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Ldi gidi thiéu

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

N dai héa nham dwa Viét Nam tré thanh nucc cong
nghiép van minh, hién dai.

Trong su nghiép cdch mang to 16n dé, cong tac dao tao
nhadn lyc luén giit vai tro quan trong. Béo céo Chinh tri cia
Ban Chdp hanh Trung wong Pdng Cong sdn Viét Nam tai
Dai hoi Bdng toan quéc ldn thir IX da chi r6: “Phédt trién
gido duc va dao tao 12 mot trong nhitng dong luc quan trong
thic ddy su nghiép cong nghiép héa, hién dai héa, 1a diéu
kién d€ phét tién nguén luc con ngudi - yéu t6 co bin dé
phit trién x4 hoi, ting trudng kinh t&€ nhanh va bén vitng”.

Qudn triét chu truong, Nghi quyét ciia Pdng va Nha nuoc
va nhdn thitc ditng ddn vé tém quan trong cia chiong trinh,
gido trinh doi véi viéc ndng cao chdt lwgng dao tao, theo dé
nghs cia 86 Gido duc va Dao tao Ha Noi, ngay 231912003,
Uy ban nhan ddn thanh phé Ha Néi da ra Quyét dinh s6
5620/QD-UB cho phép S¢ Gido duc va Pao tao thuc hién dé
dn bién soan chuong trinh, gido trinh trong cdc truong Trung
hoc chuyén nghiép (THCN) Ha Noi. Quyét dinh nay thé hién
S quan tdm sdu sdc cia Thanh iy, UBND thanh phd trong
viéc ndng cao chdt lugng dao tao va phdt trién nguén nhén
lue Thi dé.

Trén co s chuong trinh khung ciia B¢ Gido duc va Dao
tao ban hanh va nhitng kinh nghiém rit ra ti thuc té dao tao,
86 Gido duc va Dao tgo dd chi dao cde truomg THCN t6 chire
bién soan chuong trinh, gido trinh mot cdch khoa hoc, hé



thong va cdp nhar nhitng kién thitc thuc tién phit hop voi doi
tiwong hoc sinh THCN Ha Noi.

B¢ gido trinh nay la tai lieu gidng day va hoc tdp trong
cdc truomg THCN o Ha Noi, dong thoi la tai liéu tham khdo
hitu ich cho cdc truong cé ddo tao cdc nganh ky thudt - nghiép
v va dong ddo ban doc quan tdm dén vdn dé huong nghiép,
day nghé.

Viéc t6 chitc bién soan bé chuong trinh, gido trinh nay
la mét trong nhiéu hoat déng thiét thuc cia nganh gidgo duc
va dao tao Thit do dé' ky niém 50 ndm gidi phéng Thu do”,
“SO ndm thanh ldp nganh” va huong toi ky niém “1000 ndm
Thang Long - Ha Ngi ™.

So Gido duc va Pado tao Ha Noi chdn thanh cam on Thanh
wy, UBND, cdc s&, ban, nganh ciia Thanh phd, Vu Gido duc
chuyén nghiép Bo Gido duc va Dado tqo, cdc nha khoa hoc, cdc
chuyén gia dau nganh, cdc giang vién, cdec nha qudn ly, cdc
nha doanh nghiép dd tao diéu kién ginp dd, déng gop y kién,
tham gia Hol dong phdn bién, Hoi dong tham dinh va Hoi
dong nghiém thu cdc chwong trinh, gido trinh.

Day la ldn ddu tién S¢ Gido duc va Pao tao Ha Néi t6
chitc bién soan chuong trinh, gido trinh. Dt dd hét sitc ¢6
gdng nhung chdc chdn khéng tranh khdi thiéu sét, bdt cdp.
Chiing t6i mong nhdn duoc nhitng v kién déng gop ciia ban
doc dé timg budc hoan thién bé gido trinh trong cdc lan tdi
bdn sau.
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Bai mo dau

KHAI QUAT CHUNG VE MON HOC
NGHIEP VU LE TAN

1. Gidi thiéu chung vé mén hoc

Kinh doanh khach san 1 mot hoat dong kinh ¢ t6ng hop mang lai loi
nhuan cao trong hoat dong kinh doanh du lich. Péi ngii nhan vién trong khach
san, dac biét 1a nhan vién bo phén 1€ tan c6 vai trd quan trong trong viéc kinh
doanh khich san. ' _

Nhin vién b6 phan 18 tan la bo mat clia khéch san, thay mat khdch san dén
ti€p va phuc vu khdch trong suét qué trinh lwu trd tai khdch san. Chinh vi vay
doi hoi nhan vién bo phin 1€ tan phat c6 pham chét dao dic t6t va trinh do
chuyén mén cao.

Gido trinh Ly thuyét Nghiép vy 1€ tan gi6i thiéu nhitng van dé co ban vé 18
chitc hoat dong va cdc nghiép vu chil yéu cua nhan vién 1& tan cho cic sinh vién
chuyén nganh Lé tan khédch san vin phong, Kinh doanh du lich khach san.

2. Muc tiéu chung cta mén hoc (muc tiéu tdng quat)

- Hicu r5 nhiing kién thic co ban, ¢6 hé théng vé phuong phdp t§ chic,
thuc hién cdc quy trinh ddn ti€p va phuc vu khdch nhim ddp tng yéu cdu kinh
doanh ¢6 hi¢u qua cia khidch san, nang cao chat lugng dich vu d6i véi khdch.

- C6 van hod trong viéc giao tiép, Gng x{ v4i khich hang.

3. Muc tiéu cu thé

- Biét duge cdc chinh séch clia nha nude, cdc quy dinh ciia nganh, noi quy
cua khach san ma nhan vién I8 tan phai thuc hién.



- Hi€u va thyc hién dugc cdc quy trinh phuc vu cha 1& tan tir bic khdch dén
dat budng cho dén khi khich rai khich san.

- Qua nghién citu hoc tap mén nghiép vu 1& tan s& gitip cho hoc sinh yéu
nganh, nghé hon. Péng thoi rén luyén cho hoc sinh ¢6 phim chit dao diic 161,
tac phong thai d¢ phuc vu khédch khoa hoc, lich su v hi€u khéch.

Trén co 53 kién thic chuyén mon duge-trang bi, hoc sinh van dung dugc
ki¢n thic da hoc vao thuc t€ cong viéc qua viéc ti€p nhan va ddp ng tot yéu
cdu cua du khach. Prc rdt kinh nghiém khi giao tiép {ing xir véi khich va giai
quyét kip thoi thoa ddng cdc tinh husng khich dé ra.

4. Vi tri cGa mén hoc

- Mon hoc Nghiép vu 1€ tan 1a moén chuyén mon chinh clia chuyén nganh
Lé tan khdch san van phong hé trung hoc chuyén nghiép.

- Hoc sinh cén ¢ kién thifc co ban vé cdc mén co s trude khi hoe moén nay.

5. Tinh chat mdn hoc

Moén hoc Ly thuyét Nghiép vu 1& tan mang tinh thuc tién vi céc quy trinh
nghiép vu duge dé cip trong chuong trinh 14 nhitng céng viée thuc 6 ma ngudi
nhan vién 1€ tan phai thye hién khi phuc vu khéch.

6. K&t cau ndi dung

Chuong 1: T6 chifc hoat dong clia bo phan 1& tan khéach san.

Chuong 2: Tié€p thi va bdn hang

Chuong 3: Nhan dat budng

Chuong 4: Lam thi tuc nhan budng

Chuong 5: Phuc vy khdch tuu trd

Chuong 6: Lam thi tuc trd budng

Chuong 7: Giao ti€p va x{t Iy cdc van dé phat sinh cda khdch.

Chuong 8: H¢ théng mdy vi tinh clia bo phan 1€ tan



Chuong 1

TO CHUC HOAT PONG
CUA BO PHAN LE TAN KHACH SAN

- Muc tiéu:

Sau khi hoc xong chuong nay, hoc sinh cin phai:

- Hiéu duoc nhing kién thifc co ban vé t8 chitc hoat dong cda bo phan 18
tan va chu trinh phyc vy khéch clia bo phan 18 tan trong khich san.

- Thyc hién duge nhitng tiéu chuan qui dinh danh cho bo phan 1€ tan.

- Reén luyén phdm chat dao dic va trau déi chuyén mon cho phu hop vai
nganh nghé.

- Noi dung tém tdt:

Noi dung trong tam clGa chuong 1 s& di sau phan tich té chitc hoat déng clia
b6 phén 1€ tan khich san va cdc tiéu chudn quy dinh clia nganh danh cho bo
phan I€ tan. Dong thoi, chuong 1 s& gi6i thiéu vé chu trinh phuc vu khéch, trén
cg s& d6 gitp ngudi hoc hiéu khéi qudt vé hoat dong phuc vu khich clia bo
phén 1€ tan qua timg giai doan: trude khi khéch t&i khdch san - dén tiép khich
va lam thi tuc nhap khich san - phuc vu khdch trong thoi gian luu trid - thanh
todn va tién khéch.

- Co célu 16 chifc b mdy quén 1y ca khach san.

- T6 chitc hoat dong chia bd phan 18 tan.

- Nhilng yéu cu co ban déi véi nhan vién 1€ tan.

- Chu trinh phuc vu clia b phan 1€ tan.



L. CO CAU TO CHUC BO MAY QUAN LY CUA KHACH SAN

Co cdu t8 chic 13 sy sdap X€p vé nhan su va phan cong nhiém vy, trich
nhiém gitip khdch san hoat dong thong nhat va hiéu qua.

Hién nay, do su khdc nhau vé chitc danh vd m&i quan hé trong cong viéc
cho nén méi khdch san ¢6 mot co ciu té chitc riéng va chua c6 mot co cdu 16
chirc khdch san n3o duoc coi 1a mau chuin muc cho tdt ci cdc khich san. Co
cdu t& chic cua khdch san phu thudc vao quy méd va loai hinh cua né. Tuy
nhién, ngudi ta vAn tim ra duoc nhimg diém chung co ban vé co cdu td chifc ma
cdc loal hinh khach san thudng su dung.

1. Co ciu t& chirc ctia khach san vira va nho

1.1. Co cdu té chite ciia khach san nho

Khach san nhd 12 loai hinh khéch san c6 tir 10 dén 40 budng. Co cdu t6
chitc clia loai hinh khdch san nay rat don gian, chi cé mot gidm déc chiu trich
nhiém diéu hanh moi bo phan trong khdch san. Méi bo phan cé mot 16 trudng
phu trich va chiu trach nhiém trudc gidm doc vé finh hinh hoat dong kinh
doanh ciia bo phan d6. Do khéi lugng cong viéc cha khdch san nho khong
nhiéu nén mdi nhan vién cé thé ddm nhiém nhiéu cong viéc khac nhau. .

So dd 1.1. Co cdu t4 chire ena khach san nho

Giam doc

l

j

l
l

l

l

Phu trich Phu trich Phu trach Phu trach Phu trich
1é tan nha budng b6 phan BP hanh cac bo
an uong chinh - ke phan khac
(néu co) todn - nhan (néu ¢6)
su
Nhan vién Nhan vién Nhéan vién Nhan vién Nhan vién




1.2. Co cau t6 chitc khach san vira

Khach san vira 12 loai hinh khich san ¢6 tir 40 dén 150 budng. Co cdu
qudn 1y theo quy md cua khach san va chat lugng dich vu dugc chuyén mén
hod & muc di dé gidp hoat dong gidm sat va diéu hanh ¢6 hiéu qua. Co ciu
td chitc cia loai hinh khich san nay duge phan thanh cdc phong ban, cac bo
phan o rang. Cong viéc duge phan chia va b tri thanh khu vuc cu thé va
tdng gidm déc s& phan cong doi ngll gidm sdt vién truc tiép diéu hanh tling
khu vire,

So do 1.2. Co céu t6 chiic ciia khéich san vira

Téng gidm doc

C T T L T T

Quanly | | Quanly Quan 1y | | Quan ly Truong Trufmg‘ Trudng

bo phan nha BP phuc BP tai phong | [phong thil | phong
1€ tan budng vu &n chinh - bao vé truong nhan su

udng ké todn

Giam Gidm Giim Nhin Nhan Nhién Nhan
sdt sat st vién vién vién vién

Nhan Nhan Nhan

vién vién vién

2. Cd cau td chirc khach san I6n

Khdch san 16n 12 loai hinh Khdch san ¢6 trén 150 budng ngi. Loai hinh
khach san nay thuong thué k€ todn va gidm dbc nhan sy 1am viéc ca ngay cho
nén cac bo phan, cidc phong ban duge chuyén mon hod rd rang.



So d6 1.3. Co cau té chide ciia khach san 16n

Tong giim déc

|
S N R Y A

Bo BP k¥
Khéi lue | | Phdng Phong Phong phfin thuat Khdi
tri nhan su thi k€& todn an béao phuc AL
trudmg ninh dudng an udng

Khéi luu tra

Day 1a bo phan tao nén doanh thu chi yé&u cho khich san. Bo phan nay
chiu trich nhiém diéu hanh hoat dong cta bo phan 1€ tan, lam cdc cong viec
lién quan dén thu tuc nhan, tra budng. Dong thoi, bd phan niy con chiv trich
nhiém vé dat budng, h¢ thong dién thoai, khuan vdc, truc budng. Bo phéan phuc
vu buéng tryc thude khoi luu trd, chiu trdch nhiém chudn bi buéng dé ban cho
khich, vé sinh budng khach va khu vuc cong cong, giat 1a. ..

Phong nhadn su

Chéc nang chinh cia phong nhén su la gitip dd cdc phodng ban khic trong
viéc tuyén dung, b6 nhiém va dao tao doi ngii nhan vién. Ngoai ra, phong nhin
su con quan 1§ tién luong, céc vdn dé lién quan dén nhan sy va y 1€,

Phong thi truong

Phong thi trudng chiu trdch nhiém kinh doanh cdc loai buéng, cung cap
cic dich vu hoi nghi, xic ti€n thuong mai, quang cdo va dd6i ngoai...

Phong ké'toan

Ding dau 14 k€ todn truéng hoac trudng phong k€ todn chiu trach nhiém
theo doi moi hoat dong tai chinh cha khdch san, luu giit hé so gidy 13, kiém
sodt thu nhap va mua bdn, 14p cac khoan tién nép ngan hang, thu héi cic khoan
ng cham, bao quan tién mat. ..
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Bo phén an ninh

Chiu trdch nhiém bao v€ an ninh, an toan tinh marng va {ai sin ciia khach.
cua khdch san va cdc cdn bo nhan vién trong khéich san. '

B¢ phdn ky thudit bdo duong trang thiét b

B phan nay chiu trdch nhiém duy tri toan bo trang thi€t bi cita khdch san,
thue hién céc chuong trinh bio dudng thudng xuyen dé tranh hong céc trang
thiét bi. Déng thai, bo phan nay cé trich nhiém sira chita cic trang thiét bi
trong khidch san bi héng.

Khoi phuc vu dn uéng

Bé phan an uéng chiu trich nhiém cung cip toan bo dé an, d6 uong trong
khich san. Bé phan nay chia lam ba bo phén nho: bép - ché bién, bar - pha ché,
ban - phuc vu.

IL TO CHUC HOAT PONG CUA BO PHAN LE TAN

1. Vai tré, nhiém vu clia bé phan 13 tan khach san

1.1.Vai tro

B6 phén I€ tan 1a bo phan dau tien ti€p xtic véi khach, tao cho khich nhfing
dn tugng ban ddu vé khich san, vé chat lugng phuc vu cia khich san.Tal noi
day khich dén dat budng, ddng ky khach san, trao déi thong tin, thanh todn, tra
budng... Bo phan I tan 1a noi tap trung moi hoat dong cita khach san. Vi vy,
bo phan 1€ tan ¢6 vai trd quan trong trong hoat dong kinh doanh khdch san va
dugc vi nhu “Than kinh trung wong” caa khch san. Vai trd ciia bo phén 1€ tan
duoc the hién qua nhing diém sau:

- Bo phan 1€ tan ¢6 vai tro 13 cdu néj gitta khdch va cdc bo phan dich vu
trong khéch san nhdm cung c4p cdc san pham, dich vu ctia khich san, lam thoa
man nhu cdu cla khach. Trong qud trinh dén ti€p va phuc vu khach, bo phan 18
tan cung cdp thong tin vé cic dich vu cho khdch: dich vu an udng, dich vu hru
tri, dich vu vui choi giat tri va cdc dich vu khdc. Khi khdch cé nhu ciu sir dung
cac dich vu nay, bo phan I€ tan ti€p nhan va chuyén (6i céc bo phan dich vy
trong khdch san. N6i cdch khdc, cic sin pham dich vu cita khich san s& théng
qua bé phan 1€ tan &€ bsn cho khich. Nhu vay, bd phan 1€ tan déng vai o
trung gian quan trong giita khach va khach san.

- Bo phan 1€ tan déng vai tro trung tam, phéi hop hoat déng ciia cac bo
phén trong khich san, giiip céc bo phan hoat dong mér cich c¢6 k& hoach.
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Méi bo phan trong khdch san déu ¢é chic nang, nhiém vu riéng, song muc
dich chung I phuc vu khdch va mang lai loi nhuéan kinh doanh cho khich
san. D& lam duge didu dé, cac bo phan trong khdch san phai cé su phéi hop
chiat ch& v6i nhau theo k& hoach cia khdch san, trong dé bo phan l€ tin
déng vai trod chit dao.

- Bo phan 1€ tan ¢6 vai tré quan trong trong cong viée ban hang, tiép thi
cde sdn phdm ciia khdch san. Bo phan 1€ tan 1a bo mat cia khach san, dugc dai
dién cho khdch san d6n tiép va phuc vu khach, vi vay bo phén 1& tan c6 nhieu
ca hoi dé tuyén truyén, quang cdo va ban cdc san phidm dich vu clia khach san
cho khdch. Vi vai trd d6, ddi héi ngudi nhan vién 1€ tan phai nam ving céc
san phdm clia khdch san va c6 kha nang gi6i thiéu, quang cdo cic san pham dé.

- B6 phan 16 tan la noi tiép nhdn ede yéu cdu cia khdch va gidi quyét moi
thdc mdc, phan nan cia khdch. Khich dén khich san, bd phan dau tién khach
gip 12 bo phan 1€ tan vh trong suét qud trinh luu trd, k€ i khi khdch thanh todn
trd budng, khach déu tiép xdc vdi bo phan 1€ tan nhicu nhat. Cho nén, moi yéu
c4u, moi phan nin cia khéch déu chuyén tSi bo phan 1€ tan. Khdch ¢6 thé phan
nan vé trang thiét bi budng ngl, dé in, 46 udng, thii do phuc vu cia nhan vién,
chdt luong céc dich vu clia khdch san va bo phan 1€ tan phai ¢6 trdch nhi¢m
gidi quyét moi thic mic dd, tao su hai long cho khéch.

- Bo phan 1€ tan dong vai tro quan trong trong viée gitip ban gidm déc dé
ra cdc chién htoe, cde chink sach sdan phdm va thi truong nham ndang cao hiéu
qud kinh doanh ctia khdach san. Bo phan 1€ tan dugc truc G€p 1i€p xic véi khich
nhiéu nhdt cho nén bo phan 1€ tan ndm viing dugc thi hi€u, sd thich va ca tam
Iy cia khich. Vi vay, bo phan 1€ tan ¢6 thé cung ¢dp cho ban gidm ddc nhitng
ngudn thong tin tuong d6i ddy di, chinh xdc vé khach va hanh vi tiéu diing clia
khich. Nhiing thong tin nay rat hitu ich cho ban gidm déc khéch san dé ra cic
chién luoc va cic chinh sdch kinh doanh cho phu hgp.

Bo phdn 1€ tan déng vai tro dai dién cho khdch san trong cong viéc md
rong cde moi lién hé, lien doanh, lién két trong cong tac thu har khdch cho
khdacl san.

1.2. Nhiém vu

- Pén tiép khach.

- Gidi thiéu, bdn cdc san phdm dich vu cia khdch san.

- Nhan dat buéng va bo trf budng cho khéch.
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- Lam cdc thi tuc dang ky khéch san cho khach.
- Theo ddi cap nhat tinh trang budng.
- Cung cdp thong tin cho khach.
_ Nhan chuyén giao thu tir, dién tin, fax, E.mail.
- Thue hién moi thong tin dién thoai. -
- Ti€p nhan va gidi quyét phan nan cua khéch. :

- Hop téc chat ché véi cdc bo phéan khac dé d4p tng moi yéu cdu cua khach
trong thoi gian luu tra.

- Theo ddi, cap nhat va 1éng hop cac chi phi cua khach.

- Thanh toan va tién khach.

- Tham gia vao cong tdc quang cdo va tiép thi ctia khach san.

2. B& tri khu vuc lam viéc cia bd phan Ié tan

2.1. Vi tri

Bo phan 1€ tan dugc bo tri ¢ 16i gén clra ra vao ctia khich san va ¢ tang dudi
ciing (néu khdch san nhiéu tang). Tang dudi cung ctia khdch san (tang trét)
thudng dugc danh phén 16n lam noi don tiép, phin con lai la van phong lam
viéc, nha hang an danh cho khach vang lai...

Hinh 1.1. Vi tri ciia quady lé tdn

Yéu cau sanh khach san:

- Phai duoc coi nhu bo mat ciia khdch san va c6 khung canh dep mit tao
dugc cam gidc dé chiu, thoai mdi ngay tir phuit d4u khach dén khéach san.

- Tao diéu kién cho 1& tan quan sat dugc luong khéch ra vao khach san.

- Sanh khach san phai ¢6 ddy du tién nghi phuc vu khach va thuén tién cho
khach 1am thu tuc nhan, tra buong khach san.
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2.2. Dién tich

Dién tich cta khu vue sanh tuy thude vao dién tich, vdo quy mé cia khich
san. Tuy nhién, khu vire sanh can dugc phan chia dién tich cho céc budng, cic
gian hang dich vu, khodng khong d€ khach ngdi va di lai... theo ty 1¢ nhat dinh
nham lam cho khu vuc nay thodng rong. Khong gian dai sanh, noi dar ban ghe
cho khdch ngéi doi, ngdi choi va di lai, duge b6 tri vé6i dign tich bing t6ng s6
giuong khich san nhan véi 0,3 - 0.6m (d6i véi khich san quoc t€ thi nhan véi
0,6 - 0.9m). Khu vic qudy 1€ tan, chi din, phong hanh Iy thudng c6 dién tich
nho hon. Céc khu viee cung cdp dich vu b sung; phdng cat tée, quay buu
chinh, ddi tién, quay luu niém... b tri phin bao quanh, sat tudng va khéng qud
I/4 dién tich chung danh cho khu vuc dén tiép. Khu vé sinh nam, nit dd cho
mot doan khdch trén duéi 10 ngudi cing sir dung riéng biét.,

Cdc khu dich vy & khu vue sanh da dang va phu thudc vao quy mo ciia g
khéch san. O khdch san quy mo nhé, khu vuc 18 tan cé khu vie dén ti€p giao dich
tai quy I€ tan thuc hién cong viéc dén tiep, thong tin lién lac, giao dich thuong
mai va khu vui choi gidi tr. & khach sant quy md i6n, khu vue 1€ tan 6 khu vuc
don ti€p va cung cap thong tin, trung tam dich vu nhu thuong mai (mua vé, déi
tién, bach hos fuu ni€ém), dich vu thong tin lien lac (dién thoai, thu dién tir, fax,
internet), dich vu van phong (ddnh mdy, photo, thu ky, phién dich), dich vu an
udng, vui chot gidi ti, y &, thé thao, tham my, dich vu lim phong phi thém
chuyén di (thué xe, thué huémg dan vién du lich, tr van du lich). Khn vire 1€ tan o
cdc khdch san thudng bao gom qudy 18 tan va khu dai sanh.

2.3. Trang thiét bj

* Quay I¢ tin

Qudy 1€ tan 1A ndi tiép xdc hang ngay cla bo phan 1 tan véi khich dén
khdch san, khich dang & va khéch roi khich san . Quay 1€ tan thiét k& thim mi,
hién dai c6 chiéu dai tuy theo quy mo cua khdch san.

Chiéu rong mat qudy cé thé: phia trén 0,6m

phia duéi 0,9m

Chiéu cao clia qudy ¢6 thé: 1.15m

Trén mét qudy dat 1 hoac 2 may dién thoai, lo hoa nhé, bién nho ghi chic
danh nhan vién vi gia x€p cdc tap gap, card ciia khich san.

Trong quay thudng ¢6 gid thé hi¢n tinh trang budng, 13 gid c6 nhidu 6 ngin
tuong xing véi cdc budng trong khéch san dé dung céc thé mau/ tam trugt kep
thé dang ky khich san, thy, phi€u nhin tin. Hop nay cung cdp thong tin vé
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khach, diac diém budng, tinh trang buéng trong khach san. C6 khéch san vén dé
th 16n ¢6 nhiéu 6 ngan dé chia khod budng clia khach.

O cdc khdch san 16n cdc th treo chia khod nay dugc thay thé bang mot thiét
bi diéu hanh dién tlr, méi 6 déu c6 tin hiéu mau dé thong bio céc bién dong vé
tinh hinh sir dung buéng trong tliing gid, nhdm gidp ti€p vién diéu phoi budng
cho khiach méi dén duge chinh xdc. Cac khach san 16n hién dai moi thong tin
vé budng va khdch dugc luu trit trong may vi tinh.

Trén tudng phia trong qudy c6 thé gan nhiéu dong hé chi gio theo mot s6 dia
danh chinh trén thé giGi (New York, London, Paris, Beijing, Tokyo, Hanoi...)

Hinh 1.2. Pai sanh cua khdch san

* Pai sanh

Pai sanh 12 mot phan dién tich nim trong khu vuc dén ti€p. Dai sanh c6
diéu hoa hai chiéu dé khich cam thdy dé chiu ngay khi mé&i thoat budc chan
vao khdch san mia he cling nhu mua dong. Cira ra vao dai sanh c6 thé lap hé¢
thong tu dong hodc khong tu dong md, canh cilra bang kinh ddy, rong dé khach
ng6i trong dai sanh vin c6 thé ngdm nhin ra bén ngoai.
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Thiét k& noi dai sanh can long lay, th&m mi cao, thi€t bi hién dai, sang
trong. Quang canh dai sanh phai thiét k& dep mat: ¢6 chau hoa, cay canh, c6
ban gh¢ dep, lich su danh cho khich ng6i chd' 1am thi tuc dén hay di. Trong
khu vye dai sanh phai luon luén 6 binh cu hoa dé dé phong chdy nd.

Dai sanh c¢6 qudy bar ban cic dé udéng phuc vu khéch.

Hinh 1.3. Cdch bai tri trong khu vue dai sanh
* Trang thiét bi va cdc mdu biéu s6 sach tai bo phdn Ié tan
- Cdc gia dung
+ Gia dung ho so ddt buéng
Gid dung hé so dat buéng duge bo phan dat budng sir dung dé dung céc

phi€u dat budng cho tuong lai va cdc phicu dat buéng clia khich du dinh dén
trong ngay.

Gid dung ho so dit buong cho tuong lai: Céc tam trugt trén gid dugc sip
x€p dva vao ngdy dén ciia khdch. Tén khach va tén doin khach dugc xép theo
thit ty van chit cdi d€ tién cho viéc tra citiu khi cn thiét.

Gid dung ho so dat buéng ctia khéch du dinh dén trong ngay: Gid dugc
chuyén cho nhan vién tiép tan vao ddu ca sdng d€ chudn bi hé so ding ky
khach cho khach.

O cic khéch san lon, ngoai cic gid dung hé so dit budng, moi thong tin vé
khdch dat buéng duoc luu lai trong mdy vi tinh.

+ Gid dung chia khod, nhédn tin va thi tiy

Gid gom mot day cdc ngan danh s theo thi tu s6 buong trong khich san.
Gid dung d€ dung chia khod budng, tin nhn va thu tir ctia khach.
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+ Gid dimg thu tir, nhdn tin ciia khdch sau khi da lam thii tuc thanh todn
Ird budng

Mot s6 khdch da tra budng rdi khich san, nhung khich san vén nhan duoc
thu tr, tin nhin giti t6i cho khdch. Nhan vién 1& tan s& luu chiing trén gid nay
hodc giti chiing theo dia chi m&i ma khach dé lai cho khdch san.

+ Khay dung hod don, chitng tir glao dich tai chinh cita khdch

e nhitng khdch san nhé vi vira, cic hod don, chiing tir ciia khich duogce x€p
theo thit ty van chit cdi hodc s6 budng va dugce luu giit tai mot khay tai qudy 1é
tén trong sudt thdi gian khdch L trd tat khach san. Cac hoa don chimg tir nay
chi dugc 14y ra d€ cap nhat cic chi phi cia khéch vao tii khodn. Nhan vién 1ép
tan va thu ngan déu c6 thé sir dung hoa don, chimg tir luu trong khay nay.

O nhitng khéch san 16n chi sit dung hinh thitc ny d€ luu gitr cic hod don
ching tir vé chi phi clia khach. Moi chi phi cia kKhdch déu dugc cap nhat vao
cac tai khoan cta khach trong mdy vi tnh.

+ Gid dung cdc loai 56 sich, biéu méu

Gid dung cdc 8 séch, biéu miu 1a ngan ti 16n duoc chia thanh nhiéu ngin
nho ding dé dung céc s6 sdch, bidu miu phyc vu cho viée giao dich hang ngay
vGi khéch.

+ Gid dung théng tin

Gié dung thong tin vé khéch cung cdp cho ta ban danh sdch khich dang luu
tri tai khdch san theo thit tw vin chit c4i va 56 budng ctia khéch.

- Cdc thiét bi, dung cy tai bo phdn Ié tin

+ Mdy vi tinh

May vi tinh dugc sit dung d€ thue hien mot s6 cong viéc nhur sau;

Theo ddi, t6ng hop cac chi phi chia khich.

In cdc hod don thanh todn vA c4p nhat cic phi€u thanh toan dich vu cha khich.

Dua ra cdc ban quyet todn chung vé ti khodn ciia khach,

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

Soan thao van ban.

Két n6i véi téng dai dién thoai dé theo dsi cic cudc goi.

Kiém tra cdc chi phi giao dich,

Cung cip moi théng tin theo yéu clu mot cich chinh xic.
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+ Mdy xdc dinh thoi gian

Mdy xdc dinh thoi gian duge sit dung dé dong ddu thi gian Ién thr duoc
chuyén dén va giri di, nhén tin, phiéu ding ky khdch san, hanh 1y...

+ May cai dar bdo thire

M4y cai dit bao thifc 1a mot loai déng hé ¢ chudng bao thic duge sit dung
trong viéc cai dit theo yéu ciu cua khach.

+ Mdy gdn xi niém phong va dap tem lén phong bi

M4dy gin xi niém phong dugc st dung dé dap tem Ién thu tir buu phdm cin
gui di.

+ Mdy thanh todan the tin dung

Mdy thanh todn thé tin dung dugc st dung dé thanh todn thé tin dung cho
khach.

+ Mdy dém fién, soi kiém tra tién

Mdy dém tién, soi kiém tra tién dugc si dung cho viéc d€m tién va kiém tra
tién that, gia khi thanh toin cho khdch bing tién mat.

+ Mdy tinh cd nhan

M4y tinh cd nhan dugc sir dung trong céc cong viéc tinh todn cia khich va
nhén vién 1€ tan.

+ Thiét bi dién thoai

Thiét bi tinh tién cdc cudc goi: Thiét bi ndy cung cdp cho nhan vién téng
dai bing ghi chép cdc cudc goi nodi hat, ngoai tinh va qudc €, 1am co s¢ dé
thanh todn cude phi dién thoai véi timg khdch sir dung dich vu dién thoai cia
khach san.

Hé théng mdy vi tinh cua bd phan 1é tan & moét s6 khach san duge n6i mang
vGi bd phan tong dai, moi chi phi vé cdc cudc goi duge chuyén truc ti€p vao cdc
tai khoan cua khach san.

+ Kér an toan

Két an toan tai qudy 1€ tan 12 mot th sit 1dn duge chia thanh nhiéu ngan
nh6 di rong d€ cat gifr tii san, tur trang, tién bac clia khdch.

Két an toan cd nhan trong budng ctia khdch rat tién lgi va an toan ddi véi
viéc cat giif tai san ¢4 nhan. Loai két nay duge sir dung phd biéh tai cdc khich
san hién dai. '

Phong bao tii san 13 hinh thitc c4t giir tai san, tu trang quy cho khach duge
st dung O cdc khach san nho.
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+ May kiém tra an nink
Man hinh camera kiém tra an ninh khéch san duge b6 trf & V1 tri trung tam
cta khich san giiip cho nhan vién 1 tan va nhan vién bdo vé cha khéch san
theo d6i ddm bdo an toan, an ninh cia khéch va khich san.
+ Mdy Fax
Midy fax tai b6 phan 1é tan dugc sir dung dé nhan fax giri dén (fax dat
bubng, fax giao dich ctia khich va cic phong ban) va chuyén fax di.
+ Mdy Photocopy
My photocopy str dung cho vigc thuc hién cdc hoat dong ciia bo phan 1€ tan.
+ Cdc logi van phong phdm
- Cdc loai 56 va 1o roi tai bo phan I¢ tin
+ Cdc logi 50 6 khdch san nhé va vita
S6 nhan dat buéng
S6 dang ky khach san
S cdi k& todn 1é tan
S6 giao ca
S6 phan ca
S6 luu hé so khach
S6 giao nhan chia khod
S6 ghi chép tham khach
S6 ghi nhan Fax giri dén
S6 chuyén Fax
S6 ghi chép cdc cuoc dien thoai ngoai tinh va qudc t&
86 giii va nhan buu phim
O cic khdch san i6n, cic loai s6 nay dugc quan 1y trén mdy vi tinh.
+ Cdc loai 1 roi
S0 d6 budng
So d6 dat budng
Biéu d6 dat budng
Phi€u dang ky khich san
Phi€u dat buéng
Phi€u an sdng
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Phi€u nhan tin
Cic loai phi€u vé cac dich vu khéc
3. T6 chiic lao ddng chGa bd phan 13 tan khach san
3.1. Co cdu t6 chitc ctia bo phan 1€ tan
* D6i voi khdch san quy mo nhé
Co ciu 16 chiic ciia bd phan 1 tan trong khéch san nhd rat don gidn gém 8
trudng 1€ tan va ¢6 ba hodc bdn nhan vién 1€ tan. T6 trudng 1& tan chiu trich nhiém
truGe ban gidm ddc vé toan bo hoat dong cha bo phan 1€ tan, déng thdi giam sét
quan 19, phan cong cong viéc cho cdc nhan vién 18 tan. Khoi lugng cong viéc trong
khach san nho thudng khong nhiéu cho nén s6 tugng nhan vién trong bo phan 16
tan ¢6 han che. M&i nhan vién trong bo phan 1€ tan ¢6 thé ddm nhiém nhiéu nhiém
vy, Vi vay trong mot ca 1am viéc chi 6 mot hodc hai nhan vién dam nhiém céc
cong viéc trong ca. Ching han & cdce khich san nho, nhan vién bio vé ¢6 thé dam
nhiém cong viéc cia nhan vien bao vé 6 16 san bii, nhan vién truc ¢lta, nhan vién
khuan véc hinh Iy cho khdch. Nhén vién 1€ tan c6 thé thuc hién cdc nhié¢m vu: tiép
tan, dat budng, thu ngan va cdc cong viéc khic c6 lién quan.
So d6 1.4, Co cdu t6 chite ciia by phan Ié tan (khdch san quy mé nhé)

Quan ly 1é tan

v
v Y

Nhan vién 1é tan Nhan vién bao vé

* Doi vai khdch san quy mé vira

Co cdu 16 chic cia bo phan 18 tan trong khich san qui mé vira tuong déi
don gidn. B9 phan 1€ tan do mét gidm déc diéu hanh, médi ca lam viéc cé
mot s6 nhan vién dam nhiém moi cong viéc trong ca. Gidm ddc 1& tan chiu
trach nhiém nam tinh hinh chung, tryc ti€p gidi quyét moi van dé phat sinh
trong ca va bdo cdo v&i gidm doc khich san hang ngay. Cong viéc duoc
phén thanh hai nhém chuyén trdch.

- Nhém concierge (dai sanh) gém nhéan vién bao vé, nhan vién gic cira,
nhan vién van chuyén hanh 1y,
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- Nhoém 1€ tan dam nhiém viéc dén khach va lam thi tuc diang ky khich
san, nhan vién dar buong nhan dit budng cho khdch, nhan vién thu ngan lam

thit tuc thanh todn trd budng cho khéch va nhan vién phuc trdach dién thoai.

S0 d0 1.5. Co cdu té chic ctia bo phdn I tin (khdch san quy mé vira)

'/x

GIAM POC LE TAN

GIAM SAT VIEN
CONCIERGE

v

v
v

v

GIAM SAT LE TAN

]

v

v

v

v

Nhin
vién
bao ve

Nhin
vién
gdc
cira

Nhan
vién van
chuyén
hanh Iy

Nhin
vién
quan hé
khdch
hang

Nhan
vién
nhan dat
buéng

Nhin
vién 1&
tdn

Nhén
vién thu
ngan lé

tan

Nhan
vién
dién
thoai

* Bo6i vdi khach san quy mo lon

Co cdu 16 chitc chia bo phan 18 tan trong khdch san qui mé I6n rat phic tap
va méi nhan vién 1& tan chi dam nhi¢m mot mang cong viéc, dugc chuyén moén
hod. Do s6 lugng budng nhiéu va s& lugng khach dong cho nén khéi luong
cdng viéc trong cac khach san 16n rdt nhiédu.

Co cdu t6 chitc clia bo phan 1& tan trong cdc khach san Ién khong hoan toin
gidng nhau, song v& co ban thudng c6 7 bo phan nho:
Bo phan 1€ tan

B phan dat budng

B& phan thu ngan 1€ tan
Dich vu thu k¥ vin phong

B0 phén concierge (hé trg don tigp)

B¢ phéan quan hé khdch hang

B6 phén tong dai

21




Cac b phan nho nay hoat dong dusi sy chi dao cla gidam ddc 1€ tan, trg ly
gidm d6c I€ tan va cdc gidm sdt vien cia timg bo phan, timg ca lam vi¢c. Ching
han & mot s& khéch san, trong mot ca lam viéc ¢6 khoang 15 nhan vién chia
déu cho cdc bo phan nho, mot trg ly gidm ddc chiu trdch nhiém chung va mat

s6 gidm sdt vién.

S0 do 1.6. Co cdu t6 chitc cila bo phén I8 tdn (khdch san quy mo lon)

Quan 1y 1€ tan

v

v

v

v
'

v

v

o

Giam sat | | Gidm sdt | | G.sdt BP | | Gidm st G. sit G. st BP Giam sat
BP dat bd phin thu ngan { | BP tdng dich vu quan hé b0 phan
budng 1€ tan 18 tan dai thu ky khiach concier-

V.P hang -ge
Nhin Nhan Nhin Nhan Nhan Nhan Nhan
vién vién vién vién vién vién vién

3.2. Chitc nang, nhiém vu cia tung chitc danh trong bo phan 1€ tan
trong khach san I6n

* Gidm déc 1é tdn

Gidm d6c I€ tan 1a ngudi chiu trach nhigm truéc tdng gidm déc khéch san
vé toan bd hoat dong cia bod phan € tan, dam bdo cung cdp dich vu véi chat
lugng 16t, nang cao t6i da ty 1é cho thué va doanh thu budng. Nhiém vu cu thé:

- Tham gia vio viéc tuyén chon cic nhan vién trong bo phan 1€ tan.

- Dao tao, bét dudng vA dio tao fai cdc nhan vién trong bd phan 1€ tan.

- Sap xép lich lam viéc cho cdc nhan vién.

- Gidm sdt cong viéc trong cic ca.

- Dédnh gid két qua cong viéc cia timg c4 nhan vi timg bd phan nhd trong
b0 phan 1€ tan.
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- Chit tri cde cude hop giao ca trong bd phan Ié tan va Kip thoi chan chinh
Mot ton fai clia ca trude nhim rit kink nghiém cho ca sau.

- Gidm sét chat chg moi thong tin vé khach doan, khach quan trong, tinh
trang budng, gidi han ng clia khdch. ..

- Tham gia vao viée dén ti€p khdch doan, khich quan trong.

- Phéi hop véi céc bo phan khic trong hoat dong kinh doanh, kip thdi nidm
bat moi thong tin ciia khach san.

- Gidi quyét nhitng phan nan, ric 16 cling nhu nhitng nhu ciu dac biét
cia khéich.

- Chiu trdch nhiém thyc hién diing cdc quy dinh coa khach san va cdc van
ban phdp luat hién hanh lién quan dén cdc cong viéc cia bo phéan 1€ tan.

- Dam bdo tuan thi chinh sdch vé séc. tidn mat va thé tin dung, kiém tra kér
an toan, xdc nhan ngan quy va nép tién cudi ca,

% Tro Iy gidgm doc

Tro ly gidm déc 1€ tan 1a nguoi trg gitip gidam doc I8 tan chi dao va gidm sdt
hoat dong trong ca clia bo phan 1€ tan, thyc hien moi nhiém vu gidm déc 1& tan
giao cho. Nhiém vu cy thé:

- Danh gis két qua hoat dong cia timg ca lam viéc va bdo cdo véi ban
gidm ddc hang ngay.

- Thyc hién 16t cong viec kiém tra vé sinh va cdc d6 dat budng cho tiing
doi tugng khich,

- Phoi hop véi nhan vien 18 tan ¢& gidi quyét moi tinh husng trong ca.

- Thuc hién t6t viec kiém tra vé sinh, an toan khu vuc 18 tan, khu vire
sanh vi khu vuc d6 xe, kip thdi théng bdo moi van dé cip giai quyeét cho
nhan vién 1€ tan va cdc bo phan c6 lien quan,

- Kiém tra v¢ sinh cd nhan v3 kip thoi nhdc nhé nhan vien thue hién
ding quy dinh cia khich san.

- D6n d6c va kiém tra viec ghi chép s6 giao ca hang ngay.

- Chiu trich nhiém phan ca lam viec

- Ti€p d6n va tién khich quan trong.

- Thu xép viéc an & vi phuong tién di lai cho khdch trong trudng hop
khich san hét budng.

- T6 chifc giao ca vi bdo cio gidm d6c céc dién bién timg ca lam viéc.
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* Nhdn vién lé tan

Nhan vién 1€ tan 12 ngudi dai dién cta khéch san, thay mat khéch san dén
ti€p va phuc vy khich trong sudt thot gian luu trd tai khdch san. Vi vay, nhan
vién 1€ tan phdi thyc hién ddy dd nhitng nhiém vu sau:

- Chao dén khach. ]

- Bén ti€p va huéng dan khach 1am thi tuc dang ky khédch san.

- Thuc hién tot cong viéc chudn bi hé so dang ky khach va chudn bi dén khach.

- Xéc dinh tinh trang dat buéng, thai gian lwu trd clia khdch.

- Lam thd tuc dang ky tam tri ddy da, chinh xdc, nhanh chéng.

- B& tri budng cho khach. _

- Xdc dinh gid budng, phuong thiic thanh todn cha khich.

- Nim vimg cdc san phdm cha khich san: vi tri, dic di€ém va gia ca ting
loai budng va cic dich vu khéc.

- Tiép nhan cic yéu ciu ciua khich va thong bao cac bo phin ¢6 lién quan.

- Thue hién cdc dich vu khdc cho khach (nhén tin, nhén thur tir...)

- Phéi hop vdi bo phan budng dé cap nhat tinh trang budng

- Bao quan chia khod budng va két dung tu trang quy.

- Giai quyét cc thic mac phan nan clia kKhach.

- Thuc hién viéc giao dich qua dién thoai.

- Thuc hién giao nhén ca cu thé, chinh xdc, ¢é bién phdap giai quyét kip thoi
nhitng van dé cta ca trudc dé lai.

- Téng két tinh hinh khdch di-dén hang ngay.

- Lap bdo cido thdng ké, ghi chép tinh hinh hoat dong trong ca lam viéc vio
néi dung ban giao ca dé phuc vu khéch lién tuc, cé trach nhiém.

* Nhdn vién thu ngdn Ié tdn

Nhan vién thu ngan 1€ tan 13 ngudi chiu trdch nhiém vé tdt ca nhiing giao
dich tai chinh dién ra tai quiy 1& tan, thuc hién hach todn thu cdc khodn tiéu
ding clta khach va hach todn tra. Nhiém vu cu thé:

- M& hod don khdch hang ngay tlr lic khach dén diang ky khach san.

- Hang ngay, theo d6i va cip nhat cdc chi phi cha khach.

- Trén co s& hod don téng hop tién hanh thanh todn cho khach. Viét gidy
bién nhéan khi khach thanh todn toan bd cic dich vu.
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- Giit cdc khoan ti€n mat trong ngay, cac thé gii do, chuyén khodn do céic
bd phan dich vu chuyén t6i. Dén thoi gian nhat dinh trong ngdy thi chuyén giao
lai cho phong tai vu khach san.

- Nhan tién bac. d6 trang stc khdch gin.

- Thue hién viée déi tién cho khach.

- Thyc hién trude cong viéc chudn bi hd so thanh todn cho khich.

- Luu cdc dit liéu khédch da thanh toan vao hé so luu.

- LAm béo cdo doanh thu ciia tiing ca.

- Két hop v6i bod phan k€ todn va bo phan kinh doanh tiép thi dé doi cic
khoan ng tra cham clia cdc ¢ong ty hodc dai 1y du lich.

* Nhdn vién nhdn ddit buong

Nhan vién nhan dit buong 1a ngudi dai dién cho khidch san dé bdn budng
cho khach. Nhiém vu clia nhén vién dit budng:

- Tiép nhan cdc yéu cAu dat budng va théng tin kip thdi vé budng va cdc
dich vy cia khich san cho cic dai ly du lich, céc trung tam dat budng va cic
hing 1t hanh.

- Lap va bao quan hé so dat budng, sdp x€p thit tu cac hé so cia khdch dua
vao ngay dén va tién khach (theo trinh tr bang chit cdi)

- Chudn bi thu khang dinh dit budng va giit thr khing dinh dat buéng cho
cdc cong ty va dai 1y du lich va hing 1t hanh.

- Cap nhat thong tin dit budéng dé quan 1y va ndm vimg tinh hinh dat buéng.

- Thuc hién viéc huy dit budng, sira déi dat budng va kip thoi chuyén céc
thong tin v€ tinh trang dat budng cho nhén vién ti€p tan.

- Theo d&i s& budng tréng trén cd 5§ s6 lugng dat budng dac biét doi voi
khach quan trong.

- Chuan bi danh sich khdch dy dinh dén hang ngay.

- Hé trg cdc cong viéc chudn bi trude hd so dang k¥ khdch.

- K&t hgp vdi phong thi trudng dé kinh doanh dich vu buéng, t6i da hoa
cong sudt sir dung budng.

* Nhdn vién bo phdn quan hé voi khdch hang

Nhién vién bd phan quan hé véi khach hang 1& ngudi thudng xuyén quan hé
vdi khich, chiu trich nhiém cung cdp thong tin, chi dan gidp d& khich thyc
hién yéu ciu vé cdc dich vu. La ngudi diéu khién nhém cdc nhan vién dai sanh
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vd bao quat tinh hinh trat ty noi dai sanh. Nhiém vu cu thé ctia nhan vién quan
he vdi khdch hang gém:

- Két hop véi nhan vién tiép tan dén ti€p khéch t6i khach san.

- Chudn bi trude hé so dang ky khdch san cho khich theo doin va khach.
quan trong trong khach san.

- Kiém tra buéng danh cho khdch quan trong.

- T6 chitc cdc chuyén tham quan cho khach khi khach yéu cdu.

- Dit budng cho khéach khi khach di dia phuong khdc, dat ban an & cdc nha
hang, thue xe, dat vé xem ca nhac, thé thao. .. cho khdch.

- Dt vé mdy bay vi khing dinh vé mdy bay cho khach.

- K&t hop v6i nhan vién hing khong nhan lai hinh 1y that lac cia khdch

- Cung ¢4p moi thong tin theo yéu cdu ciia khach.

- Gitip khdch giri thy, buu phdm, fax, nhén tin, mua bio, tap chi nuéc ngoai.

- Két hgp véi nhan vién tiép tan giai quyét cdc phan nin ciia khich.

- Quan tdm chdm séc khich, tham khao y ki€n clia khdch vé dich vu caa
khéch san.

- Chuyén qua sinh nhat ciia khéch san cho khéch.

- Chuan bi thu, nghi 1€ vi c4c didu kien dé dén khach quan trong.

* Nhdn vién tong dai:

Nhan vién t6ng dai 1a ngudi thudng ti€p xtic véi khdch qua dién thoai dé
gi6i thiéu cdc san phdm cua khdch san. Vi vay, nhan vién nay phai ¢6 giong néi
truyén cam, than mat véi khich tao an tugng tot dep cho khach trude khi t6i
khdch san. Nhiém vu clia nhan vien tng dai dién thoai la:

- San sang phuc vu khdch khi cin got dén.

- Bdo thiic khdch theo yéu cdu ciia khdch.

- Tiép nhan dién thoai ben ngoai néi duong day cho khéch.

- Gidip khdch thyc hién cdc cuoc dién thoai khi goi ra ngoai.

- Ghi tin nhin cho khach khi khéch di vang.

- Nhan, chuyén thu tir, bru phim cho khéch.

- Theo dbi cdc cudc dién thoai clia khdch va ghi chép vao sé dé lam hod
don dién thoai cho khich.

- Cung cdp cdc thong tin khdch yéu cdu va biét cich xir ly khi ¢6 tinh
huong khan cap.
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* Nhdn vién kiém todn dém

Nhan vién kiém todn dém la nguot lam nhi¢m vu kiém tra chinh xdc viec
cap nhat, ghi chép cdc giao dich tai chinh va lam bdo cdo tong ket tai chinh
trong ngay. Nhan vién kiém todn ban dém cé thé 13 nhan vién ctia bd phin k&

todn hodc 1a nhan vién thu ngan trong bo phan 12 tan. Coéng viéc cua nhan vién
nay la 1am vigc vao ca dém, cu thé I

- Ki€m tra cdc khoan thu trong ngdy, xem lai viéc nhap s6 sdch v s theo
ddi tién khdch trd do 1€ tan céc ca ban ngly da lim.

- Kiém tra kha nang chi tiéu trong tai khoan ciia khdch du lich.

- Tinh thu¢ cdc khoan chi phf ciia khdch.

- Xem lai cdc thé thanh todn tin dung.

- Can d6i s6 sdch vé cdc khodn thu tir cic dich vu khac ngoai tién budng
v bdo cdo ciia bo phan thu ngan.

- Céan d6i véi s6 cdi ke todn.

- Tong k&t hoat dong vé tai chinh clia khich san va lap bdo cio.

- Theo ddi doanh thu budng, céng sust sir dung budng va cdc 6 liéu théng
ke khdc.

- Chuan bi cdc tai liéu cin thiét d€ bdo cdo véi k€ todn.

- Chudn bj trudc hé so thanh todn cho ca séng hom sau.

- Lam thi tyc dang ky khdch san cho khdch dén muén va khich trd
budéng muon.

Ngoai nhitng céng viéc (rén, nhan vién kiém todn ban dém con phu trdch
viec kié€m tra lai viée cai dat bdo thic, tra 1di cdc cugc dién thoai goi dén.

* Nhom nhdn vién concierge (hé tro dén tiép)

- Nhan vién san bii

Nhan vien san bai 12 ngudi diéu phoi chd dé xe, dam bao an toan, thuan

tién o khu vuc ngoai vi khdch san, chio dén khich theo dung nghi thifc va
hudng dan khach vao khdch san.

- Nhin vién gdc cira

Nhén vién bdo v¢ cira 12 ngudi thudng xuyén tic truc noi cira chinh clia
khdch san dé doén, tién va gitip d& khach khi i va rdi khoi khdch san. Nhiém
vu cu the cla nhan vién gac cira:

+ Do6n khdch vao khich san.
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+ Mé& cira giiip khach.

+ Mang hanh 1y gitip khéach.

+ Dam bdo an ninh cta kKhich san. :

+ Nhiét tinh gitip d& khédch va cic déng nghiép.

+ Chao tam biét, chic khéch lén dudng may mén khi khdch rdi khiach san.

- Nhan vién van chuyén hanh Iy

Nhan vién van chuyén hanh 1y 13 ngudi ludn tiic tryc & gan qudy 18 tan dé
chiu trdch nhiém van chuyén hanh Iy cho khdch va ddn khédch khi vio v ra
khoi khich san. Nhiém vu cy thé:

+ Mang hanh Iy cho khdch khi khach méi dén va din khach t6i quiy dén
tiep (lam thit tuc nhan budng).

+ Chuyén hanh 1y va cling véi nhan vién quan hé véi khach hang din khich
lén budng.

+ Gidi thigu cdc dich vu cho khdch.

+ Chuyén thu tit buru phdm, nhin tin cho khich vi cc phong ban.

+ Tim khdch & nhitng khu vuc cong cong trong khach san khi cdn thiét.

+ Trg gidp khich 1am thi tuc gii hoac ldy hanh 1y, déng thoi huéng dan
khich sit dung thang mdy va cic tién nghi trong budng khich.

+ Chuyén hanh iy ra xe cho khéch khi khéch roi khach san.

4. M3i quan h¢ cda bd phan I& tan véi cac bd phén trong khach san

Mbi bo phan, méi phong ban trong khich san ¢6 chifc ning, nhiém vy
rieng, song muc dich chung 1 déu phuc vu t6i da cde nhu ciu cita khdch nhim
mang lai doanh thu cho khach san. Chinh vi vay, doi hdi cdc khéi, cdc bo phén
va cdc phong ban phai lién hé chit ché véi nhau nhu mot mat xich khong thé
tach roi. Sy thdt bai hay su thanh cong clia hoat dong kinh doanh khéich san
phu thuéc vao sy phéi hop chiir ché, nhip nhang trong hoat dong cia cdc khdi,
cac bo phan va cic phong ban. Thanh cong ciia mot bo phan 13 sy thanh cong
chung ciia ¢d khich san.

4.1. Moi quan hé giira bé phan 1é tan voi bo phan buéng

Bo phan budng vi bo phan 1& tan 13 hai b6 phan phuc vu trong khéi luu
trii. BE hoat dong kinh doanh Iwu trd c6 hi¢u qua cao thi hai bd phan nay
phai phéi hop chat ¢hé véi nhau trong viéc chudn bi buéng ban cho khich.
Hang ngay bo phan 1€ tan phai thong bdo cho bd phén budng vé tinh hinh

28



budng khidch chudn bi dé€n, budng khich chudn bi rdi khach san dé bo phan
budng chi déng trong viéc 1am vé sinh budng. Bo phan budng phai thong
bdo cho bé phan 1€ tan vé tinh trang buéng va khach dé bo phan 1€ tan kip
thoi xir 1y cdc van dé phat sinh va phan buéng hop 1y cho khich. Méi quan
hé nhip nhang d6 s& gép phan tdi da hod cong sudt budng va tao duge an
tugng tot cho khdch luu tri. _

4.2. Méi quan hé cia bo phan 1é tan v6i bo phan an udng

Bo phan I& tan cé m&i quan hé mat thi€t v&i bo phan an udng nhim dép ing
day di nhu cdu vé an uéng cha khéich. Bo phan &n udng phai thong bdo cho bo
phan I€ tan vé thuc don an hang ngay. Khi khach c¢6 yéu cau dit an tai khach
san, nhan vién 1€ tan tiép nhan yéu cdu chia khach va chuyén cdc yéu cdu cla
khdch t6i bo phan #n uéng. Hang ngiy, bo phan an udng phai chuyén céc hod
don, chimg tir, phi€u ky ng hoiic nhiing khoén tién thu duge tir khich cho bo
phan 1& tan. BO phéan 1& tan s& cap nhét cdc khoan thanh todn dé cuia khach vao
hé so thanh todn cho khach.

4.3. Moi quan hé cua bo phén 1€ tan v6i bo phan ban hang va tiép thi

Nhiém vu ciia bo phan bdn hang va ti€p thi 1a quang cdo, gidi thiéu cac
san pham dich vu ctia khdch san va t8 chitc hoi nghi, cung cdp dich vu an
udng cho khich. Do dé bo phan nay s& phéi hgp véi bo phan 1€ tan dé gidi
thiéu, quang cdo va ban cdc san phdm cua khach san cho khéch trong sudt
qué trinh dat buéng va luu tri tai khich san.

4.4. M6i quan hé ciia bo phan 1€ tan véi bo phan k§ thuat bao duong

Bo phan 1€ tan va bo phan k¥ thuat bao dudng cé mdi quan hé mat thiét véi
nhau nhim muc dich ddm bdo céc trang thiét bi trong budng cia khich luén
hoat dong ¢6 hiéu qua. Bo phan 1€ tan ¢é trach nhiém thong bido cho bé phan
k¥ thuat bio dudng vé cdc trang thiét bi trong budng clia khdch bi hong dé sira
chita kip thdt. Dong thoi bo phan k¥ thuit bao dudng phai théng bao cho b
phan 18 tan vé miic do hong chia cdc trang thiét bi d€ bo phan 1& tan thong bio
vdi khdch hodc chuyén budng cho Khéch.

4.5. Moi quan hé ctia b phan 1é tan véi cac bo phan dich vu bd sung

Bo phan 1€ tan gidi thiéu va ti€p nhan cdc yéu cdu cla khach vé cac dich vu
trong khéach san va chuyén téi cdc bo phan dich vu ¢é lien quan. Nhd sy gidi
thiéu d6 ma doanh thu cba cdc bd phan dich vu va vui choi giai tri trong khich
san khong ngung tang lén.

29



4.6. MGi quan hé ctia bo phan 1é tan vei bo phén ké toan

Hang ngay cic khoan thanh todn hod don ciia khach phdi dugc bo phan 1&
tan kiém ké can than va bin glao lai cho bo phan k€ todn. Bo phan ké todn s&
can clt vao nhitng hod don thu duge tir bo phan 1& tan dé lap bdo cdo doanh thu
cua khich san.

4.7. Moi quan h¢ ciia bo phan 18 tan véi bo phan an ninh

Cong tdc an ninh v an toan trong khdch san 14 mot nhigm vu vo cling quan
trong va cdn thié€t dai véi toan the ban gidm ddc, cdc nhan vién khdch san néi
chung va bo phan an ninh néi rieng. Bo phan 1€ tan 13 bo phan thudng xuyén
tiep xiic vdi khach, quan sat dong khdch ra vao khdch san cho nén sé gidp cho
bé phin an ninh hoan thanh t6t nhiém vu nay.

4.8. Moi quan hé ciia bo phan 1 tan vdi bé phan nhan sy

Bo phan qudn 1y nhan sy chiju trach nhiém gidp cdc bd phan khic trong
khdch san tuyén dung va bé nhiém nhan vién, 1ap k& hoach dao tao va dao tao
lai nhan vieén cho cdc bo phan. Bo phan nhan s ¢6 mdi quan hé mat thiét véi
bd phan 1€ tan, gitip bo phan 1& tan tuyén dung, b6 nhiém cic nhan vién.

IIL. NHONG YEU CAU CO BAN DO VO1 NHAN VIEN LE TAN

1. Yéu cau d6i véi nhan vién 18 tan

L.1. Yéu cau vé hinh thic thé chat

Hinh théc cla nhan vién [& tan 13 mot yéu 6 quan trong trong viéc giao
dich v6i khich, b&i vi nhan vien 1& tan 1a nguol thudng xuyén ti€p xdc véi
khich nhiéu nhat. Bén canh d6, cong viec clia nhan vién 1 tan kha vat va, hang
ngay phai hoat dong di diing nhidu, phai i&p xdc véi nhiéu déi tuong khdch,
giat quyét nhiéu tinh hudng phan pan ciia khich... Chinh vi vy, nhan vién 1&
tan phai dép ting day di cdc yéu ciu vé hinh thic vA thé chat, cu thé:

- Hinh thitc ua nhin, ¢é duyeén.

- Ngoai hinh can déi, khong c6 dj tat, di hinh, khong mac bénh truyén nhiém.

- C6 stc khoé tot.

- Tré trung, téc phong nhanh nhen,

- C6 phong cich giao tiép tét.

1.2. Trinh d¢6 nghiép vu va kién thirc

- Buge dao tao vé nghiép vu 1€ tan khdch san, c6 van bang chitng chi vé
nghi¢p vu 1€ tan khdch san.

30



- Tinh thong nghiép vy, biét viéc, thao viec.

- Tiép khdch va gidi quyét nhanh gon, hop ly céc yéu cdu caa khich.

- C6 kha nang giao ti€p v6i khdch va c6 k§ nang bdn cée sin phdm dich vy
cha khich san.

- Nim vilg nhiing quy dinh, nhitng vin ban phdp quy clia nganh du lich va
¢ac co quan quan 1y lién quan dén khéch va khéch san.

- Nim vimg noi quy, quy ché& quan 1y khdch cta khéch san, ndi qui cua
ngudi lao ddng trong khéch san, trong bé phan 1 tan. Ddng thdi, nhan vien 18
tan phdi nim vitng muc tiéu, phuong huréng kinh doanh, kha nang cung cip cic
dich vu clia khich san.

- C6 ki€n thifc co ban vé ké todn, thanh todn, théng ke, ti€p thi va hanh
chinh, van phong.

- Nam duge mot s6 quy tac vé ngoai giao, 1& nghi, phong tuc tap qudn, tAm
Iy khdch cha mot s6 qudc gia (thi trudng chinh cha khdch san).

- Bi€t 6 danh thing, diém du lich cla dia phuong, cdc dich vu phuc vy
khdch trong va ngoai khéch san.

- €6 kién thitc co ban vé tinh hinh chinh tri, kinh t€, xa hoéi (lich s, van
hod, dia ly...), an ninh, tuyén truyén quang cio.

1.3. Yéu cau vé ngoai ngit - tin hoc

* Yéu cdu vé ngoai ngir

Nhéan vién bo phan 1€ tan phdi biét sir dung tiéng Anh phé thong vi ti€ng
Anh chuyén nganh khdch san va mot s6 ngoai ngit khdc nhur: tiéng Phdp, tiéng
Trung, tiéng Nhat, ti€ng Han ... tuy theo timg khdch san.

* Yéu cdu vé tin hoc: bi&t sit dung vi tinh van phong va vi tinh chuyén
nganh 1€ tan khach san.

1.4. Yéu cau vé dao diic nghé nghiép

- That tha, trung thyc: nhén vién 1€ tan thudng xuyén ti€p xiic véi tién bac,
tr trang quy va hanh ly ctia khdch cho nén pham chat that tha, trung thue cla
mot ngudi nhan vién I€ tan rat quan trong,.

- Nang dong, nhanh nhen, thio vt va linh hoat trong viéc giai quyét moi
tinh hudng,

- C6 kha ning 16 chiic va gidi quyét moi van dé ¢é hiéu qua.

- Cdi mo, hi€u khéch, than 4i, lich sy, t6n trong vA sin sang gitp dd khéch,
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- Nhiét tinh trong cong viéc, nhd tén khéch, biét thuyét phuc khach.

- C6 tinh ddng doi trong cong viéc, luén sdn sang hd trg va gitp d& cdc
nhan vién khdc trong cong viéc. Moi nhan vién trong b phan I tan phai
nhan thiic day dd tim quan trong ctia tinh déng doi trong moi hoat dong clia
bo phan I€ tan vi d6 12 méau chét thanh cong cla bo phan.

2. Nhimg qui dinh lam viéc danh cho bd phian I tan

2.1. Nam viing quyén lgi va nghia vu ena khéach trong thoi gian luu tri

* Quyén loi

- Khdch duge toan quyén sir dung budng da thué.

- Khiach dugc quyén sir dung todn b cdc tién nghi va vat dung thong
thudng cua khich san danh cho khach. -

- Khich ¢6 quyeén dugce bdi thudng trong cdc trudng hop sau:

+ Buong & khong di tiéu chudn x€p hang, khong ding nhu quang céo.

+ Khéch b1 mat tai san, hu héng hanh 1y, tu trang... khi giti tai khdch san.

+ Stic kho¢ giam sit do tién ding cdc dich vy cha khdch san (ngo doc
thitc an...)

- Khich ¢6 quyén dugc chuyén budng khi:

+ Budng dit khong dam bao chét lugng.

+ Khdch dit lai budng khdc ¢6 gid cao hon va chép nhan thanh todn.

- Khéch dugc mang hanh I gon nhe vao buéng.

* Nghia vu:

- Khidch mudn thu¢ buéng phai ¢6 du gidy 1& tuy than hop 1.

- Khach ra ngoai khich san phai giri chia khod tai qudy 18 tan.

- Khong dugce giat 14, phoi quan 4o, ndu 4n trong budng.

- Khong duge ty dong cho thém ngudi vao & trong budng, mudn ti€p ban &
trong budng cia minh phdi bdo truée cho 1€ tan.

- Phai thanh todn song phéng cdc dich vu ma khéch tiéu ding.

- Khich lam hur hong, mat mét tai san clia khdch san phai bdi thudng.

- Khi khdch vi pham noi quy khach san nhiéu lan, khdch khong chiu béi
thudng khach san khi lam hong tai san cha khdch san s& bi truc xuat khoi
khach san.
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2.2. Ném viing cic quy dinh lam viéc ciia bo phan 16 tan

* Quy dinh qudn ly chia khod buéng khdich -

- Sau khi nhan chia khod budng khdch giri, nhan vién 1& tan phai dat ngay
vao tu chia khod.

- Khi khéch nhan lai chia khod buéng, nhan vién I& tan phai xem thé budng
hodc d6i chi€u thong tin clia khdch trén mdy vi tinh, x4c dinh dung khach mdi
gtao chia khod cho khach.

- Né€u khdch dé queén chia khod & trong budng, hoic khach cing budng
mang chia khod di theo thi nhan vién 1& tan phai x4c dinh c4n than, néu nguoi
xin lai chia khoa diing la khéch dang thué budng dé thi méi thoéng bdo cho bd
phén budng md clra budng cho khich.

- Nhan vién khich san khéng dugc lam dung, dap lai chia khoa budng khdch.

- Nhan vién khdch san khong dugc mang chia khod budng ctia khéch ra
ngoai khdch san hoac cho ngudi khdc mugn.

- Timg ca lam vi¢c phai ki€m tra lai chia khod buéng, khong dé that lac.
Néu thdy thi€u thi phai truy tim nguyén nhan va bio ngay cho trudng 1& tan dé
kip thoi xtr Iy.

* Quy dinh phuc vu buu phim

- BO phan 1€ t4n phy tréch cong tac ban tem thu, tem buu phim. Chi phuc
vu mién phi viéc glti thu thong thudng.

- Khi nhan thy tir, bwu phdm cia khéch, nhan vién 1& tan phai ghi vao sé vi
thu phi dich vy theo quy dinh. Sau d6, nhan vién 1& tan giao thu tr, buu phdm
cho nhén vién hanh ly gii.

- Cudi ca, nhan vién 1€ tan phai kiém lai tem v tién mit, bao dam chinh x4c.

* Quy dinh qudn Iy kho hanh Iy

- Trong kho hanh 1y, hanh 1y phdi dugc x€p gon gang, thodng ding.

- Nguti khong ¢6 trach nhigm thi khéng duge vao kho hanh 1y,

- Nhan vién phu trich hanh 1y khong dugc nghi hodc 1am nhimg viéc khong c6
lién quan t6i nhiém vu & trong kho hanh 1. Cam ht thudc trong kho hanh ly.

- Khéng dugc dé nhitng vat phdm khong phai ctia khdch hwu trd & khdch
‘san vao trong kho hanh ly.

- Khong duge ty ¢ chuyén di noi khdc nhitng vat phdm ciia khdch ky giri
trong kho hanh 1y,
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- Cém dé nhing vat dé chdy, d& nd, thyc phdm dé thiu théi nhu hoa qua,
thit cd & trong kho hanh 1y.

- Khi ri kho hanh 1y phai khod cita lai.

- Phai bio quan t6t chia khod kho hanh 1y. Chia kho4 sit dung xong phai dé
vao chd quy dinh.

- Cdc ca lam viéc phéi ban giao hanh Iy trong kho va ky nhan, khong dé
xdy ra nham lin, mat cip.

- Nhén vién hanh 1y phai dugc huin luyén phong chdy, chita chdy. Nguoi
chil quan phai dinh k§ ki€m tra tinh hinh trong kho hanh ly.

* Quy dinh nhdn, chuyén buu kién

- Khi buu dién chuyén t6i khdch san thu tir, sdch bdo, buu kié¢n, nhém phu
trach hanh ly phai phan loai, kip thoi chuyén cho khdch va cdc bo phén trong
khdch san. (B6 vao hom thyr ciia cdc bo phan).

- Kiém nhan Kip thdi vao s6, d6i chiéu thu tir, buu ki¢n do buu dién chuyén
tdi, néu thdy c6 van dé gi lap e lam viéc lai véi buu dién.

- N€u khich khong cé & trong budng thi bao quan thu tir, buu phidm cho
khich. Khi khdch vé, trac lai thur tir, buu phdm cho khédch va yéu cau khich
ky nhén.

- N€u khich da trd budng rdi khich san hoic khong c6 ngudi nhén thi phai
bdo trg Iy gidm doc 1€ tan ky xdc nhan, réi méi chuyén tra buu dien.

- Cudi ca, nhan vién phy trdch hanh 1y phai mang cdc buu kién va wr liéu
trong cac hom thu chua ¢ ngudi nhan chuyén t6i cac bd phén trong khach san.

* Qui dinh vé viéc vin chuyén hanh ly

- Khi ti¢p nhan hanh ly cla khich phii kiém tra xem ¢6 gi hu héng khong
va phai xdc nhén s6 lugng hanh 1y trude mit khach,

- Khi van chuyén hanh 1y phai nhe nhang.

- Phai duing xe hanh 1y dé chuyén chd hanh 1y ciia khéch.

- Phéi x€p hanh 1y 1én xe mot cich gon gang, ngay ngan. N6i chung, nhitng
thtt ran, cng kénh thi xép & dudi, hanh 1§ nhe, nho hodc cé vat quy gi4 thi xép
& bén trén.

- Xe hanh 1y khong chd qua tai.

- Khong duoc d€ hanh 1§ & noi khong ¢6 ngudi trong coi.

- Khong doi tién boa clia khéch.
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- Phuc vy khéch 1€ d9, chat liwgng tot.

- Phdi 1am 5t cong tdc duy tu, béo dudng xe hanh 1y, bao dam c6 thé sit
dung xe hanh 1y mot cach binh thudng.

* Quy dinh lam viéc ciia nhdn vién dién thoai:

- Khi nhén dién thoai, phat néi du y, chinh xdc, rd rang, 1& do.

- Khi chuyén dién thoai phdi nhanh chéng; chinh xdc.

- Phai kip thoi chuyén may CALL cho ngudi cht quan ctia cic bo phan.

- Khi chuyén ti€p dién thoai dudng dii khéng duge dé ngudi yéu ciu
chuyén ti€p chd doi qud lau. Neu khach phai ché thi néi rd nguyén nhan.

- Trong ca truc mdy, nhdn vién dién thoai khong duge bd vi tri lam viéc.,

- Trong gi& lam viéc khong dugc néi to, gay 6n ao phong mady.

- Hang ngay, nhan vién ca dém phéi 1am thong ke cdc bdo biéu.

- Phdi ndm dwoc biéu gid dién thoai quéc t€ va dién thoai trong nuée dé
- khi hé thoéng tu dong tinh cudc phi dién thoai hong thi nhan vién dién thoai
¢ thé vié€t bién lai cudc phi dién thoai. Khong duge tu ¥ xir 1y ching tir
cudc phi dién thoai.

- Khong chuyén dién thoai cho nhan vién khdch san néi chuyén riéng tu.

- Nguol khong c6 nhiém vu khong duge vao phong may dién thoai.

- Hang ngay phai lau chii sach s€ ban mdy, dng nghe, phai dinh ky 1am
cong tic khir doc. |

- Khi lam viéc, nhan vién dién thoai phai chd ¥ theo ddi nhiét do clia thiét
bi, d¢ phong nhiét 49 mdy qué cao. Néu thdy tinh hinh khong binh thudng thi
b4o cho bd phan quan tri kiém tra, sita chifa.

* Quy dinh lam viéc cua bo phin nhdn ddit buong

- Nhan vién dat buéng phai phat huy tinh chd dong trong cong viée, tich
cuc cho thué budng dé dat cong sudt budng (Si da.

- Hang ngay b phan nhan dat budng phai lap “Bao biéu” du tinh cho thué
budng va giri tdi cdc bo phan ¢6 lién quan.

- N&u ¢6 thay doi trong tu liéu dat budng thi phai kip thoi chinh lai tur liéu
dit budng da nap vao mdy tinh hodc phai 1am viéc lai v6i bo phan 1€ tan.

- Néu khdch dat bubng cé yéu cau dén tai san bay thi bo phan dat budng
phai kip thoi bdo cho b phan 1€ tan dé thuc hién yéu cdu d6 ciia khich.
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IV. CHU TRINH PHUC VU CUA BO PHAN LE TAN

1. Khai niém

Chu trinh phuc vy 1a khoang thoi gian tir khi khéch hang tiém nang bat ddu
dén lién hé v6i khdch san cho t6i khi khach 1am thi tuc trd budng va két todn
chi phi.

2. Chu trinh phuc vu khach

B6 phan 1€ tan thyuc hién cic hoat dong dén tiép va phuc vu qua nhiéu cong
doan khdc nhau. Viéc thuc hién mot cch ddy du, chinh xdc cdc bude trong
mot quy trinh phuc vu 1a hét sitc quan trong nhim dam bao phuc vu khéich
nhanh, kip thdi, thé hién tinh chuyén nghi¢p cao va ddm bao tiét kiem thoi gian
phuc vu, tang nang sudt lao dong trong khdch san. Diéu d6 s& khong chi lam
khach hai 16ng m con tiét kiém chi phi cho khéch san.

Tuy nhién chu trinh phyc v lai phu thugc vio nhiéu nhan t6 khéc nhau nhu;

- D3i tugng khich chia khach san: khach di theo doin hay di riéng 1€, di
thong qua 16 chitc hay khéng, khich dang k¥ trudc hay khéch vang lai tr dén
khong dang ky trudc. ..

- Mifc yéu cdu ve tieu chudn chat lugng phuc vu chia ting khéch san. Théng
thuong cdc khich san & céc thit hang, quy mé khdc nhau doi héi cic mic tiéu
chudn khéac nhau trong viéc phuc vu cha nhan vién 18 tan.

- Chu trinh khéch bao gém:

+ Khéch luu tri.
+ Khach sir dung dich vu an uéng.
+ Khdch str dung cdc dich vu khéc cha khach san.
- Vdi khéch luu trid hoat dong phuc vu khéch dugc chia lam 4 giai doan:
+ Giai doan truée khi khéch dén khéch san.
+ Giai doan dén ti€p khéch va 1am thii tuc nhap kh4ch san.
+ Giai doan phuc vu khéch trong thdi gian hru tri.
+ Giai doan thanh todn va tién khich.

2.1. Giai doan trudc khi khich dén khach san

bay la giai doan khédch Ira chon khach san dé luu trd va tién hanh cong
viéc dat budng.

* Viéc lua chon khdch san ciia khdch xudt phdt tiy nhiéy yéu to:

- An tugng St dep clia khdch tir nhitng 14n nghi trudce

- Thong tin quang cdo khich san.
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- L&i khuyén cla ban bé, ngudi than.

- Vitri, tén tudi, uy tin cha khdch san.

Su miéu 14 thanh thao vé khdch san cia nhan vién dat buéng...

Ngoai ra, khi lya chon khéch san con bi tic dong bdi thdi do, phong cach,
kha ning vé chuyén mén va giao ti€p clia nhan vién dit buéng. Muén gay dugc
&n tugng ban ddu tét dep cho khéch san, nhan vién dit buéng phai c6 kha ning
dap ting nhanh, chinh xdc cic yéu cdu dit budng cla khach.

* Khdch ddt budng: nhdn vién Ié tan lam thu tuc ddit budng cho khdéch.

- B¢ khich chdp nhan thué budng tai khdch san, nhan vién 1& tan phai cé
khd nang giao ti€p t6t, ndm vimg tinh trang buéng, dac diém va gid cia ting
loai budng va dép Umg nhanh cdc yéu cdu cla khich.

- Gidi thiéu budng va cdc dich va cla khéch san cho khich.

- M6 tai khoan va theo dai thanh todn trude, dit coc trude cuia khich.

2.2. Gyiai doan don ti€p khach va lam thi tuc nhap khach san

Khi khich tdi khach san, nhan vién 1€ tan phai niém n& dén tiép khach va
lam thit tuc nhén budng cho khéch.

Viéc lam thi tuc nhan budng cho khich phai nhanh chéng, tao su thodi mdi
cho khich sau mét chuyén di mét moi. Dé 1am 16t viéc d6, doi hdi nhan vién 18
tan phai ¢é sy chudn bi chu ddo trudce khi khach t6i khach san. Nhan vién 1& tan
dua vio cdc thong tin tir phigu dit budng: loai budng, s6 lugng budng, thdi gian
luu trd, cée yéu cau dic biet vé vi trl budng, trang thiét bi phu trg dé chudn bj
ho so trude va phan budng cho khich. Viéc chudn bi hé so trudc cho khich
cang t6t thi viéc dang ky khich cang c6 higu qua cao.

Nhan vién 1€ tan phai giéi thiéu ddy di vi hdp din cdc dich vu c6 trong
khach san nham bén duge nhiéu sdn phdm ctia kh4ch san cho khéch.

Sau khi da lam thi tyuc nhap budng cho khdch xong, phigu dang ky khéch
s& duge chuyén cho nhan vién thu ngdn md thi khoan dé theo dai va chudn bi
ho6 so thanh todn cho khdch. Nhan vién I& tan hoan tat hé so khdch dé lam thi
tuc ddng ky tam tri cho khdch.

2.3. (viai doan phuc vu khach trong thoi gian luu tri

Trong giai doan nay, nhan vién 1€ tan s& thudng xuyén ti€p xic vdi khich
dé€ cung cdp céc thong tin, dich vu ma khéch yéu cdu. Chinh vi vdy, nhéin vién
1¢ tan phai ph6i hop v6i cde bo phéan trong khdch san lam t6i da hod sy hai long
clia khéch dé khdch sir dung nhiéu dich vy clia khich san, dé khich s& tr& lai
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khdch san vao ldn sau hoac s& gidi thi¢u khich san véi ban be, ngudi than tao
ra ngudn khach tiém nang cho khéch san.

Nhan vién 1€ tan s& ti€p nhan va giai quyé€t moi thic mic phan nan cha
khéch (néu cé).

Nhan vién 1& tan phai ghi chép cdc giao dich clia khach trong sudt thoi gian
hru tri, d6ng thoi phai luon kiém tra, xdc dinh lai cdc chi phi, hod don caa
khdch d€ tranh su nham 14n khi thanh toan.

2.4. Giai doan thanh todn va tién khach

Nhan vién thu ngén s& chudn bi trude hé so thanh todn cho khdch dé khi
khdch thanh todn tra budng, viéc thanh todn sé duge thuc hién mot cdch nhanh
chéng va chinh x4c. Nhan vién thu ngan s€ nhan tién khich tra va giao hos don
cho khéch.

Sau khi khéch thanh toan xong, nhan vién 1€ tan s& lam thi tuc ti€n khich:
nhén lai chia khod budng, hdi ¥ ki€n khich vé chat luong dich vi clia khdch
san, gitp khdch tim phuong tién van chuyén (néu khich yeu céu), chio, chiic
khich va hen gap lai.

Khi khach rot khéch san, 1& tan phéi tao hé so lwu vé khich. Trong hé so
nay, 1€ tan s& ghi lai cdc thong tin c4 nhan va tii chinh clia khich, Cic thong
tin nay s& rat hitu ich d8i v6i bo phan 18 tan vi thong qua d6 1€ tan c6 thé bict
dugc khach hang clia minh va lap ra dugc chién luge quéng ba phi hop.

Cau hoi va bai tap kiém tra

- Trinh bay vai trd va nhiém Vit clia bd phan 18 tan trong khach san.

. Trinh bay nhiém vu cla timg chirc danh trong bé phan I& tan.

- Hay so sanh co cdu 18 chic ctia bo phan 13 tan trong khach san nhd va lén.

- Mudn trd thanh mét ngusi nhan vién 1& tan khach san, anh (chi) can dat dugc

nhing tidu chudn gi?

5. Hay vé so dé va trinh bay chu trinh phue vu khach cla bé phan 1€ tan. M6 3 mot
chu trinh phuc vu khach cia bé phan & tan do anh (chi) tu nghi ra cho mét gia dinh
gdm 4 ngudi Anh (cha, me va 2 dia con 6 va 11 tudi).

6. Thao luén vé ca cau 1§ chiic ciia mét khach san dién hinh

7. Tim hiéu céch tiép nhan thong tin va x(t ly théng tin clia b phan 1& tan

8. Tham quan khach san

B WA —
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Chuong 2

TIEP THI VA BAN HANG

- Muc tiéu

Sau khi hoc xong chiwong nay, hoc sinh can phdi:

- Biét ré cdc loai san pham dich vu ctia khdch san.

- Hidu va thuc hién dwoc nghiép vu bdn cdc sdn phdm dich vu cia khach
san, déng thot biét cdch 1gn dung toi da co hoi bdn hang trong qud trinh phuc
vu khdch.

- Thé hién ding chuyén mon nghiép vu trong qudng cdo va kinh doanh cac
san phdm cia khdach san.

- Noi dung tém tdt

Chitong 2: Tiép thi va bdn hang - trinh bay nhitng van dé chit yéu sau:

- Xdc dinh khach hang.

- Vai trd ctia nhan vién 16 tan trong tiép thi va ban cdc sdn pham dich vu
cia khdch san.

- K¥ néng bdn cia nhan vién 1¢ tdn.

- Cham séc khdch hang.

Chiing ta thuong cho rdang viéc tiép thi va bdn hang la thuce hién thanh cong
mét cong viée méi va thu hiit dugce nhiéu khdch dén voi khdch san. D6 gan nhie
chi 1a mot phdn ciia nghiép vy 1€ 1an. Trén thiec 1€, cde chién dich tiép thi va bdn
hang dé thu hiit thém khdch hang méi rdt ton kém, song viéc phyc vy chu ddo dé
giit ditgc khdch hang hién ¢6 va ddm bdo ho sé quay trd lai khdch san trong
teomg lai méi la quan trong hon. D€ thu huit khdch hang, chiing ta phdi lam tot
dwgc cd hai cong viéc ndy va moi nhdn vién trong khdch san déu cé vai tré quan
trong tao dnh hidng 16i viéc liéu khdch hang c6 quay tro lai khdch san hay la
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tim khdch san khdc. Ddc biét la, bo phan 16 tan trong khdch san dugc thuong
xuyén tiép xic vor khach hang cho nén s€ cé nhiéu co hoi nhdt dé gay dnh hidng
101 quye! dinh cua khdch vé viéc det budng Irong twong lai.

I. XAC PINH KHACH HANG

1. Tim hiéu vé khach

Nhan vién 1€ tan muén bén dugc céc san phim cia khéch san cho khich,
can phai tim hi€u vé khdch véi tr cdch 1a c4 thé va thu thap thong tin vé nhu
cdu, dic diém, s& thich vi nhitng diéu khach khong thich cta nhém khich
thuéc thi trudng khich thudng nghi tai khich san dis ho 1a thuong nhan, du
khdch thuan tuy, khéch néi dia hay khdch nudc ngoai... Do d6 nhirng théng tin
chinh ma nhan vién 1€ tan cdn bigt duge 13:

- Quoc tich cia khich.

- Phong tuc tap quén.

- Ton gido.

- S& thich.

- Lita tudi, gisi tinh.

* Qudc tich cua khdch:

Nhén vién 1€ tan ndm dugc nhimg dac diém ctia khich du lich theo quoc gia,
dan toc d€ c6 duge nhimg hidu bist phdn doan ban ddu mang tinh dinh hudng
chung cho qud trinh xéc dinh khach hang dé dua ra san phdm dich vu phit hgp.

Vi du: Khach mang quéc tich Thuy Si: 1a ngudi lich su, kién tri, than trong,
thich su yén finh, yéu cau cao vé chét lugng phuc vu. Qua mot vai thong tin
ndy nhan vién 1€ tan c6 thé giéi thigu cho khach cdc san phdm c6 chat lugng
cao hodc bé trf budng ngt chia khach & nhig noi yén finh.

* Phong tuc tdp qudn:

Phong tuc tap qudn clia moét cong déng quéc gia dan toc nhur [ mot di biét
clia san phdm du lich. N6 c6 tic dong khéu gol, huéng dan nhu ciu du lich va
dong co di du lich clia con ngudi, anh hudng t6i viec quyét dinh hay tir chéi
tieu ding cdc mat hang hoic céc dich vu du lich.

Nhan vién [€ tan phai hi€u biét vé phong tuc tap quén cha khach dé ¢6 cich
Ung xir cho phit hop véi khach.

Vi du: Khédch la ngudi Nhat, khi gap nhau thudng ciii ddu chao, nhan vién
€ tan ciling chio khach theo tap quén d6 s& tao dugc sy than thién véi khach.
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Khach Nhat khong thich con s6 4 vi s6 bon ddng am véi tir chét chéc cho nén
khi phén budng cho khéch 12 tan cdn trdnh phan budng c6 sé 4.

* Ton gido:

Bén canh nhiing hi€u biét vé phong tuc tap quan cla khach, nhan vién &
tan can tim hi€u vé ton gido cla khdch dé c6 thé phuc vu theo diing yéu cdu
cla khdch va gidi thi¢u nhimg sdn phdm phil hop.

Vidu: Khach theo dao Héi tuan thh chét ché vé ché€ dé an kiéng va cdc nghi
[ t6n gido, truée khi ding bita ho thudng ciu nguyén. Khi ra nudc ngodi ho
dugc mang theo vg va khong chi c6 mot vg (luat Héi gido cho phép ¢6 4 vo).
Chil dé wa thich clia ho 12 lich sit vin ho4, ton sing dao Héi, tinh thin thugng vo.
Ho trdnh cdc chil dé vé ton gido khéc, vai trd va dia vi clia ngudi phu nit. ..

* Sd thich:

- 5S¢ thich déng vai trd quan trong trong hoat déng du lich ciia con ngudi.
Trude hét so thich tao ra khét vong di tim hiéu d6i trong, tir 46 diéu chinh hanh
vi ciia minh theo mot hudng x4c dinh.

- 8¢ thich du lich cta ¢4 nhan dugc hinh thanh trén nén tang cia nhu cdu
du lich va né chiu sy chi phéi va udc dinh cha déi tugng thoa man.

- Néu déng co di du lich la d€ nghi ngoi, giai tri, phuc héi tam sinh 1y thi s&
thich clia khdch du lich thudng la:

+ Thich di theo cdc chuyén bao tron, dén nhitng noi du lich néi tiéng.

+ Thich di theo nhém, thich sy yén tinh tho méng & nai du lich.

+ Thich nhiing sinh hoat vui choi théng thudng nhy tim ning, vui dia trén
cat, ludt van.

+ Thich phuong tién giao thong ¢6 t6¢c do cao.

+ Thich tham vi€ng ban be, ngudi than quen & noi du lich.

+ Thich c6 nhiéu dich vu 4n nghi, gidi tri, nhiéu cira hang, dich vu quay
phim, chup anh.

+ Thich giao ti€p vdi khdch du lich khéc.

+ Thich moi viéc dd dugce sap dat sin.

+ Chat lugng cdc dich vu da duge quéc 1€ hod.

- Néu khach di du lich v6i muc dich 1 cong vu, héi nghi thi s& thich:

+ Phong ngu ¢6 chit lugng cao.

+ C6 da tién nghi phuc vu cho thé loai du lich cong vu: noi hoi hop, he
thong thong tin, in &n, noi d€ xe. ..

4)



+ Tinh chinh x4c trong phuc vu: Lich sy va chu tat.

- Néu khach di du lich véi muc dich chita bénh:

+ Thich duge phuc vu an cén, chu déo.

+ Thich dugce dong vién an ui.

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

Hiéu duge s thich théi quen ciia khdch-gidp cho viéc phuc vy cia khéch
san chu d4o hon va 1am hai 10ong khach nhiéu hon.

* Lita tuol, gidi tinh:

Lita tuéi, gidi tinh ciing la mot trong cdc yéu t6 quyét dinh sy lya chon san
phdm du lich. '

Vi du: Khdch la ngudi trung nién nén gidi thiéu nhitng noi yén tinh, ¢é khi
hau mét mé. Kha nang thanh toan cua d6i tugng khdch nay ciing cao hon nén
gidi thiéu nhitng san phdm chat lugng cao. Khéch 1a thanh nién nén gidi thiéu
vdi khdch cac hoat dong vui choi giai tri cua khich san.

Khich 1a nit gidi thudng thich di du lich giai tri, tham quan. Khach la nam
gidi thich hoat dong manh, mao hiém, kham pha.

2. Phan loai khach hang

Khich san ¢6é thé thu hit nhiéu mang thi trudng khic nhau nhur thuong
nhan, khich cong ty, khach di nghi, khdch tham gia hoi nghi va ¢6 th€ phéan
loai sau hon nita: Khdch dia phuong, khich ndi dia va khich quéc t€. Nhung
khdch san ciling ¢6 mot thi trudng khéch hén hgp duge hinh thanh tir cdc
thuong nhan, khdch cong ty va khach du lich. M&i khéch san déu tim kiém maot
thi trudng muc tiéu. Thi trudng muc tiéu duge coi 1a nhitng nhém ngudi nhat
dinh ma khich san hy vong 16i cuén hodc thu hit duge. Song, dé tim kigém
duoc thi trudng muc tiéu cdn phai phan loai khdch hang dé tir d6 ¢6 nhitng
chién lugc quing cdo va ti€p thi phit hop. Ngudi ta ¢6 thé phan loai khdch hang
dua trén nhitng cén cif sau:

* Theo nguon khdch:

- Khich du lich quéc t&.

- Khéich du lich néi dia.

* Theo sd luong khdch

- Khich di 18.

- Khich di theo doan.
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* Cdn cir vao muc dich du lich

- Khich cong vu.

- Khach di du tich thudn tuy.

- Khach di du lich chita bénh.

- Khach cong ty.

- Khédch tham gia hoi nghi.

- Khéch thuong nhan.

* Mot 56 can cir khdc

- Khich di du lich ¢6 huéng din viéen.

- Khach di du lich khong ¢6 hudng dan.

Viéc phan loai khdch nhur trén gitp khidch san ¢6 thé tim ra duge nhiing
bién phdp quing cdo va ddp ing dugc céc yeu cdu cha timg d6i tugng khéach.
Chéng han khi muén bin buong cho khdch hoi nghi, khdch san phai phan loai
khach héi nghi.

Khich hoi nghi bao gém khach hop vé thuong mai, bao hiém, thé thao, vian
hod, khoa hoc xi hoi, moi trudmg... Mbi loai khich hoi nghi trén ¢6 nhitng dic
tinh nhu cdu riéng, khéch san cén phai chuin b dé dap mg nhu cau, doi hoi
clia khdch. Ngoai ra ¢6 nhimg y&u 6 kha quan trong khi tim hiéu nhu cdu cha
khach hoi nghi va nhiing y&u 16 nay quyét dinh noi t6 chic clia mot cudc hoi
nghi, vi du: chét lugng phuc vu thiic in, kich ¢@, kha nang caa cic phong hop,
loi ich cua cdc dich vu va cdc trang thiét bj hé trg hoi hop nhu nghe, nhin...

Khi da nam bit duge ngudn thong tin vé khach hoi nghi, khéch san cin phai
tiép can véi ban t6 chife hoi nghi. Tim hiéu vé khéch héi nghi qua nhimg van dé:

+ Al 1a ngudsi ¢6 tham quyén trong viec ky két hgp déng va thanh todn tién
cho khich san.

+ Noéi dung clia hoi nghi 12 gi.

+ 56 lugng ngudi tham du.

+ Nhu cau ciia khach.

+ Kha nang ddp ing cua khdch san.

+ Nhilng b6 sung phurong tién d€ dap ting nhu ciu,

Dé tim hiéu duoc nhitng thong tin trén c4n phai tiép can véi truGng ban 8
chiic hoi nghi qua dién thoal, fax hoac thur dién tir dé hen gap khéch d€ ban bac
hgp dong.
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C6 thé ti€p can vdi khdch hoi nghi bing céach ti€p xic truc ti€p hodc qua
trung gian ciia mot vin phong dai dién hodc mdt cad nhan. Khi ti€p can véi
khach hang di truc tiép hay gidn tiép, khédch san ciing chudn bi k§ nhimg
phuong 4n thoa min diéu kién clia khach hang, nhiing san phdm cta khach san
nhu phong hop, phong trién 1am, phong ngh, phuong tién phuc vu phai vugt troi
hoac khéng thua kém d6i thii canh tranh va gid ca hop 1y.

Sau khi tim cdch ti€p can va trinh bay sdn phdm, nhitng phuong cich dap
{tng nhu ciu clia khdch va khdch chdp nhan nhimng dap ing, budc ti€p theo dé
hoan tdt viéc ban budng 1a ky két hgp dong véi khdch hang.

IL VAI TRO CUA NHAN VIEN LE TAN TRONG TIEP THI VA BAN
CAC SAN PHAM DICH VU CUA KHACH SAN

1. Vaitré

Nhan vién [& tan ¢6 rat nhiéu co hoi tép xdc véi khdch va mbi 1dn tié€p xic
12 mot co hdi ban hang. Do vay, bo phan 1€ tan cé vai trd rat quan trong trong
viéc ti€p thi vi ban cdc san phdm clia khéach san.

- Nhan vién I& tan ¢6 vai trd quan trong trong viéc quang cdo céc san phdm
dich vu ciia khich san.

- Nhan vién 1& tan thuyét phuc khdch dé khach chdp nhéan lua chon cac san
phdm dich vu clia khach san, dugc the hién bang:

+ Khi ti€p d6n khdch viio Khich san, nhan vién 1€ tan phai thé hién vai trd
ctia “ngudi chil dén khach”. Khach du lich khi d&n khich san thudng c6 tam 1y
duoc tiép dén nhu ngudi d than quen, tranh duge su ng® ngang boi 16i. Vi thé
ddi hoi ngudi 1€ tan phai c6 thai do than thién 1am cho khich dé hoa nhap vio
noi khich méi dén. Tuy nhién, khdch hang cling ¢é tdm 1y cla ngudi “mua
hang”, ho ddi hoéi duge cung cdp dich vu theo sd thich. Viéc cung cédp day du
cdc dich vu theo yéu cdu clia khdch ciing thé hi¢n vai trd clia ngudi ban hang,
“ngudi bdn” phai chu dong, din dat thi hi€u ciia ngudi mua.

+ Bing kinh nghiém nghé nghiép, nhan vién 1€ tan c6 kha nang dodn biét
duge tam 1y, nhu cau thi hi€u cla khich hodc ggi md tinh hiéu ky cia ho, tao
cho ho su tin trdng, hai long.

+ Ngudi 1€ tan 13 ngudi ban dich vy cla khidch san nén yéu 1o “vin minh
thuong mai” khéng thé thi€u. Khich hang 1a ngudi mua dich vu, ho ¢6 kha
ning thanh ton, ho ciing ¢6 nhu ciu cao vé vin hod. Khi giao ti€p v6i khiach
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hang, d¢ cung cép dich vu cho ho, nhan vién I€ tan cling thé hién vin hod: vé su
hiu biét c4c san phdm dich vy, van hod giao ti€p thuong mai. Bing si khéo Iéo
khi gidi thiéu tao su hdp din 1am cho du khich sin sang tiéu ding sin phdm
dich vu cita khdch san.

Van minh thuong mai con thé hién trong viéc ton trong khach hang. Nguoi
I tan cdn phai on trong quyén dugc hudng chat lrgng va s6 lugng dich vu
twong ing véi s tién ma ho da chdp nhan thanh toén. Vi vay phai ddm bao
nhing dinh mifc, tiéu chudn k¥ thuat theo quy dinh cta san phdm dé thod min
nhu cau tieu ding ctia khéch hang, tao uy tin d&i véi khich hang.

Nhu véy, trong pham vi vai rd cha nguoi 1€ tan, muc dich cia ti€p thi va
ban hang 1a: ting 16i da doanh thu cho khdch san va lam thod man nhu c4u cla
khédch hang.

2. Cac hinh thirc ban

* Bdn truc tiép hay “mgt doi met™:

Ban tryc ti€p 1a viéc nhan vién 18 tan s& tryc tiép ti€p xtc vdi khach d€ gisi
thigu va bdn céc san phdm dich vu ctia khach san.

./“‘“*“"*-—h-——-’—h—w”‘—‘"x—f—“*‘ﬂ\

“Chiing t6i c6 mot phong cho hoi nghj rat
. dep di cho 200 khach thua ngai" _,’/
- . . "D.m

Hinh 2.1. Bén truc tiép
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Khi ti€p xdc truc ti€p v6i khdch, nhan vien 1& t4n c6 the gidi thiéu cdc san
phdm cila khich san va khuyé€n khich ho sir dung cic dich vu cua khéch san
nhu: bé boi, fax, dién thoai, dich vy buéng ngu... nhd d6 ban dugc thém cic san
pham dich vy clia khdch san. Viac bdn hang truc ti€p c6 thé bao gém viec “bin
troi thém” tic 1a khuyén khich khich nghi lau hon trong khich san hoic thué
loai budng dit tién hon. :

Vi¢e ban hang bang hinh thite truc ti€p thuong khé hon viéc bdn hang qua
dién thoai va bang van ban, bdi vi nhan vién 12 tan khi dimng trude khich phai
tao dugce sy chi ¥ va sy tin tudng vio san phdm ciia khdch san bing viéc thé
hién thai d6, tinh ¢dm va 4nh mét cta minh.

* Bdn qua dién thoai:

Ban qua dién thoai [3 hinh thitc ban hang dugc thue hién khi khich got dién
dén khdch san d€ dat buéng va cic dich vu khéc ca khach.

- — e
- T ———
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e~ T e, - -
et ™
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-

"Vang, thua ngai. Chung t6i rat vui long ™
dé phuc vy moi yéu ciu vé hoi nghi cia ngéi”'_,]
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Hinh 2.2. Bdn qua dién thoai
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Nhan vién 1€ tan, bang kinh nghiém va kha ning giao ti€p clia minh, giao
ti€p v&i khdch qua dién thoai dé ti€p nhan yéu cdu va diing nhiéu 1y do khic
nhau d€ thuyét phuc ho vé lgi ich thué budng clia khich san.

Viéc ban hang qua dién thoai gidp khich ti€t kiém dugc thdi gian va khong
phai truc ti€p dén khach san dé€ dat budng.

Nhan vién 1€ tan khéng ndm bét rd dugce tam 1y va thi hi€u cta khdch khi
trao d6i qua dién thoai, d6i khi théng tin khong dugc chudn xéc do truc tric tin
hiéu dudng day dién thoai.

* Ban bang vin bdn:

Bén bang van ban [a hinh thitc sit dung fax, thu viét tay, thu dién tit € thuc
hién viéc giGi thiéu va bdn cdc san pham, dich vu cia khach san cho khéch.

Nhanh chéng, thuan tién cho khach va khiach san. Ngon tir sir dung trong
vin ban xuc tich va ¢4 sirc thuyét phuc khiach mudn t6i khich san.

Nhan vién 1€ tan khong duge gap mat truc ti€p véi khach gidi thiéu cic san
phdm dich vu clia khdch san.

* Bdn qua mang:

Bdn qua mang 14 viéc gidi thiéu cdc san phdm clia khdch san va ti€p nhan
céc yéu cau dat budng cha khich thong qua mang Internet,

Viéc bdn hang qua mang, khidch san c6 thé bin dugc mitc gid cao. Nhan
vién 1é tan phdl nim viing dudc ngoai ngit (dic biét 1a ti€ng Anh) dé c6 thé gidi
thiéu va thuyét phuc khdch mua céc sdn phdm clia khdch san.

I KY NANG BAN CUA NHAN VIEN LE TAN

1, Cac phuong phap chao ban san pham

1.1. Cac phuong phap bdn dich vu buéng

Kinh doanh budng luén mang lai ngudén doanh thu 16n nhat cho khach san.
Nhung dé ban duge budng véi mic gia cao hon du kién cha khdch hang, doi hoi
nhén vién 1€ tan phai nim vitng dugc tam 1y clia khdch va san phdm cta khich san
dé gidi thiéu cho timg déi tugng khdch. Ba phwong phdp chao ban san phim sau
day c6 thé tao ra sy thoa man khic nhau cho timg déi tugng khdch:

* Chao bdn cdc loai budng ti thdp lén cao |

Phuong phdp ban budng tir thip Ién cao duge sir dung khi gidi thiéu méot loai
buéng khéc c6 chat lugng cao hon va gid cao hon so véi loai budng khéch da dat.
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Khi sir dung phuong phdp ban budng nay, nhan vién 1& tan phai giéi thiéun
lam tao rd su khac biét vé tién nghi, vé vi tri, vé nhitng wu diém ndi bat cha
buéng ma khong nén nhian manh sy khic biét vé gid ca. Thong thudng, khach
s& cAm th4y hai long va sin sang thué loai budng nay, bdi vi véi nhitng i diém
cha loai budng nhu vay ma khach chi mat thém mét khoan tién nho.

* Chdo bdn loai buéng tir cao xudéng thép

Khi ban budng cho cdc d6i twong khach nhu: khéch thuong gia, khidch
hudng tudin tring mat, khach ¢é kha ning thanh todn cao, nhan vién 1€ tan
thudng sir dung phuong phap ban budng tir cao xudng thdp. Viéc ban budng
bang phuong phdp ndy nhim hy vong bdn duoc loai budng gid cao nhit cho
khach. Néu khich khong d6ng v thué loai budng nay thi ti€p tuc gidi thiéu loai
budng gid thdp hon nhung cin gidi thiéu sy khdc nhau giita hai loai budng gid
cao nhat va nhi ¢é khich c¢6 co hoi lua chon.

* Chao bdn dong thoi mot s6 loai budng dé khdch lua chon

Khi ban budng cho d6i tugng khdch gia dinh, nhan vién 1€ tan cdn sir dung
phuong phdp chio bidn dong thdi mot s6 loai budng v&i mitc gid trung binh.
Bang kha ning giao ti€p, nhan vién 1€ tan khéo 1éo gidi thiéu ba loai budng cé
ba mifc gid cao, trung binh va thap cing mét liic. Théng thudng khach s€ chon
loai budng ¢6 murc gid trung binh.

Nhu vay, khi sir dung phuong phdp chao ban cao hon du kié€n, nhin vién 1é
tan nén cho khach xem anh mau vé cdc loai budng ¢é cdc mitc gid cao hon
hodc cho khich true ti€p xem budng dé khach c6 diéu kién so sdnh va lua chon.

1.2. Phuong phap goi ¥ ban cdc dich vu caa khach san

Muc dich cta viéc sir dung phuong phdp goi ¢ ban cdc dich vu cha
khich san la khuyén khich khich sir dung nhiéu hon céc dich vu khdch san
va tang doanh thu cho khdch san. Nhdn vién 1€ tan ¢ rat nhiéu co hoi tiép
x{ic v6i khdch cho nén cén tap gidi thiéu cdc san phdm cla khdch san dé tao
sur binh tinh trudc khi gidi thiéu cho khdach. Nhan vién 1€ tan cdn dua ra céc
dich vu phu hgp véi nhu céu cia khich va chi ra Igi ich cta viéc sir dung
dich vu dé.

2. Ky nang ban hang

Viéc ban hang cha nhan vién 1€ tan lién quan dén viéc xdc dinh duge
nhu cdu cha khédch va bi€n né thanh mong muén va tao diéu kién dé thda
man ching.
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2.1. Ndm vitng cac san pham ctia khach san

Pé bén duge cdc san phdm cha khich san cho khdch, nhan vién 1€ tan phii
nim viing dugc cdc san phim dich vu ¢6 trong khich san. San pham cha khich
san cé thé dugc chia thanh hai linh vyc chinh:

* Dich vu chinh:

Dich vu chinh 12 c4c dich vu ddp dng nhu-cdu thiét yéu clia khach vé luu
trit va an udng tai khach san.

- Dich vu luu trd 13 dich vu ddp iing yéu cdu vé buéng ngt cho khach.

- Dich vu an uéng la dich vu phuc vu cdc nhu cdu cha khéch vé d6 an, d6
udng trong khach san.

* Dich vu bé sung:

- Loai dich vu ddp ing nhu c4u théng thudng cho sinh hoat hang ngay
chia khéch:

+ Dich vu cung cdp thong tin: vé cdc co sd dich vu trong khédch san, di¢u
kién di tham quan, thué cdc phuong tién giao théng, mua hang hda, tinh hinh
kinh t€ chinh tri, vin héa - x4 hoi cua dat nudc, phuc vu thong tin iién lac dién
thoai, fax. :

+ Dich vu cho sinh hoat: gidt 14, sira chita gidy dép, may do quin 4o, my
vién cdt udn téc, bao thite khach, mang vic hanh 1y, chuyén thu, gift tién va tai
san quy cho khdch, bin bao, tap chi, hang luu niém.

+ Dich vu méi gi6i: mua ho vé tau xe, ding ky vé mdy bay, dang ky buong
cho khach & noi khéc.

+ Dich vu giao thong: trong coi phuong tién, sira chita xe, ban xang dau,
cho thué 6 t6 hoic cac phuong tién giao thong khéc.

+ Dich vu cho thué vat dung: ddu video, dai cat-set, dung cu thé thao, cdc
dé phuc vu tim bién.

- Dich vu nang cao nhan thic cho khich vé ddt nude va dia phwong: chi€u
phim, ca nhac, vin nghé; t chic cic budi hoi thdo, trién 1am, trung bay; t6
chitc tham quan khach san hodc hudng din 1am cic mén an.

- Dich vu nang cao tién nghi sinh hoat cho khich: phuc vu dn udng tai
budng, chita bénh cho khich tai budng, 16 chiic ti€p xidc giao dich cho khéch,
dat bubng cho khéch véi cic tién nghi: dat mdy Fax, vi tinh, cdc phong choi thé
thao, tam hoi, bé boi.

49



- Dich vu phuc vu khédch ¢6 khé niing thanh tedn cao: cho thué thu k¢, cho
thu¢ hudng dan, phién dich, cdc loai nhac cu...

Nhimng san phdm dich vu trén, nhan vién 1€ tan khong chi biét ma con phai
hi€u can k& vé ting loai sn phdm clia khach san. Vi du: d6i véi dich vy budng
ngl, nhan vién 1€ tan phai biét nhimng kiéu loai bubng sin ¢6, vi trf cha ching,
cdc dic diém riéng biét mic gid, chi ti€t vé cdc trang thiét bi trong budng...

2.2. Hiéu r6 nét doc ddo clia san phim dich vu trong khéch san

Nét doc ddo clia san phdm 13 nhiing tru the vé& san phdm dich vu chi dién ra
va ton tai & rieng khdch san dé.

San phdm doc ddo cia khich san khong phai 13 céc loai budng c¢é ddy di
cdc trang thi€t bi tién nghi, c6 giudng hoang d€, c6 budng thong nhau, chat
legng thic dn tuyét hio..., bdi vi nhimg cii d6, khdch san nio ciing ¢6. San
phdm doc ddo phai 1a nhitng sin phdm ma chi riéng khach san cé va nhiing
khdch san khéc trong viing, trong thanh phé khéng cé.

Vay, lam cich nao d€ xdc dinh duge su déc ddo cha san phdm? Dé thuc
hién duge cong viéc ndy, nhan vién 1€ tan s& phai so sdnh gifra khach san va céc
dich vu trong khdch san clia minh véi céc d6i thi canh tranh trong ving, nhiing
ru thé nhu:

- Tét ca cdc loai budng trong khdch san déu huéng ra bién.

- Khach san c6 phong hdi thdo ¢6 thé chita duge hon 1000 khdch.

- Khéch san ¢6 h¢ thdng ndi mang Internet khéng day vdi tdc do cao.

- Khédch san ¢6 khu vui choi danh riéng cho tré em.

- Tat cd cdc tdng trong khdch san déu c6 nha hang, qudy bar, san nhay...

Nhén vién 1€ tan c6 thé tim ra nét doc ddo cha san phdm trong khéch san
minh bang cich tham khdo cdc tai liéu quang cdo cha cac khdch san trong
ving, thdm chf con thim dd ca ¢ ki€n ctia khdch da ting lwu trii taji cic khach
san d6. Khi gidi thiéu, quing cdo cdc san phdm dich vu clia khich san cho
khdch, nhén vién 1€ tan phai gidi thiéu ngay cic san phdm doc ddo cha khich
san d€ thu hit sit chii § ctia khéch.

2.3. Tao co héi lua chon cho khach

Khi gi6i thi¢u va bin cdc sin phdm cho khédch, nhan vién 1& tan phai khéo
I¢o van dung k¥ nang bin hang va c4c sin phdm cha khich san nhim dua ra
nhi€u phuong dn d€ khéch ¢6 co héi lya chon. Ching han: khi khich cé nhu
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cau thué budng doi, nhan vién 1€ tan c6 thé gidi thidu: ching toi ¢6 thé phuc vu
quy khdach mét buong doi loai sang trong c¢6 giudng hoing d&¢ duge bé tri &
tang 16 vdi gid san 100 $ hoic ching 161 ciing ¢6 buéng doi loai dac biét & ting
trét, c6 budng ngh va budng tiép khach rieng véi gid 150$. Viéc gidi thieu nhu
vdy, s€ giup khich ¢6 co héi lya chon mot trong hai loai buéng dé vi khach
con biét dugc sy khéc nhau vé hai loai buéng nay.

2.4. K¥ nang giao ti€p qua dién thoai

Béin hang qua dién thoai 1a hinh thitc dugc sir dung phé bién & hdn hét cic
khéch san, nhat 1a khi bdn buéng cho khich. Do d6, k§ nang giao ti€p t6t qua
dién thoai s€ mang dén cho khdch hang an twgng ban ddu 15t dep. Mudn cé
dugc k§ ning giao ti€p t6t qua dign thoai, nhan vién bdn hang phai rén luyén
kha nang giao ti€p, di€u chinh am lugng, giong ndi truyén cam, trd 1i nhanh
va chinh xdc cac yéu cdu ciia khach hang.

3. Tai liéu quang céao va chiéu hang

bé viec ban hang dat hiéu qua cao hon, nhan vién 18 tan c6 thé sir dung mot
sO vat dung phu trg gitdp bén hang va xiic tién thuong mai. Cu thé:

- T& quang cdo vé khdch san: phai dugc thiét ké dep mat va dat tai qudy 18
tan dé€ khach c6 thé nhin thdy. Nhan vién 1€ tan nén phét t& quang cdo cho
khdch luu tri va khach hang tiém ning.

(Xem hinh minh hoa cic trang sau)
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* ‘Experience the unique character
L 2 J :

of Vietnam's beautiful Canpital...

hotel nikko
hanoi

From the moment you are
welcomed into the Hotel's
spacious lobby you will be
surrounded by Vietnamese

charm and traditional

Japanese hospitality.

Conveniently located in
downtown I.-L\nni,

Hotel Nikko Hanoi is close to
prominent oflice localions,
historie sites and popular
shopping areas. Set amongst
parks and lakes the hotel

is a quiet retreat of

serenity and comfort from

the city’s vibrani streets.

Hotel Nikko Hangi

with its ideal location,

well appeinted & spacious
rooms, elegant fumishings,
& premier dinning excellence
will make vour stay in Hanoi
a very pleasant one to
remember.

in Hanoi's Best All-Round Hotel.

Hinh 2.3. T'¢' qudng cdo cua khdch san Nikko
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Hinh 2.4. To' qudng cdo cua khdch san Mélia
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- Tranh énh: cdc tAm anh vé cic sin phdm ciia khéch san dugc trung bay
tai kKhu vue dai sanh hoic cdc nha hang, quiy bar tao su thu hit cho khich
muon thudng thitc hodc sit dung cdc san phidm dé. Vi du: mot tdm anh dé
chiéu hang cho qudy bar s& chup lai céc ly cocktail va cach pha ché cta
nhan vién bar. '

Hinh 2.5. Hinh dnh giéi thi¢u sdn phdm dn uéng ciia bo phdn bép
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Hinh 2.6. Hinh dnh gidi thi¢u cdc sin phdm ciia qudy bar
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- Bing gid: s€ 4nh huong t6i su lya chon clia khdch hang. Vi du vé c4ch sir
dung gid cd & mitc gid dic biét danh cho dip nghi cudi tuén, gi4 tron géi danh
cho hoi nghi dugc ding dé€ thu hit thuong khich vao mot thdi diém nao d6.

CONG TY KHACH SAN DU LICH KIM LIEN
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1 * Céc hinh thifc thanh toén thong dung déu duoc chdp nhan

\* DGi véi dat buong khong bao ddm, khéch san chi bio dam
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IV. CHAM SOC KHACH HANG

Cham séc¢ khach hang 13 hoat dong quan trong. Vige ddp ting diing va ddy
dl yéu cdu cha khich hang s& tao duge sy hai Iong ctlia khich, déng thoi niang
cao hi¢u qua kinh doanh ciia khich san. Mudn lam dugc diéu d6, nhan vien |&
tan phai tim hi€u duoe nhu cdu cfia khéch dua trén co s& phan loai tirng khich
hang. Nhiing thong tin nay s& gitp khich san trong hoat dong ti€p thi va nang
cao chat luong phuc vu danh cho khich.

Thong tin nady ciing tao co s& cho hé sg khdch hang ma khéch san phai Iuu
tri v6i ting khéch hang. Vi du: nhitng khdch thuong gia nghi tai khdch san
thudng rat chi ¥ tSi céc dich vu ma khdch san cung cap nhur céc thist bi phuc
vit kinh doanh (fax, thu dién tlr, internet...). P6j twgng khédch nay con thudng
Xuyén st dung hé théng dién thoai va dich vy 4n uéng ctia khich san. Song,
dich vu c6 chat luong cao rat quan trong d6i véi ho. Véi khach du lich - ho
quan tam dén cdc dich vu vui choj gidi tri sdn c6, dia diém thu hiit khach va sy
than thién clia d6i ngii nhan vien trong khéch san.

1. H8 so khach hang

Viec luu gift hé so khdch hang giip khdch san ndm vimg dugc cic thong
tin vé khdch. Hé so khéch hang 1a cong cu quan 1y r4t hiru hi€u vi thong tin c6
thé dugc sit dung dé€ hidu 5 hon vé khich va dé xdc dinh xu huéng sit dung
dich vu clia khich hang. Két hop vé6i hé so dit bubng vi hé s dang ky khach,
hé so khdch hang sé gidp cho khdch san bigt nhitng thong tin vé 14n nghi trudc
cta khdch tai khich san. Hé sg nay s& cho biét chi tiét dia chi cia khach, s¢
ngay thué budng, phuong thic thanh todn, loai buéng wa thich va cdc yéu céu
dac biét clia khdch. H6 so duge cap nhét qua timg ky nghi ctia khéch,

2. Y ki€n déng gép chia khiach

Mot khia canh thudng bi coi nhe cia viéc bdn hang trong Khich san lién
quan d¢n cdc théng tin phi dinh. Nhan vien 16 tan thudng nhan nhitng cau hoi
ma nhiing cau tra 141 chia né 1a “khong, toi rat 14y 1am tigc...”.

VD: Nhan vién ¢6 thé tra 101 phit dinh d6i v6i céc cau hoi nhar:

- “Khdch san ¢6 nha hang phuc vu mén an Italia khong?”

- “C6 d6 uong nhe danh cho ngudi n kiéng trong minibar khong?”

- “Khéach san c6 thé t6 chitc mot tour du lich trong thanh phé khong?”
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Khéch san cdn c6 h¢ théng d€ chuyén thong tin khéng duge dép tng doi
vGi khich cho ban gidm d&c va thudng xuyén phan tich dé fim ra céc dich vu
v sdn phim m&i ma khéch san c6 thé dua ra trong tuong lai.

Nhitng cau hoi trén va cdc cau hoi tuong tv khic ma cau tra 101 lai 1A
“khong” s& dé lai cho khach su khong hai 1ong nhung ddu sao né ciing 1a co
hoi ma rat nhiéu khich san di bo qua.

Chinh cdc cau héi d6 dd cung cap thong tin vé nhitng gi khach dang cidn va
néu nhitng ciu hoi nhur vay duge hoi thudng xuyén thi chinh né g0t ¥ cho nhan
vién I€ tan cau tra 161 cho 14n t6i nén 1a “vang, chéc chin chiing t6i s& lam”,
“vang, chic chin 12 duoc™.

Biéu 2.1. Mdu thé hé so khdch hang

e 1
KRACh SaN «.vooveeeeee. Thé hé so khach hang............. l
Ten KhAch: ....oooveveveveroe) QUBC tiCh: ..o :
Dia chi nhariéng: .................. Nghé nghi@p: .....cococvevvverera.. :
Caquan:............cooiveeii Tindung: ....coooooivieee,

Ngay dén | Ngay di | Bubngs8 | Muc gia Ghi chu

* Siz dung phiéu tham do ¥ kién khdch

Khéch san ¢d the dat sin ban tham do ¥ kién khich & noi d& nhin thdy nhat
trong budng khdch. Khich c6 thé tu ddnh dfiu vio ban thim dd nhimg diéu
khdch khong hai long va nhiing dich vu khéch yéu cdu ma khéch san khéng co.
Nhan vién 1€ tan tap hop y kién clia khdch trong cdc ban tham dd va chuyén
cho ngudsi phu trdch nhanh chéng tim bién phap giai quyét.
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* Truc tiép gdp mdt khdch dé tham do y kién khdch.

Nhén vién b6 phan quan hé khach hang cé nhi€u co hoi tiép xic véi khach,
khéo 1€o dong vién khdch néi ra nhimg diéu khdch khong hai long; ling nghe ¢
ki¢n clia khédch vé dich vu ma khdch san khong c6. Tir nhitng ¥ ki€n do, khdch
san ¢6 thé rit ra dugce kinh nghiém phuc vu khéch tét hon.

3. Cham séc khach hang .

Phuong cham kinh doanh cta khdch san 1a: Giir duge moét khach la git
duge hang nghin khach hang trong twong lai. Vi vay nhan vién 1 tan phai luén
tao duoc s hai long cla khich.

Mot 56 cdch lam cho khdch hang hdai long

‘1. Chao khédch bang ctlr chi ddm am, thdi d6 than mat.

2. Tam ly khéch thich dugc goi biang tén.

Nhén vién 1€ tin ¢4 ging biét tén khich va sit dung tén clia khach khi
giao tiép.

3. Luodn tuoi cudi véi khich hang.

4. Can than trong khi sir dung ngén ngit d€ giao tiép vdi khach.

5. Nén bé nhitng vadn d€ c4 nhan & nha va dén noi lam viéc v6i bod mat than
mét vui vé. Néu nhan vién 1& tan giao 1i€p véi khach bing bo mat buc boi thi
khdch s& phan 4anh lai bang bo mit khong hai long.

6. Nén bit ddu mdi ngay bing sy nhiét tinh.

7. Nén dong gép hét siic minh vao cong viéc,

8. Luén quan tam dé€n moi yéu cfu cua khach.

9. Tam ly khach thich duge khen ngoi. Nén khen ngoi khich mét cich
chan thanh.

10. Khong dugc tranh ¢di véi khach hang

Néu tranh cdi véi khdch hang cé thé phdn thing s& thudéc vé nhan vién
nhung khich san s€ mét khiach hang.

12. Néu ¢ 181, hay nhan 18i va xin 161 khich.

13. Phéi luon quan tam dén hinh thitc bén ngoai cia minh dé tao 4n tugng
16t dep cho khach.

14. Phai lich thiép va € do khi phuc vu khéch.

15. Phai biét rd cdc sdn pham va dich vu clia khdch san.

16. Phéi chan that v4i khach.
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Cau hdi va bai tap kiém tra

1.

o W N

Trinh bay nhimg déng théng tin v& khach. Vigc ndm vimg nhing thang tin vé khach sé
mang lai hiéu qua nhu thé nao cho hoat dang dén tiép cida b6 phan 1& tan?

- Trinh bay cac hinh thifc ban hang ciia bo phan I8 tan?

- Trinh bay cac phuong phap chao ban san phdm?

. Trinh bay k¥ ning ban cla nhan vién 1& tan?

- Néu cac loai san phdm, dich vu ma nhan vién 1& tan ¢6 thé tién hanh quang cao va

ban cho khach hang hién tai. Thuc hanh gidi thidu cac san phém, dich vu théng
qua cac tap gdp, 13 rai quang céo clia cac khach san,



Chuong 3

NHAN DAT BUONG

- Muc tiéu
Sau khi hoc xong chuong nay, hoc sinh cén phdi:
- Biét duogc nhiing kién thice co ban vé cde kiéu budng, loai budng, cdc mitc
gid buong va trinh ty cde budc lam thi tuc nhan ddt buéng cho khédch,
- Hiéu va thuc hién ditge quy trinh nhén ddit buéng cho cdc doi tuong khdch.
- Ddm bdo thic hién theo trinh tu cdc bube, thé hién thai do lich su va
nhanh nhen khi tiép nhdn cde yéu cdu dét buéng cia khdch.
- Noi dung téom tat
Chiong 3: Nhdn ddt budng - sé di sau phan tich viéc thie hién guy trinh
nhdn ddt budng cho khéch bang 16i hodc bdng vdn bar va tiép nhan cdc yéu
cdu phdat sinh ctia khdch khi nhdn ddt budng.
- Khdi niém va lgi ich ciia viéc ddr buong.
- Cdch thitc va cdc ngudn ddt budng.
- Cdc kiéu ddt budng.
- Cdc logi hang buéng va mitc gid budng.
- Quy trinh nhdn dat budng.
- Stta d6i va hity ddit budng.
- Tim hiéu va ddp ving nhu cdu phdt sinh cia khdch thué buodng.

- Quy trinh theo doi budng qua so dé budng.
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I. KHAI NIEM VA LOI ICH CUA VIEC PAT BUONG

1. Khai niém dat budng .

Dat buong 1a su théa thuan trude gifta khich véi khich san v€ dich vu
buéng ngn, trong d6 khach san c6 trach nhiém danh cho khdch 56 lugng budng,
loai budng cu thé ma khach yeu cau dé sir dung trong thdi gian Iy trii cha ho.

Nhén dat budng 1a cong viéc nhan, 1én so dé, luu tri¥ va phan bd cdc cude
dat budng cho cd nhan va nhém khadch. Viéc nhan dit budng do nhan vién ban
budng & bo phan 1€ tan hodc & phong thi trudng thuc hién. Théng tin cin xdc
dinh la gid budng, sy sip x&p va cdc tai liéu hoa don cia khdch.

2. Nhimg lgi ich ctia viéc dit budng

2.1. Doi v6i khach san

- Viéc dat buong trude gidp khich san ndm rd duge luu lugng khach, qua
d6 ¢ thé biét duge khéi lugng cong viéc trong tuong lai d€ 3 chitc hoat dong
cha cdc bo phan c6 hiéu qua. Ddng thot khach san c6 thé dua ra gid buéng phit
hop v6i timg thoi di€ém (dong khich hodic ving khdch) va cé bién phdp ti€p thi
quang cdo ¢ hiéu qua.

- Viéc dat budng clia khdch con giip khich san ién k€ hoach dén ti€p va
phuc vu mét cdch chu déo.

- Viéc dit budng trude con giiip cho bd phan 1& tan chi dong trong viéc
chudn bi dén tiép khach.

2.2. Doi v6i khach _

- Viéc dat budng cla khach ciing mang lai nhiéu thuan 1gi vé yéu t6 tam
1y cho khéch. Khach s& cam thiy yén tam vi tir xa t6i chic chén s& ¢ budng
dé & ngay.

- Nhié¢u khéch thudng dit budng trude dé dé phong trudng hop gid budng
tang vio nhitng thdi di€ém d6ng khéch ciia khich san.

1. CACH THUC VA NGUON PAT BUONG

1. Cach thure dat buéng

1.1. Pat buéng bing 10i

* Gdp mdt trucc tiép dé dat budng

Khich dén khich san va truc ti€p dit buéng vdi nhan vién dat budng
hodc bd phan kinh doanh ti€p thi cha khich san. Viéc dat budng theo céch
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théc nay thudng mang lai hi€u qui cao bdi vi nhan vién nhan dat budng va
Khich c6 thé tryc tiép trao ddi va thod thuan vé loai budng, vé gid ci ma
khong cdn giri thu hoac fax xdc nhan dat budng. Pic biét, cdc yéu cdu ma
khich dua ra déu dugc céc nhan vién nhan dit budng ti€p nhan mot cach
chinh xac nhat. '

* Pt buong qua dién thogi .

Khach goi dién dén khach san d€ yéu ciu dat budng. Hinh thirc dat budng
qua dién thoai dugc sir dung phd bién nhat, nhanh va dé ti€p can, tiét kiém
dugc chi phi va thoi gian cda khéch. Nhan vién nhan dat budng khi nhan yéu
ciu dat budng cha khdch qua dién thoai can phai nim vitng nhiing yéu cdu clia
khach; khong dugc dé khach phai doi lau gay khé chiu cho Khdch. Khich ¢o
chdp nhan thué budng tai Khéch san hay khéng I3 tuy thudc vao trinh do
chuyén mon, thai do va giong néi cia nhan vién khi ti€p nhan yéu ciu cla
khach. Song, dién thoai ddi khi bj truc trac vé k¥ thuat do thoi ti€t xau, dién
thoai thudmg xuyén ban nén viéc ti€p nhén thong tin khong 15 rang. Vi vay, khi
nhan dat budng qua dién thoai, nhan vien nhan d3t budng nén yéu cau khéch
gifi van ban xdc nhan dat budng cho khich san. '

1.2. Pat budng biing van ban

* Pdt buong qua fax

Cich thitc dat bubng nay duge nhiéu khich sir dung, dac biét 1 cic cong
ty, c4c hang lit hanh véi céc yéu cdu dat budng s& lugng 16n. Uu diém cua cdch
thitc dat budng qua fax 12 t6c do nhanh, luu lai duge van ban dit budng, ddm
bio moi thong tin dit budng dugc chuyén tdi o rang va chinh x4c. Nhitng
thong tin dat budng qua fax, nhan vién dat budng phai kiém tra va ghi lai. Sau
d6, nhan vién nhan dat budng phai gl ngay fax xdc nhan vigc dat budng cua
khich. (Xem méu & trang sau)

* Pt budng bang thu

Khéch viét thir giri t6i khéch san cic yéu cdu dit buéng cia minh. Khich
san s& cin cit vio cic yéu cdu cia khich va tinh trang budng cha khach san dé
gl thir trd 10 khach. Hién nay, cdch thic dit budng nay khong con duge sit
dung phd bién song mot s3 khich gia dinh va céc doan khdch 16n vén sir dung
cich thic ndy, c6 khi ho cdn giti thu dat budng tdi khach san trudc mot nam.
Han ché clia cdch thitc dat budng nay la c6 thé thw bi théi lac gay bi dong cho
ca khach va khéch san. ’
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Mau fax dat budng

cone TY DU LICH & DICH VY THUONG MAI
ARRE SA!G@N”I:RL% |

, T N
. SAIGON TRE TOURIST AND TRADING CO,, LTD

an phdng COnG ty: 12/10 Ky Bdng. Phuding 9, Ghudin 3, TP HA £hi Minh
ET:08.9319748 - 0319767 - Fax: 08.9319768

Ngay 22 thdng 09 ndm 2004
Kinh Gof:  KHACH SAN HOU NGHJ
74’64 B3t djch vy tgi khdch san
-ty DL S&i Gon Tré 84t s& Igng phdng nghi cho dodn ngdy 29/09/2004:
. _§81uong phong: 27 khich

Loai phing SGliong | SEdém | S€lugng | Pongia/ | VAT |
phong khdch phidng
2 khich 14 1 27 150.000 0%
. IQ_Z_\"G CONG {14 L P74 2:100.000
2. S8 lupng dn bila chinh: trua vA chidn ngdy 29/09/2004
~ 27 suft cho mét bira,
- Don gig 20,0004/sust,

Tdnp cong: 540.0004
BJ trf mifn phi phdng O v &n tilleg cho ndi bo (m&i xe 2 HID, 1 121 x€ va ] phu xe)
Gid bao g8m An sdng vi VAT 10%
Vui Iong én he diéu hach tour: BUI THANH TRUC - 0908836332
Bidu hinh d§t dich vy a1 cong ty; LA THI XUAN DUNG — 0919009757
Xan vui Jong Fax tbye don %0 chinh v #n sfng vA s0 48 phéng khich san (irony <16 danh dfy
10t 3 phdng 4§t biet aé b wf cho khich VIP),
Yt chin thinh cém on.

W oboe

Xdc nhin dich vy

. @‘Zl- %;’;3#- f.znn‘?
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* Dt buong bang thu disn 1y

Ngay nay, nhet su két néi ciia h¢ théng internet qua may vi tinh ma khach
c6 thé glti yeu can dat budng clia minh qua thr dién tir téi khach san. Day 1a
hinh thic dit buéng nhanh nhat va ngay cang trd thanh hinh thic dit buéng
quan trong trong twong lai. Nhan vién nh&n dit budng m& mdy vi tinh ba lin
moi ngay dé kiém tra va in cic dat budng trén mdy.

Khi nhan duoc cdc dat budng qua mdy vi tinh, nhan vién nhén dat budng
cing phai ghi lai moi thong tin dat budng vio phieu hoic sé dat budng va giri
thu xdc nhan dat budng cho khach.

2. Cac ngudn dit budng

2.1. Nguon khach dit budng tryc tiép

Nguén khich dat budng truc tiép la nguon khach tryc tiép ddt budng tai

khach san ma khéng thong qua mét 8 chie dét budng trung gian nio. Ngudn
~ khéch nay thudng 1a cic khdch 1, khich doan truc tiép goi dién, gitt thur viét
tay hodc thu dién ti dé dit buéng tai khéch san.

2.2. Nguén khach dat budng thong qua cic dai ly trung gian

Khach dir buéng ciia khich san thong qua cdc dai ly trung gtan nhu: dai ly
du lich, hang 1it hanh, héng hang khéng, vin phong du lich dia phuong. Khi dat
budng thong qua cic dai 1y nay, khach s& cam thiy yén tam vé chat lugng vi
uy tin ctia khach san.

* Nguon khdch tir cdc dai Iy du lich va cde hdng lit hanh

Hoat déng chinh cha cdc dai 1y du lich vi c4c hang 1t hanh 1a nhan cac hop
dong dat budng cla céc c4 nhén, t6 chifc va 6§ chic cdc k¥ nghi tron géi cho
khdch bao gém di lai va nghi ngoi. Céc dai ly trung gian nay c6 thé thué budng
cua khach san dé€ 8 chite chuyén du lich cho khich hodc ¢6 thé gidi thicu
khich cho khéch san dé huéing hoa hong.

D¢ khuyén khich viéc bdn budng va giit méi quan hé t6t véi cac 16 chire dat
buéng trung gian, khéch san danh mét s¢ luong budng nhat dinh dé cic dai ly
chi dong ban buong cho khich. Sau d6, cdc dai 1y méi khing djnh viéc dat
budng véi khich san. Cic dai Iy du lich s& khong phdi ndp bét i mot khodn
tién nao khi khong bdn hét sG luong budng ma khéch san di danh cho hang
trong khodng thoi gian nh4t dinh.
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* Nguén khdch ddt buéng tix céc hing hang khong

Hiang hang khong thudng mang dén cho khach san cic ngudn khich 1a
cdc doi bay nghi gifta chuyén bay, cdc déi tugng khéch 1& chuyén bay, huy
chuyén bay do cdc 1y do thdi tiét hogic mdy bay bj truc tric k§ thudt, khach
chuyén chuyén bay va khdch di du lich bing phuong tien mdy bay. Céc
hang hang khéng ky hgp déng thué mét s& lugng budng nhat dinh véi khich
san cho nén duge giam gid ding ké. Ngay nay mot s6 hang hang khong con
n6i mang véi cdc bo phan dit budng cha khach san dé khai thdc nguén
khach nay.

* Nguon khdch tic cdc van phong thong tin du lich dia phuong

Cdc van phong thong tin du lich dia phuvong mang dén cho khéch san
nguén khich la khach tham quan du lich clia dja phuong. CAc khéch san
thuong lién két chit ché véi cdc van phong nay bdi vi ngoai viéc khai thic
nguodn khéach, ho con dat budng, nhan mua vé may bay va td chifc cdc cude
tham quan cé hudng dan cho khach.

2.3. Nguon khach qua cdc hé thong dat budng trung tam

Cdc khdch san trong cling mot tap dodn hodc cic tap doan khéach san khic
nhau o6 thé thiét lap h¢ thong dat budng trung tam, nhim muc dich tao thuén
lgi cho khdch hang trong viéc ddt budng khich san, khuyén khich khach hang
st dung san pham clia cdc khdch san trong ciing tap doan,

He¢ thong dat budng trung tam 1i€p nhan cdc yéu cdu dit budng cua khich
hang va phan bo cho céc khach san trong hé thong chia minh. Khich hang duoc
cung ¢ap cdc s6 dién thoai mién phi cha hé thdng nén c6 thé dé dang ti€p cin
khach san.

Nho he thong dat budng trung tam, cdc khach san tang kha nang thu hat
khach va tiét kiém duge chi phi quing céo.

IIL CAC HINH THUC DAT BUONG

1. D&t budng c6 dam bao

Dit budng c6 ddm bao 1a hinh thic dat budng ma khdch s& tra trudc cho
khdch san mot khoan tién d€ khdch san giit budng cho khéch dén khi khéch t6i
hoac dén thdi di€m lam thi tyc tra budng cla ngay tiép theo, mac dit khich c6
- dén hay khong.
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Vige dit budng c6 ddm bao lam 6n dinh hoat dong kinh doanh ciia khich
san, dong thoi gildp khich yén tam khi dén khdch san s€ cé budng & ngay.
Trudng hgp khdch khong dén ciing khong hay dit budng hodc hily dat buéng
khong ding theo quy dinh cha khich san thi phai boi thudng cho khdch san
theo thoa thuan giita hai bén. Thong thudng s6 tién bdi thudng 14 s6 tién cha
mot dém @ cua tat cd cdc budng ma khéch di dat. Mot s6 hinh thic dit budng
c6 dam bdo la:

1.1. Dam bao bang viéc tra trude tat ca s6 tién thué budng

Khdch s& thanh todn toan bo s6 tién budng trude ngay khdch dén nhan budng.

1.2. Pam bdo bing dat coc truée

Khdch thanh todn trudc mét phan tién budng trude ngay khach dén dang ky
khdch san. S6 ti€n dat coc thudng biing tién trd luu tri mot dém &, duge khich
chuyén d&n khach san tru6e ngay khich dén. Khoan tién thanh todn trudc ciia
khich vé toan b hodc mot phin tién budng ciia khach dugc ghi trong hé so
cua khéch trude khi khdch t6i khich san.

1.3. Pam bao bing thé tin dung

Khéch s& sir dung thé tin dung dé dam bao viéc dat budng ctia minh. Khi
do, nhan vién cén ghi lai tén khdch, dia chi, loai thé, s& thé, gid tri trén thé,
ngay ddo han clia thé va ki€m tra. Néu khach khong dén nhan budng vao ngay
da quy dinh va ciing khong hiy bd viéc dit budng thi tién thué budng va thué
cua mot dém s& duge tinh trir vao thé tin dung. Cong ty phat hanh thé «n dung
s€ dam bdo thanh todn cho khdch san khoén tién nay. O nhiéu quéc gia, day la
hinh thic dat budng c4 nhan ¢6 ddm bao phé bién nhat.

1.4. Dai ly du lich, hang lit hanh dam bao

Cac dai 1y du lich, hang I hanh thudng ky két hop ddng dit budng véi
khdch san dé dam béo viéc dt budng ciia ho. Céc 6 chiic nay c6 ky két hop
dong dat budng véi khach san, dam bao chiu tréch nhiém thanh todn nhitng
budng khdch dat ma khong dén hay khéng théng bdo huy dat budng hoac bio
huy khong ding quy dinh cia khéch san.

1.5. Co quan, cong ty dam bao

Co quan, cong ty thuong déng y chap nhén trich nhiém vé tai chinh cho
budng khich da dat ma khi khdch khéng dén lwu trd tai khéch san. Ban thda
thuén nay thudng dya trén co s& hop déng ky két gitta khdch san vA cong ty, co
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quan gui khdch. Néu khdch khong dén nhan buéng thi gidy tinh tién s& giri dén
cdc cong ty dé.

2. Bat buong khéng dam bao

bat buéng khong dam bao 13 hinh thic dat buéng ma trong d6 khéach san
chiu trdch nhiém gii¥ buéng cho khach téi mot thoi diém quy dinh, thuong la
18h ctia ngay khach dén. Sau thoi gian quy dinh giit buéng ctia khach san, néu
khdch khong dén nhan buéng, khdch san c6 thé cit hop dong ctia khéch va cho
khach khac thué.

IV. CAC LOAI BUONG VA MUC GIA BUONG

1. Cac loai buéng

1.1. Cac kiéu giudng

Trong khédch san c¢6 céc kiéu giuong khdc nhau nhim dap ing nhu céu
khdc nhau cta khéch. Thong thudng cé mot s6 kiéu giudng co ban:

K (King-size bed): Giudng 16n nhat.

Hinh 3.1. Giuong I6n nhat
Q (Qeen-size bed): Giuong do6i cd 16n, thudng nho hon loai givdng
hoang d¢ 10 - 25%.
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Hinh 3.2. Giwong nit hoang

D (Double bed): Giudng doi, nho hon giudng nit hoang 25%.

Hinh 3.3. Loai giwong doi
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Hinh 3.4. Buéng twin

1.2. Cac loai buong

Khéch san ¢6 cdc loai buéng khdc nhau dua trén co so s6 luong ngudi, loai
khdch c6 thé luu trd trong d6. Trén thuc t€ ¢6 céc loai buéng phé bién & cic
khdch san:

- Single bed room : 1a buéng ¢6 mot giudng don.

- Twin room: la buéng c6 hai giudng don.

- Double room: La budng c6 mot giudng doi hodc givong hoang dé.

- Apartiment: La budng thiét k& theo kiéu can ho c6 cdc tién nghi sinh hoat

-Triple room: La budng xép cho ba ngudi, cé thé ¢6 hai hoic ba giuong.

- Budng lién ké: La budng & canh nhau, chung tudng nhung khong chung ctra.

- Budng doi dién: La budng & gan nhau c6 thé d6i dién qua hanh lang.

Moi loai budng cho biét quy mo ctia budng dang c6 sdn va bao nhiéu nguoi
c6 the luu trd ciing nhu két hop s6 lugng ngudi phit hop. Budng kép thudng
danh cho céc cap vg chéng, con budng doi lai phit hop véi hai ngudi 16n khong
¢O quan h¢ ho hang cung di du lich.
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1.3. Hang budng

Trude day, cdc khdch san thudng chi c6 mot hang budng va moi khach déu
phdi chiu chung mét mic gid. Cic khédch san sang trong c6 tién nghi budng
ngl sang trong nhat véi miic gid cao duge danh cho cic khich giau c6. Nguoc
lai, khdch san hang trung binh c6 tién nghi va mic gis hop 1y, vira phai danh
cho tang 16p binh dan. Ngay nay, dé dap ing nhu cau da dang cta cic doi
tuong khdch, hau hét cdc khich san déu c6 nhiéu hang budng véi tién nghi va
dién tich tuong ng véi cdc mifc gid khdc nhau. Cic hang budng thudng cé &
cac khach san:

A. Buéng sang trong (Deluxe)

B. Buong loai gid cao vira phéi (Superior)

C. Bubng dat tiéu chuén (Standard)

S. Buéng can ho hay loai dic biét (Suite)

* Buong Deluxe: 1a nhiing buéng thudng c6 vi tri dep, cé miic tién nghi cao
va d6 dac, noi that thuoc loai dit tién.

Hinh 3.6. Buong deluxe

* Buong loai gid cao vira phai: La budng thudng duoc dit & cic tang c6 vi
tri thun loi nhung khong dep bang budng sang trong. Loai giuong trong budéng
nay, thong thuong 1a mot givong d6i hodc hai giudng don, cdc giudong nit
hoang hoac mot giudng hoang dé.
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Hinh 3.7. Buéng superior

* Buong tiéu chudn : La loai budng c6 gid thap nhat trong khich san. Buong
loai nay thuong ¢6 tim nhin khong tét, vi tri kém thuan loi nhat trong khdch san.

Hinh 3. 8. Buong twin tiéu chudn

* Buong suite: La loai budng ¢6 khu ti€p khdch va khu ngi riéng biét cung vdéi
mot s6 do ding tién nghi ndu nuéng. Khu ngu cia loai budng nay c6 thé la mot,
hai hay ba buéng ngii, théem mot buong khich va mot nha bép day du.
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Hinh 3.9. Buong suite

Ngoii ra, con ¢6 cdc budng sang trong hon danh cho cic khach quan trong
nhu cdc quan chic nha nude. Cic budng dic biét: budng chung vich, buong
thong nhau, buéng danh cho nguoi tan tat, buéng khong hit thudc la...

1.4. Vi tri buong

Vi trf clia budng rat quan trong d6i véi khdch. Vi du: budng ¢ gbc, budng
quay mat ra bién hodc nii, buéng cdch xa tiéng 6n cha thanh pho... doi khi rat
quan trong v6i khdach va khdch sdn sang tra gid cao nhét dé dugc & trong cdc
loai budng nay. Vi tri cia buong thé hién & hai dic diém chinh:

- Hudng nhin ctia clia s6 hay ban cong cla budng.

- Thit tu tAng cla budng.

2. Mirc gia budng

Cic khéch san ¢6 vi tri, dién tich, loai hang khdc nhau nén gia budng trong
cdc khdch san ciing khdc nhau, tham chi ngay trong cing mot khédch san céc
loai budng ciing c6 gid khdc nhau. Céc chi phi dat dai va xay dung 12 nhan t6
quyét dinh can ban trong gid ca cho thu¢ buéng. Bén canh d6, mic sang trong,
kiéu budng, s6 lugng khach, mia du lich ciing 4nh hudng téi mic gid budng
hang ngay tinh cho khach hang. Gid budng c6 thé phan thanh 4 loai co ban sau:
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2.1. Gia chuan (Rack rate)

Gid chudn hay cdn goi 1a gid cong b6 hoic gid niém yét [a miic gid cao nhat
cta khéch san. Mifc gid nay dugc in siin trén bang gid ciia khdch san, dit tai quiy
€ tan. Gid chudn s& thay d6i tuy theo miia véing khach hay dong khéch.

VMQ HOTEL HA NQI

JAVAYAY
ROOM TARIFF
R t
Room Type - oom ra Efs Arca
I Foreigner Vietnamese
Standard US$ 20 VND 250.000 20 i
First class US§ 23 VND 300.000 25
Supertor US$ 25 VND 350.000 30
Duluxe suite USS 30 VND 400.000 35

- The above room rates are subjected to 5% service charge
and 10% Govenmenttax

- The rates are including breakfast

- Check out time: 12.00 noon

WE ARE ALLWAYS AT YOUR SERVICE
VM@ HOTEL
87 Nguyen Thai Hoc str., Ba Dinh dis.,
Ha Noi capital, Vietham
Tel: {(84-4) 8230549 - 8431549 - 8431550 - 8431551 - 8236019
Fax: (84-4) 8431548

2.2. Gia theo nhom, gid theo chuyén du lich (Group and tour rates)

Gid theo nhém, gid chuyén du lich duge gidm cho cic 18 chic, cdc cong ty
¢ dat s6 lugng budng Ion. Loai gid ndy c6 thé duge ban cho cic thanh vién
tham dy héi nghi, hoi thao, cdc khich di theo doan hodc theo tour do cic hiang
iif hanh hoac cdc dai 1y du lich 16 chic. Nhiéu khich san 16n da ap dung gia
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nay dé thic ddy viéc kinh doanh trong thai ky véng khich hoac 1am cho tién té
luu chuyén 6n dinh quanh nam.

2.3. Gi4 dac biét va khuyén mai (special promational rate)

La loai gid ¢6 sy vu dii danh cho cdc doan khich, khdch quen hodc céc
khich tiém nang nhdm muc dich khuyén mai va tang céng suat budng. Gia dac
bigt ¢6 mot 56 loai nhu sau:

- Gid hop tac: danh cho cdc cong ty cé hgp déng thué budng cha khich san
va thuong xuyén gui khédch téi.

- (Gid gia dinh: khich san thudng dua ra miic gidm gid hodc mién phi tién
budng cho tré em khi & chung v6i b6 me nhim muc dich khuyén khich ci gia
dinh nghi tai khdch san.

- Gid moi: 1a gid danh cho cdc quan chite chinh phi, nhitng ngudi ¢é dia vi
cao trong x& hoi, nhiing ca si no6i ti€ng, nhitng khdch dic biét di va s& mang lai
1gi nhuén cho khéch san truée day va trong tuong lai.

- Gi4 danh cho khéch & dai han: Gid vu dii danh cho cic déi twong khdch &
dai han. Khéch san s& gidm gid cho khach dua vao thdi gian luu trd cua khéch,
khich & cang lau thi mifc gid budng cang giam. Hinh thic gidm gid nay s&
khuyén khich khach & lai khdch san 1au hon nira.

- Gia khuyén mai: 1a gid danh cho cdc trudng doin, nhiing ngudi té chiic
héi nghi hodc mot s8 déi tuong khich duge wu tién nhdm khuyén khich cong
viéc kinh doanh cua khdch san trong twong lai.

2.4. Gia tron go6i (Package rate)

La loai gid bao gom cd tién thué budng va tién mua céc loai dich vu khic
nhu cdc hoat dong gidi tri, t6 chic tiée. Loai gid ndy s& gidm hon so véi gid tién
budng va gid cdc dich vu duge tinh riéng Ié, nhim khuyén khich khdch mua
nhi€u budng ngl va cic dich vy khéc.

Ngoai ra, khich san con ¢o céc loai gid theo bita an (meal plans):

Céc loai gia budng theo | Ma Diac diém
biia in hiéun
Gi4 budng kifu Au EP | Chi bao gém tién buéng khong bao gém bifa 4n.

Gid bubng ki€u My ddy da | FAP | Tién thue budng cong véi chi phif ba bita an méi ngy.
Tién bubng coOng vdi chi phi bita 4n sdng va mot
trong hai bita &n chiéu hoic t6i.

Gi4 budng kiéu lyc dia CP | Tién budng cong vdi tién bifa 4n sdng theo kiéu luc dia.

Gi4 budng kiéu M¥ cdi tién | MAP
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V.QUY TRINH NHAN DAT BUONG

1. Quy trinh nhan dat buéng

Bi€u 3.1. S0 dé quy trinh nhan dat budng

Béang vin ban

Bang 1oi

Tiép nhan yéu cdu vé buéng cha khéach

}

Kiém tra kha nang dap ing

Co l

4 Khong

Khéng

Thoa thuan dit buéng Thuyét phuc khéch lua

cta khich chon giaj phép thay thé

v v v v
Xdc nhén lai thong tin .
PR Ghi tén|{ Gidi
dat buong sy il 518y || khseh || thieu
0 joaidoi thdiy s 45 | khdch
udng gl&ﬂ}ll‘ll khich san
, N chy || khac

Két thiic
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1.1. Quy trinh nhan dat buéng bang 15i
Bude 1. Tiép nhan yéu cdu vé budng cha khach.
Khach c6 thé goi dién hoic truc ti€p dén khach san dé dat budng, nhan vién

1€ tan cdn gidi thiéu san phdm ca khich san vdi khdach va tién hanh ti€p nhan
cdc yéu cdu vé budng cita khich, cu thé:

- Tén khach, doan khach dit budng.

- Ngay dén, ngay di.

- 56 dém luu tru.

- Loai budng,.

- 86 lugng budng, s6 lugng khach.

- Cdc yéu cu dac biét khic vé budng.

- Thong bdo gid budng va thod thuan gia budng véi khéch

Budc 2: Kiém tra kha ning ddp ting ctta khdch san

'Nhan vién 1€ tan s& kiém tra tinh trang budng cha khdch san xem cé thé
dap @ng dwge yéu cu vé budng clia khdch hay khong.

O khdch san 16n, nhan vién ¢6 thé kiém tra tinh trang budng dua vao
danh séch buong dugc in ra tit mdy vi tinh hodc ¢é thé kiém tra tryc tiép trén
mdy vi tinh.,

G Khéch san nho, nhin vién s& dya vao cic loai sé sdch: sé dat buéng, so
do tinh trang budng...

Khi ki€m tra (inh trang budng s& c6 2 kha nang xay ra:

- Néu khich san khong ¢6 kha ning dép ing duge yéu cdu vé budng cla
khdch, nhan vién 1€ tan phdi khéo 1éo thuyét phuc khdch lua chon cdc gidi
phap thay the: thay d6i loai budng khéc, thay ddi thot gian lvu trd. Trong
truong hop khach khong déng ¥, nhan vién ¢6 thé xin phép duge ghi tén
khdch vao “danh sich khach chd” va xin dia chi lién lac clia khich. Néu

khich khong chap nhin thi gidi thiéu khich sang khich san khdac nrong
duong va hen dip khic.

- Néu khdch san ¢6 kha nang ddp fing yeu cdu vé buéng clia khich, nhan
vién thong bdo lai v6i khdch va thyc hién tiép nhan céc thong tin dat budng
cita khéch.

Budc 3: Thoa thuan dat budng ciia khach.
Nhan vién 1€ tan sé& ti€p nhan cic thong tin sau:
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- Tén khéch luu tni hoéic danh sach khach (néu 1a khach doan).

- Dia chi khdch, co quan, 56 dién thoai, fax cha khdch dit budng.

- Thoa thudn lai gid budng vé6i khich.

- Khach dat buéng ddm bao hay khong dim bao. Néu dat budng dam bao
thi can ti€p nhan cdc thong tin vé ddm bao.

- Hinh thitc thanh todn clia khdch: Khdch thanh 1o4n hay co quan thanh todn.

- Cic yéu cdu dac biét khic: xe don tai san bay, dat tiéc, dat budng hoi
nghi, thué thur ky...

- Théng bao véi khdch ve thai gian v quy dinh huy dat budng cia
khach san.

Buogc 4: X4c nhan lai cdc chi tigt dat budng.

Sau khi da thoa thuan véi khdch vé cédc chi tiét dat budng, nhan vién 18 tan
can xdc nhan lai cdc chi tiét dit budng cha khich. Muc dich ciia viéc xdc nhan
12 dé nhan vién 1€ tan cling khéch kiém tra lai cdc thong tin di thoa thuan mét
lan nifa, trdnh sy nhdm lan gay héu qué khon ludng sau nay. Déng thoi gitp 16
lan c6 thé 1iép nhan cdc yéu cdu phat sinh clia khach.

Budce 5: Két thiic

* Nhan vién 1€ tan chao khdch, cdm on khich di lva chon khdch san cla
minh va hen gap lai.

* Thyc hién nhitng cong viéc sau khi nhan dr budng.

- Cép nhat thong tin v€ cdc dit budng da nhan vao sé dat budng, vio bang
tinh trang budng, vao hé théng dit buéng trén m4y vi tinh.

- Nhan khing dinh lai dat buéng cda khdch: viéc khing dinh lai dat budng
cho phép khdch san kiém tra va khang dinh lai cdc yéu cdu dit budng cla
khdch. Dong thoi, viéc khdng dinh nay con 13 s khing dinh lai viéc cam két
gilta khach vGi khdch san vé viée dit budng va duge coi nhu mot ban hop déng
hop phap vé mat phdp ly. |

- Sap x&p bao quan cdc phiéu dat budng da nhan.

- Bdo cdo cho cdc bd phan c6 lién quan

- Chuén bi danh sdch khich du dinh dén.

1.2. Quy trinh nhan dat budng bing van ban

Bugc 1: Khi ti€p nhan yéu ciu dit budng ciia khach bang fax, nhan vién
dat budng ghi thdi gian nhan lén béan fax, sau d6, phan loai fax va xir 1y fax dat
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budng khin, fax dat budng ciing ngay trudc. Cdc fax dat buéng khéc s& lan luot
giai quyét theo thoi gian khach dat.

Buéc 2: Doc k¥ ban fax va chi ¥ cic thong tin co ban: Cong ty dat budng,
sG lugng budng, loai bubng, ngay dén, ngay di, s6 dém nghi tai khich san, yeu
cdu dic biét vé budng.

Bude 3: Kiém tra kha niang dép (ing cia khach san.

- Néu khong dép tng duge thi phai gir fax trd 161 khéch, t6 ¥ rét ldy lam ti€c.

- Néu ddp ing dugce thi thuc hién céc budc ti€p theo.

Bude 4: Nhan vién dat budng sé xdc nhan gia budng 1én fax dé thoa thuan véi
khdch. Néu khdch yéu cau gidm gid nhiéu, phai xin y kién ngudi phu trach bd phan.

Buée 5: Sau khi khich di déng ¥ vé gid budng, nhan vién dat budng xéc
nhan lai cac diéu khoan trong fax dé théng nhat:

- Xéc dinh tén chia khach, clia cong ty.

- Ngay gio dén va di.

- Loai budng, s6 lugng budng.

- S8 lugng khach.

- Gi4 thué budng.

- Cdc yéu cdu dic biét.

Butdc 6: Déng dfu da xdc nhan, ghi ngly thang, ky tén lén van ban dat budng.

Bude 7: Nhan vién nhan dit budng Fax xdc nhan dat budng tra lai cho don
vi dat budng. Van ban tra 161 phai duoc chudn myc héa d€ chiing 16 chat luong
ctia khach san.

2. Quy trinh nhan dit budng cho médt 56 ddi tugng khach

2.1. Quy trinh nhan dat budng cho khich quan trong

Khdch quan trong (hay goi 1a khdch VIP) la ddi tugng khéch dugce khich
san ddc biét vu dai vi kha nang chi trd cao hodc vi tri quan trong cua ho khong
nhitng mang lai danh tiéng cho khdch san ma con mang lai ngudn thu 16n trong
tuong lai. Cho nén, nhéan vién dat budng cén chi ¥ ddc biét khi nhan dat budng
cho déi tugng khach.

Quy trinh nhan dat buéng cho khich quan trong, vé cd ban giong cic bude
trong quy trinh nhan dat budng néi chung. Song, nhan vién dat budng codn phai
yéu cdu thu ky ctia khach cung cap thém céc thong tin:

- S8 ho chién hoic s6 chitng minh thu cha khach.
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- Quéc tich.

~ 5& thich va théi quen clia khéch.

Nhitng thong tin nay s& gidip cho viéc déang ky khich san cho khich nhanh
nhat va 16i da héa mitc do hai long ctia d6i tugng khich nay.

2.2. Quy trinh nhan dat buéng cho khach doan, khach di theo tour

* Khi nhan dat budng cho khach theo doin, khich di theo tour ciing thuc
hién cdc budc gidng nhu quy trinh dat budng néi chung. Tuy nhién, nhan vién
dat budng cdn chid ¥ mét sG diém sau:

- Phi€u dit budng ctia ca doan phai mang t&n doan khach,

- Théng nhét ndi dung trude khi lam hop déng:

+ Thaor gian Tuu trd, s6 dém luyu trd.

+ 56 lugng budng, loai budng.

+ 56 luong khach.

+ Gid tién cho timg loai budng hodc gi4 tron géi cho ting khéch.

+ Tong chi phi cho ca doan.

+ Phuong thic thanh todn.

+ 56 tien dét coc va thdi han cudi cling cho viec dat coc, cling x4c nhan
dait budng.

+ Thoi han trudng doan giri danh séch doin cho khéch san.

+ 56 ti€n boi thudng d6i véi cdc budng hity khong diing quy dinh.

* Luu y khi nhdn dat buéng cho khdch doan, khdch theo tour.

- D6i véi nhitng khdch dodn ¢4 thai gian dat budng quéa dai so vdi thoi gian
dur dinh tGi, b¢ phan dat buéng nén ¢6 k& hoach wéc tinh trude 6 buéng khdch
s€ huy va ridt bét budng dy dinh danh cho doan khach dé ban cho khich khic
nham ting cong sudt buéng va doanh thu chia khich san. Theo uéc tinh khich
dodn dat budng trude ngdy dén 12 thng, ty 18 s6 budng dit cé thé huy 30%.
Khéch doan dat budng 3 thing, ty 1¢ s6 budng dat ¢6 thé huy 15%.

- Khdch san phai théng nhat véi khach thoi han hily dat buéng va phii ghi
vao hgp dong buéng chinh thic. Thong thudng thai han hiy dat buéng phu
thugc vao s6 lugng budng khich dit, s6 lugng budng cang Ién thi thoi han hay
dat budng cang sém. D6i v&i nhitng khach doan 16n thi thoi han hay dat budng
cudi cling 1a tir 06 dén 08 tuan. Néu phia khich bdo huy hop déng dit budng
sau thoi han hity di thong nhat giita haj bén thi khach san ¢6 quyén tinh tron
gdi gid bubng hodc theo mitc quy dinh trong hop déng.

- C6 hai loai dat budng qua dai 1§ du lich va hing lit hanh.
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+ Loai th¢t nhat: Khach mua tour tron géi qua dai 1y du lich va hing lir
hanh dugc hang cap phi€u thanh toén dich vu (Vocher), khach chi viec giao
héa don cho nhan vien ti€p tan khi lam tha tuc thanh todn khéch san,

+ Loai thit hai: Khdch chi nhe héng 1 hanh dar budng va tryc tiép thanh
todn v6i khdch san thi hing khong ¢6 trach nhiém vé viéc thanh todn ciia
khdch. Hang chi gi6i thiéu khich cho khich san dé€ hudng hoa héng.

Khi nhan dt budng cho khdch t thanh to4n v6i khédch san, nhan vien nhan
dit budng cén yeu cau hang 1 hanh dat budng cé dim bao cho khdch.

3. Mt s6 tinh hudng thusng xay ra khi nhan dat budng

- Khdch muén ddt budng c6 dam bdo nhung khi dén & méi dgr coc:

LE tan théng bdo cho khich quy dinh cla khich san sg gilt budng cho
khdch dén 18h ngay khach dén.

- Khdch quen dat budng: Xiém tra hé SO luu cua khdch va cho khich
hudng gid wu dai ciia khach san.

- Khdch quen ciia khach san muodn dugc giit gid buong nhu lin truce nhung
hién tai gid budng cia khéich San cao hon: nhan vién nhén dat buéng phai
chuyén yéu cau clia khéch cho cap trén hodc bo phan kinh doanh ti€p thi va héi
am cho khéch ngay.

- Khach san da ban budng cho khich ¢ mic thdp nhdt nhng khéch véin
mudh gidm giG: Nhan vien nhan ddt budng phéi bio cap trén xem xét, can nhic
d6i tugng khich nay va phai héi 4m ngay cho khdch khi 6 quyét dinh ctia bo
phan kinh doanh.

- Khdch ddt buong théng bdo la khédch ciia cong ty nhumg khéch di nghi
chik khong phdi di cong tde: Khich khong duoc hudng gid wu daj cia cong ty.

- Khi khdch san khong con buong cho khdch thué, néu phdi chuyén buong
cho khdch sang khdch san khdc.: Nhan vién nhan dat buéng phai thong bdo cho
trg 1y gidm d6e hosc gidm déc 1€ tan vé viéc chuyén khéch va tén khich san sg
chuyén kkdch t6i.

- Khi khdch san da ban hé buéng ma vdn con khdch ddt budng: Tiép tuc
nhan dit budng cha khach va xin phép ghi tén khéch vio danh sdch khach chy
(chi nén nhan vuot troi 05 bubng).

- Nhdn vién nhan det budng ghi chép nhdm cdc chi tiét ddt budng: d& tranh
nhim 14n sau khi ghi lai cdc thong tin dat bubng ctia khich, nhan vien nhan dat
budng cdn doc lai cho khéch kiém tra.
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Biéu 3.2. Phiéu ddt buong

RESERVATION FORM
PHIEU DAT BUONG

ARRIVAL DATE { / /200

Flight time:
Number of Night:

Number of Room:

No.:

DEPARTURE DATE / /200

Flight time:

No of Pax:

Room Type:

ROOM RATE:| US$ O
NAME OF GUEST:

G TS
7 RO
6 TSRO

ABF O LUNCH O DINNER

RESERVATION MADE BY:

TEL:

COMPANY:

PAYMENT: O Pax-Account O Company (All expenses) L Company pay (Room charge)

SPECIAL REQUEST:

Taken by:

Received by:

Date:

Dafe:

Distribution: White — Reservation Filing; Pink — Front Desk

82




VI. SUA POI VA HUY PAT BUONG

1. Sira déi dit budng

Sau khi da dat budng tai khich san, moét s6 khich vi mot s6 1y do khéc
nhau nén da thay ddi k& hoach va mudn sira d6i dit budng. Nhimg chi ti€t ma
khdch mudn sita d6i dat budng:

- Thoi gian luru trd.

- Loai budng, sé lugng budng.

- Cic yéu cau khic,

Khi nhan duge cdc yéu cdu sira ddi cua khéch, nhan vién nhan dat budng
can vui vé va nhanh chéng giiip khach sira d6i dat budng. -

1.1. Quy trinh sira déi dat buéng

Bude I: Tiép nhan cdc yéu cu slta déi dit budng.

Khi khdch yéu cdu sira d6i dit budng, nhan vién 1& tan phai tim ngay thong
tin dat budng trude cua khéach. Ti€n hanh xdc nhan céc stra déi dat budng cha
khach. Cic yéu cdu sira déi bao gém:

- Thay d6i ngay dén, ngdy di, s¢ dém lwu tri.

- Thay d6i loai budng.

- Thay déi s6 lugng buéng.

- Thay déi s6 lugng khéch.

- Thay déi vé cdc dich vu khéc di dat.

- Thay ddi v& hinh thifc ddm béo.

- Thay déi vé cdc yéu cdu khic.

Buéde 2: Kiém tra kha ning d4p iing cla khdch san.

Nhitng yéu cdu sira d6i ctia khdch vé: thoi gian lvu trd, loai budng, tang
s0 lugng budng, tang s6 luong khéch... ¢6 thé lam thay déi kha nang dép
ting cla khédch san. Vi vay, khi ti€p nhan nhitng thong tin nay, nhan vién
nhdn dat budng phai ki€m tra xem khdch san ¢6 ddp ¥ng duge yéu cdu sira
déi clhia khéch hay khéng.

- Néu dép itng duge: ti€n hanh sira ddi dat budng cho khach.

- Néu khong dép ting dugc ¢6 thé thuyét phuc khdch lya chon cic giai phip
thay thé.
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Nhitng yéu cdu slra ddi ciia khdch: cdc dich vu khic.. ma khéng anh hudng
dén kha nang ddp \ng cha khich san, nhan vien dat budng c6 thé tién hanh
ngay viéc stra d6i dit buéng cho khach.

Bude 3: Xac dinh lai céc chi tiét sita déi dat budng cha khach dé cling
khach kiém tra lai mot 14n nita cdc théng tin d3 thda thuan dé tranh nhiing sy
nham lan sai sét. :

Buge 4: Thyc hién sira déi dat budng.

Nhan vién 1€ tan c6 thé sira d6i thong tin 4t budng trong cic s6 va toy roji:

- 86 dat budng: & cdc khdch san nhd, viéc sira ddi dat budng duge ghi vao
s6 dat buéng.

- Phi€u dét budng: & mot s& khéch san, nhani vién 13 tan sir dung phiéu dat
buong caa khach dé ghi lai nhimng thong tin sira ddi da budng.

- Phi€u sira d6i dat budng: & mot s6 khach san, nhan vién 1€ tan tan dung
phiu sira d6i dé ghi lai cdc thong tin sita d6i dat budng.

- Méy vi tinh: & nhiing khéch san vi tinh héa ghi nhén cic thong tin dat
budng bang mdy vi tinh, nhan vién 12 tan c6 thé vao muc sira ddi dé thue hién
stra dSi dat budng cho khach.

Buoc 5: Két thiic

Nhan vién I€ tan cam on khédch da thong b4o su thay d6i cho khdch san,
chao khich va hen gip lai.

Thong bio cic bo phan c6 lién quan vé thay ddi dat budng ciia khich.

1.2. Mot s luu § khi sira déi dat budng

- Kiém tra lai dat buéng cta khdch vi xdc nhén lai véi khédch cic thong tin
dat buong cii, d€ phong trudng hop hai khich ciing ho tén sira di dat budng.

- Héi tén ngudi yéu cu stra ddi.

- Hoi khédch nguyén nhan stta d6i mot s6 chi tiét vé budng va thuyét phuc
khdch gilt nguyén dat buéng (néu c6 thé).

- Cam on khéch cho biét yéu ciu sira déi.

- Thong bdo cho céc b phan lien quan vé viec sira déi céc chi tiat dat budng.

- Ghi 56 giao ca vé viéc sira d6i dat budng.
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2. Huy dit budng

Huy dat budng la viéc khdch da dat budng tai khich san nhung khong con
nhu cdu sir dung nhitng budng da dat va thong bdo véi khach san. Khach san ¢6
guyén ban nhiing budng da huy cho khdch khic.

Khi thuc hién yéu cdu huy bd dat budng cua khich, nhan vién 1€ tan cén
nim vitng quy dinh huy dit budng di cam keét gitta khich san véi cac doi wong
khéach huy dat budng.

2.1. D6i véi loai dat budng dam bao

Khdch dat budng ¢é dam bdo khi mudn huy dit buéng, nhan vién [ tan
can thue hién nhilng cong viéc sau:

- Chao khich va hoi yéu cau ciia khach.

- Tiép nhan yéu cdu huy dit budng cua khach.

- Hoi tén khach dat budng, tén nguoi huy dat budng.

- Hai 1y do huy dat budng: Nhan vién 1& tan cdn khéo 1éo tim hiéu 1y do
khdch huy dat budng (vi 1¥ do cong vigc hay 1a nhitng 1y do khac ¢6 lién quan
dén khdch san), cdn ¢é ging thuyét phuc khach & lai khdch san hodc bao cho
ngudi phu trach biét cdc yéu cdu clia khdch dé khdch san tim huéng giai quyét.

- X4c dinh lai moi thong tin dat budng cii cha khéch dé chic chan khong
huy nham dat budng ciia khach khdc.

- Khing dinh lai viéc huy dat buéng véi khach.

- Yéu céu khdch gin thu x4c nhan huy dat budng.

- Cam on khach da cho biét viéc huy dit budng va mong muén dugc phuc
vu khich trong tuong lal.

- Déng dau va ghi rd ngay thdng huy dat budng Ién phi€u dat buong goc
cua khich. Ghi s6 huy dat budng vao s6 huy dit budng.

- Ghi chép lai moi thong tin vé khdch huy dat budng.

- Huy dat budng trong mdy vi tinh va luu hé so phiéu huy dit budng.

- Thong bdo cho cac bo phan ¢6 lién quan vé viéc huy dat budng cia khéch.

* Luu y: khi khach huy ddt buong c¢6 ddm bdo:

- Trudng hop khédch huy dit budng ding quy dinh, nhén vién 1€ tan tra lai
tién dat coc cho khéch.

- Trudmg hop khéch huy dit budng khong diing quy dinh, khach phai thanh
toan cho khdch san khoan béi thudng. Khodn boéi thudng nay tuy thude vio sy
thod thuan giita khdch vd1 khach san.
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2.2. D6i véi khach dat budng khong dam bao

Khéch dat buéng khong dam bao, khi huy dat budng thudng khong béo lai
cho khdch san vi giita khach va khich san khong ¢6 su rang budc vé tai chinh.
Nhung, c6 mét s6 khach vin thong bio viéc huy dat buéng cha minh cho
khdch san cho nén 1€ tan cdn thuc hién theo cée budc sau:

- Chao khich va tim hiéu nhu cdu ciia khéeh.

- Hoi khédch vé noi dung cha dat buong da dit va ti€p nhan yéu cdu huy
dat budng.

- Ghi lai thi gian va tén ngudi bdo huy.

- Cdm on khdch da thong bdo cho khéch vé viéc huy dat budng va mong
muén dugce phuc vu khich viao dip khiéc.
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VIL. TIM HIEU VA PAP UNG NHU CAU PHAT SINH CUA
KHACH THUE BUONG

Nhan vién 1€ tan khi thye hién viéc nhan dat budng, cin khéo léo tim
hi€u nhu cdu ctia khdch va gidi thiéu cdc dich vu chia Khdch san nham gitdp
khdch dar trude ciac dich vu tai khich san va mang lai hiéu qua kinh doanh
cho khdch san. Khach thudng ¢é mét s6 nhu ¢au vé céc dich vu nhu: Xe dua
dén khach, thué phong héi nghi, dat tiéc...

1. Nhu ciu vé dich vu xe dén khach

Khi nhan dat budng, nhéan vién 1€ tan cdn hoi khach ¢6 nhu cdu vé phuong
tién van chuyén dén khach khong vi mot sé khich ¢6 nhu cdu duge dén tai san
bay, nha ga, bén tau... Khi khach c¢6 nhu cdu vé phuong tién dén khich, nhan
vién 1€ tan cdn ti€p nhan cdc thong tin sau:

- Yéu cdu v€ loai xe, bao nhiéu ché ngéi.

- 86 lugng khich cin dén.

- Dia diém don khach:

+ Tal san bay: San bay nao, s6 hi¢u chuyén bay, hing hang khéng. ..

+ Tai nha ga: Nha ga n#o, s6 tau.

- Thoi gian dén: Thoi gian dén, thoi gian mdy bay ha cdnh. ..

- Gid thué xe vi cédc diéu khoan khdc.

- Pat coc trude va diéu khoédn dar coc.,

- Cdc yéu cau khic vé xe dén.

2. Nhu ciu vé dit thué phong hdi nghi

Mot s6 khdch ¢6 nhu cdu t6 chitc Hoi nghi, héi thdo va yéu ciu thué phong
hoi nghi tai khdch san, nhan vién 1& tan cin tim hi€u cic nhu ciu clia khich va
théa thuan véi khach cic théng tin sau:

- 56 lugng khach du hdi nghi.

- Thdji gian t6 chitc hoi nghi (bao gid, bao 1aun).

- Céc yéu cdu vé ky thuat, bai tri phong hoi nghi.

- Gi4 thué phong hoi nghi va cdc diéu khoan khic.

- Pat coc trude va cdc diéu khodn vé dit coc.

- C4c yéu cdu khdc d6i voi phong hoi nghi.
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~ 3. Nhu cau vé dich vu dit tiéc

Khi dit budng tai khdch san, mot s& khiach ¢é thé dat ruée tiéc dé 6 chire
gdp mit hay sinh nhat hodc ky niém ngdy cudi. D€ ddp ting duge yéu cdu nay
cua khédch, nhan vién 1€ tan cin ti€p nhan va thoa thuan véi khach nhig thong
tin chu yé&u sau:

- S6 lugng khach du tiéc, -

- Thoi gian cu thé t6 chifc tiéc.

- Loai tigc va thuc don cua bita tiéc.

- Gid tién cua bira tiéc va cdc diéu khodn khac.

- it coc tride va cdc diéu khodn vé dit coc.

- Céc yéu cau khéc vé bita tiéc.

4. Nhu ciu vé céac dich vu khac

Khidch con ¢é mot s§ nhu cau vé cédc dich vu khdc: Thué thu ky, thué phién
dich... nhan vién 1é tan phai tly thuoc vao cdc dich vu c6 trong khich san dé
giGi thiéu v ti€p nhédn cdc yéu cau cua khéach.

VIIL QUY TRINH THEO DOI BUONG QUA SG B0 BUONG

So d6 buodng 1a so d6 md ta tinh trang cdc budng trong khiach san & mot
thdi diém kinh doanh. So d6 budng lap cho mét ngay dém tir 14h hém trudc
dén 14h ngay hom sau. Viéc thay so d6 budng do nhan vién ca 2 dam nhiém,
nhan vién ca 3 ca thudng xuyén bé sung nhitng bién dong budng va so d6.

1. Tinh trang budng

Hang ngay nhan vién 1€ tan cin ndm vimg tinh trang budng nham phuc vu
cho viéc theo ddi xép budng va ban budng cho khich. Nhitng dinh nghia sau
day dugc sir dung phé bién dé thé hién tinh trang budng:

- Budng khich dang &.

- Buéng tréng di 1am vé sinh.

- Budng khach moi: budng ¢6 khdch & nhung khach khong phai thanh todn
tién budng.

- Buéng khdch gia han & thém: khdch da tdi thoi gian dy dinh tra budng
nhung khach chua tra va gia han & thém mot vai dém nira.

- Budng khich yéu cau khong qudy ray, khong lam vé sinh, khong noi dién
thoai vao budng...
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- Budng di ¢6 khach dang ky nhan budng nhung chua sk dung.

- Buéng ¢6 khich & nhung roi khéch san khong thanh todn.

- Buong hong hodc dang bao dudng (chua dén khdch dugc).

- Budng bi khoa, khdch phai che ngudi phu tridch cho phép mé cira méi cé
thé vao budng.

- Buéng chdy khach thanh todn trd budng dé x&p cho khéch khic.

- Budng khach yéu cdu dugc thanh todn muén hon so véi thdi gian quy
dinh thanh todn ciia kh4ch san.

2. Quy trinh theo déi budng

So d6 budng cho biét tinh trang buéng trong khich san vé s6 lugng cd
khdch 0, s6 budng trong, s6 budng di vé sinh, s§ budng sin sang cho thug, s&
budng khich hen s 6i... & mot thai diém nao d6. So dé budng cho phép théng
ke tinh hinh kinh doanh buéng vao bang theo d6i tinh trang budng. Viéc thong
ke budng duogc ti€n hanh vio dau ca vi s6 lieu dé dénh gia két qua kinh doanh
duge ldy & moét thoi diém théng nhat va thudng vao lic ban giao ca 1 véi ca 2.

* Quy trink theo doi budng

Ca 1: Nhén vién 1€ tan nh4n biét k¥ hi¢u da ghi & ca chiéu hém trudc va ca
dém vira rdj (ca 2 va ca 3), b6 sung cdc ky hi¢u ndy sinh trong ca.

Ca 2: Nhan vién 1€ tan xem lai so d6 ¢4 ngay dém hom trudc va sang hom
sau, sau do thay so d6 méi. Nhan vién 1& tan chép lai ky hiéu budng khich
dang &, budng khéch s& di trong ca 2 vi budng khéch hen s& t6i ciling trong ca
nay. Nhan vién 1€ tan ghi tiép cdc ky hieu b sung trong ca.

Ca 3: Can cif vao so d6 cia ca 2 d€ lai, nhan vién 1& tan ghi tiép cic ky
hiéu b8 sung xay ra trong ca dém.

* Cdch thé hién so do buéng & cdc khdch san theo mét trong cdc hinh
thite nhu:

- Ding kh6 gidy A3 c6 so d6 budng trong ddnh s6 twong tng theo ding s6
buéng cia khdch san 16i dién cdc thong tin nhu 4 tinh trang budng bing ky
hi¢u hay bang 15i van tit tily theo quy u6c chia timg khach san trong mbi 6 dé.

- Hién bang trong mdy vi tinh véi nhitng 6 mau khac nhau hoac chir cdi
ti€ng Anh d¢ thé hién tinh trang budng.

- Dung gid biéu dién tinh trang budng 13 hop c6 nhidu 6 ngan (goi 1a héc)
tuong ing vSi s6 budng trong khach san. Trong méi 6 ngan dé dé t#m thé mau
trang, 40, vang, xanh thé hién tinh trang budng.
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Biéu 3.4. Bdng thong bdo s6 budng cé sdn
ctia khdch san trén hé thong mdy vi tinh

Availability
Code Loc Room type/bedding | .Total Avaible Sold
AlK OF Duluxe/1,King 34 24 10
B2Q GV Superior/2,Queen 48 16 32
B2D GV Superior/2, Double 32 12 20
Cc2D MV Standard/2, Double 80 36 44
GRP MV Standard/2,Queen 62 12 50

Biéu 3.5. Biéu do dit budng

Mdu i
BIEU PO PAT BUONG
Thang......ndm.............
Ngay
. 1(2(13{4 8 2 30 31

Tén doan khich 2 7

Téng s6 bubng da bin

Téng s6 budng tréng
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96

Cau hoi va bai tap kiém tra

1. Dat budng 14 gi? Nén hay khang nén khuyén khich khach dat budng? Vi sao?

2. Hay trinh bay cac ngudn dat budng. Theo anh (chi) 1am cach nao dé giif va phat
trién cac nguén dat budng.

3. So sanh nhimg dac diém co ban clia hai hinh thite dat budng dam béo va dat
budng khdng dam bao? -

4. Trinh bay quy trinh nhan @zt buéng: béing 10i va béing van ban.

5. Vigc théng nhat voi khach dat budng vé quy dinh hiiy d3t budng mang lai i ich gi cho
khach san? C6 nén ap dung quy dinh hiy dat budng cho cac ¢6i tuong khach khéng?
Visao?

6. Trinh bay cach thyc hién sita ddi va hly dat budng.

7. Néu cac loai budng cla khach san. Qua d6 anh (chi) hay cho biét dac diém cla
timg loai khach mudn thué cac loai budng nay.



Chuong 4

LAM THU TUC NHAN BUONG

- Muc tiéu:

Sau khi hoc xong chiong nay, hoc sinh cdn phdi:

- Biét dugc tdm quan rrong cia viée chao don khdch mor cach lich sy va
c6 nghiép v,

- Hiéu va thuc hién dige quy trinh nhdn buéng cho céc doi twong khach
(khdch I¢, khdch theo dodn, khédch quan trong).

- Ddm bdo thuc hién theo trinh ng cde buée, thé hién thai dé lich su, tac
phong nhanh nhen khi lam thi tuc nhan buéng cho khéch.

- Néi dung tom tdt:

Noi dung ciia chiwong 4 dé cdp déh mot s6'vdn dé el yéu sau:

- Dén tiép khdch khi dén khdch san: Tao cho khdch dan tuwong ban ddu 161
dep vé khdch san.

- Lam thil tuc theo yéu cdu ciia khdch san dé khdch c6 thé nhan budng (néu
khdach da dgar buéng} hodc thué budng (néu khdch chua ddr budng trieéc).

- Thige hign cong viéc khai bdo tam tri cho khdch theo yéu cdu cia co
quan cong an so tai.

- Gidi thiéu va tiép nhdn cdc yéu cdu phdt sinh ciia khdch.

I. NHONG CONG VIEC CAN CHUAN BI TRUGC KHI KHACH DEN
KHACH SAN

Sau mot ching dudng dai mét moi, hdu hét cic khach khi dén khach san
déu mudn mau chéng hoan thanh duge moi thi tuc dé nhan budng nghi ngoi.
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D¢ dap tng nhu cdu rat chinh ddng d6, doi héi bo phan 16 tan phéi thuc hi¢n
cdc hoat dong chudn bj trudc khi khéch dén nhim muc dich lam tha tuc dang
ky khach san cho khdch nhanh chéng, ¢6 hi¢u qua, tac duge 4n tugng ban diu
t6t dep cho khéch. Déng thoi, viéc chudn bj t6t trude khi dén khéach sé giip cho
nhan vién € tan ty tin va cht dong hon khi dén ti€p khach.

1. Chuan bj tu thé, tac phong '

Bo phan 1€ tan dugc coi 1a bo mit cta khdch san, thay mat khach san don
tiép va phuc vy khach. Vi vay, bo phan 1€ tan phai chuén bi tu thé, tic phong
that t6t dé tao duge cho khdch nhitng 4n tugng ban dau t6t dep vé khéch san.

* V& sinh ¢4 nhan sach s& va dn mac gon gang la yéu 6 cdn thiét doi véi
moi cd nhén lam viéc trong khach san, nhdt 1a bo phan 1€ tan. Dién mao bén
ngoai, tr the, tdc phong clia nhan vién I€ tan phan dnh hinh dnh cha khédch san
va chudn myc cdc dich vu ma khéach san cung cdp. Cho nén, nhan vién 18 tan
cén tuan thi theo nhitng quy dinh sau:

- V¢ sinh cd nhan:

+ Tam goi sach s& hang ngay.

+ Khéng nén dung nudc hoa.

+ Tranh dung nhitng thirc an gay mui: hanh, toi...

- Déng phuc:

+ Mac dong phuc theo ding quy dinh.

+ Trang phuc [udn sach s€, gon gang.

+ Gidy, dép phai ding kiéu cdch, ludn sach béng.

- Tu thé, tic phong:

Luon dimg thing, thé hién bé ngoai tuoi tinh, mang tinh nghiép vu, tic
phong nhanh nhen, hoat bat.

2. Chuan bj khu vuc 1am viéc

Qudy 1€ tan 12 trong diém tap trung d6ng nhat tai tién sanh cha khach san,
do dé né-phéi luon duge gilt gin gon gang, ngin ndp thé hién tinh chuyén
nghiép va chét lugng cao trong khich san.

Nhan vién 18 tan luon bit ddu ca lam viéc bing céch t6 chiic va sép xép khu
vyc lam viéc nay - qudy 1€ tan. D€ thuc hién 16t cong viéc ndy, nhan vién 1& tan
cén ¢4 bang ki€m tra "cong viéc cdn 1am" ddm bao khéng sét budc quan trong
nao. Bang kiém tra phai c6 cdc néi dung sau:
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- Tt ca mdy méc va thiét bi déu duoc bat va sin sang 1am viéc, déng th
chudn bi sdn sang gidy va bit. Céc trang thi€t bi tiéu chuén bao gém: may vi
tinh, mdy in, mdy photocopy, mdy ki€m tra thé tin dung, mdy thé chia khoa,
con ddu ngay thing. Viéc chi ¥ giit gin va bao dudng cic trang thist bi nay rat
quan trong, o

- Céc vat dung hé trg khdc nhu t roi quang cdo vé khach san, cic ngudn
thong tin khéc, cdc bi€u miu va i lieu cé lien quan nhu: thé dang ky, bit phat
dugc chudn bj sdn sang d€ dua cho khach.

- C6 sin cdc thong tin méi cap nhap lién quan dén cong viec trong ngay:

+ Danh sdch khach roi khach san.

+ Danh siach khdch dén.

+ Danh sach budng sin sang cho thue.

+ Phan b6 buéng.

+ Danh sich céc cong viéc cin thire hién ngay.

Di€u quan trong 13 phai biét thu thap va sap xép cdc thong tin ndy, khi nio
can dén va phong ban nio cin dén cic thong tin niy.

- Khu vuc tién sinh phdi duge sép xép theo chudn muc chuyén mon, trang
tri thdm my: loai hoa va mau sic, dnh sing, nhi¢t d9, sy thodng khi, nhac nén
dé tao ra biu khong khi &m cling, nong nhiét va quang canh dé chiu cho khich
ngay tu khi dat chan dén khach san. .

- Quay 1¢ tan va khu vyc xung quanh phdi sach s&, gon ging va ¢6 18 chic.

3. Chuin bj hé so trudc khi khach dén

D61 vdi khdch da dat budng truée, nhan vien 18 tan phai chuan bi hé so
trude khi khdch dén nhan budng. Viec chudn bi hé so dang ky khach s& rit
ngan thoi gian chd doi clia khch, tir d6 khich c6 thé kéo dai thdi gian luu tri
hogc tiéu ding nhiéu dich vu hon, mang lai nguén doanh thu cho khdch san.
Déng thdi, viée chuidn bi 16t hé so dang ky khdch gitip nhan vién 12 tan chi
dong va tir tin khi 1am tha tuc dang ky khdch san cho khdch.

3.1. Noi dung hé so dang ky khach

Moi khédch chudn bi dén khach san s& duge khdch san chudn bi trde moét
hé so dang ky. V4 hé so 13 mot phong bi cing, phia trén ¢é ghi ho tén khéch va
loai khach. Trong hé so c6 cic noi dung sau:

- Phi€u ding ky khdch san.
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- Ban sao cla thu khang dinh dat buéng hodc phi€u dat budng.

- C4c phi€u dich vu mién phi (an sdng, dé uéng...).

- Thé chia khod, chia kho4 tir (néu c6).

- Phi¢u yéu céu xe, tin nhdn, t& fax (n€u cé).

- Thur chdo dén ciia téng gidm déc.

3.2. Cach chudn bi trudce ho so diang ky khach

* Poi voi cde khdch san lon

Viéc chudn vi trude hé so ding ky khéch 1€ va khdch doan ¢é su khic nhau.

- Déi vor khdch le:

Nhan vién 1€ tan s€ can cif vao bing danh sach khdch du dinh dén vao ngay
hém sau va khang dinh dit budng dé chudn bi hd so cho khich truée ngay dén
mdt ngay. Viéc chudn bi duge thye hién nhu sau:

+ Dién cdc thong tin chi ti&t vé dat budng clia khéch vao cac phicu trong ho
sor ho va tén khach, ngay dén, ngay di, thoi gian dén, loai budng, gid budng, s6
luong khdch &, trach nhiém thanh todn, du ki€n x€p budng...

+ Kiém tra lai thong tin trén cdc phi€u véi thong tin trong thu xdc nhan dit
budng that cin than trude khi x€p cde phigu vao hé so.

+ Xép cdc phi€u vao phong bi theo thif tr tir cao dén thip.

+ Xép cdc h6 so di duge chudn bi theo A - B - C vao mét hép nhua, hoic
gd duge chia 1am 26 ngan ¢6 dé thit ty 26 chit cdi dé tién cho viée tra citu.

+ B3 sung cic thong tin vé viéc sira d6i vA huy dat budng ciia khdch vao hé sa.

+ Ghi 56 giao ca vé viéc di chudn bi xong hé so dang ky khéch.

- Dot véi khdch theo doan: .

Viéc chuén bi trudc ho so cho khdch doan do nhan vién quan hé khich hang
va nhan vién 18 tan chiu trach nhiém thuc hién. Néu doan khich dong, viée chuén
bi trudc phéi duge tigén hanh mot thoi gian dai trude khi khdch dén khich san.

Nhan vién quan hé khdch hang va nhan vién 1& tan c6 thé gii phi€u dang ky
tam tri cda ca doan cho trudng doan, dé céc thanh vién trong doan c¢é thé dién
trude cdc thong tin va Khi dén chi viéc giao lai cho nhan vién. Hodc, trudc ngay
khich dén khich san, nhan vién quan hé khiach hang yéu cdu khéach gt cho
khéch san danh sich khdch dodn vdi nhitng ndi dung vé thong tin ¢ nhin
khach: qudc tich, s& ho chiéu... dé chudn bi hd so dang k¥ cho titng khich
trong doan.
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* Poi voi khdch san nho

Céc hoat déng chuén bi trudc & cdc khdch san nhéd chii yéu tap trung vao
viéc chudn bi buéng. Cong viéc chuan bi ciing don gidn hon rdt nhiéu so véi
khdch san 16n vi hru lugng khach it vl cong viéc khong phitc tap nhu & cic
khéch san 1dn.

Ho so dang ky cha khich dugc kiém tra bdi nhan vién ca trude chudn bi ho
s0, nhan vién ca sau chudn bi hé so ding ky khich va trg 1§ gidm d6c 18 tan dé
trdnh nham lan.

4. Chuan bij diéu kién dén tiép khach

Sau khi chudn bi hé so dang ky khach, nhan vién [€ tan phan budng dy dinh
cho khdch, nhung chua ghi hodc ghi bang biit chi vao phi€u dang ky khach san
dé phodng ¢6 sur thay doi.

Can cif vao danh sich khdch du dinh dén trong ngay, bo phan € tan ti€n
hanh b trf nhan le dé sin sang dén khdch va xdc dinh nghi thitc dén ti€p cho
cdc 481 tuong khach.

- Khéch binh thudng: Nhan vién van chuyén hanh ly dén khdch tai cira xe
va dua khéch t6i quay € tan.

- Khich quen: Tro 1y gidm déc 1€ tan, nhan vién van chuyén hanh 1y dén
khéch tai cua xe.

- Khich quan trong (VIP): Tuy theo mitc do clia khich ma chuén bi céc
nghi 1& dé d6n khach.

+ Khéach quan trong 12 cic téng théng, cha tich nudc, cdc nguyén thi qudc
gia: Cong viéc chudn bi dén ti€p khdch theo qui dinh nghi 1€ ngoai giao va phai
cdn than, ty mi, tuyét doi khong dé xay ra sai sét. Khdch s& duoc tdng gidm
dSc khach san, giam déc va trg 1y gidm doc 1€ tin, cdc nhan vién quan hé¢
khéch hang chao dén tai san bay hoac clra khdch san. Khdch san s& phan cho
khéch loai budng sang trong nhat cling v6i cdc mén qua va tién nghi tot nhal.
Nhan vién 1& tan s& 1am thi tuc dang k¢ nhanh cho khich tai budng.

+ Khich quan trong 1 cdc téng gidm doc cdc cong ty 16n, cic ngdi sao
man bac, céc ca si ndi tiéng: Cic nghi thic d6n ti€p d6i tugng khach nay ciing
twrong tuy nhu viéc dén ti€p cdc d6i tugng khich trén nhung ¢an gian hon tuy
theo yéu céu. '

+ Khéch quan trong 13 nhitng ngudi phy trach céc don vi ¢6 hop dong dit
budng 1én, cic truéng doan, cdc khach nghi dai han va khich quen: Trg 1y
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gigm d&c 1€ tan vi nhan vién hanh 1y s& d6n khach tai cira khach san va dén
khéch t6i qudy 1& tan. Khich san thudng moi khach & loai budng mién phi ciing
vGi mot s6 dich vu mién phi kbhéc.

- Khéch di theo doan, theo chuyén du lich: Cong viéc dén ti€p doi tgng khach
nay ciing rit quan trong. Trudc ngay khdch dén mot ngldy, gidm ddc 1€ tan cing
nhan vién 1€ tan chiu trach nhiém chuén bi d6n khich kiém tra lai moi cong viéc c6
licn quan dén viée dén khach nhu: hé so dang ky khdch san, xép budng cho khdch,
dia diém dén khich, xe dén khich, xe dén doan... Ngoai ra giam doc 1€ tan con
phoi hop véi cac bo phan c6 lien quan trong khdch san chudn bi dén khédch. Gidm
déc, trg Iy giam déc 12 tan va cdc nhan vién trong b phan I€ tan chao don khich
tai cita xe vi dua vé quay bar 16n d€ lam thii tuc déing k¥ khach san.

Dé chudn bi dén khéch tét, khich san cdn chii § vé ton gido va van hod cua
khach, tranh nhiing diéu cdm ky ddi vdi timg qudc gia. Moi yéu cau cla khich
dit budng trude, bo phan 18 tan phai thong bo cho cdc b phan ¢6 lien quan dé
kip thoi chudn bi.

IL QUY TRINH LAM THU TUC NHAN BUONG

Buoc 1: Chao dén va ti€p nhan khich

Khi khéch dén khdch san, nhan vién 1€ tan chiio d6n khéch theo quy dinh clia
khéch san. Sau dé tiép nhan khach xem khdch da dat budng tai khach san hay chua.

* Trudmg hop khéch chua dit budng tai khich san, nhan vién 1& tan s& hoi
cdc yéu cdu vé budng cua khach:

- Loai buéng, thai giga luu tra.

- Yéu ciu dac biét vé budng.

L& tan kiém tra tinh trang budng:

Néu o6 budng: gidi thiéu cic loai budng cho khdch, thod thuan vé khach
vé gid ca:

Néu khong ¢6 budng: xin 16i khéch, ¢6 thé gi6i thigu cho khdch khéch
san khac.

* Trudng hop khach di dat budng: phan vién I€ tan hoi khdch: ngay dat
budng, tén ngudi dat budng. Sau d6 kiém tra phi€u dat budng, danh sdch khach
dén hodc trén mdy vi tinh xem c¢é ding khich dé dat tai khach san.

Khéng dinh lai nhimg thong tin dat budng cha khéch, kiém tra hop dong dy
Kién b tri va thuc t€ yéu cdu khi khdch dén.
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Biéu 4.1. So d6 quy trinh Iam tha tyc nhan buéng

Chao dén khich dén khédch san
ba dat buéng — ! - Chua dit buéng
Ti€p nhan khach .
Kiém tra hop déng Xdc dinh tinh trang
dat budng budng
C6 budngy Khong cé budng
Gidi thiéu Tl chéi, lién
budng, thoa hé khéch san
' thuan gid khdc
A2 \ N
Phén buéng cho khdch
X4c dinh dam bdo thanh todn
Khing dinh viéc khéch lvu tri
Trao chia khéa budng
Cung cip thong tin, dich vu
¥
Pua khéch 1én budng
Cap nhat thong tin
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Bude 2: Phan buéng cho khich
Phén bung: Phan cho khéch mét budng tréng va sin sang cho khach thué.
- Khi phan buéng cho khach, nhan vien 1& tan c4n can cff vao hai yéu (4:

- Tinh trang budng cla khdch san: giip cho nhan vién 18 tan ¢6 thé xac
dinh nhitng budng cdn tréng va sdn sing cho thué d€ phan cho khich.

- Yéu cau cta khich: gitp 1& tan lya chon cdc budng phi hop véi khach,
tao sy hai long cho khach.

Sau khi phan budng cho khéch, nhén vién 1& tan c4n phan khu vi dénh diu
budng da cho thué vio hé thong theo ddi clia khéch san. & nhitng khach san ¢6
h¢ thong mdy vi tinh, nhan vién 1€ tan c6 thé lua chon budng tréhg sin sang
cho thu¢ trong chuong muc chon budng trong méy. Hé théng nay dugc ty dong
cdp nhat.

Buéc 3: Xac dinh dam bdo thanh todn

Dam béo thanh todn nghia 12 khdch san yéu cdu khdach (khdch la, khach
vang lai) thanh todn hoac dat truéc mot khoan tién dé trdnh tinh trang khach roi
khach san khong thanh todn.

Xac dinh dam bao thanh todn tic 1A xdc dinh ai 13 nguoi thanh todn va
thanh todn bang hinh thitc nao d€ giip nhan vién 1& tan c6 thé thim tra vé (i
khoan cta khdch, clia cong ty 1it hanh, tir d6 thiét 1ap giéi han no cho phép,
dong thai tao diéu ki¢n cho qué trinh thanh todn cha khdch nhanh, thuén lgi va
¢6 hi¢u qua.

Nhan vién I¢€ tdn cdn xdc dinh phuong thitc thanh todn clia khich xem
khéch c6 thé thanh todn bing: tién mat, thé tin dung, séc du lich, vocher hay
chuyén khodn. X4c dinh trdch nhiém thanh todn tdc la xem:

+ C4 nhan thanh todn toan b chi phi.

+ Khach khac thanh todn cho khich.

+ Co quan ciia khdch thanh todn toan bo chi phi.

+ C4 nhén khdch thanh toan céc dich vu phu troi khéng nim trong gid
tron goi.

- Vo1 khdch ty thanh todn bing ti€n mat, ho thudng tu tra tién budng khi
dang ky khdch san. Dac biét vdi khdch vang lai, nhan vién hoi hinh thic thanh
todn, muon va Kiém tra thé tfn dung, yéu cdu khich dit tién trudc mot dém tién
budng hodc 1/3 s& tién budng, néu khach du dinh & lau dai.
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- Véi khéch thanh todn bing thé tin dung, nhan vién cdn kié€m tra:

+ Thé d6 ¢6 duge chip nhan thanh todn khong.

+ Thé con hiéu lue (gid tri) thanh todn khong.

+ Thé duge phép sit dung hay khong thong qua méy doc thé hodc thé ndm
trong danh sach thé bi dinh chi trén the gisi do_ngén hang cung cdp.

+ Ten khdch cé gidng véi tén ghi trong thé khong. Néu tén ghi trong the 1a
clia cong ty, khdch phai chiing minh duge minh 12 ngudi sir dung thé dé.

+ Gidi han thanh todn cua the tin dung.

- Vi khich duge cong ty thanh todn, nhan vién 1€ tan can phai bict cong ty
nio dugc phép thanh todn va phai [am thii tuc cdn thiét gi, vi du nhu viéc gli
thu khing dinh hodc dé nghi dugc tam dng. Dong thoi 1€ tan phai thong bio
cho khdch biét nhimg dich vu cong ty s& thanh todn, nhitng dich vu khich phai
thanh todn.

- V&i khich thanh todn bing phi€u thanh todn dich vu cia cong ty lir
hanh (vocher), nhan vién 1& tan cdn biét khdch san chdp nhan vocher cha
hang it hanh, cong ty du lich ndo. Khi nhan vocher, nhan vién 1€ tan phai
kiém tra tén khach, cic dich vu kém theo d€ cung cap ddy du. Thu lai cac
vocher khi khéch dén dang ky khéch san, sau d6 giti lai cdc hdng 1& hanh,
cong ty du lich dé 1am thanh toén.

Buoc 4: Khing dinh viéc lau tri cha khdch

'Khing dinh viéc luu tri tic 12 lam hop déng chinh thic luu trd cha khich
tai khdch san bing viéc hoan thanh phi€u dang ky khéch san.

Theo quy dinh cia phdp luat Viét Nam, moi khach dén khdch san déu phai
dang ky tam tri. Hiu hét cdc khdch san hién nay déu sir dung phi€u dang ky
tam tré c4 nhan in sin, nhung cdc khach san nh6 c6 thé dung s6 dang ky don
gian. Trinh ty lam tha tuc dang ky cho khéch nhu sau:

- Muon gidy & tuy than cia khich.

- Yéu cdu khich dién cdc théng tin vao phi€u dang ky.

- Kiém tra va thu thap thong tin dat budng.

- X4c nhan nhimg thong tin trong phi€u dang k¥ tam trd v6i vige dat budng
dam bao chinh xdc vé tén tudi, thdi gian va phuong thic thanh todn. Khi xdc
nhan thong tin cdn chi ¥ kiém tra that cin than. N&u c6 sai léch trong thong
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tin, phai lich sy hoi lai khdch va sira lai nhitng ché cin thiét. Diéu nay rat don
gian, nhung d6 12 budce quan trong vi slra chita nhitng sai sét lic nay s€ tranh
duoc nhitng ric réi va hiéu ldm sau nay.

- Pong ddu ngay thing vio phi€u dang ky.

- Tra lai gidy 16 cho khach.

Buoce 5: Trao chia khod cho khach

- Sau khi hoan thanh phi€u ding ky khdch san, nhan vién 1& tan trao chia
khod buéng cho khach.

- D& véi khich san nho, nhan vién 1€ tan trao chia khod cling thé budng
chia khach san.

- P61 v6i khach san 16n, nhan vién 1€ tan nap thé chia khod qua hé thong
mady vi tinh réi trao cho khdch.

Buic 6: Cung cdp cic dich vu thong tin ctia khach san cho khdch.

Quad trinh 1am th tuc nhan budng 1a co hoi 16t dé nhan vién 1€ tan cd co
hoi ti€p xiic truc ti€p véi khach. Co hoi nay s€ giip nhan vién 1€ tan cung
cip cho khiach nhitng dich vu hoan hdo ciia khich san, mang lai gl nhuan
cho khich san.

Trong qua trinh 1am thd tuc nhén buéng cho khéch, nhéan vién 1€ tan can:

- Giéi thiéu cho khidch biét vé dich vu va trang thiét bi clia khéch san.

- D& nghi khdch ding bita an & nha hang cta khich san.

- Hoi xem khdch c¢é yéu cdu dich vu bdo thite, bdo chi va cic dich vu khéc.

Budc 7: Dua khéach 1én budng

- Bdo nhan vién hanh 1y gitip khdch cling hanh 1y 1én buéng.

- Bio bo phan buéng chuén bi d6n khich.

- Chao khéch, chic khach.

Budc 8: Cap nhat thong tin

- Bdo cdc bd phan ¢6 lién quan phuc vy theo yéu cdu cua khich.

- Cap nhét danh sdch khidch dén.

- M& hod don khich hang.
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Hinh 4.1. Trang bia h¢ chiéu

C.H.X.H.C.N. VIET NAM S.R. VIET NAM

1O CHIEU CONG VU Loui /Type M qutc gia / Couniry code
OFFICIAL PASSPORT - HO CHIEU7P -« ~~VDIM. -

O RAN QUANG.

sc tich / Nationality,
NAM [ VIEINAMESE

S8 | Number

-
e
vaaR

o~ N

Hinh 4.2. Trang ly lich trong ho chiéu
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Bﬁﬁ5644610;

Hinh 4.3. Trang visa

-

I QUY TRINH LAM THU TUC NHAN BUONG CHO CAC bOI
TUONG KHACH

1. Quy trinh lam thd tuc nhan budng cho khach quen

Quy trinh vé co ban ti€n hanh cdc bude nhu quy trinh chung nhung don
gidn hon. Nhén vién 1€ tan chi can yéu cdu khédch ghi tén va ky vao phi€u
dang ky va chuyén thé budng, chia khod, phi€u an sidng cho khach. Sau khi
khdch da 1én budng, nhan vién I€ tan c6 thé kiém tra lai hé so luu khdch va
dién n6t moi thong tin trong hé so ctia khach vao phi€u diang ky khéch san.
Nhu véy, khdch s€ rat hai long vi cho ring khéch san luon quan tam dén
khdch, dong thoi tiét kiém dugc thoi gian cho ca khach va khach san.

2. Quy trinh 1am thu tuc nhan budng cho khach chua dat budng trudc

Quy trinh dugc thuc hién tuong tu nhu cic budc cua quy trinh chung,
nhung khi lam thd tuc nhin buéng cho khach chua dat buéng trudc (khach
vang lai, khach dot xudt), nhan vién 1& tan can chi y nhitng diém sau:
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- Kiém tra xem khéch ¢6 hanh 1y hay khong.

- Néu con buéng tréng, tao cho khach ca hoi lya chon véi cic chi tiét vé
mirc gia budng.

- Dé nghi khich dang ky theo cch thong thudng.

_ Kiém tra cdc thong tin dang ky trong ho chi€u hodc ching minh thu
cua khéch. -

- Néu thdy moi thong tin déu thoa ddng, yéu cdu khdch dat coc trudce.

- Thong bo cho céc phong ban c6 lién quan.

3. Quy trinh 1am thd tuc nhan buéng cho khach quan trong
(khach VIP)

- Bo phan dat buéng nhanh chéng thong bio cho bd phan 1& tan vé thai
gian khdch VIP dén theo dy dodan.

- Nhan vién 1 tan phan bd budng trudc, bio cho cdc bo phan dich vu chuén
bi phuc vu khach.

- Lam thi tuc dang k¥ trude cho khédch, khi Khiach dén s¢ ky xdc nhan
tai budng.

- Budng dugc phan b truée phai duge kivm tra ky ludng.

_ Theo diing chinh séch cla khéch san, th: p chic mimg hoac cdc mit hang
chiéu dai duge dat & trong budng.

- Khi khach dén, gidm déc bo phan 1€ tan, nhan vién quan hé khach hang
ddi va chiio dén khich ngoai cira khéch san, két “hic nghi thitc dang ky.

- Giao chia kho4 budng, thé chia khod va cac pl i€u dich vu mién phi cho khéch.

- Chiic khdch nghi ngoi vui vé.

- Gigm doc bo phén 1& tan s& di ciing khdch té+ budng.

- Nhan vién 12 tan hoan thién hé so dang ky khdch san: cap nhat cic thong
tin vio mdy vi tinh, chuyén hé so dang ky cho nhan vién thu ngan.

4. Quy trinh 1am tha tuc nhan buéng cho khach theo doan

Khi 1am thii tuc nhan budng cho khach theo doan, ngoai cac budc thuc
hién theo quy trinh nhan budng chung, nhan vién 1& tan cdn chu ¥ khi dang
ky khach:

_ Timg c4 nhan dién vao phi€u dang ky theo cich thong thudng.
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- Phat phi¢u dang ky trude cho ngudi diéu hanh tour vi timg cd nhan duoc
yéu cdu hoan thanh phiéu trén dudng t6i khdch san. Khi ho ndp, nhan vién 1&
tan chi can kiém tra chir ky va hé so kém theo.

- Néu thong tin dugc cung cép truéc thi 18 tan phai hoan thanh phigu dang
ky va chi dé nghi khach k¥ tén khi khich dén.

* Cdc logi 56 sdch va biéu mdu khi ding ky khdch san

- S8 theo d&i tinh trang buéng: 12 $3 cho biét tdng s6 khach, s6 khdch méi
dén, doanh thu, mitc gid binh quan, he 56 sit dung budng ting ngay. S6 licu
trong s6 theo ddi budng dugce cap nhat tir so d6 buéng.

- Phi€u khai bdo tam trd: 12 ban ghi thong tin vé lai lich vA yéu cdu ciia
khach khi téi khdch san Tuy thec yéu cdu quan [y khich hru trid, moi khdach
san ¢ mau phi€u khai bdo tam tri khic nhau, song déu c6 nhitng néi dung
can thiét:

+ Tén khich

+ Qudc tich

+ Ngay sinh, ngay gio dén

+ Ngay gio di

+ 56 chiing minh nhéan dan, ngay cap, noi cap

+ 56 ho chi€u, s6 visa, ngay cdp, noi cip, thdi han visa

+ Budng s&

+ Mifc gid

+ Nghé nghiép

+ Muc dich chuyén di

+ Dia chi thudng tri

+ Chit ky ctia khéach
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Biéu 4.3. Phiéu khai bdo tam trit

Add/ Pia
chi

Hotel/
khach
san

Room/
Budng

Phiéu khai biao tam tri
Registration card

S8 No:

1. Ho va tén (chit in hoa)
Full name (in capital)

6. Nhip canh ngay:
Date of entry
Cira khdu nhap:

Entry port

7. S6 phi€u nhap canh
Arrival- Departure card No

8. Pugc phép cu trii dén ngay
Permitted to stay until

2. Ngay sinh

Nam/ Male [

9, Coquan, t6 chitc, ¢4 nhan & Viét Nam

Date of birth | Nit/ Female [ moi, ti€p nhan (t2n, dia chi)
3. Qudc tich: Sponsor, warranter in Vietnam
Nationality (Name & address)
4. S6 ho chiéu Muc dich xust nhdp canh
Passport No Purpose of journey
5. Thi thuc Viét Nam s6: 10. Tir dau dén
Vietnam Visa No From:

Noi cdp Tam tri d€n ngay

Issued by Proposed of stay until

Gid trj (dén ngay) Ngay Ky tén
Valid until Date on Signature

- S8 dang ky khai bdo tam tri: 1a s ghi chép lai lich timg khdch nghi & khach
san. S6 khai bdo dang ky cho khéch noi dia va khach quéc t€ khac nhau nhung
déu thco méu cha co quan cong an. Sé ndy duge ding ky va 1dy ¢ co quan cong
an. Nhan vién 1& tan ghi nhiing thong tin ti phi€u déng ky tam trd va danh sich
dang k¥ khai bdo tam trd vac nhiing cot wong tng trong s ding k¥ tam tril.

Muc dich ctia sd khai bdo tam tré 13 dé trinh bdo véi co quan cong an.
Budi t6i trude 21 gid, nhan vién 1& tan phai bao céo s& khach tam tri &
khédch san cho cong an, trir khi khach san néi mang véi ¢o quan cong an thi
thong tin vé khdch dén s& dugc cap nhat qua mang. Tuy nhién v6i khich
quéc t&, phai ké khai phi€u dang ky tam tri va fax dén phong quan 1y nhén
khdu clia cong an phudng.
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Biéu 4.4. Danh sdch khdch tam trit (khdch san Kim Lién)

Khach san Kim Lién 1

Danh siach

86 7- DBao Duy Anh- Ha Noj khéch trung quéc sir dung thé du lich tam

Tén cong ty: v,
Noicapthé: CA.....coeevevvee
Cira khdu nhap canh:.......con..........
Tam trd th DBAY: cvvvverereeeiere s

trd tai khéch san

. Cén bd hudng dan: ...............
.. Tuyén du lich:
veee NEAY NHAD: wviverecreieierecireeeaenns
o DEN BEAY: v,

................................

Nam sinh

3

Ho va tén

Nam Nir

S8 gidy

,-.ft % l-
thonghanh | >0 the du lich

O =] Q| n | | | Ba | =

Ha N¢i, ngay  thdng ndm 200

Ngudi lap danh sach
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- Thé khdch: Thé khdch duéi dang tdm card c6 in biéu tugng cia khich

san, dia chi, 58 dién thoai va c4c thong tin vé khich nhu tén khich, s6 budng,
" ngdy dén, ngay di, loai budng, mot s& quy dinh ciia khich san. Thé duge trao
cho khdch lvu trid d€ trinh méi 14n 14y chia khod gii tai qudy 1€ tan, dé hudng
uu dai dich vy, d€ ky ng tai c4c bo phan dich vu trong khich san va dé€ giap
nhan vién 1€ tan dé€ dang nhan dié¢n diing khach. Thyc t€ c4c khdch san thudng
xéc minh khdch lvu trd thong qua kiém tra di liéu trén m4y vi tinh nén khéng
phdt thé khach. Mot s6 khach san ¢6 thé chi phét theé khdch cho khdch quen,
khich quan trong.

Biéu 4.7. Thé khdach

Khdch san:
Thé khach

Chdo ming quy khdch dén véi khdch san!

Tén khdch:.....cccovreueeernnennn. Buéng 86: ...evevevuennen,
Ngiy dén.......cueeccenreeee, Ngay di: oo
Qudc tich: ....cccererrerenann,

Chu y: Gid nhdn, trd budng la 12h tria. Hay xudt trink the
ndy vao méi ldn quy khdch nhdn chia khod va khi quy khdch ky
nhdn viéc tinh tién vo 1di khodn ciia budng minh.

5. Mét s6 tinh huéng thuding gap khi lam thi tuc nhan budng

* Tinh hudng khdch da djt buéng nhung khong cé tén khdch trong danh
sdch khdch du dinh dén:

- Yéu cdu khédch danh vén lai tén.

- Hoi khach mé s6 dit buéng.

- Kiém tra tén ngudni dat bubng.

- Kiém tra lai s6 khdch dd dat budng nhung khéng t6i khich san ciing
khong bao huy.
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- Kiém tra tén cong ty.

- Nhe nhang hoi xem khéch c6 dén diing khidch san khong.

* Tinh huong khdch dad dar buéng dén lam thii tuc nhdn buéng sém trude
gio quy dinh:

- Chao dén khéch va thong bio cho khich biét budng clia khich chira sdn
sang vi khach dén qua sém.

- Né&u con loai budng khic thi théng bdo hoi ¥ kién khich. Néu khiach dong
¥ khdch san x&p khdch loai buéng d6.

- Néu khdch khong dong ¥, b6 tri cho khich nghi tam & phong chd hoic
quay bar va thong bio cho khéich khi c6 budng.

* Tinh hudng khdch le dd ddr budng (khong ddm bdo) dén qud muon,
khdch san dd bdn budng cua khdch cho khdch khdc:

- Xin 16i khéch.

- Kiém tra xem con loai budng nhu khich yéu cdu khong.

- Néu con loai budng nhu khéch yéu cdu thi 1am thd tuc nhan budng cho khéch.

- Néu khong con, cé thé gidi thiéu cho khich loai bubng khic.

* Tinh hudng khdch ddr buong qua cong ty it hanh, khi toi khdch san lam
thi tue nhdn budng, khdch ché khdch san nhd, khong thudn tién vé giao thong
cong cong:

- T& nhi, lich sy néi cho khich bi€t nhitng uu diém cha khéch san: Yén
tinh, budng rong, gia thdp hon cdc khéch san trong ciing khu vuce (dac biét gidi
thiéu nét doc ddo clia san phdm trong khéch san).

- Thuyét phuc khach & lai va hida s€ cé cic vu dai danh cho khéch.

* Tinh hubng khdch dén khdch san thué buong nght nhumg khong cé hanh 1y:

- Chao d6n khéch, lan thu tuc dang ky khach san cho khach.

- T& nhi tim hiéu 1y do khdch khong ¢6 hanh 1y:

+ Khéch bi that lac trén chuyén bay hoic cic phuong tién khac, c6 thé gitip
khdch lién lac véi hing hang khong hoic cédc dia chi lién quan dé tim hanh 1y.

+ Khdch bi m&i hanh 1y: Gidp khdch b4o cong an s& tai dé tim hanh 1y va
xin thl tuc x4c nhan. Gilip khach mua nhitng vat dung can thiét (n€u can).

+ Ngudi khdc mang hanh 1§ dén sau cho khach: Goi y khach chd trén
buéng, khi c6 hanh 1y d&n, khdch san s& thong bdo va chuyén hanh 1y lén
budng cho khach.

117



+ Néu khdch thuc sy khong c6 hanh ly: Xem lai thoi gian khich dinh hru
trd tai khach san. Ghi lai ddy di s6 hé chiéu va cdc thong tin quan trong trong
h chi¢u. In trude thé tin dung cta khéch (néu co).

Luu § cdc bd phan trong khich san vé ngudi khich nay dé theo dsi, gidm
sat vi thanh todn.

IV. PHUC VU HANH LY CHO KHACH
1. Trinh ty phuc vu hanh ly cho khach di |é
L.1. Trinh ty phuc vy hanh I cho khach 1€ t6i khach san

HB trg khéch DAn khach Mang hanh Iy
—»| lamthltuc | t6ibudng 1 | clia khach téi |—»
nhan budng nghi bubng nghi

bén tigp
khach

Vé vitri vao
s8 sach

S6 d6 4.1. Trinh tu phuc vu hanh Iy cho khdch 1€ téi khdch san

* Don tiép khdch

- Nhan vién phu trich hanh 1y chii dong, nhiét tinh chao hoi khich, mé cira
xe mdi khédch vao khich san.

- Chuyén hanh 1y xuéng xe, kiém dém s6 lwong trude mat khach.

- Deo thé hanh 1y vao hanh 1y cha khéch.

- Xép hanh Iy 1én xe hanh Iy mot cach c6 trat wy.

* Ho tro khdch lam thi tuc nhén budng

- Din khédch vao qudy 1€ tan lam thii tuc nhan buéng.

- Piing cdch quay 1€ tan 2m, khong ding tira vao xe hanh 1y.

* Ddn khdch téi buéng nghi

- Dai khdch [am xong thi tuc, nhan vién hanh 1§ ¢6 thé nhan chia khod tir
ti€p tan va dan khdch ra thang méy d€ 1én budng ctia khéch.

- Cung cap cdc thong tin v€ dich vu ctia khédch san cho khach biét.

* Mang hanh ly ciia khdch vao budng

- M& cira budng, bat dién.

- Moi khdch vao budng, dit hanh 1y vao noi quy dinh.
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- Gidi thi¢u céc trang thiét bi trong buéng.

- Hoi khach ¢6 yéu ciu gi khong, chic khéch, roi khoi budng.

* Vé vi tri, vao s6 sdch

- Dién vao so ké khai hanh 1y khach di 18: ngay, gid khdch t6i khéch san,
s0 budng ciia khich, s6 hanh 1y, thoi gian hoan thanh nhiém vu.

1.2. Trinh ty phuc vu hanh 1y cho khach 1é r&i khach san

Nhén théng Vao s8 Vé phong

baothux€p |1 khaibdo | | Thuxép |p/Giap khach réil—yp. lam viéc,

hanh ly cla lam nhiém hanh Iy cho khach san vao s6
khach VU khach

So d6 4.2. Trinh tu phuc vu hanh Iy cho khdch I€ roi khdch san

* Nhdn théong bdo thu xép hanh Iy ciia khdch

- Hoi 18 s6 budng, $6 lugng hanh 1y, thai gian thu x€p hanh 1y va 1am cong
tdc chudn bi.

* Vao s6 khai bdo lam nhiém vu

Vio so ke khai hanh ty khdch di 1 r&i khdch san: S8 budng, thai gian thu
x€p, 50 lugng hanh 1y.

* Thu xép hanh Iy cho khdch

T&i ctra budéng khédch, bdm chuéng, xin phép khach thu xép hanh ly. Khiach
dong ¥ méi vao budng. Nhéan vién hanh 1y ciing khdch kiém dém hanh 1y, xép
hanh 1y 1én xe ddy theo trat ty. Lam thé hanh 1y. Sau d6, nhén vién hanh 1§ bio
cho khdch biét noi dé hanh 1¢ va héi xem khdch c6 cin thué phuong tién van
chuyén khong.

* Giap khdach roi khdch san

- Chuyén hanh 1y 1én xe, cling khach kiém dém.

- M& clra xe, moi khich 1én xe.,

- Chic khich, chao khach.

* Vé phong lam viéc, vao s6

Vao sé ké khai hanh 1y khéch di 1é: Thoi gian hoan thanh nhiém vu, s&
budng, s& hanh ly.

119



2. Trinh ty phuc vu hanh Iy cho khach di theo doan
2.1. Trinh ty phuc vu hanh 1y cho khéach doan téi khach san

Tiép nhan Kiém lai Chuyén hanh ty Ké khai
hanh Iy hanh ly 1&n céc budng hanh Iy

So 46 4.3. Trinh tw phuc vu hanh Iy cho khdch doan téi khéch san

* Tiép nhdn hanh ly

- Khi xe hanh 1y clia Cong ty du lich ché hanh 1y cha khach doan téi khich
san thi nhém trudng phu trich hanh 1y phan cong nhéan vién hanh 1Y ciing véi
nhan vién 4p tdi hanh 1y cia cong ty du lich kiém dém va chuyén hanh 1y
xuong xe.

* Kiém lai hanh ly

- Sau khi chuyén hét hanh 1y xuéng xe, nhan vién hanh 1y d6i chiéu s6
lugng hanh 1y va kiém tra lai xem hanh ly ¢6 bi hu héng khong. Sau dé ghi vao
“bién ban nghi¢m thu hanh 1y cta khédch di theo doan”: Tén cong ty du lich, s&
Xe, $0 lugng va tinh trang hanh 1y, hai bén k§ x4c nhan.

- Xép hanh 1y ngay ngén tai dai sanh, 1dy luéi budc chim lén.

- Ghi vao thé hanh 1y: Tén doan khéch, s6 luong hanh 1y, thai gian téi khach
san, budc thé hanh 1y vao ludi.

* Chuyén hanh ly lén cdc budng

- Nhém trudng can cit vdo danh sdch doan dé phan céng nhan vién cua
minh chuyén hanh 1y Ién cdc budng cho khéch.

- Cdc nhan vién hanh 1y can cit vdo tén, s6 budng ctia khich dugc phan
cong, chuyén hanh 1y lén cdc budng.

* Ké khai hanh ly

- Nhan vién phu trch hanh 1y ké khai chinh xdc vao sd: s6 hanh 1y chuyén
vao moi budng vi phai d6i chiéu véi téng s6 hanh 1y khi nhan ban giao.

- Nhém truong phu trach hanh 1y yéu cau trudng doadn k¥ nhan vio cic sé
ké khai hanh 1y clia cdc nhén vién hanh 1y.
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2.2. Trinh ty phuc vu hanh 1y cho khach doan roi khach san

Chuinb| |—p| Thuxp |—p| Déichiu |—»{ Ban giao hanh ly
hanh Iy _ cho cong ty
du lich

So d6 4.4. Trinh tu phuc vu hanh ly cho khdch doan roi khdch san

* Chudn bi

- Doc k§ danh séch khach rdi khach san do bo phén 1€ tan chuyén tdi.

- D6i chifu véi bang ké khai hanh 1y khi khdch téi khédch san, sia lai, 1ap bang.

* Thu xép hanh ly

- Theo gid hen, nhan vién phu trdch hanh 1y t6i cac budng thu x€p hanh ly
theo tén doan khéch, sd budng.

- Chuyén hanh 1y clia mdi budng ra ngoai hanh lang, ké khai s6 hanh ly cha
mbi budng.

- Chuyén tét ca hinh 1y xuéng dai sanh, x&p gon gang va I8y ludi bude vao.

* Déi chiéu

- Cling trudng doan hodic hudng dén vien ki€m dém, kiém tra, cai thé hanh
1y, ghi r6 tén doan khéch, s6 luong hanh 1y... yéu cau truong doan ky nhan.

- Ghi chép tinh hinh hanh 1y vao sé.

* Ban giao hanh ly cho cong ty du lich

- Ciing nhan vién 4p tai hanh 1y clia cong ty du lich kiém hanh 1y, chuyén
1&n xe.

- Ghi 1 trén “S6 nghiém thu hanh 1y cla khach di theo doan™ Teén doan,
tén cong ty du lich, s& xe, sd lugng hanh 1§ vi yéu cau nhan vién cha cong ty
du lich ky nhén.
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Cau hdi va bai tap kiém tra

1. Trinh bay quy trinh 1am thd tuc nhan budng cho khach. Hay néu tdm quan trong
clla viéc chuan bi trudc hé sa dang ky khach.

2. Trinh bay quy trinh 1am thil tuc nhan budng cho cac dbi tugng khach,

3. Gidi quyét tinh hudng: Khach da dat budng nhung khi dén khach san loai budng
khach d4t da hét, chi con loai budng gia cao hon va thap hon.

4. Trinh bay quy trinh phuc vu hanh Iy cho khach

* Thue hanh:

- Gidi thidu cAc loai s6 sach, cac biéu mau va trang thiét bi tai b phan dang ky khach.

- Giai quyét tinh hudng thudng gap trong qua trinh nhan budng va dang ky khach.
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Chuong 5

PHUC VU KHACH LUU TRU

* Muc tiéu:

Sau khi hoc xong chwong nay, hoc sinh can phdi:

- Hiéu duge cde dich vu trong va ngoai khdch san nhu: an uéng, gidt la,
dién thoai, hanh 1y, bdo qudn ue trang tién bac cita khdch, mua vé mdy bay, xe
e dén khdch tai sdan bay... dé dap iing nhu cdu cia khdch tai khdch san.

- Biét cdch gidi thiéu va ban cde san phdm dich vu lam thod mdn nhu cdu
ctia khdch.

_ L& do va lich su khi tiép nhdn va ddp ing cdc yéu cdu cua khdch.

* Noi dung tém tdt

Chuong S sé gici thi¢u vé cdc dich vu va quy trinh thuc hién cde dich vu
phuc vy khdch trong thoi gian hiu i

- Dich vy buu dién.

- Bdo qudn chia khéa budng.

- Dich vit dn udng.

- Dich vit bdo qudn tu trang quy va hanh 1y cia khach.

- Cde dich vu khac.

Trong thoi gian hww trif tai khdch san, khéch cé thé sit dung nhiéu dich
vu khdc nhau, vi thé, nhiém vi chia cdc nhan vién trong khdach san la ddp
ing moi nhu cdu ciia khdch chinh xde, kip thoi, lam thod man 167 da sy hai
long ciia khach. Ddy ciing chinh la giai doan tao ldp méi quan hé 16t dep
giita khdch va khdch san, dong thoi quyét dinh van dé khdch cé quay lai
khdch san hay khong.

123



1. DICH VU BUU PIEN

1. Dich vu dién thoai

Ngay nay dién thoai dugc coi 1a phuong tién lién lac thuan tién nhat, nhanh
nhit va hiéu qua nhit. Vi vay dich vu dién thoai trong khach san ciing déng
mot vai trd quan trong trong viéc phuc vy khach (goi ra ngoai va nhan dién
thoai tir ngoai vao gitip khach). '

Viéc str dung dién thoai 1am phuong tién lién lac thong dung cua khédch doi
hoi ngudi nhan vién, ddc biét 12 nhan vién dién thoai trong khéch san phai cé
trinh do chuyén mon nghiép vu vé buu dién, biét sir dung dién thoai ¢ hi¢u
qua, st dung thong thao ngoai ngit dé c6 thé giao ti€p duge vdi khach. Dic
biét, nhan vién dién thoai phai ¢6 k¥ niang giao ti€p qua dién thoai “giri nu cudi
bang 1di néi”, c6 giong ndi ngot ngao, dm 4p, dé nghe, rd rang...

Trong khéch san, dich vu dién thoai cho khidch bao gém phuc vu khéch goi
dién thoai ra ngoai va nhan dién thoai goi dén cho khéch, bdo thitc khich.

1.1. Phuc vu khach goi dién dudng dai

* J cdc khdch san nhé

Nhéic mdy p| Ngheyeucdu | o |Tramiviing,| __y Piang ky véi
chao héi cua khdch ma nudc téng dai
Dién thoai
‘dudmg dai Theo d&i thoi Vio sé sé Tinh va lam
> . ao s0 sach . .
thong mach - —» glan — ™ r—®  bién lai
néi mdy cudc phi
cho khach
Chuyén cho
nhén vién
———»| thungan dé
thanh todn

So d6 5.1: Quy trinh phuc vu khdch goi dién thoai dudng dai
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Khi khach c6 nhu cdu goi dién thoai dudng dai, nhan vién tong dai ti€p
nhén yéu cdu ciia khach, héi khdch mot s6 thong tin nhu: tén khdch, s6 budng,
dia danh, s6 thué bao. Tra mi nudc, md ving va ding ky v6i tng dai... Néu
khéch goi dién ra nuéc ngodt: Bdm 00 + Mi nudc + mid vung + 56 thué bao.
Né&u khéch goi dién thoai trong nuée: Bdm 0 + Ma ving + s6 thué bao. Khi c6
tin hiéu tra 19i tir ddu day bén Kia thi chuyén mdy cho khdch. Nhan vién téng
dai theo d5i th&i gian khdch goi, 1am phi€u thanh todn cho khdch goém: cudc
phi buu dién + % gid cude buu dién. Chuyén phigu thanh todn cho nhan vién
thu ngan dé€ cap nhat vio bang téng hop chi phi clia khdch va sau nay lén hod
don thanh toan cho khach.

* (J cdc khdch san lén:

Hién nay & cdc khach san 16n d4 duoc vi tinh hoa viéc tinh cude dien thoai
str dung tir budng cia khich. Khi khidch mudn goi ra ngoai, khich thuc hién
ludn tai budng (c6 thé bam sd 0 hodc s6 9 trudc s6 dién thoai cin goi, tuy theo
ting khdch san) vd mdy vi tinh néi véi hé thong t6ng dai cia khich san cap
nhat cdc cudc goi cia khdch va tinh cudc vao tai khoan cha khéch vdi cac
théng tin nhu: ving goi, thoi gian goi, s6 dién thoai goi di, gid tién... Sau d6
khi khdch thanh todn tién thi may vi tinh s& in ra mot ban danh sich cdc cudc
goi cua khdch.
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1.2. Phuc vu dién thoai khi c6 khach bén ngoai goi dién cho khich

Nhic mdy
chéo hoi

Tiép nhan
yéu cAu
khach goi

Thoéng bdo
cho khich
hou trid

Chuyén
may

Két thiic

So do 5.2: Quy trinh phuc vu dién thoai
khi c6 khdch bén ngodi goi dién cho khdch

- Tuoi cudi tra 131 dién thoai clta khdch.

- Hoi tén khich cdn gap, hoi tén, dia chi clia khach goi.

- Goi dién lén budng va thong bdo cho khdch luu tri bigt, néu khéch déng
¥ gap thi chuyén mdy cho khich.

- Két thiic ¢cong viéc.

* Mot 56 triong hop c6 thé xdy ra khi nhdn dién thogi khdch goi

- Truong hop khdch khong c6 trén budng nhung khéch khong dé chia
khod tai quay 1& tan, cé thé khich dang & trong khu vuc céng cong clia
khdch san. Nhan vién tong dai hoi xem khach goi c6 mudn chd dé 1im khich
khong. N€u khédch cho thi nhén vién téng dai bdo 1€ tan cir ngudi tim khach.
Néu tim dugce khach thi n6i mdy cho khdch néi chuyén, néu khong tim duogc
thi thong bdo véi khdch goi dén va hoi xem khdch ¢6 nhén gi khéng (néu ¢
thi ghi tin nhin cho khach).

- Trudng hop khich khéng muén ti€p chuyén véi khach goi thi nhan vién
tong dai phai khéo 1éo thong bdo lai 12 khich di vang va hdi xem khich goi cé
nhan gi khong (néu ¢6 thi ghi tin nhin cho khdch).

- Trudmg hgp khdch da dat buéng nhung chwa ding ky khdch san: Nhan
vién 1€ tan lich sy thong bédo cho khdch goi 1a khich ho muén gip chua t6i
khdach san. Nhan vién 1€ tan nhan tin nhin néu khich yéu cdu. Khi khich dén
dang ky khdch san, nhan vién 1€ tan chuyén tin nhin cho khéch. ‘

- Trudng hgp khach di ra khoi khdch san: Nhéan vién i1éng dai lich su bdo
ngay cho khéch goi 1a khdch da ra khoéi khdch san. Nhan vién t6ng dai hdi xem
khéch c6 nhin lai gi khéng, nhén tin nhin né€u khéch c6 yéu cdu.
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* Mot s6 yéu cdu doi véi nhdn vién téng dai

- Mim cuti trude khi tra 10i dién thoai.

- C6 giong néi dm 4dp, truyén cdm nhung phai rd rang.

- Tra 101 dién thoai sau héi chuéng quy dinh.

- Hoi tén khach goi dén. Dac biét khong duge cung cédp nhiing thong tin cd
nhén cua khach & khiach san khi chira duge khiach cho phép.

- Hoi tén, dia chi, dién thoai cla khich goi dé€n va bdo cho khach trude khi
noi may.

- Ludn 6 ra lich su, nhd nhian va kién nhan d6i véi khich va khéong dé
khach phai cho lau.

- Cho khach goi dat dién thoai trude.

2. Dich vu giao, nhan, chuyén thu tor, buu ph§m, fax

2.1. Giao nhan chuyén thu cho khach

* Nhdn, chuyén thu cho khdch

Khi nhan duge thur cha khdch, 1€ tan phai phan loai thu tir xem thur cia khich
san, thu ciia khdch dang luu trd trong khach san, khich dang tam thi tuc tra
buéng, khich di dit budng tai khich san hay Khdch da r&i khdch san dé tim
cdch chuyén thu cho khdch. Péng dau thoi gian ngay thang nhan thu 1én phong
bi san d6 nhanh chéng chuyén thu cho khéch. Khi chuyén thir cho khich, yéu
cau khédch k¥ x4c nhan da nhan thu.

* Gui thu cho khdch

Khi khiach yéu cdu nhan vién buu dién giri thu cho khich, nhan vién can
xdc dinh duge trach nhiém lién quan tdi viéc xir Iy thu chuyén di cho khach,
trdnh trudng hop dé quén ¢é thé€ lam 16 mot cudc hen quan trong cha khdch,
mét cude 1am an 16n... Bt k€ 1a thong tin gi thi nhan vién buu dién trong khéch
san cling phai nhanh chéng chuyén thu giip khach.

Khi nhéan gl thu cho khdch cdn chi ¥ cdc diém sau:

+ D¢ nghi khéch cho biét dia chi noi giri va hinh thic gui.

+ Thoéa thuan v6i khach mitc cude phi va yéu cdu khéch thanh todn.

* Nhdn va gui thu dién ti giiip khdch

- Nhdn thu dién nr cho khdch

Khi lvu irii tai khach san, khdch c¢6 thé nhan dugc nhiing biic thu dién ti,
nhan vién c¢6 nhiém vu kiém tra hdom thu 3 14n trong mot ngay xem c6 thu ca
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khdch khéng. Néu ¢é thu ciia khdch thi in ra va phan loai theo dia chi cha khich
dé rieng, clia khdch san d€ riéng, clla nhan vién trong khéch san dé riéng. Sau
d6 cho thu vao phong bi, ghi tén va s& budng ciia khach 1én phong bi va ngay
lap titc chuyén cho khdach.

- Giti thie dién nr cho khdch

Khi khdch c6 nhu cdu giti thu dién tilr, nhan vién ti€p nhan yéu cdu ciia
khdch va dé nghi khdch cung cdp cdc thong tin nhu: ngudi nhan, dia chi hop
thu dién ti, ndi dung thu, sau d6 thuc hién gl thu cho khdch va thong bdo véi
khich cude phi dich vu ma khéch phai thanh toan.

* M6t s6 tinh hudng xdy ra khi giao nhdn va chuyén thu cho khdch:

- Thir gidi dén cho khdch da dar budng nhung chua dén nhan budng:

+ Lam thu tuc nhén thu nhu binh thudng.

+ Cat thir vao hé so diang ky cua khéch.

+ Chuyén thu cho khdch khi khdch lam thil tyc nhan budng.

- Khach da trd buéng roi khdach san ¢6 thu giti dén:

+ Néu khach dé lai dia chi, nhan vién 1€ tan s€ gl thu nhan duge theo dia
chi khach dé lai.

+ Néu khdch khong dé lai dia chi thi nhan vién 1€ tan c6 thé giit thu lai dé
phong trudng hop khdch quay trd lai 1dy thu hodc gilii thu lai cho ngudi gii (sau
mot thoi gian nhat dink).

2.2. Giao nhan, chuyén va gii buu pham cho khéach

* Giao nhdn, chuyén buu phdm cho khdch

Khi ¢6 biu pham duge gifi 16i khdch san cho khédch, nhan vién 1€ tan nhin
vio 6 dung chia khod budng cla khich xem khdch & trén budng hay khong.
Né&u khiach c¢6 & trén buéng, mdi khich xuéng nhan buu phdm. Néu khich
khong c6 trong khdch san thi nhan vién 1€ tdn nhan thay khiach va thyc hién
theo cic budce sau:

- Khi nhan buu phdm nhan vién cin déng ddu thdi gian va ngay thiang 1én
buu phdm.

- Cung vé6i nhan vién buu dién ky vao s6 nhan buu pham.

- Phan loai buu pham: clia khdch san, clia khach va dac biét xem loai buu
phim nao 13 thuc pham dé& 6i thiu thi bdo quan gidp khach

. - Khi khéch v& ngay lap tirc chuyén buu pham cho khéch va yéu cdu khich
ky xac nhén.
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Biéu 5.2. S6 nhdt ky nhdn thu, buu phdm

Ngay
thang

Tén
khach

Budng s6

Noi
dung

Dia chi
ngudi gui

Nguoi
nhén

Khiach ky
nhan
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* Gui buu pham gitp khdch
Khi khéch ¢6 yéu cdu gl buu phdm gitp khdch, nhan vién buu dién
trong khdch san can hoi khdch nhitng thong tin nhu noi glri, hinh thic gui,
can buu phdm va tinh cudc phi cho khich, sau d6 nhanh chéng ghi buu
pham giip khéch.

Biéu 5.3. S& nhat ky giti thu, buu phdm

Ngay
thang

Tén khach

Budng
sO

Gui
dén

Néi dung

Nguoi thuc
hién
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* Nhdn, chuyén fax giip khdch

- Nhdn fax gitip khdch

Nhi€u khdch luu tré tai khéch san véi muc dich céng vu, kinh doanh...
cho nén khédch cén trao déi cdc van bdn khi cn thiét, vi the fax la phuong
tién lién lac hitu hiéu nhat. Hien nay, ¢ cic khich san 16n, mdy fax dugc
trang bi tdi tan budng néu khich cé yéu can, Tuy nhién, hdu hét cic khich
san § Viet Nam, mdy fax van duge dat & quiy 1€ tan vA nhan vién 18 tan la
ngudi nhan fax giip khach.

Khi nhén fax gitip khdch nhan vién 1& tan cén thyc hién:

+ Kiém tra s6 trang fax.

+ Phén loai fax ctia khdch san va cla khéch.

+ Ghi cdc thong tin vé fax vao s6 nhan fax.

+ Phén loai fax cia tirng khich, cho vao phong bi, chuyén ngay cho khéch
va yéu cau khéach ky nhan.

- M6t $6 trudmg hop c6 thé xdy ra khi nhdn fax

+ Trudng hgp khdch da huy dit buéng hoic khong téi khach san, hoac
khach da trd budng rdi khéch san... thi ghi 15 vao g0c cuodi clia trang fax ddu va
fax trang fax nay gui tra ngudi gir.

+ Truong hop khdch dat budng nhung chua t6i khdch san thi hru nhirng
trang fax vao hé so va cét & hé so dat budng ciia khach, khi khdch t6i nhéin
buong thi dua lu6n cho khéch.

+ 56 lugng trang fax gii t&i bi thi€u: Nhan vién nhan fax bdo cho ngudi
nhan fax bi€t. Sau d6, nhan vién nhan fax goi di¢n bdo cho noi giri vé trang fax
bi thiéu.

+ Fax dén nham dia chi thi ghi fax gl nhdm dia chi vio g6c cudi trang fax
ddu va fax cho noi gi.

- Gl fax gitip khdch.

Khi khach ¢6 yéu cau gii fax, nhan vién 1& tan can:

+ Thong béo vai khach miic gid fax clia mot trang cho khéch.

+ Kiém tra s6 trang fax khach cén giii.

+ Nhanh chéng giri fax cho khach, 14n luot giri cdc trang fax cho khdch t6i
trang cudi cung, trdnh gii fax thiéu trang cho khach.
~ +Lap phi€u thanh to4n dich vu giri fax va yéu cau khich ky nhan.
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3. Bao thirc khach

Mot s& khdch luu tri tai khdch san, do cé yéu cdu chinh xdc vé gity gidc hoac
mét s6 1§ do khéc, cho nén thudng yéu cau bo phan 1€ tan bio thic khdch. Khi
nhan duge yéu cu bdo thiic ciia khich, nhan vién can phai ghi chép chinh x4c va
~ day du: thoi gian béo thiic, s6 budng ctia khdch, hinh thic bdo thie. Nhan vién
tong dai cdn trdnh tinh trang quén bdo thitic khich vi ¢6 thé s& xay ra nhiing hau
qué 16n lam tén hai téi tai chinh hodic siic khoé clia khach. Péng thoi, 1am cho
khich ¢6 dn tugng x4u vé€ khach san va ho s& khong trd lai khach san nita, thim
chi khdch san ¢4 thé phai boi thutmg ca thiét hai vé mat tai chinh cho khach.

3.1. Quy trinh tiép nhan va bao thic khach

* Bdo thirc truc tiép

Hinh thitc nay phé bién & cdc khich san nho chua c6 hé thdng dién thoai.

Quy trinh thuc hién bdo thitc triyc ti€p:

- G cira budng khich, cho khdch ra md cira.

- Chao khdch.

- Xung danh va tén bd phan.

- Théng bao cho khich thoi gian hién thoi,

- Chiic khdch mot ngay tot lanh.

- Quay v& vi tri va vio sé sdch.

* Bdo thitc bang goi dién thoai

Hinh thifc nay dugc sit dung & cdc khdch san vira va ntho chua c6 hé théng
may vi tinh.

Quy trinh thuc hién bio thirc bang goi dién thoai:

- Dén git khdch yéu cdu bdo thitc, nhan vién khach san goi dién 1én budng
cho khéach.

- Ch¢r khiach nhdc méy thi nhin vién khich san thu¢ hién theo trinh tr
tuong tr nhir bdo thidc truc ti€p.

- Chao khach.

- Xung danh, bé phan.

- Thong bao thoi gian hién thoi.

- Chd khach tra 16i.

- Chao, chiic khach va cip may.
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* Bdo thitc bang chuong tu dong

Hinh thitc bio thitc ndy & cdc khich san 1én ¢é hé théng mdy vi tinh. Khi
nhin dugc yéu cau bdo thitc khich, nhan vién 1€ tan cai dat hé théng bdo thic
ty dong trén may vi tinh va may vi tinh s& bdo thitc khdch theo gior di cai dit.

3.2. Mot sO trudng hop ¢é thé xay ra khi bao thite khach

* Truong hop bao thitc bdang dién thoai ma khong thdy khdch trd 10i: Nhan
vién 1€ tan thuc hién lai viéc bdo thitc mot 1an nita, n€u khéch vin khong tra 161,
nhan vién J& tan phai clr ngudi lén kiém tra ngay sy an toan ctia khach.

* Truong hop bdo thite mu¢n cho khdch: Binh finh bdo cho ngudi phu trach
d€ tim hudng giai quyét. Xin 161 khdch, trén an khich va gidp d& khach kip thoi
gian. Pidc bigt 1a phdi viét thu xin 161 khich sau khi khdch r6i khach san, khong
duoc d6 16i cho nhau ma phdi tap trung giai quyél cho khdch mot cdch nhanh
nhat.

* Truong hop huong dan vién du lich quén béo cho nhan vién 16 1an yéu
cdu bdo thirc cia doan: Nhan vién 1€ tan binh tinh thong bdo cho céc nhan vién
trong khach san gidp d& viéc bdo thitc doan. Goi dién cho timg budng va truc
ti€p gd clta bdo thitc khdch. Sau d6, thong bio cho bo phan an uéng chuin bi
bita sdng bang d6 ngudi vi cho ca doan 1én xe in.
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4. Dich vu nhan tin

4.1. Nhan tin nhin cho khach

Khéch & bén ngodi nhén tin cho khéch trong khach san thudng qua dién
thoai hoac bing 131 (truc ti€p dén khach san). Nhan vién 1€ tan nhan tin nhan
cho khach theo trinh ty sau:

Chﬁlo hﬁ)l Hél lhéng [il'l . N Ghl
khich »  coakhich ™ Doichitu [ 1y nhin
nhin tin

I

Sodt ndi dung
«——  16i nhin

Chuyén cho Viét vao gidy
khich nhan tin

So d0 5.3. Quy trinh nhdn tin nhdn cho khdch

- Chao hoi khich, dé nghi duge gitp da.

- Hoi 18 s6 budng, tén cua khach nhan tin.

- D6 chidu v6i s8 dang ky khdch, mdy vi tinh xem c6 ding la khiach o
khdch san hay khong.

- Kiém tra 6 treo chia khod budng cha khach:

+ Khong c6 chia khod nghia 1a khach & khéch san, lién hé¢ mai khdch xuong
nhan tin.

% C6 chia khod nghia 12 khédch di ving: xin 16i ngudi goi va ghi tin vao
s cho khdch.

- Soit lai noi dung 10i nhan.

- Viét tin nhin vo phi€u ghi tin nhén cho khach.

- B4o nhan vién hanh 1¥ chuyén ngay tin nhan cho khich.
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Bi€u 5.7. S ghi tin nhdn qua dién thoai

Tén . " . . s

TT | Ten khdch goi | khich I B';‘;“g (;;‘;’ I\Igiaiy ﬁi‘i‘;}g ;ﬁ‘:ﬁ‘l
tra

1

2

3

4

5

6

7

8

9

139




Biéu 5.8. Phié¢u nhén nhdn tin

KHACH SAN:
PHIEU NHAN NHAN TIN

Message Form
Tén khdch (Guest name):

Budng s6 (Room Number):
Trong lic ong (ba) ra ngoai

While you were out

Gng/bé (Mr/Ms):

Pia chi (Address):

S6 dién thoai (Phone Number):

Goi dién(Telephoned) Muén giap 6ng/ba(Want to see you)

S& goi lai (Will call again)  Khén cdp (Urgent)
Nhin lai (Mesage):

Ngay........ thing........ nam...... Ngudi nhén (Taken by)

4.2. Nhan tin ra ngoai gitip khach

Khi khdch yéu c4u nhan tin ra ngoai gidp khdch, nhan vién 1€ tan thuc hién
theo trinh tu sau:

- Tié€p nhén yéu cdu clha khach: tén, dia chi, s6 dién thoai cliia ngudi duge
nthin; thdi gian nhén, noi dung nhén.

- Ghi chép vio sé sich.

- Nhin tin gidp khach.

- Thong bdo lai v6i khach.
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I BAO QUAN CHIA KHOA BUONG CUA KHACH

1. Hé théng chia khoa _

Hién nay hé¢ théng chia kho4 buéng trong cic khéch san & Viét Nam duoc
st dung 2 loai chia khod sau:

1.1. Chia kho4 kim loai (chia khos thi cOng truyén thong)

Chia khod kim loai 13 chia khod chi ma duge mot 6 khod. Mbi & khod
budng clia khdch thuong c6 2 chia, mot chia phét cho khdch, mét chia du trit,

Loai chia khéa niy dugc sir dung & cdc khich san nhd, khich san vira va
mot s6 khéch san 16n vén sir dung. Chia khod nay thudng dinh keém the ding dé
phuc vy cho viéc tiét kiém dién. Loai chia khod nay wvu diém 13 mang tinh kinh
t¢, thuén tién trong vicc sir dung, dic bigt 1a d6i véi ngudi Viet Nam. Tuy nhién
hién nay loai chia khod nay da cé nhitng nhuge di€m r& rét nhu sau:

- Cong kénh, d& bi mat v néu bi mat thi rat nguy hiém vi nhin chia khod
nay c6 tén khich san va so budng clia khch, néu ké gian nhit duge s& dot nhap
vao budng ciia khach gay mat an toin t6i i sin vA tinh mang cia khich,

- Loai chia khod ndy cling rat dé gdy va d6i khi gy phién ha cho khéch vi
khé md cira.

- Ngoii ra, loai chia khod kim loai néu mat s& phéi thay toan bad & khos dé
ddm bdo an toan cho khach san vi khich. Viéc thay 6 khod nay rat t6n kém ma
trich nhiém béi thudng & khod niy 13 khéch (néu ddnh mat). Nhin vién 1€ tan
khi trao chia khod budng cho khach cdn chi ¥ nhac nh& khéch cdn than, néu
khdch ra ngoai phdi giri chia khod tai qudy 1& tan va khi vé phai trinh thé budng
dé nhan Iai chia khod. D¢ gitip khéch nhé duoe thong bdo nay, nhiéu khich san
da in noi dung thong béo nay lén phicu dang ky tam tri, thé budng khdch san,
ndi quy dat tai budng khach.

1.2. Chia kho4 dién t

Chia khod dién tir 12 tdm thé chia khos dugc ma hod riéng cho timg khach
dén luu tri & md cira budng trong thdi gian khach & khich san

Loai chia khod nay hién nay dugc stt dung réit phé bién & cic khéch san 1Gn
st dung théng mdy vi tinh. Nhitng 6 khod dién ti duge 1ap chuong trinh béng
mot mdy vi tinh dac biét tai bo phan 1& tan. Khi 1am tha tuc nhan budng, kho4
clra budng khach duoc lap chuong trinh lai dé chap nhan ma cia thé chia khos.
Ma thé nay chi mé duge duy nhat mot budng cita khach trong thoi gian huu trd
va khi khdch thanh todn trd budng hoac khéch 1Am mat thé chia khod, 1€ tan ¢6
th€ 1ap ma khdc hoic thay thé khic.
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Loai chia khod ndy c6 nhitng wu diém rd rét 1a gon nhe, tién sir dung, néu
lam mat chia khod, khich chi cin thong bdo v6i bd phan 1€ tan, ngay lap tic
ma khod ctia buéng d6 sé dugc thay d6i bing ma méi.

Thé chia khod kiém chic nang thé dién. Sau khi m& cira budng, khach phai
cim chia khod vao 6 dién, hé¢ thong dién trong budng s& sang. Khi ra ngoai, khich
phai 1dy chia khod dé md clra, toan bo hé thong dién sé tat. Nhu vay, viéc sir dung
loai chia khoa s& giip khach san tiét kiém dugc nang lugng va nhA:: vién khong
can phai nhac nhd khach khi ra ngoai phai tat dién trong buong.

Tuy nhién loai chia khod nay ciing ¢6 nhugc diém nhat dinh la: Gia thanh
ctia hé thong chia khod ndy cao nén chi c6 nhitng khach san 16n méi sir dung.
Ngoai ra, nhan vién 1& tan phai st dung dugc hé thong mdy vi tinh ctia by phan
1& tan thanh thao dé€ c6 thé tao ma chia khoa.

Mat truée

Mat sau

Hinh 5.1. Chia khéa dién tu
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2. Trinh tu bao quan chia khoa budng cho khach

Nhan chia Béo quan chia Tra lai chia khod
khod buédng khod bu6ng "1 budng chia khich
cia khach cho khach B

So dé 5.4. Trinh tu bdo qudn chia khod buéng cho khdch

* Nhdn va bdo qudn chia khod buong cho khdch

- Khi khéch ra ngoai khéch san, giri chia khod tai quay 1€ tan, nhan vién 1&
tan phai nhan va dat chia khod vao diing noi quy dinh, dit nhin chia khoa quay
ra ngoai dé tién kiém tra va 18y ra.

- Truong hop khich ra ngodi khach san gl lai chia khod tai qudy 1€ tan
nhung lai uy quyén cho ngudi khdc nhéan lai chia khod thi phai yéu cau khach
ghi cu thé vé ngudi nhan chia khoa. Khi ngudi duge uy quyén téi ldy chia khoa
thi phai d&i chidu véi t ghi cua khdch dé lai, thdy ding mdi giao chia khod.

* Trd lai chia khod budng ciia khach

- Khi khdch nhan lai chia khod budng, nhan vién 1& tan nhe nhang yéu cau
Kkhich cho xem thé chia khod, 61 chi€u qua sé séch, mdy vi tinh néu thay dang
tén khich luu tri méi giao chia Khod.

- Trudng hop khdch t6i xung 14 ban, ngudi than dé 14y chia khod nhung
khong ¢é gidy uy quyén cua khdch thi 12 tan khong duge phép trao chia khoa,
chi dugce giao cho ban than khdch.

3. Trinh tu xu ly trudng hgp chia khoa buéng ctia khach bi mat

- -

Phat hién

chiakhoa | |Kiémtra| | Tim trong e Béo cho Tam ngimg
budng F’théng tin > ndi bd > Gh! vao o 1w trudng cho thué

chachbi | |toknach| | knachsan| | 9% & tan bung do

mét J
L | I L

So d6 5.5. Trinh tu xit Iy truong hop chia khod budng ciia khdch bi mdt

- Méi ca 1am viéc nhéan vién 1€ tan phai kiém tra mot lan tinh hinh chia
khod budng. Hang ngay, vao budi chidu, khi khéch trd budng ca 2 phai kiém
tra ra sodt lai chia khod, khong d€ xay ra hién tugng mdt chia khod.



- Néu chia khod budng bi khich roi khich san mang theo thi phai bdo cho
khdch tra lai hodc g tra.

_ Néu chic chén 12 chia khod bi mat thi phai bdo cho bo phan bio dudng
sira chifa thay khod, sau d6 méi tiép tuc cho thué budng bi mat chia khoa.

JIL. DICH VU AN UONG _

Khach luu trii trong khéch san, ¢6 thé sit dyng dich vu an udng trong hay
ngoai khach san, nguge lai, khiach & ngoai khich san cé thé vdo an udng tai
khdch san. _

1. Quy trinh ti€p nhan nhu cau 3n udng cla khach an tai khach san

Trong thai gian lwu trd tai khdch san, khich thudng ¢6 nhu cdu dn udng tai
nh hing khach san.Vi thé nhan vién 1€ tan nim 14y co hoi d6 dé gidi thieu vol
khach vé dich vu an udng trong khach san nhim thyc hién chitc nang bdn sin
phdm. Dé lam 16t cong viéc nay, nhan vién 1& tan phéi c6 nhiing hiéu biét co
ban vé thuc don cdc mén an trong khéch san cling nhu phong tuc tap quén, van
ho# 4m thuc chia khach dé gidi thiéu vdi khéch.

Nhan vién J& tan can tiép nhan nhu cdu dn udng ctia khich theo trinh ty sau:

Bude 1: Nhan vién 18 tan gidi thiéu so bd cic kiéu phyc vu tai khach san.
Sau dé, nhan vién 1€ tdn hoi khéach an theo thuc don nao: khich an chon mon
hay theo thuc don ¢ dinh cla khich san.

- Néu khéch an chon mén hay dat bifa dn theo yéu ciu thi 1& tan chi viée
giéi thieu cho khach biét vi tri vi thoi gian déng, md clta clia nhd hang dé
khéch c6 thé dén nhi hang va tu lya chon mén.

_ Néu khach an theo thuc don c6 dinh (vé mitc gid, vé 30 lugng mon) thi
nhan vién l& tan thuc hién 1i€p theo cdc bude sau.

Bude 2: Gisi thicu thuc don va héi khdch lya chon joai thuc don ndo va
mifc gi4 cho biva dn hay sudt an dé.

Buée 3: Hoi cac yéu cdu cu thé ctia khéch:

- Thoi gian dn ctia khdch (héi khich bit dau an tlr bita nao?)

- S& sudt an va s bita an cla khdch.

- Yéu cdu vé vi tri dia diém an cua khéch:

+ Khach muén an tai budng hay tai nha hang khach san.

+ Khéch ¢6 yéu cau vé vi tri ban an hay kKhong.

- Khdu vi an ctia khach (ché do &n kiéng, yéu cdu dac biét chia khdch).
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- Hinh thiic thanh to4n: Thanh todn ngay sau bifa an hay ky no, thanh todn
khi tra budng,

Bude 4: Nhiic lai cdc thong tin dat an cia khéch

Budéc 5: Chao va chiic khich.

Buge 6: Cap nhat cdc thong tin vao sé dat an va thong bdo cho cdc bo phan
bep, ban, bar dé chudn bi kip thoi phuc vu khéch.

* Luu y:

Vi bita diém tam:

- Trdong hop khdch san ¢6 cdc bira diém tam theo ki€u luc dia CBF
(Continental Breakfast: thuc don chi y€u la cidc mén nguodi nhw banh my, bo,
mut qud, binh ngot) hay bita didm tam kidu M$ ABF (Full American
Breakfast: thuc don ngoai nhitng mén nguéi con c¢é thém mot s6 mén néng nhur
tritng Op 1€t, pa-té hap) thi khach chi cdn bdo 1 an theo ki€u ndo s& duogce phuc
v chu ddo. Hién nay, cdc khdch san thudng phuc vu bita di€ém tam theo kiéu
an tr chon (buffet) véi thue don ¢6 rat nhiéu mén d¢€ khich ty chon an.

- Trudng hop khich luu trd ¢6 phi€u an sang, khdch chi viec mang phiéu
xudng nha hang khdch san dé dugc phuc viI.

- Trudng hop khiach chon mén tai budng thi nhan vién phat cho khdch
phi€u dat an di€m tam d€ khdch danh ddu vao d6. Dén mot gid nhat dinh, nhan
vién s thu lai, tap hop vi bdo dé bo phan bép, ban chuan bi.

Biéu 5.9. Mdu phiéu dn sdng

Khdch san:

Phiéu #n sing

Xin cam on!
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2. Bt chd nha hang giap khach

Trong thoi gian luu tri tai khdch san, nhiéu khich ¢6 nhu ciu 4n cic mén
an dac san cha dia phuong hodc nhilng mén an cia ddt nude ho. Vi thé ho
thudng nhd 1& tan dat an & cdc nha hang tai dia phuong gidp khich. Khi nhén
dwgc yéu cdu cia khich, nhan vién 1€ tan cén thyc hién theo trinh ty sau:

- Hoi khdch nhitng théng tin sau. ‘

+ Tén khach, s6 budng.

+ Kiéu, loai nha hang ma khach yéu cau.

+ 86 lugng sudt an.

+ Thai gian khach s€ an.

+ Vi tri ban an va cdc yéu cau dac biét khac.

+ Héi xem khéch ¢6 nhu cdu vé xe dua dén hay khong.

- Nhan vién 1é tan sé chon cho khdch nhiing nha hang cé chdt lwgng phuc
vi 11, vé sinh, do an ngon va gia cd hop 1y dé gidi thiéu cho khdch. B phan 1&
tan thudng cé danh sich cdc nha hang c6 d¢ tin cay va phuc vu t6t xung quanh
dia ban khich san d€ ddp Ung yéu cdu cia Khach.

- Pdt ché nha hang giup khdch

- Sau dé, nhdn vién 16 tdn cdn thong bdo lai cho khdch:

+ Thoi gian an.

+ Dia diém nha hang.

+ Yéu cdu dat tién truée chia nha hang (néu c6).

+ Hoi khéch ¢6 cdn phuong tién van chuyén t6i nha hang khong.

IV. DICH VU BAO QUAN TAI SAN QUY VA HANH LY CUA KHACH

1. B4o quan tai san quy cta khach

1.1. Thong bao vdi khach

Khi 1am thi tuc nhan budng, nhan vién 1€ tan phai thong bdo cho khach
dich vy gl tw trang quy ctia khdch san, dé trdnh tinh trang khéch bi mét tai sdn
v2 bét dén khéach san. C6 thé thong bao cho khédch bang cdc hinh thifc sau:

- Thong béo trén thé budng clia Khach.

- Thong bdo bing 1di: nhan vién 1& tan s& tryc tiép thong béo cho khach khi
khéach dén lru tru.
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- Thong bdo bing bang 1dn vi€t & qudy lé tan.

- Thong béo bing viéc ghi ndi dung vao bang ndi quy & budng caa khich.

1.2. Céc phuong thire biao quan tai san quy

Pé bio quan tii san quy cho khdch, hién nay & cdc khdch san c6 cic
phuong thirc sau:

- Két an toan c4 nhan dat trong budng ngl:

- Két an toan dat rai qudy 1€ tan.

- Phong bao tai san.

* Két an toan cd nhdn ddt trong buong

Mot s& khéach san 1én, hién dai ¢6 trang bi hé thong két an toan cd nhan dat
tai budng cta khéch, khich duge doc quyén sit dung trong suét thds gian huu
trd tai khdch san. Loai két nay rat thuan tién cho khéach stt dung va khong phai
thong qua bo phan 1€ tan. Khach ¢6 thé tur cdi diit ma s& ¢4 nhan cha minh va
¢6 thé thay déi mi s6 tuy ¥. Loai két nay khich qudc ¢€ rat thich st dung.

* Két an toan ddf tai qudy Ié tdn

Két an toan tai quay 1& tan 12 két Kim loai c6 nhiéu ngan nho dé tai san cd
nhan nhu d6 trang séc, tién, ho chiéu, ti liéu quan trong duge dat tai qudy 1é
tan, noi ca khach va nhan vién déu c6 thé vao duge. K€t an toan chia lam nhiéu
6. mbi 6 déu c6 hai & khoa va déng hodc md bing ca hai chia khod.

O kho4 thi nhat 1a chia khod van ning, do ngudi ¢6 trach nhi¢m cla khach
san giir.

O khod thit hai ¢6 mot chia khod cd nhan do khach gifr.

Khi khéch muén giri hodc 1dy tai san thi ¢4 hai chia khod cling cho vao &
thi méi md duge két.

Tuy nhién loai két an toan nay c6 nhitmg nhugc diém nhu: mat nhiéu thoi
gian cla ca khdch va 1€ tan, néu nhu khich ldy tai san ra va gl tai san vao
nhiéu lan. Dic biét 12 khéch rat hay 1am maét chia khod. Vi vay,nhan vién 1€ tan
cin nhic khich giit chia khod cin than. Néu lam mat chia khod, khdch s& phai
chiu trdch nhiém bdi thudng, vi phd 6 khod rét t6n kém.

Khi khdch c6 nhu cdu gifi tai san quy vao két an toan tai qudy 1€ tan, nhan
vién 1& tan phai thuc hién céc cong viéc sau:

- Ti€p nhan yéu cdu cha khich, Yéu cdu khéch ghi tén, s6 budng va ké khai
12i sdn muén g vao mot ban ké khai.
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- Dé tai san vao két va cliing khéch khod két.

- Giao chia khod cho khach va théng bio quy dinh clia khdch san doi véi
chia khod bi thit lac.

- Giao cho khdch “Thé sit dung két an toan” va nhéc khédch khi nio mudn
1dy lai tdi san phai trinh thé nay. )

Khi khich lam thit tuc trd budng, nhan vién thu ngan cin dé nghi khdch
trinh vi kiém tra thé sir dung két an toan, cung khach md két 14y hét tai san cd
nhan. Yéu cdu khich ky nhan da nhan di s6 tai san gui tai khdch san vio (hé sir
dung k¢t an toan va dé nghi khéch tra lai chia khéa két cho khdch san.

Biéu 5.7. Thé diing két an toan

Khéach san:

Thé dung két an toan

Két an toan s6:

Chir ky ctia khach

* Phong bao tai sdn

Hinh thitc nay thudng duge st dung & cdc khach san nhd.

- Khi nhan tai san cua khdch, nhan vién thu ngan cén nhanh chéng kiém nhan
va dua cho khdch mét chiée phong bi duge 1am bang chat liéu gidy dai khé rdch.

- Khdch s& cho tai sdn vao phong bi, ky niém phong.

- Nhén vién thu ngan s€ viét s& budng va tén khéich lén phong bao, sau dé
nhén vién thu ngan s€ cat phong bao vao két an toan va khod lai.

- Vao s6 tai san ky gl cla khéch san. |

- Sau d6, nhén vién thu ngan s& giao phiéu bién nhan va giao cho khich,
nhiic khédch giit gin can than.
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- Khi khach 14y tai san, nhan vién thu ngan yéu cdu khich trinh phiéu bién
nhdn tai sdn ky gii. Ldy ding tAi sin vin con nguyén niém phong tra cho
khdch va yéu cdu khich kiém nhan cdn than réi ky nhén “da nhan d0, ding
mau hinh” vao gidy bién nhan tai sin ky gini. Gidy nay dugc kep vao cing s8
bién nhan tai san ky gl va luu hé so lau dai dé sau nay dé phong trudmg hop
thac méc.

Bi¢u 5.12. Phiéu bién nhdn tai sdn ky gii
Khach san: Sé:

PHIEU BIEN NHAN TAI SAN KY GUI
Gidy bién nhan tai san ky giri

Tén khich: Ngay giii:
Budng so: Ngay tra:

)
t
I
I
I
|
|
I
I
I
'
'
[
I
TT Chung loai tai san S6 lugng Ghi chi :
I
'
I
1
'
!
I
I
1
'
I
I
|

Ngay...... thang....ndm.. ... §-
Chir ky cia khach Chir ky cuaa thu ngan

]
I
!
I
I
. I
* Dd nhdn du, ditng madu hinh 1
Chit ky ciia khdch !
I
I
I
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2. Bao quan hanh ly

* Nhdn hanh Iy khdch giii:

Khi khdch ¢6 nhu cdu g hanh 1y, nhan vién bado quan hanh Iy cin thuc
hién cic budc sau:

- Ghi dic diém hanh 1y, s6 hanh 1y khdch gl vao s6 nhan hanh 1y va yéu
cdu khach ky. )

- Lap phiéu bién nhan hanh 1y. Treo mt nita phi€u bién nhan hanh 1y 1én hanh
1Y, nita cdn lai trao cho khéch va nhéc khach gii gin phiéu bién nhan cén than.

- Chuyén hanh [y ctia khdch vao kho bdo quan can than cho khach.

* Tra lai hanh 1y cho khdch:

- Nhan vién 1€ tan dé nghi khdch xudt trinh phi€u bién nhéan hanh 1y.

- Nhan vién so sdnh véi nira gan trén hanh 1y cla khdch, hai nita phi€u bi¢n
nhan khép véi nhau.

- Trao hanh 1y cho khéch, yéu cdu khach kiém tra va ky vio s6 dd nhan du
hanh 1y.

* Mot s6 tinh huéng xdy ra khi bdo qudn hanh Iy cho khach:

- Truomg hop khdch bi mdt phiéu bién nhdn hanh Iy:

+ Bdo cho ngudi phy tréch biét sy viée trén.

+ Xéc minh 16 vé khach, sau dé giao tai san hanh 1y cho khach.

+ Yéu ciu khdch viét gidy cam doan dd nhan da hanh 1y.

- Triomg hop khdch uy quyén cho nguoi khdc ldy hanh 1y.

+ Nhan vién Ié tan bdo cdo ngudi phu trdch.

+ Kiém tra k¥ gidy uy quyén cung véi gidy t& tuy than cua ngudi dugc
uy quyén.

+ Trao hanh 1y cho ngudi duge uy quyén.

+ Yéu cdu ngudi duge uy quyén ky vao s6 nhan lai hanh 1y.

3. X{r ly tai san that lac

Nhan vién ctia khich san nhat duge hay thay tai san cha khach bd quén
hodc thét lac thudng chuyén téi bo phan 1€ tan hodc bo phan budng quan Iy va
tra lai cho khach (tuy timg khdch san).

3.1. Nhan thong bao ciia khach vé viéc bé quén hodc mét tai san

Khi khéch 16i qudy 1€ tan va bdo 12 bd quén hogc bi mat tai san:
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- Nhan vién 1é tan cin nhanh chéng dé€ nghi khdch cung cap va ghi lai cac
thong tin can thi€t sau:

+ Tén va s& budng cilia khéch.

+ Dia diém, thoi gian khdch dé quén hoac mét tai san.

+ Loai tai san, dic diém cla tai san khdch bd quén (mau sic, chat liéu).

+ C6 dat van d€ nghi van cho ai khong.

- Tran an va hita vt khach s€ ¢8 ging tim lai tai san cho khédch va sé thong
bao cho khéch khi ¢é thong tin vé tai san.

- Tién hanh tim lai tai san cho khach.

- Thong bdo cho cdc bo phan ¢ lién quan vé sy viéc trén,

- Thong bdo ngay cho khdch khi ¢6 thong tin vé tai san.

3.2. Nhan tai san cna khach bi that lac tim thay trong khach san

Khi nhan tai san clia khach bi thit lac tim thdy trong khdch san, nhan vién
1& tan cdn kiém nhén tai san khach bod quén va mé sé ghi lai cdc thong tin sau:

- Loai tai san, dic diém tai san.

- Noi tim thay tai san.

- Tén nguoi nhat dugce tai san. _

- Yéu cdu ngudi nhit dugc tai san ky vao sd ghi tai sin khéch bo quén.

Trudng hop cén thist kiém tra tai sin phéi ¢6 mit nguoi nhat dugc tai san,
nhén vién 1€ tan va mot ngudi 1am chiing.

3.3. Xir Iy tai san that lac cua khach tim thay trong khach san

* Xdc dinh xem tai sdn d6 cua ai

Sau khi ghi xong cdc théng tin vao s6 tai san khidch bé quén, nhan vién
1& tan x4c dinh xem tai san dé 1a cha ai. Kiém tra xem khach dé con luu tri
tai khdch san khong bing cdch d6i chi€u thong tin vé tai san va nhitng thong
tin bdo mat tai san cia khich.

* Tim kiém khdch dé trd lai tai sdn

- Khdch dang L trit tai khdch san:

+ Khdch dang & tai khdch san: nhan vién 1€ tan moi khdch xudng nhan tai san.

+ Khich di ra ngoai: Nhan vién 1€ tan bdo quén tai san cho khich va khi
khdch v, tré lai t3i san cho khéch.
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- Khdch dd wrd budng, roi khdch san:

+ Nhan vién I& tan s€ bao quan tai san clia khéich.

+ Cin ¢ vao cdc thong tin cla khich trong hd s luu cha khéch san dé
lién lac vdi khdch xin hudng giai quyét.

- Khong tim thdy chii nhdn cua tai sdn do:

+ Bdo quan tai san cho khéich. )

+ Thong béo trén bang tin cua khach san.

Tai san nay s& dugc bdo quén tir 6 -> 9 thdng sau (tuy theo quy dinh cia
ting khach san). Trong khodng thdi gian d6 n€u khong c6 ai dén nhén thi tai
san d6 s& duge sung vao cong quy cha khach san.

3.4. Tra lai tai san cho khach

Khi khich dén nhan lai tai san, nhén vién 1€ tan can yéu cau khdch:

- Cho biét tén va s6 budng.

- Mo ta vé tai san bi that lac.

- Ky nhéan 12 d& nhan lai tai san.

- Tra 1& phi (néu cb).

* Chii y: Nhan vién 16 tdn luon kiém tra cung nguodi qudn Iy dé tranh rda
nhdm 1ai san ciia khdch cho nguoi khdc.

V.CACDICH VU KHAC

1. Dich vy t& chiic tham quan du lich

Trong thoi gian hwu i tai khdch san, khéch c¢6 rat nhiéu nhu ciun khéc
nhau, trong d6 cé nhu cau duge di tham quan du lich. Pac biét, nhiing nhu céu
‘ndty thudng ¢6 & nhitng khédch viing khic, nudc khdc t6i khach san. Khi nhén
dugc yéu cdu cla Khach nhén vién 1€ tan cén:

- Ghi lai nhiing thong tin cén thiét sau:

+ Tén khich, s& budng cia khach.

+ S6 lugng khich tham quan, thoi gian tham quan.

- Goi ¥ céc dia diém tham quan cho khéch va ghi lai su lya chon chia khach.

- Xdc dinh yéu cdu vé phuong tién di lai ma khich lua chon.

- Sau d6, thong bao cho khéch gid cla chuyén tham quan va nhiing quyén
10i méa khich duge hudng.
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- Thong bdo lich trinh thoi gian xust phat va két thic chuyén di.

- Néu khach san cé dich vu tham quan du lich: nhan vién 1€ tan s€ thong
bdo lai cho bo phan 16 chifc tham quan du lich cba khdch san.

- Néu khdch san khong c6 dich vu tham quan du lich: nhan vién 1€ tan phai
chon cho khich hing 1 hanh ¢6 uy tin, ¢6 quan hé lam &n vGi khach san,
huéng din vién c6 kinh nghiém va gidi ngoai ngit (n€u khach tham quan la
khach nuéc ngoai) dé gidp khach thuc hién duge chuyén du lich.

2. Dich vy thué phudng tién van chuyén cho khach

Trong thdi gian liru trd tai khach san, nhiéu khéch ¢6 nhu ciu thué xe (¢6
ngudi 14i, khong ¢6 ngudi ldi). Nhan vién thudc bo phan phuc vu khich s& ti€p
nhan nhu cdu cia khich. Néu khédch san ¢6 xe cho khdch thug thi s€ lam tha
tuc cho khdch thué. Néu khach san khong c6 dich vu cho thué xe thi nhéan vién
thudc bo phan nay phdi ¢6 m&i quan hé va dia chi cic hing cho thué xe cé uy
1in (ca 6 t&, xe mdy va xe dap), 1di xe c6 tay nghé cao, chét lugng xe tot, gid ca
phai ching va lam thu tuc thué xe gidp khach.

* Thit tuc thué xe ginp khdch duge thuc hién nhu sau:

- D& nghi khach cho biét mét s6 thong tin sau:

+ Tén khich va s& budng.

+ Loai xe khach mudn thué.

+ Thoi gian sir dung xe.

+ Khédch muén thué xe c6 ngudi ldi hay khong can ngudi l4i.

- Sau d6 nhén vién 1€ tan s& thong bdo gi4 thué xe cho khéach va thdi gian
dia diém noi s& don Khach.

Trudng hop khdch muén ty chon loai xe minh cin thué thi nhan vién khach
san s& dua khdch dén cira hang thué xe cho khach ty lya chon.

3. Dich vy dit chd, mua vé may bay, tau hoa

Khi khdch ¢6 nhu cdu dit, mua vé mdy bay, tau hoa... gidp khdch, nhan
vién 1€ tan can:

- H6i khich nhitng thong tin sau:

+ Tén khdch, s6 budng.

+ Pia diém noi khdch dén.

+ Thoi gian khach di.
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+ Loai vé.

+ Céc yéu cdu dac biét v& chd ngdi.

_ Sau d6, nhan vién 1& tan chuyén nhitng thong tin trén cho bo phan dich vu
ciia khach san, bo phan nay s& lién hé mua, dat vé giip khach. Thong béo gid
vé, ngly gidy xudt phét cho Khéch. )

Muén phuc vu khéch nhanh va chu dédo, bo phan dich vu cua khéch san
phdi c6 méi quan h¢ 6t v6i cdc hang hang khong, nha ga, bén tau dé cap nhat
thong tin hang ngay va phuc vu khich mét cach nhanh nhat, tot nhat.

4. Dich vu khang dinh vé may bay

Khi khdch yéu cdu khing dinh vé mdy bay, nhan vién bd phén quan hé
khdch hang vi nhan vién hé trg dén tiep chiu trich nhiém thuc hién cong viéc
nay. Nhan vién hai bo phan nay c¢dn yéu cdu khich cung cép céc thong tin vé
chuyén bay hodc mugn vé mdy bay ctia khich dé lam tha tuc khang dinh vé
méy bay cho khéch. Trinh ty tha tyc nhur sau:

_ Lién lac véi hiing hang khong it nhét mot ngdy trudc ngay khich di dé
théng bdo cho nhan vién hang khong vé chuyén bay, ngdy gid va ky hi¢u vé.

+ Khéng dinh v6i hing hang khong v viéc khich vin thuc hién chuyén bay.

+ Hoi tén nhan vién hang khong nhan khéng dinh vé.

- Ghi vio phi€u khiing dinh vé mdy bay moi thong tin da thong nhat v6i
phia hing hang khong, k¥ tén ngudi khang dinh.

- Chuyén phiéu khing dinh vé mdy bay cho khdch.

5. Dich vu mua va gui hang giup khach

* Mua hang giap khdch

Trong thai gian luu trd tai khich san, do diéu kién thdi gian khong cho
phép hodc sg khong ndm vimg gid ca thi trubng, mot s& khdch c6 thé nhd
nhan vién 18 tan mua gitp hang héa hoac qua luu ni¢m. Nhan vién 1€ tan cén
phai nim viing nhitmg dia diém bén hang tin cdy, chdt luong cao va gid ca
phai chang d€ phuc vu cd hi¢u qua yéu cdu mua hang cua khach. Ngoai ra
nhan vién 1& tan cin bigt duge chinh sich cua héi quan Viét Nam doi véi
loai hang khach nho mua d& tranh phién ha sau nay cho khéch. Thu tuc mua
hang gitp khach nhu sau:

- Hoi o loai hang va s6 lugng hang khich can mua.

- Gidi thiéu cho khach mot s8 dia chi tin cay.
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cac

- Thong bdo gia tién (ké ca mua I& vA mua véi s6 luong 16n).

- Gdi ¥ cir nhan vién dua khdch di mua hang.

- Nhén vién 1€ tan giao héa don mua hang cho khéch.

- Nhan vién I¢ tan héi xem khdch ¢6 vira ¥ véi loai hang minh mua gitip khong.
* Gifi hang gitip khdch

Khi khdch c6 nhu cdu gifi hang, nhan vién hé trg dén ti€p cin ndm duge
thong tin sau:

- Tén khdch va s6 buong.

- Loai hang va s6 lugng hang khach cin giri di.

- Pia diem giti hang va ngudi nhan.

- Hinh thie gui hang.

- Thong béo gid cude van chuyén va thdi gian hing dén.

- Hira v6i khéch s€ giri hang cia khdch dén diing dia chi khach yéu céu.

6. Bat budng khach san gitip khach

Khach hru trd tai khdch san c6 thé nhd nhan vien 1& tan dat budng & cic

khich san khdc cho chuyén di tiép theo. D€ thuc hién t6t ¢ong viéc nay, nhan
vién I€ tan cdn dé nghj khdch cung cdp cic thong tin sau:

- Thoi gian lau tra.

- Loai budng va s6 lugng budng.

- Cac yéu cdu dac biét vé budng.

- Gi6i thiéu cho khich mot s6 khach san dé khach lya chon.

- Thong bao gid budng cho khéch.

- Hoi nhu c4u vé phuong tién dwa dén khich.

Sau d6 lién hé dat budng giip khich va théng bdo cho khich tén, dia chi

va s6 dién thoai clia khdch san d4 dat, déng thoi théng bdo nhitng yéu cau

cla khdch san d6 cho khdch (vi du: khich san d6 yéu cau khich dat budng
¢6 dam bao).

7. Dich vu mua bao giip khach

Nhi¢u khach trong khach san ¢6 nhu cdu ndm bit dugc moi thong tin hang

ngay dang dién ra trén dat nuéc cha minh va nhitng nude khdc cho nén khich
¢6 thé nhd nhan vién 1& tan mua bio ti€ng nudc ngoai cho khach. Nhan vién 13

tin

c6 thé lién lac véi hang hiang khong nhd hing mua gidp nhitng loai bdo
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ti€ng nudc ngoai khong c6 & Viet Nam. Trudng hop khong thé mua béo gidp
khéch, nhan vién 1€ tan can théng bdo ngay cho khdch va néi 15 1y do khong
mua dugc bdo, tranh dé khich doi.

8. Dich vu cung cap théng tin

Cung cap thong tin theo yéu céu ctia khich 1 mot trong nhitng nhiém vu
quan trong cua nhan vién 18 tan. Mot s6 thong tin khich thuong quan tam:

- Dia chi va dién thoai cla cdc ngan hing, dai si qudn, cdc hang hang
khéng, cdc nha hang dic san...

- Nhifng diém tham quan, cdc khu vui choi giéi tf tai dia phuong.

- Nhitng danh thang & dia phuong, cic khn vure 1an can.

- Dia chi mot s6 rap hét, rap chiéu phim...

- Cdc cira hang ban d6 luu niém, tranh nghé thuat, cdc hiéu sach.

- Céc dén chiia, miéu mao, nha tho.

- Cdc be bot, san quén vor, san gon.

- Lich trinh, tuyén diém, gia v&, gids bay, diém dimg & cdc nudc, thoi gian
bay cua hang hang khong.

- Thong tin vé cdc phuong tién giao thong duding b, dudng thily, dudng sit.

- Thong tin vé cdc doan khach chinh phi, cdc 18 hoi, cdc hoat doéng vui choi
giai tri & dia phuong.

- Thong tin ve cdc trién 1am ngay gid khai mac va két thiic trién 14m tai
dia phuong.

- Thong tin v& cdc chuong trinh ca nhac nirde ngoai biéu dién tai Viét Nam
va cdc chuong trinh ca nhac Viét Nam (chi dé, dia diém t8 chiic, gid vé, ngay
gi& bidu dién).

- Thong tin thé thao: Céc tran bong d4, quan vor, thoi gian vA dia diém 16 chic,

- Thong tin v€ nhiing clta hang sira chita d6 ding.

- Thong tin ve gid ca& mot s6 mdat hang.

- Thong tin vé thoi tiét va cédc thong tin khdc.

D¢ ddp g nhanh vi chinh x4c c4c thong tin ndy, nhan vién 1& (an can phai
tim moi cdch dé€ ¢6 mot lugng thong tin 16n, chinh xdc va cap nhat. Péng thoi,
nhan vién l€ tin phai biét cach sip x€p va gidi thieu théng tin chinh xdc, cudn
hiit khach.
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Yeéu cdu khi cung cdp thong tin phai ddm bao tinh chinh x4c, kip thoi cua
thong tin, trdnh cung cép nhimg thong tin sai léch cho khach. Truomg hop khong
biét ¢6 thé théng bdo véi khédch sé fim hiéu va cung cdp cho khdch sau.

9. Dich vu ddi tién

Khi khdch c¢6 nhu ciu déi tién tif tién ngoai té sang ddng ndi té hodc ngugc
lai, nhan vién thu ngan can nam rd moi quy dinh cta khdch san vé viéc déi tién
cho khéch cfing nhu ty gia héi dodi hing ngay clia cdc loai tién khach can d6i.
Nhan vién thu ngan ¢an thue hién theo céc trinh ty sau:

- Hoi tén va s& budng cua khich.

- Héi loai tién va s& lugng tién khach cdn déi.

- Nhan tién phai kiém tra xem tién that, tién gia va kiém dém trudc mat khéch.

- Hoi loai tién khach thich déi.

- Ghi vio phi€u déi tién va chuyén phidu cho khéch ky.

- Giao tién cho khéch.

- Luu phi&u déi tién d€ ngudi phu trdch Kiém tra lai.

Chit y: Viéc déi tién chi thuc hién cho nhitng khdch hau tri trong khdch san.

10. Dich vu cung cap va cho thué trang thiét bi phu trg

Khich luu trd tai khdch san c¢6 thé yéu ciu dugc cung cdp mot sé trang
thiét bi phu trg nhu: G6i, chan, ban 13, méc 4o, dép di trong nha, dén ban, mdy
vi tinh, dai, quat hodc mot s6 thiét bi phy trg dac biét cho ngudi gia, ngudi tan
tat va tré em nhu: xe lan, noi, ciii... Khi ti€p nhan cdc yéu céu nay cla khach,
nhan vién 1€ tan cdn thyc hién theo trinh ty sau:

- Tiép nhan yéu cdu vé trang thiét bi phu trg clia khéch: s6 luong, chung loai.

- Théng bdo ngay cho cdc bo phan lién quan cung c&p chinh xac loai thi€t
bi phu trg ma khich yéu cdu.

- Kiém tra lai v6i cdc bo phan lién quan dé dam bao da cung cap cho khéch
cac thiét bi phu trg.

- Kiém tra lai xem khdch c6 hai long vé6i cdc trang thi€t bi phu trg dugc
cung cdp khong. '

- Ghi chép lai nhitng thong tin vé cdc thiét bi phu trg da cho thué dé tinh .
phi va nhan lai khi d4 tra.
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Céu hoi va bai tap kiém tra

o AW

160

. Trinh bay quy trinh phuc vy dién thoai. Khi thuc hién dich vu nay nhan vién |18 tan

can luu y nhimg diém gi?

. Trinh bay dich vu bao thitc khach. Hay n&u nhimg tac hai clia viéc quén khéng

bao thic khach.

- Trinh bay dich vu giao, nhan, chuyé&n thu tir, buu ph&m, fax cho khach.

- Trinh bay quy trinh ti€p nhan dich vy &n ung cla khach tai khach san.

. Hay néu dich vu bao quan {u trang quy va hanh Iy cla khach.

. Mugn thuc hién t6t viéc cung c&p théng tin cho khéch, nhan vién 1& tan phai lam gi?



Chuong 6

LAM THU TUC TRA BUONG

- Muc tiéu

- Hiéu ré vai o quan trong ciia nhan vién thu ngan trong viéc thanh todén
tra buong cho khdch.

- Hiéu va thic hién duoc quy trink trd budng cho cdc doi tugng khéich.

- Thé hién sy thanh thao trong viéc thanh todn héa don ciia khdch.

- Noi dung tém tat

Chuong 6 - Lam thii tuc trd budng - trinh bay nhitng vdn dé sau:

- Hé thong Igp héa don khdch hang.

- Phuong thitc thanh todn.

- Quy trinh nhgn trd budng.

- Quy trinh nhdn trd budng cho cdc doi tuwong khdch.

- Téng két bdo cdo hoat dong ctia bo phan 16 tan.

- Thanh todn hang ngdy voi bg phén ké'todn khdch san.

Thanh todn va tién khdch 1a mét ngi dung rdt quan trong trong hoat
dong phuc vy khdch ciia bg phan Ié tan khdch san. Néu phuc vu khdch 16t
giai dogn truéc khi khdch 161, giai doan dén tiép khach, giai doan phuc vy
khdch trong thoi gian lun tri, nhung giai doan thanh todn va tién khéch
phuc vu khong 101, khdch hang sé€ c6 dn tuong xdu doi véi khich san, dnh
hudng rdt lon dén hiéu qud kinh doanh ciia khéch san. Do vdy, d€ tao dn
tugng 16t dep va thu hit khdch khong chi 6 hién tai ma con phdi thu hit
khdach trong twong lai, nhan vién bo phdn 16 tén ciia khdch san phai thuc
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hién 16t thii tuc thanh todn cdc chi phi cia khdch nhanh chong, cdn thdn, chu
ddo, chinh xdc, trdnh A€ khdch cho doi ldu.

L. HE, THONG LAP HOA PON KHACH HANG

~? oy ar - -1 ~
1. 56 cai ké toan le tan

S8 c4i k& todn 1 tan 13 mot trong nhitng phuong tién thi cong ma cic khich
san ¢6 thé sir dung dé theo ddi va cap nhat t18ng hop cdc chi phi cla khich.
Sé cai k€ toan 16 tan theo d6i 14t ca c4c chi phi ng hién tai clia khéch hang.
Thong qua s cai 18 tan c6 thé cho bigt doanh thu cia ting dich vu trong mot

thasi kv nhat dinh.

Biéu 6.1. S& cdi ké'todn Ié tin

No6i dung thanh toan

Tén | Buéng

Stt khach! so

Tién
budng

Tién
an

Tién
uéng

Dich vu
khéc

Pat { No hién | Ng
coc tai cil

Téng
s8 ng

O 90 [N [ [ =

—t | —
| D
.

J—
o

._.
bt

o
o

—t
s

S6 tién BANG CHlf:e.urevervvrcrerersceesissninrnresenes
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2. May vi tinh

Ung dung cha mdy vi tinh trong t8ng hgp thanh todn chi phi clia khich
di thay déi co ban quy trinh thanh todn, cdc phan mém ttng dung da thay
doi rdt nhiéu cho qud trinh tinh todn chi phi cta khdch. Mdy vi tinh la
phuong tién két néi nhiéu h¢ thdng ctia bo phan I& tan, k& ¢4 hé thong thanh
toan hod don cha khach.

Khi khdch dit buéng cé thanh todn trudc, 1& tan md tii khoan dé cép nhat
theo doi céc chi phi ca khdch trong suét thoi gian khach Iuu tri tai khach san.
Khi khéch thanh todn trd budng, nhan vién 1€ tan cin ct vio bang tap hop chi
phi dé 1én hod don thanh todn cho khéch .

Tét ca cdc thong tin tao thanh hod don cha khéch ¢6 thé hién thi trén man
hinh va in ra gidy theo yéu ciu.

Mady vi tinh c6 dng dung trong cong viée tinh todn cac chi phf cha khdch v
thanh todn tai khoan cta khéch nhanh chéng, chinh x4c.

Sir dung mdy vi tinh s& tao lap hod don clia khach chinh xdc hon cic hé
théng thanh todn hod don khdch va cdn c6 ca mdy in tr¢ giiip, do dé viéc lam
thu tyc trd budng ctia khdch nhanh hon nhiéu so vé6i cdc hé thong thi cong.

Cdc phin mém mdy vi tinh & cic khdch san c6 thé khic nhau nhung
nguyén tac ctia hé thdng vin nhu nhau.

3. Hoa don khach hang

3.1. Hoa don thanh todn dich vu

Hoa don thanh todn dich vu la ching tir phan dnh c4c chi phi cia khdch khi
tiéu ding mét dich vu nao d6 clia khdch san.

Hod don thanh todn dich vu do c4c b phan cung cdp dich vu clia khich
san ldp khi khdch tiéu dung dich vu tai cdc bd phan d6. Hod don thanh todn
dich vu ¢6 tic dung theo ddi cdc chi ph{ clia khach va 12 co s& dé nhan vién 1&
tan theo doi, tong hop todn bo cdc chi phi cha khéch tieu diing cdc dich vu
trong khich san. Hang ngay cdc b¢ phan ¢6 lién quan chuyén ho4 don thanh
todn dich vu ciia khdch cho bo phan 1€ tan. Nhan vién I tan cap nhat cic so6
liéu trong cdc hod don nay vio bang, 16ng hgp cdc chi phi clia khéch.

Hoa don thanh toan dich vi ¢6 thé duge thiét k€ tuy thude vao cich quan 1y
clia timg khdch san. Hoa don thanh todn ¢6 thé dugc thi€t k€ cho tét ca céc dich
vu hodc ¢6 thé duge thiét k& cho timg dich vu ciia khéch san.
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Biéu 6.2. Hod don nha hang

Khich san................ SO
HOA PON NHA HANG
Tén khéch: Nguyén Thi Hoa
Buéng s6: P201
Ngay: 1/10/2004
STT | Ten hang hod, dich vu | Donvi| S61luong | Don gid | Thanh tién
1 Tién an Sudt 2 100.000 200.000
Téng so 200.000

(SO tién bing chir: Hai tram nghin dong chin)

Chir ky caa khach Chit ky cia nhan vién

3.2. Hoa don thanh toan tong hgp

Ho4 don thanh todn téng hgp chi phi cha khich 1a chitng tir phan dnh
téng hop cdc chi phi cia khdch phét sinh trong toan bo qua trinh luu trd tai
khach san. _

Ho4 don thanh todn téng hop ctia khdch do nhan vién 1€ tan 1ap trén co s&
tdng hop cic chi phi tir hod don thanh todn dich vu do cdc bo phan dich vu
trong khéch san chuyén cho bo phan 1€ tan.

Hoa don thanh toan téng hop 13 co s6 dé thanh todn cho khach, khi khidch
tra budng roi khich san.
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Biéu 6.3. Hod don téng hop

Khiéch san ..........

&

HOA DON THANH TOAN TONG HOP

Tén khdch:...cocovevnrviriiveeeen,
BUBNE SG:... ettt e
Do Chi.eccece e

31 | Téng

Téng cong

.............................................................................................

Ngay....... thang...... nam 200....
Chir k¥ caa nhan vién
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Biéu 6.4. Hod don (GTGT)
HOA PON (GTGT)

(LIEN 2: GIAO CHO KHACH HANG)
Ngay....... thing.......... nam 200...
N (1234
Pon vi ban hang:......ccccoveevvenins
Plachii s S6 tai khoan:..
Pién thoai:....ccccevvirenenirernennee. Mt
Ho va tén ngud] mMUa RANE . c..oooiieec e st

..........................................................................................................

Pia chi:.. rereinenrsesneerrenseereenses S0 1AL KROAN .ot
Phuong thlIC thanh toén ............................. MS s
STT | Tenhanghoadichvy | PP% | 50 | pongia | Th2oh
tinh lugng tién
A B C 1 2 3=1x2
Téng cong tién hang
Thu€ sudt GTGT Tién thué¢ GTGT
Téng cong tién thanh todn
S6 tién bing chi:
Neudi mua hang K& todn truong Thu trudng don vi

(Ky, ghi ré ho tén) (K, ghi ré ho tén) (K, dong ddu, ghi ré ho tén)
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* Bai tap : Cho cac thong tin sau

Khach san A cé 30 budng cuing loai gia 250.000 VINB/budng/ngay dém (gia khong

bao gém &n sang).

Ba Nguyé&n Thu Ha - Bia chi 40 Cau gidy - Ha Nai a4t budng ngay 5/10, ddm bao

bing tién mat 500.000 VND va dén & P205 titf ngay 20/10 dén ngay 23/10, trd budng

lic 12h. Trong thdi gian luu tri ba Ha c6 sir dung cac dich vy sau:

- An 6 bita, 50.000 VND/1bita, vao t8i ngay 20, trua va toi ngay 21, 22 va trua ngay
2310. :

- Giat 1a 2 bd quan ao, gia 10.000 VNB / 1 bd vao ngay 21, 22/10.

- Goi dién thoai ngay 21/ 10 hét 50.000 VND

- Udng 1 ly Cocktait ngay 22/ 10: 80.000 VND

T4t ca cac dich vu trén ba Ha ky phiéu ng.

Yéu cdu: Dya vao cac thong tin trén dé:

1. L&p hoa don dich vu cho ba Ha

2. Lap héa don thanh toan téng hap cho ba Ha .

3. Tinh va lap hoa don GTGT cho ba Ha trong cac trudng hop sau:

a. Gia budng va cac dich vu trén chua bao gom thué VAT.

b. Gia budng va cac dich vu trén bao gém thué VAT.

Bai giai
1. Lap hoa don dich vu
Khdch san ......... Sq:...
Ho4d don nha hang
Tén khdch: Nguyén Thu Ha
Budng so: P205
Ngay : 20/10/2004
STT | Ten hang hod dichvu | Donvi| S0 lwgng | Pon gid | Thanh ti€n
1 Tién an Suat 1 50.000 50.000
Téng s 50.000

(S6 tién bang chir: Nam muoi nghin dong chan)
Chit ky cia khach Chir ky cia nhan vién
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Khach san ..........

SG:...
Hoa don nha hang

Tén khich: Nguyén Thu Ha

Budng so: P205

Ngay: 21/10/2004
STT | Tén hang hod dichvu |- Donvi | S8 luong | Don gid | Thanh tién

1 Tién dn Sudt 2 50.000 100.000

Téng s6 100.000

(S6 tién bing chir: Mot tram nghin déng chan)
e o ok ok ok she s e ek st e she sl sl ik ok

Chir ky caa khach Chix ky ctia nhan vién

Khach san

.......... SG:........
Hoa don nha hang

Tén khich: Nguyén Thu Ha

Budng so: P205

Nedy 22/10/2004
STT | Tén hang hod dich vy | Don vi | S6lugng | Don gid | Thanh tién

1 Tién an Sudt 2 50.000 100.000

Tong s6 100.000

(S6 tién bang chir: Mot trim nghin dong chén)
Chir ky cua khach Chir ky cua nhan vién
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Khach san .......... 56: ..
Hoa don nha hang
Tén khdach: Nguyén Thu Ha
Buodng sd: P205 _
Ngay :23/10/2004
STT | Tén hang hod dich vua| Pon vi | S6 lugng | Pon gi4 Thanh tién
l Tién an Sudt I 50.000 50.000
Téng s6 50.000
(S0 tién bang chir: Nam muoi nghin déng chén)
Chir ky cua khach Chit ky cua nhan vién
e e oo ok s ke e ke e e sfe ke kel sk sk ok o
Khach san .......... Sé: ..
Hoa don dich vu bar
Tén khéch: Nguyén Thu Ha
Buong sd: P203
Ngay dén: 22/10/2004
STT |Tén hang hod dich vu| Don vi | S6 lugng | Pon gid | Thanh tién
1 Udng Ly 1 80.000 80.000
Téng s6 80.000

(S0 tién.bang chir: Tdm muoi nghin déng chin)

Chir k¥ cua khach

Chir k¥ cua nhan vién
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Khach san .......... SG:....ee
Hoa don dich vu giat 2
Tén khéch: Nguyén Thu Ha

Budng so: P205
Ngay: 21/10/2004
STT | Tén hang hod dich vu | Don vi | 6 lugng | Pon gid | Thanh tién
1 Gidt la Bé 1 10.000 10.000
Tong s6 10.000

(S& tién bang chir: Mudi nghin dong chén)
Chir k¥ ctia khéch Chir ky cia nhan vién
s ofe e ohe ofe ofe ohe sk sl e sfe e el sl sk sk iR
Khach san .......... Sé........

Hoa don dich vu giit 1a
Tén khich: Nguyén Thu Ha

Budng s6: P205
Ngay: 21/10/2004
STT | Téen hang hod dichvu | Ponvi| S6lugng | Pon gid | Thanh tién
1 Giat Ia Bo 1 10.000 | 10.000
Tong so 10.000

(S6 tién bing chir: Mudi nghin déng chédn)

Chir ky cua khach Chir ky cuaa nhan vién
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Khach san

“e

Hoa don dich vu dién thoai

Tén khach: Nguyén Thu Ha
Budng s6: P205
Ngay dén: 21/10

STT | Tén hang hod dich vu | Don vi | Thdi gian | Don gid Tﬁggh
! Dién thoai 50.000 50.000
Tong sé 50.000

(86 tién bing chir: Nam muoi nghin déng chan)

Chix ky cua khéach

2. Lap hoa don téng hop

e sk ook ok ok ol o ofe e e ke st she ok ke e ok ok

Chir ky cia nhan vién

Khéach san .......... S6:........
Ho4 don thanh todn tdng hop
Tén khiach: Nguyén Thu Ha
Buéng s&: 205
Dia chi:. 40 Cau Gidy - Ha Noi
Ngay dén:  20/10 Ngay di: 23/10
N - 3
| 8| oo | 2ut0 | 2210 | 230 | O
Dich vu cOng
Luu trd 250.000 250.000 | 250.000 750.000
An trua 50.000 50.000 50.000 150.000
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An t6i 50.000 | 50.000 | 50.000 150.000
Uéng 80.000 80.000
Dién thoai 50.000 50.000
Giat la 10.000 | 10.000 20.000
Téng cong 300.000 | 410.000 | 440.000 | 50.000 | 1.200.000

(S0 tién bang chir: Mot triéu hai tram nghin déng chin)

Chir ky ciia khach Chix k¥ cta nhan vién
3. Hoa don thanh toan
3.1. Gia budng va cac dich vu khong bao gém thué GTGT
Hoa don (GTGT)
(Lién 2: Giao cho khach hang)
Ngiy 23 thang 10 nam 200...

Pon vi ban hang:

Khdch san A

N 01234

Dia chi: 60 Nguyén Tri Phuong - TPHCM S6 tai khoan:

Dién thoai: 08.8630763  MSteeeememsesrereoeoeeeeeeseseeereeereneen

Ho va tén ngudi mua hang: Nguyén Thu Ha

Pon vi:  Ngin hang cong thuong

Dia chi: 40 Cau Giay SG tai Khoan:.....ccoveeevvrrnrnanns

Phuong thidc thanh todn: Ti€n mat. MS:.....coovveveeriecrenrecreceeeereeaeerens
STT | Ten hang hod dichvu | DY | 5 | Bongia | Thanh tién

tinh lugng

A B C 1 2 3=1x2

1 | Luu trd Ngay 3 250.000 750.000

2 | An Sudlt 6 50.000 300.000

3 | Udng Ly 1 80.000 80.000
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4 | Dién thoai 50.000 50.000
> | Gigtla Bo 2 10.000 20.000

Cong tién hang 1.200.000
Thué suit: 10% Tién thu€ GTGT 120.000
Tdng cong tién thanh toin1.320.000
86 tién béng chir: (Mot triéu ba trim hai muoi nghin déng chin)

Nguoi mua hang Ké toédn trudng Tha trudng don vi
(Ky, ght ré ho tén) (KY, ght ré ho tén) (Ky, déng ddu, ghi ré ho tén)

Vay s6 tién ba Ha phai thanh toan la:
1.320.000 - 500.000 = 820.000 (VND)
3.2. Gia buodng va cac dich vu trén bao gém thué gia tri gia tang
Trudng hop gid bdn céc dich vu bao gém thué€ GTGT thi tinh theo céng
thitc sau:
Gia ban ¢6 thué
Gi4 ban chua thu€ = ——--———eeee
1 + % thué& suit

Hoa don (GTGT)
(Lién 2: Giao cho khich hang)
Ngay 23 thang 10 nam 2004

N 01234
Pon vi ban hang: Khich san A
Dia chi: 60 Nguyén Tri Phuong - TPHCM S6 tai Khodn:.....o..oceevererreeranne.
bién thoai: 08.8630763 Mt e sae s s
Ho va tén ngudi mua hang: Nguyén Thu Ha
Don vi: Ngan hang cong thuong
Dia chi: 40 Cdu Gidy SE tai khoan:........ccvvveereeriereene
Phuong thitc thanh todn: Tién mat. MS:....cccevrevvveveeeeieenee,
str | Tenhanghoddich |\ o o | ss lugng | Dongia | |Danh
vu tién
A B ‘ C 1 2 3=1x2
1 |Luuwd Ngay 3 227272 681.816
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2 |An Suat 6 45454 272724
3 | Ubng Ly I 7721 12727
4 | bién thoai 45454 |  45.454
5 |Giarh Bo 2 9.090 9.090

Cong tién hang1.081.811

Thué sudt GTGT 10% Tién thué GTGT 118.189

Téng cong tién thanh todn 1.200.000

S6 tién viét bing chit: (Mot triéu hai trim nghin dong chan)

Ngudi mua hang K¢ toan truong Thu truong don vi
(Ky, ghi ré ho tén) (Ky, ghi ré ho tén) (Ky, dbng ddu, ghi ré ho tén)

Vay so tién ba Ha phai thanh todn la:
1.200.000 - 500.000 = 700.000 (VND)

II. PHUONG THUC THANH TOAN

1. Thanh toan tién mit

Thanh todn bing tién mat 12 hinh thitc sit dung tién mat dé thanh todn, day
13 hinh thifc thanh toén dé& dang nhat. Céc loai tién mat nhu:

- Tién noi t& (Pong Vit Nam)

_ Ngoai 1&: Mot s6 ngoai t& manh trén th€ gidi thudng duge ding d€ giao
dich trong khich san nhu: D6 la MY, D6 la Canada, D6 la Hong Kéng, Euro,
Nhan dan 1€ v.v...

* Thii tuc thanh todn bang tién mat

- Khéch thanh todn bing tién mit, nhan vién 1€ tan ki€ém dém s6 ti€n trudc
su chitng kién ciia khdch, nhéc lai téng s& tién da nhan cla khich mot 1an nita
truée khi cho cdc loai tién vao két sit, sau dé vio s6 va vilo mdy sG tién vira
nhén ctia khach.

- Déng ddu da thanh todn 1én hod don thanh todn tong hop va dé nghi
khach ky vao hoa don.

- Trudng hop khach c6 tién thira, 1& tan tré lai tién thira cho khéch.

_ L& tan chuyén hoa don thanh todn tong hop cho khach.

- L& tan giit lai hod don thanh toén tdng hgp da sao chup dé sir dung trong
viéc kiém todn.
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* Nhitng diém chu y khi thanh todn bing ngoai té

- Nhan vién 1€ 1an phai phan biét cdc loai ngoai t& nhu: do la My, d6 la
Hong Kong, 6 1a Canada v.v... Nhan vién 1& tan phai cdn than khi tiép xic véi
ngoal t¢ va ludn hoi ngudi phy trich khi ma cam thdy khong chic chin.

- Phai xdc dinh chic chin déng tién d6 duge chdp nhan & Viét Nam.

- L& tan phai biét ty gid hoi doai cha ngoai té.

- Kiém tra that k¥ tién that, gia.

- Tinh ding mutc 1¢ phi cho khdch.

- Hoan thanh bién lai d6i ngoai t&, dua cho khdch bién lai déi tién.

2. Thanh toan séc du lich

Séc du lich do ngan hing va cic dai 1y du lich & chinh qudc gia cha du
khach phdt hanh.

Khi thanh todn bdng séc, nhdin vién cdn tién hanh:

- Mai & séc ¢6 ménh gid nhat dinh duge thé hién & rang trén td séc.

VD:.100 d6 la My,

- Séc phai c6 mot chit ky cla ngudi mang séc khi phat hanh .

- Khi thanh todn, chi nhan clia ngudi mang séc phai ky chit k¢ thi hai
trudc mat nhan vién 1€ tan.

- Nhan vién 1€ tan phai kiém tra hai chit ky phai giong nhau.

- Céc bing chiing vé€ cha nhan cila t séc phdi duge kiém tra xem cé phil
hgp vai cdc thong tin nhu trong hé chi€u duge ghi & mét sau cha 1 séc khong.

- Khi thanh todn séc du lich cho khdch, nhan vién 1€ tan phai chuyén tir
dong tién phdt hanh sang déng noi t¢ véi ty gid héi dodi hién hanh. Tién 1¢ phi
thudng dugce tinh vao day.

- Nhén vién 1€ tan phai vi€t bién lai cho khéch khi thanh todn bing séc du
lich, kiém tra va xdc dinh su chinh xdc.

3. Thanh toan biing thé tin dung ‘

The tin dung tao diéu kién cho khéach thanh todn hod don ma khéng cén
phai mang theo tién mit. Khidch san nhan thanh todn tir céng ty tin dung hoic:
cong ty phat hanh.Sau d6, c¢éng ty nay s€ duge thanh todn tryuc ti€p tir khich tai
dia chi cua khach. Cong ty phdt hanh thé tinh tién lé phi cho timg giao dich
theo ty gid phén tram hod don tdng. Nhan vién 1€ tan phai biét khach san chdp
nhén loai thé nio va thi tuc thanh todn cla thé tin dung.
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3.1. Céc loai thé tin dung

- Céc loai thé tin dyng dugc chdp nhan phé bién nhét & Viét Nam la:

+ Visa.

+ Master Card.

+ American Card Express.

+ Diner Card.

+JBC v.v...

3.2. Trinh tu thanh to4n bing theé tin dung

- M&i loai thé tin dung dugc sit dung mot loai méy chép nhan thanh toan do
ngan hang cung cdp va duge n6i mang véi ngan hang.

_ Khi khdch thanh todn bing thé tin dung, nhan vién thu ngén tién hanh
mugn thé tin dung cha Khich, ca thé vao may chdp nhan thanh todn clla ngan
hang. Néu khong c6 gi tryc trac thi mdy s& hién lén dong chir “Vio téng s6
tién”, nhan vién thu ngan chi bam <6 tién khach phai thanh toén lén mdy. GO
phim Enter mdy s€ inra hod don bién nhan thanh 1oén.

_ Giao cho khach hang lién dudi d€ khach kiém tra, lién déu nhén vién thu
ngan gitf lai dé 1am ching tir thanh todn.

_ Nhan vién thu ngan chuyén hod don téng hop cho khich ky.

- Kep béan sao phi€u thanh todn va hod don thanh todn chuyén cho k€ toan.

3.3. Nhimg diém chi y khi thanh todn bang thé tin dung

_ Thu ngan kiém tra hod don ¢ vugt qua gi6i han san cta thé tin dung
khong. Néu s6 fién khach phai thanh todn vugt qué gi6i han san cho phép, nhan
vién thu ngan phai thong bio ngay cho khach dé tim cach giai quyét.

- Thu ngan vién kiém tra thé tin dyng c6 qué han khong. Trudng hop thé tin
dung chia khdch qué thdi han sir dung thi phai thong béo cho khéch va yéu ciu
khach thanh todn bing thé khéc hoge hinh thitc khic.

_Thu ngan kiém tra thé tin dung c6 mang cung ten véi khach khong?

_ Thé tin dung ctia khéch c6 nam trong danh séch bi dinh chi khong?

_ Khi thanh ton bing thé tin dung, nhan vién thu ngan phai ddi 6 tién
khéch thanh todn ra don vi tién t¢ cna loai thé tin dung .
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Biéu 6.6. Mdu thé tin dung thanh todn trong nuoc ( Vietcombank)
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Biéu 6.7. Mdu thé tin dung thanh todn qudc té ( Vietcombank)
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2. Techcombank

Mat trudc

Biéu 6.8. Mdu thé tin dung (Techcombank)
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Mat truée Mat sau

TRAN, =
s EXPIRY DATE
BATCH TRACE
NO HNO.
DATE/
TIME
APP.
REF NO. cobE
NO REFUND
4
| (“canomemsen sianatuRE

X_ _
NOTE : See Reverse For Terms & Gonditions.

Biéu 6.9. Mdu héa don thanh todn bang thé tin dung

1L QUY TRINH LAM THU TUC TRA BUONG

1. Nhiém vu ctia nhan vién Ié tan trudc khi khach thanh toan tra budng

1.1. Khang dinh lai viéc tra buong

Nhaén vién I€ tan cin phai xdc dinh chinh xdc thoi gian khach thanh todn
tré budng rdi khéch san d€ chudn bi cho viéc thanh todn dwoc nhanh chéng,
chinh xdc. Nhan vién 1€ tan c6 thé dua vao cdc thong tin sau day dé€ xac dinh
dugc khdch s€ thanh toan tra budng roi khach san nhu:

- Khach truc ti€p thong bao cho nhan vién 1€ tan thoi gian cu thé khich sé
thanh toan tra buéng rdi khach san.
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- Nhan vién 1€ tan ¢é thé can cif vao danh sich khach dy dinh thanh todn
hang ngay dé c6 thé khiang dinh khich rdi khach san.

Viéc khing dinh trd budng gidp cho nhan vién 1€ tan ¢é thé xdc dinh duge
nhiing thay déi k€ hoach luu tri ¢lia Khdch nhu: kéo dai thai gian huu tri, khéch
dot xudt roi khdch san trudc théi gian du dinh. Gidp nhan vién 1€ tan chii dong
nam viing cdc thong tin d€ tién hanh thanh todn cho khach ¢6 hiéu qua.

1.2. Phéi hop véi cac b phan cé lién quan giap khach chuédn bi thanh
toan tra budng

Sau khi da khang dinh chinh xdc viéc khich thanh todn tra budng rdi khdch
san, nhan vién 1 tan cén thong bao ngay t&i cdc bd phan cé lién quan, dé giri
ndt cic hod don thanh todn dich vu ma khdch k¥ ng xudéng qudy 1é tan. Nhan
vién thu ngan hoan thanh ban téng hop chi phi, sau do, théng bio cho bd phin
budng d€ nhan ban giao budng véi khach, kiém tra d6 udng trong minibar va
¢6 k& hoach don vé sinh budng, chuin bi dén khach mdi.

1.3. Chuén bi hé so thanh toan cho khach

* Pt voi khdch san dd vi tinh hod

Viéc chudn bi trude hé so thanh todn cho khdch rat quan trong. Néu chudn
bi hd so thanh todn cho khdch cing tét bao nhi¢u thi hiéu qua cong viéc thanh
todn cang cao bay nhidu. Chudn bi hé so thanh todn cho khich bao gém céic
ndi dung sau:

- Phiéu dang ky khach san.

- Phigu d6i budng (néu cé).

- Thur khding dinh dat budng (trudng hgp khidch dat budng trudc).

- Thu dat budéng cha dai 1y du lich, hang lit hanh v.v.. (n€u c6).

- C4c hod don, chimg tir tiéu diing dich vu cua khach san.

- Hod don ky ng cia khach san (néu cé).

- Phi€u ca thé tin dung cla khich (trudong hop khéch thanh todn bang theé
tin dung). '

- Bang tdng hgp chi phi clia khédch.

- Thu cam on cua khach san...

Hé so thanh toan clia khach phai duge nhan vién thu ngan chudn bi va kiém
tra k¥ ludng, ghi tén khéch, sé budng & ngoai ho so va xép vao ngan tl theo thi
tw van chif cdi hoic x€p thi ty theo s6 budng dé tién tim ki€m, sir dung khi
khéch tra budng.

181



1.4. Kiém tra tién dat coc va tién thanh toan trudc cia khach

Pé tranh nham 1an khi thanh todn cho khéach, nhan vién thu ngan phai kiém
tra k¥ ludng cdc khoan khdch dat coc trude hodc khdch thanh todn trudce. Trudng
hop khéch dat coc trude hodc khdch thanh todn trude, nhan vién 1€ tin phai ldy
tdng s6 tién khich tiéu ding cic dich vu trong khdch san trir di s6 tién khich
dat coc truée hodc khiach thanh todn trude. -

2. Quy trinh 1am tha tuc tra budng

Nhan khich théng bdo roi
- khdch san

v

Lé tan dién bdo cac bé phan dich vy ¢6 lién
quan dén viéc khdch thanh todn tra budng
Thu thdp cic ching tir, hoa don

¢la cdc bd phan dich vy, 1am hod

don téng hop

v v

I Xdc dinh viéc thanh todn |

Gitp khdch nhan lai tai san
ky gui (néu co)

Thanh todn ngay l Thanh toan ng
v ¥ v
Khach Khich di theo Khach ¢6 hgp dong
dilé doan ngudi dai dién hoac ¢é giay
thanh toan thanh todn . cgquan
——— Giao hoa don téng hop cho khdch ——

kiém tra va ky tén

v v v

Bé phian budng o A Tt e Thu ngan nhan tién
kiém tra Le tg;;‘éﬁ é;‘lllgcma thanh todn clia khach
Chao khach va Nhén vién hanh 1y
Chic khach | gitip khach chuyén I
hanh 1y

So do6 6.1. Quy trinh lam thi tuc trd buong
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Dién gidi quy trinh:

* Khdch thong bdo trd buédng roi khdch san.

Nhan vién 1€ tan thong béo cho cdc bo phén ¢6 dich vu cé lién quan giri
phi€u ky ng xudng qudy 1€ tan va gitp khach chudn bi rdi khdch san.

- Thu thép hod don dich vu ma khich k¥ ng cta khdch do céc bo phan ¢
lien quan chuyén xudng, lam hod don tdng hop chudn bi thanh todn cho khach.

- Gidp khéch nhén lai tai san ky giri (néu c)

* Xdc dinh viéc thanh todn cua khdch.

-Truong hop khdch thanh todn ngay:

+ Khach di 1¢é t thanh todn cdc dich vu khdch sir dung trong khéch san.

+ Khach theo doan thi ngudi dai dién thanh todn cho cé doan theo quy
dinh, nhitng buéng s& dung cédc dich vu khong thudc quy dinh, tu thanh todn
tién phu troi cho khach san.

- Trudig hop khach k¥ ng 1€ tan kiém tra khich ¢6 hop dong hoiic gidy cla
¢d quan khong.

* Giao hod don téng hop cho khdch kiém tra va ky.

* Nhdn vién bo phdn budng kiém tra budng.

* Nhan vién I tan nhan lai chia khod budng.

* Nhdn vién thu ngdn thanh todn cho khdch.

* Nhan vién hanh I3 van chuyén hanh 1y ra xe cho khdch.

* Cam on khdch, chiic khdch, hen gdp lai.

IV. QUY TRINH LAM THU TUC TRA BUONG CHO CAC POI
TUONG KHACH

1. Quy trinh {am tha tuc tra budng cho khach di 18 tu do

Buoc 1: Chao khach, ggi y gitip d& khdch.

Bude 2: L& tan hoéi tén khach, s6 budng cha khach.

Buée 3: Hoi khach c6 sir dung thém d6 udng & minibar khong.

Budc 4: Nhan vién 1€ tan théng bdo cho cdc bod phan c6 lién quan cia
khdch san v€ viéc khdch thanh todn trd bubng, yéu cdu cdc bo phan cé lién
quan giri ngay cdc phi€u ky ng xuéng bo phén 1€ tan.

Budc 5: Hoan thanh bang téng hop chi phi ciia khach, khach xudng thanh
todn 1€ tan dua hod don t6ng hgp dé khich kiém tra.

183



Buéc 6: Khich chdp nhan cdc khodn thanh todn trong bang téng hop chi
phi, thu ngan lap hod don thanh todn va dua cho khdch ky, tra lai cho khach
mot hod don dé khach chuyén cho nhén vién khuan vac hanh 1y.

Bude 7: Nhan vién 18 tan dé nghi khéch tré lai chia khod budng.

Bude 8: Nhan vién 12 tan c6 thé xin ¥ ki€n gép y clia khdch vé cdc dich vu
cta khich san, dé sudt vdi khach dit budng trong tuong lai.

Bude 9; Nhan vién 18 tan bdo cho nhan vién khuan vdc hanh 1y gidp khach
khuan vac hanh 1y ra xe.

Burée 10: Chio khdch, chic khich 1én dudng may mén va hen gap lai.

* Luu y:

_ Trudng hop khéch ¢6 sy thic méc cdc khodn trong hod don t6ng hop, 1€
tan cAn phai giai thich rd timg khoan muc cho khdch. Nhan vién 1& tan dua vao
céc hod don dich vu mé khich ky ng do cdc bo phan dich vu da giri t6i cho bd
phan 1& tan. Néu khdch khong hai long, nhin vién 1€ tn thong bdo cho trd 1y
gidm déc bo phan 1€ tan giai quyét.

~ Trudmg hop khéch voi, thanh todn xong roi khéi khdch san ngay thi tuy
thude vio finh huong cu thé dé xin sy gép ¥ clia khach vé cdc dich vy cla
khich san.

2. Quy trinh 1am tha tuc trd buéng cho khach theo doan

Khi thanh todn cho khach theo doin, nhan vién 1€ tan can xdc dinh ngudi
chiu trich nhiém thanh todn cho doan va cic khoan phai thanh todn theo hop
déng. Do vay, nhan vién 1€ tan cin chudn bj thanh todn céc khoan dich vy cha
c& doan va quan tam dén cdc hod don phu trdi clia titng budng hoic timg khach.

Quy trinh lam thi tuc trd budng cho khdch di theo doan nhur sau:

Buroc I: Chuan bi danh sdch doan khach.

Buwée 2: Nhan vién thu ngan chudn bi bang téng hop chi phi ciia doan va
dua cho trudng doan khich kiém tra.

Bude 3: Nhan vién thu ngan chuén bi hod don phu troi cho ting budng
hoac cho timg khach.

Bude 4: Nh trudng doan chuyén hod don phu troi cho timg khach kiém tra
va ky xac nhén.

Buéc 5: Nhan vién thu ngan nhan thanh todn ti€n cho cd doan khich va
cho timg budng hoidic ting khdch (thanh todn xong khach nao thi gach tén
khich dé khoi danh sach khach doan).
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Bude 6: Nhan vien thu ngan ky hod don dd thanh todn cho khich, tra lai
cho khich mot lién cta hod don.

Budc 7: Nhan vién 1€ tan dé nghi khdch tra lai chia khod budng.

Budc 8: Chao khach, chiic khdch 1én dudng may méan va hen gap lai.

3. Giai quyét mét sd tinh hudng xay ra khi thanh toan cho khach

3.1. Khach khong thé thanh toan cho khach san vi Iy do mat vi tién

- Nhan vién 1€ tan lang nghe ¥ ki€n cta khéch:

- T ¥ thong cam, dong vién an ui khéch.

+ Hoi khich vé viéc mat vi tién & dau, thai gian nao.

+ Khdch da khai bao v6i cong an chua, 6 cdn gidp khai bdo khong.

- Pé xudt voi khdch hudng giai quyét nhu:

+ Khich ¢6 thé nhd ngudi khdc thanh todn cho khidch san (ngudi cing
doan, ngudi quen cua khach...)

+ Nh& co quan, td chic (cong ty, van phong, dai sit qudn v.v.. tai Viét
Nam) diing ra bdo lanh cho khach

- Nhdj ¢4 nhan ¢6 uy tin v6i khdch san ding ra bao lanh.

- L& tan gidp khich lya chon, thyc hién thi tuc ng tai khdch san (phai lam that
chi tié1 thi tuc ky no, dé nghi khach ghi rd thoi han thanh todn ng cho Khéch san).

- Chio khach, chiic khach 1én dudng may mén, hen gap lai.

3.2. Khach phan nan ¢6 su nham lan va khong thanh toan cho khach san

Trong trudng hop khdch phan nan v& sy nhdm lan trong hod don, khong
thanh todn cho khach san, nhan vién thu ngan phai gidi thich ting khoan
muc trong hod don téng hgp. Nhéan vién thu ngan can ¢t vao hoa don dich
vu do cdc bo phan dich vu gli cho bo phan 1€ tan.

Néu kkdch déng ¥, nhan vién thu ngan s& lam thi tuc thanh todn cho khéch.

Trudng hop khach vin khong hai long, nhéan vién thu ngan ¢ thé bdo
céo cu thé tinh hinh cho tro 1y gidm ddc 1& tan, hodc gidm ddc bo phan 1é
tan ndm dugc trude tinh hinh dé ti€p xtc giai quyet cho khach.

3.3. Khi lam thit tuc thanh todn nhan vién 1€ tan phat hién ra tién gia,
séc gia hoac thé tin dung gia

Nhan vién thu ngan phai binh tinh, nhe nhang tich khdch khoi khu vie
dong nguol.
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_ Nhan vién thu ngan thong bio cho khéch bi€t tinh hinh va dé nghi khich
431 tién, séc hoic thé tin dung khdc, khich cé thé thanh todn cho khéch san
bing hinh thitc khac.

- Trudng hop khach vin khing dinh d6 12 tién that, séc that hoac thé
tin dung that thi nhan vién thu ngan bdo cdo cho trg 1y gidm ddc 1€ tan
gidi quyet. :

3.4. Khach thanh toan bing séc du lich, nhung trén mat cua to séc
chua ¢6 mot chir Ky nao

- Nhan vién thu ngan binh tinh, nhe nhang giai thich véi khdch vé quy dinh
clia viéc thanh todn bang séc du lich.

- Khi thanh todn bing séc du lich, trén t& séc phdi ¢ chit ky méu cha chl
s& hitu t& séc dd.

_ Khi thanh todn bing séc du lich, chill ctia 1o séc phai ky chit ky th hai 1én
t& séc trude mat clia ngudi nhan séc.

- Ngudi nhan séc phai kiém tra chit ky thit nhat va chix ky thi hai giong
nhau méi 0 diéu kién thanh toan.

- Nhan vién thu ngan dé nghi khédch ky chir ky thi nhat vio tat ca cic 1o
cha quyén séc.

- Tuy theo timg ddi tugng khdch, nhan vién thu ngan chap nhan viéc thanh
to4n bang séc d6 hay khong?

- Truong hop chap nhan: nhan vién thu ngan phai luu lai gidy t0 c6 lién
quan t6i khdch nhur copy gily 3 tuy than cua khach...

+ So chit ky cé gibng vdi céc loai gidy to khac cta khich khong.

+ S6 hiéu cla 13 séc c6 trong bang thong bdo liét ké m4t cla ngén hang tur
trudc dén nay hay khong.

v. TONG KET BAO CAO HOAT PONG CUA BO PHAN LE TAN

D& hoat dong clia bo phan 1€ tan dat dugc hiéu qua cao, ngudi quan 1y bd
~ phén 12 tan phai ddnh gid dugc hi¢u qua hoat dong cha bo phan minh, tir dé dua
ra chién luge kinh doanh 6 lgi nhét, han ché€ nhitng nguy co cho doanh nghi¢p.
Ngudi quan 1y 1€ tan c6 thé sir dung nhiéu cong cy khéc nhau dé cé thé danh
gi4 hiéu qua hoat dong cua bo phén 1& tan. Viéc danh gia hiéu qua hoat dong
duoc 1am hang ngay, hang thdng, hang quy, hang nam.
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1. Banh gia két qua hoat déng cta bé phan 13 tan

L.1. Bio cao hang ngay

- La bdn t6m tit hoat dong kinh doanh ciia bé phan ié tan trong mot ngay
vé cdc khoi lugng hang ho4 dich vu trong khéch san.

- Bdo cdo hang ngay duoc cfu tric riéng biét theo timg khich san, tuy theo
yéu ciu va muc dich sir dung,

- Bdo cdo hoat dong hang ngay ctia b6 phan 12 1an do nguoi ¢é trich nhiém
téng hop hang ngay.

- Béo cdo hoat dong hang ngay cfia bo phan 12 tan 13 ban théng ké cic s¢
liéu ctia cdc dich vu ban ra trong ngay.

kinh doanh trong ngay cta titng bo phdn trong khéch san, gidp nha quén 1y dua

ra cac gidi phip phii hop véi didy kién thi trudng ddy bien dong.
(Xem méu trang sau)
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Biéu 6.5. Bdng bdo cdo doanh thu hang ngay
CONG TY DU LICH DUONG SAT

2 JUL 2002, 08:28

SAIGON HOTEL PAGE 1
CHECKOUT
DAILY REVENUE REPORT
ON 03/07/ 02 AT 23:52
Today Month to date
Item Sub.total Sevice %o Subfotal Sevice Yo
(Disc, total (Dise, Total
& Tax & Tax
Inclued) Inclued)
Pax Type 1 3.00]  6.98
Pax Type 2 8.00| 18.60
Pax Type 3 26.00( 6047
Pax Type 4 6.00| 13.95
Total 100 4300 1000

PERCENTAGE 18.10%
Pax Type 1 135.00 135.001 20.91
Pax Type 2 105.00 105.00| 16.26
Pax Type 3 212.65 212,65 32.94
Pax Type 4 60.00 60.00 9.29

Sub Total 0.00 512.65 512.65] 79.40
Nha hang 78.85) 0.94| 79.79] 1236
Tiep tan -8.47 -8.47| -1.31
Ter bar 7.34 7.34 1.14
Minibar 2647 26.47 4.10
Laudry 20.17 20.17 3.12
Fax, tel 7.61 7.61 1.18
Sub Total 0.00 13197 0.94( 132,91 20.59
Total } | | 100] 644.62] 0.94] 645.56] 1000
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1.2. Phan tich céc s6 liéu thong ké hoat dong kinh doanh

Phan tich cdc s6 liéu théng ké hoat dong kinh doanh ¢é vai tro rat quan
trong, gitip cho ngudi quén 1y d6i chidu, 50 sénh céc s6 liéu hién tai vo1 cic 5O
licu chia ky trude dé c6 thé ddnh gid duge nhung mat manh, mat yéu, tir d dua
ra cich quan 1§ phit hop véi diéu kién kinh doanh cua deanh nghiép.

Ngudi quan 1y bd phéan 1& tan c6 thé sit dung s6 liéu kinh doanh thong qua
mot s6 chi ticu sau:

- Ty 1¢ phén trim céng sual st dung budng.

- Ty 1¢ phén tram budng ¢6 nhiéu ngudi 0.

_ $6 lugng khdch trung binh moi budng.

~ Gi4 budng binh quan hang ngay.

- Gi budng binh quan moi khach.

% TV 1¢ phdn tram cong sudt buong

L chi tiéu phan anh higu qua kinh doanh buéng cha bo phan 1& tan.Thuc
chit 12 su so sinh két qua thuc hién bian budng vé 6 lugng voi khad nang ddp
{ing budng clia khdch san. Thong qua chi tiéu nay gidp cho ngudi quéan 1y bo
phan 1& 1an ddnh gia duoc hi¢u qua kinh doanh budng cta bo phan 1€ tan.

Cong suit sit dung bubng ¢ thé tinh cho mét ngay, mot tuan, mot thang,
mot quy, mot nam.

- Tinh cho mot ngay:

S6 fugng ngay budng bin dugc trong ngay x 100
Ty 1¢ % cong suft budng = --------====="""= - B s

S6 lugng ngay budng ¢6 kha ning
dép dng trong ngay
- Tinh cho mér tudn:
S6 luong ngay budng ban dugc trong tudn x 100
Ty 1¢ % cong suft budng = ---------==---- - - ---

SG luong ngay budng cé kha nang
dép dng trong tuan
- Tinh cho mét thdng:
S6 lugng ngay budng bén duge trong thang x 100
Ty 1& % cong sudt budng = --+-------------- -- - e

S6 lwong ngay budng ¢6 khi nang ddp tng
trong thing
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- Tinh cho mét quy:

S& lugng ngay budng bin duge trong quy x 100
Ty 1& % cong sudt budng = ---------~mnmmmmmmomom oo oo oe e

So fugng ngay budng cd kha nang dép ung
trong quy

- Tinh cho mét ndm:
S& luong ngay budng ban duge trong nam x 100
Ty 1& % cong suit budng = -------------- e mm oo

S6 luong ngdy budng cé kha nang dép ing
trong nam

Trong do:

- S6 lwong ngdy budng bdn ra trong ngay. thing, quy, nam do bod phan 1&
tan thong ké.

- S6 lwgng ngly budng ¢b khd nang dép ung bao gém tat ca cdc bubng ¢d
thé dua vao kinh doanh trong ngdy, trong tudn, trong thang, trong quy, trong
nam. Hay 12 tong s6 budng con lai trong ngay, trong tudn, trong thing, trong
quy, trong nam sau khi da trir di cdc buéng hong khong st dung duce va nhiing
budng sir dung cho muc dich ngodi kinh doanh (khach mai).

Ngoii ra mot s6 khdch san thong ké v dua ra ty 1¢ budéng <6 kha nang ddp
ting trung binh trong mat thot ky nhat dinh nhu sau:

$6 lugng budng ¢6 KNDU = Téng s6 buong x TV 1é budng ¢ KNDU

Hay ¢6 thé tinh:

S6 luong budng ¢6 KNDU' = Téng s6 budng x (1- Ty 1é budng c6 KNDU)

Cong sudt sit dung budng trong khdch san la chi tiéu quan trong gitp cho
ngudi quan 1y bd phan 1é tan ¢6 thé ddnh gid hiéu quéd kinh doanh budng cua bd
phan 1€ tan.

Thong qua chi tiéu nay cé thé so sinh cong suat sit dung budng cia khéch
san vdi cong sudt du bdo hoic so sénh véi cong sudt budng cua ky trude, gitp
cho ban linh dao khdch san c6 thé ddnh gid dugc nhitng diém manh, diém yéu,
nguy cd, cd hot, tir d6 ¢6 nhig bién phap khac phuc nhitng diém y&u va nguy
co d6i v6i doanh nghiép, phat huy nhing vu diém thic ddy kinh doanh cua
doanh nghiép, ning cao dugc hiéu qua kinh doanh cho doanh nghiép.
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* Ty lé budng cé nhiéu khdch ¢
Chi ti¢u ty 1¢ budng c6 nhiéu khich & dugc sir dung phan tich tinh hinh

kinh doanh buéng clia by phan 1é tan trong mot ngay hay trong mot thoi ky
nhét dinh. Dua vio chi tiéu nay ¢6 thé dinh gid duge hiéu qua bin budng cla
bd phan 1€ tan, néu ty 1¢ budng cé nhiéu khach & cang cao thi diin dén han ché
doanh thu cha khdch san. Vi trudng hop hai khich dén thué chung mét budng,
doanh thu s& thap hon 1a hai khdch thué hai budng riéng biét.

Théng qua chi tiéu niay giip cho ngudi quan 1v ddnh ¢id hiéu qua bin
g gp g b g -l

budng ctia bo phan 1€ tan, trudng hop ty 1¢ ndy cing cao ngudi quan 1y bo phan
Ié 1an c6 thé chi dao nhan vién trong bo phan cla minh cdc giai phdp ban
budng d¢ c6 thé gidm chi tiéu ndy xudng.

Ty 1& % buong cé nhidu khich ¢ dugce tinh bing cong thitc sau:
S& lugng ngay budng ¢é 2 khich & x 100
Ty 1¢ % buéng ¢6 nhiéu Khdch § = ——mmmmmmmme e
S6 luagng ngay budng bin dugce
* 86 lugng khdch trung binh cua méi buong
Chi ticu 0 lugng khach trung binh clia mébi budng dugc sit dung phan tich

hiéu qud bdn budng cla bd phan 1€ (an trong mot ngdy hay trong mot thai kv
nhat dinh.

Sé lugng khich trung binh cita méi buéng duge tinh bang cong thic sau:
- Tinh cho mdt ngay:

S6 lugng khdch luu trd trong ngay
S6 lugng khdch trung binh cia = -------mememo- -- mmmm oo oo

moi budng trong ngly S6 lugng ngay budng bin dugc trong ngiy

- Tinh cho maét ky:
Téng s6 khdch luu trii trong k¥
56 lugng khach trung binh cla = --- e
mdi budng trong k¥ S6 lugng ngdy budng ban duoe trong ky

* Gid budng binh qudn trong ngay
Chi tiéu nay dugc sit dung dé phan tich hiéu qui ban budng ctia bod phan 1&

tan v€ gid. Thong qua chi tiéu ndy ngudi quan 1y cé thé so sdnh véi gid chudn
cta khach san hodc sit dung chi tiéu ndy so sdnh véi gid budng trung binh cla
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ngay khdc d€ phan tich dédnh gid va dua ra quyét dinh quan 1y déi véi gis bén
phit hop véi diéu kién kinh doanh timg thoi diém.

Trudng hop gid budng trung binh cang cao thi doanh thu va Igi nhuan trong
ngay cang 1dm.

Gid buong binh qudn trong ngay dugc tinh bang cong thire sau:

Tong doanh thu budng trong ngay
Gid budng trung binh trong ngay = ~~-----cceeemeeeeee
S6 lugng ngay budng bin dugc trong ngay

Gid buong binh qudn trong ky dugc tinh bang cong thifc sau.:

Tdng doanh thu buéng trong ky
Gid budng binh quan trong ky = —---mmmeeo R
S6 lugng ngay budng ban duac trong ky

* Gid budng binh qudn méi khdich
Thong qua chi tiéu nay, ngudi quan 1y bo phan I8 tan ¢6 thé phén tich hiéu
qua kinh doanh ctia bo phan 1& tan vé mat gid.
Gid budng binh quan méi khdch dugc tinh bang cong thitc sau:
-Tinf mét ngay:
Tong doanh thu budng trong ngay
Gid budng binh quan méi khadch = ~-<emmmmecemeeeoo__
S6 lugng khéch liu trd trong ngay

- Tinh cho mor ky:
Tong doanh thu budng trong ky
Gid budng binh quan méi khdch = ----ecmemeee --
S6 lugng khéch luu trd trong ky

2. Phén tich doanh thu buéng

Phan tich doanh thu buéng cfia bo phan 1& tan c6 vai trd rat quan
trong.Thong qua viéc phan tich ndy, ngudi quan ly 1€ tan ddnh gid dugc két qua
bén budng chia bo phan 1€ tan ¢6 hieu qué hay khong, tir dé tim ra nguyén nhan
va ¢6 bi¢n phdp khic phuc phit hop véi diéu kién thyc t€ cia thi trudng.

Dé phan tich doanh thu butng cé thé st dung chi tiéu so sdnh gitta doanh
thu buéng thyc t€ so véi doanh thu bubng tiém ning.
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2.1. Doanh thu buéng thue té

Doanh thu butng thyc t€ 12 téng s6 tién thu duge tir viec ban budng trong
mot ngay hodc trong mot thoi ky nhét dinh do bo phan 1€ tan théng keé.

Doanh thu buéng thue t€ dugc tinh bing cong thirc sau:

- Tinh cho mot ngay: )

Doanh thu budng thyc t€ = S6 bubng ban duge x Gid budng binh quan

trong ngay trong ngay trong ngay
- Tinh cho mét ky:
Doanh thu budng thuc € = Téng s6 ﬁgﬁy budng bdn x  Gid buéng binh
trong ky duge trong k¥ quan trong k¥

2.2. Doanh thu budng tiém ning

Doanh thu budng tiém nang la doanh thu khédch san bdn hét tat ca s6 budng
cla khdch san v6i mifc gid chudn trong mot ngay hay trong mot thoi ky nhat dinh.

Doanh thu buong tiém ning dugc tinh bing cong thitc sau:

- Tinh cho mot ngay.

Doanh thu budng tiém ning = Téng s6 buéng c6 KNPU x Gi4 chudn

trong ngay trong ngay
- Tinh cho mét ky:
Doanh thu buéng tiém nang = Téng s6 ngay budng cé KNDU x Gid chuin
trong Ky trong ky

2.3. Ty 1¢ % doanh thu budng thirc t€ so véi doanh thu budng tiém nang

Ty 1¢ phdn tram doanh thu buéng thuc t& so véi doanh thu bubng tiém ning
dugc tinh bing cong thitc sau:

- Tinh cho mét ngay:

Ty 1é % Doanh thu budng thyc € trong ngay x 100
doanh thu budng thuc 1€ so vdi = --
doanh thu buéng tiém ning Doanh thu budng ti€ém niing trong ngay

-Tinkh cho mot ky:
Ty 1& % doanh thu budng Doanh thu budng thuyc t€ trong ky x 100
thyc t€ so vdi doanh thu = ——mmemememee
budng tiém ning trong ky Doanh thu buéng tiém néang trong ky
Day la mot chi tién quan trong dé ddnh gid hiéu qua hoat dong kinh doanh
budng ciia bd phan 1€ tan. Thong qua chi tiéu so sdnh nay gitip cho ngudi quan
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1¥ bo phan 1€ tan ddnh gid duge hiéu qua ban budng ciia bo phan 1€ tdn trong
mot ngay hay trong mét thai ky nhat dinh.

VD1: Cho cac théng tin sau vé khach san A ngay 5/10/2004

- Téng s6 budng chia khach san A: 80 budng
- 86 budng khéng sif dung dudc: 3 budng

- 88 budng c6 khach & hién tai: 60 budng

- S8 budng co hai khach &: 15 budng

- 86 budng cd mot khach &: 45 budng

- 88 khach hién dang &: 75 khach

- Doanh thu buéng: 2.500 USD

Yéu céu:
1. Panh gia két qua hoat déng clia bd phan 1& tan? (Ngay 5/10/2004)
2. Phan tich doanh thu budng? (Ngay 5/10/2004)
Cho biét:
- 20 budng Loai 1 gia: 60 USD
- 20 budng Loai 2 gia: 50 USD
- 40 buding Loai 3 gia: 40 USD

Bai giai
1. Danh gia két qua cta bd phan |12 tan (Ngay 5/10/2004)

a. Cach tinh cong sudt sit dung buong.
S6 lugng ngay budng bin duge trong ngay x 100

Ty 1é % cong sudt =

st dung budng S6 lugng ngay budng c6 KNDU trong ngay
- Ap dung cong thic trén ta co:
60 x 100
Ty 1€ % cong suat budng = ----—----=----- =77,92 %
80-3
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b. Ty Ié buéng c6 nhiéu khdch ¢ (Ngay 5/10/2004)
Ty 1&¢ % buéng  S6 luong ngay buong ¢ 2 khich trd len x 100
c6 nhiéu khach & = - e
S6 lugng ngay budng bén dugc
- Ap dung cong thic trén ta c6:

15x 100
Ty 1&¢ % budng c6 nhiéu khdch & = -—-coeeeeee_ =25%
60
c. 86 lugng khdch trung binh méi buong (Ngay 5/10/2004)

S6 lugng khach luwu tri
S6 lugng khéch trung binh méi buéng = -
S6 lugng ngay budng ban duge

- Ap dung céng thitc trén ta cé:
75

56 lugng khéch trung binh méi budng = —-—------ =1, 15 (khéich)
60

d. Gid buong binh qudn trong (Ngay 5/10/2004)

Téng doanh thu budng trong ngay
Giéd budng trung binh trong ngay =

: S6 lugng ngay bubng ban duge
- Ap dung cong thuc trén ta cé:
2.500
Gia binh quén trong ngdy = --------- = 41,66 (USD)
60
e. Gid budng binh quén méi khdch (Ngay 5/10/2004 )
Téng doanh thu buéng trong ngay
Gid buéng méi khich = -- ---
S6 lugng khach luu trd
- Ap dung cdng thic trén ta ¢6:
2.500
Gid budng mbi khdch = --o-m-eom- = 33,33 (USD)
75
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2. Phan tich doanh thu buong (Ngay 5 /10/ 2004)
Ty 1¢ doanh thu buéng  Doanh thu budng thuc t€ trong ngay x 100
thuc t€ so voi doanh thu = -

bubng tiém nang Doanh thu budng tiém nang trong ngay
a. Doanh thu budng thuc té = 2.500 (USD)
b. Doanh thu budng tiém ndng
Doanh thu budng ti€ém ning = (20 x 60) + (20 x50) + (40 x 40) = 3.800(USD)
Vay 4p dung cong thic trén ta cd: - .
) 2.500 x100
Doanh thu buéng thuc t€ R = 65,79 (%)
s0 vGi doanh thu budng ti€m nang 3.800

VD2: Cho cac thong tin sau

Gia buéng Gia budng
. chuan banra
lugng | budng ban dugc (USD) (USD) (%)
2002 2003 2002 | 2003 | 2002 | 2003 | 2002 | 2003 |
Suite 40 12.500 | 11.680 | 110 120 100 110 85 90
Deluxe 70 18.640 | 17.200 90 100 85 90 o0 95

Standardi 80 24,430 | 22.300 70 80 60 70 95 95

S Téng sd ngay Ty I1& dap Ung

Loai
budng

budng

Yéu cédu:
1. Tinh c6ng suét sif dung budng cla nam 2002 va nam 2003,
2. Tinh ty 1& doanh thu thuc 1§ so v&i doanh thu tiém nang cla nam 2002 va nam
2003.
Gia thiét rAing nam 2002 va nam 2003 déu cb 365 ngay.
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Bai giai

L. Tinh cong suit sir dung buéng ctia nam 2002 vi nam 2003
a. Ty ¢ phan tram cong suat stt dung buéng ciia ndm 2002

Ty 1¢ % 56 lugng ngay budng bén duge x 100
cong suat sir dung budng cia = -~
nam 2002 S6 lugng ngay budng c6 KNDU

¢ 86 lugng ngay budng ban dugc trong nam 2002 1a: 55.570
* 56 lugng ngay budng c6 kha ning ddp tng:
56 lugng ngay budng cé6 KNDU = Tdng s6 budng clia nam x Ty 1¢ buéng
c6 KNDU ciia nam.
- 56 lugng ngay budng c6 KNDU cla loai budng Suite 1a:
40 x 365 x 0,85 =12.410 .
- 56 lugng ngay budng ¢6 KNDU chia loai budng Deluxe 1a:
70 x 365 x0,9=22995
- 56 lugng ngay budng c6 KNDU cia loai buéng Standard 13
80 x 365 x 0,95 =27.740
Vay s6 lugng ngay bubng c6 KNDU ciia nam 2002 ciia ba loai budng la:
63.145
55.570 x 100
Ty I& % cong suat sit dung buéng clia nam 2002 = —-=-ee—mmnnx = 88 (%)
63.145
b. Ty lé phan tram cong sudt st dung budng cvia nam 2003
Ty lée % S6 lugng ngay budng ban duge x 100
cOng sudt sir dung budng cla =-
Nam 2003 56 lugng bubng ¢6 KNPU
* 506 luong ngay budng ban dugc trong nam 2003 13: 51.180
* 56 lugng ngay budng c6 kha ning dap ting:
56 lugng ngay budng c6 KNDU = Téng s6 budng clia nim x Ty 1¢ budng
¢ KNDU cla nim

——. .
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- S6 lugng ngay budng ¢6 KNDU cua loai budng Suite la:
40 x 365x0.9=13.140

- S6 lugng ngay budng c6 KNDU clia loai budng Deluxe la:
70x 365 x 0.95=24.272,5

- S0 lugng ngay budng o6 KNDU ciia loai budng Standard la:
80x365x095= 27740

Vay s6 lugng ngay budng cé6 KNDU cia nam 2003 cta ba loai budng la:

65.152,5

TV 16 % 51.180 x 100
cong sudt st dung bubng = ---------v--mnn--- = 78,55 (%)
cua nam 2003 65.152,5

3. Ty 1& doanh thu thyc t& so v6i doanh thu budng tiém ning
Doanh thu buéng thuc t&€ nam x 100
Ty 1& % doanh thu budng thire t& = ————e e e
so vdi doanh thu budng tiém nang Doanh thu budng tiém nang nam
a. Doanh thu buéng thuc té nam 2002 la:
Doanh thu buéng = Téng s& ngay budng ban ra x Gid budng bdn ra
thuc t€ nam 2002 trong nam 2002
¢ Doanh thu buéng thuc t&€ clia loai buéng Suite:
12.500 x 100 = 1.250.000 (USD)
e Doanh thu buéng thyc t& clia loai buong Deluxe:
18.640 x 85 = 1.584.400 (USD)
¢ Doanh thu budng thuc t€ ciia loai budng Standard:
24.430 x 60 = 1.465.800 (USD)
Vay doanh thu budng thuc t€ nam 2002 ctia 3 loai budng la:
1.250.000 + 1.584.400 + 1.465.000 = 4.300.200 (USD)
b. Doanh thu buong tiém ndng trong ndm 2002 la:
Doanh thu buéng tiém nang = S6 ngdy budng ¢6 KNDU x Gi4 chuén
¢ Doanh thu budng tiém nang cia loai budng Suite:
12.410 x 110 = 1.365.100 (USD)
¢ Doanh thu budng tiém ning cla loai buong Duluxe:
22.995 x 90 = 2.069.550 (USD)
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e Doanh thu budng tiém nang cha loai buéng Standard:
27.740x70 = 1.941.800 (USD)
Doanh thu budng tiém ning cda 3 loai buong:
1.365.100 + 2.069.550 + 1.941.800 = 5.376.450 (USD)

Vay ta co thé tinh doanh thu budng thuc té so v6i doanh thu buong
tiém nang nam 2002. '
4,300.200 x 100
Doanh thu budng thyc t& = - =79, 98%
so v6i doanh thu buéng tiém ning 5.376.450

¢. Doanh thu buong thuc té nam 2003 la:

Doanh thu buéng = Téng s6 ngay budng x Gid budng binh quan
thuc € nam 2003 bén ra trong nam bén ra
. Doanh thu budng thuc t€ clia loai budng Suite:
11.680 x 110 = 1.284.800 (USD)
. Doanh thu budng thic t& cla loai budng Deluxe:
17.200 x 90 = 1.548.000 (USD)})
. Doanh thu buéng thuc t& cla loai budng Standard:
22.300 x 70 = 1.561.000 (USD)
Vay doanh thu buéng thyc t€ ndm 2002 cha 3 loai budng la:
) 1.284.800 + 1.548.00 + 1.561.000 = 4.393.800
d. Doanh thu buéng tiém ndng trong nam 2003 la:
Doanh thu budng tiém nang = S6 ngay budng ¢6 KNDU x Gid chudn
e Doanh thu budng tiém ning cla loai budng Suite:
13.100 x 120 = 1.572.000(USD)
e Doanh thu budng tiém nang clia loai buéng Duluxe:
24.272, 5 x 100 = 2.427.250 (USD)
e Doanh thu budng tiém nang cta loai budng Standard:
27.740 x 80 = 2.219.200 (USD)
Doanh thu budng tiém ning cia 3 loai budng:
1.572.000 + 2.427.250 + 2.219.200 = 6.218.450 (USD)
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Vay ta c6 thé tinh doanh thu buéng thuc té so vé6i doanh thu budng
tiém ning nam 2003
4.393.800 x 100

Doanh thu budng thuc t&€ so véi = =70, 66 %
doanh thu buéng tiém ning nam 2003 6.218.450
VI. THANH TOAN HANG NGAY VOI BO PHAN KE TOAN
KHACH SAN

Dé cho qué trinh quan 1y vé tai chinh cta khdch san dugc an toan, hing
ngay nhan vién bo phan 1€ tan phdi 1am bang ké chi tiét tdng s6 tién budng thu
duge trong ngay, tong s6 tién thu dugc tir tit ca dich vu trong khéch san cho bo
phan ké toan ciia khach san,

3 mot s6 khdch san, nhan vién 1€ tan thudng 1am bang ké hang ngiy cho
bé phan k€ todn cua khach san vao ddu ca 2, vi bo phan ké todn cha khdch san
chi Jam viéc gid hanh chinh.

Khi nép bang ké cho bd phan k€ todn, nhan vién 1€ tan ndp kém theo tat c
phi€u ky ng cia khich cho bd phan k€ todn khdch san kiém tra, doi chi€u tinh
hinh thanh todn (4t ca dich vy cha khéch qua bd phan 18 tan.

Hang ngay, cdc bd phan dich vu trong khich san ciing nop bang ké doanh
thu cba bd phan minh cho bd phan k& todn khdach san. Do vay, nhan vién k&
todn khdch san s€ téng hop, thong ké, kiém tra so sdnh s6 léu théng ké clia cdc
bd phan dich vu trong khdch san vdi s6 liéu thong ké clha bod phan 1€ tan ¢6
khép voi nhau hay khong. Trudng hogp s6 liéu khong khép thi phai tim ra
nguyén nhan, tranh dé that thodt doanh thu cia khéach san.

Ngoai viéc ndp cdc chiing tir ¢6 lién quan cho bd phan k€ toan khach san,
nhéan vién 1€ tan phai nop toin bo s6 tién thanh todn tat ¢4 céc dich vu cho nhan
vién thi quy ctia khédch san, khi bo phan k€ todn clia khach san da kiém tra
nhitng ching tir ma I€ tan ndp cho k& todn khdp véi chitng tir cdc bd phan dich
vu trong khach san.

1. Noi dung thanh toan

Hang ngay nhan vién bo phan 1€ tan khdch san phai ban giao cho k€ todn
khach san:

- Téng s6 tién budng thu duge trong ngay.

- Toan bo s6 tién thu tir cdc dich vu ma khéch lvu trd tiéu diing trong ngay.

- T6ng s& tién thu tir cdc khoan phi phuc vu trong ngay.
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- Toan bd hod don, hod don dich vu ng chia khach.

- Bang ké tién mat.

- Bang ké tién séc.

- Bang ké cdc phuong tién thanh todn khdc.

2. Phuong phap thanh toan

2.1. Bang ké tién mat

Hang ngay, nhan vién I& tan phai ké cdc khoén tién budng, tién dich vu thu
duoc tir khach vao Bang ké tién mat. Khi nhan ban giao, bo phan k€ todn s& can
cif vio s6 ndy d€ theo ddi cic khoan tién thu dug tir cdc bo phan.

Biéu 6.6. Bdng ké tién mdt
N6i dung thanh todn
Ngi S6 i ié Tié Tén
g | DB X Tién Tién T.u;'-bn Tidn ‘ ién g
thdng | budng bud an | dign | dichvu { cOng
Hong udng | thoai gl khic
Téng cong

Ngay....... thang...... ndm 200....
Nhan vién ké toan Thu quy Nhan vién 1€ tan
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2.2. Bang keé tién séc

Biéu 6.7. Bdng ké tién séc

S6 S8 hod S4 tién Ghi
Stt | Ngay | Tén co quan tra séc séc don <éc chi
Téng sd tién
S3 tién baAng chili......covecvevivriieece e
Ngay..... thang..... ndm 200...
~Nhan vién ké todn Thii quy Nhan vién lé tan
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VIL BAN GIAO CA LE TAN

Ban giao ca 1€ tan c6 vai tro quan trong trong qua trinh phuc vu khach
cta bo phan 1€ tan. Bo phan 1€ tan lam viéc 24h trong mot ngdy, dugc chia
thinh 3 ca. Do vay dé hoat dong cia bd phan 18 tan dugc thong sudt, nhan
vien 18 tan ca trudc phai ban giao cy th€ cho nhan vién 1 tan ca sau, dé hoat
dong phuc vu khdch lién tuc, tranh dé khach kéu ca phan nan vé chat lugng
phuc vu clia bo phan 1€ 1an.

1. Ndi dung ban giao

Sau khi k&t thiic mot ca [am viéc, nhan vién 1& tan ca trudc phai ban giao
cho nhan vién 1& tan ca sau nhimg ndi dung sau:

- Ngay thing va ca ban giao.

- Cong viéc hoan thanh.

- Cong viéc dang lam d& dang.

- Cong viéc chua lam.

- Nhitng van dé ton tai.

- Nhing kién nghi.

- Ngudi giao ca va nhan ca k¥ ban giao va nhan ban giao.

2. Nhing cbng viéc cy thé khi ban giao ca

- Ngay thang v ca ban giao.

VD: Cal (Ngay 5 thang 10 ndm 2004) 14h - 22h

- Noi dung ban giao cu thé:

+ Téng 6 tién ca trudc ban giao cho ca sau.

+ S& sdch, cdc trang thiét bi clia bo phan 1€ tan.

+ Téng sd budng khéch dang luu tra.

+ Téng s6 budng trong cla khach san.

+ Hod don GTGT.

+ Ghi lai nhitng viéc dang {am do.

VD: Khach buéng 402 yéu cdu dat vé may bay tir Ha Noi dén thanh phd
Hé Chi Minh vao sing cia ngay 6 thing 10 nam 2004. Nhan vién 1€ tan ca
truée di lien he nhung chira dat duge vé cho khach, dé nghi nhan vién ca sau
lién hé mua vé mdy bay gitp khdch.

+ Nhitng viéc chua lam.
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VD: Vao lic 13h45" ngay 5 thang 10 ndm 2004, khich budng s& 201 yéu
cdu thué xe 4 chd di Hai Phong vao lic 7h30’ sing ngay 6 thang 10 nam 2004.
Nhan vién ca trudc chua lién hé thué xe cho khach, dé nghi nhan vién ca sau
lién hé thué xe cho khach.

+ Ghi lai cu thé nhitng khdch vira dén va vita thanh toan tra budng roi
khdch san.

+ Ghi lai nhiing yéu céu dac biét cua khich.

+ Cung c¢dp céc thong tin vé cdc phan nan clia khch.

- Ngudi nhan ca va ngudi giao ca k.

Cau hdi va bai tap

1. Hoa don thanh toan dich vu, hod dan thanh toan t8ng hgp chi phi clia khach ¢6
m&i quan hé nhur thé nao trong hoat déng theo ddi, téng hdp chi phi clia khach ?
2. Trinh bay cach thanh todn cho khach bang tién mat, séc du lich, thé tin dung ?
3. So sanh su giénhg nhau, khac nhau gita hinh thdc thanh toan béng séc du lich va
hinh thitc thanh toan béng thé tin dung ?
4. Trudc khi thanh toan cho khach nhan vién thu ngan phai thuc hién nhimg cdng viéc
gi ? Nhimng cong viéc nay ¢é ¥ nghiia nhu thé nao doi véi viéc thanh toan ?
5.Trinh bdy quy trinh thanh toan trd buéng cho khach Ié, cho khach doan?
6.Khi thanh todn cho khach thuong xay ra cac tinh huéng gi ? Cach giai quyét tinh
huéng d6 nhu thé nao ?
7.Trinh by ndi dung, phuang phap thanh toan véi bo phan ké toan khach san ?
8.Trinh bay ndi dung ban giao ca, nhimg cdng viéc cu thé khi ban giao ca?
9. Bai tap: Cho cac thdng tin sau:
Khach san A ¢6 40 budng ciing loai gia 350.000 VNB/ bubng/ngay dém (gia khong
bac gébm &n sang).
Ba L& Thi Huong - Dia chi 40 Cau Gidy - Ha N9i d%t buéng ngay 5/10, dam bao
b&ng tién mat 1.000.000 VND va dén & P205 tif ngay 10/10 dén ngay 15/10, tra
budng lic 12h. Trong thdi gian Iuu tri ba Ha cé si dung céc dich vu sau:
- An 10 bira 50.000 VNP / 1bira vao: t8i ngay 10, trua va t8i ngay 11, 12, 13, 14 va
trua ngay 15/10.
- Git 12 4 bd quén ao 10.000 VNB / 1 bd vao ngay 11/10, 12/10, 13/10, 14/10.
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- Goi dién thoai ngay 11/ 10, 12/10, 13710, 14/; 250.000 VND.

- Uéng 3 Iy Coctaikli 117 10, 12110, 13/10: 80.000 VND,

Tat ca céc dich vu trén ba Huang Ky phiéu ng.

Yéu cédu:

1. Lap hoa dan dich vy cho ba Huong

2. Lap hoa don thanh toan t8ng hdp cho ba Huong

3. Tinh va lap héa don GTGT cho ba Hudng trong cac trudng hgp sau:

a. Gia buéng va cac dich vu trén chua bao gém thué VAT.

b. Gia budng va cac dich vu trén bao gém thué& VAT.

10.Bai tap: Cho cac thdng tin sau.
- Khéach san B ¢6 30 bubng cling loai, gia: 300.000 VNB dém (gié khéng bao gém
an sang)
- Poan khach cla céng ty Honda - Bia chi: Vinh Phuc, dat 10 budng ngay 25/9,
dam bao bing tién mat; 5.000.000 VND va d4 dén d cac budng 301 dén budng 310
tir ngay 1/10 dén ngay 5/10, trd budng lic 12h.
- Trong thdi gian Iuu trit doan khach ¢é sif dung céac dich vu sau:

+ An 160 suadt:50.000VNB/suit vao téi 1/10, trua va t8i ngay 2 /10, 3/10, 4/10, trua

510,

+ Giat 14 40 bd: 20.000 VND/bd vao ngay 2/10, 4110.

+ Goi dién thoai ngay 2/10, 3/10, 4/10: 400.000 VNP

+ Dich vu karadké ngay 2/10: 800.000 VND

+ Dich vu boi 2/10, 4/10: 200.000 VND

Yéu cdu:

1. Lap hda don dich vy cho ¢dng ty Honda

2. Lap hoa don thanh toan t8ng hgp cho ¢dng ty Honda

3. Tinh va lap hoa don GTGT cho cdng ty Honda trong céc trudng hop sau:

a. Gia budng va gia cac dich vu trén chua bao gom thug VAT.

b. Gia budng va gia cac dich vu trén bao gém thué VAT,

11. Bai tap: Cho cac thong tin sau. (Ngay 20/10/2004).

- Téng s6 budng cla khach san A: 100 budng

- 86 budng khéng st dung duge: 3 budng

- S8 budng ¢6 khach & hién tai: 70 budng

- 86 budng c6 hai khach &: 35 bubng

- §6 budng c6 mdt khach d: 35 bubng
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- 86 khach hién dang &: 105 khach
- Doanh thu buéng: 4.750 USD

Yéu céu:

1. Banh gia két qua hoat dong clia bd phan 1& tan Ngay 5/10/2004
2. Phan tich doanh thu buéng .Ngay 5/10/2004

Cho biét: '

- 30 budng Loai 1 gia: 80 USD

- 30 budng Loai 2 gia: 70 USD

- 40 budng Loai 3 gia: 55 USD

12. Bai tap: Cho cac théng tin sau.

. T8na s8 nad Gia budng Gia budng R
e da
Loai S6 ?ngs. noay chuin ban ra yie dap tng
. lugng | budng béan dugc %
buéng . ush usb

bong
2002 2003 2002 | 2003 | 2002 { 2003 | 2002 | 2003

Suite 50 | 15.500 { 14280 | 120 | 130 | 110 | 120 | 85 | 90
Deluxe | 70 | 20450 | 18850 | 100 | 110 | 95 | 100 | 90 | o5
Standard | 80 | 25250 | 23365| 90 | 100 | s | 9 | 95 | g5

Yéu céu:
1. Tinh céng suét s dung budng cla ndm 2002 va nam 2003.
2. Tinh ty & doanh thu thuc t& so vdi doanh thu tiém nang cGa nim 2002 va nim

2003.
Gid thiét rang nam 2002 va nam 2003 déu c6 365 ngay.
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Chuong 7

GIAO TIEP VA XU LY
CAC VAN BE PHAT SINH CUA KHACH

- Muc tiéu:

Sau khi hoc xong chitong nay, hoc sink cdn phdi:

- Biét duge cdc yéu 16 chinh dé giao tiép bdng 10i hodc bang van bdn voi
khach va dong nghiép ¢6 hiéu qud.

- Biét cdch thu thap thong tin va gidi quyét kip thoi, thoa ddng nhitng vdn
dé phdr sinh cvia khéch trong qud trinh luu tri.

- Rén luyén tinh binh finh, 1y tin, thai do lich sut, 1€ do khi giao tiép va gidi
quyét nhiing thdc mdc cia khdch.

- Ngi dung tém tdt

NOi dung chuwong 7 dé cap dén cdc hinh thitc giao tiép chi yéu ciia nhan
vién I¢ tdn: giao tiép bdng 154, giao 1iép béing van bdn, giao tiép khong o, giao
tiép bdng hinh dnh. Thong qua viéc sit dung cdc phuong phdp giao tiép giup
ngitoi hoc gidi quyét nhing yéu cdu phat sinh cvia khdch.

- Khai niém va cdc phuong phdp giao tiép.

- Xit I céc phan nan cia khéch.

- th; 1y mot 50" truong hop dic biét.

L KHAI NIEM VA CAC PHUONG PHAP GIAO TIEP

Giao ti€p [a mot nhu cdu khong thé thigu duge ctia méi con ngudi. Nh c6
kién thic giao ti€p wng xi ma nhiéu ngudi dd git hdi dwoc nhitng thanh cong
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tuyét voi trong cong viéc va trong cudc song. Trong hoat dong khdch san néi
riéng, giao ti€p 12 nhan 8 chinh d€ hinh thanh nén méi quan hé giita nhan vién
va khdch. N6 ¢6 édnh hudng dén an tuong cha khich vé& khich san sau khi roi
khach san. Vay, giao tiép 13 gi?

1. Khéi niém

Cac nha nghién citu da dua ra rat nhiéw cac khéi niem vé glao ti€p tly theo
pham vi linh vuc nghién ciu cla ho, song tat c& déu c6 chung nhan thie 1a:

Giao tiép la hoat dong trao déi thong rin nhan biét va tdc dong ldn nhau
trong quan hé nguoi - nguoi dé dat duoc muc dich nhdt dinh.

Nhur vay, thong qua khdi niém nay, ching ta c6 thé ritra 3 néi dung co béan:

- Truyén va nhan thong tin 1a vin dé cdt 15i cia giao tiép.

- €6 chung mot nhén thifc: Giao ti€p Ia dé thuyét phuc 1dong ngudi, tao ra
cdc moi quan h¢ tuong déng vé nhan thic giita cdc bén tham gia trong qui
trinh giao tiép.

- Giao ti¢p ludn mang tinh hinh tugng: Thong qua 131 néi, chir viét, diéu b,
cir chi, con ngudi hinh dung ra nhimg gl ma cédc bén quan tam.

2, Cac phuong phap giao tiép

Su truyén tai va ti€p nhan thong tin coa giao ti€p duge thé hién bing nhiéu
phuong tién hay cong cu khédc nhau nhu: néi, viét, cit chi, diéu bo, trang phuc.
Nhu vdy, giao ti€p khong chi bing 13i néi, chit viét (ngon ngit néi, ngébn ngit
vi€t) ma con 14 cir chi, diéu bo, am thanh (ngon ngit biéu cam).

Ngon nglr néi, ngon ngir viét 1a cong cu giao tiép rat pho biét, thuan tién,
chinh xdc trong cd di€u kién cin thiét va dién kién thong thuong. Song, giao
ti€p bang ngoén nglt biéu cam déng vai o rét to 16n, duge sir dung thudng
xuyén hon, n6 khong nhimg lam tiang thém gié tri, chat lugng cha ngén ngit néi
ma chinh nhitng cam xic, cir chi ciing 13 th¢ ngén ngit khong 16i chita dung
thong tin rét 16n. Tham chi né o6 kha nang truyén tai nhitng thong tin ma ngén
nglt ndi, ngoén ngit viét khong thé cé duge hoic khéng ¢6 hiéu qué bang ngon
ngit bi€u cam. Nhu vay, can cif vio cdc yéu t6 ndy ngudi ta c6 thé xdc dinh
dugc cdc phuong phap giao ti€p sau:

2.1. Giao ti€p bing 1oi

Giao tiép bang 10i: 1a hinh thitc giao tiép ma céc chii thé tham gia ding loi
ndi dién dat mgt van dé nao dé hay trao ddi thong tin.

Cdc hinh thifc giao ti€p béng 1i:
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- Héi thoai tryc tiép hoac bang dién thoai.

- Théng bao.

- Dién van.

* Giao 1iép truc tiép

Khi giao ti€p bing 13i tryc ti€p vdi khdch cdn chd ¥ 1a phai biét ling nghe
ho dang ndi gi va tra 1oi that 15 rang nhitng thoéng tin ma ho cén. Trénh tinh trang
néi nhiéu tranh phdn ngudi khdc va dén khi thong tin nhan lai tir khich thi
khong rd rang.

Pic biét & bd phan 1€ tan la noi ti€p xic v&i khach nhiéu nhat, 14 noi khach
bay td yéu cau, ciing nhur dua ra nhitng thic mac phan nan, vi vay ddi hoi nhan
vién 1€ tan cdn nam vimg nhitng dic diém sau khi giao tiép truc ti€p véi khdch:

- Khi giao tiép véi khich ¢dn chi ¥ ling nghe nhiing 151 ho néi va kiém tra
xem dd hi€u diing nhitng 101 khdch néi hay chua.

- Khdch luu tri tai khdch san 6 thé dén tir nhiéu quéc gia khdc nhau, nhan
vién 1€ tan khong thé biét hét duge tat cd cdc ngén ngit ma khich sir dung, vi
thé s&€ ¢é mdt phia hodc ¢ hai khong sit dung ngén ngir ban X cia minh ma
phai ding mot ngdn ngir khdc 1am trung gian. Diéu ndy c6 thé gay ra nhiéu béi
r6i cho khach cfing nhu nhén vién 1€ tan vi khong ai trong cé hai phia sit dung
thanh thao ngén ngit ma minh dang néi, cho nén nhan vién 1€ tan can dic bict
chu ¥ dén diéu quan trong nay.

- Khi giao ti€p voi khdch noi déng nguoi can phai than trong vi nhiéu
khdch khong thich ngudi khac biét vé cau chuyén ma ho dang néi.

- Giao tiép truc ti€p v6i khach nhan vién 1€ tan cin dic biét chi y dén tu
the, diéu bo khi ndi chuyén vdi khdch, tranh tinh trang khdch hiu 14m.

* Giao ti€p qua dién thoai

Giao ti€p qua dién thoai ciing 13 hinh thifc giao ti€p bing 18i néi nhung khic
v6i hinh thic giao tiép truc ti€p. Hinh thic giao ti€p bing dién thoai khong thé
biét hét dugc phan \ing ctia ngudi dang giao tiép ciing nhu khong thé nhin thay
duge ho. Nhan vién 1€ tan lic ndy chi ¢6 thé giao ti€p véi khach va tha nhan
thong tin cling nhv tra 131 thong tin bing 101 néi. Do vay, doi hoi nhan vién 1€ tan
phai phat huy kha nang biét lang nghe clia minh va kha nang diing ngén tir ngit
diéu clia minh dé thu thap va chuyén tai théng tin mét cch chinh x4c nhat.

- Tra 1¢i, thue hién cac cudc goi.
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Khi c6 ngudi & ngoai goi dién thoai dén, dic biét la by phan 1€ tan noi c6
tdn suat nhitng cudc dién thoai goi dén nhi€u nhdt trong ngay, cho nén nhan
vién 1 tan cén thuc hién theo nguyén tic chung khi tra 16i dién thoai la:

+ Nhac mdy, tuoi cudi chao khich sau héi chuong quy dinh.

+ GiGi thiéu vé minh, hodc bo phan cia minh dang lam.

+ Gqi y gidp d& khach.

- Chuyén - duy tri cdc cude goi.

Khich tir bén ngoai goi dién thoai vao khach san théng qua bo phan 1& tan,
bo phan I8 tan ¢6 nhi¢m vy chuyén va duy tri cude goi cho khich. Khi chuyén
cudc goi cho khéch nhan vién 1€ tan cén chd ¥:

+ Chd ¢ dén hiéu qua trong viéc duy tri va chuyén cude goi cho khich va
c6 rét nhiéu khich cam thay buc boi khi phai chd chuyén cude goi lau.

+ Trong trudng hop Khdch phai chd (vi du ngudi khach ma khach goi vao
mudn gip khong ¢6 trong budng nhung dang trong khu vyc khach san), ban
phéi thong bdo cho khdch xem khéch ¢6 thé ch& duge khong, 16 tan khong tu
tién duy tri cudc goi dé tim khdch s& lam cho ngudi khéch goi dén buc boi va
kho chiu.

+ Mudn chuyén cudc goi nhanh va hiéu qua, nhan vién ciia bo phan 1¢ tan
phai c6 danh sdch hodc thude cdc danh muc dién thoai ndi bd cla khdch san.

- Sir dung danh ba dién thoai.

Nhan vién 1& tan phai biét sit dyng danh ba dién thoai dé thuc hién cic cudc
goi cho khdch, tinh tién cho khach va xéc dinh duge s6 dién thoai & dau goi vao
khdch san.

+ Nhan vién 1& tan nén biét ma viing, ma nu6c dién thoai clia cic nudc ldn
trén thé giéi va cdc nuéc ma khich thudng luu trd tai khich san hodc ma viing
cha céc dia phuong trong nudc. |

+ Bi€t cdc nién gidm dién thoai chuyén nganh va liét ké cic loai s6 dién
thoai kinh doanh lién quan t6i bo phéan hay lién quan tGi khach san.

+ Danh muc céc s6 dién thoai noi bo.

Néu nhan vién 1& tan biét duge cdc md s3 dién thoai trong nudce hodc quéc
t&€ ma khich cdn hay noi tim cic ma s6 ndy thi rdt thudn tién Khi khdch c6 yév
cdu nhan vién cung cap.

210



2.2. Giao ti€p bang van ban

* Giao tiép bdng van bdn: la loai hinh giao tiép ma cdc chii thé tham gia
ding ngdn ngit viét dé dién dat mot van dé nao dé hay trao déi théng tin.

Cic hinh thite giao ti€p bang van ban:

- Thu

- Fax

- Bén nhic nho

- Thu dién tr, Internet

- Tai liéu quang cdo, gidi thiéu (tap gap)

- Van kién

- Bang biéu

- Thur

Hinh thitc giao ti€p bing thu hién nay khong cdn phd bién nhiéu, vi 1y do
khi glti thur thudng rudm ra mat thdi gian va d6i khi dé bi that lac. Thudng
trong khich san sir dung cac hinh thitc thu sau:

Thu yéu cdu; thur thong bdo, thur xdc nhan, thu phan nan...

Trong hinh thic giao tiép béng thu nay diéu quan trong 1a phai chuyén tai
théng tin mot cach rd rang, chinh xdc va ngén gon dam bao tap trung vao muc
dich thuc su cha viéc giao ti€p, khong dua ra nhiing théng tin chung chung vo
trach nhiém.

-Thu dién :

Hién nay hinh thitc giao tiép nay dang duoc sir dung phé bién nhat nho vao
sir phét trién ctia céng nghé thong tin.

Hinh thifc giao ti€p nay c6 nhitng tién ich r6 rét 1a: ti€t kiém dugc thdi gian,
dé chinh xdc cao va gitip cho ngudi nhan va ngudi giti ¢ duge van ban viét cla
thong tin ho cdn chuyén tai.

Pac bigt d6i véi nganh kinh doanh Khach san, viéc sir dung thur dién tlr ngay
cang mang lai nhiéu hiéu qua to Ién. Khdch c6 thé dat budng ciing nhur hity budng
thong qua thu dién tir, khach san ¢6 thé giri thu cdm on ciing nhu thy trd 13i thic
mAc phan nan cla khiach qua hom thu dién tir rat nhanh va thuan tién.

- Fax:

Fax hién nay ciing dugc sit dung phd bién trong khéch san, nho 46 chinh
X4c va 16¢c do nhanh cla fax. Fax c6 thé chuyén tdi duge vin ban, dnh, 46 hoa.
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Fax trong khdch san dugc sit dung nhiéu trong viéc dat budng, xdc nhan dat
budng hoac cdc hgp déng thué budng & khdch san.

- Tai liéu qudng cdo

Tai liéu quang cdo duge sir dung dé gidi thiéu vé khach san va céc dich vu
trong khach san.

2.3. Giao tiép khong 10i

* Giao 1iép khong 10i: la loai hinh giao tiép ma chi thé tham gia ding ngén
ngit ciia co thé dé dién dat mot vin dé nao dé hay trao doi théng tin.

Céc hinh thiic giao ti€p khong 10

- Nét mat: cudi, chau may.

- Di¢u bo: dong tac cla tay hodc co thé gitp gidi thich hodc nhin manh cho
161 ndi.

- Tu thé than thé: cach ding hodc ngdi.

- Hudng nhin: nhin vao ngudi d6i thoai hay quay mat di.

- Giao ti€p bing mit: chiing ta c6 nhin vao ngudi d6i thoai Khong va trong
bao lau.

- Tiép xtic co thé: vong tay qua ba vai, bat tay.

- Khoéng céch: tir nai chiing ta ding hoac ngdi dén ngudi déi thoai.

- Cic khia canh phi 16i néi cha ngon ngit: ngit diéu va do cao thdp cua
giong noi.

- Gat ddu: € khuyén khich, ham ¥ déng ¥ hoac khong dong y.

- Bé ngoai: qudn 4o va cdch dn mac.

Khi giao ti€p khong 18i nhan vién 1€ tan phai chd y 161 phong tuc tap qudn
cia timg viing, timg quéc gia mot d€ tranh c6 nhimg dong téc tu th€ lam khdch
khé chiu va hiéu lam.

- Diéu bd, dong téc chan tay, co thé dé gidp nhan manh hoac gidi thich thém
cho 13 néi va ¢6 thé sit dung chiing dé ciing c6 thém céc giao ti€p bing ngdn ngil.

- Tu the than thé, tiép xic co thé vong tay qua vai hodc bat tay. 3 cic nudc
phwong Tay khi gap nhau thé hign sy than mat va gdn gfii ho thuong 6m hon,
nhung d6i véi ngudi phuong Dong ludn va sir kin déo thi gap nhau ho thudng
cdi chio. M&i nudc mbi quéc gia déu c¢é nhilng cdch thic khac nhau, ¢6 thé
diéu bo tur the giao tigp & nude nay duge chép nhan nhung 3 nudc khdc lai coi
[4 xtic pham, vi th€ nhan vién I& tan cin chd ¥ dén khia canh nay.
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- Nét mdi.

Nét mat, 4nh mét luon thé hién t5t nhat cho hinh thic giao ti€p khong 15,

Khi giao ti€p, nét mat cia khédch thé hién duge rdt nhiu ham ¥ Khach
muén néi, khi khich tic gian, lo ling hay vui vé déu thé hién trén khuon mat.

Khi giao ti€p hudng nhin v dnh mit cling rét quan trong. Chi y khi giao
tiép v6i khach phai hudng dnh mat vo khich, khong nhin di noi khéc va dac
biét [a khong nhin vio mot diém trén co thé cia khich hay hudng dnh mat vao
mot ngudi ndo d6 trong doan nhiéu ngudi.

Khi giao ti€p khong 15i diéu quan trong 1a cén phdt hién dugc tin higu tir
diéu bo, tur thé, nét mat ma khach phat ra, gii thich va dip ing nhitng tin hiéu
dé mot cdach chinh xdc nhat.

2.4. Giao ti€p bang hinh dnh

* Giao ti€p bang hinh 4nh

- Hinh v&

- Biéu tugng

- Bang video

- P4 vat trung bay

- Canh quan

Thong qua hinh nh s& truyén tai duge ndi dung giao ti€p.

- Mot bang hinh vé& hoat déng clia khich san dwoc chi€u tai qudy 1€ tan véi
ham ¥ mudn gidi thiéu va quang cdo vé khdch san véi khach.

Chi ¥: Khi giao tigp khong chi 12 néi ma con la nghe, theo théng ké khi
giao tiép ngilt diéu giong néi va ngoén ngif hinh thé chiém 90% (giao ti€p
khong 1di), con 161 néi chi chi€ém 10%. Khi giao ti&p, ngit diéu giong ndi va
ngon tir duge st dung anh hudng t6i thong tin ma ngudi néi muén chuyén
tai téi ngudi nghe.

% 10 107 khuyén trong khi giao tiép voi khdch:

- Luén giit nu cudi trén moL.

- Chd ¥ dén ngudi khdc, nhin thing cham chd lang nghe khich néi va c6
hanh vi tdn thuong. |

- Biét tao ra dang vé cit chi than thién.

- Diic biét quan tam dén nhirg s& thich cia khach.

- Khéng nén tir chdi thing thimng nhitng yéu cau ctia khéch.
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- Khéch 1uén tao co hdi dé khen ngoi khach.

- Lam cho khach cam thiy tdm quan trong ctia ho.

- Nhan manh vao sgi day tinh cam ctia ho.

- Khong bao gid duge xing giong hay néng mat ma ldc nao ciing phai on
ton nhe nhang véi khich.

- “Cam on”, “xin 16i”, “vang”, 1a nhitng 1&i 161 khon ngoan nhat cla ngudi
I¢ tan.

IL XULY CAC PHAN NAN CUA KHACH

Trong thoi gian luu trd tai khach san cé nhiéu khdch to ra khéng hai long
v€ chat lugng dich vu hay phong cdch phuc vu, vi thé ho té ra khé chiu va phan
nan. Nguoi dau tién khéch nghi t6i khi ¢6 nhitng thic méic phan nin 12 bo phan
1€ tan. Vi th€ khi nhan dugc nhitng phan nin cla khdch, nhan vién 1& tan phai
1i€p nhan va tim cdch giai quyét phan nan cho khach mot cdch nhanh chéng va
hgp 1y.

1. Tam quan trong ctia viéc nAm bat dugc sy kéu ca phan nan
cua khach

- Moi kéu ca phan nan cha khich déu la co hoi tot dé khich san biét duoc
nhitng thic méc, suy nghi cla khach dé cang ngay cing hoan thién thém sin
phdm cla khéch san. Moi nhan vién trong khdch san déu phai hiéu 1o diéu nay,
ddc biét 1 nhan vién trong bo phan € tan.

- Mudn giam bét sy phan nan cla khdch, nhan vién I€ tan can tham do y
kién clia khich dé bi€t duge tam tu nguyén vong clia khach ma khéng dinh chat
Jugng phuc vu, tranh xay ra nhitng hiu qua didng ti€c. SE rat bat lgi cho khdch
san néu mot ngudi kKhdch rdi khich san vin mang nhiing buc doc trong ngudi.
Nhimng buc doc dé s€ duge khach phan nan ciing ban be, ngudi than, dong
nghiép va s& anh hudng tdi ngudn khich tuong lai cha khach san.

2. X(r ly phan nan cua khach

2.1. Phan nan vé chat hugng cdc trang thiét bi (ky thuat)

Phan nan nay thuong xay ra d6i véi cac trang thiét bi trong budng ciha
khéch nhu diéu hoa, tG lanh, binh tim néng lanh...

Nhitng truc tric vé trang thiét bi thudng 1am cho khach buc doc va khd
chiu, khi nhan dugc loai phan nan nay cta khdch, nhan vién 1€ tan cin
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chuyén ngay cho bo phan bao dudng cita khach san dé kiém tra va sira chita
ngay cho khach,

- Céch xir ly phan nan vé k¢ thugt

+ Ti€p nhan phan nan cla khéch.

+ Xin 161 khéch vé su truc tric d6. _

+ Hita v6i khédch s& cir ngudi 1én sita chita ngay cho khach.

+ Cam on khdch vi dd cho khéch san biét tinh hinh.

+ Sau d6 s& thong bdo ngay cho bo phan bao dudng 1én sira chita,

+ Theo doi va ki€m tra cong viéc ciia b phan bio dudng.

+ Kiém tra sy hai long ciia khach.

+ Vao s6 ghi chép.

2.2. Phan nan vé thai d6 nhan vién phuc vu trong khéch san

Khi Iyu tri tai khach san, khdch 16 ra khong hai long vé thai do phuc vu
cia mdt s§ nhan vién ndo dé: khach phan nan vdi nhan vién 1& tan vé nhiing
thdi d6 tho o, bat lich sy, tho 16, 1 18 ¢t chi khéng ding mic ciia nhan vién
khach san v6i khdch. Nhitng hanh dong nay da lam cho khdch rat kh chiu.

Cach xir 1y d6i véi phan nan nay:

+ Ti€p nhan phan nan cta khich.

+ Xin 16i khédch va t6 ra thong cam véi khich.

+ Lang nghe y kién cha khach.

+ Hoi khdch xem nhén vién d6 thudc bo phan nio (dua vio trang phuc, noi
phuc vu) va xem c6 ding 1a nhan vién ctia khdch san khéng.

+ Hita v6i khdch 1a s€ nhdc nhé nhan vién d6 va s& khong dé diéu d6 xdy ra
mot lan nita, n€u cén s& yéu cdu nhan vién dé truc ti€p t6i xin 16i khach.

+ Cam on khéch vi di cho biét ¥ kién trén.

+ Thong bdo cho bé phéan ¢6 nhan vién bi khdch phan anh.

+ Ki€m tra sy hai iong clia khéch.

2.3. Phan nan vé chat Iugng dich vu

Nhimng phan nan vé chit lugng dich vu thudng xay ra nhiéu vao thdi diém
dong khdch. Khéch thuong phan nan vé d8 an khong hgp khiu vi, phuc vu an
uéng cham, khéng vé sinh, bd phan budng lam budng con ban hay bo phan 1&
tan phuc vu cham d€ khdch phai che lau khi 1am thi tue dang ky khdch san hay
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thanh toan, thu ngan tinh sai héa don cho khach... Khi nhin duge nhitng phan
nan loai nay 18 tan phai x& 1y nhu sau:

- Ti€p nhan phan nan cua khdch (néu khich to ti€ng nén tach khich ra khéi
qudy 1€ tan hodc ddm dong).

- Xin 16i khdch vi 43 dé€ su viéc d6 xay ra.

- Hoi xem khéch thic méc phan nan vé bd phan nio vA hia v6i khich s&
chuyén thic méc clia khich t6i bo phan c6 lien quan va diu d6 sé€ khong bao
gid xay ra nifa.

- Cam on khdch d3 cho biét.

- Kiém tra sut hai long ctia khéch.

2.4. Phan nan bat thuong

Loai phan nay nay thudng 12 nhiing vdn dé lién quan t6i thoi ti€t, giao
thong, nhiing phién ha do ngoai canh tic déng nhu cong ty lit hanh d€ khdch
ch® qu4 lau, taxi biit chet khdch hodc nhitng phan nan v€ tién nghi cua khéch
san nhu khich san khong c6 sin nhay, bé bai, khu tap thé duc thé thao.

Khi gap nhing phiin ndy nay cla khdch, nhan vién 1€ tan can xir 1y nhu sau:

- Ling nghe phan nan cta khdch, tran an khich va dua cho khich nhing
hy vong.

- Gi6i thiéu hoac giip d& khach giai quyét nhitng thiac mac phan nan. Vi
du: ¢6 thé gidi thiéu cho khdch cdc tu diém vui choi gidi tri gn khdch san n¢u
khdch thic mic vi khdch san cé it nhitng dich vu vui chot giai tr.

- Gidp khdch lién lac vé6i hdng lif hanh néu hang 1it hanh d6 dén dén
khiach muoén.

- Khi gép nhitng phan nan bat thudng clia khich nhan vién I€ tan cin nhe
nhing, khéo 1éo dé an 0i dong vién khdch, tranh t6 ra thi o vo trach nhiém hay
khé chiu trude nhitng phan nan loai nay cta khdch s& 1am cho khéch thét vong
va 1o ra kho chiu hon.

* Cdch xit Iy chung khi gdp cdc phan nan ciia khdch

Buoc 1: Tim cach tach riéng khach ra.

Budc 2: Lang nghe ¥ kién phan nan cta khach.

Buée 3: Tim ra nhimg ndi dung chinh v& ghi lai ¢én than.

Budce 4: Bay 16 su thong cam chia sé doi véi khich

Bude 5: Xin 161 khéch
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Bude 6: Cam on Khich da cho biét nhiing thic méc clia minh.

Bude 7: Giai thich cho khéch nhitng viéc ¢6 thé lam ngay duge.

Buoce 8: Thuc hién ngay lap tic.

Budc 9: Ghi lai va bdo cdo t6i cdc b phén ¢6 lién quan hoac cép trén (néu
can thiét) _

Bude 10: Theo doi dé dam bao moi viéc duoc thuc hién nhanh nhat.

Budc 11: Kiém tra su hai long ctia khach

3. Mét s6 huu y khi x&r ly phan nan cua khach

Khi xit ]y phan nan cta khdch, ban phai dat minh vao vi tri ¢ia khédch, phai
luén 1y héi xem minh mudn duge d6i x{r nhur thé nao trong nhiing trudng hop
nhy vay va cdn chd ¥ khi xir 1Y cAc phan nan cla khach.

- Giit binh finh va ling nghe nhitng phan nan cta khach (chi nén lang nghe
va bay 16 su thong cam).

- Khéng tranh luan véi khiach, khong bao thii, buc tirc hay cdu kinh khi
nghe phan nan cua khach.

- Trudng hop nhitng phan nan cla khich vugt qua quyén han ciia minh thi
phéi thong bdo cho ngudi c6 trich nhiém, tranh hifa véi khach nhimg vi¢e vuot
qui quyén han va kha nang clia minh, va dac biét khong dua ra thdi gian giai
quyét qua ngin s& khéng di thoi gian thye hién hoac thdi gian qua dai s€ lam
khach mat hy vong.

- Khi nghe phin nan clia khdch can chi ¥ lang nghe nhung trdnh thai d¢ im

A1 Gk

toi déng ¥”, “cam on

b 1 1 e

ling, nhitng 101 néi khon ngoan nhit lic nay 1a “vang”,
ngai”, “xin 161"...

- Thanh that xin 16i khdch va cdm on khdch dd cho bié€t nhiing ¥ kién
clia minh.

- Nhan vién 18 tan nén cé k& hoach d6i phé véi mot s6 khach phan nan do
ban chat, mang tinh chit gay r6i va khong bao git thod man véi cdc bién phap
giai quyét nao cua khach san.

* Gidi quyét phan nan cia nhitng khdch kho tinh

- C6 nhitng khach rdt khé tinh, luén miéng phan nan v khong chap
nhén bat cif cdch gidi quy&t ndo cha khdch san. Déi v6i d6i tugng khdch
nay, nhan vién 1& tan cdn c6 thdi d6 hét sitc mém mong, nhe nhang thuyét
phuc. Néu khich khong déng ¢, khich san cé thé dua ra cdac bién phap giam
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gid budng, cho khich hudng thém mot s& quyén lgi khdc nhu mdi khich an
udng mién phi.

Nhan vién 1& tan cdn thudng xuyén tim hiéu va kip thoi thong bao cho
khdch san nhiing d6i tugng khach khé tinh hay phan nan dé khach san lén k&
hoach doi phé. Nhan vién 1€ tan ciing nén nhd rang khong phai bat ky khach
khé tinh phan nan nio ciing déu mang lai bat 1¢i cho khich san. Néu khach san
giai quyét tot phan nan cha khdch khé tinh s€ cai thién duge moi1 quan h¢ giita
khach san va khach. Chinh céc vi khach khé tinh khi da thoa min yéu cau s&
trd thanh nhimg khéch tiém niing ciia khdch san va chinh ho s& quang cdo tot
cho khéch san.

IIL XU LY MOT SO TRUONG HOP DAC BIET

Nhimng trudng hop dic biét xay ra trong khich san thudng 12 khach bi om,
bi chét trong budng hodc khdach san bj chdy...

1. Phuong phap chung

Khi giip nhiing trudng hop ndy xay ra nhan vién 1€ tan cén x{¥ 1y nhu sau:

- Binh finh, kiém ché ban than v trfn an moi ngudi tranh hét hoang.

- Tim hiéu thyc trang tinh hinh ciing véi nhiing nhén vién c6 lién quan
(ngudi phat hién ra tinh hudng).

_ Léng nghe thong tin tit nhiing ngudi chimg kién, dong vién an Gi khich
hodc ngudi than cua khach.

- Béo céo véi cdc bo phan ¢6 1ién quan hoac ban lanh dao.

_ Trudng hop khach bi tai nan hodc bi chét thi phdi giit nguyén hign trudng
va ph6i hop vdi co quan chifc nang d€ giai quyet.

- Kiém tra su thuc hién cong viéc.

- Béo cdo véi cAp trén bing van ban cy thé.

2. Cach xit Iy mét s6 trudng hop cu thé

* Khach dang luu trd trén budng hét hoang bao ¢6 chay:

Cich xit ly:

- Trén an khach.

- Hoi khéch cu thé noi phat hda.

- Huéng din khdch 16t thodt hiém, dac biét huu y khich khong dung
thang may.
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- Bdo tong dai.

- Bao bo phian ¢ 1ién quan.

- Thue hién theo quy trinh bdo chdy cla khéich san.

- Néu chdy to phdi bdo cho céc khich khic luu trd trong Khach san biét dé
thodt hiém.

- Goi citu hda né€u can thiét.

* Khach bi dm tai khdch san

- Néu khdch bi 6m nhe thi goi bac si kham cho khach va gidp khich mua
thuéc néu khach yéu cau nhung khdch san vin phai cit ngudi cham séc khich.

- Néu khéch bi 6m néing cin gidip dua khdch téi bénh vién gin nhit va cir
ngudi chim séc khach.

Thong bdo cho lanh dao va cac nhan vién cé lién quan.

Khi khéch ra khoi vién can gidp khich thanh todn ho vién phi (néu khich
yéu cau)

Dura khich vé khdch san va chdc khach mau chéng binh phuc.

CU ngudi cham soéc khach.

Cau hdi va bai tap kiém tra

1. Trinh bay cac hinh thitc giao iép chli yéu cla nhan vién 1€ tan.

2. Trinh bay quy trinh x{ Iy phan nan cla khach. Cé may loai phan nan? B&i vdi moi
loai anh {chi) hay cho hudng giai quyét cu thé.

3. Hay dua ra mét s8 cach gidi quyét ddi vai khach kho tinh holic thudng xuyén phan nan.

4. Tai sao néi; 1& tan khdng nén né tranh nhimg k&u ca phan nan clia khach ma phai
bigt cam on nhitng phan nan dé.

5. Giai quyét tinh hudng khach luu trd tai khach san bi m nang.
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Chuong 8

HE THONG MAY VI TINH cUA BO PHAN LE TAN

- Muc tiéu:

Sau khi hoc xong cluong nay, hoc sinh cdn phdi:

- Hiéu ré vai tro ciia mdy vi tinh trong hoat dong va trong viéc cdi tién
dich vy khdch hang.

- Phan biér va gidi thich vai 1ré, chitc ndng cia mdy vi tinh trong bo
phdn {é tan.

- Biét sit dung phdn mém qudn 1y khdch san trong hogt déng ctia bo
phan 1€ tdn.

- Noi dung tom tadt

Chitong 8 - Hé thong mdy vi tinh ciia bo phdn 16 tan - trinh bay nhimg vdn
dé chit yéu sau:

- Hé théng may vi tinh trong khdch san.

- Hé thong tiép nhdn thong tin ddt buong thuong ding cia b phan 1€ tan.

- Cdc img dung cua cong nghé thong tin.

M3 DAU

Ngay nay, trong cic khach san hién dai, viéc trang bi mdy vi tinh di dugc
chi trong hon nhim nang cao hi¢u qua hoat dong ctia bo phan 1€ tan. Nhiéu hé
théng phan mém duogc thi€t k€ cho cic khdch san 16n nhung cling ¢ nhiing hé

thong phan mém don gian dé \ing dung cho cac khich san nho. H¢ théng may
- vi tinh va phdn mém quén 1y clia cdc khach san ¢6 thé khéc nhau, song gan nhu
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c¢hiing déu thuc hién chifc nang gidng nhau, d6 1 gidp cho viéc quan 1y hoat
dong clia khach san ¢6 hiéu qua hon.

Heé théng mdy tinh cho phép thu thap sd liéu tir cic nguon trong hoat dong
1& tan, vi du: tir khi khach dat budng dén khi lam thd tyc tra budng. Khéch san
thu thap s& liéu dé phuc vu lgi ich cha ¢ khédch va khéch san.

Hé thong may tinh cho phép phan tich s6 liéu d€ phuc vu bén hang, ti€p thi
v tai chinh. Vi du: 4p dung chinh sich dat budng vuot troi can dén thong tin
vé lan nghi trudc cha khich tai khdch san; trang thai, xu hudéng cua ho, s6
khéch khong dén, cic cude dat budng khong cé dam bdo va kha nang khach
hiy bd dat buéng vao phiit cudi.

St dung mdy vi tinh givip ngudi phy trich bo phan 1& tan lén k€ hoach ngan
han va lan dai cho chién lugce ctia ho.

L. HE THONG MAY VI TINH TRONG QUAN LY KHACH SAN

1. Hé thdng may vi tinh trong quan ly khach san

Cic hé théng va cdc chic ning nhd duge “két hop” lat v6i nhau tao thanh
hé théng quéan 1y khdch san (PMS). H¢ théng nay bao gém:

* Hé thong mdy vi tinh trong qudn 1y ciia b6 phdn buong:

(3 cdc khich san nhd, viéc quan 1y cdc thong tin vé budng cba khich déu
thong qua viéc ghi chép sd sich bang phuong phdp thi cong. O céc khach san
I6n, méy vi tinh di thay th€ duge nhan vién 1€ tan trong viéc ghi chép nay.Sur
dung may vi tinh gitp bo phan budng c6 cic hé thong quan 1y nhu sau:

* H¢ thong nhdn ddt budng (cho cd buong va ddt tiéc)

- Hé théng dang ky khdch.

- Heé théng thanh toan héa don cho khich.

- Trao déi ngoai té.

- Hé théng trao dai tinh trang budng.

- Thanh todn héa don dich vu tai buéng (qudy minibar, kénh phim...).

* Hé thong nhdn vién lé tdn trong cdc céng viéc “hdu truong”:

- Heé thong nhan dat budng (cho ca budng va dat tiéc).

- Hé thong quan 1y lgi nhuan.

- Thanh todn tai khoan.

- Tién luong.
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- Hé théng quan 1y tin.

- H¢ théng cung cip vat tu.

- Quén 1y thong tin vé khéch.

- Hanh chinh van phong.

% Hé thong nhdn vién 1€ tan trong phyc vu dn uong

- He théng thanh todn héa don.

- Hé th6ng bén hang bang thiét bi dién 1.

- Hé théng quan 1y hang dy trir.

- Hé théng thuc don.

- Hé théng phuc vu tai budng.

- Cung cdp vat fu.

* Hé thong nhan vién lé tdn trong hoat dong truyén thong
- bién thoai

- Fax

- Internet vi thu dién tir

* H¢ thong nhan vién Ié tan trong vdn dé an ninh va diéu khién cdc thiét bi
- Hé thong didu khién diéu hda nhiét do va 1o sudi.

- Hé théng qudn 1y ndng luong.

- H¢ théng an ninh.

- Hé thong chia khéa dién ti.

- Hé thong khéa.

- Hé théng tin hi¢u theo ddi an ninh.

* Hé thong nhan vién lé tdn trong hoat dong ciia cdc khu vic khdc
- Heé thong tiéu thy hang héa ban le.

- He thong dich vy giai tri - an ninh, thanh todn héa don.

- Hé thong trung tam dich vu - fax, internet, hé théng van phong.
* Hé thong nhdn vién lé tdn trong ing dung cho khdch

- Hé théng trung tam dich vu (do khach str dung).

- Fax, thur dién tir trong buong.

- Theo d&i héa don trong budng.

- Giai trf vA video trong budng.
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Hién nay, nhiéu khéach san sit dung cong nghé thong tin trong b6 phén 1€
tan dé tang chét lugng dich vu ma ho cung cép cho khich. Khich thudng
khong nhin thdy cong nghe thong tin ndy nhung no gitp nhan vién ti€l kiém
thoi gian phai diing vao vigc lam cong viéc bing tay va s¢ giiip tot hon néu
diing thoi gian tiét kiém dé giao ti€p tryc ti€p véi khach.

2. Hé thdng may vi tinh cda bd phan 16 tan

(3 céc khdch san hién dai, viéc st dung mdy vi tinh & b6 phan i€ tan (ciling
nhu céc phong ban khdc) cho phép gidm bét viée str dung mdy moc thict bi va
gidy 10 dugc dé cap trong chuong nay. Hau hét hé thdng mdy vi tinh déu cung
céip céc thong tin theo yéu cdu mot cdch chinh xdc va hiéu qua hon.

May vi tinh duge coi nhu mot phuong tién tich hop cdc hé thong ¢ phong 1€
tan: ddt budng, tinh trang budng, xir 1y thong tin, thanh todn héa don va chitc ndng
quan 1y. Mdy vi tinh dugc slr dung trong céc hoat dong phuc vu khach nhu:

_ Ngay khi nhap cdc chi ér vé cudc dat buong, mdy tinh s& kiém tra s6
budng da sin sang va néu yéu cdu dit bubng duge ddp ing, mdy s& ghi cudc
dat budng vao bd nhd.

- Ciéc thong tin chi ti€t vé cudc dat budng s&€ duge goi ra theo thu tir dinh
dang thuan tién. Vi du: C6 thé dinh dang thi tu theo s& thi tu, theo véan chif cdi,
theo kifu buéng hoac ngay khach dén...

_ Hoda don (danh cho khdch) dugc ty dong md trong miy vi tinh khi hoan
thanh thi tuc nhén budng.

- Hé théng mdy vi tinh 14 “ndt chinh” cha moi diém bdn hang tai cic bo
phan dich vu khdch hru trd ¢6 thé k¥ ng. Khi d6 tién chi phi dich vu clia khich
s& duge cap nhat vio mdy vi tinh, lién hé truc ti€p vOi mdy vi tinh trung tam
clia bo phin 12 tan va trye ti€p ghi vdo bing tong hop chi phi chia khach.

- C4 the in ra cdc danh sach tir may vi tinh nhu: danh sach khach dén/ di,
lén danh s4ch kiém tra tin dung...

- Moi chi tiét trong héa don clia khdch duge thao tac trén man hinh may vi
tinh va in ra néu khach cé yéu cau. ’

Nhiéu khich san & Viét Nam dang diing médy vi tinh & noi lam viée clia bd
phan 1& tan dé thic ddy cong viéc cla ho va phuc vu khich hang hiéu qua va
chinh xéc hon. Loi fch clia viéc sit dung mdy vi tinh 0 bo phan 1& tan 1a ching
tao ra o tin cdy, linh hoat va téc do nhanh cho viée fam thi tue nhin budng va
qud trinh dang ky.
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II. HE THONG TIEP NHAN THONG TIN PAT BUONG THUONG
DUNG CUA BO PHAN LE TAN

Hé thong dit budng theo tiéu chudn dugc ding trong khdch san 1a hé thong
thli cong hodc hé théng diit bubng tiéu chudn bing may vi tinh.

Theo truyén théng, tit ca cic cudc dat budng duge cap nhat va duy tri bang
phuong phdp thi cong can sit dung rat nhiéu bang miu va so d6 khiac nhau.

Thuc t&€ ngay cang nhiéu khéch san tan dung lgi thé phdn mém va phan
ciing mdy vi tinh dé quan 1y cdc cudc dat budng ctia minh.

Tuy nhién & Vi¢t Nam, mot vai khdch san van sir dung hé théng thl cong
mdt vai cong doan hodc toan bd qua trinh dit budng.

1. Hé théng dit budng thu cong

* Cdc méu biu va thiét bi duge diing trong dat budng bang phuong phip
thii cong gom:

- Phi€u dat budng.

- H6 so khdch hang.

- H6 so mitc gid hop déng/ sé sich hé so.

- Nhat ky dat budng, sé dit budng.

- Biéu d6 dat budng.

- So dd dat budng.

- Biéu mau dat buéng Whitney va gid luu giir thé dat budng.

- Danh sach khdch du dinh dén trong ngay, danh sdch doan khich dy dinh
dén trong tudn.

* Chitc nang: .

- Céc phi€u dat bubng dugc ding & héu hét cic khdch san d€ dam bio
moi thong tin duge tap hop lai trong hé théng biéu miu tiu chuin. Cic bidu
mau vi cdc thu tin lien quan duge x€p theo thit tu van chit céi theo ngay dén
cta khdch.
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Biéu 8.1. Phiéu ddt buong

PHIEU PAT BUONG
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Hé so khdch hang 13 hd so thong tin cd nhan vé timg khach tai khich san.
Nhitng thong tin vé hd so clia khdch s& giip khdch san nAm vitng hon vé nhu
cau cha khach va chi ra xu huéng thudng ding cla khach.

Dé két hop ciing hé so dat budng va hé so dang ky, nhan vién 1€ tan ¢6 thé
truy cap thong tin vé 14n nghi trude cla khdch tai khach san. Khach san c6 thé
sit dung cic thong tin ndy dé phuc vu khéch 6t hon, hiéu qua hon va né duge
coi nhur nguén thong tin dé ti€p thi va xdc tién thuong mai dic biét. Vai khich
san con dung thong tin ndy dé gl thié€p chic mimg sinh nhéat, chiic mirmng ngay
Ié t&i nhilng khdch thudng xuyén thué budng cla khich san, nhd dé khuyén
khich ho quay lai khdch san trong chuyén di téi.

Hé so mitc gid hgp dong/ S6 sdch hd so 1a nhing hé so ghi nhilng thong tin
chi tiét ctia hgp dong gilta khdch san va khich (dai 1y du lich, hing hang
khéng, cic doanh nghiép...) lién quan dén mic gid budng va cic diéu kién
khac. Nhan vién dat buéng phéi xem lai ho so nay trudc khi phat gid.

Nhat ky khich san 13 sé sdch theo miu nhat ky. Tét ca chi ti€t vé vigc dat
budng duge luu (riY tai day theo ngay dén. Nhat ky thudng la nhitng tap gidy
khé réng trang rdi va duge cap nhat lién tuc bang cich ghép nhing trang mdi
vao phia sau s& va nhitng trang theo ngay dén cha khdch duge chuyén lén phia
trude. Day thudng 12 hé théng thi céng nguyén thiy.

* Sg d6 dit budng

So dé duge diing dé phan bd bubng trong timg giai doan nhat dinh va cho
thdy ngay lap titc cdc thong tin cdn thiét:

- Téng s6 budng da cho thué.

- Téng s budng dé dugce thué bao lau.

- Téng s6 budng nio c6 thé thué va thué trong bao lau.

Céc miu biéu nay phli hop véi cdc khich san nho.

So dé dat budng cho thdy ngay lap tic chinh xdc nhitng budng nao ¢é thé
cho thué duge va kiéu loai clia chiing. Trén biéu d6 nay, buong duge phan
thanh cdc nhém cung loai.

Hé théng Whitney 1a hé thdng dat budng thudng thdy & cdc khach san
vira. Hé théng Whitney 1a mot hé théng da duge dang ky bao ho dugc thiét
k& dé tiéu chudn héa va trong mot vai trudng hop thay thé nhat ky tiép tan,
biéu d6 dat budng va bang phan bd budng. Day 12 hé thong cia M. Trong
vai nam trudc, day 1a hé thong dit budng duy nhét duge sit dung. Dy la hé
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thong phd bién trudc khi mdy vi tinh duge diing trong cong viéc nay. Hién
nay, nhiéu khach san ¢ Viét Nam van str dung két hgp hé thong nay va hé
thong may vi tinh.

Danh sich khdch du dinh dén trong ngay 1a danh sach theo thir ty chir ci
cho thdy lugng khach dang dén, thoi gian nghi va cac yéu cau dac biét clia ho
va thudng dugc chudn bi mét ngay trude khi khdch dén. Néu sir dung hé théng
dat buéng Whitney, ngudi ta s& xay dung danh sdch khdch dén don gian bang
cach photo gid dung the khdch dén.

Biéu 8.2. Danh sdch khdch du dinh dén trong ngay

Mdu

DANH SACH KHACH DU PINH DEN TRONG NGAY

Ngiy.......thdng........08M.....cccu.... TOng S6...cceveveneee.
S6 | Teén khich/ doan Loai Tdng s6 . o
TT khéch bubng | budng biachi | Ghi chu
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2. Hé théng dit budng biing may vi tinh

Nhiéu khdch san & Viét Nam sit dung hé thdng mdy vi tinh cho viéc dat
bubéng vi cdc g dung khdc. M4y vi tinh duge coi nhu “phong luu trif s6
lieu dién t&” va rat phi hop vdi viéc giai quyét mot so lugng thong tin 16n
cén dugc xi 1y theo nhiéu phuong phdp. Dac biét h¢ thdng may vi tinh cho
phép phan tich sau hon thong tin vé khich san so véi he théng tha cong. Hé
théng may vi tinh vk phin mém c6 thé khdc nhau nhung ching cing thuc
hién mot chie nang.

* Cdc yéu (6 trong hé thong ddt buong duoc vi tinh héa

Cic y&u 16 co ban cua hé théng dat budng st dung hé thong thu cong van
phai thda mén khi diing bing mdy vi tinh. Nghia la vin can phai c6 “hé so
chudn bi”, “tham khéo truc gidc”, “thong tin chi tiét” va mot hé thdng cé thé
sitra d8i dugc dé thich nghi.

Tat c& cdc thong tin dat budng duge luu gitt trong moét file dac biét. Cac
thong tin vé khach va cdc cudc dat budng cd nhan, ngay thing vi cdc chi tiét
khdc c6 thé 14y ra theo yéu cdu. Hé théng may vi tinh c6 thé ghi lai cdc cudc
dat budng, nhiing thay ddi vi hlly bd dit budng va ¢6 thé phdi hop/ hoa
nhap véi cdc chuong trinh khdc. N6 ¢6 thé hién lai cdc thong tin theo cic
tiéu chi khiac nhau bing phwong phdp hiéu qua - vi du: ngay khich dén, thoi
gian khach dén, leai khach (cd nhan, tap thé, hang hang khong), qudc tich,
cdc yéu ciu dac biét.

Khong ¢6 hé thdng méy vi tinh nao chi phuc vu riéng cho viéc dit budng
ma 12 mot phan cha hé théng quén 1y tich hop clia khidch san. Hé thong nay tao
ra chu trinh phuc vu khich dién tir, titc 1a viec quan 1y thong tin vé khdch deu
qua céc bd phan trong khdch san.

* Chu trinh phuc va khach dién tw

- Khi khéch lién he dé tim hiéu thong tin qua mang:

Hé thong dat budng duge vi tinh héa 14 bude ddu tién trong ho so dién tir
theo khdch sust qud trinh luu trd tai khédch san, thu thap thong tin dé tinh todn
héa don va gidp bo phan quan 1y ¢ co hoi tim hiéu xu hudng tiéu dung cua
khéch (ho thudng tiéu tién vio dau) va tim ra cdch thic phuc vy tot nhat.

- Khéch dat budng: M& trang nhat Ky khdch hang, ghi lai cac thong tin lai
lich clia khdch va m& tai khodn ghi dét coc (néu c6).

- Khach dén khich san:
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+ Néu khéch dat buong trude thi nhan vién 1€ tan ghi s budng cla khdch
va mo tai khoan ghi cdc chi phi clha khdch qua hé théng mdy vi tinh.

+ N€u khdch khong dat budng trude: Nhan vién 1€ tan s€ md trang nhat ky
khich hang va md tai khoan dé ghi cac chi phi ciia khéch.

- Trong thoi gian huu trii: Cap nhat cdc chi phi dich vu vao tai khodn cua
khich va cic giao dich khac vao nhat ky khdch hang.

- Khi khdch thanh todn: Nhat ky khich hang vdi téng hgp chi phi trd thanh
nhat ky thanh todn va cédn ci vao dé dé in hod don thanh todn.

- Sau khi khéch tra buéng: Nhat ky khdch hang s& luu lai cdc thong tin cin
thiét d€ biét nhu cdu, s& thich, xu hudng tiéu diing cha khich. ..

H¢ thong cé thé ndi véi mdy tinh trung tam cha coéng ty me, do dé
nhitng thong tin vé khdch cé thé duge trao déi gita cad nhém khach san.
Thong tin v¢ cde cude dit budng, hé théng quéan 1y tai chinh vi cdc vdn dé
khic duge phan tich theo mic d¢ ting khach san riéng 1& hodc ca nhém
khach san.
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Mot so thong tin ban budng qua mang ciia cac khach san Ha Noi

SOFITEL METROPOLE HANOI
Sofitel Metropole Hotel, Hanoi hotels, Vietnam Hotels

Room Type Single ) Double Triple
Standard 115U8D 115USD

. Rates shown are inclusive of all taxes and service charges.
« All rates in US Dollars are per room (single or twin occupancy).
« Rates here are available only for bookings made with this website, and are
not available from the hotel directly.
Booking Now
Location:
In the heart of the capital, within walking distance of the administrative, business
and retail centers. The oldest French style hotelin Hanoi
The venue of politicians, businessmen & famous people in the world
Member of the most famous hotels in the worid
Best business hotel in Hanoi try Alimony on 4 years consecutive (1997-2000) The
best business hotel in Vietham by Business Asia and CNBC Asia in 1998. The best
luxury hotel and best service hotel in Hanoi by Vietnam Economic Times in 1999,
Rates are inclusive of
« American Breakfast.
Daily Newspaper.
Tea and coffee-making facilities.
Entitled to bonus points for Frequent Flyers
Programmed of Kris Flyer, Enrich and Asia Miles.
Late check-out till 1500hrs (subject to availability)
Facilities & Service:
« 244 rooms including 22 suites
o All rooms have TV (23 satellite channels), mini-bar,
« Air-conditioning, direct dial telephone {(voice mail), hairdryer, coffee and tea
making facilities, personal safety box
« Bar, restaurant, room service, private parking, non-smoking rooms, conference
rooms, shops at hotel, safe, currency exchange, swimming pool, fithess room, garden,
babysitting, nightclub and karaoke.
« 24-hour room service.
« Facilities for the disabled
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~3Melia Hanoi*****

Add: 44 Ly Thuong Kiet Street

Hanoi - Vietnam

Vietnam hotels service - pacific travel
Add: 25 Hang Bé St, Hanol

Tel: (84-4) 8364212

Fax: (84-4) 7567862

Email: pacifictravel@hn.vnn.vn

www.hanoi-hotel.com
Location:

0 The luxurious Melia Hanoi is located right in
the city center of Hanoi, the diplomatic & financial
district and close to the main tourist attractions:
Quan Su Pagoda (100m}, Hanoi Grand Cathedral
(500m), the Hoan Kiem lake (500m), the Opera
House (500m) and the Ho Chi Minh Mausoleum
(1,5km). The Hanoi Metrople Center and the
international Center are located at 500m distance,
the Daeha Business Center is 3km away. While in
Hanoi, visit as well other nearby points of interest,
such as: Han (28km), the Perfume Pagoda (70km),
the ancient capital city Hoa Lu (100km), Tam Do
mountain resort (10km) or the Halong Bay-one of
the world's natural wonders and a UNESCO-
designated World Heritage Site-, The hotel is well
communicated by train (500m) and airplane; the
International Airport of Hanoi is 28km away. In
addition, the Melia Hanoi is the only hotel in Hanoi
with a Heliport.

Accommodation: The hotel disposes of 306
deluxe rooms, 68 of which are elegantly decorated
Executive Suites. All of the rooms

Services: “El
Patio”
International
Buffet-style
Dining
Restaurant. “The
Lotus” Thai &
Chinese
restaurant. Lobby

Bar. Poolside bar.

Fresh water
swimming-poll
with integrated

jacuzzi.

Completely

equipped Fitness
Center.

Special offers
for
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Daewoo Hotel, Hanoi hotels, Vietham Hotels

Room Type Single Double Triple
City view 75 75
» Rates shown are inclusive of all taxes and service charges.
. All rates in US Dollars are per room {single or twin occupancy).
. Rates here are available only for bookings made with this

website, and are not available from the hotel directly.

Booking Now
Location:

Hanoi Daewoo hotel is a modern five-star hotel park of the Daeha Business
center complex which also consists of a 15- storey apartment building and an 15-
storey office tower,

The Daeha Business Centre is a joint venture with a total investment of 177
million dollars between the South Korean industrial giant Daewoo and the state-
run Hanoi Electronic Company (Hanel). The joint venture was signed on a 38-
year term. The Korean partner holds a 70-percent stake while the Vietnamese
contributes the rest:

The construction of the project began in December 1993 and the complex,
including the hotel, was brought into operation in April 1996, six months ahead of
the plan. Since April 1997, the hotel has been accepted as a member of the
Leading Hotels of the Worid, a hotel chain that includes 312 deluxe hotels around
the world.

Hanoi Daewoo Hotel has in total 411 roems including 33 suites, designed
and built with highest architectural standards. It also contains eight F&B outlets,
including four excellent restaurants-Cafd Promenade (international cuisine), Silk
Road (Chinese restaurant), La Paix (Ralian restaurant} and Edo (Japanese
restaurant)-, a Fitness Centre, a swimming pool of 80 metres and a luxurious
garden. To serve every business need, the hotel offers a sophisticatedly
equipped Business Centre and the largest to date in Hanoi Grand Ballroom which
can handle conferences for up to 800 people.
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3a0 Son Hotel

Tha 4-5tar Hanai Baocson Imernalianal Halel is ¢ iently [pcated in o fast developing zone of Hanui. The sile is hordered by
Nguyen Chi Thanh Strbet asauring-easy access o Embassies, Govemment Offices, Commarcial Institutions, Taurist Aliractions and
nearby Giany Va Exhibilion Center, just 30 minutes from Airport. You will fael frisngly and warmidy righl the minute you enter our
ranquil and sarene lobby.

“ 102 Luxurious rogms and Sultes

" Lat Lal Chinesa Restaurant

* My Lover's Coffee Shop (3arving Westem dishes}
" Bora Bora Pool side Reslaurant [Vistnamese faod)
* Business Cenler

" In-door Cool and Waem Swimming Pool

* Exaculive Mesting Facilities

* Fitness Cenler

* Souvenir Shop

" Thai Sauma 4 Massage

" Luxurious and Modern Karaoke Rooms

* internet users who make raservation an-line at the Baoson tecaive a special rates as belows (Including full buftst breakfast, free
entrance Lo indeor swimming pool, free steamed & dry sauna, free daily Engiish Newspapers)

" Cur incorposated lourism Company - Nghitamlours provides a cornprehansiva variely of uniqua itinaranas

which include classic laurs fealuring most highlights inVietnam, vacoations Irom beach resont1o mountain refreal, adventure tours
and lndechina tours. (Plaase visil ils Websila for detalls: hilp; #Awww, nghitamtours .com)

" Far airport transpartalion, our air-candﬂit?ned Deawop, Mercedez, Mishubishi are available, Simply click the box and indicate your
flight rumber and arrival time.

" For long-lerm guests, our Health Club issues comprehensive Memberships from one month to ong year with favorable prices om
US55 159 lo USS 1.800. Please see rales below and contact us for details.

Memiership Price Liat

Membershin T Price in USS
@ nlype All-In-Ona { Frae Mas Swimmemng Your Heallh
Threes-month 500 250 150 T L. W 160
- b L Fromblogio Ave b Eapay Dol ] AT A
- T 400 400
Six-month 1000 600 Fram Nov o Apr. { From May to Ocl 309
One-ysar 1.800 1,000 S00 5470
Special Rocm Rata
ROOM
ROGM TYPE RATE
Starﬂd USS 55
Detuxe Standard uss 65
Superior - LSS 75
Oaiuxe Suparior ] US5s 8C
Execulive Studic Sule 1JSE 100
Daluxe Suite USS 120
Exira Sadf Doubte occupancy USS 10%*

RESERVATION PAGE

I~
d
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I CAC UNG DUNG CUA CONG NGHE THONG TIN
1. Hé théng khéa dién tir

O cic khach san, viéc sit dung khéa dién tir 43 gitp cho viéc thay the dan
cdc kiéu khoa thii cong.

l Foom 115 l

Hinh 8.1. Hé thong khod dién tit

Nhimg 6 khéa nay dugc lap trinh tai bo phan 1€ tan va ndi v6i bo phan 1am tha
tuc nhin budng va tra budng cia hé thdng quan 1y thong tin trong khich san.

Khi khdch 1am thi tuc nhan budng, khda ctra cua budng phan cho khéich sé
duoc 1ap trinh lai dé chap nhan ma cla thé chia khéa, ma nay duge tao b mot
mdy vi tinh ddc biét cha bd phan 1€ tan. M3 cla thé chia khéa s& duge hiy bo
khi khdch thanh todn tai khoan va lam thii tuc tra budng.

Bo phan phuc vu budng cé thé dua thé chia khéa cho nhan vién duge
giao nhiém vu quét don budng. Thé chia khéa nay chi md duge cira cua
chinh budng dé.

Péi v6i khu vue thudng xuyén cd ngudi sir dung, hé thong nay duge dung
dé ra vio cilra cua khu vui choi giai tri vi khach san ¢é chuong trinh hdi vién
danh cho nhitng ngudi khong nghi & khéch san hodc d€ md clra vao cdc khu
danh cho khich quan trong. Cdc nhan vién quan 1y ¢6 thé st dung loai chia
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khéa nly cho nhitng khu vuc khéc trong khédch san, noi lanh dao khach san
mudn han ché ngudi ra vao nhu nha kho hoac khu van phong.

2. Quan ly ning lugng

Céc khach san hién dai thudng doi hoi cdi thién tinh hinh sir dung nguén
nang luong nhim 1am gidm chi phi hoat dong, ti€t kiém duoc nang lugng va
gin gilt moi trudng. Luong nang lugng tiéu thu chinh cha khdch san ¢ Viét
Nam dugc diing vao viéc chay hé thong diéu hoa nhiét do. Trong mia dong,
sudi 4m budng ciing tiéu t6n nhiéu nang lugng cha khach san.

Cac budng trong khich san duge néi mang véi mdy vi tinh cda b phén 1€
tan sao cho dén vi diéu hoa nhiét do trong budng s& bét 1én khi khéch lam tho
tuc nhan buéng & qudy 1& tan khdch san va s& tét khi khdch r&i budng.

3. Lap hoa don cac djch vu tai budng

Cic dich vu khdc c6 thé néi tir budng khdch t6i mdy vi tinh cia bo phan 1€
tan va tai khoan cta khéch. Trong d6 phd bién nhat van 12 mini-bar hoac hé
thong video trong budng phii tra tién khi yéu cdu. Hé thong nay s& ghi vao tai
khoan chia khdch nhimg khoan chi phi twong ting ¢é lién quan dén nhitng mat
hang da dwgce 18y ra tir mini-bar.

Khich c6 thé st dung hé thong dién thoai dé xdc nhan ring minh mudn tra
tién dé xem cdc kenh ¢6 tinh phi trén v6 tuyén hoac dé xem lai doan phim nao
ma lic chi€u ban dau khong xem dugc.

4. Tai khoan khach hang

Dich vu cung cép thong tin cho khdch ¢6 thé duoge dua t6i budng cia khich
bang mdy vi tinh n6i vdi mdy tinh clia by phan 1€ tan va néi v6i vo tuyén trong
buéng. Thong tin ¢6 thé 1 nhiing 161 chic ming ngan gon chao mirng khdch da
t6i khach san trong dé c6 ghi tén ctia khach. Qua h¢ thong nay, khich c6 thé
xem tai khoan ctia minh, doc I&i nhdn gii cho minh hodc thanh todn tai khoan
thé tin dung.

5. XUr ly van ban va sé liéu

Bo phan 1& tan sir dung cdc phdn mém Microsolf Office va Excel dé xir ly
van ban va cic 50 liéu. Cac phin mém ndy dugc néi véi he thong quan 1y khdch
san dé tao ra thu xdc nhan cho cudc dat budng cia khach. Phan xtt 1y s6 liéu
gitip cho céc thong tin tir h¢ thong quén 1y khach san hién thi mot cdch 10 rang
~ dé phan tich quan 1y.
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Xir 1y vin ban rdt c¢é ich cho viéc vi€t thu trd 1¥i nhiing yéu ciu cha
khéch lién quan dén khach san ma phdi giri bing dudng buu dién hodc gir
fax tdi cho khach.

6. Dich vu khach hang

O mot s6 quic gia, da s6 cdc thanh phé 1dn ¢6 sdn dich vu lién quan dér tac
nghén giao théng trén truc dudng chinh trong va xung quanh thanh pho. Cac thong
tin nay duge hién thi trén man hinh vi tinh & khu vyc 12 tan khéch san d¢ thong bdo
cho khach di tir khdch san. Tuong ty, cac thong tin v€ hang khong cting dugce jam
nhu vay mac dii dich vu nay thudng ¢é & khdch san san bay.

IV. QUAN LY THONG TIN

1. Ho 50 vé khach

Mot s khdch da timg nghi tai khdch san nhi€u lan, do d6 khdch san c6 thé
ném duge cdc théi quen, yéu cdu cua khach khi thue budng. Nhimg thong tin
ndy dugc luu lai trong hé so khach hang. Khi khach goi di¢n dén diit budng,
nhan vién nhan dat budng di biét thong tin vé khach da timg nghi tai khdch san
ndy. Nhitng thong tin vé khdch ma khdch san c6 duge bao gom:

- Tén khdch, dia chi, dién thoai, Fax.

- Kiéu budng khach thich.

- Khach mudn diing kiéu budng dac biét nao.

- Miic gid budng.

- Gid tién budng khach da thue lan trudc.

- Thong tin c4 nhan: ngly sinh, ngly cudi clia khich dé gii thiép chiic
mimg hoic glri hoa vao thoi diém phi hop.

Nhan vién 1é tan con sit dung hd so clia khich dé cung cdp cic dich vu cho
phit hop véi sd thich clia khach, 1am thoa mén t6i da nhu ciu cia khich va ting
doanh thu cho khach san. Nhitng thong tin d6 bao gom:

- Loai bdo khach thuong doc.

- Khach thich diing tra hay ca phé vao budi sdng.

- Khéch thuding thich dn mén gi, udng loai rirgu nao...

- Khdch thuong nhd bdo thite lic may gio.

- Céc yéu cau dic biét ctia bo phan phuc vy budng: gdi long chim, cung
cdp thém chiin, cung cdp thém d6 dung van phong.
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Nhan vién 1& tan bi€t 18 1an nghi cudi cla khach tai khach san la khi nao,
¢6 thé dung théng tin ndy dé chao ming khach khi khdch quay lai khach san.

2. Hé théng ban hang bing thiét bi dién tir

Cac bo phan khédc trong khéch san gl cdc khoan chi phi vao tai khoan cua
khich tir céc noi khich sit dung hang ho4, dich vu va sau d6 chuyén qua bd
phan thanh todn hod don thudc hé thong tai khoan cha 18 tan va trong budng
clia khéch.

Cac bd phan ndy bao gom:

~ Cac qudy bén lé.

- Nha hang.

- Quay Bar.

- Trung tam dich vu.

- Trung tam vui choi gidi tri.

Heé thong nay con dugc str dung dé cung cap thong tin va 6 lidu thong ké
cho cdc phong ban khdc lién quan dén viec kiém sodt hang dy trit, thong tin
kinh doanh hang an udng cho bi€t mat hang nio ban chay va loai hang nao bin
rit cham. Céc phong ban nhéan théng tin nay bao gom:

- Ban quén 1y d6 an udng.

- Bo phan kiém tra d6 an udng.

- Céc kho hang du trir.

- Bo phan thanh toén tai khoan.

- Nha bép.

Ciu héi va bai tap kiém tra

1. Trinh bay hé thang ti&p nhan thong tin dat budng thudng dung cla bo phan 18 tan.
2 Néu cac (mg dung cla cong nghé thong tin.

3. Trinh bay hé théng quan ly thong tin trong khach san.

4. Gi6i thigu phan mém hé théng quan ly khach san.
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DANH MUC THUAT NGU

CHUYEN NGANH LE TAN KHACH SAN

Front office terminology Thuat ngir chuyén nganh 1é tan khach san

Adjaction rooms
Adjoining rooms
Amenity

Advance reservation
Advance deposit
Allowance
American plan

Arrival list

Arrival date

Arrival time

Average room rate
Authorisation

Available rooms
Average Rate Per Guest
Back to back

Back - of - the - house

Back office
Bed and breakfast

Bed board
Block Booking
Blocked room

Blocked room report

Book
Brunch
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Budng lién ké khong thong cira

Budng lién ké thong cira

D6 dat budng (xi phong, khan tdm v.v...)

Dit budng trudc

Tién dat coc

Tién chiét giam

Suit gid budng kiéu My: gbm tién budng va ba bira
an trong ngay

Danh sdch khdch dén

Ngay khéch dén

Thoi gian khédch dén

Gid budng binh quén

M3 s6 chdp thuan thanh todn bing thé tin dung
Budng sén c6 cho thue

Gi4 binh quan cho timg khach

Pit budng g6i nhau: Céc hang hodc cic dai 1y du
lich lien tuc x&p cac doan khich vao cac budng
thué trong mot giai doan

Khoi hau trudng: Cac bo phan khong tryc tiép ti€p
xuc véi khach

Hanh chinh

Budng ngl va bita sing: Khdch san chi phuc vu &
va an sang

Gidt givong

Pat budng cho khdch doan

Buéng danh cho khéch doin: Buong dd phan cho
khach doan.

Bdo cdo vé s6 luang budng da giilt cho khich doan
Dat truéc

Bita gifta budi: Budi sang an muon, thay cho ca
an trua.



Bumped Reservation
Cancellation
C.B.O

Cash float
Cash basic
Cash Paid-out
Check-in
Check-in hour
Check-out
Check-out hour
City ledger

Commission
Commercial hotel
Commercial rate
Commercial room rate
Commercial Sales
Complimentary Rate
Concierge

Conference Business
Confirmation letter/slip
Continental Plan

Credit

Credit limit

Cross Reference
CRS

(Centre Reservation
Service)

Cut off Date

Cut off Hour

pat budng chuyén nhugng

Huy dat budng

Trung tam nhan dat budng

Qu¥ tién mat &€ giao dich hang ngay

Tién dat coc

Tién tra ngoai

Nhan budng

Gid nhan budng

Tra budng

Gio tra budng

Khoin ng tra cham: Khoan tién do cdc dai ly du
lich hoac Cong ty chiu trdch nhiém thanh todn cho
khach san sau khi khéch da thanh toén, tra buéng
Tién hoa hong

Khich san cong vu

Gid thuong mai

Gi4 budng wu dii cho ca, t& chic k¥ két

Bén hang qua don vi trung gian

Gia mién phi

Mot t8 dich vu & sanh khich san tryc thuoc bd
phan 1€ tan

Kinh doanh phuc vu hoi nghi

Thu x4c nhan dat budng

Sudt gid budng Kiéu luc dia: Gom tién budng va
bita sang

No

Giéi han ng

Tham khao chéo

Trung tam dich vu nhén dat budng

Ngay gi4i phéng loai buong bian buén cho cac dai
1§ du lich d€ ban cho khich khic
Gid giai phéng loai budng dat khong bao dam
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Daily reports

Day Use Rate
Deadline

Density Chart
Departurc Date
Departure List
Desk-Agent/Clerk
Double Room
Double/King Bed
Double Occupancy

DNA (Did not arrive)
Early Arrival

Early Departure
Emergency Key
European Plan
Executive

Family Plan

Float

Floor Limit

Folio

Free Independent
Traveller (FIT)
Forecast

Front Off The House
Front Office Cashier

Front Office Equipment

Full House

Group Inclusive Tour (GIT)

Group Plan Rate

Guaranted Reservation

Guest Ledge
Guest History File

240

Cic bdo cdo hang ngay

Gid budng ban ngay

Han chét: Dai véi viéc xdc nhan dit budng

Bidu do mat do budng

Ngay khdch tra buong

Danh siach khich di{tra phong)

Nhan vién tiép tan

Phong ¢é mot giudng doi

Giudng doi ¢d l6n

Buéng doi / sy nham 14n trong viéc nhan dit budng
hai 1dn cho modt kKhach

Khach dd dat budng nhung khong 16i

Khdch ding k¥ dén sdm trudce gid quy dinh

Tra budng sém

Chia kho4 diing trong trutng hgp khin cdp

Sudt gi4 kiéu chau Au: Sudt gid chi ¢6 tién budng
Budng dang can hd sang trong

Gid vu dai: danh cho khéch ¢é tré em dudi 12 tuoi
& cling budng vdi bd me

Khoan tién giao dich (cta b phén 1¢ tan)

Gidi han san

S& theo ddi thanh todn khich

Khach 1¢é: Khach di tr do

Du bdo cong sudt budng

Truc tiép ti&p xic véi khich
Nhan vién thu ngan 1€ tan

Thiét bi tai qudy 1é tan

Khich san kin budng

Tour tron goi

Gid vu ddi danh cho doan khich
Pat buéng ¢ bdo ddm

S6 c4i ké todn 1& tan

Hé so Iuu vé khich



Guest

Guest Folio Account
Guest List

Guest Account
Guest Cycle

Guest Services
Guest Stay

Hard Copy

High Balance

Hold Status
Hospitality Services
Industry

Hotel Industry
House Count

House Limit
Housekeeping
Housekeeping Status
Hollywood Beds
Hospitality Room
Hot Card

House

In House Guest
Interface

King Size Bed

ate Charge

Late Check Out
Late arrival

Letter of Confirmation
Line-of-Credit
Light luggage
Lock-out

Lost And Found
Master Account

Khéch

S6 theo déi cac giao dich tai khoan ctia khach
Danh sach khdch

Hé so hoa don khdch hang

Chu trinh phuc vy khach

Dich vu khidch hang

Thi gian luu trd cha khach

Ban sao

Danh sdch khéch du ng cao (s6 du mao hiém)
Tinh trang budng khong nhét quan

Dich vy khdch san

Nganh khach san

S6 lugng khach dang luu trd tai khach san
Giéi han no do khach san quy dinh

Bo phan nha budng

Tinh trang buéng

Hai giwong don ké canh nhau

Phong don ti€p khiach

Thé tin dung khong hop 1&

Khach san '

Khach dang luu tri tai khach san

Sy két ndi (giao dién) giia cc mdy vi tinh
Giudng d6i ¢ 16n nhat

Hod don giti cham (sau khi khich thanh todn)
Thanh todn mudn (sau thoi gian quy dinh)
khach dén mudn (sau 6pm)

Thu xéc nhan dat budng

Gidi han ng

Khach c6 rdt it hang 1y

Buéng trong tinh trang phong tod (khach khong dugce

vao buéng vi chua thanh todn hét cac khoan ng)
Vat dung bi thit lac va tim thay
Hod don t6ng (chia doan khach)



Message Light

Night Audit
Night Auditor
No - Post

No- Show

Non-Guest Account
QOccupancy
Occupancy Levels
Optimal Room Rate
Out-Of-Order
Overbooking
Overstay

Qvernight Accommodation

Package plan Rate
Paid-Out

PBX (Private Branch
Exchange)

Pick Up

Posting
Part-Day Rate (Day use
rate)

Petty Cash
Plus, Plus
Pre-arrival
Pre-assignment
Pre-payment
Pre-registration
Pre-sale
Quotation
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Den tin higu ¢ nhén tin (lap dat wén dién thoat
trong budng khich)

Cong viéc kiém todn dém

Nhan vién kiém todn dém

Viéc khong cap nhap, cac chi phi vao tai khoan
ctia khich

Khach khong t6i (khich da dat budng bao dam
nhung khong t6i ciing khong bdo hiy)

S8 cdi ké toan khong danh cho khach

Cong suat

Cong sudt st dung budng

Gi4 budng 16i uu

Budng dang sta chifa hoac bao dudng

Dat budng qué tai

Luu tri qué thisi gian dy dinh

3 qua dém

Gi4 tron got

Tién khach tra ngoa

Téng dai khdch san

Cong thém khoan ng ngdy hom trudc cua khach
vio bang can doi thu chi (thuat ngit sir dung 1rong
may tinh ti€n)

Cap nhat cdc giao dich tai chinh hang ngdy cha khach
Gi4 budng ban ngay

Tién chi vat

Phi dich vu va thu€ gid tri gia @ng

Hoat dong trude khi khéch tdi dang kv khach san
Sép xEp budng trude/Phan budng du dinh

Thanh todn truée

Hoat dong chuin bi dang k¥ trurdc

Giai doan trudc Khi cho thué budng

Viéc bio gid/ra gia



Quote

Rack Rate

Rack Slip

Rebate

Registration
Registration Card
Registration Process
Registration Record
Releasc Time
Reservation
Reservation Activity Fee
Reservation Form
Room

Room Count
Rooming

Rooming List
Room Availability
Room Board

Room Count Sheet
Room Discrepancy
Report

Room Inventory
Room service
Room Rack

Room Rack Slip
Room Rate

Room Assignment
Room Status
Run-Of-The-House Rate
Safe Boxes

Service Charge
Service Elevators
Shift Leader
Shoulder Period

Bdo gia/lam gid

Gia niém yét

Thé thong tin vé khach

Tién chiét khau

Viéc dang ky khiach san cho khiach
Phi¢u dang k¥ khich san

Qua trinh dang ky

Hé so ding ky

Thai gian huy bo cude dat budng

Pat buéng

Phi tra cho viéc dit buédng

Phi€u dat budng

Buéng ngl

S6 lrgng budng dang ¢6 khdch luu tri
Qud trinh dang k¥ va dua khach vé buéng
Danh sach khdch theo doan

Budng trong sdn ¢ dé cho thué

Bang tinh trang buéng

Bang kiém tra tinh trang budng

Bdo cio chénh léch vé bubng

Kiém ké budng

Dich vu @n udng phuc vu tai buéng
Gid dyng hé so vé budng

Thé hé so budng

Gi4 bubng

B& tri budng

Tinh trang budng

(Gid wu dil (cho khach doan)

Két an toan

Phi dich vu

Thang mdy danh cho nhan vién khach san
Trudng ca

Gia giao mua
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Sitting Room
Skipper
Sleeper

Sleep Out
Special Rate
Split Rate

Stay ON
Stayover

Suite

Tabular Ledger
Tariff
Time-Cancelled
Reservation
Time Stamp
Tour Group
Tour List
Transfer

Transient Guest
Transient Hotel
Travel Agent
Turn-downs
Twin Room
Understay
Under Booking

Update

Upgrade

Up Sell/Selling
ViP

V.IP'sor CLP's
Voucher
Wake-up Call
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Phong khach

Khach quyt tién (khong thanh todn)

Dép di trong budng

Bu6ng khich da thué nhung khong sir dung
Gi4 khuyén mdi (danh cho khdch tour/doan)
Gi4 budng binh quan

Khach gia han & thém

Luu tri qué thoi gian du dinh

Buéng c6 phong khach riéng

S§ cdi k€ todn I€ tan

Bang gid

Thoi gian quy dinh huy dat budng

Miy dap thoi gian

Khich tour

Ban danh séch khdch tour

Chuyén tién/ Dén khdch tir san bay vé khdch san
(thanh toédn ho)

Khach qué canh

Khéch san quéi canh (san bay)

Pai 1y Du lich

Lam budng trude khi khach di ngu

Buédng c6 hai givdng don

Thanh todn trudc thdi gian du dinh

Tinh trang buong khong nhat quan (14m tudng 12
d3 cho thué hét budng)

Cap nhat, chuyén ngdy

Nang cip budng cho khéch

Bén budng gia cao hon mic khach dat trude

Khach quan trong

Budng cho khach quan trong (tra tién phong cao)
Phiu ghi dich vy khich duge hudng

Béo thitc khach
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MUC LUC

Loi gioi thiéu
Bai mo ddu: Khai qudt chung vé mon hoc nghiép vu 16 1in

Chuong I: TO CHUC HOAT PONG CUA BO PHAN LE TAN KHACH SAN
1. Co cdu t6 chitc bo mdy quan 1y clia khach san
I1. T chiic hoat dong clia bo phan 1€ tan

----------------------------------------------------

HI. Nhitng yéu cdu co ban d6i véi nhan Vien 18 (An .o,
[V. Chu trinh phuc vu clia b6 phan I€ tan

Chuong 2: TIEP THI VA BAN HANG
I. X4c dinh khach hang

[L. Vai tro ctia nhan vién 1& tan trong tiép thi va ban cdc sdn pham

...............................................................................

dich vi cl1a KRACK SAM ..ot
I11. K§ nang ban cba nhan vién 1€ tan
TV. Cham sO¢ KhAch NANG ..covvviniiiiiiiciee

Chuong 3: NHAN DAT BUONG

.........................................................

1. Khai niém va loi ich cia viéc dat budng
M1, Cich thitc v ngudn dit budng
I1I. C4c hinh thiic dit budng
IV. C4c loai budng va mirc gid budng

...............................................................
.......................................................................

........................................................

V. Quy trinh nhan dat BUSHE .ot
V1. Sira d6i va hity dat budng

......................................................................

V1L Tim hiéu va dép tng nhu cu phat sinh ciia khdch thué budng...............

VIIL Quy trinh theo ddi budng qua $6 6 DUONZ.....cvrivviiiricesisierrnss
" Chuong 4: LAM THU TUC NHAN BUONG

1. Nhifng cong viéc can chudn bi truGe khi khach dén khach san.............

T1. Quy trinh 1am thil tuc Nhan BUORG cocourvrrinisier e 1

II1. Quy trinh lam thi tuc nhin budng cho cdc d6i tuong khach.....o....... 1

V. Phuc vu hianh 1§ ¢ho Khach oo 1
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Chuong 5: PHUC VU KHACH LUU TRU
I. Dich vu buu dién
11. Bao quén chia khéa budng clia khach

TIT. DICh VU AN UOIIZ c.cvreiiininrarrssmneses e sasss s st

IV. Dich vu bao quan tai san quy va hanh ly cla khach......cooonnniiinannn
V. CAC dich VI KBAC..cccveeiiiiiir ettt

Chuong 6. LAM THU TUC TRA BUONG
1. Heé thong 1ap hod don Khach hang ...

I1. Phirong thife thanh 10D e e
IIL. Quy trinh HAm thil tYC trd BUSHE. oot
IV. Quy trinh 1am thi tyc tra budng cho cdc doi tugng khach ....cccooiveeens
V. Téng két bdo cio hoat dong clia bd Phan 1€ tAn..weiviiriiincrinnes
VI. Thanh todn hang ngdy v6i bd phan k& todn khach san ...
VI BAn 10 €A B 1A oottt
Chutong 7: GIAO TIEP VA XULY CAC VAN BE PHAT SINH CUA KHACH
I. Khai niém va cdc phuong phap glao HEP ... s
IL Xir 1y cdc phan nan c0a KhACh ...

T Xir 1y mot s6 trudng hop dac bI€l....oriiiiiin e
Chuong 8: HE THONG MAY VI TINH CUA BO PHAN LE TAN

1. Hé théng mdy vi tinh trong quan 1§ Khach san.....coviiiniinnes
11. Hé théng tiép nhan thong tin dat budng thudng ding
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IIT. Cac (ng dung cua cong nghé thong tn.. cerrerrerereensasnensenieseanes 234
TV. QUAN 1Y ThOME L eciiieireere b e 236
Danh muc thudt ngit chuyén nganh 1€ tan khdch sqn 238
Tai liéu tham khao 245
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NHA XUAT BAN HA NOI
4 - TONG DUY TAN, QUAN HOAN KIEM HA NOI
DT: (04) 8252916, 8257063 - FAX: (04) 8257063

GIAO TRINH
LY THUYET NGHIEP VU LE TAN
NHA XUAT BAN HA NOI - 2005

Chiu trach nhiém xuit ban
NGUYEN KHAC OANH
Bién tap
PHAM QUOC TUAN
Bia
VAN SANG
Trinh bay - K¥ thuat vi tinh:
HAT YEN
Stra ban in
PHAM QUOC TUAN

In 860 cudn, kho 17 x 24 cm, tai Cong ty In Khoa hoc Ky thuat
10TA Nguyén Khuyen - Ha Noi. S6 in: 112. Gidy phép XB s6': 539GT/ 407 CXB
Cdp ngav 29/3/2005, In xong va ndp luu chifu thang 4 nadm 2005



: BO GIAO TRINH XUAT BAN NAM 2005
KHO! TRUONG TRUNG HOC THUONG MAI - DU LICH

1 LY THUYET THONG KE

o TAM LY HOC KINH DOANH DU LICH - KHACH SAN
3. KINH TE VIMO

4. KINH TE DU LICH KHACH SAN

5 TAM LY HOC KINH DOANH THUONG MAI

6. NGHIEP VU KINH DOANH THUONG MAI DICH VU
7. TAI CHINH DOANH NGHIEP THUONG MAI

8. KINH TE DOANH NGHIEP THUONG MAI

9. NGHIEP VU PHUC VU BUONG

10. PHAN TiCH HOAT DONG KINH TE DOANH NGHIEP

11. KHOA HOC HANG HOA

12. THONG KE DU LICH

13. LY THUYET TIEN TE TIN DUNG

14, LY THUYET TAI CHINH

15. THUONG PHAM HANG THUC PHAM

16. KY THUAT NGHIEP VU NGOAI THUONG

17. TONG QUAN DU LICH

18. TIENG ANH CHUYEN NGANH NGHIEP VU LE —
19 TIENG ANH CHUYEN NGANH PHUC VU KHA &8/ 1
20. TIENG ANH CHUYEN NGANH KY THUAT CHE —
21. LY THUYET NGHIEP VU LE TAN -

[C
[
[
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