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LOI CAM DOAN

Em xin cam két bdo cdo nay dugc hoan thanh dya trén nghién ctru cua em va cac két

qué nghién ctru ndy chua dugc dung cho bat cir luan van cung cap nao khéc.

Can Tho, ngay 14 thang 05 nam 2024

Nguwoi thuc hién

Nguyén Cam My



LOI CAM ON

Loi dau tién, em xin guori 101 cam on chan thanh nhat dén c6 Nguyén Thi Chiéu,
em d3a nhin duoc su quan tdm va hudng dan rat tan tinh cua c6. Nho vao nhiing 161
khuyén va chi bao dung lac cta c6, em da vuot qua nhiing khé khan khi thuc hién bai
luan van ctia minh. C6 d3 huéng dan em lam viéc mot cach khoa hoc, gép y cho em c6
huéng nghién ctru tot nhat, d6 1a nhitng gbp ¥ hét sttc quy bau khong chi trong qua
trinh thyc hién luan van nay ma con 1a hanh trang tiép budc cho em trong qua trinh hoc
tap va su nghi¢p sau nay.

Bén canh do, em xin guri 161 cdm on chan thanh va long biét on sau sic nhét dén
quy thdy, cd giang vién cua Truong Pai hoc Nam Can Tho, dic biét 1a quy thay co
Khoa Du Lich da tan tam truyén dat cho em rat nhiéu kién thuc chuyén mon cling nhu
chia s¢ nhiing kinh nghiém thyc tién quy bau giup em c6 duoc nén tang tot nhu ngay
hom nay. Cam on moi nguoi da giap do va dong vién em trong moi phuong dién, trong
qua trinh hoc tap va rén luyén, cling nhu trong sudt qua trinh thyc hién luan van.

Xin chan thanh cam on va chuc nhing diéu tot dep nhat s& luén ddng hanh cung

moi nguoi!
Can Tho, ngay 14 thang 05 nam 2024

Nguwoi thuc hién

Nguyén Cam My

1



NHAN XET CUA CO SO THUC TAP

i1



NHAN XET CUA GVHD

v



MUC LUC

Catalog

DANH MUC TU VIET TAT............... SO OO PO OO vii
DANH MUC CAC HINH,BANG, BIEU DO, SO DO ..o viii
CHUONG 1 ottt ettt ettt ettt ess st ss et ess s esesssenn 1
GIOI THIEU VE DUSIT PRINCESS MOONRISE BEACH RESORT - PHU QUOC.1
1.1 ThONG tin V8 CO SO thUC TAP ...eoveeeeeeeeeeeeeeeee oo 1
Chirc nang va NHIEM VU ....oooiiiiiiiiiicceecec ettt et e b e e e beeeareeenae s 1
1.3 €0 CAU O CHITC .ovevveeereevereeseese sttt 3
® Nhi€m vy clla ting DO PhAN .......eoiiiiiiiiieeeee et 3
1.4 Thanh qua hoat dong kinh doanh.............c.oooiiiiiiini e, 4
1.5 Pinh hudng phat trién trong twong 1ai............coooveeviveeveeeeeeeeeeeeeee oo, 4
NOI DUNG VA KET QUA THUC TAP TAI DUSIT PRINCESS MOONRISE

BEACH RESORT PHU QUOC ..o 6
2.1 Noi dung thuc tap tai Dusit Princess Moonrise Beach Resort Phu QubC ... 6
2.1.1 G161 thi€u so lugc b phan HOUKEEPING ......vevvvieeiieeiieeiiecieeieeeeeee e 6
2011 CO CAU O CRIC TG SU reeeeeeeeeeeeeeeeeeeeeeee e e e s s e s s s s e s s s eeseens 6
2.1.1.2 Chikc nang cia@ CAC DO PRAN ........c..oooeeeeieieieeeeeee et 6
2.1.1.3 Quy trinh phuc vu buéng phong ciia bé phdn Housekeeping ............................. 7
2.1.2 Cac cong viéc duoc phan cong trong qud trinh thieC tap .........c.ooeeeeeeeveecveeeneennnn. 8
2.1.2.1 Quy trinh phuc vu phong khi co khach ey trih ............ccoeeeevveeeiiienieeieeeieeeeen, 8
2.1.2.2 Thut don @6 khi k&t tRUC CQ ..o 10
2.1.2.3 Ban @iao cONG Viee ki KOt tHULC ..., 11
2.1.2.4 Quy trinh vé Sinh PhONG trONG SACH ...........ceeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e 11
2.1.2.4 Quy trinh vé sinh phong khi khdach trd phong ..............ccccceveeeveecveecceeeeieeennenn, 11
2.1.2.5 Quy trinh xik Iy LoSt Gnd FOUd. ..............oooeeueeeeeeaiieeieeeieeeeeeiee e 12
2.1.2.6 Cdc thudt ngir duoc sir dung trong Housekeeping ................cccoeeevvevcvveecvenennnn. 12
2.1.3 Nhitng thugn lgi va kho khan trong qua trinh thiec tQp ...........cccoveeeeeeeeceeeceeennn. 12
2.2 Kt QUA tIUC TAP .ot e e 14
2.2.1 Nhitng két qua thiee tAp A AQE AUOC ..o 14
2.2.2 Mire dé ddp ving ciia ban than doi v6i yéu cau thiee tap .........oeeeeeeeeeeeeeeeeeeeen. 14
2.2.3 Ké hoach hanh déng ciia ban than sau dot thyc 77 e 16

THUC TRANG VA MOT SO GIAI PHAP NHAM HOAN THIEN CHAT LUQNG
PHUC VU BUONG PHONG TAI DUSIT PRINCESS MOONRISE BEACH

RESORT = PHU QUOC ..o 18
3.1 GiGi thiGu A8 tAT thUC TAP .....veeeeeeeeeeeeeeeeeeeeeee e 18
K&t COU CUUA @8 1T ..., 19
32Cosoly thuyét vé chit luong phuc vu buéng phong tai Dusit Princess................. 19
3.2.1 Khai niém vé bo phan Housekeeping (DUORG PRONZ) ... 19
3.2.2 Khdi niém vé chdt legng BUONG PRONG ..........ooveeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeseeeoan 19
3.2.3 Phan loai buongphong .......................................................................................... 20
3.2.4 Ky nang can thiét cho nhan vién Buong PRORG ...........o.oeeeeeeeeeeeeeeereeeeereereeeeeennes 21
3.2.5 Danh sdch cdc vit dung ddt trong phong theo tiéu chuan ciia Dusit Princess

Moonrise Beach ReSOFt PRI QUOC ............coeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeees oo 23



3.3 Tinh hinh hoat dong ctia doanh nghi€p .........cceeviiriiriiiie e, 23

3.3.1 TRUC tFANG NGUON KRACH ... 23
3.3.2 QUY MO NOQE AONG ...ttt ettt e e eesae e saeesnseesnseens 23
3.3.3 Dich vu va tién ich noi At t@i DUSIE PFIRCESS w.vvvveeeeeseeeeeeeeeeeseeeeeeeseseeesesesesssens 26
3.3.4 Tinh hinh hoat dong ciia doanh RGRIP .............ccocceeeceeeceieiieieeeeieee e 29
3.4 Két qua nghién cirt VA thA0 TUAN .........ovveeeeeeeeeeeeeeeeeeee e, 33
3.4.1 Khdo sat mike dg hai long vé dich vy buong phong tai Dusit Princess................. 34
3.4.2 Yéu t6 anh hwong dén suw hai long ciia khdch hang vé dich Vi ..............ceea..... 34
3.4.3 Tam quang trong ciia viéc ddnh gid mirc dé hai long ciia khdch hang va dich vu

DUONZ PHOTG ... 35
3.5 D8 XUAL GIAT PRAD ..o 35
3.5.1 Cac giai phap ndng cao sy hai long cua khdach du lich ................ccccovveeeennen.n. 35
3.5.2 Gidi phdp hoan thién tiéu chudn phuc vie BUong pRONG ...........coveveeeeeeeeereeereane. 36
3.5.3 Gidi phdp tang suw két noi gitka cdc bo phin khdc véi bg phin Housekeeping .....37
3.6 K&t TuAN VA KIEN NENT.....vovoeeeeeeeeeeeeeeeee e 37
TAI LIEU THAM KHAO ....ooiiirriieiieniieeeiesessesesies st sssssssss s ssessesessessssones 40
PHU LUC ..ttt ettt ettt sae e be et ebeeas 41

vi



DANH MUC TU VIET TAT
HK: Housekeeping
FO: Front Office
F&B: Food and Beverage
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