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OBJECTIVE / MUC TIEU

To ensure a smooth handover between
shifts, maintain operational excellence, and
deliver an exceptional guest experience.

Ham bao ban giao ca dién ra sudn sé, duy
tri chéat luong van hanh téi wu va mang
dén trai nghiém xuét sdc cho khach hang.

POLICY/ CHINH SACH

The incoming shift at the Spa must perform
a comprehensive handover from the
outgoing shift, covering handover logs,
incident reports, outstanding tasks, and all
relevant files & records.All employees must
be aware of fire exits, extinguishers, hoses,
and emergency procedures.

Spa Leaders/Supervisors must plan their
shift to be fully aware of new developments,
VIP arrivals, and follow-ups, to meet and
ideally exceed guest expectations.

All staff must maintain grooming standards,
punctuality, and product knowledge at all
times.

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

Ca tiép nhan tai Spa phai thuc hién ban
giao toan dién tcr ca truée, bao gém nhat
ky ban giao, béo céo s ¢, cong viéc con
tén dong va tat ca hd so & tai liéu lién
quan..

Truéng nhém / Gidm séat Spa phai lap ké
hoach ca lam viéc, nam rg cac dien bién
mdai, khach VIP, va cac buwérc theo doi dé
dap trng va vurot mong doi cua khach
hang.

T4t c4 nhan vién phai tuan thd tiéu chuén
ngoai hinh, ding gi¢ va kién thirc vé sén
phdm moi lic.

Tét c4 nhan vién phai ludn mim cuoi va
giao tiép bang mat khi chao dén va tuong
tac voi khach hang.

1. Assignment of Shift Leader / Phan céng Truéng ca

2. Review of Handover Logs / Doc nhdt ky ban giao

Procedure / Thu tuc

o For each shift, the Spa Manager assigns a shift leader (team leader, assistant, or
supervisor) to oversee daily workload and customer service.

o MGbi ca, Qudn Iy Spa phdn cong mét Trudng ca (trudng nhom, tro Iy hodc gidm sdt)
chiu trach nhiém khoi lwong cong viéc va dich vu khach hang.
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o The Spa Leader reads the handover logbook (manual or electronic) to update on
events, pending follow-ups, and special guest needs.
o Trudng Spa doc nhdt ky ban giao (thii cong hodc dién tir) dé cdp nhdt cdc dién bién,
cdc budce theo déi, va cac nhu cau déic biét ciia khach.
3. Shift Briefing Meeting / Hop ban giao ca
o Conducted by Spa Manager or Assistant Manager with all shift leaders.
o Thiee hién béi Quan 1y Spa hodc Tro Iy cing tat cd cdc Truéng ca.
4. Team Checks / Kiém tra déi ngii
o Check grooming standards, punctuality, and product knowledge.
o Kiém tra tiéu chudn ngogi hinh, diing gio va kién thirc san pham ctia nhdn vién.
5. Guest & VIP Updates / Cdp nhdt khdach VIP
o Review Spa targets, guest feedback, VIP arrivals, and any special requests or
complaints.
o Cap nhdt muc tiéu Spa, phan hoi khdch, danh sach khdach VIP, cdac yéu cau hodc
khiéu nai ddc biét.
6. RPS & Guest Feedback Update / Cdp nhit RPS & phdn héi khéch
o Review department RPS performance using recent guest reviews.
o Bao cao va cap nhdt hiéu sudt RPS ciia bo phdn thong qua cdc review gcfn day cua
khach.
Discuss trends in satisfaction, identify improvements, highlight team achievements.
Thao ludn xu hwéng hai long, xdc dinh cdi tién, va nhan manh thanh tich cua doi
ngi.
o Record updates in shift log for reference.
o Ghi nhdn cdp nhdt vao nhdt ky ca dé tham khao.
7. Station & Work Area Check / Kiém tra khu vuc lam vigc
o Ensure stationery, treatment rooms, equipment, and cash float are ready and verified.

o Kiém tra van phong pham, phong diéu tri, thiét bi va tién mdt dé san sang va xdc
nhan.

8. Cash Handling / Qudn Iy tién mt
o All cash floats must be counted at the beginning of the shift with outgoing staff or
witness. Document and sign.
o Tién mat dwoc kiém dém vaio dau ca cé sw chung kién ciia nhén vién ca di, ghi nhan
va ky xdc nhdn.
9. Reception & Guest Planning / Lé tin & Ké hoach khdch
o Shift leader/reception checks guest arrival list and VIPs, plans treatment schedules
accordingly.
o Truong ca/lé tan kiém tra danh sach khdch dén va VIP, 1én ké hoach cho cdc liéu
trinh.
10. Follow-up / Theo ddi
o Check for comments from Spa Manager/Assistant Manager in logbook and act as
necessary.
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V.

Total:

VI.

o Klem tra nhan xét twe Quan ly Spa/Tro Iy trong nhat ky va thuc hién cac hanh dong
can thiét.

Recommendations / Khuyén nghij

Recognize and encourage team members with positive guest feedback or outstanding
performance.

Ghi nhdn va khuyen khich nhan vién nhdn duoc phan hoi tich cuec tir khdch hodc ¢6 hiéu
sudt lam viéc xudt sdc.

Use shift briefings as opportunities to share best practices, motivate, and align team goals.
Diing budi hop ca dé chia sé kinh nghiém tot, dong vién va dong bé héa muc tiéu doi ngil.

Score / Diém ddnh gid ca

Punctuality / Pung gio: 10 points

Grooming / Ngoai hinh: 10 points

Knowledge & service skills / Kién thirc & kj ning phuc vu: 20 points
Communication & engagement / Giao tiép & twong tac: 20 points

Task completion / Hoan thanh céng viéc: 20 points

Cash handling accuracy / Qudn Iy tién mat: 10 points

Station readiness & equipment / San sang khu viec lam viée & thiét bi: 10 points

100 points / Tong: 100 diém

Closing Interaction / Két thac giao tiép

At the end of the briefing or shift, team members should greet guests and VIPs warmly,
maintaining eye contact, smiling, and offering a sincere farewell.

Vao cuoi ca, nhdn vién chao khach va VIP mot cach nong nhiét, duy tri giao tiép bang mat,
mim cwoi va gui loi chuc chan thanh.

The content of the shift briefing will be printed, and those who could not attend the meeting
must read it afterward to stay updated.

Noi dung cudc hop ca sé dwoc in ra, va nhitng nhan vién khong tham gia hop sé doc lai de
cdp nhdt thong tin.
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Example script / Vi du hi thoai:

e “Good afternoon, welcome to the Spa/Pool/Gym/Kids Club! We hope you enjoy your
service today. Please let us know if there is anything we can do to make your experience
exceptional.”

e “Chao budi chiéu, chdao mirng quy khach den | t6i hy vong quy khdch sé tdn huong dich vu
hém nay. Vui long cho chiing téi biét néu can bat cir hé tro nao dé trdi nghiém tré nén tuyét

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