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khach xé6ng hoi

l. OBJECTIVE / MUC TIEU

e To ensure all guests enjoy a safe, hygienic,
and comfortable sauna and steam room
experience.

e To provide professional, courteous, and
personalized service in line with MGallery
standards.

Dam bao khach hang co trai nghiém xong
hoi an toan, vé sinh va thodi mdi.

Cung cdp dich vu chuyén nghiép, lich sw va
cd nhén héa theo tiéu chuan MGallery.

Il. POLICY/ CHINH SACH

e Always respect guest privacy and comfort.

e Male and female sauna/steam room areas
must be separated, unless booked for private
sessions.

e Staff must always greet guests with a smile,
maintain eye contact, and communicate
clearly.

e The sauna and steam room must be clean
and stocked with towels, slippers, body
lotion, and essential oils.

e Staff must guide guests, explain proper
usage, and ensure safety and hygiene at all
times.

Ludn t6n trong quyén riéng tw va si thodi
mdi cua khach.

Khu vue xong hoi nam va nir phai dwoc
tdach riéng, trir khi khach dat lich xong
riéng.

Nhén vién luén mim cuwoi, giao tiép bang
mdt va néi ré rang voi khach.

Phong xéng phdi sach sé, ddy di khan,
dép, kem dwong va tinh ddau chudn bi san.
Nhdn vién hwéng dan khéch, gidi thich
cach sw dung dung va dam bado an toan, vé
sinh.

I11. 1. PROCEDURE / THU TUC

1. Reservation & Guest Arrival / Pt lich & Tiép nhan khach

1. Confirm guest reservation:

« “Xin chao ! Good morning/afternoon, Mr./Ms. [Guest Name], may | confirm your room

number, please?”
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Xéc nhan thong tin dat lich:
« “Xin chao anh/chi [Tén khach], Em xin xdc nhan s6 phong ciia A/C dwgc khong a?”
2. Ask for special preferences or medical conditions/allergies:
* “Do you have any allergies or special requirements we should be aware of?”
Hoi vé yéu cau dac biét:
* “A/C co bi di ung gi hodc co yéu cau dac biét nao khong a?”
3. Escort guests to the sauna/steam room:
* “Please follow me, Madam/Sir.”
* “Xin moi A/C di theo em a.”
4. Inform about gender-specific or private use:
* “This is the sauna/steam room for your use. For safety and comfort, areas are separated by
gender Private booking is available upon request.”
* “Day la phong xong hoi cua A/C. Vi ly do an toan va thoai mai, khu vuc dLrO’c tach riéng
nam/nit. Néu muén xéng chung, A/C cé thé dat lich triedc vao khung gio trong.”

2. Facility Orientation / Hwémg dan phong

e Show locker room: towels, slippers, body lotion.
* “This is your locker. Towels, slippers, and body lotion are provided inside.”
« “Pdy la ti dung do ciia A/C, bén trong c6 khan tam, dép va kem dwéng a.”
e Show toilet/shower room and amenities: shower gel, shampoo, lotion.
* “This is the toilet/shower area, with shower gel, shampoo, and lotion.”
« “Pdy la nha vé sinh va phong tam, cé sita tam, dau goi va dau xa nhé q.”’
e Show detox drinks area:
* “We have water over here.”
» “Co nuoc o phia bén nay A/C nhé q.
o Explain emergency button usage:
* “Please press this button if there is any emergency.”
« “A/C nhan it ndy néu cé sw cé khan cap nhé a.”

12

3. Recommended Usage / Hwéng dan si¢ dung

e Suggest optimal order: Sauna first, then Steam Room. Duration 20—30 mins.
* “For my recommendation, please use the sauna first, then the steam room. 20—-30 minutes
is sufficient. Enjoy your time and let me know if you need assistance.”
* “Em khuyén A/C nén sw dung phong xong hoi kho trucc, sau do sang phong hoi wot. Thoi
gian 20-30 phuit la phit hop. Chiic A/C sir dung thodi mdi, can hé tro' gi A/C néi em nhé a.”
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4. Service Monitoring / Gidm séat dich vu

« Check guests regularly but discreetly to ensure comfort and safety.
Kiém tra khach thiong xuyén nhung khéng lam phién dé dam bdo thodi mdi va an todn.
« Observe for any signs of discomfort or emergencies.
Theo doi dau hiéu khé chiu hodc tinh huéng khén ccfp.
« Emergency — Power Outage / Truwong hop mit dién:
Calmly enter the room, guide guests to the nearest exit, and reassure politely.
Binh tinh vao phong, hudng dan khdch dén 16i thodt gan nhat va trdan an lich su.
e Sayto guests:
“Please remain calm, Madam/Sir. We are escorting you safely out of the room. Thank you
for your cooperation.”
Noi voi khach:
“Em xin 16i vé sy c¢o mdt dién a. Xin A/C giit binh tinh, em sé huéng dan AIC ra ngoai an
toan. Cam on A/C da hop tdac a.”
« Ensure all guests reach a safe area outside the sauna/steam room.
Badm bado tat cd khach dén khu viee an toan bén ngoai phong xéng hoi/sauna.
« Notify the Spa Manager or Duty Manager immediately.
Ngay ldp tirc thong bdo cho Quan Iy Spa hodc Quan Iy truc.
« Check equipment and safety systems before allowing guests to return.
Kiém tra thiét bi va hé thong an toan triede khi cho phép khdch quay lai phong xéng hoi.

5. Post-Session Procedure / Két thic phién xéng hoi

o Ensure guests have retrieved all personal belongings.

“Thank you for using our sauna/steam room, Mr./Ms. [Name]. We hope you enjoyed your

experience.”

“Cam on A/C da svr dung phong xong, hy vong A/C hai long voi trai nghiém a.’

e Wipe down and sanitize all areas.

Lau don va khi tring toan bg phong sau méi lwot khach.
e Record session details in logbook: guest name, room number, duration, special requests,

feedback.

Ghi lgi théng tin vao sé nhdt ky: tén khdch, so phong, thoi gian, yéu cau ddc biét, phdn héi.
« Notify management of any incidents or maintenance issues.

Théng bdo qudn 1y néu c¢é s co hodc thiét bi can bdo tri.

’
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IV. RECOMMENDATIONS / KHUYEN NGH/

« Encourage and recognize staff who provide excellent guest service.

Khuyeén khich va ghi nhan nhdan vién phuc vu xudt sdc.

« Note positive guest feedback and commend staff during shift briefing.

Ghi nhén phan hdi tich cuc tir khach va khen thudng nhén vién trong cudc hop giao ca.
« Always maintain a friendly demeanor: smile, eye contact, polite language.

Lu6n gitr thai d6 than thién: mim cudi, giao tiép bang mat, sir dung ngdn ngir lich su.

Prepared by

Dang Thi Yen
L&D and Wellness Manager

Approved by

Pedro Miguel Oliveira Neto
General Manager
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