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CODE OF CONDUCT

TRONG KHACH SAN

1.1. Chao don khach:
« “Xin chao, chao mirng quy khach dén véi khach san La Siesta ()!”
« “Xin chao, t6i c6 thé gilp gi cho quy khach?”
1.2. Khi gap khéach tai sanh hoac cac khu vuc chung:
« “Xin chao, chic quy khach mét ngay t6t lanh!”
« “Xin chao, quy khach c6 can hé trg gi khong?”
1.3. Khi nhan cudc goi ctia khach:
« “Xin chao, () nghe. T6i c6 thé gilp gi cho quy khach?”
« “Xin chao, cdm on quy khach d4 goi dén.., t6i c6 thé hé trg quy khach nhu thé nao?”

Huéng dan st dung 16i chao “Xin chao”:
« Ludn chao khach vai mét nu cudi va duy tri giao ti€p bang mat dé tao bau khéng khi than thién va chao don.
* Str dung 16i chao “Xin chao” véi giong rd rang, lich su va tu tin.
+ Pam bao réng tat ca nhan vién déu st dung “Xin chao” mét cach nhat quan nhu 16i chao tiéu chun dé tao &n tugng chuyén
nghiép va thdng nhat.

* Luén chao khach véi nu cudi: Bat ké vai trd cla ban la gi, hdy chao khach véi nu cudi am ap va thai do than thién. S dung
ngén ngir lich su nhu “Xin chao,” “Chao budi chiéu,” hodc “Téi co thé giup gi cho quy khach hém nay?”

+ Giir vé ngoai gon gang va sach sé: T4t cd nhan vién can dam bao chinh t&, mac déng phuc sach sé va phang phiu. Thé tén phai
dugc deo & noi dé thay moi luc.

* Str dung tén khach khi c6 thé: Néu ban biét tén clia khéach, hdy goi ho bang tén. Diéu nay gilp tuong tac trd nén ca nhan hon
va thé hién rang ban t6n trong ho.

+ Chu déo va san sang hé tro: Ludn san sang gilp d& khach, duy tri giao ti€p bang mét va ghi nhan khi khach ti€p can ban. Dirng
bao gio phét 1o khach hoac t6 ra khéng quan tam.

* Néi rd rang va chuyén nghiép: S dung ngdn ngir ré rang, ngan gon va lich su. Tranh dung tiéng 16ng hoéc bi€u hién khong
chinh thirc, ngay ca khi néi chuyén véi dong nghiép trude mat khach.

« Lang nghe chu déng: Chu y 1ang nghe khi khach ndi va tranh ngat 16i. Néu ban khong hiéu rd, hay lich sy yéu ciu khach nhac
lai d€ dam bao rd rang.

« Tranh ngén ngif tiéu cuc: Thay vi ndi “Toéi khong biét,” hay sir dung cac cum tir nhu “DE t6i ki€m tra cho quy khach” hodc “Toi
sé tim hiéu ngay cho quy khach.” Diéu nay thé hién su s&n long gidp da.

« Giir kin cac cudc trdo chuyén ca nhan: Tranh thao luan vé van dé ca nhan hodc cong viéc véi dong nghiép tai khu vuc cé khach.
Luén duy tri thai d6 chuyén nghiép.



» Giir binh tinh va lich su: Néu khéach khong hai long hodc c6 khiéu nai, hdy gil binh tinh, lang nghe k¥ va thé hién sy théng cam.
Tranh tranh céi hoac bao vé lap truong cla khach san.

« Xin 16i va nhan trach nhiém: DU 16i khong thudc vé ban, hay xin 16i mét cach chan thanh vi su bat tién ma khach da gap phai.
St dung cac cau nhu “Toi xin 16i vé su bat tién nay” hodc “Toi hi€u cam gidc clia quy khach.”

« Tim giai phap hoéc tim su hé trg: Co gang giai quyét van dé trong kha nang ctia ban. Néu khong thé, thong bao cho khach
rang ban sé lién hé ngudi cé thé hé trg ho va dam bao theo déi dén clng.

- Ton trong su riéng tu ctia khach: Khong thao luan chi tiét ca nhan cda khach nhu s6 phong, thoi gian Iuu trd, hay bat ky yéu
cau nao ho da dua ra vai céc khach khac hodc & khu vuc céng cong.

« Tranh vao phong khach ma khong dugc phép: Ludn go clra va gidi thiéu ban than trudce khi vao phong khach, ngay ca khi la
nhiém vu don phong hoac bao tri.

* Gilr moi khu vuc sach sé: Dam bao céac khu vurc céng cdng, bao gém sanh, thang mady, va hanh lang, luon sach sé va gon gang.
Néu ban thay réc, hay nhat 1én du khéng thudc trach nhiém cua ban.

* Duy tri khéng gian lam viéc ngéan nap: Gitr khéng gian lam viéc sach sé va ngan nép, d&c biét khi khu vue d6 c6 thé nhin thay
bdi khach, vi diéu nay phan anh su chd trong cia khach san dén tirng chi tiét va tiéu chuén.

« Dén dung gio: Viéc dén dung gitr lam viéc thé hién su tén trong déng nghiép va khach hang. Ludn dung gid khi tham du cac
cudc hop va khi ho trg khach.

* Hoan thanh cam két: Néu ban hira véi khéach diéu gi, nhu goi bdo thire, thuc hién yéu ciu dac biét hodc cung cap théng tin,
hay dam bao thuc hién ding han. Khach khéng nén phai nhac nha ban.

* Giap d& déng nghiép khi can thiét: Néu ban thiy déng nghiép dang gap kho khan hoéc cén sy hé trg, hdy dé nghi gidp d&. Mot
doi ngli phoi hgp t6t sé nang cao trai nghiém cua khach.

- Giao tiép hiéu qua giita cac bd phan: Dam bdo réng théng tin quan trong duoc truyén dat dén cac bd phan lién quan, chang
han nhu s& thich cta khéch, yéu cau dac biét, hodc cac van dé bao tri, d€ tranh hi€u [am va cham tré.

9.1. Quy tac st dung thang may:

« Uu tién khach hang: Ludn dé khach hang Ién thang may trude. Khi dén sanh chd thang may, hay ding sang mot bén va moi
khach vao trudc.

+ Bam thang may: Néu ban 1a nhan vién, hdy bam thang may va héi khach muén di dén tang nao. Dirng d€ khach phai bam thang
may cho minh.

« Vi tri trong thang may: D(rng & mot goc bén canh bang diéu khién hoac phia sau thang may dé khéng can trd khach. Nhan vién
nén tranh ding & gitra trir khi can gitp d& khach.

« Thao tac khi ra khéi thang may: Khi thang may dén tang cta khach, hay chd khach bude ra trude. Néu can, hay gilr cira thang
may bang cach nhan ndt md dé khach c6 thé ra khdi thang may dé dang.

* Tranh str dung thang may khach: Khi khéng di cung khach, nhan vién nén str dung thang mady danh riéng cho nhan vién (néu
c6) dé tranh lam phién khach hang.

9.2. Quy tac khi dan khach di lai trong khach san:

* Luén dan dudng phia trudc: Khi dan khach dén mot khu vuc nao do, ban nén di phia trude khach va dam bao gitr mot khoang
céch vira phai d€ khach cé thé di theo ban mét cach thoai mai

- Di bén trai hodc bén phai: Khi di cung khéch trong nhiing khu vuc dong ngudi, hay di bén trai hodc bén phai clia khach thay vi
di phia trudc, d€ dé dang giao ti€p va hd trg ho néu can.

- Gi6i thiéu va giai thich: Khi di qua cac khu vuc trong khéach san, hay gigi thiéu ngan gon vé nhitng dia diém quan trong (nha
hang, phong hop, khu vuc spa...) d€ gitp khach ndm ré va cam thay thodai mai hon khi st dung dich vu.

* Chu y dén téc d6 di lai: Diéu chinh tdc d6 di lai phu hop vdi khach, dirng di qué nhanh hay qua cham. Dam bao rang ban dang
tao su thodi mai va dé chiu cho khach.

+ Loi chao va giao tiép lich su: Luén chao khach mot céch lich su va giao tiép than thién khi dan dudng. Néu khach c6 céu hoi,
hay tra 16i mét cach ré rang va lich thiép.

* Huéng dan dén ding noi: Dam bdo dan khach dén dang dia di€ém ho yéu cau va xac nhén lai khi dén noi. Néu khéng biét
dudng d&én maot khu vure, hay xin phép khach dé hoi théng tin hodc tim ngudi hé tro.
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HUQNG DAN VIET THU XIN LOI
& CAM ON KHACH HANG:

A. PHAN LOAI CAC LOI:

1. L6i lién quan dén dich vu

« Thai d6 nhan vién: Nhan vién thiéu than thién, khong lich su, hodc chua di nhiét tinh khi phuc vu khach hang.

« Cham tré trong dich vu/tour tuyén: Dich vu phong hodc céc yéu ciu tir khach bj x(r Iy cham tré, gay phién toai cho khach.

« Thiéu sy ho trg khi c6 van dé: Khach hang gap van dé nhung nhan vién khong giai quyét kip thai hodc khéng cung cap s gitp
d& day du.

« Khéng théng tin day du: Khach khong nhan duge hudng dan hodc thong tin quan trong vé céc tién nghi va dich vu cua
khach san.

« Dich vu phong khéng dat yéu cau: Dich vu don phong khéng chu ddo hoédc khong dép (ng cac tiéu chuén vé sinh.

« Sai s6t trong dich vu: thu thiéu, thira tién khach, lam méat d6 khach...

2. L6i lién quan dén co sd vat chat

« Phong & khéng sach sé: Phong chua dugc don dep ki cang hodc cé dau hiéu khong sach sé khi khach nhan phong.

- Thiét b trong phong hong héc: Biéu hoa, TV, dén, voi nude, hodc cac thiét bi khac trong phong khong hoat déng tot hoac bi hu
hong.

- Tiéng 6n: Phong bi anh hudng bdi ti€ng 6n tir bén ngoai hodc tlr cdc phong khac do cach &m khong tét.

« Thiéu tién nghi: M6t s6 tién nghi nhu may say toc, ban Ui, hodc céc vat dung can thiét khac bi thiéu hodc khéng co trong phong.

+ Van dé vé nhiét d6 hodc nudc: Nudc nong khdng hoat dong, hé théng diéu hoa khéng lam mat/am diang mic gay kho chiu
cho khach.

B. THU' XIN LOI

1. NGUYEN TAC: Chan thanh - C4 nhan hoa - Téc do
Ngoai ra can can nhic thém Muc d6 quan trong cia khach hang (VIP) d€ phan chia nhiém vu nguoi phu trach gtri thu.

2. CAC BUGC THUC HIEN:
2.1. Truong hop Xin 16i sau khi nhan dugc feedback tiéu cuc, nhung khach da roi khéi khach san:

2.1.1 Mirc d6 nhe: L6i nhé hoic su cé khong dang ké

* Dugc gui tir: BO phan Cham séc Khach hang

« Tiéu d&: “Xin 16i vi su bat tién nho trong ky luu trd tai khach san”

* NoGi dung:
= Loi chao: Kinh gtri [Tén khach hang],
= Loi xin 16i ngan gon: Chung t6i chan thanh xin 16i vi sy bat tién ma quy khach da gép phai trong thoi gian luu trd vira qua.
= Giai thich hodc lam rd: D6 la sy ¢ nho khong luong trude duoc, va ching téi da nhanh chong xur ly.
= Loi cam on va cam két: Cam on quy khach dé chia sé dé chiing t6i cé co hoi cai thién dich vu. Ching t6i cam két mang

lai trai nghiém t6t hon trong nhirng lan luu tra tiép theo.

= L&i két: Tran trong, [Tén nguai viét] — [Chirc vul.



2.1.2 Mirc d0 trung binh: Van dé nghiém trong hon hoéc nhiéu su c6
« DPugc g tir: Quan ly BP Cham Soc Khach Hang hoéc tuong duong
« Subject: “Xin 16i vi nhirng su c6 khdng mong muén trong ky luu trd tai [Tén khach san]”
* NGi dung:
= L&i chao: Kinh gtri [Tén khach hang],
= Loi xin 16i chi tiét hon: Chung téi rat ti€c vi da khong dép (rng dugce ky vong cdia quy khach va xin 16i vi nhitng b4t tién
ma quy khach da gap phai.
= Gidi thich va thira nhan 16i: Nhirng su cé nay khong thé hién dung chat luong dich vu ma ching t6i lubn cam két.
Chung t6i da xem xét ki ludng va dang thuc hién céc bién phap dé& ngan chan chung trong tuong lai.
= Hanh déng khac phuc: D€ bay t6 su ti€c nudi, ching t6i mong mudn gt tdng quy khach [dich vu b& sung/géi khuyén
mai] cho ky luu trd sap téi.
= L&i cam on va cam két cai thién: Ching t6i rat biét on sy thong cam cua quy khach va hy vong c6 co héi phuc vu quy
khéch tot hon trong tuong lai.
= L&i két: Tran trong, [Tén ngudi viét] — [Chirc vu]

2.1.3 Mitrc d6 nang: Van dé nghiém trong hon hoac nhiéu sy co xay ra
* Pugc gui tir: Giam doc Diéu hanh Khach san
« Tiéu dé: Vi du “Loi xin 16i sdu sac vi nhirng trai nghiém cla quy khach tai [Tén khach san]”
* Noi dung:
= L&i chao: Kinh gtri [Tén khach hang],
= Loi xin 16i chan thanh: Chung t6i v cung xin 16i vi nhitng trai nghiém khéng mong muén ma quy khach da gap phai
trong su6t ky luu trd tai khach san cla ching t6i.
= Thira nhan trach nhiém va giai thich: Day la moét sai sét 16n tir phia ching t6i va khéng phan anh dudng tiéu chuan
dich vu ma ching t6i cam két. Chung t6i d& ngay 1ap tirc diéu tra va sé cé cac bién phap nghiém tic dé khac phuc
tinh hinh.
= Hanh déng khac phuc va boi thudng: DE bay t6 su hai 16i, ching t6i mong mudn hoan tién cho quy khach hodc cung
cdp mot ky nghi mién phi tai khach san trong Ian luu tri tiép theo.
= Cam két cai thién: Chung t6i cam két sé& cai thién toan dién dé tranh 13p lai tinh huéng nay trong tuong lai va rat mong
quy khéach cho ching t6i co hoi dé khéi phuc lai niém tin ctia quy khéach véi co s chung toi.
= L&i két: Tran trong, [Tén ngudi viét] — [Chirc vu.

2.2. Truong hop Xin 16i khi da cé bai viét tiéu cuc trén mang
* Budc 1: Xt ly nhu “2.1.3. Mirc dé ndng”
* Budc 2: Cho thu phan hdi cta khach hang dé Iua tinh huéng xin g& bai
Luu y réng KHONG NEN xin g& bai ngay tir birc thu dau tién, néu khong khéo sé khién khach cé an tuong khach san CHi
QUAN TAM t6i bai viét chir khong hé quan tam tdi trai nghiém cuda khach.

1. NGUYEN TAC: Chan thanh - Ca nhan ho - Chuyén nghiép
Ngoai ra can can nhac thém Mdrc d6 quan trong cua khach hang (VIP) d€ phan chia nhiém vu ngudi phu trach gui thu.

2. CAc BUGC THUC HIEN:
« Dugc g tir: Quan ly BP Cham Soc Khach Hang hoéc tuong duong
- Tiéu dé: Thu cam on tir khach san La Siesta [tén]
* NGi dung:
= Loi chao: S dung 16i chao pht hgp, thé hién sy ton trong. Vi du: Kinh giri [Tén khach hang/céng ty]; Than gui [Tén
ngudi nhan]
= L&i cam on cu thé: Di thang vao viéc cdm on ngay tir dau. Dé cap rd rang ly do cdm on: Thay mét cho La Siesta [Tén
khéch san], ching téi xin gui 16i cdm on chan thanh vi da chon ching t6i lam nai luu trd trong chuyén tham Ha Noi
clia ban
= Néu chi tiét ly do cam on: Cu thé héa ly do ban mudn cam on. Diéu nay giup birc thu trd nén ca nhan héa va chan
thanh hon: Chung t6i rat vui khi biét ban da cé mot trai nghiém tuyét voi va danh gia cao nhirng dich vu ma chdng toi
cung cép.
= Nhan manh gia tri cia méi quan hé: Dé cap dén tdm quan trong cia mdi quan hé gitra hai bén va mong mudn ti€p
tuc hgp tac trong tuong lai: Su ting ho cla ban khong chi la dong luc d€ ching t6i hoan thién hon ma con gidp clng
c6 m6i quan hé gitra ching téi va ban.
= Dé nghi hanh déng tiép theo (néu cé): Néu can, c6 thé dé xuat hanh déng tiép theo hodc nhdn manh mong mudn tai
hogp tac: Chung t6i hy vong cé thé chao dén ban trd lai trong an t6i va mang dén mét trai nghiém tham chi con tuyét
voi hon.” “Néu ¢ bat ky yéu cau nao trong tuong lai, xin dirng ngan ngai lién hé vai ching t6i.”
= Loi két: Két thuc bire thu véi 16i cdm on moét [an nira va 1oi chao lich su: “M6t [an nira, xin cadm on ban vi sy ung hd
ctia ban.” “Chuiing t6i mong chd dugce phuc vu ban trong tuong lai gan.”



1. Email héi tham khach va xin feedback
Dear [Name],

| hope this message finds you well.

On behalf of the Elegance Hospitality Group, | would like to extend our heartfelt thanks for choosing to stay at La Siesta [Hotel
Name], our newest addition to the group. It was a true privilege to have the opportunity to serve you during your visit to Hanoi,
especially during our early days of operation.

We sincerely hope that your stay was enjoyable and that both our property and staff met or exceeded your expectations. At
Elegance Hospitality Group, your complete satisfaction is our top priority, and we are always striving to deliver the highest standards
of service and accommodation.

As part of our commitment to continuous improvement, we value all feedback from our guests. Should you have any comments or
suggestions on how we can further enhance your experience, please do not hesitate to reach out to us at your convenience via email
or phone. Rest assured that our management and staff are dedicated to making your next stay even more enjoyable.

Once again, thank you for your support, and we look forward to welcoming you back to La Siesta [Hotel Name] in the near future.

2. Email cdm on phan héi cta khach 1
Dear [Name],

| hope this message finds you well.

On behalf of La Siesta [Hotel Name], | would like to take this opportunity to extend our sincerest gratitude for your recent stay and
for your positive feedback. It was truly a pleasure to have you as our guest.

We are delighted to hear that you had a memorable experience with us. Your kind words serve as great encouragement for our team
to continue striving for excellence.

Please rest assured that the staff and management at La Siesta [Hotel Name] remain committed to enhancing our services and
facilities to provide an even better experience for our valued guests.

Thank you once again for your support, and we very much look forward to welcoming you back to [Location] in the near future.

3. Email cam on phan héi ctia khach 2
Dear [Name],
| hope this message finds you well.

On behalf of La Siesta [Hotel Name], | would like to extend our sincerest thanks for your recent stay and for your positive feedback.
We are delighted to hear that you had a memorable trip, and your kind words are a great encouragement for us to continue delivering
exceptional service.

Please rest assured that the staff and management at La Siesta [Hotel Name] are commiitted to continually improving our services
and facilities to ensure an even better experience during your next visit.

Once again, thank you for your special support. We look forward to welcoming you back to [Location] in the near future.

4. Email cam on phan héi cua khach va gigi thiéu khach san méi mé
Dear [Name],

We hope this message finds you well and that you had a smooth flight home.

On behalf of La Siesta [Hotel Name], | would like to take this opportunity to extend our sincerest thanks for your recent visit to our
hotel. We greatly appreciate your positive feedback, and please be assured that we have taken note of your valuable contributions.
We will carefully address them to ensure that your future stays with us are even more enjoyable.

We are delighted to hear that you had a memorable trip, and your encouraging words truly inspire us to continue delivering excellent
service.

The staff and management at Hanoi Elegance Hotel are committed to consistently improving our services and facilities to better
meet your needs. Additionally, we are excited to share with you the news of our newest La Siesta property, located at [location], in
the heart of [city] This latest and finest addition to our group promises to provide you with an even more memorable stay in
[location]

Thank you once again for your continued support. We look forward to welcoming you back in the near future to [location].



5. Email cdm on khach da chon khach san (danh cho co sé méi)
Dear [Name],
I hope this message finds you well.

On behalf of La Siesta [Hotel Name], | would like to extend our sincerest thanks for choosing our newest property during your visit
to Hanoi/Hoi An/Saigon. We are delighted to hear that you had a pleasant and memorable trip, and your kind feedback is truly
appreciated.

As La Siesta [Hotel Name] is the latest addition to our hotel chain, having only recently opened, there are still some areas we are
refining to ensure full operation. We believe that feedback from valued guests like yourself plays an essential role in helping us
improve our services and facilities. If you have any further suggestions, we would love to hear from you.

Once again, thank you for your continued support. We look forward to welcoming you back to La Siesta [Hotel Name] in the near
future.

6. Email cam on phan héi cta khach (danh cho co sé méi)
Dear [Name],
I hope this message finds you well and that you had a pleasant flight.

On behalf of La Siesta [Hotel Name], | would like to extend my deepest thanks for choosing our hotel. It was truly our pleasure to
have the opportunity to serve you.

As you may have noticed, La Siesta [Hotel Name] is our newest property, having only been open for a few weeks. We are still refining
some areas to ensure full operational excellence, and we believe that guest feedback, such as yours, plays a crucial role in helping
us improve both our service and facilities.

Regarding your comment on the room, we have immediately looked into the issue and initiated an investigation to resolve it
thoroughly. We sincerely apologize for any inconvenience this may have caused and greatly appreciate your contribution. Should
you have any further suggestions, please don't hesitate to contact us.

We look forward to welcoming you back in the future, and | am always grateful for your feedback, whether positive or constructive,
as it is the key to helping us continuously improve.

7. Email cam on phan héi cta khach va dua ra huéng giai quyét
Dear [Name],
I hope this message finds you well and that you had a pleasant flight home.

On behalf of La Siesta [Hotel Name], | would like to extend our deepest thanks for your recent visit and for your valuable feedback.
Your contribution is greatly appreciated and has been brought to the attention of our management team.

We are actively addressing your concern, and we expect to have it fully resolved by the end of this week.
[Insert the specific action plan for handling the complaint here].
Please rest assured that we are doing everything we can to ensure your stay with us is always a pleasant and comfortable one.

We are also pleased to hear that you had a memorable trip, and your encouraging words motivate us to continue delivering
excellent service.

Additionally, 'm excited to share with you that we have recently opened our newest La Siesta property, located in the heart of [city].
This latest addition to our group offers an even more refined experience, and we would love to welcome you there during your next
visit to [city]

Thank you again for your support, and we look forward to the opportunity to host you again in the near future.

8. Email théng béo da tiép thu va stra phong/ dich vu theo phan héi ctia khach
Dear [Name],

Thank you very much for choosing to stay at La Siesta [Hotel Name]. We are deeply concerned about the observations you shared
from your recent visit, and your feedback is invaluable in helping us address any service lapses promptly.

Please be assured that we have immediately looked into the issues you raised and have taken the following actions to rectify them:
1.Secured the safe to the closet for added stability and security.

2. Rewired the reading lamp directly to the power source, leaving the outlet available for your computer. Additionally, we have
provided an extra multi-power socket for your convenience.

3.Discussed the issue of unclean towels with our laundry service to ensure that this does not happen again.

4.Replaced the door handle in the pantry area for better functionality.

5. Replaced the cereal spoons in the restaurant and ensured that breakfast butter is kept in proper condition to prevent melting. We
have also expanded the variety of cereals available for breakfast.

6. Swapped the pencil in the room with a ballpoint pen for your convenience.

As you may have noticed, La Siesta [Hotel Name] is one of our newest properties, having opened just a few months ago. While we
are still fine-tuning some aspects of our operations, we are confident that feedback like yours helps us continually improve our
services and facilities. Should you have any further suggestions, we would love to hear from you.



We are hopeful that your next stay with us will be a more enjoyable one. Your feedback, whether positive or constructive, is always
welcome, as it allows us to grow and serve you better.

Thank you again for your valuable input, and we look forward to welcoming you back soon.

9. Email xin 16i khach do tinh thira tién
Dear [Name],

I hope this message finds you well.

On behalf of La Siesta [Hotel Name], | would like to extend our sincere thanks for choosing to stay with us during your recent visit.
It was a pleasure to have you as our guest.

Regarding your stay, | regret to inform you that there was an error in the billing process during your checkout on March 27. Although
you stayed with us for five nights, due to a miscalculation by our receptionist, the total amount charged to your credit card was
incorrect. The correct total should have been S547.62 plus a 3% fee, making the final amount $564.55. However, the amount
charged was $654.55, resulting in an overcharge of $90.

We deeply regret this rare mistake, as we regularly conduct internal audits to ensure such discrepancies are avoided. Please rest
assured that we are working to rectify the issue as quickly as possible.

To proceed with the refund of $90, could you kindly provide us with your contact details, the name of your hotel, or your tour guide’s
phone number? Alternatively, feel free to call us directly so that we can process the refund immediately.

Once again, we apologize for any confusion or inconvenience this may have caused. We remain committed to making your
experience in Vietham a memorable one and will do everything we can to resolve this matter swiftly.

We look forward to hearing from you at your earliest convenience.

10. Email xin 16i khach vi quén wake up call
Dear [Name],
I hope this message finds you well and that you had a pleasant flight.

On behalf of La Siesta [Hotel Name], | would like to express our heartfelt gratitude for your recent stay with us. It was truly a pleasure
to welcome you, and we greatly appreciate your patronage.

We are writing in response to your feedback and would like to extend our sincere apologies for the inconvenience you experienced.
Please be assured that the matter was brought to our attention by the staff member on duty, and our management team addressed
the issue promptly this morning. Appropriate disciplinary measures have been taken to ensure that such incidents do not occur in
the future.

As a token of our apology and appreciation for your understanding, we would like to offer you [specific offer, e.g., a complimentary
room upgrade, discount on your next stay, or a complimentary meal at our restaurant] during your next visit to La Siesta [Hotel
Name]. We hope this gesture helps express our commitment to ensuring your future stays are nothing short of excellent.

Once again, we apologize for any inconvenience caused. We deeply value your feedback and welcome any additional suggestions
you may have regarding this matter.
Rest assured, we are continually striving to enhance both our service and facilities to better serve you and all of our valued guests.

Thank you once again for your support, and we very much look forward to the opportunity of welcoming you back to Hanoi in the
near future.

11. Email xin 16i vi dich vu xe (nghiém trong)
Dear [Name],

Thank you for bringing this important matter to our attention.

First and foremost, we would like to extend our sincere apologies for the inconvenience you experienced. We take this issue very
seriously and, although this is the first reported instance, we have immediately implemented corrective actions as outlined below:

1.We have traced the incident and issued a formal warning to the driver involved. The matter has been documented, and we will
continue to closely monitor the driver's performance over the coming months. Should he fail to meet our standards, we will no
longer engage his services.

2. We are in the process of creating a shortlist of trusted drivers and vehicles. These drivers will receive incentives to ensure their
commitment to providing excellent service whenever their assistance is needed. While we maintain our own fleet of vehicles, there
are occasions when additional support is required, and we want to ensure the highest quality of service during those times.

3. We remain fully committed to delivering personalized care to each and every guest to minimize any issues during your stay in
[location].



As a gesture of our apology and to express our appreciation for your understanding, we would like to offer you [specific offer, e.g., a
complimentary airport transfer, discounted stay, or upgrade] on your next visit to La Siesta [Hotel Name]. We hope this will provide
an additional level of comfort and reassurance for your future stay.

Rest assured, we are always striving to provide you with the best experience possible, ensuring that your time in Vietnam is pleasant
and hassle-free.

On behalf of La Siesta [Hotel Name], | would like to extend our best wishes to you, your family, and your friends, and we look forward
to welcoming you back in the near future.

12. Email xin 16i do HK bé d6 cua khéach di
Dear [Guest's Name],

| hope this message finds you well.

On behalf of La Siesta [Hotel Name], | would like to sincerely apologize for the unfortunate incident that occurred during your recent
stay with us. It has come to our attention that a personal item you left behind was mistakenly discarded by our housekeeping team,
who, in error, assumed it was meant to be disposed of.

We fully understand the inconvenience and frustration this situation may have caused, and we deeply regret this oversight. Please
rest assured that we take this matter very seriously and have already addressed it with our housekeeping team to ensure such a
mistake does not happen again in the future.

As a gesture of our apology, we would like to offer you [specific offer, such as a complimentary room upgrade, discounted stay, or
another form of compensation] for your next visit to La Siesta [Hotel Name]. We truly value your patronage and want to make
amends for the inconvenience caused.

If there is anything else we can do to assist you or make up for this situation, please do not hesitate to reach out to me directly. We
genuinely hope to have the opportunity to welcome you back and provide you with the exceptional experience that you deserve.
Once again, please accept our deepest apologies, and we thank you for your understanding.

13. Email xin 16i vi kha nang cach am kém
Dear [Name],

I hope this message finds you well and that you had a pleasant flight home.

On behalf of La Siesta [Hotel Name], | would like to extend our deepest gratitude for choosing to stay with us during your recent visit.
We truly appreciate your kind compliments and are delighted to have had the opportunity to serve you.

Regarding your feedback on the room’s soundproofing, we have immediately brought this to the attention of our management team.
Please rest assured that we are taking the necessary steps to address the issue and will ensure that your future stays with us are
even more comfortable and enjoyable.

As a gesture of our appreciation for your understanding, we would like to offer you [specific offer, such as a complimentary room
upgrade, discounted stay, or a complimentary meal at our restaurant] during your next visit to La Siesta [Hotel Name]. We hope this
will make your next experience with us even more memorable.

At La Siesta [Hotel Name], we remain committed to continuously improving our services and facilities to provide the best possible
experience for you and all our valued guests.

Once again, thank you for your support. We sincerely look forward to welcoming you back to Hanoi/Hoi An/Saigon in the near future.




