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|.  OBJECTIVE / MUC TIEU

Grasp the health status of guests to come up with
appropriate solutions to limit risks to the health and
life of guests and the reputation of the hotel.

Nam bat dwoc tinh trang strc khde cta khach dé
dwa ra cach gidi quyét pht hop dé han ché rii ro
cho strc khée va tinh mang cta khéch, danh tiéng
cua khach san.

II.  POLICY/ CHINH SACH

In all interactions with Guests, the Spa Receptionist
presents Him/Herself as a consultant and examines
the guest’s health status when the Spa Manager is
absent and is empowered to resolve issues.

The Spa Receptionist is responsible for asking
about the guest’'s skin condition and deciding
whether the guest’s skin condition is suitable for
using the spa’s treatment services.

Trong moi tuwong tac véi Khach, Nhan vién 18 tan
Spa déng vai tro la chuyén gia tu van va kiém tra
tinh trang strc khée cua khach khi ngu’o’/ quan ly
spa vang mat va duoc trao quyén giadi quyét cac
van dé.

Nh&n vién 18 tadn Spa cé tréch nhiém héi thdm tinh
trang da cla khéch va quyét dinh xem tinh trang da
cla khéch c6 phu hop dé st dung cac dich vu diéu
tri cua spa hay khéng.

. PROCEDURE/ THU TUC

For guests who mark an x in the box (Skin
diseases) on the customer information
sheet
Receptionist: Confirm specifically what
the guest's disease looks like. In which
area

Déi v&i khach danh dau x vao 6 (Bénh ngoai
da) trén phiéu thong tin khach hang

L& tan: Xac nhan cu thé bénh cda khach
trong nhw thé nao. O ving nao

Néu la viing dé thay, hay kiém tra xem do c6
phai Ia bénh nhw bong tréc da khéng. Ghé.
Mun nhot, ma. Vét thwong hé. Sau khi kiém
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If it is a visible area, check to see if itis a
disease such as skin peeling. Scabies.
Boils, pus. Open wounds. After checking
the visible area, ask the guest if there are
any other areas on the guest's body that
are like that

1. Excuse Me Madam/Sir. You have tick on
the Skin disease in this form. Could you
please show me that area? Do you have
any other skin disease besides this area?

2. I'm so sorry Madam/Sir. With this skin
diseases can’t do for the massage but we
have the Sapa Red Dao herbal bath,
Facial treatment, body scrub and body
wrap treatment. The body scrup and
body wrap the therapist will have gloves.
Im very sory for this inconvenience.
Would you one to do any treatment
between of those

tra viing dé thay, hay hoi khach xem c6 viing
nao khac trén co thé khach gibng nhw vay
khong

1.Anh/chj oi em thdy minh dién vao phan da
nay thi xin héi anh/chj c6 thé cho em tham
kham qua vé phén da dé duoc khéng a.
Ngoai khu vuc nay minh con bj & dau nira
khbng a?

2.Da thuc swrrét 1y lam tiée va rét xin 16i anh
chj: Véi phan da nay bén em chi c6 bai tam
thdo dwot, massage mat, tdy da chét
toan than, ¢ dwéng co thé 1a phu hop a.
Va em xin phép bai tdy va g ky thuat vién co6
str dung gdng tay mém a. Em rét xin 16i vé
swbét tién nay mong anh chj théng cam gitp
em a.

V.

RECOMMENDATIONS / KHUYEN NGHI

Empathize with customers

When encountering a customer with skin
diseases, immediately understand the
customer's concerns upon receiving the
information.

Usually, these will be related issues in the
process of using the business's products
and services. And you will encounter
customers who show anger, sometimes
loudly.

So show customers that you are on their
side and want to advise them on services
suitable for their skin condition.

Théu cadm v&i khach hang

Khi gap phai mot khach hang co van dé vé da
ngay khi tiep nhan théng tin hay hiéu nhirng
ban khoan cua khach hang.

Théng thwdng, day sé la nhivng van dé lién
quan trong qua trinh s&r dung san pham, dich
vu cla doanh nghiép. Va ban sé gap phai
nhwng khach hang thé hién thai do tiec gian,
doi khi to tiéng.

Vay nén hay thé hién dé& khach hang thay la ban
dang ding vé phia ho va mudn tw van dén ho
nhirng dich vu phu hgp véi tinh trang da cua
ho.

HOTEL DE LA COUPOLE SAPA | SOP — SPA

Page 2 of 3




/‘\otel D€ 14\

= COUROLE 2

QL™
N\ 4

MGALLERY VIETNAM

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

HOTEL DE LA COUPOLE SAPA | SOP — SPA Page 3 of 3



