MGALLERY VIETNAM
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POLICIES & PROCEDURES
Amended: SPA - KID CLUB - 2026
- 0017
Subject: Kids Club Operations/Van hanh phong vui choi tré em 08 pages

OBJECTIVE / MUC TIEU

To ensure a safe, nurturing, inclusive, and
enjoyable environment for all children while
respecting their unique identity.

Pam bdo moi trudng an toan, nudi dudng,
hoa nhdp va vui vé cho tat ca tré¢ em, dong
thoi ton trong ban sac riéng cua tung tré.

POLICY/ CHINH SACH

Kids Club program is for children aged 2—-12
years. Children under 2 require parental
supervision.

Respect children’s identity including race,
gender, abilities, religion, and socio-economic
background.

Staff cannot administer medication, feed,
or change diapers.

Children must have a clean diaper and
appropriate clothing.

Emergency procedures and hotel
regulations must be strictly followed.

Chuong trinh Kids Club danh cho tré tur 2—
12 tudi. Tré dudi 2 tudi phai c6 phu huynh
giam sét.

Tén trong ban sic cua tré bao gdm ching
toc, gidi tinh, kha ndng, ton gido va hoan
canh xa hoi.

Nhan vién khéng dwgc cho tré udng
thudc, dn hoic thay ti.

Tré can mic ta sach va trang phuc phu hop

Tuén thu nghi€ém ngat cac quy trinh khan
cap va quy dinh khéch san.

Key points / Piém chinh:

Receive children’s information: Room number, age, allergies, special needs.

T ié'p nhdn thong tin tré: 56 phong, do tuéi, di ung hodc nhu cau ddc biét.

Ensure all equipment is functional and safe; report damages to technician immediately.
Pdm bao trang thiét bi hoat dong tot va an toan; théng bdo hong héc cho bg phan ky thudt

ngay lap tuc.

HOTEL DE LA COUPOLE SAPA | SOP — SPA

Page 1 of 7




V.
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Promote positive interactions, sharing, and inclusivity.
Khuyeén khich tré cw xu tich cuc, chia sé va hoa nhap.

Additional rules / N§i quy:

Operating hours: 09:00 — 18:00.

Gio mo cuwa: 09:00 — 18:00.

Children must remove shoes before entering.

Tre phai coi giay khi vao Kids Club.

No outside toys allowed; Kids Club toys cannot leave the room.

Khéng mang d6 choi tir nha vao; do choi Kids Club khéng dwoc mang ra ngodi.

Pick-up only by parents or authorized guardians.

Tré chi dwoc don boi phu huynh hodc nguoi gidm ho dwoc iy quyén.
After-hours childcare incurs VND 300,000 per hour per child.
Ngoai gio sé tinh phi 300,0004/gio/tré.

Procedure / Thii tuc vidn hanh

A. Pre-Opening / Chudn bi trudc gio: mé civa

1.

2.

Check electricity, air conditioner, TV, lighting.

Kiém tra dién, diéu hoa, TV, anh sang.

Inspect and clean toilets, sinks, toilet paper, hand soap.

Kiém tra va don dep nha vé sinh, lavabo, gidy vé sinh, xa phong.
Wash water bottles, cups, napkins; replace if dirty.

Rira binh nuée, coc, khan I6t; thay néu ban.

Organize mirrors, cabinets, drawers, and cupboards.

Scp xép va lau guwong, ti, ngan kéo.

Clean drawing tables, play tables, chairs, bean bags.

Lau don ban vé, ban choi, ghé ngoi, ghé lioi.

Count and check all toys and equipment; check teddy bears for stains or tears.
Pém va kiém tra do choi; kiém tra gdu bong vét ban hodc rach.
Clean carpets; monthly deep-clean toys on sunny days.

Vé sinh tham; vé sinh siu do choi méi thang vdo ngay ndng.

B. Guest Reception & Communication / Pén tiép va giao tiép

Step 1 — Welcome / Chao don:
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e Greet the parent and child warmly:
“Good morning! Welcome to Bobbins Kids Club. May I confirm your child’s name, room
number, age, and any allergies today?”’
Chao hoi phu huynh va tré: '
“Chao buoi sang! Chao mirng dén Kids Club Bobbins. Em ¢6 thé xin xdc nhén tén, sé
phong, uéi va dj itng cia tré hom nay khong a?”

Step 2 — Verify Information / Xdc nhdn thong tin:

e Record child’s room number, name, health status, likes/dislikes, and guardian contact.
Ghi nhdn so phong, tinh trang swc khoe, so thich va thong tin lién hé cua phu huynh.

Step 3 — Safety Briefing / Huwéng déin an toan:

o Explain rules: remove shoes, no outside toys, pick-up procedure.
Giai thich noi quy: coi giay, khong mang do choi tw nha, quy trinh don tre.

Step 4 — Escort / Huwéng din vio phong:

+ Walk child to play area; point out toilet, hand-washing station, emergency exits.
Dan tré vao khu vuc choi; chi ra nha vé sinh, cho rua tay, [0i thodt hiém.

C. During Stay / Trong khi tré ¢ Kids Club

1. Supervise children at all times; engage in activities and games.
Giam sat tre moi luc, tham gia hoat dong va tro choi.

2. Rotate toys and organize group activities every Saturday.
Ludn phién dé choi va té chirc hoat ddng nhém vao thir 7.

3. Monitor for safety hazards; report any issues immediately.
Theo déi nguy co an todn; bdo cdo s c¢é ngay ldp tirc.

4. Handle spills or messes promptly; maintain cleanliness.
Xk Iy tran d6 hodc ban ngay; giit vé sinh.

Sample dialogue / Hgi thoai méu:
+ Staff: “Would you like to draw or play with blocks first?”
Nhdn vién: “Ban muon vé hay choi xép hinh truoc?”

o Staff: “Remember to wash your hands before snack time.”
Nhdn vién: “Nho rva tay truoc khi an nhe nhe.”
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D. Pick-Up Procedure / Quy trinh dén tré

1. Notify parents 5-10 minutes before scheduled pick-up.
Thong bao phu huynh trucc 5—10 phut gio don tre.
2. Verify identity of the adult picking up the child.
Xdc nhdn nguwoi dén don la phu huynh hodc nguoi dwege ity quyén.
3. Give a brief report: activities, behavior, meals, nap (if any).
Bdo cdo ngdn vé hoat dong, hanh vi, bita an, gidc ngii (néu c6).
4. Return personal belongings; ensure no toys are taken out.
Tra do ding ca nhan, dam bao khéng mang do choi ra ngodi.

E. Closing / Két thic hoat dong

1. Clean and sanitize all toys, tables, chairs, and play areas.
Lau don va khik triimg do choi, ban ghé va khu viec choi.
2. Check all equipment; report maintenance needs.
Kiém tra thiét bi; bdo héng héc can sira chita.
3. Lock and secure the room.
Khoa va bao vé phong.

F. Closing Interaction / Giao tiép két thiic
Step 1 — Thank the child / Cam on tré:
+ Staff: “Thank you for joining us today! You were amazing in all the activities.”
Nhan vién: “Cam on con da tham gia hom nay! Con thdt tuyét voi voi tat ca cdc hoat
dong.”
Step 2 — Communicate with the parent / Thong bdao véi phu huynh:

o Staff: “Your child enjoyed the games and activities. Everything went smoothly.”
Nhdan vién: “Con cua quy khach da rat vui voi cac tro choi va hoat dong. Moi viéc dién ra

»”

suon se.
Step 3 — Return belongings / Trd dé ding cé nhén:

» Staff: “Here are all your child’s belongings. Please make sure nothing is left behind.”
Nhdn vién: “Bay la tdt cd dé ding cia con quy khdch. Vui long kiém tra xem c6 dé ndao bo
quén khong.”
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Step 4 — Farewell & Well Wishes / Chao tam biét va loi chiic:

Staff: “We hope you had a wonderful time! Have a lovely day and enjoy your stay at
MGallery Sapa.”

Nhan vién: “Chung toi hy vong con da co khoang thoi gian vui vé! Chuc quy khach mot
ngay tuyét voi va tan huwong ky nghi tai MGallery Sapa.”

Optional — Encourage future visits / Khuyén khich quay lai:

Staff: “We look forward to seeing you again next time!”
Nhan vién: “Mong som duoc gap con va quy khdach vao lan toi!”

IV. Emergency Procedures / Quy trinh khén cép

1.

Fire / Fire Drill / Chay:

Evacuate children and staff via stairs to the designated assembly point in the hotel parking
area.

Di chuyén tré va nhdn vién bang cau thang dén khu viee tdp két phia bdi do xe ngodi sanh
khach san.

Guide children calmly, ensure headcount, and maintain order.

Hucong dan tré binh tinh, kiém tra so luong va duy tri trdt tu.

Power Outage / Mt dién:
Staff to visit all areas, reassure children and parents, prevent panic, ensure safe exits.

Nhdn vién di kiém tra cdc khu vuee, trdan an tré va phu huynh, ngan hodng so' va hieémg dan
[oi thodt an toan.

V. Score & Audit / Piém & Kiém tra

Criteria / Tiéu chi Score / Notes / Ghi chi
Diém
Staff greeting & info collection / « Warm, complete, professional /
i\ilr:]an vién chao hoi & lay thong 15 Than thién, day dd, chuyén nghiép
Adherence to safety rules / 20 e Shoes off, toy rules, supervision /

Tuan thd quy tdc an toan Céi giay, luat dé choi, giam sét
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Score /

Criteria/ Tiéu chi \x Notes / Ghi chu
Diém
. . e Children involved, positive

* Actwﬁyﬂengagement/Tham g 15 interaction / Tré tham gia, tuong

hoat déng L

tac tich cuc

e Cleanliness & organization / Vé e Room, toys, toilets / Phong, db

. o 15 , N

sinh & sap xép choi, nha vé sinh

e Staff knows evacuation, ,fire,
15 power outage / Nhan vién biét so
tan, chay, mat dién

o Emergency preparedness /
Chudn bj khén cép

e Communication with parents / e Clear, reassuring, polite / RG rang,
Lz 10 £ ;
Giao tiép voi phyu huynh tran an, lich sy
e Emotional intelligence / Tri tué 10 e Calm, pgtient, attentive / Binh tinh,
cam xuc kién nhan, quan tam

Total / Tong: 100 points
VI. Recommendations / Khuyén nghj

1. Smile & Eye Contact / Mim cwoi & Giao tiép bang miit

« Always greet children and parents with a warm smile and make eye contact.
Luén chao dén tré va phu huynh véi nu cieoi dm ap va giao tiép bang mit.

2. Use the Child’s Name / S dung tén tré

« Address the child by their name naturally, without overusing it.
Goi tré bang tén mot cach tw nhién, khong lam dung qua nhiéu.

3. Be Calm & Patient / Binh tinh & Kién nhan

« Speak softly and move calmly to create a secure and comforting environment.
Noi nhe nhang va di chuyén tir ton dé tao khéng gian an toan va thodi mdi.

4. Positive Reinforcement / Khen ngoi tich cuc

« Praise achievements and good behavior to encourage confidence.
Khen ngoi thanh tich va hanh vi tot dé tré tu tin hon.
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o

Engage Parents / Twong tdc voi phu huynh

Keep parents informed about activities, pick-up times, and their child’s experience.
Thong bao cho phu huynh vé cac hoat dong, gio don va trai nghiém cua tre.

6. Observe & Ensure Safety / Quan sdt & DPdm bdo an toan

Always monitor children and anticipate potential hazards.
Luon quan sat tré va dy dodn cac moi nguy hiém co thé xay ra.

~

Prepare the Room / Chudn bi phong

Check equipment, toys, and hygiene items before children arrive.
Kiém tra trang thiét bi, do choi va vat dung vé sinh trudc khi tre den.

8. Handle Belongings Carefully / X Iy d6 ding cén thin

Keep children’s personal items organized and return them at pick-up.
Gilr do dung ca nhan cuia tré gon gang va tra lai khi don tré.

9. Positive Farewell / Chao tam biét tich cuc

End the session with a warm goodbye and a sincere well-wish for the child and parents.
Ket thuc buoi voi loi chao am ap va loi chuc chan thanh cho tré va phu huynh.

10. Anticipate Needs / Du dodn nhu ciu

o Think ahead to provide a seamless, caring, and memorable experience.
Luon chu dong dé mang dén trai nghiém lién mach, quan tam va dang nho.

Prepared by Approved by
Dang Thi Yen Pedro Miguel Oliveira Neto
L&D and Wellness Manager General Manager
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