CONG TY CO PHAN PAU TU VA QUAN LY KHACH SAN TNH
Tru s& chinh: TAng 21, Thap A, sé 54A Nguyén Chi Thanh, Q.DBéng Da, Ha Noi
bién thoai: 024.3771 8989

sé: 2 Y 1021/Qp-CTHRQT Ha Noi, ngay V| théng /) nam 2021

QUYET DINH
V/v: Ban hanh bang danh gia chat lwgng dich vu danh cho khach hang

(Guest service audit)

CHU TICH HOI BONG QUAN TR

- Cén cir Pidu 16 va Quy ché Té chirc va hoat dong ctia Cong ty C6 phan Pau tw va Quan ly
Khach san TNH;

- Can ctr theo dé xuét ctia B6 phan Hoan Hao;

QUYET DINH:

Pidu 1. Ban hanh danh muc kiém tra chét lwong dich vu danh cho khach hang.

Piéu 2. Cac can bd nhan vién TNH di cong tac tai cac khach san SOJO (c6 lwu trd qua lk r
dém), hodc dugc hudng gia phong wu dai theo che do CBNV co trach nhiém thuc \ ©
hién bang danh gia chat lwgng dich vu tai cac khach san d6. Bang danh gia la 3
phan bt budc trong hd so thanh toan. \\’3

Giao cho Bo phan Hoan Hao, huéng dén, tdng hop bdo cao va xac nhan cho céac
CBNV hoan thanh bang danh gia.

Pidu 3. Quyét dinh nay cé hiéu lec thi hanh ké tir ngay ky. B phan Hoan Héo, cac
Phong/Ban, don vi triee thudc TNH va cac tap thé, ca nhan lién quan chiu trach
nhiém thwe hién Quyét dinh nay /.
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Trai nghiém thuan ich / Smart Experience

Trai nghiém vat ly / Physical Experience

SE
PE

DANH MUC TIEU CHUAN DANH GIA KIEM TRA CHAT LUO'NG DICH VU DANH CHO KHACH HANG
GUEST SERVICES & QUALITY AUDIT

1 |DAT PHONG / RESERVATION 28 28 100,0%
2 |NGOAI CANH / EXTERIORS 7 7 100,0%
3 |NHAN PHONG / CHECK IN 27 27 100,0%
4 |DV PIEN THOAI/ TELEPHONE 4 4 100,0%
5 |PHONG KHACH / GUEST ROOM 56 56 100,0%
6 |KV CONG CONG/PUBLIC AREA 17 17 100,0%
7 |BUA SANG / BREAKFAST 21 21 100,0%
8 |J0247 /| LOUNGE BAR 24 24 100,0%
9 |PHONG FITNESS 13 13 100,0%
10 |PHONG THU GIAN 7 7 100,0%
11 |PHONG GIAT LA & LOCKERS 1 1 100,0%
12 |BEP MO & MAY BAN HANG 12 12 100,0%
13 |TRA PHONG /CHECK OUT 12 12 100,0%

TONG/TOTAL 239 239 100,0%




DAT PHONG /

DANH MUC TIEU CHUAN DANH GIA KIEM TRA CHAT LU'QNG D|CH VU DANH CHO KHACH HANG

GUEST SERVICES & QUALITY AUDIT

1. DAT PHONG / RESERVATION

Was the booking interface on Website user

Giao dién dat phéng qua VWebsite co than thign

RESERVATION

Website?

hidu, d& thao tc khéng?

1 RESERVATION SE Pre-Stay | ¢iondly? véri ngudi ding, d& hidu khdng?

2 DAT PHONG / SE Pre-Sta Waere the booking features on Website easy to |Céc tinh ndng dat phong qua Website co dé s
RESERVATION ¥ luse? dung khéng?

3 DAT PHONG / SE Pre-Sta Did the booking features on Website provide  |Céc ndi dung dét phéng qua Website ¢ diy di
RESERVATION y enough information? théng tin khéng?

4 BAT PHONG / SE Pro-Sta Was the booking interface on Mobile app user |Giao dién dét phong qua Mobile app ¢é than
RESERVATION 4 friendly? thién véri ngwer dung, dé hidu khéng?

5 DAT PHONG / SE Pro-Sta Were the booking features on Mobile app easy |Céc tinh nang dat phéng qua Mobile app ct dé
RESERVATION Y to use? st dyng khong?

8 BAT PHONG / SE Pre-Sta Did the booking features on Mobile app Céc ndi dung dat phéng qua Mebile app ct diy
RESERVATION y provide enough information? di théng tin khéng?

7 DAT PHONG | SE Pre-Sta Was the booking interface on Kiosk user Giao dién dét phong qua Kiosk cé than thign
RESERVATION ¥ friendly? vér ngudi ding, d8 hidu khéng?

8 DAT PHONG / SE Pre-Sta Were the booking features on Kiosk easy lo Céc tinh nang dat phong qua Kiosk co d& st
RESERVATION Y luse? dung khong?

q DAT PHONG / SE Pre-Sta Did the booking features on Kiosk provide Céc ndi dung dat phdng qua Kiosk co day du
RESERVATION b enough information? thdng tin khong?

10 BAT PHONG / SE Pre-Stay | Vere booking amendments being updated Céc dibu chinh dat phdng cd dé thao tac thay  [Ap dung khi tinh ndng ndy duoe
RESERVATION y quickly? dbi vé nhanh chéng duge clip nhit khing? hodn thign va dwa vdo vén hdnh
BAT PHONG / Was the confirmation letter fulfilled with correct |Céc théng tin trong thu xéc nhén dit phdng cé

11 : SE Pre-Stay |information and using the name of the dadly ad, chinh xéc va st dyng tén khach
RESERVATION

customer? khing?

12 DAT PHONG / sE Pro-Stay | Did you receive check-in reminder by email Ban c6 nhén dugc email nhéc nhér check-in

' RESERVATION o prior to your arrival date? truére ngay nhéin phong?
DAT PHONG / Did the confirmation letter come with a hotel Xac nh§n déit phang co di kém véi md ta khach ;

13 RESERVATION SE Pre-Stay | tescription and access information? san va théng tin truy cap khong? Vui tong kiém tra

14 BAT PHONG / PE Pre-Sta Did you get full support when you'd like to Truéng hep hiy dat phéng tryc tidp qua nhan
RESERVATION Y |cancel a reservation with SOJO staff 7 vién SOJO co dugc hd tre tht khdng? !

Was it easy to understand and manipulate %
15 OAT PHONG / PE Pre-Stay |when you'd like to cancel a reservation on Teuing hop tily dik phong qua Wabsite c6 o




Was it easy to understand and manipulate

BAT PHONG / P Trudmng hop hiy dét phéng qua Mobile app co F
16 RESERVATION PE Pre-Stay w!wn you'd like to cancel a reservation on dB hiéu, dé thao tac khong? 1
Mobile app?
BAT PHONG / Was your call promptly answered by an OCC S;?;g?hi::i?:ﬂ%g;ﬂﬁ::g'm?h ching =
. . i . 5
w RESERVATION FEe Pre-Stay “’Eﬂfg:z (:1 2"?:"1":;":;:'”2:?“ Not, Were you |y a2 Néu khdng, ban ¢6 dugre chuyn tidp | S 14919 chudng chinh xéc? !
poct e _ dén cudc gol trd & ty dBng khong?
DAT PHONG / Did the Agent warmly greet you by his/her Nhan vién GURU c6 chéo ban va giéi thigu tén 4 .
18 RESERVATION FE Pre-S1ay | me during the call and using the hotel name? |cta he cing t8n khéch san khéng? Lereheo chinh xac ! :
19 DAT PHONG / e Pre-Sta Did the Agent inquire if you have stayed at Nhén vién GURU cd héi ban néu ban da tirng & 1 1
RESERVATION Y hotel before? tai khach san nay?
20 DAT PHONG / PE Pre-Stay After confirming your arrival date, were you f:::hlcd: g i;at: ;hﬁ::gayh?::ggx:g b 1 1
RESERVATION inquired for your expected arrival time? mlnh?v g -
= DAT PHONG | = bro.Stay |Pd the Agent reconfirm all your details at the f&a;a‘t"égofUﬁi“:k‘;"k;h?:af'cfgc“a C.Ia“ it . g
RESERVATION ¥ end of the reservation call? klhbng?p 9 90
24 BAT PHONG / PE Pro-Stay |'Vere you invited to join the membership Ban cé dugc mei tham gia chueng trinh hdi  [Khéng &p dung néu chua co 1 1
RESERVATION y programme upon successful booking? vién khi déit phong thénh cong? chueng trinh
25 DAT PHONG / PE Pre-Sta Were you introduced to download Mobile app  |Ban co dugc giti thiGu tai Mobile app khi dat 1 1
RESERVATION ¥ | upon successful booking? phang thanh céng?
m | PN | e | e [Ptz e v 2 NI o8 S s %
RESERVATION ¥ Ihotel or offer to send the hotel location map? s oni g !
khach san?
27 BAT PHONG / PE Pre-Sta Did the Agent offer you to stay at SOJO hatels |Nhén vién GURU c6 gi¢i thigu ban & khach san 1 1
RESERVATION Y lfor your future visits? S0JO trong chuyén di tiép theo?
28 DAT PHONG / PE Pre-Stay Did the Agent inquire you for more Nhén vien GURU cd héi ligu ban co thém yéu 1 1
RESERVATION preferences/special requests? chu dac biét ndo cln luu ¥ trong suét chang &7
_ an vién GURU cd mei ban déit phong tryc
BAT PHONG | Did the Agent offer you to book directly via Hh i ;
29 7 PE Pre-St h G
RESERVATION re-S1Y 1500 website for your next reservations? ::f:gt,;é" wabelie-cho nhing ln a3 phing dp ! i
30 DAT PHONG / PE Pre-Sta Did the Agent let you hang up first by the end of | Khi két thic cubc goi, nhan vién GURU c6 ad 1 g
RESERVATION ¥ |the coversation? ban tt may truée ?
TONG DAT PHONG/ TOTAL RESERVATION 28 28
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DANH MUC TIEU CHUAN BANH GIA KIEM TRA CHAT LUQNG DICH VU DANH CHO KHACH HANG
GUEST SERVICES & QUALITY AUDIT

2. NGOAI CANH / EXTERIORS

Ty 1é hoan thanh
Completion Rate

i h hi d&
] msomans [ | gy et e v st 0 s o :
EXTERIORS ¥ lindicated, clean and well maintained? 9. 5% e
Kkhéng?
2 NGOAI CANH / PE Pre-Sta Were all hotel signs clean and well  |Céac bang higu cta khach san co 4
EXTERIORS Y | maintained? sach s& va bao trl tét khéng?
Were all hotel signs matching with Céc bang higu cla khach san ct phd
NGOAI CANH / e : : s
3 PE Pre-Stay |the hotel building's aesthetic and hep véri thdm my, kién tric khach 1
EXTERIORS X
architecture? san khéng?
NGOAI CANH / Were hotel surrounding areas clean, |M®&i trwérng xung quanh khach san cd
4 : PE Pre-Stay |well maintained and easy access by |sach s&, dwgc bdo dudng tht va dé 1
EXTERIORS 2
cars and walking? dang khéng?
. NGOAI CANH / il L&i vao bal déu xe c d& nhén thdy  |Néu cé bai db xe, néu khach
5 : Pre- ? :
EXTERIORS PE re-Stay |Was car park well indicated? khéng? dén bdng xs ridng 1
8 NGOAI CANH / PE Praista Was the car park clean and well Bai d4u xe cd sach sé va duoc bdo  |Ndu c6 béi db xe, néu khach
EXTERIORS Y | maintained? trl &t khéng? dén béng xe rigng L
Were all the exterior lighti Il :
. NGOAI CANH / P | Bradttay hrminfaiiad g In o 0od working, | T4t c4 dén chidu sang bén ngoai téa :
EXTERIORS i g 9 |nha co hoat déng tét khong?

TONG NGOAI CANH/ TOTAL EXTERIORS




SGiO

Pre-

DANH MUC TIEU CHUAN DANH GIA KIEM TRA CHAT LUONG DICH VU DANH CHO KHACH HANG

GUEST SERVICES & QUALITY AUDIT

3. NHAN PHONG / CHECK IN

Was the 48hrs pre-checkin interface on

Giao dién cba tinh néng nhén phéng trudc

Ty 1& hoan thanh
Completion Rate

. NHAN PHONG / CHECK IN Sk Arrival |Mobile app user friendly? 48hrs trén Mobile app ct d8 hiéu khong? 1
Pre- |Were the 48hrs pre-checkin features on Tinh néng nh&n phong trrére 48h trén Mobile
% NHAN PHONG / CHECK IN SE Arrival |Mobile app easy to use? app ct dé str dyung khtng? 1
; \ N8i dung cla tinh nang nhan phéng trude
Pre- |Did the 48hrs pre-checkin features on Mobile " . ;
¥ 1
3 NHAN PHONG / CHECK IN SE Arrival |appp provide full and corract information? 222;59 :@n Mobile app c6 ddy di thong tin
5 Pre- |Was the 48hrs pre-checkin interface on Giao dién clba tinh ndng nhan phéng trudc
4 |  NHANPHONG/CHECKIN SE Arrival |Website user friendly? 48hrs trén Websit co d8 hidu khdng? L
Pre- |Were the 48hrs pre-checkin features on Tinh ndng nhén phing trwdc 48hrs trén
. , 1
= NHAN PHONG / CHECK IN SE Arrival |Website easy to use? Website c¢ dé sir dyng khdng?
i N6i dung cla tinh nang nhan phéng trudc
6 | NHANPHONG/ CHECK IN SE Pre- |Did the 48hrs pre-checkin featureson | ygi tran Wabsite c6 ddy dd thong tin 1
Arrival |Waebsite provide full and correct information?? |khéng?
. So a8 phong trén Mobile App cd thé hién céc
7 NHAN PHONG / CHECK IN SE Pre- |Did the room map on the Mobile App clearly phé xung quanh khéch san mdt cach 16 rang, 1
Arrival |and correctly show the hotel nearby streets?
chinh xac khéng?
8 NHAN PHONG / CHECK IN SE Pre- |Was the room selection on the Mobile App Lya chon phéng trén Mobile App cé dé dang 1
Arrival |user friendly? thirc hién khéng?
a NHAN PHONG / CHECK IN SE Arrival \nfas the check in Kiosk interface user Kiosk check in giao dién cé than thién dé s 1
friendly? dung khéng?
] . May scan gidy t&, camera nhan dang, d4u
10 | NHAN PHONG / CHECK IN SE Arrival _ﬁ;f:"z:‘l?;s and key card maker machine | ooy 1ha 10, may thanh toan POS, may in 1
ing phidu nhan phéng hoat déng tét khéng?
1 NHAN PHONG / CHECK IN SE Arrival |Was the payment proper? I:::;;oén c6 d8 dang va nhanh chéng 1
= Was the invoice correct with the provided C6 duoc xuét hda don chinh xac theo théng
12 NHAN PHONG / CHECK IN SE Arrival | tion? i a8 cung chpkhang 1
Hé théng Wifi hoat ddng tét, toe d, dudng
13 NHAN PHONG / CHECK IN SE Asrival |Did the Wifi system work well? truyén &n dinh, chi dn két ndi ré rang dé 1
hidu...khéng?
N i Géc lam viée (Business corner) co dé nhan
14 NHAN PHONG / CHECK IN PE Arrival |Did the Business Corner fit your expectation? bibt va dé tiép can khong? 1
Did the computer at Business corner connect A
15 NHAN PHONG / CHECK IN PE Arrival [0 Wi and work wall? May tinh & géc lam viéc cd hoat dong tét 7 1
16 | NHAN PHONG / CHECK IN PE Arrival :{:’l i':;?;‘ leasta GURV visible atthe desk| o .4 Nnan vien GURU c6 mat tai qudy ? 1
Nhan vién GURU c6 chao dén ban bang t8n |5 o Ty )
17 | NHAN PHONG / CHECK IN PE Arrival |01d the GURU greet you with a warm smile |, 1. o, s voi thal a0 va &4 n6i lich sw, Am 4p thé néo? Cau ndo 1

and politeness using the hotel name?

khéng?

dung dé chéo dén

bhon

Wkl T T STy




If the GURU was busy at that time, did he/she

Néu nhan vién GURU bén ron tai therd diém

Vui léng cho biét chi

18 NHAN PHONG / CHECK IN PE Arrival |apologize, thank you for your patience and d6, anh/cd Ay co xin 18i, cAm on vi ban da chér |tiét vé céch ban dupc 1 1

offer to assist you as soon as posible? Aol va dé nghi hd trg sébm nhét co thé? gidi quyét
< ] Nhén vién Guru ¢ chic ban co mit trai
19 NHAN PHONG / CHECK IN PE Arrival |Did the GURU wish you to have a good stay? nghiém 16t tai SOJO Hotels khang? 1 1
’ Were the GURU knowledgeable about all Nhan vien GURU co hidu bibt vé tAt cd cac | Cung cép chi tiét vé

20 HOJELOFFERS PE Arivel hotel services? théng tin cla khach san? yéu cdu cdu ban 1 ¢

21 HOTEL OEFERS PE Arrival |VVere the GURU knowledgeble about the local|Cac nhan vién GURU c6 hidu biét vé dja 1 4
area? phuong?
Did the GURU invite you to join the Nhan vién GURU cé méri ban tham gia Knéng éo dung né

22 HOTEL OFFERS PE Arrival |membership programme? (incase you are non{chweng trinh Khéch hang than thiét khéng chu-agrl: of: huuvg l'ntm 1 1
member) (néu ban chua 12 hdl vién)? 9

23 HOTEL OFFERS PE Arrival |D1d the GURU offer you transportation Nhéan vién GUBU co dé nghj hé tro vé . 1
assistance? phuwong tién di chuydn? Taxi, xe riéng?

e Have you been introduced to the functionality |Ban cd dugc giéd thidu v chirc ndng clia may

24 HOTEL OFFERS PE Arrival of the tablet? tinh bang? 1 1

25 HOTEL OFFERS PE Arival Were you invited to download 5040 Ban c¢ dugc mél dé tai ing dung SOJO trén 1 1
application on your phone? dién thoai?

26 HOTEL OFFERS PE pinivas 219 e GURLE show you the way to Ban c6 duge heéng dan vi trl cla thang may? 1 1
elevators?

27 HOTEL OFFERS PE Arrival Were yuul invited to participate in a review of |Ban ct dwgc méi tham gia d‘énh gia tréi 1 1
the experience during your stay? nghi&m trong qua trinh lww trd?

TONG NHAN PHONG/TOTAL CHECK IN 27 27




-
SOIO DANH MUC TIEU CHUAN DANH GIA KIEM TRA CHAT LUQNG DICH VY DANH CHO KHACH HANG
- GUEST SERVICES & QUALITY AUDIT

Ty 1& hoan thanh
Completion Rate

4. PIEN THOAI | TELEPHONE INQUIRIES

; s e . Cung cép théng tin chi tiét vé théc
1 GURU PE In-Stay |Was your call promptly answered? E; f: 9?01 clia ban 0 durre tra 104 Kip thod méc cda ban vé cdu tré 16 dugc 1 1
9 duara
Did all the GURU introduce himself / herself [ T4t c& Nhan vién GURU co gi¢i thigu ban than
Z . PE | In-Stay | i en answering the phone? khi 18 1& dign thoai khéng? 1 1
. Were you noticed about the waiting time to Ban ¢t dwec thdng baové thei gian chér doi dé
3 GURU £8 In-Stay answer your inguiries? dugre trd I&i cac clu hdi cla ban khiing? 1 L
iy |VWere you given a quick solution to your Ban ct dugc dua ra gidi phap nhanh ching
A GURY £ i inquiries 7 cho céc thdc mac cla minh khéng? ! A
TONG DIEN THOAl TOTAL TELEPHONE INQUIRIES 4 4 0 0

———— — v A — P



DANH MUC TIEU CHUAN BANH GLA KIEM TRA CHAT LLPO'NG D|CH Vi) DANH CHQ KHACH HANG

GUEST SERVICES & QUALITY AUDIT

5. TRAI NGHIEM THONG MINH TRONG PHONG KHACH | SMART EXPERIENCE IN GUEST ROOMS

Mé khoa biing (ng dyng/thé tir cé hogt ddng &n dinh?

Ty I hoan thanh
Complution Rale

1 PHONG KHACH / GUEST ROOM | SE/PE | In-Stay |Unlock with Mobile Agp / key card working stable?
Did tha TV display walcome + your name when entenng your a
TV co hidin thi Iri chido welcome + tn ban khi ban mé cia
. G fter checkingin for the first tima (in case you Stayed at :
2 | PHONG KHACH/GUEST ROOM | SE In-Stay |/°oM & h phong Iin dilu suu khi checkin kneng? (truéng hop da teng & 1 1
i.o;.?']mm pefore, TV will display "Welcome back + your 1 Khiich sgn SOJO hidin th) welcame back + 18n ban)
3 PHONG KHACH / GUEST ROOM SE In-Stay [Was the tablet in the room in a good working condition? r;\;l;h g rong phisng o rong dibu Kiln haat Adng th 1 1
= Did the lighting control {guest room & bathroom Joy tablet work | Chire nang dibu chinh dén (phong ngd va phong tim) bing may
4 PHONG KHACH | GUEST ROOM SE In-Stay | C oo finh béng hoat dong 18t Khdng? 1 1
= : Chirc nang didu chinh didu hda nnit 4§ bang may tinh bdng
s PHONG KHACH / GUEST ROOM SE In-Stay |Did the air-con control function by tablel work well? hoqt 89ng tht khong? 1 1
6 | PHONG KHACH/GUESTROOM | SE | In-Stay |Did the TV control function work well? f:;‘g;‘"“ 8ibu chinh TV bng may linh bing hogt ang 18t 1 1
7 | PHONG KHACH/GUESTROOM | SE | In-Stay |Did the curtain control function by tablel work well? mﬁ;“g didu chinh rém bding méy tinh bing hoat dgng 1Al 1 1
When you chose Alarm mode on lablet:
- Did the TV autormatically turn on and display alarm mode Khi ehon chié 49 bido thir
8 PHONG KHACH | GUEST ROOM SE In-Stay | videc? = TV by ding bt va hidn thi video béo thire 1 1
- Did the LED light at the back of headboard and downlight - Dén hit dlu givémg va dén downlight cd ty ddng bat?
automatically turn on?
When you chose Good night mode on tablet: Khi chgn chd d@ chic ngd ngon
- Was the DND automatically on? - DND co by ddng bat
. - Did the LED light at the back of headboard and downlight - B hitt dbu glueng vi don downlight ct gidm din d sang va
9 PHO HA T M a
NG FRAGHI GUEST ROOK € In-Stay slowly reduce brighness until it off within 10s7 tt treng véng 10 gilly ' 1
- Other lights automatically off? - Citc din khic o ty it
- Curtains sutomatically closed? - Rem ty dong 7
Whaen you chose Working mode. Khi chgn chib df lam vide:
10 | PHONG KHACH | GUEST ROOM SE In-Stay |- Did the TV automatically transfer inta silent default mode? - TV et chuybn vé chd 8 im lgng mie dinh 1 1
- Working light automatically on? - Bon lam vide by ddng bt?
———— When you chose Movies mode:
- Did the TV aulomalically lurn on and display Movies mode Khi chon chb 4§ gidi irl xem phim:
video? - TV cd hidn thi video giti thigu vé ché d§ xem phim
1" PHONG KHACH /| GUEST ROOM SE In-Stay |- Did the LED light at the back of headboard and downlight - Don led ddu giveng va dén hit gidm af sang 50% 1 1
slowly reduce brighness 50%7 - Céic aien Rhac tht
- Other lights automatically off? - Rém iy déng?
- Curtains sutomatically closed?
When you chose Relax mode: Khi ehon chll df gidi trl ther gian:
- Di the TV automatically turn on and display Relax mode - TV hin tnj video gl&i thigu vé chd 89 gied thigu vb chb af the
P e video? glén
12 HONG KRACH / GUEST.ROCM . -SE In-Stay | ig the LED light at the back of headboard and downlight - Bn triin cabin thm bt dbn mau SOJO u 1
slowly reduce brighness 50%7 - ©6n hill ddu gieéng va don downlight gidm din a9 sang 50%
- Other lights automatically off? - Céc dén khic tii?
Whan you chose Vibrant mode: Khi chon chil ag gidl trl sl agng:
- Did the TV automatically turn on and display Vibrant mode - TV hidin th| video gi&l thigu v& chi a9 s8i ddng, dm luegng &
13 PHONG KHACH | GUEST ROOM SE In-Stay |video with maximum volumea? mirc Ién nhiit 1 1
- Other lights automatically off? - Tt cé cac don tht
- Shawer cabin lights flash and quickly change colors? - Bbn cabin thm nndp nhéy chuyén mau nhanh?
- e Did the OND & Room cleaning service contral function on tablet |Chirc nang didu khidn DND & dich vy don phéng trn mdy tinh
14 | PHONG KHACH /| GUEST ROOM | SE In-Stay |- e béng howt dong 45t Ahng? 1 1
15 | PHONG KHACH/ GUEST ROOM | SE | In-Stay |Did menu on a tablat show as axact as menu at JO2477 Ig‘;:?":” trdn méy tioh bang b cung edp al ahus thye don 1 1
16 | PHONG KHACH/GUESTROOM | SE | In-Stay |Wasthe intarface for order via Tablet usar frindly? f;:"n:?m arder qua may tinh bng ¢ than thign dd sir dyng 1 1
17 PHONG KHACH /| GUEST ROOM SE In-Stay |Did the Wifi system work stably? HO théng Wifi hogt déng &n dinh khong? 1 1
18 | PHONG KHACH /! GUEST ROOM SE In-Stay |Did the real time feedback on tablet work well? Bing hél danh gid trén may tinh béng c6 hoat ddng it khdng? 1 1
19 | PHONG KHACH/ GUEST ROOM SE In-Stay When you went back to your room, was the TV at standby mode |Khi quay trér lal phong, TV co bt & chi ad standby va chi cd 1 1

and only room entrance light on?

aen sdnh ty Adng bt 10n7?

TONG TRAI NGHIEM THONG MINHG TRONG PHONG KHACH/ TOTAL SMART EXPERIENCE IN GUEST ROOMS

19




6, NOI THAT PHONG NGU /| BEDROOM FURNITURES

Ty W hodn ihénk
Completion Rute

Was the room har s wall as p Trang irl phang co hal hda vi phi hop val mol treéng dja it
1 PHONG KHACH | GUEST ROOM | PE In-Stay |, o1ching local anvironmant]? phuong khiing? Vul long gi chi 1
2 PHONG KHACH | GUEST ROOM PE In-Stay |Were wall, calling, floor and equipment clean? Tuwdng, trlin, sén, cac trang thidit bj co sach sb khéng? 1 1
3 PHONG KHACH / GUEST ROOM PE In-Stay |Were wall, ceiling, floor and equipment well-maintained? Tuirng, tréin, sdn, cac trang thilt b co dugre bdo trl it khdng? 1 1

dibu i b co hogt t
4 PHONG KHACH | GUEST ROOM PE In-Stay |Was the lemperature control pannal working well? ﬁl";i? nin dibu hoa nhift 60 gan g ol ddng tét ] 1
H] PHONG KHACH / GUEST ROOM PE In-Stay |Was the air-conditioner working well? Bifu hoa cé hogt ddng binh thueng khang? 1 1
6 | PHONG KHACH/GUESTROOM | PE | In-Stay |Were all sockets and switches working weil and convenient? E::f"ic gs:“ ‘f"ﬁ;’: <6 hogt dfing ot khong? Ca ph harp 1 1
7 | PHONG KHACH/GUESTROOM | PE | In-Stay |Did the DND sign and Kind Cluan service sign work well? S'é“ oo :’:ug““:r‘:a:;: phiing & K vyG ol s yAo ogl 1 1
z : Cée thing tin rén béng SOJO Wikl cung cilp ci dlly di thong

[} PHONG KHACH / GUEST ROOM .F'E In-Stay |Was information on S0JO Wiki correct? {in v chinh xéc hay khong? 1 1
] PHONG KHACH / GUEST ROOM PE In-Stay |Did the TV work well? TV haat d9ng binh thwerng? 1 1
10 PHONG KHACH | GUEST ROOM PE In-Stay |Did the TV remote control work well? Bidu khibn TV hogt dgng binh thudng? 1 1
1 PHONG KHACH | GUEST ROOM PE In-Stay |Was the room size pleasant? Kich thirtre phing cb 1dm cho ban cam thily thodi mal khang? gl ¥ 1 1
12 | PHONG KHAGH I GUESTROOM | PE | In-Stay |Was the room sound prooled? Phang 66 dugc cch m 1At khong? ﬂ“ W':E. vk g cho bidt tidng dn phét ra tir ddu: trong 1 1
13 PHONG KHACH | GUEST ROOM PE In-Stay |Was the trash bin clean and have fresh smell? Thing réc cb sach vil khdng cd mdi hdl khing? 1 1
14 PHONG KHACH /| GUEST ROOM PE In-Stay |Was there ashiray with matches for smoking rooms? Co gat tan va dibm cho pnong nit thubc khtng? Khéng &p dung ndu khtng cd 1 ¥
15 | PHONG KHACH | GUEST ROOM PE In-Stay |Was the telephone working well? ©in thogl tal ban ddu giudmg hogt diing binh thuémg? 1 1

Were there following Hems in the room? Cac ob dung dudr diy co duge selup trang phing khing:

- 10 pages Note pad with SOJO logo - 10 trang gilly nhiln c6 SOJO logo

- 01 S0JO ballpen - 01 but bi cd SOJO logo
16 PHONG KHACH | GUEST ROOM PE In-Stay | oo % 08 b Ties &5 1 1

- 02 pair of SOJO flipfiops - 02 dai dép téng SOJO

- 01 box of tissues no less than 1/3 of the box - 01 hiyp khin gidy (khdng it hon 173 hip)

7 Gbi, dbm, ga Lrdl givdng, chan cd spch (khing vit & vi te) va
" » Woere pillows (2 firm pillows and 2 soft pillows), bolster, bed ot . .
18 | PHONG KHACH | GUEST ROOM PE In-Stay shosta, blanket clean without siains and wom? khding b sérn réch khong? Buge setup 2 gbi cimg, 2 gl mém 1 1
khaing?
PHONG KHACH | G " Did the minibar working well and have fresh smell and setup Tu lanh mini hogt ddng binh thudng, khdng gly tdng &n, khng
20 UEST ROGM PE Sy with 02 complimentary SOJO batlles of waler? ¢t mai hdi? Buwge setup 2 chal nudre midn phi cd logo SOJO7 y 1
22 PHONG KHACH | GUEST ROOM PE |n-Stay g:g?mlrrota clean and in good conditions, no scratch and Guong 66 sach va khang bj nd, vér khng? . 1
73 | PHONG KHACH ! GUEST ROOM | PE In-Stay |Did the deposit sale work well? K&t séit co hogt agng 16t knong? 1 1
24 | PHONG KHACH ! GUEST ROOM PE In-Stay |Was the chair cleun and lame? Ghih nghil cd spch 56, chdc chiin hay khtng? 1 1
25 PHONG KHACH / GUEST ROOM PE In-Stay |Were the curtains clean and proper blind? Rém cira 56 (cd 2 logl) cb sach sb, chin sang tdt khéng? 1 1
26 PHONG KHACH / GUEST ROOM PE In-Stay |Was the working position in the room suitable and convienient? |ChB ngdi lam vide trén phéng cb pho hyp khong? 1 1
TONG NQI THAT PHONG NGUI TOTAL BEDROOM FURNITURES 23 23




7. PHONG TAM /| BATHROOM

Ty W hodn thanh
Comphetion Raly

Was the multi-purpose table clean, well . no scratch | Ban da nang co sach sl, duge bao trl 1, khéng co vit trly
1 PHONG TAM | BATHROOM PE In-Stay i braih? xutrc, sirl, nirt khong? 1 1
3 ,- “ - Was the curtain between bedroom and bathreom at the mult- Rém ngén vérl phong ngd tai khu virc ban da nang oo sach va
2 PHONG TAM / BATHROOM FE Sy | purpose lable clean and no worn? khéng bj strn, rach khong? t .
3 PHONG TAM [ BATHROOM PE In-Stay |Were basin and laucet clean, well-malntained? Chilu rira, voi rlra oo sgoh s, duge bdo trl khang? 1 1
Waere there following amenities in the room: 86 db ding nhi thm cd bao gbm diy 47
- 02 clean S0JO mugs - 2 cbe spch mang méaw va thuong higu SOJO
- 02 toothbrush and looth paste (Tgr) - 2 ban chéi + 2 tuyp kem danh rang (7gr)
4 PHONG TAM [ BATHROOM PE In-Stay |- 01 shower cap (300mi) = M chyp toc 1 1
- 01 bottle of bath gel (300mi) - 1 Ig SCra thm (300mi)
- 01 bottle of shampoo & conditioner (300m|} =1 lp déu gdl xd (300ml)
- 01 bottle of hand sanitizer gal (300mi} - 1 1o nwdre riva tay (300mi)
5 PHONG TAM | BATHROOM PE In-Stay |Was ventilation hood working well? H thilng khir mii howt agng Wt khing? 1 1
Woare theve following linen In the room, clean and no wom
- 02 bath towals A
Co a0 58 lugng 2 khan thm khing? 2 khan tay, 2 khin mat va 1
[ PHONG TAM / BATHROOM PE In-Stay |- 02 hand towel Khdn chiln sach, khong s rich Khong 7 1 1
- 02 face lowels
- 01 foot towel
Was all bathroom equipment clean, no stains, no scralches and |Cac thidt b phéng tdm co sach sé, khing bam can canxi, triy
7 PHONG TAM THROOM
STANLATHRON PE | InStay )i\ o good 7 Xirre vl hoat d9ng 101 khding? 1 1
Was there a hairdryer clean, in a good condition and setup with | May sdy 16c co spch vt duge dyng trong Ll 6o loge S0JO va
8 PHONG TAM | BATHROOM -
/8, PE In-Stay | bag with S0JO logo? hogt ddng tbt khong? s 4
3 PHONG TAM / BATHROOM PE | In-Stay |Waes bathroom ficor safe, no siippery and well-crained? ::2.-:‘::0‘:9"; Foimn ToRne e LI c IOy & R o ; 1
10 PHONG TAM | BATHROOM PE In-Stay |Was the bathroom curtain clean, no smell and no warn? Rém thm co sach, khing mudl hdi, khiing st rdch khng? 1 1
1 PHONG VE SINH / TOILETS PE In-Stay |Was the 02 rolls of tollet paper with al least 2/3 roli? Gilly vi sinh o6 dugre cung cip 2 cudn verl df day 213 khing? 1 1
12 PHONG VE SINH / TOILETS PE | In-Stay |3/ 4l lolets squipment clean and in a good working condition |y, ¢y cqe gt bj nha v sinh c6 sach & hoat dgng 18t knéng? 1 1
13 PHONG VE SINH/ TOILETS PE In-Stay (Ware floor, walls, ceiling, door clean and well-maintained? San, twong, triin, clra oo spch va bdo il 1L khong? 1 1
14 PHONG VE SINH / TOILETS PE In-Stay |Woere tollets clean and shining, no hair? MNha v sinh co sach va sdng khing? Cd tée khing 7 1 1
TONG PHONG TAMITOTAL BATHROOM 14 14 0 o




DANH MUC TIEU CHUAN DANH GIA KIEM TRA CHAT LI'ONG DICH VU DANH CHO KHACH HANG
GUEST SERVICES & QUALITY AUDIT

8. HANH LANG VA LOI VAO PHONG | CORRIDOR AND ROOMS ACCESS

H LANG VA LOI VAO PHONG Were public areas clean, well-maintained |Céc @b vt co duge trinh bay tét khéng? o
! KMPLH PE | 1518 |and well-decorated? C6 bidn béo chi dlin céc phong? Chioailtof thide oy 1 !
CORRIDOR AND ROOMS ACCESS 8
2 HANH LANG:S;C?;”VIO PHONG BE In-Stay Was there a comprehensive signage | Cé mét bing chi din todn dign trong khu 1 1
e 2
CORRIDOR AND ROOMS ACCESS within the overall property? virc khéng?
HANH LANG VA LOI VAD PHONG Ware all corridor, stairway clean, well- .
3 KHACH/! PE In-Stay |maintained and well-decorated and :'Ia:g; :3:;?1 v.? itvlim cd sach ¥l dugc bao 1 1
CORRIDOR AND ROOMS ACCESS illy 4 9
k HANH LANG:::;" :VAO PHONG b | in-Stay |Vere all the lignting fixtures nicoand [Tt o thiétbf énh sng abu tét - :
s ? i ia kh ?
CORRIDOR AND ROOMS ACCESS suitable for the hotel decor hgrp v trang trl cha khach san
HANH LANG VA LOI VAO PHONG ) -
5 KHACH! PE | In-Stay |Were all emergency exit well indicated? ;g‘ncrg ‘::; 'ﬁ' thoat hiém déu dugc chl 1 1
CORRIDOR AND ROOMS ACCESS g
6 RHANELEANG ::;g: !VAO PHONG PE In-Stay Were emergency exit signs well-maitained |Bién bao 181 thodt hidm cé sach s& va hoat | Cung cdp théng tin chi tiét cho 1 4
: = %
CORRIDOR AND ROOMS ACCESS and in & good working condition? adng binh thudng khéng? nhing cél khdng sach
TONG HANH LANG VA LOI VAC PHONG KHACH/ TOTAL CORRIDOR AND ROOMS ACCESS 6 6

9. KHU VU'C VE SINH CHUNG / PUBLIC AREA

Ty & hoan hanh
Completion Rate

bi KV CONG CONG / PUBLIC AREA PE In-Stay |Were restrooms well indicated? Phang v sinh cb dwege chi din 8t khéng? 1 1

2 KV CONG CONG / PUBLIC AREA PE | In-Stay |Were the toilets clean and hygiene? :;‘:;%:::‘"" c6 mang I3l cdm gidc sach 1 1
Did the equipments give a feeling of Céc thibt bj co mang lal cdm giac thodi

3 KV CONG CONG / PUBLIC AREA PE In-Stay luxuy? : mél khéng? 7 3 )
Were there hand sanitizer, issues (with at Pllabng ‘:3 s':h:é :in nudrcan;a t?y' khé&t

4 KV CONG CONG / PUBLIC AREA PE | In-Stay |least 2/3 of the roll), hand dryer clean and ahg' s K"h‘" ¥ "; 5 sac:avt ‘[’f :3"29;3 1 1
in a good condition? ng A Qle AU e SR

cufn y
, = : : Cé thing rac bd gidy lau tay khéng trong
- h 5|

5 KV CONG CONG / PUBLIC AREA PE In-Stay |Was there a trash bin in a good condition? dibu ki&n hoat ddng binh thuéng khéng? 1 1
Was all restroom equipment clean, no T4t cé cac thiét bj trong phéng v sinh co

& KV CONG CONG / PUBLIC AREA PE In-Stay |stains, no scratches and In a good sach s&, khiing cén canxi, khéng triy 1 1
condition? xurére vé hoat déng tht?

7 KV CONG CONG / PUBLIC AREA PE In-Stay |Was the lighting pleasant? Ngudn dnh sang cd phi hep khong? 1 1
Were the elevators, key card reader Thang may, dau doc thé thang may va

8 KV CONG CONG / PUBLIC AREA PE In-Stay |iniside and mirrors clean and in a good  |guong déu sach sé va dugc hoat dong Néu khong, vui long ghi chi tiét 1 1
condition? tét?

i VWere the emergney exit clean and no Cdu thang bd 181 thodt hiém sach, va : L

9 KV CONG CONG / PUBLIC AREA PE In-Stay | o ructions? khong ab vat cén tré khéng? Néu khéng, vui léng ghi chi tiét 1 1
Was Essential oil vaporizer/ deodorant Binh / Méy khir khuéin hoat ddng t6t

10 KV CONG CONG | PUBLIC AREA PE In-Stay machine working well? khéng? 1 1

1 KV CONG CONG / PUBLIC AREA PE | In-Stay |Was the elevator interior well decorated ? :g'lt::ér:;??“g may o5 Cagc rang tf dep 1 1

TONG KHU VIPC CONG CONG/TOTAL PUBLIC AREA 11 11

M S -— e " AW




DANH MUC TIEU CHUAN DANH GIA KIEM TRA CHAT LUQNG D|CH Vi) DANH CHO KHACH HANG

GUEST SERVICES & QUALITY AUDIT

10. BU'A SANG / BREAKFAST

Ty 1€ hoan thanh
Completion Rate

100,0%

- Did the GURU welcome you warmly when you first |GURU cd chao héi ban khi ban xubng &n séang
BUYA SANG | BREAKFAST In-Stay come fo the breakfast? khting?
- Was the breakfast counter clean, nicely decorated |Khu viec blka s&ng c6 sach, trang trl dep va bao trl
2 BUA SANG/BREAKFAST | PE | In-Stay |y ol maintained? 16t knong? ! ;
3 BUA SANG / BREAKFAST | PE | In-Stay |Was the food ensure food hygiene? D0 an blra sang o6 dam bio an todn v sinh thye 1 1
phdm khong?
4 BU'A SANG | BREAKFAST PE In-Stay |Did the food taste meet your expectation? B4 &n biva sang ¢ phi hep véi khAu vi clia ban? 1 1
5 BUA SANG | BREAKFAST PE In-Stay |Did the dishes have all name tag? Céc mén an cb dd bidn tan khéng? 1 1
6 B(rA SANG / BREAKFAST PE In-Stay |Were food tags clean and in a good condition? Bibn tén cac mon &n cb sach va dep khdng? 1 1
. Were there JOGrab boxes available at the counter |HOp/TGl db an san mang di danh cho khéch cé an
! BUA SANG / BREAKFAST PE n-Stay for in-house guest who had breakfast included? sang hao gbm trong gia phdng cb tai quiy khdng? ! !
8 BUA SANG / BREAKFAST | PE | In-Stay ;"'02;“ there at least 05 food items inthe JOGrab o 0 v JOGrab c6 it nhit 05 @ &n khéng? 1 1
. Were wrapped plastic, wooden or paper cutlery Céc db ddng goi bang nhyra, gb hoac gidy nhu: tdi,
9 BU'A SANG / BREAKFAST PE In-Stay |including bag, box, knife, fork, spoon, chopsticks hép, dao, dia, thia, dia c¢ ludn sén sang tai quly | 1
available at the counter for JOGrab? cho JOGrab khéing?
10 | BOASANG/BREAKFAST | PE | In-Stay [VV8Stere atieastO1 type of hot drink available at |, sy 01 iogi ad ubng nong & quiy? ; 1
the counter?
. - Was there at least 01 type of cold fruit juice : ; ]
1" BUA SANG | BREAKFAST PE In-Stay S alishla et At C6 it nhét 01 loal nudre hoa qua lanh tai quiy? 1 1
12 | BUASANG/BREAKFAST | PE | In-Stay | o5 here complimentary water purifier at the C6 nuére loc miln phi tal quiy? 1 1
13 BUA SANG / BREAKFAST PE In-Stay :’Vas 'Ehara at least 01 type of seasonal or local {_36 it phét 01 loai hoa qua theo mua/hoa qua dac f 1
Tuits? san dja phuong?
14 BUA SANG /| BREAKFAST PE In-Stay |Was there at least 01 type of milk/yogurt available? |C6 It nhat 01 |oai stra twol/sta chua tai quiy? 1 1
Were there at least 01 type of salad with at least 02 : :
15 B(rA SANG | BREAKFAST PE In-Stay |types of vevegetables and sauces, condiments C6 it nnét 01 Ilca| salad voi it nhdt 02 oal rau, xét va 1 1
7 dd an kem tal quéy?
available?
16 BUA SANG | BREAKFAST PE In-Stay |Was there at least 01 type of egg? Co it nhét 01 loai tring tai quiy? 7 1
17 BUA SANG | BREAKFAST PE In-Stay |Was there at least 01 type of bread? C6 it nhdt 01 loai banh mi tai quiy? 1 1
18 BUA SANG / BREAKFAST PE In-Stay |Was there at least 01 type of patry? Co it nhét 01 loai banh ngot tai quly? 1 1
- Did the GURU ask you if you are satisfied with your |Nhén vién Guru d& héi ban réng ban c6 hai long vei
19 | BUASANG/BREAKFAST | PE | In-Stey | ooirery bia sang cua minh khong? ] !
- ; x Were table clearing steadily made, and did the staff |, . : =
20 BUA SANG / BREAKFAST PE In-Stay remain in control of guests flow? Viéc don ban cb dwoc thue hign dbu dan khéng? 1 1
- ... |Was there a farewell upon your leaving from Cd mit I&i tam bigt khi ban réi khéi phéng @n sang
21 BUA SANG / BREAKFAST PE In-Stay breakfast and wish you a nice day? va chic ban mét ngay tdt [anh? ! !
TONG BUA SANG/ TOTAL BREAKFAST 21 21 0




DANH MYC TIEU CHUAN DANH GIA KIEM TRA CHAT LU'O'NG DICH VY DArﬁH CHO KHACH HANG
GUEST SERVICES & QUALITY AUDIT

11. JO247 | LOUNGE BAR

Ty 1§ hoan thanh
Completion Rate

100,0%

; : (el ién dat mén méy tinh bang ¢ than thign, di su
1 J0247 | LOUNGE BAR oE S e e o Tee 5 Srir e et Ay s ey v [ 39 M R Koty bl B bl Tt R
dung khéng? *
) 3 ; Ban ct dugce gidri thidu vd chueng trinh Ju dai clia mon
- 7 r
2 J0247 | LOUNGE BAR PE In-Stay |Were you introduced to the applicable food / drink promation? anfubng dang &p dung? i 1 1
3 JO247 / LOUNGE BAR PE | In-Stay :"‘;2’:?",;’” offered a signalure or special food fdrink of Ban c6 dugec gi¢i thibu vé b dnfubng déc bigt cla JO2477 1 1
- Were you offered more food when you only order drinks and  |Bgn co dugc méi thém a4 an khi ban chi order db ubng va
- . b 1
4 JO247 / LOUNGE BAR PE In-Stay IR nguec lai? { 1
. UR a . ! ¥ n
5 JO247 | LOUNGE BAR PE In-Stay Did me GURU reconfirm your order before printing the Nhan vién GURU ct xéc nhdn lai yéu cdu Gla ban truére khi 1 4
invoice? in héa don? !
1
6 JO247 | LOUNGE BAR PE In-Stay |Did you get an invoice after payment? Ban co nhén dugc hoa don sau khi thar_nf}é@&an_? 1 1
lf"]‘?i :
2E
7 JO247 | LOUNGE BAR PE In-Stay |Did the service quality rating panel work well? Bang dénh gia chét lugng dich vy hoal_dﬁ_qg 18t khéng? 1 1
[,
8 10247  LOUNGE BAR PE io-Stay |Were menus in'good conditlons: withiout sny atains? Thire don ¢ trong didu kign tdt, khang c(:ibél_ky vét bAn ndo | Khdng 4p dung khi order 1 -
khéing? L qua Tablet
LR
9 JO247 / LOUNGE BAR PE In-Stay |Was there an abundance of drinks and food in the menu? Thye don cé phong phi db ubng va db ﬁ:ﬁ_&nOng? 1 1
L.
s
10 J0247 / LOUNGE BAR PE In-Stay |Was your order promptly taken? ¥éu chu cla ban cb duge thyre hidn kip.}ﬁ'&i khéing? | 1
1y
Was the bar counter (front and back) clean, neatly arragned | Phla trudrc vé trong quéy bar cb sach sé_iép xBp gon gang
1 40247/ LOUNGE BAR PE In:Stay and well-maintained? via duge béio trl tht khdng? i 1 1
12 10247 | LOUNGE BAR PE In-Stay Were emplagaes wearing correct uniforms and name tags?  |Nhan vién cd mac ding, do adng phyc, thé :lén'? Bling phyc 1 1
Waere the uniforms clean? co sach s&7
13 J0O247 | LOUNGE BAR PE In-Stay |Was the glassware clean and in a good condition? Dyng cy thay tinh cé sach va trong didu kién t5t khéng? 1 1
14 J0247 | LOUNGE BAR PE In-Stay |Was music suitable for the Lounge and not too loud? Arn nhacotphl top olikibeg oiea Lounge v 0 miiong 1 1
vira phal khéng?
15 JO247 | LOUNGE BAR PE In-Stay |Were tables, chairs, counter clean, and not sticky? Ban, ght, quily ct sach s8, khéng dinh bén khéng? 1 1
T
18 J0247 [ LOUNGE BAR PE In-Stay |Were the tables lame and in a good condition? Céc ban c6 chac chan khdng? b 1 1
17 JO247 | LOUNGE BAR PE In-Stay [Were the games at JO247 working well? Céc tré choi tal JO247 hoat ddng tét khdng 7 1 1
18 JO247 | LOUNGE BAR PE In-Stay |Were the games interesting to customers? Cédc trd chol co cb gy hirng thi cho khach hang khdng 7 1 1
19 JO247 | LOUNGE BAR PE In-Stay |Were glasses adequately appropriate for your drinks? Ly €& thich herp cho db ubng cda ban khdng? 1 1
20 JO247 | LOUNGE BAR PE In-Stay |Were all lights working well? T4t cé cac dén co hoat ding khong? 1 1
21 JO247 | LOUNGE BAR PE In-Stay |Were chairs, tables, armchains in good conditions? Ghé, ban, ghét banh cé trong tinh trang 4t khéng? 1 1
22 JO247 | LOUNGE BAR PE in-Stay |Were there signage about smoking or non smoking area? Co bidn bao v khu vy hat thube hodc cdm hat thudce khong? 1 1
5 . - - "
23 JO247 | LOUNGE BAR PE In-Stay |Were you invited to rate your service experience? E:gng?duqc ot ihan gladoh gl srlf oghider e vy 7 1
. x i réri JO. 3 [+]] it to
24 JO247 | LOUNGE BAR PE In-Stay |When you leave JO247, did you recelve a warm farawell? g:lRu khtf:g?" B G N 1 1
TONG KHU VIYC BAR/ TOTAL LOUNGE BAR 24 24 0




DANH MUC TIEU CHUAN DANH GIA KIEM TRA CHAT LUQ'NG D|CH VU DANH CHO KHACH HANG
GUEST SERVICES & QUALITY AUDIT

12. PHONG TAP | FITNESS

M¢ér khoa béng (ng dyng di ddng/thé tir cé hoat ddng én

Ty 1& hoan thanh
Completion Rate

1 PHONG TAP / FITNESS SE/PE | In-Stay [Unlock with Mobile App [ key card working stable? dinh? 1 1
i 5 i i GYM co sach sé va hoat d Bt
1 PHONG TAP / FITNESS PE In-Stay Were the glgnages at the fitness room clean and ina Bidn higu phong co sach sé va hoat ddng t 1 1
good condition? khéng?
2 PHONG TAP/FITNESS | PE | In-Stay ::ifp::‘;ﬁ:ea”h warning signage while using Bifin béo canh bao strc khde khi sir dung thibt bj? 1 1
3 PHONG TAP / FITNESS PE In-Stay |Are decoration and ambiance pleasant? Trang trl vé khting gian ct dé chiu khéng? 1 1
Conditions of access to the fitness club are clearly » .
" : du ki
4 PHONG TAP/FITNESS | PE | In-Stay |explained (chargesfree access, equipment available, |2 0u KIén tham gia phong tap duqc gidi thich rd rang (ph 1 .
/ mién phi véo clra, thiét bj cé sén, gir m& cira, v.v.).
opening hours, etc.).
5 PHONG TAP / FITNESS PE In-Stay |Were towels available in the fitness room? Khan cé sén trong khu vige phdng tip khdng? Cho biét vj trl? 1 4
Were there at least 5 fitness equipments? Phing Gym cé dugc trang bj téi thidu nhirng thiét bj tap
- At least 01 treadmill with LCD display luyén sau:
- Al least 01 eliptical cross trainer with LCD display - Téi thidu 01 may tap chay bd + 01 may truret tuyét co
6 PHONG TAP / FITNESS PE In-Stay |- At least 01 mutifuctional machine man hinh LCD; Hoéc 02 may chay b ¢é man hinh LCD 1 1
- At least 01 three-tier dumbbell rack - T4i thidu 01 g4 d& ta ba tAng
- At least 01 rack with 10 dumbbell rack - Téi thidu 01 dén ta tay gbm 10 ddi
- At least 01 multifunction bench - T&i thidu 01 ghé tap ta dibu chinh da nang
7 PHONG TAP / FITNESS PE In-Stay |Were ther TV and internet cable for each equipment? Eh‘:}::g tinhigu TV vé intemet cha cdc thidt bl t9p 1 1
8 PHONG TAP / FITNESS PE In-Stay Hé thidng loa phang Gym co hoat dfng tdt khdng? Loa rtv hodc loa lién trdn ¥ 1
g PHONG TAP / FITNESS PE In-Stay |Was there a clean towel rack? Gid ding khan ct sach khang 1 1
10 | PHONG TAP/FITNESS | PE | In-Stay :‘;:;;:;l;“‘""“' S SPODRSteNn Ao HiTe oo Bign thoal sach se, hoat dong tot 7 1 1
1 PHONG TAP / FITNESS PE In-Stay Warg all aqulee‘nts clean, well-maintained and in a good | TAt c& cac thiét bj c6 sach, béo tri va hoat ddng tt Néu khéng, vui léng ghi chi y 1
working condition? khttng? tidt
12 PHONG TAP / FITNESS PE In-Stay |Were there some user guide for the machines? C¢ hung dén st dyng cho tirng thiét bj khdng? 1 1

i
TONG PHONG TAP/ TOTAL FITNESS

13

13
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DANH MUC TIEU CHUAN DANH GIA KIEM TRA CHAT LU'Q'NG D|CH VY DANH CHO KHACH HANG

GUEST SERVICES & QUALITY AUDIT'

13. PHONG THU' GIAN / RELAX ROOM

Ty 1& hoan thanh
Completion Rate

1 PHONG THU GIANT RELAX | Seipe | n-Stay. |Ocickwith Moblle App ke card working sisble?  |[X2.15108 BAging ding ' dlrgthé ttr o5 hogt
déng dn dinh?
g BHONG THU GIAN / RELAX SEIPE In-Stay Were the signages at the relax room clean and in a |Bién higu phang thu giéin co sach sé va hogt ding 1
good condition? tét khang?
Was the Relax Room clean, neatly arranged and  |Phéng Thur giéin ¢ sach sé, dugc sap xép gon
| i

. PHONG THU GIAN / RELAX EE In-8t8y | el maintained? gang va bio trl bt khéng? 1
3 PHONG THU' GIAN / RELAX PE In-Stay |Equipment in good condition, not stained? g’:gg?th'é‘ bi, Artwork cd trong dibu kign 11, khdng 1
& PHONG THU' GIAN f RELAX PE In-Stay |Was the lighting in the relaxation room comfortable? |Anh séng phong Thur giéin co d& chiukhéng? :.':” kndng vutkang.ght iy 1
5 PHONG THU GIAN / RELAX PE In-Stay | The noise level at Relax room is below 50db m:f,“ chéing On tal phong Relax co Fm ban thodl 1
5 PHONG THU GIAN / RELAX PE In-Stay |Was the telephane clean and In a good condition? |Bién thoai sach sé, hoat dgng tot ? 1
TOTAL RELAX ROOM e

w-\




DANH MYC TIEU CHUAN BANH GLA KIEM TRA CHAT LUO/NG DICH VI DANH CHO KHACH HANG

SCJO

GUEST SERVICES & QUALITY AUDIT

Ty Wy hodin thanh
Completon Raie

14, PHONG GIAT VA TU CA NHAN | LAUNDRY & LOCKER

TU CA NHAN | LOCKER In-Stay | Unlock with Mobile App / key card working stable? Mér khoa bling img dyng di a9ng/thi tir cd hogt dgng dn djnh?

" FCA AN LUCKER pE Sy |Woeie ik WknRGwR Ak v Sockdi ik Slsad e 17 6oe Bohdtlion? E:;:‘::u phang t hanh Iy v gigt 1a cd sach 58 v hoyt ddng 15t : i

C 3 TU CA NHAN | LOCKER PE in-Stay | Were lochers clean and in & good condition? ;’:ﬁ::;:]"g:am i:::ﬂmﬂ ::ﬂ ;@cn 6 v dugc bio il 1t khong? S8 thie 1 1
4 T CANHAN [ LOCKER PE In-Stay | Was the lockers manual easy (o understand? Hurérng déin sdr dyng 10 co db hibu khong? 1 1

5 TU CA NHAN | LOCKER PE m-su;y_- :'Vas ine locker area clean and in good repair? Khu vc trang ti ab ca nhan co sgch vit trong tinh trgng ot khong? 1 1

[ PHONG GIAT /LAUNDRY PE In-Stay  |Did dry cleaner wet cleaner machine work wall? May giit co sach v hogt dgng 1t kndng? 1 Ll

7 PHONG GIAT ILAUNDRY PE In-Stay | Did dryeriwringers work wall? May sdy co sgeh va hogt dfng 1t khing? 1 1

B PHONG GIAT ILAUNDRY PE In-Stay | Were irons and iron board in good condition? Ban 1, chu la duge bito quan trong dibu kign 117 1 1

9 PHONG GIAT ILAUNDRY PE In-Stay | Was laundry payment correct? Thanh loan phi glét la co chinh xdc khong? 1 1

10 PHONG GIAT /LAUNDRY PE In-Stay  [Was wquipment convienent? Cic trang thidt bj co thugn ich khdng? 1 1

i 1 PHONG GIAT ILAUNDRY PE In-;lay Was the hand washing sink clean? Bbn gigt lay c6 sach vi hout dgng 15t khong ? 1 1
TONG PHONG GIAT LA VA TU CA NHAN/ TOTAL LAUNDRY AND LOCKER 11 11
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DANH MUC TIEU CHUAN DANH GIA KIEM TRA CHAT LUQNG D|CH VU DANH CHO KHACH HANG

GUEST SERVICES & QUALITY AUDIT

Ty 1€ hoan thanh

BEP MO AY BA A OP 3 D A Complation Rate 100,0%
1 BEP MO / OPEN KITCHEN PE In-Stay |Was the open kitchen area neatly arranged? Khu vic bép mé dugc sép xép gon gang khdng? 1 1
2 BEP MY { OPEN KITCHEN PE In-Stay |Was the open kitchen design suitable for the space of JO2477 Thibt ké bdp m& c6 phi hgp véi khdng gian cla JO2477 1 1
3 BEP MJ' | OPEN KITCHEN PE In-Stay |Was it convenient to cook in an open kitchen? NAu én tai bép mé cb thulin tign khéng? 1 1
4 BEP MO | OPEN KITCHEN PE In-Stay |Did the hotel provide complimentary condiments for InStant |y¢scy sgn o4 cung cép dly dd b an kém midn phi 24/77 1 1

- foods at all tima?
- ? r - - -
5 BEP MOY { OPEN KITCHEN pE In-Stay Were the condiments fresh and ensure food quality & D4 an-kém cd tuoi va dam bdo an todn v sinh thyc phdm ‘ j
hygiene? khéng?
6 BEP MC { OPEN KITCHEN PE In-Stay |Was all equipment clean and well-maintained? Céc trang thiét bj cé sach va duge bdo trl tt khdng? 1 1
Was there a water purifier (hot and cold) available at the Open |Khu vy Bép m& ot duge cung cAp may loe nude ridng
. 1
8 BEP MO’/ OPEN KITCHEN A In-Stay kitchen area? khéing? (bao gdm nuwére ndng va nuwéc lanh) !
Was there clean, hygiene and in a good condition trash bin Thing réc cé dugc bd trl hep Iy, bdo dam tién lgi, v sinh phu
¢ BEP MO’/ OPEN KITCHEN PE in-Stay available at the open kitchen area? hep (sach sé&, khing mai) ? 1 1
10 MAY BAN HANG / PE in-Stay |V the vending machine at the common area and easy to  [Méy ban hang tw ddng cé dit tai noi d& nhin thay khong, > 1
VENDING MC ¥ approach? thufn tién st dung va trong tinh trang hoat dgng 617
13 Mﬁ;:g}:gwg 4 PE In-Stay  [Was there a varlety of goods? At least 10 items C6 da dang ching loal hang héa khdng? It nhét 10 mat hang 1 1
MAY BAN HANG / "
- i v 2
14 VENDING MC PE In-Stay | Did all the items have price label? Céac sdn phim cb duwge gén gié ddy di khdng? i 1
MAY BAN HANG /
. 7
15 VENDING MG PE In-Stay  |Was payment convenient? Thanh toén cd thudn tin khong? 1 1
TONG BEP MO VA MAY BAN HANG T BONG! TOTAL OPEN KITCHEN & VENDING MACHINE 12 12 0 l




DANH MUC TIEU CHUAN BANH GIA KIEM TRA CHAT LUO'NG DICH VU DANH CHO KHACH HANG

GUEST SERVICES & QUALITY AUDIT

16. TRA PHONG - THANH TOAN | CHECK OUT - BILLING

Ty ¢ hoan thanh
Completion Rate

q TRA PHONG / PE/SE In-Sta Were you informed prior to the Check-out date (both |Cé dugrc théng bao nhéc ngdy trd phong (trén tablet 4 A
CHECK OUT "218Y |0 tablet and by GURU) v b nhan vign GURU)?
2 TRA PHONG / SE In-Stay |Check out via Tablet user friendly? Tré phéng qua may tinh bang cé dé sir dung khong? 1 1
CHECK OUT
3 T&AEPC:O:UC;I SE In-Stay |Check out via Kiosk user friendly? Tré phong qua Kiosk cé dé sl dyng NTD"Q? 1 1
4 TRAPHONG / SE In-Stay |Check out via Mobile app user friendly? Trd phéng qua mobile app ¢4 dé sir dyung khéng? 1 1
CHECK OUT 1
TRA PHONG / . . !
5 SE In-Stay |Was a quick check out {(Silent C/O) convenient? Tré phéng nhanh (Silent C/O) cé thudn tién khdng? 1 1
CHECK OUT
TRA PHONG / =il i ' : ; H8 thiing dénh gid trdi nghiém cd than thign, db sir
& CHECK OUT SE In-Stay |Was the experiance rating system user friendly? dyng khong? 1 1
5 TRA PHONG / s In-Stay |21 the GURU great you with a warm smile and :1?:::;%: i”guu;j gg%ﬁﬂ"'}f?;:f;ﬁ;g:hig Cung cép chi tiét vé céch | . 3
CHECK OUT Y ltriendiness using the hotel name? 9 il ! ban da duge gidi quyédt
phéng khéng?
TRA PHONG / If the GURL was busy at that time, did he/she Néu nhéin vién GURU dang bén tai therl didm do,
8 CHECK OUT PE In-Stay |apologize, thank you for your patience and offer to  |anh/c8 Ay c¢ xin 1&i, cim on vi sy chir dyi cda ban 1 1
assist you as soon as posible? va ab xufit h8 trg ban nhanh nhét ¢é thé khéng?
9 TRA PHONG / PE In-Sta: Was the check oul quick as well as efficient? 5 Vigc tré phéng cé nhanh chéng va hidu qud khang? |Nédu hon 5 phit, héy gidi 1 1
CHECK OUT ¥ | minutes maximum Téi da 5 phut thich
TRA PHONG / Did tha GURW thank you for staying at the hotel Nhan vign GURU co chuc ban mot chuybn trér vé
10 CHECK OUT PE In-Stay |using the hotel name and wish you to come back nha vui vé, va bay té mong mubn gép lal ban tai 1 1
S0JO hotel? 50407
o TRA PHONG / pr in-Stay | Vere you invited to participate in a post-stay Ban co dugc mei tham gia dénh gia trdi nghiém sau 1 1
CHECK OUT ¥ |experionce review? Iuru trd?
TRA PHONG / % a ., |Nhén vien GURU ct ab nghi gol phuong tign di
= In- S i
12 CHECK OUT PE n-Stay |Did the GURU offer you transportation assistance? cnuyén cho ban khong 7 1 1

TONG TRA PHONG - THANH TOAN /| TOTAL CHECK QUT .

12

12




