submit Exception

Request.
Confirmation Receipt

After submitting a Request, a confirmation 
screen will display verifying the Exception 
Request has been submitted to IHG® 
Rewards Club. Your Exception Request will
be issued a Case Number.

Confirmation Email

Hotels will also receive a confirmation 
email following a successful submission. 
Your Exception Request will be reviewed 
within 10 business days by the IHG® 
Rewards Club Standards Executive Review 
Committee.
You will receive an email notification with a 
link when the status of your exception has 
been changed in Performance Tracker.
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Exception Requests – View Pending Requests

“View Pending Requests” allows hotels to review the status of their exception requests.
Performance Tracker will generate the full list of Exceptions specific to your hotel. Click
“View” to access the status or details of the exception request you would like to review.
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Reports Overview –
Hotel Standards Overview
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The Reports Overview page shows your hotel’s monthly and quarterly performance against the key IHG® Rewards Club 
standards:

Data is organized and displayed using one page per standard for easy navigation and analysis.

• Reward Nights

• Enrollments

• Hotel Training

• Member Recognition

• Welcome Amenity (in AMER & Europe only)
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Enrollments:

Enrollments (Quarterly and Monthly)
Enrollments Standards are reported against each hotel’s monthly minimum target. In addition to the quarterly 
requirement, this screen displays how the hotel is tracking for each month. Hotels are presented with an easy visual 
representation of if they’re on target to meet their quarterly goals.



Member Recognition:

Member Recognition (Quarterly and Monthly)
Monthly as well as Quarterly results are tracked and displayed with both total number of respondents as well as a 
percentage of successful responses to member recognition questions.



Reports Overview –
Multiple Quarterly Reports (Roll- up Report)
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• The quarterly Roll-up report 
provides details for the 
selected hotel and quarter(s) 
in a printable format.



Champion Dashboard

To access the Champion 

Dashboard, click on “View

Champion Dashboard” from

the Performance Tracker 

main menu
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Champion Dashboard

• This Dashboard report includes 

Champion engagement activities for all 

Champions assigned by the hotel

• Consolidated Champion specifics appear 

in a single box

• Champion Call status will display the last 

3 months or quarters (based on region)
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• Icon identifies when an activity or 

training was successfully completed

• Incomplete activities or training will not 

be identified and will remain blank



Champion Action Plan

• Champions can create a new Action 
Plan each quarter

• Click on “Create New Action Plan”

• To review an Action Plan already
created click on “View Champion
Action Plan”
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Champion Action Plan Template

• Hotel  and Champion information 
filled in for your specific hotel

• Name of Champion and Champion 

email based on information 

completed on Champion Role

assigned on IHG® Rewards 
Club Source

• This information can be changed if a 

new Champion is assigned during 

the quarter
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Action Plan Focus Options

Select Action Plan Focus from 
options in drop-down box:
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Champion Action Plan

Enter 2 – 3 specific actions to 
achieve goal
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Champion Action Plan

• Explain how you will measure for 
success

• Set target date for completion of 

all action items. Note: this date 

has to be by the end of the 

quarter

• Ensure you review the action 
plan with your GM and front desk 
team
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Review of Action Plan

• Review action plan to ensure all 
information and actions to be 
completed are correct

• You can edit your Action Plan by

clicking on the “Make Changes”
button
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• Click on the “Submit Action Plan” 
button when your have completed 
your plan

• An email will be sent to your 

GM and to you with a copy of 

your action plan



Updating your Action Plan

You can view and update an 

active action plan by clicking 

"Champion Action Plan" from the 

main menu
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Updating your Action Plan

• If you are have completed all 

action items and your plan is 

complete for the quarter, then 

enter a date in which the action 

items were completed

• Only enter a date when all items 

are completed and you wish to 

close out your action plan for the 

quarter

• Note: If you add a completion 

date – this will close out your 

action plan and you will no longer 

be able to update the action plan

• Update with comments on
your progress with your action
plan items

• Update with any comments on

your progress with your action
plan items
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