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dién thoai

OBJECTIVE / MUC TIEU

Ensure a professional and seamless booking
experience for guests calling the Spa.

Dam bao trai nghiém dat lich chuyén nghiép va
lién mach cho khach goi dién téi Spa.

POLICY/ CHINH SACH

e Answer all calls within 3 rings at minimum.

¢ Maintain a polite, calm, and professional tone
throughout the call.

e Personalize communication by addressing
guests by nhame as soon as it is known.

e Confirm all details of the booking, including
service, duration, date/time, therapist
preference, room type, and optional pre-
treatment services.

e Record all guest information accurately in the
booking system.

e Lubn nghe dién thoai sau it nhat 3 tiéng
chudng.

e Gir giong nai lich sw, binh tinh va chuyén
nghiép trong suét cudc goi.

e Goi tén khach ngay khi biét dé tao sy than
thién va ca nhan hoéa djch vu.

e X&c nhan day du théng tin: djch vy, thoi
ltrong, ngay/gio, gidi tinh nhan vién, loai
phong, va dich vu xéng hoi/tdm thdo duwoc
truéc (néu co).

e Ghi nhan théng tin khach chinh x&c trong hé
théng dat lich.

lIl. PROCEDURE / QUY TRINH
1. Answering the Phone / Nghe dién thoai

* Let the phone ring at least 3 times before picking up.

Pé chudng it nhdt 3 tiéng truée khi nghe.

* Pick up the call with a polite greeting:
Nghe dién thoai voi loi chao lich su:

"Xin chao! Good morning/afternoon, Thank you for calling, Nuages Spa, this is [Receptionist

Name]. How may | assist you today?"
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Chao buéi sang/chiéu, cam on Anh/Chi dd goi dén Nuages Spa, em la [Tén Ié tan]. Em cé thé hb
tro- anh/chi hom nay dwoc khong a?

2. ldentify the Guest / Xac dinh khach hang

* Ask for the guest’s name.
Hoi tén khach:

"May | have your name please?"
Anh/chi vui long cho em biét tén a?

* Address the guest by name during the call.
Goi tén khach trong suot cudc goi khi da biet tén.

3. Confirm Service / Xac nhan dich vu

* Ask what treatment the guest wants:
Hoi khdach muon sur dung dich vu nao:

“"Which treatment would you like to book today, Mr./Ms. [Guest Name]?"
Anh/chi [Tén khach] muon dat dich vu nao hom nay a?

« Suggest optional services if relevant:
Goi y thém cac dich vu néu phu hop:

“"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 tri lieu khong a?

4. Confirm Appointment Details / Xac nhan lich hen

* Collect the following information:
Thu thdp thong tin chi tiet:

e Treatment & Duration / Dich vu & Thoi luong

e Date & Time/ Ngay & Gio

o Number of guests / S6 hrong khdch

o Therapist preference (male/female) / Gioi tinh nhan vién tri liéu

e Room type (single/double) / Loai phong (don/doi)

« Optional pre-treatment (steam/herbal bath) / Dich vu truée (xéng hoi/tam thdo dwoc)
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"Let me confirm your booking, Mr./Ms. [Guest Name]. You will have [Treatment Name] for
[Duration] on [Date] at [Time] for [Number of Guests], with a [male/female] therapist, in a
[single/double] room. You will also enjoy [optional pre-treatment]. Is that correct?"

Em xac nhan lai voi anh/chi [Tén khach]: Dich vu [Tén dich vu] trong [Thoi lwong] vao [Ngay]
lGc [Gio] cho [S6 lwong khdch], véi nhan vién tri liéu [nam/nit], sic dung phong [don/déi], va dich
vu trude [xéng hoi/tam thao dwoc]. Thong tin ¢6 chinh xdc khong a?

5. Offer Additional Information / Cung cap théng tin thém

* Mention promotions or specials if applicable.
Théng bdo khuyén mdi néu co:

“Today we have a special promotion: [Promotion Details]. Would you like me to include it?"
Hoém nay Spa co chuwong trinh khuyén mai: [Chi tiét]. Anh/chi co muon dp dung khong a?

» Offer to send the Spa menu for reference.
Gui menu Spa cho khach tham khao:

"I can send you our Spa Menu for your review before your visit."
Em co the gui anh/chi menu Spa dé tham khdo trudc khi den a.
6. Record Booking / Ghi nhan lich hen

* Enter all details into the Spa booking system.
Nhdp day dii théng tin vao hé thong dat lich Spa.

* Confirm any deposit requirements if applicable.
Xdac nhdn dat coc néu can.
7. Closing the Call / Két thic cuéc goi

* Thank the guest and confirm the next steps.
Cam on khdch va xac nhan cac buoc tiép theo:

"Thank you very much, Mr./Ms. [Guest Name]. We look forward to welcoming you to Nuages Spa
on [Date] at [Time]. Have a wonderful day!"

Cdm on anh/chi [Tén khdch] rat nhiéu. Spa mong sém dwoc don tiép anh/chi vao [Ngay] lic [Gio].
Chuc anh/chi mot ngay t6t lanh a!
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 Personalize farewell and offer assistance if needed.
Ca nhan hoa loi chao, dé nghi ho tro thém néu khach can:

"Should you have any questions before your visit, please do not hesitate to call us."
Neu anh/chi co thac mac trudc khi dén, xin vui long goi lai cho Spa q.

IV. SERVICE STANDARDS / TIEU CHUAN DICH VU

* Let the phone ring at least 3 times.

Pé chudng it nhdt 3 tiéng triede khi nghe.

* Always call the guest by name once known.

Luén goi tén khdch ngay khi biét tén.

» Maintain polite, calm, and professional tone.

Giir giong diéu lich su, binh tinh va chuyén nghiép.
* Confirm all booking details clearly.

Xdc nhdn day dii va ré rang cac thong tin dat lich.

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