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POOL & FITNESS CENTER

QUY TRINH VAN HANH THEO TIEU CHUAN LOA — HO BO!I & PHONG

TAP

Score: Applies to Pool Attendants, Lifeguards, Fitness
Attendants, Recreation Team Members and Duty Managers.

|.  OBJECTIVE / MUC TIEU

To ensure the Swimming Pool and Fitness
Center consistently deliver a luxury
experience aligned with MGallery brand
values and LQA (Leading Quality
Assurance) standards.

To integrate operational excellence,
sustainability, and Emotional Intelligence in
every guest interaction.

Dam bao H6 boi va Phong tap ludn mang
dén trai nghiém dang cap phu hop véi gia
tri thwong hiéu MGallery va tiéu chuan
LQA.

Két hop van hanh xuét séc, phat trién bén
virng, an toan va tri tué cam xdc trong moi
twong tac véi khach.

l1l. POLICY/ CHINH SACH

1. Brand & LQA Compliance/Tuan thu thwong hiéu va LQA

All operations must comply with MGallery brand standards, LQA audit criteria and local legal
regulations.
Moi hoat déng phdi tudn thi tiéu chudn thirong hiéu MGallery, tiéu chi LOA va quy dinh phdp ludt
dia phwong.

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

Tdt ca nhan vién phai luon mim cwoi va giao tiép bang mat khi chao don va twong tac voi khach

hang.
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Service delivery must reflect luxury positioning, elegance and emotional engagement.
Dich vu phdi thé hién ddng cdp sang trong, tinh té va két néi cam xiic.

2. Safety First Policy/Chinh sach an toan la trén hét

Safety is the highest priority in all recreational areas.
An toan la wu tién cao nhat tai moi khu vuc giai tri.

Emergency buttons, rescue eqmpment and safety signage must be inspected dally before opening.
Nuit khan cdp, thiét bi ciru hé va bién bdo an toan phdi dwoc kiém tra méi ngay triwde gio mé cira.

Any incident must be reported immediately and documented according to hotel procedures.
Moi su co phai dwoc bdo cao ngay va ghi nhan theo quy trinh khach san.
3. Response Time Policy/ Chinh sach théi gian phan haoi

Guests must be acknowledged within 30 seconds upon entering Pool or Gym areas.
Khach phai dwoc nhdn dién va chao don trong vong 30 gidy khi budc vao ho boi hodac phong tap.

Telephone calls must be answered within 3 rings or 10 seconds with professional greeting.
Dién thoai phai dwoc tra loi trong vong 3 hoi chuong hoac 10 gidy voi loi chao chuyén nghiép.

No guest should feel unattended at any time. 7
Khong dé khach cam thay bi bo quén trong bat ky thoi diém nao.
4. Sustainability Policy/Chinh sach bén ving

Single-use plastic water bottles are strictly prohibited.
Nghiém cam sw dung chai nuwoc nhwa dung mot lan.

Water must be served in glass bottles or eco-friendly containers only.
Nube phai phuc vu bang chai thuy tinh hodc vdt liéu than thién moi truong.

Large refillable dispensers must be used in showers and changing rooms.
Phong thay do va khu tam phai sw dung chai dung tich lon co thé nap lai.
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5. Grooming & El Policy/Chinh sach vé tac phong dién mao va El

All team members must maintain impeccable grooming and confident posture.
Nhan vién phai duy tri dién mao hoan hao va tdac phong tu tin.

Employees must demonstrate empathy, active listening and anticipatory service.

Nhdn vién phdi thé hién sw dong cam, lang nghe chii dong va phuc vu mang tinh dw dodn trude.

IV. OPERATING PROCEDURES/ QUY TRINH VAN HANH

A. POOL STANDARD/TIEU CHUAN BE BOI
1. Opening Checklist (Before Opening/ Quy trinh kiém tra trwét khi mé cia

Pool water tested for temperature and chemical balance; results recorded.
Kiém tra nhiét do va hoa chdt nuwoc ho, ghi nhan ket qua.

Pool dgck cleaned and free of debris.
San ho sach va khong rdc.

Loungers aligned, clean and in good repair.
Ghé nam ngay ngan, sach va tinh trang tot.

Towels rolled and placed on loungers prior to guest arrival.
Khan dwoc cudon gon va dat san truoc khi khach den.

Depth signs visible and compliant.
Bién bdo do sau ro rang.

Emergency buttons tested and functional.
Nut khan cap dwoc kiém tra va hoat dong tot.
2. Service During Operation/ Dich vu trong qua trinh van hanh

Guests greeted within 30 seconds.
Chao khéach trong vong 30 giay.

Team member anticipates needs (adjust chairs, refresh towels, offer pool bar menu).
Nhan vién chu dong diéu chinh ghe, thay khan, tw van pool bar menu.
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No single-use plastic water bottles offered. i
Khong phuc vu nuwoc bang chai nhwa dung mot lan.

Area continuously monitored for cleanliness and safety.
Khu vue duoc giam sat lién tuc vé vé sinh va an toan.
3. Closing Procedure/Quy trinh déng cura

Remove used towels immediately.
Thu gom khan da sur dung.

Inspect pool deck and equipment.
Kiém tra san ho va thiét bj.

Record maintenance issues in logbook.
Ghi nhdan sw co vao so theo doi.

B. FITNESS CENTER STANDARD/TIEU CHUAN PHONG TAP

1. Equipment Requirement/ Y&u cu vé thiét bj

Minimum: 3 cardio machines, 5 resistance machines (or universal), free weights range.

T6i thiéu: 3 may cardio, 5 mdy khang liec (hodc may da ndng), ta tw do.

All equipment inspected daily.
Thiét bi dwoc kiém tra hang ngay.

Wall clock visible and accurate.
Dong ho treo twong hién thi dung gio.

Wi-Fi seamless without repeated login. o
Wi-Fi on dinh, khong yéu cau dang nhdp nhiéu lan.
2. Cleanliness & Presentation/ Vé sinh va cach trinh bay

Gym odor-free and temperature comfortable.
Phong tdp khong mui, nhiét do dé chiu.
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Mirrors smear-free.
Guong khong vét.

Sweat towels and touchless water dispenser available.
Khan tap va may nuwoc khong cham day du.
3. Changing Room Standard/ Tiéu chudn phong thay dé

Touch-free bins, liquid soap and sanitizer available. 7
Co thung rac khong cham, xa phong va dung dich sat khuan.

Refillable shampoo, conditioner, body gel dispensers provided.
C6 chai I6m refillable cho dau gdi, dau xa va sita tam.

Lockers clean and functional.
Locker sach va hoat dong tot.

Sauna/Steam equped with emergency buttons, thermometer and timer.
Phong xéng c¢é mit khan cdp, nhiét ké va dong hé hen gio.

V. EMOTIONAL INTELLIGENCE STANDARD/ TIEU CHUAN TRi TUE CAM XUC

Employees must:
Nhan vién phdi:

Actively listen without interrupting.
Lang nghe khong ngat loi.

Use guest name naturally and discreetly.
Swr dung tén khach tw nhién, kin dao.

Adapt to changing needs confidently.
Linh hoat theo nhu cau khach.

Handle challenging situations calmly and professionally.
Xur Iy tinh huong kho khan binh tinh va chuyén nghiép.

Collaborate seamlessly without repetitive communication.
Phoi hop nhip nhang, khong lap lai.
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Offer sincere farewell and appreciation.
Chao tam biét chan thanh va thé hién sy tran trong.
VI. KPl & AUDIT CONTROL/ KPI & KIEM SOAT BANH GIA

Response time compliance > 95%
Tudn thu thoi gian phan hoi > 95%

Daily opening checklist completion: 100%
Hoan thanh checklist mo cira: 100%

Zero plastic policy compliance: 100%
Tuan thu khong nhya dung mot lan: 100%

Monthly internal LQA self-audit required.
Bat bugc tw danh gia LOA hang thang.

Corrective actions tracked and closed within 7 days.
Hanh dong khdc phuc phai hoan thanh trong 7 ngay.
VII. DOCUMENT CONTROL/ KIEM SOAT TAI LIEU

Document Owner: Manager of Spa & Recreation
Chiu trach nhiém tai lieu: Quan ly Spa & Giai tri

Review Cycle: Annually or prior to LQA audit
Chu ky ra soat: Hang nam hoac truoc dot audit LOA

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