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Su chan thanh khong day dugc

Chuyeén cuia Tran (Tracy) - Guest Relations - La Siesta Hoi An (ES)

Xin chao dai gia dinh EHG,

Hém nay minh xin chia sé mot cau chuyén vé Tran (Tracy) ciia team Guest Relations, va cach ban ay da khién mét gia dinh khach

viét hdn mot 1a thu dai, chi dé noi vé em.

01 - MOT GIA PINH, MOT KY NGHIi
A Family's Stay

Gia dinh anh Adi Romano cling ba con nhé Iwu tru tai La Siesta Hoi An Resort & Spa. Ngay tir khi dén, ho cdm nhan day 1a moét noi
that sy hiéu thé nao 13 hiéu khach: resort dep, phong rong rai sach sé, ho boi va tién nghi tuyét voi, vi tri gan phé ¢ ma van yén

binh. Va an tugng ngang vdi resort, anh viét, chinh 13 doi ngd, ai ciing am ap, chuyén nghiép va that long mudn giup.

*

02 - MOT NGUGI CHAM PEN CA GIA PINH
One Who Touched Them All

Nhung gitra mét déi ngl xuat sic nhu vay, cé6 mot ngudi cham dén gia dinh ho theo cach khéng thé quén: Tran.

Anh ké, su tir t&, rong luong va dong cdm ctiia em khong giéng mot phan mo ta cong viéc, ma dén rat tu nhién tir chinh con ngudi
em. Diéu khién ho xtic dong nhat 1a cAch em két ndi véi tirng thanh vién trong nha. Ba ddra tré quan quyt em, ngdy nao cling

mong dugc gap. Tré con vén nhan ra sy chan that, va tinh cdm chdng danh cho Tran da néi 1én tat ca.

THU GIA PINH ADI ROMANO
“Her kindness, generosity, empathy, and willingness to help do not feel like part of a job
description — they come naturally from who she is.”

03 - PIEU KHONG THE DAY
What Cannot Be Taught

Anh Adi cling lam trong nganh dich vu, va anh viét mét cau rat dang: ky nang thi day dugc, nhung sy dong cam that su, tri tué
cam xuc, va kha nang khién ngudi khac thady minh co gia tri thi khéng. D6 1a nhirng pham chat hiém, va Tran c¢6 ching mét cach

du da.
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“Years from now, we may not remember every detail of the room or every meal we had. But we
will always remember how Tracy made us feel.”

Nam thang qua di, chiing toi co thé khong nhé hét chi tiét can phong hay tung bita an. Nhung cdi cach Tran lam chung toi
cam thay ddc biet thi sé khong bao gis quén.

*

Cam on Tracy. C6 nhirng diéu khéng thé dao tao bang quy trinh hay SOP, dé 1a su chan thanh. Em d3 khién mét gia dinh khéng

chinh@ vé La Siesta, ma con nhd vé cam giac dugc quan tam. Do chinh 13 gia tri cta EHG.

1nguoi - 1ngay - 1% @
Team La Siesta Hoi An

*

+ NGUYEN VAN THU KHACH
The Guest's Letter - Adi Romano & Family

Dear Mr. Nguyen Duy Long,

I wanted to take a moment to thank you and your team for making our family vacation such a wonderful and

memorable experience.

We stayed at La Siesta Hoi An Resort & Spa with our three children, and from the moment we arrived, we felt we were
in a hotel that truly understands the meaning of hospitality. The resort is beautiful, the rooms are spacious, spotless,
and comfortable, the pools and facilities are outstanding, and the location is perfect — close enough to the Ancient

Town while still offering a peaceful and relaxing atmosphere.

Just as impressive as the resort itself was your team. Every staff member we met was warm, professional, welcoming,
and genuinely eager to help. It is clear that this level of service is part of the culture you have created, and you should

be very proud of it.

Among such an outstanding team, however, there was one person who touched our family in a truly unforgettable way

— Tracy.

During my career, I have met many people who provide excellent service. Tracy offers something much deeper. Her
kindness, generosity, empathy, and willingness to help do not feel like part of a job description — they come naturally

from who she is. Every interaction with her felt sincere, effortless, and genuine.

What touched us the most was the way she connected with every member of our family. She somehow knew how to
make each of us feel seen and cared for. Our children became genuinely attached to her and looked forward to seeing

her every day. Children instinctively recognize authenticity, and the affection they felt toward Tracy speaks for itself.

As parents, we also felt her constant care. She noticed the smallest details, anticipated our needs, and always found a
way to help. She never made us feel that we were asking for too much. Instead, she made us feel that our happiness

truly mattered to her.

I work in a customer-facing business myself, and I know that technical skills can be taught. Genuine empathy,
emotional intelligence, and the ability to make people feel valued cannot. Those qualities are rare, and Tracy possesses

them in abundance.
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Years from now, we may not remember every detail of the room or every meal we had. But we will always remember
how Tracy made us feel. People like her create loyalty, inspire guests to return, and turn visitors into ambassadors for

a hotel.

Please extend our deepest gratitude to Tracy. She is an exceptional representative of La Siesta, and I truly hope she

receives the recognition she deserves for the extraordinary value she brings to your guests and to your resort.
Thank you once again for an unforgettable stay.

Warm regards,
Adi Romano & Family
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