MGALLERY VIETNAM

Issued:

January 2026 SPA & RECREATION Index Ne:
POLICIES & PROCEDURES

Amended: SPA — 2026 - 0015

Subject: SOP — ACCOR APACHE Training / Pao tao APACHE ACCOR 04 pages

(Action in Crises, Hazards, and Emergency)

Score: Applicable to all hotel employees, including management,
operational staff, and contractors in Spa, Recreation, and other
departments.

l. OBJECTIVE / MUC TIEU

e To ensure all hotel employees are fully e Dam bao t4t ca nhan vién khach san duwoc
trained and prepared to respond safely and dao tao day du va san sang (rng phoé an
effectively during crises, hazards, or toan, hiéu qua trong cac tinh hudng khing
emergencies. hoang, nguy hiém hoac khan cép.

1. POLICY/ CHINH SACH

¢ All employees must complete APACHE e T4t ca nhan vién phai hoan thanh dao tao
training prior to assuming duties. APACHE trwdc khi nhan nhiém vu.

e Refresher training must be conducted e Dao tao lai phai dwoc td chirc hang nam
annually and/or after procedural changes. hoac sau mai lan cap nhat quy trinh.

e Training includes crisis scenarios, * Dao tao bao gom cac tinh huong thmg\
evacuation, hazard recognition, and hoang, so tan, nhan biét rdi ro va quy trinh

C truyén théng.
communication protocols. J Y L o
e Compliance with local legislation and hotel * Tuan thd luat phap dia phurrong va chinh
P - locatleg sach khan cap cta khach san Ia bat budc.
emergency policies is mandatory.

1. Training Procedure / Quy trinh dao tao
Step 1: Pre-Training Preparation / Chudn bj trweéc dao tao

e Schedule APACHE sessions for all new hires and current staff.
Lén lich cac buéi dao tao APACHE cho nhdn vién méi va hién tai.

o Prepare training materials: slides, handouts, emergency maps, SOP documents.
Chudn bi tdi liéu: slide, handout, ban do khén ccfp, SOP.

e Assign qualified trainers certified in APACHE procedures.
Chi dinh giang vién du nang lyc va dwoc chirng nhan dao tao APACHE.
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Step 2: Introduction & Policy Overview / Giéi thiéu & Chinh sach

« Explain APACHE purpose: Action in Crises, Hazards, and Emergency.

Gidi thich muc dich APACHE: Hanh déng trong Khiing hodng, Nguy hiém va Khén cap.
o Present hotel safety policy and employee responsibilities.

Trinh bay chinh sach an toan khdch san va trach nhiém nhan vién.

Step 3: Hazard Recognition / Nhén biét nguy co’

e Teach employees to identify hazards, risks, and near-miss situations.
Hueéng dan nhan vién nhdn biét nguy co, riii ro va cdc tinh hudng suyt tai nan.

o Use real-life examples from hotel operations (e.g., wet floors, electrical faults, chemical
spills).
Swr dung vi du thuc té trong khdch san (san wot, thiét bi dién hong, tran hoa chcfl‘).

Step 4: Crisis Response Procedures / Quy trinh dng phé khdng hoang

o Evacuation: guide guests and staff via stairs to assembly point outside hotel main entrance.
So tan: hwéng dan khdch va nhan vién di thang bg dén diém tap két ngodi sanh chinh.

o Power failure: staff to check all areas and reassure guests, ensuring safety and calm.
Mat dién: nhén vién kiém tra tat ca khu vue, tran an khdch, dam bdo an toan.

o Fire response: raise alarm, use extinguishers if trained, evacuate all personnel and guests.
Chay: kich hoat bao dong, sw dung binh chita chay néu dwoc dao tao, so tan moi nguoi.

o Medical emergencies: provide first aid, call ambulance, and report to Duty Manager.
Cap civu y té: thuc hién so citu, goi xe cdp civu, bdo cdo quan Iy trye.

Step 5: Communication Protocols / Quy trinh truyén théng

o Use hotel emergency communication channels (radio, phone, PA system).
Sir dung kénh lién lac khan cdp cia khdch san (b6 dam, dién thoai, loa PA).
e Report incidents promptly to Duty Manager, Security, and Health & Safety Officer.
Bdo cdo sw ¢é ngay ldp tirc cho Quan 1y triee, An ninh, Nhén vién An toan & Sirc khoe.
o Document all incidents and actions taken.
Ghi nhén tat ca sw ¢é va cdc bién phap da thuc hién.
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Step 6: Hands-on Simulation / Theec hanh mé phong

« Conduct evacuation drills, fire drills, and crisis scenario exercises.

T6 chire dién tdp so tan, dién tdp chdy, va mé phéng cdc tinh huéng khiing hodng.
o Evaluate staff performance and provide immediate feedback.

Pdnh gid hiéu sudt nhdn vién va phan hoi ngay ldp tirc.
« Reinforce proper behavior, emotional intelligence, and guest reassurance.

Nhén manh hanh vi ding, tri tué cam xiic va trdan an khdch.

Step 7: Assessment & Certification / BDanh gia & Chirmg nhan

o Test employees via written quiz and practical exercises.

Kiém tra nhdn vién qua bai trdc nghiém va thwe hanh.
e Only certified staff can perform emergency duties independently.

Chi nhan viéen dwoc chung nhdan moi dwoc thyc hién nhiém vu khan cd'p doc lap.
« Maintain training records for auditing and compliance.

Luru hé so dao tao dé phuc vu kiém todn va tudn thi.

IV. Training Frequency / Tan suét dao tao

« Initial training: for all new hires.
Pao tao ban dau: cho tat ca nhdn vién mdi.

o Refresher training: annually or after any update in SOP/emergency procedures.
Dao tao lai: hang nam hodc sau khi SOP/quy trinh khan ccfp dwoc cdp nhat.

o Simulation drills: at least twice per year.
Dién tdp mé phong: it nhdt 2 lan/ndm.

V. Responsibilities / Trach nhiém

o Managers: oversee training, evaluate competency, and ensure compliance.
Quan ly: giam sat dao tao, danh gia nang luc va dam bdo tudn thu.

e Supervisors: ensure staff attendance and participation.
Gidm sdt: dam bdo nhén vién tham gia day du.

« Employees: actively participate, learn, and follow APACHE procedures.
Nhan viéen: chu dong tham gia, hoc tdp va thuc hién dung APACHE.
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VI. Score & Audit / Piém & Kiém tra

Criteria/ Tiéu chi

e Attendance at APACHE training
[ Tham dvw dao tao APACHE

» Knowledge of emergency exits
& evacuation routes / Hieu biet
ve 10i thoat hiem & tuyén so tan

» Hazard identification skills / Ky
nang nhan biét nguy co

e Proper evacuation drill
execution / Thwc hién dung quy
trinh dién tap so tan

e Fire extinguisher & first aid
handling / S& dung binh chira
chay & so clru

 Crisis communication protocol /
Quy trinh truyén théng khing
hoang

e Emotional intelligence in

emergency / Tri tué cam xuc
trong tinh hudng khan cap

Total / Tong: 100 points

Score /
Piém

10

15

15

20

15

15

10

Notes / Ghi chu

Full attendance required / Tham dw
day du la bat budc

Staff must demonstrate on map or
in practice / Nhan vién phai chi ra
trén ban do hoac thwe hanh

Staff must identify at least 3
hazards in simulation / Nhan vién
phai nhan biét it nhat 3 nguy co
trong dién tap

Guest guidance, cal~m, and safety
observed / Hwéng dan khach, binh
tinh va dam bao an toan

Demonstrated correct procedure /
Thwc hién dang quy trinh

Clear, timely, and‘ accurate
communication / Truyén thbng rd
rang, kip thoi va chinh xac

Calm, reassuring, and professional
behavior / Binh tinh, tran an khach
va chuyén nghiép

Prepared by

Dang Thi Yen
L&D and Wellness Manager

Approved by

Pedro Miguel Oliveira Neto
General Manager
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