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UBND TINH LAM DONG CONG HOA XA HQI CHU NGHIA VIET NAM
TRUONG CAO PANG DA LAT Déc 1ap — Tu do — Hanh phiic

CHUONG TRINH PAO TAO
(Ban hanh kém theo Quyét dinh sé 469/0D-CPPL ngay 23 thang 8 nam 2023
ciia Hiéu truong Trieong Cao dang Pa Lat)

Tén nganh: Khach san, nha hang

Ma nganh: 68102

Tén nghé: Quan tri khach san (Hotel management)

Mai nghé: 6810201

Trinh d dao tao: Cao ding

Hinh thirc dao tao: Chinh quy

Poi twong tuyén sinh: Tét nghiép THPT hoiic twong dwong.
Thaoi gian dao tao: 2.5 nam

1. Muc tiéu dao tao

1.1. Muc tiéu chung:

Chuong trinh dao tao Cao dang nghé “Quan tri khach san” nham trang bi cho
ngudi hoc ¢6 kién thic chuy@n mén, ki ning thuce hanh vé cac nghiép vu cua khéch san
nhu: Nghiép vu I tan, nghiép vu nha hang, nghiép vu phuc vu budng khach san... Véi
cac mo dun gan véi ba chuyén nganh hep: Quan tri luu tra, quan tri 1 tan va quan tri
nha hang, ngudi hoc ¢6 thé lya chon con dudng thing tién, phat trién nghé nghiép cua
minh theo mot trong ba linh vuc da néu;

Bén canh kién thirc, k¥ nang chung va chuyén sau, chuwong trinh dio tao con trang
bi cho nguoi hoc dao dirc, lvong tam nghé nghiép, y thic ky luat, phong cach chuyén
nghiép va stc khoe tét;

1.2. Muc tiéu cu thé:
1.2.1. Y8u cdu Vé nang liec ngwoi hoc dat dwoc trong cong viéc

* Kién thirc:

- X4c dinh dugc cac nguyén 1y co ban cua chi nghia Mac — L& nin, Tu tuéng HO
Chi Minh va duong 16i cach mang caa Pang cong san Viét Nam, duong 16 phét trién
kinh té ciia Pang, thanh tuu va dinh hudéng phat trién caa nganh du lich Viét Nam;

- X4c dinh duoc céc kién thire co ban vé chinh tri, phap luat va vin héa xa hoi pho
hop v&i chuyén nganh nhu: Luét du lich, Ludt bao vé moéi truong, Phap luat trong kinh
doanh, Luat kinh té....

- M6 ta duoc vi tri, y nghia, tac dung cua Gi4o duc thé chit dbi vai sirc khoe con
ngudi noi chung, ddi véi ngudi hoc nghé va ngudi lao dong néi riéng;

- Giai thich dugc vai trd va tam quan trong cua cach mang cong nghiép 4.0 va
cach mang cong nghiép 4.0 tng dung trong nganh nghé;

- Nhan thae dugc tim quan trong cua ngoai ngit dbi voi nganh nghé;
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- Trinh bay duoc nhitng hiéu biét khai quat vé nganh du lich, tong quan vé du lich
va khach san nha hang;

- M0 ta duoc vi tri, vai tro cua linh vuc khach san — nha hang trong nganh Du lich
va dic trung cua hoat dong va tac dong cua khach san — nha hang vé mat kinh té, van
hoa, xa hoi va méi truong;

- Trinh bay dugc co cu to chuc, vi tri, vai trd, chitc nang, nhiém vu cta cac bo
phan trong khach san; mdi quan hé giira cac bo phan trong khéach san va dé xuat duoc
cac bién phap nang cao chét luong dich vu khach san;

- Trinh bay duoc nguyén ly, quy trinh quan tri néi chung, quan tri qua trinh diéu
hanh khach san, quan tri tai chinh, quan tri ngudn nhan luc, quan tri co s& vat chat va
quan tri cac bo phan nghiép vu chuyén méon nhu: L& tan, Buong, Am thuec...;

- M0 ta dugc cac quy trinh nghiép vu co ban cia khach san: nghiép vu 1€ tan,
nghiép vu phong, nghiép vu nha hang, pha ché thac uéng va ché bién mon an...;

- M0 ta duoc cac quy trinh quan ly cua cac bo phan L& tan, Phong, Nha hang,
Bép...;

- Liét ké duoc céc loai trang thiét bi, dung cu chu yéu tai khach san va céng dung
cua chung;

- Trinh bay duoc tiéu chuan chat luong dich vu khach san va cach thirc danh gia
chét luong;

- Mb ta dugc quy trinh 1ap ké hoach, t6 chire thuc hién, gidam sét, kiém tra va danh
gia két qua cdng viéc tai cac bo phan cua khach san;

- Trinh duoc cic nguyén tic bao dam an ninh, an toan, giai thich duoc ly do phai
tuan th cac quy dinh vé an ninh, an toan trong khéch san dé nhan dién duoc cac nguy
co va bién phap phong ngua;

- Nam bét duoc cac thuat ngir chuyén nganh va cau tric cau giao tiép tiéng Anh
chuyén nganh trong cé& b6 phan cia Khéch san.

* Ky nang:

- Ung dung duoc cac kién thirc co ban vé chinh tri, phéap luat trong nganh nghé;

- Giao tiép tét véi khach hang, pht hop vai yéu cau phuc vu khach tai tat ca cac vi
tri cua cac bo phan trong khach san nhu: bo phan L& tan, bo phan Budng, Nha hang hoic
bo phan Yén tiéc, Hoi nghi - Hoi thao v.v.;

- Cham séc khach hang va giai quyét phan nan cua khach hang cé hiéu qua;

- Sir dung dung, an toan cac loai trang thiét bi khéach san;

- Thyc hién dung quy trinh phuc vu khach hang tai cac vi tri cong viéc cua bo phan
1& tan, Budng, nha hang hoic khu vuc hai nghi, hoi thao theo tiéu chuan cua khach san;

- Thyc hién dting quy trinh quan ly tai cic vi tri céng viéc cua quan ly bo phan Lé
tan, Budng, Nha hang theo tiéu chuan cua khéch san;

- Quan ly nhan sy, tai san, céng cu va tai chinh tai cc bo phan L& tan, Budng, Nha
hang theo dung tiéu chuan qui dinh caa Khach san;

- Thuc hién danh gia nang luc va dao tao nhan vién dam bao dap ung duoc yéu
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cau cua doanh nghiép;

- Chu tri hoic tham gia xay dung dugc mot sé ké hoach cua céc bo phan nhu: ké
hoach marketing, ké hoach nhan su, ké hoach mua sam trang thiét bi, dung cy, ké hoach
to chirc hoi nghi, hoi thao hoac su kién;

- Lap duoc céc loai b4o céo, soan thao dwoc vin ban ddi noi, hop ddng théng dung
cua khach san- nha hang;

- Ung dung duoc phan mém quan tri khach san trong cong viéc hang ngay;

- Quan ly thoi gian lam viéc hiéu qua;

- K¥ nang lam viéc nhom;

- Phan tich, danh gia duoc két qua hoat dong kinh doanh ciia cac bo phan luu tra,
an udng, hoi nghi, hoi thao va phét hién ra duoc cac nguyén nhan va dé xuat duoc céc
giai phap nham nang cao két qua hiéu qua kinh doanh;

- Str dung duoc tiéng Anh chuy@n nganh trong giao tiép tai cac bo phan trong khach
san, bac 2/6 theo khung nang luc ngoai ngir cua Viét Nam.

1.2.2. Chinh tri, dao dirc; Thé chdt va quac phong

* Chinh tri, dao duc:

+ Thuyc hién day du trach nhiém, nghia vu ciia ngudi cong dan; tuan thi, ton trong
phap luat;

+ Nhan thic dung dan vai tro 1anh dao cua Bang Cong san Viét Nam va muc tiéu
chu nghia xa hoi;

+ Nang cao long tu hao dan toc, xay dung 16i séng lanh manh, yéu lao dong, phat
huy truyén théng vin hoa cta dan toc Viét Nam;

+ Rén luyén dao duc nghé nghiép, y thac ky luat, tinh trach nhiém va tac phong
chuyén nghiép;

+ Hinh thanh duoc y thie hoc tap va rén luyén dé nang cao trinh d6 dap ang yéu cau
cong VIEC;

+ Hinh thanh dugc phuong phap nghién ciu ciia cic van dé theo quan diém bién
chieng lich sir va cy thé;

* Thé chat, quéc phong:

+ Trinh bay duoc quan diém qudc phong toan dan, sin sang tham gia bao vé doc
lap chii quyén quéc gia, rén luyén sac khoe;

+ Thuyc hién duoc cac k§ ning co ban dé duy tri va phat trién thé chat va trién khai
thuc hién dugc mot sé nhiém vy vé bao vé an ninh quéc gia.

1.3. Vi tri viéc 1am sau khi tét nghiép:

Sau khi tét nghiép chuong trinh ddo tao trinh d6 Cao dang, sinh vién c6 thé lam
Viéc & Cac vi tri viéc lam sau:

- L& tan;

- Buéng;

- Nha hang;



- Kinh doanh - Tiép thi;
- Phu bar;
- Phu bép;
- An ninh;
- Quan ly L& tan;
- Quan ly Budng;
- Quan ly Nha hang;
Tai cac khach san tir 1 dén 5 sao.
2. Khéi hrong kién thirc va thoi gian khéa hoc:
- S6 Iwgng mdn hoc, mé dun: 25
- Khéi lugng kién thic, k§ nang toan khoa hoc: 98 tin chi (2641 gio)
- Khéi lugng cac mdn hoc chung /dai cwong: 471 gid
- Khéi lugng cac mén hoc, méd dun chuyén mén: 2170 gio
- Khéi lwgng Iy thuyét: 631 gio; Thuc hanh, thuc tap, thi nghiém: 1908 gio; kiém
tra: 102 gio.
3. N¢i dung chwong trinh:

Thoi gian hoc tap (gio)
Trong do
Ma Tén mon hoc, mé- S,O X Thyc hanh
MH/MD tin | Tong /thue tap/ .
dun . i LV rc tap Kiém
IHP chi | s y { nohid
z, | thi nghiém/
thuyét A tra
bai tap/
thao luin
Ac mon hoc ch
|| Cacmonhecchung/| ) |00 | gy 261 26
dai cwong
MHO1 | Gi&o duc chinh tri 4 75 41 29 5
MHO02 | Phéap luat 2 30 18 10 2
MHO03 | Tiéng Anh 5 120 42 72 6
MHO04 | Tin hoc 3 75 15 58 2
MHO05 | Gido duc thé chat 2 60 5 51 4
., Z h N n
MHos | 5140 duc quoc phong |5 | oo | og 35 4
va an ninh
MHo7 |Ddovetinguyenval , [ g | o 6 3
mo1 truong
Cac mon hoc, mé
I dun chuyén mon 77 | 2170 447 1647 76
nganh, nghé




Ciac mon hoc, mé

1.1 . 4 75 58 13 4
dun co so
MH 08 | Téng quan du lich 2 30 28 0 2
MDPO09 | K§¥ ning giao tiép 2 45 30 13 2
Moén hoc, moé dun
1.2 chuyén mén nganh, | 67 | 1960 328 1567 65
nghé bit bude
Mplo | Feng Anhchuyen 9 | 200 | 70 125 5
nganh
MDP11 | Tiéng Anh giao tiép 3 60 28 29 3
Mplp | Quanhé cham soc 2 | 45 | 18 25 2
khach hang
MH13 An’nlnh an toan trong 5 30 08 0 )
khach san
MDP14 | Nghiép vu I& tan 7 180 28 145 7
Mbls | Nehiép vu phuc vy 7 | 180 | 28 145 7
budng khach san
MDB16 Tghl@p vabancoban |-, g, 28 58 4
MD17 I;gh“?p vabancoban |5 g, 12 75 3
Mplg | Nehiep vu ché bicn 6 | 150 | 28 116 6
mon an
MB19 Quan tri budng khach 5 45 19 24 5
san
MD20 | Quan trj 1 tan 2 45 26 17 2
MDb21 | Quan tri nha hang 2 45 15 28 2
Mp2y | LhwetapNehiepvu [ yg | g0g | 780 20
khach san
Mon hgc, mé dun tw
1.3 chon (chon itnhat6 | 6 | 135 61 67 7
tin chi)
Mpp3 | KV thudttrangdiém |, 0 14 28 3
va cam hoa
Mb24 | Marketing Du lich 2 45 29 14 2




MD25 Quan tri nguén nhan 2 45 18 o5 5
luc
MD26 | Quan tri tiéc 2 45 25 18 2
Mp27 | Quan ol Hoinghy/ 2 | 45 25 18 2
Ho1i thao
TONG 98 | 2641 | 631 1908 102

4. Huéng dan sir dung chwong trinh

4.1. Cac mdn hoc chung bt budc thuc hién theo Thong tu do Bé Lao dong —
Thuong binh va Xa hoi ban hanh.

4.2. Huéng dan xac dinh noi dung va thai gian cho cac hoat dong ngoai khoa:

- Qua trinh ddo tao can td chirc cac hoat dong ngoai khoéa nhur vin héa, vin nghé,
thé thao, tham quan d& ngoai dé tang cuong kha nang giao tiép cho sinh vién. Ngoai ra
can trang bi cac dau sach, gido trinh tai thu vién dé phuc vu qua trinh nghién ciu céc
kién thirc chuy@n mon va tim kiém théng tin nghé nghiép trén mang Internet;

- Pé sinh vién c6 nhan thirc day du vé nghé nghiép dang theo hoc, can bé tri tham
guan mot s6 co s& doanh nghiép dang san xuat kinh doanh pht hop véi nghé dao tao;

- Thoi gian hoat dong ngoai khoa dugc b tri ngoai thoi gian dao tao chinh khoa.

4.3. Hudng dan t6 chic kiém tra hét mon hoc, mo dun:

Thoi gian va cach thic to chic kiém tra hét mon hoc, mé dun dugc huéng dan
cu thé trong chuong trinh caa tirng mén hoc, mo dun.

4.4. Huéng dan xét cong nhan tét nghiép:

- Nguoi hoc phai hoc hét chuwong trinh dao tao trinh d6 cao dang Quan tri khéach
san va phai tich liiy di s6 mo dun hoic tin chi theo quy dinh trong chwong trinh ddo tao.

- Hiéu truong nha trudng cin cir vao két qua tich lity ciia nguoi hoc dé quyét dinh
xét cong nhan tét nghiép cho ngudi hoc.

- Hiéu truong nha trudng cin clir vao két qua xét cong nhan tét nghiép dé cap
bang tét nghiép va cdng nhan danh hiéu ctr nhan thyc hanh theo quy dinh.

4.5. Céc cha y khac:

- Thoi gian dao tao:

+ 2,5 nam néu thuc tap san xuét tai cac doanh nghiép trong nuéc.

+ 03 nam néu thyc tap san xuat & ngoai nudc.

Hang niam cin ¢ vao nhu cau cua thi trudng lao dong va sy phat trién cua céc
linh vuc kinh té, x4 hoi ciing nhu diéu kién cu thé cua Trudong Cao dang Pa Lat. Hoi
ddng nghién ctru khoa hoc nha trudng s& dé xuat thay déi noi dung cac mén hoc, mo
dun tu chon cho phi hop véi diéu kién thuc té.

HIEU TRUONG

(ba ky)

Bui Quang Son



.
.

i
i




CHUONG TRINH MON HQC
TONG QUAN DU LICH
Tén mén hoc: Tong quan du lich
Ma mén hoc: MHO8
Thoi gian thue hién mon hoc: 30 gid; (Ly thuyét: 28 gio; Thyc hanh, thi nghiém, thao
luan, bai tap: 0 gid; Kiém tra: 02 giod)
I. Vi tri, tinh chét ciia mén hoc:
1. Vi tri:

- T6ng quan du lich 1a mén hoc co sé nghé, duoc giang day song song véi mon

hoc Giao tiép trong kinh doanh nha hang va vin héa am thuc.
2. Tinh chat:

- Téng quan du lich 1a mén hoc 1y thuyét co s, 1a mon hoc bét budce thude cic
mon co s& nghé trong chuong trinh khung trinh d6 cao dang nghé Quan tri nha hang.
I1. Muc tiéu mon hoc:

1. V¢ kién thuc:

- M0 ta dugc nhirng khai niém co ban vé hoat dong du lich va khach san.

- Trinh bay duoc cac loai nhu cau du lich va san pham du lich.

- X4c dinh duoc cac tac dong dén tinh thoi vu trong du lich.

- Phan tich duoc mbi quan h¢ gitta du lich va mot s6 linh vuc khac.

- Trinh bay duoc cac diéu kién dé phat trién du lich.

- Néu dugrc cac loai khach san theo cac ti€u chi phan loai khac nhau.

- Néu dugc cac tiéu chi xép hang khach san.

- Trinh bay duoc vi du vé su khac biét gitra cac khach san thudc hang khac

nhau.

- M6 ta dugce co cau to chirc tiéu biéu ciia mot khach san.

- Rén luyén dugc thai do cdi ma, tan tinh, linh hoat va nghi€ém tic cua nhan vién
nganh Du lich.

2. Vé k¥ nang:
- Phan tich dugc cac théng tin vé du lich
- Giai thich dugc céc thuat ngt lién quan
3. Vé ning luc tu chi va trach nhiém: nghiém tdc va trach nhiém trong qua trinh thuc
tap
- C6 kha nang tu nghién cau, tham khao tai liéu c6 lién quan dén mé dun.
- C6 kha ning tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau cua gido vién.
- C6 kha nang van dung céac kién thic lién quan vao cac mon hoc tiép theo.
- CO y thire, dong co hoc tap chu dong, ding dan, tu rén luyén tac phong 1am viéc
cong nghiép, khoa hoc va tuan thua cac quy dinh hién hanh
I11. Noi dung mon hoc:
1. Noi dung téng quét va phan bé thoi gian:



Thoi gian (gio)
Thuc
STT Tén chwong, muc Tél"lg Ly ’ :Zr;:’é:;" Kiém
i) thuyeét RS tra
thao luan,
bai tap
Chuwong 1: Khai quatvé hoatdéng | 14 13 1
1 | du lich va khach san
1.1. Mot s6 khai niém co ban 2 2
1.2. Cac loai hinh du lich 2 2
1.3. Nhu cau du lich va san phamdu | 3 3
lich
1.4. Thoi vu du lich 3 3
1.5. Mot s6 loai hinh co s¢ lwutridu | 4 3 1
lich tiéu biéu
2 | Chwong 2: Méi quan hé giivra du | 7 7 0
lich va mét sé linh vuc khac - Cac
diéu kién dé phat trién du lich
2.1. Méi quan hé giira du lich vamotsé | 3 3
linh vuc khac 0
2.2. Cac diéu kién dé phat trién du | 4 4
lich
3 | Chuong 3: Khach san 9 8 1
3.1. Gigi thiéu chung 2 2
3.2. Phan loai va xép hang khéch san 3 3
3.3. Co cau t6 chuc trong mot khach | 4 3 1
san
Tong cong 30 28 2

2. Noi dung chi tiét:
Chuong 1: Khai quat vé hoat déng du lich va khéch san
1. Muc tiéu:

Trinh bay dugc cac khai niém vé du lich, khach du lich, diém dén du lich;
Phan loai duoc cac loai hinh du lich;

Trinh bay dugc nhu ciu, san pham du lich;

Phan tich duoc cac yéu td anh huong dén tinh thoi vu trong du lich;
Nhan biét, phan biét dugc cac loai hinh co s6 luu tru;

Chu dong trong hoc tap, tdc phong hoc tap nghiém tuic.

2. Noi dung:

Mot s6 khai niém co ban Thoi gian: 2gio
Khai niém vé du lich

Khéi niém vé khéach du lich

Khai niém vé diém dén du lich

1.1

1.11
1.1.2
1.1.3




1.1.4 Khai niém khach san
1.2 Céc loai hinh du lich Thoit gian: 2 gio
1.2.1 Can ct vao pham vi lanh thd
1.2.2 Can ctr vao muyc dich chuyén di
1.2.3 Can ctr vao loai hinh luu tra
1.2.4 Can ctr vao thoi gian cua chuyén di
1.2.5 Can ctr vao lira tudi caa du khéch
1.2.6 Can ctr vao qudc tich caa du khach
1.2.7 Can ctr vao Vviéc sur dung cac phuong tién giao théng
1.2.8 Can ctr vao phuong thic hop dong
1.2.9 Can ctr vao tai nguyén du lich
1.2.10 Mbt s6 cach phan loai khac
1.3 Nhu cau du lich va san pham du lich Thoi gian: 3gio
1.3.1 Nhu cau du lich
1.3.2 San pham du lich
1.4 Thoi vu du lich Thot gian: 3gio
1.4.1 Khai niém va dic diém cua thoi vu du lich
1.4.2 Céc nhan tb tac dong dén tinh thoi vu caa hoat dong du lich
1.4.3 Mot s6 giai phap khéac phuc sy bat lgi caa thoi vu du lich
1.5 Mot s loai hinh co so luu trii du lich tiéu biéu Thoi gian: 3gio
1.5.1 Hotel
1.5.2 Motel
1.5.3 Lang du lich
1.5.4 Camping
1.5.5 Tau Du lich
1.5.6 Caraval
1.5.7 Bungalow
1.5.8 Resort
1.5.9 Homestays
Kiém tra Thoi gian: 1gio
Chuong 2: Méi quan hé giira du lich va mét s6 linh vuc Khac - Cac diéu kién dé phat
trién du lich
1. Muc tiéu:
- Trinh bay dugc mbi quan hé va phan tich dugc nhitng tac dong tich cuc va
tiéu cuc gitra du lich va kinh té, van hoa — xa hoi, moi truong;
- Trinh bay dugc cac diéu kién chung va diéu kién dic trung dé phat trién du

lich;
- Chu dong trong hoc tap, tdc phong hoc tap nghiém tic.
2. Noi dung :
2.1 M&i quan hé giira du lich va mét sé linh vuc khéc Thoi gian: 3gio

2.1.1 M&i quan hé giita du lich va cac nganh kinh té khac
2.1.2 M&i quan hé giira du lich va vin ho4 - xa hoi
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2.1.3 Méi quan hé giita du lich va méi trudng

2.2 Céc diéu kién dé phat trién du lich Thoi gian: 4gio
2.2.1 Cac diéu kién chung

2.2.1.1 Tinh hinh an ninh chinh tr; - an toan xa hgi

2.2.1.2 Diéu ki¢n kinh té

2.2.1.3 Chinh sach phét trién du lich

2.2.1.4 Cdc diéu kién 1am nay sinh nhu cqu du lich

2.2.2 Cac diéu kién dic trung

2.2.2.1 Piéu kién tir nhién va tai nguyén du lich thién nhién
2.2.2.2 biéu kién kinh té xa hgi va tai nguyén du lich nhén van
2.2.2.3 Sur san sang don tiép khach

2.2.2.4 Cac sy Ki¢n dac biét

Chuong 3: Khéch san

1. Muc tiéu:

- Trinh bay dugc 5 tiéu chuin phan loai khach san;

- V& duoc so dd co cau to chirc ciia khach san c6 quy mé 16n, quy md vira, quy
mo nhé va phan tich dugc méi quan hé giita cac bo phan, chitc danh trong so d6 co
cau to chic;

- Chu dong trong hoc tap, tdc phong hoc tap nghiém tuc.

2. No6i dung:

3.1 Giai thi¢u chung Thot gian: 2 gio
3.2 Phan loai va xép hang khéch san Thoi gian: 3 gio
3.2.1 Phan loai

3.2.2 Xép hang

3.3 Co ciu to chic trong mot khach san Thoi gian: 3gio

3.3.1 MO hinh co ciu t6 chuc tiéu biéu trong mot khach san
3.3.2 Churc ndng, nhiém vu cua cac b phan trong khach san
3.3.3 M&i quan hé giira cac bo phan trong khach san
3.3.4 Nhiing nhan t6 anh huéng dén co cau to chirc hoat dong khach san
Kiém tra Thoi gian: 1gio
IV. Piéu kién thuc hién mon hoc:
1. Phong hoc chuyén mén héa/ nha xwong: Phong hoc ly thuyét véi day di phuong
tién; Xuong thuc hanh Nghiép vu phuc vu budng khach san.
2. Trang thiét bi may mac: May tinh, Projector.
3. Hoc liéu, dung cu, nguyén vat li¢u: tai liéu, giao trinh
4. Cac diéu kien khac:
V. Nogi dung va phwong phap danh gia:
1. Noi dung:
- Kién thuc:
- Trinh bay dugc nhiing khai niém co ban vé hoat dong du lich va khach san.
- Trinh bay duoc cac loai nhu cau du lich va san pham du lich.
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- X4c dinh duoc cac tac dong dén tinh thoi vy trong du lich.
- Phan tich duoc mbi quan h¢ gitta du lich va mot s6 linh vuc khac.
- Trinh bay duoc cac diéu kién dé phat trién du lich.
- Néu dugc cac loai khach san theo cac tiéu chi phan loai khac nhau.
- Néu duoc cac ti€u chi xép hang khach san.
- Trinh bay duoc vi du vé su khéc biét gitra cac khach san thudc hang khac
nhau.
- Md ta duoce co cu to chire tiéu biéu ciia mot khach san.
- Rén luyén duogc thai do cdi md, tan tinh, linh hoat va nghiém tic cua nhan vién
nganh Du lich.
- Ky nang:
Van dung duogc cac kién thie da hoc vé tong quan du lich tng dung trong qua
trinh giao tiép v4i khach, to chirc cong viéc va quan Iy linh vire chuyén mén.
- Niang luc tu cha va trach nhiém:
- C6 kha nang tu nghién ctu, tham khao tai liéu c6 lién quan dén mé dun.
- C6 kha nang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau caa gido vién.
- C6 kha nang van dung céac kién thic lién quan vao cac mon hoc tiép theo.
- CO Y thire, dong co hoc tap chu dong, ding dan, tu rén luyén tc phong lam viéc
cobng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh
2. Phuong phép:
- Phuong phéap danh gia:
- Kiém tra thuong xuyén: 01 bai
- Kiém tra dinh Ki: 2 bai kiém tra viét, thoi gian tir 30 dén 45 phat
- Kiém tra két thdic mén hoc (hinh thtc kiém tra: viét; thoi gian 60 pht)
- Thang diém 10.
- Thoi gian:
VI. Huéng din thuc hign moén hoc:
1. Pham vi 4p dung mdn hoc: Chuong trinh 4p dung cho ngudi hoc Cao dang nghé
Quan tr1 khach san.
2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:
- Pdi voi gi&o vién, giang vién:
+ C6 kién thure thyc té vé nganh du lich n6i chung va khéach san cta Viét Nam.
+ Pugc hoc qua cac 16p su pham tdi thiéu, c6 kha nang truyén dat cho nguoi hoc.
+ Gido vién trén co sé chuong trinh mon hoc soan gido an va bai giang chi tiét dé
thuc hién viéc giang day theo diing yéu cau moén hoc. Nham nang cao chét lugng giang
day, gido vién can phai thuong xuyén doc cac tai liéu tham khao va cap nhat thong tin
co lién quan. Trong qua trinh giang bai luu y lién h¢ v&i cac mon hoc khéc cling nhu véi
thuc té dé nguoi hoc ngoai viée nam bét dugc kién thirc con ¢ kha nang tu lién hé dugc
v6i thuc té nghé nghiép sau nay
- P6i voi nguoi hoc:
+ Thyc su yéu thich nghé nghiép, cham chi, cau thi, duoc hoc cac kién thirc bo tro
cua chuong trinh.
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3. Nhiing trong tdm can chd y: Chuong 1,2,3

4. Tai liéu tham khao:

- Tran Thi Mai, 2006, Giéo trinh Téng quan du lich, NXB Lao dong xa hdi.

- Nguyén Vii Ha - Poan Manh Cuong, 2006, Téng quan co s& luu tr du lich, NXB
Lao dong.

- Vii Blrc Minh, 1999, Téng quan du lich, Truong Dai hoc Thuong mai.

- Tran Ptrc Thanh, 1999, Nhéap mo6n khoa hoc du lich - NXB Dai hoc Quéc gia Ha
noi.

- Bong Ngoc Minh, Vwong L6i Binh, 2000, Kinh té du lich va du lich hoc - NXB
Tre.

- PTS Nguyén Minh Tué va nhom tac gia, 1997, Dia 1y du lich - NXB Thanh phé
H6 Chi Minh.

- PGS-TS Tran Minh Pao, 2002, Gi4o trinh Marketing cdn ban - NXB Giao duc.

- Luc B6i Minh, 2000, Quan 1y khach san hi¢n dai, NXB Thong tin.

- Truong THNV Du lich Ha ndi, 2002, Giéo trinh nghiép vu 1& tan, NXB Van hoa
thong tin.

- S6 44/2005/QH11, 2005, Luat du lich

- Dy 4n phat trién nguén nhan lyc Viét Nam do EU tai tro, 2008, Tai lidu tiéu
chuan k¥ ning nghé.

5. Ghi chu va giai thich (néu co):
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CHUONG TRINH MON HOQC
KY NANG GIAO TIEP
Tén mén hoc: Ky ning giao tiép
Ma moén hoc: MD09
Thoi gian thue hién mé dun: 45 gid; (Ly thuyét: 30 gid; Thuc hanh, thi nghiém, thao
luan, bai tap: 13 gid; Kiém tra 2 gio)
I. Vi tri, tinh chét ciia mén hoc:
1. Vitri

+ M6n hoc nay c6 vi tri quan trong trang bi cho sinh vién nhitng kién thue, k¥
ning co ban vé giao tiép phuc vu cho nghé nghiép phuc vu khéch san cua sinh vién.

+ Mdn hoc duoc giang day song song véi mén Téng quan du lich.

2. Tinh chat:

+ K¥ ning giao tiép 1a mon hoc 1y thuyét. Nhung ap dung vao thuc té cudc song,
trang bi kién thtc, ki ning vé giao tiép cho Hoc sinh, sinh vién sau khi ra truong.

+ Panh gia két thic mdn hoc bang hinh thic kiém tra tw luan.

I1. Muc tiéu mon hoc:
1. Vé kién thuc:

- Trinh bay dugc ban chit cua giao tiép, phong cach sir dung ngdn ngit trong giao
tiép, cac hoc thuyét vé yéu té hanh vi trong giao tiép, cac tap quan giao tiép tidu biéu
trén thé gioi.

- Néu duogc cac khai niém co ban vé k¥ ning giao tiép ung xu trong kinh doanh
nhu: k¥ ning nghe, noi, viét trong kinh doanh.

- Phan biét duoc cac tap quén giao tiép cua cac qudc gia tiéu biéu trén thé gidi:
Nhat Ban, Han Quéc, Trung Quéc, Phap, Anh, Puc, Nga....

2. Vé k¥ nang:

- Thue hién chinh x4c cac nghi thire giao tiép x4 giao, dic biét cac nghi thuc trong
giao tiép trong nha hang..

- Nghe, noi, viét trong cac tinh hudng kinh doanh mét cach hiéu qua

- C6 thai do niém nd, van minh, lich su trong giao tiép.

- Tranh duoc cac diéu kiéng ki trong giao tiép vai khach du lich.

3. V& ning luc ty cha va trach nhiém:

- C6 kha ning tir nghién ctu, tham khao tai liéu c6 lién quan dén mén hoc

- C6 kha nang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau caa gio vién.

- C6 kha ning van dung céc kién thtc lién quan vao cac mon hoc tiép theo.

- C6 y thire, dong co hoc tap chu dong, ding dan, tu rén luyén tac phong 1am viéc
céng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh
I1l. N§i dung mén hoc:

1. Nbi dung tong quét va phan bo thoi gian:

Thai gian (gio)
Thuc hanh, thi
nghiém, thao
luan, bai tap

Kiém
tra

STT Tén chwong, muc Tong Ly
s6 | thuyét
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1. | Chuong 1: Khii quat vé 8 8 0

hoat déng giao tiép

1.1 Ban chét cua giao tiép 2 2

1.2 Phong cach st dung ngon 4 4

ngir trong giao tiép
1.3 M6t s6 yéu t6 hanh vi 2 2
trong giao tiép

2. | Chuong 2: Nghi thirc giao 14 7 6 1

tiép x4 giao

2.1 Nghi thirc gap go, lam 5 3 2

quen

2.2 Nghi thtrc xtr su trong 5 2 3

giao tiép

2.3 Nghi thuc t6 chuc tiép 2 1 1

xuc va chiéu dai

2.4 Trang phuc 1 1

Kiém tra 1 1
3. | Chwong 3: K¥ ning giao 17 9 7 1

tiép trong kinh doanh

3.1 K¥ nang ndi trong giao 8 4 4

tiép kinh doanh

3.2 Ky nang nghe c6 hiéu qua 5 3 2

trong giao tiép

3.3 K§¥ ning viét trong giao 3 2 1

tiép kinh doanh

Kiém tra 1 1
4. | Chuwong 4: Tap quan giao 06 06 0 0

tiép tiéu biéu trén thé giéi

4.1 Tap quén giao tiép theo 2 2

ton gido

4.2 Tap quan giao tiép theo 4 4

ving lanh thd

Cong 45 30 13 2
2. Noi dung chi tiét:
Chuwong 1: Khai quat vé hoat déng giao tiép Thoi gian: 8gio

1. Muc tiéu

- Trinh bay duoc khai niém ciia giao tiép, cac loai hinh giao tiép, ban chat cua
giao tiép, mot s6 dic diém co ban cua tim 1y con ngudi trong giao tiép, cac phong cach
sir dung ngdn ngir trong giao tiép.

- Phan tich dugc cc yéu t6 hanh vi trong giao tiép

- Tich cuc, chu dong, hop tac trong giao tiép
2. N¢i dung
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1.1  Ban chat cua giao tiép Thoi gian: 02 gio

1.1.1 Giao tiép la gi

1.1.2 Qua trinh giao tiép

1.1.3 Céc loai hinh giao tiép

1.2.  Phong céch sir dung ngdn ngit trong giao tiép Thoi gian: 4 gid

1.2.1. Ngbén ngir noi

1.2.2. Ng6n ngir viét

1.2.3. Ng6n ngit biéu cam

1.3. Mot sb yéu té hanh vi trong giao tiép Thoi gian: 2 gio

1.3.1. Hoc thuyét vé giao tiép & nguoi

1.3.2. Hé thdng cap d6 nhu cau cua Maslow
1.3.3. Céc hoc thuyét cua Mc Gregor

1.3.4. Hoc thuyét phan tich giao dich

1.3.5. Giao tiép lién nhan cach va cta s6 Johari

Chuwong 2: Nghi thirc giao tiép xa giao Thoi gian: 14 gio
1. Muc tiéu

- Trinh bay duoc ndi dung, yéu cau trong cac nghi thic giao tiép co ban, nghi
thirc gap g& lam quen, nghi thirc xar sy trong giao tiép, nghi thirc té chuc tiép xdc va
chiéu dai, trang phuc khi giao tiép.

- Thye hién tt cac nghi thuc gap g&, 1am quen; nghi thirc xt su trong giao tiép;
Nghi thirc t6 chuc tiép xtic va chiéu dai trong cac tinh hudng kinh doanh

- Str dung trang phuc phu hgp moéi truong lam viéc kinh doanh.

- C6 thoi quen vé sinh ca nhan dung dan, thai 6 giao tiép xa giao lich su, ding
nghi thuec.
2. Noi dung
2.1.  Nghi thuc gap go, lam quen Thoi gian: 5 gio

2.1.1 Chao hoi

2.1.2 Giai thiéu lam quen

2.1.3 Bit tay

2.1.4 Danh thiép

2.1.5 Om hon

2.1.6 Tang hoa

2.1.7 Khoéc tay

2.1.8 Moi nhay

2.2 Nghi thirc xir su trong giao tiép Thoi gian: 5 gio

2.2.1 Ravao cta
2.2.2 Lén xubng cau thang

16



2.2.3
2.24
2.2.5
2.2.6
2.2.7
2.2.8
2.2.9
2.3

2.3.1
2.3.2
2.4

24.1.
2.4.2.

Chuwong 3: K¥ ning giao tiép trong kinh doanh

Str dung thang may

Ao khoéc ngoai

Cham thudc x3 giao

Ghé ngdi va cach ngoi

Qua tang

Str dung xe hoi

Tiép xuc noi cong cong

Nghi thirc t6 chuc tiép xtic va chiéu dai

Tb chirc tiép xdc va tham dy tiép xtc
T6 chirc chiéu dai va du tiéc chiéu dai
Trang phuc

Trang phuc nir gioi
Trang phuc nam gidi
Kiém tra

1. Muc tiéu
- Trinh bay dugc nhitng yéu cau thyc hién k¥ ning nghe, néi, viét hiéu qua trong

moi truong kinh doanh.
- Phan tich dugc loi ich cua viée lang nghe, nhitng thoi quen x4u trong ling nghe

can tranh.
- Thye hién tét cac k¥ ning noi, nghe va viét hiéu qua trong kinh doanh.

3.1.

3.1.1.
3.1.2
3.13
3.2

3.2.1.
3.2.2.
3.2.3.
3.2.4.
3.3

3.3.1.
3.3.2.

Chuwong 4: TAp quan giao tiép tiéu biéu trén thé gisi

gio

Thoi gian: 2 gio

Thoi gian: 1 gio

Thoi gian : 1 gid

Thoi gian: 17 gio

- Ludn tu giac, chu dong rén luyén k¥ nang nghe, noi, viét hidu qua.
2. Noi dung

K§ nang noi trong giao tiép kinh doanh
K nang thé hién bai n6i chuyén

K$ nang phong van

K¥ nang ndi chuyén qua dién thoai

K ning nghe c6 hiéu qua trong giao tiép
Loi ich cua viéc biét ling nghe ngudi khac

Nhitng th6i quen xau trong lang nghe
Céc kiéu lang nghe

K§ nang lang nghe c6 hiéu qua

K nang viét trong giao tiép kinh doanh

Giao tiép qua thu tin

Giao tiép qua cong van
Kiém tra
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1. Muc tiéu

- Trinh bay duogc dic diém cia cac cac k¥ ning giao tiép tiéu biéu theo ton gido
va theo vung lanh thd.

- Phan biét duoc tip quan giao tiép ctia ngudi theo Phat gido, Hoi gido va Co ddc
gido.

- So sanh va chi ra su khac biét trong tip quan giao tiép ctia ngudi Chau A, Chau
Au, My va Nam My.

- Nhan thire dung dan vé tmg xir chuyén nghiép va linh hoat trong giao tiép véi
khach du lich dén ting cac ving lanh thd khac nhau hodc theo cac ton gido khac nhau.
2. Noi dung
4.1. Tap quan giao tiép theo t6n gido Thoi gian: 2 gio
4.1.1. Phat gi4o va I hoi
4.1.2. Hdi gido va I& hoi
4.1.3. Co dbc giéo va I hoi
4.2. Tap quan giao tiép theo vung lanh tho Thoi gian: 4 gio

4.2.1. Tap quan giao tiép nguoi Chau A
4.2.2. Tap quan giao tiép nguoi Chau Au
4.2.3. Tap quan giao tiép cac nudc Nam My va ngudi My

IV. Piéu kién thuc hién mén hec:
1. Phong hoc chuyén méon héa/ nha xwong: Phong hoc 1y thuyét
2. Trang thiét bi may méc: May chiéu, man chiéu
3. Hoc liéu, dung cu, nguyén vat liéu:
* Hoc li€u:
* Dung cu: May tinh ca nhan, But, gidy, bang den, phan
* Nguyén vat liéu:
4. Cac diéu kién khac (Néu co).
V. N¢i dung va phwong phap danh gia:
1. No6i dung:
- Kién thuc:

- Trinh bay duogc ban chit cua giao tiép, phong cach sir dung ngdn ngit trong giao
tiép, cac hoc thuyét vé yéu td hanh vi trong giao tiép, cac tap quan giao tiép tiéu biéu
trén thé gioi.

- Ky néang:

- Thyc hién chinh x4c cac nghi thic giao tiép x4 giao.

- Nghe, néi, viét trong céac tinh hudng kinh doanh mét cach hiéu qua

- C6 thai d6 niém né, van minh, lich su trong giao tiép.

- Nang luc tu chua va trach nhiém:
+ C6 kha ning tu nghién ctiu, tham khao tai liéu c¢6 lién quan dén mé dun.
+ C6 kha nang van dung cac kién thirc lién quan vao cac mon hoc tiép theo.
+ C6 y thirc, dong co hoc tap chu dong, dung dan, tu rén luyén tac phong
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2. Phuong phéap:
- Phuong phap danh gia:
- Kiém tra dinh ki: 3 bai kiém tra (01 bai kiém tra thuong xuyén; 02 bai kiém tra
dinh ky)
- Kiém tra két thiic mén hoc:
+ Hinh thuc: Kiém tra viét
+ Thang diém 10.
+ Thoi gian: 60-120 phut
VI. Huéng din thuc hign mén hoc:
1. Pham vi ap dung mon hoc:
Chuong trinh ap dung cho ngudi hoc Cao dang nghé Quan tri khach san
2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:
- B6i véi gido vién, giang vién:
+ C6 chuong trinh mon hoc.
+ C6 bai giang chi tiét.
+ Chuan bj tét cac tai liéu minh hoa va ap dung linh hoat cac phuong phap
giang day dé phat huy tinh chu dong, tich cuc cho ngudi hoc.
+ C6 phuong phap danh gia phu hop véi timg ddi tuong sinh vién, hoc sinh.
- B6i véi ngudi hoc:
+ Tim t0i, nghién ctu tai liéu, tich cuc tham gia xay dung bai giang, giai quyét
nhitng tinh hudng trong bai tap do gi4o vién hay sinh vién trong 16p dua ra.
+ Tu quan sat, tao moi truong thuan loi, van dung nhitng kién thie da hoc trong
thue té cudc séng va cong viéc.
+ Tung buéc hinh thanh k§ ning giao tiép thong thudng va K§ ning giao tiép
trong kinh doanh nha hang.
3. Nhiing trong tdm can chd y:
Bai 2, 3
4. Tai liéu tham khao:
- Trinh Quang Diing (dich) (2000), Ngh¢ thudt giao tiép, NXB Vin hod Théng
tin.
- Trinh Xuén Diing - Dinh Vin Déang (2000), Ky ndng giao tiép, NXB Dai hoc
Qudc gia Ha Noi.
- Nguyén Van Pinh (1995), Tam Iy va nghé thudt giao tiép i#ng x trong kinh
doanh du lich, NXB Théng ke.
- Vil Lé Giao va Nguyén Vin Hao, Lé Nhat Thirc, Nghiép vu 16 tan trong giao
tiép doi ngoai.
- Nguyén Hién L& (dich) (1994), Pdc nhan tam - Bi quyét cua thanh cong, NXB
Tong hop Bong Thap.
- Nguyén Vian L&(1997), Tam Iy hoc du lich, NXB Tre.
5. Ghi chi va giai thich (néu cd):
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CHUONG TRINH MO DUN
TIENG ANH CHUYEN NGANH

Tén mé dun : Tiéng anh chuyén nganh khach san
Ma m6 dun: MD10
Thoi gian thwe hién mé dun: 200gid; (Ly thuyét: 70gid; Thuc hanh, thi nghiém, thao
luan, bai tap: 125gi0; Kiém tra: 5 gio)
I. Vi tri, tinh chat ciia mé dun:
1. Vi tri: Pugc bé tri giang day song song véi mddun nghiép vu 18 tan va sau
mon Tiéng Anh co ban.
2. Tinh chat: Tiéng Anh chuyén nganh khéach san nam trong phan kién thic
chuyén nganh caa nghé Quan tri khéach san.
I1. Muc tiéu mo dun:
1. Ve kién thuc:

- Ngudi hoc str dung dwogc mot sb tir, cum tir, thuat ngir chuy@n nganh

VA C4C cau tric cau thuong dugc sir dung pho bién trong khéach san.
2. Vé k¥ nang:

- Nguoi hoc ty tin giao tiép, trao d6i va néi chuyén véi khach mot céch
chuyén nghiép vé cac tinh hubng giao tiép trong khach san nhu: chao dén
khach, nhan dat budng, tiép nhan yéu cau caa khach, giai quyét phan nan vé
cac dich vu trong khach san, va thanh toan héa don cho khach.

2. V& ning luc tu cha va trach nhiém:

- C6 kha nang tu nghién ctru, tu hoc, tham khao tai liéu lién quan dén mén

hoc dé van dung vao hoat dong hoc tap.

- Van dung duoc cac kién thie ty nghién ciru, hoc tip va kién thire, k§ ning

da duoc hoc dé hoan thién céac k¥ nang lién quan dén mon hoc mot cach

khoa hoc, dung quy dinh.
I11. N¢i dung mo dun:
1. Nbi dung tdng quét va phan bo thoi gian:

Thati gian (gio)
Thuc
hanh, thi
STT Tén chwong, muc Tong Ly nghiém, | Kiém
S0 thuyét thao tra
luan, bai
tap
1 | Unit 1- Hotel types and 10 4 6
facilities.
1.1 Vocabulary/ Ttr vung 2 1 1
1.2 Grammar/ Ngir phap 2 1 1
1.3 Skills/ Ky nang 6 2 4
1.3.1 Listening/ Nghe
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1.3.2 Reading/ Boc

1.3.3 Speaking/ Néi (Pair work)
1.3.4 Writing/ Viét

Unit 2- Hotel jobs and
departments

1.1 Vocabulary/ Ttr vung

1.2 Grammar/ Ngit phap

1.3 Skills/ Ky nang

1.3.1 Listening/ Nghe

1.3.2 Reading/ Poc

1.3.3 Speaking/ Noi (Pair work)
1.3.4 Writing/ Viét

Unit 3 Room types and room
status

1.1 Vocabulary/ Tt vung

1.2 Grammar/ Ngit phap

1.3 Skills/ K§ nang

1.3.1 Listening/ Nghe

1.3.2 Reading/ Poc

1.3.3 Speaking/ Noi (Pair work)
1.3.4 Writing/ Viét

Unit 4 - Room furnishings and
equipment

1.1 Vocabulary/ Ttr vung

1.2 Grammar/ Ngir phap

1.3 Skills/ Ky nang

1.3.1 Listening/ Nghe

1.3.2 Reading/ Boc

1.3.3 Speaking/ Noi (Pair work)
1.3.4 Writing/ Viét

Unit 5- Hotel Reservation

1.1 Vocabulary/ Ttr vung

1.2 Grammar/ Ngtr phap

1.3 Skills/ K§ nang

1.3.1 Listening/ Nghe

1.3.2 Reading/ Poc

1.3.3 Speaking/ Noi (Pair work)
1.3.4 Writing/ Viét

Unit 6- Registrations

1.1 Vocabulary/ Ttr vung

1.2 Grammar/ Ngit phap

1.3 Skills/ Ky nang
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10

1.3.1 Listening/ Nghe
1.3.2 Reading/ Poc
1.3.3 Speaking/ Noi (Pair work)
1.3.4 Writing/ Viét
Unit 7- Hotel Services
1.1 Vocabulary/ Ttr vung
1.2 Grammar/ Ngit phap
1.3 Skills/ Ky nang
1.3.1 Listening/ Nghe
1.3.2 Reading/ Poc
1.3.3 Speaking/ Noi (Pair work)
1.3.4 Writing/ Viét
Unit 8: Directions
1.1 Vocabulary/ Ttr vgng
1.2 Grammar/ Ngit phap
1.3 Skills/ K§ nang
1.3.1 Listening/ Nghe
1.3.2 Reading/ Poc
1.3.3 Speaking/ Noi (Pair work)
1.3.4 Writing/ Viét
Unit 9- Using the phone
1.1 Vocabulary/ Ttr vung
1.2 Grammar/ Ngtr phéap
1.3 Skills/ Ky nang
1.3.1 Listening/ Nghe
1.3.2 Reading/ Boc
1.3.3 Speaking/ Noi (Pair work)
1.3.4 Writing/ Viét
Unit 10- Dealing with
complaints
1.1 Vocabulary/ Ttr vung
1.2 Grammar/ Ngit phap
1.3 Skills/ Ky nang
1.3.1 Listening/ Nghe
1.3.2 Reading/ Poc
1.3.3 Speaking/ Néi (Pair work)
1.3.4 Writing/ Viét
Unit 11- Checking out
1.1 Vocabulary/ Ttr vung
1.2 Grammar/ Ngit phap
1.3 Skills/ K§ nang
1.3.1 Listening/ Nghe
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1.3.2 Reading/ Boc
1.3.3 Speaking/ Néi (Pair work)
1.3.4 Writing/ Viét

Cong 200 70 125 5

2. Noi dung chi tiét:

Unit 1 - Hotel types and Hotel Facilities Thoi gian: 10gio

1. Muc tiéu: Sau khi hoc xong bai hoc nay, ngudi hoc c6 kha nang:

- Trinh bay duogc cac loai hinh khach san va vi tri caa chdng.

- Gi6i thiéu va quang cdo duogc loai hinh khach san pht hop véi nhu cau cua khach.
2. N¢i dung:

2.1

2.2

2.3
2.3.1

2.3.2

2.3.3

Vocabulary/ Tir veng Thoi gian: 2gio
Some hotel types; prepositional phrases of some typical hotel
locations; some adjectives referring to hotels / Mot s6 loai hinh khéach
san; cac cum gidi tir chi vi tri khach san; mot s6 tinh tir lién quan dén
khach san

Grammar/ Ngir phap Thoi gian: 2gio
CAc cau truc chi vi tri caa khach san:

To be situated _

To be located in/on/at

Skills/ K§ nang Thoi gian: 6gio

Listening/ Nghe

Listen to the people talking about their inquites and match the hotel
types that would suit them / Nghe moi ngudi ndi vé yéu cau cia ho va
chon loai khéach san phu hop véi ho

Listen to the conversations and fill in the details about the type of hotel
and its location / Nghe doan hoi thoai va hoan thanh cac chi tiét vé loai
hinh khach san va vi tri caa né

Reading/ Boc

Read the advertisements for five hotels. Poc 5 quang cao vé 5 khéach
san

Read the brochures of some hotels to identify the types of the hotels /
Doc tap gip khach san va xac dinh loai hinh khéch san théng qua cac
tap gap

Speaking/ Nai (Pair work)

Use the information of the above ads for five hotels to ask and answer
about the hotel types and their locations / Str dung théng tin cua cac
quang cdo trén dé hoi vé loai hinh khach san va vi tri caa ching

Role play (customer & tourist office clerk) to give advice about
suitable hotel types / Dong vai (khach hang & nhan vién van phong du
lich) dé dwa ra 161 khuyén vé loai hinh khach san phu hop

One student says what he / she wants. The other student recommends
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2.3.4

the suitable hotel types and their locations / Mét nguoi hoc dua ra yéu
cau vé khéach san. Ngudi hoc con lai s& giéi thiéu loai khach san phu
hop va vi tri cua no
Writing/ Viét
Provide some brochures of different hotel types for each group and
asking them to write about the hotels with the following information /
Cung cap cho mdi nhém mot sb tap gap vé céc loai khéach san khac
nhau va yéu cau ho viét vé cac khach san dé theo cac thong tin sau:

— The name of the hotel / Tén khach san

— The hotel type / Loai khach san

— Whereitis/ Vitri
Translate some Vietnamese sentences about hotels into English / Dich
mot s6 cau Tiéng Viét vé khach san sang Tiéng Anh

Unit 2 - Hotel jobs and departments Thoi gian: 10gio

1. Muc tiéu:
- M0 ta duoc cac chac danh va cong viéc cua ho trong bo phan 18 tan.
- M6 ta dugc mot sé chire danh va cong viéc caa ho trong khéach san.
2. N§i dung:

2.1

2.2

2.3
2.3.1

Vocabulary/ T veeng Thoi gian: 2gio
New words of hotel jobs and departments / Gigi thiéu cac tir vé chirc
danh va bo phan trong khéach san
Practice pronouncing/ Luyén phat am
Make sentences using the new words to describe the hotel jobs/ St
dung nhitng tir d6 dé dit cau mo ta vé nghé nghiép
Grammar/ Ngir phéap Thoi gian: 2gio
Structures of describing duties of the jobs / Cac cAu tr(ic md ta nhiém
Vu cua cac chac danh

— X does something

— Xisin charge of Department Y

— X makes sure that something happens

— X looks after something

— Xs responsible for doing something

— X’s duties include doing something
Skills/ Ky nang Thoti gian: 6gio
Listening/ Nghe
Listen to the conversations with hotel employees and complete the
table with the hotel jobs and departments/ Lang nghe cac doan hoi
thoai giita cac nhan vién khach san va hoan thanh nhiing ché trong
trong bang véi cac chuc danh va bo phan trong khach san
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Listen to the conversations with hotel employees and complete these
extracts from the conversations/ Ling nghe cac doan hoi thoai gitra
cac nhan vién khach san va hoan thanh nhiing cho tréng trong doan
hoi thoai

2.3.2 Reading/ DBoc
Read the sentences and expressions which used to describe the hotel
job/ Poc cac cau va miu cau duoc dung dé md ta nghé nghiép trong
khach san

Read the conversations/ Poc cac bai hoi thoai

Read jobs descriptions of some Front Office Agents (hand-outs given
by teachers) (/ Poc bang md ta cong viéc caa mot sé chirc danh trong
bo phan 18 tan (tai liéu phat tay)
2.3.3 Speaking/ Noi

Tell the guest which member of the hotel staff could deal with guest
problems during their staying/ N6i cho khach biét nhan vién nao trong
khéch san c6 thé gidp khach giai quyét cac van dé trong qua trinh luu
trd

Role play to ask and answer questions about / Pong vai hoi va tra loi
Vé:

— What’s your job? / Cong viéc

— What department do you work in? / B6 phan lam viéc

— What are your duties? / Nhiém vu cu thé
Play a game. You think of any job that is done in a hotel. Pretend you
do the job. Other students use Yes-No questions to ask you (at the
maximum 5 questions). You only answer “Yes” or “No”. You will
win if after 5 questions, they still cannot guess your job. / Choi tro
doan nghé nghiép st dung ti da 5 cau hoi Yes-No

2.3.4 Writing/ Viét

Complete the sentences with expression/ Hoan thanh cac céu,
su dung cac cum tur goi y
Exercises/ Bai tap.

Unit 3 — Room Types and Room Status Thoi gian: 10gio

1. Muc tiéu:
- Gi6i thiéu dugc cac loai budng, tinh trang budng trong khach san véi khach.
2. N¢i dung:
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2.1

2.2

2.3
2.3.1

2.3.2

2.3.3

2.3.4

Vocabulary/ Twx vung Thoi gian: 2gio
Some room types; room status; abbrebriations of room status; phrases
of additional requests related to rooms; Some public rooms and
premises / Gigi thiéu cac tir vé loai budng; tinh trang budng; chir viét
tat ciia c4c tinh trang budng; mét s cum tir lién quan dén cac yéu cau
thém vé budng; mot sb loai phong khac trong khach san
Practice pronouncing/ Luyén phat &m
Grammar/ Ngir phap Thoi gian: 2gio
Some request patterns / Mot sé mau cau yéu cau:

— Do you have?

— Could I have?

— I’d like
Some replies / Mot s6 mau cau tra 11 yéu cau caa khach
Comparision of adjectives/ So sanh tinh tur
Practice making sentences with comparision of adjectives/ Thuc hanh
dat cau sur dung so sanh tinh tur
Skills/ Ky nang Thoi gian: 6gio
Listening/ Nghe
Listen to the conversations and complete the table with the people’s
wants and the room types the receptionist offers / Nghe doan hoi thoai
va hoan thanh bang véi nhitng yéu cau caa khéach va goi y cua I8 tan
Reading/ Doc
Read room tariffs and brochures of some hotels / Doc bang gia phong
va tap gap khéach san
Speaking/ Noi
In pair practice asking and answering question about room types/
Theo nhém, thyc hanh hoi va tra 1i nhitng cau hoi vé cac loai budng
Writing/ Viét
Find out about 4 names of room types and 4 room status and then
describe them/ Tim ra khoang 4 loai budng va 4 tinh trang budng, sau
d6 dit cau dé md ta ching
Exercises/ Bai tap

Unit 4 - Room furnishings and equipment Thoi gian: 8gio

1. Muc tiéu: Sau khi hoc xong bai hoc nay, nguoi hoc c6 kha nang:

- Héi va trd 1061 dugce nhitng cau hdi vé cac vat dung va cach stir dung cac

ti¢én nghi trong phong ngu, phong khach véi khach.
2. N§i dung:

2.1

Vocabulary/ Twr veng Thoi gian: 2gio
New words related to room furnishings and equipment/ Giéi thiéu cac
tir lién quan t6i cac d6 dung va trang thiét bi trong budng khach
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Practice pronouncing and making sentences using the new words/
Luyén phat &m va tap dat cau sir dung cac tir d6

2.2 Grammar/ Ngixr phap Thoi gian: 2gio
Structures of describing hotel rooms / Cac ciu triic md ta budng khach
san:
There is/ There are
To be equipped with
Have / has

2.3 Skills/ Ky nang Thoi gian: 4gio

2.3.1 Listening/ Nghe
Mrs Keane has just arrived at her hotel. Listen to the porter showing
her where things are in her room and number the correct places in the
pictutre / Ba Keane dén khach san. Nghe nhan vién hanh Iy chi cho ba
c4c vat dung trong budng ba va hay danh sb 1én cac vat dung do
The Housekeeper is talking to a new maid and explaining her duties.
Label the picture with the items she talks about / T6 trudng to buong
dang néi chuyén véi nhan vién phuc vy budong méi va giai thich nhiém
vu cta cd. Phan loai hinh voi nhimg d6 vat ma ba iy néi dén

2.3.2 Reading/ Boc
Read hotel brochures / Poc tap gap khach san

2.3.3 Speaking/ Noi
Look at the pictures of a bed room and a bath room. Can you say what
the items in the pictures are?/ Nhin vao nhirng btc tranh cia mot
budng ngii va budng tam. ban ¢ thé cho biét nhitng d6 vat d6 1a gi?
With your partner, ask and answer questions about items in the guest
room/ CUng véi ban caa ban, hoi va tra 16i nhitng cau hoi vé cac vat
dung trong budng khéch
In pairs practice introduce room for guest/ Lam viéc theo cap, thuc
hanh gigi thiéu budng cho khéch
In group practice ask and answer about the way to use appliances in
guest room/ Lam viéc theo nhém, thuc hanh hoi va tra 16i vé cach sir
dung cac tién nghi trong budng khach

2.3.4 Writing/ Viét
Describe a hotel room from a brochure given by the teacher /
M6 ta mot budng tir tap gap khéach san

Unit 5 - Hotel reservations  Thai gian: 30gio

1. Muc tiéu: Sau khi hoc xong bai hoc nay, nguoi hoc cé kha nang:
- X1 Iy cac tinh hudng nhan dit budng c6 va khong c6 st dung phiéu dat
budng theo dting qui trinh.
2. N¢i dung:
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2.1

2.2

2.3
2.3.1

2.3.2

2.3.3

234

Vocabulary/ Twr vung Thoi gian: 4gio

Some headings on the reservation form/ Giéi thiéu cac tiéu dé trén
phiéu dit budng

Practice pronouncing and making sentences using the new words/
Luyén phat &m va tap dat cau sir dung cac tir d6

Grammar/ Ngir phap Thoi gian: 4gio

Some sentence patterns related to hotel reservations / Mot sé6 mau cau
lién quan dén dat budng

Saying and writing dates with month in American way / British way /
International form / NGi va viét ngay thang theo cach My / Anh va
quéc té

Skills/ Ky nang Thoi gian: 22gio

Listening/ Nghe

Listen to a conversation

Listen and write down the dates you hear / Nghe va viét ngay thang
Reading/ DBoc

Read the conversations about reservations / Doc cac hoi thoai vé dat
budng

Speaking/ NGi

Work in pair and make bookings with situations

Work in pair (Guest- Reservationist) to make a booking, using the
reservation form / Thuc hanh déng vai xir ly tinh huéng nhan dat
budng c6 str dung phiéu dit budng

Writing/ Viét

Work in pair and write a conversation for booking / Lam viéc

theo cip, thuc hanh viét doan hoi thoai dit budng

Unit 6- Registrations Thoi gian: 30gio

1. Muc tiéu: Sau khi hoc xong bai hoc nay, ngudoi hoc cd kha nang:
- Xir 1y dugc cac tinhg hudng 1am thu tuc nhap khach san cho khach mot cach

lich su va

theo ding qui trinh.
2. Noi dung:

2.1

2.2

Vocabulary/ Twr veng Thoi gian: 4gio

Some headings on the registration form / Gigi thiéu cac tiéu dé trén
phiéu dang ky khach san

Practice pronouncing and making sentences using the new words/
Luyén phat &m va tap dat cau su dung cac tu do

Grammar/ Ngir phap Thoi gian: 4gio

Sentences patterns when the guest check-in / Mot sé mau cau khi
khach lam thu tuc nhap khach san
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Structures of polite request or suggestions to guest / Cu trdc yéu cau
/ @& nghi khach lich su

— Ifyou’d (just) like to + V (bare infinitive)

— If I could just ask you to +V (bare infinitive)
Sentences patterns of responding to requests by guests / Mot s6 mau
cau tra loi yéu cau cua khach

2.3 Skills/ Ky nang Thoi gian: 22gio

2.3.1 Listening/ Nghe
Listen to a conversation Check-in

2.3.2 Reading/ Boc
Read the conversations related to checking in guests / Doc mot sb doan
hoi thoai lién quan dén viéc 1am thu tuc nhap khéch san cho khach

2.3.3 Speaking/ Noi
Role play (Guest- Receptionist) to check-in for a guest who made a
reservation at the hotel / Thyc hanh déng vai (Khach-Lé tan) 1am thu
tuc nhap khach san cho khach da dat buong
Role play (Guest- Receptionist) to check-in for a guest who does not
make a reservation at the hotel (Walk-in guest) / Thyc hanh dong vai
(Khéch-Lé tan) lam thia tuc nhap khéch san cho khach vang lai
Role play (Tour leader / Tour guide- Receptionist) to check-in for a
group / Thyuc hanh déng vai (Truéng doan / Huéng dan vién-Lé tan)
lam thu tuc nhap khach san cho khach theo doan

2.3.4 Writing/ Viét
Do exercises
Work in pair and write a conversation for checking in / Lam viéc theo
cip, thuc hanh viét doan hoi thoai 1am thu tuc nhap khach san cho
khach

Unit 7- Hotel Services Thoi gian: 30gio

1. Muc tiéu: Sau khi hoc xong bai hoc nay, nguoi hoc c6 kha nang:

Gioi thiéu dugc tién nghi vat chét va dich vu cua khach san cho khach

2. N¢i dung:

2.1

2.2

Vocabulary/ Tw veng Thoi gian: 4gio

New words of some hotel facilities and services; some phrases of
locations / Giéi thiu cac tir vé tién nghi vat chat va dich vy khach san;
maot s6 cum tir vé vi tri

Practice pronouncing and making sentences using the new words/
Luyén phat &m va tap dat cau su dung cac tu do

Grammar/ Ngix phap Thoi gian: 4gio

Structures of asking and answering questions about hotel services,
their location, the opening hours and the member of staff who can help

29



the guest/ Gigi thiéu nhing tir va ciu tric cau dé hoi va tra 1oi cau hoi
vé dich vu trong khéch san, vi tri caa ching, gio gidc hoat dong va
nhan vién nao trong khéch san ¢ thé gitp khach

2.3 Skills/ Ky nang Thoi gian: 22gio

2.3.1 Listening/ Nghe
Listen to the dialogues between hotel guests and a hotel staff/ Nghe
nhitng bai hoi thoai ctia khach ¢ trong khach san va nhan vién
Listen to how to answer guests’ inquiries and complete the table/ Lang
nghe céch tra 16i céc yéu cau cua khéach va hoan thanh vao bang

2.3.2 Reading/ Doc
Read paragraphs.
Read some hotel brochures

2.3.3 Speaking/ Noi
With a partner or a group of other students, act out inquiries by guest
and answers by hotel staff. Talk about WHERE things are, WHO can
help, and WHEN things happen/ Lam viéc theo nhém hoac cép, dua
ra cac yéu cau cua khach va cau tra loi cua nhan vién khéach san. Dé
cap dén vi tri, thoi gian hoat dong va nhan vién nao cé thé giup d&

Work in pair. Ask and answer about hotel facilities and services, using
some hotel brochures / Lam viéc theo cap, hoi va tra 16i vé nhiing tién
nghi vat chat va dich vu trong khach san, c6 sir dung tap gap khéch
san

2.3.4 Writing/ Viét
Write a letter to a guest to introduce about your hotel (using a hotel
brochure) / Viét thu cho khach gigi thiéu vé khach san caa ban

Unit 8- Directions Thoi gian: 12gio

1. Muc tiéu: Sau khi hoc xong bai hoc nay, ngudoi hoc cd kha nang:
- Chi dan duoc cac hudng di c6 va khong co so do trong va ngoai khach san cho
khéach.

2. Noi dung:

2.1 Vocabulary/ Tt veng Thoi gian: 2gio
New words of some phrases of locations / Gigi thiéu mot s6 cum tir
chi noi chdn
Practice pronouncing and making sentences using the new words and
structures/ Luyén phat am va tap dat cau sir dung cac tir va ciu tric
do

2.2 Grammar/ Ngix phap Thoi gian: 2gio
Some expressions and structures of giving directions indoors / Cac
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MAU CAu VA C4u tric cAu dung dé chi dan hudng di trong khach san

2.3 Skills/ Ky nang Thoi gian: 8gio
2.3.1 Listening/ Nghe
Listen to the directions and mark the places mentioned on the plan of
the hotel / Nghe 15i chi dan roi danh dau céc vi tri trén so d6 cua khach
san
2.3.2 Reading/ Doc
Read and study expressions and structures in the Language reference/
Doc va hoc thudc cac mau cau & phan ngdn ngit tham khao
2.3.3 Speaking/ Noi
Using the plan of the hotel, give directions from the reception desk to
/ guest room to / Dung so d6 cua khéach san, chi huéng di tir quay I8
tan dén / phong khach dén:
— guest room
— the roof garden
— the sauna
— the exchange bureau
— the car park
— the bar
With a partner or a group of other students, give directions to any place
on the hotel plan / Lam viéc theo cip hoic nhom, chi dan hudng di
dén bat ky chd nao trén so do khach san
2.3.4 Writing/ Viét
Exercises/ Bai tap
Unit 9- Using the telephone Thoi gian: 20gio

1. Muc tiéu: Sau khi hoc xong bai hoc nay, ngudi hoc cé kha nang:
- Xir Iy dugc cac tinh hudng giao tiép bang dién thoai trong va ngoai khach san.
2. N¢i dung:

2.1

2.2

2.3
2.3.1

Vocabulary/ Tt veng Thoi gian: 2gio

New words related to using the telephone/ Gigi thiéu mot s tir méi
lién quan dén viéc st dung dién thoai

Practice pronouncing and making sentences using the new words and
structures/ Luyén phat &m va tap dat cau st dung cac tir va cau tric
do

Grammar/ Ngir phdp Thoi gian: 2gio
Structures of using the telephone

Skills/ Ky nang Thoi gian: 16gio
Listening/ Nghe
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2.3.2

2.3.3

2.3.4

Reading/ Boc

Read the dialogues/ Poc cac bai hoi thoai

Read the guide to telephone behaviour

Speaking/ Noi

Practice saying phone number/ Tap néi sé dién thoai
Role play (a group of three ) to deal with the situations
Thue hanh déng vai xir ly cac tinh hudng trén
Writing/ Viét

Exercises/ Bai tap

Write conversations for the above situations / Viét hoi thoai cho nhitng
tinh hudng trén

Unit 10- Dealing with complaints  Thoi gian: 20gio

1. Muc tiéu: Sau khi hoc xong bai hoc nay, ngudoi hoc cé kha nang:
- Nhan va xtr Iy duoc nhitng phan nan cuaa khach trong thoi gian khach luu tra.
2. N§i dung:

2.1

2.2

2.3
2.3.1

Vocabulary/ Tt vung Thoi gian: 2gio
Expressions for faults and damage ; verbs of cleaning/ Giéi thiéu mot s6 cum tir vé
hu hong; mot sé dong tir vé 1am vé sinh
Practice pronouncing and making sentences using the new words and structures/
Luyén phat &m va tap dat cAu st dung cac tir va cau trac do
Grammar/ Ngir phap Thoi gian: 2gio
Structures of complaints / Cau tr(ic phan nan:
— Guests complain something missing:
o There are / there is no + Noun
— Guests require that something needs doing
o They/ It need (s) + V-ing
— Guests complain that something hasn’t been done
o S+ haven’t/ hasn’t been+ pp (V-ed / V3)
— Guests talk about accidents
o [D’m afraid. I’ve done something
Apologies: The way to say “ sorry” and promising action/ Cach néi 15i xin 16i va
dua ra 101 hia:
— TI’ll (ask someone to) bring some/one for you right away
— I’ll (send someone up to) + V it / them right away
— TI’ll have it/them + pp (V-ed / V3) / ’ll + V it / them right away
Skills/ Ky nang Thoi gian: 16gio
Listening/ Nghe
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2.3.2

2.3.3

2.34

Listen to the guests who are mentioning problems with theis rooms. Complete wha
the guests say / Nghe nhiing khach dang dé cap t6i nhitng van dé xay ra trong
budng cua ho. Hoan thanh nhitng cau khach néi

Listen to a room attendant discussing with the floor supervior items which are
damaged, missing, etc. Write notes in the table/ Nghe mét nhan vién 1am budng
trao doi voi mot giam sét ting nhitng thir bi hong, mat, v.v. Viét nhirng thong tir
do6 vao bang

Reading/ Poc

Read a complaint letter and complete the replying letter

Speaking/ Néi

With a partner or a group of other students, act out complaints by guest and
answers by hotel staff/ Lam viéc theo nhom hoac cép, dua ra cac 161 phan nan caa
khach va cau tra loi cua nhan vién khach san

Work in pair. Student A gives some complaints; Student B (Receptionist) deals
with the complaints

Writing/ Viét

Write a complete conversation with some complaints and give solutions / Viét hoi
thoai hoan chinh vé mét s6 phan nan va huéng giai quyét ching

Write a letter to reply the complaint letter about the dirty room (as in Part 3.6) in
your own way / Viét thu tra 101 thu phan nan vé budng ban (nhu trong Phan 3.6)
theo cach cua ban

Unit 11- Checking-out Thoi gian: 20gio

1. Muc tiéu: Sau khi hoc xong bai hoc nay, ngudi hoc cd kha nang:
Thuc hién duoc thi tuc tra budng cho khéach theo ding qui trinh.
2. Noi dung:

2.1

2.2

2.3

2.3.1
2.3.2
2.3.3

Vocabulary/ T veng Thoi gian: 2gio

New words of checking out/ Gigi thiéu mot s6 tir mai vé lam tha tuc

tra buong cho khach

Practice pronouncing and making sentences using the new words and
structures/ Luyén phat &m va tap dit cau sir dung c4c tir va ciu
Grammar/ Ngir phdp Thoi gian: 2gio

Sentence patterns of checking out / Mt sé mau cau vé lam thu tuc tra
budng cho khach

Simple future with I’ll / Thi tuong lai voi I’

Skills/ Ky nang Thoi gian: 16gio

Listening/ Nghe

Reading/ DBoc

Speaking/ Noi

Work in pair (Guest- Cashier). Check-out for a guest/ Lam theo cap
(Khach-Nhan vién thu ngan). Lam tha tuc tra budng cho khach
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Work in pair (Guest- Cashier). Check-out for a guest whose credit card
has exprired / Lam theo cap (Khach-Nhan vién thu ngén). Lam thu tuc
tra budng cho khach c6 thé tin dung hét hang sir dung
Work in pair (Guest- Cashier). Check-out for a guest with some thing
wrong in her bill (the guest’s mistake) / Lam theo cap (Kh&ch-Nhéan
vién thu ngan). Lam tha tuc tra budng cho khach, khéach phat hién c6
nham lan trén hoa don (khach nham 1an)
Work in pair (Guest- Cashier). Check-out for a guest with some
thing wrong in her bill (the hotel’s mistake)/ Lam theo cap (Khach-
Nhan vién thu ngan). Lam tha tuc tra budng cho khach, khach phét
hién ¢6 nham I4n trén hoa don (nham 1an do khach san)

2.3.4 Writing/ Viét
Exercises / Bai tap
Write conversations for the above situations / Viét hoi thoai cho nhirng
tinh hudng trén
Translate some Vietnamese sentences into English / Dich mét s6 cau
Tiéng Viét sang Tiéng Anh

IV. Piéu kién thuc hién mé dun:

1. Phong hoc chuyén mén héa/ nha xuong: Phong hoc ly thuyét.

2. Trang thiét bi may moc: Pay du cac phuong tién nghe nhin hd trg: may chiéu,

loa, man hinh,...

3. Hoc liéu, dung cu, nguyén vat liéu: Bang dia, hinh anh, clips,...

4. Cac diéu kién khac: (Néu cb)

V. Noi dung va phuong phap danh gia:

1. No6i dung:

- V¢ kién thic:

- Nguoi hoc str dung duoc mot sé tir, cum tir, thuat ngix chuy@n nganh va cac
Cau triic cau thuong duoc sir dung phd bién trong khach san.

- V& k¥ nang:

- Ngudi hoc tu tin giao tiép, trao doi va néi chuyén véi khach mot cach
chuy@n nghiép vé cac tinh hubng giao tiép trong khach san nhu: chao dén khach, nhan
dit budng, tiép nhan yéu cau cua khach, giai quyét phan nan vé cac dich vu trong khach
san, va thanh toan héa don cho khach.

- V& ning luc ty cha va trach nhiém:

- C6 kha nang tu nghién ctru, tu hoc, tham khao tai li¢u lién quan dén mon hoc dé van
dung vao hoat dong hoc tap.

- Van dung duoc céac kién thire tu nghién ctru, hoc tap va kién thire, ky nang da duoc
hoc dé hoan thién cac k¥ nang lién quan dén moén hoc mét cach khoa hoc, dung quy dinh.

2. Phuong phép:

- Phuong phép déanh gia:

—Kiém tra thuong xuyén: 01 bai
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—Kiém tra dinh ky: (4 bai kiém tra, hinh thuc: van dap (20phit/ SV). Thang diém
10.
—Kiém tra két thtic mén: hinh thirc: van dap (20phat/ SV). Thang diém 10.
VI. Huéng dan thyc hién mon hoc:
1. Pham vi &p dung mdn hoc: Ngudi hoc hé cao dang / trung cip nganh quan tri
khach san
2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:
- Béi véi gido vién, giang vién:
—Phai c6 trinh d6 ngoai ngir va kién thirc x4 hoi tét.
—Phai c6 kién thire chuy&n mén nghiép vu vé nha hang khach san
—Phai sir dung phwong phap giang day phd hop véi d6i tuong nguoi hoc
—Phai thuong xuyén di thyc té tai cac nha hang khach san, tham gia cac khoa hoc
nang cao chuyén mén nghiép vu va tham du cac hoi thao vé nghiép vu khach san dé bo
sung cho bai giang
—Phai ¢ giao cu truc quan va cac loai sach tham khao khac
- Pdi voi ngudi hoc:
—Phai hoc xong chuong trinh ngoai ngit Tiéng Anh cin ban
—C6 kién thirc chuy@n nganh
—Phai tich cuc tham gia vao cac hoat dong hoc tap & 16p hoc.
—Chu dong tim ngudn tai liéu cho bai hoc qua sach bdo, cac phuong tién truyén
thong va céc trang web vé nha hang, khach san va du lich.
—Cé sach gido khoa va cac loai sdch tham khao
- Phuong phép giao tiép (Communicative Approach): ldy nguai hoc 1am trung tam,
tao nhiéu co hdi cho nguoi hoc luyén tap cac ky nang (nghe, noi, doc, viét)
- Céc hoat dong hoc: chia ngudi hoc thanh cac nhom, céc cap dé thao luan, dong
vai giao tiép
- Ngon ngit dugc stir dung trong 16p hoc:
Tiéng Anh duoc st dung nhiéu hon Tiéng Viét
1. Nhitng trong tdm can chu y:
—Hai k¥ nang nghe va néi can duoc nhan manh
—Céc tinh hudng that xay ra tai khach san can dugc dua vao bai hoc cho nguoi hoc
luyén tap thém
—Can bam sét kién thac nghiép vu ma nguoi hoc di dugc hoc bang Tiéng Viét dé
chuyén tai sang Tiéng Anh cho hop ly.
2. tai liéu tham khao:
e PJ Thi Kim Oanh. (2006). English for Front office Staff. Nha xuat ban Ha
noi
e Christopher St J Yates. (1992). English in Tourism: Check-in. Prentice Hall
International (UK) Ltd.
e [é Huy Lam, pham van Thuan. (2001). Spoken English for Hotel Staff. Nha
xut ban TP. HCM
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e Leo Jones. (1998). English for the travel and tourism industry: Welcome.
Cambridge. Cambridge University Press.
e Christopher St J Yates. (1992). May | help you?. Prentice Hall
e Rod Revell and Trish Slot. (1998). Highly Recommended. Oxford
University Press.
5. Ghi chd va giai thich (néu co):
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CHUONG TRINH MO PUN
TIENG ANH GIAO TIEP

Tén mé dun: TIENG ANH GIAO TIEP

Ma mo dun: MD11

Thoi gian thyc hién mé dun: 60gio; (Ly thuyét: 28g10; Thyc hanh, thi nghiém,
thao luan, bai tap: 29gid; Kiém tra: 3gid)

I. Vi tri, tinh chét ciia mé dun:

1. Vi tri: Puoc bé tri giang sau mén Tiéng Anh chuyén nganh khach san.

2. Tinh chit: Tiéng Anh chuyén nganh giao tiép nam trong phan kién thtc cua mo
dun ngoai ngir chuyén nganh Quan tri khach san.

I1. Muc tiéu mé dun:
1. V& kién thuc:

- Nguoi hoc sir dung duwoc mot s6 tir, cum tir, thuat ngir va cac cu trac cau thuong

duogc sir dung pho bién trong giao tiép trong moi truong khach san.
2. Vé k¥ nang:

- Nguoi hoc tu tin, ¢d thé giao tiép, trao d6i va ndi chuyén vai khach mot céch troi
chay vé cac tinh huéng giao tiép hang ngay trong méi trudng khach san.

V& nang lyc tu chi va trach nhiém:

- C6 kha nang tu nghién ctru, tu hoc, tham khao tai liéu lién quan dén mén hoc
dé van dung vao hoat dong hoc tap.

- Van dung duogc céc kién thutc tu nghién curu, hoc tap va kién thtc, ky nang da
duoc hoc dé hoan thién cac k¥ nang li€n quan dén mén hoc mot cach khoa hoc, ding
quy dinh.

I11. Noi dung mo dun:

1. Noi dung tong quat va phan bo thoi gian:

Thoi gian (gio)
Thuc hanh,
STT | Tén chwong, muc Tong Ly | thinghiém, | Kiém
so | thuyét | thao luan, tra
bai tap
1 | Unit 1- SHORT TERM GOALS 8 4 4
AND LONG TERM GOALS
1.1: Vocabulary 1 1
1.2: Grammar and Structure 1 1
1.3: Practice 6 2 4
2 | Unit2- TYPICALLY BRITISH 9 4 5
1.1: Vocabulary 1 1
1.2: Grammar and Structure 1 1
1.3: Practice 7 2 5
3 | Unit 3- HOW STRESSED ARE 8 4 4
YOU? 1 1
1.1: Vocabulary 1 1
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1.2: Grammar and Structure

1.3: Practice

4 | STOP AND CHECK

Unit 4 —- WHAT CAN YOU DO?
1.1: Vocabulary

1.2: Grammar and Structure

5 | 1.3: Practice

Unit 5- WHERE DID YOU GO
LAST HOLIDAY?

1.1: Vocabulary

1.2: Grammar and Structure

1.3: Practice

6 | STOP AND CHECK

Unit 6- MY COMPANY

1.1: Vocabulary

1.2: Grammar and Structure

7 | 1.3: Practice

Unit 7- FOOD AND DRINKS
1.1: Vocabulary

1.2: Grammar and Structure

1.3: Practice:

STOP AND CHECK

Cong

2. Noi dung chi tiét:

UNIT 1: SHORT TERM GOALS AND LONG TERM GOALS?

Thoi gian 8 gio

O OO, P 00 F O
AN PP P B

N P
o

P ORPR P OORRFEF ORFROOR PP
NP R DANE RPN
N

(®))
o

28 29 3

1. Muc tiéu: Sau khi hoc xong bai nay, nguoi hoc c6 kha nang:

- Gi6i thidu duoc nhitng thong tin vé ban than nhu: gia dinh, nghé nghiép, ké hoach
ngén han, dai han, diém manh, diém yéu cua ban than khi phdong vén xin viéc.

2. N§i dung:

2.1: Vocabulary: Thoi gian 1 gio

- Short term goals and long term goals

- Strong points and weak points

- Job application

2.2: Grammar and Structure Thoi gian 1 gio

- Spend time/ money on something or doing something

- It takes someone time to do something

- Will/ Shall + Vinf

2.3: Practice: Thoi gian 6 gio

- Reading, listening and speaking about short term goals and long term goals,
strong points and weak points

- Writing and speaking about oneself.
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UNIT 2: TYPICALLY BRITISH Thoi gian 9 gio
1. Muc tiéu: Sau khi hoc xong bai nay, nguoi hoc c6 kha nang:
- So sanh dugc nhitng thoi quen, so thich dién hinh trong cudc sdng hang ngay cia

nguol Anh va ciia nguoi Viét.

2. Noi dung:
2.1: Vocabulary: Thoi gian 1 gio
- The typical British habits, typical Vietnamese habits, traffic in Britain and in

Vietnam

khac.

2.2: Grammar and Structure: Thoi gian 1 gio

- The simple present tense

- Be/ get used to

2.3: Practice: Thoi gian 7 gio

- Reading, listening about typically British, typically Vietnamese.

- Writing and speaking about the typically British, typically Vietnamese.

UNIT 3: HOW STRESSED ARE YOU? Thoi gian 8 gio

1. Muc tiéu: Sau khi hoc xong bai nay, nguoi hoc c6 kha nang:

- Miéu ta dugc cong viéc hang ngay, théi quen, sé thich ctia ban than va ctia nguoi

- Trinh bay duoc bi quyét dé khong bi stress, song lau, song khoe.

2. Noi dung:

2.1: Vocabulary: Thoi gian 1 gio
- Daily routine, vegetables, work, stress, favourite day

- Time words and expressions

- The mystery of having a long healthy life.

2.2: Grammar and Structure: Thoi gian 1 gio
- The Simple Present Tense

- Adverbs of frequency.

- Prepositions of time

2.3: Practice: (Thoi gian 6 gio)

- Reading, listening about someone's daily work.

- Writing and speaking about your daily work, your favorite day; someone’s daily

work; How stressed are the people; how can people get a long, healthy life.

UNIT 4: WHAT CAN YOU DO? Thoi gian 8 gio
1. Muc tiéu: Sau khi hoc xong bai nay, ngudi hoc c6 kha nang:
- Gidi thiéu dugc nhitng kha niang vé ban than hoic clia ngudi khac vé: chuyén

mon cong viée, choi thé thao, am nhac,...

2. N¢i dung:

2.1: Vocabulary: Thoi gian 1 gio
- Leisure activities, work, cook.

- Social expressions.

2.2: Grammar and Structure: Thoi gian 1 gio
- Present Simple (questions and negatives)
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- Be able to/ can

2.3: Practice: Thoi gian 6 gio

- Reading, listening and speaking about someone's ability.

- Writing and speaking about your ability; someone's ability; young people can or
can not cook.

UNIT 5: WHERE DID YOU GO LAST HOLIDAY? Thoi gian 8 gio

1. Muc tiéu: Sau khi hoc xong bai nay, nguoi hoc c6 kha nang:

- Tuong thuat lai dugc nhiing su viéc da xay ra trong qua kh.

2. Noi dung:

2.1: Vocabulary: Thoi gian 1 gio

- Past time expressions.

- Word formation

- Irregular verbs

- Holiday

2.2: Grammar and Structure: Thoi gian 1 gio
- The simple past tense

- Used to

2.3: Practice: Thoi gian 6 gio

- Reading, listening and speaking about what happened.
- Writing and speaking about your last holiday, someone’s holiday.
UNIT 6: MY COMPANY Thoi gian 8 gio

1. Muc tiéu: Sau khi hoc xong bai nay, nguoi hoc c6 kha nang:

- G161 thiéu dugc nhirng thong tin vé nha &, noi 1am viéce, chi duong.

2. N¢i dung:

2.1: Vocabulary: Thoi gian 1 gio

- House & furniture

- Prepositions of place, places.

- Directions

2.2: Grammar and Structure: Thoi gian 1 gio

- The present continuous

- The simple present

- There be

2.3: Practice: Thoi gian 6 gio

- Reading, listening and speaking about a house

- Writing and speaking about your house; your work shop; your company; giving
direction outdoor.

UNIT 7: FOOD AND DRINKS Thoi gian 8 gio

1. Muc tiéu: Sau khi hoc xong bai nay, nguoi hoc c6 kha nang:

- Trinh bay duoc nhirng loi ich va tac hai cta thirc an va d6 udng hang ngay cta
chung ta.

2. NOi dung:

2.1: Vocabulary: Thoi gian 1 gio
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- Food countable/ uncountable

- Drinks

- Benefit and harmful effects of food and drinks.

2.2: Grammar and Structure: Thoi gian 1 gio

- How much/ how many

- Be going to

- Would like

2.3: Practice: Thoi gian 6 gio

- Reading, listening and speaking about ordering a meal in a restaurant.

- Writing and speaking about your food & drinks can be good or dangerous for
your health.

IV. Piéu kién thuc hién mé dun:

1. Phong hoc chuyén mén héa/ nha xudng: Phong hoc ly thuyét.

2. Trang thiét bi may moéc: Pay du cac phuong tién nghe nhin hd trg

3. Hoc liéu, dung cuy, nguyén vat liéu: Bang dia, hinh anh

4. Céc diéu kién khac: (Néu co)

V. Nogi dung va phuong phap danh gia:

1. N6i dung:

Vé kién thirc:

- Nguoi hoc sir dung duwoc mot sé tir, cum tir, thuat ngir va cac cu trac cau thuong
duogc sir dung phd bién trong giao tiép trong méi trudng khach san.

Vé k¥ ning:

- Nguoi hoc tu tin, ¢d thé giao tiép, trao d6i va ndi chuyén vai khach mét céch troi
chay vé cac tinh hudng giao tiép hang ngay trong méi trudng khach san.

V& ning luc tu chi va trach nhiém:

- C6 kha nang tu nghién ctru, tu hoc, tham khao tai liéu lién quan dén mon hoc
dé van dung vao hoat dong hoc tap.

- Van dung duogc cac kién thire tw nghién ctru, hoc tap va kién thirc, k¥ nang da
duoc hoc dé hoan thién cac ky nang lién quan dén mén hoc mot cach khoa hoc, ding
quy dinh.

2. Phuong phap danh gia:
—  Kiém tra thudong xuyén: 01bai
—  Kiém tra dinh ky: 02 bai kiém tra. Hinh thic van dap. (15phat/ SV). Thang
diém 10.
—  Kiém tra két thlc mon hoc: Hinh thirc van dap. (15phat/ SV). Thang diém 10.
VI. Huéng din thuc hién mén hoc:
1. Pham vi 4p dung chuong trinh :
—  Ngudi hoc hé cao ddng nganh quan tri khach san
2. Huéng dan mot s diém chinh vé phuong phap giang day mén hoc:
2.1. Phuong phap giang day
— Phuong phap (Communicative Approach): 1dy ngudi hoc 1am trung tam, tao
nhiéu co hoi cho ngudi hoc luyén tap cac ky nang (nghe, noi, doc, Viét)
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— Cac hoat dong hoc: chia ngudi hoc thanh cac nhom,cap dé thao luan, dong vai
giao tiép, trinh bay dé tai trude 16p (hodc 1am ca nhéan)
2.2. Ngon ngir dugc sir dung trong 16p hoc:
— Tiéng Anh duoc st dung nhiéu hon tiéng Viét
3. Nhitng trong tim chwong trinh can cha ¥
— ChGy rén ky ning nghe noi o tat ca cac bai.
4. Tai liéu tham khao:
e  Paul Seligson & Clive Oxenden (1996). New English File
e  Trish Stott and Roger Holt. (1991). English for Tourism: First Class. Oxford.
Oxford University Press.
e lan Badger. English for work: Everyday Business English. Longman.

e Vietnam National Administration of Tourism. (2000). Front Office
Operations - A Practical Approach. Ha noi.
5. Ghi chi va giai thich (néu co):
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CHUONG TRINH MOM DUN
QUAN HE VA CHAM SOC KHACH HANG

Tén mon hoc: Quan hé va cham séc khach hang

Ma mén hoc: MD12

Thoi gian thwe hién mén hoc: 45 gid; (Ly thuyét: 18 gid; Thuc hanh, thi nghiém,
thao luan, bai tap: 25 gid; Kiém tra 2 gio)

I. Vi tri, tinh chit ciia mén hoc:

1. Vi tri:

- Quan hé va chim séc khach hang 1a mén hoc thuéc nhém kién thire co so nganh
trong chwong trinh khung dao tao trinh d¢ cao ddng nghé “Quan tri Khéach san‘

2. Tinh chat:

- Quan hé va cham soc khach hang 1a mén hoc ly thuyét, dugc danh gia két qua
bang hinh thirc kiém tra hét mon.

I1. Muc tiéu mon hoc:

1. Vé kién thirc:

- Trinh bay dugc khai niém cham soc khach hang, mong doi cua khach hang, dich
vu ¢0 chét luong;

- Nhan biét va mé ta duogc loi ich cia viéc cham soc khach hang hiéu qua;

- Nhan biét dugc moi truong 1am viée da van hod va nhu cau cua cac nhom khach
hang dac biét;

2. Vé k¥ ning:

- Giai thich dugc vai tro cua viéc xay dung mdi quan hé khach hang tét déi véi
thanh cbng cua khach san va trinh dién duoc cac ky ning, thai do cham soc khach
hang hiéu qua;

- M6 ta duoc dic diém tam Iy, nhu cau caa mot sé6 nhém du khéch.

3. Vé ning lyc ty cha va trach nhiém:

- C6 kha nang tu nghién ctru, tu hoc, tham khao tai liéu lién quan dén mon hoc dé van
dung vao hoat dong hoc tap.

- Van dung duoc céc kién thirc tw nghién ctru, hoc tap va kién thirc, k¥ ning da duoc
hoc dé hoan thién cac k¥ ning lién quan dén mén hoc mot cach khoa hoc, diing quy dinh.

I11. N¢i dung mon hoc:

1. Noi dung tong quat va phan bo thoi gian:

Thoi gian (gio)
Thuc hanh,

STT Tén chwong, muc Tong Ly thi nghiém, | Kiém
so | thuyét | thao luan, tra
bai tap
1 | Bai 1: Cham séc khach hang 3 3

- Nhan thire vé& khach hang noibo | 0,25 | 0,25
va khach du lich.
- Pinh nghia cham so6c khach | 0,25 0,25
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hang. 1.5 1.5
- C4c yéu t6 cua dich vu chim soc

khéach hang 0.5 0.5
- Cac bén lién quan dén cham soc

khéach hang. 0.5 0.5
- Dich vu tbt va tuyét voi.

2 | Bai 2: Mong dg¢i cia khach 5 5
hang 0.5 0.5
- PBinh nghia mong dgi cta khach 1 1
hang. 1 1
- Nhu cau cua khach hang
- C4c yéu t6 mong doi cua khach | 2.5 2.5
hang.

- Pic trung nhu cau, mong doi
ctia mot s6 nhom khéach hang cha

yeu
3 |Bai 3: Quan hé khach hang| 16 5 10 1
trong cong viéc
- Binh nghia quan hé khach hang 1 1
- Tam quan trong cua quan hé 2 1 1
khach hang tt.
- K¥ nang phuc vu con nguoi 7 2 5
- Thai d6 phuc vu con nguoi 6 1 4 1
4 |Bai 4. Lam viéc trong moi 7 2 5
trwong da van hoa
- Tam quan trong cua sy hiéu biét | 1 1
vé vin hoa cua du khach
- Su khac biét vé vin hoa 5 5
- C4c nhém c6 nhu cau dac biét 1 1
5 | Bai 5: Dich vu va sy thoa man | 14 3 10 1
caa khach hang.
- Céc yéu té dam bao khach hang | 10 2 8
thoa maén.
- Ky thuat, nghé thuat lam hai 4 1 2 1
long khach va thu hat khach quay
lai

Cong 45 18 25 2

2. Noi dung chi tiét:
Bai 1: Cham soc khach hang
1. Muc tiéu:
- Nhan biét duoc loi ich cua viée cham soc khach hang hiéu qua dén nhan vién va khach
san;
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- Giai thich duogc khéi niém vé dich vu c6 chat luong.

2. No¢i dung:

2.1. Nhan thirc vé khach hang noi bo va khach du lich. Thoi gian: 0,25 gio
2.2. Binh nghia chdm soc khach hang. Thoi gian: 0,25 gio
2.3. Céc yéu t6 dich vu cham soc khach hang Thoi gian: 1,5 gio

2.3.1. Dich vu vat chét
2.3.2. Sb lugng, chat lwong, gia ca san pham
2.3.3. Dich vu ca nhan
2.3.4. Hiéu biét vé san pham
2.3.5. Thai d6 quan tdm t&i khach hang va duy tri chat lwgng dich vu 6n dinh.
2.4. Céac bén lién quan dén chim soc khach hang. Thoi gian: 0,5 gio
2.5. Dich vu tbt va tuyét voi. Thoi gian: 0,5 gio
Bai 2: Mong doi cia khach hang
1. Muc tiéu:
- Giai thich duoc thuat ngit “Su mong doi cua khach hang®, sy khéc biét gitra “nhu cau*
va su “mong doi‘;
- Néu duoc ly do tai sao sy mong doi cua khach hang can dugc du doan trudc, can dugc
dap rng va trong mot s trudng hop can duge dap tng trén mirc mong doi.
2. Noi dung:
2.1. Mong doi cua khach hang. Thoit gian: 0,5 gio
2.1.1. Binh nghia.
2.1.2. Sy can thiét phai hiéu duoc mong doi ciia khach hang
2.2. Nhu cau cua khach hang Thoi gian: 1 gio
2.3. Céc yéu té mong doi cua khach hang. Thoi gian: 1 gio
2.4. Pic trung nhu cau, mong doi cia mdt s6 nhém khach hang chi yéu.
Thoi gian: 2,5 gio
2.4.1. Khach Trung Quéc.
2.4.2. Khach Nhit.
2.4.3. Khéch Phép.
2.4.4. Khach M.
2.4.5. Khach brec.
2.4.6. Khach Han Qudc.
2.4.7. Khach Thai Lan.
Bai 3: Quan hé khach hang trong céng viéc
1. Muc tiéu:
- Trinh bay dugc dinh nghia “quan h¢ khach hang”;
- Giai thich duoc ly do tai sao cac méi quan hé véi khach hang tét lai dong vai trd quan
trong ddi véi su thanh cong caa khach san;
- Trinh bay nhimng tac dong cia thai d6 nhan vién phuc vu ddi véi khach hang;
- Nhan biét va xir 1y duoc nhitng tinh hudng kho xir trong quan hé véi khach hang.
2. No¢i dung:
2.1. Dinh nghia quan hé khach hang Thoi gian: 1 gio
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2.2. Tam quan trong cua quan hé khach hang tét. Thoi gian: 2 gio

2.3. Ky nang phuc vu con nguoi Thoi gian: 7 gio
2.4. Thai d6 phuc vu con nguoi Thoi gian: 5 gio
Kiém tra Thoi gian: 1 gio

Bai 4: Lam viéc trong moi trweong da van hoa
1. Muc tiéu:
- Giai thich dugc khéi niém da vin hod va tim quan trong cua viéc hiéu biét vin hoa cua
du khach;
- Giai thich dugc tinh da van hoa trong cong viéc hang ngay cia nhan vién nganh du
lich;
- Nhan biét duoc cac nhém nhu cau dic biét.
2. Noi dung:
2.1. Tam quan trong cua sy hiéu biét vé van hoa ctia du khach Thoi gian: 1 gio
2.1.1. Khai niém da van hoa.
2.1.2. TAm quan trong cta nhan thirc day du tinh da van hoa cua du khach.
2.2. Su khéc biét vé vian hoa Thoi gian: 5 gio
2.2.1. Toén gido va tin ngudng.
2.2.2. Thai do d6i véi gia dinh.
2.2.3. Thai d6 d6i véi cong viéc.
2.2.4. Cac mén an, do udng.
2.2.5. Ngay nghi va ngay I&.
2.3. Cac nhom c6 nhu cau dac biét Thoi gian: 1 gio
Bai 5: Dich vu va sw thoa man cia khach hang.
1. Muc tiéu:
- Nhan biét duoc cac yéu té quyét dinh su thoa man cua khach hang;
- Liét ké duoc mot s6 phuong phap 1am hai 1ong du khach.
2. No¢i dung:
2.1. Céc yéu td dam bao khach hang thoa man. Thoi gian: 10 gio
2.1.1. TOn trong.
2.1.2. Vuot qua su mong doi.
2.1.3. Giai quyét tét sy phan nan cua khéch.
2.1.4. TAm nhin xa.
2.1.5. Cai thién dich vu.
2.1.6. Quan tdm khach hang.
2.1.7. Trao quyén cho cip dudi.
2.2. Phuong phap lam cho khach hai long va thu hat khach hang quay lai.
Thoi gian: 3 gio
2.2.1. Thiét ké va trién khai hé thong bao ¢am chét lwong dich vu.
2.2.2. Tién hanh diéu chinh dich vu chim soc khach hang phu hop véi dic diém cua
tung nhdm khach.
2.2.3 Nang cao kién thirc va k§ niang cung cap dich vu.
Kiém tra Thoi gian: 1 gio

46



IV. Piéu kién thuc hién mén hec:

1. Phong hoc chuyén mén héa/ nha xuong: Phong hoc 1y thuyét

2. Trang thiét bi may moc: May chiéu, bang

3. Hoc liéu, dung cu, nguyén vat li¢u: But, giéy, bang, phén

4. Cac diéu kién khéc:

V. Nogi dung va phwong phap danh gia:

1. N6i dung:

- Kién thuc:

- Trinh bay dugc khai niém cham soc khach hang, mong doi cua khach hang, dich
vu ¢6 chit luong;

- Nhan biét va mé ta duoc loi ich cta viéc cham soc khach hang hiéu qua;

- Nhan biét dugc moi trudng 1am viée da van hoa va nhu cau caa cdc nhom
khach hang dac biét;

- K§ néang:

- Giai thich dugc vai tro cua viéc xay dung mdi quan hé khach hang tét d6i voi
thanh cong cua khach san va trinh dién duoc cac ki ning, thai do chim soc khach
hang hiéu qua;

- M6 ta dugc dic diém tam ly, nhu cau cia mot s6 nhdm du khach.

- Nang luc tu chu va trach nhiém:

- C6 kha nang ty nghién ctru, ty hoc, tham khao tai li¢u lién quan dén mén hoc dé van
dung vao hoat dong hoc tap.

- Van dung duoc cac kién thure tu nghién ctru, hoc tap va kién thic, k¥ nang da dugc
hoc dé hoan thién cac k¥ nang lién quan dén mén hoc mdt cach khoa hoc, dang quy dinh.

2. Phuong phép:

- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh ki: 2 bai kiém tra viét, thoi gian tir 30 dén 45 phut,

- Kiém tra két thuc mon hoc (hinh thtc kiém tra: viét; thoi gian 60 phut)

VI. Hwéng din thuc hién moén hoc:

1. Pham vi &p dung mon hoc: Chuong trinh 4p dung cho ngudi hoc Cao dang
nghé Quan tri khach san.

2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:

- P6i véi gido vién, giang vién:

+ C6 kién thirc thyc té vé nganh du lich n6i chung va khéach san ctia Viét Nam.

+ DPugc hoc qua cac 16p su pham tbi thiéu, c6 kha nang truyén dat cho nguoi hoc.

+ Gi4o vién trén co sé chuong trinh mén hoc soan gido an va bai giang chi tiét
dé thuc hién viéc giang day theo ding yéu cAu mon hoc. Nham ning cao chét luong
giang day, gido vién can phai thuong xuyén doc cac tai liéu tham khao va cap nhat
thdng tin c6 lién quan. Trong qua trinh giang bai Iuu y lién hé vdi cac mon hoc khac
cling nhu vo1i thuc té dé nguoi hoc ngoai viée nam bat duoc kién thire con ¢6 kha nang
tur lién hé duoc véi thuc té nghé nghiép sau nay

- Béi vé6i ngudi hoc:
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+ Thuc sy yéu thich nghé nghiép, cham chi, cau thi, duoc hoc céc kién thuc bd
trg cua chuong trinh.

3. Nhitng trong tdm can chd y: Chuong 2,3.4,5

4. Tai liéu tham khao:

- Poan Thi Hong Van, 2006, Giao tiép trong kinh doanh va cugc song, NXB
Théng ke

5. Ghi chu va giai thich (néu co):
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CHUONG TRINH MON HOQC
AN NINH AN TOAN TRONG KHACH SAN

Tén mon hoc: An ninh an toan trong khach san

Ma mén hoc: MH13

Thoi gian thye hién moén hoc: 30 gio; (Ly thuyét 28 gi0; Thuc hanh, thi nghiém,
thao luan, bai tap:0 gio; Kiém tra 2 gid)

I. Vi tri, tinh chét ciia mén hoc:

1. Vi tri:

An ninh - an toan trong khach san 1a mén hoc quan trong, duoc day song song cac
mon hoc: Nghiép vu phuc vu buéng trong khach san, nghiép vu 18 tan, nghi¢p vu nha
hang.

2. Tinh chat:

An ninh - an toan trong khach san 1a mén hoc 1y thuyét két hop thyc hanh, 1a mo
hoc bat budc thudc cac mon hoc dao tao nghé chuyén nganh trong chuong trinh khung
trinh d cao dang Nghé quan trj khach san.

I1. Muc tiéu mon hoc:

1. Vé kién thuc:

Sau khi hoc xong mén hoc nay, ngudi hoc ¢ kha nang:

- Trinh bay duoc cac khai niém va tim quan trong vé an ninh - an toan trong khach
san.

- Liét ké dugc cac hoat dong an ninh - an toan trong khach san

- Trinh bay duoc quy trinh dé xu Iy nhitng tinh hudng vé cuu trg khan cap trong
khach san.

- Trinh bay dugc cac bién phap dam bao an ninh - an toan trong khach san

2. Vé ky ning:

- Thyc hién duoc quy trinh dé xur Iy nhitng tinh hudng vé cuu tro khan cap trong
khéach san.

- Thyc hién dugc cac quy trinh vé quan 1y ho so, tai san va gidm sat nhan vién dé
dam bdo an ninh - an toan trong khach san.

3. V& nang luc ty chu va trach nhiém:

- C6 kha ning ti nghién cu, tham khao tai liéu 6 lién quan dén mé dun, mén hoc

- C6 kha ning tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau caa gi4o vién.

- C6 kha nang van dung céac kién thic lién quan vao cac mon hoc tiép theo.

- CO y thire, dong co hoc tap chu dong, dung dan, tu rén luyén tac phong 1am viéc
cbng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh

I11. Noi dung mén hoc:

1. Noi dung tong quat va phan bé thoi gian:
Thoi gian (gio)
Thuwc hanh,
STT Tén bai, muc Tong | Ly | thinghiém, | Kiém
s6 | thuyét | thaoluan, | tra
bai tap
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Chuwong 1: Khai niém va tim quan
trong cia vin dé an ninh - an toan

trong khach san 1 1 0
1.Khai niém vé an ninh - an toan
2.Tam quan trong cua van dé an ninh
- an toan trong khach san.
Chuwong 2:Cac van dé co ban vé an
ninh - an toan trong khach san 8 3 5
1.Hoat dong an ninh trong khéach san 4 15 2.5
2.Hoat dong an toan trong khach san
4 1.5 2.5

Chuwong 3: Nhirng tinh hudng vé ciru
tro khan cap trong khach san. 11 3 7
1.Xtr Iy sy ¢d chét nguoi 4 1 3
2.D6i pho voi hoa hoan, chay no 3 1 2
3.Xu ly de doa danh bom 3 1 2
Kiém tra 1
Chuwong 4: Cac bién phap dam bao
an ninh - an toan trong khach san 6 3 2
1.Quan 1y ho so 2 1 1
2. Quan 1y tai san 2 1 1
3.Giam sat nhan vién 1 1 0
Kiém tra 1
Chuong 5: K§ thuit so cap ctru 4 0 4
1.Cam mau 1 0 1
2.Bat dong gdy xuong 1 0 1
3.H6 hap nhan tao 1 0 1
4.So ctru phong 1 0 1

Téng cong 30 10 18

2. Noi dung chi tiét:
Chuwong 1:: Khai niém va tim quan trong ciia vin dé an ninh - an toan
trong khach san
1. Muc tiéu:

Sau khi hoc xong bai nay, nguoi hoc c6 kha nang

Thaoi gian: 1gio

- Trinh bay duoc cac khai niém vé an ninh - an toan trong khach san.

- Nhan thire duoc tm quan trong ctua van dé an ninh - an toan trong khach san.
2. Noi dung :
Khai niém vé an ninh - an toan trong khach san

2.1.1. Khai niém v¢€ an ninh
2.1.2. Khai niém v¢€ an toan
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2.2.  Tam quan trong ciia van dé an ninh - an toan trong khach san
Chuwong 2: Céac van dé co ban vé an ninh - an toan trong khach san

Thoi gian: 8 gio
1. Muc tiéu:

- Nhén biét va xu 1y mét s6 hoat dong an ninh - an toan trong khach san.
2. No6i dung:
2.1. Hoat dong an ninh trong khach san Thoi gian: 4 gio

2.1.1. Nhan biét so d6 cua khach san
2.1.2. Nhan dang nhitng nguoi dang ngd
2.1.3. Phat hién nhitng hang hoéa, vat dung, thiét bi dang ngd
2.1.4. Kiém tra cac khu vuc trong khach san
2.1.5. Thuc hién viéc tuan tra an ninh
2.2. Hoat dong an toan trong khach san Thoi gian: 4 gio
2.2.1. Cong tac phong chay chita chay
2.2.2. Kiém soat chia khoa
Chuwong 3: Nhirng tinh hudng vé ctru tro khan céap trong khach san
Thoi gian: 11 gio
1. Muc tiéu:
- Thuc hién dugc cac quy trinh dé xtr 1y nhitng tinh hudng vé ctru tro khan céap trong
khach san.
2. Noi dung:
2.1. X ly su ¢ chét nguoi Thoi gian: 4 gio
2.1.1. Quy trinh so ctru y té
2.1.2. Thong bao nhiing nguoi lién quan
2.1.3. Bao v¢ hién truong
2.1.4. Kiém tra hién truong
2.1.5. Ghi chép vé su viéc
2.2.  Dbi pho voi hoa hoan, chay nd Thoi gian: 3 gio
2.2.1. Bao chay
2.2.2. So tan khoi khach san
2.3. Xuly de doa danh bom Thoi gian: 3 gio
2.3.1. Xturly cudc goi
2.3.2. Bao cio vé cudc goi
2.3.3. So tan khoi khach san

Kiém tra Thoi gian: 1 gio
Chuong 4:: Cac bién phap dim bdo an ninh - an toan trong khach san
Thoi gian: 6 gio
1. Muc tiéu:

- Nhan thirc vé cong tac quan ly ho so, tai sadn va gidm sat nhan vién trong khéach san.
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- Thyuc hién dugc cac quy trinh vé quan 1y ho so, tai san va gidm sat nhan vién dé dam

bao an ninh - an toan trong khach san.

2. No
2.1.

2.1.1.
2.1.2.
2.1.3.
2.2.

2.2.1.
2.2.2.
2.2.3.
2.3.

2.3.1.
2.3.2.
2.3.3.

i dung
Quan 1y ho so Thoi gian: 2 gio
Nhan thirc vé cong tac quan 1y ho so trong khach san
Phan loai c4c hd so trong khéach san
Quy trinh quan 1y ho so
Quan ly tai san Thoi gian: 2 gio

Nhén thte vé cong viée quan 1y tai san trong khach san

Phuong phap quan 1y tai san cia khach va khach san

Kiém ké tai san

Giam sat nhan vién Thoi gian: 1 gio
Kiém tra Thoi gian: 1 gio

Kiém tra tu trang cua nhan vién
Xt 1y nhan vién mang tai sadn cua khach san ra khoi cura
Kiém tra ti c6 khda danh cho nhan vién

Chuwong 5: K¥ thuit so cip ciru

Thoi gian: 4 gio

1. Muc tiéu:
- So ctru vét thuong cu thé cho khach : Cam mau, Bat dong giy xuwong, H6 hap nhan
tao, So ctru phong

2. Noi dung:

2.1. Cam mau Thoi gian: 1 gio
2.2 Bat dong gdy xuong Thoi gian: 1 gio
2.3.H6 hap nhan tao Thoi gian: 1 gio
2.4.So cuu phong Thoi gian: 1 gio

san.

IV. Piéu kién thuc hi¢n mon hec:

1. Phong hoc chuyén mén héa/ nha xwong: Phong hoc 1y thuyét

2. Trang thiét bi may mac: Phong hoc dugc trang bi may chiéu, man chiéu
3. Hoc liéu, dung cu, nguyén vat lidu: Bit, gidy, bang den, phan

* Hoc liéu:

* Dung cu: May tinh ca nhan, Bit, gidy, bang den, phan

* Nguyén vat liéu:

4. Cac diéu kién khac (Néu co).

V. Noi dung va phuong phap danh gia:

1. Noi dung:

- Kién thuc:

- Trinh bay duoc c4c khéi niém va tim quan trong vé an ninh - an toan trong khéch

- Liét ké duoc cac hoat dong an ninh - an toan trong khach san
- Ap dung duogc quy trinh dé xir Iy nhirng tinh hudng vé cua tro khan cap trong
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khach san.

- Ap dung dugc céc bién phap dam bao an ninh - an toan trong khach san.
- K§ nang:
-Thuc hién duoc quy trinh dé xr Iy nhitng tinh hudng vé cua trg khan cap trong

khach san.

- Thyc hién duogc cac quy trinh vé& quan Iy hd so, tai san va giam sat nhan vién dé

dam bao an ninh - an toan trong khach san.

hoc.

- Thuc hién dugc cac bién phap dam bao an ninh - an toan trong khach san.
- Nang luc tu cha va trach nhiém:
+ C6 kha nang ty nghién cau, tham khao tai liéu co lién quan dén mé dun, mén

+ C6 kha nang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau caa gido vién.
+ C6 kha nang van dung cac kién thirc lién quan vao cac mén hoc tiép theo.
+ CO y thirc, dong co hoc tap chi dong, dung dan, tu rén luyén tac phong lam viéc

cbng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh

2. Phuong phap:

- Phuong phép dénh gia

- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh ki: 01 bai kiém tra viét.

- Kiém tra két thdc mon hoc (hinh thtc kiém tra: viét; thoi gian 60 phut)
- Thang diém 10.

- Thoi gian: Kiém tra dinh ki 45 pht. Kiém tra két thtic mon 60 phut
VI. Hwéng din thuc hién moén hoc:

1. Pham vi ap dung mon hoc:

Chuong trinh ap dung cho ngudi hoc Cao dang nghé quan tri khoch san.
2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:

- B6i véi gido vién, giang vién:

+ C6 chuong trinh mon hoc.

+ C6 bai giang chi tiét.

+ Chuan bj t6t cac tai liéu minh hoa va ap dung linh hoat cac phuong phap giang

day dé phat huy tinh chi dong, tich cuc cho nguoi hoc.

+C6 kién thtrc nghiép vu su pham.

- Bdi voi ngudi hoc:

+ Puogc trang bi kién thirc vé van hoa, lich st, xa hoi.

+ Hoan thanh céac bai tap, chu dong trong hoc tap va tim hiéu tai liéu lién quan

dén mon hoc.

3.Nhitng trong tam can chd y:

Bai 2, 3va 4.

4. Tai liéu tham khao:

- Tong cuc Du lich, Bao vé méi truong du lich, Ha Noi 2004,

- Truong THNV Du lich va Khach san TP.H6 Chi Minh, Gido 4n Quan 1y va bao

vé moi truong trong hoat dong khach san, TP.HCM 2004.
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- Lé Thac Can, Co s khoa hoc moi truong, NXB Dai hoc Mo Ha Noi, 1995.

- Pai hoc qudc gia Ha Noi, Con ngudi va méi trudng, Ha Noi 1997,

- Luat Bao vé moi truong Viét Nam, 1994,

- Nghi dinh 175/CP ctia Chinh phii, ngay 18/10/1994 huéng dan thi hanh Luat
Bao v¢ Mai truong.

5. Ghi chi va giai thich (néu cd)

54



CHUONG TRINH MODUN
NGHIEP VU LE TAN

Tén md dun: NGHIEP VU LE TAN

Mé& mo dun: MD14

Thoi gian thue hién moé dun: 180gio; (Ly thuyét: 28gi0; Thuc hanh, thi nghiém,
thao luan, bai tap: 145 gio; Kiém tra: 7 giod)

I. Vi tri, tinh chét ciia mé dun:

1. Vi tri:

- Mddun Nghiép vu Lé tan dugc giang day song song véi cac modun Anh vin
chuyén nganh, nghiép vu budng khach san, nghiép vu nha hang, nghiép vu ché bién mén
an.

2. Tinh chat:

- M6 dun bao gdm 2 phan kién thtc ly thuyét va k§ ning thuc hanh co ban thudc
nhom kién thire ki nang chuyén nganh bat budc trong chuong trinh dao tao trinh d cao
dang nghé "Quan tri khach san".

Il. Muc tiéu mo6 dun:

1. Vé kién thic:

- Trinh bay duoc cac ¢Ong Viéc ciia nguoi nhan vién dit phong, nhan vién dén tiép,
nhan vién thu ngan, nhan vién thuong truc va quan hé khéach hang, truc tiép 1am viéc tai
cac vi tri cong viéc khac nhau thuoc bo phan 1€ tan

2. Vé k¥ ning:

- Thuc hién va giai quyét mot cach hiéu qua nhat cac cong viéc cua ngudi nhan
vién dat phong, nhan vién dén tiép, nhan vién thu ngén, nhan vién thuong truc va quan
hé khéach hang, truc tiép 1am viéc tai cac vi tri cong viéc khac nhau thudc bo phan 18 tan

3. Vé ning lyc ty cha va trach nhiém:

C6 kha nang tu nghién ctru, tu hoc, tham khao tai liéu lién quan dén mon hoc dé van

dung vao hoat dong hoc tap.

Van dung dugc cac kién thirc tu nghién ctru, hoc tap va kién thirc, ki nang da duoc hoc

dé hoan thién cac k¥ nang lién quan dén mon hoc mot cach khoa hoc, ding quy dinh.

I11. Noi dung mo dun:

1. Nbi dung tong quat va phan bé thoi gian:

Thoi gian (gio)
Thuwc hanh,
STT Tén chwong, muc Tong Ly | thinghiém, | Kiém
so | thuyét | thao luan, tra
bai tap
1 | Bai 1: Chuan bj lam viéc 10 2 8 0
1.1. Chuan bi nhan ca lam viéc 2
1.2. CAc tiéu chuan cua khéch san 0.5 )
vé dong phuc va trang phuc
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1.3. Vé sinh va trang phuc cac

A 0.5 1
nhan
1.4. Chuan bj cho ca lam viéc 0.5 1
1.5. Sap xép khu vuc 1am viéc 0.5 2
Bai 2: Kién thirc vé san pham 11 2 8
2.1. Hiéu hiét vé khach san cua )
ban
2.2. Hiéu niét vé dia phuong 10 1
2.3. Hiéu biét vé dat nuéc 1
2.4. Hiéu biét vé cong ty 1
2.5 Cac diém doc déo riéng cua 10 1
khach san (USP) '
2.6 Cac dic diém va lgi ich 2
Bai 3: C4c k¥ niing vé dién thoai | 16 4 11
3.1 Chuan bj 1
3.2 Str dung dién thoai - Tong dai .
dién thoal
3.3 Céch chao khéch theo tiéu 1
chuan cua khach san 2.0
3.4 Ban chir cai ngir am quoc té 1
3.5 Tra loi dién thoai 1
3.6 Chuyén cudc goi dén céac bo .
phan khac
3.7 C4c so dién thoai noi bo 2.0 1
3.8 Cong viéc va nhiém vu cua 1
cac bo phan trong khach san
3.9 Chuyén cudc goi dén buong

. 1
khach
3.10 Str dung hé thong quan Iy .
khach san (PMS)
3.11 Chuyén cudc goi sang ché do 05
cho '
3.12 Thuc hién cudc goi 0.5
Bai 4: Nhan dit buong 32 2 29
4.1 Nhat dat buong 1 4
4.2 Xt Iy yéu cau thay doi dat .
buong
4.3 Xtr ly yéu cau huy dit budng 4
4.4 Quy dinh vé hay dat buong 4

cua khach san
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4.5 Xu ly yéu cau huy dat buong 1
khong c6 dam bao vao ngay 4
khach dén
4.6 Xtr ly tinh hudng khach da dat A
budng dam bao nhung khong dén
4.7 Quy dinh cua khéch san vé xu 4
1y khach khong dén
Ball 5: Lam thi tuc nhan buong 39 6 32
khach san
5.1 Thu tuc nhan buong khach san 0.5
cho khéch 2
5.2 C4c tén riéng pho bién tai cac 0.5 5
quoc gia khac nhau
5.3 Céc loai buong trong khéach 0.5 )
san
5.4 Chuong trinh danh cho khéach 0.5

X . 2
hang trung thanh
5.5 So d6 khach san 0.5 2
5.6 Bao dam thanh toan tién mat 0.5 2
5.7 Cac loai ngoai té va séc du 0.5 5
lich duoc khach san chap nhan
5.8 Bam bao thanh toan — Thé tin )
dung
5.9 Céc loai thé tin dung dugc 0.5 5
khach san chap nhan
5.10 Sur dung may quét thé tin 5
dung
5.11 bam bao thanh toan — Phiéu 0.5

] 2

thanh toan
5.12 CAc loai phiéu thanh toan 5
duoc khach san chap nhan
5.13 Bam bao thanh toan — Ghi sb 5
ng cong ty
5.14 B6n doan VIP 0.5 2
5.15 B6n khach doan 0.5 2
5.16 Bon khéch vang lai 0.5 2
Bai 6: Cac yéu cau cia khach 16 3 13
6.1 Tiép nhan yéu cau veé thong 0.5 )
tin
6.2 Danh ba dién thoal 05 2
6.3 bat chd trén chuyén bay 0.5 2

57




6.4 Thong tin du lich

0.5

6.5 Thonh tin thuong mai

0.5

6.6 Tiép nhan yéu cau vé cac dich
vu trong khach san

0.5

W (NN

Bai 7: Cac cong viéc trong ca

13

7.1 Nhan chi phi bang phuong
phap thu cong

7.2 Xir ly sai léch thdng tin vé
tinh trang budng

7.3 Xtr Iy thay ddi budng

7.4 Cac cudc goi bao thic

7.5 Kiém tra tai khoan c6 du no
cao

7.6 Xtr ly truong hop khach gia
han luu tra

7.7 Két an toan — Giao chia khoa
(ngan) két an toan

7.8 Két an toan — M¢ (ngan) két

7.9 Xur ly phan nan cua khach

7.10 Giao ca

0.5

7.11Danh myc kiém tra nhitng
viéc can lam trong ca

7.12 P6i ngoai té (FOREX)

7.13 Xt ly thu cua khach

7.14 Nhan va chuyén 1oi nhan cho
khéch

7.15 Xir Iy cac buu pham dac biét
cua khach

0.5

Bai 8: lam thi tuc tra buong

23

20

8.1 Chuan bi

8.2 Céc ho so doan khach

0.5

8.3 Lam thu tyc tra buong cho
khach lé

8.4 Lam thu tyc tra budng cho
khach doan

0.5

8.5 Phuong thirc thanh toan —
Tién mat va séc du licj

8.6 Phuong thirc thanh toan — Thé
tin dung

0.5

8.7 Phuong thirc thanh toan —
Phiéu thanh toan

0.5
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8.8 Phuong thirc thanh toan — Ghi 1
SO ng cong ty
8.9 Giai quyét cac khaon chi phi 0.5 5
c6 chanh chip
8.10 Giai quyét cac chi phi phat 0.5 )
sinh
8.11 Két thic viéc thu ngan 2
9 | Bai 9: Kiém toan dém 8 2 6 0
9.1 Chuan bi Iam viéc 1 3
9.2 Chuan bi quy trinh dong ngay 1 3
10 | Bai 10: An toan va an ninh 8 2 6 0
10.1 Sap xép khu vyc lam viéc
10.2 Bam bao an toan
10.3 bam bao an ninh 1 3
10.4 X 1y trong trudng hop mat
chia khoa
10.5 Xt ly trong truong hop co de
doa dang bom
10.6 So ctu 1 3
10.7 Phong chay chira chay
10.8 Bam bao an toan va an ninh
cua khach
Cong 180 28 145 7
2. Noi dung chi tiét:
Bai 1: Chuan bi lam viéc Thei gian: 10 gio
1. Muc tiéu: Hoc xong bai nay, nguoi hoc 6 kha nang
- Thyuc hién duoc viéc chuan bj cho mét ca lam viéc;
- Sap xép khu vure 1am viéc gon gang, khoa hoc
2. Noi dung
2.1.1. Chuan bi nhan ca lam viéc Thoi gian: 2.5
gio
2.1.2. Céc tiéu chuan cua khach san vé dong phuc va trang phuc ~ Thoi gian: 2 gio
2.1.3. V¢ sinh va trang phuc cac nhan Thot gian: 1.5
gio
2.1.4. Chuéan bi cho ca lam viéc Thoi gian: 1.5
gio
2.1.5. Sap xép khu vyc lam viéc Thoi gian: 2.5
gio
Bai 2: Kién thirc vé san pham Thoi gian: 10 gio

1. Muc tiéu:: Hoc xong bai nay, nguoi hoc co kha nang
- Hiéu biét vé khéch san, dja phuong, dat nudc;
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- Phan biét dugc cac diém rieng va do déo cua khach san minh vai cac khach san khac.
2. Noi dung

2.1. Hiéu biét vé khach san cua ban Thei gian: 2 gio
2.2. Hiéu niét vé dia phuong Thoi gian: 2 gio
2.3. Hiéu biét vé dat nuéc Thoi gian: 1 gio
2.4. Hiéu biét vé cong ty Thoi gian: 2 gio
2.5 Cac diém doc déo riéng cua khach san (USP) Thoi gian: 1 gio
2.6 Cac dic diém va lgi ich Thoi gian: 2 gio
Bai 3: Cac k¥ niing vé dién thoai Thoi gian: 16 gio

1. Muc tiéu: Hoc xong bai nay, ngudi hoc ¢ kha nang
- Thyc hién dugc viéc nhan cudc goi, chuyén cudc goi;
- Str dung duoc duoc hé théng phan mém quan ly khach san.

2. Noi dung

2.1 Chuan bj Thoi gian: 2 gio
2.2 Sir dung dién thoai - Tong dai dién thoai Thoit gian: 1 gio
2.3 Cach chao khéch theo tiéu chuan caa khach san Thoi gian: 1 gio
2.4 Ban chit cai ngir am quoc té Thoi gian: 1 gio
2.5 Tra loi dién thoal Thoit gian: 1 gio
2.6 Chuyeén cudc goi dén cac bo phan khéc Thoi gian: 2 gio
2.7 Céc sb dién thoai noi bo Thoi gian: 1 gio
2.8 COng viéc va nhiém vu cia cac bo phan trong khach san  Thoi gian: 1 gio
2.9 Chuyén cudc goi dén budng khach Thoi gian: 1 gio
2.10 Sur dung hé théng quan ly khach san (PMS) Thoi gian: 1 gio
2.11 Chuyén cudc goi sang ché do cho Thoi gian: 1 gio
2.12 Thuc hién cudc goi Thot gian: 2 gio
Bai 4: Nhan dit buong Thoi gian: 32 gio

1. Muc tiéu: Hoc xong bai nay, ngudi hoc cé kha nang

- Thyc hién duoc viéc nhan dit budng va xi Iy yéu cau thay d6i, huy dat budng cua
khach.

- Xir ly céc van dé cua khach san.

2. No6i dung

2.1 Nhat dat budng Thoi gian: 5 gio
2.2 Xt ly yéu cau thay do6i dat buong Thoi gian: 4.5 gio
2.3 Xiur ly yéu cau hay dat budng Thoi gian: 4.5 gio
2.4 Quy dinh vé hiry dit budng cua khéch san Thoi gian: 4.5 gio

2.5 Xur ly yéu cau hay dat budng khong co dam bao vao ngay khach dén

Thot gian: 4.5 gio
2.6 Xur ly tinh huong khach da dat budng dam bao nhung khong dén

Thoi gian: 4.5 gio
2.7 Quy dinh cua khach san vé xir 1y khach khong dén Thoi gian: 4.5 gio

Bai 5: Lam tha tuc nhan budng khéch san Thoi gian: 39 gio
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1. Muc tiéu: Hoc xong bai nay, nguoi hoc ¢6 kha nang
- Thuc hién duoc viéc nhan budng khach san;

- Thuc hién quy trinh d6n khach;

- Xir Iy céc van dé phét sinh torng qué trinh 1am viéc.
2. Noi dung

2.1 Thu tuc nhan budng khéch san cho khach Thoi gian:
2.2 C4c tén riéng pho bién tai cac quéc gia khac nhau Thoi gian:
2.3 Cé4c loai budng trong khach san Thoi gian:
2.4 Chuong trinh danh cho khach hang trung thanh Thoi gian:
2.5 So dd khach san Thoi gian:
2.6 Bao dam thanh toén tién mat Thoi gian:
2.7 Céc loai ngoai té va séc du lich dugc khach san chap nhan Thei gian:
2.8 bam bao thanh todn — Thé tin dung Thoi gian:
2.9 Céc loai thé tin dung dugc khach san chap nhan Thoit gian:
2.10 Sir dung may quét thé tin dung Thoi gian:
2.11 Bam bao thanh toan — Phiéu thanh toan Thoi gian:
2.12 Céc loai phiéu thanh toan dugc khach san chap nhan  Thoi gian:
2.13 Pam bao thanh todn — Ghi s6 no cong ty Thoi gian:
2.14 Bon doan VIP Thoit gian:
2.15 Bon khach doan Thoit gian:
2.16 Bon khach vang lai Thoi gian:
Bai 6: Cac yéu cau ciia khach Thoi gian:
1. Muc tiéu: Hoc xong bai nay, nguoi hoc ¢6 kha nang

- Thyc hién duoc viéc tiép nhan théng tin;

- Thyc hién duoc viée dit chuyén bay cho khach;

2. No6i dung

2.1 Tiép nhan yéu cau vé thong tin Thoi gian:
2.2 Danh ba dién thoai Thoit gian:
2.3 it chd trén chuyén bay Thoi gian:
2.4 Thong tin du lich Thoi gian:
2.5 Théng tin thuong mai Thoi gian:
2.6 Tiép nhan yéu cau vé cac dich vu trong khach san Thoi gian:
Bai 7: Cac cong viéc trong ca Thoi gian:

1. Muc tiéu: Hoc xong bai nay, ngudi hoc ¢0 kha nang

2.5 gio
2.5 gio
02.5 gio
2.5 gio
2.5 gio
2.5 gio
2.0 gio
2.5 gio
2.5 gio
2.5 gio
2.5 gio
2.0 gio
2.5 gio
2.5 gio
2.5 gio
2.5 gio
16 gio

3.0 gio
2.5 gio
2.5 gio
2.5 gio
2.5 gio
3.0 gio
16 gio

- Thyc hién duoc viéc nhan va xu 1y thong tién diéu chinh tinh trang budng, doi

budng;

- Thuc hién dugc viéc xu 1y truong hop khach gia han ngay Iuu tra, xtr ly tinh trang

khach phan nan.

2. No6i dung

2.1 Nhan chi phi bang phuong phap tha cong
2.2 Xt ly sai léch théng tin vé tinh trang budng
2.3 Xtr Iy thay ddi budng
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2.4 C4c cudc goi bao thac

2.5 Kiém tra tai khoan c6 du no cao

2.6 Xur 1y trrong hop khéach gia han luu tra

2.7 Két an toan — Giao chia khoa (ngan) két an toan
2.8 Két an toan — M¢ (ngan) két

2.9 Xir ly phan nan cua khach

2.10 Giao ca

2.11Danh muc kiém tra nhitng viéc can lam trong ca
2.12 B6i ngoai té (FOREX)

2.13 Xur Iy thu ciia khach

2.14 Nhan va chuyén 1ai nhan cho khéch

2.15 Xir Iy cac buu pham dic biét cua khach

Bai 8: l1am tha tuc tra budng

1. Muc tiéu: Hoc xong bai nay, ngudi hoc ¢6 kha nang
- Thuc hién duoc viéc 1am tha tuc tra budng cho khach 1é, khach doan;
- Thuc hién dugc cac phuong thirc thanh toan khac nhau.

Thoi gian

Thoi gian

Thoi gian

2. Noi dung

2.1 Chuan bj Thoi gian
2.2 Céc hd so doan khach Thoi gian
2.3 Lam tha tuc tra budng cho khach 1¢ Thoi gian
2.4 Lam tha tuc tra budng cho khach doan Thoi gian
2.5 Phuong thuc thanh toan — Tién mat va séc du lich Thoi gian
2.6 Phuong thirc thanh toan — Thé tin dung Thoi gian
2.7 Phuong thic thanh toan — Phiéu thanh toan Thoi gian
2.8 Phuong thuc thanh toan — Ghi s6 ng cong ty Thoi gian
2.9 Giai quyét cac khoan chi phi c6 chanh chap Thoi gian
2.10 Giai quyét cac chi phi phat sinh Thoi gian
2.11 Két thic viéc thu ngan Thoi gian
Bai 9: Kiém toan dém Thoi gian

1. Muc tiéu: Hoc xong bai nay, ngudi hoc c6 kha nang

: 4.5 gio

: 4.5 gio

: 24 gio

: 2.5 gio
: 2.0 gio
: 2.5 gio
: 2.0 gio
: 2.5 gio
: 2.0 gio
: 1.5 gio
: 1.0 gio
: 2.5 gio
: 2.5 gio
: 2.5 gio
: 8 gio

- Thuc hién dugc viéc hoan tat cac cong viéc cdng ca 1am viéc va bao céo

2. No6i dung

2.1 Chuan bi 1am viéc Thoi gian
2.2 Chuan bi quy trinh dong ngay Thoi gian
Bai 10: An toan va an ninh Thoi gian

1. Muyc tiéu: Hoc xong bai nay, nguoi hoc ¢ kha nang

- Thuc hién dugc viéc dam bao an ninh — an toan trong khach san;
- X ly nhitng sy ¢b an ninh xay ra;

- Thuc hién dugc quy trinh so cap cuu.
2. No6i dung

2.1 Sap xép khu vyc lam viéc

2.2 bam bao an toan

Thoi gian
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2.3 bam bao an ninh

2.4 X 1y trong truong hop mat chia khoa

2.5 Xur 1y trong trueong hop c6 de doa dang bom Thoi gian: 4 gio
2.6 So cuu

2.7 Phong chay chira chay

2.8 Bam bao an toan va an ninh cua khach

IV. Piéu kién thuc hién mén hec:

1. Phong hoc chuyén mén héa/ nha xudng: Phong hoc 1y thuyét.

2. Trang thiét bi may moéc: Pay du cac phuong tién nghe nhin hd trg

3. Hoc liéu, dung cu, nguyén vat lidu: Bang dia, hinh anh giéi thiéu vé cac hoat
dong nghiép vu ctia bo phan 1¢ tan.

4. Céc diéu kién khac: (Néu co)

V. N§i dung va phwong phap danh gia:

1. No6i dung:

Vé kién thuc:

- Trinh bay duoc cac cong viéc ciia nguoi nhan vién dat phong, nhan vién dén tiép,
nhan vién thu ngin, nhan vién thuong truc, truc tiép 1am viéc tai cac vi tri céng viéc
khac nhau thuoc bo phan 18 tan

Vé k¥ ning:

- Thuc hién va giai quyét mot cach hiéu qua nhat cac cong viéc cua ngudi nhan
vién dit phong, nhan vién dén tiép, nhan vién thu ngan, nhan vién thuong truc va quan
hé khéach hang, truc tiép 1am viéc tai cac vi tri cong viéc khac nhau thudc bo phan 18 tan

V& ning lyc tu chi va trach nhiém:

- C6 kha nang tu nghién ctru, tu hoc, tham khao tai liéu lién quan dén mon hoc dé van
dung vao hoat dong hoc tap.

- Véan dung duoc céc kién thire tu nghién ctru, hoc tap va kién thire, k¥ nang da duoc
hoc dé hoan thién cac k¥ nang lién quan dén mén hoc mdt cach khoa hoc, dang quy dinh.

2. Phuong phép:

- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh Ki: 6 bai kiém tra viét (thoi gian 45 phat/ bai) va van dap (15phuat/
SV)

- Kiém tra két thGc mén hoc : 1 bai kiém tra viét thoi gian 30- 45 phut va 1 bai
kiém tra van dap (15 phut/ SV)

- Thang diém 10.

VI. Huéng din thuc hign mén hoc:

1. Pham vi &p dung chuong trinh:

Chuong trinh ap dung cho ngudi hoc Cao dang nghé Quan tri khach san.

2. Huéng dan mot s6 diém chinh vé phuong phap giang day mén hoc:

Phuong phap giang day mdn hoc nay gom: thuyét trinh két hop véi 1am bai tap
nhom, thao luan nhom; hoi thao (seminar); phan tich céc tinh hudng, giai thich, minh
hoa bang bang dia c6 noi dung lién quan; cd thé moi béo céo vién 1a nhitng chuyén gia
quan ly vé khach san trinh bay, trao d6i kinh nghiém véi nguoi hoc; khuyén khich ngudi
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hoc tham gia dua ra cac cau hoi lién hé thuc té, néu céac tinh hudng va cac bién phép giai
quyét tinh hudng.

M6 dun nay cé thé dugc thuc hién véi hd trg caa phan mém quan tri khéach san,
dic biét 1a viéc thuc hanh céc biéu mau bao céo, ké hoach... Gido vién ciing s& dua ra
cac chi dan va lam mau cho ngudi hoc Vé cac ki nang sir dung cac phan mém quan tri
bo phan 1€ tan.

- Béi véi gido vién:

+ C6 kién thuc thyuc té vé nganh khéch san néi chung va chuyén mén nghiép vu I8
tan cua Viét Nam.

+ Pugc hoc qua cac 16p su pham tdi thiéu, c6 kha nang truyén dat cho ngudi hoc.

+ Gido vién trén co sé chuong trinh mén hoc soan gi4o an va bai giang chi tiét dé
thuc hién viéc giang day theo dung yéu cau mén hoc. Nham nang cao chét luong giang
day, gi4o vién can phai thudng xuyén doc cac tai liéu tham khao va cap nhat thdng tin
c6 lién quan. Trong qué trinh giang bai Iuu y lién hé véi cac mon hoc khac cling nhu voi
thuc té dé nguoi hoc ngoai viéc ndm bt duogc kién thirc con ¢ kha nang tu lién hé duoc
véi thuc té nghé nghiép sau nay.

+ Gi4o vién phai chuan bi nhitng trang thiét bi va gido cu truc quan cho mdi bai
day dé dam bao ngudi hoc hiéu ding va phai thuc hanh 4p dung hiéu qua cac k¥ ning
da duoc huong dan

- P6i voi ngudi hoc:

+ Thuyc su yéu thich nghé nghiép, cham chi, cau thi, duoc hoc cac kién thic bd tro
cua chuong trinh.

3. Nhiing trong tdim chuong trinh can chi y:

Bai 3,4,5,6,7 va bai 8.

4. Tai liéu can tham khao:

- Gido trinh Hotel Receptionist, tai ban lan thi tu.

- Chris Baird va Colins Dix, Giéo trinh Hotel Operation, tai ban lan th( hai.

- Tai liéu theee hanh nghiép vu 1€ tan theo tiéu chuan VTOS

5. Ghi chi va giai thich (néu co):
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CHUONG TRINH MO DUN
NGHIEP VU PHUC VU BUONG KHACH SAN

Tén mod dun: Nghiép vu phuc vu budng khach san

M& mé dun: MD15

Thoi gian thye hi¢n mé dun:180 gio; (Ly thuyét: 28 gio; Bai tap: 145 gid; Kiém
tra 7 gio)

I. Vi tri, tinh chét ciia mé dun:

1. Vi tri:

+ Nghiép vu phuc vu budng khach san 1a mé dun thuéc nhém cac mén hoc, mé
dun dao tao nghé bat budc trong chuong trinh dao tao trinh d6 Cao diang nghé “Quan tri
khéach san”. Puoc giang day sau mdn hoc Téng quan du lich va truéc mé dun Quan tri
budng.

2. Tinh chat:

+ Nghiép vu phuc vu budng khach san 1a mé dun Iy thuyét két hop véi thuc hanh.

+ Panh gia két qua bang kiém tra hét mo dun.

I1. Muc tiéu mo dun:

1. Vé kién thic:

- Trinh bay dugc nhiing kién thirc co ban vé cong tac to chirc phuc vu khach trong
khu vuc budng va nhitng k§ ning thuc hanh nghé phuc vu buéng.

- Phan tich dwgc méi quan hé giira bd phan budng vai cac bo phan khéc trong khach
san c0 lién quan phuc vu khach hang ngay.

2. Vé k§ nang: Quy trinh vé sinh budng cho khéch.

- Thyc hién duoc cac quy trinh phuc vu khach luu tra, khach tra, khach trong va khach
VIP.

- Hop tac tich cuc véi cac b phan lién quan dam bao viéc phuc vu khach dién ra troi
chay.

3. Vé ning lyuc tu chu va trach nhiém:

- C6 kha nang tu nghién cau, tham khao tai liéu c6 lién quan dén mo dun.

- C6 kha niang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau caa gi4o vién.

- C6 kha ning van dung céc kién thic lién quan vao cac mon hoc tiép theo.

- CO y thire, dong co hoc tap chu dong, dung dan, tu rén luyén tac phong lam viéc
cong nghiép, khoa hoc va tuén tha cac quy dinh hién hanh.

I11. Noi dung mo dun:

1. Noi dung téng quét va phan bo thoi gian:

Thoi gian (gio)
Thuwc hanh,
STT Tén chwong, muc Téng Ly | thinghiém, | Kiém
so | thuyét | thao luan, tra
bai tap
1 | Bai 1: Chuan bj lam viéc 24 4 20 0
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1.1. Chuan bj nhan ca lam viéc 2.5 0.5 2
1.2. Vé sinh ca nhan 4.5 0.5 4
1.3. C4c nguyén tic vé sinh 4.5 0.5 4
1.4. Céc thuat ngir vé tinh trang 0.5 0.5

budng 4.5 0.5

1.5. M6 ta cbng viéc 0.5 0.5

1.6. An toan va an ninh trong 4
cong viéc 0.5 0.5 4
1.7. Co cau t6 chirc Khach san 4.5 0.5

1.8. Co cau t6 chuc bd phan 4 4
budng

1.9. So ctru va phan tng véi cac

tinh hubng han cap

Bai 2: Trang thiét bi 21 4 16
2.1. Trang thiét bi 5 1 4
2.2. Bao dudng thiét bi 5 1 4
2.3. St dung hoa chat 5 1 4
2.4. Xe trolley va cach st dung 5 1 4
xe trolley

Kiém tra 1

Bai 3: Céac quy trinh vé sinh 83 8 73
3.1. Quy trinh vao budng khéch 10 2 8
3.2. Quy trinh don budng 21 1 20
3.3. Quy trinh don phong tam 13 1 12
3.4. Quy trinh thay ga giuong 17 1 16
3.5. Quy trinh lau bui 1 1

3.6. Quy trinh Tunrdown-Service 9 1 8
3.7. Quy trinh kiém tra phong 10 1 9
Kiém tra 2

Bai 4: Bo phan giat ui va phong 22 4 16
vai 2.5 0.5 2
4.1. Cong tac giat ui 2.5 0.5 2
4.2. Xir 1y @6 giat ai va giat kho

cua khach 2.5 0.5 2
4.3. Quy trinh giao nhan db giat 2.5 0.5 2
4.4. Quy tic tay rira vét ban 2.5 0.5 2
4.5. huéng dan ky hiéu giat i &

nhan quan 4o 2.5 0.5 2
4.6. Gi6i thiéu phong vai 2.5 0.5 2
4.7. Trang thiét bj vat chat cho

phong vai 2.5

4.8. Quy cach cac loai hang vai 0.5
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4.9. B6 sung hang vai va tap
pham tai phong vai 2 2
Kiém tra
5 | Bai 5: cac cong tac khac 30 8 20 2
5.1. Don vé sinh khu vuc cong 5 1 4
cong 3 1 2
5.2. Xir ly con trung gay hai 3 1 2
5.3. Phuc vu budng VIP 3 1 2
5.4. Xtr ly phan nan ctaa khach 3 1 2
5.5. Xtr ly d6 khach bo quén
(Lost and found) 3 1 2
5.6. Xt ly phong DND 3
5.7. Xu ly céc tinh hudng c6 thé 2 1 2
xay ra trong budng khach 3 2
5.8. Room service 1 2
5.9. Két thac ca lam viéc va bao 2 2
cao
Kiém tra
Cong 180 28 145 7
2. Noi dung chi tiét:
Bai 1: Chuén bi lam viéc Thoi gian: 12
gio
1. Muc tiéu:
- Chuan bi cong viéc cho mot ca lam viéc.
- V& sinh cac nhan trudc ca lam viéc.
- M6 ta duge cong viée ctia nhan vién bo phan budng.
- So ctru trong nhirng tinh huéng khan cap.
- Chu dong trong hoc tap, tdc phong hoc tap nghiém tuc.
2. Noi dung bai
2.1. Chuan bi nhan ca lam viéc Thoi gian: 2.5
gio
2.2. V¢ sinh ca nhan Thoi gian: 4.5
gio
2.3. C4c nguyén tac vé sinh Thot gian: 4.5
gio
2.4. Céc thuat ngir vé tinh trang budng Thoi gian: 0.5
gio
2.5. M0 ta cong viéc Thoi gian: 4.5
gio
2.6. An toan va an ninh trong cong viéc Thoi gian: 0.5
gio
2.7. Co cAu t chac Khach san Thoi gian: 0.5
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gio

2.8. Co cau to chirc bo phan budng Thoi gian: 4.5
gio

2.9. So ctru va phan tng véi cac tinh hudng han cap Thoi gian: 4.0
gio

Bai 02: Trang thiét bj Thoi gian: 12 gio
1. Muc tiéu:

- Van hanh duoc céc trang thiét vé sinh buéng.

- Tranh nhitng diéu khong nén lam khi str dung hoa chét 1am vé sinh.

- Str dung xe day trong qua trinh don budng.

- Chu dong trong hoc tap, tac phong hoc tap nghiém tuc2. Noi dung bai
2. Noi dung bai

2.1. Trang thiét bi Thoi gian: 5 gio
2.2. Bao dudng thiét bi Thoi gian: 5 gio
2.3. Str dung hoa chat Thoi gian: 5 gio
2.4. Xe trolley va cach sir dung xe trolley Thoi gian: 5 gio
Kiém tra Thoi gian: 1 gio
Bai 3: Cac quy trinh vé sinh Thoi gian: 35
gio

1. Muc tiéu:

- Thyc hién quy trinh vé sinh budng khach &, khach tra, budng trong va budng VIP.
- Thyuc hién quy trinh lIam dich vu turndown-service.

- Chu dong trong hoc tap, tdc phong hoc tap nghiém tac2. Noi1 dung chuong

2. No6i dung bai

2.1. Quy trinh vao budng khéch Thot gian: 10 gio
2.2. Quy trinh don budng Thoi gian: 21 gio
2.3. Quy trinh don phong tam Thoi gian: 13 gio
2.4. Quy trinh thay ga giuong Thot gian: 17 gio
2.5. Quy trinh lau bui Thoi gian: 1 gio
2.6. Quy trinh Tunrdown-Service Thot gian: 9 gio
2.7. Quy trinh kiém tra phong Thoi gian: 10 gio
Kiém tra Thoi gian: 02 gio
Bai 4: B phan giat di va phong vai Thoi gian: 14 gio
1. Muc tiéu:

- Thyce hién quy trinh giat wi.

- Xir 1y van dé phat sinh trong qua trinh giit vi.

- Chu dong trong hoc tap, tac phong hoc tap nghiém tuc
2. Noi dung bai

2.1. Cong tac giat ui Thoi gian: 2.5
gio
2.2. Xir 1y d6 giat ai va giat kho caa khach Thoi gian: 2.5
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gio

2.3. Quy trinh giao nhan d6 giat Thoi gian:2.5 gio
2.4. Quy tic tay rira vét ban Thoi gian: 2.5
gio

2.5. Huéng dan ky hiéu giat ui & nhan quan 4o Thoi gian: 2.5
gio

2.6. Giai thiéu phong vai Thot gian: 2.5
gio

2.7. Trang thiét bi vat chat cho phong vai Thoi gian: 2.5
gio

2.8. Quy cach cac loai hang vai Thoi gian: 2.5
gio

2.9. B6 sung hang vai va tap pham tai phong vai Thoi gian: 2.5
gio

Kiém tra Thoi gian: 02 gio
Bai 5: Cac cong tac khac Thoi gian: 17 gio
1. Muc tiéu:

- Xtr Iy nhiing van dé lién quan dén viéc phan nan cua khach

- X1r Iy truong hop budng khach treo bang DND

- Phuc vu budng khach yéu cau cung cip dich vu Room service

- Chu dong trong hoc tap, tac phong hoc tap nghiém tuc2. Noi dung chuong
2. Noi dung bai

2.1. Don vé sinh khu vuc cong cong Thoi gian: 5 gio
2.2. Xtr ly con trung gay hai Thoi gian: 3 gio
2.3. Phuc vu budng VIP Thoi gian: 3 gio
2.4. Xtr ly phan nan cua khach Thoi gian: 3 gio
2.5. Xir 1y d6 khach bo quén (Lost and found) Thoi gian:3 gio
2.6. Xtr ly phong DND Thoi gian:3 gio
2.7. X ly céc tinh hubng c6 thé xay ra trong budng khach Thoi gian: 3 gio
2.8. Room service Thoit gian: 2 gio
2.9. Két thic ca 1am viéc va bao céo Thoi gian: 3gio
Kiém tra Thoi gian: 2 gio

IV. Diéu kién thwc hién mén hec:

1. Phong hoc chuyén mon hoa/ nha xudng: Phong thuc hanh mau va céc thiét bi
dung cu vé sinh va hoa chat chuyén dung.

2. Trang thiét bi may mac ting am, loa, Bang, phan, VCD, Projector....

3. Hoc liéu, dung cu, nguyén vat liéu: Giao trinh, tai li¢u tham khao, Bang thanh
phan thuc pham Viét Nam.

4. Cac diéu kién khéac: Khéng

V. N§i dung va phwong phap danh gia:

1. N6i dung:

* /& kién thuc:
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- Trinh bay dugc nhiing kién thic co ban vé cong tac to chirc phuc vu khach trong
khu vye Iuu tra va nhitng k§ niang thuc hanh nghé phuc vu luu tra.

- Phén tich dugc méi quan hé giita bo phan luu tri véi cac bo phan khac trong khéch
san cd lién quan phuc vu khach hang ngay, trong d6 c6 bo phan nha hang.

* /& ky nang:

- Thuc hién duoc cac quy trinh phuc vu khach luu tra.

- Hop téc tich cuc véi cac bo phan lién quan dam bao viéc phuc vu khach dién ra troi
chay.

* \/& nang lyc tu chi va trach nhiém:

- C6 kha nang tu nghién ctu, tham khao tai liéu c6 lién quan dén mé dun.

- C6 kha nang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu ciu cua gi4o vién.

- C6 kha nang van dung cac kién thiic lién quan vao cac mon hoc tiép theo.

- C6 y thire, dong co hoc tap chu dong, dung dan, tu rén luyén tac phong lam viéc
cobng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh

2. Phuong phép:

- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh Ki: 6 bai kiém tra (01 Iy thuyét + 5 thyc hanh)

- Kiém tra két thdic mén 45 phat/ 1 ca thyc hanh + van dap 15 phat/ sinh vién

- Thang diém 10.

VI. Huéng déan thuc hién mon hoc:

1. Pham vi 4p dung chuong trinh: Chwong trinh ap dung cho ngudi hoc Cao dang
nghé Quan tri khach san

2. Huéng ddn mét sé diém chinh vé phwong phdp giang day mén hoc:

- Poi Vi gido vien:

+ C6 kién thire co ban vé nganh du lich dac biét 1a chuyén nganh vé phuc vu budng.

+ C6 kién thirc thue té vé nganh du lich néi chung va khach san cua Viét Nam.

+ Pugc hoc qua cac 16p su pham tdi thiéu, co kha niang truyén dat cho sinh vién.

- Poi Vi sinh vién:

+ Thuc su yéu thich nghé nghiép, chiam chi, cau thi, duoc hoc céc kién thic bo
tro cua chuong trinh.

3. Nhiing trong tdm chirong trinh can cha y:

Ca chuong trinh.

4. Tai ligu can tham khdo:

- Gi4o trinh nghiép vu budng, Truong THNV DLKS TP. H6 Chi Minh.

- Giao trinh Quan tri kinh doanh khach san, Dai hoc KTQD Ha Ndi.

- Bai giang Nghiép vu budng, Truong Cao dang Du lich Ha Noi.

5. Ghi chi va giai thich (néu co):

70



CHUONG TRINH MO DUN
NGHIEP VU BAN CO BAN 1

Tén mo dun: Nghi€p Vu ban co ban 1

Ma mo6 dun: MD16

Thoi gian thwe hién mé dun: 90 gio; (Ly thuyét: 28gid; Thuc hanh, thi nghiém,
thao luan, bai tap 58 gio; Kiém tra:4 gio)

I. Vi tri, tinh chit ciia mé dun:

1. Vitri:

+ Nghiép vu nha hang la m6é dun quan trong, dugc giang day song song véi cac
moén hoc, mé dun : Nghiép vu phuc vu budng khach san, nghiép vu ché bién mon an,,
quan h¢ cham so6c khach hang.

2. Tinh chat:

+ Nghiép vu nha hang 1a mé dun 1y thuyét két hop véi thuc hanh, 1a mé dun bat
budc thudc nhém kién thire dao tao nghé trong chuong trinh khung trinh d6 Cao dang
nghé “Quan tri khach san”.

I1. Muc tiéu mé dun:

1. Vékién thuc:

- Xac dinh dugc vai tro, vi tri, chirc nang va nhi€ém vu chung cta bd phan phuc vu
in udng;

- Trinh bay dugc mdi quan h¢ gitra by phan phuc vu an uéng vo1 cac b phan co
lién quan, nhiém vy hang ngay ctia nhan vién;

- Néu duoc tiéu chuan vé sinh trong phuc vu an uéng, tiéu chuén vé sinh an toan
lao dong;

- Nhan biét dugc tinh chat, dic diém cua cac trang thiét b, dung cu trong nha hang;

2. V& k¥ ning:

- Thuc hién chinh xac cac k¥ thuat dat ban an, k¥ thuat phuc vu co ban va phuc vu
cac bita an diém tam, trua, ti Au/A; cach phuc vu mot s6 cac loai d6 uéng vO1 mon an;

- Xir 1y céc tinh hudng trong qué trinh phuc vu khach an udng nhanh chéng, hiéu
qua va lam hai long moi khach hang;

- Giao tiép t6t voi khach hang, cip trén va dong nghiép;

3. Vé nang lyc tu chu va trach nhiém:

- C6 y thuc chu dong hoc tap, tu rén luyén dé co kha nang phuc vu an uéng trong
cac nha hang, khach san dat tiéu chuén.

I11. N¢i dung mo dun:

1. Noi dung tong quat va phan bo thoi gian:

Thaoi gian (gi0)
Thuc
S6 . .| hanh, thi| _ .
0 Tén bai, muc Tong Ly n Kiém
TT P z. | nghiém,
) thuyeét , " tra
thao luan,
bai tap
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Bai 1: Khai quat vé nghiép vu nha

hang 4 4 0
1. Khai niém, vai tro, vi tri ciia nha hang 1 1 0
2.bac diém kinh doanh nha hang 1 1 0
3.Phan loai nha hang 2 2 0
Bai 2: Té chirc lao djng trong nha

hang 8 7 0
1.Co cau t6 chirc lao dong trong nha

hang 1 1 0
2.Nhiém vu cua cac churc danh 2 2 0
3.Nhimg yéu cau doi véi nhan vu phuc

vu dn udng 2 2 0
4. Méi quan h¢ gitra by phan phuc vu an

udng voi cac bo phan khéc trong khach

san. 2 2 0
Kiém tra 1

Bai 3: Trang thiét bi, dung cu phuc vu

An udng va tiéu chuin vé sinh trong

kinh doanh nha hang 16 9 6
1.Cac trang thiét bi trong nha hang 1 1 0
2.Céc loai dung cu phuc vu an uéng 1 1 0
3.Vé sinh trong kinh doanh nha hang 8 2 6
4. Thuc don 1 1 0
5.Céc bira an trong ngdy va cau trac

Thuc don mot bira an 3 3 0
6.Cach an va cach str dung dung cu an

ubng 1 1 0
Kiém tra 1

Bai 4: Ky thuét phuc vu in udng

trong nha hang 62 8 52
1. Ky thuat trai gap khan ban, khin an 16 2 14
2.Ky¥ thuat st dung khay 4 1 3
3Ky thuat dat ban an kiéu Au, kiéu A 20 2 18
4.K¥ thuat phuc vu co ban 4 1 3
5.K¥ thuat thay dat dung cu an udng cho

khach 4 0 4
6.Ky thuat phuc vu xtp 4 1 3
7.Phuc vu do6 udng trong bita in 6 1 5
8.K¥ thuat thay gat tan 2 0 2
Kiém tra 2

Tong 90 28 58
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2. Noi dung chi tiét
Bai 1: Khai quat vé nghiép vu nha hang Thoi gian: 4gio
1. Muc tiéu bai:
- Trinh bay dugc khai ni€m, vai tro va vi tri cua nha hang trong kinh doanh du
lich;
- Néu duoc cac dic diém cua kinh doanh nha hang vé san pham, lao dong, nhitng
thuan loi va tr¢ ngai trong hoat dong kinh doanh;
- Phan loai dugc cac nha hang;
- Quan tAm, ham thich tim hiéu vé nghiép vu nha hang va quan tri nha hang.
2. Noi dung bai:
1. Khéi niém, vai trd vi tri ctia nha hang Thoi gian: 1gio
1.1. Khai niém nha hang
1.2. Vai tro, vi tri cia nha hang
1.2.1. Vai tri cia nha hang
1.2.2. Vitri cuanha hang
2. Bic diém kinh doanh nha hang Thoi gian: 1gio
2.1. Pic diém vé san pham cta nha hang
2.2. Pic diém vé lao dong
2.3. Nhitng thuan lgi trong kinh doanh nha hang
2.4. Nhiing tr¢ ngai trong hoat dong kinh doanh cta nha hang
3. Phéan loai nha hang Thoi gian: 2gio
3.1. Phan loai nha hang theo muirc d6 lién két
3.2. Phan loai nha hang theo quy mu
3.3. Phan loai nha hang theo chét luong phuc vu
3.4. Phan loai nha hang theo hinh thirc phuc vu
3.5. Céc ti€u chi phan loai khac
3.5.1. Phan loai nha hang theo hinh thic s¢ hitu
3.5.2. Phan loai nha hang theo céc dic diém mon an, d6 uéng
Bai 2: To chirc lao dong trong nha hang Thoi gian: 8 gio
1. Muc tiéu bai:
- Trinh bay dugc nhi€ém vu ctia cac chirc danh va cach thure t6 chirc ca 1am viéc ciia nha
hang;
- Li giai duoc nhitng yéu cau dbi véi nhan vién phuc vu an udng;
- V& duoc so dd to chirc ctia nha hang - noi nguoi hoc 1am vi¢e hoac thuc tap;
- Phén tich dugc mbi quan hé giita bo phan phuc vu an udng vai coc b phan khac trong
khach san;
- Chu dong rén luyén dé dap umg tot nhit cac yéu cau dbi véi nhan vién phuc vu dn
ubng;
- Tich cuc tao 14p mdi quan hé phu hop trong bd phan phuc vu dn udng va véi cac bd
phén khac trong khéch san.
2. Noi dung bai:
1. Co céu t6 chtrc lao dong trong nha hang Thoi gian: 1gio
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1.1. So dd to chirc nha hang
1.2. T6 chirc ca lam viée
1.2.1. Céac ca lao dong trong ngay
1.2.2. N61 dung lam vi€c cua tung ca
2. Nhiém vu cua céac chirc danh Thoi gian: 2gio
2.1. Nhiém vu cua Trudng b phan am thuc (Maitre d’ hutel)
2.2. Nhiém vu cua Trudong bo phan nha hang
2.3. Nhiém vu cua nhan vién phuc vu an uéng
2.4. Nhiém vu cua nhan vién phu viéc
3. Nhitng yéu cau dbi voi nhan vién phuc vu dn udng Thoi gian: 2gio
3.1. Yéu cdu vé chuyén mon nghiép vu
3.2. Yéu cau vé k¥ ning giao tiép
3.3.1. Suc khoé
3.3.2. Ngoai dang
3.4. Yéu ciu vé tu cach dao dirc
3.5. Yéu cau vé trang phuc
4. Mbi quan hé gitra by phan phuc vu an uéng véi cac bd phan khac trong khach san
Thoi gian: 2gio
4.1. Vi bo phan Bép
4.1.1. Bo phan Bép
4.1.2. B6 phan Phuc vu an udng
4.1.3. Cung phéi hop
4.2. V61 b phan Bar
4.2.1. B phan Bar
4.2.2. BO phan Phuc vu an u6ng
4.2.3. Cung phdi hop
4.3. Vi bo phan Budng
4.3.1. Bo phan Budng
4.3.2. BO phéan Phuc vu an uéng
4.3.3. Cung phdi hop
4.4. V6i bo phan khac
4.4.1. V&i bo phan LE tan
4.4.2. Vi bd phan Nhan su
4.4.3. V61 bo phan Ky thuat va bao dudng
4.4.4. V61 bo phan An ninh
4.4.5. V&i bo phan Ké toan
4.4.6. V61 bd phan Kinh doanh va ban hang
Kiém tra Thoi gian:1gio

Bai 3: Trang thiét bi, dung cu phuc vu dn udng va tiéu chuin vé sinh trong Kinh
doanh nha hang. Thoi
gian: 16 gio
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1. Muc tiéu bai :

- Liét ké dugc cac trang thiét bi, dung cu phuc vu an uéng, thuc don thong dung tai nha
hang;

- Néu duoc tinh chat, cach st dung va bio quan cac trang thiét bi, dung cu phuc vu dn
ubng co ban;

- Li giai dwoc tAm quan trong va yéu cu vé sinh trong kinh doanh nha hang;

- Chi ra dugc cac phuong phap vé sinh hi¢u qua;

- Trinh bay duoc dic diém cla cac bita dn trong ngay va cu trac ting bita n;

- Str dung va bao quan cac trang thiét bi, dung cu dung cach, hiéu qua;

- Xac dinh dugc tAm quan trong cua cac kién thirc, k¥ ning phuc vu in udng va quan
tam dén nhu cau cua khach hang;

- Cén than, tiét kiém trong bao quan va st dung hi€u qua cac trang thiét bi, dung cu phuc
vu an uéng;

- C6 y thure va thoi quen chuyén nghi¢p trong gilt gin v¢€ sinh ca nhan, v¢ sinh noi [am
viéc, dam bao an ninh, an toan khi lam vi¢c tai nha hang

2. N§i dung bai:

1. Céc trang thiét bi trong nha hang Thoi gian: 1gio
1.1. Hé thong am thanh 4nh sang

1.1.1. Hé thong chiéu sang

1.1.2. Hé thong am thanh

1.2. Céc loai thiét bi, may moc

1.3. Xe day phuc vu

2. Cac loai dung cu phuc vu dn uéng Thoi gian: 1gio
2.1.Db gb

2.1.1. Tinh chat

2.1.2. Phan loai

2.1.3. Céch st dung va bao quan

2.2. Do véi

2.2.1. Tinh cht

2.2.2. Phan loai

2.2.3. Cach sur dung va bao quan

2.3.3. Cach sur dung va bao quan

2.4. 6 sanh st

2.4.1. Tinh chat

2.4.2. Phan loai

2.4.3. Cach su dung va bao quan

2.5. D6 kim loai

2.5.1. Tinh chat

2.5.2. Phan loai

2.5.3. Cach sur dung va bao quan

3. V¢ sinh trong kinh doanh nha hang Thoi gian: 8 gio
3.1. Tiéu chudn vé sinh trong nha hang
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3.1.1. Tam quan trong clia giir gin vé sinh diing tiéu chuan
3.1.2. V& sinh c4 nhan ciia nhan vién phyc vy dn udng
3.1.3. V¢ sinh nha hang va cac khu vuc xung quanh
3.1.4. V¢ sinh dung cu an uéng

3.1.5. V& sinh thyc pham

3.2. Cac thiét bi, dung cuy, hoa chat va phuong phap 1am vé sinh
3.2.1. Thiét bi, dung cu 1am vé sinh

3.2.2. Ho4 chit 1am vé sinh

3.2.3. Phuong phép lam v¢ sinh

4. Thuc don

4.1. Khai ni€m, y nghia cia thuc don

4.1.1. Khai niém thuc don

4.1.2. Y nghia cta thyc don

4.2. Cac loai thuc don

4.2.1. Phan loai thyc don theo gido su Graham Chandler
4.2.2. Phan loai theo cac can ctr

4.2.5. Theo tinh chét bita an

4.3. Nguyén tic xay dung thuc don

4.4. No6i dung va cach thtrc trinh bay thyc don

5. Cac bita 4n trong ngay va cu trac mot bira an

5.1. Bira dn sang

5.2. Bira an trua

5.3. Bita in toi

6. Cach an va cach st dung dung cu an udng

6.1. Cach an theo thur tu thuc don

6.1.1. Cach an theo thi tu thuc don Au

6.1.2. Cach an theo thtr tu thuc don A

6.2. Dung cu an va cach su dung

6.2.1. An kiéu Au

6.2.2. An kiéu A

Kiém tra

Bai 4 : K§ thuit phuc vu dn udng trong nha hang
1. Muc tiéu bai:

Thoi gian: 1gio

Thoi gian: 3gio

Thoi gian: 1gio

Thoi gian:1gio
Thoi gian: 62 gio

- Trinh bay duoc nguyén tic chung trong trai gap khin ban, khin an; nguyén tic dit ban

theo cac kiéu an khac nhau;

- Phan biét duoc hinh thire phuc vy dn udng kiéu My, kiéu Nga, kiéu gia dinh, kiéu Au,

kiéu A;

- Lam duoc thanh thao cac viéc trai, gép khén ban, khan an, st dung khay, dat ban, phuc

vu mon an, d6 uong trong cac bira an va cac thao tac ky thuat khac co6 lién quan dén

phuc vuy;

- Chu dong, tich cuc trong luyén k¥ ning phuc vu khach an udng.

2. N§i dung bai:
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1. K§ thuat trai gp khan ban, khan an Thoi gian: 16 gio
1.1. Trai, gip khan ban

1.1.1 Trai khan ban

1..1.2. Géap khan ban

1.2. Trai, gip khan an

1.2.1. Trai khan an

1.2.2. Gap khan in

2. Ky thuat st dung khay Thoi gian: 4 gio
2.1. Tac dung va dic diém cua khay

2.2. Chon khay

2.3. Ky thuat sdp dit trén khay

2.4. K¥ thuat mang khay

2.4.1. Mang khay tAm thap

2.4.2. Mang khay tam cao

2.4.3. Mang khay tdm trung binh

2.5. Lay d6 ra khoi khay

3. K§ thuat dat ban an kiéu Ay, kiéu A Thoi gian: 20 gio
3.1. Trinh ty, tiéu chuan nguyén tac chung

3.1.1. Chuén bj

3.1.2. Trai khan ban

3.1.3. Nguyén tic dat ban

3.1.4. Xép ghé

3.1.5. Kiém tra

3.2. K¥ thuat dit ban an kiéu Au theo thuc don cb dinh (Set menu)

3.2.1. K§ thuat dit ban diém tam kiéu Au theo thuc don ¢6 dinh (Set menu)

3.2.2. Ky thuat dat ban an trua, tdi kiéu Au theo thue don ¢d dinh (Set menu)

3.2.3. K¥ thuat dat ban an tiéc kiéu Au

3.3. K¥ thuat dit ban an kiéu A

3.3.1. Ky thuat dat ban diém tam kiéu A theo thuc don ¢ dinh (Set menu)

3.3.2. K§ thuat dit ban an trua, toi kiéu A theo thuc don ¢b dinh (Set menu)

3.4. K§ thuat dit ban dn chon mén kiéu Au

3.4.1. K¥ thuat dit ban chon moén diém tdm kiéu Au

3.4.2. Ky thuat dat ban chon mon trua, t61 kiéu Au

3.5. K§ thuat dit ban dn chon moén kiéu A

3.5.1. K¥ thuat dit ban chon mén diém tam kiéu A

3.5.2. K¥ thuat dat ban chon mon trua, t6i kiéu A

4. Ky thuat phuc vu co ban Thoi gian: 4gio
4.1. Phuc vu kiéu My (Plate service)

4.2. Phuc vu kiéu gia dinh (Family service)

4.3. Phuc vu kiéu Anh (Silver service)

5. Ky thuat thay dat dung cu an uéng cho khach Thoi gian: 4 gio
5.1. Don ban sau mdi mén dn
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5.1.1. Thu don mon khai vi va trdng mi¢ng

5.1.2. Thu don moén an chinh

5.2. bat dung cu an udng vao cho khach

5.3. Don so ban an

5.4. Luu y khi thu don

6. K¥ thuat phuc vu xap Thoi gian: 4gio
6.1. Phuc vu bang bat/chén xup

6.2. Phuc vu bﬁng au hodc lién xup

7. Phuc vu d6 udng trong bita an

7.1. Phuc vu rugu vang Thoi gian: 6gio

7.2. Phuc vu bia, cac loai nuéc dong hdp, chai

7.2.1. Phuc vu bia

7.2.2. Phuc vu céc loai nudc dong hop

7.3. Phuc vu tra, ca phé

8. K¥ thuit thay gat tan Thoi gian: 2gio
Kiém tra Thoi gian:2 gio

IV. Piéu kién thwe hién mé dun:

1. Phong hoc chuyén mo6n héa/ nha xudng: nha xudng

2. Trang thiét bi may moc: Day dii cac phuong tién nghe nhin hd tro

3. Hoc li¢u, dung cu, nguyén vat liéu: Bang dia, hinh anh, nguyén vat licu.

4. Céc diéu kién kha: néu c6

V. Noi dung va phuong phap danh gia:

1. Noi dung:

Vé kién thc:

- Xac dinh dugc vai tro, vi tri, chlrc nang va nhi€ém vu chung ctia bd phan phuc vu
an uéng;

- Trinh bay duoc mbi quan h¢ gitra by phan phuc vu an uéng v6i1 cac b phan co
lién quan, nhiém vy hang ngay ctia nhan vién

- Néu duoc tiéu chuan vé sinh trong phuc vu an uéng, tiéu chuan vé sinh an toan
lao dong;

- Nhan biét dugc tinh chét, dic diém cta cac trang thiét bi, dung cu trong nha hang;

Vé k¥ nang:

- Thyc hién chinh x4c céc k¥ thuat dat ban an, k¥ thuat phuc vu co ban va phuc vu
cac bira an diém tam, trua, tbi Au/A; cach phuc vu mét s6 cac loai d6 uéng vO1 mon an;

- T churc phuc vu dugc cac loai ti€c co ban trong nha hang;

- Xir 1y cac tinh hudng trong qui trinh phuc vu khach an udng nhanh ching, hiéu
qua va lam hai long moi khéach hang;

- Giao tiép t6t voi khach hang, cip trén va dong nghiép;

Vé nang lyc tu chi va trach nhiém:

- C6 ¥ thie chu dong hoc tap, tu rén luyén dé c6 kha nang phuc vu in udng trong
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cac nha hang, khach san dat tiéu chuan.

2. Phuong phap:

- Phuong phép danh gia

- Kiém tra thuong xuyén: 0 bai

- Kiém tra dinh ky: 2 bai kiém tra viét, 2 bai kiém thuc hanh.

- Kiém tra két thac mon hoc:

+ Hinh thirc kiém tra: thuc hanh ; thoi gian 60 phut

+ Thang diém 10.

VI. Huwéng din thyue hi¢n mén hoc:

1. Pham vi ap dung mon hoc:

Chuong trinh 4p dung cho ngudi hoc Cao diang nghé ché bién mon an.

2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:

- B6i v6i gido vién, giang vién:

+ C6 kién thirc co ban vé nganh du lich dic biét 1a chuyén nganh vé nha hang va
ché bién mon an.

+ C6 kién thire thyc té vé nganh du lich n6i chung va khach san nha hang ctia Viét Nam
noi riéng.

+ Chuén bi t6t cac tai liéu minh hoa va ap dung linh hoat cac phuong phép giang
day dé phat huy tinh chii dong, tich cuc cho nguoi hoc.

- Péi v6i ngudi hoc:

+ Thuc sy yéu thich nghé nghi¢p, cham chi, cau thi, duoc hoc céc kién thic bd
trg ciia chuong trinh.

3. Nhitng trong tim can chy y:

Ca chuong trinh.

4. Tai liéu tham khao:

- TS Trinh Xuan Diing (2003), 76 chitc Kinh doanh Nha hang, NXB Lao dong -
xa hoi Ha noi.

- TS. Trinh Xuan Diing, Hoang Minh Khang(2000), Tédp qudn khdu vi an uéng ciia
mot s6 nude - Thue don trong nha hang, Ha noi.

- TS. Trinh Xuan Diing, Vii Thi Hoa 2005, Gido trinh Nghiép vu phuc vu dn uéng,
NXB Théng ké Ha noi.

- TS. Trinh Xuan Diing (1999), Bar va dé uéng, tai liéu dich NXB Gido duc.

- Truong Sy Quy (1996), T6 chirc Quan 1y Kinh doanh Khdach san-Nha hang,
Trung tam dao tao tir xa Pai hoc Hué.

- Roy Hayter (2001), Phuc vu dn uong trong Du lich, tai lidu dich cua truong Cao
dang Du lich Ha noi, NXB thong ké.

- Donald E. Lundberg (1993), John R.Walker-The Restaurant, from Concept to
Operation-John Wiley & Son.

- Managing Food & Berverage service-Dai hoc Mo Ha Noi.

5. Ghi chu va giai thich (néu co):
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CHUONG TRINH MO PUN
NGHIEP VU BAN CO BAN 2

Tén m6 dun: Nghiép vu ban co' ban 2

Ma mo6 dun: MD17

Thoi gian thwe hién mé dun: 90 gio; (Ly thuyét: 12gid; Thuc hanh, thi nghiém,
thao luan, bai tap 75 gid; Kiém tra:3gid)

I. Vi tri, tinh chét cia md dun:

1. Vi tri:

+ Nghiép vu nha hang la m6 dun quan trong, dugc giang day song song vai cac
mon hoc, mé dun : Nghiép vu phuc vu budng khach san, nghiép vu ché bién mén an,,
quan hé cham s6c¢ khach hang.

2. Tinh chat;

+ Nghiép vu nha hang 1a mé dun ly thuyét két hop véi thuc hanh, 1a mo dun bat
budc thudc nhom kién thire dao tao nghé trong chuong trinh khung trinh d6 Cao dang
nghé “Quan trj khach san”.

I1. Muc tiéu mo dun:

1. V& kién thuc:

- Nhan biét duoc cac thiét bi, dung cu trong nha hang.

- Phan tich dugc cac nguyén tac chuan bi phuc vy, két thic va ban giao ca;

- Giai thich dugc quy trinh phuc vu cac bira an sang, trua, tdi, theo céc kiéu Au, A,
tiéc ngdi, tiéc dirng va phuc vu khach an tai budng;

- Néu duoc tiéu chuan vé sinh trong phuc vu an udng, tiéu chuan vé sinh an toan
lao dong.

2. Vé k¥ nang:

-Thuc hién chinh xac cac ky thuat dit ban an va phuc vu c4c bira an diém tam,
trua, t6i, tiéc Au, A; cach phuc vu mét s céc loai dd udng véi mén an.

- To chite duoc cac loai tiéc co ban trong nha hang.

3.Vé ning luc tu chi va trach nhiém:

- C6 y thuc chu dong hoc tap, tu rén luyén dé c6 kha ning phuc vu an uéng trong
cac nha hang, khach san dat tiéu chuan tir 1 dén 5 sao.

I11. N§i dung m6 dun

1. Noi dung téng quét va phan b thai gian:

Thei gian (gio)

Thuc hanh,
SOTT Tén bai, muc <l .| thi nghiém, | Kiém
Tong so|Ly thuyet tho lugn, | tra
bai tap
Bai 1: Ky thuit phuc vu in udng
1 | trong nha hang 12 2 10
3.K¥ thuat dat ban an kiéu Au, kiéu
A 12 2 10
2 | Bai 2: Quy trinh k¥ thuit phuc vu 78 10 65 3
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in sang, trua, toi va tiéc

1.Chuan bj ca lam viéc 4 1 3

2.Chuan bi phuc vu mét bira dn 8 1 7

3.Phuc vu in kiéu Au, A theo thuc

don 26 2 24

4 X5 thuat tiép nhan yéu cau cta

khach 8 1 7

5.Phuc vu mét bira an chon mén 16 1 15

6.Phuc vu khach in trén buong 6 2 4

7 Két thiic va ban giao ca 7 2 5

Kiém tra 3 3

Tong 90 12 75 3

2. Noi dung chi tiét

Bai 1: Ky thuit phuc vu iin udng trong nha hang Thoi gian: 12 gio
1. Muc tiéu:

- Trinh bay duoc nguyén tic chung dat ban theo cac kiéu an khac nhau;

- Phan biét duoc hinh thic phuc vu an uéng kiéu My, kiéu Nga, kiéu gia dinh, kiéu Au,
kiéu A;

- Lam thanh thao quy trinh dat ban phuc vu cac bira in sang, trua, tdi, theo cac kiéu Au, A,
tiéc ngdi, va phuc vu khach an tai budng;

- Chii dong, tich cuc trong rén luyén ky nang phuc vu khach an uéng.

2. Noi dung:

1. K§ thuat dat ban an kiéu Au, kiéu A Thoi gian:12 gio
1.1. Trinh ty, tiéu chuan nguyén tic chung

1.2. Chuan bj

1.3. Trai khan ban

1.4. Nguyén tac dat ban

1.5. Xép ghé

1.6. Kiém tra

2. K¥ thuat dat ban an kiéu Au theo thuc don ¢ dinh (Set menu)

2.1. K¥ thuat dit ban diém tam kiéu Au theo thuc don cb dinh (Set menu)

2.2. K§ thuat dat ban an trua, toi kiéu Au theo thue don ¢6 dinh (Set menu)

2.3. K thuat dat ban an tiéc kiéu Au

3. K§ thuat dit ban in kiéu A

3.1. K thuat dit ban diém tdm kiéu A theo thuc don c6 dinh (Set menu)

3.2. K thuat dit ban an trua, toi kiéu A theo thuc don cb dinh (Set menu)

4. K§ thuat dat ban an chon mon kiéu Au

4.1. K¥ thuat dat ban chon moén diém tam kiéu Au

4.2. Ky thuat dat ban chon mén trua, toi kiéu Au

5. Ky thuat dat ban dn chon mén kiéu A

5.1. Ky thuat dat ban chon mén diém tam kiéu A

5.2. K§ thuat dit ban chon mén trua, toi kiéu A
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Bai 2: Quy trinh k§ thuét phuc vu iin sang, trua, t6i va tiéc Thot gian: 78 gio
1. Muc tiéu:

- Phan tich dugc cac nguyén tic chuan bi phuc vu, két thic va ban giao ca;

- Giai thich dwoc quy trinh phuc vu cAc bita dn sang, trua, toi, theo cac kiéu Au, A, tiéc ngdi,
tiéc dirng va phuc vu khéch an tai budng;

- Thyc hién dung cac budc theo trinh tu quy dinh cho viéc chun bi, phuc vu khach phit hop
véi kiéu dn ma ho yéu cau;

- Ban giao ca day du, chinh xac;

- Can than, chu déo, ti mi trong chuan bi va phuc vu khach in uéng.

2. Noi dung:
1. Chuan bj ca lam viéc Thoi gian:4 gio
2. Chuan bi phuc vu mét bira in Thoi gian:8 gio

2.1. Nguyén tic chuan bj

2.2. Céach chuan bi

2.2.1. Chuan bi d6 g

2.2.2. Chuan bi d6 vai

2.2.3.Chuan bi dung cu dit ban

2.3. Chuan bi dung cu theo thuc don

2.3.1. Thyc don diém tam (kiéu Au, A)

2.3.2. Thuc don trua, toi (kiéu Au, A)

2.3.3. Thuc don tiéc

3. Phuc vu an kiéu Au, A theo thuc don

3.1. Phuc vu in sang kiéu Au theo thuc don Thoi gian: 4 gio
3.1.1. Chuan bi truéc gio phuc vu

3.1.2. P6n din khach, moi ngodi va trai khin an
3.1.3. Phuc vy khach an uéng theo thue don
3.1.4. Thanh toan va xin y kién khach

3.1.5. Tién khach

3.1.6. Thu don

3.1.1. Chuan bi truéc gio phuc vu

3.1.2. Pén dan khach, moi ngdi va trai khin an
3.1.3. Phuc vy khach an uéng theo thuc don
3.1.4. Thanh toan va xin y kién khach

3.1.5. Tién khach

3.1.6. Thu don

3.2. Phuc vu in sang kiéu A theo thyc don Thoi gian: 4 gio
3.2.1. Chuan bj truée gio phuc vu

3.2.2. Pon dan khach, moi ngdi va trai khan an
3.2.3. Phuc vy khach an uéng theo thue don
3.2.4. Thanh toan va xin y kién khéch

3.2.5. Tién khach

3.2.6. Thu don
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3.2.1.
3.2.2.
3.2.3.
3.24.
3.2.5.
3.2.6.

Chuan bi truée gio phuc vu

Pon dan khach, moi ngdi va trai khan in
Phuc vu khach an uéng theo thuc don
Thanh toan va xin y kién khach

Tién khach

Thu don

3.3. Phuc vu an trua, tdi kiéu Au theo thuc don

3.2.1.
3.2.2.
3.2.3.
3.3.4.
3.3.5.
3.3.6.
3.3.1.
3.3.2.
3.3.3.
3.3.4.
3.3.5.
3.3.6.

Chuan bj truéc gio phuc vu

DPoén dan khach, moi ngdi va trai khan an
Phuc vu khach an ubng theo thuc don
Thanh toan va xin y kién khach

Tién khach

Thu don

Chuan bi truéc gio phuc vu

DPon dan khach, moi ngdi va trai khan an
Phuc vu khach an uéng theo thuc don
Thanh toan va xin y kién khach

Tién khach

Thu don

3.4. Phuc vu in trua, t6i kiéu A theo thuc don

3.4.1.
3.4.2.
3.4.3.
3.4.4.
3.4.5.
3.4.6.
3.4.1.
3.4.2.
3.4.3.
3.4.4.
3.4.5.
3.4.6.

Chuan bj truéc gio phuc vu

DPoén din khach, moi ngdi va trai khan an
Phuc vu khach an uéng theo thuc don
Thanh toan va xin y kién khach

Tién khach

Thu don

Chuan bi truéc gio phuc vu

DPoén din khach, moi ngdi va trai khan an
Phuc vy khach an uéng theo thuc don
Thanh toan va xin y kién khach

Tién khach

Thu don

4. K§ thuat tiép nhan yéu cau caa khéch

4.1. Chuan bj

4.2. Don dan khach, moi ngoi va trai khin an
4.3. Trinh thuc don

4.4. Tiép nhan yéu cau

4.5. Poc lai yéu cau cua khach

Bai tap tng dung sé 2: Thuc hién tiép nhan yéu cau bita sang A cho 02 khéch
4.1. Chuan bj

4.2. Don dan khach, moi ngoi va trai khin an
4.3. Trinh thuc don
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4.4. Tiép nhan yéu cau

4.5. Doc lai yéu cau cua khach

Bai tap tng dung s6 3: Thyc hién tiép nhan yéu cau bita trua, t6i Au cho 02 khéch .......
4.1. Chuan bi

4.2. Poén dan khach, moi ngdi va trai khin an

4.3. Trinh thuc don

4.4. Tiép nhan yéu cau

4.5. Doc lai yéu cau cua khach

Bai tap tng dung sé 4: Thyc hién tiép nhan yéu cau bita trua, t6i A cho 02 khach. ........
4.1. Chuan bi

4.2. Don dan khach, mai ngdi va trai khin an

4.3. Trinh thuc don

4.4. Tiép nhan yéu cau

4.5. Poc lai yéu cau cua khach

5. Phuc vu mot bira an chon moén Thot gian:16 gio
5.1. Trinh tu, tiéu chuan phuc vu khach

5.2. Phuc vu an trua, ti kiéu Au chon mén

5.2.1. Chuan bi truéc gio phuc vu

5.2.2. P6n dan khach, moi ngdi va trai khin an

5.2.3. Trinh thyc don

5.2.4. Tiép nhan yéu cau va doc lai

5.2.5. Chuyén phiéu ghi thuc don xubng nha bép va quay bar

5.2.6. Chinh lai dung cu an theo thuc don

5.2.7. Phuc vu khach an udng

5.2.8. Thanh toan va xin y kién

5.2.9. Tién khach

5.3. Phuc vu an trua, ti kiéu A chon mén

5.3.1. Chuan bi truéc gio phuc vu

5.3.2. Pon dan khach, moi ngoi va trai khan in

5.3.3. Trinh thuc don

5.3.4. Tiép nhan yéu cau va doc lai

5.3.5. Chuyén phiéu ghi thuc don xudng nha bép va quay bar

5.3.6. Chinh lai dung cu an theo thuc don

5.2.7. Phuc vy khach in udng

5.3.8. Thanh toan va xin y kién

5.2.9. Tién khach

5.2.10. Thu don

6. Phuc vu khéch an trén budng Thoi gian:6gio
6.1. Tiép nhan yéu cau cua khach

6.1.1. Tiép nhan yéu cau cua khach qua dién thoai

6.1.2. Tiép nhan yéu cau cua khach qua thuc don phuc vu an tai budng
6.2. Sap dit dung cu trén khay (xe day)

84


file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654030
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654031
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654032
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654033
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654034
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654035
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654036
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654037
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654038
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654039
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654040
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654041
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654042
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654043
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654044
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654045
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654046
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654047
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654048
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654049
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654050
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654051
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654052
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654053
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654054
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654055
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654056
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654057
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654058
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654059
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654060
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654061
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654062
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654063
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654064
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654065
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654066
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654067
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654068
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654069
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654070
file:///C:/Users/DINHDUC/Desktop/1_CTK_DT_2017-2018_9.6.2017/CTCT_CDQTNH_an.docx%23_Toc354654071

6.2.1. Sap dat trén khay
6.2.2. Sap dit dung cu trén xe day
6.3. Phuc vu khach an trén budng
6.4. Thu don dung cu sau phuc vu
7. Két thic va ban giao ca Thoi gian:7gio
7.1. Két thic ca
7.2. Ban giao ca
Yéu cau vé danh gia két qua hoc tap:
CAU HOI ON TAP
Kiém tra Thoi gian:3gio

IV. Piéu kién thuc hién mé dun:

1. Phong hoc chuyén mén hoa/ nha xudng: xuwdng ban , bar

2. Trang thiét bi may maoc: - May dén chiéu, tivi, ting am...

- Thiét bi phuc vu giang day: ting am, loa, bang, phan, VVCD, projector....

- C6 phong hoc mau véi day du giao cu truc quan.

3. Hoc liéu, dung cu, nguyén vat liéu: - Tai liéu vé giang day.

- Phan, bang.

- C4c mau biéu.

- Hé théng bang biéu.

- Dung cu ban, bép , ghé, khin ban, khan an, dung cu dn Au, an A

4. Cac diéu kien khac:

V. Nogi dung va phuong phap danh gia:

1. Noi dung:

Vé kién thac:

- X&c dinh dugc vai tro, vi tri, chirc nang va nhiém vu chung ctia bd phan phuc vu
an uéng;

- Trinh bay dugc méi quan hé giita bd phan phuc vu an uéng véi cac bd phan co
lién quan, nhiém vy hang ngay ctia nhan vién;

- Néu duoc tiéu chuan vé sinh trong phuc vu an uéng, tiéu chuén vé sinh an toan
lao dong;

- Nhan biét dugc tinh chét, dic diém cua cac trang thiét b, dung cu trong nha hang;

Vé Ky nang:

- Thuc hién chinh xac cac k¥ thuat dat ban an, ky thuat phuc vu co ban va phuc vu
c4c bira an diém tam, trua, tdi Au/A; cach phuc vu mét sé céc loai dd udng voi mon an;

- T6 chuc phuc vu duoc cac loai tiéc co ban trong nha hang;

- Xir ly céc tinh hubng trong qué trinh phuc vu khach an uéng nhanh chéng, hiéu
qua va lam hai long moi khach hang;

- Giao tiép tét voi khach hang, cap trén va dong nghiép;

V& ning lyc tu chi va trach nhiém:

- Co y thuc chu dong hoc tap, tu rén luyén dé c6 kha nang phuc vu an uéng trong
cac nha hang, khach san dat tiéu chuan.

2. Phuong phap:
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- Phuong phéap danh gia

- Kiém tra thuong xuyén: 0 bai

- Kiém tra dinh ky: 0 bai kiém tra viét, 3 bai kiém tra thuc hanh.

- Thoi gian: Kiém tra dinh ki 60 phit. Kiém tra két thtic mén 60 phut

- Kiém tra két thdic mon hoc (hinh thtc kiém tra:Ly thuyét+ thuc hanh, thoi gian
60 phut)

- Thang diém 10,

VI. Huéng din thuc hign moén hoc:

1. Pham vi ap dung moén hoc:

+ Chuong trinh ap dung cho sinh vién Cao dang nghé Quan tri nha hang.

2. Huéng dan vé phuong phap giang day, hoc tip mén hoc:

Déi vai gido vién, giang vién:

+ C6 kién thirc co ban vé nganh du lich dac biét 1a chuy@n nganh vé nha hang.

+ C6 kién thuc thyc té vé nganh du lich ndi chung va khach san caa Viét Nam.

+ Pugc hoc qua cac 16p su pham tdi thiéu, c6 kha niang truyén dat cho sinh

Déi vaoi ngudi hoc:

+ Thyc sy yéu thich nghé nghiép, cham chi, cau thi, dugc hoc cac kién thic bd
tro cta chuong trinh.

3.Nhiing trong tdm can cha y:

+ Ca chuong trinh

4. Tai li¢u tham khao:

- Trinh Xuan Diing, Té chizc Kinh doanh Nha hang, NXB Lao dong xa hoi, 2003.

- Trinh Xuan Diing, Hoang Minh Khang, Tdp quan khdu vi dn uéng cia mét so
nuoc - Thue don trong nha hang, 2000.

- Trinh Xuan Diing, Vii Thi Hoa, Gi&o trinh Nghiép vu phuc vu dn uong, NXB
Théng ké Ha noi 2005.

- Trinh Xuan Diing, Bar va dé uéng, tai liéu dich NXB giéo duc, 1999.

- Truong S§ Quy, Té chizc Qudan ly Kinh doanh Khach sgn-Nha hang, Trung tam
do tao tir xa Dai hoc Hué, 1996.

- Roy Hayter, Phuc vu én uong trong Du lich, tai liéu dich cia trwong Cao dang
Du lich Ha ngi, NXB thong ké, 2001.

- Donald E. Lundberg, John R.Walker-The Restaurant, from Concept to
Operation-John Wiley & Son, 1993.

- Managing Food & Berverage service -Dai hoc Mo Ha Noi, 1997.

- Chris Parry, Bar & Berverage Oporation Atlantic Publishing Group. Inc Printed
in Canada, 2003.

- RoyHayter, Bar service, Hospitality Training Foundation Macmilan, London
England, 1996.

- RoyHayter, Food and drink service Hospitality Training Foundation Macmilan,
London England, 1996.

5. Ghi chi va giai thich (néu c6)
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CHUONG TRINH MO DUN
NGHIEP VU CHE BIEN MON AN
Tén md dun: Nghiép vu ché bién mén in
Ma mo dun: MD18
Thoi gian thye hién mé dun: 150 gio; (Ly thuyét: 28 gio; Thuc hanh: 116 gid;

Kiém tra: 6gid)

I. Vi tri, tinh chét ciia mé dun:
1. Vitri:
+ M6 dun nghiép vu ché bién mon dn 1a mé dun chuyén nganh, duoc giang day

song song véi Mo dun Nghiép vu nha hang, quan hé cham séc khach hang..

2. Tinh chat:

+ Nghiép vu ché bién moén an 1a mé dun 1y thuyét va thuc hanh.

+ Panh gia két qua bang hinh thirc kiém tra hét mo dun.

I1. Muc tiéu mé dun:

1. Vé kién thirc:

- Trinh bay duoc nhiing kién thuc vé nguyén liéu dong thuc vat ding trong ché

bién cac mon an; cat thai, trinh bay moén an.

- Phan biét dugc cac phuong phap ché bién.
- M ta va thuc hién dugc cac phuong phap ché bién, ki thuat ché bién mot sé loai

nudc dung, xot co ban.

- Trinh bay duogc cac luu y khi trang tri dia thic an.

2. Vé k¥ ning:

- Lya chon duogc céc loai thuc pham dat yéu cau.

- So ché dugc cac loai thuc pham

- Tia dugc mot sb mau tia don gian

- Ché bién duoc cac moén an A co ban

- Ché bién duoc céac loai x6t Au co ban

- Ché bién duogc cac moén an Au co ban

3. V& ning luc ty cha va trach nhiém:

- C6 kha nang tu nghién ctu, tham khao tai liéu c6 lién quan dén mdn hoc
- C6 kha ning tim hiéu tai liéu dé thuc hanh theo yéu cau cua giéo vién.

- C6 kha ning van dung céc kién thic lién quan vao cac mon hoc tiép theo.
- CO y thirc, dong co hoc tap chi dong, dung dan, ty rén luyén tac phong lam viéc

cong nghiép, khoa hoc va tuan tha cac quy dinh hién hanh

I11. N§i dung mo dun:
1. Noi dung tong quat va phan bo thoi gian:

Thoi gian (gio)
Thuwc hanh,
STT Tén chwong, muc Téng Ly | thinghiém, | Kiém
so | thuyét | thao luan, tra
bai tap
1. | Bai 1: Thuc pham dung trong ché 4 4 0 0
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bién mén in
1.1 Giéi thiéu chung
1.2 Phén loali
1.3 Chét luong va cach bao quan

0.5
0.5
3.0

Bai 2: Cac phwong phap cit, thai,
tia, ché bién va xét co ban
2.1 Céc phuong phap cit, théi, tia
2.2 Céac phuong phap ché bién
co ban
2.3 Céc loai x4t co ban va ung
dung
2.4 Ky thuat ché bién nuéc du
2.5 Ky thuat ché bién bot xao bo
Kiém tra

20

20

10

0.5
0.5

Bai 3: Ky thuat trinh bay mén &n
3.1 Muc dich, ¥ nghia, yéu cau
3.2 C4c nguyén tic trang tri mon

an

|

Bai 4: Thue hanh k¥ thuit cit,
thai, tia

4.1 Thyc hanh cat, théi

4.2 Thuc hanh chit, bam

4.3 Thyc hanh tia hinh phang

4.4 Thuc hanh tia hoa 6t ca rét

4.5Thuc hanh tia hoa ca chua,
dua chudt

4.6 Thuc hanh tia hoa khéi

4.7 Thuc hanh tia dua hau

Kiém tra

45

43

0 00 o B~ DNDN

Bai 5: Thuc hanh ché bién mén in
Viét co ban

5.1 Thuc hanh ché bién mén Nem
ran- dua gop

5.2 Thuc hanh ché bién mén Goi
cudn

5.3 Thuc hanh ché bién moén Bo
nuéng 14 16t

5.4 Thuyc hanh ché bién mon Ga
nau nam

5.5 Thuc hanh ché bién mén Oc
hap 14 ging

5.6 Thuc hanh ché bién mén Ca

32

30
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kho to 5
Kiém tra 2
6. | Bai 6: Thuc hanh ché bién xot Au 45 0 43 2
va cdc mén Au co ban
6.1 Thuc hanh ché bién nudc 4
ding tring
6.2 Thuc hanh ché bién xét 1
Bechamel
6.3 Thuc hanh ché bién nudc 8
dung nau
6.4 Thuc hanh ché bién x4t nau 1
6.5 Thuc hanh ché bién xét 2
Mayonaise
6.6 Thuc hanh ché bién xdt 2
Tartare 5
6.7 Thyc hanh ché bién mon Ga
nau vang do 5
6.8 Thuc hanh ché bién soup kem 5
ga
6.9 Thuc hanh ché bién mon 5
Salad khoai tay
6.10 Thuc hanh ché  bién 5
beefsteak khoai tay
6.11 Thuc hanh ché bién C4 sbt 2
chanh bo
Kiém tra
Cong 150 28 116 6

2. Noi dung chi tiét:

Bai 1: Thue pham dung trong ché bién mén in

1. Muc tiéu

- Phan loai duoc cac loai thuc pham thudng dung trong ché bién.

Thoi gian 04 gio

- Trinh bay duoc c4c yéu cau vé chét luong va cach bao quan thuc pham.

- X4c dinh dwoc cac nhan té anh huong dén chat luong thuc pham.

- Can than trong str dung va bao quan thyc pham.

2. Noi dung bai

Gidi thiéu chung

1.1. Giéi thiéu chung

gio

1.2. Phan loal

gio

1.3. Chit lwgng va cach bao quan
1.3.1. Pic trung chat lugng thuc pham
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1.3.2. Céch xac nhan chét luong thuc pham

1.3.3. Nhirng nhan té anh hudng dén chét luong thuc pham
1.3.4. Phuong phap bao quan thyc pham

Bai 2: Cac phwong phap cit, thai, tia, ché bién va xét co ban
1. Muc tiéu:

- M6 ta duoc cac phuong phap cét, thai, tia.

- M6 ta duoc cac phuong phap ché bién co ban.

- Phan biét duoc céc loai x4t co ban

- Trinh bay duoc cac loai nuée du va cach ché bién bot xao bo.
2. Noi dung bai

2.1 Cac phuong phap cit, thai, tia.

2.1.1 Muc dich, yéu cau cua k¥ thuat cat, thai, tia.

2.1.2 Cac phuong phép cit thai co ban

2.1.3 Céc loai hinh dang cit thai co ban

2.1.4 Céc phuong phap tia.

2.2 Cac phuong phap ché bién co ban

2.2.1. Céc phuong phap lam chin dung nhiét
2.2.2 Ludc

2.2.3 Chan, nhing, doi

2.2.4 Nau

2.2.5 Ninh, hAm

2.2.6 Kho, rim

2.2.7 Om

2.2.8 Hap

2.29 Tan

2.2.10 Trang

2.2.11 Réan

2.2.12 Chao m¢

2.2.13 Quay

2.2.14 Xao

2.2.15 Nuéng

2.2.16 Thui

2.2.17 Rang

2.2.18 Phuong phap dung 10 vi song
2.2.2. Phuong phap lam chin khong dung nhiét
2.2.2.1. Mudi chua rau qua

2.2.2.2 Phuong phap mubdi cham (nén)
2.2.2.3 Phuong phap mudi nhanh

2.2.2.4 Phuong phép tron

2.3.  Céc loai x6t co ban va tng dung
2.3.1. Thanh phan ciu tao cua x4t co ban
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2.3.2 Ky thuat ché bién x4t co ban va ting dung

2.3.3 Ky thuat ché bién xét tring Bechamel

2.3.4 K3y thuat ché bién xét tring Veloute

2.3.5 Ky thuat ché bién x6t ndu Demi-glace

2.3.6 Ky thuat ché bién x6t dau mayonnaise

2.4 Ky thuat ché bién nudc du Thoi gian 0.5 giod
2.4.1 Khai niém, phan loai nuéc du

2.4.2 Nudc du tring

2.4.3 Nudc du bé

2.4.4 Nudc du nau

245 Nudcduca

2.4.6 Nudc du rau cu qua

2.5 Ky thuat ché bién bot xao bo Thoi gian: 0.5
gio

2.5.1 K3y thuat ché bién bot xao bo tring

2.5.2 K3y thuat ché bién bot xao bo nau

2.5.3 K3y thuat ché bién bot xao bo nau nga

Bai 3: Ky thuat trinh bay mon in Thoi gian: 4 gio
1. Muc tiéu:

- Néu dugc muc dich, ¥ nghia, yéu cau va cac nguyén tic trong trinh bay mon an.

- Trinh bay duoc cac nguyén tic vé tinh my thuat, tinh chat moén an, dic diém dung cu,
tinh chat bira in, yéu cau vé sinh, an toan, ...

2. N¢i dung bai:

3.1 Muyc dich, y nghia, yéu cau Thoi gian: 01 gio

3.1.1. Muc dich, ¥y nghia
3.1.2. Yéu cau
3.2.  C&c nguyén tic trang tri mon an Thoi gian: 03 gio

3.2.1. Bbam bao tinh mi thuat

3.2.2. Phu hop véi tinh chat cia mén an: d6 néng, trang thai...

3.2.3. Phu hop véi dic diém caa dung cu

3.2.4. Phl hop vai tinh chat cia bita an, tao sy hap din cho ngudi an vé bita an va
mon an

3.2.5. Bao dam gon gang, vé sinh, an toan...

Bai 4: Thwc hanh ky thuat cat, thai, tia Thai gian 45 gio

1. Muc tiéu:

- Thuc hién duoc céc thao tac cat thai, tia.

- Tia duoc cac mau tia tir 6t, ca rot

- Tia duoc cac mau tia tir ca chua, dua chuodt.

- Tia duoc c4c mau tia tir dua hau.

- Can than, ti mi, luu y vé an toan.
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2. Noi dung bai:
1. Thyc hanh cat, théi Thoi gian 2 gio
2. Thuc hanh chit, bam Thoi gian 2 gio
3. Thyc hanh tia hinh phang Thoi gian 4 gio
4. Thuc hanh tia hoa 6t, ca rét Thai gian 8 gio
5. Thuc hanh tia hoa ca chua, dua chudt Thaoi gian 8 gio
6. Thuc hanh tia hoa khéi Thoi gian 8 gio
7. Thuc hanh tia dwa hau Thoi gian 11 gio
Kiémtra 2 gio
Bai 5: Thuwc hanh ché bién mén in Viét co ban Thai gian 32 gio
1. Muc tiéu:

- Lya chon dugc cé4c loai nguyén vat liéu dung yéu cau, dam bao chat lugng.

- So ché dugc céc loai nguyén vat lidu ding yéu cau.

- Ché bién dugc cac mon an Viét co ban dung vai vi ciia mén an va phu hop véi ving
mién

- Can than, ti mi, luu ¥ vé an toan, vé sinh thuc pham.

2. N§i dung bai:

1 Thyc hanh ché bién mén Nem ran- dua gop Thoi gian 5 gio

2 Thuc hanh ché bién mén Gaéi cudn Thoi gian 5 gio
3 Thuc hanh ché bién mén Bo nudng 14 16t Thoi gian 5 gio
4 Thuc hanh ché bién moén Ga nau nim Thoi gian 5 gio
5 Thuyc hanh ché bién mon Oc hap la girng Thoi gian 5 gio

6 Thuc hanh ché bién mén Cé kho to Thoi gian 5 gio

Kiém tra 2 gio

Bai 6: Thuc hanh ché bién xét Au va cac mén Au co ban Thai gian 45 gio
1. Muc tiéu:

- Lya chon dugc cé4c loai nguyén vat liéu dung yéu cau, dam bao chat lugng.
- So ché dugc céc loai nguyén vat lidu ding yéu cau.

- Ché bién duogc céc loai nudc dung, x6t ding yéu cau

- Ché bién dugc cac mén an Au co ban.

- Can than, ti mi, luu ¥ vé an toan, vé sinh thuc pham.

2. N§i dung bai:

1. Thuc hanh ché bién nudc dung trang Thoi gian 4 gio
2. Thuc hanh ché bién x6t Bechamel Thoi gian 1 gio
3. Thuc hanh ché bién nudc dung nau Thoi gian 8 gio
4. Thyc hanh ché bién x4t nau Thoi gian 1 gio
5. Thuc hanh ché bién x6t Mayonaise Thoi gian 2 gio
6. Thuc hanh ché bién x4t Tartare Thoi gian 2 gio
7. Thuc hanh ché bién mén Ga nau vang do Thoi gian 5 gio
8. Thuc hanh ché bién soup kem ga Thoi gian 5 gio
9. Thuc hanh ché bién mén Salad khoai tay Thoi gian 5 gio
10. Thuc hanh ché bién beefsteak khoai tay Thoi gian 5 gio
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11. Thuc hanh ché bién Ca sbt chanh bo Thoi gian 5 gio
Kiém tra 2 gio

IV. Piéu kién thwc hign mo dun:

1. Phong hoc chuyén mon héa/ nha xwong: Xudng thue hanh duoc trang bi day
du vé thiét b, dung cu phuc vu cho viéc so ché, ché bién va cit gifr thuc phém.

2. Trang thiét bi may mdc: Lo nuéng, bép ga, bép dién, tu lanh, ta dong, may hut
mui, hé théng bao chay.

3. Hoc liéu, dung cu, nguyén vat liéu:

* Hoc liéu:

* Dung cu: Dao cac loai, ndi inox céc loai, khay thuc phém, bat, dia, chao cac loai.

* Nguyén vat liéu: Thuc phim tuoi séng, thyc pham kho, cac loai gia vi dam bao
an toan vé sinh thyc pham

4. Céc diéu kién khac (Néu cd).

V. Nogi dung va phuong phap danh gia:

1. N6i dung:

- Kién thuc:

+ Trinh bay duoc nhiing kién thirc vé nguyén lidu dong thuc vat dung trong ché
bién cac mon an; cit thai, trinh bay mon an.

+ Phan biét dugc cac phuong phap ché bién.

- K§ néang:

+ Lwa chon duoc cac loai thuc pham dat y&u cau.

+ So ché dugc céc loai thyc pham

+ Tia dugc mot sé mau tia don gian

+ Ché bién duoc cac moén an A co ban

+ Ché bién duoc cac loai x6t Au co ban

+ Ché bién duoc cdc moén an Au co ban.

- Nang luc tu chua va trach nhiém:

+ C6 kha nang tim hiéu tai liéu dé thuc hanh theo yéu cau cua gido vién.

+ C6 kha nang van dung cac kién thic lién quan vao cac mon hoc tiép theo

2. Phuong phép:

- Phuong phép dénh gia

- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh Ki: 5 bai kiém tra thuc hanh.

- Kiém tra két thuc mé dun:

+ Hinh thire: Kiém tra thuc hanh

+ Thang diém 10.

+ Thoi gian: 90 phat

VI. Huéng din thuc hign mé dun:

1. Pham vi &p dung mo dun:

Chuong trinh ap dung cho ngudi hoc Cao dang nghé Quan tri khach san

2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:

- Béi véi gido vién, giang vién:
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- Tt nghiép dai hoc, cao dang chuyén nganh thyc pham, dinh dudng va c6 k¥ ning
chuyén mén cao.

- Bi 6 kinh nghiém thue té tai cic co s& kinh doanh ché bién hang n uéng

- C6 kién thuc nghiép vu su pham.

- Chuan bj tét kién thirc, k§ nang ché bién mén an.

- Chuan bj bai that k¥ trudce khi 1én 16p: Dé cuong bai giang, cac thiét bi dd dung
day hoc, céc tu li¢u minh hoa.

- Chuén bi cac cau hoi, cac tinh huéng... cap nhat thyc tién.

- Khi day thyc hanh:

+ Giang vién can luu y hudng din va rén luyén céc k¥ nang can dat dugc cho sinh
vién qua tung bai.

+ Trong qua trinh giang day, giang vién phai theo déi, kiém tra chdm diém k¥ ning,
san pham cho timg hoc sinh dé 1iy diém trong s cho timg hoc phan.

+ Cudi budi hoc, giang vién nhan xét k¥ cach xir Iy nguyén li¢u, viéc thyc hién
quy trinh, thao tac, san phim cho tirng nhém

- Bdi véi ngudi hoc:

- Xac dinh duoc vi tri, tinh chat, muc dich, yéu cau ctia mon hoc dé tir 6 van dung
vao thuc tién nghé nghiép.

- Poc trudc gido trinh, cac tai liéu tham khao, hoc bai cii, lam bai tap... trudc khi
dén 16p hoc

- Trén 16p can tap trung vao bai giang cua thay dé c6 thé hiéu bai, dit cau hoi voi
thay, ban dé hiéu rd ngay tai 16p

- Tuan tha cac hudng dan hoc tap, nghién ctru, lam bai téap...

- Thao luan can suy nghi, lién hé thuc tién nghiém tac, trao doi soi ndi dé dong gop
nhiéu y kién cho nhém

- Van dung sang tao cac kién thirc, k¥ ning dé xay dung thyc don va ché bién theo
thuc don

+ Sinh vién phai doc k¥ tai liéu trudc khi 1€n 16p.

+ Nhom chu dong lam, dudi su chi dan, theo ddi, giam sat cua giao vién.

3. Nhitng trong tdm can chu y:

Bai 4, 5,6

4. Tai liéu tham khao:

- A’ la table des grands chefs — Poissons & Crustaces, NXB Konemann.

- A’ la table des grands chefs — entréees froides, NXB Konemann.

- Cuisinez 1000 recettes de A a’ Z cua Emilie Bertrand.

- Pong A Sang (2004) ,Tra — Vin hod déc sdc Trung Hoa. NXB Vin hoa thong
tin.

- Gi4o trinh v¢ sinh dinh dudng cua truong Pai hoc Thuong Mai.

- Gio trinh nghiép vu ndu an cta dy an VIE002.

- Gido trinh hoéa sinh cua truong Pai hoc Thuong Mai.

- Gigo trinh Co s¢ 1y thuyét ché bién san pham AU cua truong DH Thuong Mai.

- Nguyén Quang Khai(2001), Tdp tuc va kiéng ky (swu tim giéi thiéu), NXB vin
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hoa dan tdc.

- Nguyén Thu Tam (1995), Nghé thudt ndu dn Trung Hoa, NXB Tré.

- Nguyén Vin Anh D3 Dinh Hang, Lé Dinh Thuy (1996), Han Quéc lich sir &
van hoa, NXB van hoa.

- Sauces ctia nha xuat ban Konemann.

- The theory of catering ctia Kinton ceserani & Foskett.

- Tim hiéu lich sir van hod Philippine, NXB Khoa hoc xa hoi,.

- Trinh Huy Hoa, Déi thoai véi cac nén van hod thé gioi, NXB tré.

- Vii hitu Nghi (1991), Tim hiéu Nhdt Ban, NXB Khoa hoc x3 hoi.

- V.A. Pronnikov va 1.D. Ladanov (1990), Nguoi Nhdt, NXB tong hop Hau
giang.

- Hoan Thi Nhu Huy (2006), Nghé thudt am thire Hué, NXB Thuin Hoa.

- Ho1 déng cép ching chi nghiép vu du lich (2005), Ky thuat ché bién mén an,
NXB Thanh nién.

5. Ghi chu va giai thich (néu co):
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CHUONG TRINH MON HQC
QUAN TRI BUONG KHACH SAN

Tén mén hoc: Quan tri budng khich san

Ma moén hoc: MD19

Thoi gian thue hién mon hoc: 45 gio; (Ly thuyét: 19 gio; Bai tap: 24 gio; Kiém
tra 2 gio)

I. Vi tri, tinh chét ciia mén hoc:

1. Vitri:

- Quan trj budng 13 mé dun thuéc nhom bt budc trong chwong trinh khung trinh
d6 cao dang nghé. Mon hoc nay duoc giang day sau khi ngudi hoc da hoan thanh chuong
trinh cac mdn hoc/ mé dun Tdng quan du lich va Nghiép vu phuc vu budng khach san.
Vé6i mé dun nay, nguoi hoc dugc trang bi kién thirc, ky niang va thai d6 phd hop véi vi
tri cong viéc cua ngudi giam sét dich vu budng tai cac khéch san.

2. Tinh chat:

- Quan tri budng c6 lién quan dén cac moén hoc khac nhu Ly thuyét va thuc hanh
phuc vu budng khach san. Ngoai viéc phai nam ro 1y thuyét, ngudi ho

C con can phai thuc hién viéc thuc hanh quan tri voi nhiéu bai tap va tinh huéng
lién quan.

I1. Muc tiéu mon hoc:

1. Vé kién thic:

- V& dugce so dd to chuc cua bd phan luu tra va mé ta duge mdi quan hé giira cac
bo phan;

- Lién hé duoc cac vi tri cbng viéc va ban md ta cbng viéc cua cac vi tri cong viéc
thuoc bo phan Buédng;

- Giai thich duoc céc thuat ngir ciia cAc mau bao céo;

- M6 ta va &p dung duogc hé thong gidm sat hoat dong cua bo phan budng.

2. Vé k¥ nang:

- Xay dung duoc ké hoach hoat dong hang ngay, tuan, thang, quy va nim cua bd
phan budng;

- Phan tich, lva chon dugc cac ngudn cung cap do6 vai, hoa chat, do dat phong va
cac trang thiét bi, dung cu caa bd phan Budng;

- Giai thich duoc phuong phap xay dung dinh mirc lao dong va tinh toan ning suat
lao ddng tai b phan budng;

3. Ve ning lyc tu chu va trach nhiém:

- C6 kha nang tu nghién ctu, tham khao tai liéu c6 lién quan dén mo dun.

- C6 kha nang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau caa gi&o vién.

- C6 kha nang van dung cac kién thic lién quan vao cac mén hoc tiép theo.

- C6 y thire, dong co hoc tap chi dong, ding dan, ty rén luyén tac phong 1am viéc
cong nghiép, khoa hoc va tuan thua cac quy dinh hién hanh

I11. N§i dung mén hoc:

1. Nbi dung téng quét va phan bo thoi gian:

STT Tén chwong, muc Thoi gian (gio)
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Thuc hanh,

Téong | Ly |thinghiém, | Kiém
so | thuyét | thaoluan, | tra
bai tap

Bai 1: Vi tri, vai tro, cocauto | 9 4 5

chuc cua bd phan Budng

1. Vi tri, vai tro, co cau tb chicc | 4 2 2

cua bo phan Budng

- Vi tri, vai tro cua b phan 1 1

Budng trong Khach san

- Nhiém vu caa bo phan 1 1

Budng. 5 2 3

2. Céac vi tri cong viéc va chuc
nang, nhiém vu cua tung vi tri 1 1

cong viéc

- So dd t6 chic bo may cua bo

phan Budng 1 1

- Méi quan hé gira bo phan

budng véi cac bo phan khac

cua khach san

Bai 2: Quan tri nguén nhan | 9 4 5

lyc tai bo phan Budng

1. Tuyén dung lao dong 2 1 1

2. Pao tao nhan vién 2 1 1

3. Xay dung lich phan cong lao 3 1 2

dong 2 1 1

4. Panh gia lao dong

Bai 3: Pinh muic va ning suat 9 2 6 1
lao dong 3 1 2

1. Binh muc lao dong

- Yéu ciu cua dinh muc lao

dong

- Cac can cu xay dung dinh

muc lao dong 5 1 4

- Phuong phap xay dung dinh

muc lao dong

2. Ning suat lao dong

- Phuong phap tinh toan nang

suit lao dong 1 1

- So sanh ning suit lao dong
véi dinh muc lao dong
Kiém tra
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4 Bai 4: Quan ly vat tu 8 4 4
1. Quan ly d6 vai 2 1 1
2. Quan ly db dat phong cho | 2 1 1
khach 2 1 1
3. Quan ly chat tay ria 1 0.5 0.5
4. Quan ly trang thiét bi 1 0.5 0.5
5. Quan ly cac vat tu khac

5 Bai 5: Hé thong kiém tra chat | 10 5 4 1
lugng 2 1 1
1. Sy can thiét cua hé théng
kiém tra chat luong 3 2 1
2. Chat luong tiéu chuan cong | 4 2 2
Viéc 1 1
3. Bang danh muc
Kiém tra
Cong 45 19 24 2

2. Noi dung chi tiét:
Bai 1: Vi tri, vai tro, co cau té chirc ciia bé phan Budng Thoi gian: 9gio

1. Muc tiéu: Hoc xong bai nay, nguoi hoc c6 kha nang:

- V& dugce so @6 to chirc cua b phan luu tra va moé ta duoc mdi quan hé giira cac bo
phan

2. Noi dung:

1. Vj tri, vai tro, co cdu t6 chuc cua bd phan Budng Thoi gian: 4 gio
- Vi tri, vai tro caa bo phan Buong trong Khéch san

- Nhiém vu caa bo phan Budng.

2. Céc vi tri cbng viéc va chirc nang, nhiém vu cua tung vi tri cong viécThoi gian: 5 gio
- So dd to chirc bo may cua bo phan Buong

- Méi quan hé giira bo phan budng véi cac bo phan khéc cua khach san

Bai 2: Quan tri ngudn nhan luc tai by phan Budng Thoi gian: 9 gio
1. Muc tiéu: Hoc xong bai nay, nguoi hoc c6 kha nang:

- Ung dung duoc kién thtc, ki nang di hoc mon quan tri ngudn nhan lec vao viéc tuyén
dung, dio tao, phan cong lao dong, danh gia lao dong tai bo phan Buong.

2. Ngi dung:

1. Tuyén dung lao dong Thoi gian: 2 gio
2. Pao tao nhan vién Thoit gian: 2 gio
3. Xay dung lich phan cong lao dong Thoi gian: 3 gio
4. Panh gia lao dong Thoi gian:24 gio
Bai 3: Pinh mitc vé ning suat lao ddng tai bd phan Budng Thoi gian: 9 gio

1. Muc tiéu: Hoc xong bai nay, nguoi hoc ¢6 kha nang:
- Xay dung duoc cac ké hoach hoat dong cua bd phan Budng theo tirng giai doan
2. Noi dung:
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1. Binh mirc lao dong Thot gian: 3 gio
- Yéu cau cua dinh muc lao dong

- Cac can ctr xay dung dinh murc lao dong

- Phuong phap xay dung dinh mirc lao dong

2. Niang suét lao dong Thoi gian: 5 gio
- Phuong phép tinh toan ning suét lao dong

- So sanh nang suét lao dong véi dinh mic lao dong

Kiém tra Thoi gian:1 gio
Bai 4: Quan ly vt tu cia bé phan Budng Thoi gian: 8 gio
1. Muc tiéu: Hoc xong bai nay, nguoi hoc ¢6 kha nang:

- Xay dung duoc quy trinh quan Iy vat tu ciia bo phan Budng (bao gom mua hang, nhap,
Xuat, bao quan)

2. Ngi dung:

1. Quan ly d6 vai Thoi gian: 2 gio
2. Quan ly db dit phong cho khach Thoi gian:2 gio
3. Quan ly chat tay rua Thoi gian:2 gio
4. Quan ly trang thiét bi Thoi gian: 1 gio
5. Quan ly cac vat tu khac Thoi gian: 1 gio
Bai 5: Hé thong kiém tra chat lweng Thoi gian:10 gio

1. Muc tiéu: Hoc xong bai nay, nguoi hoc ¢6 kha nang:
- Trinh bay duoc ndi dung cta ban tiéu chuan chat luong cia bo phan Budng
- Sir dyng bang danh myc Kiém tra dé giam st céc tiéu chuan chat luong cua bo

phan

2. N¢i dung:

1. Su can thiét cia hé thong kiém tra chat luong Thoi gian: 2 gio
2. Chét lugng tiéu chuan cdng viéc Thoi gian: 3 gio
3. Bang danh muc Thoi gian: 4 gio
Kiém tra Thoi gian: 1 gio

IV. Piéu kién thwc hign mén hec:

1. Phong hoc chuyén mon hoa/ nha xudng: Phong thuc hanh mau va céc thiét bi
dung cu vé sinh va hoa chat chuyén dung.

2. Trang thiét bi may mac ting am, loa, Bang, phan, VCD, Projector....

3. Hoc liéu, dung cu, nguyén vat liéu: Giao trinh, tai li¢u tham khao,

4. Céc diéu kién khac: Khang

V. Nogi dung va phuong phap danh gia:

1. Noi dung:

* \/& kién thic:

- V& duoc so dd td chirc cua bd phan luu tri va mo ta duoc méi quan hé gitra cac
bd phan;

- Lién hé duoc cac vi tri cong viéc va ban mo ta cdng viéc cua cac vi tri cdng viéc
thudc bo phan Budng;

99



- Giai thich duoc cac thuat ngir ciia cac mau béo céo;

- M6 ta va &p dung duogc hé thong giam sat hoat dong cua bo phan budng.

* \/& k§ ning:

- Xay dung duoc ké hoach hoat dong hang ngay, tuan, thang, quy va nim cua bo
phan budng;

- Phan tich, lva chon dwgc cac ngudn cung cap do vai, hoa chat, dd dat phong va
cac trang thiét bi, dung cu caa bd phan Budng;

- Giai thich dugc phuong phap xay dung dinh muc lao dong va tinh todn ning suat
lao d6ng tai b phan budng;

* \/& nang luc tu chi va trach nhiém:

- C6 kha niang tu nghién ctu, tham khao tai liéu c6 lién quan dén mé dun.

- C6 kha nang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu ciu cua gi4o vién.

- C6 kha nang van dung cac kién thic lién quan vao cac mon hoc tiép theo.

- CO y thire, dong co hoc tap chu dong, ding dan, ty rén luyén tac phong lam viéc
céng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh

2. Phuong phap:

- Kiém tra thuong xuyén: 01 bai

- Phuong phap danh gia: 2 bai kiém tra (01 ly thuyét + 01 thyc hanh)

- Thoi gian: 45- 60 phat (bai kiém tra viét két thic mén)

VI. Huéng déan thuc hién mon hoc:

1. Pham vi 4p dung chuong trinh: Chwong trinh ap dung cho nguoi hoc Cao dang
nghé Quan tri khach san

2. Huéng ddn mét sé diém chinh vé phwong phdp giang day mén hoc:

- Phuong phap giang day mé dun nay gom: Iy thuyét két hop véi hoi thao (seminar)
va tham quan céc khach san dé phan tich cac dinh huéng, s dung bang dia, moi bao
cao vién 1a nhitng chuyén gia quan tri khach san trinh bay, trao ddi véi nguoi hoc,
khuyén khich nguoi hoc tham gia dat ra cac tinh hudng va giai quyét cac tinh hudng;
lam cac bai tap vé xay dyung dinh muc lao dong va thuc hanh giam sat danh gia két qua
cong viéc

- Poi Vi gido vien:

+ C6 kién thurc vé nganh kinh doanh khéach san, ¢6 kinh nghiém vé quan tri budng.

+ C6 kha ning diéu hanh hoi thao, khuyén khich su tham gia tich cuc ciia ngudi hoc

+ Str dung thanh thao phan mém quan tri luu tra & trinh didn mot s6 ky nang lién quan
dén muc tiéu moén hoc

- Déi Véi nguoi hoc:

+ Nguoi hoc phai nghién ctu tai liéu, tham khao, tham quan thuc té, giai quyét
nhitng tinh hudng, bai tap theo yu ciu caa gi4o vién.

+ Tu quan sat, chu dong van dung nhitng kién thizc da hoc, timg budc hinh thanh
c4c k¥ ning trong quan tri buong.

3. Nhiing trong tdm chirong trinh can cha y:

Chuong 2.4,5

4. Tai ligu can tham khdo:

100



- Professional Management of Housekeeping Operation (Robert J. Martin)

- Accommodation Management (Rosemary Hurst).

- Housekeeping Management (Margaret M. Kappa, Aleta Nitschke, Patricia B.
Schappert)

5. Ghi chd va giai thich (néu co):
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CHUONG TRINH MON HQC
QUAN TRI LE TAN

Tén mon hoc: QUAN TRI LE TAN

Ma moén hoc: MD20

Thoi gian thwe hién mon hoce: 45gi0; (Ly thuyét: 26g10; Thyc hanh, thi nghiém,
thao luan, bai tap: 17gid; Kiém tra: 2gid)

I. Vi tri, tinh chét ciia mén hoc:

1. Vi tri:

- Buoc bé tri giang day sau mén nghiép vu 12 tan.

2. Tinh chét:

- Quan tri 18 tan 13 modun tich hop 1y thuyét va thuc hanh niam trong phan kién
thirc chuy@n nganh caa nghé Quan tri khach san.

Il. Muc tiéu mén hoec:

1. Ve kién thuc:

- M0 ta duoc co cau to chic cua bo phan luu tra bang so d6 va giai thich duoc
churc nang, nhiém vu caa cac nhom nhan vién cua bo phan

- Xac dinh duoc cac vi tri cong viéc tai bo phan luu tra va trinh bay dugc noi dung
co ban cua ban mé ta cdng viéc cua céc vi tri chu yéu

- Trinh bay dugc quy trinh, ndi dung danh gia nhan vién

- Giai thich dwoc co cau gia, phong ngu va gié tron goi

2. Vé ky ning:

- Xay dung va trién khai cac chuong trinh dio tao nhan vién, xay dung lich bé tri
lao d6ng va cac van dé lién quan dén nguoi lao dong. Thuc hién dugc cong viéc lap ké
hoach bé tri lao dong, dao tao nhan vién méi theo tinh hudng cu thé.

- Ung dung duoc chuong trinh 1ap cac ké hoach cua bo phan 18 tan va vé cac nguon
lyc ctia bo phan 18 tan va xay dung duoc cac quy dinh cu thé dé xir ly cong viéc tai bo
phan do.

- Trinh bay va ap dung dugc cac phuong phap dinh gia buong va gia tron goi

- Thyc hién duoc quy trinh giam sét cac hoat dong tai bo phan I€ tan, stir dung thanh
thao phan mém cho cong tac giam sat

- Ap dung duogc cac phuong phap quan tri chat luong dich vy tai b phan 18 tan.

3. V& ning luc ty cha va trach nhiém:

- C6 kha nang tu nghién ctru, tu hoc, tham khao tai li¢u lién quan dén mon hoc dé van
dung vao hoat dong hoc tap.

- Van dung duoc cac kién thire tu nghién ctru, hoc tap va kién thirc, ky nang da dugc
hoc dé hoan thién cac k¥ nang lién quan dén moén hoc mét cach khoa hoc, dung quy dinh.

I11. N§i dung mén hoc:

1. Nbi dung tong quét va phan bo thoi gian:

Thoi gian (gio)

. 2 i Thuc .2

STT Tén chwong, muc Tong Ly « o | Kiem
B A hanh, thi

) thuyet . tra
nghiém,
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thao luan,
bai tap

Chwong 1: Téng quan vé hoat
dong cia bo phan 18 tan

1. Vi tri, vai tro, co cau td chic cua
bo phan 18 tan

1.1 Vi tri, vai tro cua bo phan I€ tan
trong Khach san

1.2 Nhiém vu cta bo phan I€ tan.

2. Cac vi tri cdng viéc va churc nang,
nhiém vu cua tirng vi tri cong viéc
2.1 So dd t6 chicc bo may cua bo
phan I€ tan

2.2 Méi quan hé gitra bo phan I& tan
véi cac bo phan khac cua khach san
Chuwong 2: Quan ly dich vu
khach hang cia bd phan Lé tan
1. Phuong thtc chét lwong dich vu
1.1. Dy tinh mua trudc

1.2. Mtrc d6 hai long cua khach

2. Quan tri dich vu khach

2.1. Cam két thuc hién dich vu chét
lugng:

2.2. Quan ly dich vu chat luong

3. Céc tiéu chuan thyc hién

3.1. Trién khai thyc hién

3.2. Quan ly

Kiém tra

Chuwong 3: Thiét lap gia phong

1. Céc loai gi& phong

2. Céc yéu t6 dé xem xét khi nao
thiét 1ap céc gia phong.

3. Su tiép can quy luat ngén tay cai
dé thiét 1ap gia phong.

4. Cong thirc Hubbart dé thiét lap
gi& phong trung binh.

5. Anh huong ciaia cac muc khac
nhau duoc st dung trong cong thic
Hubbart trén co so dau tu theo
mong mudn.

Chuong 4: Du tinh phong va bé

N N OO -

N

3
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tri phong 2 2
1. Hién tai/ tién doan bé tri phong va

cac phan sir dung khac. 2 1 1
2. Thong tin hitu ich dé dy doan
tinh san co6 cua phong. 2 1 1
3. Tinh hién cé cua phong va kha
nang thyuc hién du doan. 2 1 1
4. Thiét lap céc cong tac thuc hién
dé quan 1y nhd/tinh hinh ding ky | 9 6 3
qué nhiéu.
5 | Chwong 5: DPanh gia cong tac van 1 1
hanh cia vin phong tién sanh
1. Cac dung cu dé danh gia cac cong | 1 1
t4c van hanh van phong tién sanh.
2. Viéc sir dung théng tin trong bao 1 1
cao hoat dong hang ngay.
3. Céc ly do phan tich théng ké hoat | 1 1
dong.
4. Viéc st dung ty 1€ hoat dong va
C4c tiéu chuan ty I¢é dé danh gid hoat | 1 1
dong van phong trudc. 1 1

5. Tinh toan ty I da c6 phong.
6. Cac phén tich thdng ké khach hiru

hiéu dé danh gia hoat dong vian hong 1 1

tién sanh

7. Viéc sir dung bao céo thay doi gia

phong nhu mot cdng cu danh gia 1 1

van hanh van phong tién sanh.
8. Viéc suir dung thdng bao lgi nhuan

phan phong nhu mét dung cu dé 1 1

danh gia hoat dong van phong tién

sanh.

9. Viéc st dung bdo cao ngén sach 1 1

phan chia phong nhu mot dung cu

dé danh gia hoat dong van phong 1
tién sanh.

Kiém tra

Cong 45 26 17 2

2. Noi dung chi tiét:
Chuwong 1:: VI TRI, VAI TRO, CO CAU TO CHUC CUA BQ PHAN LE TAN
Thoi gian: 8 gio
1. Muc tiéu: Hoc xong bai nay, nguoi hoc ¢6 kha nang:
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- Khéi quét cac chire ning co ban cua cac bo phan thudc Bo phan L& tan (Front

Office)
- M6 ta dugc méi quan hé gitra bo phan 18 tan véi cac bo phan khac cua khach san
2. Noi dung:
2.1. Vi tri, vai tro, co cdu td chirc cua bo phan I8 tan Thoi gian:
3 gio

- Vi tri, vai tro caa bo phan 18 tn trong Khach san
- Nhiém vu cua bo phan 18 tan.
2.2. Cac vi tri cdng viéc va chirc nang, nhiém vu cua tirng vi tri codng viéc.
Thot gian: 5 gio
- So dd t6 chuc bo may caa bd phan 18 tan
- Méi quan hé giira bd phan 18 tan vai cac bo phan khac cua khach san
Chwong 2: QUAN LY DICH VU KHACH HANG CUA BQ PHAN LE TAN
Thot gian: 9 gio
1. Muc tiéu: Hoc xong bai nay, nguoi hoc ¢6 kha nang:
- Trinh bay duoc quy trinh, noi dung quan 1y dich vu khach hang ctia b phan Lé

tan

- Thuc hién duoc duoc quy trinh, ndi dung quan 1y dich vu khach hang cua bo phan
Lé tan

2. Noi dung:

1. Phuong thirc chat lwong dich vu Thoi gian: 3 gio

1.1. Dy tinh mua trudc

+ Dy tinh mua trudce la gi?

+ Cac khéch thiét lap du tinh mua truéc nhu thé nao?

- Kinh nghiém:

+ Dy tinh mua truéc anh huong nhu thé nao dén kinh nghiém.,

1.2. Muc d6 hai long cua khach:

+ Ching ta quan Iy mutc d6 hai 10ng ciia khach chiing ta nhu thé nao?

+ Ching ta quan Iy dy tinh mua truéce cua khach ching ta nhu thé nao?

+ Chung ta quan Iy kinh nghiém khach ciia chung ta nhu thé nao?

2. Quan tri dich vu khach Thoi gian: 3 gio

2.1. Cam két thuc hién dich vu chét luong:

- Xac dinh cac du tinh vi tri khach san

- X4c dinh cac phuong thie dé biét khach ¢ ddu tai thoi diém nay.

Trién khai thuc hién cac tiéu chuan va cac ké hoach hanh dong dé biét dugc
khach san & dau

2.2. Quan ly dich vu chét luong

- Giao tiép

- Phuong thtrc thuc hién

- Hb tro

- Banh giad

3. Cac tiéu chuén thyc hién Thoi gian: 3 gio
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3.1. Trién khai thyuc hién

+ Puoc trién khai:

- Céc tiéu chuan duoc trién khai mot cach pha hop khi cac du kién cua
khach/khach hang, cac quan tri va cac nhan vién dugc phdi hop vao cac mic do thoa
thuan thuc hién vé moi vi tri trong co cau to chuc.

- Yéu té quan trong nhat cua céc tiéu chuan trién khai 1a ddng y vé cac cong viéc
dugc thuc hién nhu thé nao.

+ Thuc hién:

- Thuc hién céc tiéu chuan bang céch giao tiép dén va cac truéng phong dao tao,
cac giam sat vién, va cac nhan vién thuc hién theo cac mac @6 thuc hién nhu da thoa
thuan.

- Yéu td quan trong nhét cuaa cac tiéu chuan giao tiép 1a cam két quan ly trén hét
d6i voi nguoi trién khai va dao tao trong co ciu to chic.

3.2. Quan ly:

- Quan ly céc tiéu chuan bang cach kiém tra cong tac thuc hién va cé ging thuc
hién kha ning tuan tha dbi véi céc tiéu chuan duoc trién khai trén co so thoa thuan va
giao tiép voi cac nhan vién.

- Yéu t6 quan trong nhat caa cac tiéu chuan quan ly 1a thuc hién cac xem xét céng
tac thuc hién vai cong tac huan luyén va dao tao cu thé.

- Céc tiéu chuan thyc hién bang van ban nén:

+ Phai duoc quan sat, theo ddi.

+ C0 thé tinh téan do ludong duoc.

+ Pap ung cac yéu cau cua khach va cac tiéu chuan quan ly

+ CO thé dat dugc bai nhan vién

- Céc y kién sau day c6 cac chit luong tiéu chuan thuc hién bang van ban:

+ Cac khach hang dugc thyc hién trong mudi gidy khi dén

+ C4c cudc goi dién thoai duoc tra 1oi trong pham vi ¢6 ba tiéng chudng reo.

+ Tra 101 cac vin ban theo yéu cau duoc giri di trong vong 24 tiéng ddng ho.

+ Cac bdn tam va bon ria phai khé, sach s& va khéng bi bui.

+ Cac hoa don cta khach dy dinh di cung ngay duoc giri dén cac quay tinh tién
trong thoi gian nam phat.

Chwong 3: THIET LAP GIA PHONG Thoi gian: 8 gio

1. Muc tiéu: Hoc xong bai nay, nguoi hoc c6 kha nang:

- Giai thich dugc tam quan trong cua dinh gia hop 1y;

- Phan biét va c6 k§ ning vé cac phuong phap dinh gia khac nhau;

- Xay dung chinh sach va co cau gia pht hop véi khach san.

2. Ngi dung:

1. Céac loai gia phong Thoi gian: 2 gio
- Bang gia/bang cudc phi
- Gia phong don
- Gia phong doi
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- Chi phi d6i vé&i nguoi hoic givong bo sung
- Chi phi ngay str dung

- Chi phi kéo dai thoi gian khi check-out

- Céc gia theo hop dong

- Cac gia thuong mai/doan thé

- Chiét khau theo nhém

- Chiét khau thuong mai.

- C4c loai chiét khau khuyén mai khac nhau

- Ké hoach gia dinh

- Gia theo goi

- Gida moi

- Gia 4p dung theo can ho
2. Céc yéu tdc dé xem xét khi ndo thiét Iap cac gia phong. Thoi gian: 2 gio
3. Su tiép can quy luat ngon tay cai dé thiét lap gia phong. Thoi gian: 2 gio
4. Cong thirc Hubbart dé thiét 1ap gia phong trung binh. Thoi gian: 1 gio
5. Anh huong cua cac muc khac nhau dugc sir dung tong cong thicc Hubbart trén

co s& dau tu theo mong mudn. Thoi gian:

1 gio
Cac ly do hop ly cho cha cua khach san khéng thé dat duoc loi nhuan mong mudn
d6i voi cong tac dau tu 1a gi?
Chwong 4: DU TINH PHONG VA BO TRI PHONG Thoi gian: 8 gio
1. Muc tiéu: Hoc xong bai nay, nguoi hoc c6 kha nang:
- Trinh bay duoc tinh hién tai/ tién doan b tri phong va cac phan sir dung khac
- Tinh toan dugc tinh hién c6 cta phong va kha nang thuc hién dy doan.
2. N¢i dung:
1. Hién tai/ tién doan bd tri phong va cac phan st dung khac.  Thoi gian: 2 gio
- Dy doan hién hiru caa phong la gi?
- Dy doan hién hitu ciia phong duoc sir dung nhu phan dit chd 1a gi?
- Thuong chd phong/dit phong du doan thuc hién va cap nhat bao nhiéu 1an?
- Piéu gi phét trién su dy doan caa minh?
- Ai stir dung thong tin vé cac du doan nay? Tai sao cac du doan nay hitu ich ddi
VGl ho?
2. Théng tin hitu ich dé dy doan tinh sin c6 cua phong. Thot gian: 2 gio
Céc thong tin sau day can phai duoc ghi lai hang ngay:
+ S dat phong
+S6 16i di riéng
+S6 vé di
+ Sb hodn phut cudi
+ S check-out
+S6 & lai
+ S6 dinh luu tra
+S6 dén som
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+ Sb yéu cau can dat

3. Tinh hién c6 cua phong va kha nang thuc hién du doan. Thoi gian: 2 gio

- Tong s6 phong cam két.

- Sb phong du kién hién c6 dé ban

- Ty 18 ¢6 du kién ( %); gia 16i di riéng 1a 10%

4. Thiét 1ap cac cong tac thuc hién dé quan 1y nha/tinh hinh ding ky qua nhiéu

Thoi gian: 2 gio

- Tién hanh dém cac phong di c6 va di dat. VAo nhitng ngay cing thing, can xem
xét dén céc khoang thoi gian 7:00 AM, 12:00 PM, 3:00 PM va 6:00 PM. Vao nhiing
ngay binh thuong, 7:00 am va 6:00pm la du.

- Kiém tra tinh trang phong dbi vai ly lich hd so dé xem xét givong ngu.

- Kiém tra cac bao céo tinh hinh vé sinh nha cira d6i vai tinh trang ctua phong dé
dam bao giwdng ngu, hoic tinh trang dang ky ngin han sir dung hé théng check-out.

- Kiém tra cac phong dén han nhung van c6 sy can bang trén ho so ké toan, dac
biét c&c thé tin dung duoc ap dung nhu mét phuong thirc thanh toén.

- Kiém tra tinh trang dat phong doi.

- Goi hé thong dat phong (néu co6 s6 khach san) dé dam bao rang tat ca cac s6 hodn
lai dugc chuyén tiép.

- Kiém tra danh muc khach di vao dé dam bao rang khach lién quan dén hé thong
du kién dén chua dugc ding ky nhu 16i di riéng.

- Goi san bay cho bao céo trén cac chuyén bay bi hdan.

- Kiém tra cac bao céo thoi tiét vé cac thanh phé tir s khach mong mudn thyc
hién.

- Kiém tra viéc dat phong d6i vai cac khéi lién két dé thuc hién viéc gap doi.

- Kiém tra voi cac khach san dé dat chd néu budng hoi nghi duogc chi dinh trong
cach dit chd 1a cach lea chon tha hai.

- Kiém tra ngay dén trén tat ca cac mau dat phong nham dam bao khdng maot phan
nao bi lap sai.

- Kiém tra danh muc phong.

- Néu viéc dat phong duoc thuc hién thdng qua quan 1y dat phong, quan ly kinh
doanh hoic mot nguoi nao d6 trong phong didu hanh, va khéach san dap tng thuc hién
mot cach ddy du dap tng yéu cau cia nhan vién. Thong thuong, cac khach nhu trén 1a
nhirng ngudi ban ca nhan va san 1ong gilp & lai dau do.

- Canh thoi gian dong cua khach san, thiét 1ap cudc goi chi phi dién thoai tiing
ngudi (Néu phi hop cho loai khach san) dbi vai moi khach véi phan dat phong khdng
dam bao chua dén. Néu ngudi chap nhan cudc goi, thi can phai xac nhan rang nguoi d6
c6 dén vao dém d6 hay chua.

- Sau khoang thoi gian ngat cia khach san, néu co thé can thiét, giai toa viéc dat
phong khong duge dam bao, tra trudc hodc ghi chi” gitr chd cho ngudi dén”.

- Nét bat ky phong nao khéng con hoic khong con st dung, can kiém tra 1a cac
phong nay c6 thé thuc hién hay khong. Dé cong tac vé sinh biét dugc ngay tuong thich
duoc thuc hién mot cach phi hop nhu thé nao dé tat ca cac phong duoc thiét lap.
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- Can xem xét tinh kha thi dé kiém tra voi khach dén nhu mot phia bang cach tién
hanh dat phong “ don” ( phong don) néu ho tién hanh dat gap doi.

- Goi céc khéch san khac vé loai trong duwong trong nha hang x6m dé kiém tra tinh
hién hitu caa phong. Piéu nay sé tao diéu kién cho cong tac thuc hién dat phong néu co
nhu cau nao nay sinh.

- Trudc khi roi khoi cdng viéc, can tién hanh thuc hién bing vin ban tat ca céac
thong tin cho phép ddi véi nhan vién méi dén. Viéc giao tiép tét 1a dicu can thiét, tét
hon nira trong suét thoi gian caa phong thyc hién.

Chuong 5: PANH GIA CONG TAC VAN HANH CUA VAN PHONG TIEN
SANH Thoi gian: 9 gio

1. Muc tiéu: Hoc xong bai nay, nguoi hoc ¢6 kha nang:

- Giai thich va thuc hién duoc quy trinh giam sat cac hoat dong tai bo phan I¢ tan,
st dung thanh thao phan mém cho cdng tac giam sat;

- Trinh bay va &p dung dugc cac phuong phap quan tri chat luong dich vu tai bo
phan ¢ tan.

2. N¢i dung:

1. Céc dung cu dé danh gia cac cong tic van hanh van phong tién sanh.

Thoti gian: 1 gio

+ B4o c4o hoat dong hang ngay

+ Phan tich tong thu cac phong

+ Thuyét minh lgi nhuan phan chia phong.

+ B&o cédo ngan sach phéan chia phong

+ Céc ty Ié hoat dong va céc tiéu chuan ty é.

2. Viéc sir dung thong tin trong bao cao hoat dong hang ngay. Thoi gian: 1 gid

- B0 c4o hoat dong hang ngay cé chira bang tong hop cac hoat dong tai chinh cua
khach san trong subt thoi gian 24 gio.

3. Céc ly do phan tich thong ké hoat dong. Thoi gian: 1 gio

4. Viéc sir dung ty 1 hoat dong va céc tiéu chuan ty 1¢ dé danh gia hoat dong vin
phong trudc. Thoi gian: 1 gio

5. Tinh toén ty I¢ da c6 phong. Thoi gian: 1 gio

- Céc ty 18 thyuc hién c6 thé tinh toan bao gom:

-Tyledis

- Tang ty 1€ da &

+ Tang ty 1€ da &

+ Cac khach trung binh cho méi phong duoc ban.

+ Ty I hang ngay trung binh

+ Ty I¢ trung binh cho khac
6. Cac phan tich thong ké khach hitu hi¢u dé danh gia hoat dong van hong tién

sanh
Thoi gian: 1 gio

- Khoang thoi gian luu tra:
- Tai sao that hitu dung cho khach san khi biét duoc khoang thoi gian luu tri trung
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binh?

- Piéu nay c6 thé 1a mot ngudi chi thi cho nhan vién nghéo thyc hién cac thai do
&p dung hoic canh bao dbi véi céc thiét bi, phuong tién khdng con c6 tinh canh tranh
nia.

- Tién hanh khao sat nham xac dinh 1a cac khach dang dang ky luu tri trong thoi
gian ngin hoic chuyén dén khéch san khéc.

7. Viéc str dung bao cao thay ddi gia phong nhu mot cdng cu danh gia van hanh
van phong tién sanh. Thoi gian: 1 gio

- Phan tich lgi nhuan

- Phan tich thay doi gia phong

8. Viéc sir dung thdng bao loi nhuan phan phong nhu mét dung cu dé danh gia
hoat dong vin phong tién sanh. Thoi gian:
1 gio

- Nhiéu théng tin chi tiét duoc thé hién bai cac thuyét minh lgi nhuan duoc lap
chuan bi cho phan trung tam caa mdi loi nhuan.

- Céc thuyét minh loi nhuan nay duoc goi 1a cac lich thuc hién va duoc tham khao
dbi vai thuyét minh khéch san vé loi nhuan.

9. Viéc sir dung bao cdo ngan sach phan chia phong nhu mot dung cu dé danh gia
hoat dong vian phong tién sanh. Thoi gian: 1 gio

IV. Piéu kién thuc hién mén hec:

1. Phong hoc chuyén mén héa/ nha xudng: Phong hoc 1y thuyét.

2. Trang thiét bi may moc: Pay du cac phuong tién nghe nhin hd tro

3. Hoc liéu, dung cu, nguyén vat liéu: Bang dia, hinh anh gidi thiéu vé cac hoat
dong quan tri ctia bo phan 1€ tan.

4. Cac diéu kién khac: (Néu co)

V. N¢i dung va phwong phap danh gia:

1. No6i dung:

Vé kién thuc:

- M0 ta duoc co ciu to chic cua bo phan luu tra bang so d6 va giai thich duoc
churc nang, nhiém vu caa cac nhom nhan vién cua bo phan

- Xac dinh duoc cac vi tri cong viéc tai bo phan luu tra va trinh bay dugc noi dung
co ban cua ban md ta céng viéc cua céc vi tri cha yéu

- Trinh bay dugc quy trinh, ndi dung danh gia nhan vién

- Giai thich dugc co ciu gia, phong nga va gia tron goi

Vé ky nang:

- Xay dung va trién khai cac chuong trinh dio tao nhan vién, xay dung lich bé tri
lao d6ng va cac van dé lién quan dén nguoi lao dong. Thuc hién dugc cong viéc lap ké
hoach b tri lao dong, dao tao nhan vién mai theo tinh hudng cu thé.

- Ung dung duoc chuong trinh 14p cac ké hoach cua bo phan 18 tan va vé cac ngudn
lyc ctia bo phan 18 tan va xay dung duoc cac quy dinh cu thé dé xir ly cong viéc tai bo
phan do.

- Trinh bay va &p dung dugc cac phuong phap dinh gia budng va gia tron goi
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- Thyc hién duoc quy trinh gidm sat cac hoat dong tai bo phan 1€ tan, sir dung thanh
thao phan mém cho cong tac giam sat

- Ap dung duogc cac phuong phap quan tri chat lwong dich vu tai bo phan 18 tan.

V& nang lyc tu chii va trach nhiém:

- C6 kha ning ty nghién ctru, tir hoc, tham khéo tai lidu lién quan dén mon hoc dé van
dung vao hoat dong hoc tap.

- Van dung duoc cac kién thie tu nghién ctru, hoc tap va kién thirc, k¥ ndng da dugc
hoc dé hoan thién cac k¥ ning lién quan dén mén hoc mét cach khoa hoc, dung quy dinh.

2. Phuong phap:

- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh ki: 2 bai kiém tra viét, thoi gian 45 pht

- Kiém tra két thic mon hoc : 1 bai kiém tra viét, thoi gian 60 phat

- Thang diém 10.

VI. Huéng din thuc hign mén hoc:

1. Pham vi 4p dung chuong trinh:

Chuong trinh ap dung cho ngudi hoc Cao dang nghé Quan tri khach san.

2. Huéng dan mot sb diém chinh vé phuong phéap giang day mén hoc:

Phuong phap giang day mdn hoc nay gom: thuyét trinh két hop véi 1am bai tap
nhém, thao luan nhém; hoi thao (seminar); phéan tich cac tinh huéng, giai thich, minh
hoa bang bang dia c6 noi dung lién quan; ¢ thé moi béo céo vién 1a nhitng chuyén gia
quan ly vé khach san trinh bay, trao d6i kinh nghiém véi nguoi hoc; khuyén khich ngudi
hoc tham gia dua ra cac cau hoi lién hé thuc té, néu céc tinh hudng va céc bién phap giai
quyét tinh hudng.

M6 dun nay cé thé duoc thuc hién véi hd tro cua phan mém quan tri khéach san,
dic biét 1a viéc thuc hanh cac biéu mau béo céo, ké hoach... Gido vién ciing s& dua ra
céc chi dan va 1am mau cho ngudi hoc vé céc ki nang sir dung cac phan mém quan tri
bo phan 18 tan.

- POi Vi gido vién, gidng vién:

+ C6 kién thuc vé nganh kinh doanh khéch san, ¢ kinh nghiém vé quan trj bo
phan 18 tan; c6 kha nang diéu hanh, khuyén khich duoc su tham gia tich cuc ciia nguoi hoc;

+ Str dung thanh thao phan mém quan tri leu tri @ trinh didn mot sb k§ ning lién quan
dén muc tieu mon hoc

+ Hudng dan cong viée va viét bao c&o theo mau, chuan bi dé tai thao luan, khuyén
khich su tham gia tich cuc ctia nguoi hoc

- D6i Véi ngueoi hoc:

+ Nguoi hoc phai nghién ctru tai liéu, tich cuc tham gia xay dung bai giang, giai
quyét nhiing tinh hudng trong bai tap do gido vién dua ra

+ Thuyc su yéu thich nghé nghiép, cham chi, cau thi, duoc hoc cac kién thic bo tro
ctia chuong trinh. Nghién ctru céc tai liéu tham khao trén sach, béo, tap chi ...dé bo sung
thém kién thtic

3. Nhiing trong tdm chwong trinh can cha y:

Cac bai 2,3 4.
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4. Tai liéu can tham khao:

- Shatec- Truong du lich va Khach san qudc té Singapore, Chitng chi qudn 1y Bo
phdn Lé tan

- Rosemary Hurst, Accommodation Management .

- Margaret M. Kappa, Aleta Nitschke, Patricia B. Schappert - Housekeeping
Management

5. Ghi chu va giai thich (néu co):
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CHUONG TRINH MON HOQC
QUAN TRI NHA HANG

Tén mon hoc: Quan tri nha hang

Ma mén hoc: MD21

Thoi gian thwe hién moén hoc: 45 gio; (Ly thuyét: 15 gio; Thuc hanh, thi nghiém,
thao luan, bai tap:28 gio; Kiém tra: 2 gid)

I. Vi tri, tinh chét ciia mén hoc:

1. Vitri:

+ Quan tri nha hang m6 dun chuyén mén nganh cia chuong trinh dao tao Quan tri
khach san. M6 dun nay duoc giang day sau mé dun Nghiép vu ban co ban va day song
song véi moé dun Nghiép vu ché bién mon an va cac mon hoc, mod dun cua nganh Quan
tri khach san.

2. Tinh chat:

+ Quan tri kinh doanh nha hang 1a mé dun hoc két hop cua 30% Iy thuyét va 70%
thue hanh , 13 mé dun chuyén nghé cua chuong trinh dao tao Quan tri khach san.

I1. Muc tiéu mon hoc:

1. Vé kién thic:

- Trinh bay duoc su phét trién cua nha hang.

- V& dugc so d6 to chizc nha hang

- Trinh bay dugc nhiém vu cac churc danh trong nha hang.

- Trinh bay nguyén tic co ban thiét ké thuc don nha hang.

- Trinh bay cac phuong phap co ban kiém soét vé: nhan sy, co sé vat chat, chat
lugng phuc vu trong nha hang

- Trinh bay cac phuong phap quan tri vé: ké hoach, chi phi tiéu thy,kiém soét nhap
Xuat va du trir hang hoa cho nha hang.

2. V& ky ning:

- Thyc hién duoc ké hoach trong kinh doanh nha hang.

- Thuc hién dugc thuc don nha hang.

- Thuyc hién céc quyét dinh vé mua hang.

- Thuyc hién duoc cac quy trinh, nguyén tic, quy dinh vé xuét , nhap , trit hang hoa
nha hang.

- Thyc hién duogc cac biéu mau, phiéu, don tir, béo céo trong nha hang.

3. V& ning luc ty chu va trach nhiém:

- Chu dong, sang tao, tac phong chuyén nghiép.

- C6 kha nang tu nghién cau, tham khao tai liéu c6 lién quan dén mé dun.

- C6 kha niang van dung céac kién thic lién quan vao cac mon hoc tiép theo.

- C6 y thuc chu dong hoc tap, tu rén luyén, luyén tap dé c6 kha ning t6 chic va
quan tri duoc nha hang, khach san dat tiéu chuan tir 2 dén 4 sao.

I11. N¢i dung mon hoc:

1. Nbi dung tong quat va phan bé thoi gian:

Thoi gian (gio)
Tong | Ly | Thuchanh, | Kiém

STT Tén chwong, muc
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thuyét

thi nghiém,
thao luan,
bai tap

tra

Bai 1:

Pic diém va xu hwéng phat trién

nganh kinh doanh in udng

1. Gidi thi¢u nganh kinh doanh an
uéng

2. Dic diém cua nganh kinh doanh
an udng

3. Xu huéng phat trién nganh kinh
doanh n uéng

4. Vai tro cta nguoi gidm sat quan
tri trong kinh doanh

Bai 2: Vi tri, vai tro, co ciu to

chwrc ciia b phan nha hang

1. Vi tri, vai tro, co cau cua bo
phan nha hang trong khach san

2. Nhiém vu cua bo phan nha hang

3. so dd to chuc bo may cua bo
phan nha hang

4. Méi quan hé giira b phan nha
hang véi cac bo phan khac caa
khach san

Bai 3: Xay dwng thuc don

1. Khai niém, chirc nang cua thuc
don

Dinh dudng va thyc don

Cac loai thuc don

CAu trac cua thuc don

Nguyén tic xay dung thyc don
Ky thuat thiét ké thuc don
Kiém tra

o0k wh

10

N S = T N S SN

Bai 4: Kiém soat dinh lwgng ché

bién mén in va d6 udng

1. K& hoach ché bién mon an

2. Kiém soat dinh luong ché bién
moén an

3. Kiém soat dinh lugng pha ché
d6 ubng

Bai 5: Quan tri chat lwgng dich
vu nha hang
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1. Khai niém, tam quang trong cua 1
quan tri chat lugng dich vu an
uéng
- Khai niém 1
- Tam quang trong cua quan tri

chat lugng dich vu an udng

- Cac kho khan trd ngai trong 1
cong tac quan tri chat luong dich 1
vu dn udng 1
2. Cac phwong phéap quan ly chat
lwong dich vy an uéng 1

- Thanh tra chat luong

- Kiém soét chat luong

- Pam bao chat luong

- Quan trj chat lugng toan bo

6. | Bai 6: Mua hang hoa 6 2 3 1
1. Nhiém vu cua nguoi quan tri 1
vat tu hang hoa
2. Quy trinh mua hang 1
3. Lua chon nha cung cap 1
4. Céc thire mua thuc pham (hop 1
dong, truc tiép)
5. Céach thiac mua do uong 1
Kiém tra 1
7. | Bai 6: Nhap, xuatvadwtrichang | 6 2 4
héa 1
1. Nhap hang 1
- Quy trinh nhap hang
- Ghi chép phiéu nhap, thé 1
kho theo mau
2. Xuét hang 1

- Quy trinh xuat hang
- Ghi chép phiéu xuat
hang, thé kho theo mau 1 1
3. Du trir hang hoa
- Nguyeén tic bao quan
hang hoa
- Theo dbi du trir hang hoa

Céong 45 15 28 2

2. Noi dung chi tiét:
Bai 1:Pic diém va xu hwéng phat trién nganh kinh doanh in uéng
Thot gian: 3 gio
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1. Muc tiéu bai hoc :

- Trinh bay dugc dic diém kinh doanh dn uéng

- Phan tich dugc cac xu hudng phét trién cia nganh kinh doanh 3n udng

- Trinh bay duoc vai trd cia ngudi gidm sat, quan tri trong kinh doanh an udng.
2. Ngi dung bai :

1. Gi6i thiéu nganh kinh doanh in udng Thoi gian: 1 gio

2. bic diém cta nganh kinh doanh an uéng

3. Xu hudng phat trién nganh kinh doanh in uéng Thoi gian: 1 gio

4. Vai trd ctia nguoi giam sat,quan tri trong kinh doanh an uéng  Thoi gian: 1 gio
Bai 2 : Vi tri, vai tro, co cau to chirc cia bd phan nha hang Thoi gian: 6 gio

1. Myc tiéu bai hoc :

- Trinh bay dugc nhiém vu céc vi tri caa cac bo phan trong nha hang.

- V& va phan tich duoc so d6 to chirc bo may nha hang.

- Trinh bay duoc cac méi quan hé giita bo phan nha hang véi cac bo phan khac caa
khach san.

2. Ngi dung bai :
1. Vi tri, vai tro, co cau ciia bo phan nha hang trong khach san  Thoi gian: 2 gio
2. Nhiém vu cta bd phan nha hang Thoi gian: 1 gio
3. 50 d6 t6 chirc bd may cua b phan nha hang Thoi gian: 2 gio

4. Mbi quan hé gitra bo phan nha hang vai céc bo phan khac caa khach san
Thoi gian: 1 gio

Bai 3: Xay dwng thuc don Thoi gian: 10
gio
1. Muc tiéu bai hoc :

- Trinh bay dugc chic nang cua thyc don .

- Trinh bay duoc nguyén tic xay dung thuc don .

- Phan loai duoc cac thuc don .

- Thyc hién dugc thiét ké thyc don cho nha hang, ca phé shop, nha an.
2. Ngi dung bai :

1. Khai niém, chirc nang cua thuc don Thot gian: 1 gio

2. Dinh dudng va thuc don Thoi gian: 1 gio

3. Cac loai thuc don Thoi gian: 2 gio

4. Céau tric cua thuc don Thoi gian: 2 gio

5. Nguyeén tic xay dung thuc don Thei gian: 2 gio

6. Ky thuat thiét ké thuc don Thoi gian: 1 gio
Kiém tra Thoi gian: 1 gio

Bai 4: Kiém soat dinh lwgng ché bién mén in va dé udng Thoi gian: 8 gio

1. Muc tiéu bai hoc :
- Thyc hién duoc ké hoach ché bién mon an
- Trinh bay duoc Kiém soat dinh lwong ché bién mén an va pha ché d6 uéng
2. Ngi dung bai :
1. Ké hoach ché bién mén an Thei gian: 3 gio
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2. Kiém soat dinh lwvgng ché bién mon an Thot gian: 2 gio

3. Kiém so4t dinh lwong pha ché d6 udng Thoi gian: 3 gio
Bai 5: Quan tri chit lweng dich vu nha hang Thoi gian: 6 gio

1. Muc tiéu bai hoc :
- Trinh bay khai niém va tam quang trong cua quan tri chat luong dich vu an
uéng
- Trinh bay dugc kho khin trong quan tri chat lwong dich vu an udng
- Liét ké duoc cac phuong phap quan |y chit lwong dich vu an uéng

2. N¢i dung bai :
1. Khai niém, tim quang trong cua quan tri chat lwong dich vu in udng
- Khaéi niém Thoi gian: 1
gio
- TAm quang trong cua quan tri chat lwong dich vu dn udng
- Céc kho khin trd ngai trong cdng tac quan tri chat luvgng dich vu an udng

Thoi gian: 1 gio
2. Cac phwong phéap quan ly chat lwong dich vy n udng
- Thanh tra chit lugng Thoi gian: 1 gio
- Kiém soéat chat luong Thoi gian: 1 gio
- Bam bao chit lugng Thoi gian: 1 gio
- Quan trj chét lwong toan bo Thoi gian: 1 gio
Bai 6: Mua hang héa Thoi gian: 6 gio

1. Muyc tiéu bai hoc
- Trinh bay dugc nhiém vu nguoi quan tri vat tu hang hoa
- Trinh bay dugc quy trinh mua hang, lva cho n nha cung cap
- Thuc hién duoc hop ddng mua hang hoa

2. Ngi dung bai :

1. Nhiém vu ctia ngudi quan tri vat tu hang hoa Thoi gian: 1

gio

2. Quy trinh mua hang Thoi gian: 1
gio

3. Lya chon nha cung cip Thoi gian: 1 gio

4. Céc thirc mua thyc pham (hop dong, truc tiép) Thoi gian: 1 gio

5. Cach thirc mua d6 ubng Thoi gian: 1 gio

Kiém tra Thoi gian: 1 gio

Bai 7: Nhap, xuat va du trir hang hoa Thot gian: 6
gio

1. Muc tiéu bai hoc
- Trinh bay dugc quy trinh nhap, xuat, du trir hang hoa.
- Trinh bay duogc cé4c biéu mau hay dung dé nhap, xuuats , du trit hang hoa.
- Thuc hién dugc quy trinh ghi chép cac thé kho.

2. Ngi dung bai
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1. Nhap hang Thoi gian: 2 gio
Quy trinh nhap hang
Ghi chép phiéu nhap, thé kho theo mau
2. Xuét hang Thoi gian: 2 gio
Quy trinh xuat hang
Ghi chép phiéu xuét hang, thé kho theo mau
3. Du trit hang hoa Thoi gian: 2 gio
Nguyeén tic bao quan hang hoa
Theo d6i du trir hang héa
IV. Piéu kién thuc hién mén hoc:
1. Phong hoc chuyén mén héa/ nha xuong: Phong hoc ly thuyét
2. Trang thiét bi may moc: Phong hoc duoc trang bi may chiéu, man chiéu
3. Hoc liéu, dung cu, nguyén vat lidu: BGt, gidy, bang den, phan
- Hoc li¢u: Giao trinh , thu vién truong.
- Dung cu: May tinh c& nhan, BUt, gidy, bang den, phan
- Nguyén vat liéu: gidy A4, A5, bat 1ong mau dé , xanh
4. Cac diéu kién khac (Néu co): c¢d cac bang biéu thuc té tai cac doanh nghiép.
V. Noi dung va phwong phap danh gia:
- Kién thuc:
+ Trinh bay duoc su phét trién cua nha hang.
+ V& dugc so d6 to chirc nha hang
+ Trinh bay dugc nhiém vu cac chirc danh trong nha hang.
+ Trinh bay nguyén tic co ban thiét ké thuc don nha hang.
+ Trinh bay cac phuong phap co ban kiém soat vé: nhan su, co s& vat chat, chat
luong phuc vu trong nha hang
+ Trinh bay cac phuong phéap quan tri vé: ké hoach, chi phi tiéu thy,kiém soéat nhap
Xuat va du trit hang hoa cho nha hang.
- Ky nang:
+ Thuc hién dugc ké hoach trong nha hang.
+ Thuc hién dugc thuc don nha hang.
+ Thuc hién céc quyét dinh vé mua hang.
+ Thuc hién dugc cac quy trinh, nguyén tic, quy dinh vé xuat , nhap , trir hang hoa
nha hang.
+ Thuc hién dugc cac biéu mau, phiéu, don tir, bdo céo trong nha hang.
- Nang luc ty chu va trdch nhiém:
+ Chu dong, sang tao, tac phong chuyén nghiép.
+ C6 kha nang tu nghién ctu, tham khao tai liéu c6 lién quan dén mé dun.
+ C6 kha nang van dung cac kién thic lién quan vao cac mon hoc tiép theo.
+ C6 y thire cha dong hoc tap, tu rén luyén, luyén tap dé c6 kha ning t6 chirc va
quan tri duoc nha hang, khéch san dat tiéu chuan tir 2 dén 4 sao.
2. Phuong phap:
- Phuong phéap danh gia:
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+ Kiém tra thuong xuyén: 01 bai

+ Kiém tra dinh ki: 2 bai kiém tra viét.

+ Thang diém 10.

+ Thoi gian:45 - 60 phut

- Kiém tra két thiic mén hoc:

+ Hinh thuc: Kiém tra viét

+ Thang diém 10.

+ Thoi gian: 60 - 90 phut

VI. Huéng din thuc hign mén hoc:

1. Pham vi &p dung chuong trinh:

Chuong trinh duoc 4p dung cho sinh vién Cao ding nghé Quan tri khach san

2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:

- B6i véi gido vién, giang vién:

+ C6 chuong trinh mon hoc.

+ C6 bai giang chi tiét.

+ C6 kién thirc chuyén sau vé quan tri kinh doanh nha hang

+ Huéng dan bai tap thuc hanh

+ Chuan bi tét cac tai liéu minh hoa va ap dung linh hoat cac phuong phap giang
day dé phét huy tinh chi dong, tich cuc cho nguoi hoc.

+ Phan chia nhdm thuyét trinh.

+ C6 phuong phap danh gia phu hop Véi timg ddi tuong sinh vién, hoc sinh.

- B6i v6i nguai hoc:

+ Hoan thanh céc bai thuyét trinh.

+ Chu dong trong hoc tap va tim hiéu tai liéu lién quan dén mén hoc.

+ C6 kha nang tu nghién ctru, tham khao tai liéu c¢6 lién quan dén mé dun.

+ C6 kha ning tim hiéu tai liéu dé lam bai thuyét trinh theo yéu cau cua gido vién.

+ C6 kha nang van dung cac kién thirc lién quan vao cac mon hoc tiép theo.

+ CO y thirc, dong co hoc tap chi dong, dung dan, ty rén luyén tac phong lam viéc
cbng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh

+ Thao khao tai liéu ¢ thu vién , trang mang xa hoi.

+ Lam bai tap ¢ nha

3. Nhiing trong tdm chwong trinh can cha y:

Bai 3,4,5,6,7.

4. Tai liéu can tham khao:

- Tiéu chudn ky ndng nghé du lich Viét nam — Nghiép v nha hang,2007

- Bernard Davis, Andrew lock Wood, Sally Stone — Food and Beverage
management, 2007, Italy

- Nguyén Thanh P - Nguyen Ngoc Huyén, Gido trinh quan tr; kinh doanh, NXB
Lao déng - X4 héi, 2004.

- Trinh Xudn Diing, Gido trinh quan tri kinh doanh khach san, NXB Pai hoc
quoc gia Ha Ngi, 2002.
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- Nguyén Trong Pang, Nguyén Dodn Thi Liéu, Vi Pirc Minh, Tran Th; Phing:
Quan tri doanh nghiép khach san - du lich, NXB Pai hoc quac gia, 2000.

- Tran Kim Dung: Qudn tri nguon nhan luc, NXB Giéo duc, 2001.

- TS Vi Duy Hdo, Nhitng Vdn dé co ban vé quan tr; tai chinh doanh nghiép, NXB
Théng ké, 2000.

- Ths. Tran Ngoc Nam, Tran Huy Khang, Marketing Du lich, NXB Thanh phé Ho
Chi Minh, 2001.

5. Ghi chi va giai thich (néu c6)
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CHUONG TRINH MO PUN
THUC TAP NGHIEP VU KHACH SAN

Tén MO dun: Thue tip Nghiép vu khach san

Ma m6 dun: MD22

Thoi gian thwe hién moé dun: 800 gio; (Ly thuyét: 00 gi0; Thuc hanh, thi nghiém,
thao luan, bai tap: 780 gio; Kiém tra: 20 gid)

I. Vi tri, tinh chit cia mé dun

1. Vi tri:

+ M6 dun Thuc tap nghiép vu khach san 2 duogc bd tri sau khi hoc xong cac mén
hoc, mo dun 1y thuyét nghé, thuc hanh nghé;

+ Thuc tap nghiép vu khéach san 2 13 mé dun chuyén mén nghé thuéc mdn hoc, mé
dun bat budc dao tao trinh d6 Cao ddng nghé Quan tri khach san.

2. Tinh chat:

+ Thyc tap nghiép vu khach san 2 1a mé dun thuc hanh nham nang cao tay nghé,
hoan thién k¥ nang nghé va nang luc quan ly quy trinh phuc vu va té chtc kinh doanh
trong khéach san.

Il. MUC TIEU MO PUN:

1. V& kién thuc:

- Thu thap dugc hé théng to chac va nhan sy;

- Lam rd duoc cac mdi quan hé giita cac cap quan Iy va gitta cac thanh vién tai bo
phan/té nhém 1am viéc;

- Thyc hién duoc méi quan hé giira khach hang va nhan vién phuc vu;

- Nhan thirc duoc con dudang nghé nghiép cé thé thay d6i va cac co hoi nghé nghiép
ma rong cho nguoi hoc.

- Thu thap dugc cac van dé dit ra muc tiéu, tuan tu va theo céu tric trong nhitng
bo phan thuc hanh.

- Thu thap duoc cac ki nang vé cac truong hop khan cap, hoa hoan, an toan, va
suc khoé.

- Thu thap duoc nhiing kinh nghiém trong cong viéc thuc té nham khuyén khich
va phat trién tinh ty tin trong timg ca nhan ngudi hoc.

- Tao lap va khuyén khich tinh chuy@n nghiép ¢ nguoi hoc.

2. Vé k¥ nang:

- Thuc hién duoc cac cong viéc nghiép vu thong thudng va chuan bi cho nguoi hoc
dap tng cac thach thirc ¢ noi lam viéc mot cach co hiéu qua.

- Quan sat va thuc hanh rén luyén céc ki ning nghé nghiép co ban va nang cao da
duoc hoc nam thtr 3 dé &p dung vao cong viéc thuc té tai co so.

- Hoan thién kién thirc, 4p dung céc hiéu biét va ki nang da duoc hoc tap tai treong
vao méi trudng nghé nghiép thuc té.

3. Vé ning luc ty cha va trach nhiém:.

- C6 kha ning ti nghién ctu, tham khao tai liéu c6 lién quan dén mo dun.

- C6 kha nang tim hiéu tai liéu dé lam bai thuyét trinh theo yéu cau caa giao vién.

- C6 kha ning van dung céac kién thtc lién quan vao cac mon hoc tiép theo.
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- C6 y thire, dong co hoc tap chu dong, ding dan, ty rén luyén tac phong 1am viéc
céng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh

I11. NQI DUNG MO PUN:

1. Noi dung tong quat va phan bd thai gian:

Thoi gian
Thuwc hanh,
STT Tén chwong, muc Téng Ly | thinghiém, | Kiém
s6 | thuyét | thao luan, tra
bai tap
Bai 1: Thuec tap khai quat vé
1 | mé hinh té chirc ctia khach 50 49 1

san
Tim hiéu chung vé co sé thuc ’1
tgp
Tim hiéu vé co sé vat chat cia : ;
co so thuc tap
Thuec trang kinh doanh cua co 7 7
s& thuc tap
So dd co cau nhan sy cua co s& - ;
thuc tap
Tim hiéu co sé ha tang, trang
thiét bi bg phan trong khach 14
san
Tim hiéu vé co sé ha tang bo 7 7

phan I& tan, budng, ban, bép
Tim hiéu vé su sap xép bo tri
trang thiét bi khu vuc 12 tan, 7 7
budng, ban, bép

Tim hiéu céch bé tri nhan s

. 15
trong bg phdn bép
Tim hiéu thuc trang nhan sy cac
A , 7 7
bo phan trong khach san
So dd co cau td chic nhan sy
, A 7 7
khach san va céc bd phan
Kiém tra 1 1
) BAal 2: Thuec tap tai b¢ phan le 200 105 5
tan
ij hAIeu Y; tr:1, Yal tro, co cau 20 20
cua bo phan I€ tan
Quy trinh dit budng 20 20
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Thu tuc nhan buong va dang ky | 20 20
khach

Phuc vu céc dich vu khach hang 20 20
trong thoi gian luu tra

Thanh toan chi phi caa khach 20 20
va thu ngan

Tiép thi va ban hang tai bo phan | 20 20
& tan

T chuc lao dong tai bo phan 18 | 20 20
tan

Ké hoach hoat dong tai bo phan | 20 20
I tan

binh gia 20 20
Giam sat hoat dong 1€ tan 15 15
Kiém tra 5
BaLS:Thuctaptalbqphan 200 105
buong

Tim hiéu vi tri, vai tro, co cau

cta bo phan budng trong khach | 16 16
san

Trang thiét bi, dung cu hoac 16 16
chat 1am vé sinh

CAac nguyén tic va phuong phap | 16 16
vé sinh

Quy trinh 1am vé sinh buong 16 16
khéch vira tra

Quy trinh lam vé sinh buong 19 19
khach dang Iu tra

Quy trinh lam vé sinh buong 16 16
tréng

Chuan bj buong quan trong 16 16
Cung cap dich vu chinh trang 16 16
budng budi ti

Quan tri nguon nhan luc tai bo | 16 16
phan Buong

Dinh mirc va ning suat lao dong | 16 16
Quan ly vat tu 16 16
Hé thong kiém tra chat luong 16 16
Kiém tra 5

Bai 4: Thuc tap tai bo phan 200 105

nha hang
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Tim hiéu vi tri, vai tro, co cau

cua bo phan budng trong khach | 18 18
san

V¢ sinh va an toan trong nha 18 18
hang

K$ ning va kién thic phuc vu 18 18
thirc an

K$ ning va kién thic phuc vu 18 18
d6 ubng

K§ nang va kién thic phuc vu 18 18
thirc an va do uéng tai phong

khéch

K$ nang va kién thuc to chuc 18 18
va phuc vu céc loai tiéc

Xay dung thuc don 18 18
Kiém soat dinh luong ché bién 18 18
moén an va do udng

Quan tri chat luong dich vunha | 18 18
hang

Mua hang hoa 18 18
Nhap, xuat va du trit hang hoa 15 15
Kiém tra 5

Bfu 5: Thwc hanh tai bg phan 150 149
bep

Thuc hanh ché bién cac mén an

Viét Nam 25 25
Thuc hanh ché bién cac mon an 25 25
A

Thuc hanh ché bién cac mon an 25 25
Au

Tim hiéu céc loai hinh kinh 25 25
doanh phuc vy an uéng

Tim hiéu cach thic quan ly va 25 25

diéu hanh doang nghiép kinh
doanh an uéng
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Tim hiéu cac loai s6 sach biéu

mau sir dung trong kinh doanh 24 24

an uéng

Kiém tra 1 1
Céng 800 780 20

2. Noi dung chi tiét:
Bai 1: Thuc tap khai quat vé mé hinh té chirc cia khach san  Thei gian: 50 gio

1. Muc tiéu:

- Tim hiéu duoc cac noi dung khai quat vé co ciu td chire quan ly, tinh chat céac
san pham kinh doanh, thi tredng khach hang caa khach san;

- Thuc tap duoc cach thirc t6 chac quan ly cac noi dung cia hoat dong kinh doanh
nha hang nhu quan ly quy trinh phuc vy, phan céng cong viéc cac ca nhan trong ca lam
viéc, viéc bé tri sap xép va to chiic cac cong doan trong quy trinh phuc vu néi chung tai
khéach san;

- Quan 1y duoc chat lwong dich vu va vé sinh an toan trong khéach san;

2. Noi dung:

Thuc tap khai quat vé mo hinh to chirc cia Thoi gian: 50 gior

khéach san
1 Tim hiéu chung vé co sé thuc tdp Thoi gian: 21 gio
1.1 Tim hiéu vé co sd vat chat cua co s& thuc tap Thai gian: 7 gio
1.2 Thuc trang kinh doanh cuta co sé thuc tap Thoi gian: 7 gio
1.3 So dd co cau nhan sy cia co so thuc tap Thoi gian: 7 gio

Tim hiéu co sé ha tang, trang thiét bi bé phan

Thoi gian: 14 gic
2 trong khéch sgn “9 gl
21 T]m hLeu V€ co so ha tang bo phan I¢ tan, buong, Thoi gian: 7 gio
ban, bep
99 'I:|m hieu :/e su §ap pr bo tri trang thict bi khu vuc Thoi gian: 7 gio
I¢ tan, buong, ban, bép
3 Tim hiéu céch bé tri nhan su trong bg phan bép Thoi gian: 14 gio
31 T‘|r,n hiéu thuc trang nhan su céc bo phan trong Thoi gian: 7 gid
khach san
s AU t6 chirc nha khach a Cac b . :
3.2 SGAdO co cau to churc nhan sy khach san va cac bo Thoi gian: 7 gio
phan
Kiém tra Thoi gian: 1 gio
Bai 2: Thuc tap Thuc tap tai bé phan I& tan Thoi gian: 200
gio
1. Muc tiéu:

- Tim hiéu quy trinh, tha tuc nhan dat budng va dang ky khach;
- Quy trinh phuc phuc khach trong subt thoi gian luu tro;
- Quy trinh thanh toan va thu ngan;
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- Quan 1y duoc chat luong dich vu trong qué trinh phuc vy;
- Rén luyén dugc tu duy vé nghiép vu k¥ thuat, y thirc dam bao vé sinh va an toan
trong qué trinh cung cap dich vy, thai d6 phuc vu khach chuyén nghiép.

2. Noi dung bai
Il Thuc tap tai b phan I& tan Thei gian: 200 gio
1 Tim hiéu vi tri, vai trd, co ciu caa bd phan 18 tan Thoi gian: 20 gio
2 Quy trinh dit budng Thoi gian: 20 gig
3 Tha tuc nhan budng va dang ky khach Thoi gian: 20 gio
4 Phuc vu cac dich vu khach hang trong thoi gian Iuu Thoi gian: 20 gio
tra
5  Thanh toan chi phi cua khach va thu ngan Thoi gian: 20 gio
6  Tiép thi va ban hang tai bo phan I& tan Thoi gian: 20 gio
7 T6 chuc lao dong tai bo phan 18 tan Thoi gian: 20 gio
8  Ké& hoach hoat dong tai bo phan IZ tan Thoi gian: 20 gio
9 Dinhgia Thoi gian: 20 gio
10  Giam sat hoat dong 1€ tan Thoi gian: 15 gio
Kiém tra Thoi gian: 5 gio
Bai 3: Thuec tap tai by phan budng Thoi gian:
200gio
1. Muc tiéu:

- Tim hiéu cach thic t6 chac cung cip dich vu theo mét quy trinh: chuan bj phuc
vu, phuc vu khéch trong thoi gian luu trd, va hoan thién trudc khi két thic ca 1am viéc,
ban giao ca;

- Thuc tap quy trinh nghiép vu k§y thuat déi véi ting loai buong;

- Quan 1y duoc chat luong san pham dich vu trong kinh doanh budng;

- Rén luyén duoc tu duy t6 chic quan ly kinh doanh, t chtc quy trinh nghiép vu
k§ thuat trong phuc vu, y thirc dam bao vé sinh, dam bao an toan cho nhan vién, khach
hang va trang thiét bi trong quéa trinh cung cap dich vu, thai d6 phuc vu khach chuyén

nghiép.

2. No6i dung bai

11l Thuc tap tai by phan budng Thai gian: 200 gio
. Tim hiéu, Vi tri, vai tro, co cau ctia bo phan budng Thei gian: 16 gic

trong khach san

2 Trang thiét bi, dung cu hoac chat 1am vé sinh Thoi gian: 16 gio
3 Céc nguyén tic va phuong phéap vé sinh Thoi gian: 16 gio
4 Quy trinh 1am vé sinh budng khach vira tra Thoi gian: 16 gio
5 Quy trinh lam vé sinh budng khach dang lu tr Thoi gian: 19 gio
6  Quy trinh 1am vé sinh budng tréng Thoi gian: 16 gio
7 Chuan bi budng quan trong Thoi gian: 16 gio
8  Cung cép dich vu chinh trang budng bubi tdi Thoi gian: 16 gio
9  Quan tri ngudn nhan lyc tai bé phan Budng Thoi gian: 16 gio
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10  Pinh mic va ning sut lao dong
11  Quan ly vat tu
12 Hé thng kiém tra chat lwong

Thaoi gian: 16 gio
Thaoi gian: 16 gio
Thaoi gian: 16 gio

Kiém tra Thoi gian: 5 gio
Bai 4: Thuc tap tai by phan nha hang Thoi gian: 200
gio
1. Muc tiéu:

- Tim hiéu cach thirc to chirc cung cap dich vu theo mét quy trinh: chuan bi phuc
vu, t6 chtrc phan cong bé tri sip xép nhan luc, trang thiét bi, san pham theo dic tha kinh
doanh cua nha hang; to chirc thuc hién quy trinh cung cap dich vu an udng theo tirng
loai hinh cu thé; cach thuc t6 chire két thic phuc vu va danh gia qua trinh phuc vy;

- Thuyc tap quy trinh nghiép vu ky thuat d6i voi tirng loai hinh an udng cu thé;

- Thuc tap quy trinh quan tri kinh doanh nha hang: quan ly nhén luc, quan 1y co s&
vat chat, cach thirc nhan biét va xu ly cac tinh hudng phat sinh trong qua trinh phuc vu,
cach thirc cham soc khach hang; cach thirc phat trién thi trudng khéch;

- Quan ly duoc chat lugng san pham dich vu trong kinh doanh nha hang;

- Rén luyén duoc tu duy t6 chic quan ly kinh doanh, t6 chtc quy trinh nghiép vu
k§ thuat trong phuc vu, ¥ thirc dam bao vé sinh an toan thyc pham, dam bao an toan cho
nhan vién, khach hang va trang thiét bi trong qué trinh cung cap dich vu, thai d6 phuc
vu khach chuyén nghiép.

2. Noi dung bai

IV Thuec tap tai bo phan nha hang
Tim hiéu vj tri, vai tro, co cau cia bo phan budng trong

Thai gian: 200 gio

1 khéch san Thoi gian: 18 gio
2 Vésinh va an toan trong nha hang Thoi gian: 18 gio
3 K§ ning va kién thirc phuc vy thire an Thoi gian: 18 gio
4 Ky nang va kién thic phuc vy do udng Thoi gian: 18 gio
¢ Ky ning va kién thac phuc vu thic in va d6 udng tai Thoi gian: 18 gio
phong khéach
6  K§ ning va kién thuc to chuc va phuc vu cac loai tiéc Thoi gian: 18 gio
7 Xay dung thyc don Thoi gian: 18 gio
8  Kiém soat dinh lwong ché bién mon an va db udng Thoi gian: 18 gio
9  Quan tri chat luong dich vu nha hang Thoi gian: 18 gio
10 Mua hang hoa Thoi gian: 18 gio
11  Nhap, xuat va du trir hang hoa Thaoi gian: 15 gio
Kiém tra Thoi gian: 5 gio
Bai 5: Thwc hanh tai by phan bép Thoi gian: 150

gio

1. Muyc tiéu:

- Tim hiéu cach thic to chirc cung cap dich vu theo mét quy trinh: chuan bi phuc

vu, to chirc phan cong b tri sdp xép nhan luc, trang thiét bi, san pham theo dic thi kinh
doanh cua bd phan bép; té chic thuc hién quy trinh cung cap dich vu in ubng theo tirng
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loai hinh cu thé; cach thuc t6 chire két thic phuc vy va danh gia qua trinh phuc vy;

- Thyc tap quy trinh nghiép vu ky thuat d6i voi ting loai bép;

- Thuc tap quy trinh quan tri kinh doanh khu vuc bép: quan Iy nhan luc, quan ly
co s vat chat, cach thizc nhan biét va xu 1y cac tinh hudng phét sinh trong qué trinh
phuc vy, cach thirc cham soc khach hang; cach thirc phét trién thi truong khéach;

- Quan 1y duoc chét luong san pham dich vu trong kinh doanh dich vu in ung;

- Rén luyén duoc tu duy t6 chirc quan ly kinh doanh, té chtic quy trinh nghiép vu
ky thuat trong phuc vu, ¥ thirc dam bao vé sinh an toan thuc pham, dam bao an toan cho
nhan vién, khach hang va trang thiét bi trong qua trinh cung cap dich vy, thai d6 phuc

vu khach chuyén nghiép.
2. No6i dung bai
V  Thuc hanh tai by phan bép Thoi gian: 150 gio
1 Thuc hanh ché bién cac mén an Viét Nam Thoi gian: 25 gio
2 Thuc hanh ché bién cac mén in A Thoi gian: 25 gio
3 Thuc hanh ché bién cac mén an Au Thoi gian: 25 gio
4 Tim hiéu cac loai hinh kinh doanh phuc vu an ung Thoi gian: 25 gio
Tim hiéu cach thirc quan 1y va diéu hanh doang e
> nghiép kinh doanh in udng Thot gian: 25 gi
6 Tim hiéu céac loai s6 sach biéu mau st dung trong Thoi gian: 24 gio
kinh doanh an uong
Kiém tra Thoi gian: 1 gio

IV. Piéu kién thuc hién mé dun:

1. Phong hoc chuyén mén héa/ nha xudng: Phong hoc 1y thuyét; Co so thuc tap.

2. Trang thiét bi may mac:

3. Hoc liéu, dung cu, nguyén vat liéu:.

—Dung cu va trang thiét by:

+ Céc trang thiét bi phuc vu an udng trong nha hang

+ BUt, s6 tay

+ Pong phuc phuc vy theo yéu cau

—Hoc liéu:

+  Gio trinh mdn hoc: Quan tri kinh doanh Nha hang , Quan tri bo phan budng,
Quan tri bo phan L& tan...

4. Cac diéu kién khac:

—  Céc nguon lyc khac:

+  Phong hoc ly thuyét;

+  Diaban thuc té tai khach san.

—Kién thirc ki ndng da c6

+  Kién thirc co so vé ly thuyét nghiép vu ban, nghiép vu bar, nghiép vu budng,
nghiép vu & tan va quan tri kinh doanh nha hang, quan tri khéach san.

+  Kién thic co ban vé quy trinh phuc vu khach trong khach san.

V. Noi dung va phuong phap danh gia:

1. N6i dung:

128



* /& kién thuc:

- Thu thap duoc hé théng td chirc va nhan su;

- Lam 13 dwoc cac méi quan hé giira cac cap quan ly va giira cac thanh vién tai bo
phan/té nhém 1am viéc;

- Thuc hién duoc méi quan hé giira khach hang va nhan vién phuc vuy;

- Nhan thtre duoc con duong nghé nghiép co thé thay d6i va cac co hdi nghé nghiép
mao rong cho nguoi hoc.

- Thu thap duogc céc van dé dit ra muyc tiéu, tuan tu va theo ciu trac trong nhirng
bo phan thuc hanh.

- Thu thap duogc céc ki nang vé cac truong hop khan cap, hoa hoan, an toan, va
suc khoé.

- Thu thap duoc nhirng kinh nghiém trong cong viéc thuc té nham khuyén khich
va phét trién tinh ty tin trong timg ca nhan ngudi hoc.

- Tao lap va khuyén khich tinh chuyén nghiép ¢ nguoi hoc.

* /& ky nang:

- Thuc hién duoc cac cdng viéc nghiép vu thong thuong va chuan bi cho ngudi hoc
dap ung cac thach thirc ¢ noi lam viéc mot cach cé hiéu qua.

- Quan sét va thyc hanh rén luyén cac ky ning nghé nghiép co ban va nang cao di
duoc hoc nam thtr 3 dé &p dung vao cong viéc thuc té tai co so.

- Hoan thién kién thirc, 4p dung céc hiéu biét va ky nang da duoc hoc tap tai treong
vao méi trudng nghé nghiép thuc té.

* \/& nang luc tu chu va trach nhiém:.

- C6 kha ning tir nghién cau, tham khao tai liéu c6 lién quan dén mo dun.

- C6 kha nang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau caa gido vién.

- C6 kha nang van dung céac kién thic lién quan vao cac mon hoc tiép theo.

- CO y thire, dong co hoc tap chu dong, dung dan, tu rén luyén tac phong 1am viéc
cbng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh

2. Phuong phép:

- Phuong phép danh gia:

+ Doanh nghi¢p danh gia theo tirng ndi dung thuc tap (70%);

+ Béo c4o thyuc tap san xuét (20%)

+ Gido vién huéng dan thuc tap danh gia (10%).

+ Thang diém 10.

- Thoi gian:

+ Thuc hanh: thuc tap tai doanh nghiép

VI. Huéng din thuc hign mén hoc:

1. Pham vi &p dung mén hoc: Chuong trinh 4p dung cho nguoi hoc cao dang nghé
quan tri khach san

2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:

- C6 thé phan b noi dung thuc hanh nghé tai co so theo ba hudng sau:

+ Nguoi hoc thie hanh tai cac khach san. Trong trudng hop ndy can cd gido vién, hozic
nguoi huéng dan (c6 thé 1a ngudi 6 kinh nghiém trinh d6 dang 1am viéc tai cc co sd) hudng
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dan ngudi hoc.

+ Thuc hanh nghé tai cac xuang thuc hanh thudc pham vi nha truong (c6 gido vién
hudéng dan)

+ Két hop ca hai hinh thac néi trén

- Viéc lya chon hinh thtic thuc hanh tai co so cling nhu phan b thoi gian thuc
hanh tiy diéu kién timg trudng cd thé lya chon hinh thic thuc hanh tai co sé ciing nhu
chia thanh cac dot thuc hanh véi thoi luong hop 1y, dam bao vé thoi lugng va cac muc
tiéu, ndi dung co ban noi trén.

- Nguyén liéu phai mua dtng sb lwong, chung loai, chat luong va kip thai gian.

3. Nhitng trong tdm can chd y: ca chuong trinh

4. Tai liéu tham khao:

- TS Trinh Xuan Diing, Té chic Kinh doanh Nha hang, NXB Lao dong - x&
hoi Ha noi 2003.

- TS. Trinh Xuan Diing, Vii Thi Hoa, Giao trinh Nghiép vu phuc vu dn uong, NXB
Théng ké Ha noi 2005.

- TS. Trinh Xuan Diing, Bar va do uéng, tai liéu dich NXB Giéo duc, 1999.

- Truong S§ Quy, Té chizc Quan ly Kinh doanh Khach sgn-Nha hang, Trung tam
dao tao tir xa Pai hoc Hué 1996.

- Roy Hayter, Phuc vi an uong trong Du lich, tai liéu dich cua truong Cao dang
Du lich Ha noi, NXB thdng ké 2001.

- Donald E. Lundberg, John R.Walker-The Restaurant, from Concept to
Operation-John Wiley & Son, 1993.

- Chris Parry Bar & Berverage Oporation Atlantic Publishing Group. Inc Printed
in Canada, 2003.

- RoyHayter, Bar service, Hospitality Training Foundation Macmilan, London
England, 1996.

- RoyHayter, Food and drink service Hospitality Training Foundation Macmilan,
London England, 1996.

- Vietnam tourism certification board - Food and beverage service skill - NXB
Cong Doan, 2004.

5. Ghi chi va giai thich (néu co):
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CHUONG TRINH MO PUN
KY THUAT TRANG PIEM VA CAM HOA

Tén mo6 dun: Ky thuit trang diém va cim hoa

M& mo dun: MD23

Thoi gian thue hién mé dun: 45 gio; (Ly thuyét: 14 gio; Thuc hanh, thi nghiém,
thao luan, bai tap: 28 gid; Kiém tra: 3 gid)

I. Vi tri, tinh chét ciia mé dun:

1. Vi tri:

+ K¥ thuat trang diém va cdm hoa 1a mé dun thudéc nhém nghé dao tao bét budc
trong chuong trinh ddo tao trinh d6 Cao dang nghé “Quan khach san”, mé dun duogc giang
day song song véi moé dun Quan tri tiéc, Marketing du lich.

2. Tinh chat:

+ K§ thuat trang diém va cim hoa 1a mé dun Iy thuyét két hop véi thuc hanh. Trang
bi cho sinh vién nhitng kién thirc bo tro sinh vién nghé Quan tri khach san.

I1. Muc tiéu mo dun:

1. Vé kién thuc:

- Néu dugc tinh chét cua bd mat dep, céc ty 1é trén khubn mat, cach nhan dang cac
kiéu khudn mat, dung cu trang diém va my pham, cac budc trang diém khudn mat, trang
diém nét.

- Nhén dang dugc cac kiéu khudén mat, xac dinh duoc kiéu trang diém phu hop va
thue hién trang diém theo ding quy trinh, dat tiéu chuén.

- Nhan biét va str dung duogc cac dung cu trang diém, my pham.

- Néu dugc cach giir hoa tuoi l14u va cac nguyén tic cim hoa co ban.

- Phan biét cac kiéu cdm hoa co bén.

- C6 thai d6 kién nhan, can than, ti mi va sang tao.

2. Vé k¥ nang:

- Thyc hién dang k¥ thuat trang diém, k§ thuat cam hoa trén bat thap, ki thuat cam
hoa trén binh cao phu hop méi trudng lam vi¢e tai nha hang.

3. V& ning luc ty cha va trach nhiém:

- C6 kha nang tu nghién ctru, tu hoc, tham khao tai li¢u lién quan dén mon hoc dé van
dung vao hoat dong hoc tap.

- Van dung duoc cac kién thirc tu nghién ctru, hoc tap va kién thire, k¥ nang da duogc
hoc dé hoan thién cac k¥ nang lién quan dén mén hoc mdt cach khoa hoc, dung quy dinh.

I11. Noi dung mo dun:

1. Noi dung tong quat va phan bo thoi gian:

Thai gian (gio)

Thuc hanh,
STT Tén chwong, muc Téng Ly | thinghiém, | Kiém
s6 | thuyét | thaoluan, | tra
bai tap
1 | Bai 1: Nhitng ndi dung co banvé | 10 10 0 0
nghé thuit trang diém trong
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cong s6&

1.1  Tinh chat cua bo mat dep
1.2. Cac ty Ié trén khubn mat
1.3.  Céch nhan dang cac kiéu
khudn mat

1.4.  Dung cu trang diém va my
pham

1.5.  Céc budc trang diém khuén
miit

1.6. Trang diém nét

N N e

N Y

Bai 2: Ky thuat trang diém
trong cong sé

2.1. Gidi thiéu dung cu trang
diém

2.2.  Trang diém mau trén mot s6
khudn mat mau

Luyén tap, Kiém tra

10

Bai 3: Nhirng ngi dung co ban
vé nghé thuat cam hoa

3.1. Khai quat vé hoa va nghé
thuat cim hoa

3.2. Mot so kiéu dang co ban
3.3. Mot s6 nguyén tic cim hoa
co ban

Bai 4: Ky thuat cam hoa trén
binh thap

4.1. Gidi thiéu dung cu

4.2.  Giéi thieu miu cam

4.3. Ky thuat thuc hién va qua
trinh thao tac

Kiém tra

S I = =

(@)

Bai 5: Ky thuat cim hoa trén
binh cao

5.1. Giai thiéu dung cu

5.2.  Gigi thiéu mau cim

5.3.  Cam truc tiép vao binh (lo)
5.4.  Cam vao mat xp

5.5. Ky thuat thuc hién va qua
trinh thao tac

On tap

e I T o e =

e

Cong

45

14

28
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2. Noi dung chi tiét:
Bai 1: Nhirng néi dung co ban vé nghé thuat trang diém trong cong sé
Thoi gian: 10 gio
1. Muc tiéu:
- Trinh bay dugc tinh chat cua bo mit dep, cac ty Ié trén khudn mit, cac budc trang
diém khubn mit, trang diém nét.
- Nhén dién va sir dung duoc dung cuy trang diém va my pham,
- Nhan dang duoc cac kiéu khudn mat, xac dinh dugc kiéu trang diém phu hop va thuc
hién trang diém theo dung quy trinh.
- Can than, ti mi, chu d4o va chi tiét.
2. Noi dung:
1.1 Tinh chat cua bo mat dep Thoi gian: 1gio
1.1.1 Theo quan diém ciia Chau Au
1.1.2. Theo quan diém cua Chau A
1.2. Cac ty I¢ trén khubn mat Thoi gian: 1gio
1.2.1. Can d6i
1.2.2. Can xtrng
1.2.3. Hai hoa
1.3.  Céch nhan dang céc kiéu khudn mat Thaoi gian: 1gio
1.3.1. Khudn mat tam giac
1.3.2. Khudn mat tron
1.3.3. Khudn mat trai xoan
13.4. Khudn mat vudng
1.4.  Dung cu trang diém va my pham Thoi gian: 1gio
1.4.1. Giéi thiéu dung cu trang diém
1.4.2. Giéi thiéu cac loai my pham co ban
1.5.  Céc budc trang diém khudn mat Thoi gian: 2 gio
1.5.1. Lam sach
1.5.2. Dudng
1.5.3. L6t
1.5.4. Trang diém nén
1.5.5. Dung phan nén
1.5.6. Dung phan phu
1.6. Trang diém nét Thoi gian: 4 gio
1.6.1. Cach trang diém ldng may
1.6.2. Cach trang diém mat
1.6.3. Céch trang diém mé
1.6.4. Cach trang diém moi
Bai 2: Ky thuat trang diém trong cong sé Thoi gian: 10
1. Muc tiéu:
- Nhan dién dugc dung cu trang diém canr thiét cho tung khuén mat cu thé.
- Thyc hién duoc viée trang diém mau pha hop trén mot s6 khudn mit mau: mat tam
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giac, tron, trai xoan, vuéng.
- Thao tac chinh xéac trong sir dung c&c dung cu khi trang diém.
- Can than, kién nhan trong qu4 trinh trang diém.

2. Ngi dung
2.1.  Gi6i thiéu dung cuy trang diém Thoi gian: 2 gio
2.2.  Trang diém mAu trén mot sb khudn mat mau Thai gian: 7 gio

2.1.1. Trang diém trén khudn mit tam giac

2.1.2. Trang diém trén khudn mit tron

2.1.3. Trang diém trén khudn mit trai xoan

2.1.4 Trang diém trén khubén mat vudng
Luyén tap

Kiém tra Thoi gian: 1 gio
Bai 3: Nhirng ndi dung co ban vé nghé thuat cam hoa Thoi gian: 5 gio
1. Muc tiéu:

- Néu duogc khai niém, ngudn gdc va dic diém caa nghé thuat cam hoa, mét sb kiéu
dang co ban, mot s6 nguyén tac cam hoa co ban.
- Dién giai dugc ngdn ngit triru twong ctia mot so loai hoa.
- Néu dugc cach giir hoa tuoi 14u va cac nguyén tic cim hoa co ban.
- Phan biét cac kiéu cam hoa co ban.
- Thyc hién dang k¥ thuat cim hoa
2. Noi dung
3.1.  Khai quét vé hoa va nghé thuat cam hoa Thoi gian: 3 gio
3.1.1. Hoa la véi doi song con nguoi
3.1.2. Ngon ngir triru tegng cac loai hoa
3.1.3. Mui huong
3.1.4. Céch giir hoa tuoi lau

3.2. Mot sb kiéu dang co ban Thoi gian: 1 gio
3.3. M0t sd nguyén tic cdm hoa co ban Thoi gian: 1 gio
Bai 4: Ky thuat cam hoa trén binh thap Thoi gian: 8 gio
1. Muc tiéu:

- Nhén dién duoc cac dung cu can thiét khi cdm hoa bat thap.

- Néu duoc quy trinh cim hoa bat thap.

- Cam dugc mot sé mau hoa bat thap: MAu tron 1 da dién/khéng pha; Mau tron da
dién/pha tron; Mau elip da dién; Mau tam giac 1 mit;

- C6 thai d6 kién nhdn, ti mi, can than va tim toi sang tao trong tao mau hoa.

2. Noi dung:

4.1. Gidi thiéu dung cu Thoi gian: 1 gio
4.2.  Gi6i thiéu mau cam Thoi gian: 1 gio
4.3. Ky thuat thuc hién va qua trinh thao tac Thoi gian: 5 gio

4.3.1 Binh thap hinh tron
4.3.2 Binh thap hinh elip
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Kiém tra Thoi gian: 1 gio
Bai 5: Ky thuat cim hoa trén binh cao Thoi gian: 12 gio
1. Muc tiéu:
- Nhan dién duoc cac dung cu can thiét khi cim hoa binh cao.
- Néu dugc quy trinh cam hoa binh cao.
- Cim dugc mot s6 mau hoa binh cao: cim truc tiép véo binh/lo, cdm vao mat Xép.
- C6 thai d6 kién nhan, ti mi, can than va tim toi sang tao trong tao mau hoa.
2. Noi dung:

5.1. Gidi thiéu dung cu Thoi gian: 1 gio

5.2.  Gidi thiéu mau cam Thoi gian: 1 gio

5.3.  Cam truc tiép vao binh (lo) Thai gian: 1 gio

5.4. Cam vao mut xdp Thoi gian: 1 gio

5.5. Ky thuat thuc hién va qué trinh thao tac Thoi gian: 7 gio
Kiém tra Thoi gian: 1 gio

IV. Piéu kién thuc hién mon hoc:

1. Phong hoc chuyén mén hoa/ nha xuong

- C6 chuong trinh mon hoc.

- Tai liéu tham khao (tranh anh, van ban, tai liéu, biéu bang, mau biéu, cac phuong
tien, trang thiét bi hoi nghi...), bang, phan.

- May projector, may chiéu, tivi, hé thdng multimedia.

2. Trang thiét bi may maéc:

3. Hoc liéu, dung cu, nguyén vat liéu:

- Hoc liéu:

- Dung cu: Co trang diém, kéo, mut cam hoa.

- Nguyén vat liéu dung cu thyc hanh trang diém: Kem dudng, kem nén, phan,
chi sap, son mdi, chi ké may, nudc hoa hdng va cac vat dung trang diém khac.

- Nguyén vat liéu dung cu thuc hanh cam hoa: Kéo, binh hoa, mut x4p, hoa, 14 va
cac phu liéu trang tri hoa.

4. Céc diéu kién khac:

V. Nogi dung va phuong phap danh gia:

1. Noi dung:

Kién thuc:

- Néu duoc tinh chét ciia bo mit dep, cac ty 1é trén khudn mat, cach nhan dang céc
kiéu khudn mat, dung cu trang diém va my pham, cac budc trang diém khudn mat, trang
diém nét.

- Nhan dang dugc céc kiéu khuon mat, xac dinh dugc kiéu trang diém phu hop va
thue hién trang diém theo ding quy trinh, dat tiéu chuén.

- Nhan biét va sir dung duoc cac dung cuy trang diém, m¥y pham.

- Néu dugc cach giir hoa tuoi 14u va cac nguyén tic cim hoa co ban.

- Phén biét cac kiéu cdm hoa co ban.

K¥ nang:

- Thure hién dang k¥ thuat trang diém, k§ thuat cam hoa trén bat thap, ky thuat cim
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hoa trén binh cao phu hop moi trudng lam viéc tai nha hang.

- C6 thai do kién nhan, can than, ti mi va sang tao.

Nang luc tu chu va trach nhiém:

- C06 kha nang tu nghién ctru, tu hoc, tham khao tai li¢u lién quan dén mon hoc dé van
dung vao hoat dong hoc tap.
-Van dung duoc cac kién thuc tyu nghién ctru, hoc tap va kién th, k¥ nang da duoc

hoc dé hoan thién cac k¥ nang lién quan dén mon hoc mét cach khoa hoc, diung quy dinh.

2. Phuong phép:

- Phuong phéap danh gia

- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh ky: 2 bai kiém tra thyc hanh,

- Kiém tra két thuc mé dun:

+ Hinh thtc kiém tra: thuc hanh

+ Thoi gian: 60 - 90 phat

+ Thang diém:10.

VI. Huéng din thuc hign moén hoc:

1. Pham vi &p dung mén hoc: Chuong trinh 4p dung cho ngudi hoc Cao dang nghé
“Quan tri nha hang”.

2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:

- B4i véi gido vién, giang vién:

+ C6 kién thirc chuyén sau vé bo mén, da truc tiép tham gia giang day hoic da
duoc trong thuc té.

+ Pa duogce dao tao qua céc 16p su pham ¢ trinh d6 su pham.

- Bdi véi ngudi hoc:

+ CO y thirc hoc tap tot, xay dung méi truong hoc tap lanh manh.

+ Pam bao sb gio hoc theo dung quy dinh

+Dam bao du s6 dau diem.

+ Chap hanh cac noi quy, quy dinh cua I6p, nha truong.

3. Nhitng trong tdm can chd y:

Ca chuong trinh.

4. tai liéu tham khao:

C4c tai liéu vé trang diém, cim hoa c6 lién quan

5. Ghi chu va giai thich (néu co):
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CHUONG TRINH MON HOQC
MARKETING DU LICH

Tén mén hoc: Marketing du lich

Ma moén hoc: MD24

Thoi gian thwe hién mon hoc: 45 gio; (Ly thuyét: 29 gi0; Thyc hanh, thi nghiém,
thao luan, bai tap: 14 gid; Kiém tra 2 gio)

I. Vi tri, tinh chét ciia mén hoc:

1. Vi tri:

- Marketing du lich 1a mén hoc thuéc nhém kién thirc co s& nganh trong chuong
trinh khung d3o tao trinh 6 Cao ding nghé “Quan tri Khach san®.

2. Tinh chat:

+ Marketing du lich 1a mén hoc Iy thuyét.

+ Panh gia két qua bang kiém tra hét mon.

I1. Muc tiéu mon hoc:

1. V& kién thuc:

- Trinh bay duoc nhitng khéi niém, quan niém caa marketing du lich, nguyén Iy vé
marketing du lich, thi treong du lich, cac chinh sdch marketing du lich.

- M6 ta dugc t6 chirc b phan marketing va quan tri b phan ban hang.

- Phan loai thi treong du lich.

2. Vé k¥ nang:

- Phan tich dugc sy can thiét caa marketing trong linh vuc du lich.

- Phan tich duoc cac yéu t6 ciia marketing hdn hop trong du lich.

- Xay dung cac chinh sich marketing hon hgp tng dung trong kinh doanh nha
hang.

3. Vé ning lyc ty cha va trach nhiém:

- Chu dong trong viéc tiép nhan cac théng tin cia bai hoc

- Tim kiém tai liéu hd tro cho bai hoc

I11. Noi dung mén hoc:

1. Nbi dung tong quat va phan bé thoi gian:

Thati gian (gio)

Thuwc hanh,
STT Tén chwong, muc Tong Ly thi nghiém, | Kiém
s6 | thuyét | thao luan, tra
bai tap

1 |Tong quan V& marketing va
marketing du lich

Khai ni¢m marketing 4 2 2
Noi dung cua hoat dong
marketing du lich

2 | Thi trwong kinh doanh du lich
rong du lich 5 3 2
Céc quy luat cua thi truong
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Nghién cau khach du lich

3 | Chinh sach san pham-dich vu
du lich

Thi treong du lich 6
Céc quy luat cua thi truong
Nghién ctu khach du lich

4 | Chinh sach gia trong kinh doanh
du lich

- Coc muc tiou cua chénh soch
gio

- Céac yéu té chu yéu anh huong
dén quyét dinh gia

- Phuong phap xac 1ap chinh séch
gia

5 | T6 chicc phan phdi san pham-
dich vu trong du lich

- Noi dung cua chinh sach phan
phdi

- Kénh phan phdi trong kinh
doanh Lir hanh

- Phan phéi trong kinh doanh
khach san

6 | Xuc tién san pham du lich va
mét s6 chinh sach marketing
khac

- X{c tién san pham du lich

- Céac chinh sach khac cua
marketing du lich

7 | Té chiic ban hang hoa-dich vu
trong du lich

- X(c tién san pham du lich 6
- Céc chinh s&ch khac cua
marketing du lich

8 | Té chic, thuc hién va kiém tra
hoat dgng marketing du lich.

- Ké& hoach marketing

- Hé thdng t6 chac marketing

- Thyuc hién marketing

- Hé thng kiém tra marketing

Téng cong 45

2. Noi dung chi tiét:
Chuwong 1: Tong quan vé marketing du lich
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1. Muc tiéu:

- Trinh bay dugc cac khéi niém co ban (cau, nhu cau, mong mudn, trao doi, thi truong),
khai niém Marketing, Marketing du lich- khach san;

- Giai thich duoc noi dung cua hoat dong Marketing trong hoat dong kinh doanh khach
san.

2. N§i dung: Thoi gian: 4 gio
2.1. Khai niém marketing

2.1.1.M6t s6 khéi niém co ban (cau, nhu cau, mong mudn, trao d6i, thi truong)
2.1.2.Khai niém marketing

2.2. Noi dung cua hoat dong marketing du lich

2.2.1. Khai niém marrketing du lich

2.2.2. Noi dung cua hoat dong marketing trong kinh doanh du lich

Chwong 2: Thi trweong du lich

1. Muc tiéu:

- Trinh bay duoc cac khai niém vé thi truong du lich, cung- cau du lich;

- Liét ké duoc cac yéu té quyét dinh cau du lich

2. Noi dung: Thot gian: 5 gio
2.1. Thi truong du lich

2.1.1. Khai niém thi truong

2.1.2. bic diém

2.1.3. Chirc néang cua thi truong

2.1.4. Phan loai thi truong du lich

2.2. Cac quy luat cuaa thi truong

2.2.1. Khai niém cau du lich va nhitng yéu té anh hudng dén sy hinh thanh cau trén thi
truong

2.2.2. Khai niém va dic diém cua cung du lich

2.2.3. Quy luat cung - cau

2.2.4. Quy luat gia tri

2.3. Nghién ctru khach du lich

2.3.1. Mot s6 khai niém co ban

2.3.2. Nhiing yéu té bén ngoai anh huong dén nhu cau cua khéach du lich

2.3.3. Nhitng yéu té ca nhan anh hudng dén nhu cau cia khach du lich

Chuong 3: Chinh sach san pham-dich vu trong du lich

1. Muc tiéu:

- Trinh bay dugc cac khai niém, dic diém cua san pham du lich; vai trd cua no trong
marketing hon hop;

- Giai thich dugc 4 giai doan cua chu ky séng cua san pham;

- Giai thich dugc xu hudng phéat trién san pham du lich méi

2. N¢i dung: Thoi gian: 6 gio
2.1. Chinh séch san pham-dich vu du lich

2.1.1. Khai niém san pham du lich

2.1.2. Bic tinh cua san pham du lich
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2.1.3. Chinh sé&ch san pham du lich va vai tro caa né trong marketing hdn hop
2.2. Nghién ctru chu ky séng cta san pham

2.2.1. Khai niém chu ky sbng cua san pham

2.2.2. Pic diém cac giai doan phat trién trong chu ky song cia san pham

2.3. Nhitng quyét dinh lién quan dén chinh sach san pham du lich

2.3.1. Thai d6 cua khach du lich

2.3.2. Sy phét trién san pham moi

2.3.3. Céc giai phap vé san pham du lich

Chuong 4: Chinh sach Gia ca

1. Muc tiéu:

- Giai thich dugc cac chinh sach gié;

- Giai thich duogc cac yéu té anh hudng dén quyét dinh gia;

- Trinh bay duoc cac phuong phap xac 1ap chinh sach gia va van dung dugc cac phuong
phap d6 dé xay dung dugc chinh sach gia cho khach san.

2. N¢i dung: Thoi gian: 7 gio
2.1. Coc muc tiou cua chénh soch gio

2.2. Céc yéu té chu yéu anh hudng dén quyét dinh gia

2.2.1. Céc yéu t6 bén trong

- Cac muc tiéu marketing

- Marketing Mix

- Chi phi san xuat

- Céc yéu t6 khac

2.2.2. Cé4c yéu t6 bén ngoai

- Cau thi truong muc tiéu

- Béi thu canh tranh

- Céc yéu té bén ngoai khéc

2.3. Phuong phap xac 1ap chinh sach gia

2.3.1.Tinh toan va phan tich chi phi

2.3.2. Phan tich va du doan thi truong

2.3.3. Phan tich va lya chon muc gia du kién

2.3.4. Lua chon phuong phap dinh gia

2.3.5. Mot s6 phuong phap xac dinh gié trong du lich

Chuwong 5. To chirc phan phéi san pham du lich

1. Muc tiéu:

- Trinh bay duoc khai niém, noi dung cua chinh sach phan phéi;

- Giai thich dugc mot s6 kénh phan phdi chu yéu trong kinh doanh khéch san
2. N¢i dung: Thoi gian: 7 gio
2.1. Noi dung cua chinh sach phan phébi

2.1.1. Khai niém phan phdi

2.1.2. Chirc nang cua phan phdi

2.1.3. Noi dung cua chinh sach phan phéi

2.2. Kénh phan phéi trong kinh doanh Lit hanh
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2.2.1. Cong ty du lich tron goi

2.2.2. Pai Iy du lich

2.2.3. Cac cong ty va vian phong chuyén biét khac

2.3. Phan phéi trong kinh doanh khach san

2.3.1.Théng qua san pham tour tron goi

2.3.2. Thong qua doi ngii ban truc tiép

2.3.3. Thong qua hé thdng dat phong tir xa

2.3.4.Théng qua dai 1y vé, khu vui choi giai tri hoic cac bo phan chuyén trach vé du
lich di lai trong cac cong ty, co quan

2.4. Kénh phan phdi trong kinh doanh nha hang, khéach san

Chuong 6: X(c tién san pham du lich va mét sé chinh sach marketing khac
1. Muc tiéu:

Trinh bay dugc khéi niém, ndi dung xdc tién san pham du lich.

2. Noi dung: Thoi gian: 7 gio
2.1. Xuc tién san pham du lich

2.1.1. Khai niém

2.1.2. No6i dung

- Chao hang

- Bé&n hang truc tiép

- Quang céo tuyén truyén

- Mot sb bién phép x(c tién ban san pham khac

2.2. Cac chinh s&ch khac cua marketing du lich

2.2.1.Chinh sach con nguoi

2.2.2. Tao san pham tron goi va lap chuong trinh

2.2.3. Quan hé dbi tac

Chuwong 7. T6 chirc ban hang hoa - dich vu du lich

1. Muc tiéu:

- Trinh bay duoc qua trinh mua hang va céac yéu té anh hudng dén hanh vi tiéu dung du
lich;

- Giai thich dugc qué trinh ban san pham du lich va phuong phap

2. N¢i dung: Thoi gian: 6 gio
2.1. Céc yéu t anh huong dén hanh vi tiéu dung san pham du lich

2.2. T6 chuc cac hinh thie thire ban hang hod - dich vu cia Khéch san

2.3. Qua trinh ban hang

2.4. Phuong phap chao ban cao hon dy kién

Chuong 8. To chirc, thwc hién va kiém tra cac hoat dong marketing

1. Muc tiéu:

- Giai thich dugc cac chinh sach gi4;

- Giai thich dugc cac yéu té anh huong dén quyét dinh gié;

- Trinh bay duoc cac phuong phap xac 1ap chinh sach gia va van dung duoc cac phuong
phap d6 dé xay dung duoc chinh sach gia cho khéch san.

2. N§i dung: Thoi gian: 3 gio
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2.1. Ké hoach marketing
2.2. Hé thong t6 chac marketing
2.3. Thuc hién marketing
2.4. Hé thong kiém tra marketing

IV. Piéu kién thuc hién mén hoc:

1. Phong hoc chuyén mén héa/ nha xuong: Phong hoc 1y thuyét

2. Trang thiét bi may moc: May chiéu, bang

3. Hoc liéu, dung cu, nguyén vat liéu:

4. Cac diéu kién khac:

V. Noi dung va phwong phap danh gia:

1. N6i dung:

- Kién thirc:

- Ky ndng:

- Niang luc tu cha va trach nhiém:

2. Phuong phép:

- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh ki: 2 bai kiém tra viét, thoi gian tir 30 dén 45 phut,

- Kiém tra két thuc mén hoc (hinh thtrc kiém tra: viét; thoi gian 60 — 90 phut)

VI. Huéng din thuc hign moén hoc:

1. Pham vi 4p dung mdn hoc: Chuong trinh 4p dung cho ngudi hoc Cao dang
nghé Quan tri khach san.

2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:

- Pdi vai gido vién, giang vién:

+ C6 kién thirc thuc t& vé nganh du lich néi chung va vé ké toén, tai chinh, ngan hang,
du lich - khach san.

+ Puge hoc qua cac 16p su pham tdi thiéu, c6 kha niang truyén dat cho ngudi hoc.

+ Gido vién trén co s chuong trinh mon hoc soan gido 4n va bai giang chi tiét
dé thuc hién viéc giang day theo diing yéu cau mon hoc. Nhim nang cao chét luong
giang day, gido vién can phai thuong xuyén doc cac tai liéu tham khao va cap nhat
thong tin co lién quan. Trong qua trinh giang bai Iuu y lién hé véi cac moén hoc khac
cling nhu voi thuc té dé nguoi hoc ngoai viée nam bat duoc kién thic con co kha nang
tu lién hé duge véi thue té nghé nghi¢p sau nay

- DPi véi ngudi hoc:

+ Thyc su yéu thich nghé nghi¢p, cham chi, cau thi, duoc hoc céac kién thirc bd
tro cua chuong trinh.

3. Nhitng trong tdm can chl y: Chuong 3.4.5,6,8

4. Tai liéu tham khao:

[1] Robert C.Morrison (1995), Marketing trong du lich, khéch san, tdp 1. Téng
cuc Du lich

[2] Nguyén Vian Manh (2008), Marketing trong du lich va khach san. Truong Pai
hoc Kinh té quéc dan.

[3] Nguyén Vin Luu (2009), Thi truong du lich. NXB PH QG Ha Noi
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5. Ghi chd va giai thich (néu co):
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CHUONG TRINH MO PUN
QUAN TRI NGUON NHAN LUC

Tén mé dun: Quin tri ngudn nhén lyc

Ma mé6 dun: MD25

Thoi gian thyue hién mé dun: 45 gio; (Ly thuyét:18 gid; Thyc hanh, thi nghiém,
thao luan, bai tap: 25 gid; Kiém tra: 2 giod)

I. Vi tri, tinh chét cia md dun:

1. Vitri

- Quan tri Ngudn nhan lic 1a mé dun quan trong, dugc day song song cic mé dun:
Quan tri buéng khéch san, quan tri 1& tan, quan tri nha hang.

2. Tinh chat:

- Quan tri Nguén nhan lyc 1a mo dun 1y thuyét két hop thuc hanh, 1 mé dun tu
chon thudc cac mén hoc dao tao nghé tir chon trong chwong trinh khung trinh do cao
dang,nghé quan tri khach san..

I1. Muc tiéu mo dun:

1. Vé kién thic:

- Trinh bay duoc khai niém, chtrc ning, vai tro caa Quan tri nguén nhan luc va céc
hoc thuyét co ban vé quan tri nguén nhan luc;

- M6 ta duoc quy trinh 1ap ké hoach nhan luc va van dung dugc ly thuyét dé lap
ké hoach nhan luc cho mot khach san hoac bo phan;

- Trinh bay duoc dé cwong ctia mot ban mé ta cdng viéc va quy trinh xay dyung ban
md ta cong viéc, thuc hién viéc xay dung ban mé ta cong viéc cho mot chirc danh cu thé
cua khach san;

- Trinh bay dwoc quy trinh tuyén chon nhan vién, biéu dién dugc cac ky ning
phong van, danh gia, tuyén chon nhan vién;

- Trinh bay duoc ndi dung, quy trinh dao tao nhan vién méi. Lap dugc ké hoach
dao tao nhan vién;

- Trinh bay va van dung dugc cac phuong phap danh gia nhan vién;

- Trinh bay duoc céc bién phap khuyén khich vat chat va phi vat chat duoc ap dung
tai khach san.

2. Vé k¥ nang:

- Van dung duoc céc kién thirc da hoc vao viéc quan Iy va nang cao chat luong
quan Iy ngudn nhan luc tai cac doanh nghiép khach san - du lich.

3.Vé nang lyuc tu chi va trach nhiém:

- C6 kha nang tu nghién ctu, tham khao tai liéu c6 lién quan dén mé dun,moén hoc

- C6 kha nang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau caa gi&o vién.

- C6 kha ning van dung cac kién thic lién quan vao cac mon hoc tiép theo.

- C6 y thire, dong co hoc tap chi dong, ding dan, ty rén luyén tac phong 1am viéc
cong nghiép, khoa hoc va tuan thua cac quy dinh hién hanh

I11. N§i dung mén hoc:

1. Noi dung tong quat va phan bo thoi gian:

STT Tén chwong, muc Thaoi gian (gio)
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Thuc hanh,

2zl «.| thinghiém,| Kiém
Tong so|Ly thuyet thao lugn, tra
bai tap
Khai niém, chirc ning quan tri
ngudn nhin lye. 2 2
1.Khai niém 1 1
2.Chirc ning ctia quan tri ngudn
nhan luc.
3.Vai trd ciia quan tri ngudn nhan
luc trong khach san 1 1
Lap ké hoach, chién lwge ngudn
nhan luc. 6 2 4
1.Phén tich hién trang nguon nhan
lyc. 1 1
2.Phan tich co cau lao dong hién co. 1 1
3.Du bao nhu cau lao dong 2 2
4.Lap ké hoach lao dong 2 2
Xay dung bang mo ta cong viéc va
tiéu chuan nhén vién. 5 2 3
1.N01 dung cua ban mo ta cong
viéc. 2 1 1
2.Quy trinh 13p ban mo ta cong vigce. 2 1 1
3.Can ctr xay dung tiéu chuin nhan
vién. 1 1
Tuyén chon nhén vién 8 2 5 1
1.Tim nguon va thu hiit tmg vién. 4 1 3
2.Quy trinh tuyén chon nhéan vién 3 1 2
Kiém tra 1 1
Pio tao va phat trién nhan vién. ) 2 3
1.Pao tao dinh hudng nhan vién
moi. 3 1 2
2.Pao tao nhén vién thuong xuyén. 2 1 1
Danh gia thanh tich cong tac 7 3 4
1Cac phuong phap danh gia thanh
tich cong tac . 3 1 2
2.Quy trinh danh gia thanh tich céng
tac 2 1 1
3.Tién hanh danh gia bang cach cho
diém theo mau 2 1 1
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Phin bo va quan Iy thoi gian biéu

7 | lam viée. 6 3 2 1
1.X4y dung ké hoach phan cong lao
dong. 3 2 1
2.Giam sat vi¢c thuc hién thoi gian
biéu. 2 1 1
1 1
X4y dung chinh sach khuyén
8 | khich lao dong 6 2 4
1.Chinh sach khuyén khich vat cht
(lwong, thudng, phuc 1oi) 3 1 2
2.Chinh sach khuyén khich phi vat
chat 3 1 2
Tong cong 45 18 25 2
2. Noi dung chi tiét:
Chuwong 1: Khai niém, chire niing quan tri nguén nhan luc. Thoi gian:2 gio
1. Muc tiéu:

Hoc xong chuong nay, nguoi hoc co kha nang:
- Trinh bay duoc cac khai niém vé quan tri nguén nhan lec
- Giai thich dugc chirc ning va vai trd cta quan tri ngudn nhan luc trong khéach san

2. Ngi dung :

1. Khéi niém. Thaoi gian:1 gio
2. Chirc nang ctia quan tri ngudn nhan luc.

3. Vai trd caa quan tri ngudn nhan lyc trong khéach san Thaoi gian:1 gio
Chuwong 2: Lap ké hoach, chién lwgc nguon nhan lec. Thoi gian: 6gid
1. Muc tiéu:

Hoc xong chuong nay, nguoi hoc co kha nang:
- Trinh bay duoc cac yéu t6 hién trang cua ngudn nhan lyc
- Xay dung duoc ké hoach ngudn nhan luc trong khach san

2. Noi dung :
1. Phan tich hién trang ngudn nhan luc Thaoi gian:1 gio
2. Phan tich co céu lao dong hién c6 Thoi gian:1 gio
3. Dy b4o nhu ciu lao dong Thoi gian:2 gio
4. Lap ké hoach lao dong Thoigian:2gio
Chuwong 3: Xay dung ban mo ta céng viéc va tiéu chuan nhan vién

Thoi gian: 5gio
1. Muc tiéu:

Hoc xong chuong nay, nguoi hoc cd kha nang:

- Trinh bay duoc quy trinh 1ap ban mé ta cong viéc cua tieng vi tri cong viéc

- Xay dung duoc tiéu chuan nhan vién

2. Noi dung :

1. N6i dung cua ban mo ta cong viéc. Thaoi gian:2 gio
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2. Quy trinh x&y dung ban mo ta céng viéc. Thoi gian:2 gio

3. Can cu xay dung tiéu chuan nhan vién Thoigian:1gio
Chuwong 4: Tuyén chen nhan vién Thoi gian:8 giod
1. Muc tiéu:

Hoc xong chuong nay, nguoi hoc ¢6 kha nang:

- X4c dinh dwoc ngudn va cach thirc thu hit cac @ng vién

- Xay dung dwoc quy trinh tuyén chon nhan lec

2. Noi dung :

1. Tim nguén va thu hit ¢ng vién. Thoi gian:4 gio
1.1 Cac ngudn &ng vién

1.2 Bic diém tirng nguén

1.3 Céc bién phap thu hat &ng vién

2. Tuyén chon nhan vién Thoigian:3gio
2.1 Quy trinh tuyén chon

2.2 Ky thuat phong van, danh gia ¢ng vién

2.3 Lya chon tng vién dat tiéu chuan

Kiém tra Thoigian:1gio
Chuong 5: Pao tao va phat trién nhan vién. Thoi gian: 5 gio
1. Muc tiéu:

Hoc xong chuong nay, nguoi hoc ¢6 kha nang:
- MO0 ta dugc quy trinh dao tao nhan vién

2. Noi dung :
1. Pao tao dinh hudng nhan vién mai. Thoi gian:3 gio
2. Bao tao nhan vién thuong xuyén. Thoi gian:2 gio
Chwong 6: Danh gia thanh tich cong tac Thoi gian: 7 gio
1. Muc tiéu:

Hoc xong chuong nay, nguoi hoc ¢o kha nang:

- Trinh bay dugc quy trinh danh gia thanh tich cong tac cua nhan vién;

- M6 ta duoc cac phuong phap danh gid; cac wu nhuge diém cia timg phuong phap;
- Thyc hién duoc viéc danh gia bang phwong phap phu hop

2. Noi dung :
1. Céc phuong phéap danh gia thanh tich cong tac . Thoi gian:3 gio
2. Quy trinh danh gia thanh tich céng tac Thoi gian:2 gio
3. Tién hanh d4nh gia bang cach cho diém theo mau Thoi gian:2 gio
Chuwong 7: Phan bo va quan ly thei gian biéu lam viéc. Thoi gian: 6 gio
1. Muc tiéu:

Hoc xong chuong nay, nguoi hoc 0 kha nang:

- Xay dung ké hoach phan cong lao dong.

- Thyc hién duoc viéc giam sét bang phwong phap phu hop

2. Ngi dung :

1. Xay dyng ké hoach phan cong lao dong. Thoi gian:3gio
1.1 Can ctr xay dung ké hoach phan cong lao dong
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1.2 Mot sb cach thirc phan cong lao dong tai khach san

2. Giam sét viéc thuc hién thoi gian biéu. Thoigian:2gio
Kiém tra Thoigian:1gio
Chuwong 8: Xay dwng chinh sach tién lwong, thwéng, phic lgi.  Thoi gian: 6 gio
1. Muc tiéu:

Hoc xong chuong nay, ngudi hoc ¢0 kha nang:
- Trinh bay duoc céc bién phap khuyén khich vat chat va phi vat chat duoc &p dung tai
khach san.

2. Noi dung :

1. Chinh sach khuyén khich vat chat luong, thuong, phic loi Thoi gian:3gio
2. Chinh sach khuyén khich phi vat chat Thoi gian: 3 gio
2.2 Dé bat

2.3 bao tao

IV. Piéu kién thuc hién mé dun:

1. Phong hoc chuyén mén héa/ nha xwong: Phong hoc 1y thuyét

2. Trang thiét bi may maoc: Phong hoc duogc trang bi may chiéu, man chiéu

3. Hoc liéu, dung cu, nguyén vat ligu: Bit, gidy, bang den, phan

* Hoc liéu:

* Dung cu: May tinh ca nhan, But, gidy, bang den, phan

* Nguyén vat liéu:

4. Cac diéu kién khac (Néu co).

V. Noi dung va phuong phap danh gia:

1. Noi dung:

- Kién thirc:

- Trinh bay dugc khai niém, chirc nang, vai tro cua Quan tri nguén nhan luc va cac
hoc thuyét co ban vé quan tri nguén nhan luc;

- M6 ta duoc quy trinh 14p ké hoach nhan luc va van dung dugc 1y thuyét dé lap
ké hoach nhan luc cho mot khach san hoidc bd phan;

- Trinh bay duoc dé cuong ciia mot ban mé ta céng viée va quy trinh xay dung ban
mo ta cong viéc, thuc hién viéc xay dung ban mo ta cong viéc cho mot chire danh cu thé
cua khach san;

- Trinh bay duoc quy trinh tuyén chon nhén vién, biéu dién duoc cac k§ ning
phong van, danh gia, tuyén chon nhan vién;

- Trinh bay duogc ndi dung, quy trinh dao tao nhan vién méi. Lap dugc ké hoach
dao tao nhan vién;

- Trinh bay va van dung dugc cac phuong phap danh giad nhan vién;

- Trinh bay duogc cac bién phap khuyén khich vat chat va phi vét chat dugc ap dung
tai khach san.

- K¥ ndng:

- Van dung duoc céc kién thirc da hoc vao viéc quan Iy va nang cao chat luong
quan 1y nguén nhan luc tai cac doanh nghiép khéach san - du lich.

- Nang luc tu cha va trach nhiém:
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- C6 kha nang tu nghién cau, tham khao tai liéu c6 lién quan dén mé dun.
- C6 kha nang tim hiéu tai liéu dé lam bai thuyét trinh theo yéu cau caa giao vién.
- C6 kha ning van dung céc kién thtc lién quan vao cac mon hoc tiép theo.
- CO y thire, dong co hoc tap chu dong, dung dan, tu rén luyén tac phong 1am viéc
cbng nghiép, khoa hoc va tuén thu cac quy dinh hién hanh
2. Phuong phép:
- Phuong phap danh gia
- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh ki: 2 bai kiém tra viét.

- Kiém tra két thic mon hoc (hxnh thec kiOm tra: viOt; théi gian 60 phot)
- Thang diém 10.

- Thoi gian: Kiém tra dinh ki 45 pht. Kiém tra két thtic mén 60 phut

VI. Hwéng din thuc hiégn moén hoc:

1. Pham vi ap dung mon hoc:

Chuong trinh 4p dung cho ngudi hoc Cao dang nghé Quan tri khach san.

2. Huéng dan vé phuong phéap giang day, hoc tap mén hoc:

- Phuong phap giang day mén hoc nay gom: 1y thuyét két hop véi thao luan nhom,
thuc hanh viét ban mo ta cong viéc, phong van nhan vién, 1ap ké hoach dao tao.

- Bdi véi gi4o vién, giang vién:

+ C6 kién thuc vé quan tri kinh doanh du lich - khach san, c6 kinh nghiém trong
quan tri nhan sy

+ C6 kha nang diéu hanh hoi thao, khuyén khich su tham gia tich cuc ctia ngudi hoc

+ Chuan bi suru tAm c4c tinh hudng thuc té va xay dung bai tap tinh hudng dé nguoi hoc
thyc hanh va rén luyén k¥ nang xir Iy tinh hudng.

- B6i v6i ngudi hoc:

+ Nguo1 hoc phai nghién ctru tai liéu tham khéo, tich cuc tham gia xay dung bai
giang, 1am bai tap do gido vién dua ra va thuc hanh cac k¥ ning theo yéu ciu cta gido
vién.

+ Ty quan sat, chu dong van dung nhiing kién thuc di hoc, trong thuc té dé tung
budc hinh thanh cac k¥ nang trong quan tri.

3. Nhitng trong tdm can chd y:

Chuong 2,3,4,5 va7

4. tai liéu tham khao:

- Go Monachello Baum — Human Resource management in the Hospitality

- Tran Kim Dung- Quan tri ngu@)n nhan luc, NXB Giao duc, 2001

5. Ghi chd va giai thich (néu co):
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CHUONG TRINH MON HQC
QUAN TRI TIEC

Tén mon hoc: Quan tri tiéc

Ma moén hoc: MD26

Thoi gian thwe hi€én moén hoc: 45 gio; (Ly thuyét: 25 gi0; Thyc hanh, thi nghiém,
thao ludn, bai tap: 18 gid; Kiém tra 2 gid)

. Vi tri, tinh chét ciia mén hoc:

1. Vitri:

+ Quan tri Tiéc md dun chuyén moén nganh ctia chuong trinh dao tao Quan tri
khach san. M6 dun nay duoc giang day sau mé dun Nghiép vu ban co ban va day song
song véi mé dun Nghiép vu ban nang cao, Mén hoc Xay dung thuc don, Nghiép vu ché
bién moén dn va cac mon hoc, mé dun cua nganh Quan tri nha hang.

2. Tinh chat:

+ Quan tri tiéc 1a mo dun hoc két hop cua 50% ly thuyét va 50% thyc hanh , 1a md
dun chuyén nghé cua chuong trinh dao tao Quan tri nha hang.

I1. Muc tiéu mon hoc:

1. Vé kién thuc:

- Trinh bay duogc cac nguyén tic, phuong phap, quy trinh va k¥ thuat to chuc cac
loai hinh tiéc khac nhau.

- Trinh bay dugc cac dac trung va quy trinh kinh doanh tiéc tuy theo quy mé tiéc,
loai tiéc, cach thiét ké, bé tri mat bang dé té chuc tiéc.

- Phan tich va danh gia duoc hé thdng to chic hoi nghi va tiéc véi cach thic tiép
can vay tudng mai.

2. Vé k¥ nang:

- Thyc hién dugc giam sat dugc cac bao cdo va thong tin lién quan dén kinh
doanh tiéc

- Thuc hién dugc quan tri chat lugng va giam sat gia von trong qua trinh to chire
tiéc

- Thuc hién dugc céc kién thac va ky ning c6 duoc tir cdc mén hoc va mé dun co
S& vao cac hoat dong kinh doanh tiéc.

- Banh gia duoc hiéu qua cua k¥ thuat va phuong phap quan tri cac loai hinh tiéc
trong nha hang.

3. Vé ning lyc ty cha va trach nhiém:

- C6 séng tao, tac phong chuyén nghiép ctia ngudi quan tri tiéc.

- C6 kha nang tu nghién ctu, tham khao tai liéu c6 lién quan dén mo dun.

- C6 kha nang van dung cac kién thic lién quan vao cac mon hoc tiép theo.

- CH y thirc chu dong hoc tap, tu rén luyén, luyén tap dé c6 kha ning to chuc tiéc
cho nha hang dat chuan cao.

- C6 dong co hoc tap chi dong, dung din, tu rén luyén tac phong lam viéc cong
nghiép, khoa hoc va tuén thu cac quy dinh hién hanh

111. NOI DUNG MON HOQC:

1. Ngi dung téng quét va phan bé thoi gian:

150



Thoi gian (gio)

Sé ] Thuc hanh, ]
T Tén cac bai trong mé dun Téflg L)'/' thi nghiém, | Kieém
S0 thuyét | thao luan, tra
bai tap
1. | Chwong 1: Tong quan veé tiéc 3 2 1
1. Khéi niém vé tiéc va ban chét 1
cua tiéc
2. Pham vi kinh doanh 1 1
3. Cac loai hinh kinh doanh tiéc
4. Xu huéng phat trién dich vu kinh
doanh tiéc
2. | Chwong 2:Thi tredng muc tiéu 5 3 2
cua tiéc 1
1. Thi truong muc tiéu tiéc
- C4c loai hinh kinh doanh tiéc
- C4c nhom khach hang chu yéu
- Lua chon thi treong muc tiéu 2
2. Pic trung vé mong doi cua
khach hang tiéc 1
- Quy mo tiéc
- Loai hinh tiéc
- Giaca
- Phong tiéc va trang thiét bi 1
- Thuc don tiéc
- Phuc vu tiéc
- Céc yéu té khac
3. | Chuwong 3:Gia ca va ban san 5 2 3
pham 1 1
1. Gi4 va co cAu gia cac loai tiéc 1
2. Chinh sach gia 1 1
3. T4 chuec dich vu tiéc
4. | Chwong 4:Pam phan va chuan 5 2 2 1
bi hop ddng 1
1. C4c yéu cau vé mat phép ly. 1
2. Chuan bi tai liéu va ¢am phan 1 1
3. Ky két hop dong. 1
Kiém tra
5. | Chwong 5:Tiéc va hau can hoi 6 3 3
nghi 1
1. Ké hoach t6 chuc tiéc va hau
can hoi nghi 1
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2. Cac loai phong hoi nghi 1
3. Cac loai phong hoi nghi 1
- Thiét bi phuc vu hoi nghi
- Xép dat, chuan bi phong hoi nghi 1
- Phuc vu hau can hoi nghi 1
- Phuc vu tiéc hoi nghi
6. | Chwong 6: Panh gia mong dogi 5 3 2
cua khach hang
1. CAu trtic cua Menu. 1.5 1
2. Panh gia chat luong dich vu tiéc 1.5 1
va hau can hoi nghi
7. | Chwong 7: Quan ly doanh thu 6 3 3
va lgi nhuan 1 1
1. Dy kién ngan quy. 1 1
2. Phan tich su sai khéac giira ké
hoach va thuc hién.
3. Kiém soat gia vén va doanh 1 1
thu.
8. | Chuong 8: B tri nhan luc 6 3 2 1
1. Nguoi diéu hanh 1
2. Nhén vién ban hang 1
3. Nhéan vién phuc vu tiéc 1
4. Nhan vién phu tro 1
5. Lao dong hop ddng 1
Kiém tra 1
9. | Chwong 9: Sw kién dac biét 4 4
1. Trién 1am. 1
2. Hoi thao 2
3. Huan luyén 1
Cong 45 25 18 2

2. Ngi dung chi tiét:

Chuwong 1: Tong quan veé tiéc

1. Muc tiéu cua bai:

- Trinh bay duoc cac khai niém vé tiéc;

- Giai thich duoc ban chat cua tiéc;

- Phan biét duogc cac loai hinh kinh doanh tiéc.
2. Ngi dung bai:

1. Khai niém vé tiéc va ban chat cua tiéc

2. Pham vi kinh doanh

3. Cac loai hinh kinh doanh tiéc

4. Xu huéng phaét trién dich vu kinh doanh tiéc
Chuwong 2: Thi trwong muc tiéu
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Thoi gian: 3 gio

Thoi gian: 1 gio

Thoi gian: 1 gio
Thoi gian: 1 gio
Thoi gian: 5 gio




1. Muyc tiéu cua bai:

- Nhan dién dugc cac doan thi trrong muc tiéu,

- M6 ta duoc dic trung, nhu cau va mong doi cia cac doan thi truong muc tiéu;

- Xay dung, quan 1y va khai thac duoc hd so khach hang

2. Ngi dung bai:

1. Thi truong muc tiéu tiéc Thoi gian: 2 gio
- Cac loai hinh kinh doanh tiéc

- C4c nhom khach hang chu yéu

- Lua chon thi treong muc tiéu

2. Pic trung vé mong doi ciia khach hang tiéc Thoi gian: 3 gio
- Quy mo tiéc

- Loai hinh tiéc

- Giaca

- Phong tiéc va trang thiét bi

- Thuc don tiéc

- Phuc vu tiéc

- Céc yéu to khac

Chuwong 3: Gia ca va ban san pham Thoi gian:5 gio
1. Muc tiéu cua bai:

- X&c dinh gia va co cau gié céc loai tiéc;

- Xay dung duoc ké hoach tiép thi, ban hang va theo dbi viéc thuc hién ban san pham.
2. Noi dung bai:

1. Gia va co cAu gia cac loai tiéc Thoi gian: 2 gio
2. Chinh sach gia Thoi gian: 1 gio
3. T4 chirc dich vu tiéc Thoi gian: 2 gio
Chuong 4: Pam phan va hop dong Thoi gian: 5 gio

1. Muc tiéu cua bai:

- Liét ké duoc cac yéu cau co ban vé mat phap ly;

- Hinh thanh k§ ning dam phan va ky két hop dong cung cap dich vu tiéc.
2. Noi dung bai:

1. C4c yéu cau vé mat phap ly. Thoi gian: 1gio
2. Chuan bi tai liéu va dam phan Thoi gian: 1 gio
3. Ky két hop dong. Thoi gian: 2 gio
Kiém tra Thoi gian: 1 gio
Chuwong 5: Tiéc va hau can phuc vu Hdi nghi/sw kién Thoi gian: 6 gio

1. Muc tiéu cua bai:

- Lap duoc ké hoach chuan bj tiéc va hau can cho céc hoi nghi, su kién.

- M ta duoc cac loai phong hoi nghi, phong da ning va cach té chic tiéc.

- Hinh thanh k§ ning quan tri thiét bi da phuong tién va viéc chuan bi hau can,
cach sap xép bé tri trong hoat dong tiéc

2. Ngi dung bai:

1. Ké& hoach t6 chirc tiéc va hau can hoi nghi Thei gian: 1 gio
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2. Cac loai phong hoi nghi Thoi gian: 1 gio
3. Céc loai phong hoi nghi Thoi gian: 4 gio
- Thiét bi phuc vu hoi nghi

- Xép dat, chuan bi phong hoi nghi

- Phuc vu hau can hoi nghi

- Phuc vu tiéc hoi nghi

Chuwong 6: Panh gia mong dgi ciia khach hang Thoi gian: 5 gio
1. Muc tiéu cua bai:

- M6 ta duoc cau tric thuc don tiy theo thi truong muc tiéu;

- Panh gia duoc chét luong dich vu tiéc theo cam nhan cua khach hang.

2. Ngi dung bai:

1. C4u trdc cua Menu. Thoi gian: 2,5 gio
2. Panh gia chat lugng dich vu tiéc va hau can hoi nghi Thoi gian: 2,5 gio
Chuwong 7: Quan ly doanh thu va lgi nhuan Thoi gian:6 gio

1. Muc tiéu cua bai:

- Lap ké hoach vé ngan quy dé to chac va hau can hoi nghi;
- Phan tich sy sai khac giira ké hoach va thuc hién tiéc;

2. Ngi dung bai:

1. Dy kién ngan quy. Thoi gian: 2 gio
2. Phan tich sy sai khac giira ké hoach va thuc hién. Thoi gian: 2 gio
3. Kiém soat gia vén va doanh thu. Thoi gian: 2 gio
Chuwong 8: B tri lao dong diéu hanh va phuc vu tiéc Thoi gian:6 gio

1. Muc tiéu cua bai:
- Lap duoc ké hoach bé tri lao dong té chirc phuc vu tiéc.

2. Ngi dung bai:

1. Nguoi diéu hanh Thoi gian: 1 gio
2. Nhan vién ban hang Thoi gian: 1 gio
3. Nhan vién phuc vu tiéc Thoi gian: 1 gio
4. Nhan vién phu tro Thoi gian: 1 gio
5. Lao dong hop dong Thoi gian: 1 gio
Kiém tra Thoi gian: 1 gio
Chwong 9: Sy kién dic biét Thoi gian: 4 gio

1. Muc tiéu cua bai:
- Nhan dién duoc céac su kién dic biét cd kém theo t6 chuc tiéc.

2. Ngi dung bai:

1. Trién 1am. Thoi gian: 1 gio
2. Hoi thao Thoi gian: 2 gio
3. Huan luyén Thoi gian: 1 gio

IV. Piéu kién thuc hién mén hec:

1. Phong hoc chuyén mén hoéa/ nha xuéng: Phong hoc ly thuyét- thuc hanh
2. Trang thiét bi may mac: Phong hoc duoc trang bi may chiéu, man chiéu
3. Hoc liéu, dung cu, nguyén vat liéu: BUt, gidy, bang den, phan
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- Hoc li¢u: Giao trinh , thu vién truong.

- Dung cu: May tinh ca nhan, But, giy, bang den, phan

- Nguyén vat liéu: gidy A4, A5, but 16ng mau dé , xanh

4. Cac diéu kién khac (Néu co): cb cac bang biéu thuc té tai cac doanh nghiép.

V. Noi dung va phwong phap danh gia:

1. N6i dung:

- Kién thuc:

+Trinh bay duoc cac nguyén tic, phuong phap, quy trinh va k¥ thuét to chic cac
loai hinh tiéc khac nhau.

+ Trinh bay duoc cac dac trung va quy trinh kinh doanh tiéc tuy theo quy mé tiéc,
loai tiéc, cach thiét ké, bd tri mat bang dé to chuc tiéc.

+ Phan tich va danh gia duoc hé théng to chirc hoi nghi va tiéc vai cach thic tiép
can va y tuong maoi.

- K§ nang:

+ Thyc hién dugc giam sat duge cac bao céo va thong tin lién quan dén kinh
doanh tiéc

+ Thyc hién dugc quan tri chat lwong va giam sat gia von trong qua trinh to chirc
tiéc

+ Thuc hién dugc céc kién thie va ky ning c6 duoc tir cac mon hoc va mé dun
co s vao cac hoat dong kinh doanh tiéc.

+ DPanh gia dugc hiéu qua cua ky thuat va phuong phap quan tri cac loai hinh tiéc
trong nha hang.

- Nang luc tu chu va trach nhiém:

+ C6 séng tao, tdc phong chuyén nghiép cua nguoi quan tri tiéc.

+ C6 kha nang tu nghién ctru, tham khao tai liéu c¢6 lién quan dén mé dun.

+ C6 kha nang van dung cac kién thirc lién quan vao cac mén hoc tiép theo.

+ C4 y thuc cha dong hoc tap, tu rén luyén, luyén tap dé c6 kha niang to chuc tiéc
cho nha hang dat chuan cao.

+ Co dong co hoc tap chu dong, ding din, ty rén luyén tac phong lam viéc cong
nghiép, khoa hoc va tuén thu cac quy dinh hién hanh

2. Phuong phap:

- Phuong phép danh gia:

+ Kiém tra thuong xuyén: 01 bai

+ Kiém tra dinh ki: 2 bai kiém tra viét.

+ Thang diém 10.

+ Thoi gian: 60 phat

- Kiém tra két thic mén hoc:

+ Hinh thic: Kiém tra viét

+ Thang diém 10.

+ Thoi gian: 60 phat

VI. Huéng dan thyc hién mon hoc:

1. Pham vi ap dung chuong trinh:
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Chuong trinh dugc ap dung cho sinh vién Cao dang nghé Quan tri nha hang

2. Huéng dan mot sb diém chinh vé phuong phap giang day mén hoc:

- Phuong phap giang day:

- Béi véi gido vién:

+ C6 trinh d6 chuy&n mén vé quan tri nha hang du lich (Ctr nhan tré I1én).

+ C6 trinh do su pham, chuan bi day du bai giang, bai tap mau, cau hoi thao luan
V.V...

+ Hudng dan bai tap thuc hanh

+ Két hop hop ly céc giéo cu trec quan cing véi bai giang nhu: Bang biéu,
overhead, may chiéu, phim tu liéu v.v... (néu c0)

- i vai sinh vién:

+ C6 kha nang tu nghién ctru, tham khao tai liéu c6 lién quan dén mé dun.

+ C6 kha nang tim hiéu tai liéu dé 1am bai thuyét trinh theo yéu cau cua gido vién.

+ C6 kha nang van dung cac kién thic lién quan vao cac mon hoc tiép theo.

+ CO y thirc, dong co hoc tap chi dong, dung dan, tu rén luyén tac phong 1am viéc
cobng nghiép, khoa hoc va tuan thu cac quy dinh hién hanh

+ Thao khao tai liéu ¢ thu vién , trang mang Xa hoi.

+ Lam bai tap & nha

3. Nhitng trong tim chwong trinh can chu y:

Bai 3,4,5,6,7,8.

4. Tai liéu tham khao:

- Trinh Xuan Diing, Té chic Kinh doanh Nha hang, NXB Lao déng - x& hoi, 2003.

- Trinh Xuan Diing, Hoang Minh Khang, Tdp quan khdu vi dn uéng cia mét so
nuoc - Thue don trong nha hang, 2000.

- Trinh Xuan Diing, Vii Thi Hoa, Gi&o trinh Nghiép vu phuc vu dn uong, NXB
Théng ké Ha noi 2005.

- Trinh Xuan Diing, Bar va dé uéng, tai liéu dich NXB giéo duc, 1999.

- Truong S§ Quy, Té chizc Qudan ly Kinh doanh Khach sgn-Nha hang, Trung tam
do tao tir xa Dai hoc Hué, 1996.

- Roy Hayter, Phuc vi an uong trong Du lich, tai liéu dich cua trudng Cao dang
Du lich Ha noi, NXB théng ké, 2001.

- Donald E. Lundberg, John R.Walker-The Restaurant, from Concept to
Operation-John Wiley & Son, 1993.

- Managing Food & Berverage service -bBai hoc Mo Ha Noi, 1997.

- Chris Parry, Bar & Berverage Oporation Atlantic Publishing Group. Inc Printed
in Canada, 2003.

- RoyHayter, Bar service, Hospitality Training Foundation Macmilan, London
England, 1996.

- RoyHayter, Food and drink service Hospitality Training Foundation Macmilan,
London England, 1996.

5. Ghi chi va giai thich (néu c6)
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CHUONG TRINH MON HOQC
QUAN TRI HQI NGHI/ HOI THAO

Tén mon hoc: Quan tri Hoi nghi/ Hoi thiao

Ma moén hoc: MD27

Thoi gian thwe hién mén hoc: 45 gid; (Ly thuyét: 25 gid; Thuc hanh, thi nghiém,
thao luan, bai tap: 18 gid; Kiém tra 2 gio)

I. Vi tri, tinh chit ciia mén hoc:

1. Vitri:

- Quan tri Hai nghi/Hoi thao 1a mé dun tu chon thudc cac modn hoc dao tao nghé
trong chuong trinh khung trinh d6 Cao dang nghé “Quan tri khach san®, danh cho ngudi
hoc chuy@n sau vé dich vu hoi nghi/héi thao.

2. Tinh chat:

- Quan tri Hoi nghi/Hoi thao 1a mdn hoc ly thuyét, duoc danh gia két qua bang
hinh thac kiém tra hét mon.

I1. Muc tiéu mon hoc:

1. Vé kién thuc:

- Giai thich duoc céac thuat ngir MICE va vai tro cua dich vu hoi nghi/hoi thao trong
kinh doanh khach san.

- Trinh bay dugc céac vi tri cdng viéc va nhiém vu cua cac vi tri cong viéc.

- Trinh bay duoc quy trinh t6 chac hoi nghi/hoi thao.

2. Vé k¥ ning:

- Thuc hanh dugc cac cdng viéc chuan bi va phuc vu hoi nghi/hdi thao theo hop
dong da ky két.

3. Vé ning lyc ty cha va trach nhiém:

- C6 kha nang tu nghién cutru, tu hoc, tham khdo tai li¢u lién quan dén mén hoc dé van
dung vao hoat dong hoc tap.

- Van dung duoc cac kién thure tu nghién ctru, hoc tap va kién thirc, ky nang da duoc
hoc dé hoan thién cac k¥ nang lién quan dén mon hoc mot cach khoa hoc, dang quy dinh.

I11. Noi dung mén hoc:

1. Nbi dung tong quat va phan bé thoi gian:

Thoi gian (gio)

Thuwc hanh,
STT Tén chwong, muc Tong Ly | thinghiém, | Kiém
so | thuyét | thao luan, tra
bai tap

1 | Chwong 1:Tong quan vé céng | 5 5
tac phuc vu hoi nghi , hgi thao
- Tong quan vé cong tac phuc vy | 2 2
Hoi nghi/Hoi thao
- Cong tac t6 chuc hoi nghi , hoi | 2 2
thao
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- Vi tri , vai trd , tam quan trong | 1 1
cua Hoi nghi , Hoi thao

2 | Chwong 2:Chuan bi Héi nghi, | 12 5 6 1

H¢i thao

- Chuan bj hi thao 6 3 3

- Chuan bi hoi nghi 6 2 3 1
3 | Chwong 3:Cong tac té chuc| 16 7 8 1

phuc vu Hoi nghi , Hoi thao

- T6 chtrc don tiép vaphuc vudén | 5 2 3

tiép. 6 3 3

- Cong tac phuc vu trong qué trinh

dién ra hoi nghi, hoi thao. 5 2 2

- An ninh , an toan cho hoi nghi 1
4 | Chwong 4:Cong viéc sau hoi 12 8 4

nghi, hoi thao

- Chuan bi 18 bé mac

- Tién khach

- Thu don hoi truong

- Rat kinh nghiém
Tong cong 45 25 18 2

2. Noi dung chi tiét:

Chwong 1: Tong quan vé cong tac phuc vu hai nghi , hdi thao

1. Muc tiéu:

- Trinh bay duoc khai niém vé Hoi nghi/Hoi thao, phan biét duoc cac loai Hoi

nghi/Hoi thao, vai tro cua Hoi nghi/Hoi thao.

- Liét ké duogc cac vi tri cong viéc caa bo phan toé chirc Hoi nghi/Hoi thao va nhiém vu

lién quan.

w w w w
NN NN
R

2. Noi dung: Thot gian: 5 gio
2.1. Tong quan vé cong tac phuc vu Hoi nghi/Hoi thao Thoi gian: 2 gid
2.2. Cong tac t6 chac hoi nghi , hoi thao Thoi gian: 2 gio

2.3. Vitri, vai trd , tim quan trong ciia Hoi nghi , Hoi thao  Thoi gian: 1 gio
Chuwong 2: Chuan bi Héi nghi, Hi thao

1. Muc tiéu:

- Trinh bay duoc yéu tb, diéu kién can thiét phai chuan bi dé phuc vy Hoi nghi/Hoi
thao.

- Liét ké duoc cac vi tri cong viéc cua bo phan té chiic Hoi nghi/Hoi thao va nhiém vu
lién quan.

2. Noi dung: Thot gian: 12 gio
2.1. Chuan bi hoi thao Thoi gian: 6 gio
2.2. Chuan bi hoi nghi Thoi gian: 5 gid
Kiém tra Thoi gian: 1 gio

Chuwong 3: COng tac té chiec phuc va Hai nghi , Hi thao
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1. Muc tiéu:

- Liét ké duoc cac cong viéc phuc vu vao cac thoi diém trudc va trong khi to chie hoi
nghi/hdi thao

- Trinh bay dugc yéu cau, quy trinh va tiéu chuan thuc hién cac cong viéc don tiép khach
va phuc vu hdi nghi/hoi thao.

2. N¢i dung: Thoi gian: 16 gio
2.1. T6 chac don tiép va phuc vu don tiép. Thoi gian: 5 gio
2.2. COng tac phuc vu trong qua trinh dién ra hoi nghi, hoi thaoThai gian: 6 gid
2.3. An ninh, an toan cho hoi nghi Thoi gian: 4 gio
Kiém tra Thoi gian: 1 gio

Chuwong 4: CoOng viéc sau hgi nghi, hgi thao

1. Muc tiéu:

- Liét ké duoc cac cong viéc phuc vu sau khi két thic hoi nghi/hoi thao
- Rut ra dugc cac kinh nghiém trong qué trinh to chie hoi nghi/hoi thao.

2. N0i dung: Thot gian: 12 gio
2.1. Chuan bi I& bé mac Thoi gian: 3 gio
2.2. Tién khach Thoi gian: 3 gio
2.3. Thu don hoi truong Thoi gian: 3 gio
2.4. Rut kinh nghiém Thoi gian: 3 gio

IV. Piéu kién thuc hién mon hoc:

1. Phong hoc chuyén mén héa/ nha xwong: Phong hoc 1y thuyét

2. Trang thiét bi may moc: May chiéu, bang

3. Hoc liéu, dung cu, nguyén vat lidu: Buat, gidy, bang, phan

4. Cac diéu kien khac:

V. Noi dung va phwong phap danh gia:

1. Noi dung:

- Kién thuc:

- Giai thich dugc céc thuat ngir MICE va vai tro caa dich vu hoi nghi/hoi thao trong
kinh doanh khach san.

- Trinh bay dugc cac vi tri cdng viéc va nhiém vu caa cac vi tri cong viéc.

- Trinh bay duoc quy trinh té chuc hai nghi/hoi thao.

- K§ nang:

- Thyc hanh dugc céc cdng viéc chuan bi va phuc vu hdi nghi/hdi thao theo hop
dong da ky két.

- Nang luc tu chu va trach nhiém:

- C6 kha nang tu nghién ctru, tu hoc, tham khdo tai li¢u lién quan dén mon hoc dé van
dung vao hoat dong hoc tap.

- Van dung dugc cac kién thire tu nghién ctru, hoc tap va kién thire, ky nang da duoc
hoc dé hoan thién cac k¥ ning lién quan dén mén hoc mét cach khoa hoc, dung quy dinh.

2. Phuong phap:

- Kiém tra thuong xuyén: 01 bai

- Kiém tra dinh ki: 2 bai kiém tra viét, thoi gian tir 30 dén 45 phut,
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- Kiém tra két thuc mén hoc (hinh thirc kiém tra: viét; thoi gian 60 - 90 ph(t)

VI. Huéng dan thwc hién mon hoc:

1. Pham vi 4p dung mdn hoc: Chuong trinh 4p dung cho ngudi hoc Cao dang
nghé Quan tri khach san.

2. Huéng dan vé phuong phap giang day, hoc tap mén hoc:

- Béi véi gido vién, giang vién:

+ C6 kién thirc thyc té vé nganh du lich néi chung va khéch san ctia Viét Nam.

+ Puge hoc qua cac 16p su pham toi thiéu, co kha ning truyén dat cho ngudi hoc.

+ Gido vién trén co s chuwong trinh mon hoc soan gido 4n va bai giang chi tiét
dé thuc hién viéc giang day theo diing yéu ciu mon hoc. Nham ning cao chét luong
giang day, gido vién can phai thudng xuyén doc céc tai liéu tham khao va cap nhat
thong tin c6 lién quan. Trong qua trinh gidng bai luu ¥ 1ién hé vé1 cac mon hoc khac
cling nhu vai thuc té dé nguoi hoc ngoai viée nam bét duoc kién thic con c6 kha nang
tu lién hé duge véi thuc té nghé nghiép sau nay

- P6i voi ngudi hoc:

+ Thuc su yéu thich nghé nghi¢p, cham chi, cau thi, dugc hoc cac kién thirc bd
tro cia chuong trinh.

3. Nhitng trong tdm can cht y: Chuong 2,3,4

4. Tai liéu tham khao:

- Tran Nham, Luc Bi Minh (1998)- Quan Iy khach san hién dai- NXB Chinh tri
quéc gia, Ha Noi.

- Constantions S Verginis and Roy C Wood, 2002, Accommodation
Management, Thomson, London.

5. Ghi chu va giai thich (néu co):
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