TRUONG PH YERSIN DA LAT CONG HOA XA HOI CHU NGHIA VIET NAM
KHOA DU LICH Poc lap — Tu do — Hanh phtc

CHUONG TRINH KHUNG TRINH PQ PAI HQC
Nganh dao tao: DU LICH

PE CUONG CHI TIET HQC PHAN
1. Tén hoc phian: QUAN TRI BO PHAN LE TAN M4 HP: 80611
2. S6 don vi hoc trinh: 3
3. Trinh d9: sinh vién nam 3

4. Phén bd thoi gian:

- Lén 16p: Bai giang : 38 tiét
- Lén 16p: Bai giang bang VCD: 07 tiét
5. Piéu kién tién quyét: Pa hoc xong mén Tong quan du lich

6. Muc tiéu ciia hoc phin: Pao tao sinh vién dé c6 thé dam trach cong viéc
cua tiép tdn Khach san — Trudng bd phan tiép tan — Sale phong — Giam sat —
Thu ngan ti€p tan.

7. M ta vin tit ndi dung hoc phén:

Sinh vién duoc dao tao dé biét rd vé nghé kinh doanh dich vu luu tra,
nhitng coéng viée clia quan 1y va nhan vién cta bd phan tién sanh (Quan ly —
Giam sat — Nhan vién Tiép tan — Nhan vién Nhan dat phong — Nhan vién thu
ngan tjép tan — Nhan vién Tong dai — Nhan vién phu trach hanh 1y — Nhan vién
giao te)

Nam rd quy trinh d6n khéach, cho thué phong, thu tién, phuc vu khach
khi luu tru.

Nam rd cac quy dinh va thu tuc khi khach thanh toan bang nhiing
phuong tién thanh toan khac nhau.

8. Nhiém vu cia sinh vién: Dy 16p — DPoc thém séch vo
9. Tai li€u hoc tap:

9.1. Gido trinh chinh: “Quan tri 1& tan trong khach san qudc té hién dai” (Tac
gia Son Hong Burc)

9.2. Sach tham khdo:
- Téng quan du lich — Tran Vin Thong — PH Vin Lang 2002
- Pudng vao nghé khach san — Hong Véan — NXB Tré 2005

- Quan tri va diéu hanh Front Office — Hoang Nguyén Thity Hoang —
Truong nghi¢p vu du lich Sai Gon 1997.

- Du lich — Lit hanh — Son Hong Ptc — PH Vin Lang 2003

- The Art and Science Of Hospitality Management — J.J Vallen AH&MA-
USA 1987
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- Front Office operation — A practical approach — Téng cuc du lich Ha
Noi 2000

- VCDVé cong viéc va thai do lam viéc trong khach san quéc té
10. Tiéu chuan danh gia sinh vién: Dy 16p — Thi hoc ky
11. Thang diém: Dy 16p phan: “Péng vai (20%) + Thi cudi hoc ky (80%)
12. Noi dung chi tiét hoc phin
PHAN 1. PAI CUONG VE KHACH SAN
Khach san va du lich hién dai
Nganh kinh doanh luu tra & Viét Nam
Phan loai co so luu tra
Khéch yéu cau gi khi dén mot co so luu tra (1 — 5 sao)
PHAN 2. CHUYEN DE
CHUONG 1. TO CHUC NOI BO MOT KHACH SAN (3 — 5 SAO)
Mo ta hoat dong — cac dich vu - cac bd phan nghiép vu - su két hop bén trong
So db t6 chirc, hé thong chi huy, quan 1y
Vong quay luu tra ciia khach
CHUONG 2. BO PHAN TIEN SANH (FRONT OFFICE)
Mo ta hoat dong — chirc nang, nhiém vu
So db t6 chirc, hé thong chi huy, quan 1y

M0 ta cong viéc cua trudng bd phan tién sanh, nhan vién tiép tan, nhan vién thu
ngan, nhan vién hanh ly

Yéu cau vé con nguoi cho cac chirc danh trén

CHUONG 3. DPAT PHONG (RESERVATION)

Céac ngudn khach

Céc dang dat phong

Céc loai gia

Thuc hanh:

Mot sé mau tra 1oi qua dién thoai, email, fax (Anh — Viét)
Céch ghi phiéu dat phong

CHUONG 4. NGHE THUAT VA KY THUAT TIEP DON
Tiép don thong thuong

Tiép dong VIP

Tiép don khach tat nguyén

Tiép dén khach doan
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Cong viée phai lam (Pang ky phong, ban mot phong, trao chia khoa, gidi thi¢u
phong, mé s6 chi tiéu, ghi phiéu 1y lich, 1am sao doc passport...)

Nhén thanh toan cta khach qua nhiéu hinh thirc khac nhau
Phuc vu khéach dang ¢: thong tin, thu tin, gitr ho tién/ha‘lng cho khach...
Thuc hanh: DPoc passport — dién phiéu luu tra — mé ledger

Cir chi can c6 khi tiép VIP

CHUONG 5. KY THUAT GIAI QUYET KHIEU NAI

Hoc tinh hudng va cach giai quyét (tiéng Anh va Viét)
CHUONG 6. NHUNG VIEC CAN LAM KHI KHACH RA BI
Thanh toan hoa don

Xin lai chia khoa

K¥ thuat xin 16i

Thuc hanh: chuc khach ra di — dita tién (Tiéng Anh — Viét)

CHUONG 7. NHAN VIEN TIEP TAN PHAI LA NGUOI KHAI THAC
THUONG VU

K¥ thuat ban

K¥ thuat giao tiép khach hang

CHUONG 8. CAC HINH THUC THANH TOAN QUOC TE

CHUONG 9. MOT SO NET BAI CUONG VE QUAN LY BO PHAN TIEP
TAN

PHAN 3. VCD (NHAP VAI)

PHE DUYET CUA KHOA Ngay thing nam2008
Nguoi bién soan
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