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l. OBJECTIVE / MUC TIEU

e To ensure a consistent, professional, and
personalized spa experience for all guests,
meeting or exceeding international luxury
spa standards and LQA criteria.

e Dam bao mang lai tréi nghiém Spa nhét
guan, chuyén nghiép va ca nhén héa cho
tat ca khach hang, dap (rng hoac vuot tiéu
chuén quéc té phan khic Luxury va LQA.

Il. POLICY/ CHINH SACH

o All Spa Therapists must provide warm,
professional, and personalized service, ensuring
guest comfort, safety, and privacy at all times.

e Therapists must maintain proper grooming,
uniform standards, hygiene, and comply with Spa
protocols.

e All communications with guests should be
courteous, engaging, and proactive in anticipating
guest needs.

e Therapists must confirm guest identity and room
number, addressing them by name whenever
possible.

e Always maintain eye contact and smile during all
interactions.

e Tt ca k¥ thuat vién Spa phai cung cap dich vu
Am ap, chuyén nghiép va cé nhan héa, dam bao su
thoai mai, an toan va quyén riéng tu ctia khach
hang moi lac.

e K§ thuat vién phai duy tri tiéu chuan hinh anh,
trang phuc, vé sinh ca nhan va tuan thu cic quy
trinh Spa.

e Tét ca giao tiép voi khach phai lich sy, than
thién va chu dong dap ting nhu cau cua khach.

e Kj§ thuat vién phai xac nhan tén va s phong cia
khach, goi tén khach khi nhan dién dugc.

e Ludn duy tri giao tiép bang mat va mim cuoi
trong tat ca cac tuong tac véi khach.
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I1l. PROCEDURE / THU TUC
1. Welcome & Escort / Chao dén va dan khach

1. Reception Pick-up / Pén khach tir 18 tin
o “Good morning/afternoon Mr/Ms [Guest Name], welcome to Nuages Spa. My name
is [Therapist Name]. [ will be your therapist today. Are you ready?”
o “Xin chao Ong/Ba [Tén khach], chiao mimg dén v&i Nuages Spa. Tén toi 1a [Tén k§
thuat vién]. Hom nay t6i s& 1a nhan vién tri liéu cia Ong/Ba. Ong/Ba da san sang
chua a?”
2. Escort to Treatment Room / D4n khéch dén phong tri liéu
o “Please follow me, Madam/Sir.” / “Xin moi di theo toi a.”
o Confirm male/female areas and explain any public facility rules:
= “For safety and comfort, male and female areas are separated. If you prefer a
private session, we can schedule accordingly.”
= “Vily do an toan va su thoai mai, khu vuc nam va nit duoc tach riéng. Néu
Ong/Ba mudn x6ng chung, ching toi c6 thé dit lich riéng.”

2. Preparation & Treatment Confirmation / Chuan bi & xac nhan bai tri liéu

1. Guide Guest to Change / Hwéng din khach thay db
o “Here is your treatment room. Please enter. There are disposable underwear,
bathrobe, and slippers. Please change and remove your jewelry, putting it in this
box.”
o “Pay la phong tri lidu ciia Ong/Ba. Xin moi vao trong. C6 quan 16t ding mot lan, 4o
choang va dép. Vui 1ong mic vao va coi trang strc dé vao hop nay.”
2. Foot Bath Ritual / Nghi thirc ngdm chan (néu c6)
o “Please take a seat and place your feet in the foot bath. I’ll return in 2 minutes.
Toilet and shower are over there.”
o “Vui 10ng ngdi va dit chan vao bon ngam. Toi s& quay lai sau 2 phit. Nha vé sinh va
phong tim phia bén kia a.”
3. Confirm Treatment & Preferences / Xac nhan bai trij li€u
o “May I confirm your treatment, Mr/Ms?” / “T61 xin x4c nhén lai bai tri li€u cta
Ong/Ba dugc khong a?”
o State treatment duration, focus area, pressure, and oils:
=  “Your treatment today is 60 minutes, focusing on your back and shoulders
with lavender oil. I will use medium pressure. Please let me know if you
prefer stronger or softer.”
= “Bai trj liéu hom nay ctia Ong/Ba 1a 60 phut, tap trung lung va vai, sir dung
dau lavender. T6i s& dung lyc vira pha1 Trong qua trinh néu mudn manh hon
hodc nhe hon, vui long noi voi toi a.”
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3. Service & Care / Dich vu va cham séc khach hang

1. During Treatment / Trong khi tri liéu
o “Excuse me, are you comfortable?” / “Ong/Ba c6 cam thy thoai mai khong a?”
o “Is room temperature, lighting, and music alright?”’ / “Nhi¢t d0 phong, anh sdng va
am nhac c6 phu hgp khong a?”
2. Adjust Pressure / Diéu chinh luc massage
o “Is my pressure alright?”’ / “Luc massage c6 phu hgp khong a?”
o If guest requests change:
»  “Would you like stronger or softer?”” / “Ong/Ba mudn lyc manh hon hay nhe
hon a?”
3. Turn Over / Lat ngira
o “Excuse me, please turn over. May I cover your eyes?”
o “Da Ong/Ba vui 1ong nam ngura. T6i ¢6 thé che mat cho Ong/Ba khong a?”
4. Finish Treatment / Két thuc tri liéu
o “Excuse me, may I help you sit up? Your treatment is finished. Did you enjoy it?”
o “Da Ong/Ba tdi c6 thé giup ngdi day khong a? Bai tri liéu cia Ong/Ba hom nay da
két thuc. Ong/Ba ¢ cam thay thoai mai khong a?”

4. Post-Treatment Guidance / Hudng dan sau trj liéu

1. Home Care / Cham séc tai nha
o Body: “Please relax your shoulders and avoid using a high pillow. Your muscle
tension will improve. Wait 2 hours before showering if desired.”
»  “Hay thu gidn vai va khong dung gbi qué cao. S& giam cing co vai. Néu
mubn tam, vui 1ong doi 2 gio sau tri li¢u.”
o Bath: “Please avoid shower immediately after bath treatment.” / “Vui long khong
tam ngay sau khi ngam bon a.”
o Facial / Body: “Use body cream daily after shower. For facial, avoid washing face
for 4 hours. Apply sunscreen if going outside.”
»  “Str dung kem dudng toan than sau khi tim. Vi da mat, khong rira trong 4
gio va ding kem chéng nang néu di ra ngoai a.”
2. Change Clothes & Check Belongings / Miic lai 40 & Kiém tra tii sin
o “Please change back your clothes and check your belongings. I will wait outside.”
o “Xin moi mic lai quan 4o va kiém tra tai san c4 nhan. Toi s& doi Ong/Ba bén ngoai.”
3. Relaxation & Tea / Khu vue thw gidn & tra
o “We have a relaxation area. Would you like to sit there? Here is your tea, please
enjoy.”
o “Bén em c6 khu vuc thu gidn. Ong/Ba c6 mudn ngdi khong a? Pay 1 tra cta
Ong/Ba, xin moi thuong thirc.”
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5. Safety & Emergency / An toan & trudng hop khan cap

« Emergency — Power Outage / Truwong hop mit dién
o Calmly enter room, guide guests to nearest exit, and reassure politely:
= “Please remain calm, Madam/Sir. We are escorting you safely out of the
room. Thank you for your cooperation.”
» “Xin Ong/Ba binh tinh, chiing t6i s& din Ong/Ba ra ngoai an toan. Cam on sy
hop tac.”
o Ensure guests reach a safe area outside.
= “Pam bao khach di dén khu vyc an toan bén ngoai.”
o Notify Spa Manager/Duty Manager immediately.
= “Thong bio ngay cho Giam déc Spa hodc Truc ca.”
o Check equipment before allowing guests to return.
»  “Kiém tra thiét bi truéc khi khach quay lai.”

IV. 1IV. RECOMMENDATIONS / KHUYEN NGHI

o Always greet guests with a smile and maintain eye contact.
o Ludn chao khach véi nu cuoi va duy tri giao tiép bang mit.
« Recognize and praise staff who consistently receive positive guest feedback.
o Ghi nhan va khen thuéng nhéan vién ¢ phan hoi tt tir khach.
« Encourage therapists to suggest improvements for guest care and service.
o Khuyén khich k¥ thuat vién dua ra cai tién cho dich vu va trai nghiém khach.

HOTEL DE LA COUPOLE SAPA | SOP — SPA Page 4 of 5



MGALLERY VIETNAM

V. V. SCORE / PIEM PANH GIA THUC HIEN

Needs
Criteria/ Tiéu chi Excgllegt/ Goc‘)d / Improvement / Can
Xuat sac Tot il
cai thién
Guest welcome &
introduction / Chao dén & 5 4 1-3
gidi thiéu
Treatment preparation /
Chuan bij tri liéu S 4 1-3
Communication &
interaction / Giao tiép & 5 4 1-3
twong tac
Sgrwc? execution / Thwc 5 4 1-3
hién dich vu
Post-treatment guidance /
] x : 5 4 1-3
Hwdng dan sau dich vy
Safety & emergency
handling / An toan & xt ly 5 4 1-3
khan cap
Prepared by Approved by
Dang Thi Yen Pedro Miguel Oliveira Neto
L&D and Wellness Manager General Manager
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