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Ldi gidi thidu

uoc ta dang budc vao thoi ky cong nghiép héa, hién

N dai héa nham dua Viét Nam trd thanh nuce cong
nghiép van minh, hién dai.

Trong sy nghiép cdch mang to lon ds, cong tdac dao tao
nhan luc ludn giit vai 1ro quan trong. Bdo céo Chinh i cra
Ban Chdp hanh Trung wong Ddng Cong sdn Viét Nam tai
Dai hot Ddng toan quéc lan thir IX dd@ chi ré: “Phét trién
gido duc va dao tao 1a mot trong nhilng déng luc quan trong
thic ddy su nghiép cong nghiép héa, hién dai héa, 13 diéu
kién dé phat tridn nguon lyc con ngudi - yéu (6 co ban dé
phét trién xa hoi, tang trudng kinh 1€ nhanh va bén vimg".

Qudn trigt chii truong, Nghj quyét ciia Pdng va Nha nudc
v@ nhdn thic ding ddn vé tam quan trong ciia chuong trinh,
gido wrinh déi véi viéc ndng cao chat lugng dao tao, theo dé
nght cda S¢ Gido duc va Pao tao Ha Ngi, ngay 23/9/2003,
Uy ban nhan dan thanh phé He Néi da ra Quyét dinh s&
5620/QD-UB cho phép S0 Gido duc va Pao tao thuc hién deé
an bién sogn chwong trinh, gido trinh trong cdc truong Trung
hoc chuyén nghigp (THCN) Ha Noi. Quyét dink nay thé hién
su quan tam sau sdc ciia Thanh ity, UBND thanh phé trong
vige ndng cao chdt lugng dao tao va phdt trién nguén nhan
fiwe Thit do.

Trén co so chweng trinh khung cia Bo Gido duc va Pao
lao. ban hanh va nhimg kinh nghiém riit ra tir thuc 16 ddo 1ao,
So Gido dyc va Daa tao da chi dgo cdc triong THCN 16 chite
bién sogn chueng irinh, gido trinh mot cdch khoa hoc, hé



thong va cdp nhdt nhitng kién thitc thyc tién phit hop véi doi
twong hoc sinh THCN Ha Noi.

Bo gido trinh nay la tai liéu gidng day va hoc tdp trong
cdc truong THCN o Ha Noi, dong thoi la tai liéu tham khdo
hitu ich cho cdc truong ¢6 ddo tao cdc nganh k¥ thudt - nghiép
vy va dong ddo ban doc quan tam dén van dé hucng nghiép,
day nghé.

Viéc 16 chitc bién soan bo chuong trinh, gido trinh nay
la mét trong nhiéu hoat déng thiét thuc cia nganh gido duc
va dao tao Thit dé dé ky niém “50 nam giai phong Thii d6”,
“50 ndm thanh ldp nganh” va huong toi ky niém “1000 ndm
Thdng Long - Ha Noi ™.

Sd Gido duc va Bao tao Ha Noi chéan thanh cam on Thanh
uy, UBND, cdc sd, ban, nganh cia Thanh phd, Vu Gido duc
chuyén nghiép Bé Gido duc va Dao tao, cdac nha khoa hoc, cac
chuyén gia dau nganh, cdc gidng vién, cdc nha qudn ly, cdc
nha doanh nghiép dd tao diéu kién ginp dé, déng gop ¥ kién,
tham gia Hoi dong phdn bién, H6i déng tham dinh va Hoi
dong nghiém thu cdc chuong trinh, gido trinh.

Day la ldn ddu tién 86 Gido duc va Pao tgo Ha Ngi 16
chirc bién soan chuong trinh, gido trinh. Dii dd hét sic cd
gdng nhiung chdc chdn khéng trdnh khdi thiéu sét, bat cdp.
Chiing t6i mong nhdn dugc nhiing y kién ddng gop ciia ban
doc dé€ ting budc hoan thién bé gido trinh trong cdc lan tdi
ban sau.

GIAM DPOC S GIAO DUC VA DAO TAO



L&i néi dau

Kinh dounh khéch san du lich la mgt nganh méi phdt trién & nude ta trong
nhitng ndm gan ddy, bude ddu né dd khing dinh duoc ché dimg va vai tro
trong nén kinh 1€" qudc dan. Doi ngit nhdn vién trong khdch san, ddc biét la
nhdn vién bg phdn 1€ tdn ¢6 vai tro quan trong, quyét dinh dén sw thanh bai
trong hoat dong kinh doanh ciia doanh nghiép khdch san.

Nhdn vién 1€ tan la ngudi ddu tién va la nguoi cudi cing dai dién cho
khdch san dé dén tiép, tiép xiic va tién khdch, nguoi déng vai tro quan trong
trong viéc gici thi¢u, qudng bd sdn phdam dich vu ciia khdch san cho khdch.
Chinh vi vdy, doi hoi nhdn vién ¢ tin khong chi ¢6 ngoai hinh dep ma phdi la
ngUoT 6 chuyén mon nghiép vy, thanh thao ngoai ngit, ¢6 khd ndng giao tiép
ung Xu cang voi su hiéu biét van hod - xd hoi.

V&i nhitng yéu cdu nhie vdy, cudn gido trinh Thue hanh nghiép vu 1€ tan ra
doi nham ddp ing nhu cdu dao tao nghé 1€ tdn trong xu hwéng hoi nhdp khu
vife vd thé gioi, ddp ing sw phdt trién cia nganh du lich Viét Nam. Pdng thoi
day ciing la tai liéu tham khdo cho nhitng doi tuong quan tam &1 Iinh vuc ndy.

Do lan ddu tién bién soan khong thé tranh khoi nhitng sai sét. Chiing 16
rdt mong nhdn dugc nhitng y kién cia ban doc dé gido trinh ngdy cang hoan
thién hon. |

Quu gido trinh nay, ching 16i xin chdn thanh cdm on su quan tam, gitip dé
ciia Hoi dong khou hoc So Gido duc va Dao tao Ha Noi, Hoi déng khoa hoc
Truong TH Thuong mai va Du lich Ha Ngi, céc ban déng nghiép va ddc biét la
cdc gidng vién khou Khdch san du lich truomg Pai hoc Thuong mai dd tén tinh
giup dé chitng t6i trong sudt qud trinh hodn thién gido trinh.

Xin chdn thanh cdm on!

TAC GIA



Bai md dau

KHAI QUAT CHUNG VE MON HOC
THUC HANH NGHIEP VU LE TAN

1. Gidi thiéu chung vé mén hoc

Nhan vién bo phan 1€ tan 1a bo mat cha Khich san, 13 ngudi ddu tién va
ciing 1a ngudi cudi cling ti€p xic v6i khich, nhan vién 1€ tan déng vai trd quan
trong trong viéc gidi thiéu quang b hinh anh cia khédch san. Chinh vi vay ddi
hoi nhan vién 1€ tan phai c6 trinh do ngoai ngit théng thao, c6 phong céch giao
ti€p tmg xir, c6 ngoai hinh, ¢6 khé nang chiu dung, thuyét phuc khdch d€ lam
hai long moi d6i tugng khich.

Gido trinh Thye hanh nghiép vu 1€ tin gidi thieu nhimg van dé co bin vé
mat Iy thuyét cling nhu thuc tién trong viéc phuc vu khéch, xir 1y nhimg tinh
hudng thudng xuyén xay ra trong qué trinh phuc vu khich cia nhan vién 12 tan.

2. Myc tiéu chung ctia mén hoc (muc tiéu tdng quat)

Hiéu r6 nhimg kién thic co ban c6 hé théng vé phuong phép 6 chie, thuc
hi¢n cdc Nghi€p vu 1€ tan va cic quy trinh phuc vu khdch, nhim ddp iing yéu
cdu kinh doanh c6 hi¢u qua cia khich san, nang cao chét lugng phuc vu d6i
v6i khdch san, thod mén nhu cdu ngay cang cao cuiia khéach hang.

3. Muc tiéu cu thé

Nam vimg dugc cdc chinh sdch clia Dang, phap luat cha nha nuéc, cée quy
dinh cua nganh, néi quy cia khdch san, néi quy cia bé phan 1& tan ma nhan
vién phai thue hién.

Hiéu duoc nhimg kién thitc co ban clia mon hoc, nim viing quy trinh phuc
vu khéch cla b¢ phéan 1€ tan. Rén luyén ky nang thuc hanh thanh thao céc
nghiép vu chi yéu cha nhan vién 1 tan trong quy trinh phuc vu khéch. Trén co
sd kién thitc chuyén mén dugc trang bi, ngudi hoc phai van dung kién thirc da



hoc vao qud trinh thuc hanh va thuc t€ céng viée sau nay khi ra trudng. Buc rit
kinh nghiém khi giao ti€p tmg x1r véi khdch hang, x{r 1Y kip thoi cdc tinh hudng
khéch dé ra.

4. Vi tri cita mén hoc

Mén hoc Thiee hanh nghiép vu 1é tdn 1a moén chuyén mén chinh ciua chuyén
nganh 1& tan khéch san vin phong hé trung hoc chuyén nghiép.

Hoc sinh cin ¢6 kién thitc co ban vé cdc mon hoc co s&, mon hoc Ly thuyét
nghiép vu 1€ 1an trude khi hoc mon nay.

5. Tinh chat cta mén hoc

Mén hoc Thite hanh nghiép vu 1€ rin mang tinh thuc tién vi cdc quy trinh
nghiép vu dugc dé cap trong gido trinh 1a nhitng céng viéc thuc t€ ma ngudi
nhan vién 1& t4dn phai thuc hién khi phuc vu khéch.

6. Két cau ndi dung

Chuong 1: Chao dén, giao ti€p véi khich va cdch sir dung cac thiét bi dung
- cu tai bo phan 1€ tan
Chuong 2: Ti€p thi va ban hang
Chuong 3: Nhan dat budng
Chuong 4: Lam thi tuc nhén budng
Chuong-5: Phuc vu khach Jiru tri
Chuong 6: Lam thi tuc tra budng
Chuong 7: Sir dung phan mém quan Iy khéch san



.Chu’o’ng 1

CHAO PON, GIAO TIEP VOI KHACH
VA CACH SU DUNG CAC THIET BI
DUNG CU TAI BO PHAN LE TAN

Bai 1

TAC PHONG, TRANG PHUC
CUA NHAN VIEN LE TAN

Muc tiéu

- V& kién thire: Hiéu dugce tAm quan trong clia viéc chudn bi tac phong, trang phuc
cua nhan vién 1& tan khi don tiép va phuc vu khach.

- V& ky nang: Thuc hién thanh thao trong viéc chudn bj tac phong, trang phuc cla
nhén vién Ié tan khi don tiép va phuc vu khach.

- V€ thai d6: Ren juyén chudn bi tac phong, trang phuc cila nhan vién 1& tan can
than, nhanh nhen va nghiém tuc.

I. TAC PHONG VA TRANG PHUC CUA NHAN VIEN LE TAN KHI
PON TIEP VA PHUC VU KHACH.

La mot nhan vién 1€ tan phéi chudn bi bit dau ca lam viéc khoa hoc diing
trinh ty. Khau chudn bi 1am viée 12 nhiém vu rat quan trong d6i véi nhan vién
1€ tan. Khi da chudn bi t6t s& gip cho qud trinh 1am viéc chir dong va dat duoc
hi¢u qué cao trong qud trinh phuc vu khdch. Khau chudn bi lam viéc ciia nhan
vién I€ tan bao gém:



- Bét d4u chudn bi ngay tlr & nha, tim rira v2 in mic chinh té va di t6i lam
viéc, nhan vién 1€ tan phai luon chi ¥ dén dién mao cd nhan.

- Phai 1én k€ hoach chuan bi lam viéc ngay tir ddu ca lam viéc, cong viéc
nay s& gidp cho nhéan vién 1€ tan tiét kiém thoi gian va chii dong trong qua trinh
phuc vu khich tranh dé xdy ra nhung sai s6t. Nhan vién 1€ tan luon danh vai
phiit ddu ca lam viéc dé kiém tra cdc trang thiét bi, cic d6 ding bo tro nhur biit,
vian phong phdm.

- Phai sédp xé€p khu vuc 1am viéc ciia bo phan 1€ tan sach s&, ngan nép c6 6
chitc. Qudy 18 tan 1a noi giao dich gitta khdch va nhan vién 1€ tan, qudy 1€ tan la
" trong diém tap trung dong khach nhét tai dai sanh cla khich san, vi vay khu
vire [am viée clia bo phan 18 tan phai duge gilf gon gang, ngin ndp dé giit gin
hink anh vé tinh chuyén nghiép va chit luong cao ctia khach san.

1. Dién mao ¢a nhan

Nhan vién 1& tan khach san la bd mat ciaa khach san, 1a nguti thudng
xuyén ti€p xudc voi khdch, do vay cédn phai vé sinh ca nhan sach s€, an méc
gon ging. Dién mao c4 nhan bén ngoai cua nhan vién 1& tan phan 4nh hinh
anh cua khach san.

Hinh 1.1: Chudn bi dién mao cd nhdn



* Vé sinh cd nhdn:

- Tam rita sach & hang rigay.

- Tranh diing nhitig loai m§ phdm ¢6 mii thom dam,
Vi du: Nuwde hoa, ddu thom cao rau.

= V& sinh rang miéng hang ngay, tranh sir dung thitc an d€ lai mui khé chiu.

* Téc, mit va tay:

- Tée phai sach s& gon gang vA diing kiéu céch. D8i véi nam nhan vién 18
tan cét téc gon gang, d6i vdi nhat vien 12 tan nir phéi budc téc vé phia sau gay.

- Trang di€m nhe nhang trénh trang diém lot loet va mét qu4 nhiéu thdi gian,

- Khong deo nhiéu dé trang siic, khong deo fihdin mat d4 to va séc.

- Bhn tay v méng tay
phdi that sach s&, duoc cét tia
cdn than. D6i v6i nam thi cit
ngan méng tay. D&i véi nir
khong dé méng tay qua dai,
trdnh son moéng tay mau sam.

- Phai thudng xuyén rira
tay sach s&€ ngay ca trong ca
lam viéc.

* Dong phuc:

- Mac dang trang phuc
khdch san quy dinh.

- Trang phuc phai luén
sach s€ va gon gang.

- Gifly, dép phai ding
ki€u cdch, duge dénh rita sach
s€ va gilr gin theo diing tiéu
chuan.

* Tuw thé:

- Dimg thang va luén thé
hién vé bé ngoai tuoi tinh,
mang tinh nghiép vu.

Hinh 1.2: Chudn bi tu thé tdc phong
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2. Khu vuc lam viéc

Phai chuén bj t6t Khu vuc 1am viée clia bd phan 18 tan ngay tir ldc ddu cla
mdi ca lam viéc. Bao gém:

- Tat cA mdy méc va thiét bi déu duge bat va san sang lam viéc, chuin bi
san sang gidy va but.

- Cdc vat dung hé trg khdc nhu 13 roi quang cdo vé khéch san, cdc biéu
méu va cdc sé sach phai dé vao ding noi guy dinh.

- Chuén bi 16t cdc thong tin mé6i cap nhat lién quan dén cong viée trong ca.

Vi du: Ngay tir ddu ca nhan vién 1€ tan phai doc s6 giao ca d€ tim hiéu
nhimg thong tin cdc ca truée, tim hiéu danh sdch khdch dén trong ca, danh sach
khach thanh todn rost khach san trong ca, tim hi¢u cap nhat cdc théng tin vé tinh
trang budng...

- Khu vire dai sanh phai duge sép xép theo diing chuin muc chuyén mon.

- Qudy 1é tan vA khu wvite xung quanh phéi dugce sip xép gon gang, ¢6 16 chife.

* Trang thiét bi:

Nhan vién 1 tan phai kiém tra céc trang thiét bi clia bo phéan 1€ tan ngay tir
d4u ca lam viéc. Céc trang thiét bi tiéu chudn bao gdm mdy vi tinh, méy in,
may photocopy, mdy ci thé tin dung, mdy thé chia khoa... Viéc chi y bao quan
cdc trang thiét bi cé vai trd rat guan irong.

Vi du: Mdy vi tinh truc trac khong hoat dong duge anh hudng rat nhidu dén
cong viéc cua nhan vién 1€ tan.

* Mdu biéu va dung cu vin phong phdm:

Nhan vién 1 tan phdi chudn bi van phong phdm phi hgp di cé du trong
tdm tay clia nhan vién nhuw: bit, phi€u nhan dit buéng, phiéu ding ky tam tri,
gidy x4c nhan thé tin dung, phi€u ghi tin nhén, tap gdp gidi thieu khach san,
bang gia budng.....

* Khu viee dai sanh:

Phai sip x&p khu vue dai sanh sach s€ gon gang tao bau khong khi 4m ciing
vi mot moi trudng dé chiu. Mét vai yéu t6 ¢6 anh hudng d&€n moi trudng phai
duge bo phan 1é tan kiém tra bao gém: dnh sdng, nhiét do, su thodng khf, cich
trang tri...

12



Hinh 1.3: Dai sanh cua khdch san
* Quay lé tan:
Qudy 1€ tan 1a noi ti€p xdc hang ngay giita khdch va nhan vién 1& tan. Do
vay nhan vién 1€ tan phdi thudng xuyén bé tri sip x€p gon gang, vé sinh quiy 1&
tan dam béo ludn sach sg, tranh dé qudy 1& tan bui bdn tao 4n tuong khong t6t
cta khéch vé khéch san.

Hinh 1.4: Quay lé tdn
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van

0. THUC HANH VIEC DON TIEP KHACH CUA NHAN VIEN LE TAN
1. Diéu kién thuc hién

1.1. Pia diém thuc hanh: Phong thuc hanh i€ tan.

1.2. Thiét bi dung cu: Qudy 1& tan, déng phuc, bi€u mau s sich, thiét bj

phong phdm...

1.3. Theoi gian thue hanh: 5 tiét
2. Trinh ty thuc hién

2.1. Kiém tra tac phong, trang phuc ciia nhan vién Ié tan khi don tiép
va phuc vu khach. - '

2.2. Trinh ty tign hanh

TT

Tén cong viéc

Thiét bi dung cu

Yéu cau k¥ thuat

1

Dién mao c4 nhan

Phbng thure hanh 1& tan,

- V¢& sinh c4 phan sach

quiy I& tan, déng phuc.

qudy 1é tan s& theo diing quy dinh.
- Béng phuc gon gang
ding quy dinh
2 | Khu vie 1am viéc | Phong thyc hanh 1€ tan, - Chudn bi khu vurc 1am
quay 18 tan, may dién viéc theo ding quy
thoat, mdy fax, may vi dinh.
tinh, gid dé tai liéu...
3 | Tu thé tdc phong | Phong thuc hanh 18 tan, - Tu thé tac phong

ding theo chuyén mfn
nghié¢p vu.

2.3. Huéng dan thuc hién trinh tu chuan bi tac phong, trang phuc cia
nhan vién lé tan khi dén ti€p va phuc vu khach

Tén cong viéc

Huong dan

Dién mao ¢4 nhan

- V& sinh ¢4 nhan sach sé€.

- Téc, mit va tay gon gang, sach s€.
- Déng phuc sach s& gon gang, mic ding déng phuc
khéch san quy dinh. '

14




Khu vire lam vige | - Trang thiét bi day db hoat dong t6t

- Méu bi€u va dung cu vin phong pham ddy da va dugc
dé ding noi quy dinh.

- Khu vuc dai sanh vé sinh sach s&, sap x€p gon gang tao
tinh thAm my.

- Qudy 1€ tan v¢ sinh sach s, sép x&p cdc trang thiét b
khoa hoc, trang trf ¢6 tinh thdm my tao duge 4n nrong
cho khéach.

Tu the tdc phong | - Ding théng ding hoing, théi d6 vui vé, chil déng chao
don khach.

3. Cac dang sai hong va cach phong ngira

TT | Hién tugng Nguyén nhan Cach phong ngira

1| Chudn bi dién | Do cdu tha, khong chii ¥ | Phai chép hanh néi quy,
mao c¢d nhan | trong qua trinh chudn bj|quy dinh clia khach san
chra tét. dién mao c4 nhan. vé€ diégn mao c4 nhan
trong khi 1am viéc

IIL KIEM TRA PANH GIA

Ki€m tra dénh gid cho diém hoc sinh vé chudn bi tac phong, trang phuc cia
nhén vién 1€ tan khi don ti€p va phuc vu khéch.
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Bai 2

- CHAO bON KHACH

Muc tiéu

- V8 kién thire: Hiéu rd 1Am quan trong cla viéc chao d6én khach mét cach néng nhiét
theo dung chuyén mén nghiép vu.

- VB k§ nang: Thuc hién thanh thao cach chao dén khach theo ding chuyén mdn
nghiép vu.

- V& thai d5: Rén luyén tac phong cén than, nhanh nhen, nghiém tic khi chao dén
khach dén khach san.

I. KIEN THUC CHUYEN MON CACH CHAO PON KHACH

Chao dén khdch 13 cir chi ban ddu gap nhau giita khach va nhan vién [& tan.
N6 thé hién thai do tinh cAm clia nhéan vién 18 tan trong hoat dong giao ti€p vai
khdch, nham cung cé va duy tri mdi quan hé giita khach va khéch san.

Chao d6n khich cé vai trd rat quan trong trong quy trinh phuc vu khich
clia bo phan 1& tan. Yé&u & ddu tién khach truc tiép ti€p xiic véi nhan vién L€ tan
rit quan trong, do vay nhan vién 1€ tan phai cé chinh séch chao dén khiach mot
cdch than thién tao thém sy tin tudng cho khach v€ khach san ma khéch hang
di lua chon Juu trd. Néu yéu t dau tien khéch ti€p xiic véi khéch san, khach
khong c6 thién cam vé Khdch san s& anh hudng rdt nhiéu vé hig¢u qua Kinh
doanh clia khach san & hién tai va trong tuong lai.

Chao dén khdch dén véi khach san 13 buée quan trong trong qud trinh lam
thé tuc nhan budng v ding ky khich san cho khidch. Cich chao don khéch
néng nhiét kip thdi, hiéu qua va trang trong phdi dwoc thé hién véi moi vi
khach dén khach san. Nhan vién 1€ tan phai ludn chi dong chao dén khéch, tao
an tuong véi khach ngay tir gidy phiit déu tién.
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1. Nguyén tic chung cla viéc chiao don khach téi khach san
Tat ca moi khach hang dén khach san déu phai duge chio dén theo diing
ki€u cdch, dé 12 trang trong, kip thoi va hiéu qua.
Xin kinh chao ba.
Khach san MAYFLOWER han hanh duoc doén ti€p.

Toéi c6 thé phuc vu ba chua a?

VFIOWER

Hinh 1.5: Cdch chao dén khdch

Khéch thutng dén khéch san bang nhiéu loai phuong tién giao thong khéc,
nhau, khéch ¢6 thé di mot minh hodc cling mot nhém. Do vay nhéan vién 1& tan
phai cé cich chao dén cho phit hop véi timg vi khdch nhung kKhong duoc dé
that 1€ véi bat ky mot vi khéch nao va ciing khong nén chi danh wu tién chio
dén mot ngudi.

* Loi chao don khdch:

M&bi khéch san ¢ mot chinh sdch, quy tic rieng vé cich chio dén khach.
do cé thé la:

- Chao dén bang dai tir nhu Ngai, Quy Ong, Quy Ba... hoic bing tén clia
ho (truong hop khach quen)

- Tu gi6i thigu tén clia nhan vién 18 tan.

Vi du: Tén t6i 1a Lam Hing.

- Nhan vién st dung 1&i chao dén chuin myc clia khich san quy dinh dé
chao doén khich.

Vidu: Xin chao dén Quy khéch dén véi Khdch san thuong mai du lich. Téi
cé thé giiip gi cho quy khach khong a?

2. GTTHNVYLT-A



Dicu quan trong trong cdch chiao dén khich ctia nhan vién i€ tan phai that
than thién, don tiép khdch that vui vé thé hién duoc thién cdm chia khdch san
déi v6i khach va thé hién nhan thitc clia nhan vién 12 tan, trdnh chdo dén khach
mot cdch qué sudng si, thicu thién cam déi véi khdch hoac thi€u chan thanh.

* Lich su va trang nha:

Mot nhan vién 1& tan chuyén nghiép cén phai ¢6 phdm chat: téc phong ding
hoang. ¢6 ¥ thite va cam nhan nhay bén, cé phong cach giao ti€p tng xu, ding
vé b€ ngoai gon gang lich thiép. Pay I3 y€u td rit quan trong doi véi nhan vién
1€ tan. Luén the hién tdc phong dao dic tor, vui vé khi tidp xuc vdi khich va
dong nghi¢p s¢ tao ra moi truomg phi hop tao duoc dn tuong t6t vdi khach.

* Cdch chao don khdch quen:

Khi khach quen dén khdch san nhan vién 1& tan phdi ¢6 mot tri nhé dé cé
thé nhan biél chinh xdc vi khdch d6 1a khdch quen da timg luu tri tai khdch
san. Khi chao dén khdch quen nhan vién 1€ tan phat chao dich danh tén c¢ia ho,
nhu vay khdch cam thdy minh duge khach san rat quan tam.

Vi du: D61 voi khach nude ngoai khi 161 khach san.

Xin chao mimg quy 6ng Stenven di t6i khich san Thuong mai du lich cua
chung toi. To6i ¢ thé gitp gi cho quy ong.

- Pé&i véi khich trong nutde nhan vién 18 tan ¢6 thé chio dén khach bing
ngdi thi nhwe Bac, ¢6, chi, anh, chi...

Xin chao mimg anh Lam Hing da t&i khich san thuong mai du lich cla
chiing em. Em ¢6 thé gitip gi dugc anh khong a.

* Cdach chao don khdch doan:

Khi khich di theo doan t6i khdch san nhan vién 1& tAn phéi tim hi€u v2 phai
nhan biét trong doan khach ai 1a hudng dan vién, ai 1a trudng doan. Khi doan
khdach vao trong khach san nhan vién 1¢& tan phai gin 101 chao dén véi tat ca
thanh vién trong doan khédch, mdi cdc thanh vién trong doan khdch ngdi nght &
dai sanh, nhan vién 1& tan c6 thé ti€p truong doan khdch hoac hudng din vién
dé lam thu tuc dang ky cho tit ca doan khdch nhanh chéng. $ méi khach san
déu ¢6 thi tuc chao don khach coa riéng minh. O mot vai khéch san, hoat dong
nay rdt don gian dé tao an tugng 16t cho khdch coi khdch san nhu ta moét noi
than thién dé luu tri, cdc hoat dong nay ¢6 thé bao gém:

- Chao dén ca doan khich khi khdch téi khach san.

2. GTTHNYLT-B



Vidy: Xin chdo ming tat ca quy khdch t5i khach san Thuong mai du lich
cua ching toi. Toi ¢6 the gidp gi cho quy khéch.

- Mdni cdce thanh vién trong doan khéch ngéi nghi tai dai sanh, san dé nhéan
vién 1€ tan s& lam viéc vai huéng din vien, truéng doin khéch,

Vidu: Xin moi quy khdch ¢d thé ngdi nghi tai dai sanh.

- Moi1 khdch mot loai dé udng chic mimg khi khéch téi.

- Gigi thiéu cho khédch xem tap thong tin vé khéch san.

- it thiép chic mimg & frong budng & ctia kKhéch.

- Mot 56 khéch san cé hé théng may vi tinh néi véi ti vi trén budng cua khéch,
nhan vién 1€ tan ghi 1&1 chiic ¢4 nhan chuyén 1én i vi 'rong buéng ciia khdch.

- St dung biéu ngir hoac bang tin dé chdo dén khach.

"Kinh chao cac quy ba quy éng.

HOom nay chang to6i dugc han hanh
don tiép cac quy wi tgi Viét Nam”

Hinh 1.6: Cach chao don doan khdch

* Cach chao dén khdch quan trong:

Moi vi khdch khi dén khich san déu quan trong nhung c6 vai truomg hop
nhan vién 1€ tan dac bigt chi ¥ t6i mot cd nhan khédch nao do. Chiing ta goi déi
tuong khach nay la khach quan trong (khdach VIP). Khdch VIP |a nhimg ngudi
¢6 vi tri trong xa hoi. Vi du: quan chitc cao cdp nuée ngoai, gnan chitc chinh
phu... Méi khdch san ¢é chinh sdch chio dén khich VIP, riéng nhung chinh
sdch ndy phai dim bdo cdc noi dung chudn muyc, cy thé thuong 1a:
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- Phan cho khich mot buéng cé tiéu chudn cao nhat trong khach san tur
trude khi khach té1 khach san.

- Thong bdo cho bod phan phuc vu buéng chuin bi, kiém tra buéng theo
ding tiéu chuan phuc vu khach VIP.

- C4c mat hang chiéu dai phai dugc chuan bi va dat trude trong budng. Vi
du: Céc loai rugu, socola, gio hoa qua, hoa tuoi...

- Glri k&m cdc mat hang chiéu dai khdch san chudn bi thi€p chiic mimg
hoac 18i chiic ctia ca nhan gidm déc khach san téi khach VIP..

- Khach VIP t6i khédch san sé& duge lam thu tuc nhan budng dac biét (dang
ky trudc)

- Thong thuong gidm déc khach san chao dén va chi dan khéach téi buodng
cua khach.

T E ol i A TSI

Hinh 1.7: Buéng danh cho khdch quan trong
* Cdch chao tam biét khdch:
Khich thanh todn tra buéng roi khach san nhan vién 1€ tan phai cam on
khdch va chiao tam biét khach. Méi mot khéch san c6 mot chinh sdch riéng
nhung phai ddm bao cdc noi dung chudn muc sau:
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- Lam thit tuc thanh todn cho khédch nhanh chéng chinh x4c.

- Xin sir g6p ¥ cha khach vé chat lugng dich vu, phong cdch phuc vu cua
khach san (trudng hop khiach khong voi di ngay sau khi thanh todn).
- GUri thu cdm on cdia cé nhan giam doc khéch san t6i khéch.

- Nhén vién 1€ tan tang qua cho khdch (trudng hop khdch san ¢6 qua tang
cho khach).
- Nhan vién 1€ 1an khéch san thay mit khdch san cam on khéch d3 luu tri
tai khach san.

- Chao, chic khach va hen dugc gap lai khich.

Vidu: Xin chao anh Lam Hing, chic anh 1én dudng thuong 16 binh an va
hen dugc dén ti€p anh mot ngay gén nhat tai Khich san Thuong mai du lich
cua chiing em.

II. THUC HANH CACH CHAO PON KHACH
1. Diéu kién thyc hién

1.1. Pia diém thyc hanh: Phong thuc hanh [& tan.

1.2. Thiét bi dung cu: Phong thuc hanh 1€ tan, qudy 1é tan.
1.3. Thoi gian thue hanh: 5 tiét

2. Trinh tu thuc hién

2.1. Kiém tra dién mao ¢4 nhan, tu thé tic phong

2.2. Tinh tu tién hanh

TT

Tén cong viéc

Thiét bi dung cu

Yéu cau ky thuat

Nguyén tdc chung
chao don khich téi

Phong thuc hanh
1€ tan, quiy I¢ tan

Chao dén khiach ding theo
dling chuyén moén nghiép vu

khich doan

1& tan, qudy 1€ tan

khach san
2 1 Cich chao dén | Phong thuc hanh | Chao dén khiach quen theo
khdch quen 1& tan, qudy 1€ tan | diing chuyén mon nghiép vu.
3 Cach chao dén | Phong thuc hanh | Chio dén khich doan theo

ditng chuyén mén nghiép vu,
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4 i Cach chao don

khach guan trong

o]
Phong thuc hanh ¢
tan, quiy |€ 1an

Chao dén khdch quan trong |
cén than, chu ddo theo ding
chuyén mén nghiép vu.

5 ‘ Céch chao tam
| biét khdch

Phong thuc hanh 1€
tan, qudy | tan

Chao tam biét khach thco
ding chuyén mén nghiép vu.

2.3. Huéng dan thise hién trinh tu chuin bi tac phong, trang phuc cua

nhan vién 1é tan khi don té

p va phuc vu khach,

Tén cong viéc

Huéng dan

Nguyén tac chung chio
don khich 1&1 khach san.

- Lich sur trang nhi pht hop véi timg d6i tugng
khéch, diing theo tiéu chuén quy dinh cta khdch
san.

Cach chao don  khach
quen

- Xac dinh duge chinh xdc khach quen dén:
khach san.

- Chio dén khich bang tén cita khdch.

- Lich sir thé duwoc thién cdm cia khich san d6i véi
khéach quen.

- Str dung 15i chao dén khich chuin muc theo
ding quy dinh cta khach san.

Cach chao
doan

dén  khach

- X4c dinh chinh xdc khdch doan dén khach san.
- Chio d6n doan khich néng nhiét thé hién dugc
thién. cam cha khéch san déi vl doan khach.

- Str dung I3 chdo dén khich chudn muc theo

Cich chio dén khdch

quan trong

- Chudn bi tot trude khi khdch quan trong t6i
khdach san.

- Chufin bi hé so ding ky trude cho khidch quan
trong.

- Sir dung 11 chao d6n néng nhiét ditng quy dinh

khi khach doan téi khach san.




{Céch chao tam biét khach | - Sir dung 181 chao tam biét khdch chuin muc
theo ding guy dinh cta khdch san, 140 dn tugng
cho khach ¢ hién tai va trong tuong lai.

3. Cac dang sai hong va cach phong ngira

TT ’ Hién tuong Nguyén nhan Cach phong ngua

1 ! Chua ty tin khi | Chua ty tin, miu cau | Can trau déi kién thic k§
- ¢chdo doén khach | chio dén khdch chua | nang hang ngay vé nghiép :
' dén khéch san. phu hop. v va k¥ nang giao tiép

IIL. KIEM TRA PANH GIA

Kiém tra ddnh gid cho diém hoc sinh v& nguyén tic chio dén khdch dén
khéch san va khach r&i khich san.
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Bai 3
GIAO TIEP VOI KHACH

Muc tiéu

- V& kién thire: Néu duge tdm quan trong cla viéc giao tip qua dién thoai, giao tiép
tryc ti&p, hiéu duge tdm quan trong cia viéc giao tiép véi khach qua dién thoai, giao tiép
truc ti€p vai khach.

- V& ky ndng: Thuc hién thanh thao cac thao tac giao tiép qua dién thoai, giao tiép
truc ti€p véi khach theo dung chuyén man nghiép vu cia nhan vién bd phan 18 tan.

- V& thai do: Rén luyén tac phong lam viéc can than, chu déo, tan tinh phuc vu khach.

I. KIEN THUC CHUYEN MON VE CACH GIAO TIEP VOI KHACH

1. Giao tiép qua dién thoai

Dién thoai 1 mot phuong tién giao ti€p thuan tién, nhanh va phd bién nhat
hién nay. Dién thoai la phuong tién cho phép moét hodc nhiéu ngudi néi chuyén
véi nhan khi khéng gip triuc ti€p nhau. Giao ti€p qua dién thoai chu yé&u giao
1i€p bing 151 véi sur chuyén tin nhanh.

Théng thudng qua dién thoai, khach hang ti€n hanh cudc ti€p xdc dau tién
vdi khdch san. Do vay nhéan vién 1€ tan cdn phai thue hién t6t khi giao tiép v
khéach, tao cho khich cam thdy tin tudng vao chat lugng phuc vu cha khéch san.

Dién thoai khi sit dung diing cdch s& la mét cong cu giao ti€p bang 1di cé
u thé, Khi cdn thiét nhan vién 1& tan ¢6 thé qua ngit diéu chon cdc ngon tir dé
thé hién su hitu dung ctia minh véi khach.

1.1. Sir dung dién thoai & noi lam viéc

* Trd lo7 cdc cude goi: tir bén ngoai hoac bén trong khéch san.

- Khi nhéan vién tra 1&i cudc goi cin phai chi ¥ nhimg diém sau:

+ Gri 101 chao cho ngudi got dén.
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+ Gi16t thiéu tén va vai tro ciianhan vién.

+ Nhan vién 1& tan hoi xem c6 gidp gi cho khich.

Vi du: Xin chao ngai, cim on ngai d4 goi dén khiach san Thuong mai du
lich. Toi la Phuong dang ti€p ngai. Toi ¢6 thé gitip gi cho ngai a?

* Chuyén cdc cudc goi: Chuyén cic cuge goi dién thoai qua bo phan 1& tan.

* Duy tri cudc goi: Chuyén cudc goi dién thoai qua bo phan 1é tan 1di
budng ctia khdch.

- Khi chuyén va duy tri cudc goi nhan vién I& tan cdn phai chi ¥ dén hieu
qua trong viéc chuyén va duy tri cdc cudc goi. Vi khi ngudi goi khéng muén
phai ché doi, khong don thudn chi 1a viée chd doi mat thai gian va t6n tién.

- Khi chuyén va duy tri cudc goi cho khéch nhan vién 1& tan dimg dé khéch
chd doi mot cdch khéng cén thiét va néu phai chd thi théng bio cho khéach biét
viéc ho phai chy d€ xem ho ¢6 chdp nhan khéng.

* Thue hién l6i nhdn: Nban vién 1& tan chuyén va nhan 131 nhén cho khéch.

- Khi 1dy 16i nhan, nhan vién 1& tan phéi ghi tén ngudi g 01 nhin, co
quan, s& dién thoai va noi dung 1&i nhén.

* Thuc hién cudc goi: Tit bén ngoai hodc bén trong khach san.

- Nguyén tic chung dp dung cho viéc ti€n hanh cic cude goi di ciing nhu
nhan cédc cudc goi dén nhan vién 1€ tan phai quan tam t6i lich su, nhanh chéng,
ngit diéu hop ly, tit ngit ngén gon dé hiéu.

- O c4c khéch san hién nay da cé h¢ thoéng dién thoai hién dai gitip khach
tang cudng muc do chit dong trong viéc goi dién thoai. Khach quay s6 truc 1iép
cho cdc cudc goi frong nude va quoce 1€ di phé bién trong cdc khich san cha
Viét Nam va nhiing cudc goi ctta khdch dugce tr dong tinh cude vao hod don
thanh todn cta khdch. Tuy nhién, vi giao ti€p bing dién thoai ciing 12 phuong
phdp giao ti€p bang 161 ndi, do vy khi giao ti€p bing dién thoai cling ¢6 mot
s§ van dé nay sinh nhw:

+ Nhan vién 1€ tan khong thé diing ngén ngit bing co thé d& hd tro thém
cho théng tin.

+ Sy méo 4m ¢4 thé lam thong tin khoé hiéu.

+ Giong c6 thé cao qud hodc néi nhanh qua.

+ Phai hét sifc lang nghe d€ c4 hai bén hiéu rd nhitng gi duce néi ra.

+ Mot s8 théng tin ¢é thé khong nhé duge.
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- Ludn phai gilr dién thoai sach va vo triing vi ¢6 nhiéu nguoi sir dung chiing. Vi
du: vi tring cam clm hodc viém tai ¢ thé truyén tix ngudi nay sang ngudi khéch.
Do d6 nhan vién 1€ tan phai thudng xuyén v¢ sinh, khit tring dién thoai.

1.2. Nhitng diém cha ¥ khi giao tiép bing dién thoai

- Nhan vién 1é tan nhiic mdy tra 101 ngay héi chudng quy dinh. Sy tra loi
dién thoai nhanh chéng s& gay duoc an tugng tot vé hiéu qua trong cong vige.

- Hay wr xumg tén khéch san va 11 chiio niém nd d€ lam hai long khdch goi
dién thoai t&i khach san.

- Nhan vién & tan dimg bao gidy bt ngudi goi dién thoai chd dei trong su
im lang kho hiéu. Hiy bdo cho ngudi goi biét ngudi can gap hién dang ban
hodc khong ¢6 trong khdch san, nhan vién 1€ tan ¢6 thé ghi lai 1&i nhan.

- Hay néi that khic chiét va ré rang v6i giong ndi than mat. Mot giong néi
cée 16¢ s& 1am cho khdch san mat di co hoi lam an t6t. Nguoi goi dén s€ danh
pid nhan vién I tan va khdch san khong tot.

- Hay tranh nhimg cau két thiic ¢am thoai qué s6 sang. Vi du: "Thoi duoc,
dat di” hoac "s& gip lai sau”, cdch két thic nhu th€ s& lam mét hét thién cam
cho nguoi khach goi dién thoai dén khach san.

- Hily ghi fai ddy d0 va ding cdc chi ti€t nhén lai nhu: "Ngay gid, n ngudi
goi dién, s6 di¢n thoai va noi dung nhan".

- Dimg bao giy dé dién thoai kKhong ¢6 ngudi trd 101, Ngudi goi dén sé ¢
cam gidc 13 khéch san khgng may tha thiét voi cong viéc ho sap ban.

2. Giao tiép truc tiép

Giao ti€p truc tiép gilta nhan vién 1€ tan va khach cé vai tro rat quan trong
déi véi mbi mot doanh nghiép kinh doanh khdch san. Giao ti€p truc ti€p la hinh
thitc giao ti€p d& dang nhat vi khi giao ti€p true tiép nhan vién 1& tan s& ddnh
gid duoc su hai long hay khong hai long clia khdch. Nhung dé giao tiép truc
tiép ¢6 hieu qua thi doi hoi mdi mot nhan vién 18 tan khich san phai ¢4 mot
phong cdch giao ti€p t6t, gy duge thién cam ngay tir gidy phut dau tién khi
tiép xtic truee 1i€p véi khach san va duge thé hign qua nhimg mat sau:

- Ldi chao kinh can ding theo quy dinh cta khédch san déi véi Khéch.

- Giong néi diu dang nha nhan giit sao cho trdm a4m, nhe nhang, ¢m diu
ngot ngio, nhan vién 1& khong bao gid git gong hay néi niang 16 ming, 4p ung,
nhéat gitng, the thé, oang oang, chua ngoa dép chat déi véi khédch.
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- Cap mat hién tir nhan hau, mén khdch., tuoi vui d& mén, niém nd chan
tinh. Nhan vién 1& tan khi tiép xic véi khich khong duge thé hién nét mat khé
col, lanh ting thr o, dimg nhin khdch du6i tdm con mat, ciing dimg nhin soi
m&i sic sdo, hay nhin khdch bing doi mét hién tir néng hau. nhin thing vao
nguii doi thoal. Néu la khdch nit chd nén nhin khich bang dnh mét dua tinh
hay li€c ngang li¢c doc, tron trimg thao lio.

- Ti€ng cuwdi phai lam xdc dong trdi tim khéch va tén khéch hang cao hon
dé ho cling vi tha, do lrong. Tigng cudi kém theo cau cam on s& 1am khach
mau chong hai long, hi¢u qua hon nhiéu cir chi khdc nhung phai Ia ti€ng cudi
dich thuc, khong phai [a ti€ng cudi gan, gia tao, cudi ha hé, toe toét vo duyen.

- Tu the ding thang dang hoang san sang chio dén khach va phuc vu khich.

- Tigp xiic co the bét tay, vong tay qua ba vai phai ding muc ding hoang
luén 16n trong khach.

- Khoang cdch dimg ciia nhan vién 18 tan phai hop 1y.

- BE ngoat quan 4o va cdch an mic theo ding quy dinh ctia khdch san.

II. THUC HANH GIAO TIEP VOI KHACH

1. Piéu kien thue hién

1.1. Dia diém thue hanh: Phong thue hanh 18 tan.

1.2. Thiét bi dung cu: Phong thuc hanh 1& tan, quay 1& tan, dién thoai...
1.3. Thoi gian: S tict

2. Trinh tu thuc hién

2.1. Kiém tra thiét bi dién thoai, quay I& tan, phong thuc hanh 1é tan
2.2, Trinh tu cong viéc giao tiép vGi khach

} TT | Tén cong viéc Thiét bi dung cu Yéu cau ky thuat

I Giao 1i¢p qua-| Phong thye hanh 1€ tan, | Giao tiép qua dién thoai
dién thoai quily 1€ tan, dién thoai. | ding chuyén mén nghiép vu.

2 1 Giuo ti€p truc | Phong thue hanh 18 | Giao ti€p truc tiép ding !
| tiép tan, qudy |8 tan. chuyén moén nghiép vu.
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2.3. Hu6ng déan thye hién trinh ti chudn bi tic phong, trang phuc cia
nhan vién 1€ tan khi don tép va phuc vu khach

Tén cong viée Hudng dan

- Nhic mdy theo diing hdi chuong quy dinh.

Giao tiép qua dién
thoai - Sir dung ding tay khi nhic 6ng nghe.

- Sir dung mau cév chuan muc theo ding quy dinh cia
khach san.

- Giao tiép xtc tich gan gon dé hiéu di sau vao chuyén
mon nghiép vu.

- Giong diéu khi giao ti€p qua di¢n thoai vira dit, dé nghe.

Giao tiép truc ti€p | - Tu thé, tdc phong khi giao ti€p truc tiép phai ding
muc dang hoang, thé hién dwgc tinh chuyén mon
nghi¢p v.

- Dién mao ¢4 nhan va trang phuc diung theo quy dinh
cua khéch san.

- Cha dong chiao dén khéch.

- Thé hién duge tinh chuyén nghiép trong xa giao va
giao tiép truc ti€p véi khach.

3. Céac dang sai hdng va cach phong ngira

Hién tuong

Nguyén nhan

Cach phong ngua

Nhan cac cudc dién
thoat goi dé€n cham
sau nhiéu héi chudng

Trong qud trinh lam
vigc chua tdp trung
tfrong cong viéc.

Tao cho ban than y
thitc 1am viéc tot.

Tu thé tic phong,
mau cau chao dén
khach chua chudn.

Chura tu tin, giong néi
nhé chura rd rang
mach lac.

Hoc hoél doéng nghiép
vé€ cdch chao don
khich va giong diéu
khi giao tiép v&i khach

IIL. KIEM TRA PANH GIA

Kiém tra danh gia cho diém hoc sinh vé nguyén tic giao ti€p véi khdch.
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Bai 4

TRANG THIET BI TAI BO PHAN
LE TAN KHACH SAN

Muc tiéu

- V& kién thic: Hiéu duge tm quan trong ciia viéc sif dung bao quan cac trang thist
bi clia bd phéan 1€ tan.

- V& ky nang: Thuc hién thanh thao céc thao tac cd ban khi sit dung cac loai gia
dung, cac trang thiét bi clia bd phan I€ tan, ap dung kién thifc da hoc vao qua trinh thic
tap va thuc 18 sau nay khi ra trudng.

- V& thai do: Rén luyén tac phong lam viéo c§n than, nhanh nhen chu dao, nghigém
tuc va dam bao an toan lao déng.

I. KIEN THUC CHUYEN MON VE CACH SU DUNG CAC TRANG
THIET BI TAI BO PHAN LE TAN.

Trang thi¢t bi taj qudy I€ tan ciia khach san nho va vira chii yéu 1a gid dung
va tu dung céc s6 séch biéu mau. DGi véi khich san 16n hay con goi la khéch

san tir dong hod thi mdy vi tinh 1a thiét bi chi y&u d€ thuc hién céc cong viec
 tai bo phan 1€ tan. Nhimg thiét bi gidi thieu duéi day chit y&u duge sit dung tai
b6 phan 1€ tan clia khéch san nhd hoac vira hay con goi 1a chua tu dong hod
hodc ban tu déng hoa.

1. Gidi thiéu cac loai tl, gia dung tai bd phan I8 tan

- Gid bi€u dién tinh trang buong:

Gid budng duge coi la phan quan trong nhét trong tat ca cac trang thiét bj
tai qudy I¢ tan. Uu diém ndi bat cha gid buéng gitip nhan vién 1& tan dé dang
nhén ra s6 budng da cho thué dén thoi diém nao, s6 buéng da c6 khach dit va
30 budng con trong c6 thé cho thué. Gid budng duge ciu tao gém mot diy céc
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ngan dung bing kim loai d¢ gilr cdc tam gt nham thong bdo vé tinh trang
buéng va khach. Thé dang ky khach duoe kep trong cdc tdm trugt dat trong gid
budng cung cap cic thong tin vé khéch, dic diém clia timg budng, gid budng,
8 budng, tinh trang vé sinhr clia budng v.v... Nhan vién 1& tan c6 the siv dung
cac thong tin vé budng trén gid budng dé dap tng moi nhu ciu vé budng clia
khach trong qua trinh dang ky khdch san.

Nhimg khdch san 16n khong st dung gid budng d€ luu giit thong tin vé
budng v khdch. Moi thong tin vé budng va khach déu duge luu gitt trong may
vi tinh vi nhan vién 18 1an ¢4 thé dé dang ti€p can nhimg thong tin d6 bat cit khi
nio ho cin.

- Gid dung phiéu ddf buong:

Gi4 dung phi€u dat budng dirge bo phén 1€ tan st dung dé dyung cic phiéu
dat budng cho tuong lai v cic phiéu dat budng ctra khéich dur dinh dén trong ngay.

Gi4 dung cdc phigu dat budng cho twong lai: Céc 1dm truot trén gia dugce
sap x&p dua vdo ngdy dén cua khéch, duge sap x€p theo ten khéach hodc doan
khich theo vin anphabé dé tién cho nhan vién € tan tra cte khi cdn thict.

Gia dung céc phiéu dit budng clia khach di dinh dén trong ngay: Gia duge
chuyén cho nhan vién 1€ 1an vio dau ca sdng dé chudn bi truée hé so dang ky
cho khach.

3 cac khédch san 16n, ngoai cdc gid dung phiéu dat budng, moi thong tin vé
khdch duge luu trong may vi tinh.

- Gid dung chia khod, nhan tin va thu ti:

Gid gom mot diy cdc ngan duge dénh s6 theo thit tu s6 buong trong khéch
san ding dé dung chia khod budng cuia khach dang luu tri tai Khach san. Ngay
nay hdu hét cdc khdch san d két hop gid dung chia khod véi gia dung thu tu,
tin nhén cha khach.

Nhitng khéch san 16n vin sir dung gis dung thur tir nhén tin cda khéch song
hiu hét khong con st dung gid dung chia khod nita vi hé thong khod kim loai
da dugc thay the bang hé thong khod tir.

- Gid dung thue tir, nhdn tin ciia khdch san sau khi dd lam thi tuc thanh
toan trd buong:

C6 mot s6 khdch san sau khi khdch [am tht tuc thanh todn trd budng rdi
khach san nhung khéch san van nhan duge thu tlr, nhan tin gt 61 cho khéch,
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nhin vi¢n € tan s& Iuu ching trén gi4 nay hoac girt ching theo dia chi méi
khéch dé laj khach san.

- Khay dung hod don, chitng tir giao dich tai chinh cia khéch:

O céc khéch san ¢ quy mé vira va nhé, céc hod don cha khach duge x€p
theo thit tw theo van anphabé hoac x&p theo s6 bubng ctia khdch, duge luu gitr
tai mot khay o quay I€ tan trong sudt théi gian khach [ tri tai khach san. Céc
hod don chimg tir duge {8y ra d€ cap nhat cdc chi phi ciia khach. O nhitng
khdch san 16n chi sir dung hinh thite nay dé liu giit céc chung tit vé€ chi phi clia
khdch. Tat ca cdc chi phi clhia khdch déu duoc cap nhat vio tii khoan cia khéch
trong may vi tinh.

- Gid dung cdc loai s¢ sdch, biéu mdu:

Gid dung cdc loai s6 sdch, bi¢u mau 1A ngan 0 16n dwge chia thanh nhiéu
ngan nho ding dé dyng cdc s8 sich, biéu mau phuc vu cho viee giao dich hang
ngay v6i khdch. Nhan vién 18 tan can phai nhan biét vi trf cia cdc ngin dung
loai s6 séch, bidu miu gi nham thao tic nhanh cong viéc. Nhitng khdch san én
van st dung loai gid dyng nay phuc vu cho viéc giao dich véi khdch.

- Gia dung thong tin:

Gid dung thong tin vé khédch cung cdp nhiing ban danh sdch khéch dang
liru trii tai khdch san theo vén anphabé hoac theo s6 budng cua khdch. Ngoai ra
con sir dung cho viéc dung cdc tin nhan va thy tir ciia khach.

2. Cac thiét bj tai bd phan I2 tan

- May vi tinh:

+ May vi tinh duge sir dung d€ thye hién mot s6 cong viée nhu:

» Theo ddi, tong hop cic chi phi clia khach.

* In cdc hod don thanh todn v& cap nhat cdc phidu thanh todn dich vu cla
khéch.

* Dua ra bin quyét toan chung vé tai khoan cia khach.

» La phuong tién dé quan 1y tién mat va thanh todn cham.

e Soan thao vin bdn.

* Ket néi véi tong dai dien thoai dé theo déi cdc cude goi.

e Kiém tra cdc chi phi giao djch.

- Mady chir:
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May chit dugc sir dung dé nh4n dat budng, soan tho thu tlt, chuén bi hod don
thanh todn v.v... Hién nay mdy chit thudng duge thay thé bang mdy vi tinh.

- May xdc dinh thoi gian:

M4y x4c dinh thei gian duge sir dung dé déng ddu thoi gian lén thu dugc
chuyén dén va giri di, nhén tin, phi€u ding ky khéch san, hanh 1y...

- Mady cai bdo thicc:

May cii bdo thic 1a mot loai ddng hé cé chudng bido thitc duge sir dung
trong viéc cai dat theo yéu cdu cua khéch.

- Mdy thanh todn thé tin dung:

May thanh todn thé tin dung duoc sir du'ng dé thanh todn thé tin dung cho
khach.

- Mady dém tién, soi kiém tra tién:

May dém tién, soi kiém tra tién dugc st dung cho viéc dé€m tién va kiém tra
tién that, gia khi khéch thanh todn bang tién mat.

- Mady tinh ca nhdn:

My tinh ¢4 nhan dugc sir dung trong cong viéc tinh todn clia khéch va cilia
nhan vién 18 tan.

- Thiét bi dién thoai:

Thiét bi nay cung cap cho nhan vién téng dai ghi chép cdc cudc goi ndi hat,
ngoai tinh va quéc t&€ ctia khdch va 14 co s dé thanh todn cude phi dién thoai véi
timg khach sir dung dich vu dién thoai cha khach san. Hé théng mdy vi tinh cha
bo phan 1€ tan & mot s6 khich san dwge n6i mang voi bo phan tong dai, moi chi
phi v& céc cudc goi duge chuyén truc ti€p vao céc tai khodn ctia khach goi.

- Két an toan:

Két an toan tai qudy 1& tan 12 mét th sit 16n dugce chia lam nhiéu ngan nho
d0 rong d€ cat gift tai sdn, tu trang, tién bac cla khdch.

Két an toan ¢4 nhan trong budng clia khach rét tién lgi va an toan doi véi
viéc cat giff tai san ¢4 nhan chia khdch. Loai két ndy dugc sir dung phd bién tai
cdc khach san hién dai.

- Mdy kiém tra an ninh:

Man hinh camera ki€ém tra an ninh khéch san duoc bé trf & vi trf trung tam
cha khéch san gitp cho nhan vién I tan vi nhan vién bao vé clia khich san
theo ddi ddm bdo an toan an ninh clia khach va khach san.
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- May fax:

May fax tai bo phan 1€ tan duogc sit dung dé nhan fax gii dén va chuyén fax di.

- Mady photocopy:

Méy photocopy st dung cho viéc thire hién cic hoat déng cua bd phan 18 tan.

- May in:

M4y in sir dung cho viéc thuc hién céc hoat dong in céc van ban, hod don
ching tir ciia b6 phan 1€ tan.

IL. THUC HANH

1. Diéu kién thuc hién

1.1. Diéu kién thuc hanh; Phong thuc hanh 1€ tan.

1.2. Thiét bi dung cu: Qudy 1€ tan, c4c trang thi€t bi may mdc...

- Céc loai gid dung: gid biéu dién tinh trang budng, gid dung phigu dat
budng, gid dung chia khod, nhén tin thu tr, khay dung hod don, gid dung cic
loai s sdch biéu méu, gid duyng théng tin...

- Cédc thiét bi tai bod phan 1€ tan: Mdy xdc dinh thdi gian, mdy cai bdo thite,
mdy thanh todn thé tin dung, may dé€m tién, soi tién, thiét bi dién thoai, két an
toan, mdy kiém tra an ninh, may photocopy, mdy in...

1.3. Thoi gian: 4 tiét

2. Trinh tu thuc hién

2.1. Kiém tra trang thiét bi tai bé phan I€ tan

2.2, Trinh ty tién hanh

TT | Tén cong viéc

Thiét bi dung cn

Yéu cau k¥ thuat

1 Céc loai gia dung

Gi4 biéu dién tinh trang
bubng, phiéu dat budng,
chia khod, cdc loai sé
sach...

Sap x&p cac loai gi4

dung gon gang theo
ding  chuyén  moén
nghiép vu.

2 C4c thiét bi tai
bé phan 1€ tan

- Mdy xac dinh thdi
gian, bdo thirc, thanh
todn bang thé tin dung,

Sdp x&p cdc trang thiét
bi va kiém tra cdc trang
thi€t bi theo diing

3 GTTHMNYLT-A
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mdy dém tién va soi
tién, mdy dién thoai,
mdy vi tinh, may in...

chuyé&n mén nghiép vu.

2.3. Hu6ng dan thuc hién cach sir dung céc trang thiét bi

Tén cong viéc

Huéng dan

Céc loai gid dung

- Sap x€p cdc khay, gid dung gon gang, khoa hoc
diing quy dinh ctia bo phan 1& tan.

- Dat cac méu biéu s6 sach ding vao cédc gid va

cac khay.

Céc thiét bi tai boé phan
1€ tan

- Sdp xé&p cdc trang thi€t bi mdy méc khoa hoc,
diing quy dinh phuc vu cho c¢éng viéc clia bo phan

1& tan.

- Kiém tra céc trang thiét bi mdy méc.

- Stt dung, bao quan céc trang thiét bi ding quy
trinh ca timg trang thi€t bi may madc.

3. Cac dang sai hong va cach phbné nglra

TT|  Hién tuong

Nguyén nhan

Cach phong ngira

1 | C4cloai gid dung sé
sach biéu miu l6n
xon, bui bin

Sip x&p chua khoa
hoc, chua ¢é ¢ thic
trong cong viéc.

Thudng xuyén ki€m tra
vé sinh va sép x€p theo
ding quy dinh.

2 | Céc thi€t bi tai bo
phan 1€ tdn bi hdng
‘héc  khéng  hoat
déng -

Y thitc trong cong viée
khéng cao, thigu ¥
thic trong qud trinh
lam viéc.

Kiém tra nhic nhdg,
tuan thi quy dinh cia
khéch san vé bao vé tai
san va trang thiét bi

IIL KIEM TRA PANH GIA
Kié€m tra d4nh gis cho diém hoc sinh vé nguyén tic chudn bi trang thiét bi

tai bd phan 18 tan.
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Cau hdi bai tap
1. Thuc hanh chudn bi tac phong, trang phuc clia nhan vién I1& tan khi dén tiép va
phuc vu khach? .
. Thue hanh cach chao dén khach quen téi khach san?
. Thue hanh cach chao dén doan khach téi khach san t6i khach san?
- Thifc hanh cach chao don khach quan trong tdi khach san?
. Thure hanh cach chao tam biét khach khi khach rdi khach san?
. Thuc hanh giao ti€p vdi khach qua dién thoai?
. Thuc hanh giao tiép truc tiép véi khach?
. Thue hanh cach st dung cac trang thiét bi tai bé phan 18 tan?

o~ ;G b W N
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Chuong 2

TIEP THI VA BAN HANG

Bai 1

KY NANG BAN HANG

Muc tiéu

- V& muc tiéu: Hiu dudc tam quan trong trong viée ban hang ti€p thi clia nhan vién
ba phén 18 tan khach san.

- V& ky nang: Thuc hanh thanh thao trong viéc chao ban cac san phdm dich vy cla
khach san theo ding chuyé&n mén nghiép vi.

- V& théi d6: Rén luyén tac phong chao ban san phdm dich vu clia khach san cén
than, nhanh nhen dap (ng va thod man nhu cdu cla khach theo dung chuyén mén
nghiép vu.

I KIEN THUC CHUYEN MON VE KY NANG BAN HANG

Qua4 trinh ti€p thi vi bdn hang cé vai trd rdt quan trong d6i véi mdi mot
doanh nghiép kinh doanh khéch san. Nhan vién 1& tan khach san la ngudi giéi
thiéu cdc san phdm, dich vu cla Khéch' san cho khach hang, muén gidi thiéu
cdc san phidm, dich vu cha khich san cho khdch thi doi héi nhan vién 1€ tan
phai nim vitng dugc cdc san phdm dich vu cta khach san, ¢c6 k¥ nang ban
hang, kha nang thuyét phuc khich va phai hiéu rd duge tam [y clia khdch. Dac
biét bo phan 1€ tan trong khéch san la b6 phan thudng xuyén ti€p xic véi
khéch, do vdy s& c6 nhifu co hoi gidi thiéu cdc sin phdm dich vu cta khach
san cho khdch. Nhan vién 1€ tan phai hi€u mdi mot lan ti€p xic vdi khich la
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mot co hdi d€ chao bén céc san phdm, dich vu clia khach san cho khéch. Nhan
vién I€ tin nén tan dung cdc thoi co d€ ban sén phadm va dich vu song luén nhé
mot diéu 1a chi chao bdn d€ khdch ty lya chon chit khéng ép khéch. Céch bén
hang dugce thuc hién nhur sau: -

Mit d61 mat: Thong qua viéc gap gd truc ti€p khédch, nhan vién 1€ tan c6
thé ¢6 co hoi dé thé hién k§ nang giao tiép bing 151, khuyén khich khéch sir
dung nhiéu dich vu clia khéch san va ban troi them.

Bing dién thoai: Thong qua b4n hang bing dién thoai, nhan vién 1& tan c6
thé sir dung ngén ngir sic tich va cé tinh thuyét phuc dé khich muén téi
khach san.

Bing van ban: Nhan vién 1& tan c6 thé sir dung fax, thur viét tay, thu dién tir
dé thuc hién viéc gidi thiéu va ban san phim va dich vu cho khéch san.

1. K¥ néang ban hang

San phim dich vu trong hoat dong kinh doanh khich san khoéng chi thudn
tuy 1a nhitng hang hod mang tinh thuong mai, méa c4dn phai hiéu rong hon nifa,
do la cdc dich vu phuc vu an, nghi, vui choi giai tri...

Céc nha kinh doanh khach san thanh dat déu nhén ra ring ban hang 13 mét
nghé, doi héi mbi nhan vién 18 tan phai c6 nghé thuat giao ti€p tng xit khéo 1éo
tai ba. Nhan vién 1€ tan cdn phai hi€u sau va biét khai thdc tot nhilng y&u t6 cla
con ngudi, nhat 12 ban tinh cla timg d6i tugng khdch hang (khdch du lich,
khich thuong gia, nghé s¢, khach héi nghi, khach ngoai giao...)

D61 tugng ti€p xiic khich hang clia nhan vién 1€ tan rdt da dang, phong phu.
Song diéu hét sitc co ban ma rat chung cho céc loai khdch hang 13 & ché ho la
ngudi ¢ tién, ho ¢6 quyén lya chon dénh gia chat lugng san phdm dich vu cha
khéich san. Ho khong mu6n thay d6i y kién c6 hitu, c6 chang chi chép nhan
nhimg ¥ ki€n méi bd sung nao dé, chit khéng chdp nhin nhitng ¥ ki€n déi 1ap,
xung dot Tuy nhién, ban tinh cfia con ngudi khong phai 14 bat bién. Néu nhan
vién 1€ tan khéo 1éo, kién tri thuyé&t phuc dua trén nhilmg yé&u t6 tdm 1y cia con
ngudi s& git hdi duge nhitng thanh cong nhat dinh.

Thuyét phuc khach, chit khéng phai ép budc khach hang. Nhu ching ta da
biét ban tinh chia khach hang 1A cham thay d8i va chi muén gilt nhitng ¥ muén
c6 hitu cla minh. Vi vay, nhan vién 1€ tan phdi tuy theo ¥ muén cita ho ma
thuyét phuc khéo 1éo, huéng cho ho di theo ¥ muén ctia minh. Song dimg bao
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gidr dé cho khdch hang c6 cam tudng 13 ban dang mudn thay déi y kién cla ho.
Phai dé cho ho tur c6 ¢ kién. Nhan vién 1€ tan chi c6 thé gép ¥ véi ho.

Doi khi diing 4p luc, muu k€ ciing ¢6 thé ban dugc mot mén hang nio dé,
nhung chi duge mot 14n, con 14n sau ho sg khong ddm dén véi khach san nita.
Nhu vay rat nguy hiém. Khdch hang s& nhd rét lau va s& théng bdo cho ban be
ngudi than cua ho di€u dé thi rit nguy hai d6i v6i doanh nghiép kinh doanh
khéch san.Trai lai, nhan vién 1& tan dimg ryt ré qud, phai hang hdi tin vao san
phim dich vu clia khéich san.Vi néu nhan vién 1€ tan rut r& s& lam cho khéch
hang do du khéng muén mua. Khéng khéng dinh dugc mén an &y ¢é ngon hay
khong, nghi & budng dé cé t6t khong, thuan tién khong... thi 1am sao khach
hang c6 thé yén tam khi quyét dinh mua dich vu dé duge. Dé tin tudng & san
phim dich vu cla khéch san nhan vién 1€ tan phai hiéu rat r8, rat sdu va biét
turdng tan vé san pham dich vu clia khdch san. Nhan vién 1& tan phai biét dugce
tinh wru viét cha sdn phdm dich vu clia khdch san dé thuyét phuc 16i cu6n khich
hang cling tin va hi€u duoc san pham dich vy cla khdch san. Sau day 12 mot sé
k¥ ndng ban hang trong khich san:

- Niém n& nhd nhan mdi chao, hudng dan khach hang, gidi thiéu, goi y'cho
khich mio6t cach cu thé nhimg dich vu, hang hod ma khéch san c¢é (Khéng goi ¥
chung chung, thit gi ciing ¢, thit gi ciing t6t, cling ré...)

- Gitp d& khéch lua chon nhitng san phidm dich vu cha khach san ma khdch
can. Khen nhiing mat hang t6t, khen khach sanh diéu tinh tuong, biét lya chon
va sit dung c4c san phdm dich vu clia khdch san.

- Goi y cho khich mua thém nhimng san phdm dich vu khéc lién quan dén
mit hang di mua. Théng béo cu thé va rd rang vé gid ca d€ khéach yén tam.

- Néu nhé duoe tén khich hang nhan vién I€ tin xung tén ho ngay trong
nhimg c4u mdi chio dau tién thi ¢6 hiéu qua khéng nho. Vi ho ¢b cam gidce 1a
ngudi quen, dé tin, d& né nang ma nghe theo ggi ¥ cla nhan vién.

- Dil ¢6 biét nhiéu dén mdy nhan vién 1& tan cling khéng dugc to ra nhu
khuyén bao, thuyét phuc hay tham chi ding dp luc nai ép khach theo y cua
nhan vién. Nguoc lai khong qué rut ré, phai niang dong, ty tin dé kién tri hudng
dan khéch. .

- Tuyét déi khong duge néi thing ra réng ong ba nhdm, sai rdi, ho dé
xung dot hay tu 4i thi hong hét viéc. Vi "trong moi trudng hop khich hang
luén ludn ding”.
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- Nhan vién 1€ tan phai tan dung moi co hoi c6 thé dé quang cdo moi san
pham dich vu cia khéich san.

- Nhan vién 1€ tan phai tao dugc 4n tugng t6t khi két thic viéc mua bdn
hang hod dich vu cha khéch san:

* Tim hiéu nhu cdu khdch hang

Xdc dinh khdch hang ctia khéch san 12 ai ¢6 vai trd rit quan trong trong
qué trinh ti€p thi bdn hang cla nhan vién 1€ tan. Khich san ¢6 thé thu hit nhiéu
maéng thi trudng khéc nhau nhu (khdch thuong nhan, khich cong ty, khich di
nghi, khéch tham gia hoi nghi hoi thdo...). M&i khach hang 13 moét c4 thé, do
vay nhan vién 1& tan phdi cén than khéng duge "dap khuon”, khong phai moi
thuong nhan déu c¢é cdc cu x[r gidng nhau, déu thich mot loai thitc an va déu
yéu cau cdc thiét bi trong buéng nhu nhau. Do d6, nhan vién 18 tan phai nim
bat duge nhu cdu cd nhan va ldng nghe yéu cdu clha khach du dé6 1a giai doan
dat budng, khach dén khdch san, trong thdi gian luu trd, thanh toan trad buéng
roi khéch san. Trude khi chdo bdn sén phdm, nhan vién 1€ tan cin nim moi
thong tin vé khach nhu loai buéng va s§ lugng budng khdch cédn, cdc yéu clu
dic biét, nghé nghiép, qudc tich, téi tic, chife vy, tén gido, s& thich riéng cha
titng khach.

- Qudc tich cua khdch:

D¢ qu4 trinh ban hang ti€p thi clia khich c6 hiéu qua, nhan vién 1& tan phai
nghién ctru khich tir quée gia ndo dé tir 46 ¢6 nhilng phdn dodn ban ddu mang
tinh dinh hudng chung cho qud trinh chao bén céc san phdm dich vu clia khach
san cho khach. '

Vi du: Khdch la ngudi chau A

Khéch 12 ngudi chau A ddi s6 tinh cdm kin ddo, thudng an ngon, 14y 4n
1am chudn, rét cdu k¥ vé nau nuéng, st dung nhiéu gia gidm, trong khi an uéng
thudng hay ngdi chi€u va ngdi lau. Trong chi tiéu ngudi chau A thudng tinh
todn tiét kiém, thich xung hé theo kiéu quan hé gia dinh, t6n trong 1& nghi, kin
ddo trong giao ti€p, chi trong vdn dé chao hoi va it boc 10 ¢4 tinh.

Vi du: Khach du lich 1a ngudi chau Au

Khach 12 ngudi chau Au ¢6 16i séng thire t&, cdi md, d& cao chit nghia c4
nhan, quy trong ty do ¢4 nhan, ¢é ¥ thitc phap luat cao, séng sdng phing cong
khai theo phap 1y (khong ua xin X0, nang gid tuy tién). Lam viéc vui choi c6 k&
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hoach, rat ghét su tuy tién. Khich 1a ngudi chau Au khong thich néi chuyén doi
tu va chinh tri, chi thich chuyén van hod nghé thuat va lam an kinh t€ Trong
giao 1iép thudmng c6 thdi quen chio hdi, xin 16i... wa thich vui choi giai tri. R4t
chit rong cdc nghi thitc trong giao ti€p nhu: goi ding chitc danh, khong goi
bang tén riéng khi khong duge phép, hay ti€p khach tai nha hang khach san, va
ding nude hoa va hay ting hoa.

Thong qua vi dy trén cho ching ta thdy duge mudn ban hang ¢é hiéu qua
thi doi hoi nhan vién 1€ tan phai nghién ciu rat k¥ khdch hang 1a nguoi 9 quéc
gia nao dé tlr d6 cé chién luge quang cdo san phim, dich vu cho phit hop véi
timg ddi tugng khich, dem lai hién qua kinh doanh cho khach san.

- Phong tuc tdp quan:

Nhan vién 1€ tan phai nghién ciu phong tuc tap quan cua timg doi tuong
khdch dé tir d6 c6 céch giao tiép tmg x{r cho phd hgp véi khach, trdnh nhimg
diéu khach khong thich.

Vi du: Khéch la ngudi Nhat.

Ngudi Nhat 1a ngudi rdt coi trong trong nghi 1€, khi gap nhan thudng cii
ddu chao, khi doan khach ngudi Nhat téi khach san ho rat thich khich san 1am
bién chiio dén ho béng ti€ng Nhat. Khich ngudi Nhat khong thich con s6 4 vi
6 bon déng am vdi tir chét chéc, do vay khi 1& tan phan bd budng cho khach
Nhat thi tranh phan bd budng cho khich tdng 4, budng s& 4.

- Ton gido:

Nhan vién 1€ tan cdn phai nghién ciu tén gido clia khdch dé tir d6 ¢6 céch
chao ban san phdm dich vu cia khach san cho khéch, trdnh gidi thiéu cho
khach nhig san phdm dich vu khéch khong thich din dén qu4 trinh chao bin
sap pham dich vu clia khéch san khong ¢é hiéu qua.

Vi du: Khéch l1a ngudi Héi gido tuan thi chat ché vé ch€ do an kiéng nhu:
khong an thit lon, do vay khi nhan vién 1€ tan gi6i thi¢u chio ban sén phdm nén
trinh giGi thiéu moén an ché bién tir thit lon.

- S& thich:

Dé qud trinh chio bédn san pham dich vu cla khich ¢6 hiéu qua cao, doi hoi
‘nhan vién 1& tan phai nghién ctu nhu c4u s thich cla timg déi twong khach. S&
thich déng vai trd rat quan trong trong hoat dong du lich clia con ngudi, moi
maot vi khdch ¢6 nhu cdu s0 thich khdc nhau nhu: khich thich tham gia dich vu
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tenis, tham gia dich vu boi, khdch thich & loai buéng sang trong... do vy nhan
vién 1€ tan phéi tim hiéu nhu cdu s& thich cla khich dé tir d6 c6 chién luoc
phuc vy, thoa méin ding nhu cu ciia khéch, khich s& tin tudng vao chét luong
phuc vu cuiia khéch san. Pay Ja mot chién luge cuc ky quan trong trong chién
lirge kinh doanh ctia khach san dé thu hiit khong chi & hién tai ma con thu hit
khach trong trong lai.

Vi duy: Khdch di du lich véi muc dich cong vy, hoi nghi thi s& thich s& la:

+ Bubng ngi ¢é chat lugng cao.

+ C6 du tién nghi phuc vu nhu: phong hop, hé théng thong tin lién lac, in
an, noi d€ xe...

+ Tinh chinh x4c trong phuc vu: lich sur va chu tat.

+ An uéng tiéc tling.

+ DPuogc dé cao.

Vi duy: Khach di du lich véi muce dich chira bénh.

+ Thich duge phuc vu an cin, chu ddo.

+ Thich duge dong vién an Gi.

+ C6 nhiéu dich vu phuc vu cho viéc chita bénh.

+ Khéng khi noi du lich tinh khiét, trong lanh.

+ Biu khong khi tam 1y x4 hoi noi di du lich thoai m4i, chan hoa.

Vi du: Néu khéch di du lich dé khdm pha tim hiéu s& thich clia ho thudng 1a:

+ Thich phiéu fuu, mao hiém.

+ Thich t&i nhitng noi xa x6i, hoang da.

+ Thich tim tdi ¢di mdi la.

+ Thich hoa minh vao nén viin ho4 dia phuong.

+ Chép nhén nhimmg tién nghi an & t6i thiéu.

- Lita tudi, giol tinh:

Pay cling 12 mot trong nhimg yéu t6 quyét dinh dén s lua chon cla
khdch hang. Nhan vién 1€ tan cdn phai rghién ciu gidi tinh, Ita tuéi cla
khdch dé ¢6 cdch chio bdn san phdm dich vu clia khach san cho phit hop véi
timg d6i tugng khich.

Vi du: Khéch du lich 1 nit

+ C6 do6 nhay cam, da cam, t& nhi.
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+ Sinh an tinh todn tién 4n nhanh.

+ Trong mua hang k¥ tinh, hay doi hoi cén k&, sach s&, gon gang, khi
khong déng v vé chit lugng san pham dich vu cha khéch san 1a phan nan gép
y ngay. |

+ Thudng hay than trong trude nhiing san phdm dich vu méi la.

+ Thich tham gia dich vu mua sim.

Vi du: Khich du lich la nam.

+ Nam giéi thudng x6ng xdo, bao dan va hay cé tinh mao hiém trong du lich

+ Tinh cdch c&i md, dé& tinh, chi tidu rong rai.

+ Thich tham gia vao dich vu vui choi giai tri cia khdch san.

+ Thich an cta la, ding d6 dung sang, t6t va doi khi hay dia, thir thach nha
hang cua khach san.

Vi du: Tam 1y khach theo lia tudi, khéch 12 ngudi cao tudi.

+ Thich yén tinh, chuyén trd nhd nhe, khong thich giao tiép 6n ao.

+ Panh gid vu thé ctia du lich nghiéng vé gid tri thuc t€, tinh tién dung, théi
dé phuc vu cua khach san hon 1a hinh thie.

Vi du: Khdch du lich 1a tré em.

+ Thudng cé tinh higu déng, hay nghich ngom, liéu linh, méi choi, hay vi
pham néi quy.

+ Hay t& mo hi€u k¥ va budng binh.

+ Hay bét chudc ngudi 16n va ban be, an tiéu khong biét tinh todn.

* Biét rd sdn phdam ciia khdch san

PE qu4 trinh tiép thi v ban hang cla nhan vién 1€ tan dat dwoc hiéu qua
cao thi nhan vién 18 tan cin hifu biét can k& vé cdc san pham va dich vu cla
khdch san.Trude khi dua ra cdc sy Iwa chon cho khach, nhan vién 1& tan nhét
thigt phai hiéu rd moi san phidm cla khéch san nhu cic loai budng, di¢n tich,
gid budng, cdc tién nghi trong budng, céc d6 dat trong buéng, huéng clia budng
va c4c dich vu khdch san nhu cdc tién nghi trong phong tap thé duc, bé boi, san
qudn vot, cac nha hang 4n va loai thitc &n ma nha hang phuc vy, dich va phuc
vu dn udng tai buéng v.v..

- D61 v6i dich vu lwru trii thi nhan vién 18 tan phéi biét duoc nhimg kiéu loai
budng ciia khach san, vi trf cda tig loai budng, cic dic diém riéng biét cla
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timg loai buéng, mifc gid clia timg loai budng, chi tiét vé cic trang thiét bi
trong buéng

Vi du: Khéch san c6 66 buéng, méi budng déu c6 hai clra sé kinh véi dién
tich thich hop. T4t ca céc budng déu dugc trang bi ti vi c6 thé bit dugc céc kénh
quéc t€, mini bar, binh dun nudc, két an toan, phong tim cé bon tim va thiét bi
vé sinh c6 chét lugng cao, dién thoai goi truc ti€p qudc t&, truy cip Internet toc
d6 cao nham dam bao quy khach c6 thé nghi ngoi thoai mai véi céc dich vu phuc
vu chu ddo nhat ciia doi ngili nhan vién chuyén nghiép ctia khiach san. Déi véi
khich quan trong, khdch san danh riéng nhimg budng nghi dac biét sang trong
vOi nhitng tién nghi méi dugc thiét k€ va dat tiéu chuin cao tir chiéc tham cho t6i
phong tam nham tao cho quy khach su khic biét tuyét voi.

trhe hotel has 66 rooms with double glass window and special wide of dimension (at least 3§
square matter/smallest room including 24 Superior rooms, 36 Deluxe rooms, 06 Suites

ALl rooms have international satellite TV channels, mini bar, coffee/tea making facilities,

in room safe, bath room with bathtub and high quality toilet amenities, IDD telephone,

high speed internet access, hair dryer, laundry service to ensure confortably relax and

quiet night with specially taking care by personalized service from our well-trained staffs.

Fo

-

the VIPs, the hotel offers very special Suites with completely new dasigned up
to high standard of furniture and equipment from carpet to private bathroom in
order to make VIPs really different from others by VIPs treatment. Apart from that,
VIPs always serve the rights to use gyms, swimming pool, sauna, steam-bath and
Jacuzzi for recreational demands at free of charge

The hotel has made further improvements recently and upcoming time with newly
designed and furnished reception desk, lobby, hotels cutlets and business center
to continuously keep the cozy, model, private, comfortable and luxurious atmosphere.

Hinh 2.1: Giéi thiéu cdc loai budng ciia khdch san
- Déi v6i dich vu an u6ng nhan vién 1& tan phai biét dugc vi tri cta timg
nha hang trong khich san, cach phuc vu ctia timg nha hang, hinh thic phuc vu,
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s6 luong khach, thuc don cua nha hang phuc vu...

Vi du: Quy khich cé thé thudng thitc hwong vi cdc mén an trén thé gidi tai nha
hang A - Pong (A- Pong Rsetaurant), bao gém cdc mén an Viét Nam, ASEAN,
Nhat Ban, Han Quéc, va cidc mén an Au trong khéng gian yén binh va ddm am.

Club Lounge va Private bar ctia khach san cung cap nhitng dich vu déc biét
nhu: an trura, an t6i, tiéc Cocktails cho cac thuc khach va thuong gia quan trong.

Quy khéch dang lua chon mot noi hoan hdo va ly tuong dé t8 chic ngay
trong dai nhat trong cudc dodi minh? Hay t6 chic 1€ cudi trong mo cua quy
khéch tai khdch san cta ching t6i. Ching t6i s€ tao mot khong gian tuyét voi
cho 1& cuéi ctia quy vi bao gém céc dich vu tron géi nhu: thuc don déac biét,
trang tri phong cudi, hoa cudi, rugu Sampanh, mot dém nghi tai khéch san va
bita sing danh cho c6 dau chi ré...

—
F & Bautlet=

T?.e hotel's conference, meeting and banquet facilities have played host o 2
range of major internaticnal conferences from 40 to 300 participant

The hotel also offers VIP meetings rooms for the private meeting of VIPs with
the highest standard of services

Al'. fusion of delights from all over the
world can be enjoyed in cur A Dong
restaurant-your wife's place including
Vietnamese, Asian, Japanese K FKarean,

and European dishes in the peaceful and cozy
atmosphere. The Club Lounge and Private bar
offer a unique concept of entertaining
services such as special business lunch,
dinner, and evening cocktails for business
executive guests.

“ Lacnnq for a perfect and 1dea place to
celebrate your unforgettable day to be treasured forever?

Let your wedding party happen in dream

at Asean Internaticnal Hotel,

We offer an excellent ambiance for your wedding party

” package including special menu as your request,

v : amazing decoration for wedding party in hotel's
q' » ball room, transportation, flower bouguet, champagne,

one night stay breakfast for couple and so on

Hinh 2.2: Gidi thiéu cdc dich vu cia khdch san
- P6i véi dich vu khac nhan vién 1€ tan phai nam viing céc dich vu khéc tai
khéch san, thi tuc tham gia vao céc dich vu bé sung ctia khach san, gid ca cua
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timg dich vu dé chao bén c4c dich vu phuc vu cho khéch luu tri tai khach san.

Vi du: Nam tai vi tri thuan loi ngay canh sanh chinh ctia khich san, trung
tam kinh doanh ddp ing day du cac dich vu cho quy khdch bao gébm: mdy tinh,
mady in, dich vu thu ky, truy cap Internet t6c dé cao, giri va nhan thu dién ti,
dich vu théng tin (vién thong), ddnh mdy, photocopy, mdy fax, chuyén phat
nhanh, van phong phdm, ciing nhu c4c dich vu dich thuat...

Khéch san cling dua ra nhitng dich vu giao thong nhanh thuan tién cho quy
khach, tir viéc dén khach tai san bay dén cac tour du lich trong thanh phg, dua
do6n khach tir khéch san - van phong - khach san hoac dich vu cho thué 6 t6. Viéc
trang bi céc xe hoi loai nhé va cac minibus tién nghi cling véi doi ngii 14i xe giau
kinh nghiém s& luén dép iing moi nhu cdu du lich ctia quy khéch tai Ha Noi.

(:onveniently located next to the hotel's front desk,

the business center offers comprehensive services to

our guests including, computer and print out, secretarial
services, high speed internet access, email send and receive,
communication services, word processing, photocopier and
facsimile machine, courier, stationary supplying and translation
service as well.
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Transportation

The hotel offers cur loyal guests gquick and
comfortable transfer service ranging from airport
pick up and see off to city tour, hotel - office -
hotel or ocut-of-town car rental. Equipped with our
luxury sedan and spacious minibus, our experienced
drivers can always satisfy your travel needs in Hanoi.

Hinh 2.3: Gidi thiéu cdc dich vu cua khdch san

- D6i véi dich vu vui choi giai tri ciia khach san, nhan vién 1€ tan phai cé
am hiéu can k& cac dich vu vui choi giai tri ctia khach san dé gi6i thiéu cho
khach hang biét dugc khach san ¢6 dich vu vui choi giai tri gi? thi tuc tham gia
vao cdc dich vu vui choi giai tri, gid ca cua timg dich vu vui choi giai tri...

Vi du: Cau lac bo thé duc thé thao va vat 1y tri liéu dugc trang bi cdc dung
cu tién nghi v6i khong gian thodng mét c6 thé gitip quy khéch thu gidn. Quy
khach cé thé tap thé duc tai phong tap chuyén nghiép ctia khdch san ching t6i
vGi cdc mdy tap da nang, xe dap bo... cung v6i su huéng dén tan tinh cua doi
ngll nhan vién chuyén nghiép ctua khach san s&€ mang lai cho quy khéch than
hinh cén déi.

Trung tam thé duc thé thao va dich vu gidi tri ctia khdch san duogc xay dung
v6i nhitng tiéu chudn cao, dugc trang bi ddy du cdc dung cu cé phong tép,
phong xéng hoi, phong tim hoi, sin tennis, phong massage, thim my vién, bé
boi ngoai troi...
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Entertaining & Recrestings ﬂ mn Hsean Club

I e o

Tm hotel's brand-new fitness and entertaining
service Center - Asean Club now has been opened,
It will be organized as the high ltllldulxd

fitness and entertainment center ‘ !.1)' quiyp.d
with gympasium, serchic room, uun r\ﬁ
= Jagurzi, tennis courts, usngc

beauty salons and an outdoor swimming pool it hn deck.

Hinh 2.4: Gidi thiéu cdc dich vu vui choi gidi tri cua khach san

* Gioi thiéu tinh déc ddo cua khdch san

Mat hang duy nhét cta khach san la nhitng gi chi dién ra va t6n tai & riéng
khach san d6. P€ xdc dinh dugc mat hang duy nhit ctia khach san, nhan vién 18
tan phai so sdnh cdc dich vu trong khéch san véi d6i thli canh tranh trong viing.

Vi du:

+ Tat ca cdc budng ctia khach san déu nhin ra bién.

+ Khéch san c¢6 san choi danh cho tré em.

+ Khéch san c6 phong hoéi thao 16n nhat trong ving.

+ Khéch san c6 hé théng n6i mang Internet khong day c6 téc dé cao.

+ Qudy bar phuc vu 24/24 gio.
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+ Khéch san ¢6 chd d6 mdy bay truc thang tai tang thuong.

+ Khdch san ¢6 trung tam giai tri ldn nhat & trong viing....

+ Nhan vién 18 tan c¢6 thé gidi thiéu mét hang doc nhat vo nhi cta khach
san minh bing cich so sanh véi céc khach san khac trong kbu vue dé lam noi
bat uu thé cha khdch san.

* Tao co hoi lua chon cho khdch

Nhan vién 1& tan khi chio ban cdc san pham dich vu cta khich san cho
khach phai khéo 1éo tao co hoi cho khéch lya chon cdc san pham va dich va dé
khach so sanh va di dén quyét dinh chon loai nao. Nhan vién 1€ tan nén nhé 1a
chi gi6i thiéu va goi ¥ chir khong dugce ép khach.

Vi du: Khi khéch c6 nhu cdu thué budng doi cha khadch san, nhan vién 1€
tan ¢6 thé gai ¥ " chiing t6i c6 thé phuc vu quy khach mot budng déi loai sang
trong cé giudng hoang d€ duge bo tri & tdng 16 véi gid san 100 $ hoac ching
t6i c6 budng doi loai dat biet & ting trét, c¢6 budng ngh va budng ti€p khdch
riéng v6i gia 150 $. Diéu ndy tao diéu kién cho khich c¢6 co hdi lua chon giita
hai loai buéng va khach biét dugc 1oi ich, su khdc nhau vé hai loai budng nay.

IL. THUC HANH KY NANG BAN HANG

1. Piéu kién thuc hién

1.1. Pia diém thuc hanh: Phong thuc hanh 1€ tan.

1.2. Thiét bi dung cu: Phong thyc hanh 1€ tan, qudy 1€ tan...

1.3. Thoi gian: 6 tigt

2. Trinh ty thuc hién

2.1. Kiém tra tac phong, trang phuc, phong thye hanh 1€ tan, quay 1€ tan.
2.2, Trinh tu tién hanh

TT Tén cong viéc Thiét bi dung cu Yéu cau ky thuat
1 X4c dinh khach - Phong thue hanh 1€ | X4c dinh khach hang
hang clia khdch san. | tan, qudy I€ tan cta khéch san theo ding
chuyén mon nghiép vu.

48



2 Bi¢t rd san pham - Phong thue hinh 18 | Xdc dinh ro cdc san
cua khdch san 1an, quay 1¢& tan pham dich vu cua khich
. san theo ding chuyén
mon nghiép vu.
-3 | Mat hang duy nhdt | - Phong thue hanh 1& | Néu bat duge mat hang
: - ctia khich san | tan. qudy 18 tan , duy nhat cua khich san
5 theo dung chuyén mon
| nghiép vu.
. . B -
4 Tao co hdi lua chon 1 - Phong thue hanh 1é | Biét cdch gidi thi¢u cho*

cho khach

tan, quay lé tan i khach theo ding chuyén

mon nghié&p vu.

2.3. Huing dan thyc hién trinh ty thyc hanh k§ nang bin hang

Tén cong viéc

Hudng dan

Xdc dinh khach hang cua
khach san.

Xdac dinh 6 duge khiach hang cta khdch san va
tim hiéu cde thong tin nhu: quéce tich, phong tuc
tap qudn, ton gido, sd thich, Ida wél, gidi tinh
ctia khéch... |

Biét r& san phim cla
khich san

Xic¢ dinh 6 cdce san pham dich vu ctia khéch san,
tha tuc can thiét khi khdch tham gia, gid cd cha
ting dich vu.

Mat hang duy nhél coa
. khach san

Hicu vAd ndm 13 duge mat hing duy nhit cia
khdch san. Néu bat duoc méat hang duy nhit cia

khach san khi gidi thiéu cho khach.

Tao co hét Iwa chon cho
khach

Néu bat duoe cdc dich vu va tr vin cho khdch
lua chon phu hop véi timg déi tuong kKhach.

3. Cac dang sai hong va cach phéng ngira

TT Hién tuong

Nguyén nhan Cach phong ngua

l

K¥ ndng gidgi thigu

Chua bi€t sip x¢&p | Nghién cifu k§ 1y thuyét

4 GTTHNVLT-A
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chao b4n san phim
cia khach san chua
diing véi  chuyén
moén nghiép vu

giét thitu ban céc
dich vu clia khdch
san, chua binh tinh tuy
tin kKhi gidi thiéu chao
bin dich vu cta
khéch san.

v€ k¥ ning ban hing cla
nhén vién 18 tan.
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11 KIEM TRA PANH GIA
Kiém tra danh gi4 cho diém hoc sinh vé k¥ ning ban hang.

4. GTTHNVLT-B-



BAI 2

THUC HANH QUANG CAO,
GIGI THIEU CAC DICH VU CUA KHACH SAN

Muc tiéu

- V& kién thire: Hidu dudc tdm quan trong trong viéc st dung tap gap cla khach san
dé chao ban gidi thidu sdn pham dich vu cho khach hang, ting doanh thu cho khach san.

- V& ky nang: Thuc hién thanh thao quang cao san pham, dich vu cla khach san
théing qua tap gap theo dung chuyén mén nghiép vu.

- V& thai d6: Ren luyén kha nang quang cac san phdm dich vu clta nhan vién bd
phan I& tan khach san.

1. KIEN THUC CHUYEN MON VE QUANG CAO, GIOI THIEU CAC
DICH VU CUA KHACH SAN TU CAC TAP GAP CUA CAC KHACH SAN

1. Gidi thiéu chung vé khach san

- Hinh thanh va phat trién cia khéch san.

- Thit hang cuia khéch san.

- Vi tri cia kKhach san.

- Kién triic chia khéch san.

- Khoang céch tir khach san d&n noi trung tam thanh phd, san bay...

- 86 lugng buéng cia khich san.

- Bia chi, s6 dién thoai, s6 fax, e-mai...

Vi du: Khich san cita ching t6i dugc thanh 1ap tir nim 1995, khach san dat
tiéu chudn quéc t&€ 3 sao. Ném tai vi trf quan trung tam kinh t& ciia thit do Ha
Noi, dugc bao quanh bdi trung tam trién 1am Giang V&, khu ngoai giao doan,
va cach khong xa khu cong nghiép Noi Bai, siéu thi ban buén Metro, khich san

51



cua chiing tdi cach sin bay qudc t&€ Noi Bai 30 phiit xe hoi. V&i 161 thiét k€ va
trang tri theo kién tric Phdp, khach san ching 161 s& mang dén cho quy khich
sur nghi ngoi va gidi trf tuyét voi, khdch san ciia chiing 161 ¢ 66 budng va duoc
chia thanh 3 loai buéng (06 budng dac biét sang trong, 24 budng sang trong, 36
buéng binh thuong).

Khéch san cla ching toi 12 khidch san thin thién nhatl thanh phéd do cdc
dich vu déac biét cung véi su phuc vu tan tinh chu déo, 1a khich san than thién
véi cam két phye vu véi mot nu cudi va 1a khdch san dién hinh méi mang dén
cho quy khich khong khi &m dp va dich vu dac biét véi phong cdch da dang dé
quy khach luén cam thay nhu & nha cua minh. Khach san cia ching t6i di va
dang dao tao ddi ngl nhan vién cua minh mot cich hiéu qua, tu tin vdi phong
cdch chuyén nghiép. Dén véi nhitng dich vu cua khach san, quy khéch s& thay
kinh nghiém phuc vu va kién thifc ctia d6i ngii nhan vién khich san vurot xa su
mong doi cia quy khach dé nhiam thod min timg nhu ciu ¢4 nhin cha quy
khach. Xin hiy lién hé vdi chiing tdi theo dia chi: 86 8 duong Chiia Boc quan
béng Da thanh phé Ha Noéi, s6 dién thoai: (84-4) 8529108; fax: (84-4)
8529111; E- mail: asean @ hn.von.vn; Website: http://www.aseanhotel.com.

2. Giéi thiéu dich vu luu tra

- Gidi thiéu cac loai budng c¢6 trong khéch san.

- Gidi thiéu vi trf cla timg loai budng.

- Gi6i thidu cic trang thiél bi ciia timg loai budng.

- Gidi thiéu quang canh xung quanh ting loai budng cua khach san.

- Gidi thiéu chi tiét vé muc gid cla timg loai bubng.

- Vi dy: Khdch san cua chiing tdi ¢6 3 loai budng (06 buéng dic biét sang
trong, 24 budng sang trong, 36 bubng binh thudng).

+ Loai budng dic biét sang trong cua khédch san chiing t6i duge b tri tai
tdng 5 cla khéch san, dién tich 60 m* c6 phong tié€p khach riéng, phong ngl
riéng va c6 phong lam viéc, trong budng cé hai phong vé sinh, mot phong vé
sinh duge thiét ké ngoai phong khach rdt tién loi cho quy khach, dat biét phong
vé& sinh trong budng ngu cla khdch san duge ddu tu cdc trang thiét bi hién dai
¢6 vOi tAm hoa sen, bon tdm va thiét bi vé sinh chat fugng cao...

Buéng dic biét sang trong dugc trang bi cac trang thiét bi hién dai, déng b
nhu: ¢6 clra 6 kinh, ban cong nhin ra dudng Chila Boc tao diéu kién cho quy
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khidch cam thay luon thodi méi khi quy khédch luu trd tai khdch san cla chiing
t6i. Ngoai ra buéng dic biét sang trong clia khéch san chiing t6i dugc bai trf
trang nha thanh lich theo phong céch chau Au. Budng dac biét sang trong ciia
khach san ching t61 dugc trang bi ddy du céc thiét bi sang trong nhw dién thoai
duong dai quéc té, ti lanh, minibar, két an toan, binh dun nudc, tivi véi nhiéu
kénh quéc t€, duong truy cap Internet td¢ do cao nham dam bao quy khéach ¢é
the nghi ngoi thodi mdi v6i cdc dich vu bubng nghi 24/24 git. Loai budng dac
biét sang trong clia khéch san chiing t6i duge ban véi gid 100 USD/ mot ngay
dém bao gém thué gid tri gia ting va bira diém tdm phuc vu cho quy khéach vio
méi budi sdng.

+ Loai budng sang trong ciia khach san clia chiing téi duge b6 trf tit tdng 6
dén tng 10 dién tich 40 m’ trong budng sang trong duge bé tri phong ti€p
khach riéng va phong ngu riéng, trong buéng cé mét khu vé sinh duge trang bi
day du tién nghi v duge dat tai budng ngh clia quy khach.

Budng sang trong dirge trang bi cic trang thiét bi hién dai, ddng bo nhir: ¢6
ctra s6 kinh nhin ra dudng Chia Boc tao didu kién cho quy khach cam thdy
ludn thoai mai khi quy khéch luu tri tai khdch san cla ching t6i. Ngoai ra
budng sang trong cla khéch san ching t6i dugc bai tri trang nha thanh lich
theo phong cich chau Au. Buéng sang trong dugc 1ip ddy di c4c thiét bi sang
trong nhir: dién thoai dudng dai quéc (€, ti lanh, minibar, két an toan, binh dun
nudc, tivi vi nhién kénh quéc t€ dudng truy cap Internet t6e d6 cao nhdm dam
bao quy khdch c6 thé nghi ngoi thodi méi véi cde dich vu budng nghi 24/24
gid. Loai budng sang trong clia khdch san chiing t6i dugc ban véi gid 80 USD/
mot ngay dém bao gdm thué gi4 tri gia ting va bita diém tam phuc vu cho quy
khéch vao méi budi sang.

+ Loai budng binh thutng ctia khich san ching 161 duge bé tri tir ting 2
dén tang 4, dién tich 25 m’, Budng binh thudmg dudc trang bi céc trang thiét bi
hién dai déng bo nhu: ¢6 cira s6 kinh nhin ra dudng Chiia Boc tao diéu kién cho
quy khdch cam thay ludn thodi mai khi quy khach luu tni tai khdch san cua
chiing t61.Ngoai ra budng binh thudng cla khich san chiing toi dugc bai tri
trang nhi thanh lich theo phong cich chau Au. Buéng binh thudng duoc lip
day do céc thi€t bi sang trong nhu: dién thoai dudng dai quéc €, ti lanh,
minibar, két an toan, binh dun nudc, tivi véi nhiéu kénh qudc t€, dudng truy
cap Internet téc do cao nham dam bao quy khich cé thé nghi ngoi thoai méi
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véi cdc dich vu budng nghi 24/24 gid. Loai budng binh thudng clia khach san
ching 161 duge ban véi gia 50 USD/ mét ngay dém bao gém thué gii tri gia
tang va bira diém tam phuc va cho quy khéch vao méi budi sing.

3. Gidi thiéu vé dich vu &n uéng

- Gidi thiéu vé€ cdc nha hang cha khéch san.

- Gidi thiéu vé s6 lugng khdch nha hang cé thé phuc vu dugc.

- Gi6i thiéu v€ thue don cilia nha hang.

Vi du: Khéch san clia ching toi ¢é 2 nha hang phuc vu cho quy khach vé
nhu cdu 4n udng hang ngay va cic nha hang clia chiing t6i ciing ti€p nhan dat
tiéc chiéu dai cho quy khéach.

+ Nha hang Kim Long cha khéch san clia ching t6i ¢é thé phuc vu téi 350,
khich cling mét Idc, véi doi ngili dau bép gidi tir Trung Qudc s& chudn bi cho
guy khdch nhiéu thyc don phong phi. Quy khidch ¢é thé thudng thitc nhimg
mén dn ngon nhat cda Viét Nam, Trung Hoa. Nha hang Kim Long dugce thira
nhéan 13 nha an phong vi Trung Hoa ndi tiéng nhat Ha Ngi, v6i mén an chinh
théng Trung Qudc. Nhi hang vita duge nang cdp trang hoang 16ng ldy va dac
biét nha hang Kim Long cia chiing t6i ¢é nhi€u phong an riéng lich su gitp
cho quy khdch ¢6 thé thuan tién trong viéc giao dich véi cde d6i téc. Quy
khich dang lrra chon mdt noi hoan hao va 1y tudng dé 18 chiic ngay trong dai
nhét trong cudc ddi minh. Hay té chiic I1& cudi trong mo clia quy khdch tai nha
hang Kim Long cta chiing t6i Chiing t6i s& tao mét khong gian tuyét vai cho &
cudi clia quy vi bao gém céc dich vu tron géi nhu: thuc don dac biét, trang tri
phong cudi, trang diém cho ¢6 dau, hoa cudi, rugu Sambanh... Hiy dén véi nha
hang Kim Long cia khich san chiing t6i, quy khach s& tan hudng nhitng moén
in dic sac chia Viet Nan va cia Trung Quéc véi nhilmg ddu bép néi tiéng nhidu
kinh nghiém dén tit Trung Qudc.

+ Nha hang Italia cfia khdch san ching tdi ¢6 thé phuc vu t6i 250 khdch,
v6i phong tiéc quan trong, doi ngii ddu bép gidi dén tir Italia s& chudn bi cho
quy khach nhiéu thuc don. Quy khdch c¢6 thé duge thudng thitc nhiéu mén an
ngon nhat ctia Italia cling nhu c4c mén 4n cha cde nude chau Au.

+ Qudy bar cia khédch san cha chiing t6i dugce thiét k& & canh hd canh dep,
yén tinh giip quy khéch thu thai thudng thitc céc loai d6 udng va cdc mén an
nhe do cdc nhan vién nhiéu kinh nghiém cta khich san chiing téi s& thdéa mén
nhu cdu cho quy khéch.
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4. Gigi thigu phong hdi nghi hoi thao

Phong hoi thao clia khdch san ching toi ¢6 ddy 0 trang thi€t bi, khach san
chiing toi d4 t6 chic hang loat cdc cudc hoi thio quc t&€ phuc vu tir 50 d&€n 600
khédch tham du. Phong héi thdo cuia khich san 12 dia chi Iy tudng cho cédc cude
hop, hoi thao, hoi nghi, trién 1dm... Khach san cla ching t6i c6 cic phong chifc
ning d€ phuc vu va ddp img moi nhu cdu clia quy vi.

5. Gidi thiéu trung tam thé duc thé thao

Trung tam thé duc thé thao cua khich san chiing t6i 12 mét dia chi tri liéu
hoan hao dem lai cho quy khdch mét stic séng mdi va than hinh can d6i. Quy
khdch cé thé tap thé duc tai phong tap chuyén nghiép cua khéch san véi cic
may tap da nang, xe dap bo... Ngoai ra khdch san ching t6i con dau tw xay
ding san tennis, phong Karaoke, Bi-a, b€ boi cla khdch san dugc xay'dl_mg
theo kién tric cha Phuong Déng 14n ddu tién c6 & Déng Nam A, bé bai clia
khéch san phuc vu quy khéch t4t ca cdc mia trong nam véi hé thong mai che tu
déng, 12 noi 1y tudng dé quy khdch thur gian.

6. Gigi thiéu dich vu khac cha khach san

Ngoai cdc dich vu trén khich san chiing t0i con cé nhi€u dich vu khéch
phuc vu quy khdch khi quy khéch luu tri tai khdch san chiing t6i nhu: dich vu
giat 13, tham quan du lich, 1am dich vu visa, van chuyén, dat vé mdy bay, bao
quan tu trang hanh 1y, bdo thic khich, cung cdp hoa tuoi, y t€, cho thue phién
dich, thu ky, vé s§...

Khéch san clia ching t6i 1a khdch san than thién nh4t véi nhitng cam két
lu6n phuc vu quy khéch véi nhimg dich va hoan hio nhat, khéch san ctia chiing
toi s& mang dén cho quy khéch khong khi &m 4p, phong cdch da dang d€ quy
khédch luén cam thdy nhu & nha cia minh.

7. Tap gap cua cac khach san

* Tdp gdp khdach Nikko Ha Noi
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Experience the unmique clhiaracten

of Vietnam s beautiful (Capital

in Hanoi's Best All Round T lotel
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&
hotel nikko .
hanoi

From the moment you are
welcomed into the Holel's
spacious lobbyv vou will be
surrounded by Vietnamese

charm and traditional

Japanese hospitality.

Conveniently located in
downtown Hanoi,

Hotel Nikko Hanoi is close to
prominent office locations,
historic sites and popular
shopping areas. Set amongst
parks and lakes the hotel

is a quiet retreat of

serenity and comfort from

the city’s vibrant streets.

Hotel Nikko Hanoi

with its ideal location,

well appointed & spacious
rooms, elegant furnishings.
& premier dining excellence
will make vour stay in Hanoi
a very pleasant one to

remember.
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Restaurants & Bars

EINAEM
hwy b
1 a fresh
ry. Hotel
tis hailed
il the city's
premer places (o dine

Offening mternational
met flavours

from France. Cluna

sart there is
something to please all
culinary tastes and
maods for breakfast,

hirse ner and

Trwecn

Recreation Facilities

Guests can maintain their reqular fitness
program in the fully equipped Nikko
Fitness Club, including 20m private
outdoor swimming pool and jacuzai
Alternatively. take time oul 1o relax and
rejuvenate with a sauna, spa ard massage
ar soak up the sun and setthe into a good
bouok on the Poolside Terrace



=

nikko hotels
international

Tt dam | ER

%2 hotel nikko hanoi

84 Tran Nhan Tong Street. Hanoi. Vietnam
Tel: (84 4) 822 3535 Fax: (84 4) 822 3555

email: sales@hotelnikkohanoi.com . wvn

For reservations and informatnon contact the
hotel directly. vour travel agent. nearest Japan
Airlines office or Nikko Hotels International

Toll free in LIS & Canada 1-SB00-NIKKO-UIS (645 -5687)

; 0800-282-502
0120 58-2586
Tokvo 81-3-3458-3910

Toll free in LIK
Toll free in Japan

GDS Chain Code: NK
http//wawnw nikkohotels.com

In Partnership with

s« MERIDIEN
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* Khdch san Softel Plaza Ha Noi
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Praza Hanoi S0511LL Paza Hanoi

1 Thanh Nien Road; Ba Dinh Distgict, Hanoi, Vietnam
Tel: (84-4) 823 8888 Fax: (83-4) 829 3888
" E-mail: info@sofiteiplazahn.com.va
apartments@sofitelplazahn.com.vn . . » 1
www.sofitel.com www.accorhotels.comasia i ! w
wwwi.sofitelapartments.com .
: SOFITEL

ACEOR HOTELS & RESORTS

P Anew pershmlm on our Hotels and sé\rice's
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Hanoo's Hd Chuarter
and The
House are |
close 1o the Sofitel
Plaza Hano

he seal of gove

of Vietnam

1al buildings, beautiful Iz
whanting people

scape

The hotel is
renowned 1o have
the most sLEnic view
i Hanot, something panoranic v
you can enjoy fn.nnl river and the
each of gur 322 »-Chinese and French Colonial
rooms

2 destination

cture, Hanoi is a culturally
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A “Best Business
Hotel” award
winning hotel with
Sohtel Club offering
persanalized service
and umigue privileges
for the | discerming
customer
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The Hote

Fieer oinates drive to the business and
cultwal centres and 30 minutes trom
oi Bar International Airport, Sofitel
Plaza Hanoi s an adeal address for

ity

impeccable service with a famili
and warmth that will make you feel
completely at home




The Fitness Centre at
Sofitel Plaza Hanoi 1s
the perfect retreat
lorevitalize and stay
inshape

A

The first-of-its-kind in Southeast Asia,
the outdoor all-weather Swimming
Pool comes with a retractable roof for

-all year enjoyment. Next 10 1t, the Gym

and Spa faciliies offer a complete
work-oul with state-of-the-art
equipment and amenities. The Pool
Garden Cafe s ideal for a healthy snack
and refreshing drink.
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II. THUC HANH QUANG CAOQ, GIOI THIEU CAC DICH VU CUA
KHACH SAN TU CAC TAP GAP CUA CAC KHACH SAN

1. Didu kién thuc hién

1.1. Dia diém thuc hanh: Phong thuc hanh 1€ tan

1.2. Thiét bi dung cu: Qudy & tan, tap gap cla cic khdch san.

1.3. Thai gian: 8 tiét

2. Trinh tu thuc hién

2.1. Kiém tra tac phong, trang phuc, tap gap, phong thuc hanh 16 tan.

2.2. Trinh tu tién hanh

TT Tén cong viéc

Thiét bi dung cu

Yéu cau k¥ thuat

1 | Tim hiéu céc théng
tin (0 cdc 1&p gap
clia khach san

Phong thuc hanh 1€
tan, quiy 1€ tan, tap
gap cia khéch san.

Tim hiéu céc théng tin tir
cdc tap gap cta khéch
san theo ding chuyén
mon nghiép vu.

2 | Chuén bi bai thuyét
minh '

Phong thuc hanh 1€
tan, quay I tan, tap
gdp cua khach san.

Chuan bi bai thuyét
minh theo ding chuyén
moén nghiép vu.

minh

3 | Trinh bay bai thuyét

Phong thuc hanh 1é
tan, quiy l€ (an, tap
gap cia khach san.

Trinh bay bai thuyét
minh theo ding chuyén
mon nghiép vu.

2.3. Huéng dan thuc hién trinh tu thuc hién

Tén cong viéc

Hudng dan

Tim hiéu cdc thong
tin tir cdc tap gdp cua
khach san.

- Suu tam céc tap gép cia céc khéch san.
- Tim hiéu céc théng tin chinh xdc ghi trén tap gip
cua khich san.

Chuidn bj bai thuyét
minh.

- Can ot vao céc tap gdp cha khach chudn bi bai
thuyét minh theo ding quy trinh quang cdo gidi
thiéu céc dich vu clia khdch san.
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Trinh bay bai thuyét | - Can cit vio bai thuyét minh da chudn bi, trinh bay
minh. bai thuy€t minh theo diing chuyén moén nghiép.vu vé
cach quang cdo gidi thicu v& khach san, cac dich vu
cta khéch san phuc va khdch.

- Thr thé t4c phong tu tin, giong ndi to rd ring, mach
lac, truyén cam, 1én xudng giong hap 1¥.

- Néu bét duge mat hang duy nhat ctia khéch san.

3. Cac dang sai hong va cach phong ngira

TT Hién tugng Nguyén nhan Cach phong ngira_

I |K§ nang gidi | Chua bigt sip x&p | Nghien citu ky 1y thuyét vé
thiéu cdc dich vu | gidi thiéu bdn cdc | k¥ nang bdn hang cla nhan
clia khdch san tir | dich vu cta khéch | vien 1& tan. Chudn bi bai
cdc tdp gdp cla | san, chua binh finh | thuyét minh theo diing
khich san chua |ty tin khi gi6i thi¢u | chuyén mon vé céc gi6i
ding v chuyén | chdo bdn dich wvu | thiéu cdc dich vu cla khdch
mon nghiép v, cua khdich san. san thong qua cdc tap gap va |
to ro1 cua khich san.

Cau hai bai tap

1. Thuc hanh k§ ning ban hang cla nhan vién 1& tan?

2. Thyc hanh quang cao, gidi thidu cac dich vu ca khach san tir cac tap gép cta cac
khach san? ’
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| Chuong 3

NHAN DAT BUONG

Bai 1

BAI TAP GHI CHEP
CAC KY HIEU TREN SO PO BUONG

Muc tiéu
- V& kién thic: Hidu duge tdm quan trong cla viéc sif dung so d6 budng trong qua
trinh theo doi budng cda nhan vién I& tan.

- V& ki nang: Thuc hién thanh thao ghi chép céc ky hidu trén so dé budng, chinh xac
theo dung chuyén mdn nghiép vu.

- V& thai d3: Reén luyén tinh cdn than, nhanh nhen trong qua trinh theo dai tinh trang
bubng clia nhan vién 18 tan khach san.

L. KIEN THUC CHUYEN MON BAI TAP GHI CHEP CAC KY HIEU
TREN SO PO BUONG

1. Quy trinh theo déi budng qua so do

So d6 budng 14 so d6 mo té tinh trang cdc loai budng trong khéch san vé s6
lwong budng c6 khdch ¢, s6 budng tréng, s6 budng di [am vé sinh, s6 budng
chua lam vé sinh buéng, s6 budng khach hen s& i, s6 budng khach sé di...

* Budce 1: Diéu chinh so d6 budng.

- Cal: Nhan vién I€ tan nhan biét ky hiéu di ghi trong so dé ca chiéu hom
trudc va ghi 1€p thém trong ca dém.
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- Ca 2: Nhan vién 1€ tan xem lai so d6 ¢4 ngay dém hom trude va sdng hom
sau, sau do thay s¢ d6 mdi, chép lai k¥ hiéu buéng khdch dang & va khach s& di
trong ca 2, budng khéich hen téi cling trong ca nay.

- Ca 3: Xem so d6 c hai ca ban giao lai, nhan vién 1€ tan ghi tiép ky hiéu
khi c6 sut bi€n dong vé budng xay ra trong dém. Thudng thi rdt it thay déi.

- Piém luu ¥ chung cho ca ba ca:

+ Bubng khéch di di trong ca nguyén 1a budng c6 khich da duge gach
chéo va ghi thém ky hiéu " D D " da di.

+ Trudmg hop chura kip lam v¢€ sinh, ghi thém & 6 chéo bén trdi "CVS" chua
vé¢ sinh, trudng hop da don vé sinh budng xong thi dap chit "CVS" va ghi thém
bén phai "AT" An toan. R6i nhip buéng d6 vao khéi nhimg budng con tréng
an toan. Nhu vay trén so d6 budng c6 hai dang buéng tréng nhu hinh | va hoan
toan dé trdng cling s& budng nhwr hinh 2.

Bb

e AT 101

Hinh [ Hinh 2

* Bude 2: Nhan vién 18 tan thong ké tdng s6 budng da c6 khach vi chua cé
khach ngay tir liic ddu ca.

* Bude 3: Nhén vién 1€ tan quan tam dén buéng khach hen s& téi trong ca
va buéng khdch hen s€ di trong ca.

* Budc 4: Nhan vién 1€ tan ghi ngay cdc ky hiéu khi ¢6 sy bién dong vé
khéch di va khich dén, khong dén lai cuéi ca.

2. Ky hiéu trén so doé budng

e

101 102 8

e
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s¢ 405 AT | S¢ 501 AT | 14

*Hudng dan ghi chép ky hiéu lén so d6 buong
: Khach dang &

: Khach di ving vin giit budng

: Khdch di ving di vé

: Khéch s& di sau 12h

: Khdch s& tét va da téi trude 12h

: Khdch di di ¢6 khich mdi

: Buéng sira chita xong da ¢6 khéch &

e e - e

: Budng trong

9: Khach di di chua lam vé sinh buéng trudc 12h

10: Khach di di di lam vé sinh budng an toan truée 12h

11: Khach s& di va d di chua lam vé sinh budng sau 12h

12: Khéch s€ t6i trude 12h

13: Budng dang sira chita chira dugc diéu phéi

14: Budng di sita xong chua ¢6 khach

* Nhitng diém luu ¥ khi ghi chép ky hiéu lén so d6 budng

- So dé budng ton tai trong 24h ké tir 14h hom trude (ca hai) dén 13h45
hdém sau gie ban giao ca (cudi gid ca mot)

- Cdc ky hiéu phai ghi ré rang chinh xdc, khong dap xod, ghi ding ché
trong o chéo trén, dudi, phai, trii.

- Thai diém khéch di, khach dén khéng cdn ghi chinh x4c ma chi cén ghi -
12 tirc trude 12h hay + 12 tic sau 12h va ghi vao 6 chéo phia dudi.

- Sau méi ca lam viéc, trude Tic ban giao, ca trude phdi: théng ké téng s6
budng da ¢6 khich, chua ¢é khéch.

- Chi ¢6 ca hai méi duoc thay so d6 méi va luu lai so d6 cu. Ca ba va ca
mot néi tiép chi dugc sit dung k€ thira so d6 clia ca hai dé lai.
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- S d6 budng ludn luén thay déi sust 24h lién tuc. Mdi ca dén cé trach
nhi¢m bé sung ky hiéu sau mbi bién dong vé budng.

- Khéng duge doi dén cudi ca méi diéu chinh mot 14n.

- Nhén vién 1€ tan déu phai thudc ky hiéu, ghi chép thanh thao va doc dwoc
nhanh chéng khéng sai 1am, 14n 16n.

- Mbi 6 trén so d6 c6 khi duge ky hiéu 61 doi, ba lin khéc nhau.Vi du:
KHACH SE DI (SB), sau d6 KHACH DA DI (B), bubng CHUA VE SINH
(CVS) sau dé da don vé sinh budng xong ¢EVS), an toan ¢6 thé dua vao diéu phéi.

- So d6 budng do nhan vién 1€ tan ghi chép, muén thé hién chinh xéic kip thai
can lién lac chit ché, thuong xuyén vdi nhan vién bo phan budng qua dién thoai.

- Budng khdch @i di (D D va SD) dugce coi 1a budng tréng nhung con ki
hiéu cii. Néu x&p khach mdéi nhan vién 1€ tan gach chéo thém mot lan nita, doi
dén ca hai s& xod bd va chi dé lai mét tin gach chéo.

- Buéng khéch di ving dai ngdy khi tr& vé ghi thém ky hiéu DV & 6 chéo
phia trén. Khi thay so d6 méi néu khédch vin con & chi can gach chéo bo ky
hiéu khoanh tron va V.

3. Bai tap ghi chép ky hiéu so d6 budng khach san

Cén cit vao tinh hinh bién dong budng cho sau day, yéu cdu nhan vién 1€ tan:

Cal: Ghi ky hiéu vao cdc 6 budng trong so dé budng dé tring

Ca 2: Can ¢t vao so dd cii thay so dé méi, ghi cdc ky hiéu b sung

Chu ¥: Thoi diém ban giao ca lic 14h chua cé bién dong vé buéng ngl

Tinh hinh bién dong budng

1. P101 Khich dang ¢
. P202 Khach dang ¢
. P303 Khéch s& di lic 15h
. P404 Khdch dang &

. P505 Khach sé di lic 15h

. P105 Khdch di tham quan xa van giit buéng

. P204 Khich sé& t61 va da tdi hic 10h

. P402 Khéch da di lic 11h da vé sinh budng an toan

. P501 Khéch dang &

10. P201 Khédch da di lic 9h da v¢ sinh budng an toan va cé khdch méi téi &

NS8O Lh B W)

70



1.
12.
13.
14,
15.
16.
17.
18.
19.
20.
21.
22,
23.
24.
25.

P301 Khach sé tai lic 16h

P401 Khich s& t6i va did 161 lic 11h

P205 Khéch dang &

P305 Khach di tham quan xa d3 vé

P405 Khich da di ldc 13h chua 1am vé sinh buéng
P102 Khdch da di Itic 10h di lam vé sinh budng
P103 Khédch dang &

P503 Khéch s& tdi lic 15h

P502 Khéch dang &

P104 Khéch di dj lic 13h chua lam vé sinh buéng
P504 Khéch dang &

P203 Khich s& t6i va dd 16t lic 11h

P302 Khich dang &

P304 Buong hdng dién dang stra chua xong.

P403 Buong hong dién di sira xong an toan.

71



* Pdp dn bai tdp ghi chép ky hiéu trén so do

~

~121\

CA |
\ ST \ SP
501 502 503 504 505
\ +12h \ +12h
ST / Bb / \ DD
01 €VS 402 AT|S€ 403 AT 404 CVS 405
/; 2h -12h | \ +12h
ST / \SD / bV /
301 o302 303 SC 304 305
+12h / \ +12}\ _
r)
BB ST ST \
€¥S 201 AT 202 203 204 205
: / 121\ \ -1%\ _12h / \
\ / \ °P \ /
01 S 102 AT 103 CVS 104 @

12h

YA

Tdng s6 budng (lic giao ca 13h457)
- P& ¢6 khich: 15
- Chua co khich: 10



CA2

N

\ ST \ SPb
/501 /02 503 504 505
\ +12h +12h
/40 402 403 /404\ CVS 405
ST SH / \ /
301 30& 30\ SC 304 0
+12h / +17h
\ / \ ST \ /
201 /02\ /0\ 204 205\
\ / -12h / 5/
10 102 CVS 104 105

Téng s6 budng (lic nhan ban giao clia ca mét 14h)
- DA ¢d khach: 15
- Chua c6 khach: 10

IL. THUC HANH BAI TAP GHI CHEP CAC KY HIEU TREN SO
PO BUONG

1. Diéu kién thuc hién

1.1. Pia diém thuc hanh: Phang thuc hanh 12 tan.
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1.2. Thiét bi, dung cu: Qudy & tan, gidy khé A3, it, thudc ké...

1.3. Thoi gian thuc hién: 4 tiét
2. Trinh tu thuc hién

2.1. Kiém tra thiét bi, dung cu tai phong thue hanh Ié tan

2.2.Trinh ty cong viéc chinh va yéu cau can thiét

Thiét bi dung cu

TT | Tén cong viéc Yéu cau k¥ thuat
1 Cal: nhan bi€t | - Phong thuc hanh | - Nhan biét cac thong tin.
céc thong tin, | 1€ tan, gidy khd A4 | - Ghi chép cdc ky hiéu trén so dé
ghi chép céc hodc A3, hut, budng.
ky hiéu trén so | thude ké.., - Ghi chép céc ky hiéu nhanh,
do budng. chinh xdc, ¢in than theo diing
chuy&n mon nghiép vu.
- Tong hop duge tinh trang
budng clia khdch san nhu: téng
s6 budng khdch dang &, tong s6
budng tréng, tong s& budng
khdch hen s& 16i trong ngay, tong
s buong hong...
2 | Ca2:Nhan - Phong thuc hanh | - Kiém tra k¥ cédc thong tin do

biét cac k¥
hiéu do cal
ban giao lai,
ki€m tra, thay
so d6 mdi,ghi
chép lai nhimg
thong tin
chinh do cal

ban giao lai.

1€ tan, gidy khd A4
hodc A3, but,
thude ké...

cal ban giao lai.

- Thay so d6 méi, ghi chép cic
ky hiéu nhanh, chinh xdc, cin
than theo ding chuyén mén
nghiép vu.

- Téng hgp duoc tinh trang budng
clia khéch san nhu: 16ng s6 budng
dang c6 khdch &, téng s6 budng
khong c6 khéch, tong s6 budng
khach hen sé téi trong ca...
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2.3. Huéng dan chi tiét thire hién cong viée

Tén cong viéc Huéng dan

I. Quy trinh theo d6i budng | *> Bude 1: Diéu chinh so dé budng. :
qua so d6 budng. *> Buée 2: Nhan vién 1€ tan théng ké tong |
s6& budng dd c6 khich va chwa cé khach
ngay tir lic dau gio.

*> Budc 3: Nhan vién 1€ tan quan tam dén
budng khidch hen s& tGi trong Ca va budng
khich hen s€ di trong Ca

*> Burge 4: Nhan vién 1€ tan ghi ngay cdc ky
hiéu khi cé su bién dong vé khdch di va
khich dén, khong dén lai cudi ca.

3. Cac dang sai hong va cach phong ngira

TT Hién tugng Nguyén nhan Cach phong ngira

Ghi chua ding | Do cau tha va khong | Nghién citu k¥ ly thuyét vé
cac Ky hiéu trong | chi tam trong cong | quy trinh theo d&i budng
so d6 budng viéc, chua thudc cde ky | qua so d6, thudce cac ky hiéu
hiéu ghi trong so dé. trén so d6 budng.

I KIEM TRA PANH GIA
Bai tap ghi chép cdc k¥ hiéu trén so d6 budng?
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Bai 2

THUC HANH NHAN BIET THONG TIN
VA CAP NHAT THONG TIN VAO SO VA TG ROI

Muc tiéu

- V@ kién thic: Hiéu duge tAm quan trong cla viéc nhan biét cac théng tin, cap nhat
cac thong tin vao s6 va td cia nhan vién bd phan I8 tan khach san.

- V& ky nang: Thuc hién thanh thao viéc nhan biét cac théng tin, cap nhat cac théng
tin vao s6 va td rai nhanh chéng, ¢an théan, chinh xac theo dung chuyén mén nghiép vu.

- V& thai d6: Rén luyén tac phong lam viéc can than, nhanh, chinh xac trong viéc
nhan bigt cac thang tin va cap nhat cac thong tin vao sé va td rdi.

I. KIEN THUC CHUYEN MON NHAN BIET CAC THONG TIN VA
CAP NHAT CAC THONG TIN VAO SO VA TG ROI

1. Phi&u nhan dit buéng

* Phiéu nhan dat budng cia khdch san gitip cho nhan vién 1€ tan ghi chép tat

ca cdc thong tin dat budng cta khach khi khach dat buéng tai khach san, thong
qua phién nhan dat buéng gidp cho nhan vién 1& tan c6 thé nhanh chéng ghi
chép cé4c thong tin dat budng cua khéch, luu trit cdc thong tin dat budng cita
khéch... tao diéu kién cho nhan vién 1€ tan tién cho viéc theo doi, cap nhat, theo
ddi cédc thong tin dat budng chia khach.
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Biéu 3.1: Phiéu nhdn ddt bubng

RESERVATION FORM
PHIEY NHAN PAT BUONG
Guest |Room type| Bed type No. of |Confirmed| No.of | Additional
name (8) |Loai budng| Loai givdng |Room (s)| Rate | Night (s) | Request
Ten khich S6 lugng | Gid budng | SG dém | Céc yéu ciu
' budng Tuw trd khdic
Guaranteed Non- guaranteed

C6 bao dam

Khong ¢6 bao dam

Home Addrees / Dia chi ¢4 nhan................ Tel........... Fax......... Ematl...........
Company/ Office Address/ Dia chi co quan:......Tel........ Fax....... Email......
ARRIVAL DATE/ETA ... DEPARTURE DATE/ETD..................
Ngay gio dén Ngay gio di
TRANSPORTATION REQUEST
Yéu cdu van chuyén
Flight Details.......ocoovmir, Others...cocooic e
Chi tiét chuyén bay Hinh thitc khac
PAYMENT: Pax- account Company (All expenses)
Company

(Room chargc)
SPECIAL REQUEST (Yéu ciu dac biét)........ooooiiiii s

Taken by: "Received by:

Date: Date:
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Vi du: Khéch san thuong mai du lich ¢6 3 loai buéng

Loai budng dac biét sang trong gid: 60USD

Loai budng sang trong gid: 40USD

Loai budng binh thuong: 20 USD

Ba Nguyén Thi Huong dia chi Quan 1 Thanh phd H6é Chi Minh dat 1
budng Joai dac biét sang trong ngay 1/ 6/ 2005 va s& dén & khach san tit ngly
10 / 06/ 2005 dén ngay 15 / 06 / 2005. Dam bao bang tién mat 100 USD. Ba
Huong cé s6 dién thoai: 08. 8365125. Ba Huong s€ di mdy bay dén san bay
Néi Bai vao 10h sdng ngay10 /06 / 2005,s6 hiéu chuyén bayVN125. Ba Huong
yéu cdu khdch san dua xe ra san bay No6i Bai dén ba vé€ khéich san. Ba Huong sé
rr thanh todn cho khdch san.

Yéu ciu: Dua vao nhimg thong tin trén hay dién vao phi€u nhan dat buong
cho ba Huong
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RESERVATION FORM
PHIEU NHAN DAT BUONG

Guest | Room | Bed type | No. of |Confirmed| No.of |Additional
name (s} | type Loai Room Rate Night (s) | Request
Tén Loai | giuamg (S) | Gidbuong | S6 dém lwu| Cic yéu
khich | budng S6 luong (ria céu khac

hubng
Nguyén 2 Pén tai
Thi Suite | Giuong 01 60USD 5 dém san bay
Huong don Noi bai
Guaranteed Non- guaranteed

C6 bao dam Khong ¢6 bao dam
NAME OF APPLICANT / Tén ngudi dat: Nguyén Thi Huong

Home Addrees / Dia chi cd nhan Quan | Thanh phéd HCN.Tel: 08.8365125.
Fax...Email..... '

Email......

ARRIVAL DATE/ ETA: 10h sang 10/06/2005. DEPARTURE DATE/ETD:
15/06/2005

Ngay gio dén Ngay gio di

TRANSPORTATION REQUEST

Yéu cau van chuyén

Flight Details: VN 125 Others.......c..ooovviviiiiiiiiceeevren
Chi tiét chuyén bay Hinh thifc khdc

PAYMENT:

Pax- account
Company

Company (All expenses)

{(Room charge)

SPECIAL REQUEST (Yéu cau dac biét): Don tai san bay Noi Bai lic 10h
sdng 10/06/2005

Taken by:
Date:

Received by:
Date:
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Vi du: Khéch san thuong mai du lich ¢6 3 loai buéng

+ Loai budng dac biét sang trong gid: 60USD

+ Loai budng sang trong gia: 40USD

+ Loat buéng binh thutng: 20 USD

Anh Dinh Quang Huy dai dién cho cong ty du lich Thai Binh Duong, dia
chi 104 duong Hoang Qudc Vieét, dat 10 budng loai sang trong ngay 01/ 6/
2005 va doan khach s& dén & khdch san tir ngay 10 / 06/ 2005 dén ngay 12/
06 / 2005. Bam bao bang tién mat 250 USD. Anh Huy c6 so dién thoai co
quan 04. 7.553.677, s6 dién thoai cd nhan clia anh Huy: 0912.215.837. Poan
khéch cla cua cong ty Du lich Thai Binh Duong sé& t6i khach san vao Iic 11h
ngay 10 /06 /2005. Anh Huy ¢6 yéu ciu dat an trua cho doan khich 20 ngudi
lde §1h30', thuc don ¢é dinh s6 10 gia: 50.000 VND /1 suit. Céng ty du lich
Thdi Binh Duong sé& thanh todn cho doan khach tién &n, tién budng theo ding
quy dinh, khach s& dung céc dich vu phu troi tu khdch phai thanh toén cho
khach san.

Yéu cdu: Dua vao nhitng thong tin trén hdy dién vao phi€u nhan dat buéng
cho anh Huy dai dién cong ty du lich Thai Binh Duong.
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RESERVATION FORM

PHIEU NHAN PAT BUONG

Guest Room | Bed type | No.of | Confirmed | No.of | Additional |
name (s) | type Loai -|Room (s){ Rate Night (s) | Request
Tenkhich | Loai giuong | S5 Juong | Gid budng | S6dém | Cic yéu ciu
- budng buéng luu tra khdc
Dinh Deluxe | 2 Giudong 10 40USD 2dém Pat an 20
Quang don suat gia:
Huy 50.000VN
b\l suat

Guaranteed

C6 bao dam Khong cé bao dam

NAME OF APPLICANT / Tén ngudt dit: Dinh Quang Huy

Home Addrees / Dia chi ¢4 nhan Tel: 0912.215.837. Fax....Email.....

Company/ Office Address/ Pia chi co quan: 104 Hoang Quéc Viét Tel: 04.

Non- guaranteed D

7553677. Fax Emai.........

ARRIVAL DATE/ ETA: 11lh sang 10/06/2005. DEPARTURE DATE/ETD:

12/06/2005

Ngay gi¢ dén
TRANSPORTATION REQUEST
Yéu cdu van chuyén

Flight Detaits:

Chi ti€t chuy&n bay Hinh thitc khic
PAYMENT: I:' Pax- account ECompany (All expenses) D Company
(Room charge)

SPECIAL REQUEST (Yéu cdu dic biét): Pat an 20 sudt 11h30' trua ngay

Ngay gio di

Others

10/06/2003, thuc don ¢6 dinh s6 10, gid: 50.000VND/1 sust

Taken by:
Date:

Received by:”
Date:
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2. 88 theo dbi dat buéng

Dﬁng dé ghi chép lai cdc cude dit budng ctia khach, khi nhan vién 1€ tan di
ghi tit ca thong tin dit budng cia khich vao phiéu nhan dit buéng, néu nhu dit
budng cua khdch duge chip nhan nhan vién 1€ tan sé can c\f vio phi€u nhan dat
budng ghi chép lai vao s6 theo ddi dat budng tién cho viéc theo déi tinh trang
budng cua khéch san.

Biéu 3.2: 6 theo déi ddt budng

SO THEO DOI PAT BUONG
TT | Ngay | Tén khach So lugng Ngay { Ngay ; Ténngudi | Ghichu
thing hang dén di (CQ) dat

Khach | Buéng

Vi du 1: Khich san thuong mai du lich ¢6 3 loai budng

+ Loai buéng dac biét sang trong gid: 60USD

+ Loai budng sang trong gia: 40USD

+ Loai buéng binh thutng gia: 20 USD

Ba Nguyén Thi Huong dia chi Quan 1 Thanh phé H6 Chi Minh dat |
budng loai dac biét sang trong ngay 1/ 6/ 2005 va s& dén ¢ khdch san tir ngay
10/ 06/ 2005 dén ngay 15 / 06 / 2005. Pam bao bang tién mat 100 USD. Ba
Huong ¢6 s¢ dién thoai: 08. 8365125, Ba Huong sé di mdy bay dén san bay
Noi bai vao 10h sdng ngay 10 / 06 / 2005,56 hiéu chuyén bay VN125.Ba
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Huong yéu cau khich san dua xe ra san bay Noi bai dén ba vé khach san. Ba
Huong s€ t thanh todn cho khéch san.

Yéu cdu: Dua vao nhitng théng tin trén hiy dién vao sé theo ddi dit bubng
cho ba Huong. '

Vidu 2: Khédch san thuong mai du lich ¢6 3 loai budng

+ Loai buéng dac bi¢t sang trong gia: 60USD

+ Loai budng sang trong gid: 40USD

+ Loai buéng binh thudng gia: 20 USD

Anh Dinh Quang Huy dai dién cho cong ty du lich Thdi Binh Duong,dia
chi 104 dudng Hoang Qudc Viét, dat 10 buéng loai sang trong n'gz‘ly 01/ 6/
2005 va doan khidch s& dén 6 khdch san tir ngay 10 / 06/ 2005 dén ngay 12 /06
/ 2005. Bam bao bang tién mat 250 USD. Anh Huy c6 s6 dién thoai co quan
04.7.553.677, s6 dign thoai cd nhan cla anh Huy: 0912.215.837. Poan khéch
cua cua cong ty Du lich Thdi Binh Duong s& t6i khach san vao Idc 11h ngly 25
/ 06 /2005. Anh Huy c6 yéu cau dit an trua cho doan khéch 20 ngudi hic
[Th30', thuc don c6 dinh s6 10 gid: 50.000 VNBD/1sudt. Cong ty du lich Théi
Binh Duong s& thanh todn cho doan khdch tién in, tién & theo dung quy dinh,
khiich str dung cac dich vu phu tréi to khéch phai thanh todn cho khach san.

Yéu cau: Dua vao nhimg thong tin trén hay dién vao sé theo ddi dat buéng
cho anh Huy dai dién céng ty du lich Théi Binh Duong.
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$O THEQ DOI PAT BUONG

TT | Ngay Tén S lugng Ngay | Ngay Tén Ghi
thang | khach ) 5 dén di nguoi chi
Khach | B

hang ach ) buons (CQ) dat
1 | 1/06/ { Nguyén 01 01 | 10/06 |15/06 | Nguyén | Pon
2005 | Thi {2005 | /2005 | Thi tai
Huong Huong | sén
bay
2 | 1/06/ | Pinh 20 10 | 10/06 | 12/06 | Cty du | bat
2005 | Quang /2005 | /2005 | lich an 20
Huy Thai suat.

Binh
Duong
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3. $4 huy dit budng
Biéu 3.3: 86 huy dat budng
SO HUY DAT BUONG

Ngay| Tén | S6 |Piachi| Tén |Ngaydw| Loai | Huy Huy Ghi

huy (khach|dtfax |co quan| ngwdi | dinh t6i dat [hoplé¢| Kkhéng chni
' bao buéng hop lé
huy

II. THUC HANH NHAN BIET THONG TIN VA CAP NHAT THONG
TIN VAO SO VA TO ROI

1. Diéu kién thuc hién

1.1. Pia diém thure hanh: Phong thyuc hanh 18 tan.

1.2. Thiét bi, dung cu: Qudy 1€ tan, médy dién thoai, may fax, phi€u nhan
dat buéng, s6 hliy dat buéng...

1.3. Thoi gian thuc hién: 3 tiét.

2. Trinh tu thuc hién

2.1. Kiém tra phong thyc hanh 1€ tan, quay 1€ tan, cic phiéu va sé sach
2.2. Trinh tu cong viéc chinh va yéu cau cén thiét.
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Tén cong viéc

tin va cap nhat
thong tin vio s6
huy dat budng

1& tan, sé sach.

TT | Thiét bi dung cu Yéu ciu k§ thuat
1 Nhan biét thong | - Phong thuc hanh | - Nhin biét chinh xac cac
tin vd cdp nhat | 1€ tan, méiu biéu. thong tin vé dat budng cua
thong tin  vao khach.
phicu nhan dat - Ghi chép nhanh, cdn than, |
budng. chinh xdc cdc thong tin din
budng cua khich vio phi€u
nhian dit budng theo ding
chuyén moén nghiép vu.
2 Nhan biét thong | - Phong thuc hdnh | - Nhin biét chinh xdc céc
tin vh cap nhat ! 1& tan, s6 sich. théng tin vé dat budng cla
théng tin vao s6 khdch.
theo di dat buong - Ghi chép nhanh, cén than,
chinh x&dc cdc thong tin dit
budng cia khach vao phiéu
nhin dat budng theo ding
chuyén mon nghiép vu.
3 Nhian biét thong | - Phong thuc hanh | - Nhan biét chinh xdc cic

thong tin vé dat budng cua
khach.

- Ghi chép nhanh, can than,
chinh xac cdc thong tin dat
budng cua khdch vao phicu
nhan dat buéng theo ding
chuyén mén nghiép vu.

2.3. Huéng dan chi tiét thuc hién cong viéc

Tén cong viéc

Huéng dan

1. Nhian biét thong tin va
cap nhat théng tin vao
phi¢u nhan dat budng.

Nhén biét cdc thong tin va cap nhat cta khach
vio phi€u nhan dat budng chinh xéc cdc thong
tin chia khdach nhu ho va tén, ngay thdang nam
sinh, loai budng khich yéu cdu, s6 dién thoai,
ngudi dat buéng...
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2. Nhan biét thong tin va | Nhan biét cdc thong tin va cap nhat cta khach
cap nhat thong tin vio s6 | vio s theo ddi dit budng chinh xdc céc thong
thco d&i dat budng tin cta khdch nhu ho va tén, ngdy thdng nam
'sinh, loai buéng khdch yé&u ciu, s& dién thoai,
ngudi dit budng....

3. Nhan biét thong tin vd | Nhan biét cdc thong tin v cdp nhat cha khich
cap nhat thong tin vao sé | vio sé hiy dat budng vé ngay thing hiy dit
huy dat bubng budng, tén ngudi hily dat buong, 1y do hiy dat
budng

3. Cac dang sai héng va cach phong ngira

CTT Hién tuogng Nguyén nhan Cach phong ngira

| | Cap nhat thiéu théng | Do cdu tha khi tiép | Nghién citu cch ghi cdc
tin vé khdch va sai | nhan cdc yéu cdu tlr [ thong tin  khdch dat

loai budng khich yéu | phia khach budng vao phi€u nhén
cau dat dat budéng va sé nhan
dat budng.

2 Khong cap nhat kip | Lam viéc khong c6 | Nghién citu cach ghi céc
thoi viéc hiy dat cha | tinh khoa hoc va | théng tin cia khach vao
khdch vao s6 hay dat | chua chi tam vao | s6 huy dit budng.

buéng cong viéc '

II1. KIEEM TRA PANH GIA

Cho finh huéng khich goi dién dén khach san dat budng. Yéu cau ti€p
nhin cdc théng tin vao phi€u nhan dat budng va s6 theo ddi nhan dat budng
modt cach chinh xéc.
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Bai 3

THUC HANH QUY TRINH TIEP NHAN YEU CAU
DPAT BUONG CHO CAC POl TUONG KHACH

Muc tiéu

- V& kidn thire: Hiéu ducge nhitng kién thirc vé thuc hanh quy trinh tiép nhan yéu céu
dat buodng cho céc déi tugng khach.

- V& k¥ nang: Thuc hién thanh thao thic hanh quy trinh tiép nhan yéu cau dat budng
cho cac ddi tuong khach.

- V& thai dé: Reén luyén tac phong lam viéc w tin, cdn than, nhanh nhen, nghiém tuc
ti€p nhan cac yéu cau dat budng cho cac ddi tugng khach theo dung quy trinh chuyén
mén nghiép vu.

L. KIEN THUC CHUYREN MON QUY TRINH TIEP NHAN YEU CAU
PAT BUONG CHO CAC POI TUONG KHACH

1. Nhan dit budng trurc tiép tai khach san

* Quy trinh nhdn ddt budng truc tiép tai khdch san

~ Budc 1: Chao khéch, ti€p nhan yéu cau dat budng cho khich.

- Budc 2: Dam thoai v6i khdch vé nhu cdu dat budng.

+ Hang loai budng.

+ S8 lugng budng.

+ 856 lugng khach.

+ Thai gian liru tru.

- Bude 3: Kiém tra kha nang ddp tng cuia khédch san.

+ Khdch san khong con budng cho khach thué.

¢ Gidi thiéu loai budéng khac cho khich.
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e Ghi tén khach vao danh sach khich cho.

¢ Gidi thiéu khéach sang khdch san khéc.

+ Khich san ddp ing dugc yéu cdu ctia khach 1€ tan tién hanh cic bude
11¢p theo :

- Budce 4: Gidi thiéu budng cho khach.

+ Vi tri cha budng,.

+ Trang thiét bi trong budng.

+ Quang canh xung quanh buéng.

- Bude 5: Thong bdo gid budng cho khach.

+ Khi [€ tan thong bdo gid budng cho khdch, phai thong bdo that chi tiét
nhir: gid budng c6 keém theo an sdng, khong k&m theo an sdng...

+ Budc 6: L& tan hoi tén, dia chi, s6 dién thoai, s6 fax... hinh thtc dat
buodng, hinh thite thanh todn va cdc yéu cdu khdc clia khéch.

+ Bude 7: Nhac lai thong tin dat buéng cho khdch.

+ Bude 8: Chao khéch, ghi cdc thong tin clia khach vao sé nhan dat budng.

* Bai hoi thodai truc tiép giita 1é tan va khdch trong truong hop khdch Ié
truc tiép dén khdch san ddt buong (Truong hop quy éng Steven dang cong tdc
tai Viét Nam dén khdach san ngay I /06 / 2005, ddt buéng cho vo cta quy éng
Steven tir Anh sang Viét Nam tir ngay 10/ 06 / 2005 dén ngay 15/ 06 / 2005)

R: Xin kinh chio quy ong, t6i ¢6 thé gitp gi cho quy 6ng khong a?

K: Chao c6, xin hoi khédch san ¢6 con budng khong?

R: Da thua quy 6ng, quy 6ng s& thué bao nhiéu budng a?

K: Toi mudn thué mot budng.

R: Thwa quy ong khdch san ctia ching toi co ba loai budng: dac biét sang
trong, loai sang trong va loai budng binh thudong. Vay quy 6ng mudn thué loai
budng nao a?

K: T6i muén thué loai budng dac biét sang trong.

R: Thua quy ong, quy 6ng s& téi khach san chiing toi bao nhiéu ngudi a?

K: Toi dat budng cho vo toi.

R: Da thua quy ong, v¢ clia quy ong s& luu tra tai khdch san cla chiing t6i
trong thoi gian bao 1au?

K: Vo to1 sé 6 khdch san tir ngay 10/06/05 dén ngay 15/06/20035.
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R: Da thua quy 6ng, xin quy 6ng chd mot gidy ldt, thua quy 6ng khéch san
cua ching to6i ddp tng dugc yéu cdu cua quy 6ng, mot budng dac biét sang
trong danh cho vg clia quy dng tir ngay 10/06/2005 dén 15/06/2005.

K: Vay c6 ¢6 thé gidi thiéu qua cho 101 vé budng dic biét sang trong.

R: Da thua quy 6ng, budng dac biét sang trong cua ching toi duge bo tri tix
tang 2 dén tdng 5, trong budng cé phong ti€p khach riéng va phong ngu riéng,
cdc trang thiét bi tién nghi trong budng ddy da va hién dai nhu: hé thong dién
thoai goi dugc trong nudc va quéc (€, tivi bat duge mot s6 kénh trong nude va
quoc t&, ¢6 h¢ théng mini bar phuc vu tai budng cho quy ong...

K: Nghe c6 vé dugc ddy, co cé thé cho t61 hoi budng diac biét sang trong
gid bao nhiéu tién? _

R: Da thua quy 6ng, budng dac biét sang trong cta khach san chiing t6i gia
60USD / Ingay dém bao gdm ¢6 thu€ gid tri gia tang.

K: Toi déng v thué budng nay.

R: Da thwra quy ong, quy 6ng c6 thé cho t6i biét quy danh duge khong a!

K: Steven

R: Da thua quy éng Steven, quy 6ng ¢6 thé cho toi xin s& dién thoai coa
quy ong duge khong a!

K: 86 dién thoai cia toi 1la 0913.256.241

R: Thua quy éng Steven, quy ong sé thanh todn cho ching t6i bang hinh
thuce nao a?

K: Téi 58 thanh todn cho khdch san bing tién mat.

R: Thua quy o6ng Steven, theo ding quy dinh cita khdch san cua ching 16i
xin quy éng dit truée cho khich san mot khoan tién duge khong a.

K: Vay téi s& phai dat trude cho khdch san 1a bao nhiéu,

R: Da thua quy ong Steven, xin mdi quy O6ng dat trude cho khédch san cha
ching to1 100 USD.

K: O, duge théi, téi giri co 100 USD

R: Xin cdm on quy ong Steven, thua quy ong Steven ngoai yéu cau dat
buong clia quy 6ng, quy ong cdn cé yéu cdu gi khidc khong a?

K: Toi yéu cau thém vio mdi budi séng t6i mudn khéch san phuc vu mét lo
hoa héng mau do, bao thitc cho vg chong t6i day vao lic 6h30 duge khong.
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R: Da thua quy ong Steven khach san cilia ching toi s& d4p tng ding yéu cdu
cua quy ong. Thua quy ong ngoai dich vu vé lwu trid khach san clia ching t6i con
¢6 rit nhiéu dich vu khde nhu: dich vu an uéng giat 1a, vui choi gidi tri... quy ong
¢6 nhu cau veé sir dung céc dich vu chia khéch san chuing t6i khéng a!

K: Hién tai thi t6j chua ¢6 nhu cdu, khi ndo t6i ¢6 nhu cdu thi t6i sé lién lac véi
& tan.

R: Vay, thua quy 6ng Steven khi nao quy 6ng ¢6 nhu cdu vé cdc dich vu ctia
khach san ching t6i xin quy ong lién lac v6i ching tot, ching t6i rit sin long
phuc vu quy ong.

K: Cam on khich san da quan tam.

R: Da thua quy éng Steven t6i xin nhic lai thong tin xin moi quy 6ng kiém
tra gitp 161 duoc khong a!

Quy ong Steven dat mot budng dic biét sang trong danh cho quy éng va vg
clia quy ong, gid 1a 60 USD / ngay dém bao gém c6 thué gid tri gia tang. Quy
ong va vg cua quy ong s€ 13i khich san clia chdng 161 vio ngay 10/06/2005 va
roi khdch san cia chiing i ngdy 15/06/2005. Quy ong ¢o 8 dién thoai
(0913.256.241, quy 6ng dat budng cé bao dam va da dit coc truée cho khich san
la 100 USD. Ngoai ra quy 6ng con ¢é yéu cau khdch san cua chung téi sé phuc
vu mdt lo hoa héng mau dé 1én trén budng vao mdi budi sdng, quy ong yéu ciu
bao thife ldc 6h30" médi sdng c6 phai khong a.

K: Puing réi

R: Vang, rat cdm on quy ong Steven di tin tudng dit budng tai khdch san
cia ching toi, xin hen ngay 10/06/2005 s& dugc dén ti€p quy ong clng vg clia
quy ong tai khich san cha ching toi. Xin kinh chao quy ong.

K: Chao cé.
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RESERVATION FORM

PHIEU NHAN DAT BUONG

Guest Room |Bed type| No.of | Confirmed | No. of Additional
name () | type Loai | Room (s) Rate Night (s) Request
Ténkhach | Loai | gitdng | Sglugng | Gid buéng | S6 dem | Cic yéu cdu
budng budng luu trid khic
Steven Suite |1 ol 60USD 5dém | Lo hoahong
Giuong miu 3o, bdo
doi thite lic 6h30

mdi sdng

Guaranteed lE

C6 bao dam
NAME OF APPLICANT / Tén ngudi dit: Steven
Home Addrees / Pia chi ¢4 nhan Tel: D P: 0913.256.241. Fax....Email.....

[ ]

Non- guaranteed
Khéng c6 bao dam

Company/ Office Address/ Pia chi co quan:..... Tel........ Fax.... Email..........
ARRIVAL DATE/ETA: 10/06/2005  DEPARTURE DATE/ETD: 15/06/2005
Ngay gitr dén Ngay gio di

TRANSPORTATION REQUEST

Yéu cdu van chuyén

Flight Details: Others. ..o

Chi ti€t chuyén bay Hinh thic khac
PAYMENT: g Pax- account D Company (All expenses) D Company

{Room charge)
SPECIAL REQUEST: Lo hoa hdng mau d6, bdo thide lic 6h30" mdi sang
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Taken by:

Received by:

Date:

Date:




SO THEO DOI AT BUONG

TT | Ngay | Tén So lugng Ngay |Ngay| Tén Ghi chi
thang | khach dén di nguoi
hang Khiach [ Budng (CQ) dat
1 1/06/ |Steven 02 01 10/06 | 15/0 | Steven Mot o
2005 2005 | 6/20 hoa
05 héng
mAu  do,
bdo thirc
lic 6h30
moi sdng

* Bai hoi thoai tryc tiép giita Ié tan va khdch trong truong hop nguoi dai
dién cho cong ty du lich truc tiép dén khdach san ddt budng cho doan khdch
ctia cong ty. (Tinh huéng anh Pinh Quang Huy nhdn vién cong ty du lich
Thdi Binh Duong dén khdch san ngay 02/06/2005 ddt buéng cho doan
khdch ciia cong ty du lich Thdi Binh Diwong, khdch san ddp iing duoc yéu
cdu dit buong) '

R: Xin kinh chao anh, em c6 thé gitip gi duge anh khong a?

K: Chao em, xin héi khdch san ciia em con buéng khong.

R: Da thua anh, khdch san clia chiing em c6 ba loai budng: loai budng dac
biét sang trong, loai budng sang trong, loai buéng thap, vay anh muén dat loai
budng nao a.

K: Anh muén dit loai buéng sang trong cho khich clia cong ty anh.

R: Thua anh, anh c6 thé cho em biét anh mu6n thué bao nhiéu budng sang
trong khong a?
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K: Anh mudn thué 10 budng.

R: Xin anh cho biét s6 luong khach s€ tdi khdch san ctia em duge khong a?

K: Poan khach clia cong ty anh s& téi khich san 1a 20 ngudi.

R: Xin anh cho em bi¢t doan khéch cha cong ty anh s& luu trd tai khdch san
cua ching em trong thoi gian bao nhiéu lau khong a?

K: Poan khich cha cong ty anh s€ t&i khach san vao lde 10h sdng ngay
20/06/2005 va sé roi khach san vao ngay 22/06/2005.

R: Xin anh ché em mot giay lat. Da thira anh khdch san coa ching em dédp
tng duge yéu ciu 10 sdng tr ngay 20/06/2005 dén ngay 22/06/2005.

K: O thé thi tot réi, cm hay gidi thicu cho anh loai budng sang trong clia
khach san em duge khong?

R: Da thua anh, budng sang trong ctia khach san ching em duogce bo tri tir
tang 6 dén tang 9, cdc trang thiét bi trong budng ddy di hién dai nhu: ¢é budng
ti€p khdch riéng, budng ngi riéng, hé théng dién thoai trén budng ¢ thé goi
trong nude va quéc &, tivi ¢6 thé xem duge mot s§ kénh trong nudc va qudc t&.
Ngoai ra budng sang trong cta khich san ching em con trang bi két an toan ca
nhan trén buéng va ¢6 hé théng mini bar...

K: Nghe c6 vé duge ddy, em cho anh biét gid cy thé loai budng sang trong?

R: Da thua anh, budng sang trong cua khich san ching em gid 400.000
VND / Ingay dém bao gém cé thué gid tri gia tang va bita diém tam cho khach
clia ¢ong ty anh vio mdi sdng.

K: Anh déng ¥ thué loai budng nay.

R: Da thura anh, anh ¢6 thé cho em biét dude quy danh ciia anh duge khong a?

K: Toi tén 1a: Binh Quang Huy cong ty du lich Thai Binh Duong. "

R: Da thira anh Huy, xin anh cho em biét dia chi va s6 dién thoai cua anh
duoe khong a?

K: Dia chi cha cong ty anh la:104 dudng Hoang Qudc Viét,sd dién thoai co
quan cta anh la: 04.7553677, s6 di dong cua anh [a: 0912.215.837

R: Thua anh Huy, anh s& thanh todn cho khdch san chiing em bing hinh thitc
nio a.

K: Anh sé thanh todn cho khach san bing tién mat.

R: Thurra anh Huy, theo ding quy dinh cua khich san cua chiing em, xin
anh dit trude cho khdch san mot khoan tién duge khong a.
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K: Viy anh s& phai dat trude cho khach san 1a bao nhigu?

R: Da thua anh Huy, xin mdi anh dat truée cho khich san cda chdng em
5.000.000 VND

K: O, dugc théi, anh giri em 5.000.000 VND

R: Xin anh ch em mot chit, cAm on anh di df tién réi, day la bién lai tién
dat coc.Thua anh Huy ngoai nhu cdu vé hru trii, khdch san cia ching em con
¢6 rit nhiéu dich vu khdc, vay anh ¢6 dit thém nhu cdu cho doin khach cia
cong ty anh khoéng a.

K: Anh muén dat an cho khach clia cong ty anh tai khach san dugc khong?

R: Thua anh Huy khdch san clia ching em rat han hanh ddp img vé yéu cdu
an u6ng cho doan khdch clia cong ty anh. Thua anh Huy déay 13 thuc don cia
khdch san chiing em, xin m&i anh ¢6 thé tham khao.

K: Tam thdi anh dat thuc don s6 8 véi gid 50.000VND/ | suit phuc vu
doan khach ctia anh 20 sudt vio lic 1 1h30' ngay 20/06/2005.

R: Cam on anh, bay giy cm xin nhic lai théng tin, xin mdi anh kiém tra
gitp em

Thua anh Dinh Quang Huy dai dién cho cong ty du lich Th4i Binh Duong,
anh dat 10 budng sang trong gid: 50USD danh cho 20 khéch, doin khach coa
cong ty anh s€ 161 khach san vao lic 10h sdng ngay 20/06/2005 va rdi khich
san ching em ngdy 22/06/2005, anh da dat truéc cho khich san ching em
5.000.000 VND

. Anh ¢6 s6 dién thoai co quan 04.7553677 va s6 di dong 0912.215.837,
dia chi co quan 104 dutng Hoang Qudc Viét. Ngoai ra anh con dit dn 20 suit
vao bita trua liic 11h30" véi gid 50.000VND/ 1 suat.

K: O chinh xdc r6i day.

R: Vang a, rat cam on anh Huy d3 tin tudng dat budng tai khédch san cla
ching em, xin hen liic 10h ngay 20/06/2005 s& duge dén tiép anh ciing doan
khéch clia cong ty anh tai khidch san clia chiing em. Xin kinh chio anh Huy.

K: Chao em.



RESERVATION FORM
PHIEU NHAN DAT BUONG

Guest Room Bed { No. of [Confirmed| No. of | Additional
name (s) | type type | Room Rate Night | Request
Tén Loai Loai (s) | Gidbuong | (8) | Céc yéucau
khiach | bubng | giuong |S¢ lugng S6 dém khéc
budng luy trd
binh Deluxe |2 10 50USD 2 dém | Dat an 20
Quang Giuong sudt gia:
Huy don 50.000VN
D\l sndt |
Guaranteed Non- guaranteed o
C6 bao dam Khéng c6 bao dam
NAME OF APPLICANT / Tén ngudi dat:  Pinh Quang Huy
Home Addrees / Dia chi ¢d nhin Tel: 0912.215.837. Fax...Email.....

Company/ Office Address/ Pia chi co quan: 104 Hoang Quéc Viét Tel: 04. 7553677, Fax
Emai.....
ARRIVAL DATE/ ETA: 10h sang 20/06/2005. DEPARTURE DATE/ETD: 22/06/2005
Ngay git dén Ngay gio di
TRANSPORTATION REQUEST
Yéu cdu van chuyén
Flight Details:.................. Others...oome i
Chi ti€t chuyén bay Hinh thic khéc
PAYMENT: DPax- account !E(Zompany (All expenscs) DCompany
{Room charge)
SPECIAL REQUEST: Dat an 20 sudt 11h30' trua ngay 20/06/2005, thuc
don c6 dinh s6 10, gid: 50.000VNDAL suat.
Taken by: Received by:
Date: Date:
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SO THEO DOI PAT BUONG

Tr| N8y klszlh Solugng | Ngay | Neay nizl; Ghi chii
thang . dén di }
hang | Khach | Buéng (CQ) dat
t | 02/06/ | Binh 20 10 | 20/06/ | 22/06/ | Cty du | Dat an
2005 | Quang 2005 | 2005 | kich 20 suat
Huy Thai gia:
Binh 50.000
Duong | VNB/
1suat
trica
ngay
20/06/05

2. Nhan dat budng qua dién thoai

* Quy trinh nhdn ddt budng qua dién thoai

- Bude 1: Tuoi cudt nhac mdy chao khéch, xung tén khéch san, sdn sang cho

phuc vu.

- Bude 2: Dam thoai véi khdch vé nhu cdu dit budng.

+ Hang loai buéng.
+ S8 lurgng budng.
+ S6 Iuong khach.
+ Thoi gian [uu tra.

- Buéce 3: Kiém tra kha ning dap ng clia khdch san.

7 GTTHNYVLT-A
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+ Khach san khong con budng cho khach thué.

+ Gidi thiéu loai budng khic cho khich.

* Ghi t&n khédch vao danh sach khéach cho.

e Gi6i thiéu khach sang khdch san khic.

+ Khdch san ddp ing duge yéu cdu cta khich 1€ tan ti€n hanh cac buéde
tiép theo.

- Bude 4: Gidi thigu budng cho khich.

+ VI tri clia budng.

+ Trang thié€t bi trong buéng.

+ Quang canh xung quanh budng.

- Budce 5: Thong bdo gia budng cho khach.

+ Khi 1é tan théng bado gid budng cho khich, phai théng bdo that chi tiét
nhu: gid budng c¢6 kém theo &n sang, khong kém theo 4n sang...

- BuGe 6: Lé tan hoi tén, dia chi, s6 dién thoai, s& fax... hinh thac dat
bubng, hinh thic thanh todn va cic yéu cau khic cha khach.

- Budc 7: Nhic lai théng tin dét budng cho khéch.

- Buée 8: Chao khdch, ghi cdc thong tin ctia khach vao s6 nhan dat budng.

* Bai hoi thoai giao tiép giita I¢ tin va khdch 1€ goi dién thoai ddt budng
tai khdch san (Truong hop quy cé Jenny ngay 10/06/2005 goi dién thoai 101
khdch san dat budng va sé dén & khdch san ngay 21/06 dén ngay
25/06/2005, khdch san ddp iing duoc yéu cdu dat buong ciia khdch)

R: Khich san Thuong mai du lich xin nghe. Toi ¢6 thé gidp gi cho quy
kbach khong a?

K: Xin chao, téi tén 14 Jenny va t6i mudn dat budng cho thit sdu cudi tuan
ngay 21 thdng 6 nam 2005.

R: Vang thua quy c6 Jenny, khédch san clia ching toi ¢é ba loai budng: loai
dic biét sang trong gid: 60 USD, loai sang trong gia: SOUSD, loai thip gia: 40
USD. Vay quy co6 s€ chon loal nao a?

- K: Téi chon mét buéng loai sang trong. _

R: Xin hdi quy c6 Jenny s& liru tri tai khach san ching t6i trong thoi gian

~ bao lau?
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K: Toi s€ Tuu trad tai khdch san tir 21/06/05 dén ngay 25/06/2005

R: Xin cdm on quy ¢6 Jenny. Xin quy co doi mot chir. Vang, thua quy ¢é
Jenny, khdch san clia ching t6i ¢on budng tréng vao ngay 21/06/2005 dén
ngay 25/05/2005. .

K: The thi t6t.Vay c6 c6 thé gidi thiéu loai bubng sang trong cho t6i duoc
khong?

R: Thura quy c6 Jenny. Loai budng sang trong clia khdch san chiing toi
duge ba tri tir thng 5 dén tang &, dugc trang bi ti vi ¢6 thé bit duge cdc kénh
quéc t€, mini bar, binh dun nudc, két an toan cd nhan, phong tim ¢6 bén tdm
va thi€t bi vé sinh ¢6 chat luong cao, dién thoai goi truc ti€p qudc 1€, truy cap
Internet 1Gc d6 cao nham dam bdo quy c6 cé thé nghi ngoi thodi mai véi cac
dich vu chu dédo nhat va doi ngil nhan vién chuyén nghiép cia ching téi.

K: Nghe ¢é vé duoc, t6i s& thué mot budng.

R: Xin quy ¢6 Jenny cho 161 bi€t duoe 6 dién thoai clia quy cd duge khang a?

K: 56 dién thoai cia t6i 14 08.8.321.456.

R: Thura quy ¢6 Jenny, quy cé s& thanh todn cho ching t6i bang hinh thitc
nao a? '

K: Téi s& thanh todn cho khdch san béng tién mat.

R: Thua quy ¢6 Jenny theo ding quy dinh cua khéch san chiing té1, xin guy
cO dat truée cho khdch san ching t6i mot khodn tién dat coc.

K: Vay 161 s& phai dat trudc cho khdch san bao nhiéu tién?

R: Thua c6 Jenny, xin quy c6 dit trude cho khach san ching t6i 70 USD,
xin quy c6 chuyén tién cho chiing 16i trude ngay 20/06/2005.

K: O dugc thoi, vay toi s& chuyén tién cho khich san bing cich ndo.

R: Xin quy c6 chuyén vao tai khoan ctia khdch san chiing toi, xin moi quy
¢O ghi fai s6 tai khoan ctia khdch san: 10201 - 000014685 - 4. Tai: Chi nhénh
Ngan hang cong thuong Cau Gidy - TP Ha Not.

K: Toi s& chuyén tién theo ding s6 tai khoan cha khich san.

R: Cim on quy ¢6, thua quy ¢4 Jenny ngoai nhu cdu vé luu tri khdch san
ctia chiing t6i con c6 rat nhiéu dich vu khac, vy quy c6 c6 dat them céc dich
vit khac khong a?

K: Théi trude tién t6i dat budng, khi nao t6i t6i khach san luu trd thi t6i s&
tim hiéu cdc dich vu clia khach san.
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R: Da thua quy c¢6 Jenny cho phép t6i nhéc lai théng tin cho quy c6 kiém
tra giip toi duge khong a!

Quy ¢o Jenny diat mot budng sang trong danh cho quy co, gid 1a 60 USD /
ngay dém bao gom ¢ thué gia tri gia ting. Quy c¢6 s€ t&i khach san cua ching
toi vao ngay 21/06/2005 va roi khich san ctta chiing t61 ngay 25/06/2005. Quy
cO ¢6 s6 dién thoai 08.8.321.456, quy co dit budng cé bao dam va di dit coc
trude cho khach san cia chiing toi 70 USD.

K: Piing réi day.

R: Vang, rdt cam on quy ¢6 Jenny da tin twdng dit budng tai khdch san cha
ching t6i, xin hen ngay 21/06/2005 s& dugc dén ti€p quy c6 tai khach san cua
chiing toi. Xin kirh chao quy co.

K: Chao co.
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RESERVATION FORM
PHIEU NHAN DAT BUONG

Guest Room |Bed type| No.of |Confirmed| No.of | Additional
name (s) | type Loai | Room (s) Rate Night (s) | Request
Tén khdch | Loai giuong | S6 luong | Gid bubng | S6dém | Cédc yéu cdu

budng bubng hru tri khédc
Jenny Deluxe |1 01 50USD 4 dém
Giuong
doi
Guaranteed : Non- guaranteed D
C6 bao dam Khong ¢6 bao dam
NAME OF APPLICANT / Tén ngudi dat: Jenny
Home Addrees / Dia chi ¢4 nhan Tel: D D: 08.8.321.456.
Fax.... Email.....
Company/ Office Address/ Dia chi co quan:.......Tel......... Fax......Email.....
ARRIVAL DATE/ ETA: 21/06/2005 DEPARTURE DATE/ETD: 25/06/2005
Ngay gi¢ dén Ngay gio di

TRANSPORTATION REQUEST

Yéu cdu van chuyén

Flight Details: Others....oooiiiiiiinn
Chi ti€t chuyén bay Hinh thitc khéc

PAYMENT: gPax- account D Company (All expenses) D Company
(Room charge)

SPECIAL REQUEST (Yt ciu @4 Bi81) . .uueveerrereresoresseoreeseeesesnsseseseeen

Taken by: Received by:
Date: Date:
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SO THEO DOI PAT BUONG

T | Ngay | Teén S6 lrgng Ngay | Ngay 1 Tén | Ghichu
T | thang | khéch _ dén di nguoi
hang | Khach | Buong (€Q
dat
1 | 10/06 | Jenny | O} 0l 21/06 | 25/06 | Jenny
/2005 f2005 | /2005

1

* Bai hoi thoai truc tiép giita Ié tan va khdch trong truéng hop nguoi
dai dién cho cong ty du lich goi dién thoai dén khdch san dgt buong cho
dodan khdch ciia céng ty du lich (Vi du: Anh Nguyén Van Ha gidm doc
cong ty du lich quoc té€ Hoang Duong goi dién thoai dén khdch san ngay
02/07/2005 dat buéng cho doan khdch, khdach san ddp iing dugc yéu cdu
dat buéng cua anh Ha)

R: Khach san Thuwong mai du lich xin nghe, (01 ¢6 thé gilip gi cho quy
khach khong a?

K: Xin chio, 161 mudn thué budng tai khich san.

R: Vang thua anh, khdch san ctia chiing em ¢6 ba loai budng: loai dic biét
sang trong gid: 60 USD bao gém c6 thu¢ gid tri gia tang, loai sang trong gia:
50USD bao gém cé thu€ gid tri gia ting, loai thap gid: 40 USD bao gom cé
thu€ gi4 tri gia tang.Vay anh s& chon loai budng nao a?

K: T6i chon budng binh thuong.

R: Thua anh, anh s& dét bao nhidu budng a? S6 lugng khich s& dén khach
san ching em |a bao nhiéu ngudi a?

K: Anh muén dit 20 budng danh cho 40 khach.
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R: Thua anh, doin khédch cha cong ty anh s& luu tri tai khdch san ching
em trong thoi gian bao lau?

K: Doan khéach clia cong ty anh sé luu trd tai khéch san tir 20/07/05 dén
ngay 22/07/2005. '

R: Xin cam on anh. Xin anh dgi em mét chiit. Vang, thua anh, khich san
cha chiing em con budng tréng vao ngly 20/07/2005 dén ngay 22/07/2005.

K: Thé thi t6t. Vay em c6 thé gidi thiéu loai budng binh thudng cho anh
dugce khong?

R: Thuta anh. Loai budng binh thuong clia khdch san chiing em duoc bé trf
tir tdng 2 dén ting 5, dugc trang bi ti vi ¢6 thé bit dugc cdc kénh qudc t&, mini
bar, binh dun nuéc, két an toan c4 nhan, phong tam cé thiét bi vé sinh c6 chat
lugng cao, dién thoai goi tryc ti€p quéc t&, truy cdp Internet téc d6 cao nham
dam bao doan khéch clia anh c6 thé nghi ngoi thoai mdi véi céc dich vu chu
ddo nhét va doi ngii nhan vién chuyén nghiép ctia khdch san ching em.

K: Nghe ¢6 vé duge, anh dong ¥ thué budng nay.

R: Xin anh cho em biét quy danh ctia anh dugc khong?

K: Anh la Nguy&n Van Ha, Gidm d6c cong ty du lich quéc t€ Hoang Duong.

R: Thua anh Ha, anh cho em xin s6 dién thoai ctia anh va ctia céng ty anh
dé tién cho viéc lién lac. .

K: S3 dién thoai ctia cong ty anh 1a: 08. 5.589.555, S6 dién thoai di dong
cua anh 1a: 0904.233.388

R: Thua anh Ha, anh sé& thanh todn cho khdch san ching em bing hinh thic
nao a?

K: Anh sé& thanh todn cho khéch san béng tién mat.

R: Thua anh Ha theo ding quy dinh ctia khéch san ching em, xin anh dit
trude cho khédch san chiing em mot khodn tién dat coc.

K: Vay anh s& phai dit trude cho khach san bao nhiéu?

R: Thua anh Ha, xin anh dit truée cho khich san chiing em 600 USD, xin
anh chuyén tién cho khéch san ching em truée ngay 19/07/2005.

K:0 duoc thoi, vay anh s& chuyén tién cho khéch san béing cdch nao?

R: Xin anh chuyén vao tai khodn clia khéch san ching em, xin méi anh ghi
lai sd tai khodn cta khéch san: 10201 - 000014685 - 4. Tai: Chi nhanh Ngan
hang cong thuong Cau Gidy - TP Ha Noi.
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K: Anh s& chuyén tién theo dung s6 tai khoan ctia khéch san.

R: Cam on anh, thua Anh Ha ngoai nhu cdu vé Iuu trii khach san cla chiing
em con cé rat nhiéu dich vu khdc, vay anh c¢6 dat thém cic dich vu khac cho
doan khéch khong a?

K: Théi truédce tién anh dit budng cho khéich cua cong ty anh.

R: Da thua anh Ha cho phép em nhac lai thong tin, mdi anh kiém tra giip
em dugc khong a!

Anh Nguyén Vin Ha Gidm déc cong ty du tich quoc t€ Hoang Duong dat
20 buéng binh thudng, gid 12 40 USD / ngdy dém bao gém cé thué gid tri gia
ting. Poan khdch cla cong ty anh s€ t6i khdch san cia ching em vio ngay
20/07/2005 va roi khach san cua ching em ngay 22/07/2005. Anh c¢é s6 dién
thoai co quan 1a: 085.589.555 va s6 di dong cua anh la: 0904.233.388, anh dat
budng c6 bao dam va da dit coc trude cho khach san cia ching em 600 USD.

K: Bing roi ddy.

R: Vang, rdt cam on anh Ha d3 tin twong dat budng tai khach san cta
ching em, xin hen ngay 20/07/2005 sé& dutge dén ti€p doan khach tai khich san
cha ching em. Xin chio anh.

K: Chao em.
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RESERVATION FORM
PHIEU NHAN PAT BUONG

Guest |Room'type| Bed - No. of Confirmed No. of Additional
name (S) |Loai budng| type | Room (s) Rate Night (s) | Request
Ten khach FO?}i S lwong | Gid bubng | S6 dém wu | Cic yéu cdu
giuong buéng tri khic
Nguyén Standard 2 20 40USD 2 dém
Van Ha gluong
doi
Guaranteed @ Neon- guarantee l:l
Co bao dam Khong ¢d bio dam
NAME OF APPLICANT / Tén ngudi dat: Nguyén Van Ha
Home Addrees / Bia chi c¢id nhan Tel: 0904.233.388 Fax....... Email...

Company/ Office Address/ Dia chi co quan:... Tel: 08.5.589.555 Fax......Email.....
ARRIVAL DATE/ ETA: 20/07/2005 DEPARTURE DATE/ETD: 22/07/2005
Ngay giv dén Ngay gid di
TRANSPORTATION REQUEST
Yéu cdu van chuyén
Flight Details: Others. ..o
Chi tiét chuyén bay Hinh thic khac

PAYMENT: D Pax- account E’ Company (All expenses) I:ICc)mpany
{Room charge)

Taken by: Received by:
Date: Date:
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SO THEO DOI PAT BUONG

TT | Ngay |Tén khich 86 luong Ngay |Ngay di| Tén ngussi | Ghi
thang hang Khich | Budng dén (CQ) dat | chua
1 | 0247/ | Nguyén 40 20 | 20/07/ | 22/07/ | CTy du
2005 | Van Ha 2005 2005 | lich quéc
t€ Hoang
Duong

3. Nhan dat budng qua fax

Céch thitc dat budng nay duqc nhi¢u khdch san sir dung, dic biét 1a cic
cong ty, cdc hing lit hanh véi cdc yéu ciu dit budng voi s6 lugng budng
i6n.Uu di€ém cia hinh thic dat budng qua fax 14 luu duoc van ban dat budng,
dam bao moi thong tin dat budng duge chuyén tii rd rang va chinh x4c. Quy
trinh ti€p nhan dat budng qua fax nhu sau:

- Bude |- LE tan phan loai fax dat budng va xur Iy cdc thong tin dat buéng khan

va trudc.

- Buege 2: Doc k§ fax va chii y cac thong tin co ban.

- Bude 3: Ki€m tra kha nang dép ting clia khéch san.

+ Truong hop khdch san khéng con budng dip img duge yéu cdu cha

khach:

» L& tan gidi thiéu loai budng khac cho khdch.
¢ Ghi tén khach vao danh sich khach cheo,

e (G161 thigu khach sang khach san khic.
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+ Trudng hop khach san dap tng duoc yéu cdu ctia khéch 18 tan tién hanh
cac budce ti€p theo.

- Buoce 4 Xac nhan gid budng lén fax (1€ tan cé thé hodi y kién ngudi phu
trach néu khach yéu cau giam gid nhiéu)

- Buge 5:_Xac dinh lai cac diéu khoan trong trang fax dé théng nhat véi
khich.

- Buoe 6: Doéng ddu di x4c nhéan, ghi ngay thdng x4c nhan va nhan vién 1€
tan ky lén van ban dat budng.

- Buge 7: Nhin vién 1€ tan fax giri lai cho don vi dit budng ngay.
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ceofu VEL DR 3 uEoga 2TeT iU ot TAAMEL
__Mew Booling-

. Amendment )

T Cancelistion | XEEBME

" Re-fax, Pis Reply - UOB TRAVEZIL PLANNERS

. Whain DiPoe w3y Thormon Foaf JBrr cvvilid Squars, Singapore Yapsgr  Tel 1€5) 45z 23337 Pas byl 342 bR

HEWLETT PACKARD IMPLANT OFFICE
TRAVEL DESK
438A A axendra Rond Block A #0300
alexandry TechnoPark
Singepore 119947
Fax - 0527674357 Tel: 65-17485 18

.. W
21N ROON, R.l:bl‘{LVhTIONS DATE - igﬁfif; Y2 Lty S

THTEL [T\ rurs Ti? a8 (ol FROM . 1M1 yplGe
LOCATION : L—;ﬁwu.’

. TEL §3-374651%8 (Singaporay ~
[EAX- 012 ?@’5 FAX__65-2767437 (Singapore
TEL OL3- g Ef; % 3 L e
PLEASE CONTACT U5 IMMEDIATELY IF FAX TRANSMISSION IS INCOMPLETE
KINDLY MAKE TE:E FOLLOWING ROOM RESERYVATIONS

o ! el ¢
L4ST NAMEATRST NAME - TLU o fum Ut m

o . )
CHECK-IN DATY:. :
B . )/6 b ’f ﬂ_«
CHECK-OUT DATE : i ﬁ_f "

4 Ll

ARRTVAL DETAILS V) )! o @»f o
TYPE OF ROOMF : SINGLE/NON-SMOKING I! Kie BED
NUMBER OF ROOMS : ONE
CCRPORATE ID <SUDE : HEWLETT PACKARD b G\/ T J’C‘J

CREDIT CARD 80/ 1xPDATE « MSYT - (§10 - oo T '\.{?'SJ‘Q

PLEASE ADVISE HOTEL CONFIRMATION AS SOON AS FOSSIBLE TO THE ARBOVE FAX
NUMBER

—
FOA HOTEL USE

CONFIRMATION REI
BY
DATE

PLEASE ADV1SE ROOM RATE

S)b, Amarded e .Jo"l drouvp bt KaLisnl Coﬂruur das:d Far aur :emmllncn L] auu!rhuc,:at Tt

4 cee WlrR Glamdesds bmea cm— mm

2009 lbius.
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TRAVEL INDOCHINA
HOTEL RESERVATION REQUEST

Atin: - Sofitel Manos Flaza
Hanel

Faxr G4 8193884

Date: 25 MAL 02

From: Phuung Durg
Cperatsins
Faz:  wI2738%

Travel Fndockina 1t a division of Cancorde Iniernativeal Travel
lietnam Represensarive Gffice
1308, Me Lenh Porat 2 Npo Lue Ne Stveet. Pisieicr 1, He Ol Aink Cily
Tel: (848 8217 300 Fux: jt28) B 227 398

Dear Reservations.

| am wriling Lo mebe Lhe fliowing reservation

RESERVATION [ -

ARNOTT L s, FS
POWELL M AL /{Jﬂ47&]?//f/

Znts 1 % DBL 1 bud bed) SUP - BKF //
[ 0 APR 02

&
ouT 2 APR D2 : %C%.C/z’f)(‘ 7@} /
REF : CMUS /

HSU M Mr
FOLEY G M, ’ wshd < @f//ﬁé ///
hyr e | e

ouT 17 APR 02

REF © (344}

[ L
Travel Indochina will pay for Ihe abave boaking I lock forward to vour earliest / 2rifs o

vurfirmalion,

Thanks & regards. // .
o 2 . e -
e O A -
L i
. | -
l

26/5//&

/r(/c‘;? /é ?@é’f
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L L L aTa1d44 L TIDSTHR Al

OCHINA TRAVEL

r;o__ ) _.““I _\'4':1;3\_;&.:]'“" _“___-__TFrom_._ _Tffliaf_‘jnh e __\!i
F\l{jl T ! Rc:ycx'vauon IDeparument Date:ﬁ _ | 93 OR 2003 e o
e e e e e s g
L. KOOM CANCELLATION
De r Reservation,

Pi¢ 1se NI this bookwny as belows

[ e — —_— ————— e ——— e e s B i
| ho. | Nome ofpax | Reom Duration | Room | Remarks
' ’ oo _! requested ofstay _ . Type | |
] MR FAINGAEF [/ ] ISingle | 20210812005 | ’ |
! | PAX i (Rob) 03 - 04/092005 | 1 |
| 1 ‘ . {7 - 180972005 | ‘ !
‘ | 01 - 02/10/2005 ] i
i i ]l 15 ~ 161 Ur20ys ‘ ‘ i
f i e o s

R | 29 - 30/10v2005 | e

Cincetely sorry for 1ie inconvenience caused !

"hank your and hest)epards,

vidotour Reservatior Dept. Hoiel authorizad sigianry

(Full name}

iiad

Trien Van Anh

i
! [
+ Al

305 Tz Trieu Sg2et Hai Ba Thmg Dhetncg, Hunel Vietsam
Pl (8403 3215083 7 Fax {84419 74127 * Lowp. vidptowr hmignfor v
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Wendy Tour syo.s.c.rraver (5.M.1.6roup) oLt

3re’ Floor Leaprodexim Bldg., 25 Ly Thuong Kiet Str., Hanoi, Vietnam
Te. (84-4) 8242528 Emall: wendy-han@fpt.vn
Fa.c (84-4) 8258883 URL: http://www.wendylour.com

VOUCHER

REF.NO WDYHAN-0713A
_TO_ MELODY HIOTEL DATE OF ISSUE 13-Jul-05 )
TELEF HONE §928-3029 824-3746
GUES " NAME M3 SHII:J;C) MIKI
1 PERSINS | CHILD INFANT )
SERV' JE{5) CHECK IN 13-Jul-05  ICHECK QUT 15-Jul-05 TOTAL 8TAY 2 NIGHTS
TYPE  |SINGLE ROOMGRADE  |SUP N
-
ROOM * ABF OKD BY RESERVATION
PAYM INT BY WENDY TOL 3/ O 3.C. TRAVEL (S.MILGROUPY CO LTD. STAFF IN CHARGE | TAKANQ

F VDB ERERIATI—ITHEE LA,
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II. THUC HANH QUY TRINH TIFP NHAN YEU CAU PAT BUONG
CHO CAC POI TUGNG KHACH.

1. Diéu kién thuc hién

1.1. Pia diém thuc hanh: Phong thue hanh 18 tan,

1.2.Thiét bi, dung cu: Quiy 1€ tan, may dién thoai, mdy fax, phiéu nhan
dat budng, sd hlty dat budng.

1.3. Thoi gian thuc hién: 3 tiét.

2. Trinh tu thuc hién

2.1. Kiém tra phong thire hanh 1€ tan, quay 1€ tan, cac phiéu va so sach

2.2. Trinh tu cong viéc chinh va yéu cau can thiét

TT

Tén cong viéc

Thiét bi dung cu

Yéu cau ky thuat

|

Tiép nhin yéu
cdu dil budng
truc  ti€p tai
khdch san.

- Phong thyce hanh
1€ tan, qudy & tan,
mau biéu s& sich,
van phong pham.

- Chudn bi 16t vé sinh ¢4 nhan, tu
thé tdc phong.

- Nghién citu quy trinh ti€p nhan
yéu cau dat budng truc tiép tai
khéch san.

- Chudn bi bai hoi thoai theo
ding quy trinh {i€p nhan yéu cau
dat budng (ruc ti€p tai khach san.
- Po6ng vai nhan vién 1 tan va
khach thuc hién tiép nhan yéu
cdu dat budng theo ding chuyén
moén nghi¢p vu.

- Ghi ding chinh xdc théng tin
vé dit budng ctia khéch.

- Khi giao ti€p ré6 rang mach lac,
binh finh, ty tin, ngan gon sic
tich dé hiéu
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2.3. Hudng dan chi tiét thuc hién cong viéc

Tén cong viéc

Hudng dan

1. Nhan dat
buéng tree
1i€p tai khdch
san

- Bu6c 1: Chio khéch, ti&p nhan yéu cdu dét budng cho khach.
- Budc 2: DBam thoai véi khach vé nhu cdu dit budng.

- Bude 3: Kiém tra kha ning dap ting clia khéich san.

- Budéc 4: Gidi thidéu budng cho khéch.

- Bugc 3: Thong bdo gid budng cho khéich.

+ Budce 6: L& tan hdi tén, dia chi, s6 dién thoai, s8 fax...
hinh thitc dat buéng, hinh thitc thanh todn vA cdc yéu ciu
khac cua khich.

+ BuGe 7: Nhic lai thong tin dat budéng cho khach.

+ Bude 8: Chao khdch, ghi cdc théng tin clia khiach vao s8
nhan dat bubng.

2. Nhan dat
budng qua
dién thoai

- Buoc 1. Tuoi cudt nhdc mdy chao khach, xung tén khach
san, san sang chd phuc vu.

- Budic 2: Dam thoai v6i khdch vé nhu cau dit bubng.

- Buéc 3: Ki€m tra kha nang dap iing clia khdch san.

- Bude 4: Gidi thiéu budng cho khédch.

- Budce 5: Thong bao gid bubng cho khiéch.

- Budc 6: Lé tan hoi tén, dia chi, s& dién thoai, s6 fax... hinh
thirc dat buéng, hinh thitc thanh todn va cdc yéu cdu khéc

'| cua khach.

- Budc 7: Nhiic lai thong tin dat buéng cho khéch.

- Buée 8: Chao khdch, ghi cdc théng tin cla khich vao sé
nhan dat budng

3- Nhan dat
budng qua
fax.

- Budc 1: Lé tan phan loai fax dat buéng va x{r 1¥ c4c thong
tin ddt budng khén va trude.

- Buée 2: Poc k§ fax va chil y céc thong tin ¢o ban.

- Budc 3: Kiém tra khé nang dép tng cta khach san.

8.GTTHNVLT-A
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- Budc 4: X4c nhan gid budng 1én fax (1€ tan c6 thé hoi y
ki€n ngudi phu tridch néu khédch yéu cdu gidm gid nhiéu)

- Bude 5: Xéc dinh lai cdc diéu khoan trong trang fax dé
| théng nhdt véi khich

- Budc 6: Déng dau did xdc nhin, ghi ngay thdng xdc nhan
va nhan vién 1€ tan ky lén vin bdn dat budng.

3. Cac dang sai hong va cach phong ngira

TT| Hién tugng Nguyén nhan Céch phong ngira

1 Cap nhéat thign | Do cdu tha Khi ti€p | Nghién ctiu k§ cac quy trinh
thong tin  vé | nhan c4c yéu cdu tir | nhan dat budng cho cic déi

khach va sai loai | phia khach. twong khéch. Chudn bi bai
buéng khich yéu hoi thoai dua trén cdc quy
cdu dat. ' trinh nhan dat buéng cho cic

d6i tuong khéch.

2 Khi nhan dugc | Lam viéc khong ¢é | Nghién ciu k§ quy trinh
fax dat buéng tir | tinh khoa hoc va | nhan dat budng cho cic déi

phia khédch | chua chi tdim vao | twgng khdch. Tim hiéu
khong . khang | cong viec nhanh chinh x4c cdc thong
dinh luén viéc tin vé dat budng ctia khach.
dat buéng cho '

khéch

IIL KIEM TRA PANH GIA

Cho tinh huéng khich goi dién dén khach san dit buéng hoac gui fax dat
budng.Yéu cdu ti€p nhén cdc thong tin vao phiéu nhan dat budng va sé theo doi
nhan dit buéng mot cach chinh x4c.
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Bai4

XU LY CAC TINH HUONG XAY RA TRONG
QUA TRINH NHAN PAT BUONG

Muc tiédu

- V& k¢ nang: Hiéu dugc tdm quan trong clta viée x{ Iy céc tinh hudng xay ra trong
qua trinh nhan d4t budng.

- V& k§ n&ng: Thuc hién thanh thao khi gidi quyét cac tinh hudng xay ra trong qua
trinh nhan dat buéng cho khach.

- V& thai do: Ren luyén tac phong binh tinh, tu tin khi giai quyét céc tinh huéng do
khach dé ra theo diing chuyén mén nghiép vu.

I KIEN THUC CHUYEN MON VE XU LY CAC TINH HUONG XAY
RA TRONG QUA TRINH NHAN DPAT BUONG.

1. Phuong phap chung dé xir ly céic tinh huéng xay ra trong qua
trinh nhan dat budng

- Binh finh nghién citu k§ tinh huéng xay ra.

- Nén hét sitc kiém ché, tranh bdo thil, buc tic hay cdu gian d6i vai khach.

- Tuyét d6i nhan vién 1€ tan khong duge tranh luan véi khéch.

- Tim phuong dn giai quyét c6 hiéu qua nhét.

- Truomg hop tinh hudng xay ra vugt qud quyén han giai quyét, nhan vién
1€ tan cdn nhanh chéng ghi chép lai va bdo cho ngudi phu trach giai quyét.

- Nhén vién 1€ tan khong nén hita véi khach diéu gi vugt qud quyén han
clia minh

- Néu vdn dé khong thé gidi quyét, nhan vién 1€ tan phai bdo ngay cho
khdch, tuyét doi khong dé khach qua hy vong va chd dai.
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- Nhan vién 1€ tan tranh thdi do im lang, khach cho rang nhan vién 1€ tan
khong chi § nhitng diéu ho ndi va diéu d6 cang lam khach byc minh hon.

- Nhan vién I€ tan ludn luon td ra hét sitc thanh that va thién chi khi gii
quyét tinh hudng. '

- Thanh that xin 18i khéch (cho du khong phai 161 cta khach san)

- Cam on khach, chao khach.

2. Cau hdi tinh hudng xay ra trong qua trinh nhan dit buéng

* Tinh huodng 1:

Khich goi dién thoai d&n khach san d€ dit budng.

La nhan vién 1é tan, anh (chi) s€ l[am gi?

* Tinh huong 2:

Khéch goi dién thoai muén dat budng véi mitc gia thap hon mitc gid cac
loai budng dang bin (VD: Gia thip nh4t clia khich san dang ban la 40 USD
nhung khach chi muén thué 30 USD).

La nhan vién 1& tan, anh (chi) s& xtr Iy tinh huéng nay nhu th& nao?

* Tinh hudng 3:

Khéch goi dién thoai hoi vé gid budng cia khich san.

La nhan vién 18 tan, anh (chi) s€ ndi gi v6i khach?

* Tinh hudng 4:

Khich goi dién thoai muon dat buéng véi mutc gid 80 USD trong khi mifc
gia loai cao nhét cia khéch san 1a 60 USD.

La nhan vién 1€ tan, anh (chi) s& xir Iy tinh huéng ny nhw thé€ nao?

* Tinh huéng 5:

Khdch i gidi thieu qua dién thoai 12 ngudi cla hing & hanh va hdi mifc
gid ky két tot nhat.

La nhan vién & tan, anh (chi) sé néi gi?

* Tinh hudng 6:

Khich goi dién thoai mudén dit budng loai Standard (loai thap nhat) tir ngay
1/11 dén ngay 5/11.

La nhan vién 1€ tan, anh (chi) s& néi gi vdi khdch va hoi khach nhimg théng
tin gi?
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* Tinh hudng 7:

Khach goi di¢n thoai xin duogce dat 10 budng vao mét ngay nao dé cha tudn
sau. Khéch san di kin budng,.

La nhan vién 1€ tan, anh (chi) s& x1t Iy tinh huéng niy nhu thé nao?

* Tinh hudng 8:

Khéch goi dién thoai tir nuée ngoai dé€ nghi duge dit 20 budng trong mot
tudn cia thdng 06/2005 (mua cao diém).

La nhén vién 1€ tan, anh (chi) s& xir ¥ tinh hudng nay nhu thé nao?

* Tinh huong 9:

Nhan vién di€u hanh cia mot hang 1€ hanh goi dién thoai dit budng cho
mét doan khach khoang 30 ngudi.

L.a nhan vién 1€ tan, anh (chi) s& lam gi va héi khach nhimng thong tin gi?

* Tinh hudng 10:

Khdch goi di¢n thoai héi thong tin dé dat budng cho mot khdch nuéc ngoai
0 khoang 3 thdng.

L& nhan vién 1€ tan, anh (chi) s& phai lam gi?

* Tinh hudng 11:

Kh4ch goi dién thoai dat buéng cho 2 vg chéng va 2 con nhd tir 8 - 12 tudi

La nhan vién 1€ tan, anh (chi) s€ gidi thiéu loai budng gi cho khach?

* Tinh huéng 12: |

Khéch goi dién thoai huy budng da dat.

La nhan vién 1€ tan, anh (chi) s& phai [am gi?

* Tinh hudng 13:

Khéch hing goi dién thoai héi xem khach san cia anh (chi) ¢6 t6t khong?
C6 han ché gi khong dé dat budng.

La nhan vién 1€ tan, anh (chi) sé& néi gi véi khach?

* Tinh hudng 14:

Khéch goi dién thoai dat bubng va dé nghi khéch san cho xe ra san bay
dén khéch.

L& nhan vién 1& tin, anh (chi) s&€ hoi khdch nhitng thong tin gi?
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* Tinh huong 15:

Mot khach goi dién thoai xin duge dit budng cé bao dam.

La nhan vién 1& tan, anh (chi) s& dé nghi khéch 1am gi?

* Tinh hudng 16: '

Khach da dat trude 2 buong cho 3 ngusi. Trude khi t6i khéch san 2 ngay
khdch thong bdo s& c6 thém 3 ngudi di cing vd muén dat thém 3 budng nira.
Vao thai diém d6 khach san chi con lai 1 budng.

La nhan vién 1€ tan, anh (chi) s& x{t Iy tinh huéng nay nhu the nao?

* Tinh huong 17:;

Khdch da dat mot budng tir ngay 2/1 dén ngay 8/1. Sau d6 thong bdo lai 1a
mudn doi dat budng trén vao thai gian tir 4/1 dén 10/1. Nlmg vao ngay 9/1
khach san di nhan dat budng kin chd.

La nhan vién 1€ tan, anh (chi) s& x{r Iy tinh huéng nay nhu th& nao?

* Tinh huéng 18:

Khach da dat 3 budng loai T vai mic gia 60 USD/ budng / dém. Mdt tuidn
trude khi 161 khach goi dién va dé nghi cho chuyén dit budng trén sang loai II
véi muc gid 40 USD / budng / dém. Vao thoi diém dé khach san con di 2 loai
budng dé dap \ng yéu cau clia khéch.

L nhén vién 1& tan, anh (chi) s& x{r 1y tinh huéng nﬁy nhir thé nao?

* Tinh huong 19: "

Khéch goi dién thoai dat buong va thong bdo sé mang theo mot con chd,
khéch yéu cau khich san phuc wu.

~ Lanhan vién I tan, anh (chi) s& lam gi? Thong tin gi cho khach?

* Tinh huong 20:

Khéch dén khach san thué buéng nghi. _

La nhén vién 1€ tan, anh (chi) s& x{r 1y tinh huéng nay nhu th& nao?

* Tinh hudng 21:

Khach dén qudy 1¢ tan, néi dang & khach san khic mudn xem b.ufing dé
chuyén vé khéch san clia anh (chi).

La nhan vién 1€ tan, anh (chi) s& xir 1y tinh hu6ng nay nhu thé nio?
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* Tinh huong 22:

Khdch dén khdch san va néi v6i anh (chi) ring ho nghe gidi thiéu vé khéch
san cua anh (chi) va dinh dat budng, nhung khi nhin thdy khéch san ho lai tir
ch6i vi ho cho rang Khdch san cla anh (chi} qua nhé bé.

La nhén vién 1€ tan, anh (chj) s& xr I¥ tinh hudng nay nhu thé nao?

* Tinh huong 23:

Khach nghe gi6i thiéu vé khéach san, dén dinh dat buéng nhung khi dén lai
tlr chéi vi cho rang khach san cha anh (chi) xa trung tam (vi trf khong thuan loi
cho ho).

La nhén vién 1& 1an, anh (chi) s& xir 1y tinh 'huéng nay nhu thé nio?

* Tinh huong 24:

Khich dang di theo doin cia cong ty 1ir hanh dén quay [ tan héi gid budng
ctia khéch san.

La nhan vién 1€ tan, anh (chi) s& tra 10i khdch nhir th€ nao? cung cédp loai
g14 nao? tai sao?

* Tinh hudng 25:

Khidch dén khich san va dé nghi duge xem budng ngh dé thu¢ & ngay
nhung ngay dé khdch san da kin budng. '

La nhan vién 1€ tan, anh (chi) s& x{r I¥ tinh huéng nay nhur thé nao?

3. Dap an cac cau héi xay ra trong qua trinh nhan diat budng

* Tinh hudng 1.

- Tuoi cudi nhac may chao khéch, xung tén khich san, sin sang chd phue vu,

- Tim hiéu v¢€ nhu cau dat buéng ciia khidch nhu:

+ Hang loai budng.

+ 56 lugng budng.

+ S0 lugng khéach.

+ Thoi gian luu trd (Ngay dén, ngay di).

- Kiém tra kha ning dép ttng ctia khach san.

+ Truong hop 1: Khich san khong con budng cho khach thué.

e Gidi thiéu loai budng khéc cho khéch.

e Ghi tén khéch vio danh séch khach che.

. Gl(n thiéu khich sang khdch san khic.
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+ Truong hop khach san ddp dng durge yéu cdu cha khéch 1€ tan tién hanh
céc budc 1€p theo.

- Gidi thiéu budng cho khéch nhu: vi tri cia budng, trang thict bi, quang
canh xung quanh. :

- Thong bao gia budng cho khéch (khi thong bdo gid budng cho khich
nhan vién 1€ tan phai thong bio chi tiét).

- Thoa thuan thuyé€t phuc khach chdp nhan dat buéng va cac dich vu khac
(V& gid, phuong thiic thanh toén...)

- L£ tan tim hiéu cdc thong tin vé khach nhu: tén khéch, dia chi, s& dién thoai,
sG fax, dia chi E- mail, high thifc dat buéng (c6 bao dam hay khéng ¢6 bao dam),
don vi thanh todn, hoa hong (c6 hay khong), ghi 8 ngudi nhan, ngiy nhan.

- D61 v6i khéch doan 1€ tan can tim hiéu cac thong tin vé cdc bita an, céc
dich vu dat trude (tra tron géi).

- L& tan dién cdc thong tin dat budng cua khéch vao phiu nhan dit buéng

“hoac nhap cédc thong tin dit budng cha khédch vio mdy vi tinh.

- L& tan nhéc lai tét c4 cdc thong tin dat budng clia khach dé khach kiém tra.

- Cam on khach, chao khédch va hen duge dén ti€p khéch tai khich san.

* Tinh hudng 2:

- Tuoi cuoi nhdc mdy chao khach, xung tén khach san, san sang chd phuc vu.

- Tim hiéu d6i twong khéch va tim hidu nhu cdu dat budng ciia khach nhur: s6
luang budng, s6 lugng khdch, thoi gian Iuu tni va cée yéu cdu khéc clia khach.

- Gi6i thiéu vé khéach san, nhan vién 1& tan khi giéi thiéu cdn néu bat nhimg
uu diém vé chat luong budng ngd, tién nghi twvong duong vdi gia budng.

- L& tan khang dinh vé6i khdch mitc gid bubng dang ban 13 hop 1y.

+ Néu khédch khong déng ¢ thi tuy timg trudng hop, c6 thé gidm gid dén
mitc cho phép hoac goi y cung cdp thém dich vu mién phi cho khdch (VD: gid
budng bao gém c6 cd bita diém tam).

+ Néu khdch khong chép thuan thi 1& tan ghi lai tén, s6 dién thoai, dia chi
lién lac dé xin ¥ kién 1anh dao khdch san va sé& lién hé lai véi khach.

+ Neéu khach chdp thuan dat budng 1€ tan ghi lat thong tin dat budng va
théng bdo véi khich vé vin dé khang dinh va khing dinh lai, thai gian quy
dinh huy dat buéng...

- Cam on, chao khich va hen gip lai.
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* Tinh hudng 3:

- Tuoi cudi nhac may chao khéch, xung tén khich san, san sang ch& phuc vu.

- L& tan tim hiéu vé khach nhu: d&i tugng khach thué budng (khach di 1¢,
khach doan, dai dién clia hing 1t hanh, khich & dai han...).

- Gidi thiéu cdc loai budng ctia khéch san tit cao xudng thadp (riéng déi voi
nguci dai dién ciia hing 1it hanh khong gidi thiéu buéng dic biét, gid cao).

- L& tan thong bdo gia clia timg loai budng (tuy theo d6i trong khach nhan
vién 1€ tan nhin manh uvu th€ cua loai budng du tinh cho khach thué va thong
biao mitc gid phut hop ma khich san s&€ 4p dung cho khéch).

- Théng bido cho khach nhitng chinh sich wvu dii ca khiach san danh cho khach.

- L& tan hoi lai khach cé cdn biét thém thong tin gi vé khdch san khong?
Tra 1&1 nhitng thong tin khach hoi?

- Hoi khdch v€ quyét dinh dit budng.

+ Trudng hgp khdch chép thuan thué buéng, nhan vién thuce hién ti€p nhan
dit budng cho khidch nhu: Tén, dia chi, s6 dién thoai, hinh thitc thanh todn,
hinh thitc dat budng, cdc yéu ciu khac cia khach, ghi cac thong tin dat budng
clia khach vao sé hodc nhap vio mdy vi tinh...

+ Trudng hop khong chép thuan 1€ tan nhan manh khdch san luon sdn sang
cung cap thong tin bd sung va sdn sang phuc vu khdch.

- Cam on, chao khach va hen gap lai.

* Tinh huong 4:

- Tuoi cudi nhac may chao khich, xung tén khach san san sang chd phuc vu

- Tiép nhan yéu ciu dit budng cha khich.

- Lé tan gi6i thieu uu diém cla loai budng cao nhat, nhan manh tién nghi
vé trang thiét bi, vi tri, quang canh cua loai buéng cao nhit va nhdn manh cic
dich vu ctia khach san.

- Thong bdo vdi khich gid budng thuc t€ cia khdch san dp dung cho loai
buéng dé 60 USD, véi mic gid khach dat 80 USD khéch sé duge hudng thém
mét s6 dich vu nhu: bita an, d6 udng, hoa qua, giat 13, thé duc... dua ra mot s6

_phuong 4n dé khach lira chon.

- Cho su quyét dinh cta khach va ghi nhan lai viée dat budng.

- Cam on khach, chao khach va hen gap lai. '
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* Tinh hudng 5:

- Tuoi cudi nhac mdy chao khich, xung tén khdch san, sén sang chd phuc
vu khach.

- L& tan tim hiéu khéch dai dién cho hing 1it hanh ndo? quy danh?

- Truong hop hiing lir hanh da ¢6 hop déng véi khdch san 1& tan thong bao
v6i khich la khdch san da ky két hop déong véi hang 1t hanh va d3 c6 gid ky két
cu thé.

- Trudng hop hing tir hanh méi 1€ tan tu minh hodc chuyén may cho nguoi
¢6 trdch nhiém (trudng ca, 16 trudng, gidm doc 1& tan...) d€ thong bio cho
khach gid buéng cua khidch san danh cho hing it hanh.

- Cam on khach, chao tam biét va hen gip lai.

* Tinh huong 6:

- Tuoi cu6i nhdc mdy chao khich, xung tén khich san, sin sang chéy phuc vo
khich

-Ti€p nhan yéu céu dat budng ciia khach va hoi khdch cdc thong tin.

+ 86 lugng budng khich dat.

+ 86 lugng khich.

- Xdc dinh kha nang ddp ing cia khich san,

+ Trudng hop khéch san khéng con d budng nhir khich da dit, 1¢ tan xin
16i khach va thuyét phuc déi loai budng khéc, déi ngay dat bubng...

» Néu khach chép thuan, 1€ tan lam thi tuc nhan dit budng cho khach.

e N&u khédch khong chap thuan, xin khdch d€ lai tén, dia chi, ghi tén khdch
viio danh sach khach chd, s& lién hé¢ véi khach khi khich san ¢6 budng ddp ung
theo diing yéu cdu cia khich.

+ Truemg hop khidch san ddp vg dudc yéu cdu dit budng cla khach, 1€
tan thong bdo cho khdch, khdch dong y thué budng, 1€ tan lam tha tuc nhan
dat buéng cho khdch nhar;

- o Gi6i thiéu budng cho khach.
e Thoa thuan véi khach vé gid budng.
e Tim hiéu cdc thong tin: tén khdch, s6 dién thoai, s6 fax...Hdi khich vé
hinh thitc thanh todn, hinh thiic dat buéng va céc yéu cdu khdc ctua khach.
e L& tan ghi tat ca cdc thong tin ctia khach dat budng vao s hodc may vi tmh
o Nhic lai tit ci cdc thong tin d€ khiach kiém tra.
- Cam on khéch, cho tam biét va hen gip lai.
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* Tinh huéng 7:

- Twoi cudi nhic may chao khach, xung tén khach san, sdn sang cho phuc vu.

- Tiép nhéan yéu cdu cia khach. '

- L& tan xin 16i khdch vi khdch 'san da kin budng vao thoi diém khach dat.

- L& tan hoi xem khich ¢6 thé thay déi thdi gian (1€ tan goi ¥ cho khich
thoi diém khdch san ¢6 kha nang dap ing).

+ Trudng hop khich déng ¥ 1€ tan 1am tha tuc nhan dat budng cho khéch.

+ Trudong hop khach khong déng ¥, 1€ tan xin khich dé lai tén, s& dién
thoai, dia chi lién lac d€ ghi vao danh sich khdch ch®, hen khdch s& théng bio
ngay khi khach san ¢é buéng dap ting theo yéu ciu clia khéch.

- L& tan hoi khdch ¢6 cdn gidp dd khong, td ¢ sdn sang phuc vu khach.

- Cam on, chao khdch va hen gap lai.

* Tinh huong 8:

- Tuoi cudi nhic mdy chao khach, xung tén khéach san, sin sang phuc vu khdch.

- Tiép nhan yéu cdu dat budng cia khich.

- Lé tan hoi khich céc thong tin nhu:

+ Hang loai budng.

+ 56 luong khach.

+ Thoi diém thué budng chinh x4c (tir ngay... dén ngay...).

- Lé tan xdc dinh kha nang dap tng ctia khich san.

+ Trudng hop ddp ting dugce yéu cau cta khach.

e L& tan théng bdo cho khdch va lam thd tuc nhan dit budng cho khéch
(luu ¥): nhan dat budng c6 dam bdo, 1€ tan dita ra cdc hinh thifc ddm béo: thanh
toin trirde, dit coc, the tin dung...

« L& tan dé nghi khach giri trudc danh sach dodn khich va khang dinh lai
truude mot thoi gian nhat dinh theo ding quy dinh ciia khich san.

» Thong bdo cho khéch thoi han cudi cung duge phép huy buéng di dat,
khoan dén bl néu khach huy budng khong diing quy dinh.

+ Trudng hop khong ddp ing duge yéu cdu cha khach, 1& tan xin 16i khach
va thuyét phuc khach thay déi cho phit hop véi kha nang clia khach san vé thai
gian, chia doan, gidm s& lugng budng...

- & Néu khdch dong ¥, 18 tan 1am thi tuc nhan dét budng c6 bao dam cho khdch.
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e Néu khdch khong dong ¥, 12 tan dé nghi khdch dé lai tén, s6 dién thoai,
dia chi lién lac, ghi tén khdch vao danh sdch khich chd, lién lac ngay khi
khéch san c6 budng dédp ing yéu cdu cha khich.

- Hoéi khich cé cdn gitp d3 gi thém.

- Cam on khéch, chao khéch va hen gip lai.

* Tinh hudng 9:

- Tuoi cudi nhac mdy chao khach, xung tén khdch san, sdn sang che phuc vu.

- Tiép nhan yéu cau dat budng cta khéch.

- L& tan hoi khédch cdc thong tin.

+ Hang loai budng.

+ S6 lugng budng khich cén thué.

+ Thoi gian luu trd (ngay dén - ngay di).

- Xéc dinh kha nang dédp iing cba khéch san.

+ Truong hop khich san ddp iing duge yéu cau cia khéch, 1€ tan lam thn
tuc nhén dat budng cho khdch, luu y:

e L& tan xdc dinh hang 1ir hanh da c6 ky két v6i khdch san hay khong.

e Trudmg hop hang lif hanh chua c6 k¥ két vé6i khich san, 1é tan xdc dinh
gid buéng bdn cho khich hop ly, hoi khdch hinh thic thanh todn, hinh thire dat
buéng (1€ tan (€ nhj yéu cdu khédch dat bubng cé bdo dam), 1& tan phai thong
bdo cho khdch cdc vdn dé lien quan dén huy buéng.

» Thong bdo cho khéch vé cac dich vu kém theo.

+ Truomg hop khich san khéng ddp dng duoc yéu ciu cla khéch, 1€ tan xin
16i khach, thuyét phuc hing thay déi cho pht hop véi kha ning dép ing cla
khach san vé thoi gian luu tri (ngdy dén - ngay di) loai buéng, chia doan, giam
s0 luong budng...

e Né&u hing it hanh dong ¥, 1€ tan 1am thi tue nhan dit buéng cho khach.

» Néu hang 1ir hanh khéng dong ¥, 1€ tan xin s§ dién thoai, fax, E-mail, dia
chi ctia hiing lién hé lai khi khédch san d4p dng dugc yéu cdu cha hang.

- Hoi lai khach cén gigp d& gi khong.

- Cam on khéch, chao khdch, hen gip lai.

* Tinh huong 10:

- Tuoi cudi nhac mdy chao khéch, xung tén khich san, sdn sang chd phuc vu.

- Ti€p nhan yéu cau dit budng cia khéch.
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- L& tan hdi khéch cdc thong tin nhar:

+ Hang loai budng khéch can thué.

- L& tan cung cdp thong tin vé& khdch san theo yéu cdu clia khich nhu: gidi
thiéu v€ vi tri, trang thiét bi tién nghi trong budng va cic dich vu khac cha
khédch san, giéi thiéu chinh sach wu dii cia khéch san danh cho khach ¢ dai
han, khi gidi thiéu loai budng cho khdch 1& tan gidi thiéu loai budng tir cao
xudng thip, dimg lai loai budng khach chon thueé.

- LE tan hoi lai thei diém chinh thire khdch dat budng ngiy dén va cdc yéu
cdu dac biét cia khach.

- Bdo gid chinh xdc va chinh sach vu dai cho khdch & dai han. Hoi khach
thudc cong ty ndo, ¢ hop dong hay khong.

- Théng nhatl vdéi khach vé hinh thic thanh todn nhu: mét thing mét lan
hoiic khédch cé thé thanh todn trudc...

- Hoi khach dia chi, s6 dién thoai, s6 fax... Lé tan nén thuyét phuc khach
dat budng ¢ bio dam.

- Cam on khéch, chao khdch, hira hen dich vu tot.

* Tinh huong 11:

- Tuoi cudi nhic mdy, chao khich, xumg tén khédch san, san sang che phuc vu.

- Tiép nhan yéu cau dit budng cua khéach.

- L& tan hai khach vé nhu cdu sir dung chung hai buéng riéng cho b8 me va
hai con.

- Trudng hop & chung mot budng: Lé tan gidi thiéu loai budng rong céd
- ghudng doi cho bd me va givdng riéng cho con. Néu khéch san khong cé loai
buéng nay, 1& tan gidi thiéu cho khach kha nang ké thém.

- Trudng hop khdch mudn & hai budng 1€ tan gidi thiéu hai budng thong
nhau. Néu khdch san khong ¢6 loai budng ny, 1€ tan giéi thiéu cho khdch hai
budng canh nhau.

- L& tan thoa thuén vdi khéach, 1am thii tuc nhan dat bung cho khéach.

- Cam on khdch, chiao khdch va hen gap lai,

* Tinh hudng 12: _ :

- Tuoi cudi nhic méy, chao khdch, xumg tén khich san, san sang chd phuc vu.

- Ti€p nhan yéu ciu huy dat budng clia khach.
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- L& tan hoi khdch théng tin cu thé vé viéc dat budng trude day (ngay
khich du dinh dén, t&n ngudi dat).

- L& tan tim hiéu 16 1y do huy budng cua khéch.

+ Truong hop la ly do cht quan tir phfa khéch san.

» Thuyét phuc khich khong huy dat buéng d€ khich san dugc phuc vu
khach, nhan manh khédch san s& khic phuc nhilng van dé khach néu ra.

+ Truong hop 1a 1y do khich quan.

* L& tan 1am thi tuc huy budng (luu ¥ ki€n vé viéc khach phai dén bii do
khich huy buéng mudn hon thoi diém quy dinh va tra lai tién dat coc néu c6).

- Cam on khéch vi da thong bdo va hen c6 dip dugc phuc vu khach.

- L& tan ki€m tra danh sdch khdch chd dé thong bio cho khach muén dat
budng tai thoi di€ém khéch huy.

* Tinh huéng 13:

- Tutoi cudi nhdc mdy, chao khéach, xung tén khéch san, sdn sang chd phuc vy,

- L& tan khang dinh v6i khdch nhitmg diém manh clia khéch san, nhan
manh nhitng wvu th€ cha khach san(Vi du: vi tri cia khdch san & trung tam thi
do, tién nghi trang thiét bi ctia khéch san, chdt hegng phuc vu, gid ca...).

- V& han ché& clia khdch san 1€ tan c6 thé néu mot vai han ché do khach quan
mang lai va cdch khac phuc cta khéch san (Vi du: Vi kh4ch san ndm & trung tam
nén on hoac khdch san & xa trung tam nhung ¢4 khéch san ¢6 xe dua dén khich
thudng xuyén...).

- L& tan thuyét phuc khdch dit buéng & khéch san.

- Khéng dinh khdch s& hai long khi dén luu trii tai khdch san. Néu khéch
déng y 1€ tan lam thu tuc dat buéng cho khéch.

- Cam on khich va rat mong dugc phuc vu khéch, chao tam biét, hen gap lai.

* Tinh huong 14:

- Tuoi cudi nhac mdy, chao khach, xung tén khdch san, sdn sang chd phuc va.

- Tiép nhén yéu cau dat buéng va yéu cdu dén khach tai san bay.

- Lé tan hoi khdch nhitng théng tin nhar:

+ Hang loai budng.

+ S& luong budng.

+ 56 tugng khich.
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+ Thai gian luu trd (ngay dén - ngay di).

- Lam thu tyc nhan dar budng cho khdch (Chi ¢: yéu cdu khach dat
budng ¢6 bao dam).

- Lé tan dé nghi khdch cung c4p cdc théng tin chinh xdc vé:

+ Tén khédch (doan khach) dé€ khich san lam bién dén doan.

+ 36 hiéu chuyén bay, tir dau t6i, thoi diém khéi hanh, thei diém méy bay
ha cdnh tai san bay nao.

+ 56 khach can dén.

+ Yéu cu cu thé vé thué xe (xe chung hay xe riéng, xe 4 - 12 - 30 -... chd)

- Lé 14n thod thuan vdi khdch vé s& tién phai thanh todn cho viée d6n khéch

(néu cd).

- L& tan d€ nghi khdch khang dinh viéc dat budng va xc don tai san bay.
Khéng dinh phdi dugc thyc hién trude khi dén... gids (theo quy dinh ctia khach sar)

- Cam on khéch, chao khéch, hen gap lai.

* Tinh huong 15: |

- Nhéc may chao khéch, xung tén khich san, sin sing chd phuc vu.

- Ti€p nhan yéu ciu dit budng ciia khéch.

- L& tan hoi khéch céc thong tin nhu:

+ Hang loai buéng khdch cén thué.

+ 56 luong budng.

+ S6 luong khach.

+ Thoi gian Iuu tri (ngay dén - ngay di).

- Kiém tra kha nang d4p img clia khéch san.

+ Trudmg hop khéch san khong dép ting yéu cau ctia khéch.

[ tn gidi thiéu loai buéng khac cho khéch.

e L& tan ghi tén khéch vio danh sach khéch chd.

¢ Gioi thiéu khdch sang khach san khic.

+ Truong hop khéch san dédp ing duge yéun cdu ctia khéch.

- L€ tan 1am thd tuc nhan dat budng cho khéch.

- Hoi khich dat budng ddm bdo bang hinh thic nao: thanh todn trude, thé
tin dung hodc céng ty dam bao...
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- L& tan thong bdo cho khach hinh thiic daf dam bao (tuy theo khich chon)

e Khdch thanh todn trudc: t6i thiéu mot dém budng

e Thé tin dung: Yéu cdu khéch cung cdp thong tin bing thu, ¢6 chit ky cuia
ngudi sUr dung thé: Loai the; s thé, thoi han sit dung, tén ngudi su dung thé.

e Cong ty ddm bao: Thur dit budng coa céng ty v6i diy di cdc thong tin
tén, dia chi va chit ky xac nhan cta ngudi ¢6 trach nhiém clia cong ty.

- Thong bao v6i khich thoi han duge huy, sau thoi han dé khach san sé&
khong tra lai (ién dit coc, tién di thanh todn hodc khdch s& phdi thanh todn tién
budng dém déu (trudng hgp bang hinh thitc cong ty dam bao hoac thé tin dung)

- L& tan khang dinh khéch san s giit budng cho khéch theo ding yéu cdu clia khéch.

- Cam on khéch, chao .khéch, hen gap lai.

* Tinh hudng 16:

- Nhic may chao khéch, xung tén khach san, san sang ch& phuc vu.

- Hoi khéch vé viéc dat budng trude d6 nhur: ngdy du dinh dén, tén ngudi dit

- L& tan khing dinh vdi khach vé viéc khach san da gilr hai budng cho 3
ngudr theo ding yéu cdu dat budng trude day cia khach.

- L& tan xin 18i khdch va thong bdo vdi khéch vao thoi diém dé khach san
chi cdn c¢6 mot budng dap ting yéu ciu cua khéch.

- L& tan ggi y cho khédch 1a 6 khiach & 3 buéng d6i thay vi 5 buéng nhu
khach yéu cau.

- Thuyét phuc khéch va hita s& bé tri theo yéu cdu clia khdch ngay khi ¢6 thé.

- Néu khdch déng y 1€ tan |am thi tuc sita d6i dat budng cho khéch.

- Trudmg hop khdch khong dong ¥, 1€ tin xin 16i khach va dua khéch vao
danh sach khach che (s& théng béo cho khédch khi ¢6 thé)

» D4i v6i khdch ¢ dai han 1& tan ¢6 thé goi ¥, thuyét phuc khach nghi tam
tai khach san khic va hen ngay dén khéch vé khach san.

- Hoi khich ¢6 gilr nguyén dat budng cii khong, néu khong 1€ tan 1am
thi tuc huy buéng.

- Cam on khach, hen duge phuc vu, chao khéch.

* Tinh huéng 17:

- Chao khéch, xung tén khach san, sdn sang chd phuc vu.

- Ti€p nhan yéu cdu cla khach.
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- Hoi khich thong tin dat budng (héi tén khach hoac tén ngudn dat budng)

- Khang dinh khédch san van giit buéng theo dung yéu cdu cla khach tir
agay 2/1 den ngay 8/1 va nay 1a tir ngay 4/1 dén ngay 10/1.

- Lé tan xin 16i khach va théng bdo vé6i khéch ngay 9/1 (chi mo6t ngay)
khach san da nhan dit kin buéng.

- L€ tan goi ¥ khdch ngay 9/1 di dja phuong khéc hodc nghi tai khach san khdc

(1€ tan gidi thiéu cho khdch mot s§ khdch san lan cén cung hang), hita s&
thu x&€p moi viéc gidp khach nhw: dat budng ho gitp khach, xe dua dén
khach, thu xép hanh 1y...)

- Thuyét phuc khéch, chd khich quyét dinh vi slia ddi dat buéng cho
khéch.

- Lé tan hia vdi khdch trong truong hop khich san c6 buéng ngay 9/1 sé
théng bdo lai cho khich.,

- L tan thong bdo cho khéch vé viéc khach phai dén bi do huy dat buéng
trngay 2/1 dén ngay 4/1.

- Cam on khéch, chao khach va hen gip lai.

- Xem lai danh sdch khéch chd ngay 2/1 dén ngay 4/1 de thong bdo.

* Tinh huong 18:

- Nhac mdy chao khdch, xung tén khach san, sén sang ch& phue vu.

- Hoi lai thong tin d¢ tim dat budng trude (ngay dén, tén khach).

- Khéng dinh khich san di giir 3 budng loai | cho khéch (60 USD/budng/
dém) theo ding yéu ciu cha khach.

- L& tan tim hi€u 1y do khach muén déi lai budng.

- Thuyet phuc khich gitr nguyén buéng da dat (nhdn manh wu diém cha
buong loai | so véi loai 2)

.- Truong hop khdch déng ¥ (tuy theo diéu kién) ¢6 thé xin ¥ kién lanh dao
khuyén mai thém dich vit cho khdch hoid¢ ha gid (mot chait) buéng loai 1 cho
khéch.

- Trwdng hop khdch van quyét dinh déi loai buédng, 12 tan lam thi tuc dat
budng cho khich.
- Cam on khiéch, chio khéch va hen gap lai.
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* Tinh huong 19:

- Nhiac may chao khich, xung tén khich san, san sang chd phuc vu.

- Tiép nhan yéu cdu dat budng cho khéch.

- Hoi khich vé nhu céu dat budng nhur:

+ Hang loai buéng. '

+ S8 lugng budng.

+ S6 Iwgng khéch.

+ Thoi gian luu trid (ngay dén - ngay di).

- L& tan kiém tra kha nang dap ing cia khdch san.

+ Trudng hop khong dép ting dugc yéu cau ciia khach.

* Gidi thiéu loai budng khac.

¢ Ghi tén khdch vao danh sach khich cho.

¢ Gidi thiéu khich sang khach san khéc.

+ Trudng hop khéch san ddp ing dugc yéu cu cia khdch, 1€ tan tién hanh
thii tuc nhan dit budng cho khach.

- L& tan xin 181 khdch, thong bdo ndi quy clia khach san khong cho phép
mang sic vat vio budng nglt va cac khu vuc dich vu.

- L& tan goi ¥ cho khéch, khach san s& thu x&p mot chd cho chii ché trong
hoic ngoai khach san (trong vuon, ciii, nha xe...)

- Thuyét phuc khéch déng ¥ dé khong anh hudng dén khach khac.

- Hita hen khdch san sé cham lo chu ddo cho chu ché.

- Né€u khéch déng y: 1€ tan ghi 13 yéu ciu nay clia khich vao phi€u nhin
dit budng, sé nhan dit budng, théng bdo cho khéch khoan tién khdch phai
thanh todn.

- Né&u khach khong déng ¥ 1€ tan xin ¥ ki€n cta lanh dao dé gidi quyét va
théng bédo lai cho khéch.

- Cam on khéch, chao khach va hen gap lai.

* Tinh huong 20:

- Chao dén khich theo diing quy dinh clia khédch san, to ¥ sidn sang phuc
vu khiach.

- Ti€p nhén yéu cdu dit budng clia khéch.

- L& tan tim hiéu nhu c4u dat budng cha khach nhr:
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+ Hung loai buéng khdch cdn thué.

+ S6 lugng budng khich thue.

+ S6 lugng khéch.

+ Thot gian lru trd cia khach (ngay dén - ngay di).

- Xdc dinh kha nang dap tng ctia khdch san.

+ Truong hop khach san khong con budng cho khéch thué.

* Gidi thiéu loai budéng khac cho khach.

* Gid1 thiéu khdch sang khéch san khic.

+ Truong hop khich san con buéng ddp {ing duogce yéu cdu cta khich, 1 tan
tién hanh tim hiu cdc théng tin ti€p theo.

- L& tan gidi thiéu budng cho khich (trang thiét bi,vi trf, quang canh xung
quanh), ¢6 thé cho khach tham quan buéng. _

- L€ tan thong bédo gid budng cho khach, t& nhi thuyét phuc thué buéng c6
gia cao.

+ Truong hgp khich dong ¥ 1€ tan xdc dinh phuong thitc thanh todn, lam
thi tuc nhap khach san cho khéch. :

+ Trudng hop khdch khéng dong ¥ 1€ tan tim hiéu 1y do, thuyét phuc khéch
thém lan nita, nhdn manh nhimng van dé khach san c6 thé khic phuc (néu 13 1y
do chu quan). '

- L& tan hoi khach ¢6 cdn gitp d& gi khong (fim khach san khdc phu hop
cho khdch)

- Cam on khéch, chao khach.

* Tinh hudng 21:

- Chao khdch, ti€p nhan yéu ciu cia khach.

- Cam on khach.

- Tim hi€u ly do khach muén chuyén (do vi tri, tién nghi, gid, chit lugng
phuc vu...)

- Gidi thigu khdch san ctia minh cho khédch, néu bét nhitng wu diém(dic biét
nhén manh nhitng diém manh ctia khich san, khic phuc duoe nhimg 1f do theo ly
do khach muén chuyén)

- Dan khéch di tham quan budng ngii cia khdch san v mot s6 dich vu néi
bat cua khéach san.
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- L& tan thuyét phuc khéch va dé nghi khach dit buéng cé dam bao.

- Héi khach vé phuong tién chuyén khéch san (c6 thé dua ra dé nghi khdch
san cung cap phuong tién va cir nhan vién dén don)

* Tinh hudng 22:

- Chao khdch, ti€p nhan yéu ciu clia khich.

- Cam on khéch da dén khéch san.

- L& tan gidi thiu khach san, néu bat nhitng diém manh, nhitng tién nghi,
dich vy t6t cha khéach san, thuyét phuc khdch nhitng wu thé cia khich san nhd
(khong khi gia dinh, cham séc chu dédo...)

- Dén khéch di tham quan nhiing dich vu t6t nhat clia khach san.

- L& tan thuyé&t phuc khich quyét dinh luu tri tai khdch san.

* Tinh huong 23:

- Chao khdch, tiép nhan yéu cdu cta khich.

- Cam on khéch da dén khdch san.

- L& tan gidi thiéu khach san néu ndi bat nhung diém manh ciia khéich san,
nhén manh nhitmg wu th€ cia khich san xa trung tdm (khuén vién rong, thodng
dang, khong 6 nhiém va yén tinh)

- Thuyét phuc khach, khéch san c¢6 phuong tién thuong xuyén dua dén
khéch dén cdc diém du lich & trung tam, néu khich cén s& c6 xe phuc vu.

* Tinh hudng 24: .

- Chao khéch, ti€p nhan yéu cdu cna khach.

- Tim hiéu:

+ Khéch di theo doan cla cong ty du lich ndo.

+ Do6i tuong khdch (khach du lich hay ngudi clia hang du lich...)

+ Hién khédch dang nghi tai dau. .

+ Muc dich hoi gid budng ctia khdch san (d€ di 1€, d€ giti doan khic...)

- Cung cdp cho khich gia budng phil hop:

+ Néu khich 1a ngudi cua hing 1ir hanh héi gid dé giri khéch: 1é tan thong
bao khich ky hop déng v&i khach san, mdi khach 1am viéc véi bo phﬁn kinh
doanh, trudng 18 tan hodc gidm déc khich san.

+ Néu khdch héi vi muc dich khéc: 18 tan thong bdo véi khach gid cong b6
kém theo céc chinh sdch gid khuyé&n mai clta khdch san.
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Trudng hop khédch khong nghi tai khéch san: 1€ tan ¢6 thé moi khéch trong
chuyén di sau vé nghi tai khdch san (truc tiép hodc qua cong ty 1t hanh nhung
yéu cdu dich danh tén khach san).

* Tinh huéng 25:

- Chao khéch, ti€p nhan yéu cidu ctia khich.

- Cam on khich da tin nhiém chon khéch san.

- Hoi khach vé s dém du dinh lwu i

- To y tigc va thong bao véi khdch 1a khéch san da kin budng.

+ Néu khéch du dinh & dai ngay: tim cho khéch mot khéch san tuong duong
va hen s€ don khich vé (c6 thé khach san cung cdp phuong tién dra dén)

- Trong moi truong hop, 1€ tan khéo léo moi khdch xem budng va giéi thidu
cho khich vé khdch san,

- Lé tan dwa cho khach card clia khdch san va luu y khach 14n sau nén
dit budng truée. :

II. THUC HANH XU LY CAC TiINH HUONG XAY RA TRONG QUA
TRINH NHAN PAT BUONG

1. Diéu kién thyc hién
1.1. Dja diém thye hanh: Phong thuc hanh 18 tan.

1.2. Thiét bi dung cu: Phong thuc hanh 1€ tan, qudy 1€ tan, dién thoai, méy
vi tinh...

1.3. Thoi gian: 10 tiét.

2. Trinh tu thyc hién

2.1. Kiém tra phong thure hanh, quay 1€ tan, cac trang thiét bi, sé sach
2.2. Trinh ty cong viéc chinh va yéu cau cin thiét

TT | Tén cong viec | Thiét bi dung cu _Yéu cau k¥ thuat

I | Dién mao c4 | Phong thuc hanh |- V& sinh ¢4 nhan sach sé theo
nhan 1€ tan, qudy 1€ tAn | ding quy dinh.

' - Téc, mat va tay sach s€ gon
gang. D6i véi nam nhan vién 18
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tan téc, méng tay phai cit ngan,
thudng xuyén cao rau. Ddi véi
nit nhan vién 1& tan khong dé
méng tay qud dai, téc budc gon
vé phia sau, trang diém nhe
nhang.

- Béng phuc gon gang diing quy
dinh.

2 | Khu wirc lam | Phong thuc hanh | - Trang thi€t bi ddy di hoat dong
viec 1& tan, quay & tan, | tot.
may dién thoal, | - Miu bi€u vd dung cu van
mdy fax, may vi|phong phim diy d0 va dugc dé
tinh, gid d¢ i ding noi quy dinh.
ligu... - Khu virc dai sdnh vé sinh sach
s&, sdp x€ép gon gang tao tinh
thdm m¥.
- Quay 1€ tan vé sinh sach s&, sap
x€p cdc trang thi€t bi khoa hoc,
trang tri ¢é tinh thim my tao
duge dn tugng cho khach.
3 |Tu thé tdc | Phong thuc hanh | - Déng phuc gon gang ding quy
phong 1€ tan, qudy 1& tan, | dinh cha khach san.
dong phuc. - Tu thé tic phong ding thing
dang hoang, tu tin, chi dong
chao dén khach.
4 | Nghién  ciu | - Phong thue hanh | - Poc k¥ cdc tinh hudng dudi
cdc tinh hudng | 18 tan, qudy 18 tan | I16p, dua ra dép dn.
- Thao luan nhém dé€ tim ra cich
xtt 1y t6i wu nhat.
5 | Thuc hanh xu | - Phong thuc hanh

ly tinh hudng

1é tan, dién thoai,
mdy vi tinh...

- Can cit vao cich xir Iy cua cdc
nhém ca 1op thao luan.

- C4c nhém can ct vdo cdc tinh
huéng da giai quyét dong vai
nhan vién 18 tan, déng vai khdch
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tap x{r 1y cdc tinh hudng.

nghiép vu

- Binh finh, tr tin xir ly cdc tinh
huéng do khich dé ra trong qua
trinh nhan dat buéng cho khach.

- X 1y cédc tinh hudng nhanh,
chinh x4c theo diing chuyén mén

3. Cac dang sai hong va cach phong ngira

TT | Hién tuong Nguyén nhan Cach phong ngua

dat bubng cho | trong qué trinh nhan | nhan dat  buéng

chinh x4c tfinh, tu tin khi xir 1y | cdc tinh huéng.
tinh huéng.

X 1ty tinh | Chua nghién cttu k§ | Nghién cm k§ cic tinh
hudng khi nhan | inh  hudng xay ra | hudng xady ra trong qud trinh
cho
khach chua | dat budng. Chua binh | khdch.Théo Iuan d€ xur Iy

Cau hoi bai tap

I. BAI TAP GHI CHEP CAC KY HIEU TREN SO B BUGNG

1. Bai tap 1 '

Can cif vao tinh hinh bign déng budng cho sau ddy, yéu ciu nhan vién 18 tar
Ca1: Ghi ky hiéu vao cac & budng trong sa d8 budng d8 tring

Ca 2: Can c( vao so d6 ci thay sc d8 mdi, ghi cac ky hiéu bd sung
Cha y: Théi didm ban giao ca lac 14h chua ¢6 bién ddng vé budng ngl
Tinh hinh bién ddng budng

1. P 10t Khach dang d.

2. P 202 Khach dang &.

3. P 303 Khach di tham quan xa van gilt budng.

4. P404 Khach dang 6.

5. P 505 Khach dang 3.

6, P 105 Khach s& di lic 15h.
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7. P 402 Khach sé di lic 13h va da di, chua lam vé sinh buéng.

8. P 501 Khach sé di luc 12h30 va d& di, chua lam vé sinh buéng.
9. P 201 Khach sé tdi va da téi lic 9n.

10. P 301 Khach sé tdi lae 16h.

11. P 401 khéch sé tdi va da tdi luc 11h.

12. P 205 Khéach da di Iic 11h30 chua lam vé sinh budng.

13. P 305 Khach da di kic 10h d3 'am veé sinh buéng.

14. P 405 Khach da .di lGc 13h chua Jam vé sinh budng.

156. P 102 Khach da di lic 8h da lam vé sinh budng.

16. P 103 Khach da di lac 11h d4 lam vé sinh budng.

17. P 104 Khéch da di lic 9h da lam vé sinh budng.

18. P 205 Khach di tham quan xa van giif buéng.

19. P 503 Budng ¢hua co khach.

20. P 504 Khéach di tham quan xa da vé.

21. P 203 Buéng héng dién da sita xong an toan.

22. P 302 Bubng héng éng thoat nudc dang slia chua xong,

23. P 203 Khach sé téi lac 15h.

24, P 403 Khach sé& di luc va d3 di lac 11h da vé sinh buéng.

25. P 204 Khach dang 8.

Yéu cau: Vén dung cdc ky hiéu da hoc, ghi ky hiéu vao so dé budng dé trang?
2- Bai tap 2:

Can c(f vao tinh hinh bién ddng budng cho sau day, yéu cdu nhan vién I8 tan Caf:

Ghi ky hiéu vao cac 6 budng trong so 88 buéng dé trang

Ca 2: Can ¢ vao sg db cii thay sa d6 méi, ghi cac ky hiéu b sung
Cht y: Thdi diém ban giao ca lGc 14h chua c6 bién déng vé budng ngl
Tinh hinh bigh déng budng

1. P 101 Khach dang 4.

2. P 102 Khach sé tdi lixc 15h.

3. P 202 Khach d4 di lGc 8h ¢4 tam vé sinh budng an toan.

4. P 304 Khach da di lac 13h chua lam vé sinh bubng.

5. P 103 Khach di tham quan xa van gilf budng.

6. P 201 Khach da di luc 8h @& lam vé sinh budng an toan.

7. P 504 Khach sé 16i lac 16h.
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8. P 104 Khach dang 4.

9. P 501 Khach dang 4.

10. P 405 Khach sé tdi luc 15h.

11. P 105 Budng hdng dién dang sia chifa chua xong.

12. P 203 Khach dang &.

13. P 204 Khach dang 4.

14. P 303 Khach di tham quan xa da vé.

15. P 402 Khach dang 4.

16. P 205 Khach dang &.

17. P 301 Khach d3 di lac 12h30° chuta lam vé sinh budng.

18. P 404 Bubng héng dién dang sifa chira xong.

18. P 502 Khéach dang ¢.

20. P 503 Khéach dang 4.

21. P 401 Khach sé {8i va da t6i lac 11h,

22. P 505 Khach sé& di va da di iuc 13h.

23. P 302 Khach dang 6.

24. P 403 Khach dang 6.

25. P 305 Bubng tréng.

Yéu cdu: Vdn dung cédc ky hidu da.hoce, ghi ky hidu véo so dé buébng dé trdng?
3. Bai tap 3:

Can cir vao tinh hinh bién ddng budng cho sau day, yau cdu nhan vién 12 tan
Ca1: Ghi ky hiéu vao cac 6 budng trong so dé budng d& tring

Ca 2: Can cf vao sd do ¢G thay s0 d6 méi, ghi cac ky hiéu bé sung
Chi y: Thai diém ban giao ca luc 14h chua c6 bién déng vé buéng ngl
Tinh hinh bi&n dong buéng

1. P 101 Khach sé téi va da téi luc 10h.

2. P 203 Khach s& téi loc 15h.

3. P 504 Khéach di tham guan xa van giir budng.

4. P 301 Khach dang &.

5. P 104 Khach da di lttic 10h d4 vé sinh budng =n toan

6. P 302 Khach dang 4.

7. P 304 Khach sé t6i [ac 15h.

8. P 102 Budng héng hé thdng thoat nudc da sira xong an toan.
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9. P 201 Khach di tham quan xa da vé.

10. P 502 Khach da di lac 8h d3 1am vé sinh budng an toan,

11. P 403 Khach dang 6.

12. P 105 Khach sé tdi va da 16i lac 9h30'.

13. P 204 Khach dang 6.

14. P 103 Khach d4 di lac 11h 30 chua 1am vé sinh buéng.

15, P 501 Khach sé @i lac 14h 30",

16. P 202 Khach dang a.

17. P 405 Khach sé& @i va da téi luc 11h30".

18. P 205 Khach di tham quan xa van gir buéng.

19. P 503 Khéach dang 9.

20. P 401 Khach dang 4.

21. P 305 Budng trong.

22. P 505 Khéach dang 4.

23. P 402 Khach sé tGi lac 15h.

24. P 303 Khach di tham quan xa d3 vé.

25. P 404 Budng héng diéu hoa dang s(fa chua xong.

Yéu cdu: Vién dung céc Ky hiéu da hoc, ghi ky vao so d6 bubng dé trang?
4- Bai tap 4:

C#n cif vao tinh hinh bién dong budng cho sau day, yéu cdu nhan vién & tan Cat:

Ghi ky hidu vao cac 6 budng trong so d6 budng d& tring

Ca 2: Can cif vao so d6 cii thay so d6 méi, ghi cac ky hiéu bd sung
Cha y: Thai diém ban giao ca lic 14h chua ¢6 bign déng vé budng ngd
Tinh hinh bién déng budng

1. P 101 Khéch da di lc Sh da lam vé sinh bubng an toan.

2. P 202 Khach sé 16i va da tdi toc 9h30'".

3. P 303 Khach d& di luc 13h chua tam vé sinh budng.

4. P404 Khach dang 4.

5. P 505 Khach di tham quan xa van gilr budng.

6. P 105 Khach dang &.

7. P 402 Khach s& di luc 13h va da di, chua lam vé sinh budng.
8. P 501 Khach sé t6i va da téi luc 8h.

9. P 201 Khach sé& tdi va da tdi luc 9h.
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10. P 301 Khach s& tdi lic lae 16h.

11. P 401 khach sé& 16i va da {8i uc 11h.

12. P 205 Khach da di lic 11h ¢3 1am vé sinh buéng.
13. P 305 Khach s8& di luc 15h.

14. P 405 Khach da di lac 13h chua lam vé sinh budng.
15. P 102 Khach dang 6.

16. P 103 Khach da di lic 11h da lam vé sinh budng.
17. P 104 Khach da di lie 9h da lam vé sinh budng.
18. P 205 Khach dang &

19. P 503 Bubéng chua cé khach.

20. P 504 Khach di tham quan xa da vé.

21. P 203 Budng hdng dién d4 sda xong an toan.

22. P 302 Khach dang &

23. P 203 Khach sé t6i luc 15h.

24. P 403 Khach dang 4.

25. P 204 Khach dang 4.

Yéu cau: Vén dung cdc ky hiéu da hoc, ghi ky vao so dé budng dé trang?

5- Bai tap 5:

Can cif vao tinh hinh bién ddng budng cho sau day, yéu cau nhan vién 1€ tan:
Ca1: Ghi ky hiéu vao cac 6 budng trong so dd budng dé tring

Ca 2: Can cif vao sd d6 cii thay sg dé mdi, ghi cac ky hiéu bd sung
Chu y: Thai diém ban giao ca lic 14h chifa ¢6 bign dong vé budng ngl
Tinh hinh bigén déng budng

1. P 501 Khach dang &.

2. P 102 Khach sé tdi luc 15h,

3. P 103 Khach da di luc 10h da [am vé sinh budng an toan.

4. P 304 Khach dang &

5. P 202 Khach di tham quan xa van giir budng.

6. P 201 Khach da di lic 8h da lam vé sinh budng an toan.

7. P 504 Khach sé tdi lic 15h.

8. P 104 Khéach dang 0.

9. P 101 Khéach dang .

10. P 205 Khach sé tdi luc 15h.
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11. P 105 Budng hdng dién dang sira chira chura xong.

12. P 203 Khéach dang &.

13. P 204 Khach dang 4.

14. P 303 Khach di tham quan xa da vé.

15. P 401 Khach dang 4.

16. P 405 Khach dang 4.

17. P 301 Khach da di lic 12h chura iam vé sinh buéng.

18. P 404 Bubdng hdng dién da sita xong an foan

19. P 502 Khach dang 8.

20. P 305 Khach dang 8.

21. P 402 Khach sé tdi va da tdi liic 9h.

22. P 505 Khach sé di va da di lue 13h,

23. P 302 Khach dang 4.

24 P 403 Budng tréng.

25. P 503 Khach dang 8.

Yéu ciu: Vén dung cdc ky hiéu da hoc, ghi ky vao so d6 buéng dé tréng?
6- Bai tap 6: |

Can cl vao tinh hinh bién déng budng cho sau day, yéu cAu nhan vién 1& tan Ca1;

Ghi ky hiéu vao cac 4 budng trong sc d6 budng dé tréng

Ca 2: Can clr vae sg d6 ¢ii thay so 36 mdi, ghi cac ky hiéu b8 sung
Cha y: Théi diém ban giao ca lic 14h chura c6 bién déng vé budng ngl
Tinh hinh bign déng budng | ‘

1. P 302 Khéch s& t6i va da ti lic 10h.

.2. P 502 Khach sé t6i va da tdi lic 10h.

3. P 103 Khach di tham quan xa van gir budng.

4. P 301 Khach dang &.

5. P 104 Khach da di lic 10h d4 vé sinh budng an toan

6. P 101 Khéch dang 3.

7. P 304 Khach sé tdi va 44 14i lac 9h. .

8. P 102 Budng hong hé thdng thoat nuéc dang sita chua xong.

9. P 201 Khach di tham quan xa van gilf buéng.

10. P 203 Khach da di lic 13h chura tam vé sinh buéng.

11. P 403 Khach dang 6.
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12. P 105 Khack: sé 16i va da tdi lac 8h.

13. P 204 Khach dang §.

14. P 504 Khach d4 di luc 13h 30 chua fam vé sinh budng.
15. P 501 Khach sé tdi luc 16h,

16. P 401 Khach dang &.

17. P 405 Khach s& t6i va d4 14 lic 8h.

18. P 205 Khach di tham quan xa d3 vé.

19. P 503 Buéng #rong

20. P 202 Khach dang 4.

21. P 305 Khach dang 8.

22. P 505 Buéng tréng.

23. P 402 Khach s& tdi va da tdi lac 11h.

24. P 303 Khéach di tham quan xa d& vé.

25. P 404 Khach dang 4.

Yéu céu: Vén dung cdc ky hidu d hoc, ghi ky vao so dé budng dé’ trang?
7-Baitap 7:

Cén cirvao tinh hinh bién déng budng cho sau day, yéu ciu nhan vién I& tan:

Ca1: Ghi ky higu vao cac 6 budng trong so dé budng dé trng

Ca 2: Can cir vao so d6 ct thay sg dé méi, ghi cac ky hiéu b§ sung
Chur y: Thai didm ban giao ca lic 14h chua b bién déng vé budng ngdl
Tinh hinh bién déng budng

1. P 505 Khach da di ldc 7 h d& lam vé sinh budng an toan

2. P 402 Khach dang 4.

3. P 201 Khach sé di luc va da di lac 12h 30’ chua lam vé sinh buéng.
4. P 404 Khach dang 4.

5. P 101 Khach sé& di luc 16h.

6. P 105 Khach di tham quan xa da veé.

7. P 204 Khach s& tdi va da tdi luc 9h.

8. P 202 Khach da di lic 10h d v sinh budng an toan.

9. P 305 Khach dang 4.

10. P 303 Khéach d& di luc 9h da vé sinh buong an toan va cé khach mai t6i &
11. P 301 Khach sé tdi luc 16h,

12. P 401 Khach sé t6i va da t6i luc 11h.
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13. P 205 Khach dang d.

14. P 501 Khach di tham quan xa da vé.

15. P 405 Khach d3 di la¢ 13h chua 1am vé sinh budng.

16. P 102 Khach da di luc 10h da lam vé sinh budng.

17. P 103 Khach dang 6.

18. P 503 Khach sé tdi luc 15h.

19. P 502 Khach dang 6.

20. P 403 Khach da di luc 13h chua lam vé sinh buéng.

21. P 504 Khach dang &.

22. P 203 Khach s& 1di va da téi lac 11h.

23. P 302 Khach dang 6.

24. P 304 Buéng héng dién dang slra chua xong.

25. P 104 Khach sé tdi lic 16h

8. Bai tap 8:

Can cir vao tinh hinh bign ddng budng cho sau day, yéu ciu nhan vién I& tan:
Ca1: Ghi ky hiéu vao cac 6 budng trong s¢ d budng dé tréng

Ca 2: Can olf vao so dd cii thay so 46 méi, ghi cac ky hiéu bé sung
Chu y: Thai diém ban giao ca lic 14h chua ¢é bign dong vé budng ngl
Tinh hinh bign ddng budng

1. P 202 Khach sé téi luc 15h30'

2. P 102 Khach di tham quan xa van gilf bubng

3. P 101 Khach 33 di lic 8h da [am vé sinh bubng an toan va cé khach mdi.
. P 304 Khach d3 di Juc 13h chua lam vé sinh budng.

. P 104 Khach di tham quan xa da vé.

_P 201 Khach da di hic 10h da [am vé sinh buéng an toan.

. P 405 Khach sé tdi lic 114h30'.

. P 103 Khach dang &.

. P 501 Khach dang 6.

10. P 504 Khach sé& tdi va da tdi ldc 10h,

11. P 402 Bubng héng dién dang stfa xong an toan.

12. P 203 Khach dang 6.

13. P 205 Khach dang d.

14. P 301 Khach di tham quan xa vn gilf budng.

4
5
6
7
8
9
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15. P 105 Budng tréng.

16. P 204 Khach dang 4.

17. P 303 Khach da di tuc 13h chua lam vé sinh budng.

18. P 404 Budng hdng dién da sira xong an toan va cé khach &.

19. P 502 Khach dang 4.

20. P 503 Khach dang 4.

21. P 401 Khach sé tdi va a3 tdi luc 11h.

22. P 305 Khach s& di va d3 dilae 13h.

23. P 302 Khéach dang 6.

24. P 403 Khach dang &.

25. P 505 Buéng tréng.

Yéu cdu: Vén dung cdc ky hidu dd hoc, ghi ky vao so dé buéng dé tring?
9. Bai tap 9:

Can cif vao tinh hinh bién ddng budng cho sau day, yéu ciu nhan vién I8 tan:
Ca1: Ghi ky hiéu vao cac 6 budng trong so dé budng dé tring

Ca 2: Can ot vao sd dé ch thay so d6 mdi, ghi cac ky hiéu bé sung
Cha y: Thai diém ban giao ca lic 14h chua ¢6 bign déng vé budng ngii
Tinh hinh bién déng budng

1. P 304 Khach da di lkic 8h d3 vé sinh buéng an toan va ¢d khach mai.
2. P 201 Khach s& 16i va da t6i luc Oh.

3. P 504 Khich da di luc 13h chua 1am vé sinh budng.

4. P 501 Khach di tham quan d3 vé.

5. P 202 Khach dang 0.

6. P 102 Khach @3 di lGc 8h da 1am vé sinh buéng an toan.

7. P 103 Khach sé tdi lkic 16h. )

8. P 203 Khach d& di luc 13h chua lam vé sinh budng

9. P 101 Khach dang &.

10. P 205 Khéch sé t6i lac 16h.

11. P 105 Budng hong dién dang stfa chifa chua xong.

12. P 104 Khéch dang 4.

13. P 204 Khach dang &.

14. P 301 Khach di tham quan xa da vé.

15. P 305 Khéach dang 8.
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16.
17.
18,
19.

20.

21,
22.
23.
24,
25.

P 405 Khach dang &.

P 303 Khach da di luc 12h chua lam vé sinh budng.
P 404 Budng hong dién da stta xong an toan

P 502 Khach dang &.

P 401 Khach dang 4.

P 503 Khach sé& t&i va da tdi luc 9h.

P 505 Khach sé& di va da di luc 13h.

P 302 Khach dang 4.

P 403 Khéach dang 6.

P 402 Khach da di fac 10 da vé sinh buéng an toan.

Yéu cau: Védn dung céc ky hiéu dd hoc, ghi ky vdo so dé budng dé tréng

10.

Bai tap 10;

C#n ol vao tinh hinh bign dong budng cho sau day, yéu cau nhan vién |& tan:

Cal: Ghi ky hiéu vao cac 6 budng trong sd dé budng dé trang
Ca 2: Can cif vao so db cl thay so dd méi, ghi cac ky hiéu b8 sung
Chu y: Thai diém ban giao ca ldc 14h chua ¢é bién déng vé budng ngu

Tinh hinh big&n déng budng

1. P 105 Khach da di tham quan xa van giir budng.
. P 501 Khach sé téi va da tdi iuc 9h.
. P 303 Khach d& di loc 12h chura lam vé sinh budng.
. P 204 Khach dang 9.

. P 101 Khach dang .

. P 402 Khach sé di luc 13h va da di, chua lam vé sinh budng.
. P 504 Khach sé t6i va da tdi lac 8h.

. P 201 Khach sé 16i va da tdi luc Sh.

10.
11.
12.
13.
14.
15.
186.

2
3
4
5. P 505 Khach di tham quan xa da vé.
6
7
8
9

P 205 Khach sé& tdi liic 16h.

P 401 Khach dang d.

P 205 Khach da di luc 11h da lam vé sinh budng.

P 203 Khach sé& di lac 15h.

P 405 Khach da di lac 13h chua lam vé& sinh budng.
P 102 Khach dang 4.

P 103 Khéch da di luc 11h d3 1am vé sinh budng.



17. P 104 Khach da di tic 9h da lam vé sinh budng.

18. P 301 Khach dang ¢

19. P 503 Budng chua cé khach.

20. P 202 Khach di tham quan xa da vé.

21. P 305 Budng hong dién da sira xong an toan.

22. P 302 Khach dang &

23. P 203 Khach sé tdi luc 15h.

24. P 403 Khach dang 4.

25. P 404 Khach s& 18i va da t6i luc 8 h.

Yéu cau: Van dung cdc ky higu dd hoc, ghi ky vao so dd bubng dé tréng?
11. Bai tap 11

Cén clrvao tinh hinh bién dbng budng cho sau ddy, yau ciu nhan vién I8 tan:
Ca1: Ghi ky hiéu vao cac 6 budng trong sd dé budng dé tring

Ca 2: Cén clr vao so d6 ¢l thay sa d6 méi, ghi cac ky hiéu b8 sung
Cha y: Thoi diém ban giao ca luc 14h chua ¢6 bién déng vé budng ngd
Tinh hinh bign déng bufng

1. P 102 Khach sé& tdi va da tdi luc 10h.

2. P 304 Khach sé& tdi va &3 tdi iac 10h.

3. P 103 Khach di tham quan xa vin giif budng.

4. P 403 Khach dang &.

5. P 104 Khach d4 di luc 10h d3 vé sinh budng an toan

6. P 105 Khach dang o.

7. P 502 Khach sé tdi va da tdi lac Sh.

8. P 302 Budng héng hé théng thoat nudc dang slra chusa xong.

9. P 204 Khach di tham quan xa van gilt budng.

10. P 203 Khach da di uc 13h chua lam vé sinh budng.

11. P 301 Khach dang 4.

12. P 101 Khach s& tdi va da tdi ldc 8h.

13. P 204 Khach dang 8.

14. P 504 Khach da di lic 13h 30 chua lam vé sinh budng.

15. P 501 Khéch sé tai lac 16h.

16. P 401 Khach dang 4.

17. P 503 Khach sé& tdi va da t6i lic 8h.

10.GTTHNVLT-A
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18.
18.
20.
1.
22

23.

24,

25.

P 205 Khach di tham quan xa da vé.
P 405 Budng tréng

P 202 Khach dang 8.

P 305 Khach dang 4.

P 404 Budng tréng.

P 402 Khach & t6i va da t6i lac 11h.
P 303 Khach di tham quan xa {3 vé.
P 505 Khach dang 4.

Yéu cdu: Vén dung céc ky hiéu & hoc, ghi ky vao so dé budng dé tréng?

12.

Bai tap 12

Can ot vao tinh hinh bign déng budng cho sau day, yéu ciu nhan vién 18 tan:

Ca1: Ghi ky hiéu vao cac 6 budng trong so d6 budng dé tring

Ca 2: Can cif vao sd d8 ¢i thay so d mdi, ghi cac ky hiéu b8 sung
Chu y: Théi diém ban giao ca lic 14h chua c6 bién dong vé budng ngl
Tinh hinh bién déng budng

1. P 501 Khach da di (¢ 8h da vé sinh budng an toan va cb khach mdi.
2. P 203 Khéch s& tdi va &3 tdi iac 9h.

3. P 103 Khach d4 di ltc 13h chua 1am vé sinh budng.

4. P 304 Khach di tham quan da vé.

5. P 101 Khach dang &.

6. P 204 Khach da di lic 8h da 1am vé sinh budng an toan.

7. P 504 Khach s@ tdi lic 16h.

8. P 201 Khach d di lic 13h chua [am vé sinh budng

9. P 202 Khach dang 4.

10.
11.
12.
13.
14,
15.
16,
17.
18.

P 305 Khach sé t6i [dc 16h.

P 105 Budng héng dién dang sifa chifa chua xong.
P 104 Khach dang &.

P 102 Khach dang 6.

P 303 Khach di tham quan xa d3 vé.

P 205 Khach dang &.

P 505 Khéch dang 4.

P 301 Khach d di luc 12h chua [am vé sinh budng.
P 404 Budng héng dién da s(ra xong an foan

10.GTTHNVLT-B



19. P 502 Khach dang 6.

20. P 401 Khach dang 6.

21. P 402 Khéach sé tdi va d3 tdi luc 9h.

22. P 405 Khach sé di va d dilac 13h.

23. P 302 Khach dang 8.

24. P 403 Khach dang 6.

25. P 503 Khéch da di lic 10 da ve sinh budng an toan.

Yéu cdu: Vién dung cdc ky hidu 4 hoc, ghi ky vao so d6 budng dé trdng?
13. Bai tap 13:

Can cirvao tinh hinh bién ddng budng cho sau day, yéu ciu nhan vién 18 tan:
Ca1: Ghi ky hiéu vao cac 8 budng trong sd d6 budng dé tring

Ca 2: Can cif vao so dé ¢ thay so d6 méi, ghi cac ky higu bd sung
Chu y: Thai diém ban giao ca luc 14h chua co bién déng vé budng ngti
Tinh hinh bién déng budng

1. P 104 Khach sé tdi va da tdi Ic 10h.

2. P 304 Khach sé tdi luc 15h.

3. P 303 Khach di tham quan xa van gilt budng,

4. P 102 Khach dang 8.

5. P 404 Khach da di lic 10h d4 vé sinh buéng an toan

8. P 302 Khach dang 4.

7. P 203 Khach sé {6i lac 15h.

8. P 401 Budng héng hé thdng thoat nuéc da sira xong an toan.

9. P 205 Khach di tham quan xa da vé.

10. P 502 Khach d4 di lo¢ 8h da lam vé sinh budng an toan.

11, P 405 Khach dang 8. '

12. P 505 Khach sé tdi va da tdi Iie 9h30'.

13. P 204 Khach dang 6.

14, P 103 Khach da di lte 11h 30 chua lam vé sinh budng.

15. P 501 Khéch sé tai [kic 14h 30°.

16. P 202 Khach dang 6.

17. P 403 Khach sé tdi va di tdi lic 11h30".

18.'P 201 Khach di tham quan xa van gilf budng.

19. P 503 Khach dang 8.
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20. P 102 Khach dang 6.

21. P 305 Budng tréng.

22. P 105 Khach dang 0.

23. P 402 Khach sé tdi ldc 15h. .

24. P 504 Khach di tham quan xa da vé.

25. P 101 Budng héng didu hoa dang s(fa chufa xong.

Yé&u cdu: Vidn dung cdc ky higu 84 hoc, ghi ky vao so dé bubng &€ tring?
14. Bai tap 14:

C#n ¢ vao tinh hinh bién ddng budng cho sau day, yéu ciu nhan vién 1& tan:
Ca1: Ghi ky hiéu vao cac 6 budng trong so d6 budng a8 tring

Ca 2: Can clf vao so dd cli thay so dé mai, ghi cac ky hiéu bé sung
Chi y; Thoi diém ban giao ca ltc 14h chua ¢6 bién déng vé budng ngl
Tinh hinh bi&n doéng buéng

1. P 203 Khéch sé tét lic 15h30

. P 305 Khach di tham quan xa van gilt budng

. P 303 Khach d3 di lac 8h da 1am vé sinh budng an toan va c6 khach mdi.
. P 401 Khach d4 di ltic 13h chua lam vé sinh buéng.

. P 104 Khach di tham quan xa da vé.

. P 404 Khach da di luc 10h d3 lam vé sinh budng an toan.

. P 403 Khach sé& tdi luc 114h30°.

. P 103 Khach dang &.

. P 501 Khéch dang &.

. P 503 Khach sé 16i va da tai luc 10h.

. P 402 Bubng hong dién dang s(fa xong an toan.

. P 202 Khach dang d.

. P 205 Khach dang &.

. P 301 Khach di tham quan xa v&n @it buéng.

. P 105 Buéng tréng.

. P 204 Khach dang 9.

. P 101 Khéach da di ldc 13h chua 1am vé sinh budng.

. P 201 Budng héng dién 33 slfa xong an toan va ¢b khach &,

. P 502 Khéch dang 8.

. P 504 Khach dang 4.
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21. P 104 Khach s& tdi va da tdi tic 11h.

22. P 102 Khach sé& @i va da di luc 13h.

23. P 302 Khach dang 4.

24. P 405 Khach dang &.

25. P 304 Buéng tréng.

Yéu cu: Vin dung cdc ky hiéu da hoc, ghi ky vao sa dé budng dé tréng?
15, Bai tap 15

Can clr vao tinh hinh bién ddng budng cho sau day, yéu cdu nhan vién I8 tan
Ca1: Ghi ky hiéu vao cac 6 budng trong sd d8 budng dé tring

Ca 2: C&n clr vao sd d6 cii thay so d8 mdi, ghi cac ky higéu bd sung
Cha y: Thoi diém ban giao ca lic 14h chua 6 bidn dong vé budng ngd.
Tinh hinh bién déng budng

1. P 404 Khach dang 0.

2. P 102 Khach sé tdi lac 15h.

3. P 301 Khach da di lac 10h d3 lam vé sinh budng an toan.

4. P 403 Khach dang &

5. P 503 Khdach di tham quan xa van giif budng.

6. P 201 Khach da di l(c 8h d3 1am vé sinh budng an toan.

7. P 504 Khach sé téi lic 15h.

8. P 505 Khach dang 4.

9. P 305 Khach dang 4.

10. P 402 Khach sé tdi lic 15h.

11. P 302 Buéng hong dién dang stfa chita chua xong.

12. P 203 Khéch dang 6.

13. P 204 Khach dang .

14. P 303 Khach di tham quan xa da va.

15. P 401 Khach dang 4.

16. P 405 Khach dang &.

17. P 103 Khach da di lic 12h chua lam vé sinh buéng,

18. P 501 Budng hong dién da stra xong an toan

19, P 502 Khach dang 6.

20. P 101 Khach dang &.

21. P 205 Khach s& tdi va da tdi lue 9h.
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22. P 104 Khéach sé di va da di lac 13h.

23. P 105 Khach dang 6.

24. P 304 Budng tréng.

25. P 202 Khéach dang 4.

Yé&u cau: Van dung cac ky hiéu da hoc, ghi ky vao so dd budng dé tring?

II. BAI TAP NHAN BIET CAC THONG TIN VA CAP NHAT CAC THONG TIN VAO
SO VA TG RO |

1. Bai tap 1: Khdch san A ¢d 3 foai buéng

Loai budng dac biét sang trong gia: B0USD

Loai buéng Sang trong gia: 60USD

Loai buéng binh thudng gia: 40 USD

Ba Nguyén Thanh Huyén dia chi Quan 3 Thaph phd H& Chi Minh dat 1 budng loai
dac biét sang trong ngay 1/ 7/ 2005 va sé& dén & khach san tir ngay 10 / 07/ 2005 dén
ngay 12 / 07 / 2005. BPAm bao béng tién mat 100 USD. Ba Huyén c6 s6 dién thoai: 08.
8.372.566 Ba Huyén sé& di may bay dén san bay Noi Bai vao 8h sang ngay 10/ 07 / 2005,
s8 hiéu chuyén bay VN747. Ba Huyén yéu cdu khach san dura xe ra san bay Noi Bai don
ba vé khach san. Ba Huyén sé tuf thanh toan cho khach san.

Yéu cau: Dua vao nhilng théng tin trén hay dién vao phidu nhan datl budng, s3 nhan
dat budng cho ba Huyén.

Bai tap 2: Khdch san B ¢6 3 loai buéng

Loai buéng d3c biét sang trong gia: 50USD

Loai budng Sang trong gia: 40USD

Loai buéng Bnh thudng gia: 20 USD

Anh Nguy&n V&n Hung dai dién cho Cang ty Du tich Thanh phé HS Chi Minh, Quan 1
Thanh ph& H& Chi Minh, d4t 20 budng loai sang trong ngay 01/ 8/ 2005 va doan khach sé
dén & khach san tir ngay 10 / 08/ 2005 dén ngay 12 / 08 / 2005. Dam béo bing tién mat
250 USD. Anh Hung c6 sé dién thoai co quan 08. 8.234.798, s8 dién thoai ca nhan clia
anh Hung: 0904.156.785 Doan khach cla cda céng ty Du lich Thanh phé Hé Chi Minh sé
téi khach san vao luc 9h ngay 10/ 08 /2005,. Anh Hung cé yéu céu dit an trua cho doan
khach 40 ngudi Juc 11h, thuc don c6 dinh sd 05 gia: 50.000 VNB /1 suat. Céng ty Du lich
Thanh phd H& Chi Minh s& thanh todn cho doan khach tién an, tién & theo ding quy dinh,
khach st dung cac dich vu phl;l tréi ty khach phai thanh toan cho khach san.

Yéu cdu: Dua vao nhiig théng tin trén hay dién vao phiéu nhan dat budng, s nhan dat
budng cho anh Himg Cdng ty Du lich Thanh phé H& Chi Minh.
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3. Bai tip 3: Khdch san C ¢d 3 loai budng

Loai budng dac biét sang trong gia: 100USD

Loai bubng Sang trong gia; 80USD

Loai buéng binh thudng gia: 5¢ USD"

Ong Smith dia chi 65 duting Nguy&n Du Thanh ph8 H& Chi Minh @&t 1 budng loai
dac biét sang trong ngay 10/ 10/ 2005 va s& dén & khach san tif ngay 20 / 10/ 2005 dén
ngay 22 / 10 / 2005. Bam bao béng tién mat 100 USD. Ong Smith ¢6 s6 dién thoai: 08.
8.2.325.426 Ong Smith s& di may bay dén san bay Noi Bai vao 8h sang ngay 20 / 10/
2005, s6 hiéu chuyén bay VN747. Ong Smith yéu cdu khach san dua xe ra san bay Noi
Bai don 6ng vé khach san. Ong Smith s& tu thanh toan cho khach san.

Yéu cau: Dua vao nhimg théng tin trén hady dién vao phiu nhan dat budng, s nhan
dat budng cho Ong Smith.

4. Bai tap 4: Khdch san D ¢0 3 loai bubng

Loai budng dac biét sang trong gia: 40 USD

Loai budng Sang trong gia: 20 USD

Loai budng binh thudng gia: 15 USD

Anh Tran Bc Tudn dai dién cho Céng ty Du tich Ha Long thanh phd Ha Long Tinh
Quang Ninh, dat 30 budng loai sang trong ngay 01/ 9/ 2005 va doan khach s& dén &
khach san tf ngay 10 / 09/ 2005 dén ngay 12 / 09 / 2005. Dam bao bing tién mat 300
USD. Anh Tudn ¢6 s8 dién thoai cad quan 033. 823.479, s6 dién thoai ca nhan cda anh
Tudn: 0904.256.279. Doan khach clia céng ty Du lich Ha Long s& t&i khach san vao luc
Sh ngay 10 / 09 /2005,. Anh Tudn c6 yéu ciu dat &n trua cho doan khach 60 ngudi luc
11h, thuic don ¢é dinh s6 08 gia: 40.000 VND /1 suét. Cang ty du lich Ha Long s& thanh
todn cho doan khach tién 3n, tién & theo ding quy dinh, khach si dung cac dich vu phu
trdi tu khach phai thanh toan cho khach san.

Yéu cau: Difa vao nhimg théng tin trén hay dién vao phiéu nhan dat budng, s nhan
d&t budng cho anh Tudn Céng ty du lich Ha Long.

5. Bai tap 5: Khdch san E c6 3 Joai budng

Loai budng dac biét sang trong gia: 120USD

Loai budng Sang trong gia' 80USD

Loai budng binh thudng gia: 60 USD

Ba L& Thi Hang dia chi 180 dudng Nguydn Thi Minh thanh phd H8 Chi Minh dat T
budng loai dc biét sang trong ngay 01/ 09/ 2005 va sé& dén & khach san tif ngay 08 / 09/
2005 dén ngay 10 / 09/ 2005. Dam bdo béng tién mat 100 USD. Ba Hing c6 s& dign
thoai: 08. 8.290.283. Ba Hiing sé di may bay dén san bay N6i Bai vao 8h sang ngay 08/
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09/ 2005, s hiéu chuyén bay VN747. Ba Hang yéu cdu khach san dua xe ra san bay Noi
Bai d6n ba vé khach san. Ba Hing sé tu thanh toan cho khach san.

Yéu cau: Dua vao nhimng théng tin trén hay dién vao phiéu nhan d3t busng, sé nhan
dat budng cho Ba Hang. :

. THYC HANH QUY TRINH TIEP NHAN YEU CAU DAT BUANG CHO CAC BOI
TUGNG KHACH

1. Thuc hanh gquy trinh ti€p nhén yéu cau dat budng truc ti€p tai khach san?

2. Thuc hanh quy trinh ti€p nhan yéu cau dat budng clia khach qua dién thoai

3. Thuc hanh quy trinh ti€p nhan yéu cau dat budng ciia khach qua fax?

IV. XU LY CAC TiNH HUONG XAY RA TRONG QUA TRINH NHAN PAT BUONG
CHO KHACH

1. Khach san da kin budng thi ¢ mét hang I hanh goi dién xin d4t 01 budng mién
phi cho Giam déc¢ cla mdt hang i hanh qudc t& (hita hen mét thi trudng day tiém ning
va day la dip 16t d& khach san gidi thiéu cho khach)

L& nhan vién & tan, anh (chi) sé x{ ly tinh hudng nay nhu thé nao?

2. Khach dén khach san, thué budng nghi nhung khdng c6 hanh ly.

La nhan vién 1& tan, anh (chi) s& x( ly tinh hudng nay nhu thé nao?

3. M6t khach nudc ngoai dén khach san vai hanh ly trén fay va mudn thué budng tai
khach san, nhung ngay hém nay khach san da kin budng.

L& nhan vién |& tan, anh (chi) s& x(f Iy finh hudng nay nhu thé nao?

4. Mot khach dén khach san thué budng va trén mit ¢ vét nho.

La nhan vién (& tan, anh (chi) s& x{ ly tinh huéng nay nhu thé nao?

5. Khach san co 4 loai budng: DAc biét, loai 1, loai Il va loai 11I. Mot ngudi khach mudn
xem dé thué budng.

L& nhan vién 1& tan, anh (chi) s& x{ ly finh hudng nay nhu thé nao?

6. Khach dén khach san xin dat 30 budng vao thang 09 / 2005 (mua cao diém}

La nhan vién |& tan, anh {(chi) 58 x{ Iy tinh huéng nay nhu thé nao?

7. Khach dén khach san va xin lam thd tuc dat buéng cho ngay hom sau.

La nhan vién |& tan, anh (chi) 5& lam nhing céng viéc gi?

8. Khach dinh d3t budng nghi tai khach san ciia anh {chi) nhung ban kho#n vi nghe
mét ngudi ban da timg & tai khach san néi ring cac dich vu nhin chung rat t6t nhung
khach san rét dn.

La nhan vién 1& tan, anh (chi) s& x{ ly tinh hudng nay nhu thé nac?
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Chuong 4

LAM THU TUC NHAN BUONG

Bai 1

THUC HANH NHAN BIET THONG TIN
VA CAP NHAT THONG TIN VAO SO

Muc tiéu
- V& kién thae: Hiu duge kién thitc thic hanh nhan bit thong tin va cap nhat théng
tin vao phi€u dang ky tam trd va sé ding ky tam tro.

- V& ky nang: Thyc hién thanh thao cac thao tac co ban vé cap nhat cac thdng tin
vao phidu dang ky tam tri va s& dang ky tam tra.

- V& tac phong: Rén luyén tac phong lam vigc can théan, nhanh nhen, nghiém tic khi
nhap cac théng tin vao phigu ding ky tam tra va sd dang ky tam tra.

I. KIEN THUC CHUYEN MON THUC HANH NHAN BIET THONG
TIN VA CAP NHAT THONG TIN VAO SO PANG KY TAM TRU VA
PHIEU PANG KY TAM TRU

1. Mau phiéu ding ky tam tra
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Biéu 4.1: Phiéu khai bdo tam tri

Buong | Tén khach san, nhia khach, nha tro, s6 nha, dudng phe, phudng, | So:
50: X3, huyén, tinh, thanh pha,

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

B HO 8102 (CRE I DOttt et ar e e e e e e e eeene e eeeaeaeens
Full name (incapital)

2. Ngaysinhi....... . Nam/Male

Date of birth Nii/Femal

Nationality
4, HE chidlu s0:(86 CIMIND....ooiiiiriirieeeeesieeeeemeee et e et s e eeseeee e e eee et eeeseaeeneseens
Pass port No: '

Viet Nam visa No
Gid tri (d€n ngay): (Ngay cp)...coooioince e, S
Valid until

Permitted to stay until

9. Co quan, t6 chic, ¢4 nhan & Viét Nam mai, ti€p nhan (1€n, dia chi):..................
Sponsor office, warranter in Viet Nam

{Name, address)

10. Tam tri tai khach san, nha khéch, phudng, x8 nay dén ngay:.........ccoocoeneen
Proposed of stay untif.

Ngay Ky tén

Done on Signatyre
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3. Thuc hanh dién mau phiéu dang ki khach san va sé khai bao
tam tri cho cac déi tugng khach

3.1. Anh Ngé Xuan Duong da dat 01 budng tai khach san Thuong mai
v6i gia 250.000d tir ngay 20.5-25.5. Anh Ngo Xuan Duong hién dang lam
ké toan tai cong ty Dau Khi Viét Nam. Cac thong tin vé anh Ngé Xuan
Duong nhu sau:

Ho va tén: Ngo Xuéin Duong

Ngay sinh: 01/04/1977

Noi dang ky thudmg tri: S6 nha 30 - Dudng Tay Son - Quén DPéng Da -
thanh phé Ha Noi.

S6 CMND: 016220047 (ngay c4p 30/3/1995)
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Budng | Tén khach san, nha khich, nha tro, s6 nha, dudng phé, | S6:
S0: phutmg, xa, huyén, tinh, thanh pho. 12
Khich san Thuong Mai- 19 Mai Dich-Tir Liém-Ha Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
1. Ho tén: (Chif in hoa)................. NGO XUAN DUONG.......................
Full name (incapital)
2. Ngay sinh:......... O14H977.. . Nam/Male
Date of birth Nit/Femal
3.Québc tich:.....cocee.. Vit Nam....cocovioivieioiiriiiiiiecre e
Nationality
4. Ho chiéu s8:.(86 CMND) Q116220047 ...,

Pass port No:

5. Thi thue VIEt Nam SO0, ...veriririieceieirieeieeeesrs e seee s e s e eesreae e s eaaeaeas
Viet Nam visa No

Gid tri (dén ngay)Ngay cAp)30/03/1995 .oovorviiveeecceeieereee e
Valid until

6. Nhap cianh ngay:
Date of entry
QUA CTTA KDAU ..ottt ettt et e see e e e ee e esn e nens
Port of arrival

7. S8 phi€u NhAP AN ..ottt
Arrival - departure card No

8. Dugc phép tam trii d&n ngay:........ 20/5
Permitted to stay until

9. Co quan, t6 chiic, ¢4 nhan & Viét Nam mei, tiép nhan (tén, dia chi):...Céng
ty Ddu khi Viét Nam...

Sponsor office, warranter in Vlet Nam

(Name, address) _

10. Tam tri tai khdch san, nha khach, phuong, xa nay dé€n ngay:..20/5
Proposed of stay until.

Ngay _ Ky tén
Done on ' Signature
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3.2. Cong ty xay dung MICHEL CONTRUCTION dit buong cho ong
JANSSEN JONH CLARK mot buéng doi véi gia 25USD/1 dém tir ngay
01/8 - 15/8 Chi nhanh cia cong ty tai Ha Noi s6 23 Ly Thuong Kiét - Hoan

Kiém sé& don ong Jonh Clark.

Hay cap nhat cdc thong tin clia 6ng Jonh Clark vao phiu khai bdo tam trd

va 50 khai bdo tam tni.

Viias

Entrierf Enirée Dedariurisd Soreies

Visas

e Ay
Entriees Entriny Departures/ Tarties

THI TIUC NP CANY
ot 5‘}‘665 Jwd ol

iongidi maag Ao chidu sy

. 1 .
Soen Lot Canh YER Mam

Fin_ -.".4."'.‘... I
L i e e Fiden NQJ By’ﬂ
Faeae TN SO NPT
s ngEy 33’1 |.J-2a{_ < I
__ Ca-9inimton. Agan l'l’; 0‘f7',-0£
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The Secretary of State
uf the United States of America
beveby reguests all whom 1t may concern 1o permit the citizen/
nationai of the United States named berein to pass
without delay or bindrance and in case of need 1o
grie all lacful ard wnd protection.

Le Secrétairve o 'Etat \
des Etats-Unirs d A mértque
prie par les priventes tontes aritorités competentes de laisier passer
fe citoyen ou recsortissant des Eteis-Unis Htudaire du présent passeport,
cans délei ni difficulté ei. en cas de besorn, de lur accorder
inuete aide et profection legitimes.

TEICNATURE OF BEARER/SIGNATLRE DU TUTULAIRE

NOT VALID UNTIL SIGNED

LA 3 . “ ’ L T I U I F A

|
) UNITED STATES OF AMERICA '
PASSPORT Tvpm'fz;g}ﬁ; Cudes ?:l::smnq rcodogmuﬂu‘ms PASSPORT NO./NO. i) PASSEPORT ;
PASSEPORT P oare 7 vom U 9001384684 f
‘[ :e rwng ;;Enoms
J OH N C LARK
ationality /- Halmahte
UNITED STATES OF AMERICA
Dare al binh ) nm da m%‘,‘.mu ;
A P R/AVR 61 }
5!!‘ !KB ~ Piace ot birth / Lieu de na:ssance |
i i CALIFORNIA, U.S.A.
& 0 nsul . Dite de uélivrance Uit of expiration / Date ¢ expiration
26 ° JUNfJUN 96 25 JUN/JUN 01 .
huri'lr ! Aeind i am:];[jm‘gnls.f
adifications
PASSPORT AGENCY Mol
S WASHINGTON, D.C. 48

P<USAJANSSEN<K<JOHNCCLARK<K<CCLKCLLCLLKLLLLLLL
7001386847USA6104139M0106256<<<<<<L<<L<KLLLL<L !
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Budng | Tén khach san, nha khach, nha tro, s6 nha, dudong phé, | Sé:
80: phudng, x4, huyén, tinh, thanh pho. 25
302 | Khéch san Thuong Mai- 19 Mai Dich-Tir Liém-Ha Noi

PHIEU KHAI BAQO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chit in hoa)..... JANSSEN JOHN CLART ........cccccooooovoo.
Full name (incapital)

2. Ngay sinh:...../13/4/1961 .............. Nam/Male

Date of birth Nit/Femal

3. QUBC ICNI e M
Nationality

4. Ho chidu so......... GOOI38684....ooiviiaaiiiiiiee e

Pass port No:

5. Thi thuc Viat Nam $8:...37563/NGIOS......o...oooooeeoeeeeeeoeoeeeeerereeesvrnn
Viet Nam visa No

Gid tri (d&€n ngay):............ BITI2105 oo v
Valid until

6. Nhép canh ngay:......... OD1/0B ..ot e ecve st s ranans
Date of entry

Permitted to stay until

9. Co quan, t§ chic, c4 nhan & Viet Nam mdi, ti€p nhén (tén, dia chi):...Chi nhanh
CT Michel Contruction - 23 Ly Thudng Kiét - Hodn Kiém - Ha Noi

Sponsor office, warranter in Viet Nam

(Name, address)

10. Tam tri tai khich san, nha khéch, phudng, xi nay dén ngay:....15/8...............
Proposed of stay until.

Ngay Ky tén
Done on Signature
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3.3. Cho tinh huong sau

Cong ty Viettravel dat 06 buéng cho doan khach du lich clia Cong ty M§
pham Qudc t& tré tir ngay 1/6 - 7/6 véi gia budng 250.000d4/1 dém.

Théng tin doan khach nhu sau: |

1. Nguyén Duic Trung

Nam sinh: 1950

Ho khdu: Quan Tan Binh - Thanh phé HCM

S6 CMND: 012675310

2. Luong Thanh Hoa

Nam sinh: 1963

Ho khdu: Quan Tan Binh - Thanh phd HCM

S6 CMIND: 012635761

3. Pham Tu&n Anh

Nam sinh: 1973

Ho kh4u: Quan Binh Thanh - Thanh phd HCM

S6 CMND: 0127561380

4.12 Lan Huong

Nam sinh: 1980

Ho khdu: Quan Phi Nhuan - TPHCM

S8 CMND: 0126543678

5. Trén Bich Lién

Nam sinh: 1978

Hé khdu: Quan 5 - TPHCM

S6 CMND: 0135643351

6. Nguyén Trin Duc Tai

Nam sinh: 1975

Ho khdu: Quan 10 - TPHCM

S6 CMND:(1156744378
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Buong | Tén khiach san, nha khach, nha tro, sé nha, dudmg phe, | So:
$0: phudmg, xa, huyén, tinh, thanh phé. 10
201 Khach san Thuong Mai- 19 Mai Dich-Tur Liém-Ha Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
1. Ho tén: (Chit in hoa).................. NGUYEN DUC TRUNG............ccou.......
Full name (incapital)
2. Ngay sinh:......... 1950 Nam/Male
Date of birth Nit/Femal
3. QUAC HCh e VIR INAITL e
Nationality

4. Ho chi€u s0:.(s6 CMND) 012675310 i iiiviiiieieiie ettt
Pass port No:

5. Thy thue VIBt Nammt 867 .. ceveiiieiieriiis et eeeee s snaa e eeaenean
Viet Nam visa No

Gid tr1 (dén ngay)(Ngay cAp)30/03/1980........ooveieeeeereesi e seeseneae
Valid until

Permitted to stay until

9. Co quan, 3 chifc, ¢4 nhan & Viét Nam mdi, ti€p nhan (tén, dia chi):...Cong ty My
PhAM QUOC 1 TT& ..ot ee s ree e rsssessenssssnsssreasesees

Sponsor office, warranter in Viet Nam

(Name, address)

10. Tam tri tai khdch san, nha khich, phudng, xi nay dén ngay:.....07/6...........
Proposed of stay until.
Ngay Ky tén
Done on Signature
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Buong | Tén khach san, nha khach, nha tro, s6 nhi, dudng phd, | S6:

s0: phuong, xa, huyén, tinh, thanh phé, i1
202 | Khach san Thirong Mai- 19 Mai Dich-Tir Liéem-Ha Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
1. Ho tén: (Chit in hoa).....ccco... . LUONG THANH HOA ............................
Full name {incapital)
2. Ngay sinh:......... 1963 Nam/Male
Date of birth Ni/Femal
3. Qude tich:.o Viét Nam
Nationality

4. Ho chiéu s8:.(s6 CMND) 012635761 ...t
Pass port No:

Viet Nam visa No
Gia tri (dén ngay)(Ngay cap)12/04/1976....ccccooiiiiiiiiiiiiniiieeiee e,
Valid until

Port of arrival
7. 86 phi€u nhap canh:......cc..oooiiiiiieceeeee .
Arrival - departure card No

Permitted to stay until

9. Co quan, t8 chifc, ¢4 nhan & Viét Nam mdi, tiép nhéan (tén, dia chi):.. Céng ty M¥
PhAm QUOEC TE TT& ...t et eee e e

Sponsor office, warranter in Viet Nam

(Name, address)

10. Tam tri tai khdch san, nha khdch, phudng, X nay dén ngay:.....07/6...........
Proposed of stay until.
Ngay Ky tér
Done on Signature
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Buéng |Tén khach san, nha khach, nha tro, sé nha, duong phé,| Sé:
s6:  [phudmg, xa, huyén, tinh, thanh pho. 12
203 | Khach san Thuong Mai- 19 Mai Dich-Tir Liém-Ha Noi

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chif in hoa).................PHAM TUAN ANH...ooooooroeooooeoeeose.
Full name (incapital)

2. Ngay sinh:......... A973. Nam/Male

Date of birth Nii/Femal

3. Qubc tichii v . VIBE NGB et
Nationality

4. Ho chi€u s6:.(s6 CMND) 0127561380......coiimiieeeeee e cve e

Pass port No:

5. Thi thue VIEt NAM SG:..ccciiiiiieineiceeee i er e eeee st
Viet Nam visa No

Gid tr1 (dén ngay)(Ngay cap)23/4/1990.......ccoivmiieeee e,
Valid until

6. NhAp Canh MEAY ...cccciiiii ettt
Date of entry

Qua clta Khu:...oooov v,

Port of arrival

7. 88 phi€u nhap CANN:....ocoiiiiii e e
Arrival - departure card No

Permitted to stay until

9. Co quan, t6 chife, ¢4 nhan & Viét Nam mai, ti€p nhan (tén, dia chi):...Cong ty My
PhAM QUEE 18 TI ..ottt ettt ee e reea s ree s

Sponsor office, warranter in Viet Nam

(Name, address)

10. Tam trd tai khdch san, nha khdch, phudng, xa niy dén ngay:......07/6..........
Proposed of stay until.
Ngay Ky tén
Done on Signature
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' Buéng [Tén khach san, nha khich, nha tro, s6 nha, duong phd, phuong,
s0:  |xa, huyén, tinh, thanh pho.
204 | Khich san Thuong Mai- 19 Mai Dich-Tir Liém-Ha Noi

13

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

I. Ho tén: (Chit in hoa).................. LELANHUONG..............occc...........
Full name (incapital)

2. Ngay sinh:......... [980 Nam/Male

Date of birth Nii/Femal

3. Quoc tichi............... VIet Namo..cooociceeeeeeeeeee

Nationality

4. Ho chi€u $6:.(s6 CMND) 0126543678.....vovivviierieieeeeeeeeee v eeeeeeere s
Pass port No:

5. Thi thue VIEt Nam $O: ..ottt ee e
Viet Nam visa No

Gid tri (dén ngay {Ngy cAp)30/6/1995.. .. oo
Valid until

6. Nhap canh ngay:. ...,

Date of entry

Port of arrival

7. 56 phi€u nhap CANRI ..ot
Arrival - departure card No

Permitted to stay until
Pham QUOC t8 Tt ..o
Sponsor office, warranter in Viet Nam

(Name, address)

Proposed of stay until.

9. Co quan, t6 chifc, ¢4 nhan & Viet Nam mdi, ti€p nhan (tén, dia chi):...Cong ty My

Ngay Ky én
Done on Signature
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Buong | Tén khach san, nha khach, nha trg, s6 nha, duong pho, | So:
$0: phuong, xa, hayén, tinh, thanh phe. 14
205 Khich san Thuong Mai- 19 Mai Dich-Tir Liém-Ha Noi

PHIEU KHAT BAO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chit in hoa)................. TRANBICHLIEN ........oovooovooo
Full name (incapital)

2. Ngay sinh:.........1978................. Nam/Male

Date of birth Nit/Femal
3. Quoc tich:... oo VIEE NAIM. vttt
Naticonality

4. Hé chiéu so:.(s6¢ CMND) 0135643351
Pass port No:

Viet Nam visa No

Gid tri {(dén ngdy)(Ngly cap)O4/5/1993 ..o
Vahd until

0. NBap cdnh gAY . ..ooociiii ittt
Date of entry

Port of arrival

Permitted to stay until

9. Co quan, t6 chife, ¢ nhan & Viét Nam mi, tiép nhan (t&n, dia chi):...Cong ty My
PhAM QUOC 18 T ..ot es oo '

Sponsor office, warranter in Viet Nam

(Name, address)

Proposed of stay until.

Ngay Ky tén
Done on Signature
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Buong | Tén khach san, nha khdch, nha tro, so nha, dudng phé, phuong,| So:

$6: |xa, huyén, tinh, thanh phd. 15
206 |Khach san Thuong Mai- 19 Mai Dich-Tir Liém-Ha Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
1. Ho tén: (Chit in hoa)...ooov........ NGUYEN TRAN DUC TAIL....onn..........
Full name {incapital)
2. Ngay sinh:........, 1975 Nam/Male
Date of birth Nit/Femnal
3.Quéc tich:......ocoee.. VARt NAML et
Nationality

4. Ho chiéu s6:.(s6 CMND) 0115674378
Pass port No:

5. Thi thtfe VIEUNAM SOI.iiiiiiiiiiieiiircre e s
Viet Nam visa No

Gid tri (dén ngay)(Ngay cap)0B/9 /1987 ... ear e
Valid until

6. NRAP CANh AV oot saa et et reeene e aeeae

Date of entry
Port of arrival
Arrival - departure card No

Permitted to stay until .

9. Co quan, 16 chifc, ¢4 nhan & Viét Nam mi, ti€p nhan (tén, dia chi):...Cong ty My
PhAM QUOC 18 TT ... ovvieietiirieieieieee s sse st s sns et
. Sponsor office, warranter in Viet Nam

{Name, address)

10. Tam trd tai khdch san, nha khach, phuong, xa nay dén ngay:.....07/6...........
Proposed of stay until.
Ngay Ky tén
Done on Signature
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SO KHAI BAO TAM TRU DANH CHO NGUOI VIET NAM

Nam sinh ) ) Thdi gian tam
77 |Ho tén ngusi :;"kf“"é.ﬁgt:; Nghé | Gisy CMND | Thug trd Chir
tam tra Nam Nit ) tro nghiép | hodc gidy t& |phong & Nd%? Ng.éy ky
di
01 |Nguyén Bic |1950 Quan Tan 012675310 201 01/6 |07/6
Trung Binh-TPHCM
02 |Luang Thanh 1983  |Quan Tan 012835761 202 016 |07/8
Hoa Binh- TP
HCM
03 |Pham Tudn |[1873 Quaén 0127561380 203 016 [OV/6
Anh BinhThanh-
TRHCM
04 |Lé Lan 1980  |Quan Pha 0126543678 204 016 [07/6
Hugang Nhuan-
TP HCM
05 |Trén Bich 1978 Quan5-TP 0135643351 205 01/6 |07/6
Lién HCM
06 |Nguydn Tran|1875 Quén 10 - TP 0115674378 206 0178  |07/6
Ble Tai HCM
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3.4. Cong ty du lich Wendy Tour dat 7 buong don cho doan khach
nudc ngoai tir ngay 11/2 - 20/2 gia buong 30USD/ 1 dém. Thong tin doan
khach nhu sau:

1. Mr. MULLINS MICHAEL CHASE

Qudc tich: My

Ngay sinh: 1/4/1954

S6 Ho chiéu: 900148574

S6 thi thue: CF: 90371 (Thoi han: 01/12/05)

S6 phiéu XNC: 374 - Ngay nhap canh 10/2/2005

2. Mr: PAUL BLINK HORN

Qudc tich: M¥§

Ngay sinh: 12/7/1958

Sa Ho chiéu: 900158631

S6 thi thuc: CE: 90361 (Thai han: 12/11/2005)

S6 phigu XNC: 375 - Ngay nhap canh: 10/2/2005

3. Mr. GILBERT LOW TECK HIAN

Quoc tich: My

Ngay sinh: 20/9/1980

S8 ho chidu: 900257761

S0 thi thue: CE: 90362 (Thai han 10/2/2005)

Sé phigu XNC: 376 - Ngay nhap canh 10/2/2005

4. Mr: YEO CHEE YONG

Qudc tich: Han Quoc

Ngay sinh: 7/1/1970

S6 HC: 532678127

S6 thi thuc: AC: 003767 (Thoi han: 1/1/2006)

S6 phigu XNC: 377 - Ngay nhap canh: 10/2/2005

5. Ms: GOH JONG MAY

Qudc tich: Han Quéc

Ngay sinh: 1/1/1967
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S HC: 835776212

S6 thi thuc: AC: 804734 (Thdi han: 1/10/2005)
S6 phi€u XNC: 378 - Ngay nhép canh: 10/2/2005
6. Ms: PHOON WAI LEONG

Qudc tich: Han Qudéc

Ngay sinh: 30/4/1972

Sé HC: 846732872

S6 thi thue: AC: 807561 (Thdi han: 1/12/2005)
S6 phi€u XNC: 379 - Ngay nhép cénh: 10/2/2005
7. Ms: SHINDO MIKI

Qudec tich: Nhat Ban

Ngay sinh: 12/10/1977

S6 HC: 625678623

83 thi thye: DE: 37578 (Thai han: 12/12/2005)
S6 phigu XNC: 380 - Ngay nhap canh: 10/2/2005
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Buong |Tén khach san, nha khach, nha trg, s6 nha, duong phd, phuong,
80:  |xa, huyén, tinh, thanh phé.

401 |Khach san Thuong Mai-19 Mai Dich - T Liém - Ha Noi

So:
21

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
1. Ho tén: (Chir in hoa)............. MULLINS MICHAEL CHASE ....................
Full name (incapital)
2. Ngay sinh:.....01/4/1954................. Nam/Male
Date of birth Ni/Femal
3. Quéc tichi......e... MG e s
Nationality
4. Ho chidu sé:............. QOOTAESTA oo
Pass port No:
5. Thi thuc Viét Nam s6:......... CE B037 1.t

Viet Nam visa No
Gid tr1 (d8n ngdy):...01/12/05 i
Valid until

6. Nhip canh ngdy:....10/02/05........ooirivrrrieeriri e
Date of entry
Qua cira khau:......ocoeoo... NGO BAL .o,

Port of arrival

7. 58 phiCunhap canh: 374, e
Arrival - departure card No

8. Dugc phép tam tri d&n ngay: . .01/12/05..........cocoiiiiiei e
Permitted to stay until

9. Co quan, t6 chifc, ¢4 nhan & Vigt Nam mdi, ti€p nhan (tén, dla ch1):Cong ty Du

lich WENDY TOUR...

Sponsor office, warranter in Viet Nam

(Name, address)

10. Tam trd tai khach san, nha khdch, phudng, x3 niy dén ngay:...20/02
Proposed of stay until.

Ngiy Ky tén
Done on Signature
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Buodng | Tén khéch san, nha khich, nha tro, sé nha, dudmg phé, phyong,
s6:  (xa, huyén, tinh, thanh pho.
402 {Khach san Thuong Mai-19 Mai Dich - Tir Liém - Ha Noi

So:
22

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chit in hoa)............ PAUL BLINK HORN
Full name (incapital) '

2. Ngay sinh:......12/7/1958................. Nam/Male

Date of birth Nir/Femal

3. Quéc tich:...........M¥........

Nationality

4, Hé chigu s6.............. GOOTSBO31 ...t

Pass port No:
5. Thj thuc Viét Nam s8:.........CE 9036 1...uiveieees oo
Viet Nam visa No

Gid tri (de&n ngdy):... 12/11/05. oo
Valid until
6. Nhap canh ngy:....10/02/05. ..o,

Date of entry

Qua clra KhAU . oo e NOT BAL e
Port of arrival

7. 86 phi€u nhap canh:..375.......cccooovvvee.

Arrival - departure card No

8. Dugc phép tam trid dén ngay: . 12/11/05....ooveoeeeeeoeeoeeee e,
Permitted to stay until

9. Ca quan, t6 chic, cd nhan & Viét Nam mdi, ti€p nhan (tn, dia chi):Cong ty Du
lich WENDY TOUR......cootiiiiieeeeeceiteteeeeeee e eee e Sponsor office,

warranter in Viet Nam

(Name, address)

10. Tam tri tai khdch san, nha khach, phudng, xi nay dén ngay:...20/02
Proposed of stay until.

Ngay Ky tén
Done on Signature
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Buong | Tén khach san, nha khach, nha tro, s6 nha, duomg phé, phuémg,| S6:
$0: |x4, huyén, tinh, thanh phé. 23
403 |Khach san Thuong Mai-19 Mai Dich - Tir Liém - Ha Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
1. Ho tén: {Chit in hoa)............. GILBERTLOWTECKHIAN......................
Full name (incapital}
2. Ngay sinh:.....20/9/1960................ Nam/Male
Date of birth N/Femal
3. Qudc tich:.............. My
Nationality
4 Ho chigu so:............. QUO25TTOL .

Pass port No:
5. Thi thue Vict Nam s6:.........CE 90362
Viet Nam visa No

Gid tri (dEn ngdy ). 01/12/05. i
Valid until
6. Nhap canh ngay ... . 11/12/05 i et

Date of entry

Qua cira khiu....................Noi Bai
Port of arrival

7. 86 phi€u nhap CAnB:.376 . oottt bt
Arrival - departure card No

8. Buge phép tam trd dén ngay:..11/12/05
Permitted to stay until

9. Co quan, t8 chic, ¢4 nhan & Viét Nam mdi, ti€p nhan (tén, dia chi):Céng ty Du
lich WENDY TOUR ..ot
Sponsor office, warranter in Viet Nam

{(Name, address)

10. Tam trd tai khich san, nha khéach, phuong, xa nay dén ngay:...20/02
Proposed of stay until.

Ngay Ky tén
Done on Signature
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Buong | Tén khach san, nha khach, nha tro, s6 nha, duwomg pho,| Sé:
s0: phuo’ng, x4, huyén, tinh, thanh pheo. 24

404 lKhdLh san Thuong Mai-19 Mai Dich - Tir Liém - H3 Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
I. Ho tén: (Chit in hoa)............. YEOCHEE YONG.........oo............
| Full name (incapital)
. 2. Ngay sinh:.... .07/01/1970.ooo Nam/Male
Date of birth Ni/Femal
{ . Quéc tich:........ Han Quoc. ..o e
! Nationality
4. Ho chidu st S32OTR127 e,
Pass port No:
3. Thi thue Viét Nam sé:......... ACBO3TO7 et
Viet Nam visa No
G tri (den ngly ) 0101706, ..o e
! Vahid until
6. Nhip cinh ngay .. 10/02/05 ..o
Date of entry
Qua ctta khau:...........oo...... NGO Bal i,

Port of arrival

7. 86 phiéu nhap canh:..374
Arrival - departure card No
&. DPugc phép tam trid dén ngdy: . 01/0T/06. ..o,
Permitted to stay until

9. Co quan, 15 chiic, cd nhan & Vit Ndm moi, tiép nhin (tén, dia chi):Céng 1y Du
lich WENDY TOUR

Sponsor office, warranter in Viet Nam
{Name, address)
10. Tam trd tai khdch san, nhit khdch, phudng, x4 nay dén nééy:...20f02
Proposed of stay until,
Ngay Ky tén
Done on Signature
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Buong |Tén khach san, nha khach, nha tro, sé nha, duong phd, phuimg,| So:
s0:  |xa, huyén, tinh, thanh pho. 25
405 |Khach san Thuong Mai-19 Mai Dich - Tir Liém - Ha Noi

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chit in heoa)............GOH JONG MAY
Full name (incapital)

2. Ngay sinh:......01/01/1967 ... Nam/Male

Date of birth Ni/Femal

3. Qudc tichieweeree o HAN QUBC. ..ot e
Nationality

4. Ho chiéu sé.............835776242
Pass port No:
5. Thi thuc Viét Nam s8:......... ACBOA3T . e eee

6. Nhap canh ngay: ... 10/02/05. ....ccoomi e
Date of entry

Qua cita Khiu:....................N6i Bai
Port of arrival

7. S8 phigu nhap canh:. 378 ..o

Arrival - departure card No

8. Pugc phép tam trd dé€n ngay:..01/10/05. ...,
Permitted to stay until

9. Co quan, té chifc, c4 nhan & Viét Nam mdi, ti€p nhan (tén, dia chi): Cong ty Du
Sponsor office, warranter in Viet Nam

{Name, address)
10. Tam trii tai khdch san, nha khdch, phuong, x nay dén ngay:...20/02
Proposed of stay until.
Ngay Ky tén
Done on : Signature
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Buéng | Tén khach san, nha khach, nha tro, sé nha, dudng pho, phuong,; So:
$6: | xa, huyén, tinh, thanh phg. 26
406 |Khach san Thuong Mai-19 Mai Dich - Tir Liém - Ha Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
I. Ho tén: (Chi¥ in hoa)............. PHOON WAILEONG.........................
; Full name (incapital)
2. Ngay sinh:.....30/4/1972................. Nam/Male
Date of birth Nii/Femal
3. Quéc tich:......... Han Quéc.....ooovooiii
Nationality
4. Ho chiéu so:............. BAOTI28T 2. it

Pass port No:

5. Thi thue Viét Nam s6:.........AC 807561
Viet Nam visa No

Gid tri (d€n ngay )i 01/ 12705 oo
Valid until

6. Nhap canh ngay:....10/02/05 . ....oomomeeeeeoeniieeeeoeeeeeeeeeee e,
Date of entry

Port of arrival

7.86 phi€u nhap canhi.379. ..o e,
Arrival - departure card No

8. Pugc phép tam tri dén ngy:..01/12/05
Permitted to stay until

9. Co quan, t6 chie, cd nhan & Viét Nam mi, tiép nhan (tén, dia chi}:Cong ty Du
lich WENDY TOUR......ccocoooooniiiiiinii i

Sponsor office, warranter in Viet Nam

{Name, address)l

10. Tam trd tai khdch san, nha khdch, phudmg, x@ nay dén ngay:...20/02..............
Proposed of stay until.
Ngay Ky tén
Done on Signature
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Budng |Tén khich san, nha khach, nha tro, s¢ nha, dutmg pho,| So:
s0: |phudng, x4, huyén, tinh, thanh phé. - 27
407 !Khach san Thuong Mai-19 Mai Dich - Tir Liém - Ha Néi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
1. Ho tén: (Chir in hoa)............. SHINDOMIKI..............cccounn.
Full name (incapital)
2. Ngay sinh:...... 12/10/1977 ..., Nam/Male
Date of birth Nit/Femal
3. Quéc tich:........ NRAE BN oottt sva e
Nationality

4. HO chi€u 800,000 B256TEO23 i ieb s e
Pass port No:

5. Thi thuc Viet Nam 56:........DE 37578 .oorooooeoeeoeoeeesoeoeeoeeeeeeeeeere e
Viet Nam visa No

Gid tri (dén ngay):....12/12/05..............

Valid until

6. Nhép canh ngay:....10/02/05.............

Date of entry
Qua clra khiu:...................N6i Bai
Port of arrival ,

7. 58 phidu nhap cdnhi.380.. ... e
Arrnival - departure card No

8. Puoge phép tam tri dén ngay:..12/02/05
Permitted to stay until

9. Co quan, t& chitc, cd nhan & Viét Nam mdi, ti€p nhan (tén, dia chi):Cong ty Du
lich WENDY TOUR

Sponsor office, warranter in Viet Nam

............................................................................

{(Name, address)
10. Tam tri tai khdch san, nha khach, phurdng, xa nay dén ngay:...20/02
Proposed of stay until.

Ngay Ky tén
~ Done on Signature
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II. THUC HANH NHAN BIET THONG TIN VA CAP NHAT THONG
TIN VAO SO VA TO ROI

1. Piéu kién thuc hanh

1.1. Piéu kién thuc hanh: Phong thuc hanh 1€ tan

1.2. Thiét bi: Qudy 1€ tan, mdy fax, mdy dién thoai

1.3. Dung cu; Phiéu ding ky tam tri1, sd diang k¥ tam trd, van phong phdm
1.4. Thoi gian thuc hanh: 2 tiét

2. Trinh ty thyc hién

2.1. Kiém tra phong thuce hanh, quay € tan,sé siach biéu mau

2.2. Trinh tu cong viéc chinh va véu cau can thiét

TT Tén cong viéc

Thiét bi dung cu

Yéu cau ky thuat

1 | Thuc hanh nhan
biét théong tin va
cap nhat théng tin
vao phi€u dang ky
.| tam trd va sé khai

bao tam tri

Phong thuc hanh 18
tan, qudy 1€ tan, may
dién  thoai, may
fax,phiéu dang ky tam
trd, s& khai bdo tam

trd,van phong phdm

Cap nhat cac théng tin
theo yéu cau cua khach
san va theo quy dinh
chung cta nganh vio
phi€¢u khai bdo tam tri va

s6 khai bdo tam trd

2.3. Hudng dan chi tiét thuc hién cac cong viéc

Tén cong viéc

Hudng dan

Nhan biét théng tin va
cip nhat vao phi€u dang
ky tam tri va sé dang ky
tam tra

- Nhan biét r& déi tugng can khai béo

- Cip nhat day du va chinh xédc cic thong tin clia
khdch vae phi€¢u diang ky tam rit, s6 dang kv
tam trd nhu ho va tén cioa khdch, ngay thiang
nam sinh, $6 chitng minh nhan dan, s& ho chicu,
s6 thi thuc, ngay cdp, thoi gian luu tri cua
khéch, co quan, td chifc ¢4 nhan dén ti€p khach
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3. Cac dang sai hdng va cach phaong ngira

TT Hién tugng Nguyén nhan Cach phong ngira

1 Cap nhan cdc thong | Nhan biét cic thong | Phai ndm rd phiéu dang
tin vao phi€u dang ky | tin trén phi€u va s | ky tam tri va sé khai
tam tri vd s khai|khai bdo tam tri|bdo tam trG mot cich
bdo tam trd cho|con chwa rd va cy | nghiém tic, chinh xac

khdch lau, mat nhidu | thé
thoi gian

2 | Cap nhat céc thong | Do cdu tha, khong | Kiém tra, nhiac nhé, nit
tin sai hodc thi€u | chi § trong qud | kinh nghiém

théng tin trinh cdp nhat céc
théng tin cua khéch

IV- KIEM TRA PANH GIA

Kiém tra ddnh gia cho diém tu thé tac phong, k¥ nang va thdi gian c4p nhat
céc thong tin vao phiu dang ky tam tri va s6 khai bdo tam trd
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BAI 2

THUC HANH CAC THAO TAC PHUC VU HANH LY
CHO KHACH TOI KHACH SAN

Muc tiéu:

- V& kién thae: Hiéu dugc kién thic thuc hanh trinh tu phuc vu hanh ly cho cac dgi
tugng khach tdi khach san.

- V& ky nang: Thuc hién thanh thao ¢ac thao tac co ban vé trinh tu phuc vu hanh ly
cho khach tdi khac san theo dang chuyén mén nghiép vu. _

- V& thai do: Ren luyén tac phong lam viéc ¢dn than, nhanh nhen, nghiém tic khi
phuc vy hanh ly cho cac ddi tugng khach téi khach san.

I. KIEN THUC CHUYEN MON THUC HANH TRINH TU PHUC VU

HANH LY CHO KHACH TGI KHACH SAN.

1. Trinh tu phuc vu hanh Iy cho khach 1€ tdi khach san
* So do trinh ti phuc vu hanh Iy cho khdch lé toi khdch san.

.y HO trg D& Bin o VE vi

on khich 1am an an glao € vitri

khachva [ thit tuc » khich téi [ ™ budng va ™ vio s6

nhan hanh | nhan budng hanh 1y sdch
Iy budng cho khich

* Trinh tu phuc vu hanh 1y cho khéch I¢ t6i khach san.

Budoc 1: Pon khdch va nhdn hanh Iy

- Mo ctra xe, nhiét tinh chao dén khach va mdi khich vio khach san.

- Chuyén hanh 1y cha khich xudng xc, dém kiém s6 luong hinh 1y trudce
mit khdch va ghi vao s8 nhan hanh 1y
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- X€p hanh Iy 1én xe hanh ty mot cdch trat tir v khoa hoc.
Budc 2: Ho tro khdch lam thu tuc nhén budng

- Ho trg dua khach va hanh 1y vao qudy 1€ 1an [am thil tuc nhan buéng.
- Ding cich quéy 1€ tan 2m, khong ding twa vao xe hinh 1y.
Budc 3: Ddn khdch t6i buong

- Dot khiach [am xong thi tuc, nhan vién hanh 1y cai thé vao hanh ly, x&p
Ién xe vi nhan chia khoa tir ti€p tan va din khéch vé buéng

- Cung ¢dp céc thong tin vé dich vu ciia khach san cho khédch biét.
Budc 4: Ban giao budng va hanh Iy cho khdch
- Mo cira budng, bat dién

- M&i khich vao buong, dat hanh 1y vao noi quy dinh.

- Gidt thigu cac trang thiét bi trong bubng

- Hoi khich ¢é yéu céu gi khong, chic khich, rdi khéi budng

Budc 5: Vé vi tri, vao s6 sdch

- Dién vio s6 ké khai khich di 18: ngiy gidy khéch téi khéch san, s6 buéng
clia khich, s6 hanh 1y, thoi gian hoan thanh nhiém vu.
* SO ké khai hanh Iy khdch di I¢ tdi khdch san.

Biéu 4.4: 86 ké khai hanh Iy khdch di 1€ roi khdch san

| Tén

T Buong | S6 lugng Ngé\l}j Thoi gian hoan | Nhan vién
| khich s6 | hanhly | giv dén |thanh nhiém vu| ky nhan
2

-

4

5

6

* Bai hoi thoai trinh tu phuc vu hanh Iy cho khach é téi khach san.

Triong hop 6ng John Smith dd dédt budng dén lam thi tuc nhén budng.

- Mot nhén vién van chuyén hanh 1§ dang dimg ch& khéch t6i & clra khdch
san. Mot chi€e taxi dang ré vio khédch san va dd ngay truée cira khdch san.
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Bellman: Chao éng, xin chiic mimg 6ng did téi khiach san Thuong mai
(Nhan vién van chuyén hanh 1y mé cira xe cho khédch).

Guest: Xin chio, thé la cudi ciing t6i di t6i noi

Bellman: Cho phép 161 xdch hanh ly gitp 6ng. Thua 6ng, hanh ty cha éng
cd 2 vali va | c¢dp xach ding khong a?

Guest: O ding réi! Cam on anh!

Bellman: Khong c6 gi a. Xin mdi 6ng theo 161 nay.

(Guest: Nao ching ta di, t6i dang mudén nghi ngoi mot lit, that 13 mot
chuyén bay vit va va mét moi.

Bellman: Toi rit ti€c khi nghe diéu d6, t6i hy vong 6éng s& c6 nhitng gidc
ngu ngon sau chuyé&n bay.

(Nhan vién van chuyén hanh 1§ nhanh chéng duwa khéch 61 quay 1€ tan -
dogi khdch lam thtt tuc nhin budng v dua khéch lén buéng).

Bellman: Md&i ong di 161 nay theo t6i (Pén thang may).

(Bam niit thang mdy - clra thang may mo)

Xin mo&i ong vao! Thua 6ng budng cua o6ng, budng s6 802 - la mét budng
rit dep, xa cdu thang mdy va nhin ra hé, thua ong

Guest: Thé thi tuyét voi ‘

Bellman: Thua ong, trong khach san ching t61 ¢6 céc dich vy nhu: phuc vu
an uong, dic san theo yéu cau, dich vu sauna masage, dat bdo, thué xe... va dic
biét trong tudn nay khach san ching t6i dang 18 chiic lién hoan van hod m
thuc cdc mién cua dat nudc 16i.

Guest: T6i that may man phai anh. Toi di c6 thé duge thudng thite cdec mén
an cua dat nuée anh roi.

Bellman: Da thua 6ng... Ching ta téi noi r6i. Xin mdi ong ra trude. Cho
phép 161 dan dudng a.

Guest: Xin moi.

Bellman: Buéng 802 cta 6ng day réi. Xin mdi 6ng vao.

Thua 6ng day 13 diéu khién diéu hoa va tivi. Chuong trinh ti vi duge két néi
véi cdc kénh truyén hinh trén thé€ giél. Pay 13 th quén do va két an toan. Xin
ong vui 1ong str dung két an toan cho nhimg tai san quy cta 6ng. Trong ti lanh
da cé vai loai d6 udng va day 1a danh muc dich vu phuc vu tai budng.
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Néu 6ng c6 yéu ciu gi thém vé budng ngl xin 6ng vui long bam sé 2 cho
b6 phan buéng thura 6ng!

T6i xin chiic 6ng nghi ngoi thoai méi. Néu cén gi xin éng vui léng cho chiing

t61 biét.

Guest: Cam on anh nhiéu!

(Nhan vién van chuyén hanh 1y 1di buéng khach va vé vi tri cia minh dé
vao s6 sdch ké khai hanh Iy cua khach...).

Thé hanh Iy

Biéu 4.5: The hanh 1y

TRADE HOTEL
No /8¢ 0012

Guest name: John Smith
Tén khach
Room No: 802
Budng s6
UCheck in O Check out
No of Pieces: 03
$6 hegng
Date: 21/8/2005
Ngay
Guest sign nature
Chir ky ciia khdch
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TRADE HOTEL

‘ N6./S6: 0012
Guest name: John Smith
Tén khich
Room No: 802
Budng s6
] Check in . [J Check out
No of Pieces: 03
S6 luong
Date: 21/8/2005
Ngay
Guest sign nature
| Chit ky cua khédch

S0 ké khai hanh 1y khdch t6i khéch san

IT | Ten khach | PU6n8| S0 wong Ngay | Thoi gian hoan v::;:a:y
$0 hanh ly | gitr dén | thanh nhiém vu nhan
|1 |John Smith 802 03 24/8/05 14h40) Tuén Anh
2
|3
4
5
6
7
8

188




2. Trinh tu phuc vu hanh ly cho khach doan téi khach san
* So doé trinh tu phuc vu hanh Iy cho khach doan t6i khdach san.

Ti€pnhan [—® Chuyén —®  Kékhai

hanh 1y va hanh 1y 1én hanh ly
kiém tra lai cédc bubng
hanh 1y

* Trinh tu phuc vu hanh Iy cho khdach doan t6i khdch san

Budc 1: Tiép nhdn hankh I¥ va kiém tra lai hanh Iy

- Chuyén hanh 1y chia khéch xudng xe, d€m kiém hiinh 1y trude mat trudng doin.

- P6i chiéu s6 lugng hanh 1§ va kiém tra lai xem hanh 1y ¢6 hu hong khong.

+ Ghi vao "Bién ban nghiém thu hanh 1y cta khéach di theo doan” Tén céng
ty du lich, s6 xe, s6 lugng va tinh trang hanh 1y, hai bén ky x4c nhan.

- X&p hanh ly ngay ngén tai san, 1dy ludi bude trim 1én.

- Ghi vao thé hanh 1y: tén doan khdch, s¢ lugng hanh 1y, thdi gian t¢i khach
san, budc thé hanh 1y vao ludi.

Budc 2: Chuyén hanh Iy lén cdc budng

- Nhém trudng can cif vao danh sdch khdch doan dé phan c6ng nhan vién
cua minh chuyén hanh 1y Ién cic budng.

- Cdc nhan vién hanh 1y can cif vao tén, s6 budng cia khach duge phan
cong, chuyén hanh 1y lén cdc budng.

Buoc 3: Ké khai hanh ly,

- K& Kkhai chinh x4dc vao sd: s6 hanh 1y chuyén vao méi buéng va phii dsi
chiéu xem c6 khép vdi téng s6 hanh 1y khi nhan ban giao.

- Nhém truong phu trach hanh 1§ yéu cau trudng doan ky nhan vao cic sé
ke khai hanh 1y cia cac nhan vién hanh ly.

*Bai hoi thoai trinh tw phuc vu hanh ly cho khdch di theo dodn

Trudng hop cong ty Du tich Sai Gon dat 10 buong don

Bellman:Xin kinh chao quy khédch da dén khach san thuong mai R4t han
hanh dugc phuc vu quy khach! '

Trudng doan: Chao anh. Phién anh chuyén hanh 1y cho doan chiing toi
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Beliman: Chiing em rét sén fong. Phién anh cting ki€ém hanh ciing véi chiing
em. Nhan vién khédch san em s€ huéng dan doan anh lam thi tuc nhan budng.

Truong doan: Cam on anh.

Bellman:Day 1a tat ca hanh 1y cua dean anh phai khéng? Ching em da
kiém tra k¥ tat cd 14 10 vali. Phién anh kiém tra lai gitp

Trudng doan: Cam on anh. Phién anh chuyén gidp hanh 1y cho doan toi

Bellman: Da vang.Chiing em s€ x&p hanh Iy ctia doan anh gdn quay 1€ tan.
Phién anh 1am xong thi tuc chuyén gtip em danh sdch clia doan anh cé s6
bubng d¢ chiing em chuyén hanh 1y 1én timg buéng.

The hanh Iy

TRADE HOTEL
No./Sé: 113
Guest name: CT DU LICH SAI GON
Tén khach
Room No:
Buong sé
0 Check in I- 0 Check out
No of Pieces: 10
S6 uong
Date: 21/8/2005
Ngdy
Guest sign nature
Chir ky cua khidch
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TRADE HOTEL

. No./ 8d: 113
Guest name:: CT DU LICH SAI GON
Tén khdch
Room No:
Buong s¢
O Check in LJ Check out
No of Pieces: 10
§6 lugng
Date: 21/8/2005
Ngay
Guest signnature
Chit ky ciia khdch

Truong doan: Chiing toi da lam thi tuc nhan buéng xong. Day 14 danh sich
cha doan téi.

Bellman: Cdm on anh. Chiing em s& chuyén hanh 1y ctia doin anh lén timg
budng.Sau khi chuyén xong hanh 1¥ xin anh vui long k¥ x4c nhan vao sé ké
khai hanh 1y gidp em. Chic anh va ¢4 doan cé nhitng ngay nghi vui vé va hanh
phiic tai khach san ching em.
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Thé hanh 1y

TRADE HOTEL
No./1So: 114

(GGuest name:
PHAM bUC TRUNG
Tén khach
Room No: 301
Budng s¢
U Check in
No of Pieces: 01
S6 liwong
Date: 21/8/2005
Ngay

(J Check out

Guest sign nature
Chit kv cua khach

TRADE HOTEL
NoJS6- 115"

Guest name:
NGUYEN MINH PHUONG
Tén khdch
Room No: 302
Buong 56
[] Check in
No of Pieces: 01
S6 hiiong
Date: 21/8/2005
Ngay

O Check out

(ruest sign nature
Chit ky cua khdch

TRADE HOTEL
No./So: 114

(Guest name:
PHAM DUC TRUNG
Tén khach
Room No: 301
Buong 56
U Check in
No of Pieces: 01
S6 lwong
Date: 21/8/2005
Ngay

[J Check out

Guest sign nature
Chit ky cua khach

TRADE HOTEL
No./S8: 115

Guest name:
NGUYEN MINH PHUONG
Tén khdch
Room No: 302
Buong 56
[J Check in
No of Pieces: 01
56 luong
Date: 21/8/2005
Ngay

1 Check out

(uest sign nature
Chit ky cia khdch
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Thé hanh 1y

TRADE HOTEL TRADE HOTEL
No.Sd: 116 No.JS&: 117
Guest name: Guest name: TRAN DUC HUNG
PHAM HOANG THUONG Ton khich
Tén khach Room No: 304
Room No: 303 . .
Budng s6 Buong sé
[1 Check i 3 Ch
J Check in [] Check out N Cf‘: " 01 Check out
No of Pieces: 01 0 of Theces:
S6 lwong §6 lugng
Date: 21/8/2005 Date: 21/8/2005
Ngay Ngay
Guest sign nature Guest sign nature
Chir ky cua khdch Chii ky cua khdch
TRADE TEL
HO NoJSE 116 TRADE HOTEL
et o130 No.iS6: 117
uest name: N RN
N Guest name: TRAN DUC HUNG
PHAM HOANG THUONG . ;
Tén khich Tén khach
en '
e Room No: 304
Room No: 303 R -
Budne s& Buong sé
N8 S0 _ O Check in (3 Check out
[J Check in [} Check out .
. : No of Pieces: 01
No of Pieces: 01 5
SH1 86 liwgng
wgng
o RS Date: 21/8/2005
Date: 21/8/2005 .
Ned Ngay
Gg yt . ¢ Guest sign nature
test sign nature Chit ky cita khdch
Chit ky cua khdch
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Thé hanh Iy

TRADE HOTEL

No./S6:'118
Guest name: LE THI PHUONG
Tén khach

TRADE HOTEL
No./S6- 119
Guest name: HOANG THU LAN
Tén khdch

Room No: 305 Room No: 402

Budng s6 Buébng sé

(1 Check in [ Check out L1 Check in [1 Check out
No of Pieces: 01 No of Pieces: 01

86 luong S6 wong

Date: 21/8/2005 Date: 21/8/2005

Ngay Ngay

Guest sign nature Guest sign nature

Chit ky cia khdch Chit ky cua khdach

TRADE HOTEL TRADE HOTEL
| No./S6: 118 No./S6- 119

Guest name:: LE THI PHUONG Guest name: HOANG THU LAN
Tén khdch Tén khdch

Room No: 305 Room No: 402

Buéng sé Buong s6

I Check in [ Check out U Check in O Check out
No of Pieces: 01 No of Pieces: 01

§6 luong S6 hugng

Date: 21/8/2005 Date: 21/8/2005

Ngay Ngay

Guest sign nature Guest sign nature

Chit ky cua khdch Chitr ky cia khdch
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S6 ké khai hanh 1y khach doan

POAN KHACH: CONG TY DU LICH SAI GON

Nguyén Tuan Anh

Sé Thoi gian
. ) Buodng | lugng | Ngay hoan | Nhan vién
T , ) .
T Teén khach s6 | hanh |giddén| thanh | ky nhan
Iy nhiém vu
21/8/05
1 |Pham B¢ Trung 301 01 /8 14h00 Puc
13h30
- 21/8/05
2 |Nguyén Minh Phuong | 302 01 & 14h05 bic
13h30
21/8/05
3 |Pham Hoang Thuong | 303 | o1 & 14h10 Pic
13h30
4 |Tran Pic Hu 304 01 21805 14h15 ir
ran un
¢ Hung 13h30 ¢
. 21/8/05 ,
5 |Lé Thi Phuong 305 | 01 14h20 Dric
13h30
6 [Hoang Thu Lan 402 01 21/8/05 | 14h00 Nam
13h30
Nhan vién Khach hang
Tuén Anh Hing

Pham Manh Hung

II. THUC HANH TRINH TU PHUC VU HANH LY CHO KHACH
TOI KHACH SAN

1. Diéu kién thuc hanh
1.1. Diéu kién thuc hanh: Phong thuc hanh 12 tan
1.2. Thiét bi: Qudy 1€ tan, mdy fax, mdy dién thoai
1.3. Dung cy: Thé hanh 1§, s6 ke khai hanh 1§, van phong phim
1.4. Thai gian thuc hanh: 4 tigt
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2. Trinh tu thuc hién
2.1. Kiém tra phong thue hanh, quay 1€ tan, s séch mau biéu
2.2. Trinh tir cong viéc chinh va yéu cdu can thiét

TT

Tén cong viéc

Thiét bi dung cu

Yéu cau ky thuat

1

Thuc hanh cac
thao tdc phuc vu
hanh 1y cho
khich t61 khdch
san

Phong thyc hanh 1€ tan, | Phuc vy hanh 1y cho céc
qudy 1& tin, mdy dién | d6i tugng khéich tan tinh,
thoai, mdy fax,thé hanh | chu ddo ding tic phong
1y,s6 ké khai hanh [nha nghé, ddm bio an

1y,van phong phdm

toan va s& lugng

2.3. Huéng dan chi tiét thuc hién cic cong viée

Tén cong viéc

Hudng dan

1.Phuc vu hanh 1y cho khach

1 t6t khich san

buéng

khach

Buée 1: Bon khach va nhan hanh ly
Buéc 2: HO trg khach lam thn tuc nhan

Budc 3: Din khéch t6i buéng
Budc 4: Ban giao buéng va hanh 1y cho

Buéc 5: V& vi tri vio s6 sach

2. Phuc vu hanh 1y cho khdch

doan téi Khéch san

hanh 1y

BuGc 1: Ti€p nhan hanh 1y va kiém tra lai

Budce 3: Chuyén hanh 1y 1én cdc budng
Budc 4: Ké khai hanh 1y

3. Cac dang sai hdng va cach phong ngira

TT

Hién tugng

Nguyén nhan

Cach phong ngira

1

Chuyén hanh Iy
cha Khich nhim

Do chi quan khong
deo thé vao hanh 1y

Xem lai cdc quy trinh phuc
vu hanh ly cho cac déi tugng
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sang cdc budng | cho khdch vd xem | khdch vi kiém tra k§ s6

khdc sai danh sdch dé|lugng hanh 1y trude khi
phan -buéng cho | chuyén Ién bubng cho khach |
khéach

2 | Trong quéd trinh | Do cdu tha va thi€u | Kiém diém, nhic nhd, nit
van chuyén hanh | § thic trong cong | kinh nghiém

| 1y cho khach lam | viéc
hur hong, méat mat
hanh ly

I1L. KIEM TRA PANH GIA

Kiém tra d4nh gid cho diém tr thé tac phong, k¥ ning giao tiép véi khich
va trinh tu phuc vy hanh 1y cho céc d6i tugng khéch
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Bai 3

THUC HANH LAM THU TUC NHAN BUONG
CHO CAC POl TUONG KHACH

Muc tiéu: _

- V& kign thurc: Nam dudc tAm quan trong cla cac quy trinh 1am thu tuc nhéan budng
cho cac ddi tugng khach. Biét xir Iy cac tinh hudng xay ra khi l[am thd tuc nhan budng.

- V& ky nang: Thuc hién thanh thao cac quy trinh [am thl tuc nhan budng cho khach
dat yéu cau vé chat luong, ddm bao vé thgi gian va lam hai long khach.

- V& thai do: Ren luyén tac phong nghé nghiép va dife tinh ## mi va ky nang giao ti€p
vdi khach trong khi 1am thd tuc nhan budng.

I. KIEN THUC CHUYEN MON QUY TRINH LAM THU TUC NHAN
BUONG CHO CAC POI TUGNG KHACH.

1. Lam tha tuc nhan budng cho khach 1é da dat budng trudc

Buoc 1. Chao dén khdch va goi y giup dé.

Buoce 2: Tiép nhdn yéu cau dding ky khdch san ciia khdch.

- Hoi xem khéch da dat budng trude chua.

- Hoi tén khdch tim hé so dang ky dd chudn bi trude va xdc dinh lai m6t s6
thong tin dat buéng véi khich.

+ Tén khéch:

+ Loai budng, s& lugng budng, yéu ciu dac biét vé budng

+ Khodang thoi gian & lai

- Goi ¥ ban cho khich loai budng cao hon loai khdch dit (néu cé thé) va
chon buéng phlt hop phan cho khich.

- Chuyén phi€u nhén tin / fax / thu cho khach (néu cé).

- Bdo cho bg phan budng chudn bi d6n khéch va dé nghi kiém tra lai budng.
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Buce 3: Lam thu tuc nhdn buéng cho khdch.

- Mugn ho chi€u, chiing minh thu cia khdch dé dién né6t cic théng tin vio
céc phi€u trong hé so dang ky.

- Xéc nhan cdc phuong thic thanh todn.

+ Néu khich thanh todn bang tién mit hoac séc du lich cé thé khéo 1éo yéu
cdu dat coc, thu ti€n dat coc va viét phigu bién nhén dit coc, cling khich k¥ tén
lén phi€u va giao phi€u cho khéch, s6 tién dat coc 13 mot khodn tién twong
duong hodc 16n hon s6 ti€n mot ngay budng ma khich du dinh &.

+ Né&u khdch thanh todn bang thé tin dung thi mugn thé ctia khich € kiém
tra va ra thé. Kiém tra cdc thong tin trén phi€u va thé nhir loai thé, s6 thé, thoi
han cta thé va chi s& hitu thé.

+ Néu khéch thanh todn bing chuyén khoan thi phai ddm bao di c6 ddy di
moi thong tin chinh xéc vé s6 tai khoan, tén ngan hang mé& tai khoan cla
khéch, s6 du tai khoan c6 séc chuyén khoan ciia chit tai khoan.

- D& nghi khach kiém tra va k¢ tén vao phi€u diang k¥ khich san va phiéu
khai bao tam tri.

Buoc 4: Kiém tra lai tinh trang bubng dd xép cho khdch.

- Thong béo s budng va trao chia khod va thé chia kho4 cho khéch.

Budce 5: Giao cdc phiéu dich vu mién phi cho khdch (phifu 4n séng, phi€u
dé uéng mién phi..) vd gidi thiéu nha hang &n, thdi gian in séng, sit dung
phiéu di u6ng mién phi.

- Cung c4p thong tin vé dich vu an uéng.

- Céc dich vu thé thao, vui choi gidi trf...

- Giéi thiéu nhan vién khuan vdc hanh 1y d€ giip khdch dua hanh ly 1&n
budng va dua khéch vé bubng.

- Chiic khach nghi ngoi vui vé.

Buogc 6: Hoan thién ho so ddng ky khdch san.

- Dién nét c4c thong tin cdn thi€u vio phigu dang ky va phiéu khai béo tam trd.

- Péng dau thei gian vao céc phi€u dang ky khéch san.

- Cap nhat cic thong tin vdo méy vi tinh, chuyén hé so ding k¥ cho nhan vién
thu ngan.

- Mé hod don khdch hang.
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* Bai hoi thoai truc tié€p gitra nhan vién 1¢ tan va Khach trong truong
hop khach I1é da dat buong truée.

(Truong hop éng BRIAN ROBERT & cong ty Aroma da ddt mét buong
don sang trong voi gid 50USD ngay 01/07/2005. Thoi gian luu tri cua éng
Robert tir ngay 17/08/2005 dén ngay 20/8/2005. Y éu cdu dédc biét vé budng la
buong ¢ ting cao, ¢6 tdim nhin dep, xa ciu thang mdy)

R: Xin chic mimg quy Khach da t6i khach san Thuong mai. Toi c6 thé gidp
gi cho quy khach? -

G: Toi di dit budng tir théng trudc tai khéch san. Hém nay t6i dén nhan budng.

R: Xin quy khich vui long cho toi bigt quy danh va ngly dat budng cia quy
khach?

G: Tén to1 1a Brian Robert.

R: Xin 6ng vui long chd mot Iat...

Vang, toi da tim thdy dat buong cta ong. Ong Brian Robert, mot budng
dont sang trong vd&i gid S50USD mét ngay, th ngay 17/8/2005 dén ngay
20/8/2005. Yéu cau vé budng cuia 6ng 1a buéng ¢ tang cao, tim nhin dep va xa
cau thang may. C6 ding vay khong a?

G: Puing rdi! Cam on co!

R: Thua 6ng Robert: Trong khdch san ching 161 hién nay con co loai
buéng don dac biét, dng chi cdn thém SUSD nita théi 6ng sé& c6 [oai bubéng nay.
Budng don dac biét cha chiing t6i tru viét hon duge bé trf & tang 7 khdch san,
va dac biét hon trong nhilng ngay luu trd tai khach san chung t6i ong s€ nhén
thém phiéu massage mién phi. Toi cho ring loai buéng nay rit phd hop vdi
ong, thira 6ng Robert.

G: 0, that tuyét vdi toi rét cam on 101 goi ¥ cha c¢6. Co gidp t6i chuyén sang
loai budng don dic biét nhé.

R: Cam on vé su hra chon cua 6ng

Xin ong vui long cho muon hé chiéu, thi thue va phiéu nhap canh cia ong
dé 1am thd tuc ding ky khdch san.

G: Tat nhién réi, day 12 ho chiéu cha toi

R: Té6t r6i, thua 6ng. Xin ong vui 1ong ky vao phi€u diang ky khach san a...
Cam on 6ng rit nhiéu

G: Khong co gi.
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R: Thura ong Robert, xin 6ng vui long cho biét trong nhitng ngay lvu tri tai
khach san éng s€ thanh todn bang thé tin dung chit a?

G: Téi s€ thanh todn bang thé tin dung.

R: Xin 6ng vui 1ong cho mugn thé tin dung cha ong...

G: Day, thua cd

R: (Ca thé, kiém tra)

Cam on Ong rédt nhiéu xin gl lai thé tin dung cha ong. Day 13 thé budng
chia kho4 cia 6ng. Buéng ctia 6ng s6 704

Day 1a phi€u an séng clia 6ng. Ching t6i phuc vu bita an séng tir 6giy dén 9
gid sang. Ong c6 thé an sdng tai nha hang Hoa Sen & tdng I hodc 4n séng tai
buéng néu éng yéu céu. Con day 1a phi€u dé uéng mién phi. Ong c6 thé sir
dung phi€u ndy vao bat cit lic ndo ong thich va & bit ct qudy bar nao cla
khach san, con day nifa la phi€u massage mién phi ciia dng, hy vong 6ng s& ¢6
phit giay thoai mai trong nhilng ngay luu tri tai khdch san ching t6i. Két an
toan dugc dat trong budng 6ng. Vi Iy do an ninh, éng nén cét nhimg d6 c6 gid
tri vio két, thua éng. Ong duoc sir dung san nhay, bé boi va bio tin tic mién
phi. N&u ong c4n thém thong tin gi, xin 6ng vui 1dng bam s6 O cho tdng dai, s6
1 cho 1€ tan va s6 3 cho bd phan dich vu budng s& duge phuc vu.

G: Rat cam on c0.

R: Pay 1a anh Nam, nhan vién khuan védc hanh 1y ciia khich san, s& gidp
chuyén hanh 1y cho 6ng va dua 6ng 1én budng. Chiic éng nghi ngoi vui vé.

G: Cam on co. Hen gép lai co.
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Trade Hotel
Khach san Thuong Mai

REGISTRATION FORM
PHIEU PANG KY KHACH SAN

Guest Name:

Tén khdch:

PARSONS BRIAN ROBERT

Date of birth:

Ngay thang ndm sinh:. 20/6/1944......
Qudc tich:... Australian.....................
Visa No: Valid until:

S& thi thuce: B0566434 ¢6 gid tri dén
10/5/2008

Permanent Address:
Dia chi thuomg tri:... Sydney.............

Occupation:

Guest Signature
Chit ky khach hang

Room No: Room Rate:

S&bubng: 704 Gid budng: 55USD

Arrival Date:

Method of Payment
Hinh thie thanh todn

Oun account : Cash [
Khdch thanh todn Tién mdt
Travgeller Chegue [0 Credit card X
Séc du lich

Travel agent account []

The tin dung

Hdng lit hanh thanh todn
Others £l
Cdc hinh thite khace

Money, Jewellery and other vallbables must be placed in a saft deposit Box
at the front office Cashier. The Hotel will not be responsible for and losses

in the rooms.

Tién tu trang va cdc tai sdn quy khdc phdi dwoc ky giti tai qudy thu ngdn.
Khdach san sé khong chiu trdch nhiém vé moi s mdt mdt trong buong

khach.
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Buodng | Tén khich san, nha khach, nha tro, sé nha, duong phé, phuing,
s0: 704 |xa, huyén, tinh, thanh phe.

Khich san thuong mai - 19 Mai Dich - Tir Liém - Ha N¢i

So:
01

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chit in hoa)..... PARSONS BRIAN ROBERT....................c........
Full name (incapital}

2. Ngay sinh:...20/6/1944 ... Nam/Male

Date of birth Nir/Female
Nationality

4. Ho chigu s6:.... L9197582
Pass port No:

5. Thi thuc Viét Nam s8:.. BOS66434.. ...,
Viet Nam visa No

Gid tri (d&€n ngay):i... 10/5/2008........ocoieieriieeeee e e
Valid until

6. Nhap canh ngay:... 10/3/2005
Date of entry

Port of arrival

7. 56 phi€u nhap canh:... 239 oot
Arrival - departure card No

8. Dugc phép tam trd dén ngay:...10/5/2008.............c.ccoi i,
Permitted to stay until

9. Co quan, t8 chifc, c4 nhan & Viét Nam mai, ti€p nhan (tén, dia chi): Cong
tyAromaVietnam 23 Lang Ha - Ba Dinh - Ha NOb.....coooooiie e,
Spensor office, warranter in Viet Nam

(Name, address)

10. Tam tri tai khach san, nha khich, phuéng, xi ndy dén ngay:.. 20/8/2005
Proposed of stay until.

Ngay Ky ten
Done on Signature
17/8/2003
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TRADE HOTEL

'~ VOUCHER
Date: 17 Month, 8, year 2005
Guests name: Brian Robert
Room No" 704
BREAKFAST

From 6a.m to 9.00
Guest's Signature  Staff

1. Drink No.
7625
DRINK VOUCHER

For Trade floor guest
At Green Bamboo
HOTEL TRADE HANOI

One Drink

2. Lam tha tuc nhan budng cho khéach 1é chua dit budng trudc

Buoc 1: Chao don khdch va goi y gidp dé

- Ti€p nhan yéu cdu clia khéch va hoi xem khdch da dit buéng trude chua.

- Quan sdt xem khédch c6 hanh 1y khéng.

- Hoi tén khach va str dung tén khéch.

Buoc 2: Tiép nhdn yéu cdu thué budng cia khdch

- Gi6i thiéu céc loai budng, gid budng dé khdch lya chon (gi6i thiéu tir loai
cao trd xuéng) va ghi lai cdc théng tin sau vao phiéu dang ky khach san.

- Loai buéng

- S6 lugng budng va s6 lugng khach
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- Thai gian luu tri

- Yéu cdu dic biet v& budng hoac tién nghi

Bude 3: Kiém tra khd ndng ddp img budng

- Néu dép ting dugc yéu ciu cla khéch thi tién hinh 1am thi tuc dang ky
khdch san cho khéch.

- Néu khong ddp iing duoc thuyét phuc khéich lea chon céc giai phap thay thé.

+ Thong bio ¢6 budng cho khach thue va thoa thuan gi budng véi khach.

+ Thong bdo cho bé phan budng kiém tra va chudn bi dén khéch lén buéng...

Buoe 4: Lam thii tuc nhdn bubng cho khdch

- Muon chimg minh thu / ho chi€u ctia khach, kiém tra va dién cdc thong tin tir
ho chi€u, ching minh thur vao phigu dang ky khach san va khai bso tam tri.

- Xéc dinh phuong thitc thanh todn

+ Néu thanh todn bang tién mat hodc séc du lich c6 thé khéo 1éo yéu cau
dat coc. S6 tién dat coc 13 mo6t khoan tién tuong duong hoac 16n hon s& tién
buéng ma khach du lich &. _

+ Néu khdch thanh toén bing thé tin dung thi muon thé cla khich dé
ki€m tra va ca thé. Chi ¥ ghi lai loai thé, s6 thé, thdi han clia thé va tén chi
sd hiru the.

- Chuyén phi€u dang ky khéch san, dé nghi khach kiém tra lai c4c théng tin
va ky tén vao phi€u ding ky khéch san.

Budc 5: Giao chia khod budng va thé chia khod budng cho khdch

- Dién va giao cdc phiéu dich vu mién phi cho khéch va giéi thiéu nha hang
va thoi gian phuc vy bita sdng...

Buoc 6: Cung cdp cho khdch mot s6 théng tin vé cde dich vu cua khdch san.

Buoe 7: Gidi thiéu nhdn vién khudn vdc cde hanh [y mang giip hanh Iy va
dita khdch vé budng :

- Chic khdch nghi ngoi vui vé

Bitoe 8: Hoan thién hé so dang ky khéch san.

- Déng ddu khdch vang lai lén géc phai trén cing cda phi€u dang ky
khéach san.

- Pong ddu, thdi gian dang ky 1én phiéu dang ky.
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- Dién nét cdc thong tin con thigu vao phiéu dang k¥ va phifu ding ky.
- Cap nhat céc théng tin vao méy vi tinh

- Déi tinh trang buéng

- M& hod don khéch hang va chuyén hé so ding ky cho nhén vién thu ngan

* Bai hoi thoai truc tiép giita nhdn vién Ié tan va khdch trong truong hop
khdch 1¢ chiuca dit budng trude.

(Trudmg hop anh Nguyén Dinh Chi, Viét kiéu Phap vé tham qué huong.
Anh Chi muén ¢6 mot budng don sang trong trong thdi gian 5 ngay tr ngdy
21/7/2005 dén ngay 26/7/2005

R: Chao anh, em c6 thé gitip gi cho anh?

G: Chao em, anh muén thué budng tai khich san em. Trong khéch san cia
em coOn buéng khong?

R: Xin anh vui long cho em bi&t quy danh, loai budng anh cén, s6 lugng
buéng va thoi gian luu trii tai khdch san ching em.

G: A vang, tén anh la Nguyén Dinh Chi, anh di mot minh nén chi cin
budng don thot. Anh sé& huu tri tai khdch san em trong S ngay tit ngdy hém nay,
titc 1a ngay 21/7/2005 dén ngay 26/7/2005

R: Xin anh vui 10ng chd em mot 14t d€ em kiém tra lai con loai bu6ng anh
yéu cdu khoéng...

(Nhan vién 1& tan ki€m tra tinh trang buéng).

Anh Chi oi, trong khach san chiing em ¢é 2 loai buéng don: buéng don dac
biét gid 45USD mot dém bao gébm phiéu an sdng va phi€u d6é udéng mién phi.
Budng don dic biét ndm & tdng 8 khéch san chling em, trong buéng trang bi két
an toan, trang thi€t bi ndi thdt hién dai, budng két ndi Internet truc tiép va dic
biét hon & trong budng anh s& duoc ngdm canh mat hé nhiing buéi binh minh
va hoang hon. Ngoai ra trong budng cé hé¢ théng minibar phuc vu tai budng.
Budng don sang trong gid 40USD bao gém phiéu an sing, buéng don sang
trong khdch san chiing em nim ¢ tidng 4, ciing dugc trang bi két an toan, ndi
that hién dai va duge két néi Internet. Vay anh sé€ chon lya loai buéng nao?

G: Vay anh s& chon loai budng don sang trong.
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R: Cam on vi sy lta chon clia anh, mét budng sang trong gia 40USD (Nhan vién
¢ tan goi dién cho bo phan budng kiém tra budng dé chudn bi dén khach).

- Alo. em la Nam goi tir b6 phan 1€ tan. Phién chi kiém tra gitim em buéng
don sang trong s6 403, chuan bi ¢6 khach tén. Em cam on chi!

- Anh Chi oi, phién anh cho em mugn gidy t& tuy than clia anh dé lam thi
tuc dang ky khdch san cho anh.

G: Pay ta ho chiéu va visa cta toi.

R: Cam on anh.

(Dién tat ca cdc thong tin vao phi€u dang ky khdch san va phiu khai bdo
tam tri).

Da, em di dién xong cdc thong tin cha anh vio phi€u day réi, phién anh
kiém tra gidp em va ky vio phigu gitip em.

*G: Anh cam on em... Anh gii lai em.

R: Cam on anh. Phién anh cho em bi€l rong nhitng ngay lm trid tai khich
san, em anh s¢ thanh todn cho ching em bing phuong thitc nio a?

G: Anh s& thanh todn bang tién mat.

R: Phien anh dat coc cho khach san ching em s6 tién 13 40USD twong
duong v6i mot dém ngl hodc anh ¢4 thé thanh todn trude tién budng cho khach
san.em. |

G: Thoéi duge, anh s& thanh todn trude toan bé tién budng cho em, s tién 1a
200USD phai khong em? Pay la tién budng anh g em.

R: Em cam on anh, d réi anh a.

Day la chia khod buéng cha anh. Budng cla anh s6 403 va day 13 phigu an
sdng mién phi ctia anh. Khéch san chiing em phuc vu an sdng tit 6h00 dén 9h00
anh a. Anh s& an sdng tai nha hang Gt D6 phia tay trdi clia anh néu anh ding tir
qudy 1€ tan nhin ra hoac anh in sang tai nhd hing Tre Xanh & ting 10 khéch
san ching em. Phi¢n anh khi ra ngoi anh cho tat ca tién bac va wr trang quy
vao két an toan tai budng clia anh va anh glri chia khod tai qudy 1€ tan. _

Ngodi ra trong khédch san chiing em ¢dn 6 chic cde tour du lich trong va
ngoai thanh pho, dich vu thué xe, to chic hoi nghi, tiéc sinh nhat vi gap mat
ban be... Chiing em hi vong s& duge phuc vu anh. N&u anh ¢6 nhu ciu xin anh
vui long lién hé v6i bo phan 1€ tan khdch san.
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G: C), that tuyét voi, cam on em.

R: Da, day la anh Hung, nhan vién khuén véc hanh 1y clia khich san chiing
em. Anh Hung s€ giip anh mang hanh 1y 1én buéng va dua anh 1én buéng.

Chic anh c6 nhitng gidy phiit nghi ngoi thoai méi trong nhimg ngiy anh &
khach san chiing em. Em chao anh.

G: Cam on em.

(Sau khi khéch 1én bu6ng nhén vién 1€ tan dién nét céc thong tin con thiéu

vao phiéu dang ky, phi€u khai bao tam tri. Cap nhat cdc thong tin vio mdy tinh
va m& hod don khéch hang).

' I N--!Snrnam‘ _' 11. Dombeiles Hendence h!
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Trade Hote
Khach san thuong mai

REGISTRATION FORM

ALK TN

PHIEU PANG KY KHACH SAN

Guest Name:

Tén khach: NGUYEN PINH CHIf
Date of birth:

Ngay thing nam sinh: 11/5/1957
Qudc tich: Phap

Visa No: Valid until

S6 thi thuc: CAS18043 ¢6 gia tri
dén 10/5/2008

Permanent Address:

Dia chi thuong trii: Nouvea-Nouvelle
Occupation:

| Nghé nghiép: Khéch du lich
Company: -

Co quan.

Guest Signature

Chit ky khach hang

Room Rate:

Gid buéng: 40USD

Room No:

S6"budng: 403

“Arrival Date:

Ngay dén: 21/07/2005
Ngay di: 26/07/2005
Method of Payment

Hinh thitc thanh rodan

Oun account: Cash X

Khich thanh todn  Tién mat
Travgelier Chegue [0 Credit card [
Séc du lich The' tin dung
Travel agent account [

Hdng It hanh thanh todn

Others []

Cac hinh rhure khac

in the rooms.

khdch.

| Money, Jewellery and other vallbables must be placed in a saft deposit Box
at the front office Cashier. The Hotel will not be respons:ble for and losses

Tién, tu trang va cdc tai sdn quy khdc phdi duoc ky gi¥i tai qudy thu ngan.
Khdch san sé khong chiu trach nhiém vé moi suw mdt mdt trong buéng

212




Buong |Tén khich san, nha khdch, nha tro, sé nha, dudng phé,| So:
s6: 704 | phudng, xa, huyén, tinh, thanh pho. 01
Khach san thuong mai - 19 Mai Dich - Tir Liém - Ha Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
I Ho tén: (Chit in hoa).... NGUYEN DINH CHI......................
Full name (incapital)
2. Ngay sinh:...11/05/1957 ... Nam/Male
Date of birth Nii/Female
3. Qudc tich:....... PRAD. ... ereeerereees
Nationality : '
4. Ho chiGu so:.... OZRE3 1122, it

Pass port No:

5. Thi thue Viét Nam s6:.. CA518043.............

Viet Nam visa No

Gid tri (dén ngay):... 21/7/2006.......ccccooeemernnnn..

Valid until

6. Nhap canh ngay:... 10/3/2005....c...ccccoveieemeeeececseee et e

Date of entry '

Qua clra KhAu:....NOT BAI.....ooeiivivieesiii ettt

Port of arrival

7. 86 phi€u nhip canh:... 612,

Arrival - departure card No

8. Dugc phép tam tri dén ngdy:... 21/7/2006..............cccoovveeiiieieceern,
Permitted to stay until

9. Co quan, t6 chite, c¢d nhan & Viét Nam mdi, ti€p nhan (tén, dja chi): Céng tyAroma
Vietnam 23 Lang Ha - Ba Dinh - Ha Nbi...

Sponsor office, warranter in Viet Nam

(Name, address)

10. Tam tri tai khdch san, nha khich, phudng, x& nay dén ngay:.. 26/7/2005.......
Proposed of stay until.

Ngay Ky ten
Done on Signature
17/8/2005
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TRADE HOTEL

Phong s6 / Room:.......403

of....200USD

KHACH SAN THUGNG MAI

GIAY BIEN NHAN PAT COC
DEPOSIT FORM
Xéc nhan ong/ ba / Co / This is certify that M:.. Nguyén Pinh Chi

Pit coc tai khiach san s6 tién / Deposited at the hotel with the amout

Ha Ngi, ngay 27 thang 7 nam 2005

Date: 21 Month, 7, year 2005
Guests name: Nguyén Dinh Chi
Room No" 403
[ | BREAKFAST

From 6a.m to 9.00
Guest's Signature Staff
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Ngudi dat coc / Guest L& tan / Receptionist
TRADE HOTEL 1. Drink No. 5621
VOUCHER DRINK VOUCHER

For Trade floor guest
At Rose Garden

HOTEL TRADE HANOI
One Drink




3. Lam thu tuc nhan budng cho khach doan

Buoce 1: Chao dén khdch.

- Gidm ddc 1€ tan, nhan vién quan hé khéch hang chio dén khdch tai san
trude ctia khdch san, dua khdch thing dén khu dang k¥ d4 chudn bi

- Moi ca doan nghi ngoi vi udng nudc tai dia diém dang ky khich.

Butc 2: Kiém tra va xdc nhdn lai mot s6 thong tin ddt budng ciia doan véi
truomg doan hodc hudng ddn vién du lich.

- Tén trudng doan

- Loai budng, s6 lugng budng

- 86 hugng khédch

- Thoi gian huu tnd

Bucc 3: Lam thu tuc nhdn budng cho doan khdch.

- Hoi trudng doan xem hién tai dodn c6 gi thay déi so véi danh sich doan
da gini cho khach san khong?

- XIr 1§ cdc tinh huéng phét sinh.

+ Tang hodc gidm s6 lugng khéach trong doan, kém tré em, dé nghi trudng
doan ghi vao danh sdch doan va thoa thuan lai s6 lugng budng.

+ Kiém tra lai s6 lugng budng d3 x&p cho doan, gidi quyét cic trudng hop
phét sinh va thong bido cho b phan budng chudn bi dén doan.

+ Phét sinh v& suft an kiéng: Hoi rd trudng doan cic phét sinh vé sut an
va an kiéng, loai thic an kiéng...

- Xac dinh lai $6 lugng sudt an, gid timg sudt &n cé hay khong c¢6 d6 udng,
thoi gian va dia diém an.

- Xéc dinh lai phuong thiic va trdch nhiém thanh todn (thu hod don thanh
todn dich vu cta ca doan néu cé)

- D€ nghi trudng doan chuyén phi€u ding ky clia cd doan cho 1 tan hoic
nh& trudng doan chuyén phi€u ding k¥ cho céc thanh vién trong doan dién va
ky tén.

- Giao phi€u bdo buéng va chia khod budng cho truéng doan hoic huéng
dan vién.

- Két hop véi trudng doan hoic hudng dén vién du lich x&p buéng cho doan.
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- Nho truong doan giao chia khod v thé chia khod cho cédc thanh vién
trong doan.

- D€ nghi trudng doan nhic nhé cdc thanh vién trong doan khéng tu ¥ déi
budng cho nhau. Luu y trudng doan néu ¢6 su thay déi vé budng phai bao ngay
cho 1€ tan.

- D¢é nghi trudng doin chuyén cho 1& tan danh sich doan khich sau khi da
phan budng xong. '

- Mugn ho chi€u, chiing minh thu cla cd doan dé khai bdo tam tri vé6i cong
an dia phuong.

- Hoi xem doan di cé k&€ hoach vao budi t6i chua va gqi y cdc dich vu cua
dia phuong nhie ca nhac, mia réi...

- Hoi xem doan ¢6 mudn bdo thife vao sang mai khong va hoi xem doan cé
muén 16 chite di tham quan khong.

- K&t hop véi nhan vieén khudn véc hanh 1y dua khéch vé budng.

Bucc 4: Kiém tra va hoan thién hé so dding ky khdch san.

- Cap ﬁhal cac thong tin vao mdy w1 tinh. |

- M& hod don khéch hang (md hod don téng theo dbi chi phi clia ca doan).

_ Péi tinh trang budng.

- Chuyén hé so ding ky cho nhan vién thu ngan

- Ghi vao s6 khai bdo tam tri danh séch ca doan va lam tha tuc khai bdo
tam trd voi cong an dia phuong.

* Bai hoi thoai giita giam doc 1€ tan, nhan vién I€ tan véi doan khach
trong truong hop 1am thi tuc nhan budng cho khach doan. '

(Truong hop cong ty du lich INDOCHIA dad dat budng tai khich san
Thuong Mai trong thot gian tr ngay 28/4/2005 dén ngay 2/5/2005 véi s6 lugng
07 bubng don. Gid mbi budng la 250.000d/dém di bao gém bita an sdng.
Trudng doan khach 1a chi: Pham Minh Nguyét.

- Tai sén khach san Thuong Mai, éng Tam - Gidm d&c 1€ tan va ¢6 Lan - 1é
tan khach san dang dgi doan khach clia cong ty du lich INDOCHIA.

Poan khach dén, 6ng Tam cung ¢6 Lan ra dén khach.

Mr Tam: Xin chao, xin chic mimg quy khach da t6i khich san Thuong Mai.
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Ms Nguyé¢t: Xin chao, t6i 1 Pham Minh Nguyeét, t6i la trudng doan cla
cong ty du lich INDOCHIA. Rat vui mimg duge gip cic ban.

Mr Tam: Chao c6 Nguyét, toi tin rang cac ban vira cé6 mot chuyén di vui vé
va hanh phdc. Tén 16i la Tam, t6i 1a gidm déc phy trach 1& tan. Con day 1a co
Lan, nhan vién 1€ tan cua khach san. Cé Lan s& gitp cdc ban tam thi tuc dang
ky cho doan ta. Xin moi cdc anh chi vao trong khach san.

Ms Nguyet: Rat cam on anh Tam vi su d6n ti€p néng hau nay.

Ms Lan (R): Chi Nguyét oi, theo ban fax tit phia cong ty chi giii téi khéch
san ching em ngay 10/4/2005 cong ty chi dd diat 10 bubng don véi gid
250.000d/1 dém da bao gém an sdng va doan ta s& luu trd tai khdch san ching
em 4 ngay tir ngy 28/4/2005 dén 2/5/2005 va bay gi¢r khong 6 gi thay déi
phai khong chi? _

Ms Nguyét: U, ding réi em a, doan cita chi khong c6 sur thay ddi ndo ca.

Ms Lan: Toan bd budng cua khiach saﬁ da san sang cho moi thanh vién
trong doan ta chi a. Phi€n chi vui long yéu cdu moi ngudi trong doan dién day
di ho tén, s6 ching minh thu vio phié’ﬁ dang kj’f khach san gitip em va chi dan
mo1 ngudi ky ludn tén chy Nguyét nhé!

Ms Nguyé_‘:'t: Duoc thoi em a.

Ms Lan: Chi Nguyét oi, xin chi vui Iong cho khich san em biét trong doan
ta c6 ai an kiéng khong chi? Néu c6 chi thong bdo giip em.dé em kip thong
bdo cho nha bép dé€ phuc vu doan ta.

Ms Nguyét: That tuyét voi, doan chi ¢6 mot s6 ngudi khong dn difoe toi em
a. Em théng bdo cho nha bép véi cdc mén xdo dimg cho téi em nhé.

Ms Lan: Em cam on chi vé thong tin nay. Chi yén tam chi a. Chi Nguyét
cho em hoi chi s& thanh todn cho doan ta toan bo tién budng, con cic dich va
khdc khéch nao ding s& ti thanh todn phai khong chi? |

Ms Nguyét: Ding réi em a. Bay 1a phigu dang ky khédch san clia doan chi
di dién xong. Em kiém tra lai gitip chi nhé.

Ms Lan: Em cam on... Ping réi chi a. Phién chi x&p buéng gitip em cho
doan. Dy la danh sach thi tu buéng va chia khod budng. Chi x&p bubng xong
phién chi giri lai em danh sdch doan ¢6 dién s6 budng.
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Ms Nguyét: Doi chi mét lat. Pay 13 danh sdch chi dd phan budng xong
tra lai cho em.

Ms Lan: Cam on chi. Nhan vién khuan vic hanh 1y s& lo khau hanh 1y cho
doan chi. Phién chi nhéc nh& céc thanh vién trong doan khong ty ¥ d6i budng cho
nhau. Né&u ¢é sir thay d6i nao chi bdo ngay cho bo phan 1 tan chi Nguyét nhé.

Ms Nguyét: Cam on em nhiéu.

Ms Lan: Doan ta d3 c6 chirong trinh gi trong nhimg ngay luu tri tai khach
san clia chiing em luén té chifc céc tour du lich trong ngay tham quan tai thanh
phd, mua vé xem mda r6i, vé ca nhac hoiic t§ chifc cdc bita tiéc, phuc vu céc
mén an dac san chi a...

Ms Nguyét: Thoi duge r6i em a, chi s& thdng nhét véi ca doan va s€ thong
tin lai cho em sém.

Ms Lan: Cam on chi nhiéu, ching em luén sin sang phuc vu doan chi.

Em hy vong trong nhimg ngay nghi 1& ndy doan chi s& luén ¢ nhing gidy
phiit thodi mdi tai khach san chiing em.

Ms Nguyét: Cam on em. Hen gap lai em.
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Trade Hotel
Khach san Thuong Mai

REGISTRATION FORM
PHIEU DANG KY KHACH SAN

Guest Name:
Tén khdch:PHAM DUC TRUNG
Date of birth;

Ngay thdng nam sinh:..17/5/1961.....
Quéc tich:... Viét Nam.....................

ID No

S6 CMND: 0128373632
Ngay cap:01/02/1978
Permanent Address:

Bia chi thuong trii: TP HCM

Occupation:

Company:

Co quan:

Guest Signature
Chit ky khdch hang

Room Rate;
S budng:305 Gid budng:250.000
Arrival Date:

Room No;

Method of Payment
Hinh thitc thanh todn

Oun account: Cash U
Khdch thanh toan  Tién mdt
Travgeller Chegue [1 Credit card [
Séc du lich

Travel agent account 3

The tin dung

Hdng lit hanh tharh todn
Others L[]
Cdc hinh thie khdc

Money, Jewellery and other vallbables must be placed in a saft deposit Box
at the front office Cashier. The Hotel will not be responsible for and losses

in the rooms.

Tién, tu trang va cdc tai sdn quy khdc phdi dwoc ky gii tai qudy thu ngén.
Khdch san sé€ khong chiu trach nhiém vé moi sy mdt mdt trong budng

khach.
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Buéng | Tén khach san, nha khach, nha tro, s nha, duimg pho, | S6:
s0: 305 | phuong, xa, huyén, tinh, thanh phe, 01
Khach san Thuong mai - 19 Mai Dich - Tir Liém - Ha Noi

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chit in hoa).... PHAM DUC TRUNG.............ooooooooooeoeeeeeeeeee
Full name (incapital)

| 2. Ngay sinh:.. . 17/5/1961 ... Nam/Male

| Date of birth Nit/Female

Nationality
4. Ho chigu s06:(sd CMND)..................... 0128373632, i,
Pass port No:

Viet Nam visa No
Gid tri (d€n ngay):.(cap ngay) O1/02/1978....c.ooi et
Valid until

Date of entry

Port of arrival

Arrival - departure card No

8. Puoc phép tam trd dén ngay:...02/5/2005. .o

Permitted to stay until |

9. Co quan, té chifc, ¢4 nhan & Viet Nam mai, tiép nhan (tn, dia chi):Coéng ty Du
lichINDOCHINA . ... s

Sponsor office, warranter in Viet Nam

(Name, address)

}0. Tam trd 1ai khach san, nha khdch, phuong, xi nay dén ngay:.. 2/5/2005.......
Proposed of stay until. '
Ngay Ky tén
Done on Signature
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Trade Hotel
Khach san Thuong Mai

REGISTRATION FORM
PHIEU PANG KY KHACH SAN

Guest Name:

Tén khach:

NGUYEN MINH PHUONG

Date of birth:

Ngay thang ndm sinh:. 23/11/1981 ..
Qude tich:... Vit Nam........o.coooee....
Visa No: Vahd until:
S6 CMND: 01358937372

Ngdy cdp.22/12/1997

Permanent Address:

Bja chi thuong trie:.. TP HCM.........

Occupation: -

Guest Signature
Chit ks khéch hang

Room No: Room Rate:

S6 budng: 304Gid busng: 250.000

Arrival Date:

Method of Payment

Hinh thite thanh todn

Oun account: Cash [
Khdch thanh todn Tién mdt
Travgeller Chegue [J Credit card [
Séc dulich

Travel agent account X

The tin dung

Hdng it hanh thanh todn
Others O
Cac hinh thite khic

Money, Jewellery and other vallbables must be placed in a saft deposit Box
al the front office Cashier. The Hotel will not be responsible for and losses

in the rooms.

Tién, tw trang va cdc tai sdn quy khdc phdi dioe ky gii tai qudy thu ngdn.
Khdch san sé khong chiu trdach nhiém vé moi sy mdt mdt trong buong

khach.
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Buong [Tén khach san, nha khach, nha tro, s6 nha, duong phd,
s6: 304 |phudng, x4, huyén, tinh, thanh pho.
Khich san Thuong mai - 19 Mai Dich - Tir Liém - Ha Noi

So:
02

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chit in hoa)..... NGUYEN MINH PHUONG..............
Full name (incapital)

2. Ngay sinh:..23/11/1981 ... Nam/Male
Date of birth Nit/Female

Nationality
4. Ho chiéu so(S8 CMND) 0138937372 ...ocmiiiiiicicieieenee e eesvnen s
Pass port No:

5. Thithuc VIEt Nam S8...ccooorrreene st ees et aesan s
Viet Nam visa No

Gia tri (d€n ngay)(Ngay cap)............ 221211997 .o
Valid until

6. Nhap canh ngay:... 10/3/2005.........cooo e
Date of entry

Port of arrival

7. 86 phi€u nhdp cAnh:. ..o e
Arrival - departure card No

8. Dugc phép tam tri d&n ngay:...2/5/2005.......ccoiiiiiiiiieee s
Permitted to stay until

lich INDOCHINA ...t
Sponsor office, warranter in Viet Nam
(Name, address)

9. Co quan, t8 chic, c4 nhan & Viét Nam mai, tiép nhan (tén, dia chi): Cong ty du

10. Tam tni tai khdch san, nha khdch, phudng, xa nay dén ngay:.. 2/5/2005......
Proposed of stay until.
Ngay Ky tén
L Done on Signature
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Trade Hotel
Khich san Thuong Mai

REGISTRATION FORM
PHIEU PANG KY KHACH SAN

Guest Name:

Tén khdch:

PHAM HOANG THUONG

Date of birth:

Ngay thang nam sinh:. 13/01/1980.

Quéc tich:... Viét Nam...........cooen...

Visa No: Valid until:
S6CMND: 0136744376

Ngay cdp:12/2/11996

Permanent Address:

Pia chi thuong tri: .. TP HCM.........
Occupation:

Nghé
RERICD cevieiaeeivitceeie e

Company:

Guest Signature
Chit ky khdach hang

Room No; Room Rate:

S6 budng: 303Gid budng: 250.000

Arrival Date:

Method of Payment
Hinh thitc thanh todn

Oun account: Cash [J
Khdch thanh todn Tién mdt
Travgeller Chegue {1  Credit card [J
Séc du lich The tin dung
Travel agent account X

Hdng lit hanh thanh todn

Others [

Cdc hinh thitc khdc

Money, Jewellery and other vallbables must be placed in a saft deposit Box
at the front office Cashier. The Hotel will not be responsible for and losses

in the rooms.

Tién, tu trang va cdc tai sdn quy khdc phdi duoc ky giti tai qudy thu ngdn.
Khdch san sé khong chiu trdch nhiém vé moi su mdt mdt trong buong

khdach.
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Budng |[Tén khach san, nha khach, nha tro, s6 nha, duong phé,| So:
$0: 303 |phudng, xa, huyén, tinh, thanh pho. 03
Khach san Thuong mai - 19 Mai Dich - T Li_ém - Ha Noi ]

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

I.Ho tén: (Chirin hoa)..... PHAM HOANG THUONG .............cooovveo...
Full name (inc'apital) '

2. Ngay sinh:...13/01/1980 ... Nam/Male

Date of birth - Nit/Female

3. Quoc tich:....... VIBE NAIL .ot e eee e
Nationality

4. Ho chiéu s6(56 CMND) 0136744376
Pass pott No: :

5. Thi thue Viét Nam s&
Viet Nam visa No _

Gid tri (d€n ngay)}(Ngay cip)........... 12/2/1996
Valid until

Arrival - departure card No
8. Puge phép tam trd dén ngay:...2/5/2005. ...
Permitted to stay until

9. Co quan, 16 chife, ca nhan ¢ Viét Nam mdi, ti€p nhan (tén, dia chi):Cong ty du
lich INDOCHINA. ...

Sponsor office, warranter in Viet Nam

{Name, address)

10. Tam trd tai khdch san, nha khédch, phuong, X nay dén ngay:.. 2/5/2005
Proposed of stay until.

Ngay K¢ tén
Done on Signature
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Trade Hotel
Khach san Thuong Mai

REGISTRATION FORM
PHIEU PANG KY KHACH SAN

Guest Name:

Tén khach: TRAN PUC HONG
Date of birth:

Ngay thang nam sinh:. 12/02/1977...
Quoc tich:... Viét Nam...................
Visa No: Valid until:
S6 CMND: 0129378372

Ngay cap:3013/1994

Permanent Address:

Dia chi thuomg tri:.. ) TP HCM........

Occupation:

Guest Signature
Chit ky khach hang

Room No: Room Rate:
S8 buong: 302Gid budng: 250.000

Arrival Date:

Method of Payment

Hinh thite thanh todn

Cash [J
Tién mdr
Travgeller Chegue [ Credit card [J
Sée du lich

Trave] agent account X

QOun account:

Khdach thanh todn
Thé tin dung
Hdng It hanh thanh todn

Others [
Cac hinh thire khdae

in the rooms,

khdch,

Money, Jewellery and other vallbables must be placed in a saft deposit Box
at the front office Cashier. The Hotel will not be responsible for and losses

Tién, tu trang va cdc tai sdn quy khdc phdi dwoc ky giei tai qudy thu ngdn.
Khdch san sé€ khong chiu trach nhiém vé moi su mdt mdt trong buong

15.GREHNYLT.A
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Budng |Tén khach san, nha khach, nha tro, sé nha, dudng pho,| So:
s0: 302 |phuong, xa, huyén, tinh, thanh pho. 04
Khach san Thuong mai - 19 Mai Dich - Tir Liém - Ha Noi

PHIEU KHAI BAQ TAM TRU
REGISTRATION CARD

1. Ho tén: (Chif in hoa)..... TRAN PUC HUNG..............ccoouveeeemmenn
Full name (incapital}
2. Ngay sinh:...11/02/1977 ... Nam/Male
Date of birth Nit/Female
3. Qudc tich:....... VAL NAM i eaeemasnsss e
Nationality
4. Ha chiéu s6(S6 CMND) 0129378372, ..o
Pass port No:
5. Thi thuc VIt Nam 88... oo
Viet Nam visa No
Gid tri (d€n ngay)(Ngdy cép)........... 30/3/1994 ..o
Valid until
6. NHAP CANN MEAYI1v.ivcecenieiicineceeninns s csss s sssnsss
Date of entry
Qua T KRAU ..ot cererecece bt e sess b
Port of arrival
7. S8 phi€u nhAP CANNL...oooviiire e
Arrival - departure card No
8. Pugc phép tam trd dén ngay:...2/5/2005. oo
Permitted to stay until
9. Co quan, t6 chifc, cé nhan & Viét Nam mai, tiép nhan (tén, dia chi):Cong ty du
lich INDOCHINA.........ocoo e
Sponsor office, warranter in Viet Nam
(Name, address) _ _
10. Tam tru tai khach san, nha khach, phudmg, xd nay dén ngay:.. 2/5/2005.......
Proposed of stay until.
Ngay Ky tén
Done on Signature
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Trade Hotel
Khach san Thuong Mai

REGISTRATION FORM
PHIEU PANG KY KHACH SAN

Guest Name: | Room Ne: Room Rate:
Tén khich: LE THI PHUONG S6"budng: 301Gid budng: 250.000
Date of birth: Arrival Date:
Ngay thang nam sinh:. 30/07/1972... | Neay dén:... 28/4/2005.............
Quéc tich:... Viét Nam..................... Ngay di:....... 02/5/2005.................
Visa No: Valid until: Method of Payment
S(B;CMND: 0127417084 Hinh thite thanh todn
Ngay edp:20/4/1990
Permanent Address: - Oun account: Cash [
Dia chi thuong tru:... TP HCM......... Khdch thanh toén  Tién mdrt

| Occupation: Travgeller Chegue [ Credit card (O
Nghé nghiép:....o.coooooooiiiivre, Séc du lich The tin dung
Company: Travel ageat account [X]
Coquan.....ccoeeeccviniranann.. Hdng Iit hanh thanh todn
Guest Signature | Others [
Chit ky khdch hang Cdc hinh thite khdc

Money, Jewellery and other vallbables must be placed in a saft deposit Box
at the front office Cashier. The Hotel will not be responsible for and losses
in the rooms.

Tién, tu trang va cdc tai sdn quy khdc phdi duge ky giti tai qudy thu ngén.
Khdch san sé khong chiu trach nhiém vé moi su mdt mdt trong buéng
khach.
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Budéng |Tén khiach san, nha khach, nba trg, s6 nha, dudng ph
s0: 301 |phuong, xa, huyén, tinh, thanh pho.
Khach san Thuong mai - 19 Mai Dich - Tir Liém - Ha Noi

0,| So:

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chit in hoa)..... LE THI PHUONG..................cccoocouremnnnnn.
Full name (incapital)

2. Ngay sinh:...30/07/1972 ... Nam/Male

Date of birth Nit/Female

3. Quéc tich:....... VIBE NAITL...oo i et
Nationality
4. Ho chi€u s6(S6 CMND) 0127412084.....ooiiooieireiecceieiis e
Pass port No:

5. Thi thue Viet Nam s0........cviievmicmreeeeer s
Viet Nam visa No

Gia tri (dé€n ngay)(Ngay cap)........20/4/1990. ..o,
Valid until

6. NRAP CANN NEAY: oot

Date of entry

QUA 1A KNAU . ooeeeietete s
Port of arrival

7. 56 phi& NhAP CANNI....ciiiieii i
Arrival - departure card No

8. Dugc phép tam trii d€n ngay:...2/5/2005.. ...

Permitted to stay until

.9. Co quan, té chitc, ¢4 nhan & Viet Nam mdi, ti€p nhan (tén, dia chi):Cong ty du

lich INDOCHINA ..o

Sponsor office, warranter in Viet Nam

(Name, address)

10. Tam trd tai khdch san, nha khich, phudng, x3 nay dén ngay:.. 2/5/2005
Proposed of stay until.

Ngay Ky tén
Done on Signature
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Trade Hotel
Khich san Thuong Mai

REGISTRATION FORM
PHIEU PANG KY KHACH SAN

Guest Name:

Tén khdch: HOANG THU LAN
Date of birth:

Ngay thang ndm sinh:. 11/02/1971...
Quéc tich:... Viét Nam.....................
Visa No: Valid until:
S6 CMND: 0125746327

Ngay cdp:20/2/1987

Permancnt Address:

Diu chi thuong tri:...,TP HCM.........
Occupation:

Nghé nghiep:......cccooevcevveeeeevenn.
Company:

Guest Signature
Chit ky khach hang

Room Rate:
S6 budng: 207Gid budng: 250.000
Arrival Date:

Ngay dén:...28/4/2005.................
Ngay di:.......02/5/2005.................
Method of Payment

Room No;

Hinh thuc thanh todn

Cash []
Khach thanh todn  Tién mdt
Travgeller Chegue [ Credit card. |
Séc du lich

Travel agent account X

Oun account:

The tin dung

Hdng It hanh thanh todn
Others [
Cde hinh thite khdac

Money, Jewellery and other vallbables must be placed in a saft deposit Box
at the front office Cashier. The Hotel will not be responsible Jor and losses

in the rooms.

Tién, tu trang va cdc tai sdn quy khdc phdi duoc ky gii tai quady thu ngdn.
Khdch san sé khong chiu trdach nhiém vé moi su mdt mdt trong budng

khach.
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Budng |Tén Khach san, nha khiach, nha tro, s¢ nhi, dudng phd,| So:
s0: 207 |phudmg, xa, huyén, tinh, thanh pho. 06
Khach san Thuong mai - 19 Mai Dich - Tir Liém - Ha Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
1. Ho tén: (Chit in hoa)....HOANG THU LAN
Full name (incapital)
2. Ngay sinh:...11/02/1971 ... Nam/Male
Date of birth : Ni/Female
3. Quoc tich:...... VBT NGIML.ovicreririret st cee et san et seaesne e
Nationality
4. Ho chiéu s6 (S8 CMND) 0125746327 .ot

Pass port No:

5. Thi thue Vit Nam SO .cvveeieiieeii e e
Viet Nam visa No

Gid tr1 (dén ngay)(Ngdy cép)...cceen. 207211987 v
Valid until

Arrival - departure card No

8. Duge phép tam tri dén ngay:..2/5/2005........cciminiiiviiiiiiciii

Permitted to stay until _

9. Co quan, to chiic, ¢4 nhin & Viét Nam mai, ti€p nhan (tén, dia chi):Cong ty du
tich INDOCHINA. ...

Sponsor office, warranter in Viet Nam

(Name, address)

10. Tam tru tai khich san, nha khich, phudng, x nay dén ngay:.. 2/5/2005.......
Proposed of stay until.
Ngay Ky tén
Done on Signature
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Trade Hotel
Khich san Thuong Mai

REGISTRATION FORM
PHIEU PANG KY KHACH SAN

Guest Name:

Tén khich: NGUYEN DUC TAI
Dat of birth:

Ngay thdang ndm sinh:. 20/06/1958...
Quoc tich:... Viét Nam.................... 3
Visa No: Valid until;
S6CMND: 0126759778

Ngay cdp:21/4/1958

Permanent Address:

Diu chi thuong tri:.. TP HCM......... '
Occupation:

Nghé nghigp:...cccooviiiiiii.
Company:

Guest Signature
Chit ky khach hang

Room Rate;
S6 budng: 203Gid budng: 250.000
Arrival Date:;

Rbom No:

Method of Payment
Hinh thic thanh todn
Oun account; Cash (J

Khdch thanh todn  Tién mat
Travgeller Chegue [ ] Credit card [
Séc du lich

Travel agent account X]

The tin dung

Hdng lit hanh thanh todn
Others [
Cac hinh thite khdc

Money, Jewellery and other vallbables must be placed in a saft deposit Box
at the front office Cashier. The Hotel will not be responsible for and losses

in the rooms,

Tién, tie trang va cdc tai sdn quy khdc phdi duoc ky gid tai qudy thu ngan.
Khdach san sé khong chiu tréch nhiém vé moi sw mdt mdt trong buong

khach.
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Buong |Tén khach san, nha khach, nha tro, s6 nha, duong pho,| Sé:
s0: 203 |phudmg, xa, huyén, tinh, thanh pho. 10
Khach san Thueng Mai - 19 Mai Dich - Tir Liém - Ha Noi

PHIEU KHAI BAO TAM TRU
REGISTRATION CARD

1. Ho tén: (Chit in hoa)... NGUYEN DUC TAI.............oooooooooooo .
Full name (incapital)

2. Ngay sinh:...20/06/1958 Nam/Male

Date of birth N{/Female

3. Quoéc tich:....... VIBUNAM. ..
Nationality

4. Ho chigu s6(S6 CMND) 0126759778 ..ot

Pass port No:

5. Thi thure VISt NAIT $0....ciiiiiiiaeeiei st e eeeee .
Viet Nam visa No

Gid tri (dén ngay)(Ngdy cip).......... 241981,
Valid until

6. Nhap canh ngay:.......cocooveininnannnnn

Date of entry

Arrival - departure card No

8. Pugc phép tam trid dén ngdy:...2/5/2005. ..o,
Permitted to stay until

9. Co quan, t8 chife, c4 nhan & Viét Nam mai, tiép nhan (tén, dia chi):Cong ty du
lich INDOCHINA.......ccooooiemrerrneiee

Sponsor office, warranter in Viet Nam

(Name, address)

10. Tam trd tai khach san, nha khéch, phudng, xa nay dén ngay:.. 2/5/2005.......
Proposed of stay until.

Ngay Ky tén
Done on Signature
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4. Lam thd tuc nhan budng cho khach quan trong.

Gidm déc I€ tan va nhén vién bo phan quan hé khéch hang ch¢ doi va chio
dén khach ngoai ciia khich san.

Bucde 1. Nhdin vién quan hé khdch hang va nhan vién vdn chuyén hanh 1¥
dita khdach vé budng.

+ Gidi thiéu cdc dich vu cho khéch khi dua khach vé buéng.

Bude 2: Mugn gidy t¢ tuy than ciia khdch dé hoon thanh hé so ddang ky
khdech san,

Buoc 3: Giao chia khod budng, the chia khod va céc phiéu dich vu mién
phi cho khdch.

Buoe 4: Chao khdch, chiic khdch nghf ngoi vui vé.

Buoe 5: Hoan thién hé so déing ky khdich san.

+ Cip nhét céc thong tin vao mdy vi tinh.

+ M& hod don khdch hang.

+ Chuyén hé so dang ky cho nhan vién thu ngan.

+ Thong bdo cho cdc b9 phan c6 lién quan vé thong tin khich dé phéi hop
phuc vu khach.

* Bai hoi thoai giita nhan vién quan hé khach hang véi khach quan trong trong
truong hop lam thit tuc nhan budng cho khich quan trong.

Tinh huong sau:

Cong ty du lich Sai Gon giii fax dén khdch san Thitong mai dat mot
budng doi ddc biét cho gidm doc cong ty ngay 1/6/12005. Ong gidm déc nay sé
luu tri tai khdch san trong 10 ngay tir ngay 1/8/2005 - 11/8/2005 véi gid
budng 400.000d/1dém. Yéu cdu ddc biét vé budng: - Budng khong hat thuoc,
xa cau thang mady.

- Luon ¢o hoa tioi trong buéng.

- Cing ty du lich Sai Gon sé thanh todn bang chuyén khodn

Nhan vién quan hé khich hang cdm phiéu dang ky khach san dang chd dén
ong Nguyén Tién Tam - Gidm déc cong ty du lich Sai Gon truée ciia khéch san.

Nhdn vién: Chio ong. Xin chic mimg éng da dén khach san Thuong Mai.
Ong 1a Nguyén Tién Tam - Gidm déc cong ty du lich Sai Gon phai khong a?

Mr Tdm: Pling viy, xin chio ¢o
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Nhdn vién: Cho phép 161 ty gidi thidu. Téi tén 1a Mai Phuong phu trach b
phan I€ tan ctia khdch san. Toi s& dua ong lén budng va lam thi tue dang ky
khéch san cho 6ng.

Mr Tdm: Cam on.

Nhdn vién: Nhan vién van chnyén hanh I§ ctia khdch san chiing t6i s& x4ch
gilip ong hanh 1¥. Xin mdi 6ng di theo 164, thang may dang chd ching ta ding kia.

Mr Tdm: Nao, ching ta cing di.

Nhdn vién: Chuyén bay cua ong cd 16t dep khong, thua 6ng Tam?

Mr Tam: Co, rat tot dep.

Nhdn vién: Xin mdi ong di trude. Budng cia ong s6 608. Tir trén budng
ong dugc ngdm canh hoang hon va binh minh trong khung canh hé tho mong
va theo yéu cdu ciia Oong trong budng ludn ¢é hoa tuai - loai hoa hdng nhung
ma ong thich. Téi hi vong 6ng sé rdt thich. Ching ta dén noi roi. Xin moi 6ng
vao. Ong c¢6 hai long véi moi tht khong a?

Mr Tdm: Cam on c6, moi thi déu tuyét voi.

Nhan vién: Xin ong vui long cho t6i muon gidy (o tuy than cha 6ng dé dién
ndt cdc thong tin vao phiéu dang ky khach san.

Mr Tdm: Day la chitng minh nhan dan cua toi.

Nhdn vién: Cam on 0ng, xin ong vui 1ong k¥ vao phiéu dang ky khach san.

Mr Tdm: Vang, dé€ t6i xem nao.

Nhan vién: Cam on 6ng, day la chia khod buéng clia 6ng. Va day la phiéu an
séang va phicu d6 udng mién phi clia 6ng. Néu ong cdn bat cir diéu gi, xin ong
hay cho chiing toi biét, chiing toi luén sdn sang phuc vu 6ng. Tdi chic 6ng nghi
ngoi vui ve. Tam biét.

Mr Tam.: Tam biét.
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Trade Hotel
Khach sar Thuong Mai

REGISTRATION FORM
PHIEU PANG KY KHACH SAN

Guest Name:

Tén khdch: NGUYEN TIEN TAM
Date of birth:

Ngay thang ndm sinh:. 08/7/1950......
Qudc tich:... Vit Nam.....................
Visa No: Valid until:
S6'CMT 0117764702 Ngay cap:
12/4/1980

Permancnt Address:

Bia chi thuong trie:.. TP H6 Chi Minh
Occupation:

Nghé nghiép‘.................: ....................
Company:

Co quan: Cty du lich sai gon......
Guest Signature

Chit ky khach hang

Room Rate:
§6 budng: 608Gid budng: 400.000d
Arrival Date:

Ng(}y dén:...01/08/2005.................

Room No:

Method of Payment

Hinh thiee thanh todn

Cash []

Tién mar
Travgeller Chegue [J  Credit card [
Séc dulich

Travel agent account X

Oun account:

Khdach thanh todn
The tin dung
Hding lit hanh thanh todn

Others [
Cdc hinh thire khace

Money, Jewellery and other vallbables must be placed in a saft deposit Box
at the front office Cashier. The Hotel will not be responsible for and losses

in the rooms.

Tién, tu trang va cdc tai san quy khic phdi duoc ky gii tai qudy thu ngdn.
Khdch san sé khong chiu trach nhiém vé moi suw mdt mdt trong buéng

khach.
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Buong |Tén khach san, nha khach, nha tro, s6 nha, dudong phd,| So:
s0: 704 | phudng, xa, huyén, tinh, thanh pho. 20
Khach san Thuong Mai - 19 Mai Dich - Tir Liém - Ha Noi

PHIEU KHAI BAO TAM TRU

REGISTRATION CARD
1. Ho tén: (Chit in hoa).... NGUYEN TIEN TAM...........ooooooooooeeersr.,
Full name (incapital)
2. Ngay sinh:...08/7/1950 ... Nam/Male
Date of birth Ni/Female
3. Quaéc tich:....... VIt NAM.coi it
Nationality
4. Ho chiéu s8:(s6 CMND)..cc.ooeeioee 0117764702 oo

Pass port No:

5. Thi thue VIBL Nam 882 eeves et eeee e eens
Viet Nam visa No

Gia tri (dén ngay):.(clp ngay) 21/04/1980.......oomiviviiiiveieecee e,
Valid until

Port of arrival

7. 86 Phi€u NHAP CANB:. oot

Arrival - departure card No

8. Dugc phép tam tri d&n ngly:...11/8/2005......ccoomiveeiiee e
Permitted to stay until

9. Co quan, t6 chife, ¢4 nhan & Viet Nam moi, ti€p nhan (tén, dia chi):
Spensor office, warranter in Viet Nam

(Name, address)

10. Tam trd tai khdch san, nha khéch, phudng, x3 nay dén ngay:.. 11/8/2005.......
Proposed of stay until.
Ngay Ky tén
Done on Signature
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TRADE HOTEL
VOUCHER

Date: 0] Month, 8, year 2005
GLjests name: NGUYEN TIEN
TAM
Room No" 608
[ | BREAKFAST

From 6a.m to 9.00
Guest's Signature Staff

1. Drink No. 8012
DRINK VOUCHER
For Trade floor guest
At Green Bamboo
HOTEL TRADE HANOI
One Drink

II. THUC HANH LAM THU TUC NHAN BUONG CHO CAC POI
TUONG KHACH

1. Diéu kién thuc hanh

1.1. Piéu kién thuc hanh: Phong thuc hanh 18 tan

1.2. Thiét bi: Qudy 1€ tan, mdy fax, may dién thoai, mdy ca thé tin dung...
L.3. Dung cy: Phi¢u dang ky khach san, phi€u khai bdo tam tri, phiéu an

sdang, phi€u d6 uong, phi€n massage, gidy bién nhan dat coc, hod don, van
phong phim...
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1.4. Thoi gian thuc hanh: 17 tiét
2. Trinh ty thuc hién

2.1. Kiém tra phong thuc hfinh; quay 1é tan, may moéc trang thiét bi va

s0 sach biéu mau

2.2. Trinh tu cong viéc chinh va yéu cAu can thiét

TT | Tén cong viéc

Thiét bi dung cu

Yéu cau k¥ thuat

1 | Lam tha tuc
nhan budng cho
khach le di dat

! budng trurGe.

Qudy 1& tan, mdy fax,
may dién thoai, mdy ca
thé tin dung. Phiu dang
ky khach san, phié¢u khai
bdo tam tri, phiéu an
sang, phi€u dé ubng,
phidu gidy
bién nhin dit coc, hod

massage,

don, vin phong pham...

Ti€p nhan va lam tha tuc
nhan budng cho khdch lé
da dat budng trude diing
tdc phong quy dinh cta
khich san, nhanh nhen va
tao cho khach an tugng
16t dep ngay lan dau dén
khach san.

2 | Lam thu
nhan buéng cho
khach lé chua
dit budng trude

tug

Quiy 1& tan, mdy fax,
may dién thoai, may ca

thé tin dung... Phiéu
dang ky khich san,
phi€u khai bdo tam

tri,phiéu an sang, phiéu
do udng, phi€u massage,
gidy bién nhan dat coc,
hod don,
phém...

vian phong

‘budng khich yén

Tiép nhan nhu cau thué
buéng cua khach va gidi
thigu cho khich loai
cdu |
nhanh v& thod méan duoc
sur hai long.

3 |Lam tha
nhan budng cho
khach doan

tuc

Quay & tan, mdy fax,
mdy dién thoai, miy ca

thé tin dung. Phiéu dang

ky khéch san, phiéu khai
bio tam tni, phiéu an
sing, phi€u doé ubng,

Tiép nhan va lam thu tuc
nhan budng cho khich
doan dung tic phong quy
dinh khach
nhanh nhen va tao cho
khich 4n tugng tot dep

clia san,
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phi€n  massage, gidy
bién nhan dat coc, hod

don, van phong phdm...

ngay lan dau dén khach
san.

4 { Lam tha
nhan budng cho
khach
trong.

tuc

quan

Quiy 1& tan, may fax,
mdy dién thoai, mdy ci
the tin dung. Phi€u dang
ky khach san, phi€u khai
bio tam tri, phi€u in
sdng, phi€u d6 ubng,
phi€u massage, gidy
bién nhan dat coc, ho4
don, van phong phdm...

Don tiép va tam thi tuc
cho khach quan trong lich
su, tao cho khach su hai
long trong cdch phuc vy
va don tiép.

2.3. Huéng dan chi tiét thuc hién cic cong viée

Tén cong viéc

Hu6ng dén

I. Lam thi tuc
nhan buéng cho
khich [& da dat

budng trude.

Bude I: Chio dén khdch va goi ¥ gitip d&.
Budce 2: Tiép nhan yéu cdu dang ky khach san cia khéch.
Bude 3: Lam thi tuc nhan budng cho khéch.

Budic 4: Kiém tra lai tinh trang buéng da x¢p cho khach.
Bude 5: Giao cédc phiéu dich vy mién phi cho khach
Budce 6: Hoan thién hé so dang ky khach san.

2. Lam tha tye | Bude I: Chao dén khéch vi goi ¥ gidp d&

nhan budng cho | Buge 2: Tigp nhan yéu cdu thue budng cita khich

kh%‘:h I¢ chua dat | Bige 3. Kiém tra kha nang ddp img budng

budng trude BurGe 4: Lam thi tuc nhan buéng cho khich

Budc 5: Thong bdo s6 budng, giao chia khod budng va
thé chia khod buéng cho khich

Budc 6: Cung ¢ap cho khach mat s& thong tin vé c4c dich
vu cua khich san.

Bu6c 7: Gidi_thiéu nhan vién khuan vdc cdc hanh ly
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mang giip hanh 1y va dua khach vé budng
Buée 8: Hoan thién hé so diang ky khdch san.

3. Lam tha tuc
nhan budng cho
khéch doan

Buéc 1: Chao dén khach
Budc 2: Kiém tra vi x4c nhan lai mot s6 thong tin dat
budng clia doan v6i trueng doan hoic huéng din vién du
lich.

Budc 3: Lam thu tuc nhan budng cho doan khich

Bude 4: Kiém tra va hoan thién hé so dang ky khich san.

4. Lam tho tuc
nhan budng cho
khdch

frong,

quan

Bude 1: Nhan vién quan hé khich hang va nhan vién van
chuyén hanh 1y dua khich vé budng.

Bude 2: Muen gidy t& tuy than clia khach dé€ hoan thanh
ho so dang ky khdch san.

Buéc 3: Giao chia khod budng, thé chia khod vA cdc
phi€u dich vu mién phi cho khach.

Budc 4: Chao khach, chic khdch nghi ngoi vui vé.

Budc 5: Hoan thién hé so dang ky khdch san.

3. Cac dang sai héng va cach phong ngira

TT

Hién tugng

Nguyén nhan Cach phong ngira

cho khach

I | Lam thu tuc nhan bubng

khéch phai dgi 1au khéng
tao dugc cho khéich an
tfuong tot dep ban diu

K§ nidng nghiép | Nghién citu k¥ cic quy

cham nén | vu con yéu, lo 1a | trinh dén tiép, ludn
trong cong viéc trau déi  kj nang
nghi¢p vu

théng tin

2 | Cap nhit cac thong tin
cua khach vao s6 sdch va
mdiu biéu thicu hoac sai

Do cau thd va
thi€u y thitc trong
cong viée

Kiém tra, nhic nhg,
uén nan. Hoc héi tinh
cdn than nghiém tiic
trong qud trinh lam
viéc
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3 | Giai quyél cdc tinh hudng | K§ ning nghiép | Tao cho ban than tinh
phat sinh trong qud trinh | vu con yéu, chua | chuyén nghiép va yén
lam thu tue nhin budng cho | tao ra tinh déng | nghé. Luon dat vi trf
khdch khéng sic sdo va | doi trong cong | cha minh vao vi trf cla
khong tao cho khdch su hai | viéc va ¥ thitc hoc | khich

long héi  trong cong
viée

IL KIEM TRA DANH GIA

Cho tinh hudng cu theé yéu cdu hoc sinh tiép nhan va lam cic quy trinh
nhan budng, cip nhat cic thong tin vao s6 sdch va miu biéu. Giai quyét cac
tinh hudéng phét sinh trong qua trinh lam thi tuc.
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Bai 4

XU LY TINH HUONG ;(AY RA
KHI LAM THU TUC NHAN BUONG CHO KHACH

Muc tiéu:

- V8 kién thire: Hidu duagc kign thic thire hanh trinh tu x(7 Iy cac tinh hudng xay ra khi
[am thit tuc nhan budng cho khach.

- V& ky nang: Thuc hién thanh thao cac thao tac, k¥ nang vé cach giai quyét cac tinh
hudng xay ra khi lam thd tuc nhan budng cho khach.

- V& thai d6; Rén luyén tac phong lam viéc can than, nhanh nhen, nhan nai, nghiém
tue khi xit ty cac tinh hudng xay rta khi lam thi tuc nhén budng cho khach.

I KIEN THUC CHUYEN MON THUC HANH TRINH TU XU LY
CAC TINH HUONG XAY RA KHI LAM THU TUC NHAN BUONG

1. Phuong phap chung dé x{ ly cac tinh hudng xay ra trong qua
trinh nhan budng
- Binh tinh nghién citu k§ tinh hudng xay ra.
- Nén hét sitc kiém ché, tranh béo thi, buc titc hay cdu gian dé1 véi khéch.
- Tuyét d6i nhan vién 1é tan khong duoc tranh luan vé khach.
- Tim phuong 4n giai quyét cé hiéu qua nhat
- Trudng hop tinh hudng xay ra vugt qué quyén han giai quyét, nhan vién
1& tan c4n nhanh chéng ghi chép lai va bdo cho ngudi phu trach giai quyét.
- Nhan vién 1€ tan khéng nén hita véi khich diéu gi vurgt qua quyén han cua
minh
- Néu van dé khong thé giai quyét nhan vién 1€ tan phdi bédo ngay cho
khach, tuyét d6i khong dé khéch qud hy vong va cho doi.
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- Nhan vién 1€ tan tranh théi d¢ im ling, khach cho rang nhan vién 1& tan
khong chii ¥ nhitng di¢u ho néi va diéu dé cang lam khach buc minh hon.

- Nhan vién I tan luén luén to-ra hét sic thanh that va thién chi khi gidi
quyét tinh hudng.

2. Cau hoi tinh hudng xay ra trong qua trinh nhan buéng

* Tinh huong 1

Khach da dat buéng nhung khong ¢6 1én trong danh sdch khach du Jich dén.

L nhan vién 18 tan, anh (chi) giai quyét tinh hudng niy nhu thé nio?

* Tinh huéng 2

Khéch dat buong dén 1am thu tuc nhan buéng sém trudc gidr quy dinh.

[.a nhan vién 1€ tan, anh (chi) gidi quyét tinh huéng nay nhar thé nao?

* Tinh hudng 3

Khach duge cong ty thanh todn dén sém hon thai gian du dinh (1 hoac 2 ngay).

La nhan vién 1€ tan, anh (chi) gidi quyét tinh hudng nay nhir thé nao?

* Tinh huong 4

Khéch di dat chd trude nhung khi tdi khdch san loai buéng ma khach dat
da hét.

La nhan vién Jé tan, anh (chi) gidi quyét finh hudng nay nhu thé nio?

¥ Tinh huong 5 :

Khéch dat budéng qua héng 1 hanh, khi tdi ding ky ché khach san nhé,
khong thuén tién vé giao thong cong cong.

La nhan vién 1€ tan, anh (chi) gidi quyét tinh huéng nay nhu thé nio?

* Tinh huéng 6

Khéch 1¢ di dit budng (khéng dam bdo) dén qué muodn, khdch san di ban
budng cho khach khéc.

La nhan vién 1& tan, anh (chi) gidt quyét tinh huéng nay nhur the no?

* Tinh huong 7

Khéch khang dinh cong ty thanh todn cho khach nhung trony thu khing
dinh dat buéng ghi r6 cd nhan thanh tosn.

La nhan vién 1€ tan, anh (chi) gidi quyét tinh huéng nay nhu thé nio?
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* Tinh hudng 8
Khach dat ché qua cong ty lit hanh nhung khi dén khdch san khach tir chai
~ lam thi tyc vi 1y do l& khach san qud nho, khéng bé the.

La nhéan vién 1€ tan, anh (chi) gidi quyét tinh huéng nay nhu thé nao?

* Tinh huéng 9

Khdch da dat buéng va thdng nhét vok khach san v€ gia thué budng. Nhumg
dén khi lam tha tuc nhan buéng khéch yéu cau giam gid véi 1y do khach san
khdc trong khu vue gia ré hon.

La nhén vién 1€ tan, anh {(chi) gii quyét tinh huéng nay nhu thé€ nao?

* Tinh huong 10

Khich mang theo phi€u thanh todn cua cong ty du lich chi dinh dén khéch
san va sau khi kiém tra khéng thdy cé dat buéng ndo nhwr vay.

L& nhan vién 1€ tan, anh (chi) gidi quyét tinh huéng ndy nhu thé nao?

* Tinh hudng 11

Trong khi 1am thi tuc nhan budng cho khach phét hién ra thé tin dung cla
khéch khong hop lé.

La nhari vién 18 tan, anh (chi) giai quyét tinh huéng nay nhu thé nao?

* Tinh hudéngl2

Khéch dén lam thi tuc nhan buéng nhung vi 1y do khich quan buéng cta
khéach bi hong chua kip slra chita nén khéch san khong thé dép tng budng cho
ngay khéach dén lam thll tuc vi khach san di kin budng.

La nhan vién 1€ tan, anh (chi) giai quyét tinh hu6ng niy nhu thé nao?

* Tinh huong 13

Khich da dit budng & khach san khdc nhung lai di nham sang khach san cha ban.

La nhén vién 1€ tan, anh (chi) giai quyét tinh hudng nay nhur thé nao?

* Tinh huong 14

Khich dén lam thii tuc nhan budng thong bio cho khich san bi that lac
hanh ly trén chuyén bay va dé nghi gitp d&

La nhan vién 1€ tan, anh (chi) giai quyét tinh huéng nay nhu thé nio?

* Tinh hudng 15

Khdch dén khach san va néi v6i nhan vién 1€ tan dugc ban bé gidi thiéu va
dinh thué buéng nhung khi nhin thay khach san ho lai tir ch6i vi cho rang khach
san qua nho. '
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[.a nhan vién 1€ tan, anh (chi) gidi quyét tinh hudng nay nhu th€ ndo

* Tinh huéng 16

Khéch di dat budng triede va dén 1am thi tuc nhin bubng véi mot chii ché
trén tay. Nhung ndi quy cita khach san cdm mang siic vét vao budng va céc khu
dich vu ctia khédch san

La nhan vién 1€ tan, anh (chi) gidi quyét tinh hudng nay nhu thé nao?

* Tinh huong 17

Khach nuée ngoai dén 1am thu tuc nhan buéng nhung khach bi mat ho chiéu

LA nhéan vién 1€ tan, anh (chi) gidi quyét tinh huéng niy nhu thé nao?

* Tinh huong 18

Khach dén khach san nhan buéng vao liic 21 gio khdch néi khach di thanh
todn tién buéng qua hang 1 hanh (J& tan kiém tra khong thdy hing lit hanh dat
buéng cho khach tai khach san) va tham chi khach khong thanh to4n tién taxi tix
san bay vé khédch san vi néi ring tién xe dua dén di thanh to4n véi hiing it hanh.

La nhan vién 1€ tan, anh (chi) gidi quyét tinh huéng nay nhu thé nao?

* Tinh hudéngl9 .

Mot doan khich du lich di dit budng trude tai khach san, d2n lam thi tuc
nhén buéng nhung thoi gian khach dén [am thi tuc khéch san chua db s& luong
buong cho doan khéch.

L nhéan vién 1€ tan, anh (chi) giai quyét tinh hu6ng nay nhu thé nao?

* Tinh hudng 20

‘Hai vg chéng da dit budng tai khdch san nlumg Khong théng béo 1a cé con
nho di theo. Khi dén lam thu tuc nhan buéng lai dem theo con nho.

La nhan vién 1€ tan, anh (chi) gidi quyét tinh huéng ndy nhu thé nio?

3. Pap an cac cau hoi xay ra trong qua trinh lam thi tuc nhan budng

* Tinh huong 1

_- Tuai cudi chao dén khach

- Hoi khédch da dat budng trude chua.

- Kiém tra qua danh séch khéch du dinh dén trong ngay.

(Khéng thay cé tén khach trong danh sdch khach du lich dinh dén).

+ Yéu cau khdch danh van tén,

+ Hai khdch ma sd dat budng.
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+ Kiém tra tén nguoi dit budng

- Ki€m tra lai s6 khdch da dat budng nhung khong tdi ciing khong bdo huy.

- Kiém tra tén cong ty.

- Néu khong tim thay, nhe nhang hoi khach ¢6 dén ding khach san khong?

+ Trudng hop khach dén sai khdch san. théng bdo lai v&1 khach va hudng
dan khéch sang khach san ma khdch da dat.

+ Trudng hop khich dén ding khédch san.

* Xin 161 khach va tién hanh 1am tha tuc nhan budng nhu s¢ luong budng,
thai gian hirw trd, dac diém yéu cdu vé buédng.

* Néu khdch san khong ddp tmg duge yéu céu clia khdch, xin 161 khach va
gidi thiéu cho khich sang khach san tuong duong va hen gap lai khach.

* Néu khiach san dap ing dugce yéu cdu cia khdch 1am tha tuc nhan buéng
cho khéch. Cam on khéach da hya chon khéch san va chiic khdch & lai vui ve.

* Tinh huong 2

- Chao dén khédch va gitip khdch chuyén hanh ly vao sanh.

- Thong béo cho khich biét budng chia khich da duge gin trong ngay hom nay.

- Xin 16i khdch va giai thich cho khach biét vi khich dén qua sém nén chua
thu xép dugc budng cho khidch va khdch & trude chura tra budng.

- Lam tht tuc nhén budng trude cho khach (néu khach ddng ¥) va ndi véi
khach xin vui long chd.

- Goi y cho khach moét s6 hudng giai quyét.

+ Néu trong khich san con loat buéng tuong duong hoi y ki€n khich,
khdch déng ¥ thi xép khdch vao buong do.

+ Né&u khich khong dong ¢, thuyét phuc khach.

* Khach san giit hd hanh 1y dé khdch c6 thé sit dung mot s cde dich vy
trong khach san nhu sauna massage, bar, karaoke, hoac lam cdc viéc khac nhu
tham quan, shopping...

* Khéch khong déng ¥ v khdch san cdn budng tréng (khdc loai budng
khéch diit) x&p cho khdch & tam, khi cé budng khach dit chuyén cho khéch san.

* Néu khdch yéu cdu & loai budng cao hon, dé nghi khach thanh todn tién
chénh léch gitta hai loai buéng.

- Thuyét phuc khich thong cam, chdp nhan theo cach giai quyét clia khdch san.
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~ Théng bdo cho cédc bo phan ¢6 lién quan v€ viéc khdch dén sém va dang chd
budng.

* Tinh huong 3

- Chao don khich va gitp khdch dua hanh 1y vao san khdch san.

- Xac nhan lai viéc dat bubng véi khdch vé thdi gian luu tni cia khdch, vé
loai budng cong ty da dat cho khich. C4c yéu cdu dic biét khac va hinh thifc
thanh todn ciia khich do phia cong ty ciia khéch thanh todn.

- Thong bao cho khach biét khich dé dén s6ém hon thoi gian ma phia cong
ty dat cho khach.

- Yéu cau khach cho biét cong ty hay khdch s& chiu trdch nhiém thanh to4n
cho khoang thoi gian & trude thii gian du dinh chia khéch.

- Néu phia cong ty cna khéach chiu trach nhiém thanh todn thi phéi hop véi
b6 phan buéng xac nhan lai trdch nhiém thanh toan vé thoi gian & trude du dinh
vl cong ty.

- Mugn gidy t& tuy than cla khich 1am thi tuc cho khédch nhan budng.

- Giao chia khod va gidi thiéu cic dich vu trong khach san cho khich.

- Cam on khéch va chiic khach nghi ngoi vui vé.

* Tinh hudng 4

- Chao dén khach.

- Hoi tén khach va x4c dinh viéc dit bubng véi khich.

- Xin 16i khéch va giai thich cho khéch 8 v€ loai budng ma khéch da dit
ngay hom nay khong con dé khéch théng cam. .

- Xin phép khich giéi thiéu loai budng khach ma khach san c6 (loai bubng
cao hon va thdp hon loai budng khéch dit) dé khach lua chon.

+ Thuyét phuc khach Iua chon loai budng cao hon (néu bat c4c uu diém vé
budng, cdc dich vu mién phi, xin ¥ kién giam ddoc dé giam gia cho khach).

+ Né&u khach déng ¥ loai budng cao hon, 1am thd tuc nhan buéng cho
khach. Thong bdo véi khdch khoan tién chénh léch gid giira hai loat budng.

+ Néu khich khong dong ¥, xin ¥ kién gidm d6c x&p khich & budng cao
hon ma khéng thu thém chénh léch gia va bdo lai vdi khdch khi ¢6 loai bubng
nhu khéch da dit, khdch san s& dé khach chuyén budng.
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* Tinh hudng §

- Chao dén khach.

- Théng bédo véi khach loai buéng khéch dat da chuan bi sdn sang dén khdch.

- Khi khach ché khdch san nho, khong tién v¢ giao thong cong cong phai t&
lich suir néi cho khéch biét cdc wu diém ctia khdch san.

+ Gia budng thip hon cdc khéch san khdc trong viing.

nhi,

=

+ Dién tich buéng rong, duge trang bi nhitng trang thiét bi hién dai.

+ Nam & khu vue yén tinh, thodng mat.

+ Cac dich vu trong khéch san re, tién nghi va da dang.

+ Cdc mdn an dap ting dugce thi hi€u cha khéch.

+ Va céc uu diém khéc.

Thuyé&t phuc khach & lai khach san va hia s& ¢6 cdc wu dii véi khach.

* Tinh hudng 6

- Chao dén khach

- Kiém tra lai vi¢c dat buéng ctia khach.

- Xin 16i khéch v€ loai budng khdch dit ngdy hom nay dd khong con, giai
thich cho khédch rd vé viéc dat buéng khong bdo ddm va quy dinh giri budng
cia khéch san.

- Kiém tra lai tinh trang buéng ciia khich san.

- Néu khéach san con leai budng khach yéu cau thi xép budng cho khach va
lam thi tue ding ky cho khéch.

+ Thuyét phuc d trong loai buéng khéc.

+ Néu khach khéng déng ¥, gip khéch chuyén sang khéch san khdc va xin
161 dd khong duge phuc vu khdch va hen khéch vao dip khéc.

" *Tinh huéng 7

- Chao don khich.

- Kiém tra lai thoéng tin dat budng cua khéch.

- Thong bio cho khéch vé bubng ctia khdch da duge giri cho ngay héom nay,
nhéc lai cdc thong tin trong thu khang dinh dat budng véi khich tir phia cong ty clia
khéch gui nhur loai buéng, yéu cdu vé budng va hinh thifc thanh todn clia khich.

- Khich thong bdo véi khach san cong ty ctia khach s& thanh todn vdéi
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khéch san vé s6 tién kKhach luu tri tai khich san.

- Thong béo lai cho khach biét trong thdi gian lun tni tai khdch san khach s& e
thanh todn va chuyén thu khang dinh dat budng cho khéch kiém tra.

- Dé nghi va gilp d& khdch lién lac v6i cong ty clia khach.

- Bio cho bo phan kinh doanh tiép thi clia khdch san lién lac v6i cong ty ca
khach. ’

- Néu sau khi lién lac tir phia cong ty ciia khdch ¢6 sir thay déi, yéu ciu
phia cong ty clia khach fax xdc nhan lai cho khich san va thong tin lai luén véi
khdch. '

* Tinh huong 8

- Chao don khdch khi dén khéach san.

- Khang dinh lai viée dat bubng clia khach qua cong ty lit hanh.

+ Khidch cheé khdch san va nhat dinh khong lam thi tue nhan buéng vi cho
rang khdch san qua nhd khéng bé thé.

- Lang nghe ¥ kién ctia khach.

- Thuyét phue khach ¢ lai khich san. .

+ Néu bit nhitng wu diém clia khach san nhu s &m cling, khéch Iuu trd tai
khdch san nhu dang duge s6ng trong chinh ngéi nhi clia minh.

+ Khéng dinh v6i khdch vé chat luong phuc vu ciia khdch san 12 t6t nhat.

+ Gidi thiéu vé cdc dich vu clia khédch san cho khéch, moi khach di tham
quan buéng ngd vi cdc khu vue dich vu.

+ Khéng dinh khach s& hi long khi & tai khdch san.

+ Néu khach dong y: Lam thi tuc nhan budng cho khéch, chic khich ¢6
nhitng gidy phit thoai mdi trong nhiing ngay lwu trd & khéch san.

* Néu khach khong déng y: Thc“)ng bdo vdi khach Ja tién budng cha dém
dau tien khdch vin phai thanh todn dé thuyét phuc khéch & lai. Néu khéch
khong déng y thi bao cho cong ty lit hanh.

- Théng bao cho cde bo phan trong khdch san fuu ¥ cham séc khach.

* Tinh huéng 9

- Chao dén khéch. _

- Khing dinh lai véi khéch vé viéc dat budng nhu loai buéng, gia bubng,
hinh thue thanh todn.
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- Lang nghe ¥ kién clia khach vé dé nghj giam gid va chi ¥ nhitng 1§ do khéch
dua ra.

- Khang dinh ngay véi khdch Ia gid thoa thuan 1A hop 1y, tham chi gi4
khdch chap nhan la gia vu dii.

+ Gid ma khach chip nhian tuong ing v6i cdc dich vu cua khach san.

+ Néu bat dugce tinh wru viét bing cach so sdnh vé vi tri, co s& vat chdt cia
khach san, tién nghi, loai hinh dich vu va chat lugng phuc vu.

+ Nhifng chinh sdch wu dii chia khédch san, cdc dich vu mién phi clia khédch
san danh cho khach.

- Thuy¢t phuc khich gilr nguyén gid cil,

+ Né&u khdch khong dong v va kién quyét doi giam gia giéi thiéu cho khach
loai budng ¢d muc gid thép hon.

+ Xin ¥ kién gidm doc vé viéc giam gid cho khach (dac biét déi vé khich
o 1au dai va khach quan).

* Tinh huong 10

- Chao khach va tim hiéu nhu cdu ctia khach.

- Hoi xem khich da dat budng chua va khdch dat qua cong ty du lich nao.

- Thu phi€u thanh todn chia cong ty du lich va kiém tra lai phi€u thanh todn.

- Kiém tra danh sdch khéch d.l_r dinh dén trong ngay va sé dit budng.

- Thong bdo cho khach biét khéng cé tén cihia khach trong danh sach va
khong ¢é ban dat budng nao tir phia cong ty du lich.

- Théng bdo cho bo phan dat budng kiém tra lai truong hop trén véi cong ty
du lich (vi ¢é trudong hop khédch dit buéng qua cong ty du lich trude khi khéch
san ¢6 su thay d6i nhung cong ty chura kip bdo cho khéch).

- Sau khi kiém tra néu cong ty tr chdi dat buéng d6 nhan vién 1€ 1an thuyét
phuc khdch tu thanh todn v néi che khdch biét khi khéch tra buéng khdch san s&
x4c nhan cho khdch 12 d4 st dung céc dich vu clia khdch san dé khdch 18y lai tién
tir cong ty du lich.

- Néu khdch déng ¢ tu thanh todn thi lam thd tuc dang ky khéch san cho
khdch nhu trudng hop khach 1¢é chua dat buéng trude.

- Néu khdch khong déng y tr thanh todn ma yéu cdu duge thanh todn theo
ho4 don clia céng ty du lich thi 1 tan khéo 1éo tit chol hode bdo cho ngudi phu
trach giai quyét.
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* Tinh huong 11

- Lich sur thong bdo cho khich biét the tin dung clia khdch khang hop 1é.

- Bé€ nghi khéch déi thé khic dé lam thi tuc thanh todn.

+ Né&u khéch d6i thé khéc lam tha tue nhin buéng cho khach binh thuong.

+ Né&u khich khong con thé khic dé nghi déi sang hinh thitc khéc.

+ Néu tinh hudng khdch khang khang néi thé ctia khach 13 hgp 1é chuyén
cho cap trén giai quyét.

* Tinh hudng 12

- Chao don khach.

- X4c nhan lai viéc dat budng véi khich.

- Xin 161 khédch budng cta khach da dat vi 1y do khdch quan budng dé da
hong ngay hom nay chua stra chira kip.

- Thong bédo vdi khich vé hudng giai quyét chia khach san.

+ Chuyén khéich sang khich san khic trong mot dém, khéch san cho xe
dua khdch sang khach san khdc va tdt ca phi van chuyén do khach san chiu vi
htta v6i khach thi gian cu thé ngly mai s& dén khdch va thuc hién theo yéu
¢au cua khéch,

+ Néu khéach déng ¥, chuyén khéch sang khéch san khic.

+ Néu khdch khong déng y: Hot ¥ kién xem khich muén & khich san nio
dé lién hé dat budng va chuyén khach tdi.

- Cam on khdch da thong cam cho khéch san.

- Xin 161 khach mot l4n nita va hita ldn sau & khong dé€ x4y ra nhu vay.

* Tinh huong 13

- Chao dén khach.

- Kiém tra tinh trang dit buéng clia khach.

- Kiém tra tén ctia khich qua danh sich khich du dinh dén trong ngay va
thong bdo vé1 khiach khong fim thdy tén khich va hoi khdach xem ¢é dén nham
khach san khong.

+ Néu 12 khdch mua tour qua cong ty lit hanh: thong bdo cho phia cong ty
biét vé viéc khdch dén nham khich san, gidi thiéu va goi ¥ cong ty dé khach &
lai khach san minh. Sau d6 tuy theo quyét dinh cta hang.



+ Né&u cong ty 1& hanh déng ¥ thong bio lai cho khdch va Iam thi tuc nhan
budng cho khéch. _ _ ‘

* Néu cong ty 1t hanh khéng déng ¥, thong bdo cho khich vé€ viéc nham
tan va cach gidi quyét cia hing it hanh, tranh thi gidi thiéu vé khdch san minh
(dua card va tap gap cta khdch san cho khdch), hen dip khdc dugce don khich,
gitip kKhdch chuyén hanh 1y ra xe.

+ Neéu l1a khdch di 1

Thong bdo véi khich san vé viéc khdch dén nham khach san.

+ Hoi khach vé viéc dat budng tai khach san kia.

+ Gai y va giéi thiéu cho khach & lai khdch san minh.

* Néu khach déng ¥: lam tht tuc nhan budng cho khédch, nhac khéch lai
nhan vién 1€ tan huy dat buéng cho khéch san kia, cam on khach di lua chon
khdach san minh.

* Né&u khach khong déng y: chi dén va gitip khach hanh 1y va phuong tién
chuyén sang khach san kia, dua card va tap gap cla khich san hen dip duge
dén khach, chio tam biét va chiic khdch may mén.

* Tinh huong 14

- Chao dén khach.

- X4c nhén lai viéc dat budng véi khéch.

- T6 ¥ théng cam v6i khdch vé viee khdch bi that lac hanh 1y, tran an khdch
va nhiét tinh gitip d& khich.

+ Hoi khach va ghi lai nhiing thong tin vé chuy€n bay va hanh ly (phiéu
gui hanh 1y cia khach)

+ Hang hang khéng

+ S& phigu chuyén bay

+ Thoi gian va dia diém xuét phét va di€ém dén

+83 Iwong va chiling loai, dic diém hanh 1y bi that lac

+ 86 phiéu gut 1o khai hanh 1y

+ Lién hé v&i nhitng dia chi can thi€t dé hoi thong tin v€ hanh 1y cha khach,
ghi lai va thong bao cho khach

+ Gidp khdch vé thi tuc nhan [ai hanh 1y
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* Tinh huéng 15

- Chao dén khdch

- Tim hiéu nhu cau cta khich

_- Cam on khich,di dén khich san

- Gidi thiéu cho khidch vé khich san .

+ V€ cic loai budng ma khich san c6, gia ca timg loai buéng va nhitng vu
diém vé budng, céc chinh sdnh vu dai.

+ Céc dich vu ¢6 trong khdch san.

+ Vitri ca khich san, sy thudn tién vé giao thong, khéng khi.

+ Thuyét phuc khdch nhitng wu thé cha khéch san nhé nhur khéng khi gia
dinh, su phuc vu tan tinh chu ddo.

+ Dua khdch di tham quan khéch san, cdc loai buéng va dich vu khéch san

- Thuyét phuc khédch huu tri tai khdch san.

* Tinh hudng 16

- Chao dén khach khi dén khédch san.

- Xdc dinh va thong bdo cho khich budng ctia khach di dugce chudn bi sdn.

- Lam tht tuc nhén budng cho khach va héi khach vé chi cho (khach mudn
mang ché vao buéng).

+ T& nhi nhic khich vé noi quy chia khach san khong cho phép mang sic
vat vao budng va nhing khu dich vu cta khdch san dé khong anh hudng dén
khéch khic,

+ Goi y v6i khach: khdch san s& thu xép mot ché nhd cho chi ché cua
khach trong khich san.

+ Ghi lai trudng hop dic biét trén va thong bdo cho cdc bo phan cé lien
quan trong khach san.

- Néu khdch khong dong ¥ véi hudng gidi quyét néu trén cha khdch san thi
xin 161 khéch, t& nhj tir ch6i khéong thé 1am thi tuc nhan budng cho khéch dwoc.

* Tinh huong 17

- Chao dén khich.

- Tim hi€u nhu cdu clia khach.

- Gi6i thi¢u cac loai budng cho khach lua chon.

- Mugn gidy 1o tuy than clia khach (khach néi bi mat ho chiéu).
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+ Hoi tham khach vé viéc mat ho chiéu (thdi gian, dia diém mat, 1y do mat,

da khai bdo v§i co quan cong an chua, dai st quéin chua? ¢6 gidy chimng nhén

mat

bido

hé chiéu khong?)

Néu khach chua lam cédc viéc khai bdo trén phai thong bdo cho khach khai
vGi cuc quan 1y xuit nhap canh va dai sit quéan cia khach

+ Hoi khich xem khdch con loai gidy t&i ndo khic cé anh khong.

Néu khach cé gidy to khdc 1am tha tuc nhan buéng cho khéch.

Néu khach khong cé yéu ciu khdch lam thi tuc bao lanh tir phia ban be,

cong ty dén ti€p khich hay dai st quan.

- Lam tha tuc nhan budng cho khich.

- An cu khach binh (inh, cé thé ho chiéu cua khédch sé duge tim lai.
* Tinh huong 18

- Chao don khach.

- Tim hiéu nhu cdu cua khédch.

- Tran an khach dé khéch binh finh che khdch san giai quyét.

- D€ nghi 14i xe taxi vui long che.

- Pé nghi khich dua voucher ma khach dd mua ctia hiing 1it hanh d¢€ kiém tra.
+ Tén hang Ir hanh ma khach da mua tour.

+ Tén dia chi khach san.

+ Cac dich vu

Budng: Loai budng, thdi gian luu trii, gid budng.

Phuong ti¢n duta don.

Cic yéu cdu khdc.

(Sau khi kiém tra thay ding 13 clia khach san va hdng 1& hanh thuong

xuyén dat budng tai khach san).

- Khiing dinh v&i khdch 12 khéach da dén ding khdch san ghi trong voucher va

thong bdo véi khich 12 hang lit hanh chua dat buéng cho khich tai khédch san.

- Pé nghi khéch chd dé 18 tan kiém tra lai v6i hang lif hanh (khong lién

lac dugce).
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* Dé nghi khdch thanh rodn tién taxi, ngy mai khdch san s& lién lac véi
hing it hanh d€ thanh todn lai cho khéch.

* Néu khdch tir chéi, khdch san trd tién taxi ho khach, nhung ngay mai
khach cung khéach san lién lac véi hang 1t hanh dé nghi thanh todn lai cho
khach san.

Néu hing tlr chéi thanh todn (hi khach phai hoan tra lai tién taxi cho khéch
san va nhan lai hod don v¢ thanh todn cho hang [ hanh phat hanh thé sau.

+ Vin dé lam tha tuc nhan budng.

- Khdch san s& lam tha tuc cho khach va cung cédp cho khich loai buéng,
ciic dich vy ghi trong voucher, nhung ngay mai khach san s& lién lac véi hing
Iit hanh dé kiém tra lai.

Neéu hing lit hanh tir chéi khong thanh todn cho khédch (vi Iy do nao dé) thi
khich phai thanh todn cho khach san va nhan lai hod don dé thanh todn lai véi
hang 1 hanh sau.

- Lam tht tuc cho khédch nhan buéng.

- Tién khéch lén budng va xin 18i khdch vé nhimg truc trac nhd ban déu.
Hy vong rang khéch s& hai 1ong khi & lai khach san.

- Tré tién taxi va thong bdo cho cdc bo phan phéi hgp phuc vu khéach.

* Tinh huong 19

- Chao dén khach va gitp khach hanh 1y,

- Xdc nhan lai viéc dat budng véi doan khéach.

- Xin 161 khéch va thong bdo cho khich vi s& luong ctia doan di dat chua
du 56 luong vi cdc phong khic chua tra budng.

- Xin phép doan khdch ngoi dgi va moi nude doin khéach. _

- Hoi ¥ kién trudng doan 1am tha tuc nhan budng trude cho doan va xé’p
mot s6 khidch vao nhitng budng trong.

+ Nhitng khéch con lai goi § cho khach di tham quan hodc s dung cic
dich vu cua khéch san.

+ Néu doan khong dong y x€p tam khach vao nhimg loai buéng khdc va
théng bdo lai khi ¢é budng ding yéu cdu cua doan.

+ Cam on doan khdch va hita 14n sau s& khong ¢6 tinh trang nay xay ra.
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* Tinh huong 20

- Chéo dén khach.

- Héi tén ctia khach v tim hé so khéch hang.

- Khing dinh véi khich budng ctia khich dat da durge chuéin bi sin sing.

- Ggi ¥ cho khach thué loai budng khéc.

+ Néu khéach san cé loai buéng cé 2 phong ngu goi ¥ cho khiach dé khdch
rd ¢6 phong nga riéng cho b6 me va con.

+ Néu khach san khong c¢é loai budng trén, ggi ¥ khdch ké thém giudng
cho con vao phong dé tién cho viéc bé me cham séc.

+ Hodc gid thiéu cho khach thué 2 budng canh nhau hoac déi dién nhau.

- Goi y cho khach biét khich san s€ bd tri dich vu tréng tré gidp khéach.

- GiGi thiéu cdc trang thiét bi trong budng vi hoi xem khéch cé nhu cdu
thém gi khong?:

- Lam tha tue nhan buéng cho khach.

- Chiic khach nghi ngoi vui v€.

IL. THUC HANH XU LY TINH HUONG XAY RA TRONG QUA
TRINH LAM THU TUC NHAN BUONG CHO KHACH.

1. Diéu Kkién thuc hién
1.1. Dia diém thuc hanh: Phong thuc hanh 1& tan
1.2. Thiét bi dung cu: Quay 1€ tan, dién thoai, mdy vi tinh...
1.3. Thoi gian
2, Trinh tu thuc hién.
2.1. Nghién ciru cdc tinh hudng
- 2.2. Trinh tit tién hanh,

TT | Tén cong viéc Thiét bi dung cu Yéu cau k§ thuat
1 Di¢n mao c4 Phong thuc hanh - V& sinh ¢4 nhin sach s& theo
nhan = 18 tan, quéy 1€ tan. | dung quy dinh.
- Téc, mat va tay sach s€ gon

| gang.
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- Déng phuc gon gang ding
quy dinh.

Khu vue lam
viéc

Phong thuc hanh

1¢ tan, qudy & tan,

may dién thoai,
mdy fax, mdy vi
tinh, gia dé tai
liéu...

- Trang thiet bi ddy du hoat
dong tot

- Mau biéu va dung cu vin
phong phdm diy db va duoc dé
ding noi quy dinh.

- Khn vuce dai sanh vé sinh sach
s&, sap s€p gon gang tao tinh
thim m¥§

- Qudy & tan vé sinh sach s&,
sap x&p cdc trang thiét bj khoa
hoc, trang tri ¢6 tinh tham my
tao duge dn tuong cho khach.

tinh huéng.

1€ tan, dién thoai,
may vi tinh...

3 | Tuthé tic Phong thyc hanh | - Dong phuc gon gang diing
phong 1€ tan, quay 1& tan, | quy dinh cla khich san.
déng phuc. - T th¢ tdc phong ding thing
dang hoang, tu tin, chi dong
chao dén khach.
4 | Nghién citu céc | - Phong thuc hanh | - Doc k¥ cdc tinh huéng duéi
tinh huéng. 1& tan, quiy 1& tan | 16p, dua ra dép 4n.
- Théo luan nhém dé tim ra
cdch xu 1§ 61 vu.
5 | Thue hanh xit ly | - Phong thuc hinh

- Céin ¢ vao cdch xur 1y cia cédc
nhém ca 1&p thao luan.

- Cidc nhém cic cit vao céc tinh
hudng di giai quyét déng vai
nhan vién 1& tan, déng vai
khdch tap xur 1y cdc tinh hudng.
- Binh tinh, tu tin xit 1§ cdc tinh
huéng do khich dé ra trong qua

trinh nhdn dat buéng cho

khich.

17. GTTHNVLT-A
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- XU 1Y céc tinh huéng nhanh,
chinh xdc theo ding chuyén
mon nghiép vu

2.3. Hudng dan chi tiét thuc hién cac cong viéc

Tén cong viéc

Hudng dan

Thuc hanh xir 1y
cdc tinh hudéng xay
ra trong qué trinh
1am tht tuc nhan
budng cho khéch.

- Binh tinh nghién cttu k¥ tinh hudng xay ra

- Nén hét sic kiém ché, tranh bao thi, buc tifc hay cdu
gian dé6i véi khiach.

- Tuyét déi nhan vién 1€ tan khong duge tranh luan véi
khach.

- Tim phuong dn giai quyét ¢ hiéu qua nhit

- Truding hop tinh hudng xay ra vugt qua quyén han giai
quyét, nhan vién 1€ tan can nhanh chéng ghi chép lai va
bdo cho ngudi phu trach gial quyét.

- Nhan vién 1& tan khong nén hita véi khach diéun gi
vugt qui quyén han cliia minh.

- Né&u vén dé khong thé gidi quyét nhan vién 1€ tan phai
bdo ngay cho khach, tuyét d6i khong dé khiach qué hy
vong va chg doi.

- Nhan vién 1€ tan trdnh thdi do im lang, khédch cho ring
nhan vién 1 tan khong chu ¥ nhimg diéu ho ndi va diéu
d6 cang lam khach buc minh hon.

- Nhan vién 1€ tan luon luon to ra hét sic thanh that va
thién chi khi gidi quyét tinh huéng.

3. Cac dang sai hdng va cach phong ngira

TT

Hién tugng

Nguyén nhan Cach phong ngira

cho khach

1 | Xlr 1y tinh hudng
khi nhan dat budng

Chua nghién ciru k¥
tinh hudng xay ra
trong qué trinh lam

Nghién ctu kj cdc tinh
huéng xdy ra trong qua

chua trinh lam thit tuc nhan
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chinh xac thi tuc nhan buéng
cho cac d6i tuong
khiach. Chua binh
tinh, ty tin khi xir 1y
tinh hudng.

budng cho cdc d6i trong
khach, thdo luan dé xit ly
cic tinh huéng.

Cau hdi va bai tap

Il. THUC HANH NHAN BIET CAC THONG TIN VA NHAP CAC THONG TIN VAO SO VA

TO ROI.

1. Anh (chi} hay cap nhat cac thdng tin sau vao phiéu khai bao tam tra va s dang ky

tam trd
Mr: Peter Cesh
Qudc tich: Anh
Ngay sinh:’04l1 211947
58 hé chiéu: 900475142
Thi thuc s6: 334/NG/194
Gié tri: 30/12/2005
Nhap canh ngay: 12/8/2005
Qua clra khau: Noi Bai

2. Anh (chi} hdy cap nhat céc thang tin sau vao phidu khai bao tam tri va s6 dang ky

tam trid cho doan khach cla céng ty Viettravel
- Ly Thanh Hoa
Nam sinh: 1978
Ho khdu: Ha Noi
S& CMND: 0126274689 (ngay cap 30/3/93)
- Bach Viét Hudng
Nam sinh: 1663
Hé khau: Yén Bai
86 CMND: 0774584588 (ngay cap 23/7/87)
- D& Anh Tuan
Nam sinh: 1973
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Ban

H& khdu: Quan Binh Thanh - Thanh phd HCM
S6 CMND: 0127561380 {ngay cap 26/11/90)

- Mai Xuan Trudng '
Nam sinh: 1972

Ho khdu: Ha Tay

S& CMND: 0151234669 (ngay cap 2/5/89}

- Nguyan Thi Mai Lan

Nam sinh: 1945

Hé khdu: Nam Binh

Sd CMND: 0178979349 (ngay cdp 23/5/70)

3. Anh (chi} hdy lam thd tuc dang ky cho doan khach Nhat Ban do dai s quan Nhat
dén tiép.Thai gian luu tra tir ngay 01/2 - 15/2

- Mr. Sumi koto '

Ngay sinh: 1/4/1971

$6 ho chiéu: 70056662

S48 thi thyc: 537/NB/62 (Thai han: 01/12/05)
S8 phiéu XNC: 374 - Ngay nhap canh 01/2/2005
2- Mr; joka tamasi

Ngay sinh: 31/1/1963

54 hd chiéu: 70063517

S8 thi thuc: 538/NB/62 (Thdi han: 12/11/2005)

S§ phidu XNC: 375 - Ngay nhap canh: 01/2/2005
- Ms. Osika tama

260

Ngay sinh: 18/2/1960

$6 ho chidu: 70012555

S6 thi thuc: 539/NB/62 (Thdi han 14/12/2005)
S& phiéu XNC: 376 - Ngay nhap canh 1/2/2005
- Ms: sumiko miki

Ngay sinh: 7/1/1979

S8 HC: 70054621

S8 thi thuc: 540/NB/62 (Thdi han: 1/1/2006)

S& phigu XNC: 377 - Ngay nhap canh: 1/2/2005



Il. THYC HANH CAC THAO TAC PHUC VI HANH LY CHO KHACH TOI KHACH SAN
1- Thufc hanh céc thao tac phuc vu cho khach 1é 1§i khach san

2- Thuc hanh cac thae tac phuc vu cho khach doan t6i khach san
L THYC HANH LAM THU TUC NHAN BUONG CHO CAC P8I TUONG KHACH
1- Lam thi tuc nhan budng cho khach 1é da dat budng trudc.
2. Lam thd tuc nhén budng cho khach 1& chua dat budng trudc
3- Lam thdl tuc nhéan buéng cho khach doan
4- Lam thd tuc nhan budng cho khéach quan trong.

V. THUC HANH XS LY CAC TINH HUGNG XAY RA KHI LAM THU TUC NHAN
BUONG CHO KHACH

1- Tinh huéng 1

éng Lé Van Nam - Giam doc Céng ty I hanh Sunsine da dat mét buéng don dac
biét gia 300.000d/1 d&m i ngay 11/3 - 18/3.Hay Iam thi tuc nhan budng cho ng Nam.

La nhan vién 18 tan, anh (chi) sé giai quyst tinh hudng nay nhu thé nao?

2- Tinh huéng 2

Khach d& dat chd trudc, nhung khi ti khach san loai bubng ma khach dat da hét.
Khach san chi con loai budng thap hon.

La nhan vién 1& tan, anh (chi) s& giai quyét tinh hudng nay nhu thé nao?

3- Tinh huéng 3

Khach da dat cho trude (Qua mét cdng ty It hanhinhung khi dén khach san khach tir
chdi vi cho rang khach san ¢6 vi tri khéng thuan Igi v6i ho riing hang I hanh da lira ho.

La nhan vién |& tan, anh (chi) s& gidi quyét tinh huéng nay nhu thé nao?

4- Tinh hudng 4

Hém nay Khach san da nhan kin budng, khach da dit trudc ché cho 5 dém dén (am
tha tuc nhan budng.Vi mot ly do khach quan nao d6 (vi du: buéng hdng) khdng con
budng cho khach dém nay, tir 4ém mai s& cd budng theo yéu cau clta khach.

La nhan vién 1€ tén, anh (chi} s& giai quyét tinh hudng nay nhu thé nao?

5- Tinh hudng 5

MGt doan khach du lich di tour qua mét cong ty Ir hanh da dat trudc 10 budng tai

khach san vao mot ngay xac dinh, D&n ngady doé khi doan t6i khach san chi con 9 budng
danh cho doan.

La nhan vién 18 tan, anh (chi) s& gidi quyét tinh huéng nay nhu thé nao?
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6- Tinh hudng 6

Khach di tour qua cdng ty It hanh sau khi lam thi tuc nhan budng va 1én nhan buéng
khach ché budng khdng vé sinh va tr chi khéng & khach san

La nhan vién 1& tan, anh (chj) s& gidi quyét tinh hudng nay nhur thé nao?

7- Tinh huéng 7

Khach da dat mot budng ddi (budng 2 gidng) nhunmg khi dén nhan budng thi khach
lai gém 3 ngudi. Khach san con budng tréng nhung khach dit khoat khéng chap nhan dé
nghi cQa [& tan thué thém mét budng vi cho ring chi cdn mét budng 1a dd

La nhan vién 1& tan, anh (chj) s& gidi quyét tinh hudng nay nhu thé nao?

8- Tinh hudng 8

Doan 20 khach Nhat Ban clha hang lir hanh dén khach san 1am thit tuc nhan budng.

La nhan vién 1& tan, anh (chi) & gidi quyét tinh hudng nay nhu thé nac?

9- Tinh huéng 9

D4 qua 12 gi& trva doan khach du lich da ¢at budng trudc dén lam thi tuc nhan
budng. Khach san chuta dis s6 buéng cho doan nhu da dat truéc vi mét s8 khach d cac
buéng di ra ngoai chua tra budng

La nhan vién 18 tan, anh (chi) s& giai quyét tinh huéng nay nhu th& nao?

10- Tinh huéng 10

Mot gia dinh hai vg chéng va ba da con (1ir 6 tudl dén 15 tudi) dén thué budng.

L& nhan vién |18 tan, anh (chi) s& giai quyét tinh hudng nay nhu thé nao?
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Chuong 5
PHUC VU KHACH LUU TRU

Bai 1
DICH VU PHUC VU BUU DIEN

Muc tidu

- V& kisin thu: HiBu duge kién thik vé phyc vy dich vy buu didn trong khéch san

- V6 kg néng: Thyc hién thanh thao céc thao tdc ca ban khi phyc vy dich vy buu dién
cho khéach hang theo dung chuyén mén nghlép vy,

- V& thal d9: Rén luyén tac phong 1am viéc cén than, nhanh nhen, nghlém tic khi sif
dung dién thoal, rén luyén kha néng giao ti&p binh tinh, tyf tin khi sl dung d1én thoal,

I KIEN THUC CHUYEN MON VE DICH VU PHUC V{) BUU PIEN

1. Quy trinh phuc vu dién thoai

Trong thoi gian Iuu tri tai khéch san, khdch thudng sit dung dich vu dién
thoai ciia khédch san rat nhiéu. Do vay dich vu dién thoai trong khéch san'déng
vai tro rt quan trong trong viéc phuc vu khéch trong thdi gian luvu tri, D€ ddp
tng nhu cdu v& dich vu dién thoai cho khéch, nhan vién 1& tan phai sir dung dién
thoai ¢6 hiéu qua, c6 trinh d ngoai ngi thanh thao dé giao ti€p véi khdch, cé
chét giong ngot ngio, 4m 4p, truyén cam véi phong cédch tw tin chuyén nghiép.

Hién nay cdc khich san khong cdn sir dung déng hé d€ theo d6i cuée phi goi
dién thoai tlr bubng chia khiach. Mdy vi tinh clia cdc khéch san n&i véi hé théng
tdng dai cha khdch san c6 thé tr dong tinh cudc cude goi vio tai khodn cia
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khich cling véi cac thong tin nhu ndi goi, thdi gian goi, s6 dién thoai khich goi
di, gid cide ciha khich san v.v...

Trong khach san, dién thoai duge sit dung dé€ phuc vu khach trong viéc:
phuc vu khdch goi dién thoai ra ngoai, nhan cudc goi tir ngoai khéach san cho
khdach, bdo thirc khach v.v...

 Nhitng yéu cau chung khi nhan vién 1€ tan phuc vu dich vu buu dién cho
khédch bao gom;

- Tuoi cuoi trudge khi nhic mdy dién thoai.

- Cé giong néi dm 4p, truyen cam rd rang.

- Tra 161 dién thoai ngay sau hdi chuong quy dinh.

- Hoi 6 khdch goi dén s6 budng va tén khach can chuyén dién thoai.

- Khong duge cung cdp cho khich goi dén s6 budng hodc nhilng thong tin
¢4 nhan cta khdch khi chua cé su dong ¢ cla khach.

- Luén c6 gidy bt dé ghi chép thong tin cin thiét.

- Khong dé khdch goi dién thoai che lau.

- Phai luén t6 ra lich su, nha nhan va kién nhan doi véi khach.

- Chd cho ngudi goi dién thoai néi hét, khong duge ngét 161 khi ngudi goi
‘dang néi.

- Cho khich goi dat ong nghe dién thoai trude.

* Quy trinh phuc vu dién thoai khi cé nguoi ngodi goi dién cho khdch

- Buge 1: Tuoi cudi nhic mdy chio khach, xung tén khach san, sdn sang
chd phuc vu khach.

- Bude 2: Lich su hoi tén khidch edn gap, s6 budng khach can gép, hoi tén,
dia chi ciia khéch goi.

- Buoe, 3: Thong bdo cho khéch duge goi vé khach goi, néu khidch duge goi
d6ng ¥ thi n6i mdy cho khéch.

- Bitde 4: Két thic cong viéc.

* Mot sé truomg hop xdy ra khi nhdn dién thoai khdch goi.

- Trudng hgp khach dang & trén budng.

+ Lich su hoi tén khach goi va yéu cdu chd.

+ Thong bdo cho khich duge goi vé khich got.

+Thuc hién néi may cho khach.
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- Truong hop khdch ¢6 ¢ trong budng nhung khich khéng mudn tra 10i
dién thoai.

+ Lich sy thong bdo cho khédch goi biét 1a khach khong ¢6 trong buong.

+ Nhan nhan tin néu khich yéu cau.

- Trumg hop khach khong c6 trong buéng nhung khich & trong khu vy
dich vu ctia khach san.

+ Lich su thong bao cho khach goi biét khiach khong cé trong budng nhung
chua ra khoéi khu vuce ctia khédch san.

+ Hoi khédch goi ¢6 cdn tim khach khong.

+ Neéu khach goi cdn tim phai bao ngudi goi chd va lap tic bdo nhan vién
van chuyén hanh Iy tim khdch ngay.

+ Néu khdch goi dién khong cén tim 1€ t4n cé thé nhan tin nhin néu khach
yéu cau.

- Truomg hop khich da ra khoi khich san.

+ Lich su thong bdo cho khédch goi 1a khach da ra khai khéch san.

+ Hoi xem khach ¢6 muén nhén gi khéng.

+ Nhan nhén tin khi khach yéu cdu.

- Truong hop khédch da dat buong nhung chua dén khach san.

+ Lich sir thong bdo cho khach goi ta khdch ho cin tim chua dén khach san.

+ Nhan nhan tin néu khich yéu cau.

+ Chuyén tin nhin khi khdch dén ding ky nhan budng.

- Céch thite thue hién nhan nhin tin cho khéch.

+ Hoi céc thong tin ctia khach cin goi nhur: tén, s8 bubng va céc théng tin khic.

+ Hot cdce théng tin clia khich goi: tén, dia chi co quan, s6 dién thoai lién hé

+ Hoi noi dung tin nhén.

+ Lap phiéu nhén tin.

+ Nhanh chéng chuyén phi€u tin nhén cho khich.
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Biéu 5.1: Phiéu nhdn tin nhdn

MESSAGE FORM

PHIEU NHAN TIN NHAN
Guest Name Tén khich:
Room Number buéng s6:

WHILE YOU WERE OUT

TRONG LUC ONG (BA) RA NGOAI

Mr / Ms Ong (ba):
Address Pia chi:
Phone Number S6 dién thoai:

. Telephoned goi dén []  Wantto see you Mudn gip ong (ba) []
Will call again S& goilai [l Urgent Khén cap []
Message Nhin lai:

Date Ngay: Time Gio: Taken by Ngudi nhan:

“ Bai hoi thoal giao tiép giita nhdn vién lé tdn va khdch & ngodi gol dién
vao cho khdch & trong khdch san trong trudmg hop khdch c6 & trong budng.
(Vf du: Chi Pham Thi Hoa dang luu tri tai budng 205 tix ngdy 10/07/2005
dén ngay 15/07/2005, ngay 12/07/2005 anh Lé Vdn Hoq goi dién thoai mudn
g4p chi Hoa)

R: Khdch san thuong mai du lich xin nghe, t6i c¢6 thé gidp gi cho quy
khéch khong a?

K: Chao c6, tdi mudn gap chi Hoa & phong 205.

- R: Da thua anh, xin anh cho bi&t quy danh ctia anh?

K: Toila Lé Vin Hoa.

R: Da thura anh, xin maoi anh dgi em mét gidy lat.

L& tan nhin vao 6 dé chia khod dé xdc dinh xem khach cé giri chia khod
budng hay khong, trudéng hop nay chi Hoa khong gui chia khod cé nghia 12
chi Hoa dang & trong budng, nhan vién 1€ tan lién hé véi chi Hoa va néi mdy
cho khach.
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Nhén vién 18 tan goi dién dén bubng clia chi Hoa va théng bdo cho chi
Hoa bi¢t 1a cé anh Hoa goi dién muén gap chi, néu chi Hoa dong ¥ nghe dién
thoai nhan vién [€ tan phai nhanh chéng n6i mdy cho khéch.

Da thura chi Hoa anh Lé Vian Hoa goi dién thoai muén gap chi, vay chi ¢6
noi chuyén véi anh Hoa khong a?

Chi Hoa: U, em néi m4y cho chi ngay nhé.

R: Vang, em s& néi mdy ngay cho chi.

Luu y: Nhan vién lé tan khong dugc nghe trom céc cude dam thoai cla
khéch théng qua dién thoai.

* Bai hoi thoai giao tiép gifta nhdn vién 1é tan va khdch ¢ ngoai goi dién
vao cho khdch ¢ trong khdch san trong truong hop khdch ¢é ¢ trong budng
nhung khong muon trd loi dién thoai. (Vi du: Chi Pham Thi Hoa dang luru
trit tai buong 205 tir ngay 10/07/2005 dén ngay 15/07/2005, ngay 12/07/2005
anh Lé Vin Hoa goi dién thoai mudn gdp chi Hoa)

R: Khéch sanThuong mai du lich xin nghe, t6i ¢6 thé giip gi cho quy
khich khong a?

K: Chao o6, t61 mudn gip chi Hoa & phong 205.

R: Da thua anh, xin anh chd em mot chit. Thua anh chi Hoa d4 giii chia
khod va di ra ngodi, vy anh ¢6 nhén lai gi cho chi Hoa khong a?

K: Cam on em, anh khong nhén lai g, ¢6 gl anh s& goi lai sau.

R: Da vang, xin chio anh.

K: Chao em.

* Bai hoi thoai giao tiép giita nhdn vién Ié tén va khdch & ngodi goi dién
vao cho khdch & trong khdch san trong truong hop khéch khong c¢6 & trong
buéng khdch nhiing vdn ¢ trong khu vwc khdch san. (Vi du: Chi Pham Thi
Hoa dang luu tri tai buéng 205 6ir ngay 10/07/2005 dén ngay 15/07/2005,
10h ngay 12/07/2005 anh Lé Van Hoa goi dién thoai mudn gdp chi Hoa
nhiung chi Hoa khong c6 & trong buéng, chi dang ¢ trong khu vuc dich vu
cuia khdch san, anh Hoa nhdn lai cho chi Hoa la goi dién ngay cho anh Hoa
theo sd dién thoai 0912.233.399)

R: Khédch san Thuong mai du lich xin nghe, t6i ¢6 thé gitdp gi cho quy
khach khoéng a?

K: Chao em, anh muén gap chi Hoa & phorig 205.
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R: Da thua anh chi Hoa hién tai khong cé & trén buéng, chi Hoa dang tham
gia dich vu nao do cua khach san, anh ¢6 can chiltng em tim chi Hoa dé dam
thoai véi anh khong a.

K: Cam on em, théi chiit nita anh s& goi dién lai.

R: Da thua anh anh ¢6 nhin lai cho chi Hoa khong a?

K: Thé thi t6t, em ghi tin nhan ho anh: Chi Hoa goi dién thoai ngay cho
anh Lé Van Hoa theo s6 dién thoai: 0912.233.399.

R: Da ving thita anh, xin anh cho phép em nhic lai ndi dung tin nhan clia
anh: Chi Hoa goi dién thoai ngay cho anh Lé Vian Hoa theo sd dién thoai:
0912.233.399 ¢6 phaij khong a.

K: Puing réi ddy, cam on em, chio em.

R: Da vang chao anh.

MESSAGE FORM
PHIEU NHAN TIN NHAN
Guest Name Tén khdach: Pham Thi Hoa
Room Number budng s6: 205
WHILE YOU WERE OUT
TRONG LUC ONG (BA) RA NGOAI
Mr / Ms Ong (b3): Lé Van Hoa
Address Dia chi:
Phone Number S¢ dién thoai: 0912.233.399 _
Telephoned goi dén Want to see you Mudn gap ong (ba)
Will call again S& goi lai []  Urgent Khén cap []
Message Nhian lai: Chi Hoa goi dién thoqi ngay cho anh Lé Vin Hoa
theo s6 dién thoai: 0912.233.399.
Date Ngay: 12/07/2005 Time Gid:10h Taken by Nguoi nhan: Lé Thi Thuy

* Bai hoi thoai giao tiép gifta nhdn vién Ié tdn va khich o ngodi goi dién
vao cho khdch ¢ trong khdch san nhung khdch da ra khoi khdch san.
(Vi du: Chi Pham Thi Hoa dang huu trit tai budng 205 ti ngay 10/07/2005
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dén ngay 15/07/2005, 9h ngay 12/07/2005 anh Lé Véin Hoa dia chi 20 phé
Hang Bong goi dién thoai muon gdp chi Hoa nhung chi Hoa dd giti chia khod
va dd ra khoi khdch san, anh Hoa nhdn lai cho chi Hoa hen gdp chi Hoa liic
15h chiéu ngay 12/07/2005 tai qudn Cafe 36 pho Nguyén Hitu Hudn)

R: Khéch san Thuong mai du lich xin nghe toi ¢4 thé gitp gi cho quy
khich khong a?

K: Chao em, anh mudn gép chi Hoa & phong 205,

R: Da thua anh chi Hoa d3 giri chia khod va di ra ngoai khach san réi a,
thua anh, anh ¢6 nhén lai cho chi Hoa khong a?

K: Thé thi t6t, em ghi tin nhan ho anh: Khj nao chi Hoa vé em nhén hg anh
la anh L& Van Hoa hen gap chi ldc 15h chiéu ngay 12/07/2005 tai quan Cafe
36 ph6 Nguyén Hitu Huén.

R: Da vang thwa anh, xin anh cho phép em nhic lai n6i dung tin nhin cfia
anh: Khi nio chi Hoa vé em nhin h¢ anh 13 anh Lé Van Hoa hen gap chi lic -
15h chi¢éu ngay 12/07/2005 tai quan Cafe 36 phé Nguyén Hiru Huan.

K: Diing r6i ddy, cim on em, chio em.

R: Da vang, chio anh.

MESSAGE FORM

PHIEU NHAN TIN NHAN
Guest Name Tén khach: Pham Thi Hoa
Room Number budng sé: 205

WHILE YOU WERE OUT

TRONG LUC ONG (BA) RA NGOALI
Mr / Ms Ong (ba): Lé Van Hoa
Address Dija chi: 20 phd Hang Bong
Phone Number S6 dién thoai:
Telephoned goi dén L] Want to see you Muén gip ong (ba) L]
Will call again S& goi lai [ Urgent Khén cap [
Message Nhén lai: Ank Lé Vin Hod hen gdp chi lic 15k chleu ngay
12/07/2005 tai qudn Cafe 36 phé Nguyén Hivu Hudn.

Date Ngay: 12/07/2005 Time Gid: h Taken by Ngudi nhan: Lé Thi Thuy

* Bai hoi thoai giao tiép giita nhdn vién Ié tin va khdch & ngodi goi dién vao
cho khdch trong truong hop khdch dd ddt buéng nhung chua ding ky khdch san
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(Vi du: Chi Pham Thi Hoa dit budng ngay 05/07/2005 va sé dén o budng 205 tir
ngay 10/07/2005 dén ngay 15/07/2005. Nhung dén ngay 08/07/2005 chi Hoa goi
dién thoai doi ngay dang ky tir ngay 12/07/2005 dén ngay 17/07/2005, 14h ngay
11/07/2005 anh Lé Vin Hoa goi dién thoai muon gdp chi Hoa nhung chi Hoa
chua ddng ky khdch san, anh Hoa nhdn lai khi nao chi Hoa dén khdch san goi
dién ngay cho anh Hoda theo sé mdy: 0912.233.399)

R: Khéch san Thuong mai du lich xin nghe, t6i ¢6 thé gitp gi cho quy
khach khong a?

K: Chao em, anh muén gap chi Hoa.

R: Da thua anh, chi Hoa dd déi ngay dén dang ky khdch san tir ngay
10/07/2005 sang ngay 12/07/2005, ngay mai chh Hoa mdéi dén khach san lam
thit tuc diing ky khach san, vay anh cé nhin lai cho chi Hoa khong.

K: Thé thi t6t, em ghi tin nhan ho anh: Khi no chi Hoa dén khach san goi
dién ngay cho anh Hoa theo sd mdy dién thoai: 0912.233.399.

R: Da vang thua anh, xin anh cho phép em nhic lai ndi dung tin nhén cta
anh: Khi nao chi Hoa dén khach san goi dién thoai ngay cho anh Lé Van Hoa
theo s6 dién thoai: 0912.233.399 ¢6 phai khong a.

K: Diing rdi ddy, cam on em, chio em.

R: Da vang, chao anh.

MESSAGE FORM
PHIEU NHAN TIN NHAN
Guest Name Tén khach: Pham Thi Hoa
Room Number budng sé:
WHILE YOU WERE OUT
TRONG LUC ONG (BA) RA NGOAI
Mr/ Ms C)ng (ba): Lé Van Hoa
Address Dia chi:
Phone Number S6 dién thoai: 0912.233.399
Telephoned goi dén Want to see you Mudn gap ong (ba)
Will call again S8 goilai L1 Urgent Khén céip L
Message Nhan lai: Khi nao chi Hoa dén khdch san goi dién thoai ngay
cho anh Lé Van Hoa theo s6 dién thoai: 0912.233.399.
Date Ngay: 12/07/2005 Time Gio: 14h Taken by Ngudi nhan: Lé Thi Thuy
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2. Quy trinh bao thirc khach

Mot s6 khdch heu tri tai khéch san, do ¢6 yéu cdu chinh xdc vé gio gidc
hoac mot s6 1y do khéc, cho nén thudng xuyén yéu ciu nhan vién 1& tan béo
thitc khach. Khi nhan duge yéu cdu bdo thic ciia khdch, nhan vién 18 tan phai
ghi chép chinh xdc day du cdc thong tin nhu: thoi gian bdo thic, s6 budng cia
khach, hinh thifc bdo thitc. Nhéan vién téng dai cdn phai chi y tranh tinh trang
quén bdo thitc khdch vi ¢6 thé xay ra nhimg hau quéa Ién nhu khéch bi 1§ cic
cudc hop, 1& chuyén bay hoic tai hai hon nita 13 thiét hai vé tai chinh vi da bd
16 nhimg hop dong lam an lén, 1am cho khach buc boi va khong bao gidy trd lai
khéch san nita, tham chi khéch san con phai béi thudng ca thiét hai vé mat tai
chinh cho khéch.

* Quy trinh tiép nhdan va bdo thicc khach

- Quy trinh ti€p nhén bdo thitc khich:

+ Budce 1: Chao khach va goi ¥ gitip d& khach.

+ Buoc 2: Ti€p nhan yéu cdu béo thiic va hoi cc thong tin: ho tén khéch, s§
buodng va thdi gian bdo thite, hinh thie bdo thic va ght vao phi€u nhan bdo thiec.

+ Buese 3 Nhic lai cho khdch nghe moi thong tin vé yéu ciu bso thite ciia khéch.

+ Buoe 4: Ghi vao s6 giao ca dé ca sau liu ¥ bio thifc khach.

- Quy trinh thuc hién bdo thite khich

+ Quy trinh thuc hién bdo thic tryc tiép:

¢ Buoe [: GO cira budng khédch, chd khich ra ma cira.

® Bige 2: Chao khédch, xung danh va tén bo phan.

® Bude 3: Thong bao cho khdch thoi gian hién thoi.

» Buge 4: Chic khiach mot ngay 16t lanh.

® Buée 5. Quay vé vi tri va vao sé sich.

+ Quy trinh thyc hién bio thitc bing dién thoai:

® Buce 1 Chao khéch, xung danh va tén bo phan.

¢ Bitge 2: Thong bao thai gian hién thoi.

e Buoe 3: Cho khich tra 101.

® Budc 4: Chao khéch, chic khich mot ngay (6t lanh va cip may.

+ Béo thifc bing chudng tu dong:

Hinh thifc bdo thiic nay thudng duge 4p dung & cdc khdch san 16n ¢6 hé
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théng mdy vi tinh. Khi nhan duge yéu cdu bao thic cua kbdch nhan vién lay
céc thong tin vé tén, s6 budng, gity khach véu céun bdo thitc... Nhan vién 1€ tan
cai dat vao hé théng bdo thic tr dong trén mdy vi tinh va may vi tinh sé& bdo
thite khach theo ding gid da cai dat.
 * Phiéu nhdn bdo thite, 0 bdo thirc khdch.
- Phiéu nhan béo thiic:
Biéu 5.2: Phiéu nhdn bdo thicc
WAKE UP CALL REQUEST
PHIEU NHAN BAO THUC
Date Ngay: '
Taken by Ngudi lap:

Number Room Number Time Remark
STT . S6 budng Thoi gian Ghi chi

e S




- S6 nhan béo thitc:

Biéu 5.3: S6 nhdn bdo thire khdich

SO NHAN BAO THUC KHACH
Ngay thang nam 200

Gio bao thae | 5h
S0 budng

5h30

6h

Cac git
khac

Hinh thiic
bao thuc

Nhan vién
thuc hién

18 GTTHNYLT-A
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* Bai hoi thoai giao tiép giita nhdn vién 1é tan va khach thuc hién quy
trinkh tiép nhén va bdo thitc khdach. (Vi du: Anh Nguyén Van Ding dang luu
trii tai budng 201 tix ngay 1/10/2005 dén ngay5/10/2005. 10h30'ngay
2/10/2005 anh Diing goi dién thoai tir trén budéng xuéng bo phdn Ié tan yéu
cdu béo thirc anh ddy lic 6k sdang ngay 3/10/2005 bing hinh thirc goi dién
thoai bdo thirc)

- Bai hoi thoai giao tiép gilra nhan vién 1€ tan thlrc hién quy trinh ti€p nhéan
nhu ¢du bao thitc cita khéch.

R: L& tan khach san xin nghe.

K: Anh mudn sing mai khach san goi anh day lic 6h. _

R: Da vang thua anh, xin anh cho em biét quy danh va s@ budng clia anh.

K: Anh 12 Diing & budng s6 201. '

R: Vang cam on anh, Da thua anh khach san clia chiing em c6 ba hinh thiic
bao thitc nhur: truc ti€p 1én budng goi, bdo thitc bang goi dién thoai, bdo thitc tu
dong. Vay anh s& chon hinh thic nao a.

K: Sdng mai béo thitc anh bing goi dién thoai.

R: Da vang thua anh, sang ngay mai ching em s& bdo thic anh béng hinh
thitc got dién thoai.

K: Uduoc réi.

R: Da thua anh Diing, anh & buéng 201, anh c6 yéu cdu béo thitc anh day
lic 6h sang ngay 3/10/2005 c6 ding khong a?

K: Diing réi day, cdm on em.

R: Da khong cé gi dz‘iu'a, day 1a nhiém vu cia chiing em, chic anh ngu
ngon, xin chao anh.

K: Chao em.
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'WAKE UP CALL REQUEST
PHIEU NHAN BAO THUC

Date Ngay: 2/10/2005
Taken by Nguai 1ap: Vii Thi Hong
Number Room Number Time Remark
STT S6 budng Thoi gian Ghi chii
L P 201 6h sdang 3/10/2005 Goi dién
5 )
3
4
5
6
7 .
8
9
10
11
12 |
$O NHAN BAO THUC KHACH
Ngay 02 thang 10 nam 2005
G bao thic Cacgio | Hinh thic { Nhan vién
Sa budng Sh | Sh30 | 6h khac bao thuc thuc hién
P 201 X Di¢n thoai | Vi Thi Héng
i
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- Bai hoi thoai giao tiép gitta nhdn vién Ié tan thuc hién quy trinh bdo
thitc khdch.

R: Xin chao anh Diing, em la Héng nhan vién b6 phan 1 tan khdch san,
hién tai la 6h sdng, xin mdi anh day a.

K: Cam on em.

R: Em chiic anh mét ngay t8t lanh, xin chao anh.

'K: Chao em.

3- Giao, nhan, chuyén thu tir, buu ph§m, fax...

* Gigo nhdn, chuyén va gii thu cho khdch.

- Giao nhan va chuyén thi cho khéch:

+ Déng ddu thoi gian ngay thang nhén lén bi thu.

+ Ghi vao s6é nhan thu.

+ L& tan va nhan vién buu dién ky vao s6 nhan thu.

+ Phan loai thur (thir cta khach, cdc bo phan).

+ Nhanh chéng chuyén thu cho khéch va yéu cau khich ky nhéan.

- Mot s6 tinh hudng xé;uy ra khi giao nhan va chuyén thu cho khéch.

+ Trudng hop khach da trd budng r&i khach san c6 thu glri dén:

e Trudng hop khéich dé lai dia chi nhan vién 1€ tan s& gl thu nhan duge
theo dia chi khdch dé€ lai.

e Trudng hop khach khong d€ lai dia chi nhén vién 1€ tan c6 thé giit lai thu
dé phong truong hop khdch quay trd lai 14y thu hodc giri thu lai cho ngudi gin
(sau mot thdi gian nhét dinh).

+ Trudng hop thu gl dén cho khdch da dat buéng nhung chua lam thi tuc
dang ky khéach san:

e Lam thi tuc nhan thu binh thudng.

e Cat thu vho hé so diang ky ciia khach.

e Chuyén thu cho khéch khi khdch dén lam thi tuc dang ky khdch san.
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Biéy 5.4 86 nhat ky nhdn thu, buu phdm

S6 nhat ky nhan thu, buu pham

Negay
thang

Tén
khach

Buong
SO

Noi
dung

Dia chi
ngudi gui

Nguoi
nhan

Khach ky
nhan

- Gin thu cho khich:

+ Dé nghi khach cho biét noi giri va hinh thitc gii.
+ Thod thuan va yéu ciu khach thanh todn cude phi buru dién.
+ Nhanh chéng gtri thw cho khéch.

277



Biéu 5.5: S6 nhat ky gt thu, buu phdm

S6 nhat ky gui thu, buu pham

~ Ngudi thuc

N8aY | ren khach | BUOne e

thang o Guidén | Néi dung

- Nhan va gl thir dién tir cho khach

+ Nhén thu dién t:

e Kiém tra 3 14n mot ngdy xem c6 thu dién tir giri t¢i khdch san khong.
e In thir di¢n tlt cho khach. '

e Phan loai thu dién tit theo dia chi.

# Cho thu dién t&f vdo phong bi chuyén cho khach ngay.
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+ Gui tha dién tir cho khéch

« Dé nghi khich cung c4p tén ngudi nhan, dia chi hgp thu dién tir (E- mail)
¢ Panh nd1 dung thur va thue hién giti thu cho khdch.

e Tinh cuéce phi, 1ap phiéu thanh todn dich va va chuyén cho bo phan thu ngan.
* Giao nhdn, chuyén va gii buu phdm cho khdch

- Giao nhan, chuyén buu phdm cho khach

+ Déng déu thdi gian va ngdy théng nhan buu phim.

+ Ghi vao s6 nhan buu phdm.

+ L& tan va nhan vién buu dién ky vao sd nhan buu pham.

+ Phan loai buu phdm.

+ Béo quan buu phdm. |

+ Nhanh chéng chuyén buu phdm cho khéch va yéu cdu khéch ky nhan.

- Giri buu phdm cho khach

+ D¢ nghi khach cho biét noi gii.

+ Thoa thuan va yéu céu khich thanh todn cuéc phf buu dién.

" + Nhanh chéng glri buu phadm cho khach.

* Nhdn, chuyén fax gitp khdch

- Nhan fax gitp khich

Nhiéu khdch lwu tri t&_li. khach san vdi muc dich cong vu, kinh doanh... do

vy khéch cén trao ddi cdc van ban khi cén thiét,vi thé fax 14 phuong tién lién
lac rat hivu hiéu. Hién nay & cdc khdch san mdy fax d3d duoc trang bi dé phuc
vu khach khi khdch ¢é nhu cau. Khi nhén fax cho khdch nhan vién 1& tan can
thure hién: '

+ Kiém tra s¢ trang fax.

+ Phan loai fax clia khich san va cta khach.

+ Ghi cédc thong tin vé fax vio s& nhan fax.

+ Phan loai fax cla timg khdch, cho vio phong bi, chuyén ngay'cho khach

va yéu cdu khach ky nhan.

- Mot s6 tinh hué’ng.cé thé xay ra khi nhan fax cho khéch.
+ Trudng hop khdch da huy dat buéng hoac khong téi khich san, khéch da

thanh todn tra budng r&i khdch san... 1& tan ghi rd vao géc cuéi cha trang fax
nay gin tra ngudi gid.
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+ Truong hop khach dat budng nhung chua téi khdch san nhan vién 1€ tan
lwru nhitng trang fax vao hé so dat buéng cia khédch, khi khdch téi khach san
lam tha tuc ding ky khéch san nhan vién 18 14n giao lai cho khéich.

+ Trudng hop s6 lugng trang fax bi thi€u nhan vién [& tin bdo cho ngudi
nhan fax biét, sau 46 nhin vién nhan fax goi dién bdo cho noi gli vé trang fax
bi thidu.

+ Trudng hop fax gii nham dia chi thi ghi fax gii nham dia chi vao goéc
cudi trang fax va chuyén fax cho noi gii.

- Giri fax giup khéch.

+ Thong bao véi khach mire gia gii fax.

+ Kiém tra s6 trang fax khéch cén gii.

+ Nhanh chéng g fax cho khéch, 1an lugt giti cde trang fax cho khich téi
trang cudi ciing, tranh gui fax thiéu trang cho khach.

+ Lap phiéu thanh toédn dich vu gt fax va yéu céu khich ky nhan.

- Céch thitc giri fax:

+ Up mat gifly ¢6 chir 1én mdy fax.

+ Thuc hién bam $& gun fax cho khach.

Vi du: Giri fax di nude ngoai

Lé tan bdm 00 + ma nudc + ma viing + s6 fax

Guri fax dén Nhat Ban:

00 81 (Nhat) 3 (Tokyo) 5.236.245

Vi du: GUi fax di cdc tinh

'Lé tan bam 0 + mi vung + s8 fax

Guri dén thanh phd H6 Chi Minh:

0 08 (TPHCM) 8.325.458

IIL. THUC HANH DICH VU PHUC VU BUU PIEN
1. Diéu kién thuc hién
1.1. Pia diém thuc hanh: Phong thuc hanh & tan.

1.2. Thiét bi dung cu: Qudy 1é tan, dién thoai, m4y vi tinh, mdy fax, mau
bi€u, sé s4ch, phong bi...

1.3. Thoi gian: 6 tiét
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2. Trinh tu thuc hién
2.1. KiZm tra phong thyc hanh I& tan, quay 1€ tan, cc trang thiét bi
2.2. Trinh tur cong viéc chinh va yéu cau cén thiét

E TT

Tén cong viéc

Thiét bi dung cu

Yéu cau ky thuat

1

Quy trinh phuc
vu dién thoai

- Phong thuc hanh 1&
tan, quay 1& tan,
may dién thoai, miy
fax, mdy wvi tinh,
méu biéu sé sach

- Cén than chu ddo khi phuc
vu khiach dich vu phuc vu buu
dién.

- Khi giao tiép bang dién thoat
binh finh, t tin, nhic m&y
theo ding quy dinh cta khich
san. _

- Chd ¥ ling nghe vA tim hiéu
cdc théng tin khiach yéu cdu
khi phuc vu dich vu buu dién

- Giong néi rd rang, truyén
cdm theo ding chuyén mon
nghiép vu.

Quy trinh bao
thitc khach

- Phong thuc hanh
1& tan, qudy I& tan,
dién thoai, miu
biéu s sdch...

- Cén than, chu ddo khi phuc vu
bao thitc khich

- Khi giao tiép binh tinh, wr
tin, nhac mdy theo ding quy
dinh ctia khdch san.

- Tim hiéu ky cac théng tin
khich yéu.cdu bdo thic.

- Ghi lai nhanh, chinh xic céc |
théng tin khdch yéu cdu vao sé
bdo thirc.

- Nhic lai cédc théng tin cédn
than dé khdch kiém tra.

- Ping gio khiach yéu céu
nhén vién 1€ tan phdi thuc hién
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bdo thirc khich theo ding
chuyén mén nghiép vu.

3 | Giao, nhan,
chuyén thu tr

buu pham tin
| nhan, fax...

- Phong thuc hanh 18 | - Cén than chu ddo khi giao,
tan, qudy & tan,|nhdn, chuyén thu tir, biuu
dién thoai, mau biéu | phdm, tin nhén, fax.. cho
s6 sach, phong bi... | khdch. Trudong hop nhédn cho
khdch nhéan vién phai kiém tra,
phén loai, vAo sé theo ddi can
than.

- Truong hgp giao cho khach

chu dfo, cdn than, yéu cau
khach k¢ nhan.

2.3. Hu6ng dan

chi ti€t thuc hién cong viéc

Tén cong viéc

Hudng dan

Quy ftrinh phuc
vu dién thoai

* Quy trinh phuc vu dién thoai khi co ngmfﬁ' ngoadi goi
dién cho khdch o

| < Buge 1: Tuoi cudi nhdc mady chao khach, xung tén

khéch san, sén sang chd phuc vu khach.

- Buige 2 Lich su hot tén khach cédn gap, s6 budng khéich
cin gap, hoi tén, dia chi cta khich goi.

- Bigde 3: Thong bdo cho khich duge goi vé khdch goi,
néu khdch dugc goi déng ¥ thi ndi may cho khich.

- Buroe 4 Két thic cong viéc.

Quy trinh bdo
thitc khach

* Quy trinh tiép nhan va bdo thite khach

- Quy trinh tiép nhén bdo thitc khich:

+ Buéce 1: Chao khdch va goi ¥ giip do khéch.

+ Bude 2: Ti€p nhan yéu cdu bdo thirc va hoi cdc thong
tin: ho tén khéch, s6 buéng va thdi giar bdo thic, hinh
thirc bdo thitc v ghi vho phi€u nhan béo thc.

+ Buée 3: Nhiic lai cho khdch nghe moi thong tin vé yéu
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clu bdo thite ciia khach.

+ Bude 4 Ghi vao s6 giao ca dé ca luu y bdo thic khidch.
* Quy trinh thuc hién bdo thirc khdch

- Quy trinh thuc hién bdo thite truc tiép:

+Budc 1: G cita budng khich, chd khich ra m& clra.
+Bucc 2: Chao khach, xung danh vi tén b phan.

+Budc 3: Thong bdo cho khich thdi gian hién thai.
+Buoc 4: Chiic khdch mét ngay 6t 1anh.

+Bide 5: Quay vé vi trf va vio sd sach.

- Quy trinh thyc hién bdo thitc bing dién thoai:

+Buoc I Chao khéch, xung danh vi tén bo phan.

+Buoc 2: Thong bdo thoi gian hién thoi.

+Budc 3: Ch khéch trd 10,

+Budc 4: Chao khach, chic khich m6t ngay t6t lanh va
cip mdy.

* Bdo thite bdng chuong ty déng:

Hinh thifc bdo thic nay thudng dugc 4p dung & cic
khich san 16n ¢é hé¢ thong mdy vi tinh. Khi nhan duogc
yéu cdu bdo thiic ctia khach nhan vién 18y cdc théng tin

| vé tén, s6 budng, gir khich yéu cidu bdo thifc... Nhan

vién 1€ tan cai dat vao hé thong bdo thitc ty dong trén
may vi tinh va mdy vi tinh s& bdo thitc khich theo diing
gio da car dat

'| Giao, nhan,
chuyén thu tr
buu pham tin
nhin, fax...

* Giao nhdn, chuyén va gii thu cho khdch.

- Giao nhdn va chuyén thu cho khdch:

+ Déng dau thoi gian ngay thdng nhan 1én bi thu.

+ Ghi vio s8 nhan thu. -

+ L& tan va nhan vién buu dién k¥ vao sé nhan thu.

+ Phan loai thr (thu cita khich, céc b phan).

+ Nhanh chéng chuyén thu cho khédch va yéu céu khéch
k¥ nhan.
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* Gui thu cho khdch:

- Pé nghi khéch cho biét noi giri va hinh thitc giri.

- Thoa thuan va yéu ciu khdch thanh todn cude phi buu
dién.

* Nhanh chong gwi thu cho khdch.

- Nhan va giri thu dién tu cho khich

+ Nhan thu dién tir:

¢ Kiém tra 3 ldn mot ngiy xem cé thu dién uy gui téi
khéich san khong.

e In thir dién tr cho khach.

¢ Phan loai thu dién tir theo dia chi

 Cho thu dién tir vio phong bi chuyén cho khich ngay.

+ Gt thu dién tir cho khach

» Dé nghi khach cung cAp tén ngudi nhan, dia chi hép
thur dién tir (E- mail)

¢ Danh noi dung thu va thue hién guni thu cho khéch.

e Tinh cuéc phi, 1ap phidu thanh todn dich vu va chuyén
cho bd phan thu ngan.

* Giao nhdn, chuyén va giti buu phdm cho khdch.

- Giao nhan,chuyén buu pham cho khich

+ Déng ddu thoi gian va ngly thang nhan buu phdm.

+ Ghi vao s6 nhan buu phidm.

+ L& tan vA nhan vién buu dién k¥ vio s6 nhan buu phdm
+ Phan loai buu pham.

+ Bdo quan buru phdm.

+ Nhanh chéng chuyén buu phdm cho khdch va yéu cdu
khéch k¥ nhan.

- GUti buu pham cho khdch

+ Dé nghi khach cho biét noi giri.

+ Thod thuan va yéu cu khdch thanh todn cude phi buu
dién.
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+ Kiém tra'sé trang fax.

+ Nhanh chéng giri buu pham cho khach.
- Nhan fax gidp khich

+ Phan loai fax cha khéch san va cla khach.

+ Ghi céc thong tin vé fax vao sé nhan fax.

+ Phén loai fax cha timg khich, cho vao phong bi,
chuyén ngay cho khéch va yéu cdu khich ky nhan

- Gl fax gidp khach.
+ Thong bao véi khdch mue gia g fax.

+ Kiém tra so trang fax khdch can giri.

+ Nhanh chéng glri fax cho khéch, 1dn lugt giri céc trang
fax cho khéch t6i trang cudi cung, trdnh giri fax thiu
trang cho khach.
+ Lap phi€u thanh todn dich vu gl fax va yéu ciu khich
ky nhan.

3. Cac dang sai hdng va cach phong ngtra

Nguyén nhan

Cach phong ngira

Chua chu ¥ dén cong
viée.

Nghién ciu quy trinh
phuc vu dich vu buu dién,
dua vao quy trinh dich vu
phuc vu buu dién chudn
bi bai héi thoai.

TT Hién tuong

1 | Giao ti€p nhd chua
rd rang mach lac

2 | Ghi chua ding céc

thong tin vao biéu
mau, s sach.

Do chua chi y dén
cong vige.

Chudn bi t6t cdc mau bidu
s8 sdch, khi phuc vu dich
vu buu dién can chud ¥ dén
cac thong tin vé khich
hang

I KIEM TRA PANH GIA

Kiém tra dédnh gid cho diém hoc sinh thuc hanh dich vu phuc vu b dien.
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Bai 2

THYC HANH BAO QUAN
TAI SAN CO GIA TRl CHO KHACH

Muc tiéu:

- VB kién thure: Hiu rd dudc tAm quan trong cla viéc bao quan tai san c6 gia tri cho
khach theo dung chuyén mén nghiép vu.

- V& ky nang: Thuc hién thanh thao céc thao tac cd ban vé thuc hanh bao quan tai
san cb gia tri cho khach.

- V& thai d6: Rén luyén tac phong tam viéc can than, nhanh nhen, nghiém tic vé thuc
hanh bao quan tai san cé gia tri cho khéach.

I. KIEN THUC CHUYEN MON VE BAO QUAN TAI SAN CO GIA
TRI CHO KHACH

1. Bao quan hanh ly

# Quy trinh nhdn hanh Iy khdch gii:

- Bue 1: Ghi déc diém hanh 1y, s6 luong hanh ly khach giri vao sd nhin
hanh 1y va yéu cau khach ky.

- Bude 2: Lap phi€u bién nhan hanh 1y. Kep mot nura phi€u bién nhan hanh
1y 1én hanh ¢, nira con lai trao cho khdch va nhic khdch gift phign bién nhan
cén than. :

- Buoe 3: Chuyén hdnh ly cia khéch vao kho bao quan hanh 1y cin than.

* Quy trinh trd lai hanh Iy cho khdch:

- Buée 1: Nhan vién dé nghi khdch xudt trinh va klem tra lai phi€u bién
nhan hanh 1y dd giao cho khach.

- Bude 2: Giao hanh 1y cho khich va yéu céu khéch ki€m tra.
- Buoe 3: Yeu cu khdch ky sé dd nhan lai hanh 1y.
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* Mot 50 tinh hudng xdy ra khi béo qudn hanh Iy cho khdch:

- Truong hop khdch bj mdr phiéu bién nhdn hanh Iy:

+ Bdo cho ngudi phu trach biet sir viéc trén.

+ Xdc minh rd vé khach sau dé giao hanh 1y cho khéch.

+ Yéu cdu khdch viét gidy cam doan da nhan dd hanh 1y.

- Truong hop khdch uy quyén cho nguot khdc 16y hanh 1y:

+ Nhan vién 1¢ tan bdo cdo ngudi phu trach.

+ Kiém tra ky gifly uy quyén ciing véi gidy (0 tuy than clia ngudi dugc uy

quyeén.

+ Trao hanh 1y €ho nguoi duge uy quyén.

+ Yeéu clu ngudi duge uy quyén ky vao sé nhan lai hanh 1y.
Biéu 5.6: Phicu bién nhan hanh Iy

Phiéu bién nhan hanh 1y

Khéch san
S6 No:
PHIEU BIEN NHAN GUI HANH LY
Baggage tag
Tén khich giri / Name of gUest:e.c.o.oouiioiiieei e

Khach san
S6 no:;
PHIEU BIEN NHAN GUI HANH LY
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Biéu 5.7: 86 nhdn gt hanh Iy
S6 nhan gui hanh 1y

Tén
khach

-
-

Buong
5O

So luong
hanh Iy

Ngay
gui

Chir ky
cna khach

Ngay
tra

Chir
ky cua
khach

N Tl e TN W I e RN R B I S R R O

._.
=

—
——"

[

—
Lad

s

—
h

._.
=)

—
-]

o sl

—
el

[\®)
e

* Bai hoi thoai giao tiép giita khdch va nhdn vién hanh ly. Truong hop
khdch gui hanh ly. (Anh Dimh Quang Huy dén khdch san lam thi tuc nhdn
buong ngay 20/06/2005, ngay sau khi lam thii tuc nhdn buéng anh Huy c6
gui lai khdach san 01 tii. Ngay 25/06/2005 anh Huy sé ldy lgi hanh Iy anh
it tai khdch san)
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NVHL: Xin chao anh, em ¢6 thé giip gi duge cho anh khong a?

K: Chao em, anh mudn gtri mot céi tii xdch, ngdy 25/06/2005 anh s& 1y lai.

NVHL: Da thua anh, xin anh cho em biét quy danh va s6 budng cia anh
duoc khong a?

K: Anh & buéng s6 301, anh 1a Dinh Quang Huy.

NVHL: Thua anh Huy, xin anh vui 1ong chd em mot chut.

K: Duoc thoi.

NVHL: Da thua anh Huy, anh & phong 301 va anh giri tai khach san mot tii
sach, ngay 25/06/2005 anh s& 14y lai tii xdch c6 phai khong a?

K: Ping roi day.

NVHL: Xin anh vui long k¥ gitip em vao phi€u glri hanh 1y va s8 giri hanh 1y

K: Puoc thoi.

NVHL: Da thua anh Huy, day 14 phiéu bién nhan giti hanh 1y, xin anh gii
can than khi ndo anh muén lay lai hanh Iy xin anh vui long dua phiéu bién
nhan hanh 1y cho chiing em, chiing em s& tra lai ddng hanh 1y cho anh.

K: Anh ]lié'u réi, cam on em,

NVHL: Da khong ¢6 gi, thua anh d6 1a nhi¢m vu clia em, em rat han hanh
duge phuc vy anh. Da thua anh Huy anh con ¢é nhu cdu gi khéc khong a?

K: O khéng chio em.

NVHL: Em xin chic anh ¢é mot ki nghi yén tam thodi mdi tai khach san
cua chiing em. Xin chio anh.

SO NHAN GUI HANH LY

TT | Tén khach | Buéng S6 | Ngay | Chir | Ngay | Chixky
SO luong | gli | kycna | tra cia
hanh khach khach
_ 1y
I | Binh Quang 301 Oltdi | 20/06 25/06
Huy sach f05 /05
2
3
289

19.GTTHNVLT-A



Phiéu bién nhan hanh ly

Khach san
S6 No: 10

PHIEU BIEN NHAN GUI HANH LY

- Baggage tag

Tén khdch giri / Name of guest: Dinh Quang Huy
Budng s6 Room number: 301
$6 lugng hanh 1y / No. of luggage: 01 tiii sdch
Chit ky ctia khdch / Sig. Of guest:......ooocociviiiiiiiiiiee
Ngudi nhan / Attended by: Pham Van Hing
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Khach san
S6 no: 10 .

PHIEU BIEN NHAN GUI HANH LY
Tén khach giri / Name of guest: Pinh Quang Huy
Ngudi tra / Attended by: Pham Vin Hung
Thoi gian / Time: Ngay / Date:

* Bai hoi thoai giao tiép giita nhdn vién hanh 1y va khdch trong truong
hop tra lgi hanh Iy cho khdch.

NVHL: Xin chao anh Huy, em c6 thé gitip gi duoc anh khong a?

K: Chao em, hom trude anh 6 giti mot tiii xdch hom nay anh dén 14y lai

NVHL: Da thua anh Huy xin anh vui long cho em muogn lai phi€u bién
nhan gui hanh 1y,

K: U, day 12 phi€u bién nhan hanh Iy hém trude em dua cho anh.

NVHL: Cam on anh, xin anh vui ldng dgi ecm trong giay lat.

K: Pugc thoéi.

NVHL: Da thira anh Huy, 44y 1a hanh 1y anh d gt taj khdch san, xin anh
hiy kiém tra lai hanh ly anh da giri tai khéch san chia chiing em.

K: Khong cé van dé gi, du réi day.

NVHL: Xin anh vui long k¥ gilp em vao s6 gii hanh 1y 14 anh di nhén lai
dir hanh 1y.

K: Pugc théi, cam on em, chio em.

NVHL: Vang, xin chio anh.

291
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PHIEU BIEN NHAN HANH LY

Khach san
S6 No: 10
Phiéu bién nhan gai hanh ly -
Baggage tag
Tén khich gtri / Name of guest: Pinh Quang Huy
Budng s6 Room number: 301

S& luong hanh ly / No. of luggage: O1 tdi x4ch

Khach san
Sé no: 10
Phiéu bién nhan giri hanh Iy
Tén khach gui / Name of guest: Pinh quang huy
Chit ky chia khdch / Sig. Of guest:......cocooveviveerencireree e e
Nguoi tra / Attended by: Pham Van Hiing
Thoi gian / Time: 10h 30 Ngay / Date:25/06/2005

2. Bao quan tai san quy cho khach

1.1. Thong bao véi khach

Khi khéach lam tht tuc nhan bubéng, nhan vién 1& tan phai théng bdo cho
khdch dich vu glri tu trang quy cta khédch san d€ tranh tinh trang khach bi mat
tai san va bit dén khdch san, Nhan vién 1& tan c6 thé théng bdo cho khich bing
cac hinh thiic sau:

- Thong bao trén Thé budng cla khich.

Vi du: Khéch san cé thiét bi cat git vat dung duge an toan dé phuc vu
khdch. Xin hily yéu cdu nhan vién 1& tan gidp d8.

- Théng bdo truc ti€p bang 16i: Nhan vién 1& tan s& truc ti€p thong bédo cho
khich khi khiach dén khach san.
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Vi du: Khéch san ctia ching t6i khong trang bi hé théng két an toan ca
nhan tai budng ciua quy khach. N&u quy khich cé tii sin quy xin mdi quy
khdch giri lai tai bo phan [€ tan. Trudng hop néu quy khach khong gl xay ra
mdt 1ai san tai khach san, khdch san cua ching t6i khong chiu trach nhiém.

- Thong bdo biang bang 1dn viét & qudy 1€ tan.

- Thong bdo bang viéc ghi ndi dung vio bang nodi quy & budng cta khich.

1.2. Cac phuong thire bao quan tai san quy

Pé bao quan tai san quy cho khdch hién nay & cdc khach san ¢6 cdc
phuong thae sau:

- Két an toan cd nhan dat tai budng ngu cla khéch.

- Két an toan dat tai quay 1€ tan.

- Phong bao tai san.

* Két an toan cd nhdn ddt tai buéng ngu

Mot s6& khdch san 16n trang bi hé théng két an toan cd nhan dat tai buéng
ngu cua khach, khach doc quyén st dung trong thoi gian khach luu trd tai
khich san. Hinh thitc niy rat thuan tién cho khach sit dung va khoéng phai
thong bdo qua bd phan 1€ tan. Khédch c6 thé tu cai dit mi s6 cd nhan cta minh
vi khdch c6 thé thay d6i mi s6 tuy ¥ chia khach. Loai két nay khach nude ngoai
rat thich sir dung. Tuy nhién né cling ¢6 nhuge diém nhat dinh nhu: Khéch cé
thé quén md s da cai dit, khdch phai béi thudng néu trudng hop phai pha két.
Dic biét, ¢é nhimg trudng hop khich thanh todn tra budng rdi khach san nhung
van khod két va khi khach khéc vio luu trd tai budng nay khong mé duge két.

* Két an toan ddt tai qudy Ié tdn

Két an toan dat tai qudy 1€ tan Ia két kim loai cé nhiéu ngan nho dé tai san
cd nhan ctia khich nhu: d6 trang sitc, tién, ho chiéu, tai liéu quan trong duge dat
tai quay 1€ tan, noi ca khach va nhan vién déu cé thé vio duge. Két an toan chia
l1am nhiéu 6, mdi 6 déu c6 hai 6 khod va dong hoac mé bang ca hai chia khod.

O khod thit nhat 12 chia khéa van ning, do ngudi ¢d trach nhiém cua khich
san gitr.

O thit hai ¢6 mot chia khoé cd nhan do khach gitt.

Khi khdch mudn g hoac 13y thi san thi ¢4 hai chia khod cling cho vao &
thi méi mdé duge két.

204



Tuy nhién loai két an toan nay ¢6 nhitng nhwoc diém nhu: Mat nhidu thoi
gian cia khdch néu nhtr khdch 18y tai sén ra vA gl lai tii san nhiéu ldn. Pac
biét la khach rat hay lam madt chia khod két. Vi vy, nhén vién I tan phai nhic
khach gifr chia khod cdn than. Trudng hgp khach 1am mdt chia khod két, khéch
s& phai chiu trach nhiém béi thudng cho khéch san.

* Quy trinh bdo qudn tai sdn quy cho khdch (St dung két an toan dar tai
qudy 1é tan)

- Buwoc 1: Chao khdch, ti€p nhan yéu cau ciha khich, yéu cdu khach ghi tén,
s6 budng va ké khai tai san khédch giri vao ban ké khai.

- Bude 2: DE tai san vao két va cuing khéch khod két.

- Buoe 3: Giao chia khod thit hai cho khdch, nhéc khéch giit chia khod cédn
than va thong bdo quy dinh ciia khich san d6i véi chia khod bi that lac.

- Bude 4: Giao cho khéch thé sir dung két an toan, nhic khach giit thé sit
dung két an toan cdn than va nhéc khdch khi ndo 14y lai tdi san phai dua cho
nhan vién 1€ tan thé st dung két an toan va chia khod md két.

* Mot s6 luu ¥ khi hudng ddan khdch si dung két an toan cd nhén dat tai
qudy Ié tin:

- Khi khdch Iam thi tuc thanh todn trd buéng rdi khéch san, nhan vién thu
ngin dé nghij khach trinh va kiém tra thé sit dung két an toan, chia khoa md két an
toan, cling khdch md két I4y hét thi sin clia khdch. Nhan vién thu ngan dé nghi
khdch ky nhan da 1dy du tai san gui tai khdch san vao thé sir dung két an toan.

Biéu 5.8: Theé diung két an todn

THE DUNG KET AN TOAN
Khéch san:
THE DUNG KET AN TOAN
Két an toan sé:
Tén khach: Bubng s6:
Ngay: Chit ky mau:
NEAY oo, GiG.iieeieeiecee e

Chir k¥ ciia khéch
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* Bai hoi thoai giao tiép giita khdch va nhdn vién 1é tan trong truong
hop khdch gihi tai san quy tai khdch san bdang hinh thirc sit dung két an toan
ddt tai b¢ phdn 16 tin. (Vi du: Chi Nguyén Thi Huong dén khdch san lam
thi tuc nhdn budng ngay 20/06/2005, ngay sau khi lam thi tuc nhédn buong
chi Huong c6 guii lai khdch san mot so'tién)

- Tiép nhdn khdch gihi tai sdn quy tai khdch san.

R: Xin chao chi, em ¢6 thé gitp gi cho chi khéng a?

K: Chao em, chi muén giti mot s6 tién ¢6 dugc khong em?

R: Da thua chi, chiung em rdt san long phuc vu chi, thua chi khdch san cta
ching em chua trang bi hé thdng két an toan ¢d nhan dat tai buéng ngu cna chi,
khédch san cua chiing em chi ¢é hinh thiic bdo quan tai san quy cua chi bang
hinh thitc két an todn cd nhan duge dat tai bo phan 1€ tan. Vay chi ¢é6 muén
tham gia vao dich vu nay khéng a?

K: Chi dong y.

R: Da thua chi, theo ding quy dinh cua khéch san, xin mdi chi dién tat ca
thong tin vao the diing két an toan.

K: O duoc thoi.

Khach san Thuong mai du lich

THE DUNG KET AN TOAN
Két an toan sd: 10
Tén khach: Nguyén Thi Huong Buéng s&: 202
Ngay: 20/06/2005 Chit ky mau:
Ngay: 20/06/2005 Gid: 8h30"

Nguoi nhan tai san: Pham Vdn Thanh.
Chir ky cua Khach

R: Xin cam on chi Huong, thua chi Huong két an toan ¢4 nhan cla khich
san ching em dugce trang bi bang hai 6 khod, chia kho4 thit nhat 13 do ching
em gilt, chia khod thit hai em s€ giao cho chi gift. K&t an toan duge mé phai cé
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hai chia khod tra vao trong hai 6 khod clia ¢ két an toan. Thuta chi Huong xin
moi chi ¢6 thé cho tai san ciia chi vio trong 6 két an toan.

K: Duoc thoi.

R: Xin chi chd em gidy 14t, da thua chi két dd duge khod, xin mai chi giir
chia khod thit hai, em ¢6 lru ¥ v6i chi xin chi hiy cat gitr chia khod thit hai that
cdn than.

K: Duge réi, em cit yén tam.

R: Xin chi Huong chd em giay 14t, da thira chi Huong day 12 thé sir dung
két an toan xin chi gift cdn than, khi chi muén 14y lai tai san cla minh xin méi
chi dua cho nhan vién ching em chia khoa thi hai clia 6 két va thé sir dung két
an toan, ching em sé& tra lai ding tai san ma chi da gra.

K: Thé thi tét, cam on em.

R: Da khong ¢6 gi, em rat han hanh duege phuc vu chi, chiic chi ¢é mét ky
nghi yén tam thoai méi tai khédch san cta chitng em, xin chao chi.

K: Chao em.

- Tra lgi tai sdn quy khdch gii tai khdch san:

R: Xin chao chi Huong, em ¢6 thé gitip gi dugc chi khong a?

K: Chao em, hom trude chi cé gl mot s& tai san quy tai khdch san, hém
nay chi muoén lay lai tai san da gin.

R: Da thua chi Huong, xin chi vui ldng cho em mugn lai chia khod thit hai
clia 0 két va thé sir dung két an toan.

K: U day la chia khod thit hai cha 6 két v thé sir dung két an toan.

R: Cam on chi, xin moi chi vui 10ng doi em trong giay lat.

K: Dugc tho.

R: Da thua chi Huong, day la tai san chi da gt tai khdch san, xin chi kiém
tra lai tai san chi da giri tai khach san.

K: Khéng cé vin dé gi, dii r6i ddy. .

R: Xin chi vui long ky gidp em vio s6 bién nhan tai san ky gifi 1 chi da
nhan lai da tai san.

K: Pugc théi, cam on em, chio em.

R: Vang, xin chao chi
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* Phong bao tai san

Hinh thitc bao quan tai san quy cho khéach béng hinh thitc phong bao tai
san thudng duge 4p dung & cdc khéich san ¢6 quy mo6 nho khong 6 hé thong
két an toan cd nhan dat tai qudy 1€ tan hoiic két an toan c4 nhan dat tai budng
ngu clia khdch.

- Quy trinh bdo qudn tdi sdn quy cho khdch (Phong bao taif sdn)

+ Bude 1. Khi nhén tai san cta khich nhanh chéng kiém nhan va dua cho
khach mot chiéc phong bao chic chan.

+ Buoe 2: Khach s€ tit cho tai sdn vdo phong bao, ky nhan niém phong.

+ Bugc 3. Nhan vién thu ngan s& viét s6 budng, tén khach lén phong bao,
sau d6 nhan vién thu ngéan s& cat phong bao vao hé théng két an toan cla
khéch san.

+ Budc 4: Viao s6 tai san ky giri.

+ Bude 5: Nhan vién thu ngan s€ giao gidy bién nhan va nhic khich giir
gin c4n than. _

+ Khi khach yéu cdu 1y lai tai san clia minh, khich s& tra lai gidy bién nhan

+ Phong bao duoc mang ra véi ddu niém phong nguyén ven tra cho khéch,
yéu cdu khich ki€m tra cdn than va yéu ciu khich ky nhan " da nhan du i
san, ding médu hinh " Vio gidy bién nhan tai sdn. Dinh k&m gify bién nhan vira
nhin vao 56 bién nhan va lwu trong hd so 1au dai dé sau nay ¢6 thé sir dung khi
¢6 thic méc xay ra.
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Biéu 5.10: Phiéu bién nhan tai sdn ky gii

Khach san: ‘
PHIEU BIEN NHAN TAI SAN KY GUI
Tén khach: Ngay gui:
Budng sé: Ngay tra:
TT Chang loai tai san So lugng Ghi chu
Chir ky ctia khédch ' Ngay....... thiang...... nam 200

Chit ky cta thu ngén
Dd nhdn du, ditng mdu hinh
Chit ky ctia khdch

* Bai hoi thoai giao tiép giita khdch va nhdn vién Ié tin trong truomg
hop khdich gui tai san quy tai khdch san bang hinh thitc phong bao tai sdn.
(Vi du: Chi Pham Thi Lan dén khdch san lam thi tuc nhdn buéng ngay
20/06/2005, ngay sau khi lam thu tuc nhdn budng chi Lan c6 gui lai khdch
san mot so tu trang)

- Tiép nhdn khdch g tai sdn quy tai khdch san:
R: Xin chao chi, em ¢6 thé gitp gi cho chi khong a?
K: Chao em, chi muén giri mét s6 tu trang ¢6 duge khong ecm?
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R: Da thua chi chung em rét sdn long phuc vu chi, thwa chi khach san cla
chiing em chi ¢6 hinh thitc bao quan tai san quy ca chi bang hinh thitc phong
bao tai sdn. Vay chi cé mudn tham gia vao dich vu nay khong 4?

K: Chi déng y.

R: Da thua chi day [& phong bao tai san, em xin mdi chi kiém tra xem
phong bao da chic chan chua a?

K: Phong bao rat chac chin.

R: Da thua chi néu phong bao di chic chan, em xin mdi chi cho gitip s6
trang chi muén giri vao phong bao, réi dédn va chi ky niém phong.

K: Em ki€ém tra gidp phong bao chi ddn v k¥ Ién phong bao da dugc chua.

R: Da cam on chi, lam nhu vay 12 duge réi. Thua chi, xin chi cho em biét
quy danh clia chi? s6 buéng ctia chi?

K: Chj 1a Pham Thj Lan, chi & budng 302. .

R: Em cdm on chi, Xin chi Lan vui ldng chd em trong giay l4t.

K: Puoc thoi.

Khdach san Thuwong mai du lich

PHIEU BIEN NHAN TAI SAN KY GUI
Tén khach: Pham Thi Lan Ngay giti: 20/06/2005
Buodng s§: 302 Ngay tra:

TT Chung loai tai san So lugng Ghi chi
1 | Nhan vang 05
Chit ky clia khéch Ngay 20 thing 06 nam 2005

Chir k¥ cia thu ngan

Bd nhdn du, ding mdu hinh
Chit ky cua khdch

301



R: Da thua chi Lan, thd tuc gui tai san di xong, day la phi€u bién nhan tal
san ky giti, xin chi hiy giit cdn than. Khi ndo chi muén 14y lai tai san xin moi
chi dua cho ching em phiéu bién nhan tai san ky gii, ching em s& tra lai ding
tai san chi da gu.

K: Cam on em.

R: Da khéng ¢6 gi, em rdt han hanh duge phuc vu chi, xin chao chi.

K: Chao em.
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nay

san

- Trd lai tai san quy khdch gui tai khdch san:

R: Xin chao chi Lan, em cé thé gidp gi dugc chi khong a?

K: Chao cm, hom trude chi ¢é glti mot s& tai san quy tai khach san, hom
chi mudn lay lai tai san da gui.

R: Da thua chi Lan, xin chi vui 1ong cho em muon lai phi¢u bién nhén tai
ky gui.

K: U, day la phi€u bién nhan tai san ky gi.

R: Cam on chi, xin mdi chi vui long dgi em trong giay Jat.

K: Pugce thoi.

R: Da thua chi Lan, day 13 tai san chi 44 g tai khdch san, xin chj kiém lai

phong bao va kiém tra k¥ lai tai sdn chi da giri.

K: Khéng cé van dé gi, di ré1 day.

R: Xin chi vui Iong ky gitip em vao s6 bién nhan tai sin ky gt 1a chi da

nhan lai d0 tai san, ding mau hinh.

K: Puge thoéi, cam on em, chao em.

R: Vang, xin chao chi.

IL. THUC HANH BAO QUAN TAI SAN CO GIA TRI CHO KHACH

1. Diu kién thurc hién

1.1. Pia diém thuc hanh: Phong thuc hanh 1€ tan

1.2. Thiét bi dung cu: qudy 12 tan, két an toan, phong bao, mau bi€u s6 sach
1.3. Thoi gian: 5 tict

2. Trinh ty thuc hién

2.1. Kiém tra phong thuc hanh 1€ tan, quay I€ tan, mau biéu s6 sach
2.2. Trinh tu tién hanh

TT | Tén cong viéc | Thiét bi dung cu Yeéu cau ky thuat
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Bao quan hanh | - Phong thyc hanh | - Chuén bi t6t dién mao c4
1y cho khéch Ié tan, qudy lé tan | nhan, tur the tdc phorg, khu vie
vali, tdi sach, mau | [am viéc.

biéu s séch. - Binh tinh, tu tin, ti€p nhan




hanh ly cba khéch nhanh, chinh
xdc thco ding chuyén mén
nghiép vuy.

- Cap nhat cdc théng tin cla
khdach vao phigu vd vao sé
nhanh, chinh xAc.

- Bao quan t6t hanh 1y cula
khdch giri, trdnh dé xay ra hu
hong, mét hanh 1y caa khéch.

- Khi tra lai hanh 1y cha khidch
phai 1am nhanh, ¢dn than, trdnh
hién tuong tra khong ding
hinh 1y cho khéch.

- Yéu cdu khach kiém tra khi
khdch nhan lai hanh 1y khach
gii, yéu cdu khach ky nhan cédn
than khi khach lay lai hanh ly
khach gir.

2 | Bio quén
san  quy
khéch

tai
cho

- Phong thuc hanh
1& tan, qudy 1€ tan,
két an toan, phong
bi, miu biéu 8
sdch

- Chudn bi t6t dién mao cd
nhén tu the tic phong, khu vire
lam viéc.

- Binh tinh, o tin, ti€p nhan tai
san khéch giti nhanh, chinh xdc
theo diing chuyén mén nghiép
VUL

- Cap nhat cac thong tin cla
khich vao phi€u va vao sé
rnthanh chinh xéc.

- Bdo quén t6t tai san cha khdch |
gli, trdnh d€ xdy ra hu héng,
mAt tai san ctia khach.

- Khi tra lai tai san cla khéch

ZOGTTHNYLT-A
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phai lam nhanh, cén than, tranh
hién tugng tra khong ding tai
san cho khéch.

- Yéu cdu khach kiém tra khi
khach nhan lai tai san khéach
gtti, yéu cdu khéch ky nhan cén
than khi khich 14y lai i sin
khach giri.

2.3. Huéng dan chi tiét thuc hién cong viéc

Tén cong viéc

Hudéng din

Quy trinh bao
quan tai san quy
cho khach (S
dung két an toan
dit tai qudy 18 tan)

* Quy trinh bdo qudn tai sdn quy cho khdch (Si dung
két an toan dat tai qudy 1€ tin)

- Bude I: Chao khéch, ti€p nhan yéu cdu cua khéch,
yéu cdu khich ghi tén, s§ bubng va ké khai tai san
khdch glri vao ban ke khai.

- Buge 2: D€ tai san vao két va ciing khéch khod két.

- Bue 3: Giao chia khoa thit hai cho khdch, nhic khich
gift chia khod cfn than va théng bio quy dinh cia
khéch san d6i véi chia khod bi that lac.

- Buoc 4: Giao cho khdch thé sir dung két an toan, nhic
khach giit thé sir dung két an toan cdn than va nhic
khdch khi ndo 14y lai thi sin phai dua cho nhén vién 18
tan thé sir dung két an todn va chia khod mé két.

Quy trinh bdo
quan tai san quy
cho khéach
(Phong bao tai
san)

* Quy trink nhdn bdo qudn tai sdn quy cho khdch
(Phong bao tai sdn)

- Buge 1 Khi nhan tai san cta khach nhanh chéng kiém
nhan va dwa cho khdch mét chiéc phong bao chic chin.

- Buée 2: Khéch s tu cho tai san vao phong bao, ky
nhén niém phong.

- Bugc 3: Nhan vién thu ngan s& viét s6 budng, tén
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khéch lén phong bao, sau d6 nhan vién thu ngan s& c4t
phong bao vao hé théng két an toan cua khich san.

- Buoe 4: Vao s6 @i san ky gii.

0 Buoc 5: Nhan vién thu ngan sé giao gidy bién nhan va
nhic khich giit gin c4n than.

3. Cac dang sai hong va cach phong ngira

TT Hién tuong Nguyén nhén Céach phong ngira

1 | Ti€p nhan yéu cdu | Do chua ty tin, thie hién | Nghién citu ky quy
bao quan tai sdn quy | c4c thao tdc bdo quan tai | trinh bdo quan tai sin
cho khdch (Sir dung | san quy cho khdch (Sir{quy cho khdch (Sir
két an toan dat tai | dung két an toan dit tai | dung két an todn dit
quiy 1€ tan) quay I& tan) chua ding | tai quiy 1 tan). Dua
véi quy trinh. V3o quy trinh chudn
bi bai hoi thoai.

2 | Quy trinh bdo quan | Do chua ty tin, thyc hién | Nghién cifu ky quy

tai san quy cho céc thao tic bao quén tai | trinh bdo quan tii san
khéch sin quy cho khdch |quy cho  khéch
(Phong bao tai san) | (Phong bao tai san) chua | (Phong bao tai san).
ding véi quy trinh Dua vdo quy trinh
chudn bi bai hoi
thoai,
IIL. KIEM TRA PANH GIA

Kiém tra ddnh gid cho diém hoc sinh vé quy trinh bdo quan tai san c6 gi4 tri
cho khéch.
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Bai 3

THUC HANH DONG VAI NHAN VIEN LE TAN
TIEP NHAN CAC YEU CAU CUA KHACH

Muc tiéu

- V& kién thire: Hiéu duge tam quan trong trong viée tiép nhan cac yéu cdu cla khach
trong thdi gian khach luu trd tai khach san, tang doanh thu cho khach san.

- V& ki nang: Thuc hign thanh thao cac quy trinh tiép nhan cac yéu clu clia khach
theo dung chuyén mén nghiép vu. '

- V8 thai d6: Rén luy@n tac phong 1am viéc cin than, nhanh nhen, nghiém tdc khi tiép
nhan cac yéu cau cla khach trong thdi gian khach luu trd tai khach san.

I. KIEN THUC CHUYEN MON VE THUC HANH DONG VAI NHAN
VIEN LE TAN TIEP NHAN CAC Y£U CAU CUA KHACH.

1. Tiép nhan va dap (ing yéu cau an udng tai chéd cho khach

Trong thoi gian khéch luu trd tai khéch san, khdch thudng str dung dich vu
an udng trong khéch san, ngugc lai mot s6 khach & ngoai khach san ¢6 thé vio
an uéng trong khach san. Vi vy, nhan vién 1€ tan ¢ vai trd rat quan trong
trong viéec gidi thiéu, tu van cho khdch lua chon thyc don phii hap véi khéch,
mudn tu vin thue don cho khdch lya chon phit hgp, nhéan vién 1€ tan phai cé am
hiéu v€ cdch ché bién mén an, cdch phuc vu cta nha hang ciing nhu phong tuc
tap quén, van hod 4m thyc cla khach...

* Quy trinh tiép nhdn nhu cdu dn udng tai ché cho khich:

- Budc 1: Chao khéch, gidi thiéu so bd cdc kiéu phuc vu tai khédch san, hoi
khéch #n thuc don nao: khich an chon mén hay theo thuc don cé dinh cla
khédch san.
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+ Néu khach an chon mén hay dit bira an theo yéu cdu, 12 tan chi vigc gidi
thiéu cho khdch biét vi tri clia nha hang, thdi gian déng cira, m& cira d€ khach
c6 thé dén nha hang va tir luva.chon mén.

+ Néu khdch an theo thyc don ¢4 dinh (vé mifc gi, vé s6 luong mén) nhan
vién 1€ tan thire hién cdc budc tiép theo.

- Buede 2: Gidi thiéu thye don va hoi khach Iya chon thuc don ndo va tiéy
chuan an 12 bao nhiéu tién / sust hoac mét bira.

- Budce 3: Hoi cace yéu cdu cu thé clia khich

+ Thoi gian an ciaa khach.

+ Hinh thitc phuc vu.

+ S8 lugng suat dn hoic s6 bita in cta khach.

+ Noi an cha khach: khdch mudn an tai buéng riéng hay tai nha hang cta
khdch san. Khédch ¢6 yéu cdu vé vi tri ban an hay khong.

+ Hoi khéu vi an ctia khdch (ché d¢ an kiéng, yéu cdu dac biét ca khich)

+ Hinh thifc thanh todn: thanh todn ngay sau bita an hay ky ng.

- Budc 4: Nhic lai céc thong tin dat an cia khéch.

- Bitoe 5: Chao va chiic khéach.

- Bute 6: Cap nhat cdc thong tin vao s8 dit an clia khéch, théng béo cho
cic by phén ban, bar, bép dé phéi hgp chudn bi phuc vu khéch.

* Bai hoi théai giao tiép giita khdch va nhdn vién 1€ tin trong truong
hop tiép nhén va ddp ting nhu cdu dn uong tai ché ciia khdch. (Vi du: Anh
Nguyén Hitu Thuy dang heu trii tai budng 205 tir ngay 3 / 08 / 2005 dén
ngay 5/ 08 / 2005. Sang ngay 4 / 08 | 2005 anh Thuy ddt tiéc cho bita téi
ngay 4/ 08 /2005 anh de_y’ co ddat tiéé danh cho 24 nguoi, anh ddt tiéc theo
thuc don ¢6 dinh ctia nha hang cia khdch san.)

R: Xin chao anh Thuy, em ¢6 thé giip gi duge anh'khong a?

K: Chao em, t6i hom nay anh muén 16 chitc mét bita tiec mdi d6i téc lam
an cha anh tai khdch san nhung anh chua bi€t chon nhu thé nao, em ¢6 thé
vin gitp anh duge khéng. - .

R: Da vang, khach san clia em rdt han han duge phuc vu anh. Thita anh
Thuy khéch san clia ching em c6 hai loai thuc don, dé6 1&: thuc don tr chon va
thue don c6 dinh. Vay anh mudn dat tiéc theo thuc don tr chon hay anh dt tiéc
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theo thuc don c6 dinh?

K: Anh khong hiéu thuc don ti chon va thuc don c6 dinh, em c6 thé gidi
thich gitip anh khong? -

R: Vang tét nhién réi thua anh Thuy. Thuc don tu chon la khéch san cua
chiing em s& ché& bién cdc loai mén an dugc ghi trén thuc don cla timg ngay,
anh s& tu chon cho minh nhitng mén an hop khéu vi khi anh xuéng nha hang
cha chiing em. Da thua anh day 1a thuc don tu chon cia nha hang:

B Ige o ¢ho bép

 Thans Lan5

Phac 00 ba/ ki pho Khich $O°

THYC DON T CHON THYC DON TY CHON

CAC MON GA

$dp ga ngo nan G4 Thang Long
Sip g th ndm Ga Uyén wang
Ga ludc tis chanh

TRUNG TAM DICH VU TRON GO CAC LOAI HINK TIC

Vi phong giao dicl 424 Ngoc Lam - Long [Hen - 11 Nai
Bién thoak B734510 - Ngodi gio HC: ATS0ARS
Mobile: (502 543 978

- Thit il cary :
- CoOUM! lon kem 581 180

CAC MON XAO
Mgan rul xwong xao hing qud . Baoh diy

Luan quan (ki ran mn Thel g ol TUDNg Ko nim mmuw i

Luon chién ron Tim biu duc 180 thp cim ;@cwmmmmam _;l

Luon om hoaChuti Thaaign kao haoh phdn ]

: Luon g xd 6t Cé it mng w0 CAC MON TRANG MIENG _
CAC MON TOM Ve chibn B0 Da ddy ch basa xdo Hoa qud theo mia
Tom he nuong Thang Long M g nd Tom ndn xho ngo non Kem i hoa qud Usi dii wof diu bl cf kink nghibw diar diin tao chink
Tom he chidn cdah buom Cai xanh xio irang g8 Kem caramel P f 3
Tom be séi cay ! ";‘: Ci xanh w0 ndm Kem Pnap knong chiy quy, whiin vibe phue o choye wohiBy, ching (i of mong
Tom hahip bia el chip ko ks Thach hoa qud b cha Qug Rkiick wil wet vibug cin ot v o e tae
Tom he nhiitht © (Oc hip 18 gumg Ci xanh chao ddu Céc loai banh ngot J g
quin gifly bac nuong. % Oc xao d ot Vet Mam, Bl lifr cdn box o thur wr bt wbn sang
tameg, fick e B B kidwt ke,

CAC MON CA g, Hck mr i
o 08 b o g NGAN, VIT. CHIM

~
p Ngan quay chum 3 = - E. Ly TR
cc:ménquran wwan ’ ‘“hs ‘ ’hs Uiﬁllq'_fr\! [ Ly 1!ur.‘EI| dit diw boo

Ca saba N cudn gy ba nong 1400 W8 g i a “or cle s fin tai & phit fridn vin buog bise
¢ quéin idy 5at N : -

Casongéio Megan vil Al vang do Phag
Filt il baad chatn 2 ba chary Chim quay Quang Borg Dick v tew i fide cud, fier kel nght, tife o diek Uiy dim v i b [ By 5 g
Ca crim s ndm Chim T ndm ) 1 e

K250 8 A0 B o whiing Ty fin i ft

Hinh 5.1: Thuc don nha hang
Thuc don 1a nha hang ctia ching em lap nén theo th tu timg moén éan tir
khai vi, mé6n an chinh, mén trang miéng v6i cdc mic gid khéc nhau.
K: Thé thi anh hiéu réi.
R: Da thwa anh Thuy, anh s& dat tiéc theo thuc don tu chon hay theo thuc
don c¢6 dinh.

310



K: Anh thdy thyc don c6 dinh c6 vé hop 1y. Vay anh s& dat tiéc cho bira t6i
theo thuc don ¢6 dinh, em cho anh tham khao moét s6 thuc don c6 dinh clia nha
hang cta khach san dugc khong?

R: Vang thua anh, day la cdc loai thuc don ¢6 dinh ctia nha hang, xin mdi
anh tham khao va lva chon.

MOT 50 THUC DON DANH CHOTIEC CUG1 - MOT SO THUC ON DANK CHO TiC CUn MOT 56 THYC BON DANH CHO TIC CUGI

74 Ko Aga
o san thap cim
P chidr: canh butim
! A i b i w0 N
& L@ chant: 5. Ga quay {Juing Dang
<anty B, Prui bo sét lidu
.? o “r irdryfs 7. Gl chap chiao el thil hiip
Gy o 'ﬁﬁ- 8 Canh moc Wem cus
& Ban hm. 4, Com tam
9 Com S 10, Xoi om
"Mm‘ﬂw 11, DG wing 4 bia, 2 nuoc ngot
1 Hon: Aar B 12, Hnnoua
Ercsiigil ﬂm:ha-'ﬁw Don gid- 330.000/mamib nguda
!.qudq,dﬁbslu‘d 1. Sap hai slin
2 Tem 18m wung rén 2. Npm ray c.:u TM"H LW Bin gin trin bao gim: thye phim, 4 uling tikn cing chi
3 o
N otmxmmm : s w ;*‘ *Ridey Yy boc bidn, fiin chmy phoe ve bin, bt ¥ia b ehin, khin frii bin,
5. Thitn ‘err v kil Phiw 5. Bo xdt b i iy in, bas Bi, in thye bon B bin, hos bin tide, don dyp
6 Mgan xBo hung qui suu ki ds...
7. Rau Cai Chiso o bt higp
E g:‘:‘;‘: i Teka Biy li mét ob hue don miy dinh.
10 X0 vo gic khaeh e thi !iu; Wi thim .’lﬂm
11. B udng (4 bia, 2 nuic ngol) Wi, o "y
12 Hon qua thip cm -
Bon gpa 320 0000/mdaB nous fige hil ngl
w hi hgp v 1
* .
Die bidt: vii .'o'?:,.“! :
teinh... myuyin con phye iy 3i min 414 36 buye tish oy 1N

thae Ky,

7. Cdi wanh o nfm

Ly |
a b |

g éz‘:‘mp o }‘ o . 3 o a Bern gis brien due ip dyng cho Hije vdi o8 luwng 1 15 mimiek |

10 Banh déty Song Hy rials J'r/ A S8 T 1w wie tiie whi 1 S 3din 10 mim 58 1hé tinh thim 5 bén 10%

11. B8 utng (4 bia, 2 mase ngot) . - 4 & " |

12. Hod qua rang misng CRiby'ite b Wy 8 s '!r .ur S e tel P

Son i 2B0 DOOAMEME nges B phat tibe cuin fuce (i

K: Anh s€ chon loai thuc don 320.000 / mam / 6 ngudi.

R: Vang thua anh Thuy, xin anh cho em biét thdi gian cu thé 12 mdy gid t6i
ngay hom nay anh sé t6 chic tiéc.

K: Anh moi khéch dén du tiéc vao lic 18h30'".

R: Vang thua anh, anh s& dat tai nha hang chiing em bao nhiéu suat a?

K: Anh dat 24 suat.

R: Vang a, thua anh Thuy anh c6 yéu cdu dac biét vé vi tri ctia ban an va
khédu vi khéng a?

K: Em c8 gang b6 tri cho anh ban tiéc tap trung dugc khéch ngdi ciing mot
vi tri dé tién cho viéc ban bac vé cong viéc, vé khdu vi thi anh c6 yéu cdu: sip
hai san khong c6 tom, ndm rau cau chua vira, rau cai xanh x6t bd hop chin t6i
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R: Da vang cam on anh, khdch san cla ching em s&€ phuc vu anh va khach
ctia anh tai nha hang Thang Long trén tédng 2 cta khach san ban an s6 10. Anh
s& thanh todn ngay sau bira tiéc hay anh ky phiéu ng.

K: Anh s& thanh todn sau bifa ti¢c.

R: Cam on aoh, thua anh em xin nhéc lai théng tin dé anh kiém tra gitp
em: Anh Nguyén Hitu Thuy & budng s¢ 205, anh dat tiéc theo thyc don c6
dinh, anh dat 24 sudt véi gid 320.000 / mam/ 6 nguoi vao lic 18h30" 161 ngay
hom nay tai nha hang Thang Long trén ting 2 cha khach san, ban an s6 10.
Ngodi ra anh ¢6 yén ciu bg trf ban dn ngdi ciing mot vi tri, vé cich ché bién
anh 6 yéu cdu: stip hai sin khéng c6 tom, noém rau ciu chua vira, rau cai xanh
x6t bo hop chin tdi, cé phdi khong a.

K: Duing rdi ddy.

R: Vang, cdm on anh, chic anh va khdch cla anh ngon miéng va thanh
cong trong cong viéc, xin chao anh.

K: Chao em.
Biéw 5.11: 86 dang ky dn udng
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2. T8 chirc tham quan du lich cho khach

Trong thdi gian khdch Itu tnd tai khéch san, khach cé nhiéu nhu cau khéc
nhau trong d6 nhiéu khéch ¢6 nhu cdu di tham quan du lich. Nhan vién 1& tan
c6 nhiém vu ti€p nhan cdc yéu ciu cla khich. Néu khach muén di du lich téi
cac khu vue xa khdch san, phai chon cho khdch céc hang du lich cé uy tin,
huéng dan vién cé kinh nghiém, gioi vé nghiép vu hudng dén, gidi ngoai ngi.
Trudng hop khach ¢6 it thai gian, khdch muén tham quan thanh phd, nhan vién
1 tan phdi tu van cho khach céc diém tham quan phu hop véi thoi gian va yéu
cdu ctia khéch, khi nhan duge yéu cdu tham quan du tich ctia khdch, nhan vién
1€ tan phai nim vitng nhiing théng tin sau:

- Ghi lai nhitng théng tin cdn thiét nhu:

+ Tén khach, s6 budng cta khich.

+ 36 lugng khdch tham quan, thi gian tham quan (bao gid, bao lau)

- Goi ¥ céc dja diém tham quan cho khéch va ghi lai su hwa chon cia khach.

- Xac dinh yéu cdu vé phuong tién di lai ma khéch Iwa chon, cdch thic 8
chirc chuyén di. '

- Gid dich vu tham quan du lich va cdc quyén lgi khdch duge hudng.

- Lich trinh, thoi gian xudt phét va k&t thic ctia chuyén tham quan du lich.

- Trudong hop khich san ¢6 dich vy 8 chitc tham quan du lich, nhan vién 1&
tan théng béo lai cho bé phan 18 chitc tham quan du lich ctia khdch san.

- Trudng hgp khéch san khéng c6 dich vu 6 chifc tham quan du lich, nhan
vién s€ tu vin cho khdch hing I hanh ¢6 uy tin, c6é méi quan hé véi khich san
dé gitip khéch 6 chitc chuyén di.

* Bai hoi thoai giao tiép giita nhdn vién 1é tan va khdch trong truong
hop tiép nhan va t6 chitc tham quan du lich cho khdch. (Vi du: Ngai Paul
luu trit 1ai khdch san tic nay 2 / 08 / 2005 dén ngay 07 / 08 / 2005. Ngai Paul
roi vao ngay thir bdy ngay 06 / 08 / 2005, Ngai Paul c6 yéu cdu khdach san
gitp chon mot tour du lich tham quan thanh pho trong ngay 06 / 08 / 2005)

R: Xin chao ngai Paul, t6i ¢6 thé gitp gi cho ngai khong a.

K: Xin chao. Toi rat mudn tham quan thanh phd. C6 ¢6 chuyén tham quan
nao khong? -

R: Da thua ngai, chiing t6i ¢6 vai chuyén, ngat muén tham quan khi nao?
v6i s6 luong ngudi 12 bao nhiéu a? :
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K: Thit bdy ngay 06 / 08 / 2005. T6i s& du cdc budi hoi thdo sudt ca tudn,
nhung 161 c6 mot ngay rdi vao thit bdy. Toi s& di tham quan thanh phd ciing véi
mot ngudi ban cua toi.

R: A, vay thi khach san clia ciing t6i c6 vai chuyén tham quan duge lén ké
hoach cho thit bdy nay. Ngai dang & tai budng 501 phéi khong a.

K: Diing réi day.

R: Da thua ngai Paul, toi ¢6 thé gidi thiéu cho ngai lich trinh mét s8 tour
du lich tham quan thanh phd cia khach san ching t6i vao ngai thit bdy ndy
duge khong a?

K: O, the thi t6t qud.

R: Da thua ngai Paul, chuyén tham quan thi nhdt duge 16 chifc nira ngay,
budi sang 8h dén 12h, budi chiéu 14h dén 18h. Lich trinh cu thé nhir sau: Xe 6 16
s& dén quy ngai tai khich san. Tour du lich nira ngay vong quanh thu dé Ha Noi
trén nhimg dudng phd véi nhig hang cay cling véi nhimg ngoi dén hang tram
nam tudi va tham quan mot s6 diém nhu: ling va nha san clia Cha tich H6 Chi
Minh, chiia M6t Cot, Van Migu Quéc Tir Gidm trudng dai hoc ddu tién cla Viét
Nam, hé Hoan Ki&m, dén Ngoc Son. Quay vé khdch san két thiic chuyén di.

Chuyén tham quan thit hai dugc t& chitc 01 ngay. Lich trinh cu th€ nhu sau:

- Sang: 8h xe 6 to s& dua quy ngai di doc theo ph6 c6 Ha Noi t6i quing
trudng Ba Dinh, tham quan Lang Chi tich H6 Chi Minh, chiia Mot Cot, chua
Tran Quoc, bao tang Dan téc hoc, an trua.

- Chiéu: Tham quan Van Miéu Quéc Tir Gidm Truong dai hoc dau tién ¢
Viét Nam, tham quan va mua sam d6 luu niém tai cira hang gidi thiéu truyén
thong cla 12 lang nghé thil cong Viét Nam, ti€p tuc tham quan thanh c6 Ha
Noi. K&t thic chuyén tham quan.

K: Nghe cé vé tha vi day.

R: Da thua ngai Paul, Vay ngai thich chuyén tham quan nao?

K: Tbi s& chon chuyén tham quan 1 ngay.

R: Vang, cam on ngai.

K: A, c6 c6 thé cho toi biét gid ca cha tour du lich nay khong?

R: Da thwa ngai Paul, Tour du lich mot ngay véi gid la: 180.000 VND / |
khdch. Gi4 trén bao gdm xe van chuyén, phi tham quan, an trua, huéng dén

K: Cho t6i dit chd cho chuyén tham quan thanh ph6é Ha Néi mot ngay.
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R: Vang thwa ngai Paul, Vay ngai s& thanh toén tién chuyén tham quan ctia
ngai nhir thé nae?

K: Téi s€ thanh todn bang tién mat, 180.000 VND cho mét khich phai
khéng, 16i dang ky 2 khdch 1a 360.000 VND phai khong. Téi thanh todn luén
tién ctia t6i day, c6 kiém tra xem da chua.

R: Da thua Ngai Paul di r6i a, con day 1a phi€u bién nhan ctia ngai.
K: Pugc réi, cdm on c6.

R: Khong ¢6 gi dau a, d6 1a nhiém vy cha ching t6i. Xin chic ngai cung
ban clia ngai ¢6 mot chuyén tham quan vui vé ddy thi vi, xin chao ngai.
K: Chao co.

DAILY S6 1 CUA DU LICH CONG POAN VIET NAM

86 104 Hoang Quéc Viét - Ciu Gidy - Ha Noi
bién thoai: 04.755.36 77 / 88 Fax: 04.755 33 56 - 0913 543 157
Email: candc@ vietel.com.vn

Ha Noi, ngay 06 thdng 07 ndm 2005
Chuong trinh du lich 1/2 ngay va 1 ngay

CHUONG TRINH DU LICH 1/2 NGAY PUGC TG CHUC: BUOI
SANG TU 8H DEN 12H, BUOI CHIEU 14H PEN 18H.

Budi sdng 8h dén 12h, budi chiéu 14h dén 18h. Lich trink cu thé nhit sau-
Xe 0 10 5¢ don quy khdch tai khdch san. Tour du lich nita ngay vong quanh thi
do Ha Noi trén nhitng dudng pho' voi nhitng hang cdy cing véi nhitng ngdi dén
hang trdm ndm tudi va tham quan mot sé diém nhu: Ldng va nha san cua Chi
tich H6 Chi Minh, chiva Mot Cot, Viin Miéu Quée Ti Gidm truomg dai hoc ddu
tién d Viét Nam, hé Hoan Kiém, dén Ngoc Son. Quay vé khich san két thic
chityén di.

Gid: 120.000 VNB / Khach.
Glé trén bao gom: Xe vin chuyén, phi tham quan, huong dén.
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PAI LY SO 1 CUA DU LICH CONG DOAN VIET NAM

S6 104 Hoang Quéc Viét - Cau Gidy - Ha Noi
Dién thoai: 04.755.36 77 / 88 Fax: 04.755 33 56 - 0913 543 157

Email: cande@@ vietel.com.vn

Ha Noi, ngay 06 thang 07 nam 2005

Chuong trinh du lich 1 ngay
CHUONG TRINH DU LICH 1 NGAY
- Sang: 8h xe 6 t6 sé dita quy ngai di doc theo phd ¢6 Ha Noi t6i qudng

turang Bua Dinh, tham quan Lang H6 Chi Minh, chiia Mot Cét, chita Trdn
Qudc, hdo tang Dédn toc hoc, an trua.

- Chiéu: Tham gquan Vdin Miéu - Quée Tu Gidm - Tricong dai hoc ddu tién
d Viét Nam, tham quan va mua sam dé luu niém tai cita hang gidi thiéu truyén
théng ciia 12 lang nghé thit cong Viét Nam, tiép tuc tham quan thanh ¢é Ha
N6i. Két thic chuyén tham guan.

Gia: 180.000 VND / Khach.
Gia trén bao gdbm: Xe vdn chuyén, phi tham quan, én trua, huéng ddn.
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CONG TY CO PHAY QUOC TE DU LICH HOANG DUONG
£wm P REDQLN TOUR. JSC

===tmue|  DMfice: No 16 Vo Teonp Phung - 32 Dirl Liet Ha Noi* Tal: 1841 4.55% 9355 . Fas: (84] 4355 9333
e s

CHUONG TRINH DU LICH: Hl)l)l

HA NOI - PO SON - PAO DAU - HA \()I

{2 ngay I dém)

Cdeh Ha Noi 125km vé haong toug, D6 Sont la mot bdn dao nho do ddy i Rong vaon dai
ra bien, vor hing chue mon dd kivic nhau co do cao treng bink G 25m den 130m, vét bii cdt imin,
trdf dai rap bdng pJu lag v la nhing didu tha vi danh che khdch dén nghi mat wot pay vao nhing
nigdy he of 4. Ngodi ra o day con co hé thong nha hang phuc vy dn nghi ket hop vot nhisy kha vai
chot gidt eri khde chae chan sé him du kidch o6 chuven di nghi mdt hap dan, bo'ich va dav thi vi,

Ngay i Hia Nai - Do Son

U6h00: Xe v HIDV Cong ty Du lich RegtsunTour don Dean khor hinh L dhien hien df #hi
San. wen ducmy nghi 30%6 TP, Hai Driong (1 do) an sang

10230: BEn D0 San. Doin nhin phong nghy ngur. s b, chidu o bicn t do.

18h30: Dodan an ton <uu dé i dodio choi v thum gia cde tro chot dan @nan 1% thu. el
Npav 2 Bu Son - Hi Noi

O7R00; Sau khi dn sang. e v HDY dua Bolin thewr quern dinht Bao Pai, song bae Quoc te

Casine, ehuap anh i nism, ..

LThAQ: Do aa trua vinnghn neos o khacdy san
14htik: Dodn Lam thi e trd phong. lén xe o vé H Noi, ditmg chan nzhi neoi ta Hai Duenyg.
18hi): VE 1éi fla Mg, Kétthie chuone tinh du lwh, 1DV chia tay Buin va hen gap lai

GIA TRON G Ol VI\I)/KHALH

' 'V{chdlchvu [Dum lSkhnch_ 16 Z’ulﬁh‘lch "4 lSkhd(h .36 4Sklmth

Mic I N 573000 492000 . 429000 T 387.000

_ Medl SO0 et 395000 T aven
GLA TREN BAO GOAS:
Ke oo du lich din man sang trong dua don Qu¥ khich thee chaong trinh,
- Phong khach san didu hoi. tivi ndie lanh. khép kin . tidu chudin 3 ngu/phong
- Cde bl o theo chuong rinh ticu chudr: MU 6000000 v binich
ML S0.00075va vihirdch
Ve thang canh, chi phi daa phuone . phi dich vy,
- Huomg dan vien suon tuvén kinb pghigm
<Bau B du Dich, e dén bt lan das FOLOOG D00V N,
KHONG BAO GOM: D6 uon &, phu troi phong don, chi phi ca nhan, thaed VAT

Luw yt - Tré em duéi 6 1noi mién Pl e 6 = 12 tink = 172 nguot om, tie 12 tuoi Imh = nguot fim.
- Cong tv khruyen mai ma du lich,

DAC BIET QUY KHACH CON BUDC DUAG
KHAN LANH VA NUDD UOKG HIEN PHi TREN XE

Chic quy Khdch mot chuyeh du fich vui vé vi 66 ich!
REDSUNTOUR

Marketing:($4-4). 5589555 -HP: 0904134 454 - 39%1,717 551; Fanail:ifocdiredsptenr conn Wobsite: vwh.aedvrnsone con
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HD CONG TY CO PHAN QUGC TE DU LICH HOANG DUONG
- RED SUN TOURS REDSUN TOUR. JS5C

———
|F=—== L =Offkce: No 16 Vi Trong Phung - 32 Dinh Lict Ha Noi* Tel: (84) 1534 9333 - bas: 44y 3SR 9555

CHUONG TRINH DU LICH: HDO4

HA NOI - HA LONG - BAO TUAN CHAU - HA NOI
(2 ngay [ dém)
A enng tiong nghe Ha Long ld di sin thivn nhien the piod va oo the ol co co hoi de neant nhin,
thi day b o the tham quan chiém nguedng todn canh frén Viodt va duorc dao buov tren o dao Ju lich o
tiéng mhel viing do i dao Tadn Chan. Ngooi ngim canh dep cra dio con iheve br do xem viec the, cu sii,
v Mo va dedv biet la dige ngam nlun phireg lia den fuze bien dai swhat Bong Nam A co o by Cong vien
M, .
Apay 1 Ha Noi - Ha Long
O6h00: Xe vd FIDY Cong ty D lich RedsunVour don $hoae Kb hoohe b daeni B o e
Long. uen dwimy nghn 3w TP Hai Duong ooe o sane
Lith30: Deén khu dn lich Bdi Chdy, Poan nhan phinng nghn pgon, sawdean s tin nha bany,
Chigu: Boan len e ait di ben tim do Tweh ngdd o thaot quan Yiak Ha Long  di svan thien
nhien the pioi di hai tdn daoe UNESCO cong nhdn. Tuvén 40 bao gam donyg Tien
Cung, hang Fxdau Go, cong Troi, hon Clro B, dinh Lo Huenrg, fon Ga Ul
IRB38: $ohm in it cho das cho t Cong vien Hedng gra thm 2 o cher I i, bo b
Noay 2 Ha Long - Tuan Chau - Ha Not
OThOD: Sau kHr an sang, se vit MDY dua Boan di ddo Fudn Chdu tr do wna o) e hiert
dien Cd Heo, xiee Cd Ndw, Cong vien nlae v,
TIRh3E: Dodn ao traa v nght ngei g khidch san.
L3R00: $oin e phing, len s tro ve Ha Nofodung chan nelo o Jlae Promg v g e mes
I8h3E Vo tn g Ned, két thie chaomg winb do Tich, HDY chinac s Boan v hoen iy L

G 1A TRON G Ol: VNID/KHACH

Muc dich vu © Dui 18 Khach ; 16 - 23khich | 24 - 35 khach 36 ~ 43 khach
Aiie 1 (395000 i 358000 329000 297.000

Mucl . 369000 . 337000 298000 . 277.000

GIAN TREN BAO FOP!
- Xe oo du ljeh dét mat sang trong dua don Quy Ridch o chaony ol
Phong khich sin dide hod, tivi. nang lanh. kbép kin . hiew chuan 3 nguafphong
Civ b an theo chuomg winh téu chuin: ML 60,0000 kb b
. MU 5{).(}00:’4r-;{.*\'r'ka‘::.-d.l
Ve thang carth. chi plui dia pheemg. phildich su.
- Hudmg dan vien suot wven Kinlhonghicin
- B higm du ljch, mie dén bi i i TO000ODOY N
KHONG BAO GOM: D6 uong, pha trii piting don, chi phi cd uhan, thué VAT,
Luet Yo - Tre em duoi 6 tuoi mién phi, tie 6 ~ 12 tinh = 12 ngudi lin, tie 12 toi enh = agacoi {on,
- Cang ty khuyén mai mii du tich.
DAC BIET QUY KHACH CON BUDT DUNG
KHAN LANH VA NUDT UDNG MIEN PHI TREN XE

I L T T R N ]

Chuic quy Kfidch mot chuyén du lich oui ve vd 66 ich
REDSUNTOUR

MEarketing:I89-1 5589555 (HIF: 09434, 154 HES - aun 717 551 Fomail-infoliredssintouer. com W ehsite -« won redisentons coan

318



HO CONG TY CO PHAN QUOC TE DU LICH HOANG DUONG
26D SN ToURS REDSEUN TOUR. JSO

w4 lice: No 16 Vu Trong Phung - 32 Dinh Liet Ha Noi* Tel: (84) 4,554 B335 . Fuv: (831 4,558 U588

TR

CHUONG TRINH DU LICH: HDQ&
HA NOI-DAO NGOC CAT BA — HA NOI

{3 ngay 2 dem)

Cdeh Ha Ngi 153km vé phia Pong, Bdo Cdt Ba rong trén 1000 ko' i nes bine i o Gn o cda thid
ky van hoa Ha Long va la Viean (Quoe gia bio ton cdc lodi dong thue var. flen duy du bhach ¢o the tham
quan nling di tich cda nguaot Viét ¢ va ngdm nhin su tinh nghich Voec gricn dui dvoe ghi vae vdich do the
gior. Sau khi thim ring mdt nhigu siee lire, mai du khiack vé ddm minh trang lan mide irong canh chia bdi
tam Cat Co, Cat Dira va ngdm nhin ve dep tha mong cug cdu Ct Tién.

Ngay i; Ha Noi - Cat Ba
06h00: Xe v HDV Cang ty Du lich RedsunTour din Doan khen hanh s diem hen o €t
Ba. trén dudng nphi 30'tai TP, Hai Duong (1 i an sang,

Hh30: Dén Car Ba, Podn nhan phing nghi ngoi, sz 66 in Lua tai nhi hanyg.

Chiew: Doan 1y do tdm bién, dao choi tai khu du lich Chit Ba, chup dnh v mua do fuu

niem.

18h Mk Doan an 161, ty do dao chon, tham gia cic 0 chai dan gian ve déin ta bivw Cat Ba,
Npay 2: Cat Ba ~ Vuon Quéc gia Cat Ba

07000 Suu khi an sang. xe vi HDV dua Doin di thas quan Vaon Quoe wia Cat Ba.

Chigu: Doin tr do tdm tai bat bidn Cait Co £, Cat €6 8. Cat Ci B, edn Cat Fien....di cha Ciir Ba,

1RO Exodin dn (60 (tham g cde rd choi ki thi tren dito, nghi ngeoi tak Khach sag.

Npay 3: Cat Ba - Ha Noi
OThi: Boan an sing. sau do w do di nua sam 1 che hai san Ct Ba
FERDU: Boan an trua, sau dé Bn xe i vé Ha Noi, dimg chan nghe ngor mua qua i Hai Dwong.
I8RO VE i Ha Ndi. két thue chuomg trinh du [ch, HDV chis ty Poan va hen vap b
GIA TRON GOI: VND/KHACH
_ _'_Vil'lc dich vu Dudi 15 khach * 16 - 23 khach P24 ?5k_|1_:l£h_ . "’-6 —-4‘!khd(‘h
Miic | 739.000 698.000 | 649.000  Sk7000 |
Muc 11 696.000 665.000 o 609.!]_{_]9 o 548000 )
(1A TREN BAO GOM:
Xe o1 du lich &3 méi, sang trong dua don Qu¥ khich theo chuomg trinh.
- Phong khich san diéu hoa, tivi, néng lanh. khép kit ...ti¢u chuin 3 npui/phing
- Céc b an theo chuomg trinh Géu chudn: ML 6000000 v hificic b,
MII 50.000!::.13:}_\':'1«'14;:'{ fy
Vé thang cunh. chi phi dia phueng. phi dich vy
- Hudng dan vién sust teyén kinh nghiem
- Bio hiém du teh, mac dén bi i da: 10.000.000VND,
KHONG BAO GOM: D6 udng, phu tréi phong don, ¢hi phi cd nhdn, thue VAT ...
Luu y: - Tré em ducy 6 tuoi mién phi, ti 6 — 12 tinh = 112 n gueod ien, 16t 12 tuoi tinh = ngreci lom.
- Cang ty khuyén mai mi du lich. .
DAC BIET QUY KHACH CON BUDD DUNG KHAN LANH VA MUDO UGN MIEN D TREN XE

Chiic quy ﬁﬁacﬁ mst cﬁ;;_)-u.?h du [_I:Cﬁ"'[-}uf ve vd 66 ich!
REDSUNTOUR

Marketing:(84-4).5539555 . HP: (904.134 854 - (983,727 551, Email: infofreduuntonr com M obaite: waw pod woitanr o
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CONG TY CO PHAN QUOC TE DU LICH HOANG DUONG
RED SUN TOURS REDSUN TOUR, JISC

== *Office: Nou 16 Vu Trong Phung - 32 Dinh Lict Hu Noi* Tel: {84) 4.55% 9558 - Fux: (84) 4,558 9558

CHUGNG TRINH DU LICH: HD0?

HA NOI - SAM SON - HA NOI
(3 ngay 2 dém)
Céch trung tam Thanh pho Thanh Hod 16k, Sdm Sen i mot trong nhitng bdi 1dm ndt tiéng cria
nude ta, Bdi Sam Som co do nghiéng thoai thedi, bdi cut min irgi dai dac biét séng nurde o diy rit mank di
khot nguén cho nhitng khdach thich mao hiem. Ngodi ra, khdch con duwoe di ngdnt cank iy nhién cia bai
bién nhu hon Trong Mdi, mii Trigng Lé co nhitng hinh this ki In ma gén ién voi nhitng cdu chuyén ké ra

nghe that ¥ nghia va ddy thi vi.
Ngay 1: Ha Nai - Sam Som
06100: Xe 4DV Cong tv Du lich RedsunTour don Dodn (ai diém hen khdi hanh di Sam
Som. tren dutmg ditng chan dn ~iing (r deor i TX. Pha Ly
11h30: Doin nhan phang. an trea vi nghi ngot e do. chigu tam bién.
18h00: Doin an 151, 1 do dao chan, tlany gia ciic 156 choi dan gian trén bai bién.
Ngav2: Sam San
O7hOD: Sau khi an sang. Doan di tham guan dén Poc Cuede, chita Co Tién, hon Trong M. .,
11h30: Boan tré vé khach san an traa vit nghi ngai. chiéu tam bién.
{%h00: Doin 3n 161 1 do tham pia vic rd choi k3 thd trén bién vé dém, nghi ngoi tai khich
san.
Ngav 3: Sam Som - Ha Noi
07h00; Poan &n sing sau &6 1 do dr chg hai sén mua sim
114130: Doin &n trua tai nha hing. ve Khdch san nghi ngoi, sau da tri phong vé& Ha Noi.
18h00: Doan vé Ha Nai. ket thae chuong tinh, HOY chia tay Bodn vy hen gap lal

GIA TRON GOf: VND/KHACH

Dudi 15 khach | 16- 23khach _ 24— 35khach 36 - 45 Khich

Miie dich vu ; AT s
; 494,000

Miic 1 743000 | 697000 654.000 94000
Muic IT 698.000 | 659.000 | 498.000 - 475000

GIA TREN BAO GOM:
Xe 016 du lich d& méi. sang trong dua dén Quy khach theo chuang trinh.
- Phang khich san didu hod, tivi, nong lanh. khép kin .. ticu chudn 3 npudi/phing
Cic bira an theo chuong trinh uéu chuan: M 60.000J’ngr‘:_\'e‘kh:irh.
MIT: 50.000/n i vikiich.
V¢ thing canh. chi phi 8ia phuong, phi dich vus
- Hudng din vién sudt tuyén kinh nghiém
- Baoc hiém du lick, mde dén bl 16i da: 10.000.000VND.
KHONG BAQ GOM: Pé udng, phu troi phong dom, chi phi ed nhdn, thué VAT...
Luu y: - Tré em dudi 6 tudi mién phi, tix 6 — 12 tinh = 1/2 ngudi ln, tec 12 tuoi tink = nguor lon.
- Cong ty khuyén mai mi du lich
mmwmmmwmm&wmmmmﬁnmmsm

R R L LR e R R RN

Chiic quy kfidch mot chuyén du lich vui vé vd 66 ich!

REDSUNTOUR

Murketing:(34-1) 5589555 .HP; 0904.1M 854 - 0983727 551; Email:infol@redrantour.con, Webslie: wiww redruntaur. com



CONG TY CO PHAN QUOC TE DU LICH HOANG DUONG

RED SUN TOURS REDSUN TOUR. JSC
iNol6 Y 1 H

CHUONG TRINH DU LICH: HDIS | .
HA NOI - TP.HO CHf MINH — VONG TAU
DA LAT — NHA TRANG - HA NOI
(12 ngdy 11 dém bdng tau)

Thanh phd Hé Chi Mink c6 16c d6 d6 thi hod cao nhdt nudc ta. Dén ddy, du khdch khong
chi chitng kién t6c 46 46 thi ma con duge di rdt nhiéu khu du lich, khu vui chot gidi tré. Khéng chi
gidi tri ma khdch con duge tdm bidn & nhiing bdi ndl tiéng nhu bién Viing Tau, bién Nha Trang vo
ddc biét xe diea du khdch dér voi thanh phi bén misa Pa Lat 4 lam bao du khdch dén réi khéng
mudn roi xa.

Ngay1-2: Ha Noi - Tp.Hé Chi Minh
19h00: HDV Cang ty Du lich RedsunTour d6n Dokn tai cira ga Ha Noi (ga chink).

19h50: Dean dap chuyén thy mang higu S3 di Nha Trang, nghi d&m, in séng, trua, tdi trén
tau

Npay 3. Tp.Ho Chi Minh
Sdng: An sdng trén thu
11h00: Doan nhan phéng, An trua, nghi ngoi.
Chiéu: Doan di Cong vién Ddm Sen, in 161 tai khéch san.

Neavy 4; Tp. Hé Chi Minh
06h30: Sau khi an sing, Doln tham quan khu du lich Thdo Cdm Vién theo chuong trinh cd
ngdy.

12h00: Poan an tnea tai <ha hang
18h30: Doan nghi ngoi an téi, ty do dao chai,
Ngay 5: Tp.Hé Chi Mink - Ving Tau
07h00: Sau khi &n sing, Poin 1&n xe di tham quan dinh Déc Ldp, nha the Pic Ba.
131h00: Doan an trua, nghi ngoi, sau ¢6 di Ving Tan.
18h00: Dén Viing Tau, nhan phong in 18, nghi dém tai khich san.
Ngay 6; Viing Tau
O7h00: Doan &n sing, di tham quan Thich Ca Phdt 4di, Niét Ban Tinh xd....
Chiéu: Tdm bién ty do, an 16} tai khdch san.
Ngay 7: Ving Tau - Pia Lat
07h00: Sau khi &n sding, HDV dua Doan di Pa La¢, in triea tai Thi xd Bdo Lic

Chiéu: Dodn tham quan Thdc Pren, hé Tuyén Lam, Tric Ldm Thién Vién, vion hoa Minh
Tém...

18h08: Podn an t8i. nghi ngoi tai khich san.

Chaic quy khdch mst chuyén du fich vui vé vd 66 ich!
REDSUNTOUR

Marketing:(84-4).5489585 - HP: 0%04,134 854 - 0983727 581; Ewall:{afo@radrunionr.com, Webslte: www.rediictonr. com
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CONG TY CO PHAN QUOC TE DU LICH HOANG DUONG
RED SUN TOURS REDSUN TOUR. JSC
T=E=mm | *Office: No 16 Yu Trong Phung - 32 Dink Lied Ha Noi® Tel: (84) 4.558 9555 - Fax: (84) 4.55% Y558

Ngay 8: ba Lat
07h00: Sau khi an sing. Dodn tham quan Thung Liing Tink Yéu, hé Than Thy.
11h30; Doan 1r¢ vé khich san an trua v nghi ngoi.
Chiéu: Do_?a‘n tham quan dinh Bde Bai, thde Cam Ly, hé Xudn Huong v do mua sam do luu

niém.
18h00: Doén an toi, nghi ngot 12i Xhich san
ay 9: Pa Lat — Nha Trang

06h00: Dodn an séng sau 46 xe dua Podn vé Nha Trang
11h30: PBoan an tra tai nha hiing, vé khdch san nghi ngoi.
14h00: Doin 1y do tidm bién, di cho mua sam.

Ngay 10: Nha Trang

07h00: Doan an séng. suu 44 di than quan hén Chong, thdp Ponaga, cirfia. an tried tw khich
san
Chigu: Poin o do 12m bign. mua sim dé luu nigm.
Ngay i1 - §2: Nha Trang — Ha Nai
4h00: Doan 1en thu S4 vé Ha Néi, an sing, trua 180 1rén tau,
1 1h00: Tau vé dén Ha Noi, k&t thiic chuong trinh. HDV chia tay Doin va hen gap lai.

GIA TRON GOI: VND/KHACH

[ Mucdichve | Du6iISkhich | 16-23khich | 24-35khach ' 36 -45khach |
Ml 3,239,000 2.996.000 2785000 | 2574000 |
| MicH 2.993.000 2.789.000 2574000 | 2.359.000 |

GIA TREN BAO GOM:

- Xe oto du lich déi mdi. sang trong dua dén Quy khich theo chuomg trinh.

- Phdng khéch san diéu hod, tivi, néng lanh, khép kin .. tiéu chudn 3 ngudi/phong

- Cic bita an theo chuong trinh tigu chudn: M 60.000/ngavikhich.

MEE: 50.000/ g whhech

- Vé thang canh, chi phi dia phuong, phi dich vu.

- Hudng dan visn sudt tuy€n kinh nghigm

- Bdo htém du lich, smie dén bd 18 da: 10.000.000VND.
KHONG BAO GOM: bé uing, pha tréi phong don, chi phi ed nhan, thié VAT ...
Luu Yo - Tré em dudi 6 tudi mién phi, tir 6 — 12 tink = 12 nguoi 1on, tir 12 tnot tinh = nguot ion.

- Cong ty khuyén mai mii du lick
DAC BIET QUY KHACH CON DUDE DUNG
KHAN LANH VA MDD UONG MIEN DHE TREN XE

Chiic quy Rfidch mot chuyén du fich vuivé vd 66 ich!
REDSUNTOUR

Marketing:(34-41. 5589555 -HP: 904,534 854 - 0983727 551 Emailoinfoiredsieninier.com, W ehsite: wwn redsn miuireom
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3. Dich vu mua vé may bay cho khach

Néu khiach ¢é nhu cau mua vé mady bay nhan vién 1& tan can hoi khdch
nhifrng thong tin sau:

- Tén khéch, s6 budng cua khich.

- DBia diém noi khich dén.

- Thai gian xudt phat.

- S6 luong vé.

- Loai vé.

- Cac yéu cdu dac biét vé ché ngdi.

- Sau d6 nhan vién 1€ 1an chuyén nhimg thong tin trén cho bo phan dich vu
cta khdch san, bo phan nay s& hén hé mua vé gitip khdch. Mudn phuc vut khdch
nhanh, chu déo, b6 phan dich vu clia khdch san phdi c6 méi quan hé véi cac
hing hang khéng cip nhat thong tin hang ngay dé phuc vu khich mét cach
nhanh nhit va chu ddo nhat.

* Bai hoi thoai giao tiép giita nhdn vién I¢ tin va khdch trong truong
hop mua vé mdy bay cho khdch. (Vi du: Ngai Richard Green luu tri tai
khdach san tic ngay 2 / 08 / 2005 dén ngay 07 / 08 / 2005. Ngay 06 / 08 / 2005
Ngai Richard Green c¢6 yéu cau khdch san mua vé mdy bay tic Ha Noi bay
vao thanh phé Ho Chi Minh sdng ngay 07 / 08 / 2005.)

R: Xin chao ngai, tor ¢6 thé gidp gi cho ngai khéng a?

K: Chao c6, 161 muén dat trrée mot vé khit héi dén thamh phé HS6 Chi Minh.

R: Da dugc thua ngai, ngai 1am on cho toi biét quy danh va s6 budng clia ngai

K: Toi Ia Richard Green, & bubng s6 205.

R: Da thua ngai, ngai ¢6 thé cho 61 biét thdi gian chinh xdc ngai s& bay
vao thanh phé HO6 Chi Minh.

K: Co gitp 161 dit vé bay vao sdng ngay 07 / 08 / 2005.

R: Vang, Xin ngai doi t6i mot chiit. Da thua ngai, ngay 07 / 08 / 2005 hing
hang khong Viét Nam Airlines s& ¢6 hai chuyén bay tir Ha Noéi di thanh phé
Ho Chi Minh. Chuyén bay thit nhat duge khdi hanh kic 7h 15, chuyén bay thir
hai duge khai hanh ldc 16h30'.

K: Toi s& di chuyé&n bay vao budi sang ldc 7h15' sing ngay 07 / 08 / 2005.

R: Xin ngai chd t6i mét chadt. Vang, thua ngai Hang Hang khong Viét Nam
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Airlines con chd. Thua ngai Richard Green ngai ¢ yéu cau gi vé chd ngoi
khong a?

K: Vang, t61 muén ¢6 moét chd ngdi ¢ 16i di. Chan cla t6i khé dai.

R: Da dugc thua ngai. Ngai ¢d biét ngay tré vé Ha Noi clia ngai khong a?

K: Tai c6 thé dé ngd ngay trd vé cia t6i duge khong?

R: Puoc thua ngai, nhung phén tré vé clia chiée vé phai duge sir dung trong
vong 30 ngay.

K: Duogc, viée d6 s€ duge thoi.

R: Vé ciia ngai 1én dén 4.200.000 VND. Ngai s€ thanh todn bang cich nao?

* K: Téi s& thanh todn bing tién mat va thanh todn ngay bay gid, tién clia toi
day. Co kiém tra lai gidp toi.

R: Da vang, thua ngai dd réi a, thua ngai toi dat mét vé khit hoi mang tén
Richard Green. Chuyén bay Ha Noi di thanh phé H6 Chi Minh, vé dugc xéc
nhén cho ngay 07 / 08 /2005 lic 7h15".

K: Ding vay.

R: Thua ngai phéin tré vé clia chiée vé dé ngo. Gid vé téng cong lén dén
4.200.000 VND, ngai da thanh todn cho Khach san tién dat mua vé la
4.200.000 VND.

K: Dung vay, cam on rét nhiéu.
R: Thira ngai khéng cé gi. Xin chao ngai.

K: Chao ¢o.

* Gid vé mdy bay néi dia:
BANG GlA Ban vi tinh: YND
G4 kit hl Gid thuong gia | GI£ phd thing PEXT7 PEX 14 Gid ngui | Gid sinh vién

Gl rum w0m 7 gy | Glé mua vom 14 ngty | cao i | & thanh nién

Ha Nl v TP.HA Chi Minh 4.200.000 1,000,000 2.700.000 2,400,000 1,850,000 { 1.950.000
HA NOI vi Nha Trang 3.640.000 2.600.000 2.350.000 2.100.000 1,760,000 | 1.700.000
Ha N va DA Ning 2,240,000 1,600.000 1,450,000 1.250.000 1.050.000 | 1.050,000
Ha NO| va Hof 2.240.000 1.600.000 1.450.000 $.250.000 1.050.000 | 1.050.000
TP.H8 Chi Minh va Hil Phdng|  4.200.000 3.000.000 2.700.000 2.400.000 1,950,000 | 1.950.000
P58 Chi Minh va Vinh 3.100.000 1.200.000 1.950.000 1.750.000 1.450.000 | 1.450.000
Te.H6 Chi Minh va Ba Nng | 2.240.000 1.600.000 1.450.000 1.250.000 1.050.000 | 1.050.000
TP.HA Chi Minh v Hul 2.240.060 1.600.000 1.450.000 1.250.000 1,050,000 | 1.050.000
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Carove l\._\l\g:."i'hu thiong:
GGG USD

666 USD
GGG USD
GGG USD
GGG USD
GGG USD
GGG UND

666 USD .

ks

. Dé biét thém cic diém dén khéc
thudc chau Au xin vui long
lienhe cac phong vé va dal ly

a Vietnam Airlines © =

Khach Ié tir Viét nam di Chau Au
& Hiduluc ey
. Vé xudt tirngay 01/06/2005 dén
‘Ngay30/06/2005 vacongay - S S PRISRVEE
. khdi hanh ching quicté -
dAu tién tir ngay 20/06/2005 dén
hétngay31/07/2005 it iaT

Thoi han dimg toi thidu/ toi da
Khong apy dgng 1 thang

Ve chura sudumge 100 LIS

e DoOi ngav bav:
Burre phep
@ Gia hanve

Khong duoe phepy

Bé hidt thém thong tin chi tiét vé diéu kién dat .
va xuat ve xin lien hé van phong va cac dai ly
Vietnam Airlines hodce g

83203

Ve suedung maoet phan Khong dooc phs
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Az Vietnam Airlines

GlA DAC BIET
Ha Noi - Singapore ‘x mkﬁﬂ':g
160 USD
Hai clicu
14 NGAY

HA NOI
SINGAPORE
KUALA LUMPUR
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4. Dich vy dat budng khach san giap khach

Mot s¢ khdch dang huu trd tai khdch san c6 thé nhe nhan vién 18 tan dat
bubng khéch san khic cho chuyén di tiép theo. D& thuc hién t6t cong viéc nay,
nhan vien 1€ tan cdn d€ nghi khéch cung cfp nhitmg thong tin sau:

- Thoi gian khéch lwu trd.

- Loai budng va s6 lugng budng.

- Céc yéu cdu dac biet vé buéng.

- Gi61 thiéu cho khdch mot s6 khich san dé khéch lua chon.

- Théng bdo gid buéng cho khach.

- Héi khéch vé nhu cdu phuong tién dua dén khéch.

Sau khi tim hi€u céc thong tin trén nhan vién 18 tan thong bdo cho khéch
tén, dia chi va s6 dién thoai cha khdch san da dat, déng thdi théng béo nhitng
yéu cdu cua khach san d6 cho khdch (Vi du: khédch san d6 yéu cdu khéch dat
buéng cé dam bao)

* Bai hoi thoai giao tiép gifta nhdn vién Ié tén va khdch trong truomg
hop I tan ddt budng d khdch san khdc (Vi du: Ngdi Steven dang heu tri tai khdch
san Thirong mai du lich Ha Noi tix ngay 01 / 08 / 2005 dén ngay 05 / 08 / 2005.
Ngay 04 1 08 /2005 ngai Steven nho nhdn vién Ié tén dit budng ho tai mot khdch
san ¢ Ha Long tir ngay 06 / 08 / 2005 dén ngay 09 / 08 / 2005)

R: Xin chao ngai Steven, toi c6 thé gidp gi ngai khong a?

K: Chao c6, t6i s& di tham quan tai vinh Ha Long ngay 06 / 08 / 2005, t6i
mudn cd gitip t6i dat budng trude mot khéch san nao d6 tai thanh phé Ha Long.

R: Vang thua ngai, ngai c6 thé cho t6i biét ngai s& luu tni tai khéch san &
Ha Long trong thi gian bao 14u?

K: Téi s& di tham quan Ha Long tirngay 06 / 08 / 2005 dén ngay 09 /08 / 2005.

R: Vang thura ngai. Xin ngai cho t6i bi€t ngai s& dit v6i s6 lugng budng 13
bao nhiéu?

K: Téi muén dit mét budng déi danh cho téi va vg 16i, c6 gitip t6i lura chon
budng d6i gia khoang tir 60 USD dén 80 USD.

R: Da vang thua ngi, ngai cé yéu cdu dac biét v€ budng khoéng a?

K: T6i mu6n c¢6 lya chon khich san quay ra bién va gin bién.

R: Vang thua ngai, khach san cia ching 16i c6 m&i quan hé véi khach san
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Royal International, khdch san nay ¢é vi tri theo ding yéu cdu cia ngai, tat ca
céc buéng ciia khdch san nay déu quay ra bién va cach bai bién khoang 500 m,
gid budng cha khich san nay cling pht hop véi yéu can cia ngai, dé la: loai
budng dic biét sang trong gid 80 USD, loai budng sang trong gid 60 USD.

K: Cam on co, 16i nghe ¢o gidi thieu vé khich san nay toi thdy phl hop
ddy, c6 gitip toi dat mot budng dac biét sang trong tir ngay 06 / 08 / 2005 dén
ngiy 09 /08 / 2005.

R: Vang thua ngai, xin moi ngai doi té6i mot chit, thua ngai khach san
Royal International cdn budng theo yéu cdu clia ngai, vay ngai ¢6 déng ¥ dat
budng tai khach san nay khong? '

K: Toi déng ¥, co gidp toi dat budng tai khdch san nay nhé.

R: Vang thua ngi, xin ngii chd 161 gidy 1at. Da thua ngai khich san nay ¢6
yéu cdu ngai dat trude cho khéch san mot khoan tién dit coc.

K: O dugc thoi, vay t6i phai dit trude bao nhiéu tién?

R: Da thua ngai, khdch san nay yéu ciu dat trude cho ho 80 USD.

K: Dugc théi, nhung t6i s& chuyén tién dat coc bang cédch nao, co gilip t6i
chuyén tién dat coc duge khong?

R: Da duogc thua ngai, toi s& gilp ngai chuyén tién dit coc.

K: Day 1a 80 USD, ¢0 kiém tra xem dul chua.

R: Thua ngai 4t réi, xin ngai chd toi gidy 14t, day [a gidy bién nhan tién dat
coc ctia ngai, khi ndo ngai t6i khach san Royal International ngai chi can dua
gidy bién nhan 14 khdch san Royal International s& phuc vu ngai. Da thua ngai,
xin ngai doi 61 mot chit, toi dd dat budng cho ngai va vo cia ngai tai khich
san Royal International tir ngay 06 / 08 / 2005 dén ngay 09 /08 / 2005.

K: Thé thi tot.

R: Da thira ngéi, ngai cd cdn chiing t6i phuc vn phuong tién dua dén khéng a

K: Cam on c6, nhung vg chéng toi di cé xe clia van phong dai dién ¢ Ha
Noi dua dén chiing toi r6i.

R: Vang thua ngai, that ti€c ching t6i khong duge phuc vu ngai. Xin moi
ngai ghi lai s¢ dién thoai clia khdch san Royal International 033.847208.

K: Dugc réi, cam on ¢o.

R: Da khong c6 gi, xin chiic ngii cung vg coa quy ngai ¢é chuyén tham
quan vui ve, xin chao ngai.
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K: Chao co.

5. Dich vu thué xe cho khach

Trong thii gian khédch luu tri tai khdch san, nhiéu khach ¢6 nhu cdu thue
xe, nhén vién & bd phan phuc vi khéch s ti€p nhan nhu cdu cha khich. Né&u
khdch san ¢6 xe cho khach thué thi lam thit tuc cho khéch thue. Néu khéch san
khong c6 dich vu cho thué xe, nhan vién & b phan nay phai cé méi quan hé va
dia chi coa cdc hing cho thué xe c6 uy tin, 14i xe ¢6 tay nghé cao, chat lrong
xe t6t, gid ca phai chang dé thué xe giip khach. Khi khdch cé nhu cdu thué xe
nhén vién c4n tim hiéu mét s6 thong tin sau:

- Chao khéch, hdi yéu ciu cha khach.

- Héi tén khdch va s6 buéng ctia khach.

- Loai xe khach muén thué.

- Thoi gian sir dung xe.

- Hoi xem khéch c6 cdn 14i xe hay khong.

- Thong bdo gia thué xe va céc thi tuc thué xe.

- Thong bdo thoi gian va dia diém dén khé4ch.

* Bai hoi thoai giao tiép givra nhdn vién Ié tan va khdch trong truong
hop thué xe giap khdch cho khdch (Vi du: Ngai Richard Green dang lueu trir
tai buong 205 tir ngay 02 / 08 / 2005 dén ngay 07 / 08 / 2005. Ngay 05 / 08

/2005 ngai Richard Green nho nhén vién Ié tan thué xe 6 t6 ginup khdch vao
sdng ngay 06 / 08 / 2005)

R: Xin chio ngai, toi ¢4 thé giip gi cho ngai khéng a?

K: Chao anh, ngay mai t6i di cong tac tai Ha Long, t6i muén anh gitip t6i
thué 6 t6 vio sdng ngiy mai.

R: Thura ngai, xin ngéi cho t6i biét quy danh va s6 buéng clia nghi?

K: Téi 1a Richard Green, t6i & buéng 205.

R: Vang thua ngai, ngai s& thué xc bao nhiéu ché a?

K: T6i mudn anh thué givp 16i xe bén ché.

R: Véng thua ngai, nghi s€ sir dung xe trong thei gian bao 1au?

K: Té1 dy tinh di Ha Long tir 6h sdng dén 18h chiéu ngay 06 7 08 / 2005.

R: Thua ngai, ngai s¢ thué xe c6 nhan vién l4i xe phuc vu ngai hay nghi
thué xc tu ngai 14i?
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K: Tdi mudn thué xe cé nhan vién ldi xe phuc vu, anh c8 gitp t6i chon
nhan vién l4i xe ¢6 nghiép vu, chu ddo, cén than.

R: Da vang thua ngai, khédch san ctia ching t6i méi ddu tu mét hé thong xe 6
t6 hién dai sang trong véi do1 ngii-1ai xe cé kinh nghiém, vi vay ngai yén tam, gia
thué xe bon ché tir HA Noi di Ha Long va tir Ha Long vé Ha Néi 1a: 900.000
VND.

K: Téi dong ¥ thue.

R: Thira ngai Richard Green, sdng ngay mai lic 6h xe 9 10 s€ don ngai tai
khach san dugc khong a?

K: Thé thi t6t, 16i ddng y don tdi tai khach san, cam on anh.

R: Vang thua ngai, xin chiic ngai ¢6 chuyén di an toan va thaoh céng trong
cong viéc, xin chao ngai.

K: Chao anh.

* Gia cho thué xe 6 16
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HO THUE XE ()

Doan xe du lich dd chiing loai tir 4 - 45 chd, chuyén cho thué xe theo
tuyén du lich, thué phuc vu cong tac, cudi hai, dua don san bay... Thué
dai han theo hop dong nam phuc vu van phong, Cho thué xe ty lai, tha

tuc dgn aian. thuan tién.
ﬂ? ; !llll
s Frtiwoes

Glé cudc DVT 1000 ddng

Tuyén dudng tir

Ha ni di K e T12c [ 15¢ 1 35¢ | 45¢
San bay Noi Ba 80 | 250 | 280 | 300 | 450 | 600
T.quan lang ngha 100 | 350 | 430 | 450 | 520 | 650
Tam Dao/BaVi1N | 150 | 600 | 700 | 750 1850 | -
Ha long/ Sam San AN | 350 | 900 | 1300 | 1400 | 1900 | 2000

Chung toi ban vé xe hang ngay tr Ha ndi di Hué/ Sai gon; Ha nbi - Ha
long; H&d nd. - Lang son.. cac chuyén xe di Lao (Viénchan,
Savanakhét). Gia vé xe cho 01 khach nhy sau:
Ha ndi - Hué : 100.000d/ khach ﬂ e
Handi-Halong : 60.000dkhach A [SegkCRNim
Ha ndi - Lang Son : 50.000d/ khach YVig
Ha ndi - Saigon  : 320.000d/ khach )
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IL. THUC HANH NHAN VIEN LE TAN TIEP NHAN CAC YEU CAU

CUA KHACH,

1. Diéu kién thuc hién

1.1. Dia diém thuc hanh: Phong thuc hanh 18 tan

1.2. Thiét bi dung cu: Phong thuc hanh 1€ tan, quay 1€ tan, dién thoai, may
vi tinh, mau biéu s& sdch, tai lieu quang cdo v.v..

1.3. Thoi gian: 10 tiét

2. Trinh ty thuc hién

2.1. Kiém tra phong thuc hanh, quay 1é tan, mau biéu s6 sach
2.2. Trinh tu tién hanh

TT

Tén cong viéc

Thiét bi dung cu

Yéu cau ky thuat

1

Tiép nhan nhu
cdu an udng
tai ché
khéach.

cho

- Phong thyc hanh
1€ tan, qudy I& tan,
mdy vi tinh, thuc
don cta khédch san,
méu biéu sé sdch.

- Chuin bi t6t dién mao ca
nhan, tu thé tic phong, khu vuc
lam viéc.

- Binh tinh, tu tin, ti€p nhan
nhu cdu an uéng tai chd cua
khidch nhanh, chinh xdc theo
ding chuyén mén nghiép vu.

- Cap nhat cdc thong tin cla
khiach vao phi¢u va vio s6
nhanh, chinh x4c.

- Phéi hop tét véi cde bo phan
¢6 lién quan dé€ phuc vu t6t nhu
cdu an uéng tai cho cia khich.

Té chite tham
guan du lich
cho khach.

- Phong thuc hanh 1&
tan, qudy 1¢ tan, may
v1 tinh, lich trinh céac
tour du lich, mau
biéu sé sach.

- Chudn bi tot dién mao cd
nhén, tr thé tdc phong, khu vuc
lam viéc.

- Binh tinh, tu tin, gidi thiéu va
ti€p nhan nhu cdu tham quan
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du lich cho khach nhanh, chinh
Xx4dc theco dung chuyén mon
nghi¢p vu.

- Cap nhat cdc thong tin cha
khach vio phiéu va vio sé
nhanh, chinh x4c.

- Phéi hop véi cdc bo phan co
lién quan va cdc cong ty luu
hanh dé€ phuc vu tt nhu cidu
cua khdch.

Dich vu mua
vé mdy bay
cho khich

- Phong thyc hanh
1& tan, qudy 1€ tan,
mdy vi tinh, lich
trinh bay cia céc
hang hang khong,
mau biéu sé sch.

- Chudn bj t6t dién mao c4
nhén, tr the tic phong, khu vre
lam viéc.

- Binh ftinh, tu tin, gii thiéu va
ti€p nhan nhu cdu mua vé may
bay cho khidch nhanh, chinh
xac theo ding chuyén mén
nghiép vu.

- Cép nhat cdc thong tin cla
khiach vao phigu va vio sé
nhanh, chinh x4c.

- Phéi hop véi cdc b phan ¢6
lién quan va cdc hing hang
khong dé phuc vu t8t nhu cdu
cua khéach.

Dich wu dat
buéng khdch
san giip
khéch.

- Phong thuc hanh
1é tan, qudy 1& tan,
may vi tinh, cdc
thong tin cua céac
khdch san, min bidu
s6 sach.

- Chudn bi t6t dién mao c4
nhén, tu th& tadc phong, khu vuc
lam viéc.,

- Binh finh,tu tin, gi¢i thiéu va
1i€p nhdn nhu cdu dat budng
khach san giip khich nhanh,
chinh xdc theo ding chuyén
mén nghiép vu.
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- Cap nhat cdc thong tin cia
khdch vido phi€u va vao sé
nhanh, chinh xac.

- Ph6i hgp véi cac bd phan ¢co
lién quan va céc khich san dé
phuc vu 16t nhu cdu coa khéch.

5 | Dich vu thué
xe cho khach

- Phong thyc hanh
I€ tan, quay 1é tan,
mdy vi tinh, cic
thong tin quang cdo
vé xe, miu biéu sd
sach.

- Chudn bi t6t dién mao cé
nhan, tur thé tac phong, khu vuc
lam viéc.

- Binh tinh, tu tin, gidi thiéu va
ti€p nhan nhu cdu thué xe giip
khdch nhanh, chinh xdc theo
ding chuyén mén nghiép vu.

- Cap nhat cdc thong tin cua
khiach vao phi€u va vho s6
nhanh, chinh xac.

- Phéi hop véi cac bd phan cé
lién quan va cdc coéng ty cho
thué xe dé phuc vu t6t nhu cdu
clia khach

2.3. Huong déan thyc hién cong viéc

Tén cong viéc

Hudng dan

Quy trinh ti€p nhan
nhu ciu an udng tai
chd cho khich

* Quy trinh tiép nhdn nhu cdu dn udng tai cho cho

khach

- Bude 1: Chio khéch, gidi thigu so bo cac kiéu phuc
vu tai khach san, héi khdch an thue don nao: khach én
chon mon hay theo thuc don c¢6 dinh cta khach san.

+ Néu khiach an chon mén hay dat bira an theo yéu
cdu 1& tan chi viéc gidi thiéu cho khach biét vi tri thoi
gian déng cira, md clta nha hing dé€ khach c6 thé dén
nha hang va tur lva chon mén.
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+ Néu khéch én theo thuc don 6 dinh (vé mic gid,
vé s& lugng moén) thi nhan vién 1& tan thyc hién céc
budc ti€p theo.

- Bude 2: Gibi thigu thue don va héi khich Iva chon
thue don nao va tiéu chudn an 14 bao nhiéu tién / suat
hoac mot bira.

- Buge 3: Hoi cdc yéu cdu cu thé clia khéch

+ Thon gian an cia khéch.

+ Hinh thite phuc vu

+ 56 luong sudt an hoic s6 bita an cita khdch.

+ Noi an cla khdch: khdch muén an tai budng riéng
hay tai nha hang ctia khich san. Khéch ¢6 yéu cdu vé
vi trf ban an hay khong. _

+ Hoi khdu vi dn cha khédch (chd do an kiéng, yéu cdu
déc biét clia khdch)

+ Hinh thic thanh todn: thanh todn ngay sau bita an
hay ky ng. .

- Buoe 4: Nhic lai cdc thong tin dat an cia khach.

- Bitée 5: Chao va chic khich.

- Bude 6: Cap nhat cde thong tin vao sé dat an cla
khich, inong bdo cho céc bo phan ban, bar, bép dé
phdi hop chudn bi phuc vu khéch.

To chitc tham quan
du lich

- Ghi lai nhitng thong tin cin thiét nhur:

+ Tén khach, s6 budng cna khich. -

+ 56 luong khach tham quan, thdi gian tham quan
(bao gid, bao 1au)

- Goi ¢ cdc dia di€m tham quan cho khich va ghi lai
st lwa chon clia khach.

- Xdc dinh yéu cau vé phuong tién di lai ma khich lua
chon, cich thite 16 chife chuyén di.

- Gid dich vy tham quan du lich vA cdc quyén loi

22 GTTHNVLT-A
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khach duge hudng.

- Lich trinh, thi gian xudt phat va k&t thdic cla
chuyé&n tham quan du lich.

may bay cho khach

Dich vu mua vé

- Tén khich, s6 budng clia khach.

- Pia diém noi khéch dén.

- Thoi gian xuat phét.

- §6 luong vé.

- Loai vé.

- C4c yéu cdu dic biét v& chd ngoi.

- Sau d6 nhan vién 1& tan chuyén nhiing thong tin trén
cho bo phan dich vu cta khach san, b6 phin nay sé
lién hé mua vé giup khach.

Dich vu dat budng
khach san  gitp
khach.

- Thoi gian khach hou tri.

- Loai budng va s6 luong budng.

- C4c yéu cdu dac biét vé bubdng.

- Gidi thiéu cho khich mot s& khach san dé khéch lua
chon.

- Thong bao gid budng cho khach.

- Héi khach vé nhu ciu phuong tién dua dén khéch.

Dich vu thué xe cho
khach

- Chao khéch, hdi yéu cau cua khach.

- Hoi tén khédch va s6 budng ciia khach.

- Loai xe khach mudn thué.

- Théi gian sir dung xe.

- Hoi xem khdch ¢6 cdn 14i xe. _

- Thong bdo gid thué xe va céc thu tuc thué xe.
- Thong béo thoi gian v dia diém dén khach.

3. Cac dang sai héng va cach phéng ngira

TT Hién tugng

Nguyén nhan Cach phong ngira

{ | Tiép nhan nhu
cdu an udng tai

Chua hiéu kién thitc
vé& tim hiéu nhu cdu

Nghién cia quy trinh tiép
nhan nhu cdu in udng tai

338

22 GTTHNVLT-B




chd chua ding
trinh tr cic budc
trong quy trinh

ti€p nhan nhu cdu in
uéng ché cho
khich trong thdi gian
luu tra.

tai

ché cla khich, chuin bi
bai héi thoai tiép nhan nhu
cdu an udng tai chd cha
khdch theo ding véi cic
bugc cua trinh trinh.

Ti€p nhan nhu
cdu tham quan du
lich chuwa ding
vol trinh tu cdc
budc trong quy
trinh

Chua hiéu kién thire
vé tim hiéu nhu cdu
ti€p nhan nhu céu
tham quan du lich
cho khich trong thoi
gian lvu trd.

Nghién ctru quy trinh tiép
nhan nhu cdu tham quan du
lich, chuan bi bai hoi thoai
ti€p nhan nhu cau tham
quan du lich theo ding vdi
chuyén moén nghiép vu.

Ti€p nhin nhu
can mua vé mdy
bay cho khach
chua ding véi
trinh tu cac budc
trong quy trinh

Chua hiéu kién thic
v¢ tim hiéu nhu can
ti€p nhidn nhu cdu
mua vé may bay cho
khich trong thoi gian
luu tra.,

Nghién cimu quy trinh tiép
nhan nhu cdu mua vé may
bay cho khéch, chuan bi bai
héi thoai ti€p nhan nhu cau
mua v¢ mdy bay theo ding
chuyén mon nghiép v

Ti€p nhan nhu
cau dat buéng
khach san gidp
khach chua ding
vol  cdc  buée
trong quy trinh.

Chua hiéu kién thic
vé€ tim hiéu nhu cdu
ti€p nhan nhu ciun dat
bucng khich san gidp
khach trong thoi glan
luu trd.

Nghién cttu quy trinh tiép
nhan nhu cdu dat budng
khidch san gidp khach,
chudn bi bai hoi thoai tiep
nhan nhu cdu dit buédng
khach san theo ding
chuyén moén nghiép vu.

Ti€p nhan nhu
cdu thué xe cho
khach chua ding
vl budc
trong quy trinh

cic

Chua hiéu kién thitrc
vé tim hiéu nhu cau
ti€p nhan nhu cdu thué
xe cho khach trong
thai gian uu trd,

Nghién citu quy trinh tiép
nhan nhu cau thué xe cho
khich, thué xe cho khich
theo ding chuyén mon
nghiép vu.

1L KIEM TRA PANH GIA

Kiém tra danh gid cho diém hoc sinh vé ti€p nhan yéu cau dich vu cho khéch.
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Bai 4
THUC HANH XU LY TAI SAN THAT LAC

Muc tiéu

- V8 kién thuc: Hidu duge tdm quan trong cla viéc sl ly tai san thét lac cha khach
theo ding chuyén mdn nghiép vu.

- V& ky.nang: Thuc hién thanh thao cach xU Iy tai san that tac cla khach theo ding
chuyén mdn nghiép vu. '

- V@ thai d6: Rén luyén tac phong lam viéc can than, nghiém tuc, chinh xac khi x(r ly
tai san that lac cha khach.

I KIEN THUC CHUYEN MON THUC HANH XU LY TAI SAN THAT
LAC CUA KHACH TiM THAY TRONG KHACH SAN

1. Nguyén tic chung x( ly tai sin cia khach tim thay trong khach san

* Bude 1: Ghi lai noi tim thay tai san, ngudi tim thdy tai sdn.

* Budc 2: Xéac dinh xem tai san d6 la ctia ai.

Sau khi ghi xong céc théng tin vio s6 tai san khéch bd quén, nhan vién [&
tan xdc dinh xem tai san dé 12 cha ai. Kiém tra xem khéch dé c6 con luu tri tai
khdch san hay khéong bing cdch kiém tra théng tin vé tai san va nhimg thong
tin b4o mat tai san cua khach.

* Bude 3: Tim kiém khach dé trd lai tai san cho khéch.

- Trudng hgp khdch dang luu trd tai Khédch san:

+ Khach dang & trong khach san nhan vién 1€ tan moi khach nhan lai tai san.

+ Khdch di ra ngoai nhan vén 1& tan bdo quén tai san cla khich va khi
khéch vé khach san tra lai tai san cho khach.

- Trudng hop khédch da rot khdch san:

+ Nhan vién & tan s& bao quan tai san cho khich.
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+ Can cit vao cdc théng tin cla khéch trong hé s lLru tri ciia khich san dé
lien lac vdi khich xin huéng gidi quyét.

- Trudmg hop khong tim thay ch nhan cia tai san dé:

+ Nhan vién I€ tan bdo quan tai san cho khéch.

+ ThOng bdo trén ban tin cia khich san.

. + Tai san nay s& duge bdo quén tir 6 dén 9 théng (tuy theo quy dinh cla
timg khdch san). Trong khoang thdi gian d6 néu khong c6 ai dén nhén thi i

san dé s& duoc sung vao cong quy cha khich san.

* Budc 4: Tra lai tai san cho khdch.

Khi khéch d&n nhan lai tai san, nhan vién 18 tan cdn yéu cdu khéch:

- Cho biét tén va s6 bubng.

- M6 ta vé taj san bi that lac.

- Ky nhan 12 da nhan lai tai san.

- Tra 1& phi (néu c6) :

* Chii y: Nhdn vién I¢ tan luon kiém tra cing ngudi qudn 1y dé tranh trd
nhdm tai sdn cua khdch cho nguoi khde.

2. Thire hanh xtr ly tai san that lac cGa khach

* Tinh huong 1:

MOt ngudi khéch da tra bubng rdi khach san, sau d6 khach goi dién tir san
bay vé va néi rang khong lam thi tuc lén mdy bay duge vi da dé quén chimg
minh thu & qudy 1€ tan.

La nhan vién I¢ tan, anh (chi) s& xir 1y tinh huéng nay nhu thé nao?

* Tinh huong 2: _

Khich dé tra budng rdi khéch san, sau d6 vai ngly goi dién thoai néi véi 18
tan c6 bd quén mot vai thit va yéu ciu 1€ tan giti lai cho khéch.

La nhan vién I¢ tan, anh (chi) s& x& 1§ tinh hudng nay nhu thé nao?

* Tinh hudng 3:

Khéch da tra bubng va rdi khoi khach san, nhan vién b6 phan buéng thong
bdo vdi 1€ tan ta khich dé quén mot s6 d6 ding.

La nhén vién 1€ tan, anh (chi) s& xit 1y tinh huéng nay nhu thé nao?

* Tinh hudng 4: Khach tré buong rdi khich san 1€ tan phat hién khach dé
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quén khong ldy gidy & tuy than (truée d6 khédch san gilr cha khdch dé fam thi
tuc dang ky tam trd). '

La nhan vién 1€ tan, anh (chi) s€ xir 1y tinh huéng nay nhw thé nao?

* Tinh huong 5: ‘

Khach di thanh todn, tra budng rdi khoi khidch san, 1& tan méi phat hién 1a
kh4ch dé€ quén thé tin dung.

Li nhan vién 1€ tan, anh (chi) s€ xtr Iy tinh huéng nay nhu thé nao?

* Tinh huéng 6:

Khéch di tra budng rdi khoi khdch san, dén san bay khéch goi dién vé va
néi ring di dé quén & chan ban salon tai sanh ctia khdch san moét tii d6. Khich
nho khdch san gitp do.

Li nhan vién 1& tan, anh (chi) s& xtt Iy tinh huéng nay nhu thé nao?

* Tinh huong 7:

Khich da tra buéng roi khach san, khi 1én dén san bay khich goi dién
thoai, thong béo 1a trong s8 hanh 1¥ cia doan con thira mét tii do.

LA nhan vién 18 tan, anh (chi) s& xit ly tinh hudng nay nhu the nio?

Pap an cac cau hoi

* Tinh hudng 1:

- Nhic mdy chao khdch, xung tén khéch san, san sang chd phuc vu.

- Hai thong tin vé khdch nhu: Tén khdch, s& budng khéch da fuu trd.

- Xin khéch cho, 1& tan kiém tra xem ¢6 chimg minh thu cia khéch cé &
qudy 1€ tan khong.

+ Trutmg hop khong c6 chitng minh thu & qudy 1€ tan: nhan vén 1€ tan trdn
an khdch binh tinh, nhic khich kiém tra lai tu trang hanh 1y, tdi quin, wii 4o
xem ¢ chiing minh thu khong, déng thai nhan vién 1€ tan ciing kiém tra lai tai
qudy 1& tan Néu khéong thdy nhan vién & tan c¢6 thé lién lac véi hang hang
khong tam thoi gitip khdch 1am th tuc 1én may bay.

+ Trudng hop cé chimg minh thu & quay 1€ tan, nhan vién [ tan dua ra bién
phép giai quyét:

e Lién hé v6i hing hang khong: thong bdo tinh hinh va fax ban
sao{photocopy) chitng minh thu cta khdch va dé€ nghi cho khdch duoc lam tha
tuc lén mdy bay trude, khdch san s& gui lai khach ching minh thu sau.
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* Néu hang hang khéng chap nhan hoic con dii thoi gian, cir ngudi mang
chimg minh thu clia khdch 1én san bay d€ tra lai cho khéch.

* Tuy theo tinh hinh nhan vién 1€ tan [ua chon giai phap phi hop.

* Phai goi dién, lién lac vi thong bdo cho khach.

* Tinh huéng 2;

- Nhac mdy chao khich, xung tén khéch san, san sang chd phuc vu.

- Ti€p nhén yéu cdu cia khéch, hdi tén khéch, s6 bubng khdch di &, thoi
gian luu trd (ngy dén - ngay di) cha khdch, d6 vat khdch b quén.

- Ki€m tra s8 xem c6 nhitg dé vat khach d€ quén khong?

+ Truong hop c6 théng bdo lai cho khdch, 1& tan yéu c4u khach mé t3 lai d6
vat di dé queén, 1¢ tan phai kiém tra cdc thong tin dé x4c dinh c6 phai 14 d6 vat
cta khdch hay khong, nhan vién 1€ tan héi khach huéng giai quyst nhu: giri cho
ngudi than quén khich, giri qua dudng buu dién theo dia chi clia khich hoéc
bdo quan do vat tai khich san 14n sau khach dén huu trid khach sé nhéan lai

+ Néu khong c6 1€ tan hdi lai khach xem quén & dau? néi o chua tim thay
nhung hita s& hoi lai va thong bao cho khich sau.

e Hoi dia chi d€ giri lai hoac théng bdo.

* Tuy s6 tién giri nhiéu hay it. Néu nhiéu, thong bdo vd dé nghj khich
thanh toan chi phi gixi tré lai d6.

* Tinh hudng 3:

- Nhan vién 1€ tan ghi lai d6 ding khach d€ quén.

- Kiém tra lai khéch cé quay lai khach san khéng? c6 hanh 1y gini lai khong?
c6 ban beé cuing doan con & lai tai khich san khéng dé chuyén tra cho khdch?

- Néu khéng phai tim céch lién lac véi khéach.

+ Trudng hop lién lac duge véi khéch 12 tan théng béo cho khéch vé dé vat
khdch b6 quén. Néu khéch yéu cdu giri lai cho khéch nhan vien 18 tan s& hoi dia
chi ctia khédch dé giri tra tai san cho khéch.

+ Trudng hop khéng lién lac duge véi khach, nhan vien 1€ tan lien lac véi
cong ty hodc ngudi dit bubng cho khéch nhd théng béo va chuyén tra tai san
cho khéch.

- Néu khong lien lac duge I tan l4p bién ban va bao quan tai san cho
khich. Khi 1ap bién ban 1€ tan cén ghi cdc théng tin sau: tén khéch, s6 budng
cha khach, thoi gian lvu trd, ngdy khéch tra budng.
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- Ban giao cho ca sau dé tra 101 khéch khi khach hoi.

* Tinh huéng 4:

- L& tan tim c4ch lién lac véi khéch (cong ty hodc ngudi dat budng cho khach cé
dia chi & Vit Nam) dé thong bdo vé viec quén gidy to& va hoi cdch giai quyét.

- Thuc hién trd lai gifly 1 tuy than theo yéu caun cia khach:

+ Chuyén tryc ti€p cho khdch.

+ Gl qua cong ty, ngudi dit budng cho khdch ¢6 dia chi tai Viét Nam.

+ Chuyén qua buu dién bang dam béo hoic ngudi quen.

- Trudng hop khéng lién lac duge 18 tan ghi lai va ban giao cho ca sau gitt
cén than chd khéach lién lac lai.

* Tinh huéng 5:

- L& tan cdn phai xdc dinh xem khéch bd quén thé tin dung 1a ai.

- Tim cAch lién Jac véi khach hodc cong ty, ngudi dat budng cho khéach c6
dia chi tai Viét Nam, thong bdo vé viéc khdch dé€ quén thé tin dung va xin
hudng giai quyét. _

- Tra lai thé tin dung theo yéu cdu ctia khdch nhu: chuyén tryc ti€p, qua
cong ty, ngudi dat budng gitip khdch tai Viét Nam, chuyén qua ngudi quen...

- Trudmg hop khong lien lac duge véi khéch 1€ tan ghi lai va ban giao cho
cdc ca sau giit can than dé chd khéch lién lac lai.

* Tinh huong 6:

- Chao khéch, ti€p nhan yéu ciu cta khach.

- Hoi tén khéch, s8 budng cua khéch. _

- Ho6i khich vé loai, hinh ddng, mau sac tii d6 bd quén.

- Kiém tra khu vuc sdnh xem ¢6 tdi d6 nhu khdch mo ta khong?

+ Néu ¢6 1& tan thong bdo lai cho khdch va xin hudng gidi quyét cia khich,
. thuc hién tra tii dé theo yéu cdu cha khach va thanh todn véi khdch chi phi van
chuyén (néu c6)

+ Néu khong ¢6 i dé: _

e |& tan thong bdo cho khach va dé nghi khach nhé lat xem c6 d€ quén &
dau khong? )

e L& tan dé nghi khdch dé lai dia chi lién lac, néu khéch san tim thdy hoéc
c6 khach cam nham mang tra lai thi khich san s& bdo lai cho khach.
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* Ghi lai cdc thong tin vio s6 giao ca vé viec khach quén tdi do.

o Liy lam ti€c vé sy viec x4y ra.

* Tinh Ludng 7:

- Chao khéch va ti€p nhan yéu cdu ctia khich.

- Cam on khach vi d3 thong bédo v6i khach san.

- Nhan vién 1€ tan dua ra mot s6 hudng giai quyét:

+ Khach gii lai cho huéng din vién hoac ngudi Viet Nam lén tién doan,
khéch san sé lién hé dé nhan lai.

+ G lai l4i xe mang vé khédch san.

+ Gtri lai san bay khéch san s& clt ngudi dén san bay dé nhan lai.

- Nhan vién 1€ tan xdc dinh hanh 1y thira 13 ciia khdch nao.

- L& tan lién h¢ v6i huéng dan vién, l4i xe hoidc san bay dé nhan lai va
chuyén tra cho khach kip thai.

II. THUC HANH XU LY TAI SAN THAT LAC CUA KHACH TiM
THAY TRONG KHACH SAN

1. Diéu kién thuc hién
1.1. Pia diém thuc hanh: Phong thuc hanh 1€ tan.

1.2. Thiét bi dung cu: Phong thye hanh 1& tan, qudy 18 tan, miu bidu sé séch.
1.3. Thoi gian: 06 tidt
2. Trinh ty thuc hién
2.1. Kiém tra phong thure hanh, quay 18 tan, mau biéu sé sdch
2.2, Trinh tir tién hanh

TT

Tén cong viéc

Thiét bi dung cu

Yéu cau ky thuat

Di¢n mao ca
nhan

Phong thuc hanh
1€ tan, qudy 1&

‘| tan.

- Vé sinh cd nhan sach sé theo
ding quy dinh.

- T6éc, mat va tay sach s& gon

gang.
- Dong phuc gon gang ding quy
dinh ctta khéch san.
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vi tinh, min
bicu s6 sach...

2+ | Khu vixe Phong thuc - Trang thi€t bi day du hoat dong t6t
lam vi¢e hanh 1€ tan, - MAu biéu va dung cu van phong
qudy l€ tan, phdm ddy di va duoe dé ding noi quy
may di¢n thodi, | dinh.
may fax, n‘}éy Vi | Khu vue dai sanh vé sinh sach sé, sp
[?"h’ gid detai | x&p gon gang tao tinh thim my
ligu... - Qudy I& tan vé sinh sach s&, sip xép
cdc trang thi€t bi khoa hoc, trang tri ¢6
tinh thim my tao dugc 4n tugng cho
khach.
3 | Tuth& Phong thuc - Péng phuc gon gang ding quy dinh
tdc phong | hanh 1€ tan, cua khach san.
quly ¢ tan, - Tu th€ tic phong ding thing dang
ddng phuc. hoang, tu tin, chui dong chao dén
khéch.
4 Nghién citu | - Phong thuc - Doc k¥ cac finh hudng dudi 16p, dua
cdc tinh hanh 1€ tan, ra dap 4n.
budng quay Ié tan - Théo luan nhém dé tim ra cich xir Iy
to1 wu nhat.
5 | Thuc hanh | - Phong thuc - Can ¢ vao cdch xir Iy cia cac nhém
X 1y tinh hanh 1é tan, ca 16p thao luan.
hudng dién thoal, mdy | - C4c nhém cin cif vio céc tinh hudng

di gidi quyét déng vai nhan vién 1€
tan, dong vai khich tap xu ly cac tinh
hudng.

- Binh tinh, ty tin xUr 1y cdc tinh hudng
do Kkhéch dé ra trong qud trinh nhén
dit budng cho khéch.

- X1t ly cdc tinh hudng nhanh, chinh
xdc theo diing chuyén moén nghiép vu
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2.3. Hudmg dan chi tiét thye hién cong viéc

Tén cong viéc Huéng dan

Thyc hanh xtr 1y tdi | * Bude 1:_ Ghi lai noi tim thdy tai san, nguot tim thdy
san that lac tai san.

* Bude 2: Xéc dinh xem tai san d6 13 ciia ai.

* Bude 3: Tim ki€ém khdch dé tra lai tAi san cho
khéch.

* Budec 4: Tra lai tai san cho khiach.

3. Cac dang sai hong va cach phong ngira

TT Hién tuong Nguyén nhan Cach phong ngira

I | Chua xir Iy 161 cdc | Chua ¢6 kinh nghiém | Nghién ctu k§ cdch xit
budc xir 1y tai sdn | trong viéc xr 1y tai san | 1y tai sin that lac cta
thit lac cita khdch. | that lac cla khéch, | khach.
chura tu tin.

IIL KIEM TRA PANH GIA

Kiém tra ddnh gid cho diém hoc sinh vé thue hanh xir 1y tai san that lac cho
khach.
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Bai 5

XU LY MOT SO TINH HUONG XAY RA TRONG
QUA TRINH KHACH LUU TRU TAI KHACH SAN

Muc tiéu

- V& kién thife: Hiéu dugc 1Am quan trong cla viéc xU 1y cac tinh hudng xay ra trong
qué trinh khach luu trd tai khach san.

- V& ky nang: Thuc hién thanh thao khi gidi quyét tinh hudng xay ra trong qua trinh
khach luu tri tai khach san.

- Vé thai d5: Reén luyén tac phong binh finh, tu tin khi gidi quyét cac tinh hudng do
khach dé ra theo ding chuyén mén nghiép vu.

I KIEN THUC CHUYEN MON VE XU LY CAC TINH HUONG XAY
RA TRONG QUA TRINH KHACH LUU TRU TAI KHACH SAN

1. Phuong phap chung dé x{r ly cac tinh hudng xay ra trong qua
trinh nhan dat budng

- Binh tinh nghién ctru k§ tinh huéng xay ra.

- Nén hét stic ki€ém ché, trinh bdo (hil bue titc hay cdu gian d6i véi khich.

- Tuyét d6i nhan vién 1€ tan khéng duge tranh luan vdi khich.

- Tim phuong an giai quyét cé hiéu qua nhit.

- Trudng hop tinh hudng xay ra vuot qud quyén han giai quyét, nhan vién
1€ tan ¢dn nhanh chéng ghi chép lai va bio cho ngudi phu trach giai quyét.

- Nhan vién 1€ tan khong nén hita v6i khich diéu gi vuegt qua quyén han
clta minh.

- Néu van dé khong thé gidi quyét nhan vien 1& tan phat bdo ngay cho
khich, tuyét déi khong dé khach qua hy vong va chd doi.
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- Nhan vien 1€ (an trdnh thdi dé im lang, khich cho ring nhan vién 18 tan
khong chu y nhitng diéu ho néi vi diéu d6 cang 1am khdch buc minh hon,

~ Nhén vién 1€ tan ludn luén té ra hét sic thanh that va thién chi khi giai
quyét tinh huéng.

- Thanh that xin 16i khach (cho dii khong phai 16i cia khdch san)

- Cam on khéch, chao khdch.

2. Cau héi tinh hudng xay ra trong qua trinh nhan dat buong

* Tinh huong I1;

Khdch dang liu trd tai khdch san xudng 18 tan véi vé miét hét sic gian gitt
va yéu cdu duge gap gidm doc khdch san. Khi dé gidm déc lai dang ving mat,
ngudl khich lai cang bue bot hon va to tiéng & sanh.

La nhén vién 1€ tan, anh (chi) & xir 1§ tinh huéng nay nhu thé nao?

* Tinh huéng 2:

Mot ngudi khéch vdng lai dang luu trd tai khdch san xudéng sanh ch& xe
cha mot cong ty 1ir hanh nio dé dén dén dé di tour. Khich phai ch& khé lau ma
- xe chua t6i, khdch bit ddu buc boi than phién véi anh (chi) trong khi anh (chj)
dang ban.

Lanhén vién I€ tan, anh (chi) s& xir 1y tinh huéng nay nhu thé nao?

* Tinh hudng 3:

Khéch t6 § mudén tham quan mét s diém du lich trong ngiy tai dia phuong
(néu 1a thanh phd: city tour).

La nhan vién 1€ tan, anh (chi) s& glar thiéu cho khach nhiing diém tham
quan nae?

¥ Tinh huong 4:

Khéch cho biét 1a ho d&n Viét Nam 14n ddu tién vd mudn duge di tham
quan nhitng danh théng ctia Viét Nam.

La nhan vién 18 tan, anh (chi) sé gidi thiéu cho khéch nhitng dia danh nao?

* Tinh hudng 5:

Mot doan khdch gom nhiéu quéc tich di dv hoi nghi, luu trd tai khach san
cua anh (chi) trong 3 ngay. Mot s6 khdch ¢é ngudi nha di cung, ho mudn anh
(chi) tao diu kién gidi thiéu cdc chuong trinh do khéch san hodc don vi khdc
t6 chitc cho ngudi nha clia ho trong thoi gian ho du héi thao.
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La nhan vién 1€ tan, anh (chi) sé tra 1&i khach nhu thé nao?

* Tinh huodng 6:

Khéch nho khang dinh vé mdy bay ma khong dua vé cho anh (chi).

La nhan vién 1€ tan, anh (chi) s& hoi khdch nhitng thong tin gi?

* Tinh huong 7:

Khach dang luu tri tai khdch san cha anh (chi) va thudng xuyén an tai nha
hang cta khdch san. Dot nhién khich dé nghi anh (chi) gidi thiéu cho 1-2 nha
hang 16t hon nha hang cia khéich san.

L4 nhan vién 1€ tan, anh (chi) s&€ lam gi?

* Tinh hudng 8:

Khéch dang lwu tri tai khdch san, ¢6 con nhé muén nho khich san trong
con giup. Khach san cta anh (chi) khéng c6 dich vu nay.

L4 nhan vién & tan, anh (chi) s gidi quyét tinh huéng nay nhu the nao?

* Tinh huéng 9:

C6 mot ong khach dang i tni tai khédch san xudng 1€ tan nhd tim ho ban gdi.

La nhan vién 1& tan, anh (chi) s& giai quyét tinh huéng nay nhu thé nao?

* Tinh hudng 10:

Vao ldc 20 gid, mét khach dang luu tri tai khdch san than phién 1a khach
san khéng cé vii trudng.

LA nhan vién |& tan, anh (chi) s& giai quyét tinh hudng nay nhir thé nao?

* Tinh huong 11:

Khach dang lwu trii tai khdch san dé nghi dugc chuyén sang mot buong
khac ¢6 tam nhin dep hon.

La nhan vién & tan, anh (chi) s€ giai quyét tinh huéng nay nhu thé nao?

* Tinh hudng 12:

Khich dang luu tri tai khdch san, t6i quay 1€ tan v6i ve mat hét sic gian dir
va kéu mat tii san dé & trén budng, dé nghj khach san giai quyét.

L4 nhan vién 1€ tan, anh (chi) s& gidi quy#t tinh hudng nay nhu thé nao?

* Tinh hudng 13:

Mot khdch dang Iwu trd tai khdch san, nhe anh (chi) chon va dat buong ho
tai mot khach san & dia phuong khac.

La nhan vién 1€ tan, anh (chi) s& lam gi?
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* Tinh huong 14:

Khich ddng lru tri tai khdch san, héi anh chi noi mua dé Jhuu niém (do cé
hoac gia c6 clia Viét Nam)

La nhan vién 1€ tan, anh (chi) s¢ giai quyét tinh hudng nay nhu thé nao?

* Tinh huong 15:

Mot ngudi khach nude ngoai dang hru tri tai khach san, di mua d6 vc va
khoe véi ban 1a vira mua duge mot con bdo that, nhdi bong rét dep.

La nthan vién [é tan, anh (chi) s& ndi gi véi khach?

* Tinh huong 16:

Khach dang luu tri tai khdch san, t6i qudy 18 tan hét sifc tirc gidn va than
phién 12 mat ngh c& dém do nhitng ngudi khich & budng bén canh qud 6n 20.

La nhén vién 1€ tan, anh (chj) s& giai quyét tinh hudng nay nhu thé pao?

*Tinh hudng 17:

Khéch dang luu trd tai khéch san, dé nghi anh (chi) déi gitp lich trinh bay
mudn hon 2 ngay.

La nhén vién 1€ tan, anh (chi) s& 1am gi?

* Tinh hudng 18:

Khach dang luu tri tai khéch san, giri mot so quén do dé giit 13, ngay sau

do thong bdo véi anh (chi) 1a dé quén trong tii quan mot sd tién Ién va yéu cdu
khach san dé bi.

La nhan vién 1€ tan, anh (chi) s& gidi quyét tinh hudng nay nhir thé nao?

* Tinh hudng 19:

Mot khach nuéc ngoai dang luu tri tai khach san bi 6m nh& anh (chl) goi
h¢ béc si (khach san khong ¢6 dich vu y &),

La nhan vién 1€ tan, anh (chi) s& gidi quyét tinh huéng niy nhu the nio?

* Tinh huéng 20:

Mét khach nudc ngoai dang luu tri tai khéch san di mua dé vé. Khi lay chia
khod bu6ng mdi phat hién ra la thi€u mot tii dé va dé nghi anh (chi) gitp do.

La nhan vién 1€ tan, anh (chi) s& gi4i quyét tinh huéng nay nhw thé nao?

* Tinh hudng 21:

Khach dang nghi tai buéng, goi di¢n thoai cho 18 tan hét hoang béo chay.

La nhan vién [& tan, anh (chj) s& gidi quyét tinh huéng nay nhur thé nio?
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* Tinh hudng 22:

Mot ngudi khach nude ngoai dang luu trd tai khdch san, di ra ngodi vé néi
véi anh (chi) 14 bi mét vi v6i mot s6 tién 1én. Khidch dé nghi anh (chi) gidp d&
[am thii tuc chilg nhan dé vé nuéc thanh toan béo hiém.

La nhan vién 1& tan, anh (chi) s& gidi quyét tinh hudng nay nhur thé nao?

* Tinh huong 23:

Mot khach ngudi nude ngoai dang lwru trdi tai khdch san, bido bi mat mot so6
séc du lich.

La nhan vién 1€ tan, anh (chi) s& giai quyét tinh huéng nay nhu the nao?

% Tinh hudng 24:

Mot khédch dang luu trd tai khch san buoc lén cdu thang tai sanh va bi nga

L# nhan vién 1€ tan, anh (chi) s& giai quyét tinh huéng nay nhu thé€ nao?

* Tinh huong 25: .

Mot doan khdch Viét kiéu dang lwu tri tai khach san phan nan vé mén phd
trong bita dn sdng cha khach san khong cé huong vi dam da va ngon nhu mot
6 qudn an & ngodi (khdch néu tén cu thé).

LA nhan vién 1& tan, anh (chi) s& giai quyét tinh hudng nay nhu thé nao?

* Tinh hudng 26:

Mot ngudi khdch mang qudc tich nuée ngoa dang luu tri tai khédch san, dén
qudy 1& tan va bit ddu ndi chuyén véi anh (chi). La ngudi phuc vu duong nhién
anh (chi) s& ti€p chuyén khdch nhung trong cau chuyén ngudi khiach cé nhiing
16 1& khong diing muc tham chi phdn déng, néi xau ché d¢, nha nudc ta...

La nhan vién 1& tan, anh (chi) s& giai quyét tinh huéng nay nhu thé nac?

3. Pap an cac cau hoi x3y ra trong qua trinh khach luu tra tai
khach san

* Tinh huéng 1.

- Mdi va tdch Khach ra khéi khu vire sanh cha khach san.

- L2 tan xin 16i khach va thong bdo vé1 khach 1a giam dé'c hién khong c6
mat tai khach san.

- Khéo 1éo tim hiéu 1y do khdch muén gap gidm d&c khach san.

- D& nghi khéch trinh bay v6i minh hodc véi 1anh dao b phan 1€ tan hoac
véi bo phan lién quan dén vin d¢ khdch san s& trinh bay.
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- Hita s& truyén dat lai v6i gidm déc vé noi dung khéch trinh bay.

+ Trudng hop khich chi yéu cdu gip gidm d6c: héi khach gio thich hop,
hira s€ lien lac véi gidm déc khach san dé khang dinh véi khéch ngay.

+ Truong hop khédch trinh bay:

e Phii lang nghe va ghi lai can than noi dung.

* Néu khdch than phién ¢6 ging giai quyét (néu c6 thé)

e L tan phdi bdo cdo lai sy viéc cho gidm ddc khich san.

* Tinh hudng 2: :

- Mac du dang ban 1€ tan van phai t6 thdi do chd ¥ 1ang nghe khéch phan nan

- To ¥ thong cam vé viee xe dén mudn.

+ Do tryc tréc gi d6 (tac dudng, d&n xanh dén dd nhiéu, gio cao diém...)

+ Khuyén khéch binh tinh.

- D€ nghi khich cung cdp thong tin vé chuyén di: tén cong ty lit hanh, dia
chi, tuyén di...)

- Lién lac vdi cong ty 1it hanh ma khdch dang k¥ tour dé hoi vé viée xe dén
muon.

+ Hoi chinh xdc thoi gian xe t6i khich san (bao nhiéu phut nita s& téi
khach san)

+ Thong bdo cho cong ty vé viée khéch rat buc minh vi xe dén qua mudn.

- L tan thong bio cho khdch tinh hinh cu thé (1y do, gid xe dén..)

- Néu con phdi ché lau, khéch khong déng ¥ chdy va ddi huy chuyén

+ L& tan gitp khdch li¢n hé v6i cong ty lit hanh, thong bdo vé dé nghi cla
khach va yéu cdu giai quyét ngay cho khich.

+ Truong hop khdch yéu cdu 1€ tan gidi thi€u cho khich mot cong ty lit

* Tinh huong 3:

- Chao khéch, ti€p nhéan yéu cdu ctia khéch. _

- Nhi¢t tinh gidi thi¢u nhimg di€m du lich tai dja phuong cé thé di trong
ngdy (néu ta thanh phd gidi thiéu city tour)

- L& tan gidi thicu mot s6 diém du lich tai dia phuong, gi¢i thieu duac
nhiing nét co ban hdp dan khich ctia diém du lich d6, thi gian, dia diém,
phuong tién can thiét dé thyc hién chuyén di.
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- Héi khach lua chon diém du lich néo, Ién chuong trinh du lich hodc cho
khach tham khao mot s6 chuong trinh du lich.

- Théng tin cho khéch vé noi t6 chifc tour du lich, noi cho thué huéng dan
vién, phuong tién van chuyén (néu cén).

- S4n sang giip do khédch thuc hién chuyén tham quan.

* Tinh huéng 4:

- Chao khéch, ti€p nhan yéu cdu cta khach.

- L& tan khéng dinh v6i khdch ring Viét Nam la dét nudc ¢6 nhiéu ticm
nang du lich (nhiéu danh thing, diém du lich hdp dan, thoi gian vira qua Viét
Nam di dén nhiéu khdch du lich qudc t€...)

- L& tan gidi thiéu cho khich nhitng danh théng néi bat nhu:

+ Bén dia danh duoc UNESCO cong nhan la di san th¢ gidi nhu: Vinh Ha
Long, c6 do Hué, phd c6 Hoi An, thdnh dia My Son.

+ L& tan gi6i thiéu cho khach mot s6 danh thing di tich khéc (trong 3 mién
Bic, Trung, Nam)

+ Gidi thiéu mot s6 tour xuyén Viét ma khdch du lich quoc t€ thuong di.

- Tu van gitp khdch lya chon cdc diém tham quan va thuc hién tuy theo
kha nang cta khdch san (vé thoi gian, sttc khoé, tai chinh...).

* Tinh hudng 5:

- Khing dinh dé khich yén tam 12 khédch san cé chuong trinh hogc lién hé
gitip khdch phuc vu nhitmg ngudi di cling trong thoi gian khach du hoi nghi.

- Néu khdch san cé t6 chiic cdc chuong trinh trong thoi gian dé hodc cho
nhitng d6i twgng nay, 1€ tan gidi thiéu cho khich:

+ Loai hinh chuong trinh, ndi dung.

+ Thon gian.

+ Dia diém.

+ Gia.

- L& tan twr vén gitp khach lua chon va thuc hién.

- Néu khich san khong té chifc chuong trinh nay, 1€ tan gidi thiéu va lién
hé gitp khach thuc hién cdc chuong trinh do cdc co s& khéc t6 chic tuy theo
nhu cdu ctia khach.
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* Tinh huéng 6.

- Chao khéch, tié€p nhan yéu cau chia khach.

- L& tn héi khéch va ghi lai cdc thong tin sau:

+ Tén khéach (nhu ghi trong vé), nam hay nit.

+ Diém xuét phat va diém dén (trong vé)

+ 506 hi¢u chuyén bay.,

+ Gid xuat phdt va ngay xudt phat.

+ Tén hdng hang khong (ghi trong vé)

+ Hang ghé.

* Tinh huong 7:

- Chao khéch, ti€p nhan yéu cdu clia khich.

- T¢ nhi tim hi€u ly do khdch mudn gidi thi¢u nha hang khic.

+ L& tan tim hiéu vi sao khach khong hai long an tai nha hang ciia khich
san (v& thyc don, mén an, cich phyc vy, cdch bai trf...) dé bdo lai v6i nha hang
ciia khdch san dé€ rit kinh nghiém.

+ D€ dat ti¢c: 1& tan gidi thiéu dich vu nhan dit tiec clia khach san cho
khach '

+ B¢ thay déi khong khi, khiu vi...

- L& 1an gidi thiéu véi khich mot hai nha hang bén ngoai nhu: tén, dia chi,
mén &n déc san, dan bép, gi4, cdch bai trf, phuc vu...

- Khang dinh lai nha hang cta khdch san c6 chat luong tét, gid ca hop Iy
(so sdnh twong quan v6i cdc nha hang khéc va néu bat diém manh ctia nha hang
khach san)

- T6 ¥ sdn sang gitip d& khéch trong viéc lién hé dat ché.

* Tinh huong 8:

- Chao khach, tiép nhan yéu ciu cta khdch.

- Thong bdo véi khach 14 khach san khong cé dich vu ndy, nhung s& c8
gang thu x&p giip khdch béng cdch thué ngudi bén ngoai cé chuyén mon
trong tré,

- Hoi khdch nhu céu vé€ viée trong (ré nhur: thai gian, dia diém, tai budng
trong khach san hoac ngoai khéch san, nhitng yéu cdu cho an, ngd, choi...

- Bdo cdo lanh dao vé viéc thué ngudi ngoai phuc vu.
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- Xéc dinh gi4 cta dich vu.

- Thong bdo véi khach va thoa thudn véi khach.

* Tinh huong 9:

- Chao khé4ch, ti€p nhan yéu cdu ciia khach.

- Xin 15i khéch, giai thich cho khéch thong cam vi khach san khong thé
giup khach duoc.

- Trudmg hop khich ¢6 nhu cdu vé giai tri 1€ tan gidi thiéu cho khach mét
s6 dich vu vui choi gidi tri 1anh manh nhu: vii trudng, karaoke, bar night -
club... trong hodc ngoai khich san.

- T6 ¢ sén sang huéng din va gidp khédch vé phuong tién.

- Luu ¥ khach:

+ Canh gidc véi gdi mai dam.

+ Quy dinh ciia khach san 1 khong duge dua gdi mai dam 1én budng clia
khach.

* Tinh hudng 10:

- Chao khach, ti€p nhan yéu cdu cia khich,

--Xin 16i khach vi khach-san khong c6 vii truong dé déap ung nhu cdu cla
khéch. : :

- Né&u 1a 1y do khich quan (s¢ 6n 2o, dién tich khich san hep, s6 dong
khéch khong thich ¢6 vil trudmg trong khéch san...) d€ mong khéch théng cam.

- L& tan gi6i thiéu, chi dén gitp khach lua chon, phuong tién... dé dén vii
trudng phii hgp véi yéu cau cta khédch.

- Hoi khach néu khach ¢ nhu cdu ngay thi san sang gidp d& khach.

* Tinh huong 11: '

- Chao khéch, ti€p nhan yéu cdu cla khéch.

- L& tan hoi khéch vé nhu cdu cu thé ctia khach thich buong c6 tdm nhin
nhir thé nao? |
. Xéc-dinh xem khéch san c6 budng ciing loai clia khéch cé tdm nhin nhu
khéch yéu cdu dé€ chuyén cho khéch.

- Néu khich san khong c6, 1€ tan gidi thiéu va thuyé&t phuc khéch chuyén
sang loai budng cao cép hon, ¢6 tdm nhin nhu khich yéu cau, thong bdo khoan
chénh léch gid khdch phai tra thém.
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- Truong hop khdch san khong ¢6 budng tréng dép ting duge yéu cdu clia
khdch 1€ tan xin 16i khdch, thuyét phuc khéch & tam tai budng cii va hita sé
chuyén cho khéch ngay khi khach san ¢6 thé b6 trf duge.

- Néu ¢6 budng nhu yéu cdu cta khach 18 tan chuyén bubng cho khach va
hoan ¢4t va chuyén hé so khach va hé so thanh todn sang bubng méi va thong
bdo cho cdc bo phan ¢é lién quan vé viéc khdch di chuyén budng.

*Tinh huong 12:

- Chao khéch, ti&€p nhan yéu cdu caa khich.

- L& tan t€ nhi tach khéch ra khéi khu virc dai sanh noi ¢6 nhiéu khach qua lai.

- T ¢ théng cam véi khdch, 1€ tan ling nghe khéch trinh bdy vé viéc mat
do cua khdch,

- L tan tran an khdch va tir t6n giai thich: khach san chira bao gid xay ra
viéc mat tién va ti san cha khéch tai budng. Tham chi ¢ khdch bd quén tai san
nhung khdch san van lién hé d€ tra tai khdch ddy du.

- Dé nghi khich binh tinh nhé lai va kiém tra lai toan b6 hanh 1y cha
khdch. C6 the clr ngudi lén ciing khéich (nén khich yéu cdu)

- Bdo cho ngudi phu trich 1€ tan, bio vé.

- Trudng hop khéch vin khing dinh mat tai san tai buéng, 1& tan dé nghi
khdch vi€t ban tudng trinh khai bdo chi tiét viec mat tai san.

- Hira véi khach s& mdi co quan cong an dén diéu tra.

- D¢ nghi khich va cdc bo phan c6 lién quan giir nguyén hién trudng va
gitip d& cho viéc diéu tra ciia cong an.

- L€ tan xin 16i khdch, an i khich de khach yén tam, khach san s€ giai
quyét thoa déng cho khéch.

* Tinh hudng 13:

- Chao khéch, ti€p nhan yéu ciu clia khéch.

- To y sén sang gidp d& khach.

- Hoi khdch vé nhu cdu dit budng tai dia phuong khic nhu: dia diém khach
s€ 141, thdi gian luu tri, hang loai budng khdch muén thué, s& lugng budng, s6
luong khach, gia va nhitng yéu cdu khac chia khdch.

- Gidi thiéu cho khdch mét s6 khdch san theo ding yéu cdu ciia khich va tu
van cho khich chon khdch san va loai budng phi hop.
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- Lién lac dat buong cho khach.

- Ghi lai cdc thong tin va thoéng bdo cho khdch vé dat buéng va cdc yéu cdu
ctia khach san (khéng dinh lai, dit coc...)

- S4n sang gidp dd khich hoan tdt thi tuc dat budng.

* Tinh hudng 14:

- Chao khéch, ti€p nhan yéu ciu cua khéach.

- L& tan tim hiéu nhu cdu mua d6 luu niém (loai gi) dé gii thiéu cho khich

- Néu khdch san c6 theo ding yéu cdu clia khdch, 1€ tan gidi thiéu cho khdch.

- Néu khéch san khong c¢6: 1€ tan gidi thicu mot s6 cira hang luu niém c6
uy tin, ¢6 mit hang khdch céan.

+ Cung cip dia chi, chi dan dudng di va phuong tién cho khich.

+ Hoi khéch ¢6 cdn bigt thong tin gi khong dé lién hé gitp khich.

- L& tan cdn lvu ¥y khach:

+ Vé gquy dinh cda Hai quan Viét Nam khong cho phép mang dé cd cha
Viét Nam ra nudc ngoat.

+ Héi lai noi ban dé chic chin nhimg d6 Ivu niém khach mua s& duge phép
mang ra khoi bién gidi.

* Tinh hudng 15:

- Khen con béo dep.

- Hoi khdch:

+ Da thura con bdo cé phai that khong?

+ Khéach dd mua & dau.

+ Gid cla con béo.

- Néu khéch tra 181 1a da bdo that: Lé tan luu y khéch phai hoi lai cac co
quan chifc ning (hoic lién hé hodi ho khdch) xem cé duge phép mang ra khoi
bién gidi khong.

* Tinh hudng 16:

- Chio khich, ti€p nhan yéu cdu cia khach,

_T6 ¥ thong cam, xin 15i khdch.

- L& tan 14y 1am ti€c 12 dd khong biét tir trude dé nhic nhd phong bén canh
hoic chuyén budng cho khdch.
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- Ki€m tra lai xem hoém nay nhimg ngudi khéch & phong bén ¢6 cdn nghi
tai khach san khong?

- Néu ho da tra budng, 1& tan thong bio dé ngudi khach mat ngh yén tam.

- Néu ho chura trd bubng: -

+ Neu khach san con buéng cting loai thi chuyén buéng cho khach mat ngd
(1€ tan ki€m tra k¥ dé dam bao cac budng bén canh khéng gay 6n)

+ Néu khdch san khong con bubng ciing loai, 1& tan x&p cho khach m4t ng
budng cao cdp hon nhung yén finh (luy theo cdch thitc quyét dinh ¢6 thu thém
phéan chénh léch gid gilta hai loai bubng, thai d6 clia khéch, d6i twong khéch)

- Trudng hop khach mét ngl khong dong ¢ chuyén budng, 1& tan hira s&
nhac nhd khdch budng beén va dé nghi khdch thong bdo ngay khi budng bén
vén tiép tuc gy on.

- Xin 16i khach mét 1an nira va hy vong khach s& ngii ngon dém nay.

- L€ tan t& nhi nhic khdch buéng bén giit yén lang d€ khéng anh hudng t6i
khéch khdc dang luu tra tai khich san.

* Tinh huong 17:

- L& tan nhiét tinh gitp d& khach.

- B¢ nghi khéch dua vé mdy bay.

- Hoi khdch va ghi lai nhitng thong tin vé chuyén bay khdch mudn d6i.

+ Ngay bay (mudn hon hai ngay)

+ Gid bay (nhu cii hay thay déi) _

- L& tan lién hé v6i hing hang khong dé déi lich bay muoén hon hai ngay
cho khdch.

- Gitip khdch 1am thi tuc d6i (ddn vé)

- L& tan hoi khich ¢6 gia han & lai khdch san hai ngay khong? néu ¢6 1é tan
lam thi tuc gia han dat budng thém hai ngay cho khach.

* Tinh huéng 18:

- L& tan ling nghe khach trinh bdy.

- Tran an khich va khiing dinh vé&i khdch néu khich dé quén tién trong tii
qudn dura giat 1a chéc chin khdch s& duge nhan lai, xin khdch binh tinh chd.

- L& tan lién hé v6i nhan vién bo phan budng, giat 1a dé hoi:
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+ Né&u quén 4o clia khdch chua giat kiém tra lai.
+ Néu qudn 4o da giat 1& tan yéu cdu bo phan cé lién quan kiém tra k¥ Iai.
- Trudng hop tim dugc s6 tién cha khach dé quén tra lai cho khéch, dé nghi
khdch kiém tra lai. ' |
- Trudong hop khong tim duoc, 1€ tan xin 161 khdch, dé nghi khiach kiém tra
lai trong budng ngu, hanh 1y, qudn do, cdc khoan khich di chi tiéu...
- L& tan bdo cho ngudi quan 1y 18 tan, phu tréch bao vé biét tinh hinh.
- Khang dinh véi khach:
+ Nhan vién khéach san fuén tra tién va cdc dé vat ctia Khdach dé€ quén trong
dé giat la. _
+ No6i v6i khdch 12 s& kiém tra lat mot 14n nita va s& bdo két qua lai véi
khach sau. _
- To y thong cam védi khach vé viéc mdt tién.
* Tinh hudng 19:
- Nhiét tinh gitp d& khdch.
- Hoi tinh trang stic khoe clia khéch.
- L1&n hé véi béc s1 cho khach.
_ Béc si dén thi 12 tan cimn g v6i béc si 1en budng khach kham bénh cho khéch.
- Khi dén budng cua khich 1€ tan gidi thidu bac si cho khach
- Tuy theo két luan cha bdc si:
+ Truomg hop khich 6m nhe thi cham séc khach tai khach san.
+ Bdo cao ldnh dao va cac bo phén ¢6 lién quan.
+ Trudng hop khach 6m nang:
o L& tan cling véi bic 81 dua khach vao bénh vién.
¢ Lam thu tuc nhap vién cho khich.
» CU ngudt o lai cham séc khach.
- e Khdch khoi 6m 1€ tan thanh todn vién phi vi dén khach vé khach san.
¢ Lam thu tuc thanh to4n cho khdch tdt ca cdc khoan chifa bénh trén.
- Cam on khich.
- Chao khéch.
- Hen gap lai.
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* Tinh huong 20:

- Nhiét tinh giap d& khéch.

- Hoi khédch vé tii d6 bi mat nhur:

+ Hinh déng tii, loai tii, mau sic...

+ Du dodn cua kthh quén tii d6 & dau(cira hdng, trén xe, di€m dimg...) _
- Lién hé vé&i céc dia chi lién quan theo dir dodn ctia khach d€ hoi tim i dé.
+ Néu tim thdy 1¢& tan gitp khach nhan lai.

+ Néu khong tim thay:

* Khuyén khédch lam béan twong trinh.

e Gitip khdch khai bdo véi cong an s& tai nho tim ho.

e L& tan an i khéch binh tinh chd.

® T y thong cam véi khdch vé véc xay ra.

* Tinh huéng 21:

- Trén an khéch binh tinh.

- Hoi khach cu thé chd chdy & dau.

- Hudng dan khdch ra khoi budng, luu ¥ khdch nhin bién hwéng dan thoat

hiém ngoau hanh lang d€ dén clra thodt hiém, khong duge siv dung thang mdy,
béo tong dai.

- Bdo lanh dao khéch san va cdc bo phén ¢6 lign quan nhuw: bo phan budng,
bdo vé, sita chita...

- Thue hi¢n theo quy trinh bdo chdy cta khéch san.

- Tuy theo tinh hinh, bdo cho cic khach khédc dang & trong khdch san va
huéng dan ra clra thodt hiém.

- Goi citu hoa 115 (néu cdn)

* Tinh huong 22:

- Nhiét tinh gitip d& khach.

- T6 y thong cam vdi khdch vé viee mat vi vi s6 tién 10‘n

- L€ tan hoi khach dd khai bdo véi cong an chua?

+ Néu khdch chura khai bio, 18 tan gidip khach khai béo (chi din, phién dich ho...)

+ Neéu khdch di khai bédo 1€ tan hdi khdch dia chi cong an noi khéch da
khai bdo dé lién hé va héi théng tin giip khdch. -

- L& tan khuyén khich binh tinh chd, c6 thé cong an s& tim thdy chide vi
“dd mét.
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* Tinh hudng 23:

- Té ¥ thong cam véi khéch.

- Hoi khach kiém tra k¥ lai chura.

- Hoi xem khach bi mdt & dau, thai gian, loai séc gi, da cé chit ky chua, da
lam thu tuc khai bdo véi co quan céng an chua?

+ Néu chua khai bdo, 1€ tan gidip khach khai bdo v6i cong an s& tai (chi
dan, phién dich...)

+ Néu khach da khai bdo, 1& tan hoi khdach dia chi céong an noi khdch da
khai bdo dé lién he hdi thang tin gitp khéch.

- Hdi khach da 1am thd tuc khai bdo véi ngan hang chua (khuyén khich
lien hé ngay v6i ngan hang phdt hinh séc hoac dai di¢n dé bdo viéc mét séc).

- L& 1an trdn an khdch binh tinh, c6 thé séc s& dugc cong an tim thay hoac
néu khong ciing s& khong bi mdt tién vi di sém bdo cho ngan hang va trén séc
chi ¢é mot chir ky.

* Tinh hudng 24:

- Chay t&i nang khdch day.

- Hé1 khdch dan thé ndo? ¢é di lai duge khong?

- Gidp khach ngéi nghi tai sanh hoac vé budng khdch.

- Hoi khéch vé tinh trang vét thuong (néu ¢d): triy, xudc, sung tdy, giy...

- Bdo cho bd phan ¢6 trach nhiém so ctiu cho khéch (bang, xoa bép thudc,
budc nep gard...)

- Trudng hop khach bi thuong niang phai nhanh chéng goi xe cép ciu dua
khédch vio bénh vi¢n,

- Bdo Iinh dao bo phan 1& tan va linh dao khéch san d€ thim hoi khach.

- Thong bdo cho cdc bo phéan chite nang xem xét lai chd khéch nga, tim
hiéu nguyén nhan dé khic phuc trdnh cho khéch khéc.

- Thong bdo cac bo phan cd lien quan vi cdc nhan vién 1€ tan ca khdc dé
hoi tham va chiim sée khach.

* Tinh huéng 25:

- Lang nghe ¥ kién phan nan ctia khach.

- L& tan khang dinh khdch rat tinh, tuy xa Vi¢t Nam ma khéch van nhé
hwong vi phd qué huong. Piing 14 phd 6 quan (khdch ndéi tén) cé huong vi
dam da.
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- Lé tan gidi thich dé khédch thong cam:
+ Mon phd & cdc quédn ngoai dé danh cho ngudi dan Viét Nam, sit dung

nhiéu gia vi nén c6 huong vi dam da hon. Néu khich mudn thudng thitc phd
theo ding cach ngudi dan thi nén dn & ngoii.

+ Mo6n phd trong khéch san d€ phuc vu nhiéu d6i twong khéch cé qudc tich
khdc nhau, ¢6 khau vi khic nhau, nhiéu khach khong quen v6i mot s§ loai gia
vi. V1 th¢ khdch san khong dam cho nhitng gia vi manh. Tuy viy chiing toi vin
mudn phuc vu mén phé trong khach san dé gidi thiéu véi khdch quoc t&€ vé mén
an dic san cba Viét Nam.

- Lay 1am (i€c vi mén phd trong khich san khong ¢6 huong vi nhu khich
mong mudn. ,

- Luu y khich ¢6 ¥ dinh thudng thitc mén phé & ngoii thi nén chd ¥ dén
vén dé vé sinh, an toan thuc pham.

* Tinh huoéng 26:

- L€ tan tim c¢dch t€ nhj dé cit ditt cau chuyén.

- Xin 16i khdch vi minh dang thuc thi nhiém vu, nén khong thé néi chuyén
dai véi khich duoc,

- Tir ch6i ban luan véi khdch vé chinh tri, néi ré vdi khach 12 quan diém sé&
khong triing nhau,

- N6i 18 ngan gon quan diém clia minh, 1& tan khidng dinh véi khach ché do
nha nudc Viét Nam la rat wu viét, mac di cdn c6 nhitng khé khan nhung nhan
dan véan tin tudng vao ché do, nha nuée Vit Nam.

- Bdo cdo tinh hinh v6i lanh dao va cdc bd phan canh giac. Néu co ddu
hi¢u, bi¢u hién kha nghi, bdo cho co quan an ninh.

IL. THUC HANH XU LY CAC TiINH HUONG XAY RA TRONG QUA
TRINH KHACH LUU TRU TAI KHACH SAN

1. Biéu kién thyc hién
1.1. Dia diem thyc hanh: Phong thuc hanh 18 tan

1.2, Thiét bj dung cu: Phong thyc hanh 1& tan, quay 1& (an, dién thoai,
mdu biéu sé sdch...

1.3. Thoi gian: 10 tiét
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2. Trinh tu thuc hién

2.1. Kiém tra phong thue hanh, quay lé tan, mau biéu so sach
~2.2. Trinh tu tién hanh |

céc tinh hudng

1¢ tan, quay 1& tan

TT | Tén cong viéc | Thiét bi dung cu Yeéu cau k¥ thuat
] IDiénmaocd | Phong thyc hanh |- Vé sinh cd nhan sach s& theo
nhén 1& tan, quay 1€ tan. | ding quy dinh.
- Téc, mat va tay sach s€ gon gang.
- Pong phuc gon gang ding quy
dinh ctia khdch san.
2 | Khuviyclam | Phong thuc hanh - Trang thiét bi ddy dii hoat dong
viéc 1€ tan, quay & tan, | t6t !
mdy dién thoai, - Miu biéu va dung cu van
may fax, mdy vi | phong phidm ddy dii va duge dé
tinh, gid dé tai ding noi quy dinh.
ligu... - Khu virc dai sanh vé sinh sach
s€, sdp x&p gon ging tao tinh
thdm my
- Qudy 18 tan vé sinh sach s&, sdp
x&p cdc trang thiét bi khoa hoc,
trang tri cé tinh thdm my tao
dirge an teong cho khach.
3 | Tuthé Phong thyc hanh | - Ddng phuc gon gang ding quy
tdc phong 1€ tan, qudy 1& tan, | dinh cta khéch san.
dong phuc. - Tu thé€ tdc phong ditng thing
dang hoang,tu tin,cht déng chao
dén khach.
4 | Nghién ciiu - Phong thuc hanh | - Doc k¥ cdc tinh huéng dud

16p, dua ra dap an.

a - A »
{ - Thao ludn nhém dé tim ra cach

Xt Iy t61 wu nhat.
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| Thue hanh xir | - Phong thue hanh | - Can ot vdo cich xir 1y ctia céc
Iy tinh huéng | 1€ tan, dién thoai, | nhém ca 16p thao luin.

mdy vi tinh, mdu | - C4c nhém can c vao céc tinh
bi€u s6 sdch... huéng di giai quyét dong vai

nhan vién I¢ tan, déng vai khéich
tap xir 1y cdc tinh huéng.

- Binh tinh, tr tin x{r 1y cdc tinh
hudng do khédch dé ra trong qud
“| trinh phuc vy khéach trong thoi
gian luu tri

- Xir 1y cdc tinh hudng nhanh,
chinh x4c theo ding chuyén mon
nghiép vu.

2.3. Huéng dan chi tiét thire hién cong viéc

'Tén cong viéc

Hudng din

Thuc hanh xir ly cic tinh
hudng xay ra trong qud
trinh khach luu trd tai
khach san

- Binh (inh nghién cttu k¥ tinh huéng xay ra.
- Nén hét stic kiém ché, tranh bao thi, buc titc hay

'| cau gidn d6i véi khich.

- Tuyét d6i nhan vién 1& tan khéng duogc tranh
ludn vé1 khich.

- Tim phu'(mg dn giai quyé€t ¢6 hiéu qua nhat.

- Trudng hop finh hudng xay ra vuot qua quyén
han giai quyét, nhan vién 1€ tan cdn nhanh chéng
ghi chép lai va bdo cho ngudi phu trdch giai quyst.
- Nhén vién ¢ tan khong nén hita véi khiach diéu
gi vuot qué quyén han clia minh.

- Néu van dé khong thé gidi quyét nhan vién 1& tan
phdi bdo ngay cho khéch, tuyét d6i khong dé
khach qud hy vong va chd dot.

- Nhan vién 1€ tan trinh thai do im liang, khach
cho ring nhan vién & tan khong chii § nhimg diéu
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ho néi va diéu dé cang lam khédch byuc minh hon.

- Nhan vién 1€ tan ludn ludn to ra hét sic thanh
that va thién chi khi giai quyét tinh huong.
- Thinh that xin 181 khach (cho du khong phai 16i

cua khach san)

- Cam on khach, chao khach.

3. Cac dang sai hong va cach phong ngira

TT | Hién tuong

Nguyén nhan

Cach phong ngira

l Chua xu ly tot cdc
budc xir ly cdc tinh
huéng xay ra trong
qud trinh khach luu
trid tai khdch san

Chua ¢6 kinh nghiém
trong vi¢c xur 1y céc
tinh  hudng xay
trong qud trinh khach
luu tri tai khach san,
chua tur tin.

ra

Nghién citu quy trinh
xtr 1y cdc tinh hudng
Xay ra trong qud trinh
phuc vu khach luu tri.

IIL. KIEM TRA PANH GIA

Kiém tra d4nh gid cho diém hoc sinh vé thuc hanh xi 1y tai san thit lac cho

khach?

Cau hadi bai tap

I, THUC HANH DICH VU PHUC VU BUU BIEN
1- Thuc hanh guy trinh phuc vy dién thoai?

2- Thue hanh quy trinh phuc vy bao thic khach?
3- Thuc hanh giao, nhan, chuyén this tir, buu pham, tin nhin, fax... cho khach?
II- THUC HANH BAO QUAN TAI SAN CO GIA TR| CHO KHACH

1- Thyc hanh bdo quan hanh Iy cho khach?

2- Thuc hanh b&o quén tai san quy cho khach?
Il- THUC HANH DONG VAl NHAN VIEN LE TAN TIEP NHAN CAC YEU CAU CUA
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1- Thuc hanh tiép nhan va dap dng yéu cau an udng tai chd cho khach?
2- Thie hanh 16 chic tham quan du lich cho khach?

3- Thyc hanh dich vu mua vé may bay cho khach?

4- Thuo hanh dich vy dat budng khach san giup khach?

IV. THUC HANH XU LY TAI SAN THAT LAC

1- Nguyén tac chung xU ly tai san 1hat lac cho khach?

2- Thuc hanh xt ly tai san that lac cho khach?

V. XU LY MOT SO TINH HUONG XAY RA TRONG QUA TRINH KHACH LUU TRU
TAI KHACH SAN.

1- Tinh hudng 1.

Khach ¢6 nhu cau di tham quan du fich tai mét diém du lich & vang 1an ¢an (chi tfrong
ngay)

La nhan vién |& tan, anh (chi) s& gidi thiéu cho khach nhiing diém nao?

2- Tinh hudng 2.

Khach nhg nhén vién (& tan dat chd vé may bay, anh (chi) & héi khach nhitng théng
tin gi? Sau khi dat ché rdi, anh (chi) ghi lai thang tin gi cho khach.

3- Tinh hudng 3.

Khach dang uu tra tai khach san nhd 1€ tan chon va dat chd hd tai mot nha hang tét
dé An tai.

La nhan vién |1& tén, anh (chi) s& phai hdi khach nhung thdng tin gi?

4- Tinh huéng 4.

Khach dang Iuu tri tai khach san, 16i qudy 18 tan théng bao bi mat mét s6 tién tai
budng ngd. Khach khong dé nghi khach san bdi thudng ma chi xin chimg nhan dé vé
nudc thanh toan bao hiém.

La nhan vién I€ tan, anh {chi) s& x(r ly tinh hudng nay nhu thé nao?

5- Tinh huéng 5.

Khach dang luu trd tai khach san téi quéy 1€ tan buc bi than phién Ia bi mat ngd vi
¢6 ngudi gd clfa budng vaoe ban dém.

La nhan vién 1& tan, anh (chj) sé& x(r Iy tinh huéng nay nhu thé nac?

6- Tinh huéng 6.

Khach dang luu i tai khach san, dé nghj & tan déi gitp lich trinh bay cho khach
(thay d8i diém dén ghi trén vé).

La nhan vién 1& tan, anh (chi) s& x{ Iy tinh huBng nay nhu thé nao?
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7- Tinh hudng 7.

Mét khach ngudi nudc ngoai dang luu trd tai khach sén clta anh (éhi) va bao 1a bi mat
thé tin dung (VISA, MASTER...}, khach khéng nhd r 1a bi mat & dau

La hhan vién 18 tan, anh (chi) s& xiI Iy tinh hudng nay nhu thé nao?

8- Tink hudng 8.

Mot ngudi khach dang luu 1rd tai khach san, than phién vdi nhan vién 1& tan la vira
gap mdt s nhan vién ¢6 thai d6 rat mét lich su: Chi cho, thi tham, cudi...

La nhan vién I& tan, anh {chi} s& x Iy finh hudng nay nhu thé nao?

9- Tinh huéng 9.

Mot ngudi khach dang luu tra tai khach san mudn di bach bd, thu gian vao budi t6i,
khach héi 18 tan liéu c6 an toan khdng néu ra dudng vao IUc nay (sau 21 gid).

La nhan vién 1 tan, anh (chi) s& xit ly tinh Audéng nay nhu thé nao?

10- Tinh huéng 10.

Khach nghT tai khach san xuéng quay |& tan than phién bi mat mot s6 do dac dé tai
buéng ngii. Khach khdng dé& nghi khach san bdi thudng ma chi xin chimg nhan dé vé
nuéc thanh toan bao hiém. ‘

La nhan vién 1& tan, anh {chi} $& x{ ly tinh hudng nay nhu thé nao?

11- Tinh huéng 11.

Khach dang luu trii tai khach san nhung khong hai Ibng va yéu céu Ié tan gidi thiéu
mdt khach san khac dé chuyén di (trong khi d6 khach san cila anh (chi) rét vang khach)

La nhan vién I& tan, anh (chi) s& x{ ly tinh hud@ng nay nhu thé nao?

12- Tinh hudng 12.

__ Trong khi dang ban, mét khach du lich dang luu tra tai khach san xudng |& tan vai vé
mat kho chiu kéu ca, phan nan vé thdi tiét (mua, néng...) dudng phd bui, ban...

La nhan vién |18 tan, anh (chi) s& xi ly tinh hudng nay nhu thé nao?

13- Tinh hudng 13.

Khach dang luu tra tai khach san xudng quay I8 tan vdi vé mat hét sirc gian dir va nbi
riing bi mat tién & trén budng (khach khong dat tién trong két an toan tai budng) khach dé
nghi khach san giai quyét.

La nhan vién & tan, anh (chi) s& xir ly tinh hudng nay nhu thé nao?

14- Tinh hudng 14. |

Khach dang Iuu tra tai khach san di ra ngoai, khi v& qua quay [é tan I3y chia khoa,
anh (chj) khong tim that chia khoa clia khach tai qudy. Khach khdng dinh 1a trugc khi ra



khdi khach san da gifi chia khoa buéng cho anh (chi) va khach t3 ra bue bdi vi cho réng
anh (chi) da dua chia khoa budng cla khach cho ngudi khac.

La nhén vién 1& tan, anh (chi) s& x Iy tinh hudng nay nhu thé nao?

15- Tinh huéng 15.

Khach dang luu tra tai khdch san ciia anh (chi) td ¥ mudn di tham cac dia danh cia
Viét Nam da duge UNESCO c¢6ng nhén Ia di san thé gidi. Khach mudn anh (chi) giap thuc
hién chuyén di nay (Khach khéng muén di qua ¢éng ty It hanh)

L& nhan vién |& tan, anh (chi) s& gidi thidu va cung cap cho khach nhimg théng tin gi?
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Chuong 6

LAM THU TUC TRA BUONG

Bai 1

THUC HANH NHAN BIET
VA CAP NHAT THONG TIN VAO SO VA TO RO

Muc tiéu

- V& kién thire: Hidu Kién thirc thue hanh nhan biét thang tin, cap nhat thang tin vao
s6 va 1 rdi.

- V6 ki nang: Thuc hién thanh thao cach nhan biét thdng tin, cap nhat théng tin vao
sd va 13 rdi, chinh xac theo dung chuyén mdn nghiép vu.

- V& thai d6: Rén iuyén tinb cn than, nhanh nhen, nghiém tac khi thuc hanh nhan
bigt thong tin va cap nhat thong tin vao sé, t réi theo ding chuyén mén nghiép vu.

I. KIEN THUC CHUYEN MON VE THUC HANH NHAN BIET
THONG TIN VA CAP NHAT THONG TIN VAO SO VA TO ROI

1. Hoa don thanh toan dich vu

Ho4 don thanh todn dich va phan 4nh cac chi phi cha khach khi tiéu dung
mot dich vu nao d6 cia khich san. Hod don thanh todn dich vu do cic bé phan
cu'ng cép dich vu cha khich san cip khi khach tiéu diung dich vu tai cdc b
phan d6. Ho4 don thanh todn dich vu c6 tdc dung theo doi cdc chi phi cha
khéch va 12 co s& d€ nhan vién 1€ tan theo d6i, tdng hgp toan bo cédc chi phi clia
khédch tiéu diing cdc dich va trong khéch san. Hang ngay cic bo phan ¢6 lién
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quan chuyén hod don thanh todn dich vu cia khich cho bo phan 18 tan, nhan
vitn 1€ tan vao cdc s6 ligu trong céc hod don ndy dé cap nhat, téng hop cde chi
phi ctia khach.
Hod don thanh todn dich vu cé thé dugc thiét k& tuy thudc vao cich quan
Iy cta timg khdch san. Hod don thanh todn ¢é thé dugc thiét k& cho tat ca céc
dich vu hoac cé thé dugce thiét k& cho timg dich vu cla khdch san.
Biéu 6.1: Hod don nha hang

Khach san........veerccecnvnnne. So:

...........

BUONE 802t
NEAY:

STT | Noidung | Ponvitinh | S6luong | Pon gid Thanh tién

Téng s6

Chir ky cua khach Chir ky cta nhén vién
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Khach san

Ténkhach: ...,
BUODE S0......oev oo

Biéu 6.2: Hod don dich vu gidt la

oooooooooooooooooo

HOA DPON DICH VU GIAT LA

.................................................................

STT

Néi dung

Pon vi tinh

Thanh tién

Téng s6

SO tieN BANE ..o s

Chi ky ctia khach
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Biéu 6.3: Hod don dich vu bar

Khéch san.....viieneenn. 71 SI—
HOA PON DICH VU BAR
Tén Khach: ...
BUONE SO:...oovececi e,
NEAY o

STT | Noidung | Ponvitinh | Solugng | Pon gia Thanh tién

Tong sé

SO LEN DANG CAIE: ..ot ne e b

Chit ky cua Khach Chir k¥ cia nhan vién
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Biéu 6.4: Hod don dich vu dién thoai

Khach san......cccceeerercraes S0:ureeerene
HOA PON DICH VU PIEN THOAIT
Tén khach:..........ooooree
BUONE SO:......oiiiieiiererereieecrererecerer st oo enen
INBAY: oot e

STT | Noidung Don vi tinh | Thoi gian | Pon gia | Thanh tién

Téng so

Chir ky cua khach Chir ky ctia nhan vién
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Khach san

ooooooooo

Biéu 6.5: Hod don dich vu boi

HOA PON DICH VU BOI
Tén Khach:. ...,

STT

Noi dung

Pon vi tinh

Thaoi gian

Pon gia Thanh tién

Téng so

Chir Ky cua khich

Chir ky cia nhan vién
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Khach san

Biéu 6.6: Hod don dich vu karaoke

STT

Noi dung

Pon vi tinh

Thoi gian

Pon gia Thanh tién

Tong cong

Chit ky cua khach
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Biéu 6.7: Hod don dich vu qudn vor

Khach san...............

------------

P STT Noi dung

Daon vi tinh

Thoi gian

Pon gia | Thanh tién

Tong s

Chir ky cua khach

Chir ky cia nhan vién
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* Vi du: Khdch san A ¢6 30 budng cling loai gid 450.000 VND / budng /
ngay dém (gid khong bao goém an sing).

Ngai Steven dit budng ngay 01/ 06 / 2005, dam bao bang tién mat
1.000.000 VND va dén & P205 tit ngay 10 / 06 dén ngay 15 / 06, tra budng lic
12h. Trong thdi gian luu trid Ngai Steven ¢6 sit dung céc dich vu sau:

- An 10 bita 100.000 VND / |bita vio: t61 ngay 10, trua va t6i ngay 11, 12,
13, 14 va trua ngay 15 /06 / 2005.

- Giat 12 4 bo quan 0 20.000 VND / 1 b vao ngay 11, 12, 13, 14 /06 / 2005.

- Goi dién thoai ngay 11 /06 /05: 50.000 VND.

- Udng 1 ly Cocktail 12 /06 /05: 80.000 VND.

- Quin vot ngay 12/ 06 / 05: 50.000 VND.

- Hat karaoke t6i ngay 14/ 06 /05: 200.000 VND.

Tt ¢4 cde dich vu trén Ong Steven ky phiéu no.

Yéu cdu:

1- Dua vao cdc thong tin trén, anh (chi) lap hod don dich vu cho Ngai
Steven?

2- Dua vio cac thong tin trén, anh (chi) 1ap hod don thanh todn téng hop
cho Ngai Steven?

3- Tinh va lap héa don GTGT cho Ngai Steven trong céc truong hop sau:

a. Gid buéng va gid cdc dich vu trén chua bao gém thué€ VAT?

b. Gi4 buéng va gid cdc dich vu trén bao gém thué VAT?
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Khach san......veereenennnrene So:

HOA DPON NHA HANG

Tén khiach: Steven
Buong so: 205
Ngay: 10 / 06 / 2005

STT | Néi dung | Pon vi tinh So Pon gia Thanh tién
luong VND VND
1 An trua Bita 01 100.000 100.00
Tong so 100.060

S6 tién bang chir: (Mot tram nghin déng chén)

Chir ky cia khich Chir ky ciia nhan vién
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Khach san......c.cccmenenenn
HOA PON NHA HANG
Tén khach: Steven

Buéng so: 205
Ngay: 1170672005

, Pon gia | Thanh tié

STT | Noidung | Ponvitinh | SGluong g anh fen
VND VND

I | Antrua Bita 0l 100.000 | 100.000
> | An toi Bia 01 100.000 | 100.000
Téng so 200.000

S4 tién bang chit: (Hai tram nghin doéng chan)

Chir ky caa khach
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Khach san........vcveeeceicrvrnnns S0:vre...
HOA PON NHA HANG
Tén khach: Steven
Buéng so: 205
Ngay: 12/ 06 / 2005
STT | Noidung | Ponvitinh | S6lugng | Pongiad | Thanh tién
VND VND
1 An trua Bita 01 100.000 100.000
2 | Ant6i Bita 01 100.000 100.000
Téng so 200.000

So tién bang chir: (Hai trim nghin déng chén)

Chir k¥ cua khach

Chir ky coa nhan vién
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Khach San.....cecoevcreerersinssn SO:errennes
HOA PON NHA HANG
Tén khach: Steven

Buong so: 205
Ngay: 13/06 /2005

STT | Noi dung | Pon vi tinh | S6 lugng Pon gia Thanh tién
VND VND
An trua Bira 01 100.000 100.000
2 | Antéi Bita 01 100.000 100.000
Téng so ' 200,000
S6 tién bang chir: (Hai tram nghin déng chin)
Chit k¥ cua khach Chir k¥ cia nhan vién
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Khach san

Tén khich: Steven

----------

-----------------

HOA PON NHA HANG

Buong s6: 205
Ngay: 14/ 06 / 2005

11 HHSU

, Pon gia Thanh tién
STT | Noid Pon vitinh | S61
0i dung vi tin 6 luong VND VND
1 An trua Bita 01 100.000 100.060
2 | Anwwi Bira 01 100.000 100.000
Téng s6 200.000

86 tién bang chir: (Hai tram nghin déng chin)

Chir ky cia khach

Chir ky cia nhan vién
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Khach san........ceeievcrerernens SO0:cvrrerees
HOA PON NHA HANG
Tén khach: Steven
Budng so: 205
Ngay: I5 /06 / 2005
, Pon gi4 Thanh tié
STT | Noi dung | Pon vi tinh | S6 luong sl anh ten
VND VND
1 | An trua Bita 01 100.000 100.00
Tong s6 100.000

S6 tién bing chir: (Mot trim nghin déng chén)

Chir k¥ cua khach
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Khich san

-------

--------------------

HOA PON DICH VU GIAT LA

Tén khach: Steven
Buong s6: 205
Ngay: 11/06 /2005

. Pon gia Thanh tién
STT | Néi dung | Pon vi tinh | $§1
0i dung | Pon vij tin 0 luong VND . VND
1 | Giat la Bo 01 20.000 20.000
Téng s6 20000 |

S tién bang chir: (Hai muoi nghin déng chén)

Chir ky cua khach

25 GTTHNWLT-A

Chir ky cua nhan vién
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Khach $aN....cccmiiieiireresnenes T

HOA PON DICH VU GIAT LA

Tén khach: Steven
Buéng so: 205
Ngay: 12/ 06 / 2005

STT | Noéidung | Pon vitinh | SO hugng Pon gia Thanh tién
VND VND
i Giat 1a B6 01 20.000 20.000
Tong s6 20.000
S6 tién bing chir: (Hai muoi nghin dong chén)
Chir ky cia khach Chir ky cua nhan vién
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Khach san........ueeivnennenens Sa:

-----------

HOA PON DICH VU GIAT LA

Tén khach: Steven
Budng so: 205
Neay: 13/06 /2005

. Pon gia Thanh tién
STT | Noid b i tinh | S6 luon
0i dung | Pon vj tin ¢ lugng VND VND
1| Gian Bo 01 20.000 20.000
Téng so | 20.000
S0 tién bang chir: (Hai muoi nghin déng chiin)
Chit k¥ cita khach ' Chir ky c¢aa nhan vién
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KbBAch SaN...cuvemecmeeinsiennans SG2remrnnnen
HOA DPON DICH VU GIAT LA

Tén khach: Steven
Budng so: 205

Ngay: 14 /06 / 2005
, Pongia | Thanh tién
STT | Noid b i tinh 6 luon
0i dung onvitinh | S mg VND VND
1 | Giatla Bo 01 20.000 20.000

Téng s6 . 20.000

So tién bi‘ing chir: (Hai muoi nghin déng chén)

Chir ky cia khach - Chir k¥ cia nhan vién
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Khach san..........ouvvvecennenn.  S0nenes
HOA PON DICH VU PIEN THOALI
Tén khach: Steven
Buong s6: 205
Ngay: 11/06 /2005
STT | Noidung: | Ponvitinh | Thoi bon gia Thanh tién
~ gian VND VND
1 Goi dién thoai Phiit 10 phuit 5.000 50.000
Téng s6 50.000

86 tién bing chir: (Nam muoi nghin déng chén)

Chir k¥ cua khach

Chir ky coa nhan vién -,
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Khach san

Tén khach: Steven

HOA PON DICH VU BAR

Buong so: 205

Ngay: 12/ 06 / 2005

. Pon gia Thanh tién
STT oi d Pon vi tinh 0 lur
Noi dung vi tin S0 lugng VND VND
I | Cocktail ly 01 80.000 80.000
Tong s6 80.000

S6 tién bang chit: (T4m muoi nghin dong chin)

Chir ky cua khéch
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Khach san

ooooooooooooooooooooooooooo

HOA DON DICH VU QUAN VOT

Tén khach: Steven

Buong so: 205

Ngay: 12/ 06 / 2005

. Pon vi . Pon gia Thanh tién
STT | Noi dung tinh Thai gian VND VND
I} Quan vot Gig 1 tiéng 50.000 50.000
 Tdng s6 50.000

S6 tien bang chir: (Nam muoi nghin déng chin)

Chir ky ciia khich

Chit ky caa nhan vién
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Khach $an......vovvereresisnsnsinan
HOA PON DICH VU KARAOKE
‘Tén khich: Steven

Buong so: 205
Neay: 14/ 06 /2005

Thanh tién |

Don gia
STT | Noidung | Don vitinh | Thoi gian VNf) VXD
1 Hat Karaoke Gio 02 100.000 200.000
Tong cong 200.000
S tién bang chir: (Hai tram nghin déng chan)
Chir ky ena khach Chir ky cuia nhan vién
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2. Hoa don téng hgp

Hoé don téng hop chi phi cia khach 4 ban phan 4nh téng hop cac chi phi
cta khdch phdt sinh trong toan bé qua trinh Iuu tri ctta khdch. Hod don téng
hop chi phi cia khdch do nhan vién 1€ tan 1ap nén trén co s& téng hop cic chi
phi tir hod don thanh todn dich vu do cdc b phan dich vu trong khich san
chuyén cho bd phan 1€ tan. Hod don tng hop chi phi 12 co s& dé thanh todn cho
khéch, 13 co sd d€ viét hod don thanh todn khi khich trd buéng roi khach san.

Biéu 6.8: Hod don thanh todn tong hop
Khich san........ervcencvnenen. 11 SRR

Ténkhach: ...
BUONE 02 .....cvnioieece e,
Piachic .o e,

Ngay 1 (2 13 | eetorerereressestarasarosererasreres 31 | Tong

Téng cong |

SO GEN DANE CAIlz.....ooee e e
Ngay....... thang...... nam200
Chir ky ciia khach Chir ky cia nhan vien
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* Vi du: Khdch san A cé 30 buéng cling loai gid 450.000 VND / buéng /
ngay dém (gid khong bao gém an sdng).

Ngii Steven dit budng ngdy 01/ 06 / 2005, dam bao bang ti€n mat
1.000.000 VND va dén & P 205 tir ngay 10 / 06 dén ngay 15 / 06, tra budng lic
12h. Trong thai gian Juu tri Ngai Steven c¢é st dung céc dich vu sau:

- An 10 bira 100.000 VND / Ibira vao: t6i ngay 10, trua va toi ngay 11,
12,13, 14 va trura ngay 15 /06 / 2005.

- Giat 1a 4 bo quén 40 20.000 VND / 1 bo vao ngay 11, 12, 13, 14 /06 / 2005,

- Goi dién thoai ngay 11 /06 /05: 50.000 VND.

- Uéng 1 ly Cocktail 12 /06 /05: 80.000 VND.

- Quéan vot ngay 12/ 06 / 05: 50.000 VND.

- Hat karaoke 161 ngay 14/ 06 / 05: 200.000 VND.

T4t ca cédc dich vu trén Ong Steven kY phiéu ng.

Yéu cau: Dua vio cic thong tin trén, anh (chi) lap hod don thanh todn tdng
hop cho Ngai Steven?
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Khach san

........................... S0%neeenen.
HOA PON THANH TOAN TONG HGP

Tén khach: Steven

Buong so: 205

Dia chi: Anhk

Ngay dén: 10/ 06 / 2005 Ngay di: 15/ 06 / 2005

gay 10 11 12 13 14 15 Téng

Dich vy
- Luu trd [450.000 |450.000 |450.000 }450.000 |450.000 2.250.000
- Tién an |100.000 |200.000 | 200.000 | 200.000 |200.000 | 100.000 | 1.000.000
- Gidt 1a 20.000 | 20.000 | 20.000 | 20.000 80.000
- D.thoai 50.000 50.000
- Udng 80.000 80.000
- Qudn vot 50.000 50.000
- Karaoke 200.000 200.000
Téngcdng {550.000 | 720.000 |800.000 |670.000 |870.000 | 100.000 |3.710.000

80 tién bang chir: (Ba triéu bdy tram muoi nghin déng chén)

Chir ky cua khach

Ngay 15 thang 06 nam 2005
Chir ky cua nhan vién
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3. Hoa don gia tri gia ting
Biéu 6.9: Hod don gid tri giu tdng

HOA PON (GTGT)
(LIEN 2: GIAQ CHO KHACH HANG)

Ngay....... thang.......... nam200...
N 01234

Pon vibdn haing: ...
Piachii.... SE A1 KBOAN: ...eeiiiie e ccvres e e e
bién thoai:................. M e
Ho va t&n ngudi mua hang:.....cocoovviiiiniiiiccicc e
PION Vit e et e e
Diachiivcoiiiiiiciecnn S0 tai khoan:

STT | Tén hang hoa | Pon vitinh | S6lugng | Pongia | Thanh tién
dich vu

Cong tién hang

“Thu& suat GTGT Tién thué¢ GTGT

Téng cong tién thanh todn

S§ tién bing chir:

Ngudi mua hang Ké todn truong Thu trucng don v.i
(Ky,ghi ro ho tén) (Ky,ghi ré ho tén)  (Ky,d¢éng ddu,ghi ré ho tén)



* Vi du: Khéch san A ¢6 30 budng cang loai gid 450.000 VND / budng /
ngay dém (gid khong bao gém 4n sdng).

Ngai Steven dat budng ngay Ot/ 06 / 2005, dam bao bang tién mat
1.0600.000 VND va dén & P 205 tir ngay 10 / 06 dén ngay 15 /06, tra budng ldc
12h. Trong théi gian luu trii Ngai Steven ¢6 sit dung cdc dich vu sau:

- An 10 bita 100.000 VND / Ibita vio: t6i ngay 10, trua va t6i ngay 11,
12,13, 14 va trua ngay 15 / 06 / 2005.

- Giat 124 bo quén do 20.000 VND / 1 bo vao ngay 11, 12, 13, 14 /06 / 2005,

- Goi dién thoai ngay 11 /06 /05: 50.000 VND.

- Udng 1 ly Cocktail 12 /06 / 05: 80.000 VND.

- Quén vot ngay 12/ 06 / 05: 50.000 VND.

- Hét karaoke t6i ngay 14/ 06 / 05: 200.000 VND.

Tét ¢4 cdc dich vu trén Ong Steven ky phiéu no.

Yéu cédu: Dua vao cdc thong tin trén, anh (chi) 1ap hod don gid tri gia ting
cho Ngai Steven trong céc trudng hop sau:

* Gid bdn cdc dich vu trén khong bao gém thué gid tri gia tang?

* Gid bdn céc dich vu bao gém thué gid tri gia ting?

* Truong hop gid bdn cdc dich vu khong bao gom thué gid tri gia tang:
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HOA DON (GTGT)
(LIEN 2: GIAO CHO KHACH HANG)
Ngay [5 thing 06 nam2005

N (01234
Pon vi ban hang: Khach san A
Dia chi: Dudng Pham Van Déng - Ha Noi S0 tai khoan:...................
Dién thoai: 04.7641121 MBS
Ho va tén ngudi mua hang: Steven
PIOm Vit
Dia chi: S6 tai khoan:......c...........
Phuong thifc thanh todn: Tién mat MSi e,
STT | Tén hanghoa | Don vi So Pon gia Thanh tién
dich vu tinh lugng
1 | Luutrd Budng 5 450.000 2.250.000
2 | An Sudt 10 100.000 1.000.000
3 | Udng Ly i 80.000 80.000
4 | bién thoai 50.000 50.000
5 | Thé thao Gi¢ 1 50.000 50.000
6 | Giatla Bo 4 20.000 80.000
7 | Hét Karaoke Gig 2 100.000 200.000
Cong tién hang 3.710.000
Thué suat 10% - Tién thué¢ GTGT 371.000
Téng cong tién thanh todn 4.081.000
Sé'tién bing chit: (Bon triéu khdng tram tdm muoi mot nghin dong chdn)
Ngudi mua hang Ké toan truong Thil trudng don vi
(Ky,ghi ro ho tén) (Ky,ghird ho tén)  (Ky,dong ddu,ghi ré ho tén)
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* Truong hop gid ban cdc dich vu bao gom thué gia tri gia ting:

HOA PON (GTGT)
(LIEN 2: GIAO CHO KHACH HANG)
Ngay 15 thdng 06 nidm2005

N 01234
Pon vi ban hang: Khéich san A
Dia chi: Buong Pham Vin Déng - Ha Noi

Dién thoai: 04.7641121 MS
Ho va t&n ngudi mua hang: Steven
DION Vi e e
Dia chi S6 tai khoan:................
Phuong thic thanh todn: Tién mat. MS:
gyr| 'enhanghod | inn| 5 | Hon gid | Thanh tién
dich vu hrgng
i Luu trd Buéng 5 409.090 | 2.045.450
2 |An Suit 10 90.909 909.090
3 | Uéng Ly 1 72.727 72.727
4 | Dién thoai 45.454 45.454
5 | Thé thao Gidy 1 45.454 45.454
6 |Giatla Bo 4 18.181 72.724
7 | Hat Karaoke Gigy 2 90.909 181.818
Cong tién hang 3.372.717
Thué sudt 10% Tién thué GTGT 337.283
Tong cong tién thanh todn 3.710.000

S¢ tién bang chi: (Ba triéu bdy tram muoi nghin dong chdn)

Ngudi mua hang K€ toan trudng

(Ky,ghi ré ho tén)

Thu trudng don vi

(Ky,ghi ré ho tén) (Ky,dong ddu,ghi ro ho tén)
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VD: Cho cac thong tin sau

- Khédch san B ¢6 20 buéng ciing loai gid: 300.000 VND / 1 budng / ngay
dém (gid khong bao gébm an sdng). :

- Doan khich cta cong ty du lich Thdi Binh Duong - Dia chi: 104 duong
Hoang Qudc Viét dat 10 budng danh cho 20 khach ngay 20/9/2005, dam bao
bing tién mat: 1.000.000 VND va di dén & cdc budng 501 dén budng 510 tir
ngdy 1/10/2005 dén ngay 3/10 /2005, tra budng lic 12h.

- Trong thoi gian luu trid dodn khéch ¢6 st dung cdc dich vu sau:

An 80 sudt: 50.000VND/sudt vao toi ngayl/10/2005, trua va toi ngay
2/10/2005, trua 3/10/2005.

Yéu cau: Dua cac thong tin trén.

1- Lap cic hod don dich vu cho cong ty du lich Thdi Binh Duong?

2- Lap hod don thanh todn téng hop cho cong ty du lich Théi Binh Duong?

3- Tinh va lap héa don GTGT cho cong ty du lich Thai Binh Duong trong
© cac truong hop saw: ‘

a. Gid budng va gia cdc dich vu trén chua bao gom thué¢ VAT?
b. Gia buéng va gid céc dich vu trén di c6 thu€ VAT?
Bai giai
Khach san......ococovvcvvecnen. . Sa..........
HOA DON THANH TOAN TONG HGP

Tén khich: Cong ty du lich Thdi Binh Duong
Buéng so: 501 - 510
bia chi: 104 duong Hoang Quéc Viét

Ngay dén: 01/ 10/ 2005 Ngay di: 03 /107 2005

Ngay 1/10/05 2/10/05 3/10/05 Téng
Dich vu
- Lwu trd 3.000.000 | 3.000.000 6.000.000
- An uéng 1.000.000 | 2.000.000 | 1.000.000 4.000.000
Téng cong | 4.000.000 | 5.000.000 | 1.000.000 10.000.000

S6 tién bing chit: (Muoi triéu dong chdn)
Ngay 03 thdng 10 ndm 2005

Chir ky cia khach Chir ky coa nhan vién
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* Trudmg hop gid ban cdc dich vu khéng bao gom thué gid tri gia tang:

HOA DON (GTGT)
(LIEN 2: GTAO CHO KHACH HANG)
Ngay 03 thang 10 nam2005

N 01234
Don vi ban hang: Khich san B
Dia chi: Thanh phd Ha Long - QN S6 tai khoan:................
Pién thoai: 033.832564 MS:

Ho va tén ngudi mua hang: Dinh Quang Huy
Pon vi: Cong ty du lich Thai Binh Duong
Dia chi: 104 dudng Hoang Quéc Viet - HN  S6 tai khoan:

Phuong thic thanh todn:Tién mat MS: e,

Tén ha . , _ T

STT | " Flang hod Pon vitinh | S6 hugng Don gia | Thanh tién
- dich vu

1 | Luu tri Buong 20 300.000 | 6.000.000

2 | An Suat 80 50.000 | 4.000.000
Cong tién hang 10.000.000
Thué suat 10% Tién thué GTGT 1.000.000

Tong cong tién thanh todn 11.000000

S6'tién biang chit: (Muoi mot triéu dong chin) ‘

Nguot mua hang Ké toian truong Tha truong don vi
(KY,ghi ré ho tén) (Ky,ghi ré ho tén) (Ky,dong ddu,ghi ré ho tén)
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* Truong hop gid bdn cdce dich vu bao gom thué gia tri gia tang:

HOA PON (GTGT)
(LIEN 2: GIAO CHO KHACH HANG)
Ngay 03 thdng 10 ndm2005

N 01234

Pon vi ban hang: Khach san B

Ho va tén ngudi mua hang: Pink Quang Huy
Pon vi: Cong ty du lich Thai Binh Duong

Tén hang hoa
dich vu

1 | Lwutrd Buéng 20 272.727 5.454.540

2 {An Sudt 80 45.454 3.636.320

STT Pon vi tinh | S6lugng | Dongia | Thanh tién

Coéng tién hang 9.090.860
Thué sudt 10% Tién thu&€ GTGT

’ Téng cong tién thanh todn 10.000.000
S tién béing chit: (Muoi triéu dong chdn)

Nguoi mua hang K& toan truéng Thi trudng don vi
(Ky,ghi ré ho tén) (Ky,ghi rd ho tén) Ky,dong ddu,ghi ré ho tén)
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IL THUC HANH NHAN BIET THONG TIN VA CAP NHAT THONG

TIN VAO SO VA T3 ROI

1. Diéu kién thuc hién .

1.1. Dia di¢m thuc hanh: Phong thuc hanh 18 tan.

1.2. Thiét bi dung cu: Phong thuc hanh 18 tan, miu bidu sé sach....

1.3. Thot gian: 3 tiét
2. Trinh tu thuc hién

2.1. Kiém tra phong thuc hanh 1é tan, mau biéu sé sich

2.2. Trinh tu cong viéc

T

Tén cong viéc

Thiét bi dung cu

Yeéu cau k§y thuat

Nhén biét thong tin
va cap nhit théng tin
vao hod don dich vu.

- Phong thuc hanh
1€ tan, miu biéu,
s6 sdch.

Cap nhat théng tin vio hod
don dich vu theo ding
chuyén mén nghiép vu

Nhan bié€t thong tin
va cap nhat thong
tin vao hod don
thanh todn téng hop.

- Phong thuc hanh
1€ tan, quay 1€ tan.
mdy vi tinh, may
in, s6 sach.

Cép nhit thong tin vao hod
don thanh todn téng hop
theo ding chuyén mon
nghiép vu.

Nhan biét thong tin
vd cdp nhat thong
tin vao hod don gid
tril gia tang

- Phong thue hanh
1€ tan, qudy I€ tan.
may vi tinh, may
in, s6 sich

Cép nhat théng tin vao hod
don gid tri gia tang theo
diing chuyén mén nghiép
V.

2.3. Hu6ng dan chi tiét thuc hién cong viéc

Tén cong viéc

Hudéng dan

Nhdn biét thong tin va
cap nhat thoéng tin vao
hoa don dich vu

- Nhin bi¢t chinh xdc cdc thong tin v cap nhat
cdc théng tin vao hod dom dich vu ciia khich.

- Ghi chép nhanh, cdn than, chinh x4c cic thong
tin cia khéch vio hod don dicn vu theo ding
chuyén mén nghiép vu.
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Nhan biét thong tin va
cap nhat théng tin vao
hod don thanh todn téng
hop

- Nhan biét chinh x4c cdc théng tin va cap nhat
céc théng tin vao hod don thanh todn téng hop. |

~ Ghi chép nhanh, cdn than, chinh xic cac thong
tin cha khdch vio ho4 don thanh todn téng hop
theo ding chuyén mén nghiép vu.

Nhan biét thoéng tin va
cap nhat théng tin vao
hod don gid tri gia tang

- Nhan biét chinh xdc cdc thong tin va cap nhat
céc thong tin vo hod don gid tri gia ting.

- Ghi chép nhanh, cdn than, chinh xdc cdc thong
tin clia khéch vao hoi don gia tri gia tang theo
diing chuyén mon nghiép vu

3. Cac dang sai hong va cach phong ngifa

TT Hién tuong

- Nguyén nhan

Cach phong ngiraT

1 | Cap nhat céc thong
tin vao ho4 don dich
vy chua chinh xédc

Do cfu thd khi cap
nhat cdc thong tin
vao hod don dich vu
cua khach.

Nghién cttu k¥ khi cap
nhat cdc théng tin vao
hod don dich vu cla
khéch.

2 | Cap nhat céc thong
tin vio thanh todn
téng hop chua ding

Do céu tha khi cap
nhat cdc thong tin
vao hod don thanh
todn téng hogp cia
khach.. :

Nghién citu k¥ khi cap
nhat cdc thong tin vao
hod don thanh todn
tong hop cta khéch.

3 {Cap nhat cic thong
tin vao hod don gia tri
gia tang chua ding

Do cdu thd khi cap
nhit cdc thong tin
vio hod don gid tri
gia tang cua khédch.

Nghién ciu k§ khi cap
nhat cdc théng tin vao
ho4 don gia tri gia tang
cua khéch.

IIL KIEM TRA PANH GIA

Kiém tra ddnh gi4 cho diém hoc sinh vé thyc hanh nhan bi€t thong tin va
cap nhét thong tin vao s6 va td roi.
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Bai 2

TRINH TU PHUC VU HANH LY
CHO KHACH ROI KHACH SAN

Muc tigu:

- V8 kién thue: Hidu dudc kién thitc thuc hanh trinh tu phuc vu hanh 1y cho cac d6i
tugng khéach rdi khach san.

- V€ ky nang: Thyc hién thanh thao cac thao tac co ban vé trinh tu phuc vu hanh ly
cho khach rdi khach san theo ding chuyén mdn nghiép vu.

- V& thai d6: Rén luyén tac phong 1am viéc cin than, nhanh nhen, nghiém tic khi
phuc vu hanh ly cho cac d&i tugng khach rdi khach san. ’

I. KIEN THUC CHUYEN MON THUC HANH TRINH TU PHUC, VU
HANH LY CHO KHACH ROI KHACH SAN

1. Trinh tu phuc vu hanh ly cho khach 1é réi khach san
* So do trinh tu phuc vu hanh 1y cho khdch Ié roi khdch san.

Nhan Vio sé Thu x&p Gitip vé
théng bio khai bao hanh 1§ || khéch r&i phong
thu x&p lam nhiém cho khach khach . lam viéc
hanh ly vu san vao s6

* Trinh tu phuc vu hanh 1y cho khach lé roi khach san

- Budc 1: Nhan thong bdo thu x&€p hanh 1y clia khach

+ Héi 16 56 budng, s6 lugng hanh 1y, thai gian thu xén hanh 1y va lam céng
tac chudn bi.

- Buée 2: Vao s6 khai bdo va 1am phiém vu
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+ Vo s6 ké khai hinh 1y khdch di 1€ rdi khach san: S6 budng, thai gian thu
x€p, s6 luong hanh ly.

- Buoe 3: Thu x€p hanh 1y cho khéch.

Téi clra budng khach, bam chuéng hodc g6 cira, xin phép khach thu xép
hanh 1y. Khach déng ¢ nhan vién hanh 1y méi duge vao trong budng cla
khdch.Nhan vién hanh 1y cling khdch ki€ém dé€m hanh 1y, x&p hanh ly lén xe
day theo trat tu, lam thé hanh 1y, sau d6 nhan vién hanh 1y bdo cho khéch biét
noi dé hanh 1y va héi xem khach ¢é can thué phuong tién van chuyén khéng.

- Buoe 4: Giip khéch roi khach san.

+ Chuyén hanh 1y 1én xe, ciing khdch ki€ém dém.

+ MG cira x¢, m&i khach 1én xe.

+ Chuc khach, chao khich.

- Buge 5: V& phong 1am viée, vao s0

Vao s6 ké khai hanh 1y khdch di 1é roi khdch san:Thei gian hoan thanh
nhiém vu, s6 buéng, s6 hanh 1y.

Biéu 6.10: 86 ké khai hanh Iy khdach di Ié voi khach san

Tén khach | Buong | S6 lugng | Ngay | Thoi gian hoan | Nhan vién

T
T hru tra SO hanh Iy | giov di |thanh nhiém vu| Ky nhan

* Bai hoi thoai trinh tuw phuc vu hanh Iy cho khdch Ié roi khdch san
(Truwong hop ong John Smith luu trii tai buong 802 goi dién xuéng cho b
phdn Ié tdan thong bdo trd buong va yéu cau khdch san phuc vu chuyén hanh
Iy ra xe 6 t6.

406



Bellman: B phan phuc vu hanh 1y xin nghe.

Guest: Xin chio anh, phién anh chuyén gitip t61 hanh 1y ra xe 6 t6. Toi sé&
roi khédch san sau 20 phiit niva.

Bellman: Xin ong vui long cho t6i biét quy danh va s6 budng cua éng.

Guest: Tén t6i la John Smith. Téi dang & budng 802.

Bellman: Rat sdn 1ong thua 6ng John. Phién 6ng vui long cho biét s6 luong
hanh 1y cha ong.

Guest: Toi ¢o 3 vali

Bellman: Vang thua éng. Chiing t6i s& lén buéng ciia 6ng ngay dé gidp ong
chuyén hanh y.

Guest: Cam on anh.

* 86 ké khai hanh Iy khdch 1é roi khdch san.

T Tén khach | Buong | S6 lugng | Ngay | Thoi gian hoan | Nhan vién
’ lru tra SO hanhly | gio di | thanh nhiém vu | ky nhan
1 | John Smith{ 802 3 9h30

Nhan vién van chuyén hanh 1y lén buéng khich xin phép duoc phuc vu
hanh 1¥ cho khdch

Bellman: Xin chio 6ng John Smith. Téi la Tudn Anh, nhan vien van
chuyén hanh Iy cta khach san. Xin phép ong cho toi duge thu x€p hanh ly va
chuyén hanh 1y che éng.

Guest: Xin moi anh gidp t6i. Pay 13 3 chiéc vali ciia toi.

Bellman: Vang thua éng. Téi s& chuyén hanh 1y xuéng truée cho ong. Hen
gap lai ong tai qudy 1& tan.
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Guest: Cam on anh rit nhiéu.
Thé hanh Iy

TRADE HOTEL
No./S6:1145
Guest name: John Smith
Tén khach
Room No: 802
Budng sé
" Check in % Check out
No of Pieces: 03
S6' lugng
Date: 25/8/2005
Ngay
Guest sign nature
Chit ky cua khdch

TRADE HOTEL
_ ' No./Sg: 1145
Guest name: John Smith
Tén khach
Room No: 802
Buéng s6 :
75 Check in ] Check out
No of Pieces: 03
S5 laong
Date: 25/8/2005
Ngay
Guest sign nature
Chit k§ clia khach

(Kh4ch 1am xong thi tuc trd budng)
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Bellman: Thua 6ng John Smith. Hanh 1§ cla 6ng t6i da chuyén lén xc.
Phien 6ng kiém tra lai gitip. Xe dén 6ng dang cho éng, thua 6ng John Smith.

Guest: Cam on anh, da yéi anh. '

Bellman: Chiic 6ng lén dudng manh khoé va may man. Hy vong ring mot
ngiy gin day t6i lai duge phuc vu 6ng trong khéch san ciia chiing toi.

Guest: Nhat dinh r6i. Toi rdt hai long khi & trong khdch san ciia cdc anh.
Hen gap lai.

Bellman: Tam biét ong. Hen gap lai 6ng.

* S6 ké khai hanh Iy khdch 1€ roi khdch san

| Tén khach | Budng |S6 lugng| Ngay | Thai gian hoan | Nhan vién

Iwu tri s6 |hanhly | gi¥ di |thanh nhiém vu| Ky nhan
| |JohnSmith | 802 | - 3 9h30 10h00 Tu4n Anh

T

2. Trinh tu phuc vu hanh ly cho khach doan rdi khach san.
* So do trinh tw phuc vu hanh Iy cho khdch doan roi khdch san.

Thu x& Ban giao hanh
Chudnbi |—pl 2P | Ul Dsichi€n |yl Iy chocong ty
hanh 1y du lich

* Trinh tu phuc vu hanh 1y cho Khach doan roi khach san.
Buoc 1: Doc ky danh sdch khich roi khach san do nhéan vién tiép tan
chuyén téi.
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" P6i chidu voi bang ke khai hanh 1y khi khéch t6i khdch san, sita lai, lap
bang.

Bude 2: Nhan vién phu trach hanh 1y t6i cdc budng thu x€p hanh 1y theo
tén doan khéch, s buong.

- Chuyén hanh 1y cia méi budng ra ngoai hanh lang, ke khai s6 hanh 1y clia
mbi budng.

- Chuyén tit c& hanh ly xudng dai sanh, x&€p gon gang va 1ay ludi budc vao.

Budc 3: Cung trudng doan hoic hudng dan vién kiém, d&€m, cai thé hanh
iy, ghi & tén doan Khéch, s6 lugng hanh 1y... yéu cau trudng doan ky nhan.

Budc 4: Ap tai hanh 1§ cla cong ty du lich Ién xe, kiém tra lai hanh 1y.

_ Ghi rd trén "S nghiém thu hanh Iy cha khéch di theo doan” tén doan, 0
luong hinh 1y, s6 xe va yéu cdu nhan vién cha cong ty du lich ky nhan.

* Bai hoi thoai tinh tu phuc vu hanh 1y cho khich doan rai khich san.

(Truong hop anh Hing - trudng dodan cong ty du lich Sai Gon yéu cdu
nhan vién phuc vu hanh Iy gitip doan cong ty du lich Sai Gon thu xép hanh
Iy ra xe).

Bellman: Chao anh Hiing. Theo thong bdo cua bo phan I€ tan giri dén bo
phan hanh 1Y chiing em hom nay doan anh s€ roi khdch san.

Mr Hing: Piing réi. Chiing toi s& rdi khich san sau 45 phiit nira. T6i dang
lam thi tuc trd budng cho doan t6i. Phién anh gitip doan théi chuyén hanh Iy
ra Xe. _

Bellman: R4t sén long thira anh. Anh dita ¢6 danh sdch cta doan anh ké
khai hanh 1§ chua a?

Mr Hing: Tai c6 r6i. Day 1a danh sach ciia doan téi.

Bellman: Phién anh thong bdo cho doan anh d¢ toan bo hanh ly ra ngoai
cira, chiing em sé& chuyén xu6ng dai sdnh. Va lic d6 phién anh kiém tra lai gitp
cling ching em.

Mr Huing: & vang, t6i di thong bdo cho doan t6i rdi.

Bellman: Cam on anh. Chiing cm s& chuyén hanh 1y ciia doan anh xudng luon.
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S0 keé khai hanh Iy khach doan

POAN KHACH: CONG TY DU LICH SAI GON

So . . .
. “ ) Buong| lugng | Ngay givy T{]m stan I-NIAhanl
I'T Tén khich . ) ] hoan thanh| vién ky
_ $0 | hanh di . ,
Iy nhiém va | nhan
I |Pham Duc Trung 301 01 25/8/05
9h30
2 |Nguyén Minh Phuong | 302 02 25/8/05
%h30
3 [Pham Hoang Thuwong 303 02 25/8/05
9h30
4 |Trén Dic Hung 304 01 25/8/05
9h30
5 {Lé Thi Phuong 305 01 25/8/05
Sh30
6 |Hoang Thu Lan 402 01 25/8/05
Sh30
7 |Nguyén Phuong Thio | 403 01 25/8/05
%h30
8 |L&é Hong Van 404 01 25/8/05
%h30
9 |Pham Lan Huong 405 01 25/8/05
%h30
10 |Nguyén Diic Tai 406 | 01 25/8/05
Gh30
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Thé hanh 1y

(Guest sign nature
Chit ky cua khach

412

| TRADE HOTEL TRADE HOTEL
‘No.IS6- 24 No.i86: 25
Guest name: Guest name:
PHAM DUC TRUNG NGUYEN MINH PHUONG
Tén khach Tén khach
Room No: 301 Room No: 302
Buébng sé Budng s6
00 Check in 0 Check out (] Check in C Check out
No of Pieces: 01 No of Pieces: 02
S6 luong S6 lwong
Date: 25/8/2005 Date: 25/8/2005
Ngay Ngay
-Guest sign nature Guest sign nature
Chit ky ctia khdch Chit ky ctia khdch
TRADE HOTEL TRADE HOTEL
No.iS6: 24 No./S6:25
Guest name:; PHAM DUC Guest name: NGUYEN MINH
TRUNG PHUONG
Tén khach Tén khdch
Room No: 301 Room No: 302
Budng s Buong sé
B Check in 1 Check out O Check in 0 Check out
No of Pieces: 01 No of Pieces: 02
' 8 lwong Sd' luong
Date: 25/8/2005 Date: 25/8/2005
Ngay Ngay

suest sign nature
Chit ky cua khdch




Thé hanh 1y

TRADE HOTEL TRADE HOTEL
No./S6- 26 No./So: 27
Guest name: Guest name:
PHAM HOANG THUONG TRAN BUC HUNG
Tén khdach Tén khdach
Room No: 303 Room No: 304
Buong s¢’ Buong s¢&
{0 Check in 1 Check out {3 Check in -0 Check out
No of Pieces: 02 No of Pieces: 01
S6' hiong 86 luong
Date: 25/8/2005 Date: 21/8/2005
Ngay Ngay
Guest sign nature Guest sign nature
Chit ky cua khdch Chit ky ctia khdch
TRADE HOTEL TRADE HOTEL
No./Sd: 26 No./S6: 27
Guest name: Guest name:
PHAM HOANG THUGONG TRAN DUC HUNG
Tén khdch Tén khdach
Room No: 303 Room No: 304
Budng s& Buong s6
(3 Check in Check out 3 Check in A Check out
No of Pieces: 02 No of Pieces: 01
86 lugng Sé liong
Date: 25/8/2005 Date: 25/8/2005
Ngay Ngay

Guest sign nature
Chit ky cua khdch

Guest sign nature
Chit ky cua khdch
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Thé hanh 1y

TRADE HOTEL
No./§8:28

Guest name: LE THI PHUONG
Tén khach
Room No: 305
Buong s&
3 Check in
No of Pieces: 01
S&' lwong
Date: 25/8/2005
Ngay

) Check out

suest sign nature
Chit ky ciiu khdch

TRADE HOTEL
No./S6: 28

Guest name:: LE THI PHUONG
Tén khach
Room No: 305
Bubng sé
{1 Check in
No of Pieces: 01
S6 heong
Date: 25/8/2005
Ngay

L} Check out

| Guest sign nature
Chit ky cua khdach

TRADE HOTEL
No./S6: 29

Guest name: HOANG THU LAN
Tén khach
Room No: 402
Buong s&
0 Check in
No of Pieces: 01
S6 hwong
Date: 25/8/2005
Ngay

] Check out

Guest sign nature
Chit ky cua khdch

TRADE HOTEL
No0./56:29

Guest name: HOANG THU LAN
Tén khach
Room No: 402
Buong s6
J Check in
No of Pieces: 01
Sé hwong
Date: 25/8/2005
Ngay

1 Check out

Guest sign nature
Chit ky cita khdch
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Thé hanh 1y

TRADE HOTEL
No:/S6+ 30

Guest name:

NGUYEN PHUGNG THAO

TRADE HOTEL
No./S6: 31
Guest name: LE HONG VAN
Tén khach

Tén khach Room No: 404
Room No: 403 Buong s¢&
Buong s& tJ Check in 2 Check out
1 Check in 1 Check out No of Pieces: 01
No of Pieces: 01 S6" hwong
S6 luong Date: 25/8/2005
Date: 25/8/2005 Ngay
Ngay Guest sign nature
(ruest sign nature Chit ky cua khdch
Chit ky cua khdch
TRADE HOTEL TRADE HOTEL
No./56- 30 No.iSo: 31
(Guest name: Guest name: LE HONG VAN
NGUYEN PHUONG THAO Tén khdch
Tén khdch Room No: 404
Room No: 403 Budng sé
Buong s& [1 Check in Q Check out
1 Check in i Check out No of Pieces: 01
No of Pieces: 01 S6 litgng
S6 heong Date: 25/8/2005
Date: 25/8/2005 Ngay

Ngay
Guest sign nature
Chit ky cua khdach

Guest sign nature
Chit ky cua khdch
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Thé hanh 1y

TRADE HOTEL
No./S8- 32

Guest name:
PHAM LAN HUONG
Tén khach
Room No: 405
Buéng s&
(1 Check in
No of Pieces: 0}
Sé lugng
Date: 25/8/2005
Ngay

O Check out

Guest sign nature
Chit ky cua khach

TRADE HOTEL
No./§6: 32

Guest name: _
PHAM LAN HUONG
Tén khdch
Room No: 405
Buong s¢
11 Check in
No of Pieces: 01
86 luong
Date: 25/8/2005
Ngay

C1 Check out

(Guest sign nature
Chit ky ciia khdch

TRADE HOTEL
No./Sé:- 33

Guest name:
NGUYEN BUC TAI
Tén khdch
Room No: 406
Buéng s&
(1 Check in
No of Pieces: 01
S6 luwong
Date: 25/8/2005
Ngay

0 Check out

(Guest sign nature
Chit ky cua khdach

TRADE HOTEL
No./S¢: 33

Guest name:
NGUYEN DUC TAI
Tén khdch
Room No: 406
Budng sé
{3 Check in
No of Pieces: 01
S& heong
Date: 25/8/2005
Ngay

O Check out

Guest sign nature
Chit ky ctia khdch
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Bellman: Pay 1a tat ¢4 hanh 1y cta doan anh. Poan anh luu trd tai khach
san 12 10 budng va téng s hanh Iy 13 12 vali tdt ca. Phién anh kiém tra lai gigp

ching em.

Mr Hung: B r61, 12 vali. Cam on cdc anh.
Bellman: Phi€n anh ky x4c nhan cho em.

Mr Hung: Rat san long
Thé hanh 1y

TRADE HOTEL
No [S6- 34

Guest name:
CT DU LICH SAI GON
Tén khach
Room No:
Budng sé
{1 Check in
No of Pieces: 12
S& Tuong
Date: 25/8/2005
Ngay
Guest sign nature: Hung
Chit ky cua khach

3 Check out

TRADE HOTEL
No./S6- 34

(Gruest name:
CT DU LICH SAI GON
Tén khdch
Room No:
Budng 56
i1 Check in
No of Pieces: 14
S& lwong
Date: 25/8/2005
Ngay
Guest sign nature:Hung
Chit ky cua khdch

0 Check out

Bellman: Phién anh cing chiing em kiém tra lai gidp 14n cuét hinh 1y cla
doan anh khi chiing cm chuyén Ién xe.

Mr Hung: Ving, toi s€ kiém tra lai ciing cdc anh.

Bellman: Hanh 1y cta anh da dugc chuyén lén xe, thua anh phién anh kiém
tra ky nhan vao s6 gitip em. r

Mr Hing: A, vang, toi ky ngay day

Bellman: Cam on anh. Chiic anh va doan anh 1én duong may mén, Hen gap
la1 anh va doan anh.

Mr Hung: Cam on cic anh. Hen gap lai, tam biét.

Bellman: Tam biét
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S6 ké khai hanh 1y khach doan
POAN KHACH: CONG TY DU LICH SAI GON

418

So Thoi gian
| e [l M| e
ly nhiém vu

1 [Pham Pxrc Trung 301 01 |25/8/05| 10hI5 Nam
9h30

2 [Nguyén Minh Phuong | 302 | 02 |25/8/05| 10h1S Nam
9h30

3 |Pham Hoang Thwong | 303 | 02 |25/8/05| 10h!5 Nam
9h30

4 |Trin Ditc Hing 304 | Ol |25/8/05| 10hl5 Nam
9h30

5 11.& Thi Phuong 305 01 | 25/8/05| 10hl5 Nam
9h30

6 |Hoang Thu Lan 402 01 |25/8/05| 10hl5 Puc
9h30

7 [Nguyén Phwong Thao | 403 | 01 |25/8/05) 10hl5 Dric
9h30

8 |Lé Héng Van 404 01 125/8/05| 10h15 Prrc
9h30

9 |Pham Lan Huong 405 01 | 25/8/05| 10hl15 e
. 9h30

10 [Nguyén Duc Tai 406 01 | 25/8/05| 10hl5 Puce
9h30

Nhan vién Khach hang
Tuén Anh Hing

27 GTTHNVLT-B




II. THUC HANH CAC THAO TAC PHUC VU HANH LY CHO
KHACH ROI KHACH SAN

1. Diéu kién thuc hién
1.1. Dia diém thuc hanh: Phong thuc hanh 18 tan.

1.2. Thi€t bi dung cu: Phong thuc hanh 18 tan, va li, tii sdch, mau bidy <&
sdch.

1.3. Thoi gian: 4 tigt

2. Trinh tu thuc hién

2.1. Kiém tra phong thuc hanh 1é tan, mau biéu sé sich
2.2. Trinh tu cong viéc

TT | Téncong viéc | Thiét bi dung cu Yeéu cau ky thuat

I | Trinh wr phuc vu ; Phong thuc hanh | - Phuc vu hanh 1y cho khéch
hanh 1y cho khéch | 1€ tan, vali, wii|1é rdi khich san theo ding
1é roi khéch san. sdch chuyén mén nghiép vu.

R

Trinh tr phuc vu | Phong thuc hanh | - Phuc vy hanh 1y cho khdch
hanh 1y cho doan | 1€ tan, vali, tii | doan khich roi khich san theo
khach r&i  khéch | sach. ding chuyén mon nghiép vu.

san.

2.3. Hudng dan chi tiét thuc hién cong viéc

Tén cong viéc Huong dan

Trinh tr phuc | - Bude 1: Nhan théng béo thu xép hanh 1y cta khach

vu hanh 1y cho | + Héi r5 s6 buéng, s6 lugng hanh 1y, thoi gian thu xép
khich 1¢  rdi | hanh Iy va Iam cong tdc chudn bi.

khdch san - Budc 2: Vao s6 khai bao va 1am nhiém vu

+ Vao s6 ké khai hanh 1y khich di 1& r&i khach san: S&
budng, théi gian thu xép, s6 hrong hanh ly.

- Buéc 3: Thu x€p hanh 1y cho khach.

- Bu6e 4: Gidp khéch roi khéch san.
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+ Chuyén hanh 1y 1én xe, ciing khdch kiém dém.

+ M6 cira xe, mdi khach 1én xe,

+ Chii¢ khéch, chao khach.

- Bude 5: V& phong lam viéc, vio sé

Vao sé ké khai hanh 1y khach di 1é roi khach san: Thoi
gian hoan thanh nhiém vu, s6 buéng, s6 hanh 1y.

Trinh tu phuc
vu hanh ly cho
doan khich roi
khach san.

Budc 1: Poc kj danh sich khach rdi khéch san do bo
phan dén ti&p chuyén téi.

- D6i chigu véi bang ké khai hanh 1y khi khach t6i khéach
san, sira lai, 1ap bang.

Bude 2: Nhan vién phu trdch hanh Iy téi cdc budng thu
x&p hanh 1y theo tén doan khéch, s6 buéng. .

- Chuyén hanh 1y cha mdi budng ra ngoai hanh lang, ke
khai s& hanh 1y clia méi budng.

- Chuyén tat c3 hinh 1y xudng dai sanh, x&€p gon gang va
1dy luéi bude vao.

Budc 3: Cing trudng doan hodc huéng dan vién kiém,
dém, cai thé hanh 1y, ghi & tén doan khéch, s6 lwgng hanh
1y... yéu ciu trudng doan ky nhan.

BuGc 4: Ap tai hanh 1y cla cong ty du lich len xe, kiém tra
lai hanh ly.

- Ghi 5 trén "S6 nghiém thu hanh 1y cla khéch di theo
doin" tén doan, s6 luong hanh 1y, s6 xe va yéu cdu nhén
vién ctia cong ty du lich k¢ nhan.

3. Cac dang sai hong va cach phdng nglra

TT

Hién tugng

Nguyén nhan

Cach phong ngira

Phuc vu hanh 1y cho
khiach di lé roi khéach
san chua ding voi céic
budge trong quy trinh.

Do céu tha khi phuc
vu hanh cho khdach
di lé r&i khich san.

Nghién ciru k¥ trinh tu
phuc vu hanh ly cho
khach di le roi khach
san, chuin bi tot bai
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héi thoai theo diing
chuyén mén nghiép vu.

2 | Phuc vu hanh 1y cho | Do cdu tha khi phuc | Nghién ciu k¥ trinh tu
doan khich rdi khdch | vu hanh cho dodn phuc vu hanh 1y cho
san chua ding vé&i cic | khdch i khdch | doan khdch rdi khdch
bude trong quy trinh. | san. san, chudn bi t6t baj
hoi thoai theo ding
chuyén mén nghiép vu.

I, KIEM TRA DANH GIA

Kiém tra danh gis cho diém hoc sinh vé& thuc hanh cic thao téc phuc vu
hanh 1y cho khéch roi khéch san.
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Bai 3

THUC HANH LAM THU TUC TRA BUONG
CHO CAC POI TUONG KHACH

Muc tiéu
- V@ kién thire: Hiéu duge kién thirc vé thuc hanh lam thd tuc trd budng cho cac ddi
trang khach.

- Vé ky nang: Thuc hanh thanh thao tam thi tyc trd budng cho cac d6i tugng khach
theo dang chuyén mén nghiép vu.

- Vé thai d5: Rén luyén tac phong lam viéc ¢én than, chinh xac, nhanh choéng,
nghiém tic khi lam thi tyc trd budng cho cac dai tugng khach.

1. KIEN THUC CHUYEN MON THUC HANH LAM THU TUC TRA
BUONG CHO CAC POI TUONG KHACH.

1. Lam tha tuc thanh toan trd budng cho khach |é

* Quy trinh lam thil tuc thanh todn trd budng cho khdch lé:

- BuGe 1: Chao khach, goi ¥ gitip d& khiach

- Budc 2: L& tan hoi tén khéch, s& budng cua khich.

- Buée 3: Hoi khach ¢é str dung thém do udng o minibar khong.

- Budc 4: L& tan thong béo cho céc bo phan c6 lién quan clia khdch san vé
viéc khdch thanh todn trd budng, yéu céu cic bo phan cé lién quan giti ngay
cac phi€u k¥ ng xudng bo phan 1€ tan. L& tin thong bdo viéc khach thanh todn
trd budng cho bo phan budng,dé bo phan budng gitip khich chuan bj i khdch
san, kiém tra cdc trang thiét bi trong budng, kiém tra d6 udng trong minibar.

. Budc 5; Hoan thanh ho# don tdng hop cdc chi phi cla khdch, khdch
xuéng thanh toén 1 tan dua hod don téng hop dé khach ki¢m tra.

422



- BuGc 6: Khéch chdp nhan céc khoan thanh toan trong ho4 don téng hop,
1€ tan dua hod don cho khdch kY, tra lai cho khdch mét hod don dé khach
chuyén cho nhan vién khuan vic hanh ly.

- Bugc 7: Lé tan dé nghi khéch tré lai chia khod buéng.

- Bude 8: L& tan xin § kién g6p y cha khach vé c4c dich vu clia khach san,
dé sudt v&i khach dat budng trong twong lai.

- BuGe 9: L€ tan bio cho nhan vién khuan vac hanh 1y giip khéch khuan
vac hanh 1¥ ra xe.

- Bu6e 10: Chao khéch, chiic khédch Ién dudng may mén v hen gip lai.

- Luu y: ..

+ Truong hop khich ¢6 sy thac méc céc khoan trong hod don téng hop, 18
tan cén phdi giai thich 16 timg khodn muc cho khach. L& tan can c vio céc
phi€u ky no do cdc b phan ¢6 dich vu trong khéch san giii cho bo phan 1& tan.
Vi khi khdch sir dung cdc dich vu trong khach san, cdc b phan dich vu dé nghi
khach kiém tra, k¥ va nghi o ho tén vio hod don ky ng. Néu khdch khong hai
long, nhéan vién 1€ tan thong bio cho trg 1y gidm ddc bo phan 18 tan giai quyét.

+ Trudng hop khdch voi thanh todn xong roi khoi khach san ngay thi tuy
thuée vao tinh hudng cu thé d€ xin sy gép ¥ cla khich vé céc dich vu clia
khach san.

* Bai hoi thoai giao tiép giita nhdn vién Ié tén va khdch trong truong
hop lam thii tuc thanh todn trd budng cho khdch 1é (Vi du: Ngai Steven luu
tric Y ngay 10 / 06 / 2005 dén ngay 15 / 06 / 2005, ngay 15 / 06 / 2005 Ong
Steven thanh todn trd buéng liic 9h30")

R: Xin chao ngai, t6i c6 thé gidp gi cho ngai khéng a?

K: Chao c6, cach day mot tiéng toi goi dién thong bdo thanh todn tra
budng, c6 da chuén bi thanh todn cho t6i chwa?

R: Da, xin ngaicho bi€t quy danh va s6 budng cia quy ngai?

K: Toi 1a Steven, toi da luu trii & budng 205.

R: Vang cam on ngai, xin ngdi vui [dng chd t6i mot chit. Thua ngai Steven
tir lc ngai goi dién thong béo trd budng cho dén lic ngdi xudng thanh toan,
ngai ¢d st dung thém d6 uéng o minibar khong a?

K: Khong, téi khong sir dung.
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R: Vang a, da thua ngai Steven day 1a ban tdng hop chi phi tat ca cdc dich
vu ngai di sir dung tr ngay 10 / 06 / 2005 dén ngay 15 / 06 / 2005. Xin moi
ngai kiém tra.

HOA PON THANH TOAN TONG HOP

Tén khach: Steven
Buong s6: 205
Dia chi: Anh

Ngay dén: 10/ 06 / 2005 Ngay di: 15/ 06 / 2005

Ngay | 10 11 12 13 14 15 Tong

Dich vu

- Lwu trd 450.000|450.0001450.000 |450.000 |450.000 2.250.000
- Tién an | 100.000|200.000 | 200.000|200.000 | 200.000 | 100.000 | 1.000.000
- Giat 12 20.000 | 20.000 | 20.000 | 20.000 80.000
- D.thoai 50.000 50.000
- Uéng 80.000 80.000
- Quén vot 50.000 50.000
- Karaoke 200.000 200.000
Tong cong | 550.000 | 720.000| 800.000 | 670.000|870.000 | 100.000 | 3.710.000

S6 tién bang chir: (Ba triéu bdy tram muoi nghin dong chdn)

Chir ky cua khach
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HOA PON (GTGT)
(LIEN 2: GTAO CHO KHACH HANG)
Ngay 15 thang 06 nam2005

N (1234
Don vi ban hang: Khach san A

1T Te'll;‘;;l“fuh"a Dt‘;:h"’ Silugng | Dongisa | Thanh tién
I Luu tri Ngay 5 409.090 2.045.450
2 | An Suat 10 90.909 909.090 |
3 | Uéng ' Ly 1 72.727 72.727
4 | bién thoai 45.454 45.454
5 | Thé thao Gid 1 45.454 45.454
6 |Giatla Bo 4 18.18]1 72.724
7 | Hat Karaoke Gid 2 90.909 181.818

Cong tién hang 3.372.717

Thué suit 10% Tién thu€ GTGT
Tong cong tién thanh todn  3.710.000
So'tién bang chii: (Ba triéu bdy tram muoi nghin dong chdn)

Ngudi mua hang K¢ toan truong Thu trudng don vi
(K¥,ghi ro ho tén) (Ky,ghi ré ho tén) (Ky,dong ddu,ghi ré ho tén)
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K: Cam on c6, hod don nay tinh ding réi day.

R: Vang thua ngai, xin moi ngai ky vao hod don thanh toan tong hop.

K: Dugc réi, téng s tién cia t6i ng khach san 1a ba triéu bay tram mudi
nghin déng, co kiém tra giip'toi xem di chua?

R: Xin ngai chd t6i mot chut, thua Ngai Steven s6 tién ngai dua cho toi du
réi a. Day 1 hod don thanh todn tong hop va hoa don gid tri gia tang xin ngai
nhan cho a. Xin ngai cho 16i xin Jai chia khod budng.

K: Pay chia khod bubng, xin gui lai co.

R: Vang cam on ngai, da thua Ngai Steven dé cho qud trinh phuc vy cua
khéch san clia chiing toi duoc 16t hon, xin moi ngai c6 thé gép y vé cédc dich vu
va chat luvong phuc vu cua khich san chiing t61.

K: Néi chung vé phong cach phuc vu thi t6i cam thdy rat hai iong, nhan
vién ctia khdch san phuc vu rdt tan tinh ¢hu ddo, nhung toi chi c6 mot gbp ¥
nho, khach san 1én tang mot s6 dich vu vé thé thao va vui choi gidi tri.

R: Vang cam on ngai di c6 nhimg gép ¥ cho khach san cla ching t6i,
khéch san cua ching toi trong thdi gian t&i da c6 k€ hoach phét trién mot s8
dich vu v& thé thao va dich vu vui chai giai tri nhu: san quan vot, san nhdy,
_ phong tap thé duc thim m¥...

K: O the thi t6t, 1an sau khi t6i Viét Nam t6i s&€ vin dat budng tai khach san
cua cd.

R: Vang cam on ngai da tin tudmg va lua chon khich san cua chiing toi,
khdch san clia ching t6i rat han hanh duge phuc vu ngai trong mét thdi gian
som nhat. Da thira ngi thl tuc thanh todn clia quy ngai da xong, by gid nhan
vien hanh 1y cia ching t6i s& gitip quy ngai mang vic hanh ra xe, xin chic quy
nghi lén dudng thugng 10 binh an va hen gap lai quy ngai mot ngay sém nhat
tai khdch san ctia chiing 161, xin kinh chao quy ngai.

K: Chéao co.

2- Lam tha tuc thanh toan tra budng cho doan khach

Khi thanh todn cho khach theo doan, 1€ tan can xdc dinh 16 ai 12 ngudi
trudng dodn khdch, ai 13 huéng din vién. Vi trudng doan khich, huéng dan
vién s& thanh todn cho ca doin tién hm tni,tién an theo tiéu chudn.Trong thoi
gian luu trd, khéch sit dung thém céc dich vu thi cdc thanh vién ty thanh todn
cho khéch san. Do vay, 1& tan cén chudn bi thanh todn cho khédch doan k§
[udng, quan tam cac hod don phu trdi cha timg budng hodc timg khdch.
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* Quy trinh thanh todn cho khéch di theo doan nhu sau:

- Bude 1: Chuan bi danh sdch doan khich.

- Budce 2: 1.¢ tan chudn bi hod don tdng hop tién buéng cho ci doan va dua
cho truéng doan khach kiém tra.

- Bude 3: L& tan chuan bi hod don phu i cho timg buong hodc cho timg khéch

- BuGc 4: Chuyén hod don phu tr6i cho timg khach kiém tra va ky xdc nhan.

- Bude 5: Lé tan thanh todn cho timg buéng hoic timg khich (thanh todn
xong khach nao thi gach tén khdch dé khéi danh séch Khach theo doan).

- Bude 6: Le tan ky hod don da thanh todn cho khéach, tra lai cho khich
moét hod don.

- Bude 7: Lé tan dé nghi khich tra lai chia khod budng.

- BuGce 8: Chao khéch, chiic khich lén dudng may man va hen gap lai.

* Bai hoi thoai giao tiép giita nhdn vién 1é tan va khéch trong truong
hop lam thi tuc thanh todn trd buong cho doan khdch (Vi du: Poan khdch
cia cong ty du lich Thdi binh Ducong luu tri tir ngay 01 / 10 / 2005 dén ngay
03 /10 /2005, ngay 03 / 10 / 2005 doan khdch ciia cong ty du lich Thdi Binh
Duong thanh todn trd budng liic 12h30'. Trong thoi gian luu tri dogn khdch
khong sit dung thém dich vu phu trji)

R: Xin Chao anh Huy em ¢6 thé gitip gi duge anh khong a.

K: Chao em, anh 12 huéng din vién clia cong ty du lich Thét Binh Duong,
bay gi® anh thanh todn cho doan khdch chia céng ty anh.

R: Da vang, xin anh ch& em mét chit, Thira anh Huy day 1a hod don thanh
todn tong hop s6 tién ma doin khéch cta anh di sir dung dich vu ctia khich san
chting em, xin mdi anh kiém tra gitip em.
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HOA PON THANH TOAN TONG HOP

Tén khach: Céng ty du lich Thai Binh Duong
Buong s6: 501 - 510

Pia chi: 104 duong Hoang Qudc Viét

Ngay dén: 01 / 10 / 2005 Ngay di: 03 / 10 / 2005

Ngay | 1/10/05 2/10/05 3/10/05 Téng
Dich vu
- Luu tri 3.000.000 | 3.000.000 6.000.000
- An uéng 1.000.000 | 2.000.000 1.000.000 4.000.000
Toéng cong 4.000.000 | 5.000.000 1.000.000 10.000.000

So tién béng chit: (Muoi triéu dong chdn)

Chit ky cua khach
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HOA PON (GTGT)
(L EN 2: GIAQO CHO KHACH HANG)
Ngay 03 thiang 10 nam 2005

N 01234
Don vi ban hang: Khéch san B

Ho va tén nguoi mua hang: Pink Quang Huy
Don vi: Cong ty du lich Th4i Binh Duong

Tén hang hoa

TT Pon vitinh | S6 lugng | Pon gia Thanh tién

dich vu
1 | Luu trd Ngay 20 272.727 5.454.540
2 | An Suat 80 45.454 3.636.320
~

T~

o

T

Céng tién hang 9.090.860

Thué sudt 10% Tién thué GTGT
Téng cong tién thanh todn ]

S$6'tién bang chir: (Muoi triéu dong chéin)

Nguoi mua hang K¢ toan trudng Thu trudng don vi
(KY,ghi ré ho tén) (Ky,ghi ré ho tén) (Ky,dong ddu,ghi ré ho tén)
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K: Cam on em, anh kiém tra thdy ding roi ddy, day 1a muai triéu dong em
- kiém tra giiip anh.

R: Xin anh ch& em mét chiit, thura anh Huy da du r6i a.

K: Thé tit ca cdc budng trong doan khich cta anh c¢d budng nao sir dung
thém dich vu cua khéch san khong?

R: Thua anh, tat cd cdc budng trong doan khéch cla cong ty anh khéng ¢6
budng nao st dung thém dich vi cua khich san ching em. Day 14 hoa don
thanh todn téng hop va hod don gia trj gia tang xin anh nhan cho a.

K: Cam on em.

R: Xin anh cho em xin lai chia khod budng clia ca doin khéch.

K: Pay 1a mudi chia khod buéng, em kiém tra gidp anh.

R: Da thua anh du réi a, tha tuc thanh todn d4 xong, xin chic doan khach
cua anh [én duomg thugng 16 binh an va hen gap lai anh mot ngay sém nhit taj
khéch san cta ching em, xin chao anh.

K: Chao em.

1. THUC HANH LAM THU TUC TRA BUONG CHO CAC {_)(‘il
TUQONG KHACH

1. Diéu kién thuc hién

1.1. Pia diém thuc hanh: Phong thyc hanh 18 tan,

1.2. Thiét bi dung cu: Phong thyc hanh 1€ tan, qudy 1& tan, mdy vi tinh,
miu biéu s6 sich.

1.3. Thoi gian: 10 tiét

2. Trinh tu thuc hién

2.1. Kiém tra phong thuc hanh Ié tan, quay 1é tan, may vi tinh, mau
bi¢u s6 sach.

2.2. Trinh tu cong viéc

TT | Tén cong viéc | Thiét bi dung cu ] Yéu cau k§ thuat
1 {Ldm thd tuc |- Phong thuc hanh | - Chuan bi 18t vé sinh cd nhan,
thanh todn tra | 1& tan, qudy lé tan, | tu th€ tic phong.
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buong cho
khich lé.

mau biéu s sich,
van phong phdm,
miy dém tién, may
soi tién.

- Nghién cuu quy trinh lam tha
tuc tra budng cho khéch Ié.

- Chudn bi bai hoi thoai theo
diing quy trinh 1am thu twe tra
buéng cho khdch 1é.

- Déng vai nhan vién 1€ tan va
khich thuc hién quy trinh lam
thi tue trda budng cho khach 18.
- Ghi ding chinh x4c hod don
thanh toan dich wvu, hod don
thanh todn t6ng hop, hod don
gia tri gia tang.

- Khi giao ti€p r6 rang mach
lac, binh tinh, tr tin, ngdn gon
xtic tich dé& hiéu.

- Thuc hién thanh todn cho
khach nhanh, chinh xdc theo
ding chuyén mon nghiép vu.

Lam thia tuc
thanh todn tra
budng cho
doan khach.

- Phong thuc hanh
1& tan, qudy 1& tan,
maiu bifu sé sdch,
van phong phdm,
mdy dém tién, may
soi tién.

- Chuan bt t6t vé sinh cd nhan,
tur thé tac phong.

- Nghién cuu quy trinh lam tha
tuc thanh todn trd budng cho
doan khach.

- Chudn bi bai hoi thoai theo
ding quy trinh lam thi tuc
thanh todn tra buéng cho doan
khéch.

- Pong vai nhan vién 1€ tan va
khach thuc hi¢n quy trinh lam
thl tuc thanh todn trd budng
cho doan khach.

- Ghi ding chinh xdc hoa don
thanh toin dich vu, hoid don
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thanh todn téng hop, hod don |
£14 tri gia tang.

- Khi giao ti€p ré rang mach
lac, binh finh, ty tin ngin
gon,x1ic tich dé& hidu.

- Thuc hién thanh todn cho
khdch nbanh, chinh xdc theo
ding chuyén moén nghiép vu.

2.3. Hudng dan chi tiét thue hién cong viéc

Tén cong viéc

Hu6ng dén

Lam thi tuc thanh
todn tra buong cho
khach 1¢é

- Budc 1: Chio khach, goi ¥ gitip d& khach.

- Buéce 2: Lé tan hoi tén khéch, s6 budng ciia khach.

- Bude 3: Hoi khich cé sit dung thém 48 udng ¢
minibar khéng.

- Budc 4: Lé tan thong bdo cho cac bd phan ¢6 lién
quan ciia khdch san vé viéc khéch thanh todn tra buéng,
yéu cdu cdc bo phan ¢é lién quan giti ngay cdc phi€u ky
ng xubng bo phan 1€ tan. LE tan thong bdo vi¢c khich
thanh todn trd buéng cho bo phan budng,dé bo phan
budng gitp khach chudn bi rdi khdch san, kiém tra cic
trang thiét bi trong buéng, kiém tra d6 uéng trong
minibar.

- Buée 5: Hoan thanh hod don t8ng hop cdc chi phi clia
khéach, khdch xudng thanh todn 1& tan dua hod don
thanh todn téng hop dé khdch kiem tra.

- Bude 6: Khdch chip nhan céc khoan thanh todn trong
hod don thanh todn téng hogp, 1& tan dua hod don cho
khéch ky, trd lai cho khdach mot hod don dé khich
chuyén cho nhan vién khuan véic hanh ly.

- Bude 7: L& tan dé nghi khach tra lai chia khod budng.
- Budc 8: L& tan xin y kién gép y clia khdch vé cdc dich
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vu cua khdch san, dé sudt véi khich dat budng trong
turong lai.

- Bude 9: Lé tan bdo cho nhan vién khuan védc hanh ly
gitp Khach khuan vdc hanh 19 ra xe.

- Buée 10: Chao khich, chic khich lén dudng may
man va hen gap lai.

Lam thi tuc thanh
todn tra budng cho
doan khach.

- Budce 1: Chudn bi danh sach doan khéch.

- ButGe 2: LE tan chudn bi hoé don téng hop tién buéng
cho ¢ doan va dua cho truéng doan khdch kiém tra.

- Bude 3: L& tan chudn bi hod don phu troi cho timg
buédng hoidc cho timg khéch.

- Budc 4: Chuyén hod don phu troi cho timg khich
kiém tra va ky x4c nhan. _

- BurGe 5: Le tan thanh todn cho titng buéng hoic timg
khach (thanh todn xong khich nao thi gach tén khach
d6 khoi danh séch khdch theo doan).

- Bu6ce 6: Lé tan ky hod don d3 thanh toin cho khéch,
tra lai cho khdch mot hod don. :

- Budce 7: L€ tan dé nghi khéch tra lai chia khoa budng.
- BuGe 8: Chio khéch, chiic khéch lén dudng may mén
va hen ngip' lai.

3. Cac dang sai hong va cach phong ngra

TT

Hién tugng

Nguyén nhén

Cach phong ngira

Lam thu tuc thanh
toan ira buéng cho
khich I¢ chua ding
chuyén moén nghiép
VI

Do cu thid khi lam
thu tuc thanh todn tra
budng cho khich Jé.

Nghién ciru k¥ quy trinh
thanh todn tra buéng
cho khach 1¢, chudn bi
bai héi thoai theo cic
budc cha quy trinh.

2 |Lam thi tc thanh | Do cdu thi khi lam | Nghién cttu k§ quy trinh
(__ [todn tra bubng cho i thi tuc thanh todn tra | thanh todn tra buéng

2B.GTTHNVLT-A
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doan khach chua |budng cho doan | cho doan khich, chuén
ding v6i cdc budce | khach. bi bai hoi thoai theo céac
trong quy trinh. bude cua quy trinh.

IIL. KIEM TRA PANH GIA

Kiém tra ddnh gid cho diém hoc sinh vé thire hanh lam thl tuc tra budng
cho céc d6i twong khach.
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Bai 4

XU LY MOT SO TINH HUGNG XAY RA TRONG QUA
TRINH THANH TOAN TRA BUONG CHO KHACH

Muc tiéu
- V& ky nang: Hiéu dugc tdm quan trong clia vigc x(f ly cac tinh hudng xay ra trong
qua trinh thanh toan trd budng cho khach.

- V& k nang: Thuc hién thanh thao khi gidi quyét tinh huong xay ra trong qua trinh
trong qua trinh thanh toan trd budng cho khach.

- Vé thai d6: Reén luyén tac phong binh finh, tu tin khi gidi quyét cac tinh hudng do
khach dé ra theo dung chuyén mon nghiép vu.

L KIEN THUC CHUYEN MON VE XU LY CAC TINH HUONG XAY
RA TRONG QUA TRINH THANH TOAN TRA BUONG CHO KHACH

1. Phuong phap chung dé xir Iy cac tinh huéng xay ra trong qua
trinh nhan dét budng

- Binh tinh nghién cifu ky tinh huéng xay ra. :

- Nén hét sifc kiém ché, tranh bao thi, buc tic hay cdu glﬁn doi vai khach.

- Tuyét d6i nhan vién 1€ tan khéng duoc tranh lugn véi khach.

- Tim phuong 4n giai quyét ¢6 hiéu qua nhat.

- Truong hop tinh hu6ng xay ra virgt qud quyén han gidi quyét, nhan vién
1€ tan can nhanh chéng ghi chép lai va bdo cho ngudi phu trach giai quyét.

- Nhan vién 1é tan khong nén hita véi khach diéu gi virot qua quyén han
cua minh

- Néu van d€ khong thé giaj quyét nhan vién 1& tan phai bdo ngay cho
khach, tuyét d6i khong d€ khdch qua hy vong va che doi.
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- Nhan vién I& tan tranh thai d6 im ling, khach cho ring nhan vién 1 tan
khong chd ¥ nhimg diéu ho néi va diéu dé cang lam khach buc minh hon.

- Nhan vién 1€ tan luén luén té ra hét sitc thanh that va thién chi khi giai
quyét tinh hudng. ‘

- Thanh that xin 16i khach (cho di khong phai 16i cia khach san).

- Cam on khéch, chao khdch.

2. Cau héi tinh hudng xay ra trong qué trinh nhan dit budng.

* Tinh huodng 1:

Khdch bio tra budng, }a nhan vién 1& tan Anh (chi) s& 1am cong viéc gi?

* Tinh huéng 2:

Ngudi huéng din ctia mot doan khach du lich di theo tour bdo ve viéc doan
tra bubng ngay. -

La nhan vién 1€ tan, Anh (chi) s& lam gi?

* Tinh hudng 3:

Khiéch bédo tra budng di dia phuong khdc va hen 2 ngay sau s€ quay lai
khach san.

L2 nhan vién 18 tan, Anh (chi) sé lam gi?

* Tinh hudng 4:

Khéch bio tra buéng dé chuyén sang khach san khéc.

L2 nhan vién 1€ tan, Anh (chi) s&€ lam gi?

* Tinh hudng 5:

Khéch bo tra buéng nhung xin giit buéng tdi 17 gis vi chuyén bay mudn.

La nhan vién 1€ tan, Anh (chi) s& xit Iy tinh hudng nay nhu thé nao?

* Tinh hudng 6:

Khiach thanh todn cho anh (chi) bing séc du lich, nhung trén mat & séc
chua c6 mot chit k§ nao theo quy dinh séc phai c6 1 chit ky san.

L2 nhan vién 1€ tan, Anh (chi) s& x{r 1§ tinh huéng nay nhu thé nao?

* Tinh huéng 7:

Khi khéch thanh todn, khich d& nghi khich san gidm gid vi budng on,
khach khéng nga dugce. :

L2 nhén vién 1& tan, Anh (chi) s& x{t Iy tinh huéng nay nhu thé nao?
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* Tinh hudng 8:

Khi thanh todn tra bubng, khdch dé nghi khach san glam gia hoa do‘n giat
1a do trén 4o van con vét bin.

La nhan vién 1€ tan, Anh (chi) s& x{r ly tinh huéng nay nhur thé nao?

Dap an cac cau hdi

* Tinh huong 1:

- Chao khéch, goi y duge gitip da.

- Hoi tén khéch, s6 budng ctia khéch, hdi khdch c6 cdn giip d§ vé hanh ly
khong

- Lé tan bdo cho bo phan cd lién quan (budng, ban, bar, dich vu bd sung...)
dé chuyén phi€u ky ng clia khich xudng qudy 1é tan.

- Tap hop cdc phi€u ky ng ciia khdch dé lap hod don thanh to4n t6ng hop.
- L& tan dua hod don thanh todn téng hop cho khéch kiém tra.

- Lam thit tuc thanh todn cho khéch (luu ¥ tién dat coc).

+ Béng tién mit.

+ Bang thé tin dung.

+ Bang séc du lich.

+ Ky no.

- Tré lai cho khéch nhitng gidy t& va do vat khéch giri (néu ¢6)

- Nhé‘m lai chia khod budng va cép cho khéch thé “ check out " hodc bio
true ti€p cho bd phan hanh 1y.

- Hoi y kién gbp ¢ vé dich vu clia'khach san.

- Hoi va gitip do khich vé hanh 1y va phuong tién.

- Tang qua cho khéach (néu cd)

- Cam on khich, tam bigt, chic khdch lén didmg may man va hen gap lai.
* Tinh huong 2:

- Chao khidch, gai § dugc gidp da.

- Ki€m tra dat buéng cha khdch c6 ding ngay khach thanh toédn tra budng
hay khoéng. '

- Truong hop khich lam thi tuc thanh todn trd budng sém, 18 tan phai tim
hi¢u nguyén nhan. Théng bao cho khach vin phai thanh todn tién budng dém
hom do.
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- N&u khédch thanh todn tra budng ding theo dat budng, 1& tan hoi hudng
dan vién

+ Gid tra budng chinh x4c.

+ Gits chuyén hanh 1y cho khdch xuéng sanh (d€ bdo cho nhan vién hanh ly
chuyén gitip cho doan khéach) '

- Béo cho bo phan ¢6 lién quan vé vén dé khich thanh todn trd budng.

~ Nhan thong tin, hod don chua thanh todn, phi€u ky n¢ ghi cdc dich vu
khéach sir dung tir cic bd phan.

- Tap hgp hé so va thanh todn véi doan:

+ Lap hoé don thanh todn téng hop cac dich vy chung cho doan (theo phicu
bao khdch ca hiing lir hanh) thanh todn hoc yéu cdu xdc nhan véi huréng dan.

+ Thanh toan céc khoan khéc véi timg khdch hodc budng khich (néun cé)

- L& tan nhan lai chia khod budng (theo danh sich budng clia doan)

- Tra lai doan céc gidy t& va d6 vat gui (néu co).

- B4o bo phan hanh 1Y chuyén dé cta khdch ra xe.

- Héi ¥ kién trudng doan va khich vé céc dich vu trong khach san.

- Tién khdch, tam biét va chic doan 1én dudng may mén.

* Tinh hudong 3:

- Chao khich, goi y duge gitip d&.

- Lam tha tuc tra budng cho khéach (Thire hién thanh todn ngay)

- Hoi khéch ¢6 nhu cu giri lai hanh ¥ khong. Néu khdch giri lai hanh 1y 1€
tan bdo cho b phan hanh 1y 1am thi tuc cho khach.

- L& tan 1am thi tuc dit budng cho ngdy quay vé cha khdch:

+ Hoi khach vé loai budng(Khach c6 bang long véi budng da o, s giit
nguyén loai cii hay thay doi)

+ Hoi khdch ¢6 yéu cau gi thém khong?

+ Thoi gian duy kién s& v€ dén khdch san.

+ Né&u khéch da thanh todn cho dot trude va khong gl lai hanh 1y, 1€ tan
héi khéch vé hinh thitc dat budng c6 bao dam hay khong bao dam.

- Héi khach vé phureng tién van chuyén cé can gi khong.

- Cam on khéch, chio tam biét va hen gap lai sau 2 ngay.
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* Tinh hudng 4.

- Chao khéch, ggi ¥ duge gidp da.

- Tim hiéu 1y do khéch trd buéng dé chuyén sang khéch san khéc.

+ Néu 1y do khong lién quan dén chii clia khédch san (Vi du: khich chuyén
dé tién cho viéc di lai, chuyén dén & v6i ban & khdch san khéc...) 1€ tan thuyét
phuc khach & lai, n€u khéng khéch vdn phai thanh todn tién budng cho dém
hom do6, 1€ tan Iam thu tuc tra buéng cho khéch. Cam on khéch va hen dip khdc
dugc phuc vu khéch, gitip dd khdch vé phuong tién va hanh 1y cho khach

+ Trudmg hop 1y do chii quan ctia khéch san:

* Thuyét phuc khach & lai va dua ra nhiing bién phép khic phuc d€ khéch
hai Iong & lai (Vi du: chuyén buéng hodc giam gid bubng hoic cung cap thém
tién ghi, dich vu, khuyén mai...)

* Néu khdch khong déng ¥ & lai, 18 tan 1am thil tuc thanh todn cho khéch,
giiip dd khich vé hanh Iy va phuong tién, chao tam bi¢t va hen dip khic duge
phuc vu khéch.

* Tinh huéng 5:

- Chéo khdch, goi ¥ duge gidp do.

- L& tan kiém tra kh4ch san c¢é khi ning ddp ing yéu cdu ndy cita khich

khong (con buéng tréng hodc budng da c6 khach dat nhung s& dén lam thu tuc
mudn sau 17h)

+ Truong hop dap tng duge yéu cdu cia khéch:

* Thong bdo lai vé6i khéch.

* Hen chinh xéc gi® tra budng.

* Thoa thuan véi khéch vé s6 tién phai thanh todn cho viéc tra bubéng muon
(tuy moi quan hé véi khdch san, khéch cé thé thanh todn hoéc khong)

+ Trudng hop khong dép ing dugc yéu ciu cha khach:

* L& tan xin 161 khach, giai thich 1§ do d€ khéch théng cam.

* Thong bdo véi khich gi mudn nhét khéch phai tra budng.

* Goi y khach sau khi tra buéng khéch san c6 thé gift h¢ hanh 1y. (Néu 1a
khéch di theo doan c6 thé dén va tra trude cho khéch san mot s6 bubng)

* Tinh huong 6:

- Chao khéch, goi y dugc gitip da.
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- Xin 18i khdch vi quén khéng tra lai chitng minh thu cho khéch khi khach
tra budng.

- L& tan dua ra bién phép giai quyét:

+ Lién hé véi hang khéng: thong bdo tinh hinh va fax ban sao (photocopy)
chiing minh thu cha Khach va dé nghi cho khach dige lam thu tyc [én may bay
trude, khich san s& gii tra lai khdch ching minh thu sau.

+ Néu hang khong khéng chép thuan hoac con da thoi gian, cu ngudi mang
chimg minh thu clia khéch lén san bay d€ tra lai.

- Tuy theo tinh hinh dé lya chon giai phdp phit hop.

- Phai goi dién, lién lac lai va théng bdo cho khéch.

* Tinh hudng 7:

- Chao khach, goi y duge giip do.

- Xin 1i vé& viéc khdch bi mét ngl, lay lam ti€c Ia khong biét sdm hon dé
khéch san c6 bién phdp khac phuc (d6i budng...)

- Thong bdo véi khach 1a mic gid budng danh cho khéch la rat hop ly (da
cé wu dii hodc giam gid...) .

- Thuyét phuc khéch thanh todn theo gid da thod thugn khi thué budng.

- Luu ¥ khdch: L4n sau néu gip khé khan gi thi bdo ngay cho I¢ tan s& san
sang givp do.

- Lam tht tuc thanh todn.

- Xin 161 khach mot 14n nita. Hy vong 14n sau khéch s& thay thodi méi hon.

- Chid y: Tuy theo d6i tugng khach (Khdch quan trong, khdch qua buc
boi...) v tuy theo mitc gid cho thue c6 thé dé nghi véi lanh dao giam gid 1
phdn gid budng cho khach.

* Tinh hudng 8: | _

- Xin 1561 khach 1ay lam ti€c 1a khach khong thong bdo ngay sau khi nhan
lai quin 4o dé yéu cdu b phén giat 1a gidt lai,

- Xem xét cu thé vét ban:

+ Né&u con kip chuyén cho bo phan git 12 dé giat tdy vé&t ban cho khich.

+ Néu khong kip thot gian: xem k§ vét ban cé kha ning tdy duge khong.

e Trudng hop tdy dugc: nhan 18i va gidm gid cho khéch (cé thé mién phi)
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* Truong hop khong 1dy duge gidi thich dé khéch 15 va thuyét phuc khach
thanh todn hod don.

- Xin 181 khdch vi hy vong 14n sau khich khong gap khé chiu nay nita. Hita
la khi nhdn quin o cha khach g giat 12 khdch san s& phai ky va théng bio
cho khich trude vé nhimg vét bén khong thé tdy sach duoc.

IL THYUC HANH XU LY MOT SO TINH HUONG XAY RA TRONG
QUA TRINH THANH TOAN TRA BUONG CHO KHACH

1. Diéu kién thuc hién

1.1. Dia diém thuc hanh: Phong thyc hanh 18 tan.

1.2. Thiét bi dung cu: Qudy 1€ tan, mdy di¢n thoai, mdy vi tinh, miu biéu
50 sdch, mdy dem tién, soi tién, mdy tinh c4 nhan...

2. Trinh tu thuc hién

2.1. Kiém tra phong thue hanh Ié tan, quay 1€ tan, dién thoai, may vi
tinh, miy dém tién va soi tién...

2.2, Trinh tir thue hién

TT | Tén cong viéc | Thiét bi dung cu Yéu cau k§y thuat
(1 |Diénmaocd | Phongthychinh |- Vé sinh c& nhan sach s& theo
nhin 1€ thn, qudy 1& ding quy dinh.
tan. - Téc, mat v tay sach s€ gon

gang. D61 v6i nam nhan vién 18
tan téc, méng tay phai cit ngan,
thudng xuyén cao rau. D61 véi nit
nhan vién 1€ tan khong dé méng
tay qud dai, téc budc gon vé phia
sau, trang diém nhe nhang.

- DBéng phuc gon gang ddng quy
dinh cua khach san,

2 | Khuvue lam | Phong thuc hanh | - Trang thiét bi ddy du hoat dong
| viée 1€ tan, qudy 18 tot
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tan, may dién
thoai, mdy fax,
may vi tinh, gid

- Méu biéu v dung cu van phong
phim ddy di va duge dé ding noi
quy dinh.

thoai, mdy wvi
tinh, mau biéu 6

sach...

dé rai ligu... - Khu virc dai sanh vé sinh sach
s&, sip x&p gon gang tao tinh thim
my
- Qudy 12 tan vé sinh sach sé&, sap
xé&p cac trang thi€t bi khoa hoc,
trang tri ¢6 tinh thim m¥ tao dugc
an tugng cho khach.
3 | Tuth& Phong thuc hanh | - Péng phuc gon gang diing quy
tdc phong 1€ tan, qudy 1€ dinh cia khéch san.
tan, déng phuc. |- Tu th€ tic phong ding thing
dang hoang, ty tin, chi ddng chao
don khach,
4 | Nghién ciru - Phong thue | - Doc k¥ céc tinh hudng dudi 16p,
cac tinh hudng | hanh 1€ tan, quiy | dua ra ddp 4n. _
1€ tan - Théo luan nhém dé€ tim ra céch
xlr 1Y t&i vu nhat.
5 | Thuchanhxit |- Phong thuc |- Can cif vao cich x¥r ly cua cic
ly tinh huéng ™ | hanh 1€ tan, dién | nhém cd ép thao ludn.

- Céc nhém cic clf vao cic tinh
hudng da giai quyét dong vai nhan
vién 18 tan, déng vai khéch tap xir |-
Iy céc tinh hudng.

- Binh tinh, tur tin x{r Iy céc tinh
huéng do khach dé ra trong qud
trinh thanh todn cho khich.

- Xir 1y cdc tinh hudng nhanh,
chinh xdc theo ditng chuyén mon
nghiép vu.
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2.3. Huéng dan chi tiét thue hién cong viéc

Tén cong viée

Hudng dan

Thuc hanh xir 1y
cac tinh hudng
xay ra trong qud
trinh thanh toan
tra budng cho
khach

- Binh tinh nghién cttu k§ tinh huéng xay ra.

- Nén heét sitc kiém ché, trdnh bdo thi, byuc tiic hay c4u
gian doé1 vdi khdch.

- Tuyét d6i nhan vién 1€ tan khéng duoc tranh lugn vé6i
khach.

- Tim phuong dn giai quyét c6 hiéu qua nhat.

- Trudng hgp tinh hudng xdy ra vugt qud quyén han gidi
quyét, nhan vién 1€ tan cdn nhanh chéng ghi chép lai va
bio cho ngudi phu trdch giai quyet.

- Nhan vién € tan khong nén hita véi khach diéu gi vuot
qud quyén han clia minh.

- Néu van dé€ khong thé giai quyét nhan vién 18 tan phai
bdo ngay cho khach, tuyét d6i khong dé khiach qud hy
vong va cho doi.

- Nhan vién 1€ tan tranh thdi do im lang, khdch cho ring
nhan vién 1€ tan khong chi ¥y nhilng diéu ho néi va diéu
dé cang lam khéach buc minh hon.

- Nhan vién 1€ tan ludn luon to ra hét sic thanh that va
thién chi khi gidi quyét tinh hudng.

- Thanh that xin 16i khach (cho di khéng phai 16i cia
khach san)

- Cam on khdch, chao khéch.

3. Cac dang sai hdng va cach phong ngira

TT Hién tuong Nguyén nhan Cach phong ngira

1| Chua Jam 6t cdc | Chua c6 kinh nghiém | Nghién ciéu k§ quy trinh

qud trinh

bude xit 1y cdc tinh | trong viéc xUt 1y cdc | xtt ly tinh huéng cho
hudng xdy ra trong | tinh hudng x4y ra | khach.

thanh | trong qud trinh lam thu

443




tuc thanh todn tra
buéng cho cdc doi
tuong khich, chua tu
tin.

todn tra buéng cho
khéch.

111 KIEM TRA PANH GIA
Kiém tra ddnh gid cho diém hoc sinh vé thuc hanh xir 1y mot s8 tinh hudng
X4y ra trong qud trinh thanh todn tra buéng cho khach.
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Bai 5

TONG KET BAO CAO HOAT PONG
CUA BO PHAN LE TAN

Muc tiéu:

- V& kién thire: Hidu dugc tam guan trong cla viéc 1am cac bso cao tdng két hoat
dbng cla bd phan |1& tan.

- V& ky nang: Thyc hién thanh thao t8ng két bao cao heat ddng ciia bd phén 1& tan.

- V& thai d: Rén luyén tac phong lam tdng két bao cao hoat déng cia bd phan 1& tan
nhanh, chinh xac theo ding chuyén mén nghiép vu.

I. KEEN THUC CHUYEN MON VE TONG KET BAO CAO HOAT
PONG CUA BO PHAN LE TAN

D¢ hoat dong cta bé phan 12 tan dat duoc hi¢u qua cao, ngudi quan ly bo
phén I€ tan phai ddnh gid duoc hiéu qué hoat déng ciia bo phan minh tir dé dua
ra chién luge kinh doanh c6 Igi nhat, han ché nhimg nguy ¢o cho doanh
nghi¢p.Nha quan 1y |€ tan c6 the str dung nhiéu cong cu khach nhau dé c6 thé
danh gid hiéu qua hoat dong ctia b phan 1€ tan. Viéc ddnh gid higu qua hoat
dong duoc lam hang ngay, hing tudn, hang thang, hang quy, hang nam.

1. Panh gia két qua hoat dong cla bd phan I& tan

* Bdo cdo hdng ngay

La ban t6m tat hoat déng kinh doanh cfta bé phan 1€ tan trong mot ngay vé
cdc khai lugng hang hod dich vu trong khach san.

Bdo cdo hang ngay dwoc ciu triic riéng biét theo timg khach san, tuy theo
yéu ciu va muc dich st dung.

Bdo cdo hoat dong hang ngay cita bd phan 1€ tan do ngudi ¢6 trach nhiém
t6ng hop hing ngay.
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Bdo cdo hoat déng himg ngay clia bo phan 18 tan 1a ban thong ké cdc sd lién
cua cic dich vy ban gia trong ngay.

Bdo cdo hoat dong hang ngay ctia bd phan 1€ tan c6 vai trod rat quan trong,
théng qua cdc so liéu téng hgp hang ngay cho nha quan 1y biét duge hiéu qua
king doanh trong ngay cia timg bd phan trong khach san, gitip nha quan ly dua
ra cac giai phap phd hop vé6i diéu kién thi trudng diy bién dong.

* Phdn tich cdc so liéu thong ké hoat déng kinh doanh

" Phan tich céc s liéu thong ké hoat dong kinh doanh cé vai tro rat quan
trong, gitp cho ngudi quan 1y déi chi€u, so sdnh cdc s6 lieu hién tai v&i cic so
lieu clia k¥ trude dé€ cé thé ddnh gid duge nhitng mat manh, mat yéu tir d6 dua
ra cdch quan 1y phlt hop véi diéu kién kinh doanh ctta doanh nghiép.

Nha quan 1y bo phan 1& tan 6 thé st dung phan tich s6 li¢u kinh doanh
thong qua mot so chi tiéu sau: ,

- Ty 1¢ phén tram cong suit budng.

- Ty 1& phan tram buéng ¢6 nhiéu ngudi &.

- S6 lugng khach trung binh mdi budng.

--Gia budng binh quan hang ngay.

- Gi4 buéng binh quan méi khach.

+ Ty 1& phén tram cong sudt budng:

La chi tiéu phan anh hiéu qud kinh doanh buéng clia b phén 1€ tan. Thuc
chat 12 su so sdnh két qua thue hién bdn budng vé s lugng véi kha nang dap
ting budng ctia khdch san. Thong qua chi tiéu nay giip cho ngudi quan 1y bo
phan 1& tan danh gid dugce hiéu qua kinh doanh budng ctia bo phan 1€ tan.-

Cong sudt st dung budng c6 thé tinh cho mét ngay, mot tuan, maot théng,
mot quy, mot nam.

o Tinh cho mét ngay:

S& lugng ngay budng ban duge trong ngay x 100

Ty 1& % cong sudt budng =—— : — — -
' S8 lugng ngay budng 6 kha nang dap ng trong ngay

e Tinh cho mét tuén:

S6 hrong nghy budng ban dwge trong tudn x 100

Ty i¢ % cong sudt bubng = :
Y i eong ¢ S8 lugng ngay budng ¢6 kha nang ddp tng trong tudn
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¢ Tinh cho mét thdng:
S6 lugng ngay budng bén duge trong thang x 100

Ty i¢ % cong sudt budng =—— - - -
S6 lugng ngay budng ¢6 kha nang ddp tng trong thang

» Tinh cho mot quy:
56 luong ngay budng ban dugc trong quy x 100

Ty 1& % cong sudt budng =—— - -
S6 lugng nglly budng ¢6 kha nang dép ting trong quy

¢ Tinh cho mot nam:

S6 lugng ngay budng bén dugce trong ndm x 100

Ty 1¢ % cong sudt budng =—— - -
S6 lugng ngay budng c¢6 kha ning ddp Ung trong nam

Trong do:

S6 lugng budng bén ra trong ngay,thang,quy, nam do bd phan 12 1an théng ke

S6 lugng budng c6 kha nang ddp ing bao gdm tat ca cac budng cé thé dua
vao kinh doanh trong ngay, trong tudn, trong thing, trong quy,trong nam. Hay
12 tong s6 budng con lai trong ngay, trong tudn, trong thang, trong quy, trong
nam sau khi da trir di cdc budng héng khéng sir dung duoc va nhitng buéng sir
dung cho muyc dich ngoai kinh doanh (khach mdi).

- Ngoai ra mot s8 khéch san théng ké va dua ra ty lé budng ¢6 kha niang dap
tmg trung binh trong mot théi ki nhat dinh nhu sau:
86 luong ngay buéng c6 KNDU = Téng s6 budng x Ty I budng c6 KNBU

Hay ¢6 thé tinh:

56 luong ngay budng c6 KNDU' = Téng s6 budng x (1- Ty I8 budg c6 KNDBU)

Cong sudt sit dung budng trong khach san la chi tién quan trong giiip cho
nguoi quan 1y bo phan 1& tan ¢6 thé ddnh gid hieu qua kinh doanh budng cta bo
phan 1€ tan.

Thong qua chi tiéu nay ¢6 th so sdnh cong sudt sir dung budng ciia khach
san v6i cong sudt dir bdo hodc so sdnh véi cong suat budng cia ky truéc, gitip
cho ban lanh dao khach san c6 thé danh gi4 dugc nhimg diém manh, diém yéu,
nguy cd, ¢d hoi tir dé cé nhimg bién phap khic phuc nhimg diém yéu v nguy
¢0 d6i véi doanh nghiép, phét huy nhiing wu diém thic ddy kinh doanh cta
doanh nghiép, nang cao duge hiéu qua kinh doanh cho doanh nghiép.

+ Ty 1€ budng ¢ nhiu khéch o
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Chi tiéu ty 1€ budng cé nhiéu khich & duge sir dung phan tich tinh hinh
kinh doanh budng cha bd phan 1€ tan trong mot ngay hay trong mot thai ky
nhét dinh. Dya vao chi tiéu nay ¢6 thé ddnh gid dwoc hiéu qua bdn budng cua
bo phan 18 tan, néu ty 1¢& budng cé nhiéu khich & cang cao dan dén han ché
doanh thu ctia khach san.Vi trudmg hop hai khach dén thué chung mot buéng
thi doanh thu s& thip hon 12 hai khdch thué hai buéng riéng biét.

Thong qua chi tién ndy gitip cho nguti quan 1y ddnh gid hi¢u qua ban
buéng clia bd phan 1€ tan, trwong hop ty 1€ ndy cang cao ngudi quan Iy bd phan
I& tan cé thé chi dao nhan vién trong bé phan cha minh cdc giai phap ban
budng dé cé thé giam chi tiéu ndy xudng.

Ty 1& budng ¢6 nhiéu khich & duge tinh bang cong thire sau:

S6 lugng budng cé 2 khiach & x 100
S6 tugng budng ban duoc

Ty 1& budng cé nhi¢u khich & =

+ 86 lugng khdch trung binh ctia mbi budng:

Chi tiéu 36 lugng khéch trung binh clia méi budng duoce st dung phan tich
hi¢u qua ban budng clia bo phan 18 tan trong moét ngay hay trong mot thoi k¥
nhat dinh.

S& lwong khdch trung binh cia mbi budng duge tinh bang cong thire sau:

- Tinh cho mét ngay:

TR X S8 1 khdch luru trii 1 G
SL khdch trung binh cua maoi budng trong ngay = UM XhAch W L Tong nedy

S6 lrgng budng ban duge trong ngay
- Tinh cho mot ky:

e e L . Sal ich luu tri t k3
SL khich trung binh ctia moi budng trong ky = 6 lugng khdch luu tr trong ky

S6 luong budng bin duge trong k¥

+ Gid buéng binh quan trong ngay:

Chi ti¢u nay duge sir dung d€ phan tich hi¢u qua bdn budng clia bo phan 1€
tan vé gid. Thong qua chi tiéu nay ngudi quan 1y c6 thé so sdnh vdi gid chuan
clia khach san hoac st dung chi tiéu nay so sanh véi gid buéng trung binh cla
ngay khic d€ phan tich d4nh gid v dua ra quyét dinh quan ly doi véi gid béan
phit hop véi titng diéu kién kinh doanh timg thisi diém.

Trudng hop gid budng trung binh cang cao thi doanh thu va lgi nhan trong
ngay cang lon.
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Gid budng binh quan trong ngay duge tinh bing cong thifc sau:
» Gid buong trung binh trong ngay:
Téng doanh thu trong ngay

Cid budng trung binh trong ngay = S6 lwgng budng ban duge trong ngay

+ Gid buéng binh quan méi khich:

Thong qua chi tiéu nay ngusi quin 1y bo phan 1€ tan ¢6 thé phan tich hi¢u
qua kinh doanh ctia bo phan 1€ tan vé mat gia.

G4 budng binh quan méi khdch duoc tinh bang cong thic sau:

e Tinh mot ngay:

Gié budng binh quan méi khdch = Tong doanh thu trong ngay

S6 lugng khach luu trd trong ngy
e Tinh cho mot tuin:

Téng doanh thu trong tudn

Gia budng binh quan méi khich = - ~
S6 luong khach luw tri trong tudn

¢ Tinh cho mét thing:

Téng doanh thu trong thang

Gid buong binh quan méi khich -
S6 lugng khich hru tri trong thang

¢ Tinh cho mot quy:

~ ; Téng doanh thu trong'quy
Gid buéng binh quan médi khich = ng doanh thu trong quy

S6 lugng khach I trd trong quy
¢ Tinh cho mét nam:

: . . Tong doanh thu t ni
Gid budng binh quan méi khach onig coanh thu Irong nam

S6 Iwong khich lwu trd trong nam

2. Phan tich doanh thu buéng

Phén tich doanh thu buéng clia bo phan 1€ tan c6 vai trd rdt quan
trong.Thong qua viéc dinh gid ngudi quéan 1y 18 tan ddnh gid dugc két qua ban
bubng ctia bo phan 1€ tan c6 higu qua hay khong,tir d6 tim ra nguyén nhan va
¢6 bién phdp khdc phuc phit ho véi diéu kien thue t& ctia thi triomg,

D¢ phan tich doanh thu buéng c6 the sir dung chi tiéu so sanh giita doanh
thu budng thye & so v6i doanh thu budng tiém ning.
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* Doanh thu budng thuc té:

Doanh thu budng thyc t€ 1 1éng s6 tién thu duge tir hoat dong kinh doanh
trong mot ngay hodic trong mot ngay hodc trong mét thoi ky nhat dinh do b6
phan 1€ tan thong ké. ‘

Doanh thu buéng thye t&€ duge tinh bang cong thife sau:

- Tinh cho mét ngay:

Doanh thu budng thuc t& = S6 ngay budng bin duge trong ngay x Gia ban trong ngay

- Tinh cho mot ky:

Doanh thu buéng thuc t& = S5 ngiy buéng bin dirge trong ky x Gid bdn trong ky

* Doanh thu buéng tiém néng.

Doanh thu budng tiém nang 1a doanh thu khich san bdn hét 14t ca s6
buéng chia khach san véi mic gid chudn trong mot ngay hay trong mot thoi
ky nhét dinh

Doanh thu budng tiém ning dugc tinh bing cong thic sau:

- Tinh cho mét ngay:

Doanh thu buéng tiém ning = Téng s& budng c6 KNDU trong ngay x Gid chudn trong ngy

- Tinh cho mét ky: ‘

Doanh thu budng tiém ning = Téng s6 buéng ¢6 KNDU trong ky x Gid chudn trong ky
* T 1¢ doanh thu budng thuc té so véi doanh thu buong tiém ndng.

Ty 1é doanh thu buéng thuc t€ so v6i doanh thu budng tiém nang duoc tinh
bang cong thirc sau:

- Tinh cho mot ngay:

Ty 1& doanh thu budng thuc € so

hd S Doanh thu buéng thuc & trong ngay x 100
v6i doanh thu budng tiém nang =

Doanh thu budng tiém nang trong ngay

- Tinh cho mot ky:

Ty 1¢ doanh thu budng thuc t& so

7, e Doanh thu budng thuc t€ trong ky x 100
véi doanh thu budng tiém nang =

Doanh thu budng tiém ning trong k¥
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bay I mot chi tiéu quan trong dé dénh gid hi¢u qua hoat déng kinh doanh
budng cua bo phan 1€ tan. Thong qua chi tiéu so sanh nay giip cho ngudi quén
Ly b phan [€ tan ddnh gid duge hiéu qua ban budng clia bo phéin ]¢ tan trong
mot ngay hay trong mot thdi ky nhat dinh.

VD1: Cho cdc thong tin sau. (Ngay 1 / 10 / 2005)

- Téng 56 budng cia khdch san A: 100 budng.

- S6 buéng khong st dung duoc: 2 budng.

- S0 budng cé Khach & hién tai: 80 budng.

- 56 budng ¢ hat khich &: 45 budng.

- S0 budng ¢d moét khich & 35 budng.

- 56 khach hién dang a: 125 khach.
- Doanh thu budng: 4.5 00 UsSD.

Yéucdu: _

1- Binh gid ket qua hoat dong clia bo phan 1 tan? (Ngay 1/ 10 / 2005).
2- Phan tich doanh thu budng? (Ngiyl / 10 / 2005).

Cho biét:

- 30 buéng Loai 1 gid: 80 USD.

- 30 buéng Loai 2 gid: 60 USD.

- 40 buéng Loai 3 gia: 40 USD.

Bai giai

1. Dénh gia két qua ciia bo phan 1é tan (Ngay 1/10/2005)

* Cdch tinh cing sudt si dung buéng

S6 luong ngay budng bin duge trong ngiy x 100

Ty 1¢ % cong suat budéng = : ] :
S6 lugng budng <6 KNDU trong ngay

- Ap dung cong thic trén ta c6:
80 x 100

Ty 1& % céng sudt buéng = = 81,6%
y & % cong g 100 - 2 o

* Ty Ié budng c6 nhiéu khdch ¢ (Ngay 1 /10 / 2005)
S6 tuong khach hiru trd

S6 lugng khich trung binh méi buéng = - -
S0 lugng budng bdn duge
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- Ap dung cong thifc trén ta ¢6:
Ty & % budng c¢6 nhiéu khich & :%@ =56,3%
* S¢ luong khdch trung binh méi buong (Ngay 1/ 10/ 2005)

S6 lugng khach luu tri

S6 lugng khach trung binh méi buéng =-—— -
S6 lugng budng bin dugc

- Ap dung cong thifc trén ta cé:

Ty 1& khéch trung binh méi buéng = = 1,57 (khach)

* Gid budng binh qudn trong ngay (Ngay 1/10/2005)
Téng doanh thu trong ngay

S6 hrgng budng trung binh trong ngay =

S6 lugng budng bin duge
- Ap dung cong thifc trén ta co:
Gia binh quén trong ngdy = — = 56,25 (USD)

* Gid budng binh qudn méi khdch (Ngay 1/ 10/ 2005)

T8ng doanh thu trong ngay

Gié budng médi khidch = -
S6 lugng khach hau tri

- Ap dung cong thirc trén ta c6:

Gi4 bubng méi khdch = 4.500

=36 (USD)

2. Phan tich doanh thu budng (Ngay 1/ 10/ 2005)

Ty 1¢ doanh thu budng thuc t& so  Doanh thu budng thyc t& x 100

v6i doanh thu budng tiém nang  ~ Doanth thu budng tiém ning
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* Doanh thu budng thuc t¢' = 4.500 (USD)

* Doanh thu budng tiém néng (Ngay 1/ 10 / 2005)

Doanh thu buéng tiém ning =(30 x 80)+(30 x60) +(40 x 40) = 5.800 USD)
Vay 4p dung cong thiic trén ta cé; '

| ~ ' 50 V6 4.500 x 100 -
Doanh thu buén\g thl:I(‘: t€sovol  _ : = 78.58 (%)
doanh thu budng tiém ning 5.800
VD2: Cho cac thong tin sau.
] So Tong s6 oy s o1 a ) '
Lc:al luong | ngay buéng Gia bI:l?OIlg Gia buong bin T§ le déip img
buang A X chuan ra
buong| bdin dugc :
Tudn | Tudn | Tuinl | Tudn2 | Tuinl |Tufn2| Tudnl | Tudn?
1 2 (USD) | (USD) | (USD) | (USD) (%) (%)
Suite 40 | 210| 220 110 120 100 110 &5 90
Deluxe 70} 395 | 420 90 100 85 90 90 95
Standard 80 | 485 | 490 70 80 60 70 95 95
Yéu cdu:

1. Tinh cong sudt sir dung budng clia tuéin 1 va tudn 2

2. Tinh ty 1¢ déanh thu thire t€ so véi doanh thu tiém ning cda tuén 1va tudn
Bai giai

1. Tinh cong suit sir dung buéng cia tuan 1 va tuin 2.

* Cong sudt sit dung budng cua tudn 1:

S8 lugng budng ban duoe x 100

Cong sudt sir dung budng cia tudn | = - :
56 lwong buéng cé6 KNDU

* 56 luong budng ban duge trong tudn 1 1a:
210 + 395 + 485 = 1.090 (ngay budng)
* 56 luong budng c6 kha nang dép ing:
S6 lugng budng cd _ Téng s6 budng < Ty 1¢ bubng cé

KNDU ctia tudn 1 cla tudn 1 : KNDU ctia tudn 1

- Ty I¢ buéng c¢6 KNDU clia loai budng Suite 1a: 40 x 7 x 0.85 = 238 (ngay
budng)
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- Ty 1& buéng c6 KNDU cla loai budng Deluxe la: 70 x 7 x 0.9 = 441
(ngay bubdng)
o Ty 1& budéng c6 KNDU cta loai buong Standard la: 80 x 7 x 0.95 = 532
(ngdy budng) ‘
Vay s6 lugng budng cé KNDU cla tudn | cua ba loai budng la:
238 + 441 + 532 = 1.211 (ngay budng)

. . ) . 090
Cong sudt sir dung budng cua tudn 1 = 1L 1 2? 1100 = 00,01{%)

* Cong sudt s dung buong cua tudn 2:

S8 lirgng budng ban duge cua
tuan 2 x 100
So lwong budng 6 KNDU cia

Cong suét st dung budng ciia tudn 2 =

_ tuin 2
» S6 luong budng ban durge trong tudn 2 la:
2204+ 420 + 490 = 1.130 (ngay budng)
e S& lwong budng c6 kha nang dap ing trong tudn 2:
S$6 luong budéng ¢c6  Tong s6 budng Ty lé budng ¢
KNDU cliatuin2 clia tudn 2 KNPU cia tudn 2

- Ty 1é budng c6 KNDU cia loai budng Suite la: 40 x 7 x 0.9 = 252 (ngay
budng) ' :

- Ty 1& budng ¢6 KNDU clia loai budng Deluxe la: 70 x 7 x 0.95 = 465,5
(ngly budng)

- Ty lé budng c¢6 KNDU ciia loai buong Standard fa: 80 x 7 x 0.95 = 532
(ngay budng)

Vay 56 lugng budng c6 KNDU cta tudn 2 clia ba loai budng la:
252 + 465,5 + 532 = 1.249.5 (ngay budng)

. . ) X 1.130
Cong sudt sir dung buodng cla tudn 2 = l 24); 1500 = 90.43(%)
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2. Ty 1é doanh thu thuc t€ so v6i doanh thu budng tiém nang

Doanh thu budng thuc t€ cta
Ty 1¢ % doanh thu buéng thuc t€ so tudn x 100

vGi doanh thu budng tiém nang tun ~

Doanh thu budng tiém ning cta
tudn
* Doanh thu buéng thuc t¢ ciia tudn 1 la: .
Doanh thu budng thuc t€ = Tdng s6 ngay budng bén ra x Gid budng ban ra
cua tuan 1 trong tudn 1
® Doanh thu budng thue t& cia loai budng Suite:
210 x 100 = 21.000 (USD)
» Doanh thu budng thure t€ cita loai budng Deluxe:
395 x 85 =33.575 (USD)
* Doanhthu budng thuc t€ clia loai buéng Standard:
485 x 60 = 29.100 (USD)
Vdy doanh thu buéng thuc t¢ tudn 1 ciia 3 Loai budng la:
21.000 + 33.575 + 29.100 = 83.675 (USD)
* Doanh thu buong tiém ﬁdng trong tudn 1 la:
Deanh thu buéng tiém SO ngay budng KNDBU ,
nang cta t.u§n 1 - ) cyfla tuﬁxgl 1 * Gid chusn
* Doanb thu budng tiém ning ctia loai budng Suite:
238 x 110 = 26.180 (USD)
* Doanh thu buéng ti¢m nang cha loai buéﬁg Duluxe:
441 x 90 = 39.690 (USD)
® Doanh thu budng ti¢m nang ca loai buéng Standard:
532 x 70 = 37.240 (USD)
Doanh thu budng tiém néng ctia 3 loai budng:
26.180 + 39.690 + 37.240 = 103.110 (USD)

Vdy ta co thé tinh doanh thu buéng thuc té so véi doanh thu budng tiém
ndng cua tuan 1 la:
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Doanh thu buéng thuc t€ so véi  _ _83.675 x 100

= 81,15(%)
doanh thu budng tiém nang 103.110
* Doanh thu buéng thuc t¢ cia tudn 2 la:
Doanh thu budng _ Téng s6 ngay budng , Ol budng
thuc t&€ cta tudn 2 ban ra trong tudn 2 ban ra

e Doanh thu budng thuc t& cua loai budng Suite:
220 x 110 = 24.200 (USD)
e Doanh thu budng thuc t€ clia loai budng Deluxe:
420 x 90 = 37.800 (USD)
« Doanhthu budng thyuc & ctia loai budng Standard:
490 x 70 = 34.300 (USD)
Vdy doanh thu budng thie té tudn 2 ciia 3 Loai budng la:
24.200 + 37.800 + 34.300 = 96.300 (USD)
* Doanh thu buong tiém ndng trong tudn 2 la:
Doanh thu budng tiém niang = S6 ngiy budng c6 KNDU x Gid chuén
e Doanh thu budng tiém nang cha loai budng Suite:
252 x 120 = 30.240 (USD)
¢ Doanh thu budng tiém nang clia loai buéng Duluxe:
465,5 x 100 = 46.550 (USD)
 Doanh thu budng tiém nang clia loai budng Standard:
532 x 80 = 42.560 (USD)
Doanh thu budng tiém nang cta 3 loaj budng:
30.240 + 46.550 + 42.560 = 119.350 (USD)
Viy ta c6 thé tinh doanh thu budng thuc té so véi doanh thu budng tiém

ndng ctia tudn 2 la: :

Doanh thu buéng thue t& so vdi . 96.300x 100
doanh thu budng tiém ning clia tudn 2 119.350

= 80,68%
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VD3: Cho cac thong tin sau

Leai 86 | Tongséngay | Gidbuéng | Gia buéng ban Ty 1¢ dap ting
buéng | lugng | budng béan chuan ra
buéng duge
Thing | Thing {Thang | Thang | Thingi | Thang2 Thiangl | Thang?2
L2 Lop 2 wspy| wusDy | & | @&
(USD3 | {USD)
Suite 50 1200 | 1325 120 130 115 120 90 95
Deluxe 60 1450 | 1520 100 110 90 100 90 05
Standard 70 1785 | 1820 80 20 75 85 95 95
Yéu cdu:

1-Tinh cong sudt sir dung budng clia thing 1 va thing 27

2-Tinh ty 1¢ doanh thu thyc € so v6i doanh thu tiém nang ca thang [va
thiang 27

Gia sir ring théng | va thang 2 déu c6 30 ngay.
Bai giai
L. Tinh cong suat sir dung budng clia thang 1 va thing 2.
* Cong sudt si dung budng cuia thing 1:
56 lugng budng bin duge x 100
S6 tugng budng cé KNDBU
* 56 lugng budng béan duge trong thang 1 1a:
1.200 + 1450 + 1.785 = 4.435 (ngy budng)
* 56 luong buong c6 kha nang d4p ng:

Cong suat str dung budng cla thang 1=

S6 lugng budng cd _ Téng s6 budng Ty 1¢ budng cé
KNDU cliathang |~ chathdng! ° KNDU cia thang 1
- Ty l¢ budng c6 KNDU ciia loai budng Suite 1a: 50 x 30 x 0.9 = 1.350
ngay budng)
- Ty 1¢ budng ¢6 KNDU clia loai buéng Deluxe 1a; 60 x 30 x 0.9 = 1.620
ngdy budng)

- Ty 1¢ budng c6 KNDU cha loai buéng Standard 12:70 x 30 x 0.95 = 1.995
(ngay budng)
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Vay s6 lrong budng c6 KNDU thang 1 chia ba loai bubng la:
1.350 + 1.620 + 1.995 = 4.965 (ngay budng)

4.435 x 100
4.965

Cong sudt sit dung budng ca tudn | = = 89,32 (%)

* Cong sudt sit dung budng cua thdng 2:
S6 Iugng budng ban duge cla
thang 2 x 100
S6 Iugng budng 6 KNDU cla
thang 2

Céng sudt st dung budng cha thang 2=

e 5¢ lugng budng ban duge trong thang 2 la:
1.325 + 1.520 + 1.820 = 4.665 (ngay budng)
e S6 lugng budng c6 kha nang dap tng trong thing 2:
S6 lugng budng cd _ Téng s6 budng < Ty I¢ budng ¢6
KNDU cia thang 2 clia thang 2 KNDU cua thang 2
- Ty 1& budng cé KNDU ciia loai budng Suite 1a: 50 x 30 x 0.95 = 1.425
(ngay budng)
- Ty 1& budng ¢6 KNDU' cla loai budng Deluxe la: 60 x 30 x 0.95 = 1.710
(ngay budng) .
- Ty & budng cé KNDU clia loai budng Standard la: 70 x 30 x 0.95 =
1.995 {(ngay budng)
Vay s0 luong budng c6 KNDU thdng 2 clia ba loai budng la:
1.425 + 1.710 + 1.995 = 5,130 (ngay budng)

. . 665
Cong suat s dung budng cua thdng 2 = 4.665 x 100 = 90,93 (%)

5.130

2. Ty lé doanh thu thuc té so v6i doanh thu buong tiém nang

Deoanh thu budng thuc t€ cla

Ty 1é doanh thu buéng thuc t€ so vé1 . __ thang x 100
doanh thu buéng tiém nang cta thing ~ Doanh thu budng tiém nang cua
thang
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" * Doanh thu buéng thuc té cua thdng 1 la:

Doanh thu buéng _ Tdng s6 ngay budng ban « Gid budng bdn ra

thie 1€ cua thang 1 ra ctia thing 1 cla thang 1
* Doanh thu budng thyce t€ ciia toai budng Suite:
1.200 x 115 = 138.000 (USD)
® Doanh thu buéng thuc t&€ cla loai budng Deluxe:
1.450 x 50 = 130.500 (USD)
* Doanh thu budng thuc t&€ ciia loai buéng Standard:
1.785 x 75 = 133.875 (USD)
Vay doanh thu buong thuc té thing 1 cia 3 Loai buéng la:
138.000 + 130.500 + 133.875 = 402.375 (USD)
* Doanh thu buong tiém ndang trong thdng 1 la:
Doaﬁh thu budng tiém S6 ngay bubng ¢6 Gid chuan cia
nang clia thang 1 KNDU X théng |
¢ Doanh thu budng tiém nang cla loai buéng Suite:
1.350 x 120 = 162.000 (USD)
e Doanh thu budng tiém nang cha loai budng Duluxe:
' 1.620 x 100 = 162.000 (USD)
e Doanh thu budng ti€m néng cha loai buéng Standard:
1.995 x 80 = 159.600 (USD)
Doanh thu budng tiém ning ctia 3 loai budng:
162.000 + 162.000 + 159.600 = 483.600 (USD)
Vay ta c6 thé tinh doanh thu buong thuc té so v6i doanh thu budng tiém

néng cua thang 1 lo:

Doanh thu buéng thuc € so véi _ 402375 x 100
doanh thu buéng ti¢m nang 483.600

= 83,2 (%)

* Doanh thu buong thuc té cua thdang 2 la:
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nang cua thang 2 bén ra trong thang 2 cha thing 2

» Doanh thu budng thuc t&€ cla loai bubng Suite:

1325 x 120 = 159.000 (USD)
» Doanh thu budng thuc t&€ cia loai budng Deluxe:

1.520 x 100 = 152.000 (USD)
e Doanhthu budng thuc € cua loai budng Standard:

1.820 x 85 = 154.700 (USD)
Vay doanh thu budng thuc té thdang 2 cua 3 Loai buong la:

159.000 + 152.000 + 154.700 = 465.700 (USD)

* Doanh thu buong tiém ndng trong thdng 2 la:

Doanh thu buéng tiém _ Téng s6 ngay budng X Gid buéng ban ra

Doanh thu buéng tiém Téng s6 ngay budng ' Gi4 chudn
nang cua thang 2 ~ 6 KNDU cha thang 2 * cia thng 2
e Doanh thu budng tiém ning cta loai budng Suite:
1.425 x 130 = 185.250 (USD)
e Doanh thu budng tiém ning cia loai buéng Duluxe:
1.710 x 110 = 188.100 (USD)
» Doanh thu budng tiém néng cla loai budng Standard:
1995 x 90 = 179.550 (USD)
Doanh thu budng tiém nang clia 3 lbai budng:
185.250 + 188.100 + 179.550 = 552.900 (USD)
Vdy ta c6 thé tinh doanh thu budng thuc té so vdi doanh thu buong tiém

ndng ctia thang 2 la:

Doanh thu budng thuc t€ so véi  _ 465.700 x 100
doanh thu buéng tiém nang ctia thang 2~ 352.900

= 84,22 (%)
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VD 4: Cho cac thong tin sau

Loai | OO Tong so Giabuéng | Giabuéngban|{ . .
. luong | ngay buong A I'y 1¢ dap tmg
buong . ) chuin ra
buong bin duogc
Quy {Quy2| Quyl | Quy2 | Quyl Quy 1| Quyl | Quy2
1 (USD) | (USD) | (USD) |(USD)| (%) (%)
Suite 50 3800 3850 150 160 145 150 95 90
Deluxe 70 4750 | 4875 120 130 110 115 90 95
{Standard) 80 5650 | 6125 100 110 95 105 95 95
Yéu cdu:

I-Tinh cong suat sir dung budng clia quy 1 va quy 22
2-Tinh ty 1¢ doanh thu thyc t€ so v6i doanh thu tiém néng ctia quy 1va quy 27
Gia st riing quy 1 va quy 2 déu c6 90 ngay.
Bai giai
1. Tinh cong suat sit dung budng cta quy 1 va quy 2.
* Cong sudt sit dung buéng ctia quy 1:
S6 luong budng ban duge x 100
S6 lugng buéng c6 KNBU

Cong suflt sit dung budng clia quy I=

* 86 luong budng bin dugc trong quy 1 1a:
3.800 + 4.750 + 5.650 = 14.200 (ngdy buéng)
* 86 luong budng c6 kha ning dap tmg:
86 lugng budng c6 _ Téng s6 ngay budng Ty 1€ budng c6
KNDU ctaquy 1~ c6 clia quy | KNDU ctia quy 1
- Ty 18 bubng c6 KNDU clia loai budng Suite 1a: 50 x 90 x 0.95 = 4.275
{ngay budng)
- Ty 1€ bu6ng c6 KNDU ciia loai budng Deluxe 13: 70 x 90 x 0.9 = 5.670
(ngay budng)
- Ty 1€ budng c6 KNPU cha loai budng Standard 13:80 x 9C x 0.95 = 6.840
{ngay budng)
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Vay s6 luong budng cé6 KNDU quy 1 clia ba loai budng Ja:
4.275 + 5.670 + 6.840 = 16.785 (ngdy budng)
14.200 x 100

Cong suit st dung buéng cliaquy | = =846 (U
2 .8_ 2 quy 16,785 6 (9%)

* Cong sudt st dung buong cua quy 2:

S6 luong buong bén duoc cha quy 2 x 100

Cong sudt sir dung budng cla quy 2 = - -
S8 lugng budng ¢6 KNDU cla quy 2
» SO lugng budng ban duge trong quy 2 1a:
3.850 + 4.875 + 6.125 = 14.850 (ngdy budng)
* 50 luong budng cé kha niang dap tng trong quy 2:
S6 lugng budng ¢6- _ Téng s6 ngay budng < Ty 1& budng cé
KNDU coaquy 2 cé cha quy 2 KNDU cia quy 2
- Ty ¢ budng c¢6 KNDU cua loai budng Suite la: 50 x 90 x 0.9 = 4.050
{ngay budng)
- Ty 1& buong ¢6 KNPU cua loai budng Deluxe 1a: 70 x 90 x 0.95 = 5.985
(ngay budng)
- Ty 1é buéng c¢6 KNDU cia loai budng Standard 1a: 80 x 90 x 0.95 = 6.840
(ngay budng)
Vay s6 lugng budng cé KNBU quy 2 clia ba loai budng la:
4.050 + 5.985 + 6.840 = 16.875 (ngay budng)

. . 5 , . 14.850 x 100
Cong suat str dung budng ciia quy 2 = 16.575 = 88 (%)

2. Ty 1é doanh thu thyc t& so vdi doanh thu budng tiém ning
T§r lé ¢ doanh thu buéng thu‘c [é 80 _ Doanh thu buﬁng thC [é'Cflﬂ U‘USF x 100

v6i doanh thu budng tiém ning cta quy  Doanh thu budng tiém ning clia quy
* Doanh thu buong thuc té cua quy 1 la:
Doanh thu buéng thuc t&  S6 ngay budng 6 . (i4 budng ban ra

cta quy 1 bdn ra trong quy 1 trong quy !
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¢ Doanh thu buéng thyc t€ clia loai buéng Suite:
3.800 x 145 =551.000 (USD)
» Doanh thu budng thue t€ cia loai buéng Deluxe:
4.750 x 110 =522.500 (USD)
¢ Doanhthu budng thye € cha loai budng Standard:
5.650 x 95 = 536.750 (USD)
Vdy doanh thu buéng thuc té quy I ctia 3 Loai buéng la:
551.000 + 522.500 + 536.750 = 1.610.250 (USD)
* Doanh thu budng tiém ndng trong quy 1 la:
Doanh thu budng tiém _ S8 ngay budng ¢6 . Gid chuén ctia
mimg clia quy 1 KNDPU ctia quy 1 quy !
e Doanh ‘lhu budng tiém ning cua loai budng Suite:
4.275 x 150 = 641.250 (USD)
» Doanh thu buéng tiém ning cua loai buéng Duluxe:
5.670 x 120 = 680.400 (USD)
» Doanh thu budng tiém ning cta loai budng Standard:
6.840 x 100 = 680.400 (USD)
Doanh thu buéng tiém ning cta 3 loai budng:
641250 + 680.400 + 680.400 = 2.002.050 (USD)
Vdy ta c6 thé tinh doanh thu buéng thuc té so véi doanh thu buéng tiém

ndng cua quy 1 la:

Doanh thu budng thyc t€ so véi _ 1.610.250 x 100

. . = 80,43 (%)
doanh thu budng tiém néng 2.002.050
* Doanh thu buéng thue té ctia quy 2 la:
Doanh thu buéng thuc t€  Tong s6 ngay budng Gid budng
clua quy 2 "~ bénratrong quy 2 bén ra

¢ Doanh thu budng thuc t& ctia loai budng Suite:

3.850 x 150 = 577.500 (USD)
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¢ Doanh thu budng thyc t& cia loai buéng Deluxe:

4875 x 115 =560.625 (USD)
» Doanh thu budng thuc 1€ cta loai budng Standard:

6.125 X 105 =643.125 (USD)
Vay doanh thu buong thuc té thding 2 ctia 3 Loai buong la:
577.500 + 560.625 + 643.125 = 1.781.250 (USD)
* Doanh thu budng tiém ndng trong quy 2 la:

Doan ng tié Y nga dng c6 . ,
i S s
e Doanh thu budng tiém nang cia loai buéng Suite:
4.050 x 160 = 648.000 (USD)
e Doanh thu budng tiém nang clia loai buéng Duluxe:
5.985 x 130 =778.050 (USD)
¢ Doanh thu budng tiém ning cta loai budng Standard:
6840 x 110 =752.400 (USD)
» Doanh thu buéng tiém nang cua 3 loai buéng:
648.000 + 778.050 + 752.400 = 2.178.450 (USD) -

Vay ta cé thé tinh doanh thu buong thuc té' so véi doanh thu budng tiém
ndng cia quy 2 la:

A 5 5o voi 1.781.250 x 100
Doanh thu bu?ng th\L_IC 1€ so an _ = 81,77 (%)
doanh thu budng tiém néng cla quy 2 2.178.450
VDS: Cho cac thong tin sau
Loai So Tong s ngay Gia budng Gia buong Ty ¢
buéng | luong | budng ban duge chudn ban ra dap img
buong 5003 [ 2004 | 2003 | 2004 | 2003 | 2004 | 2003 | 2004
(USD) | (USD) | {USD) (USD) (%) (%)
Suite 40 12250 | 13200 100 110 93 115 08 05

Deluxe 50 14800 | 15350 | 380 90 75 85 97 98
Standard 70 20680 | 22150 | 60 700 55 65 95 95
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I-Tinh cong suat sir dung buéng ctia nam 2003 va nam 20049

2-Tinh ty 1& doanh thu thuc t€ so v&i doanh thu tiém nang ctia nam 2003 va
nam 20047

Gid s rang nam 2003 va fiara 2004 déu c6 365 nghy.
Bai giai
1. Tinh cong suit sir dung budng ciia nam 2003 vi nam 2004,
* Cong sudt sit dung budng ciia nam 2003:
S6 lugng budng bén duoe x 100
S8 lugng buéng ¢6 KNPU
* 56 luong budng ban duge trong nam 2003 Ia:
12.250 + 14.800 + 20.680 = 47.730 (ngay budng)
® 36 luong budng c6 khd nang dép tng:

Cong sudt st dung budng clia nam 2003 =

86 luong budng cé Tong s6 budng Ty 1& budéng c6
KNDU cianam 2003~ chanam2003 ~  KNDU cia nam 2003

- Ty 1¢ budng c6 KNDU' clia loai budng Suite 13: 40 x 365 x 0.98 = 14.308
(ngay budng) .

- Ty 1¢ budng c6 KNDU clia loai budng Deluxe a: 50 x 365 x 0.97 =17.702,5
(ngay budng) :

- Ty 1¢ budng c6 KNDU ciia loai buéng Standard Ia: 70 x 365 x 0.95 = 242725
(ngay budng)

Vay s6 lugng budng ¢6 KNDU nam 2003 ciia ba loai budng 1a:

14.308 + 17.702,5 + 24.272,5 = 56.283 (ngay buéng)

47.730 x 100
56.283

Cong sudt sit dung buéng ctia nam 2003 = = 84,8 (%)

* Cong sudt sit dung budng ciia nim 2004:
SL buéng ban duge ciia
nam 2004 x 100

SL budng c6 KNDU ciia
nim 2004

Cong sudt sir dung budéng clia nam 2004 =
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e S6 Iurgng budng ban dugce trong nam 2004 fa:
13.200 + 13.350 + 22.150 = 48.700 (ngay budng)
e S8 luong budng c6 kha nang dép dng trong nim 2004 la:

S8 lugng budng ¢ _ ‘Téng s6 budng < Ty 1& budng c6
KNDU chanam 2004  clia nam 2004 KNDU cua nam 2004

- Ty 1¢ budng c6 KNDU clia loai budng Suite 12: 40 x 365 x 0.95 = 13.870
(ngay budng)

- Ty 12 budng c6 KNDU cia loai budng Deluxe 1a: 50 x 365 x 0.98 = 17.885
(ngay budng)

- Ty I& budng c6 KNPU cha loai budng Standard la: 70 x 365 x 0.95 =24.272,5
(ngay buéng)

Vay s6 luong buéng c6 KNDU quy 2 cia ba loai budng la:

13.870 + 17.885 + 24.272.5 = 56.027,5 (nghy budng)

Cong suat st dung budng clia nam 2004 = 48700 x 100 = 86,92 (%)
56.027.5

2. Ty 1¢ doanh thu thuec t€ so v6i doanh thu budng tiém niang
Doanh thu budng thuc t&

Ty 1& % doanh thu buéng thuc t&€ so véi — ctia nam x 100
doanh thu buéng tiém ning cia nam Doanh thu budng tiém
nang cua nam

* Doanh thu buéng thuc té cua ndm 2003 la:
S& lugng budng c6 Téng s6 budng ban Gid budng ban ra
KNDU ctianim 2003  racha nam 2003 x trong nam 2003
» Doanh thu buéng thuc t€ cha loai budng Suite:
12.250 x 95 = 1.163.750 (USD)
e Doanh thu buéng thuc t€ cha loai budng Deluxe:
14.800 x 75 = 1.110.000 (USD)
¢ Doanhthu buéng thuc t&€ ctia loai buéng Standard:
20.680 x 55 = 1.137.400 (USD)
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Viy doanh thu buéng thuec 16 nam 2003 ciia 3 Loai buong la:
1.163.750 + 1.110.000 + 1.137.400 = 3.411.150 (USD)
* Doanh thu buong tiém néng trong nam 2003 la:
oanh thu budng tié O ngl 5 5 .
g cianm 3003 = kDG ooy % G
* Doanh thu buéng tiém nang cila loai budng Suite:
14308 x 100 = 1.430.800 (USD)
* Doanh thu buéng ti€m ning ctia loai budng Dutuxe:
17.702,5 x 80 = 1.416.200 (USD)
* Doanh thu budng tiém néng ctia loai buéng Standard:
24.272,5 x 60 = 1.456.350 (USD)
Vay doanh thu budng tiém nang cia 3 loai buong:
[.430.800 + 1.416.200 + 1.456.350 = 4.303.350 (USD)
Vay ta cg thé tinh doanh thu budng thuc té so vdi doanh thu buéng tiém
ndng cua 'mtm 2003 la:

; { 51 3.411.150 x 100
Doanh thu budng thuc t& so véi - = 79,26 (%)
doanh thu tiém ning 4.303.350

* Doanh thu buong thuc té ciia ndm 2004 la:

i = TSN Gt i
* Doanh thu buéng thirc t& cita loai bubng Suite:
13.200 x 115 = 1.518.000 (USD)
* Doanh'thu budng thuc t€ cia loai buéng Deluxe:
15.350 x 85 = 1.134.750 (USD) -
* Doanhthu buéng thuc € cia loai buéng Standard:
22.150 x 65 = 1.439.750 (USD)

Vay doanh thu budng thuc té nam 2004 ciia 3 Loai buong la:
1.518.000 + 1.134.750 + 1.439.750 = 4.092.500 (USD)
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* Doanh thu budng tiém ndng trong nam 2004 la:

Doanh thu budng tiém _ S6 ngz‘iy budng cé Gi chudn
nang ctia nim 2004 KNDU ciia nam 2004
e Doanh thu budng tiém nﬁng cua loai budng Suite:
13.870 x 110 = 1.525.700 (USD)
e Doanh thu budng tiém nang cia loai budéng Duluxe:
17.885 x 90 = 1.609.650 (USD)
» Doanh thu buéng tiém ning cla loai bubéng Standard:
24.272.,5 x 70 = 1.699.075 (USD)
Vdy doanh thu buong tiém ndng cia 3 logi buéng:
1.525.700 + 1.609.650 + 1.699.075 = 4.834.425 (USD)
Vay ta c6 thé tinh doanh thu budng thuc té so véi doanh thu budng tiém
ndang cia ndm 2004 la:

Doanh thu buéng thic € so v6i doanh __4.092.500 x 100

hu > : = 84,65 (%)
thu budng ti€ém nang clia nam 2004 4.834.425

II. THUC HANH TONG KET BAO CAO HOAT PONG CUA BO
PHAN LE TAN

1. Piéu kién thuc hién

1.1. Pia diém thuc hanh: phong thyc hanh 1€ tan

1.2. Thiét bl dung cu: Phong thyc hanh 1€ tan, qudy 1€ tan, mdy vi tinh,
mdy tinh ¢4 nhan, miu biéu s6 sich.

1.3. Thoi gian: 6 tiét
2. Trinh tu thuc hién

2.1. Kiém tra phong thuc hanh I tan, quiy 1€ tan, méy vi tinh, mau
biéu sé sach

2.2. Trinh ty cong viéc
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TT | Tén cong viéc

Thiét bi dung cu

Yéu cau k¥ thuat

1 Phan tich cac s¢
théng ké
hoat déng kinh

lién

doanh

Phong thyc hanh 18
tan, qudy 1& tan,
mdy vi tinh, mdy
tinh ¢4 nhan, mau
biéu s6 s4ch.

Phan tich céc s8 lieu théng
ké hoat dong kinh doanh
theo dung chuyén mén
nghiép vu,

2 Phan tich doanh

Phong thuc hanh 1&

Phan tich doanh thu buéng

thu budng, tan, qudy 1& tin, [theo ding chuyén mon
mdy vi tinh, mdy | nghiép vu.
tinh ¢4 nhan, miu
biéu s6 sdch.
2. Hudng dan thuc hién trinh tu thuc hanh
Tén cong viée Huéng dan

Phan tich cdc s@ liéu
thong ké hoat dong
kinh doanh

- Ty 1¢ phan tram cong suat budng.

- Ty 1& bubng ¢6 nhiéu ngudi d.

- 36 lugng khach trung binh clia méi budng.
- Gid budng binh quan trong ngay.

- Gid budng binh quan méi khdch.

Phan tich donh thu
buéng

- Doanh thu buéng thure &,

- Doanh thu budng tiém nang.

-Ty 1¢ phan trim doanh thu buéng thuc & so véi
doanh thu budng tiém nang.

3. Cac dang sai hdng va cach phong ngira

TT Hién tugng

Nguyén nhan

Cach phong ngira

1 | Tinh chira chinh x4c
khi phan tich cic s6
liéu thoéng ké hoat

dong kinh doanh.

kinh doanh,

Chua cdn than khi
phén tich cac s6 lidu
théng ké hoat dong

Nghién citu k¥ céc cong
thitc khi phan tich cdc s6
li¢u théng ké hoat dong
kinh doanh.
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2 | Tinh chwra chinh x4c | Chua cdn than khi Nghién ctiu k¥ cac cong
khi phan tich doanh | phan tich doanh thu | thitc khi phan tich doanh
thu budng. budng thu budng.

111, KTEM TRA PANH GIA
Kiém tra ddnh gi4 cho diém hoc sinh vé tong két bdo cdo hoat dong ciia bd

phan 1€ tan.
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Bai 6

THYC HANH THANH TOAN HANG NGAY
VOI BO PHAN KE TOAN KHACH SAN

Muc tiéu

- V& kién thire: Hidu dude nhimg kién thic trinh ti thanh toan hang ngay vdi bd phan
k& toan khach san.

- V& ky nang: Hinh thanh k¥ nang vé trinh tw thanh toan hang ngay véi bd phan ké
toan khach san nhanh chéng, chinh xac theo dung quy dinh cGa khach san.

- V& thai d6: Rén luyén tae phong nghé nghiép va dire tinh ti mi trong qua trinh thanh
toan hang ngay vdi bo phan k& to4n khach san.

I. KIEN THUC CHUYEN MON VE THUC HANH THANH TOAN
HANG NGAY VOI BO PHAN KE TOAN KHACH SAN

Dé cho qué trinh quan 1y vé tai chinh ciia khdch san dugc an toan, hang
ngdy nhan vién bo phan 1€ tan phai lam bang ke chi tiét téng s tién budng thu
dugc trong ngay, tdng s6 tién thu duoc tir tat ca dich vu trong khéach san cho bo
phan ke todn cta khéich san.

Mot s6 khich san nhan vién 1€ tan thudng 1am bang ké hang ngay cho bo
phan k& todn clia khéch san vao ddu ca 2, vi bo phan k& toén cia khach san chi
lam viéc gio hanh chinh.

Khi ngp bang keé cho bo phan k€ toan 1 tan ndp kém theo tat ca phiéu ky
no cua khach cho bo phan k€ todn khach san kiém tra, d6i chiu tinh hinh
thanh todn tat ca dich vu ctia khdch qua bo phan 18 tan. Vi khi khéch thanh todn
tra budng rdi khédch san, khdch thanh todn tat ci cdc dich vu khich ky no tai
khéch san cho bo phan 1€ tan. -
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Hang ngay cdc bd phan dich vu trong khach san cling ndp bang ké doanh
thu ciia bo phan minh cho bo phan k€ todn khach san. Do vay, nhan vién k&
todn khach san sé& téng hop, théng ké, kiém tra so sdnh s& 1éu thdng ké cla céc
bé phan dich vu trong khdch san véi s6 liéu théng ke clia bo phan 1€ tan c6
khép véi nhau hay khong. Trudong hop s6 liéu khong khop thi phai tim ra

* nguyén nhan,tranh dé xay ra mat doanh thu cho khéch san.

Ngoai viéc nop cdc chitng tir c6 lien quan cho bo phan k& todn khdch san,
nhan vién 12 tan phai ndp todn bo s6 tién thanh todn tat ca cdc dich vu cho nhén
vién thi quy clia khich san, khi bo phan k& todn clia khdch san déa kiém tra
nhimg chiing tir ma 1& tan ndp cho k& todn khép véi chitng tir cde bo phan dich
vu trong khéach san.

1. N6i dung thanh toan

Hang ngay nhan vién bo phan 1€ tan khéch san phéi ban giao cho k€ todn
khach san: _

- Toan bo téng s& tién budng thu dugc trong ngay.

- Toan bo s& tién thu tir cic dich vu ma khéch tiéu ding trong thoi gian
khéch Iwu tri tai khdch san.

- Toan b s6 tién thu tir cdc khoan phi phuc vu trong ngay.

- Toan bo ho4 don, phi€éu ky.ng cia khach.

- Bang ke tién mat.

- Bang ké tién séc.

- Bang ké cdc phuong tién thanh todn khéc.

2. Phuong phap thanh toan
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Biéu 6.12: Bdng ké tién mdit

BANG KE TIEN MAT
Ngay 86 ‘ . ) Tong
STT thing | budng Noi dung thanh toan cong

Tién | Tién an bién | Giat| Dich vu
buéng uong thoai Ia khic

Tong sé tién

Ngay..... thidng..... nam 200....
Nhan vién ké toan Nhan vién quy Nhén vién 1€ tan

*Vidu: Cho cdc thong tin sau

Ngiy 5/ 10 / 2005 khach san Thuong mai du lich c6 cdc budng thanh todn
nhu sau:

- Budng 101 luw trii 2/10/2005 dén 5/10/12005 thanh todn:

+ Tién budng: 900.000 VND

+ Tién dn u6ng: 500.000 VND

+ Tién dién thoai: 150.000 VND
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+ Tién gidt 12 40.000 VND

+ Tién dich vu khédc: 200.000 VND

- Budng 103 heu trie 111012005 dén 5/110/12005 thanh toan:
+ Tién budng: 1.200.000 VND

+ Tién dn udng: 600.000 VND

+ Tién dién thoai: 100.000 VNP

+ Tién giat 1a: 60.000 VND

+ Tién dich vy khac: 100.000 VND

- Budng 105 luu trit 29/09/2005 dén 5/10/12005 thanh todn:
+ Tién bubdng: 1.500.000 VND

+ Tién an uéng: 500.000 VND

+ Tién dién thoai: 200.000 VND

+ Tién giat la: 20.000 VNP

+ Tién dich vu khéc: 300.000 VND

- Buéng 202 luu trie 211012005 dén 5/10/2005 thanh todn:
+ Tién budng: 900.000 VND

+ Tién an uéng: 400.000 VND

+ Tién dién thoai: 120.000 VND

+ Tién giat 13: 40.000 VND

+ Tién dich vu khdc: 100.000 VND

- Budng 203 Iuu tri 27/09/2005 dén 5/10/2005 thanh todn:
+ Tién budng: 2.400.000 VND

+ Tién an udng: 700.000 VND

+ Tién dién thoai: 200.000 VND

+ Tién giat 1a: 80.000 VND

+ Tién dich vu khdc: 400.000 VND

- Buéng 205 hau tru 3/10/2005 dén 511012005 thanh todn:
+ Tién budng: 600.000 VND

+ Tién an udng: 300.000 VND

+ Tién dién thoai: 50.000 VND



+ Tién giat 1a: 20.000 VND
+ Tién dich vu khéc: 100.00 VND

- Budng 362 hwu trii 29/09/2005 dén 511012005 thanh todn:

+ Tién buéng: 1.800.000 VND

+ Tién an uéng: 1.200.000 VND

+ Tién dién thoai: 250.000 VND

+ Tién giat 13: 60.000 VNE»

+ Tién dich vu khéc: 600.000 VNP
- Budng 304 Tuu trit 3/10/2005 dén 511012005 thanh todn:
+ Tién budng: 600.000 VND

+ Tién an u6ng: 200.000 VND

+ Tién dién thoai: 62.000 VND

+ Tién giat la: 20.000 VND

+ Tién dich vu khdc: 100.000 VND

- Budng 401 luu nrit 30/09/ 2005 dén 511012005 thanh todn:

+ Tién budng: 1.500.000 VND

+ Tién an udng: 450.000 VNP

+ Tién dién thoai: 100.000 VND

+ Tién giat [a: 20.000 VND

+ Tién dich vu khéc: 250.000 VNP

- Budng 403 luu trii 3/10/2005 dén 5/10/12005 thanh todn-
+ Tién budng: 600.000 VND

+ Tién &n uéng: 200.000 VNP

+ Tién dién thoai: 50.000 VND

+ Tién giat 1a: 20.000 VND

+ Tién dich vu khdc: 100.000 VNP

- Buong 501 Iuw tri 111012005 dén 511012005 thanh todn:
+ Tién buéng: 1.200.000 VND

+ Tién an udng: 300.000 VND

+ Tién dién thoai: 50.000 VND
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+ Tién giat 1a: 20.000 VND

+ Tién dich vu khdc: 100.000 VND

- Budng 503 lew trii 1105/ 2005 dén 5/10/12005 thanh todn:

+ Tién budng: 1.200.000 VND

+ Tién &n udng: 500.000 VND

+ Tién dién thoai: 150.000 VNP

+ Tién giat 1a: 40.000 VND

+ Tién dich vu khéc: 300.000 VND

- Budng 504 thanh todn:

+ Tién buéng: 1.500.000 VND

+ Tién an udéng: 1.000.000 VND

+ Tién dién thoai: 150.000 VND

+ Tién giat la: 60.000 VND

+ Tién dich vu khéc: 600.000 VND

- Budng 505 luu trii tiv ngay 1/110/12005 dén ngay 5/10/2005 thanh todn:

+ Tién buéng: 1.200.000 VND

+ Tién an udng: 300.000 VNP

+ Tién dign thoai: 50.000 VND

+ Tién giat 1a: 40.000 VND

+ Tién dich vu khdc: 100.000 VND

- Budng 602 lw trii 2/10/2005 dén ngay 5/10/2005

+ Tién budng: 900.000 VND

+ Tién dn udng: 200.000 VND

+ Tién dién thoai: 35.000 VND

+ Tién giat 1a: 20.000 VND

+ Tién dich vu khac: 100.000 VND

Yéu cau:

Dua vao théng tin trén, anh (chi) hily 1am béang ké tién mit nép cho bo
phan k€& todn khach san?
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BANG KE TIEN MAT

N6i dung thanh toin

IT Ng‘a‘iy bo Tién | Tiénan | Dién Dich vu | Tong cong
thang | buong N B "1 Gidt la ' '
buong uong thoai khic
1 | 5/10/05 | 10} 900.000| 500.000| 150.000| 40.000| 200.000| 1.790.000
2 |5/10/05 | 103 |1.200.000] 600.000| 100.000| 60.000| 100.000 2.060.000
3 |5/10/05 ) 105 [1.500.000| 500.000| 200.000| 20.000| 300.000 2.520.000
4 | 5/106/05 1 202 900.0001 400.000] 120.000| 40.000| 100.000| 1.560.000
3 15/16/05 1 203 |2.400.000| 700.000| 200.000{ 80.000| 400.000| 3.780.000
6 | 5/10/05 205 600.000| 300.000 50.000} 20.000{ 100.000; 1.070.000
7 | 5/10/05 | 302 |1.800.000| 1.200.00| 250.000| 60.000) 600.000| 3.910.000
8 | 5/10/05 | 304 600.000{ 200.000 62.000| 20.000| 100.000 982.000
9 15/10/05| 401 }1.500.000| 450.000| 100.000| 20.000| 250.000| 2.320.000

10 ] 5/10/05| 403 | 600.000 § 200.000 | S0.000 | 20.000 | 100.000 | 970.000
Il 5/16/05} 501 |1.200.000| 300.000 | 50.000 | 20.000 | 100.000 | 1.670.000
12/ 5/10/05 | 503 |1.200.000| 500.000 | 150.000 | 40.000 | 300.000 | 2.190.000
13 1 5/10/05 | 504 |1.500.000(1.000.000| 150.000 | 60.000 | 600.000 | 3.310.000
141 5/10/05 | 505 |1.200.000( 300.000 | 50.000 | 40.000 | 100.000 | 1.690.000
15 15/10/05 | 601 | 900.000 | 200.000 |{ 35.000 | 20.000 | 100.000 | 1.255.000
Tong s6 tién 18.000.000 | 7.350.000 | 1.717.000 {560.000 |3.450.000 |31.077.000

S6 tién bang chir: (Ba muoi mét trigu khong trim bdy muoi bdy nghin
déng chin) '
‘ Ngay 05 thang 10 nam 2005
Nhan vién ké toan Nhan vién quy Nhan vién 1€ tan

II. THUC HANH THANH TOAN HANG NGAY VOI BO PHAN KE
TOAN KHACH SAN

1. Piéu Kkién thuc hién

1.1. Pia diém thyc hanh: Phong thuc hanh 1é tan.
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1.2. Thiét bi dung cu: Phong thuc hanh 1€ tan, quay 1& tan, mdy vi tinh,
mdy tinh ¢4 nhan, miu biéu sé sich...

1.3. Thi gian: 4 tiét.

2. Trinh ty thuc hién

2.1. Kiém tra phong thuc hanh 1é tan, quiy 1€ tan, may vi tinh, maw
biéu 6 sach...

2.2. Trinh ty cong viéc

TT| Tén cong viéc | Thiét bj dung cu Yéu cau k¥ thuat

1 | Noi dung thanh | Phong thuc hanh | Néi dung thanh todn theo diing
todn 1€ tan, mdy vi tinh, | chuyén mon nghiép vu.

may tinh cd nhan,
miu biéu s sdch.

2 |Bang ké tién | Phong thuc hanh | Lap bang ké thanh toan tién mat
mit 1€ tan, mAy vi tinh, | theo ding chuyén mén nghigp vu.
may tinh cd nhan,
mau biéu sd sdch.

2.3. Hudng dan chi tiét thyc hién cong viéc

Tén cong viéc Huéng dan

Noi dung thanh | - Toan bo téng s6 tién bﬁéﬁ"g thu dugce trong ngay.

todn - Toan bd s6 tién thu tir cdc dich vy ma khdch tiéu ding
trong thdi gian khdch Ivu tri tai khach san.

- Toan b s6 tién thu tir cdc khoan phi phuc vu trong ngay
- Toan bd hod don, phiéu ky no ciia khéch.

- Bang ke tién mat.

- Bang ké tién séc.

- Bang ké cdc phuong tién thanh todn khdc.

Bing ké tién | - Huéng din cdch 1ap bang ké tién mat ngp cho bé phan k&
mat toan khdch san.
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- Cac dang sai hdng va cach phéng ngira

TT

Hién tuong

Nguyén nhan

Céich phong ngira

Chua biét cich
lap cic bdo cdo
hang ngay nép
cho bd phan k€&
todn khdch san.

Chua cdn than khi
lap cdc bdo cdo nop
cho bd phan k€ todn
khéch san.

Tim hiéu k§ céc thong tin
tru6¢c khi cip nhat cdc s6
liéu bdo cdo hang ngay.

Lap bang ké tién
mat chua chinh
X4c

Chua cdn than khi
lap bang ke tién
mat.

Tim hi€u k§ céc théng tin
trudc khi cap nhat cdc so
liéu vao bing keé tién mat.

IIL KIEM TRA DANH GIA

Kiém tra danh gid cho diém hoc sinh vé thuc hanh thanh todn hang ngay
vdi b6 phan ké todn khach san.

479



Bai 7

THUC HANH BAN GIAO CA

Muc tiéuo _

- Vié ki thic: Hidu duoc kién thifc vé thuc hanh ban giao ca 1& tan.

- V& ky nang: Hinh thanh k¥ nang vé thyc hanh ban giao ca I& tan theo ding chuyén
mén nghiép vu.

- Vé thai d6: Ren luyén tac phong nghé nghiép va dire tinh i mi trong qué trinh thuc
hanh ban giao ca Ié tan.

1. KIEN THUC CHUYEN MON VE THUC HANH BAN GIAO CA LE TAN

1. N&i dung ban giao

Sau khi két thiic mot ca lam viéc nhan vién 1€ tan ca trude phai ban giao
cho nhan vién 1€ tan ca sau nhimg ndi dung sau: '

- Ngay thang va ca ban giao.

- Cong viéc hoan thanh.

- Cong viéc dang lam d& dang.

- Cong viéc chua lam.

- Nhitng vén dé ton tai.

- Nhitng kién nghi.

- Ngudi giao ca va nhan ca ky ban giao va nhan ban giao.

2. Nhiftng céng viéc cu thé khi ban giao ca

- Ngay thdng va ca ban giao.

VD: Cal (Ngay 5 thang 10 ndm 2004).

- Noi dung ban giao cu thé:
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+ Tong s6 tién ca trude ban giao cho ca sau.

+ S8 sach, cdc trang thiét bi cia bo phan 1€ tan.

+ Tdng s6 budng khich dang luu tri.

+ Téng s6 budng tréng ciia khach san.

+ Hod don GTGT.

+ Ghi lai nhitng viéc dang lam dé... _

VD: Khéch buéng 402 yéu cdu dat vé mdy bay tir Ha n6i dén thanh pho HO
Chi Minh vao sdng ctia ngiy 6 thing 10 nam 2004. Nhan vién 12 tan ca tarde
dé lién h¢ nhung chua dit duge vé cho khich, dé nghi nhan vién ca sau lién hé
mua v¢ mdy bay gidp khach.

+ Nhiing viéc chura lam.

VD: Vao lic 13h45' ngay 5 thang 10 nam 2004 khich buédng s6 201 yéu
cau thué xe 4 ché di Hai Phong vao lic 7h30" sang ngay 6 thang 10 nim

2004.Nhan vién ca trude chua lién hé thué xe cho khéch, dé nghi nhan vién ca
sau hén hé thué xe cho khach.

+ Ghi lai cu thé nhitng khach vira dén va vira thanh toén tra budng roi
khach san.

+ Ghi lai nhitng yéu cdu dac biét cha khdch.

+ Cung cép cdc théng tin vé cdc phan nan cia khdch.

- Ngudi nhén ca va ngudi giao ca ky.

1I. THUC HANH THANH TOAN HANG NGAY VOI BOQ PHAN KE
TOAN KHACH SAN

1. Biéu kién thyc hién

1.1. Pia di€m thuc hanh; Phong thuc hanh 1 tan.

1.2. Thi€t bi dung cy: Phong thuc hanh 1€ tan, qudy I& tan, sd ban giao ca.
1.3. Thoi gian: 4 tiét.

2. Trinb tu thyc hién

2.1. Kiém tra phong thue hanh 18 tan, quay 1é tan, imay vi tinh, miu
biéu sd sach
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2.2. Trinh tu coéng viéc

TT | Tén cong viéec | Thiét bi dung cu Yéu cau ky thuat
1 | N6i dung ban | Phdng thuc hanh | Noi dung ban giao ca 1€ tan theo
giao ca. 18 tan, qudy 1€ | ding chuyén moén nghiép vu.
tan, s6 giao ca.
2 | Nhing cong | Phong thuc hanh | Nhing cong viéc cu thé khi ban
viec cu thé khi | 1€ tan, qudy 1€ | giao ca phdi ding chuyén moén
ban giao ca. tan, s6 giao ca. nghiép vu.

2.3. Huéng dan chi tiét thyc hién cong viéc

Tén cong viéc Hudng dan
No6i dung ban | - Ngay thang va ca ban giao.
giao ca - Cong viéc hoan thanh.

- Cong viéc dang lam d& dang.

- Cong viéc chua lam.

- Nhimg van dé ton tai.

- Nhitng kién nghi.

- Ngudi giao ca va nhan ca ky ban giao va nhan ban giao.

Nhimg cong
viec cu thé khi
ban giaoca.

- Ngay théng va ca ban giao.

VD: Cal (Ngay 5 thang 10 nam 2004)

- Noi dung ban giao cu thé:

+ Téng s6 tién ca trz6e ban giao cho ca sau.

+ S8 sach, céc trang thi€t bi cia b phan 1€ tan.
+ Téng s6 budng khach dang luu tri.

+ Téng s6 bubng trong cia khéch san.

+ Hod don GTGT.

+ Ghi lai nhimg viéc dang lam dé...
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3. Cac dang sai hdng va cach phong ngira

TT Hién tirong Nguyén nhan Cach phong ngira

I | Chua lam ding | Chia cdn than khi | Nghién citu ky trinh ty khi
trinh tr khi ban | thuc hanh ban giao | ban giao ca 1& tan.

giao ca 1é tan. ca lé tan,
I KIEM TRA PANH GIA

Kiém tra dénh gid cho diém hoc sinh vé thue hanh ban giao ca 1€ tan.

Cau hdéi va bai tap

l. THUC HANH NHAN BIET THONG TIN VA CAP NHAT THONG TIN VAO s VA
TG RO

1. Cho cac thong tin sau

- Khach san A cé 30 budng cing loai gia 550.000 VND / buéng / ngay dém (gia
khdng bao gdm an sang).

Anh Nguyén Van Hing dat budng ngay 10/ 08/ 2005, dam bao bing tién mat
2.000.000 VNB va dén & P305 tir ngay 20 / 08 dén ngay 25/ 08, trd budng loc 12h Trong
thai gian Iuu trd Anh Hiing ¢6 stf dung cac dich vu sau:

- An 10 bifa 50.000 VND / 1bita vao: t§i ngay 20, truva va t6i ngay 21, 22, 23, 24 va
trua ngay 25/ 08 / 2005.

- Gigit 12 4 bé quan 4o 20.000 VND / 1 bd vao ngay 11, 12, 13, 14 / 06 / 2005

- Goi dién thoai ngay 11/ 06 / 05: 100.000 VND.

- Udng 1 ly Coctaikl 12 / 06 / 05: 80.000 VNB.

- Quén vot ngay 12/ 06 / 05: 100.000 VND.

- Hat karaoke 18i ngay 14/ 06 / 05: 300.000 VND.

T4t ca cac dich vu trén Anh Hing ky phigu ng.

Yéu cau:

1- Dua vao céc thong tin trén, Anh (chi) tap hoa don dich vu cho Anh Hing?

2- Dya vao cac thong tin trén, Anh (chi) 1ap hoa don thanh toan téng hgp cho Anh Hung?
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3- Tinh va lap héa dan GTGT cho Anh Hung trong cac trudng hgp sau:

a. Gia budng va gia cac dich vy trén chua bao gom thué VAT?

b. Gia budng va gia cac dich vu trén bao gém thué VAT?

2 - Cho cac théng tin sau '

- Khach san B c6 80 budng ciing loai gia: 400.000 VNB / 1 budng / ngay dém (gia
khong bao gém an sang)

- Doan khach clia cong ty du lich Ha Long - Bia chi: Thanh phd Ha Long - Quang
Ninh dat 15 budng danh cho 30.khach ngay 20/8/2005, dam bao béng tién mat

3.000.000 VND va d4 d8n & cac budng 501 dén bubng 510 tir ngay 1/10/2005 dén ngay
3/10 /2005, trd budng lic 12h.

- Trong thdi gian luu tri doan khach c6 sir dung cac dich vu sau:

An 120 sust: 50.000VND/sust vao 6i ngay 1/10/2005, trua va ti ngay 2/10/2005,
trua 3/10/2005.

Yéu cau: Dua cac thong tin trén.

1- Lap hoa dich v cho céng du lich Ha_Long?

2- Lap hod don thanh toan t3ng hap cho céng ty du fich Ha Long?

3- Tinh va 1ap héa don GTGT cho céng ty du lich Ha Long trong cac trudng hop sau:

a. Gia budng va gia cac dich vu trén chua bao gom thué VAT?

b. Gia budng va gia céc dich vy trén bao gdm thué VAT?

3- Cho cdc théng tin sau '

- Khéch san b ¢6 30 budng cung loai gid 550.000 VND / budng / ngay dém (gia
khdng bao gém #n sang).

Chi Nguy&n Thi Hai dat budng ngay 10/ 08/ 2005, dam bao bing tién mat 2.000.000
VND va dén & P305 tir ngay 15 / 08/05 dén ngay 18 / 08, tra budng lic 12h. Trong thai
gian luu trd chi Hai c6 sir dung cac dich vy sau:

- An 10 bita 50.000 VND / 1bita vao: t3i ngay 20, trua va t8i ngay 21, 22, 23, 24 va
{rura ngay 25/ 08 / 2005. :

- Gist 1a 4 bd quan ao 20.000 VNB / 1 bd vao ngay 11,12, 13, 14/ 06 / 2005.

- Goi dién thoai ngay 11706/ 05: 100.000 VND.

- Uéng 1 ly Coctaikl 12 / 06 / 05: 80.000 VND.

- Quén vgt ngay 12/ 06 / 05: 100.000 VNB.

- Hat karaoke 16i ngay 14/ 06 / 05: 300.000 VND

T4t ¢ cac dich vu trén Anh Hiing ky phiéu ng.
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Yéu céu:

1- Dua vao cac thong tin trén, Anh (chi) 1ap hoa don dich vu cho chi Hai?

2- Dya vao cac thdng tin trén, Anh (chi) 1ap hoa don thanh toan t8ng hap cho chi Hai?
3- Tinh va |ap hoa don GTGT cho chi Hai trong cac trudng hop sau:

a. Gia budng va gia céc dich vy trén chua bao gém thud VAT?

b. Gi& budng va gi cac dich vu trén bao gém thué VAT?

4 - Cho cdc thong tin sau

- Khach san B c6 80 budng cung loai gi4: 2500.000 VN / 1 budng / ngay dém (gia
khéng bao gém an sang).

- Boan khach ¢dia cong ty du fich Thanh ph§ Hé Chi Minh - Bia chi: Quan 1 - TP-
HCM dat 30 buéng danh cho 60 khach ngay 01 /10/2005, ddm bao bang tién mat:

3.000.000 VND va da dén & cac budng 301 dén budng 310 tir ngay 10/10/2005 dén ngay
. 12/10 /2005, trd budng luc 12h,

- Trong thai gian luu trd doan khach cé st dung cac dich vu sau:

An 240 suét: 50.000VND/sust vao t6i ngay 10/10/2005, trua va 15i ngay 11/10/2005,
trua 12/10/2005.

Yéu cau: Dua céc théng tin trén,
1- Lap hoa don dich vu cho cong du lich thanh ph& H& Chi Minh?
2- Lap hoa don thanh toan t8ng hap cho céng ty du lich thanh ph& HS Chi Minh?

3- Tinh va lap hod don GTGT cho céng ty thanh phé H& Chi Minh trong cac trudng
hop sau:

a. Gia budng va gia cc dich vu trén chua bao gém thué VAT.? b. Gia budng va gia
cac dich vy trén bao gém thug VAT?

. THUC HANH CAC THAO TAC PHUC VU HANH LY CHO KHACH ROl KHACH SAN

1- Thete hanh trinh W phuc vu hanh ly cho khach 18 r&i khach san?

2- Thyc hanh trinh tu phuc vu hanh Iy cho doan khéch rdi khach san?

ll. THYC HANH LAM THU TUC TRA BUONG CHO CAC B38| TUONG KHACH

1- Thyte hanh lam thi tuc thanh todn toan trd budng cho khach 1&7?

2- Thuc hanh 1am thd tyc thanh todn tra buéng cho doan khach?

V. XU LY MOT SO TINH HUSNG XAY RA TRONG QUA TRINH THANH TOAN
TRA BUONG CHO KHACH

1- Tinh huéng 1:

Khach thanh toan cho 1& tan bang séc du lich d3 ¢6 hai chir ky trén mat séc (1& ra chi
€6 1 chir ky con chir ky thir 2 khach phai ky trude mat nhan vién |18 tan)
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hoda

La nhan vién I& tan, Anh (chji) s& x(f ly tinh hudng nay nhu thé nao?

2- Tinh hudng 2:

Khach trd budng réi khach san, nhung quén khéng tra lai chia khoa budng cho I& tan.
La nhan vién 1& tan, Anh (chji) $& x{r Iy tinh hudng nay nhu thé nao?

3- Tinh hudng 3:

Khach phan nan khach san tinh sai hoa don cho khach. Mac dir 1& tAn da giai thich |2
don dugc tinh dang nhung khach van té ra bét binh va ndi ndng.

La nhan vién 1& 1an, Anh (chi) s& xi ly tinh hudng nay nhu thé nao (néu tic d6 tai

qudy |18 tan dong khach)?
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V. TONG KET BAO CAO HOAT BONG CUA BO PHAN LE TAN
1. Cho cdc thdng tin sau. (Ngdy 5/ 10 / 2005)

- Téng s6 budng cha khach san A: 80 budng

- §6 budng khdng sirdung dugc: 2 budng

- 86 budng ¢ khach & hién tai: 65 budng

- 86 budng ¢6 hai khach &: 45 budng

- S8 budng cé mdt khach &: 20 budng

- 88 khach hién dang &: 110khach

- Doanh thu buéng: 38 00 USD

Yéu cdu:

1- Danh gia két qua hoat dong ciia bd phan i tan? (Ngay 05 / 10/ 2005).
2- Phan tich doanh thu budng? {Ngay05 / 10 / 2005).
Cho biét:

- 20 bubng Loai 1 gia: 80 USD.

- 20 budng Loai 2 gia; 60 USD.

- 40 budng Loai 3 gia: 40 USD.

2- Cho cdc thdng tin sau. (Ngay 08 / 10/ 2005).

- Téng s6 budng cia khach san A: 120 buéng.

- 86 budng khong sif dung dugc: 2 bubng.

- $6 budng c6 khach & hién tai: 95 budng.

- 6 budng cb hai khach &: 55 budng.

- 86 budng c6 mét khach & 40 budng.

- $6 khach hién dang &: 150khach.

- Doanh thu buéng: 8600 USD.



Yéu cédu:
1- Banh gia két qua hoat dong clia bd phan I8 tan? (Ngay 05 / 10 / 20095).

2- Phan tich doanh thu budng? (Ngay05 / 10 / 2005).

Cho biét:
- 30 budng Loai 1 gia: 100 USD.
- 40 budng Loai 2 gia: 80 USD.
- 50 budng Loai 3 gia: 60 USD.
3- Cho cac théng tin sau.

Loai |88 !ugng| Téng sé ngay Gia budng Giabudng | Tylé dap
budng | budng |budng ban duge chudn ban ra ing
2003 | 2004 | 2003 | 2004 | 2003 | 2004
2003 2004 Ush | USD | usD | usD % %
Suite 50 16.300 | 16925 | 120 130 115 125 98 95
Deluxe 70 19.250 | 20350 | 100 110 90 100 a7 98
Standard { 80 21400 | 22265 | 80 a0 75 85 95 95

1-Tinh ¢8ng sudt sif dung budng clia nam 2003 va nam 20047
2-Tinh ty I& doanh thu thuc t& so vdi doanh thu tiém ndng clia nam 2003 va nam 20047
Gia sif ring nam 2003 va nam 2004 déu cb 365 ngay.
3. Cho cac théng tin sau.

Loai S Téngsé ngay | Gia budng | Giabudng | Ty lé dap ung
budng | lugng |budng ban dugc chuin ban ra
buéng Quy1|Quy2|QuytiQuy1]| Quy1 |Quy2
Quy1 | Quy2
{USD) | (USD) | (USD) (USD)| (%) {%)
Suite 50 3800 3850 110 | 120 115 110 95 90
Deluxe 70 4750 4875 100 110 a0 105 a0 95
Standard 80 5650 6125 90 100 85 95 a5 95
Yéu cédu:

1-Tinh cdng suat sif dung budng clia quy 1 va quy 27
2-Tinh ty 1& doanh thu thitc 1€ so véi doanh thu tiém nang clia quy 1va quy 2?
Gia sl réing quy 1 va quy 2 déu ¢6 90 ngay.
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5. Cho cac thdng tin sau.

Loai S5 Téng sé ngay | Gia budng Giabuéng | Ty lé dap L'rng“
budng | luong | budng ban duge chuan ban ra
budng Tusn 1 Tudn | Tuant | Tudn2 | Tudn1 | Tuan2 | Tuani | Tuén2
2 |{USD) | (USD) | (USD} { (USD) | (%) (%)
Suite 40 220 252 120 130 110 120 85 a0
Deluxe 70 425 465 100 110 95 100 o0 95
Standard |80 515 528 80 a0 70 80 95 95

Yéu cdu:

1. Tinh cdng suét sif dung budng cha tuén 1 va tuan 2

2. Tinh ty 1& doanh th thuc t& so vdi doanh thu tiém ning cda tudn 1va tuan 2.
VI- Thuc hanh thanh toan hang ngay vdi bo phan ké toan khach san.
1- Cho cdc thong tin sau

Ngay 5/ 10 / 2005 khach sari Thuang mai du lich ¢6 cac budng thanh toan nhu sau:
- Budng 107 iuu tra 2/10/2005 dén 5/10/2005 thanh toan:

+ Tién budng: 900.000 VND

+ Tién &n udng: 400.000 VNB

+ Tién dién thoai: 100.000 VND

+ Tién giat 1a: 20.000 VND

+ Tién dich vu khac: 100.000 VND

- Budng 103 luu tra 1/10/2005 dén 5/10/2005 thanh toan:

+ Tién budng: 1.200.000 VND

+ Tién &n udng: 300.000 VND

+ Tién dién thoai: 150.000 VNP

+ Tién giat la: 40.000 VND

+ Tién dich vu khac: 200.000 VND

- Bubng 105 iuu tra 29/09/2005 dén 5/10/2005 thanh toan:

+ Tién budng: 1.500.000 VNB

+ Tién an udng: 400.000 VNP

+ Tién dién thoai: 250.000 VND

+ Tién giat 1a: 40.000 VND
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+ Tién dich vu khac: 500.000 VND

- Bubng 202 Iuu trir 2/10/2005 dén 5/1 0720085 thanh toan:
+ Tién huéng: 900.000 VNP

+ Tién an uéng: 500.000 VNP

+ Tién dién thoai: 180.000 VND

+ Tién giat la: 60.000 VND

+ Tién dich vu khac: 200.000 VND

- Budng 203 hwu tri 27/09/2005 d6n 5/10/2005 thanh foan:
+ Tién budng: 2.400.000 VND

+ Tién an udng: 600.000 VNB

+ Tién dién thoai: 100.000 VND

+ Tién giat 1a: 40.000 VND

+ Tién dich vu khac: 200.000 VND

- Budng 205 iuu tro 3/10/2005 dén 5/10/2005 thanh toan:
+ Tién budng: 600.000 VN

+ Tién an udng: 400.000 VNP

+ Tién dién thoai: 100.000 VNB

+ Tién giat 1a: 40.000 VND

+ Tién dich vu khac: 100.000 VND

- Bubng 302 luu tra 29/09/2005 dén 5/10/2005 thanh toan:
+ Tién buéng: 1.800.000 VND

+ Tién an uéng: 1.500.000 VNB

+ Tién dién thoai:300.000 VN

+ Tién giat (a; 60.000 VND

+ Tién dich vu khac: 400.000 VND

- Budng 304 i tra 3/10/2005 dén 5/10/2005 thanh toan:
+ Tién buéng: 600.000 VND

+ Tién &n udng: 300.000 VND

+ Tién dién thoai: 100.000 VND

+ Tién gi3t 1a: 40.000 VNB

+ Tién dich vu khac: 300.000 VND

- Bubng 401 luu tr 30/09/ 2005 dén 5/10/2005 thanh todn:

+ Tién bubng: 1.500.000 VN
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+ Tién an udng: 600.000 VND

+ Tién dién thoai: 225.000 VND

+ Tién giat la: 40.000 VND

+ Tién dich vu khéac: 300.000 VNB

- Bubng 403 luu tra 3/10/2005 dén 5/10/2005 thanh toan:
+ Tién budng: 600.000 VND

+ Tién &n udng: 100.000 VNB

+ Tién dién thoai: 100.000 VND

+ Tién giat 1a: 20.000 VND

+ Tién dich vu khac: 100.000 VNB

- Budng 501 luu tri 1/10/2005 dén 5/10/2005 thanh toan:
+ Tién budng: 1.200.000 VND

+ Tién &n udng: 400.000 VND

+ Tién dién thoai: 50.000 VND

+ Tién giat 1a: 40.000 VND

+ Tién dich vu khac: 100.000 VNB

- Budng 503 luu tri 1/05/ 2005 dén 5/10/2005 thanh toarn:
+ Tién buéng: 1.200.000 VND

+ Tién an udng: 300.000 VND

+ Tién dién thoai: 100.000 VND

+ Tién giat la: 20.000 VND

+ Tién dich vu khac: 300.000 VND

- Budng 504 thanh toan:

+ Tién budng: 1.500.000 VND

+ Tién an udng: 1.200.000 VND

+ Tién dién thoai: 100.000 VND

+ Tién giat 1a: 40.000 VND

+ Tién dich vu khac: 500.000 VND

- Bubng 505 luu tru tir ngay 1/10/2005 dén ngay 5/10/2005 thanh toén:
+ Tién budng: 1.200.000 VND

"+ Tién an udng: 200.000 VND
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+ Tién giat [a: 40.000 VNP

+ Tién dich vu khac: 200.000 VND

- Bung 602 juu trt 2/10/2005 dén ngay 5/10/2005
+ Tién budng: 900.000 VND

+ Tién &n udng: 350.000 VYND

+ Tién dién thoai: 80.000 VND

+ Tién gigt 1a: 20.000 VND

+ Tién dich vu khac: 100.000 VND

Yéu cdu:

Dua vao théng tin trén, anh (chi) hay lam bang ké tién mit ndp cho bé phan ké toan
khach san?

491



Chuong 7

HUGNG DAN SUDUNG
PHAN MEM QUAN LY KHACH SAN

I. GIGI THIEU CHUNG

1. Gidi thidu phdn mém _

- Khéch san clia dang kinh doanh phét dat.Ching ta luén mong mudn duy
tri s phat trién dé ciing nhu m& réng hoat dong kinh doanh? Xuat phat tir yéu
cdu thuc t€ ching ta phai thué thém nhéan vién dé quan 1y khéch san. Nhumg
con diéu gi d6 khién chiing ta khong hai long vé cong viéc quan 1y?- N6 1am
chiing ta mét rat nhiéu thdi gidy va chi phi? Nhan vién clia ching ta phai ghi
chép s6 sach rdt nhiéu,va doi khi lai nham lan?

- Su cham tré trong qué trinh lién lac gitta cdc bd phan nghiép vu trong
khéch san cling véi viée tra ctu thong tin cham tré hodc khong chinh xéc co

'thé 1am uy tin cha ban sit, mot diéu ma ching ta khéng bao giy mong doi...
B4t ky mot sai sét nao dit nhd trong khau quan 1§ ciing nhu gilta cac bd phén
khic déu c6 thé khién khéch thué budng khéng hai iong va két qua Ia ching ta
di tr ddnh mat khéch hang cia minh.

- Hang ho4 dich vu doi khi bi that thodt? ban ludn ban rén trong cong viéc
vi cang khong ¢6 nhiéu thoi gian ban lai mu6n bit ngay 1ap tifc tinh hinh kinh
doanh lic ching ta cdn, nhung thudng thi phai dgi dén cudi tudn hoic cudi
thang nhan vién clia ban méi hodn 4t cdc bdo cdo? Lam sao day? Ban ¢y
dinh tin hoc hod cong viéc quan 1y khdch san clia minh?

2. S¢ dd churc niing chinh cla hé thdng quan li khach san (MainMenu)

Menu chinh clia chuong trinh tap hgp cdc chire ning cla chuong trinh cho
phép c6 thé dé& dang chuyén ddi gifta cdc chifc nang nay, méi niit trén menu
chinh turong tng v6i mot hoiic 1 s6 chife nang ket hgp.
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3.0 8. PR B2 O,
3 Help

| Accounting Rooms Inventory uuests Messages  Employees Seftings. Reports

M0 ta céc miit chic nang:

® Front Desk (Tién sanh)

+ Front Desk(Tién sdnh): Chic nang nay cho phép quan sat thong tin vé
trang thdi toan bo cdc buéng trong khach san, tai day ban cling c6 thé thuc hién
céc thao tac vé check in,dit buéng (reservation) hoic thém cic sur kién khac
lién quan dén budng.

+ Check In(Xép phong): Chiic nang x€p budng (Check In), tai day ban
cling c6 thé xem cdc thong tin lién quan hod don.

® Accounting(Thanh toan) Chic nang thanh todn (accouting) cho phép
stra chita thong s6 céc hod don tu dong, thém thong tin cdc hod don cling nhu
xem lai thong tin vé c4c hod don dé.

* Rooms

+ Rooms: Chitc nang ndy cho phép quén ly thém, sira, xod thong tin cic
bubng ctia khach san.

+ Room Types: Chiic nang nay cho phép quan 1y thém,sira, xod thong tin
vé loai buéng trong khach san.

e Inventory

+ Inventory | Categories: Chiic nang nay cho phép xay dung ban ké phan
loai cdc loai tai san trong khach san va danh sach c4c tai san theo céu tric cay.

+ Inventory Ledger: Chic nang ndy cho phép quan 1y cdc tai san khong
theo phan loai.

* Guest: Chitc nang quan 1y thém, sira, xo4, tim ki€m thong tin khach hang

® Messages: Chitc nang quén 1y thong tin vé tin nhin, ctia nhan vién d6i
v6i khéch hang ciing nhu tin nhén gifta c4c nhan vién véi nhau.

* Employees: Chic niang quéan 1y thém, sira, xod thong tin vé nhan vién
trong khéch san.

® Settings: Chiic nang quan Iy thong tin c4c tham s6 chung vé chuong trinh
quan ly khéch san.

* Reports: Chitc nang quan Iy thong tin bdo cdo.

* Refresh: Chiic nang cap nhap lai thong tin.
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IL. CAC CHUC NANG CUA CHINH CHUONG TRINH

Khi chay chuong trinh clra s Login xuft hién yéu ciu ban nhap vao
Username va Password, sau d6 an “OK” dé ding nhap. Username va Password
nay dugc quan 1y bdi chic nang Employee. Khi lan déu tién dang nhap ban
chon Username="admin” va Password="admin”, dé thay déi password mic
dinh ndy ban chon phdn System Setting & phéin sau.

2. Chitc ning dit buong(Reservation)

User Name: | admin

xxxxxx

Password:

D atabase Path:
, cATestDBY

[ __, Set Database ] [ .""---3' He|DJ I- h( oK }!l ® Caﬂceij

Chitc niang nay cho phép ban quén I thong tin vé dat budng (reservation)
/x€p budng (check in).

Tai phén phia trén clra s6 hién thi thong tin lua chon lién quan dén dat
budng cho phép lua chon hién thi thong tin. DE hién thi thong tin lién quan dén
dat bubng lua chon Reservation.

Single [v] Group Reservation [¥] Check In Opened [ ] Expired [ ] Closed

O phén duéi chia clra s6 hién thi céc thong tin:
Reservation Details - Hién thi thong tin vé khéach va thong tin dat bu6ng da
lva chon..

e User Defined Fields: Thong tin ngudi stra dung cla thong tin dat budng
da Iua chon.

e Remarks: Hién thi cdc ghi chii clia thong tin dat buéng da lua chon.
e Bills: Hién thi hod don chi tiét cia thong tin dat buéng da lua chon.
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+ New Billdetail dé cap nhap thong tin hod don chi tiét cho thoéng tin dat
budng da lya chon, bAm vao nit “New Billdetail”. Khi form thong tin cap nhap
xudt hién ban dua vao thong tin Unit Price,Quantity vd mo ta vé s& luong sau
d6 an nit “OK” dé cap nhap.

+ Edit Selected d€ sita lai céc thong tin hod don, lua chon thong tin ho4
don cdn sita va nhan vao nit “Edit Selected” khi form thong tin cap nhap xuit
hién stra lai cdc thong tin va nhan “OK” dé cap nhap.

+ Delete Selected: D€ xo4 thong tin hod don lua chon thong tin hod don
cén xod r6i 4n niit “Delete Selected”, chuong trinh s& xuét hién thong bso yéu
cdu xdc nhan viéc xo4 ndy; néu dbng y 4n “Yes”, néu khong muén xo4 ban an
nit “No”.

+ Print Bill: Hién thi thong tin ho4 don lwa chon.

+ Bill List (Rooms). Hién thi thong tin ho don clia tit ci céc budng.

+ Bill List: Hién thj thong tin ho4 don tai day c6 thé lua chon khoang thoi
gian xem ho4 don tai phan cu6i va c6 thé xem tong s6 tién ctia hod don.

* Legend: Cic ki hiéu chd thich thém thong tin clia thong tin dat budng da
lua chon.
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Pé cap nhap thém thong tin vé dat budng /check in nhéan nit "New Check
In", form thong tin dat budng xudt hién, nhap vao cdc thong tin can thiét, sau
dé 4n nit “OK” dé cap nhap thong tin.

Pé cap nhap thém thong tin vé dat budng theo nhém(group reservation)
/x&p bubng (check in), nhén nit "New Group Check In", form thong tin dat
budng theo nhém/check in xudt hién, nhap vao cic thong tin can thiét, sau d6
4n nit “OK” dé cap nhap thong tin.

Pé sira thong tin vé dat budng /check in lua chon thong tin cén sira sau d6
nhan nit "Change / Check Out Selected"”, dé check out cho khach lua chon
chuyén sang phén status sang “Close”.

Dé xo4 thong tin vé dat budng /check in lua chon thong tin cdn xo0d va nhan
nut “Delete”

2.1. Thém thong tin dat phong (New Reservation) cho khach.
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Trong trudng hop ban mudn thém thong tin dat buéng ban nhan vao nit
“New Check In” mot form thong tin xuat hién v6i 3 phén lya chon:

¢ General Data: Bao gfim céc thong tin sau:

+ Type, Status, Time Range: '

1. Type bao gém hai loai: Pat buéng (Reservation)

2. Status gém hai loai: Active or Closed.
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3. The time range: Xic dinh khodng thoi dit buéng cho khich. Khi cap
nhap néu khong biét khoang thoi gian khach sir dung buéng ban cé thé dua vio
thong tin thoi gian bat ddu, thoi gian két thiic ban c6. thé khong cén cap nhap.

+ Billing Information: Méi théng tin dat budng s& cé mot hod don tuong
tmg nhu gid budng, gid dién thoai .... N&u Iua chon "Generate / Change bill
detail” Duoc liya chon, théng tin hod don s& ap dung cho théng tin dat buéng
hién tai, tai day gid budng cta khdch san sé duge tr dong cap nhép, cic théng
tin gid cude dign thoai, phi dich vu tai buéng ban phai cap nhap bing tay.

+ Guest: Tai day ban dua vao theng tin khach hang dat budng cho budng
duoc fua chon. Néu khach di c6 trong co s& dit liéu, ban c6 thé hra chon tir
danh séch, néu khach khong cé trong co s& dit licu ban c6 thé thém thong tin
khdch bing cdch dn nit “New GuestError! Bookmark not defined.”. Né&u ban
muon stra thong tin khéch ban ciing ¢6 thé Iua chon nit “Edit Personal Data
".form théng tin khdch hang xuit hién ban dua vio thong tin can thiét réi 4n
“OK” dé luu thong tin hodc dn nit “Cancel” néu khéng luu cdc thong tin nay.

+ Room: Ban lua chon buéng cho thong tin dat buéng. Ban ¢6 thé lua chon
buéng tir danh sich buéng. Né&u lua chon "Update Price automatically” duoc
chon, méi khi ban chon mét buéng théng tin gid budng s& duge cap nhap twong
tng v6i méi budng lya chon, ban ciing ¢6 thé cap nhap cdc thong tin ndy bing
tay bang cach dn vao nit “Update Price”.Néu bubng nay da dugc sir dung
trong thoi lua chon mot thong bdo s& xuat hién thong bdo cho ban thong tin
khich da sir dung phong ndy. '

* User Defined Fields: Tai day ban c6 thé dua vao thong tin cla ngudi sit
dung

* Description: Ban dua thém vé cdc thong tin mé ta.Sau khi cap nhép
théng tin ban &n niit “OK” dé€ Iuu théng tin. '

497

32.GTTHNVLT-A



2.2. Sira thong tin dat budong (Edit Reservation) cho khach
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Trong trudng hop ban mudn sira thong tin dat buéng ban lua chon thong tin
cn stra va nhan vao nit “Change/CheckOut Selected” mot form thong tin xuat
hién véi 3 phén lua chon:

1. General Data - Bao gbm céc thong tin sau:

+ Type, Status, Time Range -

1. Type bao gém hai loai: Dat buéng (Reservation)

2. Status gém hai loai: Active or Closed.

3. The time range: Xdc dinh khoang thoi dat budng cho khéach. Khi cap
nhap néu khong biét khoang thdi gian khéch sir dung buéng ban c6 thé dua vao
thong tin thdi gian bat ddu, thoi gian ket thic ban c6 thé khong can cap nhép.

+ Billing Information: Mdi thong tin dat budng s& c6 mot hod don tuong
ng nhu gi4 buéng, gid dién thoai .... Néu lya chon "Generate / Change bill
detail" duoc lya chon, thong tin hoa don sé& 4p dung cho thong tin dat phong
hién tai, tai day gid budng ctia khdch san s& dugc tu dong cap nhap, cac thong
tin gid cu6c dién thoai, phi dich vu tai budng ban phai cap nhap béng tay.

+ Guest: Tai day ban dua vao thong tin khdch hang dat budng cho budng
dugc lwa chon. Néu khéch da c6 trong co s dir liéu ban c6 thé Iua chon tir danh
sdch, néu khach khong c6 trong co so dif ligu ban c6 thé thém thong tin khach
bing céch &n nit “New GuestError! Bookmark not defined.”. Néu ban muén
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stra thong tin khéch ban ciing c6 thé lua chon niit “Edit Personal Data 7, form
thong tin khdch hang xuét hién ban dwa vao thong tin cén thiét réi 4n “OK” dé
luru thong tin hodc an nit “Cancel” néu khong lwu céc thong tin nay.

+ Room: Ban lua chon budng cho thong tin dat buéng. Ban c6 thé lua chon
budng tir danh séch bubng. Néu lva chon "Update Price automatically" dugc
chon, méi khi ban chon mét buéng thong tin gia buéng s& duoc cap nhap tuong
ing v6i mbi buéng Iwra chon, ban ciing c6 thé cép nhap céc thong tin nay bang
tay bang cdch 4n vao nit “Update Price”.Néu bubng nay da dugc slr dung
trong thoi lua chon mot théng bdo s& xudt hién thong bdo cho ban thong tin
khédch da sir dung buéng nay.

2. User Defined Fields: Tai day ban c6 thé dua vao thong tin clian guoi sir dung

3. Description: Ban dua thém vé céc théng tin mo ta.Sau khi cap nhap
thong tin ban &n nit “OK” dé luu thong tin.

2.3. Xo4 thong tin dat buéng

Trong trudng hop ban muén xod théng tin dat buéng, ban lva chon thOng
tin cdn xo4 réi an nit “Delete”

2.4. Thém/Sira dat buong (New / Edit Group Reservation) cho doan khach
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Tai day ban c6 thé cap nhap sita thong tin dit buéng cho mét doan khéch.
Trong trudng hop ban muén Thém/sita thong tin dat buéng, form thong tin xudt
hién véi 3 phan lua chon:
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1. General Data: Bao gbém céac thong tin sau:
+ Type, Status, Time Range:
e Type bao gém hai loai: Reservation

e Status gom hai loai: Active or Closed

e The time range: X4c dinh khoang thoi dat phong cho khich. Khi cap
nhap néu khong biét khoang thdi gian khach sit dung budng ban ¢6 thé dua vao
théng tin thoi gian bit d4u, théi gian ket thic ban c6 thé khong cén cap nhap.

+ Billing Information: Mbi thong tin dat budng s& ¢é mét hod don tuong
{tng nhu gid budng, gid dién thoai .... Néu lya chon "Generate / Change bill
detail” duoc lya chon, thong tin hod don s& 4p dung cho thong tin dat bubng
hién tai,tai day gi4 buéng clia khach san s& duge ty dong cap nbap, cic thong
tin gi4 cude dién thoai, phi dich vu tai budng ban phai cap nhap bang tay.

+ Guest: Tai day ban dua vao thong tin khdch hang dat budng cho budng
duoc lua chon. Néu khéch di ¢6 trong ca sd dit ligu ban ¢6 thé Iva chon tir danh

sach, n€u khéch khong c6 trong co sd dif liéu ban c6 thé thém théng tin khich
- bing cach &n nit “New Guest Error! Bookmark not defined.”. Néu ban muén
stra thong tin khach ban ciling ¢6 thé lra chon ndt “Edit Personal Data " form
thong tin khéch hang xuét hién ban dira vao thong tin cén thiét réi an “QK” dé
luu thong tin hodc 4n nit “Cancel” néu khéng luu céc thong tin nay.

+ Room: Ban c¢6 thé cap nhap danh budng tif list bng céch &n niit “New
Room”. D€ loai bd cic budng tir danh séch ban lya chon budng tir danh séch
sau d6 4n mit “Delete Room”. Néu lua chon "Update Price automatically”
dugc chon, mdi khi ban chon buéng, gid clia budng s& duge cap nhap theo gid
cia budng duoc lya chon, ban cling c6 thé cap nhap céc théng tin ndy bang tay
bang cdch 4n vio nit “Update Price” Néu budng nay da dugc sir dung trong
thosi gian lwa chon mot thong béo s& xudt hién thong bdo cho ban thong tin
khdch &3 sir dung budng nay.

2. User Defined Fields - Tai day ban c6 thé dura vho thong tin clia ngudi sir dung.
3. Description: Ban dua thém vé céc thong tin mo ta.

3. Chirc niing xép budng(Checkin)
Chitc ning nay cho phép ban quén 1f thong tin vé x€p budng (Checkln)
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Tai phén phia trén cilra sé hién thi thong tin lya chon lién quan dén dit
budng cho phép ban Iya chon loc hién thi thong tin. D€ chi hién thi thong tin
x€p buéng ban Iwa chon vio CheckIn. '

Single [¥] Group (V| Reservation [¥] Check In (v Opened [ TExpied [] Closed

O phdn duéi clia cira s hién thi céc thong tin:

* Reservation Details - Hién thi thong tin vé khéch va budng cta thong tin
dat buéng da lua chon..

* User Defined Fields - Thong tin ngudi sir dung cta théng tin xép budng
da lva chon. '

* Remarks - Hién thi cdc ghi chii ciia thong tin x€p budng da lua chon.

* Bills - Hién thi hoa don chi tiét cia thong tin x&€p budng da lua chon.

+ New Billdetail D€ cap nhap thong tin hoa don chi tiét cho thong tin xé&p
budng di lua chon, ban bam vao nit “New Billdetail”. Khi form thong tin cap
nhap xudt hién ban dua vao thong tin Unit Price,Quantity va mo ta vé s6 luong
sau d6 an nit “OK” dé cap nhap.

+ Edit Selected D€ sira lai cic thong tin hod don ban lya chon thong tin
hod don can sira va nhén vao nit “Edit Selected” khi form thong tin cap nhap
xudt hién ban sira lai cdc thong tin va nhan “OK” dé cap nhap.
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+ Delete Selected: P& xo4 thong tin hod don ban lua chon thong tin hod
don cin xo4 réi 4n niit “Delete Selected”, chuong trinh s& xuat hién thong bao
yéu cdu ban x4c nhan viéc xod nay, néu dong y ban &n “Yes”, néu khong mudn
x04 ban 4n nit “No”. ‘

+ Print Bill - Hién thi thong tin hod don lua chon.

+ Bill List (Rooms) - Hién thi thong tin hod don cua tét ca cic budng.

+ Bill List - Hién thi thong tin hod don tai day ban c6 thé lva chon khoang
thoi gian xem ho4 don tai phan cudi ban c6 thé xem téng s6 tién cuia hod don.

e Legend - Cic ky hiéu chi thich thém thong tin cta thong tin dat budng
da lua chon.
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Dé cap nhap thém thong tin vé xép budng ban nhén niit "New Check In",
form thong tin dat buéng xuét hién, ban nhap vao céc thong tin can thiét, sau
d6 4n nit “OK” dé cap nhap thong tin. P& cap nhap thém thong tin vé x&p
buéng theo nhém ban nhan niit "New Group Check In", form thong tin xép
bubng theo nhém xudt hién, ban nhap vao cic thong tin cén thiét, sau d6 4n nut
“OK” dé cap nhap thong tin.
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Dé sira thong tin vé x€p budng ban lua chon théng tin cén sira sau dé nhan

mit "Change / Check Out Selected", dé check out cho khich ban lya chuyén
phén status sang “Close”.

Dé xo4 thong tin vé xé&p buéng ban lya chon théng tin cdn xo04 va nhan nit
“Delete”

3.1. Thém thong tin xép budéng (New ChecklIn) cho khéch
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Trong trudng hop ban muén thém thong tin x&p buéng ban nh4n vao nit
“New Check In” mét form thong tin xuét hién véi 3 phéan lua chon:

1. General Data - Bao g6m céc théng tin sau:

+ Type, Status, Time Range -

1. Type bao g6ém hai loai: x&€p buéng (CheckIn)

2. Status gém hai loai: Active or Closed.

3. The time range: x4c dinh khoang thdi xé&p budng cho khach. Khi cap
nhép néu khong biét khoang thoi gian khach sir dung budng ban c6 thé dua vao
thong tin thdi gian bit ddu, thoi gian két thic ban c6 thé khong cin cap nhap.
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+ Billing Information: mdi théng tin x&p buéng &€ cé mot hod don tuong
ttng nhu gid budng, gid dién thoai .... Néu lua chon "Generate / Change bill
detail” duoc lya chon, théng tin hod don s& 4p dung cho thong tin x&p budng
hién tai, tai day gi4 budng clia khach san s€ duoc (¢ dong cap nhap, cac thong
tin gi4 cudc dién thoai, phi dich vu tai buéng ban phai cap nhap bang tay.

+ Guest: Tai day ban dua vao thong tin kbhach hang xép buéng cho budng
duoc lwa chon. Néu khéach da 6 trong co sd dif ligu ban c6 thé lua chon tir danh
sdch, n€u khdch khong ¢ trong co sd dif lieu ban c6 thé thém thong tin khich
bing céch an mit “New GuestError! Bookmark not defined.”. Néu ban mudn
sira thong tin khdch ban ciing ¢6 thé lya chon nit “Edit Personal Data ”.form
thong tin Khach hang xudt hi¢n ban dwa vao thong tin can thiét rdi &n “OK” dé
luu thong tin hodc 4n ndt “Cancel” néu khong Iuu cac thong tin nay.

+ Room: Ban lua chon buéng cho théng tin x€p phong. Ban ¢6 thé lua chon
phong tir danh sdch budng. Néu lya chon "Update Price automatically” duge -
chon, mdi khi ban chon mot budng thong tin gid buéng s€ duge cap nhéap tuong
img v6i mbi phong lua chon, ban cling ¢6 thé cap nhip cic thong tin nay bing
tay bing cdch 4n vio nit “Update Price”.Néu budng nay da duoc sir dung
trong thdi Iya chon mot thong bdo s& xuat hién théng bdo cho ban thong tin
khach da su dung phong nay.

2. User Defined Fields: - Tai day ban c6 thé dua vao thong tin clia ngudi sit dung

3. Description: Ban dua thém vé céc thong tin mé ta.

Sau khi cap nhap théng tin ban 4n niit “OK” d€ huu thong tin.

3.2. Sira thong tin xép phong (Edit CheckIn) cho khach

Trong trudng hop ban mudn sita thong tin x&p budng ban lua chon thong
tin can sira va nhan vao nit “Change/CheckOut Selected” mot form thong tin
xuat hién v6i 3 phan lua chon:

504



Tyew 0 Rcenono L etk i Almam e 00 Ooasa

Pram PVIE |t =l
e chance ey o leg Dode. 071030 =] e 1114
Horw jratus; [ [ 30 % fhps [being Pre]

: Fitse: foAlOuses Crlvibade 1 Bioam
¥ A ia Floelngds Fifloemet (¥ Cimehadin

PATEAPAEENE 1o 1ee 0 tews 31 [ Hemgws [ camegms | rwimioen |

T Mowmaeiy

fudben R R

Sl e

1w |

-
e Elfme  [fcosred | )0cogse
R o Koo =
M F o P oot L Fies
= | Lo ][ %t |

I. General Data:- Bao gém cac thong tin sau:

+ Type, Status, Time Range -

1. Type bao gém hai loai: xép buéng (CheckIn)

2. Status gém hai loai: Active or Closed.

3. The time range: x4c dinh khoang thoi xép phong cho khdch. Khi cap
nhap khi khong biét khoang thdi gian khéch sir dung buéng ban c6 thé dua vao
thong tin thi gian bit déu, thdi gian két thic ban c6 thé khong cin cap nhap.

+ Billing Information: M&i thong tin x&p budng s& c6 mot hod don twong
tng nhu gid budng, gid dién thoai ... Néu lua chon "Generate / Change bill
detail” dugc lya chon, thong tin hod don s@ dp dung cho thong tin xép budng
hién tai, tai day gid budng ctia khéch san s& duoc tw dong cap nhap, cdc thong
tin gid cudc dién thoai, phi dich vu tai buéng ban phai cap nhap béng tay.

+ Guest - Tai day ban dua vao thong tin khach hang x&p buéng cho budng
duge lya chon. Néu khach di ¢6 trong co s di liéu ban c6 thé lva chon tir danh
sdch, néu khdch khong c6 trong co s dit liéu ban c6 thé thém thong tin khéach
bang céch 4n nit “New GuestError! Bookmark not defined.”. Néu ban muén
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sira thong tin khach ban ciing c6 thé lya chon niit “Edit Personal Data ”.form
thong tin khéch hang xu4t hién ban dwa vao thong tin can thiét roi &n “OK” aé
luru thong tin hodc &n nit “Cancel” néu khong luu céc thong tin nay.

+ Room: Ban lua chon budng cho thong tin xép budng. Ban c6 thé lya chon
budng tir danh sach buéng. Néu lya chon "Update Price automatically" duoc
chon, méi khi ban chon mot phong théng tin gi4 phong s& duge cap nhép tuong
ting véi mdi budng lua chon, ban cling ¢6 thé cap nhap céc thong tin nay bang
tay bing céch 4n vao nit “Update Price”.Néu budng nay da dugc st dung
trong thdi gian lya chon mot thong bdo s& xudt hién théng bdo cho ban thong
tin khach da sir dung budng nay.

2. User Defined Fields: Tai day ban c6 thé dua vao thong tin ciia ngudi str dung

3. Description: Ban dwa thém vé céc thong tin mo ta.

Sau khi cap nhap thong tin ban &n ndt “OK” d€ luu thong tin.

3.3. Xo4 thong tin xép phong

Trong trudng hgp ban muén xod thong tin x€p buéng, ban lya chon thong
tin c4n xo4 réi 4n nit “Delete”

3.4. Thém/Sita xép budng (New / Edit Group CheckIn) cho doan khach

Toma [0 Redarimn [ Sisan B T R
Foam 30 WU0E _1-J [T _'_]

[ Dot schonce Miocd  Adiem e | S11GTE o] Billowos (TITH
Toct e M’ USE T TR0 N P [estia] LD

D 5 MDasts Cordvibads O
Elmuoes [ TRomwst |10kt i 2o L i
Bawwe _ '} A | _ ﬁ’-l[ u—l-__-_jf Wzﬂfhl{ Bk Parrerad deta |

F o e bl (0L, 7 e s Mems bas

506



Tai day ban ¢ the cap nhap slra thong tin datbudng cho mét doan khach.
Trong trudng hgp ban muén Thém/sita théng tin dat buéng, form théng tin xuat
hién v6i 3 phén lya chon:

1. General Data: Bao gbém céc thong tin sau:

+ Type, Status, Time Range

® Type bao gém hai loai: Reservation

* Status gém hai loai: Active or Closed

* The time range: x4c dinh khoang thoi gian dat bubng cho khdch. Khi cap
nhap khi khong bi€t khoang thés gian khach sir dung budng ban cé thé dua vao
thong tin thoi gian bt ddu, thei gian ket thic ban 6 thé khéng cdn cap nhap.

+ Billing Information: Méi thong tin dat budng s& ¢6 mot hod don tuong
‘g nhur gid buéng, gid dién thoai ... Néu lua chon "Generate / Change bill
detail” dugc lira chon, théng tin hod don s& ap dung cho thong tin dat bubng
hién tai,tai day gid budng cia khich san s& duge tu dong cap nhap, cdc thong
tin gid cude dién thoai, phi dich vu tai budng ban phai cap nhap bing tay.

+ Guest: Tai day ban dua vao théng tin khdch hang dat budng cho bubng
duge lya chon. Néu khich da c6 trong co s& dif liéu ban ¢ thé Irra chon tir danh
sach, n€u khdch khong c6 trong co s& dit liéu ban c6 thé them thong tin khdch
bang céch an mit “New Guest Error! Bookmark not defined.”. Néu ban muén
stta théng tin khdch ban ciing c6 thé Ira chon niit “Edit Personal Data * form
théng tin khéch hang xu4t hién ban dua vao théng tin c4n thiét réi 4n “OK" dé
lwu thong tin hodc 4n nit “Cancel” néu khéng Iwu cdc thong tin nay.

+ Room: Ban c6 thé c4p nhap danh phong tir list bing c4ch 4n nit “New
Room”. D¢ loai bd cic budng tir danh sdch ban lva chon buéng tir danh séch
sau d6 4n nit “Delete Room”. Néu lua chon "Update Price automatically”
duge chon, mdi khi ban chon budng, gid cta budng s& duge cap nhap theo gia
cua budng duge lya chon, ban cfing ¢6 thé cap nhap c4c thong tin ndy bang tay
bang céch an vao niit “Update Price”.Néu budng nay di duge sl dung trong
thai lya chon mét thong bio s& xuat hién thong bdo cho ban thong tin khédch da
str dung budng nay.

2. User Defined Fields: Tai day ban c6 thé dua vio théng tin clia ngudi sir dung,

3. Description: Ban dua thém vé c4c thong tin mé ta.
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4. Chirc nang quan li thong tin khach

4.1. Chitc nang quan li khach luu tri, di ving tra buong (Front Desk)

Chitc nang nay cho phép ban quan 1y toan bo buéng trong khach san thong
qua giao dién dé hoa. Thong qua giao dién quan 1y nay ban cling c6 thé thém
vao thong tin dat budng, check in hodc cac sy kién khéc lién quan, ban cling co
thé xem thong tin vé viéc sir dung budng trudc day.

Fone Dol Dl b
ki, Fmaaroach 1 138 1a 1= low 212 17 g 2@ I I s
A O e — — E 3 I ‘ n, ] 1 ; J % ‘ i l
X Oteeen |_Poen | v - " = mu}
2 y € y EN A2y
Iiess M1 o mamwa . M ¥ I i‘ J _i
0 5 " | J .
1 i
[3 Oy vl | LW gt rA 188 j L 22 L% g 250 l
3 . )
¥ wikd §i a | N
» 12 2 g oex cin Bg7o ) Ia HIDG | H1OS
P N S D
M, §agod :
Hrasee 113 3 119 l :.uj 150 I 5 | E 205 l 21 i m i J FF 1
e H !
a8 2&9 l.‘.i:l §é‘.ﬁl- l!.:ﬂ lE#ZJMI iw jmm_i
p—— va - i

Trén giao dién quan 1y mi phong trong khach san dugc biéu dién bsi mot
hinh chit nhat gédm cac thong tin nhur sau:

1.25 t 1.43 1.52 2.0
o . I X
-

New Reserwvation
262 1
| New CheckIn .

e MNew Room Event por
Room History

Update Room

- - g .
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- Tén buong (Room Name): Hién thi tén budng trong khach san, théng tin
tén budng nay s& hién thi khi ban lya chon “Show Room Name” trong phéin
thi€t lap tham s6 (System Setting).

- Ki€u phong (Room Type): Phén phia trén ciia hinh chit nhat chita phén
tén budng (Room Name) c6 mau tuwong ing v6i ki€u buéng dugc xac dinh
trong phén danh sich kiéu buéng (Room Type) nam bén tay trai ctia giao dién
quan ly. _

- Trang thai phong hién tai (Current State of the room): Phan dudi cla
hinh chif nhat chita cac hinh anh biéu dién trang thai ciia budng.

~ + Néu khéng c6 hinh anh (No picture) - Buéng & trang thdi tréng

+ Hinh é4nh - - Buéng & trang thai duoc dat '

+ Hinh 4nh o - Buéng & trang thai duoc khach sir dung.

+Hinh dnh * - Bu6ng dang duoc sir dung véi muc dich khéc.

Néu ban lua chon biéu tuong clia mot buéng va nhin chuot phai mot menu
xudt hién gém céc chic nang: _

® New Reservation: Cho phép ban dat buéng cho buéng di Iwa chon.

® New Check In: Cho phép ban check in cho budng da lua chon.

* New Room Event: Cho phép ban thém cic thong tin su kién lién quan
dén budng da lva chon. '

* Room History: Hién thi thong tin sir dung buéng ciia buéng da lua chon.

® Update Room: Khi ban chon chic nang nay buéng dugc lya chon s&
duoc update lai thong tin. :

Khach hang (Guest)
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Mbi khi ban 4n nit New Guest, New Group hoic Edit Personal Data
trong chitc nang Guests, form Insert / Edit Guests s€ xuét hién. Tai day ban c6
thé dua vao thong tin ¢4 nhan cta khach hang, ban ciing c6 thé dua vao mot s
thong trudng thong tin c4 nhan(User Defined Fields) hoac mot s6 ghi chi néu
thdy can thiét.

Mot khéch hang s& coi nhu mot nhém khéch hang néu lua chon Group
duoc chon, trong trudng hop nay ban c6 thé dua vao thong tin tén nhém.

Ban nhap vao cdc théng tin cén thiét roi an nit “OK” dé luu dir liéu vao co
s& dit liéu hoidc “Cancel” dé huy bo.
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4.2. Quan li giri nhan tin nhan cho khach hang (Message)

Khi ban 4n vao nit New Message hoic Edit Selected trong chiic nang
Guests, form Insert / Edit Message s& xuat hién. Tai day ban c6 thé thém thong
b4o cho khéich hang hodc thay déi thong bédo do.
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b rniliotel Manages - 1.3,21

i

" - fr——
| _Message Status:

|| Employes Arh, Npupsn Lan

|| Guest

|| oate of hagpering: a/872008
|| Pecokved hom
! Recared though

Mot théng bdo bao gém:

* Guest Message: Thong bdo ctia mot ngudi nao dé nhin cho khach hang.

e Internal Message: Thong bdo gifta cdc nhan vién véi nhau

* Special Event: Céc théng bdo dic biét nhu ngay sinh nhat clia khéch hang.

Trang thdi cia thong bdo s& xdc dinh thong béo ndy 1a thong bdo méi hay
thong bdo dugc chuyén dén khéch hang can loai bd vi mot 1y do nao dé.




Messages - Loi nhin nhin (Messages) dugc dung dé€ nhac nhd céc nhi¢m
vu cén phai dugc thuc hién, day 1a cach dé thong tin gifta cdc nhan vién
thuoc cdc ca khac nhau. C6 3 loai 18i nhan:

- Loi nhan cha khich (Guest Message) - mot tin nhén cta ai d6 dé chuyén
t6i mot ngudi khach cta ban.

- Loi nhin noi b (Internal Message) - mot tin nhan cua mot nhan vién
cho mot nhan vién khac.

- Su kién dac biét (Special Event) - mot su kién cin phai ghi nhé (vi du
nhu ngay sinh nhat cia mot vi khéch déc biét). '

- D€ tao mot 101 nhian méi, ban nhin vao nit “New Message”

- Pé soan mot 15i nhén, trude tién ban phai chon 161 nhén d6 tir danh sach,
sau d6 nhan nit “Edit Selected”.

- Pé xo4 mot 11 nhén, trude tién ban phai chon 16i nhén dé tir danh sach,
sau d6 nhan niit “Delete Selected”.

- P& in mot 161 nhén, trudc tién ban phai chon 16i nhén dé tir danh sich, sau
d6 nhan nit “Report”.0 phan trén clia mot trang 15i nhén 1a danh séch céc loi
nhén. & phia dudi hién thi cdc thong tin chi tiét vé 101 nhian dugc chon, & muc
Detail, va céc tuy chon chon loc ciia danh sdch, & muc Option.
| Details | Options | |

RecodType:  Curent Status:

| <A1I Types> ‘VI |Achve ~ |

EI Date of registering: { €/ 0620l 4 il

I - [v] Date of happenmg 1 53’5&5004- \:1

{  Employee: <AII Emplnyees}
;! P g B S - S———

1 Guest: <AI| Guests>

Muc Option c6 thé rat hitu dung, vi cho phép ban chi hlén thi nhitng 10i
nhin ma ban quan tam, ma khong cén phai tim ki€m chung trong s6 hang tram
1&i nhin. Ban c6 thé loc céc 10 nhén theo:

e Loai (Ldi nhén clia khach, 15i nhan noi bo, sy kién déc biét)
e Tinh trang 10i nhan (hoat dong - active, da xudt hién - happened, huy bo -
cancelled)
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* Ngay ma 18i nhan duoc dang ky trong co s& dir liéu (vi du xem tat ca cdc
16 nhan duoc dang ky ngy hom qua, hoac tudn trudc)

* Ngay ma 16i nhén s& xuat hién (chuyén cho khéch) (vi du xem t4t c4c cic
16 nhan cén gl cho khéch trong ngay hom nay)

® Nhan vién duoc Iuu céc 16 nhén (vi du tat cdc céc 10i nhin duoc lvu cho ban)

* Khach dugc lwu tin nhén (vi du t4t ca c4c tin nhin duoc Iru cho khich XY)

Vi du néu ban muén xem t4t ca céc tin nhin hoat dong cdn duoc giri cho
khédch XY trong ngay hom nay, ban s€ phdi dat cdc tuy chon loc sau (coi nhu
ngay hién tai a 5/26/2004).

| Details | Options |
| Record Type: ‘ Current Status:
J| I Guest Message v ] L.é-.ctive j V]

[JDate of registering: L‘.:l-T.'..'I:'-.-'Q‘_i:'_lsl I F_rhu ’ I
Date of happening: | 5/26/2004 | [ 5/26/2004 w|

Employee: EAII Employees> Eﬂ [] Show ex-E mployees

Guest: @F___.,_ R e _____.._@

Thém / Sira mot 16i nhin

Tai day ban c6 thé dat cac chi tiét chia 10i nhén. Khung nay xuét hién néu
ban nhén nit “New Message* hoic niit "Edit Selected” & trang Message. V6i
méi tin nhén, ban ¢6 thé Ivu

* Loai 10i nhan: clia khach, 15i nhin noi bo hodc sur kién dac biét.

 Nhan vién c4n phai quan tam dén 18i nhén nay

» Khiéch s& nhan 16i nhin

» Ngay 10i nhéan s& xay ra

¢ Trang thdi ctia 16i nhan: Hoat dong, Pa Xuat hién, Huy bo

* Nhan tir: ai d€ lai 13 nhan & khach san.

» Qua phuong tién gi: cdch ma 16i nhén t6i (qua dién thoai, cd nhan...)

» Ban théan 181 nhan

|
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5. Chirc nang quan li buéng (Room)

Chitc nang nay cho phép ban quan 1y toan bo budng ctia khéch san.
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« D@ théem buéng trong khach san ban an nit “New Room”

« Dé thay déi thong tin phong ban lua chon budng cin thay ddi roi n nit
“Edit Selected”

« Dé xo4 thong ti budng ban lua chon bubng cin xo4 roi nhan nit “Delete
Selected”, thong bdo yéu cdu xdc nhan xod xuat hién, ban nhan nit “Yes”,
thong tin budng nay s& bi xod khoi co so dir liéu.

« Dé nhap mot su kién(Event) cho budng ban lya chon budng cin thém
thong tin su kién réi an nit “New Event”.

« DE sira/xo4 thong tin su kién cla budng, ban lua chon buéng cin
sira/xo4 roi nhan niit “Edit Selected”/"Delete Selected”
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£Raoms | Room Types |

[P Fiee ¥ Reserved [¥ Dcoupied +i Reserved g Ocoupied N Other event
Floomiype ]<Allrmmlmes> _v_J New Room Edt Selected | Dielete Swacted * Repor
Hoom £ Type Floos
~ F P10l
P02 Double 1 = sngh
P03 Double 1 100
P201 sngle 2 1100 |
P202 single 2

Histoey - List | History - Graphic |

Fr ¥ Until Guest Hece
8/ 184942005 Ha, Nguyen Has Checl valion
71/2005 T/272005 dung, dao viet Check In / Reservation

Thém/stra thong tin budng (Insert /Edit Room)

Néu ban nhan niit “New Event” hoac “Edit Selected” tir chiic nang Room,
ban c6 thé thém méi hodc sira thong tin da lva chon, d6i véi budéng ban nhap
vao thong tin tén (Name) budng, ting (floor) va kiéu buéng.

Insert / Edit Room

Mama/Mumber: || | Floor: | i

Room Type: . it E] 1

(7o) (ewer)

Thém / sira thong tin su kién lién quan dén buéng (Insert/ Edit Room
Event)

Budng trong khach san c6 thé duge dat truée hodc khach dang sir dung tuy
nhién buéng nay c6 duge st dung véi muc dich khdc nhu sira chita, cai tao ...
toan bo nhimg sy kién lién quan dén budng dugc quan 1y trong chitc nang
Room, tai d6 ban c6 thé thém/stra/xo4 céc sy kién lién quan dén budng. Khi
form cap nhép su kién xuat hién ban c6 thé thém ngay bit ddu va ngay két thic
cho cédc sur kién va tén cua su kién dé.

Kiéu buéng (Room Type)

Room Event

31 i 5/26/2004) _v__] Untit: | L.I

Event:

[ o 0K I[xCancell
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~ Ban c6 thé x4c dinh mot s6 kiéu budng xéc dinh nhu buéng don “Single”,
budng d6i “Double” .... Vi vay khi thém buéng méi, ban 1dy thong tin kiéu
budng tir danh sach kiéu budng da dinh nghia sdn. Thong tin kiéu budng nay
ciing dugc hién thi trong chitc nang Front Desk

Flooms Room Types |

Edk Selected | Delete Sefecied ] ~! Repott |

conk, Beds i o+ Puce Tax X o Tan Value Gross Prict
300,00 10.00 3000
3 12000 1000 1200
210,00 1000 20
2 100.00 10,00

1000

Kiéu buéng c6 céc thudc tinh sau:

e NAME: Tén cla kiéu budng

e COST: Gi4 ciia buéng d6 tinh theo ngay, ban c6 thé nhap vao cic thong
tin nhu gi4 chua thu€ (net value), % thu€ tir d6 chuong trinh s& tinh ra gia tri
thué v tdng s6 tién. D& tranh tinh trang méi 14n nhap lai phai xdc dinh lai gid
tri thué, ban thiét 1ap gi4 tri ndy trong phén thiét lap tham s6 hé théng System
Setting.

e Number of beds: S& luong giudng trong budng.

e COLOR: Mau dé hién thi kiéu buéng trong phén chifc nang Front Desk
page. Sir dung m&i mau cho mdi ki€u buéng cho phép ban nhanh chéng quan
sat duoc céc kiéu budng khéc nhau trong khéch san.

Bedcoolers
B TN N
- R
- - - | & B P gt A P
: Qﬁﬁﬁe..[_:“f‘ﬁ om Colars >> | ColorlSalid Lum: Fﬁ Blye: IE.—
el w il Sl = Add to Custom Colors |
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Dé thém kiéu buéng ban 4n niit “New Room Type”, form “Insert / Edit
Room Types” xudt hién, tai day ban c6 thé dua vio thong tin thudc tinh cta
ki€u buéng, x4c dinh mau twong tng cho kiéu bubng d6.

D¢ sira thong tin kiéu buéng, ban lua chon kiéu budng tir danh sach sau d6 4n
nut “Edit selected”,form thong tin sita chita xut hién ban dua vao c4c thong
tin cén stra chira.

Dé xoi kiéu budng ban Iua chon kiéu budng can xo04 tir danh sach réi 4n nuit
“Delete Selected” Thong béo xac nhan yéu cdu xo4 xudt hién néu ban 4n
“Yes” ki€u buéng nay s& bi xo4. Tuy nhién cén lwu y rang ban khong thé xo4
ki€u budng dang duoc sir dung.

Néu ban muén in bio céo vé kiéu bubng ban &n nit “Report”

Insert / edit Heom lypes

Fioam Type: | HIFIETED & : ik il
Foom Ceat NETTO} | 18000 use Taw | 1900 %
Foom Ceed [ERUTTO) | _ | ]?B.'Ei:l_ Use Tak | EBEI'J Use
Phuarvber ol beed s l 1 Cobor -

Flamarks:

Ffdzedy

6.Chitc nang thanh toan (Accounting)

Chifc néng thanh toan (accouting) cho phép ban sita chita théng s6 cdc hoa
don ty dong ciing nhu thém cac ho4 don.
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O phia bén tréi clia cira s6 hién thi danh sdch céc hod don dang ton tai, ban
c6 thé loc céc thong tin hién thi bang lua chon trong phén Filter Billing

«  All bills - Hién thi toan bo cc hod don.

« Today - Hién thi hoé don trong ngay hi¢n tai.

« Current Month - Hién thi hod don trong thang hién tai

« Current Year - Hién thi hoa don trong nam hién tai.

« Between - Ban dua vao khoang thdi gian lua chon hién thi hod don.

« After - Hién thi hod don sau thoi gian nay.

« Before - Hién thi hod don trudc thoi gian nay.

MB&i khi ban lua chon phan hién thi thong tin hod don ban lua chon nit
"Refresh List" dé cap nhap lai thong tin hién thi.

Thém /stra /x0a hoa don

Insert / Edit Bill I R X

Billing Date: |1/ 1/ 00 Bill Number: r J

Customer
Name: [Nouyen Hong Sac Select Guest

Addiess
Street and number

Iﬁ Hoang Dieu
Postcode / ZIP L ocality

State . Country

[Fox | % cance |
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Dé thém hod don,ban 4n nit “New” nim & phén phia duéi clia danh sich
hod don. Cira s6 Insert/Edit ho4 don xuat hién, s6 hod don s& tu dong cap nhap
nhung ban ciing c6 thé thay ddi s6 hod don nay.

DE sira chita thong tin hoé don, ban lua chon hod don tir danh sdch réi 4n
nut “Edit”, ban cap nhap lai c4c thong tin va &n niit “OK” dé cap nhap lai hoac
an nit “Cancel” dé huy viéc cap nhap.Dé xo4 thong tin hod don, ban lua chon
hod don tir danh s4ch va an nit “Delete” dé xo4 ho4 don.

O phén bén phai clia man hinh, ban c6 thong tin chi ti€t hod don ban Iua
chon, méi hod don bao gém nhiéu thong tin lién quan. D€ cap nhap thong tin
cho hod don di lua chon ban &n nit “New detail”, mot form nhap liéu xuat
hién ban nhap vao théng tin Quantity, Unit Price, tax Value (%) va Subject, gi4
tri thu€ (tax) s& duoc tu dong cap nhap véi gid tri mac dinh duoc thiét lap trong
phan System Setting. D€ sita hodc xo4 thong tin hod don ban lya chon niit
“Edit” hoac “Delete*‘twong tng.

Insert / Edit Billdetail

Luantiby: Im
Unitprice [ret]: I 100.00 Tax: I -1.00 %

Unitprice [gross) I 99.00
Total value (net/gross): , 0.00 /0.00
Tax value [unit/tatal): I -1.00 /0.00
Description: o

Hotel cost (8/9/2005 - 8/9/2005)

[ o 0K | xr:ance||

Xac dinh gia tri thué mac dinh (Specifying default tax value):
Trong phéan System Setting ban c6 thé xéc dinh gia tri thu€ (tax value) mic
dinh, gid tri nay s& 1a gid tri mac dinh trong cdc hod don. Khi ban 4n niit
“Change System Settings” mot cira s8 cap nhép dir liéu xudt hién ban nhap vao
gid tri thu€ méc dinh (tax value), dé luu gi4 tri mac dinh nay ban 4n “OK”, ban
s€ dugc hoi gid tri mac dinh ndy ¢6 4p dung cho méi phong, néu ban &n niit
“Yes”, toan bo di liéu s& dugc tw dong cap nhép nhu vay ban s& khong phai
thay doi gid tri ndy cho timg budng.
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System Settings [Zl
Autorefresh over Network

Curiency: IUSD Tax value: ! T 1s00) %
BII fOOtEI. i___" e St bl ta— R —————— e ...._I
1
i
Bill number: - o . ] Second part of Bill number will be autormatically

il incremented for each new bill

~ —  On the "Front Desk” page, the rooms from one floot are displayed in the
Cols/Floor: 5| umber of columns specified here

] Show Rooms Name on Fron Desk page

Room History Colors: ~ reservation | checkin .| otherevent |
fohick the calor to charge it]
£ Help \ [TF ok ][ 3% concel |

Xac dinh gia ctia loai budng (Specifying the cost of a room type)

Khi ban thiét 1ap gi cho timg loai buéng ban dua vao cdc thong tin vé gid
/ngay (net price /day) va % thué, néu gid tri % thu€ nay da dugc xdc dinh trong
phén System Setting, gid tri nay s€ dugc dp dung cho kiéu buéng mdi nay, tuy
nhién ban ciing c6 thé thay déi gid tri nay bang tay.

Khi ban thiét 1ap gid phong (net price) va % thué€ cho mot loai buéng,
chuong trinh s& hién thi gid tdng (gross value) va % thu€ dp dung.

Insert / edit Room Types

Room Type: |TesRoom Type GRS |

Room Cost (NETTO} ~ 100.00|usD Tax [ 16.00] %
Room CostBRUTTOY[  11600|UsD Tax | 16.00] USD
Number of b.eds: [ . . Color: - )

Remarks

i
i

E)Help [ {DKJ[annﬂ]
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7. Chirc néng Bao cao / Théng ké
Trang béo c4o: Tai day ban c6 thé bat dAu tit ca cc bio cdo trong chuong trinh
Trang thong ké: Hién thi cc thong tin thong ké budng va khach

Trang bao c4o:

C6 nhiéu bdo cdo trén toin ing dung. D€ ban c6 thé truy cap nhanh téi
nhimg béo cdo ndy, bén canh c4c bdo cdo & chc trang xdc dinh, ching s& duoc
nhém lai & day, trén trang nay.

Ban c6 thé xem truéc mot béo c4o bang cach nhdy chuot vao tén bio cso.

P mitotet Manager - 1,210,
S.8.F L 2 s o4 O

Frort Desh Arore Ouerts  Nenmepss  Ervelosesc Setirygs ‘Sw::cs Help

Lack on t*m ravrs of ' e e cwped b g men #

Laseeta [imun o raiabedd ssgents|

“s el g2t kit of puevs
o Mestayes kit of vessiges renanmd by [ TS
Hananmeent ooz freasndiepi: Checten bdng epdomar)
T b aepud Ltif ibetdas womwtdive
Tl e bitof ol Mrmact b ivac e derrmed et
T Bl repad [Flousss) bt Tl B a¥e tvms e B! s el Qoged ¥ s
T mphogent ispoet ket of wpmdamss

Fpsms e i ed weats]

*. Boon Types sepaits bt o o bpsen of rogey
s Hooms repect LEE BT

o veor
Thong ké

Hién thi céc thong tin théng ke va phong va khach
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8. Chirc ning quan li danh sach tai san (Inventory / Categories)

Chitc nang nay cho phép ban phéan loai kiém ké hodc quan ly danh sdch
toan bo tai san

Phan loai (Categories)

Inventory / Categories I Inventory Ledger l

Inventory categories tree

- lis
Arhicle [ate ¥ {Cunient guanhity

= 4 DQuan ly thiet bi rong khach san uong doi
i Banghe Givong don
4 Dieu hoa khong khi

s

4 Tivi

/2005

8/9/2005 3L
¢ Tulanh

Total pieces: 13.00 Total value:

™ Hide articles with Quanbty = 0 )
New Atticle | Edit SebctedJ Delets Selected | Update Selected Aticle _|

Avticle History | Aricle detais |
[ nhiy reason ii |Date ¥ |(uantity IN ;lluanmy our
- | 10.00

Initialy recorded values

Ban c6 thé phan chia ti san thanh nhiéu loai nhu giudng, td, ban, ghé v.v.
trong mdi loai ban ¢ thé phan loai nho hon theo m6 hinh cay. Pé tao méi mot
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phan loai chinh ban nhan vao nit “New master”, mot clra s6 nhap liéu xuat
hién ban nhap vao tén phan loai réi nhan nit “OK” dé€ lwu phan loai nay hoac
nhdn nit “Cancel” dé huy bo. Dé tao phan loai con clia phan loai chinh ban
nhdn nit “New Subnode” cira sé nhap liéu xuat hién ban nhap vio tén cia
phan loai con, sau d6 an nit “OK” dé luu hodc nhan nit “Cancel” dé huy bé.

Inventory categories tree

= # Quan ly thiet bi trong khach san
4 Ban ghe
“# Dieu hoa khong khi
7 Gisons)
4 Tivi
4 Tulanh

New Master | New Subnode I “ Catgories

Edit | Delete I ' Inventory I __l

| &

Dé sira cdc phan loai, trudc tién ban lua chon phan loai cén sira sau dé nhan
nut “Edit” clta s6 sira thong tin xuét hién, ban sira thong tin phan loai réi an niit
“OK?” d€ Iuu thong tin hoac nhan nit “Cancel” dé huy bo.

Dé xo4 phan loai, ban lua chon phan loai cAn x04 réi nhin ndt “Delete”,
th(‘)ﬁg bdo yéu cdu xdc nhin xod xuat hién ban nhan nit “Yes” dé xo4 hoac
nhan niit “No” dé huy bo.
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Pé md toan bo cay phan loai ban nhan nut _, dé d6ng toan bd ban nhin
nit '

Muc thong tin (Articles)

O phén beén trdi cta cira sé hién thi muc théng tin cia phan loai lua chon.
Pé thém mot muc ban lua chon phan loai tuong ing, réi an nit “New article”,
form nhap liéu xuét hién ban nhap vao thong tin cdn thi€t roéi 4n nit “OK” daé
luu thong tin hodc niit “Cancel” dé€ huy.

Article \ Date _{I[Euuenl quantity . Employes
|gs9/2005 | 10.00 | SUPERVISOR

Giuong don 8/9/2005 300 SUPERVISOR

Total pieces: 13.00 Total value:
[~ Hide articles with Quantity =0
New Article J Edit Selected I Delote Selected | Update Selected Article 1

Attcle History | Aricle details |

Entry reason D ate ¥ [Quantty IN __|Quantity oul |Employes

P& sira thong tin muc, trude tién ban Iuya chon muyc cén sira chita sau dé an
nit “Edit Selected”, ban nhap vao céc théng tin cin thiét réi 4n mit “OK” dé
Jwu thong tin hoac 4n it “Cancel” dé huy bo

Pé xo4 thong tin muc, ban lya chon muc cén xod sau d6 an nit “Delete
Selected”, mot thong bdo xudt hién yéu cdu ban xac nhan x04, dé xoa thong tin
ban 4n “Yes”, dé huy bo ban 4n nit “No”.

Phia dudi cta muc 1a toan bo thong tin lién dén myc dugc lua chon duge
Iuu lai. Vi du ban ddu ban mua nam céi gh€, nhung sau 15 ngay ban 1am hong
mot cdi, vay con lai bon céi co thé sir dung dugc, nhu vay ban lwu lai toan bo
thong tin thay déi nay vao muc lua chon dé dé dang theo ddi va quan ly tai san.
Pé Iwu thong tin thay ddi ndy ban lua chon muc cén thay déi réi 4n nit
“Update Selected Article”, form cap nhap dif liéu xudt hién ban nhép lai cic
thong tin s8 lugng, kiéu cia méi muc:
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* IN - thém vao s6 lugng di tén tai
« OUT - b6t tir s6 lugng di tén tai
S. Inventory ledger

Chirc nang nay cho phép .bf_iI'l xem toan by muc thong tin khéng theo phéan
loai. Trong danh séch phan loai ban c6 thé xem thong tin thay ddi chi tiét cta
muc lua chon.
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9. Quan li nhan vién(Employees)

Chiic nang Employees 13 noi ma ban quéan 1y cdc nhan vién cia ban, cédc
dir liéu cd nhan va 10i nhan cia ho.
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W mitotel Manager - 1.3.21

v " — - . A ol =
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Front Deskx  Accounting  Rooms Irventory Guests  Messages  Employess  Seflings Feparts Marregh Help
- T e T
[Dong. Dang Ten 2
& Actve smployees Ganeral Data INI!!I;HI
" Lelt emgloyees - = |
n
Al emplopees - D.a. o D.Ol'l.g -
Personal
6131967 1
2 M Marned
Otfice
g QMO0 Ut o g
Phots " .
waians ik bl
Nildress
T 14 Mguyaen Khuyen
Wigtnam
Chitk the image o change i [ARTTH] ST 4
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Hemarks
R4 |
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« Dé tao méi mot nhan vién, ban phai nhin niit “New Employee”

« D& thay ddi dit lieu cia mot nhan vién da c6, trude tién ban phai chon tir
trong danh sdch, sau d6 nhin nit “Edit Personal Data”.

. D& dat/thay déi mat ma cta nhan vién dugc chon, ban phai nhat nit
“Password”

« D@ dat/thay déi tén tai khoan (username) ctia nhan vién dugc chon, ban
phai nhat nit Username

« Chd y! Mot nhan vién c6 thé truy cap va lam viéc trong ing dung chi
khi ho c6 mot tén tai khoan va mat ma da duge dinh nghia.

« Mat khiu c6 phan biét chit hoa, chir thuong!

. D¢ dat / thay déi anh ctia nhan vién dugc chon, ban phéi nhan nit “Edit
Picture”

« Dé in mot ban bdo cdo vé nhan vién dugc chon, ban phai nhdn nit
“Report”. Form “The Employee Report” s& xuat hién. Cich stt dung quan ly
giao dién ngudi diing clia bdo cdo xin doc phén “Report User Interface”.

« Dé théem mot 18i nhdn méi cho nhan vién da chon, ban phai dén trang
Loi nhian (Message) va nhén nit “New Message”.
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» D€ soan thiao mot 16i nhin ¢6 sdn, ban phai chon né tir trong danh sach,
sau dé nhan niit “Edit Selected”

« Dé xod mot 15i nhén c6 sin, ban phai chon né tir trong danh sich, sau
d6 nhén nit “Delete”. Ban s& dugc hoi liéu ban ¢ chic chian muén xo4 1o
nhén duoc chon khong. Tra 18i “Yes”, 16 nhin s& dugc xo0d trong co sé dit liéu.

O phia bén trdi cia trang ndy, danh sich cdc nhan vién dugc luu s& xuat
hién. Ban c6 thé chon loai nhan vién ma ban muén nhin trong danh sich bang
cach chon cdc muc thich hop tir c4c niit bAm trong danh sach:

- Nhan vién hoat dong (Active Employees): trong danh sdch s& chi xuit
hién cc nhén vién hién dang duoc thué.

- Nhan vién cii (Ex Employees): trong danh sdch s& chi hién c4c nhan vién
da roi khéch san ctia ban

- Tat ca nhan vién (All Employees): trong danh sdch s& xuat hién tat céc
nhan vién dang 1am viéc hoic da tirng lam viéc.

Fird
|Employee, Test

(¥ Active employees
(O Left employees
(O all employees

]IErnplnyeers .

Ban c6 thé dé dang tim mot nhan vién trong danh sich, bang cdch gé mot
phan ctia tén anh ta/chj ta vao hop thoai mau xanh nhat trén danh sach, va nhan
phim ENTER. Trong danh sach, ban ghi dau tién hop véi chudi duoc nhap vao
s€ dugc chon. Vi du, néu ban g& chudi ‘blu’, va nhén phim ENTER, trong danh
sach s& chon nhan vién dau tién ¢6 tén bit dau bing chubi ‘blu’.

Mot cich khic dé tim mot nhan vién 1a tap trung vao danh sdch (nhap
chudt vao né) va gé tén. Sau méi ky tu duoc g0, chuong trinh s& nhé chuébi dé
va chon ra nhan vién thich hop.
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@ phia bén phai chia trang nay, ban c6 thé nhin thdy thong tin chi tiét vé
nhan vién duoc chon. K& bén céc thong tin dugc dinh nghia tir truéc (ngay sinh,
ton gi4o, tinh trang hon nhan, dia chi, thong tin lién hé,...) ban cling c6 vai
trudong ngudi dung t dinh nghia User Defined Fields’. Hay doc phdn huéng din
User Defined Fields d€ biét them thong tin. V6i mdi nhan vién ban c6 thé c6
thém 4 trudng kiéu ngay théng, 4 kiéu s6 nguyén, 4 kiéu s6 thuc va 4 kiéu chuéi.

() bén phai cha trang ndy, ban cling c6 thé thdy duogc céc 1di nhén cho
nhan vién duoc chon, bang céch nhén tab Messages. & day ban s& nhin thdy
danh sdch céc 10i nhin va dudi n6 1a céc thong tin chi ti€t cho 10 nhan duoc
chon. Ban c6 thé loc danh sich 16i nhan theo kiéu, trang thdi, ngay. D€ biét
thém thong tin, hdy duoc phdn Messages. N6 rit hitu ich, néu ban mu6n biét vi
du nhitng 1&i nhdn ma ban phai phat di trong ngay hom nay, hodc vai nhi¢ém vu
dac biét ban muén thuc hién. Ban chi don gian chon ban tir trong danh sach
nhan vién, loc c4c tin nhén cla ban theo ngay hom nay, vao s& cé dugce tit cic
c4c nhiém vu ciia ban cho ngay hom nay.
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Thém / Stra Nhan vién
Khi ma ban nhan nit “New Employee” hoic nit “Edit Personal Data”
trén trang Employees. Form Insert/Edit Employees s& xudt hién. Tai day ban c6

thé dat céc thong tin cd nhan clia nhan vien. Tai day ban ciing c6 thé dién vao
cac truong tu dinh nghia vé6i vai danh ddu néu can.

toaevt £ LR Lingin pws

Khi bi€u miu nay xuét hién, Di liéu c4 nhan duoc hién thi. DE chuyén

gifta cdc trang Dir liéu c4 nhan, Trudng tu dinh nghia va Dénh d4u, ban pha: str
dung cdc lién két dugc bo tri & bang mau xanh bén trai.

1. General data
2. User defined data
3. Hemarks
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Chi y réng trén cédc truong ty dinh nghia, chi nhimg truong nay c6 thé
soan thao dugc, chiing duge dit truée la duge st dung & trang Settings/User
Defined Fields.

Céc niit % nhd bén canh cic truong Tén gido - Religion va Tinh trang hon
nhan - Marital Status dugc sir dung dé tao méi Ton gido, Tinh trang hon nhan
truc tiép tir trang nay, khong cdn phai vao biéu miu Setttings. Do dé né€u ban
dang thém m&i mot nhan vién, va ban tim ra rang ton gido, tinh trang hon nhan
ctia ho chua c6 trong co s& dit liéu, ban khong phai huy bo tién trinh thém méi
d6 dé dén trang Settings, thém méi Ton gido/Tinh trang hon nhan va bat dau lai
thém m&i Nhan vién. Ban c6 thé don gian nhdy chudt vao nhitng nit nho nay
dé them méi Ton gido/ Tinh trang hon nhan, sau dé ti€p tuc.

Khi ban da két thiic nhap tat ca céc dir liéu mong mudn, nhan nit “OK” dé
lwu vao co s& dit liéu. Nhéan nit “Cancel”, tat cac cac thay d6i vira réi s€ mat.

Poi tén tai khoan - Username

Specify / change User Name

75 ) (o)

Sau khi ban nhan nit Username & trang Employees, Biéu miu nay s€ xut
hién. Tai day ban c6 thé nhap, thay déi tén tai khoan ctia mot nhan vién.

Canh b4o! Mot nhan vién c6 thé dang nhap va lam viéc trén ting dung chi khi
anh ta / co ta ¢c6 mot tén tai khoan va mat khdu dinh nghia trudc. P6i mat ma.

M&i nhan vién ¢c6 mot mat mi cho phép dang nhap vao chuong trinh. Dé
dat hodc thay déi mat khdu cho mot nhan vién, ban phai téi trang Employees,
chon nhan vién mong muén tir danh séch va nhén nit Password (& géc trén cua
trang Employees).

Old password E=| _ —|

New password ‘

Confirm password l

1

|

1

(F]) (o)
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Biéu miu Password s& xuat hi¢én. Néu ban dang nhap vao he théng véi
quyén ADMIN, ban don gian chi nhap vao mat ma cho nhan vién duoc chon,
khong cin phai nhap mat mi cii. Khi ban nhan nit “OK”, mat ma méi s& duoc
luu cho nhan vién d6. Néu ban dang nhap nhu mot nhan vién, ban phai nhap
vao mat ma cii ctia nhan vién d6 va mat ma méi. Khi ban nhan mit “OK”, néu
mat ma ci la ding thi mat ma méi sé dugc luu cho nhan vién hién thoi. Néu
nhan vién d6 chua hé c¢6 mat ma nao, ban phéi d¢ 6 Old Password tréng.
Dé thay déi mat khdu ADMIN, ban phéi t6i trang Firm Informations va nhan
nit Admin Password. Biéu miu giong nhu trén s& xuat hién, ban phai nhap vao
mat ma cti va méi, nhan OK dé luu lai, hodc nhdn niit Cancel dé huy bé.

Anh ctia nhan vién _

Khi ban nhdy nit Edit Picture trén trang Employees, bi€u miu Update
Photo s& xudt hién. Tai day ban c6 thé cap nhat lai 4nh clia nhan vién vira chon

Néu nhan vién dé di c6 anh duge luu trong co sé dir liéu, né sé& xuat hién
khi bi€u miu dyoc hién thi
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_ Ban c6 thé xod anh hién tai bing cach nhan nit Clear Photo, hoac tao mot
anh méi bang cach nhan nit Open Photo va chon file chua 4nh méi. Ban ciing
c6 thé Ivu anh hién tai ra mot file khac béng céch nhan nit Save Photo, va chon
file mu6n Iuu anh. '

Néu anh ma ban muén luu qua nho, hodc qua to, ban c6 thé thé thyc hién
vai hanh dong sau:

« Zoom In: dung dé phéng to anh

« Zoom Out: dung dé thu nho anh

« Zoom to Fit: dung dé phéng/ thu nhé anh sao cho vira véi ving hién thi

« Zoom to 100%: dung dé dua anh vé kich thudc thuc

« Reset: dung dé dat vé anh cii

Sau khi dat xong cic thong s6, ban phai nhan nit “QK” dé luu anh vao co
s& dit lieu. Nhan nit “Cancel” s€ huy bo céc thay déi vira roi

Cinh b4o! Chd ¥ rang hinh anh 16n hon 170*200 diém 4nh s& duoc tu dong
thay déi kich thudc t6i gid tri nay do 1y do t6c do va kich thude ciia co s dir lidu.

Thém/ Stra 10i nhin

Khi ban nhdy chudt vao mit New Message hodc nut Edit Selected trén
Messages tab ctia trang Employees, biéu miu Insert / Edit Message s€ xuat hién.
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Tai day ban c6 thé thém mot 131 nhén méi cho nhan vién hién dugc chon,
hoac thay déi mot 1oi nhén t6n tai. Ldi nhén c6 thé siy dung d€ nhic mét nhiém
Vi nao d6 gilta cdc nhan vién tir cdc ca tryc khdc nhau, chuyén mot 16i nhéan
cho mot ngudi khéch nao d6, nhic mot sy kién dac bigt. Mot 10 nhén ¢6 thé 1a:

- Loi nhéan cla khich (Guest Message) - mot tin nhin cla ai d6 dé chuyén
t61 moét ngudi khéch ciia ban. -

- L&i nhén néi bo (Internal Message) - mot tin nhin clia mot nhan vién cho
mot nhan vién khic.

- Sur kién dic biét (Special Event) - mot sy Kién cdn phai ghi nhé (vi du nhy
ngiy sinh nhét cia mét vi khach dic biét).

Trang thdi clia 16i nhén chi ra liéu 1&i nhin d6 13 16i nhin méi, hoac né da
dugc chuyén, hodc né bj huy bod vi 1y do nao d6

10. Thiét 1ap tham s& chuong trinh {Settting)

O phén nay ban c6 thé tim thady nhiéu trang d€ c4u hinh cho ting dung

* Error! Bookmark not defined. - Cic théng tin chung vé hang (khich
san) ctia ban, tén, dja chi...

» Error! Bookmark not defined. - Cic tuy chon khdc nhau cho phép csu
hinh ting dung theo nhu cdu clia ban '

» Error! Bookmark not defined. - Duy tri danh sich nhimg t6n gido,
tinh trang hén nhan. X '

* Error! Bookmark not defined. - Dit / Huy bo nhiing trudng i dinh nghia

Thong tin vé hang '

Thong tin chung vé hing duoc gift & trang nay: quyén sir dung, tén hing,
da chi, s6 dién thoai, dja chi email va dia chi trang web. _

Dé thay déi thong tin vé hang, ban phdi nhin ndt Change Firm
Information. Sau d6 ban ¢6 thé chon c4c gid tri mong mubn trong cira s§ s&
xudt hién. Nhan nit “OK” ban s& hr cédc théng tin d6 lai vao dit lidu.

Thiét 1ap hé théng (System Setting)

Tai day ban c6 thé chon céc tuy chon khéc nhau dé cu hinh tng dung theo
nhu cdu cua ban.

Dé thay d6i mét trong céc gis tri ndy, ban phii nhan ndt Change System
Setttings, va thyc hién nhimg thay déi cin thigt & hop thoai s& xudt hién. DE Ivu
céc thay ddi ndty lai, ban phai nhan mit “OK”,
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Net Autorefresh: Vi tng dung dugc xay dung trén kién tric Client/Server
nén viéc 1am méi (refresh) cc dir liéu qua mang 1a rat can thiét. Néu tuy chon
nay dugc dat gid tri 1a TRUE, viéc 1am méi s& dugc thuc hién ty dong, méi khi
c6 thay déi. Néu tuy chon nay dugc dat gié tri FALSE, méi khi dit liéu bi thay
d4i bdi ai d6 tir mang, ban s& nhin thdy 10i nhan

o Dvert refreshneeded! n

#

& g6 dui bén trdi cha img dung va nit © Refesh  trén thanh

cong cu cla tng dung s& néi 1én. Nhan nit nay s& 1am mdi lai dir li¢u, va ban
¢6 thé thdy duoc cdc thay doi méi nhat.

« Used Currency: chudi ky tu dat trong tuy chon nay s& xuét hién sau moi
con s6 thé hién luong tién (trong céc khung, bdo cdo...).

« Bill Footer: tai day c6 thé dat mot van ban ma n6 s& xudt hién & phia
duéi ciia mdi hod dgn dugc in ra.

« Tax Value: ban c6 thé dat mot gid tri mdc dinh cho % thu€ duoc dp
dung. Tit ca cdc hoat dong déu phat sinh thué, s& dung gié tri nay nhu gia tri
mic dinh (tuy nhién ban c6 thé thay d6i gid tri nay cho mdi ban ghi riéng biét).

« S hoa don: tuy chon nay c6 hai phén: '
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1. Phén chudi ki tr

2. Phédn s6

Phén 58 s& duoc wr déng tang cho méi hod don. Hai gid tri s& ciing biéu thj
56 hod don Bill# trén c4c hod don cia ban. Vi du néu ban mudn danh s6 hos
don clia ban riéng cho méi thang, ban c6é thé dat gia tri thif nhat = thang-nam,
va gid tri thit hai = 1. Cho théng 2 nam 2004, né sé 1a 02-2004 1. C4ch nay s&
1am cho ho4 don ctia ban ¢6 cdc s6 02-2004 - 1, 02-2004 - 2,... Sau d6, sau mbi
thdng ban s€ phai diit lai gi4 tri thit hai vé 1.

* Row of rooms / Floors: Trong trang Front Desk, ban c6 mdt mo ta do
hoa v& cdc budng ctia ban. Nhing gid tri nay biéu thi ¢6 bao nhiéu budng dugc
hién thi trén mot dong ngang.

* Show Room Name: néu gi4 trj nay duge dat 1a YES, tén cha cdc buéng
s& duoc hién thj trén trang Front Desk, nguoc lai thi khéng duoc hién thi.

+ Room History Colors: Tai day ban cé thé sita déi mau sic ing véi cc
sy kién vé cdc bubng khdc nhau (dat budng, check-in, s kién khdc) duge hién
- thj trén Room History Graphics (Lwoc st clia céc budng).

Ton gido / Tinh trang hon nhan

D6i v6i cdc nhan vién va khéch clia ban, ban phai dit cho ho ton gido va
tinh trang hon nhan. Nhiing gi4 trj nay c6 thé dugce chon tir mot danh séch duge
dinh nghia sdn. & trang ndy ban c6 thé duy tri danh séch nay.

D¢ nhap mot Tén gido (Tinh trang hén nhan) ban phai nhan nit NEW canh
danh sich Tén gido - Religion (Tinh trang hén nhén - Marital Status), nhap tén
vao hop thoai s& hién ra vi nhén nit OK.

D¢ sita d6i mot Ton gido (Tinh trang hon nhén), trude hét ban phai chon né
tir trong danh sdch, sau d6 nhan nit Edit bén canh danh sdch Tén gido (Tinh
trang hén nhan)

Mot hép thoai gidng nhue vy sé hién ra, né chi chifa tén ciia ton gido (Tinh
trang hén nhan) duge chon. Thyc hién nhitg thay d6i cin thit va nhan nit OK.

D¢ xod mot Ton gido (Tinh trang hén nhan), trude hét ban phai chon né tir
trong danh sédch, sau dé nhan niit Delete bén canh danh sich Ton gido (Tinh
trang hon nhan). Néu né dang dugc st dung, né khong thé xo4 duge.

Céc truong tu dinh nghia

Céc trudng ty dinh nghia 1a céc trudng c6 trong co s6 di lieu nhung khong
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¢6 ¥ nghia dinh trude. Nhiing treong nay cho phép ing dung duge linh dong
hon boéi vi mdi khdch hing c6 thé thay d6i né theo nhu ciu cia ho.

Nhiing trudng nhy,.déu c6 mot nhén chd thich, s€ xu4t hién trén cic trang
thich hop (khach, nhan vién), va ban s& ¢6 thé luu dir ligu (theo kiéu thich hop:
ngay, s6 nguyén, s& thuc va chudi ki tu) trong d6. Nhitng truémg ma khong cé
tiéu dé s& xu4t hien nhung khong thay déi duge

Nhéy chuot vio tén cia trudng d& dat / huy bo tieu de.
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11.

TAILIEU THAM KHAO

Gido trinh thuc hanh Ié tin cdch tiép cdn thuce té, Téng cuc du lich
Viét Nam. Ha noi, nam 2000,

Ky ndng giao tiép cdch tiép cdn thuc té, Téng cuc du lich Viét Nam Ha
noéi, nam 2000.

Gido trinh Nghiép vu tiép tin trong khdch san, Trudng nghiép vu du
hich Viing tau, nam 1998. -

Gido trink mon nghiép vy Ié tan, Trudng trung hoc nghiép vu du lich,
Ha néi, nim 1999.

Gido trinh thuc hanh Ié tén, Trudng trung hoc nghiép vu du lich, Ha
Noi, nam 2002.

Gido trinh Iy thuyét nghiép vu I¢ tin, Truong trung hoc nghiép vu du
lich, Ha Noi, nam 2003.

Nghiép vu phuc vu khdch san, Trdn Poan Chinh, Lé Thanh Xuan, Ha
noi, nam 1998.

Nghiép vu I¢é tin trong giao tiép doi ngoai, Vii Lé Giao, Nha xuit ban
théng ké, nam 1999,

Gido trinh cong nghé don tiép trong khdch san, Mai Khoi, Nha xuat
ban gido duc, nam 1999.

Ky ndng giao tiép, Trinh Xuan Diing, Pinh Van Pang, Nhx xuft ban
dai hoc quéc gia, Ha néi, nam 2000,

Lé tdn cong cu giao tiép, Louis Dusanlt, Nhi xuat ban chinh tri Quéc
gia, nam 1999,
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