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LOI CAM TA

Loi dau tién, em xin gui 16i cam on chan thanh nhat dén Ths. Ngé Thanh
Phuong. Trong qua trinh hoc tap va di thyc tip tai Nha hang Vinpearl, em da nhan
dugc su quan tim giup d& tai co quan thuc tap, va sy hudng dan tan tinh, tim huyét
ctia co. CO da giup em tich lity thém nhiéu kién thirc ma co truyén tai. Thong qua
bai tiéu luan ndy em xin trinh bai lai nhimg gi ma minh di di thuc tdp Nha hang
Vinpearl.

C6 1¢ kién thirc 1a vo han ma su tiép nhén kién thirc ban than cua méi nguoi
luén t6n tai nhitng han ché nhat dinh. Do do, trong qué trinh hoan thanh bai tiéu
luan nay, chic chan khong tranh khoi nhimng thiéu sot. Ban than em rat mong nhén
dugc nhitng gop ¥ dén tir ¢6 dé bai tiéu luan ciia em dugc hoan thién hon.

Kinh chuc ¢6 stc khoe, hanh phuc thanh cong trén con duong su nghiép giang
day.

Can Tho, ngay 15 thang 05 nim 2021

Nguwoi thue hién

Ngo6 Thi Kim Soan



LOI CAM KET

T6i xin cam két tiéu ludn nay dugc hoan thanh dua trén cac két qua nghién
clru cua t6i va cac két qua nghién ctru nay chua dugc dung cho bt ctr tiéu luin cung
cap nao khac.

Can Tho, ngay 15 thang 05 nim 2021

Ngudi thue hién

Ng6 Thi Kim Soan
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NHAN XET CUA CO QUAN THUC TAP

Can Tho, ngdy ... thang ... nim 2021

Trwéng Bo Phan

(Ky, ghi ho va tén)
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NHAT KY THUC TAP

Thot Tén cong Noi dung thuc Nguwoi phan Tw danh gia murc
gian viéc hién CV cong/huéng d¢ hoan thanh
din
Tuan | Hoc céc quy | Phan loai va lau | Truéng b SV nhan duoc su
1 dinh ciia | chui cic dung cu | phin Mekong | huéng dan tin tinh
(5/4- | khach  san|chén dia, mudng | Breeze tor trudng bd phan,
11/4) | no61 chung va | cac loaily cac loai | (supervisor) tiép thu nhanh cic
cua bd | cho dung vi tri. Nhanvién ndi dung dugc giao.
phanF&B Don cac dia thirc an | chinh thirc | Hoan thanh & muc
Nim rd cac |khi  khach  an | thudc bo phan | do kha tot
khu vuc,vi tri xong,hS tro  khi | nha hang
thudc bo | khach c6 yéu cau, Mekong
phan nhd | don dep va setup | Breeze
hang ban madi1 khi khach
Mekong o1 di
Breeze
Phuc vu
Buffet sang
Tuan | Phuc vu | Chuan bi cac dung | Nhan vién | SV co thé giao tiép,
2 Buffet sang | cu dé set up ba | chinh thic cua | tiép xc va phuc vu
(12/4- | Phuc vu | Alacrate. Truc tiép | nha hang | theo yéu cau cua
18/4) | Alacrate trua | phuc  vu  khéach | Mekong khach kha 6n, du
t6i trong sudt thoi gian | Breeze. C6 su | con mot chat chua
khach dung bira. | giam sat cua | dugc chuyén nghiép
Thu don sau khi | supervisor
khéch an xong
Tuan | Phuc vu | Chuin bi cac dung | Nhin vién | SV hoc duoc thém
3 Buffet sing | cu dé set up ba|chinh thic cia | nhiéu kién  thuc
(19/4- | Phuc vu | Alacrate. Truc tiép nha hang | méi,hoan thién hon
25/4) | Alacrate trua | phuc vy  khéach | Mekong vé kha niang phuc
t6i trong subt thoi gian | Breeze. C6 su | vu.
khach dung bira. | giam sat cua
Thu don sau khi | supervisor
khach an xong
Tuan | Phuc vu cho | Don cac dia thirc an | Giam sat cua | SV hoc duoc nhiéu
4 budi  buffet | khi khach an xong, | bd phan nha | k§ ning, quy trinh
(26/4- | dip hd trg khi khach co6 | hang(nha hang | phuc vu cac loai
2/5) 18(30/4-1/5) | yéu cau, don dep va | Mekong ti¢c, nhling ngay
setup ban mdi khi | Breeze) khach dong rén
khach ro1 di luyén dugc tinh
Xép khan an, lau siéng nang, nhanh
chén dia, dao ,nia nhen hon trong

Théng ké sb luong

cong viéc

v




Chuan bi va | cho cac dung cu dd | Nhan vién
phuc vu ti€éc |, sau do set up cac | chinh thirc cua
cudi( s6 | ban in dung quy | bd phan
luong 400 | tic.Xép khin 4an | banquet. C6 su
khach)va theo yéu cau. gidm  satcua
gala Phuc vu trong ti€c, | supervisor
dinner(50 don dep sau tiéc, tra
khach) hoi truong lai vé vi
tri ban dau
Tuan | Phuc vu | Don céc dia thirc an | SV hoc duogc cach
5 buffet & nha |khi  khach  an | Glam sat cua | thirc phuc vu buffet,
(3/5- | hang xong,hd trg khi | b0 phan nha | hoan thién hon quy
9/5) khach c6 yéu cau, | hang(nha hang | trinh ciing nhu ky
don dep va setup | Mekong nang cua ban than
ban méi khi khach | Breeze)
roi di
Xép khan an, lau
chén dia, dao ,nia Puoc luan chuyén
Hoc co ban cac gitra cac bd
HO tr¢ va|dung cu miy moéc | Nhan vién | phan,SV  hoc hoi
hoc viéc ¢ | pha ché, cac loai ly | chinh thirc & | thém nhimmg  kién
quay bar chl}yén dung. Pha | g phan qudy thirc moi, nang cao
(lobby bar va | ché cac loai nudc | pgr trinh thém ky nang ,
pool bar) don gian tay nghé cho ban
Oder cho khach, than
bung bé nuéc udbng
cho khach va lau
don ban khi khach
o1 di
Tuan Chuan bi cac dung ‘ Hoan thién k¥ nang,
6 Phuc vu |cu dé set up ban|Gldm sat clua | phyc vy  buffet,
(10/5- | buffet sang | Alacarte. b phén nha | hoan thién hon quy
16/5) | Phuc vu | Truc tiép phuc vu hang Mekong | trinh cling nhu k¥
Alacarte khach trong subt nang cua ban than.
thoi gian khach Sinh vién hoc duoc
dung bira. nhiéu k¥ ning méi,

Thu don sau khi
khéch an xong.
Hoan thanh cong
Viéc

phuc vu khéch va
cac cong viéc lién
quan dén kiém ké.




NHAN XET CUA GIAO VIEN HUONG DAN

Pé tai “THUC TRANG VA GIAI PHAP NHAM NANG CAO CHAT
LUQNG PHUC VU TAI NHA HANG MEKONG BREEZE CUA KHACH
SAN VINPEARL CAN THO” do sinh vién NGO THI KIM SOAN thyc hién dudi
su hudng dan cia THS. NGO THANH PHUONG.
1.Nhén xét ciia giang vién huéng din

Vé hinh thire: Bai bao céo thuc tap tbt nghi¢p dugc trinh bay mot cach khoa
hoc, ding cac quy dinh vé hinh thirc trinh bay theo Quyét dinh s6 309/QD-DHNCT
ngay 8/12/2016 cua Hiéu truong Truong Pai hoc Nam Can Tho vé khé gidy, canh
18, kiéu chix, font chix, format, ndi dung, cac cép muc va tiéu muc, hinh va bang
biéu, cac tir viét tic, tai liéu tham khao va cach trich dan, phu luc, cach danh sb
trang, trinh bai trang bia va trang phu bia. Tuy nhién, bai bdo cdo van con mot vai
16i danh may va 13i chinh ta.

Vé ngi dung: Dé tai bao cao thuc tap tot nghiép co tinh thyc tién cao, co s¢
1y luan phu hop van dé nghién ctru, cac khai niém c6 nguén trich dan rd rang. Thyc
trang chat luong phuc vu cia bd phan nha hang Mekong Breeze tai khach san
Vinpearl Can Tho duoc tac gia trinh bay kha day du, so d t6 chtrc nha hang va quy
trinh phuc vu tiéc dung thuc té. Giai phap dé xuit phu hop thuc tién tai don vi thuc
tap. Bai bao cdo vé co ban dat dugc yéu cau ctia giang vién huéng dan vé ndi dung
va hudng nghién ctru dé tai.

Vé thdi dg: Sinh vién Ngo Thi Kim Soan c6 thai do hoc tap va thuc tap tich
cuc tai doanh nghiép. Sinh vién thudng xuyén lién hé véi giang vién huéng din dé
trao d6i vé ndi dung dé tai bao céo thuc tap tét nghiép. Bai bao cdo tot nghiép duoc
thuc hién véi thai do hoc tap nghiém tic, cau thi va tinh than trach nhiém cao.

2. Piém danh gia:......... /10 diém
Can Tho, ngay ... thang ... naim 2021
Ngudi hwéng din

(ky va ghi ho tén )
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NHAN XET CUA GIAM KHAO 1

- Hoc ham, hoc vi, Ho va tén:
DION VI e

Can Tho, ngdy ... thang ... nim 2021
Giam khao 1
( Ky va ghi ho tén )
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NHAN XET CUA GIAM KHAO 2

- Hoc ham, hoc vi, Ho va tén:

Can Tho, ngdy ... thang ... nim 2021
Giam khao 2
( Ky, ghi ho va tén)

viil



MUC LUC

LOLCAM TA .ottt e et et e e eee e ese s seeseeeereseeereeaees i
LOT CAM KET oottt et e et eee e ses e et e eeeseeeeesee e ii
NHAN XET CUA CO QUAN THUC TAP ..o, iii
NHAT KY THUGC TAP ..o iv
NHAN XET CUA GIAO VIEN HUONG DAN ..o, vi
NHAN XET CUA GIAM KHAO 1o vii
NHAN XET CUA GIAM KHAO 2.t vii
DANH MUC TU VIET TAT ..ot ees et ees e eeeae Xi
DANH SACH HINH. ..ottt ee et eeee e eeeee e eeesesenes xii
LOLMO DAU .ottt et e et e eseeeeeeeseaeeeees 1
CHUONG 1: CO SO LY LUAN ..ottt eesseeseseeen e 3
1.1 KHAI NIEM VA PAC DPIEM VE CHAT LUONG PHUC VU......cccoeuueunn..... 3
1.1.1 Khai niém vé chat TUONE. o 3
1.1.2 Khai niém vé chat lUong Phuc VU. c.eviiiiiieccc e 3
1.1.3 Pic diém cua chat lUoNg PhUuC VU. oo 3
1.1.3.1Chét luong phuc vu khé do luong va danh id........o.oocoveveeveeeeveeeecnne. 3
1.1.3.2 Péanh gia qua cam nhan ctia nguoi tiéu dung truc tiép trén san pham cua
nha hang Khach San. ........c.coooiiiiiiiiii e 4
1.3.1.3 Qua trinh cung cap dich vu ctia nha hang khach SAN. vt 5
1.2. VAI TRO VA Y NGHIA CUA VIEC NANG CAO CHAT LUONG PHUC
VU CUA NHA HANG KHACH SAN ..ot 5
1201 VT E0On et e st e e s et es e e e renaeee 5
1.2.2 Y DRI et 6
1.2.2.1 Chat lugng phuc vu cao giup gia ting loi nhuan cho nha hang khach
SATL. eeiieue ettt et ettt e ettt e et ta . ettaa———ttaa————taaa———ettan—ttan———ttta.eettanattraaaaaes 6
1.2.2.2 Tang kha nang canh tranh va tang gia ban mot cach hop 1y trén thi
1940 (0 4 VSR USRI 6
1.2.2.3 Nang cao chit luong phuc vu khach san giam thiéu cac chi phi kinh
doanh cho doanh nghi€p..........ccceeeuneennn. s 7
1.3 MOT SO NHAN TO ANH HUONG DEN CHAT LUGNG PHUC VU......... 8
1.3.1 €O SO VAL CHAL ..ot 8
1.3.2 Chit Tuong d0i NGl 180 GONEG.........eeeeeeeeeeeeeeeeeeeeeeeeeee e 8
1.3.3 Quy trinh PhUC VU...ooiiiiiiiiece e e 9
1.3.4 MOt S8 CAC VAU 0 KRAC. 1.vvvrvvveverneirnriiceeseeiseessesseeeessseesses s ssssesseenes 9
CHUONG 2: THUC TRANG CHAT LUONG PHUC VU CUA ...o.ooveereeeerenn 11
BO PHAN NHA HANG MEKONG BREEZE CUA KHACH SAN VINPEARL
CAN THO ..ottt s et s ee e eeee e reaees 11
2.1 KHAI QUAT VE KHACH SAN VINPEARL CAN THO ......ccovoevveeenn... 11
2.1.1 Gi6i thiéu khéi quat vé nha hang MEKONG BREEZE cuia khach san
VINPEARL CAN TRO ettt et ee et ee e e eeeeeeeeesaeeesenes 15
2.1.2 Vi tri va linh vyc hoat dong tai nha hang MEKONG BREEZE cua khach
SN VINPEARL CAN THO ..ot ee s eeeeeeseseeees 16
2.1.3 SETUONE CBONYV ..ottt 16
2.1.4 Co 56 vat chat va trang thidt Bi .........co.ooveveveeeeeeeeeeeeeeeeeeeeeee e, 17

2.1.5 T6 chirc ctia nha hang MEKONG BREEZE ctia VINPEARL Can Tho .17

X



2.2 THUC TRANG CONG TAC NANG CAO CHAT LUONG PHUC VU TAI
NHA HANG MEKONG BREEZE CUA KHACH SAN VINPEARL CAN THO

18
2.2.1 CO SO VAL CRAL 1. 18
2.22 D01 NZU 120 QONG....vviieeiiieeiieeeee e 18
2.2.3 Panh gia chung vé quy trinh phuc vu tai nha hang MEKONG BREEZE
ctia khach san VINPEARL CAN THO .eeveveeeeeeeeeeeeeee e eeeeeee 19
2.2.3.1 Giai doan nhan dat va t0 ChUIC tEC ...vvveeeeeeeeeeee e 19
2.3.3.2 Gia1 doan PhUC VU ....cveiiiiiiiciie ettt 21
2.2.3.3 G1a1 G0an thu dON ........oooviiiiiiiiiiiiiiiieeeeeeeeeeeeeeeeeeeeeeeeeeeee s 24
2.2.3.4 Giai doan thanh toan va B0 KNACH 1+ 24
2.3 MOT SO YEU TO KHAC ..ottt eeee e eeeeeee 26
2.4 NHAN XET CHUNG VE CHAT LUONG PHUC VU TAI NHA HANG
MEKONG BREEZE ... e e e e e e eeeesesenenesenanans 28
241 U GIEIM .o ee e e e eeeeeeeeeeesasenaes 29
242 HAN CRE oottt ettt ettt eeeeee 29
CHUONG 3: GIAI PHAP NHAM NANG CAO CHAT LUQONG PHUC VU TAI
HANG MEKONG BREEZE CUA KHACH SAN VINPEARL CAN THO ........... 30
3.1 PINH HUGNG VE NANG CAO CHAT LUONG PHUC VU TAI NHA
HANG MEKONG BREEZE CUA KHACH SAN VINPEARL CAN THO .......30
3.2 GIAI PHAP NANG CAO CHAT LUONG PHUC VU TAI NHA HANG
MEKONG BREEZE CUA KHACH SAN VINPEARL CAN THO.................... 30
3.2.1 Hoan thién co ché chinh sach cho viéc thiic ddy viéc nang cao chat lugng
101111 o V2 PR PPRR 30
3.2.2 Hoan thién co s& vat chét KY thUult...ccoveieieeeecee e, 31
3.2.3 Giai phép nang cao trinh d0 d0i ngli [a0 AONG .....eevvvvveiieeiieiieieee 31
3.2.4 Quy trinh PhUC VU...ooiiiiiiiiecee e 32
- 3.2.5 Xay dung h¢ thong kiém tra, gidm sat chat lwong phuc VU .........co.......... 32
KET LUAN KIEN NGHI ..ot eeeeees s s s s s s 34
KGEI TGN ettt 34
L TUAD ..ottt ettt e et s et ee e s eeeeeeeneeee 34
PHU LUC Lottt e et et et ettt et ee e e e s e e e e e e e eenenene 36
PHUGC LUC 2 oottt ettt s e e eeeseeaeeeeteteeeeeseseseeeseeesaes 44
TATLIEU THAM KHAO ... e seseesesesesesesesesesenaes 46



TCVN:
CBCNV:
CLB:
BHXH:
BH:

CSVCKT:

CB:

DANH MUC TU VIET TAT

Tiéu Chuan Viét Nam
Can bd cong nhan vién
Cau lac bo

Bao hiém x4 hoi

Bao hiém

Co s& vat chat k¥ thuat
Can bo

X1



DANH SACH HINH

Hinh 2.1 Nha hang — khach san Vinpearl CAn Tho ............ccocovvvvvvveereeeeeeeeenean, 11
Hinh 2.2 Khung canh khach san VINPEARL Can Tho.......... Error! Bookmark not
defined.2

Hinh 2.3 Hinh 400 HO BO c.ouuvoriercieriicciceiseeesesese st ssssessesssesessnes 133
Hinh 2.4 Hinh anh LOBBY BAR ....cooooiiiiieeeeeeee e 144
Hinh 2.5 Kiéu SetUp DAN tHEC .. ...v.voeveeeeeeeeeeeeeee e, 216
Hinh 2.6 So d6 t6 chirc nha hang MEKONG BREEZE .........coooovvieieeeeeeeeenen. 177
Hinh 2.7 Quy trinh phuc VU tI€C .....cccciiiiiieeiieeeee e 199
Hinh 2.8 Kiéu SEtUP DAN HEC ........veveeeeeeeeeeeeeeeeeeee e 21

Xil



