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LOI CAM POAN

Sau qua trinh nghién ctiu, khao sét tai Khach san TTC Hospitality Can Tho em da
chon dé tai luan van “Giai phap nang cao chat luong dich vu cia nha hang Pomelo tai
khach san TTC Hospitality — Can Tho”. Em xin cam doan d¢é tai nghién ctru trong luan
van 1 cong trinh nghién cru cua riéng em hoan toan dua trén cac tai liéu, thong tin s6
licu do chinh em tu nghién ctru va tim hiéu tir nhiéu ngudn khac nhau va ca trong thuc
té. Chinh vi vay, ma céc két qua nghién ctru 1a dam bao trung thuc nhat va khach quan
nhat. Ngoai ra, em ciing cam két cac két qua nay chwa timg duoc xuat hién trong bt cu
mot nghién ciru nao trude day.

Cac sb liéu, phan tich va két qua trinh bay trong luan vin 1 trung thuc nhat va co
ngudn géc, trich dan rd rang. Cac sb liéu khai bao trong dé tai déu di nhan duoc su cho

phép cua cdng ty ma em da nghién ctru.



LOI CAM ON

Em la Nguyén Ngoc Ha, sinh vién khoa 8, khoa Du lich va quan tri nha hang-
khach san, trudng Pai hoc Nam Can Tho. Bé hoan thanh Khda luan tét nghiép, em xin
t6 10ng biét on sau sic dén giang vién Nguyén Thi Chiéu, ¢ 1a nguoi dd huéng dan em
hoan thanh khéa luan. Em xin chan thanh cam on ¢d da tan tinh chi dan trong suét qua
trinh viét khoa luan. Bong thoi em xin cam on quy thay co truong Dai hoc Nam Can
Tho, dic biét 1a quy thay cé trong khoa Du lich va quan tri nha hang - khéach san da
truyén day kién thirc cho em trong 4 nim hoc qua.

Em ciing xin chan thanh cam on ban giam ddc khach san TTC Hospitality — Can
Tho d3 cho phép va tao diéu kién thuan loi cho em duoc thyuc tap va lam viéc tai khach
san. Em xin giri 161 cam on dén anh Huynh, quan ly Nha hang Pomelo, quan ly b phan
F&B va cé4c anh chi nhan vién trong khéach san da gitp d& em trong sudt thoi gian thuc
tap va gop y xay dung chuyén dé khoa luan cua em.

Tu ly thuyét sang thuc tién s& ¢ nhitng su khac biét, nhitng nghién ctu kinh
doanh khach san con han ché, chic chan s& khdng tranh duoc nhitng sai s6t. Rat mong
su thdng cam cua quy thay co.

Cudi cung xin kinh chic ¢d Chiéu cling toan thé thay co trong khoa Du lich va
quan tri nha hang - khéach san doi dao strc khoe va thanh cong trong su nghiép cao quy.

Pdng kinh chic cac Cd, Cha, Anh, Chi trong khach san TTC Hospitality — Can
Tho ludn doi dao stc khoe, dat duoc nhiéu thanh cong trong cong viéc.

Tran trong cam on!



NHAN XET CUA CO SO THUC TAP



NHAN XET CUA GIAO VIEN HUONG DAN

Pé tai : “GIAI PHAP NANG CAO CHAT LUONG DICH VU CUA NHA HANG
POMELO TAI KHACH SAN TTC HOSPITALITY — CAN THO”

Do sinh vién : Nguyén Ngoc Ha
Duéi su nhan xét cua

Pon vi: Khoa Du Lich & Quan Tri Nha Hang — Khéach San, Truong Pai hoc Nam Can
Tho.

NOI DUNG NHAN XET
V¢ hinh thuc:

Can Tho, ngay thang nam 2024

XAC NHAN CUA GVHD



NHAN XET CUA GIANG VIEN



MUC LUC

LOTCAM DOAN ...ttt ettt ettt s s e s et et e s s s sae s et e s et s s asae s et et et es s sesetesesesnanantesasas i
LOT CAM ON oottt s et n s e e s an e s aneanesnensens i
NHAN XET CUA CO SO THUC TAP ...t n s ss s sas s i
NHAN XET CUA GIAO VIEN HUGNG DAN ......cooeoeeeeeeeeeeeeeeeee e eeese s esee s seee s sesesese s iv
NHAN XET CUA GIANG VIEN ..ottt sasnsssssssssassassansens v
IMIUC LUC 1ottt ss et a st e s e s s e e st e s s s s s e esastanssssstsnsnsnessenenenns vi
DANH MUC CAC TU VIET TAT oot s s viii
DANH MUC CAC BANG, HINH, SO DO, BIEU DO .....eeeeeeeeeeeeeeee oo eeeee e e sessesesse e ssaese s s eseseeseeeens ix
CHUONG 1 GIGI THIEU VE CO SO THUGC TAP ...t 1
0 O N o Yo TV B AT Y2 ol Yo A A4 10 ol -« O 1
1.2. Qua trinh hinh thanh VA PhEt tHEN c...c.ocveeiecceceecececee ettt 2
0000 I @ o TV o o - [ o - PP 14
320 20 W1 o1 s VAV ol o To Y- | e [o] o V=SSP UUURRR 14
1.3, CO CAU O ChUC oottt ettt ettt ettt et et ae et st et eat et ene et easetessese s eteesesseseneseeneatens 14
1.4. Dinh hrdNg PhAt tHEN TONG A1 ..eevieieeeeieeiceeceeceeeeeee ettt sttt ene e 17
CHUONG 2 NOI DUNG VA KET QUA THUC TAP ...t 18
D O o T (8T g Y=k o o 10 { ol - o IO R 18
2.1.1. NOi dung cONE VIEC AUQC PRAN CONE.eeiiieiiiei ittt ettt e e e e s s bae e e e 18
2.1.2. Thuén lgi va khé khan cha ban than trong thC tAP c..oovveveeviiieceeececeee e 20
2.2, KEE QUA TNIC TP . euveeeeeeetiete ettt ettt ettt ettt et et ere et eteeteebe et ese s e st enseseeteeseebeetensensenseneeneens 21
2.2.1. Nhiing k&t qua thur'c tAp A8 dat GUQC .ooviieeeeececeeeeee ettt e 21
2.2.2. Mrc d6 dap rng ctia ban than ddi Vi YU CAU thUC tAP...cviiiceci et 22
2.2.3. K& hoach hanh ddng clia ban than sau dot thC tAP......ocivveeiieeeeeeeceeeee e 23
CHUONG 3 GIAI PHAP NANG CAO CHAT LUQNG DICH VU CUA NHA HANG POMELO TAI KHACH SAN
TTC HOSPITALITY = CAN THO ..ot e s sessasss s 25
T B o TR a1 E=TU I (R E= TR 11U Lol |« T 25
3.2. Lrg'c khao tai HEU (CO SO IV TNUYEL) c.viveeeeicticeeeceeteee ettt sttt st e st e 27
3.2.1. Ly ludn chung vé chat luvgng dich vu &n udng trong nha hang, khach san ........ccceeveuveneee. 27
3.3. Tinh hinh hoat ddng cla doanh nghiép (CO & thC tIEN) ...c.cvveeveeeeiieecceeeeee s 40

Vi



3.3 L U GBI ettt et ettt et et et e et et e et e e e eae e teeateeatea et eeeeeaaeeateeareeaeeaeeaaenees 40

33,2  HAN CRE ettt e et e et e et e et e e ee et et e et e e et e e et e e eaeesaesetesaneearte et eaneennes 41
3.4. K&t qUA NZhIBN CUPU VA ThA0 TUAN c...eeeeeececeeceeeeeeeee ettt ettt eae e 41
K I B o SR A0 T 0= 4 11U IR o - FH TR 41
3.4.2. CO SO VAL ChAL KT thUST ...ttt 44
3.4.3. Quy trinh phuc vu buffet sang cGia nha hang Pomelo (nha hang chinh).........cccccoeieenneaie. 46
3.4.4. DOi NGU NNAN VIEN PRUC VU..eiiiiiiiie ettt et e e e ebree e s e bte e e s saae e e e ebaeeaeenns 48
3.4.5. Cach set up quay buffet va set UP DAN 8N ..ooviviiiececcceeeeeeeeeee s 50
3.5, DB XUATL AT PRAP ..ottt ettt ettt ettt ettt ettt et et et e ettt eneene e 56
3.5.1. Hoan thién co ché chinh sich cho viéc thuc dy viéc nang cao chat lvong phuc vu .......... 56
3.5.2. Hoan thién co s& VAt ChAT K§ thUt...ceioeiiiieececeeeeee ettt 57
3.5.3. Giai phap nang cao trinh d6 doi NG 120 AONG...c..coveeeeiriceeeieeceeee e 57
3.5.4. QUY TrINN PRUC VU eeiiiiiee ettt e et e e e et e e e e e tte e e e eabteeesebteeeeenstaeeesnsenaeanns 58
3.5.5. Xay dung hé théng kiém tra, gidm sat chat IvoNg PhUC VU ....c.veeveeeeeeceeeececeececeeee 59
L G A T Lo RV =10 T 0T T 60
BL6. 1. KB TUAN ot ettt ettt et ettt ete et e te et et et et et eneeneeaeeteeteete s ent et eneeneenis 60
I L= A1 2T T TSRO 61
TATLIEU THAM KHAO ...ttt v s se e en s ees et eenessseneseen e 64

vii



TTC
CSVCKT
UBND
TP

KPI
BHXH

DANH MUC CAC TU VIET TAT

: Cong ty C6 phan Du lich Thanh Thanh Céng

: Co s& vat cht ki thuat

: Uy ban nhan dan

: Thanh phé

: Chi sé do luong va danh gia hiéu qua cong viéc

: Bao hiém xa hoi

viii



DANH MUC CAC BANG, HINH, SO PO, BIEU PO

Hinh anh

Hinh 1.1 M3t chinh dién caa khach san TTC Hospitality— Can Tho (ngudn Internet) ..1
Hinh 1.2 Logo ctia khach san(NQudn iNtEMNEL) ..........cv.cveeeeeeeeeeeeeeeeeeeeee e 2
Hinh 1.3 H6 boi ctia khach san (anh chup tir thuC t€).......cvevvveceeceeeeeeeceee e 4
Hinh 1.4 Qué trinh massage (NGUON INEEMEL) .........c.oveevieeeeeeeeeeeee e 5
Hinh 1.5 Sanh Lotus (4nh chup thire t8) .........c.cceveeveeieeeeeeeeee e 5
Hinh 1.6 Sanh Mekong (1 anh chup thurC t8) .........oveueveeeeeeeeeeeeeeeee e 6
Hinh 1.7 Sanh Lavender (anh chup thuC t8) ......ccveveii e 6
HINh 1.8 PhONQ PreSident..........ccoiiiiiiiii e 7
HINh 1.9 PRONG TTC SUITE.....ccieiie ettt nta e nnn s 8
Hinh 1.10 PhONg Premium SUIE........ccviiiiicccc e 9
HINh 1.11 PRONG DEIUXE ....ccuveiiiece ettt ettt 10
Hinh 1.12 Nha hang Pomelo (anh chup thurC t8) .......c.vveeveieeeeecieeeee e 11
Hinh 1.13 Khu vuc trong nha hang Mekong River ( anh chup thuc té) .........cccve....... 12
Hinh 1.14 Phong an VIP ctia nha hang Mekong River ( anh chup thuc té).................. 12
Hinh 1.15 Quay bar tai nha hang Mekong River (anh chup thuc t&).........c..cc.cccv....... 13
Hinh 1.16 Phong tap thé hinh (anh chup thuc t) .......o..cvveeveeeeeeeeeeee e 13
Hinh 1.17 So dd co cAu t6 ChTC KNACH SAN ....vveeeeeeeee ettt 14
Hinh 1.18 So d6 co cau t6 chirc Nha hang POMEI0 .........c.cvvveeeeevcereeee e 15

Hinh 3.1 Quay buffet va quay néng do dau bép ché bién tai chd (anh chup thuc té)..50

Hinh 3.2 Quay dung cu buffet (anh chup thuC t&).......ovvvvvereeeeeeeeeeee e 51
Hinh 3.3 Quay d6 an kém ch&o (4nh chup thuc t8).........covvvvvveeeieerceeee e 52
Hinh 3.4 Quay salad, rau an kém va d6 ngudi (anh chup thuc té) ........cocovvvevveeveeeneee, 52
Hinh 3.5 Quay sita chua (anh Chup thUC t8) .......cvveveeeeeceeeceeeee e 52
Hinh 3.6 Quiy néng dang duoc chuan bi (anh chup thuC t&) .....c.cvvvvveveeveeeveeean, 53
Hinh 3.7 Quay banh ngot va ngii co¢ (anh chup thuC t€)........cvveveveereceeeeeeeeee 54
Hinh 3.8 Quay nudC ( 4NN ChuP thUC 18) .. .u.vvvevieececeeeeee e 54
Hinh 3.9 Set up ban an buffet sang (anh chup thuC &) .......cooevvveveeeeeeeeeeeeee 55

iX



So do

So dd 3.1 Céc yéu td co ban tham gia san xuat dich vu &n udng........cceevveevveeveeeeennsae. 32
So d6 3.2 So dd quy trinh cung GNGAiCh Vi a0 UONG......oveeeeeeeeeeeeeeeee e 35
So db 3.3 Quy trinh phuc vu buffet séng ciia nha hang Pomelo...........cc.oocuveeveeeenense. 46

Biéu do

Biéu d6 3.1 Panh gia cua khach hang vé quy trinh phuc vu cua nha hang (1 Rat khdng

N2 1ONG......5 RAE DRI IONG) covvesooeeeeee oo 48
Biéu d6 3.2 Panh gia cua khach hang vé doi ngii nhan vién phuc vu (1 rat khéng hai
100, ....5 RALNAT TONG) ..eviierieieeieeeeeees ettt 50
Bang

Bang 3.1 Bang s6 lidu diéu tra d6i twong KNACh hANG .........c.evvveeveceeeeeeeeee e 42
Bang 3.2 C4c thiét bi dung cu trong NNA NANG .....c.evvveeeeeeeeeeeee e 45



