KHACH THAN PHIEN

1. Nguyén nhan
Khi nhan viéen:
+ Khong thwc hién dung viéc nao dé
+ Hiéu lam diéu khach ndi
+ Quén khong lam moét viéc gi do

+ Quén khong chuyén I&i nhan
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Khi khach:
+ Phai cho do
+ Bi cung cap thong tin sai léch

+ Khong dwoc dap rng cac yéu
cau nhw mong muon

+ Cam thay minh phai tra mon
tien khong xirng dang

+ Thiét bi hodc do cung cap bi
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2. Xr Iy
Vi sao phai xtr ly than phién?

- Hau hét cac phan nan la chinh dang va
phai dwoc coi nhw ngudn théng tin quan trong vé
chat lwong dich vu va sdn pham cua khach san.
Viéc biét dwoc van dé sé tao cho khach san co
hoi sta chira thiéu sot va lay lai thién cadm cula
khach.

- Sy bat man khong dwoc ndi ra sé gay tac
hai Ién nhat cho viéc kinh doanh
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- Viéc xw ly dung cach cac phan nan
tao ra an twong tot cho khach va chuyéen
no thanh co hoi

- Lubn co gang tw dat minh vao vi tri
cua khach khi giai quyet phan nan
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2. Xtr ly

- Tim cach tach rieng khach

- Lang nghe phan anh ctia khach

- Xac dinh cac n6i dung chinh va ghi lai
- Bay t6 sw thong cam véi khach

- Xin 16i khach

- Cam on khéach da théng bao cho ban biét
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- Thwc hién ngay lap tirc
- Ghi lai hoac bao cao theo cach phu hop
- Theo d6i dé dam bao moi viéc da thwc hién

- Kiem tra lai sw hai long cua khach
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Chuy:

- Phai giilr binh tinh

- Bay to sw thong cam véi khach

- Tranh tranh luan

- Khéng bao chira, bao thu hay thanh minh

- Khéng dé trach nhiém cho ngwoi khac
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MOT SO DICH VU TRONG KHACH SAN

1. Dich vu chinh trang giwdng budi toi (turn down
service)

Viéc phuc vu budng ngu cho khéch vao budi
toi thwdng thwdng c6 & céc khach san sang trong (4
sao, 5 sao) hoac khi can phuc vu cho khéach VIP.

Dich vu nay bao dam sw thoai mai & muc cao
nhat cho khach trwéce va trong khi ngd. Nhiéu khéach
san st dung dich vu nay dé dat thém qua cho khéach
(socdla, rwou...)

Pé thuc hién tét va hiéu qua cdng viéc nay,

nhan vién phai quan sat va hét sirc nhe nhang dé
W



Quy trinh

- Nhan twr giam sat bé phan danh sach
buong can dwoc chinh trang budi toi va do6
cung cap mién phi

- Thwe hién quy trinh vao phong. Ghi lai
danh sach nhitng buong cé treo bién DND va
tr& lai mot lan nira trwwéc khi két thuc nhiém vu.
Bao cho ngw®i phu trach vé nhirng buéng ma
khach khéng yéu cau phuc vu

- Kéo khép rem, bat den canh giwéong

- Bé tam phu giwéng ra va boé vao trong ta, viéc
lam nay la sap xép giwong dé ngu cho thoai
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- Bat dau chinh trang budng, 1at g6c miéng
giwérng & phia khach hay str dung nhat (gan dién
thoai)

- DPéat quan 4o ngl cho khach gon gang phia
cuodi giwong (theo quy dinh cua khach san)

- D6 va rira sach gat tan da st dung, tranh
de tan thuoc bay khap noi

-Po6 va rira cac coc khach da s dung

- Néu khéach da sir dung bon tam / voi tam
hoa sen, bon rira tay, nha vé sinh thi phai don
dep va lau khd ching dé dam bao vé sinh. Thay

cac do vai néu can



- Pat lai cac do cung cap cho khach
néu co yeu cau, dat do cung cap mién phi
& ban dau giwérng hodc noi khach sé nhin
thay chung

- Dat phieéu an sang caa khach & canh
giwvong hoac trén goi

- Thay nwée cii trong phich bang
nw®c nong mé&i va mang phich tra lai
phong khach
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2. Quy trinh vé dé khach bé quén
(Lost & Found)

- Khi phat hién dé khach bé quén goi dién
vé van phong cta bé phan nha buong ngay lap
tirc

- Khi van phong nhan dwoc cudéc goi nhan
vién dieu phoi goi dién ngay cho bd phan tién
sanh dé xem khéach con trong khach san hay
khong

- Neu khach con trong hotel bd phan tién
sanh s& co6 nhiém vu lién hé véi khach va nhan
vién bé phan budéng s& mang xuong ngay cho
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- Néu khach da di roi nhan vién sé
dem vat tim thay xuoéng van phong. Giam
doc bé phan sé viet thw bao cho khach ve
chi tiet vat khach bé quén, dia chi ma
khach san sé gri cho khach & yéu cau
khach gwi thw chirng nhan dia chi cung
chap nhan chi phi gri. Neu khach khong
tra I¥i mon vat sé dwoc gilr trong khach
tr 3 — 6 thang trwére khi trao cho ngwo
tim thay (hoac xi Iy theo quy dinh cua
khach san)
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- Tat ca do tim thay sé dwoc ghi lai trong so6
lwu va phieu Lost & Found co 3 lién vé&i cac chi tiet:

So thr tw

Ngay tim thay

Noi tim thay

Gio trao lai van phong
M6 ta vat tim thay
Nguwei tim thay

Ngay vat dwoec yéu cau tra
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Pong th&i goi vat lai ghi so6 hiéu kém theo
1 lién L & F, cat theo th tw thoi gian, 1 lién giao
cho ngwei tim thay, lien con lai lwu trong cudng
phiéu

- Néu khéach viét thw muon lay lai mén do
trén phd bdé phan c6 nhiém vu lién hé gwi cho
khach. Khi vat ra khéi kho L & F phai cO ngwoi
Ky nhan vao so

- Tat ca cac vat bo lai déu phai bao céo cho
van phong dac biét la do an, thirc uong, thuoc
tay
- C4c do an thirc udng dung roi phai dwoc boé di.
Nghiém cam sw dung do6 an thirc udng cua

khach ‘



- D6 an thirc udong con nguyén dwoc giir
lai 3 ngay, tat ca cac vat c6 gia tri trén 100 USD
sé lwu lai 6 thang

- Khi hét théi han 3 hay 6 thang, nhan vién
nhan lai vat minh tim thay (hodc xt Iy theo quy
dinh cua khach san)
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CAU HOI ON TAP
Céu 1: Hay vé so do clia khach san, cho biét vai tro
cua bbé phan nha budng

Cau 2: Giai thich cac thuat ngiy

Céau 3: Hay néu cach slr dung va sap xép xe day

Céau 4: Hay néu cac mat hang co trén xe day

Cau 5: Hay néu quy trinh vé& sinh budng khach

Cau 6: Hay néu 13 buwdc lam giwong voi duvet

Cau 7: Thu tuc check in — check out

. Cau 8: Quy trinh Lost - Found, giai quyét than ‘ "




