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2. Phan tich Quy Trinh Phuc Vu Buffet

Budrc 1: Kiém tra va b6 sung dung cu phuc vu buffet sang:
Tiéu chudn: Nhan vién phdi co mdt truwdc 6h45p dé kiém tra va bo sung dung cu.

1. Kiém tra cac dung cu dung dé gap thirc dn da di va phu hop chua. Vi dy nhu mén

mi xao thap cam thi dung kep gap, mon thit bo ham thi phai dung mui ...

2. Kiém tra cac mén an da chuan bi day du chua, néu chua thi bao cho bép bo sung

vao.

3. Kiém tra va bd sung bang tén thirc dn c6 phu hop véi thirc dn di trung bay sin

khong.

4. Kiém tra va bo sung céac thirc uong nhu chuan bi nudc da cho khach sir dung (vi

mang ra sém nudc da sé tan hét), bo sung thém sita (vi sita rat dé bi hu nén khong

dugc mang ra som)...

5. Lay danh sach khach luu tra tai khach san & quay 18 tan. Sau d6 thong ké tong sb

khéch s€ an sang trong ngay.

Bwoéc 2: Mé cira nha hang:

Tiéu chudn: Diing 6h sing, nha hang da chudn bi ddy du dé phuc vu dn sding cho

khach.

1. Phan cong cac nhan vién vao cac cong moi khu vuc dé chao don, thu phiéu an va

sap xép chd ngdi cho khach..
Buwoce 3: Chao don khach

Tiéu chudn: Nhan vién phdi chao dén khdch ngay khi khdch viva dén cira



1. Tat ca khach duoc don tiép tai ctra ra vao bdi nhan vién cua Nha hang da duoc
phan cong véi nu cudi va anh mét (nu cuoi cach 3m va chio cach 2m khi khach
dén).

2. Chao khéch: “Good morning Sir/Madam. How are you today?”

3. Néu nhéan ra khach quen thi noi: “We are very please to see you again”, hay
“Did you sleep well last night?”

Bwoc 4: Tllu phiéu in siang cia khach:
Tiéu chudn: Tén khach sé dwgc hoi mot cach tw nhién va kin dao

1. Hoi xem khach can gi, néu khach mudn dn sang thi nhe nhang hoi khach phiéu an
sang.

+ Trudng hop néu khach co phiéu in sang, khi nhan phiéu xong cam on khach va dan
khach vao ban an. Sau d6 danh dau vao danh sach khach luu tra trong khach san
dé d€ theo doi.

+ Truong hop khach mét hodc quén phiéu dn sang, hoi sé phong ciia khach hoic xem
chia khoa phong cua khach, kiém tra néu ding trong danh sach khach luu tru thi
dan khach vao ban in.

+ Truong hop day la khach bén ngoai khong luu tra tai khach san, nhanh chéng bao cho
truong ca nha hang dé thu ngan nha hang in hoéa don rdi thu tién tryc tiép, sau d6
sap xép chd ngdi cho khach va din khach vao ban in.

2. Dbi v6i nhitng khach than thudc v6i nha hang, xung khach bang tén va chao hoi: «
We are very pleased to see you again, Ms/Mrs...” va dan khach vao ban in ma
ho thich. Vi mdi khach khi luu tri thudng xuyén tai khach san déu c6 mot chd
ngoi ua thich cho riéng minh. Hiéu va nhd viée d6 sé 1am cho khach c6 cam giac
minh dugc quan tim hon, tao su than thién va mén khach trong long khach hang.

Buéc 5: Hwéng din khach dén ban: ’

Tiéu chudn: Nhan vién phai dwa khach dén ban voi vi tri thich hop

1. Tuoi cudi va moi khach di theo “This way, please”

2. Néu 1a khach quen, c¢b gang xép ban noi ho thuong ngdi trir khi khach mudn thay

do1



3. Di trude khach dé din dudng, khoang cach giira khach va nhan vién khong qua Im
va chic chan khach di theo sau
4. B6 tri ban thich hop, ding dit gan ctra ra vao hay trudc 16i di vao nha vé sinh,
hodc ¢ gita nha hang néu khong can thiét
Buéc 6: Mdi khach ngoi: o ] ‘
Tiéu chudn: Khach dwoc tro giup khi ngoi, dé nghi giup dé tui xach hay quan do
1. Khach duoc moi ngdi boi bat ki nhan vién nao ¢ gan khach nhat
2. Kéo ghé moi khach ngdi, wu tién ngudi 1on tudi va phuy nix
3. Ghé tré em hay ghé cao phai dugc mang dén khi c6 khach tré em
Buéc 7: D?é nghi Cafe/tra: . .
Tiéu chudn: Nhan vién phdi dé nghi Cafe/tra trong vong 2 phut khi khach ngoi:
1. Phuc vu hoi khach dung cafe hay tra, diing bén phai khach va héi “Excuse me,
Sir/Madam. Would you like coffee or tea?” chi y mat nhin khach khi hoi.
2. Néu khach goi tra, hoi thim loai tra “What kind of tea would you like?” va giéi
thiéu nhitng loai tra nha hang c6 ban bing menu.
3. Néu khéach goi cafe, gidi thiéu cac loai cafe nha hang c6 ban bang menu dé tim
loai cafe ma khach mudn dung
Buéc 8: PEll_lC vu Cafe/tra: o
Tiéu chudn: Binh cafe/tra phdai sach, khong bi nut, mé hay co vét 6
1. Phuc vu mang cafe hay tra dén ban khach tir phia bén phai
2. Cafe duoc phuc vu trong mdt binh riéng, cdm quai binh bang tay phai, cafe duoc
rot tir phia bén phai khach vao tach khoang 3/4
3. Tra phuc vu giéng nhu cafe
4. Céan than khong 1am d6 hay nhéu cafe/tra trén ban hay 1én ngudi khach
5. Bbung quén nhin khach, mim cudi va chuc khach ngon miéng “Please enjoy your
coffee/tea, Sir/Madam” trudce khi ro1 ban.

Bwoc 9: Moi khach dung Buffet:
Tiéu chuin: Pwa ra 16i moi dé hwong khdch dén qudy buffet sing



1. Nhén vién phuc vu néi 161 moi khach téi quiy Buffet “Excuse me, Sir/Madam.
Please help yourself to the buffet when you are ready” va hudng tay vé quay buffet
moi khach va ro1 ban.

2. Chi dan cho khach cach bay xép cac moén an & nha hang dé khach dé dang tim

dugc thirc an ma minh mong mudn

Buéc 10: Hb trg khach order mén:
Tiéu chudn: Dam bdo phuc vu luén co mdt khi khdach co nhu cdu order mon tai qudy

1. Phuc vu hoi va nhan order cuia khach bf?mg cach héi “Excuse me, Sir/Madam. May
I help you?”
2. Tro giup khach mang thirc dn tir quy buffet téi ban khach “I’ll bring for you”.
Buéc 11: Fhuc vu thém cafe/tra:
Tiéu chudn: Phuc vu thém cafe/tra khi lung tach 1/3 va phuc vu khong qua 2 phut.
1. Duing bén phai khach
2. Hoi khach c6 dung thém cafe/tra hay khong “Excuse me, Sir/Madam. Would you
like some more coffee or tea?” va cho khéch tra 1o1.
3. Rét thém cho khach khi khach c6 nhu cau
4. DPlng bén phai khach, st dung tay phai cAm binh cafe/tra rot nhe nhang vao tach
phia bén phai cua khach.
Bwéc 12: '7I‘hu don dia: )
Tiéu chudn: Dia sé dwoc thu don trong vong 2 phut khi khdach cham dit mon an.
1. Viéc thu don duoc thuc hién béng 2 cach:
a. Thu don bang tay d6i véi cac loai dia an
b. Thu don bing khay ddi véi nhitng dung cu nho nhu ly, tach hay chén, dia
nho...
2. Thu don dia khi quan sat thdy cac dau hi¢u nhu: dit dao, mudng nia trong long dia,
dia dat sang mot bén, khach dung xong moén an... hoi khach “May I take it away,

Sir/Madam?”



. Khi khach dén quiy buffet dé 14y moén an khac, phuc vu phai chic chin 1a dia do

duoc thu don.

Thu don tir phia bén tay phai cua khach, sir dung tay phai dé thu don. Pung dé va
cham hay gat thirc an thura trudc méat khach. Don dia an, ly nudc trai cay... khi
khach da cham dat dung buffet.

. Tach cafe hay tra phai con dé lai cho toi khi khach ra vé

Buwéc 13: Don dep Buffet

l.

Vao luc khoang 9h50 nhan vién tit hét nhirng bép con cia thirc dn néng, mé nip
tat ca cac thirc an néng dé lam ngudi cac quay dung thirc in, dé dang cho viéc lau
chui.

Thu don tat ca cac vat dung trén ban an nhu duong, stra, dao, nia...

. Thay khan trai ban, lau chui khay dung mudi, tiéu, tim.

T6i 10h thi thu don tat ca cac thic an, cac khay thirc dn vao bép. Nhing thirc udng

thi thu don vao quiy bar dé ria.

. Lau chui cac quay dung thuc an, cac khay va chén, dia, dao, nia... xong thi xép

1én lai tai cac vi tri ctia chiing trén quay buffet roi dung khan day 1én.

Song song d6 set up cac ban in theo kiéu Au va A dé phuc vu Alacart.
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