STANDARD OPERATING PROCEDURES -
QUY TRINH THAO TAC CHUAN

FRONT OFFICE - TIEN SANH

21. How to position in public area — Tw thé lam viéc tai khu vuc
cong cong

Policy Statement — Tuyén bo quy dinh

The associate represents the company image to reflect its value toward customers as well as
among the company team. It is the Company policy to ensure Front Office staff stay in public
areas in a professional manner.

Nhan vién la hinh dnh dai dién cho cbng ty ditng trudc khdach hang ciing nhw d6i véi cdc ban
dong nghiép. Quy dinh cua Céng ty doi vdi nhan vién tryc tai tién sdnh la phdi luén trong tw
thé lam viéc chuyén nghiép trong khu vuc cbng cong.

Procedures — Chuoi hanh dong

1. The associate must check his/her grooming at the back office carefully before entering
public areas. To make sure his/her appearance is in high-quality condition.

Nhdén vién phdi kiém tra dién mgo cua minh can thdn truéc khi buéc ra khu vie céng cong.
DPam bdo rdng vé bé ngoai ctua minh luén trong tinh trang hoan hdo.

2. When standing at the public area, the associate must follow:
Khi ding truc o khi vuc cong cong, nhadn vién phdi tudn thu theo:

DON’T — KHONG NEN DO — NEN

XI Too relaxed posture.
Tu thé qud thv gidn.

M Straight posture.
Durng thdng lung.

XI Put hands in the pocket.
Dé tay trong tii quan.

M Hand on top each other in front.
Dt tay nay lén tay kia phia trudc.

[¥] Cross arms in front
Khoanh tay truéc nguc.

M Heels touch heel opens in V shape
Hai got cham nhau tgo hinh chit V.

X Put your hands behind the back.
Chdp tay sau lung.

M Own the area within 10 steps.
Lam chu khu vye ban kinh 10 buéc.

Swinging arms or legs
Dung dua chan tay.

M Switch weight between both legs.
Doi trong tdm chan khi mai.

Chat to others associate.
Noi chuyén phiém vdi dong nghiép.

M Walk not run.
Di khong chay.

Do personal things.
Lam viéc cad nhdn

M Ready for any assistance needed.
Luén trong tu thé san sang gitip do

3. When talking in public areas, the associate should speak clearly and in an appropriate tone

and pace. Avoid posting too far or too close to guest (ideally 1.5 meter away).

Khi noi chuyén noi céng cdng, nhdn vién nén ndi ré rang vdi téc do va dm lugng hop ly.

Trdnh dirng qud xa hay qud gan khdch (ly twong cdch nhau 1.5m).

4. Always maintain eyes contact and smile like you really mean it. Try not to touch the

customer without any permission, especially infant/kid.

Luén giao tiép bang dnh mat tryc dién va nd nu cuoi ty nhién nhdt co thé. Khong nén dung

cham vao khdch hang néu chuwa dugc phép, ddc biét la tré so sinh/tré em.
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5. In case of information exchange with colleagues needed, try to make it quick and
confidential. If not, we can go to the back office.

Trong truwong hop can trao doi théng tin véi dong nghiép, nén néi nhanh va ngdan gon. Néu
khéng thi nén vao bén trong khu vuc nhdn vién dé trao doi.
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