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POLICIES & PROCEDURES
Amended: SPA - 2024 - 005

Subject: Proceduce when letting guests into the treatment room/Quy trinh 02 pages
khi cho kh&ch vao phong tri liéu

|.  OBJECTIVE / MUC TIEU

A warm welcome and professional guidance when Chao dén nong nhiét va hwéng dan chuyén
guests arrive for their experience will be nghiép khi khach dén trai nghiém sé ca nhan hoa
personalized and effective with a real difference. va hiéu qua véi sw khac biét thuwc sw.

ll.  POLICY/ CHINH SACH

Ensure all guests using the Spa service. “Create a

memorable moment” Dam béo tat ca khéch str dung Spa dich vu. “Tao

nén khoanh khic dang nhé”

Update guest names and understand the health | C4p nhét tén khéch va nam r6 tinh trang stic khée
status of the guest on the guest information sheet | ¢Ua khach hang trén to thong tin cua khach hang

Through good preparation, staff can establish a | Thong qua sw chuan bi t6t, nhan vién cé thé thiét
warmer and more personal relationship with guests | /p méi quan hé ndng &m va ca nhan hon véi khéch

. PROCEDURE/ THU TUC

1. Go to the spa reception to get guest 1. Dén quay |& tan spa dé lay thong tin vé khach.
information. Review the  guest Xem lai t&' thdng tin strc khde cua khach. Ghi
information sheet. Remember the guest's nh& tén khach.
name.

2. Greet the guest by name. Introduce 2. Chao khach béng tén. Gidi thiéu ban than.
yourself. Confirm the service. Invite the Xac nhan dich vu. M@i khach di dén phong tri
guest to the treatment room. lidu
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3.

10.

11.

12.

13.

14.

Invite guests into the room. Show guests
the toilet and bathroom. Sink for washing
hands. Change slippers.

Guide guests to change into robes,
underwear and show guests the jewelry

Instruct guests how to sit and soak their
feet. And remind guests how long to

Knock on the door to see if the guests are
ready and enter.

Wash the customer's feet. Ask about the
water temperature and how the customer
feels.

Invite the guest to remove their robe and
instruct them to lie on the bed. Show
them where to put their robe..

Ask if the customer is comfortable,
confirm the service time. Ask about
sound, temperature, lighting. Other
requests... Inform to the guest the service
starting time.

Inform customers that technicians will
wash their hands before performing
service.

Start the service according to the same
procedure as with the body, walk from
the shoulders down and massage from
the feet first. For women, wrap the
customer's hair with a towel. Place a
pillow at the customer's feet.

When starting to apply pressure for about
2-3 minutes, ask the customer if they are
comfortable. Do you need to adjust the
pressure?

Press the two Phong Tri points to awaken
the guest and invite him to lie on his back.
Get a head pillow, foot pillow and eye
pillow for the guest. Make sure the foot
pillow is under the sheet. The head pillow
has a cover. The eye pillow has a rolled
tissue.

3. Moi khach vao phong. Chi cho khach nha vé
sinh, phong tadm. Sink rira tay. Thay dép

4. Hwéng dan khach thay 4o choang, quan nhé
va chi cho khach hép dwng trang strc.......

5. Huéng dan khach cach ngdi ngam chan. Va
nhac khach khoang théi gian bao lau....

6. G6 clra hdi xem khach da san sang chwa va
buwédc vao

7. RGra chan cho khach. Hai nhiét do nwédc va
cam nhan cua khach

8. Moi khach c&i 4o choang va huwéng dan nam
lén giwdng. Chi chd cho khach dé &o

9. Hoi khach cd thoai mai, xac nhan thoi gian
lam. Héi am thanh, nhiét do, anh sén,g. Yéu cau
khac....Théng bao cho khach gi& bat dau dich
vu

10.Thoéng bao voi khach ky thuat vién sé rira tay
trwwde khi lam dich vu

11. B4t dau dich vu theo dung quy trinh nhw véi
body sé di b6 tr vai xudng va massage tir chan
trwdc. Vi niy thi lay khan quén toc cho khéach.
Ké gbi & chan cho khach

12. Khi bat dau lyc dwoc khoang 2 -3 phut hoi
khach xem c6 thoai mai?. C6 can diéu chinh
lwc?

13. Day hai huyét Phong Tri dé thirc tinh khach
va mo&i khach nam nglra day

14. L&y gbi ké dau, gbi ké ¢

cho khach. Cha y gbi k& chan dé dudi ga. Géi
ké dau co khan pha. Goi dap mét co giay tissue
cubn

han va gbi dédp méat
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15

16.

17.

18.

19.

20.

. Ask the guest if he is comfortable and
walk face up.

Start from legs, arms, chest. Wash hands
and massage head

When finished, notify the client that the
treatment is over. Ask the client how they
feel. Give the client advice on their
treatment.

Ask the customer if they want to wipe off
the oil. Advise the customer that oil is
good for the skin. Wipe off the oil if the
customer requests.

Guide guests to change clothes and
remind them not to leave anything
behind.

Turn on the lights and inform the guests
to wait outside (remember to thank the
guests)

15. Hoi khach c6 thoai mai khdng va di bd mat
ngtra

16. Bat dau tir hai chan, hai tay, nguwc. Rira tay
massage dau

17. Khi lam xong thong bao cho khach biét liéu
trinh da két thac. Hoi khach vé cdm nhan. Pwa
cho khach 1&i khuyén cho bai tri liéu cia khach

18. Hoi y kién khach c6 mudn lau dau hay khong.
Tw van khach la dau tot cho da. Lau dau néu
khach yéu cau

19. Hwong dan khach thay d6 va nhéc khach lvu
y khéng bd quén do.

21. Bat dién Ién va thdng bao cho khach sé doi
& bén ngoai ( nhé& cam on khach)

IV. RECOMMENDATIONS / KHUYEN NGHI

- Proactively open the door, smile and
escost the guest to the reception desk.
Give the guest feedback form to rate the
service. Thank the guest for using the
service and hope to have another
opportunity to serve the guest.

Chl déng mé clra, mim cwdi va dan khach
dén quay |é tan. Pwa cho khach mau danh
gia dé danh gia dich vu. Cadm on khach da
st dung dich vu va hy vong cé co hdi khac
duwoc phuc vy khach.

Prepared by

Dang Thi Yen
L&D and Wellness Manager

Approved by

Pedro Miguel Oliveira Neto
General Manager
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