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QUYET PINH
V/v: Ban hanh Tiéu chuéin phin hoi khach hang trén cic kénh d4nh gia truc tuyén

CHU TICH HOI PONG QUAN TRI

- Cén cik Diéu 1é va Quy ché Té chitc va hoat dong ciia Cong ty Cé phan Pau tu va
Quan ly Khdch san TNH;

- Can cit theo dé xudt ctia Phong Kiém sodt Chdt lwong dich vu va Tudn thu TNH;

QUYET PINH:
Pidu 1. Ban hanh Tiéu chuin phan hdi khach hang trén céc kénh dénh gia truc tuyén
\ kém theo Quyét dinh nay. ,f-—_—aa;\g
Diéu 2. Giao Phong Kiém soat Chat luong dich vu va Tuan thi TNH c6 trach nhiém /< cowe%
td chirc, trién khai thuc hlen thuong xuyén danh gia va dinh ky ra soat quyét [/ ¢ PHAN
dinh nay. = pAU TU VA QUAN |
' ) , e, KHACH SAN
Pitu 3. Quyét dinh nay cé hiéu lyc thi hanh ké tir ngay ky. Phong Kiém soat Chat é . TNH
luong dich vu va Tuén thi TNH, cac Phong/Ban, don vi tryc thuge TNH va N\ BA_-}E/'E\’
cac tap thé, ca nhan c6 lién quan chiju trdch nhiém thyc hién Quyét dinh nay./. =
Noi nhin: CHU TICH HDQT}
- HPQT (d@é bdo cdo);

- Cdc Phong/Ban/Don vi
triec thuge TNH (dé thuece hién);
- Lwu: PPC-HC/Cdc don vi.
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TIEU CHUAN PHAN HOI KHACH HANG TREN CAC KENH PANH GIA TRU'C TUYEN

1. Obijectives/ Muc tiéu:

o To provide the standard proces in order to manage and respond to the guest
comments on online social media and commercial channel/ Bua ra quy trinh chuan
chung dé quan tri, phan hoi y kién khach hang trén cac trang mang xa hoi va kénh
thuong mai truc tuyén

2. Scopel/ Quy mé:
All hotels & resorts and commercial brand management units under TNH
management/ Tat ca cac khach san, khu nghi dwéng, don vi quan ly thuong hiéu
thwrong mai true thuée TNH quan ly.

3. Standards/ Tiéu chuan:

e« The General Manager/ Hotel Manager (GM/HM) or an assigned dedicated team
member in each hotel is responsible to manage, read, understand and respond to all
guests comments posted online such as TrlpAdwsor Booklng com, Agoda, etc. on a
daily basis/ Gidm dbc khach san hodc nhan vién duoc dy quyén c6 trach nhiém quan - o
tri, doc, hiéu va phic dap tat ca cac y kién cta khach hang dang tai truc tuyén nhw \
TripAadvisor, Booking.com, Agoda... hang ngay.

e All hotel social media pages guest comments such as TripAdvisor, Booking. com,
Agoda, etc. and any guest questions or concerns must be responded from 24 - 48 /.
hours/ T4t ca céc y kién cta khach hang va bat ky cau héi hodc thac mac ndo trén cacr
trang TripAdvisor, Booking.com, Agoda,...cta khach san phai duoc phan héi tir trong
24h va khéng qua 48h.

e Based on the content of the guest comment, the GM/HM and the assigned dedlcated
team member will decide who answers which comment/ Dua vao noi dung cda y kién
khéch hang, Giam déc, GM, HM hodc nhan vién duoc dy quyén sé quyét dinh nguoi
tré 1oi phi hop nhat:

o Positive comments (100% positive)/ Y kién tich cuc (100% tich cuc)
> GM/HM or assigned team member/ GM/HM hodc nhén vién duoc dy quyén

o Negative commenis that do not require research need tq be responded with
the apprecuatlon and sincerity for better improvement. / Y kién tiéu cuc khéng
can tim hiéu nguyen nhén thi can duoc phic dap ghi nhan va dwa ra sw thanh
y thay dbi dé hoan thién.

- GM/HM or assigned team member/ GM/HM hodc nhén vién duwoc dy quyén

o Negative comments that require research based on the incident described (an
apology paired with an explanation to be provided)/ Y kién tiéu cuc can phai
tim hidu trén co s& sw cb da xdy ra (can phai xin 16i va gidi thich)
- GM/HM only/ Chi GM/HM

o The answer to those comments that require a lengthy research can be
answered according to the research time requirements; or can be answered
within 24 hours but always informing the guest that a research is in process. In
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such case, a second answer with a satisfactory explanation will have to be
provided within 48 hours/ Poi véi céc y kién gép y céan thoi gian xem xét, tim
hiéu, c6 thé tra Ioi tay theo thoi gian phi hop hodc tra 10i trong vong 24 gicr
nhung phai théng béo véi khach rang khach san dang tim hiéu, xem xét. Trong
truong hop nay, viéc phan hoi tiép theo véi 16i gidi thich hop ly phai duoc g
trong vong 48 gio.

The guest name or nickname must be used when the hotel replies to the guest
comments/ Khi phén héi, khach san phai st dung tén khéch hodc nickname cta khéch.

All guest comments (both possitive & negative comments) and the hotel's responses
or resolutions must be updated onto Guest Profile Note on PMS or CRM system/ T4t
cé phan hoi cta khéch hang qua céc kénh (phan hoi tich cuc/tiéu cw) va nhimg hanh
doéng phic dép tir cac Co s6, tir TNH déu phai duwoc ghi nhan vao phan Guest Profile
Note cta khéch hang théng qua hé théng PMS hodc CRM.

The GM/HM or the assigned team member may use the TrustYou.com tool to ascertain
the comments in all websites/ Giam déc khéach san hodc nhan vién duoc dy quyén co
thé str dung cong cu TrustYou.com dé théng ké y kién trén tét ca céc trang mang danh
cho khach san.
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