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OBJECTIVE / MUC TIEU

e Ensure the pool area is clean, safe, and provides
attentive service to create a premium relaxing
experience.

e Enhance guest satisfaction through professional
service, friendly communication, and empathetic
behavior.

e Follow strict safety and hygiene protocols
according to international standards.

e Pam bao khu vuc bé boi luon sach sé, an toan
va phuc vu t@n tam, tgo trai nghiém thu gian dang
cap.

e Nang cao su hai long cua khach qua dich vu
chuyén nghiép, giao tiép than thién va ung xu thau
cam.

e Tudn thu nghiém ngat quy trinh an toan va vé
sinh theo tiéu chuan quoc té.

POLICY/ CHINH SACH

e Greet guests within 30 seconds of entering
the pool area.

e All staff must always smile and maintain
eye contact when greeting and
interacting with guests.

e Maintain a friendly attitude, warm smile,
calm voice, and positive body language at
all times.

e Ensure towels, sunbeds, and poolside
equipment are clean and replenished
regularly.

e Prevent guests from entering the pool area
if safety regulations are not met or if rules
are violated.

e Respect guests’ privacy and comfort, while
proactively offering assistance when
needed.

e Chao dén khach trong vong 30 gidy ké tir
khi khach bude vao khu vuc bé boi.

e Tat cd nhan vién phai lubn mim cwoi va
giao tiép bang mat khi chao dén va
twong tac véi khach hang.

e Luon duy tri thai d§ than thi¢n, ny cuoi
tuoi, giong noi nhe nhang va ngdn ngir co
thé tich cuc.

e Pam bao khin tim, ghé nam va cac thiét bi
bén bé boi ludn sach s& va dugc bd sung
kip thoi.

e Khong cho khach st dung bé khi c¢6 dau
hiéu khong an toan hoac vi pham ndi quy.

e Ton trong quyén riéng tu va sy thoai mai
ctia khach, dong thoi chii dong hd trg khi
can thiét.
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o Follow fire safety, rescue protocols, and e Tuan tha nghiém ngat quy dinh phong chay
hotel regulations strictly. chira chay, ctru ho va quy dinh khach san.

Il. SERVICE PROCEDURE & SAMPLE DIALOGUES / QUY TRINH PHUC VU & HOI
THOAI MAU

1. GREETING THE GUEST / DON TIEP KHACH

Approach and greet guests within 30 seconds of their arrival at the pool area.
Khi khach den khu viee bé boi, nhan vién phdai tiep can va chao hoi trong vong 30 gidy.

Sample dialogue / Hoi thoai miu:

"Good morning/afternoon, welcome to our pool area! How may I assist you today?"

"Chao anh/chi, xin moi anh/chao mirng anh chi dén voi bé boi a. Em co the ho tro gi cho anh/chi
'a?ll

2. INQUIRY & CONFIRMATION / HOI & XAC NHAN NHU CAU

Ask guests apout thgir needs such as tovx{els:, sunbedg, drinks, or kids’ pool area.
Hoi khach vé nhu cau su dung khan, ghé nam, dé uong hodac khu vuc boi tré em.

Inform guests of safety policies, e.g., children under 12 must be supervised by an adult.
Thong bdo noi quy an toan, vi du: tré em duoi 12 tuoi phai co nguoi lon di kem.

Sample dialogue / Hgi thoai méu:

"Would you like a towel or a sunbed? We also offer poolside drinks and snacks if you're
interested.”

"Anh/chi cé mudn khan tam hodc ghé nam khéng a? Chiing téi ciing cé phuc vu d6 uéng va mon
nhe bén ho boi."

"For the safety of all guests, children under 12 must be supervised by an adult at all times."
"Vi sw an toan cua moi khach, tré em dwoi 12 tuoi vui long co nguoi lon di kem a."
3. GUIDANCE & FAQ./ HUONG DAN & GIAI AP THAC MAC

Explain pool facilities, kids’pool area, deep/shallow zones, and pool rules.
Gidai thich tién ich bé boi, khu boi tré em, khu vuc bé sau - nong va quy dinh sur dung.
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Offer information on Spa services, Pool Bar, or nearby restaurants when appropriate.
Tw van dich vu Spa, Pool Bar hodc nha hang gan do khi khach quan tam.

Sample dialogue / Hgi thoai méu:
"Our shallow area is suitable for children, and lifeguards are on duty from 8 AM to 8 PM."
"Khu viee bé nong phu hop cho tré nho, doi cueu ho lam viéc tue 8 gio sang dén 8 gio toi."”

"If you’d like, I can also share our Spa and Pool Bar menus for a more relaxing experience."
"Neu anh/chi muon, em co thé gui anh/chi thuc don Spa va Pool Bar dé tham khado thém a.”

4. INSPECTION & MAINTENANCE / KIEM TRA & BAO TRI

Check cleanliness of sunbeds, towels, and pool surroundings every hour.
Kiém tra vé sinh ghé nam, khan tam va khu vuc quanh bé boi moi gio.

Ensure no sharp objects sllppery spots, or hazards in the pool area.
Pdm bao khéng cé vt sdc nhon, diém tron trieot hodc nguy hiém trong khu viec bé boi.

Immediately report any safety incidents or guest misconduct to management.
Bdo cdo ngay su co an toan hodc vi pham ngi quy cua khdach cho quan Iy.

5. FAREWELL & INVITATION TO RETURN / CHIA TAY & MQI KHACH QUAY LAI

Stand, smile, and sincerely thank guests when they leave the pool area.
Dung ddy, mim cwoi va cam on khach khi ho roi khu vuc bé boi.

Sample dialogue / Hoi thoai miu:
"“Thank you for visiting our pool today, we hope to see you again soon!" ’ ‘
"Cam on anh/chi da sw dung dich vu bé boi cua chung t6i, rat mong dwoc don tiép anh/chi lan sau

a. "

IV. EMOTIONAL INTELLIGENCE & BEHAVIORAL EXPECTATIONS / TRi TUE CAM
XUC VA UNG XU

Maintain positive, calm, and confident attitude in all situations.
Luén giit thai do tich cuc, diém tinh va ty tin trong moi tinh huong.

Practice active listening; do not interrupt guests when they speak.
Lang nghe chu dong; khong ngat loi khach khi ho dang noi.
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Empathize with guests to understand and fulfill their needs thoughtfully and personally.
Dat minh vao vi tri khach dé thau hiéu va dap vng nhu cau mot cach chu dao, ca nhan hoa.

Stay composed and show empathy in challenging or dissatisfied guest interactions.
Giit binh tinh va thé hién s thau cam khi xit Iy cdc tinh hudng khé khan hodc khdach khong hai
long.

Collaborate smoothly with colleagues to ensure organized and professional service without
repetition or intrusion. 7 ‘

Hop tac nhip nhang voi dong nghiép dé dam bao dich vu chuyén nghiép, khong gay phién todi hodc
trung lap.

Avoid language or attitudes that may cause guests to feel uncomfortable or disrespected.
Tranh suw dung twr ngir hodc thai do khién khach cam thay bi lam phién hodc khong dwoc ton trong.
V. MONITORING & REPORTING / KIEM SOAT VA BAO CAO

Perform regular safety inspections and document any abnormalities.
Thuee hién kiém tra an toan dinh ky va ghi chép moi bat thuong.

Report incidents, rule violations, or technical issues immediately to management.
Bao cao ngay cho quan Iy khi co sw co, vi pham hodc truc trdac ky thudt.

Record guest feedback and suggest improvements to service quality.
Ghi nhdn phan hoi cua khdch va dé xuat cdi tien dich vu.

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