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LOI GIOI THIEU

Kinh doanh khach san la mét trong nhiing nganh nghe chinh trong
kinh doanh du lich. Nghé 1€ tan trong khach san la mot nghé chiém vi tri
quan trong trong nganh kinh doanh khach san va quyét dinh dén sy thanh
bai trong hoat dong kinh doanh cua khéch san.

Nhén vién 1& tan khach san 1a ngudi dong vai trd quan trong trong
viéc gidi thiéu, quang ba khéch san, thu hut, duy tri va phat trién nguén
khach cho khach san; 1a ngudi can phai co chuyén mon nghiép vu, co
ngoai ngir thong thao, co ngoai hinh, kha nang giao tiép Gmg xr cung voi
su hiéu biét vin hod - xa hoi. M01 cu chi, hanh dong va hanh vi ciia nhan
vién 18 tdn déu tac dong dén quyét dinh tiéu dung cua khach du lich.

Pao tao nghé 1& tan khach san 1a dao tao nhiing k¥ ning vé chuyén
moén nghiép vy, huéng dan nhitng quy trinh phuc vu khéach, ciing nhu
trang bi kién thirc co ban trong viéc xtr Iy cac tinh hudng thudng xdy ra
trong qua trinh phuc vu khach luu tra.

Xuat phat tir yéu cau cta thyuc tién va yéu cau cia cong tac dio tao tai
Truong Cao dang Thuong mai va Du lich, gido trinh “Thwe hanh 18 tin”
ra doi nham dép ung nhu cau dao tao nghé 18 tan trong xu hudng hoi nhap
khu vuc va thé gidi, dap ung su phat trién nganh du lich Viét Nam. Pong
thoi day cling 1a tai liéu tham khao bd ich cho ngudi hoc co duoc nhiing
kién thirc mang tinh tong hop, théng nhat va mang tinh thyc tién sau hon.

Noi dung cta cubn gido trinh duoc két cau thanh 12 bai sau:
Bai 1: Chuan bi lam viéc

Bai 2: Chao don khach va ky nang stir dung dién thoai

Bai 3: Nhan dat buéng cua khach qua di¢n thoai

Bai 4: Nhan dat buéng cho khach truc tiép dén khach san

Bai 5: Xt Iy mot sb tinh hudng thuong gip khi nhan dit budng
Bai 6: Pang ky khach san cho khach di dat budng trudce

Bai 7: Pang ky khach san cho khach chua dit budng trudc

Bai 8 Xt Iy mot s6 tinh hudng thuong xay ra khi diang ky khach san
cho khéach

Bai 9: Phuc vu khéch trong thot gian luu tra

Bai 10: Tiép nhan va giai quyét phan nan cua khach
Bai 11: Thanh toan cho khach ca nhan

Bai 12: Thanh toan cho khach doan

Trong qué trinh bién soan, chiing t6i da tham khao va trich dan tir nhidu tai
liéu dugc liét ké tai myc Danh muyc tai liéu tham khdo. Chung t6i chan thanh
cadm on cac tac gia cua cac tai liéu ma ching t61 da tham khao.



Bén canh do, giao trinh ciing khong thé tranh khoi nhiing sai sot nhét dinh.
Nhom tac gia rat mong nhén dugce nhiing ¥ kién dong gop, phan hoi tir quy dong
nghi¢p, cac ban ngudi hoc va ban doc.

Tran trong cam on./.

Nhom bién soan
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GIAO TRINH MON HOC
1. Tén mon hoc: THU'C HANH LE TAN
2. Ma mon hgc: MH17
3. Vi tri, tinh chat, y nghia va vai tré ciia mon hoc:

3.1. Vi tri: Thyc hanh L& tan 13 mén hoc thuéc nhom kién thic chuyén
mon trong chuong trinh dao tao trinh do trung cap, nganh nghé “Nghiép vu nha
hang, khéch san” tai truong Cao déng Thuong mai va Du lich. Mon hoc nay dugc
giang day song song vo1 cdc mon hoc co sé chuyén nganh va sau khi hoc xong
Iy thuyét nghiép vu luu tra.

3.2. Tinh chat: Gio trinh cung cdp kién thirc, k§ ning va ning luc tu chi
va trach nhiém cho nguoi hoc lién quan dén cac nghiép vu cta bo phan 18 tan
khach san. Qua do, nguoi hoc dang hoc tap tai truong s€ c6 bd gido trinh phu
hop véi chuong trinh ddo tao cia trudng; dé dang tiép thu ciing nhu thuc hanh
rén luyén ky nang va tay nghé mot cach thanh thao, tmg dung vao doi séng thuc
te.

Thuc hanh L& tan 1a mén hoc thuc hanh, do d6 dénh gia két thiic mon hoc bang
hinh thirc thi thuc hanh.

33.Y nghia va vai tro cia mon hoc: Thyuc hanh 1& tan 13 mén hoc thudc
nhom kién thirc chuyén nganh va danh cho do61 tuong la nguoi hoc thude chuyén
nganh Nghiép vu nha hang, khach san. N§1 dung chu yéu ciia mon hoc nay nham
trang bi cho ngudi hoc nhiing kién thirc, k¥ nang thuc hanh co ban vé nghiép vu
L¢ tan trong khéch san.

4. Muc tiéu ciia mon hoc:
4.1. Vé kién thurc:

- Nhan biét duoc cac ndi dung thudc linh vuc nghiép vu 18 tan trong khach
san.

- Hi€u dugc tam quan trong cua vi¢c chuan bi tac phong, dién mao cua
nhan vién 1€ tan khi don tiép va phuc vu khach. M6 ta dugc cach chao don cac
doi tugng khach.

- Ph?m tich dugc cac nghi¢p vu phuc vu khach co ban cia bd phan 18 tan:
dat budng, dang ky khéch san, thanh toan cho khach.

- M6 ta duoc cac hoat dong cung cép dich vu cho khach trong thoi gian
khach Iwuu tra tai khach san.

4.2. Vé ky ning:

- Sép xép dugc cac thiét bi, dung cy, may moéc & vi tri hop 1y, thuan tién
cho cac hoat dong thyc hanh.

- Str dung thanh thao cac thiét bi, may moc tai vi tri thuc hanh.

- Thuc hién thanh thao duoc cac nghiép vu co ban cta bo phan 1€ tan.



- Thyc hién xir 1y dugc mot sd tinh hudng phat sinh trong cac giai doan
phuc vu khéch ctia bo phan I¢ tan.

4.3. Vé ning luc tw chii va trach nhiém:

- Yéu nghé, c6 tac phong coéng nghiép va tinh than trach nhiém cao trong
cong vigc.

- C6 kha nang lam viéc doc l1ap, co y thirc tu hoc.

- C6 kha nang vé giao tiép va stc khoé.

- Tuan thu ndi quy, quy dinh noi lam viéc.

5. N¢i dung ctia mon hoc
5.1. Chuwong trinh Khung

Thoi gian hoc tap (gio)

o A S'(A’) Trong do
STT Tén mon hoc, moé dun (t:lhnl ng g y Thue Pﬁnl}/. -
ap .
| |Cac mon hoc chung 12 [ 255 | 94 148 13
MHO1 [Chinh trj 2 |30 | 15 13 2
MHO02 [Phap luat 1115 | 9 5 1
MHO3 (Gio duc thé chat 1130 | 4 24 2
MHO04 (Gido duc quoc phong vaanninh | 2 | 45 | 21 21 3
MHO5 [Tin hoc 2 | 45 | 15 29 1
MHO06 [Ngoai ngit 4 |90 | 30 56 4
Il {Cac mon hgc chuyén mon 61 [ 1590 | 454 1062 74
I1.1 [Mén hoc co sé 11 | 165 | 155 - 10
MHO7 [Téng quan kinh doanh NH-KS | 2 | 30 | 28 - 2
MHO08 [Sinh 1y dinh dudng va VSATTP | 3 | 45 | 43 - 2
MHO09 [Tam 1y du khach vaky naing GT | 2 | 30 | 28 - 2
MH10 [Thuong pham hang TP 2 30 28 = 2




MH11 Marketing du lich 2 | 30 | 28 - 2
11.2 Mén hoc chuyén mon 48 [1395| 271 1062 62
MH12 Ngoai ngit ch.nganh PVNH 4 | 60 | 57 - 3
MH13 [Nghiép vu kinh doanh NH-KS 4 60 57 - 3
MH14 [Ly thuyét nghiép vu luu tri 4 60 57 - 3
MH15 [Ly thuyét nghiép vu nha hang 4 | 60 | 57 - 3
MH16 Ly thuyét ché bién mén an 3 | 45 | 43 - 2
MH17 [Thuc hanh L& tan 2 60 - 52 8
MH18 [Thuc hanh Budng 2 60 - 52 8
MH19 [Thyuc hanh Ban 3 90 - 82 8
MH20 [Thyuc hanh Bar 2 60 - 52 8
MH21 [Thuc hanh ché bién moén an 2 | 60 - 52 8
MH22 [Thuc hanh nghiép vu kinh doanh| 2 60 - 52 8
MH23 [Thuc tap TN 16 | 720 720
11.3 [Mén hoc tw chon (chon I trong 2) 2 | 30 | 28 - 2
MH24 [Van héa am thuc 2 | 30 | 28 - 2
MH25 (T4 chic sy kién 2 | 30 | 28 - 2
Tong cong 73 1845 548 1210 87
5.2. Chwong trinh chi tiét mén hoc
Thoi gian (gio)
sé N | ahwe
£30 t | thio luan, tra
bai tap
1 | BAI 1: CHUAN B LAM VIEC 4 4

1. MAu biéu, tai liéu va trang thiét bi




2. Thyc hién chuan bi nhan ca lam viéc
cua nhan vién I¢ tan
3. Chuan bi tu thé, tac phong lam viéc
cua nhan vién lé tan

BAI 2: CHAO PON KHACH VA KY
NANG SU DUNG DIEN THOAI

1. Chao don khach
2. Ky nang sur dung dién thoai

BAI,3: NHAN PAT BUONG CUA
KHACH QUA PIEN THOAI

1. MAu biéu, tai liéu va thiét bi
2. Quy trinh tiép nhan dit budng cia
khach qua dién thoai

BAI 4: NHAN DAT BUONG CHO
KHACH TRUC TIEP PEN KHACH
SAN

1. MAu biéu, tai liéu va thiét bi

2. Quy trinh tiép nhan dit budng truc
ti€p tai khach san

BAI5: XULY MOTSOTINH
HUONG THUGNG GAP KHI NHAN
DAT BUONG

1. MAu biéu, tai liéu va thiét bi

2. Xt 1y tinh hubng khach san khong
dap Uimg dugc yéu cau dit budng cua
khach

3. Xir Iy tinh huong khach mic ca gia
budng

4. Xir ly tinh hudng khach sira doi
thong tin dat buong

5. Xir Iy tinh hudng khach huy dat
budng

BAI 6: PANG KY KHACH SAN
CHO KHACH PA PAT BUONG
TRUGC

1. MAu biéu, tai liéu, trang thiét b




2. Chuan bi ho so ding ky khach san
cho khach ca nhan

3. Chuén bi hd so ding ky cho doan
khach

4. bang ky khach san cho khach da
dat buong truoc

BAI 7: PANG KY KHACH SAN CHO
KHACH CHUA DAT BUONG TRUGC

1. MAu biéu, tai liéu va thiét bj
2. bang ky khach san cho khach chua
dat budng trudc

BAI 8: XU LY MOT SO TiNH
HUONG THUONG XAY RA KHI
DANG KY KHACH SAN CHO
KHACH

1. MAu biéu, tai liéu va thiét bi

2. Xir 1y tinh huong khach da dt
budng khong ddm bao dén khach san
muon

3. Xu ly tinh huong khach da dit
budng khong dam bao dén khach san
qua mudn

4. Xt 1y tinh hudng khach dén nham
khach san

KIEM TRA

BAI 9. PHUC VU KHACH TRONG
THOI GIAN LUU TRU

1. MAu biéu, tai li¢u va thiét bj

2. Nhan va tra tai san quy khach gui vao

két an toan

3. Tiép nhan va xir Iy yéu cau ddi ngoai

t¢

4. Tiép nhan va xu 1y yéu cau chuyén
buong cua khach

5. Thyc hi¢n xur Iy hanh ly

6. Cung cép dich vu van chuyén




7. Tiép nhan yéu cau cung cap trang
thiét bi phu tro

10| BAI 10: TIEP NHAN VA GIAI 4 4
QUYET PHAN NAN CUA KHACH

1. Mau bicu, tai liéu va thiét bi
2. Tiép nhan va giai quyét phan nan
cua khach vé trang thiét bi ti¢n nghi.

3. Tiép nhén va giai quyét phan nan cta
khach vé chat luong dich vu

11| BAI 11: THANH TOAN CHO KHACH | 4 4
CA NHAN

1. Mau biéu, tai lidu va thiét b

2. Thanh toan cho khach tu thanh toan
cac chi phi

3. Thanh toan cho khég:h tu thanh toan
cac chi phi phy tri bang the tin dung,
cong ty thanh toan tién buong va bira
sang

12| BAI 12: THANH TOAN CHO KHACH | 8 4 4
DOAN

1. MAu biéu, tai liéu va thiét bi
2. Thuc hién quy trinh thanh toan
KIEM TRA 4

Cong 60 52 8

6. Piéu kién thue hién mén hoc:

6.1. Phong hoc Ly thuyét/Thue hanh: Dap tng phong hoc chuén

6.2. Trang thiét bi day hoc: Projetor, may vi tinh, bang, phan

6.3. Hoc liéu, dung cu, moé hinh, phwong ti€n: Gido trinh, mé hinh hoc tép,...

6.4. Cac diéu kién khac: Nguoi hoc tim hiéu thuc té vé nghiép vu 18 tan tai
khach san.

7. NOi dung va phuwong phap danh gia:
7.1. N§i dung:
+ Kién thic: Panh gia tat ca ndi dung da néu trong muc tiéu kién thic

+ K¥ nang: Panh gia tit ca ndi dung da néu trong muc tiéu k¥ ning.
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+ Nang luc tu chu va trach nhi€ém: Trong qua trinh hoc tap, nguoi hoc can:

- Nghién ctru bai trude khi dén 16p.
- Chuan bi day du tai liéu hoc tap.
- Tham gia day du thoi lugng mén hoc.
- Nghiém ttc trong qua trinh hoc tap

7.2. Phwong phap:

Nguoi hoc dugc danh gié tich iy mon hoc nhu sau:
7.2.1. Cach danh gia

- Ap dung quy ché dao tao Trung cip hé chinh quy ban hanh kém theo
Thong tu s6 04/2022/TT-LDTBXH, ngay 30/3/2022 cta Bo truéng Bo Lao
dong - Thuong binh va Xa héi; Quy ché T6 chirc dao tao trinh do trung cép, cao
dang theo phuong thirc tich liiy modun, tin chi ctia Nha trudng ban hanh kém
theo Quyét dinh s6 246/QD-CDTMDL ngay 01/06/2022 va huéng dan cu thé
theo ting mon hoc/modun trong chuong trinh dao tao.

- Hudng dan thuc hién quy ché dao tao ap dung tai Truong Trung cip
Thuong Mai va Du lich nhu sau:

Piém danh gia Trong so

+ Piém kiém tra thuong xuyén (Hé s6 1) 40%

+ Piém kiém tra dinh ky (Hé s6 2)

+ Diém thi két thac mén hoc 60%

7.2.2. Phwong phap danh gia

Phwong phap | Phwong phap | Hinh thirc Thoi diém
danh gia to chirc kiém tra kiém tra

Thuong Tryc quan Thyc hanh Sau 16 gio.
xuyén hanh dong

Dinh ky Truc quan Thuc hanh Sau 32

hanh dong va 56 gio
Két thaic mon | Van dap/ Truc | Thuc hanh Sau 60 gio
hoc quan hanh
dong

7.2.3. Cach tinh diém

+ Piém danh gia thanh phan va diém thi két thic moén hoc duge chim theo

thang diém 10 (tir 0 dén 10), 1am tron dén mot chir s6 thap phan.
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+ Piém mén hoc 13 tong diém cua tit ca diém danh gia thanh phan ctia mon
hoc nhan véi trong sb tuong ung. Diém mon hoc theo thang diém 10 lam tron
dén mot chir sé thap phén, sau d6 duoc quy d6i sang diém chir va diém sd theo
thang diém 4 theo quy dinh ciia Bo Lao dong Thuong binh va Xa hoi vé ddo tao
theo tin chi.

8. Hwéng din thye hi¢n mon hoc

8.1. Pham vi, d6i twong 4p dung: Pi tuong Trung cap nghiép vu nha hang,
khach san.

8.2. Phuwong phap giang day, hoc tap moén hoc
8.2.1. Poi véi nguoi day
* Thye hanh: Phan chia nhém nho thyc hién bai tap theo ndi dung dé ra.

* Hwéng din tw hoc: Giao nhiém vu vé nha cho hoc sinh ty thuc hanh cac
ndi dung da hoc.
8.2.2. Pbi véi nguoi hoc: Nguodi hoc phai thuc hién cac nhiém vu nhu sau:

+ Nghién ctru k¥ bai hoc tai nha trudce khi dén 16p. Céc tai liéu tham khao s&
dugc cung cap nguon trudc khi nguoi hoc vao hoc mén hoc nay (trang web, thu
vién, tai licu...)

+ Tham dy day da 100% céc budi thuc hanh. Néu ngudi hoc vang mit trong
g0 thuc hanh phai hoc lai mén hoc mé1 duge tham du ki thi 1an sau.

+ Tu hoc va thao luan nhém: 1a mot phuong phap hoc tap két hop giita 1am
viéc theo nhom va 1am viéc c4 nhan. Mot nhom gdom 8-10 ngudi hoc s& duge
cung cap cha dé thao luin trudce khi hoc thue hanh. Mdi ngudi hoc sé& chiu trach
nhiém vé 1 hoic mot s6 nodi dung trong chii d& ma nhom di phan cong dé phat
trién va hoan thién t6t nhat toan bo chu dé thao luan cua nhom.

+ Tham du du cac bai kiém tra thudng xuyén, dinh ky.
+ Tham duy thi két thic mén hoc.
+ Chu dong td chure thuc hién gio tu hoc.
9. Tai liéu tham khao:
[1] Gido trinh thyc hanh nghiép vu 18 tan, Ths Hoang Thu Hang, 2018.

[2] Gido trinh nghiép vu 18 tan, Hoi ddng cap chung chi nghiép vu du lich, nha
xuat ban Thanh nién, 2005.

[3] Gido trinh Nghi€p vu luu tra, Hoi ddng cap chimg chi Nghiép vu du lich, nha
xuat ban Thanh nién, in 1an thir 2

[4] Ti€u chuan k¥ nang nghé du lich Viét Nam, Nghiép vu dat budng khach
san, Tong cuc Du lich Viét Nam.

[5] Tiéu chuan k¥ ning nghé du lich Viét Nam, Nghiép vu dit dang ky khach
san, Tong cuc Du lich Viét Nam.
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BAI 1: CHUAN BI LAM
VIEC

< GIOI THIEU BAI 1

Bai 1 1a bai trang bi cho ngudi hoc nhiing kién thic vé cac cong viée
chuan bi trude khi lam viéc cia nhan vién 1€ tdn khach san. Trong pham vi
nghién ctru bai nay s€ tap trung nhitng ndi dung sau:

+ Céch chuan bi nhan ca lam viéc
+ VE sinh ca nhan trudce ca lam viée
+ Chuén bi tu thé, tac phong 1am viéc cua nhan vién 1€ tan
< MUC TIEU BAI 1
Sau khi hoc xong bai nay, nguoi hoc ¢6 kha nang:
* V¢ kién thic:
+ Phan tich dugc cac budc cua quy trinh bdo cao c6 mat tai noi lam viéc.
+ MBS ta duoc quy trinh chuan bi dién mao, vé sinh ¢4 nhan va khu vuc 1lam
viéc.
+ Van dung dugc cac ndi dung Kién thirc trén vao trong thuc té.
* V& k¥ nang:
+ Xac dinh dugc cac cong viéc can chuan bj caa bo phan I& tan khach san.

+ Thyc hién thanh thao trong viéc chuan bi tac phong, dién mao cta nhan
vién 18 tan khi don tiép va phuc vu khéch.

* V& nang luc ty cha va trach nhiém:

+ Y thirc dwoc tim quan trong va ¥y nghia thuc tién cua cong viéc chuan bi
lam viéc cua bg phan I¢ tan khach san.

+ Tuén thu nodi quy, quy dinh noi lam viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI 1

+ Dol V&i nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, van ddp, day hoc theo vdn dé); yéu cau nguwoi hoc thyc hién néi dung cua
bai 1 (ca nhan hoac nhom).

+ P6i Vi nguoi hoc: chi dong doc triede gido trinh (bai 1) trieée budi hoc;
thiee hanh ddy dii cac néi dung trong bai I theo cd nhdn hodc nhém duéi su chi
ddn cia nguwoi day trong thoi gian quy dinh.
< PIEU KIEN THUC HIEN BAI 1

+ Phong hoc chuyén mén héa/nha xwéng: Phong thyc hanh 18 tan

+ Trang thiét bi mdy moc: quﬁy 18 tan; may tinh, in, di¢n thoai ban; hé
thong so, phi€u, hoa don; tang am, loa, Bang, phan, VCD, Projector....

+ Hoc liéu, dung cu, nguyén vdt liéu: Chuong trinh mon hoc, gido trinh,
tai liéu tham khdo, gido an, phim anh, va céc tai li€u lién quan.
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+ Cdc diéu kién khdc: Khong co
< KIEM TRA VA DANH GIA BAI 1
* N9i dung: 9
~ + Kien thuc: Kiem tra va danh gia tat ca noi dung da néu trong muc tiéu
kién thurc
+ Ky nang: Pdanh gid tat ca ndi dung da néu trong muc tiéu ki néng.

+ Nang luc tw chu va trach nhiém: Trong quad trinh hoc tdp, nguoi hoc
can:

- Nghién ciru bai truée khi dén 1op

- Chuan bi dc”iy du tai liéu hoc tdp.

- Tham gia ddy dii thoi lwong mén hoc.
- Nghiém tuc trong qua trinh hoc tdp.

* Phwong phap:
+ Diém kiém tra thwong xuyén: khong co

+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 1

1.1. MAu biéu, tai liéu va trang thiét bj.

+ Danh sach khach dang luu tra + Tu trang ca nhan
+ Danh ba dién thoai ndi bo + Thé cham cong
+S6 ghi chép + Dung cu v¢ sinh
+ S6 ban giao ca + D6 my pham

+ Quéy 1& tan + Dién thoai

+ Pién thoai + Gidy buat

1.2. Thue hién chuan bi nhan ca lam viéc ctia nhéan vién 1 tin
1.2.1. Trinh tw thao tdac

+ C6 mat dung gio

+ V¢€ sinh c4 nhan

+ Thay dong phuc

+ Poc s6 ghi chép bit dau ca lam viéc

+ Tham du hop giao ca ding gio

+ Nam duogc danh sach khach dy kién dén di trong ngay

+ Biét 16 cac su kién hoi thao dién ra trong ngay

+ Hiéu cac hoat dong cua khach doan

+ Biét vé cac khach VIP
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+ Biét 10 vé nguoi truc ban 1anh dao
1.2.2. Bai thwe hanh méu
Lam mau thao tac chun bi nhan ca lam viéc
+ Budc 1: C6 mat dung gio
Co6 mit trudce ca 1am viéce tdi thiéu trude 15 phut
+ Budc 2: Vé sinh ca nhan, dién mao
- Lam sach co thé, khong dé co thé c6 mui héi, kho chiu
- Trang diém nhe nhang theo quy dinh
+ Budc 3: Thay dong phuc
- Thay dong phuc thuong va cét vao ti do ca nhan
- Mic dong phuc theo tiéu chuan va quy dinh danh cho bo phén 1& tan
+ Budc 4: Poc so ghi chép bat dau ca lam viée
- DPoc toan bd céac ghi cht cua nhiing ca trude ban giao lai.

- Ghi nhé cac van dé quan trong lién quan dén ca 1am viéc. Budc 5: Tham
du hop giao ca dung gio

- Nghe can than va cha y. Trong khi giao ca, cac van dé quan trong nhu
khach VIP hoac cac doan dén, cac chuong trinh va khuyén mai dic biét s¢ duogc
thao luan

- Ghi lai néu can thiét

- Pam bao khong bi quén bét ky van dé quan trong nio
1.2.3. Bai tdp thwc hanh

Dong vai thuc hanh thao tac chuan bi nhén ca 1am viéc
1.3. Chuan bi tw thé, tic phong lam viéc ciia nhan vién 1€ tin
1.3.1. Quy dinh vé dién mao va trang phuc ciia nhan vién Ié tén khi lam viéc
1.3.1.1. Quy dinh chung cho moi nhdn vién Ié tan

+ Ludn mic dong phuc theo quy dinh cta khach san

+ Pong phuc phai sach s&, dugc 1 phang va khong co6 mui hoi.

+ Gidy luon sach s&, khong c6 mui hoi va phai duge danh xi bong hang
ngay

+ Khong st dung tat thing hodc qua cil.

+ Thuong xuyén deo bién tén

+ Ludn thé hién sy tuoi tin trén khuon mit.

+ Khong ué oai hodc thuong xuyén ngap.

+ Khong lam dung do trang strc, m§ pham va nudc hoa.
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+ Toc phai sach s&, khong nhudém cac mau bat mét.
+ Rura tay trudc khi nhan ca lam viéc va sau khi an ung hodc di vé sinh.
+ Khong dé méng tay dai hodc son mong tay cac mau phan cam.
+ Ludn giit vé sinh c4 nhan, quay 1& tin va khu vuc lam viéc.
1.3.1.2. D6i v6i nit nhén vién Ié tan
+ Luén trang diém nhe nhang.
+ Khong str dung nudc hoa hodc nudc thom c6 mui héc.
+ Khong st dung nhiéu d6 trang sirc.
+ Luon bui toc gon gang ra phia sau gay.
1.3.1.3. Déi véi nam nhdn vién 1é tan
+ Nam gi6i khong dé toc qua ngan hodc qua dai.
+ Ludn deo ca vat
1.3.2. Chudn bj tw thé tic phong lam viéc tai quay 1€ tin
+ Ludn thé hién vé mit tuoi tin, mat hudng vé phia cira ra vao.

+ Pung thang, hai ban chan démg hinh chit V, rong ngang vai. Hai dau ban
chan cach nhau khoang 20 cm

+ Hai tay dé thang xudi theo ch quan hodc dit ngtra phia sau hong.

+ Khong dtng dya vao quiy 18 tan hodc dua vao tuong

+ Khong khoanh tay truéc nguc hodc chéng nanh.

+ Khong nam bo trén mit quay

+ Thuong xuyén bao quat khu vy sanh.

+ Ludn chao khach trudc.

+ Ludn thé hién tac phong nhanh nhen nhung khong qué voi vang.

+ Ludn thé hién sy nhiét tinh, lich sy va hiéu khach.

+ Luon thé hién tu thé, tac phong 1am viéc chuyén nghiép.

+ Khong an uéng hoic lam viéc riéng khi lam viéc.

+ Khong noi1 chuyén riéng, tréu dua, lo dang hay mo mong.

+ Ludn chu y quan tam t&1 khach hang va cong viéc.
1.3.3. Bai thuwe hanh mdu

Lam mau tu thé, tac phong, thai do khi lam viéc tai quéy 18 tan.
1.3.4. Bai tdp thuc hanh

Dong vai thuc hanh rén luyén tu thé, tac phong, thai d§ khi lam viéc tai
quay lé tan
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< TOM TAT BAI 1

Trong bai nay, mot s6 ndi dung chinh duoc gi6i thiéu:

+ Céch chuan bi nhan ca lam viéc

+ V& sinh ca nhan trudce ca lam viéc

+ Chuaén bi tu thé, tac phong lam viéc cta nhan vién 1€ tan

< CAU HOI ON TAP VA THAO LUAN

1. Thuc hanh thao tac chuan bi ca lam viée
2. Chuén bi vé sinh ¢4 nhan trude ca lam viéc
3. Thuc hién thao tac bui toc

4. Rén luyén tu thé tac phong, thai do 1am viéc ciia nhan vién 18 tan
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BAI 2: CHAO PON KHACH VA KY NANG SU DUNG DPIEN THOAI
% GIOI THIEU BAI 2

Bai 2 14 bai trang bi cho ngudi hoc kién thirc vé cac cong viéc chao dén
khach va k¥ nang sir dung dién thoai cuia nhan vién I¢ tan. Trong pham Vi
nghién ctru bai nay s€ tap trung nhirng ndi dung sau:

+ Nghi thire chao don cac dbi tuong khach
+ K¥ ning giao tiép va sir dung dién thoai
< MUC TIEU BAI 2
Sau khi hoc xong bai nay, nguoi hoc c6 kha nang:
* /& kién thuc:
+ Phan tich dugc cac cach chao don khach va k¥ nang st dung dién thoai.
+ Mo ta duoc cach chio don cac ddi tuong khach
+ Van dung dugc cac ndi dung kién thirc trén vao trong thuc té.
*V/& ky nang:
+ Lya chon dugc cac nghi thirc chao don khach va ky nang str dung dién
thoai cua nhan vién 1€ tan khach san.

+ Thyc hién thanh thao cach chao don cac ddi tuong khach theo dung
chuyén mon nghiép vu.

+ Thye hién thanh thao cac thao tac dé bat ddu mét cudc go1, chuyén cudc
go1, tiep nhan 161 nhan theo dung chuyén moén nghiép vu.
* \/& nang lyc ty cha va trach nhiém:

+ Y thtrc duoc tam quan trong va ¥ nghia thyc tién cia cong viéc chao don
khach va k¥ nang str dung dién thoai ctia nhan vién 1€ tan khach san.,

+ Tuan thu nodi quy, quy dinh noi lam viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI 2

+ Dol voi nguoi day: sie dung phwong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn d@é); yéu cau nguwoi hoc thyc hién néi dung cua
bai 2 (ca nhan hoac nhom).

+ Poi Vi nguoi hoc: chi dong doc triede gido trinh (bdi 2) truede budi hoc;
thuc hanh ddy dii cac néi dung trong bai 2 theo cd nhdan hodc nhém duwdi su chi
dan cia nguwoi day trong thoi gian quy dinh.
< PIEU KIEN THUC HIEN BAI 2

+ Phong hoc chuyén mén héa/nha xwéng: Phong thyc hanh 18 tan

+ Trang thiét bi may moc: quﬁy 1& tan; may tinh, in, dién thoai ban; hé
thong s0, phi€u, hda don; ting am, loa, Bang, phan, VCD, Projector....

+ Hoc li¢u, dung cu, nguyén vdt ligu: Chuong trinh mon hoc, gido trinh,
tai liéu tham khdo, gido an, phim anh, va céc tai liéu lién quan.
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+ Cdc diéu kién khdc: Khong co
< KIEM TRA VA DANH GIA BAI 2
* N9i dung: 9
~ + Kien thuc: Kiem tra va danh gia tat ca noi dung da néu trong muc tiéu
kién thurc
+ Ky nang: Panh gid tat ca ndi dung dd néu trong muc tiéu ki ning.

+ Nang luc tw chu va trach nhiém: Trong qua trinh hoc tdp, nguoi hoc

can:
- Nghién ciru bai truée khi dén 1op
- Chuan bi dc”iy du tai liéu hoc tdp.
- Tham gia ddy dii thoi lwong mén hoc.
- Nghiém tuc trong qua trinh hoc tdp.
* Phuwong phap:

+ Diém kiém tra thwong xuyén: khong cé
+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 2
2.1. Chao don khach
2.1.1. Chudn bi tai liéu, trang thiét bi
+ Danh sach khach dang luu tra
+ Danh ba dién thoai nd1 bo
+ Quay 1& tan
+ Dién thoai
+ Bién hiéu
2.1.2. Thyee hién cdc nghi thire don tiép cdc doi twong khdch

+ Khach binh thudng: Nhan vién van chuyén hanh 1y dén khach tai cta xe
va dua khach t61 quay tiép tan.

+ Khéach quen: Tro 1y giam déc 18 tan, nhan vién van chuyén hanh 1y dén
khach tai ctra xe va dua khach vé quay I¢€ tan.

+ Khach quan trong (VIP): Tuy mutc do quan trong cua khach ma chuan bi
cac nghi thire don khach cho phu hop nhu: duoc tong giam doc khach san, giam
doc va cac trg ly giam doc 1€ tan, cac nhan vién quan h¢ khach hang chao don tai
san bay hodc trudc cira khach san bang cac nghi thirc tham do, bang khéu hi¢u
chao don, dang ky tai budng ngu hodc quay I€ tan cua tang khach &

2.1.3. Rén ky néng chao don khdch dén khdch san lin dau
2.1.3.1. Badi thuc hanh mau

Lam thuc hanh mau chao dén khach dén khach san 1an dau
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+ Budc 1: Nhan vién van chuyén don khach tai ctra xe
- Tu thé tac phong dung muc

- Mic d6ng phuc theo quy dinh

- Dién mao tuoi vui

- Nhanh chéng mé cira xe va moi khach xudng xe

~ + Budc 2: Nhéan vién van S:huyén hanh 1y huéng dan khach t6i quay 18 tan
de lam thu tuc dang ky nhin budng

- Nhe nhang chinh xac hudng quiy 18 tan cho khach Buéc 3: Nhén vién 18
tan chao don khach

- Pong phuc gon gang

- Tu thé tac phong dang hoang

- Khuon mat tuoi cudi chi dong chao don khach trude

- Thai d¢ than thién nhiét tinh, khong gia tao
2.1.3.2. Bai tap thuc hanh

Pong vai thuc hanh theo nhom chio dén khach dén khach san 1an dau
2.1.4. Rén ky ning chao don khdch quen dén khdch san
2.1.4.1. Bai thuc hanh mau

Lam thuc hanh mau chao dén khach quen

+ Budc 1: Don tiép khéch tai ctra

- Nhan vién van chuyén hanh 1y d6n khéch tai cira xe

- Tu thé tac phong dung muc

- Mic dong phuc theo quy dinh

- Dién mao tuoi vui

- Nhanh chong m¢ cira xe va moi khach xubng xe Budc 2: Hudng dan
khach dén quay 1€ tan

- Nhe nhang ch chinh x4c huéng quay 1& tan cho khach Budc 3: Nhan vién
1€ tan chao don khach

- Pong phuc gon gang

- Tu té tac phong dung muc

- Tuoi cuo1 chu dong chao khach trudce

- Lich sy thé hién thién cam cta khach san d6i véi khach quen

- Chao dich danh tén ctia khach quen cing nu cudi ndng 4m
2.1.4.2. Bai tdp thuc hanh

Poéng vai thuc hanh theo nhém chio dén khach quen dén khach san
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2.1.5. Rén luyén kj niing chao dén doan khdch dén khdch san
2.1.5.1. Bai thuc hanh mdu
Lam thuc hanh mau chao dén khach doan
+ Budc 1: Chuan bi tu thé tac phong theo dung quy dinh
Péng phuc gon gang
+ Budc 2: Chao don doan khach

- Chao don doan khach néng nhiét thé hién thién cam cta khach san d6i véi
doan khach

- L& tan phai nhanh chong xé4c dinh ai 1a huéng dan vién, ai 1a truong doan
- St dung 161 chao don khéach chuan muc theo quy dinh cua khach san
2.1.5.2. Bai tap thuc hanh
Dong vai thuc hanh theo nhém chao don doan khach dén khach san
2.1.6. Rén ky nang chao don khdach quan trong
2.1.6.1. Bai thuc hanh mdu
Lam thyc hanh mau chao dén khach quan trong
2.1.6.2. Bai tap thuc hanh
Dong vai thyc hanh theo nhém chao don khach quan trong.
2.2. Ky nang sir dung dién thoai
2.2.1. Chudn bi tai liéu, trang thiét bi
+ Danh sach khach dang luu tra
+ Danh ba dién thoai ndi bd
+ Quay 1& tan
+ Dién thoai
+ S0 sach
+ Gidy but
2.2.2. Mt s6 quy dinh khi giao tiép qua dién thoai
+ Ludn c6 bat gidy san sang khi 1am viéc.
+ Nhic may dién thoai bang tay trai trong vong 03 hdi chudng.
+ Pat 6ng nghe cach miéng 05 centimet.
+ Lang nghe k¥ dé hiéu y ctia nguoi goi trudc khi tra 101
+ Mim cuoi trudc khi tra 101 dién thoai.
+ Tra 1i dién thoai trong vong ba hdi chudng.

+ Str dung cau chao theo quy dinh ctia khach san
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+ Tdc dd noi vira phai, n61 cham hon khi néi chuyén gap mat truc tiép

+ Khong dung tiéng 16ng hodc thuat ngit chuyén nganh khach san.

+ Thuong xuyén st dung tén nguoi goi.

+ Khong ngat 161 ngudi goi.

+ Ghi lai yéu cau ctia ngudi goi va sb dién thoai di dong ctia ngudi goi.

+ Nhic lai cac yéu cau ctia ngudi goi.

+ Cam on nguoi goi da goi to1 khach san va chiic (mot ngay vui vé.)

+ Luon nhe nhang dat may dién thoai sau khi nguoi goi da dat may.
2.2.3. Tiép nhén va trd loi nhitng cudc dién thoai tiv ngodi khdch san goi t6i
2.2.3.1. Quy trinh tiép nhdn va tra loi nhitng cuéc dién thoai tir ngodi khdch san
goi toi

+ Nhic may dién thoai trong vong ba hoi chudng va mim cudi

+ Chao theo thoi gian trong ngay, gioi thiéu tén khach san, tén bd phan,
Xung danh va goi ¥ giap do.

2.2.3.2. Bai thuc hanh mau

Lam thuc hanh mau quy trinh tiép nhan va tra 10i nhitng cudc dién thoai
tor ngoai khach san goi to1

+ Budc 1: Chuan bi dﬁy dt moi thir, san sang nhan cudc goi bat ¢t lic nao
, Chuan bj gidy va but dé ban c6 thé ghi lai nhitng thong tin chinh khi can
thiét
+ Budc 2: Luén mim cudi khi nhac dién thoai
N6 nu cuoi that tu nhién trén khuén mat
+ Budc 3: Thuc hién nhic dién thoai hodc nhan nut trén tai nghe

- Tién hanh tra 10i dién thoai trong vong 3 hoi chudng. Pay la quy dinh
chung theo ti€u chuan quoc té

- Sur dyung trai vé6i tay thuan khi nhac ong nghe

+ Buoc 4: Chao mot cach than thién bﬁng cAu ndi: "Xin chao budi
sang/chiéu/toi,..." hodc cau chao theo quy dinh ctuia bd phan.

- Mim cuo1 khi n6i 161 chao khach
- Tuén theo phong cach quy dinh cta khach san (néu co).
2.2.3.3. Bai tdp thuc hanh

+ Poéng vai thuc hanh theo nhém tiép nhan va tra 161 nhitng cudc dién thoai
tur ngoai khéach san goi to1

+ Tiép nhan va tra 161 nhitng cudc dién thoai tir buéng khach goi téi
2.2.4. Quy trinh tiép nhin va trd 16i nhitng cudc di¢n thoai tiv buéng khdch
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2oi toi

+ Nhic may dién thoai trong vong ba hdi chudng va mim cudi

+ Chao theo thoi gian trong ngay, gidi thi€u tén bo phan, xung danh va goi
y giup do.
2.2.4.1. Bai thuc hanh mdu

Lam thuc hanh mau quy trinh tiép nhén va tra 101 nhitng cudc dién thoai tur
buong khach goi toi

+ Budc 1: Chun bi dﬁy du moi thir, san sang nhan cudc goi bat ctr lic nao
’ Chuan bi gidy va but dé ban c6 thé ghi lai nhimg thoéng tin chinh khi can
thiét
+ Budc 2: Ludn mim cudi khi nhac dién thoai
+ Budce 3: Thuc hién nhac dién thoai hodc nhan nut trén tai nghe

- Tién hanh tra 101 dién thoai trong vong 3 héi chudng. Pay 1a quy dinh
chung theo chuan quoc té.

- Str dung tay khong thuan khi nhic dng nghe

+ Budc 4: Chao mot cach than thién bang cau ndi: "Xin chao budi
sang/chiéu/toi,..." hodc cau chao theo quy dinh ctuia bg phan.

- Mim cuoi khi noi 101 chao khach
- Tuén theo phong cach quy dinh cta khach san (néu co).
2.2.4.2. Bai tdp thuc hanh

Pong vai thuc hanh theo nhém tiép nhan va tra 101 nhitng cudc dién thoai
tor budng khach goi téi

2.2.5. Thuwe hién cudc goi ra ngoai
2.2.5.1. Quy trinh thuc hién cudc goi ra ngoai
+ Quay sb dién thoai cn goi

+ Chao khéch theo thoi gian trong ngay, xung danh, gidi thiéu tén khach
san va tén bg phan.

+ Str dung tir lam on, thong bao yéu cau
+ Cam on
2.2.5.2. Bdi thuc hanh mau
Lam thyuc hanh mau quy trinh thyuc hién cudc goi ra ngoai
+ Budge 1: Chuan bi cho cudc goi
- Chéc chin ban co but, giéy va biét ban can thong tin gi
- C6 san dia ch can lién hé
+ Budc 2: Thuc hi¢n cudc goi
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- Quay sd can lién hé

- Xung danh, bd phan lam viéc

- Thyc hién noi dung cin cung cép

+ Budce 3: Gac may

- Do1 khach gadc may nhéan vién mai gac may sau
2.2.5.3. Bai tdp thuc hanh

bong vai thuc hanh theo nhém goi dién thoai td1 cadc co quan bén ngoai khach
san

2.2.6. Goi di¢n téi buéng khdch
2.2.6.1. Quy trinh goi dién t&i budng khach
Quay sb dién thoai can goi
Chao khach theo thoi gian trong ngay, xung danh, gi61 thi¢u tén bd phan.
Str dung tir 1am on, thong bao yéu cau
Cam on
2.2.6.2. Bai thuc hanh mdu

“Good morning Ms Helen Smith, I am Ha from reception department, are
you satisfied with your new room?”

“Che‘1q0 ba Helen Smith, t61 1a Ha & b phan 18 tan, ba c6 hai long voi buéng
mo1 chuyén sang khong a?”
2.2.6.3. Bai tdp thuc hanh
Dong vai thuc hanh theo nhém goi dién thoai to1 buéng khach.
2.2.7. Goi dién thoai toi cac bg phan trong khdach san
2.2.7.1. Quy trinh goi dién thoai toi cac bo phan trong khdach san
+ Quay sb dién thoai can goi
+ Chao khach theo thoi gian trong ngay, xung danh, giéi1 thiéu tén bd phan.
+ Str dung tir lam on, thong bao yéu cau
2.2.7.2. Bai thuc hanh mau

“Chao chi, em la Ha ¢ bd phan 18 tan, chi lam on cho nguoi stra diéu hoa
budng 506 ngay nhé. Cam on chi” ba co6 hai long vd1 buong méi khong a?”

“Good afternoon, I am Ha from reception department, please send someone
to repai the air+conditioner of room 506. Thank you?”

2.2.1.3. Bai tdp thuc hanh

Dong vai thyc hanh theo nhém goi dién thoai té1 cac bo phan trong khach san.
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TOM TAT BAI 2

Trong bai nay, mot s6 ndi dung chinh duoc gi6i thiéu:

+ Nghi thirc chao don cac ddi tugng khach

+ K¥ ning giao tiép va sir dung dién thoai

CAU HOI ON TAP VA THAO LUAN

1. Thuc hanh nghi thirc chao don khach 1an dau dén khach san
2. Thyc hanh nghi thire chao don khach quen
3. Thuc hanh nghi thirc chao d6n khach doan
4. Thuc hanh nghi thirc chao don khach quan trong
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BAI 3: NHAN PAT BUONG CUA KHACH QUA PIEN THOAI
% GIOI THIEU BAI 3

Bai 3 1a bai trang bi cho ngudi hoc kién thirc vé cac cong viée khi nhan
dat buong qua di¢n thoai ctia nhan vién I€ tan. Trong pham vi nghién ctru bai
nay s& tap trung nhitng ndi dung sau:

+ Tiép nhan dat buéng cua khach céd nhan qua dién thoai
+ Tiép nhan dat buéng cua khach doan qua dién thoai
< MUC TIEU BAI 3
Sau khi hoc xong bai nay, nguoi hoc ¢6 kha nang:
* V¢ kién thuc:
+ Phan tich dugc quy trinh nhan dat buéng cho khach qua dién thoai.

+M06 ta duoc quy trinh nhan dat buéng cho khach qua dién thoai mdt cach
chinh xac.

+ Van dung dugc cac ndi dung Kién thirc trén vao trong thuc té.
* V& k¥ nang:
+ Xac dinh dugc cac cong viéc nhan dat bué)ng cho khach qua dién thoai.
+ Thuc hién thanh thaq quy trinh nhan dat buéng cho khach qua dién thoai
ding trinh tu, dung ti€u chuan.
* V& nang luc ty cha va trach nhiém:

+ Y thirc dwoc tm quan trong va ¥ nghia thuc tién cta cong viéc nhan dat
budng cho khach qua dién thoai ctia nhan vién 1€ tan khach san.

+ Tuan thu nodi quy, quy dinh noi lam viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI 3

+ Dol V&i nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn d@é); yéu cau nguwoi hoc thyc hién néi dung cuia
bai 3 (ca nhan hodc nhom).

+ Poi Vi nguoi hoc: chi dong doc trieée gido trinh (bai 3) triede budi hoc;
thiee hanh day dii cac néi dung trong bai 3 theo cd nhdan hodc nhém duwéi su chi
dan cia ngwoi day trong thoi gian quy dinh.
< PIEU KIEN THUC HIEN BAI 3

+ Phong hoc chuyén mén héa/nha xwéng: Phong thyc hanh 18 tan

+ Trang thiét bi mday moc: quﬁy 18 tan; may tinh, in, di¢n thoai ban; hé
thong so, phi€u, hoa don; tang am, loa, Bang, phan, VCD, Projector....

+ Hoc liéu, dung cu, nguyén vt li¢gu: Chuong trinh mén hoc, gido trinh,
tai liéu tham khdo, giao an, phim anh, va céc tai liéu lién quan.

+ Cdc diéu kién khdc: Khong co
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< KIEM TRA VA DANH GIA BAI 3
* N9i dung: 9
~ + Kién thuc: Kiem tra va danh gia tat ca noi dung da néu trong muc tiéu
kién thurc
+ Ky nang: Pdanh gid tat ca ngi dung da néu trong muc tiéu ki néng.

+ Nang luc tw chu va trach nhiém: Trong quad trinh hoc tdp, nguoi hoc
can:

- Nghién citu bai truée khi dén 1op

- Chuan bi dc”iy du tai liéu hoc tdp.

- Tham gia day dii thoi lwong mén hoc.
- Nghiém tuc trong qua trinh hoc tdp.

* Phwong phap:
+ Diém kiém tra thuwong xuyén: khong co

+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 3
3.1. Mau biéu, tai liéu va thiét bi

+ Phiéu dit budng/sd dat budng

+ Gidy, but

+ Bang tinh trang budng

+ MOt s6 tai liéu lién quan dén viéc dat buéng

+ Pién thoai, vin phong pham

+ May vi tinh (c6 cai dit phan mém dit budng)

+ Quay 1& tan
3.2. Quy trinh tiép nhan diit budng ciia khach ca nhin qua dién thoai.
(khach san dap ung dugc yéu cau dat budng cta khach).

+ Budc 1: Chao khéch, gidi thiéu tén khach san, t€n bd phan, xung danh va
go1 y giup do.

+ Budc 2: Tiép nhan dit budng ctia khach. Hoi va ghi lai:

- Tén ngudi dat budng (str dung thuong xuyén tén ngudi dit budng).

- Thoi gian khach dit budng va khoang thoi gian luu tri (nhéc lai)

- Loai’buéng (str dung phuong phap upselling néu c6 thé) va thoa thuan gia
budng. (nhac lai).

- S6 luong budng khach mudn dit va sb luong khach s& luu tra (nhéc lai)
- Cac yéu cau dic biét vé buéng.

- Nhic lai cac thong tin trén 97



+ Budc 3: Kiém tra kha ning dap g budng.

- P& nghi khach chd dé kiém tra kha nang dap ing budng

- Thong bao cho khach vé tinh trang budng.

+ Budc 4: Tiép nhan cac thong tin dat budng chi tiét. Hoi va ghi lai:

- Tén khach luu tra (héi xem c6 phai khach cong ty khong) (nhéc lai)

- Tén cong ty, dia chi, sb dién thoai, sb fax cta khach s& luu trﬁ.(nhéc lai)
- Trach nhiém va hinh thirc thanh toan. Yéu cau dit coc (néu co).

+ Tién mat va séc Du lich: yéu cau khach dat coc sé tién bang tién buong
cua mot dém nhan véi so lugng budng da dat (cung cap so6 tai khoan va tén ngan
hang ma khach san c6 tai khoan cho khach.)

+ Thé tin dung

- Khach dat budng cho chinh ban than khach: yéu cau khach cung cap moi
thong tin vé thé tin dung (loai thé, tén nguoi cam thé, sb thé, ngay hét han), ky
vao ban cam két s& thanh toan bang thé tin dung cho khach san va giri ngay cho
khach san.

- Khéch dt buong cho khach khéc: D& nghi khach pho t6 hai mt the, ky
xac nhan vao ban cam két dong ¥ thanh toan bang thé tin dung va giri ngay cho
khach san.

+ Chuyén khoan:
- Kiém tra xem khéach c6 hop dong dugc phép ky no véi khach san khong.

- Yéu cau khach cung cap so tai khodn cua cong ty va tén ngan hang ma
cong ty co tai khoan.

- Cung cap cho khéch so6 tai khoan va tén ngan hang ma khéach san c¢6 tai
khoan.

+ Voucher:

- Kiém tra xem cong ty cua khach co6 hop dong thanh toan bang voucher
voi1 khach san khong.

- Yéu cau khach cung cép sd voucher va tén khach dugc cip voucher.
-Pé nghi don vi dat buéng gtri cho khach san mdt ban pho t6 voucher
- Hoi va ghi lai thong tin vé phuong tién van chuyén cua khach.
- Bé nghi khach cung cap thong tin vé chuyén bay va gio dén
- Goi1 ¥ cho xe ctua khach san don khach va thong bao gia xe mot luot.
+ Budc 5: Xac nhan lai véi khach cac thong tin dat buéng da nhan:
- Tén nguoi dat budng va tén khach luu tra.
- Ngay dén va khoang thoi gian luu tri cua khach.
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- Loai budng, s6 lugng budng va sé luong khach sé& luu trd.
- Trach nhiém va hinh thirc thanh toan.

- Yéu ciu xe dén va gia xe mot luot.

Budc 6: Két thiic dit budng

- Thong bao cho khach vé viéc khach san s& gtri ngay cho khach mot thu
xac nhan dat budng. D& nghi khach kiém tra thu xac nhan dat budng, ky xac
nhan va gui lai ngay cho khéch san, yéu cau khéach ghi lai s6 fax cua khach san.

- Thong bao va yéu cau khach ghi lai ma s6 dit budng.
- Cam on khéch da lga chon khach san va hen sém dugc phuc vu khach.
- Vao may vi tinh c4c thong tin dit budng da nhén.
- Luu ho so dit budng theo ngay dén ciia khach.
3.2.1. Bai thuwe hanh mdu
Tiép nhan va xir Iy yéu cau dat budng ctiia khach ca nhan qua dién thoai
(Khach san dap tng dugc yéu cau dat budng ctia khach)
Tén nguoi dit budng: Chi Tran Thu Hién
Tén khach luu tr(: Ms Nicola Karen
Cong ty: Discover Vietnam
Dia chi: 25 Ngb Vin S¥, quan I, thanh phd Ho Chi Minh, Viét Nam
+ S6 dién thoai: (08) 38227271
+ S6 Fax: (08) 38227 272
S6 E.mail: discoverviethnam@yahoo.com
S6 dién thoai cua ngudi dit budng: 0983 311 952
+ Ngay dén: 01/4
Ngay thanh toan: 04/4
Thoi gian luu tra: 03 dém
Loai budng: dat tiéu chuan (STD)

S6 luong budng: 01 budng c6 01 giwdng doi.
S6 luong khach: 01 khach

_ Yéu cau dic biét: Buéng khong hat thubcGia budng: 700.000 VND (bao
gom thué VAT va bita sang kiéu My)

Trach nhi¢m va hinh thic thanh toan: Khach tu thanh toan moi chi phi
bang tién mat.

Phuong tién van chuyén: May bay VN 221, t6i san bay Noi Bai lac 16.40.
+ Yéu cau xe don: 15 USD mét 1u20ét. Ma sb dat buéng: C 383


mailto:discovervietnam@yahoo.com

Bai thyc hanh mau tiép nhinya x I yévcdusiithuong qua dién thoai

HoangLaong Hortel PHIEU PAT BUONG cC2&3
Kliach san Hoang Loug

O AMENDMENT O CANCELLATION O WAITING LIST
Sira ddi Huy Danh sach cf
- . . | No. of CONFIRMED No. of ADDITIONAL
GUEST NAME(S OOM TYPE PE ) . . _
TE(S) R A BED TYFPE ROOM(S) RATE NIGHT(S) REQUEST
Tén khach Loai budng Loai giudmg

I S I S S 3

I Guaranteed O Non-guaran teed
_ Co bao dam > dam
- .~
NAME OF APPLICANT Tén nguei an [RABM THY +HET &)
Home Address/Bija chi ca nhan oo Te1:0A8 33119525 0 x . Email: .

Company/Office Adaress/Dig chi oy 205 Vit oo 3o1.08. 82232 Hrax: oxsxzzaazs
% e Che Mins &
ARRIVAL DATE/ETA . 01/4/20/(0 DE P-\R:I URE DATE/ETD 0‘?/4/.2_&)-0

Ngay gidr dén Ngay gid di
TRANSPORTATION REQUEST

“&u cdu van chuyé
¥ : N2 24 A6 4O Others

Flight Detai - .
Chi ti thu\E\h!) Hinh thirc khac

PAYMENT
Thanh wan

Khach oy thanh toan

S& luomg budng Gia bubng S& dém luu tra| Cac yéu cdu khac

r‘ OWN ACCOUNT T COMPANY A/C AGENT A/C ]
Cong ty thanh toan Hang 1T hanh thanh todan

% NI'-C:O_LA_MP‘&H (O <TD Poubbe | 004 | €50 _lozx &L@‘Q_%
_&u,uac,

CASH/Ti&n mat ALL EXPENSES/Toan bd chi phi

[
TRAVELLER CHEQUE/Séc du lich ROOM ONLY/Chi tién budng (]
CREDIT CARD/Thé tin dung ROOM & BREAKFAST/Tién budng va boa sang —_

OTHERS/Cic trudmg hop khac

0g

H,u u

o
= — e
qpr(l\l REQUESTS . )G.Z a‘mr-,

du dac bidt

&u o
RESERVATION IAKI"\IIY . T e
Nhéan vién nhén dat budng iy

g

I bz (46 40 sngay 04/ /2045

Hinh 3.1. Bai thuc hanh mau tiép nhan va xt Iy yéu cau dat budng qua dién
thoai

3.2.2. Bai tdp thwc hanh
Tiép nhéan va xir Iy yéu cau dit budng ciia khach ca nhan qua dién thoai
TOM TAT BAI 3
Trong bai nay, mot s6 noi dung chinh dugc gioi thiéu:
+ Tiép nhan dat budng ctia khach ca nhan qua dién thoai
+ Tiép nhan dat budng cia khach doan qua dién thoai
CAU HOI ON TAP VA THAO LUAN
1. Thuc hanh nghi thirc chao don khach 1an dau dén khach san
2. Thyc hanh nghi thitc chao don khach quen
3. Thuc hanh nghi thirc chao don khach doan
4. Thuc hanh nghi thirc chao don khach quan trong
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BAI 4: NHAN PAT BUONG CHO KHACH TRUC TIEP
PEN KHACH SAN
% GIOI THIEU BAI 4

Bai 4 1a bai trang bi cho ngudi hoc kién thirc vé cac cong viée khi nhan
dat buong cho khéch truc tiép dén khach san ctiia nhan vién I¢ tan. Trong pham
vi nghién ctru bai nay s€ tap trung nhitng ndi dung sau:

+ Tiép nhan dat budng cta khach ca nhan cho khach truc tiép dén khach
san

+ Tiép nhan dat buéng cua khach doan cho khach truc tiép dén khéch san
< MUC TIEU BAI 4
Sau khi hoc xong bai nay, nguoi hoc ¢6 kha nang:
* V¢ kién thuc:
+ Phan tich dugc quy trinh nhan dat budng cho khach truc tiép dén khach
san.

+ M0 ta duoc quy trinh nhan dit budng cho khach tryc tiép dén khach san
mot cach chinh xac.

+ Van dung dugc cac ndi dung Kién thirc trén vao trong thuc té.
* V& k¥ nang:

+ Xac dinh dugc cac cong viéc nhan dat buéng cho khach truc tiép dén
khach san.

+ Thyc hién thanh thao quy trinh nhan dat budng cho khach tryc tiép dén
khach san.dung trinh tu, dang tiéu chuan.

* \/& nang lyc ty cha va trach nhiém:

+ Y thirc duoc tm quan trong va ¥ nghia thuc tién cia cong viéc nhan dat
budng cho khéch tryuc tiép dén khach san.cua nhan vién 18 tan khach san.

+ Tuan thu ndi quy, quy dinh noi lam viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI 4

+ Bol v&i nguol day: su dung phuong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn dé); yéu cau nguwoi hoc thyc hién néi dung cua
bai 4 (ca nhan hoac nhom).

+ Poi V&i nguoi hoc: chii dong doc triede gido trinh triedc budi hoc; thyec
hanh day di cdc néi dung trong bai 4 theo cd nhdn hodc nhém duwéi si chi dan
Cua nguoi day trong thoi gian quy dinh.
< PIEU KIEN THUC HIEN BAI 4

+ Phong hoc chuyén mén héa/nha xwéng: Phong thuc hanh 1€ tan

+ Trang thiét bi mday moc: quﬁy 1& tan; may tinh, in, dién thoai ban; hé
thong s0, phi€u, hda don; ting am, loa, Bang, phan, VCD, Projector....
+ Hoc li¢u, dung cu, nguyén vdt ligu: Chuong trinh mon hoc, gido trinh,
tai liéu tham khdo, gido an, phim anh, va céc tai liéu lién quan.
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+ Cdc diéu kién khdc: Khong co
< KIEM TRA VA DANH GIA BAI 4
* N9i dung: 9
~ + Kien thuc: Kiem tra va danh gia tat ca noi dung da néu trong muc tiéu
kién thurc
+ Ky nang: Panh gid tat ca ndi dung dd néu trong muc tiéu ki ning.

+ Nang luc tw chu va trach nhiém: Trong qud trinh hoc tdp, nguoi hoc
can:

- Nghién ciru bai truée khi dén 1op

- Chuan bi dc”iy du tai liéu hoc tdp.

- Tham gia ddy dii thoi lwong mén hoc.
- Nghiém tuc trong qua trinh hoc tdp.

* Phwong phap:
+ Diém kiém tra thwong xuyén: khong co

+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 4
4.1. MAu biéu, tai liéu va thiét bi
+ S6/ phiéu/hop dong dit budng cta doan khach
+ S6 gia hop tac
+ Bang tinh trang budng
+ May vi tinh (c6 cai dit phan mém dit budng)
+ Quay 1& tan
+ Dién thoai
4.2. Quy trinh tiép nhan dit budng truc tiép tai khach san cho doan khach
+ Buoc 1: Chao don khach va goi y giup do.
_ t Budce 2: Tiép nhan dit budng cua khach. Hoi va ghi vao hop dong dat
budng:

Tén nguoi dit budng (str dung tén khach thudng xuyén).
Thoi gian dat budng va khoang thoi gian & lai.
Tén cong ty cua khach.
Loai budng, s6 luong budng khach mudn dit va sb lugng khach s& luu tra.
Kiém tra xem trudc day cong ty da timg dit budng tai khach san chua
Ghi lai nhitng yéu cau vé budng va dich vu.
+ Budc 3: Kiém tra kha niang dap tmg budng.
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Dé nghi khach cho dé kiém tra kha ning dap tmg budng qua bang tinh
trang budng

Thong bao cho khach vé viéc khach san dap g dugc yéu cau cua kKhach
+ Budc 4: Tiép nhan thong tin dat budng chi tiét.

Gidi thiéu/ goi v dich vy an uéng.

Gidi thi€u/goi ¥ dich vu phong héi nghi, hoi thao.

Xac dinh trach nhiém va hinh thic thanh toan.

Hoi va ghi lai thong tin vé phuong tién van chuyén cia khach (néu co thé)
Dé nghi khach cung cip thong tin vé chuyén bay va gio dén.

Go1 ¥ cho xe cua khach san don khach va thong bao gia xe mot luot.

+ Budc 5: Xéac nhan lai cac thong tin dat buéng da nhan:

Tén ngudi dit budng, tén cong ty.

Ngay va thoi gian khéch luu tra.

Loai budng, s6 luong budng va s luong khach s& luu tru.

Yéu cau an ubng, phong hoi nghi, hoi thao

Trach nhi€ém va hinh thirc thanh toan.

Yéu cau xe don va gia xe mot luot.

SO tién va thoi gian khach dat coc cho cac dich vu va giri danh sach doan
cho khach san.

Thoi han cudi cung néu khach huy dat buong va so tién khach phai boi
thuong néu vi pham quy dinh hiy dat buong.

+ Budc 6: Két thiic viéc nhan dit buff)ng.
Ghi ma sb dit budng vao hop dong.

~ Lap hop dong dit budng thanh 4 ban, kiém tra, ky va ghi rd ho tén va dong
dau cua khach san.

Chuyén 04 ban hop dong cho khach kiém tra, ky va ghi rd ho tén, dong dau
cua cong ty va giao cho khach giir 2 ban.

Cam on khach da lua chon khach san.

Hen sém dugc phuc vu khéch.

Vao may vi tinh cac thong tin dit budng da nhén.

Luu hd so dit budng ciia doan vao noi quy dinh.
4.2.1. Bai thwe hanh méu

Thao tac mAu tiép nhan va xur Iy yéu cau dit budng truc tiép tai khach san
cta doan khach (Khach san dép tng dugc yéu cau dat buong cua khach)
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Tén nguoi dit budng: Anh D6 Hai Ha

S6 dién thoai di dong: 0916 556 678. Cong ty du lich: Mé Kong

Dia chi: 114 A Nguyé Hug¢, Quan 1, thanh phé H6 Chi Minh, Viét Nam
S6 dién thoai (08) 3829 2252. Sb fax (08) 3829 2250

Tén doan: Mé Kong

Ngay, gid dén dot 1:16.00 gio ngay 02/4/2021

Ngay, gio thanh toan dot 1: 12.30 gio ngay 05/4/2021

Tong sb dém luu tri: 03 dém

S6 lugng budng: 12 budng cé hai givdng don (twin). Loai budng: ROH
Gia budng: 25 USD/01 budng/01 dém

S6 luong khach: 24 khach. Qudc tich: Viét Nam

Yéu cau dic biét: Poan ¢ cing tang, budng yén tinh.

Yéu cau in udng:

An trua ngay mong 03/4/2021 : 26 suét gia 60.000 VND/ 01 suét.

An trua va udng bé mac ngay 04/4/2021 : 120 suat gia 80.000 VNB/01
An t6i ngay mong 02, 03 va 04/4/2021: 26 suat

Gia 60.000 VND/01 suat

Chu ¥: Cac bita dn di bao gdm 02 sudt ndi bd mién phi

Trach nhiém va hinh thirc thanh todn: Cong ty Mé Kong thanh todn
tiénbuodng, bita trua, bira t61 va udong bé mac cho doan bang hinh thuc chuyén
khoan.

Ma 6 thué ctia cong ty du lich Mé Kong: 0110669911 +1 tai ngan hang
ANZ thanh pho H6 Chi Minh

Dit coc: 50% tién an.

Thoi han dit coc cudi cung : 15/03/2021

Ty gia hdi doai ngay 05/4/2021 1a 18.080 VNB/01 USD
M3 sb hop dong: 126
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BO VAN HOA, THE THAO VA DU LICH CONG HOA XA HQI CHU NGHIA VIET NAM
TRUONG CAO PANG DU LICH HA NOQI Poc lap - Tw do - Hanh phiic
Khach san Hoang Long

HQP PONG PAT BUONG

S6: 1265
Hom nay, ngay 01 thang 03 ndm 2010, tai Khach san Hoang Long, ching t6i gdm:
Bén A: Cong ty Du lich Mé Kong
Dia chi: 114 A Nguyén Hué, Quén I, thanh phd Hd Chi Minh, Viét nam
Dién thoai: (08) 3829 2252 Fax: (08) 3829 2250
Nguoi dai dién: Ba DS Hai Ha - Giam déc diéu hanh
M- s6 thué: 0110669911 -1 tai ngan hang ANZ thanh phé Hd Chi Minh

Bén B: Khach san Hoang Long

bia chi: Pudng Pham Vin démg, Xuan Pinh, Tir Liém, Ha Noi, Viét Nam.

Dién thoai: (04) 38362510 (04) 38362512 Fax: (04) 38389961

Ngudi dai dién: Ba Nguyén Thi Thao - Truéng bo phan 1€ tan khach san Hoang Long
MST: 0100773211-1

Hai bén dong y ky hop ddng theo cac diéu khodn sau:
Dleu 1: Bén B chiu trach nhiém cung cap:
1.Budng ngii:
bao gdm bira an sang - khong gdm bira @n sang
-S6 lugng budng: 12 budng
-Loai budng: ROH

-Single:........ -Double......... ; -Twin: 12 -Triple:........

-Téng sb khach: 24............. S4 lugng khach nam: 12.............. S6 lugng khach nir: 12
-Dot1:Ngay,gior dén: 16.00 gio ngay 02/4/2010. Ngay, gior di: 12.30 gid ngay 05/4/2010
-Dot 2:.Ngay, gid dén:.  oooeieeeeeee CNgay, gio Al
-Dot 3:.Ngay,gio (<35 FOR R NSV, I iibvarisamivaossssnensssennsisnmonnns

-Téng s6 dém: 03 dém

-Gi4 budng: 25 USD/1 twin/1dém. Ty gia héi doai hién hanh 01 USD = 18.080 VND
-Single:........ -Double......... -Twin: 12.. Triple:........
-Téng sb tién budng : (12 budng x 25 USD) x 3 dém = 900.00 USD

2.Phong hgi nghi

- 86 lugng khéch:

-Tén phong hdi nghi:

SThid phan o Tir. .o ", - NRNCSE S DU ——
-Gid phong hoi NEHit. .o
-Trang lh:et bi gdbm:............ microphones, ............... bang + but, hoa tuoi

- Téng s6 uen PHORE HOLTITII v oveernrmmmronmonsonsonnssnssnmsnsassoonsesssmmiss snnmnsionnssosss ssnassssssssinssios
3. Trang thiét bi cho thué:

-Ngudi phién dich:....cooiinn VND/NGUOi.ccoemmieiiiiiiiiiiiiiiiiieees USD/nguoi
-Budng chuin bi cho ngudi phién dich:....ccococvveiieeninnen. VIND...corsmmmsesnnsenses USD/budng
-LCD may chiéu + man hinh:........cccoocoveenen. NI, covaxsnns vewvasssmme ssmannsons USD/ngay
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IV RS v e i NBID s aminvamnsion USD/ngay
-May Photocopy:......ceresseneanes o R R USD/ngay
-Téng s tién trang thiét bi cho thué:.........o.ooooveveeeee AR SRR ARG
4.Giai lao uong tra (Tea/Coffee break):
-Téng sb khach.: "
Gl VND khach /bira giai lao udng tra........... USD/khéch /bira giai lao udng tra
- Tong o ey L0 o S —
5. An bira trua: ngay 03 va ngay 04/4/2010. An bira toi ngay mong 02,03 va 04/04/2010
-Téng sb khach: 24 khach va 02 khach noi bg/1 bira trua ngay 02,03 va mong 04/04/2010
-Gia: 60.000VND /khach/bira trua/téi (bao gdm 01 dd udng nhe khéng cdn)
- Tong so tlen an uong [( 60.000 VND x 24 khach) x 4 bira] = 5.760.000 VND
- Téng sb tién an va udng bé mac trua ngay 04/4/2010 =
[(80,000 VND x 120 suét )+ 35.747.000]= 45.347.000 VND
Chiiy Tdt ca cde mike gid trén da bao gom: 3% phi phuc vu va 10% thué VAT
Bén A phc; <=~ bdo chinh xdc s6 lwong khdach cho méi bita an trica/ bita
161 trucdre nED {)0{)3/2010
Piéu 2: Tong gia tri hop dong:
Bing sb: 51.107.000 VND. Bing chir : ndim muoi mét triéu mot tram linh bay
nghin dong
Bing sb : 900.00 USD. Bing chir: Chin trim do la MY chan.
Diéu 3: Trach nhiém cua bén A:
Bén A phai théng bao trude cho bén B moi yéu cau trude ngay 15/3/2010
D:eu 4: Trach nhiém cuia bén B:
Bén B sé& cung cap cho bén A moi dich vu trong diéu khoan 1
Diéu 5: Phuwong thirc thanh toin:
Bén A sé thanh toan trudc : 25.000.000 VND.....c......... USD cho bén B trudgce ngay
24/3/2010
Bén A s& thanh toan cho bén B: 900.00 USD ¢ diéu khoan 1 va cac khoan con lai
sau khi khach thanh todn trong vong 21 ngay.
Bén B sé glao hoa don VAT cho bén A sau khi nhan dugc moi thanh toan.
Diéu 6: Quy dinh vé viéc vi pham huy hop dong
Néu bén nao muén huy hop ddng phai théng bao cho bén kia it nhét 15 ngay trudc
ngay bt dau sur 'dung dich vu cua khéch san.
Diéu 7: Cam két cua hai bén
Hai bén phai ndm rd cac trach nhiém cua minh va céc didu khoan cua hop dong.
Néu bén nao vi pham céc diéu khoan cua hgp ddng s& phai chiu trach nhiém bdi thuong
cho bén kia sé tién bing 50% gia tri hgp dong
Trong trudng hop ¢6 khiéu nai vé hop ddng, ca hai bén déu cung xem xét va giai
quyét theo phap ludt quy dinh cua nuée Cong hoa xa hoi chu nghia Viét Nam
Hop dong nay gom 04 ban c6 cung ndi dung, mdi bén giir 02 ban.
Hop dong nay c6 hiéu luc tir ngay ky.

BEN A BEN B
Pé Hii Ha Nguyén Thji Thaio

Hinh 4.1. Bai tap mau hop ddng dit budng
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DANH SACH DOAN KHACH ME KONG
Trudng doan: aL Tfu Thuy Hawe
Checkin Q2 2 (2040
Check out g4~ / (2040
S& lugng khach: 24
S6 lugng budng va loai buéng: 12 twins
Lai xe: Hoang Anh

STT | Ho va tén Gidi tinh |Buong |S6 CMT/ | Ghichd
dukién | ho chiéu
Nam Nir
1 Vi Héng Ha 1984 | 201 162783368
2 Nguyén Thi sao Ly 1986 131389085
3 Dinh Vian Huong 1956 202 120109627
4 Trinh Dic Thanh 1961 140039734
5. | Nguyén Duy Phong | 1981 203 111589714
6 Tran Van Hing 1965 162031851
7 Nguyén Thi Mo 1986 | 204 121652783
8 Nguyén Thuy Mo 1986 164160132
9 Lé Vin Tién 1952 205 171453986
10 | Trdn Minh Khéi 1962 120048845
11 | Tran Anh Tam 1970 206 011639415
12 | Nguyén Quang Uy 1947 010169077
13 | Trdn Thi Hué 1985 | 207 090893001
14 | Lé Thi Thuy Duong 1981 111468730
15 | Ngbé Van Son 1973 208 161057989
16 | Db Anh Tudn 1979 141796628
17 P& Thi Ngan 1986 | 209 135282683
18 | Hoang Thi Ngoc Lan 1986 172047807
19 | Nguyén Thi xuyén 1986 {210 152495623
20 | Phung Thi Nu 1984 162644221
21 Neuyén Thi Tam 1986 | 211 162804483
22 | Doan Thi Nét 1985 142118877
23 | Dinh Van Trong 1984 212 164261397
24 | Bui Anh Ly 1983 139784562

Méng Céi .0'475/2040

-

D6 Nhat Huy

Hinh 4.2. Danh sach khach doan Mé Kong
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4.2.2. Bai tap thwe hanh

Thuc hanh tiép nhan yéu cu dat budng truc tiép tai khach san cua doan
Khach

TOM TAT BAI 4

Trong bai nay, mét s6 noi dung chinh dugc gidi thi¢u:

+ Tiép nhan dat buéng cua khach ca nhan truc tiép tai khach san

+ Tiép nhan dat buéng cua khach doan truc tiép tai khach san

CAU HOI ON TAP VA THAO LUAN

1. Khach ty gi6i thiéu 1a ngudi cta hing 1ir hanh va hoi mire gia ky két tot nhat
2. Khach dén khach san xin duoc dit 10 budng vao mot ngay nao d6 cia
tuansau.

3. Khach dé:n khach san dé nghi dat 20 budng trong mot tuan cta thang 6
(muacao diém)

4. Nhan vién diéu hanh cia mot hing lit hanh dén dit budng cho mot
doankhoang 30 khach
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BAI 5: NHUNG TINH HUONG THUONG GAP KHI NHAN DAT
BUONG VA CACH XU LY

% GIOI THIEU BAI 5

Bai 5 14 bai trang bi cho nguoi hoc kién thie vé xir Iy nhitng tinh hudng
thuong xdy ra khi nhén dat buong cho khach ctia nhan vién I€ tan. Trong pham
vi nghién ctru bai nay s€ tap trung nhitng ndi dung sau:

+ Xir Iy nhitng tinh hudng thudng xay ra khi nhan dat budng cho khach

+ Xt 1y nhirng tinh hudng thudng xay ra khi sira doi va huy dit budng cua
khéach

< MUC TIEU BAI 5
Sau khi hoc xong bai nay, nguoi hoc ¢6 kha nang:
* V¢ kién thuc:
+ Phan tich dugc quy trinh xur ly nhimng tinh hudng thudng xay ra khi nhan
dat buong cho khach
+ Mo ta dugce quy trinh
+ Van dung dugc cac ndi dung Kién thirc trén vao trong thuc té.
* V& k¥ nang:
+ Xir Iy nhitng tinh hudng thudng xay ra khi nhan dat budng cho khach

+ Xay dyng dugc cac tinh hudng thudng xay ra khi nhan dit budng cho
khach

+ Thyc hién thanh thao quy trinh xir ly nhing tinh huéng thuong xay ra khi
nhan dat buong cho khach dung trinh ty, dung ti€u chuan.
* \/& nang lyc ty cha va trach nhiém:

+ Y thirc duoc tam quan trong va y nghia thuc tién cia cong viéc nhan dit
budng cho khach tryc tiép dén khach san.ctia nhan vién 18 tan khach san.

+ Tuan thu nodi quy, quy dinh noi l[am viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI

+ Dol V&i nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn d@é); yéu cau nguwoi hoc thyc hién néi dung cua
bai 5 (ca nhan hoac nhom).

+ Poi Véi nguoi hoc: chii dong doc truedc gido trinh triedc budi hoc; thyrc
hanh day di cdc néi dung trong bai 5 theo cd nhdn hodc nhém duéi si chi dan
Cua nguoi day trong thoi gian quy dinh.
< PIEU KIEN THUC HIEN BAI 5

+ Phong hoc chuyén mén héa/nha xwéng: Phong thuc hanh 1€ tan

+ Trang thiét bi mday moc: quﬁy 1& tan; may tinh, in, di¢n thoai ban; h¢
thong s0, phi€u, hda don; ting am, loa, Bang, phan, VCD, Projector....
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+ Hoc liéu, dung cu, nguyén vat li¢u: Chuong trinh moéon hoc, gido trinh,
tai liéu tham khdo, gido an, phim anh, va céc tai li¢u lién quan.

+ Cdc diéu kién khdc: Khong co
+KIEM TRA VA DANH GIA BAI 5

* Noi dung:

+ Kién thuc: Kiem tra va danh gid tat ca noi dung da néu trong muc tiéu
kién thurc

+ Ky nang: Pdnh gid tt ca ndi dung da néu trong muc tiéu ki néing.

+ Nang luc tw chu va trach nhiém: Trong qud trinh hoc tdp, nguoi hoc
can:

- Nghién citu bai truée khi dén I6p

- Chudn bi a”d‘y du tai liéu hoc tdp.

- Tham gia ddy dii thoi lwong mén hoc.
- Nghiém tuc trong qud trinh hoc tap.

* Phwong phap: )
+ Diém kiém tra thwong xuyén: 1 bai kiéem tra (hinh thuc thuc hanh)

+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 5
5.1. Mau biéu, tai liéu va thiét bi
Phiéu dit budng/sé dit budng
Bang tinh trang budng
Mot s6 tai lidu lién quan dén viéc dit budng
Pién thoai, van phong pham
May vi tinh (c6 phan mém dit budng)
Quay 18 tan

5.2. Xir 1y tinh hudng khach san khong dap ing dwoc yéu cau dit budng
cua khach

5.2.1. Quy trinh xii Iy tinh hudng khdch san khong ddp iing dwgc yéu cau dgt
buong cua khach

Budc 1: Chao khach, gidi thi€u tén khach san, tén bd phan, xung danh va
go1 y giup do.

Budc 2: Tiép nhan yéu cau dat budng ciia khach.

Budc 3: Kiém tra kha ning dap tmg budng (khong dap ung).

Giai phap 1: Thuyét phuc khach thay doi thoi gian dit budng va loai budng

Thong béo cho khach biét tinh trang budng vao ngay khach dat (hét budng
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vao ngay khach dit nhung c6 budng vao ngay...).
Thuyét phuc khach thay doi thoi gian/loai budng khach muén dat.

‘ Néu,khéch dong y thay doi thot gian hodc loai budng, thyc hién nhan dat
budng giong quy trinh nhan dat buong cho khach ca nhan qua dién thoai.

Giai phéap 2: Goi y ghi tén khach s€ luu tra vao danh sach khach cho
Goi y ghi tén khach s€ luu trtt vao danh sach khach cho.

Thong bao cho khach s€ lién lac voi khach ngay khi co budng hodc chu
dong dat buong cho khach & khach san khac néu khach san khong c6 buong.

Giai phap 3: Goi y dat budng cho khach & khach san khac
Khéo 1éo thuyét phuc khach dit budng & khach san khac.

Néu khach dong ¥: Cung cap cho khach mot sé thong tin vé khach san
khac.

Giai phap 4: T chdi dit budng
~ Théng bao cho khach biét khach san khong dap {mg dugc yéu clu dat
budng cua khach.
T6 16 su luyén tiéc vi khong c6 co hoi dé phuc vu khach
Hy vong som dugc phuc vu khachGhi lai mot s6 thong tin cua khach
Chao tam biét va cam on khach da lua chon khach san.
5.2.2. Bai thwe hanh méu

Giai phap 1: Thuyét phuc khach thay doi thoi gian dat budng va loai buong
Khach. C6 cho dat mdt budng vao ngay mong 8 thang tu nam 2010

L& tan: Xin anh vui long chd mot chat... Em rat tiéc 13 vao ngdy mong 8
thang tu khach san em da kin budng nhung khach san cé budng trong vao ngay 9
thang tu. Hay anh ddt budng vao ngay mong 9 thang tu nhé?

Giai phép 2: Goi y ghi tén khach s€ luu tra vao danh sach khach cho

L& tan: Em c6 mot goi y thé nay, em s€ ghi tén khach cua anh vao danh
sach khach cho budng. Khi c¢6 budng trong em sé& lién lac voi anh ngay. Anh
dong ¥ nhé?

Néu khach dong y: Ghi tén khach s& luu tra vao danh sach khach cho. Hoi
va ghi lai cac thong tin sau:

+ Thoi gian dat budng va khoang thoi gian ¢ lai.

+ Loai budng, s6 luong budng va cic yéu cau dic biét.
+ S6 luwong khach.

+ Tén ngudi dit budng va sé dién thoai.

+ Tén khach luu tr(, tén cong ty, dia chi, s6 dién thoai va so fax.
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Giai phap 3: Goi y dit budng cho khach & khach san khac

L& tan: Em dat giup anh mot buéng 0 khach san khac nhé? Khach san do
rat gan khach san ctia em va chat luong dich vu cling rat tot. Anh chi & d6 dém
mong 8 thoi. Ngay mong 9 khach san s€ c6 budng trong cho anh. Em s€ cho xe
mién phi don anh vé khach san. Anh dong y nhé?

Giai phap 4: Tur chbi dat budng

L& tan: Em rat tiéc vi da kin budng nén 1an nay khach san em khong c6 co
hoi duge phuc vu khach cua anh. Em hy vong sém dugc phuc vu khach cta anh.

Xin anh vui 10ng cho em sb dién thoai cam tay va néu co budng em s& lién lac
vO1 anh ngay.

5.2.3. Bai tdp thwc hanh
Bai tap thuc hanh
5.3. Xir Iy tinh hudng khach mic cé gia budng
5.3.1. Quy trinh xit Iy tinh huéng khdch mdc cd gid buong

Chao khach, giéi thi¢u tén khach san, tén b phan, xung danh va gogi y gitp
do

+ Tiép nhan yéu cau dat budng cua khach.

+ Tén ngudi dit budng (sir dung thuong xuyén)
+ Thoi gian luu tra (ngay dén, ngay di)

+ Loai budng

+ S6 lugng budng va sb luong khach.

+ Cac yéu cau dic biét vé buéng.

Thoa thuan vé gia budng

Xtr Iy tinh hudng: Khach muén giam gia budng

Nhe nhang giai thich cho khach vé mutc gia niém yét cuia khach san, ti¢n
nghi dich vu cta khach san va cac dac diém ndi trdi cia khach san.

Néu khach khong dong ¥: Chuyén yéu cau ctia khach cho nguoi phu trach
5.3.2. Bai thwe hanh méu

Khach hang: C6 thé giam gia phong nay xubéng mot chut khong em?

L& tan: Da thua quy khach, loai phong quy khach thu¢ 1a loai phong dep va
sang trong nhat ¢ khach san. Vi dién tich rong, ban cong dep nhin thang ra bién
va dugc tang thém 1 bira sang va hoa qua hang ngay, em nghf gia nay Ia rat hop
1y ro1 a.

5.3.3. Bai tdp thwc hanh

Thuc hanh mau quy trinh tiép nhan dit budng qua dién hoai. Xt 1y tinh
huéng khach mic ca gia buéng

42



5.4. Xir Iy tinh hudng khach sira d6i thong tin dit budng
5.4.1. Quy trinh tiép nhin yéu cau siva déi thong tin dit buéng

Buodcl: Chao khach, gioi thi€u tén khach san, tén by phan, xung danh va
goi1 y gitup do.

Budc 2: Tiép nhan yéu ciu sira dbi cac thong tin dat budng ctia khach

Hoi tén khach va thuong xuyén st dung.

Hoi khach ma sb dat budng va tim hd so dit budng.

Xéc nhan lai cac thong tin dit budng trén phiéu dit budng gdc.

Hoi va ghi lai yéu ciu sira doi thong tin dit budng

Budc 3: Kiém tra kha ning dap Gng budng va thong bao tinh trang budng
cho khach.

Budc 4: Thuc hién viéc sira d6i cac thong tin dat budng trén phiéu dit
budng gdc.

Tich vao 6 stra d6i trong phiéu dit budng.

Gach thong tin cil, viét théng tin méi sang bén canh hoic phia dudi.
Dung bat nhé t6 vao cac thong tin stra doi.

Budc 5: Xac nhan lai cac thong tin dat buéng da duogc stra doi.

Xéc nhan lai v6i khach cac thong tin dat budng da duoc sta doi voi.

Yéu cau cong ty dat buong gui ngay van ban xac nhan viéc sua d6i cac
thong tin dit budng va cung cap sb fax ctia khach san cho khach.

Budc 6: Két thiic viée stra d6i thong tin dat budng.
Cam on khach da cho biét yéu cau stra d6i.

Stra d6i cac thong tin dit budng trén may vi tinh.
Poi tinh trang budng.

Luu phiéu dit budng da stra d6i theo ngay dén.

Ghi s0 giao ca vé viéc stra doi thong tin dit buong va thong bdo cho céac bd
phan lién quan vé céac dat buong da stra doi.

5.4.2. Bai thwe hanh méu

Tiép nhan va xtr ly yéu cau sira doi thong tin dat budng cia khach (Khach
san dap tmg duoc yéu cau stra d6i cua khach)

Tén khach: Nicola Karen (Ms)

+Yéu cau stra d6i: Doi ngay dén tir ngay 01/4/2021 sang ngay 02/4/2021.
Thoti gian luu tra: 03 dém.

Thong tin chuyén bay ngay 02/4/2021.

43



S6 hiéu chuyén bay: VN 228, dén
Thoi gian dén san bay Noi Bai: 13:15

Bai thuc hanh mau tiép nhan va xir Iy yéu ciu sira doi thong tin dit budng

HoangLong Hotel
Ehach san Hoang Long
g]fs/ Ngay ece 5 5 2% (3200
w UG RESERVATION FORM NJ e d8i: Trap Thaths
= PHIEU DAT BUONG N5 nbes tds AT i .
4 o Cc383
NEW z/AHE.\'DMENT O CANCELLATION O WAITING LIST
bat man Sua doi Huy Danh sach cho
GUEST NAME(S) ROOMTYPE [ BEDTVPE | ooolo | COTRIIMED | “"(";"}',‘;253 A%ggtlg;’.;L l
Tén khich . Loai buong Loai girong | sé lugmg buéng Gia budng S& dém lwu tri| Cac yéu cdu khic ‘I
NicotA KAREN (M) | STp Denible | 04 ¢ 30 03  |Buong bhng
' 17 il
- r
. bt Huse
|
| |
'D/Guzrlnleed O Non-guaranteed
_ . C6 bao dam Khéng c6 bao dam
NAME OF APPLICANTTén ngwi e TRAN  THU HIETS (M)
Home Address/Diachi CANRBN ............ocuomimuiniiniiinieeccieeneeaaoenaens Tclm"m FRE: osasivisiins Email:
Company/Office AddressIDla chi co i | lmfzz:b.ﬂ Fax mm}&k il:
23 Bhey Sy ot HE R A ) "
ARRIVAL DATE/ETA S -0 e eersie s DEPARTURE DATE/ETD . T
Ngay gitr dén 02_/4/2_010 Ngay gio di os/q/m‘o

TRANSPORTATION REQUEST
Yéu cau vén chuyén

Flight Details
Chi tiét chuyén b: Hinh thi
1 tiét chuyeén bay VI‘L 2'2'2 /f?) ] /{5_ inh thirc khac
PAYMENT
7 Thanh todn
OWN ACCOUNT - COMPANY A/C AGENT A/C ]
Khich ty thanh toan Céng ty thanh todn Hang I hanh thanh toédn i
CASH/Tién mat = ALL EXPENSES/Toan b chi phi O |
|
TRAVELLER CHEQUE/Séc dulich  [] ROOM ONLY/Chi tién budng O l
CREDIT CARD/Thé tin dung (| ROOM & BREAKFAST/Tién bubng va brasing  [] ‘
CARD TYPE .......... FE R OTHERS/Cic truémg hop khic
Loai thé
CARDNo.«cnmas S a s rrsasrannsarss | mpmsmssscsensrssrasennanseernnsermn ey A A S .
Sé the
EXPIRATIONDIATE oot smembimnin || ftimiat e 0oty st o e o e e e b \
l Han sit dung |

SPECIAL REQUESTS Xe.. ﬂtm:"lzu San . bala, Ha) = 645— . 2oda) ¢ M/{M
Yéu ciu dic bidt C/l?) /{6- ”—g‘"g 02/4/20407
,\9.5 V\&m 4-&

Hinh 5.1. Bai thyc hanh mau stra doi dat buéng
5.4.3. Bai tdp thwc hanh

Tiép nhan va xir Iy yéu ciu sira doi thong tin dat budng cta khach.

RESERVATION TAKENBY ..........
Nhan vién nhén dit budng

5.5. Tiép nhan va xir Iy tinh hudng khach hiy diit budng
5.5.1. Quy trinh tiép nhdn hiiy dit buéng qua dién thoai
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Budc 1: Chao khéch, gidi thi€u tén khach san, tén by phan, xung danh va
go1y gitup do.

Budc 2: Tiép nhan yéu ciu huy dit budng cta khach.

Hoi tén khach va thuong xuyén st dung.

Hoi ma s6 dat budng va tim ho so dit budng.

Xéac nhan lai cac thong tin dit budng voi khach qua thu xac nhan dit
budng.

Té nhi tim hiéu 1y do huy dit budng va thuyét phuc khach khong huy (néu
c6 thé).

Khing dinh lai viéc huy dat budng v6i khach.
Budc 3: Thuc hién viéc huy dit budng.
Kiém tra tinh hop 1é ctia viéc huy dit budng.

+ Dbi voi dat budng bao dam: Kiém tra xem khach c¢é vi pham cac diéu
khoan trong hgp dong dat budong khong.

‘ Néu c6 vi pham hop dong: Thong bao cho khach sb tién va thoi gian phai
boi thuong cho khach san.

Néu khong vi pham hop ddng: Tra lai cho khach s tién dat coc/thanh toan
trudec.

+ Pdi v6i dat budng khong bao dam: khong can thiét phai kiém tra.
Tich vao 6 huy dit budng trén phiéu dit budng.

~ Gach chéo phiéu huy dat buong, dong dau huy dat budng lén phiéu dit
budng, ghi ngay thang huy, ho va t€n nguoi huy budng, ho va tén nhan vién
nhan huy dat budng.

Budc 4: Két thic viéc huy dat budng.

T6 ra luyén tiéc khong c6 co hoi dé phuc vu khach 1an nay va mong mudn
som dugc phuc vu khach.

Pé nghi cong ty dat budng gui ngay cho khach san fax xac nhan huy dat
budng (cung cap so fax cta khach san cho khach).

Thuc hién viéc huy dat buong trén may vi tinh (gilr lai cac thong tin can
thiét).

Luu ho so huy dit budng.

Poi tinh trang budng.

Ghi s6 giao ca vé viéc huy dit budng.

Thong bao cho cac bd phan lién quan vé viéc huy dat budng ctia khach.

Xt 1y mot s6 tinh hudng khi tiép nhan va xir 1y huy dat budng qua dién
thoai
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Khach di dit budng cho hai khach nhung chi yéu cau huy dit budng cia
mot khach.

Khach huy dat budng vi phan nan gia budng cta khach san cao hon so véi
gid budng cua nhitng khach san dong hang khac trong cung khu vuc.

Khach huy dat buéng vi ché khach san nho, vi tri cia khach san xa trung
tam thanh pho va khong thuan 1¢1 cho viéc sir dung phuong tién giao thong cong
cong.

5.5.2. Bai thwe hanh méu

Thuc hanh mAu tiép nhan va xt Iy yéu cau huy dit budng ctia khach hang &
hinh 5.1.

5.5.4. Bai tdp thuc hanh
Thuc hanh theo nhom tiép nhan va xir 1y yéu cau huy dit budng ciia khach
TOM TAT BAI 5
Trong bai nay, mot s6 noi dung chinh dugc gion thigu:
+ Xir Iy nhitng tinh hudng thudng xay ra khi nhan dat budng cho khach

+ Xt 1y nhimng tinh hudng thudng xay ra khi sira doi va huy dit budng cua
khach

CAU HOI ON TAP VA THAO LUAN

1. Khach yéu cau stra doi thoi gian luu tri ngan hon hodc dai hon yéu cau
datbudng cli

2. Khach thay doi trach nhiém hodc hinh thire thanh toan

3. Khéach san khong dap tmg duoc yéu cau thay doi cac thong tin dat buong
cuakhach

4. Khach dén khach san s6m hon du dinh , yéu cau stra doi thoi gian luu tri
vade nghi dugc nhan budng ngay
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BAI 6: PANG KY KHACH SAN CHO KHACH PA
PAT BUONG TRUOC
% GIOI THIEU BAI 6

Bai 6 1a bai trang bi cho ngudi hoc kién thirc vé cac cong viéce khi nhan
lam thu tuc dang ky khéach san cho khéach da dat buong trudc cua nhan vién 1€
tan. Trong pham vi nghién clru bai nay sé tap trung nhiing ndi dung sau:

+ Lam thu tuc ding ky khach san cho khach 1¢ di dit budng trude
+ Lam thu tuc ding ky khach san cho khach doan d dit budng trudce
< MUC TIEU BAI 6
Sau khi hoc xong bai nay, nguoi hoc ¢6 kha nang:
* V¢ kién thuc:
+ Phan tich dugc quy trinh ddng ky khach san cho khach.
+ M6 ta dugc quy trinh dang ky khach san cho khach mdt cach chinh xéc.
+ Van dung dugc cac ndi dung Kién thirc trén vao trong thuc té.
* V& k¥ nang:
+ Xac dinh dugc cac cong viéc dang ky khach san cho khach.

+ Thyc hién thanh thao quy trinh dang ky khach san cho khach ding trinh
tu, ding ti€u chuan.

* V& nang luc ty cha va trach nhiém:

+ Y thirc duwgc tm quan trong va y nghia thuc tién cua cong viéc dang ky
khach san cho khach cua nhan vién 1€ tan khach san.

+ Tuan thu nodi quy, quy dinh noi lam viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI 6

+ Dol V&i nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn d@é); yéu cau nguwoi hoc thyc hién néi dung cuia
bai 6 (ca nhan hodc nhom).

+ Déi Vi nguoi hoc: chu dong doc trude gido trinh trudc buoi hoc; thuc
hanh day du cac noi dung trong bai 6 theo cda nhan hodc nhom duoi Su chi dan
Cua nguoi day trong thoi gian quy dinh.

% PIEU KIEN THUC HIEN BAI 6
+ Phong hoc chuyén mon hoa/nha xwong: Phong thuc hanh I€ tan
ot T rang thiét bi mday moc: quﬁy 18 tan; méy tinh, in, dién thoai ban; hé
thong so, phi€u, hoa don; tang am, loa, Bang, phan, VCD, Projector....

+ Hoc li¢u, dung cu, nguyén vt ligu: Chuong trinh mén hoc, gido trinh,
tai liéu tham khdo, gido an, phim anh, va céc tai li¢u lién quan.

+ Cdc diéu kién khdc: Khong co
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<+KIEM TRA VA DANH GIA BAI 6
* N9i dung: 9
~ + Kién thuc: Kiem tra va danh gia tat ca noi dung da néu trong muc tiéu
kién thurc
+ Ky nang: Pdanh gid tat ca ndi dung da néu trong muc tiéu ki nang.

+ Nang luc tw chu va trach nhiém: Trong quad trinh hoc tdp, nguoi hoc
can:

- Nghién citu bai truée khi dén 1op

- Chuan bi dc”iy du tai liéu hoc tdp.

- Tham gia day dii thoi lwong mén hoc.
- Nghiém tuc trong qua trinh hoc tdp.

* Phwong phap:
+ Diém kiém tra thuwong xuyén: khong co

+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 6

6.1. Mau biéu, tai liéu, trang thiét bi

Danh sach du kién khach dénvadi  Danh sach doan khach

Bang tinh trang budng Phiéu dang ky khach san cho doan
Phiéu x4c nhéan dat buéng Phiéu dit coc

Phiéu dang ky khach san Phiéu bao thirc

Phiéu an sang Phiéu 1a thé tin dung

Thé chia khoa Phiéu bao lanh

Chia khoa budng May vi tinh

6.2. Chuan bi ho so ding ky khach san cho khach c4 nhan
6.2.1. Quy trinh chudn bi ho so ding ky khdch san cho khdch cd nhin

Kiém tra danh sach khach du kién dén va chuan bi di cac mau biéu cho s
luong bd ho so dang ky theo danh sach du kién khach dén.

Doc thu xac nhan dat buéng va danh sach du kién khach dén.

Dién cac thong tin cua khach tir th x4c nhan dit budng/van ban dit budng
va danh sach du kién khach dén vao cac phicu trong cac bo ho so dang ky.

Kiém tra va xép ho so dang ky da chuan bi vao hop dung ho so.
Xt Iy mot s6 tinh hudng khi chuén bi hd so dang ky khach san
Chuan bi hd so ding ky cho khach quan trong.
6.2.2. Bai thuwe hanh mdu
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Thuc hanh mau chuan bi hd so dang ky cho khach c4 nhan:
Tén khach: Nicola Karen (Ms). Budng sd: 204
Loai budng: dat tiéu chuan (STD). Gi4 budng: 30 USD

Trach nhiém va hinh thtrc thanh toan: Khach ty thanh todn moi chi phi
bang tién mat

HoangLong Hotel
Fhach san Hoang Long

CONFIRMATION FORM

e HIEU XAC NHAN PAT BUONG
w P UXxX A X

Coderma sé: C.383, .

ATTENTION/Ngudi nhin: TMHTHUﬁEE:H . ( r"t&) ................... Date/Mgsy: 0,( /3/£O4O

COMPANY/Co quan: Discover Vet Mo, .o
ADDRESS/Dia chi: JON%S@aﬁgga,MnA,TPMhCM/PWL
TEL/FAX/S4 dién thoai/Fax: OF.3%993234° ... Fax.:.08.58221232

THANK YOU FOR YOUR INTEREST IN THE PRACTICAL HOTEL, WE ARE PLEASED TO CONFIRM THE FOLLOWING:
Rat cam op quy khdch dd quan tdm dén Khach san Thuc hanh, ching téi xin duge xdc nhdn lai nhiing thong tin sau:

NEW AMENDMENT CANCELLATION [J

Pat méi Stra dbi Huy

GUEST NAME ARRIVAL/ETA DEPARTURE/ETD

Tén khach NICOLA IKARER N (H97 Ngay/gio dén Ngay/gio di
02({4[2040 | O5/4 /2040

No. of ROOM/TYPE RATE TRANSPORTATION REQUEST/Yéu
S lugng budng/Loai 04 ST Gia $ 30 céu van chuyén
S 53‘“7 - HMC FLIGHT DETAILS/Chi tiét chuyén bay
4, n 224 A6 40 ( O01/4/2040
—-fﬁ“n - —~ -~ —_—
Pon 4o gan bay M5 bar $42/e]
PAYMENT INSTRUCTIONS/Hinh thirc thanh todn - I “ *
d Guest account/Khach thanh toan [0 Company account/Co quan thanh [ Asgent account/
. toan . . Hang 1t hanh thanh todn
Cash /Tién mat ﬁ Room only/Chi tién budng O Room only/Chi tién budng (]
Credit card/Thé tin dung (| All expenses/Moi chi phi O Rqom&Brenkfast/Tién O
~Card No./Sbthé: ... Others/Céc trung hgp khac | buons&ansang
-Expire date/Ngay hét han: ................ Others/Cic trudmg h(_)‘p khéc D
Travellers cheque/Séc du lich O

PLEASE NOTE/Xin vui long luu y:

1. ALL RESERVATIONS, UNLESS GUARANTEED, WILL BE HELD UNTIL 6.00 PM OF THE EXPECTED ARRIVAL DATE.
Moi yéu clu dat budng, trir nhimg truémg hop dat budng cé bao dam, s& duge gilr dén 6 gidr chidu cia ngay khach dyr dinh dén
2. AMENDMENT OR CANCELLATION MUST BE MADE WITH MINIMUM 72 HOURS PRIOR NOTICE
Moi yéu cdu sira dbi hoiic huy dat budng phai duge thue hién trude gir dang ky khach san it nhit 72 gio
3. CANCELLATION WITH LESS THAN 72 HOURS ADVANCE NOTICE AND NO SHOW WILL BE CHARGED A FEE EQUIVALENT TO
ONE NIGHT ROOM RENTAL R
Trutrng hgp huy dat budng khang theo quy dinh trén hodc khach khong dén khach san sé chju mire phat tuong duong mirc
tién mot dém thué budng
4. SHOULD WE NOT HEAR FROM YOUBY ..................... WE WILL CONSIDER THAT YOU NO LONGER REQUIRE THE ROOM
AND WILL RELEASE THE RESERVATION AUTOMATICALLY.
Néu khéch san khang nhan duge théng béo cia quy khdch trude .2‘:}'/ 3/2.0’!0 thi yéu cAu dat budng nay ctia quy
khach sé tu dgng bi huy bo

PLEASE SIGN FOR THE ACCEPTANCE OF THE ABOVE DETAILS AND SEND BACK TO US
P& nghi Quy khach ky xic nhan cdc thong tin trén va gui lai cho khéch san. —_— —

CONFIRMED BY:

%}; a

Hinh 6.1. Bai thuc hanh mau chuén bi hd so ding ky cho khach c4 nhan
6.2.3. Bai tdp thwc hanh

Thuc hanh theo nhém chuan bi hd so dang ky cho khach ca nhan
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6.3. Chuan bi ho so diing ky cho doan khach
6.3.1. Cdch chudn bi ho so ding ky khdch san cho doan khdch
Kiém tra danh sach doan khach duy kién dén
Chuan bi da s6 lugng bo ho so theo danh sach doan khach
Poc fax dit budng cua doan va danh sach yéu cau xép budng cho doan

Xép budng cho timg ca nhan va ghi cac thong tin ctia khach vao cac phiéu
trong ho so dang ky (thé chia khéa, phi€u an sang, phi€éu d6 uéng mién phi).

Xép budng uu tién cho trudong doan/hudng dan vién va lai xe (01 budng)
Kiém tra va luu ho so dang ky cta doan vao tii dung hd so ciia doan
Bai thuc hanh mau

6.3.2. Thwe hanh mdu chudn bji hé so ding ky khdch san cho doan khdch:
Tén doan: Mé Kong
+ Ngay dén: 02/4/2021
Ngay thanh toan: 05/4/2021
S6 lugng budng: 12
Loai budng: Twin (ROH)
S6 luong khach: 24

Trach nhiém va hinh thuc thanh toan: Cong ty du lich Mé Kdng thanh toan
tién budng, blra sang va tién an, uong bé mac cho doan bang hinh thirc chuyén
khoan.
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BO VAN HOA, THE THAO VADU LICH ~ CQNG HOA XA HQI CHU NGHIA VIET NAM
TRUONG CAO DANG DU LICH HA NQI Dic lip - Ty do - Hanh phic
Khach san Hoang Long

HQP PONG PAT BUONG

Sb: 1265
Hom nay, ngay 01 thang 03 nam 2010, tai Khach san Hoang Long, ching t6i gom:
Bén A: Cong ty Du lich Mé Kong
Dia chi: 114 A Nguyén Hué, Quan I, thanh phd H6 Chi Minh, Viét nam
Dién thoai: (08) 3829 2252 Fax: (08) 38292250
Ngudi dai dién: Ba P& Hai Ha - Giam déc diéu hanh
M- s6 thué: 0110669911 -1 tai ngén hang ANZ thanh ph H6 Chi Minh

Bén B: Khach san Hoang Long

Pia chi: Puong Pham Vin dong, Xuan Dinh, Tir Liém, Ha Noi, Viét Nam.

Dién thoai: (04) 38362510 (04) 38362512 Fax: (04) 38389961

Ngudi dai dién: Ba Nguyén Thi Thao - Trudng bo phan 1& tan khach san Hoang Long
MST: 0100773211-1

Hai bén ddng y ky hop dong theo cic diéu khoin sau:
Diéu 1: Bén B chju trach nhiém cung cép:
1.Budng ngii:
U bao gdém biva an sang ] khong gdm bira an sang
-S4 lugng budng: 12 budng

-Single:........ -Double......... . -Twin: 12 “IEIpIes s

-Téng s6 khach: 24............. S6 lugng khach nam: 12.............. S6 lugng khach nir: 12
-Dotl:Ngay,gir dén: 16.00 gir ngay 02/4/2010. Ngay, gio di: 12.30 gio ngay 05/4/2010
-Dot 2: Ngay, gior dén:. oo, CNgAY, IO Qi
St N TR ——— NEAY, ZIO Aiterrrreiieeeiiireeeee e

-Tong s6 dém: 03 dém

-Gia budng: 25 USD/1 twin/1dém. Ty gia hbi dodi hién hanh 01 USD = 18.080 VND
-Single:........ -Double......... -Twin: 12.... Triple:........
-Téng s tién budng : (12 budng x 25 USD) x 3 dém = 900.00 USD

2.Phong hdi nghi

- 86 lugng khéch:

-Tén phong héi nghi:

-Ngudi phién dich:.......ccoovinnene. VND/BZI. ... .nivecossaranessmassmmumnmsmens USD/ngudi
-Budng chuan bi cho ngudi phién dich:.....ooiis 4,1 s S USD/budng
LCD-miy chigu +miah hifihi.covourommengss VD iccsemmmameiib s USD/ngay
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IMAY LB corsmmsuissrpissmamminsaisns NNLL v cmmmaranimis USD/ngay
-May Photocopy:........c..ceuec. L1 RN SRR R USD/ngay
-Tong sb tién trang thiét bi Cho thUE:.........eooveeeeeveeeeee oo
4.Giai lao uong tra (Tea/Coffee break):
-Tong sb khach.: :
-Gia... VND khach /bira giai lao udng tra............ USD/khach /bira giai lao udng tra
E Tong e RS
5. An bira trwa: ngay 03 va ngay 04/4/2010. An bira t6i ngay mong 02,03 va 04/04/2010
-Téng s6 khach: 24 khach va 02 khach néi bo/1 bra trura ngay 02,03 va mong 04/04/2010
-Gia: 60.000VND /khach/bira trua/tdi (bao gdbm 01 dd udng nhe khong con)
- Tong so tlen an uong [( 60.000 VND x 24 khach) x 4 bira] = 5.760.000 VND
- Tong s6 tién an va udng bé mac trua ngay 04/4/2010 =
[(&N 000 VNP x 120 sudt )+ 35.747.000]= 45.347.000 VND

Chii y Tat ca cacS0- Dﬂ'oa trén dd bao gom: 5% phi phuc vy va 10% thué VAT

Bén A phai thong bdo chinh xdc s6 lugng khdch cho méi bita an trua/ bita

t6i truce ngay 25/3/2010
Diéu 2: Tong gia tri hop dong:

Bing s6: 51.107.000 VND. Béng chir : ndm muoi mdt triéu mot trdm linh bay

nghin dong

Bing s6 : 900.00 USD. Béng chir: Chin trdm do la My chin.
Diéu 3: Trach nhiém cua bén A:

Bén A phai thong béo trude cho bén B moi yéu cau trude ngay 15/3/2010
Diéu 4: Trach nhiém cia bén B:

Bén B sé cung cip cho bén A moi dich vu trong diéu khoan 1
Diéu 5: Phuong thirc thanh tosn:

Bén A sé thanh toén trudge : 25.000.000 VND................ USD cho bén B trude ngay

24/3/2010

Bén A sé& thanh toan cho bén B: 900.00 USD & diéu khoan 1 va c4c khoan con lai
sau khi khach thanh toan trong vong 21 ngay.

Bén B sé glao hod don VAT cho bén A sau khi nhan dugc moi thanh toan.
Diéu 6: Quy dinh vé V|¢c vi pham huy hgp dong

Néu bén nao muén huy hop ddng phai théng bao cho bén kia it nhit 15 ngay trudce
ngay bat dau sir dung dich vu cua khach san.
Diéu 7: Cam két ciia hai bén

Hai bén phai ndm rd céc trach nhiém cua minh va cac diéu khoan cua hop dong.
Néu bén nao vi pham céc diéu khoan cia hop déng sé phai chiu trach nhiém bdi thuong
cho bén kia s tién bing 50% gid tri hop dong

Trong trudong hop c6 khiéu nai vé hop ddng, ca hai bén déu cung xem Xxét va giai
quyét theo phap luat quy dinh cua nudc Cong hoa xa hoi chu nghia Viét Nam

Hop dong nay gom 04 ban ¢6 cung ndi dung, mdi bén gitr 02 ban.

Hop dong ndy co6 hi¢u lyc tir ngay ky.

BENA_— BEN B
H% ‘//j/'wuo
Pé Hai Ha Nguyén Thi Thdio

Hinh 6.2. Hop dong dit budng cho doan
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BAI THUC HANH MAU

KHACH SAN HOANG LONG PHIEU DANG KY DOAN / TOUR 1l?_ate in: 0126/42{3010 S
ime in: 16. ate :
GROUEREGISERATION Date out :05/4/2010 | Rate code: CK
Company name / Tén cong ty : Cong ty Du lich Mé Kong
Ho va tén Qudc tich | 86 buéng Ngay ddit 0 B el Thi thiee Ngay hét han Chit ky
G Name NA Room DOB cMr Visa Expiration Signature

stt Passport/ID
| Vii Hong Ha Viét Nam 101 1/3/2009 162783368

2 | Nguyén Thi Sao Ly Viét Nam 1/3/2009 131389085

3 | Dinh Van Huong Viét Nam 102 1/3/2009 120109627
4 | Trinh Didc Thanh Viét Nam 1/3/2009 140039734
5 | Nguyén Duy Phong Viét Nam 103 1/3/2009 111589714
6 | Trdn Vin Hing ° Viét Nam 1/3/2009 162031851

7 Nguyén Thi Mo Viét Nam 104 2/3/2009 121652783
8 | Nguyén Thiy Mo Viét Nam 2/3/2009 164160132
9 | Lé Vin Tién Viét Nam 105 2/3/2009 171453986

10 | Trdn Minh Khoi Viét Nam 3/3/2009 120048845

11 | Trn Anh TAm Viét Nam 106 3/3/2009 011639415

12 | Nguyén Quang Uy Viét Nam 3/3/2009 010169077

13 | Trén Thi Hué Viét Nam 107 3/3/2009 090893001

14 | Lé Thi thiy Duong Viét Nam 3/3/2009 111468730
15 | Ngo Vin Son Viét Nam 108 4/3/2009 161057989

16 | D4 Anh Tun Viét Nam 4/3/2009 141796628

17 | D6 Thi Ngan Viét Nam 109 4/3/2009 135282683

18 | Hoang Thi Ngoc Lan Viét Nam 6/3/2009 172047807

19 | Nguyén Thi Xuyén Viét Nam 110 6/3/2009 152495623
20 | Phung Thi Nu Viét Nam 6/3/2009 162644221
21 | Nguyén Thi tim Viét Nam 111 6/3/2009 162804483
22 | Doan Thi Nép Viét Nam 7/3/2009 142118877
23 | Dinh Vian Trong Viét Nam 112 7/3/2009 164261397
24 | Bii AnhLy Viét Nam 7/3/2009 139784562

Hop dong sé duoc thanh todn bing thi khoan cua don vi dat buong cé chir ky clia ngudi co thim quyén

ool s Cutmamiisaty oy i —
~ , 6 T
Hinh 6.3. Bai thuc hanh mau phi€u dang ky khach san doan
6.3.3. Bai tdp thwc hanh
Chuan bi hd so ding ky khach san cho doan khach
6.4. Ping ky khach san cho khach da diit budng trudéc
6.4.1. Quy trinh ding ky khdch san cho khdch da dit buong truée
Budc 1: Chao don khach va goi y gitip do.
Budc 2: Tiép nhan yéu cau dang ky khach san ctia khach.
Hoi xem khach da dit budng trude chua.
Hoi tén khach va ma sd dat budng.

Tim ho so dang ky da chudn bi trudc, xac nhan lai cac thong tin dit budng
cua khach qua thu xac nhan dat buong va danh sach khach du kién dén.

Hoi xem khach c6 yéu cau thay ddi thong tin gi so véi dit budng da dat

Gidi thiéu va goi y cho khach thué loai budng c6 gia cao hon (néu khach da
dat budng loai gia thap).
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Lién lac va thong bao cho bd phan budng chuin bi don khach 1én budng
s0... Budc 3: Lam thu tuc dang ky khach san cho khéch.

Muon gidy to tuy than ctia khach, pho t6 va dién nét cac thong tin con thiéu
vao cac phi€u trong ho so dang ky.

Xac nhan trach nhiém va hinh thirc thanh toan.
Néu khach thanh toan bang tién mat hodc séc du lich:

+ Pé nghj khach dit coc sb tién bang gia budng ctia mot dém nhan véi tong
s0 dém khach s€ & (hodac 150% tong tién budng)

+ Viét phiéu dit coc, thu va kiém tra tién, bao quan tién vao noi quy dinh
+ Yéu cau khach kiém tra, ky va ghi rd ho tén vao phiéu dat coc

+ Giao phiéu dat coc cho khach va din do khach giit phiéu can than.

Néu khach thanh toan bang thé tin dung:

+ Pé nghi khach cho muon thé tin dung va kiém tra tinh hop 1& cua thé
(loai the, tén chu the, so thé, ngay hét han cua the)

+ Ca thé, kiém tra lai thong tin trén cac lién phiéu ca thé va tra lai thé
chokhach.

+ Lién lac voi ngén hang thong bao thong tin trén the va dé nghi gitr hosd
tién trong thé bang tong sb tién budng ciia khach.

+ P& nghi ngan hang cho sb cip phép thanh toan cua thé va ghi vao phiéu

Néu khach thanh toan bang gidy bién nhan di thanh toan tién budng
(voucher): Thu va kiém tra tinh hgp 1é ctia voucher

+ Bao quan voucher vao noi quy dinhDé nghi khach kiém tra lai phiéu
dang ky khach san va ky tén.
_ Budc 4: Thong bao s6 budng, giao chia khoa budng, va cac phiéu dich vu
mién phi.
~ Thong béo s6 buong (n6i nho chi du cho khach nghe hodc chi cho khach
thay s0 buong trong thé chia khoa).

Nhiéc khach giri lai chia khoa budng (néu 1a chia khoa bang kim loai) khi ra
khoéi khach san vi 1y do an ninh.

Gidi thiéu cac phiéu dich vu mién phi trong hd so dang ky khach san.
+ Phiéu an sang
+ Phiéu d6 udng mién phi
+ Phiéu mat xa/xong hoi mién phi LUU Y
~ Khi gi6i thigu céc phiéu dich vu phéi gi6i thiéu rd tén phicu, thoi gian, dia
diém phuc vu va nhac nh¢ khach chuyén phi€u cho nhan vién phuc vu khi su
dung.
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Budc 5: Gioi thi¢u cac dich vu cua khach san (dich vu van phong, an ué)ng,
vui choi gidi tri....)

LUUY

Gi01 thi€u o0 tén céac dich vu, thoi gian va dia diém phuc vu khach.

Budc 6: Gioi thi€u nhan vién van chuyén hanh 1y xach gitip hanh 1y va
huong dan khach vé buong. Chuc khach nghi ngoi vui vé.

Budc 7: Két thuc cong viéc dang ky khach san.

Dién nbt cac thong tin con thiéu vao cac phiéu trong hd so ding ky.

Vao may vi tinh cac thong tin cia khach dang ky va mé hoa don khach

hang.

Chuyén cac phiéu va biéu mau con lai trong hd so dang ky cho nhan

vién thu ngan luu vao ho so khach dang luu tra.

Poi tinh trang budng.

~ Xir ly mot s0 tinh hudng khi dang ky khach san cho khach c nhan da dat
budng

Khach d3 dit budng loai gia thip (dat tiéu chuan) lam thu tuc dang ky
khach san.

Khach cua cong ty (da co hop dong voi khach san) ty thanh toan moi chi
phi bang tién mat/séc nhung khong mudn dit coc.

N Khach dat coc bang loai tién khach san khong chép nhan.Bai thuc hanh
mau
6.4.2. Thuc hanh mdéu quy trinh ding ky khdch san cho khdch cd nhan da dit
buong:

Tén khach: Nicola Karen (Ms)S buéng: 204Trach nhiém va hinh thirc
thanh toan: Khach tu thanh toan moi chi phi bang tién mat. Pat coc: 100 USD

6.4.3. Bai tdp thwc hanh: Pang ky khach san cho khach c4 nhan da dat buong
Tén khach: Paul Charles (Mr)
S6 budng: 504

Trach nhi¢m va hinh thirc thanh todn: Khach ty thanh toan moi chi phi
bang séc du lich.

bat coc: 200 USD

Bai thuc hanh mau va bai tap thuc hanh
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HoangLong Hotel
Ehach san Hoang Long

KHACH SAN HOANG LONG
=
Pudng Pham van Péng — Xuan Pinh — T Liém —Ha N&i
Tel: (04) 38362510 — 38362512 Fax: (04) 38389961

GIAY BIEN NHAN PAT COC/DEPOSIT FORM

Xac nhan Ong/Ba This is certify that.. ba“_ NicoLa. KaAaRETHA ...

Budng s&/ Room number....... B o
Pit coc tai khach san s6 tlen/Dchbll at the hotel wn.h amount of... A . US.D
Biang chit/In words...... ST Hram. . 5. . f“‘f;j ..............................

Ha No6i, ngay ..0Q2.  .thang.. <t .. .nam..20A0

Ngudi dat coc/guest 1.& tan/Receptionist

M'/— ﬁ,wz_,_‘
—ﬂun‘j'UuLL_a,._/

HoangLong Hortel KHACH SAN HOANG LONG
Ehach san ]-!:uang Long
DI C Suong Pham van Pdng — Xuan Pinh — T Liém —Ha N&i
— Tel: (04) 38362510 — 38362512 Fax: (04) 38389961

GIAY BIEN NHAN PAT COC/DEPOSIT FORM

Xac nhan Ong/Ba This is certify that.. ... s

Budng s&/ Room MIUITID@T L | Lo et e it a e

Pat coc tai khach san s&6 tién/Deposit at the hotel with amount of’

Bang chil/In WordsS. ..ot e
Ha Noéi, ngay ......... thang......... nam..........

Ngudi dat coc/guest L& tan/Receptionist

Hinh 6.4. Gidy bién nhan dit coc
TOM TAT BAI 6

Trong bai nay, mot s6 ndi dung chinh duogc gidi thiéu:

+ Lam thu tyc ding ky khach san cho khach 1é di dit budng trudc

+ Lam thu tyc dang ky khach san cho khach doan di dat budng trudce

CAU HOI ON TAP VA THAO LUAN

1. Chuan bi ho so dang ky khach san cho khach c4 nhan da dat budng trude.
2. Chuan bi ho so ding ky khach san cho khach doan di dat budng trudc
3. Lam thu tuc dang ky khach san cho khach ca nhan di dat budng trudc
4. Lam thu tuc dang ky khach san cho khach doan da dit budng trude

5. Khach dén khéch san sém hon du dinh , yéu cau sira doi thoi gian luu tra
vadeé nghi dugc nhan buéng ngay
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BAI 7: PANG KY KHACH SAN CHO KHACH CHUA
PAT BUONG TRUOC
% GIOI THIEU BAI 7

Bai 7 1a bai trang bi cho ngudi hoc kién thirc vé cac cong viéce khi nhan
lam thu tuc dang ky khéach san cho khéach chua dat budng trudce ctia nhan vién
1€ tan. Trong pham vi nghién ctru bai nay s€ tap trung nhiing ndi dung sau:

+ Lam thu tuc ding ky khach san cho khach 1é chwa dat budng trude
+ Lam thu tuc ding ky khach san cho khach doan chwa dit budng trude
< MUC TIEU BAI 7
Sau khi hoc xong bai nay, nguoi hoc ¢6 kha nang:
* V¢ kién thuc:
+ Phan tich dugc quy trinh dang ky khach san cho khach.
+ M6 ta dugc quy trinh dang ky khach san cho khach mdt cach chinh xéc.
+ Van dung dugc cac ndi dung Kién thirc trén vao trong thuc té.
* V& k¥ nang:
+ Xac dinh dugc cac cong viéc dang ky khach san cho khach.

+ Thyc hién thanh thao quy trinh dang ky khach san cho khach ding trinh
tu, ding ti€u chuan.

* V& nang luc ty cha va trach nhiém:

+ Y thirc dugc tam quan trong va ¥ nghia thuc tién cua cong viéc dang ky
khach san cho khach cua nhan vién 1€ tan khach san.

+ Tuén thu ndi quy, quy dinh noi lam viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI 7

+ Dol V&i nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn d@é); yéu cau nguwoi hoc thyc hién néi dung cuia
bai 1 (ca nhan hodc nhom).

+ Poi Véi nguoi hoc: chii dong doc trude gido trinh triedc budi hoc; thyrc
hanh day di cdc néi dung trong bai 7 theo cd nhdn hodc nhém duwéi sie chi dan
cua nguoi day trong thoi gian quy dinh.
< PIEU KIEN THUC HIEN BAI 7

+ Phong hoc chuyén mén héa/nha xwéng: Phong thyc hanh 18 tan

+ Trang thiét bi mday moc: quﬁy 18 tan; may tinh, in, dién thoai ban; hé
thong so, phi€u, hoa don; tang am, loa, Bang, phan, VCD, Projector....

+ Hoc li¢u, dung cu, nguyén vt ligu: Chuong trinh mén hoc, gido trinh,
tai liéu tham khdo, gidao an, phim anh, va céc tai liéu lién quan.

+ Cdc diéu ki¢n khac: Khong co



< KIEM TRA VA DANH GIA BAI 7
* Noi dung:
~ + Kién thuc: Kiem tra va danh gia tat ca noi dung da néu trong muc tiéu
kién thurc
+ Ky nang: Panh gid tat ca ngi dung da néu trong muc tiéu ki néng.
ot Nang lyc tw chu va trach nhiém: Trong qud trinh hoc tap, nguwoi hoc
can:
- Nghién civu bai truée khi dén 16p
- Chuan bi dc”iy du tai liéu hoc tdp.
- Tham gia day dii thoi lwong mén hoc.
- Nghiém tuc trong qua trinh hoc tdp.

* Phwong phap:
+ Diém kiém tra thuwong xuyén: khong co

+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 7

7.1. MAu biéu, tai liéu va thiét bj

Phiéu dang ky khach san Thé chia khoa
Phiéu khai bao tam tra Chia khoa budng
Phiéu 4n sang mién phi Phiéu dit coc
Phiéu d6 udng mién phi Phiéu bao 1anh

7.2. Ping ky khach san cho khach chwa dit budng truée

7.2.1. Quy trinh ding ky khdch san cho khdch cd nhan chwa dit buong
Budc 1: Chao don khach va goi y giap do
Budc 2: Tiép nhan yéu cau thué budng va ding ky khach san cta khach
Hoi xem khach da dit buong trude chua.
Hoi tén khach va thuong xuyén st dung.

G101 thi€u cac loai buéng cua khach san (tur loai bué)ng cao nhat trd xuéng
hoac chao ban loai buéng cao hon loai khach dat).

Hoi va ghi lai: Loai budng; S6 lugng budng;
S6 lugng khach;
Yéu cau ddc bigt LUU Y

Quan sat xem khach c6 hanh 1y khong va xur 1y tinh huong néu khach
khong c6 hodc co6 rat it hanh 1y.

Budc 3: Kiém tra kha niang dap tng budng (qua bang tinh trang budng).



Thong bao c6 budng cho khach

Lién lac va théng bao véi bd phan budng chuan bi don khach 1én budng

Buoc 4: Lam thu tuc dang ky khach san cho khach.

Néu khach thanh toan bﬁng tién mat hodc séc du lich phai yéu cau khach
dat coc ngay.

+Néu khach thanh toan bang thé tin dung:

+ pé nghi khach cho muon thé tin dung va kiém tra tinh hop 1¢ cua thé
(loai thé, tén chu thé, s6 thé, ngay hét han cta thé)

+ Ca thé, kiém tra lai thong tin trén cac lién phiéu ca thé va tra lai thé cho

khach.

+ Lién lac véi ngan hang thong bao thong tin trén thé va dé nghi gitt ho

s6 tién bang tong s6 tién budng cua khach.

+ P& nghi ngan hang cho s6 cAp phép thanh toan ctia thé va ghi vao phiéu

ca thé.

_ Budce 5: Thong bao s6 budng, giao chia khoa budng va cac phiéu dich vu

mién phi.

Budc 6: Cung cip thong tin vé cac dich vu trong khach san.

Dich vu an uéng; Dich vu thé thao; Dich vu vui choi giai tri

Budc 7: Gioi thiGu nhan vién van chuyén xach giup hanh 1y va huéng dan
khach vé budng.

Budc 8: Két thiic cong viée dang ky.

Pong dau vang lai “Walk in” 1én phiéu dang ky khach san

Nhép cac thong tin ctia khach da dang ky khach san vao mdy vi tinh

Xt ly mot sO tinh hudng xay ra khi dang ky khach san cho khach c4 nhan
chua dat buong

~ Hai khach ¢ chung budng ding ky khach san nhung mot khach khéng co
gidy to tuy than.
Thé tin dung cua khach khong hop I¢.
7.2.2. Bai thwe hanh méu

_ Thyc hanh mau quy trinh ding ky khach san cho khach c4 nhan chua dit
budng:

Tén khach: Shinako (Mr) va D6 Phuong Sang (Mr)
+ 86 dém luu tra: 03 dém (02/4/2010 dén ngay 05/4/2010)

+ Loai budng: Budng dat tiéu chudn c6 2 giuong don.



S6 lugng budng: 01 budng. S6 luong khach: 02 khach

Hinh thire bao dam thanh toén: Ong Shinako bao dam thanh toan moi chi
phi cho ca hai khach bang thé tin dung

+ Xir 1y tinh hudng: Ong Shinako bi mat gidy to tly than.
Ong D6 Phuong Sang dong y 1am thu tuc bao 1anh cho 6ng Shinako.
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Hinh 7.1. Bai thuc hanh mau phiéu dang ky khach san

7.2.3. Bai tap thwc hanh

Ping ky khach san cho khach ca nhan chua dit budng

TOM TAT BA1 7

Trong bai nay, mot s6 ndi dung chinh duoc gidi thiéu:

+ Lam thu tuc ding ky khach san cho khach 1é chua dit budng trudc

+ Lam thu tuc ding ky khach san cho khach doan chwa dit budng trudc

CAU HOI ON TAP VA THAO LUAN

1. Chuén bi hd so ding ky khach san cho khach ca nhan chua dit budng trude.
2. Chuan bi ho so dang ky khach san cho khach doan chua dit budng trudce
3. Lam thu tuc dang ky khach san cho khach ca nhan chwa dit budng trudce
4. Lam tha tuc dang ky khach san cho khach doan chua dit budng trude



BAI 8: XU LY MOT SO TINH HUONG THUONG XAY RA KHI PANG
KY KHACH SAN CHO KHACH
% GIOI THIEU BAI 8
~ Bai 8 1a bai trang bi cho nguoi hoc kién thirc vé giai quyét nhiing tinh
hu6ng thuong xay ra khi lam thu tyc dang ky khach san cho khach cua nhén
vién 1€ tan. Trong pham vi nghién ctru bai nay s& tdp trung nhitng ndi dung
Sau.
+ Xt 1y nhirng tinh hudng thudng xay ra khi diang ky khach san cho khach
1¢
+ Xt 1y nhirng tinh hudng thudng xay ra khi diang ky khach san cho khach
doan
< MUC TIEU BAI 8
Sau khi hoc xong bai nay, nguoi hoc ¢6 kha nang:
* V¢ kién thuc:
+ Phan tich dugc quy trinh xir Iy nhiing tinh huéng thudng xay ra khi dang
ky khéach san cho khach
+ Mo ta dugce quy trinh
+ Van dung dugc cac ndi dung kién thirc trén vao trong thuc té.
* V& k¥ nang:
+ Xay dyng va tong hop dugc cac tinh hudng thudng xay ra khi dang ky
khach san cho khach.
+ Thuyc hi¢n thanh thao quy trinh xtr Iy nhiing tinh hqéng thuong xay ra khi
dang ky khach san cho khach dlng trinh tu, dung ti€u chuan.
* \/& nang lyc ty cha va trach nhiém:
+ Y thirc dugc tam quan trong va y nghia thuc tién cia cong viéc ding ky
khach san cho khach tryc tiép dén khach san cua nhan vién 18 tan khach san.
+ Tuén thu nodi quy, quy dinh noi lam viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI 8

+ Dol V&i nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn d@é); yéu cau nguwoi hoc thyc hién néi dung cua
bai 8 (ca nhan hoac nhom).

+ Poi V&i nguoi hoc: chii dong doc triede gido trinh triedc budi hoc; thyec
hanh day di cdc néi dung trong bai 8 theo cd nhdn hodc nhém duwéi sie chi dan
Cua nguoi day trong thoi gian quy dinh.
< PIEU KIEN THUC HIEN BAI 8

+ Phong hoc chuyén mén héa/nha xwéng: Phong thuc hanh 1€ tan

+ Trang thiét bi mday moc: quﬁy 1& tan; may tinh, in, di¢n thoai ban; h¢
thong s0, phi€u, héa don; ting am, loa, Bang, phan, VCD, Projector....



+ Hoc liéu, dung cu, nguyén vdt liéu: Chuong trinh mon hoc, gido trinh,
tai liéu tham khdo, giao an, phim anh, va cac tai li¢u lién quan.

+ Cdc diéu kién khdc: Khong co
< KIEM TRA VA DANH GIA BAI 8

* Noi dung:

+ Kién thuc: Kiem tra va danh gid tat ca noi dung da néu trong muc tiéu
kién thurc

+ Ky nang: Pdnh gid tt ca ndi dung da néu trong muc tiéu ki néng.

+ Nang luc tw chu va trach nhiém: Trong quad trinh hoc tdp, nguoi hoc
can:

- Nghién citu bai truée khi dén I6p

- Chudn bi a”d‘y du tai liéu hoc tdp.

- Tham gia ddy dii thoi lwong mén hoc.
- Nghiém tuc trong qud trinh hoc tap.

* Phwong phap:
+ Diém kiém tra thwong xuyén: khong co

+ Kiém tra dinh ky thwc hanh: 1 diém kiém tra (Hinh thire: Thyc hanh)
< NOI DUNG BAI 8
8.1. Mau biéu, tai liéu va thiét bi

Danh sach du kién khach dén va di

So/bang tinh trang budng

May vi tinh

Quay 18 tan

Dién thoai

8.2 Xir ly tinh hyéng khach dat buong khong bio dam dén khach san mugn
(Khach san da hét loai buong khach dat ma chi con loai buéng c6 murc gia cao
hon.)

8.2.1. Quy trinh xi¢ ly tinh hudng khdch dit buéng khong bio dam dén khdch
san mun

Budc 1: Chao don khach va goi y gitp do.

Budc 2: Tiép nhan yéu cau dang ky khach san cua khach.

Hoi xem khach d3 dit budng trude chua

Hoi tén khach va ma sé dat budng

Tim hd so déng ky khéch san va xac nhan lai cac thong tin dat buéng qua
thu xac nhan dat buong vai khach



Budc 3: Kiém tra kha ning dap tmg budng.

‘ Thong bao hién tai khach san da hét loai buéng khach dét ma chi con loai
budng c6 muc gia cao hon va thuyét phuc khach thué loai buong do.

Budc 4: Thuc hién dang ky khach san cho khach nhu quy trinh dang ky
khach san cho khéch ca nhan da dat budng.

Budc 5: Thong bao sd budng, giao chia khod budng va cac phiéu dich vu
mién phi.

Budc 6: Gidi thiéu cac dich vu cia khach san. Budc 7: Hoan thién hd so
dang ky khach san.

8.2.2. Bai thwe hanh méu

Xt ly tinh hudng khach hang Nguyén Tuan Diing da dit mot budng dat tiéu
chuan khong bao dam cho 03 dém dén khach san qua mudn (sau 22.00 gio).
Khach san da ‘hét loai budng khé}ch dat ma chi con loai budng c6é muc gia cao
hon. Khach dong y thu{e loai budng c6 muc gia cao hon mdt dém va ty thanh
toan moi chi phi bang tién mat.
8.2.3. Bai tdp thwc hanh

Xt 1y tinh hudng khach hang Tran Bich Ty da dit mot buong dat tiéu
chuan khong bao dam cho 02 dém dén khach san qua mudn (sau 23.00 gio).
Khach san da heét loai budng khach dat ma chi con loai budng c6 mirc gia cao
hon. Khach dong y thué loai buong c6 mirc gid cao hon mot dém va tu thanh
todn moi chi phi bang thé tin dung.

8.3. Xir ly tinh huong khach da dit budng khong dim bio dén Khach san
qua mudn (hién tai khach san da hét buong.)
8.3.1. Quy trinh xit ly tinh huéng

Budc 1: Chao don khach va goi y giap do.

Budc 2: Tiép nhan yéu cau diang ky khach san ctia khach.

Hoi xem khach d3 dit budng trude chua.

Hoi tén khach va ma sd dat budng.

Tim ho so dang ky va xac nhan lai cac thong tin dat bué)ng tir thu xac nhan
dat budng véi khach.

Budc 3: Kiém tra kha ning dap tmg budng.

Kiém tra qua danh sach khach du kién dé:n Xem con }(héch nao dat buéng
bao dam nhung chua dén khach san khong. Néu con thi xép cho khach nghi tai
budng d6 mot dém.

Thong bao cho khach biét hién tai khach san di hét budng.

Giai thich cho khach r3 vi khach ddt buong khong bao dam va dén khach
san qua muodn so voi thoi gian quy dinh nén khach san da ban buong khach san
gilr cho khach.



Goi ¥ thué budng cho khach & khach san khac.

Ghi s6 giao ca mot s6 thong tin vé khach va thoi gian don khach ngay hom
Sau.

8.3.2. Bai thyc hanh miu

Xtr 1y tinh hudng khach hang B4 Ngoc Minh da dat mot budng khéng bao
dam dén khach san qua mudn (sau 23 gid).Vao thoi diém d6 khach san di hét
budng. Khach déng ¥ thué budng & khach san Qué Huong 01 dém va 10.00 gio
sang hom sau khach san Hoang Long s& cho xe mién phi don khach vé khach
san.

8.3.3. Bai tap thuc hanh
Xtr Iy tinh hudng khach hang dén khach san mudn

8.4. Xir Iy tinh hudng khach dén nham khach san

8.4.1. Quy trinh xir tinh huong khdch dén nham khdch san
Budc 1: Chao don khach
Budc 2: Xéc dinh d6i twong khach:

Néu khach mua tour qua cong y 1ir hanh: Gi6i thiéu va goi y hing dé khach
O lai 0 khach san

Néu khéch di 1¢:

+ Thong bao khach dd nham khach san

+ Hoi khach vé tinh trang dat phong & khach san kia

+ Gi61 thiéu va goi y khach ¢ lai khach san minh
8.4.2. Bai tip mdu:

Thuc hanh mau xtr Iy tinh huéng khach di nham khach san
8.4.3. Bai tdp thuc hanh: Thyc hanh theo nhom

TOM TAT BAI 8
Trong bai nay, mot s6 noi dung chinh dugc gioi thiéu:

+ X1 1y nhitng tinh hudng thuong xay ra khi ding ky khach san cho khach
1¢

+ X1 1y nhitng tinh hudng thuong xay ra khi ding ky khach san cho khach
doan

CAU HOI ON TAP VA THAO LUAN

Khach nudc ngoai dén khach san luc 23.00 h va dé nghi lam thu tuc
checkin.Khach c6 voucher do mot hang It hanh phat hanh va trén voucher
ghi 10 tén khach san cua ban nhung hang It hanh nay lai khong dat phong
tredc cho khach. Trong truong hop nay, khach san van con loai phong nhu
da ghi trong voucher. Ban sé& giai quyét thé nao?



BAI 9: THU'C HIEN CAC CONG VIEC PHUC VU KHACH TRONG
THOI GIAN LUU TRU CUA BQ PHAN LE TAN

% GIOI THIEU BAI 9

Bai 9 1a bai trang bi cho nguoi hoc kién thire vé cac cong vi¢c phuc vu
khach trong thoi gian luu tri ctia nhan vién 1€ tan. Trong pham vi nghién ctu
bai nay s€ tap trung nhirng ndi dung sau:

+ Nhén biét cac cong viée phuc vu khach trong thoi gian luu tri ciia nhan
vién I€ tin
+ Thl_rg hién dugc cac cong viéc phuc vu khach trong thoi gian luu tra cia
nhan vién 1€ tan
< MUC TIEU BAI 9
Sau khi hoc xong bai nay, nguoi hoc c6 kha nang:
* V¢ kién thuc:
+ Phan tich dugc quy trinh phuc vu khach trong thot gian luu tra.
+ Mo ta dugc quy trinh phuc vu khach trong thoi gian luu tri mét cach
chinh xac.
+ Van dung dugc cac ndi dung kién thirc trén vao trong thuc té.
* V& k¥ nang:
+ Xac dinh duoc cac cong viéc phuc vu khach trong thoi gian luu tra.
+ Thuc hién thanh thap quy trinh phuc vu khéch trong thoi gian Iuu tra
dang trinh ty, ding ti€u chuan.
* \/& nang lyc ty cha va trach nhiém:
+ Y thirc dugc tam quan trong va y nghia thyc tién cia cong viéc phuc vu
khéch trong thoi gian luu tr( ciia nhan vién 1€ tan khach san.
+ Tuén thu noi quy, quy dinh noi lam viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI 9
+ Dol V&i nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn d@é); yéu cau nguwoi hoc thyc hién néi dung cua
bai 9 (ca nhan hodc nhom). 7
+ Dol Vi nguoi hoc: chu dong doc trude gido trinh truéc busi hoc; thuc
hanh day du cac noi dung trong bai 7 theo cda nhan hodc nhom duoi Su chi dan
Cua nguoi day trong thoi gian quy dinh.
% PIEU KIEN THUC HIEN BAI 9 N
+ Phong hoc chuyén mén héa/nha xwéng: Phong thuc hanh 1€ tan



+ Trang thiét bi mday moc: quﬁy 18 tan; may tinh, in, dién thoai ban; hé
thong s0, phi€u, hda don; tang am, loa, Bang, phan, VCD, Projector....

+ Hoc li¢u, dung cu, nguyén vt ligu: Chuong trinh mén hoc, gido trinh,
tai liéu tham khao, giao an, phim anh, va cac tai liéu lién quan.

+ Cdc diéu kién khdc: Khong co
< KIEM TRA VA DANH GIA BAI 9

* Noi dung:

+ Kién thuc: Kiéem tra va danh gia tdt ca noi dung da néu trong muc tiéu
kiéen thirc

+ Ky nang: Pdnh gid tat ca ndi dung da néu trong muc tiéu ki ning.

+ Nang luc tw chu va trach nhiém: Trong qua trinh hoc tdp, nguoi hoc

can:
- Nghién citu bai truée khi dén 16p
- Chudn bi day di tai liéu hoc tdp.
- Tham gia day dii thoi lwong mén hoc.
- Nghiém tuc trong qud trinh hoc tap.
* Phwong phap:

+ Diém kiém tra thwong xuyén: khong cé
+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 9

9.1. MAu biéu, tai liéu va thiét bi:

Danh sach khéach dang luu tra May tinh

Phiéu guri tai san /tra tai san May dém tién

Phiéu d6i ngoai té Chia khoa budng

Phiéu chuyén budng Bang ty gia h6i doai hién hanh

Quay 18 tan Tui dung tai san

Dién thoai Két an toan ca nhan dat tai quay 18 tan

9.2. Nhan va tra tai san quy khach giwri vao két an toan
9.2.1. Tiép nhin gii tai sdn vao két an toin
9.2.1.1. Quy trinh tiép nhén giri tai san vao két an toan
Budc 1: Chao khach va goi y giap do.
Budc 2: Tiép nhan yéu ciu giri tai san quy cua khach.
Hoi va ghi lai tén khach, s6 budng va thuong xuyén sir dung tén khach.
bPé nghi khéch trinh thé chia khod. Budc 3: Lam thu tuc nhan guri tai san.



Chuyén cho khach tai dung va d& nghi khach cho tai san vao tai dung.
Dan khach dén két an toan.

Thong bao sé ngin két va yéu cau khach kiém tra lai két dé cing xac nhan
két trong.

Pé nghi khach ty tay dat tai san quy vao két va cing khoa két.

Hoan thién phiéu gui tai san (tén khach, s6 budng, ngay gio' gui, sd ngan
két).

Yéu cau khach kiém tra va ky vao phiéu gui tai san.

Giai thich cho khach biét quy dinh 1y tai san ra khoi két an toan.

Giao chia khoa két cho khach, nhic nhd khach gilr chia khoa can than va
thong bao so tién phai boi thuong néu khach 1am mat chia khoa két.

Budc 4: Két thuc viéc nhan g tai san.
Chao va chuc khach...
Bao quan phiéu giri tai san vao noi quy dinh.
9.2.1.2. Bai thuc hanh mdu
Tiép nhan va xir Iy yéu cau gui tai san quy ciia khach vao két an toan.
Tén khach: Nicola Karen (Ms)
Budng s6: 204
Ngin két: S6 05
+ Ngay gui: 02/4/2021
9.2.1.3. Bai tdp thuc hanh
Tiép nhan va xir Iy yéu cau giri tai san quy cua khach vao két an toan.
9.2.2. Tiép nhén trd tai sdn vao két an toan
9.2.2.1. Quy trinh tra tai san quy khach gui vao ket an toan
Budc 1: Chao khach va goi y giap do.
Budc 2: Tiép nhan yéu cau lay tai san guri trong két an toan.
Hoi tén khach va sd budng.
Pé nghi khéch trinh thé chia khoa.
Budc 3: Thu tuc tra tai sdn quy khach giri vao két an toan.
Hoi xem khach mudn 1dy mot phan hay tat ca tai san ra khoi két.
Cung khach mo két, dé nghi khach tu 1y tai san ra khoi két va kiém tra lai
tai san.
Yéu cau khach kiém tra lai két an toan dé xac nhan két da tréng.

Ghi ngay gio lay tai san vao phiéu tra lai tai san va yéu cau khach ky



gui.

tén.
Pé nghi khach tra lai chia khoa két. Budc 4: Két thuc viéc tra tai san khach

Luu phiéu giri két vao noi quy dinh.
Chao va chuc khéch...
Xt Iy mot s6 tinh hudng khi nhan va tra tai san quy

Khach muon gti mét chiéc cdp to vao két an toan duyng tai san quy cua

khach

san.
Hai khach & chung budng cuing gt tai san vao mot ngan két an toan.
Khach lam mat hodc lam gay chia khod két.

Khach [am mat phiéu bién nhén gui tai san vao két an toan.

9.2.2.2. Bdi thuc hanh mau

Tiép nhan va xir Iy yéu cdu tra tai san quy cta khach giri vao két an toan.
Tén khach: Nicola Karen (Ms)

Budng s6: 204

Ngin két: s6 05

+ Ngay gui: 02/10/2020

Ngay lay tai san: 05/4/2021

9.2.2.3. Bai tdp thuc hanh

Tiép nhan va xir Iy yéu cau tra tai san quy ctia khach giri vao két an toan.
BAI THUC HANH MAU



SAFE DEPOSIT BOX CARD

PHIEU SU DUNG KET AN TOAN
HoangLong Hotel
Ehach san H-:-’mwr Long

=D _ ROOM No. SIGNATURE '
e ey ~ARBIN (M) Budngss 204 Chit ky [
GUEST NAME 2 ROOM No. SIGNATURE
Tén khéch 2 Budng sb Chit ky
DATE TIME ISSUEING STAFF
Ngay 02/4/2040 Gio A4 :00 Nhan vién khich san

CONDITION
Dicu kién
IN THE EVENT OF GUEST FAILURE TO RETURN THE KEY OF THIS BOX WITHIN ONE MONTH OF DEPARTURE FROM THE HOTEL, THE

MANAGEMENT HAS RIGHT TO CPEN THE BOX AND REPLACE THE LOCK, AND THE ABOYE COST OF USD 100.00 TO BE DEBITED TO
GUEST PERSONAL ACCOUNT

Trong truémg hop Quy khach trd budng ma khdng hoan tra chia khoa lai cho khach san trong vong mét thang, Khach san duge toan
quyen md ngan két an toan ctia Quy khach, va khach phai chiu nép mot khoan phi tuong duong USD 100.00

IN THE EVENT OF THE LOSS OF THE KEY TO THIS BOX, THE EXPENSES OF OPENING AND REPLACING THE LOCK SHALL BE PAID BY
THE GUEST - USD 100.00

Trudng hop lam mét chia khod, Quy khéach phai bdi thuéng USD 100.00

USE OF SAFE DEPOSIT BOX
CHI TIET SU DUNG KET AN TOAN

DATE TIME GUEST SIGNATURE FRONT DESK
Ngay Gio Chir ky khach hang Chir ky nhén vién khach san

0L /% [ 2040 A6 00 (C rrern— Lz
03/4/ Zo0 A - 00 [Carer— (e |
05/4 /2040 A2.: 00 (Coren— G2 |

WE HEREBY ACKNOWLEDGE OF THE CONTENTS OF THE ASSIGNED SAFE DEPOSIT BOX AND IN DOING R.EI.-.EASE PRACTICAL HOTEL
FROM ALL LIABILITIES IN CONNECTION HEREWITH.

Chung t6i da nhan &u tai san gt trong két ctia Khach san Thuc hanh.
GUEST SIGNATURE ‘Lr"”

................................. FRONT DESK .............. D& [\?ﬂz SMag,..
Chit ky khach hang Chit ky nhéan vién khach san
ROOM No. ............ i .. DATE. 99/4 /2040, . TivE... A2.:00...........
Buong sb Ngay Gig

Hinh 9.1. Bai thuc hanh mau phiéu st dung két an toan



BAI TAP THUC HANH
TIEP NHAN VA XU LY YEU CAU GUI TAI SAN VAO KET AN TOAN

HoangLong Hotel

Ehach san Huﬁllg Long SAFE DEPOSIT BOX CARD
a5 PHIEU SU DUNG KET AN TOAN

BoX NoNgansd [ |

GUEST NAME 1 ROQM No. SIGNATURE

Tén khach 1 Budng s6 Chi ky

GUEST NAME 2 ROOM No. SIGNATURE

Tén khach 2 Buodng so Chir ky

DATE TIME ISSUEING STAFF
Ngay Gio Nhén vién khach san
CONDITION

biéu kién

IN THE EVENT OF GUEST FAILURE TO RETURN THE KEY OF THIS BOX WITHIN ONE MONTH OF DEPARTURE FROM THE HOTEL, THE
MANAGEMENT HAS RIGHT TO OPEN THE BOX AND REPLACE THE LOCK, AND THE ABOVE COST OF USD 100.00 TO BE DEBITED TO
GUEST PERSONAL ACCOUNT

Trong trdmg hop Quy khach tra bubng ma khéng hoan tra chia khoa lai cho khich san trong vong mot thang, Khach san dugc toan
quyén mo ngan két an toan cua Quy khach, va khach phai chiu ndp mot khoan phi twong duong USD 100.00

IN THE EVENT OF THE LOSS OF THE KEY TO THIS BOX, THE EXPENSES OF OPENING AND REPLACING THE LOCK SHALL BE PAID BY
THE GUEST — USD 100.00

Trudng hop 1am mét chia khod, Quy khach phai bdi thudng USD 100.00

Hoanglong Hotel

Ehach san Hoang Long SAFE DEPOSIT BOX CA
- .,“' — = = PHIEU SU DUNG KET AN TOAN

GUEST NAME 1 RQ()M No. SIGNATURE

Tén khach 1 Budng so Chit ky

GUEST NAME 2 RQOM No. SIGNATURE

Tén khach 2 Budng so Chir ky

DATE TIME ISSUEING STAFF
Ngay Gido Nhan vién khach san
CONDITION

biéu kién

IN THE EVENT OF GUEST FAILURE TO RETURN THE KEY OF THIS BOX WITHIN ONE MONTH OF BEPARTURE FROM THE HOTEL, THE
MANAGEMENT HAS RIGHT TO OPEN THE BOX AND REPLACE THE LOCK, AND THE ABOVE COST OF USD 100.00 TO BE DEBITED TO
GUEST PERSONAL ACCOUNT

Trong truong hop Quy khach tra budng ma khéng hoan tra chia khoa lai cho khach san trong vong mét thang, Khach san duoc toan
quyén mo ngdn két an toan cua Quy khach, va khach phai chiu ngp mét khoan phi twong duong USD:100.00

IN THE EVENT OF THE LOSS OF THE KEY TO THIS BOX, THE EXPENSES OF OPENING AND REFLACING THE LOCK SHALL BE PAID BY
THE GUEST — USD 100.00
Truong hop lam mat chia khoa, Quy khach phai boi thuong USD 100.00

Hinh 9.2. Bai thuc hanh phiéu st dung két an toan



9.3. Tiép nhan va xir Iy yéu cau doi ngoai té

9.3.1. Quy trinh tiép nhin yéu cau doi ngoai t¢ ciia khdch
Buoc 1: Chao khach va goi y giup do.
Budc 2: Tiép nhan yéu cau doi ngoai t& cua khach. Hoi va ghi lai :
Tén khach va s6 budng.

Kiém tra tén khach qua danh sach khach dang luu tra (hodc dé nghi khach
trinh thé chia khoa).

Loai tién khach mudn ddi.
S6 lugng tién khach mudn doi.

Giai thich cho khach quy dinh ctia khach san vé s6 luong tién khach mubn do6i
Budc 3: Thyc hién viéc doi tién cho khach.

~ Thong bao cho khach ty gia hoi doai hién hanh (hodc chuyén bang ty gia
ho1 doai cho khach kiém tra).

Thu tién, kiém tra, nhéc lai s6 luong tién va bao quan vao noi quy dinh.

Thong bao s6 tién khach duoc nhan va hoi loai tién khach mudn 1ay.

Chuyén tién cho khach va yéu cau khach kiém tra k.

Dit tién vao phong bi va giao cho khach. (bang hai tay)

D& nghi khach kiém tra va ky vao phiéu doi tién. Buoc 4: Két thic cong
viéc doi tién

Nhic nho khach khong nén mang nhiéu tién ra khoi khach san vi 1y do an
ninh.

Chao va chuc khéch.

Xtr Iy mot s6 tinh hudng khi tiép nhan va xtr Iy yéu cau doi tién ctia khach

Khach hang mudn d6i nhiéu tién hon s6 tién khach san quy dinh.

Khach hang mudn doi séc du lich sang dong Viét Nam nhung khach san
khong chap nhan

9.3.2. Bai thwe hanh méu

Thuc hanh mau tiép nhan va xur 1y yéu cau doi D6 la My sang Viét Nam
dong cua khach.

Tén khach: Nicola Karen (Ms); Budng sd: 204; S6 tién: 100 USD
Ty gia hdi doai: 01 USD + 18.080 VND
9.3.3. Bai tdp thwc hanh
Tiép nhéan va xir 1y yéu cau d6i d6 la My sang Viét Nam dong cua khach

9.4. Tiép nhén va xir Iy yéu cau chuyén budng ciia khach



9.4.1. Quy trinh tiép nhdn va xir Iy yéu cau chuyén buong ciia khdch
+ Budc 1: Chao khach, gioi thi€u tén bd phan, xung danh va goi y gitp do.
+ Budc 2: Tiép nhan yéu cau d6i budng cua khach.
Hoi va ghi lai tén khach va s6 budng.
Té nhi hoi va ghi lai Iy do khach yéu cau doi budng.

~ Thong bao cac bién phap khic phuc va thuyét phuc khach & lai budng cii
(n€u co thé).

Hoi va ghi lai loai budng khach mudn doi.
+ Budc 3: Kiém tra kha ning dap timg budng.
Kiém tra qua bang tinh trang budng.

Thong bao cho khach biét khach san con loai budng theo yéu ciu cua
khach.

+ Budc 4: Thuc hién viéc chuyén budng cho khach.

Hoi khéach thoi gian chuyén budng va dé nghi khach chuan bi hanh 1y sin
sang.

Thong bao s& cho nguoi giup khach chuyén budng.
Viét phiéu chuyén budng va thé chia khoa budng méi.

Giao phiéu chuyén budng, thé chia khoa va chia khoa budng cho nhan vién
bellboy chuyén budng giup khach.

D& nghj bellboy ldy chit ky ctia khach vao phiéu chuyén budng va thu lai
thé chia khoéa va chia khod budng cii.

Lién lac v6i bo phan budng thong bao vé viéc khach chuyén budng va nho
ho trg chuyén budng cho khach.

Lién lac v&i khach dé kiém tra su hai long cua khach va chac khach...

+ Budc 5: Két thiic cong viéc chuyén budng.

Chuyén toan bo chi phi cta khach & budng cii sang budng méi.

Poi tinh trang budng.

Ghi s6 giao ca vé viéc ddi budng va théng bao cho cac bd phan lién quan.
Luu phiéu d6i budng vao hd so thanh toan ctia khach.

Xt Iy mét sb tinh hudng khi tiép nhan va xir Iy yéu cau chuyén budng cia
khach

+ Khach yéu cau chuyén sang loai budng giéng nhu budng khach dang &
nhung hién tai khach san hét loai buong khach muon doi, chi con loai buong gia
cao hon.

+ Khach dong y thanh toan s tién troi thém ciia budng méi.+ Khach thong



bao cong ty thanh toan gitip khach sb tién troi thém ctia budng méi.

+ Khach yéu cau chuyén sang loai budng khach dang ¢ nhung hién tai
khach san hét loai budng khach mudn ddi, chi con loai budng gia cao hon.

+ Khéch muon gilr gia budng nhu loai budng khach dang ¢. Khach khong
d6ng y thanh toan s tién troi thém ctia budng méi.

+ Khach yéu cau chuyen‘buong nhung hién tai khach san da kin buéng.
Ngay hom sau khach san c6 budng trong cho khach.

9.4.2. Bai thwe hanh méu
Tiép nhan va xir Iy yéu cau chuyén budng cua khach
(Khach san dap tng dugc yéu cau chuyén budng ctia khach).
Tén khach: Paul Charles (Mr)
S6 budng cii: 504
Ly do: Budng gan thang mdy, rat on.
S6 budng méi: 605
9.4.3. Bai tdp thwc hanh
Tiép nhéan va xir 1y yéu cau chuyén budng cta dng Vicent Gibbon
9.5. Thuc hién xir Iy hanh ly
9.5.1. Quy trinh thwc hién xw ly hanh ly

Bude 1: Xur ly hanh 1y can than dé tranh gy hu hong hanh 1y va tai san
Budc 2: Bam bao tuan thu chinh xac cac quy trinh di chuyén hanh ly dé

tranh gay thuong tich cho ban than

Bude 3: Su dung céac thiét bi di chuyén phu hop dé van chuyén nhiéu do
hodc d6 nang

Budc 4: Dam bao I}émh 1y duoc gén thé hodc dugc nhan dang can than
Budc 5: Ghi chép vao s6 theo doi hanh 1y

9.5.2. Bai tdp thwc hanh mdu
Thuc hanh thao tac xtr 1y hanh 1y cho khach
- Dy tinh trong lugng trude khi cb gg‘ing nhic toan bo 1én bang cach kéo nhe tay
cam dé danh gia trong lugng cua khoi hanh 1y
- Nhéc hanh ly 1én ma khong kéo cang nguoi, gitr lung thang va gitt trongluong
hanh 1y gan véi co thé
- Néu trong luong qua 16n thi tim sy gitp d&
- Hanh 1y c6 thé duoc mang vac bang tay, dung xe day c6 banh hoic thiét bi

chuyén ch¢ hanh ly. Cac thiét bi ndy bao gom xe day tay hai banh va xe day
bbn banh cho nhiéu hanh 1y



- Hanh 1y phai dugc xép phéng 1én nhau dam bdo céac hanh ly nang khong de
bep céc tui, vali hay goi do de vo

- Tai boc bd vét (com-plé) phai duoc treo 1én, khong dé chong 1én hodc bi deé
bep gitra cac vali

- Sir dung céc k¥ ning van hanh xe diy dé tranh cha xudc tuong, cic bé mit
hay dam vao chan khach

- TAt ca cac thiét bi phai sach s& va van hanh tdt, banh xe khong dugc dinh hay
kéu cot két

- Tru6c khi di chuyén hanh Iy xudng xe, nhin k¥ thé hanh 1y va/hodic hoi khach
dé dam bdo hanh 1y 1ay xuoéng khong bi nham lan

- Dung thé hanh 1y ctia khach dé xac nhan 13 tén khach va str dung tén do dé
chao khach

- Khi dé lai hanh 1y trong budng ctia khach, dit ding chd hodc dat trén gia,
sap x€p dung cach dé khach dé mé

- Phai ludn nhe nhang va ton trong hanh ly cuia khach
9.5.3. Bai tdp thuwc hanh
Thuyc hanh theo nhom thao tac xir Iy hanh 1y cho khach
9.6. Cung cap dich vu van chuyén
9.6.1. Quy trinh tiép nhén yéu cau thué xe ciia khdch
Budc 1: Chao khach va goi y gitip do
Budc 2: Tiép nhan yéu cau thué xe ctia khach. Hoi va ghi lai:

- Tén khach, s0 budng va d& nghi khach trinh thé chia khod/hd
chiéu/chiing minh thu.

- Thoi gian khach mudn thué xe va khoang thoi gian thué xe.

- Thong bao cho khach quy dinh ctia khach san d6i véi khach thué xe.
Budc 3: Xac nhan lai yéu cau thué xe véi khach.
Budc 4: Két thuc viée thué xe.

- Lap hoa don dich vu va yéu cau khach ky.

- Thong bao thoi gian va dia diém giao xe.

- Chao va chuc khach...

9.6.2. Xi Iy mét so tinh hudng Khi tiép nhdn yéu cau thué xe ciia khdch

- Khach muodn thué xe & ngoai khach san nhung khong mudn dat coc va dua ho
chiéu cho chu xe.

- Nhom khach gom 15 ngudi nhung ch mudn thué xe 12 chd
9.6.3. Bai thwe hanh méu



Thuc hanh mau tiép nhan va xt Iy yéu cau thué xe ctia khach hang:
Tén khach: Nicola Karen (Ms)
S6 budng: 204
Loai xe: 04 chd
S6 luong khach: 04 khach
Ngay va thoi gian thué: 06:00 sang ngay 04/4/2021
Ngay va thoi gian vé khach san: 18.00 cung ngay (04/4/2021)
Yéu cau dic biét: Hudng dan vién tiéng Anh
Noi dén: Mai Chéau, Hoa Binh, Ha Noi Il
9.6.4. Bai tdp thwc hanh
Tiép nhan va xtr 1y yéu cau thué xe ciia khach hang
9.7. Tiép nhéan yéu cau cung cap trang thiét bi phu tro
9.7.1. Quy trinh tiép nhin yéu cau cung cdp trang thiét bi phu tro
Budc 1: Chao khach, gigi thiéu tén b phan, xung danh va goi y giap do
Budc 2: Tiép nhan yéu cau cung cap trang thiét bi phu trg ctia khach.
Hoiva ghi lai:
Tén khach, s6 budng va thuong xuyén sir dung tén khach.
Sd luong va chung loai trang thiét bi phu tro.
Hoi xem khach con yéu cau thém gi khong.
Htra s& cho ngudi chuyén ngay thiét bi phu tro khach yéu cau (néu co).
Budc 3: Lién lac v61 bd phén lién quan.

Pé nghi chuyén thiét bi phu trg khach yéu cau.cho khach budng so...

Lién lac lai véi bd phan lién quan xem da chuyén thiét bi phu trg cho khach

chua
Budc 4: Lién lac lai véi khach.
Hoi xem khach d3 nhan duoc cac thiét bi phu tro yéu cau chua.
Chao va chuc khach...

9.7.2. Xur Iy mét 56 finh huéng khi tiép nhin yéu cau cung cdp trang thiét b

phu tro

Khach c¢6 nhu ciu muon ban 13 va cau 13 nhung theo quy dinh ctia khach

san thi khach khong duoc sir dung ban 13 trong budng ngu.

Khach c¢6 nhu cAu muon 4m dun nudc nhung theo quy dinh ctia khach san

thi khach khong duoc dun nude trong budng ngu.
9.7.2.1. Badi thuc hanh mau



Thuc hanh mAu tiép nhin va xt 1y yéu cdu cung cép trang thiét bi phy trg
cta khach.

( Khéach san dap tmg duoc yéu cau trang thiét bi phu trg ctia khach)

Tén khach: Nicola Karen (Ms); S6 budng: 204

-Yéu cau thiét bi phu trg: muon thém 10 méc 4o, 01 gdi va 01 dén doc.
9.7.2.2. Bai tdp thuc hanh

Tiép nhan va xir Iy yéu cau cung cap trang thiét bi phu tro ctia khach.

TOM TAT BAI 9

Trong bai nay, mot s6 noi dung chinh dugc gioi thiéu:

+ Nhén biét cac cong viéc phuc vu khach trong thoi gian luu trai ctia nhan
vién I€ tin

+ Thl_rg hién dugc cac cong viéc phuc vu khach trong thoi gian luu tra cia
nhan vién 1€ tan

CAU HOI ON TAP VA THAO LUAN

1. Thyuc hanh nhén tai san quy cua khach
2. Thuc hanh tra tai san quy cua khach
3. Khach xudng quay 18 tin mudn d6i 100 USD sang VND

4. Khach goi dién xudng quay 1& tin mudn chuyén budng vi phong chat va
khong c6 ban cong.



BAI 10: TIEP NHAN VA GIAI QUYET PHAN NAN CUA KHACH
GIOI THIEU BAI 10
Bai 10 1a bai trang bi cho nguoi hoc kién thirc vé giai quyét nhitng phan
nan cua khach. Trong pham vi nghién cttu bai nay s€ tap trung nhirng ndi dung
Sau.
+ Tiép nhan va giai quyét phan nan cta khach vé trang thiét bi tién nghi
+ Tiép nhan va giai quyét phan nan cta khach vé chat luong dich vu
MUC TIEU BAI 10
Sau khi hoc xong bai nay, nguoi hoc c6 kha nang
* /& kién thuc:
+ Phén tich dugc quy trinh tiép nhan va giai quyét nhitng phan nan cia
khéach
+ Mo ta dugc quy trinh tiép nhan va giai quyét nhimg phan nan cia khach
+ Van dung dugc cac ndi dung Kién thirc trén vao trong thuc té.
* V& k¥ nang:
+ Tong hop dugc cac phan nan caa khach trong thoi gian luu tra tai khach
san
+ Thyc hién thanh thao quy trinh tiép nhan va giai quyét nhitng phan nan
cua khach dang trinh tu, ding ti€u chuan.
* V& nang luc ty cha va trach nhiém:
+ Y thirc dugc tam quan trong va y nghia thuc tién cua cong viéc dang ky
khach san cho khach truc ti€p dén khach san ctia nhan vién 1€ tan khach san.

+ Tuén thu néi quy, quy dinh noi lam vigc. .
PHUONG PHAP GIANG DAY VA HQC TAP BAI 10

+ Dol V&i nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, van ddp, day hoc theo vdn dé); yéu cau nguwoi hoc thyc hién néi dung cua
bai 10 (cd nhdn hoac nhom).

+ Poi Véi nguoi hoc: chi dong doc trude gido trinh triedc budi hoc; thyc
hanh ddy di cdc néi dung trong bai 10 theo cd nhdn hodc nhém dwdi sw chi dan
cua nguoi day trong thoi gian quy dinh.
< PIEU KIEN THUC HIEN BAI 10

+ Phong hoc chuyén mén héa/nha xwéng: Phong thyc hanh 18 tan

+ Trang thiét bi mday moc: quﬁy 18 tan; may tinh, in, dién thoai ban; hé
thong s0, phiéu, hda don; ting am, loa, Bang, phan, VCD, Projector....

+ Hoc li¢u, dung cu, nguyén vt ligu: Chuong trinh mén hoc, gido trinh,
tai liéu tham khdo, gidao an, phim anh, va céc tai liéu lién quan.

+ Cdc diéu ki¢n khac: Khong co



< KIEM TRA VA DANH GIA BAI 10
* N9i dung: 9
~ + Kién thuc: Kiem tra va danh gia tat ca noi dung da néu trong muc tiéu
kién thurc
+ Ky nang: Panh gid tat ca ngi dung da néu trong muc tiéu ki néng.

+ Nang luc tw chu va trach nhiém: Trong qud trinh hoc tdp, nguoi hoc
can:

- Nghién citu bai truée khi dén 1op

- Chuan bi dc”iy du tai liéu hoc tdp.

- Tham gia day dii thoi lwong mén hoc.
- Nghiém tuc trong qua trinh hoc tdp.

* Phwong phap:
+ Diém kiém tra thuwong xuyén: khong co

+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 10
10.1. MAu biéu, tai liéu va thiét bi

Danh sach khach dang luu tra

Phiéu yéu cau stra chira, bao dudng

Phiéu chuyén budng

Bang tinh trang budng

Gidy nhap, but

Dién thoai
10.2. Tiép nhin va gidi quyét phan nan cia khach vé trang thiét bi tién nghi
10.2.1. Quy trinh tiép nhdn va gidi quyét phan nan cdc thiét bi trong buéng
ngu bi hong

Budc 1: Chao khach, gidi thiéu tén b phan, xung danh va goi y gitup do.

Budc 2: Tiép nhan phan nan cta khach.

Xin 16i khach.

Hoi va ghi lai tén khach va sb budng.

Hoi va ghi lai that cu thé phan nan ctia khach.

Hoi xem khach con diéu gi chua hai 1ong nita khong.

Thong bao cho khach huéng giai quyét.

Hoi khach thoi gian thich hop dé sira chira thiét bi hong, thong bao hudng
giai quyet va khoang thoi gian can thiét dé stra chira thict bi hong.

Budc 3: Giai quyét phan nan cia khach.Viét phiéu yéu cau bao dudng va



dé nghi nhan vién van chuyén hanh 1y chuyén cho bd phan bao dudng.

Lién lac voi bo phén bao dudng va dé nghi stra ngay thiét bi hong cho
khach ¢ buong so...

Lién lac lai véi bd phan bao dudng dé kiém tra vé tinh trang sira chira thiét
bi hong va ghi lai nguyén nhéan thiét bi bi hong hoc.

Budc 4: Lién lac véi khach.
Hoi xem khach d3 hai long véi thiét bj dugc sira chita chua?
Giai thich cho khach biét nguyén nhan thiét bj trong budng khach bj hong.

Xin 161 da dé khach phai buc minh, htra vo1 khach s€ khong dé su viée trén
X4y ra nira.

Chao va chuc khéch.
Ghi s0 giao ca tinh trang thiét bi.

Xtr Iy mot s tinh hudng khi tiép nhan va giai quyét phan nan vé van dé k§
thuat.

B6 phan bao dudng khéng stra chira dugc mot sb thiét bi bi hong (may diéu
hoa, binh nudc nong) trong budng ngu cua khach:

Khach hang van chua hai 1ong voi cac thiét bi trong budng ngi sau khi
duoc sua chira

10.2.1.1. Bai thwc hanh mdu
Tén khach: Nicola Karen (Ms); Budng s6: 204

Phan nan: M4y diéu hoa kéu to, kho diéu ch nh nhiét d6 va bong dén trong
budng tam bi chay

Thoi gian khach phan nan: 06:00 gid sang ngay 04/4/2010
10.2.1.2. Bai tap thuc hanh

Bai tap thuc hanh giai quyét phan nan cta khach
10.3. Tiép nhén va gidi quyét phan nan ciia khach vé chit lwong dich vu
10.3.1. Tiép nhdn va gidi quyét phan nan ciia khdch vé buéng ban va cé mui
hoi

Quy trinh tiép nhan va xtr Iy phan nan cua khach vé budng ban va c6 mui
hoi

Budc 1: Chao khéch, gidi thiéu tén bg phan, xung danh va goi y giup do.

Budc 2: Tiép nhan phan nan cta khach.

Hoi tén khach, sé budng (ghi vao gidy nhap) va thuong xuyén sir dung

Xin 16i khéch.

Té nhi hoi va ghi chép lai that t m phan nan cua khach.



Bai thwe hanh méu

Ti€p nhan va giai quyét phan nan ctia khach vé chat lugng v€ sinh budng
ngu

Tén khach: Nicola Karen (Ms)

Budng s6: 204

Phan nan: budng ban va cd con trung (gian va kién) .
Bai tdp thwce hanh

Tiép nhan va giai quyét phan nan cua khach vé chat lugng vé sinh budng
ngu

10.3.2. Ti iép nhdn va gidi quyét phan nan ciia khdch vé chit lwong dich vu dn
uong

Tén khach: Nicola Karen (Ms)

Buong s6: 204

Phan nan: moén stUp luon rat tanh va mon vit nau cam man. Khach hang
muon doi sang mon thit 16n nudng sa 6t.

Bai tap thuc hanh
Tiép nhan va giai quyét phan nan cta khach vé chat luong dich an udng

10.4. Tiép nhin va giai quyét phan nan cia khach vé chit lwong giit 1a (ban
va la chua phang)

10.4.1. Quy trinh tiép nhégn va gidi quyét phan nan cia khdch vé chit lwong
gidt la (ban va la chua phang)

Budce 1: Chao khach, gioi thi€u tén bo phén, xung danh va goi y giup do.
Budc 2: Tiép nhan phan nan cua khach.

Xin 1561 khach.Hoi tén khach, s6 budng va st dung thudng xuyén tén khach.
Hoi va ghi lai that chi tiét phan nan cta khach.

Thong bao cho khach huéng giai quyét. Bude 3: Giai quyét phan nan cua
khéch.

Lién lac va thong bao véi bd phan giit 13 v& phan nan cta khach.
Pé nghi bo phan giat 14 1y quéan 4o cta khach dé giat/1a lai.

Lién lac lai véi bo phan giat 1a hoi xem da giai quyét xong van dé khach
phan nan chua va ghi lai nguyén nhan.

Budc 4: Két thuc viée giai quyét phan nan.

Lién lac lai vdi khach, hoi xem khach da hai long vai dd giat 1a chua va
giai thich nguyén nhan.

Xin 16i da dé khach phai khé chiu, hira s& khong dé xay ra su viéc tuong tu.



Chao va chuc khéach.
Xtr 1y tinh huéng
Khach phan nan d6 giat 13 ciia khach van con am va 1a chua phang
Khach kho tinh phan nan quan/o giat 1a ciia khach bi phai mau va rach.
Khach phan nan mot chiéc tit bi mat va mot clic 4o so mi bi dut.

10.4.2. Bai thwe hanh mdu

Thuc hanh mAu tiép nhan va xu 1y phan nan cta khach vé chat luong dich
vu gidt 1a

Tén khach: Nicola Karen (Ms)

Buong s6: 204

_ Phan nan: quan 4o giat 1 van con mui xa phong, ¢6 40 so mi va gau quan

van ban.
10.4.3. Bai tdp thwc hanh

Tiép nhéan va giai quyét phan nan ciia khach vé chét lugng dich vu giat 1a

TOM TAT BAI 10

Trong bai nay, mot s6 ndi dung chinh dugc gion thigu:

+ Tiép nhan va giai quyét phan nan ctia khach vé trang thiét bi tién nghi

+ Tiép nhan va giai quyét phan nan cta khach vé chat luong dich vu

CAU HOI ON TAP VA THAO LUAN

1. Thuc hanh khach phan nan vé diéu hoa kéu to, khach khé ngi
2. Khach phan hoi 1a trong phong mang chap chon, khach khong 1am viée dugc.
3. Khach goi dién xuong quay I& tan tire gian noi phong khong c6 nuée nong dé
tam

4. Khéch phan nan bong dén ban lam viéc bi hong



BAI 11: THANH TOAN CHO KHACH CA NHAN
< GIOI THIEU BAI 11

Bai 11 1a bai trang bi cho nguoi hoc kién thire vé nghiép vu thanh toan
cho khach ca nhan cua nhan vién 1€ tan. Trong pham vi nghién ctru bai nay s¢
tap trung nhirng ndi dung sau:

+ Tiép nhan yéu cau thanh toan cho khach c4 nhan

+ Thanh toan cho khach c4 nhéan tu thanh toan céc chi phi phy troi bang
thé tin dung, cong ty thanh todn tién buong va bira sang

< MUC TIEU BAI 11
Sau khi hoc xong bai nay, nguoi hoc ¢6 kha nang:
* V¢ kién thuc:
+ Phan tich dugc quy trinh thanh toan cho khach c4 nhan
+ M0 ta dugc quy trinh thanh toan cho khach ca nhan
+ Van dung dugc cac ndi dung Kién thirc trén vao trong thuc té.
* V& k¥ nang:
+ Nhan dién duoc thanh toan cho khach ca nhan

+ Thyc hién thanh thao quy trinh thanh toan cho khach cé nhan dang trinh

tu, ding ti€u chuan.
* V& nang luc ty cha va trach nhiém:

+ Y thirc duoc tam quan trong va ¥ nghia thyc tién cua nghiép vu thanh
toan cho khach ca nhan ctia nhan vién 1€ tan khach san.

+ Tuan thu nodi quy, quy dinh noi lam viéc.
< PHUONG PHAP GIANG DAY VA HQC TAP BAI 11

+ Dol Vi nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn d@é); yéu cau nguwoi hoc thyc hién néi dung cuia
bai 11 (cd nhan hodc nhom). 7

+ {%)o”i V&i nguoi hoc: chu dong doc trude gido trinh trudc buoi hoc; thuc
hanh day du cac noi dung trong bai 11 theo ca nhan hodac nhom duoi sy chi dan
Cua nguoi day trong thoi gian quy dinh.
% PIEU KIEN THUC HIEN BAI 11

+ Phong hoc chuyén mon hoa/nha xwong: Phong thuc hanh I€ tan

~ + Trang thiét bi mdy méc: quay 18 tan; may tinh, in, dién thoai ban; hé

thong so, phi€u, hoa don; tang am, loa, Bang, phan, VCD, Projector....

+ Hoc li¢u, dung cu, nguyén vt ligu: Chuong trinh mén hoc, gido trinh,
tai liéu tham khdo, giao an, phim anh, va céc tai liéu lién quan.

+ Cdc diéu kién khdc: Khong co
< KIEM TRA VA DANH GIA BAI 11



* Noi dung:
+ Kién thuc: Kiem tra va danh gid tat ca noi dung da néu trong muc tiéu
kién thurc
+ Ky nang: Pdanh gid tat ca néi dung dd néu trong muc tiéu ki néng.

+ Nang luc tw chu va trach nhiém: Trong qud trinh hoc tdp, nguoi hoc
can:

- Nghién citu bai trwée khi dén 16p

- Chuan bi dc”iy du tai liéu hoc tdp.

- Tham gia day dii thoi lwong mén hoc.
- Nghiém tuc trong qua trinh hoc tdp.

* Phwong phap:
+ Diém kiém tra thuwong xuyén: khong co

+ Kiém tra dinh ky thwc hanh: khéng c6
< NOI DUNG BAI 11
11.1. MAu biéu, tai liéu va thiét bj
Hb so thanh toan cta khach
Hoa don gia trj gia ting/chuyén dung di chuan bi
Danh sach khach dy kién di/ thanh toan
Tién mat/séc du lich
Thé da thanh toan/ check out card
May tinh ca nhan
May vi tinh
11.2. Tiép nhén yéu cau thanh toan cho khach c4 nhéan
11.2.1. Quy trinh thanh todn cho khdch ca nhén tw thanh tedn mei chi phi
Budc 1: Chao khach va goi y gitp do.
Budc 2: Tiép nhéan yéu cau thanh toan cua khach.
Hoi tén khéch, s6 budng va thudng xuyén sir dung tén khach.
Budce 3: Lam thu tuc thanh toan cho khach.

Ho1 xem dém qua hodc sang nay khach c6 str dung thém gi trong mini
bar khong?

Chuyén va dé nghi khach kiém tra lai phiéu theo dai chi phi.
Hoi phuong thirc thanh toan.
Thuc hién viéc thu ngan va bao quan tién vao noi quy dinh.

In ho don thanh toan (viét hoa don VAT) chuyén cho khach kiém tra va



dé nghj khach ky vao hod don VAT.
Pong dau ”da thanh toan” 1én hoa don va giao cho khach lién 2 hoa don VAT.
Pé nghi khach tra lai chia khoa budng.
Hoi xem khach da 14y hét tai san gui trong két an toan chua.
Budc 4: Két thic viée thanh toan.

Hoi noi khach sap dén, goi y dit buong ke tiép va thong bao céc quyén
loi khach dugce huong tir viée dit budng ké tiép trong cung tap doan khach
san.

Goi y goi xe giup khach (thyuc hién viéc goi Xe va thong bao cho khach).
Giao phiéu da thanh toan/ check out card cho nhan vién véan chuyén hanh 1y.
Chao tam biét khach, chuc khach ¢ chuyén di tot dep va hen sém gap lai
Budc 5: Hoan thién hd so thanh toan.

Luu cac thong tin chinh cta khach vao hd so khach hang.

Poi tinh trang budng.

Chuyén hé so thanh toan cho bd phan ké toan khach san.

Bai tdp thuwe hanh

Thanh toan cho khach ca nhan tu thanh toan moi chi phi bang tién mat.

11.3. Thanh toan cho khach ca nhin tuy thanh toan cac chi phi phu troi
bang thé tin dung, cong ty thanh toan tién buong va bira sang

11.3.1. Quy trinh Thanh todn cho khdch cd nhin ty thanh todn cdc chi phi
phu troi bang thé tin dung, cong ty thanh todn tién buong va bira sang

Budc 1: Chao khach va goi y gitp do.

Budc 2: Tiép nhéan yéu cau thanh toan caa khach.

- Hoi tén_khéch, sO budng va str dung thuong xuyén.

- Kiém tra va xac nhan lai cac thong tin cta khach qua ho so thanh todn
Budc 3: Lam thu tuc thanh toan cho khach.

- Hoi xem sang nay khach ¢o6 stir dung thém gi trong mini bar khong.

- Chuyén phiéu theo dai chi phi cho khach kiém tra.

- Lién lac va thong bao cho b phan budng vé viéc khach thanh toan.

- Hoi khach hinh thtrc thanh toan. Khach thanh toan bang thé tin dung

- Muon thé tin dung va kiém tra tinh hop 1é cua thé

- So sanh chit ky trén thé véi chit ky trén phiéu dang ky khach san cua
khéach

- Ca thé va kiém tra lai cac lién phiéu ca thé



- Viét tong tién d6 la My va VND 1én phiéu ca thé

- Lién lac voi ngan hang, thong bao cac thong tin trén thé, xin
dugcthanh toan so tién da ghi trén hoa don ca thé, xin s6 cap phép va ghi lén hoa
don ca thé.

- Pién nét cac thong tin vao phiéu ca thé

* Néu khach san co may quét thé: Thyc hién viéc quét thé va in héa don
(sales slip).

- Yiét/in hoa hoa don VAT do cong ty thanh toan va do khach tu thanh
toan, dé nghi khach kiém tra va ky tén vao hai hdéa don VAT va phiéu ca thé tin
dung.

- Thong bao tong so tién khach phai thanh toan sau khi da trir tién dit coc
va yéu cau khach tra lai phiéu dat coc.

- Thong bao sd no cii hodc tién khach vay cia khach san va dé nghi
khéch thanh toan.

- Poéng dau ”di thanh toan” 1én hoa don va giao cho khéch lién 2 hoa
don VAT va lién 2 thé tin dung.

+ Thu ngéan hoa don cta khach tu thanh toan.
+ Pong dau da thanh toan 1én hoa don VAT do khach tu thanh toan

+ Pinh kém phiéu ca thé va hoa don VAT khach da thanh toan, dat vao
phong bi va chuyén cho khach.

+ Chuyén hoa don VAT pho to cia cong ty cho khach
Budc 4: Két thuc thanh toan.
Yéu cau khach tra lai chia khoa budng.

- Hoi xem khach da 1ay hét tai san gui trong két an toan chua.
- Giao phiéu check-out cho nhan vién van chuyén hanh ly.
- Goi ¥ goi tac xi giup khéch.
- Hoi xem khach c6 hai long vé6i khach san trong sudt thoi gian luu tra khong?
- Chao va chuc khach.
Budc 5: Hoan thién hd so thanh toan.
- Chuyén ho so thanh toan cho bo phan ké toan khach san.
- M0 hd so khach hang.
- Thoat cac dit liéu vé khach ra khoi may tinh.
- Déi tinh trang budng.
11.3.2. Xi¢ Iy tinh huong
- Theé tin dung ctia khach khong hop 1€.



- Khach khéng c6 kha nang thanh toan (khach bi mat hét tién/thé tin dung).
11.3.3. Bai thuc hanh mdu

Thyc hanh mau hanh toan cho khach cd nhan tu thanh toan cac chi
phi phy tréi bang theé tin dung. Cong ty cia khach thanh toan cho khach
tién budng va bira sing bang hinh thuc chuyén khodan.

11.3.4. Bai tdp thwc hanh:
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TOM TAT BAI 11
Trong bai nay, mét s6 noi dung chinh dugc gidi thi¢u:
+ Tiép nhan yéu cau thanh toan cho khach c4 nhan

+ Thanh toan cho khach c4 nhan ty thanh toan cac chi phi phu trdi bang
the tin dung, cong ty thanh toadn tién buéng va bira sang

CAU HOI ON TAP VA THAO LUAN
1. Thyc hién yéu cau thanh toan cho khéch c4 nhan tu thanh toan moi chi phi

2. Thuc hién yéu cau thanh toan cho khach cé nhan, trong d6 cong ty thanh toan
tién budng, ca nhan thanh todn cac khoan phu trdi

3. Xir Iy cac tinh hudng khi 1am tha tuc thanh toan cho khach ca nhan



BAI 12: THANH TOAN CHO KHACH DOAN
% GIOI THIEU BAI 12
Bai 12 1a bai trang bi cho nguoi hoc kién thuc vé nghiép vu thanh toan
cho khach ca nhan cua nhan vién 1€ tan. Trong pham vi nghién ctru bai nay s¢
tap trung nhirng ndi dung sau:
+ Quy trinh thanh toan véi trudng doan
+ Quy trinh thanh toan cac chi phi phu trdi véi cac thanh vién
< MUC TIEU BAI 12
Sau khi hoc xong bai nay, nguoi hoc ¢6 kha nang:
* V¢ kién thuc:
+ Phan tich dugc quy trinh thanh toan cho khach doan
+ M0 ta dugc quy trinh thanh toan cho khach doan
+ Van dung dugc cac ndi dung kién thirc trén vao trong thuc té.
* \/é k¥ nang:
+ Xac dinh va lua chon dugc hinh thic thanh toan cho khach doan
+ Thyc hién thanh thao quy trinh thanh toan cho khach doan dung trinh tu,
ding ti€u chuan.
* V& nang luc ty cha va trach nhiém:
+ Y thie duoc tim quan trong va y nghia thuc tién cua nghiép vu thanh

toan cho khach doan cua nhan vién 18 tan khach san.
+ Tuan thu ndi quy, quy dinh noi l[am viéc

< PHUONG PHAP GIANG DAY VA HQC TAP BAI 12

+ Dol V&i nguoi day: su dung phuong phap giang giang day tich cuc (dién
giang, vdn ddp, day hoc theo vdn dé); yéu cau nguwoi hoc thyc hién néi dung cuia
bai 12 (ca nhdn hoac nhom).

+ Poi Véi ngueoi hoc: chii déng doc triede gido trinh truéc budi hoc; thyc
hanh ddy di cdc néi dung trong bai 12 theo cd nhdn hodc nhém dwdi sw chi dan
cua nguoi day trong thoi gian quy dinh.
< PIEU KIEN THUC HIEN BAI 12

+ Phong hoc chuyén mén héa/nha xwéng: Phong thyc hanh 18 tan

ot T rang thiét bi mday moc: quﬁy 18 tan; méy tinh, in, dién thoai ban; hé
thong so, phi€u, hoa don; tang am, loa, Bang, phan, VCD, Projector....
+ Hoc liéu, dung cu, nguyén vdt li¢u: Chuong trinh moéon hoc, gido trinh,
tai liéu tham khdo, giao an, phim anh, va céc tai li¢u lién quan.
+ Cdc diéu kién khdc: Khong co
< KIEM TRA VA DPANH GIA BAI 12
* Noi dung:



+ Kién thuc: Kiem tra va danh gia tdt ca noi dung da néu trong muc tiéu
kién thurc
+ Ky nang: Danh gia tat ca noi dung da néu trong muc tiéu ki nang.

+ Nang luc tw chu va trach nhiém: Trong qud trinh hoc tdp, nguoi hoc

can:
- Nghién citu bai truée khi dén 16p
- Chudn bi day du tai liéu hoc tdp.
- Tham gia day dii thoi lwong mén hoc.
- Nghiém tuc trong qua trinh hoc tdp.
* Phwong phap:

+ Diém kiém tra thuwong xuyén: khong co
-+ Kiém tra dinh ky thwe hanh: 1 diém kiém tra (Hinh thirc: Thuwc hanh)
< NOI DUNG BAI 12

12.1. MAu biéu, tai liéu va thiét bj

Ho so thanh toan cua doan May vi tinh
Phiéu tam tinh May tinh c4 nhan
Hoa don VAT

12.2. Thuc hién quy trinh thanh toan
12.2.1. Thanh todn véi truong doan
Budc 1: Chao khach va goi y gitp do.
Budc 2: Tiép nhéan yéu cau thanh toan caa khach.
Héi tén truong doan, té€n doan va thudng xuyén st dung tén trudng
doan.
Tim hd so cta doan va x4c nhan lai v6i truong doan céc thong tin chinh
tir hd so thanh cta doan.
Budce 3: Lam thu tuc thanh toan cho doan.

Chuyén phiéu theo doi chi phi cua doan cho truong doan kiém tra
(Xtr 1y tinh hudng phat sinh).

Lién lac v6i bo phan budng dé nghi kiém tra budng doan tra.

Théng nhét voi truong doan/huéng dan vién du lich cac chi phi
cua doan, trach nhiém va hinh thirc thanh toan.

Chuyén phiéu tam tinh cho truéng doan kiém tra.
Lap va chuyén hoa don VAT cho trudng kiém tra va ky tén.
Néu khach thanh toan ngay:



+ Thu ngan va bao quan tién mit vao két an toan.
+ Pong dau “da thanh toan” 1én hoa don VAT va giao lién hai cho khach.
Néu khach thanh toan bang chuyén khoan:

+ Viét hoa don no, dé nghi khach ky (khong dong dau “da thanh
toan‘ 1én hoa don).

+ Phé t6 va chuyén cho trudng doan cic hoa don chimg tir lién
quan dén trach nhi¢m thanh toan cua doan.

12.2.2. Thanh todn cdc chi phi phu trji véi cdac thanh vién
Kiém tra va tong hop céac chi phi cua tirng budng.

Tu chuyén hoac nho tru’é"ng doan chuyén hoa don dich vu cho
tung budng (xur 1y tinh huéng phat sinh).

Lan luot lam tha tuc thanh toan cho timg khach hoic timg budng.

Chuyén hoa don VAT cho timg khach, dé nghi kiém tra, ky tén va thu ngan.

Chuyén lién 2 hoa don cho khach.

Pé nghi cac budng tré lai chia khoa.

Nhic nhd cac thanh vién trong doan lay hét tai san giri trong két an
toan

Budc 4: Két thuc cong viée thanh toan.

- Tra lai gidy to tuy than ctia doan cho truéng doan, yéu cau trudng doan

- Kiém tra va ky tén vao “s6 muon va tra gidy to tiy than”.

- Hoi xem doan ¢6 hai long vai ky ngh khong.

Chao va chic doan 1én dudng may man, hen sém gap lai.

Doi tinh trang budng doan tra.

Budgc 5: Hoan thién hé so thanh toan cho doan.

Hoan thién ho so thanh toan.

Luu ho so khach hang: Luu lai cac thong tin chinh ctia doan.

Doi tinh trang budng.

Chuyén hd so thanh toan cho bo phan ké toan khach san.
12.2.3. Xir Iy tinh hudng

Trudng doan khong nhat tri thanh toan mot s6 khoan muc trong
hoa don thanh toan.

Mot s6 budng ctia doan bi mat khin tim va dép di trong budng.
12.2..4. Bdi thwe hanh méu
Thuc hanh mau 1am tha tuc thanh toan cho doan Mé Koéng.



S6 lugng budng: 12 budng tir budng 101 dén budng 112

Trach nhiém va hinh thire thanh toan: Cong ty Du lich Mé Kong
chiu trach nhiém thanh toan tién buong, tién 4n chung cua doan va
tién uéng bé mac bang hinh thirc chuyén khoan.

- M4 sb thué: 0110669911-1

T

12.2.5.

L

én ngan hang: Ngan hang ANZ, thanh ph H6 Chi Minh.
Bai tdp thwc hanh
am thu tuc thanh toan cho doan khach
BAI THU'C HANH MAU

KHACH SAN HOANG LONG
Puwong Pham Vin Pong-Xuin Pinh-Twr Liém-Ha Ngi
TEL: (04) 38 36 25 10 — FAX: (04) 38 38 99 61

THEO DOI THANH TOAN KHACH POAN

Tén doan khach: ME‘M KQHCT ........ Trudng doan:. la_ —U'lw %Wj ‘Hlbfb

Pai ly du lich: M.a ............ Tén hudng dan vién:.................
Ngay dén: 0.?./4{/-2.040. ....Ngay dl.Q’.)-/é.f./az.MQ.Tong sb khach:. .24 ...
Budng dac biGti. ..ol Gia:......... /dém.
Budng Sang trong . ...o.eeeeee e Gia:......... /dém.
Budng dat tiéu chudn:.................. ( ?-—OH? ..... Gia: LA USR/déem.

Chi tiét thanh toan - _ » /

1 . . - ~ Lo < -~ ~ o~
Pai 1y du lich thanh toan:.. Tich. lmarg AT an. var.. uanj..bz:.mc
Khach twthanh toan:..................... % oo 9o

Thoi han thanh toan ( trudce hoidc sau khi tra buong) 15_% e . [c-gt. ‘ﬁaﬂﬂp 'fDqu

£z Tong s6 tién . N
Ngay | Phieu so | Dich vu sir dung - — Ghi chi
Ca nhin Co quan
2 /4 Bricng ngld 5494 000
49 At 9 A_440_000
3 /4 WG gy 5 4424 000 _
A3 A A d A 440. 000
AD Gm' ther | 224 000
44 An. o AL 440, 060
A4 Crri Hom A0 000
4/4 budrg nad 5 444 000
A& Ay 4579 A HHO. 00D
AF Ao tnia 4_L00 . 000
A% ?Jm';,ji be ‘mac 45 F4F _ooo
TONG CONG 6F.F24. 000

Hinh 12.1. Bai tap mau phiéu theo ddi chi phi cho khach doan



BAI THUC HANH MAU

} ' HOA DO'N_ Mau sgl?lﬁg(;}g-su

| GIA TRI GIA TANG °

| Lién 2: Giao khach hang 0024803

| Ngay..09 . .thang. 9. .nam 20aQ

1 Bon vi ban hang:.. S S

| Biachi:..ccou...... TJRUCNGCAQ D85 Dy Linyud =i 4 S

| Sé tai khoan: ...... l DUONG HOANG Jg,....,,u....'nh.,\d ................................................

‘ Dién thoai: ......... ST 830 LALLM D.q OO000000 O OoOog 4O
Ho tén ngudi mua hang ............... Ta 'Wuj Heve

Tén don vi: .. c Du_/b.c"l«f"fb .............................................
Dia chi: ... 0'"6} ﬁd’ Hue R4 ’ﬁﬂanﬂ» pﬁsm Chi” Hunbh

S8 T KNOAN: .

Hinh thic thanh toan: Chuyén, ch\m vs OF MREEEEE @ GEE @

STT! ~ Tén hang hoa. dich vu - D:;’:h\l | S6 lugng : DPon gia | Thanh tién
A B C l 2 3=1x2

EIE - LT — b, A2bx34 | 440,909 A4.79E. 74
Bl m"ﬁ“ gl el e A4.237. 232,

.3..] ua‘;é ................................... PSSRSO I 32.49% 339

5 Cong tién hang: 61..56F.26

| Thué suiat GTGT AO % Tién thué GTGT: 6. A5k 32
! Tong cong tién thanh toan 671. 324 _000
[

Sé tién viét bang chir: . Sau UL ba?. Araic. bmj Az ol W Wghin. #&5.

|

Ngudi mua hang ’ Nguoi ban hang Thu trudng don vi
(Ky, ghi ré ho tén) (Ky, ghi rd ho tén) (Ky,dong dau, ghi ré ho tén)

v~ N
Ta The Thraay Huah ATy |

(Cdn kiém tra, déi chiéu khi ldp, giao. nhdn hod don)

Hinh 12.2. Bai tip mdu héa don /At



Bai thue hanh miu

HOA PON Mau s6: 01 GTKT-3LL
GIA TRI GIA TANG OﬂL -“0088
Lién 2: Giao khach hang 024903

Ngay...05 .thang.. 4. .nam 204Q
1
} Donvibénhéng:..r. ........... e
| Diachi ... f TRUCNG CAQ SANG DU LICHSANALY )
; Sé tai khoan:....... 1 DUONG HOANG QLG g .
| Dién thoai: ......... LasT- 6 142 773 My 11510000000 0O 000 O

. Vd -a—
Ho tén nguodi mua hang: 'Ta."ﬂu. Iﬁwj'ﬂa‘.‘n ...............

Téndon vit ............. C’aﬂ? . 4. Du.,&th'QKarg“ .......................................
Dia chi: ........ AA4 AT 7 4 ',&4,71:41:1.01?(\8/%‘%'%

Sé tai khoan: ... 9 T e e e
| 7 5 ‘
| Hinh thirc thanh toin: Chuwgen ean, vs 0 A0EREADA @ 58S @
[ H § = ———
| STT { - Tén hang hoa. dich vu Dg:h\! | Séluong | Pongia | Thanh tién
A B 3=1x2

y ‘ C ‘ | 2
A Pudng m w’ bina,. Atbx3d 394.349. 44.088.342.
2..] A;lj ................................. | /m} .............................. A5 59 F404.

f | e | e ] 80.949.783

Usig S O
4. 6% il phuc | 2.934 334

Cong tién hang: eA4..567. :

Thué suat GTGT AO % Tién thué GTGT: ..6.45B.F32

Téng cdng tién thanh toan 67.724 .000

Ngudi mua hang Ngudi ban hang Thu truong don vi ;
(Ky, ghi ré ho tén) (Ky, ghi ré ho tén) (Ky,dong dau, ghi ré ho tén) 1

i o
To e Tuog a5 N

(Can kiém tra, déi chiéu khi lap, giao, nhdn hod don)

Hinh 12.3. Bai tap mau Héa don VAT tinh phi phuc vu
TOM TAT BAI 12
Trong bai nay, mot s6 noi dung chinh dugc gioi thi¢u:
+ Quy trinh thanh toan véi truéng doan
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+ Quy trinh thanh toan cac chi phi phu trdi véi cac thanh vién
CAU HOI ON TAP VA THAO LUAN
1. Thuc hanh quy trinh thanh toan cho khach doan tu thanh toan moi chi phi

2. Thuc hanh quy trinh thanh to4n, cong ty thanh toan tién budng, an. C4 nhan
tu thanh téan cac khoan phat sinh

3. Xir Iy cac tinh hudng khi tiép nhan thanh toan cho khach doan

4. Khach phan nan hoa don ctia khach c6 sy nham 1an va tir chéi thanh toan
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