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Issued:

January 2026 SPA & RECREATION Index N°:
POLICIES & PROCEDURES

Amended: SPA — 2026 - 008

Subject: Spa reception process/Quy trinh 1 tan Spa 06 pages

|.  OBJECTIVE / MUC TIEU

To ensure an exceptional and personalized guest
experience from arrival to departure, reflecting the
luxury standards of a 5-star international Spa. Every
interaction must demonstrate professionalism,
warmth, efficiency, and genuine care.

Pam bao mang dén trdi nghiém xuat sac va ca
nhan hoéa cho khach hang tcr khi dén Spa cho dén
khi roi di, phdn énh dung tiéu chuén djch vu cia
Spa 5 sao qudc té. Méi tvong tac déu phai thé
hién s chuyén nghiép, than thién, tinh té va tan
tam.

ll.  POLICY/ CHINH SACH

¢ Welcome customers with a warm, friendly, and
professional attitude.

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

e Respond quickly and accurately to customer
needs and requests.

e Manage appointment schedules and allocate
staff appropriately to avoid long waits.

e Optimize processes to serve customers quickly
yet attentively.

o Create a feeling of being cared for and listened
to.

e Record customer preferences and notes for
future visits.

e Check customer's health and allergies to ensure
appropriate treatment.

e Chao dén khach hang véi thai do niém né,
than thién va chuyén nghiép.

e Tat cdnhan vién phai lubn mim cwoi va
giao tiép bang mat khi chao dén va twong
tac véi khach hang.

e Dap ung nhanh chéng va chinh xac cac nhu
céu va yéu cau cda khach.

e Quan ly lich hen va phan bé nhan sw hop ly,
tranh khach cho lau.

e Téi wu héa quy trinh dé phuc vu khéach
nhanh chéng nhung vén chu déo.

e Tao cam giac khach dwoc quan tam, cham
s6c va ldng nghe.

e Ghinhén sé thich va luu y cda khach dé
phuc vu tét hon trong nhing lan sau.

e Kiém tra strc khée va dj img cda khach dé
dam bao liéu trinh phu hop.
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. PROCEDURE/ THU TUC
A. Opening Checklist — Pre-Shift Preparation/ Chudn bj trwrét ca lam viéc

* Arrange tables and chairs neatly; items on tables should be organized.
Sdp xép ban ghé gon gang; cdc vit dung trén ban dwge sdp xép ngdn ndp.
* Turn on lights and music in the reception area.

Bdt dén va nhac sanh 1é tan.

* Enable computer systems, POS machines, payment devices.

Bdt san cdc hé thong mdy tinh, mdy POS, mdy thanh todn.

* Prepare all forms and schedules neatly: booking schedules, locker keys, consultation forms,
comment cards, appointment cards.

Chudn bi san cdc form: lich dat, chia khoa locker, phiéu tw vin, phiéu nhdn xét, phiéu dat hen.
* Clean herbal trays, menus, promotion flyers.

Don sach khay thao dwoc, menu, flyer khuyén mdi.

* Check and arrange display cabinets neatly.

Kiém tra va sdp xép tu trung bay gon gang, dep mt.

* Adjust curtains and check balcony cleanliness; rearrange chairs.

Chinh rém, kiém tra vé sinh ban céng, sdp xép ghé lqi.

* Ensure floor and balcony cleanliness.

Kiém tra vé sinh san nha va ban cong.

. Orgamze storage cabinets.

Sap xép tu dé do gon gang.

* Check lighting, hanging pictures, power sources of machines.

Kiém tra dén, tranh treo, nguon dién cic mdy moc.

B. Sequence of Service / Quy trinh phuc vu khach hang

1. Welcome guest / Chao don khéch

* Good morning/afternoon/evening, Mr./Ms. _, welcome to Nuages Spa. How are you today?
Xin chao, chao mirng anh/chi dén véi Nuages Spa. Anh/chi cé khée khéng a?

* Please have a seat over here.

Xin moi anh/chi ngéi bén day.

2. Receptionist introduces herself / Gidi thi¢u Ié tin

* Mynameis __, I am your Spa Receptionist. How may I assist you?
Emténla la le tdn Spa hém nay. Em ¢ thé hé tro gi cho anh/chi khéng a?
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3. Offer menu and welcome tea / Moi menu va tra chao don

* This is our Spa Menu. | will bring you our welcome tea in 2 minutes.

Em moi anh/chi tham khdo menu Spa a. Em sé mang tra chao dén dén trong 2 phiit.
* May I serve you our herbal tea? (Ginger, Lemongrass, Honey)

Em moi anh/chi dung tra thao dwoc (gung, sa, mdt ong) a.

4. Provide information about services / Gidi thi¢u dich vu va khuyén mdi
* Are you looking for skin care, relaxation, or pain relief?

Anh/chi muon cham séc da, thw gian hay giam dau a?

* Here is our promotion today:

Hém nay Spa c6 chwong trinh khuyén mai:

* Would you like me to advise or explain more about the services?

Anh/chi ¢é6 mudn em tw van chi tiét hon vé dich vu khong a?

5. Make reservation / Nhén dat lich
* May I have your name and your room number please?
Anh/chi vui long cho em biét tén va so phong a?

* What treatment would you like?
Anh/chi muon sw dung dich vu nao a?

* When would you like to schedule it?
Anh/chi muon dat lich vao thoi gian nao a?

* Would you like a male or female therapist?
Anh/chi muon nhan vién tri liéu nam hay nir a?

* Would you prefer a single room or a double room?
Anh/chi muon sw dung phong don hay phong doi a?

* Would you like to enjoy a herbal steam or bath before your treatment?
Anh/chi c6 muon swr dung dich vu xong hoi hodc tam thdo dwoc trudc khi bat dau khong a?

* Mr/Ms ...Can | confirm your booking: Treatment ___, Duration ___, Date ___, for ___ persons,
Therapist __, Room ___, Pre-treatment ___ ?

Da Anh/Chj.....Em Xxin phép xdc nhdn lai: Dich vu ___, thoi gian __, ngay _ , cho _ nguoi,
nhanvién ___, phong __, dichvu truéc ___ a?

Note/Luu y:

e Always address the guest by their name as soon as it is known.
Luon goi tén khach ngay khi biét tén dé tao sw than thién va ca nhan hoa dich vu.
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6. Welcome returning guest & consultation form / Chao khdch quay lai & phiéu tw vin

« Xin chao! Good morning/afternoon/evening, Mr./Ms. ___, Welcome to Nuages Spa, may |
reconfirm your treatment today? ,

Xin chao ! anh/chi ___,chao mirng anh chi den Nuages Spa a, em xin xdac nhdn lai dich vu hom nay
a

* Please indicate your preferences on our spa consultation form.
Anh/chi vui long ghi lai so thich trén phiéu tw van Spa dé phuc vu tot nhat a.

7. Present treatment products / Gidi thiéu sin pham liéu trinh

» We have 3 types of massage oils: Orrange (calming), Lavender (uplifting), Signature oil
(detoxifying). Which would you like to use today?

Chiing em c6 3 logi dau massage: Cam (thu gidn), Odi hwong (tang nang lwong) va dau dic trung
(thai doc). Anh/chi muon dung logi nao hom nay a?

8. Brief therapist / Chuyén thong tin cho KTV

* Guest Name: ___, Room Number: __ , Treatment: ___, Duration: ___, Focus/ Avoid:
Pressure: Strong / Medium / Soft 7
Tén khach: ___, So phong: __, Dichvu: __, Thoi lwong: __, Diém tap trung / tranh: ___, Luc

massage: Manh / Trung binh / Nhe

9. Introduce therapist / Gidi thiéu KTV
* Mr./Ms. , this is Ms./Mr. ___, your therapist. Please enjoy your treatment.
Anh/chi ___, ddy la nhan vién tri lieu ___ a. Chuc anh chi thdt nhiéu thu gian voi dich vu a.

10. After treatment — feedback / Héi ¥ kién khdch

» Positive: Did you enjoy your treatment? Thank you so much. Would you like to book your next
session?

Tich cuc; Anh/chi cam thcfy bai tri liéu hom nay nhu thé ndo a? Em cam on nhiéu a. Anh/chi ¢6
muon dat dich vu cho lan ti khong a?

* Negative: I’m sorry to hear that. What did you not enjoy? How can we make it right?

Khéng tich cwe: Em rat tiéc khi nghe diéu nay. Diéu gi khién anh/chi chwa hai long a? Chiing em
c6 thé khdc phuc nhir thé ndo?

11. Serve refreshments & guest comment form / M¢i tra & phiéu nhin xét

* Please enjoy your drink. Could you kindly fill in our feedback form?
Moi anh/chi dung tra va giup em hoan thanh phiéu nhdn xét q.
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12. Billing & Payment / Héa don va thanh todn

* Ask payment method: Would you like to charge it to your room, pay by card, or cash?

Anh/chi muon tinh vao phong, thanh todn bang thé hay tién mdt a?

* Ask about vouchers: Do you have any vouchers or promotions to apply?

Anh/chi c6 voucher hodc wu ddi nao muén ap dung khong a?

* Process payment: This is your bill. Today you enjoyed (Treatment Name). Total __, inclusive
of all service charges and taxes.

Day la héa don, hom nay anh/chi sw dung dich vu (Tén djch vu). To ong _, dd bao gom phi va
thué.

13. Farewell / Tién khdch

* Express appreciation: It was our pleasure to serve you. Enjoy your stay with us .We look forward
to welcoming you back to Nuages Spa.

Bay to sy tran trong: Rat hdn hanh duoc phuc vu anh/chi. Em cam on anh chi , chuc anh chi ky luu
trii thdt nhiéu niém vui a . Spa mong sém dwoc don tiép anh/chi quay lai.

IV. SERVICE RECOVERY & RECOMMENDATIONS / XUPLY TINH HUONG & KHUYEN
NGH]/

* Remain calm and composed in all situations.

Ludn giit binh tinh va tac phong chuyén nghiép trong moi tinh huéng.
* Listen actively without interruption.

Ldng nghe tich cwc, tdp trung va khéng ngdt 161 khdch.
* Apologize sincerely when appropriate.

Xin 16i chan thanh khi can thiét.

* Offer solutions aligned with hotel policies.

Duwea ra giai phap phu hop voi chinh sach khach san.

* Escalate to Spa Manager if necessary.

Bdo cdo quan Iy Spa néu vuwot tham quyén.

* Follow up with guest after resolving the issue.

Theo déi va cham séc khdch sau khi xit 1y vin dé.
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V. SERVICE STANDARDS / TIEU CHUAN DICH VU

* Maximum waiting time: under 5 minutes.

Thoi gian cho toi da: 5 phiit.

» Always use polite language: “My pleasure”, “Certainly”, “Allow me”.

Luon dung ngon ngit lich su: “Rat han hanh a”, “Da vang a”, “Em xin phép a”.
* Maintain soft tone of voice and positive body language.

Giir giong noi nhe nhang, cu chi va thai do tich cuc.

* Personalize farewell and record guest preferences immediately.

Cd nhén héa 16 chao tam biét va ghi nhdn sé thich khdch ngay sau khi ra veé.

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