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CHAP THUAN CUA HOI PONG

Tiéu luan “Két thic hoc phan”, do sinh vién LE THI KIM CHAU thyc hién duéi sy
huéng dan cua giang vién Ngé Thanh Phuong. Tiéu luan di bao céo va duoc Hoi

d6ng cham tiéu luan luan thong qua ngay

GHI CHUC DANH, HO,TEN

Phan bién 1

GHI CHUC DANH, HO,TEN

Céan bo husng dan

GHI CHUC DANH, HO,TEN

GHI CHUC DANH, HO,TEN

Phan bién 2

GHI CHUC DANH, HO,TEN

Chu tich Hoi dong

GHI CHUC DANH, HO,TEN



LOI CAM TA
T6i xin cam on Ban Giam Hiéu truong Dai Hoc Nam Can Tho va Ban Giam Déc
khach san Ninh Kiéu Riverside di tao diéu kién thuan lgi cho tdi hoan thanh cong tac
thuc tap.

T6i xin chan thanh cam on ¢6 Ngo Thanh Phuong d3 nhiét tinh huéng dan va gop y
cho tiéu luan tét nghiép cua toi.

T6i xin guri 10i cam on dén Phong Nhan Sy khach san Ninh Kiéu Riverside, cac anh
chi quan 1y va nhan vién nha hang d3 tin tinh giup d& toi trong sudt thoi gian thuc
tap. Toi vo cung tran trong khoang thoi gian thuc tap tai khach san vi quy khach san
da tao diéu kién cho t6i c6 duoc nhitng trai nghiém thi vi vé cong viéc thuc té cua
mét nhan vién phuc vu ban dé toi c6 day du kién thic thuc hién tiéu luan tét nghiép.
Céc anh chi quan Iy va nhan vién chinh thac cia nha hang di rat ban ron nhung da
danh nhiéu thoi gian quan tam, huéng dan va dong vién tdi trong cong viéc. Su nhiét
tinh va an can d6 khéng chi gilp t6i cung cd kién thirc vitng vang hon ma con giup
t6i cam nhan duoc vian hoa cia khach san Ninh Kiéu Riverside: mot moi truong Ky
luat véi cac mdi quan hé gan bo chat ché caa nhitng con ngudi noi day. Thoi gian
thuc tap tai quy khach san dd mang dén cho t6i co hdi van dung nhitng kién thac da
dugc cac Thay CO truyén dat trén giang duong vao thuc tién nham hiéu biét sau sac
hon vé nganh nghé minh da chon, hoan thanh béo cao thuc tap va thuc hién tiéu luan
t6t nghiép.

Can Tho, ngdy.....thang.....ndm 2022

Nguoi thuc hién

LE THI KIM CHAU



LOT CAM POAN
Em xin cam két bai tiéu luan két thuc mon nay dugc hoan thanh duwa trén két
qua nghién ctru cia em va cac két qua nghién ctru ndy chua dugc dung cho bat ct bai

tiéu luan cung cip nao khéc. Céc dir liéu thdng tin tht cip duoc sir dung trong bai
bé&o céo nay la c6 nguon goc va trich dan ro rang.

Can Tho, ngdy....thang... nim 2022

Nguoi thuc hién

LE THI KIM CHAU
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Ngay......thang..... nam 2022
Giam khao 1
(Ky va ghi ho tén)
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(Ky va ghi ho tén)



MUC LUC

CHAP THUAN CUA HOIDONG..........ooueeeieeeeeecteeseeeeetes e stes s sesaes s ses s ssss s ssss s sanees i
10 1 0N Y, 7N OO i
LOT CAM DOAN .....coiiiiriiaeiieeise et as et s ettt ii
MUC LUC DANH SACH HINH ..o eeeeeesees e essee s viii
MUC LUC DANH SACH BANG ........ooooeeeeeeseseeeseseeeseeeeseseeesessees s sssseeeseese s sesseesseeseseees ix
DANH MUC CAC KY HIEU, CHU VIET TAT .o X
LOT MO AUttt 1
CHUONG I: CO SO LY LUAN ...ttt ssnees 2
1.1 Céc khai niém co ban vé hoat dng ciia bd phan ban tai nha hang trong khach san.......... 2
1.1.1 CAC Kh&i NIEM V& NNA NANG c...ooveeceeeeee e 2
1.1.1.1 KR&I NIEM NNA NANG ..ottt st 2
1.1.1.2 PhAn 10ai NNA NANG ....viiiiieeeeecee ettt st sttt e aa e b sre e e 2
1.1.1.3 Bdc diém ciia nha hAng trong KNACK SaN.........c.vecvieieceeeeeeeeeeeeeee e, 3
1.1.1.4 Vai tro Ciia nha hang d0i VGi @01 SONG ......c.vveeeeeeeeeeeereeeesesseeseeesessessesssessessssssessssessasssessaseens 3
1.1.1.5 Phan l0ogi phong an trong nha RANG ............ccooeveeeeeeeeeininiisisieseeeeeee s 3
1.1.1.6 T4 chirc va ngi dung cOng Viéc theo €a ¢ NNANANG ........vvveeeveeceeeeeeeeee e, 3
1.1.1.7 Vai tro va nhiém vy cua nha hang trong KNAch San...........ceeoeeeeiiiicceeseceeceeee e, 4
1.1.2 Céc khai niém vé quy trinh phuc v ciia bd phan DAN ..........ccevveveeeeeeeeeeeeee e 4
1.1.2.1 Vai tro va nhiém vu cua bg phdn ban tai nha hang trong khach san...........cccceeevevieieeeneene. 4
1.1.2.2 Y&u cau doi véi NhAN VIEN PhuC Vir DAN..........veeeeeeeeeeeee e 5
1.1.2.3 Y nghia ciia bé phdn ban déi véi nha hang trong KNACH San ............ceveeeeeveveeeeeeeeeeeee. 6
1.1.2.4 Kh&i Niém qUY NN PRLUC VL .eovveeieieceececeeeeeee ettt sttt st s e 6
1.1.2.5 Khai quat quy trinh cuia phuc Vi DAN .......oovveviiececeeee s 6
1.1.2.6 Ky thugt phuc vi ciia bg phan BAN KIGU Az ..., 10
1.1.2.7 KF thUdz dat DAN AU = Az oottt 10
1.2 Céac khai niém co ban vé chat lwgng dich vu khach san - Nha hang............ccceevevvereeeeee, 11
1.2.1 Khéi ni¢m dich vu va dic diém ciia nganh dich VEL..........co.coooeeveveeeeeceeeeecee e, 11
0 I SR T T A1 T2 4 1 1] 1A 7R 11
1.2.1.2 Déc diém cii@ NGANN GICN VI .....veeeeeieeeeeeeeeeeeeeeee e 11
1.2.2 KNAT NI@M CRAL IQMNQ........eovoceeeeeceeeeeeeeeeee et ssen s seenaas 11
1.2.3 Khai Ni¢m Chat IrgNg 0iCH VI .........c.eveeeceeeeeceeceee et 11
1.2.4 Khai ni¢m chat lwgng dich v Khach san - NhA NANG...........cceeveveeeeeee e, 11
1.2.5 Pic diém cia chit lwong dich vu Khach san - Nha haNG...........ccoovveeeveeeeeeeeeeeeeeee. 11

vi



1.2.6 Y nghia ciia viéc nang cao chit lweng dich vu khach san - nha hang .............cc.cccee.e...... 12
CHUONG II: TONG QUAN KHACH SAN VA HOAT PONG CUA NHA HANG NINH

KIEU RIVERSIDE ...coovoumitreiseeeseeessesesssesssessssssss st st sss s sss st st ssssssssssssssssssassssssssns 14
2.1 Giéi thiéu tdng quan khach san Ninh Kidu RIVErSIde .........co.coeueveevecveeeeeeceeeeeeeereee e, 14
2.1.1 Khai quéat qua trinh hinh thanh va phat trién ciia Khach San.............cccocceveevveevvevveenennnns 14
2.1 L1 Vi 817 QA GIEM oot 14
2.1. 2.2 TRONG TN HEN LAC ..t 14
2.1.1.3 Lich sir hinh thAnh VA PRAL FEN «.......c.ocveeeceeeeceeeeee e 14
2.1.2 So d0 t6 chirc ciia c4C b phan trong KNACh SaN...........cc.cvivivceeieeeeeeeeeeeeee e 16
2.1.3 Cac tién nghi va dich vu ctia Nha hang..........ccooeeirininie e 17
2.1.3.1 Cac dich Vi Ctia DO PRGR Tt 17U .o 17
2.1.3.2 CAC dich Viz €178 DG PRAN M TNLC ... 17
2.1.3.3 CAC BiCN VIt NG IO KNAC <.ttt e e e e s e eeeeeeneese e eneeeeeeaes 22
2.2 Thuc trang quy trinh cia bd phan ban tai nha hang Ninh Kiéu Riverside...................... 23
2.2.1 Quy trinh phuc vu caa b phan ban tai NhA haNg..........ccecevevereeieee e 23
CHUONG III: MOT SO GIAI PHAP HOAN THIEN QUY TRINH PHUC VU BAN TAI

NHA HANG NINH KIEU RIVERSIDE ......c..cooiiiie ettt 27
3.1 Mét sb giai phap hoan thién quy trinh phuc vu ban tai nha hang Ninh Kiéu Riverside... 27
3.1.1 Nang cao nang luc chuyén moén nghiép vu ctia dd ngii nhan sy ...........coccevevvvecereniennnn. 27
3011 Co SO QAT PRAP .ottt sttt ettt sttt e ene 27
3.1.1.2 Pheong Gn thirC NIEN c....oveieieieieeees ettt sttt 27
3.1.1.2.1 Nang cao ky nang phuC Vu CUa NNAN VIBN: .....c.oociiiriiirerieeeee e 27
3.1.1.2.2 Nang cao Ky ning giao tiép ngoai Ngit Clia NNAN VIEN:..........cc.eveeveceeeereeeceeveeeee s 28
3.1.1.2.3 Nang cao ky ning giai quyét vin dé ciia quan Iy VA nhan VI8N:........c..cc.ceceeeveevercrenrennnnns 28
3.2.1.3 Padnh gid hiéu QUd Cia gidi PRAP:.....ooirereeeeee e 29
3.2.2 Hoan thién cac giai doan phuc vu cia bg phan Dan............cccooeerninneeee 29
3.2.2.1 Co SO QIAT PRAP .ottt sttt et st a ettt ene 29
3.2.2.2 Phueong an thirC NEGN .....o.veviiieeiece ettt ettt te s esteesaeaesaeenee e 29
3.2.2.2.1 Hoan thién cac thao tac phuC VU DaN:..........coveieiiicicece e 29
3.2.2.2.2 Dam bao vé sinh khu phuc vu va hau can Nha NANG: «......cvecveeeeeeeeeeeceee e, 30
3.2.2.3 Padnh gid hiéu QUd Cia gidi PRAP .....ceeeririeeeeeeese e 31
BB KN NMGN .ottt n e eaees 31
3.3.1 Kién nghi d6i véi BGP khach san Ninh Kiéu RIVErSide...........cc.covvevevverevecvnrnrererensnnenns 31
3.3.2 Kién nghi d6i véi BGP nha hang Ninh Kieu RIVErside...........c.co.covuveveeverevecvenrnrereensnnens 31
2 O I T N N OO 32
TAI LIEU THAM KHAO ..ot s s s s sessessaesassssssssassassssssnsansanes 33

Vii



MUC LUC DANH SACH HINH

Hinh 2.1 Logo Ninh KiU RIVEISIHE ..........coveeveeieicieeieeeee s, 15
Hinh 2.2 Cac dich vu b phan Tuu tril ..o 17
HINN 2.3 SANN LOTUS......cviiiiieiecccce s 17
HINN 2.4 SANN ROSE ..ottt b 18
Hinh 2.5 CAch set up ban & tANG TING ........cvvevceeeeeeeeeese e, 18
HIN 2.6 SANN RUDY ....ocviiic e 19
HINh 2.7 SANN DIAMONG......c..oiiiiiiiieiee e 19
Hinh 2.8 Sanh SapPhire.......cooveieiiiecc e 19
HINN 2.9 SANN PEAN.........oiiiiieee s 20
HINh 2.10 CAC PhONG VIP ..o 20
HINN 2,11 SKY Bl ......iciiiiece ettt et ennne s 21
HINN 2.12 TIEC NQOAT TrOT ..veveiveerieiiieiee ettt neenreas 21
HINA 213 HOT NGN ..o ees s es e ees e 22
Hinh 2.14 Massage Dai KIGU .........cco.cvrevieeereieseeeseeeee s esesesessesseses s ssnen s 22
HINh 2.15 CAC tOUr dU TICN ....vviivii ettt 23

viii



MUC LUC DANH SACH BANG

Bang 1.1 No6i dung c6ng viéc cua cac giai doan trong quy trinh phuc vu ban......

So d6 2.1 So db td chirc bo may quan ly cua khach san Ninh Kiéu..................



DANH MUC CAC KY HIEU, CHU VIET TAT

STT Chir viét tat, ky hiéu Y nghia
1 BGDb Ban giam déc
2 STT Sé thu ty
3 CCDC Cong cu dung cu
4 > Dan dén
5 / Hoac
6 & Va
7 KS Khéch san
8 DBSCL DPong bang séng Curu Long
9 VD Vi du




