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LOT NOI DAU

Nhu ciu in udng 1a mot trong nhirng nhu cau khong thé thiéu trong cudc
séng cia con nguoi. Ngay nay, khi doi sdng cua con ngudi ngdy mot nang cao
thi nhu cau nay doi hoi phai dugc dap tng mot cach day dua va cao cip hon. Vi
viy hang loat hé thong nha hang di ra doi véi quy mo da dang va nhiéu san
pham phong pht nham phuc vu nhiéu ddi twong khach va mang lai hiéu qua
kinh té xa hoi cho doanh nghiép néi riéng va nganh du lich néi chung.

Phuc vu Nha hang 13 hoat dong khong thé thiéu trong kinh doanh Khach
san - Nha hang ¢ tt ca cac qudc gia trén thé gigi. Hoat dong nay di va dang tro
thanh pho bién nham phuc vu nhu cau in udng cia khach hang. Cung véi cac
hoat dong khac nhu: Phuc vy phong nghi, L& tan, Phuc vy bar, vui choi giai
tri... Phuc vu ban, bar gop phan hinh thanh nén day chuyén phuc vu khach trong
khach san — nha hang.

Gido trinh “THUC HANH BAN” dugc bién soan dua trén co sé “Dé
cuong chi tiét hoc phan 1y thuyét nghiép vu nha hang”, két hop nhiing noi dung
maéi duge cap nhat, kinh nghiém giang day nhiéu nim va mot s6 tai liéu tham
khéo ¢ lién quan dén hoat dong quan 1y va phuc vu ban.

Noi dung cua gigo trinh gdm 4 chuong, di siu nghién ctiru vé cac ky thuat
va quy trinh phuc vu khach an uéng cac bita n thuong ciling nhu cac bira tiéc
pho bién phuc vy trong cac nha hang - khach san. Cu thé nhu sau:

Gidao trinh “Thuwc hanh Ban” 1a tai liéu chinh phuc vu cho viéc giang day
cua giang vién va viéc hoc tap cta hoc sinh, sinh vién chuyén nganh vé Nha
hang - Khéch san trong truong Cao dang Thuong mai va Du lich, dong thoi 13
tai liéu tham khao cho nhiing ngudi yéu thich hoc phan nay.

Trong qua trinh bién soan, chung toi du da hét sic c6 gang nhung chac
chan khong tranh khoi thiéu sot, bat cap. Vi vdy, ching t6i mong nhan duoc
nhitng ¥ kién dong gop ctia ban doc dé timg budc hoan thién giao trinh trong cac
lan tai ban sau. Moi dong gop xin giri vé Khoa Khach san - Du lich, Truong Cao
dang Thuong mai va Du lich. Email: khoaksdI2007 @gmail.com.

Nhom bién soan



MUC LUC

CHUONG 1: KY THUAT PHUC VU COBAN .......cooovvivevcceeeeeeeeeeieeines 5
1.1.VE SINH NHA HANG, VE SINH DUNG CU AN UONG ........cccevuevnee. 6
1.1.1. V€ sinh phong thuc hanh, n1ha V€ SINh ..vvvevvvii e 6
1.1.2.Vé sinh trang thiét bi, phong thuc hanh. ..........ccceeevvvveveesiereeereseene 7
1.1.3.V¢ sinh nha kho va nha v€ SINh........cccccvviiiiiiiiiiiiiiiiiiianeeen, 8
1.1.4.VE Sinh dung cu A0 UONE. . ..veveveeeeeeeeeeeeeeeeeeeeeeseeeeeeeeeeeeeeesesseeseeseeeees 8

1.2. GIOI THIEU DUNG CU PHUC VU AN UONG TRONG NHA HANG 9

1.3.TRAI, GAP KHAN BAN, KHAN AN ......ccocviiiiiiesiieseeeeseee e, 12
| R I RO IV 1 0 P2 T o o 12
1.3.2. K thudt gAp KDAN 0....ccveeececeeeeeeeeesee e 13

1.4.BUNG BE KHAY ....oocviiiictsisiieessteses sttt tsses s assssssnsssessansssanes 14
1.4.1. K3 thuat XEp KNAY. .vveeveericeeeieeescceeeseeesssesses s, 14
1.4.2. K§ thudt bung b& KNAY ......cvvveveeereeeseseeeeeeeeses s 15
1.4.3. KV thuat dO KAy cooeeeeveoeiieieie ettt ettt e et e e e eern e e s e eran e 15

1.5.KY THUAT DAT BAN AN AU ....oiiiiiiiieeees e 16
1.5.1. K¥ thuat dit ban dn diém tdm Au theo thuc don .........ccevvvervrnenne, 16
1.5.2. K¥ thuat dit ban dn diém tAm Au chon MON: ..voveveeeeeeeeeeeeeeeeeeeeeeene, 17
1.5.3. K¥ thuat dat ban an trua, t6i Au theo thue don........cccovvvevvrveveeenees 18
1.5.4. K¥ thuét d3t ban in bita trua, toi Au chon mén (ala care menu)..... 20

1.6.KY THUAT DAT BAN AN A — AN BUFFET ....c..ocevveeeeeeeeeeeeeeen. 21
1.6.1. K¥ thuat dat ban an diém tAm A .......o.coevvveiieeiesceeeeeee e, 21
1.6.2. K¥ thuat dit ban bira trua, tdi 4 theo thue dom.....oeeeeeveeeeeeeeeeeeeeene, 22
1.6.3. K¥ thuat dit ban dn bita trua, t3i A kiéu dn chon mon: ........o.o......... 23




1.6.4. K¥ thuét dit ban an trua, toi Au theo kiéu tu phuc vu ( Buffet)...... 23

1.7.KY THUAT PHUC VU SOUP, GAP THUC AN KIEU NGA ............... 23
1.7.1. KV thuat PhUC VU SOUD: oiiieeerreriieieieeeeeieesssriissssseeesesessssssnsssessesseessnns 23
1.7.2. K¥ thudt phuc vu mén dn Kiéu Nga.........cccovvvveerereeesresesisessesesnens 24
1.7.3. K¥ thuat phuc vu mon an Kidu M :.......ccoveerneesisiseieeseessssessesienenes 24

1.8.KY THUAT PHUC VU PO UONG, TRAI KHAN AN, THAY GAT

TAN oottt ettt e et e et et en et s et en et s ettt s e 25
1.8.1. KY tNHUAL MG THOU ....vvveeiiiriee ettt ettt e e e e nrees 25

R ST ST o 10 L (0 10D a0 (0 10 Do 26
1.8.3. KV thuat PhUC VU D18, vvvuiiiii ittt st e e e e e e e e ee e e e e e e e 26
1.8.4. Phuc VU A0 UONZ KNAC «ovveveeeeeeeeeeeeeeeeeeeeeeee e eee e et ee et eeeeeeeeeens 26
1.8.5. K¥ thuat trai khan an cho Khach: .......ccccccoviiiiiiiieeeeee 27
1.8.6. K¥ thudt thay gat tan: .........ccccceiiiiiiiiieeeeeeeee e 27
1.9. KY THUAT TIEP NHAN YEU CAU CUA KHACH........cocovvvvrrrennae, 27
1.9. 1. TrND G0 JAY OTAET v oo e e ee e e e er e e s es e e s e, 27
1.9. 2. Cach ghi Order.........cooviiiiiiiiiii 27
1.9. 3. LAy order cho KhAch AU.......cccvveeveveeeciiciieeeieee e 28
1.9. 3. LAy order cho KhACh A ........cooueveeveeieicieieeeee e 28
Chuong 2: QUY TRINH PHUC VU ......c.coviiiieiieeeeeee e, 30
2.1.QUY TRINH PHUC VU AN DIEM TAM THEO THUC PON............ 31
2.1.1. Phuc vu dn diém tAm Au theo thuc don .....o.oveeveeeeeeeesreeeeeeeene 31
2.1.2. Phuc vu dn diém tAm 4 theo thue don: ......cocevvverecerrereeerereereeieeeen, 32
2.2.QUY TRINH PHUC VU AN TRUA (TOI) THEO THUC BON ........... 32
2.2.1. Phuc vu in trua, t0i Au theo thue don. ..voveveveveeeeeeeeeeeeereeeeer e 32
2.2.2. Phuc vu fn trua, tOi 4 theo thue dOm. .oveveveveeeeeeeeeeeeeeeeereeeeereeeens 33




2.3.QUY TRINH PHUC VU AN TRUA (TOI) AU KIEU CHON MON..... 33

2.4.QUY TRINH PHUC VU AN TRUA (TOI) A KIEU CHON MON........ 35
2.5. QUY TRINH PHUC VU KHACH AN TREN BUONG .......c..cecvvrnnee. 36
2.5.1. Phuong phép tiép nhan yéu cAu cia Khach: ...ooveveeeeeeeeeeeeeeeeeeeenen, 36
2.5.2. Ki thuat dit dung cu trén Khay VA Xe dAV...ooeeeeeeeeeeeeeeeeeeeeeeeeen, 37
2.6.QUY TRINH PHUC VU TIEC NGOIL AU, A...ooovvveveveeeeseeeeeeiens 38
2.6.1. Quy trinh phuc vu tiec NEOT KIEU AU:..viveeeeeeereeeeeeeeeeereeeeeeeeeeeeeeeen, 38
2.6.2. Quy trinh phuc vu tiEc NEOT KIEU Az ..viveeeeeeeieeeeeeeeeeeeeee e er e 39
2.7.QUY TRINH PHUC VU HOI NGHI, BUFFET NGOl .....c.cccovvvrrrrenene 40
2.8. QUY TRINH BAY BAN VA PHUC VU TIEC BPUNG........covuevrrrnnee 41
2.8.1. BAy ban tiEC AUNE . .v.vveveeiieieeieeesieeeseeeees s esesnsss s enesnseeans 41
2.8.2. PhUC VU t1EC AU ceevveiieeeeree ettt ettt e e e e et e e e s ea e e e e ernan e e 42
2.9.XU LY TINH HUONG TRONG QUA TRINH PHUC VU.......cccc......... 42
2.9.1. Quy trinh giai quyét phan nan cud KhACh ......oovoveveeeeeeeeeeeeeeeeeeeeeeenn, 42
2.9. 2. M6t s6 tinh hudng Khach Phan NAN .....eveveeeeeveeeeeeeeeeeeeeeeeeeeeeeeeeen, 43




CHUONG 1: KY THUAT PHUC VU CO BAN
< GIOI THIEU CHUONG 1

Chuong 1 1a chuong trang bi cho ngudi hoc mét s kién thirc co ban vé cac
ky thuat phuc vu trong nha hang khach san nhu: trai gap khin ban, khin an,
bung bé khay, dit ban dn Au, A- an buffet, phuc vu soup, phuc vu kiéu Nga, kiéu
M¥, phuc vu d6 ubng, trai khin an, thay gat tan, tiép nhan yéu cau cua khach...

< MUC TIEU CHUONG 1

Sau khi hoc xong bai nay, nguoi hoc c6 kha nang:
* Vé kién thuc:
- Nhan dién duoc trang thiét bi, may moc, dung cu phuc vu in udng trong
nha hang.
- Trinh bay duoc nhiém vu hang ngdy cta nhan vién va tiéu chuan vé sinh trong
phuc vu an uong.
- Phan biét dugc cac nguyén tac vé dit ban an
- M6 ta duoc trinh tu dit ban cho cac kiéu an cu thé
*\/é ky nang:
- Thuc hién thanh thao céc k¥ thuat phuc vu in udng co ban.
*\/¢é nang luc ty chii va trach nhiém
- Yéu nghé, c¢6 ¥ thirc to chic Ky luat, tac phong cong nghiép va tinh than
trach nhiém cao trong cong viéc.
- Nguoi hoc ¢6 ¥ thie, trach nhiém véi nghé nghiép.
- Chu dong nghién ctru tai liu, cap nhat thong tin mai.
- Lam viéc nhom, huéng dan, diéu hanh nhém, danh gia hoat dong cua
nhom va két qua thuc hién.
- Bam bao v¢ sinh va an toan lao dong trong qua trinh thyc hanh.

< PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 1

- DAi Véi nguoi day: sik dung phwong phdp giang day tich cuc: van ddp, day
hoc theo vdn dé, dong vai, lam viéc nhém, ...

- Dai Vdi nguoi hoc: chi dong 6n lai néi dung da hoc, tich cuwc va hop tac
trong hoc tap.

< PIEU KIEN THUC HIEN CHUONG 1

- Phong hoc chuyén moén hoa/nha xwong: phong thuc hanh Ban

- Trang thiét bi mdy méc: May chiéu va cac trang thiét bi thuc hanh
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Hoc li¢u, dung cu, nguyén vat ligu: Chuong trinh mon hoc, giao trinh, tai
licu tham khao, giao an, dung cu thuc hanh

Cic diéu Kign khdc: trang phuc dang quy dinh

KIEM TRA VA DPANH GIA CHUONG 1

No¢i dung: ,

Kien thic: Kiém tra va danh gia tat ca ngi dung da néu trong muc tiéu
kien thuc

Ky nang: Bdanh gid tat ca ngi dung da néu trong muc tiéu ki néng.

Ndng luc tw chii va trdach nhiém: Trong qud trinh hoC tdp, nguwoi hoc can:
+ Nghién ciru bai trude khi dén 16p

+ Chudn bi day dii tai liéu hoc tdp.

+ Tham gia day di thoi lwong mén hoc.

+ Nghiém tuc trong qua trinh hoc tap.

+ Mdc dong phuc thue hanh ding quy dinh

Phwong phap:
Diem kiém tra thwong xuyén: thuc hanh truc quan met so thao tac theo
yéu cau.

Kiém tra dinh ky: sau 36 gio

< NQI DUNG CHUONG 1

1.1.VE SINH NHA HANG, VE SINH DUNG CU AN UONG
1.1.1. V¢ sinh phong thuc hanh, nha v¢ sinh

a.Nguyén tic trong vé sinh:

- Tir cao xubng thap
- Tu trong ra ngoai
- Tu trai sang phai
- Lau theo mot chiéu

b. Cdc thiét bi, héa chit lam vé sinh
* Cac thiet bi, dung cu lam vé sinh:

+ Cdc thiét bi

- May hut bui

- May lau kinh

- May rua bat

+ Cac dung cu:

- Gié lau bui

- Gi¢é lau kinh

- Thung rac, hot rac, x6, ban chai, ging tay, chdi lau san, chdi quét

tran, chdi quét nha.

- Khan lau bat, dia, dao, dia, ly, tach
6



* Cdc hod chat lam vé sinh
- Bot tay
- Nudc rua bat
- Cac chat danh bong
c.Veé sinh phong thuc hanh
* Yéu cdu
- Phong ludn dugc lau chui sach s&, sang bong, khong ¢6 mui hoi, khong co
con trung.
- San nha, tran nha, tuong nha phai thuong xuyén lau chui, hat byi, khong c6
mui hoi, khong co Vet ban hodc nudc uét. Phong ludn duoc sip xép ngin
nép, trang tri dep mat, my thuat.

- Cac loai guong soi, cua kinh, ctra chdp phai dugce lau chui sach sé&, khong
co vét mo, vét 0, vét moc.
- Bao gi¢ cling phai vé sinh phong thuc hanh trude khi vao gio hoc.

* Trinh tw vé sinh

+ Quét tran nha va mang nhén
+ Quét va lau tuong nha, dén chum, ctra ra vao va cua s0
+ Lau ban ghé
+ Quét va lau san phong thuc hanh
1.1.2.V¢ sinh trang thiét bi, phong thuc hanh.

a. V¢ sinh trang thiét bi

- V¢ sinh tu ruou.
- Vé sinh quay bar
- V¢ sinh tu kinh
- Vésinh ti gb
- Vé sinh gia inox va xe day
- V¢ sinh may giat.
- Vé sinh diéu hoa.
- V¢ sinh ti lanh
- Vé sinh may chiéu.
V¢ sinh am ly, loa dai.
b. V¢ sinh dung cu phong thuc hanh

Co rtra dung cu theo quy trinh:

Phan loai -> co rira so bo -> ngam trong nuoc tcfy riea -> co rua sach sé
-> lau kho
+ Phan loai: Can phai phan loai cac dung cu an uéng theo chét liéu thuy
tinh, kim loai, sanh st riéng dé€ tranh va dap, vo. Khi rira can tuén theo trinh tu
sau. - b6 thuy tinh



- Dao, dia

- P6 sanh st

- Cac dung cu dung nho khac
+ Co rira so bd céc vét can, 6, thirc dn thira trén dung cu
+ Pha nudc rira bat voi nuée am (khoang 50d9) theo ty 1¢ 1/100-120.
Dung dung cu co rira nhu gié rira bat, ban chai... d€ got bé chat ban
+ Xa va tay dung cu: Ngam vao nudc noéng hodc nudc di pha chat sat
trung khoang 1 phut
+ Say kho hoic lau bang khin

1.1.3.V¢ sinh nha kho va nha v¢ sinh

- Quét tran nha va mang nhén nha kho va nha v¢ sinh
- Lau tudng, ctra ra vao cira s nha kho va nha vé sinh.
- Lau san nha kho va nha v¢ sinh.

- Co rira bon rira bat.

- Co rira bon rira mit.

- Co rtra bdn cau nha vé sinh.

1.1.4.Vé sinh dung cu in udng.
+ Lau d6 dung an bang kim loai:

- Dung khan riéng, tay trai ( c6 16t khan) gitt 1 s6 can dao, tay phai lau
manh ludi dao bang phan khan con lai cho t61 khi ludi dao sach bong.

- Khi lau dia chu y gitta cac rang cua dia c6 vét ban khong.

- Sau khi lau khong dung tay so vvao dung cu. Dung cu an sach dugc xép
ngan nap vao cac tu phuc vu dat trong phong an hodc gian lam vi¢c dé tién su
dung

+ Lau db dung an bang sanh st: Tay trai giit dia hodc bat bang 1 goc khan lau,
tay phai dung phan khéan con lai d€ lau, vira lau vira xoay dén khi bat, dia sach
bong. Lau xong, bat dia dat theo thtr tu tung loai, tranh khong cam vao tay, dé
lai vét.

+ Lau do dung an bang thuy tinh:

’ - Dung loai kl}én khong bi dinh céac sgi bong vun, ly chuan bi lau duge
x€p 1én khay bé, chuan bi thém 1 khay khéc c6 phu khan 16t sach.

- Ly c6 chan duogc lau bang 2 khan ( hodc 1 khan to), 1 tay gitr chan ly, 1
tay lau ly, xoay déu giira 2 tay ( chd y khong 4 an qua manh ngon tay dé khoi v&
ly). Ngon cai ban tay phai gitr khan séu den day trong ly Kiém tra ly bang cach
soi 1én anh sang, ly trong sudt khong c6 vét ban 1a dugc.Ly sach duoc xép trén
khay, sau d6 phu 1 khin n sach 1én trén dé tranh bui.



- Lau ly sau long ngudi ta dwa day khan vao trong ly, tay trai xoay ly,
ngun tay phai mi¢t khan lau, lau xong thi chuyén sang bén ngoai ly.

- Ly rira d3 1au ma chua lau thi trén ly c6 vét giot nudc bi kho, can ho ly
phia trén no1 nudc nong, hoi nudc nong lam cho ly lau chong sach va trong hon.

1.2. GIOI THIEU DUNG CU PHUC VU AN UONG TRONG NHA HANG
1.2.1. Nhén biét dung cu.

a.Dé gé

*Ban an.

+ Céac loai ban: vudng, chir nhat to nho tir 4, 6, 8 chd ngdi, ban tron, ban
bau duyc... Trong truong hop phuc vu 1 doan dong nguoi phai xép cac ban
vuong, chir nhat no6i tiép nhau cho du cho do d6 canh ban vudng phai bang
chiéu rong cua ban hinh chir nhat va tdt ca cac ban c6 chiéu cao nhu nhau,
thuong 1a 0,75m. Céac ban an ti€c ding thuong cao 1,1m.

- Ban tron: BPuong kinh tir 0,8 - 2m

- Ban vuong: Thong thuong co kich thuéec 1m *1m

- Ban chit nhat: Thuong c6 kich thudc 1m*2m

- Ban cho:thong thuong c6 kich thude 1m* Im. Mot s6 noi 1am ban chd c6
banh xe dé tién di chuyén, ban cho 13 noi cat thai thirc an tai ban, tao diéu kién
phuc vu tt, chuan bi dung cu dét ban, chuan bi mén dn d6 uéng trén ban.

*Ghé ngoi.

C6 céu trac chac chan, tao dang my thuat va c6 mau sac hai hoa véi tong
thé, chiéu cao thuong 12 0,45m..

*Tui phuc vu: Ding dung céc loai dung cu phuc vu. Tu ¢6 nhiéu ngin, mdi ngin
dung cac loai dung cu khac nhau.

VD: ngén dao an gém c0: dao an c4, dao bo, dao trang miéng, dia, thia cac loai.
*Gid dé do: Dung dé dung bat, dia, dung cu phuc vu...

b.Dé vii

* Rem che:

C6 tac dung ngin can anh sang vao bén trong, diéu chinh anh sang, tao
khong khi thoai mai am ap trong phong an. Thong thudng rém c6 2 16p: 16p rém
day va 16p rem dang ten.

* Tham:

Puoc 1am bang chét liéu len, day c6 tac dung giit cho san d& ban, giam
tieng dong budc chan, tao khong khi am &p dé chiu. Tuy vao mau tuong va trang
thiét bi d6 gd6 ma c6é mau tham cho phu hop.

* Khan ban cac loai:

+ Khan 16t ban ( vo mit ban): C6 tac dung giam tiéng dong khi dit dung
cu va thuc an, d6 uong. Chinh vi vy chat li¢u khan 16t ban thuong lam bang vai
da hodc vai ni, kich thudc thuong bang kich thude mat ban.

+ Khan phu ban (trai ban):



- Muc dich giit cho ban khoi bi ban, ddm bao mirc d6 vé sinh can thiét.
Gitt cho ban c6 thé st dung dugc lau dai hodc che day nhiing vét shit, xudce trén
ban.

- Khan ban thudng lam bang vai soi tong hop, dai rong hon kich thuéc
ctia ban khoang 60cm. Mau khan c6 thé 13 mau trang hodc tuy thudc vao nha
hang c6 mau sac khac nhu ké, xanh...

+ Khan trang tri mat ban (khan vuong): Trai trén khan ban, so le véi mép
ban. C6 tac dung trang tri va han ché cac vét ban trén ban. Do vay, khan trang tri
c6 mau sic twong phan véi khin phu ban hodc c6 thé 1am bang chét liéu ren, co
kich thudc rong hon mit ban khoang 10cm. O 1 sé khach san, nha hang mau
khin duoc thay d6i theo cac ngdy trong tuan.

+ Khan 16t dung cu dn udng cia khach: Co tac dung trang tri va tranh vét
ban tir cac dung cy an udng day rét vao khin trai ban. Khin trang tri ¢6 thé 1am
bang ren hoic hoa vin, mau sic tuong phan véi khan trai ban. Kich ¢& khoang
35cm*55cm.

* Khan an: Co tac dung trang tri va dé khach st dung trong khi an nhu lau tay,
16t quan 40, lau miéng... Thuong 1a mau trang hodc mau khac trang nhd, chat
liéu bang vai cotton. Kich thudc 45cm*45¢cm, 50cm*50cm, 55cm*55cm, khan
st dung trong dn Au rong hon trong #n 4.

* Khan phuc vu:

~ +Khan trai khay bé: Co6 kich thuéc bang kich thuée cua khay, chat liéu
bang vai sgi tong hop.

+ Khan lau dung cu : Sir dung trong viéc v¢ sinh lau chui cac trang thiét bi
dung cu. Chat liéu 1a vai soi tong hop, mém, hat am, khong bi dinh xo khi lau
chui.

+ Khin phuc vu: Dung khi truc tiép phuc vu khach dé xir Iy cac tinh
hudng: khi rét rugu, thirc an roi vai hodc qua nong, qua lanh. Chat li¢u thuong la
vai soi1 tong hop va kich cd 1a 40cm™*60cm.

c.Dé kim logi ‘ ‘ ,
Do kim loai trong nha hang phan 16n lam bang inox. M6t s6 nha hang cao
cap st dung dung cu bang bac cho phuc vu an Au. P6 kim loai bao gom:

+ Dao an:
- Dao @n moén chinh ( dao an thit) - table knife.
- Dao an ca - fish knife
- Dao an trang miéng - desert knife
- Dao bo - butter knife
- Dao an pho mat

- Dao an mon bo - steak knife
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+ Dia an: - Dia an chinh ( dia an thit) - table fork
- Dia an c4 - fish fork
- Dia an so hau
- Dia @n dc
- Dia an trang miéng
- Dia an hoa qua
- Dia an banh ngot
+ Thia: - Thia soup - soup spoon
- Thia trang miéng - desert spoon
- Thia ca phé - coffee spoon
- Thia an kem - cream spoon
+ Dung cu phuc vu (b4 gdp) - serving:
- Thia phuc vu
- Dia phuc vu
+Dung cu gcfp:
- Cai gap da
- Cai gap duong
- Cai gap banh
+ Dung cu an tom, Kep cua
+ Muoi soup
+ Khay bé

+ Dung cu buffet: Co nhiéu loai, chu yéu s dung trong bita an buffet hodc ti¢c
dtng. Pay 1a dung cu 1am néng thirc dn bang bép con. Co6 loai hinh chit nhat
trong dé co 1 hoac 2 khay, 2 noi soup, c6 laoi hinh tron, binh ham ca phé, binh
dung nudc qua...

+ Céc loai dung cu khac: kéo cit, dao got hoa qua...
d. Dé sanh sir

+ Pia ké trong dn Au: Hinh tron, phang, dk 25cm

+ Dia &n Au: Dk 23 cm

+ Pia soup: Pia sau long, hinh tron, dk 23 cm. Loai nay c6 thé st dung trong in
a, dung dung nhitng mén co6 x6t.

+ Pia an diém tdm Au: tron, phang, dk 20 -22cm.

+ Pia 19cm: dn cdc mon khai vi ngudi nhu xalat va dia banh my ca nhan

+ Dia ké tach tra, ca phé: dk 12-15cm

+ B4t an: str dung trong an &

+ Bat soup: Sir dung trong an 4, c6 thé dung nudc cham, an che.

+ Bat to: Bat canh, bat tan

+ Lap 1a bau duc to va nhé dung thic an va phuc vu cac mén an nguyén con nhu

ca, chim...
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+ Lap 1a tron, dk 35cm dung dyung thirc an, trai cay hodc trinh bay 1 sé moén an
tao hinh nhu chéan gio bo tho, ga nhoéi hinh voi...

+ Céc loai dia phang hoic sau long dk 19-21cm dé dung thirc 4n trong an .

+ Tach soup trong an Au: dung tich 150ml, dk 10-15cm c6 quai dé ubng soup
loang

+ Tach tra, ca phé: c6 dung tich tir 80-100ml

+ Lién soup

+ Ly dé trimg: Dung dung trimg ludc nguyén qua

+ Thia str

+ Chén ké thia, gbi dila, diia

+ Cac dung cu dung gia vi, binh duong, binh stra, gat tan...

e. Dung cu bang thuy tinh

+ Ly vang: St dung dé udng vang, c6 chan cao, miéng hoi khum. Bao gom:
- Ly vang do: dung tich 250ml
- Ly vang trang hodc hdng: dung tich 190ml

+ Ly champagne: chan cao, hinh ban cau, dung tich 180 - 200ml

+ Ly brandy: C6 chan ngin, dung tich 200 - 250, dung dé udng cac loai brandy.

+ Ly Rock, ly Wishky: dung tich 50 - 100ml, co thé c¢6 chan hoic khong, dung
dé udng ruou manh

+ Ly cocktail: ¢6 hinh tam giac, dung tich tir 150 - 250ml, dung dé udng
cocktail.

+ Ly bia: C6 thé c6 quai hodc khong, c6 chan hodc khong chan, dung tich 250 -
300ml

+ Céc loai ly, coc dung dé udng cac loai giai khat
+ Binh dung d4, binh nudc loc, ...
1.3.TRAI, GAP KHAN BAN, KHAN AN

1.3.1. Trai khan ban.

- Trudc khi trai khan ban, ki€m tra ban da dugc ké dat dung vi tri, chac
chan, sach s€ chua

- Kiém tra kich c¢& va dang khan khu hop voi ban ( vudng, tron, chir
nhat)

- Pat khan ban duoc gap véi mép don & dudi, mép khian gap 1én trén
(Hinh a)

- Nhic mép khin 2 va 3
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- Tung mép 1 v€ phia canh ban lam khan trai rng
- Kiém tra lai khan ban xem c6 vét 0, rach...
- Trai mat khan bang cach tung khan va kéo mép 1 v€ phia minh

- Kiém tra lai mat ban can ddi, duong 1a ndi phia trén, mép khin cach mit
ban khoang 30cm (Hinh b)

o LT g

<« 1 ™\

—_ —

a) '
1.3.2. Ky thudt gép khdn an.
a.Yéu cau.

+ Khén an ding dé kkhach su dung sudt bira dn, c¢6 nhiéu kiéu gap khan
nhung khi gap phai dat 2 yéu cau: dep va khi gié ra khong bi nhau

+ Céc kiéu gap khan phai pht hop véi bira an

+ Khin 4n sau khi khach dung xong phai giit sach, hd vao nudc tinh bot
1% va la phang thi khi gap hinh khan maéi cting va dep

+Cac kiéu gip: hinh vuong, chit nhat, tam giac, an tiéc gip cau ky hon:
hinh sao, bup mang, hinh mi...

b.Mpt 56 kiéu gap co ban.
* Gap khan dé dia

Hinh tam gidc Hinh mi cano Hinh con s0
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Hinh sao. Hinh hoa sen. Hinh con rua
*Gdp khdn dé bat

Hinh thuyén. Hinh hoa chudi né Hinh bip mang.

*Gdp khdn dé ly.

Hinh ngon nén Honh hoa thuy tién Hinh con ca

Hinh ré quat Hinh con chim

1.4.BUNG BE KHAY

1.4.1. Ky thudt xép khay.
- Khay phai sach s&, kho rao
- C6 khin 16t khay dé cac thir dung trén khay khoi truot
14



- Dat khay & vi tri an toan, khong dé chia ra & mép ban

- Xep nhimg thtr cung ¢& voi nhau giip cho cac d6 trén khay khoi x6
nhau va tiét kiém dugc khoang trong trén khay

- Xép nhiing d0 nang vao giita khay dé khay doc can bang

- Bung 4m tra, nudc... quay voi hudng vao gitta khay dé tranh bong khi
am do, nghiéng .

- Tuyét dbi khong bé khay ma trén khay c6 ca chai ruou va ly rugu
1.4.2. Ky thudt bung bé khay

C6 3 phuong phap bung bé: Bung bé 1 tay cu ly thap, bung bé 1 tay cu ly cao,
bung bé bang 2 tay
+ Bung bé 1 tay cu ly thap:

- Pit vat can bung bé 1én 1 ban tay xo¢ hét c&, canh tay khép nach, do
mo cua don canh tay 1a 90°, do chéch canh tay voi hudng duong di chuyén 45°.
Mat nhin vé phia trude, nguodi thang

- Van dung trong truong hop: Véan chuyén mén an, d6 ubng va dung cu
an uong voi khoi lugng nho (1 - 2 kg) trén 1 quéng duong gan (25 - 30m) nhung
no6 l1a phuong phap phd bién vi dé dang va linh hoat cho nhan vién phuc vu

+ Bung bé 1 tay cu ly cao:

- Pt vat can bung bé trén ban tay (xoé hét ¢ hoic khum 5 déu ngon
tay), do0 m& cua 2 don canh tay < 900. PO chéch cua canh tay véi hudng chuyén
dong <450. Nguoi thang, mat nhin phia trudc

- Phuong phép nay sir dung dé bung bé khéi lugng tuong d6i 16n (3 -
4kg) va trén quang duong kha dai ( 30 - 40m)

+ Bung bé 2 tay:

- Sur dung ca 2 tay bung theo chiéu doc khay dua ning cao ngang
nguc, ngudi ¢ tu thé thing, mét nhin phia trudc.

- Phuong phap nay chi sir dung dé van chuyén moén an, do udng hay
dung cu an udng khi dat ban an, khi phuc vu khong nén st dung phuong phap
nay.

1.4.3. Ky thudt dé khay
+ DPat khay ¢ vi tri an toan
+ D& khay can than, khong dé mat thing bang.

+ Khi d& khay & quay rira bat thi dat ding vi tri cua timg db vat, khong
deé lung tung, 10n xon d€ han ché t61 da sy sut mé

+ Han ché lang phi bang cach:
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- Dé riéng tig loai dung cu, tirng mon an thira

- P6 thirc an thira vao thung rac; Khong dé sot thia, dao, dia 1an
thirc an thtra dé vao thung rac

-Pé riéng nhiing thu co thé tai sir dung dugc nhu bo, stra, bAnh my.
1.5.KY THUAT PAT BAN AN AU

1.5.1. K§ thuit dit ban in diém tim Au theo thuc don
Thu:g don dn diém tdm Au c6 nhiéu loai, mdi loai c6 cac mén an khac
nhau. Mot so loai thuc don:
* Piém tam kiéu luc dia:
- Nudc hoa qua: Nude cam, nudce ca chua...
- Banh my: Nudng (toast), banh ngot (croissant) véi mit, mat ong, bo...
- Tra, ca phé.
*Piém tam kiéu My:
- Nudc hoa qua: Cam, ca chua, budi...
- Trimg (2 qua): Ran, ludc, tran, khudy... véi thit hun khoi, xuc xich...
- Banh ngot, banh my... v&i bo, mut, mat ong.
- Hoa qua twoi: Pu du, dua hiu...
- Caphé, tra
* Diém tdm kiéu bdo vé sirc khoé (Healthy breakfast)
- Nudc hoa qua: Cam...
- Bot ngti cdc hodc sira chua
- Salad
- Banh my v61 mat, mat ong
- Hoa qua tuoti
- Tra, ca phé, ca phé khong c6 cafein
N Su lya chon mén n, d6 udng cua mdi nguoi khong gidng nhau nhung
van c0 cach dat ban chung phuc vu an diém tam:
Sau khi chuén bi dung cu dat ban theo ) lugng khach, trinh ty thuc hién
cac budc dat ban:
- Dia an (22cm) dat chinh dién noi khach s& ngdi, cach mép ban 2cm, dia no
cach dia kia 70cm, mép dia cach dau ban 20 - 25cm
- Khin an gap hoa hodc gap thuong dit trén 1ong dia in

- Dao an dit bén phai, ludi hudng vao dia, cach mép dia 3cm, chudi cach mép
ban 2cm.
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- Dia an dat bén trai dia cach 3cm, chudi cach mép ban 2cm

- bia banh my c& nhan dat bén trai dia cach lcm

- Dao phét bo dit trén dia banh my 1/4 phia bén phai, ludi huéng vao long dia

- Néq trong thuc don ¢6 phan an trang miéng: dat dung cu 4n trang miéng hoic
c6 thé dat vao lac phuc vu

- Dung cu uéng ca nhan: Bo dia tach tra ( tach ca phé sira) dat phia trén dau dao,
mép dia cach dau dao 1cm, thia ca phé dat trén dia, sau tach tra (ca ph€) chudi
quay vé phia tay phai, quai tach tra (ca phé) quay vé phia tay phai ( sé 4 kim
ddng ho)

- Dung cu dung gia vi: Lo tiéu, mudi, binh duong (co6 dia ké + thia), binh stra...
dat can doi gitra ban.

- Gat tan dat gﬁn phia canh ban hodc gﬁn khach hat thude

- Xép ghé va kiém tra lai ban an ngay ngan, thang déu

1. Dia banh my, Dao bo <) .

2. Diaan. ‘ ] o

3. Dbiaan. @ @ ﬁ.

4. Khan an. @
5. Dao an. '

6. Dia, tach ca phe.

7. Binh duong

8. Binh stra. 2 < -

9. Lo tiéu + mudi

1.5.2. K§ thuit dit ban in diém tim Au chon mén:
- Khan an dat chinh dién noi khach s¢ ngf”)i
- Dao an dat bén phai khan an
- Dia an dat bén trai khan an (dao, dia cach nhau khoang 30cm)
- Bia, tach ca phé stra, dung cu dung gia vi nhu cach tren
- Pia banh my ca nhan dit bén trai dia cach lcm, dao bo dé trén dia

1. DBia banh my ca nhan +
Dao bo

2. Dia an. G) -

3. Khan an.

4. Dao an. \T M
2 3

5. Pia, tach ca phé + thoa.
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1.5.3. K§ thuit dit ban n trwa, t6i Au theo thuc don

* Viéc xay dung thuc don an trua, tdi Au dua trén nhu ciu, s& thich va
kha nang thanh toan cua khach. Thuc don xay dung khac nhau cho céc bira an
khac nhau. Vi vay khong ¢6 mot bd ban an ¢6 dinh cho cac thuc don khéac nhau.
Tuy nhién thuc don Au bao gid cling cé cau tric chung gom 3 phan: khai vi mon
chinh va trang mi¢ng.

* Khi dat ban an cho khach, phai cht ¥ nguyén tic:

+ Dung cu cho moén an dau tién bao gid cling dat phia ngoai cing va
khach thuong dung dung cu an tir ngoai vao trong.

+ Dao an, thia soup luén dat phia tay phai, dia an bén trai, dia banh my +
dao bo ngoai cung bén tay trai, dao dia trdng miéng dat phia trén dia an, ly udng
rugu bia dat phia trén dau miii dao

- Khong dat qua 2 dao, 2 dia du thyc don c¢6 nhiéu mén, khach an dén
dau thi thay dén do.

* Mot sb kiéu dat ban an trua, tdi Au theo thuc don:

+ Thuc don 1:
- Mon an:
Soup kem ga
Ca x6t cay

Ga ran + khoai tay ran " E’
Banh my + bo - i
10 ——E= q

Hoa qua tuoi '
- b6 uéng: \‘J “‘U
Vang trang
Vang do N7
2 3 4-5

Nudce khoang
Tra/ ca phé )
1. Pfia banh my c4 nhan, dao bo. 8. Dao an ca

2. Dia an ca. 9. Thia soup
3. Dia an chinh 10. Dia trang miéng.
4, Dia ké 11.  Dao trang mi¢ng
5. Dia an 12. Ly nudc loc
6. Khan an 13. Ly vang do
1. Dao an chinh 14. Ly vang tring

- Dia ké (25cm) dat chinh dién phia khach s& ngdi, cach mép ban 2cm,
tam 2 dia cach nhau 70cm, mép dia cach dau ban khoang 25cm.

- Bia soup dat trén dia ké (néu phuc vu kiéu silver service) hoac chi dat
dia ké ( néu phuc vu kiéu American service), trén do dat khan an.
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- Dao an mon chinh dat bén phai dia ké, ludi quay vao dia, cach mép dia
3cm, chuoi cach mép ban 2cm.

- Dao an ca dat bén phai dao an cach 1cm, chudi cach mép ban 2cm.
- Thia soup dat bén phai dao an cca cach 1cm, chudi cach mép ban 2cm.

- Dia an moén chinh dat bén trai dia an cach mép dia 3cm, chuoi cach mép
ban 2cm

- Dia an cé dat bén trai dia an cach 1cm, chudi cdich mép ban 2cm.

- Dia banh my cé nhan dat bén trai canh dia an c4, tam dia thang véi mii
dia, mép dia cach dia 1cm.

- Dao bo dét trén dia banh my ¢4 nhan vi tri 1/4 phia bén phai, ludi huong
vao long dia.

- Dia an trang miéng dat ngang canh mép dia, chuoi quay vé bén trai

- Dao an trang mi¢ng dat ludi quay vé phia dia, cach dia Icm, chudi quay
vé phia tay phai
- Ly vang do dat thrfmg trén dau mii dao dn mon chinh, ly bia dat chéch
1én trér}, ly vang trang dat chéch phia dudi (30 - 45 d§), miéng ly cach 1cm, tam
chan coc thang hang

- Dung cu chung dit can dbi giita ban

+ Thuc don 2:
- Moén an:
Chefs salat
Veal steak
10 CZ_
Banh my + bo — = ?

Ruou vang trang

Banh chocolate @ ’
- b6 uéng: \"'/ “‘U ﬂ\
Nudc giai khat
Y - -
2 3 45

Tra. =
1. Pia banh my, dao bo. 7. Dao an chinh
2. Diaan ca. 8. Daoanca
3. Dia an chinh 9. Dia trong miéng.
4. Diake 10. Dao trong miéng
5. Piaan 11. Ly nudc loc
6. Khan an 12. Ly vang tring
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+ Thuc don 3:

- Mén an:
Salat ga @ a
Soup cua bé + ngod non vl
Ga nau ruou vang 2/
Banh my + bo 1
Kem caramen @
- Do uéng: ( \
Vang trang N
Vang do s
Nudce khoang
Tra / ca phé
7. Dao an chinh

1. b1ia, dao bo. 8. Thia an soup

2. Dia an salat 9. Dao an salat

3. Dia an chinh 10.Thia kem

4. Piaké 11.Ly nudc khoang

5. Piadn 12.Ly vang trang

6. Khan an 13.Ly vang do.

1.5.4. K§ thuit dit ban in bira trua, t6i Au chon moén (ala care menu)

b6 1a cach dat ban theo kiéu sau khi khach ngdi vao ban, xem thyc don
va bat dau gol cac mon an, do uong theo s thich, nén dung cu an ubng khong
phai dit nhiéu, chi can dit 1 bd d6 an va udng, sau khi khach goi moén sé& diéu

chinh thém sau.

B6 d6 an va udng gom:

1. Bia banh my ca
nhan va dao bo '
2. Dia an

3. Khan an

4. Dao an @
5. Ly bia, nudc
khoang 2
3

20




1.6.KY THUAT PAT BAN AN A — AN BUFFET
1.6.1. K¥ thuat dit ban in diém tim A

Bira sang A, thuc don thuong l1a chao, mi, bun, mién, phd, x6i...Céc loai
trang miéng thuong 1a hoa qua tuoi. B6 uong la nudc qua, stra tuoi, ca phé hoac
tra. Cac cach dat ban bira an sang A

Pia ké, khan an, bat an @
Piia, gbi diia.
Chén ké thia, thia sur

, , z , A dip
Chén nudc mam ca nhan.

Téch ca phé, dia ké, thia @ Q
3

1 2

A

Cach dat: ‘
- Pia ké (18) ddt chinh dién noi khach s€ ngoi.

- Khan an dat trén dia ké.
- Bat an dat Gp ngay ngan trén khan an ( ¢6 thé ngira va khan an dé trén ).

- Diia an dit trén gbi dila tai diém 1/3 chiéu dai dila cach dia 2cm, mép
ban 2cm.

- Chén nudc mam cd nhan dat ngang dau diia, cach diia 2cm.

- Dia ké thia dat phia dudi chén nuéc mam ca nhan, cach 2cm, cach dlia
S5cm, thia st dat trén dia ké, chudi thia chéch cach mép ban 3cm.

- Pia tach ca phé sita dit phia trén dau diia, cach dila 1cm
- Dung cu dung gia vi, binh duong, sira dat gitra ban

* Truong hop cdc mon pho, chao, mi, mién... khong dat dia ké ma dia ké
dugc chuyén ra cuing mon an cho khach lic phuc vu.

1. Khan an.
2. Diia, gbi diia. E,
)
3. Tach ca phé, dia ké, dlb &2
thia.

4. Chén ke thia, thia.
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1.6.2. K§ thuit dit ban bira trwa, tdi 4 theo thuwe don
* Thong thudng bita trua, ti A gdbm 3 phan chinh: phan khai vi, phan an chinh,
trang miéng.

- M6n khai vi: C6 didc diém la chua cay min ngot hoac ran ron tao cam
gidc ngon mi¢ng dau bira &n nhu ga x¢ phay, goéi budi tom thit, nem ran, ga ludc
14 chanh, tom vién, dc hip... vva dung cac loai( ga, luon, cua bé...)

- Mé6n chinh: Thuong l1a cadc mon xao, niu, canh, com
- Trang miéng: Hoa qua tuoi, qua uop duong, banh ngot, che, kem...

- P6 ubng: Rat da dang. Mo dau ruou khai vi: Sam banh, vang, nép
cam... Trong bita thudong 13 bia, nudc khoang, nudc ngot va cudi bita udng tra,
ca phé.

* Cach dit ban bira trua, tdi A cho 1 ngudi bao gom:

R

—é
8 adlb

12

=
Q-

- Pbia ké (16 - 18) dit chinh dién phia khach s& ngdi, cach mép ban 2cm

1 3

- Bat an dit trén dia ké, trén bat an 1a khan an gap hoa

- biia dat trén géi diia tai diém 1/3 chiéu dai diia, diia cach dia 2cm.

- Chén nudc mam ca nhan dit ngang dau dia, cach diia 2cm.

- Chén ké thia dit dudi chén nude miam ca nhan cach 2cm, cach diia 5cm.

- Thia st dit trén dia ké thia, chuoi thia dat chéch cach mép ban 3cm, 2cm néu
ban tron
- Dao, dia trang mi¢ng co thé dat trudc hodc sau. Néu dat trude: Dia dat cach
mép dia 2cm, chudi quay vé phia tay trai, dao dat ngoai cah dia 1cm, ludi hudng
vao trong, chuodi quay vé phia phai
- Ly ubng ruou, bia: Pat cach dao ttrang miéng lcm, cach nhau lcm, hang ly
thang tdm nhau can xtng ( néu khong dit dao dia trang miéng thi dat chan ly
cach mép dia 2cm.
- Bat nudc mam chung, gat tan, lo tam dat gitra ban, théng hang doc.
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1.6.3. K§ thuit dit ban dn bira trwa, t6i A kiéu in chon mén:

B6 d6 an tuong tu nhu dat ban an trua, tdi 4 theo thuc don nhung khong
c6 bo dao dia trang miéng va dung cu uong chi dat 1 ly bia

(hinh v¢)

. Pia ké
)

. Bat an e
. Khan an

. Plia l
. Géi dia P

. Ké thia

. Thia sur

. Chén nudéc mam ca nhan

O 0 3 O DN kB~ W o =

. Ly nudce

1.6.4. K¥ thuét dit ban in trua, tdi Au theo kiéu tw phuc vu ( Buffet )

Phuyc vu #n buffet dang trd thanh kiéu phuc vu phd bién, khach tu phuc
vu trong khi dn va ho c6 thé Iya chon mén nao, dn bao nhiéu tuy thich. So véi
bita sang, dat ban buffet bira trua dat nhiéu dung cu hon, thong thuong $6 dung
cu du dé khach an theo cac thanh phan chinh cta bira trua ( ti ).

1.7.KY THUAT PHUC VU SOUP, GAP THUC AN KIEU NGA
1.7.1. Ky thuat phuc vu soup:

Phuc vu moén soup theo 2 céch:

* Phuc vu bang bdt cé 2 tay cam: Trudc mit khach dd c6 sin dia ké, nguoi
phuc vu dung khay bung céac bat soup tur bép 1€n dat tai ban cho, sau do chuyén
bat soup cho tung khach tir phia tay phai

* Phuc vu bang lién soup.

+ Pia soup va dia ké duogc dit san trudc mit khach

+ Lién thuong bang str, ma bac hinh tron, dang thap det c6 2 quai c6 thé chua 2l.
+ Bung lién bang tay trai c6 dia 16t néu lién bang kim loai, c6 khan 16t néu lién
bang str,khan phuc vu vat trén canh tay trai, trong lién c6 muong 16n can go hoac
nhua, chudi quay vé€ phia phai,hudng vé phia nguoi phuc vu. Bung lién budc
nhe nhang dén sau lung bén trai khach, budc chan trai vao gitra 2 ghe, ha thap
lién soup Xuong cach dia 1 - 2cm, mim cuoi voi khach, tay phai muc soup (8/10

mudng) nhic 1én nhac xudng 2 lan, sau d6 gat nhe mudng vao miéng lién dé
khoi r6t ra ban
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+ Chu y:
- Muc déu cho nhiéu khach & ban ca sb lugng va chat luong soup, khi muc hét
lugt soup khong con nhi€u trong lién.

- Khi gan hét, nghiéng lién muc soup, tranh vét lién gay tiéng dong
1.7.2. K¥ thuét phuc vu mén in kiéu Nga.

+ Theo cach phuc vu nay, dung cu dat an bao gio¢ cling c6 dia ké, trén dia
ké 1a dia an va khan an dat trén dia an. Dao, dia, ly dugc bay nhu phan dat ban.

+ Khi khach ngdi vao ban, ngudi phuc vu trai khin an cho khéach.

+ Ngudi phuc vu dung tay trai c¢o khin gip vua ban tay (chéng nong va
chéng tron) bé lap la dyng thirc an, khan phuc vu vat trén canh tay trai, trén lap
1a co6 1 bo @6 gap (1 thia va 1 dia) dat ap theo chiéu doc cua lap 1a di téi mé trai
cua khach, chan trai budc vao, nguoi hoi nghiéng, ha thap 1ap 1a thirc an gan voi
dia thtre an cua khach, co tay trai ty xubng ban, mim cudi v6i khach, ssau do tay
phai cam bo do gap thirc an chuyén vao dia cho khach, khuyu tay khép tranh va
vao khach. Pé bo d6 gip vao vi tri cil, chiic khach an ngon miéng, dua lap 1a ra
ngoai, chuyén sang phuc vu khach tiép theo.

+ Chu y:
- Khi gap thtic an phai gap gon, dep mat

- Khi dua 1ap la ra phai thap tay 1a sat ngang mat ban, tranh gio ngang mit khach
mat lich su

- Cach dung bd gép ( thia va dia) kiéu phuc vu Nga:

Chon thia va dia c¢6 do dai tuong duong, dia dat trén thia

Long ban tay phai ndm chat chudi thia va dia

Ngon tay cai dat trén can dia, ngon tro ¢ vi ttri gitta dia va thia

M& bo gap bang cach di chuyen ngon cai va ngon tro

Gap thire an bang cach ludn thia xuong dudi miéng thire an, kep nhe thia va dia
bang viéc an nhe ngon tay cai, di chuyén ngon tré ra ngoai khi kep miéng thirc
an mong.

Chuyen thirc an vao dia cho khach

Néu moén an c6 x6t thi xo¢ bd gap va ding thia mic nude x6t rudi 1én thirc an
cho khéach.

Néu moén an gdm nhimg miéng to, tron thi up dia xubng dé dia va thia tao thanh
2 duong cong co thé kep gon miéng thire an.

1.7.3. K¥ thuét phuc vu mén in kiéu My:

+ Phuc vu kiéu nay, dia thac dn duogc trinh bay dep mét va ngudi phuc vu
chuyén thure an cho khach tir phia phai. Pat ban chi can 1 dia ké trén c6 khan an
hodc khong c6 dia ké ma chi dat khan an, dao, dia, ly nhu phan dét ban da néu.

+ K¥ thuat bung dia:
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- Cam dia thtc an tur tay phai, chuyén sang tay trai, gitt dia bang ngén
tro va ngon gitra.

- Cam dia thtr 2 vao vi tri phia trén bang ngdn ut, nhan, cai va co tay

- Gilr dia can bang va chac chan

1.8.KY THUAT PHUC VU PO UONG, TRAI KHAN AN, THAY GAT
TAN

1.8.1. Ky thuit mé rwgu

+ Kiém tra ly trén ban c¢6 phu hop véi loai rugu phuc vu khong, dat ly
nhu phan dat ban

+ Ki€m tra xem nhiét d cua rugu s€ phuc vu da ding chua

VD: Vang do: 15 - 18 d0, vang tring va vang hong 7 - 10 d0, vang c6 ga
( sam banh) nén dung ¢ nhiét do 3 - 4 do.

+ Rugu c6 ga, ddc bict 1a sam banh phai dugc mang can than, tranh va
cham manh lam ap suat trong chai tang -> kh6 mé.

+ Lau sach bui bam bén ngoai

+ Gi61 thi¢u rugu véi chu khach: Tay tréi cam khan an gap 4, nhac chai
rugu dd lam lanh tir thung nudce da 1€n, tay phai nam c6 chai, khi nu6c nho gan
hét dat khan in da gap Xuong day chai cam ttrong long ban tay trai, budc dén
bén trai khach, dung 2 tay cam chai ruou hoi nghiéng, mac huong vé khach dua
dén trudc mit cha khach ( néu chai ruou dat trong gio thi cr dé nhu vay gioi
thiéu véi khach), Sau khi khach chap nhan, nguoi phuc vu méi mé.

+ Mé ruou:
- Cach mé ruou khong ga ( vang tring, vang do):

Lay cai mo nut chai, mo ludi dao ( phai sdc)

Tay trai cam chat co chai, tay phai cam dao, cat vong quanh nut kim loai
mong bang thiéc roi bat nap thiée ra.

Bat cai m& nit chai hinh xodn, cim vao chinh gilta nut chai, vira cam
vira xoay tron cho nit xoan cam sau vao nut chai ( khéng cam qua manh) sau d6
kéo nut chai bang cach ty mép kim loai vao miéng chaiva kéo.

- Cach mé rugu cé ga: Loai nay phai dugc lam lanh, cam khong doc lic vi néu
lac thi ap suat cua khi cacbon trong chai ting 1én va dé lam chai bi n6. Khi mo
chai phai dung khan an.

Pé chai nghiéng 450, mac quay vé phia khah nhung nut chai phai chia ra
ngoai ( tranh gy nguy hiém cho ngudi va vat).

Tay trai cam chit co chai, dit ngon tay cai cta tay trai 1én nut chai.

Dung tay phai van ludi ddy trim 1én chai roi néi 16ng day d6 ra, sau d6
mé ludi tram nut chai, nut chai s& duoc bat ra dé dang.
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Néu rugu trao ra, dung khan phuc vu lau sach chai trude khi rot cho
khach

1.8.2. K¥ thuat rét ruwgu:

- Trude khi rot rugu phai lau miéng chai, gap khan phuc vu hinh chi
nhat cAm & bén tay trai, tay phai cAm chai rugu. Khi cam ngon tay cai c6 thé dat
Ién goc phia trén cua mac ruou (2/3 than chai), voi rugu u6p lanh phai quén
khan vao c6 chai tranh lanh truyén sang tay.

- Khi r6t dimg bén phai khach, chan phai dua sat vao ban gitta khoang
cach 2 ghé, chan trai duoi ra phia sau, nguoi hoi nghiéng ve khach

- Khoang cach tur miéng chai dén miéng ly 1a Zem, tu tu 1ot du lugng
rugu vao ly. Néu vang do luong rugu khong qua 1/2 ly, néu vang trang luong
rugu tur 1/2 dén 2/3 ly, néu ly hinh hoa tuy lip thi lugng ruou khoang 2/3 ly. Rot
sam banh phai r6t tir tr lam 2 1an cho cho bot tan mé1i rot lan 2

- Tranh cho rugu rét xubng ban, xoay nhe 1/3 vong chai tir phai sang
trai khi nang c6 chai ( nguing rot)

, - Tiép tuc di tir phai sang trai ( chiéu kim dong ho) dé phuc vu khach
tiép theo.

- Khi rot rugu ¢ chai to, dat chai vao long ban tay phai, tay trai cam
khan da gép do c6 chai ¢ phia dudi, sau khi r6t xong nang chai rugu 1€n xoay
nhe, day khan lén lau miéng chai.

- Khi rét rugu vang do & gid, tay phai dat qua chai, dung nhiitng ngon tay
gifr chat gio

- Khi rét ruou tir binh, ding tay phai cam cb binh, ngén tro dé doc binh
1.8.3. Ky thuat phuc vu bia.

- Bia thich hop voi hau hét cac mon an trir keo, dung trudc bita an véi
mon khai vi, trong bira an hoac giai khat. Bia uéng ngon nhét khi dé lanh 4 - 5
do

- Khi rét bia hodc cac loai giai khat co ga cha y rot tir tir khong dé bot
troa qua miéng. Khi rét khong doc dich chuyén ly, rot thang vao ly dé giam
ndéng do khi CO2 va tao bot

- Bia c0 thé dung trong ca, ly hinh phiéu, ly c6 chan, cde,vai...
1.8.4. Phuc vu d6 udng khac
- Khi phuc vu dtng bén phai khach, bang tay phai ciia ngudi phuc vu

- Dung cu uéng dugc dat bén phai bd dung cu an, khi rét tranh nhac ly,
tach 1én khéi ban

- Pé dam bao chét lugng dong déu ciia mdi ly, phai pha sin véao binh
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- Néu khach ngdi qua gan nhau, dung 1 tdm khian sach & tay trai che che
cho khach khoi dung phai binh thirc udng nong

1.8.5. K¥ thuat trai khian an cho khach:

C6 1 s khach ty mé khin an. Con 1 s6 cho nguoi phuc vu mo khan an
cho ho. Bong tac nhu sau:

- Cam khin bang tay phai tir phia bén phai khach

- M6 khan, sau d6 gap tam giac

- Pua ngang qua dui khach sao cho canh dai ¢ vi tri stjs vai nguodi khach

- Pi tiép theo chiéu kim déng ho, trai cho nguoi sau cing 1a cha khach
1.8.6. Ky thuit thay gat tan:

Khi thay gat tan c6 nhiéu mau thudc va tan thudc can phai thay, nguoi
phuc vu lam nhu sau:

- Mang 2 gat tan sach cung loai, cling ¢& véi gat tan can thay

- Bat mot gat tan sach chéng 1én gat tan ban va di chuyén ca 2 gat tan ra
khéi vi tri ban dau ( tranh ro1 vai tan thudc lén ban)

- Bat gat tan sach con lai 1én ban
1.9. KY THUAT TIEP NHAN YEU CAU CUA KHACH

1.9. 1. Trinh tu lay order

+ Sau khi khach dugc xép chd ngdi vira ¥, ngudi phuc vu dua thuc don
cho khach (phu nit truéce)

+Poi 1 chat rdi hoi yéu cau cua khach

+ Néu khach con chwa chon duge moén thi co thé goi ¥ gitp khach lwa
chon, gidi thich 1 s6 mon an ma khach chua hiéu.

+ Khi l4y tiép nhan ctia khach phai dimg & bén phai khach hoic trudc mat
khéach, khong bao gio dé phi€u yéu cau trén ban dé lay yéu cau khach. Nhé 1o
nguoi dau tién dat yéu cau.

+ Khi lay yéu cau phai hoi r& khach cach ché bién dé nhan vién nha bép
chuan bi. VD: c6 dung da khong? thit vira, to1 hay k...

+ Nhic lai yéu cau cho khach xac nhan 14 ding

+ Sau khi 1y yéu cau thu lai thuc don.

1.9. 2. Cach ghi order
+ Phiéu yéu cau can ghi 15:

- S6 ban, s6 khach, ngay, thoi gian, tén ngudi phuc vu.
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- Ghi theo nhém mén an dé dé phuc vu

- Cach ché bién riéng cua tirng khach dé nhan vién nha bép chuan bi

+ Phiéu in 1am 3 ban: 1 gii nha bép, 1 gui thu quy va 1 gitr dé phuc
vu. Neu quiy bar 1a don vi hach toan riéng thi phiéu d6 udng phai viét riéng va

gui quay bar 1 ban.

1.9. 3. Lay order cho khach Au

ORDER PAD
Hotel......ccoovvvveeevveee.
HANOI - VIETNAM
F & B DEPARTMENT
OUTLET: .......... Restaurant
Time: Date Table No Guest SUp e,
........................................................ Number Waiter:...........
R T
QUANT ITEMS GUEST NO | REMARK
2 Salat tom 1,3
1 Soup kem ga 2
1 Ga ran chanh 2
1 G4 niu nAm 1
1 Bo bit tét + Khoai 3
1 Bénh ga t6 1
2 Kem caramen 2,3
3 Ruou vang dé 1,2,3
3 Nudc khodng 1,2,3
2 Ca phé 1,2
1 Lipton 3
NaME ..o
Signature: ...,
1.9. 3. LAy order cho khach A
ORDER PAD
Hotel......cccvvvveeeeeeee
HANOI — VIETNAM
F & B DEPARTMENT
OUTLET: .......... Restaurant
| Time: | Date | TableNo | Guest | Sup:..c....
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ITEMS

GUEST NO | REMARK

NOm ngo sen

Khoai lang kén

(Ga nudng mat ong

Tom chién bo toi

Muc xao thap cam

Rau bi xao toi

Canh chua ca

Com

Ba chi rang chay canh

Dua hau

Nudc khoang

Ruou vokda

Tra man

< TOM TAT CHUONG 1
K§ thuat trai gap khin ban, khin in, bung bé khay, K thuat dat ban in
Au, 3n A- an buffet, phuc vu soup, phuc vu kiéu Nga, kiéu My, phuc vu
d6 ubng, trai khan an, thay gat tan, ki thuat tiép nhan yéu cau cta khach

% LUYEN TAP

Hoc sinh luyén tap:

Trai gap khan ban, khin an

Bung bé khay

Pit ban dn Au

Pit ban dn A- dn buffet

NaAME: e

Signature:.......cccceeeevieeiec e,

Phuc vu soup, phuc vu kiéu Nga, kiéu My

Phuc vu dd udng, trai khan an, thay gat tan

Tiép nhan yéu cau cta khach
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Chwong 2: QUY TRINH PHUC VU
< GIOI THIEU CHUONG 2

Chuong 2 1a chuong trang bi cho nguoi hoc mét sé kién thirc co ban vé cac
Quy trinh phuc vy an diém tdm, an trua (t5i) theo thuc don; an trua (t6i) Au, A
chon mén; phuc vu khach an trén budng, phuc vu tiéc ngdi Au, A; phuc vu hoi
nghi, bufet ngdi; bay ban va phuc vu tiéc dang; Xu 1y tinh hudng trong qua trinh
phuc vu.

< MUC TIEU CHUONG 2
Sau khi hoc xong bai nay, nguoi hoc co6 kha nang:

* \é kien thrc:

- Nhéc lai dugc quy trinh phuc vu céc bita dn diém tam, trua (t61) Au, A.

- Mo ta dugc cach bay ban va quy trinh phuc vu cac loai tiéc
* \Vé ky nang:

- Thyc hién thanh thao cac quy trinh phuc vy an uéng ding k¥ thuat.

- Giai quyét duoc cac phan nan khach hang, cac yéu cau va tinh hubng phat
sinh thong thuong.
*\/¢é nang luc ty chii va trach nhiém

- Yéu nghé, c¢6 ¥ thirc to chic Ky luat, tac phong cong nghiép va tinh than
trach nhiém cao trong cong viéc.

- Nguoi hoc ¢6 ¥ thic, trach nhiém véi nghé nghiép.

- Chu dong nghién ctru tai liéu, cap nhat thong tin mai.

- Lam viéc nhom, huéng dan, diéu hanh nhém, danh gia hoat dong cua
nhom va két qua thuc hién.

- Bam bao v¢ sinh va an toan lao dong trong qua trinh thyc hanh.

<+ PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 2

- DAi Véi nguoi day: sik dung phwong phdp giang day tich cuc: van ddp, day
hoc theo vdn dé, dong vai, lam viéc nhém, ...

- DAi Véi ngueoi hoc: chi dong on lai ngi dung da hoc, chu déng va hop tdc
trong hoc tap.

< PIEU KIEN THUC HIEN CHUONG 2

- Phong hoc chuyén moén hoa/nha xwong: phong thuc hanh Ban

- Trang thiét bi mdy méc: May chiéu va cac trang thiét bj thuc hanh

- Hoc ligu, dung cu, nguyén vit ligu: Chuong trinh moén hoc, gido trinh, tai
lieu tham khao, giao an, dung cu thuc hanh
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- Cdc diéu Kién khdc: trang phuc dung quy dinh

< KIEM TRA VA PANH GIA CHUONG 2

- N¢idung: ,

v Kien thurc: Kiém tra va danh gia tat ca ngi dung da néu trong muc tiéu
kien thuc

<

Ky nang: Bdanh gid tat ca ngi dung da néu trong muc tiéu ki néng.

v’ Nang lyc tw chii va trach nhiém: Trong qud trinh hoC tdp, nguoi hoc can:
+ Nghién ciru bai truée khi dén 16p

+ Chudn bj day dui tai liéu hoc tdp.

+ Tham gia day di thoi liuong mén hoc.

+ Nghiém tuc trong qua trinh hoc tap.

+ Mdc déng phuc thuc hanh dung quy dinh

- Phwong phap:
v' Diém Kiém tra thwong xuyén: thuc hanh truc quan mét so thao tdc theo
yéu cau.

v' Kiém tra dinh ky: sau 86 gio

2.1. QUY TRINH PHUC VU AN PIEM TAM THEO THUC PON

2.1.1. Phuc vu in diém tim Au theo thuc don
- Chuan bj trudc gio an.
- Bon din khach - moi ngoi.
- Trai khan an cho khach.

- Moi nudce hoa qué tuoi hodc sita tuoi ( néu cé trong thue don ). Cac ly
nudc dat trén khay, moi khach tir phia phai.

- Bat dia banh my chung, dia bo, mrt, mat ong trén ban.

- M0o1 mén trimg hodc thit hun khoéi, dam bong cho tirng khach.

- Thu dung cu an, binh mut, dia banh my chung... sau khi an xong.

- Lau sach vun banh my trén ban.

- bt dia hoa qua tuoi (néu c6 trong thuc don) va dung cu n trang miéng.
- Thu dung cu an trang miéng.

- Phuc vu ca phé hoac tra ( theo sé thich ).

- Thanh toan tién ( néu khach khong c6 tiéu chuan an sang & khach san ).
- Tién khach va cam on.

- Don ban ( d vai, thuy tinh thu trudc, dén kim loai, sanh sit ).
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2.1.2. Phuc vu in diém tAm 4 theo thuc don:
- Chuén bi triroc gi0 phuc vu.
- Bon din khach - moi ngdi.
- Trai khan an cho khéch.
- Moi nude hoa qua ( néu co trong thuc don ).
- Moi mon an theo yéu cau cua khach.
- Thu dung cu an sau khi khach an xong.
- bat dia hoa qua tuoi chung gitra ban
- Thu dung cu an trang miéng.
- Phuc vu tra hodc ca phé theo s¢ thich.
- Thanh toan tién
- Tién khach va cam on.
- Don ban.
2.2.QUY TRINH PHUC VU AN TRUA (TOI) THEO THUC PON

2.2.1. Phuc vu iin trua, toi Au theo thuc don.

- Chuén bi trudc gio an.

- Bon din khach - moi ngdi.

- Trai khan an cho khach.

- bat dia banh my, bo giira ban.

- Moi ruou kl}ai vi: Phu nt moi trudc, nam gidi moi sau. Néu khéch
khong dung rugu, c6 thé moi nudce giai khat.

- Phuc vu mén an khai vi ( salad, soup)

- Moi bia, nude khoang hoac nude gidi khat

- Don dung cu mén an tha nhat, dat dung cu moén an tiép theo.

- Moi mén an tiép theo

- Néu dn mén an tanh, moi ruou manh trong bira

- Tiép tuc mo1 cdc mon an chih trong thuc don, tiép thém ruou, bia.

Thu dung cu an sau khi khach an xong bao gdm ca dia dung banh my, bo, dao,
dia an va lo gia vi

- Lau sach vun banh my trén ban.
- Thay gat tan (néu nhiéu tan)

- Bat moén an an trang mi¢ng.
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- Thu dung cu an trdng miéng.
- Phuc vu ruou tiéu vi ( néu c6 trong thue don hodc khach yéu cau)
- Phuc vu ca phé hoac tra.
- Thanh toan tién ( hodc khach ky nhan ).
- Tién khéch va cam on.
- Don ban ( dd vai, thuy tinh thu trudc, dén kim loai, sanh sit ).
2.2.2. Phuc vu in trua, tdi 4 theo thwe don.
- Chuén bi trroc gi0 phuc vu.
- Bon din khach - moi ngdi.
- bt khan bong dé khach lau tay vé phia trai khach
- Trai khan an cho khach.
- Bat cac mon khai vi ngudi
- Mo1i ruou khai vi.
- Moi bia, nude khoang hodc nudce gidi khat
- Bat cdc mon khai vi ndng

- Thu bdt dung cu gitta mam, dat mon tanh ( néu cé vo, xuong thi dat bat nudc
tra chanh va khan bong lau tay).

- bat ti€p cdc mén xao, nau, canh, com. Thu bdt dung cu cac mon khach da an
xong.

- Tiép thém bia, ruou.
- Thu toan bd dung cu in sau khi khach an xong ( ké ca dung cu gitta ban).

- Pit mon an trang miéng va dung cu phu hop. Néu hoa qua twoi dat giita ban;
kem, banh ngot, che... dat riéng cho tung khach..

- Thu dung cu an trdng mi¢ng.

- Moi ruou tiéu vi (néu c6 trong thuc don)

- Phuc vu tra hodc ca phé.

- Thanh toan tién ( hodc ky nhan ).

- Tién khach va cam on.

- Don ban.

2.3.QUY TRINH PHUC VU AN TRUA (TOI) AU KIEU CHON MON
2.3.1. Quy trinh phuc vu in trua (t6i) Au kiéu chon mén

- Chuan bi trudc gi0 phuc vu
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- Bon din khach - moi ngdi
- Gid6i thiéu thuc don
- Tiép nhéan yéu cau cua timg khach.
- Chuyén phiéu yéu cau xudng nha bép va bar
- Chinh lai b d0 &n trén ban
- Phuc vu khach an uéng
- Thanh toan tién
- Tién khach, cam on
- Don ban
* Trinh tw yéu cdu don dan khdch vao phong an.

- Khi dén khach: Dang mao, trang phuc ngay ngin, sach s&, ding & 1
bén phong an, mim cuoi

- Khi khach téi: Chii dong twoi cudi chao khach. Néu khach nudc
ngoai thi chao bang tiéng Anh hodc ngdn ngit cuia khach.

- Gi6i thiéu, hoi sb luong khach, hoi xem khach da dat trudce chua, néu
chua thi héi khach mudn ngoéi cho nao. Chi y dén tam 1y khach: nguoi gia thich
ngoi1 cho yén tinh, thanh nién thich ¢ vi tri dong nguoi di lai...

- Dén khach vao chd ngdi: di bén tria trude khach khoang 1 - 2m.

- Moi khach ngdi: Gitp khach nhe nhang keo ghé ra, doi khach vao
chd nhe nhang day ghé vao va moi khach ngdi.

* Gidi thiéu thwe don va tiép nhdn yéu cau ciia khdch:

+ Sau khi khach dugc xép chd ngdi vira ¥, nguoi phuc vu dua thuc don cho
khach (phu nir trudc)

+Poi 1 chat roi hoi yéu cau cua khach
+ Néu khach con chua chon duoc mén thi c6 thé goi v gitip khach lua chon, giai
thich 1 s6 mén an ma khéch chua hiéu.

+ Khi ldy tiép nhan cta khach phai ding ¢ bén phai khach hodc trudc mat
khach, khong bao gio de phiéu yéu cau trén ban dé lay yéu cau khach. Nhé 15
nguoi dau tién dat yéu cau.

+ Hoi rd cach ché bién dé nhan vién nha bé:p chuan bi. VD: ¢6 dung da khong?
thit vira, té1 hay k¥... Va phai nhac lai yéu cau do cho khach x4ac nhan 1a dung.

+ Sau khi 14y yéu cau thu lai thuc don.

* Pt ban theo kiéu dn chon mén.

- Céch dit ban d4 néu & phan trude

- Sau khi tiép nhan yéu cau ciia khach, chinh lai b d6 an trén ban cho phu hop
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* Phuc vu khach an chon mon
- K¥ thuat dua an, rot rugu, thay dat dung cu nhu cac cach phuc vu khéc.

- Phuc vu bita d&n chon moén doi hoéi phai thao tdc nhanh gon dé khach khoi phai
cho lau, phai phuc vu ndong, ding mon, ding khach va wu tién phu nit trude.

- Phuyc vu trinh ty thuc don khéch yéu cau: Tuong tu nhu phuc vu khach theo
thuc don.

* Thanh todn tién in cho khdch

+ Khi khach dn xong va chi khi khach dé nghi thanh toan nhéan vién phuc
vu moi trao hoa don thanh toan

- Hoa don up trén khay, nhan vién dua vao phia phai ngudi thanh toan,
khéch phai tra tién cho thu ngan.

- Hod don dat ngtra trén khay, nhan vién dua bén khai nguoi thanh
todn, khach phai tra truc ti€p cho nhan vién va nhan vién ndp cho thu ngan.

+ Khi thanh toan, ngudi phuc vu phai ghi chep day du nhimg mon an do
uong phat sinh trong bira an ctia khach dé tong hop nham tranh that thu
cho nha hang.

* Tién khdch , ,
Chao va hen phuc vu tiép, cam on khach da dén nha hang.

* Thu don.

Sau khi khach vé&, thu don moi th@r, roi bay bién lai nhu ban dau
2.4.QUY TRINH PHUC VU AN TRUA (TOI) A KIEU CHON MON
2.4.1. Quy trinh phuc vu in trua (t6i) A kiéu chon mén

- Chuan bi trudc gi0 phuc vu.

- Pon din khach - moi ngoi

- G161 thiéu thuc don.

- Tiép nhéan yéu cau cua khach.

- Chuyén phiéu yéu cau xudng nha bép va bar.

- Chinh lai by d6 an trén ban

- Phuc vu khach an uéng.

Trai khan an cho khach

R6t d6 udng

Phyc vu d6 khai vi — thu don

Phuc vu moén an thudng thirc, rot rugu — thu don

Phuc vu mén an com, canh — thu don
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Thu don hét dung cu trén ban( trur lo tdm)
Phuc vu moén an trang miéng va dd uéng sau khi an
- Thanh toén tién
- Tién khach, cam on
- Don ban
2.5. QUY TRINH PHUC VU KHACH AN TREN BUONG

Pbi véi cac khach san, mét s6 khach luu tr tai khach san ¢6 nhu cau
dugc phyuc vu an uong tai budng cua ho. Do vay, nguoi nhan vién phuc vu
can phai dap umg ddy du moi nhu cdu an udng cua ho. Viéc nim vimg trinh
tu va cach thirc phuc vu khach an tai buong la mét trong cac nghiép vu co ban
cua nguoi phuc vu. Quy trinh nhu sau:

2.5.1. Phwong phdp tiép nhin yéu ciu ciia khdch:
* Tiép nhan yéu cau cta khach qua dién thoai:

+ Pién thoai 1a phuong tién giao tiép thong dung nhat trong khach
san gitra bd phan nay voi bo phan khac. Vi vay ngiroi phuc vu phai biét
st dung dién thoai va tra 101 khach that lich su (gi61 thi€u minh, thudc bo
phan nao, chao khach va hoi khach can gi).

+ Lang nghe yéu cau cua khach va viét luon phiéu yéu cau. Can
ghi 1 tén khéch, s6 budng, s6 ngudi an, mén an, thoi gian an.

+ Néu khach chua chon dugc mén thi phai gidi thiéu véi khach

+ Poc lai yéu cau cho khach nghe, nhéc lai tén, sé phong cua khach
va hen sé& phuc vu.

+ Cam on khach, chd khach gac may moi dugce dat dién thoai.
*Tiép nhan yéu cau ctia khach qua thuc don phuc vu in trén budng;

Déi v6i phuc vu an trén budng, kiéu thue don st dung cho bira
an sang thuong la thyc don treo ¢ ctra. Do la tdm bia yéu cau in sang,
khach co thé viét vao the hodc danh ddu vao bén canh tén mon an tir budi
tb1 roi treo & tay nim ctra ngoai. Vi du:

Banh my tréon

+ | Bo, mirt

Nwdc cam

+ | ca phe
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Thuc don an sang duoc thu 2 lan: vao 3h sang va 6h sang. Khi thu thyc
don phai kiém tra khach da viét tén va s6 phong chua.

Sau khi tiép nhan yéu cau cta khach qua dién thoai hay thuc don an
sang, nguoi phuc vu chuyén bién lai cho nha bép hodc quiy bar va vao sb
déng ki phuc vu khach an trén phong, tiép theo chuan bi khay (xe ddy) va cac
d6 dung an udng.

2.5.2. Ki thudt dit dung cu trén khay va xe ddy
* Sip dat khay an sang

bia an + dao + dia

Pia banh my ¢4 nhan, khan an
Dia banh my

Dia bo

Lo tiéu, mudi

Binh nuéc nong

Am tra

Binh duong

Binh stra

Dia, tach tra, thia ca phé

Khi sip xép khay an sang cho khach, can phai chi y mot s6 yéu cau sau
- Khay phai dugc phu khan

- Pia an dat chinh dién, dao bén phai, dia bén trai.

- Bia banh my & bén tréi.

- Tach tra + dia bé + thia phia bén phai cua khay.

- Phia trén tach tra la binh tra, dia chanh.

Hang trén cung tlr tréi qua phai: DPia banh my, dia bo, bat ngii cdc, binh
duodng, binh sira, binh nudc nong.

Ngudi phuc vu phai linh hoat sip dung cu cin ctr theo thyc don. Dat
dung cu phuc vu vao xe day:

Khi khach an sang nhiéu moén (kiéu M¥), dung xe day phuc vu rat thuan
tién so voi dung khay.

- Trén mit xe 1a ban nho hinh chir nhat dit cac dung cu in udng
nhu dat trén khay, khi xe day viao trong budng, nguoi phuc vu mo 2 canh
gap 2 bén 1én 14 co 1 ban an hinh tron. Sau d6 sap lai dung cu dn mot
chuat cho hoan chinh, dua mén dn nong dugc ham néng & ngan dudi cua
ban 1én, khéach c6 1 bira dn sang trén budng tién nghi, thoai mai.

a.Quy trinh phuc vu khdch an trén buong

- Kiém tra trudc khi phuc vu: day du mon an caa khéch yéu cau
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cung cac dung cu phuc vu an udng phi hop.

- Mang dén dang budng cta khach.

- G& ctra va xung danh (" Phuc vu budng day"/ " Room service )

- Doi khi ¢6 tra 161 moi vao thi mé cira va chao khach.

- Hoi khach mudn an chd nao? Néu mang khay thi khay 1én ban,
mang xe day thi dit ¢ vi tri thich hop.

- Moi khach ngdi.

- Chinh lai by d6 an, d4t moi thtr trudc mit khach.

- Hoi xem khach c6 hai long khong.

- Pua cho khach xem phiéu kiém tra, yéu cau khach ky vao phiéu
kiém tra.Yéu cau khach goi phuc vu buéng khi ho mudn don ban.

- Ro1 khoi phong, cdm on va chuc an ngon.

- Cam phiéu kiém tra md cira di ra réi dong cira lai.

b.Qud trinh don ban ¢ budng ciia khdch

Tat ca cac dung cu st dung phuc vu dn trén ngudi phuc vu ban
phai c6 trach nhiém mang tra lai bod phan phuc vu an trén buéng. Cac
dung cu co thé &: céc bu@)ng da phuc vu khéch, hanh lang, no1 lam viéc
cua bg phan phuc Vubué)ng ¢. Qua trinh don:

- Poi 1h sau khi phuc vu mén an.

- G& cira budng.

- Thu don tit ca dung cy dn & trong budng.

- Kién tra danh sach nhiing dung cu da mang di.

- Panh dau nhfrng dung cu phuc vu da mat, bao céo véi gidm sat vién

nhimg thir bi mat. o
2.6.QUY TRINH PHUC VU TIEC NGOI AU, A

2.6.1. Quy trinh phuc vu tiéc ngdi kiéu Au:
+ Chudn bi:

- Ho1 y trude gio vao ca, tim hiéu thuc don, tiéu chuén, sd luong khach,
thoi gian, yéu cau cua bita tiéc va phan cong cong viéc cho nhan vién

- Chuan bi do dung dé an udng phai du luong quay vong khi khach n

- Trang tri phong tiéc theo yéu cau cua khach ( cim hoa, treo dén nén,
bo tri cay canh...). Néu quy mo bira ti€c 16n c6 thé treo bang, bi€u ngir, ti€u dé
bira ti¢c, bo tri phong guri mii 4o...

- Chuén bj sin cac loai d ubng theo yéu cau cua khach
+ Pon khach: Can bd quan 1y va nhan vién don dan khach vao ban an khi khach
té1, kéo ghé gitp khach, trai khan dn cho khach. Khi xép cho ngdi phai chu y
cuong vi cia khach
+ Phuc vu:
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- M&i rugu khai vi, néu 1a rugu quy ( rugu vang, ruou ndi tiéng) thi
phai dua khach xem va x4c nhan méi m¢ nat chai moi chi ném kiém tra, sau do
moi khach trude, chu sau, moi phu nit trudc va cap bac tir cao dén thap.

- M1 moén an khai vi

- Lan luot phuc vu an, uéng nhu bita an trua, t6i Au. Luon luu v ddi
tuong chu, khach khi phuc vu ca khhi moi1 an uong va thu don dé ti€p mén an
Sau.

+ Xin y kién khdch:
Sau khi phuc vy, can b quan ly phai chu dong xin y kién cua Khach.

Néu khéch hai long thi cam on. Néu khach gop v thi ghi lai va to v sé& tiép tuc
thu y kién ctia khach.

+ Thanh toan:

Phai thanh toan k¥ ludng, khong dé xay ra sai sot khi trao hoa don cho
khach. Néu thanh toan bang séc thi dé nghi khach ky nhan. Thanh toan xong,
nhan vién phuc vu phai cam on khach.
+Tién khdch:

Cam on va kiém tra lai xem khach con quén gi thi kip thoi trao tra lai.

+ Thu don: D0 vai, thuy tinh trudce, kim loai va sanh s sau.

2.6.2. Quy trinh phuc vu tiéc ngoi kiéu A:
+ Chudn bi:
- Ho1 y trude gio vao ca, tim hiéu thuc don, tiéu chuan, sd luong khach,
tho1 gian, yéu cau cua bira tiéc va phan cong cong viéc cho nhan vién
- Chuan bj d6 dung dé dn udng phai du luong quay vong khi khach an
- Trang tri phong tiéc theo yéu cau ciia khach ( cdm hoa, treo dén nén,
bo tri cay canh...). Néu quy mo bira ti€c 1on c6 thé treo bang, bi€u ngtt, ti€u dé
bita ti¢c, bo tri phong guri mi 4o...
- Chuan bj san cac loai d6 uéng theo yéu cau cuia khach
+ Dén khach: Can bd quan 1y va nhan vién dan khach phai dung tai cira phong
cho khéch. Khi khach té1 phai té6 y hoan nghénh, dan khach vao ban, kéo ghé
moi1 + Phuc vu:
- Sau khi khach ngoi, dit khan bong phia tay trai khach dé khach lau
tay
- Moi ruou khai vi: Sau 101 phat biéu, bat dau phuc vu ruou: khach
trude, chu sau. Khi chu tiéc di cac ban chic rugu, ngudi phuc vu theo sau kip
tho1 ti€p ruou.
- Phuc vu moén khai vi ngudi, co thé dat trude 1 sé mon ngudi trén ban
hoac dua ra sau khi khach ngdi vao vi tri.
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- Moi bia, nude khoang ( néu cé trong thuc don)

- M1 mén khai vi nong

- M1 mén dung ( thu bat an ¢4 nhan): khéach trude, chu sau

- Thu bat dung, dat bat an mai

- Mo1 mon tanh. Néu co6 vo, xwong phai dung tay thi dit bat nudc tra
c6 lat chanh dé khach rira tay va khan bong lau tay ( phia trai)

- R6t rugu manh trong bita ( néu c6 trong thue don)

- Tiép tuc moi cac mon an theo thuc don, cha y nhip d6 tiép moén va
cac loai gia vi phit hop v6i mon an phai day da. Mot sé moén in phai chia ra cho
khach. Trudc khi chle}, dat moén an trep ban gidi t},ne;u v6i khach dé khach chiém
ngudng sau d6 chuyén ra ban phu dé chia va ti€p cho tung khach tir phia tay
phai

-Tiép thém bia, rugu theo nhu cau cia khach.

- Khi khach an xong, thu don dung cu an trén ban, lau vun thirc an roi
dat mon trang mi¢ng.

@ Luu y: Khhi tiép mon va thu don déu phai ding khay, thuong xuyén thay gat
tan thuoc 1a

- Sau khi khach dn xong mon trang miéng, thu don dung cu an, dat
tach tra va rot moi khach.

+ Xin ¥ kién khdch:

’ Sau khi phuc vy, can b quan ly phai chu dong xin y kién cua khach.
Néu khach hai long thi cam on. Néu khach gop y thi ghi lai va to y s€ tip tuc
thu y kién cua khach.

+ Thanh toan: 7

Phai thanh toan ky ludng, khong dé xay ra sai sot khi trao hoa don cho
khach. Néu thanh toan bang séc thi dé nghi khach ky nhan. Thanh toan xong,
nhan vién phuc vu phai cam on khéch.
+Tién khach: 9

Cam on va kiém tra lai xem khach con quén gi thi kip thoi trao tré lai.
+ Thu don: Db vai, thuy tinh trudc, kim loai va sanh sur sau.
2.7.QUY TRINH PHUC VU HQI NGHI, BUFFET NGOI

Pay 1a kiéu phuc vu dang trd thanh phd bién . Nguoi My, Anh c6 thoi
quen tu phyuc vu trong khi an va thich thuong thirc nhimng mon an trinh bay dep.
Ki€u tu phuc vu v6i ban bay thirc an ti€p dai (buffet sevice) khach co thé lua
chon mon an cho minh tir 1 day ban an bay bién hap dan. ¢ ban tiép dai dai,
khéach ty phuc vu lay cho minh hodc do ngudi dau bép dung sau cac ban phuc
VUL
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+ K¢é ban va bay ban thirc an
- Ké ban dai xép thanh ch}ﬁ’ V, cl}fr U, chit L, chit S, chit T... hodc cling c6 thé
chia ra thanh ting nhém dé toa dicu kién di lai luc dong nguoi.

- Thirc an dqu dat o ban thep ké hoach da giuqc sép Xép. Thur tu sép xép la: Pia
ctia khach ( moi ban ¢ 1 chong dia), roi dén salad, banh my, bo, pho mat, mén
rau nong, thit quay, mon dém gitra mon ca va mon chinh. Nude x6t dat canh dia
thirc an, mon soup va moén trang miéng dugc bay riéng ( so do)

- Canh mdi dia to hoac lap la dyng thirc an phai co6 kep gaflp dé kkhach gip thirc
an, bén canh la chong dia, kkhay dung dao, dia dé khach lay thuc an.

- Mon an lanh nhu salad, hoa qua tuoi co thé dé trong ngan kinh trong suot dé

giit lanh va dam bao vé sinh. M6t s6 mon néng dung bang ndi inox va dot con &
phia duéi dé giit nong thuc an.

+ Phuc vu khach an buffet

- Phai thuong xuyén quan sat, néu thay thirc an & ban hét phai bao cho nhan vién
chuyén mon an tiép thém.

- Cac mon thit quay duoc bay trén ban va dau bép phai thai thit d6 trudéc mat
khach va dat vao dia trong dep mat va hap dan.

- Thuong xuyén thu don cac dia thirc an khi khach vitra dn xong, trudc khi
chuyén sang mon an mai.

- C6 thé phuc vu d6 udng tai ban theo yéu cau cua khach.

- Truong hop khach lam d6 thirc an Ién ban, phai nhanh chong gat thire an do
vao 1 céi dia, lay khan udt lau nhe chd d6 thic an va phu 1€n d6 bang 1 chiéc
khan méi sach s€.

2.8. QUY TRINH BAY BAN VA PHUC VU TIEC PUNG
2.8.1. Biy ban tiéc dirng:

Sau khi chuén bj xong, dat ban ti¢c nhu sau:

+ it cac chong dia 1én ban, mdi chong dia co tir 5->10 chiée, cach mép
ban 2cm, cach dau ban 30cm, cach nhau 70cm, dia trén cung dat khan an gap
hoa, nhiing khan an khac hodc giay an xép thanh tap bay vao coc hodc khay nho.
Tam dat ¢ cho khach tién lay.

+ Dia @n bay bén trai chong dia xo¢ hinh quat hodc xép thang dat trong
khan phuc vu.

+ Dao 4n dit bén phai chong dia xoé hinh quat.

+ Cac mon an tiée dimg gdm cac mon an ngudi, cac loai salat, mot sé6 mon
nong, soup, banh ngot, hoa qua... dugc bay nhu sau:

- M6n bay dia c6 tinh chét tao hinh bay chinh giira.

- M6n chinh dé trong.
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- Cac mon khac moi moén 2 dia bay déi nhau cho can xirng, mau sac hai hoa.

- Cac mon salat, banh ngot, hoa qua, chu ¥ bdy moén cao, thap dé tao cam giac
tang 16p trén mat ban.

- M6n an néng phai c6 dung cu i nong riéng.

- Néu c6 moén soup bay riéng mot ban, cd6 ngudi phuc vu va cé dung cu an soup
ngay tai ban.

+ Céc loai ly, cde phai sach, trong, xép tao hinh nhat dinh trén ban ruou,
do uong.

+ Truong hop c6 1 sb nhan vat quan trong ( VIP ) van ké 1 sb ban, ghé
dé khach ngoi.
@ C6 thé bay thirc an riéng, ban dung dung cu ( dia, dia...) riéng, ban dung ly
cdc phuc vu udng riéng
2.8.2. Phuc vu tiéc dirng
+ Hbi ¥ trudc gio vao ca dé bd tri va phan céng cong viéc cho timng ngudi.

+ Khi khach t6i, nhan vién phuc vu phai dimg ngay ngan & cira phong ( cta

phong thang may ) d€ don khach ( ¢ thé néi " xin moi vao ", "please, come in",
hoac " welcome to you" ).
+ Phuc vu:

- Khi tiéc be‘}t dau, nhan vién phuc vu phai luén luon hoat dong trong khu vuc
phan cong d€ moti khach, kip thot thu don coc, dia, dia khach khong dung nira dé
nhan vién tap vu rira. Khi moi khach va thu don déu phai dung khay.

- M6n néng nhu soup, thit nudng... duge by ¢ ban riéng, c6 nhan vién bép ding
phuc vu truc tiép.

- Phuc vu khach VIP ( theo quy trinh phuc vu tiéc ngdi Au )

+ Thanh toan: Phai ddi chiéu cac khoan thu tién, sau d6 trao cho khach xem lai,
néu thanh toan bang séc thi yéu cau khach va nguoi tryc by phén an uong ky
nhan. Thanh toédn xong phai cam on khach.

+ Chu dong xin y kién cua khach hang.
+ Tién khach, cam on
+ Thu don.

2.9.XU LY TINH HUONG TRONG QUA TRINH PHUC VU
2.9.1. Quy trinh giai quyét phan nan cui khach

Lang nghe = Xin 16i khdach = Tim hiéu nguyén nhan phan nan >Pua ra
phuong an xtr Iy = Thoa thuan véi khach = Phoi hop véi cac bd phan lién
quan
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thuc hién phuong an xtr Iy = Hoi xem khach da hai long chua - Cam on khach

2.9. 2. Mot s6 tinh hudng khach phan nan

2.1. Tinh huong 1
Anh (chi) da lay order cho khach, nhung khach doi lau chua duoc phuc
vu nén sdt rudt goi anh (chi) lai néi rang sé ra vé.

2.2. Tinh huéng 2.
Khach ché thirc an mén va tra lai khong dn mon do.

2.3. Tinh huéng 3.

‘ Khi anh (chi) mang mon an c6 trong order ra cho khach, nhung khach noéi
rang khach khong goi mén do6 va dé nghi tra lai.

2.4. Tinh huong 4. o

Khach an gan hét mén ndm thi phat hién c6 mét con rudi chét. Khach lam
am T trong phong an ma anh (chi) phu trach.

2.5. Tinh huong 5. q
Trong luc an, khach lam do6 thirc an ra ban.

2.6. Tinh huéong 6 , o ‘

Khach di vao toilet, khi ra lon tiéng kéu mat vi tiéen c6 1.000.000dong va
do cho nguoi phuc vu lay.

2.7. Tinh huéng 7: ) , ,
Khach dang an udng tai nha hang bong bi cam ngat. Ban s€ xtt 1y nhu thé
nao?

2.8. Tinh huéng 8

Anh(chi) dang phuc vu ca phé khong may lam d6 ra chiéc ao dat tién cia
khach. Anh (chi) xtr 1y thé nao?

2.9. Tinh huéng 9

Sau khi khach an xong thi méi nhé rang khach quén khong mang theo vi
tién. Anh(chi) s€ xtr 1y thé nao?

2.10. Tinh huéng 10
Khach dang an thi dot nhién kéu dau bung dir doi. Anh (chi) s& xir 1y thé

nao?
< TOM TAT BAI HQC
Quy trinh phuc vu an diém tdm, an trua (t6i) theo thuc don; an trua (t6i)

Au, A chon mén; phuc vu khach an trén budng, phuc vu tiéc ngdi Au, A;
phuc vu hoi nghi, bufet ngdi; bay ban va phuc vy tiéc dang; X 1y tinh
hudng trong qua trinh phuc vu

% LUYEN TAP
Hoc sinh luyén tép:
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Phuc vu 4n diém tdm, an trua (t6i) theo thuc don;

Phuc vu an trua (t6i) Au, A chon mon;

Phuc vu khach an trén budng, phuc vu tiéc ngdi Au, A;
Phuc vu hoi nghi, bufet ngdi; bay ban va phuc vu tiéc dung;
X 1y tinh huéng trong qua trinh phuc vu
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