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LOI MO DAU

Kinh doanh dich vu nha hang- khach san la mot nganh kinh doanh mang lai
lgi nhuén rat 16m, gidi quyét duoc viée lam cho nhiéu lao dong. Nganh kinh
doanh nay c6 nhiéu sy hip din thu hut cac nha dau tu, cic nha kinh doanh vao
cudc. Tuy nhién khong phai nha kinh doanh nao cling thanh dat véi dich vu nay.
Thi trudng kinh té ngay nay 1a thi trudng c6 su canh tranh gay git. Chu dau tu
va cac nha quan tri phai dau tu nhiéu tién cua va y tudng dé kinh doanh c6 hiéu
qua. Mudn giai dugc bai toan nay doi hoi tir nguoi nhan vién phyuc vu dén cac
nha quéan tri phai c6 nhiing kién thuc nhat dinh vé nganh minh theo dudi, vé

ngh¢ thuat kinh doanh, ngh¢ thuat phuc vu.

Ngoai nhitng kién thirc, k§ ning ctia nhan vién phuc vu, cic nha quan tri
phai c6 kha ning quan 1y, phai biét 1ap ké hoach, du toan, phai biét quan 1y cong
viéc, biét sur dung va diéu hanh nhan vién.

Pé dap umg yéu ciu nang cao ning lyc quan Iy cua cac nha hang — khach
san, nhom bién soan da cho ra doi gido trinh “Té chivc kinh doanh nha hang”
dé giang day trong chuyén nganh nghiép vu nha hang thudc chuong trinh khung
ddo tao dd duoc ban hanh, duogc duc két tir nhiing kién thirc thu nhan duoc tir cac
khoa hoc két hop véi nhimg kinh nghiém thuc tién va nghién ctu cac tai lidu

viét v€ nganh dich vu nha hang xuat ban trong va ngoai nudc.

Nhom bién soan xin phép sir dung noi dung mot so tai liéu tham khéo trong
gido trinh nay nham phuc vu cho muyc dich gido duc va dio tao ciia nha trudong.
Pdng thoi, bd gido trinh khong thé dé cap hét nhitng doi héi cua thyc té va chic
chin co6 nhitng sai sot nhat dinh, rit mong su dong gop cuia cac hoc sinh, sinh
vién, cac can bd, nhan vién nganh du lich va cac doc gia khac dé bd gido trinh

duoc hoan chinh hon.

Nhém bién soan: B) mon Food & Beverage.
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BAI MO DAU

1. GIOI THIEU NOI DUNG MON HOQC:

Tén cac bai trong mo dun

Thoi gian (gio)

SOTT Tong | Ly | Thdoluan, | Kiém
0 thuyét bai tap tra

Bai m¢ dau

Bai 1: Nhan dit chd trong nha hang
1 . . 6 4 2

(Taking reservation)
9 Bffu 2: Thyc don va gia (Menu and 9 6 3

price)
3 Bai 3: Dinh mtrc (Budget) 3 2 1

Bai 4: Mua va nhan hang
4 . ) 3 2 1

(Purchasing and receiving)

Bai 5: Kho va cung cip (Storaged
5 : 3 2 1

and issued)
5 Bai 6: Cac phuong thirc thanh toan 6 4 5

(Methods of billing)
7 Bai 7: Phuong phap giam chi phi 6 4 5

(Cost reduced)
8 Ba|_8: Dan du ban hang (Suggestive 5 4 5

selling)
9 B,al 9: Khi nao can noi 101 xin 161 / 3 1 2

cam on

Bai 10: Giai quyét phan nan
10 (Handle guest complaint) 6 3 3
11 Bai 11: Phu_c vu an uong tai phong 5 3 3

(Room service)
12 Bai 12: Quay bar trén phong (Mini 3 2 1

bar)
13 Bai 13: (_Zhu:ong trinh khuyén mai 5 4 9

(Promotions)

Tiéu luan / Thuyét trinh 6 5

(Essay and Report)

Kiém tra / On tap 3 3

Cong 75 41 31 3




2. MUC TIEU MO DPUN:

+ Trinh bay duoc cac khai niém, tinh chat va nguyén tic dé thiét ké, xay dung

mot nha hang c6 quy mo nhoé véi tu cach 1a mot quan ly;

+ Liét ké duoc cac budc can thuc hién trong quy trinh x4y dung va phat trién nha

hang quy mo nho;

+ Van dung nhiing kién thirc va k¥ nang di hoc nham phat thiét ké, xdy dung mot

nha hang c6 quy mo nho véi tu cach mét quan ly;

+ Xay dung dugc va phat trién dugc nha hang da thiét ké dya trén co sé két hop

cac ngudn lyc ca bén trong 14n bén ngoai theo quy trinh da duogc hoc;
+ Hinh thanh tac phong tu tin, chuyén nghi¢p trong cong viéc;

+ Co trach nhiém véi nhiém vu duogc giao va giai quyét hoac hoan thanh theo

ding quy trinh da hoc.

3. PHUONG PHAP KIEM TRA PANH GIA, KET THUC MON HOQC:
3.1. Kiém tra thudng xuyén:

- Dung phiéu danh gia cho cac ciu héi c4 nhan

- 01 bai kiém tra tric nghiém (15 phat cho mdi ca nhén)

3.2. Kiém tra dinh ky:

- 01 bai kiém tra viét (40 cau trac nghiém va 02 cau ty ludn, thoi gian tir 45 dén

60 phut) chiém 50%.
- Bai tap nhom chiém 50% s diém
3.3. Kiém tra két thac mo dun trén may (Trac nghiém 60 cau; thoi gian 30 phut)

3.4. Téng diém két thic mon: Thang diém 10.



BAI 1:
NHAN PAT CHO TRONG NHA HANG

(TAKING RESERVATION)

1. THONG TIN CUA VIEC NHAN PAT CHO

1.1. CAU HOI THUONG GAP
Trude khi nhan dat chd trude cua khach trong nha hang, ban can phai biét thong tin
vé khach hang, thoa man nhu cau tim hiéu thong tin cta khach nhu:

- Tén khéch, tén cong ty,dia chi,sé dién thoai lién hé,hinh thirc tiée, sé luong khach
tham du,....

- Thoi gian td chure, dia diém t6 chuc, céac yéu cau dic biét

- Gidi thiéu véi khach hinh thie t6 chire tiée ,loai mén an, loai thuc don nao ? Hinh
thirc thanh todn,ddt coc, nhan thé tin dung ? ...

- Viéc giao tiép can phai co6 hiéu qua, co k¥ ning ban hang, c6 hiéu biét vé san
pham, ghi nhan ti mi rd rang, khong cudng diéu vé san pham, dich vu....

1.2. THONG TIN 02 CHIEU

NHAN VIEN KHACH HANG

Héi khach cac thong tin sau: Hoi nhan vién vé cac yéu t6 sau:
v’ Tén v Giaca

v" Dia chi v' Chuong trinh khuyén mai

v/ CAch lién lac: sb dién thoai v.v... v’ Thyc don

v Hinh thirc tiéc v Thoi gian...

v' S6 luong khach

v' Ngay dat tiéc

2. TRINH TU NHAN PAT CHO
2.1.  LOIICH CUA VIEC NHAN PAT CHO
2.1.1. Poi véi khach hang

Khi dat chd trude ¢ nha hang, thuc khach c6 thé lua chon phong tiéc hay bat ky vi tri
nao trong nha hang c6 phong canh dep, pht hop véi tinh chat ciia budi tiée va sd luong khach
di cung.

Khach hang ciing khong phai lo ling vé tinh trang dén noi roi phai quay vé vi khdng c6
ban. Pay 1a tinh trang phd bién xdy ra vao nhiing dip cubi tuan, ngay nghi, ngay 1&, gid cao

diém,... dic biét 1a dbi véi cac nha hang nodi tiéng thudng cé lwong khach dong.



Khi dat ban trude, khach hang thuong s€é nhan dugc chat luong dich vu tdt nhat tir nha
hang. Boi vi khi d6, nha hang c6 su chi dong trong viéc sip xép nhan sy phu hop véi sb
luong ngudi trong bita tiéc; nguyén liéu cho thuc don ma khach di dit. Khi dén nha hang,
khach hang ciing khong mat thoi gian cho doi cac mén an hay khong can phai that vong vi

mén minh yéu thich da hét hang,

Dic biét 1a d6i voi mot s6 nha hang ¢6 phuc vu hai san tuoi song. Poi khi ho chi nhap

cac loai hai san quy hiém vé6i s6 lugng han ché theo don dit hang cua thuc khach.
2.1.2. D6i véi nhén vién

Nhan vién Bép duoc biét trude sb luong khach can phai phuc vy va sé luong moén an tir
don dit hang trude giup ho cam thiy it 4p luc hon va cho ra chat luong cac mén an t6t nhat.
Céc nguyén liéu an udng ciing duoc chuan bi theo sé lugng khach hang dit trudce s& giup cho
khach hai long khi ho ¢ thé goi thém mon an yéu thich.

Néu s6 luong khach dit chd trude dén cing mot lac, nha bép s& khé ddi pho / xoay s& c6
hiéu qua. Tt nhat 12 néu ho c6 thé dén ting nhém nho vao nhing gior khac nhau.

Nhan vién phuc vu duoc sip xép phu hop véi luong khach duoc dit chd trudce, tranh giy
ra tinh trang khong du nhan luc dan dén viéc khach khong dugc phuc vu chu ddo, thai o nhan
vién tré nén tiéu cuc do phai 1am nhiéu hon kha ning v.v...

Vi du: mot ngudi phuc vu ban cé thé phuc vu khach an theo thyc don a la carte khoang
15 ngudi. Néu nha hang c6 50 khach dit chd trude thi nguoi quan 1y co thé phan cong 03
ngudi phuc vu.

2.1.3. Poi véi nha hang

Nha hang s& c6 ké hodc sip xép, bd tri ban an theo ding yéu cau cia khach vé vi tri
cling nhu s6 lugng khach tham gia.

Vi du: dat ban dai cho 10 nguoi gan ctra s6, ban cho 02 ngudi trong mot goc yén tinh. ..

Nha hang c6 thé dua theo sb luong ban duoc dat trudc dé nhan biét duoc thoi diém dong
khach. Tt d6 thong bao dé nha bép c6 ké hoach dat hang, tranh dugc viéc hét sém cac moén
trong thuc don.

Tir nhitng ban an da dugc dit sin cing voi nhitng yéu cau dat biét ciia khach, nha hang
cling c6 thé phan biét nhitng ban nao sin sang danh cho khach vang lai (walk — ins : people
who arrive without a reservation) dé tiép khach ving lai t6t hon khi ho dén nha hang.
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2.2.  YEU CAU KHI GHI NHAN PAT CHO
2.2.1. Chao khach: Mot cach vui vé, han hoan.
e Tra10i dién thoai cang nhanh cang tt, khong qua 03 1an chudng reo.
e Néu vily do gi d6 phai dé chudng reo lau hon, hiy xin 15i vé sy cham tré nay.
e Chao nguoi goi va xung tén cua don vi.
Vi du: “Good afternoon, The Garden Restaurant, My’s speaking. How may I help you?”
» Hay tao ra giong noi nhu chira dung nu cwoi va hay noi cham rai, ro rang.

2.2.2. Ling nghe va ghi nhin: Ling nghe can than va ghi chép nhiing chi tiét truc tiép vao

trong s6 dat chd trude.
e S6 khach (Number of covers).
e Tén ngudi dit chd (Name of person making the booking)
e Hinh thuec t6 chire tiée ( Kinds of function)
e Ngay, gio khach dén.(Time guest arrival)

e Nhimg yéu ciu dic biét ( Special request, Vi du: dit banh sinh nhat, dit ban gan cira

s6, non — smoking area...)
e Dia chi, s dién thoai lién lac cua nguoi dit chd.( Address, telephone number...)
» Chuy:

- Pung bao gio bo 16 co hdi ban hang trong khi ching ta dang n6i chuyén véi khach hang.

- Hay tranh tht no6i véi khach vé nhitng mon hai san dac biét hodc banh sinh nhat... cia nha
hang chung ta. Bdi vi, nhitng mén khach phai tra thém nhu thé nay cang c6 loi thém cho
nha hang cta ching ta.

2.2.3. Lip lai thong tin: Két thuc cudc noi chuyén qua dién thoai bang cach tom tat viéc
dat chd trude cua khach va lap lai diéu d6 voi khach.
Vi du: “That’s a table for 05 at 7.30 pm on Wednesday the 28th of November with

wheelchair access. Thanks for calling and good afternoon, Mr. Smith”

» Hay dé cho khdch gdc mdy trude.



2.3.  QUY TRINH NHAN PAT CHO
2.3.1. Chao khach

Chao khach va héi xem c6 thé gitp gi cho khach. Néu dung ngoai ngit, nhé str dung

nhimg cdu chio dung theo ting thoi diém.
» Néu la khach quen, nhé goi khdch bang cach xung hé tén ho.
2.3.2. Ghi nhén
Céc chi tiét can phai c6 cho mdt lan dit chd:
e Ngay, gio khach dén.
e Tén ngudi dit chd.

S4 khach.

e (Céac yéu cau dac biét.

Dia chi, s6 dién thoai lién lac cia nguodi dat cho.

e Ngay,gio nhan.
2.3.3. Lap lai
Lip lai toan bd ndi dung yéu cau cho khach nghe.

> Truong hop nhdn hity ché ciing Idp lai cde yéu cau véi khdach va héi khdach xem lidu c6

thé ddt lai cho khdch vao mét ngay khéc khéng.
2.3.4. Cam on
Céam on khéach da chon nha hang.
2.3.5. Theo déi va nhéin thong tin bo sung

Céc chi tiét vé dat chd phai duogc ghi lai mot cach chinh xac vao s6 nhan dit chd va phai

duoc chuyén ngay dén cac bd phan c6 lién quan.



3. BIEU MAU
3.1. SO GHI NHAN

The Nineteen Restaurant

Address: Day: Date:
Telephone number: Fax. Number:

T& gbc: Khach hang Td héng: Ké toan



BAI 2:

THU'C PON VA PINH GIA

1. KHAI NIEM
1.1. GIOI THIEU THUC PON

Thuc don 1a danh sach nhitng mén an can va du dé phuc vu ding nhu cau cua doi

tuong khach, nhdm ting doanh thu cho nha hang.
1.2. YEU CAU THUC PON
% Phai dé dang cho nhan vién khi gi6i thiéu mén
% Phai dugc ché bién tir nhitng thuc pham dé quan 1y, khoé tiéu hao va dang chira

trong kho.

*,

0‘0

Phai kha thi trong doanh thu

2. CAC LOAI THU'C PON

A la carte Menu
Menu du Jour

Banquet menu
Instant menu (Lunch available)

0 Set menu ¢ Afternoon Tea

¢ Room service compendium ¢ Snack menu

¢ Beverage list ¢ Buffet menu — A la minute
O Wine list ¢ Door knob

0 0

0 0

2.1. A la carte

La loai menu duogc thiét ké dé khach chon lua theo
The Gieent Dragorn Irun

tmg moén nhung lai duge phan bo theo timg loai nhu e el 01938 553076
salad, soup, appertizer, main course Asian, main course SET MENU

b G Beotrgs of cvor 1O porsens

STARTERS - £3.50
We bte rn y D esse rt. Ardennes Pate with caramelised onion chutney, salad and garlic bread

Crispy Coated Cheese & Onion Rings with a sticky, spicy Asian sauce
Homemade Soup of the Day

2.2. Table d’hote - Set menu

Chicken Breast Fillet in a Welsh cheddar cheese and leek sauce,
served with a selection of fresh vegetables and new potatoes
Beef & Ale Pie, tender chunks of becf encased in shortcrust pastry, served

, ,
3 3 A A 14 ‘A A with a selection of fresh vegetables and new potatoes or chips
La loai menu dugc phan bo moén theo tiéu chuan Fesitonl Bah P Aok o Mk
topped with mashed f vege
) A o ’ , A , . . Beef Lasagne scr garlich

i Stuffed Pepper, ared chilli, topped with

cua Au hodc A. vi du Au 4 mon: Appertizer, Soup ,Main
Hot & Spicy Chicken Curry served with rice and garlic bread

course, Dessert. A 5,6.. mén sa lach, mén khai vi, xtp,

Lemon Mecringuc Pie made with fresh lemons and local free range eggs
Bramley Apple Pie with custard, cream or vanilla ice-cream

mon Chinh, tréng m]éng Warm Dark Chocolate Fudge Cake with custard, cream or vanilla ice-cream

Chocolate Brownie Ice Cream Sundae



2.3. Room service compendium
La loai menu dic trung dé phuc vu cho khach phong, vé6i chi tiét mon an gan giéng nhu
a la carte menu nhung c6 thé khac vé gia.

Trude cac mén an doi khi nguoi ta cho in cac con sé dé truong hop khach khong ranh
tiéng Anh. Khi d6 khach c6 thé goi moén qua con sd, vi du: please give me 2 dishes of number
2 ( Caesar salad)...

2.4. Buffet / Buffet A la minute

La loai menu dé chef co thé dé kiém soat theo tuan. trong d6 bao gom : salad, mén nong,

mon lanh, soup, carving, dessert...

Buffet menu hién dai con c6 su két hop cua buffet tir chon va buffet goi mén (A la

minute)

A la minute: 13 cic mén nuéng hay chién xao, ludc... dugc ché bién tai chd khi khach

yéu cau, thuc don nay dugc tinh chung véi gia buffet.
2.5. Menu du jour / Chef’s special

La loai thyc don dé trén ban dung quang cdo va ban cho khach nhitng moén dic biét

trong ngay, cling nhu nhirng mon ma chef vira sang ché cua riéng minh.

Menu du jour d6i khi duoc in vao poster va dé bén ngoai nha hang, bar... (menu du jour-

special of the day... thuong dugc két hop boi set menu, a la carte, hay snack menu.

2.6. Door knob

La loai menu dugc thiét ké nhu mot to lich dé treo 1én tay nim cua cta phong khéach,
nham lam cho nhan vién phuc vu dé collect sau khi khach order moén an bang cach treo bén
ngoai cua.

Thuc don thudng 1a nhitng mén danh cho diém tdm bao gdm A la carte hay Set
Breakfast nhu Continental Breakfast( CBF) American Breakfast (ABF)...

2.7. Afternoon tea

Puoc thiét ké theo phuong phap lya chon dd ¢b dinh mén. Khach cé thé order bao gom
cac canapés, hodc cac mon dessert nho dung udng chung voi tra sau d6 néu hét van co thé
order tiép. Trong truong hop khong sir dung buffet dit 1am afternoon tea ngudi ta méi sir

dung menu nay dé han ché cost ting.



2.8. Snack menu / Take away
Pugc dung phd bién trong cic tiém thirc an nhanh hay ca phé bar.
Snack menu 13 nhitng mén an don gian khong cau ky, két hop véi nudc udng.

Take away menu danh cho cac loai thic an c6 thé mua mang vé nhu béanh ngot,

burger...
2.9. Instant menu

Puoc thiét ké cho cac bép nau theo khau phan nhu canteen, cac bép an tap thé danh cho
nhan vién van phong. Cac moén dugce ¢ dinh va xoay theo ngay. Hodc c6 nhitng chon lya bao

gdm set ¢ ca nude udng.
2.10. Banquet menu

La loai menu da dugc tom lai theo package danh cho dam cudi, ti€c, seminar, hdi nghi

khach hang...

Cac mon duge phan theo gia cong chung va co khi duge két hop boi cac dich vu cong

thém nhu free nudc uéng, mua, ca nhac, hoi hop...
2.11. Drink menu / Beverage list

La loai menu danh cho giai khat. Pugc phan chia theo cac loai nhu cocktail, spirit, liquor,

beer hay soft drink, tea and coffee. C6 noi con két hop cé ice cream trong do.
2.12. Wine list
La loai menu chuyén vé rugu vang duogc thiét ké theo ting nuée,ving

Vi du: Vine de Pays, Bordeaux, Champagne hay theo nudc nhu France, American,

Chile, Australia.. hay theo loai vi du red wine, white wine, rose wine, sparkling...

- Nhiing loai menu trén tuy theo hinh thirc va dac trung ma con c6 kém theo hinh anh
dé minh hoa hay dé lam séng dong thém mon an co trén do.

- Ung dung menu nio trong cac trudng hop ndo, d6 1a két qua nghé thuat cia nguoi
quan 1y trong viéc phan tich thi truong ( Market analysis) va phan tich d6i thu canh

tranh( Competitor analysis).
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