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NHIEM VU KHOA LUAN TOT NGHIEP

Ho va tén sinh vién: Nguyén Lé Anh Thu
MSSV: 2254060023 Lop: 22KS1 Khoa: 2022 - 2026
Nganh: Quan tri khach san

1. Tén dé tai: Hoan thién quy trinh phuc vu Alacarte tai nha hang Epice thuoc
Pullman Danang Beach Resort

2. Noi dung:
Nghién ctru quy trinh phuc vu Alacarte tai nha hang Epice thugc Pullman
Danang Beach Resort, gom co s Iy luan, thuc trang ap dung va céc yéu tb
anh huong, tir 46 dé xuat giai phap hoan thién quy trinh.
Muc tiéu:
Hé théng hoa ly luan, phan tich thuc trang quy trinh phuc vu a la carte tai
nha hang Epice va dé xuat giai phap nang cao chit luong dich vu.
Phwong phap thuc hién:
Nghién ciru tai liéu, thu thap dir liéu tha cap tir bao cdo noi bo, quan sat
thuc té tai nha hang va phan tich — téng hop dit liéu.

3. Ngay giao khoa luan : ngay 02/02/2026

Ngay hoan thanh khoa luan : ngay 24/05/2026

5. Gidng vién hwéng din: Pham Thi Thu Ba

>

Noi dung va yéu cau Khoa luan tét nghiép da duoc thong qua Bo man.

Pa Nang, ngay thdng ndm
Truéng b mon Giang vién hwéng dan  Sinh vién thuc hién
(ky ghi 13 ho tén) (ky ghi r ho tén) (ky ghi 3 ho tén)
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(Diing cho nguwoi hiwedng dan)
Ho va tén sinh vién: Nguyén Lé Anh Thu
Ho va tén nguoi huéng dan: Pham Thi Thu Ba

Tén dé tai: Hoan thién quy trinh phuc vu Alacarte tai nha hang Epice thuoc Pullman
Danang Beach Resort

Noi dung nhan xét:

1. Tinh thin, thai d6 1am viéc:

2. No¢i dung khoéa luin:

4. Pong ¥ cho sinh vién bao vé khéa luin tét nghiép trwdc hdi dong.
Pa Nang, ngay thang ndm 20

Nguwoi nhan xét
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Hoc ham, hoc vi, chtrc danh, ho tén nguoi chim phan bién: .............cocco e
1. NHAN XET VE KHOA LUAN

1.1 Vé miit ndi dung:



1.2. Vé miit hinh thirc:

2. CAU HOI DANH CHO SINH VIEN

3. PIEMDPANHGIA: ...............

Pa Nang, ngay... thang ...ndm 202

Giang vién phan bién
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DANH MUC TU VIET TAT

STT | Ky hiéu viét tat Tén day du

1 QR Quick Response (Ma phan hdi nhanh)

5 SOP Standar(% Operating Procedure (Quy trinh van hanh
ti€u chuan)

3 PGS Pho gido su

4 TS Tién si

5 ThS Thac S1

6 POS Point of Sale (Piém ban hang)

7 F&B Food and Beverage (Am thuc va P6 udng)

8 TNHH Trach nhiém hiru han
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LOI CAM ON

Dé hoan thanh khoéa luén tdt nghi¢p nay, em da nhan dugc rat nhiéu sy quan
tam, huéng dan va hd trg quy bau tir quy thiy cd, nha trudng va don vi thue tdp. Em
xin dugc bay to 1ong biét on chan thanh va siu sic dén tit ca nhitng c4 nhan va tip
thé da giup d& em trong sudt qua trinh hoc tap va thuc hién dé tai.

Trude hét, em xin guri 101 cam on chan thanh dén ¢6 Pham Thi Thu Ba — giang
vién hudéng dan thudc Khoa Du lich, Trudng Pai hoc Kién trac Pa Ning. Trong sudt
qua trinh thyc hién khoa ludn, c6 di tan tinh huéng dan, gop ¥ va hd trg em ca vé
kién thirc chuyén mon 1an phuong phap nghién ciru. Nhitng nhan xét va dinh hudng
ctia c6 di gitp em hoan thién dé tai mot cach tot hon va c6 thém nhiéu kién thire thue
tién bo ich cho ban than.

Em xin chan thanh cdm on Ban Gidm hi¢u Truong Pai hoc Kién tric Pa Ning
cung quy thay c¢6 Khoa Du lich da tao diéu kién thuan loi va truyén dat cho em nhiing
kién thirc quy bau trong sudt thoi gian hoc tp tai truong. Pay 1a nén tang quan trong
gitip em c6 thé van dung vao qua trinh nghién ctru va thyc hién khéa luan tot nghiép.

Pong thoi, em xin giri 10i cam on sdu sic dén Ban lanh dao cung toan thé
anh/chi nhan vién tai Pullman Danang Beach Resort da tao diéu kién cho em duoc
thuc tap trong moi trudong lam viée chuyén nghiép va nang dong. Pac biét, em xin
cam on bg phan Nha hang Epice da tan tinh hudéng dan, chia sé kinh nghié¢m thyc té
va ho trg em trong sudt qua trinh thuc tap tai don vi. Nhitng trai nghiém thuc té tai
nha hang di gitp em hiéu rd hon vé nghiép vu phuc vu nha hang khach san, dong
thoi gitip em c6 thém co sé thuc tién dé hoan thién dé tai khoa luan ctia minh.

Trong qua trinh thuc hién dé tai, mac du em da c géng nd luc hoan thanh tét
nhat c6 thé, tuy nhién do kién thtrc va kinh nghiém thuc t& con han ché nén khoéa luan
kho tranh khoi nhitng thiéu sét nhat dinh. Em rat mong nhan dugc sy gop ¥ va nhan
xét tir quy thay co6 dé dé tai duoc hoan thién hon.

Cubi cung, em xin kinh chiic quy thay c¢6 Trudng Dai hoc Kién tric Da Ning
cung Ban ldnh dao va toan thé nhan vién Pullman Danang Beach Resort luén doi dao
suc khde, thanh cong va dat nhiéu thanh tuu tt dep trong cong viéc cling nhu cudc
song.

Em xin chan thanh cam on!
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PHAN MO DAU
1. Dit vin dé

Trong nhitng nim gan day, nganh du lich — khach san Viét Nam c6 sy phat
trién manh mé cé vé quy mé 1an chét luong, dac biét tai cac trung tdm du lich 16n nhu
Pa Ning. Su gia ting nhanh chong cua cac khach san va khu nghi dudng cao cap da
tao ra moi truong canh tranh ngdy cang gay git. Trong bdi canh dé, viéc ning cao
chat luong dich vy va téi uu hoa quy trinh phuc vu tr¢ thanh yéu t6 then chét gitp
cac doanh nghiép khach san thu hat khach hang, nang cao hinh anh thuong hiéu va
gia tang kha nang canh tranh trén thi truong.

Bén canh dich vy luu tra, dich vu an ubng dong vai trd quan trong trong hoat
dong kinh doanh cua khach san, gop phan khong nho vao doanh thu cling nhur trai
nghi¢m téng thé cua khach hang. Trong d6, hinh thirc phuc vu a la carte (phuc vu theo
thuc don goi mén) ngay cang dugc wa chudng, dic biét doi vdi phan khiic khach cao
cap va khach qudc té. Loai hinh nay cho phép khach hang chi dong lwa chon mén an
theo s& thich c4 nhan, dong thoi doi héi su chuyén nghiép cao trong timg khau phuc
vu, tir tiép nhan yéu cau, ché bién moén an dén phuc vu va cham séc khach hang. Vi
vay, quy trinh phuc vu a la carte can duoc xay dung khoa hoc, déng bo va linh hoat
nham dam bao chét lwong dich vu va mang lai trai nghiém t6t nhat cho khach.

Pullman Danang Beach Resort 1a mot trong nhitng khu nghi dudng cao cép tai
thanh phé Pa Nang, thudc tip doan Accor, chuyén phuc vu da dang doi tuong khach
trong va ngoai nude. Trong hé théng dich vu an udng ctia khach san, nha hang Epice
1a diém nhén quan trong, cung cip cic moén an phong phii theo phong cach A — Au
va phuc vu cha yéu theo hinh thirc a la carte. V6i khong gian sang trong, thuc don da
dang va do1 ngli nhan vién duogc dao tao chuyén nghi¢p, nha hang Epice da gop phén
nang cao hinh anh va chit lugng dich vu cua khach san.

Tuy nhién, trong qua trinh hoat dong thuc té, quy trinh phuc vu a la carte tai
nha hang Epice van con ton tai mot sd han ché nhit dinh. Cu thé, su phéi hop gitra
cac bd phan nhu phuc vy, bép va thu ngan doi khi chua that sy nhip nhang; thoi gian
phuc vu vao nhiing thoi diém cao diém con kéo dai; mot sb thao tac trong quy trinh
chua dugce tiéu chuan héa hoan toan; k§ nang giao tiép, xir Iy tinh huéng ctia nhan
vién chua that sy n6i bat so véi cac ddi thi canh tranh trong cung phan khic. Nhirng
han ché nay khong chi anh hudng dén hiéu qua hoat dong ciia nha hang ma con tac
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dong dén trai nghiém va sy hai long cua khach hang.

Xuét phat tir nhitng van dé néu trén, viéc nghién ctru va dé xuat cic giai phap
nham hoan thién quy trinh phuc vu a la carte tai nha hang Epice 1a hét stic can thiét.
Thong qua viéc hé théng hoa co sd 1y ludn vé quy trinh phuc vu trong nha hang, phan
tich thuc trang hoat dong tai nha hang Epice, danh gia cac uu diém va ton tai trong
tirng budc cua quy trinh, dé tai s& dé xuét cac giai phap cu thé nhdm nang cao tinh
chuyén nghiép, rat ngin thoi gian phuc vy, ting cuong su phdi hop gitta cac bo phan
va cai thién chat luong dich vu.

Nghién ctru nay khong chi gop phan nang cao hiéu qua hoat dong va chat
lugng phuc vu tai nha hang Epice ma con gitip Pullman Danang Beach Resort cung
¢ hinh anh thuong hiéu, nang cao nang luc canh tranh va huéng dén sy phat trién
bén viing trong bdi canh nganh du lich — khach san ngay cang phat trién va hoi nhap
sau rong.

2. Pinh hwéng nghién ciru
2.1. Muc tiéu nghién ctru

- Hé thdng hoa co so 1y luan vé quy trinh phuc vu Alacarte tai nha hang thudc
khach san.

- Phén tich thuc trang quy trinh phuc vu Alacarte va cc yéu t6 anh hudng dén
quy trinh phuc vu Alacarte tai nha hang Epice thudc Pullman Danang Beach Resort.

- Pé xuét cac giai phap hoan thién quy trinh phuc vu Alacarte tai nha hang
Epice thudc Pullman Danang Beach Resort.

2.2. Poi twong nghién ciru

Péi twong nghién ctru: Quy trinh phuc vu Alacarte tai nha hang Epice thudc
Pullman Danang Beach Resort.

2.3. Phuong phap nghién ciru

+ Thu thap thong tin tir sach, gido trinh va vin ban lién quan dé tong hop co
so ly thuyét vé quy trinh phuc vu Alacarte tai nha hang thugc khach san.

+ Thu thap dit liéu tir cac bao cdo nodi bd dé tong hop thong tin vé Pullman
Danang Beach Resort.

+ Thu thap dir li¢u tir cac van ban.

+ Quan sat hoat dong tai nha hang Epice dé ndm bt quy trinh phuc vu Alacarte
tai nha hang Epice.
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+ Phén tich cdc wu diém va han ché trong quy trinh phuc vu Alacarte tai nha
hang Epice, tir d6 d& xuét cac giai phap hoan thién quy trinh phuc vu Alacarte tai nha
hang Epice.

2.4. Pham vi nghién ctru

- Pham vi khong gian: Pullman Danang Beach Resort.

- Pham vi thoi gian: Cac dit li¢u thu cép dugc thu thap tir ndm 2022 dén nam
2025. Céac dir liéu so cép dugc thu thap tu thang 08/2025
2.5. NOi dung nghién ciru

Nghién ctru bao gom 3 ndi dung chinh:

Chuong 1: Co s& 1y ludn vé quy trinh phuc vu Alacarte tai nha hang thudc khach san

Chuong 2: Thyc trang quy trinh phuc vu Alacarte tai nha hang Epice thudc Pullman
Danang Beach Resort

Chuong 3: Giai phap hoan thién quy trinh phuc vu Alacarte tai nha hang Epice thudc
Pullman Danang Beach Resort
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CHUONG 1: CO SO LY LUAN VE QUY TRINH PHUC VU ALACARTE
TAI NHA HANG THUQC KHACH SAN
1.1. Tong quan vé hoat dong kinh doanh khach san
1.1.1. Khdi niém vé kinh doanh khdch san

Cung v61 su phat trién cua xa hoi, hoat dong kinh doanh khach san da khong
ngirng phat trién. Cac khach san ngay nay khéng don thuan chi cung cép dich vu luu
tra, an udng ma con kinh doanh céc dich vy bd sung khac nhu giai tri, thé thao, y té,
vat ly tri liéu, cham soc sdc dep... Nhin chung, khach san khong chi kinh doanh cac
dich vu va hang hoéa do khach san tu san xudt ra ma con kinh doanh mét sé dich vu,
hang hoa do cac nganh khac san xuét. Do vay khach san con thuc hién chirc nang "
dai 1y" ban cac san pham cta cac nganh khac trong nén kinh té.

Thong thudng, khach san cang 16n thi s6 lwong dich vu cung cip cho du khach
cang da dang va phuc tap. Trong tic pham *Managing Hotels Effectively* ctia Nebel
(1991 : 9) da viét : *Khach san thuc té cling gidng nhu mot thanh phé thu nho va phan
16n nhitng nhu cau phuc vu cho con ngudi & ngoai xa hoi cling xay ra y nhu thé trong
khéch san". Xét vé linh vuc hoat dong, gido trinh nay da nhan dinh vé kinh doanh
khach san nhu sau :

Nhan dinh trén bao quat kha chung vé kinh doanh khach san. Tuy nhién, dé
thdy r6 hon dic thu cta hoat dong nay dua trén chic nang kinh doanh cta né thi can
phai cu thé hon vé khai niém nay. Thuc té hoat dong kinh doanh khach san chu yéu
dua trén ba mang hoat dong chinh :

> Kinh doanh vé luu tra du lich va nhitng dich vu kém theo.

» Kinh doanh vé an uéng va cac dich vu kém theo.

» Kinh doanh cac dich vu bd sung.

Trong d6, kinh doanh luu tra va an udng 1a hai dich vu co ban nhét trong kinh
doanh khéch san, mac du xu hudéng hién nay ctua nhiéu khach san 1a ty trong doanh
thu tir dich vu bo sung ngay cang ting trong tong doanh thu ctia khach san. O hoat
dong co ban thu nhét, khach san cung cép cho khach cac dich vu vé luu tra va dich
vu kém theo ¢6 tinh phi vat chét. Cac dich vu duoc cung cép truc tiép cho khach chu
yéu thong qua co s¢ vat chét ky thuat ctia khach san va hoat dong phuc vu cua nhan
vién.

O hoat dong co ban tht hai, thi ban chat cta hoat dong nay 1a thé hién qua ba
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chtrc nang co ban : (1) Chirc nang san xudt vat chat (san xuét ra cac mén in phuc vu
khach); (2) Chirc ning luu thong (ban cac san phadm do khach san san xut va cac san
pham do cac nganh khac san xuit nhu cong nghiép thuc pham, néng nghiép...); (3)
Chtrc nang td chirc viéce tiéu thu san phém (tao ra diéu kién can thiét dé khach tiéu
thu tai chd v&i tién nghi tot va khung canh thuan tién) (Nguyén Van Manh va Hoang
Thi Lan Huong, 2004). Hoat dong nay dugc phuc vu truc tiép cho du khach trong cac
nha hang va co s¢ an uéng khac tai khach san. Nhu vay, ¢ ca hoat dong kinh doanh
luru tra va dn udng déu 1a hoat dong kinh doanh c6 diéu kién, nghia 13 né phai dugc
phuc vu trong nhiing diéu kién vat chat nhat dinh tuong tng v6i cip hang ctia khach
san ma du khach chép nhan bo tién ra mua ching.

O hoat dong thur ba 1a kinh doanh dich vu bo sung thi tuy vao tung dich vy, co
dich vu khach san chi thuc hién chu yéu la chirc nang luu thong nhu dich vu ban hang
luu niém. C6 dich vu khach san to chirc phuc vu va cung cép truc tiép cho du khach
nhu mét s dich vu vui choi giai tri, vat 1y tri liéu... Tuy nhién, du la dich vu gi cling
phai dugc thuc hién trong nhiing diéu kién va co s& vat chat va mic do phuc vu nhét
dinh, voi muc ti€u dem lai loi nhuan cho khach san.

Viy, co thé dinh nghia vé kinh doanh khach san nhu sau : "Kinh doanh khach
san la hoat dong kinh doanh trén co so cung cdp cac dich vu lvu tru, an uéng va dich
vu bo sung trong nhirng diéu kién vé co sé vat chat va mirc do phuc vu nhat dinh
nham ddp vmg nhu cau cia du khdch khi tiéu ding céc dich vu nay"

1.1.2. Pic diém ciia kinh doanh khdch san

D3 ¢ nhiéu giao trinh dé cap dén dic diém kinh doanh cua khach san ding
trén khia canh t6 chire, dic diém hoat dong... Xét trén khia canh tinh chit hoat dong,
gido trinh nay tong hop mot sé dic diém cta kinh doanh khach san nhu sau:

Kinh doanh khéch san c6 tinh chu ky : Kinh doanh khach san luén c6 tinh chu
ky, diéu nay phu thudc vao nhiéu yéu té nhu tinh thoi vy, loai hinh hay cép hang
khach san va thi truong ma khach san nham dén... Vi du nhu: Nhitng khéach san phuc
vu khéach cong vy, thuong gia s& c6 ty 1& chiém phong cao vao cac ngay trong tuin
va vang vao nhiing ngay cudi tuan hay mot khach san nghi mat & ving bién mién
Trung s& dong khach vao mua hé (mua ning) va it khach vao mua mua... Tinh chat
chu ky nay & mot s6 khach san rat d& nhan théiy va n6 ludn biéu thi dic tinh tuan hoan
(lap di 1ap lai), nhung & nhiéu trudng hop nd giy nén su bién dong 16m, tao su kho
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khin trong hoat dong khach san. Do d6, doi hoi nguoi quan 1y phai luén luén kiém
soat, diéu chinh nhim c6 bién phap ting cudng luong khach dén trong nhimg dip
vang khach.

Kinh doanh khéch san mang tinh lién tuc : Kinh doanh khach san 1a hoat dong
kinh doanh dich vu phuc vu lién tuc. Khach san m& ctra 24/24 trong ngay va phuc vu
365 ngay trong nam (8760 gi0). Khong cé gi ngac nhién khi nhitng ngudi cong tac
trong khach san mé ta cong viéc cua ho 13 : "cong viéc sudt ngay" va "dé 1a thé gisi
thu nho khong bao gido dong ctra" (Nebel, 1991 : 11). Chinh sy phuc vu lién tuc nay,
doi hoi khach san phai luon duy tri su phuc vu cao do va quan 1y chat lugng tot nham
dap Gmg nhu cau cua du khach.

Kinh doanh khach san doi hoi dung lugng von dau tu 16n : Muc dich cua viéc
xdy dung khach san du lich nhim thoa mén cac nhu cau da dang, phong phu cua
khéch du lich trong thoi gian ho luu lai. Do do, khach san du lich phai xay dung khang
trang, dep d¢€, dugc trang bi nhiing tién nghi can thiét dé phuc vu khéach du lich, chinh
vi vay ma von xay dung co ban 16n. Hon nita do tinh chét thoi vu cua hoat dong du
lich, mac du phai dau tu mot sb tién 16n cho viée xay dung khach san nhung no6 chi
kinh doanh c6 hiéu qua vai thang trong ndm. Ngoai ra chi phi cho vi¢c bao tri, bdo
dudng khach san chiém ty 18 khé cao trong gia thanh cia dich vu va hang héa, vi vay
cac nha quan 1y khach san dang c6 ging tim nhiéu giai phap dé khic phuc nhugc
diém trén.

Kinh doanh sach san doi héi sir dung nhiéu nhan cong : Nhiéu khau trong kinh
doanh khach san phai str dung nhiéu lao dong "sdng" (truc tiép phuc vu khach), & cac
khau nay rat kho ap dung tién bo khoa hoc k¥ thuat nhu co gii hoa, tu dong hoa..
Day 14 nguyén nhan din dén viéc ting chi phi tién luvong trong khach san do vy doi
hoi cong tac to chire lao dong & ting cong doan trong day chuyén san xuat, phuc vu
phai hop 1y dé ning cao ning suit lao dong va dam bao chat luong phuc vu.

Kinh doanh khach san c6 xu hudéng chon loc ddi tuong khach: Tuy thudc vao
cép hang, tinh chét, vi tri va chién luoc kinh doanh... ma mdi khach san ngay tu khi
xdy dung va hoat dong déu nham dén mot va mot vai phan khic khach hang nhat
dinh va ho tap trung khai thac d6i tuong d6. Vi du nhu: C6 nhitng khach san chuyén
phuc vu khéach cong vu, c6 nhitng khach san chuyén khai thac khach du lich theo
doan... S& 1a diéu "khong tudong" néu chung ta cho rang trong mot toa nha cta khach
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san c6 thé phuc vu hét moi d6i tuong khach tir khach binh dan dén du khach hang
sang. Diéu nay giai thich mot phan vi sao cac tip doan khach san nhu Marriott, Accor..
phai thanh 1ap cac hé thong khac nhau dé hudng tdi cac ddi tugng khach khac nhau.
Viée chon loc ddi tuong khach ctuia khach san thuong thong qua co ché gia, diéu kién
co s& vat chat, trang bi va dich vu cua khéach san phu hop nhét cho ddi tuong khach
nay, dong thoi thong qua cach thire tiép cin ngudn khach nhu quan hé véi cac hing
lit hanh chuyén cung cap dbi twong phul hop, cac chuong trinh tiép thi, quang céo....

Hoat dong ctia cac bd phan nghiép vu co tinh doc 1ap twong ddi trong mot quy
trinh phuc vu cua khach san: Do tinh chét nghiép vu cua cac bd phan nghi€p vu nhu
buéng, ban, 18 tan... c6 tinh dic thu riéng nén hoat dong cua cac bd phan nghi¢p vu
c6 tinh doc 1ap tuong dbi. Picu nay cho phép thyc hién cac hinh thirc khoan va hach
toan & timg khau nghiép vu dong thoi ciing phai c6 su diéu chinh, phdi hop hoat dong
cta tirmg bd phan va mdi thanh vién lao dong cua khach san that chit ché.

Kinh doanh khach san c6 tinh truc tiép va téng hop cao: Tinh tryuc tiép trong
kinh doanh khach san do anh huéng bai dic thi ciia san pham khach san 1a khong thé
Iwu kho va qua trinh san xuat dong thoi voi qua trinh tiéu dung san pham. Vi vay, qua
trinh khach dén tiéu ding san pham cta khach san ciing chinh 1 qua trinh tiéu thu
san pham ciia khach san. Ngoai ra, dé cung cAp mét san pham hoan chinh dén du
khach trong mot khach san bao gdm su tham gia ciia rat nhiéu bo phan véi rat nhiéu
cong doan. Ngay trong mot cong doan ciing da c6 nhiéu khau phuc vu. Do dé, n6 doi
hoi tinh tong hop rat cao dé co thé dap tmg nhu cau ciia khach.

Kinh doanh khach san phuc vu da dang d6i twong khach: Mic du ¢6 xu hudng
chon loc d6i tuong khach. Tuy nhién, ddi tuong phuc vu cua khach san la khach du
lich véi nhitg dan tdc, co ciu xa hoi (gidi tinh, tudi tic, vi tri x3 hoi...) nhan thirc, s¢
thich, phong tuc tap quan, 16i séng khac nhau. Do vy, khach san doi hoi phai nghién
ctru, nam bat duoc yéu cau cta khach dé thoa man cac nhu ciu cta ho. Khong coi
trong van dé nay s& dan dén viéc str dung lang phi co s& vat chat, nguyén liéu hang
hoa, gidm sut chét luong phuc vy, mét khach dff)ng thoi han ché hiéu qua kinh doanh.
1.1.3. Co ciu té chive ciia khdch san

Mo hinh t6 chtrc dién hinh ctia khach san c6 quy moé tir 200 dén 400 budng véi
thir hang 4 - 5 sao



Hoi dong
quan tri

v

Tong gidm doc

Bo || Bo || BO || Bo || BO Bo Bo
B3 || s || phan || Phan || phan || phin || g, || phan || B3 Ji o
phan p huc P huc quan || quan || tai han Kinh || phan leji
don || PVC || PY tri tri || chinh|[,2*" ||doanh quay .
vu |[vu an - % A z ||bao vé|[ ",z ; choi
ti€p [lhud Z thict || nhan || ke tong ([ hang || ... .

uong|| uong bi lue toan hop glai tr1

(Nguon: Gido trinh quadn tri kinh doanh khéch san ciia PGS TS Nguyén Vin
Manh va TS Hoang Thi Lan Huong)
Hinh 1.1 So’ d t6 chirc bd may dién hinh ctia khach san tir 200 budng
tré 1én voi thir hang 4 - S sao

Theo md hinh to chitc ndy cua khach san 4 sao phai xdy dung dugc vai tro,
chtrc ndng, nhiém vu cua tung by phan vdi cac chic danh, quy tac, didu 18 va tiéu
chuan hoa quy trinh va k¥ thuat thao tac, cac quy dinh quan hé ndi bo va cac quan hé
khac voi bén ngoai pht hop cho méi khach san.

% Héi dong quan tri:

Hoi déng quan tri 1a co quan quyén luc cao nhat cua khach san, gdm céc dai
biéu do diéu 1& khach san va theo cac diéu khoan phap 1y hién hanh quy dinh, dic
diém tinh chat, hinh thtrc s¢ hitu ma khach san d6 thudc vé.

% Chike trach chit yéu ciia hdi dong qudn tri bao gom:

Thuc hién hop dong va phu luc hop dong da ky két véi cac ddi tac.

Thi hanh va sira d6i diéu 1¢ cua khach san trong khung phap 1y cho phép.

Tham tra phuong cham xay dyung va kinh doanh, ké hoach dau tu, ké hoach
kinh doanh, duy toan, quyét toan, phuong an phén chia loi nhuan hodc bu 16 hang nim
cua khach san.

Tham tra bao cdo cia tong giam ddc.

Quyét dinh thanh 1ap cic bo phan quan 1y cta khach san va tién luong, phic
loi va cac dai ngd khac cho nguoi lao dong trong khach san.

Phé chuan cac hop ddng va cac thoa thuin quan trong.



Ban hanh céc diéu 18, ché d6 quan trong cua khach san.

B6 nhiém Téng Giam déc, Pho Toéng Giam ddc, Ké toan trudng, Trudng ban
kiém toan (thdm dinh).

Xéc dinh phuong phép trich rat va st dung quy du trit, quy tién thuéng va
phiic 10i, quy phat trién khach san.

Thao luan va phé chuin phwong 4n khi can cai td khach san. Phé chuan Hoi
d6ng thanh 1y va phu trach cong tac thanh Iy khach san khi can thiét.

Céc hoi nghi cua Hoi déng Quan tri phai c6 trén 2/3 sb uy vién tham dy, cac
quyét nghi phai quéa ban s6 iy vién tham dy. Ngoai ra cac nghi quyét sau day phai
dugc tat ca cac uy vién trong hoi dong nhat tri.

v’ Stra d6i va bo sung hop dong, diéu 1¢.

v/ Cham dut va giai thé khach san.

v' Sat nhap vdi khach san khac.

v Piang ky gia ting tu ban va chuyén nhuong.
% B phdn vin phong Téng Giam doc

Vin phong Tong Giam déc 1a bo phan chitc niang hanh chinh cao nhét vé quan
1y khach san. Du61 su lanh dao va chi dan cta Téng Giam dbc dé 1ap ké hoach cong
tac, cac quy tac, quy dinh dé dat dugc muc tiéu kinh doanh cua khach san; thuc hién
don ddc kiém tra, chi dao cac bd phan hoan thanh cong viéc dugc giao; Phéi hop quan
hé va cong viéc gitra cac bd phan trong khach san, thay mat khach san lién h¢ vdi cac
t6 chirc co quan, khach san bén ngoai, giai quyét cac cong viéc hanh chinh hang ngay
dé dam bao cho cong viéc kinh doanh ctia khach san dién ra binh thudng.

% Chite néng ciia Tong Gidm doc:

+ Chte danh: Tong Giam ddc.

+ B0 phan Vin phong Tong Giam ddc.

+ Nguoi lanh dao truc tiép: Uy vién thuong truc Hoi dong Quan tri.

+ Chirc nang: Chiu sy lanh dao ctia Hoi dong Quan tri, nghiém tiic chap hanh
cac phuong cham chinh sach, ludt phap ctiia Nha nudc, vach ra va td chirc thuc hién
chién lugc kinh doanh va thuc hién ké hoach kinh doanh ctia khach san, khong nguing
nang cao hiéu qua kinh té va hiéu qua x4 hoi ctia khach san. Duéi Tong giam dbc con
c6 cac chirc danh khac nhu: tro Iy giam déc, giam dbc hanh chinh, thu ky vin phong

téng giam ddc, thu ky riéng tong giam doc.



Tat ca cac chire danh nay déu nam trong bd phan Vian phong Tong Giam doc
va ngudi lanh dao truc tiép 1a Téng Giam dbc. Tuy nhién chirc ning va nhiém vu cu
thé gin véi trach nhiém cta timg ngudi dam nhan cac chire danh khac nhau phai duoc
xac dinh that rd rang va cu thé.

% Bé phdn tiép nhdn khdch

bay la trung tdm van hanh cua toan bo khach san, dau mdi lién hé gitta khach
v61 khéch san, 1a bd phan tham muu, trg gitip cho bd may quan ly khach san.

Tiép nhan khach duoc hiéu 1a phuc vu khach trong sudt qué trinh quan hé gitra
khéch va khéch san ké tir khi khach dat buéng cho t61 khi khach thanh toan ro1 khoi
khach san.

*» Bo phdn phuc vu buo”‘ng

B6 phan nay con goi la by phan quéan gia trong khach san. B phan phuc vu
budng c6 pham vi kiém soat rong, ddi twong quan 1y phic tap, lao dong chiém ty 18
16n 1 cong nhan lanh nghé. Doanh thu chiém ty trong 16n nhit trong tong doanh thu
cua toan khach san. Cong viéc chinh cua bd phan nay la lam v¢ sinh bao dudng toan
bd cac budng, phong hoi hop, bao dam cung Gng cac dich vu giat 13, cho thué d6
dung, lam v¢ sinh (t?ly trung, di¢t chudt gian rudi, mudi) va bao dudng cac khu vuc
cong cong. Muc tiéu quan Iy ¢ bd phan nay 13 phuc vu khach theo tiéu chuan tht hang
cua khach san (da duoc chuin ho4 theo tiéu chuin quéc té). Bao dam cac dich vu
hoan héo, chuan myc 1am cho khach cam théy thoai mai, thuan tién, thuan loi, vé
sinh, lich s, chu d4o va an toan, thu hat nhiéu khach méi, xay dung long trung thanh
ctia khich ddi véi khach san.

B6 phan nay co thé duoc t6 chire thanh cac bd phan nho: van phong, bo phan
phuc vu buéng, bo phan phuc vu giat 1a dd vai, bd phan phuc vu khu vyc cong cong.

Céc chitrc danh & bo phan nay bao gém giam déc, phé giam déc, trg 1y giam
dbc, thu ky, nhan vién phuc vu buéng, truong by phan vuon hoa cdy canh, khuon
vién, truong kho, trudng ca, truong bo phan quan ly dd vai, nhom truong cac nhém
phu trach v¢ sinh cac khu vuc cong cong, nhan vién v¢ sinh.

% BG phdn phuc vu dn uong

Day 1a moét trong nhitng by phan 16n va cling 1a by phan quan trong trong
khach san. B phan nay c6 dac diém:

S6 lugng lao dong 16n, nhiéu nghé khoang 40 chirc danh gy nén su phtc tap
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trong t6 chirc quan 1y lao dong.

Doanh thu chiém ty trong 16n (th hai) trong tong doanh thu cua toan khach
san.

Thi hiéu khéu vi dn udng da dang, phirc tap (Iam ddu trim ho).

DPam béo cac dich vu an udng khong chi thoa man nhu cau sinh Iy ma con thoa
mén nhu cau tam 1y.

Chtic ning ctia bd phan nay 13 phuc vu khach cac mon an. d6 uéng mot cach
t6t nhat theo dung mong mudn cua khach.

Muc tiéu quan ly dat ra & b phan nay la tao ra nhiitng mén an ngon (ngh¢ thuat
van héa 4m thuc), an toan thuc phém, gia ca hop 1y, phuc vu khach tan tinh véi thai
d6 vin minh lich sy va hiéu khach, tao ra bau khong khi thoai mai, lam cho khach
cam thdy khong chi an ngon, udng say ma con cam thay dé chju nhu & nha minh. Cac
chtrc danh & bd phan nay co thé 1a: Giam ddc, pho giam ddc, tro Iy giam déc, thu ky
giam ddc, trudng tiép thi, truong cac phong in (néu c6 nhiéu phong), trudng ca lam
viéc, nhan vién ban, nhan vién don dan khach & phong dn, nhan vién phuc vu khach
an tai budng khach &, truéng phong phuc vu d6 uéng, nhan vién pha ché ruou, nhan
vién quay bar, truong phong tiéc, nhan vién phuc vu ban tiéc. bép truong hanh chinh,
bép trudng ky thuat, truéng bd phan nau bép, tho ndu an, truong bod phan dd an nguoi,
dd an nuong, tho [am moén an ngudi. Truong b phan phu trach dung cu va tap vu,
trudng kho, nhan vién quét don, nhan vién rua bat, nhan vién phuc vu phong an ndi
bo.

*» Bo phdn quan tri thiét bi:

B6 phan quan trj thiét bi ¢6 chitc nang quan 1y, van hanh, bao tri va sira chita
toan by hé théng co s& vat chat k¥ thuat trong khach san nham dam bao cac trang
thiét bi ludn hoat dong 6n dinh va an toan.

Nhiém vu chinh:

- Kiém tra va bao dudng hé théng dién, nude, didu hoa, thang may

- Sira chita cac thiét bi hu hong trong khach san

- bam bao an toan k¥ thuat va phong chéy chira chay

- Ho tro cac bd phan khac xt ly su cd ky thuat

% Bo phan quan tri nhan lyc

B6 phan quén tri nhan lyc ¢ chirc ning quan 1y ngudn nhan lyc cta khach



san, dam bao du sd lugng va chét lugng nhan vién phuc vu hoat dong kinh doanh.
Nhiém vu chinh:
- Tuyén dung va bd tri nhan su
- Bao tao va nang cao nghiép vu cho nhan vién
- Quan 1y hd so lao dong va ché do phuc loi
- Thuc hién chinh sach lvong thudng va danh gid nhan vién
- bam bao thuc hién dung quy dinh cua phap luat lao dong
% Bo phan tai chinh — ké todn:
Bo phan tai chinh — ké toan c6 chirc ning quan 1y cc hoat dong tai chinh va
thyc hién cong tac ké toan cua khach san.
Nhiém vu chinh:
- Theo ddi doanh thu va chi phi
-Lap ké hoach tai chinh va bao cao ké toan
- Kiém soat cac khoan thu — chi cua khach san
- Quan 1y tién mat va thanh toan ctia khach
- Kiém tra, giam st cac hoat dong tai chinh
¢ B phdn bao vé:
B6 phan bao vé c6 chirc nang dam bao an ninh, an toan cho khach hang, nhan
vién va tai san cua khach san.
Nhiém vu chinh:
- Kiém so4t an ninh trong khu vuc khéch san
- Huéng dan va hd tro khach khi can thiét
- Giam sét tai san va xur 1y cac tinh hudng khan cip
- Phéi hop thuc hién cong tac phong chay chira chay
- bam bao trat tu trong khéach san
% B¢ phdn kinh doanh tong hop:
Bo phan kinh doanh tong hop c6 chirc nang xay dung ké hoach kinh doanh,
tim kiém khach hang va phat trién thi truong cho khach san.
Nhiém vu chinh:
- Nghién ciru thi truong va nhu cau khach hang
- Tim kiém déi tac va ngudn khach moi

- Xay dung chuong trinh quang ba va ban hang



- Phdi hop véi cac bd phan dé nang cao doanh thu
- Thuc hién cac hoat dong cham séc¢ khach hang
% B phdn quady hang:

Bo phan quay hang c6 chirc ning kinh doanh cac mit hang phuc vu nhu céu
mua sam cta khach luu tri trong khach san.

Nhiém vu chinh:

- Ban hang luu niém, d6 dung ca nhan va cac san pham can thiét

- Trung bay va bao quan hang hoa

- Tu van va phuc vu khach mua hang

- Kiém ké va quan Iy hang hoa tai quiy

*» B phan vui choi gidi tri:

B0 phan vui choi giai tri ¢o chirc nang to chirc cac hoat dong thu gidn, giai tri
nham dap tng nhu cau nghi ngoi va nang cao trai nghiém cho khach luu tru.

Nhiém vu chinh:

- Quan 1y ho boi, phong gym, spa va khu vui choi

- T6 chirc cac chuong trinh giai tri va hoat dong thé thao

- Phuc vu nhu cau thu gian cua khach

- Pam bao an toan va chat lwong dich vu giai tri trong khach san
1.2. B phan nha hang trong khach san
1.2.1. Khdi ni¢m

Lacosdan uéng phé cap nhét, dai dién trong céc loai hinh co s¢ an uéng tao
diéu kién cho khach an ubng, nghi ngoi (6 mot s6 nudc Pong Au, nha hang con 13
noi vui choi giai tri). Nha hang (restaurant) thuong dugc xay dung trong cac khu vuc
c6 hoat dong du lich phat trién (doc 1ap hodc thudc khach san).

V& chirc ning, nha hang khong chi phuc vy dn ubng véi tat ca cic bira in (sang,
trua, chiéu, toi khuya) cho khach ma con phuc vu theo yéu ciu cta khach. Bén canh
d6, nha hang con 1a noi nghi ngoi va giai tri cua khéach trong khoang thoi gian ho an
ubng. Khi ndi dén nha hang ching ta hiéu nd phai c6 nhimg diéu kién vé co so vat
chat nhat dinh nhu toa nha, trang thiét bi... dé phuc vu khach.

Nha hang (restaurant) véi cach hiéu chung nhat bao gém tir nhiing co s& dn
ubng binh dan phuc vu an trua hoic tdi cho nhimg ngudi 1am viéc gan d6, don gian
13 noi phuc vu thtrc an v6i gia thap, cho dén nhitng co s& dn udng sang trong phuc vu
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céc loai thirc dn d6 udng tét hon trong mot khong gian sang trong hon. Thong thudng,
khach hang 3n mic binh thudng thoai mai trong nhirng co s& in udng binh dan nhung
trong cac co sO an udng sang trong, tiry theo phong tuc va vin hoa cia mdi noi ma
khach hang phai dn mic trang trong pht hop véi cAp d6 cta nha hang.

Thong thuong, khach hang ngdi tai ban, yéu cau cia ho s& dugc ghi nhan boi
nhan vién phuc vu (waiter/waitress), ngudi s& dem thirc dn va do udng dén cho khach
khi d3 sin sang, khach hang tra tién sau khi duoc phuc vu xong va trude khi roi khoi
nha hang. Trong nhirng nha hang sang trong khach s& dwgc don chao tir 161 vao bai
nhan vién 1€ tin ctia nha hang (Host/hostess) hodic tham chi 1a ngudi quan 1y nha hang
(Maitre d'hotel) sau d6 khach s& dugc dua vao tan chd ngéi, nhitng nhan vién phuc
vu khac bao gdm ca nhéan vién phuc vu, trung chuyén moén (busboy) va sommelier'
dang cho sin dé phuc vu khach trong nha hang.

Vay, ¢6 thé hiéu khai niém vé nha hang nhu sau : "Nha hang (restaurant) 1 co
s& vo1 nhiing diéu kién vé co s& vat chat nhat dinh nham phuc vu nhu cau an uéng,
nghi ngoi, giai tri cho khéach du lich va nhitng ngudi c6 thu nhap véi nhitng hoat dong
va chirc ndng da dang"

Véi nha hang bén ngoai ngudi ta phuc vu nhiéu déi twong khach.

Riéng nha hang trong khach san chi1 yéu phuc vu khach Iuu tra va khach ngoai,
trong d6 nhiém vu phuc vu khach luu tra trong khach san 1a quan trong. Nha hang
trong khach san ¢6 nhiém vu :

+ San xuit mon an, do udng cé chét luong cao, phong phu vé chung loai dap
g nhu cau cta khach du lich.

+ Tao ra moi trudng thuan loi cho khach dugc nghi ngoi va vui choi giai tri.

+ Nang cao chat lugng dé thu hat khach, dem lai lgi nhuén cho khach san.

Vay, nha hang trong khach san dugc hiéu : "Nha hang (restaurant) 1a mot bd
phan cAu thanh trong khach san hién dai, ddm bao cac nhu ciu an uéng trong qua
trinh khéch luu tra & khach san va khach ngoai.

Nha hang vira 1a noi ché bién va tiéu thu cac san phdm in udng, tao ra ngudn
loi nhuan cho khach san, déng thoi tao ra chat lugng dich vu téng hop cua khach san
dé thu hut khach.

Nha hang thuong dugc phan ra tuy theo loai thirc an ma né phuc vu hodc la
tuong trung cho mot sy hop nhét, thuong 1a mot chu d& nht dinh (theme). Vi du nhu
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nha hang hai san, nha hang ban mén chay, hoac nha hang thudc vé mot dan tdc nao
do.

Thong thuong, nha hang ban mon an dia phuong goi chung la nha hang
(restaurant), trong khi d6 nha hang ban mon an cia nhitng nudce khac thi dugce thém
vao tén cua nudc do ¢ phia trude. Vi du nhu nha hang Viét Nam, nha hang Phap, nha
hang Nhat....

Tuy thudc vao luat 1é ciia mdi noi ma nha hang c6 hodc khong co phuc vu cac
loai nuée udng co con (alcoholic beverages). Nha hang thudng bi cdm ban rugu ma
khong kém theo thirc an vi hoat dong d6 dugc coi 1a hoat dong cua mat quﬁy bar, nha
hang dugc phép ban rugu dugc goi 1a "fully licensed", né ¢6 thé cho phép khach hang
mang rugu ciia ho vao ubng.

1.2.2 Vai tro

Nha hang trong khach san 1a mdt bd phan quan trong thudc khéi dich vu an
ubng (F&B), c6 chirc ning cung cap cac dich vu dn udng cho khach luu tra va khach
bén ngoai. Trong hoat dong kinh doanh khach san, nha hang khong chi don thuan
phuc vu nhu cau dn udng ma con goép phan nang cao chét luong dich vu tong thé, gia
tang trai nghiém khach hang va tao ngudn doanh thu dang ké cho khach san. Vi vy,
bd phan nha hang dugc xem la mét trong nhirng bd phan quan trong, anh hudng truc
tiép dén hinh anh, uy tin va hiéu qua kinh doanh ciia khach san.

Trude hét, nha hang gop phan nang cao trai nghiém va su hai long cta khach
hang.

Déi véi khach luu tra tai khach san, ngoai nhu cau nghi ngoi thi nhu cau an
ubng 1 nhu cau thiét yéu. Néu khach san c6 nha hang véi thuc don da dang, mén an
chat lwong, khong gian dep va phong cach phuc vu chuyén nghiép sé gitip khach hang
cam théy thuan tién, thoai mai va dugc phuc vu chu dao. biéu nay goép phén tao an
tugng t6t di v6i khach hang, tir 6 1am ting kha nang khach quay lai khach san trong
nhirng lan sau hodc gi61 thiéu cho ban be, nguodi than.

Bén canh d6, nha hang con 1a b phan mang lai nguén doanh thu 16n cho khach
san.

Ngoai doanh thu cua dich vu luu tri, doanh thu cua dich vu an uéng chiém ty
trong kha 16n trong téng doanh thu ctia khach san, dic biét d6i véi cac khach san 16n
hozc khach san cao cip. Nha hang c6 thé tao doanh thu thong qua nhiéu hinh thuc
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nhu phuc vu buffet, phuc vu theo thuc don goi moén (a la carte), phuc vu tiéc, phuc vu
d6 udng, t6 chirc sy kién... Nho dé, bo phan nha hang gop phan ning cao hiéu qua
kinh doanh va loi nhuan cho khach san.

Ngoai phuc vu khach luu tra, nha hang trong khach san con ¢ chirc ning to
chitc cac budi tiéc va su kién nhu tiéc cudi, tiéc sinh nhat, hoi nghi, hoi thao, lién
hoan, hop mit... Pay 1a hoat dong gitp khach san mo rong ddi twong khach hang,
khong chi phuc vu khach dang Iuu tri ma con phuc vu khach bén ngoai. Viéc to chirc
thanh cong cac su kién s€ gitp nang cao uy tin, hinh anh chuyén nghiép va kha nang
canh tranh ctia khach san trén thi truong.

Nha hang trong khach san con gop phan nang cao thuong hiéu va dang cip
cua khach san. Mgt khach san c6 nha hang dep, mon an ngon, phong cach phuc vu
chuyén nghiép sé tao 4n tuwong tot va nang cao hinh anh cia khach san trong mat
khach hang. Trong nhiéu trudng hop, chat luong nha hang c6 thé anh huéng dén quyét
dinh lya chon khach san cua khach hang, dac bi¢t 1a khach du lich va khach cong tac
dai ngay.

Ngoai ra, nha hang con c¢6 nhi€ém vu phuc vu nhu cau dn uéng ndi bo cho nhan
vién trong khach san. Viéc cung cép bira dn cho nhén vién giup dam bao stc khoe,
tao diéu kién lam viéc t6t hon va gdp phan nang cao hiéu qua cong viée. Mic du day
khong phai 1 hoat dong tao doanh thu tryc tiép, nhung lai gop phan duy tri hoat dong
6n dinh cua khach san.

T6m lai, nha hang trong khach san dong vai trd rat quan trong trong hoat dong
kinh doanh khéach san. Nha hang khéng chi cung cép dich vu dn udng ma con gop
phan nang cao su hai 1ong ciia khach hang, tao ngudn doanh thu, t6 chuc sy kién,
nang cao thuong hi€u khéach san va phuc vu nhu cau ndi bd. Vi vay, viéc td chirc va
quan 1y tot b phan nha hang ¢ y nghia rat quan trong dbi voi sy phat trién va hiéu

qua kinh doanh cua khéch san.
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1.2.3. Co cdu té chirc ciia bg phin nha hing

Quin ly
I |
Bép Ban Bar
Phu bép Nhén vién Nhién vién

(Nguon: Sach Quan tri Nha hang — Khdch san ciia Biii Xudn Phong)
Hinh 1.2 So' d0 co ciu t6 chirc ciia nha hang trong khach san

Quan 1y nha hang 12 nguoi diéu hanh toan bd hoat dong ciia nha hang, sap xép
ca lam viéc cho nhan vién, kiém tra tinh hinh phuc vu khach, giai quyét cac van dé
phat sinh va khiéu nai cua khach hang. Ngoai ra, quan 1y con theo ddi doanh thu, chi
phi, quan 1y nguyén vat lidu va phéi hop véi cac bd phan khac trong khach san dé
dam bao hoat dong nha hang dién ra thuan loi.

B6 phan bép chiu trach nhiém chuan bi nguyén li€u va ché bién cac moén an
theo thuc don ctia nha hang. Nhan vién bép phai dam bao mén an dugc ché bién dung
cong thirc, dam bao chét luong, trinh by dep va dam bao vé sinh an toan thuc pham.
Bo phan bép ciing phai phdi hop v6i bd phan ban dé ra mén dung thoi gian va dung
yéu cau cua khéch.

Phu bép hd trg bo phan bép trong viéc so ché nguyén liéu nhu rra, cat, chuin
bi thue phdm trude khi ché bién. Ngoai ra, phu bép con thuc hién cong viée vé sinh
khu vuc bép, sap xép nguyén vat liéu va hd tro dau bép trong qué trinh niu an khi can
thiét.

B§ phan ban 1a bd phan truc tiép phuc vu khach trong nha hang. Cong viéc
cua bg phan ban bao gém chuin bi ban ghé, dung cu an uéng trude khi phuc vy, don
khéch, gioi thiéu thuc don, ghi nhan mén an, phuc vu mén an va do uéng cho khach,
cham s6c khach trong qua trinh a@n va don dep ban sau khi khach roi di.

Bo phan bar chiju trach nhiém pha ché cac loai d6 udng nhu nudc ép, ca phé,
cocktail, ruqu, tra,... theo yéu cau ctia khach hodc theo thuc don ctia nha hang. Ngoai

ra, nhan vién bar phai chuan bi thém nguyén li¢u pha ché, bao quan d6 uong, gitr vé
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sinh khu vuc quay bar va phdi hop voi bo phan ban dé phuc vu khach.

Nhén vién trong nha hang 13 ngudi truc tiép thuc hién cac cong viée phuc vu
khach hang theo su phin coéng clia quan 1y, bao gdm phuc vu ban, hd trg bar, chuin
bi dung cu, don dep khu virc phuc vu va dam bao chat lugng phuc vu khach hang.
1.2.4. Cac hinh thirc phuc vu trong nha hang

a. Phuc vu theo thuc don goi mon (Alacarte) 1a hinh thic phuc vu ma khach
hang tir luya chon mén an va do udng theo thuc don ctia nha hang. Mdi mén an co gia
riéng va duoc ché bién sau khi khach 201 mon. Nhan vién phuc vu s€ ghi nhan order,
chuyén cho bo phan bép va phuc vu mén an tai ban cho khach. Hinh thirc nay thuong
ap dung tai cac nha hang trong khach san, nha hang cao cap va doi hoi quy trinh phuc
vu chét ché, chuyén nghiép.

b. Phuc vu buffet 14 hinh thirc phuc vu ma cac mon an duoc chun bi sin va
trung bay tai quay. Khach hang ty di chon mon an theo s¢ thich va mang vé ban an.
Khach thuong tra tién theo suat an va ¢ thé an nhiéu mén khac nhau. Nhan vién phuc
vu trong hinh thirc nay chii yéu lam nhiém vu don dep ban, thay dung cu n, bo sung
thirc 4n tai quiy va hd trg khach khi can.

c. Phuc vu theo thuc don dinh san (set menu) 1 hinh thtrc phuc vu theo thuc
don da dugc nha hang chuan bi sin véi sd lugng mén an va muce gia ¢ dinh. Khach
hang khong chon tirng moén riéng 1é ma sé& an theo thuc don di duoc sip xép trudc.
Hinh thirc nay thuong ap dung cho khach doan, ti¢c, hdi nghi hodc cac chuong trinh
dat an truoc.

d. Phuc vu tiéc (banquet service) 13 hinh thirc phuc vu cho cac budi tiéc nhu
ti€c cudi, ti€c sinh nhat, ti€c hdi nghi, lién hoan hodc céc sy kién. Nha hang s¢€ chuin
bi thuc don, b tri ban tiéc va phuc vu mon an theo tht tu da Ién ké hoach. Nhan vién
phuc vu theo tirng ban va phuc vu dong loat cho nhiéu khach cung lic.

d. Phuc vu an udng tai phong (room service) 1a hinh thtc phuc vu danh cho
khach luu tra tai khach san. Khach s€ goi mén an hodc do uéng tor phong va nhan
vién nha hang s& chuin bi, sau d6 mang 1én phong phuc vu cho khach. Hinh thic nay
doi hoi sy nhanh chéng, chinh xac va dam bao chat lugng mén an khi van chuyén 1én
phong.

e. Phuc vu tai quéy bar 1a hinh thirc phuc vu céc loai dd uéng nhu ca phé, nude
ép, cocktail, rugu va cac loai dd udng khac. Khach c6 thé ngdi tai quiy hodc tai ban,
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nhan vién bar s& pha ché d6 udng va phuc vu cho khach.
1.3. Quy trinh phuc vu Alacarte tai nha hang

Theo gi4o trinh quan tri kinh doanh nha hang ThS.Nguyén Thi Hai Puong.
Quy trinh phuc vu nha hang bién ddi theo quy mé, chit luong va triét Iy kinh doanh

riéng cua tung don vi. Cac budc trong quy trinh phuc vu Alacarte:

Giai doan A A , ,
. . Ti€p can Chinh thtrc .
dl?l’?éghQI > khach > phuc vu > | Thanh toan

( Nguén: Giéo trinh quan tri kinh doanh nha hang cia ThS Nguyén Thi Hai Puwong)
So d6 1.1 Quy trinh phuc vu Alacarte
% Giai doan 1: Giai doan don doi khach (hay giai doan chuan bi phong an)

Giai doan nay chua co6 sy hi¢n dién ctia khach, nguoi phuc vu thuc hién cong
viéc ciia minh trong phong an mot cach tham ling, cong viée ciia giai doan nay nham
chuan bi tat ca moi yéu t5 nhu: lau don, chuén bi cong cu dung cu, thuc don, ban
an...dé chuan bi phuc vu khach. Giai doan nay bat dau trudc lac mo cira nha hang va
phai tranh tht lam som, khong duoc kéo dai anh huong dén gid md cira nha hang,
anh huong dén chat luong moén an d6 udng va dich vu ciia nha hang trong cac giai
doan sau, do do tuy khong c6 sy giam sat cua quan 1y cting nhu ctia khach nhung
nhan vién phai ty gidc lam viée hét strc cham chi, ding quy trinh, hoan thanh tbt tat
ca cac budc mbi mong tao ra dich vu co chat luong. Giai doan ndy gém 2 cong viéc:
chuan bj phong in va vé sinh ca nhén.

Céc cong viéc dé chuan bi phong in bao gdm:

a. Quét don va co rira phong an

O nhitng nha hang 16n va chuyén nghiép thi cong viéc nay sé& giao cho bd phan
don v¢ sinh riéng, néu khong c6 thi nhan vién nha ban ddm nhén cong vi¢c va trach
nhiém nay. Trude hét, phai ding may hut bui lua vao cac khe ho, cac gbe tudng gom
rac bui ra ngoai va lau nuéc bang choi mit ¢ can, tim xa phong ky co cho hét nhiing
vét ban diu md, thirc an trén san gach hoa dat d§ tron bong, sau d6 cho may chéng
am chay cho t6i khi san nha kho han, néu khong c6 may thi st dung quat, néu san

nha trai tham cang can c6 may hut bui hon 1a cach 1am thi cong cii k¥ 1a khiéng tham
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ra ngoai dap bui.

b. Lau chiii toan bé ban an, ghé ngoi

Néu 14 ban ép phoocmeca tring hay mau khong trai khan pha ban thi phai ding
mot miéng mut nhing vao nudc 4m c6 pha thude tay ky co cho hét vét do cua thirc
an, cudi cung dung khin lau kho cho that tring bong, néu ban gd tron, chi cin lau
béng khan 4m 13 dugc. Ghé ngéi néu c6 dém phai léy khan lau sach bui, vun banh mi
bam trén mat ghé khong duge dé khach phai 13y tay phui trude khi ngdi.

c. Ké xép lai toan bo ban ghé

Sau khi lau sach s& ban ghé thi phai ké xép lai trat ty, gon gang, ngay thang
theo tirng hang, ting day, chi ¥ noi nao hgp véi ban tron, noi nao hgp véi ban vudng
duogc loi dién tich hon va noi nao ké ban cho dong ngudi ngdi 4m cing ma khong
trong, lodng, sao cho vira hop 1y va tiét kiém duoc khong gian cang tét.

Nhiing ban khach dit trudc phai vu tién sap xép trudc: dang vi tri, yéu cau vé
s6 lwong ban, ghé va phu hop voi timg kiéu an.

d. Lau chui lgi tdt ca cdc dung cu an uéng

Trudc budi 1am viée, nhan vién bd phan ban can xem xét lai thong tin khach
trong ngay dé chuan bi dung cu dn udng cho khach. Yéu cau cua céng doan niy la
lau sach tat ca cac dung cu an, khong dé lai dau van tay trén mép dia, trén ly, trén cac
dung cu dao, nia, thia..., khi lau nh& cht y xem nhitng chén bat, ly tach nao st mé
thi phai loai ngay, khong dua vao sir dung dé gay nguy hiém cho khach ciing nhu
nhan vién, dng thoi khach s& danh gia chét lugng nha hang khong tbt. Tuy theo timg
loai thuc don ma chuan bi day du s6 luong dung cu dn udng, ngoai ra cling phai du
phong thém mot s6 dung cu an dé phong truong hop thay d6i dung cu an cho khach.

e. Gap khan dn

Khin an truée hét phai dugc kiém tra sach, 14 Gi phang phiu méi dua vao sir
dung. Tuy theo timg nha hang ma co6 thé gip khian An theo nhiéu kiéu khac nhau, tuy
nhién khong nén qua cau ky vi s& gay nhiéu nép gap khi mé ra sé rat nhau nat, trong
xau xi.

£ Cdm hoa twoi

Néu nha hang co cam hoa tuoi dit ban an thi nhan vién bo phan ban s¢ dam
nhan, chon loai hoa thich hop dé cim, thuong thi sir dung hoa hdng va khéng nén
cim qua nhiéu. Thuong hoa dat ban cho bira an binh thuong chi cam mot binh mot
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hoa.

g. Trut gia vi vao lo dung gia vi

Gia vi an kém véi mot sé mon an s& duge dat 1én ban khi khach st dung mon
an nhung trude khi khach dén phai dam bao céac lo chira di trong tinh trang sin sang
phuc vy, néu gia vi dung trong dia thi phai c6 thia nho kém theo.

g. Xem ky thuc don trong ngay hodac thuc don bita

Déi voi nhitg nha hang c6 loai thuc don theo ngdy thi nhan vién ban phai nhé
chinh x4c cac mén an, nguyén liéu ché bién va cach thirc ché bién nhim mo ta, giéi
thiéu cho khach. Pong thoi phai chil y dén cac mén dic san trong ngay, cac loai sup
va d6 trang miéng dé chuan bj dung cu hop 1y ciing nhu cung cip thong tin vé moén
an hién c6, tranh truong hop khach goi xong vao bép thi bao hét hang.

i. Trdi khan lén cac ban

Khan ban phu c6 hai lugt, trong la tdm da hodc mut mong vira kin mat ban,
ngoai 1a tAm khin trang vai day rong hon trim qua mit ban tha xudng bdn goc xung
quanh dén ném ghé. Tam 16t trong khong nén ding mau sam 1am cho khan phu trén
t6i xam. Tam 16t c6 tac dung giit cho khin phu trén khong bi xé dich va han ché tiéng
dong cua dung cu an va cham xuéng mat ban.

Trai khin ban c6 hai cach, mot 1a tim dau khin tung 1én dé khin roi déu mat
ban ri diéu chinh cho déu, cach thir hai 1 dat phan giira khin gip 1én giita ban roi
kéo khin ra cho phu dau ban. Cach trai khian ban thir hai 1am nhanh hon, khin ban
phu déu hon, cach nay thudng dugc sir dung dé thay khin ban trong trudng hop co
su hién dién ctia khach, khan ban bi u6t hay ban ma khong gay tro ngai dbi vai khach..

% Giai doan 2: Tiép can khach

Giai doan nay da co sy tham gia cua khach hang vao qua trinh cung ung dich
vu an uéng, do vay, bat ky mot thao tdc, mdt ctr chi nao cia nhan vién cling anh huong
dén chat lugng cua dich vu. Giai doan nay, nhan vién sé& tiép xtic voi khach dé nhan
yéu cau vé moén an, thirc udng, gisi thidu vé nha hang, néi cach khac 1a nha hang dang
thue hién chirc ning ban san pham. Thong tin vé khach: s6 ban, sé khach, mon an,
khau vi an (cay, chua, ngot, man...) phai dugc ghi lai mdt cach chinh xac nhét va dr:iy
du nhat trude khi chuyén cho cac b phan lién quan, cong viéc nay dong vai trd quan
trong boi nd quyét dinh dén chat lvong moén in, d6 udng, nhan vién cang can thin s&
cang giam thiéu sai s6t va lam hai long khéach.
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a. Chao dén va sdp xép chd

Khach dén nha hang thi b phan 18 tan s& 1a nguoi dau tién chao don khach,
tuy nhién, v6i nhom khach dau tién vao nha hang, thi c6 thé 1a giam ddc, ngudi quan
1y s& 12 nguoi chao don voi nu cudi rang rd, niém nd, chao hoi lich su. Pay c6 thé 1a
nhom khach dit chd trude ma ciing c6 thé 1a khach 1¢ bén ngoai. Du 1a ai thi véi tu
cach 1a chu nha ciing can vui vé, 4n cAn nhim tao 4n twong ban dau ddi véi khach,
phai tao cho khach cam gidc than thién, thoai mai, lich sy va phai thé hién duoc long
hiéu khach.

Néu 1a khach da dit chd trude, quan 1y nha hang s& dan khach t6i ban an da
chuan bi trudc. Néu 1a khach dot xuét thi hoi khach di bao nhiéu nguoi, tiy theo thanh
phan khach dé dan khach dén nhiing ban tréng phi hop véi s6 luong.

Chu y: khi bd tri chd ngdi cho khach, trudce khi kéo ghé moi khach ngdi phai
hoi xem khach c6 hai 1ong véi chd ngdi khong, néu khach dong y méi kéo ghé va
moi khach ngdi, néu khach khong dong ¥ tiép tuc gidi thiéu khach vi tri khac.

b. Nhdn 1énh goi an ciia khdach (Order va ldy Order):

Khach dén goi thitc an d6 udng tai nha hang. Khi sip xép cho khach ngdi 6n
dinh xong thi c6 thé order va nhan order.

Déi tugng l1ay order: Poi twong 1ay order c6 thé 1a khach 1é, khach doan hoic
cling c6 thé 1a ngudi dai dién cho doan khach, nhom khéch.

Khi khach da 6n dinh chd ngéi, nhan vién phuc vu mang thuc don dén trinh
cho khach xem, trong lic nay cé thé gid1 thi€u véi khach nhitng mon an dac biét cua
nha hang c6 trong thuc don. Poi khoang vai phut cho khach suy nghi va lua chon.
Trong truong hop khach phan van chua biét chon mén nao thi ngudi phuc vu phai
nhanh ¥ goi ¥ ngay cho khach nhitng mén chinh dé khach c6 thé vira an vira suy nghi
tiép. Vi nhing moén an ma khach thac mac thi nguoi phuc vu phai nhanh chéng giai
thich cho khach hiéu. C6 mot sé truong hop 1a nhém khach ma ngudi dai dién, trudng
doan hodc nguoi dimg ra chiéu dai khong mudn chon moén hay phéat ngon thay cho
ban bé hodc khach moi, lic nay nguoi phuc vu phai hoi ting khach bat dau tir nguoi
dai dién, tiép theo 1a ngudi ngdi bén canh nguoi dai dién, truéong doan theo chiéu
nguoc chiéu quay cua kim dong ho.

Can cht y ghi nhé dic diém ctua nhom khach: ghi ngay tir ngudi dau tién goi
mon, chi sir dung phwong phéap nay khi ghi nhd 1én to roi hodc gidy nhap cta nguoi
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phuc vu chir khong dugc dé khach thay, khong ghi trén hoa don, gidy order (captain
paper) hodc ghi nhd bang cach khoanh tron sb ghé cua ngudi dau tién goi mon, sb
ghé ciing chi duoc hiéu ngdm giira nhitng nguoi phuc vu v6i nhau.

Lay order: ngudi thue hién cong viée nay c6 thé 1a quan Iy nha hang, truéng
khu vuc, truong day, truéong nhém phuc vu hodc co6 khi 1a nguot phuc vu ¢ kinh
nghiém, duoc trao doi k§ vé tim 1y va khau vi an udng cia khach.

Khi 13y order, nguoi phuc vu phai dimg thang lung ké bén khach dang trong
tu thé ngdi, duing hoi chéch vé phia trai khach, khong nén cti lom khom va ciing
khong ti tay 1én ban hay ghé dé viét ma quyén so6 phai luon trong 1ong tay Order phai
dugc ghi 18 rang, khong nén viét tat, con s rd rang dé doc. Co thé 13y order nudc
trudc khi goi an, trir bita an Au (khach s& goi thitc udng sau khi goi mén an cho phu
hop v&1 mén an). Khach co thé go1 moén an tuy thich khong theo mdt trat ty nao, co
thé goi lung tung, nhung ngudi phuc vu phai biét sap xép theo hé thdng, theo trinh ty
nhat dinh giéng bira dn A hodc an Au, tirc 1a bat dau 1a mén khai vi, mén stip dén cac
moén nhap bira ...Order phai duoc ghi day du, chi tiét nén ngudi l1ay order phai hoi
khach that chi tiét nhu: moén in c6 cay hay khong? thich chin vira hay chin k¥, ruou
thi c6 can phai u6p lanh khong? co can thém da khong....

Két thuc phan nhan order ngudi phuc vu can nhac lai 1énh goi mén an cho
khach dé x4c nhan lai mét 1an nita nhitng moén an ma khach da goi, chu y vé sb luong
va nhitng yéu cau kém theo trude khi chuyén giao order cho bd phan bép.

Noi dung chinh cta viéc 14y order c6 thé 1a cdc mén dn ma ciing c6 thé 1a thic
ubng, do d6 sau khi trinh thuc don n va lay order cic moén an, ngudi phuc vu co thé
gt kém thyc don ubng, trong luc dn c6 thé c¢6 udng cac loai ruou ubng phu hop voi
mon an ciing c6 thé 1a bia. Song song véi viée chuyén order moén an cho bd phan bép
chuan bi nau nuong la chuyén order nudc cho bo phéan bar chuan bj thirc uéng cho
khach, do vay, ngudi phuc vu phai 14y order ca thirc dn va d6 udng cho khéach.

Khi 14y order, nguoi phuc vu ciing can cht y dén ddc diém nhan dang cia ting
vi khach dé khoi phuc vu nham khi dua an. D4i voi khach 1é, can phai ghi sé ban
phuc vu dé tranh dua nham sang ban khéc.

C6 nhiéu cach tiép nhan dé order, tily thudc vao quy mo nha hang va trang bi
dung cu hd trg cho nhin vién cua nha hang. V&i nha hang quy mé nhd, cip hang thip,
ngudi nhan order chi ghi nhan trong dau va goi truc tiép cho bép, cach nay kha mao
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hiém bai khong luu giir thong tin 1im co sé cho viée giai quyét mau thuin néu co va
cong tac quan 1y thu- chi cia nha hang. Nhitng nha hang duoc hé thong hoa thong
tin, nhan vién order dugc trang bi mdy tinh cAm tay, két ndi thong tin véi may ¢ bép
va bar. Nhitng thong tin dugc ghi nhan & may cua nhin vién order duoc chuyén tai
gan nhu tic thoi dén bép va bar dé chuan bj thire an, dd ubng cho khach.

Hién tai, cac nha hang str dung chu yéu kiéu ghi phiéu. Phiéu dugc ghi thanh
3 lién, mQt lién dugc chuyén cho thu ngan, mot lién dugce chuyén cho bép va mot lién
nhan vién giit 14y dé phuc vu.

c. Trao déi thém véi khach:

Ngoai viéc 1ay order, gi6i thidu cic mén an c6 & nha hang, nguoi phuc vu ciing
c6 thé trao d6i thém voi khach vé mot s6 dé tai xung quanh viéc an udng, phuc vu...
nén trao doi ngan gon, vui vé va phai biét dimg dung lic.

Trao d6i thém v&i khach 1a thé hién sy quan tam, long hiéu khach, sy than
thién cua nhan vién nha hang ddi vé6i khach, ngoai ra, nhan vién con co thé nim bat
dugc tim tu, nguyén vong, mong mudn cta khach dé tir d6 c6 thé théa man tét hon
nhu cau ngay cang cao cta khach.

d. Chuyén giao order cho nha bép, bar:

Tuy theo diéu kién, quy mo va cach thirc hoat dong, phong cach phuc vu cta
tirng nha hang ma viéc chuyén giao order hang s& dién ra nhu thé nao, co rat nhiéu
cach dé thong bao yéu cau dit an cua khach véi bo phan bép. Cé thé nguoi phuc vu
s& bao miéng truc tiép mon an khach goi véi nha bép dé bép trudng ghi lai. An toan
hon thi chuyén t& gidy order vao cho bép, hién dai hon c6 thé dung hé thong order
bang may vi tinh, bo dam.

e. Nhdn moén an trong bép:

Khi bép ché bién xong thi nhanh chéng bao cho bd phan ban vao nhan thirc an
mang ra cho khach, ciing c6 rat nhiéu cach dé chuyén mon in dén ngudi phuc vu.
Céch don gian nhét 13 bép trudng bao miéng cho ngudi phuc vu hoic c6 thé dung
chudng, déng hd ¢6 dén bao hiéu trude cira nha bép. M&i b trén déng hd duoc mic
dinh cho mgt nhan vién phuc vu nhat dinh, hodc cho mét day ban nhét dinh, cach hién
dai hon 14 sir dung b dam, mdi nhan vién mang mot may phone dién tir nam trong
vung song.

+¢ Giai doan 3: Chinh thtrc phuc vu
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Phyc vu khach an udng nghia 1a mang thirc 4n, d6 udng ra ban cho khach qua
ung dung cac quy trinh cong ngh¢ cua nha hang, 1a sy quan tdm cham séc cac nhu
cau khac nhau cua khach trong suét bita an. Céng doan nay quyét dinh dén sy thanh
cong hay that bai trong viéc danh gid muc chat luong phuc vu va dich vu cia nha
hang cling nhu nguoi phuc vu ban. N6 doi héi doi ngli nhan vién phuc vu phai diéu
luyén trong cach di ding, tng xir va trong cac thao tac ky thuat déi v6i timg tinh
hudng cu thé, cach thirc phuc vu tuy thudc vao kiéu phuc vu va kiéu bay ban (dit in)
cua khéch.

- Khi di vao thuc té phyc vy, nhan vién nha hang cha y cac diém chung sau:

+ Hudng dua an: khi phuc vu khach an nguyén khay, nguyén khuc thi bung va
dua an vé phai bén trai khach, con néu phuc vu theo dia, theo khau phan timg ngudi
thi dwa an vé phia phai, twong tir cach dua thirc uéng ciing dua vé phia phai.

+ Cac moén an nong phai phuc vu that nong, kip thoi, co thé sdy dia an trude
khi don mon.

+ Khi rat dia thtrc an thira hodc dia an khach di dung xong thi rat vé phia bén
trai cua khach, chu y, dung khan phui sach vun banh mi hoac vét do trén ban.

+ Néu khin ban ban, nhan vién phai lich sy xin phép khach thay khian ban méi
(str dung k¥ thuat thay khan ban khi c6 khach)

Phong cach phuc vu: tit ca khach hang vao nha hang déu c6 tdm 1y mudn duoc
phuc vu nhanh, gon, khong phai cho doi 1au, cac mon an phai dugc dua ra dung theo
yéu cAu, mon dn phai phuc vu nong, c6 mén con bdc hoi, phuc vu dung moén, ding
ban, dung khach. Trong lac phuc vu can chd ¥ vu tién cho nhitng ngudi 16n tudi, phu
nit va tré em trude, khong nén ding qua xa ciing khong nén dimg qua gan lam cho
khach mat tir nhién va kho chiu, cht ¥ quan tdm chidm soc va théa man nhirng yéu
cau va doi hoi chinh dang cua khach, dic biét quan tam giup d& nhing khach gap kho
khan, khuyét tat....

+* Giai doan 4: Thanh toan

Khach yéu cau thanh toan phai nhanh chong lam héa don cho khach khong dé
khach phai doi cho 1au. Néu nha hang da duoc hé thong hoa may tinh, viéc 1ap hoa
don thanh todn do chuong trinh phian mém tu x4c dinh. Néu nha hang vén sir dung
phuong phap thi cong, mudn 1am hoéa don nhanh truée hét ngudi viét order phai ghi
16 rang va chuyén giao cho thu ngan ngay sau khi khach goi xong mén an.
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Thu ngan c6 thé lam hoa don tam tinh, khi ¢6 yéu cau thanh toan, thu ngan
nhanh chéng kiém tra va bo sung thém nhirng yéu cdu méi nhét. Trude khi dua cho
khach, nguoi c6 trach nhiém phai kiém tra lai héa don: mon an, don gia, sb luong,
tong thanh toan...va phai dwa ngay cho khach khi da c6 hoa don, khong dé khach phai
cho lau.

C6 hai cach trao héa don cho khach, up to hoa don 1én dia nho, cdm on khach
r0i rut lui ra khi ban khach dé khach ti dén ban thu ngan thanh toan. Cach khac 1a dat
ngira to hoa don trén dia va trao cho khach, khach chu tri s& thanh toan thang cho
nguoi phuc vy, sau dé6 phuc vu mang lai cho bd phan thu ngéan, tién thira cling dugc
dé trén dia hoic khay mang tra khach.

Néu 1a nha hang trong khach san, khach chi can ky vao hoa don thanh toan
dich vu an dé chuyén cho bo phan 18 tan 1am hoa don thanh toan sau cho khach.

Khi khéach cho tién tip phai 18 phép cam on, khong duoc goi ¥ nhic nhd khach
hay t0 ¥ ché it. Viéc phan chia tién tip nhu thé nio tiy thudc vao quy dinh cia timg
nha hang, c¢6 nha hang cho nhan vién phuc vu gitt, c6 nha hang nop lai roi cudi thang
chia cho céc bd phan, chirc danh theo ty 1¢ nhat dinh.

1.4. Cac yéu t6 anh hwéng dén quy trinh phuc vu:

a. Co s6 vt chdt ky thuat

Co s& vt chit k§ thuat chi phdi manh dén viéc xay dung quy trinh phuc vu
boi voi cac dic diém vé co so vat chat ky thudt vira 13 yéu cau, vira 1a diéu kién hd
trg cho viéc thuc hién qua trinh phuc vu khach khac nhau cua khach san. Cu thé:

- Su da dang, hi¢n dai cua trang thiét bi cua nha hang chi ph6i ddi voi viée lua
chon quy trinh phuc vu. Chang han, d6i véi nhitng nha hang duoc trang bi hé thong
mang may tinh cim tay tich hop voi hé thong ctia bép, nhan vién nhan yéu ciu goi an
ctia khach giao dich truc tiép trén may, thong tin duoc két ndi vai bép/ bar dé phuc
vu mén an/ thire ubng cho khach. Dbi vdi nha hang chua dugc trang bi hé théng thong
tin két nbi gitra bép va bar, nhan vién ghi nhan 1énh goi an ctia khach rdi chuyén truc
tiép cac thong tin ndy dén bép hoic bar bang vin ban.

- Cach b tri cac khu vyce ctia nha hang ciing chi ph6i manh dén quy trinh phuc
vu. Néu bo phan bép va bo phan ban ciia mot nha hang nam trén cing mot binh do
thi viéc chuyén order tir ban qua bép ciing nhu nhan thirc an tir bép qua ban dé phuc
vu khach dugc tién hanh tryc tiép. Nhung néu bép va ban khong nam trén ciing mot
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binh 6, viéc chuyén order va thirc an giita hai bd phan v&i nhau can qua mot chirc
danh trung gian 1a nhan vién bung bé phu trach véi sy ho tro cia thang may van
chuyén.

- Tinh chat hoa, 1y cua trang thiét bi ctia nha hang chi phéi dén cach thirc lam
v¢€ sinh, st dung cac loai hoa chit téy rira va vi vay, quyét dinh dén thoi gian thuc
hién quy trinh. Trang thiét bj dung cu phuc vu in udng tai nha hang luén da dang vé
chung loai va vat liéu gdm c6 do gb, do vai, dd sanh s, d6 thuy tinh, d6 kim loai...
mdi loai déu co nhiing tinh chat vat Iy va hoa hoc riéng. Chéng han, ddi véi viée lam
vé sinh ban g can sir dung khan wdt; dung cu dn bang inox can phai ngdm vao nudc
néng pha gidm dé lau duoc sach, sang bong va giit do bén lau; ddi vai ly thay tinh
can ho qua nudc ndng trude khi lau...

b. T6 chire lao dong va trinh do cua doi ngil lao dong

Mbi mot nha hang ¢ mot cach thirc td churce lao dong va yéu cau vé trinh d6
lao dong khac nhau tiry thudc vao dic thu vé loai, kiéu, quy mo va cip hang cta nha
hang. Trinh d6 va cach thirc t6 chirc lao dong chi phéi dén mirc do chi tiét ciing nhu
qua trinh thyc hién quy trinh phuc vu ctia nha hang. Cu thé:

- Vi¢c chia ca, kip lao dong chi phéi dén nhiém vu caa mdi mot lao dong do
vay anh huong dén viéc xdy dung cling nhu trién khai thyc hién quy trinh cho phu
hop.

- Tinh chuyén mén héa hay tong hop cong viéc chi phdi dén sy chi tiét hay rit
ngan quy trinh ciing nhu su phdi két hop cac chirc danh trong viéc thuc hién quy trinh

phuc vu khach nhu da dugc phan tich ¢ phan trén.
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CHUONG 2: THU'C TRANG QUY TRINH PHUC VU ALACARTE TAI NHA
HANG EPICE THUQC PULLMAN DANANG BEACH RESORT
2.1. Giéi thi¢u vé Pullman Danang Beach Resort

2.1.1. Khdi qudt vé Pullman Danang Beach Resort

(Nguon: Website Pullman Danang Beach Resort)

Hinh 2.1 Pullman Danang Beach Resort

Pullman Danang Beach Resort 1 khu nghi dudng cao cap dat tiéu chuan 5 sao
qudc té, toa lac trén tuyén duong ven bién V5 Nguyén Giap — mot trong nhiing cung
duong du lich dep nhat thanh phd Pa Nang. Véi vi tri nam ngay béi bién My An tho
mong, khu nghi dudng khong chi s¢ hiru khong gian sang trong, hién dai ma con
mang dén cho du khach trai nghiém nghi dudng dang cép két hop gitra thién nhién
bién xanh va phong cach phuc vu chuyén nghiép theo tidu chuan qudc té.

Khu nghi dudng c6 tong dién tich khoang bén hectares, nam céch trung tim
thanh phd Da Nang khoang 3 km, cach san bay qudc té Pa Nang khoang 15 phut di
chuyén va cach phd c¢6 Hoi An khoang 30 km. Ngoai ra, Pullman Danang Beach
Resort con nam gan nhiéu dia diém du lich noi tiéng nhu Ngii Hanh Son, ban dao Son
Tra va cac san golf quéc té, tao diéu kién thuan lgi cho khach du lich nghi dudng
cling nhu khach cong vu.

Linh vuc kinh doanh: Khach san — Nha hang

Chu dau tu: Cong ty TNHH Du Lich va Thuong Mai Phu An Thinh
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Tén don vi: PULLMAN DA NANG BEACH RESORT

Pia chi: 101 V& Nguyén Giap, Quan Ngii Hanh Son, TP. P4 Nang
Dién thoai: +84 (0) 236 395 8888 | Fax: +84 (0) 236 395 1898
Website: www.pullman-danang.com

Email: h8838@accor.com

2.1.2. Lich st hinh thanh va phdt trién

Pullman Danang Beach Resort trudc day co tén la Life Resort Pa Néng, duoc
thanh 14p vao ngay 18/01/2010 duéi sy dau tu cua ba Nguyén Thi Tay Véan — Tong
Giam d6c Cong ty TNHH Du lich va Thuong mai Hoang Tra. Trong giai doan dau,
khu nghi dudng duoc quan 1y boi tap doan Life Resort dén tir Ha Lan.

Pén ngay 16/09/2010, Life Resort Pa Néang chinh thirc duge Tong cuc Du lich
Viét Nam va B Vian héa, Thé thao va Du lich cong nhan dat tiéu chuan khéch san 5
sao. Pay la dau moc quan trong, khﬁng dinh chat luong co s¢ vat chat va dich vu cia
khu nghi dudng trong phan khiic cao cap tai thi trudng du lich Da Ning.

Cung trong nam 2010, Life Resort d6i tén thanh Lifestyle Resort nham dinh
hudng phat trién hinh anh khu nghi dudng hi¢én dai, nang dong va phu hop hon véi
nhu cau nghi dudng cao cap ciia du khach quéc té.

Dén thang 04/2013, Cong ty TNHH Du lich — Thuong mai Phti An Thinh chinh
thirc mua lai khu nghi dudng va doi tén thanh Pullman Danang Beach Resort. Tir day,
khu nghi dudng dugc quan ly boi tap doan Accor — mot trong nhitng tdp doan quan
1y khach san hang dau thé gi61 ¢o tru so tai Phap. Pullman 1a thuong hi€u khach san
cao cap thudc Accor Group, huéng dén d6i tuong khach doanh nhan, khach nghi
dudng cao cap va khach qudc té.

Viéc trd thanh thanh vién ctia hé théng Accor da giup Pullman Danang Beach
Resort tiép cin cac tiéu chuin quan 1y qudc té chuyén nghiép, ning cao chat luong
dich vu, dong thdi mé rong thi truong khach qudc té thong qua hé théng dat phong
va chuong trinh khach hang than thiét cua tap doan.

2.1.3. Co s6 vit chit va dich vu

Pullman Danang Beach Resort hién c6 téng cong 186 phong nghi va 11 biét
thu cao cap (villa). Tat ca cac phong déu dugc thiét ké theo phong cach hién dai két
hop khong gian mé, tin dung anh sang tu nhién va huéng nhin ra bién hoic khu vuon
nhiét doi. Noi that trong phong duoc trang bi diy du tién nghi theo tiéu chuan 5 sao

26



quoc t€ nham dap ung nhu cau nghi dudng va cong tac cua khach hang.

Bén canh hé théng phong nghi, khu nghi dudng con s& hiru nhiéu tién ich va

dich vu cao cap nhu:

>

Nha hang Epice chuyén phuc vu buffet va thuc don Alacarte voi cac mon an

A — Au da dang.

>

vV V V V VY V

Nha hang Azure Beach Lounge phuc vu hai san va cic moén n ven bién.
Infinity Bar va Beach Bar phuc vu cac loai cocktail, do uéng va dd dn nhe.
The Nang Spa cung cip céac dich vu chim séc sitc khoe va thu gidn.
Fitness Lounge v6i day du trang thiét bi tap luyén hién dai.

Hb boi ngoai troi rong 16n hudng bién.

Khu vui choi tré em va vuon budém danh cho gia dinh c6 tré nho.

San tennis va cac hoat dong vui choi giai tri ngoai bién.

Ngoai dich vu nghi dudng, Pullman Danang Beach Resort con 1a dia diém to

chtrc hdi nghi, hoi thao va sy kién chuyén nghiép. Khu nghi dudng s& hiru Grand

Lotus Ballroom c6 strc chira 1én dén 500 khach, duoc trang bi hé théng am thanh, anh

sang hién dai va c6 thé chia thanh ba phong hop nho tity theo nhu cau sir dung. Ngoai

ra con c6 bdén phong hop riéng biét phuc vu cac cude hop doanh nghiép va su kién

quy mo vura va nho.

2.1.4. Linh vwc kinh doanh

Pullman Danang Beach Resort hoat dong chu yéu trong linh vuc khach san —

nha hang va dich vu nghi dudng cao cip. Cac hoat dong kinh doanh chinh tai Pullman

Danang Beach Resort bao gom:

>

Y V. V V VY

Kinh doanh dich vu luu tra.

Kinh doanh dich vu nha hang va quay bar.

T6 chtrc hoi nghi, hoi thao va su kién.

Dich vu spa va cham soc strc khoe.

T6 chire tiée cudi va tiée ngoai troi.

Cung cép cac dich vu vui choi giai tri va thé thao bién.

V61 mo hinh kinh doanh da dang, khu nghi dudng khong chi phuc vu khach

du lich nghi dudng ma con huéng dén dbi twong khach cong vy, khach MICE va

khéach qudc té cao cap.

2.2. Két qua hoat dong kinh doanh ciia Pullman Danang Beach Resort
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2.2.1. Tinh hinh thu hut khdach cua Pullman Danang Beach Resort
Bang 2.1 Lwgt khach cua resort giai doan 2023 - 2025

Luwot Nam Nam Nam Nam Nam
khach 2023 2024 2025 2024/2023 2025/2024
SL TT SL TT
(%) (“o)

Khachndi | 48.216 56.482 59.137 8266 | 117,1 |2.655|104,7
dia

Khach 27.845 36.928 42.614 9.083 |132,6 |5.686 | 115,4
quéc té
Téng 76.061 93.410 101.751 17.349 1 122,8 | 8.341 | 108.,9

(Nguén: B6 phén kinh doanh Danang Beach Resort)

Nhén xét:

Qua bang s6 lidu cho thay tong luot khach ctia Pullman Danang Beach Resort
c6 xu hudng tang lién tuc trong giai doan 2023 — 2025. Nam 2024, tong lugt khach
dat 93.410 luot, tdng 17.349 luot so véi nam 2023, tuong tng tang 22,8%. Pén nam
2025, tong luot khach tiép tuc tang 1én 101.751 luot, ting 8.341 lugt so vai nam 2024,
tuong tng ting 8,9%. Diéu nay cho thiy hoat dong kinh doanh luu trt cta resort dang
phat trién 6n dinh va c6 du hiéu phuc hdi tich cuc.

Trong co cAu khach luu tra, khach noi dja luon chiém ty trong cao hon khach
quéc té. Nam 2023, luong khach noi dia dat 48.216 luot, dén nam 2025 tang 1én
59.137 luot. Tuy nhién, khach qudc té lai c6 toc do ting truong cao hon. Cu thé, nim
2024 luong khach qudc té ting 32,6% so v6i nam 2023 va tiép tuc ting 15,4% vao
nam 2025. Piéu nay cho thay Pullman Danang Beach Resort ngay cang thu hut duoc
nhiéu khach quéc té dén luu tra.

Su gia tang on dinh vé lwong khach da gop phan nang cao coéng suit phong,
doanh thu luu tré cling nhu doanh thu dich vu in uéng cta resort. Pay 1a diéu kién
thuan loi dé khach san tiép tuc nang cao chét lugng dich vu va m¢ rong hoat dong
kinh doanh trong thoi gian téi.

2.2.2. Két qud hoat dpng kinh doanh ciia Pullman Danang Beach Resort

Bang 2.2 Doanh thu cua resort giai doan 2023 — 2025
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PVT: Triéu dong
Chi tiéu | Nam Nam Nam Nam 2024/ 2025 | Nam 2025/ 2024
2023 2024 2025

SL TL(%) | SL TL(%)
Doanh | 218.462 |254.817 |286.394 |36.355|116,6 |31.577 1124

thu
Chiphi | 181.573 |[205.916 |226.748 |24.343 |113,4 |20.832 |110,1
Loi 36.889 48.901 59.646 12.012 | 132,6 | 10.745 | 122,0

nhuan

(Nguén: B6 phén kinh doanh Danang Beach Resort)

Nhin xét:

Qua bang s6 liéu cho thay tinh hinh hoat d6ng kinh doanh ctia Pullman Danang
Beach Resort trong giai doan 2023 — 2025 ¢6 xu hudng tang trudng tich cuc. Doanh
thu cuda resort tang lién tuc qua cac nam. Cu thé, naim 2024 doanh thu dat 254.817
triéu dong, ting 36.355 triéu dong so véi nim 2023, twong tng ting 16,6%. Dén nim
2025, doanh thu tiép tuc ting 1én 286.394 triéu dong, ting 31.577 triéu dong so voi
nam 2024, tuong ung tang 12,4%.

Bén canh doanh thu tang, chi phi hoat dong ctia resort cling c6 xu hudng tang
qua cac nam. Nam 2024, chi phi dat 205.916 triéu déng, tang 13,4% so voi nam 2023.
Pén nam 2025, chi phi tiép tuc ting 1én 226.748 tridu dong, twong tng tang 10,1%
so v6i nam 2024. Nguyén nhan chii yéu 13 do chi phi nguyén vat liéu, nhan coéng va
chi phi van hanh dich vu ngdy cang ting nham dap tng nhu cau phuc vu khach ngay
cang cao.

Tuy nhién, tbc do ting loi nhuan van duy tri & mac kha tdt. Nam 2024, loi
nhuan dat 48.901 triéu déng, tang 32,6% so v&1 nam 2023. Pén nam 2025, 1gi nhuan
tiép tuc ting 1én 59.646 tridu dong, twong tng tang 22,0% so véi nam 2024. Piéu nay
cho thay Pullman Danang Beach Resort dang quan 1y twong dbi hiéu qua cac khoan
chi phi va duy tri hoat dong kinh doanh 6n dinh.

Nhin chung, két qua kinh doanh ctia Pullman Danang Beach Resort trong giai
doan 2023 — 2025 twong ddi kha quan. Sy gia ting vé doanh thu va loi nhuan khong
chi phan anh hiéu qué hoat dong kinh doanh Iuru tri ma con cho thay su phat trién ciia
cac dich vu bd sung, dac bi¢t la dich vu an uéng tai nha hang Epice. Day la diéu kién

29



thuan lgi dé resort tiép tuc nang cao chét lugng dich vu va hoan thién quy trinh phuc
vu nham dap tng tt hon nhu cau cta khach hang.
2.2.3. Tinh hinh kinh doanh in uéng tai nha hang Epice

Nha hang Epice 1a mot trong nhitng nha hang chinh cta Pullman Danang
Beach Resort, chuyén phuc vu buffet sang, thyc don A la carte va cac loai d6 udng
cho khach luu tra cling nhu khach bén ngoai. Véi khong gian hién dai, thuc don da
dang va phong cach phuc vu chuyén nghi¢p, Epice dong vai tro quan trong trong hoat
dong kinh doanh n udng cua resort.
2.2.3.1. Tinh hinh khach sir dung dich vu dn udng tai nha hang Epice

Bang 2.3 Tinh hinh khach sir dung dich vu in udng tai nha hang Epice

Chi tiéu Don vi tinh Trung binh/ ngay
Khach st dung buffet sang | Khach 243
Khach sir dung Alacarte Khach 64
Khach str dung d6 uéng Khach 39
Tong lugt khach phuc vu | Luot khach 346

(Nguon: B phdn nha hang Epice thudc Pullman Danang Beach Resort)

Nhin xét:

Nhin chung, luong khach sir dung dich vu n udng tai nha hang Epice ¢ mirc
tuong ddi 6n dinh véi trung binh khoang 346 luot khach/ngay. Trong do, dich vu
buffet sang co luong khach sir dung cao nhat voi trung binh 243 khach/ngay. Piéu
nay cho thay buffet sang 1a hoat dong phuc vu chinh ctia nha hang, phi hop véi dic
diém 1a nha hang phuc vu khach luu trii tai resort. SO lugng khach buffet sang cao
cling phan anh luong khach luu tra tai Pullman Danang Beach Resort twong ddi 6n
dinh va nhu cau st dung dich vu an sang ctia khach 16n.

Bén canh d6, dich vu Alacarte dat trung binh khoang 64 khach/ngay. Mac du
s6 luong khach thap hon buffet sang nhung day van 1a dich vu quan trong ctia nha
hang do hinh thirc phuc vu niy yéu cau chét lugng phuc vu cao, kha ning tu van mén
an chuyén nghiép va thoi gian phuc vu linh hoat hon. Diéu nay cho thay nhu cau str
dung dich vu goi mén tai Epice van duy tri & muc kha 6n dinh, dic biét dbi v6i khach
¢6 nhu ciu trai nghiém am thuc riéng hodc sir dung dich vu ngoai khung gid buffet.

Ngoai ra, s luong khach st dung dd6 udng dat trung binh khoang 39
khach/ngay. Con sd nay cho thdy nhu cau st dung riéng dich vu d6 udng chua thuc
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su cao va chil yéu phuc vu kém theo nhu cau 4n udng ciia khach hang tai nha hang.

Ttr tinh hinh trén c6 thé thdy hoat dong phuc vu an udng tai nha hang Epice
dién ra thuong xuyén voi luong khach kha 16n méi ngay, dic biét tap trung vao buffet
sang. Dong thoi, dich vu Alacarte van dong vai trd quan trong trong hoat déng kinh
doanh 4m thyc ctia nha hang va c6 tiém ning phat trién thém néu tiép tuc ning cao
chét luong phuc vu va trai nghiém khach hang.
2.2.3.2. Tinh hinh kinh doanh dich vu dn uéng tai nha hang Epice

Bang 2.4 Doanh thu dn udng tai nha hang Epice
PVT: Triéu dong/ngay

Chi tiéu Trung binh/ ngay
Doanh thu buffet sang 58,7
Doanh thu Alacarte 34,2
Doanh thu do udng 8,6
T6ng doanh thu an ubng 101,5

(Nguon: Bo phdn nha hang Epice thuéc Pullman DaNang Beach Resort)

Nhin xét:

Duva vao tinh hinh kinh doanh dich vu an uéng tai nha hang Epice thudc
Pullman Danang Beach Resort, c6 thé thdy tong doanh thu in udng trung binh dat
101,5 triéu dong/ngay, phan anh hoat dong kinh doanh F&B tai nha hang dién ra 6n
dinh va giit vai trd quan trong trong tong thé dich vu ctia khu nghi dudng.

Trong d6, doanh thu tir buffet sang dat 58,7 triéu dong/ngay, 1a mirc cao nhat
trong ba nhoém dich vu. Piéu nay cho thy buffet sang 1a ngudn thu chi luc cta nha
hang Epice, pht hop véi dic thi phuc vu phan 16n khach luu tri tai resort va duoc sir
dung nhu moét dich vu di kém trong géi phong.

Bén canh d06, doanh thu tir dich vu Alacarte dat 34,2 triu déng/ngéy. Day la
murc doanh thu dung thir hai trong co céu hoat dong an uéng, cho thr?iy dich vu goi
mon van git vai trd quan trong trong hoat dong kinh doanh cta nha hang. Pong thoi,
két qua ndy phan 4nh nhu cau trai nghiém am thyc riéng cua khach hang van 6n dinh
va c6 dong gop dang ké vao tong doanh thu.

Ngoai ra, doanh thu tir d6 ubng dat 8,6 triéu dong/ngay, 1a mirc thip nhat trong
cac hoat dong kinh doanh an uéng tai nha hang. Piéu nay cho thay d6 udng chu yéu
dong vai trd bo tro cho cac dich vu dn udng chinh nhu buffet sang va Alacarte, chua
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tré thanh ngudn doanh thu doc 1ap c6 ty trong 10n.

Téng thé, co cdu doanh thu cho thay buffet sang van 1a hoat dong kinh doanh
chu dao tai nha hang Epice, trong khi dich vu Alacarte gilr vai tro quan trong thir hai
va c6 tiém nang phat trién trong thoi gian t6i néu tiép tuc dugc ning cao vé chét luong
phuc vu va trai nghiém khach hang.
2.2.3.3. Co ciu doanh thu &in udng tai nha hang Epice

Bang 2.5 Co cau doanh thu in udng tai nha hang Epice

Hoat dong kinh doanh Ty trong (%)
Buffet sang 57,8
Alacarte 33,7

Do ubng va dich vu khac 8,5
Tong 100,0

(Nguon: BY phdn nha hang Epice thuéc Pullman DaNang Beach Resort)

Nhan xét:

Qua bang s6 liéu cho thay doanh thu buffet sang chiém ty trong cao nhat trong
tong doanh thu an udng ctia nha hang Epice. Diéu nay xuit phat tir viéc phan 16n
khach Iuu tru tai resort st dung dich vu buffet sang tai nha hang.

Bén canh do6, doanh thu tur dich vu Alacarte cling chiém ty trong khé 16m véi
33,7%, cho thdy nhu cdu st dung thuc don goi mon cia khach hang twong ddi cao.
bay ciing 1a loai hinh dich vu c¢6 vai tro quan trong trong hoat dong kinh doanh an
udng cta nha hang. Ngoai ra, doanh thu tir d6 udng va cac dich vu khac chiém ty
trong thap hon nhung van gop phan da dang hoa ngudn doanh thu cho bd phan F&B.
2.3. Thuc trang quy trinh phuc vu Alacarte tai nha hang Epice thugc Pullman
Danang Beach Resort
2.3.1. Gidi thiéu nha hang Epice

Nha hang Epice tai Pullman Danang Beach Resort 1a khong gian am thuc cao
cap, phuc vu cac mén an qudc té va Viét Nam voi phong cach hién dai. Vi nguyén
liéu tuoi ngon dén cach trinh bay tinh té mang lai trai nghiém am thuc doc dao va
ding cip 5 sao.

» Gio hoat dong: 11:30 — 22:00 (Nhan dat mén cudi trude 21 :45)
» Uu dai gio vang — Happy Hour: 16:00 — 18:00
> Lép hoc nau an Viét Nam: Thir Hai, Tu, Sau, 14:00 — 15:30
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> Phong cach am thuc: A — Au
- Chtrc nang va nhiém vu cua nha hang Epice:
+ Chtrc nang: Nha hang Epice cung cip va phuc vu Alacarte am thuc da dang
+ Nhiém vu: Bo phan nha hang dap ung kip thoi, chinh x4c nhu cu dn ubng
ctia khach hang, tao quy trinh hoat dong mot cach logic giita bép va nha hang, tiép

nhan phan hoi ctia khach hang dé cai thién va gia ting chat luong phuc vu va moén an.

Vi Terrace (Khu viee hit thuée) Vi
gl

i
e . Private
. Room

. Kid
o 1 conner
&
Kitchen 5
@
| W || WA
Quay Cashier
25 i A Cira
Livao Quay Bar phu Bép A ohu

(Nguon: Bo phéin nha hang Epice thudc Pullman Danang Beach Resort)
Hinh 2.2 So' @ nha hang Epice thujc Pullman Danang Beach Resort
2.3.2. Quy trinh phuc vu Alacarte tai nha hang Epice
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Chao don
khach tai cira

=

Xac nhan khach
bang tén va s6 phong

Dan khach
vao ban

—

Trai
khan an

—

!

Pua menu Alacarte (Néu Mo1 menu QR (theo : Nhan vién phuc vu
khach khong dung QR) <:| SOP tham khao) gi61 thi€u ban than
Giai thich Phuc vu Nhén order do Mo1 nudce trong
menu :> khan lanh :> udng :> thot gian cho
Phuc vu banh mi, bo Xac nhan thanh Nhan order Phuc vu
va nuéc mién phi = vién Accor = mon an — do udng
Diéu chinh dung cu Moi thém nudc Phuc vu Kiém tra
an, don setup thtra E> ubng, don ly trong |$ mon khai vi E> chat luong

Phuc vu
mon chinh

Kiém tra
mon an

=

W

——

Setup lai dung cu
cho mén tiép theo

U

Don dia sau khi
khéach an xong

Quan sat va du
doan nhu cau khach

—

Don ban sau moén
chinh

—

Moi trang miéng/ tra/

ca phé

J

Trinh
hoa don

Tién
khach

Reset
ban

G| i =

—

Don ban va vé
sinh vun banh

—

Phuc vu trang
miéng va do
uong sau bita

(Nguon : Bé phdn nha hang Epice thuéc Pullman Danang Beach Resort )

So d0 2.1 Quy trinh phuc vu Alacarte tai nha hang Epice thugc Pullman

Danang Beach Resort

Buéc 1: Chao dén khdch (trong 2 phiit ké tir khi khdch dén)

Nhan vién phai chia dong quan sat va chao khach ngay khi khach dén, véi thai

d6 than thién, mim cudi va giao tiép bang mat. Néu khach phai cho, can thong

bao thoi gian chd chinh xé4c va xin 16i.
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Chao khach: “Chao budi chiéu/ bubi tdi... (tén khach). Chao mimg dén voi
nha hang Epice.”
Buéc 2: Xdc nhan théng tin khdch (khéch néi trii hay khdch ngoadi) bang tén
va s6 phong
- Nhan vién hoi vé dit ban, tén khach hodc s6 phong. Néu co dit trude, can
xac nhan lai; néu khong, linh hoat sip xép ban phu hop véi sb lwong khach.
- Hoi dat ban (néu biét rdi thi khéng can hoi): “Anh/ chi da dat ban chua a?”
+ Néu c6: nhic lai thong tin dat ban
+ Néu khong: héi tén hodc s6 phong “Cho t6i xin tén va s6 phong cla quy
khach a”
- S6 luong khach: “Ban ctia minh ¢6 bao nhiéu nguoi a?”
- Hoéi vi tri ngdi mong mudn: “Quy khach mudn ngdi & dau a?”
Buée 3: Dan khdch vao ban (trong 5 phiit phdi hé tro ché ngoi va dua
menu/wine list)
Nhan vién dan khach dén ban, hd trg kéo ghé, dam bao khoang cach chuyén
nghiép va hoi lai sy hai 1ong vé vi tri ngdi.
- Dan khach
- Giao tiép bang mat
- Gilr khoang cach phu hop: “Mo1 quy khéch di theo t61 a”
- Kiém tra sy thoai mai: “ Ban nay co on khong a, thua anh/ chi?”
Buoc 4: Trai khan an
Nhan vién xin phép: “Xin phép trai khan an cho quy khach a” va thuc hién trai
khan an cho khach mét cach lich su.
Buéc 5: Gidi thiéu nhan vién (trong 3 phit sau khi khdch ngoi)
Nhan vién phuc vu chi dong chao ban, gidi thi¢u tén va tao an tuong chuyén
nghiép ban dau: “ Tbi tén 1a (tén), hom nay toi s& phuc vu quy khach”
Bucoc 6: Moi menu QR
Gi6i thiéu va hudng din khach sir dung menu QR néu co.
Buéc 7: Trinh menu Alacarte (Néu khach khéng diing OR)

Néu khach khong dung QR, nhan vién dwa menu gidy, mé sin va gidi thiéu so

Mo menu: “Pay la menu cta chung t6i”
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Thong bao: Moén hét va mén dic trung trong ngay: “rat tiéc hom nay moén (tén

mon) khong co, thay vao dé chiing t6i xin ggi y mon (tén mon dic biét trong

ngay)

Buoc 8: Giai thich menu

Giéi thiéu ciu trac menu (khai vi, mon chinh, trding miéng), mon dac biét va
mén khong c6 san: “ Menu bét dau v6i cdc mon khai vi, moén chinh gém cac lya chon
nhu moén nudng, pizza, pasta,... va cudi cting 13 cdc mon trang miéng. Moi quy khach
tham khao.”

Buwoc 9: Phuc vu khan lanh

Phuc vu khan lanh ding cach, ddm bdo v¢ sinh va lich sy: “Xin phép! Day la
khan lanh cta quy khach, cam on”

Buéc 10: Nhén order do uong (trong 10 phiit sau khi dwa menu)

Nhan vién chu dong moi nudce, ghi nhan chinh xéc, nhéc lai order va gui hé
théng.

N6i: “Xin phép, toi c6 thé nhan order udng udng cua quy khach khong a?”

Nhic lai order: “ Mot (tén mén nude) cho chi va mot (tén mén nude) cho anh,

dang khong a”

Gui order vé thu ngan

Buoc 11: Moi nudc trong thoi gian cho

Upsell nudce (c6 ga/’khong ga), dam bao khach khong bi bé quén.

Upsell nudce: “Quy khach dung nude khong a? Ching to61 c6 nude co ga va

khong ga.”

Nhic lai order

Gui order

Buéc 12: Phuc vu do uong (6 phit, cocktail 9 phiit)

Db udng dugc phuc vu dung thoi gian, ding khach, bang khay, dam bao hinh
thire va chat luong.

Mo chai/lon va rét

Kiém tra hinh thirc: “Xin phép! DAy la (tén nudc) cua chi va (tén nudc) cia

anh. Chuc quy khach ngon miéng”

Buwoc 13: Nhan order mon an

Nhan vién tu vAn mon, hoi di ung, ghi nhan yéu cau dic biét va go1y ruou
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hoac moén kém.
No6i: “Téi c6 thé nhan order mén dn cua quy khach khong a?”
Goi y rugu néu chua goi: “Quy khach ¢6 mudn ding ruou kém moén khong
a?”
Nhic lai order: “Téi xin nhic lai order. Mot tén mén va mot tén mén mon
chinh, dang khong a?”
bam bao du 3 mon: khai vi - chinh — trdng miéng
Gui order
Hoi di mg: “Quy khéch c6 bi di ung gi khong a?”
Buoc 14: Xac nhan thanh vién Accor
Kiém tra khach c6 membership dé ap dung wu dai va cham séc tot hon.
Noi: “Quy khéch c6 phai thanh vién Accor Plus khong a?”
Néu c6: xin ma thanh vién
Néu khong: tu van dang ky
Buwoc 15: Phuc vu banh mi, bo & nuoc
Phuc vu banh mi, bo va nudc mién phi, dam bao chét luong.
Noéi: “Xin phép, day 1a banh mi va bo, moi quy khach dung”
Rt nude: “Xin moi nude”
Bude 16: Diéu chinh dung cu an va don setup thira
Setup lai dung cu phu hop v6i mén an, don bot dung cu thura.
Buc 17: Moi thém do udng va don ly trong (trong 3 phiit)
Quan sat ly nude, chu dong moi thém khi gan hét.
Buaoc 18: Phuc vu mon khai vi (15 phut)
bam bdo moén duge phuc vu dung thoi gian, dung khach va trinh bay dep.
Noi: “Xin phép, Day 1a mon (tén mon) moi quy khach thudng thirc”
Buéc 19: Kiém tra chat lrong
Hoi tham khach vé mén an va d6 udng, xir Iy phan hoi kip thoi.
No6i: “Moén an va dd udbng c6 hop khau vi khong a?”
Buwoc 20: Don dia sau khi khach an xong (6 phut)
Don dia, ly trong diing thoi gian, giit ban luén gon gang.
BuGc 21: Setup lai cho mén tiép theo
Chuan bj dung cu méi pht hop v6i mén tiép theo.
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Buoc 22: Phuc vu mon chinh

Phuc vu trong 20 phut sau khi don khai vi hodc 30 phut néu khong c6 khai vi,

dam bao dong bo gitra cac khach.

thie”

a(')”

Kiém tra trinh bay: “Xin phép, Pay 12 moén (tén mén). Moi quy khach thuong

Buée 23: Kiém tra mén chinh

Tiép tuc hoi thaim murc d6 hai 10ng ctia khach: “Mon an c¢6 hop khau vi khong

Bu6c 24: Quan sat & dw dodn nhu cau
Nhan vién phai tinh y: refill nudc, thay dung cy, hd tro kip thoi.
Buwoc 25: Don ban sau mon chinh
Don sach ban, loai bo dia ban va chuan bij cho budc tiép theo.
Budc 26: Moi trang miéng / tra / ca phé
G161 thi€u menu trang miéng, goi1 y phu hop.
Pua menu: “Quy khach c6 dung trang miéng/ tra/ ca phé khong a?”
Noi: “Moi quy khach xem menu”
Buéc 27: Phuc vu trdng miéng & dé uéng sau bira
Trang miéng: trong 10 phut
Tra/ca phé: trong 6 phut
DPam bao c6 sita, dudng day du.
Buwoc 28: Don ban & lam sach vun banh
Thuc hién “crumbling down”, dam bao ban sach s€ trudc khi thanh toan.
Buée 29: Trinh héa don (trong 5 phiit sau khi khdch yéu cau)
Hoa don phai chinh x4c, r0 rang va hd trg thanh toan linh hoat
Noi: “Xin phép, day 1a héa don cua quy khach”
Buée 30: Tién khdch
Nhan vién cam on, chao tam biét, st dung tén khach néu co, tao 4n tuong tot.

No6i: “Cam on quy khach rat nhiéu. Chiac quy khach mét ngay/ budi tdi tot

lanh. Mong duogc gap lai”

Buwoc 31: Reset ban

Don dep, thay khin, set up lai day du, dam bao sin sang phuc vu luot khach

tiép theo

38



2.3.3. Thuc trang thwce hién quy trinh phuc vu Alacarte tai nha hang Epice thudc
Pullman Danang Beach Resort

Trong thyc tién tai Epice Restaurant, quy trinh phuc vu Alacarte nhin chung
duoc nhan vién thuc hién kha tbt va tuong dbi ding theo tiéu chuén phuc vu ctia nha
hang.

Buoc 1: Chao don khach

Nhan vién tai nha hang Epice thuc hién kha tdt budc chao don khach. Khi
khach vira dén gan ctra nha hang, nhan vién s& chi dong mé cira, mim cudi, giao tiép
b:;ing mat va chao khach véi thai do than thién, lich su. Diéu nay giup tao an tuong
ban dau tich cuc va thé hién phong cach phuc vu chuyén nghiép ctia nha hang.

Tuy nhién, vao cac khung gio cao diém hodc khi lugng khach dén cung luc
dong, budc nay doi luc bi gian doan. Trong truong hop nhan vién dang dan khach vao
ban hodc hd trg nhém khach trude thi khach méi dén s& phai chd mét khoang thoi
gian ngan méi duoc tiép dén. Piéu nay cho thay s6 lwong nhan vién tai khu vic don
khach chua thuc sy dap tng tét vao thoi diém dong khach.

Buée 2: Xdc nhan théng tin khdch bang tén va sé phong

Nhan vién thudng chii dong hoi khach vé dit ban, tén khach hodc s phong dé
xéac nhan thong tin. P6i v6i khach noi tri, nhan vién kiém tra sé phong kha nhanh va
chinh xac. Néu khach chua dt ban trude, nhan vién sé linh hoat sip xép ban phu hop
v6i s6 lugng khach va vi tri khach mong muén.

Buéc 3: Dén khdach vao ban

Nhan vién thuc hién ding quy trinh khi dan khach dén ban, ho tro kéo ghé va
gioi thiéu vi tri ngéi cho khach. Thai d6 phuc vu nhin chung chuyén nghiép, lich su
va dam bao khoang cach giao tiép phu hop. Sau khi khach ngdi, nhan vién ciing
thuong hoi lai khach c6 hai long vai vi tri ban hay khong.

Bén canh do, vao thoi gian cao diém, viéc dan khach doi khi dién ra voi vang
do ap luc phuc vu nhiéu ban cung lc.

Buoc 4: Trai khan an

Trong thuc té quan sat, budc trai khin an hau nhu dugc nhan vién luge bé va
khong thyc hién nhu trong quy trinh tiéu chuan. Sau khi khach ngdi vao ban, nhan
vién thudng chuyén sang gi6i thiu menu ngay dé tiét kiém thoi gian phuc vu.

Buwoc 5: Gioi thiéu nhan vién
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Nhan vién phuc vy thuong chu dong chao ban va gidi thi€u tén véi khach sau
khi khach 6n dinh chd ngdi. Budc nay gitp tao cam giac gan giii va chuyén nghiép
hon trong qué trinh phuc vu. Tuy nhién, khong phai tit ca nhan vién déu thuc hién
ddng déu, dic biét vao luc déng khach thi budce nay doi khi duoc thuc hién kha nhanh
hoac bi lugc bo.

Budoc 6: Moi menu QR

Moi menu QR 13 bude theo quy trinh tiéu chuan nham giup khach hang tiép
can thue don thong qua viée quét ma QR trén thiét bi c4 nhan. Tuy nhién, tai nha hang
Epice thudc Pullman Danang Beach Resort, budc nay hién khong con dugce ap dung
va da duoc thay thé hoan toan bang menu gidy. Vi trong giai doan trién khai truéc
day, viéc st dung menu QR nhan dugc mot s6 phan hdi chua tich cuc tir khach hang,
cho ring thao tic quét mi gy mat thoi gian, lam gian doan trai nghiém va khong
thuan tién di voi nhitng khach khong quen st dung cong nghé hodc gip han ché vé
thiét bi, két ndi mang. Vi vdy, dé dam bao sy thuan tién va pht hop voi da s khach
hang, nha hang di quyét dinh loai bo menu QR trong qué trinh phuc vu thuc té.

Buoc 7: Trinh menu Alacarte

Nhén vién thuc hién kha t6t budc dua menu gidy cho khach. Menu thudng
duoc mo san va gidi thidu so bd vé cac mén dic biét hodc mon hét trong ngay. biéu
ndy gitp khach dé dang lya chon mén an hon.

Buoc 8: Giai thich menu

Nhan vién c6 gidi thi¢u so bd cAu tric menu va tu vin moén an cho khach. Di
v6i khach nudc ngoai hoac khach chua quen véi mén an, nhan vién sé giai thich thém
vé nguyén liéu va cach ché bién. Tuy nhién, kha ning tu van giita cac nhan vién chua
dong déu, phu thudc kha nhiéu vao kinh nghiém va k¥ ning giao tiép cua timg ngudi.

Buwoc 9: Phuc vu khan lanh

Nhan vién phuc vu khan lanh tuong ddi nhanh va dang thao téc.

Buéc 10 va Buée 13: Nhin order do uong va mén dn

Theo quy trinh ti€u chun, viéc nhan order dd uéng va order mon an duoc thuc
hién thanh hai budce riéng biét. Tuy nhién, tai nha hang Epice thudc Pullman Danang
Beach Resort, nhan vién thyc té thuong gdp ca hai ndi dung nay va tién hanh ghi
order trong ciing mot 1an tiép xuc véi khach.

Viéc diéu chinh nay xuat phat tir yéu cau tdi vu thoi gian phuc vu va nang cao
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trai nghiém khach hang. Néu thuc hién dang theo quy trinh tach riéng, nhan vién s&
phai quay lai ban nhiéu 1an dé 13y order, 1am kéo dai thoi gian xir 1y va khién khach
phai cho 1au hon dé c6 day di mén an va d6 ubng. Do d6, viéc nhan dong thoi ca d6
udng va moén an giup rat ngan s 1an twong tac, han ché thoi gian chy va dam bao
khach duoc phuc vu nhanh hon ngay tir dau.

Mic du thay doi so v6i quy trinh tiéu chudn, nhan vién van dam bao cac thao
tac quan trong nhu nhéc lai toan bo order dé xac nhan chinh xac, hoi thong tin di ing
thie pham va tu vin mén 4n hodc db udng phu hop cho khach.

Buoc 11: Moi thém nudc trong thoi gian cho

Nhan vién c6 chu dong moi thém nudce hodc refill nude cho khach trong qué
trinh chd moén. Tuy nhién, bude ndy thuong dugc thyuc hién linh hoat tiy tinh huéng
thay vi dung hoan toan theo quy trinh.

Budée 12: Phuc vu do uéng

Do udng thudng duge phuc vu ding thoi gian quy dinh, dung khach va dung
mon. Nhan vién c6 kiém tra hinh thtrc d6 uéng trudc khi mang ra phuc vu. Tuy nhién,
vao gid cao diém, thoi gian phuc vu cocktail d6i lac cham hon tiéu chuan do quay
bar qua tai.

Buwoc 14: Xac nhan thanh vién Accor

Nhan vién thudong hoi khach vé Accor Plus dé ap dung wu dai.

Buwoc 15: Phuc vu banh mi, bo va nuwoc

Nhan vién phuc vu banh mi, bo va nudc kha nhanh sau khi nhan order moén
an. Pay 1a budc gitp khach cam thdy dugc cham soc trong lac chd mén chinh.

Buéc 16: Diéu chinh dung cu an va don setup thira

Nhan vién thyuc hi¢n tuwong ddi tét bude setup lai dung cu phu hgp véi mon an.
Tuy nhién, mét s6 truong hop viéc don dung cu thtra chua kip thoi khién ban an con
kha nhiéu vat dung khong can thiét.

Buéc 17: Moi thém do udng va don ly trong

Nhén vién thudng xuyén quan sat ban an va chu dong don ly trong hodc moi
thém nudc uéng khi can. bay la budc dugce thuc hi¢n kha tbt trong thyc té.

Buoc 18: Phuc vu mon khai vi

Mon khai vi nhin chung dugc phuc vu dung thoi gian va dam bao hinh thire
trinh bay. Nhan vién thuong phuc vu dung khach va gidi thi€u tén mén khi mang ra
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Buéc 19 va Buée 23: Kiém tra chdt lwong mén dn

Nhan vién c6 thuc hién hoi tham khach vé chat lugng mén an trong qué trinh
dung bira. Tuy nhién, viéc tach riéng hai buéc kiém tra chit lwvong mon khai vi va
mon chinh bi danh gid 1a con trung 1ap.

Trong thuc té, néu nhan vién lién tuc hoi khach qua nhiéu 1an s& d& giy cam
giac bi lam phién, dic biét khi khach dang tro chuyén hodc dung bita. Vi vay, nhiéu
nhan vién thuong linh hoat gop hai budc nay lai thanh mot 1an héi tham chung dé tao
cam giac tu nhién hon.

Buoc 20: Don dia sau khi khach an xong

Nhan vién don dia kha nhanh va giit ban an tuong ddi gon gang. Tuy nhién,
khi dong khach, thoi gian don doi luc cham hon tiéu chuan do nhan vién phai phuc
vu nhiéu ban cung lic.

Buc 21: Setup lai cho mén tiép theo

Nhan vién thuc hién ding thao tac thay dung cu phi hop véi mén tiép theo.
Pay 1a budc duoc duy tri kha tét nham dam bao tinh dong bo trong phuc vu.

Buoc 22: Phuc vu mon chinh

Mo6n chinh nhin chung duoc phuc vu dung trinh tu va ddm bao hinh thic trinh
bay.

Buée 24: Quan sdt va dw dodn nhu cau khdch

bay 1a budc dugce nhan vién thuc hién kha tdt trong thuc té. Nhan vién thuong
xuyén quan sat ban an dé refill nudc, thay dung cu hodc hd tro khach kip thoi ma
khong can khach phai goi nhiéu 1an. Diéu nay gop phan nang cao trai nghiém dich vu
va thé hién tinh chuyén nghiép trong phong cach phuc vu ctia nha hang.

Buoc 25: Don ban sau mon chinh

Nhan vién thyc hién don dep ban an kha nhanh cac dia ban va 1am sach ban
nham chuan bi cho budc trang miéng.

Buoc 26: Moi trang miéng, tra hodc ca phé

Nhan vién c6 gidi thiéu menu trang miéng va d6 uéng sau bira an. Tuy nhién,
miurc do upsell chua that sy déng déu gitra cac nhan vién.

Bu6c 27: Phuc vu trdng miéng va dé uong sau bita

Nhan vién phuc vu twong ddi dung thoi gian quy dinh va dam bao diy du sita,
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duong cho tra hodc ca phé.

Buaoc 28: Don ban va lam sach vun banh (Crumbling down)

Trong thuc té, nhan vién thuong thyc hién budc crumbling down nham don
sach vun thirc dn va cac dung cu khong can thiét trén ban dé giir ban an ludn gon gang
va tao su thoai mai cho khéch trong sudt bita an.

Tuy nhién, quy trinh hién tai yéu cau thyc hién budc nay trude khi khach thanh
toan nén doi lac tao cam gidc nhu dang thac khach két thuc bira an. Vi vdy, nhiéu
nhan vién thudng linh hoat doi sang giai doan cudi dé tranh lam khach kho chiu.

Buoc 29: Trinh hoa don

Nhan vién thuc hién kha nhanh khi khach yéu cau thanh toan. Héa don duoc
kiém tra tuong d6i chinh xé4c trude khi mang ra cho khach.

Buée 30: Tién khach

Nhan vién luén chi dong cam on va chao tam biét khach vai thai do than thién,
lich su. Mot s6 nhan vién con sir dung tén khach dé tao cam gidc duoc quan tim ca
nhan hoa.

Buoc 31: Reset ban

Sau khi khach roi di, nhan vién nhanh chong don dep, thay khan va setup lai
ban day du dé san sang phuc vu lugt khach tiép theo. Pay 1a bude duogc thuc hién kha
hiéu qua nhiam dam bao tc d6 quay vong ban trong gid cao diém.
2.4. Phin tich cc yéu to anh huwéng dén quy trinh phuc vu Alacarte tai nha
hang Epice thu¢c Pullman Danang Beach Resort
2.4.1. Nhédn vién phuc vu cua nha hang Epice

a. Doi ngii lao dong

Béang 2.6 D§i ngii lao dong ctia nha hang Epice thugc Pullman Danang

Beach Resort
STTIChi tiéu | S§ lwgng | Giéitinh | Trinh do hoc vén Tr‘”hn‘;% ngoai
Nam | Nir i’:c‘ d%"i‘l‘; Tlrll(;zg T’Ai\ilag E%g
1 |Giam déc 1 1 . 1 } ] 1 )
2 Quan ly 2 - 2 2 } . 2 1
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3 [froly 2 : > | 1| 1 i 2 i
quan ly

4 |Giam sat 1 - 1 1 - - 1 -

5 [10 1 i 1| - | 1 i 1 i
truong

6 [Thu ngan 3 - 3 3 - - 3 -

7 [Phuc vu 4 2 2 3 1 - 2 -

8 Pha ché 2 - 2 1 1 - 2 -
Tong 16 3 13 | 12 4 14 1

(Nguon:Phong F&B thudc Pullman Danang Beach Resort)

Nhin xét:

Gioi tinh: Su chénh 1éch gidi tinh giita 2 nam va 12 nit qua cao, viéc nit nhicu
6 thé dam bao duge su khéo 1éo trong cach phuc vu va tam ly khach hang. Tuy nhién,
viéc qua it nhan sy nam din dén cac cong viéc ning sé gip kho khan hon trong quy
trinh phuc vu Alacarte.

Trinh @6 hoc van: Bo phan nha hang Epice c¢6 2 gidm sat 1a trinh d cao dang
nhung véi bé day nhiéu nam kinh nghiém 1am viéc tai cac khach san - resort khac ho
da 1am rat tot cong viéc cua minh, ddc biét 1a trong qua trinh phuc vu. Cac nhan vién
tuy c6 bang dai hoc nhung van con phai hoc héi thém nhiéu tir nhitng ngudi quén 1y,
giam sat va qua cac budi dao tao dé co thé phuc vu khach hang mot cach chu dao nhét
c6 the.

Trinh d6 ngoai ngit: Vi nha hang dén nhiéu khach qudc té (28% khach Chau
Au, 27% khach Han Quéc, 17% khach An o, 10% khach Trung Qudc, 13% khach
Viét va 5% khach Nhat Ban), kha nang ngoai ngir t6t 1a yéu t6 quan trong. Nhan vién
& day phan 16n c6 thé giao tiép bang tiéng Anh 13 mét loi thé trong cach tro chuyén,
ho6i han ¥ kién cta khach hang trong qua trinh phuc vu Alacarte. Tuy nhién, mot s6
khach khong thé néi duoc tiéng Anh thi lai 1a mot diém kho cho nhan vién vi ¢ day
chi c6 mot nguoi néi duoc tiéng Trung. Didu nay co thé dan dén sy bat dong ngon
ngit din dén khong thé chin chu trong qua trinh goi ¥ mén an hay hoi tham khach
duogc trong quy trinh phuc vu Alacarte.

b. Co cdu lao déng

Co ciu lao dong tai nha hang co sy phan b6 twong d6i hop 1y theo dic thu cong
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viéc. Nhan vién nir chiém ty 1€ cao, chu yéu lam vi¢c tai cac vi tri phuc vu truc tiép

khach nhu phuc vu ban va hostess, phu hgp vdi yéu cau vé su khéo 1€o, can than va

giao tiép. Trong khi do, mdt so6 vi tri can strc khde va di chuyén nhiéu c6 sy tham gia

ctia nhan vién nam. Tuy nhién, ty 18 nit chiém wu thé ciing gy kho khin nhit dinh

trong cac cong viéc mang tinh chat nang nhoc vao gio cao diém.

2.4.3. Co sé vit chit va trang thiét bi ciia nha hang Epice

Bang 2.7 Co sé vét chit va trang thiét bi ciia nha hang Epice thugc

Pullman Danang Beach Resort

] Thoi gian st dung
STT Tén So lwgng Con dung Cin thay
dugc the
1 | Xe day phuc vu 3 2 1
2 | Xe dung chén dia 5 5
3 | Ban 60 57 3
4 | Ghé 289 289
5 | Ghé tré em 20 14
6 | Hé thong thong gid 6 6
7 | ben tuong 42 42
8 | Piéu hoa 3 3
9 | May tinh 2
10 | May Pos 1 1
11 | Loa 6 6
12 | Tulanh 6 6
13 | Tulam da 1 1
14 | Khay phuc vu 15 14 1
15 | Gattan 10 10
16 | Chén 250 200 50
17 | Dia 1080 1035 45
18 | T6 120 120
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19 | Dao 650 624 26
20 | Mudng 300 200 50
21 | Nia 650 600 50
22 | Piia 400 350 20
23 | Lo dung muébi, tiéu, tim 100 100
24 | Am tra 40 36
25 | Tach tra 529 529
26 | Ly 2050 1900 100
27 | Lo hoa 65 65
28 | Placemade 471 471
29 | B6 dung cu tré em 50 47 3
30 | Chén sét 170 130 20
31 | Tongs 300 250
32 | Pé khan lanh 400 300
33 | May vit cam 1 1
34 | May xay sinh t6 1 1
35 | May pha ca phé 1 1
36 | May bia tuoi 1 1
37 | May rta ly 1 1
38 | Binh ca phé 2 2
39 | Binhtra 2 2
(Nguon: BY phdn nha hang Epice thudc Pullman Danang Beach Resort)
Nhan xét:

Co sé vat chit — k¥ thuat tai nha hang Epice duoc trang bi khd diy du, hau hét
van con str dung tt va dap tng dugc nhu cau phuc vu khach trong hoat dong kinh
doanh hﬁng ngay. Tuy nhién, do dac thu van hanh, mot $6 cong cu dung cu thuong
xuyén bi hao mon, thét lac hodc hu hong (nhu chén, dia, ly, muéng, nia...), dan dén

tinh trang thiéu hut vao nhiing dip cao diém, 18 tét hodc cudi tuan khi lugng khach
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tang cao. Diéu nay phan nao anh huéng dén chét luong phuc vu ciing nhu trai nghiém
ctia khach hang. V& cong tac bao tri va bao dudng, nha hang van duy tri thuc hién
kha t6t. Khi gdp su ¢6, nhan vién chii dong lién hé voi bd phan ki thuat dé xu 1y. Tuy
nhién, thoi gian stra chita d6i khi kéo dai, va sau khi khic phuc van con mét sé trang
thiét bi chua dat hiéu qua nhu mong mudn, gdy anh hudng dén quy trinh phuc vu. Do
d6, nha hang can chu trong hon dén viéc thay thé kip thoi cac dung cu da xubng cép,
cling nhu ting cudng kiém tra — bao tri dinh ky nham nang cao chat lugng dich vu va
duy tri hinh anh chuyén nghiép.
2.5. Panh gia chung vé quy trinh phuc vu Alacarte tai nha hang Epice thudc
Pullman Danang Beach Resort
2.5.1. Nhitng wu diém
2.5.1.1. Vé quy trinh phuc vu:

Thit nhat, quy trinh c6 tinh day di va logic ré rang

Quy trinh dugc xay dung theo trinh tu hop 1y, bao quat toan bo hanh trinh trai
nghiém cua khach hang tir khi dén nha hang cho dén khi roi di. Cac giai doan duoc
phan chia trong dbi day du nhu: chao dén khach, sap xép chd ngdi, tu van va nhin
order, phuc vu mén in, cham soc trong bita an va tién khach. Diéu nay giup dam bao
tinh hé thong trong van hanh va han ché t6i da viéc bo sét cac budce quan trong trong
phuc vu.

Thit hai, dam bao tiéu chuan dich vu 5 sao

Quy trinh thé hién rd dinh huéng phuc vu chuyén nghiép theo tiéu chuan quéc
té, ddc biét trong cac yéu to nhu:

- Thai d6 chao don khach than thién va lich su

- Xdac nhan thong tin khach chinh xéac

- Phuc vu moén an ding trinh tu

- Cham séc khach trong sudt bira dn

- Tién khach lich su

Nhitng yéu t6 ndy gop phan quan trong trong viéc nang cao trai nghiém khach
hang va hinh anh thuong hi¢u cua nha hang Epice.

Thir ba, tao khung chudn cho hoat dong dao tao nhan vién

Quy trinh duoc xay dung chi tiét giup nhan vién méi dé dang tiép can va thuc
hién cong viéc. Pay 1 co s& quan trong trong cong tac dao tao, chuan héa nghiép vu
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va kiém soat chat lugng phuc vu gitra cac ca lam viéc.

Thr tu, co tinh linh hoat trong thuc 1é van hanh

Mic du 1a quy trinh chuan, nhung trong thuc té nhan vién van c6 thé linh hoat
diéu chinh (vi du: gdp order d udng va mon an, linh hoat thoi diém chiam soc khach).
Diéu nay gitp quy trinh pht hop hon véi diéu kién thuc té trong gio cao diém va
gidm thoi gian cho cua khach.
2.5.1.2. Vé dji ngii lao déng:

Doi ngii nhan vién tai Epice nhin chung c6 trinh d6 chuyén mén co ban tdt,
duoc dao tao nghi¢p vu nha hang — khach san va nam duoc quy trinh phuc vu. Nhan
vién c6 thai do than thién, nhiét tinh, phu hop véi tiéu chuan dich vu cao cap. Kha
nang giao tiép tiéng Anh tuong ddi tét, dap tng duoc phan 16n khach qudc té.
2.5.1.3. Vé co 56 vit chit ky thugt:

Co so vat chat tai nha hang Epice dugc dau tu twong déi day du, dap tng tiéu
chuan ctia mot nha hang trong khu nghi dudng 5 sao. Hé théng ban ghé, dung cu in
udng, thiét bj bép va bar co ban dap tng tét nhu cau phuc vu hing ngay. Khong gian
nha hang rong rai, hién dai, gop phan tao trai nghiém thoai mai cho khach hang.
2.5.2. Nhitng han ché
2.5.2.1. Vé quy trinh phuc vu:

Thir nhat, quy trinh con qud chi tiét va mang tinh phén tach nhé 1é

Quy trinh duogc chia thanh nhiéu buéc nho, dan dén tinh trang roeom ra néu ap
dung mot cach clirng nhic. Mot sd bude co tinh chat 18p lai hodc mang tinh hinh thirc
nhu kiém tra chat lugng moén an nhiéu 1an, moi nude nhiéu giai doan hoic cham soc
khach theo tiing budc riéng biét.

Diéu nay lam gidm tinh linh hoat khi van hanh thyc té, dic biét trong moi
truong nha hang c6 cuong dd phuc vu cao.

Thit hai, ton tai sy khdc biét gika quy trinh va thuc té dp dung

Trong thuc té tai nha hang Epice, nhiéu budc trong quy trinh khong duoc thuc
hién day du hoic bi luoc bo, dién hinh nhu:

- Trai khan an

- St dung menu QR

- Tach riéng order 6 udng va mén an

- Thuc hién kiém tra chit lvong mon theo timg giai doan
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Diéu ndy cho thdy quy trinh mang tinh chuan héa cao vé 1y thuyét nhung chua
hoan toan phu hop véi diéu kién van hanh thuc té.

Thir ba, muc do déng nhat trong thyc hién chwa cao

Viéc thuc hién quy trinh phu thudc kha nhiéu vao kinh nghiém va k§ ning ca
nhan ciia tig nhan vién. Mot s6 nhan vién thyc hién day di cac budc chim séc khach
va tu vin mon an, trong khi mot sd khac c6 xu hudng luge bo cac bude phu dé wu
tién toc do phuc vu, dac biét trong gio cao diém.

Diéu nay dan dén sy khong dong déu trong chét luong dich vu giita cac ca lam
viéc.

Thir tu, mot s6 bude chuwa t6i wu vé mdt van hanh

Viéc tach riéng mot s6 budc nhu nhan order db uéng va order mon an chua
thyc su phu hop véi thuc té van hanh tai nha hang. Trong thuc té, nhan vién thuong
g0p cac budc nay dé tiét kiém thoi gian, tuy nhién diéu nay c6 thé anh huong dén quy
trinh xtr 1y order ctia bép va kéo dai thoi gian phuc vu trong gio cao diém.
2.5.2.2. Vé dji ngii lao ding:

Su khong dong déu vé k¥ ning gilta cac nhan vién van con ton tai. Mot s6
nhan vién chua thét sy thanh thao k¥ nang tu vaAn mon an, kién thire vé thuc don va
d6 udng con han ché. Bén canh d6, kha ning ngoai ngit cia mot s6 nhan vién chua
du t6t dé xir 1y cac tinh hudng phtrc tap v6i khach khong st dung tiéng Anh, din dén
kho khan trong giao tiép va phuc vu.

Ngoai ra, do ap lyc cong viéc va thiéu nhan sy vao mua cao diém, mot sé nhan
vién chua duy tri duoc sy 6n dinh trong thai do phuc vu, dé xay ra sai sot trong qué
trinh thyc hién quy trinh.
2.5.2.3. Vé co sé vit chit ky thut:

Do tan suat sir dung cao, mot s6 trang thiét bi va dung cu bi hao mon, that lac
hodc hu hong, dac bi¢t 1a chén, dia, ly va dao nia. biéu nay doi khi gay thiéu hut trong
gid cao diém, anh hudng dén téc do phuc vu. Ngoai ra, cong tac thay thé va bao tri
chua that sy kip thoi, van con tinh trang thiét bi sau stra chita chua dat hiéu qua tdi

uu.

49



CHUONG 3: GIAI PHAP HOAN THIEN QUY TRINH PHUC VU
ALACARTE TAI NHA HANG EPICE THUQC PULLMAN DANANG
BEACH RESORT

3.1. Co sé dé xuit giai phap
3.1.1. Pinh hwéng phit trién ciia Pullman Danang Beach Resort

Trong nhitng nidm t&i, Pullman Danang Beach Resort dinh huéng phat trién
theo mo hinh khu nghi dudng cao cap qubc té, ph hop vai chién lugc phat trién cia
thuong hiéu Pullman va tap doan Accor. Muc ti€u ctia khu nghi dudng la khong ngirng
nang cao chat lugng dich vy, da dang hoa san phém du lich nghi dudng va gia tang
trai nghiém khach hang nham duy tri vi thé 1a mot trong nhitng khu nghi dudng hang
dau tai thanh phd Pa Ning, huéng dén viéc duy tri vi thé 13 khu nghi dudng 5 sao
quéc té thudc tap doan Accor, dong thoi dap tng tét hon nhu cau ngay cang da dang
ctia khach hang trong nudc va qubc té.

Vé phuong huéng hoat dong trong thdi gian t6i, resort tiép tuc tap trung vao
chién luoc nang cao chat lugng dich vu theo tiéu chudn qudc té, 1y sy hai long cia
khach hang lam trung tdm. Bén canh d6, khu nghi dudng dinh hudng phat trién theo
mo hinh dich vu da dang, trong d6 chll trong mo rong va nang cao hi¢u qua hoat dong
cta linh vyc 4m thuc — nha hang, dac biét la nha hang Epice, nham gia tang trai
nghiém tron ven cho khach Iuu tr. Viéc irng dung cong nghé trong van hanh, nhu hé
thong dat ban, goi mon dién tir va quan 1y quy trinh phuc vu, cling duoc didy manh
nham t6i vu hoa thoi gian phuc vu va han ché sai sot trong qua trinh phuc vu khach.

Ngoai ra, resort ciing chu trong phat trién nguén nhan luc theo huéng chuyén
nghiép hoa, ting cudng dao tao k¥ ning nghiép vu, ngoai ngit va k¥ ning giao tiép
cho nhan vién, nham d4p tng yéu cau phuc vu khach qudc té ngiy cang ting. Dong
thoi, cong tac kiém soat chat luong dich vu, giam sat quy trinh phuc vu va cai thién
co so vat chat — trang thiét bi cling duge xem 14 nhimng yéu t6 trong tdm trong dinh
hudng phat trién.

3.1.2. Muc tiéu phdt trién ciia nha hang Epice thugc Pullman Danang Beach
Resort

Nha hang Epice thudc Pullman Danang Beach Resort dugc dinh hudng 1a mét

trong nhiing co sd kinh doanh 4m thyuc chi luc trong hé thdng dich vu cua khu nghi

dudng, van hanh theo ti€u chuan dich vu khach san 5 sao quéc té thuoc tap doan
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Accor. Trong chién lugc phét trién chung, nha hang khong chi déng vai trd cung tng
dich vu an uéng ma con 1a yéu t6 quan trong gép phan nang cao trai nghiém téng thé
cua khach hang khi luu trt tai resort.

Trong giai doan phat trién sp toi, Epice dit muc tiéu trong tim 1a khong nging
nang cao chit luong dich vu theo hudng chuyén nghiép hoa va tiéu chuin héa toan
bd quy trinh phuc vu Alacarte. Diéu nay bao gém viéc toi wu hoa thdi gian phuc vu,
nang cao tinh chinh x4c trong qua trinh tiép nhan va xir 1y order, dong thoi dam bao
su dong nhat trong chit luong phuc vu giira cac ca lam viéc nhim mang lai trai
nghiém 6n dinh va nhat quan cho khach hang.

Bén canh d6, nha hang hudéng dén myc tiéu gia ting mirc do hai long va trai
nghiém cua khéach hang thong qua viéc cé nhan héa dich vu, ndng cao kha nang tu
van mon an, ciing nhu cai thién k¥ ning giao tiép va xir Iy tinh hudng cua d6i ngii
nhan vién phuc vu. Viéc da dang hoa thuc don Alacarte theo hudng két hop hai hoa
gifra am thuc A — Au, déng thot cap nhat cadc xu hudong am thyuc quéc té, cling 1a mot
dinh huéng quan trong nham dap Gng nhu cau ngay cang phong phu cua thi truong
khach quéc té va khach cao cép.

Ngoai ra, Epice chu trong dén muc tiéu phat trién doanh thu bén viing trong
linh vuc 4m thuec, trong dé dich vu Alacarte duoc xac dinh la phan khtc co tiém nang
gia ting gi tri va dong gop loi nhudn dang ké. Song song vai d6, nha hang tap trung
nang cao hiéu qua van hanh théng qua viéc chuan hoa quy trinh lam viéc, giam thiéu
sai st trong phuc vy, toi wu hoa ning suat lao dong va ting cudng kiém soat chét
lwong dich vu.

Cudi cung, cong tac phat trién ngudn nhan luc duge xem 14 yéu t6 then chdt
trong chién luge dai han. Nha hang dinh huéng ning cao trinh do chuyén mon, k¥
nang nghiép vu, ngoai ngit va thai do phuc vu ciia nhan vién nham dap mg yéu cau
ngay cang cao cia tiéu chuan khach san quéc té, qua d6 gop phan cing cd hinh anh
chuyén nghiép va dang cip dich vu cia Pullman Danang Beach Resort trén thi truong
du lich nghi dudng cao cap.

3.1.3. Can cw tw thuc trang

Viéc dé xuat cac giai phap nham hoan thién quy trinh phuc vu Alacarte tai nha
hang Epice dugc xay dung dua trén co s¢ phan tich thyuc trang hoat dong tai chuong
2. Két qua quan sat va danh gia thuc té cho thiy quy trinh phuc vu hién tai d3 dugc
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xdy dung tuong ddi diy du theo cac giai doan tiéu chuan, dam bao duoc tinh logic
trong qué trinh phuc vu khach hang tir khau don tiép, ghi nhin order, phuc vu mon in
cho dén thanh toan va tién khach. Tuy nhién, mirc d6 tudn thil quy trinh giita cdc nhan
vién chua déng nhét, dan dén sy khac biét trong trai nghiém dich vu cta khach hang.

Mot sb budc trong quy trinh chuin van chua duoc thuc hién déy du hoac bi
lwge bo trong thuc t& van hanh, budc trai khin an trong mot sb truong hop khong
duoc thuc hién nham tiét kiém thoi gian hodc mot s6 thao tac phuc vu mang tinh
chuén hoa chua duoc duy tri xuyén subt.

Ngoai ra, quy trinh nhan order chua hoan toan tuan thu dung trinh tu chuan,
khi nhéan vién c6 xu hudng gop cac budce order dd ubng va moén an dé t6i wu thoi gian
phuc vu, tuy gitip tang toc do xir Iy nhung lai lam giam tinh chuan hoa trong quy trinh
dich vu.

Bén canh d6, yéu t6 ngudn nhén luc cling 1a mot han ché dang chi y. Trong
cac khung gid cao diém, tinh trang thiéu hut nhan su xay ra thuong xuyén, gy ap luc
16n 1én ddi ngii phuc vu va anh huéng dén kha ning dam bao chat luong dich vy dong
déu gitra cac ban. Pong thoi, trinh d6 ngoai ngir gitta cac nhan vién chua dong déu,
dan dén kho khin trong viéc giao tiép, tw vAn mon an va xir 1y cac yéu cau dic thu
ctia khach qudc té.

3.2. Mot s6 giai phap hoan thién quy trinh phuc vu Alacarte tai nha hang Epice
thugc Pullman Danang Beach Resort
3.2.1. Thay déi trdt tw phuc vu theo hwong wu tién nhin order sém

Qua thyc té quan sat tai nha hang Epice cho thay quy trinh phuc vu Alacarte
hién nay van duoc trién khai theo trinh tir truyén thong, trong d6 nhan vién thudng
tiép nhan order d6 udng trudc, sau d6 phuc vu d6 udng cho khach réi méi quay lai
nhan order mén an. Cach phuc vu ndy dam bao ding SOP nhung lai 1am ting s lan
phuc vu tai ban, kéo dai thoi gian hoan tat order va anh huong dén téc do chuyén
thong tin xudng bép trong gid cao diém.

Dic biét, trong thoi gian khach chd nhan vién quay lai dé order mon 4n, nhiéu
treong hop khach da sin sang goi mon nhung van phai chd phuc vu, 1am ting thoi
gian chd doi va giam hiéu qua luan chuyén ban. Pong thoi, viée tach riéng order do
ubng va moén an ciing khién nhan vién phai di chuyén nhiéu lan gitta cac khu vuc
phuc vu, gay ap luc 16n khi lugng khach dong.
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Mit khéc, khi nghién ctru co s6 1y ludn vé quy trinh phuc vu Alacarte ciia ThS.
Nguyén Thi Hai Pudng trong gido trinh Quan tri kinh doanh nha hang, tac gia cho
rang nhan vién phuc vu nén tién hanh nhan order d6 udng va mon in trong cting mot
lan tiép xtc v6i khach.

Vi vay, giai phap duoc dé xuit 1a diéu chinh trinh tu phuc vu theo hudng nhan
vién tiép nhan order db udng két hop dong thoi véi viée order mon in trong cung mot
lan phuc vu, thay vi thuc hién order dd uéng trudce, phuc vu dd uéng trude rdi mai
quay lai nhan order mén dn, nham rat ngén thoi gian xtr 1y order va nang cao hiéu
qua van hanh.

Cu thé, sau khi khach duoc sip xép chd ngdi va gidi thiéu menu, nhin vién
can nhanh chong tiép can ban dé ghi nhan order tong thé thay vi chi nhan do uéng
nhu trude.

Sau khi hoan tat, nhan vién xac nhan lai toan bd order voi khach trude khi
chuyén truc tiép xubng hé thong POS.

Theo quy trinh cti:

Nhan order Moi nudce trong Phuc vu Nhén order
Gubng | thoi giancho || db ubng 1 monan

Theo quy trinh dé xuat:

Nh?ln grder Nhéan Moi nuée trong Phuc vu dd
do uong :V'\ order moén : thoi gian cho : ubng

e Nhan vién nhan toan bo order trong mot lan
« Heé thdng dong thoi chuyén thong tin xudng bép va bar
Viéc thay doi nay gitp bép tiép nhan moén dn sém hon, tir d6 rat ngan thoi gian
1én mon cho khéch.
Bén canh d6, nha hang can quy dinh ro thoi gian thuc hién budc nhan order
nhim dam bao tinh théng nhat trong phuc vu. Cu thé:
o Sau khi khach 6n dinh chd ngdi khoang 23 phut, nhan vién phai chi dong
tiép can dé ghi nhan order
« Khong dé khach cho qué 1au méi duoc goi mén
« Trong truong hop khach chua sin sang order, nhan vién can chu dong quay lai
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trong thoi gian ngan thay vi dé khach tu goi
3.2.2. Gidi phdp riit gon va chuin héa quy trinh phuc vu Alacarte
So d6 3.1 Quy trinh dé xuét cho phuc vu Alacarte tai nha hang Epice

thu¢c Pullman Danang Beach Resort

Giai doan A A . ,
. " Ti€p can Chinh thtrc .
dlgﬁl éghQI [> khach [> phuc vu [> Thanh toan

Nguon: Tdc gid xdy dung

++ Giai doan 1: Giai doan don doi khach

e (Chao don khach tai cua.

e Xac nhan khach bang tén va s phong.

e Dan khéach vao ban va trai khan an.
% Giai doan 2: Tiép cén khach

e Nhan vién phuc vu gidi thi€u ban than.

e Dua menu a la carte.

e (Giai thich menu.

e Phuc vu khan lanh.

e Nhan order d6 udng va mon an.

e  Moi nudce trong thoi gian cho.

e Phuyc vu do6 uéng.

e Xac nhan thanh vién Accor.

e Phuyc vu banh mi, bo va nudc mién phi.

e Piéu chinh dung cy an va don setup thira.
¢ Giai doan 3: Chinh thirc phuc vy

e MOoi thém nudc udng va don ly trong.

e Phuc vu mén khai vi.

e Don dia sau khi khach an xong.

e Setup lai dung cu cho mén tiép theo.

e Phuc vu moén chinh.
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e Kiém tra mon an.

e Quan sat va du doan nhu cau khach.

e Don ban sau mon chinh.

e Moi trang miéng/tra/ca phé.

e Phuyc vy trang miéng va dd udng sau bira.
++ Giai doan 4: Thanh toan

e Trinh hoa don.

e Tién khach.

e Reset ban.

Theo dé xuét nay, quy trinh phuc vu Alacarte tai Epice Restaurant dugc rut
gon tir 31 budc xudng con 26 bude, giam hon 5 budc so véi quy trinh cil. Viée tinh
gon nay khong 1am mat di tinh chuyén nghiép trong phuc vu ma ngugc lai con gitp
quy trinh van hanh tré nén hop 1y, linh hoat va hiéu qua hon. Mat khac, khi nghién
ctru co so 1y luan vé quy trinh phuc vu Alacarte tir cac gido trinh chuyén nganh, tac
gia nhan thdy hau hét cac quy trinh déu duoc thiét ké theo nguyén tic gop nhiing
budc c6 ndi dung va muc dich thuc hién tuong déng nham toi vu hoa hoat dong phuc
vu. Cach xay dung nay giup quy trinh tr& nén khoa hoc, dé thyc hién va giam thiéu
cac cong viéc khong can thiét trong qué trinh phuc vu khach. Vi vay, dua trén co s
Iy luan da nghién ctru két hop vé6i thuc trang hoat dong tai nha hang Epice, tac gia dé
xudt quy trinh phuc vu Alacarte méi theo hudng tinh gon va hiéu qua hon nhu sau:

1. Gop buée “Nhan Order Pd udng” va “Nhan Order Mén in”

Cac buéc duoc gop

« Budc 10 cii: Nhan order dd ubng
e Buodc 13 cii: Nhan order mén an

— Gop thanh:

“Nhan order d6 udng va mén an”

Nguyén nhan gop

Trong quy trinh cti, nhan vién phuc vu sé:

1. Nhan order d6 udng,
Chuyén order cho quay bar,

Phuc vu d6 udng,

el A

Sau d6 quay lai ban dé nhan tiép order mon an.
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Céch lam nay khién:
« Nhan vién phai di chuyén nhiéu lan
o Thoi gian phuc vu bi kéo dai
« Khach hang phai cho doi nhiéu hon truéce khi hoan tit viéc goi moén
Trong thuc t& van hanh tai nha hang khach san, dac bi€t & cac nha hang resort
cao cip, nhan vién thuong ghi nhan toan bd nhu cau cua khach trong cting mot 1an
order nham t6i wu thoi gian phuc vu.
Su wu viét sau khi gop

Tbi wu hoa thoi gian phuc vu

Khach hang chi can goi méon mét lan duy nhat cho ca d6 uong va thirc an, giap
rit ngan thoi gian giao ti€p va han ché viéc nhan vién quay lai ban qué nhiéu lan.

VAn hanh song song gitra Bar va Bép

Khi order dugc gui di cung luc:
« Quay Bar chuén bi d6 udng
« B0 phan Bép ché bién mon an dong thoi
Trong luc khach thuéng thire do udng, moén an da duoc chuan bi san, giup
giam dang ké tong thoi gian chd doi ctia khach.

Tang tinh chuyén nghiép

Quy trinh phuc vy tr¢ nén 1ién mach, tu nhién va thé hién kha nang phéi hop
hi€u qua gifra cac by phan trong nha hang.
2. Gop cac buée “Héi thim chit lwgng mén in”
Cac buéc duoc gop
Vi du:
e Budc hoi tham sau moén khai vi
e Budc hoi tham sau mon chinh
— GOp thanh:
“Kiém tra muc d¢ hai long ciia khach”
Nguyén nhan gop
Trong quy trinh cii ¢c6 qua nhiéu budc yéu cau nhan vién lién tuc hoi cam nhan
khach hang tai cac thoi diém gan nhau. Diéu nay dan dén:
o Trung lap nhiém vu
o Gay gian doan trai nghiém dung bira
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« Lam khach cam thay thiéu riéng tu

Trong thyc té, nhan vién phuc vu thudng chi chon thdi diém phu hop nhat dé

kiém tra muc do hai 1ong thay vi héi lién tuc sau mdi thao tac.

Su wu viét sau khi gép

Nang cao trai nghiém khach hang

Khach dugce dung bita trong khong gian ty nhién va thoai mai hon, han ché

cam giac bi lam phién khi dang tro chuyén hoic thuong thirc mén in.

Tap trung vao chét lvong phuc vu

Nhan vién c6 thém thoi gian dé:
Quan sat nhu cau khach

HO trg cac ban khac

Kiém soat tién d6 moén an

Phdi hop véi bép va bar hiéu qua hon

Giam thao tac du thura

Viéc tinh gidn cac budc hoi tham gitip quy trinh trd nén stc tich va chuyén

nghiép hon nhung van ddm bao kha ning chim soc khach hang.

3. Luge bé budce “Gidi thiéu Menu QR”

Budc duge luge bo

Budc 6 cii: Moi va huéng dan khach str dung menu QR.

Trong quy trinh méi, budc nay duoc loai bo hoan toan va thay thé bang:
“Trinh menu Alacarte cho khach”.

Nguyén nhan lugc bé

Theo quy trinh tiéu chuan trudc ddy, nhan vién s& gidi thidu va hudng dan

khach str dung menu QR dé khéch tu truy cap thuc don béng dién thoai ca nhan.

Tuy nhién, trén thyc té tai nha hang Epice, budc sir dung menu QR hién khong

con duoc ap dung va da duoc thay thé hoan toan bing menu gidy.

Nguyén nhan 13 trong qua trinh trién khai truc ddy, nhiéu khach hang phan

hoi rang:

Viéc quét ma QR gay mat thoi gian

Thao tac khong thuan ti¢n

Phu thudc vao thiét bi c4 nhan va két ndi internet
Anh huong dén trai nghiém dich vy
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bac biét:
o Khach 16n tudi
o Khach khong quen sir dung cong nghé
« Hoic khach qudc té gip van dé két néi mang thudng cam thiy bat tién khi st
dung menu QR
Vi vay, nha hang d3 quyét dinh loai bo hinh thirc menu QR dé dam béo tinh
thuan tién va phu hop hon véi da s6 khach hang.
Su wu viét sau khi lwgc bo

Tang tinh thuan tién cho khach hang

Khach c6 thé xem thuc don ngay 1ap tirc ma khong can:
e St dung di¢n thoai
e Quétma
o Cho tai dir licu
Diéu nay gitp trai nghiém dung bita trd nén nhanh chéng va lién mach hon

Nang cao trai nghiém dich vu

Viéc nhan vién truc tiép dua menu gidy gilp ting su tuong tic gitra nhan vién
va khach hang, déng thoi tao cam gic phuc vu chuyén nghiép va chu dao hon theo
tiéu chuan nha hang khach san cao cap.

Phu hop véi thuc té van hanh

Quy trinh mo1 phan anh dung hinh thirc phuc vu dang duoc ap dung thuc té tai
nha hang thay vi giit lai nhitng budc khong con str dung.
Diéu nay giup:
e SOP mang tinh img dung cao hon
« D@ trién khai trong dao tao nhan vién
o Tranh cac budc khong can thiét trong qua trinh van hanh

Tinh gon quy trinh phuc vu

Viéc luge bo budc menu QR giup:
o Gidm thao tac trung gian
« Rt ngin thoi gian phuc vy ban dau
o Giup quy trinh tr¢ nén don gian va hiéu qua hon
Ddng thoi, nhan vién c6 thé tip trung nhiéu hon vao viéc:
e Gidi thi€u moén an
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o Tu van thyc don
o Cham soc trai nghiém khach hang
3.2.3. Gidi phdp hodn thién cdc yéu té anh hwéng dén quy trinh phuc vu Alacarte

Bén canh viéc hoan thién ban than quy trinh phuc vu Alacarte, hi¢u qua trién
khai thyc té tai nha hang Epice con phu thudc dang ké vao cac yéu td nén tang hd tro
van hanh. Trong d6, hai yéu t6 c¢6 anh hudng truc tiép va mang tinh quyét dinh dén
chat luong phuc vu gém: doi ngli nhan vién phuc vu va hé théng co s& vat chat —
trang thiét bi. Viéc hoan thién dong bo hai yéu t6 nay s& gop phan dam bao quy trinh
dugc thuc hién chinh xéc, 6n dinh va dat tiéu chuan dich vu 5 sao.

Thir nhat: Nang cao chat lwong dgi ngii nhan vién phuc vu Alacarte

Nhan vién phuc vu 1a lyc luong truc tiép thuc hién toan bg quy trinh Alacarte,
tr khau don tiép khach, gioi thiéu thuc don, ghi nhan order cho dén phuc vu mén va
hd tro khach trong sudt bita an. Do d6, chat luong do6i ngili nhan vién c6 anh hudng
tryc tiép dén mirc d6 chinh xac ciia quy trinh ciing nhu trai nghiém cua khach hang.

Qua thyc trang tai nha hang Epice, c6 thé nhan thay trinh d6 va k¥ nang giita
cac nhan vién chua hoan toan déng déu, din dén sy khac biét trong cach thyc hién
quy trinh. Mét s6 nhéan vién chua thuc hién déy du céac budc theo tiéu chuan SOP, dic
biét trong k§ nang giao tiép, tu van moén an va xu 1y tinh hudng phat sinh. Diéu nay
c6 thé 1am giam tinh thdng nhat trong chat lugng dich vu gitta cac ca lam viéc.

Pé khic phuc han ché nay, nha hang can trién khai cac giai phap cu thé sau:

Trude hét, can chuin hoa toan bd k§ ning nghiép vu theo SOP phuc vu
Alacarte, dam bao tat ca nhan vién déu dugc dao tao va thuc hanh théng nhat theo
cung mét quy trinh chuan. Noi dung dao tao can tp trung vao timg giai doan phuc
vu nhu: chao don khéch, gidi thi€éu menu, nhan order, phuc vu mon va xu Iy yéu cau
cua khach.

Bén canh d6, can chil trong nang cao k¥ ning giao tiép va tu van mon an, gitp
nhan vién khong chi thyc hi¢n thao tdc phuc vu ma con c¢6 kha nang goi y mon phu
hop v6i khau vi va nhu cau caa khach. Diéu nay dic biét quan trong trong mdi trudng
nha hang khach san 5 sao, noi trai nghi€ém c4 nhan héa dong vai tro then chét.

Ngoai ra, can ting cuong k¥ ning ghi nhan va xac nhan order chinh xac, han
ché t6i da sai sot trong qué trinh truyén dat thong tin gitra nhan vién phuc vy va bd
phan bép/bar. Viéc sai order khong chi anh huong dén chit lvong mén dn ma con tac
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dong truc tiép dén thoi gian phuc vu.

Cudi cung, can tiép tuc cai thién trinh d0 ngoai ngtr cua nhan vién, dac biét l1a
tiéng Anh chuyén nganh nha hang — khach san. Diéu nay giup nang cao kha ning
phuc vu khach quéc té, von chiém ty trong 16n tai khu nghi dudng Pullman Danang
Beach Resort.

Nhin chung, viéc nang cao chét lugng d6i ngii nhan vién s& gop phan dam bao
tinh dong nhat trong quy trinh phuc vu, giam thiéu sai s6t va nang cao hinh anh
chuyén nghiép ctia nha hang Epice.

Thir hai: Hoan thién co sé vt chat va trang thiét bi phuc vu

Co s& vat chat va trang thiét bi 1a yéu t6 ho tro quan trong, c6 anh hudng truc
tiép dén hiéu qua van hanh quy trinh Alacarte. Mot hé thong trang thiét bi day du,
déng bo va hoat dong on dinh s& giip nhan vién thuc hién thao tic nhanh chong,
chinh x4c, dong thoi nang cao trai nghiém tong thé cta khach hang.

Thuc té cho théy, trong mot sb thoi diém cao diém, viéc thiéu hut hodc khong
déng bo dung cu phuc vu c6 thé 1am gian doan qua trinh phuc vu hodc gay cham tré
trong vi¢c 1€én mon. Ngoai ra, tinh trang thiét bi hd trg van hanh chua 6n dinh cling
c6 thé anh huong dén tdc do xtr 1y order.

Do d6, nha hang can thyc hién cac giai phap sau:

Trudce hét, can td chice kiém ké dinh ky toan bd dung cu phuc vu nhu chén,
dia, ly, dao, nia, khay phuc vu... nhdm dam bao s6 luong ludn dap Gmg ¢t nhu cau
van hanh, dac biét trong cac khung gio cao diém hodc khi cong suét phuc vu tang cao.

Song song do, can thay thé kip thoi cac dung cu bi hu héng hoac xuéng céip,
tranh tinh trang sir dung thiét bi khong dat tiéu chuan anh hudng dén tinh thAm my
va chit luong phuc vu trong méi trudng 5 sao.

Ngodi ra, can duy tri bao tri dinh ky hé thong co s& vat chat chung, bao gom
hé théng diéu hoa, 4nh sang, 4m thanh va khong gian nha hang. Viéc dam bao méi
truong phuc vu luén 6n dinh khong chi tao sy thoai mai cho khach hang ma con gop
phan hd tro nhan vién thuc hién quy trinh hiéu quéa hon.

Dic biét, hé thong hd tro van hanh nhu POS va thiét bi order dién tir can duoc
dam bao hoat dong 6n dinh, han ché téi da tinh trang 16i hé théng hodc gian doan
trong qua trinh ghi nhan va xur Iy order. Pay 1a yéu t quan trong gitp rut ngan thoi
gian phuc vu va giam sai sot trong truyén thong tin.
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KET LUAN

Trong hoat dong kinh doanh khach san, dich vu dn udng dong vai trd quan
trong trong viéc nang cao chat luong phuc vu va tao dung hinh anh chuyén nghiép
d6i véi khach hang. Trong bdi canh nhu cau cia khach ngay cang da dang va yéu ciu
cao hon vé chit luong dich vy, cac nha hang khong chi can chu trong dén chat lugng
mon an ma con phai xay dung quy trinh phuc vu khoa hoc, hiéu qua va chuyén nghiép.
Vi vay, viéc hoan thién quy trinh phuc vu Alacarte 1 diéu can thiét nham nang cao
su hai long cua khéach hang cling nhu hi¢u qua hoat dong cia nha hang.

Nha hang Epice thugc Pullman Danang Beach Resort 1a nha hang phuc vu theo
phong céach hi¢n dai voi ddi tuong khach da dang, dac bi¢t loai hinh phuc vy Alacarte
dugc str dung pho bién. Pay 1a hinh thitrc phuc vu doi hoi nhan vién phai c¢6 tac phong
chuyén nghiép, thao tac chinh xac va kha ning phuc vu linh hoat nham dap ung t6t
nhu cau ciia khach hang. Quy trinh phuc vu Alacarte khong chi anh hudng truc tiép
dén trai nghiém ctia khach ma con gop phan thé hién chét lvgng dich vu ctia nha hang.

Thong qua qua trinh tim hiéu va thuc tap thuc té tai nha hang Epice, dé tai
“Hoan thién quy trinh phuc vu Alacarte tai nha hang Epice thudc Pullman Danang
Beach Resort” di tién hanh phan tich thuc trang quy trinh phuc vu hién tai, déng thoi
danh gia nhitng wu diém va han ché con ton tai trong qua trinh phuc vu khach. Trén
co s& d6, dé tai da dwa ra mot sd giai phap nham hoan thién quy trinh phuc vu theo
hudng tinh gon va hiéu qua hon, nhu gdép mot sé bude phuc vu chua hop 1y, t6i uvu
thot gian phuc vu va nang cao tinh thuén ti¢n trong qua trinh phuc vu khach hang.

Mic du dé tai van con nhimg han ché nhéat dinh do thoi gian nghién ctru va
kinh nghiém thyc té con han ché, tuy nhién em hy vong rang nhiing ndi dung va giai
phap duoc dé xuét trong bai s& gop phan hd trg nha hang Epice nang cao chit luong
phuc vu Alacarte, cai thién trai nghiém khach hang va nang cao hiéu qua hoat dong

cua nha hang trong thoi gian toi.
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PHU LUC

EPICE — LUNCH & DINNER A LA CARTE SERVICE SOP

Task Breakdown

Action by

Greeting guests at entrance (within 2 minutes of their
arrival)

- Always SMILING

- Welcome guest
Saying: ”Good afternoon / Good evening... (Guest’s

name). Welcome to Epice Restaurant”

Hostess/Server

Identifying guests in house or outside by asking name &
room number

- Ask guest’s reservation (if you know who they are,
needn’t to ask this question)

Saying: “Do you have a reservation, sir/madam?”

+ If yes: repeat their reservation

+ If no: ask guest’s name or room number

e Saying: “May I have your name or room number,

please?” Number of pax

Saying: “How many people are there in your group,

sir/madam?” Or “Table for 2(...), sir/madam”
o Ask the guest if they would like to sit

Saying: “Where would you like to sit, sir/madam?”

Hostess/Server

Sitting and assisting guests (offer seating assistance and
present the menu/wine list within 5 minutes of being
seated)

- Escorting guest
+Keep eye contact to guest
+ Keep distance
Saying: “Follow me please”

- Check comfort

Hostess/Server

iii



Saying: “Is this table alright, sir/madam?”

Unfolding napkin

Saying: “Excuse me!” then lay napkin

Hostess/Server

Introducing server to guests (greet the guest within 3
minutes of seating)
Approach to guest’s table and saying “Xin chao! I'M...

(name’s server), I’ll be your server for today.

Server

Offering QR code menu (SOP Explanation for reference)

Hostess/Server

Present a la carte menu ( if guests are not prefer QR code
menu)

- Open the menu
Saying: “This is the menu”

- Inform guest: 86’s item

Special of day

Saying: “I’m so sorry but YYY (name of 86’s item) is not
available today, instead, I would recommend ZZZ (name of

special of day)”

Server

Explanation menu for guests

Saying: “In the menu, we start with sharing plates, for main
course we have selection

from the grill, pizza, burger, pasta and last is dessert. Take a

look please”

Server
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10

Serving cold towel

Saying: “Excuse me! This is cold tower, thank you”

Runner

11

Offering beverage and take drink order, write down
carefully on captain order & repeat (order food and
beverage order taken within 10 minutes of menu being
offered)

Saying: “Excuse me, sir/madam! May I take your drink
order?”

- Repeat

Saying: “So one XXX for you, madam and one YYY for

you, sir. Is that right?” - Send caption order to the cashier

Server

12

Offer water bottle or free water during waiting time

- Upselling water
Saying: “Would you like some water? We have sparkling
water and still water.” - Repeat

- Send caption order to the cashier

Server

13

Serving drink order (within 6 minutes of order (9 minutes
for cocktails))

(open can/ bottle & pouring for guest)

Check drink presentation

Saying: “Excuse me! Here is your XXX for you, madam

and YYY for you, sir”. “Enjoy your drink”

Server

14

Taking food order, write down carefully on captain order &

repeat order Saying: “May I take your food order please?”
- Offer wine (if guest not order wine yet)

Saying: “Would you like some wine goes with your

course?”

Server




- Repeat

Saying: “May I repeat your order?”
“So one XXX for starter and one YY'Y for

main course. Is that right, sir'fmadam”

(Make sure ofer enough 3 courses: Starter, Main course,
Dessert) - Send caption order to the cashier

- Ask guest’s allergens: “Do you have any allergen

please?”

If have, note their requests

15

Identifying Accor Membership

Saying: “Are you Accor Plus Explorer Membership?”
If Yes: “Could we get your membership number please?
If No: Advise guest to be a membership to get benefits

accordingly.

Server

16

Serving bread & butter and Complimentary water
Saying: “Excuse me! This is bread with butter, enjoy
please” then serve bread

Pour water into glass ‘“Water please, enjoy”

Runner

17

Adjusting cutleries & remove extra set up

Server

18

Offer 2" drink, clear empty glass (within 3 minutes of

drink being empty)

Server

19

Serving food (starter served within 15 minutes)
Check food presentation

Saying: “Excuse me! Here is your XXX. Please enjoy”

Runner

20

Checking food & drink quality

Saying: “How is your drink and food, sir/madam?”

Server

21

Clearing 1% dish plate and any empty dishes (dishes cleared

within 6 minutes of guests finishing their meals)

Server

vi



22

Re-set cutleries for next course ( if any)

Server

23

Serving 2" dish (main course served within 20 minutes of

starter being removed or within 30 minutes if no starter was

ordered)
Check food presentation

Saying: “Excuse me! Here is your XXX. Please enjoy”

Server

24

Checking food

Saying: “How is your food, sir/madam?”

Server

25

Observe guests table during meal period & anticipate

guest’s need

Server

26

Clearing table after 2™ dish

Server

27

Offer dessert/ extra food / drink/ Tea or cofee and take
order Presenting menu

- Offer dessert
Saying: “Would you like some dessert/ tea or coffee,
sir/madam?”

- Open the menu

Saying: “Here you are, sir/madam”

Server

28

Re-set cutleries and serve drink/ food (if any)
(dessert served within 10 minutes)

(coffee/tea served within 6 minutes of order)

Server

29

Clearing table after last dish & crumbing down

Server

30

Presenting the bill (within 5 minutes of request) Saying:

“Excuse me! Here is your bill, please”

Server
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31 | Farewell the guests Server
Saying: “Thank you so much. Have a nice day/ Have a
good night. Hope to see you again”
32 | Resetting table Server
- End of standards -
Prepared by: Approved by:

Outlet Manager Food and Beverage Director
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