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LOI GIOI THIEU

M6 dun Nghiép vu budng cung cip cho sinh vién nhing kién thic va k¥
nang chuyén mén cia bo phan phuc vu budng tai cac co so luu tra. Noi dung
chinh ctia mé dun gdém c6 17 bai:

Bai 1. Gi6i thiéu vé bo phan budng va budng trong khach san

Bai 2. Chuan bj diéu kién phuc vu budng

Bai 3. G cira vao budng khach

Bai 4. Trai giuong

Bai 5. Vé sinh d6 gb va dién thoai

Bai 6. Vé sinh d thuy tinh, sanh st

Bai 7. Gat guong

Bai 8. V¢ sinh toilet

Bai 9. Vé sinh bdn tim va xung quanh

Bai 10. V& sinh budng khach

Bai 11. Xtr Iy tai san thét lac dugc tim thay

Bai 12. Phuc vu minibar

Bai 13. Xt 1y do giat 1a cuia khach

Bai 14. Chinh trang budng budi t6i

Bai 15. Set up phong Honey moon

Bai 16. Gigt 1a d6 vai khach san

Bai 17. Két thic ca lam vige

Véi gan 100 trang sach, gido trinh Nghiép vu buong di cung cap duoc
nhitng k¥ ning co ban trong cong tac phuc vu budng tai cac co sd luu tra hién
nay. Nhom tac gia hy vong nhan dugc su gop ¥ ctia ngudi doc dé gido trinh ngay
cang hoan thién hon.

Tran trong cam on !

Tham gia bi€n soan

1. Lé Thi Kim Phugng
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BAI 1. GIOI THIEU VE BQO PHAN BUONG VA BUONG TRONG
KHACH SAN

Muc tiéu:

- Trinh bay dugc khai ni€m, vai tro va co cAu td churc bod phan Buéng;

- Phan tich dugc mdi quan h¢ gitra by phan Buéng va cac bo phan khac
trong khach san;

- Ké tén va md ta duogc cac loai buéng, giuong, va cac vat dung trong
budng.

- Trinh bay duoc cic yéu cau ddi v6i nhan vién phuc vu Budng.

A.NOI DUNG

1. B4 phian Budng phong

1.1 Khdi niém va vai tro ciia bé phin Buéong
1.1.1 Khdi niém vé bé phdn buéng

Budng ngt trong khach san 13 noi dé khach luu tra trong thoi gian nhét
dinh v6i muc dich dé nghi ngoi hodc lam viéc.

Phuc vu buéng duogc hiéu 1a nhiing hoat dong cham lo su nghi ngoi ctia
khach bang viéc 1am vé sinh, bao dudng cac budng khach va lam dep dién mao
khach san, ddng thoi phuc vu day du cac dich vy bd sung ma khach yéu cau.

Bo phéan buéng la by phan duy nhat trong khach san truc tiép phuc vu
khach, nhung lai khong truc tiép thu tién ctua khach. Bo phan budng co vai tro
quan trong trong hoat dong kinh doanh khach san. Bo phan nay phdi hop voi bo
phan 1€ tin cung cép cac dich vu luu tra tao doanh thu 16n trong téng doanh thu
cua khach san.

Nhiing cong viéc co ban cia bd phan budng trong khach san:

- Lam v¢ sinh céac khu vuc: Phong ngu cho khach thué, khu vuc cong cong.

- Thuc hién cac dich vu bd sung phuc vu khach: Giat la, Minibar, trong
tre...

Dich vu cho thué phong ngu 1a dich vu chinh cia nganh kinh doanh khach
san. Cho nén, chit lugng cong viéc ctia bd phan budng anh hudng quyét dinh
dén chat luong dich vu chung ctua khach san. Khach luu tra trong khéach san 1a
nhimng nguoi séng xa gia dinh, ho luén mong muén c6 mdt phong & sach s&, tién
nghi, am cung, an toan, yé€n tinh... nhu ngdi nha thir hai ctia ho.

Mat khéc, gia ca cac dich vu trong khéach san thuong & muc cao va rt cao
so v6i mit bang chung ctia xa hoi. Piéu ndy co nghia, khach luu tri s& phai
thanh toan nhiing s tién 1én cho mot ky nghi ciia minh. Vi vay, tdm 1y chung
ctia khach luvu tra 13 luon doi hoi chét lugng céc dich vu & muc rit cao. Dudi
cach nhin cta khach luu trd, yéu té quan trong nhét cta chat lugng mot phong &
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1a yéu t6 vé sinh. Noi cach khac, vé sinh 1 cong viéc co ban, dic trung ctia nghé
phuc vu budng trong khach san. Diéu nay cho thiy tim quan trong cua yéu td vé
sinh dbi véi hoat dong kinh doanh khach san no6i1 chung va b phan buéng noi
riéng ma ngudi quan tri can hiéu rd dé c6 nhitng phuong phap quan 1y chit ché
cac hoat dong noi chung va cong tac v€ sinh noi ri€éng cuia cac nhan vién phuc vu
budng.

1.1.2 Vai tré ciia bg phdn buong

Trong cac bd phan nghi¢p vu cua khach san, by phan nao ciing c6 vai tro
quan trong riéng cua nd. Ching khong thé doc 1ap, tach rdi nhau. Nhung ta
nhan thiy rang bd phan phuc vu budng 1a mot trong nhitng bo phan co vai trd
quan trong nhét. Boi vi:

- B6 phan budng thuc hién dich vu co ban mang tinh dic thu cta kinh
doanh khach san: Hoat dong chinh cua kinh doanh khéch san 1a kinh doanh
dich vu phong ngu, ddy 14 dich vu co ban nhat ma khach san cung cap cho
khach va nho vao luong khach luu tra trong khach san ma cac dich vu bo sung
ton tai va phat trién.

- B§ phan tao ra doanh thu va loi nhuan 16n nhét: Theo théng ké chung &
Viét Nam, doanh thu tir phong ngu dat trén 60% tong doanh thu cua khach
san.

- B6 phan quan 1y khoi lugng tai san 16n nhat cta khach san.

- BO phan phuc vu phong ddm nhan mot khéi lugng cong viéc 16n nhat
trong khach san. Cho nén, sb lugng nhén vién trong bd phan nay ciing chiém ti
1¢ 16n nhat, so véi céc td nghiép vu khéc.

- Sy quan tam va thoi gian sinh hoat cta khach luu tra & by phan phong
nhiéu hon céc bo phan khac trong khach san.

1.2 Co céu t6 chikc b phin Buéng
1.2.1 Céc chirc danh trong bo phdn Budng

- Truong bo phin Buong (Housekeeping Manager):

La nguoi quan Iy toan dién bo phan phuc vu budng, phuc vu khach an, nghi
tai khach san mot cach cé hiéu qua, chat lugng tét, bao dam cac budng khach
ludn ludn sach s& nham tao ra su hai long ¢ khach hang.

Giam doc b phan budng chiu trach nhiém trude tong giam dbc khach san
vé cac cong Viéc sau:

+ Lap ké hoach kinh doanh caa bd phan phuc vu budng, lap ra hé théng
quan ly c6 hiéu qua, don dbc va chi dao cong viéc hang ngay cua tro 1y truong
bo phan budng

+ Bao dam cho c6ng tac kinh doanh phong khach dién ra binh thuong

+ Lap du toan hang niam, ting cudng quan ly kho, tham dinh cac vat pham
can dung khéng ché chi phi
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+ Ban hanh quy dinh phuc vu budng va kiém tra, don dbc cap dudi chap
hanh dé dam bao tiéu chuan phuc vu khach.

+ Tham dinh cac phuong tién, tién nghi phong khach, yéu cau bo phan
quan tri cai tao, stra chira, dam bao cac phuong tién, thiét bi ludn lubn & trang
thai hoan hao

+ Pit ra yéu cau vé chat lugng giat 13, dinh ky kiém tra, dam bao giat 1a
quan 4o sach s&, dat yéu cau chat lugng

+ Tham dinh kiéu dang va gia thanh dong phuc cua cén bg, cong nhan vién
khach san, don ddc viéc cit may, thay doi, giat 1a va khau va déng phuc

+ Pon dbc va chi dao cong tac vé sinh, trong cay, sat tring tai cac khu vuc
cdng cong

+ Lap ké hoach va thuc hién cong tac dao tao cua bd phan minh dé nang
cao k¥ niang nghiép vu cta nhan vién dudi quyén

+ Phdi hop tét véi cac bd phan khac trong khach san, quan tam theo doi
tinh hinh tu twong va cong viéc ciia nhom nhan vién dudi quyén, hoan thanh cac
cong viéc khac do cap trén giao.

- Tro' Iy truong bé phdn Budng (Housekeeping assistant):

La nguoi truc tiép gitip Truong bo phan budng diéu hanh va quan Iy céc
cdng viéc cua bo phan, thuc hién cac nhiém vu cha yéu sau:

+ Thuc thi ké hoach cong tac do Truong bo phan phuc vu budng 1ap ra.
Thay mat Truéng bd phan khi Truéng bo phan ving mit.

+ Triéu tap hoi nghi cac nhom trudng, cac truong ca dé bé tri, phan cong
cong viéc

+ Kiém tra tinh hinh cac nhém chap hanh trinh ty va tiéu chuan thao tac
cong viéc, gop y kién va dé ra bién phap chan chinh cac van dé ton tai kip thoi
béo céo 1én trudng bo phan

+ Kiém tra cdng tac chuan bi budng trudc khi khéach toi khach san

+ Giai quyét cac yéu cau va khiéu nai cua khach

+ Gitp truong bo phan kiém tra cong tac vé sinh tai budng, tai cac khu
cdng cong cat may quan 4o

+ Thuc thi cu thé ké hoach dao tao

+ Pinh ky danh gia cong viéc cta nhan vién dudi quyén va dé bat y kién
thuong phat 1én Truong bo phan

+ B4 tri nguoi truc ca va kiém tra sy ¢6 mat cia ngudi truc ca

+ Phdi hop cong tac tai van phong bo phan, giai quyét cac yéu cau dic thu
cua khéch va cac kho khin ctia nhan vién dudi quyén

+ T6 chirc kiém ké dinh ky tai san c¢6 dinh, vat ré tién mau hong va vat lidu
ding hang ngay cua b phan budng, khéng ché dugc gia thanh, xin mua sam bo
sung do dung, dung cu cua bd phan phuc vy budng.
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+ Thuc hién cac cong viéc khéac do cap trén giao.

- Thur ky buong phong (Co-ordinator Housekeeping/Secretary)

H& tro Truong Bo Phan trong tat ca cac cong viéc duoc phan cong. Giao
tiép tét giira khach va Bo Phan Budng Phong, cac bo phan khac va & trong bdng
phong. Chiu trach nhiém vé céc cong viéc van phong hanh chinh tong hop. Tra
loi dién thoai va hd trg trong viéc giai phong cac phong dé ban.

- Gidm sat tang (Floor supervisor):

Pén déc nhan vién hoan thanh cac cong tac gitr trat tu va an toan tai cac
tang duoc bd tri

+ Phu trach cong tac phan céng cong viéc cho nhan vién, kiém tra tinh hinh
hoan thanh nhiém vu caa ho va cin cir vao két qua dé dé bat y kién vé thuong
phat

+ Kiém tra tinh hinh tai khu vuc minh phu trach

+ Hoan thanh céc cong viéc khac do cap trén giao

- Giam sat cac khu vuc cong cong (Public Area supervisor):

Po6n déc nhan vién hoan thanh cac cong tac vé sinh va phuc vu tai cac khu
vuc cbng cong

+ Phu trach cong tac phan céng cong viéc cho nhan vién, kiém tra tinh hinh
hoan thanh nhiém vu cta ho va can c vao két qua dé dé bat y kién vé thudng
phat

+ Kiém tra tinh hinh tai khu vuc minh phu trach

+ Hoan thanh céc cong viéc khac do cap trén giao

- Giam sat giat la (Laundry supervisor):

Phu trach giit 1a dén d6c nhan vién, tho giit 1a 1am tét cac cong viéc giat 1a
quan 4o cho khéch.

+ Kiém sodt chat ché khau chat lugng giat 1a quan &o cho khach, giai quyét
y&u cau va khiéu nai cua khach.

+ Boi dudng va chi dao nhan vién méi

+ Kiém tra tinh hinh chap hanh quy ché, diéu 1é caa nhan vién, quan tam
theo ddi tinh hinh tu tuong va cong viéc cua ho, giai quyét mau thuan gitra cac
nhan vién

+ Hoan thanh céc cong viéc khac do cap trén giao.

- Nhén vién lam buong (Room attendant):

La ngudi quét don budng khéch theo trinh tu va tiéu chuan thao tac da quy
dinh, phuc vu khach véi chét luong tt nhat

+ Kiém tra s6 budng chua c6 khach thué, 1ap bdo biéu két qua kiém tra
chuyén cho b phan tiép nhan khach hang dé cho khach thué

+ Kiém tra tinh hinh phuong tién va trang thiét bi dung cu lam vé sinh, lam
t6t cong tac bao dudng, stra chira
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+ Bao quan chia khoa, thyc hién tét cong tac ban giao chia khoa.

- Nhdn vién vé sinh cong cong (Public attendant):

Nhan vién khu vuc céng cong 1a nguoi chiu trdch nhiém duy tri trat tu vé
sinh khu vuc céng cong. Nhan vién vé sinh céng cong c6 nhiém vu dam bao cac
khu vuc cng cong nhu hanh lang, cau thang, dai sanh, phong tiéc, phong hop
lubn sach sé.

- Nhdn vién giat la (Laundry attendant):

Thuc hién té chac giat 13 dong phuc caa can bo céng nhan vién va cong tac
dich vu vé git 1a cho khach

+ Kiém tra, dém dd dung bang vai bi 6, ban, phan loai trudc khi giat Ia

+ Dbi dong phuc cho céng nhan vién

- Nhdn vién do vdi (Linen attendant):

Thuc hién kiém dém, phan loai va cap db dung bang vai

+ Thu, phat, d6i d6 dung bang vai trong budng nghi caa khach va caa bo
phan in udng

+ Théng ké s6 dong phuc, do dung bang vai bi son rach, kiém ké dinh ky
d6 dung bang vai

+ Phan tich nguyén nhan son rach dong phuc va do ding bang vai, ap dung
bién phap giam ty 1€ son rach

+ Lam tbt cong tac vé sinh va phong chdng chay noi cat giit d6 dung bang
vai

+ Chap hanh quy ché, diéu I¢ caa khach san, hop tac véi cac nhan vién
khac

+ Hoan thanh céc cong tac khac do cap trén giao

- Tho may (Seamstress)

May va chinh sira tat ca hang vai cua khach san. May va sira bat ky mit
hang nao theo yéu cau caa TBP, trg Iy TBP va Giam sét hang vai.

- Nhan vién minibar (minibar attendant):

Kiém tra bo sung d6 udng, thuc pham cho minibar tai cac phong, 1am biéu
bao cao vé tinh hinh cap phat, két qua kiém ké.

- Quan ly kho (Store keeper)

Phu trach cong tac theo dbi, kiém tra, nhap xuat, bao cao d6 ding trong
khach san: d6 udng cho minibar... Hoan thanh cong viéc khac do cap trén giao.
1.2.2 So do co cau t6 chire
a. Co cau to chirc ciia bo phan phuc vu budng & khach san quy md nho:
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Chu quan 1y khach

Nhan vién 1& tin

Nhan vién bao vé

Nhan vién budng phong

b. Co ciu t6 chtc caa bd phan phuc vu budng & khach san 2 sao:

Bo phéan budng phong

\ 4

T budng phong

A 4

To vé€ sinh cong cong

c. Co cau to chirc ciia bo phan phuc vu budng & khach san 3 sao qudc té:

d. Co céu to chuc ctua bo phan phuc vu budng o khéach san 4 - 5 sao qudc té:
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Thu ki budng

Thu kho
hang vai

T Té vé T cay T6 giat Cam

phong sinh cong canh ui hoa

Ca Ca Ca Ca Ca Ca Ca
sang chiéu sang chiéu to1 sang chiéu




Truéng bd phan budng

Tro 1y truong bo phan
Thu ki budng
Quan ly
kho hang
T6 phong T6 v¢ sinh Té ciy Té gigt wi Cém Tho
conz cons xanh hoa may
N
Ca Ca Ca Ca | Ca
sang || chiéu || sang | chiéu | toi
Nhan || The Tho Nhan
- N vién i Xt ly vién
Bén Thau gidt dic B
trong biat

1.2.3 Chitc ndng ciia mét so6 bg phan trong bé phdan buong

a. T6 phong

C6 nhi€ém vy thyc hién cong tac vé sinh buéng trong khach san. Buéng phai
lam vé sinh hang ngay, thay va b6 sung nhiing nhiing d6 ding can thiét theo tiéu
chuan khéch san va loai budng ma khach dang thué. Lam vé sinh céc trang thiét
bi, may moéc trong khu vuc buéng va phuc vu cac nhu cau khac cho khach trong

thoi gian ho luu tra.
b. T6 vé sinh cong cong

Chiu trach nhiém lam vé sinh cac khu vuc cong cong cua khach san nhu
hanh lang, cac khu vuc sanh, thang may, cau thang, toilet cong cong... Tai mot

sO co s& luu tra, bd phan nay con dugc phan cong vé sinh toilet, san nha hang,...

duy tri sy sach s€ va canh quan sach dep tai cac khu vuc cong cong.
c. To giat ui

Chiu trach nhiém giat la dd vai cho toan bd khach san, déng phuc ctia nhan

vién va do giat 1a cua khach.

d. T cay xanh

Co6 nhiém vy trong va cham soéc cay hoa, bdo dam moi truong xanh tuoi

cua khach san.

e. Cam hoa
Chiu trach nhi¢m trang tri hoa trong phong khach, khu vuc cong cong, hodc

cam hoa theo yéu cau ctia cac bd phan khac: nha hang; tiéc, hoi nghi ...
1.3 Méi quan hé giiva bg phidn Buéng va cdc bé phéin khdc trong khdch san
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a. V6i bo phan 1€ tan

- Hing ngay, nhan vién 18 tin s& bao cho bd phan budng phong biét sb
lugng phong — sb luong khach du kién dén trong ngdy, cic yéu cau cua khach dé
bd phan nay sip xép nhan su, 1én ké hoach don phong, trang tri phong theo thir
tu uvu tién.

- Khi khach dén 1am thu tuc check-in, nhan vién 1& tan s& bao dé nhan vién
budng kiém tra phong di san sang don khach hay chwa. Sau khi kiém tra xong,
nhan vién budng s& phan hdi cho 1€ tan biét, néu phong sin sang thi nhan vién 18
tan s& dua khach 1én phong; con trudng hop phong gip su ¢d, chua sin sang dén
khach thi 18 tan s& d6i phong thich hop cho khéch.

- Trong thdi gian lwu tra, néu c6 yéu cau ké thém Extra bed, thay ga
givong, hét kem danh rang... khach s& bao nhan vién 18 tan va 1€ tan sé& bao lai
b6 phan budng phong thuc hién cac yéu cau.

- Néu khach st dung cac dich vu bd sung nhu: gidt 1a... thi nhan vién
budng sé& thu thap cic hoa don lién quan va giao cho bd phan 18 tan lam thu tuc
thanh toan vai khéch.

- Khi khach lam thu tuc check-out, nhan vién buéng phong s€ thuc hién
viéc kiém tra xem khach co st dung dich vu gi khong, c6 trang thiét bi nao hu
hong hay khach c6 bo quén dd gi va bao lai cho nhan vién 18 tan biét.

- Sau khi khach tra phong, nhan vién budng s& tién hanh don phong va bao
cho 18 tan biét phong di sin sang don khach moi.

b. V61 bd phan F&B

- Khi khach yéu cau phuc vu Room service v6i bd phan budng thi nhan
vién budng phong s& thong bao voi bd phan F&B biét dé phuc vu khach.

- Sau khi khach dung bita xong tai phong, néu dén gid don phong, nhan
vién budng s& bao cho nhan vién nha hang dén thu don.

- B6 phan budng phong phdi hop véi nhan vién nha hang thuc hién viéce sat
trung dinh ky, di€t chudt — sau bo... trong bd phan F&B.

C. V61 bo phan k¥ thuat

- Khi phat hién céc trang thiét bi nhu: may nudc nong, diéu hoa, tu lanh. ..
trong phong khach hodc dung cu 1am viéc bi hu hong, trudong ca phuc vu budng
s& lién hé bo phan ki thuét cr ngudi dén kiém tra, stra chita, ...

- Nhan vién k¥ thuat cua khach san c6 trach nhiém huéng dan nhan vién
budng str dung cac may moc, trang thiét bi theo dung tiéu chuan ky thuat.

d. V61 bd phan an ninh

B6 phan bué)ng c6 nhiém vu theo doi tinh hinh an ninh trong khu vuc khéach
Iwu tra. Néu phat hién mat mat hay cac van dé c6 nguy co gdy mat an toan trong
khach san nhu: khach danh nhau, khach to chic sit dung thubc lic trong
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phong,... nhan vién budng phai nhanh chéng bao cho bo phan an ninh biét dé xur
1y kip thoi.
e) V61 bd phan nhan su:

Thong bao cho bd phan nhan su vé tinh hinh lao dong trong bd phan cua
minh, dé xin v kién vé tang lao dong cling nhu giam lao dong cho bd phén, xac
dinh bién ché cho nhan vién.

f) V6i bo phan y té

Trong thoi gian luu tr, néu biét khach cé van dé dot xuat vé sirc khoe,
nhan vién budng phai bao ngay cho bd phan y té cia khach san biét dé hd tro
khach. Néu khach bi nhe thi nhan vién y té cho thudc khach udng va nhan vién
budng phdi hop phuc vu, thim hoi khach chu ddo. Con truong hop khach bi
bénh ning thi phdi hop cung dua khach di bénh vién diéu tri.

g) Véi bo phan ké toan

Hang ngay, t6 budng phong cta khach san s& nop cac héa don mua ban
hang hoa cho minibar, trang thiét bi d6 dung phuc vu cong viéc... cho bo phan
ké toan dé bod phan nay thuc hién viéc ddi chiéu ching tur, can ddi chi tiéu cho
phu hop.

1.4 Yéu cau doi véi nhén vién phuc vu Buong

Nguoi nhan vién ciia bo phan budng, ngoai viéc co k¥ niang nghé nghiép
cao can phai c6 tac phong, thai d6 phuc vu lich su, vdn minh thé hién sau:

- Méac diang déng phuc lam viéc cua nhan vién bu@)ng, dugc khach san quy
dinh — dam bao dong phuc sach s&, khéng c6 mui hoi.

- Pam bao hinh thirc c4 nhan gon gang, sach s& - toc cat ngan/ budc gon
gang; véi nit - khong trang diém qua dam hay mang nhiéu dd trang strc; nam —
khong dé rau.

- Chu y rira tay bang xa phong, lau bang khan khé trude khi 1am viéc; sau
khi di vé sinh; sau thoi gian nghi; sau khi hét hoi. ..

- Phai dang hoang chirng chac trong cong viéc chung nhu trong giao tiép
voi khach, khong khiim nim. No61 ndng phai nhe nhang, binh tinh, luén xac dinh
minh 13 nguoi phuc vy, gdp khach kho tinh c6 161 xtic pham phai g xtr khéo
1éo v6i thai d6 nha nhin dé giai quyét.

- Nhan vién budng phong khi lam viéc phai dam bao trong tinh trang siic
khoe tot. Nhan vién dang bi cam lanh, bénh 1y nhiém qua da, tiéu chay...
khong dugc 1am viée vi co thé 1ay truyén vi khuan giy bénh cho khach qua cac
d6 vai; phai nghi diéu tri dén khi khoi han.

- Trong qua trinh lam viéc, thuc hién thao tdc nhanh nhen nhung phai ding
quy trinh k¥ thuat; can than khong lam do - v& tai san cta khach, cua khach san;
phuc vu kip thoi khi khach c6 yéu cau dot xuat, khong dé khach cho lau.
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- An can, niém nd, nhiét tinh khong phan biét khach tir dau dén, mau da,
dan toc. Phuc vu khach dén noi dén chén trong pham vi co thé.

- N6i chuyén voi khach phai huéng vé khach, khéng nhin chim cham,
tranh nhin trém, khong gii dau, gii tay, ngody miii, khong ban tan xi xao chi tro
vao khach.

- Phai yéu nghé, thiy dugc quyén loi cia minh gan lién véi trach nhiém
nghé nghiép dang lam, tu gidc lam viéc véi trach nhiém cao, tiép thu nhing
dong gop v kién cua khach dé tu diéu chinh minh. Tich cuc hoc hoi trau dbi
nghé nghiép, ngoai ngit && nang cao chét lugng phuc vu khach, hoc trong thuc
té, hoc hoi gilta cac nhan vién vo1 nhau. Thuc hién tdt nodi quy cua khach san dé
ra.

2. Giéi thi¢u cic loai Budng, giwong trong khach san
2.1 Cic logi Buong
2.1.1 Phén logi Buong theo hang Buong

Thong thuong, cac loai phong trong khach san duoc phan chia theo chét
lugng budng, gom 4 loai co ban sau:
a. Phong Standard (STD)

Standard - phong tiéu chuan trong khach san, 13 loai phong don gian nhat
vo1 nhitng trang bi tdi thiéu, c6 dién tich nho, & téng thép, khong c6 view hodc
view khong dep. Day 1a loai phong c6 mirc gia thap nhét trong khach san. Mot
s6 khach san s& khong c6 loai phong standard vi tit ca cac phong déu co view
dep va dugc trang bi nhiing thiét bi tién nghi nhat.

b. Phong Superior (SUP)

Pay 1a loai phong c6 chat lugng cao hon STD véi dién tich 16n hon, dugc
trang bi nhiéu trang thiét bi tién nghi, c6 view dep. Vi chat luong phong t6t hon
nén murc gia thué phong Superior cling s€ cao hon STD.

c. Phong Deluxe (DLX)

Loai phong ndy thudng & trén ting cao véi chat luong tét hon phong
Superior. Phong Deluxe c6 dién tich rong, c6 tam nhin dep véi cac trang thiét bi
cao cap va vi thé ma murc gia phong DLX s& cao hon SUP.

d. Phong Suite (SUT)

SUT la loai phong cao cap nhat trong khach san. Phong suite thuong & trén
tﬁng cao, dugc trang bi nhiing thiét bi cao cép va cac dich vu dac biét kém theo.
Thudng thi cac khach san s& thiét ké phong Suite c6 phong khach va phong ngu
riéng biét, c6 ban cong voi view dep nhat khach san. Nhiam ting thém do VIP dé
cho thué vé1 muc gia cao hon, cac khach san thuong dat tén cho loai phong
Suite: phong Téng thong (President suite room), phong Hoang gia (Royal Suite
room),...

2.1.2 Cdc logi buong dwoc phén theo giwong va sé lwong nguoi
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- Budng don (Single Room): La budng duoc xép cho mot khach co thé c6
mot hodc hai giuong.

- Budng d6i (Double/Twin Room): 13 budng duoc xép cho hai khach, c6
thé c6 mot hodc hai givong. Tuy nhién can hét stc than trong khi dung thuat ngir
nay vi tranh nham 1an gitta hai loai 1a budng c6 mot giudng doi (double room)
va budng c6 hai givong don (Twin room).

- Budng ba (Triple room): 13 budng xép cho ba khach, c6 thé c6 ba giuong
don hodc mot givdong don va mét givong doi.

- Budng bén (Quad room): 1a budng xép cho bdn khach, co thé ¢ hai, ba
hodc bén giuong.

2.1.3 Cdc loai buéng phan theo vi tri

Bén canh viéc phan theo giudng va sd lwong nguoi; budng cla cic co s
Iuu tra con duge phan theo vi tri. Cac kiéu budng phan theo vi tri kha phd bién
nhu sau:

- Budng thong nhau (Connecting room): Pay 14 hai budng thuong c6 kich
thudc bang nhau nhung c6 cira thong nhau gitta hai budng. Loai budng nay hay
thuong duge bd tri cho gia dinh véi cha me di du lich ciing con cai 16n. ..

- Budng nhin ra bién (Sea view): Budng c6 hudng chinh nhin ra bién, c6
thé ngam bién ngay khi ¢ trong budng.

- Budng nhin ra hudéng nti (Mountain view): Budng c6 hudng chinh nhin
dugc quang canh ving nii, c6 thé ngdm quang canh ving nai ngay khi ¢ trong
budng.

- Budng nhin ra quang canh thanh phé (City view): Budng c6 huéng chinh
ngam dugc quang canh thanh ph.

Ngoai céc loai trén con c6 nhiéu loai buéng khac nhu budng nhin ra song
(River view), nhin ra hd (Lake view)... Trong kinh doanh co s luu trd, vi tri
ctia budng rit quan trong, dic biét 13 hudng nhin cta budng (view). Hai budng
cuing kich ¢ va trang bi nhu nhau nhung gia c6 thé chénh 1éch nhau rat nhau do
huéng nhin (view) ctia budng. Vi vay, budng cua cac co s¢ luu tra thudng mo
ctra s6 rong dé tao khong gian, tam nhin cho khéch.

2.2 Cac logi giwong
Loai giwong Kich co (Size) Poi twong sir dung
a/ Giwong don
Thuong dung cho loai phong Twin bed
: room (TWN), Tripl room (TRPL
Twin bed (T) 1.2m x 2m ocz (. . ) qpebed o? ( : )
hodc giwong nhd trong phong Family
room gom 1 giwong 16n, 1 givong nho
La giuong ké thém dé tao thanh phong
Extra bed (EX Imx 2m '
xtra bed (EX) X Triple tir phong TWN hodac DBL. Hién
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Loai giwong Kich c& (Size) Poi twong sir dung

nay, dé thuan tién, Extra bed hay dung
loai giudng gip, c6 banh xe dé bo phan
budng d& di chuyén, lip dit thém vao
trong phong

b/ Givong doi

Queen Bed (Q) - 1.6m x 2m Thuong dugc dung cho loai phong
Giuong doi ' Standard (ST), Superior (S)

1.8 mx2m Dung cho loai phong Deluxe (D) hay
(givong cd 16n) | Suite (SU).

King Bed (K) oM X 2.2 m Phuc vu ddi twong khach luu tra trong
. L phong Suite: phong Tong théng, phong
(giuong si€u 16n) . .
Hoang gia...
c/ Gheép givong
Join bed L&n nhat Ghép 2 giwong Twin v6i nhau

2.3 Cdc vit dung cung cdp trong buéng
2.3.1 Cdc vit dung cung cap phong ngii (Facilities)
- Hotel service directory: danh ba khéach san
- Room service menu: thuc don khach san
- Hotel map: ban d6 khach san
- Minibar list: danh muc d6 udng
- Laundry list: danh muc giat ui
- Laundry bag: tai dung d0 giit 1a
- Hanger: moc quan 4o
- Umbrella: céi du
- Cloth brush: cay chai (quan 40)
- Shoe horn: cay x6 giay
- Ashtray: gat tan thudc
- Kettle: Am nu nudc
- Slipper: Dép di trong nha
- Hair dryer: may siy toc
- Cups: ly udng tra
- High glass: ly cao (udng nudc)
- Spoon: mudng
- Envelope: bi thu
- Telephonepad: T4p gidy nho dé khach ghi sb dién thoai
- Pen: bat
- Sugar: duong
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- Coffee: ca phé
- Tea: tra
2.3.2 Cdc vt dung cung cdp phong tam (Guest Amenities)
- Comb: luoc
- Tooth brush kit: ban chai danh rang
- Razor set: dao cao rau/ shaving kit: bo kem dao cao rau
- Sewing kit: b kim chi
- Shampoo: dau goi dau
- Hair condition: dau x4 toc
- Shower cap: mii tram dau
- Shower gel: dau tam
- Body lotion: kem dudng thé
- Bath salt: mudi tim
- Bath foarm: bot tim
- Soap: xa phong cuc (rua tay)
- Cotton bud: bbng ray tay
- Cotton pad: bong trang diém
- Sanitary bag: tui v¢ sinh
- Tissue paper: gidy mém lau tay
- Toilet paper: gidy vé sinh
- Shoe shine mit: miéng lau gidy

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau héi
1.1 Trinh bay mdi quan hé giita bo phan budng voi cic bo phan khac trong
khach san?
1.2 K& tén cac loai budng, cac loai givong trong khach san?
1.3 K& tén cac vat dung cung cip trong budng?
2. Bai tap/thwe hanh
Luya chon 01 khach san thuc té. Mo ta cac loai budng trong khach san d6
(kém hinh anh minh hoa)
* Huong dan thue hién
- Lam viéc theo nhom (nhém: 2 - 4 sinh vién)
- Chuén bi: Pién thoai/may tinh c6 két ndi internet
- San pham: Bai trinh chiéu hinh anh bang Powerpoint
- Thoi gian thuc hién:
+ Chuan bj: 60 phut
+ Béo céo (thuyét trinh): 2 phut/nhom
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BAI 2. CHUAN BI PIEU KIEN PHUC VU BUONG

Muc tiéu:
- Trinh bay duogc cac cong viéc can thuc hién khi chuén bi nhén ca
- Giai thich dugc y nghia cac thuat ngir vé tinh trang budng.
- Trinh bay cac nguyén tic sip xép xe day.
- Sir dung duoc bang bao cao tinh trang budng
- Str dung duoc bo dam, chia khéa phong
- Thuc hién duoc viée sép Xép cac vat dung trén xe déy ding céch, an toan
- Sir dung duoc xe day

A.NOI DUNG
1. Chuan bi nhan ca lam viéc
1.1 Pung gio

- bam bao réng ban da biét trudce lich 1am viéc ciia minh.

- Ca thé (hodc d4u van tay) vao may chdm cong trudc khi thay do

* Tiéu chuan:

- Bung gio

- Bén trude ca lam viée 15 phut dé co thoi gian thay dd trude ca lam viée
1.2 Dién mao
1.2.1 Thay dong phuc trieée khi bét dau ca lam viéc

Thay d6ng phuc trong phong thay quan 4o c6 khoa duge chi dinh hozc khu
vuc danh riéng cho nhan vién nam va nit.

Pong phuc phai dam bao nhiing yéu cau sau:

- Pong phuc sach s&, khong c6 mui héi, thang chr khéng duoc nhau nat.

- Khong st chi, dut nut.

- Mic ding ddng phuc theo vi tri.

- Mic dong phuc da bo, 4o phai cai nut day du.

- Giay sach s&, sang bong, khong sir dung giay c6 dé qua mon

- Giay thuong 1a mau den, khong sir dung mau khac, giay khong day, tru
nhan vién ho boi c¢6 gidy hoic dép khac.

- Giay nit chi cao tir 3 — 5 phan dé tranh gay tai nan khi 1am viéc.

- Peo bang tén trong gid lam viéc. Bang tén phai sach, khong qua tray suot.
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Pong phuc nam Pong phuc nir

* Tiéu chuan:

- Treo quan 4o thuong phuc trong tii riéng hodc khu vue duoc chi dinh

- Pé cac d0 vat ca nhan trong ti riéng

- T4t dién thoai di dong va dé trong tu riéng
1.2.2 Toc

~ P6i voi nir: toc cat tia gon gang. Toc ludn sach va khong co gau. Dbi
v6i nit toc dai qua vai phai cip gon phia sau bang cip c6 ludi. Khong duoc dé
tdc mai phia trude chum xudng mat khi lam viéc. Khong duge nhudém téc mau
sic s&. Khong sir dung loai dau bong 1am toc bi bong nhon

- P6i v6i nam: toc cat ngan. Phia sau toc khong dugce dé dai phii qua mang
tai va chom 1én cb 4o. Toc ludn sach va khong c6 gau. Khong duge nhudm toc
mau sic s§. Khong dugc dé cac kiéu dau ky di.
1.2.3 Tiéu chuan vé khuén mdt

- Nit: trang diém nhe nhang. Muii my phiam nhe nhang. Tranh ding my
pham c6 mui nang vi c6 thé gay kho chiu cho khach.

- Nam: rau, ria mép dugc cao sach. Rau, ria mép: nhan vién nam dugc phép
dé rau, ria mép. Nhung phai duoc cét tia gon dep.
1.2.4 Trang suc

Nhén vién phuc vu budng chi duoc deo do trang strc don gian véi sé luong
quy dinh nhu: 01 nhin tron tron, 01 diy chuyén/vong c6 don gian, 01 déng ho,
01 d6i khuyén tai phai gon, bam sat vao tai. Khong mang cac vat sac, khong deo
lac tay vong tron, khong deo vong lac chan vi nhan vién phai luon di lai nhiéu
trong ca 1am viéc, nén dé bi vudng khi di chuyén.
2. Sir dung béo céo tinh trang budng
2.1 C4c thugt ngé# tinh trang buéng
2.1.1 Khai niém

Thuét ngir tinh trang phong 14 cac tir viét tat trong bang béo cdo tinh trang

phong; gitip nhan vién nhan biét duoc tinh trang phong hién tai; dam bao nhan
vién trong khach san hiéu va sir dung gidng nhau; thé hién dugc tinh hinh kinh
doanh cua khach san.

Trang 16



2.1.2 Cdc thudt ngit tinh trang buong

Thuat ngir

Room status

Giai thich

* Phong c6 khach

Occupied Dirty oD Phong khach dang ¢, chua don vé sinh
: Phong khach 5, da ¢ sinh nh
Occupied clean 0C ong ‘ acq dang ¢, da don v¢ si ung
chua hoan hao
Occupied clean ocl Phong khach dang &, da don vé sinh hoan
Inspected hao
* Phong trong
Vacant dirty VD Phong trong ban
Vacant clean Ve th‘)ng qtréng da don v¢ sinh nhung chua
hoan hao
Vacant clean . L an A 1
VCI Phong trong da don vé sinh hoan hao
Inspected
Out of order 000 Ph?ng hu hong‘ sia chira trong thoi gian
ngan han (<6 ngay)
Phong hu hé ra chita t thoi gi i
Out of Inventory 00l ong hu hong stra chita trong thoi gian dai
han
Out of service 0O0S Phong hu héng nhung van dén khach duoc
Check out
C/O (D Khach tra phc¢
(Departure) (D) ach fra protie
Check in
. C/l (A Khach nhan phc
(Arrival) (A) ach Ihian prong

2.1.3 Cdc thudt ngit vé nghiép vu buéng (Special request)

Special

Thuat ngir Giai thich

request
Extra bed EX/EB Giuong phu (danh cho nguoi 16n)
Baby cot Baby|  pomp | Ciii (noi) tré em
bed
Long stay in guest LS Khach ¢ lau (>6 ngay)
Late Check out LC Khéch tra tré (sau 12h)
Early arrival EA Khach dén som (trudc 12h)
Pick up PU Khach yéu cau dén
See off SO Khach yéu cau tién
Upgrade UP Yéu cau nang cap phong
No smoking NK/NS Khéng hit thude
Join bed JB Yéu cau ghép giuong
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Special

Thuat ngix Giai thich

request
High floor HL/HF Yéu cau & tang cao
Fruit FR Yéu cau trai cy
Flower FL Yéu cau hoa tuoi
VIP (Very

: V1<V2<V3 | Khéach quan trong tiy theo cap do
Important person)

Connecting door/

. CDI/CR Yéu cau phong c6 cira thong nhau
connecting room

Do not Disturb DND Khoéng lam phién

2.1.4 Quy trinh chuyén doi tinh trang buong

C/I

VCI OCI
F.O
C/0

D.VD oD
F.O

2.2 Céch sir dung bdng bao céo tinh trang buéng

- Nhan tai thu ky van phong bd phan budng vao dau ca trude khi di vé khu
vuc lam viéc cua minh.

- Poc va hiéu 1 cac thong tin va hudng dan trong ngay.

- Nguyén tac kiém tra va tha ty wu tién lam phong nhu sau:

1. Kiém tra va don phong trong, c6 khach dén

2. Kiém tra va don phong khach tra, co khach dén

3. Kiém tra va don phong khach dang &

4. Kiém tra va don phong khéch tra, khong c6 khach dén

5. Kiém tra va don phong trong, khong c6 khach dén

- bién thong tin vao bang bao céo tinh trang budng theo dung cot

- Chuyén bao cdo tinh trang budng dén thu ky bo phan Budng, co chir ky
cta ban va ciia nguoi giam sat.

Vi du:
O/l | ROOM ROOM ROOM SPECIAL
NUMBER STATUS TYPE REQUEST
A 101 VD SSQ LS, NK, LC
D |102 000 DGT JB, NK, CD
D |103 VD DGQ JB, EX, BC
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A 104 VCI DST JB, LC, V2
105 oD BBQ HL, NK, FR
D | 106 VC BGT EX,BC,CD
A 107 oD SUT LS, LC, PU
D
A 108 VD DSK SO, UP, HL
D
D | 109 oC SSQ EA, LC, EX
D |110 oD SGQ CD, FL, HL

a. Giai thich thong tin trong bang?

b. Sap xép th tir 1am phong?

c. Tinh toan sb luong dd vai lam phong?

d. Tim cac sai s6t néu c6?

e. Xac dinh Dust, clean?
3. Sir dung by dam

- Nhan méy nhan tin va bo dam: day 14 nhitng cong cu lién lac hiru dung
cho nhan vién budng nén phai gitr chiing mot cach an toan bén minh. Nhan may
nhan tin va bo dam tai van phong bo phan budng trong khach san. May nhan tin
s& kéu khi ban duoc goi, con may bd dam cho phép dam thoai hai chiéu.

= i > A
May bo dam

- Ky tén khi nhan may nhan tin, bd dam: Ky tén vao mau nhan mdy nhan
tin, b dam cung v&i tén, ngdy gio va sé may di nhan. Kiém tra xem may nhan
tin, bd dam c6 lam viéc tét khong (dén, 4m va man hinh). Pam bao rang ban
duogc giao va ky nhan ding s6 may nhan tin. Khong duoc dua may nhén tin cho
nguoi khac (khach hay nhan vién khac). Nhan vién budng phai chiu moi trach
nhiém vé may nhén tin. Van phong bd phan budng c6 thé lién lac khan cip véi
nhan vién budng trong khi 1am viéc.

- Tin nhan dén: mot tiéng chudng hay do6i khi ciing v6i dén nhap nhay. Hay
cam may lén tay va doc mi sd, goi vé van phong dé c6 nhiing huéng dan cuy thé
(trong vong 5 phat) vi vin phong bo phan buéng mubn nhan vién budng lién lac
vo1 ho ngay.

- B4o céo vé may nhén tin, bo dam bi méat hay thét lac: go1 hodc bao cao
ngay dén ngudi giam sat. Co nhé lai 1an cudi cung ding may nhan tin, bo dam la

Trang 19



khi nao, & buéng nao. Bo phan an ninh c6 thé diéu tra va nhan vién budng c6 thé
nhan lai may nhén tin, bo dam ngay.

- Ban giao may nhén tin, bd dam: vao cudi ca lam viéc, ky vao cOt bén canh
cot ky nhan may. Tén, thoi gian, sé may nhén tin, bo dam va chir ky nguoi tra.
Sau khi d4 ban giao may nhan tin, bd dam, nhan vién khong con trach nhiém dbi
v6i may nhan tin, bo dam d6 nira. May phai duoc nap lai pin.

4. Swr dung chia khoa

'\;"L‘||l_im ) ’ b

Buwoc 1: Nhan chia khoa tcfng hoac the chia khoa

- Cach lam: Nhan tai van phong bd phan Budng

* Tiéu chuan:

+ Chia khoéa d3 nhan du sb luong va dung khu vuc lam viéc dugce phan
cong.

+ Kiém tra xem chia khoa co bi sttt mé hay bi hong

Buoc 2: Ky nhan chia khoa hodc thé chia khoa

- Cach lam: Ky vao phiéu nhan chia khoa véi tén, gid nhan, chit ky va ma
chia khoa hoac khu vuec.

* Tiéu chuan:

+ Pam bao rang ban di ky nhin dung ma chia khoa. Kiém tra ngay va khu
vuc

+ Luon gilt chia khdéa bén minh, khong dua chia khoa cho nguodi khac
(khach hodc nhan vién khac).

Buée 3: Peo chia khéa vao dong phuc

- Cach lam: Dung day deo chia khoa thich hop

* Tiéu chuan:

+ Day deo du dai dé mé dugce cira cac budng

+ Day deo chic chin, an toan

Bude 4: Bdo cdo vé chia khéa bi mat hay that lac

- Cach lam: Goi hoac bdo c4o ngay véi nguoi giam sat

- Hay nh6 lai 1an cubi ban dung chia khéa 14 khi nao va

& budng nao
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Buéce 5: Ban giao chia khoa
- Cach lam
+ Ban giao vao cudi ca 1am viéc, ky tén vao cot bén canh cdt ky nhan
+ Ghi 10 tén, thot gian, ma chia khoa va chit ky nguoi tra
* Tiéu chuan:
+ Pam bao rang ban da ky tén vao cot “ky tra”. Kiém tra lai thoi gian va
ma chia khoa.
Luu y: Céc chii y vé an toan déi véi chia khéa:
- Khi khéng thdy chia khéa phdi bdo ngay véi quan Iy
- Khong dwa chia khoa cho nguoi khong co trach nhiém
- Khong tiét 19 thong tin chia khéa cho nguwoi khdc
5. Si dung trén xe diy
5.1 Cac loai dé vdi va vt dung cung cdp
5.1.1 Céc logi do vdi va khan
* C4c loai d0 vai:
- Bed sheet: Ra trai giuvong
- Blanket case/Duvet cover: Boc mén
- Pillow case: boc gbi
- Yukata/Bathrobe: Ao choang tam
* Cac loai khan:
- Bath towel: khan tdm
- Hand towel: khan tay
- Face towel: khan mat
- Bath mat: khan (tham) lau chan
* Lyu ¥ khi nhan d6 vai va khan tam:
- Nhan d6 vai va khin tam tai kho d6 vai hoic kho phuc vu ctia bo phan
Buf’)ng.
- Tinh toan va nhan dung, du sb lugng d6 vai can thiét dé lam phong.
- Sap xép dd vai va khin tdm vao giita xe day, khong dugc xép qua ning.
* Tiéu chuan:
+ T4t ca d6 vai phai dugc kiém tra cac vét ban
+ Do vai hodc khan taim khong duoc bi rach, 6 mau
+ P06 vai va khin tim phai duoc gap gon gang
+ Ga trai giudng phai dugc 1a phang va khong bi nhin
+ Ludn cam d6 vai va khin tim bang tay sach va kho
5.1.2 Cdc vdt dung cung cdp trong phong
* Céc vat dung cung cap phong ngii (Facilities)
- Gidy viét thu A4.
- Phong bi thu.
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- But viét.

- Phiéu giat la.

- Phiéu minibar.

- Dép di trong nha.

- Ca phé hoa tan.

- Tra goi.

- Stra kem goi.

- Buong goi.

- Nudc udng tinh khiét dong chai.

- Laundry bag: tai dung d0 giit 1a

- Tissue paper: gidy mém lau tay
* Céc vat dung cung cap phong tim (Guest Amenities)

- Comb: luoc

- Tooth brush kit: ban chai danh rang

- Razor set/ shaving kit: bo dao cao rau

- Sewing kit: bd kim chi

- Shampoo: dau goi dau

- Hair condition: dau x4 toc

- Shower cap: mii trum dau

- Shower gel: dau tam

- Body lotion: kem dudng thé

- Bath salt: mudi tim

- Bath foarm: bot tim

- Soap: xa phong cuc (rua tay)

- Cotton bud: béng ray tali

- Cotton pad: bong trang diém

- Sanitary bag: tai vé sinh

- Toilet paper: gidy vé sinh

- Shose shine mit: miéng lau gidy
*Luuy:

- Nhan tai kho ctia b phan Buéng

- X4c dinh ding va du cac loai vat dung can cung cap cho budng dé sap xép
1én xe day.

- Cac vat dung cung cap cho budng phai dugc sip xép gon gang theo ting
khu vuc, khong dé 1an 10n cac vat dung cung cdp v6i nhau.

- Vao cubi ca 1am viéc, can bd sung va sip xép lai vat dung day du dé
chuan bi cho ca tiép theo.
5.1.3. Cac logi dung cu va hoa chat vé sinh
* Cac thiét bi, dung cu lam vé sinh
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- Bucket: x6

- Double bucket: x6 2 ngan

- Cloth clean: khan lau

- Sponge: miéng lau

- Broom: chdi

- Dust pan: cay xuc rac

- Wet mop: cay lau uot

- Rabbit pie: cay con tho

- Squeeze: cay gat guong

- Pad (black, red, white): tAm cha san

- toothbrush: bot danh rang

- Toilet brush: cay chui toilet

- Hand brush: b6t cha san

- Black bag: tii dung rac

- Spray bottle: binh xit hoa chat

- Vacuum cleaner: may hut bui
* Cac loai hoa chat lam vé sinh

Stt | Tén hoa chat Cong dung, chirc ning
1 | General purpose | hoa chat da nang/ tong hop
2 | Glass cleaner hoa chat lau guong
3 | Toilet cleaner hoéa chat lau toilet
4 | Deodorizer hoa chat khir mui
5 | Astonic hoa chat dung dé danh bong d6 dong, inox
*Luuy:

- Héa chat va dung cu vé sinh phai duoc dé trong x0 dung dung cu, hoa
chat.

- Hoa chat phai duoc chira riéng trong binh xit dung hoa chat c6 gan nhan.
Néu binh xit dung hoa chat hét, vao kho dé hoa chat dé bo sung thém.

- Khéng duoc tron 13n cac hoa chat vao nhau.

- Cac binh xit dung hoa chat dugc dé ¢ ngan riéng, cac dung cu v¢ sinh
dugc dé & ngan riéng.

- X6 dung hoa chat va dung cu vé sinh phai duoc sap xép gon gang trén xe
day.
5.2 Céch sdp xép

Xe day 1a mot trong nhiing phuong tién can thiét nhat cua nguoi phuc vu
budng, ngoai viéc chtra dung cac dd dung phuc vu khach va cac phuong tién lam
viéc cta nhan vién con c6 tac dung bao vé an toan cho dd dung trén xe, giup
nguoi phuc vu rut ngén duoc thoi gian cho cong viée v¢ sinh, ngudi phuc vu di
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chuyén dé dang, gon nhe. Xe day thuong dugc lap dit thanh ba tang, hai bén dau
va cudi xe dugc gan thém hai tai vai, phia dudi xe c6 gian 4 banh xe dé viéc day
xe di lai dugc dé dang, thuan tién.

Nguoi phuc vu budng ding xe ddy dé sap xép tat ca d6 dung thay thé phuc
vu sinh hoat hang ngay cta khach, phuong tién lam vé sinh cling dugc xép dit
trén xe day.

Trude khi sip xép do dung 1én, xe ddy phai duoc lau chui sach s&, sip xép
gon gang dam bao tinh khoa hoc thuéan tién cho nguoi phuc vu khi léy cac dd
dung trén xe, ddm bdo an toan cho dd dung phuc vu khach. Trén xe déy duoc
sap xép nhu sau:

- Phia 2 dau xe day treo tui dung d6 ban, tui dung rac

- Céc loai hoa chit t'fly rra, dung cu lam vé€ sinh duoc xép ngan ne‘ip trong
khay va dit trén bé xe day

- May hut bui dugc dat trén bé con lai cua xe déy (mot s6 khéach san quy
dinh 2 ngudi don 1 phong thi mot ngudi day xe, nguoi kia s& kéo may hut bui)

- Tang 1: xép ra giudng cac loai va vo gdi. Khi xép ra 1én xe day phai dé
duong sdng gip quay ra phia ngoai dé dé& 13y, dé kiém tra, nén c6 ky hiéu riéng
khi gdp ga d6i, don va phai xép riéng ra giudng theo timg kich ¢ dé dé dang
nhan biét khi don budng.
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- Tang 2: xép khan cac loai: khin tim, khan mit... Xép dudng séng gip
ctia khin quay ra phia ngoai va c6 ky hiéu gap khan tim, khan mit riéng dé nhan
biét khi phuc vu.

- Tang 3 (tang trén cung): xép van phong pham (gidy viét thu, gidy ghi chd,
phong bi...), cac d6 ca nhan/dd cung cap, cac vat dung cho budng khach, cac
loai thirc udng dong géi (tra, cafe..) va nudc sudi. Cha ¥ ting ba khong nén xép
cao qua tAm nhin khi dy xe kho quan sat.

* Lueu y khi sdp xép xe ddy

- Sap xép ngan nap theo timg ching loai, timg mit hang

- Hang cao xép phia trong, hang thap xép phia ngoai

- Hang nang xép phia dudi, hang nhe xép o trén

- Logo phai hudng 1én trén (ddi v6i hang vai), logo phai quay ra ngoai (d6i
v6i hang bd sung)

- Sap xép dd vai 1én trén xe va hudng cac nép gap ra ngoai

- Khong dé hang sach gan hang ban

- Nén xép du cac mat hang (ra, vo gdi, khan...) dé phong khi bi ban, rach,
khong du tiéu chuan

- Khong nén xép qua cao (che khuat tim nhin)
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- Khong chét qua nhiéu hodc qua it
5.3. Cdch sir dung xe diy

- it xe ddy chin ngang trude cira phong khach khi dang lam vé sinh, mit
xe day hudng vao trong, cach tudng 2-3 cm

- Khong duoc dit xe day chan ngang 16i di ¢ hanh lang ciing nhu 16i thoét
hiém (dé dam bao an toan cho khach va cho chinh ban than nhan vién trong
truong hop co su ¢d, hoa hoan xay ra)

- Can than khi sir dung va di chuyén xe day, cht y khong duge dé xe day va
quét vao tudng hay va cham vao ngudi khac khi day xe (tranh d6 bé anh huéng
dén tai san cua khach san)

- Thuong xuyén db tai rac va 1am sach tai dung d6 vai

- Lam u6t cac dau mau thude 14 trude khi d6 chung vao cac tai rac (tranh
hoa hoan)

N
B. CAU HOI VA BAI TAP/THUC HANH

1. Cau héi

1.1 Bang bao céo tinh trang la gi? Trinh bay cach sir dung bang bao céo tinh
trang phong?

1.2 Trinh bay cach sap xép xe day? Khi st dung xe day, can chd y diéu gi?
2. Bai tap/thuc hanh

2.1 Gidi thich tinh trang phong cua khach san sau

Out/In| Room | Room Giai thich
Number | Status

D 101 oD

A 102 VD

D 103 VCI

A D 104 oD

D 105 VD
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A D 106 VC

D 107 OC

108 VD
109 oD
A 110 VCI

2.2 Thuc hanh: Sap xép va sir dung xe day
* Huong dan thyce hién
- Chia nhém. Mdi nhom 2 sinh vién.
- Mbi nhom thue hanh sip xép va st dung xe day
- Thoi gian luyén tap: 30 phut
- Thyc hi¢n: 5 phut/nhém
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BAI 3. GO CUA BUONG KHACH

Muc tiéu:
- Néu duogc quy trinh g ctra budng khach;
- GO cira budng khach ding quy trinh, yéu ciu k¥ thuat;
- Xir Iy duogc cac tinh hudng giao tiép v6i khach trong qua trinh gd ctra.

A.NOI DUNG
1. Cac budc thuc hién

Budc 1: Dé xe day ngay ngén trudc cira phong

Budc 2: Quan sat trude ctra c6 bang “DND” hay khong?

* Truwong hop co bang DND:

- Khong dugc nhan chudng hodc go cira

- Pit thu ngd “DND”vao dudi ngach cira (Thong bao néu khach mudn
phong cua ho dugc lam v¢ sinh thi phai goi dién cho van phong ctia bd phan
phong)

- Ghi chu va tro lai sau

PLEASTF

DO NOT DISTURB

XIN BDUNG
LAM PHIEN

- Néu dén 2 gio chiéu phong van con treo bién “DND” va khach van khong
phuc dap, nhan vién phuc vu phong c6 nhiém vu phai bao céo cho giam sat tang
hodc Giam ddc bd phan phong biét. Sau d6 Giam sat tang hoic Giam dbc bo
phan phong s& 1a ngudi lién hé truc tiép vai khach qua dién thoai dé xin phép
lam phong.
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- Néu thay khach khong tra 16i, Giam ddc bo phan phong s& cing véi mot
nhan vién 1& tn mé ctra vao phong khach dé xem c6 van dé gi xay ra voi khach
hay khong (Vi du: dau 6m, ngdt xiu hay cdc truong hop tir vong).

- Néu lién hé ma khach ddng ¥ cho lam phong, nhan vién phuc vu phong s&
lam vé sinh phong theo diing qui trinh (va di nhién s& phai cat bang “DND” vao
trong phia sau cua).

* Néu khéng cé bang DND (chuyén qua buéc 3)

Budc 3: Plng ngay ngan tryc dién trude mét than, cach cta 1 sai tay.

Budc 4: G& ctra phong khach 3 1an (Hoi nam ban tay, ding go cta céc
ngoén tay g cira dé tao do vang). Mdi 1an 3 tiéng. Khoang cach gitta mdi lan 1a
10-15 giay. Dong thoi xung danh “Housekeeping” sau mdi 1an gd.

Budc 5: Sau 3 lan khong thay khach phan hoi, chd 30 gidy méi duge mo
ctra (Mot s6 khach san c6 thé quy dinh thém 1 1an nhan chudng).

Budc 6: Mé hé cira 25cm, nghiéng dau, dua 1 chan vao trong va xung danh
“Housekeeping” mot 1an nia.

Budce 7:

- Néu khong c6 khach trong phong: Tién hanh quy trinh vé sinh phong.

- Néu khach dang ngii hodc dang trong nha tam: Nhe nhang dong ctra, roi
phong.

- Néu khach di thire nhung chua mic trang phuc: hdy néi: “Xin 18i da lam
phién 6ng/ba, i chi thuc hién viéc kiém tra phong” va nhe nhang rdi phong.

- Néu khach thirc va trong trang phuc binh thudng: chao khach va noi: “Xin
161 t6i khong ¢6 ¥ 1am phién 6ng/ba. T6i 13 nhan vién phuc vu phong. Xin phép
t61 c6 thé 1am vé sinh phong dugc khong a?”.

+ Néu khach dong y cho vao lam phong, nhan vién s& néi: “Cam on,
ong/ba”, va chuin bi dung cu dé thuc hién nhiém vu.

+ Truong hop khach ban thi héi khach khi nao thi thudn tién cé thé tro lai
lam phong cho khéach dugc, chao khach va hen khach 14t nira quay lai.

+ Néu khach mudn don phong sau: néu khach yéu cau hay quay tro lai (vi
du trong 10 phut nita), dung quén cam on khach va hen s€ quay trd lai vao thoi
gian do va ghi cht vao bang bao cao lam phong.

2. Giao tiép véi khach
Céc tinh hudng thudng gip khi mé budng khach va cach giai quyét

Tinh hudng 1: Khach ¢ trong budng va ra mé cira khi nghe tiéng gd ctra va
xung danh ctia nhan vién.

Cach giai quyét tinh hudng: Trudng hop ndy nhén vién can chao khach va
hoi: "Good morning/Good afternoon, Sir /Madam, May | clean your room
now?/ Chao 6ng/ba/anh/chi, t6i c6 thé don budng bay gio khong?”

+ Néu khach dong y thi bat dau lam phong.
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+ Néu khach ludng lu, c6 thé hoi: Do you prefer that | come back later 2/
T6i c6 thé quay lai sau" va 1am theo yéu cau cua khach.

+ Néu khong c6 tiéng tra 101, tra chia khoa nhe nhang va md cira vao
phong. (Vi co thé khach van con dang ngu).

+ Néu khi tra chia khoa, théy xuét hién dén xanh, co nghia 1a thoi han st
dung chia khoéa van con, co thé mé cira duge. Néu théy deén do, co nghia la chia
khoa da hét han st dung, phai cap nhat ngay lap tirc. Néu thay ca dén xanh, do
cung nhap nhay, c6 nghia 1a khach cai chdt bén trong, nhan vién ghi vao bao céo
va chuyén sang 1am phong khac.

Tinh hudng 2. Nhén vién g cira va xung danh ding theo quy dinh, xac
dinh khach khong c6 ¢ trong budng nhung khi m& cira lai thdy khach dang &
trong budng.

Cach giai quyét tinh huéng: Nhan vién xin 18i vi d4 lam phién khach. Hoi
khach c6 cho phép 1am budng ngay khong?.

Truong hop khach cho phép: nhan vién thuc hién cong viéc nhu quy dinh

Truong hop khéach hen gid 1am: nhan vién xac nhan lai va hira quay lai theo
yéu cau.

Truong hop khach tir chdi: nhan vién chao khach, di ra, dong cira nhe
nhang, ghi vao béo cdo 1am budng cia nhan vién 1a khach tir chdi phuc vu.

MOT SO CAU GIAO TIEP TIENG ANH

1. Good moring/afternoon/evening, This is Ms. Thuy from Housekeeping.

2. May | clean your room now?

3. Good evening Mr.Brown, would you like to have your turn down service
now?

4. What time would be convinient for you Mr Brown?

5. Thank you Mr/Ms/Mrs Brown and have a nice
morning/day/evening/night

6. How about some fresh towels Mr Brown?

- Giao tiép v6i khach ty nhién, lich sy.

- Néu lam phong khi khach dang ¢ trong phong, lwu ¥ ctr chi, hanh dong
chuan muc.

- Ra khéi phong dong ctra nhe nhang.

3. Thwe hanh go cira

MGdi sinh vién thuc hanh g ctra phong khach va xu 1y cac tinh hudng:

1. Khach luu tru la nguoi Viét:

- Khong co6 ¢ trong phong

- Ra mé& cura cho phép lam phong

- Ra mé ctra va bao ban
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- Ra m& ctra va khong mudn 1am phong
2. Khach luu tri la nguoi nuede ngodi:

- Ra m¢ ctra cho phép lam phong

- Ra m¢ ctra va bao ban

- Ra mo ctra va khong mudn 1am phong

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau hoi
1.1 Trinh bay cac budc go ctra vao phong khach?
1.2 Khi gd cira vao phong khach, néu trén cta cé treo bang “DND”, nhén vién
budng can lam gi?
2. Bai tap/thuc hanh

Thuc hanh go cua vao phong khach

* Huong dan thyce hién

- Chia nhom. Mdi nhém 2 sinh vién. 01 sinh vién déng vai nhan vién
budng, 1 sinh vién dong vai khach hang.

- Mbi nhom luyén tap véi nhau cac tinh hudéng g6 cira vao phong khéach.
Sau do6 thuc hién trudc 16p

- Thoi gian luyén tap: 30 phut

- Thyc hi¢n: 5 phut/nhém
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Muc tiéu:
- X4c dinh duoc chinh xé4c céc loai d6 vai 1am giuong;
- Trinh bay dugc cac bude trai givong thuong va giuong Au;
- Thyc hanh trai givdng dung yéu cau ky thuat, dat tiéu chuan.

A.NOI DUNG
1. Trai giwong thwong
1.1 Thu do vdi bén trén giwong

BAI 4. TRAI GIUONG

STT| Ténthaotdc | Dung cu, thiét Yéu cau ky thuat
bi, vat tu
1 | Théo vo goi trén | Goi Mo miéng bao goi va thao rudt goi
giuong dé trén ghé, vo gdi dé trén giudng
2 |buing & phia| Bém/giuong Kéo dém/giuong bang hai tay ra
cubi giuong, khoi dau giudng khoang 20 cm.
chung gdi, kéo
nhe dém vé phia
minh
3 | Lot vo chan Chan - Thao miéng vé chan va 161 rudt
chén ra khoi vo.
- Gap gon rudt chin hodc chin len.
bat rudt chan/ chan len trén ghé
hodc cit vao tu
- V6 chian dé trén givong
4 | Lot ga giuong: | Ga - Kéo ga va cudn gon lai cing voi
dung tay kéo ga v6 chin, vo goi
ra khoi cac goc
giuong.
5 | Thu nhat d6 vai | Vo chin, vo |- Cac do vai ban khéng duoc vit
ban  mang ra | gdi, ga bura bai trén san nha.
ngoai - Pé riéng d vai kho va db vai uét
- Danh déu néu c6 vét ban dic bigt/
rach thung
- Pua d6 vai ban ra ngoai cho vao
ti dung d6 vai ban trén xe day

1.2 Chuén bi dé vii
- LAy céac d6 vai tir trong xe ddy ra gdm: ga, vo gdi, vo chan.
- Chon d6 vai dang kich thudc giuvong.
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- Cac d6 vai phai khong 6 ban, co vét, sap rach hodc thung.

- Cam d6 vai bang tay sach va kho. Khong dé d6 vai sach xudng san nha.

- D3t cac dd vai lén sopha hoac trén tu (dat thu tu cai nao dung sau dat &
dudi).

1.3 Cdc budc trdi giwong
Buwoc 1. Ve sinh giwong va dém

- V¢ sinh giuong.

+ Quan sat bén dudi gadm giudng, xung quanh giuong.

+ Dung chéi phui bui, mang nhén (néu c6).

- V¢ sinh dém.

+ Quan sat xem trén dém c6 vét ban, vét thung rach khong. Bo ngay cho
giam sat dé thay dém mdi néu dém bi thuing, rach hoac vét ban 16n khong thé xtr
1y dugc.

+ Dung ciy phét tran phui sach byi trén dém.

Tiéu chudn givong va dém

- Giuong va dém sach, khong c6 bui va mang nhén bam, khong c6 toc va
cac vat la khac.

- Pém phai can d6i véi giudng

- Guong chic chin, sang bong.

- Bém vura givong, khong bi thung rach.

Buéc 2. Trdi tim 16t dém

- Pling phia cubi giudng, chan ching xudng, ngudi hoi cii.

- Tay dua xudng phia dudi dém nhe nhang kéo dau dém ra khoi dau giuong
dai khoang 20 cm.

- bat tAm 16t dém 1én giudng mat phai huéng 1én trén.

- M6 rong tam 16t dém, can chinh tim 16t dém cho can dbi trén mat dém.

- Dat chun & cic goc cua tam 16t dém vao cac goc ciia dém chic chan.

Hinh 4.1. Trai tam I6t dém
(Nguon: Video Tiéu chuan ky ning Nghé phuc vu buong VTOS- Tong cuc
du lich Viét Nam)
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Buwéc 3. Long vé goi

- Nhoi rudt gbi.

+ Pit rudt gbi 1én giudng.

+ Dung dau ngoén cac tay nhan déu 1én rudt gdi cho cing phong déu.

- LAy vo gbi: 1y du s6 lugng gbi can 16ng.

- Kiém tra vo gbi: tay cam vo gbi quan sat mat trudc va mit sau vo gdi xem
c6 vét ban hodc rach.

- bat vo gbi 1én givong: dat phan miéng gbi hudng vé phia gan sat voi vi tri
ngudi 16ng vo gi.

- Long rudt gbi vao vo.

+ Gap d6i dau rudt goi.

+ Ludn rudt gdi vao vo goi.

* MOt tay cAm rudt gbi, tay kia nhac miéng vo gdi rong ra va ludn rudt gbi
vao trong.

* Cha ¥ cac goc vo gdi va rudt gbi phai sat nhau dé gbi duoc cing déu.

- Chinh nép gbi: chinh rudt gbi gon trong nap goi.

- Quan sat gdi va can chinh lai (néu can): sau khi 16ng xong gbi nhan vién
quan sét lai gdi va can chinh lai néu thy chua dat v6i yéu cau.

Hinh 4.2. Gap ddu goi

(Nguon: Video Tiéu chudn kj nang Nghé phuc vu buéng VTOS- Tong cuc
du lich Viét Nam)

Tiéu chudn goi sau long vo

+ Gbi phang, ciang déu.

+ Bdn goc gdi cang déu.

+ Nap om phia ngoai rudt goi.
Buwoc 4. Trai ga phu dém

- bat ga trén mat dém, mat phai cua ga hudng 1én trén.
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- Pumng bén canh giuvong hodc phia cudi givdng tung ga phi déu 1én mit dém.

- Can chinh sao cho cic phan ga thira 4 xung quang giuong bang nhau.

- Dét phan ga thira ddu giuong.

+ Pung phia dau giwdng, mot tay ludn xudbng dudi dém va nang dém 1én
cao hon so voi giwong dua lot vira ban tay.

+ Tay kia dat phan ga thira xudng dudi dém.

- GAp goc canh giuong.

+ Vit phan ga thira 1én.

+ Gap nép goc canh giudng.

+ Dit ga xudng phia dém.

Hinh 4.3. Dat ga trén dém
(Nguon: Video Tiéu chudn kj nang Nghé phuc vu buéng VTOS- Tong cuc
du lich Viét Nam)

Hinh 4.4. Goc canh givong
(Nguén: Video Tiéu chudan ky ning Nghé phuc vu buéng VTOS- Tong cuc
du lich Viét Nam)
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- Dt phan ga thira canh givong: mot tay gitt phan goc dau dém, tay kia nhe
nhang dit ga thira bén canh givong xudng dudi dém

- bi xudng phia cubi givdong ddy dém 1én sat dau giudng.

- Kéo ga: dung cudi giuvong, tay cam ga kéo manh dé cac phan ga thira
duogc kéo hét xubng giup ga phang hon.

- Dit ga thira phia cudi giuong.

+ Tay nang dém, dit ga thira cudi giuvong xudng dudi dém.

+ Gap goc cudi giuong tuong tu nhu phia dau givong.

Lwu ¥: Phan bén kia givong cach 1am twong tu nhu trén.

Tiéu chudn trdi ga phii dém

- Mit ga phang.

- Hinh tam giac/ vudng goc & cac goc can dbi

- Ga cac bén canh giudng phang.

- Cac goc dém khong bi kénh.
Buwéc 5. Long chin va trdi chin

- Tung boc chin phu déu mat ném, miéng boc chin nam & phia dudi (gan
dudi givong).

- Léng rudt chan vao mi¢ng boc chan va cang 2 gbc trén cua chan.

- Long tay vao miéng boc chin kéo 2 goc dudi ctia rudt chin vao 2 goc cla
boc chan.

- Chinh sira chin khong bi com, phang.

- Can chinh chan sao cho cac phan thira 2 bén canh giudng bang nhau, dau
trén cua chan cach mép giuong trén 30cm.

- Bé mi trén ctia chin xudng dudi 20 cm, kéo cang nép gip.

- Xudng phia dudi dudi giuong kéo cing chin cho phang, sau d6 nhét phan
chin du cudi dudi givong dudi ném.

- Bé g6c 2 bén canh hong giuong.

Tiéu chudn trdi chan:

- Chian cang, phang trén giudng

- Can d6i phan chan du 2 bén hong giudng.

- Pudi givong cang, phang, bé goc 2 bén hong giuong chit, vudng van.
Buiéc 6. Dt goi

- bat gbi .

+ Gbi dat ding, can ddi gitra giudng.

+ G6i dat sat dau giudng

+ Miéng bao gbi quay vao trong va quay vao nhau (néu giudng 2 gdi tré
Ién)

+ Goi cang phang
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Hinh 4.5. Ddt goi
(Nguén: Video Tiéu chudn ky ning Nghé phuc vu buéng VTOS- Tong cuc
du lich Viét Nam)
Buéc 7: it goi trang tri va trdi tim trang tri giwong
- Pit gbi trang tri:

+ Kéo cing 4 goc ctia gbi trang tri

+ Bé 1 goc ctia gbi trang tri dat xudng chinh giita givong va gitta cac gbi.
+ Chinh gdi sao cho can ddi, dting thang.

- Trai tAm trang tri giudng:

+ Trai tAm trang tri cach mép cudi givong 20cm

+ Canh phan du cta tAm trang tri 2 bén hong givong bang nhau.

Buéc 8: Kiém tra két thiic cong viéc

- Quan sat lai toan bg giudong vira trang tri.

- Tiéu chuén giwdng sau khi trang tri:

+ Mit giudng phang.

+ Céac goc dém khong bi kénh.

+ G6i duoc dat ngay ngan va chinh giita givong.

2. Trai giwong Au
2.1 Thu db vii bin trén giwong

STT| Tén thao tac Dl'm,g c?, thiet Yéu ciu ky thuat
bi, vat tw ’

1 | Thao vo gdi trén Goi Mé miéng bao gbi va thao rudt goi
giuong dé trén ghé, vo gbi dé trén giudng

2 | bung ¢ phia cudi | Dém/giuong Kéo dém/givong bang hai tay ra
giuong,  chung khoi dau givdong khoang 20 cm.
g6i, kéo nhe dém
vé phia minh

3 | Lot vo chan Chan - Thdo miéng vé chan va 161 rudt

chdn ra khoi vo.
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Dung cu, thiét

STT| Ténthao tac NN
bi, vat tw

Yéu cau ky thuat

- Gép gon rudt chan hodc chan len.
Pit rudt chan/ chin len trén ghé
hodc cét vao ti

- Vo chin dé trén giudng

4 | Lot ga giuong: | Ga - Kéo ga va cudn gon lai cung véi
dung tay kéo ga vo chin, vo gbi
ra khoi cac goc
giuong.
5 | Thu nhit do vai| Vo chan, vo gdi, | - Cac d6 vai ban khong dugc vit
ban mang ra|ga btra bai trén san nha.
ngoai - Bé riéng d6 vai kho va d6 vai udt
- Danh dau néu c6 vét ban dic biét/
rach thung

- Pua do vai ban ra ngoai cho vao
tai dung do6 vai ban trén xe day

2.2 Chudn bi dé vii

- LAy céac d6 vai tir trong xe ddy ra gom: ga, vo gdi, vo chan.

- Chon 46 vai dtng kich thudc giuong.

- Céc d6 vai phai khong 6 ban, c¢6 vét, sap rach hoic thung.

- Cam d6 vai bang tay sach va kho. Khong dé d6 vai sach xudng san nha.

- D3t cac dd vai lén sopha hodc trén ta (dat th tu cai nao dung sau dit &
dudi).

2.3 Cac bwdoc trdi giwong
Buwoc 1. Ve sinh giwong va dém

- V¢ sinh giuong.

+ Quan sat bén dudi gdm giudong, xung quanh giuong.

+ Dung choi phui bui, mang nhén (néu c6).

- V¢ sinh dém.

+ Quan sat xem trén dém c6 vét ban, vét thung rach khong. Bao ngay cho
giam sat dé thay dém méi néu dém bi thung, rach hoac vét ban 16n khong thé xtr
1y duoc.

+ Dung ciy phat tran phui sach byi trén dém.

Tiéu chudn givong va dém

- Giuong va dém sach, khong cé bui va mang nhén bam, khong c6 toc va
cac vat la khac.

- Pém phai can dbi voi givdng
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- Guong chic chin, sang bong.

- Bém vira giwong, khong bi thung rach.
Buéc 2. Trdi tim 6t dém

- Dlmg phia cudi giudng, chan chung xudng, nguoi hoi cii.

- Tay dua xudng phia dudi dém nhe nhang kéo dau dém ra khoi dau givdong
dai khoang 20 cm.

- Dt tam 16t dém lén giwdong mat phai huéng 1én trén.

- M6 rong tAm 16t dém, can chinh tdm 16t dém cho can ddi trén mit dém.

- Dét chun & cac goc cua tAm 16t dém vao cac goc ciia dém chic chin.
Buwéc 3. Long vé goi

- Nhdi rudt gbi.

+ Pit rudt goi 1én givong.

+ Dung dau ngdn cac tay nhan déu 1én rudt gbi cho cing phong déu.

- LAy vo gbi: 14y dua s6 luong gbi can 16ng.

- Kiém tra vo gbi: tay cam vo gbi quan sat mat trudc va mit sau vo gdi xem
¢ vét ban hoic rach.

- bat vo gbi 1én givong: dat phan miéng gbi hudng vé phia gan sat voi vi tri
nguoi 1ong vé gdi.

- Long rudt gbi vao vo.

+ Gap d6i dau rudt goi.

+ Ludn rudt gbi vao vo gdi.

* MOt tay cAm rudt gbi, tay kia nhac miéng vo gdi rong ra va ludn rudt gbi
vao trong.

* Cht y cac goc vo gbi va rudt gbi phai sat nhau dé goi duoc cang déu.

- Chinh nép gdi: chinh rudt goi gon trong nip gdi.

- Quan sat gbi va can chinh lai (néu can): sau khi 1ong xong gdi nhan vién
quan sat lai gbi va can chinh lai néu thay chua dat voi yéu cau.

Tiéu chudn goi sau long vo

+ Gbi phang, cing déu.

+ Bon goc gdi cang déu.

+ Nap om phia ngoai rudt goi.
Buwoc 4. Trai ga phu dém

- bat ga trén mat dém, mat phai cua ga hudng 1én trén.

- Pumg bén canh giuvong hodc phia cudi givdng tung ga phi déu 1én mit dém.

- Can chinh sao cho cac phan ga thira 4 xung quang giudng bang nhau.

- Dit phan ga thira dau giudng.

+ Pung phia dau givong, mot tay ludn xudéng dudi dém va nang dém 1én
cao hon so vdi giuong du lot vira ban tay.

+ Tay kia dat phan ga thira xuéng dudi dém.
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- GAp goc canh giuong.

+ Vit phan ga thira én.

+ Gap nép goc canh giuong.

+ Dit ga xudng phia dém.

- Dt phan ga thira canh givong: mot tay gitt phan goc dau dém, tay kia nhe
nhang dat ga thira bén canh givong xudng dudi dém

- bi xudng phia cudi givong ddy dém 1én sat dau giudng.

- Kéo ga: dung cudi givong, tay cam ga kéo manh dé cac phan ga thira
dugc kéo hét xubng giup ga phing hon.

- Dit ga thira phia cudi giuong.

+ Tay nang dém, dit ga thira cudi giuvdng xudng dudi dém.

+ Gap goc cudi giuong tuong tu nhu phia dau givong.

Luwu y: Phan bén kia givong cach 1am twong tu nhu trén.

Tiéu chudn trdi ga phii dém

- Mit ga phang.

- Hinh tam giac/ vudng goc & cac goc can dbi

- Ga cac bén canh giudong phang.

- Céc goc dém khong bi kénh.
Buéc 5. Trdi tim ga thir 2

- Tiép tuc trai tim ga thir 2 phu bang mép dau givdong, khong lan

- Phan du 2 bén hong giuvong bang nhau

- Kéo cing tam ga.

Tiéu chudn trdi ga sé 2:

- Mit ga phang.

- Céan d6i 2 phan du 2 bén hong giuong
Buwoc 6: Trai chan

- Trai rudt chan 1én trén tim ga thir 2, cach mép dau givdong khoang 25cm.

- Kéo cang chan trén mat giuong.

- Can d6i phan du chin 2 bén hong giudng.
Buwéc 7: Trdi tim ga sé 3

- Trai tim ga tha 3 1én trén mén, phil bang mép dau giudng gidng ga 2.

- Sau d6, nam dau trén ga 2 va 3, gap ngugc xudng bang mép mén.

- Tiép tuc gap xudng 1 lan nira.

- Kéo cing nép gap va 1an 2 phan du hai bén héng xudng dudi ném.

- Xudng phia duéi dudi giudng kéo cing ga va chan. Vudt va lan phan du 2
bén hong givdng xudng dudi ném.

- Nhét va bé goc vudng cudi dudi giudng. Sau do, vudt hét phan du cudi
dudi givong xubng dudi ném.
Budc 8: Dit géi trang tri va trdi tém trang tri giwong
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- Dit gbi trang tri:

+ Kéo cang 4 goc cua gbi trang tri

+Bé 1 goc cua gbi trang tri dit xudng chinh giita givdng va giita cac goi.

+ Chinh gdi sao cho can dbi, dimg thang.

- Trai tAm trang tri giudng:

+ Trai tam trang tri cach mép cubi givdong 20cm

+ Canh phan du cta tm trang tri 2 bén hong giuong bang nhau.
Buéc 9: Kiém tra két thiic cong viéc

- Quan sat lai toan bg givong vira trang tri.

- Tiéu chuan givdng sau khi trang tri:

- Mt giuong phang, cac goc givong vudng, khong don cuc.

- Ctra giwdng gap can dbi déu dan, dam bao kich thudc quy dinh, ga khong
van, khong X04n.

- Ga, chan trai giuong khong xién, xung quanh giat kin, thanh giudong
phang.

- Goi phai déu, khong com, dit can doi.
3. Thuc hanh trai giwong

- Chia cip sinh vién thuc hanh trai givong, thoi gian t6i da 10 phut:

+ Giuong thuong

+ Giuong Au

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau héi
1.1 K& tén céc loai d6 vai can st dung khi thyc hién trai givong kiéu thuong,
kiéu Au
1.2 M6 ta cach trai givong kiéu thuong, cach trai givong kiéu Au
2. Bai tap/thwe hanh
2.1 Thyc hanh: Trai giuong thuong
* Huong dan thyce hién
- Chuan bi: D6 vai céc loai
- Cach tién hanh: Thuc hién theo nhom. Mdi nhém 2 sinh vién
- Nhiém vu: Cac nhém thuc hién trai givdng kiéu thuong theo trinh tu cac
budc di duge huéng dan
- Thoi gian: 8 phut/nhém/1an
2.2 Thuc hanh: Trai givong Au
* Huong dan thyce hién
- Chuén bi: D6 vai céac loai
- Céach tién hanh: Thuc hién theo nhom. Mdi nhém 2 sinh vién
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- Nhiém vuy: Cac nhém thuc hién trai givong kiéu Au theo trinh tu céc
budc dd duge huéng dan
- Thoi gian: 8 phiit/nhém/lan
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BAI 5. VE SINH PO GO VA PIEN THOAI

Muc tiéu:

- Xac dinh duogc chinh xéac cac dung cuy, hda chat [am vé€ sinh;

- Trinh bay dugc cac budc thuc hién va ti€u chuan khi v€ sinh d6 go, dién

thoai;

- Thyc hanh 1am vé sinh ding yéu cau k¥ thuat, dat tiéu chuan.

A.NOI DUNG
1. Lam vé sinh do gb

1.1 Chudn bi héa chit va dung cu

- Hba chéat da nang

- X0

- Khan lau chung

- Bot danh rang cii
1.2 Cac buoc thuc hién

STT Tén cac thao tac

Dung cu, thiét bi,
vat tu

Yéu cau ky thuat

1 Léy héa chat, dung cu

X0, khan lau, bot
danh rang cii, hoa
chat da ning

- Léy ding, du cac vat
dung, hoa chét
- Hoa chat c6 tén rd rang

2 Pha hoa chat da nang
vao x0 nugc

X0, hoéa chat da
nang

- Lay % x0 nudc
- Xit 1 lugng hoa chét vira
da

3 [Laudd gd

X0 hoa chat di
pha, khan lau, bot
danh rang, 46 9o

- Giat khan lau trong x0
héa chat, vt kho

- Lau cac thiét bi theo
vong tron, lau tr trén
xudng.

- DPbi véi cac goc ke,
dung bot danh rang nhing
vao x0 nudc hoa chit, vay
bot nude va chai cac goc
ké.

- Dung khan lau kho lai.

1.3 Tiéu chuin

- Pam bao chat lugng d6 gd (xem c6 bi hong, giy hay khong?)

- D6 gbd phai sach, kho
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2. Lam v¢ sinh dién thoai

2.1 Chudn bi héa chit va dung cu

- Hoa chat da ning

- X0

- Khan lau chung

- Bot dang rang cti
2.2 Cac buoc thuc hién

STT Tén cac thao tac

Dung cu, thiét bi,
vat tu

Yéu ciu ky thuit

1 Léy hoa chat, dung cu

X0, khan lau, bot
danh rang cii, hoa
chat da ning

- Liy dung, du cac vat
dung, hoa chét
- Hoa chét co tén rd rang

2 Pha hoa chat da nang
vao x0 nudc

X0, hoa chat da
nang

- Lay %4 x6 nudc
- Xit 1 lwong hoa chat vira
da

3 Lau dién thoai

X0 hoa chat da
pha, khan lau, bot
danh rang, dién
thoai

- P61 voi cac goc ké trén
than dién thoai, dung boét
danh rang nhung vao xo0
nuéc hoa chat, vay that
kho va chai cac goc ke.

- Giat khan lau trong x0
hoa chat, vat kho lau than
dién thoai.

- Lau day dién thoai
(khdng kéo dai day), lau
ting vong xoan

- Lau tai nghe dién thoai.

4 bé dién thoai lai vi tri
ban dau va kiém tra

bién thoai

- Pé dtng vi tri, khong dé
day xodn

- DPién thoai phdi co6 tin
hiéu tit tit.

2.3 Tiéu chuin
- Dién thoai sach, kho

- bién thoai hoat dong binh thuong
3. Thue hanh 1am vé sinh d6 g6 va dién thoai

B. CAU HOI VA BAI TAP/THUC HANH

1. Cau hoi
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1.1 Liét ké cac dung cu, hoa chat can chuan bi khi 1am vé sinh d6 g6?
1.2 Liét ké cac dung cu, hoa cht can chuén bi khi lam vé sinh dién thoai?
1.3 M ta cac budc vé sinh dd g0, vé sinh dién thoai
1.4 Néu céc tiéu chuén can dat duoc khi vé sinh dd gb va dién thoai
2. Thuc hanh
Vé sinh d6 gd va dién thoai
* Hudng dan thyc hién:
- Mi c4 nhan thyc hién vé sinh gb g va dién thoai
- Thot gian thuc hién: 10 phat/sinh vién
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BAI 6. VE SINH PO THUY TINH, SANH SU

Muc tiéu:
- Xac dinh duogc chinh xéac cac dung cu, hoa chit vé sinh do thuy tinh, sanh

su;

- Trinh bay dugc cac bude thuc hién va tiéu chuan khi lam vé sinh;
- Thyc hanh 1am vé sinh ding yéu cau k¥ thuat, dat tiéu chuan.

A.NOI DUNG
1. Chuin bi héa chit va dung cu
- Mt co rira: mat co raa ly céc
- Hoa chat da nang/nudc ria chén
- Khan lau: khin lau kho cbe
2. Thuc hién

STT | Téncacthaotac | Dung cu, thiét bi, Yéu cau ky thuat
vat tu
1 Lay hoa chat, dung cu | MUt co ria ly coc, | - Cac loai mat co rira, cic
hoa chit da niang/ | loai khin phai phan biét
nugc ria chén, | duge. Tat ca phai dam
khan lau kho cdc. | bao st dung tét.
- Héa chét co tén rd rang
2 | Thu gom ly, tach, gat | Ly, tach, gattan.. |- Chi thu gom nhiing ly,
tan... ban mang vao tach ban dé rira
bon rira - Cam nhe nhang tranh va
cham manh lam tréy Xudc
va vo.
3 Rtra cac vat dung | Ly, tach, gat|- Coly coc ¢ trong bon
nhu ly coc, gat tan, | tan, ... rira tay bang miéng mut

véi nude rua chén quy
dinh. Rua lai bang nudc
4m cho dén khi sach va
lau kho. Kiém tra va dit
vé vi tri ban dau.

- D6 hét mau thudc/tan
thudc trong gat tan vao
thung rac, dam bao tan da
chay hét. Co gat tan bang
miéng mat véi nudc ria
chén quy dinh. Rura lai
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bang nuéc am cho dén
khi sach va lau kho. Kiém
tra va diat vé vi tri ban
dau.

4 | Kiém tra ly bang cach | Ly Pam bao tiéu chuan
nim dé ly dua lén
huong anh sang

3. Tiéu chuin

Ly sach, sang, khong vét ban, khong vét nudc, khong dau van tay, khong
mui hoa chat
4. Thuc hanh vé sinh dd thiy tinh, sanh st

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau héi
1.1 Liét ké cac dung cu, hoa chét can chuan bi khi lam vé sinh d6 thuy tinh, sanh
su?
1.2 M6 ta céc buéc vé sinh dd thuy tinh, sanh s?
1.3 Hay néu cac tiéu chuin can dat duoc khi vé sinh d6 thuy tinh, sanh str
2. Thwe hanh
Vé sinh d6 thuy tinh, sanh st
* Huong dan thyc hién:
- Mdi c4 nhan thyuc hién vé sinh d6 thay tinh, sanh st
- Thoi gian thuc hién: 10 phut/sinh vién
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BAI 7. GAT GUONG

Muc tiéu:
- Xac dinh dugc chinh xéac cac dung cy, hoa chit vé sinh guong;
- Trinh bay dugc cac bude thuc hién va tiéu chuan khi lam vé sinh;
- Thyc hanh 1am vé sinh ding yéu cau k¥ thuat, dat tiéu chuan.

A.NOI DUNG
1. Chuin bi héa chit va dung cu
- Hoa chat lau kinh, ha chit da ning.
- X6
- Khan lau: khan lau kho chung.
- Dung cu gat kinh: Cay con tho, cay gat kinh
2. Thuc hién

STT | Téncacthaotac | Dung cu, thiét bi, Yéu cau ky thuat
vat tu
1 Léy hoa chat, dung cu | X6, khan Ilau, | - Lua chon dung, du dung

dung cu gat kinh,
héa chit da nang,
hda chat lau kinh.

cy, phai ddm bao st dung
tot.
- Hoéa chat co6 tén r0 rang

2 | Pha hoa chat trong x0. | X0, hoa chat da|- Lay ' x6 nudc, xit 1
Dung khan nhung vao | ndng, khan lau lugng hoa chét vira du.
x6 nudc héa chat da - Khian vat am, khung
pha, vit am, lau guong duoc lau sach.
quanh khung guong
trudc.

3 Théao bong lau tir cay | X0, cay con tho, | - Vit am bong con tho
con tho giit trong x06 | hda chat lau kinh | - Xit mot luong hoa chat
hoéa chit, vat am, lép vira du
lai vao cay va xit hoa
chat lau kinh vao
bong lau.

4 | Dung cay con thd sau | Cay con tho Lau hoa chat bao phu

khi xit hoa chat lau
guong tir trén xudng
dudi, tai trai sang phai
hoac lau theo hinh zic
Zac

toan b0 kinh
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5 Lau guong bang dung | Dung cu  gat |- Dit cdy gat guong sat
cu gat guong guong, guong, | mép guong, nghiéng mot
khan kho goc 45 d0, kéo thang
xudng 1 duong dit khoat
- Dung khin lau phan cay
gat sau mdi lan gat

3. Tiéu chuin
Guong phai sach, bong, sang, khong vét nuée, khong dau van tay
4. Thuc hanh gat gwong

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau hoi
1.1 Li¢t ké cac dung cuy, hoa chét can chuén bj khi gat guong?
1.2 M6 ta cac buodc gat guong?
1.3 Hay néu céc tiéu chuin can dat duoc khi gat guong
2. Thuc hanh
Gat guong
* Hudng dan thuc hién:
- M6i c4 nhan thyc hién gat guong
- Thoi gian thuc hién: 10 phat/sinh vién

Trang 52




BAI 8. VE SINH TOILET

Muc tiéu:

- Xac dinh duogc chinh xéac cac dung cu, hoa chit vé sinh toilet;
- Trinh bay duogc cac budc thuc hién va tiéu chuan khi 1am vé sinh toilet;
- Thyc hanh 1am vé sinh ding yéu cau k¥ thuat, dat tiéu chuan.

A.NOI DUNG
1. Chuin bi héa chit va dung cu

- Mt co rira bon cau.

- Hoa chat tay bon cau.

- Bo ban chai co bdn cau.
- Khian lau khé bon cau.

2. Thuc hién

STT Tén cac thao tac | Dung cu, thiét bi, Yéu cau ky thuat
vat tu
Lay hoa chat Hoéa chat tay bon | Lay dung loai hoa chat
cau

Xit hoa chat vao bon | Hoa chat tiy bon |- Pi gang tay khi tiép xuc
cau cau v6i hoa chat

- Xjt déu xung quanh mép
bén trén va phia trong,
bén ngoai bon ciu

Day nap bon cau Bon cau bay kin ndp dé giam viéc
mui hoa chat phat tan

Co rira phia trong bon | Choi co bon cau - Dung chdi co chuyén
cau dung cho cong viéc Vvé
sinh bon cau. Co vong
theo bé mit bén trong bon
cau

- Xa nudc va giat sach
chdi co cho dén khi troi
hét chét tay ria

- Ray chdi co trong bon
cau cho dén kho méi cho
vao hop dung choi

Co rtra bén ngoai bon | Khan lau, mat co |- Co bén ngoai bon cau
cau bon cau bang miéng mut co rua
chuyén dung va hoa chat
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STT Tén cac thao tic | Dung cu, thiét bi, Yéu ciu ky thuat
vat tw

da nang
- Dung khan lau sach bén
ngoai bon cau

6 |Lau khd Dbén ngoai - Dung khan chuyén biét
bon cau cho viéc lau khé bon cau

- Bon cau kho rao

3. Tiéu chuan

- Tudng xung quanh sang bong, khong vét ban.

- Tay gat nudc bon cau hoat dong tdt, sang bong.

- Phia trong bon cau nudc khong dong bam, khong vét ban.

- Két nudc, nép nhya bon cau, than bon cau khong bui bam, khong vét ban,
sang bong.
4. Thue hanh v¢ sinh toilet

MBOi sinh vién dugc phin cong lam vé sinh toilet it nhat 2 1an, dam bao tiéu
chuan.

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau héi
1.1 Liét ké cac dung cu, hoa chét can chuan bi khi vé sinh toilet?
1.2 Mo ta cac budc vé sinh toilet?
1.3 Hay néu céc tiéu chuin can dat duoc khi vé sinh toilet?
2. Thwe hanh
V¢ sinh toilet
* Hudng dan thyc hién:
- Mdi ca nhan thuc hién vé sinh toilet
- Thoi gian thuc hién: 10 phut/sinh vién
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BAI 9. VE SINH BON TAM VA XUNG QUANH

Muc tiéu:

- Xac dinh duogc chinh xéac cac dung cu, hoa chit vé sinh bon tim;

- Trinh bay duogc cac budc thuc hién va ti€u chuan khi 1am vé sinh bon
tém;

- Thyc hanh 1am vé sinh ding yéu cau k¥ thuat, dat tiéu chuan.

A.NOI DUNG

1. V& sinh khu vure bon tim

1.1. Chudn bji héa chit va dung cu
- MUt co rira: mat co rua chung
- Hoa chat da niang
- Khan lau: khan lau kho chung
- Dung cu gat kinh

1.2 Thwc hién

STT | Teéncacthaotac | Dung cu, thiét bi, Yéu cau ky thuat
vat tu

1 | Xit hoa chat 1én bé | Hoa chat da ning, | St dung déng loai hoa
mit bon tdim va xung bon tim, tuong, chit véi mot luong vira

guanh VOI du
2 Co rira tudng men | Hoa chat da ning, |- Dung miéng co rira
xung quanh bon tim | tudng chung co tudong theo hinh

zic zic theo trinh tu tur
trén xudng dudi

- Rira lai bang nudc cho
sach hét héa chat va vét

ban
3 Co ruira voi sen Hoa chat da nang, | - Dung miéng co rua
vOi sen chung co tir dau voi sen,

vudt Xuéng cum voi. Co
cum voi. Luu y phan than
dudi cia voi

- Rira lai bang nudc cho
sach hét hoa chit va vét
ban

4 | Co rira phia trong va | Héa chat da ning, | Dung miéng co rira chung
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ngoai bon tam. bon tam co phia trong va ngoai
bodn tdm. Luu ¥ phan rén
thoat nudc phai nhic 1én
dung ban chai nho co phia
trong va ngoai

- Rira lai bang nudc cho
sach hét hoa chit va vét

ban
5 Lau kinh/rém bon tim | Kinh/rém, héa | - Xit hoa chat lau kinh
(néu co) chét da nang vao kinh xung quanh bon

tam, dung khan/dung cu
gat kinh lau sach vét ban

- Pbi véi rém bon tim
bé“mg nhua s€ duoc lam
sach bang cach lay khin
va hoa chat da ning

6 Lau kho bon tam va - Lay khan s dung cho
khu vyc xung quanh lau khé chung dé lam kho
toan bd khu vuc bdn tim

- Lau tir trén xudng theo

x04y tron 6c¢ hodc zic zac

1.3. Tiéu chuin

- Voi sen va voi nudc 16p ma sang bong, khong con vét ban, khong con
chat tay rira dong bam.

- Rdn thoat nude sach khong con toc rung, bon tim va cac khu vuc xung
quanh khong c6 vét 6, vét ban.

- Bon tam, tuong men sach s€, kho rao, khong co vét b ban, khong con chét
tay rira bam.

- Kinh sang, khong vét ban, vét mo. Cira kinh kéo nhe nhang. Cac tay cam,
gia vat khin sang va khong c6 vét md, vét ban.
2. Vé sinh khu vire phong tim ding
2.1. Chudn bi héa chit va dung cu

- MUt co rira: mat co rira chung.

- Hoa chat lau kinh, hoa chét da ning.

- Dung cu gat kinh, ban chai co san.

- Khan lau: khan lau khé chung.

2.2 Thuc hién
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STT

Tén cac thao tac

Dung cu, thiét bi,
vat tu

Yéu cau ky thuat

1 Xjt hoa chat da ning
lén miéng mit co ria

chung

Hoba chit da ning,
miéng co ria
chung

Xit mot lugng vua du,
miéng co rua phai dugc
lam am

2 Co rura phan voi sen

Mut co rira, hoa
chat da ning, voi
Sen

- Co tir dau voi1 sen dén
cum VvoOlI.
- Rura lai bang nudce

3 Lau kho voi sen

Khan lau kho
chung

Lau khé bang khin da
quy dinh toan bg voi sen

4 Xit nudce lau kinh

Kinh phong tam

Xit vira da bao phu toan
bd kinh

5 |Lau kinh bang dung

cu gat kinh

Dung cu gat kinh,
kinh phong tim,
khin am

- Dung ciy gat kinh dé
gat sach nudc lau kinh va
vét ban

- Dung khian lau phan cay
gat sau mdi lan gat

6 | V¢ sinh san phong

tam

Ban chai co san,
hoa chat da nang

- Co san bang ban chai co
san va hoa chat da nang

- Rura sach bang nuéc

- Lau khé san bang khin
lau kho chung

2.3 Tiéu chuin

- Vo1 sen va voi nuéce 16p

chat tay rira dong bam.

ma sang bong, khong con vét ban, khong con

- Rén thoéat nudce sach khong con toc rung.

- Kinh xung quanh phong tam khong c6 vét 6, vét ban.

- San phong tam sach s&, kho rao, khong c6 vét 6 ban, khong co toc.
3. Thuc hanh vé sinh bon tim va xung quanh

Phan cong ting sinh vién thuc hanh vé sinh bon tim, thoi gian ti da 5

phut.

B. CAU HOI VA BAI TAP/THUC HANH

1. Céu heéi

1.1 Liét ké cac dung cy, hoa chat can chuén bi khi v€ sinh bon tdm va xung

quanh?

1.2 Mo ta cac budc ve sinh bon tam va xung quanh?
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1.3 Hay néu cac tiéu chuan can dat dugc khi vé sinh bon tim va xung quanh?
2. Thuc hanh
Vé sinh bon tim va xung quanh
* Hudng dan thyc hién:
- Mbi c4 nhan thyc hién vé sinh bon tim va xung quanh
- Thoi gian thuc hién: 10 phut/sinh vién

Trang 58



BAI 10. DON VE SINH BUONG KHACH

Muc tiéu:

- Trinh bay dugc quy trinh don vé sinh budng khach dang luu tri, budng
khach vira tra, budng trong khach.

- Phan biét dugc su khac nhau giita lam vé sinh budng khach dang luu trd,
budng khach vira tra, budng tréng khach.

- Thuc hién ding cac budc don vé sinh budng khach, dung yéu cau ky
thuét, dat tiéu chuén.

A.NOI DUNG
1. Quy trinh lam vé sinh budng khach dang hru tri
1.1 Chudn bi

Chuan bi xe diy cung cac do dung dung cu hoda chat,... phuc vu cho cong
tac v€ sinh phong
1.2 Vao phong

Thuc hién quy trinh go ctra vao phong theo bai 3
1.3 Kiém tra

- Thuc hién cong tac kiém tra tir ngoai vao trong tir trai qua phai theo hinh
chit U. Kiém tra dd dac trang thiét bi vé s6 lugng, chung loai chét lugng
1.4 Quy trinh vé sinh phong

Buwdc 1: Lam thong thoang phong

- Kéo rém. Kéo day rong roc ciia rém hodc cam mép rém & kéo sat vao
tudng mot cach nhe nhang (khong kéo qua manh dé 1am héng moc treo rém),
budc lai rém. Vi anh sang tu nhién s¢€ t6t hon cho ban khi 1am viéc.

- M6 ctra s6 va c¢b dinh bang moc cira (néu diéu kién thoi tiét cho phép).

- Tt diéu hoa. muyc dich dé tiét ki¢m dién

Buwéc 2: Thu don ly, tdch bin va khay phuc vu tai phong

- Khong ¢6 su khac biét trong viéc thu don ly tach ban va khay phuc vu tai
phong cua gitra phong khach trd va phong dang c¢6 khach luu tra

- Luu y khi ria ly tach cua phong khach va phong tam vi ¢6 thé c6 nhiing
d6 vat nho cua khach dé quén trong d6

- Khong bo di nhitng chai ruou khach dang udng do, nén dé chung vao
trong ti d6 uéng

Buéc 3: Pé gat tan, thu gom rdc

- Khong c6 su khac biét trong vi¢c thu gom rac, gat tan gitta phong khach
tra va phong dang c6 khach luu trd, tuy nhién trong qué trinh thyc hién cong
doan nay can phai luu y:
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- Chi d6 rac trong céac sot rac (néu thiy tién hay tai san ¢ trong thung rac ,
bdo cao ngay cho ngudi giam sat)

Buwéc 4: Kiém tra cdc trang thiét bi, dé dién va bdo cdo héng héc (néu
cd)

- Khong c6 su khac biét trong viéc kiém tra céc trang thiét bi, dd dién va
bao c4do hong hoc gitta phong khach tra va phong dang c6 khach luu tra, tuy
nhién trong qua trinh thyc hién cong doan nay can phai luu ¥ mét sb cac nguyén
tac sau:

- Khong kiém tra tai san that lac cua khéch

- Khong dung cham vao cac vat dung va dd dac cua khach hodc céac vat
trang suec, tién bac ctia khach

- Bao céo v6i gidam sat va ghi chii vao bang bao céo lam phong néu thay
khach dé céac vat dung, tu trang, tién bac vé6i sd luong 16n ngoai ket an toan

- B4o c4o cac hu hong cho bd phan ky thuat dé sira chita ngay va ghi chi
vao bang bao cdo 1am phong dé theo ddi néu chua sira xong. Pong thoi khi nhan
vién k¥ thuat dén sira chita, nhan vién phuc vu phong phai mo cira cho ho vao va
phai c6 mit dé theo ddi tién d6 cong viéc dong thoi quan 1y tai san cia khach &
trong phong

Buwéc 5. Kiém tra do giit la ciia khdch

- Chi kiém tra trong tai giat 13

- Néu khach c6 & trong phong, khi kiém tra néu khong thiy c6 4o quan cua
khach & trong tai gidt 13, ban nén héi xem khach c6 4o quin can giit 1a hay
khong

Buwéc 6. Thu don dé vdi bin

- Twong ty nhu quy trinh thu don d6 vai ban khi vé sinh phong khach tra,
tuy nhién trong qua trinh thyc hién qui trinh nay can phai luu :

- Khi thu gom dd vai ban trén giuvong, chii ¥ dén nhitng do vat khach dat
trén givdng dé sau khi 1am giudng xong ban phai dit nhimng d6 vat dé vao dung
vi tri ban dau ctia n6 nham tén trong s& thich cua khach

- Néu trong phong c6 nhiéu giudng, chi thu gom do vai ban cta giudng nao
ma khach da st dung

- Chi thu gom nhiing khan khach da st dung

Bwoc 7: Lam giwong

- Twong tu nhu phong khach tra, tuy nhién c6 mot vai diém can phai luu ¥:

- Khong trai tAm phu givong

- Bat lai nhiing vat dung khach dé trén giuong vao vi tri ban dau

- Gép hoic treo quan 4o ctia khach cho ngay ngan

Buwéc 8: Lau bui dé dac

- Tuong tu nhu phong khach tra, tuy nhién c6 mot vai diém can phai luu y:
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+ Khong can lau bui trong cac ngin kéo, ti quan 4o

+ Cén than khong lam x4o tron, hu hai dd dac cua khach

+ Sép dat lai d0 dac ctia khach dung chd ma khach di dit truée d6. Chi sap
xép lai trong truong hop vi 1y do an toan cua khach (vi du ban ghé dé ngon
ngang, ...)

+ Néu khach & trong phong, chi y tranh 1am phién khach cang it cang t6t

+ Mot s6 truong hop can phai hoi ¥ kién khach truée khi thuc hién cong
viéc

Vi du: néu mudn lau bui ban lam viéc trong khi khach c6 ¢ trong phong
nén hoi y kién khach c6 thé 1am hay khong

Buéc 9: V¢ sinh phong tim

- Tuong ty nhu vé sinh phong tam ciia phong khach tra, tuy nhién c6 mot
vai diém can phai luu y:

- Khi vé sinh bdn rra tay va ban d4 can chd ¥ can than ddi véi nhitng d6
dac khach dé trén do, khong can dem tt ca moi thir ra bén ngoai dé tién cho viée
lam vé sinh, chi can dé qua mot bén hoac nhéc 1én dé lau chui khi can thiét

- Chi bo sung d6 cung cép trong phong tam tuy theo sd lugng khach da sir
dung, theo yéu cau cta khach hay qui dinh cta khach san

- bat tham chui chan trén san ngay trudc bon tim dé khach tién sir dung

- Khong can gin niém vé sinh sau khi vé sinh bon cau (tuy theo qui dinh
ciia méi khdch san)

Buwéc 10. Bé sung dé cung cdp

- Tuong tu nhu viéc bd sung d6 cung cap trong phong khach ciia phong
khach tra, tuy nhién can phai luu ¥:

- Chi b6 sung tuy theo s6 lugng khach da st dung

- Theo yéu cau cua khach

- Theo qui dinh cta khach san

- Sap xép lai cho gon gang

Bwoc 11. Hut bui/Lau san

- Bit dau hat byi tir goc trong ciing xa nhét tién dan vé phia cira

- Theo nguyén tic tir cao xudng thap (rém cira, chao dén, ghé sofa, khe, san
tham)

+ Hut bui dudi gdm giudng, gadm ban, gam ti....

+ Str dung cac dau hat thich hop véi cac bé mit

+ Cht y nhat nhiing mau rac 1on va cc vat sic nhon

+ Chu ¥ dén nhitng nguyén tic an toan khi str dung may hut bui

+ Lau san

- Chi can hit bui san phong khach (khéng can hiit bui rém civa s6, ném ghé,
chao den ...)
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Buwéc 12. Kiém tra tong quidt

- Pung ¢ clra ra vao va quan sat bang mat toan bo cin phong theo mot quy
trinh khép kin dé chéc chén rang:

+ Moi thtr da duoc lam sach

+ Khong c¢6 mui la

+ Khong c6 vét ban hay d6 vat bo quén trong phong

+ Moi d6 dac phai dang vi tri

+ Lan kiém tra cudi cting ctia ban ciing 13 4n tuong ban dau cua khach khi
budc vao phong

Buwoc 13. Dong cira s0, kéo rém, tit dén, khod cira chinh va lau bui bién
sé phong, tay nim cira

- Khi déng cira s6 hoic cira phong khach, phai dam bao ban da khoa cira
chic chin va phai thir lai tay ndm cira trude khi roi vi tri dé chic chan rang moi
thir da an toan

- Lau sach bui bén ngoai ctra phong, tay nim ctra va bién s phong

- Néu khéng c6 khdch & trong phong: Thuc hién nhu quy trinh cta phong
khéch tra

- Néu c6 khdach ¢ trong phong: Thong bao véi khach rang ban di hoan tat
cong viéc, chao tam biét khach va chic khach c6 mot ky nghi vui vé tai khach
san. Sau d6 dong cura nhe nhang va di ra

Buwdc 14: Hoan thanh bing danh muc kiém tra va phén cong cong vigc
1.5 Cdc vén dé vé an toan, an ninh

- Ludn canh giac v6i nhitng gi kha nghi, khi dang lam vé sinh néu thay
khach vé ma khong quen mit ta phai xin phép va dé nghi khach cho xem key
card hoac thé nhan phong trinh v¢ sinh ma phai di dau ra khoi phong phai khoa
ctra lai cho chic chin dé dé phong ké gian dot nhap iy d6 ctia khach

- Khong thuc hién cong tac tdy tring, sat tring néu khach ra ngoai trong
thot gian khong lau

- Néu trong phong phat hién thiy nhiéu tién mit ménh gia 16n hoic nix
trang dé ngoai két sat ta phai bao cho khach biét, néu khong c6 mat khach ta
phai bdo lanh dao xu ly
2. Quy trinh 1am vé sinh budng trong khach

Buée 1: Kiém tra cira vao hai bén ngoai cira khong bui hay vét ban, khong
sut ban 18 lung lay hay 16ng 1éo, kiém tra 6 khoa dé khoa, d& mo, khong bi cting
git, kho xoay.

Buwéc 2: Kiém tra mét than khong bi lung lay, nhin ra ngoai thay ro

Buwée 3: Kiém tra 4m thanh chudng goi cira, hop chudng sach, khong vét va
bui ban.

Buée 4: Kiém tra hop cai chia khda khong 16ng, hoat dong hi¢u qua.
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Buwére 5: Kiém tra man ctra: ¢ moc, dé kéo dong, mo man, khong vét ban,
hu rach.

Buwée 6: Kiém tra cira ti 4o d& m@, am thanh khong dn, clra ti dong kin,
mach dén hoat dong hi¢u qua, ti sach bui, du moéc 4o, cac méc ao hudng logo ra
ngoai (néu c0) va sach bui.

Buwée 7: Kiém tra két sit nho ‘safe box” cira m&, pin con hoat dong hi¢u
qua.

Buwée 8: Kiém tra ké hanh 1y sach bui, khong hu hong, tray xudc.

Buwée 9: Kiém tra tivi, remote sach bui, hoat dong hi¢u qua.

Buwdée 10: Kiém tra minibar sach vét ban, khong bui dﬁy du céac chung loai
hang, khéng qua han st dung, dugc sip xép theo ding quy dinh, minibar hoat
dong tot.

Buwée 11: Kiém tra ban viét, ban trang diém sach, khong bui, khong tray
xudc, guong soi khong bui hay vét 6 hodc hu nd.

Buwéc 12: Kiém tra thung dung rac sach trong ngoai va rac dugc do.

Buwée 13: Kiém tra bo ban nghé sofa sach, khong hu rach, bong troc vai.

Buéc 14: Kiém tra givong: dau giuong, ga, gbi, tim bao vé ném, ném,
giuong dung tiéu chuan.

Buwére 15: Kiém tra hai to dau givdng sach buyi, diy du d6 dung: dién thoai,
gidy, but ... chi ¥ ddc biét hé thong diéu khién luén hoat dong hiéu qua.

Buwére 16: Kiém tra phong tam theo chiéu kim dong ho.

+ Cira phong sach, dé mo khoa.

+ Bon rira tay sach, nudc thoat dé dang, nudc khong dong can.

+ Bon tam sach, ntt chin nudc 1am viée hidu qua.

+ Voi sen sach nudc phun déu, man tdm sach, di moc, khong rach, hu sut,
dé kéo.

+ Pién thoai treo ngay ngin, tin hiéu hoat dong tot

+ May sdy toc hoat dong hiéu qua.

+ Hop dung gidy vé sinh sach, cudn gidy vé sinh gp tao hinh dang cach,
khong mong qua 2/3.

+ Bén cau sach, khong vét ban, ntt xa nudc hiéu qua.

Buwée 17: Kiém tra do dung cung cép sach, du, dat dung quy dinh nhu
khin, d6 dung cac loai, gidy vé sinh, bang yéu cau bao vé mdi truong.

Buwée 18: Kiém tra san nha tim sach, kho, khong tron truot.

Buwée 19: Kiém tra phong tdm khong bi ho1 hodc c6 mui la
3. Quy trinh 1am vé sinh budng khach tra

Bwoc 1: Thuc hién vao phong

Buwdéc 2: Lam thdng thoang phong
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- Kéo rém. Kéo day rong roc ctia rém hodc cam mép rém va kéo sat vao
tuong mot cach nhe nhang (khong kéo qua manh dé 1am hong moc treo rém),
budc lai rém. Vi anh sang tu nhién s€ t6t hon cho ban khi 1am viéc.

- M6 cira s6 va ¢b dinh bang méc cira (néu diéu kién thoi tiét cho phép).

- Tét diéu hoa muyc dich dé tiét kiém dién

Buwée 3: Thu don ly tich bin va khay phuc vu tai phong

- Thu don céac khay thuc an, dat vao noi qui dinh luon day can than thanh
rudi nhing bam vao gy mat vé sinh

- Thu don ti minibar néu c6 vo lon hodc thirc an thira (ngdn ngira boc miii
va thoi rira)

- bat ly tach ban vao bdn rira ngdm véi nude ndng

Buwéc 4: Dé gat tan, thu gom rdc

- Nhat rac cho vao gié

- Kiém tra gio rac trudc khi &b ( khi thu nhdt rdc, kiém tra kj xem c6 vt
dung hoac do dac cé gia tri nao bi “ that lac” khong)

- D6 gat tan thude vao thung rac (nhd vay nude vao dé chic chan rang
khong c¢6 dau mau thudc 14 dang chay , nham ngin ngira lira chay va tan tro bay
ra)

- Lam sach thiing rac: d6 rac vao bao chura trén xe ddy, thay tui nilon trong
thung rac

Buwdc 5: Kiém tra thiét bi dién va tai sin thit lac

- Kiém tra theo mot quy trinh khép kin bat dau tir noi gan cira ra vao tién
dan vao trong phong va theo thir ty chiéu kim déng ho hoic ngugc

- M6 tat ca dén dé kiém tra bong dén

- M¢ va kiém tra ti vi cling nhu céc thiét bi dién khac trong phong

- Kiém tra tai san that lac

Buwéc 6: Bio cdo héng héc hodc tai sin thit lac (néu cd)

- B4o c4o nhitng hu hong can sira chita (néu c6) va ghi vao bang béo céo
lam phong

- B4o cdo cac do dac mat mat, d6 v& (nhin bén dudi givdng, gdm ghé va
trong ti, ngin kéo dé tim cac do that lac nhu quan 4o gidy to gidy dép hoic cac
d6 vat nho...) va ghi cha vao bang béo cdo lam phong (ghi cht vao danh muyc
tinh trang phong sir dung diing mau dé bao cao bao dudng)

Buwéc 7: Thu don dé vii bin

- Thao tdm phu giudong va chian dit & noi sach (chang han trén ghé sofa)
khong dat trén san

- Théo bao gdi, ga trai giwong, thu don khin tim da sir dung, tim chui chan
cho vao tai chtra d6 vai trén xe day (gitl tig ci dé kiém tra c6 do vat cta khach
1an vao hay khong)
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- Khi thu don db vai, dong thoi kiém tra rudt gdi, tim bao vé ném co bj ban
hong rach hay khong (1at lai ném theo dinh ky)

- Dé riéng d vai kho va udt

- Rura tay sau khi tiép xtc voi do vai ban

Buwoc 8: Lam giwong

- Sau khi thu don dd vai ban, nhan vién phyc vu phong bat dau tién hanh
quy trinh lam giuong

- Chon dd vai:

+ 1 tAm 16t ném

+ 1 tAm ga trén va mot tdm ga dudi

+2 hoic 4 vo gbi

+ Chan sach

+ Ga phu sach

(chon db vai dung kich thudc givdong, khong 6 ban, thung rach..)

- Trai giuwong:

+ Trai tAm 16t ném, vudt phang nép gip (dung & giita phia cudi givdong va
kéo tAm ném xubng phia cudi giuong khoang 15- 20 cm)

+ Trai tim ga dau tién (mat phai 1én trén) phil toan bd ném, chira khoang
40- 50cm cho mdi dau giuvong va canh givong. Em va tao goc tim nay ¢ 2 goc
dau giuong (45 hodc 90 ). Pay tAm ném veé vi tri cil

- Trai tAm ga th&r 2, mit phai bén dudi, chira khoang 10cm phia dau giudng

- Trai chan 1én tAm ga thi 2 sao cho mi trén ciia chin sat voi mi ném dau
giudng canh cho déu 2 bén giudng (chan phai sach c6 mui thom, khong c6 vét &
ban)

- Gap ga va chin

+ Gap phan thira ctia tim ga tha 2 phia dau givong (10cm) phu 1én mi tim
chan

+ Gép phan chan duoc phu ga lui vé phia cudi givong khoang 30cm (hay
tuy theo quy dinh ctia khach san )

+ Em tat ca ga va chin ¢ canh giuong vao phia dudi ném sao cho phang va
chac

+ Lam tuong ty voi canh giwong bén kia

+ Pung cudi giudng cing ga givdng that phang, thu hét phan cac tim ga va
chan ém chat xudng dudi ném va tao 2 goc & cudi givong

- Long gbi vao trong vo gbi

+ Kiém tra: VO gdi phai sach, min va phang

+ Thay bao géi

+ DPat gbi ngay ngan trén dau givong, miéng 2 bao gbi quay vao nhau
(giuwong doi1) tudn theo quy trinh cua khach san
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- Trai tim phu giuong

+ Trai tAm phu giuong (giti sach tAm trai givdng trude khi phu 1én ga, chira
cac canh mot khoang déu nhau, chin givong va 2 bén canh giudng

+ Vubt that phang, 14t nguoc phan dau tim phu sao cho vira 1 chiéc gbi

+ T4n goc dudi gdi va phit tim phu giuong 1én gdi, gdp mot it mép tim phu
givong xudng bén dudi gdi

+ Vudt va stra phan thira ctia tim phti ¢ cudi givong cling nhu 2 bén canh
giudng cho déu va phing

+ Kiém tra lan cudi, givong dat yéu cau khi: ga giwdng, chin va gbi khong
duogc 10 ra ma phai duoc phu hoan toan, tim phu & canh cudi giuvong déu nhau

Bwoc 9: Lau bui phong khach

- Lau buyi db dac trong phong theo mot quy trinh khép kin (cung chiéu
hodc nguoc chiéu kim dong hd)

- Bét dau tir sau canh cira ra vao (mat trudc cua cua sé dwoc lau chui sau
khi hoan tdt buéc cudi cing trong quy trinh vé sinh phong khdch )

- Lam viéc mot cach c6 hé théng: tir cao xudng thip, tir trai sang phai, tir
phai sang trai va tir trong ra ngoai (tiét kiém thoi gian )

- Céc bé mat, d6 dac can duoc lau bui:

+ Mat sau canh ctra ra vao

+ Gi4 dé hanh ly

+ Tivi va tu tivi

+ Minibar va ti minibar

+ Ban lam viéc

+ Ban cafe (ghé sofa)

+ Tu quan 4o

+ Két an toan

+ Lau bui cac thanh givong

+ Tu dau giudng

+ Lau dén va cac bong dén (nhé tdt cong tdc truée khi lau bong dén)

+ Lau dién thoai va day dién thoai

+ Lau khung va kinh tranh anh

+ Lau kinh cira s6 va khung cira

+ Lau guong va ban trang diém

Buéc 10: lam vé sinh phong tim

+ Rura ly tach, gat tan lau kho va dat lai ding vi tri cli

+ Lam vé sinh bon tim, lavabo, toilet bowl

+ Lau tudng, guong va cac do vat khac. ..

Buwéc 11: Bé sung do cung cdp (theo tiéu chuan ciia khdch san)

- Cac loai khan
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+ Ao choang tam

+Dd cung cip cho phong tim

Bwoc 12: Hut bui /lau san

- Bét dau hat buyi tir gbc trong ciing xa nhat tién dan vé phia cira

- Theo nguyén tic tir cao xuéng thép (rém ctra, chao dén, ghé sofa, khe, san
tham)

+ Hut bui dudi gdm giuong, gdm ban, gam tu.. .

+ Str dung cac dau hat thich hop véi cac bé mat

+ Chu y nhit nhitg mau rac 16n va céac vat sdc nhon

+ Chu ¥ dén nhitng nguyén tic an toan khi str dung may hut bui

+ Lau san

Buwéc 13: Kiém tra tong qudt

- Pung ¢ clra ra vao va quan sat bang mat toan bo can phong theo mot quy
trinh khép kin dé chac chin rang:

+ Moi thtr da duoc lam sach

+ Khong c6 mui la

+ Khong c6 vét ban hay do vat bo quén trong phong

+ Moi d6 dac phai dang vi tri

+ Lan kiém tra cudi cting cta ban ciing 13 4n tuong ban dau cua khach khi
budc vao phong

Buwoc 14: Dong cira s0, kéo rém, tit dén, khod cira chinh, lau bui bién so
phong va tay nim cira

- Khi déng cira s6 hodc ctra phong khach, phai dam bao ban da khoa cua
chic chin va phai thur lai tay nam cira trude khi roi vi tri dé chic chin réng moi
thir da an toan

- Lau sach buyi bén ngoai ctra phong, tay nam ctra va bién s6 phong

Buwéc 15: Hoan thanh bing bdo cdo lam phong va bing danh muc kiém
tra

- Ghi chu gio ra

- Ghi chii thay ddi tinh trang phong

- S6 lwong do vai da thay

- S6 lwong do udng bo sung

- Str dung bang kiém tra dé kiém tra lai toan bo cong vi¢c vira lam

Cic tiéu chuin vé sinh yéu ciu

* V¢ mdt vé sinh

- Phong phai sach sé vo trung, dd dac trang thiét bj tién nghi phai khé rao,
sach trong bong ngoai

- Khong khi trong phong phai thom thoang

- Givong nga phai dugc 1am méi ¢6 tim phu
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- Ban cau phai c6 bang niém

* V¢ trang thiét bi do ding phuc vu khdch

- Phai day du vé sb luong ching loai

- Phai tét vé chat luong phuc vu theo dung tiéu chuin cua ting loai phong
quy dinh

* Vé my thudt

- Tién nghi, dd dung phai duoc bay tri c6 khoa hoc mi thuat dé tao duoc su
dep d& sang trong hap dan khach
4. Thwe hanh 1am vé sinh budng

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau héi
1.1 M6 ta quy trinh don phong khach dang luu tra?
1.2 Mo ta quy trinh don phong khach tra?
1.3 M6 ta quy trinh don phong tréng khach?
1.4 So sanh sy khac nhau trong quy trinh don phong khach dang luu tr, phong
khach tra va phong tréng khach
2. Thuc hanh
Thuc hién 1am vé sinh budng khach dang luu tra
* Huéng dan thyec hién
- Chia nhém. Mdi nhdm 2 sinh vién
- M3i nhém thuce hién quy trinh vé sinh budng khach dang luu tra it nhat 1

- Thoi gian: 15-20 phat/nhém/lan
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BAI 11. XU LY TAI SAN THAT LAC PUQC TIM THAY

Muc tiéu:
- Nhan biét duoc d6 that lac ciia khach;
- Trinh bay dugc quy trinh xir 1y tai san thét lac tim thay;
- X1r Iy va bao quéan db that lac ctia khach ding quy trinh.

A.NOI DUNG
1. Gi6i thiéu vé do thit lac

Tai san thit lac duge tim théy 1a nhirng tai sdn khong phai ctia khach san, bi
b6 quén trong khach san va dugc nhan vién tim thay.

Céc loai tai san that lac bao gém:

a. Cac dd vat c6 gia tri: Do trang suec, déng hd, tién mat. ..

b. Thé tin dung (credit card).

c. Vat dung ca nhan thong thuong: Dau go1 dau, nudc hoa, viét. ..
2. Quy trinh xw ly
2.1 Xar ly khi phat hign tai san ciza khach bé quén
2.1.1 Cdc quy dinh vé xit Iy tai san ciia khéach dé quén

- Can bo nhan vién cac bo phan khi nhat/ phat hién dugc tai san co6 gia tri
cua khach dé quén phai b4o ngay cho 18 tan va giam sat dé 1ap bién ban ghi
nhan.

- Sau khi phat hién do théat lac, nguoi phét hién cé trach nhiém dién thong
tin vao Phiéu tai san mat/that lac voi cac ndi dung sau:

+ Ngay phat hién

+ Tho1t gian phat hién

+ Db vat duge phat hién

+ Noi phat hi¢n

+ Nguoi phat hién

+ Nguoi tiép nhan d6 thét lac

- Truong hop khach dang .con & khach san, nhan vién budng can chuyén tai
san vé noi quy dinh dé trao tra cho khach. Trudng hop khach da ra vé, nhan vién
cho tai san vao tai va ban giao cho nguoi c6 trach nhiém
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2.1.2. Trinh tu thao tac

STT| Ténthaotac | Dung cu, thiét Yéu cau ky thuit
bi, vat tw
1 | Thong bao 1& tan | Pién thoai Thong bio s6 budng, loai d6 khach
khi c¢6 d6 khach dé quén, vi tri khach dé quén
dé quén
2 | Ghi thong tin S6 nhan d6 bao | Ghi day du cac thong tin theo yéu

quan dd that lac | cau cta Phiéu tai san mat/thit lac

3 |Bao quan cho|Tai san cuda |- Niém phong tai san vao ti va cho
khach néu khach | khéach phiéu ghi thong tin tai san mat/that
da di lac ctia khach vao cung

- Ban giao cho nguoi ¢6 trach nhiém

cat gilr

2.2 Bao quan tai san khach bé quén
2.2.1. N¢i dung cbng viéc

- T4t ca tai san cua khach dé quén phai dugc bao quan tai bo phan phu
trach do that lac. B phan tiép nhan, xtr Iy do thét lac sau khi tiép nhan miu
thong tin tir ngudi phéat hién s& tién hanh ghi chép lai véi nhiing ndi dung can
CO sau:

+ Tho1t gian phat hién

+ Pja diém phat hién

+ Nguoi phat hién

+ PJ vat phat hién (Miéu ta chi tiét dd vat)

+ Nguoi tiép nhan d6 thét lac

- Quy dinh chi tiét vé& cach xur Iy cac mon do thét lac

+ Ddi véi nhirng dd that lac co gia tri nhu tién bac, trang suc, dién thoai,...
duoc cho vao két sit theo quy dinh cta khach san dudi su chtimg kién cia nhan
vién an ninh va phai duoc ghi chép can than.

+ Néu do thét lac 1a thé tin dung can phai duoc giit gin can than trong vong
24 gid trude khi béo cho to chirc, ngan hang phat hanh thé.

+ Nhitng d6 thét lac c6 gia tri nho sau 90 ngay ma khach khong dén nhan
thi d6 vat do6 s& dugc chuyén cho ngudi phat hién.

+ Nhiing d6 that lac c6 gi tri 16n sau 180 ngay ma khach khong dén nhan
s& phai xin ¥ kién ctia Tong giam ddc khach san dé dua moén db that lac do cho
ngudi phat hién. Ngudi phat hién khi duge nhan moén d6 phai gitr mau gidy ghi
chép thong tin dé lam gidy thong hanh dua d6 ra khoi khach san.

+ Nhitng d6 that lac nhu mén an, d6 hop, thirc udng s& duoc giit 3 ngay
trude khi dua cho nguoi phat hién.
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+ Nhitng d¢6 dé& hu hong nhu rau cu qua s& dugc giit 1 ngay trude khi dua

cho nguoi phat hién.

TAt ca cac tai san cua khach sau khi d
than dé bao quan cho khach.
2.2.2. Trinh tu thao tac

woc thu nhan s& duoc dong goi can

STT| Ténthao tac Dung cu, thiét
bi, vat tu

Yéu cau ky thuat

1 | Nhan ban giao dd | S6 nhan d6 bao
thét lac quan dd that lac

Nhén ban giao do that lac tir tat ca
moi nguoi trong khach san (nhan
vién, khach hang...) tai by phan
budng.

2 |Kiém tra, phan |Do that lac cia
loai, dong gobi khach

- Kiém tra, phan loai, dong géi va
dan nhan c6 du thong tin (tén nguoi
tim théy, noi tim théy, tén do vat,
ngay/ thang/ nam).

- Po vat tim thdy nén dé ¢ trong thi
nylon trong sudt dé dé nhin.

3 | Luu trit thong tin | SO gia nhan tai
san that lac

- Ghi vao s6 “Lost & Found/ s giao
nhan tai san that lac" déy du moi
thong tin vé dd vat (sé luong, mau
sic, nhan mac, chat liéu, tinh trang
...), ngay, thdng, ndm va té€n nguoi
tim thay, noi tim thay.

4 [Sap xép va bao |Do that lac cua
quan d6 khach

- D6 that lac khach chua téi nhan s&
dugc dong goi va cat vao kho. Sip
xép gon gang, d& tim, d& thiy.

2.3. Hoan tra tai san cho khach
2.3.1. Noi dung cbng viéc

- Khi nhan dién thoai ctia khach héi vé do that lac, nhan vién xtr 1y can khai

thac thong tin tir khach va dién vao mau véi
Nguoi got
Ngay gio
S6 dién thoai
Dia chi
Nguoi hoi
M5 ta chi tiét db vat
Noi mét
Thoi gian mat
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Pay chinh 14 co s& dé xac minh nguoi goi c6 dung 1 chu nhan cta mon dd
that lac hay khong.

- Néu nhitng thong tin nguoi goi cung cip trung khdp voi thong tin ma
ngudi phat hién ghi nhan va khach yéu cau gui tra lai d6 that lac thi nhan vién
xtr 1y tién hanh thu tuc gui tra cho khach hang.

Néu khach ¢ xa, nhan vién xir 1y s& giri d0 thét lac cho bd phan hanh Iy
cung voi dia chi duéi hinh thire ty Gy quyén dé tinh chi phi van chuyén. Nhan
vién hanh 1y phu trach nhan giri d6 that lac s& ky nhan vao ban ghi chép d6 that
lac. Nhén vién xtr 1y phai giri mot email théng bao cho khach vé viéc dd vat da
dugc gui di: qua duong nao, chi phi van chuyén, s6 buu kién, thoi gian du kién
khach s& nhan dugc dé khach dugc biét.

Néu khach dén nhan truc tiép thi phai ky vao ban thong tin xac nhan da
nhan lai d that lac.

Trong trudng hop khach nho cho mét ngudi khac dén nhan thay thi phai c6
thu uy quyén cta khach. Nhan vién xur 1y s& yéu cdu nguoi nhan phai dién
nhing thong tin ddy du, ky xac nhan vé viéc dugc Gy quyén nhan db that lac.
2.3.2. Trinh tu thao tac

STT| Ténthaotac | Dung cu, thiét Yéu cau ky thuat
bi, vat tw

1 |Ti€p nhan yéu Ho1 tén khach, ngay gio, so dién
cau cua khach thoai, dia chi, mo ta chi tiét do vat,
noi mat, thot gian mat

2 |Lay tai san cua|Tai san cua | Khi x4c dinh ding tai san cua khach,

khach tir khu vuc | khach lay tai san dé 1am thil tuc trao tra cho
bao quan khach
3 |Trao trda tai san |Tai san cua | Khach nhan tai san phai ky nhan vao
cho khach khach sO giao nhan tai san mat/ that lac cua
khach san

2.4. Gidi quyét tai san vo thira nhgn
2.4.1. Noi dung cbng viéec

CAc tai san that lac cua khach sau thoi gian bao quan quy dinh van chua co
nguoi dén nhan thi khach san s& 1am céc thu tuc thanh ly. Ban phu trach bao
quan tai san mat/that lac se 1én danh sach céc tai san trong dién thanh 1y dé trinh
Ién cap trén xét duyét.

Sau khi c6 quyét dinh do thanh 1y dugc phé duyét, Giam déc/Quan Iy bo
phan Budng phong cling véi nhan vién phu trach d6 Lost & Found sé& kiém tra
ting hang muc va phan loai. Cac can bo sau khi kiém tra xong phai ky xac nhan
vao danh muc db di thanh 1y.

Trang 72




Giam db¢/ Quan Iy bo phan Budng phong chiu trach nhiém ban giao cho bo
phan cd lién quan sb d6 thanh Iy nay.
2.4.2. Trinh tir thao tac

STT| Ténthao tac Dung cu, thiét Yéu cau ky thuit
bi, vat tu

1 | Lap danh séch tai Kiém tra s6 dé biét cac tai san can
san trong di¢n dugc thanh 1y
duoc thanh 1y

2 | Trinh danh sach Danh sach dugc chuyén cho quan 1y
Xin cép trén phé khach san xem xét phé duyét duoc
duyét phep thanh ly

3 |Thuc hién thanh | Tai san cua | Phan loai, trd ngudi nhat dugc tai
ly khach san

3. Thue hanh xir ly @6 that lac dwoc tim thay
Céc biéu mau xu 1y do that lac

LOST & FOUND

...............

................

..............
................................................................................................
................................................................................................

................................................................................................
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LOST & FOUND LOGBOOK

Date

Location

Guest
name

Finder

Description

RECEIVING INFORMATION

RETURNING INFORMATION

Checker

Log-in&
stored by

Remark

Name | Signatur
e

Date

Remark
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B. CAU HOI VA BAI TAP/THU'C HANH
1. Cau hoi
1.1 B thét lac cua khach 1a gi?
1.2 M@ ta quy trinh xt Iy do that lac cua khach?
2. Thuc hanh
Viét cac biéu mau lién quan dén xu 1y dd that lac cua khach
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BAI 12. PHUC VU MINIBAR

Muc tiéu:
- Trinh bay duoc quy trinh kiém tra va b6 sung Minibar;
- Viét va tinh toan duoc hoa don st dung Minibar.

A.NOI DUNG
1. Cach sip xép Minibar

Trong khéach san dé tao diéu kién thuan lgi va tién nghi nhét cho khach
trong thoi gian luu tra thi trong budng khach thudng co trang bi mot quiy
minibar. O ddy khach s& c6 cac thic dn d6 udng nhe. Cac dd udng s& duge bao
quan trong ti lanh nho. Con cac d6 an nhe s& duoc dit trong gid/khay.

Céc loai 6 udng va thie dn nhe c6 thé dugc cung cp cho minibar gdm co:

- Nudc ngot, nude cd ga nhu: Cocacola, Sprite, nuwdc cam dong lon, Soda,
Tonic, nude khoang lavie, nudc khoang kim boi....

- Céc loai bia nhu: Heineken, Tiger, Halida, bia 333...

- Ruou chai nhé dudi 75 ml nhu: Whisky, Gin, Vodka, Brandy....

- Nude tinh khiét, nudc khoang nhu: Lavie, Kim bo1, Aquaresh......

- Pd an nhe nhu: chocolate, khoai tdy chién dong lon, hat diéu, dau hdn
hop, banh quy, bim bim...

Tuy theo quy dinh ctia mdi khach san, quiy minibar c6 thé do bo phan
budng hay bd phan nha hang quan ly. S6 luong thic an d6 udng dit trong
minibar cling tuy theo quy dinh ctia ban quan 1y khach san, thuong 1a dat 2 don
vi/ loai hang héa. Cac loai thirc an d6 udng co bang gia 1 rang tai ti minibar.

Ta minibar phai duoc sip xép gon, bat mat, thir ty theo timg loai, quay
nhan hiéu cac loai d6 udng ra ngoai dé khach dé nhan biét, dé thay, dé lay khi
can. Pong thoi, nd ciing gitp cho nhan vién tién theo ddi va bd sung hang ngay
sau khi khach tiéu thu.

2. Kiém tra va b6 sung Minibar
2.1. Kiém tra va bé sung hang héa trong minibar hang ngay véi cic buong
khach dang luu tru

- Nhan vién budng trudc khi bat dau cong viéc lau don budng khach phai
kiém tra tii minibar. Néu khach cé sir dung hang hoa trong minibar thi phai lap
Héa don thanh toan ngay dé thong béo cho khach biét. Cac thong tin can dién
trén Hoa don thanh toan bao gdm:

+ Tén khéach

+ SO budng

+ Thoi gian

+ S6 lugng mdi loai hang khach di sir dung
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+ Ky va ghi r0 ho tén nhan vién lap hoa don

M3i s6 hoéa don thuong co6 3 lién. Sau khi hoan thién héa don, lién thir 3 s&
dat trén ta minibar dé thong bao cho khach biét. Hai lién con lai ndp cho van
phong bd phan budng dé tinh tién cho khach.

- Pit phiéu méi: hoa don ludn sin sang & khu vuc minibar

- B6 sung hang héa cho minibar du s luong ting loai theo quy dinh:
nhéan vién phai kiém soat dé dam bao c6 du theo yéu cdu tranh phién ha cho
sau nay.

2.2. Kiém tra minibar déi véi cic budng khdch trd

Khi dugc thong bao tir bd phan 1€ tan vé viéc khach tra buéng, nhan vién
budng can nhanh chéng téi budng khach kiém tra budng va minibar. Néu khach
c6 sir dung thém céc hang hoa trong minibar thi nhan vién budng can théng bao
ngay cho 18 tin va nhan vién vin phong bd phan budng phong dé cip nhat cac
thong tin kip thoti, tranh khach phai cho doi lau.

Nhén vién vin phong tai bd phan budng phong s& cap nhat sé luong hang
khach tiéu thy vao Bang bdo cdo tiéu thu minibar hang ngdy véi day du cac
thong tin nhu: s6 budng, gio, s6 héa don minibar ma nhan vién 1 tan vira cap
nhat cho khach dé tién ddi chiéu sau nay. Viéc bod sung hang héa trong minibar
(néu c6) duge thyc hién khi nhan vién vao lam budng cho khach
2.3. Vé sinh tii minibar

Lam v¢ sinh hang ngay:

- Thu don céc loai chai lg, lon khong ra khoi tu lanh

- Lau chui minibar bang khan vai véi nuéc am

- Kiém tra nhiét d6 trong ti va chinh theo quy dinh

- Trudce khi cho hang héa vao ti phai lau sach, kiém tra han st dung

- Khong dit cac hang hoa kém pham chat, mép méo vao ti
2.4. Cdc chii ¥ vé an toan

- Khong xdc manh, khong 1am roi cac loai hang hoa khi van chuyén tranh
d6 v/ xi no.

- Khong dit manh tay cac loai hang hoa dé tranh méo, hong.

- Kiém tra k¥ thoi han str dung. Khong nhan cac hang hoa kém pham chat
hoac qué han str dung tranh gay ngo ddc cho nguodi str dung.

2.5. Cdc hw hong thuwong gip nguyén nhén va cach khdc phuc

STT Cac loai sai hong Hau qua Nguyén nhan | Cach khic
phuc
1 | Do udng bi phong Nguy co xi|DP0 udng sip |Bao cao cap
né/mgd doc | hét han/ | trén dé hay
khong  dam
bao chat
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lugng

2 |[Khach khing  dinh
khong str dung d6 trong
minibar va tir chéi thanh
toan

- Khong thu
duoc tién cua
khach

- Khach
khong hai
1ong, 4n tuong
khong tot vé
khach san

- Nhan vién
khong  kiém
dém ky khi
thuc hién
cong viéc

- Khoéng cé
danh sach
bang gia
théng béo cac
mat hang nén
khach khong
kiém tra duoc
hang co trong
minibar

- Xin 10i
khach
- Kiém tra lai

cach phuc vu

3. Thue hanh viét cac biéu mau Minibar

B. CAU HOI VA BAI TAP/THU'C HANH

1. Cau hei

1.1 Trinh bay cach kiém tra va sap xép minibar?

1.2 Liét ké cac hu hong thuong gap khi kiém tra va sap xép minibar? Néu bién

phap khic phuc.
2. Thuc hanh

Viét cac biéu mau lién quan dén kiém tra minibar
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BAI 13. XU LY PO GIAT LA CHO KHACH

Muc tiéu:

- Trinh bay duoc quy trinh giit 13 d6 khach;

- Thuyc hién dung quy trinh thu nhan, vao hoa don va ban giao do 1a cho
khach;

- X1r Iy dng cach cac phan nan ciia khach lién quan dén cong tac giat 1.

A.NOI DUNG
1. Thu nhan db giit 1a

* Nhan thong bao

Nhén thong bao phai ghi 16 rang thoi gian nhan duoc thong béo, s6 budng
ctia khach can giat quﬁn 40, noi1 nhan qu?m ao, nhitng yéu cau khi giat, chuan bi
xe chd quan 4o.

* Nhan quan 4o

Pi thang may danh cho nhan vién 1én budng khach néi chung phai nhan
quan 4o ctia khach VIP truéc va nhanh chong dua di giat 1a.

Néu cira budng treo bang DND thi phai goi dién thoai bao cho nhan vién
truc budng goi dién hoi khach, khach dong ¥ thi méi dugce vao phong nhan quan
ao.

Lap hoa don giat 1a quan 4o, dé nghi khach ky, néu khach khong con yéu
cau nao khac thi chao khach ra khoi budng.

Néu khach khong co trong budng thi dé nghi nhan vién phuc vu buéng mé
ctra thu don quédn 4o, ghi héa don giat 1a quan 4o, trén d6 ghi rd s6 budng, tén
khach loai d6 gidt, ngay gio dua giit, ngay gio 1ay do giat, nhiing yéu cau khac
khi gidt va tén ngudi nhan.

Nhitng quan 4o cua khach dé ¢ phong lam viéc cta nhan vién phuc vu
budng. Néu khong c6 hoa don va khong 1d budng cta khach thi nhan vién phuc
vu phai xac nhan s6 budng ctia khach va ky nhén.

Khi nhian quan 4o ciia khach phai ghi vao so sach. Trong d6 ghi 1d so
budng, ngdy, gid nhan, khi nhan quan 4o khach c6 mit khong, ngdy gio tra va
nhitng yéu cau cta khach khi giit 1a.

Nhan quan 4o xong phai nhanh chéng ra khoi phong khach khong dugce nan
né & lai budng khéch.

* Kiém tra quan 4o trudc khi giat 1a

Kiém tra trong tai quan 4o c6 con dé sot vat gi khong. Néu co tién hodc dd
vét quy thi st 1y theo “Quy dinh 96 cat gii va trao tra vat dé quén cia khach”’,
néu 1a vat nho thi gitr lai, cho khi tra qu?m ao thi trao tra cho khach.
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- Kiém tra xem quan 4o, tai quan 4o, cd tay 4o, diing quan co bi thing
rach, son hay khong, dém vai c6 nguyén ven hay khong.

- Kiém tra xem thdn 4o, dng quan co bi thung hay khong, c6 bac mau vét
b, dit cuc khong, kéo khoa co tron tru hay khéng.

- Chat liéu quan 16t c6 giat duge khong, ¢ rach hay tudt chi khong va
phan tich xem khi git c6 phai mau hay khong. Néu c6 van dé gi thi phai lién hé
v6i khach thi méi dua di giat 1a.

- Néu quan 40 bi 6 ban nghiém trong thi phai théng bao cho khach biét co
kha nang giat khong sach duoc.

- Néu phat hién c6 kha ning xay ra hau qua xau sau khi giit 1a nhu: vai b
co, bay mau thi phai thong bao cho khach, néu khach ddng ¥ thi méi dua di giit.

- Kiém tra d6i chiéu xem bién lai va sb luong quan o thuc té c6 khép nhau
khong, néu khong khép thi phai viét gidy thong bao cho khach. Ghi 16 ngay gio
d6i chiéu, tén nguoi ddi chiéu.

2. Giao trang phuc cho b§ phan giat la

Qua trinh giao d6 cho bd phan giit 13, ban phai cing nhan vién giat 1a xé4c
nhan lai trinh trang trang phuc, giao cho ho 1 lién phiéu yéu ciu va yéu cau
nguoi nhan ky xac nhan sau khi da kiém tra xong. Luu ¥ v6i nhan vién giat 13
cac yéu cau dic biét cua khach.

Tai day, bd phan nay s& tién hanh:

+ Phdn logi khan, vai, trang phuc: Viéc phan loai nay phai can ctr vao do
bén cua chét liéu, kich ¢&, mau sic, d6 ban... dé chia ra tirng may giat khac nhau
va tranh tinh trang qua tai trong mdi 1an giit.

+Giat: Sau khi da phan loai xong, nhan vién bo do vao may giat. V&i mdi
loai d6 duogc phan loai thi nhan vién c6 cach giat khac nhau. Nhan vién giat co
thé st dung thudc tay hoic chat lam mém vai dé xir 1y trude khi dua vao may
giat.

+ Sdy khé va la: Céc loai vai, khan sau khi d3 duoc gidt xong va vat kho
dugc dua qua may sdy. Nhan vién phai luu ¥ cht liéu vai dé diéu chinh nhiét 46
va thoi gian sdy cho phu hop, can ting ha nhiét dan dan dé tranh 1am vai bi hu.
Véi nhitng chét liéu vai nhu cotton thi chinh nhiét d6 cao, vai soi téng hop thi sur
dung nhiét d6 thap, nhiét do trung binh cho vai mong va siy khong cap nhiét
cho vai c6 chét liéu bang 16ng to hay 1ong mém; sau d6 1a thanh nép.

+ Xép trang phuc: Trang phuc cua khach c6 thé dugc xép gon hodc treo
vao moc, bao lai bﬁng bich nilong dé giao tra cho khach
3. Thu nhan trang phuc sau khi giat la

Khi nhan trang phuc tir bd phan giit 13 nhan vién giit can: Kiém dém sd
luong, tinh trang trang phuc, néu khong c6 van dé gi xay ra khi mang di tra lai
khach theo dtng s6 phong.
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4. Tra lai dd giit 1a cho khach

- Khi nhan quan 4o do xudng giit 1a trao tra phai ddi chiéu véi bién lai va
vao s sach.

- Mang d0 di gidt dén phong cho khach: Kiém tra that dung sb phong dé
tranh truong hop ¢6 su nham 14n tra d6 gitra cac phong. Thuong 14 sau 5h chiéu
va stt dung “danh muc tra dé ciia khach”.

- Giao lai dd giat 1a va xac nhan $6 lugng, chung loai, tinh trang trang phuc
v6i khach.

- Trang phuc phai duoc dam bao dé trong ti hodc trong gié dung c6 danh
sach dinh kém.

- Thu lai phiéu dich vu giat 1 ma khach giit va yéu cau khach ky nhan d6
giat 1a.

- Moi dd giat 1a da tra phai duoc gach di, ghi rd thoi gian tra. Néu khong
hay kiém tra lai va xur 1y tiép.

Hinh anh minh hoa:

=

—w
C—

3. Tra do giat kho cua khach 4. Kiém tra danh muc dé dam bao da
giao du

5. Xuwr ly phan nan caa khach
5.1. Nhdn vién gidt la lam hong quan do ciia khéch

Khi nhan vién giat 13 gip phai tinh hudng nay phai kiém tra lai phiéu nhan
dé xem tinh trang trang phuc trudc khi gidt nhu thé nao. Néu 1a nhitng 16i nho
nhu sut chi hay dut ctc trong qua trinh giat thi nhan vién phai chi dong khau lai
cho khach. Con néu 1a 15i 16n nhu rach hay 1a chay quan 4o cta khach thi nhan
vién phai truc tiép t6i xin 18i va boi thuong cho khach theo quy dinh cta khach
san.
5.2. Khdch phan nan trén dé gidt con vét ban/ thém vét ban mai
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Khi nhan dugc phan anh nay, nhan vién giat la can kiém tra lai phiéu tinh
trang ctia d6 trude khi git.

- Néu vét ban d6 1a c6 tir trude va khong tdy dugc thi nhan vién phai khéo
1éo trinh bay dé khach hiéu

- Néu vét ban duoc tao ra trong qua trinh giat 14 thi nhan vién phai xin 15i
khach va nhan lai d6 di xir Iy cho sach vét ban d6 va giri lai cho khach hang
5.3. Nhdn vién khong tra do diing hen vi hé théng mdy gidt, sy ciia khdch san
gap su co

Néu hé théng may giit, sy cua khach san gip su cb khién viéc giit 1a quan
40 ctia khach khong thé tién hanh nhu binh thudng thi nhan vién can phai bao
c4o ngay voi quan 1y dé lién hé voi bo phan ky thuat nhanh chong xtr 1y. Dong
thoi, nhan vién gidt 1a cAn ra soat xem nhimg yéu cdu giit 1a nao cua khach
khong thé tra dang hen, phbi hop véi nhan vién budng phong dé théng bao cho
khach biét, mong khach thong cam va hen thoi gian tra d6 sau. Trong trudng
hop, khach can d6 gap thi nhan vién c6 thé chi dong dung phuong phap giit
bang tay, xir 1y sy kho nhanh dé kip tra quan 4o cho khach dung hen.

5.4 Khach phan nan mirc phi giat la tai khach san qua cao:

Néu nhan duoc phan nan nay tir khach, nhan vién giat 1a phai khéo 1éo giai
thich cho khach hiéu day 1a mac phi quy dinh cta khach san va cung véi d6
khach san cam két dem dén dich vu giat 1a chét luong tdt nhat cho khach hang.
Tuy nhién, néu nhan qua nhiéu phan nan vé diéu nay, nhan vién phai béo lai cho
quan 1y duoc biét dé co phuong an diéu chinh phu hop. Dé xir 1y tot tinh hudng
nay, nhan vién giit 1 can phai trang bi cho minh k¥ ning giao tiép, k¥ ning giai
quyét van dé tranh gay kho chiu, hiéu nham cho khach hang.

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau hoi
1.1 Trinh bay cac budc xt Iy do giat 1a cua khach?
1.2 Tai sao phai kiém tra quan 4o truée khi giat?
2. Thuc hanh

Viét hoa don giit 12 cho khéch
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BAI 14. CHINH TRANG BUONG BUOI TOI

Muc tiéu:
- Trinh bay duoc quy trinh chinh trang budng bubi tdi;
- Thyc hanh chinh trang budng buodi téi dung yéu cau.

A.NOI DUNG
1. Cong tac chuin bi
1.1. Ngi dung cbng viéc

Dich vu chinh trang budng budi tdi duoc cung cip cho cac loai budng hang
sang trong tai khach san lén. Thoi gian thuc hién cong viée nay dién ra tir 6 PM
dén 8 PM.hang ngdy. V& co ban cong tac chuin bi cho céng viéc vé sinh ciing
gan gidng coéng viéc vé sinh budng khach tra hay dang c6 khach. Piém khac 1a
t6i s& c6 thém qua tang cho khach. Nhan vién can co danh sach cac ddi tuong
khach duoc chinh trang budng dé chuan bi qua cho khach.

Qua cua khach 1a banh ngot/socola, thi¢p chiic khach ngt ngon.
1.2. Trinh tw thao tac

STT | Teéncacthaotac | Dung cu, thiét bi, Yéu cau ky thuat
vat tu
1 Chuéan bi cong cu lam | Dung cu, thiét bi | Pu va ding cung loai
vé sinh lam v¢ sinh theo quy dinh
2 Chuan bi do dung|- D6 udéng mién |Pu va dung cing loai
cung cap va thay thé | phi theo quy dinh
- b6 vai, khin cac
loai
- Po cung cép
phong tam
3 Chuan bi qua tang Socola, banh ngot, | Pu va ding cuang loai
thi€p chac khach | theo quy dinh
ngu ngon
4 Sap xép lai xe day Xe day sap xép gon, theo

chung loai

2. Thii tuc vao budng
2.1. Ngi dung cong viéc

Khi thuc hién cong viéc chinh trang thi tinh trang budng hau hét cua cac
budng sé& 1a dang c6 khach &, mot s6 budng s& Ia chuan bi dén. Do vay, nhan
vién khi thuc hién mé cira vao budng khach phai tuan thi tuyét doi cac budc mo
ctra budng khach dé tranh gay phién ha cho khéach.
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Truong hop khi thuc hién cong viéc khach dang c6 & trong budng thong
bao khong can don budng, khac vai budi sang khi khéch tir chdi ching ta sé di
chuyén sang budng khach ngay thi ching ta s& moi khach ra lay qua va dbi khan
cho khach (néu khach c6 yéu cau).

2.2. Trinh twr thao tac

STT| Tén thao tac

Dung cu, thiét
bi, vat tu

Yéu chu ky thuat

1 | Quan sat cua

budng khach

Cua budng

khach

- Quan sat sd budng: dam bao dung
s6 budng nhu du kién

- Quan sat bién bao (khong mé cira
vao budng khi c6 bién bio khong
lam phién)

2 | GO cua va xung
danh

Cua budng

khach

- Nhan vién c6 thé g ctra bang tay
hodc bam chudng (néu c6)

- Sau mdi lan gd cira nhan vién
xung danh du 16n dé khach nghe
thay. Hay noi: “Houskeeping/Nhan
vién phuc vu budng diy a”

- Sau mdi 1an go cira va xung danh
nhan vién phai chi y ling nghe
nhitng phan hoéi cta khach. Chi
dugc phép mo ctra khi khach cho
phép/ khong c6 phan hoi gi tir khach
+ Truong hop khach dang c6 ¢ nha
ra mé cuira: nhan vién chao khach,
xin 16i khach, xin phép khach dugc
lam phong.

+ Truong hop khach dang c6 ¢
trong budng va tr chdi dich vu:
nhan vién xin 16i khach, thong bao
khach ra nhan qua, hoi xem khéach
c6 can doi khan taim khong

3 |M& cua
budng khach

vao

Chia khoa
budng khach

- Pua chia khéa vao 6 dé méd khoa

- Truong hop khi m¢ cwa khach
khoa bén trong nhén vién chao
khach, xin 16i khach va xin phép
duoc don budng (chi & lai 1am khi
khach cho phép).

- M& hé cura quan sat phia trong va
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Dung cu, thiét

STT| Ténthao tac o
bi, vat tw

Yéu cau k¥ thuat

tiép tuc xung danh
- Cira c6 thé mé rong hodc khong
tuy thudc quy dinh cua khach san

4 | Chinh lai xe diy | Xe day 1am |- Lai xe diy gon vé phia tuong,

va dua cong cu | budng cach tuong 15 cm.

lam vé sinh vao - Néu xe déy duoc chan trudc ctra

budng thi dau cia xe s& cach mép cua
30cm

- May hut bui dé gon & gbc phong
- Khay dung cu lam vé sinh dé trudc
ctra phong tim

2.3. Cac lwu y an toan

- Khéng mo ctra khi budng khach treo bién Yéu cau khong 1am phién

- Khong mo cira cho khach khi khong biét chinh xac ho ¢ phai 1a cht nhan
ctia buéng d6 khong

- Mé ctra nhin vao budng thay c6 bat thuong phai gitr nguyén hién truong,
goi dién bao ngay cho giam sat budng.
3. Quy trinh chinh trang budng
3.1. Chinh trang phong ngu
3.1.1 Ngi dung cbng viéc

Chinh trang phong ngu 1a viéc nhan vién s& sap xép lai budng cho khéch
tre vé& gidng véi budi sang khi ban giao. Di vai c4c tai san cua khach phai cha y
nhitng quy dinh dé tranh nhiing déng tiéc xay ra.

Cac noi dung can thuc hién bao gom:

- Thu don réc trong phong

- Sap xép lai givong

- Sap xép lai céc trang thiét bi

- Kiém tra hoat dong cua trang thiét bi

- bat qua tang

- Lau chui (néu can)

Phong khach dam bao cac tiéu chuan vé sinh nhu ban giao cua budi sang.
3.1.2 Trinh tu thao tac

STT| Ténthaotac | Dung cu, thiét Yéu cau ky thuat
bi, vat tw

1 Chuyén cac do Ly cdc, gat tan, | - Nhat ly, coc ban mang phong tam
ban vao phong | khay thirc an co rira
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tam dé co rira - D6 gat tan va chuyén vao phong
tdm dé co rira

- Bé khay thuac an khach da su
dung (néu co) vé noi quy dinh

2 |Chinh trang lai | Tu trang cua|- Vat quan 4o (néu c6) cta khach
giuong cua | khach 1én méc 4o

khach - Cac d tu trang c4 nhan khac (néu
c6) sap xép tam trén ban lam viéc

- Kéo cang lai ga giuong

- Chinh lai chan, 1at mép chan bé
gdc 30 d6 va tan xudng

- bat thuc don an sang, 4o ngu, hoa
1én phan ga giuong vira lat

3 | Dbat dép di trong | Dép di trong | - Dép dat phia dudi cira givong

nha nha - Néu budng co6 hai giuong thi dit
dép & ca hai giuong
4 |Vé sinh va sap | Khin lau - Nhit rac (néu c6)
Xép lai ban dau - Chinh trang lai dién thoai, s6 dién
giuong thoai but..

- Pit nude, coc uéng nudc, keo
hoac banh, thi¢p chuc khach ngu
ngon, diéu khién diéu hoa, diéu
khién tivi trén ban dau givong

5 | Vé sinh va sip | Khan lau - Khi lau chui khong ty ¥ cét cac
xép lai ban lam tai san c4 nhan cia khach
viéc -Ban sach s&, cac do vat trén ban
ngay ngin dung cac vi tri khach da
dat
6 |Vé sinh va sap | Khan lau - Lau va sap xép lai cac vat dung
xép lai ban tra trén ban. Ban tra kho rao
- Cac dd vat trén ban ngan nap
7 | biéu chinh dén Bat dén ngl va chinh anh sang cho
phu hop

3.1.3 C4c chi y vé an toan

- Két sat cua khach ma trong d6 o tai san nhu: tién, trang stc...nhan vién
phai bao ngay cho giam sat dé 18n 1am thu tuc niém phong két.

- Quan 4o, tu trang ca nhan cua khach c6 thé duoc di chuyén hoic khong
tuy tirng truong hop theo quy dinh cua khach san.
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- Thong tin vé khach phai duoc giir bi mat khong duoc tiét 16 vai bat ky ai.
3.2. Chinh trang phong tdm

3.2.1. Nogi dung cbng viéc
Chinh trang phong tam vao budi ti khdng can ky nhu budi sang nhung

van phai dam bao tiéu chuan nhu da quy dinh di véi budng khach. Lau khd bé
mat cac trang thiét bi budng tam va chi xu Iy khi c6 vét ban cing dau. B6 sung
d6 dung cung cap giéng tiéu chuan thyc hién budng dang & khach ¢ ban ngay.

3.2.2. Trinh tir thao tac

STT| Ténthaotac | Dung cu, thiét Yéu cau ky thuit
bi, vat tw
1 |Thu d6 vai ban|Tuai thu d6 vai | - Di gang tay trudc khi lam vé sinh
trong phong tim | ban - Thu cac dd vai ban mang ra ngoai
+ Chi thu don céac d6 vai khach vut
trén san. Khong thu don cac do vai
khach treo trén mac
+ Céc d6 vai ban duoc cho vao tai
dung d6 vai ban trén xe day.
Khong duge dé cac d6 vai ban
trong phong tam khi lau don
2 | Thudon rac Tai rac - Nhit rac cho vao tui.
- B0 rac vao thi rac trén xe day
3 |Rua ly coc, gat | Mat co rira, | - Rira bang nudc am sau d6 up 1én
tan nudc rua ly | ban dudi cé khan 16t
chén - Dung khan danh riéng cho viéc
lau khé ly cdc. Lau xong gio trudc
anh sang dé kiém tra
- Ly cbc, gat tan phai sang bong,
khong stt mé, khong co mui la,
khong vét mo 6
4 |Lau bon rua tay | Mut co rira - Co rira néu co vét ban va lau kho
va khu vuc xung | Héa chat da|- Sap xép ly cdc, hop dung khin
quanh (néu | ning gidy, khan tim, d0 amenity ding
khéach dung u6t) | Khan lau kho theo quy dinh cua khach san

- Bon rira, voi nudc, tuong phai:
kho rao, khong con vét ban bam,
khong con chét tay rira

- Cbc phai co 16t coc khi ap hoic
c6 chup coc

- Tén cta san pham quay ra phia
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ngoai, dam bao dé thay, dé lay khi
cﬁn

5 |Lau bon | Mut co ria - Co rira néu c6 vét ban va lau khé.
tam/phong  tim | Héa chat da|Khong ding khin tdim cta khach
ding va khu vuc | nang dé lau kho
xung quanh (néu | Khan lau kho - Bon tam va khu vuc xung quanh
khach su dung sach, khong con vét ban bam, kho
udt) rdo, khong c6 mui hoa chat

6 |Lau bon cdu va|Muat co rira - Lau kho bén ngoai bon cau (néu
khu vuc xung|Hoéa chit bdn | uét). Dung khian chuyén biét cho
quanh (néu | cau viéc lau kho bon cau
khéach dung u6t) | Khan lau kho - Bon cau kho rdo, sach sé

7 | BO sung do dung | Cac d6 dung | - B6 sung va sip xép theo mau va
cung cip phong |cung cap cho | tiéu chuan quy dinh
tdm budng khach - Chi cung cip cac d6 dung khach

da sir dung hét

8 Khin/ bd cdy | - Quét hodc hat byi san phong tim

Lau san phong
tdm

lau

- Dung khan lau hodc cay lau da xit
héa chat d¢ lau san

- San phong tam sau khi lau kho
rdo, khong c6 vét ban, khong co
mui la

4. Két thiic cong viéc
4.1. Ngi dung cong viéc

Khi cdng viéc di hoan thanh nhan vién dé danh mot phat dé quan sét lai

toan bo phong xem con sét gi khong. Khi khach dang c6 trong budng, nhan vién
can théng béao véi khach cong viéc da hoan thanh va hoi xem khach ¢ can thém
gi nita khong, xin phép khach duoc di ra ngoai.

4.2. Trinh tzr thao tac

STT| Tenthaotac | DWn8cw thiet Yéu ciu ky thuat
bi, vat tw ’

1 | Kiém tra lai toan - Quan sat nhanh toan bo buéng

bd budng khach - Chinh sira lai nhitng chd chua dat
tiéu chuan

2 | Hoi ¥ kién khach Hoi xem khach con chd nao can
(néu khach dang lam v¢€ sinh nira khong? Khach con
& trong budng) c6 yéu cau gi thém nira khong?

3 | Chao khach va ra - Chao khach (néu khach dang c6 &
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STT| Tén thao tac Dl'm,g c}l’ thiet Yéu ciu ky thuat
bi, vat tw ’
khéi budng trong budng)
khach - Bong cura nhe nhang
4 | Pién bdo cdo But, bao céo Dién bo céo lam buéng cua nhan
vien

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau hoi
1.1 M@ ta quy trinh chinh trang budng ngu budi t6i?
1.2 M@ ta quy trinh chinh trang budng tim budi t6i?
2. Thuc hanh
Chinh trang phong budi toi
* Huéng ddn theec hién
- Chia nhém. Mdi nhém 2 sinh vién
- C4c nhdm thyc hién it nhat 2 1an. Mai 1an: 5 phat/nhém/lan
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BAI 15. SET UP PHONG HONEY MOON

Muc tiéu:
- Tao dang dugc cac con vat dé setup phong Honeymoon;
- Trang tri phong Honeymoon lang man, thim my.

A.NOI DUNG
1. Cong tac chuin bi

Nhan vién budng phong s& tién hanh trang tri phong/giudng kiéu honey
moon khi khach luu tra sép check in cua khach san 1a cip vo chong tré di huong
tuan trang mat, cip d6i ky niém ngay cudi hodc nhén dip 18 tinh nhan...

Bén canh nhitng vat dic trung nhu hoa tuoi, khin tim hay nén...
Housekeeping co thé trang tri bd sung mot sd vat dung khac dé ting thém khdng
khi cho cin phong nhu: dén ngi kiéu dén md, rugu vang, ruy bang, dén xong
tinh dau, cap chir hi...

Cac vat dung can chuéan bi:

- 4 khan tam

- 2 khan tay

- 10 bong hoa hong nhung

- Bong bay hinh tri tim: 10 quéa (khdng bat bujc)

- 1 cudn day ruy bang (khéng bat bugc)

2. Thuc hanh setup phong Honeymoon

- Dung 2 khin tam cudn lai tao hinh 2 than thién nga.

- 2 khan tam con lai xép hinh canh quat 1am cénh cho 2 con thién nga.

- 2 khan tay ciing xép hinh canh quat 1am canh cho thién nga.

- Xép 2 than thién nga lén giudng, d6i xing nhau chinh gitta giwdng (2 mo
thién nga cham vao nhau, giit than thién nga dang thang)

- Xép canh 1am tir khan tim 1én than thién nga (dan canh thién nga déu
nhau, 2 canh sai déu)

- Xép tiép 2 canh nho duoc tao ra tir khin tay 1én trén 2 canh cua thién nga.

- Tach cac canh tir hoa hong dé riéng, trir lai 1 béng hoa (chon canh hoa
khong bi sau, kiém tra ki va chon nhiing canh déu nhau).

- Xép cac canh hoa hong trén givong thanh hinh trai tim

- bat bdng hoa hong vao chinh giira than caa 2 thién nga, mo 2 con thién
nga cham vao béng hoa.

- Théi bong bay, cot ddy ruy bang vao qua bong bay va tha Ién tran.

B. CAU HOI VA BAI TAP/THUC HANH
1. Cau hei
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1.1 Liét ké cac vat dung can chuan bi dé set up phong honeymoon?
1.2 M@ ta cach tao hinh con thién nga dé trang tri phong honeymoon?
2. Thuc hanh

Trang tri phong honey moon
* Hiréng ddn thyec hién

- Chia nhém. Mdi nhém 2 sinh vién

- C4c nhdm thyc hién it nhat 1 1an. Mai 1an: 10 phat/nhdm/lan
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BAI 16. GIAT LA PO VAl KHACH SAN

Muc tiéu:
- Néu duogc quy trinh giat la dd vai khach san;
- Thuc hién cong viéce gidat 1a dung k¥ thuat, dat yéu cAu.

A.NOI DUNG
1. Quy trinh giat la do vai khach san
CollectingSoild Transport Soild linen
linen
J 5
®
Laundry Operation Flow Chart Sorting &Washing

Use of Linen

Folding Linen Drying

Thu gom vai do

M&i khach san s& c6 mot khung giod quy dinh dé nhan vién di thu gom
khan, vai do dugc khach bo ra, 40 quan gidt theo yéu cau cta khach va do ban
ctia bo phan nha hang. Nhan vién c6 thé di thu gom vao budi sang hodc budi
chiéu.

- Chuyén d6 do di giit

Db do sau khi thu gom xong dugc chuyén dén cho nhan vién giat. Luu ¥,
nhan vién phai bdé khan, vai do vao sot gon gang, khong duoc dé khan, vai kéo
1€ dudi san.

- Phan loai khan, vai, trang phuc

Viéc phén loai cac loai khin, vai, trang phuc phai can ctr vao do bén cua
chat liéu, kich ¢&, mau sic, 4o ban... dé chia ra ting may giat khac nhau va
tranh tinh trang qu4 tai trong mdi lan giat.
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- Giat

Sau khi di phan loai xong, nhan vién bo d6 vao may giat. Voi mdi loai dd
duoc phan loai thi nhan vién c6 cach gidt khac nhau. V&i nhimng tam khan trai
ban qua ban thi nhan vién giit nén st dung thudc tdy hodc chat lam mém vai dé
xu ly trude khi dua vao may giat.

- Say kho va la

Céc loai vai, khan sau khi d3 dugc gidt xong va vit kho dugce dua qua may

sdy. Nhan vién phai luu ¥ chat liéu vai dé diéu chinh nhiét d6 va thoi gian siy
cho phu hop, can tang ha nhiét dan dan dé tranh 1am vai bi hu. Vi nhing chat
li€u vai nhu cotton thi chinh nhiét d0 cao, vai soi téng hop thi st dung nhiét o
thap, nhiét d6 trung binh cho vai mong va say khong cip nhiét cho vai c6 chit
liéu bang 16ng to hay 16ng mém.

Sau d6, nhitng tim khin ban hay trang phuc cta khach dugc nhan vién 1a thang
nép.
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- Xép khiin va trang phuc

Do dugce gidt 1a xong duoc xép gon gang theo mot kich thudc nhat dinh dé
chuan bi dem thay cho nhitng d ban khac.
2. Thue hanh giit 1a (thwe té tai xwéng gidt 13)

B. CAU HOI VA BAI TAP/THU'C HANH
1. Cau hoi

V& so d6 mo ta quy trinh gidt 1a do vai khach san?
2. Thuc hanh

Tham quan thyc té tai xuong giit 1a
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Bai 17. KET THUC CA LAM VIEC

Muc tiéu:

- Trinh bay duogc cac cong viéc can thuc hién khi két thiic ca lam viéc

- Thuc hién vé sinh céac vat dung sau khi lam viéc sach s¢€

- B6 sung va sap xép cac vat dung 1én xe day gon gang, cat xe day ding vi
tri

- Thuc hién duoc cac cong viéc ban giao cudi ca

A.NOI DUNG

1. VE SINH CAC VAT DUNG SAU KHI SU DUNG
- Cat xe day trong khu phuc vu: dung sat tudng
- D6 thung rac: d0 rac vao ding noi quy dinh
- Mang d vai ban ton lai tir ca ngay/dém di
+ Pé vao khu vuc tap két dd vai ban
+ Kiém tra d0 vai bi rach va dé riéng ra
- Kiém tra cac d6 that lac va tim thiy
- Lau cac gia d& trén xe ddy: lau bang khin sach am
- P6 tai byi trong may huat bui
- Loai bo toc quéan véao chdi, ban chai va tim 16t san
- Rira va cat chdi, ban chai va cac khan lau san: chéng can xudng cho kho
- Rira chdi co bon cau

- Giat khan lau, cay lau va vét kho: khan lau chuyén cho bd phan giit la

- Rira sach x6 dung cy lau: Gp xudng cho kho
2. BO SUNG VA SAP XEP CAC VAT DUNG LEN XE PAY SAU KHI PA
LAM SACH

- B6 sung dd dac 16n xe day: s6 luong tdi thiéu theo tiéu chuan cua khach
san, xép d6 cung cap cho khach, do vai va khan tam gon gang.

- P6 day céc chai chat ty rua.

Bo6 sung dé dac lén xe day Do day cdc chai chat tdy rira
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3. BAN GIAO CUOI CA
3.1 S6 giao ca

- S6 giao nhén ca 1a s6 do nhan vién truc budng dam nhan dé thuong xuyén
ghi c4c thong tin va bién dong s6 budng (khach dén, khach di), tinh trang budng
cac cong viée con ton dong cua ca trudc, cac yéu cau vé dich vu hay 10i nhin
cua khach, cac ky nhan cua nguoi thuc hién yéu ciu d6 dé tir do sém ¢ nhitng
bién phap can thiét cho nhiing phat sinh vé trang thiét bi vat dung cta khach.

- Hang ngady céc ca ban giao cong viéc cho nhau phai ghi vao sd giao ca
toan bd nhitng cong viéc con ton tai cua ca trude hodc nhitng yéu cau cua khach
nhu:

+ Khach yéu cau an trén budng

+ Khach yéu cau can bao thirc

+ Khach yéu cau can giat 1a 1y ngay

+ Khach yéu cau lay nudc soi

+ Yéu cau thay d6i do dung

+ D6 guri hang ngay ciia khach

+ Budng chua lam vé sinh can lam dé don khach

- Chu ¥ can ghi 18 s6 budng, ngay gio khach yéu cau
Mau sé giao ca:

SO GIAO NHAN CA
KRACh SAN:.....coo e
KU NNt be e e s be e e eree e
Gio
Ngay Noi dung Chir ky nguoi | Chir ky nguoi Ghi cha
Théng giao nhan

3.2 Ban giao chia khoa
- Khi giao chia khdo budng phai kiém dém cu thé, ghi 1d s6 lwong. Néu mat
thi ghi 1 mat chia khéa budng nao 1y do mat. Ghi xong phai ky giao nhan rd
rang, lam can ct dé xir 1y khi can thiét
Mau s6 quan Iy chia khod:

QUAN LY CHIA KHOA
S6 chia Ho,ténva | Gio giao Ho, tén va Gi0 tra Ho, tén va
khoé chir ky khoa chir ky khoa chir ky
nguoi nhan nguoi giao nguoi nhan
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*Hinh anh minh hoa:

1.Trd lai chia khod va mdy nhdn tin

nhan tin

2. Ky nhan tra chia khoa va may

Quy trinh két thuc mot ca lam viéc dugc tién hanh nhu sau:

Budc Céach lam Tiéu chuan Ly do
Budc 1: | Cit xe diy trong khu | Dyng vao tudng. Pé lam sach, cét
phuc vu. va chuén bi cho ca
lam viéc tiép theo.
Budc 2: | Bo thung réc. D6 rac vao noi quy dinh. | Vi 1y do vé sinh.
Budc 3: | Mang d6 vai ban ton lai | Mang dén phong giat 1a. | Dé tranh 1an 16n.
tur ca ngay/ dém di. Kiém tra d0 vai rach va dé
riéng ra.
Budc 4: Kiém tra cic dd thit lac | B6 vao tii nhua co grfm Pé tranh nham 1an
va tim thy. chu thich. Khong dé & khu | va thét lac.
phuc vu.
Budc 5: Lau cic gia d& trén xe | Lau bang khin sach am. Vi ly do v¢ sinh.
day.
Budéc 6: B6 sung dd dac 1én xe | S6 lugng t6i thiéu theo | Pé thuén tién cho
day, dung danh muc | tiéu chuan cia khach san, | ca sau.
kiém tra. xép dd cung cdp cho
khach, d6 vai va khan tdm
gon gang.
Budc7: | D6 tai bui trong may | Thay, lau sach bén ngoai | Sin sang cho ca
hut bui. va cat gon gang. lam viéc hoac ngay
Khong c6 bui hodc chat | sau.
ban. Pé may hoat dong
t6t.
Budc 8: Loai bo toc quan vao

choi, ban chai va tam 16t
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Budc Céach lam Tiéu chuin Ly do
san.

Budc9: |Rua va cat choi, ban|Bang chat tdy ria trung | Ngin ngia  vi

chai va cac khan lau |tinh, chéng cang xudng | khuan giy hai.
san. cho kho.

Budc 10: | Rira chdi co bon cau. Bang nudc noéng pha chat | Vi Iy do vé sinh.
khitr trung.

Bude 11: | Gidt khan lau, cdy lau | Chuyén bo phén giit 1a. Vi ly do vé€ sinh.

va vat kho.

Budc 12: | Rura sach x6 dung cay | Up xudng cho kho.

lau.
Bude 13: | Quét va lau 4am san nha | Bang chdi va cdy lau sach.
khu phuc vu.

Budc 14: | Do day cac chai chat tay | Bu cho st dung ctia mét | Néu cé thé.

rua. ca theo huéng dan, dong
cac chai va hdp lai.

Budc 15: | Dién vao phiéu yéu cau. | Cho ca sau. Tiét kiém thoi gian
S6 luong t6i thiéu va muc | cho budi sang hom
dung trung binh. sau.

Budc 16: | Tat dén, dong va khoa | Chac chan rang cac thiét | Vi ly do an ninh va

ctra khu phuc vu. bi va nguyén li¢u duoc cat | dé tiét kiém nang
ngan nap. lugng.
Kiém tra ctra di khoa
chua.
Budc 17: | Tra lai chia khoa va | Ban giao lai cho gidm sat | Luén dé lai tai
may nhan tin. vién hoic T6 trudng to | khach san.
budng.
Ban giao lai cac thong tin
trong ca lam viéc.

Budce 18: | Ky nhan trd chia khod | Tén, chit ky va thot gian. | Vi 1y do luu trir.

va may nhan tin.

Budc 19: | Tra lai bang tinh trang | Tat ca cic budng trong | Pé kiém tra va

budng va ky nhan. khu vyc cua ban phdi | nhip vao may tinh
duoc liét ké va dién day | va dé liét ké cac
dua, voi cac nhan xét va | nhan xét.
tho1 gian lam v¢ sinh.
Budc 20: | Tra lai cic phiéu yéu | Kiém tra xem s6 buong va | Dé 1ap ké hoach va

cau bao dudng va cac

miéu ta vé tinh trang thiét

thuc hién stra chira.
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Budc Céach lam Tiéu chuin Ly do
phiéu dé nghi bd sung |bi, dung cu co6 ghi trén
thiét bi, dung cu. phiéu khong.
Pé luu giit va dung cho
ngdy tiép theo. Tén va
tang phuc vu.

Budc 21: | Tra lai cac d6 dac that | Trong tai nhwa co ghi s6 | Khong dugc mang

lac va tim thiy. budng va ngay gio. ra khéi khach san.

Budc 22: | Xem lich lam viéc. Dé biét lich 1am viéc méi | DE biét chic chin
va cac thay doi. khi nao phai lam

viéc.

Budc 23: | Thay sang thuong phuc. | Tra lai dong phuc theo | Khong duogc roi
quy dinh ctua khach san | khach san khi van
hodc treo trong ti ¢6 khoa. | mic dong phuc trir

khi dugc cho phép.

Budc 24: | Ghi gid vao may cham | Dt thé tén ciia minh vao | Dé quan 1y thoi

cong.

tu ca nhan c6 khoa.
May dat tai 16i ra danh
cho nhan vién.

gian lam quéa gio
va tinh tong thoi
gian lam viéc cho
nhan vién.

B. CAU HOI VA BAI TAP/THU'C HANH

1. Cau héi

1.1 Khi ban giao chia khéa cubi ca, can luu y diéu gi?
1.2 Ké tén cac budc cong viéc can thuc hién khi két thac ca lam viéc?
2. Thwe hanh

Hoan thién cdc biéu mau ban giao cudi ca
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