Facilitator: Pang Thi Yén
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NEW HEARTIST
JOURNEY
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Training Goals and Rules

Goals
At the end of the training, you will:

Better understand about Accor and Hotel De La Coupole

Be ready to live the heartist mindset

Golden Rules
Put your phone on silent mode
Respect the timino

No judgment, listen to others




NEW HEARTIST

JOURNEY




M

GALLERY

1. WELCOME TO BEING A HEARTIST
IN HOTEL DE LA COUPOLE SAPA

2. HOTEL REGULATIONS, BENEFITS
AND POLICIES.

3. GROOMING STANDARD AND
PERSONAL APPEARANCE
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Founders: Paul Dubrule and Gérard Pélisson

g
NOVOTEL

HOTELS & RESORTS

Novotel |n Lllle France
Since 1967




D’accor => Accor




ACCOR. Accow* 74CCOR ACCOR
1983 1992 1997 2007
»— »- f"
ACCOR ACCORHOTELS COR

20M 2016 2019
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OUR VISION \ OUR PEOPLE OUR COMMITMENT / OUR HOSPITALITY ECOSYSTEM

Long hiéu khach clia ching toi tu trdi tim,
Chung téi chao dén nhiing trai nghiém day cam hing d khap moi nai.

DU ban mudn séng, lam viéc hay vui chai,
Chung téi bién nhiing khoanh khac hang ngay thanh nhing két néi chan thanh.

Ngi cac thusng hiéu manh mang lai trai nghiém va gia tri dac biét,
Chung téi dinh hinh mét tusng lai nai Iong hiéu khach ma ra moét cudc séng
vaéi niém dam mé.

P6i mdi bang tai ndng va su sdng tao dé mang dén su chao dén néng nhiét cla
con ngudi, Chung téi cdng hién mot cach bén viing cho moét hanh tinh va nhiéu
hanh tinh khac
cdng dong.

Ngugi dan, déi tac, khach hang va cdng dong dia phuong clda ching toi
tat cd déu két noi khi ho danh thai gian véi chung toi,

Accor gan két moi ngudi lai v8i nhau dé cam thay dugc chao dén trong mot moi
trudéng réng I8n han
thé gidi, nci cam xuc coé stic manh thay déi moi thu.

GROUP OVERVIEW

v06.2023



OUR VISION OUR PEOPLE OUR COMMITMENT OUR HOSPITALITY ECOSYSTEM

« n Y
Tai Accor, chung toi T
lu’O'ng trudre cac co
hoiva khong ngung
d6i méi, tth%l a
tién phong Chung
la nguroi diéu hwong
hién tai va nhirng gi

sap xay ra. 9 i ' .

Sébastien Bazin

Chairman and CEO ! l Ii

v06.2023

v06.2023



OUR PEOPLE

OUR VISION \

Chung téi cung cap mot hé
sinh thai da dang cac dich
vu va trai nghiém hiéu
\ khach dudc thiét ké riéng

Chung t6i cung cap danh muc
thuong hiéu vo song trén tat ca
cac phan khuc, tU hang sang dén
hang pho théng

Chung t6i mang dén chuyén
mon va giadi phap déc déo
clia minh dé thuc day hiéu
suat va toi da héa gia tri cho

cac doi tac

v06.2023

Chiuing toi la
Accor

Mot Tap doan
Khgch san Hang
dau Thé gidi

V3&i han 300.000 chuyén gia vé dich
vu khach san, ddt con ngugi vao
trong tdm trong moi hoat déng cua
ching t6i, tao cdm xuc cho khach
hang, nudi dudng niém dam mé dich
vu, trao quyén cho cac nhém cua
chung toi va két néi véi cong déng
cla chung toéi. Xay dung trén suc
manh cla cdc nhém cla chung toi
va hé sinh thai da dang, tich hgp day
du cua cac thusng hiéu hang dau,
dich vu dugc ca nhan héa & cac gidi
phap chuyén gia, chung tbi lién tuc
xay dung vi thé 1anh dao cda minh va
tao ra budc dét pha mdai dé tai hién
lai dich vu khach san & truyén cam
hing cho nhiing cach mai dé trai
nghiém thé gidsi.

4

OUR COMMITMENT

/ OUR HOSPITALITY ECOSYSTEM

Chung téi thuc day cac két noi
cua con ngudi,
trao quyén va tac dong coéy
nghia

Chung téi dua tinh bén !/
viing vao cét 16i cua chién a
lugc, MS hinh kinh doanh va

hoat déng clia minh

Chung t6i dang tién phong
trong nganh dich vu hiéu
khach trong tudng lai, thuc
day su déi mdiva taora
nhiing trai nghiém madéi



OUR VISION

v06.2023

5,500

hotels

805,000

rooms

40+

hotel brands

10,000+

restaurants & bars

600+

hotel spas

\ OUR PEOPLE

1,200+

hotels in the pipeline

217,000

rooms in the pipeline

18,500+

meeting rooms

1,000

hotels with fitness
facilities

MANG LUGI
CUA CHUNG

HE SINH THAI
CUA CHUNG

TOI

So lworce vé

Accor

TOI

CAM KET CUA
CHUNG TOI

CON NGUOCI
A CUA CHUNG

TOI

OUR COMMITMENT /

84%
cua khdch san

khéng su dung do
nhua dung mot lan*

-46%
muc tiéu gidm Iugdng

khi thdi carbon tuyét
doi vao ndm 2030*

300,000+
thanh vién cua
nhom

120,000+

tuyén dung ndm 2022

*except water bottles and few tolerances.
*scope & 2.

OUR HOSPITALITY ECOSYSTEM

97%
nhan vién HQ dugc
dado tgo vé ESG

1%
cua khdch san

bdng dung cu do
luong carbon

460

cdc du dn dodan két
dia phucng dudc
hé tro

300+

cdc loai céng viéc

2.T™

s6 gid dao tago ndm 2022

GROUP OVERVIEW



OUR VISION

NETWORK

5,500

hotels

805,000

rooms

\

PIPELINE

1,200+

hotels

217,000

rooms

v06.2023

v06.2023

Chuing toi la
Nha diéu hanh khach

san hang dau thé gioi
Tren hai bg phdn 13,

chuyén dung

44
CHAU AU & BAC
PHI

. PREMIUM
LUXURY & .
LIFESTYLE e e
25 % rooms 47"0 rooms bugégg\jé
180+ HOTELS 2,900+ HOTELS
28,000+ ROOMS, 326,000+ ROOMS 10 % rooms
36 HOTELS
1 3 30‘7 10,800 ROOMS
* (1)
%
(1) ~ 7S
. ~ TRUNG DPONG, CHAU

CHAUM

LUXURY & PREMIUM, BINH DU ONGEREYEY

LIFESTYLE & ECONOMY LIFESTYLE & ECONOMY

28 % rooms 10% rooms 37% rooms 29% rooms

105+ HOTELS 450 HOTELS 170+ HOTELS 990+ HOTELS

31,500+ ROOMS | 72,700+ ROOMS 41,000+ ROOMS| 200,000 ROOMS

Figures at end June 2023. % Figures = geographic breakdown in nb of rooms.

*excluding Greater China

OUR COMMITMENT

TRUNG QUOC VA PAI LUQ

PREMIUM,
MIDSCALE
& ECONOMY

14% rooms

580+ HOTELS
94,000 ROOMS

/ OUR HOSPITALITY ECOSYSTEM

Luxury & Lifestyle

oriENT (+)-]5 express

RAFFLES

21 HOTELS
2,900+ ROOMS

.
— (D icirvmornd -

92 HOTELS
34,000+ ROOMS

EMBLEMS

SOCFITEL

M

GaLLERY

244 HOTELS
44,000+ ROOMS

eNN e

Lifestyle

135+ HOTELS
30,000+ ROOMS

GROUP OVERVIEW
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OUR VISION \

Accor cung cap danh muc
thuong hiéu da dang nhat
trong nganh vai
40+ leading hotel

brands
trén tat ca cac phan khuc -
ti hang sang dén hang phd
théng, dudc cau truc thanh
hai phan khidc chuyén
dung: Cao cap, Hang trung
& Phé théng va Hang sang
& Phong céch séng.

v06.2023

OUR PEOPLE OUR COMMITMENT

Chun
toi
Ngwoi choi chua tirng
co trén cac phan khuc
thwong hiéu

MOT DANH MUC THUONG HIEU TUYET VOI

CAO CAP TRUNG CAP & KINH TE
NOVOTEL ibi SOFITEL
ibis RAFFLES
pullman MERCURE ) ) i
ibis “gis orient (]2 exeress EFELEME (5]
MBVENPICK ADAGIO stiles  budget
swissdtel 7 greet Nlﬂmfx RIXOS  onmsoocers
GRAND MEREURE o ' BreckFres @ ¢ SO/ wmms. SLS
; B gsn
At Seris mantra- J— airmornd e MeER | HYDE
SEBEL e ggg the hoxton -1
cl acLes FARNA  wamwan oo

/ OUR HOSPITALITY ECOSYSTEM

Cac hoat déng va hé
sinh thai khach san
cla chung téi cling
bao gom gidi tri, nha
hang va quan bar,
khéng gian lam viéc
chung va linh hoat,
dich vu nha & cling
nhu Mot loat cac dich
VU va giai phap kinh
doanh dé tang hiéu
suat va mang lai gia
tri.

GROUP OVERVIEW
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GALLERY

CORE VALUES

ACCORHOTELS ACCORHOTEL

Feel Welcome Feel Welcome

RESPECT INNOVATION

We are connected with > We heard it was impossible,
the world, and to others. = . but together we did it.

CHUNG TR TR e CHUNG TA BAI DIEN CHO VIEC BIEN GIAC MO
SUGIAOTHOAVANHOA. S T CUA KHACH HANG THANH HIEN THUC.
CULMOTCHUTT: S " CHUNG TA DA LAM BUQL,

BAN THAN MINH; VA CHUNG TADE CAO ' | CHUNG TA TO MO. CHUNG TA CHAO BON CAC ¥ TUGNG.
GIATR| CUA BOI PHUONG, BAT KE HO LAAI. § CHUNG TA THOAI MAI THU NGHIEM, HOC HOI.

CHUNG TA QUAN TAM DEN HANH TINH CUA VIl




»
ACCORHOTELS

Feel Welcome

RIS T

We believe in natural
kindness.

CHUNG TA HO TRO VA TON TRONG

MOI CA THE VA GHI NHAN GIA TR CUA HO.
CHUNG TA HANH DONG

THEO CAM KET CUA MINH.

CHUNG TA NOI DIEU MINH LAM,

CHUNG TA LAM IEU MINH NOI.

M

GALLERY
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ACCORHOTELS

Feel Welcome

SIFIRIECIE
CONQUEST

L - P
Yty

Our gucests are globetrotters,

and so are we.

CHUNG TA MUON BEN NHUNG NOI

MA HO MUON DEN.

CHUNG TA KHAM PHA, CHUNG TA KHO! DAU, [

VA CHUNG TA PHAT TRIEN. L
ING TA

CHUNG TA KHAT VONG VI KHACH HANG CUA CH
CHUNG TA BIEN BIEU KHONG THE THANH CO THE,
CHUNG TA VUI KHI LAM VIEC DO.

CORE VALUES

»-
ACCORHOTELS

Feel Welcome

GUEST PASSION

Hospitality is our trade, y
plcasing peoplcis what &
drives us.

KHACH HANG

LA DONG LUC

CHO CAC QUYET DINH

VA HANH DONG

CUA CHUNG TA.

CHUNG TA UNG HO HO,

CHUNG TA CHAM SOC HO/#

CHUNG TA LAM VIEC VUQT BAC VI HO.
CHUNG TA THICH BUOC LAM PIEU DO




OUR PEOPLE

OUR VISION OUR COMMITME - OUR HOSPITALITY ECOSYSTEM

i

b

GROUP OVERVIEW 26

v06.2023



al

Mﬁ\ﬂ

yran Cwme/c/wm

ISjL

L

e e ,,,,W'ﬂwwr"ﬁ“&e



We Are All

ea HEARNST




OUR WH

Our Purpose




To Connect Hearts

Around the world



WHAT ‘

We Do

People at the HEAR T




People at the HEART
of We Do.
Our Unique Makes Us

Il ARTISTS in the Way We



HEARI

We create authentic connections
from the heart.



ARITST

By sharing our uniqueness
and making room for others.
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HEARTIST



HEARITST



ibis

JOHN PAU(

mantro-

MOVENPICK

PARIS SOCIETY

HYDE

JO&
jor

ibis
budget

MERCURE

NOVOTEL

PeppPERS

MORGANS
ORIGINALS

the hoxton

ibis
STULES

MAMA

SHELTER

MONDRIAN

onefinestay

POTEI ‘?(‘,Hf\lﬂ()l

mantis

TRIBE

BANYAN TREE

EMBLEMS

GRAND MERCURE

pullman

twenty five hours hotels

ANGSANA

BreakFre»

(G N
airmont

greet

RAFFLES

SEORE R T Eul

adagio

Art Series

Jdescdce

GEKKO

Q.
~

7
Lolaes

RIXOS

swissétel

adagio

ASTORE

DELANO

GLENEAGLES

hotelF~1

SLS

Thalassa



We Are All

SCUHEARTIST ™




+ HEARTIST

Sébastien Bazin
Chairman & CEO of Accor Hospitality

Born November 9th

COR



ARITST

¥ Decorate Your Hearts

A

“Are Adult Coloring Books Acutally Helpful?: Exploring the mental health benefits of the coloring book trend,” Psychology Today, March 27, 2018, Shaninna Ali Ph.D., LMHC, NCC
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HOW

We achieve this

ooooooooo



5 HOW

We achieve this

Through our way of Being

BEHAVIORS
- fﬁb




; HOW

We achieve this

Through our way of Being

BEHAVIORS




SIMILARITY-AT TRACTION THEORY

by Dryer & Horowitz

People tend to be attracted to people
that are similar to themselves.

e

SRS

https://www.encyclopedia.com/social-sciences/applied-and-social-sciences-magazines/similarityattraction-theory






FITIN

CHANGE YOURSELF

BLEND IN

HIDE YOURSELF C A

COR
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BE YOURSELF

FIT IN
CHANGE YOURSELF

BLEND IN
HIDE YOURSELF

~
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ee You make more friends in two months by
becoming genuinely interested in other people
than you can in two years of trying
to get other people interested in you. @

Dale Carnegie

“How To Win Friends & Influence People”
1936 | 30M copies | 40 Languages

CCOR



e Belonging is being

accepted for you. 99 i V)

SAME OR DIFFERENT

BELONG

BE YOURSELF

e Fitting in is being
FITIN accepted for being
CHANGE YOURSELF like everyone else. b o4

SAME

13 year old describes the differences from Dr. Brown'’s research on belonging.

“Braving the Wilderness: The Quest for True Belonging and the Courage to Stand Alone.” | /‘
Brené Brown, 2019 COR









Belonging is not the destination, it's
a choice that only you can make.

Will you blend 1n, fit in, or belong?

First accepting yourself,
before being accepted by others.

/A

ACCOR



| AM CURIOUS
| AM OPEN-MINDED
| AM AUTHENTIC

HEARTIST







PEOPLE \‘ OUR COMMITMENT / OUR HOSPITALITY ECOSYSTEM

Hospitality is fundamentally

about people — welcoming éOO 000+
’

them, connecting people A
We and c.ultures, sparking Vl_\i(e)gg\fﬂtée
emotion —and Accor's
success relies on our
a re Heartists® to deliver the
- best service, welcome and 110+
H t ts® care for our guests. Their ‘
e ar ]. S passion, creativity, individual countries
personalities and differences
OUR TEAMS ARE OUR are what make the Group

GREATEST STRENGTH truly unique and that's why

we always place people at 300+
the heart of everything we

do.

type of jobs

L GROUP OVERVIEW

v06.2023 7



OUR COMMITMENT / OUR HOSPITALITY ECOSYSTEM

 PEOPLE \'

Su hiéu khach vé ca ban la
V& con Nngudi — chao dén ho, OO
két NGi moi Ngudi va van ‘300’ 0+
. C A . N Heartists®
Chu hda, khai day cam xuc - va worlavile
thanh céng cla Accor phu
tOl a thudc vao Heartists® cla
chung téi trong viéc cung

cap dich vu, su chao dén va

o
Heartlsts® cham séc tét nhat cho 110+
khach hang. Niém dam mé, countries

su sang tao, ca tinh riéng va

POI NGU CUA CHUNG TOI su khac biét cta ho I
LA SUC MANH LON NHAT nhiing diéu khién Tap doan
CUA CHUNG TOI thuc su ddc ddo va dé 1a ly 300+

do tai sao chung t6i lubn dat
con Ngugdi lam trong tam
trong moi viéc chung toi
lam.

type of jobs

GROUP OVERVIEW

v06.2023 *



OUR VISION \ OUR PEOPLE OUR COMMITMENT / OUR HOSPITALITY ECOSYSTEM

8 2. ™™
‘/ ‘/ e regional training hour§ of training

campuses in 2022

are

’ Emgowermg
alent

UNIQUE OPPORTUNITIES
FOR GROWTH & LEARNING

We provide access to leading training and development
programs and empower our team members to be actors
of their professional growth. We want our Heartists® to
feel free to dare and to develop their potential, by taking
on new challenges and opening new doors to continuous
learning & skills development.

v06.2023 Y GROUP OVERVIEW 59
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OUR VISION \ OUR PEOPLE OUR COMMITMENT / OUR HOSPITALITY ECOSYSTEM

, 8 2. ™™
C u n cdsd dao tao khu s6 gid dao tgo ndm

t(/)\i ‘A vuc 2022
Irao quyen
cho nhan tai

CG HOI BE PHAT TRIEN & HOC TAP

Chung t6i cung cdp quyén truy cap vao cac chuong trinh
dao tao va phat trién hang dau, déng thai trao quyén cho
cac thanh vién trong nhém cla chung téi tréd thanh tac
nhan cho su phat trién nghé nghiép clia ho. Chung toi
mudn Heartists® clla minh dugc thodi mai ddm dam lam
va phat trién tiém nang clia minh bang cach dén nhan
nhing thd thach mdiva ma ra nhiing canh cldia mdai dé
khéng ngting hoc hoi & phat trién ki\nang.

v06.2023 Y GROUP OVERVIEW 60
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OUR PEOPLE

We are
Inclusive

OUR COMMITMENT

WE WELCOME EVERYONE WITH OPENNESS

With team members in all four corners of the globe,
diversity is at the heart of our DNA. We foster an open
and inclusive culture that welcomes all personalities,
accepts and values differences, empowers team
members, and cultivates innovation & performance.

Our ambition is to prevent inequalities & discrimination at
work and provide unrestricted opportunities for all.

At Accor, we believe in strength in unity, and power in

diversity.

/ OUR HOSPITALITY ECOSYSTEM

GENDER DIVERSITY
& EQUALITY
Member of the Gender-based

Violence Action Coalition -
convened by UN Women

20,000+

Members of our gender
equality network RIiiISE

INCLUSION OF PEOPLE
WITH DISABILITIES

Member of ILO's Global Business
Disability Network & of The
Valuable 500

RICHNESS OF SOCIAL,
ETHNIC, RACIAL &
CULTURAL DIVERSITY

Wealth of initiatives
across our regions & hotels

INCLUSION OF THE
LGBTQI+ COMMUNITY

Global partnership
with IGLTA

GROUP OVERVIEW

6l



OUR PEOPLE OUR COMMITMENT / OUR HOSPITALITY ECOSYSTEM

DA DANG GICI TiNH &
BINH DANG GIGI TiNH
Thanh vién cua Lién minh hanh
déng chéng bao luc trén cd sd gidi
- do UN Women triéu tap

C hzfmg toi 20,000+

Cdc thanh vién cua
mang ludi binh dang gidi

P
ao 0 m RiiSE cGa chdng téi
HOI NHAP NGUOJI

KHUYET TAT

CHUNG TOI CHAO MUNG MOI NGUGI V31 SU MG Thanh vién cia Mang IUGi
RONG Ngudi khuyét tat Kinh doanh
e . A s < ~ C . Todan cdu cua ILO & cua The
V@i cac thanh vién trong nhdm & khap bén nai trén thé Valuable 500
gidi, su da dang la trong tdm trong DNA cula chung toi. SU PHONG PHU CUA
Chung téi khuyé&n khich su cdi ma DA DANG XA HOI, DAN
va van héa hda nhap chao dén moi ca tinh, chap nhan va TOC, CHUNG TOC &
coi trong su khac biét, trao quyén cho cac thanh vién VAN HOA ,
trong nhém va nuéi dudng su déi mai va hiéu suét. V6 s0 sdng kien trén khap cdc
5 p U o o s 2 khu vuc va khach san cua
Tham vong cua chung téi la ngan chan su bat binh dang chdng toi
va HOI NHAP NGUGI KHUYET TATsUc manh cla su da )
dang. THAM GIA CONG PONG
LGBTQI+

Hdp tdc toan cau vai IGLTA

v06.2023 ‘ GROUP OVERVIEW
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QUR VISION OUR PEOPLE

110,000+

funded
applications

HEARTIST FUND

ACC

36M

euros allocated

v06.2023

v06.2023

OUR COMMITMENT / OUR HOSPITALITY ECOSYSTEM

We .
are Caring

SOLIDARITY IS AT THE HEART OF ACCOR

As the world faced unprecedented challenges due to the
Covid-19 pandemic, the Group took proactive measures
from April 2020 to support its team members and
partners facing dire financial difficulties, by creating the
€70M ALL Heartist Fund. Since then, the fund has
broadened its scope of intervention supporting student
internships, but also responding to exceptional events
and supporting the most vulnerable people such as
women victims of domestic violence.

GROUP OVERVIEW
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OUR VISION OUR PEOPLE OUR COMMITMENT / OUR HOSPITALITY ECOSYSTEM

Chting Toi
Quan Tam

110.000+ DOAN KET LA TRAI TIM CUA ACCOR
9

Ung dung duoc tai Khi thé gidi phai déi mat véi nhiing thach thic chua tung
trg c6 do dai dich Covid-19, Tap doan da thuc hién cac bién
phap chi déng tU thang 4 ndm 2020 dé hé trg cac thanh
vién trong nhom va déi tadc dang gap khé khan nghiém
trong vé tai chinh, bang cach thanh lap Quy ALL Heartist

HEARTIST FUND

ACC 36M tri gid 70 triéu euro. Ké tu dé, quy da ma rong pham vi can

euros allocated thiép hé trg sinh vién thuc tap, déng thai ing phdé vai cac
su kién dac biét va hd trg nhiing ngudi dé bi tén thusng
nhat nhu phu nd 1a nan nhan cla bao luc gia dinh..

v06.2023 GROUP OVERVIEW
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> WATCH

» ETHICS & CSR CHARTER

WATCH - Training Module ( Managers and Employees ).pptx

Accor Ethics & CSR Charter - Vietnamese.pdf

SRR =" VRN N i


Core Values, Planet 21, Watch.pptx
WATCH - Training Module ( Managers and Employees ).pptx
Accor Ethics & CSR Charter - Vietnamese.pdf
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We are leveraging our unique “Augmented hospitality” ecosystem

to rethink the way we engage our customers

RAFFLES

Sairmnt

SOFITEL

pullman

swissotel

MOVENPICK

GRAND MERCURE

PeEPPERS

manira-

NOVOTEL

Mercure

BreakFre2
ibis

ibis
STULES

ibi
ADlS:

hotelF1

oriENT ()-]5 express

THE HOUSE OF
ORIGINALS

mantis

GALLERY

2Ic

Art Series

DELANO
SLS
S

MONDRIAN

twenty five hours hotels

HYDE
MAMA

SHELTER

TRIBE

JO&
jor

BANYAN TREE

RIXOS

ANGSANA

weJde
MAMAWDRKS
onefinestay
SEBEL
adagio
O=ecdGe JonN paul
GEKKO
VERYCHIC
ResDiary

l%..&' 2 2A W

DISRUPTIVE

POTEL P CHABOT

PARIS SOCIETY

adoria

ASTORE
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GALLERY

Stories that stay

MGallery is a collection of storied boutique hotels to discover the world and beyond,
providing a delightful and unique experience inspired by the local essence of the hotel
and its authentic story, With 101 addresses globally, each MGallery location leaves guests
enriched with a collection of emotions that make their stay truly memorable.

L 2l R ~AVBLy N\
E N BN =Wl NN

i |
101 hotels AMERICAS FRANCE PIPELINE

11 hotels 26 hotels 48
hotels
10,639 rooms 1,239 rooms 1,916 rooms
6,741 rooms |

30 colintries

MGallery is proud
to welcome 21¢c Museum
Hotels to its collection

26 countries ASIAPACIFIC MIDDLE EAST BAFRICA

33hotels g 5 hotels
3,915 rooms 742 rooms

EUROPE
26 hotels
2,827 rooms

21c Museum Hotel combines contemporary art museums,
boutique hotels and chef-driven restaurants. The museum
hotels’ original, artistic spirit and pioneering vision are the
perfect complement to MGallery’s concept of discreet,
creative hospitality for lovers of art, literature and culture.

79% of guests associate MGallery with storied boutique hotels

Harbour Rocks Hatel Sydney - MGallery, Australia
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GALLERY

., A FAST-GROWING NETWORK
. 13,2K ROOMS + 47 IN THE PIPELINE
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MOT BO SUU TAP CUA KHACH
SAN BOUTIQUE CAU CHUYEN
VO TAM LINH THAT

MGallery chon nhitng dac tinh doc dao vdi niém
dam mé dé tap hdp chidng thanh mét bé suu tap
khach san doc dao, noi nhitng cau chuyén hap
dan dugc séng va chia sé. VGi han 120 khach san
trén khap thé gidi, mdi MGallery ké mét cau
chuyén doc dao 1dy cam hing tu dia diém dé. Tu
thiét ké riéng va su két hgp cam giac cho dén sy
thoai mai danh riéng cho chanh niém, cac khach
san MGallery la nai du khach co6 thé tan hudng
trai nghiém du lich xa hoa.

MGallery la thuong hiéu muén cho di trudc khi
nhan lai.

MALLERY. CAU CHUYEN & LAL...



MGALLERY
HOTEL COLLECTION LOGO

C4u truc déi xting cla logo dudgc lay cam hing tu
nhifrng con dau tu cac nha thiét ké clia Vienna
Secession va bdi nhitng ch cai dau dan xen dugc
tim thay trong cac thuong hiéu xa xi.

danh cho nhitng khach san Memorable
va y nghia

dich y tudng vé cac khach san dugc
tuyén chon, giébng nhu cac tac pham
nghé thuat trong phong trung bay

cling c6 dinh vi cia MGallery nhu mét
"Thuong hiéu B6 suu tap”

GALLERY

HOTEIL
COLLECTION
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MEMORABLE BIA DIEM & CAU CHUYEN
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THAT NGAC NHIEN
LICH SU

'a Grénde Terrasse HO8I & pa La Rochelle - MGallery Athens Capital Center Hotel - MGallery

THAT NGAC NHIEN THAT NGAC NHIEN
V] TRi THIET KE




HOTEL de I'Opera HANOI

Location: HaNoi, Vietham
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HOTEL ROYAL HOI AN

Location: Hoi An, Vietham
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Mercure

HOTELS

BANA HILLS

FRENCH VILLAGE
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HOTEL

METROPOLE

HANOI

Depuis 1901

GALLERY

SOFITEL LEGEND METROPOLE
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HANOI
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HOTEL des Arts SAIGON

Location: Ho Chi Minh, Vietnam
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CHUONG TRHNH THUONG HIEU

~ THONG QUA HANH TRINH KHACH HAN

\ Q

SPA & FITNESS

ARRIVAL E MOMENT PUBLIC SPACES GUESTROOMS F&B ACTIVITIES DEPARTURE
® ® ® ® ® ® o
Hotel signature Suite Personalization ! ; i
@ Welcome Gif iy c 1 e Scent ® @ Signature Cocktail @ Signature Treatment @ FarewellGift
1s ruly ® Feel Good/Manfrés on @ Signature Product @ Fitness Classes OR
i Inspired By Her
@ Iconic Postcards makes the ® c':‘ o5 ( gption al) coligterals at Breakfast Unbeaten Path
® Running Course w/
MOOK-BrandMagazine dj fference Q MograbigBeg ® signature Dish collateral

and Directory (Now
Digital)

@ Inspired By Her Amenities
(optional)

@ MOOK - Brand Magazine
and Directory (Now
Digital)

@ Inspired By Her
Dish/Drink

83



HOTEL DE LA COUPOLE

Designed by world-renowned architect, Bill Bensley,
every element of the hotel has been designed to pay
homage to Sapa’s fascinating past during the 1920s
and ‘30s French Indochine era as well as taking
inspiration from Sapa itself — from its vibrant green
rice paddies to its colourful tribal clothes.

Puoc thiét ké bdi kién truc sw néi tiéng thé gidi, Bill
Bensley, moi yéu té cua khdch san déu duwoc thiét ké
dé té long tén kinh qud kher hép dén cia Sapa trong
thoi ky Bong Dwong thuéc Phap nhirng ndm 1920
va 1930 ciing nhw 14y cdm hieng tir chinh Sapa - tir
nhitng cdnh d6ng lua xanh rvc r& dén quén do bé lac
déy mau sdc cda né.




WHO DESIGNED OUR HOTEL?

THE MASTER PIECE OF DESIGNING
LUXURY HOTELS AROUND THE WORLD

Bill Bensley

¥ Gender Male
*’ e Address/  Bangkok
' - Location

Nationality

" \.}4 High School
N &5
; L Occupation

" Education

United States

Magnolia High
School (California)

Architect
Landscape designer

Harvard University
Graduate School of
Design

Cal Poly Pomona
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HOTEL DE LA COUPOLE ID

 Tién phong dan dau nganh
khach san Quéc té tai Sapa

*  DBuwoc bao quanh bai nui
rirng Sapa va rudng bac
thang

« Diém dén trekking
noi tiéng

* Noisinh séng ctda
hon 5 dan toc thiéu.
NN A s
so Viét Nam :

i [ i

il Vnds g [ by i 2 e

* MGt clra ngd quang ba du
lich va van hda Viét Nam

* Vi tri trung tam Sapa

8 6




HOTEL INTRODUCTION AT A GLANCE

ACCOMMODATION: 249 Rooms

« Classic King/Twin 25

« Superior King/Twin 129
* Deluxe King/Twin 69

« Executive Suite 13

* Deluxe Suite 12

* Presidential Suite 1

DESIGN & ARCHITECTURE:

* Lobby: A greenhouse-style lobby filled oy , i
with local plants gives the effect of being  ° = //I/l(l\.\\ j
in the hills and countryside. et 7, :

* Uniform: Incorporates hill tribe weaving
and embroidery.

» Guest Room: Hill tribe-inspired fabrics,
patterns and details such as silver beading
are incorporated into the décor.
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FROM ASIA TO THE WORLD

GALLERY

HOTEL DE LA COUPOLE - MGALLERY

2019 AWARDS

HURUN REPORT | BEST OF THE BEST
1 - LUXURY HOTEL IN VIETNAM BEST NEW ARRIVAL

WANDERLUST TIPS MAGAZINE | BEST HOTELS - RESORTS AWARDS
2 - LEADING BOUTIQUE HOTEL 2019
3 - OUTSTANDING GENERAL MANAGER 2019

HAUTE GRANDEUR GLOBAL AWARDS
4 - BEST DESIGN HOTEL IN VIETNAM
5 - BEST NEW HOTEL IN VIETNAM (LESS THAN 3 YEARS)

WORLD TRAVEL AWARDS

6 - ASIA'S LEADING DESIGN HOTEL 2019

7 - ASIA'S LEADING HOTEL 2019

8 - ASIA'S LEADING NEW HOTEL 2019

9 - VIETNAM'S LEADING LUXURY HOTEL 2019
10 - WORLD'S LEADING ICONIC HOTEL 2019
11 - WORLD'S LEADING DESIGN HOTEL 2019

DESTINASIAN

12 - THE LUXE LIST 2019 VIETNAM

WORLD SPA AWARDS
13 - VIETNAM'S BEST HOTEL SPA 2019

3
\:\‘/
WORLD LUXURY HOT

AWARDS

WORLD LUXURY HOTEL AWARDS
14 - GLOBAL LUXURY ARCHITECTURE DESIGN HOTEL
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HOTEL DE LA COUPOLE - MGALLERY

GALLERY

HOTEL DE LA COUPOLE MGAL{L}M‘“#

P

WORLD LUXURY HOTEL AWARDS | GLOBAL
1 - LUXURY ARCHITECTURE DESIGN HOTEL

- TOP 200 BEST NEW HOTELS IN THE WORLD

VIETNAM'S BEST HOTEL SPA

WORLD LUXURY RESTAURANT AWARDS | CONTINE
2 - LUXURY INTERIOR DESIGN - CHIC RESTAURANT

WORLD TRAVEL AWARDS

3 - ASIA'S LEADING DESIGN HOTEL 2021

4 - ASIA'S LEADING LIFESTYLE HOTEL 2021

5 - VIETNAM'S LEADING LUXURY HOTEL 2021

WORLD SPA
VIETNAM'S LEADING LUXURY HOTEL AWARDS

- ASIA'S LEADING DESIGN HOTEL

5 - WORLD'S LEADING ICONIC HOTEL

- LUXURY ARCHITECTURE DESIGN HOTEL

- LUXURY ROOFTOP RESTAURANT - ABSINTHE

WORLD SPA AWARDS
6 - VIETNAM'S BEST HOTEL SPA

AWARD §

X

LUXE

Ll

2027
wards

1] Qe pELALE@IEOIEL MGALLERY |

WORLD TRAVEL AWARDS

1-ASIA'S LEADING DESIGN HOTEL 2022

2 - VIET NAM'S LEADING LUXURY HOTEL 2022
3 - WORLD'S LEADING DESIGN HOTEL 2022

WORLD SPA AWARDS
4 - VIETNAM'S BEST HOTEL SPA 2022

WORLD LUXURY HOTEL AWARDS
5 - LUXURY BANQUET/EVENT HOTEL - GLOBAL WINNER

LUXE GLOBAL AWARDS
- GLOBAL BEST LUXURY ICONIC HOTEL
- GLOBAL BEST LUXURY ARCHITECTURE DESIGN HOTEL
- GLOBAL BEST LUXURY HONEYMOON HOTEL
- CONTINENT BEST LUXURY BANQUET/EVENT HOTEL

HAUTE GRANDEUR GLOBAL RESTAURANT AWARDS
10 - BEST RESTAURANT VIEW IN VIETNAM (ABSINTHE)
11 - BEST RESTAURANT AMBIENCE IN VIETNAM (CHIC)
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GUEST’S REVIEWS

e a review Dec 17

9 Singapore, Singapore « 68 contributions « 12 helphsd votes

Beautiful Sapa hotel ' \ Nlcionso.z wrote a review Dec 17 —

“Stayed 2 nights in early Des, The architecture and interior decer is stunning, Our premium rocm on the 8t
fioor has a balcony overlooking the beautiful mountans. The breakfast room has a dome like high cailing,
such a grand experience dining in it. The indoor pool has huge averhanging chandeliers above the pool, as
well as amazing statues adorming the sides. We were also impressed by the prolessionalism displayed by
the front office stalf, as well as the kindness of the pool attandant we encountered during our stay. The
location of the hotel is 5o central you can just walk anywhere within the whole town, it took about half hour
walk 1o cat cat village.”

00000,

Rich in Architecture Design

“Location : Within walking distance to the local market, weekend night market, restaurants, cable car to
fansipan. Excellent location.

- Julcas wrote o review Dec 21

Service: We called for mineral water bottles, arrived in less than 10 mins. Can see that they are putting an
effort despite language barrier.

Its a designer hotel, the architecture and layout is magnificent.

Breakfast: We were spoilt by variety choices. It was excellent.”

Read less o

Beautiful hotel, No complaints at all

“Boautiful hotel with very good service and high quality furmishing.

We loved everything about the hotel, just walking around, admining the architecture and enjoying the cool
air of Sapa on the 10th fioor.

Date of stay: December 2019

Trip type: Traveled with family

Stayed here for 4 days, and celebrated my birthday. Hotel staff surprised me with a chocolate cake which
was sent to our room even though we did not put in any message about regarding my birthday.

Would love 1o stay here again If given the choice. Highly recommended.”

Date of stay: Decernber 2016
Trip type: Traveled as a couple

©©@ tripadvisor




NEARBY ATTRACTION HAM RONG MOUNTAIN

TA PHIN VILLAGE

FANSIPAN LEGEND -

SAPA LOCAL MARKET

| 1
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HOTEL TOUR
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Hoi Pong Sang Lap Sun Group

Ong Lé Viét Lam
Chu tich HDSL

Ong Bing Minh Trudng

- a Ba Nguyén Thi Huong Lan Ong Tran Minh Son
Thanh vién HDSL Thanh vién HDSL Thanh vién HPSL Thanh vién HPSL

Ong Tran Khanh

Ong Nguyén Quang Huy Ong Nguyén Xuén Chién Ba Bui Thi Thanh Hudng Ba Nguyén Vil Quynh Anh Ba Nguyén Thi Thanh Tam

Chu tich SG viing mién Bac Phé chu tich SG ving mién Bac Téng giam déc khéi SHE Phé téng giam déc khéi SHE DPai dién chu dau tu Khach San
MGS



Hotel Organization Chart: Year 2024-2025

Hotel Name: Hotel De La Coupole Sapa

1 2 3 4 5 6 7 8 9 10
Position Across Functions
Accor Hotel . . . . . . . .
T&C Financial Engineer Sales & Marketing Executive Office Front Office HK F&B Kitchen Spa
General General
Manager Manager General Manager
Department Excom Executive Assistant Manager
Manager
£ 1 1 4 1
Department . . X . L L . 0
Manager Excom Director of Talent & Culture Director of Finance Director of Engineering Rooms Division Manager Culinary Director
e Assistant Director of Sales
Department Talent & Culture Manager ting g Marcom Manager Revenue Manager . Executive Housekeeper Executive Sous Chef L&D and Wellness
HOD . Purchasing Manager . . Front Office Manager . Food & Beverage Manager
Manager Security Manager IT Manager Senior Sales Manager Guest Experience Manager Housekeeping Manager Pastry Chef Manager
9 Reservation Manager
] 1 1 1 1 1 1 I
q Sous Chef
|82 e Al Sales Manager Assistant Housekeeping Manager Qes:::fv!lnr :lll):na&:evemge MEPREET | crie sewro
Assistant/Oule Assistant Talent & Culture Assistant Purchasing |Assistant Chief Engineer * ger Assistant Front Office Manager Gl S b | Assistant Pastry Chef :
Team Leader Assistant Reservation Floor Manager Bar Manager |Assistant Spa Manager|
t Manager Manager Manager Duty Engineer Duty Manager . . Junior Sous Chef
. Manager Public Area Manager Assistant Restaurant Manager
Assistant IT Manager e B e Canteen Chef Tournant
% |Assistant Chief Steward
Senior Floor Supervisor
RECTUETEET Front Desk Supervisor g:::g; PL::InIdC Ar;: zurvp;(r)vrlsor Restaurant Supervisor SRS Spa Supervisor
Talent & Culture Supervisor Purchasing Supervisor . Graphic Designer Personal Assistant to General Sup . nary Supt . " pen Steward Supervisor pa Super
Team Leader Sup . N Supervisor " . Guest Relations Supervisor HK Coordination Supervisor Bar/Café Supervisor . " . Pool & Fitness
Security Supervisor Cost Controller Reservation Supervisor Manager " N . . . Hygiene & Kitchen Admin .
" Night Duty Supervisor Floor Supervisor Junior Banquet supervisor - Supervisor
Income Audit B . Executivec
Public Area Supervisor
Laundry Supervisor
1 ] 1 1 | | 1 | 1
HK Coordination Captain
Senior Minibar attendant
Store Keeper - N N "
Talent & Culture Officer Receiving Clerk Sales Executive Front Desk Agent Senior Room Attendant Senior F&B Coordinator
- g Ce Engineering Admin Marketing Executive Concierge Tour Desk Senior Public Area Attendant Restaurant Captain Senior Demi Chef de Partie y
Clinic Nurse General Cashier a 3 Pool & Fitness
Future Leader Staff . General Maintenance Sales Coordinator Service Operator Senior Ironer Bar Captain Demi Chef de Partie .
Driver Accounts Payable L N N N N N . N Captain
. . Electrician Senior Reservation Agent Guest Relations Officer Senior Washer Food & Beverage Coordinator Senior Butcher
L&D Staff Senior Purchasing Staff y .
. Reservation Agent Bell Captain Order Taker Bartender
IT Officer P
Housekeeping Storekeeper
Minibar attendant
Room Attendant
';r:rlllsi LS Spa Receptionist
e o~ Hostess 1st Cook Spa Therapist
Future Leader Staff Pairrl\)lev Bellman \Washer Server 2nd Cook Kid Club Attendant
Room Service Server Steward Pool & Fitness
Ironer
|Attendant
Seamstress
Uniform Attendant




BENEFIT OF HOTEL DE LA COUPOLE HEARTISTS



Benefits of Employees_15.04.21.pptx

COMMITMENTS OF SUNGROUP

iy

IFRAUD ALERT|

2]



190104_Cam kết SHG.pptx
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RULES AND REGULATIONS
. THOI GIAN LAM VIEC

Thai gian lam viéc: 5 ngay/ tuan, khong quéa 48h/tuan

Trong mai ca lam viéc c6 30" nghi ngai &n trua tinh trong thoi
gian lam viéc, ngudi lam viéc ban dem sé c6 45’ nghi ngai an
dém.

Nhén vién sé phai chdm coéng blén% van tay hoac ky vao bang
cham c6ng mai khi di lam va két thuc ca lam viéc, trudng hgp
]Enéy cham cong hong thi sé cham céng bang cach dién vao
orm.

Bét ky loai lam thém qig déu phai dién FORM, phai dugc phé
duyét trudc va phai co chlt ky cua ngudi quan ly truc tiép, Nhan
sy & Tong quan ly.
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CODE Time in Time out CODE DEPCRIPTION CODE| Time in [Time oul CODE | Time in|Time out
M 4:30 14:00 OFF Day off / Nghi tudn A2 14:00 | 23:30 SP3 8:00 12:00
M1 4:00 13:30 PH Public Holiday/Nghi I& A3 15:00 0:30 16:00 | 21:30
M2 5:30 15:00 AL Annual Leave/Nghi phép A4 16:00 1:30 SP4 7:00 11:30
M3 6:00 15:30 CL1 Compensation Leave/Nghi bu gitt OFF A5 13:30 | 23:00 18:00 [ 23:00
M4 7:00 16:30 CL3 Compensation Leave/Nghi b I8 N 14:30 0:00 SP5 9:00 12:30
M5 7:30 17:00 UL Unpaid Leave/Nghi khong lwrong N2 21:00 6:30 16:30 | 22:30
D 8:00 17:30 SL Sick Leave/Nghi 6m N3 22:00 7:30 SP6 7:00 12:00
MD1 9:00 18:30 BT Business trip/Cong tac N4 23:00 8:30 18:00 | 22:30
MD2 10:00 19:30 MA Maternity Leave/Nghi thai san SP1 5:30 11:00 SP7 7:00 12:30
MD3 11:00 20:30 ML Marriage Leave/Nghi cudi 17:.00 | 21:00 17:00 21:00
MD4 12:00 21:30 FL Funeral leave/Nghi tang 18 SP2 6:00 11:30
Convalescense Leave/Nghi dudng strc sau
MD5 12:30 22:00 CO sinh 17:00 | 21:00
Al 13:00 22:30 PL Paternity Leave/Nghi vg sinh
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Thém quy dinh cham céng:
- Quén 11an: Verbal Warning

- Quén cong 2 I&n : First written warning
- Quén cong 3 Ian: Final written warning

Thém quy dinh vé phan héi trén cac trang mang xa héi tranh khiing hoang truyén théng:

- Khdng comment cac KOL fanpage



Il. CAC NGAY NGHI VA NGAY NGHi LE

1. Cacngay nghi l&, Tét:
< Téng c6 10 ngay/nam

< Nhiing ngay nghi trén trung v&i ngay nghi hang tuan, nhan vién sé dudc b6 tri nghi bu theo quy dinh cua luat lao dong
Viét Nam. Nghi mét ngay sé dugc nghi bu 3 ngay.

< Trudng hgp CBNV dudgc bé tri nghi bl cho nhitng ngay I€, can phai dién don xin nghi bu

2. Ngay nghi phép nam:

% Nhan vién lam viéc du 12 thén% tai Cong ty thi dugc nghi Ehép 12 ngay phép ndm. Néu nhén vién chua du 12 thang trong
nam sé dugc hudng sé ngay phép ty 1é tuong Ung vdi s6 thang lam viéc trong nam doé

% Nhan vién lam viéc tir 3 nam trd Ién thi dugc cong thém 1 ngay phép

% DE thuan tién cho viéc bd tri cong viéc, nhan vién can nép don xin nghi phép trudc it nhat 1 tuan déi vai ky nghi phép
dudi 5 ngay va it nhat 2 tuan doi vai ky nghi phép trén 5 ngay

% Khuyén khich nhan vién nghi hét phép trong nam hién tai. Ngay phép ndm s& dugc cong don va mang sang nam tiép
theo dén ngay 31 thang 3, néu nhan vién khong sif dung hét ngay phép trudc ngay 31 thang 3 thi toan bd ngay phép con
lai s& bi mat va sé khdng dugc thanh toan
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3. Nghi 6m:

« Dé nghi tat c& CBNV phai cung cép Gidy chiing nhan cla bénh vién phai néu ré nguyén nhéan clia bénh tat va s6 ngay phai nam
bénh vién, cac loai giay t& nay phai dugc ban hanh bdi ca quan y té nha nudc c6 tham quyén va phai gui lai toan bo giay td trén
cho phong Nhan sy dé lam BHYT cho ngudi lao dong.

% Nhan vién phai hoan tat dan xin nghi dm cia minh ngay sau khi trd lai lam viéc

« Néu nhan vién khong tuan theo quy trinh dugc moé ta & trén hodc khong thé cung cép cac tai liéu can thiét, su vang mat cua
nhan vién sé dugc col la su vang mat khdng phép va sé bi xtr ly theo chinh sach cia Céng ty

* 4. Nghi khong hudng luong:
% Nghi khéng luang chi ap dung trong trudng hdp nhan vién da nghi hét cac ngay phép trong nam.

% Ngudi lao ddng muén nghi khdng hudng luong déu phai dién don xin nghi phép va phai dugc Quan ly truc tiép, phong nhan su
& Tong giam doc phé duyét mdi dugc nghi.

+ 5. Nghi két hdn, nghi tang &, nghi thai sdn & nghi vg sinh: Ngudi lao déng dugc nghi viéc riéng ma van hudng
. nguyén luang trong nhitng trudng hgp sau day:

% Nghi ké hon: 03 ngay

< Con cla nhan vién két hon: 01 ngay

% Dam tang cta Vg Chong, con céi va cha me hai bén (chong vg) mat: 03 ngay

« Khi c6 nhu cau nghi, nhan vién can phai dién day du thong tin vao mau “Gidy yéu cau nghi” trinh 1én Trudng bd phan, phong
Nhan su va Téng quan ly phé duyét trudc khi nghi



« Nghi thai san & Nghi vg sinh:
% NI nghi thai san theo quy dinh cua luat lao déng Viét nam

« Nghi vg sinh: Chi &p dung cho nam nhan vién:

05 ngay lam viéc ddi vdi trudng hgp sinh thudng & 07 ngay lam viéc déi véi trudng hgp sinh con phai phau thuat
hodc de con dudi 32 tuan

< Khi c6 nhu cau nghi, nhan vién can phai dién day di thong tin vao mau “Gidy yéu cau nghi” trinh 1én Trudng b phan,
phong Nhan su va Téng quan ly phe duyét trudc khi nghi

« 6. Nghibu:

o Léhm thém gid sé khéng dugc bé tri nghi bu néu khéng hoan tat dién vao phiéu yéu cau lam thém va gui téi phong
nhan sy

« Phiéu yéu cau lam thém giG phai dugc trinh 1én Trudng bd phan, Téng quan ly khach san phé duyét trudc khi chuyén
don den phong Nhan sy

*» Nhan vién lam ngoai gid trong ngay lam viéc binh thudng hoac lam viéc vao ngay nghi trong tuan, ngay & s& dugc
bé tri nghi bu theo Luat lao dong va quy dinh cta Khach san

< Lam thém gid trong ngay binh thudng hoac lam viéc vao ngay nghi tuan sé dugc bé tri thai gian nghi bu tuong Ung
vdi thai gian nhan vién da lam



M

GALLERY

7. Pua dén nhan vién di lam tU Sunhome:

< Khach san cé cung cép thé di tau dé€ nhan vién cé thé di chuyén tir Sun Home dén khach san va ngugc lai. Méi ngudi
sé dugc cap 1thé di tau cé thé di 1én va di xuéng 5 lugt/ ngay bat dau ti 6:30 sang dén 6:30 chiéu gitra hai ga. D€
thuan tién cho can bd cong nhan vién di lam tUr Sunhome, ngay théng thudng cé 2 chuyén tau sé ding tai Sunhome
dé doén nhu sau : 7:15 sang Sunhome — Khach san; 6:30 chiéu Khach san — Sun Home.

< Khach san cling ¢ xe van chuyén nhan vién ti Sunhome dén khach san va ngugc lai véi thai gian ¢6 dinh. Yéu cau tat
ca cac nhan vién phai dang ky trudc qua dudng link:

https://docs.google.com/forms/u/2/d/e/
1FAIpQLSdwD8yUhIMG1BF50r2nKQ7
QX4QixVz-
7ZFWQB8eCGN2ZB23tQ/viewform?pli
=1&usp=sharing&pli=1&edit_requeste
d=true
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V1. Bl MAT TRONG KINH DOANH

% Cong ty xem tat ca cac thong tin néi bo va di liéu lién quan dén
cbng ty va khach hang déu phai dugc gitr bi mat. Viéc nay bao
gom, nhung khéng gidi han, muc dich hap tac, gia ca, doanh thu,
d liéu thi trudng, chién lugc kinh doanh, di liéu quan ly, dir liéu
tai chinh, quy trinh hoat déng, thong tin mua ban..

% Nhan vién khong dugc tiét 16 cho bén thd ba (bao goém ca
nhing nhan vién khac) bat ky thdng tin kinh doanh nao, bi mat
kinh doanh, cac phuaong phéap céng nghé va tat ca nhiing di liéu
da dugc cung cap trudc dé bdi cong ty hodc bdi khach hang.
Néu khong lam nhu vay thi nhan vién sé bi ky luat ngay lap tuc

< Néu khong nhan dugc 1énh bang van ban tir cdng ty, nhan vién
khong dugc cho phép ngudi khac sao chép, Trong thdi gian lam
viéc cho cong ty nhan vién tuyét doéi gilr bi mat nhiing thong,
nhan vién khéng dudc st dung nhiing théng tin ciia Cong ty cho
bén thu 3 biét va s& dung. Néu nhan vién tiét 16 thong tin cla
Cong ty thi sé phai chiu trach nhiém trudc luat phap va boi
thudng cho cong ty

% Viéc tiét 16 thong tin déu phai dugc dong y bdi Ban lanh dao
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* 1. Hinh thic khen thudng
% Khen thudng bang miéng
< Khen thuéng bang van ban
% Thang churc

< Nhan vién xudt sac cta thang.

2. Hinh thdc vi pham ky luat;
« 2.1.Vipham nho - canh cédo bang miéng.
% Mac dong phuc khéng dung quy cach

<8 QAIai hodc di lang thang trong cong ty khi khdng trong ca lam
viéc

% Di dén nhfmﬁ khu lam viéc khac ma khong thuéc pham vi cong
viéc clia min

% Khac nhé, hodc vt tan thudc 14, rac bita bai

% Khong gilr gin vé sinh cong cong

% Khong hoan thanh céng viéc dung han dugc giao
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' Received a Writen

WARNING:

+ 2.2.Vi pham nghiém trong — Canh cao bang van ban

<> Thén% bao mudn hodc rai khdi nai lam viéc khi chua hét gid lam viéc
rﬂé khong dugc cap trén cho phép nhiéu hon hai lan trong mot
thang

% Khdng mac d‘én? phuc khi dang lam viéc, Khéng giao ca can than,
tuy y r@i khoi ca lam viéc va khéng bao vang mat

% Lam viéc ca nhan [(hi dang trong gi(‘j lam, Thay déi ca lam viéc ma
khong su dong y cia ngudi quan ly

% Néu nhan vién dén muén hoac vé sém haon 30 pht thi nhan vién do
sé bi bién ban xU ly ky luat

% Tung tin don bat Igi cho cong ty, viét thu nac danh va budc téi ma
khéng co ching cu

< Khong tuan theo ménh lénh cdp trén, c6 mau thuan, va lang ma
ngudi khac bang ngdn ng hoac hanh déng

% Ngugi lao dong khong cham cong khi dén lam viéc va khi ra vé

% Trong qua trinh lam viéc ngudi lao dong khéng dugc su dung dién
thoai ngoai trr mét sé trucng hgp céd su phé duyét cia Tong quan ly

% Trém cap hodc lam mét tai san cla ngudi s&t dung lao déng hoac
cla khach hang lan dau, véi gia tri thap
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« 2.3 Vi pham cyc ky nghiém trong — canh cao cudi cing

» Nhan qua hodc nhan héi 16 bang bét ky hinh thirc nao: bang tién hodc han
hda, hodc st dung tai san cong cho Igi ich ca nhan, xin tién bo hodc doi bai
thucng, hodc co bat ky hanh vi khéng trung thuc nao.

% Thuc hién cong viéc kinh doanh, lam an véi nha cung cdp hodc vdi khach
hang clia cong ty, hoéc Ioi dun cong viéc va vi tri dé héi 16 hodc nhan héi
16, hodc d6i x{I dac biét véi ngudi than clia nhan vién

% Gia mao tai liéu, c6 tinh che %lau su that, hinh thanh nhém va xdi giuc ngudi
khac tra thu, hoac c6 bat ky hanh vi nao khac gay anh hudng nghiém trong
dén danh tiéng cla cong ty

< Mang hang hda cam vao Cong ty, Uong rugu hodc say xin trong khi lam viéc

% Chai bai, ca cudc, doc cac tai lieu khong lién quan dén cong viéc, ngu, nghi
hodc co cac hanh déng giai tri trong gid lam viéc

% Tham gia va khudy déng tranh cdi, lién tuc gdy rac réi hodc tranh cai, danh
nhau v3i nguai khac

Vi pham lich lam viéc da dudc sap xép (vi du: tu y nghi, khong di lam nhu da
dugc phan cbng trong lich lam viéc), khong tuan theo lénh cap trén, thiéu
ton trong c&p tren va nhiing ngudi khac

% Nhan vién khong dugc chdm céng cho ngudi khac

% Danh thém chia khoa, sao chép tai liéu clia ngudi st dung lao déng ma
khong dugc phéep
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% SU dung quy tién, cac khoan vay mugn, va cac khoan tién cua
ngudi st dung lao dong ma khdng dugc phép

** Nghién ma tdy hodc rugu, mang ma tdy, rugu, do udng co
con vao ndi lam viéc, hoac khdng béao cao lai nhitng hanh vi
do khi phat hién

% Mang vi khi hodc vat dung gay chay dén nai lam viéc, de doa
dén an toan cla ngudi va tai san

% CO thai do khong ton trong, xdc pham hodc cai nhau vdi
quan ly hoac déng nghiép

% Lam viéc khong hiéu qua, thai dé phuc vu khong tét khién
cho khach hang khong hai long, tiép tuc c6 thai dé anh
hudng dén Céng ty hoac khach hang hoac dong nghiép

< Trém cap tai san clia cong ty hodc cta khach hang, cho du tai
san dé thudc s& hitu cla céng ty, hay cta khach hang, cua
nhan vién khac hodc cla bat ky bén thir ba nao khac, viéc tiéu
thu hoac mang thic an, dé uéng cta céng ty cép cho ra bén
ngoai cling dugc xem la hanh vi trém cap

< Khong thay déi thai dé mac du da bj canh cao trudc dé

% Tham gia mai dam
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WARNING RECORD
Bign ban canh.can
|
WARNING LEVELS:
LEVELS “erbal warning First written waming Final writtzn waming
Wike 06 bbidn, trdoh Ebin, trdch bing vin bdo [An 1 | Kbidn.trésh bing vdn bao 1An.
i §i o4
Service Charge 1-3 months no Service Charge 4-6 months no Service Charge
Deduction 1-3 thang khdng dwes.oban 4-6 tharg khdng dues. nhan
Bhat Service Charge Service Charge Service Charge
Mame (Tén): E/Code. (WM& obdnigo):
Position (Ghiss wu): Department (B4.phén:
DETAILS OF INCIDENT (CHI TIET WU VIEC)
Date (Mgéu): Time (Théi giap):
Location (Bia digp):
Brief sccount of Cffence/ Event (Midu 43 van 45t su wig):
Employes's Remarks {if sny) — Ubdn ¥ét ola.obda vidn.(0du o8)
ACTION TAKEN FOR THIS CASE Hinh thic ki lndt:
Employes's name & Signature | HOD T&C Manager Trade Union Genersl Manager|

(T&0 13 chil ki cla bbdo vigo)

(Toudna b pbény | (QL Bbso 34 Wao | Representative (Téog Cwso 1)

hes) [Bai dignCoog
Bos0)

Cate Letier Issued:




< Cac hanh vi qudy r6i mang tinh thé chat 1a nhiing déng
cham, s& mé, cdu véo, d6m ap hay hon ma khdng dugc ngudi
kia cho phép hay mong muén

% Cac hanh vi qudy réi phi IGi néi gobm cac hanh dong khéng
dugc mong muén nhu ngdén nglt co thé khiéu khich, biéu
hién khong ding dan, cai nhin ggi tinh, nhady mat lién tuc,
cac cU chi cla cac ngon tay

% Bao gdm ca viéc phd bay cac tai liéu khiéu dam, hinh anh, N =
vat, man hinh may tinh, cac ap phich, thu dién tu, ghi chép, ‘ nhé. Anh théy e dé
. P oA PN thuong lam, quen anh
tin nhan lién quan t&i tinh duc 8. Anh s5 Gi0p © 1am it

viéc ma luong van cao. :

< Ga gam qua tin nhan, chat

% Ngudi lao dong phai thong bao cho cap trén ngay khi déng
nghiép c6 y do qudy déi tinh duc dé cap trén co giai phap
ngan chan kip thai.
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IX. AN TOAN

1. Quy tac an toan
< Gilr gin nai lam viéc ctia ban gon gang, ngan nap va don rac hang ngay

% Khéng dung cac dung cu da hong hodc ¢ nat phai bao cao ngudi quan ly
truc tiép vé cac thiét bi hdng

% Quan sat tat ca cac bién b4o va tin hiéu an toan

% Khéng khuyén khich, thach d6 nhan vién khac c6 nhing hanh déng ngéc
nghéch va cling khong lam viéc d6 néu cd ai thach do, khuyén khich ban

% Hay la tdm guong vé an toan lao dong cho tat ca dong nghiép cla ban

+ 2.Trong trudng hgp hda hoan

% Gil binh tinh va bao c6 nhiing ngudi xung quanh ban ngay lap tdc
< Tim coi bao déng nai gan nhét, m& nap day, bdm ndt

< Goi téng dai va thong bao hda hoan xay ra & dau

% Khéng dung nudc trong trudng hgp hda hoan do dién

% Tat tat ca cac do dung dién

% Khi c6 hda hoan giup khéch tranh nan tai naoi tap két gan nhat

% Khong dugc dung thang may, chi dugc dung cau thang bd

Joul@ffice Fire
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GROOMING STANDARD AND PERSONAL APPEARANCE

4O
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Internal greeting:

Xin chao !l!



Con kién vang

Con kién l1a con klen vang
Khéng phai ho hang kién van chao nhau
_ Con kién la con kién nau
MOoi khi gap ban & dau ciing chao

_ Mgallery nhé khong nao
MOoi khi gap ban nhé chao héi nhau



Greeting guests:



Stand-by posture

% Always maintain a respectful, humble and proper posture toward guests.

1. Face
- Prepare to immediately act upon guest’s requests and expectations with a bright smile

and tidy appearance.

- Always maintain a smile and exude hospitality with the entire body.

- Maintain a proper and respectful posture

- Pull chin slightly forward. Keep head straight without leaning to any one side.
2. Hands

- (Women) Put right hand over left hand.

- (Men) Put left hand over right hand.

- Keep lightly over belly area.
3. Waist / Shoulders

- Keep back straight

- Check whether both shoulders are straight.

4. Legs
- Keep legs shoulder-width apart or with heels together in a comfortable posture

S0 as to be ready to move in an instant.
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Man

Woman




Greeting etiquette

% Standard of greeting guests

Neck bow
- Bow the head forward .
- Before and after bow, keep eyes at other person’s neck area.

Every time you meet the guests



Cúi chào.mp4




PROFESSIONAL IMAGE FOR WOMEN

HAIR:

Neat, clean and professional looking

Hair color should be in natural color tones

Hair must be styled away from the face and kept controlled

Hair accessories should be elegant, subtle and in conservative color. Accessories with extreme patterns and big hair clips
are not acceptable.
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PROFESSIONAL IMAGE FOR WOMEN

FACE:

* Simple, natural-looking make-up with natural tones must be worn with FO and FB, others at least
using lipstick.

* Fakes lashes are acceptable but without sparkling design.

* Extreme color contact lenses are not acceptable.

* Remember,The smile is the best makeup.




PROFESSIONAL IMAGE FOR WOMEN

NAILS:

* Clean and short nails at all times

* If manicured nails, to note it should not be chipped and bedazzling nail design are not
acceptable.

*  While working, do not pick nose with fingers or touch hair, face, or mouth.




PROFESSIONAL IMAGE FOR WOMEN
ACCESSORIES:
* Simple, elegant and tasteful design that matches outfit
* Up to two rings each hand. Do note no big stones
*  One watch
One pair of earrings, not exceeding 2 cm in diameter. Hoops are not allowed.
* For safety purposes, F&B employees should not wear dangling earrings
* For ambassadors who wear glasses, do not tinted lenses and black/brown frame only.




PROFESSIONAL IMAGE FOR MEN

HAIR:

* Neat, clean and professional looking

* Hair must be kept short; length not exceeding the collar nor covering the ears

* Sideburn should not be longer than > ear length

* Extreme hairstyle with geometrical designs are not acceptable

* Hairstyle should be clean shave and wash hair daily to prevent dandruff and unpleasant odors.

* Hair coloring allowed if natural in appearance and closest to your natural hair color
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PROFESSIONAL IMAGE FOR MEN

Facial Hair
* (lean shaven

* No beard or mustache




PROFESSIONAL IMAGE FOR MEN
ACCESSORIES:

* Conservative and matches outfit

*  One watch

* One bracelet is acceptable

* One belt. Do note no big flashy design

* Earrings are not acceptable

* No visible or offensive tattoos; Discreet is acceptable

* For ambassadors who wear glasses, do note tinted lenses and oversized/ cartoon frames are

not acceptable
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PERSONAL HYGIENCE

Must shower before reporting for duty / Tdm riva sach sé truée khi vao ca

Socks need to clean, no torn and change everyday / Gigt va thay tit hang ngay, khong dung zat rach khi di 1am

Must use deodorant before reporting for duty / Phdi dung cac loai khir mUi trude khi vao ca (néu cdn)

Cologne or perfume may be used in moderation / St dung nuwdc hoa o mirc do vica phai

Always brush teeth after meals. Staff with breath odor should take appropriate measures./ Ludn danh rang sau bita an, nhitng nhan
vién c6 mui hdi tir miéng can c6 bién phap vé sinh thuong xuyén phi hop.

Refrain from sneezing, coughing or hiccupping in front of guests / Khdng Adt hoi, ho, hodc ndc triede mat khach

No smoking in the hotel area / Nghiém cdm hit thuoc trong pham vi khach san va trong gio 1am viéc.
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UNIFORM

Formal business attire/ Sir dung trang phuc chinh thirc phuc vu cho cong viéc

Keep uniform clean and neat. Wear well-ironed uniform./ Gii dong phuc sach sé va gon gang, chi méc cdc trang phuc
da duwoc giat la can than

If stained or dirty, immediately replace with a new one/ Néu bj 6 hodc bén, can phdi thay ngay dong phuc méi

Be sure to make immediate repairs if button or seam comes loose/ Pdam bdo sira ngay néu niit hodc dwong may bi long
There should be no dust or dandruff on uniform/ Khéng cé bui hodc gau trén dongphuc

Skirt length should maintain standard determined by company/ Khong twy cdt ngdn hodc néi dai vay

Do not shorten or lengthen on your own/ Khéng tw ¥ cdt ngdn hodc néi dai dong phuc

Keep nametag and group badge uncovered on collar. Pin horizontally on Ieft Make sure your name is clearly visible/ Pé
bang tén va huy hiéu phia trude ngue bén trdi, dam bdo khéng bi che béi cé do va cé thé nhm thdy ré.

Pockets do not look t|dy when full. Keep them empty of unnecessary objects/ Giir tiii quan do trong gon gang khi day.
Néu do khong thuec sie can thiét thi nén dé tii trong

Always keep a fountain pen or ballpoint pen in inner pocket/ Luén giit but o tui trong

Do not keep pen in outer pocket/ Khéng dé but ¢ tiii ngodi



SHOES AND SOCKS FOR WOMEN

Solid black leather shoes/ Giay mau den

Closed toe, closed heel pumps/ Kin mili giay

No buckles, bows or straps/Khong cd khéa, ddy nor, ddy dai

Heeled shoes to be worn with Admin & Front Desk. Operational departments wear shoes
provided by Company/ Di giay theo diing tiéu chudn quy dinh

Clean & shine/ Sach s€ va ddnh giay

Women wearing dresses must wear tights that are the same color as their skin/ Déi véi
CBNV mdc chan vdy/vdy phdi mdc quan tdt mau da.

&
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SHOES AND SOCKS FOR MEN GIAY VATAT NAM

Black/Pen
Closed toes shoes/ Giay kin mi
Heels not higher than 3”7/ pé giay khong qua cao

Business shoes Giay céng sO
Match with outfit/Phu hgp v@i trang phuc
Black high socks/ TAt cao mau den
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UNIFORM STANDARD

Excom and MOD(Male)

White/light blue shirt/ Ao so mi tréng hodic xanh sdng
Blue/gray/black suits/ Ao vest xanh, xdm, hodic den
Brown/black shoes/ Giay ndu hodc den

Pins and Nametag provided by company/ Deo bdng tén
va huy hiéu céng ty cung cdp




UNIFORM STANDARD

Excom and MOD (Female)

Same set: Blues/Charcoal Suits; White/light blue
shirt

Separate:

- Black skirt ( 3cm longer from knees)/ Black
pants, White/black shirts, Any clolor jacket (no
short sleeves)

Other:

- Black/ brown/cream shoes

- Finger nails: polished be natural nude, light pink

(bold red, black are not allowed). Different colors

on the same hand are not allowed

- Nametag provided by company

Theo bd: Ao vest xanh hodc than, SO mi trdng
hodc xanh sang

Riéng khdng theo bj:

- Vdy ngdn mau den ( dai hon 3cm tir dau goi)
hodc qudn den, do so mi trdng hodc den, do
khodc dai tay bdt cit mau nao.

Khdc:

- Giay den, ndu hodc kem

- Mong tay: ddnh mau da tu nhién hodc héng

nhe (Khéng dugc phép st dung cdc mau dé dam,

den). Khéng dugc phép son hai bén mdéng hai
mau khdc nhau

- Deo bdng tén va huy hiéu do céng ty cung cdp




UNIFORM STANDARD

Managers

QUAN LY / PHO QUAN LY
MANAGER / ASSISTANT MANAGER




UNIFORM STANDARD

Administration
Offices

BO PHAN HANH CHiNH BO PHAN HANH CHiNH
ADMINISTRATION ADMINISTRATION




UNIFORM STANDARD

Housekeeping

BO PHAN HOUSEKEEPING BO PHAN HOUSEKEEPING
HOUSEKEEPING HOUSEKEEPING




UNIFORM STANDARD




UNIFORM STANDARD




UNIFORM STANDARD




UNIFORM STANDARD




UNIFORM STANDARD

BO PHAN F&B - LE TAN
F&B - HOSTESS




UNIFORM STANDARD

BO PHAN F&B - PHUC VU

F&B - SERVER




UNIFORM STANDARD

BO PHAN F&B - BARTENDER BO PHAN F&B - BARTENDER
F&B - BARTENDER F&B - BARTENDER




UNIFORM STANDARD

BO PHAN BEP - NV NAU BEP BO PHAN BEP - NV NAU BEP

KITCHEN - COMMIS KITCHEN - COMMIS




UNIFORM STANDARD

| |

BO PHAN BEP - CHEF DE PARTIE
KITCHEN - CHEF DE PARTIE

BO PHAN BEP - CHEF DE PARTIE
KITCHEN - CHEF DE PARTIE




BO PHAN BEP - STEWARD BO PHAN BEP - STEWARD
KITCHEN - STEWARD KITCHEN - STEWARD




UNIFORM STANDARD

BO PHAN SPA - TRI LIEU VIEN
SPA - THERAPIST




UNIFORM STANDARD
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UNIFORM STANDARD

ENGINEERING




UNIFORM STANDARD

Name Tags and Pins

Nametag should be worn above the
pocket place, on the left side of the
uniform/ Bdng tén cdn phdi deo phia
bén trai trén tui nguc

Pin should be worn above name
tag/ Huy hiéu deo can déi phia trén
bdng tén

Pins are for FO, FB, HK and
Managers/ Hién huy hiéu ALLSAFE
dugc cung cdp cho bo phan FO, FB,
HK va cdc quan ly




UNIFORM STANDARD

Winter Uniform

- Jacket Uniform outside with all
closed button
- Name tags and pins are outside




.
TELEPHONE ETIQUETTE
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Acatel Lucent 8068 Bittel HA9888
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LED
e Flashing blue: incoming call Arrival of a new call
Bluetooth® e Flashing orange: alarm

wireless handset
(8068BT)

Wired handset

e  Color screen
e 10 dedicated functions keys

3.5 mm headset [ Navigation ]

jack

Permanent feature keys: quick access
Alphabetic to the phone’s main features
keyboard

An adjustable and stable foot

Loudspeaker
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Mute Ngat tiéng

Hold Gilr dién thoai
Vol + Tang am lugng
Vol - Gidam am lugng
Flash Chuyén cuéc goi
Redial Goi lai s6 vira goi
SPKR Bat loa ngoai




Using the phone/ St dung dién thoai

We need to understand how to use and using proficiently to
give professional services for our guests / Chung ta phdi biét
va st dung théng thao cdc chiic ndng cua dién thoagi dé cé thé
tao ra hinh anh chuyén nghiép déi véi khdach hang.




Basic Funtions/ Cac tinh nang co ban

« Answer the phone/ Trd (oi cudc goi: Take the phone to ear or press speaker button / Nhdc
dién thoai [én hodc Gn phim speaker dé nghe bdng loa ngoai (khéng khuyén khich).

« Hold/ Gir cudc goi: Press "hold” button/ An phim hold.

« Transfer/ Chuyén cudc goi:
+ Answer the call / Tra loi cudc gol.
+ Press “transfer” and extention number (Acatel Lucent 8068) or Press “Flash” and extention

n,umber (Bittel HA9888) / An phim “transfer” va s6 mdy lé (v&i mdy Acatel Lucent 8068) hodic
An phim "Flash” va s6 mdy (é (V&i mdy Bittel HA9888)




THE PHONE CONVERSATION/ Giao tiép qua dién thoai

* When you speak on the phone, guests cannot see you, but they can
feel your attitudes and services by voices and languagues you use

Khi ban néi chuyén qua dién thoai, cé thé khdch hang khéng nhin thdy
ban. Nhung ho ¢ thé cdm nhdn thdi dé va dich vu cua ching ta qua
gliong néi va ngbn ngif ma chung ta st dung.



THE PHONE CONVERSATION/ Giao tiép qua dién thoai

Don't

* Place the receivers in a place where the receivers could hit something
» Talk to other when you answering the phone

» Eating or drinking when you answering the phone

* Put receiver on shoulder

 Keep other phones ringings in other extentions

« Speak to caller impolitely : ‘nham sé may lé/wrong_extension’, ‘Dgi/wait’,
‘GIT may/hold on’, ‘Anh ay/co ay khdng 'co mat G dayé.he\/she Is notin’,
‘tai s?go anh/chi goi dién?/why are youcalling’, ‘anh/chi la ai?/who are
you®



THE PHONE CONVERSATION/ Giao tiép qua dién thoai

Khéng

- D3t 6ng nghe & noi 6ng nghe c6 thé va vao moét vat gi do.
« Ti€p tuc néi chuyén trong lic dang néi chuyén dién thoai.
« An hodc uéng trong lic dang néi chuyén dién thoai

« Dat 6ng nghe vao vai.

« D& chudng ti€p tuc reo & mét sé may lé khéc.

* N&i vGi khach hang th cach cdc |6c va batllch SU nhaAm 0 may
|&/wrong exten5|on dl wait’, ‘Gi may/hold on ’An ay/co ay
khong co mat & day/he/she is not |n ta| sao anh/ch |,)go|
dién?/why are you callmg, ‘anh/chi 13 ai?/who are you



QUY UYOC SU DUNG PIEN THOAI

First impression is the best impression

So that let's start the conversation with a
professional manner and good service attitudes

An tugng dau tién la duy nhét

Vi vay hay bat dau cudc néi chuyén véi phong
cach chuyén nghiép va thai do dich vu tét.




&> M PRIOR TO THE PHONE CONVERSATION
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HOTEL
COLLECTION

1. Have a note-pad or something to
take notes on handy

2. Have your computer ready to use

3. Be sure to drink plenty of water

4. Try to answer the calls within 3
rings/ 10 seconds

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS
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<GP M LUU Y TRUG'C KHI DAM THOAI

HOTEL
COLLECTION

1. Chuan bj san giay nhé hoac twong
tw de viét ghi chu trong tam tay

2. May tinh dang m& va san ding

3. Chac chan rang ban da udng
du nudc

4. Tra |&i cude goi trong 3 hoi
chuong/ 10 giay.

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS



HOTEL
COLLECTION

> M BEGINNING TO THE PHONE CONVERSATION
State the name of the

hotel

“Thank you for calling Stgte the name Of_ the
Hotel de la coupole/ office you're working for

Welcome to Hotel De Outside In-house el
La Coupole Sapa guests guests Desk/Operator/Concierge
“This is John speaking”;
Introduce your “John's speaking”
own name “My name is John”
‘ ‘ Offer
assistance

“May | help you?”
“How can | help
you?”

“At your service!”

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS
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Example

“Xin chao!!! Welcome to Hotel De La Coupole Sapa, Front Desk, Giang’s
speaking. How can | help you?”

Internal

“Xin chao!!! Front Desk, Giang’s speaking”

“Xin chao!!! Front Desk, Giang’s speaking How can | help you?”




<> M BAT DAU DAM THOAI

b 11

GALLERY

HOTEL
COLLECTION

Néu ra tén ctia khach Xin chao!
san: L
Néu tén cua bd phan ban

“Thank you for calling A Viee
Viéc.

Hotel de la coupole” : !
hodc “Welcome to Outside In-house Front
Hotel De La Coupole guests guests Desk/Operator/Concierge

Sapa”
NSRBI  “This is John speaking”
own hame “My name is John”
‘ ‘ Offer
assistance

“May | help you?”
“How can | help
you?”

“At your service!”

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS
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Vi du thyc tién

Cubc goi tw
bén ngoai

“Xin chao!!! Welcome to Hotel De La Coupole Sapa, Front Desk, Giang’s
speaking. How can | help you?”

Cubc goi

ndi bd

“Xin chao!!! Front Desk, Giang’s speaking”

“Xin chao!!ll Front Desk, Giang'’s speaking How can | help you?”




w M DURING THE PHONE CONVERSATION

HOTEL
COLLECTION

If the caller shares their
own name, implement it
throughout the call

« Answer the phone with a smile

« Using friendly word and phrases

« Respond enthusiastically as if you
are answering the questions for

the first time.

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS



M LUU Y TRONG QUA TRINH DAM THOAI

GALLERY

HOTEL
COLLECTION

If the caller shares their
own name, implement it
throughout the call

« Mim cw&i khi néi chuyén.

« St dung cac tlr, cum tir than thién khi giao
tiép.

- Nhiét tinh khi tra 1&i dién thoai, gidbng nhw

ban dang tra I&i cau héi dé lan dau tién.

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS



&> M PUTTING SOMEONE ON HOLD

*-S'-”. 4 GALLERY

HOTEL
COLLECTION

« First ask if the caller is okay with doing so

» If you think they’ll be waiting longer than 1-2
minutes.

1. They can remain on hold. 2. You can call them back later
Give them a time estimate of how long the Be sure to call them back as soon as
wait will be possible

Make Customers
Happy to Wait
On Hold

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS




& M YEU CAU NGU Ol GOI GIT MAY

*-S'-”. 4 GALLERY

HOTEL
COLLECTION

 PAu tién hay thédng bao va xin y kién ngudi goi

trwde khi gite may
« Gilr may néu ban nghi khéng qua 2 phut.

1. Nguwdi goi ddng y gitr may 2. Ban c6 thé goi lai sau.
Buwa cho ho thdi gian ho sé ch& khoang Chéc chan rang ban sé goi lai ngay khi cé
bao lau thé

Make Customers
Happy to Wait
On Hold

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS



R couroly 2 M Example / Vi du thwec tién

ol I. 4 GALLERY

HOTEL
COLLECTION

Alo, em oi em kiém tra xem phong . e -
clia anh c6 bao gdm an sang khéng Vang. AnhTuyén, & phong 522 phai
VO khong a?

Pung rdi em. Anh vui long gilr may trong giay lat, em
kiém tra r6i bao lai v&i anh luén dwoc
khéng a?

OK em.

Em cam on anh da git* may. Em kiém
tra thay phong 522 clia minh da bao
gom an sang roi anh a.

Ok. Cam on em

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS



w M TRANSFERRING CALLS

HOTEL
COLLECTION

Always ask the caller that you doing so
Tell the caller what would you do.

Always give the caller the extension you are
CALL transferring them to.

After the transfer, stay on the line until the other
TIIAMEFEI!

a=>d

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS

Give this person enough information about

the call, so that the caller will not have to re-
explain their situation or question.




w M CHUYEN CUOC GOl

COLLECTION

Ludn théng bao cho nguwdi goi vé viéc
ban sé chuyén cudc goi

NGi cho nguwdi goi biét ban sé lam gi

‘{_.? CALL Ludn dwa nguwdi goi sd may 1é ma ban sé& chuyén toi

Sau khi chuyén hay gitr may cho dén khi dau bén
TRAHEFER y Y9 y

; E kia nhac may.

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS

Bua thong tin day dU ve cudc goi cho
ngwoi nghe & dau may lé, nhw vay ngudi

goi sé khéng can phai giai thich lai vé tinh
hudng hay vé cau hdi




M

GALLERY

HOTEL
COLLECTION

@

Alo, cho anh gap BP dat phong em

Anh tén la Ninh. Anh khach Ié théi,
anh mudn dat phong hdm mung 1

Example / Vi du thuwc tién

Vang. Minh & bén cbng ty du lich phai
khéng a? Anh vui Iong cho em xin tén va
don vi cia minh dwoc khéng a?
Anh vui long gilr may, em sé& nGi may
cho anh gap bd phan dat phong, sb

Ay 1é 6143, dwoc khdng a?

Xin chao, bé phan dat phong phéi khéng a?
C6 anh Ninh khach Ié, anh mudn gap dé dat

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS

phong hém mung 1. Em ndi may cho chj nhé

F. N6i may cho chj di em




Take notes/ Ghi lai loi Message
nhdn ——

8 diém can nhd khi ghi lai 1oi nhan

1. Tén cua nguoi goi

2. Tén cua cong ty cua nguoi goi dién
3. S6 dién thoai

4. Tin nhan

5.Yéu cau hanh dong

6. Thot gian va ngay goi dién

7. Tén ctia nguoi ghi lai tin nhin

8 .Tén cuia nguoi nhan 101 nhan
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/Y\ ENDING THE PHONE CONVERSTIONS

GALLERY

iiiiii
COLLECTION

P WO D¢ ,',' .
R COUPOLLE 28

“Thank you” , “You’re Welcome”, “My pleasure”
“Is there anything else | can help you with?”
“Thank you for calling Hotel De La Coupole Sapa”

. . “It's been a pleasure talking to you”
“Nice talking to you”
\/ “Have a great day”
“Goodbye”

“Should you need any assistance, please call me”
‘I am glad we are able to help”
“Feel free to call me at extension XXX”

TELEPHONE ETIQUETTE WITH LQA UPSCALE STANDARDS
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