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Our Mission 
 
Our mission is to wow people and change lives. This 
includes clients, team members, partners and 
everyone we encounter. 
 
We are an employee-owned company, masters of 
our own fate, limited only by our ability to dream, 
work together, and wow others.  
 
We are kind to the planet and its inhabitants and 
committed to reducing our impact and returning 
what we take. 
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Our Values 
 

Open  

Honest 

Assertive 

Respectful 

Kind 

Humble 

Reliable 

Accountable 

Audacious 

Positive 

Abundant 

Grateful 
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How to Wow 
 
Here is our playbook for consistently delivering a wow experience for clients and employees. 
Together with your ideas and feedback, and dozens of employees before you, we’ve created a very 
special client and employee experience.  
 
Here is where some of our inspiration comes from: 
 
 

There’s no magic in the magic, it’s all in the details. 
-Walt Disney. 

 
 
It’s the little things that make the big things possible. Only 
close attention to the fine details of any operation makes 

the operation first class.  
-J Willard Marriott.  

 
 
Success is the sum of small efforts repeated day in and day 

out.  
-Robert Collier. 

 
 
The little things are the big things. How do you wow? Let’s break it down. 

 
1. Use positive body language—face the client, make eye contact, smile, and offer a friendly 

and enthusiastic greeting. You do these things naturally when you see a close friend. Do the 
same thing with clients and coworkers. 
 

2. Use their name once or twice during each interaction. Make sure to get it right; using the 
wrong name, misspelling it, or mispronouncing it, actually backfires. Take the extra time to 
get it right. 
 

3. Ask questions and listen to their answers. Avoid asking questions that were already 
answered in their intake or profile. It’s okay to confirm details, you just don’t want to seem 
oblivious to their needs. Always check the workroom for new paperwork before you greet 
your client. We ask every client—even regulars—if there have been any changes to their 
skin or health or medications every time they visit. If there’s a change, we have them 
complete a new intake. Don’t just assume that since they are a repeat client there isn’t any 
paperwork.   
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4. We have the unique ability to connect through physical touch. This gives us an advantage 
when it comes to connecting with clients. One of the best ways to do this is make contact 
immediately when you enter the room. Start by touching their foot, then leg, then back, then 
shoulder as you move toward the top of the table. Touch should done in a loving and 
compassionate way, that is also professional and appropriate. Proper touch will make 
clients feel warm and cared for and let them know where you are in the room. This in turn 
puts them at ease so they can begin to relax. Maintain touch as much as possible 
throughout the treatment.  
 

5. Practice gratitude in word and mind. Always be thankful to clients for putting their trust in 
you, for paying you, for making this spa possible. Say ‘thank you’ and mean it. Truly 
appreciate the fact that they have many choices and chose you.  
 

 
How do we know when we deliver wow?  
 

1. First, clients say ‘wow!’ You get an instant report card! You don’t even have to wait for it.  
 

2. Next, they rebook and request you. They buy memberships; this shows their intention to 
return. Happy clients return more often. 
 

3. After they leave, clients take the time to give you great reviews and even post comments. 
They tell their family and friends about us. They become promoters. 
 

4. They listen to your advice and trust your recommendations. They try products and new 
services, and they add enhancements. 
 

5. Ultimately, they become loyal and immune to the pull of competition. 
 
This is the goal with every client. 
 
See Also: 

• The Butterfly Effect 
• The Law of Reciprocity 
• It’s Okay to Make Mistakes—We Don’t Expect Perfection 
• Develop Your Own Brand of Wow 
• Share Your Knowledge & Skill 
• What You Send Out Comes Back Multiplied 
• How to Win Friends & Influence People 
• Everybody Sales—Think Strawberries 
• Standards of Performance 
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Policies & Procedures 
 
 
Policy is organized A-Z for easy reference.  
 
Appointment Timing & Flow 
Arriving Early: Clients don’t need to arrive early unless they are here for a package, medical 
treatment, or have special needs. 
 
Arrival Experience: At Spa One, we do not rush clients. The first 15 minutes should be calm and 
relaxed. Clients are invited to complete paperwork, use the restroom, and enjoy tea and snacks. 
This time also allows them to begin to relax and acclimate to the environment. Don’t rush clients; 
adjust your schedule to fit their optimal experience. If they want to get to the room quickly, take 
them. If they want to relax and enjoy tea, let them. 
 
The 5-minute Rule: once the client is seated, the FD checks in the client on Booker and this turns 
the appointment green. This sends a notification to you indicating that you should head to the 
workroom, review the intake paperwork, and be ready to greet your client 5 minutes after the check 
in notification. 
 
The 10-minute Rule: If your client hasn’t checked in within 10 minutes of the appointment time, go 
to the front desk and see what’s up. It’s likely the front desk forgot to check them in, or they haven’t 
arrived yet. If they haven’t arrived, check with the front desk to see what the status is.  
 
The 15-minute Rule: It’s important to start the treatment no later than 15 minutes after the 
appointment time. Starting later than this can cause a ripple effect of delays later in the day. If the 
client arrived on time, it is your responsibility to start the appointment on time. If the client arrived 
late, see Late Arrivals (Clients). 
 
Full Treatment Time: Treatments last the full advertised time (60, 90, 120-minutes). The treatment 
STARTS and STOPS when you start/stop contact with your client. If you’re setting up, or you leave 
the room during your treatment for any reason, the treatment is extended because you were not in 
contact with the client. This way, the client gets their full “hands on” treatment time as promised. 
 
Extending Treatments: If a client wants to extend their treatment, you must check with the front 
desk first to make sure you and the room are available. You’ll have to excuse yourself and check 
with the front desk.  
 
Cleaning/Recovery Breaks: Most appointments have a 15-minute cleanup plus a 15-minute 
recovery break for you. This 30-minute window allows you to say goodbye to your client, suggest 
products or stretches, clean and sanitize your room, and take a few minutes for yourself. While we 
try to include 30-minute breaks between appointments, there are situations where the breaks are 
reduced or removed for reasons outside our control. 
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Falling Behind: If you start getting behind, go to the front desk and ask for help. Delays can happen 
for many reasons. The front desk is trained in how to get you back on track without cutting 
treatment times. They can also help cleaning or other tasks if needed. 
 
Attitude 
Attitude is a choice you make. Choose to be positive.   
 
Bolsters 
Bolsters are stored under every table and offered to every client both when face down and face up. 
Make sure to clean and sanitize them between clients. 
 
Bonus Pay 
See Compensation. 
 
Booking Priority  
Clients will be booked with the provider most likely to deliver the best possible experience and 
results. In general, appointments will be booked in this order: 1) client requests; 2) best possible 
match based on client needs and provider skill set; and, 3) top-performing staff. Gender requests 
and other reasonable client preferences will also be honored whenever possible. 
 
Booking Times 
The system and front desk book appointments at these times so that all appointments are 
coordinated: 

9:00 am 
10:30 am 
12:00 pm 

1:30 pm 
3:00 pm 
4:30 pm 

6:00 pm 
7:30 pm 
9:00 pm 

Generally, appointments should be booked at the above times, unless there is a good reason to do 
otherwise. No one should remove cleaning breaks, change appointment durations, or adjust staff 
schedules without management approval. The last appointment of the day, including cleanup, 
ends at 9:15. Nothing should be booked later than that.  
 
Benefits 
All employees and their families can obtain insurance from our providers. You may be eligible for 
company assistance for part of your premiums as described below. Insurance starts 60-90 days 
after you’re hired. You are free to choose which plan you want, but the following rules apply. 
 
Full-time Employees: If you maintain a schedule of 30+ hours a week on average, you are eligible 
for company-assisted medical, dental, and vision insurance where the company pays 50% of the 
base premium in each category. If you choose a plan that is more expensive than the base plan, or 
you include family members, you are required to pay 100% of the additional costs. You must 
continue to work at least 30 hours a week to remain eligible. Scheduled breaks, time off, and time 
teaching at Massage Life Academy do not count toward your weekly hours. If you fall below 30 
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hours a week, you will receive a notice offering you mini-cobra, which allows you to keep your 
insurance at your own expense. 
Part-time Employees: You are welcome to get insurance for yourself and your family from our 
providers; however, you are 100% responsible for all costs.  
 
Deductions: Your share of the premiums are deducted automatically from your paycheck each 
month. If there is a change or error, we reserve the right to correct the deduction at any time.  
 
Which plan is best for you? If you need help selecting a plan for you and your family, call or text 
our agent Deb Nelson at 801-360-4254.  
 
Bonus Pay 
See Compensation. 
 
Breaks 
Everyone performs best and provides better experiences for clients when they have time to rest and 
recharge during their shifts. We provide ample opportunities for this.  
 
Cleaning/Recovery Breaks: Most appointments have a 15-minute cleanup plus a 15-minute 
recovery break for you. This 30-minute window allows you to say goodbye to your client, suggest 
products or stretches, clean and sanitize your room, and take a few minutes for yourself. While we 
try to include 30-minute breaks between appointments, there are situations where the breaks are 
reduced or removed for reasons outside our control. 
 
Scheduled Breaks (Blocked Time): We can include a scheduled break if you need one; it’s up to 
you. If you choose to add a scheduled break, keep these rules in mind: 

• Scheduled breaks should be for 30, 45, or 60 minutes.   
• Scheduled breaks can be moved up or down or changed to accommodate bookings. 
• We try to always honor your scheduled breaks but sometimes circumstances beyond our 

control may interfere. 
• If it’s slow, we reserve the right to remove your scheduled break altogether. This means you 

should use the time before or after appointments as your break.  
• Keep in mind that scheduled breaks and other blocks on your schedule don’t count toward 

your weekly hours. Lowering your hours may affect your income, insurance eligibility, and 
bonus pay. 

 
No Scheduled Breaks (No Blocked Time): If you choose not to have scheduled breaks, you are 
essentially using the 15-minute buffers and any times you’re not booked as your breaks. These 
unscheduled breaks count toward your total hours and do not affect income, insurance eligibility, 
and bonus pay. 
 
Hourly Employees: If you clock in and out, you must clock out for breaks. Breaks are unpaid and 
do not count toward weekly hours worked. 
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Cameras 
Cameras are recording 24/7 throughout the spa (excluding treatment rooms and restrooms). 
Management can access video and audio files as needed to prevent crimes, document reports, 
investigate safety or policy concerns, or monitor activities.  
 
Cancellations 
See website for policy details. Service providers usually receive their regular hourly or commission 
pay when clients cancel last minute. Some exceptions may apply. 
 
Cell Phones 
Cell phones are allowed in the break room, laundry room, classrooms, offices, and at the front 
desk if you work there. Cell phones are not allowed anywhere else in the spa—especially in 
treatment rooms. When you leave your phone behind, be sure to silence it so it does not disturb 
others. 
 
Documenting Clients: If you need to document client skin for medical purposes or before and 
after treatments, use the company phone or camera. Do not use your personal phones. No one 
should ever have any pictures or videos of clients on their personal phones for any reason. 
 
Creating Content: If you are a content creator, you may use your phone in the spa as long as 
everyone being recorded has given their Written Consent, and photos are used for professional 
purposes only. Consent forms can be obtained at the front desk (FORMS folder). Completed forms 
should be kept in the client, employee, contractor, or model’s file. 
 
Working at the Front Desk: If you work at the front desk, you may keep your phone near you and 
check personal messages occasionally, but don’t use your phone for more than a minute or two 
per hour, and don’t let customers see you on your phone. 
 
Children 
See website. 
 
Cleaning & Laundry 
You’re expected to clean up after yourself and your clients. It’s a requirement.  
Clean up includes: 

• Clean and sanitize your treatment rooms and everything used during your appointments. 
• Remake your table to the standard.  
• Deposit used linens, towels, and robes in the laundry room receptacles. Fold and replace 

clean laundry equal to any you and your client used.  
• Wash used slippers with soap and water and hang them to dry on the rack according to 

size. 
• Hang and tie robes neatly on hangers with the proper size tag (S/M, L/XL, 2XL/3XL).  
• Clean, disinfect, and return any equipment, supplies, stones to their proper place.  
• Pick up after your clients. Turn lost and found items to front desk. 
• Replace diminished candle batteries. 
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• Do a 10-minute cleaning task each time you work. See the front desk for your assignment. 
• Wash your own dishes and label and date any food left overnight in the refrigerator. 

Anything not labelled with a name and date may be thrown away. 
 
Clean up DOES NOT include: 

• Loading or unloading the washer and dryer (the front desk handles this). 
• Cleaning tasks that are not assigned or take longer than 10 minutes.  

 
If you’re a service provider, you receive $4 in spa bucks per day for completing ALL clean up 
responsibilities listed above. You must speak with the front desk and they need to sign you off for 
you to get credit. Don’t leave without speaking to them.  
 
If you want to do more than one cleaning task, or fold more laundry than you used, the front desk 
may award you more spa bucks as long as they pre-approve it. See Spa Bucks for more info. 
 
Commissions 
See Compensation. 
 
Compensation 
Our goal is to attract the very best service providers. As such, we offer: 

• Competitive pay  
• Generous sales commissions 
• High tips (often 20% or more) 
• Medical, dental, and vision options for employees and their families 
• Spa bucks that can be used for products, services, spouses, and friends  

 
Agreements: All employees, contractors, models, and paid individuals or entities are required to 
sign an agreement before starting work. Please refer to signed agreements for specific terms and 
conditions. If you want to discuss your pay, contact management. We are happy to meet. 
 
Timekeeping/Submittals: Anyone receiving pay must record time accurately using Booker, 
company timesheets, or another company-approved app. All invoices, receipts, reimbursement 
requests, expense reports, timesheets, and other requests for payment must be pre-approved in 
writing and turned in to management within 30 days of the date the expense was incurred or the 
work was performed. Submissions must include enough detail and supporting attachments, 
including dates, times, work performed, and receipts, for us to properly verify and approve the 
request. Employees must report all time actually worked, whether authorized or unauthorized. 
Unauthorized work may lead to discipline, but time that is actually worked must still be recorded 
and will be handled in accordance with applicable law. Contractor and vendor invoices that are 
incomplete, untimely, or not pre-approved may be delayed or declined. 
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Commissions: Commissions are paid as follows: 
 

Description Commission Payee 
Add-ons 30% Service Providers 
Product Sales 15% Service Providers 
Memberships 15% Front Desk 
Gift Cards 0% None 
Series 0% None 

 

To earn a commission, you must be the primary person to sell the service or product. You must 
actually close the sale. If you were merely an ‘order taker’ you shouldn’t get credit. The company 
reserves the right to reassign or cancel commissions for any reason. 
 
Bonus Pay: All bonuses must be offered in written form; verbal offers are null and void. 
 
Mistakes/Errors: Spa One reserves the right to correct any compensation errors. If there is an 
error, you will be notified and given the chance to discuss reconciliation. We do our best to avoid 
mistakes, but they can happen occasionally. To help avoid compensation errors, login to Booker 
and check your compensation history regularly to make sure it accurately reflects what has been 
agreed to in writing. 
 
Transparency: We believe in full transparency, so every hour, service, commission and tip paid to 
you is fully transparent and available for you to audit. Review details in your Booker app. If you have 
questions about your compensation, see management. 
 
Pay Adjustments: Employee wage deductions will not be made without your prior written 
authorization or as required by law. 
 
Quarterly Raises: Quarterly raises are available to many employees (some employees receive 
annual raises instead of quarterly; this section does not apply to them). Raises for service providers 
are based on company-wide metrics that include: 

• Booking requests ($.10) 
• Client reviews ($.10) 
• Product Sales ($.10) 
• Add-on Sales ($.10)  
• Loyalty ($.10) 
• Policy compliance (100% required) 

If you receive a raise, your pay will automatically increase the month following the close of each 
quarter. Raises take place in January, April, July, and October. You will receive your Individual 
Performance Report stating target goals, increased amounts, and opportunities for improvement. If 
you are written up for disciplinary reasons, your next raise will be forfeited. Raises are granted by 
the company in its sole discretion. 
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Pay Caps: Service Provider compensation is capped at $39.50/hour or 39.5%/service (up from 
$38.00 and 38% in 2025). Once an employee reaches the cap, they forgo pay increases in lieu of 
other compensation or benefits that may or may not be offered by the company. 
 
Pay Stubs/Tax Documents: Log in to the account’s portal to access your payroll and tax 
documents. See management for details. 
 
Complaints & Concerns 
If you have a complaint or concern, you have several options. 
 
Things you should do: 

• Talk directly to the person you have a concern with (in private). 
• Be kind and respectful. 
• Choose the right timing. Before an appointment is not a good time.  
• Report the concern to management by messaging a manager or by visiting the front desk 

and scheduling an appointment. 
• Submit comments and suggestions in the Employee Portal. See the front desk if you need 

help accessing the portal. 
• Talk to a friend, family member, or therapist that has nothing to do with the company.  

 
Things you should NOT do: 

• Talk about problems to clients or uninvolved staff. 
• Talk behind people’s backs. 
• Become angry or negative. 
• Hold your concern in and not address it. 
• Secretly hold a grudge. 

 
We want to hear your concerns and resolve them. Please give management the chance, without 
involving others.  
 
If you have a concern with another team member, try going directly to them to resolve the issue. Be 
assertive, not passive or aggressive. Just have a friendly conversation, be kind and considerate, and 
try to find a win-win. Remember our values and uphold them.  
 
If we receive complaints about you, or have concerns with your performance, we will address it 
with you privately. We will not do it in front of others, and we will keep the issues private and 
confidential. We ask that you do the same. 
 
When receiving complaints from others, use these guidelines: 

1. Listen and don’t make excuses. 
2. Let them finish; don’t interrupt except to ask questions and get more clarification. 
3. Summarize and repeat back what you heard. Make sure it’s accurate. One way to do this is 

to say, “Let me see if I understand…” 
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4. Empathize. Show them that you truly understand what they are feeling, and you care about 
their feelings. 

5. Own mistakes. Hey, mistakes happen. Nobody is perfect. But when mistakes happen and 
we handle them properly, they become golden opportunities to wow others and build 
stronger than normal relationships.  

6. Offer a solution that’s a win-win for everyone (including the spa). A 100% discount might 
work for you and a client, but the spa loses. Instead, find a way to make everyone happy. 

7. Don’t delay. Fix the problem/offer the make good immediately. If you need to investigate 
the problem further, get back to them as soon as possible. Don’t leave them hanging!   

8. Make sure everyone is happy with the outcome. 
9. Document everything thoroughly. 

 
Non-Retaliation / Protected Rights 

The company prohibits retaliation against anyone who in good faith reports discrimination, 
harassment, wage concerns, safety concerns, suspected unlawful conduct, or other 
workplace concerns, or who participates in an investigation. Nothing in this policy is 
intended to limit any employee’s right to report concerns to management or a government 
agency, or to discuss wages, hours, or working conditions as permitted by law. 

 
Confidentiality & Client Privacy 
Client information, treatment details, photos, schedules, contact information, pricing, payroll 
information, and other nonpublic business information must be kept confidential and shared only 
with those who need the information for legitimate business purposes. Do not access, copy, 
discuss, text, post, or disclose client or company information except as required for your job. 
Questions about privacy, medical information, records, or photos should be directed to 
management. 
 
Discrimination 
We expressly prohibit any form of discrimination or harassment in the workplace, and any 
employee engaging in such behavior will be subject to Disciplinary Action in the form of counseling, 
suspension, or termination. View our entire Discrimination Policy on our website and in the 
Employee Portal. 
 
Disciplinary Action 
Disciplinary action takes the following forms: 

1. Warning 
2. Writeup 
3. Termination 

 
If you are written up, you will be put on probation. You may be required to participate in training, 
lose hours or privileges, lose bonus pay or forfeit a raise, or be restricted from providing certain 
services for a period of time. In extreme cases, you may be terminated or even be referred to the 
State of Utah for licensing concerns.  
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If you complete your probationary period without further problems, you will return to normal status 
and regain privileges. 
  
Remember, your employment history follows you wherever you go. We want to be able to give you a 
glowing review when you need it. This can be an extremely valuable asset to you in the future. 
 
Drama 
See Negativity & Drama. 
 
Dress Code 
Service Providers: Dress in black or navy-blue scrubs or all black clothing without print. We 
suggest comfy scrubs above all, but yoga clothing, leggings, t-shirts, are allowed too. Shorts are 
okay as long as they cover half of your thigh. Sleeveless tops are okay as long as they are not 
revealing. Shoes should be closed-toed, black in color, comfortable and quiet. Black tennis shoes 
are perfect. No sandals, sox without shoes, bare feet, hats, bandanas, buttons, or pins, or print. 
Tattoos, piercings, colorful hair are totally fine.  
 
Front Desk & Managers: Dress in professional attire including dresses, slacks, shorts covering 
half the thigh, blouses, sweaters, and collared shirts. Black or grey T-shirts are okay as long as they 
have no print; other colors and prints are not allowed. Sweatshirts, hoodies, yoga clothes, or overly 
casual clothing are not allowed. Blue jeans, faded or whitewashed jeans, or jeans with visible wear 
or holes are not allowed. Hair and makeup should be done, but not overly done. Shoes should be 
closed-toed, comfortable and quiet. Sandals and tennis shoes are okay; high heels, socks without 
shoes, or bare feet are not. Hats, bandanas, buttons, and pins are not allowed. Tattoos, piercings, 
colorful hair are allowed.  
 
All Staff: Remember the 3B’s Rule: no exposed buttocks, boobs, and bellies (backs are okay). 
 
Drugs/Alcohol 
What you do on your own time is your own business, but when you’re at the spa or in the parking lot 
what you do affects everyone you work with. Therefore, employees are prohibited from carrying or 
using illegal drugs or alcohol at work. Anyone suspected of being under the influence will be tested 
(we keep tests on hand). Violation of this policy will result in Disciplinary Action including the 
possibility of immediate termination. 
 
Employment Agreement 
All employees sign agreements when they are hired. You should have received a copy. Refer to your 
agreement for specific terms and conditions that apply to you. If you need another copy, one can 
be obtained from management upon request. Also see Compensation. 
 
Early Arrivals - Clients 
If clients arrive early, the front desk should let them know they may be waiting longer than normal. 
We don’t prevent clients from arriving early, but we don’t encourage it either. See Appointment 
Timing & Flow for more information. 
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Employee Activities 
Seasonally, we host activities and events. Some include spouses and friends and some do not. The 
purpose of these activities is to build the team and provide fun and educational opportunities. 
Children are not allowed unless pre-approved by the company. Events are optional and do not cost 
employees anything. Food and beverage may be provided. Alcohol is never offered by the 
company, but you are welcome to BYOB unless otherwise stated. Please drink responsibly. The 
company will pay for rides to and from the event if needed. Just let us know and we are happy to 
arrange an Uber or Lyft for you. 
 
Employee Break Room  
We offer prepackaged foods, beverages, and snacks in the break room. Our goal is to make it easy 
and convenient to take care of yourself and avoid skipping meals. We know how busy it can get! 
Please pay for items you use; remember to record them. A current price list is available on the 
bulletin board. We can only offer this service if everyone pays for what they use. We don’t make a 
profit on items we sell. Everything is sold at or near cost. Any payroll deduction for employee 
purchases must be supported by the written acknowledgment or authorization required by law. We 
keep the record of charges so you can verify all charges. 
 
Employee Discounts 
Employees receive 50% off most products and services. Some exceptions apply. If the cost of the 
service is over 50%, you must pay cost. 
 
If you’re participating in training, you may receive the treatment for free. In some cases, you may 
need to pay direct costs. Get management approval before proceeding. 
 
Employee Parking 
Park in the back lot unless you’re working the front desk or leaving after dark; it’s safer for those 
closing the spa to leave at the same time through the front door. Parking in back reduces parking lot 
congestion, foot traffic, and disruption to clients. If the back lot is full, you may park in the Outback 
parking lot; we have their permission.   
 
Employee Perks 
See Training – Front Desk.   
 
Employee Portal 
The Employee Portal can be found at www.spaoneutah.com/employee-portal. Here you will find: 

• Upcoming events 
• Company policy 
• Employee FAQ 
• Benefit information & forms 
• Suggestion submittal  

  

http://www.spaoneutah.com/employee-portal
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To access the portal, go to the ‘Account sign in’ and enter the following email and the password 
provided by the front desk. If you need help logging in, contact the front desk. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Feedback/Openness 
Feedback is a major part of our culture. Everyone should be willing to eagerly accept and give 
feedback. Learn to give and take feedback freely, graciously, with appreciation. Don’t take offense 
if someone points out a problem or a better way to do something, and don’t get defensive or make 
excuses. When we stop giving or receiving feedback, we stop improving and service declines. 
 
When giving feedback, try saying: 

• Can I show you a different way to do that? I find if I do it this way it works better. 
• Are you open to feedback? 
• I noticed a few things that were missed. Can we discuss them? 

 
Asking permission always gives the person receiving the feedback a chance to adjust their mindset 
to a more willing perspective. If they are not willing, or they seem upset with your feedback, discuss 
the issue with management so we can address the problem further. 
 
When receiving feedback, try saying: 

• Thank you, I really appreciate the feedback. I’ll try what you’ve suggested and see how it 
works! 

• I appreciate your feedback. I learned to do it differently. Here’s what I’ve learned and 
experienced… Let’s get other’s perspectives as well. 

 
Food Service - Clients 
Tea, water and snacks are available at the refreshment bar for anyone receiving a service. The 
refreshment bar is not for employees or students. 
 
Additionally, these clients get Dubai chocolate cups and bubbly or sparkling water: 

• Birthdays 
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• Pedicures 
• Packages 
• Tub soaks 

Food service should be handled by front desk staff. All front desk staff are required to have Food 
Handler Permits. The company also employs a Certified Food Protection Manager. Copies of all 
licenses and permits are available at the front desk.  
 
Free Treatments 
See Employee Perks. 
 
Full-time Status 
Full-time status is achieved when you work 30+ hours a week on average. All full-time staff qualify 
for Benefits.  
 
Gratuity 
Gratuity is appreciated but not required. Soliciting tips is strictly prohibited. You keep 100% of all 
tips you receive. Cash tips are handed out daily. If you leave before picking up your tip, your tip will 
be placed in an envelope and put in the safe and given to you later. 
 
Groups  
Any party that takes three or more rooms is considered a group. Groups must complete and abide 
by our Event Agreement. 
 
Harassment 
We expressly prohibit any form of discrimination or harassment in the workplace, and any 
employee engaging in such behavior will be subject to Disciplinary Action in the form of counseling, 
suspension, or termination. 
 
Headphones/Ear Plugs/Electronic Devices 
Use of headphones, ear plugs, or electronic devices of any kind in the treatment rooms are strictly 
prohibited. See Cell Phones for more info. 
 
Holidays 
Since certain holidays are extremely busy, we need everyone to help meet demand. If you want to 
take time off during holidays you can, but restrictions apply. See Time Off. 
 
We are closed on these holidays: New Year’s Day, July 4, Thanksgiving, and Christmas. We close 
early (at 6:00 pm) on New Year’s Eve, Halloween, and Christmas Eve. 
 
Hot Towels/Caddies 
Three to four hot towels should be used in every treatment (e.g., back, feet, neck, etc.). Make sure 
the towels are used at the right temperature, neither too hot nor lukewarm. Turn off the hot towel 
caddies when not in use. Towel caddies are a fire hazard if left on overnight. Report broken or 
malfunctioning caddies to the front desk. 
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Late Arrivals (Clients) 
If clients arrive late, the front desk may cut time off the appointment if and only if it is not possible 
to start the treatment within 15 minutes of the scheduled time. The front desk will direct you and 
tell the client if time is being shaved off.  
 
If a client has not arrived within 20 minutes of the scheduled appointment; the front desk will 
consider it a No Show. Do NOT cut time off any appointment arbitrarily without being directed by 
the front desk. 
 
Late Arrivals (Staff) 
Please arrive at least 20 minutes before your first appointment or scheduled duties begin (unless 
you are on call). If you are running late, message the front desk. If you are late frequently, or arrive 
seriously late, you will receive a warning or write up which may prevent you from receiving a raise. If 
you are required to perform work before your scheduled start time, make sure that time is 
recorded. 
 
Laundry 
The front desk washes laundry. Please let them handle it; they are trained on equipment 
procedures and settings as well as health regulations. Service providers only need to fold the 
laundry they use. See Cleaning & Laundry. 
 
Laws 
Everyone is expected to honor and obey the law. Service providers must be licensed by the state 
and have an active license on display at the front desk (in the binder is okay). You are responsible 
for maintaining your own license. Failure to do so is a violation of law and company policy. 
 
Leads 
When it comes to couples, the senior staff member is the lead. The lead should take the initiative to 
introduce all parties, explain procedures, answer questions, and setting the pace of the treatment. 
The lead is the person with the most tenure at the spa. 
 
Locking Doors 
Treatment rooms should remain unlocked at all times. Entrance doors may remain unlocked during 
daytime hours but should be locked at dusk or when not attended. 
 
The last person to leave the spa is responsible for locking ALL doors: suite 1, suite 2, room 7, suite 
5, and the door in the storage/utility room at the end of the back hallway. Make sure to close doors 
completely before locking. Pull the door after locking to make sure it is secured. If you lose your 
spa key, report the issue to management immediately. 
 
Logins 
Always log in to your own Booker account, don’t use someone else’s, share passwords, or save 
your login information on work on computers. See Employee Portal for more info. 
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Manager on Duty (MOD) 
Each shift has a designated MOD (Manager on Duty). They have the authority to direct all staff and 
are responsible for the safety and wellbeing of everyone.  
 
MOD’s have the authority to: 

• Direct all staff 
• Handle problems and complaints, offer make goods and discount up to 20% 
• Resolve disputes between staff 
• Schedule appointments for management 
• Report problems to management 
• Review camera footage 
• Assign cleaning and laundry and sign off when tasks are completed satisfactorily 
• Award extra spa bucks when appropriate 
• Approve sick days and require doctor’s note or test results 
• Approve time off requests (as per policy) 

 
MOD’s do not have the authority to: 

• Discipline or fire anyone 
• Change or break the policy 
• Interpret or bend the law 

 
MOD’s are trained to: 

• Answer phones 
• Check in clients 
• Prepare and serve food 
• Clear dishes 
• Optimize rooms 
• Help flip rooms when needed 
• Remain professional and unemotional 
• Not get involved in drama, negativity, or talking behind people’s backs  
• Handle safety and security threats 
• Handle upset clients 
• Handle criminals  
• De-escalate situations 
• Protect clients and staff 
• Clean tub 
• Check out clients 
• And much more! 

 
Meetings/Training 
Some meetings and training sessions are mandatory, some are not. We will let you know which is 
which. If attendance is mandatory, you will be paid $12.00/hour. If attendance is optional, you will 
not be paid. If attendance is mandatory, you are expected to attend, arrive on time, and stay until 
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the end. Failure to do so may result in a Disciplinary Action. If you cannot attend for some reason, 
get preapproval in writing before missing the event.  
 
Moonlighting/Off-Property Appointments 
Providing services off property to any client (except family) in the database of the company is 
strictly prohibited, to anyone other than family, or other people who are pre-approved in writing by 
the company. See Non-Solicitation & Non-Competition Agreement. 
 
Negativity & Drama 
We do not allow gossip, bad-mouthing, passive-aggressive behavior, or disruptive negativity that 
harms the team, the client experience, or the business. Problems should be addressed directly and 
professionally whenever possible. If you cannot resolve an issue together, take it to management. 
Do not involve clients in internal conflict. Nothing in this policy is intended to stop anyone from 
raising good-faith concerns, reporting unlawful conduct, discussing wages, hours, or working 
conditions as permitted by law, or participating in an investigation. 
 
No Show - Clients 
No shows are subject to a 100% fee. Staff are paid their commission on no show fees as long as we 
are able to collect the fees. It is the front desk’s responsibility to get a credit card on every 
appointment. 
 
No Show/Refusal to Work - Staff 
You are required to show up for all scheduled shifts. If you fail to show up or refuse to work any 
scheduled shift, you will be subject to Disciplinary Action and even termination. Schedule shifts are 
defined as ANY shift that is published on Booker under your name. YOU are responsible to review 
your schedule and catch errors. Last-minute schedule changes are not allowed for any reason. If 
an error is made, we will fix it, but only if we have sufficient advance notice to do so. Otherwise, you 
MUST work all scheduled shifts and take all scheduled appointments (even errors). 
  
Non-Solicitation & Non-Competition Agreement 
As a condition of employment, employees may not solicit Spa One clients for competing services 
while employed by the company, and may not use confidential company information, client lists, or 
other protected business information for personal benefit or for the benefit of another business. 
Any post-employment non-solicitation, confidentiality, or restrictive covenant obligations will be 
governed by the employee’s separate written agreement and enforced only to the extent permitted 
by applicable law. For healthcare workers and other licensed professionals, this policy will be 
applied subject to any limitations imposed by law, including any right to inform a patient of the 
worker’s current or future place of employment where required by law. 
 
On-call Status 
On-call status is a privilege given to reliable staff. On-call status is granted on a case-by-case, 
hour-by-hour basis. On call allows you to stay home or run errands until your first appointment is 
booked. You may also leave the spa if you have windows of time that are not booked. You must 
arrive within 1-HOUR OR LESS if asked. While on call, you must keep your phone close, refresh 
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your screen often, and respond promptly to all messages. Front desk may ask you to come in, even 
if you are not booked, if the spa is busy and needs your help or is likely to get walk-ins. 
Compensation for on-call time, if any, will be handled in accordance with applicable law and your 
compensation arrangement. 
 
Pets 
See website for current policy. Staff may not bring pets to the spa. We love pets, but leave them 
home. 
 
Photos/Video/Content 
Client progress photos taken for treatment documentation and security videos do not require 
written consent. Use the company camera, phone, or tablet for all such documentation. Do not 
use your personal phone. No one should ever have any pictures or videos of clients on their 
personal phones for any reason. Photos should be labelled “not approved for use” and stored in a 
secure folder.  
 
Written Consent is required in all other situations whenever content (photos, video, voice, etc.) is 
created. This includes clients, employees, contractors, students, models, and anyone else. 
Everyone always has the right to participate or not in content creation every time content is 
created. Get their permission (every time). Get their written consent (one time).  
 
All content is owned by the company. Content may be used for professional purposes only and 
may not be used by any other party without the express written consent of the company. Consent 
forms can be obtained at the front desk (FORMS folder). Completed forms should be kept in each 
individual’s file. 
 
Plants 
Do not water live plants. If you notice a problem, report it to the front desk. 
 
Policy 
When you’re hired, you agree to abide by all written policies. Failure to do so will result in 
Disciplinary Action and forfeiture of bonus pay and raises as set forth in this policy. The company 
reserves the right to change this policy at any time with written notice to employees.  
 
Politics 
We respect your political views. That said, we wish to keep the spa a political-free zone and ask 
that political discussions stay out of client interactions and work areas to the extent possible. 
Political statements, symbols, stickers, buttons, memes, etc. are not allowed at the spa or in our 
chat rooms. Nothing in this policy is intended to restrict lawful discussion of wages, hours, working 
conditions, or other protected activity. 
 
Quitting/Terminating Employment 
When you were hired, you agreed to give a minimum two-week notice if you decide to leave. This 
allows us to find your replacement. The more time you give, the better. If you received a bonus 
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when you were hired, your eligibility to keep or receive that bonus will be governed by your written 
agreement. Any repayment obligation or other post-employment charge must be stated in a lawful 
written agreement and handled in accordance with applicable law. 
 
Raises 
See Compensation. 
 
Recycling 
As a company, we make every effort to recycle as much plastic, cardboard, and aluminum as 
possible. Place items to be recycled in blue bins designated as recycle bins. Place full bags of 
recycle materials by the back door and they will be hauled to designated sites. The spa also 
contributes money monthly to 4ocean to help solve the ocean plastic crisis. Also 100% of all sales 
proceeds of 4ocean products are donated to the cause.   
 
Religion 
We respect your religious views and will try to accommodate your religious practices the best we 
can. That said, we ask that you not discuss your views with other employees and clients at the spa. 
Religious statements, symbols, stickers, buttons, memes, etc. are not allowed at the spa or in our 
chat rooms. 
   
Repairs & Maintenance 
Report repairs and maintenance needs to the front desk. If equipment breaks, put a sticky note on 
it explaining what the problem is and put the equipment in the back so no one will attempt to use it. 
Don’t write something vague like, “broken.” Instead, explain what’s wrong like, “Won’t turn on.”  
 
Robes & Slippers 
Robes and slippers should be provided with all packages and tub soaks. You can also keep them in 
treatment rooms for use if a client needs a bathroom break. Make sure the robes are soft and fluffy, 
clean and smell good, and are neatly hung and tied on hangers. Make sure the robe and slippers 
match the client’s needs. After appointments, used robes should be discarded into laundry and 
slippers should be washed and rehung. Unused robes and slippers can be left in the room or 
rehung on the racks. 
 
Room Assignments/Optimization 
We do our best to minimize room changes between clients and staff. Always comply with room 
assignments. If you wish to change a room assignment, consult the front desk. Don’t change 
rooms without permission. 
 
Safety & Security 
Entrance doors may remain unlocked during daytime hours but should be locked at dusk or when 
unattended. Call 911 immediately if you encounter a dangerous or life-threatening emergency. 
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Incident Reporting 
Any accident, injury, near miss, safety concern, threatening incident, property damage, or other 
unusual event involving staff, clients, vendors, students, or visitors must be reported to 
management as soon as possible and documented before the end of the shift whenever 
reasonably possible. Stick to the facts, do not speculate about fault, and preserve any relevant 
photos, video, or witness information. 
 
Sales Commissions 
See Compensation. 
 
Sales Tax 
Sales tax is charged on retail items only (not services). Sales tax is automatically added in Booker 
at checkout. 
 
Schedules/Changes 
Tenured staff and top performers are allowed to choose their schedules first. We limit the number 
of staff based on client demand and facility resources.  
 
Temporary changes: Contact the front desk. See also Time Off or Sick Leave. 
 
Permanent changes: If you need to make a permanent change to your schedule, we are happy to 
work with you. Changes can be made with good reason, but we ask that you keep changes to a 
minimum. Seasonal changes are acceptable, weekly or monthly changes are not. Schedule 
changes need to be made two or more weeks in advance. Don’t wait until the last minute. If you 
have requests or pre-booked appointments that can’t be moved to others, you will need to take 
them, regardless of any changes to your schedule. Also note that your employment agreement may 
be based on you keeping a certain schedule or working a set number of hours, so changes to 
schedule may change your pay and benefits. Refer to your agreement for details. All changes are 
subject to management approval.  
 
Scheduling Errors 
You are required to show up for all scheduled shifts. If you fail to show up or refuse to work any 
scheduled shift, you will be subject to Disciplinary Action and even termination. Schedule shifts are 
defined as ANY shift that is published on Booker under your name. YOU are responsible to review 
your schedule and catch errors. Last-minute schedule changes are not allowed for any reason. If 
an error is made, we will fix it, but only if we have sufficient advance notice to do so. Otherwise, you 
MUST work all scheduled shifts (even errors). 
 
Sexual Harassment 
We are committed to maintaining a workplace free from sexual harassment. All employees are 
required to work in a manner that prevents sexual harassment in the workplace. Sexual 
harassment is against the law and all employees have a legal right to a workplace free from sexual 
harassment and employees are urged to report sexual harassment by filing a complaint internally 
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with management. Employees can also file a complaint with a government agency or in court under 
federal, state or local anti-discrimination laws.  
 
Sexual harassment will not be tolerated. Any employee or individual who engages in sexual 
harassment or retaliation will be subject to Disciplinary Action (e.g., counseling, suspension, 
termination). 
 
Sick Leave 
If you are sick, or have been exposed to someone who is sick, DO NOT COME TO THE SPA. Notify 
the front desk as soon as possible so they can begin making arrangements for your absence. Don’t 
wait until the last minute to contact the front desk; call, leave a voicemail, text, and use FB 
Messanger if needed.   
 
You do not need to make up sick days, but if you are asked, YOU MUST follow these rules: 

• Submit a doctor’s note, Covid test, or other acceptable proof of illness/injury. 
• Stay in touch with the front desk until all affected schedules have been blocked out and 

rescheduled. Do not disappear and leave the front desk hanging; stay in touch. 
• Open your schedule on other days if needed so the front desk can move appointments and 

personal requests to another time. 
• Work additional shifts or help out when others are sick. 

  
Failure to follow rules will count as a No Show/Refusal to Work and result in Disciplinary Action.   
 
Spa Bucks 
You earn spa bucks each time you work (see Cleaning & Laundry for details). Spa bucks are added 
to your own personal gift card and can be used for any service, except med spa treatments that 
require medications and/or needles. Spa Bucks may not be used for tips or products. 
 
When you are hired, you receive a gift card account that holds all your spa bucks. Spa bucks are 
automatically added to your gift card each month. If you want to know how many spa bucks you 
have, visit the front desk. They can show you a record of your day-to-day earnings. Your spa bucks 
are valid for as long as you are employed by the company. If employment is terminated for any 
reason, spa bucks expire. 
 
Stock Ownership/Equity Compensation 
We are an employee-owned company. From time to time, the company may invite eligible team 
members to participate in the ownership of the company through stock, stock options, stock 
grants, membership interests, profit interests, or other equity-based compensation, if and when 
approved by the company in writing. Any such opportunity is offered on a case-by-case basis, in the 
company’s sole discretion, and is never guaranteed. 
 
Any equity award is subject to the terms of the applicable plan documents, award agreement, 
shareholder agreement, operating agreement, vesting schedule, repurchase terms, transfer 



Copyright © 4/20/2026   24 
 

restrictions, and applicable law. If there is any conflict between this policy and those documents, 
the governing equity documents control. 
 
Nothing in this policy creates a promise of ownership, future grants, continued vesting, continued 
employment, dividends, redemption rights, liquidity, a public market, or any future payout. Equity 
awards may have little or no present value, may be forfeited in whole or in part, and may be subject 
to vesting, repurchase, rights of first refusal, transfer limits, and other restrictions. 
 
Equity compensation may have tax consequences. The company does not guarantee any particular 
tax treatment or financial outcome. Team members are encouraged to review all documents 
carefully and obtain their own legal, tax, and financial advice before accepting any equity award. 
 
Nothing in this policy or in any discussion about possible equity participation constitutes an offer 
to sell securities or a guarantee of future compensation. Any actual grant must be separately 
approved and documented in writing by the company. 
 
Suggestions 
We welcome your feedback and ideas. Suggestions may be made in our online Employee Portal at 
https://spaoneutah.com/employee-portal.  
 
Supplies 
We always want to keep surplus supplies on hand. As a general rule, we keep a full unopened 
bucket, bottle, or package (in some cases we need more than one). If anything is getting low, make 
sure to let the front desk know so we can reorder. Take all essential oil and Image bottles to the 
front desk when they are empty, so we know to reorder them. If you throw them directly in the 
garbage, we won’t know to reorder.  
 
Time Off (see Sick Leave if appropriate) 
Follow these steps when requesting time off: 

1. Plan in advance; last-minute requests are less likely to get approved. 
2. If you have client requests, we are unable to move them. You will need to work. 
3. Message co-workers and ask for help covering your shift. Ask if someone can trade or take 

your shift. If they agree, screenshot the agreement and send it to the front desk. They will 
make the change. 

4. If co-workers can’t help, contact the front desk. Ask to trade the days you want off for other 
days that the spa may need help.   

5. If approved, double-check your schedule to make sure it’s just what you want and there are 
no errors. You must work whatever is scheduled. See Scheduling Errors for details. 

6. If no one can help, and a trade is not possible, you may use one of your time off vouchers. 
Otherwise, you must work your shift.  

 
Reasons why time off may not be approved: 

• You’re pre-booked with requests. 
• We’re short-handed. 

https://spaoneutah.com/employee-portal
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• We are at peak demand. 
• You’re taking days off but not giving back days to help others. 

Management reserves the right to deny time off at its sole discretion.  
 
Time-off Vouchers 
Each employee receives three time-off vouchers per year. These are given to you when you’re hired 
and each year thereafter. Your birthday voucher can be used on your birthday or another date 
during your birthday month. The other two vouchers can be used at your discretion, as long as 
you're not booked with any requests. 
 
Trades 
Trades between staff are allowed only for training purposes. You can trade if ALL of the following 
apply: 

1. There are several free rooms not in use.  
2. Neither of you are scheduled to work. 
3. You get permission at the front desk. 
4. You use the time to learn and improve your skills. 
5. You must pay for products and supplies at the time of trade.  

 
Training 
Training is a pathway that benefits the company as long as it is traveled. Therefore, we continue 
training indefinitely. Some training is optional, some is mandatory. We’ll let you know which is 
which. 
 
Training & Quality Control – Front Desk 
Front desk staff participate in weekly training and quality control by receiving different services 
each week from different service providers. This provides the team with service knowledge, 
provider familiarity, and quality-control feedback so the front desk can speak about services 
accurately, confidently, and from informed first-hand experience when assisting clients.  
 
All employees receiving treatments must complete a survey after. These surveys are intended to 
help improve service quality, provider performance, and the overall client experience. We will keep 
your feedback confidential. 
 
This program functions as a training and quality control program rather than as wages, 
compensation, or other earned remuneration. If the company or its tax advisors determine that any 
portion of the program must be treated as taxable, that amount may be included in the employee’s 
wages and reported accordingly. 
 
Workplace Relationships 
Relationships with clients and students is strictly prohibited. If a consensual relationship develops 
between employees, the parties involved must promptly disclose it to management if there is any 
reporting relationship, supervisory authority, scheduling influence, or other conflict of interest. 
Relationships between managers and direct reports are never allowed. The company may take 
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reasonable steps to address conflicts, favoritism, or disruption that arise from workplace 
relationships. 
 
We expressly prohibit any form of discrimination or harassment in the workplace, and any 
employee engaging in such behavior will be subject to Disciplinary Action (e.g., counseling, 
suspension, termination). Refer to our Discrimination and Harassment policy in this policy, in the 
break room, at the front desk, and on the website in the Employee Portal. 
 
Write-Up 
See Disciplinary Action. 
 
Written Consent  
See Photos/Videos/Content. 
 


