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LOI NOI PAU

Du lich 1a mot nganh cong nghiép khong khoi, ra doi sém nhung chua
dugc chu trong va phét trién. Tir khi cudc cach mang khoa hoc xa hoi ra doi
d3 1am thay doi thé giéi may moc trang thiét bi hién dai thay thé strc nguoi va
phuong thtrc thu cong nghi€p, cuia cai xa hoi lam ra dua thura con nguoi da
khong phai lo miéng com manh 4o khong t6n nhiéu thoi gian cong sirc, ho co
thoi gian nhan rdi nhiéu hon va tir d6 phat sinh nhu cau tim hiéu kham pha va
chinh phuyc thé gi6i v6i nhitng nhu ciu va mong mudn trong nganh du lich da
duoc ra doi.

Nganh du lich so v6i cac nganh truyén théng thi nd ra doi mudn hon
nhung doanh thu 1a nganh cong nghiép khong khoi vi nganh nay cai tao moi
truong canh quan thién nhién cho qué huong, n6 san xuat chi phi khong gay
nén 6 nhiém moi truong nham giup con nguodi an nghi, thu gidn mot cach
thoai mai nhat dap ung moi nhu cau can thiét ciia con ngudi du lich 1a nganh
cong nghiép xuat khau tai cho den ngoai té cho qudc gia ma khong tén kém
cong phi van chuyén va nd con duoc ménh danh 13 "con ga mai dé tring
vang" biét dugc dic diém quan trong nay cic nudc trén thé gidi ciing nhu
trong khu vuc Pong Nam A di va dang day manh phat trién nganh du lich sin
c6 cua dat nude. Ngdy nay nganh du lich phat trién manh mé c6 nhiéu dich vu
phuc vu cho nganh du lich nhu cac nha hang khach san, khu vui choi giai tri.

Ha Noi 1a diém du lich 16n cta Viét Nam hang nam Pang va Nha nudc
ta d3 don rat nhiéu doan khach qudc té dén di du lich. Nudc ta thién nhién da
wu dai rat nhiéu dic biét cho Ha Noi. Co nhirng hd nudc trong xanh nhu hd
Hoan Kiém bén canh hd c6 nhing toa nha cao ting c6 khu dimg chan cia du
khach dén day. Du khach dén ddy duoc phuc vu nhiét tinh chu déo ddi véi doi
ngii nhan vién nhiéu kinh nghiém trong cong viéc nhu khach san Royal, khach

san Melia da duoc xép hang 5 sao theo tiéu chuin qudc té.



Trong s6 cac khach san & Ha Noi co khach san Muong Thanh duoc
khanh thanh vao 9/2003 nam ¢ khu d6 thi Bic Linh Pam - Hoang Mai - Ha
Noi.

Puoc su giup d& ciia nha trudng v4i sy chi bao nhiét tinh cua thiy co
gido va cac anh chi ¢ cac by phan trong khach san Muong Thanh. Qua thoi
gian thyc tap em di hiéu duoc phan nio vé lich sir hinh thanh va phat trién
cua khach san Muong Thanh cling nhu cong tac quan ly hoat dong cia cac bd
phan vé nghi¢p vu khach san trén co s& 1y luan da duoc hoc tap tai truong qua
trinh tim hiéu thuc té cua khach san Muong Thanh em da hoan thanh bao céo
thuc tap cua minh.

B4o c4o hoat dong kinh doanh khach san - nghiép vu 1& tin khach san
Mudng Thanh - bao cao dugc b tri nhu sau:

Phan I: Lich str hinh thanh va phat trién cua cong ty du lich khach san
Muong Thanh

Phéan II: Tinh hinh hoat dong kinh doanh ctia khach san va bo phan 1&

tan.

Phan III: Nhan xét danh gid hoat dong kinh doanh cta khach san.



PHAN I
LICH SU HINH THANH VA PHAT TRIEN CUA CONG TY
DU LICH KHACH SAN MJ]ONG THANH

I. LICH SU RA POI VA PHAT TRIEN CUA KHACH SAN MJ]ONG THANH

1. Lich st hinh thanh

Nhitng niam tré lai day chung ta c6 thé thay rd dugc sy chuyén minh
ctia nén kinh té, co s¢ vat chat ki thuat dugc dau tu phat trién cong nghiép
hoa, hién dai hoa cudc séng cua nguoi dan dugc cai thién ro rét nang cao va
nhu ciu cta x3 hoi ngdy duoc mé rong. Cung véi sy phat trién do6 1a sy phat
trién cua rat nhidu nganh nghé kinh té khic nhau, nganh cong nghiép du lich,
dich vu thuong mai cong ngh¢ thong tin trong d6 hoat dong kinh doanh khach
san du lich 14 mét trong nhitng linh vuc kinh doanh ¢6 hiéu qua cao gdp phan
rat 16n vao thu nhép kinh té qubc dan ddy manh giao luu quéc té trong khu
vuc.

2. Vi tri

Khéch san Muong Thanh dugc phét trién theo xu hudng chung cta dat
nude. Khach san duge hinh thanh vao 9/2003 véi tiéu chuén 3 sao. Khach san
nam & cira ngd phia nam trong khu vuc thudc vanh dai 3 ctia d6 thi Ha Noi.

Tén giao dich: Muong Thanh Hotel

Dia chi: khu d6 thi Bic Linh Pam - Hoang Mai - Ha Noi

Tel: (04) 6413 128

Fax: (04) 6413 178

2.1. Piic diém

Khach san c6 mot khuon vién rong, trang thiét bi noi that mang dam nét
riéng biét cia ving tdy bic vuon hoa cay canh duogc bd tri hai hoa, bé boi thu

gian va bai do xe an toan thuan tién.



Du khach khi luu trt tai day s€ c6 nhiing gidy phut nghi ngoi thu gian
thuc su yén tinh va thoai mai vi xung quanh khach san 1a mot quang canh rat
dep v6i du lich sinh thai Hb Linh Pam bao quanh bai quan thé cong vién ho
nudc. Ngdi udng tra trong phong du khach dua mat qua cira s6 1a nhimg nha
cao tang lop bang mai ngoi d6 va nhimg hang cay phi lao, cay liéu budng than
xubéng mat hd, dén day du khach nhu duoc xem lai b phim "Tay Du Ky"
phim truyén hinh Trung Qudc dai tip qua cac twong da khic in hinh bong
(thy tro Puong tang di lay kinh. Tur khi thanh 1ap dén nay tuy thoi gian hoat
dong chua nhiéu nhung khach san da dang tao dugc uy tin 16n v6i khach hang
ucngx nhu véi Cong ty du lich thuong xuyén gui khach cho khach san, khach
san Muong Thanh c6 60 phong tiéu chudn 3 sao ¢ strc chira trén 100 khach
phong nghi rong dai thoang mat day du tién nghi dam bao cho du khach khi
lwu tra, ngoai ra con cd van phong, hoi nghi, nha hang, quiy bar, phong ké
toan, phong massegel phong nhan vién, phong giam déc.

Phan con lai 14 bdi d6 xe rong rii, bé boi xung quanh khach san co
nhimng cdy canh udn luon dep mit c6 vudn cdy an qua dem lai nhimng trai cay
tuoi ngon cho du khach thudéng thue.

2.2. Co sé vit chit ciia khdch san

2.2.1. Dich vu luu tru

Loai | SO | Vitri| Sb giuong ,
Don gia Trang thiét bi
phong | phong | ting | Pon | D6i

1 2 2 2 280.000 [Tt lanh, diéu hoa, tivi, dién thoai,
1 2 3 250.000 | bon tam, ti quan 4o. ..
2 2 1 230.000

2 2 2 2 2 1200.000(Tu lanh, diéu hoa, tivi, dién
3 3 3 180.000 | thoai, tim nong lanh. ..

3 3 3 3 1 170.000 | Ta lanh, diéu hoa, tivi, tim nong
4 4 3 150.000 [lanh, tu dung quﬁn ao0...
4 4 3 150.000




4 4 3 150.000

Nhu céu thiét yéu cua khach di du lich va khach di cong tac chinh 13
nhu cau luu tra, hién nay tong sé phong cua khach san 14 60 phong duoc thiét
ké nam trong mot toa nha 4 ting c6 strc chtra 16n hon 100 khach véi hé théng
phong nghi rong rai, thoang mat, day du tién nghi tao cho khach yén tam thoai
mai khi luu tra tai khach san phong nghi c6 lép dat céc trang thiét bi hién dai
nhu diéu hoa, tivi, minibar, phong tdm ¢6 voOi tim hoa sen binh néng lanh, ban
cong, phong nghi thoang mét ban céng dugc bd tri cay canh chau hoa udn
luon nhiéu hinh dep mat tao cho khach thodi mai nhu dang ¢ nha minh vay
v6i gia ca hop 1y da thu hat dugce sy cha ¥ cia nhiéu ddi tugng khach trong va
ngoai nude dic biét 1a khach dén tir Trung Qudc, khach cong vu mién tdy va
mién bac.

Do khach san mdi duge xdy dung nén trang thiét bi tién nghi hién dai
hop véi thi trudong hién nay. Pic biét 14 trang thiét bi trong phong khach dugc
l1am bang gd vira hién dai nhung lai mang dam nét truyén théng dan toc
Muong Viét Nam. Khi khach dén luu tra nhu duge hoa minh cung v&i dan tde
Muong, cung nhin lai nhitng nét dep cua nguoi Muong. Khach san Muong
Thanh cling nhu bao khach san khac dugc bd tri nhirng ché do wu dai. Khi
khach luu tri dai ngay hay khach quen véi bang trd phong khach san tir 12h
dén 4h 1a rat dong.

* Phong Standard:

Pay 14 loai phong phd bién nhat trong khach san chiém hon mét nira s6
phong trong khach san. S6 phong nay nam chu yéu ¢ ting 2 va tang 3 véi dién
tich trung binh 1a 26m trang thiét bi rit ddy du, dap tng moi nhu cau cua
khach trong phong thuong c6 2 dén 3 giwdng don hay mot giuong d6i. Hé
théng rén ctra chan ga géi dém duoc lya chon chu dao va trang thiét bj hai
hoa, phong c¢6 ban lam vi¢c, mot dién thoai, danh ba dién thoai ti dung quﬁn

40, gid hoa, hop dung ché, gat tan thude 14, ti vi mau vi hé théng diéu khién




tir xa két ndi voi truyén hinh cap quoc té, 1 may diéu hoa, ti lanh mini trong
d6 c6 chira rit nhiéu dd uéng, phong tdm hién dai, ¢6 voi tim hoa sen, bon rira
mit va dung cu vé sinh c4 nhan déu sin phuc vu nhu cau cta khach.

* Phong Suite

Khach san c¢6 20 phong suite nam trén tang va tang 4 phong c6 hudng
nhin réat dep cé ban cong tién cho khach ngdm canh thién nhién. Trang thiét bi
gidng nhu phong Standard nhung c6 thém bdn tim, c6 may pha ca phé va ban
ghé hién dai va quy khach thuong duoc ubng mién phi mot sé d6 ubng va hoa
qua tuoi. Khi luu trG phong nay quy khach dugc wu dai rat nhiéu va ngam
canh dep rat hop v6i nhimg khach di nghi dudng, du lich.

Qua do, ta théy khéach san kinh doanh dich vu luu trt véi quy mo vira
phai nhung dam bao tinh linh hoat thong nhét. Véi sé luong 60 phong ludn
dap img moi nhu cau cua khach, lam tang sy hai long, tao sy hip dan cho quy
khéach dén 1 1an lai muén dén lan sau.

2.2.2. Dich vu an uéng

Ngoai dich vu luu tra khach san rat chu trong dén dich vu dn uéng co
rat nhiéu dau bép gioi, dau bép dén tir Trung Qudc ché bién moén in da dang,
phong phti hop khau vi cta quy khach, dap tng 24/24 gio khi khach yéu ciu.
Doanh thu tir dich vu nay rat cao. Giam déc da chu trong dau tu, nang cap
trang thiét bj dé phuc vu khach tdt hon, ¢6 nha hang rong rai thoang mat, doi
ngil nhan vién nhiét tinh, chu dao phuc vu theo quy trinh c6 nhiéu loai tiéc.

+ Phuc vu tiéc Au A

+ Phuc vu dn diém tim

+ Phuc vu tiéc ngdi, tiéc dimg

+ Phuc vu ti€c cudi, hoi nghi lién hoan, sinh nhat

+ Phuc vu theo thuc don dat trudc

+ Phuc vu riéng 1¢, phuc vu luu dong



Trong khach san b phan nay lam viéc theo quy trinh riéng biét két hop
v6i bd phan 18 tin dé chao ban, ché bién nhitng moén an hop khau vi cua quy
khach theo yéu cau.

2.2.3. Dich vu thué phong hoi nghi, hoi thao

Khach san c¢6 1 phong hoi nghi ndm trén tang 4, dién tich rong, phong
canh yén tinh, thoang mat, phong co sttc chtra 550 nguoi duge trang bi diéu
hoa, dén thip sang vira da ban ghé hién dai 4m thanh vira phai tao cho khach
su thoai mai dat két qua cao. Trong cudc hop khi td1 du hdi nghi quy khach co
nhiéu sy vu d3i ma khach san danh cho khéch, phong hop c6 thiét ké dep co
thé ké duoc ban tron, ban hinh bau duc, hinh chit T, chit U theo yéu ciu cla
khéch.

2.2.4. Dich vu bé sung

Bén canh nhiing dich vu trén khéach san con c6 nhiéu dich vu b6 sung
khac nhu cho thué xe dua don, dich vu giat 1a, 1am thu tuc visa, hd chiéu, dich
vu dién thoai, dich vu massage, karaoke, tdm hoi. Ngoai ra con co nhiéu kibt
ban qua luu ni€ém, co bé boi phuc vu khéch theo yéu cau.

II. LU'C LAJONG LAO PONG

Trinh do DPai hoc Trung cap Cao dang
L tan 2 1
Ké toan )
Buéng 7
Quan 1y nhan sy 10 6
Bao v¢

III. CO CAU TO CHUC
1. So do

GIAM DOC

h 4

¥ ¥ ¥
| Phutrach | Phutrach Phuttiach  Phutrach BP | Phu trach cdk |



2. Chirc vu caa tirng b phan

* Giam ddc

- La nguoi chiu trach nhiém trudce téng giam ddc khach san vé toan bd
hoat dong cua bd phan 1 tan, dam bao cung cép dich vu v&i chét lugng tdt,
nang cao toi da ty 1é cho thué va doanh thu budng.

Nhiém vu cuy thé:

- Tham gia vio viéc tuyén chon cac nhan vién trong bo phan 18 tan.

- Pao tao, bdi dudng va dao tao lai cac nhan vién trong bod phan 1€ tan

- Sap xép lich 1am viéc cho cac nhan vién

- Giam sat cong viéc trong cac ca.

-Panh gia két qua cong viéc cua timg c4 nhan va ting bd phan nho
trong bo phan 1€ tan.

* BO phan 1& tan

La noi md dau cudc tiép xtc chinh giira khach va khach san td trudng
I& tan dong vai tro dai dién t6 chirc trong khau tiép don bd tri phong tiép
khach va quang ba gi6i thiéu cac dich vu c6 trong khach san dong thoi 1a
ngudi lanh dao cac nhan vién dudi quyén hoat dong 1am viéc ¢ hiéu qua tét
nhat nhiém vu cta 1& tan chiu trach nhiém dat buéng lam thu tyc dang ky
khach san, 1am thu tuc ddng ky cho khach cung cip dich vu dép Gng nhu cau
cua khach.

* B6 phan Bar



Phu trach vé hoat dong kinh doanh ctia nha hang theo dung quy trinh k¥
thuat phuc vu dén tiép huéng dan sip xép khach vao phong an, ban an, to
chuc phuc vu mdt cach nhanh chong chat lugng cao. Tuy nhién, khong chi
vay ma bo phan bar con phuc vu cac dd uéng.

* Bo phan bép

Chiu trach nhiém vé hoat dong kinh doanh cua bd phan bép déng thoi
quan 1y co s& vat chit hang hod cua nha bép, té trudng cung nhan vién ché
bién thuc hién moi yéu cdu cua khach vé cac moén an. Thuc don hang ngay
ctia khach thong qua bd phan ban va bo phan 18 tin. Ngoai viéc ché bién thirc
an cho khach con ché bién cho cong doan khach.

* B phan buéng

Phuy trach vé cic phong ciia khach ludn sach sé thoang mat dam bao
chat luong tiéu chuin cta khach san t6 trudng bué)ng chiu trach nhiém chi dao
cac nhan vién v¢ sinh buéng phuc vu buéng trat tu an toan cho viéc kinh
doanh hang hoa va phuc vu tai phong theo quy trinh phuc vu.

* B phan ké toan

Thuong xuyén theo doi hoat dong tai chinh trong khach san thuc hién
cac cong viée ké toan kiém soat thu ngan va mua ban lap cac khoan tién nop
ngan sach thu hoi cac khoan tra chdm bao quan tién mat dong thoi chiu trach
nhiém vé hoat dong kinh té. Cac cong tac théng ké hang ngay tir d6 thong ké
dugc cac khoan thu tra thu 16 hay 13i cao hay thap cta khach san. Tir cac sd
lidu d6 1ap bao cao hang ngay va cac doanh thu cudi nam cho giam déc. Pong
tho1i chiu trach nhiém mua va nh3p cidc mat hang can thiét cua cac bd phan
trong khach san.

*Bd phan k¥ thuat (stra chira, bao dudng)

Stra chira, bao dudng toan by trang thiét bi trong khach san nhu; dién
nude, may moc vat dung, thuong xuyén kiém tra bao dudng cac trang thiét bi
d6 dé tranh hong hoc

* B phén tap vu



La ngudi phu trach quét don lau chui hanh lang, cau thang, khuan vién
khach san, cham séc cdy canh trong khach san.

* B0 phan bao v¢:

Pam bao an ninh cho khach san, huéng dan khach chd dé xe, theo doi
anh sang, am thanh trong khach san, bao vé co s¢ vat chit ctia khach san.

* B phan quan ly nhan sy

Thuong xuyén kiém tra nhan vién kip thoi bo sung, dam nhi¢m dao tao
d6i ngfi nhan vién, ngoai ra con dam nhiém su tra luong, giai quyét cac van dé
lién quan dén nhén sy, y té, cac ché do ctia can bo nhan vién trong khach san.

* Céac bd phan khac:

-B0 phan cung cap, dich vu gdm: mang ludi ban hang trong khach san
nhu: quay bar, qudy ban hang luu niém.

-Bd phan nay chiu trach nhi¢m phuc vu sinh hoat va vui choi nhu:
Massage, tdm hoi, thé duc thim my....

Ngoai ra bd phan nay con bd sung cham soc cét tia cdy canh trong
khuon vién cua khach san.

Nhin chung co ciu t6 chirc quan 1y cua khach san hién dai theo quy
trinh ¢ 4p dung khoa hoc, khong nhitng nudc ta ma ca & thé gii da dang ap
dung.

IV. NGUON KHACH

Do khach san khong ngimg quan tdim dén khach nhu tim hiéu y kién
dong gop cua khach nham cai thién san pham lam ting su hai long cua khach
nén phan 16n ngudn khach 1a sé luong khach quen trd lai khach san. Ngoai ra
con la khach di cong vy, di du lich... khach ndi dia, khach vang lai, khach di
cong tac, hoc tap nhimng sé lwong khach quéc té ciing nhiéu chu yéu 1a khach
Trung Quéc chiém dén 80% lugng khach cuiia khach san dé ciing chinh 1a diéu
kién thudn lgi cia khach san trong qua trinh hinh thanh va phat trién.

1. Cong suat sir dung budng

Nam K& hoach Thuc té




2003 70% 73%

2004 75% 80%

2005 80% 80%

Ty 1& % cong suét sir dung budng = Error!

Sb luong ngay budng c6 KNPU = Tong sb budng cua nim x Ty 18
budng c6 KNPU cta nim.

Qua bang thong ké ta thiy tir ké hoach dit ra cong suat sir dung budng
ctia khach san ting theo timg nim. Diéu ndy chimg to chat luong budng va

chat lugng phuc vu cua khach san dugc nang cao va cai thi¢n dan.

2. Vé gia ca

Gia ca nam VND/Dém
TT Chi tiéu
2003 2004 2005
1 | Phong Suite 180.000 200.000 250.000
2 | Phong Standard 170.000 180.000 200.000
3 | Gia TB banra 150.000 150.000 180.000

Nhin vao bang thong ké ta thdy véi muc gia 200.000 dén 250.000 thi c6
thé dap tng nhu cau cta nhiéu ddi twong khach tir khach c6 kha ning thanh
toan thap dén khach c6 kha nang thanh toan cao. Do thu nhap cua nguoi dan
tang 1én nén mirc gia cac phong cang tang theo ndm 2004 gid ¢ cac phong tu
200.000 1én 250.000 do loai phong Suite. Ngoai ra muc gid trung binh ban ra
trong ndm khong 6n dinh ma con ting dan tir 150.000 dén 180.000 diéu nay
cho thiy co s& vat chat ki thut budng tot hon gidng nhu mot s khach san

lién doanh.




V. CAC MAT HOAT PONG KINH DOANH CUA KHACH SAN

So sanh 2005 vé1 2006

TT Céc chi tiéu DVT 2005 2006
7 +/- %

1 | Tong doanh thu Triéu VNP | 1330 1.443.642 | 113,462 8,55
Doanh thu lvu trd | Triéu VNP | 5500 6052 452 10,04
Ti trong % 41,35 41,92 0,57
Doanh thu AU Triéu VND 530 564,04 34,04 6,42
Ti trong % 39,85 39,07 -0,78
DT dich vu b6 sung | Triéu VND 250 284,402 34,402 13,76
Ti trong % 18,80 19,01 0,21

2 | Téong chi phi Tri¢éu VND 1030 1.102.642 72,672 7,053
Ti suét phi Triéu VND | 93,41 92,13 -1,28

3 [Tong lgi nhuén Triéu VND 115 133 18.000 15,65
Ty suét loi nhuén % 38,33 39,00 0,67
Loi nhuan KD luu | Triéu VND 105 119 14.000 13,33
tra
Ti trong % 35 34,9 -0,1
Loi nhudn KD AU | Triéu VND 80 89 90.000 11,25
Ti trong % 26,67 26,1 -0,57
S6 lao dong Ngoyoi 43 45 2 4,65

5 | Tong lojong BQ Triéu VND 70 700

6 |Tong quy tién| Triéu VND| 361,2 378 16.800 04,65
lojong

7 | Tong s6 khach Lojot 10.000 11.350 1350 13,5

8 [Tong s6 ngay| Ngay 12.000 14,755 2755 22,96
khach

Nhin vao bang hoat dong kinh doanh cta khach san ta thiy:

- biém manh cua khach san 1a do khach san ludn cht trong téi viée dau

tw co s& vat chat ky thuat dac biét 1a nha hang ctia khach san c6 chit luong

mon an thuong xuyén dugc nang cap, s6 luong mén an phong pha nén so véi

nam 2004. Doanh thu tir dich vu luu tra tang 1én r6 rét tor 5.500 trd 1én 6.052

trd tang 10,04% thu vé loi nhuan 452trd con doanh thu tir dich vy an uéng
tang tr 530trd 1€n 564,04trd tang 6,42% thu loi nhuan 34,04trd. Vi vay trong

cac nam t41 khach san nén tan dung thé manh ctia minh hon nira.




-Piém yéu: Tuy khach san c6 lugng khach cao nhung chu yéu 13 khach
binh dan khong c6 khach cao cap sang trong nén khach san can phai ludn ddi
méi va nang cdp nén tdm c& cao hon dé thu hat nhiéu khach qudc té dén véi
khach san hon.
PHAN 2
NOI DUNG NGHIEP VU LE TAN
TAI KHACH SAN MJ|ONG
THANH

I. TAM QUAN TRONG
1. Vai tro

-B6 phan 18 tan 14 b phan dau tién tiép xtic v6i khach, tao cho khach
nhirng an tuong ban dau vé khach san, vé chat luong phuc vu cua khach san.
B6 phéan 18 tan 1a noi tap trung moi hoat dong cua khach san. Vi vay bd phan
1€ tan c6 vai trd quan trong trong hoat dong kinh doanh khéch san va dugc vi
nhu "than kinh trung wong" ctia khach san.

-B6 phan 1€ tan c6 vai tro 1a cau ndi gitra khach va céac bd phan dich vu
trong khach san nhim cung cap cac san pham, dich vu cta khach san, 1am
thoa man nhu cau cia khach. Trong qua trinh don tiép va phuc vu khach, bd
phan 18 tan cung cip thong tin vé cac dich vu cho khach: dich vu in udng,
dich vu luu tra, dich vu vui choi gidi tri va cac dich vu khac. Khi khach c6
nhu cdu sir dung céc dich vu ndy, bo phéan 18 tin sé& tiép nhan va chuyén ti cac
bo phan dich vu trong khéach san. Noi cach khach céc san phém dich vu cua
khach san s€ thong qua bo phan 1€ tan dé ban cho khach. Nhu vay bo phan 1&
tan dong vai tro quan trong gitra khach va khach san.

- B0 phén 18 tin dong vai tro trung tAm, phdi hop hoat dong cia cac bd
phan trong khach san, gitip cac bo phan hoat dong mot cach co ké hoach.

- B0 phén 18 tan c6 vai trd quan trong trong cong viéc ban hang, tiép thi
cac san phém ctia khach san. BO phan 1€ tan 1a bd mit ctia khach san, duoc dai

dién cho khach san don tiép va phuc vu khach. Vi vay bo phan 1€ tan c6 nhiéu



co hoi dé tuyén truyén, quang céo va ban cac san pham dich vu cta khach san
cho khach.

-B6 phan 18 tan 14 noi tiép nhan cac yéu cau cua khach va giai quyét
moi thic mac phan nan cia khach.

-B6 phan 18 tdn dong vai trd quan trong trong viéc giup ban giam dbc
dé ra chién luge va cac chinh sach san pham va thi trudong nham nang cao
hiéu qua kinh doanh cua khach san.

- B0 phan 18 tan dong vai tro dai dién cho khach san trong cong viéc mé
rong mdi lién heé, lién doanh, lién két trong cong tac thu hat khach cho khach
san.

2. Nhiém vu

- Tryc tiép don tiép khach va 1am thu tuc diang ky cho khach

-Nam vitng tinh trang budng va nhitng yéu cau dit budng (truc tiép
hodc gian tiép).

- Giai quyét cac thu tuc ding ky khach san cho khach va phan budng
cho khach.

- Thay mat khach san lam thu tuc dang ky tam vang cho khach vao céac
bubi tdi trong ngay.

- Két hop cac bo phan khac chao ban san pham trong khach san

- Cung cap cac thong tin can thiét khi khach yéu cau

- Theo doi cap nhat co6 chi phi phat sinh trong ngay cua khach thanh
toan va tra budng cho khéach.

- bat vé may bay, vé tau hod, va mot $6 yéu cau khac.

* Thoi gian lam viéc ctia bd phan 1€ tan

Ca sang: tir 6h - 14h

Ca chiéu: tir 14h - 22h

Ca dém: tir 22h - 6h
II. NHUNG QUY PINH VOI NHANA VIEN LE TAN CUA KHACH SAN

* Ngoai hinh



- Tré trung, c6 stc khoé t6t, hinh thirc can ddi, ua nhin khong di hinh, di
tat, c6 duyén dong thdi c6 phong cach giao tiép tot, tac phong nhanh nhen.

- Vé sinh ca nhan sach s€ trudc khi lam viéc

- Pau toc gon gang, khong duoc nhuém mau lo¢ loet
-Quén 40 ddng phuc theo quy dinh cta khach san, ddng phuc khong co
nép nhin mui la.

- Khong son mong tay, mong chan loé loet, khong trang diém qua ddm

- Tu thé 1am viéc ludn dung thang, vé mat ludn twoi cudi mang phong
cach nghiép vu.

* Cong viéc

- Céc nhan vién dén sém trudce ca truc cia minh 15'

- Nghe dién thoai khong duoc kep gitra tay va vai

-Khéng lam viéc trong gio' 1am viéc khong tiép khach riéng trong gid
1am ban giao ca hét cong viéc trude khi ve.

* Kién thirc va k¥ niang nghiép vu

Puoc dao tao vé nghiép vu 18 tin, c6 vin bang ching chi vé& nghiép vu
1& tan khach san.

- C6 kha nang giao tiép tot va c6 k¥ ning ban hang.

-Nam vitng moi quy dinh cic van ban phap quy ciia nganh du lich va
cac co quan lién quan dén khéch san vé hoat dong kinh doanh cua khéch san.

-Nam vitng moi ndi quy, quy ché quan 1y cua khach san, ndi quy lao
dong trong khach san va bd phan 1& tdn muc tiéu va phuong huéng kinh
doanh cua khach san.

-Nam viing nhitng san pham ctia khach san va kha ning cung cap céc
dich vy trong khach san.

-Nim 16 dugc mot sd nghi 1& phong tuc tip quan, ton gido, vin hoa,
tam 1y khach ctia mot s6 quéc gia.

-Biét rd mot sd danh lam théng canh cac diém du lich cta dia phuong,

cac dich vu phuc vu trong va ngoai nudc.



- C6 kién thue co ban vé chinh tri, kinh té, x4 hoi , lich st, vin hoa, dia
1y an ninh dé phuc vu khach.

* Ngoai ngir

Moi nhan vién 1& tan trong khach san phai st dung thanh thao mot
ngoai ngit 1a tiéng Trung Qudc va biét tiéng Anh thong dung va chuyén
nganh.

* Tin hoc

St dung thanh thao vi tinh phd théng va vi tinh chuyén nganh, phuc vu
cho hoat dong 1€ tan trong khach san

* Pao duc nghé nghiép

- That tha trung thuc, siéng nang, cham chi 1€n viéc theo trinh ty chinh
xé4c ¢6 hiéu qua, c6 kha ning t6 chirc giai quyét moi van dé, ning dong, thao
vat, linh hoat trong cong vi¢c, cd1 mo than thién nhiét tin véi khach, lich su
ton trong san sang gitp dd khach.

Céch b tri khu vyc 18 tan cta khach san Mudng Thanh

IV. CO CAU TO CHUC CUA BQ PHAN LE TAN
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-To truéng 18 tan: 1a ngudi chiu trach nhiém gidm sat cac nhan vién
trong cac bd phan, ndm tinh hinh chung, truc tiép giai quyét moi van dé phat
sinh trong ca va bao cao v&i giam ddc khach san hang ngay.

-Nhan vién 1& tan 1: ddm nhiém viéc don khach va lam thu tuc ding ky
khach san.

-Nhan vién 1& tin 2: hd tro cho nhan vién 1€ tan 1 khi khach san dong
khach lam thu tuc nhan budng va tra budng . Pong thoi lam tong dai va thu
ngan cho khéch san.

° Mbi quan hé ctia bo phan 1& tan véi cac bd phan trong

khach san Méi quan hé giira bd phan 1€ tan v6i bo phan buéng

B6 phan buéng va bo phan 1& tan hai bo phan phuc vu trong khéi Iuu
tri.. Dé hoat dong kinh doanh luu trG c¢6 hiéu qué cao thi hai bo phan nay phai
phdi hop chit ché véi nhau trong viéc chuan bi budng ban cho khach. Hang
ngay bo phan 18 tan phai thong bao cho bd phan budng vé tinh hinh budng
khach chuan bi dén, budng khach chuan bi roi khach san dé bo phan budng
chu dong trong viéc lam vé sinh budng. Bd phan budng phai thong bao cho bo
phén 18 tan vé tinh trang budng va khach dé bo phan 18 tan kip thoi xt Iy cac
van dé phat sinh phan budng hop 1y cho khach. Méi quan hé nhip nhang d6 s&
g6p phan t4i da hoa coéng suit budng va tao duoc an tuong tot cho khach luu
tra.

* Mbi quan hé ctia b phan 1€ tan v6i bo phan dn uéng

-C6 mdi quan hé mat thiét voi bo phan an uéng nham dap tng dy du
nhu cau vé an udng cua khach. Bo phan an udng phai thong bao cho bd phan
18 tan vé thuc don hang ngay. Khi khach c6 yéu cau dit an tai khach san nhan
vién 18 tan tiép nhan yéu cau cua khach va chuyén cc yéu cau cua khach toi
bd phan an ubéng. Hang ngay bd phan an ubng phai chuyén hoa don, ching tir
phiéu ky ng hoac nhiing khoan tién thu duoc tir khach cho bo phan 18 tan. B
phan 1& tan s& cap nhat cac khoan thanh toan d6 cua khach vao hd so thanh

toan cho khach.



* M4i quan hé cia bd phan 18 tan voi bd phan ki thuat bao dudng

-C6 mdi quan h¢ mat thiét véi nhau nhim muc dich dam béo cac trang
thiét bi trong buéng cua khach luén hoat dong c6 hiéu qua .

Bo phan 1€ tan c6 trach nhiém thong bao cho bd phan ky thuat bao
dudng vé cac trang thiét bi trong budng cho khach bi hong dé stra chira kip
thoi. Dong thdi bo phan k¥ thut bao dudng phai théng bao cho bd phan 18 tan
vé mirc d6 hong cua céc trang thiét bi dé bo phan 18 tan thong bao vdi khach
hozc chuyén budng cho khach.

* Moi quan hé ctuia bg phan I¢€ tan vdi bd phan ké toan

Hang ngay céac khoan thanh toan hod don cua khach phai dugc bd phan
18 tan kiém ké can than va ban giao lai cho bd phan ké toan. BO phan ké toan
s& can ¢ vao nhitng hod don thu dugce tir bd phan 18 tin dé 1ap bao cao doanh
thu cua khach san.

* Mbi quan hé ctia bd phan 1€ tan véi bo phan an ninh

Cong tac an ninh va an toan trong khach san 1a mgt nhiém vu vo cung
quan trong va can thiét d6i v4i toan thé ban giam déc, cac nhan vién khach
san néi chung va bo phan an ninh néi riéng. Bo phan 1€ tin va bd phan thuong
xuyén tiép xuc v6i khach, quan sat dong khach ra vao khach san cho nén sé
gitip cho bd phan an ninh hoan thanh t6t nhiém vu nay.

* Moi quan hé ctia b phan 1€ tan véi bo phan nhan su

B6 phan quan 1y nhan sy, chiu trach nhi¢ém gitp cac b phéan khac trong
khach san tuyén dung va b6 nhiém nhan vién, 1ap ké hoach dao tao va dao tao
lai nhan vién cho cac by phan. B phan nhan su, c6 mbi quan hé mat thiét vai
bod phan 18 tan, gitp bo phan 18 tan tuyén dung, bo nhiém céc nhan vién.

* Mi quan hé gitra bo phan 1& tan véi cong an

Bo phén 1& tan va b phan cong an c6 moi quan hé mat thiét voi nhau
dé nham kip thoi xtr 1y cac van dé phat sinh giita khach voi khach san, dam

bao cho khach khi nghi ngoi & khach san. Pdng thoi két hop véi cong an dia



phuong nham giai quyét cac khau dang ky tam trG caa khach voi khach san
dam bao an ninh trat tu cho khéch san ciling nhu khach Iuu tru.

* MOi1 quan hé gitra bg phan l€ tan v&i bo phan ctiru hoa

-Pbi voi bd phan ctru hoa khach sanphai co mbi quan hé chat ché dé
kiém tra cac thiét bi phong chdy chita chiy. Hang nim khach san van t6 chuc
viéc huan luyén cho céc can by cong nhan vién vé cong tac phong chay, chita
chay.

* M&i quan hé gitta bo phan 1& tan v6i bo phan y té

- Gifta khach san va bo phan y té c6 mbi quan hé gan bé v6i nhau. Dé
thuong xuyén kiém tra vé sinh chat luong thuc pham, d6 udng va kip thoi giai
quyét nhitng trudong hop bat thuong dm dau cé thé xay ra dbi v6i khach. Hang
nam by phan y té van to chtrc huan luyén cho can bo cong nhéan vién cac bién
phap xir 1y, so ciru tam thoi dé kip thoi dwa khach toi cac co so y té gan nhat
dé chira tri.

* Mbi quan hé giita bo phan 18 tan véi bo phan hang khong

-B6 phan 1€ tan con c6 moi quan hé véi bo phan hang khong dé lam cac
cong tac dich vu khi c6 khach yéu cau dat vé may bay.

* Mi quan hé gitta bo phan 18 tan véi cac cong ty du lich

-Dé giai quyét cac yéu cau cua khach khi can tham quan du lich thi
khach san phai c6 mdi quan hé qua lai v6i cac cong ty du lich. Két hop voi
cac cong ty du lich t6 chirc cac tua du lich nhim quang ba thu hat khach dén
v6i khach san va dong thoi nang cao uy tin ciia khach san trong long khach du
lich.

V. CAC GIAI POAN PHUC VU KHACH : 4 GIAI POAN

+ Giai doan 1: Trudc khi khach dén

Day la giai doan khach lya chon khach san dé luu tra va tién hanh cong
viéc dat budng.

* Viéc lua chon khach san ctia khach xuat phat tu nhiéu yéu té.

- An tuong tt dep ctia khach tir nhitng 1an nghi trude



- Thong tin quang cédo khach san

- Lo1 khuyén cua ban be, ngudi than

- Vi trf tén tudi, uy tin cta khach san

Sy miéu ta thanh thao vé khach san ctia nhan vién dit budng. ..

Ngoai ra khi lya chon khach san con bi tac dong béi thai do, phong
cach kha ning vé chuyén moén va giao tiép ctia nhan vién dit budng. Mudn
giy duoc an tuong ban dau tét dep cho khach san, nhan vién dit budng phai
c6 kha ning dap g nhanh, chinh xac cac yéu cau dit budng cta khach.

* Khach dat buéng: nhan vién 1€ tan lam thu tuc dit buéng cho khach.

-Pé khach chép nhan thué buéng tai khach san, nhan vién 1& tn phai co
kha ning giao tiép tot, ndm viing tinh trang budng, dic diém va gia cua ting
loai budng va dap tng nhanh cac yéu ciu cta khach.

- G101 thiéu buéng va cac dich vu cua khach san cho khach

- M6 tai khoan va theo doi thanh toan trudc, dat coc trude cua khach.

+ Giai doan 2: Don tiép khach va lam thu tuc nhap khéch san

Khi khach téi khach san, nhan vién 1€ tan phai niém né, dén tiép kahchs
va lam thua tuc nhan buéng cho khach viéc lam thua tuc nhan bu6ng cho khach
phai nhanh chéng tao su thoai mai cho khach sau 1 chuyén di mét moi. Bé
lam tbt viéc d6 doi hoi nhan vién 18 tan phai c6 su chudn bi chu déo trude khi
khach t6i khach san. Nhan vién 1& tAn dua vao cac thong tin tir phiéu dat
budng dé chuan bi hd so trudc va phan budng cho khach. Viéc chudn bi hd so
trudc cho khach cang tét thi viéc ding ky khach hang c6 hiéu qua cao.

Nhén vién 1& tan phai gi6i thiéu day da va hap dan cac dich vu c6 trong
khéch san nhim ban duoc nhiéu san phém cua khach san cho khach.

Sau khi di lam thu tyc nhap budng cho khach xong, phiéu ding ky
khach s& dugc chuyén cho nhan vién thu ngin mé tai khoan dé theo ddi va
chuin bi hd so thanh toan cho khach. Nhan vién 12 tan hoan tit hd so khach dé
lam thu tuc dang ky tam trt cho khach.

+ Giai doan 3: Phuc vu khach trong thoi gian luu tra



Trong giai doan ndy nhan vién 1& tdn s& thuong xuyén tiép xuc voi
khach dé cung cép thong tin dich vu ma khach yéu cau chinh vi vy nhan vién
1& tan phai phéi hop vdi cac bo phan trong khach san 1am tdi da hoa sy hai
long ctua khach dé trong khach stir dung nhiéu dich vu ctia khach san, dé khach
s& trd lai, khach san vao lan sau hodc sé& gid1 thiéu khach san véi ban be,
ngudi than tao ra ngudn khach tiém nang cho khach san.

Nhén vién 18 tan s& tiép nhan va giai quyét moi thic mac phan nan cua
khach (néu c6).

Nhan vién 18 tan ghi chép cac giao dich cua khach trong sudt thoi gian
Iuu tru, dé)ng tho1 phai luén kiém tra xac dinh lai cac chi phi, ho4 don cua
khach dé tranh sy nhdm 13n khi thanh toan.

+ Giai doan 4: Thanh toan va tién khach

Nhén vién thu ngan s& chuin bi hd so thanh toan cho khach dé khi
khach thanh toan tra buéng, viéc thanh toan s€ dugc thuc hién 1 cach nhanh
chong va chinh xac. Nhan vién thu ngan s& nhan tién khach tra va giao hoa
don cho khach.

Sau khi thanh toan xong, nhan vién 1& tan s& lam thu tuc tién khach:
nhan lai chia khoa budng, hoi ¥ kién khach vé chat luong dich vu cua khach
san gitip khach tim phuong tién van chuyén (néu khach yéu ciu) chio, chuc
khach va hen gap lai.

Khi khach roi khach san, 18 tin phai tao hd so luu vé khach. Trong hd
so ndy, 1& tan sé& ghi lai cdc thong tin c4 nhan va tai chinh cta khach, cac thong
tin nay s& rat hiru ich d6i véi bo phan 1€ tan vi thong qua do 18 tan co thé biét
dugc khach hang ctiia minh va 1ap ra duoc chién lugce quang ba phu hop.

VI. QUY TRINH PHUC VU 1 LA]QT KHACH CU THE

A. Quy trinh phuc vu khach 1¢é tai khach san

a. Quy trinh

Budc 1: Tiép nhan cac yéu cau ve budng cua khach



Budc 2: Kiém tra kha niang dap ung ctia khach san
Budc 3: Thoa thuan dat buong cua khach

Budc 4: Xac nhan lai cac chi tiét dat budng

Budc 5: Két thuc

- Nhan vién 1& tan chao khach va cam on khach da lua chon

b. Bai hoi thoai: Khéach goi dién mudn dat buéng troedc khach san
Muong Thanh

L& tan: Xin kinh chao quy khach. Toi c6 thé giup gi cho quy khach

Khach: Chao cb. Toi mudn dit budng trude tai day

L& tan: Da vang, khach san chung t6i ¢6 3 loai budng 1a suite, duluxe
va stardard. Quy khach mudn chon loai budng nio.

Khach: Cho t6i loai budng standard

L& tan: Da thua quy khach mudn luu tré trong thoi gian bao 1au a

Khach: Tir ngay 7/10 dén 10/10 /2007

Lé& tan: Da vang, xin quy khach cho cho gidy lat. Da thua quy khach,
khach san chiing t6i ¢ thé dap tmg dugc yéu ciu d6 cua quy khach.

Khach: A, c¢d co thé gid1 thiéu qua cho toi vé loai buéng do duoc
khong?

L& Tan: Da vang. Loai budng stardard ctia chung t6i v&i dién tich 45m?
dugc trang tri dﬁy du cac thiét bi hién dai nhu: diéu hoa, ti vi, ti lanh, phong
tam c6 bon tdm, véi ddy cua cac vat dung dung trong sinh hoat... Ngoai ra
trong budng chung tdi con bd tri 1 bd ban ghé dé quy khach c6 thé dung né dé
lam viéc.

Khach: Thé gia cua n6 1a bao nhiéu

L& tan: Da thua 180.000d/ngay dém bao gém c4 in sang

Khach: Puoc 16i toi chép nhan thué loai buéng do.

L& Tan: Da thua, qiity khach 1am on cho toi biét tén va s dién thoai cta
quy khéch.

Khach: Tbi tén 1a Tran Ngoc Anh, s6 dién thoai: 8536594



Lé tan: Da thua quy khach vui long cho toi biét quy khach s& thanh
toan budng theo hinh thirc nao a.

Khach: T6i sé thanh toan bang tién mat

Lé tan: Da véang a. thé quy khach con yéu cau gi khac khong a

Khach: Khong cdm on co

Lé& tan: Da vang sau day toi xin nhéc lai mot sd thong tin c6 Tran Ngoc
Anh sb6 dién thoai 8536594 dat 1 buéng doi loai standrd véi1 gia
180.000d/ngay dém bao gdém an sang. Luu trG tir ngdy 7/10 - 10/10 va quy
khach s& thanh toan cho chung toi bang tién mat c¢6 dung khong a?.

Khach: Ping rdi

L& tan: Da vang chao quy khach. Chung t6i rdt mong doi quy khach
dén v6i khach san cia chung toi. Xin kinh chao va hen gap lai quy khach.

Khach: Cam on a. Hen gap lai, chao c6

PHIEU PAT BUONG
RESERVATION FORM

New doi méi Amend ment stra doi Cancellation huy * Waitlis doi °

Name tén khach: Tran Ngoc Anh

Arival Date ngay dén: 7/10 Arrivale Flighel s6 chuyén bay

De parture bate ngay di: 10/10 Eta gid du dinh dén

Room type No ol Fax/100m  |No ol room Rate cont limend
Loai budng S.L khach/budng |S6 luong budng Gié thoa thuan

* Suite budng dit biét

* Deluxe budng sang

trong

« Standard budng tiéu

chuan

« Total tong sd




Room only - Room TBF Haly Boald Full Boald *

Contaot person: Nguoi|Gua ranted Non guaranted, khong dam bao *

dit budng: Tran Ngoc
R bam bao .
Anh compang tén co

De posit Amout sb tién

quan, dia chi co quan |Dat coc Date: thoi gian

Cridit card Ex/Date thoi han. CCN? 6 thé
Conto ot tel/Fax: sb DT| The tin dung Ex/Date thoi han

Fax: 8536594

Compang Account |Company: tén dia chi
S6 DT cua CQ dam

CQdambao - .
bao

Charge to: Hinh thirc thanh toan: tién mat Special service: cac dich vu dac bi¢t khac

B.  Quy trinh lam thii tuc nhin budng khach di 1é tai khach san
Mojong Thanh
a. Quy trinh

Budc 1: Tiép nhan va dang ky
Budc 2: Phan b budng cho khach
Budc 3: Pam bao thanh toan
Budc 4: Trao chia khod budng va thu tuc
Budc 5: Cung cap thong tin dich vu
Budc 6: Hoan thanh thu tuc
Budc 7: Mo hoa don khach san
b. Bai hoi thoai:
Quy trinh lam thu tuc
nhén budng
L& tan: Xin kinh chao quy khach. Tbi

c6 thé gitip gi cho quy khach Khach:

nga \ A e A - A / .
gay Chao c6. T61 muon dat budng trudc tai



khéch san cach day 3 Khach: Téi 12 Tran Ngoc Anh
L& tan: Xin quy khach cho cho giay lat.
Lé tan: Da vang, quy khach Da vang quy khach 1a Tran

vui long cho t6i biét quy danh

Ngoc Anh s6 dién thoai 8536594 dat 1 buéng doi loai standard véi gia
180.000d/ngay dém bao gdm ca bira sang va luu tra tir ngay 7/10 - 10/10/2007
v6i hinh thtrc thanh toan bang tién mat. Co dung khong a?

Khach: Vang, dung vay



Lé tan: Da thua quy khach. Pay 13 mau phiéu ding ky khach san quy
khach hdy vui long dién giup ching t6i vao mau ndy. Quy khach lam on ghi

16 ho tén, ngay thang nam sinh, thoi gian dén va di, gia budng v.v..



PHIEU PANG KY KHACH SAN

KHACH SAN
MUONG THANH

GUESTREGISTRATION CARI

N°1234

Name Mr/Mrs/Mss: Miss Tran Ngoc Anh

Add: 59 Thai Thinh

Street: Péng Pa - Ha Noi

Nationality: Kinh

Date of birth: 29/9/1988

City: Ha Noi1 Profession
Company
Contry: Viét Nam Address
Arrival Date: 7/10 Passport N°
Departure Date: 10/10 Time: Em barbation Card N°
Arrival Frorm Time Leaving to

Room N°: You acount will beset tledby
* cash * creditcard
Room Rate: 180.000d/ngay dém - Company  * voucher

........

........

Guest signature

Tran Ngoc Anh

Receptionist signature

Nguyén Thé Phuong

Khach: Nhu thé nay da duoc chua ha co.

L& tan: Da vang duogc roi a. Cam on quy khéch.

Da thua quy khach mdi khach hang dén luu tru tai khach san déu phai

lam thua tuc dang ky tam trd nhu nhau. Vay quy khéach vui long cho t61 muon

ching minh thu dugc khong a?

Khéch: N¢6 day thua cd.

Lé& tan: Xin cam on quy khach. Chung t6i s& guri tra lai cho quy khach

khi quy khach 1am thu tuc tra budng. Nhu thé c6 van dé gi xay ra khong a?




Khéch: Khong ¢o gi.
L& tan: Thua quy khach. Pay 1a miu phiéu ding ky tam tra. Quy khach

vui long dién giup t61 vao day a.

PHIEU KHAI BAO NHAN KHAU TAM TRU

Ho va tén: Tran Ngoc Anh

Nam sinh: 1988

Nghé nghiép noi lam viée: Salon toc 40 Hang Chuoi

Noi dang ky nhan khau thuong tra: S6 59 Thai Thinh - Pong Pa - Ha Noi
So gidy CMND hodc gidy t¢& khac: 012355799

Cép ngay 4/7/1992 Noi cap: Ha Noi

Co quan cap: Cong an thanh pho Ha Noi

Tam trd tir ngay 7/10/2007 dén 10/10/2007

Ly do tam tri: Du lich

Trinh bao ngay 7/10/2007
Chu co so

(hodc nguai trinh bao)

Khach: Day t61 guri lai co

L& tan: Cam on quy khach. Toi di xép cho quy khach phong 219 nhu
thé c6 duoc khéng a?

Khéach: Vang cling duoc.

L& tan: Da thua day 1a chia khoa budng va thé khach san ciia quy khach,
néu quy khach cé nhu cau sir dung dich vu xin vui 10ng lién hé tai quay 18 tan.

Chung t61 s€ giup do quy khach.




Khach: Cam on co!

L& tan: Da thua quy khach con yéu cau gi khac khong a?

Khach: Thoi cam on c6. Co gi toi s€ goi sau.

L& tan: Sau day nhan vién hanh 1y cta chung t6i s& giup quy khach
chuyén hanh 1y 1én budng. Chuc quy khach c6 1 thoi gian that vui vé thoai
mai va coi khach san nhu la ng61 nha thr hai cua minh. Xin kinh chao quy
khéch.

Khach: Cam on ¢, chao co.

C. Phuc vu khach trong thoi gian loju tru

a) Quy trinh bdo thurc khach:

- Khéch yéu cau bao thirc 18 tin vao so dang ky bao thirc cho khach.

+ Ghi 13 ho tén khach, s6 budng khach, gio goi, hinh thirc bao thic.

- Pting giod 1€ tAn goi bao thirc, doi khach day 18 tan chao khach va bao
gid khach can bao thic da dén. Poi khach hang khang dinh da 13 18 tan méi
chao khach va cup may.

* Bai hoi thoai (truong hop khach goi dién xudng 18 tan yéu

cau) L& tan: Al - L& tan xin nghe a.

Khach: Chao ¢, sang mai co c6 thé goi toi diy vao lic 5h duge khong?

L& tan: Da vang duoc a thua quy khach. Xin quy khach cho biét quy
danh va s6 budng dugc khong a?

Khéch: T6i 1a Tran Ngoc Anh ¢ phong 219.

Lé tan: Da thua quy khach, quy khach muén ching t6i bao thic bang
hinh thtrc nao a? Bao thirc qua dién thoai, bam chudng hay ching ti s& dén
tan budng dé goi quy khach.

Khach: C6 18 ¢b chi can goi dién thoai 1&én phong t61 1a duoc 1Ol

Lé tan: Da vang thua cd6 Ngoc Anh vao lic 5h sang mai chung toi s&
bao thirc quy khach ddy bang hinh thirc goi dién thoai 1én phong va s phong

cua c6 l1a 219 dung khong a?



Khach: PBung r61 day. Cam on cd! Chao co.

Lé& tan: Da vang. Xin kinh chao quy khach.

Wake up call request
PHIEU NHAN BAO THUC
Date ngay: 8/10

Talcon bay Nguoi lap: Nguyén Thé Phuong

No© Room N’ Time Remark

STT S6 budng Thoi gian Ghi cha
| 219 5h00 Goi di¢n 1én phong
2 312 5h30 Bam chudng

5h sang hom sau (1€ tan goi dién thoai 1én buéng khach)

Khach: A 16, ai day?

L& tan: Da thua c6 Tran Ngoc Anh bay gid 1a 5h sang d3 dén gio c6 can

ching t61 bao thirc. Mo1 quy ¢6 day a.

Khach: Cam on c6 t6i da ddy roi.

Lé tan: Da khong co gi thua ¢d. Chao co.

b) Quy trinh phuc vu khi c6 nguoi ngodi dén gdp khdch luwu trii tai

khach san.

* Quy trinh

Khi c6 ngudi ngoai t6i xin gip khach & trong khach san 1€ tan can héi

cac thong tin sau:

+ Khach dang luu trd tai khach san 1a ai, s6 budng khach.

+ Thong tin vé khach vira dén.

+ Nhin vao 6 dé chia khoa.

TH1: C6 chia khoa & d6. Khach da di ra ngoai, néi ro véi khach vira toi

c6 thé ghi tin nhan lai cho khach hang dang luu trd.




TH2: Khong c6 chia khoa: Khach cé thé o trong khach san, moi khach
xudng tiép ban.

Chu y: Truong hop cho khéach la 1én budng.

- Bé nghi khach la dé lai gidy to tuy than.

- Nho nhén vién chi din khach 1én budng.

- B4o cho tryc ting va bo phan budng dé giam sat budng do.

- Khi nguoi la vé 18 tan kiém tra ngay sy an toan cta khach dang luu
trd. - Tra lai gidy to cho khach la.
- Chao khach.

* Ho1 thoai

Quy trinh phuc vu khi ¢6 nguoi ngoai
dén gap khach.

Lé tan: Xin kinh chao quy khach.

T6i c6 thé giup gi cho khach.

Khach: C6 Iam on cho t61 Ién gap

chi Tran Ngoc Anh ¢ phong 219.

L& tan: Vang xin quy khach chd cho gidy

lat. Da thua quy khach hién
gid chi Ngoc Anh c6 giri chia khoa tai day va di ra ngoai. Thé quy khach c6
mudn nhan gi khong?

Khéch: C6 lam on nhian dum t6i voi chi Ngoc Anh 13 4h chiéu gip nhau
tai cong vién Thu L¢.

L& tan: Da vang thé quy khach con ¢ yéu cau gi khac khong a.

Khach: Théi ¢6 1am on nhin lai chi 4y gitp toi.

Lé& tan: Chiing t6i s& nhén lai cho chj éy. Sau day to1 xin nhéc lai mot sb
thong tin 1a: Chi Phuong Linh em géi chi co nhén lai 14 hen chi Ngoc Anh 4h
chiéu ¢ cong vién Thu Lé c6 dung khong a?

Khach: Ping roi. Cam on ¢6. Chao ¢o.

Lé tan: Chao quy khach

(L& tan ghi phiéu nhin tin nhin dé vao 6 chia khoa cta khéach)



Khach san Muong Thanh
PHIEU NHAN TIN NHAN
Message Form
Tén khach (Gucst name): Tran Ngoc Anh
Budng s6 (Room number): 219
Trong lac 6ng (ba) ra ngoai
While you were out
Mr/Mrs/Miss: Miss Phuong Linh
bia chi (Address): 59 Thai Thinh - Déng Da - Ha No1
S6 dién thoai (Phone Number):
Goi dién (Telephoned) Mudn gip 6ng/ba (want tusee you)
s€ goi lai (will call again) Khan cip (urgent)

Nhin lai (Message):

Hen gap chi Tran Ngoc Anh 4h chiéu tai cong vién Thu L¢.
Hoi: 2h15'
Ngay 8 thang 10 nam 2007 Ngudi nhan (Taken by)

Nguyén Thé Phuong

(Khi khach d3 ra ngoai va tré vé khach san)

Khéch: Chao c6. T6i mudn 13y lai chia khoa phong.

L& tan: Da thua quy khach & phong bao nhiéu a?

Khach: Té1 ¢ phong 219

L& tan: Da thua quy khach day 1a chia khéa phong ciia quy khach va
trong khi quy khach ra ngoai c6 em gai cua quy khach 1a chi Phuong Linh c6
dén gip va co dé lai 16i nhan cho quy khéach.

Khach: Cam on ¢6, chao co.

L& tan: Xin kinh chao quy khach.

¢) Phuc vu mua vé giup khach

* Quy trinh



Khi khach c¢6 nhu cau mua vé xem phim, may bay, xe Itra v.v.. nhan
vién I€ tdn can nam dugc cac thong tin.

- Tén khach hang va s6 budng.

- Dia diém khach can dén.

- Thoi gian xuét phat.

- Sb luong vé

- Céc yéu cau dic biét khac.

* Hoi thoai (khi khach c6 nhu ciu mua gitip vé)

L& tan: Xin kinh chao quy khach t6i c6 thé gitp gi cho quy khach.

Khach: Chao c6. C6 ¢ thé mua gitp t6i vé xem ca nhac duoc khong?

L& tan: Da vang tat nhién 1a dugc roi thua quy khach. Quy khach lam
an cho toi biét quy danh va s6 budng ctia quy khach.

Khach: Tbi 1a Tran Ngoc Anh - & phong 219.

Lé tan: Da vang thua quy khach.

Khach: T6i thdy em toi bao tbi mai & Giang V& c6 ban nhac "Buc
tuong" dén biéu dién nén t6i mudn di xem thir. C6 hdy mua giup t6i nhé néu
mua duogc ngay toi nay thi tot.

L& tan: Da thua quy khach mudén dit mua bao nhiéu vé véi sb luong
bao nhiéu nguoi a?

Khach: C6 mua cho t6i 2 vé nhé dé t6i con ra ban t6i di cting cho vui.

L& tan: Vang. Thé quy khach c6 yéu cau gi khac khong a?

Khach: Khong, cdm on co!

L& tAn: Vang ching t6i s& dit mua 2 vé vao t6i mai.

Khach: Cam on co!

L& tan: Toi xin nhic lai mot s6 thong tin: Chi Tran Ngoc Anh & phong
219 ¢6 dat mua 2 vé xem ca nha & si€u thi Giang Vo vao tbi ngay mai 9/10.
Co6 ding khong a.

Khach: Dling r6i cdm on c6.



L& tan: Thua quy khach, quy khach mudn ching t6i mang 1én budng dua
cho quy khach hay gt lai quay 18 tan a.

Khach: C6 cir ¢ dudi 18 tan cho t6i. Khi nao di toi s& qua lay ludn.
Cam on c6. Chao cd.

Lé tan: Da vang xin chao quy khach.

d) Phong bao tai san

* Quy trinh

Khi khach c6 nhu cu gui tai san bang hinh thirc phong bao tai san 18
tan can thyc hién mot sd cong viée:

+ Pua phong bao co khach kiém tra va cho tai san vao d6. Bao khach tu
niém phong va ky niém phong.

+ Viét s6 budng, tén khach 1én phong bi va cit phong bi tai san vao két
an toan cho bo phan 1€ tan.

+ Lap phiéu bién nhan va giao cho khach, nhic khach giit can than.

+ Yéu cau khach xuat trinh gidy bién nhén, khi 13y tai san.

* Hoi thoai (khi khach c6 nhu cau gui do)

L& tan: Xin chao quy khach. Téi ¢ thé giup gi cho quy khach.

Khach: T6i mudn gii mot it dd chi giup toi chir

L& tan: Da vang thua quy khach. Chung t6i ¢6 hinh thirc giri d6 bang
phong bao tai san. Quy khach ¢6 mudn st dung hinh thtrc nay khong a?

Khach: Vang cling duoc

L& tan: Da thuwa quy khach. Pay la phong bao tai san mdi quy khach
kiém tra xem c6 an toan hay khong. (sau khi khach kiém tra va cho tai san vao
trong roi dan lai va ki niém phong).

L& tan: Da thua quy khach vui long cho t6i biét quy danh va sb phong
cua quy khach.

Khach: Téi 1a Tran Ngoc Anh phong 219.



L& tan: Xin quy khach chd cho gidy lat. Pay la gidy bién nhan cia quy
khach. Quy khach hay giir né cn than va chung t6i s& cin cr vao gidy bién
nhan dé giri lai d6 cho quy khéch.

Khach: Vang cam on co!

L& tan: Da thua quy khach c6 yéu cau gi khac khong a?

Khach: Khong, cdm on c6. Chao co.

L& tan: Xin kinh chao quy khach.

* Nhan lai dd

L& tan: Xin kinh chao quy khach.. T6i c6 thé giup gi cho quy khach.

Khach: Ti mudn 13y lai dd hém trude toi guri.

L& tan: Da vang quy khach vui 1ong cho t6i xem gidy bién nhan.

Khéach: bay thua co.

L& tan: Xin quy khach vui 10ng cho trong gidy lat. Da thua day 1a do
ctia quy khach moi quy khach kiém tra xem c6 dii khong a.

Khach: Du roi, cam on cd.

L& tan: Xin quy khach vui long viét gidy bién nhan cho chung toi 1a da
nhan du tai san, quy khach vui long ghi ré ngay gid quy khach nhan lai d6 roi
ky vao dé a.

Khach: Nhu thé nay da du chua thua co.

L& tan: Da duogc roi a. Cam on! Quy khach c6 yéu cau gi khac khong a.

Khach: Khong cdm on c6. Chao co.

L& tan: Xin chao quy khach.

e) Dat ché nha hang givp khdch

* Quy trinh

Khach c6 nhu cau dit chd nha hang, 18 tin can phai hoi khach nhiing
thong tin.

- Loai thurc an khach yéu cau

- S6 lwong khach an

- Ngay gio an



- Gia tién cho 1 bira an.

- Vi tri ban an

- Nhu cau vé phuong tién dua don

- Céc yéu cau dic biét khac.

* Ho1 thoai:

Quy trinh dit chd nha hang gitp khach.

L& tan: Xin chao quy khach. Téi c6 thé gitp gi cho ngai?

Khach: Ti mudn dit trude chd an nha hang duge khong?

L& tan: Da vang, han hanh duoc phuc vu ngai. Ong mudn an vao thoi
gian nao a.

Khach: C6 dat gitip t6i mot ban danh cho 4 nguoi vao lac 19h30 t6i

Leé tan: Da vang. Thé ngai muon dung

nay. o Neve
mon gi cho bira to1 nay a.

Khach: C6 dat cho t6i 4 xuat my Y, 4 xuét

bo bit tét khoai va 4 dia bo

tung xéo va 1 dia sa lat Nga.

L& tan: Da thua ngai. Ngai muén dit 4 suit ndy vdi gia bao nhiéu tién 1
Xuat a.

Khach: Uhm. Khoang 200.000d/suat. Ma c6 dit cho toi ban nao gan cira
s6 nhin ra mat phd nhé.

L& tan; Da vang. Thé ngai con yéu cau gi khach khong a?

Khach: Théi toi nghi nhu vay 1a du roi.

L& tan: Vang a. Ngai lam on cho ti biét quy danh va s phong cua

ngai. Khach: T61 la John Terry phong 444.

L& tan: Da vang. Sau day t6i xin nhic lai mot s6 thong tin. Ngai John
Terry phong 444 dat 4 suit an luc 7h30' tdi nay tai nha hang cho 4 ngudi bao
gb6m 4 xuat mi Y, 4 xudt bo bit tét khoa, 4 dia bo ting xéo va 1 dia salat Nga.
Véi gia 200.000d/suat. Va ngdi gan cira s6 nhin ra mit phd. Da thé dd du chua
a.

Khach: D rdi cam on cd.

L& tan: Da khong c6 gi thua ngai. Xin chao va chuc ngai co 1 budi toi

vui vé va mot bita an ngon.



Khach: Cam on c6! Chao co!

D. Thanh toan va tién khach di 1é tai khach san Mojong Thanh
* Quy trinh

Buoc 1: Chao khach va goi y giup do.

Budc 2: Hoi thong tin vé khach

Buodc 3: Hoi khach xem c6 sir dung d6 uong ¢ minibar khong?

Buéc 4: Bao cho cac bo phan co lién quan trong khach san vé viéc khach

thanh toan tra budng.
Buéc 5: Hoan tat hoa don va dua hoa don co khach ky.
Budc 6: Thanh toan tién va dua hoa don cho khach ky
Budc 7: Pé nghi khach tra lai chia khoa phong

Budc 8: Xin y kién dong gdp cua khéach vé cac dich vu hodc dé xuat véi

khach san.

* Hoi thoai (khi khach mudn thanh toan tién

phong) L& tan: Chao co: Tdi c6 gitip gi cho cd?

Khach: T6i mudn thanh toan tién phong.

L& tan: Da vang. Xin anh cho cho gidy lat dé t6i kiém tra. Da thua anh
c6 dung gi thém trong minibar khong a?

Khach: T6i c6 udng 2 chai bia va 1 chai nuéc khoang.

L& tan: Da vang day 1a hoa don ciia anh. Anh kiém tra xem c6 dung
khong a?
Khéach san Muong Thanh

HOA PON THANH TOAN TONG HQP

Tén khach: Tran Trung

Budng sb: 444

bia chi: 100 Pham Héng Thai - Ha No1

Ngay dén: 9/10/2007 Ngay di: 11/10/2007

Ngay 9 10 11 Téng




Luu tra 180.000 | 180.000 | 180.000 540.000
An ubng 30.000 30.000 30.000 90.000
Bia 10.000 10.000 20.000
Nudce khoang 5.000 5.000

Tong cong 800.000

So6 tién bang chit: Tam trim nghin dong chin

Ngay dén: 9/10/07
Khach san: Muong Thanh

Ngay 11 thang 10 nam 2007

Chit ky ctia nhan vién

Nguyén Thé Phuong
HOA PON GTGT
Lién 2 (giao cho khach hang)

Dia chi: D6 Thi Linh Pam - Ha Noi

Dién thoai: 6413178
Fax: 6413182

S6 phong: 218

S6 nguoi: 1 ngudi

Hinh thirc thanh toan: VND

SH 710299
Ngay di: 11/10/07

TT| Ténhanghoddichvu | VT | S6 luong Pon gia | Thanh tién
1 |Luu trt Ngay 3 180.000 | 540.000
2 |An udng Bira 3 30.000 90.000
3 |Po udng:

Bia chai 2 10.000 20.000
chai
Nudc khoang 1 5.000 5.000
Tong s6 800.000




Cong tién hang 800.000

Thué suat 10% VAT Tién thué GTGT 10% 80.000
Tong sd tién thanh toan: 880.000




So6 tién viét bang chir: TAm trdm tAm muoi nghin dong chan.

Khach hang Nguoi thu tién Ké toan truong Thu truéng don
Tran Trung Nguyén Thé vi
Phuong

L& tan: Tong s tién anh phai thanh toan 1a 880.000d bao gdm 10%
VAT. Anh vui long kiém tra gitip toi.

Khach: Pung rdi day.

Lé tan: Xin anh ky x4c nhan vao héa don. Day 1a hoa don ctia anh moi
anh giit 1y 1 ban.

Khach: Cam on

L& tan: Py 13 ching minh thu cta anh. Anh vui 10ng kiém tra lai. Xin
anh cho t61 xin lai chia khoa phong.

Khach: N6 day gt lai anh.

L& tan: Cam on anh. Sau day nhan vién khuan vac hanh 1y s& gitip anh
dua d6 1én xe. Chiic anh 1én dudng thuong 16 binh an va hen gip lai anh trong
1 ngay gan ddy. Chao anh.

Khach: Chao anh.

VI. QUY TRINH PAT BUONG TRA]OC CHO KHACH POAN

A. Quy trinh

Budc 1: Chao khach va tiép nhan yéu cau cua khach.

Bude 2: Dam thoai v&i khach vé nhu cau dat buéng.

Buéc 3: Xac dinh tinh trang budng va thong bao cho khach.

Budc 4: Gi6i thiéu budng cho khach.

Buéc 5: Thong bao gia budng cho khach.

Budc 6: Hoi tén, dia chi, sé dién thoai, hinh thtrc thanh toan va cac yéu
cau khac.

Budc 7: Nhéc lai thong tin.



Budce 8: Chao va cam on khach.

* Bai hoi thoai (khach doan goi dién dit budng trude).

L& tan: Khach san Mudng Thanh xin nghe. Tdi c6 thé giup gi cho quy
khéch.

Khach: Vang chao anh. T61 goi dién tr Cong ty du lich Hon Gai L.
Poan khach ching t6i dén Ha Noi choi. Toi mudn dit 10 phong Standard va
chung t6i mudn & lai trong 2 dém tai khach san. C6 xem c6 thé dap tng duoc
cho chiing t61 khong.

L& tan: Xin quy khach chd trong gidy lat. Vang chung toi c6 thé dap
g duoc yéu cau cia quy khach. Tién thé quy khach cho t6i biét quy danh va
s6 dién thoai dé tién lién lac c6 duoc khong a.

Khach: T6i 1a truong doan, tén toi 1a Chu Nhat Thién, sé dién thoai
0924681357. Thé gia budng 1a bao nhiéu ha anh.

Lé tan: Da thua 180.000d/ngdy dem bao gom 10% VAT va 1 bita an
sang mién phi.

Khéch: Thé khi nao t6i phai tra né.

Lé& tan: Da thua quy khach vui long thanh toan trudc cho chung toi 1
ngay tién budng va chung toi s& xac nhan lai viéc dit budng cta quy khach
truge khi doan khach dén khach san.

Khach: Vang cam on anh. Ti s& chuyén tién qua tai khoan cta khach
san. Anh lam on fax cho to1 phiéu xac nhan dat buéng theo sd fax trén.

Lé tan: Da vang. Chung toi s& fax ngay cho quy khach.

Khach: Cam on anh. Chao anh.

Lé tan: Vang. Chao quy khach va hen gip lai quy khach.

SO NHAN PAT BUONG
Khach san: Muong thanh Ngay
9/10/2007 BT: 04.6413182
Ten doan | 86 uong Quéc tich 50 hwong Pon gia Loal Ngay dén Ngay di

khach khach phong phong




DL Hon|20 nguoi |Viét Nam |10 phong [180.000 |Standard |19/10/07 (21/10/07

Gail

Cac dich vu kém theo:
Gi4 trén bao gém an sang mién phi phong ndi bo.
Ha Noi, ngay 9 thang 10 nam 2007
Phu trach dang ky dat phong.
Nguyén Thé Phuong
B. Quy trinh lam thii tuc nhin budng cho khach doan.
* Quy trinh
Budce 1: Chao don doan khach da dén khéch san.
Buéc 2: Dan khéch t6i dai sanh nghi ngoi
Budc 3: Kiém tra moi chi tiét dat buéng cua doan khach

Budc 4: Dé nghi ting ca nhan dién vao phiéu dang ky muon gidy to cta

doan khach.

Budc 5: Hoi khach vé phuong thirc thanh toan
Budc 6: Thong bao s6 phong co khach va giao chia khoa phong
Budc 7: Goi cho bd phan budng giao phong cho khach.

Budc 8: Hoan thanh thu tuc dang ky cho khach san.

*  Hoi thoai (khach doan dén nhan budng tai khach san Muong
Thanh) L& tAn: Xin kinh chao quy khach d3 dén voi khach san chung

to1.

Khach: Chao anh. Téi 13 Chu Nhat Thién 14 trudng doan cia doan

khach du lich Hon Gai L. Tuén trude toi di dat phong tai day.




Lé& tan: Xin quy khach cho cho gidy lat. Vang anh di dit trudc tai day
10 phong loai standard vé6i gia 180.000d/ngdy dém bao gdbm 10%VAT va 1
bita sdng mién phi tir ngdy 19/1007-21/10/2007 c6 dung khong a.

Khéch: Pung rdi day.

L& tan: Xin anh vui 10ng gitip t6i giri phiéu dang ky nay cho cac thanh
vién trong doan.

Khach: Vang

(mdt lac sau)

Khach: Pay c6 xem con thiéu gi nita khong?

L& tan: Da du roi a. Cam on anh. Chung t61 da phan cho doan minh 1
day cua tang 3 tir phong 301 - 310 nhu thé c6 dugc khong a?

Khach: Cam on cd! Toi rét thich.

L& tan: Pay la chia khoa phong. Anh hiy vao phong phan budng cho
tung khach gitp t61 nhé.

Khach: Vang duoc roi. C6 clr yén tam.

L& tan: Cam on anh. Poan minh con c¢6 yéu cau gi khach khong anh?

Khach: Khéng, cam on anh. Bay gio chung t6i chi mudn di nghi thoi c6

gi to1 s€ goi cho anh sau nhé.

Lé& tan: Vang a. Sau day nhan vién khuan vac hanh Iy s& gitp quykhach
mang d6 1én phong. Xin anh n6i vdi moi ngudi trong doan 1a néu di ra ngoai
vui long giri chia khéa tai quay 1& tan. Chiic anh va doan khach ctia minh co
mot ky nghi that vui vé va thodi mai. Xin kinh chao quy khach.

Khach: Cam on anh. Chao anh.

C. Trinh tu phuc vu hanh ly cho khach doan t¢i khach san

Tiép nhén Kiém tra Chuyén hanh Ty | Ké khai
hanh 1y hanh Iy Ién cac budng hanh 1y

h 4

L J




* Tiép nhan hanh 1y:

- Khi xe hanh ly cua cong ty du lich ché hanh 1y ctia doan khach téi
khéch sau thi nhém trudng phu trach hanh 1y cung nhan vién hanh ly cung véi
nhan vién 4p tai hanh 1y cua cong ty du lich kiém diém va chuyén hanh Iy 1én
Xe.

* Kiém tra hanh 1y:

- Sau khi chuyén hét hanh 1y xubng xe, nhan vién hanh 1y d6i chiéu sb
luong hanh 1y va kiém tra lai xem hanh 1y c6 bi hu hong khong. Sau d6 ghi
vao bién ban nghi¢m thu hanh ly ctia khach di theo doan: Tén cong ty du lich,
sO xe, s6 lugng va tinh trang hanh 1y, hai bén k¥ x4c nhan.

- Xép hanh 1y ngay ngén tai dai sanh, 1ay lugi budc chum lén.

- Ghi vao thé hanh 1y: Tén doan khach, s6 lugng hanh 1y thoi gian t&i
khach san, budc thé hanh 1y vao luéi.

* Chuyén hanh 1y Ién cac budng.

- Nhom trudng cin ctt vao danh sach doan dé phan cong nhan vién cua
minh chuyén hanh 1y 1én cic budng cho khach.

- Cac nhan vién hanh 1y cin ctr vao tén s6 budng ciia khach duoc phan
cong, chuyén hanh 1y 1én cac budng.

* K€ khai hanh 1y

- Nhan vién phu trach hanh 1y ké khai chinh x4c vao s6 hanh 1y chuyén
vao mdi budng va phai ddi chiéu vé6i tong sé hanh 1y khi ban giao.

- Nhom trudng phu trach hanh 1y yéu cau truong doan ky nhan vao céc

s0 ké khai hanh 1y cua cac nhan vién hanh ly.



SO KHAI BAO PANG KY TAM TRU

Teén khach Quéc tich Nam sinh Noi dang S6 CM,H,C Ng,ély Ngay di Bué?ng Nhén Xéac nhan| Ghi
Nam | N ky ngay cap, noi | dén sO vién cong an | ch
HKTT cap trinh bao u
Tran Thuy Linh | Viét Nam 1992 [S6 10 Truong|SH CMT:| 19/10 | 2110 | 301 |Nguyén
(DL Hon Gai I) Dinh- Ha Noi 012345678 Thé
Phuon
g
Tran Diém Quynh |Viét Nam 1990 |S6 1 Hoang Hoa  |S6 CMT: 19/10 | 2110 | 302
Tham - HAN6i 023245871
Pham Thu Van  [Viét Nam 1987 [S62 HoaLu-Ha |[S6 CMT: 19/10 | 2110 | 303
Noi 413525607
Vi Hiru Duong | Viét Nam | 1987 S6 6 Tran Nhan [S6 CMT: 19/10 | 2110 | 304
Tong 012366899
Pham Thu Phuong |Viét Nam 1984 |S6 5 Tan Mai S6 CMT: 19/10 | 2110 | 305
139728640
Vuong Manh Quan [ Viét Nam 1985 [S6 9 Trudng Chinh [S6 CMT: 19/10 | 2110 306
- Ha Noi 223578902
Pham Thanh Tung |Viét Nam | 1986 S6 4 Pinh Cong - S6 CMT: 19/10 | 2110 304
Ha Noi 432389674
Ho6 Ngoc Ha Viét Nam 1988 [S6 7 Ton That|S6 CMT: 19/10 | 2110 | 308
Tung 914253746
Nguyén Anh Tudn [Viét Nam | 1989 S6 8 Hoa Ma S6 CMT: 19/10 | 2110 | 309
868231245
Lé Quang Viét Nam | 1980 S6 3 Pai La S6 CMT: 19/10 | 2110 | 310
288455697







D. Phuc vu khach khi loju tru
1. Dich vu buu dién

1.1. Phuc vu khach goi dién duwong dai

Lo y 5 A _ . o Dién thoai
Nhic may | Nghe yéu cau | Tramid vang| |DPang ky van o, h
. J , > N > Y *Inoi may cho|—*
chao hoi cua khach ma nuac tong dai 1y
khach
Theo dai Vio sb sdch Tinh va lam Chuyén cho nhin
™ thoi s > »  bién lai * vién thu ngan dé
101 glan ] , ,
cuoc phi thanh toan

Khi khach c6 nhu cau goi dién thoai duong dai, nhan vién tong dai tiép
nhan yéu cau cua khach, hoi khach mot sd thong tin nhu: tén khach, sb buéng,
dia chi, s6 thué bao. Tra mi nudc, mi ving va ding ky voi tong dai v.v.. Néu
khach goi dién ra nudc ngodi: bam 00 + ma nude + ma ving + s thué bao.
Néu khach goi dién thoai trong nudc: BAm 0 + ma ving + s6 thué bao. Khi ¢
tin hiéu tra 101 tir dau day bén kia thi chuyén may cho khach. Nhan vién téng
dai theo ddi thoi gian khach goi, 1am phiéu thanh toan cho khach gdm: cudc
phi buu dién + % gia cudc buu dién. Chuyén phiéu thanh toan cho nhan vién
thu ngan dé cip nhat vao bang tong hop chi phi cia khach va sau nay 1én hoa
don thanh toan cho khach.

* Bai hoi thoai (khach muén goi dién ra ngoai)

L& tan: Chao chi. Em c6 thé giup gi cho chi?

Khach: Chao c6. T6i mudn goi dién cho 1 nguoi ban. Toi ¢6 thé ndi may
gitp t61 dugc khong.

L& tan: Chi vui long cho em biét tén va s phong.

Khéch: T6i 1a Nguyén Thi Lan & phong 302 ctia doan Du lich Hon Gai.

L& tan: Da vang. Chi vui long cho ti biét sé dién thoai toi s& ndi may
cho chi.

Khach: Sb dién thoai 1a: 046811125



L& tan: Cam on chi. Chi cam may 1én di c6 tin hiéu tra 1oi roi day.
Khéch: Vang. Cam on em.

(1 uc sau)

L& tan: Cudc goi cua chi hét 10 phut thua chi.
Khach: Vang
L& tan: Chung t6i s& viét hoa don thanh toan cho chi.
Khach: Cam on em. Chao em
L& tan: Chao chi.
Hotel: Muong Thanh
PHIEU THANH TOAN (GOI PIEN THOALI)

Thot gian Sé phong Thanh

TT Tén khach Ngay goi | Gio goi .
(phtt) tién

1 |Nguyén Thi Lan | 20/10/07 4hl15 10 phut 302 25.000

(DL Hon Gai I)

1.2. Phuc vu dién thoai khi co khach bén ngoai goi dién cho khach

Thong bao
cho khach
luru tri

Nhic may | Tiép nhin yéu R Chuyén may Két thie

chao hoi ciu cia khach

L J
k
h 4

- Tuoi cuoi tra 101 dién thoai cia khach.

- Héi tén khéach can gap, hdi tén, dia chi ctia khach goi.

- Goi dién lén buéng va thong bao cho khéch luu tri tai khach san biét
néu khach dong ¥ gip thi chuyén may cho khach.

- Két thiac cong viéc.

* Hoi1 thoai: (Khach ngoai goi di¢n cho khach doan dang luu tri)

L& tan: A 16. Khach san Muong Thanh xin nghe. Toi c6 thé gitip gi cho
quy khach.




Khach: Chao c6. T6i muén gip chi Nguyén Thi Lan & phong 302 ¢6 ¢6
thé ndi may cho t6i dugc khong?

L& tan: Vang a. Thua 6ng, 6ng co thé cho t6i biét quy danh cta ong
khong a?

Khach: Tbi 1a Tudn anh cta ¢6 Lan & phong 302.

Lé tan: Vang. Xin ong doi cho gidy lat.

L& tan: A 16! Chi Lan déy a c6 anh Tuén goi dién cho chi, chi co déng y
gip khong a. Néu chi dong v toi s& ndi may cho chi.

Chi Lan: Vang. Cam phién chi ndi méy cho t6i dé toi néi chuyén véi
anh Ay.

L& tan: Véang a. Toi s& ndi may ngay day.

Chi Lan: Cam on chi. Chao chi.

L& tan: Khong co gi a. Chao co.

1.3. Nhdn buwu phdm cho khdch

Khi ¢6 buu pham dugc giri nhan vién 18 tan nhin vao 6 dung chia khoa
budng xem khéach co ¢ trén budng hay khong. Néu khach cd & trén budng,
moi khach xudng nhan buu pham. Néu khach khéng cé trong phong khach
san thi nhan vién 1& tin nhan thay khach va thuc hién cac budce sau:

- Budc 1: Khi nhin buu phidm nhén vién can dong dau thoi gian va
ngay thang buu pham.

- Bué6c 2: Cung véi nhan vién buu dién ky vao s6 nhan buu pham.

- Budc 3: Phan loai buu phim va dic biét xem lai buu pham nao 1a
thuc pham dé 6i thiu thi bao quan giup khach.

- Budc 4: Khi khach vé ngay 1ap tirc chuyén buu pham cho khach va
yéu cau khach ky xac nhan.

* Ho1 thoai

L& tan: Chao anh. Téi c6 thé gitp gi cho anh.

N/v buu dién: Chao anh. Téi mudn gui cho chi Pham Thu Vén phong
303 birc thu anh ¢ thé goi chi Van gitp toi duogc khong a?



L& tan: Hién gio chi Van dang di ra ngoai. Toi ¢ thé nhan thay chi dy

dugce khong? Khi nao chi Van vé t6i s& gui lai cho chi y.

ngoai

N/v buu dién: Vang. Cam on anh. Mo1 anh ky vao day 1a da nhan giap

Lé tan: Vang. Cua anh day.

N/v buu dién: Khong c6 gi. Chao anh.

(mdt lac sau)

Khéach: Anh lam on cho t61 nhén lai chia khoa phong 303.

Lé tan: Vang. Chi 1a Pham Thu Van & phong 303 a. Vira ndy chi ra

nén c6 ngudi giri buu pham cho chi nén t6i da nhan giup chi. N6 day giri

chi. Moi chi ky vao day gitp toi.

Khach: Cam on anh. Chao anh.

Lé tan: Khong c6 gi thua chi. Pay 1a phan sy cua t61 ma. Chao chi.

Biéu: SO NHAN BQ]U PHAM Hotel: Muong Thanh
Ngay Tén khach Budng | Gionhan | Khachky Gio
thang sO xac nhan chuyén cho

khach
20/10/07 | Pham Thu Van 303 3h10' X 4h20'
(DL Hon Gai I)

1.4. Phuc vu khdch ldy phiéu an sing

* Quy trinh

- Chao khach

- Hoi tén khach va sb budng khach

- L4y phiéu an sang cho khach.

- Chi dan khach vao khu vuc dn sang.

* Hoi thoai (giup khach 1ay phiéu an sang)

L& tan: Xin chao chi. Em c6 thé giup gi cho chi?




Khach: Chao c6. T6i muén lay phiéu an sang cho ca doan.

L& tan: Da thua chi 1am on cho biét tén doan va s6 luong budng cua doan
khéch.

Khach: Xin chi cho cho gidy lat. Pay 1a phiéu an sang cta doan chi.
Moi chi kiém tra.

Khach: 1,2,3...20. bu r6i. Cam on em, chao em.

Lé tan: Chao chi.

Biéu: Mau phiéu in sang Khach
san: Muong Thanh

PHIEU AN SANG

Ngay 20/10/07

Buong s6: 304
Tén khach: Vi Hiru Duong (Poan Du lich Hon Gai 1)
Kinh moi quy khach dn sing mién phi tai nha hang cta khach san.
Thoi gian tir 6h dén 9h.

Min cam on!

1.5. Nhédn chuyén fax giip khdch

* Nhan Fax giap khach.

Quy trinh:

Budc 1: Kiém tra sb trang fax

Budc 2: Phan loai fax cua khach san va cua khach.

Budc 3: Ghi cac thong tin vé Fax vao s nhan Fax.

Budc 4: Phan loai Fax cua timg khach, cho vao phong bi chuyén ngay
co khach va yéu cau khach ky nhan.

* Hoi thoai (nhan Fax gitp khéch).

L& tan: Chao chi.em c6 thé giup gi dugc cho chi?



Khéch: Chao em. Em cho nhan lai chia khéa phong 305 ctua doan du
lich Hon Gai 1.

L& tan: Vang. Chj vui long cho em biét tén.

Khéach: T6i1 1a Pham Thu Phuong

L& tan: Thua chi Phuong vira ndy & Cong ty Phuong Nam cua chi co
Fax cho chi 1 ban Fax em thay chia khoa cta chi giri & ddy nén em da nhan va
cho vao phong bi cho chi. Chi kiém tra va ky nhan cho em nhé.

Khach: Vang. Toi vua di ra ngoai hong gidé. Cam on em da nhan cho
chi nhé! Pu rdi em a. Chi ky r6i ddy, ciia em day.

Lé tan: Cam on chi!

Khach: Cam on em nhé! Chao em!

L& tan: Khong co gi chi a. Pay 1a trach nhiém cta bon em ma. Chao

chi!
Biéu: SO NHAN FAX
Ngay | Ténkhich |PUOM8| Congty| SO | G0 | Giochuyén |\ o nhan
sO trang [ nhan | cho khach

21/10/07|Pham  Thu[305 [Phuong |1  [2h15'[|2h45’ Nguyén Thé

Huong (Poan Nam Phuong

DL Hon Gai I)

- Gui Fax giup khach.

* Quy trinh:

Khi khéach c6 yéu cau giri Fax, nhan vién 18 tan can:

Budc 1: Thong bao vai khach gid Fax cua 1 trang cho khach.

Budc 2: Kiém tra so trang Fax khach can gi.

Budc 3: Nhanh chéng gui Fax cho khach, 1an luot giri céc trang Fax co
khach t6i trang cudi ciing, tranh guri Fax thiéu trang cho khach.

Budc 4: Lap phiéu thanh toan dich vu giri Fax va yéu cau khach ky

nhan.

* Ho1 thoai (khi khach mudn guri Fax)




L& tan: Chao quy khach. T6i c6 thé giup gi cho quy khach?

Khach: Véang chio anh. Téi mudn anh gui gitp t6i Fax dén cong ty cb

phan duong sit. Toi & phong 306.

L& tan: Da vang duoc thua quy khach. Khach san Mudng Thanh cua

chung t6i c6 quy dinh gia cta 1 trang Fax 1a 5.000d quy khach c6 dong ¥ gui

khong a?

Khach: T6i dong .

L& tan: S Fax cta quy khach can Fax 14 5 trang c¢6 dung khong.

Khach: Vang. Pung r6i anh a.

Lé tan: Vang. Vay tdi s& gui Fax ngay cho quy khéach day.

Khach: Cam on anh!

L& tan: Khong c6 gi thua quy khach. Cam phién quy khach ky nhan 13

da gui Fax vao day cho khach san chung t6i a.

Khach: Véang. T6i ky r6i ddy. Giri anh, chio anh.

L& tan: Cam on quy khach - chao quy khach.

Biéu: SO GUI FAX

Budn | . SO |Tho [ Gi | Nousi Chit ky
Ngay| Tén khéach 2 | SO Fax | luong |i o & Nudc | cua
g so . . thuc .
trang |gian| gui hién khéch
Fax | Fax i
21/10(Vuong 306 |N°1234|5 trang| 4h | 4h15|Nguyén Thé| Viét | Quan
Minh Quén Phuong Nam

1.6. Quy trinh tiép nhén va bdo thirc khdch doan cia khdch san Muong

Thanh

* Quy trinh

- Chao khach va tiép nhan yéu cau

- Hoi tén khach, s6 budng va thdi gian bao thirc va ghi vao phiéu nhan

bao thurc khach.

- Nhic lai cho khach nghe moi théng tin vé yéu ciu bao thirc ciia

khach.




- Ghi s6 giao ca dé ca sau luu y bao thirc khach.

* Ho1 thoai (bao thirc khach doan)

L& tan: A 16. Xin chao quy khach tdi c6 thé gitp gi duge cho quy
khéch.

Khach: Vang chao c¢6. T6i 1a Nguyén Hai Yén & doan khach du lich
Hon Gai 1. Sang mai doan du lich Hon Gai I cua ching t61 s€ di choi vao lac
5h30 sang. Cam phién c6 hiy danh thirc doan chung toi day.

Lé tan: Da vang duoc a. Quy khach mudn chung t6i bao thic béng hinh
thirc ndo a? Goi dién 1én budng hay cho ngudi 1én tan budng goi quy khach.

Khach: C6 hiy cho ngudi 1én tan budng goi cho toi nhé.

L& tan: Vang vao lic 5h30 co yéu cau bao thirc va bang hinh thirc cho
nguoi 1én tan budng goi co dang khong a?

Khach: Pung r6i. Cam on ¢d! Chao cb.

L& tan: Khong co gi thua quy khach.

Hotel: Muong Thanh Ngay
21/10/07 Wake up call request
PHIEU NHAN BAO THUC
Taken by: Phuong
NO Room N° Time Hinh thirc bao Remake

STT |  S6 budng Thoi gian thirc Ghi chu
| 301 5h30' Lén phong goi | Poan DL Hon Gai
2 302 5h30'
3 303 5h30'
4 304 5h30'
10 310 5h30'

* Thuc hién bao thirc




(Nhan vién dé tén 1én cac phong gd cura xung tén va goi lan lugt cac

phong tir 301 - 310 dé béo thuc).

VD: L& tan goi phong 301
L& tan: Go ctra "Coc, coc"
Khach: Ai day

L& tan: T6i la Nguyén Thé Phuong nhan vién bd phan 1 tan. Bay gio

da 1a 5h30' moi quy khéach day cho.

Khach: a cdm on anh rat nhiéu. T61 vua day xong. Anh di goi céc

phong khach gitp t61 nhé!

viéc:

L& tan: Khong co gi thua quy khach. Chuc quy khach 1 ngay vui vé.

Khach: Cam on anh! Chao anh.

Lé tan: Chao quy khach.

1.7. Quy trinh chuyén buéong cho khdch

* Quy trinh

- Khi khach ¢6 yéu cau chuyén budng 18 tan can thuc hién mot sb cong
+ Tim hiéu 1y do chuyén budng ctia
khach.

+ Thuyét phuc khach ¢ lai budng va tim
cac bién phap khac phuc.

+ Néu phai chuyén budng thi kiém tra
kha nang dap tng cua khach san.

Néu dap tmg duogc thi chuyén cho khéach.

+ B4o bd phan budng vé viéc khach chuyén.

+ Thong béo sd budng va gia budng cho khach.

+ Viét phiéu chuyén budng va chuyén cho khach ky.

+ Thong bao nhéan vién hanh 1y giup khach chuyén budng.
+ Ghi s vé viéc doi budng cuia khach.

+ Truong hop khach san khong con budng dé doi thi nhan vién thong

bao cho khach va mong khach hang thong cam va htra s& d6i budng ngay khi

c6 budng.

* Bai hoi thoai (chuyén budng khi khach yéu cau)



L& tan: Chao quy khach. Téi co
thé giup gi cho quy khéch.
Khach: Chao cd. Co ¢ thé doi
gia. gitip t61 budng khac dugc
khong?
L& tan: Da thua quy khach. Budng cua
quy khach dang dung c6 van dé

Khach: Diéu hoa trong budng to1 bi
hong ca dém qua t61 khong thé ngu

dugc vi qua nong.

L& tan: T6i lay 1am tiéc khi nghe diéu d6. Thé s6 budng cua quy khach
12 bao nhiéu. Chung t6i s& cho ngudi dén sta chita ngay lap tic cho quy
khach va t6i nghi 1a khong can doi dau a.

Khach: Toi dang & budng 310 cta doan Du lich Hon Gai I va t6i van
mudn ¢6 d6i budng cho t6i vi t6i dang mudn nghi ngoi ngay by gio.

L& tan: Da vang xin quy khach chd trong gidy lat. Vang chung toi c6
thé dap tmg duoc cho quy khach. Chung toi s& d6i cho quy khach budng 312
c6 dugc khong?

Khach: Thé gia budng nay 13 bao nhiéu?

L& tan: Da thua quy khéch, 1a 210.000d/ngy dém.

Khach: Sao dit thé budng trude cua toi 1a 180.0004d thoi co ma.

L& tan: Da thua quy khach. Pay 1a budng ¢ vi tri dep va co ti vi siéu
phang nén gia hoi cao hon so véi budng trudc cta quy khach.

Khach: Puoc rdi vay cam phién c6 doi giup toi.

L& tan: Da thua, quy khach lam on cho t6i biét quy danh.

Khach: Téi 1a Nguyén Hong Nhung.

L& tan: Pay la phiéu chuyén budng ctia quy khach, moi quy khach lam
on ky vao day a.

Khéach: bay gt co.

L& tan: Sau day nhan vién khuan véac hanh 1y s& gitip quy khach chuyén



d6 tir phong cua quy khach sang phong 312 a.
Khach: Vang. Cam on c6! Chao c6.

Lé tan: Chao quy khach.






Hotel: Muong Thanh

PHIEU CHUYEN BUONG

Name: Nguyén Hong Nhung

. Budng Gia budng | Gia budng Ngay
Buong cii Ly do
hién tai cl moi chuyén
310 312 180.000 210.000 | Hong diéu | 10h sang
hoa ngay 21/10
L& tan ky Nguyén Khach ky
Thé Phuong Nguyén Hong
Nhung

E. Thanh to4n va tién khach

* Quy trinh

Budc 1: Chuén bi danh sach khach di theo doan.

Budc 2: Chuan bi hoa don tong hop chi phi ciia doan va dua cho truong
doan kiém tra.

Budc 3: Chuan bi hoa don phu tro cho khach kiém tra va ky nhan.

Budc 5: Thanh toan tién cho doan khach va cho timg budng hoic timg
khéch.

Budce 6: Ky hoa don da thanh todn cho khach va guri tra cho khach 1 lién
cua hoa don.

Budc 7: L tan dé nghi khach tra lai chia koa budng.

Budc 8: Chao khach, chtc khach 1€n duong thuong 16 binh an va sém
hen gdp lai khach.

Hoi thoai (thanh toan cho khach doan muén tra phong)

Khach: Chao c6. T6i mudn thanh toan tra budng cho doan.

Lé tan: Da vang. Xin chao quy khach. Quy khach & doan du lich Hon
Gai c6 phai khong a?

Khach: Vang dung roi lac sang té1 ¢6 goi dién bao trudce roi day.



Lé& tan: Vang. Xin quy khach cho cho gidy lat. Da thua quy khach day
12 hoa don tong hop chi phi ctia doan khach. Mdi quy khach kiém tra va ky
vao day.
HOA PON TONG HQP

Ngay dén: 19/10/2007 Ngay di:

21/10/2007 Pon vi ban hang: Khach san Muong Thanh
Dia chi: d6 thi Linh Pam - Ha No1
S6 tai khoan: 04 6413182

Tén ngudi mua hang: Poan du lich Hon Gai I

S6 budng: 301 - 310

S6 luong khach: 10 ngudi

Tén hang hoa dich | S6 héa ] .| Thanh
TT DVT | SO luong | Pon gia ‘

vu don ti€n

301 |Luu tra 01234 [Ngay |3 180.000 [540.000

302 (Luu tra 34567 |[Ngay |3 180.000 [540.000
Goi dién thoai phut 1 25.000 25.000

303 [Luu tra 43762 |Ngay |3 180.000 [540.000
Nudc ngot Lon 2 10.000 20.000

304 |Luu tra 6822734 [Ngay (3 180.000 [540.000

305|Luu tra 47962 [Ngay (3 180.000 [540.000

306|Luu tra 98675 [Ngay |3 180.000 [540.000
Gui Fax 1252 trang 5 5.000 25.000

307 |Luu tra 32587 [Ngay |3 180.000 [540.000
Giat l1a Bo 2 10.000 20.000

308 [Luu tra 23254 |Ngay |3 180.000 [540.000
Bia Chai 2 15.000 30.000

309 (Luu tra 13579 [Ngay |3 180.000 [540.000

310|Luu tra 24689 [Ngay |2 180.000 [360.000

Dbi phong sang 31245789  [Ngay |1 210.000 [210.000

Tong chi phi: 5.550.000
Tién thué GTGT 10%: 550.000




Tong sd tién thanh toan: 6.100.000

S tién viét bang chir: Sau triéu mot trim nghin dong chan.
Nguoi mua hang Nguoi thu tién Ké toan trudng Thu truéng

Linh Nguyén Thé Phuong

L& tan: Da thua quy khach tong s tién ma doan khach 1a 6.100.000d.
Moi quy khach xem va kiém tra lai giup toi.

Khach: Vang dé toi xem.

(Khach kiém tra)

HOA PON DICH VU GIAT LA

Khach san Muong Thanh

bia chi: D6 thi Linh Bam - Ha N61

Tén khach: Nguyén Thu Trang

Budng s6: 307

Ngay 20/10/2007
STT | Tén hang hoa dich vu | Pon vi So lugng Pon gia | Thanh tién
1 |Giatla Bo 2 10.000 20.000
Tong sd 20.000

S6 tién bang chir: Hai muoi nghin dong chan.

Chtr ky cua khach Chir ky cua nhan vién
Nguyén Thu Trang Nguyén Thi Thity
HOA PON DICH VU BAR
Khach san Muong Thanh

Dia chi: D6 thi Linh Bam - Ha No1
Tén khach: Pham Thu Van

Budng sd: 303

Ngay 20/10/2007




STT

Tén hang hoa dich vu | Ponvi | Soluwong | Pongia | Thanh tién

Coca lon 2 10.000 20.000

Tong sd 20.000

S tién bang chit: Hai muoi nghin dong chan.
Chir ky cua khach Cht ky cua nhan vién
Pham Thu Van Pham Thao My
Khach: Vang ding roi thua ¢6. Cam on ¢!

Lé& tan: Vang cam on quy khach. Thua quy khach day 1a hoa don GTGT

cta timg khach lam on chuyén phiéu thanh toan cho ting khach giup to6i dé

moi thanh vién trong doan xem xem c¢6 gi sai so6t khong.

HOA PON GTG
(Lién 2 - Giao cho khach hang)
Ngay 21/10/07
Don vi ban hang: Khach san Muong Thanh

Dia chi: D6 thi Linh Pam S6 TK: 02463579

Dién thoai: 04.6413182 MS: 232425
Ho va tén nguoi mua hang: Vo Tong S6 budng: 308
Dia chi: 40 Truong Dinh - Ha Noi S6 TK:

2122143 Phuong thirc thanh toan: Tién mit

STT | Tén hang hoéa dich vu | BVT S6 lugng | Pon gia Thanh tién
1 |Luutrd ngay 3 180.000 | 540.000

2 | Db udng chai 2 15.000 30.000
Tong cong tién hang 570.000
Thué sudt GTGT: Tién thué GTGT 10% 57.000
Téng cong tién thanh toan 627.000

S tién bang chit: Sau traim hai muoi bay nghin dong




Nguoi mua hang K& toan truong Thu truong don vi

(KY,, ghi 16 ho tén) (K, ghi 16 ho tén) (K¥, dong déu, ghi ré ho
’ ' tén)



Vo Tong Linh

Khach: Pung hét tat ca rdi ¢6 a. Tién day c6 dém lai xem di du chwa?

L& tan: Da vang du roi a. Cam on quy khach. Pay 1a gidy to ctia doan
khach, moi quy khach kiém tra lai.

Khach: Du rdi cam on cd.

L& tan: Da thua quy khach day 1a hoa don tong hop ciia quy khach moi
quy khach giir ldy mot ban va quy khach vui 10ng cho t6i xin lai chia khéa cua
doan minh.

Khach: N6 day. Gri ¢6. Cam on c6 rat nhiéu trong nhitng vira qua.
Chao co.

L& tan: Khéng c6 gi thua quy khach. Pay 1a bon phan va trach nhiém
cia chung t61 ma. Sau day nhan vién khuan vac hanh 1y cua chung t61 sé gitp
quy khach chuyén do ra xe. Chiic ca doan 1én dudng thuong 16 binh an va hen

som dugc gap lai quy khach. Xin cam on!



PHAN III
NHAN XET PANH GIA TINH HINH HOAT PONG KINH
DOANH CUA KHACH SAN MJ]ONG THANH

I. NHAN XET PANH GIA CHUNG VE TINH HINH HOAT PONG KINH
DOANH CUA KHACH SAN MJ]ONG THANH

Sau thoi gian di vao hoat dong dén nay khach san da phat trién voi toc
d6 tang trudng cao vé s6 luong khach. Doanh thu cua nganh du lich néi chung
va nganh kinh doanh khéach san néi riéng dang dung trude tinh trang can dbi
gilra cung va cau. Trang thiét bi hién dai chua dua vao nhiing khach san vira
va nhoé, cac khach san 16n thi phan bd khong déng déu trén dia ban Ha Nai.
Hién nay khong nhimng thé con thiéu nhitng khu vui choi giai tri ciing nhu cac
ngudn thu hat khach chinh. Vi vy trong 2 nim trg lai ddy doanh thu c6 ting
nhung khéng dang ké, doanh thu nam 2005 1a 1.443.642 triéu dong trong khi
doé chi phi 1a 1.120.642 triéu déng, muc loi nhuan thu duoc chi 1a 341 triéu
d6ng, nguyén nhan chu yéu 14 do thién nhién, bdo lut va séng than gay nén, co
nhimg dai dich dau nam 2003 ¢ trén thé gi6i cling nhu ¢ Viét Nam d3 anh
huong truc tiép dén hoat dong kinh doanh cua khach san. Do d6 kéo theo
nganh du lich Viét Nam ciing bi anh hudng cong sudt st dung phong cia
khach san khi dau con thap, khach sir dung dich vy an udng giam tuy nhién
coi thang nam 2004 tinh hinh tr¢ lai binh thuong khach san lai don khach
quay tro lai.

II. Y KIEN PE XUAT DOI VOI KHACH SAN MJ]ONG THANH

Trén co so nghién ctu thuc té tai khach san Muong Thanh dé gop phan
nhd bé cia minh vao xu hudng chung cua khach san Iam tang hiéu qua hoat
dong san xuét ctia khach san. Em c6 vai dé xuét v4i ban 1anh dao nhu sau:

- Can phai nang cao tay nghé cho d6i ngii nhin vién, ngoai ra giam
dbc can quan tdm dén doi ngli nhan vién trong khach san, phai thudng xuyén

don doc nhac nhé nhan vién trong qua trinh l[am viéc.



- Pé nang cao hon nita chat luong phuc vu khach thi tao diéu kién mo
16p day ngoai nglr ngoai gio cho can bo, cling phai thuong xuyén mao 16p
huéng din dé ning cao tay nghé. Pong thoi dau tu thém co so vat chat ki
thuat hién dai va nang cip trang thiét bi trong nha hang va thuong xuyén quan
tam dén chat luong thuc pham, dung cu trong phong bép.

- Phéi thuong xuyén quang b4 marketing va dp dung chinh sach giam
gia cho nhitng dbi tuong khach quen, khach luu tra dai ngay.

- Khach san phai c¢6 miu biéu thim do y kién cua khach vé mot sd
dich vu trong khéch san.

- Cén tré hoa dbi ngil can bd dé ho kip thot nam bt thich hop phuc vu
khach khoa hoc tét cho nhu ciu ngdy cang ting cao ctia khach.

- Phai tao ra nhitng mén an dic trung, thyc don da dang phong pha dé
thu hut khach dén véi khéch san.

I11. Y KIEN PONG GOP PANH GIA HOAT PONG LE TAN TAI KHACH SAN

Bo phan 1€ tan ciia khach san hoat dong rat tot, cac quy trinh phuc vu
khach bai ban khoa hoc dugc rat gon so voi 1y thuyét ma em chua duoc hoc
trén 16p. Nhung vin phai mat thoi gian cho doi nhiing dap ing nhu cau can
thiét ctia khach ma vin dam bao quy trinh day du thu tuc khach san. Thai do
phuc vu khach nhiét tinh chu ddo nhung van c6 luc khong c6 trong khich san
dé chudng reo va doi ngili nhan vién con it c6 lac doan khach phai doi lau, con
c6 nhiing dong tac thura khi dang ky cho khéch.

- Vé hé théng dich vu thi khoa hoc va giam thiéu hoa nhiéu khau
khong can thiét dem lai sy hai long cho khach. Nghiép vu 1& tan khach san
Muong Thanh 14 dat tiéu chuan so v&i khach san cting xép hang nhung né van
ton tai nhitng kho khan riéng.

1. Ton tai va kho khin

- Nhén vién 18 tin chua phat huy duoc hét nang lyc ban than.

- Do tudi trung binh ciia cac nhan vién con cao nén it ¢ kha ning linh

hoat trong cong viéc.



TAt ca cac nhan vién 18 tan co trinh do
dai hoc nhung ngoai ngir con rat

kém.
- Co s& vat chat k¥ thuat tai quay 18 tan
con rat ngheo nan.
2. Bién phap khic phuc

Hién nay nudc ta dang chi trong quan
tam day du rat nhi€u vao nganh

du lich n6i chung va nganh kinh doanh khach san noi riéng. Tuy nhién ciing
con khong it nhiing khé khan con rai rac trong khach san Muong Thanh.
Trong d6 c6 bo phan 18 tan, qua day em co ¥ kién dong goép nhu sau:

- Nang cao trinh d§ ngoai ngit cho nhan vién.

- Tién hanh tré hao d6i ngii nhan vién.

- Hoan thién nang cip trang thiét bi tai quay 18 tan.

- Thuyc hién thi dua khen thudng v&i nhan vién mdt cach chinh xéac va
quan tam hon ntra.

- Tang cudng giao luu trao d6i kinh nghiém giira bd phén 18 tan cua
khach san v6i khach san khac.
IV. Y KIEN PONG GOP VOI CO QUAN

Nudc ta 1a mot nuéc dang phat trién ma nganh du lich nudc ta duge vi
nhu "con ga mai dé tring vang" ma lai la nganh cong nghi€p khong khoi vi
vay Pang va Nha nudc ta dang phai dau tu chu trong dén nganh cong nghiép
khong gay 6 niém nay. Em xin dua ra mét s6 ¥ kién nhu sau:

- Nha nué6c ta phai quan tim dau tu nhitng khu du lich sén c6 cai tao
nang cap tu bo dua vao hoat dong.

- Pau tu xdy dung cho vay von dé kinh doanh khach san & nhitng noi
du lich.

- Tao diéu kién thuan loi cho khach qudc té co diéu kién lam thu tuc
nhanh chong khi sang du lich tai Viét Nam.

- Pau tu phuong tién di lai ¢6 vu dii voi nhitng khach thuong xuyén st

dung.



- Lu6n quan tam dén gido duc dac bié¢t 1a nganh du lich tao co s¢ dao
tao riéng vé nganh nay.

D6 1a nhitng ¥ kién nho bé ciia em mong rang Nha nudc quan tim dé
nhirng ¥ kién d6 c6 thé phat huy dé phuc vu loi ich chung cua toan dan.

* Lién hé ban than:

Du lich Viét Nam dd va dang phat trién Pang va Nha nudc ta da chu
trong rat nhiéu dén nganh cong ngiép dich vu nay, tao diéu kién viéc lam cho
ngudi lao dong, cong viée nhe nhang khong gay 6 nhiém moi trudng. Tao cho
con nguoi thoai mai khi tham gia cong viéc nay. Ciing chinh vi 1y do nay ma
em d3 di hoc nghiép vu du lich chuyén nganh 1& tan. Em thay cong viéc d6
thich hop, hiéu biét rat nhiéu vé phong tuc tdp quan mét sé qudc gia ma em
chua co dip duoc biét. Qua thoi gian hoc tip em da duoc chi bao cua thay co,

ban bé d3 cho em hiéu thém vé nganh dich vu va nhat 1a nghiép vu 1€ tan.



KET LUAN

Nhitng nhén thirc cua em sau khi thyc tap trong khach san:

Sau 2 nam hoc 1y thuyét tai trudng Trung hoc Thuong mai du lich Ha
No6i va 3 thang thuc tip tai khach san Muong thanh, em da cé diéu kién dé
phat huy cac kién thuc thuc té hoc 1y thuyét dé ap dung vao thuc té. Pong thoi
cling 1a co hoi dé em hoc héi kinh nghiém trong nghé nghiép ciling nhu cach
cu X cia ban than vé&i ban be khach hang. Tur viéc thyc hién gitra hoc va
hanh giup em rat ra duge nhiéu kinh nghiém quy bau cho ban than nam chac
hon nita vé nghiép vu 1& tan khach san va tdm quan trong cua nd dbi véi
khach san. Day la tién dé viing chic cho em budc vao thuc t& lam viéc sau
nay. Em thdy nganh 1& tan khach san 1a mot cong viée tiép xtic véi rat nhiéu
nguodi trong va ngoai nudc.

Qua day em xin chan thanh cam on céc anh chi trong khach san Muong
Thanh d3 giup d& em trong sudt qua trinh thuc tap. Va di giup em oan thanh
ban bao céo nay.

Y kién dé xuat voi nha truong: Trong qua trinh hoc tip nha trudng can
phai t6 chtrc nhiéu hon nita cac budi tham quan du lich dé hoc sinh nim bat
thuc té nhiéu hon nita.

- Nha trudng can phai nang cao co s& vét chat nhu: ban, ghé dé phuc
vu hoc sinh trong hoc tap.

- Ngoai gid hoc chinh nha truong can mé thém céc 16p hoc thém tiéng

Anh nham b6 sung kién thirc cho hoc sinh.
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