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TUYEN BO BAN QUYEN
Tai liéu nay thudc loai séch gido trinh nén cac ngudn thdng tin ¢d thé duoc phép ding
nguyén ban hoic trich dung cho cac muc dich vé dao tao va tham khao.

Moi muc dich khac mang tinh 1éch lac hoac st dung véi muc dich kinh doanh thiéu lanh
manh s& bi nghiém cam.



LOI GIOI THIEU
Trong bdi canh toan cau héa va hoi nhap qudc té ngay cang sau rong, nganh Du lich
d3 tré thanh mot trong nhitng nganh kinh té miii nhon, déng gop dang ké vao sy phat trién
kinh té-xa hoi cta nhiéu qudc gia trén thé gidi. Viét Nam, voi tiém ning du lich phong phti
va da dang, dang ngdy cang khing dinh vi thé ctia minh trén ban do du lich thé giéi. Trong
bdi canh do, viéc dao tao nguén nhan luc chat lugng cao cho nganh Du lich tré nén cép thiét

hon bao gid hét.

Mon hoc " Tiéng anh chuyén nganh 1 " dugc dua vao chuong trinh dao tao nham cung
cép cho sinh vién nhiing kién thirc nén tang vé nganh Du lich, tir lich st phat trién, cac khai
niém co ban, dén céc linh vuc hoat dong chinh ctia nganh. Pay 13 mon hoc khong thé thiéu

d6i voi sinh vién chuyén nganh Du lich va cac nganh lién quan.

Hién nay, mic du c6 nhiéu tai liéu vé du lich trén thi truong, nhung phan 16n chung
tap trung vao cac khia canh cu thé cia nganh ma chua cung cip mot cai nhin tong quan, hé
thong vé Du lich. Piéu nay c6 thé gay kho khian cho sinh vién trong viéc hinh thanh mot nén

tang kién thirc virng chic vé nganh nghé ho dang theo dudi.

Trong qua trinh nghién ctru mon hoc " Tiéng anh chuyén nganh 1", sinh vién thuong
phai tham khao nhiéu nguén tai liéu khac nhau, din dén su khéng ddng nhat trong céach tiép
can va hiéu biét vé nganh. Déng thoi, mot sb tai liéu tham khao con mang tinh han 1am, thiéu
tinh thuc tién, khién sinh vién gip kho khin trong viéc lién hé 1y thuyét véi thuc té nganh Du
lich dang phat trién nhanh chong va day bién dong.

Nham tao diéu kién cho sinh vién c6 mot bd tai liéu tham khao mang tinh téng hop,
cap nhat va gin lién voi thuc tién hon, nhém giang vién chung t6i dé xuat va bién soan gido
trinh " Tiéng anh chuyén nganh 1 " nay. Gido trinh dugc x4y dung dua trén nén tang Iy thuyét
vitng chic, két hop véi cac vi du thyc té tir nganh Du lich Viét Nam va qudc té, gitp sinh vién
khong chi nam viing kién thirc co ban ma con c6 kha ning van dung linh hoat trong moi
truong lam viéc thuc té ciia nganh Du lich nang dong.

Gi4o trinh Tiéng anh chuyén nganh 1 danh riéng cho ngudi hoc trinh d6 Cao dang..

Noi dung cua gi4o trinh bao gom cac bai sau:

Bai 1- Cac loai khach san va vi tri

Bai 2- Cac chirc danh va bd phan trong khach san
2



Bai 3- Cac loai budng va tinh trang budng

Bai 4- Nhing d6 dung va trang thiét b trong budng khach
Bai 5- Gia budng

Bai 6- Dit budng (1) (truc tiép va qua dién thoai)

Bai 7- Dit budng (2) (bang fax / telex va thw)

Bai 8- Lam thu tuc nhap khach san Hotel facilities and services
Bai 9- Nhing tién nghi vat chat va dich vu cta khach san
Bai 10- Chi dan huéng di trong khach san

Bai 11- Dich vu don budng

Bai 12-Dich vu giat la

Bai 13- Nhitng dich vu linh tinh

Bai 14- Sir dung dién thoai

Bai 15- Tin nhén

Bai 16- Giai quyét phan nan

Bai 17- Pat va khang dinh vé may bay

Bai 18- Chi dan hudng di bén ngoai khach san

Bai 19- Thong tin du lich

Bai 20- Nhitng tién nghi cho hdi nghi

Bai 21- Doi ngoai té

Bai 22- Lam thu tuc tra budng

Trong qué trinh bién soan, tac gia c6 tham khao sach cta trudng Cao Dang Hoa Binh
Xuan Loc va mot s6 tai liéu vé an toan vé sinh thuc pham, dong thoi ciing ¢b gang chon loc
nhing ndi dung co ban nhat dé gisi thiéu voi ngudi hoc. Sach dugc dung 1a cam nang cho
sinh vién céc truong cao dang nghé quan tri khach san — nha hang, cho ngudi dau bép & cac
khach san nha hang.. Chung tdi chan thanh cam on céc tac gia cua cac tai liéu ma chung toi
da tham khao.



Bén canh d6, gi4o trinh ciing khong thé tranh khoi nhiing sai sot nhat dinh. Nhom tac
gia rat mong nhan duoc nhitng y kién déng gop, phan hdi tir quy ddong nghiép, cac ban ngudi

hoc va ban doc.
Tréan trong cam on./.
pong Nai, ngdy  thang nam 2021
Tham gia bién soan
1. Chu bién ThS. Nguyén Xuan Khué

2. ThS. Nguyén Vii Khanh
3. TS. Pao Thi Duyén

4. TS. Nguyén Vin Quyét
5. Th.S.Tran Thu Huong
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GIAO TRiINH MON HQC
1. Tén mdn hec: TIENG ANH CHUYEN NGANH 1
2. Ma mén hoc: Mb14
3. Vi tri, tinh chét, y nghia va vai trd cia mon hoc:

3.1. Vi tri: Gido trinh danh cho ngudi hoc trinh d6 Cao ding tai trudng Cao dang Hoa Binh
Xuan Loc. Tiéng Anh chuyén nganh khach san nam trong phan kién thirc ciia mé dun ngoai

ngtt chuyén nganh Quan tri khach san
3.2. Tinh chat: La mon hoc k¥ thuat co s chuy&n mdn nghé bit budc

- Tiéng Anh chuyén nganh 1 12 mén hoc thudc nhom kién thirc co sé nganh trong chuong trinh

khung d?o tao trinh d6 Cao dang nghé “Quan tri khach san”

- Phai dugc bo tri giang day song song vdi cac mon hoc lién quan dén nghi€p vu quan tri

khach san va sau mon Tiéng Anh can ban.
- B6 trg cho mon nghiép vu chuyén nganh

- Mén hoc Tiéng Anh chuyén nganh cé vi tri quan trong trang bi cho ngudi hoc nhiing kién
thirc chuy@n sau vé giao tiép bang tiéng Anh véi ngudi nudc ngoai

- Tiéng Anh chuyén nganh 1 12 mén hoc 1y thuyét két hop véi thuc hanh . Danh gia két thuc

mon hoc bang hinh thirc kiém tra hét mén

3.3. Y nghia va vai tro cia mon hoc: mdn hoc nay danh cho dbi trong 13 ngudi hoc thudc
chuyén nganh Quan tri khach san. Mén hoc nay da dugc dua vao giang day tai truong Cao
dang Hoa Binh Xuan Lac tir nam 2021 dén nay. Noi dung chi yéu cia mén hoc nay nham
cung cap cac kién thac chuyén sau vé k¥ ning giao tiép tiéng Anh chuyén nganh

M6n hoc Tiéng Anh chuyén nganh Khéch san dong vai trd quan trong trong viéc trang
bi cho sinh vién nhiing k§ niang ngon ngit can thiét dé 1am viéc hiéu qua trong méi trudng
khach san quéc té. Mon hoc nay gilp sinh vién:Nam virng tir vung va thuat ngit chuyén nganh
khach san bang tiéng Anh. Phat trién k§ ning giao tiép tiéng Anh trong céc tinh huéng nghé
nghiép thuc té. Hiéu va &p dung duoc cac cau tric ngit phap pho bién trong giao tiép khéch
san. Rén luyén 4 k¥ nang nghe, noi, doc, viét tiéng Anh trong bdi canh khach san. Tang cuong
su ty tin khi sir dung tiéng Anh trong méi truong lam viéc quéc té. cao. Cac khoi kién thuc
va k¥ nang caa mdn hoc nay la nén tang dé sinh vién tiép can cac moén hoc chuyén nganh
khac.

4. Muc tiéu cia moén hec:



4.1. V& Kkién thc:

Al + Nham trang bj cho ngudi hoc vén tir vung; cac thuat ngit vé chuyén nganh 18
tan va phuyc vy buf)ng khach san; mot sb ciu tric cAu vé cac tinh huéng giao tiép trong
vangoai khach san bao gom:

A2 Gi6i thiéu cho khach mét sé thong tin vé khach san

A.3 Nhan dat buéng

A4 Lam thu tuc nhap khéch san cho khach

A5 Phuc vu khach trong thoi gian luu tré tai khach san: giai quyét cac yéu cau dé
nghi, phan nan vé budng ngi va cac dich vu khac trong khach san, cung cép cho khach

mot s6 thong tin trong ciing nhu ngoai khach san,v.v.

A.6 Lam tha tuc tra budng cho khach.
4.2. \Vé Ky ning:

B.1 Giao tiép hiéu qua voi khach hang va dong nghiép bang tiéng Anh trong cac tinh
hudng cong viéc hang ngay.

B.2 Thuyc hanh don tiép, hudéng dan, va giai dap cc yéu cau ciia khach bang tiéng Anh.

B.3 Mb phong va giai quyét cac tinh hudng phat sinh lién quan dén dich vu khéch san.

B.4 Viét email, bao cdo va cac tai lidu khac lién quan dén cong viéc trong khach san
bang tiéng Anh.

B.5 Soan thao cac tai li¢u lién quan dén khach san nhu bdo cdo, email, va cic van ban
ndi bo bﬁng tiéng Anh.

B.6 Tham gia cac budi dao tao va hoi thao vé tiéng Anh chuyén nganh khach san dé cai

thién k¥ ning va cap nhat kién thirc méi.
B.7 X 1y cac tinh hudng va van dé phat sinh trong khach san bang tiéng Anh, tir viéc
giai quyét khiéu nai cia khach dén viéc phdi hop vai cac bo phan khac.
4.3 V& niing lwc tw chia va trach nhiém:

C.1 Tu chu trong viéc sir dung tiéng Anh dé giao tiép va thuc hién cac nhiém vu
trong moi truong khach san, bao gom viéc tim kiém va str dung cac nguon tai liéu tiéng
Anh lién quan dén nganh.

C.2 Chiu trach nhiém trong viéc duy tri va nang cao kha ning sir dung tiéng Anh
chuyén nganh qua viéc hoc hoi va thuc hanh thuong xuyén, dam bao sy chinh xac va
chuyén nghiép trong giao tiép.

5. N9i dung ciia mon hec

5.1. Chuwong trinh khung



Ma S6 | Tong i 2
MH, Tén mon hoc/ M6 dun tin s0 Ly . Tfu.rc Kiém
T ) g | thuyet | hanh | tra
| Cac mon hgc chung 21| 435 172 | 240 23
MHO1 | Gido duc chinh tri 4 75 41 29 5
MHO2 | Phap luat 2 30 18 10 2
MHO3 | Gi4o duc thé chat 2| 60 5| 51 4
MHO04 | Gido duc Qubc phong va An ninh 4 75 36 35 4
MHO5 | Tin hoc 3 75 15 58 2
MHO06 | Tiéng Anh 6| 120 57 57 6
I Mon hoc, mé dun co sé, chuyén mon 97 | 2265 770 | 1409 86
1.1 | M6on hoc, mé dun co s& 14 | 240 154 71 15
MHO7 | Kinh té vi md 3| 45 28| 14 3
MHO08 | Tong quan du lich 2 30 28 0 2
MHO09 | Co sé VH VN 2 30 28 0 2
MH10 | Quan tri hoc 2 30 14 14 2
MD11 | K§¥ ning giao tiép 1| 30 14| 14 2
MD12 | Tin hoc Uing dung 2 45 14 29 2
MH13 | Phap luat du lich 2 30 28 0 2
1.2 | Mon hgc, m6é dun chuyén mén 70 | 1740 518 | 1165 57
MB14 | Tiéng anh chuyén nganh 1 8| 180 56| 116 8
MD15 | Tiéng anh chuyén nganh 2 8| 180 56| 116 8
MH16 | Quan hé va cham soc khach hang 2 30 14 14 2




MH17 | Marketing du lich 2 30 14 14 2
MH18 | Nghiép vu thanh toan 2 30 28 0 2
MH19 | Ké toan du lich - khach san 2 30 28 0 2
MH20 Quan tri tai chinh doanh nghiép du lich 3 45 42 0 3
- khach san
MH21 Quan tri co so vat chit va k¥ thuat 5 30 28 0 5
khach san

MH22 | Quan tri nguff)n nhan luc 2 45 14 29 2
MH23 | Théng ké kinh doanh 3 45 28 14 3
MH24 | Lé tan ngoai giao 2 30 28 0 2
MH25 | Van hoéa doanh nghié¢p 2 30 28 0 2
MH26 | Quan ly chét luong dich vu 3 45 42 0 3
MH27 | An ninh - an toan trong khach san 2 45 14 29 2
MD28 | Nghiép vu 1€ tan 2 45 14 29 2
MD29 | Nghiép vu phuc vu budng khach san 4| 90 28 58 4
MD30 | Nghiép vu nha hang 3 60 28 29 3
MD31 | Nghiép vu ché bién mén an 41 90 28| 58 4
MD32 | Thyc hanh nghi¢p vu 2 60 0 59 1
MD33 | Thuc tap Tt nghiép 12| 600 0| 600 0

1.3 | Mén hoc, mo dun tw chon 13| 285 98| 173 14
MD34 | Quan trj budng 2 45 14 29 2
MH35 | Vin héa 4m thuce 2| 45 14 29 2
MD36 | Quan tri 1€ tan 2 45 14 29 2




MD37 | Quan tri ti¢c 1 30 14 14 2
MD38 | Quan tri nha hang 2 45 14 29 2
MH39 | Nghiép vu van phong 2 30 14 14 2
Mb40 | Quan tri cac dich vu giai tri 2 45 14 29 2

Tong cong 118 | 2700 | 942 | 1649 | 109

6. Piéu kién thuc hign mon hec:
6.1. Phong hoc Ly thuyét/Thuc hanh: Dap ang phong hoc chuan

6.2. Trang thiét bi day hoc: Phong thuc hanh tiéng Anh vai cac trang thiét bi dé ché bién
mon an, bang, bat 16ng

6.3. Hoc liéu, dung cu, mé hinh, phwong tién: Giao trinh, mé hinh hoc tap,...
6.4. Cac diéu kién khac: Nguoi hoc tim hiéu thuc té vé Tiéng Anh sir dung trong khach san.
7. Ngi dung va phwong phap danh gia:
7.1. Noi dung:
- Kién thirc: Panh gia tat ca noi dung da néu trong muc tiéu kién thirc
- K§ ning: Panh gia tat ca noi dung da néu trong muc tiéu k¥ nang.
- Nang luc tu chu va trach nhiém: Trong qua trinh hoc tap, nguoi hoc can:
+ Nghién ctru bai trude khi dén 16p.
+ Chuan bi day du tai liéu hoc tap.
+ Tham gia day di thoi lwong mon hoc.
+ Nghiém tlc trong qua trinh hoc tap.
7.2. Phwong phap:
Nguoi hoc duge danh gia tich 1y mon hoc nhu sau:
7.2.1. Cach danh gia

- Ap dung quy ché dao tao Cao dang hé chinh quy ban hanh kém theo Théong tu sb
09/2017/TT-LDTBXH, ngay 13/3/2017 cta Bo truong Bo Lao dong — Thuong binh va Xa
hoi.
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- Huéng dan thyc hién quy ché dao tao ap dung tai Trudng Cao dang Hoa Binh Xuan
Loc nhu sau:

Piém danh gia Trong s6

+ Piém kiém tra thuong xuyén (Hé s6 1)

40%
+ Piém kiém tra dinh ky (Hé s6 2)
+ Piém thi két thiic mén hoc 60%
7.2.2. Phuong phap danh gia
Phuong phap | Phwong phap | Hinh thac Chuin diu ra S6 | Thoi diém
danh gia té chirc kiém tra danh gia cot | kiémtra
Al, A2, A3, A4,
) Tu luan/ A5, A6
Viet/ )
Thuong xuyén ) Trac nghiém/ B1, B2, B3, B4, 1 | Sau 28 gio.
Thuyeét trinh
Bao cao B5, B6, B7
Ci1,C2
A4, A5,
. . . Sau 120
binh ky Thuc hanh Thuc hanh B4, B5, B6 8 qic
Is;
C2,
Al, A2, A3, A4,
A5, AB,
Két thiic mon . . Sau 180
Thuc hanh Thuc hanh B1, B2, B3, B4, 1 .
hoc gio
B5, B6, B7
C1, C2,

7.2.3. Cach tinh diém

- Diém danh gia thanh phan va diém thi két thlic mén hoc dugc chim theo thang diém
10 (tir 0 dén 10), 1am tron dén mot chir s6 thap phan.
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- Piém mén hoc 14 tong diém cua tat ca diém danh gia thanh phan cia mon hoc nhan
Véi trong s tuong tmg. Diém moén hoc theo thang diém 10 lam tron dén mot chir sé thap
phan, sau d6 dugc quy doi sang diém chit va diém s6 theo thang diém 4 theo quy dinh cua Bo
Lao dong Thuong binh va X4 hoi vé dao tao theo tin chi.

8. Huéng dan thuc hién mon hoc

8.1. Pham vi, d@éi twong ap dung: Bdi tugng Cao dang Quan tri khach san
8.2. Phwong phap giang day, hoc tdp moén hec

8.2.1. Poi véi ngwoi day

* Ly thuyét: Ap dung phuong phap day hoc tich cuc bao gom: thuyét trinh ngan, néu van d¢,
hudng dan doc tai liéu, cau hoi thao luan, 1am mau, hoc nhdm, giai quyét van dé

* Bai tap: Phan chia nhom nho thyuc hién bai tap theo noi dung dé ra.
* Thao luan: Phan chia nhém nho thao luan theo noi dung dé ra.

* Hwéng din tw hoc theo nhdm: Nhém truéng phan cong céac thanh vién trong nhom tim
hiéu, nghién ciru theo y&u cau ndi dung trong bai hoc, ca nhém thuc hanh theo sy huéng dan
cua giao vién

8.2.2. Poi véi nguoi hoc: Ngudi hoc phai thuc hién cac nhiém vy nhu sau:

- Nghién ciu ki bai hoc tai nha trude khi dén 16p. Céc tai liéu tham khao s& duoc cung
cap ngudn trude khi ngudi hoc vao hoc mon hoc nay (trang web, thu vién, tai liéu...)

- Tham du téi thiéu 70% céc budi giang ly thuyét. Néu ngudi hoc ving >30% sé tiét ly
thuyét phai hoc lai mén hoc méi dugc tham duy Ki thi lan sau.

- Ty hoc va thao luan nhém: 1a mot phuong phap hoc tap két hop gitra 1am viéc theo
nhom va lam viéc ca nhan. Mot nhém gém 4-6 ngudi hoc s& duoc cung cap chi dé thao luan
trude khi hoc 1y thuyét, thuc hanh. Mai nguoi hoc s& chiu trach nhiém vé 1 hoac mot sé noi
dung trong cha dé ma nhom di phan cong dé phét trién va hoan thién tét nhat toan bo chu dé
thao luan cua nhom.

- Tham dy dii cac bai kiém tra thuong xuyén, dinh ky.
- Tham du thi két thic mén hoc.
- Chua ddng t6 chuc thuc hién gio tu hoc.
9. Tai liéu tham khao:
1. English for the Hotel Industry, Nguyén Thi Hoa va Lé Thi Hang. Nha xuét ban: Dai
hoc Quoc gia Ha Noi, 2018
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. Tiéng anh chuyén nganh Du Lich - Khéch san | Bai 1 Nhan giit phong qua dién thoai
|HD
https://www.youtube.com/watch?v=JuzBX9Jc8Dc&list=PLeZ69hpPOw9ImsZI2UaF
awBgmmsTvwsg_J

. Tiéng anh chuyén nganh Du Lich - Khéch san | Bai 3 Nhan giit phong chao hoi va
chi dan

. https://www.youtube.com/watch?v=6BY5UBSOwbM&list=PLeZ69hpPOw9msZI2U
aFawBgmmsTvwsg_J&index=3

. Tiéng Anh chuyén nganh Du lich - Khach san, Tran Thi Thanh Thay. Nha xuat ban:
Giao duc Viét Nam,2018

. Tiéng Anh chuyén nganh Khéch san - Nha hang Tran Thi Thanh Lan. Nha xuat ban:
Dai hoc Quéc gia Ha Noi 2020

. English for Hotel Managemen, Nguyén Thi Minh Thu Nha xuat ban: Gido duc Viét
Nam, 2020

. Professional English for Hotel and Tourism, Lé Thi Bich Hanh. Nha xuét ban:
Chinh tri Quéc gia Su that,2022

. English for Tourism and Hospitality,Nguyén Thi Mai Hoa,Nha xuat ban: Céng
Thuong,2022
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BAI 1: KHAI QUAT VE NGHIEP VU CHE BIEN MON AN
< GIOI THIEU BAI 1

Bai hoc nay trang bi cho nguoi hoc Bai hoc nay gidi thiéu cac loai hinh khach san khéac
nhau va vi tri cua ching, gitp sinh vién hiéu rd hon vé dic diém va dich vu cua tung loai
khach san.

< MUC TIEU BAI 1
Sau khi hoc xong bai nay, nguoi hoc cé kha nang:
> Ve kién threc:
- St dung dugc tr vung vé céc loai khach san va vi tri

- Ap dung duoc cdu trac ngir phap lién quan dé mé ta khach san
> Vé kj ning:

- Nghe hiéu dugc thdng tin vé céc loai khach san

- Poc hiéu dugc cac mo ta vé khach san

- Noi duoc vé dic diém cua cac loai khach san khac nhau
- Viét dugc doan vin ngan md ta mot khach san

> Vé nang luc tw chii va trach nhigm:

- Nghiém tlc va tu giac trong hoc tap

< PHUONG PHAP GIANG DAY VA HQC TAP BAI MO PAU

- Déi Véi nguwoi day: sir dung phwong phdp giang giang day tich cuc (dién giang, van
ddp, day hoc theo vén dé, 1am mdu, hoc nhdm); yéu cdu nguroi hoc thuc hién cau héi
thao lugn, 1am bai tgp thec hanh (ca nhan hogc nhém).

- Déi Véi ngueoi hoc: chi dong doc trieéc gido trinh (bai mé dau) truéc budi hoc; hoan
thanh ddy dii cau héi thao lugn va bai tdp thirchanh theo ca nhan hogc nhém va nép
lai cho nguwoi day dung thoi gian quy dinh.

% PIEU KIEN THUC HIEN BAI 1

- Phong hoc chuyén mén héa/nha xwong: Co

- Trang thiét bi may mdc: May chiéu va céc thiét bi day hoc khéac

- Hoc liéu, dung cu, nguyén vdt ligu: Chuong trinh mon hoc, giao trinh, tai liéu tham
khao, gido an, phim anh, va céc tai liéu lién quan.

- Cdc diéu kign khac: Khong c6

< KIEM TRA VA PANH GIA BAI 1

- Noi dung:

v’ Kién thirc: Kiém tra va ddnh gid tat cd néi dung da néu trong muc tiéu kién thic
14



v' Ky nang: Pdnh gid tat ca néi dung da néu trong muc tiéu Ky néng.

v’ Ndng lic ty chi va trach nhiém: Trong qua trinh hoc tdp, nguoi hoc can:

+ Nghién ciru bai truée khi dén 16p

+ Chudn bj ddy du tai liéu hoc tap.

+ Tham gia ddy di thoi lwong mdn hoc.
+ Nghiém tdc trong qua trinh hoc tdp.

Phwong phap:

v’ Diém Kiém tra thwong xuyén: I diém kiém tra (hinh thic: héi miéng)

v' Kiém tra dinh ky ly thuyét: khdng c6
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< NOI DUNG BAI 1
2.1. Vocabulary / Tt vung
2.1.1. Hotel Management VVocabulary

In this section, you will learn key vocabulary essential for hotel management. Terms
" "check-in, housekeeping,” and "front desk."
Understanding these terms will help you effectively communicate in the hospitality
industry.

include: "reservation, concierge,

2.1.2. Hospitality Industry Terms

Focus on terms related to different areas of hospitality such as "catering," "banquet,"
"guest relations,” and "amenities.” Knowing these terms will enhance your ability to
interact with guests and manage operations smoothly.

2.1.3. Customer Service Vocabulary

Learn vocabulary that improves customer interactions, including phrases like "customer
satisfaction,” "complaint resolution,” and "personalized service." These terms are
crucial for maintaining high standards of guest service.

2.2. Grammar / Ngit phap
2.2.1. Tenses in Hospitality Context

Understand how to use different tenses, such as present simple for daily routines ("The
hotel offers a range of services"), and past simple for past events (“The guest checked
out yesterday"). Mastery of tenses is essential for accurate communication.

2.2.2. Conditional Sentences

Learn how to use conditional sentences to discuss hypothetical situations ("If the guest
requests a late check-out, we can arrange it"). This grammar structure is useful for
problem-solving and customer service scenarios.

2.2.3. Modals of Politeness

Practice using modals such as "could,” "would," and "might" to make polite requests

and offers ("Could you please provide a wake-up call?"). These modals are key for
maintaining professionalism and courtesy.

2.3. Skills / K§ nang
2.3.1. Listening / Nghe
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Develop listening skills by engaging with audio materials like hotel check-in dialogues,
customer service scenarios, and guest complaints. Practice identifying key information
and understanding various accents and speaking styles.

2.3.2. Reading / Boc

Enhance reading comprehension through materials such as hotel brochures, service
descriptions, and guest reviews. Focus on extracting relevant information and
understanding different types of written communication used in the hospitality industry.

2.3.3. Speaking / Noi (Pair Work)

Improve speaking skills through role-playing activities with a partner. Practice scenarios
like making reservations, handling guest inquiries, and resolving issues. This will build
confidence and fluency in real-world hotel management situations.

2.3.4. Writing / Viét

Refine writing skills by composing professional documents such as emails to guests,
incident reports, and promotional materials. Emphasize clarity, coherence, and proper
use of hospitality terminology to ensure effective written communication.

% TOM TAT BAI 1

Bai hoc tap trung vao tir vung va cau trac cau dé md ta cac loai khach san nhu resort,
khach san thanh phd, khach san san bay, v.v. va vi tri caa chdng. Sinh vién sé& thyc hanh
4 k¥ ning ngdn ngir thdng qua cac hoat dong lién quan dén cha dé nay.

< CAU HOI VA TINH HUONG THAO LUAN BAI 1
Cau héi 1.What are the main types of hotels?
Céu héi 2. How would you describe the location of a beach resort?
Cau héi 3.What are some key features of a city hotel?

Cau héi 4.Can you compare and contrast two different types of hotels?

17



R/
0‘0

BAI 2. CAC CHUC DANH VA BQ PHAN TRONG KHACH SAN
GIO| THIEU BAI 2

Bai hoc nay gidi thi€u céc vi tri cong viéc va bo phan trong khach san, gitp sinh vién

hiéu rd co cau to chirc va vai tro cua tung vi tri trong hoat dong cua khach san

R/
0‘0

>

MUC TIEU BAI 2

Sau khi hoc xong bai nay, nguoi hoc cé khd nang:

Vé kién thic:

Str dung duoc tir vung vé cac vi tri cong viéc va bo phan trong khéch san
Ap dung duoc cau tric ngir phap dé md ta céng viéc va trach nhiém

Vé ky ning:

Nghe hiéu duoc thdng tin vé cac vi tri cong viéc trong khach san

Doc hiéu dugc md ta cong viéc va co cau to chire khach san

Noi duoc vé vai tro va trach nhiém cuaa céc vi tri trong khach san

Viét duoc doan van ngan mé ta mot vi tri cong viéc trong khach san

Vé ning luc tw chi va trach nhigm:

Nghiém tlc va tu giac trong hoc tap

PHUONG PHAP GIANG DAY VA HQC TAP BAI 2

Poi Véi nguoi day: s dung phirong phdp giang giang day tich cuc (dién giang, van

ddp, day hoc theo vdn d@é); yéu cau nguoi hoc thuc hién cau héi thao ludgn va bai tdi (ca nhan
hogc nhém).

D61 Véi nguoi hoc: chii dong doc trude gido trinh trieéc budi hoc; hodn thanh day di

cau hai thao ludgn va bai tdp tinh huéng va thyc hanh theo ca nhan hogc nhém va nép lai cho

nguol day dung thoi gian quy dinh..

R/
0’0

PIEU KIEN THUC HIEN BAI 2
Phong hoc chuyén mon héa/nha xwong: CoO

Trang thiét bj may moc: May chiéu va cac thiét bi day hoc khac

Hoc li¢u, dung cu, nguyén vit ligu: Chuong trinh mon hoc, gido trinh, tai liéu tham
khao, gido an, phim anh, va cac tai liéu lién quan.

Cic diéu kién khac: Khong co

KIEM TRA VA PANH GIA BAI 2

Noi dung:

v’ Kién thirc: Kiém tra va danh gid tat cd néi dung dd néu trong muc tiéu kién thirc

Ky ndng: Pdnh gid tat ca néi dung dd néu trong muc tiéu ki nang.
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V' Nang luc ti chi va trach nhiém: Trong qua trinh hoc tdp, nguroi hoc can:
+ Nghién ciru bai truée khi dén 16p
+ Chudn bj ddy du tai liéu hoc tap.
+ Tham gia ddy di thoi lwong mdn hoc.
+ Nghiém tdc trong qua trinh hoc tdp.

- Phwong phap:
v Diém Kiém tra thwong xuyén: I diém kiém tra (hinh thizc: héi miéng/ thuyét trinh)

v Kiém tra dinh ky ly thuyét: khong c6
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