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MGALLERY VIETNAM

Issued:

January 2026 SPA & RECREATION Index Ne:
POLICIES & PROCEDURES

Amended: SPA - 2026 - 0014

Subject: MGALLERY — LQA STANDARD OPERATING 06 pages

PROCEDURE SPA OPERATIONS
QUY TRINH VAN HANH TIEU CHUAN LQA — SPA

Score: Applies to Spa Receptionists, Therapists, Spa
Attendants, Supervisors and Spa Management.

|.  OBJECTIVE /MUC TIEU

e To ensure the Spa consistently delivers a e Dam bao Spa mang dén trai nghiém 5 sao
luxury five-star experience aligned with dang cap phu hop véi tiéu chun thwong
MGallery brand standards and LQA hiéu MGallery va tiéu chi LQA.

(Leading Quality Assurance) criteria.

e To integrate operational excellence, e K&t hop van hanh xuét sac, tri tué cam
emotional intelligence, hygiene compliance, xuc, tiéu chudn vé sinh, phat trién bén
sustainability, and brand storytelling into virng va cau chuyén thwong hiéu trong
every guest journey. toan bé hanh trinh khach hang.

lIl. POLICY/ CHINH SACH
1. Brand & LQA Compliance/ Tuan tha thwong hiéu va LQA

All Spa operations must comply with MGallery standards, LQA audit criteria and local legal
regulations. ’

Moi hoat dong Spa phai tuan thu tiéu chuan MGallery, tiéu chi LOA va quy dinh phap ludt dia
phuwong.

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

Tdt cd nhdn vién phdi luén mim cwoi va giao tiép bang mdt khi chao dén va twong tac véi khéch
hang.
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MGALLERY VIETNAM

At least one signature treatment linked to the hotel story must be presented in the spa menu.
It nhat mot liéu trinh signature gan voi cau chuyén khach san phai dwoc thé hién trong menu.

The signature treatment of Nuages Spa — MGallery Sapa is the Red Dao Sapa Herbal Bath.
Tri li¢u ddc trung ciia Nuages Spa — MGallery Sapa la thuoc tam thdo dwoc Sao Do Sapa.
2. Response Time Policy/ Chinh sach phan héi

Guests must be greeted within 90 seconds upon entering the Spa.
Khach phai dwoc chao don trong vong 90 gidy khi budc vao Spa.

Telephone calls must be answered within 3 rings with a professional greeting.
Dién thoai phai dwoc tra loi trong vong 3 hoi chuong voi loi chao chuyén nghiép.
3. Sustainability Policy/ Chinh sach bén ving

No single-use plastic bottles are allowed.
Khong swr dung chai nhya dung mot lan.

Water must be served in reusable glass or eco-certified alternatives (FSC/PEFC).

Nude phai dwoc phuc vu bang ly thuy tinh hodc vdt liéu than thién moi truong co ching nhdn
FSC/PEFC.

Large refillable dispensers must replace miniature toiletries.

Swr dung chai dung tich Iom co thé nap lai thay thé chai mini.

4. Hygiene & Sanitation Policy/ Chinh sach vé sinh va an toan

Therapists must wash hands before and after each treatment.
Ky thudt vién phai ria tay trudc va sau moi liéu trinh.

Treatment rooms must be disinfected and reset after every guest.
Phong tri liéu phai dwoc khw trung va setup lai sau moi khach.
5. Emotional Intelligence Policy/ Chinh séach tri tué cam xuc

Service must be anticipatory, personalized and intuitive.
Dich vu phai mang tinh dw doan, ca nhan hoa va tinh te.
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MGALLERY VIETNAM

Employees must demonstrate empathy, active listening and confidence.
Nhdn vién phai thé hién sy dong cam, lang nghe chu dong va tu tin.

IV. OPERATING PROCEDURE/ QUY TRINH VAN HANH

A. RESERVATION PROCESS/ QUY TRINH DAT LICH HEN

Guest greeted within 90 seconds or call answered within 3 rings.
Chao khach trong 90 giay hodc tra loi dién thoai trong 3 hoi chuong.

Clarify treatment type and duration.
Xdac nhdn loai hinh va thoi luong tri liéu.

Obtain guest name, room number/contact and repeat booking details.
Lay tén khach, so phong/lién hé va nhdc lai thong tin dat cho.

Online booking platform must be easy to navigate.
He¢ thong dat phong online phai dé su dung.

Reception must be knowledgeable about treatments and facilities.
Lé tan phai hiéu ro dich vu va tién ich.
B. ARRIVAL EXPERIENCE/ TRAI NGHIEM KHI KHACH DEN

Guest experiences immediate calm ambiance (light, sound, scent).
Khach cam nhdan ngay khong gian thu gian qua danh sang, dm thanh va mui huwong.

Healthy welcome beverage offered (Glass or ceramic cup only, no plastic).
Moi thirc uong chao mung bang ly thuy tinh hoac gom, khong do nhya.

Confirm appointment details and explain sequence of events.
Xdc nhan lich hen va huong dan trinh ty dich vu.

First-time guests escorted to changing room and facilities explained.
Khach lan dau dwoc dan tham quan phong thay do.

Provide correct size robe and slippers (clean and good condition).
Cung cdp do chodng va dép diing size, sach va chat lrong tot.
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MGALLERY VIETNAM

Explain attire requirements for treatment.
Huwong dan trang phuc phu hop cho liéu trinh.

If guest is ALL member, inform about earning/redeeming points. 7
Neu khach la thanh vién ALL, thong bao quyén loi tich va su dung diem.

C. THE TREATMENT/ TR/ LIEU

Therapist available on time.

K3 thuat vién co mat dung gio.

Greet and introduce self.

Chao va gioi thiéu tén.

Reconfirm treatment type and duration.

Xac nhdn lai liéu trinh va thoi luong.

Conduct health consultation.
Thuec hién tw van suc khoe.

Ensure guest privacy during disrobing and treatment.
Dam bao riéng tw khi thay do va tri liéu.

Confirm room temperature and comfort level.
Kiém tra nhiét do phong va su thoai mdi.

Massage: confirm pressure comfort.
Massage: xac nhan luc phu hop.

Proper draping and eye pad provided when applicable.
Che phii diing kj thudt va cung cdp g6i mat khi phii hop.

Bolster placement under ankles/knees for massage.
Dat goi ho tro dudi co chdan/dau goi khi massage.

Treatment begins and ends on time, full duration respected.

Bat ddu va két thiic diing gio, di thoi lwong.

No interruptions or outside noise.
Khong gian dogn hoac tieng on.
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MGALLERY VIETNAM

Room and linen spotless.
Phong va khan sach tuyét doi.

Upon completion, confirm guest satisfaction.
Sau tri lieu, hoi tham mirc do hai long.

Offer beverage in relaxation area.
Moi nuoc tai khu thu gian.

Offer product ar]d home care recommendations.
Dé xuat san pham va cham soc tai nha.
D. PAYMENT & FAREWELL/ THANH TOAN VA TIEN KHACH

Bill clearly itemized and presented professionally.
Hoa don chi tiét va trinh bay chuyén nghiép.

Offer sincere farewell and appreciation.
Chao tam biét chan thanh.

Use guest name naturally and discreetly.
Swr dung tén khach tw nhién.
V. EMOTIONAL INTELLIGENCE STANDARD/ TIEU CHUAN TRi TUE CAM XUC

Employees must:
Nhdn vién phai.:

Actively listen without interrupting.
Lang nghe khong ngat loi.

Engage naturally (no scripted tone).
Giao tiép tu nhién, khong may moc.

Adapt confidently to changing situations.
Linh hoat xu ly tinh huong.

Collaborate seamlessly without repetition.
Phoi hop nhip nhang, khong lap lai.
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Handle challenges with composure and empathy.
X ly tinh huong kho khan voi binh tinh va dong cam.

Maintain impeccable grooming and posture.
Dién mgo hoan hao va tac phong chudn muec.

VI. KPl & AUDIT CONTROL/ KPI & KIEM SOAT KIEM TOAN
Greeting compliance 2 95%/ Tuan thd chao dén 2 95%

Treatment punctuality 100%
Dung gio tri lieu 100%

Zero plastic compliance 100%
Tudn thu khong nhwa 100%

Monthly internal LQA audit required.
Bat buoc audit noi bo hang thang.

Corrective action closure within 7 days.
Hoan tat hanh dong khac phuc trong 7 ngay.
VIl. DOCUMENT CONTROL/ KIEM SOAT TAI LIEU

Document Owner: Spa manager
Chu tai liéu: Quan ly Spa

Review Cycle: Annually or before LQA Audit
Ra soat: Hang nam hodac trudc ky audit LOA

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