ALEPH HOSPITALITY | MICHLIFEN AND MARCHICA

The SOP engine

How one standard moves from v1 to v2, and into French

A short extract from the session held on 4 August 2026, prepared at Abdellah's request.
The example is EQU 004, Handling a Guest without a Reservation, taken end to end.

Every change the engine proposes arrives in markup with a rationale, and a person
accepts or rejects it. The French version is written only once the English is approved.

Deep Hospitality for Aleph Hospitality 4 August 2026

Demonstration material. Not approved standards, and not in force.



Version 1, asAleph wrote it

The engine starts from the library Aleph already holds. Nothing is written from scratch,

and the original is kept untouched as an audit copy.

Food & Beverage

Policies and Procedures

Handling Guest without Reservation

. Policy Number | EQU 004

D st B partment

$1.01

TP TR T P

. To:

ssue Date:

Food & Beverage

Bep P TP S TR T e

Day - month - year

Applicable To:

‘ Name

Initiated by: Food & Beverage

Reviewed by: | Name

Name

Approved by: ! oo

1. Purpose

To ensure that all associates are following the correct standard on How to maintain

Handling a guest without a Reservation.

2. Definition/ Scope

This procedure will be implemented in all hotels under the Management of Aleph
Hospitality and maybe modified by the General Manager upon approval of the

corporate office.

Members or all etc.... : Revised Date:

| Signature:

' VP Food & Beverage  Signature:

' Signature:

It applies to All Team Members, contractors, consultants, temporary, and other

workers at Aleph Hospitality

3. Policy

« |If guest does not have a reservation and free tables are available, take the guest
name and contact number and guide them to the table that you wish to assign.

* While seating, pull out chairs for ladies first, and then gentlemen, Unroll the
napkin elegantly on the laps and hand out the menus open from the right side,

ladies first.
Wine list will be handed to the host

If any item is unavailable, please inform the guest while you are giving the menu

Initiated by: Name Reviewed by: Name
Initials: Initials:

Approved by: Name
Initials:

Demonstration material. Not an approved standard.
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Version 2, in markup, for review

Every edit is visible and every edit carries its reason: guest feedback, the quality
assessment, the property positioning or the luxury standard. Roughly a minute of work.

Food & Beverage I | l | |
Policies and Procedures

Handling Guest without Reservation —
Reserved-Seating Outlets

| | Policy Number ' EQU 004 Version . 2.00 (Draft for review)1.01

| | il s T
! Distri i ; .
Distributed Department | Issue Date: confirmed]Men

To: : Food & Beverage :

e

i Managers, Hosts and Service

! Team Members — in outlets
. Applicable To: !

30 ly 2026 — Status: IN
: Revised Date: lu V. e

. book. or Team Members orall |

i Name

Food & Beverage  Signature:

Initiated by:

Reviewed by: Name

. VP Food & Beverage  Signature:

: Name

. COO Signature:

Approved by:

1. Purpose

To ensure that all associates are following the correct standard on How to maintain
Handling a guest without a Reservation._A guest who arrives without a booking should
leave feeling we were glad they came — whether or not we could seat them. A warm
refusal with a real alternative is a better memory than a grudging ves.

2. Definition/ Scope

This procedure will be implemented in all hotels under the Management of Aleph

. b ~an / .
corporate office. It governs the outlets that operate a reservation book. Where an outlet
takes no bookings — pool bar, beach bar, walk-up lounge service — no guest is "without
a_reservation" and this procedure does not apply. Property-specific values are
completed in section 5 rather than by issuing two versions of this document.Fhis

Initiated by: Name Reviewed by: Name Approved by: Name
Initials: Initials: Initials:

Demonstration material. Not an approved standard. 30f 6



Approved and clean, in English

The engine holds no pen. Someone accepts or rejects each change, and only then does
the clean version exist. Property specific values sit in one section rather than in two documents.

Food & Beverage
Policies and Procedures

Handling Guest without Reservation —
Reserved-Seating Outlets

1 2.00

Policy Number | EQU 004 Version

Orlgmallssuedatetobe

. Distributed : Department  confirmed]

‘To: Food & Beverage ; 1ssue Date:

“Bapartiment Hesds, Gutist

Managers, Hosts and Service | : 30 July 2026 —
Applicable To: | Team Members — in outlets | Revised Date: | DEMONSTRATION - not

that operate a reservation approved, not in force
: book. ;

! Name

Food & Beverage  Signature:

Initiated by:

: Name

Reviewed by: . Signature:
. VP Food & Beverage :

 Name

' COO : Signature:

Approved by:

1. Purpose

To ensure that all associates are following the correct standard on How to maintain
Handling a guest without a Reservation. A guest who arrives without a booking should
leave feeling we were glad they came — whether or not we could seat them. A warm
refusal with a real alternative is a better memory than a grudging yes.

2. Definition/ Scope

This procedure will be implemented in all hotels under the Management of Aleph
Hospitality and may be modified by the General Manager upon approval of the
corporate office. It governs the outlets that operate a reservation book. Where an outlet
takes no bookings — pool bar, beach bar, walk-up lounge service — no guest is "without
a reservation" and this procedure does not apply. Property-specific values are
completed in section 5 rather than by issuing two versions of this document.

It applies to All Team Members, contractors, consultants, temporary, and other
workers at Aleph Hospitality

Initiated by: Name Reviewed by: Name Approved by: Name
Initials: Initials: Initials:

Demonstration material. Not an approved standard. 4 of 6



The same standard, in French

French is generated only after the English is approved, so a draft never travels in two
languages at once. Minutes, not weeks.

Restauration
Politiques et procédures

Accueil d'un client sans réservation — Points
de vente sur réservation

politique EQU 004

Version £2.00

. Date A )
: i a confirmer]

Département :
! d'émission :

Distribué a : Restauration

CRefs d départament.
responsables de points de

i vente, hotes et équipes de
service — dans les points de
| vente tenant un registre de

| réservations.

30 juillet 2026 —
. DEMONSTRATION - non
approuvé, non en vigueur

Date de

Applicable a : révision :

¢ Nom

Restauration Signature :

Initié par :

Nom

Vérifié par:
. VP Restauration

. Signature :

Approuvé Nom

. par: ' coo . Signature :
1. Objet

Garantir que I'ensemble des collaborateurs appliquent la norme correcte relative a
I'accueil d'un client sans réservation. Un client qui se présente sans réservation doit
repartir avec le sentiment que sa visite nous a fait plaisir — que nous ayons pu
I'installer ou non. Un refus chaleureux, accompagné d'une véritable alternative, laisse
un meilleur souvenir qu'un oui accordé a contrecceur.

2. Définition / Champ d'application

Cette procédure sera appliquée dans tous les hotels gérés par Aleph Hospitality et peut
étre modifiée par le Directeur Général aprés approbation du siege. Elle régit les points
de vente qui tiennent un registre de réservations. Lorsqu'un point de vente ne prend
pas de réservations — pool bar, bar de plage, service au comptoir — aucun client n'est
« sans réservation » et cette procédure ne s'applique pas. Les valeurs propres a chague

Initié par: Nom
Initiales :

Vérifié par: Nom
Initiales :

Approuvé par : Nom
Initiales :

Demonstration material. Not an approved standard.




WHAT ELSE COMES FROM THE SAME STANDARD

Optional, if the standard needsto reach the floor

A task trainer, a group trainer, a duty manager checklist, an internal audit and a film brief,

all generated from the approved standard. Not every procedure needs them.
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Demonstration material. Not an approved standard.
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