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Chwong 1: GIOI THIEU VE DICH VU PHUC VU AN UONG

1.1 Ngudn gbc cac moén in

Hau hét cac mén ma chung ta dn va dd uong chung ta thuong thirc trong cac
quan an, nha hang va khich san déu c6 ngudn goc tur nhing thuc pham do chinh
chlng ta hay cac nén vin hoa khic d4 thuong ché bién tai nha qua nhiéu thé ky. C6
thé nhin vao lich str cac mén an, ching ta lan theo cac qua trinh phét trién cua chiing
dé tim hiéu lich sir x& hoi va van hoa ctia mot dat nudc hay mot vung nhat dinh.

C6 nhiéu nguyén nhan anh hudng ti cach ngudi ta phat trién mot mon an. Cac
nguyén nhan d6 bao gom:

= Kha ning sin c6 ctia nhitng nguyén liéu twoi séng.

= Kha ning du trit va bao quan cac thuc pham dé hu hong.

= Khi ning sin c6 ctia cong nghé ché bién va bao quan.

= Céc diéu luat trong ton gido va vin hoa-truyén thong,

= Anh hudng cia lich st dan toc.

M6n in ngay cang duoc qudc té hoa. Trudc day, cic mon dn dic trung thuong
chi c6 mat ¢ cac nudce, cac vung va ¢ lang qué noi ching xuat xt. Ngay nay, nho ky
thuat bao quan va du trir thuc pham hién dai cho phép van chuyén hau hét cac loai
thuc pham téi bat clir noi nao trén thé gidi va xuat nhap khau thuc pham la mot dac
di€ém quan trong cua thuong mai quoc te. Do vay, gao la mot loai thuc pham chinh rat
pho bién ¢ chau A gio day ciing dugc Chau au str dung.

1.2 Nganh Du lich ¢ Viét Nam.

Du lich 1a mét nganh quan trong va dang phat trién ctia nen kinh té Viét Nam
gidng nhu hau hét cac qudc gia khac trén thé gioi. Kién thic vé nganh du lich va
khach du lich t6i Viét Nam 1a diéu quan trong dbi v&i moi ngudi 1am viéc trong
nganh du lich.

Nganh du lich bao gdm mot loat cac linh vue, trong d6 mdi linh vuc ¢o vai tro
song con trong viéc lam hai long cac du khach, bao gom:

= Kinh doanh I hanh: cdng ty du lich, dai 1y du lich, hdng It hanh,...

» Kinh doanh luu tra: khach san, nha khach, ...

= Kinh doanh van chuyén: Phuong tién giao thong xe buyt, tau hoa, may bay;...

= Kinh doanh phét trién khu du lich, diém du lich: vién bao tang, cdng vién giai tri,
= Kinh doanh dich vu 4m thuc: nha hang, cac quan 4n, ...

= Kinh doanh dich vu du lich khac: cac ctra hang mi nghé, cho dia phuong,...
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Viéc tim kiém noi an nghi 13 nhu cau can thiét ddi voi mdi nguoi xa nha vi bat
ké 1y do cong viéc hay giai tri. Vi the, cac dich vu am thuc va nghi dudng la trong
tam, 1a quan trong so v&i cac nhu cau khac cua du khach.

1.3 Nha hang va phan loai nha hang

Chtic nang chinh cua nha hang 1a cung cip thirc an va d6 udng cho céac thuc
khéch cua khach san va/hoac khach véng lai:

= Cung cip mén dn va dd udbng chit lugng cao;
= Cung cap mdt dich vu tt, phuc vu mot cach hip dan;

= Tao ra mot khong gian hip din dé khach thudng thic cac moén ian va dd
uong; va tao ra lgi nhuén.

Khi nha hang chi c6 mot phong an thi cdng viéc rat don gian. Nhung néu 1a mot
khach san c6 trén 200 phong thi moi viéc s& phuc tap hon nhiéu. Co thé s& c6 mot
quiy giai khat xinh xan bén bo hod boi, mot t6 phuc vu tai phong (chuyén phuc vu
thic an, d6 udng tai phong) mot quay rugu & phong doc bao, mot quay ruou & khu
vuc tién sanh v.v... Hau nhu tt ca nhitng diém phyc vu nay déu c6 chuc ning rleng
cta minh trong moi hoat dong cua khach san. Mot s6 noi khac, khong chi don gian vé
chtic nidng phuc vu dn udng binh thuong ma con ¢ nhimg chirc ning phuc vu khac
trong chu ky 24 tiéng dong ho.

1.3.1 Té chirc ciia nha hang

Viéc bd tri nhan sy cia mot nha hang thay doi tuy theo quy m6 va quy dinh cua
nha hang d6 va loai hinh san phdm ho cung cap. Mot co cdu nhan su twong dbi don
gian s€ nhu sau:

So @6 to chirc ciia bd phan nha ban

Quan ly

T6 truéng/to pho

Thu Pivu Pén Phuc Ve
ngan ruou tiép vu sinh

Truong DH Ton Buc Thang -| P. TCCN&DN 4




Tap bai giang Ly thuyét Nghiép vu Ban |

Qudn Iy nha hang: 1a nguoi chiu trach nhiém toan bo vé to chic va hanh chinh caa bo
phan nha hang hay cua mét khu dich vy, chiing c6 thé bao gdm phong chd, sanh,
phong phuc vu cac mon nudng, phong an va mot vai phong tiéc riéng biét. La nguoi
dit ra cac tiéu chuan phuc vu va chiu moi trach nhiém vé cong tac huan luyén nhan
vién ké ca huin luyén tai chd hay mot khoa hudn luyén riéng. Anh ta c6 thé 1én lich
lam viéc, lich ngay nghi va gio gidc 1am viéc, sao cho toan bo khu vuc hoat dong mot
cach hiéu qua.

Té truong: 1a nguoi chiu trach nhiém toan bo vé nhom/ doi ngii nhan vién phuc vu,
phu trach mot day ban nhat dinh (vi du tir 4 dén ban 10). T6 trudng phai c6 hiéu biét
t6t vé& cdc mon dn va rugu vang, cach thic phuc vu ding, phai c¢6 kha nang diéu hanh
cac thanh vién khach cua nhom. Anh ta sé& tlep nhan yéu cau (thudng tir nguoi chu
tiéc) va phuc vu tai ban véi su giap do cua TH phoé - nguoi phy trach thir hai trong to.

T6 pho: t6 pho phai c6 kha ning 1am cac cdng viée cia t6 truong va thay thé khi to
treong vang mat. Thuong thi t6 pho c6 it kinh ngiém hon t6 trudng. Ca to trudng va
to pho déu phai lam viéc trong cung mot nhém dé cé thé phuc vu hiéu qua va nhanh
chong.

Vé sinh: d6i khi 1a nguoi hoc viée, nguoi hoc viée la nguoi moi ra nhap doi ngi phuc
vu an udng, c6 kha ning va mong mu0n 1am nghé phuc vu dn udng. trong qua trinh
phuc vy, ngu0’1 nay ludn phai dam bao rang ti dung ludn co day du dung cu va co thé
giup Iay va mang céc thir khi can thiét. Ngudi hoc viée thuc hién mot sb cong vige ve
sinh nhét dinh trong giai doan chuin bi. Anh ta c¢6 thé dugc trao nhiém vu chuén bj va
phuc vu cac mén phy, c&c mon ngot 1am lanh hay pho mat céc loai tir xe day phuc vu.

Phuc vu ruwou: nguoi phuc vu rugu ¢6 nhi€ém vu phuc vu moi dd uéng cd cdn trong
sudt bira an. Anh ta cOn phai 13 ngudi ban hang. Nhan vién ndy phai ¢ hiéu biét sau
vé moi do udng, loai vang ndo phl hop voi moén an ndo va kién thiac vé cach ding
rugu tuy theo tirng khu vuc va co sé kinh doanh.

Pon tiép va phuc vu: vai trd cta nhan vién dén tiép 1a chl yy téi nhu cau cia khach,
dac biét 1a khi khach vira vao nha hang, nguoi phuc vu phai “ tiép don-chao hoi-moi
khéch ngoi”. Trong thoi gian bira t6i, trach nhiém cua nguoi phuc vu 13 thdng tin toi
nhom trudng vé nhu cau cta khach. Nguoi phuc vu phai luén dam bao rang nhu cau
cta khach phai luon dugc dap tng. Nguoi phuc vu phai lam sao cho téi khi roi nha
hang khach cam thay hai 10ng véi bita dn cta ho. Thong thudng ngudi phuc vu 1a dau
méi giao tiép voi khach hang, d6 chinh 1a co hoi ban hang.

V& mit td chuc cia bd phan nha hang can quan tam dén hai yéu t6:
1. Su khac biét vé chuyén mén trong timg bo phin nho.

2. Su phu thudc lan nhau cua cac don vi.

Truong DH Ton Buc Thang -| P. TCCN&DN 5




Tap bai giang Ly thuyét Nghiép vu Ban |

Mac du cé sy chuyén modn hoa cao trong cong Vviéc ¢ cac bd phan nho, nhung
phai co su hop tac va phdi hop lién tuc giita cac bd phan nady khi phuc vu khéach thi
MGi c6 hiéu qua cao duge. Mot hoi nghi chiéu dai khong thé nao t6 chic duoc néu
khong c6 nhimg cd gang clia to phuc vu hoi nghi va t6 phuc vu “chleu déi tiéc” cung
v6i nha bép, cac quiy ruou va to “quan 1y cac vat dung nha bép” v

1.3.2 Phén logi nha hang

Dich vu an udng (hay cOn goi 1a dm thuc) rat phong phu va da dang, c6 thé phan
loai nha hang theo céc cach sau:

1. Cach phan logi phé bién nhdt 1a phan logi theo kiéu do an (theo menu)

- Nha hang Phap - phuc vu cac mén dn Phap, phuc vu theo kiéu db an Au.

- Nha hang Y - phuc vu mén an Y

- Nha hang Trung Hoa - phuc vu cac mén an Trung Hoa

- Nha hang A - phuc vu cac mén an cia cac nude Chau A

- Nha hang Au - phuc vu d6 in Au

2. Phan loai theo hinh thitc phuc vu:

Nha hang phuc vu Ala carte (khach 1€ tirng ban, tirng nguoi)
Nha hang fastfood - ban thirc d4n nhanh
Nha hang Buffet - an tu chon

3. Phan logi theo loai dé an chuyén:

- Nha hang hai san/dac san

- Nha hang chuyén ga/bo/dé

- Nha hang bia hoi

- Nha hang Lau

4. Phan logi theo qui mé, dang cdp:

- Nha hang binh dan/ cac quan dn nho/ cac quiy di dong trén dudng phd.
- Nha hang trung — cao cap

- Nha hang rat sang trong

- Canteen - nha an

Mbi loai co s& kinh doanh ndy cd loai mén an, phong cich phuc vu rat khac
nhau va dap rng nhu cau da dang ctia thyc khach.
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Chwong 2: CAC CONG VIEC CHUAN BI

Nhiém vu cua nhan vién phuc vu ban trong nha hang - khach san la phai tao ra
mot moi trueong, Khung canh, diéu kién dic biét sao cho khach dén nha hang an uéng
s& ¢6 cam giac thu gidn, vui vé, thoai mai nhat. Myc dich ctia nha hang 1a phai hap
dan, thu hat khach dén an udng khéng chi bang chat luong va sy da dang ctia cac mén
an, 6 uéng, ma con bing bau khdng khi d& chiu, thoai mai vai su phuc vu an can,
chu d4o va nhiét tinh ctia nhirng nhan vién phuc vu tryc tiép & d6. Bé giam thiéu
nhitng so sudt c6 thé xay ra trong thoi gian phuc vu truc tiép khi khach téi nha hang,
rat can mot sy chuan bi phuc vu that sy chu ddo. Chinh vi vay giai doan chuan bj
phong dn déng vai trd hét stc quan trong.

2.1 Lam vé sinh phong an

Trong Van dé vé sinh, moi thao tic phuc vu an udng cé vai trd quan trong khong
kém so vai kién thirc va ky nang chuyén mon cta ban. Mot phan cong viéc cua ban 1a
phai thuong xuyén vé sinh nha hang theo diing quy dinh. Luat phat doi hoi phai dam
bao an toan thya pham. Ban phai chiju trach nhiém trudc khach hang trong viéc ngan
ngua viéc lan truyén cua cac loai vi khuan gay bénh.

Sau day la cac yéu cau/quy trinh vé sinh thich hop nhim dam bao dat duoc tiéu
chuan cao:

= Sau khi moi ban an da duoc don sach, cac khan trai ban da dugc mang di, hdy

thu lai cac thi€t bi vé sinh va nguyén vat li¢u.

= Kéo rém va thong gié (néu co thé duoc).

= Tim tai san bi mat va nhitng hong hoc can sira chira duy tri. Hay lam nhiing

cdng viéc nay theo quy ché cua khach san-nha hang.

= Dung khin lau bui dé lau: D6 may tre; D6 dong;. ..

= HUt bui cac tim tham; Giat tham: C6 thé ty 1am ¢ cira hang, néu may hit bui

c6 chirc nang d6, néu khong thi dua dén xuwong gidt cong nghiép.

= Khi d4 vé sinh xong hdy kiém tra thém lan cubi.

Pic biét can than khi sir dung thiét bi trong nha hang, hdy chic chin rang ban
biét st dung chiing dling quy cach nhu chinh ban vay. Lau sach cac thiét bi dung cach
sau khi dung va cat gitt bao quan dang quy dinh. Bé c6 thé thu don sach sé va can
than, ban phai tuan theo ding quy trinh lam vé sinh. Lam dtng quy trinh trudc hét sé
tict kiém thoi gian va stc luc cua ban.
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2.2 Céc trang thiét bi nha hang (mot s6 quy trinh vé sinh)

LO nudng banh; Bep quay thit; Tu chén; May tron bot; may lam da; May cit
banh mi; Lo nudng thit; Bép Au; Lo nuéng banh pizza;.

2.3 V& sinh va ct trir d6 si, thiy tinh va dao dia

Lau rira cac d6 sanh su, thay tinh va dao dia khong chi nham loai bo chat ban ma
con dé khr tring. Viée rira cac dd sanh sw, thiy tinh, dao dia va cac bo do ding khac
dung quy cach 1a rat ‘quan trong vi n6 gilp tranh sy lay lan va truyén nhiém cac mam
bénh. Lau rira cac d6 sanh s, dd thuy tinh va dao dia bang tay hodc may. DU Ia rira
bang may hay bang tay, déu phai dap ung cac yéu cau sau:

- Nudc rira bat: Nudce rira bat phai c6 dac tinh sat trung.

- Nudc rira: Nhiét do cua nude trong qué trinh rira phai ¢ tdi thiéu 50°C va téi
da 60°C. Néu dung nhiét d6 cao hon, nuéc c6 thé 1am céch chét protein dong
ctng lai, tao mot mang cing chira trirmg c6n trung hoac cac chat ban khac rat
kho sach, vi du nhu ¢ gitra khoang cach cac rang cua dia.

- Nudc sa: Nhiét d§ cua nudc xa phai cao trén 80°C va cac dd dang rtra phai
dugc ngam it nhat 2 phat. Viéc nady s€ loai bo tat ca cac mam bénh con sot lai
sau khi rra.

Ria béing tay:

Trat tu rira thong thuong 1a: d6 thay tinh, dao dia d6 sanh st cac dung cu dung
va cac dung cu nhd. Phai lién tuc thay doi nudc ria va nudc xa, va khdong bao gio
duogc up nguoc day 1én trén.

Riva bing mdy:

Cac budc rira va sa hoan toan trong ty nhu phuong phap rua bang tay nhung sé
duogc thuc hién mot cach tu dong va VAn ¢ nhidu diém quan trong can phai chu.

Riva do thiiy tinh:

C6 nhiéu loai thiét bi rira d6 thuy tinh khéc nhau, va diéu quan trong 13 phai tuan
thu chinh xac chi dan cua nha san xuat.

Viéc chét lugng cia ly cdc sau khi rira xong khong vét ban va hop vé sinh s& phu
thudc rat nhi€u vao viéc tuan theo dting quy trinh, vi vay may moc lam viéc hiéu qua
vao moi luc 1a diéu rat quan trong.
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Sir dung va bdo qudin

Khi 1am viéc véi ly coc, bat dia va dao dia, ban can phai hét sirc can than va tuan
theo cac quy dinh vé sinh an todn ctia cong viéc dé tranh 1am st mé hay d6 v&. Ludn
ludn Kiém tra trudce khi st dung dé dam bao vat dung khong bi st mé, ran nirt hay co
vét ban. néu bi st hay v&, nhiing van dung ndy phai bo di hodc tra lai kho dé thay
thé. Nhé ghi lai dé khi can kiém ké.

Sau khi lau kho hay phoi kho cac tht: bang vai lau hodc sdy kho sép can than
ching vao dung chd. Ly cbc va bat dia von dé v, vi vay can hét sirc can than vi néu
phai thay nhitng d6 danh v& do sir dung hodc cit giit khong can than s& 1am phét sinh
thém nhiing chi phi khong can thiét.

2.4 Chuan bi vé sinh ca nhan.
2.4.1 Nhitng yéu cdu doi vdi an toan vé sinh cd nhén:

Hau hét moi ngudi déu mang trong minh mot sd loai vi khuan gay ngd doc thuc
pham. Nhan vién phai c¢6 trach nhiém ton trong ban than ho va ngudi khac bang cach
tuan thi tuyét d6i nhitng tiéu chuan vé sinh ca nhan dé dam bao rang ho khong 1am 6
nhiém thuc phim.

Nhitng yéu cau ddi voi nhan vién bd phan am thuc gém nhitng quy dinh co ban
mang tinh phap 1y d€ dam bao an toan cho khach. Nhan vién phai:

1. Hiéu nhitng nguy@n tac vé sinh thuc pham va trach nhiém dé hanh dong.

2. Khi van chuyén thuc phim phai tién hanh mot cach khoa hoc va tuan tha
nhitng nguyén tac vé sinh thyc pham.

. Hiéu nhiing nguyén tac vé an toan stc khoe va an toan lao dong.

. Quan tdm dén strc khoe va an toan cia ban than va ctia moi ngudi.

. B40 c4o vé bat ky rii ro ndo c0 thé 14 nguyén nhan gy thuong tich.
. Théng bao quan 1y cac truomg hop, tinh trang 6m dau va bénh tat.

~N O o1 &~ W

. Khéng can thiép truc tiép hodc lam dung nhitng van dé lién quan dén sirc khoe
va an toan.

8. Phdi hgp véi nhitng nha quan 1y dé thuc hién cac nhiém vu.
9. Lap ké hoach va thuc hién vé sinh hang ngay, hang tuan, hang thang.

2.4.2 Ngi dung tiéu chudn vé sinh va trang phuc ca nhan:
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@o canh (nwr), ab lét, di tat
sach trong qua trinh phyc

VU,

e Quan tay, ao vét, ca vat,
vay, ao dai phai dwgc giat
thubng xuyén hoac khi
thay ban.

e Giay phai méi, sach va
danh xi bong.

e Tat ca dong phuc phai
duwec 1a/ Gi phang phiu.

e Bién tén (néu b yéu cau)
phai duoc deo theo cach
caa déng phuc, ngay ngan
va sach sé.
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w0 Dumo wo 7a e o

. Téc. * Cat ngan hoac budc gon * Té6c nam gi¢i phai cit e Téc ban va khéng

sau gay néu téc dai. Chai n, khéng chém tai va duwgc chai la noi tri
va cap gon gang. ao. ngu cia vi khuan. Dién
e Téc nir gidi phai budc sau mao clia ngwdi phuc
gy, chai thang hoac cé tac ddng truc tiép
chup téc néu téc dai qua ;gn s cadm nhan cua
duwéng cb ao. khach.
s Trong mei trréng hep, toc
phai sach sé.
2. Mat. Nam gi¢i phai cao rau tnr khi « Nam gidi phai thuwérng Téc ban va khong dugce
Nha hang cho phép dé rau xuyén cao rau (khoéng dé chai |a noi tni ngu cia vi
hoac ria mép. moc I&m chérm) trir khi khuan. Dién mao cla
dwec Nha hang cho phép nguw&i phuc vy tac dong
dé rau hodc ria mép theo tric tiép dén sy cam
trang phuc. nhan clia khach.

N gi¢i trang diém vira phdi. | e N gi¢i chi dwoc trang
diém ti thidu.

3. Co thé. Sach s@& va khéng cé mui khé | Tét ca nhan vién phai thm Tao sy thodi mai va &n
chiu. (tAm voi sen hoac tdm bdn) twong cho khach.

trwrée khi phuc vy va dang
chéat khir mui thich hgp. Tuy
nhién, nwéc hoa hoac mui
thom khong dwoc qua manh.

. Tay. Sach sé. e Phai nra tay sach sé trwéc | Ban tay cla ban xuét
khi phuyc vu va thuwéng hién ngay truréc mat
xuyén rra tay sau khi khach. Ban tay 1a noi dé
cham vao thirc an, hat dang lam lay nhiém vi
thubc, di vé sinh hodc cam khugn sang thirc an, cac
cac vat ban khac. dd vat phuc wu lam cho

) chang bj nhiém ddc. Cac
e Méng tay phai ngan. vét xudc co thé 1a noi tra
e Cac vét xwdc hoac dirttay | ngy cho vi khudn gay hai.
phai dugc bang bé mét
cach vé sinh.

. Trang sirc. Trang strc tdi thidu. e Chimang (t6i da) nhan Db trang strc co thé chira
cuwdi, vong cd don gian, chat bén. N6 ciing co thé
khuyén tai don gian, ddng gay nguy hai cho sirc
hé. khoé néu viréng vao cac

e Khéng mang vong (deo tay | thiét bj khac.
hodc deo co chan), cac vat
séc, vong va day deo l6ng.
. Vé sinh rang Hoi thé thom tho va ham e Danh rang bang ban chai Mui khé chju do hat
miéng. rang sach sé. va kem danh rang treéc thudc, ubng qua it nwéc,
khi phuc vu. qua nhiéu ca phé va an
e Khéng dé thirc @n con dinh | nhidu thr sé dan dén hoi
trén rang. thé c6 mui héi lam cho
e Hoithé phai thom tho. khéach va déng nghiép
- Q6 chiu.
. Déng phuc. Sach, dugc giat va la phang. e Phai mac ao so mi (nam)/ Cing nhu sy sach sé ca

nhan, déng phyc khi ban
sé chira vi khuan. Quan
ao ban va nhéch nhac
tao ra hinh anh xau cho
nha hang.
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Doi vdi nhan vién nir

1

Toc:

- Phai duoc chai, boi va bli gon ra sau, dic biét khi phuc vu thic dn va d6 udng.
Toc mai khong duoc phu qua 1ong may.

- Puoc ding keo vudt toc, nhung khong ndng mui va bong nhay.

- Khdng bui toc bang 6ng non (hair rollers). Mau toc phai phu hop voi mau da.

- Ddi véi toc xodn hodc udn phai duge chai vudt k§ dé han ché muc d6 o hai bén
va trén dinh dau.

- CO6 thé cai thém kep toc, bang do, ...

Mat

Phai duoc gitr sach va khéng bi toc che phu.

Lau sach va kho tai sau khi tim.

Long miii phai duoc tia gon tranh dé 16 ra ngoai.

Da mat giit sach khong bi vét tdy do, ... phai dugc kham diéu tri thudng xuyén.

Rang

- Daénh rang thuong xuyén sau moi bira #n.

- C0 thé dung thém nudce xtc miéng.

Co thé

- Tém rira trude khi vao ca lam viéc.

- Dung thudc khtr mui khi can thiét.

Tay

- Tay va mong tay phai rat sach khong c6 dau vét 6 Vang

- Cit stra mong thudng xuyén, do dai chi pha vira di ddu ngén tay.

- Khong son mong nhung phai cham chut that dep (well-buffet).

- Phai rira tay bang xa béng sau khi lam vé sinh va lau kho.

Do trang stc

- Chi dugc deo nhan cudi/nhan dinh hon loai thiét ké don gian (sample designs)
Chi duoc deo vong tay don thiét ké don gian (no a pendant or any attachment).
Chi deo dong ho loai kiéu dang va mau sac don gian.

Chi deo vong c6 don thlet lge don gian khong dinh kém phu kién (No noisyl).
Khong deo trang strc do kiéu, 1ap di, khong mang vong deo chan.

Chi deo khuyén tai don (for lady only)

Thé nhan vién (ID)
- ID phai dugc mang thuong xuyén, va gitr sach con nguyén ven.
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- Khong b6i vé hoac dan thur khac 1€n thé.
- Phai thay thé ngay khi thé bi hu hong.
8 Thé tén (Name Badge)
Phai dugc mang thuong xuyén, va gitr sach con nguyén ven.
Deo ding vi tri nguc trai cua dong phuc.
Tén phai dugc in rd rang de doc.
Khéng bdi v€ hodc dan thir khac 1én thé.

9 Pong phuc

- Phai duoc git ti k¥, va con tét.

- Ao phai cai da nat (Shirt must be worn buttoned up).

- Khéng sin tay 4o 1én, va tay 40 phai c6 giu vén 1&n (not be rolled up but cuffed).

- Ti 40 khong duogc dé phf)ng 1en (not appear bulky).

- Quan mang phai co day that lung (belt) va tUI quan khong phong 1én, chiéu dai
vua cham mui gidy. Vay phai dai qua dau gbi.

- Ong quan dai vira du t6i miéng gidy (shoe opening), gdu quan khéng cham san
va c6 nép gap (folds at the bottom).

10 Giay
- Ludn mang gidy khi 1am viéc. Nén mang giay mii lién.
- Giay phai con tot, sach bong va khéng bi mon de.

11 V6.

- Mang loai don gian, khong hoa vin va kiéu dang lu6i (net stockings).
- Khdng bi toac chi, vét thung va rat chi (snags or runs).

12 Trang diém (Make up)

- Phai trang diém trudc khi vao lam viéc.
- Trang di€m nhe nhang, toi thiéu la ¢ mo6i va mat.
- Han ché dung nudc hoa, néu c6 phai that nhe mui.

DPoéi v6i nhan vién nam (twong tw nik), heu Y nhitng diém khdc biét sau:

1 Téc: Ludn cat ngan gon gang, khong phu tai va 16ng may; Téc gay khong cham c6
ao0; Toc mai ngan duogc tia gon.

2 Mat: Mt phai dugc cao sach 1ong thuong xuyén; Rau, ria mép khong duoc dé.
3 Giay: Mang gidy mau den, va khdng bi mon vet mot bén dé.

4 V&: V& phai ¢6 ¢6 cao qué nira dng chan (midcalf) va mau den.
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2.5 Sip dit va chuin bi phuc vu
2.5.1 Bé tri, sdp dit khu vwe chirc ning

Sép dit va thiét ké 1a nhitng yéu t6 quan trong gdp phan vao sy thanh cong cua
nha hang. Ban can thiét ké hop 1y cho khu ché bién, khu bép, khu trit hang, khu vin
phong va khu danh cho khach. Thong thuong, khu danh cho khach dn chiém tir 40-
60% dién tich nha hang, 30% danh cho khu ché bién va niu nudng, phan con lai 1a
Khu trir hang va khu van phong.

Khu danh cho khéach: day 1a khu gitip ban kiém tién, chinh vi thé dung cét xén
n6 khi thiét ké. Hay danh thoi gian thim cang nhiéu nha hang cang tét dé phan tich
cach bai tri cua nhirng nha hang d6. Hay quan sat thdi d6 ctia nhitng khach hang toi
an, ho phan ung ra sao vdi nhitng cach bai tri d6? Ching ti€n lgi hay khong? Phan
tich nhiing céi hay va dé dé rat kinh nghiém.

Céch thiét ké khu danh cho khéach phu thudc vao quan niém cta ban. Théng ké
cho thiy 40 dén 50% khach hang t6i theo doi, 30% di mot minh hoic nhom 3 nguoi,
20% di theo nhém tir 4 nguoi tré 1én. Dé dap ung ting nhom khach khac nhau, hiy
dung ban cho 2 nguoi va dung loai co thé di chuyén dé liap ghép thanh ban rong hon.
Céch nay gilp ban linh hoat hon trong viéc phuc vu tirng nhém khach hang khac
nhau.

Khu ché bién. Cac khu ché bién trong nha hang thuong roi vao tinh trang thiét ké
khong hi¢u qua. Hay nam 16 thuc don trong dau dé xac dinh ting yéu té trong khu
vuce ché bién. Ban ciing cAn khu vyc danh cho viéc nhén, cit giir nguyén liéu, so ché,
ndu, rira chén bat, khu dung rac, thuan loi cho nhan vién va khu danh cho vin phong.

Hay sap xép khu ché bién thuc in sao cho chi cach khu ndu nudng vai budc
chan. Cach thiet ké cta ban cling nén cho phép hai dau bép hodc nhiéu hon cung lam
khi c6 nhiéu khach.
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Vv w0 A Tiew G
1. B phan thyc La mét bo phan trong khach Tuy theo quy md, bao gbém: Nhan vién phuyc vy phai
pham va do san quan ly toan bd cac hoat e Nha bép, nha hang, rira biét ré co cau hoat dong
udéng d()n%vé viéc cung cap doé an don, quay dé ubng, phuc trong b phan ciia minh
va do ubng cho khach. vy tai phéng khach, phuc ciing nhw sy giao tiép va
vy hdi nghij, tiéc, tai dai cac thir bac trong bd
sanh va tryc thudc cac phan.
phong giadi tri khac nhw via
truréng, bé boi hoac cau
lac b sirc khoé.

2. Nha bép. Tao y twéng v& mon an va Thudng bao gbm (tuy theo Nhan vién phuc vy phai
chiu trach nhiém vé yéu cau, quy mé va loai nha hang): biét ré co cau hoat ddong
bao quan va ché bién tat ca « Bé&p moén néng, bép moén trong bd phan ctia minh
cac moén an. ngudi, b&p lam banh, ciing nhw s giao tiép va

so ché. cac thir bac trong bd
phan.

3. Rora don. Don dep, sdp xép va cung Thudng gdm (tuy thudc vao Nhan vién phuc vy phai
cap tAt ca cac thiét bj nho quy mé va loai nha hang): biét ré6 co cau hoat dong
phuc vy an uéng. * Rira bat (bang may ho trong bd phan cta minh

tha cdng), nra xoong ndi va | cing nhw sy giao tiép va
cac thiét bi nang, cac khu cac thir bac trong bd
vc bao quan, don dd rac phan.
thai.

4. Nha hang. Cung cap viéc an uéng cho Nha hang cb thé cé nhiéu loai: | Nhan vién phuc vy phai

5. Quay dd uéng.

khach, bén trong hoac bén
ngoai nha hang.

e Sang trong, binh dan, dac
san, tv chon, phuc vy tai
qudy, quan an nhd, quan
café, quan an nhanh.

e Thuwéng gbm cé quay phuc
vy co ghé cao ma khach co
thé i cing nhw kidu cé
ch& ngdi rong tai s&nh cho
khach. Khach c6 thé mua
ad uéng va @ an nhe tai
qualy hoéc tai ban ho ngédi.

biét ré co cau hoat dong
trong bd phan cGa minh

ciing nhw sy giao tiép va
san pham caa nha hang. [l

Nhan vién phyc vy phai
biét rd co cau hoat dong
trong b phan ciia minh
ciing nhu sy giao tiép va
san pham cua nha hang.

6. Quay pha ché.

La noi nhan vién phyc vu
pha ché dé uéng lanh theo
yéu ciu cla khach trong khi
; y pha ché thuéong dugc
tri & noi khuat dé khach

6ng nhin thay.

3808

e Quay pha ché thudng chi
co trong cac nha hang Ion
va cung cap cac loai nrou
pha, rr¢u vang, rwou khai
vi, rrQu manh cho nhan
vién phuc vu tai ban hoac
phuc vu tai phong khach.

Nhan vién phyc vy phai
biét 16 co cau hoat déng
trong b phan ctia minh
ciing nhu sy giao tiép va
cac thir bac trong bd
phan.

7. Phucwy tai phéng

59

ngdp dich vy v& ad an
do6 uéng dén phéng cia
khach.

e Tuy thudc vao quy mod cia
khach san ma cé dich vy
subt 24 gi®r hoac t then
gian gi¢i han, cung toan
bd hoac chi mdt phén cac
mon an va dd uéng ciia nha
bép hoac quay dd udng dén
phong clia khach.

Nhan vién phuyc vu phai
biét rd cor chu hoat ddng
trong bd phan cda minh
ciing nhw sy giao tiép va
cac thir bac trong bd
phan.

8. H&i nghi va tiéc.

Cung cép viéc phuc vy cho
cac bira tiéc l&n, cac cudc
hop it nguwdi hay nhirng hdi
nghj lon.

Tuy thudc vao quy mo caa

cép dich w cho:

* Tiéc Ion, tiéc cuwoi, lién
hoan, khai trrorng san
pham, dai hoi, héi nghi,
gap go& lam an, blra an
trong phong hop, dao tao,
trién 1am, hi thao hoéc cac
van nhana tam Iikm

P

Nhan vién phyc vy phai
biét rd cor cAu hoat déng
frong bd phan cia minh
ciing nhw sy giao tiép va
cac thir bac trong bd
phan.

9. Khu giai trif dai
sanh/ phong ché.

Tuy thudc vao quy mod cda
khach san, thirc phém va dbé
ubng phai dwec cung cap
dén cac khu khac trong
khach san.

e Cac khu wvirc gidi ri co thé
bao gém cau lac bd dém,
vii trrdrng, cac cau lac bd
giai tri hay sirc khoe, bé
bori. Dich vy phy nay cé thé
durge giao cho phuc vy tai
phéng, nhwng thwdrng co
dich vy chuyén mén tai cac
khu wvirc nay.

MNhan vién phuc vy phai
biét r6 co cau hoat déng
trong bd phan cia minh
ciing nhir s giao tiép va
cac thir bac trong bd
phan.

10. Phuc vu bén
ngoai khach san.

Thirc &n va dd udng cing
nhar dich vu co thé durgrc
khach san cung cap cho cac
dorn vi b&n ngoai khach san.

e \fan chuyén, phuc vy va
cac thiét bi chuyén dung
khac phai san co dé aam
bdo cung cap ra bén ngoai
mét djch vy iéu chudn va
hoan hao.
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2.5.2 B tri, sdp dit khu vwe hdu cdn

Trong mot nha hang khu dich vu ¢ phia sau hiu trudng duge goi la khu hau
can va co vai trd cdt yéu cho hoat dong thanh cong cua cua hang. N6 phai
duogc t6 chuc va giam sét tot, phai duoc du trir day du cac thiét bi va nguyén
liéu thich hop, nhdm gitp cho nha hang trong viéc thuc hién nhiém vu “cung
Cép mdt dich cu tuyét voi”. Noi chung, trong cac khach san 16n, ¢c6 ndm khu
dich vu chinh:

Phong chuan bi ( Stillroom): Cung cip thirc dn va dd uéng phuc vu cho bira
an, khdng phuc vu cho cac khu vuc khac cta khach san. vi du, viée chuan bi
tra, ca phé, ca&c mon kem, banh my nudng v..v. dugc thuc hién tai phong
chuén bi.

Phong chira dung cu phuc vu an udng: Trong cac khach san 16n day 1a khu
dich vu riéng biét, nhung trong cac khach san nho hon né thudng duge két
hop véi khu rira dung cu. N6 14 kho chira cac bo d6 an hoan chinh can cho
viéc phuc vu cac bita dn, va phai c6 mét phan du trit thém dé& phong cho
trudng hop can thiét.

Khu rira bat dia: Pay 1a mot khu dich vu quan trong nhit va phai duoc dit
dung chd. Nhan vién phuc vu c6 vai trd dam bao rang cac dia bat ban ctia nha
hang phai dugc mang tdi khu rira mét cach hi€u qua. Nhan vién phuc vu phai
Xép dung quy cach cac khay chira d6 ban & ti bat dia, cac loai dia dugc xép
V&1 nhau ding theo kich cd, cac bd dao dia duoc dé trén mot chiéc dia vé6i dao
duogc dat thip xudng dudi ring cua dia. Tat ca cac dd thuy tinh phai duge xép
vao mot chiée khay riéng biét va duoc dua téi mot noi rira riéng.

Noi d& mén dn néng: Pugc coi 1a diém gap go gitra cac nhén vién phuc vu do
an va cac nhan vién che bién mon an. Piéu quan trong cdt yéu 14 ¢ sy hop tac
tich cuc va quan hé tét gitra nhan vién thudc hai mang dich vu khac nhau nay.

Kho chira d6 vai: Thong thuong ngudi ta c6 mot tu chuyén dung dé dung dd
vai dy trit ( néu viéc cung cap do vai dugc mang 1én tur cac by phan khac).
Nhom truong chiu trach nhiém vé ta nay v6i muc dich kiém soat va bao quan.
Tu dwoc dat gan khu phuc vu an udng dé dé phong truong hop khan cp.
Nguoi ta d6i khin ban theo nguyén tic mot bo ban ddi 1dy mot bo sach.
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2.6 Bay ban trong nha hang

2.6.1 Chudn bi trang bi dung cu

Viéc lya chon dd dac va sip dat ching, khan trai ban, bo dd an, cac dung cu nho
va do thuy tinh ( coc chén) dugc xac dinh dya trén cac yéu to sau:

- Loai hinh dich vu va loai san phim chao ban.

- Loai khach du tinh

- céch trinh bay phuc vu dn udng

- Ngén quy

- DPjadiém

Céac yéu td can xem xét khi mua cac dung cu cho mdt diém phuc vu an uéng.

- Tinh linh hoat trong str dung

- Loai hinh dich vu

- Loai khach hang

- Mau ma thiét ké

- Mausic

- Do bén viing

- Dé rang bao quan

- Tinh dé& sip xép

- Chi phi va nguén tai chinh c6 dugc
- Tinh thay thé dugc — sin c6 trong tuong lai
- Kha ning cat trix

- Ty 1¢ hong héc vi dy d6 sur

- Hinh dang

- Cac tac dong tam ly t61 khach

- Thoi gian giao hang.

Pdc diém dung cu bay ban an kiéu Au

B6 dung cu ban an c6 tir 10- 25 san phém khéc nhau. Cac mon an kiéu Tay luon
dat trén dia an ca nhan, do vay cach trinh bay co ban la chon dia 22 - 28cm dat trén
dia 16t nén 35 cm. (v&i ban nho c6 thé chon dia nho hon). Phia tay phai lun cé 2
mudng, tay trai 2 nia va phia truéc mit 1a 2 dao, trinh bay theo thar tu nho bén trong,
|6n bén ngoai. Pi véi phin dn c4 nhan ludn c¢6 ly ruou bang thuy tinh. Ty theo tinh
chat bira tiéc, cac loai mudng, nia, dao co thé ting 1én dén 5 cai (muc com, tréi cay,
an xup, muc nude xot...) va dia tron khoang 4 cai voi kich ¢ tir 18 - 30cm, dia oval
khoang 5 - 6 cai, kich c& 21 - 42cm.
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Tiéc kiéu Tay an lan luot theo timg mén, sau mdi mén thay dia tron cho phi
hop. Pia oval thuong dung dung cac moén an chung. Mén nude nhu xtp kem, xip
hanh... ding cac thd khong co nip day.

Ngoai ra, trén ban con c6 khay dung cac loai gia vi tiéu, mudi, dudng, gau rot
x6t, va chuan bi sin tach trd, tach ca phé.

Céch trang tri ban an theo tiéu chuin Au ciing c6 nhiéu loai tly thudc kiéu cach
phuc vu theo cac nudc. Tuy nhién trong phong cach phuc vu nha hang kiéu Au thi
nguoi ta hay trang tri theo phong cach cac nudc sau: Kiéu Phéap; Kiéu Anh; Kiéu My;
Kiéu Nga

2.6.2 Y&u cdu, nguyén tdc va quy trinh bay ban

Cach bay va dat ban tuy theo vao giai doan bira an (mén chinh, phu); thuc don
va loai bira an (Au, A); bira an (sang, trua, téi); loai ti€c (dung, ngéi); Ban dat trudce
hodc chon moén (A la carte). DU bira dn 1a Tay Au, Viét Nam hay Trung Qudc... n6
cling quyét dinh cach dit ban.

Yéu cdu chung:
- Bay dat ban an phai ¢dam bao muc tiéu an toan, thuan tién va thim my.

- Kiém tra xem ban cd sach, vitng chic va nim dung vi tri, dung chd va khin
trai ban dat dung quy cach.

- Khéan trai ban c6 kich thuéc phu hop, vi du 547x54”, 54”x72”,547x120.;
khong bi rach hong; sach s& va con mai. Co rat nhiéu loai ban va kich ¢& ban
khac nhau. Vi du, c6 thé két hop hai ban ghép lai v6i nhau dé phuc vu bdn
khéch. Kiém tra xem khan ban c6 dugc trai can (101 vé moi phia khong. Trai
khin ban that cin than sao cho khong cé nep nhan, nep gap nao.

- Chuén bi san cac dung cy cAn cho mot ban (tly vao sé lugng khach 2 nguoi
hodc nhiéu hon) nhu: dao, mudng nia, dia in, dia, ly udng nuéc, ly ruou,
khin an,... cac dung cu ndy can dong bd, duoc rira sach va lau khd. Kiém tra
ly cdc khdng nit va khdng stt mé

- Ban ludn ludn phai kiém tra xem dao dia c6 phU hop véi thirc an dugc goi hay
khdng va phai sir dung dao dia va ly, tach rat can than dé tranh xay ra rui ro.
Céc vat dung nhu dao, dia hay ly, tach c6 thé dugc mang thém hay don di tuy
theo yéu cau cua khach.

- Mang nhiéu b dung cu dao dia cing luc, goi trong khin vai hodc dit trong
khay co6 16t khan.

- Lubn phai giir khin an sach s&, ciing giéng nhu truong hop khan trai ban, phai
loai bo cac khan an cii hay hu hai.
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Khdan an cé thé t6 diém cho ban an thong qua cach gap va mau sic ctia ching.
C6 nhiéu cach thire gap khin an. Trong cac blta phyc vu hang ngay nguoi ta st dung
cac kiéu gap don gian va trong cac dip dic biét bira trua, bira tdi hay tiéc cudi nguoi
ta sir dung cac kiéu gip phuc tap va kho trinh bay hon. Hau nhu moi kiéu gap déu c6
dic trimg ctia nd: Nén, mil giam muc, hoa hong, 16ng cim mii hoang tir, mao ga, ba

l6p song.
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Nguyén tdc co ban:

1.

Lubn cam vao day hodc than ly cdc. Khong bao gio cam miéng ly dU nd ban
hay sach, khong bao gio cho ngon tay vao trong ly coc.

Khi setup can chua ¥ dit cac loai dao, mudng nia theo thir tu cac mén an va dit
lan luot tir ngoai vao trong nhu: dao nia mén khai vi, mon chinh mén trang
miéng.

bat dia vao ngay chinh gitra va dao nia song song hai bén. khoang cach gitra
cac dung cu phai déu nhau va song song sao cho c6 thim my, do dung cho hai
ngudi phai duge dat chinh xac ddi dién nhau

Nia dit bén trai dia, dao mudng dat bén phai, va ly dat phia trén dau dao.
Bay ban theo phuong phap nhdm hoac ca nhan.
Phuong phap ca nhan: Trong hé thong ndy, mdi thanh vién thudc doi ngii phuc

vu dugc phan cong phu trach mot khu vuc hay mdt nhom céc ban, nhan vién d6 phai
bay ban trude khi phuc vu va thu don trude khi nghi.

2. Phuong phap to: trong hé théng nay, tat ca cac nhan vién phuc vu chiu trach
nhiém bay ban trong toan bé nha hang. Moi nguoi dugc phan cong mot cong viée cu
thé, vi du nhu:

- Dia dung banh mi + dia an

- Dia an thit + dia an trdng miéng

- Thia an stp + thia an trang miéng
- Dao an thit + dao an trang miéng
- Dao an cd + dia an ca

- Mubi va hat tiéu + &t bot

- Khan an + gat tan

- Hoa + s6 ban.

Quy trinh bay ban:

1. Kiém tra xem ban ghé c6 ¢ dting chd (sip du ghé va déu nhau) va khan trai

ban ¢ dat dung quy cach khong (khin 16t, khin phi déu quanh ban).

2. Bay ban theo th ty sau: - Dia chinh Gat tan - Lo mudi va hat tiéu - Dia dung

banh mi - Khan an - Dia an thit - Dao an ca - Dia an ca - Thia an sup - Thia an
trang miéng - Dao va dia an trang miéng - Ly coc - Hoa
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3. Mang nhiéu bo dao dia cling mét lac bang cach goi chung trong khan phuc vu.
ban c6 thé mang ra nhiéu dao hon bang cach goi chung trong mot khan vai.
diéu nay cO thé gilup ban cam chiang dang quy cach va co thé lau lai lan cudi
tung cai mot khi 1ay ra.

4. Hoic, dat dao dia dugc dit gon gang trén cac khay, mam hoic xe day...va
mang téi ban.

5. Khi d4 bay xong, kiém tra lai dé dam bao rang khong thiéu thu gi.

6. Mdi ngudi chiu trach nhiém kiém tra khu vuc ban ctia minh phu trach.

Pé bay toan bo nha hang trude khi phyuc vu, phuong phap lam viée theo té nhanh

hon phuong phap ca nhan. No lién quan téi lam viéc nhom va két qua 1am viéc cua
moi thanh vién ctia nhém phu thude vao cac thanh vién khac.

Mdu bay ban co ban
Bay ban an sang

TUMBLER

—— JUICE

BUTTER 5PREADER | [
I ! i I, !

| -.lI I|I I:'
_._’,/. — BREADD & BUTTTER PLATE r(' L
— TEASPUH N

NAPKIN |

U CUP & SAULCER SET
' |
LUNCHEON FORK
OR DINKNER FORK TEASPOH N
LUNCHEON KNIFE
OR DINNER KNIFE

CEREAL BORNDL
LUNCHEON PLATE
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Bay ban bira trua va téi

Gitra ban dé cac lo gia vi dung chung nhu ti€éu, muoi, dau, dam, mu tac, moi

nguoi an dugc dat riéng dung cu nhu sau:

Mot dia ndng trude méat khach, cac mép ban 2cm.

Néu 1 bita chiéu, chong thém mot dia xau dé an xup, dia nong sé& trd thanh dia
16t s€ duogc rat di cung vai dia xap.

Mot khian an dé ndm doc trén mit dia.

Mot thia xdp.

Mot dao an dat phia phai, ludi dao quay vao mép dia, chubi dao cach mép ban.
Mot dia thit dat phia trai Gp sap cach mép dia 3cm, chudi cach mép ban 2cm.

Dao dia trang miéng c& nho bay ngang phia trén dia an, chu6i dia phia trai,
chudi dao phia phai, dao ndm phai trén, ludi quay xudng dia cach mép dia an.

Ly udng nudc ngot hoic bia, ly vang, ly ruou bay thanh hang ngang chéch bén
phai bo do an trang miéng. Ly to nhat & dau phai trai roi dén céac ly khac, ly nho
nhat dé uéng rugu manh & dau phia phai theo thir tu tir to dén nho, tir trai sang
phai, moi ly cach nhau lem. Ly chi duge bay sin cho nhing thir khach s& duge
UOng trong bira da ghi trong thuc don. Thir nao khong udng phai bo ra tir dau
c6 nghia la khong dat san.

Néu trong bita an c6 thém moén hai san nhu ca tdm cua thi phai dat thém:

Mot dao an ca bén ngoai dao an thit, cach nhau lem, Iudi dao ciing quay vé
phia dia an, chu6i dao ngang bang voi dao trude. Néu 12 bita an chiéu thi lui
thia xUp ra ngoai cing, xép dao ca vao giira, canh dao thit nhu noi trén.

Mot dia dn ca dat ngoai dia an thit cach nhau lem, chudi dia ngang bang véi
dia trudec.

Chuy:

Dao dia thia phai dong bo nghia 1a cling mot thir kim loai.

Hoa vin ding trén chudi can dao dia clng Kiéu nhu nhau, néu dé tron thi phai
tron tat c4, khong x€p thir c6 hoa van vai thu tron.

Dia c4, dia thit cling nhu dao c4, dao thit hinh dang khac nhau va dai ngin khac

nhau nhung khi dat ban phai Xép cho tat ca phan chudi ngang bang nhau cling
cach mép ban 2cm, con phan dau dao, dia duoc phép so le.
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Bay ban in trua kiéu dit trude (table d’hote)

WATER (O¥YBLET

WINE

BITTTER SFPREAIDER

|
ii EE—BR_EA_I)&BUIIE{FL%TE

==

|
LUMNCHECON FORE “‘:(]'L]'E' SN

TE.*..‘!-P(}E)N
LIUNCHEON KINIFE

SOTTP BOYL or other first course plate on a liner plate
LITNCHEON PLATE

Bay ban in téi Kiéu dit trwéc (table d’hote)

1'-!ll’..’l."I'EH GOBLET
It[—l} WINE

‘E-’] {ITEWINE
BLTTTER SPHEAIDDER
|
E e _//EH BREAID & BITTTER PLATE

ke ﬁ

SALAL FORK 'H[ WP SPOCYN
BINNER FORE T'EJLHP(K)H
IESSERT FORK DINNER KINIFE

SOMLTE IOANTL
SERVICE OR XIMNER PLATE
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Bay ban in kiéu goi theo mén ( A la carte)

Cach ban bay thuong don gian hon khi bay ban theo thyc don dinh trude ca vé
hinh thtrc 1an s6 luong dung cu &n ubng. Dung cu an udng khong can dit nhiéu, chi
can mot bd d6 an gém dia ké, khin an, dao dia, dia banh mi c& nhan va ly da dyng
trén dau miii dao.

Cach thue dat trong tw nhu bay ban diém tam Au. Tuy theo cic mén an, udng
khé&ch yéu cau ma ¢ su diéu chinh, thém bat cho phu hop.

1. Pit bd sung dao dia ding cho mén thir nhat, tly theo mén khach goi.

2. Dat thém dao dia mdi khi mang mén mdi ra.

Tham khao: How to Create a Formal Place Setting (7 Course Meal Setting)

It's an occasion worthy of your best china, crystal and silver. But where do all the
pieces go? This simple how to will provide your road map to creating a formal place
setting.

Difficulty Level: Easy  Time Required: 4 minutes

Tips: For less formal dinners, remove unnecessary pieces such as fish forks and
knives and extraneous wine glasses. practise\table setting.avi
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- This is the basic formal setting. If you wanted to make a setting for a fancy 7
course meal, you could add more glasses and more silverware for fish and dessert.

- If you d like to put out dessert utensils, place the spoon above the plate in a
horizontal position and the fork below it, facing the opposite direction. An oyster
fork is placed at a 45 degree angle, with the tines sitting in the soup spoon. A fish
knife is to the right of the dinner knife and a fish fork is to the left of the dinner
fork.

- A champagne glass can be placed above and to the right of the wine glass. And a
sherry glass is below and to the right of the wine glass.

- Finally, you can place a soup bowl and plate on top of the service place. This is a
beautiful and complete formal setting.

- The more formal a dinner, the more you will find each guest has their own small
salt and pepper as well as small butter dish (sometimes butter can be on a special
small glass or porcelain dish with an ice dish underneath). Do NOT serve butter in
foil paper - make small whipped rosettes which are hardened cold and placed on a
small butter dish at 7:00 or 2:00 o'clock from bread plate depending on the room
you have and the size of your butter dish without moving the desert utensils!

- Reply The reason for not placing napkin under utensils at a formal dinner is to
keep the look of the table tidy and prevent having guests messing with utensils to
take the napkin when they are seated - and - reduce insidence of having utensils
fall on floor by tugging at napkin and reducing noise at table from utensils
clicking together. It also minimizes scratching extremely expensive or heirloom
cutlery for nothing - if you have some.

- Reply You are missing an apperitif / port / digestif or 'liqueur' glass which may be
served with desert after the coffee or tea. The wine glasses are not necessarily
placed in the order that they are served. Water glass goes 2-3" above tip of large
main course knife. (From water glass) red wine at 4:30-5:00 o'clock; white at 2:00
o'clock; champagne glass at 3:00 o'clock; apperitif glass at 4:30-5:00 o'clock from
the red wine glass. NEVER place napkin under the utensils in a formal place
setting!

- Reply Serve food from the LEFT and clear plates and utensils from the RIGHT.
The desert fork is BELOW the desert spoon and closet to the plate. Do not
remove white wine glass until main course is over. Sometimes a cheese course is
offered in a 10-course dinner after the main course series - in which case, the wine
glasses remain on the table until after this is completed to enjoy wine with
cheeses.
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- Reply Wine is served from the right as well as to replenish water. Coffee cup is
set where wine glass was once wine glasses are removed and served immediately
after desert has been presented.

- Reply When done a course, the fork should be set with prongs in the centre of the
plate and handle on the edge, then the knife blade edge down just above it - this
method also helps to avoid cutlery from falling while it is removed and indicates
that guest is done their meal. Do not bring the desert fork and spoon down for the
guest - especially at a formal dinner! Food is always served from the left -
presented to a lady first and continue clockwise around the table - esp. if the table
Is round.

Bay ban in kiéu A

Bo dung cu phuc vu an chi khoang 10- 15 san phém khac nhau. Cac mon an kiéu
chau A ludn dit trén chén, do vay cach trinh bay co ban 1a dia 16t chén com + 1 chén,
tay phai dé diia trén do gac diia va tray trai dit mudng trén dung cu gac mudng. Co
thé dé ca mudng va diia cing mot bén tay thuan.

An tiéc, dung thém
mot dia tron ¢& 20cm dat
truéc chén dé nhan vién
phuc vu gip thirc an tir dia
chung cho vao dia cd nhan
trudc khi khach gip vao
chén. Tiéc nhiéu moén an
co thém dia 16t loai 30
hoac 35cm.

Phan n ca nhan luén
di kem 1 tach tra ndng dat
O phia trudc dia va chén,
bén phia tay thuan. Cac
moén nudc an trong thd co
nip ddy. Mot quy tic
chung ctia chau A 1 tit ca cac thirc an déu dat san trén ban (ludn co tir 3 dia tro 18n),
cac mon chung ludn dat trong dia 16n 30- 35cm, mon c4, vit, ga dung dia oval.

Ngoai cac hii gia vi dudng, mudi, tiéu... thuong co thém dia nhé dung mudi tiéu
chanh hoac nudc tuong.
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2.6.3 Chudn bi phuc vu

Moi thir sin sang (Mise-en-place): 1a thuat ngir truyén théng duogc sir dung nham
cho thay moi phan viéc phai hoan thanh dé c¢6 mdt phong an da san sang phuc vu.

- Pam bao raing moi do ding duoc kiém tra va nam trong tim tay.
- Han ché sy cham tré trong khi phuc vu.
- Tao 4n tuong vé tinh chuy@n mén hda cao.
- Pam bao rang hinh thirc ctia phodng dn gon gang, sach s& va co to chie.
NO lién quan toi viéc:
- Séap dat khu vyce 1am viéc va phong an: 4m thanh, anh sang, nhiét do,...
- Moi d6 dung duoc rira sach, danh bong, kiém tra k§ va bay dung quy cach.
- C4c ta dung dung cu, cac ban phuc vu c6 du d6 ding va sin sang phuc vu.
Moi thtr san sang (Mise-en-place) bao gom nhiéu hoat dong trong d6 c6 viéc tao

diéu kién moi truong tot, sap dat, kiém tra vé thiét bi. Trinh tu d6i voi Mise-en-place
c6 thé khac nhau, nhung thong thudng gém co:

- Du trit ta dung dung cu va ban phuc vu: ti dung dung cu dé chira céc thiét bi can
phuc vu cho mét bita an. Cac thir 46 duy trit rong tu ndy phy thudc vao: Céach
thirc phuc vu va loai thyc don; S6 nhan vién phuc vu dugc b tri theo tu dung
dung cu; S6 ban phuc vu duoc bb tri theo ti dung dung cu.

- Cam hoa va trang tri ban: Thong thuong cong viéc ndy do bd phan nhd budng
hodc bd phan ngoai canh thuc hién. Hoa tuoi phai dugc thay nude hang ngay, lo
cdm hoa phai duoc db va thay nudc thuong xuyén va duoc kiém tra xem c6 con
trung khéng.

- CAc cira ra vao: CAc cira ra vao giira nha hang va bép duoc goi 1 c4c “cira ra
vao”. Cé4c clra nay duoc thiét ké sao cho khong thé ra dugc bang cira “vao” va
khéng thé vao dugc bang ctra “ra”. Pay 1a mot thuc tidn 1am viéc an toan vi nd
giup cho viéc di lai an todn cua nhan vién tir vung nay sang vung khac va lam
cho cac nhan vién khong va vao nhau khi di lai tir bép t&i nha hang.

- Céc 16i thoat hiém va dic diém an toan: Tat ca cac nhan vién co trach nhiém
dam bao rang nha hang 13 mot khu vyc an toan va cac quy dinh vé phong chay
chita chay 4p dung ¢ Viét Nam duogc tudn thu day da. Khi chuan bi nha hang cho
viéc phuc vy, mot viéc quan trong la kiém tra cac diéu kién vé an toan phong
chay chira chay.
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Chwong 3: NHUNG KY NANG VA KIEN THUC PHUC VU BAN

1. Look at me.
2. Smile at me.
Five basics of service excellence: 3. Talk to me.
4. Listen to me.
5. Thank me.

3.1 Vai tro caa ban trong nganh phuc vu

Nganh kinh doanh dich vu 4m thuc c6 hai ddi tugng chinh 1a:
1. Khéch hang (khach)
2. Nha cung cap (nha hang/khach san)

I\]hu cau va mong doi ctia khach phai duoc nhd cung cap dich‘vu dap tmg. Quan
tam dén khach 1a nham tao su thoai mai cho khach, dam bao nhu cﬁg cua khéch’duo’c
dap tmg, cong viéc cua khach duge quan tam va nhu vay ho gitr moi quan hé tot voi
ching ta. Quan‘ tam dén khach c6 pqéi quan h¢ chat ché vé1 quan niém “phuc vu vi
con nguoi”. Dicu kho 1a khong thé xac dinh 0 quan ni¢m nay vi né khong thé can
dong, do dém dugc.

Diéu thach thire dbi véi ban la dap img t61 da nhu cau cta moi khach hang. Quan
tam dén khach 1a van dé thiét yéu t6i su ton tai ctia nganh dich vu du lich néi chung
Va‘am thyc néi riéng. Ky ning giao tiép v4i khach rat quan trong va 1a mau cht
nham thoa mén nhirng mong doi ctia khach.

Yéu t6 cin tré sw phat trién ciia du lich:
- Nhan vién thiéu ngoai ngir
- Nhan vién thiéu kinh nghiém
- Nhan vién thiéu sy yéu nghé
- Sy thay d6i nhan vién thuong xuyén
Nhitng diéu khién khdach khong tré lai:
- 1% Khdng con nhu ciu nira (die)
- 3% Thay dbi 1 trinh (move)
- 6% Ban 161 kéo (friend)
- 9% Déi th canh tranh (direct competitor)
- 11% Dich vu & san pham tdi (bad product)
- 70% Thai d6 cua nhan vién (bad attitude)
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Diéu Iam khéch hai long
- Su chao hoi khach (greeting)
Su gon gang va sach s€ cua nhan vién (personal appearance)
Phuc vu chuyén nghiép (pro-performance)
Phuc vu khach tbt nhat (offering best service)
Hiru dung (usefulness)
- Kiém tra su hai long cua khach (satisfaction)
Chao tam biét (saying farewell)

Nguyén tdc ciia nghé phuc vu
1. Khach hang lu6én luén dung
2. Néu khach 1am diéu gi sai, vui long xem lai nguy@n téc s6 1
3. Doi dai voi moi khach nhu mot nguoi quan trong
4. Khach dén Nha hang/ Khéch san khong phai 13 can su gitp d& ma ho 1a
nguoi gitp do minh
Y&u cau ciia nghé phuc vu
- CO6 kién thtrc vé sy phuc vu viing vang (skills)
- Tiép d6n moi ngudi vai tinh than hiéu khach (hospitality)
- Ludn mim cuoi vui vé (smile)
- To ra than thién va an can (friendly)
- Phyc vu nhiéu hon sy mong doi ctia khach (exceed guest’expectation)
- Tu hao nghé nghiép (proud)
- Tinh than hing say (warm up)
- Lich su va khéo 1éo (courtesy)

3.2 Quan tdm nhu ciu ciia khach

Khi phuc vu d6 an va dd udng trong nha hang mot trong nhirng nhiém vy quan
trong d6i khi 1& nhiém vu kho khin nhit 14 giao tiép voi khach hang. Déi véi mot sb
khach hang, ban c6 the s€ la nguoi dau tién va cling la ngudi sau cling tiép xuc véi ho
nhung d6i V61 mot s6 khach hang khéc, ban lai la nguoi tiép xtic voi ho tir dau dén
cudi. vi vay 4n tuong ban tao cho khach hang I rat quan trong,

Tat ca nhitng ngudi dén nha hang déu la thuc khach va déu phai rdugc dbi dai
theo dung nghia cua n6. Quan tam dén khach hang chu dao s€ tao cam giac thoai mai
cho khach hang. Quan tam dénn khach hang chu déo la Van dé thlet yéu dbi voi su
séng con cua nganh nay. Trén nhiéu phuong dién, cung cap dich vu tot ciing c6 nghia
1a quan tAm dén khach hang mét cach chu dao.
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3.2.1 Dich vu tét
Dich vu vdt chat: Khai niém nay lién quan dén chat luong, sé lugng va gia ca,
thoi han ctia do an thirc uong, cac tién nghi, thong tin va phuong thirc phuc vu. Noi
chung dich vu vat chat 1a hiru hinh, c6 thé thay dugc ma khach hang c6 thé dé nhan
biet. Vi du:
* Mot bira trra dac biét ngon miéng trong nha hang
« Phuong tién truyén thong tron goi dén ting budng khach
« C4c thiét bi vé sinh sach s& trong khach san.

Dich vu phi vit chdt: Dich vu phi vat chat mang yéu t chi quan va s& co ¥
nghia khac nhau dbi voi timg khach hang. Pay khong phai 1a dich vy hitu hinh nhung
lai tao cho khach hang cam giac thoai mai, nghia 14 trong khi dap tng nhitng nhu ciu
ctia khach hang phai tao cho ho cam thay dugc don tiép nhiét tinh va duoc coi trong.
diéu ndy ludn can thiét cho du ban 14 mdt nhan vién tiép tin, nhan vién phuc vu ban
trong nha hang hay mot nguoi giap viéc.

Dich vu tuyét hdo s& khién cho khach hang nhian dugc nhiéu hon nhitng gi ma ho
mong doi va d6 chinh 14 cai ma mdi ching ta c6 thé mang lai cho ho qua cong viéc
ciia minh/ lam duoc diéu ndy rat don gian, chiang phai ton kém chi phi nhung rat
nhiéu loi ich ma ba bén tham gia trong viéc quan tdm dén khach hang. Ban bén d6 1a
khéach hang, cdng ty va chinh ban.

Mbi chdt cua sy thanh cdng trong kinh doanh khéach san 1a cung cap mot chudm
muc cao cho ca dich vu vat chat va dich vu phi vat chat. Va ban chinh 1a yéu to chu
chot dé c6 thé cung cap mdt chuam muc cao cho dich vu phi vt chat.

- Ban c6 thé 13 nguoi dai dién dau tién caa nha hang ma khach hang tiép xuc, nén
an tugng ma ban tao ra cho khach hang sé tac dong tdi nhirng danh gia cua
khach hang do6i vai nha hang.

- Ban c6 thé 1a nguoi duy nhat giao tiép v6i khach hang nén thai do phuc vu ctia
ban s€ 1a an tugng lau dai vé nha hang cta ban doi vai khach hang do.

- Néu ban khong hiéu khach hang, ban s& khong thé giup ho hai long
3.2.2 Tiéu chudn ciia phuc vu

Thdi do va hanh dong
- Ban mim cudi véi anh mat vui vé, khach s& cuoi dap lai va cam thiy thoai mai.
- Dén tiép khach mot cach phu hop va thuong xuyén dung nhimg cau chao, vi du:
“ xin vui l1ong” hay “cam on”. Nhirng cau chao nhu “chao buoi sang” va “chao

Truong DH Ton Buc Thang -| P. TCCN&DN 29



Tap bai giang Ly thuyét Nghiép vu Ban |

budi t6i” nén duoc st dung khi don khach va khi mot nhan vién phuc vu dén tiép
XUc lan dau véi khach.

Ciing nén sir dung nhirng cum tr hay ngir *“ Ngai”, “ Quy ba” hay chtrc danh cua
khach néu biét.

Néu ban khong hiéu nhu ciu ctia khach ban s& khong thé gitip ho hai long.
Thai d6 phuc vu tdt tao 4n tuong kho quén vé khach san va vé ca ban than ban.

Céch giao tiép khong 101 cling quan trong nhu giao tiép bang 1i noi.

Giao tiép khong loi (Non verbal communication)

1.

© o &~ w

8.
9.

Tiép xtc bang mét va nhin thang vao mat khach khi néi chuyén dé biéu 16 rang
ban dang rat thanh that.

Téc phong-cir chi chitng chac: dang dung va gitr dau thang hoi nghiéng vé phia
khéach,....

Mt thé hién sy biéu cam phU hop voi timg ngit canh (Facial Expressions)
Cha y tranh nhitng va cham than thé khi phuc vu khach.
Giit khoang cach phu hop khi giao tiép va phuc vu khach. (comfort zone)

Ctr chi va diéu bo tay khiém tén nhung 18 rang nhit quan (Hand and arm
gestures)

Ngit diéu giong néi (Voice Characteristics) phai duoc kiém soat, khong cham
cling khong nhanh, va vira du nghe,...

Trang phuc, dong phuc phdl hop, vira vin (Dressing Style)
Kiém soat mirc d6 thoi gian danh cho mdi thao tac, hanh dong,...

Tiéu chudn ciia sw lich sw

Tiéu chuan lich su cia mdt phuc vu ban gioi khong chi trong khi phuc vu khach

ma con 1 16i tng xir chung v&i moi nguoi xung quanh. N6 duoc thé hién khong chi
tréi chay trong cac quy trinh phuc vu ma con phai dam bao khach hang hai long thuc

su.

Chao don khach ngay khi vao nha hang.
Hay goi t&n khéch khi c6 thé.
Khong dugce phdt 16 khach hay chi di ngang qua thoi.

Trong trudng hop khong thé phuc vu khach ngay, hdy noi: “tdi s& quay lai phuc
vu quy khach trong choc 1at”.
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Truong hop chua kip thu xép ban cho khach, phuc vu ban nén goi y khach cho
tai quay bar,...

Xin 16i khach ngay ca khi biét khach d4 sai.
Khong dé khach co cam giac bi hdi thiic.

Ludn trinh héa don cho khach khong chdm tré, néu khach chua dung xong hdy
dat hoa don trén ban gan do.

Ludn tién chao khach véi 101 18 phu hop.

Nhitng diéu nén lam: practise\do’s & don’t's .avi

Be pleasant, courteous and polite with clients and fellow employees.
Put smile on your face and in your voice.

Maintain a high standard of hygiene on yourself and around you.

Be co-operative with fellow employees.

Always offer to help your colleagues.

Maintain team work.

Maintain a “ Yes | can “attitude”.

Handle all equipment with care.

Respect safety measures.

. Respect hotel property.

. Keep your uniform always clean. Wear your name tag.
. Be punctual.

. Be conscientious in your daily duties.

. Work quickly, but quietly and safely.

. Always obey the instruction given by your supervisor.
. Maintain a good grooming.

. Report broken or damaged equipment.

. Follow all standard and procedures.

Nhitng diéu khdng nén lam:

1.

N kWD

Don’t remain in the premises more than 15 minutes after your shift. (Except if
being asked to by supervisors)

Don’t wear your uniform outside the hotel.

No chewing gum.

No eating or drinking on duty.

No smoking except in designated area.

No political button to be worn.

No jewelry (wedding rings and watches only)

No personal calls.
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9. No abusive or offensive language.

10. No changing shift, days, hours without authorization from your supervisors.
11. No sitting in work area.

12. No sleeping during working hours.

13. No gambling of any kind within the hotel premises.

14. No gathering and chatting within working areas.

15. No arguing with your colleagues and supervisors.

16. No “this is not my job” attitude.

17. No dragging of shoes, sloppy or tired-looking attitude.

18. No running inside the work place.

Tiéu chudn ciia phuc vu tuyét hao:

Our guests are never upset if we are in good service attitude.

When ashtrays have more than 2 butts in them.

When salads are room temperature.

When water glass not automatic refilled

When hot food and beverage is served in cold plates and cold cups.

When not food not hot and when cold food in room temperature

When the R/S phone rings more than 5 times before being answered.

When a guest gets put on hold for than 30 seconds

When glasses or dishes are chipped.

When silver on tables is spotted or tarnished.

10. When glasses are streaked. (Hold them up to light and you ‘Il be shocked)

11. When menus or placemats are ripped, stained, or smudged.

12. When there are not enough menu for the customers

13. When salad bars or buffet lines do have any “Razzed Dazzle”

14. When guest wait for 3 minutes without having a drink order taken.

15. When we run out of chinaware, silverware, glassware.

16. When silverware is set crooked on the table.

17. When sugar bowl is dirty inside.

18. When salt & peppers are greasy to touch, haft empty or when ketchup bottles are
coated at the nest.

19. When we are run out of any item in any bar or restaurant at any time.

20. When service person have the “I am doing your a favor” attitude.

21. When banquets or coffee breaks start late.

22. When debris, bits of paper and food is not immediately pick up from the carpets
or floors in restaurant or bars.

23. When restaurant and bars open late or close early.

24. When the guest pays top dollar for quality food and beverage and does not get it.

CoNogakrwdE
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25. When chairs and booths are dirty, stained, or have crumbs on them.

26. When guests who come for breakfast don’t get coffee if they have to wait in line
for more than 3 minutes, or they don’t get coffee immediately on being seated.

27. When R/S says 30 minutes and it takes 45 minutes to serve the order.

28. When a guest orders something and get wrong order.

29. When coffee is not steaming (check banquets )

30. When fruit garnish in the bars or R/S is dried out.

31. When buffet table or salad bars are not replenished quickly.

32. When orders arrive and they are incomplete, or service people ask for “who gets
what?”

33. When bud vase water is murky or flowers wilted.

34. When table or meeting room linen have small holes, rips, or burns.

35. When table and chairs are wobbly.

36. When greasy, dirty rags are used to wipe down tables

37. When guests do not get recognized by a smile, a hello, or eye to eye contact
when they hit the door of any restaurant.

38. When frozen dessert is served at a Banquet and it is so hard the guest cannot
possibly get a spoon into it.

39. When a guest gets their food check and it is sloppy, wet, or stained.

3.2.3 Cac nhém khach véi nhu ciau khdc nhau

Lam viéc trong nganh du lich ¢6 nghia 1a tiép xtic rong rdi voi lugng 1on cong
ching. Vi cong viée cia minh, ban phai nghién ciru nham xac dinh duoc nhitng d6i
tuong khach hang khac nhau va kiéu phuc vu khac nhau ma ho yéu cau. Pap tng
dugc nhitng y8u cau khac nhau cua khach hang chinh [a van dé “chdm soc khach
hang”. RG rang cé nhiéu nhom khach hang véi nhitng nhu cau khac nhau nhu khach
thuong mai, khach du lich. V&i kinh nghiém cta minh, chling ta c6 thé biét cach phuc
vu ma ho yéu cau. Tuy nhién ciing c6 nhom it nguoi ma doi hoi mot mic d6 cham
soc va quan tim dé dam bao rang nhu ciu cta ho ciing duoc dap Gng nhu nguoi gia,
tré em va ngudi tan tat, du khach tir cic nudc khac nhau...Tét ca nhitng nhom ndy c6
thé c6 nhung nhu cau khac nhau ma can duoc phuc vu ding cach. Kha ning nhay
cam va nang lyc chuy@n mén Ia rat can thiét khi cung cip dich vu cho nhitng khach
hang. Thai d6 quan tdim dung cach va luu y dén mdi thtr 13 mot trong nhitng bi quyét
thanh céng trong linh vuc giao tiép.

Cham séc khach hang chu do chinh 1a hiéu va dap ung t6t nhitng yéu cau khac
nhau cua khach: Khach thuong mai, khach du lich; Khach cao tu6i, tré em, nguoi tan
tat; khach tir cac nude, vung mién, ton gido khac nhau,...
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Pdc diém tiéu dung cia tdp khdch du lich Trung Quéc.

Vé am thyc, khiach du lich Trung Qudc thudng thich dung com gao tam niu
bang ndi dat nung, thich com thap cam, thich cidc moén an thit quay, thich in 1au, canh
tring. Ho cau ky trong ché bién va ding nhiéu gia vi trong ché bién thirc an,... Ho
dic biét thich an rén, ba ba, dung ruou vang Phap, ga tan thude bic,. ..

Pdc diém tiéu dung cia khdch du lich Phdp.

Vé an udng: Khach Phap 13 nhitng nguoi dn udng lich sy, trong khi n ho thuong
ndi chuyén vé thoi tiét, vin hod, thé thao, thoi sy va tranh ni doi tw hogc nhing van
dé giy can giy tranh ludn. Ho thich tién nghi an uong phai hién dai, sach sg, bai tri
dep va khong khi ban an 4m cing. Nguoi Phap rat ty hdo Vé tap quan in uong cua
minh boi ho ¢6 tdp quan an udng phong phu, 1au doi, cac moén an doc dao sang loc
nhitng tinh hoa nhit va duoc phd bién hau hét & cic nudc 4u, 4. Khong nhitng thé
cach ché bién va an udng cua ho ciing rat cau ky. Phap 13 nude dau tién co tir dién vé
an udng. Nguoi Phéap thich an cac loai xp trong, cdc mén nudng, ran con tai tir thit
bo, thich mén paté cd toi, banh my tring v4i bo va pho mat, ho thich an rau tuoi va
xalat tong hop. Ho rat chii y timg loai x&t phil hop cho tirmg mén in, x6t dién hinh cua
ho 1a mayonnaise. Nguoi Phap thich udng vang d6 va cognac.

Pdc diém tiéu dung cia khach du lich Nhdt.

Vé an udng: nhitng ngudi gia thich an cac mon an truyén thong ché bién tir hai
san, dac biét 1a ho thich mon goi ca, goi tom ubng v6i rugu Saké hdm ndng va co bat
tra hoa ctc dé rira tay. Mon noi tleng cua ho la Sushi ( com) va Shasimi ( goi ca).
Gidi tré thich cac mén an nhanh kiéu M§ va thich udng ruou vang Phap. Ngudi Nhat
noi tiéng v4i Tra Pao, ho thich udng trd xanh ndng bong.

Pdc diém tiéu dung cia khdch du lich Han Quodc.

Vé an ubng: ngudi Han noi tiéng voi mén kim chi dung phuong phap 18n men.
Ho ¢6 t&di 170 loai kim chi. Com cua ngudi Han Qudc thuong dugc tron 1an 2 thir gao
nép va té dé nau, ho khong thich sita va cAc mon tir sita, ho it dung ca, xtc xich, dim
bdng. Ho coi trong vi tri xa hoi cta gia dinh va khach trong bira an. Ho quan niém an
la mot nghi 18 cong dong nén cé thé dn chung mot mén, udng chung mét cde rugu.

Pdc diém tiéu dung cia khdch du lich My.

Ho c6 y&u cau khét khe trong vé sinh an toan thyc pham, khach My 1a tap khach
C0 suc chi tra cao. Nguoi My khong cau ky trong an uéng, thich mon an nhanh, thich
mon suon ran, banh my kep thit ga. Ho udng nhiéu va sanh diéu vé do udng, ho thich
champagne, nudc tinh khiét va ca phé, ...
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3.3 Nghiép vu phuc vu ban
3.3.1 Tiép dén-chao héi-moi khdch:

Dén tiép va moi khach dinh vi tai nhd hang. Cong viéc ndy co6 thé dugc thuc
hién theo cach chuyén mdn héa. Tt 13 ¢6 thé phan cong cho nhitng nhan vién ¢ kha
nang giao tiép tdt, co kha nang nam bét tAm Iy tbt 1am viéc & cung doan phuc vy, tiép
khéch truc tiép nhu: don tiép khach méi dén ctra hang, mai thuc don, nhan dit an cta
khach, bung dua, ga‘ip rot thie an d6 uéng phuc vu khach trong bita an,... Nhu vay sé
lam ting sy cam nhan t6t cia khach vé chét luong dich vy cua nha hang.

Ngoai ra nhan vién don tiép khach phai la nguoi hiéu biét sau sdc vé cic mon dn
d6 udng cua nha hang, tham chi ca vé cach ché bién mon an, vé phong tuc tip quan
trong an uong ctia cac viing mién dan toc khac nhau nham c6 k¥ ning ban hang tot
nhat va tdi da hoa doanh thu cho nha hang.

Nhiéu khach san hay nha hang c6 quy dinh riéng trong viéc chao hoi khach,
thong thuong c6 mdt loat cong viéc can dugce thuc hién khi mot ngq(‘)’i khach budc
vao nha hang. Chuoi cong viéc nay la “ tiep don- chao hdi va moi ngdi”, c6 nghia 1a
trude tién ban phai don khach; sau d6 chao hoi ho va cudi cung dua ho tdi cho ngoi
cta minh.

Mot vi du cho quy trinh chuin bi chao d6n khach khi ngudi d6 bude vao nha
hang nhu sau:

Nhan vién don khach trong trang phuc ngay ngin sach s&, givdng mat tuoi cuoi,
duang trudc cira nha hang dé chao hoi khach, tao khach cam giac thoai mai, tao 4n
tuong tot dep vé nha hang ddi vdi khach hang.

1. Khi khach t6i, cht dong budc tdi chao khach vai vé mat tuoi cuc‘)’i.,Néi “ Chép
buodi sang/ buoi toi, thua 6ng/ ba Thiém” hodc thua 6ng/ thua ba néu chua bict
tén khach.

Tim hiéu xem khach da dit chd trudc chua va sd luong khach.

3. Dan khach vao chd ngdi, nhan vién don khach di bén trai phia trudc khach, giir
khoang cach khoang 1 mét, di theo nhip di cua khach.

4. Tuy theo thanh phan khach, s6 lugng khach va yéu ciu ctia khach ma linh dong,
dan khach tdi cho thich hop nhat.

Hoi y kién khach vé hudng ngdi, khach dong ¥ thi moi khach ngdi.

5
6. Gilp khach nhe nhang kéo ghé ra, uu tién cho phu nit va ngudi 16n tudi.
7. Day ghé 1én trude khi khach ngdi xudng.

8

Cét 40 khoac cho khach khi can thiét.
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9. Trai khan an cho khach theo quy dinh cua nha hang va phong cach cua co s&
kinh doanh.

10. Ty gidi thiéu minh la nh&n vién phuc vu s€ cham lo bira an cho khach. Noi méot
cach khac, néu ban la nhén vién tiép tan hdy tu gidi thiéu tén.

Hanh dong din khach téi ban an duoc goi 1 “ moi khach ngdi”, d6 1a mot hanh
dong quan trong nham lam cho khach cam thay duoc tiép don an can va khéng phai
cho doi, d6 1a su phuc vu tot ddii vai khach hang.

Ban can tim hiéu cac quy dinh riéng cua khach san va tuan thu ding cac quy
dinh da dé ra. Hay nhd tam quan trong cua nu cudi, anh mat, dang diéu va cai bat tay
(n€u can thiet). Viéc thuc hién don tiép khach nhat thiét phai dugc thuc hién theo
nhitng nguyén tac giao té thich hop.

3.3.2 Gidi thiéu thuwe don va tiép nhin y8u cau

Thuee don: 1a danh myc cac mon an, rugu vang va d6 uéng ma khach cé thé chon
cho minh. Yéu cau co ban 1a nhan vién phuc vu nhan thuc don cta khach phai cé
nang luc va su hi€u biét thong suot ve thuc don.

Loai thuc don:

> Thuc don dit trudc (Table D hotel): 13 loai thuc don ¢6 dinh sb lugng cac
mon an ma khach da chon véi mét mure gia c¢o dinh, cac mon an s€ dugc
phuc vu theo thoi gian da quy dinh.

> Thuc don goi theo mon (A la carte): 12 loai thuc don liét ké day du cac mon
an san 6, mdi mon cé ghi rd gia tach biét, va phai dgi dé mon dugc nau theo
yéu cau.

> Mot sb loai thue don khac: Thuc don dn sang; Thuc don cac moén an nhe;
Thuc don cac mén an trang miéng; Thuc don phuc vu tai buong.

Mot loai thuc don cho bita trua va bita tdi chuan thuong dugc sap xép theo trinh
tu sau: MOn khai vi - Cac mon an chinh — Trang miéng — D6 udng

Y&u cdu va nguyén tic

Khi khach d4 ngdi xong xudi co thé ho s& mudn goi d6 udng va vi thé rat quan
trong 1a ban phai biet nhitng cau hoi thuong dung trong viéc tiép nhan yéu cau cua
khach.

- Khong dé khach chd doi thuc don 1au qua mdt phut

- Bat dau tao cho khach cam giac dugce phuc vu an can.
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- Khéng héi thuc khach, dé cho khach c6 thoi gian chon lya thoai mai.

- Sin sang cung cap moi thong tin mot cach chinh xéc.

- Bao dam c6 du thuc don cho mdi khach trong ban.

Pung bén phai ctia khach dé trinh thuc don theo thtr tu: Khach nit truée — khach
nam sau — cuoi cung la chu tiét (néu co).

Co 3 cach trinh:

Xép kin thuc don, khach chi thay trang dau tién.
M¢ dtng phan noi dung khach yéu cau.

Giir canh trén thuc don, chtra canh duéi cho khach cAm

Ghi nhdn y8u cdu ciia khdch Trudng nhém nha hang hoic nhan vién phuc vu c¢é kinh
nghiém lam cdng viéc nay:

Trong giao tép phai sir dung ngon tir chinh xac dé hiéu, ngin gon, lich su.
Khong dung tiéng 16ng hodc cach noi qua than mat.
Chir viét trén order phai 1 rang, chinh xac.

Giai thich moi thdc mic cua khach vé thirc an — udng: thanh phan nguyén
liéu, phuong phéap ché bi€n,v.v. tu van vé€ thirc udng.

Lu6n dap tmg nhimg yéu cau dic biét ngoai chuong trinh cua khéch, trong
pham vi cho phép. Pieéu gi khéng chac, phai kiém tra tai b phan co lién
quan trudce khi nhan 161 voi khach.

Phai cam nhan nhu cau cua khiach dé khach dwa ra phuong cach phuc vu
thich hgp nhat nhu: khach mudn an nhanh, khach muon dung btra thong tha,
khach dang bi bénh v.v.

Phan biét rd phﬁn an uéng cua tung khach trong ban dé tién viéc phuc vu va
lap hoa don.

Thet tie nhdn y8u Cdu ciia khdch: Néu c6 chi tiéc thi ghi yéu cdu dau tién cua:

Vi khach nit ngdi bén tréi chi tiéc.

Nhitng khach nit con lai theo chiéu kim ddng hd.

Toan bo khach nam thyeo chiéu kim dong hé tinh tir chu tiéc.
Cubi cling 1a chu tiéc.

Néu khéng c6 chu tiéc thi nhan vién tu phong doan chu tiéc theo cam nhan va
phuc vu nhu trén. Néu c6 tré em thi vu tién phuc vu trudec.
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Quy trinh

Pua danh muc ruou vang va dd udng sau khi goi thirc an. Menu ruou nén dua
cung véi menu do an (vi ho muon chon rugu va d6 an cho phu hop véi nhau-dac
biét 1a khach Phap).

Dua menu rugu cho Chu tiéc ngay sau khi dua menu dd an cho phu ni, hodc co
thé dua menu rugu luén cho chu ti€éc vi 6ng nay la nguoi s€ quyét dinh loai rugu
cho ca ban. Khéch co thé uong Champange hay ruou khai vi trude khi bat dau.

Pua danh muc rugu vang cho nguoi chu tiéc, hdy ndi: "Xin moi ngai xem danh
muc rugu" hay “ thua 6ng, 6ng c6 muon xem danh muc rugu vang khong?”.

Hay dé cho khach hang c6 thoi gian xem xét thue don. Hay chd quan sat, nhitng
khong dugc to thai o thac giuc: suy doan xem khach da san sang goi mon chua.

Tién lai gan ban lan nita va d& nghi duogc tiép nhan yéu cau, chuan bi sin but
hodc quyeén bién lai hai hogc ba lién. (Phiéu ghi yéu cau ctia khach phai co thong
tln sau: Sb ban, Sé khach, Ngay, Tén ngudi phuc vu, chir ky Thoi gian yéu
cau .. Thong tin nay rat quan trong vé phuong dién quan Iy nham dam bao cong
Vle;c c6 t6 chuc).

Céc khach hang cd thé khong biét mén trong thuc don, ban nén gilp khach: Giai
thich mot sé mon chinh trong thuc don, Giai thich cach niu mon dé, Chi din céc
thirc an di kém nudc sot va cac gia vi, Pua ra cic mén goi ¥,... Gidi thiéu cac
moén dic san trong ngay, tu van cho khach chon Iya khi khach yéu cau, khong
quén thdng b&o nhirng mén an — d6 uéng d& béan hét. 7. khéo 1éo dé nghi mon an,
thirc ubng dé ban duoc nhiéu san pham.

MO ta cac mén an trong thuc don va dua ra cac dé xuat néu can thiét hodac duogc
yéu cau. Phai mo ta rat ching xac cac mon an. Bé lam dugc diéu nay, ban phai
biét vé san pham cua nha hang.

Pé c6 thé kiém soat duge trude khi nhan yéu cau hiy viét ra bon thong tin quan
trong sau trén so bién lai: SO ban, SO lugng b do an (covers), Ngay thang, Chi
k nhén vién phuc vu,...

Pién vao s bién lai ghi lai s6 cac mon an da duoc goi, Nhém lai voi nhau: tat ca
cac mon khai vi, Tat ca cac mén sup, Tat ca cac moén chinh, Tat ca cac mon
rau,...

Nhan dat cac mon chinh, sau d6 ban mdi nhan dit cac mon trang miéng va ca
phé. Viét that rd rang va de doc.

Hoi khach xem ho mubén moén an duoc ndu nhu thé nao “ Ong mubn ding mén
bit tét tai vira hay chin k§?”.

Truong DH Ton Buc Thang -| P. TCCN&DN 38



Tap bai giang Ly thuyét Nghiép vu Ban |

- Nhic lai v6i khach vé cac mén dd dit dé dam bao chinh xéac.

- Nhan yéu ciu ruou vang (néu khach yéu cau). Phai dam bao ruou vang s& duoc
phuc vu vao thoi diém va nhiét do thich hop. Str dung mot phiéu ghi riéng.

- Nhan y&u cau cic mon trang miéng ngot va ca phé ghi vao mot phiéu méi va
dirng quén ghi ddy du 5 thong tin can thiét trén phiéu.

- Kiém tra xem s6 lugng mon goi d& diing so v&i ngudi trong nhom chura.
- Cam on va mang thuc don di.

- Sao phiéu ghi va dua yéu ciu vao nha bép. Ban giit lai mot lién dé 1am phiéu
thanh toan sau nay. Mot lién chuyén cho ngudi thu tién (néu can).
- Khi khach da dung xong c&c mon chinh, mang thuc don lai 1an nita cho khach

(néu can)

Luu y: Tiép nhin yéu cau cua khach 12 mot nhiém vu quan trong va thdng
thudng bita an c6 dat yéu cau hay khong 13 phu thudc vao sy chinh xac cua nhirng chi
dan hay y@u cau ctia khach khi truyén dat lai cho bd phan bép va quay bar.

Nghé thudt ban hang: Trong cong Viéc cua minh, ban s€ la ngudi ban hang cho
nha hang. Trach nhiém ctia ban 1a giao tiép voi khach hang va ban hang cho nha hang,
Ban c6 thé thuc hién diéu nay thong qua viéc gidi thiéu hay goi y, gidi thiéu cac mon
an dic san, dua ra cac d6 an phu thém nhu rugu vang hay trang miéng... Cung cap
dich vu cho khach hang dat tiéu chuin cao ciing 1a mot phan vai trd cua ngudi ban
hang. Tiéu chuan ngoai hinh, cac ki ning chuyén mén s& gop phan tao nén sy hai
long ctia khach vé phong cach phuc vu ctia ban - day ciing 1a mot kiéu nghé thuat ban
hang.

“People like to buy, but hate to be SOLD!”

Always get the cooking temperature for meats.
1 Rare - Bloody cool center, touch of rawness
1 Medium Rare - Bloody red, no rawness of meat
] Medium - Pink warm center
) Medium Well to Well - Fully cooked with no redness
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3.3.3 Chuyén phiéu yéu cdu cho bg phin bép va qudy bar:

Chuyén phiéu yéu cau ding lac cho nha bép hay quay bar 12 vin dé cuc ky quan
trong vi nd c6 anh huong dén chat lugng va thoi gian phyc vu tinh tir khi dua yéu cau
dén nha bép va quéy bar tr¢ di. Cac mon an trong thuc don goi mon ludn dugce lam va
ndu theo yéu cau nén cac dau bep can c6 nhiéu chi din dé chuan bi mon an. Nhan
vién phuc vu trong qudy bar ciing can c¢6 nhiéu chi dan dé chuan bj tai quay.

Nhin chung néu ta str dung cach ghi mang tinh truyén thong 1a: khi goi yéu cau
an, thi ta lay mdt ban sao va chuyén yéu cau do an cho nha bép. Khi goi yéu cau do
uong, thi ta lay ban sao va chuyén yéu cau d6 uong cho quay bar.

Thoi gian cho doi: Mot trong van dé hay bi khach hang phan nan nhat tai nha
hang la thoi gian va ho phai cho doi dé duge phuc vu cd v€ an ciing nhu uong. Thoi

gian cho doi phai 1a khoang thoi gian téi thiéu hop ly giita cac mén an. Te do, nhip
do va thoi gian phuc vu 13 quan trong d6i voi:

o K‘haC’h hang: Do ho déi hodc mét nén khong du kién nhin dé doi mén an hay
d6 uong minh da goi.

e Nhan vién phuc vu dd, an udng: Tranh cing thing vé thoi gian phuc vu dic
biét trong thoi gian c6 nhiéu ban phai phuc vu.

e Nhan vién ché bién moén dn: Cho phép ho ¢ da thoi gian dé ndu dic biét do
la thuc don goi theo moén.

Pé 1am tét cong viéc va duy tri chat lugng cao, can phai c6 suu phdi hop chit
ché va tuong tro giira nha bép va b phan phuc vy in udng.

Cac nguyén tic phuc vu chung sau day phai dwoc dap dung:

- Cac moén an lanh phai dugc gilr lanh va phai dugc phuc vu trén dia lanh vi du
salat, sup lanh, kem...

- Thic an néng phai duoc gitt nong chtr khong phai 1a 4m va dugc phuc vu
trén dia nong.

- Trong ca hai trudng hop, d6 an va d6 udng nong hay lanh nén dugc phuc vu
ngay chur khong dé chan chur.

3.4 Sir dung khay

Str dung khay 1a mot phuong phap nhanh chong nhit va an toan dé bung bé cac
moén an. Khay c6 thé duoc sir dung cho nhiéu viéc khac nhau: dem dao, dia, mudng;
dem ly, tach thuy tinh; phyc vu thirc dn; phuc vu d6 udng; don dd trén ban dn; dem
dén/thu don theo yéu cau phuc vu tai budng.
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P3c diem cta khay: khay ¢6 nhiéu hinh déng, kich c¢& va chat liéu khac nhau.
Cpﬁng thuong dugc lam tur: Thép khong gi; Bac; ,Nhua,; G0,... Chang dugc thiqét lgé
dé co kha nang chiu nhiét, d¢ rira, nhe nhung chac chan, khong tron va co thé xeép
chong nhiéu khay véi nhau.

Kich thudc tiéu chuan cta khay dugc sir dung trong khach san hay nha hang la
45,7x34,3 cm. Tuy nhién, c6 thé c6 cac kich ¢& khac nira nhu khay ¢& nho 11x16cm
dung dé dua hoa don hoa nha dén khach san (thuong dugc xem 1a “khay nhan tién
thuong cua khach” hay khay rugu véi kich 1on 59,8 x45,7cm dung dé phuc vu tiéc
l6m.

CO mot loai khay dac chung dl]ng phuc vu d6 udng va don cac cdc ban di. Loai
khay nay ciing duge coi 1a cong cu ho trg phuc vu. Khi str dung khay nén phu khan
vai hay khan an sach, di€u nay s€ giup giam tiéng on, giam do tron trugt va trong dep,
lich sy hon.

Chon khay: Chon duang kich ¢& va loai khay cho tirng cong viéc; Bam bao rang
khay sach Vé} khong sut meé.Khi dung Khay thuong phu khan vai d€ tranh tron truot,
gilup giam tiéng on, trong lich sy va thAim mi hon. Pam bao sur dung diung kich c& va
loai khay cho tirng cong viéc.

Céch sdp xép trén khay:
- Kiém tra xem khay d4 sach va kho chua
- Phu vai Ién khay hay 16t khay dé tranh sy truot do
- Pit khay vao chd phang.Khong dé sat mép ban.

- Sép cac thir cling lao véi nhau ( vi du sdp cac dia clng ¢& chong 1&n nhau).
Dbicu nay s€ tranh cac thir roi hay trugt d6 va s€ tiét kiém duogc cho dé trén khay

- Pit cac thir nang vao chinh giira khay. Diéu nay s& tao su cin bing. Khay s&
dugc mang di dé hon va s€ kho bi 14t ap.

- Quay V0i am tra hay binh nuéc vao trong khay, huéng vao giita khay dé tranh
nude noéng 1am ban bi bong trong trudng hop cac thi bi truot d6. N6 ciing gitp
tiét kiém chd.

Chon khay thich hop va sip xép dung trinh tu 13 nhitng diém khoi dau quan
trong. Sau d6 xép 1&n khay cadc mon theo yéu cau ctia khach hang. Sau day 1a mét vi
du vé trinh bay mot khay phuc vu do n sang:

- Kiém tra s6 budng, thoi gian va yéu cau trude khi sép khay.
- Kiém tra xem mat khay, mat dudi va mép khay c6 sach khong
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- Phu vai 1én khay. Stir dung khan vai hodc khan gidy. ( Chi str dung mot khin
giay va kKiém tra xem no co6 sach va trai ding mat phai hay chua)

- Trinh bay khay nhu hinh dudi day (cho mot bita an sang hoan chinh). Gat tan
thuoc 1a dat riéng ra mot cho dé tranh roi do va tranh tai nan.

- Kiém tra xem lop muoi va ti€u c6 day va sach khong.

- it cac mon dn vao chd thich hop cho khach d& ding vi du cac lo, am dit bén
phai, banh mi dit bén trai.

- Quay vOi 4m nudc tranh chd c6 thic an va phia ban. Pung dé 4m nudc qua
day. Diéu nay s€ bao vé ban néu nudc nong tran ra ngoai.

Cach mang khay C6 nhiéu cach mang khay khac nhau:
e Mang thip (thudng phuc vu d in)
e Mang cao (thudng phuc vu d6 udng)

e Mang khay bang tay va canh tay (thuong dung dé don ban)
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Vi tri canh tay va ban tay
- Giit canh khay bang mot tay

- Dit khay kia vao gitta mat dudi khay va nang Ién. Cach mang khay nay s€ giup
ban c6 mdt tay dé mo ctra va bao vé khay va ban.

Céch mang khay bang ban tay va canh tay la phi hop nhét dé don ban, con hai
cach kia thuong dung dé phuc vu d6 an va doé uong.

Khi bung mét khay day dd 18n khoi nén nha (vi du khay phuc vu tai budng), ban
hay quy dau gdi va giit lung thang. Diéu ndy khdng lam ban dau lung.

~ Bung mot chdng dia bang ca hai tay chtr khong dat 1én khay vi chling qué ning
dé c6 thé bung mdt cach an toan.

Ldy dé ra khoi khay
- Dit khay vao chd an toan
- LAy d6 ra khoi khay mot cach can than. dimg 1am mat thing bang.

- Khi xép cac thir di rira, dit cac th vao dung chd dé han ché sy d6 vo (vi du:
dat coc vao véi nhau, dat dia vao mot cho, phan loai dao dia)

- Chéng lang phi bang cach: Phan loai chinh xac, D6 thirc an thira vao thung,
Luu y dé dao dia vao coc khong bi d6 vao thung, Pé riéng nhitng mon c6 thé
tai sir dung ( nhu bo, banh my va sira).

3.5 Buwng bé va thu don

Bung bé va thu don 1 toan bd phan cong viée cua bat cir nguoi phuc vu dn udng
ndo. Ban s& phai bung cac dia thiic dn ca ndng va lanh dén ban ciing nhu dem di céac
vat dung khac nhu cdc, ly tach, dao dia, thia... Thuc hién dung cac budc ria sach va
bung bé s& gitip cong viéc ctia ban don gian va c6 thé phuc vu khach t6t hon.

Khan phuc vu: Mot khdan phuc vu sach hay khan cho ngudi phuc vu luén duoc st
dung khi cam hay bung cac dia thiic an néng hay lanh. Muc dich chinh cua khin phuc
vu la bao vé tay khoi bong khi bung dia, bat thire &n nong. Tuy nhién, cho du vi ly do
vé sinh hay an toan, sir dung khann phuc vy van 1a mot thoi quen tot.

* Str dung khan phuc vy dé tranh bi bong:
- Khi bung céc dia thirc an nong dén ban
- Khi bung mdt chong dia nong
- Khi bung mot dia phuc vu 16n, nong.
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» Giit khin phuc vu gon gang va sach s& bang cach:

- Vit khan trén canh tay trai néu khong sir dung

- Khdng kep dudi nach, nhét vao ti quan, vao that lung hay vit ngang vai.
« Khin phyc vu con c6 thé dung dé:

- Pé phui nhitng manh vun thic an

- Dé lau 1an cudi cbe, tach, dao thia dia trude khi dung.

 Khan phuc vu phai luén dugc gitr sach, khong c6 mui, khéng thung hay rach va
lubn mang theo bén minh. Thay ngay khan bung néu bi ban.

Dia phuc vu: Mot dia phuc vu 12 mot dia co kém theo gidy an dit trén nd. N6 duoc
dung trong suot bira an:

Chuyén céac dao dia thia va diia st sach tir ban cho.

Pé thu don dia va dao du phong

Dit cac dao dia thia va dia st sach 1én ban

Pé don cac manh vyn thirc an sau moén an chinh hay sau bat ky mén an nao.

Pé thu don cac vat dung khéc trén ban khi can.

Cich bung dia: cich bung bé va thu don co ban tit ca cac loai va kich ¢ dia.

Cam dia 1én bang mot tay va chuyén sang tay kia
Cam dia, dit cdc ngon tay vao cac vj tri nhu trong hinh duéi day
Cam dia tha hai va sir dung ba diém trén tay (2 ngdn tay, ngon tay cai va co tay)

Di chuyén dia va diéu chinh vi tri cdc ngén tay cho dén khi ban cam thy dia d4
¢ vi tri an toan. Va Cam dia thtr 3 bang tay kia.

Thu dgn ban an: Phai dé khich n xong méi thu don cac thi. Thong thuong khac s&
cho biét 1a ho d& an xong bang cach dat dao dia theo cach riéng.

Thu don cac dia an chinh

Khi don dia, thuong bat dau tir phia tay phai khach.

Nguoi phuc vu nén dirg dang vi tri, qua mot bén ban

Bat ky manh thirc an v& vun nén dyoc don vé mot goc trén dia canh can dao,
dia va canh cua dia gan tay bung dia.

Pia thire an chinh ban nén dugc cam chéc, nhac 18n bang ngdn tay cai, ngon tro
va ngon gitra.

Truong DH Ton Buc Thang -| P. TCCN&DN 44



Tap bai giang Ly thuyét Nghiép vu Ban |

Luu y: vi tri ctia b d0 an: dia dugc cam chac ngon cai dat trén doan cudi cta can

dia va ludi dao dat dudi phan cong cua cai dia.

Thu don dia sup:

Céac dd dung ban thudng dugc don tir phia bén phai cua khach.

Nguoi phuc vu nén dlirng ngay véi ban

Sau d6, cAm dia sup ban dau tién & trén dia ké 1én, dong tac nay cho phép nguoi
phuc vu chuyén dia sup ban tir tay thu don sang tay bung bé.

Quy trinh ndy dam bao rang cac dia ban dugc duoc dem di khoi ban an cia
khéch, giam say ra tai nan

Dia sup ban c6 thé dugc dé chic trén dia khac va céi sau duoc dua 1én chic
chan bang ngbn cai, ngdn tro va ngon gitta.

Mot didu quan trong la dia ban dau tién duoc cadm chic khi cai tiép theo duoc
dé 1én trén, nghia 1a phai lru y d6 nang cta chong dia khi bung 1én.

Thu don cde dia phy: Céc dia phu duoc don di bang khay. Muc dich 1a dé c6 bé mit
rong hon dé thu don cac dao ban va cac manh vun con sot lai.

Thu don coc: Mot khay ludn duge dung dé thu don cac cdc ra khoi ban.

Luu ¥ Khi thu don, ludn phai luu y ring: Vi tri ding cua ban, Cach tiép can ban

an, Vi tri dia phuc vu, Khong gay phién ha cho khéch, ...

Don so ban an: Don so ban an duoc thuc hién sau khi bira an chinh dugc don di va
trude khi phuc vu mon trang miéng. Muc dich cua viéc 1am nay la don cac manh thirc
an vuyn trén ban.

Don so ban in bat dau tir bén trai cua ngudi khach dau tién. Dia thu don duoc
dat ngay dudi mép ban. Cac manh vun dugc quét vao dia ndy bang khan an.

Khi hoan thanh xong viéc nay, dia dung cho mon trdng miéng dugc chuyén tur
noi dat trude dé vé phia bén tay trai ctia khach.

Luc nay nguoi phuc vu di chuyén sang phia phai cia ngudi khach do va don
nhitng manh vun & phia bén nay.

Thia dé an mon trang miéng dugc dich chuyén tir phia trén b dd an xudng phia
bén phai by do an.

Trong khi dao va dia dung cho moén trang miéng duoc dat vao dung vi tri thi
khédn an cling phai dugc ddt xuong dudi dia phuc vu.

Sau khi hoan thanh viéc thu don cho mot khach, ngudi phuc vu sé tiép tuc cong
viéc cho khach tiép theo, tirc 1a bén trdi ctia nguoi khach tiép theo do.
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Mot nguy@n tic thu don ban dn can phai ghi nhd 13 nguoi phuc vu khong bao gio
dugc di ngang qua trudc mat khach.

Thay déi va dat lai gat fan: Viéc ndy c6 thé duoc thuc hién bat ky vao thoi diém nao
cua bira an va nén dugc thuc hién thuong xuyén.

- Mot gat tan sac duoc day 18n gat tan ban
- Gat tan sach duogc dat up 1én dang trén miéng gat tan ban

- Gat tan ban dugc day bang gat tan sach va dugc dem di khoi ban an cua khach.
Viéc che day nay la can thiét dé tan thuoc 14 hay xi ga khoi bay ra khan trai ban.

- Gat tan ban da dugc day lai, duoc chuyén di khoi ban
- Sau d06, gat tan sach duoc dat 1én ban.

3.6 Phuc vu theo mén, theo suit va phuc vu kiéu gia dinh

T6 chie phuc vu tryc tiép trong thoi gian khach an ubng tai nha hang: Trong giai
doan nay nhan vién phuc vu phai tlep xuc truc tlep vo1 khach mot khoang thoi gian
trong d6i glal va phai thyc hién nhiéu dong tac ky thuat. Yéu cau dat ra trong giai
doan nay doi véi nhan vién phuc vu ban la:

e Lubn to thai d6 tét vi moi khach hang trong sudt qua trinh phuc vu

e Tbéc d6 phuc vu phai nhanh va dic biét chii y dén dam bao thoi diém phuc vu
moén an phai kip thoi.

e Phai thuan thyc trong céc thao tac ky thuat phuc vu truc tiép dé ching minh tinh
chuyén nghiép cua nhan vién nha hang — diéu d6 gitp phén biét thir hang cua cac

nha hang sang trong hay khong. Piéu d6 s& c6 quyét dinh dbi voi mirc phi phuc
vu nha hang.

Trai qua nhiéu nam, sd phuong phap phuc vu d4 phat trién tir don gian cho dén
ngay cang pht tap hon, doi hoi mét mare d6 ky nang cao hon. Giao trinh nay tap trung
vao 3 cach phuc vu: phuc vu theo mén, phuc vu theo suat va phuc vu ki€u gia dinh.

= Phuc vu theo mén: Nhan vién phuc vu ding doi dé bay va phuc vu thirc an cho
khéch Ién céc dia cua ho, dia det hoac sau, sir dung thia va dia.

= Phuc vu kiéu gia dinh: Thic an duoc dit trén ban trong nhjéu dia khac nhau dé
khéach hang tu phuc vu. Vi du: trong cac nha hang truyén thong.

= Phuc vu theo sudt: Moén in chinh duge dau bép dit va bay bién vao dia. Nhan
vién phuc vu dat dia thirc an trude mat khach.
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3.6.1 Chudn bi cho kiéu phuc vu theo mén:
Yéu cau: Pua do an, thirc udng 18n ban khéach cé thé dung khay dé tranh nhiing

mon néng, khi dua dia d6 an 18n ban thi phai dung tay, khong duoc dat khay 1én ban.

Cha y: tranh nhitng ngon tay cham vao d6 an cta khach vi nhu vdy sé mat vé

sinh. C6 thé huéng dan cach dung mén in cho khach va gidi thiéu cac loai nudc sdt
dung kem. Ban khong dugc di gitta hai ngudi khach khi ho dang tro chuyén.

Diéu chinh dao, thia va dia:

Khay phuc vu d6 an hoic d6 udng can phai duogc phu khin. Dao dia phai dat trén
khay khi bung khay di, lam nhu thé s& an toan va dé& dang dé phan biét cac loai
dao dia khac nhau hon va hop vé sinh hon 13 cam ching trong tay hay dé trong
t0i. Luon gai miii dao dudi dia vi ly do an toan.

Ban nén dtimg phuc vu quanh ban an, di chuyén va dit dao dia vao phia tay trai
ciia mot ngudi khach sau d6 di chuyén va dat dao dia vao phia tay phai cho
ngudi khach tiép theo.

Dat dia I1En ban: Cach phuc vu theo moén doi hoi ban phai dat cac dia dn nong hay
lanh 1€n ban trudc khi phuc vu thire an. Phuong phap nay thuc hién nhu sau:

Ludn Kiém tra xem nhiét d6 cua dia trude khi dem dén ban.
Phu 1én ban tay mét khan phuc vu.
Pit dia 18n ban tay c6 pha khin va boc phan vai con lai quanh dia.

Khi dem dén ban, lau sach 1ong dia va sau d6 cam 1&n bang cach dat ngdn cai va
cac ngon tay khac trén vanh dia. Pat dia can than xuong trudc mat khach, hoi
trung goi va nghiéng nhe veé phia trudc.

Pit xudng ban theo nhitng quy dinh cua nha hang. Vi dy, néu dia dugc trng tri
cac biéu tugng cua nha hang thi théng thuong dia d6 sé dugc dat vao vi tri quan
trong va dé thay nhat trén mat ban.

3.6.2 Ky thudt phuc vu theo mon:

Sii dung b¢ thia va dia:

Pit Gp thia va dia, nim c4 hai can thia va dia trong 10ng ban tay.
bat ngon tay tro vao gitra can thia va dia, kep dia gitra ngoén tay tré va ngon cai.

Bang cach diéu chinh nhe nhang vi tri cam thia va dia, ban c6 thé cam thia gitr
thire an trong khi dung dia 1at 1én hay lat xuong kep gitt mon an do.
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Néu dia dugc dat 0ip, n6 sé& dé sur dung v&i nhung moén an ¢6 dang tron nhu khoai
tay, trong khi mon dau thi nén ding thia. Déi voi cac moén an hinh det nhu ¢4 phi 1¢,
trimg ép 1ét, st dung hai dia hay dao cit c4 s& d& hon. Mot s mon lai phai c6 mot s6
vat dung riéng nhu kep ga‘ip, muo1 muc canh,...

M6n khai Vi (tiéng Phdp: Hors d'®uvre)

La cac moén dn duge phuc vu trude hodc ngodi (tiéng Phap: hors d') cac mon
chinh (ceuvre). Muc dich cua cac mén khai vi 1a kich thich su ngon miéng; néu nhu
ngudi ta phai doi hoi lau ké tir lac dén dn cho dén khi cac moén chinh duge don ra (vi
du, trong khi thudng thirc cocktail, chiing ciing ¢ thé dugce phuc vu cho muc dich gitr
khéch trong khi phai cho doi 1du. Cac mon an khai vi ¢6 thé dugce phuc vu ngay tai
ban an; vi du nhu 1la mét phﬁn cua bira an ngéi hoac trudc khi khach ngéi vao ban an.

Cac mon an khai vi dugce chuan bi trude va bay sin trén dia. Mén khai vi thong
thudong 1a sandwich tic 1& banh my cat nho hinh tron, hinh vuéng... kep véi thit
nudng hodc xuc xich, pate, cd muc hodc tom, cua, tring c4, 6liu mudi, ca chua, dwa
chudt.... D6 1a cac mén khai vi noi chung. Khach khong nhat thiét phai ding tat ca.

Tai tiéc ngdi, thudng it dung sandwich, ngudi phuc vu bay sin dung cu in trén
ban. Bén tay trai cia khach dat san dia banh my. Lic khach an toa, nguoi phuc vu dua
dia thirc an khai vi moi khach. Mon khai vi thuong duge dung ¢ mirc vira phai, vi sau
d6 con nhiéu moén khac.

Mon xup

O chau Au, moén xtip thudng an sau mén khai vi, nhung ngudi chau A lai coi xap
la mOn cuoi cung cua bira tiéc. Co6 nude an x0p vao gitra bira tiéc, c6 nudc lai dn hai
loai xup khac nhau trong bira tiéc.

Sau moén khai vi, nguoi phuc vu dat trude mat khach mét dia sdu 1ong kem theo
thia dat trude dia, sau d6 moi khach, khi duge khach dong y thi mic xdp d6 day long
dia. O chau Au, néu dn nudc xao hodc canh thi dung dia dit xudng dudi, bat dat 18n
trén dia dung dung nudc x4o hodc canh. O chau A sir dung bat va thia dé an xup, chir
khong dung dia.

Khi phuc vu khach khong dé thia va cham thanh tiéng; khong vét hét t6 xup.
Phuc vu mon an chinh:
- Mot bd dd dn phai dugc dat trude khi mon an yéu cau duogc phuc vu.
- Khian phuc vu duoc gip, xép gon dé chéng nong khi bung thirc an.

- Mon in dugc bay ra trén ban, khach cé thé thiy dia thirc an dugc bay bién day
du dep mat nhu khi dem tir bép ra. Tur d6 cho thay mat tham m§ cua dau bép.
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Pia thire an dugc dat 1én dia ké vanh dia thirc dn gan chdng 1én vanh dia ké.
Phan thirc an dugc dat vao vi tri giita cta dia.

Khi di chuyén dé phuc vu khach phan thir hai, dia nén dugc quay vong dé mon
thit tiep theo sé dugc phuc vu gan khach nhat.

Luu ¥ rang khau phan thtc idn dugc bay trén dia gan khach nhat con c6 thé bay
thém khoai tay hay cac loai rau khac cho hap dan.

Néu rau duoc bay trén mot dia riéng, thi thire an duoc dit ngay chinh giira dia.

Phuc vu khoai tiy va rau:

Nguyén tic chung 1a phuc vu khoai tdy trude khi phuc vu rau.

Khi phuc vu khoai tay hay rau, luén dat dia rau trén mot cac dia det v&i khan an
pht 1én trén. Diéu nay chi va muc dich tham m§y.

Muc dich cua khin an 1a khdng dé dia rau truot khoi dia ké trong khi phuc vu.
Mot bd dao dia riéng nén duoc ding cho mdi loai khoai tAy khac nhau va moi
dia rau dugc phuc vu.

Pit dia dng vi tri tirc 12 dia khoai tay s& dugc dat gin mén an chinh.

Mon khoai tdy dau tién duoc dua ra dat trén mon dia an chinh trén goc ban sau
d6 nguoi phuc vu tiep tuc dat cac mon khac theo yéu cau va bay bién cho dia
thirc an tro nén hap dan.

Sup khoai tdy dugc phuc vu bang cach dat dia vao 10ng tia réi muc khoai. Sau do
thia khoai dugc chuyén nhe nhang dén dia ctia khach va d6 vao dia cho khach.

Phuc vu nwéc sét di kém:

Nuéc xt nén duge dé trong bat x4t trén mot dia 16t véi mot mudi muc.
Mot mudi mic day nude x6t nén dugc nang 18n rit khoat tir bat nudc xot.

Got nhe dé mudi qua mi¢ng au xup dé tranh dé nudc x6t nhéd xuéng khan trai
ban hay dinh trén vanh dia an chinh.

Nudc x6t phai dugc rudi 18n khau phan thit phuc vu cho khéach.

Phuc vu do trang miéng trén xe diy:

Khi khach chon mén, nén dit dia gin mén duoc phuc vu.

Sau d6, mot tay cam thia va tay kia cAm dia, moén an (hay lat banh ga t6) dugc
chia phan va chuyén can than 1én dia.

Sau d6 dia dugc dat trudc mat khach tir phia bén phai.
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- Pbi v6i nhom khach dong hon hai nguoi, thi phai: mot ngudi ghi cac yéu cau va
dat dia mon an trudc mat khac trong khi nguoi khac dung lai xe day dé dat mon
an vao dia.

Nguyén téc phuc vu: Khodng phan biét gitra cac loai phuc vu trong nha hang, nhung

c6 mot nguy@n tic phuc vu chung cho tat ca 14 phuc vu theo y8u cau. Diéu nay dé cap
dén trinh tu hay quy trinh ma theo d6 ching ta phuc vu moi nguoi . Vi du:

- Luon Ivu y phuc vu phu nir trude.
- Sau do la nam gio1
- Cubi cuing la chu tiée
- Nhung khi mot gia dinh yéo an thi phuc vu tré em trude, rdi dén phu nit,
sau do 1a nam gidi va cuoi cung la chu tiéc.
3.7 Quy trinh phuc vu Alacarte:

Nhan vién phuc vu ban cé trach nhiém phuc vu an, udng cho khach mot cach
hiéu qua, chinh xac tai khu vuc dugc phan cong trong nha hang.
- Khi khéch vao phong an, phong ti¢c thi phai don chao khach, huéng dan khach
ngoi vao ban, kéo ghé méi khach ngoi.
Trinh thuc don, Khéch s& duoc phuc vu nude udng trude.

Khi khach d& on dinh chd ngdi, nhan vién dén lay order trén phicu order pad
bang hai lién (Mot lién giao cho nha beép hoac by phan pha che, mét lién giao cho
nguoi thu ngan). Phuc vu ngay cho khach sau khi d& chuan bi xong.

Khi thire an sén sang nha bép goi nha hang. Nhan vién tiép thyc s& mang 18n
phuc vu khach.

Kiém tra lai xem d6 an, thirc uong mang ra c6 dung voi order hay khong.

Trong Iic khach dung bita, nhan vién luu y tiép thém nudc vao ly cho khéch.

Phyc vu khach phai nhanh chéng, chu ddo. Trong khi khach an uong, thuong
xuyén theo doi dé thay bat, gat tan thudc...cha ¥ lang nghe va giai quyét cac yéu
cau cua khéach.

Thu don dao, nia, thia, dia hodc ly tach khach d&@ dung xong

Khi khach dung bita xong, néu c6 mon trang miéng thi nhan vién don hét nhiing
dung cu do thay dung cu méi vao dé khach an trang miéng.

Trinh thuc don trang miéng, LAy y8u cau ctia khach.

Pua hoa don tinh tién cho khach va giai thich néu khach c6 thic méc.
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giao lai tién thira cho khach cung héa don.
Tién khach ra ctra va cam on khach.

Set up lai ban khach vira di - chuan bi d6n khach moi.

Trinh héa don tinh tién

Khong duoc trinh héa don cho khach khi chua ¢6 yéu cau.

Khong dé khach ch doi hoa don hogc tién thoi. Nhan vién phuc vu bing su
nhay cam, kinh nghiém nghé nghiép biét ban khach nao sap yéu cau tinh tién dé
bao trude cho thu ngdn nham han ché thoi gian khach choi dgi hoa don.

Hoa don phai dugc trinh bay ré rang, tinh todn chinh xac.

Nhén vién phuc tuan tu thao tdc:

Bao cho nguoi thu ngan 1ap hoa don khi khach yéu cau tinh tién.
Pén bén phai khach, hoa don kep trong tap gip.
Sau d6, roi ban mot khoang cach ngan dé khach kiém tra hoa don, dém tién.

Khéch tra bang tién mat thi Kiém tra tai chd. Néu khach tra thiéu thi n6i cho
khach biet ngay dé bo sung. Giao tién cho nguoi thu ngan sau do tra tién thira
cho khach (néu c6). Néu khach yéu cau hoa don thi dua héa don phu.

Chao tién khdch

Tao cho khach 4n tuong cudi cung that tbt dep bﬁng anh mat than thién, nu cuoi
va cau chao lé phép.

Tranh thu hoi y kién khach vé nhtng diéu hai 10ng va chu7ahai 10ng ¢ nha hang
dé c6 nhirng bién phap khac phuc va cai tién chat lvong phuc vu.

Sau d6: kéo ghé ra dé kahchl thoai mai roi ban. Tranh gay tiéng on khi kéo ghé.
Gilp khéch lay tai xach, hanh Iy, v.v.
Kiém tra nhanh xem khéch c6 b6 quén vat gi khong.

Cam on va chao tam biét, tién khach.
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Tham khao tiéu chuin phuc vu in siang 5 sao

Dining outlet should be completed set-up with a minimum standard before operation
period.
Breakfast set-up:
A standard table set-up for breakfast should be maintained for every breakfast time.
After diner 22:00, staffs could set up for breakfast with a basic:

- Salt, pepper and astray (for smoking section) and flower in middle of table.

- Placemat.

- Appetizer Knife & Appetizer Fork

- Desert spoon for cereal

- Saucer and coffee cup (tea cup) with coffee spoon (the position coffee cup

and teaspoon handles facing at 3: 00 o’clock.
- Neatly folded napkin

- When morning staffs come, sugar and milk are added. Hot milk or cold milk
will be asked when serving tea or coffee

CONTINENTAL BREAKFAST AMERICAN BREAKFAST
1.  Fresh squeeze fruit juice 1. Fresh squeeze fruit juice
2. Pastry 2. Pastry
3. Fresh fruit 3. Cereal
4. Tea or Coffee 4. EgQgs
5. Cheese & Sausage
6. Fresh fruit
7. Hot tea or coffee
ENGLISH BREAKFAST BUFFET
1.  Fresh squeeze fruit juice 1. Fresh fruit juice
2. Pastry 2. Salad bar
3. Cereal 3. Pastry
4. Eggs 4. Hot counter
5. Fresh fruit
6. Tea or Coffee.

Standard

Breakfast is included in room charge. Whenever guest comes for breakfast,
hostess nicely asks for his/room number and check on in house checklist. The in-
house checklist will be delivered every early morning by F.O department. Hostess
will always stand by at the entrance, responsibility for greeting guests.

Truong DH Ton Buc Thang -| P. TCCN&DN 52



Tap bai giang Ly thuyét Nghiép vu Ban |

Procedures

1.

2.

Greet the guest: good morning mr.david and ms linda

Warmly greeting guest, try to call her/his name (if applicable)

Ask for guest’s room number “may | get your room number please?” and
check on the in-house checklist for guest’s name and mark on if there’s his/her
name. If there’s not, take note and inform waiter/ess for checking bill later.

Lead the guest to his/her desired table.(procedure of guiding guest to table)

Seat the guest (same with seating guest procedure)

For Hostess, before you leave, saying “Enjoy your breakfast sir/madam”

Serve coffee/tea: Guest, after seated by hostess. Waiter/waitress automatically

approach to him/her to offer coffee or tea

3.

Pick up the coffee decanter with right, and tea decanter with left hand and
approach to guest.

Approach to right hand side of guest with coffee and tea (make sure that coffee
and tea are hot), ask him/her, would he/her prefer coffee or tea ?

Lightly pouring coffee/tea to the cup, do not touch the rim of the cup.

Then saying enjoy coffee/tea to them

Clearing: Guests will serve the food by themselves. We just observe to clearing

and arrange the table, napkin. and refill tea/coffee.

For clearing (check buffet clearing procedure )

When clearing, take a note that the guests continue and getting food on buffet,
leave or arrange cutlery for them.

When there a mess napkin on table, pick up then place the napkin on the right
arm (if applicable) of the chair, or if there is no arm on the chair neatly fold the
napkin again and place it on the guest’s right hand side of the table

4. Refill tea/coffee:
- Coffee and tea are always refilled automatically
- Same procedure when serving coffee or tea, approach to guest’s right hand side
and ask would he/she care for some more coffee/tea ?
5. When the guests finish:
- Clear everything: Plate, BB plate, cutlery....Do not clear coffee cup/ tea cup.
- Inform cashier to prepare the bill (if breakfast’s not included or walk-in guest).
- When guest calls for bill, present the bill to him/her (bill presentation procedure)
6. Farewell
- Thank the guest “ Thanks for your breakfast, we hope seeing you on lunch time
and have a nice day.
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Chwong 4: NHUNG KY NANG VA KIEN THUC PHUC VU PO UONG

4.1 Phuc vu rwgu va nhirng dd udng cé con:

Mbi loai rugu c6 mot huong vi, mau sic, ndng do riéng, tuy rat phong phi vé
chung loai nhung nhin chung dugc chia lam cac nhom co ban nhu: sim banh, vang,
rugu manh va cocktail... Do d6, viéc chon ly cho tiéc ruou sao cho phu hop 1a viéc
can thiét va nguoi udng ruou ciing can tim hiéu cach thuong thic ting loai ruou dé
dam bao gid tri van hod trong am thuc, hiéu duoc su hép dan, déc dao cua tung loai
ruou.

4.1.1 Rwou khai vi

Rugu khai vi thuong duge phuc vu trude khi bude vao bira tiéc dung véi cac
mén nham pho bién 1a sandwich (bdnh my cat nho c6 thit, ca, bo, tring, v.v...).

Ruou manh khai vi phd bién nhat 14 Uytxki va thuong duoc uéng nhu sau:

- Udng nguyén chat, khong pha thém loai nudc gi, c6 thé rot 3/4 ce nhod hodc
1/8 coc 16n.

- Udng c6 pha thém it nudc x6da cho d& nang, cd rugu va nudc x6da khoang
1/4 coc 16n.

Ngoai uytxki, mot sd khach con thich ding mét loai rugu manh nita thuong
dung cho phai nir 1a "GIN", san xuat bang hat ngii coc tai Anh hodc tai Ha Lan, mau
trang, c6 vi hoi dang, rot vao coc nho hoac coc 16n theo ¢d coc cua uytxki, lieu lugng
nhu rugu nguyén chat uytxki, khong pha lan thém nudc gi, bo vao coc vai lat chanh.

Ngoai hai thir rrou manh noéi trén, khach cé thé yéu cau ngudi phuc vu cho udng
khai vi mot loai rrou manh hoac rugu nhe nao doé (n€u co6). Ca biét cd nudc khong
dung rugu ngoai khai vi, ma thuong dung nhirng loai rugu manh ctia nude minh san
xuat dé mo1 khach.

Ngoai ra, khi khai vi, khach co thé uéng bia, cac loai nudc qua, tham chi nudc
Suoi, tat ca déu phai rot ra coc to. Cac loai rugu va nude noéi trén khi khai vi, khach co
thé yéu cau bo mét vai vién nude da vao coc.

4.1.2 Rwou manh va ruwou mui

Pién hinh 1a: ruou votca. rugu gin. ruou whiskey va rugu rum. Rugu manh ¢
nong do con cao hon nhi€u so v&i bia chai va bia tuoi va do d6 dugc phuc vu voi mot
lugng it hon nhiéu.

Ruou mii 1a mot loai ruou c6 mui thom va vi ngot thuong duoc phuc vu nhiéu
nhat v&i ca phé vao cuoi bira an.
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Phuc vu rwou manh va ruwou mui

Thiét bi Thiét b1 bar thu(‘J:ng dugc trang tri mot loat céac thiét bi, dung cu ly, cde cho
nhiéu loai d6 uong, bao gom:

* Ly cécloai - rugu mui/ rugu manh/ rugu vang do

« Dung cu dong va chit ruou

* Khay dung

* Dung cu mé nut chai

« M& nut chai hinh xoin

» Thung dung da va kep da

« L6t chc dat & ban

« Dung cu chon va khudy.

» Khay phuc vu

Dung cu do lwong: D6i v6i loai rugu manh nhu whiskey, gin, vt ca hay rum dugc
ban theo dung cu do dinh lugng nhat dinh va rét nhiéu lan. Luong rugu nay ¢ cac
nu6e khac nhau. Tai Viét Nam , mot dinh luong chuan 1a 20ml d6i voi mot dinh
luong don va 40 ml d6i véi mot dinh lugng kép. Can phai luu y chi ra dinh luong
dugce str dung tai co s6. Su han ché nay khong 4p dung d6i v6i sy pha tron cta 3 hay
nhiéu loai chat 16ng, cocktails.

Cac loai ly Qéc ’ C6 nhiéu loai ly, céc phuc vu uéng ruou manh, ruou mdi, cocktails
va cac loai @6 uong khac.
Phuc vu rieou manh: Vi ndong do con cao nén rugu manh thudng duoc ding pha lan
Vo1 cac loai ruou khac nhu Gir}ger Ale, nuéc khoéng c6 pha huong vi, nude chanh,
coca cola, nudc hoa qua.. Su két hgp thong thudng gom co: rugu gin va nude Tonic,
rugu vodka va nuge cam, rugu rum va coca, rugu whiskey va soda.. Khi phuc vu bat
ky d6 uong nao trong nhitng d6 uong nay, can:

* Chon loai ly thich hop

« Kiém tra xem chanh va d4 c6 duoc yéu cau khong néu c6 thi bo vao ly

* Rot du luwgng rugu manh vao ly

* Chon va mé loai ruou dé pha ché

« Pit ly va do pha ché 1én khay

« Pt d6 uéng da pha 1én ban cuing véi 16t cbe

« ROt loai rugu dé pha ché cho khach hang

« Cét chai dung rugu pha ché d4 hét & trén ban

« Phuc vy thém d4 néu khach yéu cau.
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D6 uéng da pha: dd udng da pha ché 1a nhitng d6 udng c6 nhiéu hon mot thanh phan.
Hau hét do uong pha che la:

Khudy: Dung loai cbc cao, thia bar, que khudy va dung cu loc,ching han nhu
rugu Brandy va Ginger Ale.

Lac: Binh chon cocktails hay binh chon Boston véi dung cu loc, may xay sinh
to, chang han nhu cocktails.

Tron: DUng may xay sinh td dé ché nhitng d6 udng hoa qua.

Ly udng rieou manh

Thuong 14 loai nho, co chan hodc khong chan hinh tru day. mdi lan rot chi

khoang 30cc, tranh cho ngudi udng cam giac bi séc. Ruou tring thuong 14 loai ruou dung
dé chuc khi bat dau tiéc dung, tiéc ngdi, tiée 10n ciing nhu tiéc nho. Ca biét c6 nude ding ruou mau
manh trén 40 d6 do nudc minh san xuit dé chic mé dau budi tiée.

Phd biéq & nhiéu nudc 1a ding cbc hodc ly thay tinh nhé, mau tring cd chan
dung, that ¢ gitra. Ca biét co6 nude dung chén nho bang str hodc gom; chén nho
ba‘}ng st thuong mau trang hodc c6 thém hoa van mau tim nhat; chén nho bang
gom mau da luon; cac loai chén nay khong c6 chan diung.

Ca biét co xu nhu ¢ vung Xibéri cua Nga, ngay tai cac cudc chiéu dai chinh
thire, cac coc to bang thiy tinh mau tring dung dé rét ruou tring manh chic
khach; vi ¢ vung nay khi hau lanh &m 50 d9, ngudi dan binh thuong van udng
rugu trang manh bang coc to dé chong rét. - Rugu Cognac va Armagnac: thuong
dung nhiing loai ly chan 1un.

Ruou Vodka: sir dung loai Iy c6 miéng loe (hinh éng khoéi). Ruou Vodka thudng
dugc uong lanh.

Ruou Rum: st dung loai ly c6 than va miéng rong hay ly chan dai, miéng loe.
Dbicu nay s€ gitp 1am noi bat hwong vi ciia Rumbh.

Rugu Tequila: sir dung loai ly c6 dang hinh hoa tulip, ly cé Miéng loe hay mot
chiéc ly nho va thuong duoc ding véi mot lat chanh tuoi va mudi.

Ruou Whisky: st dung loai ly c6 dang than rong, miéng hep dé huong vi cua
rugu dé dang toa ra va luu dong khi xoay nhe ly.

4.1.3 Champagne - ruwou quy
Ruou sam banh thudng duge ding khai vi hodc khi di ngu tao sy hung phan.

bay la loai rugu nhe, mui diu, cé vi ngot nén thudng rot nhiéu. V§i céc bira tiée dong
nguoi, tiéc ding, nguoi ta thuong xép ly theo hinh thap dé rot nhicu ly cung luc, do
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do ly thuong st dung 14 loai ngan, miéng rong. CON & cac ban tiéc it ngudi, nén ding
ly cé hinh dang thuén dai, duong kinh nhé. Loai ly nay thuong gitr cho rugu sui tam
lau hon, tao cam giac thu vi hon. Du ly dai hay ngdn chung déu c6 chan dé cao,
ngudi udng thuong cim ly tai phan chan dé dé nhiét do ban tay khdng lam mat do
lanh can thiét cta ruou trong ly.

Ly udng Champagne:

C6 hinh giéng nhu bong hoa tulip kéo
dai, c6 chan dé cao. Dang ly ndy tao bot cho
champagne khién ban co thé thudng thirc
huong vi va tao cam giac vui mirng dang trao
dang.

Vi la loai rugu ngon nhit, quy nhat trong
cac loai rugu cit bang nho, nén sambanh
thuong duge dung trong cac dip 1& nghi, tiéc
tung vui vé, v.v...

Tai céc budi chiéu dii ngoai giao, cac
qUOC yen cac bira ti€c trang trong, nguoi ta
ding nhiéu loai ruou, nhung dén gio phut
chic ruou trang trong nhdt cua bua tiéc
(thudng 14 trude khi dn trang miéng, gan tan
bita tiéc) thi chi nhd trAn trong nang cc
sambanh chuc cac quy khach.

Khi mé chai sambanh, nguoi ta thudng mudn dé nd nd thanh tiéng to. Pay 1a
trong cac tiéc than mat, con trong cac tiéc trang trong thi khdng nén lam nhu vay.
Nguoi chau Au c6 hai cach 1y giai vé diéu trén: chai sambanh duoc cét 1au nam, lic
MG ra can nd thanh tiéng to dé noéi 18n sy vui ming cua nhitng ngudi duge ubng loai
ruou quy; nguoc lai, mot cach ly gidi khac: sambanh la rugu quy, no can duogc gilt
yén ling dé cang di sau vao 10ng nguoi.

4.1.4 Rwou vang

Ruou vang 1a thi d6 udng co chia con, chu yéu 1am tir nho dwoc ép ra va Ién
men. Trén thé gidi, chi c6 mot vai khu vuc kha nho co thé san xuat vang. Piéu do 1a
do nhirng diéu kién khi hau nhat dinh can thiét dé nudc nho co thé chuyén thanh mot
thr ruou vang udng duoc.

Cac logi Iy uong ruwou vang: mot ly rugu vang ngon phai trong sudt do d6 mau
sac va do sang cua ruguvang c6 thé nhin thay mot cach rd rang; ly rugu phai co6 chan
dé cam sao cho hoi nong cua tay khong 1am anhhuong dén chat lugng rugu khi uong;
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trén miéng ly phai c6 mot duong cong mong dé goép phan gitt duoc huong vi ruou. Ly
phal du 16n dé dung rugu khi udng. Trén mleng ly phai co duong cong mong dé gop
phan giit duoc huong vi ruou. Ly phai du 16n dé dung rugu khi udng.

Kich ¢é Iy rieou vang Ly rugu vang c6 nhiéu kich ¢& khac nhau, thuongir 13 dya
trén cac thong so ky thuat cua nha san xuat. Str dung bang chi dan dudi day:

- Ruou sdm banh va cac loai rugu vang n6 khac: Ly mong cao (flute) Ly mong
cao ( dung d¢ uong sam banh) Xap xi 175- 200 mi

- Ruou vang trang: Ly c6 kich ¢& trung binh c¢6 chan loai 145 ml
- Ruogu vang héng: Ly mong cao
- Ruogu vang do: Ly cd to loai 205 ml

Phuc vu rwou vang

1. Céch cam chai rugu vang: O noi chira rugu vang, nguoi ta thuong dit chai ruou
trén gia rugu va ludn gitr trong dicu kién dam bao.

- Khi lay chai ruou tir gia dung, khong duogc lic, vi diéu d6 c¢6 thé 1am “ mat can”
hay la nguyén nhan lam rugu “déng nut”.

- Trong khi r6t phai cam chic chai theo cach sao cho c6 thé nhin thay nhén.
2. M¢ chai rugu vang:
- Kiém tra su sach sé& va kho gido.
- Cam (Ehai chac chan.
- Khi cat nat chai, phai dam bao su gon gang.
- Lau miéng chai rugu bang khan mt;.
- bat dung cu md nt chai vao ding cho.
- Van dung cu nut chai tu tur.
- Can than lau bén trong va bén ngoai ¢o chai.
3. Nhiét d6 phuc vu:
Vang d6: Theo nguy@n tic chung, ruou vang d6 phuc vu ¢ nhiét do ctia phong
* Ruou vang do; 18 — 210C.
« Mot sb loai ruou vang dé it nam co 1€ cling dugc uéng lanh & nhiét @6 10-130C
Vang tréng: Vang tréng ludn dugc phuc vu ¢ nhiét do lanh.
« Ruou vang tring: 10-120C.

« Rugu vang trang miéng, sim banh va cac loai ruou vang n6 khac: 6-90C
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Néu khong 6 san rugu ~vang lanh thi mot thing chtra nude da s& lam nhi¢t do
Clia ruou vang tring giam xudng nhanh chong t6i khi thanh nhiét d6 lanh.

4. Rot rugu vang.

Cam chai ruou sao cho nhin cua
chai hudng 1én trén va co thé nhin
thay duoc.

Gitr ding khoang cach gitra chai va
miéng ly ruou

Mai cha tiéc mot chuat dé ném thur.
Phuc vu cho phu nit trudc, sau do
dén nam gidi va sau cung la chu
btra tiéc.

Ro6t 2/3 ly rugu, quay cO chai dé
tranh nho giot.

bat chai vao gio ruou hoac thung
ruou néu thich hop.

ROt tiép ruou vao ly

Danh muc/ thuwc don rwou vang

Danh muc ruou vang c6 thé khac nhau déng ké giira nha hang nay véi nha hang
khac. Mot s6 diém chung la:

Do dai cua danh muc ruou vang thuong dugc xac dinh bdi quy moé va loai hinh
hoat dong, vi du mdt nha hang sang trong tai mdt khac san tiéu chuan quoc té
ndm sao co thé dua ra mot danh muc rugu vang 16n.

Trong hau hét cac truong hop tén va loai ruou vang thong dung dugc lya chon

dé 18n danh muc.

Danh muc rugu vang c6 thé xép theo gia ca tu cicloai rugu vang ndi 9 khong dét
tien) dén nhirng loai ruou vang ngon da dugc lua chon (dat tién) d€ phu hop vai

s& thich voi tat ca khach hang.

Thong thuong danh muyc rugu trong nhitng bita tiéc 16n cling gidng nhu danh

Muc rugu cua nha hang.

Ruou vang thudng dung trong bita dn khi 4n mén an ché bién tir thit mau tring
(cd, tom, cua...). Vang do dung ly I6n hon dung khi an mén an ché bién tir thit mau do
(thit bo, trau, nai...).
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Khi rot vang do khong rot day nhu vang tring, chi rot 2/3 ly. Loai ly ndy can
trong suét dé 16 rd mau nguyén chat ciia rugu. Khi ung vang cling nhu sdm banh
phai c6 do lanh can thiét, nén cidm ly & phan dé, chi ding ngén tay nang nhe ly ruou,
dirng bao gid nim chat dé tranh 1am ting nhiét 46 ctia rugu anh hudng dén huong vi.

Vang trang va vang dé ding vao ldc nao?

Thong thuong, sau khi ca cha nha va khach udng ruou tring manh, an cac moén
an khai vi nhu jambong, xuc xich, mon dugc dua Ién ti€p theo 1& mdn ca. Vang trang
dung khi an ca hoac thuy, hai san. Vang d6 dung khi an thit.

Quy trinh phuc vu rwou vang:
- LAy ruou tir quay bar
- Mang dén ban dé trong mot x6 da ( chi rugu vang tring)
- DPua chai rugu cho chu ban tiéc xem nhan.
- Pam bao rﬁng ly dugc dat trén ban la dung vaéi loai rugu phuc vu.
- Nhin xem khin an sach duoc quan chit 1y tay cam cta khay d4 chua.
- Cit nut chai va bo di, lau sach miéng chai bﬁng khan phuc vu.

- Tur tir nhac ndt ra. Ngiri nat rugu ¢6 con nguyén chat hay khong. Diéu ndy xay ra
khi rugu b1 anh hudng qua ntt chai hong va né khong du di€u kién phuc vu cho
khach. Dat nut chai vao x6 da.

- Lau sach bén trong co chai bang khan an.
- Lau khd c6 chai

- Cam chai ruou dé rét theo cach sao cho nhdn méc van cé thé nhin thiy duoc.

Dung khan ctia nguoi phuc vy, gap va hirng nhitng giot rugu chay ra.

- ROt vao mbi ly 2/3. diéu d6 lam ting gia tri cia bira tiéc.
- Ruou vang trang phai thuong xuyén duoc phuc vu lanh con ruou vang do thi
trong diéu kién nhiét 46 ctia phong.

Nhiing tiéc ngdi trang trong thi dU dong hay it khach, khong bao gio dé cac do
uong (cac chai ruou, bia, nudc ngot, v.v...) trén ban ma d€ ¢ ban nho canh ban tiéc,
hodac ¢ phong nho khuat bén trong, hoac ¢ trén xe day lich su, ém, nhe, khong giy
tieng dong manh quanh ban tiéc.

Truong hop bira tiéc ngdi ma it nguoi, nhung than mat, thi c6 thé dé trén ban
tiéc cac chai rugu, bia, v.v... nhung nén dé sao cho khong vudng tay khach; nén co
dung cu m¢ chai d¢€ bén canh dé néu khach muodn, c¢6 thé mo va tu dong rot lay.
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Nhiing bira tiéc ngdi dong khach, nén c6 ngudi phuc vu chuyén nghiép Ve d6
ong Truong hop than mat it khach, nguoi phuc vu ban tiéc hodc to truong tiép dd
udng nhung can chi y may diém sau:

- Luc rét cho khach nén c6 khin mau tring sach, cam 16t tay & chai, dé ruou co
chay ra vo chai it nhi€u thi c0 thé lau dugc ngay vo chai va tay luén lubn sach.

- Khi rét thi tay cam & gitra than chai, khong nén cAm & c6 chai.
- Néu rot tir mot binh to khéng cé quai thi nén cam & ¢ binh.

- Néu rot tir mot lon bia hodc tir mot cdc to sang cde nho thi nén cam ¢ giira thin
lon hoac gitra than coc to.

- Chi nén rét 3/4 cdc, hodc chi rot dé cach miéng cdc hai hodc ba centimet.
- Rot xong thi nhe tay quay khoang 1/2 vong miéng chai trén cdc dé tranh nudc
rét xuong ban.
4.1.5 Bia
Céc udng bia Bia c6 thé dugc phuc vu bang cac loai cdc khac nhau:
- Cbc vai ¢6 quai dung dich 250ml (““ ntra pint””) ding cho bia tuoi
- Cbc vai khong ¢ quai dung tich 500 ml diing cho c4c loai bia tuoi
- Cbc vai khong ¢ quai ding cho bia chai
- Cdc bia c6 chan ngin dung tich 330 ml, vi du loai cdc Export 33 Halida
- Cbc pilsner ( cc cao hinh nén c6 chan) dung cho bia nhe
- Cac loai 330 ml, 375 ml va 500 ml.

Tat ca cac loai coc duoc sir dung phai hoan toan sach, khdng c6 dau tay,vét dau
mJ hay veét moi trén miéng coc. Khi rot bia vao mot coc nltoc ban, bia s€ nhanh
chong tan hét bot.

C4c bira tiéc déu dung bia nhu mot thir giai khat (trir nhitng bita tiéc do ngudi
theo dao Hindu va dao Ho1 t6 churc), nhung cach dung bia ¢ tung loai tiéc lai khac
nhau. Tai tiéc ngoi, coc udng bia cé hinh thirc giong nhu cac loai coc giai khat khac,
duogc dat bén canh ly ruou manh.

Khi rét bia vao cdc, can khéo tay dé bot bia khong tran ra mit ban. Luong bia
cach miéng coc khoang 1 dén 2cm va coc bia phai ludn day.

Phuc vu bia nhiing diém can cha y khi phuc vu:

- Kiém tra bia chai va lon bia vé ngay béan, vét xay sat, mUi vi.
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Rot, trang tri va bay dung cach
Db dung phai dugc raa sach

Bia twroi Bia dugc rot tir mot voi va dugce gitt trong nhitng thung 16n va duogc day that
Kin va thuong xuyén “bom” thém CO2 (cacbondioxit) khi rot bia. Cac loai bia thuong
duogc gilt trong thung chira da duoc tiét tring.Sau d6 chung dugc xép 1én gia dé dé
lay. Bia tuoi ly tuong nhat 1a duoc ding trong vong 3 dén 5 tuan.

ROt bia tuoi: Bia phai dugc phuc vu ¢ nhiét 3o 13- 150C ( 55-58 F). Cac loai bia
twoi phai co ngon hay bot tim sui & trén va ngudi phuc vu phai dam bao rang ho
phuc vu du lugng bia v&i ngon bot nho va duong nhién khong phai vi ngon bot
day dé 1am ting lugng bia yéu cau. Khi rét bia, diéu quan trong phai theo nhirng
chi dan sau:

Cam cdc dung cach, nghia 1& cam vao chan cdc hoic than coc khong bao gio
dugc cam vao miéng. Chiéc coc phai dugc cam nghiéng mot goc 450

Miéng dng rot phai gan sat nhung khong cham vao bén trong céc.

Gilr cho miéng cdc bia trong dé tranh tinh trang qua nhiéu “ ngon” hoac bot ndi
Ién mat coc bia.

Bia chai va bia lon: Bia chai va bia lon ciing kha phd bién. Loai bia ndy c6 mot thuan
loi cht yéu so véi bia tuoi vi thoi gian Iuu giir tir 6 dén 12 thang khi chua dugc mé.

R6t bia chai va bia lon:

Khi rét bia chai phai rot vao trong 1ong cdc, céc duoc cam theo mdt goc hoi
nghiéng. C6 chai khong dugc nhing vao bia trong khi rot. Khi rét bia, chi y qué
trinh tao bot va diéu chinh ting hay giam luong bia mot cach tuong Gmg. Rot
cham dé tranh tinh trang bot nhiéu qua.

4.2 Phuc vu nhirng loai dd uéng khong con:

Phuc vu khach d0 uéng khong con ciing 1& mot hoat dong quan trong d6i voi bat

Ky nguoi phuc vu nao ‘trong mot co so phuc vy an ubng. nguyen tac phuc vu chu
daovaanx khong doi. bat ky 1a phuc vu cai gi. Tuy nhién, mot vai thu tuc va ky thuat
c6 diém khac nhau trong qua trinh phuc vu cac loai d6 uong khac nhau.

Céc loai do uéng khong con duoc phan loai nhu sau:
1/ Tra
2/ Ca phé

3/ Nudc khoang céac loai nhu Perrier, la vie.
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4/ Nué6c udng c6 huong vi va c6 ga nhu Coke, Sprite, Orangina v.v

5/ Nudc hao qua nhu nudc cam, nrdc mia, nude nho, nude dira, nude ca chua.
6/ Bia, ruou vang khong con.

7/ Nudc hoa qua €p va nude ngot (Syrups).

Phuong phap chudn bi va phuc vu d6 udng khong con s& khac nhau tly thudc
vao ban than tl‘mg loai d6 udng, vi du phuc vu tra s& khac véi phuc vu ca phé. Mdi
nha hang phai c¢6 “ chuan muc riéng” cua minh ddi v&i quy trinh phuc vu nhitng d6
udng nay.

4.2.1 Tra
Hau hét tra dugce dung 14 trd pha va cac loai trd phd bién nhat & Viét Nam 1a:
Lipton; Tra Earl grey; Tra Darjeeling; Tra nhai; Tra Asam; Tra cam Pekoe; Tra bac
ha;...
Pha tra:
1. Pam béo tit ca cac d6 ding str dung sach s& hoan toan.

2. Binh pha tra dugc lam néng trudce khi bo tra vao sao cho nude soi gitr duge do
ndng toi da khi do vao binh tra.

3. Ubc luong tra khd dé pha ché
4. Dung nudc méi dun soi. Rot nude vao am. 18n trén nhiing canh tra khd
5 U trong 3-4 phut dé dat duoc do dic tdi da.

D6 dung can thiét cho viéc phuc vu tra:

Bao gom: Khay dung; Khin trai ban; Am tra; Binh nuéc néng; Binh sita lanh;
Chanh thai lat mong; X6 dung nudc thira; Bo loc trd; Gia dung am trd va binh nudc
ndng hop duong va cai kep; Tach tra va dia; Thia uong tra.

Phuc vu:

Tai cac budi tiéc chiéu ddi, hiu hét cac nudc trén thé gidi déu theo tap quin
giong nhau nhu sau:

- Ubng ché vao cudi bita tiéc. Ubng bang coc str loai vira c6 quai (cd biét 6 noi
ding céc gbm trang men, coc thuy tinh). Coc ubng ché ¢6 thé 16n hon hoic nhod
hon mot chit so v6i cdc udng ca phé. Coc udng ché phai cé tach di kem.

- VAo cubi bira tiéc, khi cac mén an trén ban tiéc da don hét, nguoi phuc vy lan
luot bay san coc tach kem thia nho trén mat ban d€ uong ca phé hoac che.
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- Néu udng ché xanh, ngudi phuc vu rét ché xanh duoc dé sin trén khay va
khdng thém mot thir gi vao dé khoi lam mat huong vi ctia ché. O nhiéu nudc,
nhat 1a chau A, thuong uong ché xanh c¢6 wdp huong vi hoa nhai hodc hoa sen.
Cé biét c6 khach nao muon uong cheé xanh vai duong thi nguoi phuc vu san
sang thuc hién.

- Néu udng che den, thong thuong, mdi cde ché den déu c6 kém mot 1at chanh va
mot it duong. Co khach thich uong cheé den voi sita. Nguoi phuc vu phai co
nhitng thir nay trén khay va san sang phuc vu tuy theo s¢ thich cta khach.

4.2.2 Caphé:
Pha ca phé:
1/ Dung ca phé mdi rang va xay ca phé.
2/ Mua loai thiét bi xay diing voi loai may dang dung.
3/ Pam bao rang tat ca dd dung sach sé& trude khi dung.
4/ D6 mdt lugng ca phé nhat dinh vao nudc.
5/ Ché thém nudc s6i va ca phé va dé ngam.
6/ Kiém soat nhiét do dun sdi.
7/ Loc va phuc vu.
8/ Lan luot cho thém sita hay kem
9/ Ca phé phai dugc phuc vu that néng va khdong bao gio dugc dé ngudi.
Dung cu y8u cdu doi véi qud trinh phuc vy ca phé:
Bao gom: Khay dung; Khin 16t khay/ khin an; Coc va tach tra; Au dung duong
va céi kep hay mot thia uong ca tra tly theo loai dudng; Am ca phé; Binh dung
stta nong hoac kem; Gia dung am ca phé va dung sira.
Phuc vu:

MJi ca nhan déu co thé c6 mot théi quen dung ca phé riéng. Nhung trong bira
tiéc thi ngudi du ciing nhu chii nha déu ding ca phé theo mot s6 nguyén tic chung:

Ca phé thuong dugce dung vao giai doan cudi cia bita tiéc. Trong bira tiéc than
mat, it ngudi, cha nha ¢ thé hoi khach mudn dung ché hay ca phé, sau d6 thong bao
cho nguoi phuc vu dem ché va ca phé theo dung yéu cau cia ting ngudi. Nhung tai
cac bira tiéc trong thé, do chu nha khdng thé hoi tat ca khach dugc nén ngudi phuc vu
s& dén tan noi khach ngdi va nhe nhang hoi timg nguoi khach mudn dung ché hay ca
phé dé phuc vu tirg ngudi.

Khi dung ca phé, ngudi phuc vu chuin bj sin cic cdc cd phé con dit trén cac
tdch va mot thia nho. Ca phé luon luén dugce gitr nong. Khi phuc vy, chi rot ca phé
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dén 2/3 cbc. Thong thuong, trén mat ban, ngodi au nho dung dudng, con cd mot binh
stra dé khach c6 thé uong ca phé sira néu ho muon. Nhung trong bira tiéc trang trong,
binh stra nho duoc dat trén khay ctia ngudi phuc vu.

Thong thuong tai cac bira ti€c, nguoi ta tuy dung ca phé loc nhung phai gitr dugc
dé nong. Tai bira ti€c than mat, it nguoi, néu khach mubn uéng ca phé loc ngay tai
chd, thi ngudi phuc vu dé dung cu loc trén cdc ca phé, trong d6 co sin ca phé xay
nho. Ngudi phuc vu 1an luot rot nude séi vao mdi cai loc cd phé ngay tai chd va day
ndp lai. Sau khi loc, khach ldy ndp loc ca phé dé ngira trén ban va dit cai loc ca pheé
1én d6 dé tranh ca phé rét ra ban. Truong hop khach thay ca phé dic, mudn udng
lo&ing thi ra hiéu cho nguoi phuc vu rot thém nude soi vao céc.

Ca phé ciing 1a mot loai d6 udng rat phd bién véi du khach nude ngoai dén viét
nam va duoc dung ftrong bita sang, bita trua va ti, cling nhu tra, ca phé thuong duoc
khudy déu dé dat nhirng huong vi khac nhau. Trudc khi xay, hat ca phé duoc rang dé
c6 hwong vi riéng biét. dic diém cua ca phé ngon 1a ¢é vi thom, ngon va mau sic dep
khi pha thém sira.

4.2.3 Phuc vu tra va ca phé:

- Mot cbe, mot tach va mot thia duoc dit trude mit khach hang quai coc duge dat
vé phia trudc bén tay phai ctia khach hang va thia dat theo chéo goc.

- Diat 4m trd/ ca phé, 4m nudc néng, sita/ kem hay chanh thai lat. Pudng tring
hodc nau 1én mot khay dung. va dugce dat bén tay trdi cia nguoi phuc vu.

- Tra hay ca phé sau d6 duoc rot tir bén phai caa khach va cach miéng coc lem.
- Néu khach y8u cau thi sira cling dugc rot vao cde bang cach tuong tu.
- Puong dugc dit 1én ban dé khach dung.
- Am tra va ca phé dit trén ban, vé phia bén phai ctia chi bira tiéc.
Nhitng diém quan trong lién quan dén ca phé va tra.
- Am tra phai lu6n luén nong
- Nhiét 6 cua nudc (phai soi).
- Ué6c luong dung lugng tra/ca phé
- Pu thoi gian dé tra ngdm
- Thuc hién dung cac thu tuc pha tra/ ca phé.
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4.2.4 Phuc vu nwéc udng cé ga va c6 hwong vi

Tat ca cac loai nuéc udng co ga duoc phuc vu theo cach cua riéng no, co da hoac
lanh. Chung c6 thé duoc phuc vu bang nhiéu loai cbc, vi du cdc loai dai chang han
nhu Slimjim, Zombie hay la coc vai tly thuoc vao quy dinh cta nha hang. Ching
cling dugc dung dé pha 1an voi cac loai d0 udng khac nhu whiskey va Ginger le, rugu
gin va nudc khoang (tonic), rugu Vodka va cac Bitter lemon, rugu rum va coca-cola.
Phuc vu cac loai nudc sudi thién nhién va nudc khoang:

C4c loai nudc sudi thien nhién va nude khaongs thuong dugc phyc vu lanh, XAp
7-100C (42-480F) khong dugc dung véi da trir khi co yéu cau.

Nuwéc lanh: O nhing noi nuéc may udng dugc thi nude lanh cling co thé duoc phuc
vu. nude may dung trong binh dugc 1am lanh. Nhitng yéu cau co ban khi phuc vu la:

Binh sach sé
Nudc lam sach
ba sach

bid thuong.

Phuc vu niroc qud ép:

Phuc vu tir quay bar: Mot lugng nude qua ¢p dugc rot tur Vao mot cdc cao hay
mot cdc bia ¢ chan ngan dung tich 34,08 centilit, ¢ ca da. Cdc nay co thé duoc pha
day bang nudc da hay sé da. Vanh cdc phai duge trang tri ban mot vai lat qua va co
6ng hut dé udng.

Phuc v tir pf;(‘)hg khach: Nguoi gilr hﬁpq ruou hay nguoi phyuc vu phai dat tat ca
nhﬁng thtr can thiét 1én mot khay phuc vu d€ phuc vu ¢6 hiéu qua. Nhirng thir d6 bao
gom:

1) Cdc cao hay cdc bia c¢o chan ngin c6 dung tich 34,08 centilit

2) Binh nuéc da

3) Nudc so da co ga

4) Mot au da va cai kep nho

5) Ong hut

6) Lot coc: dat dude cdc.

Nudce ca chua: Phai duge phuc vu lanh trong mét ly nho c6 dung tich 14.20 centilit
(5fl.oz) dat trén dia c6 khan lot mot cai thia trd. Nudc sét Worester phai duoc quay
déu, hét bo ngon, dat 18n mot chiée dia ké ( Underplate) va moi khach. Ly nude can
c6 mot lat chanh mong dat trén miéng cbe dé trang tri thém.
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Nuwdc qua twoi:

Néu nudc qua tuoi duoc phuc vu trong phong khach thi qué trinh phuc vu ciing
turong tu nhu phuc vu nude qua ép tai phong khach. Trén ban phai dugc dat mot bat
nho co chiéc dia 16t va thia. Nhirng loai nudc hoa qua théng dung tai viét nam bao
gom nudc chanh, nudc dia, nudc x0ai va nudc du du. Nhiing loai nudc uéng nay
duoc chuan bi banng mdy xay sinh td trong nha bép cua khach san hay dugc chuan bi
truc tiép sau quay bar.

Céc logi rirou va bia khong con:

Céc loai ruou va bia khdng con sin c6 cho nhitng khach khong ding con vi Iy do
strc khoe hoac ton giao. Phuc vu cac loai rugu vang khong con tuong tu nhu phuc cac
loai ruou khac.

Phuc vu bia khong con ciing giéng nhu céc loai bia thong thudng, 6 nhan hi¢u
thuong dung d€ phan biét bia khong con voi bia thong thuong. Bia khong con duge
phuc vu lanh la tot nhat trir khi ¢6 chi dan khac.

Cach dung nwoc khoang

Nudce khoang co thé chita duoc nhiéu thir bénh ndi khoa va bénh ngoai da, nhu
cac bénh vé dudng ho hap, dudng tiéu hoda; c6 thé dung dé giai khat, v.v... Khiding
nuoc khoang co thé ding nguyen chét, hodc cho thém gaz. Loai nuéc khoang ngot do
pha ché thém dudng va mot sé luong huong lidu khac s& 1am mat nhiéu cong dung co
ich cua nude khoang.

Tai hau hét cdc quan an, tiém an, khach san trén thé giéi déu co nudc khoang,
Nudc khoang chi ¢é thé giit duoc chat luong ctia no trong mot thoi gian khong dai.
Do d6, nude khoang thuong khong dong vao lon kim loai, ma dugc dong vao cac
chai, binh thuy tinh, hoic bang nhua. Thoi han st dung thuong dugc ghi rd bén
ngoai.

Tai cic bita tiéc déu c6 dung nudc khoang lam d6 udng. Trong khi sir dung, can
chl y khdng dung nude khoang da qua han. Sau khi rot rugu manh vao ly, ngudi phuc
vu tly theo y ctia khach, s& rot nudc khoang hodc nudce giai khat vao coc.

Viét Nam c6 tdp quan udng nudc khoang ngot (c6 dudng), nhung khach nude
ngoai chi uong loai nudc khoang mén hodc nudc khoang khong mui vi.

Tai bira ti€c, khach c6 thé uong mot coc nudc khoang ngay sau khi udng ly rugu
manh, dé giam nong dd ruou va cling tranh bi say ruou.

Nguoi theo dao Hoi va dao Hindu (An Do) kiéng udng ruou, bia, chi udng nudc
khoang va moét so loai nudce giai khat. Do do, chu tiéc can luu Y nguoi phuc vu thuc
hién tot yéu cau cua khach.
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Cach dung nwdc hoa qua trong tiéc

Ngoai rugu, che, ca phé, nudc khoang... tai cac bira tiéc, nguoi ta con su dung
nudc hoa qua: chanh, cam, dira, xoai, dira, v.v...

bac biét, tai cac nudc xur lanh, trong cac bira tiéc, cac loai nudc qua nhiét doi la
loai @6 uong rat quy va dugc khach va thich.

Trong khi rugu manh, rugu vang, nude che, ca phé... dugce uéng theo thoi diém
hodc tuy thudc theo cac moén an thich rng, cac loai nudc hoa qua dugc uéng vao bat
Ky Iuc ndo trong bira tiéc. Sau khi rot rugu, ngudi phuc vu nhe nhang hoi khach dung
thir nude qua gi thi rét dung thir nude do.

Nudc hoa qua con duge st dung sau khi khach uéng ruou manh dé tranh say
ruou. Khong bao gio dung nudc ngot dé chuc ruou, néu khach khong biét uong rugu
ma muén cung chtc rugu thi nén kin dao dung ly nudc khoang, hodc cé thé thay thé
rugu manh bang rugu vang,

4.3. Phuc vu tai quiy Bar

Toc d6 phuc vu cua quay bar trong qua trinh chuan bi cac loai cocktail co ban
cha yéu dua trén kinh nghi¢m va Kién thir ctia ngudi phuc vu bar. Su sap dit chu dao
(Mise-en-place) tai quiy bar nghia 12 mot yéu td anh huong dén tdc d6 va chat luong
phuc vu.

Phuc vu tai quay bar la truc tiép phuc vu céc loai dd udng cé con hay khong co
con cho khach hodc thong qua ngudi phuc vu do uong hoac cocktail. C6 3 loai:

- Hoat dong cua cac quay bar thudng xuyén ¢b dinh. thudng goi 1a quiy bar chinh.
- Loai Bar chuy@n dung nh¢ hon, ciing c¢6 vi tri cd dinh, c6 thé gan nha hang.

- Loai Bar tam thoi (phuc vu tiéc) Loai quay bar duoc hinh thanh tam thoi vi mot
muc dich cu thé, chang han nhu trong mét phong tiéc.

Khu vire phan phéi 13 noi chi phan phat @6 uéng cho nhan vién phuc vy, vi du
duoc dat tai nha hang nhung khong cho khéch ra vao.

Ly udng Cocktail co bén

Chung thuong dugce dung theo tén goi cua loai cocktail hodc phl hop v6i cach
trinh bay tuO’ng Ung. Ly danh cho nhimng d6 udng pha tron va cocktail c6 rat nhiéu
kiéu dang, mau sic tir nhitng chat liéu nhu thity tinh hay pha 18. Tuy nhién mdi loai ly
c6 nhitng tén goi va cong dung rat khac nhau.

Ly ¢6 nhiéu kiéu dang dé thich hop vdi timg loai dd uéng. Sau day 1a nhitng loai
ly quen thudc trong bar rugu:
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e Cocktail: Thuong gidng nhu ly udng ruou martini. Ly loai ndy c6 dang hinh tam
giac v6i chan dé kéo dai tir day coc.

e Highball: Dang ly thang, phinh & phia dudi
(23cl - 28cl), dung ubng nudc trai ciy hoic
cocktail loai giai khat ( Long drink). Ly loai
nay thuong dung dé uéng véi nhiing loai ¢
pha 2 loai rugu cung nhau nhu: whiskey va
soda, gin va tonic.

e Old-fashioned: Hay thuong goi la ly “da”.
Pay la dang ly ngin, tron, cd dang nho va
|6n. Thuong dung cho mot vai dd udng pha
tron hay nhirng loai ruou c6 thém da.

e Margarita: Ly Cocktail con goi la ly
Martini (12cl — 14cl) dung dung cocktail loai
Short Drinks. (Khi pha Cocktail Martini phai
dung loai ly nay va trang tri qua 6-liu). Loai
ly dac biét danh cho céac loai rugu nhu: rugu
tequila véi 14t chanh; ruou pha ché theo kiéu
phia nam; hon hgp ruou rom, nudc chanh va
dudng udp lanh va mot sb loai nude qua.

e Collins: Danh cho loai dd udng nhu nudc
chanh, rugu cé vi chat hay chua. Loai ly nay
c6 dang nhu highball nhung cao hon.

Mét s6 logi ly hitu dung khdc:

e Shot: Mot chiéc ly shot tinh té s& rat hoan |
héao dé thuong thirc nhitng loai ruou trr danh |
nhu vodka, whisskey. Loai ly nay chi cao
tAim Scm.

e Brandy snifter: C6 dang nhé va lén Ly
Brandy con goi la Brandy Ballon hoac
Brandy Snifter, Dégustation (20cl — 30cl) chi
ding dé uong Brandy. Dang ly thon nho 2
duogc thiét ké tinh vi khién cho hoi 4m tir tay cua ban c¢6 thé 1am am do6 udng
gilp téa huong vi dic trung cia ruou. Loai ly ndy cd thé ding cho nhirng loai
ruou ding sau bira t6i.
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Céach bé tri, sdp dat qudy bar

Trong ké hoach van hanh ban dau cta bat ké quiy bar ndo, cach trinh bay quay
bar phai dugc xem xét can than. quiy bar co da khoang trong, diroi hinh thic gid dé,
ta ly va chira tit ca hang hda va thiét bi. tat ca moi thir déu phai dé ldy sao cho nhan
vién quay bar khdng phai di chuyén qua nhiéu mot cach khong can thiét, do d6 cho
phép ho phuc vu nhanh va c0 hiéu qua

Mot dung cu khong thé thiéu dé ché bién cocktail 1a shaker (xem anh). Ngodi ra,
ly cocktail con c6 thé duoc trang tri bang nhimng lat chanh, 1at dau, ca chua, ca rét,
v.v... duge tia thanh nhitng hinh dang vui mét va nhiing chiéc 6 con con dii mau sic
ngd nghinh. Poi khi, nhimg tha d6 choi xinh xinh nhu nhing chiéc kiém nhya, hay
vOng xoin nhya ciing t6 diém thém cho ly cocktail that bat mit.

Cip gip hoa qua (nho)
Cip gip da.

Pau rot ruou

M¢ vang

Dao

M¢ bia

Thia bar than xoén
Thia pha ché

Do ruou

Chén da 4 nganh
X6 da

Chén da 2 nganh

Ly pha ché (mixing)
Binh lac

ZIrxAS-"IOIMMUO®»

Ca&c mar hang

Qua 6-liu, Anh dao ngdm rugu, Nudc sot wrocester, Nudc x4t tabasco, Mubi va
hat tiéu, Qué, hat nhuc dau khdu, cdy dinh huong, ruou cd vi ciia cdy augostura
duong canh to, nga, Trimg, Kem, Bac ha, Dua chudt, Cam, Chanh, Kem dira.
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Cocktails

Cocktails 1a su két hop gilra nhiéu loai ruou khac nhau, pha voi nudc khaong,
nudc qua tuoi.v.v... theo mot cong thire nha dinh. Cocktail c6 tac dong truc tiép toi
thi gidc va su pha tron ctia nhiéu thanh phan tao ra mot sirc hip dan dic biét. vi qua
trinh pha cocktail tao co hoi dé “thé hién tai ning ctia minh” nén diéu quan trong 1a
phai thu thap tit ca cac thiét bi dé pha cocktail va trong tim tay dé khach hang c6 thé
thdy chung va ban thin cta ban st dung dung trinh ty danh muc cac do ubng duoc
liét ké & phan trude trong bai giang nay.

Pha cocktail Co 3 phuong phap pha cocktail

1. Lic déu trong binh pha cocktail: Muc dich ctia viéc pha cocktail 13 dé tron 1an va
lam maét cac thanh phan tai cung moét thoi diém. Lac déu ciing 1a mot bién phap
tot nhat dé sur dung vai nguyén liéu nang nhu kem va nudc cam.

2. Pha trong cc: Muc dich cta viée pha cocktail 13 tron 13n cac thanh phan va lam
mat cac thanh phan cham. Phuong phap nay thuong duogc st dung khi cac thanh
phan nguyén li¢u khong nang.

3. R6t vao ly cocktail: Vi phuong phap pha cocktail nay thanh phan nguyén liéu
khong duoc tron trude. Thay vao do, ching dugce rét vao ly, cai nay sau cai kia.
Cocktail nay thuong dugce rot 1én trén da.

Yéu cdu co ban:

- Pa phai ludn sach va trong. Khong dugc rot qua day vao binh lic.

- Céc db ubng sui bot khong bao gior duoc lic.

- Pé tranh tran ra ngoai, khong dugc rot day 18n tan miéng ly.

- Phuc vu cocktail trong ly lanh.

- Khi lic, dong tac phai nhanh va dut khoat.

- Phai ludn cho da vao trong binh lic hay trong cdc trude réi méi rot dd udng vao

- Khuay va khuay nhanh cho dén khi hon hop lanh.

- Binh lic dé pha cocktail - loai cocktail c6 thé bao gdm ca nudc qua tuoi, kem,
duong va nhitng nguyén liéu tuong tu.

- Can trang tri sau khi pha xong cocktail.

- Can udc luong duoc cac thanh phan nguyén liéu.

- Khéng bao gio dugc dung lai da.

GO BEYOND THE EXPECTATIONS OF YOUR GUESTS
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