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BAN THONG TIN KHACH SAN

Hotel de la Coupole — MGallery la mot khach san ndm sao sang trong, két hop sy thanh lich cia thoi
trang cao cAp Phéap v6i ban sic vin hoa phong phi ctia cdc dan tdc thiéu s§ ving Ty Béc Viét Nam. Toa
lac tai trung tAm thi trdn Sapa, khach san vira 1a diém dén ndi bat vira 1a cira ngd cho du khach tim kiém
nhiing trai nghiém tinh té trong khung canh niii non hung vi. Khach san cé dién tich khoang 8.000 mét

vudng va bét diu hoat dong vao thang 12 nam 2018.

Théng tin chung:
e Phéan khiic khach san: 5 sao
o Y tuong v thiét ké: Phong céch thdi trang cao cAp Phép 4y cam himg tir vin héa dan tdc thicu
56
e Nim khai truong: 2018
o Tbng sb phong: 249
o Nha hang va quy bar: 3

e Khu vuc hoi hop va td chite sw kién: 4



Phat trién bén viing va trich nhi¢m

Toa lac tai mot diém dén mién ndi c6 gia tri sinh thai va vin héa dic biét, Hotel de la Coupole —
MGallery xem phat trién bén viing 1 triét 1y van hanh cbt 161, thay vi chi 12 nhiing sang kién riéng 1¢. Tinh
thn khach san c6 trach nhiém dugc 1dng ghép trong céch khéch san dugc thiét ké, quan ly va mang dén
trai nghiém cho khach, dinh hudng cac quyét dinh tir ké hoach dai han dén hoat dong hing ngay.

Tai khach san, phat trién bén vitng duoc nhin nhan 13 trach nhiém chung, tir nhan vién dén khach luu
tri. Théng qua tur duy tép thé nay, nhan thirc vé madi trudng trd thanh mot phén ty nhién trong hanh trinh
trai nghiém caa khach va viin héa noi lam viéc, dinh huéng cach sir dung tai nguyén, cich cung cép dich
vu va cach khach san twong tac v4i moi trudng xung quanh.

Quan trong khong kém 1a viéc gin gilr ban sc vain hoa. Hotel de la Coupole — MGallery 14y cam himg
tir di san ving T4y Béc, truyén tai nhiing ciu chuyén dia phuong, nghé tha cong truyén théng va gié tri
thAm m¥ vao bdi canh nghi dudng sang trong duong dai. Thong qua vige duy tri mbi quan hé gin két véi
cong ddng va céc dbi tac dia phuong, khach san gép phin bao tdn cac gia tri van hoa, ddng thoi dam bao
su phét trién du lich dién ra theo huéng t6n trong va bao trim.

Béng cach duy tri sy cAn bing hai hoa gitta déng cép tinh té, trach nhiém v6i mdi trudng va tinh chan
thue vin héa, Hotel de la Coupole — MGallery hudng t&i viée kién tao nhiing trai nghiém y nghia, ton

vinh tinh thin cta Sa Pa va déng gop cho sy phat trién bén vitng l4u dai cta diém dén.



KE HOACH QUAN LY PHAT TRIEN BEN VUNG
1. MUC PiCH

Muc dich cia K& hoach Quan ly Phat trién Bén vitng tai Hotel de la Coupole — MGallery la thiét lap
mdt khudn khd quéan 1y thong nhét, tich hop cac yéu to bén vitng vao hoach dinh chién lugce, kiém soat
van hanh va qué trinh ra quyét dinh héng ngay trén toan khéach san.

Véi vi tri toa lac tai mot diém dén mién ndi c6 mic do nhay cam cao vé& méi trudng va van hoa, ké
hoach nay dua ra dinh huéng nhim bao dam ring hoat déng kinh doanh va vén hanh dugc thyc hién mot
céch ¢6 trach nhiém, cAn bing gifta bio vé mbi trudng, gin giit vin héa, chat lugng dich vy, cling céc yéu
cAu v& strc khée va an toan.

K& hoach ciing chinh thtrc hoa cam két ciia khéach san trong viéc tuan thu cac quy dinh phap luét hién
hanh ctia Viét Nam vé& moi truong, ddng thoi didu chinh céc chinh séch ndi by phit hop v6i nhiing nguyén
téc phat trién bén viing duoc cong nhén trong nganh khach san.

Thong qua d6, ké hoach xéc dinh mot phwong phap tiép cén c6 hé thong dé giam sat, danh gid va quan
1y céc tac dong v& mdi trudng va xa hoi phat sinh tir hoat dong ctia khach san, tao nén tang cho cong téc
gidm sat hidu qua, kiém so4t rai ro va céi tién lién tuc hiéu qué phét trién bén vitng tai tit ca cac bd phan.
IL. PHAM VI AP DUNG

Pham vi ctia K& hoach Quan ly Phat trién Bén viing nay 4p dung cho toan thé nhan vién, ddi ngil quan
ly va tht ca cdc bd phan, ddng thoi mé rong dén cac tuong tac vdi khach luu tra, chi déu tu, nha cung clp,
nha thiu va cdc bén lidn quan khic c6 tham gia hodic chiu anh hudng tir hoat dong ctia khach san.

Pham vi ndy nhim bao dam ring cac yéu té bén vitng dugc 16ng ghép nhét quan trong toan bd chudi
gi4 tri cia khach san, tir qud trinh ra quyét dinh noi b, cung c¢Ap dich vu cho dén céc mbi quan hé hop téc
bén ngoai va hoat dong ghin két v6i cac bén lién quan.

IIL. QUAN TRI VA TRACH NHIEM
Cong tac quan tri phat trién bén vitng tai Hotel de la Coupole — MGallery dugc gidm sat thong qua

ban lanh dao cip cao va trudong cdc bd phan.

STT HOQ VA TEN CHUC VU
1 | Pedro Miguel Oliveira Neto | Tong quén Iy
2 | Chaewon Park Giam ddc kinh doanh va tiép thi
3 | Ho Van Bao Giam doc Tai chinh
4 | Nguyén Xuin Son Giam dbc K§ thut
5 | Oliver Metter Giam ddc Am thuc
6 | Dang Thi Yén Quan 1y ste khoe va Pao tao




7 | P6 Huong Giang Quan ly trai nghiém khéach hang

8 | Trdn Anh Truong Quan 1y Nhén sy

9 | Vii Ngoc Anh Quan 1y An ninh

10 | Pinh Gia Huin Quan ly L& tan

11 | Nguyén Thi Thanh Tu Quén ly Budng phong

12 | Long Thi Huong Giang Quan Iy Am thuc

13 | Nguyén Ngoc Linh Tro ly Tong Quan ly kiém Diéu phéi Trai nghiém Khach hang

Doi ngii quan tri ciing giam sat viée trién khai va hiéu qua thuc hién ctia K& hoach Quan 1y Phat trién
Bén viing thong qua vide ra so4t dinh ky céc chi sb bén vimg.

Dit ligu hiéu qua hoat dong duge xem xét thudng xuyén nham dénh gid mic do tién trién so véi cac
muc tiéu phat trién bén viing va xdc dinh cac co hoi cai thién. TAn suét ra soat do trwdng bd phén lién quan
quyét dinh tity theo tinh chit cia ting hoat dong; tuy nhién, viéc ra sot duge thuc hién téi thidu sau thang
mot 1an. Trén co sé cc dot ra soat nay, cac hanh dong khic phuc va sang kién cai tién c6 thé duge d& xuét
va trién khai bdi céc bd phén lién quan.

Quy trinh gidm sat va danh gia ndy hd trg viée ci tién lién tuc hiéu qua phat trién bén viing trong toan
bd hoat dong ctia khach san. Co cAu quan tri ndy ddng thoi bao dam viée trién khai, gidm sat va ning cao
lién tuc K& hoach Quan 1y Phat trién Bén vitng dugc thyce hién mét cach hiéu qua.

IV. CAC LINH VUC TRONG TAM CUA KE HOACH QUAN LY PHAT TRIEN BEN VUNG

Ké hoach Quan ly Phat trién Bén vimg tai Hotel de la Coupole — MGallery dugc xdy dung xoay quanh
céc linh vyc trong tdm, x4c dinh pham vi va uu tién cla cong tic quan Iy phat trién bén viing trén toan
khach san. C4c linh vuc nay néu rd nhitng khia canh chinh v& méi truomg, x4 hoi, van hanh va an toan
dugc dé cap trong ké hoach, ddng thdi tao ra khudn khd 16 rang cho viéc xay dung chinh sach, quy trinh
va cac bién phap kiém soat.

1. Trdach nhiém méoi truong

Trach nhiém mai trudng bao gdm viée quan ly céc tac dong moi trudng phat sinh tir hoat dong cua
khach san. Linh vuc ndy bao gom tiéu thy ning lugng va nuée, quan 1y chét thai, phét thai, cac tac dong
mai trudng lién quan dén mua sim va bao vé canh quan thién nhién xung quanh. Khach san dic biét cha
trong giam thiéu 4p luc 1én méi trudng va bao dam moi hoat dong van hanh dwge thuc hién mét cach c6
trach nhiém va kiém soat chit ché.

2. Trdch nhiém xd hi va vin hoa
Trach nhiém x4 héi va vin héa dé& cap dén mbi quan hé cua khach san v6i nhan vién, cong déng dia

phuong va di san viin héa. Linh vue ndy bao gom chinh sach tuyén dyng lao dong dia phuong, hoat dong



kinh doanh céng bang va c6 dao dic, gin két cong ddng, bao vé cac nhém d& bi tdn thwong, cling nhu ton
trong vin héa va truyén théng ban dia. K& hoach bao dam ring hoat dong ctia khach san déng gbp cho
phuc loi x& hoi va gin gift ban sfic vin héa ctia diém dén, ddng thoi tudn thi céc tiéu chuén phap 1y va dao
dire hién hanh.
3. Chdt lwong va trai nghi¢gm khdch hang

Chét lugng va trai nghiém khach hang tap trung vao vigc duy tri tiéu chuén dich vu va sy hai long ctia
khach theo cach pht hgp véi tinh bén vitng dai han ciia hoat dong kinh doanh. Linh vyc nay bao gdm
quén 1y chét lugng dich vy, tiép nhan phan hdi va xit Iy khiéu nai ctia khéch, bao dam tinh chinh xac trong
thong tin gui dén khach va tai liéu quang b4, cling nhu cai tién lién tuc trai nghiém luu tra. Céc yéu tb
phat trién bén viing duoc tich hop vao quan ly chit luong nhdm bao dam ring cac thye hanh 6 trach
nhiém s& cling ¢d, thay vi anh hudng tiéu cuc dén viéc cung cép dich vu.
4. Strc khée va an toan

Stic khoe va an toan bao gdm céc hé théng va bién phap kiém soat nhdm bao v¢ phtc lgi clia nhén
vién, khach luu trti va cdc bén lién quan khéc. Linh vyc nay bao gdm tuan thi quy dinh vé strc khoe va an
toan, an toan lao dong, vé sinh an toan thyc phdm, cong tac chufn bi tmg ph6 khén cép va quan Iy réi ro
trong hoat dong hing ngdy ciing nhu céc sw kién. K& hoach dp dyng céch ti€p cdn mang tinh phong ngira
trong viéc nhén dién va kidm so4t rai ro, nhim bao dam méi trudng van hanh an toan cho toan bd hoat
dong cua khach san.
V. MUC TIEU VA CHi SO PANH GIA (KPI)

| Linhvwe | Muc tiéu 2026 | KPI
Moi truomg Giam tiéu thu nudc -1.9% vs 2025
Moi trudomg Giam food waste -5% vs 2025
MOoi truong Pat ching chi Kiém todn Green Globe
Xa hoi Hoat dong CSR > 2 hoat dong/nam
Chét lzong dich vy Pidm RPS Téﬁl; i:gaahggsl é?%oo




VI. TRIEN KHAI CAC HANH PONG PHAT TRIEN BEN VUNG
Al Trién khai Ké hoach Qudn Iy Phit trién Bén viing

Hotel de la Coupole — MGallery thiét 1ap va duy tri K& hoach Quan ly Phét trién Bén viig nhw mot
khung quéan 1y ¢6t 181, 4p dung cho toan bg chirc ning van hanh va hanh chinh ctia khach san. K& hoach
duoc hd tro boi cac chinh sdch va quy trinh bing vin ban, véi cac ndi dung nhu sau:

e Phu hop véi tinh chét, quy mé va mirc dd phtic tap cia hoat dong khach san

e DPodng nhit véi bdn linh vuc trong tdm ctia K& hoach Quan 1y Phat trién Bén viing

e Tao co sé& c6 hé thdng cho viée thiét lap, trién khai va ra sodt cdc muc tiéu phat trién bén viing

e 5 tro tudn thi cdc yéu ciu phép luét va quy dinh hién hanh

e Dugc truyén dat d&n nhan vién va chia sé, khi phit hop, véi khach luu tra, chii du tu, nha cung

cép, nha thiu va céc bén lién quan c6 tham gia hodc chju anh hudng tir hoat dong cua khach san,
ddng thoi duge tich hop vao hoat dong ctia timg bd phan

e Duoc ra soat dinh ky nhim bao dam tinh phit hop va hiéu qua lién tuc

Trach nhiém trién khai thudc vé ban quéan 1y khéch san va trudng cac bd phéan, nhitmg ngudi bao dam
céc yéu cAu vé phat trién bén vitng duoc 1dng ghép vao quy trinh van hanh hing ngay trong pham vi phu
trach ctia minh.

A2. Tuin thii phdp lugt

Khéch san vén hanh phu hgp véi cdc quy dinh phap ludt ctia Viét Nam 4p dung cho linh vuc khach
san, bao gém bao vé€ méi trudong, lao dong, strc khoe va an toan, cling nhur cac yéu clu vé gidy phép kinh
doanh.

Tét ca gidy phép, chimg nhan va hop ddng bao hiém bét bujc phuc vu hoat dong kinh doanh déu
duoc duy tri va cdp nhat ddy do. Quyén va nghia vu tuén tha dugc theo doi boi cdc bd phan lién quan,
ddng thoi céc thay ddi trong quy dinh phép luat duoc ra soat nhdm bao dam chinh sach va quy trinh cia
khach san duge diéu chinh kip thoi.

A3. Gidm sdt chit lwong va sw hai long ciia khdich hang

Su hai long ctia khach hang va chét luong dich vu dugc quan Iy théng qua cic hé théng quan 1y chét
Iwong da duge thiét 1ap, nhdm hd tro cai tién lién tuc.

Phén hoi ctia khach, khiéu nai va céc chi s6 hiéu qua dich vu duge theo d&i va xem xét thudng xuyén.
Két qua d4anh gi4 duoc chia sé véi cac by phan lién quan va duoc sir dung dé xac dinh cac hanh dong khic
phuc cling nhu co hdi ndng cao chéit luwgng dich vu.

A4. Tinh chinh xdc ciia tai liéu quang ba
Moi hoat dong truyén théng quang ba va tiép thi dugc quéan 1y phit hop véi cac nguyén tic sau:

e Hudng din ctia thuong hidu va tap doan



e Hudng din ciia thuong hiéu va tép doan

¢ Quy dinh dia phuong va chudn muc vin hoa

e Nguyén tic chinh x4c, minh bach va cong bing

e Moi phan hdi hojc quan ngai clia khach lién quan dén tinh chinh xédc clia thong tin truyén thong déu

dugc ghi nhan va xir 1y thong qua céc quy trinh quan ly phan hdi da duoc thiét 1ap.

AS. Quy hogch dia phuong, thiét ké va xiy dung

Thibt ké va co so ha tAng ciia khéch san tun thi cac quy dinh dia phuong vé quy hoach va xdy dung,
ddng thoi tich hop céc yéu t6 huéng dén hiéu qua sir dung tai nguyén.

Cac nodi dung trong tAm bao gdm:

o Do ludng va gidm sat mire tiéu thu dién, nude

o Hé théng chiéu sang tiét kiém ning lugng tai phong khach va khu vye cong cong

o Hé théng co dién va thong gi6 duoc thiét ké nhim t6i vu hi¢u qua vén hanh

o Hé théng didu khién trong phong gitip gidm tiéu thu nang lugng khi phong khong c6 khach

o Tuan thi quy dinh quy hoach db thi dia phwong va khong gdy anh huéng dén khu dan cu, 161 tiép can

cong ddng hoic ha ting xung quanh

A6. Ning cao nhin thirc ciia khdch

Khéach luu tria duoce gidi thi€u v& mdi trudng, vin hoa va di san dia phuong théng qua nhidu hinh thirc
truyén tai khéc nhau, bao gdm:

e Céc yéu t6 kién truc va thiét ké ndi tht

o Téc phim nghé thuat va trung bay vén hoa

o Hoat dong ké chuyén va thong tin trong phong

o Nhitng trai nghiém duge tuyén chon gén véi ban séc dia phurong
A7. Chién lwpe truyén thong

Khach san truyén tai dinh huéng phat trién bén vitng dén khach hang va cac bén lién quan thong qua céc
kénh phu hop, bao gdm tai lidu tai khach san va nén tang k§ thuét s.

Céc sang kién gén két khach hang dugc thiét ké nham:

o Khuyén khich sy tham gia vao céc thuc hanh c6 trach nhiém khi phtt hop

e Nang cao nhén thirc vé phat trién bén vitng ma khong anh hudng dén sy thoai mai cta khach

o Bao dam thong diép duoc truyén tai nhat quén va 16 rang
A8. Qudn ly siec khée va an toan

Strc khoe va an toan & mot phan khong thé tach roi clia hoat dong bén vitng va dugc quan 1y phtt hop

v6i quy dinh phép luét hién hanh cliing cdc quy trinh ndi bd.



Céc bién phép chinh bao gdm:

Pao tao v& strc khoe va an toan cho Heartists phit hgp v6i tiing vi trf cong viée
Quy trinh nhén dién mdi nguy va kiém soét rai ro

Bién béo 13 rang va thong tin danh cho khach vé& cc nguy co tiém 4n

Yéu ciu danh gia ri ro ddi véi su kién va don vi t6 chirc bén ngoai

Str dung hoa chét va vét lidu di duoc phé duyét trong hoat dong van hanh

Duy tri tiéu chuén an toan thue phém va v¢ sinh trong toan bd hoat dong am thuc

B. TRACH NHIEM XA HOI VA VAN HOA
B1. Phit trién cong dong

Céc hoat déng gén két cong dong duoc trién khai phi hop véi vai trd ciia khach san nhu mét don vi

du lich c¢6 trach nhiém va tép trung vao céc ndi dung sau:

Céc sang kién vé chim séc strc khoe va néng cao phiic loi cong dong
Gi4o duc, dao tao nghé va phat trién k¥ ning

Bao tdn vin héa va quang ba di san dia phuong

H& trg phat trién kinh té dia phuong va doanh nghiép nhé

Céc hoat dong bao vé€ mdi trrdong mang lai lgi ich cho khu vye dia phuong

B2. Viéc lam dja phwong

Khach san thic diy co hai viéc 1am cho nguoi dia phwong thong qua:

Tuyén dyung nhan vién tai dia phuwong khi kha thi
Co hoi dao tao va phat trién nghé nghiép

Chinh sdch lao dong cong bing va diéu kién 1am viéc binh déng

B3. Thwong mai cong bang va mua sam co trach nhi¢m

Thuong mai cong br:ing va ngu(‘")n cung ung c6 dao durc tai Hotel de la Coupole — MGallery dugce dinh

huéng bdi chinh sdich mua sam ctia khach san va cdc nguyén tdc mua hang ciia thuong higu.

Hoat dong mua sém huéng dén viéc bao dam hang hoa va dich vu duge cung tng:

Tir céc nha cung cip uy tin va tuan thu phap luat
Chét luong, gié ca, s luong va thoi gian giao hang phi hop
Theo cach thirc hd trg thue hanh kinh doanh céng bing va chudi cung tmg c6 trach nhiém

C6 xem xét dén cac tac dong moi trrdng va xi hoi khi phit hop

Céc nha cung cAp va ddi tac kinh doanh duge ky vong tun thi céc yéu cdu lién quan v& phép ly, dao

dirc va phat trién bén vitng trong quy trinh mua sdm cua khéch san.

B4. Doanh nghiép dia phwong va dai dién vin hoa



La khach san nghi dudng cao clp toa lac tai Sa Pa, Hotel de la Coupole — MGallery hd tro quang ba
vin héa dia phuong théng qua céc trai nghi¢ém duge tuyén chon, sy kién va hoat dong ké chuyén phan anh
ban sic ving T4y Bic.

Khach san khong tham gia vao viéc mua bén, trao ddi hodc trung bay hién vat lich sir hay khao cd,
phi hop v6i phép luat Viét Nam. Thay vao d6, van héa dia phuong dugce lan toa thong qua:

e Kién tric va thiét k& ndi thit 14y cam hiing vin hoa ban dia

o Téc phém nghé thuat, yéu to thiét ké va cau chuyén ton vinh di san dan toc

o Su kién, hoat dong va trai nghiém danh cho khach dugc t4 chirc véi tinh than ton trong truyén théng

dia phuong
BS. Phong ngiva béc It va tkng xit ¢ dgo dikc
Hotel de la Coupole — MGallery tuan thu nghiém ngit phép ludt Viét Nam lién quan dén quyén lao

dong, bao vé tré em va chuan myc tng xur noi lam vige.

Céc chinh séch va quy trinh dugc thit 14p nhim ngin ngira: Lao dong tré em, Qudy rdi tinh dyc va
moi hinh thirc béc 16t hodc lam dung

Céc cam két nay duge hd tro bsi nhitng chinh sach ndi bg, bao gdm nhung khéng gidi han ¢:

e Chinh sdch Co hoi Viéc lam Binh déng

e Chinh sdch Pao dtc va Ung xir Kinh doanh

P6i ngii nhan vién duoc phd bién cac tiéu chudn nay thong qua dao tao, truyén thong ni by va gidm
st ctia cép quan 1y.
B6. Tuyén dung cong bing va da dang

Khéch san thic ddy da dang, cong bing va hda nhap & moi cp do trong td chire. Céc quyét dinh tuyén
dung, lya chon va thing tién duoc thye hién dua trén niing lye, trinh d§ chuyén mon va céc ti€u chi lién
quan dén cong viéc.

Céc nguyén tic chinh bao gdm:

e Khong phén biét dbi xtr trong tuyén dung va thyc hanh lao dong

o Tuan thi luét lao dong va quy dinh cia Viét Nam

o Co hoi binh déng trong phat trién nghé nghiép va thing tién

o Khuyén khich tng vién tir nhidu nén tang khac nhau, bao gdm phy nit va tmg vién dia phuong

Poi ngii nhan sw da dang duoc xem 1a mot thé manh gop phan nang cao chét lwgng dich vy, thiic déy
dbi méi va hd trg ting truedng kinh doanh bén vitng.

B7. Bio vé ngwoi lao dpng va diéu kién lam vigc



Hotel de la Coupole — MGallery bao d¢am diéu kién 1am viéc ctia nhan vién d4p (g ho#ic vuot cic quy
dinh lao dong quéc gia.

Céc bién phap bao gdm:

e Mitc lvong va phiic loi cong bing theo quy dinh ctia phap luat Viét Nam

e Bao hiém x4 hdi bét budc va céc khoan déng gop theo luat dinh

e Chi tra lam thém gi® theo diing yéu cau phép luat

e Thoi gity lam viée duge quan ly trong gidi han phéap ludt, va gidr [am thém duoce bdi hoan phu hop
B8. Dich vu co bin va phiic lgi cong dong

Hoat dong cuia khach san khéng gdy anh hudng tiéu cuc dén kha nang tiép cén cac dich vu hodc ngudn
Iuc thiét yéu ciia cong ddng dia phwong. Nguoe lai, hoat dong ciia khach san déng gdp tich cuc thong qua:

e Tao ra co hoi viée 1am dn dinh

e HBJ tro hoat dong kinh té dia phuong

e Sirdung c6 trach nhiém céc ngudn lyc ding chung

Khéach san huéng dén vén hanh theo cach ton trong nhu ciu ctia cong ddng va hd trg phiic loi lau dai
cia diém dén.
C. DI SAN VAN HOA

Hotel de la Coupole — MGallery ghi nhan tAm quan trong ctia viéc bao ton va ton trong di san vin hoa
tai Sa Pa va khu vuc 14n cén.

Nhén vién duoc trang bi kién thirc dé hd trg khach vé6i cac thong tin vé& diém tham quan van hda, s
kién va trai nghiém dia phuong phit hop véi so thich cua timg khach. Khach san bao dam rang;

o Céc hién vét lich str va khao ¢b khong dugc mua béan, trao ddi hoc trung bay

e Moi hoat dong tuén thi céc quy dinh phap luat hién hanh lién quan dén bao vé di san vin héa

o Noi dung gidi thidu va dién giai viin héa duge truyén tai theo céch ton trong va chan thuc
D. QUAN LY MOI TRUONG

Cong tac quan ly méi truong tai Hotel de la Coupole — MGallery duge dinh huéng béi cam két giam
thiéu tac dong dén moi truong, df“mg thoi duy tri hiéu qua van hanh va sy thoai mai ctia khéch luu tra.

Céc bién phép trong tim bao gdm::

e Mua sém c6 trach nhiém, wu tién céc san phdm bén viing va than thién véi moi truong khi kha thi

e Giam sat va kiém soat mirc tiéu thu dién, nude tai cac khu vue van hanh

e T&i vu héa viée sir dung thiét bi nhdm giam tiéu thu ning luong khéng can thiét

e Giam st dyung gidy thong qua c4c giai phap sb hoa tai bd phan tién sanh va khdi dm thue

o Khuyén khich bao bi tai sir dung va giam vét liéu ding mét 1an théng qua hop tic véi nha cung cip



Trién khai cac thyc hanh giam thiéu réc thai va tai ché tai phong khach, khong gian hi hop va khu
vyc cong cing

C4c bién phap giam lang phi thye phim thong qua gidm st kiém soét van hanh va nang cao nhan
thirc ciia nhan vién

Tham gia c4c séng kién moi truong cép thuong hiéu hogic cép diém dén, bao gom hoat dong trdng cay

va bao ton

VI. CHINH SACH MOI TRUONG
Chinh sach Mbi trudng ndy quy dinh cdc hanh vi bi nghiém chm va cac hanh vi duge khuyén khich

lién quan dén bao vé moi trudng, phit hop véi phap ludt moi truong Vit Nam. Chinh sach la tai liéu dinh

hudng cho viée tudn thii quy dinh mdi trudong va fmg xir c6 trach nhiém trong toan bd hoat dong cua khach

san.

CAC HANH VI BI NGHIEM CAM:

Huy hoai ho#ic khai thac trai phép tai nguyén thién nhién.

Khai thac tai nguyén sinh vat bing phuong phép, cong cu hodc phuong tién mang tinh huy diét, hodc
khéng phit hgp véi mila vy va han ngach dwoc phép luat quy dinh.

Khai thac, mua ban hodc tiéu thu dong thye vét hoang dd thudc danh muc loai nguy cép, quy hiém
dugc co quan ¢6 thim quyén bao vé.

Van chuyén hodc xir 1y chét doc hai, chét phéng xa, chit thai hodic cdc chét nguy hai khac khong dung
quy trinh k¥ thuat vé bao vé méi trudng.

Xa thai chua qua xit 1y khong dat quy chun k§ thudt mi trudng, bao gdm chét doc hai, chét phong xa
va céc chét nguy hai khéc, vao dét, ngudn nude hodc khong khi.

Thai hoa chit doc hai, chét thai, vi sinh vat chua duge kiém dinh hodc céc téc nhan gy hai khéc vao
ngudn nude ¢ kha nang gay hai cho con ngudi va sinh vét song.

Phat tan khoi, bui, khi chira chit ddc hai hodc mui vao khong khi; phét thai bic xa, phong xa hodc céac
chét ion héa vuot qua quy chudn k§ thuit méi trudng cho phép.

Gay tiéng dn hogic do rung vugt quéa quy chuén k¥ thust moi trudng,

Nhip khéu hozc qua canh chét thai tir nude ngoai duéi moi hinh thic.

Nhap khau hozic qua cdnh dong vat, thuc vét chua qua kiém dich, hogc vi sinh vat khong nim trong
danh muc dugc phép.

San xudt hodc kinh doanh san phim gdy hai cho con ngudi, sinh vt séng hoc hé sinh théi; san xuéit
hodc sir dung nguyén liéu, vét li¢u xdy dung chira yéu té doc hai vuot tiéu chuin méi truomg cho phép.

Phé hoai hodic 14n chiém tréi phép cac khu di sén thién nhign hogc khu bao tdn thién nhién.



e Lam hu hai co s& vat chét, thiét bi hodc phuong tién phuc vu hoat dong bao vé méi trudng.

e Thuc hién hoat dong trai phép hodc cu trt tai khu vuc do co quan cé thdm quyén xac dinh [a viing han
ché vi c6 nguy co mdi trudng nghiém trong di vai st khoe con ngudi.

e Che gidu vi pham mdi truomg, can trd hoat dong bao vé méi trudng hodic cung cép thong tin sai léch
gdy hau qua bt lgi cho méi truong.

e Lam dung chirc vu, vuot qua thdm quyén hoc thiéu trach nhiém ctia ngudi c6 thAm quyén dan dén vi
pham céc quy dinh vé& quan 1y méi trudng.

CAC HANH VI PUQC KHUYEN KHICH PE BAO VE MOI TRUONG:

e Truyén thong, gido duc va van dong céc ca nhan tham gia bao vé méi truong, gift gin vé sinh méi
trudng, bao ton canh quan thién nhién va da dang sinh hoc.

e Bao vé, str dung hiéu qua va tiét kiém tai nguyén thién nhién.

e Giam thiéu, thu gom, tai sir dung va tai ché rac thai.

e Thyc hién c4c hoat dong tng phé vai bién dbi khi hau; phét trién va st dung ning luong sach, ning
lwong tai tao; giam phat thai khi nha kinh; bao vé ting ozone.

o Danh gia cic co s& va san phadm thén thién v6i moi trudng; san xudt, kinh doanh va tiéu ding céc san
phém than thién véi méi truong.

e Nghién ctru khoa hoc, chuyén giao cong nghé va img dung cong nghé xir 1y, tai ché chit thai cing céc
cong nghé than thién véi moi trudong.

e Diutu xdy dung co s& san xuét thiét bi, cdng cu phuc vu bao vé mdi trudng; cung cép dich vu bao vé
mdi trudng; thue hién kiém todn méi trudng; thic ddy tai chinh xanh va dau tu xanh.

e Bao tdn va phat trién ngudn gen ban dia; nhan gidng va dua vao st dung céc ngudn gen cé gi tri kinh
té va loi ich mdi truomg.

e Phat trién cdc lang, ban, khu dan cu va cdng ddng than thién véi méi trudng.

e Thic déy céc hoat dong tw quan dua vao cong ddng va dich vu vé sinh méi trudng.

e Hinh thanh 16i séng, théi quen cé trach nhiém véi méi trudmg; loai bd cic tip quén va hanh vi gy hai

cho méi trudng.
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HOTEL FACT SHEET

Hotel de la Coupole — MGallery is a five star luxury hotel that blends the elegance of French haute
couture with the rich cultural identity of Vietnam’s Northwest ethnic minorities. Situated in the centre of
Sapa town, the hotel serves as both a landmark destination and a gateway for travelers seeking refined
experiences in a mountainous setting. The property spans approximately 8,000 square meters and

commenced operations in December 2018.

General Information
e Hotel Category: Five star
e Concept and Design: French haute couture inspired by ethnic minority culture
e Year of Opening: 2018
e Total Rooms and Suites: 249
e Food and Beverage Outlets: 3

e Meeting and Event Venues: 4



Sustainability and Responsible Hospitality

Set within a mountainous destination of exceptional ecological and cultural significance, Hotel de la
Coupole — MGallery approaches sustainability as a core operating philosophy rather than a series of
isolated initiatives. Responsible hospitality is embedded into the way the hotel is designed, managed, and
experienced, shaping decisions from long term planning to daily operations.

Sustainability at the hotel is understood as a shared responsibility, extending from Heartists to guests.
Through this collective mindset, environmental awareness becomes an integral part of the guest journey
and workplace culture, guiding how resources are used, how services are delivered, and how the hotel
interacts with its surrounding environment.

Equally important is the preservation of cultural identity. Hotel de la Coupole — MGallery draws
inspiration from the heritage of the Northwest Highlands, translating local stories, craftsmanship, and
aesthetics into a contemporary luxury context. By maintaining close relationships with local communities
and partners, the hotel contributes to the continuity of cultural values while ensuring that tourism
development remains respectful and inclusive.

Through a thoughtful balance between refined luxury, environmental care, and cultural authenticity,
Hotel de la Coupole — MGallery aspires to create meaningful experiences that honor the spirit of Sapa

while supporting the destination’s long-term sustainability.



SUSTAINABILITY MANAGEMENT PLAN

I. PURPOSE
The purpose of the Sustainability Management Plan at Hotel de la Coupole — MGeallery is to establish

a coherent management framework that integrates sustainability considerations into strategic planning,
operational control, and daily decision making across the hotel.

Given the hotel’s location in a mountainous destination of high environmental and cultural sensitivity,
the plan provides guidance to ensure that business development and operations are conducted in a
responsible manner, balancing environmental protection, cultural preservation, service quality, and health
and safety requirements.

The plan also formalizes the hotel’s commitment to comply with applicable Vietnamese
environmental legislation and to align internal policies with recognized sustainability principles within
the hospitality industry.

In doing so, it defines a structured approach to monitoring, evaluating, and managing environmental
and social impacts associated with hotel operations, enabling effective oversight, risk control, and
continuous improvement in sustainability performance across all departments.

II. SCOPE

The scope of this Sustainability Management Plan applies to all Heartists, management teams, and
departments, and extends to interactions with guests, owners, suppliers, contractors, and other relevant
stakeholders involved in or impacted by the hotel’s operations.

This scope ensures that sustainability considerations are consistently embedded throughout the hotel’s
value chain, from internal decision-making and service delivery to external partnerships and stakeholder
engagement.

III. GOVERNANCE & RESPONSIBILITIES
Sustainability governance at Hotel de la Coupole — MGallery is overseen through a cross-functional

Green Committee comprising senior management and department heads.

NO NAME POSITION
1 Pedro Miguel Oliveira Neto General Manager
2 Chaewon Park Executive Assistant Manager
3 Ho Van Bao Director of Finance
4 Nguyen Xuan Son Director of Engineer
) Oliver Metter Director of Culinary
6 Dang Thi Yen L&D and Wellness Manager




7 Do Huong Giang Guest Experience Manager

8 Tran Anh Truong People & Culture Manager

9 Vu Ngoc Anh Security Manager

10 Dinh Gia Huan Front Office Manager

11 Nguyen Thi Thanh Tu Housekeeping Manager

12 Long Thi Huong Giang Food & Beverage Operations Manager

13 Nguyen Ngoc Linh PA to GM cum Guest Experience Coordinator

The Green Committee also monitors the implementation and performance of the Sustainability
Management Plan through periodic review of sustainability indicators.

Performance data is reviewed regularly to assess progress against sustainability objectives and identify
opportunities for improvement. The review frequency is determined by the relevant department heads
depending on the nature of each activity; however, reviews are conducted at least every six months. Based
on these reviews, corrective actions and improvement initiatives may be proposed and implemented by
the relevant departments.

This monitoring and evaluation process supports the continual improvement of sustainability
performance across hotel operations.This governance structure supports the effective implementation,
monitoring, and continuous improvement of the Sustainability Management Plan.

IV. FOCUS KEY AREAS OF SUSTAINABILITY MANAGEMENT PLAN

The Sustainability Management Plan at Hotel de la Coupole — MGallery is structured around key focus
areas that define the scope and priorities of sustainability management across the hotel. These focus areas
outline the main environmental, social, operational, and safety aspects addressed by the plan, and provide
a clear framework for the development of policies, procedures, and control measures.

1. Environmental Responsibility

Environmental responsibility covers the management of environmental aspects arising from hotel
operations. This focus area includes energy and water consumption, waste management, emissions,
procurement related environmental impacts, and the protection of the surrounding natural landscape.
Given the hotel’s location in a mountainous destination, particular attention is placed on minimizing
environmental pressure and ensuring that operational activities are conducted in a responsible and
controlled manner.

2. Sociocultural Responsibility

Sociocultural responsibility addresses the hotel’s interaction with employees, local communities, and

cultural heritage. This focus area includes local employment practices, fair and ethical business conduct,



Sociocultural responsibility addresses the hotel’s interaction with employees, local communities, and
cultural heritage. This focus area includes local employment practices, fair and ethical business conduct,
community engagement, protection of vulnerable groups, and respect for local culture and traditions. The
plan ensures that hotel operations support social well-being and cultural integrity within the destination,
while complying with applicable legal and ethical standards.

3. Quality and Guest Experience

Quality and guest experience focus on sustaining service standards and guest satisfaction in a manner
consistent with long-term business viability. This focus area includes service quality management, guest
feedback and complaint handling, accuracy of guest communication and promotional materials, and
continuous improvement of guest experience. Sustainability considerations are integrated into quality
management to ensure that responsible practices reinforce, rather than compromise, service delivery.

4. Health and Safety

Health and safety cover the systems and controls in place to protect the well-being of Heartists, guests,
and other stakeholders. This focus area includes compliance with health and safety regulations, workplace
safety, food hygiene, emergency preparedness, and risk management for daily operations and events. The
plan adopts a preventive approach to identifying and managing risks to ensurc a safe operating
environment across all hotel activities.

V. KEY PERFORMANCE INDICATORS (KPIs)

| Area | Target 2026 | KPI
Environmental Reduction in water consumption -1.9% vs 2025
Environmental Reduction in food waste -5% vs 2025
Environmental Get certified Green Globe Audit
Social CSR activities > 2 activities per year
Service Quality RPS score Total ElflflbYeE ?f: rgeilgg:? 4600

VL. IMPLEMENTATION OF SUSTAINABILITY ACTIONS
Al Implementation of the Sustainability Management Plan



Hotel de la Coupole — MGallery establishes and maintains the Sustainability Management Plan as a
core management framework applicable to all operational and administrative functions of the hotel. The
plan is supported by documented policies and procedures which:

e Are appropriate to the nature, scale, and complexity of hotel operations

e Are aligned with the four focus areas of the Sustainability Management Plan

e Provide a structured basis for setting, implementing, and reviewing sustainability objectives

e Support compliance with applicable legal and regulatory requirements

e Are communicated to Heartists and shared, where appropriate, with guests, owners, suppliers,

contractors and other stakeholders involved in or impacted by the hotel’s operations, and are integrated
into departmental operations

e Are reviewed periodically to ensure continued relevance and effectiveness

Responsibility for implementation rests with hotel management and department heads, who ensure
that sustainability requirements are incorporated into daily operating procedures within their respective
areas.

A2. Legal Compliance

The hotel operates in accordance with Vietnamese laws and regulations applicable to hospitality
operations, including environmental protection, labor, health and safety, and business licensing
requirements.

All statutory permits, licenses, and insurance policies required for operation are maintained and kept
up-to-date. Compliance obligations are monitored by relevant departments, and regulatory changes are
reviewed to ensure timely alignment of hotel policies and procedures.

A3. Customer Satisfaction and Quality Monitoring

Guest satisfaction and service quality are managed through established quality management systems
designed to support continuous improvement.

Guest feedback, complaints, and service performance indicators are monitored and reviewed on a
regular basis. Findings are shared with relevant departments and used to identify corrective actions and
service enhancement opportunities.

A4. Accuracy of Promotional Materials

All promotional and marketing communications are managed in accordance with:

e Brand and group guidelines

e Local regulations and cultural norms

e Principles of accuracy, transparency, and fairness



e Any guest feedback or concerns related to communication accuracy are recorded and addressed
through established feedback management processes.

AS5. Local Zoning, Design, and Construction

The hotel’s design and infrastructure comply with local zoning and building regulations and
incorporate efficiency focused features.

Key considerations include:

e Energy and water metering and monitoring

o Energy efficient lighting systems in guest rooms and public areas

e Mechanical and ventilation systems designed for operational efficiency

e Guest room controls to reduce energy use when unoccupied

e Remain in accordance with local urban planning regulations and do not interfere with residential areas,

community access or surrounding infrastructure

A6. Interpretation and Guest Awareness

Guests are informed about the local environment, culture, and heritage through various interpretation
methods, including:

e Architectural and interior design elements

e Artworks and cultural displays

e Storytelling and in-room information

e Curated guest experiences connected to local identity
A7. Communication Strategy

The hotel communicates its sustainability approach to guests and stakeholders through appropriate
channels, including on property materials and digital platforms.

Guest engagement initiatives are designed to:

e Encourage participation in responsible practices where appropriate

e Support awareness of sustainability without compromising guest comfort

e Ensure consistency and clarity of messaging
A8. Health and Safety Management

Health and safety are integral to sustainable operations and are managed in compliance with applicable
laws and internal procedures.

Key measures include:

e Health and safety training for Heartists relevant to their roles

e Hazard identification and risk control procedures



e (lear signage and guest information for potential hazards

e Risk assessment requirements for events and external organizers

e Use of approved chemicals and materials in operations

e Food safety and hygiene standards maintained across food and beverage operations
B. SOCIOCULTURAL RESPONSIBILITY
Bl. Community Development

Community engagement activities are aligned with the hotel’s role as a responsible tourism operator
and focus on:

e Healthcare and community well-being initiatives

e Education, vocational training, and skills development

e Cultural preservation and promotion of local heritage

e Support for local economic development and small enterprises

e Environmental protection initiatives benefiting the local area
B2. Local Employment

The hotel supports local employment through:

e Recruitment of local Heartists where feasible

e Training and development opportunities for career progression

e Fair employment practices and equitable working conditions
B3. Fair Trade and Responsible Procurement

Fair trade and ethical sourcing at Hotel de la Coupole — MGallery are guided by the hotel’s purchasing
policies and brand procurement principles.

Procurement practices aim to ensure that goods and services are sourced:

e From legally compliant and reputable suppliers

e At appropriate quality, price, quantity, and delivery timelines

e In a manner that supports fair business practices and responsible supply chains

e With consideration for environmental and social impacts where applicable

Suppliers and business partners are expected to comply with relevant legal, ethical, and sustainability
requirements as part of the hotel’s procurement process.
B4. Local Entrepreneurs and Cultural Representation

As a luxury destination hotel located in Sapa, Hotel de la Coupole — MGallery supports local cultural
representation through curated experiences, events, and storytelling that reflect the identity of the

Northwest Highlands.



The hotel does not engage in the sale, trade, or display of historical or archaeological artefacts, in
compliance with Vietnamese law. Instead, local culture is promoted through:

e Cultural inspired architecture and interior design

e Artworks, design elements, and storytelling that celebrate ethnic heritage

e Events, activities, and guest experiences that showcase local traditions in a respectful manner
BS5. Prevention of Exploitation and Ethical Conduct

Hotel de la Coupole — MGallery strictly complies with Vietnamese legislation relating to labor rights,
child protection, and workplace conduct.

Policies and procedures are in place to prevent: Child labor, Sexual harassment and Any form of
exploitation or abuse

These commitments are supported by internal policies, including but not limited to:

e Equal Employment Opportunity Policy

e Business Conduct and Ethics Policy

Heartists are informed of these standards through training, internal communication, and management
oversight.
B6. Equitable Hiring and Diversity

The hotel promotes diversity, equity, and inclusion across all levels of the organization. Recruitment,
selection, and promotion decisions are based on competence, qualifications, and job related criteria.

Key principles include:

e Non discrimination in hiring and employment practices

e Compliance with Vietnamese labor laws and regulations

e Equal opportunity for career development and advancement

o Encouragement of applications from diverse backgrounds, including women and local candidates

A diverse workforce is recognized as a strength that supports service quality, innovation, and
sustainable business growth.
B7. Employee Protection and Working Conditions

Hotel de la Coupole — MGallery ensures that employee working conditions meet or exceed national
labor regulations.

Measures include:

e Fair wages and benefits in compliance with Vietnamese labor law

e Mandatory social insurance and statutory contributions

e Overtime compensation in accordance with legal requirements



e Working hours managed within legal limits, with additional hours compensated appropriately
B8. Basic Services and Community Well Being
The hotel’s operations do not negatively impact access to basic services or resources within the local
community.
On the contrary, hotel activities contribute positively through:
e Creation of stable employment opportunities
e Support for local economic activity
e Responsible use of shared resources
The hotel seeks to operate in a manner that respects community needs and supports the long-term well-
being of the destination.
C. CULTURAL HERITAGE
Hotel de la Coupole — MGallery recognizes the importance of preserving and respecting cultural
heritage in Sapa and the surrounding region.
Heartists are equipped to assist guests with information on local cultural attractions, events, and
experiences that align with guest interests. The hotel ensures that:
e Historical and archaeological artefacts are not sold, traded, or displayed
e All activities comply with applicable laws and regulations relating to cultural heritage protection
e Cultural interpretation is delivered in a respectful and authentic manner
D. ENVIRONMENTAL MANAGEMENT
Environmental management at Hotel de la Coupole —MGallery is guided by a commitment to reducing
environmental impact while maintaining operational efficiency and guest comfort.
Key practices include:
e Responsible procurement that prioritizes sustainable and environmentally preferable products where
feasible
e Monitoring and control of energy and water consumption across operational areas
e Optimization of equipment use to reduce unnecessary energy consumption
e Reduction of paper usage through digital solutions in front office and food and beverage operations
e Encouragement of reusable packaging and reduction of single use materials through supplier
engagement
e Implementation of waste reduction and recycling practices across guest rooms, meeting spaces, and
public areas

e Measures to reduce food waste through monitoring, operational controls, and staff awareness



®

Participation in brand or destination level environmental initiatives, including tree planting and

conservation activities

VI. Environment Policy

This Environmental Policy outlines prohibited and encouraged behaviors related to environmental

protection, in accordance with Vietnamese environmental legislation. The policy serves as a guiding

document for environmental compliance and responsible conduct across hotel operations.

PROHIBITED ACTIVITIES:

Destruction or illegal exploitation of natural resources.

Exploitation of biological resources using destructive methods, tools, or means, or not in accordance
with legally regulated seasons and quotas.

Exploitation, trading, or consumption of wild flora and fauna classified as endangered, precious, or
rare species under protection by competent authorities.

Transportation or disposal of toxic substances, radioactive materials, waste, or other hazardous
substances not in accordance with environmental protection technical procedures.

Discharge of untreated waste that fails to meet environmental technical standards, including toxic
substances, radioactive materials, and other hazardous substances, into soil, water sources, or the
atmosphere.

Discharge of toxic chemicals, waste, unverified microorganisms, or other harmful agents into water
sources that may cause harm to humans and living organisms.

Emission of smoke, dust, gases containing toxic substances or odors into the air; release of radiation,
radioactivity, or ionizing substances exceeding permitted environmental technical standards.
Causing noise or vibration levels exceeding environmental technical standards.

Import or transit of waste from foreign countries in any form.

Import or transit of animals, plants that have not undergone quarantine, or microorganisms not
included in the permitted list.

Production or trading of products harmful to humans, living organisms, or ecosystems; production or
use of raw materials or construction materials containing toxic elements exceeding permitted
environmental standards.

Destruction or illegal encroachment of natural heritage sites or nature reserves.

Damage to facilities, equipment, or means serving environmental protection activities.

Illegal activities or residence in areas designated by competent authorities as restricted zones due to

severe environmental risks to human health.



Concealment of environmental violations, obstruction of environmental protection activities, or
distortion of information leading to adverse environmental consequences.
Abuse of authority, exceeding authorized powers, or lack of responsibility by persons in authority

resulting in violations of environmental management regulations.

ENCOURAGED ACTIVITIES FOR ENVIRONMENTAL PROTECTION:

Communication, education, and mobilization of individuals to participate in environmental protection,
environmental sanitation, conservation of natural landscapes, and biodiversity.

Protection and efficient, economical use of natural resources.

Reduction, collection, reuse, and recycling of waste.

Climate change response activities; development and use of clean and renewable energy; reduction of
greenhouse gas emissions; protection of the ozone layer.

Evaluation of environmentally friendly facilities and products; production, trading, and consumption
of environmentally friendly products.

Scientific research, technology transfer, and application of waste treatment and recycling technologies
and environmentally friendly technologies.

Investment in the construction of facilities producing environmental protection equipment and tools;
provision of environmental protection services; implementation of environmental audits; promotion of
green finance and green investment.

Conservation and development of indigenous genetic resources; breeding and introduction of genetic
resources with economic value and environmental benefits.

Development of environmentally friendly villages, hamlets, residential areas, and communities.
Promotion of community based self-management and environmental sanitation service activities.
Formation of environmentally responsible lifestyles and habits; elimination of customs and practices

harmful to the environment.
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