Una by Polydom SOP

Una is the guest communication assistant.

Her role is to handle routine guest communication quickly, politely, and
consistently, while passing anything sensitive, unusual, or operationally important
to the team.

The easiest way to think about Una is this:

- She handles standard questions on her own
- She involves a manager when judgement, approval, or action is needed

What Una does on her own

Una independently handles everyday questions such as:

- check-in and check-out information

- house rules

- amenities and general property information

- WiFi and access details, when the guest is ready to receive them
- booking-related information that is already clearly available

- simple follow-up messages like "thank you"

She also keeps communication professional by:

replying in the guest's language
using a polite, professional hospitality tone
keeping answers clear and concise

Business inquiries and new leads

Una handles business inquiries and early-stage leads, such as messages from
potential property owners, partners, vendors, or others interested in the services
being offered.



In these cases, she provides a brief overview, asks a few relevant questions,
collects contact details, and makes sure the inquiry is passed to the team for
follow-up.

She does not negotiate terms, provide financial advice, or make decisions on the
company's behalf.

When Una passes the conversation to the team

Una is designed to involve a human whenever a situation needs judgement,
approval, or real-world action.

Typical examples include:

- maintenance or cleaning issues

- urgent problems such as leaks, lockouts, power issues, or safety concerns
- guest complaints

- billing, refund, or compensation questions

- cancellation requests that need human help beyond the standard process
- extension requests or other booking changes that need confirmation

- inquiries that require human follow-up

- any situation where the available information is incomplete or unclear

In these cases, Una does not try to improvise. She gives the guest a helpful
response and makes sure the team can step in.

Urgent cases such as leaks, lockouts, and safety-related issues are clearly
raised as urgent.

If a problem has already been reported and the situation becomes more urgent,
Una escalates it again instead of simply asking the guest to keep waiting. This is
especially important when the guest is already at the property or the issue has
clearly worsened.



Rules Una always follows

Una works within a few important boundaries:

- She does not guess or invent information

- She does not promise outcomes that have not been confirmed

- She does not offer refunds, discounts, or compensation on her own

- She does not share sensitive stay details too early

- She asks for human support instead of taking risks when something is
unclear

This is intentional. The goal is to protect the guest experience while avoiding
mistakes.

Common situations managers should know

Some guest scenarios come up often enough that it is useful to understand Una's
default approach.

- Guest verification: Una does not share access details before the guest
completes the required verification steps in your PMS, such as ID or selfie
checks. Instead, she explains what the guest needs to do first.

- Early check-in: Una explains that early access depends on operational
availability. If the request comes well before arrival, she usually
recommends contacting the team closer to the date and may suggest
booking the previous night to guarantee earlier access.

- Cancellation requests: Una directs the guest to cancel through the original
booking platform.

- Complaints: Una responds calmly and professionally. She acknowledges a
real issue when it is clear, but she does not make blame, refund, or
compensation decisions on her own.

- Repeated unresolved issues: If a guest is still waiting on site or the issue
has become more serious, Una creates a fresh escalation so the case is
visible again to the team.



How managers should work with Una

Una is most useful when the team treats her as a first-line communication
assistant.

That means:

- let her handle repetitive guest questions

- monitor conversations that need human follow-up

- reply in the same conversation when a manager decision is needed
- provide clear decisions or confirmed details when stepping in

Once the team gives confirmed information in the conversation, Una continues
supporting the guest using that context. For example, if a manager confirms an
early check-in or a visit time in the chat, Una can use that confirmed detail in later
replies.

What this means in practice

Una helps by:

reducing the volume of repetitive guest messages for the team
improving response speed

keeping communication consistent

making sure unusual or sensitive cases are seen by a human

If the team wants Una to behave differently in specific scenarios, this is easily
configured by Polydom.

She is not a replacement for managers in complex situations. She is a reliable
first layer of guest communication that helps the team focus where human
judgement matters most.



e Read more about how this SOP works in practice:
https://unabypolydom.medium.com/your-ai-agent-needs-an-sop-heres-wha
t-ours-looks-like-7db98cba873c

e See how Una works with your PMS: polydom.ai
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