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THE VISION
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Sheraton Saigon Hotel & Towers, 

Ho Chi Minh City will be positioned as the market leader.

Appealing to the fashionably thinking upscale traveler, seeking personalized service and the most prestigious address in the city.

We offer the newest hotel, most recognized hotel brand, with unequalled business, recreation, retail, residential and entertainment options.
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a message from your general manager [image: image18.png]@,

STARWOOD

HOTELS & REIOATS WORLDWIDE, INC




It is with great pleasure that I welcome you to the team here at Sheraton Saigon Hotel & Towers, Ho Chi Minh City.

You have just joined the most dynamic hotel organization in the world.    This is due to the standard of service we provide and maintain, as well as our dedication to our Owners, Guests and you, our valued Associates.

Sheraton Saigon Hotel & Towers will be the newest and most luxurious Five (5) Star Hotel in Ho Chi Minh City and there is a lot of excitement surrounding this property.  We will have the biggest ballroom, the newest facilities, the best training and of course, the best Associates!!

One of my favourite sayings is “One Voice, One Team and One Future!!”  We have chosen you to become an Associate of the Sheraton Saigon Hotel & Towers because we believe in you and are convinced that you will greatly contribute to the success of the team and towards the future of this fantastic, luxurious, world-class hotel.  

During your employment here at the Sheraton Saigon Hotel & Towers, we will assist you in your own professional development, as well as having fun in the process. 

Congratulations on joining our team and here’s wishing you every success in your future with Sheraton.  

Yours sincerely,

Sean Hunt

General Manager

[image: image19.wmf]The Sheraton Story …

Sheraton’s origin dates back to 1937, with its initial purchase of a 200 room inn in Springfield, Massachusetts. Over the next 30 years, Sheraton became one of the largest of the newly developing North American hotel chains, also acquiring a hotel chain in Canada and in nine other countries.

In 1968, Sheraton was acquired by the International Telephone and Telegraph Corporation (ITT).  Sheraton became known as ‘ITT Sheraton’ and consisted of:

· The Luxury Collection (53 hotels & resorts in 20 countries)

· Sheraton Hotels & Resorts

· Four Points Hotels

· Gaming & Casinos

Today, as always, the name Sheraton is synonymous with quality accommodation and excellent service in locations as diverse as North America, Canada, Latin America, Europe, the Middle East, Africa, India, The Far East, China and The Pacific.
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In 1998, ITT Sheraton’s total portfolio consisted of more than 430 hotels in 62 countries.

The next major development in the history of Sheraton occurred in February 1998.  Sheraton was purchased by Starwood Lodgings (major property/real estate company in the USA), and so became part of Starwood Hotels & Resorts Worldwide Inc.  Starwood’s $24 billion worth of acquisitions comprises of:

· Sheraton

· Westin

· Four Points by Sheraton

· St Regis (Luxury Collection)

· W 

These brands comprise Starwood’s portfolio of over 700 hotels in 80 countries, including 100 resorts worldwide (these figures continually growing).

About Sheraton in our region – asia pacific

Starwood Hotels & Resorts is divided into six regional divisions, each operating with its own Divisional Associates. Our division is known as the Asia Pacific Division, and our headquarters are based in Singapore. The President of the Asia Pacific Division is Mr. Miguel Ko and he is responsible for the development and operations of all hotels in this area, including Sheraton Saigon Hotel & Towers.

about sheraton saigon hotel & towers

Sheraton Saigon Hotel & Towers, Ho Chi Minh City is a leading five star hotel in Ho Chi Minh City, which offers a blend of high-quality accommodation with warm and personalized service, a commitment that all Sheraton hotels strictly uphold.

The Sheraton Saigon Hotel & Towers is the first internationally branded 5 star Hotel to operate in Ho Chi Minh City, Vietnam.  

Sheraton Saigon Hotel & Towers is located right in the heart of Ho Chi Minh City, at 88 Dong Khoi Street, offering myriad options to both Corporate and leisure travelers seeking restaurant and shopping choices, convenient travel within the city, and cultural experiences unique to Vietnam.

We feature 382 deluxe rooms and suites, plus 92 Executive Residences overlooking Ho Chi Minh City and the Saigon River. Our rooms are extremely spacious at an average of 40 square meters. On levels 20, 21 and 22, our Executive Level accommodation caters for the discerning traveler, offering additional privileges and inclusions, including an exclusive Executive Lounge built over three (3) levels. 

Our Lifestyle Lap Pool and Bar, fully equipped Health Club, Day Spa, Tennis and Squash Courts on the 5th level, add another dimension to our guest’s experience here at the Hotel.

Level 23! Overlook the entire city, with breathtaking 360-degree views from our top floor with a Specialty Restaurant, Wine Bar and Nightspot offering live, late night entertainment.  Our Saigon Cafe restaurant on level 1, featuring international cuisine and Li Bai on level 2, offering Chinese dishes, can provide the guest with endless dining options.

With over 1800 square meters of combined meeting space and the largest ballroom in Ho Chi Minh City at 760 square meters, we will be the premier provider for the MICE market in Ho Chi Minh City. 

There are also retail outlets on the lobby level featuring the most exclusive designer boutiques in the City. These have been leased by the Hotel to private operators.
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Our Food & Beverage Outlets include:

	Name
	Type
	Location

	The Lounge and The Deli 
	Offering specially coffees, premium wines, cocktails and light snacks 
	Ground level

	Saigon Café 
	Offering extensive breakfast, lunch and dinner buffets and a la carte menu options
	Level 1

	Comprehensive Banquet & Meeting Facilities 
	Featuring the largest ballroom in Ho Chi Minh City
	Level 2 & 3

	Li Bai 
	Chinese restaurant
	Level 2

	The Lifestyle Bar 
	Featuring cocktails and other Beverage and light snack menu
	Level 5

	Level 23 

Specialty Restaurant, Wine Bar/ Night spot 
	Featuring live band, with 360 degree breathtaking views of Ho Chi Minh City 
	Level 23


Our facilities include:

	· Outside Catering
	· Tennis Court

	· Business Centre
	· Squash Court

	· Secretarial Services
	· Fitness Centre

	· Office for lease
	· International Day Spa

	· Tour & Travel Desk
	· Turndown Service

	· 24 hour room service
	· Secure Car-parking Facility

	· Limousine Service
	· Car Rental

	· Starwood Preferred Guest Floors
	· Laundry and Valet

	· Souvenir Shops
	· Executive Club

	· Swimming Pool
	· Night Club


SHERATON SAIGON HOTEL & TOWERS
KEY SELLING POINTS
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1) Newest hotel in Ho Chi Minh City

2) In District 1, the main Business District or Downtown

3) Within the Government and Consular Area

4) Within Shopping, Heritage and Entertainment Area

5) 12 km from the airport

6) 30 minutes drive to and from the airport

7) Largest pillarless ballroom in the city (760 sqm), able to seat 720 guests, banquet style

8) A total of 14 meeting rooms, the most comprehensive function space in the city

9) Latest, state-of-the-art facilities in the function rooms

10) The ideal MICE (Meeting, Incentives, Conventions, Exhibitions) hotel

11) 35 suites and 70 oversized Studio Rooms at 55sqm, some with kitchenettes

12) 92 Executive Residences, with full kitchen facilities

13) Safe box big enough for a laptop

14) Bedside Master Control panel for lighting, Aircon and Drapes

15) 8 Bars and Restaurants, including Level 23

16) Level 23, the highest entertainment outlet in any hotel, with 360 degree view of the city and the Saigon River

17) High quality, comfortable and convenient work desk in all rooms

18) Only hotel in the city with all guest rooms containing separate shower and bath

19) Massage overhead shower and mid level multi- jets

20) 29” flat screen TV in all rooms

CHAPTER 1: YOU AND YOUR JOB

1. Letter of Appointment
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You will have received your Letter of Appointment on commencement, which outlines the terms of your engagement. You will be employed on a two months probation period. 

Upon satisfactory completion of the probation period, you shall be placed on regular employment. 

2. Employment Records

The application form you have completed will be used as a basis for our records. Should any of this information change, such as home address, telephone number, etc. please advise the Human Resources Department, as soon as possible, to arrange for the completion of a Personnel Action Form.

3. Rosters

Your Department Head will post the roster for your department on a weekly basis. It is your responsibility to check your days off and rostered hours of work. Any requests and/or questions should be directed to your Department Head. Rosters will be designed to take into account your preference, however the needs of the Business and Guests must always take priority.  Flexibility is important and rosters may be changed at any time by mutual agreement.

4. Deployment of Associates

The management reserves the right to deploy associates from one Department to another, as and when the need arises.

5. Change of Job

The Hotel reserves the right to transfer its employees to another department or position within the Hotel, according to operational requirements, on similar terms and conditions as those on which they were employed.

In the event that employees prove unsuitable for their position, they may, by mutual agreement, be transferred to a lower position.

6. Working Time

You are required to work 48 hours per week.

You are expected to be on the job precisely at starting time and leave it at end of rostered shift, not before. This means that you are expected to arrive on the premises of the Hotel at least 15 minutes before your starting time, to give yourself time for grooming and changing into your uniforms. 
There may be occasions when you will be required to work overtime. Your Department Head will advise you when this is required. At the Management’s discretion, compensation will be by direct payment of money or time off in lieu.

7. Frequenting the Premises

If at any stage you would like to make use of the Hotel’s facilities please feel free (outside of working hours of course).  Permission from your Department Head must be sought prior to utilizing the Hotel’s facilities. The only areas out of bounds for Associates are the Guest Rooms, Executive Residences, Lifestyle Pool Bar and Health Club.

Appropriate manner and dress standards will apply to all associates while patronizing the hotel in their own time.  We trust that our associates will not abuse this privilege. Failure to comply with these regulations may result in disciplinary action being taken.  

8. Promotional Prospects and Transfers 

Starwood’s policy on promotion is designed for the development and growth of our Associates. Career-minded Associates, who have a good record and are ambitious, capable and efficient, will be given priority consideration over external applicants.

Our management always seek to strengthen its team by promoting from within the departments whenever possible.  The pre-requisite for promotion internally will be the acquisition of a range of skills under each level, in addition to good interpersonal skills.

Promotion to a higher level will be on the basis of competition for a vacant position.

When positions are available, they will be posted on the Human Resources Notice Board. These position listings include an Internal Vacancy Listing as well as Inter-Hotel Listings of other Starwood Properties worldwide.

	Internal:
	Those associates interested in other departments may be given the opportunity of transferring to gain experience and to obtain more job satisfaction. If you are interested in an internal transfer please discuss this with your Department Head and Human Resource Department. As a general rule of thumb, transfers will be considered after you have been in the present position for at least 6 months and are certified as highly competent in all facets of the job function. 

	External:
	Should you be interested in transferring to another Sheraton property, you must also discuss this with your Department Head, and then the Human Resources Department. 


All vacant positions within the Hotel will be internally advertised on the Notice Board for a period of 7 days for applications.

You will also be placed on 2 months probation, should you be successful in your application for a new position. 
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9. Training

Your Department Head will ensure that you are trained to efficiently undertake all tasks assigned to you. Initially, this will involve a structured program of certification as you progress through a series of job tasks.

The Human Resources Department, in conjunction with your Department Head, will help in guiding your career development and will advise you about Sheraton Corporate training programs, as well as other programs, that will assist in expanding your knowledge and skills.

Training notice boards are located outside Human Resources.  All internal training courses are advertised each month, on a Training Calendar.  If you are interested in participating in any training session, liaise with your Department Head, who will in turn, enroll you with Human Resources.

If you would like information with regard to any course outlines, structure or content, please enquire with Human Resources.

10. Certification

This process consists of a series of tasks that will form part of your responsibilities in your position. The length of this process may vary according to the complexity of the task you are learning. Your New Employee Training Profile and Certification (NETPC) will be checked off as you learn each new task, once completed you will be assisted with a Certificate acknowledging you are certified in that particular job.

11. Associate Appraisals

All associates will be involved in an annual Associate Appraisal, which is based on your overall performance. This procedure will be conducted between you and your Department Head, and you will be advised when it is to take place.  All Associates will receive an additional appraisal, prior to completing their two month probationary period.

Appraisals for anyone can be a little bit nerve wracking.  Keep in mind that this is a wonderful opportunity for you to have quality time with your manager to discuss your strengths, to receive guidance on those areas that you require improvement in and to look towards the future with your career.

12. Grievance Procedure

From time to time in any organization, misunderstanding and differences of opinion will occur. The grievances should be discussed in confidence with your Department Head. If the problem is not resolved, please approach a member of the Human Resources Department to discuss the matter further.  All matters will be kept in the strictest of confidence.

13.  Medical Examination

All probationary Associates are required to undergo a medical examination by the authorized clinic, including X-ray.  All existing Associates must complete, at a minimum, an annual medical check up.

14.  Termination

When unilaterally terminating a labour contract according to Article 37, Labour Code, you will be required to give 30 days and 45 days written notice in respect of a contract with a definite term and indefinite term accordingly.

All Associates at all levels are required to have an Exit Interview with Human Resources upon their last day with the Hotel.  Please ensure that all company issued assets are returned prior to or upon your termination – uniforms, locker keys, name badges, time cards, etc., and complete the necessary clearance documentation with Human Resources.

 Failure to comply with these procedures may delay the processing of your final pay.

 In the event of serious misconduct your employment may be terminated instantly.
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CHAPTER 2: OUR GUESTS AND WHY YOU ARE HERE.
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Why Are Our Guests Important To Us?

· They have created our jobs

· They pay us

Having done this, the guests want something from us:

· Attractive & comfortable surroundings

· A high standard of accommodation, dining & recreation facilities

· A friendly attitude shown by our Associates

· Fair and honest money transactions

· International class entertainment

· Value for money

· A feeling of belonging

At Sheraton Saigon Hotel & Towers, you may often be confronted with enquiries that may not be related to your Department’s operations.  Recent research has established that what hotel guests want the most is personal service and individual attention.  You are directly or indirectly in a position to satisfy our guest’s expectations, because all of the above involve ‘SERVICE’.

Our guests expect good service.  Remember however, that we are dealing with individuals, and individuals will vary in how they assess good service.  Your careful judgement and insight are necessary to succeed as a professional.

These are some golden rules when dealing with guests who have a complaint and become agitated towards you:-

· Listen to their complaint using eye contact and body language

· Show empathy towards their emotions

· Apologise for the error

· Work out possible solutions

· Offer alternative solutions if necessary, and ensure solution is acceptable to the guest.

If the situation becomes untenable, do not hesitate to contact a Supervisor for assistance in handling the matter.  In this case, always remember to give all information to the Supervisor.

If you have managed to resolve the incident, also remember to inform the Supervisor, so they are aware of your actions.

We must never answer a guest enquiry with “I don’t know” or “I’m new here”.  We must find the answer or alternatively contact someone who can assist.

When redirecting guests for special assistance, try using phrases like “May I have the Concierge Desk contact you!”  Never tell a guest that they HAVE to do anything.  For example, “I don’t know. You will have to ring Front Desk”.  

When asked by a guest for assistance, try and see things from their point of view.  They are probably feeling a little lost and confused.  A helpful suggestion may really make their stay.  REMEMBER we are in the business of making people happy!!

No matter what type of person you are dealing with, you can always be sure of one thing – everyone likes to be treated with courtesy.

2. Why You Are Here.

Our job is to provide exceptional standards of service to our guests.  Guests are to be looked after professionally, and in a friendly, courteous manner.

In order to achieve this, you and your fellow workers have to meet the high standards set.  Here are some of the qualities which we consider make up the Sheraton employee:
· Ability to smile, with the eyes as well as the mouth;

· Courteous and co-operative manner;

· Willingness to carry out instructions and observe rules;

· Judgement to prevent disagreeable situations, or if they arise, the ability to recover the situation and WOW the guest;

· Awareness – to find out guest names, recall the likes & dislikes of regular guests, special requests/requirements of guests, etc;

· Open-mindedness – willingness to learn, as well as contribute, new ideas & methods;

· A desire to excel;

· Personal pride in doing the job well, and in being part of the team of Sheraton Saigon Hotel & Towers.
3.  Promoting The Hotel

We all have the opportunity to sell.  For example, a friend or family member is getting married – tell them about our first rate facilities and give the lead to our Catering team to follow up.

If you are proud of your work then speak well of it to your friends, or if you enjoy being apart of the Sheraton Saigon, then tell people so.  You are helping to promote your Company and in doing so assuring your own future.

4.  Starwood Service Standards

We have 4 main STAR standards that we need to follow in all cases.  They are:

SMILE AND GREET
1. Every time you see a guest or fellow associate, smile and offer an appropriate hospitality comment.

TALK AND LISTEN
2. Speak to every guest or fellow associate in a friendly, enthusiastic and courteous tone and manner.

ANSWER AND ANTICIPATE
3. Answer guest or fellow associates questions and requests quickly and efficiently, or take personal responsibility to get the answers.  Always try to anticipate their needs.

RESOLVE

4. Resolve guest or fellow associates problems and WOW them at all opportunities.
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CHAPTER 3: [image: image26.png]


YOU AND YOUR PAY

1. Payment of Wages

Payment of wages will be on the last day of the month.

If pay day falls on a Sunday or Public Holiday, you will be paid one day before the normal payday.

2. Incentive Program

A portion of the service charge derived from guests is distributed to confirmed Associates as service bonus on a monthly basis through the measures of individual job performance, the hotel quarterly and yearly financial goals and guest satisfaction standards set by the Hotel. 

Service bonus will not be awarded if an associate is on unpaid leave, sick leave, and maternity leave.

If an associate receives warning or transfer to another job with a lower pay for non compliance with hotel’s rules and regulations, the service bonus in that particular month will be deducted as follows: 

· First written warning: 40% deduction is applicable

· Serious or second written warning, or transfer to another job with a lower pay, or dismissal: no bonus or 100% deduction is applicable
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CHAPTER 4: YOU AND YOUR LEAVE ENTITLEMENTS
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Annual Leave

All full time associates are entitled to an annual leave of twelve (12) working days. 

Additional annual leave days will be given to you, according to the length of your service in line with the Labour Code.

Annual leave can be taken from the third month of employment, provided that it has been accrued. Annual leave cannot be carried forward to the following year, except in exceptional cases, approved by your Department Head and the General Manager. However, in this case, only 5 days annual leave can be forwarded to the next year.

Annual leave requests must be made at least 1 week in advance and subject to the approval of your Department Head.

2. Sick Leave

You must advise your Department Head or Supervisor at least 2 hours prior to the commencement of your shift if you are too ill to come to work. You must also give details of nature of your illness and how long you expect to be absent. 

On your return you will need to make a claim for sick leave by completing a Personnel Action Form. You are required to provide medical certificate issued by the hotel’s doctor. If it is not possible to see the Hotel doctor or wish to see registered government doctor, permission must be sought from your Department Head.

3. Compassionate Leave

All full time associates are entitled to paid leave for personal reasons in the following cases:

· Marriage : 3 days

· Marriage of children: 1 day.

· Death of parents (including parents in law), spouse or children: 3 days.

Please advise your Department Head, if you wish to apply for such leave.

4. Maternity Leave

Maternity leave should be informed to the Department Head at least, two months in advance. A Personnel Action Form (PAF) should be submitted to the Human Resources Department prior to commencement of maternity leave.

A pregnant Associate is entitled to four (4) months of prenatal and postnatal leave if it is her first or second birth.

5. Leave Without Pay

If you are able to gain the permission of your Department Head, you may apply for leave without pay in order to finish a shift early or to avoid completing your normal rostered hours of work. Please note that approval must be granted and a Personnel Action Form completed in advance. Requests for unpaid leave for an entire shift or more must be first approved by your Department Head, then must be approved by the General Manager or his Designate.
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CHAPTER 5: YOUR AMENITIES AND BENEFITS
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Associate Entrance 

On commencement you will be shown the staff entrance, which is located on 88 Dong Khoi. Please ensure that you always use this entrance when entering and exiting the Hotel for work. Management reserves the right to inspect all persons and their belongings entering and exiting the hotel.  

2. Time Card

You will have been given a time card, which you will have to sweep in and out each day. You will not be allowed to sweep in at times other than scheduled unless authorized by your Supervisor.

In case of loss of time card, you must report to the Human Resources Department immediately and you will be charged for the replacement.

3. Locker Room

You will have already been provided with a locker in which you can store your uniforms and personal clothing whilst you are on duty. Valuables are left at your own risk. In the event of a forgotten or lost key, contact Human Resources Department to arrange for the necessary replacement. If a key is lost you will be charged for it accordingly.

Locker inspection is carried out from time to time, and is usually conducted by a member from the Human Resources Department and one other senior member of management.

The locker rooms are designed for your convenience and comfort. Please leave them clean and tidy at all times, as items left outside of your locker will be removed by the Housekeeping Department.

Any associate who has the need to bring a bag onto the premises must store it in their issued locker. Please be aware that under no circumstances are associates to take a bag into the workplace.

Please note, smoking is not permitted in the locker rooms or staff toilets. 

4. [image: image29.png]


Associate Restaurant  

Your Department Head or Supervisor will advise you as to your meal times and breaks. 

It is the responsibility of each and every associate to assist in the cleanliness of our Associate Restaurant by cleaning up after themselves, after their break. This includes wiping your table down after use, stacking dirty dishes and cutlery on the racks and bench provided, throwing all rubbish in the bins provided. 

5. Notice Board

On the Bulletin Board in the Associate Restaurant you will find a variety of information of interest and importance.  If you wish to post anything on this notice board, a signature must be obtained from Human Resources. 

Internal Vacancies and other employment information are posted on the Human Resources Notice Board, outside the Human Resources Office.

Other Notice Boards include the Quality Assurance Committee Notice Board, Union Notice board and Safety Committee Notice Board.

Perusal of these boards is encouraged, so as to keep informed with the happenings within the property.  Remember these boards are to keep us all informed, please do not alter or remove any articles.

6. Sheraton Accommodation Discount[image: image30.png]



An attractive staff rate is offered to all employees for accommodation with Starwood Properties Worldwide.  Bookings are subject to availability and can be made via Human Resources, according to the following procedure:

· Complete a Reservation Request form, available from Human Resources. 
You may be required to provide credit card details in order to guarantee a   reservation
· Human Resources will fax your request to Worldwide Reservations.
· Worldwide Reservations will advise via return fax if staff rate available according to request.  

· If available, a confirmation of booking number will be issued.  

· Human Resources will then issue a letter of confirmation of employment, which is to be presented on check-in.

Should you wish to make enquiries regarding rates, etc., prior to booking please contact Human Resources.

Please note:

· All employees will be granted a total of 25 discounted room nights per calendar year.  There is a 10 night stay at one time maximum.

· Discounted rooms may be booked no more than 45 days prior to date of arrival, but may be booked as late as day of arrival, depending on availability.

· Discounted room rates are also available for immediate family members of employees, consisting of spouse, domestic partner, children and parents.  Employees are not required to accompany their family members in order for them to receive the discount.  Discounted rooms for family members are considered part of the employees 25 room night allotment.

An employee who misrepresents the eligibility of an individual to obtain a discount to which the individual is not otherwise entitled, may cause the Hotel to lose this benefit for all staff, and individually will be subject to discipline, up to and including termination. 

· You and your eligible dependants will be entitled to receive a 25% food & beverage discount at hotel restaurants.  You must charge back to your room and this discount will be applied to your bill on checkout.   This discount is for Hotels within the Asia Pacific Region.

· Employees should NOT fill out the Guest Questionnaire found in the guest rooms.  Any relevant comments are to be made to your Department Head once back at work.

· Employees and their family are representatives of the company and as such, are expected to maintain our standards of conduct at all times:  i.e. whilst staying at another Hotel, employees are expected to conduct themselves in an orderly manner; standards of dress are as per hotel guests standards; remember that the people that are serving you are fellow employees and should be treated with respect and courtesy.

· Full paying guests will receive preference over staff in room allocation, restaurant bookings and other hotel services.  Employees should not make requests and demands beyond the call of duty of the host hotel.

This is a policy of Starwood as at March 2003 and is subject to changes as the Company requires.

7. Uniforms[image: image31.png]



If you have been issued with a hotel uniform, wear it with pride and treat it with care. You will be provided with laundry services. However, you will be held responsible for any stained or damaged uniforms due to negligence. You should keep your shoes polished at all times. Uniforms and shoes should only be used on duty and will always be left in the lockers/cloth hangers while not being used.

8. Name Badge

Name badge is to be worn on the top left hand side of your clothing whilst on duty. If you loose your name badge please report the loss to the Human Resources Department – a replacement fee will apply.  Badges, which are faded or damaged, will be replaced at no charge.  You must always commence your shift wearing your name badge.

CHAPTER 6: PERSONAL BEHAVIOUR AND APPEARANCE

1. [image: image32.png]


Personal Hygiene

· Cleanliness is of major importance to any hotel, so bathe regularly and always maintain good standards of hygiene.

· Use an effective antiperspirant and / or deodorant

· Maintain an effective dental routine to avoid bad mouth odour.  Teeth should be brushed regularly to avoid bad mouth odours.

· Wash your hand when you are on duty and always after using toilet facilities.
2. Appearance

Dress appropriately and always be neatly groomed. Work clothes must be clean and shoes polished and in good repair.

Males:

· Clean and polished shoes, aligned with a 5 star corporate image. 

· Fingernails should be clean and trimmed.

· Name badges must be worn and cared for (shiny and unscratched).

· Hair should be of a conservative style, short, lean and combed.  Long hair is not permitted for males. 

· Clean shaven everyday. (Whilst there is a strong preference towards no facial hair, a moustache is permitted.  It must be short, well groomed and well maintained.  Must not be grown whilst at work. You must receive permission from your Department Head.)

· Use of deodorant is also requested.

· No visible tattoos.

· Avoid using cologne, hair tonic and after shave lotions that have a strong fragrance.

· Jewellery is to be confined to wedding/engagement rings and a watch for timekeeping purposes only. No other jewellery is permitted.

Female:

· Your hair should be conservatively coloured and styled; and kept clean, brushed and neat. Hair grown to shoulder length should be combed and tied up and back, away from your shoulders and face.

· Light make up should be worn at all times. Use light cosmetics for a natural look – avoid excessive make-up.

· Avoid using strong perfume, fragrance or scented hand lotions while on duty. 

· Acceptable jewellery is a wedding/engagement ring, 1 set only stud or sleeper earings and a watch for timekeeping purposes.   No other jewellery is permitted.

· Name badges should be worn and cared for (shiny and unscratched)

· No visible tattoos.  

· Nails should be kept clean, well manicure and at a moderate length. Clear or light nail vanish only is permitted. 

For Kitchen /Food Preparation Associates, there are some additional grooming requirements. Please see your Chef for details.

3. Smoking

For health and safety reasons smoking is not permitted in work areas. The only area that is available for associates is the designated smokers area.

4. Manners and Noise Levels

Good manners with guests create good business. Keep noise levels down in consideration of our guests. You must also display your good manners with fellow associates to help create a harmonious working environment.

Voice tones reflect attitude – severe tones get severe responses.  Bored mumbled speech creates indifference.  Clear pleasant tones, crisply pronounced, helps for better understanding and shows professionalism.  Our guests will be impressed!

Eye contact and smiling cannot be emphasized enough.  Look at your colleagues and guests when you talk to them, smile and listen!  It shows interest and concern.  Remember not to stare!  That makes people uneasy and is rude.  Use eye contact that is appropriate. 

Always acknowledge every guest by smiling and greeting them.  Use their name wherever possible.  Always use a courteous friendly tone of voice and remember to   answer all of their questions, efficiently and quickly.  Anticipate their needs and resolve any concerns they have.  If we can all do this, we are well on our way to “WOW” ing our guests!
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Personal Telephone Calls

You are not allowed to use the telephone in the Hotel other than those installed in the offices. Private telephone calls during work time are prohibited. In emergency situations all incoming calls of a personal nature will be channeled to the Human Resources department who will take messages. 

6. Work Guidelines

The efficiency of our operations will be enhanced if we all observe normal work guidelines, including the following points:

· Do not chew gum whilst on duty

· Do not use mobile phone while on duty (except some cases permitted by the General Manager)

· Walk briskly, never run

· Whilst at work be as quiet as possible. 

· Please observe that loitering or sleeping is not permitted in the Hotel.

· Eating or drinking during hours in any hotel location other than the staff dining room is not permitted.

· Associates should not fraternize with guests. Courteous, social conversation is not discouraged but involved personal conversation is to be avoided – remember to be friendly not familiar.

· Do not ask or gesture for tips or gifts from guests. The solicitation of tips by word or manner is utterly forbidden. If a guest does offer you a tip, however small, you should accept it gracefully.

· After work, please do not remain on the hotel premises more than 30 minutes after the completion of your shift. 
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Associates must confine their presence in the Hotel to the area of their workstation. It is not permissible to roam around the Hotel or visit the other areas of the Hotel without permission from your Department Head.

· You must be fully aware of what the Hotel has to offer to our guests, including all the various outlets throughout the property.

· Friends or relatives are not permitted to visit you during work hours unless they are in the Hotel as guests. Similarly, please refrain from conducting personal business in the company’s time.

· Associates are not permitted to use the public restrooms. There are facilities in the Hotel for staff to use.

· Whilst on duty use only service elevators – unless working in an area that does not offer this facility.

· Associates with access to confidential information about Sheraton Saigon Hotel & Towers and its operations must not disclose that information to any unauthorized person.

· No Sheraton documentation or manuals are to be copied without specific authorization and are not to be taken off the property.

· Associates should respect the directions of Management, regardless of the Department in which are they employed.

7. Equipment 

All tools and equipment that you are given must be treated with respect so they continue to help you do a first class job.

8. Your Working Area

You must promote and maintain a clean and safe working area. A working area that is not kept clear and in a clean and tidy condition can never be considered safe.

9. Equal Opportunity

The Sheraton Saigon Hotel & Towers takes this opportunity to reiterate our corporate commitment to equal opportunity for employment, advancement, and training to qualified individuals regardless of race, colour, religion, sex, age, national origin, or mental or physical disability.

This same commitment to equal opportunity shall apply to all other Human Resources functions.

10. Sexual Harassment Policy

Sexual Harassment is any unwanted or unwelcome sexual behaviour of a verbal or physical nature. Starwood is committed to providing a harassment free work environment and will not tolerate sexual harassment under any circumstances. Managers and Supervisors should be alert to the possible presence of sexual harassment, and report any findings to the Human Resources Department. It is a hotel violation for any associate to sexually harass another associate or guest, and a person found guilty of such inappropriate conduct will face serious disciplinary action, which may result in the termination of their employment.

If you experience this behaviour you should report it immediately to a member of the Human Resources Department. All such reports will be handled with the utmost confidentiality and respect for any individuals concerned.

11. Speaking to The Media
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Journalists are by nature and trade, inquisitive, and will always be on the lookout for a story.

Do not be tempted to speak to the media on behalf of the Hotel.

The only associates authorized to act as spokespersons for the property are the members of the Executive Committee.

Should a reporter asks you any questions about the Hotel and its operations, simply ask the reporters to contact them direct.

12. Open Door Policy
The Sheraton Saigon Hotel & Towers maintains an “open door” policy.  This means that you can come and se any member of our management team, at any time for any reason!  We would love to hear your thoughts, help with any concerns or just applaud your daily contribution!
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CHAPTER 7: SAFETY AND SECURITY

The role of the Safety and Security Department is to protect you, our guests and Sheraton Saigon Hotel & Towers.  To assist in the task, our Safety and Security Department needs your co-operation.  A security conscious attitude in respect of all staff will promise a safe and more pleasant working environment.

Please co-operate fully with the Safety and Security Department.  Should you wish to discuss a security related matter or problem, please contact your immediate Supervisor or the Safety and Security Manager.
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1. Safety

You must learn and use all safety rules on the job to assist in preventing accident occurrence, and for your own protection and that of your fellow associates and our guests. 

If you notice any areas you consider dangerous within the Hotel, please advise your Department Head, or a member of our Safety Committee, or the Human Resources Department immediately. 

Report or rectify all unsafe conditions such as wet or slippery floors, faulty equipment or machinery and stop associates running.  Practical joking and horseplay is not allowed. By following these simple rules, we can prevent someone from having an accident and injuring themselves.

Safety is mainly a matter of good ‘housekeeping’.  Nails or flowers on the floor, cluttered aisles, wet floors, and so forth are always an invitation to an accident.  Make sure that work area is clean and not a safety hazard.  Put away equipment or tools after use.

Lift and bend properly – if you are in doubt as to the safe method of carrying out your work, ask your Supervisor before carrying out the job. Guessing in safety is always dangerous.

Use gloves when necessary, particularly if you are handling chemicals or other strong substances.  If there is danger of anything splashing or flying into your eyes, wear goggles or other protective equipment.

An associate may operate company equipment and machinery only on the following conditions:

· When he/she has been instructed in it’s use;

· When he/she has been assigned to the job;

· When the proper safety devices are in the position;

· When safety equipment is worn;

· When he/she is competent to operate the equipment;

All employees who are required to use the company vehicles must be in possession of a current full  Driver’s License and ensure that the vehicle about to be driven is currently registered.

2. Fire or Emergency

Anyone discovering a fire must strictly comply with the following procedure in the order shown.

· Activate the closest Manual Call Point (M.C.P.) in your area;

· If a M.C.P. is not located in your immediate area contact Star Service on our emergency number 111, advising the exact location of the fire, and giving your name & department.  Ask Star Service to repeat the information.

· Get assistance and then ONLY IF IT IS SAFE TO DO SO:

a) Extinguish the fire;

b) Direct the Emergency Response Team (ERT) to the location of the fire.

NOTE:

· During the fire never use the elevators.  ONLY use the staircase and keep close to the floor to avoid smoke inhalation.

· All references to the fire will be:

Unconfirmed – Code 88

Confirmed –  Code 90

· Never shout ‘FIRE’.  REMAIN CALM.  Guests rely on you for assistance and direction.

To prepare for such emergencies, ask your Department Head for specific instructions.  Be familiar with the ‘Fire Procedures’ as well as the use of all fire fighting equipment and ensure that you have been completely versed in evacuation procedures by your Department Head.

Obey all ‘NO SMOKING’ signs and directions.
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First Aid

For urgent treatment, dial the hotel’s emergency number 111.  

All references to urgent first aid will be: Code 99.

For general assistance First Aid kits can be found in various locations throughout the hotel – pleas ask your Department Head where these are.

4.  Security

Security, like Safety, is everyone’s responsibility. We owe it to our guests and fellow associate members to provide them, not only with a friendly, comfortable atmosphere but one that is also safe and secure.

This can only be done if we all cooperate and observe the following rules:

· ALWAYS BE ALERT! Be aware of your surroundings, for you can be the eyes and ears of the Security function within the Hotel. Observe and report all suspicious circumstances or undesirable persons by notifying your Department or Supervisor.

· For your own protection, any personal packages or items that you have on arrival to work that could be mistaken for hotel property must be checked and recorded by your Department Head. Out-going packages or items must be accompanied by an authorization pass, and we do reserve the right to spot check personal hand baggage.

5.  Lost Property

· Any article you find belonging to either a guest or fellow associate must be handed immediately to the Housekeeping Department, who will register and store the item as being lost. If the item is not claimed after three months, you may be able to claim it as yours.

· No open containers or possible safety hazards or House Alcohol will be allowed to be taken from the property.  If Alcohol (other than House) is given to a staff member as a tip, a parcel pass/clearance is to be obtained from Security and authorized by your Department Head prior to removal from the property.  

[image: image8.png]



CHAPTER 8: COMMENDATION AND DISCIPLINE

I/ Commendation

1. Types 

· Certificate and token of appreciation to associates who have been chosen as outstanding Associate of the month/quarter/year.
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Abroad training

· Promotion

· Other special bonus

2. Criteria

The Hotel shall commend the associates who

· Have outstanding achievements relating to the job

· Have prevented a disaster or successfully dealt with a situation or emergency

· Is dedicated to the improvement of hotel operations with profitable inventions or suggestions.

· Are recognized for sincerity in the job and become a model of others.

3. Procedures

Commendations shall be initiated by the Department Head and decided by the Management and awarding shall be made by the Executive Committee.

II. Discipline

Disciplines will be administered constructively, objectively, promptly and uniformly. Its sole purpose is to correct improper behaviour, and to improve conduct rather than to punish.

1. Verbal or written warnings

These will be given to associates who commit the following offences for the first time and to a slight level of breaching the rules:

1. Reporting late for work and / or leaving from work early.

2. Failing to notify your Supervisors / Managers at least 2 hours in advance for an absence when scheduled for work, without any valid reason.

3. Taking leave without a Manager’s approval, or without proper prior notice.

4. Failing to time in / time out 

5. Using any entrance or exit to the Hotel other than the Associate Entrance.

6. Bringing visitors or persons into the Hotel without authorization from the Management.

7. Failing to wear your uniform, name badge or neglecting personal hygiene.

8. Returning late to your workstation after break time.

9. Leaving your workstation without the permission of your Supervisor.

10. Smoking tobacco, or other substances, while on duty, except meal time in specified area.

11. Taking food / drinks away from canteen, kitchens, stores, food trolleys or trays without permission.

12. Eating or drinking outside the canteen area. 
13. Using guest lifts or guest toilets without permission.

14. Spitting or littering and other similar unsanitary behaviour.

15. Failing to keep your workstation clean and tidy

16. Entering or visiting other departments, public areas or guest floors without permission.

17. Having personal telephone calls while on duty.

18. Indecent behaviour, loud raucous laughing, shouting, loud singing, inappropriate body language - hanging on other’s shoulders and so on in hotel premises. 

19. Non-observance of safety rules and regulations.

20. Failing to perform assigned duties in a timely and satisfactory fashion.

21. Posting, removing, altering or adding any printed or materials on the Notice Board or within the hotel’s premises, unless specifically authorized by the Management.

22. Failing to co-operate with other employees when such co-operation is needed for the Hotel’s benefits. Making false, vicious or malicious statements regarding other employees, or using profane or obscene or rude language in addressing other associates, guests and Management.

23. Discourtesy, undignified or indifferent behaviour when dealing with guests.

24. Failing to hand over items found to the Housekeeping Department immediately.

25. Failing to attend a Medical Check up, or other appointment arranged by the Hotel.

26. Failing to report immediately any personal injury occurring within the hotel premises of the breaking or damaging of machinery, furniture or property belonging to the Hotel.

27. Making statements concerning the hotel’s affairs or employees to outside organizations without authorization from the Management.

28. Falsifying personal record.

29. Negligence or carelessness resulting in waste, loss or spoilage of materials.

30. Unauthorized change of foreign currency.

31. Smoking in a prohibited area.

32. Purposely working slowly.

33. Breaching Hotel Rules and Regulations /Not following departmental standards and procedures.
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Transferring to another position with lower pay for a period of up to 6 months, in accordance with Article No 84 of the Labour Code. 

This disciplinary action is applied to employees who have been warned in writing, and who then commit a further offence within 3 months from the date of warning, or who violate the above offences the first time but of serious nature, or who violate the following offences the first time:

1.  Sweeping the time card for other employees or asking other employees to sweep your time card. 

2. Disclosing technological or business secrets to any other party without the General Manager’s authorization.

3. Violating Safety Rules and Regulations, or common safety practices, or jeorpadizing the safety of person, or willingly placing the hotel’s or guests’ property in danger of loss or damage.

4. Vending or selling food or other goods or transacting or promoting personal business in the hotel premises.

5. Threatening or intimidating another associate.

3.  Dismissal

Employees committing any of the following breaches of conduct will be dismissed:

A. Theft (of hotel’s, guests’ or colleagues’ property), embezzlement, dishonesty, disclosure of confidential and business secrets, severely damaging the property or interests of the Hotel.

B. Employees, transferred to another job as a disciplinary measure, who repeat their offence during the disciplinary period.

C. Employees, who leave their work 5 days in one month, or 20 days in a year without valid reason.

D. Entering a guest’s room without approval

E. Unlawfully stealing or modifying original records, vouchers or invoices. Charging guests by used bills or adding some amount to the bill in order to get some extra money for employee’s own benefit.

F. Presence of Hotel property or lost articles in an employee’s locker/cloth hanger or deposit box.

G. Making private deals with guests, bringing or accepting bribe, asking for money or article, or acting immorally in the Hotel.
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While on duty, going against working regulations or not following working procedures, resulting in serious loss to the Hotel, fellow employees’ or guests’ properties. 
I. Abusing of position for personal gain or advantage, accepting directly or indirectly, any sum of money as commission, offering preferential treatment or promise in consideration of any act, contract, decision or service.

J. Bringing firearms, explosives, inflammable material or weapons onto the hotel’s premises.

K. Drinking alcoholic beverage whilst on duty, causing damage to the hotel properties or being unable to perform duties due to abuse of narcotics, alcohol or other substances.

L. Using, or possessing, or selling prohibited drugs on the hotel’s premises.

M. Participating in, or promoting gambling on the hotel’s premises.

N. Rude and impertinent behaviour when dealing with guests, fighting with guests.

O. Challenging, provoking fights, fighting with colleagues at work .

P. Sexual harassment involving associates or patrons.

Q. Sleeping whilst on duty.

4.  Property Responsibilities

Associates who damage or loose tools, equipment and other properties of the Hotel, must pay for the damages/losses. They are not obliged to pay for the damages caused by force majeure.

5. Financial Transactions

If your position involves transactions of cash, credit cards, cheques, foreign currency, and guest accounts, you must comply with the relevant operating standards.  In your departments, you will be trained to use the correct procedures.
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In the event of any discrepancies, you will be held responsible.  Refrain from conducting personal business at work.  Gambling, borrowing, lending money or selling goods to associates is prohibited.
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Sheraton Saigon Hotel & Towers, thaønh phoá Hoà Chí Minh seõ laø Khaùch saïn ñöùng ôû vò trí haøng ñaàu.

Haáp daãn nhöõng khaùch du lòch cao caáp, nhöõng ngöôøi öa chuoäng söï hieän ñaïi, tìm kieám dòch vuï thaân thieän, vaø laø moät ñòa chæ danh tieáng nhaát trong thaønh phoá.

Chuùng ta cung caáp moät khaùch saïn môùi nhaát, moät thöông hieäu khaùch saïn noåi tieáng nhaát, vôùi caùc cô sôû vaät chaát hoã trôï kinh doanh, giaûi trí, mua saém vaø nôi ôû coù chaát löôïng vöôït troäi.
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THÖ CUÛA TOÅNG GIAÙM ÑOÁC                             [image: image11.png]



Toâi raát vui möøng ñöôïc ñoùn chaøo Baïn tham gia vaøo ñoäi nguõ nhaân vieân cuûa Sheraton  Saigon Hotel & Towers.

Baïn vöøa tham gia vaøo moät toå chöùc khaùch saïn naêng ñoäng nhaát theá giôùi. Ñoù laø nhôø vaøo chaát löôïng phuïc vuï maø chuùng ta mang ñeán cho khaùch haøng, cuõng nhö laø söï taän taâm cuûa chuùng ta ñoái vôùi caùc nhaø ñaàu tö, khaùch haøng vaø ñoái vôùi caùc Baïn - nhöõng ngöôøi coäng söï quùy giaù cuûa chuùng toâi.

Sheraton Saigon Hotel & Towers  laø khaùch saïn 5 sao môùi nhaát vaø sang troïng nhaát taïi thaønh phoá Hoà Chí Minh. Coù raát nhieàu ñieàu lyù thuù lieân quan ñeán toaø nhaø naøy. Chuùng ta coù phoøng ñaïi saûnh lôùn nhaát taïi thaønh phoá Hoà Chí Minh, nhöõng tieän nghi môùi nhaát, söï huaán luyeän chaát löôïng nhaát, vaø ñöông nhieân, nhöõng coäng söï ñaéc löïc nhaát!!!

Moät trong nhöõng caâu noùi maø toâi taâm ñaéc nhaát laø: “Moät Tieáng Noùi, Moät Ñoäi Nguõ, vaø Moät Töông Lai!”. Chuùng toâi ñaõ choïn Baïn ñeå trôû thaønh moät coäng söï cuûa Sheraton Saigon Hotel & Towers vì chuùng toâi tin ôû Baïn vaø tin chaéc raèng Baïn seõ ñoùng goùp ñaùng keå vaøo söï thaønh coâng cuûa ñoäi nguõ nhaân vieân vaø ñoùng goùp cho töông lai cuûa khaùch saïn cao caáp, sang troïng vaø taàm côõ quoác teá naøy.

Trong quaù trình laøm vieäc cuûa Baïn taïi Sheraton Saigon Hotel & Towers, chuùng toâi seõ giuùp ñôõ Baïn trong söï thaêng tieán ngheà nghieäp, cuõng nhö giuùp Baïn coù ñöôïc nieàm vui trong coâng vieäc.

Xin chuùc möøng Baïn ñaõ gia nhaäp vaøo ñoäi nguõ cuûa chuùng toâi. Chuùc Baïn moïi söï thaønh coâng trong töông lai vôùi Sheraton.

Thaân aùi,

Sean Hunt

Toång Giaùm ñoác ñieàu haønh

LÒCH SÖÛ CUÛA SHERATON

Nguoàn goác cuûa Sheraton baét ñaàu töø naêm 1937, khôûi ñaàu baèng söï mua laïi moät quaùn troï 200 phoøng ôû Springfield, Massachussets. Trong voøng 30 naêm sau ñoù, Sheraton trôû thaønh moät trong nhöõng heä thoáng khaùch saïn lôùn nhaát môùi ñöôïc phaùt trieån ôû Baéc Myõ, vaø cuõng mua ñöôïc moät heä thoáng khaùch saïn ôû Canada vaø ôû 9 nöôùc khaùc.

Naêm 1968, Sheraton ñöôïc mua laïi bôûi The International Telephone and Telegraph Corporation (ITT). Sheraton ñöôïc bieát ñeán nhö “ITT Sheraton” vaø bao goàm:

· The Luxury Collection (goàm 53 khaùch saïn vaø khu nghæ maùt taïi 20 quoác gia).

· Sheraton Hotels & Resorts

· Four Points Hotels

· Khu troø chôi vaø soøng baïc.

Teân tuoåi Sheraton ñaõ vaø luoân ñoàng nghóa vôùi nôi ôû chaát löôïng cao vaø dòch vuï xuaát saéc taïi nhöõng ñòa ñieåm khaùc nhau nhö : Baéc Myõ, Canada, Myõ Latinh, Chaâu Aâu, Trung Ñoâng, Chaâu Phi, Aán Ñoä, Vieãn Ñoâng, Trung Quoác vaø vuøng Thaùi Bình Döông.

Vaøo naêm 1998, ITT Sheraton bao goàm hôn 430 khaùch saïn taïi 62 quoác gia.


STARWOOD

Söï phaùt trieån quan troïng trong lòch söû cuûa Sheraton dieãn ra vaøo thaùng Hai naêm 1998. Sheraton ñöôïc mua laïi bôûi Starwood Lodgings (moät coâng ty baát ñoäng saûn taàm côõ cuûa Myõ), vaø ñaõ trôû thaønh moät phaàn cuûa Starwood Hotels&Resorts Worldwide Inc. Phaàn taøi saûn trò giaù 24 tæ ñoâla cuûa Starwood bao goàm:

· Sheraton

· Westin

· Four Points bôûi Sheraton

· St. Regis ( Luxury Collection ) 

· W

Nhöõng thöông hieäu naøy goàm coù phaàn ñaàu tö cuûa hôn 700 khaùch saïn taïi 80 quoác gia cuûa Starwood, goàm 100 khu nghæ maùt treân toaøn theá giôùi (nhöõng con soá naøy vaãn tieáp tuïc gia taêng).

SHERATON ÔÛ KHU VÖÏC CHAÂU AÙ-THAÙI BÌNH DÖÔNG CUÛA CHUÙNG TA

Khu nghæ maùt vaø khaùch saïn Starwood ñöôïc chia laøm saùu khu vöïc, moãi khu vöïc ñöôïc ñieàu haønh bôûi nhöõng ngöôøi ñaëc traùch rieâng cuûa khu vöïc ñoù. Khu vöïc cuûa chuùng ta laø Khu Vöïc Chaâu AÙ-Thaùi Bình Döông, vôùi vaên phoøng chính ñaët taïi Singapore. Chuû tòch cuûa khu vöïc Chaâu AÙ-Thaùi Bình Döông laø oâng Miguel Ko vaø oâng Ko chòu traùch nhieäm veà söï phaùt trieån vaø hoaït ñoäng cuûa taát caû caùc khaùch saïn trong khu vöïc, bao goàm caû Sheraton Saigon Hotel & Towers.

ÑOÂI NEÙT VEÀ SHERATON SAIGON HOTEL & TOWERS

Sheraton Saigon Hotel & Towers taïi thaønh phoá Hoà Chí Minh laø moät khaùch saïn 5 sao haøng ñaàu taïi thaønh phoá Hoà Chí Minh, laø nôi cung caáp caùc dòch vuï löu truù cao caáp vôùi phong caùch phuïc vuï aân caàn vaø söï quan taâm ñaëc bieät ñoái vôùi töøng vò khaùch. Ñaây laø moät cam keát maø taát caû caùc khaùch saïn Sheraton ñeàu tuaân thuû moät caùch trieät ñeå.

Sheraton Saigon Hotel & Towers laø khaùch saïn 5 sao teân tuoåi quoác teá ñaàu tieân hoaït ñoäng taïi thaønh phoá Hoà Chí Minh, Vieät Nam.

Sheraton Saigon Hotel & Towers toïa laïc ngay taïi vò trí trung taâm cuûa thaønh phoá, soá 88 Ñoàng Khôûi, cung caáp voâ soá caùc choïn löïa cho khaùch du lòch thöông nhaân cuõng nhö du khaùch thuaàn tuùy coù nhu caàu veà nhaø haøng, mua saém, tham quan trong thaønh phoá cuõng nhö muoán ñöôïc thöôûng thöùc nhöõng neùt vaên hoaù ñaët tröng cuûa Vieät Nam.

Khaùch saïn chuùng ta bao goàm 382 phoøng sang troïng vaø phoøng Suites, cuøng vôùi 92 caên hoä cao caáp nhìn toaøn caûnh thaønh phoá vaø soâng Saøi Goøn. Phoøng oác khaùch saïn raát roäng raõi vôùi dieän tích trung bình 40m2 moãi phoøng. Taàng 20, 21 vaø 22 laø khu Executive Level daønh cho thöôïng khaùch, ñöôïc thieát keá nhaèm ñaùp öùng nhu caàu cuûa nhöõng vò khaùch saønh ñieäu, cung caáp nhöõng quyeàn lôïi ñaëc bieät bao goàm moät saûnh rieâng (Executive Lounge) daønh cho thöôïng khaùch naèm treân ba taàng laàu.

Khu hoà bôi vaø quaày röôïu Lifestyle, phoøng theå duïc ñöôïc trang bò ñaày ñuû, Phoøng Taém Nöôùc Khoaùng, Saân Tennis vaø Squash ôû taàng 5 goùp phaàn taêng theâm caûm giaùc saûng khoaùi cho nhöõng vò khaùch quyù trong thôøi gian löu laïi khaùch saïn.

Taàng 23 nhìn toaøn caûnh thaønh phoá, coù goùc nhìn 3600 thoaùng ñaõng, ngoaøi ra ôû ñaây coøn coù Nhaø Haøng Ñaëc Saûn, Quaày Röôïu, vaø Caâu laïc boä Ñeâm vôùi caùc chöông trình nhaïc soáng hoaït ñoäng ñeán khuya.

Nhaø Haøng Saigon Cafeù ôû taàng 1 phuïc vuï caùc moùn aåm thöïc quoác teá vaø Nhaø Haøng Li Bai ôû taàng 2 phuïc vuï caùc moùn aên Trung Hoa, saün saøng phuïc vuï quyù khaùch vôùi voâ soá söï löïa choïn.

Vôùi hôn 1800m2 bao goàm khu hoäi nghò vaø ñaïi saûnh lôùn nhaát taïi thaønh phoá Hoà Chí Minh roäng 760m2, chuùng ta seõ laø nhaø cung caáp ngoaïi haïng cho thò tröôøng MICE  taïi thaønh phoá Hoà Chí Minh.

Beân caïnh nhöõng öu ñieåm treân, Sheraton Saigon Hotel & Towers coøn coù nhöõng cöûa haøng baùn leû taïi khu vöïc ñaïi saûnh. Nhöõng cöûa haøng naøy ñang ñöôïc khaùch saïn cho caùc chuû tö nhaân thueâ laïi.

CAÙC NHAØ HAØNG VAØ QUAÀY BAR CUÛA KHAÙCH SAÏN GOÀM COÙ:

	Teân
	Loaïi dòch vuï
	Ñòa ñieåm

	The Lounge and The Deli
	Phuïc vuï caùc loaïi cafeù ñaëc bieät, röôïu cao caáp, cocktails vaø thöùc aên nheï 
	Taàng treät

	Saigon Cafeù
	Phuïc vuï ñieåm taâm, böõa tröa vaø böõa toái töï choïn cuõng nhö caùc moùn aên trong thöïc ñôn
	Taàng 1

	Khu Yeán Tieäc vaø Phoøng Hoïp
	Bao goàm khu ñaïi saûnh lôùn nhaát taïi thaønh phoá Hoà Chí Minh
	Taàng 2&3

	Li Bai
	Nhaø Haøng Trung Hoa
	Taàng 2

	Quaùn röôïu Lifestyle
	Phuïc vuï cocktails vaø nhöõng loaïi thöùc aên, thöùc uoáng nheï trong thöïc ñôn
	Taàng 5

	Taàng 23: Nhaø Haøng Ñaëc Saûn, Quaùn Röôïu, Caâu Laïc Boä Ñeâm 
	Chöông trình nhaïc soáng, cuøng vôùi toaøn caûnh thaønh phoá vôùi goùc nhìn 3600   thoaùng ñaõng.
	Taàng 23


NHÖÕNG DÒCH VUÏ CUÛA CHUÙNG TA BAO GOÀM:

	· Nhaø Haøng (Ñaïi Saûnh, Saigon Cafeù, Li Bai)
	· Hoà bôi

	· Khu hoà bôi vaø quaày röôïu Lifestyle
	· Saân Tennis

	· Khu gaëp gôõ vaø chieâu ñaõi
	· Phuïc vuï tieäc ngoaøi khaùch saïn

	· Phuïc vuï tieäc ngoaøi khaùch saïn 
	· Phoøng taäp theå duïc

	· Trung taâm thöông maïi
	· Phoøng taém nöôùc khoaùng 

	· Dòch vuï thö kyù
	· Saân Squash

	· Vaên phoøng cho thueâ
	· Turndown service

	· Quaày baùn tour
	· Baõi ñaäu xe an toaøn

	· Dòch vuï phoøng 24/24
	· Xe cho thueâ

	· Dòch vuï xe Limousine
	· Dòch vuï giaët uûi

	· Chöông trình cho khaùch haøng trung thaønh cuûa Starwood (SPG)
	· Caâu laïc boä giaûi trí cao caáp

	· Cöûa haøng löu nieäm
	· Caâu laïc boä ñeâm


NHÖÕNG ÑIEÅM ÖU VIEÄT CUÛA SHERATON SAIGON

1) Khaùch saïn môùi nhaát taïi thaønh phoá Hoà Chí Minh

2) Toïa laïc taïi Quaän 1, trung taâm thöông maïi vaø cuõng laø khu trung taâm thaønh phoá

3) Naèm trong khu vöïc cô quan haønh chaùnh vaø ngoaïi giao ñoaøn

4) Naèm trong khu vöïc mua saém vaø giaûi trí saàm uaát

5) Caùch saân bay 12km

6) Caùch saân bay 30 phuùt laùi xe

7) Phoøng ñaïi saûnh khoâng coät ñôõ lôùn nhaát taïi thaønh phoá Hoà Chí Minh (760m2), coù theå chöùa 720 khaùch trong tieäc ngoài

8) Toång coäng goàm 14 phoøng hoïp, ñaây laø nôi coù caùc phoøng hoïp ña chöùc naêng toaøn dieän nhaát thaønh phoá

9) Caùc phoøng hoïp ñöôïc trang bò môùi nhaát, hieän ñaïi nhaát

10) Khaùch saïn MICE lyù töôûng (Hoïp maët, Toång keát khen thöôûng , Hoäi nghò vaø Trieån laõm)

11) 35 phoøng Suites vaø 70 phoøng ngoaïi côõ vôùi dieän tích 55m2, trong ñoù moät soá phoøng coù beáp 

12) 92 caên hoä cao caáp coù phoøng beáp

13) Tuû saét ñuû lôùn cho maùy tính xaùch tay

14) Baøn ñieàu khieån trung taâm duøng cho heä thoáng ñeøn, maùy ñieàu hoøa vaø maøn cöûa ñöôïc ñaët caïnh giöôøng

15) 8 quaày röôïu vaø nhaø haøng, bao goàm caû taàng 23 

16) Taàng 23, ñieåm giaûi trí cao nhaát taïi moät khaùch saïn, vôùi toaøn caûnh thaønh phoá vaø soâng Saøi Goøn

17) Baøn laøm vieäc chaát löôïng cao thoaûi maùi vaø tieän nghi taïi taát caû caùc phoøng

18) Laø khaùch saïn duy nhaát taïi thaønh phoá coù voøi taém vaø boàn taém rieâng bieät

19) Coù voøi sen massage ñieàu chænh ñöôïc nhieàu caáp ñoä

20) Truyeàn hình phaúng 29 inch taïi taát caû caùc phoøng

CHÖÔNG 1: BAÏN VAØ COÂNG VIEÄC CUÛA BAÏN

1. Thö Môøi Laøm Vieäc 

Baïn seõ nhaän ñöôïc moät böùc thö môøi laøm vieäc tröôùc khi baét ñaàu coâng vieäc, vôùi nhöõng ñieàu kieän thoûa thuaän. Baïn seõ thöû vieäc trong 2 thaùng. Sau 2 thaùng thöû vieäc, neáu Baïn laøm toát coâng vieäc, Baïn seõ ñöôïc nhaän laøm vieäc chính thöùc.

2. Hoà Sô Caù Nhaân

Ñôn xin vieäc cuûa Baïn ñöôïc xem laø neàn taûng cho Hoà sô caù nhaân cuûa chuùng toâi. Neáu coù thoâng tin naøo thay ñoåi, nhö  ñòa chæ, soá ñieän thoaïi, .v.v… xin vui loøng baùo cho Phoøng Nhaân Söï caøng sôùm caøng toát ñeå chuùng toâi tieän vieäc hoaøn taát thuû tuïc PAF (Personnal Action Form).

3. Lòch Laøm Vieäc

Tröôûng boä phaän  cuûa Baïn seõ leân lòch phaân coâng haøng tuaàn. Nhieäm vuï cuûa Baïn laø phaûi kieåm tra nhöõng ngaøy Baïn nghæ vaø nhöõng ngaøy Baïn laøm vieäc. Neáu coù baát kì thaéc maéc vaø/hoaëc caâu hoûi naøo xin vui loøng lieân heä vôùi Tröôûng boä phaän  cuûa Baïn. Lòch laøm vieäc seõ ñöôïc boá trí coù tính ñeán nhu caàu caù nhaân cuûa Baïn, tuy nhieân nhu caàu cuûa coâng vieäc vaø cuûa khaùch haøng phaûi luoân luoân ñi ñaàu. Söï linh hoaït laø caàn thieát vaø lòch laøm vieäc coù theå ñöôïc thay ñoåi baát kì luùc naøo theo thoaû thuaän cuûa hai beân.

4. Thuyeân Chuyeån Nhaân Söï  

Ban Giaùm Ñoác coù quyeàn thuyeân chuyeån nhaân söï töø boä phaän naøy sang boä phaän khaùc khi caàn thieát.

5. Thay Ñoåi Coâng Vieäc

Khaùch saïn coù quyeàn chuyeån nhaân vieân ñeán moät boä phaän khaùc hay moät vò trí khaùc ôû khaùch saïn, tuyø theo nhu caàu hoaït ñoäng, vôùi cuøng ñieàu kieän laøm vieäc ñaõ thoaû thuaän khi ñöôïc nhaän vaøo laøm vieäc.

Trong tröôøng hôïp nhaân vieân toû ra khoâng thích hôïp vôùi vò trí cuûa hoï, hoï coù theå ñöôïc chuyeån ñeán moät vò trí thaáp hôn, vôùi söï thoûa thuaän cuûa hai beân.

6. Giôø Laøm Vieäc

Baïn ñöôïc yeâu caàu laøm vieäc 48 giôø moät tuaàn.

Baïn ñöôïc yeâu caàu phaûi ñeán nôi laøm vieäc cuõng nhö ra veà ñuùng giôø, khoâng ñöôïc ñi treã veà sôùm. Ñieàu naøy coù nghóa laø Baïn phaûi coù maët taïi khaùch saïn  ít nhaát laø 15 phuùt tröôùc giôø laøm vieäc ñeå Baïn coù ñuû thôøi gian chuaån bò vaø thay ñoàng phuïc. Seõ coù luùc Baïn ñöôïc yeâu caàu laøm vieäc ngoaøi giôø. Tröôûng phoøng cuûa Baïn seõ trao ñoåi vôùi Baïn veà vieäc laøm ngoaøi giôø khi caàn thieát. Tuøy vaøo quyeát ñònh cuûa ban Quaûn lyù, thôøi gian laøm theâm seõ ñöôïc traû tröïc tieáp baèng tieàn hay ñöôïc nghæ buø. 

7. Söû Duïng Caùc Cô Sôû Vaät Chaát  Trong Khaùch Saïn   

Baát kì luùc naøo khi Baïn muoán söû duïng nhöõng tieän nghi cuûa khaùch saïn, xin töï nhieân (taát nhieân laø ngoaøi giôø laøm vieäc). Baïn neân xin yù kieán vaø ñöôïc söï chaáp thuaän töø Tröôûng boä phaän  cuûa Baïn tröôùc khi Baïn söû duïng nhöõng tieän nghi cuûa khaùch saïn. Chæ coù vaøi khu  vöïc sau ñaây maø nhaân vieân khaùch saïn khoâng ñöôïc söû duïng : Phoøng Khaùch, Caên hoä cao caáp, Quaày röôïu vaø Hoà bôi Lifestyle, vaø Phoøng theå duïc.

Chuùng toâi yeâu caàu Baïn giöõ phong caùch ñuùng möïc vaø aên maëc chænh teà khi söû duïng caùc tieän nghi cuûa khaùch saïn trong thôøi gian raûnh. Chuùng toâi tin raèng Baïn seõ khoâng laïm duïng quyeàn lôïi naøy. Neáu sai phaïm, Baïn seõ bò xöû lyù kyû luaät.

8. Cô Hoäi Thaêng Tieán Vaø Thay Ñoåi Vò Trí Coâng Taùc   

Chính saùch cuûa Starwood veà cô hoäi thaêng tieán ñöôïc thieát keá ñeå taïo ñieàu kieän cho söï phaùt trieån vaø tröôûng thaønh cuûa Baïn. Nhöõng coäng söï coù khaû naêng ngheà nghieäp vaø oùc caàu tieán, coù naêng löïc vaø laøm vieäc hieäu quaû, seõ luoân ñöôïc öu tieân choïn löïa hôn nhöõng öùng vieân töø beân ngoaøi.

Ban Quaûn lyù cuûa chuùng toâi luoân tìm caùch laøm maïnh ñoäi nguõ hôn nöõa baèng caùch thaêng tieán nhaân vieân trong caùc boä phaän moãi khi coù theå. Ñeå ñöôïc thaêng tieán Baïn caàn ñaït ñöôïc nhöõng kyõ naêng ngheà nghieäp cho töøng caáp baäc, beân caïnh nhöõng kyõ naêng giao tieáp toát.

Söï thaêng tieán ñeán moät caáp baäc cao hôn seõ ñöôïc döïa treân söï tranh ñua vaøo vò trí coøn troáng.

Khi coù vò trí troáng, nhöõng vò trí naøy seõ ñöôïc nieâm yeát treân Baûng Thoâng Baùo ôû boä phaän Nhaân Söï. Nhöõng vò trí ñöôïc nieâm yeát bao goàm caùc vò trí ñang caàn trong noäi boä cuõng nhö laø caùc vò trí ñang caàn cuûa nhöõng khaùch saïn khaùc cuûa cuøng taäp ñoaøn Starwood treân toaøn theá giôùi.

Noäi Boä :

Nhaân vieân quan taâm ñeán caùc boä phaän khaùc coù theå ñöôïc taïo ñieàu kieän thuyeân chuyeån ñeå taêng theâm kinh nghieäm ngheà nghieäp cuõng nhö  taêng theâm söï thoûa maõn trong coâng vieäc. Neáu Baïn quan taâm ñeán vaán ñeà thuyeân chuyeån trong noäi boä, xin vui loøng trao ñoåi vôùi Tröôûng Boä phaän cuûa Baïn vaø Boä phaän Nhaân Söï. Theo quy ñònh, vieäc thuyeân chuyeån seõ ñöôïc xem xeùt sau khi Baïn ñaõ laøm vieäc ôû vò trí hieän taïi ít nhaát laø 6 thaùng vaø ñöôïc coâng nhaän laø coù khaû naêng treân moïi phöông dieän cuûa coâng vieäc ñang laøm.

Thuyeân chuyeån ra beân ngoaøi khaùch saïn ñang laøm :

Neáu Baïn quan taâm ñeán vieäc thuyeân chuyeån ñeán moät nôi khaùc cuûa taäp ñoaøn Sheraton, Baïn phaûi baøn baïc vôùi Tröôûng Boä phaän cuûa Baïn, vaø sau ñoù laø vôùi Boä phaän Nhaân Söï.

Taát caû nhöõng vò trí caàn ngöôøi trong khaùch saïn seõ ñöôïc thoâng baùo trong noäi boä treân Baûng Thoâng Baùo trong voøng 7 ngaøy.

Baïn seõ qua thôø gian thöû vieäc laø 2 thaùng neáu Baïn ñöôïc nhaän vaøo laøm ôû vò trí môùi naøy.


9.  Ñaøo Taïo 

Tröôûng boä phaän cuûa Baïn seõ ñaûm baûo raèng Baïn ñöôïc ñaøo taïo kyõ caøng ñeå Baïn coù theå thöïc hieän thaønh coâng nhöõng coâng vieäc ñöôïc giao. Ban ñaàu, coâng taùc ñaøo taïo bao goàm moät chöông trình ñaõ ñöôïc thieát keá saün maø Baïn seõ phaûi thöïc hieän thoâng qua nhieàu coâng ñoaïn khaùc nhau.

Boä phaän Nhaân söï, laøm vieäc cuøng vôùi Tröôûng Boä phaän cuûa Baïn seõ giuùp Baïn ñònh höôùng phaùt trieån ngheà nghieäp vaø hoï seõ chuyeån ñeán Baïn nhöõng thoâng tin veà nhöõng chöông trình huaán luyeän cuûa taäp ñoaøn Sheraton, cuõng nhö nhöõng chöông trình khaùc nhaèm giuùp Baïn môû roäng kieán thöùc vaø naâng cao tay ngheà.

Baûng Thoâng Baùo Ñaøo Taïo ñöôïc ñaët phía beân ngoaøi cuûa boä phaän  Nhaân söï. Taát caû nhöõng khoùa huaán luyeän noäi boä seõ ñöôïc thoâng baùo moãi thaùng treân lòch Ñaøo Taïo. Neáu Baïn muoán tham döï vaøo baát kyø khoùa ñaøo taïo naøo, xin ñaêng kyù vôùi Tröôûng boä phaän cuûa Baïn, ñeå hoï ñaêng kyù cho Baïn vôùi Boä phaän Nhaân söï.

Neáu Baïn muoán coù theâm thoâng tin veà noäi dung cuõng nhö caáu truùc  cuûa khoùa hoïc, xin vui loøng lieân heä vôùi boä phaän Nhaân söï.

10. Chöùng Nhaän  

Quùa trình naøy bao goàm nhöõng coâng vieäc maø Baïn seõ chòu traùch nhieäm thöïc hieän.  Thôøi gian cuûa quaù trình naøy seõ thay ñoåi tuøy thuoäc vaøo ñoä phöùc taïp cuûa coâng vieäc maø Baïn hoïc.  Danh saùch Quy Trình Ñaøo Taïo vaø Caáp Baèng cho Nhaân Vieân Môùi (NETPC) cuûa Baïn seõ ñöôïc ñaùnh daáu moãi khi Baïn  hoaøn thaønh ñöôïc moät coâng vieäc môùi, vaø moãi khi hoaøn thaønh, Baïn seõ nhaän ñöôïc moät baèng xaùc nhaän raèng Baïn ñaõ ñöôïc huaán luyeän ñeå laøm coâng vieäc ñoù.

11. Ñaùnh Giaù Nhaân Vieân

Taát caû caùc nhaân vieân seõ ñöôïc ñaùnh giaù trong Baûng Ñaùnh Giaù Nhaân Vieân haøng naêm, chuû yeáu döïa vaøo chaát löôïng laøm vieäc cuûa töøng ngöôøi. Quaù trình naøy seõ ñöôïc thöïc hieän giöõa Baïn vaø Tröôûng boä phaän cuûa Baïn vaø Baïn seõ ñöôïc thoâng baùo veà thôøi gian cuûa vieäc ñaùnh giaù naøy. Taát caû caùc nhaân vieân seõ ñöôïc nhaän theâm moät baûng ñaùnh giaù boå sung sau khi hoaøn taát 2 thaùng thöû vieäc  

Vieäc ñaùnh giaù naøy coù theå laøm cho moïi ngöôøi lo laéng. Baïn neân bieát raèng ñaây laø moät cô hoäi tuyeät vôøi ñeå Baïn coù thôøi gian noùi chuyeän moät caùch saâu saéc vôùi caáp treân, ñeå baøn luaän ñieåm maïnh cuûa Baïn, nhaän ñöôïc nhöõng goùp yù veà nhöõng lónh vöïc maø Baïn caàn quan taâm söûa ñoåi, cuõng nhö nhöõng baøn tính veà töông lai trong ngheà nghieäp cuûa Baïn. 

12. Gæai Quyeát Maâu Thuaãn   

Trong baát kyø toå chöùc naøo, seõ coù nhöõng khi hieåu laàm vaø nhöõng baát ñoàng quan ñieåm. Vieäc phaøn naøn khieáu naïi neân ñöôïc dieãn ra moät caùch kín ñaùo giöõa Baïn vaø Tröôûng boä phaän cuûa Baïn. Neáu vaán ñeà khoâng ñöôïc giaûi quyeát oån thoûa, xin vui loøng lieân heä vôùi moät thaønh vieân cuûa boä phaän Nhaân söï ñeå trao ñoåi tieáp. Taát caû nhöõng vaán ñeà baøn baïc seõ ñöôïc giöõ tuyeät maät.

13. Khaùm Söùc Khoûe  

Taát caû caùc nhaân vieân thöû vieäc phaûi ñi khaùm söùc khoûe vaø chuïp X – quang taïi nhöõng phoøng khaùm chính thöùc. Taát caû nhöõng nhaân vieân ñang laøm vieäc ñeàu phaûi ñi kieåm tra söùc khoûe ñònh kyø, ít nhaát laø moät laàn trong naêm.

14.  Chaám Döùt Hôïp Ñoàng Lao Ñoäng  

Khi ñôn phöông chaám döùt hôïp ñoàng lao ñoäng, chieáu theo ñieàu 37, Luaät lao ñoäng, Baïn phaûi baùo tröôùc baèng vaên baûn 30 ngaøy ñoái vôùi hôïp ñoàng coù thôøi gian xaùc ñònh, vaø 45 ngaøy ñoái vôùi loaïi hôïp ñoàng voâ thôøi haïn.

Taát caû nhaân vieân moïi caáp ñöôïc yeâu caàu phaûi coù cuoäc phoûng vaán thoâi vieäc (Exit interview) vôùi boä phaän Nhaân söï trong ngaøy laøm vieäc cuoái cuøng taïi khaùch saïn. Xin kieåm tra vaø hoaøn traû taát caû nhöõng taøi saûn do coâng ty caáp tröôùc khi thoâi vieäc - ñoàng phuïc, chìa khoùa tuû ñöïng ñoà, baûng teân, baûng chaám coâng v.v… phaûi ñöôïc hoaøn traû vaø phaûi hoaøn taát taát caû nhöõng giaáy tôø caàn thieát vôùi boä phaän Nhaân söï.

Vieäc khoâng thöïc hieän nhöõng yeâu caàu treân seõ aûnh höôûng ñeán vieäc hoaøn traû  löông cuoái cuûa Baïn.

Ñoái vôùi nhöõng sai phaïm nghieâm troïng, Baïn seõ bò ñình chæ coâng taùc ngay laäp töùc.
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CHÖÔNG 2 : KHAÙCH HAØNG CUÛA CHUÙNG TA VAØ LYÙ DO BAÏN ÔÛ ÑAÂY

1.  Taïi Sao Khaùch Haøng Quan Troïng Ñoái Vôùi Chuùng Ta ?


· Hoï ñaõ taïo vieäc laøm cho chuùng ta

· Hoï traû löông chuùng ta

Khi laøm nhöõng ñieàu naøy, khaùch haøng coù moät vaøi yeâu caàu ñoái vôùi chuùng ta:

(  Moät moâi tröôøng haáp daãn vaø thoaûi maùi

(  Phoøng nguû, phoøng aên vaø nhöõng tieän nghi giaûi trí vôùi chaát löôïnh cao

(  Thaùi ñoä phuïc vuï hoøa nhaõ cuûa nhaân vieân

(  Nhöõng cuoäc giao dòch taøi chính coâng baèng vaø trung thöïc

(  Dòch vuï giaûi trí ñaït tieâu chuaån quoác teá

(  Xöùng ñaùng vôùi ñoàng tieàn ñaõ boû ra

(  Caûm giaùc thaân quen

Taïi Sheraton- Saigon Hotel & Towers Baïn coù theå ñöôïc khaùch hoûi veà nhöõng vaán ñeà khoâng lieân quan ñeán coâng vieäc cuûa boä phaän Baïn. Moät cuoäc ñieàu tra gaàn ñaây cho thaáy raèng ñieàu maø Khaùch cuûa khaùch saïn quan taâm haøng ñaàu laø söï phuïc vuï vaø quan taâm mang tính caù nhaân. Baïn tröïc tieáp hoaëc giaùn tieáp ôû vò trí ñaùp öùng nhöõng yeâu caàu cuûa khaùch, bôûi vì taát caû nhöõng ñieàu treân lieân quan ñeán “Phuïc vUÏ”ï 

Khaùch haøng cuûa chuùng ta ñoøi hoûi ñöôïc phuïc vuï toát. Tuy nhieân, haõy nhôù raèng ñoái töôïng cuûa chuùng ta laø nhöõng caù nhaân vaø caùch ñaùnh giaù veà chaát löôïng phuïc vuï cuûa töøng caù nhaân seõ khaùc nhau. Söï ñaùnh giaù thaáu ñaùo vaø nhaän xeùt tinh teá cuûa Baïn laø raát caàn thieát cho vieäc thaønh coâng cuûa Baïn trong vai troø moät nhaø chuyeân nghieäp.

Sau ñaây laø nhöõng quy luaät quyù baùu khi quan heä vôùi khaùch haøng coù ñieàu than phieàn vaø coù thaùi ñoä gay gaét vôùi Baïn:

· Haõy laéng nghe hoï than phieàn, söû duïng aùnh maét vaø ñieäu boä cô theå.

· Toû ra thoâng caûm vôùi caûm xuùc cuûa hoï

· Xin loãi hoï veà söï sai soùt

· Tìm caùch giaûi quyeát 

· Ñeà nghò caùc giaûi phaùp thay theá neáu caàn thieát vaø Baïn phaûi chaéc raèng giaûi phaùp naøy coù theå chaáp nhaän ñöôïc ñoái vôùi khaùch haøng.

Neáu tình hình trôû neân xaáu ñi, ñöøng ngaïi lieân heä vôùi ngöôøi Toå tröôûng cuûa Baïn ñeå ñöôïc giuùp ñôõ trong vieäc giaûi quyeát vaán ñeà. Trong tröôøng hôïp naøy, luoân luoân baùo caùo laïi vaán ñeà vôùi ngöôøi quaûn lyù.

Neáu Baïn coù theå töï giaûi quyeát vaán ñeà cuõng ñöøng queân baùo caùo laïi ñeå ngöôøi quaûn lyù cuûa Baïn naém ñöôïc tình hình.

Chuùng ta khoâng bao giôø ñöôïc traû lôøi caâu hoûi cuûa cuûa khaùch baèng caâu “Toâi khoâng bieát“ hoaëc”Toâi laø ngöôøi môùi ôû ñaây”. Ta phaûi tìm ra caâu traû lôøi hoaëc lieân heä vôùi ngöôøi coù theå giuùp Baïn.

Khi höôùng daãn khaùch ñeán gaëp ngöôøi khaùc ñeå ñöôïc giuùp ñôõ, Baïn coá gaéng noùi caùc caâu nhö : “Toâi seõ yeâu caàu boä phaän Concierge lieân heä vôùi OÂng / Baø”. Khoâng bao giôø noùi vôùi khaùch raèng hoï PHAÛI laøm ñieàu naøy hay ñieàu kia, thí duï : “Toâi khoâng bieát, OÂng / Baø haõy ñieän cho boä phaän Tieáp taân”. 

Khi khaùch yeâu caàu giuùp ñôõ, haõy nhìn vaán ñeà töø quan ñieåm cuûa khaùch. Raát coù theå hoï caûm thaáy laïc loõng vaø boái roái. Moät lôøi ñeà nghò höõu hieäu coù theå seõ laøm khaùch thaät haøi loøng. HAÕY NHÔÙ RAÈNG coâng vieäc cuûa chuùng ta laø laøm cho khaùch haøng haïnh phuùc  !!

Baát keå Baïn ñang tieáp xuùc vôùi ai, Baïn coù theå chaéc chaén moät ñieàu raèng taát caû moïi ngöôøi ñeàu muoán ñöôïc ñoái xöû moät caùch tao nhaõ.

2.  Taïi Sao Baïn ÔÛ Ñaây?

Coâng vieäc cuûa chuùng ta laø cung caáp cho khaùch haøng nhöõng dòch vuï vôùi chaát löôïng ngoaïi haïng. Khaùch haøng phaûi ñöôïc chaêm soùc moät caùch chuyeân nghieäp, vôùi thaùi ñoä vui veû, lòch thieäp.

Ñeå coù theå ñaït ñöôïc ñieàu naøy, Baïn vaø nhöõng ñoàng nghieäp cuûa Baïn phaûi ñaùp öùng nhöõng tieâu chuaån cao ñaõ ñöôïc quy ñònh. Sau ñaây laø moät soá phaåm chaát maø chuùng toâi tin raèng ñaõ laøm neân ñoäi nguõ nhaân vieân cuûa Sheraton : 

· Khaû naêng töôi cöôøi, baèng aùnh maét cuõng nhö baèng mieäng ;

· Lòch thieäp vaø thaùi ñoä hôïp taùc ;

· Saün saøng laøm theo chæ daãn vaø chaáp haønh quy ñònh

· Xeùt ñoaùn ñeå phoøng ngöøa nhöõng tình huoáng xung ñoät, hay neáu xaûy ra, khaû naêng khoâi phuïc tình hình vaø gaây aán töôïng toát nôi khaùch.

· Tìm hieåu teân khaùch, nhôù laïi nhöõng ñieàu thích vaø khoâng thích cuûa nhöõng vò khaùch thöôøng xuyeân, nhöõng yeâu caàu – ñoøi hoûi ñaëc bieät cuûa khaùch v.v…

· Ñaàu oùc phaûi thoaùng – saün saøng hoïc cuõng nhö laø ñoùng goùp nhöõng yù töôûng vaø phöông phaùp môùi

· Coù tinh thaàn caàu tieán

· Töï haøo khi hoaøn thaønh toát coâng vieäc, vaø trôû thaønh moät phaàn trong ñoäi nguõ Sheraton- Saigon Hotel & Towers.

3. Quaûng Baù Khaùch Saïn

Taát caû chuùng ta ñeàu coù cô hoäi ñeå baùn haøng. Ví duï nhö moät ngöôøi Baïn cuûa Baïn hay ngöôøi thaân trong gia ñình seõ toå chöùc leã cöôùi – noùi vôùi hoï nhöõng phöông tieän vaø dòch vuï haøng ñaàu cuûa khaùch saïn chuùng ta vaø ñöa nhöõng thoâng tin caàn thieát cho boä phaän Kinh Doanh Tieáp Thò ñeå hoï tieáp tuïc lieân heä.

Neáu Baïn haõnh dieän veà coâng vieäc cuûa Baïn, haõy noùi toát veà ñieàu ñoù vôùi Baïn beø cuûa Baïn, hay neáu Baïn yeâu thích vieäc trôû thaønh moät thaønh vieân cuûa Sheraton Saigon, haõy noùi vôùi hoï nhö vaäy. Baïn ñang giuùp quaûng baù coâng ty cuûa Baïn vaø vieäc laøm ñoù ñaûm baûo cho töông lai cuûa chính Baïn.

4. Nhöõng Tieâu Chuaån Phuïc Vuï Cuûa Starwood

Chuùng ta coù 4 tieâu chuaån STAR chính caàn ñöôïc tuaân thuû trong moïi tình huoáng ñoù laø: 

(SMILE AND GREET)  Cöôøi vaø chaøo

1. Moãi khi Baïn thaáy khaùch hoaëc ñoàng nghieäp, cöôøi vaø noùi moät lôøi khen ñuùng möïc.

(TALK AND LISTEN) NOÙI VAØ LAÉNG NGHE

2. Noùi chuyeän vôùi khaùch hoaëc ñoàng nghieäp baèng phong caùch vaø gioïng noùi côûi môû, nhieät tình vaø lòch laõm

(ANSWER AND ANTICIPATE) TRAÛ LÔØI VAØ DÖÏ ÑOAÙN

3. Traû lôøi nhanh choùng vaø hieäu quaû nhöõng caâu hoûi hoaëc yeâu caàu cuûa khaùch hoaëc ñoàng nghieäp, hoaëc coù traùch nhieäm tìm lôøi giaûi ñaùp. Luoân luoân döï ñoaùn nhöõng ñieàu hoï caàn.

(RESOLVE) GIAÛI QUYEÁT

4. Giaûi quyeát nhöõng vaán ñeà cuûa khaùch hoaëc ñoàng nghieäp vaø gaây aán töôïng toát  moãi khi coù dòp.
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CHÖÔNG 3: BAÏN VAØ VIEÄC TRAÛ LÖÔNG

1. Thanh Toaùn Tieàn Löông

Löông seõ ñöôïc traû vaøo cuoái thaùng. Neáu ngaøy laõnh löông rôi vaøo ngaøy Chuû nhaät hoaëc ngaøy leã, Baïn seõ nhaän löông sôùm hôn 1 ngaøy.

2. Caùc Chöông Trình Khen Thöôûng

Moät phaàn cuûa tieàn phí Phuïc vuï do khaùch traû seõ ñöôïc phaân phaùt ñeán nhaân vieân chính thöùc. Phaàn thöôûng haøng thaùng naøy ñöôïc caên cöù vaøo möùc ñoä hoaøn thaønh coâng vieäc ñöôïc giao, vaøo vieäc hoaøn thaønh muïc tieâu taøi chaùnh do khaùch saïn ñeà ra cho haøng quyù, haøng naêm vaø caên cöù vaøo tieâu chuaån  haøi loøng cuûa khaùch maø khaùch saïn ñeà ra.

Baïn seõ khoâng ñöôïc höôûng tieàn thöôûng naøy neáu nghæ khoâng löông, nghæ oám vaø nghæ sanh.

Neáu ngöôøi naøo bò caûnh caùo hoaëc chuyeån coâng taùc ñeán vò trí vôùi möùc löông thaáp hôn do khoâng tuaân thuû noäi qui qui ñònh cuûa khaùch saïn, thì tieàn thöôûng cuûa thaùng ñoù seõ bò tröø nhö sau:

· caûnh caùo baèng vaên baûn laàn ñaàu: tröø 40%

· vi phaïm nghieâm troïng hoaëc bò caûnh caùo baèng vaên baûn laàn thöù 2 hoaëc chuyeån vò trí vôùi möùc löông thaáp hôn hoaëc bò sa thaûi: tröø 100%
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CHÖÔNG 4: BAÏN VAØ QUYEÀN LÔÏI VEÀ NGHÆ PHEÙP

1. Nghæ Thöôøng Nieân

Nhaân vieân laøm vieäc toaøn thôøi gian ñöôïc nghæ pheùp 12 ngaøy trong 1 naêm.

Soá ngaøy nghæ seõ taêng theâm theo thaâm nieân laøm vieäc, caên cöù vaøo quy ñònh cuûa Luaät Lao ñoäng.

Töø thaùng thöù 3 tính töø ngaøy baét ñaàu laøm vieäc, Baïn coù theå xin nghæ pheùp naêm. Pheùp naêm khoâng nghæ seõ khoâng ñöôïc chuyeån qua naêm keá tieáp , ngoaïi tröø tröôøng hôïp ñaëc bieät ñöôïc söï ñoàng yù cuûa Tröôûng boä phaän vaø Toång giaùm ñoác. Tuy nhieân, ngay caû trong tröôøng hôïp ñöôïc chaáp thuaän, chæ ñöôïc chuyeån 5 ngaøy sang naêm keá tieáp.

Ñôn xin nghæ, phaûi noäp tröôùc 1 tuaàn vaø phaûi ñöôïc söï ñoàng yù cuûa Tröôûng phoøng.

2. Nghæ Beänh  

Baïn phaûi baùo cho Tröôûng boä phaän hoaëc Toå tröôûng ít nhaát 2 giôø tröôùc khi vaøo ca laøm vieäc neáu Baïn oám naëng khoâng theå ñeán laøm vieäc ñöôïc. Baïn cuõng phaûi baùo chi tieát veà beänh taät cuûa mình cuõng nhö thôøi gian phaûi nghæ.

Khi quay laïi laøm vieäc, Baïn phaûi ñieàn vaøo maãu Personnal Action Form. Baïn phaûi noäp giaáy chöùng nhaän y khoa coù chöõ kyù cuûa baùc syõ cuûa khaùch saïn. Neáu khoâng gaëp ñöôïc baùc só khaùch saïn hoaëc vì Baïn muoán khaùm vôùi baùc só  beân ngoaøi, Baïn caàn coù söï ñoàng yù cuûa Tröôûng boä phaän.

3. Nghæ Vì Chuyeän Rieâng

Nhaân vieân ñöôïc nghæ pheùp höôûng löông vì lyù do rieâng trong nhöõng tröôøng hôïp sau:

· Ñaùm cöôùi cho caù nhaân: 3 ngaøy

· Ñaùm cöôùi cho con: 1 ngaøy

· Tang (caû boá meï vôï hoaëc choàng), vôï/choàng hoaëc con: 3 ngaøy

Vui loøng baùo cho Tröôûng boä phaän trong tröôøng hôïp Baïn caàn nghæ pheùp vì nhöõng vieäc rieâng naøy.

4. Nghæ Sinh
Nghæ sinh caàn ñöôïc thoâng baùo cho Tröôûng boä phaän ít nhaát laø tröôùc 2 thaùng. Maãu Personnal Action Form (PAF) caàn ñöôïc noäp cho boä phaän Nhaân söï tröôùc khi baét ñaàu nghæ sinh.

Nhaân vieân mang thai ñöôïc höôûng boán thaùng nghæ tröôùc vaø sau khi sanh ñoái vôùi con ñaàu loøng hoaëc con thöù hai.

5. Nghæ Khoâng Löông

Neáu ñöôïc pheùp cuûa Tröôûng boä phaän, Baïn coù theå xin ñöôïc nghæ khoâng löông ñeå nghæ ca sôùm hôn hoaëc laøm ít hôn giôø ñöôïc phaân coâng bình thöôøng.

Löu yù raèng Baïn phaûi xin pheùp tröôùc theo maãu PAF vaø phaûi ñöôïc Tröôûng boä phaän chaáp thuaän.
Yeâu caàu ñöôïc nghæ khoâng löông cho caû ca hoaëc nhieàu hôn tröôùc tieân phaûi ñöôïc söï ñoàng yù cuûa Tröôûng phoøng cuûa Baïn sau ñoù phaûi ñöôïc söï ñoàng yù cuûa Toång Giaùm ñoác hoaëc ngöôøi boå nhieäm.
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CHÖÔNG 5 : CAÙC TIEÄN ÍCH DAØNH CHO BAÏN 

1. Loái Vaøo Daønh Cho Nhaân Vieân 

Khi môùi baét ñaàu vaøo laøm vieäc, Baïn seõ ñöôïc höôùng daãn loái vaøo daønh cho nhaân vieân ôû soá 88 Ñoàng Khôûi. Baïn phaûi luoân duøng coång naøy khi ra vaøo khaùch saïn laøm vieäc. Ban quaûn lyù coù quyeàn kieåm tra ngöôøi vaø taøi saûn khi ra vaøo khaùch saïn.

2. Theû Baám Giôø  

Nhaân vieân seõ ñöôïc phaùt theû baám giôø vaø haøng ngaøy khi ra vaøo khaùch saïn nhaân vieân phaûi baám theû. Vaø neáu khoâng ñöôïc söï ñoàng yù cuûa Toå tröôûng, nhaân vieân khoâng ñöôïc baám theû tuøy tieän.

Trong tröôøng hôïp maát theû, nhaân vieân phaûi laäp töùc baùo cho boä phaän Nhaân söï bieát, vaø nhaân vieân phaûi traû tieàn phí laøm theû môùi.

3. Tuû Caù Nhaân 

Nhaân vieân ñöôïc caáp tuû giöõ ñoà ñeå c6aùt giöõ quaàn aùo ñoàng phuïc vaø tö trang nhaèm traùnh ruûi ro maát maùt khi ñang laøm vieäc. Baïn seõ töï chòu traùch nhieäm giöû gìn tö trang coù giaù trò cuûa mình. Trong tröôøng hôïp queân hoaëc maát  chìa khoùa tuû  thì Baïn phaûi lieân laïc ngay vôùi boä phaän Nhaân söï ñeå coù chìa khoùa môû taïm thôøi. Neáu nhaân vieân ñeå maát chìa khoùa thì phaûi traû chi phí cho vieäc laøm chìa môùi.

Thænh thoaûng, phoøng giöõ ñoà ñaïc ñöôïc kieåm tra bôûi 2 thaønh vieân, moät cuûa boä phaän Nhaân söï vaø moät cuûa Ban Quaûn lyù.

Phoøng giöõ ñoà ñöôïc thieát keá nhaèm ñaùp öùng söï thuaän lôïi vaø tieän nghi cuûa Baïn. Haõy luoân giöõ phoøng saïch seõ vaø goïn gaøng. Nhöõng thöù nhaân vieân ñeå ngoaøi tuû giöõ ñoà ñeàu ñöôïc boä phaän  phoøng (Housekeeping ) mang ñi . 

Nhaân vieân phaûi ñeå tuùi xaùch cuûa mình trong tuû giöõ ñoà cuûa mình. Nhaân vieân khoâng bao giôø ñöôïc pheùp mang tuùi xaùch hay gioû xaùch vaøo vò trí laøm vieäc.

Khoâng ñöôïc huùt thuoác laù trong phoøng giöõ ñoà hay trong toilet.

4. Nhaø AÊn Daønh Cho Nhaân Vieân 
Tröôûng boä phaän hay Toå tröôûng seõ baùo cho nhaân vieân bieát giôø aên vaø giôø giaûi lao.

Moïi nhaân vieân ñeàu coù traùch nhieäm giöõ saïch seõ khu vöïc aên uoáng, lau chuøi vaø doïn deïp caån thaän sau böõa aên. Luoân lau baøn saïch seõ, xeáp goïn cheùn baùt, duïng cuï aên uoáng leân keä vaø cho raùc vaøo thuøng raùc.

5. Baûng Thoâng Baùo  

Treân baûng tin trong nhaø haøng daønh cho nhaân vieân, nhaân vieân seõ ñoïc ñöôïc nhieàu thoâng tin quan troïng vaø haáp daãn. Neáu Baïn coù thoâng tin muoán daùn leân baûng, haõy thoâng qua boä phaän Nhaân söï tröôùc.

Caùc vò trí caàn tuyeån noäi boä vaø caùc thoâng tin tuyeån duïng ñeàu ñöôïc daùn leân baûng beân ngoaøi phoøng Nhaân söï.

Ngoaøi ra coøn coù nhöõng baûng thoâng baùo khaùc nhö baûng thoâng baùo cuûa Ban Ñaûm baûo  Chaát löôïng, baûng thoâng baùo cuûa Coâng ñoaøn vaø baûng thoâng baùo cuûa Ban An toaøn.

Phaûi ñoïc kyõ caùc baûng naøy ñeå naém baét ñöôïc tình hình trong khaùch saïn. Neân nhôù nhöõng baûng naøy giuùp chuùng ta naém baét ñöïôïc moïi thoâng tin, khoâng ñöôïc thay ñoåi hoaëc boâi xoùa thoâng tin treân baûng.

6. Gæam Giaù Phoøng Khaùch Saïn   

Caùc nhaân vieân ñeàu ñöôïc höôûng moät giaù giaûm raát haáp daãn khi thueâ choã ôû thuoäc heä thoáng Starwood Properties Worlwide. Vieäc giöõ choã phaûi tuøy vaøo vieäc coøn choã hay khoâng vaø phaûi thoâng qua boä phaän nhaân söï vôùi nhöõng thuû tuïc sau:

· Ñieàn ñaày ñuû vaøo Ñôn Xin Ñaët Choã coù saün ôû boä phaän Nhaân söï  (Baïn coù theå phaûi vieát chi tieát theû tín duïng cuûa Baïn ñeå ñaûm baûo cho vieäc ñaët tröôùc)

· Boä phaän Nhaân söï seõ gôûi ñôn cuûa Baïn tôùi boä phaän ñaët phoøng Worldwide

· Neáu giaù daønh cho nhaân vieân ñöôïc chaáp thuaän phuø hôïp vôùi yeâu caàu ñaõ ñaët thì boä phaän ñaët phoøng Worldwide seõ baùo laïi baèng fax.

· Neáu coù phoøng , maõ soá xaùc nhaän coù phoøng seõ ñöôïc baùo cho nhaân vieân bieát.

· Boä phaän Nhaân söï  seõ caáp giaáy giôùi thieäu (laø nhaân vieân cuûa khaùch saïn Sheraton) ñeå xuaát trình khi laøm thuû tuïc check – in.

Neáu Baïn muoán bieát theâm thoâng tin nhö giaù phoøng tröùôc khi  ñaêng kyù,  haõy lieân laïc vôùi boä phaän Nhaân söï.

Chuù yù/löu yù

· Taát caû caùc nhaân vieân ñeàu ñöôïc giaûm giaù thueâ phoøng 25 ñeâm trong moät naêm, trong ñoù nhaân vieân coù theå nghæ toái ña 10 ñeâm moät laàn.

· Caùc phoøng giaûm giaù phaûi ñöôïc ñaêng kyù tröôùc khoâng quaù 45 ngaøy keå töø ngaøy ñeán, nhöng cuõng coù theå ñaêng kyù vaøo ngaøy ñeán tuøy vaøo vieäc coù phoøng hay khoâng.

· Giaù thueâ phoøng giaûm cuõng coù theå ñöôïc aùp duïng cho ngöôøi thaân cuûa nhaân vieân, goàm vôï choàng, con caùi vaø boá meï. Tuy vaäy caùc nhaân vieân khoâng nhaát thieát phaûi ñi chung vôùi ngöôøi thaân trong gia ñình ñeå ñöôïc giaûm giaù. Phoøng giaûm giaù cho caùc thaønh vieân trong gia ñình cuûa nhöõng nhaân vieân ñöôïc tính vaøo soá 25 ñeâm giaûm giaù phoøng cuûa nhaân vieân ï.

· Baát kyø nhaân vieân naøo cung caáp thoâng tin sai leäch nhaèm tìm caùch ñaët phoøng cho caù nhaân khoâng thuoäc quyeàn höôûng öu tieân naøy seõ daãn ñeán haäu quaû laø laøm maát quyeàn lôïi naøy cho toaøn theå nhaân vieân. Nhaân vieân naøy seõ bò kyû luaät, thaäm chí bò sa thaûi.

· Nhaân vieân vaø ngöôøi thaân cuûa mình seõ ñöôïc höôûng söï giaûm giaù 25% thöùc aên vaø ñoà uoáng taïi nhaø haøng cuûa khaùch saïn. Chi phí naøy seõ ñöôïc tính cuøng vôùi tieàn phoøng vaø vieäc giaûm gía seõ ñöôïc tính treân hoùa ñôn khi traû phoøng. Vaø vieäc giaûm giaù naøy chæ aùp duïng cho nhöõng khaùch saïn naèm trong khu vöïc Chaâu AÙ Thaùi bình döông.

· Nhaân vieân khoâng ñöôïc ghi vaøo Baûn thaêm doø yù kieán khaùch haøng. Baïn haõy göûi nhöõng lôøi nhaän xeùt cuûa Baïn tôùi Tröôûng boä phaän.

· Caùc nhaân vieân vaø gia ñình cuûa hoï laø nhöõng ñaïi dieän cuûa coâng ty do ñoù chuùng ta luùc naøo cuõng phaûi giöõ chuaån möïc ñaïo ñöùc chaúng haïn nhö caùc nhaân vieân khi ôû khaùch saïn khaùc ñeàu phaûi bieát giöõ tö caùch cuûa mình theå hieän qua tính caùch, caùch aên maëc; Haõy nhôù raèng nhöõng ngöôøi ñang phuïc vuï laø ñoàng nghieäp cuûa mình vaø neân ñoái xöû hoøa nhaõ vôùi hoï vaø toân troïng hoï.

· Nhöõng vò khaùch traû tieàn ñaày ñuû seõ nhaän ñöôïc söï öu aùi ñaëc bieät veà phoøng oác, nhaø haøng vaø caùc dòch vuï khaùch saïn khaùc. Nhaân vieân khoâng neân yeâu caàu hay ñoøi hoûi gì ngoaøi nhöõng chuaån möïc yeâu caàu bình thöôøng.

Ñaây laø chính saùch cuûa Starwood vaøo thôøi ñieåm thaùng 3/2003 vaø coù theå thay ñoåi.

7. Ñoàng Phuïc

Neáu Baïn ñöôïc phaùt ñoàng phuïc, haõy vui veû maëc vaø giöõ gìn quaàn aùo ñoù. Boä phaän giaët uûi seõ giaët uûi cho Baïn. Tuy nhieân Baïn phaûi coù traùch nhieäm vôùi boä ñoàng phuïc neáu bò raùch hoaëc bò hoen oá do söï lô ñaõng cuûa Baïn. Baïn neân luoân giöõ cho giaøy boùng ñeïp. Ñoàng phuïc vaø giaøy cuûa Baïn chæ neân duøng khi laøm vieäc vaø phaûi treo leân moùc trong tuû giöû ñoà khi khoâng duøng nöõa.

8. Baûng Teân

Baûng teân phaûi ñöôïc ñeo phía beân ngöïc traùi cuûa aùo. Neáu Baïn laøm maát baûng teân thì phaûi baùo cho phoøng Nhaân söï vaø ñöông nhieân Baïn phaûi traû phí ñeå laøm baûng teân môùi. Neáu baûng teân bò phai maøu hay bò hö thì Baïn seõ ñöôïc thay baûng teân môùi maø khoâng phaûi traû tieàn. Baïn phaûi luoân ñeo baûng teân khi laøm vieäc.

CHÖÔNG 6: AÊN MAËC VAØ CAÙCH HAØNH XÖÛ CAÙ NHAÂN

1. Veä Sinh Caù Nhaân

· Saïch seõ laø ñieàu quan troïng nhaát ñoái vôùi baát kyø khaùch saïn naøo, do vaäy phaûi taém röûa thöôøng xuyeân vaø giöõ gìn veä sinh caù nhaân toát

· Duøng chaát choáng ñoå moà hoâi/hoaëc chaát khöû muøi

· Giöõ veä sinh raêng mieäng thöôøng xuyeân ñeå traùnh hoâi mieäng. Ñaùnh raêng thöôøng xuyeân ñeå traùnh hoâi mieäng.

· Röûa tay khi Baïn ñang laøm vieäc vaø sau khi ñi veä sinh

2.  Beà Ngoaøi 

Maëc ñuùng vaø luoân goïn gaøng chænh teà. Quaàn aùo laøm vieäc phaûi saïch vaø giaøy phaûi ñöôïc ñaùnh boùng.

Nam:

· Giaøy boùng saïch phuø hôïp vôùi hình aûnh khaùch saïn 5 sao

· Caét vaø giöõ gìn moùng tay saïch seõ

· Baûng teân phaûi ñöôïc ñeo vaø giöõ gìn caån thaän (luùc naøo cuõng saùng vaø khoâng bò traày xöôùc)

· Boùc tai phaûi goïn gaøng, ngaén, khoâng ñöôïc ñeå toùc daøi

· Caïo raâu thöôøng xuyeân (tuy khuyeán khích khoâng neân ñeå raâu, ria meùp coù theå ñeå nhöng phaûi ngaén vaø ñöôïc tæa caån thaän. Caàn coùsöï chaáp thuaän cuûa tröôûng boä phaän neáu muoán ñeå raâu).

· Neân duøng caùc myõ phaåm choáng hoâi

· Khoâng ñeå loä nhöõng hình xaêm treân ngöôøi

· Khoâng ñöôïc duøng nöôùc hoa, chaát döôõng toùc vaø kem caïo raâu muøi noàng

· Nhaãn cöôùi hay nhaãn ñính hoân vaø ñoàng hoà xem giôø ñöôïc pheùp ñeo, coøn nhöõng nöõ trang khaùc khoâng ñöôïc pheùp ñeo.

NÖÕ:

· Kieåu toùc vaø maøu toùc phaûi neàn naõ, ñeïp, saïch seõ, goïn gaøng vaø luoân chaûi goïn. Toùc daøi quaù vai neân chaûi vaø coät ra ñaèng sau löng, khoâng ñeå toùc xoõa ra vai vaø che maët.

· Luoân trang ñieåm nheï. Duøng myõ phaåm nhaït maøu ñeå coù ñöôïc veû ñeïp töï nhieân. Traùnh trang ñieåm loeø loeït, thaùi quaù.

· Traùnh duøng nöôùc hoa naëng muøi, chaát röûa tay coù muøi khi ñang laøm vieäc.

· Chæ cho pheùp ñeo nhaãn cöôùi/ñính hoân, 1 boä boâng tai ñính haït hay voøng xaâu tai vaø ñoàng hoà xem giôø. Khoâng ñöôïc ñeo nhöõng nöõ trang khaùc ngoaøi quy ñònh.

· Ñeo vaø giöõ gìn baûng teân caån thaän

· Khoâng ñeå loä veát xaêm treân ngöôøi

· Moùng chaân, moùng tay phaûi ñöôïc giöõ saïch seõ vaø khoâng ñeå moùng daøi quaù. Chæ cho pheùp sôn moùng tay maøu nhaït hoaëc maøu saùng.

Ñoái vôùi nhaân vieân beáp coøn coù theâm vaøi yeâu caàu. Gaëp Beáp tröôûng ñeå bieát theâm chi tieát.

3. Huùt Thuoác  

Khoâng huùt thuoác ôû nôi laøm vieäc vì lyù do an toaøn vaø söùc khoeû. Coù khu daønh rieâng cho nhöõng ngöôøi huùt thuoác.

4. Taùc Phong Vaø Gioïng Noùi 

Coâng vieäc thaønh coâng myõ maõn ñeàu nhôø vaøo taùc phong toát ñoái vôùi khaùch. Traàm gioïng xuoáng khi giao tieáp vôùi khaùch. Nhaân vieân phaûi coù tính caùch toát ñoái vôùi ñoàng nghieäp ñeå taïo ra ñöôïc moät moâi tröôøng laøm vieäc hoøa ñoàng.

Gioïng noùi phaûn aùnh thaùi ñoä – gioïng gaét goûng seõ nhaän ñöôïc nhöõng lôøi ñaùp caùu gaét. Gioïng noùi buoàn chaùn, luùng buùng trong mieäng taïo ra söï voâ tình, thôø ô.  Gioïng noùi roõ raøng vui veû seõ taïo ra ñöôïc tính chuyeân nghieäp cuûa mình vaø taïo cho khaùch aán töôïng toát.

Khi noùi chuyeän vôùi khaùch vaø ñoàng nghieäp, haõy cöôøi vaø nhìn vaøo maét hoï. Nhìn ñoàng söï vaø khaùch khi noùi chuyeän vôùi hoï, cöôøi vaø laéng nghe hoï. Ñieàu ñoù chöùng toû söï quan taâm vaø chuù yù cuûa chuùng ta. Nhôù khoâng ñöôïc nhìn chaèm chaèm vaøo hoï, ñieàu naøy seõ laøm hoï khoù chòu vaø böïc boäi. 

Luoân gaây thieän caûm vôùi moãi vò khaùch baèng nuï cöôøi vaø chaøo hoï. Goïi khaùch baèng teân moïi luùc neáu coù theå ñöôïc. Luoân duøng gioïng noùi thaân thieän, hoøa nhaõ ñoái vôùi khaùch vaø nhôù traû lôøi taát caû caâu hoûi cuûa khaùch sao cho nhanh vaø hieäu quaû. Tìm hieåu nhöõng nhu caàu cuûa hoï vaø giaûi quyeát nhöõng vaán ñeà hoï gaëp phaûi. Neáu chuùng ta laøm ñöôïc nhö theá thì chuùng ta seõ thaønh coâng trong vieäc thu huùt vaø gaây aán töôïng vôùi khaùch cuûa chuùng ta.

5. Caùc Cuoäc Goïi Caù Nhaân  

Khoâng ñöôïc söû duïng ñieän thoaïi trong khaùch saïn ngoaøi nhöõng maùy ñieän thoaïi ñöôïc ñaët trong vaên phoøng. Khoâng ñöôïc goïi ñieän thoaïi rieâng trong giôø laøm vieäc. Trong tröôøng hôïp khaån caáp, taát caû caùc cuoäc goïi ñeán cuûa baát cöù ai cuõng ñeàu ñöôïc chuyeån ñeán boä phaän Nhaân söï ñeå ghi nhaän.

6. Noäi Quy Laøm Vieäc

Ñeå hoaït ñoäng cuûa khaùch saïn ngaøy caøng hieäu quaû hôn, chuùng ta phaûi tuaân thuû noäi quy laøm vieäc nhö sau :

· Khoâng nhai keïo cao su khi ñang laøm vieäc

· Khoâng söû duïng ñieän thoaïi di ñoäng khi ñang laøm vieäc (ngoaïi tröø nhöõng tröôøng hôïp ñöôïc Toång giaùm ñoác cho pheùp)

· Böôùc nhanh, töï tin nhöng khoâng chaïy

· Phaûi yeân laëng trong giôø laøm vieäc

· Khoâng ñöôïc ñi lang thang hay nguû trong khaùch saïn

· Khoâng ñöôïc aên uoáng ngoaøi phaïm vi phoøng aên daønh cho nhaân vieân

· Khoâng ñöôïc keát thaân vôùi caù nhaân khaùch. Noùi chuyeän xaõ giao vaø lòch söï vôùi khaùch laø caàn thieát nhöng khoâng ñöôïc noùi chuyeän rieâng vôùi khaùch – haõy nhôù thaân thieän chöù khoâng thaân maät !

· Khoâng ñöôïc hoûi hay gôïi yù khaùch cho tieàn hay quaø. Nhöõng gôïi yù cho quaø baèng lôøi noùi hay haønh ñoäng ñeàu tuyeät ñoái nghieâm caám. Neáu coù vò khaùch naøo cho Baïn tieàn, duø laø ít, Baïn neân vui veû nhaän laáy.

· Sau khi xong vieäc hay sau khi giao ca xong, khoâng ñöôïc ôû laïi trong khaùch saïn quaù 30 phuùt.

· Nhaân vieân phaûi ôû nôi laøm vieäc, khoâng ñöôïc ñi lang thang hay qua caùc phoøng khaùc neáu khoâng ñöôïc Tröôûng boä phaän cho pheùp.

· Baïn phaûi bieát töôøng taän moïi dòch vuï cuûa khaùch saïn, cuõng nhö caùc ñòa ñieåm phuïc vuï ñeå giôùi thieäu cho khaùch.

· Baïn beø hay ngöôøi thaân  khoâng ñöôïc thaêm nhaân vieân khi ñang laøm vieäc, tröø khi hoï laø nhöõng ngöôøi khaùch cuûa khaùch saïn. Khoâng laøm vieäc caù nhaân trong giôø laøm vieäc.

· Nhaân vieân khoâng ñöôïc söû duïng phoøng veä sinh daønh cho khaùch maø phaûi söû duïng phoøng veä sinh daønh cho nhaân vieân.

· Chæ duøng thang maùy daønh cho nhaân vieân khi laøm vieäc – tröø khi coâng vieäc nôi ñoù khoâng coù thang maùy naøy. 

· Nhaân vieân coù tieáp xuùc vôùi taøi lieäu maät vaø caùc hoaït ñoäng cuûa Sheraton Saigon Hotel & Towers khoâng ñöôïc tieát loä caùc thoâng tin ñoù ra beân ngoaøi.

· Khoâng ñöôïc in, sao cheùp hoaëc mang ra ngoaøi caùc tö lieäu vaø saùch hoïc cuûa khaùch saïn Sheraton khi chöa ñöôïc pheùp.

· Nhaân vieân neân toân troïng söï chæ daãn cuûa ban Quaûn lyù, khoâng keå ñeán vieäc hoï laøm vieäc ôû phoøng ban naøo.

7. Trang Thieát Bò  

Phaûi giöõ gìn caån thaän taát caû caùc duïng cuï vaø trang thieát bò ñeå duøng laïi sau naøy

8. Nôi Laøm Vieäc

Nôi laøm vieäc luùc naøo cuõng phaûi ñöôïc giöõ saïch seõ vaø an toaøn. Nôi laøm vieäc khoâng saïch seõ vaø goïn gaøng seõ ñöôïc xem laø khoâng an toaøn.

9. Cô Hoäi Coâng Baèng   

Sheraton Saigon Hotel & Towers cam keát ñem laïi caùc cô hoäi coâng baèng trong vieäc   tuyeån duïng, thaêng tieán, vaø ñaøo taïo cho caùc nhaân vieân coù trình ñoä chuyeân moân, khoâng phaân bieät chuûng toäc, maøu da, toân giaùo, giôùi tính, tuoåi taùc, daân toäc, hoaëc tình traïng khuyeát taät.

Chính saùch coâng baèng naøy seõ aùp duïng cho moïi chöùc naêng khaùc cuûa coâng taùc nhaân söï.

10. Chính Saùch Ñoái Vôùi Haønh Vi Quaáy Roái Tình Duïc  

Quaáy roái tình duïc laø baát cöù haønh vi quaáy roái tình duïc baèng lôøi noùi hay baèng theå xaùc. Starwood cam keát ñem laïi cho nhaân vieân moät moâi tröôøng laøm vieäc khoâng coù caùc haønh vi quaáy roái vaø seõ khoâng tha thöù cho haønh vi quaáy roái tình duïc vôùi baát kyø lyù do gì. Tröôûng boä phaän vaø Toå tröôûng phaûi ñöôïc bieát khi coù haønh vi quaáy roái tình duïc vaø phaûi baùo ngay cho boä phaän Nhaân söï. Neáu coù moät nhaân vieân naøo quaáy roái tình duïc vôùi nhaân vieân khaùc hay vôùi khaùch, thì ñaáy laø söï xuùc phaïm, söï vi phaïm ñieàu leä cuûa khaùch saïn vaø nhaân vieân ñoù seõ bò kyû luaät vaø coù theå bò ñuoåi vieäc.

Neáu Baïn gaëp phaûi tröôøng hôïp naøy, Baïn neân baùo cho boä phaän Nhaân söï. Moïi chuyeän seõ ñöôïc giöõ tuyeät maät.

11. Quan Heä Vôùi Caùc Phöông Tieän Thoâng Tin Ñaïi Chuùng 

Do baûn chaát vaø do tính chaát ngheà nghieäp, nhaø baùo hay muoán ñaët vaán ñeà vaø tìm ñeà taøi ñeå vieát.

Baïn khoâng ñöôïc nhaân danh khaùch saïn ñeå noùi vôùi baùo chí, ñaøi.

Chæ nhöõng thaønh vieân trong Ban Quaûn lyù (Executive Committee) ñöôïc giao quyeàn môùi ñöôïc phaùt bieåu. 

Neáu nhaø baùo hoûi nhaân vieân veà khaùch saïn vaø phöông thöùc hoaït ñoäng cuûa khaùch saïn, haõy ñeà nghò hoï lieân heä tröïc tieáp nhöõng thaønh vieân treân.

12. Chính Saùch Laéng Nghe Cuûa Ban Quaûn Lyù  

Sheraton Saigon Hotel & Towers duy trì chính saùch môû cöûa. Ñieàu naøy coù nghóa laø Baïn coù theå ñeán vaø gaëp baát cöù thaønh vieân naøo trong ban Quaûn lyù, vaøo baát kyø giôø naøo, vaø vì baát cöù lyù do gì.

Chuùng toâi raát muoán nghe yù kieán cuûa Baïn, giuùp ñôõ hay khen ngôïi söï ñoùng goùp cuûa Baïn! 

[image: image16.png]Frchcry





CHÖÔNG 7: AN TOAØN – AN NINH

Nhieäm vuï cuûa boä phaän Baûo veä laø nhaèm baûo veä nhaân vieân, khaùch haøng vaø Sheraton Saigon Hotel & Tower. Do vaäy, ñeå cho coâng vieäc baûo veä ñöôïc toát hôn, boä phaän Baûo veä caàn söï hôïp taùc cuûa caùc nhaân vieân. Moâi tröôøng laøm vieäc seõ thoaûi maùi, vui veû vaø an toaøn hôn neáu moïi nhaân vieân coù yù thöùc giöõ an ninh toát hôn.

Haõy nhieät tình hôïp taùc vôùi boä phaän baûo veä. Neáu ai coù yù kieán ñoùng goùp hay coù yù töôûng nhaèm giuùp cho coâng vieäc cuûa boä phaän Baûo veä ñöôïc toát hôn, haõy lieân laïc vôùi ngöôøi Phuï traùch hoaëc Tröôûng boä phaän Baûo veä.

1. An Toaøn

Nhaân vieân phaûi hoïc bieát taát caû caùc noäi quy veà an toaøn ñeå ngaên chaën nhöõng tai naïn coù theå xaûy ra trong luùc laøm vieäc, vaø ñoù cuõng laø caùch giöõ an ninh cho baûn thaân mình, cho khaùch vaø cho ñoàng nghieäp.

Neáu thaáy khu vöïc naøo khaû nghi khoâng ñöôïc an toaøn, haõy baùo ngay cho Tröôûng boä phaän cuûa mình hoaëc baùo cho nhaân vieân chòu traùch nhieäm veà an toaøn hay laäp töùc baùo cho boä phaän Nhaân söï bieát.

Neáu coù söûa chöõa nhöõng thieát bò thieáu an toaøn chaúng haïn nhö maùy moùc, trang thieát bò, hay neáu ñang lau röûa saøn nhaø, cuõng phaûi thoâng baùo cho moïi ngöôøi bieát. Khoâng ñöôïc ñuøa giôõn vôùi vaán ñeà an toaøn. Neáu moïi ngöôøi tuaân thuû nhöõng noäi quy naøy thì seõ khoâng gaëp tai naïn hay gaây tai naïn cho ngöôøi khaùc trong khi laøm vieäc. 

An toaøn cuõng gioáng nhö laø “giöõ nhaø”. Moïi ñoà vaät vaát lung tung loän xoän nhö ñinh hoaëc hoa rôi vaõi treân neàn nhaø, saøn öôùt v.v…  ñeàu coù theå gaây tai naïn cho mình khi ñang laøm vieäc. Do ñoù vieäc giöõ saïch seõ nôi laøm vieäc ñeå traùnh ruûi ro nguy hieåm xaûy ra laø caàn thieát. Vaø phaûi nhôù doïn deïp taát caû caùc thieát bò sau khi söû duïng xong.

Naâng haøng vaø cuùi ngöôøi phaûi ñuùng caùch – neáu caûm thaáy khoâng an toaøn khi ñang tieán haønh coâng vieäc, phaûi hoûi yù kieán Toå tröôûng ñeå coù bieän phaùp an toaøn hôn. Trong vaán ñeà an toaøn, suy dieãn laø luoân luoân nguy hieåm.

Phaûi duøng gaêng tay caàn thieát khi laøm vieäc, ñaët bieät khi böng beâ caùc chaát hoùa hoïc vaø caùc chaát coù cöôøng ñoä maïnh. Ñeå traùnh bò hoùa chaát vaêng vaøo maét khi laøm vieäc, toát nhaát neân ñeo kính vaø maëc ñoà baûo hoä.

Nhaân vieân chæ coù theå söû duïng trang thieát bò vaø maùy moùc cuûa coâng ty khi naøo nhaân vieân ñoù tuaân thuû caùc ñieàu kieän sau:

· Nhaân vieân ñoù phaûi qua lôùp höôùng daãn söû duïng

· Nhaân vieân ñoù ñöôïc giao nhieäm vuï

· Caùc thieát bò an toaøn phaûi ñöôïc ñaët ñuùng vò trí 

· Söû duïng caùc thieát bò an toaøn 

· Nhaân vieân ñoù phaûi gioûi hoaëc thaønh thaïo caùch söû duïng thieát bò, maùy moùc.

Taát caû caùc nhaân vieân phuï traùch vieäc laùi xe cho coâng ty ñeàu phaûi coù baèng laùi xe coù hieäu löïc vaø xe phaûi ñöôïc ñaêng kyù.

2. Hoûa Hoaïn Vaø Caáp Cöùu

Baát kyø ai khi thaáy coù hoûa hoaïn ñeàu phaûi tuaân thuû nhöõng ñieàu chæ daãn sau:

· Nhaán chuoâng baùo ñoäng ôû vò trí gaàn nhaát trong khu vöïc cuûa mình

· Neáu gaàn khu vöïc cuûa mình khoâng coù chuoâng baùo ñoäng, phaûi lieân laïc vôùi Star Service soá 111 ñeå baùo cho bieát ñòa ñieåm chaùy, teân vaø boä phaän laøm vieäc cuûa mình, roài yeâu caàu Star Service noùi laïi nhöõng thoâng tin maø mình vöøa cung caáp ñeå traùnh söï sai soùt.

· Keâu goïi söï giuùp ñôõ cuûa ngöôøi khaùc vaø LAØM NHÖÕNG ÑIEÀU SAU NEÁU THAÁY AN TOAØN :

a) Daäp löûa

b) Höôùng daãn chæ ñöôøng cho ñoäi cöùu hoûa ñeán nôi coù hoaû hoaïn

Chuù yù: 

Khoâng duøng caàu thang maùy khi coù hoûa hoaïn. Chæ duøng caàu thang boä, naèm saùt xuoáng saøn ñeå traùnh bò ngoäp vì hít khoùi. 

Nhöõng maõ soá tham khaûo khi coù hoûa hoaïn:

· khi chæ nghi ngôø coù chaùy: maõ soá 88

· khi chaéc chaén coù chaùy: maõ soá 90

· khoâng ñöôïc hoaûng hoát la “ Chaùy “  maø phaûi giöõ bình tónh vì caùc vò khaùch ñeàu troâng chôø vaøo söï  giuùp ñôõ vaø höôõng daãn cuûa mình.

Ñeå chuaån bò cho vieäc öùng phoù vôùi vieäc cöùu hoä khaån caáp, haõy lieân heä Tröôûng boä phaän ñeå ñöôïc höôùng daãn. Naém roõ caùc böôùc chöõa chaùy, cuõng nhö phaûi söû duïng thaønh thaïo caùc thieát bò chöõa chaùy, cuõng nhö caùc böôùc sô taùn nhaèm giuùp moïi ngöôøi di chuyeån khi coù chaùy xaûy ra.

Phaûi tuaân thuû caùc bieån CAÁM HUÙT THUOÁC vaø caùc höôùng daãn.

3. Sô Cöùu

Khi gaëp tröôøng hôïp khaån caáp, goïi soá 111. 

Ñeå hoûi veà vaán ñeà sô cöùu, goïi soá 99. 

Caùc boä ñoà ngheà sô caáp cöùu ñöôïc ñaët ôû nhieàu nôi trong khaùch saïn. Muoán bieát vò trí cuûa ñoà ngheà sô y teá, lieân heä Tröôûng boä phaän cuûa Baïn.

4.  An Ninh 

An ninh, cuõng gioáng nhö an toaøn, laø traùch nhieäm khoâng phaûi cuûa rieâng ai. Chuùng ta phaûi ñaûm baûo an ninh cho khaùch vaø nhaân vieân. Laøm nhö vaäy khoâng nhöõng ta taïo ra ñöôïc moâi tröôøng laøm vieäc thoaûi maùi, thaân thieän, maø coøn taïo ra caûm giaùc an toaøn, an ninh cho moïi ngöôøi. 

Ñieàu naøy chæ coù theå ñaït ñöôïc neáu taát caû chuùng ta hôïp taùc vôùi nhau vaø tuaân thuû nhöõng ñieàu sau:

· Luoân saün saøng caûnh giaùc. Quan taâm ñeán nhöõng ñoà vaät hay nhöõng gì xung quanh mình vì Baïn cuõng coù theå laø tai maét cuûa boä phaän Baûo veä, do ñoù neáu coù gì nghi ngôø, hay caûm thaáy nghi ngôø ai, ñaëc bieät laø ngöôøi laï thì phaûi baùo ngay cho Tröôûng boä phaän hoaëc Toå tröôûng

· Ñeå baûo veä cho chính mình, nhöõng haønh lyù caù nhaân hay nhöõng thöù maø Baïn mang vaøo khaùch saïn phaûi ñöôïc Tröôûng boä phaän kieåm tra vaø ghi vaøo soå. Caùc vaät duïng khi ñöôïc ñöa ra ngoaøi ñeàu phaûi coù keøm theo giaáy cho pheùp vaø Ban Quaûn lyù coù quyeàn chaën laïi kieåm tra haønh lyù xaùch tay caù nhaân.

5.   Ñoà Vaät Bò Maát

Baát cöù ñoà vaät gì maø Baïn tìm thaáy maø laø cuûa khaùch hay cuûa ñoàng nghieäp phaûi ñöôïc giao noäp ngay cho boä phaän Phoøng (Housekeeping). Boä phaän Phoøng seõ kyù nhaän vaø löu kho. Neáu sau 3 thaùng khoâng coù ngöôøi nhaän, Baïn coù theåsôû höõu ñoà vaät ñoù.

Nhöõng ñoà hoäp ñaõ ñöôïc môû hoaëc nhöõng vaät coù nguy cô khoâng an toaøn hoaëc röôïu söû duïng trong khaùch saïn khoâng ñöôïc pheùp mang ra ngoaøi khaùch saïn. Neáu laø röôïu (khoâng phaûi röôïu cuûa khaùch saïn) ñöôïc khaùch taëng cho nhaân vieân nhö quaø thöôûng thì nhaân vieân caàn xuaát trình giaáp cho pheùp mang ra cho boä phaän baûo veä, sau khi ñaõ ñöôïc Tröôûng boä phaän chaáp thuaän 

CHÖÔNG 8: KHEN THÖÔÛNG – KYÛ LUAÄT

I.     KHEN THÖÔÛNG

1. Caùc Hình Thöùc Khen Thöôûng

· Giaáy khen vaø taëng phaåm cho caùc caù nhaân coù thaønh tích trong thaùng/quyù/naêm

· Cô hoäi ñaøo taïo ôû nöôùc ngoaøi

· Thaêng chöùc

· Caùc phaàn thöôûng ñaëc bieät khaùc

2. Tieâu Chuaån Ñaùnh Giaù

Khaùch saïn seõ khen thöôûng cho caùc caù nhaân ñaït:

· Thaønh tích tuyeät vôøi trong coâng vieäc

· Coù coâng ngaên chaën hoaëc giaûi quyeát thaønh coâng nhöõng tình huoáng khaån caáp

· Coù saùng kieán ñem laïi hieäu quaû hoaït ñoäng cho coâng ty

· Ñöôïc coâng nhaän veà tính trung thöïc, ñöôïc xem laø maãu möïc cho caùc nhaân vieân khaùc noi theo

3. Quy Trình

Ban Quaûn lyù quyeát ñònh vieäc khen thöôûng nhaân vieân döïa treân ñeà xuaát cuûa Tröôûng boä phaän.

II.   KYÛ LUAÄT

Vieäc kyû luaät ñöôïc tieán haønh treân tinh thaàn xaây döïng, khaùch quan, kòp thôøi vaø ñoàng nhaát. Muïc ñích duy nhaát laø nhaèm söûa ñoåi nhöõng haønh vi, thaùi ñoä khoâng ñuùng, nhaèm giuùp ngöôøi coù loãi tieán boä, maø khoâng nhaèm vaøo tröøng phaït.

1. Khieån Traùch Baèng Mieäng Hoaëc Baèng Vaên Baûn 

Nhöõng hình thöùc naøy seõ ñöôïc aùp duïng cho nhöõng nhaân vieân vi phaïm nhöõng qui ñònh sau cho laàn ñaàu tieân vaø vi phaïm qui ñònh ôû möùc ñoä nheï :

1. Ñi laøm treã hoaëc veà sôùm 

2. Khoâng baùo Toå tröôûng / Tröôûng boä phaän ít nhaát 2 giôø tröôùc khi nghæ laøm maø khoâng coù lyù do chính ñaùng.

3. Nghæ laøm khoâng ñöôïc söï chaáp thuaän cuûa Tröôûng boä phaän, hoaëc khoâng baùo tröôùc.

4. Khoâng baám theû ra vaøo

5. Khoâng duøng loái daønh rieâng cho nhaân vieân

6. Töï tieän ñem ngöôøi ngoaøi hoaëc khaùch vaøo maø khoâng thoâng qua Ban Quaûn lyù

7. Khoâng maëc ñoàng phuïc , khoâng ñeo baûng teân hay lô laø veä sinh caù nhaân

8. Khoâng trôû laïi laøm vieäc ñuùng giôø sau giôø giaûi lao

9. Rôøi nôi laøm vieäc maø khoâng xin pheùp Toå tröôûng  

10. Huùt thuoác laù hay caùc loaïi khaùc trong khi laøm vieäc , chæ ñöôïc huùt thuoác vaøo giôø aên, vaø trong khu vöïc daønh rieâng. 

11. Laáy ñoà aên, thöùc uoáng ra khoûi caên tin, nhaø beáp, cöûa haøng, xe ñaåy hoaëc khay ñöïng thöùc aên maø khoâng xin pheùp.

12. AÊn uoáng ngoaøi khu vöïc caên tin

13. Söû duïng thang maùy hay nhaø veä sinh daønh cho khaùch khi chöa xin pheùp

14. Khaïc nhoå hay xaû raùc vaø coù nhöõng haønh vi thieáu veä sinh .

15. Khoâng giöõ gìn goïn gaøng saïch seõ nôi laøm vieäc

16. Töï tieän ñi vaøo hay gheù vaøo caùc phoøng ban khaùc, khu vöïc coâng coäng daønh cho khaùch hoaëc taàng khaùch ôû.

17. Goïi ñieän thoaïi vieäc rieâng trong luùc laøm vieäc

18. Coù haønh vi thieáu ñöùng ñaén, cöôøi noùi to tieáng hoaëc coù cöû chæ khoâng ñuùng nhö khoaùc vai ngöôøi khaùc, v.v… trong phaïm vi khaùch saïn

19. Khoâng tuaân thuû noäi quy vaø ñieàu leä veà an toaøn.

20. Khoâng hoaøn thaønh nhieäm vuï ñöôïc giao ñuùng thôøi gian quy ñònh vaø ñuùng chaát löôïng cao.

21. Daùn, gôõ ra, theâm bôùt hoaëc thay ñoåi nhöõng thoâng baùo ñöôïc vieát treân baûng thoâng baùo trong khaùch saïn tröø khi ñieàu ñoù ñöôïc Ban Quaûn lyù chaáp thuaän 

22. Töø choái hôïp taùc vôùi caùc nhaân vieân khaùc khi caàn thieát  vì lôïi ích cuûa khaùch saïn. Coù nhöõng lôøi leõ hieåm aùc, vu khoáng vôùi ñoàng nghieäp hay duøng nhöõng lôøi noùi thoâ loã,  tuïc tóu chæ ñoàng nghieäp, khaùch vaø Ban Quaûn lyù.

23. Coù thaùi ñoä thôø ô, baát nhaõ hay xuùc phaïm khaùch haøng

24. Khoâng giao noäp nhöõng ñoà vaät nhaët ñöôïc cho boä phaän Phoøng 

25. Khoâng tham gia khaùm söùc khoeû hay nhöõng cuoäc hoïp do khaùch saïn ñeà ra

26. Khoâng baùo caùo ngay nhöõng thöông toån caù nhaân xaûy ra trong phaïm vi khaùch saïn hoaëc söï coá hoâ!hoûng maùy moùc, ñoà goã hay caùc taøi saûn khaùc cuûa khaùch saïn.

27. Phaùt bieåu hay tieát loä caùc söï vuï, danh saùch nhaân vieân khaùch saïn ra ngoaøi khi chöa ñöôïc pheùp.

28. Giaû maïo hoà sô caù nhaân

29. Lô ñeãnh vaø baát caån gaây laõng phí, hö hao, maát maùt taøi saûn cuûa khaùch saïn

30. Leùn ñoåi ngoaïi teä baát hôïp phaùp

31. Huùt thuoác trong khu vöïc caám

32. Coá yù laøm vieäc chaäm chaïp

33. Khoâng tuaân thuû caùc ñieàu leä vaø noäi quy cuûa khaùch saïn / phoøng ban.

2. Thuyeân Chuyeån Coâng Taùc 

Chuyeån vò trí coâng taùc vôùi möùc löông thaáp hôn trong voøng 6 thaùng theo ñieàu 84 cuûa Luaät Lao ñoäng.

Hình thöùc kyû luaät naøy ñöôïc aùp duïng cho caùc nhaân vieân:

· Ñaõ bò caûnh caùo baèng vaên baûn nhöng phaïm theâm loãi khaùc trong phaïm vi thôøi gian 3 thaùng tính töø ngaøy coù vaên baûn caûnh caùo

· Phaïm caùc loãi trong danh saùch neâu treân laàn ñaàu nhöng möùc ñoä nghieâm troïng, hoaëc laàn ñaàu phaïm caùc loãi sau ñaây:

1. Baám giôø hoä ngöôøi khaùc hoaëc nhôø ngöôøi khaùc baám giôø hoä mình

2. Tieát loä bí maät coâng ngheä hoaëc kinh doanh cho ngöôøi khaùc maø khoâng ñöôïc söï cho pheùp cuûa Toång giaùm ñoác

3. Vi phaïm quy ñònh veà an toaøn hoaëc nhöõng quy taéc thoâng thöôøng veà an toaøn hoaëc gaây nguy hieåm cho ngöôøi khaùc, hoaëc coá tình ñaët taøi saûn cuûa khaùch hoaëc cuûa khaùch saïn vaøo nguy cô hö hoûng hoaëc maát maùt.

4. Mua baùn thöïc phaåm hoaëc caùc loaïi haøng hoùa, hoaëc giao dòch laøm aên caù nhaân trong phaïm vi khaùch saïn

5. Haêm doïa ñoàng nghieäp.

3. Sa Thaûi 

Nhaân vieân naøo phaïm phaûi baát kyø vi phaïm veà haønh vi ñaïo ñöùc sau seõ bò sa thaûi:

A. Troäm caép (taøi saûn cuûa ñoàng nghieäp, cuûa khaùch hay cuûa khaùch saïn), bieån thuû, gian doái, tieát loä bí maät kinh doanh, gaây thieät haïi lôùn ñeán taøi saûn hoaëc quyeàn lôïi cuûa khaùch saïn

B. Nhaân vieân vò phaïm kyû luaät bò thuyeân chuyeån sang vò trí coâng vieäc khaùc, taùi phaïm trong thôøi gian ñang bò kyû luaät

C. Nhaân vieân nghæ vieäc khoâng lyù do chính ñaùng 5 ngaøy trong 1 thaùng hoaëc 20 ngaøy trong naêm 

D. Vaøo phoøng khaùch maø khoâng xin pheùp.

E. Ñaùnh caép hay söûa ñoåi chöùng töø, bieân lai hay hoaù ñôn traùi luaät. Duøng hoaù ñôn ñaõ söû duïng ñeå tính tieàn cho khaùch hoaëc vieát theâm tieàn vaøo hoaù ñôn nhaèm thu lôïi baát chính

F. Bò phaùt hieän coù taøi saûn cuûa khaùch saïn hoaëc taøi saûn baùo maát trong tuû ñoà/moùc treo quaàn aùo cuûa ngöôøi nhaân vieân.

G. Leùn lieân laïc vôùi khaùch, moâi giôùi hoaëc nhaän hoái loä, xin tieàn hoaëc quaø hoaëc haønh xöû moät caùch voâ ñaïo ñöùc trong khaùch saïn

H. Khoâng tuaân thuû quy ñònh trong khi laøm vieäc daãn ñeán maát maùt lôùn veà taøi saûn cuûa khaùch, cuûa ñoàng nghieäp vaø cuûa khaùch saïn.

I. Laïm duïng chöùc vuï ñeå thu lôïi cho rieâng mình, tröïc tieáp hay giaùn tieáp nhaän tieàn hoa hoàng ñeå xöû lyù thieáu coâng baèng hay ñöa ra lôøi höùa heïn xem xeùt caùc ñieàu kieän, hôïp ñoàng, quyeát ñònh hoaëc dòch vuï

J. Mang suùng, chaát noå, chaát gaây chaùy noå hay vuõ khí vaøo khaùch saïn

K. Uoáng röôïu trong khi laøm vieäc gaây hö haïi cho taøi saûn khaùch saïn hay khoâng theå hoaøn thaønh nhieäm vuï ñöôïc giao vì laïm duïng ma tuùy, röôïu hay caùc chaát khaùc

L. Söû duïng, sôû höõu hoaëc baùn caùc loaïi thuoác bò caám trong phaïm vi khaùch saïn

M. Tham gia hoaëc toå chöùc ñaùnh baïc trong khaùch saïn

N. Coù haønh vi thoâ loã vaø voâ loái khi tieáp xuùc vôùi khaùch, ñaùnh nhau vôùi khaùch

O. Thaùch thöùc, khieâu chieán hay ñaùnh nhau vôùi ñoàng nghieäp taïi nôi laøm vieäc

P. Quaáy roái tình duïc vôùi ñoàng nghieäp hoaëc vôùi khaùch 

Q. Nguû trong giôø laøm vieäc

4. Traùch Nhieäm Ñoái Vôùi Taøi Saûn

Nhaân vieân laøm hö haïi, ñaùnh maát duïng cuï, trang thieát bò hoaëc caùc taøi saûn khaùc cuûa khaùch saïn thì phaûi boài thöôøng. Neáu nguyeân nhaân hö haïi, maát maùt laø do khaùch quan ngoaøi yù muoán thì khoâng phaûi boài thöôøng.

5. Giao Dòch Taøi Chaùnh

Neáu coâng vieäc cuûa Baïn coù lieân quan ñeán giao dòch veà tieàn maët, theû tín duïng, tín phieáu, ngoaïi teä vaø taøi khoaûn cuûa khaùch, Baïn phaûi tuaân thuû theo ñuùng quy ñònh. Baïn seõ ñöôïc taäp huaán ñeå thöïc hieän ñuùng quy ñònh.

Baïn seõ phaûi chòu traùch nhieäm neáu soá lieäu trong soå saùch khoâng khôùp vôùi nhau. Khoâng laøm chuyeän rieâng taïi nôi laøm vieäc. Caám baøi baïc, vay möôïn tieàn hoaëc baùn haøng cho ñoàng nghieäp.
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