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OBJECTIVE / MUC TIEU

Ensure all gym equipment and electrical
systems operate safely and efficiently. Notify
technical staff immediately if any issues
arise.

Deliver a welcoming and professional
reception to all guests, promptly recording
their information and preferences.

Maintain a premium, safe, and hygienic
environment, consistent with Mgallery
international standards.

Pam bao tét ca thiét bj tap va hé théng
dién hoat déng an toan va hiéu qua.
Théng bao ngay cho bé phan ky thuat néu
phat hién s cé.

Dén tiép khach hang maot cach chuyén
nghiép va than thién, tiép nhan théng tin
va s@ thich cda khach kip thoi.

Duy tri méi truomg cao cép, an toan va vé
sinh, phi hop véi tiéu chuén quéc té cda
Mgallery.

POLICY/ CHINH SACH

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

Guests must register at the gym reception
desk or use their access card upon entry.
Appropriate sportswear and shoes are
mandatory at all times.

Guests under 16 years old are not
permitted to use the gym, or must be
accompanied by an adult.

Maintain ambient lighting and soft,
motivational music to enhance the
exercise experience.

Prioritize guest safety: check room
temperature, humidity, ventilation, and
emergency exits daily.

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

Khéach hang cén déng ky tai qudy 16 tan
hodc str dung thé ra vao khi vao phong
tap.

Khéach méc trang phuc thé thao va giay
phu hop trong suét thoi gian tap luyén.
Khéach duéi 16 tudi khéng duoc phép st
dung hodc phai c6 nguoi |on di kem.
Duy tri &nh sang va nhac nén nhe
nhang, tao khéng gian thw gian va tang
doéng luc tap luyén.

U tién an toan cda khach: kiém tra nhiét
do phong, d6 &m, hé théng thong gi6 va
|6i thoat hiém hang ngay.
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Ensure towels, water, and detox drinks e D3am bdo khan, nuéc ubng va nuéc
are available and replenished throughout detox luén s&n sang, bé sung lién tuc
service hours. trong suét thoi gian phuc vu.

Guests are always acknowledged and
greeted within 30 seconds of their arrival

at the entrance of the Gym. e Khéch luén duwoc chao don va xac nhan

trong vong 30 gidy sau khi dén 16i vao
Gym.

lIl. PROCEDURE / THU TUC
1. Pre-Opening / Chudan Bj Trwéc Ca

1.

Turn on reception lights and music; ensure ambient lighting is suitable for a premium
experience.

Bat dén va nhac khu vuc 16 tan; dam bdo dnh sang tao cam gidc cao ccfp.

Prepare water station: detox water with fresh fruits, clean drinking water, hand towels, and
gym towels. Check water purifier and dehumidifier.

Chudn bi quay nuéc: mede detox voi trdi cdy twoi, nuwde uong sach, khan tay va khan tdp.
Kiém tra may loc nwée va mdy it am.

Set up all forms: appointment schedules, locker forms, fitness and wellness consultation
forms, comment cards, and any promotional forms.

Chudn bi cdc biéu mau: lich dat, phiéu locker, phiéu tw van tdp luyén va cham soc suc khoe,
phiéu nhdn xét, va cdac phiéu khuyén mai (néu co).

Inspect cleanliness: floors, mirrors, walls, wooden furniture, and equipment. Ensure no
mold, rust, dust, stains, scratches, cobwebs, or water buildup.

Klem tra vé sinh: san, guong, tuwong, noi that go, thiét bi tap luyén. Pam bdo khéng cé nam
méc, ri sét, bui ban, vét ban, trdy xwdc, mang nhén, hay nuwée dong.

Check and turn on all gym equipment. Verify screens, fans, electrical cords, and sensors are
functioning.

Kiém tra va bdt tdt ca thiét bi tdp. Xdc nhan man hinh, quat, day dién va cam bién hoat
dong binh thuong.

Verify temperature, ventilation, and lighting throughout the gym; adjust as necessary for
guest comfort.

Kiém tra nhiét dg, théng gié va dnh sdang trong toan bo phong gym; diéu chinh dé tao cam
gidc thoai mdi cho khach.

Ensure TV channels display appropriate workout programs or hotel information.

Pdm bao kénh TV hién thi cdc chirong trinh tdp luyén hodc thong tin khdach san phi hop.
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2. Guest Reception / Dén Khach

1. Greet guests warmly by name (once known) and confirm registration.
Chao khdach mot cach than thién, goi tén khdach khi biét va xac nhan dang ky.

“Xin chao! Good morning/afternoon, Mr./Ms. [Guest Name], welcome to Mgallery Gym. May |
assist you with your session today?”

“Xin chao anh/chi [Tén khdch], chdo mirng dén phong Gym Mgallery. Em cé thé hé tror anh/chi
hom nay khong a?”

2. Check guest attire and explam gym ethuette and safety rules if necessary.
Klem tra trang phuc khdch va hwéng dan cac quy tac sir dung phong gym va an todn néu
can
3. Confirm any guest preferences: Foods/drinks
Xdc nhdn sé thich cia khéach: Poé an hodc do uéng
4. Provide towels, water, and other amenities; explain location of equipment.
Cung cap khan, nudc uong va cdc tién nghi khac; huwong dan vi tri thiét bi tap luyén.

3. During Service / Trong Khi Khach Tap

* Monitor gym floor discreetly to ensure equipment safety and guest comfort.
Giam sat khu viwe gym mot cach kin dao dé dam bao an toan thiét bi va sy thodi mai cua khdch.

* Maintain music, lighting, and air quality at optimal levels.
Duy tri nhac, anh sang va chat lwong khong khi o mure toi wu.

* Record any special requests or issues for follow-up.
Ghi nhan cac yéu cau dac biét hoac van dé phat sinh dé theo doi.
4. Post-Session / Két Thic Budi Tap
1. Ensure all equipment used is sanitized and reset for the next guest.
Dam bao tat ca thiét bi da sw dung dwoc vé sinh va sap xép lai cho khach tiép theo.

2. Offer guests towels, water, and detox drinks; request feedback politely.
Cung cap khan, nudc va nudc detox; hoi tham phan hoi khdach mot cach lich su.
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“We hope you enjoyed your session, Mr./Ms. [Guest Name]. Would you like to schedule your next
visit?”

“Hy vong anh/chi [Tén khach] da co budi tdp thoai mai. Anh/chi co muén dat lich cho lan tdap tié})
theo khong a?”

3. Escort guest to exit, thank them personally, and record any preferences for future visits.
Huong dan khach ra ciea, cam on ca nhan va ghi nhan so thich cua khdch cho lan tiép theo.

“Thank you for visiting Mgallery Gym, Mr./Ms. [Guest Name]. We look forward to welcoming you
again. Have a wonderful day!”

“Cam on anh/chi da dén phong Gym Mgallery, anh/chi [Tén khdch]. Mong sém dwoc don tiép
anh/chi lan téi. Chiic anh/chi mét ngay tuyét voi!”

IV. EMOTIONAL INTELLIGENCE & SERVICE BEHAVIOR / TRI TUE CAM XUC VA
UNG XU

* Employees must be well-groomed, wearing clean, well-fitted uniforms with visible name badges.
Nhan vién phai an mdc gon gang, dong phuc sach sé, vira van, deo bang tén ro rang.

* Speak clearly, using polite and professional English and Vietnamese to enable smooth two-way
conversations. , , 9 )
Phat am ro rang, su dung tieng Anh va tieng Viét lich su, chuyén nghiép dé giao tiép hiéu qua.

*» Engage guests in friendly, natural, jargon-free conversation while showing genuine interest.
Tuong tac than thién, tw nhién, khong dung biét ngit, thé hién su quan tdm thdt long voi khdch.

* Use guest’s name naturally and discreetly, avoiding overuse.
Swr dung tén khach mot cach tw nhién, kin dao, khong lam dung.

» Demonstrate confidence and deep knowledge of services and hotel facilities.
Thé hién sy tu tin va hiéu biet sau sac vé dich vu va tién nghi khdch san.

* Anticipate guest needs and act proactively to offer solutions or alternatives.
Du doan nhu cau khdch va chu dong dé xuat giai phap hodc lwa chon thay the phu hop.

* Adapt quickly to changing situations or guest requests with flexibility.
Linh hoat itng phé voi tinh huéng thay déi hodc yéu cau khdch hang.

» Listen actively, avoid interrupting, and give guests undivided attention.
Lang nghe tich cuc, khong ngat loi, tap trung hoan toan vao khdch.
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* Maintain professional posture and respect guest presence during interactions.
Giir twr thé chuyén nghiép va tén trong sw cé mdt cuia khdch trong giao tiép.

» Show empathy and self-control during challenging interactions, offering appropriate resolutions.
Theé hién sy thau cam va kiém soat ban thdn trong cac tinh huong kho khan, dwa ra giai phap phu
hop.

V. RECOMMENDATIONS / KHUYEN NGHI

- Maintain equipment hygiene, towels, and water stations throughout the day.
Duy tri vé sinh thiét bi, khan va quady nuwoc trong suot thoi gian phuc vu.

* Encourage guests to provide feedback and record it in the system for continuous improvement.
Khuyeén khich khach phan hoi va ghi nhan trong hé thong dé cai thién dich vu lién tuc.

* Ensure staff demonstrate professional, courteous, and attentive behavior at all times.
Dam bao nhan vién luon giir tac phong chuyén nghiép, lich su va chu dao.

» When appropriate, advise guests on Pool Bar menu options and Spa treatments to enhance their
overall experience.

Khi co the, tw van cho khdach vé thuc don Pool Bar va cac liéu trinh Spa dé nang cao trai nghiem
tong the.

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