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QUY TRINH LE TAN NHA HANG

1. Mé cua

- Khi thdy khich budc vao nha hang, NV 1& tin mé cira cho khéch vao (khi khéch trudce cira khoang 1
mét).

- Vitri ding m¢ ctra 1a phia bén trdi ctia khach, dimg cich ctra khoang 0.5 mét.

- Luu y khong dé khi khach dimg sdt vao cira hodc dua tay ddy ctra mdi mé cira cho khach.

2. Chao khach

- Tu thé dung chao phai thing ngudi, khi timg ngudi khach budc vao thi hoi cii ngudi 20 d6 va mim
cuoi chao khéch.

- Khi nguoi khach déau tién budc vao, ban néi: “anh chi vui long chd em mot chit a”. biéu nay s¢
phong ngtra trudng hop khich quen ho di thang 1én ban/phong ma ho da ding ky hodc da quen...

- Chi bo tay ra déng cira lai khi ngudi khach cudi ciing d vao han bén trong.

3. Xic dinh khach da dén nha hang hay chwa?

- Sau khi déng ctra, NV 18 tan chon vi tr{ ddi dién voi khéach, cach nguoi khach dung trude 1 mét, va
hoi: “da, anh chi c6 dat ban trudc khong a?”.

- Truong hop khach khong dat ban, thi thuc hién tiép tir bude 4, trudng hop khich di dat trudce, nhan
vién héi khach “da, anh chi vui long cho em biét ai da dat ban khong a?”, sau d6 kiém tra thong tin
trong s6 dat ban.

- Néu théng tin khdch cung cip ding theo yéu cau thi huéng dan khach 1én phong/ban theo budc 5.

- Truong hop trong sd dit ban khong c6, NV 18 tan moi khach vao phong chd va néi: “da, em rat xin
15i 12 trong s6 thong tin ctia em khong c6 tén ctia anh chi, diéu nay c6 thé do sai sét théng tin trong
nha hang, anh chi vui 1ong chd mot chit, em sé& kiém tra thong tin lai ngay a!”. Sau d6 nhén vién 18

tan phai lién hé v6i quan 1y nha hang xin ¥ kién giai quyét.
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- Trudng hop ban khéch dat da c6 nguoi khéc str dung hodc 12 khdng c6 bét ¢ thong tin ndo con luu
lai thi nhan vién 18 tan phai thong bdo cho quéan 1y nha hang dé quan 1y nha hang tryc tiép xin 15i
khach, sau d6 tu van, gidi thiéu cho khach nhig vi trf khac tot hon (hodc it nhat phai bang véi vi tri
ma khich hang dinh dit). Sau khi khach hang da Iya chon dugc vi tri ban/phong phit hop rdi thi nhan

vién 1& tan hudng dan khach hang vao vi trf ma ho da lua chon.

4. Gi6i thiéu vé nha hang néu la khach méi

- Néu khich hang méi dén nha hang 1an dau tién, nhan vién 18 tn gi6i thiéu ngan gon vé Nha hang.
Nhan vién 18 tan c6 quyén chon cdch gidi thiéu phit hop voi ddi tuong khdch hang nhung thong tin
gidi thiéu phai néu ro vé kha nang cung ing ctia nha hang (ting 1, ting 2, tang 3), huéng khich hang
va0 cdc ban/phong con trong. Sau khi gidi thiéu, phai hoi lai thong tin ctia khach hang: khach hang
Iira chon ban/phong nao, s lugng ngudi 1a bao nhiéu... huéng dan khach hang vao vi tri ban/phong

phu hop ma Khach hang da lua chon.

- Néu la khach hang quen va khach hang ndy cd yéu cau chinh xdc vé ban/phong, ma ban/phong dé
chua c6 khach ngéi hoic chua dugc dit trude thi nhan vién Lé tAn hudng dan khach hang vao vi tri
ban/phong ma khach hang yéu cau. Con néu ban/phong d6 da c6 Khach ngdi hoic di duogc dit trudc,
thi nhan vién L& tin c6 thé can ctr vao s lwong Khach hang va nhu cau cta khich dé gioi thiéu va tu
van cho Khach vé cédc ban/phong phit hop con tréng khéc dé khach hang lya chon. Sau d6 huéng dan

Khéch hang vao vi tri ma Khach hang da chon.

- Déi véi trudng hop Khich hang quen ma Khach hang khong yéu cau chinh xdc vé ban/phong, nhan
vién L& tan tim hiéu nhu cdu cua Khach hang, gidi thiéu cic vi tri con tréng phit hop dé Khach hang

Iya chon. Sau khi Khach hang lya chon, hudng dan Khéch hang vao vi tri ma Khéich hang da chon.
- Nguyén tic tu vin chon ban/phong 1a phai gi6i thiéu dic diém cua timg chd, khong duoc ép khach

vao nhitng chd ma minh lga chon, khi khach vao cho ma khong vira y thi nhan vién 1€ tan phai gidi

thiéu cho khach chd tuong tw va pht hgp hon.
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Hwéng din khach vao ban/lén phong.

Sau khi 1am xong tat ca cdc cong viéc & trén, nhan vién 18 tin s& din khach dén phong/ban ma khach
yéu cau.

Khi moi khéch, nhan vién 18 tin phai dtmg truéc va bén phai khach, khong chin 16i di ctia khach,
mot tay dé sau (ngang eo), mot tay chi hudng di cho khdch (céch tay song song v6i mit dat, khuyu
tay ngang eo, cic ngon tay sit vao nhau, ban tay xoe ra va huéng Ién trén).

Song song véi tu thé moi, NV 18 tan néi: “em moi anh chi theo em a!”. Ngay sau d6 di truéc nhung
phai di hoi 1éch vé bén phai.

Budc di khdong dugc nhanh, cham, khi di dugc 5 mét phai chd y xem khach da di theo minh chua,
khoang céch voi ngudi khach gan nhit 1a 1 mét.

Khi vao phong thi m¢ ctra, di vao bén trong, gilr ctra moi khach vao tuong ty nhu khi mé cua chinh.

Khi mé ctra, ban phai mé nhe nhang, khong qua cham va qué nhanh.

Moi khach ngoi

Sau nguoi khéach cudi ciing da vao ban, thi phai kéo ghé va moi khach ngdi vao ghé. Trudng hop
thiy ghé nao khong ding vi trf thi phai xép lai trude khi moi khach ngdi.

Sau d6 di ra khdi phong (néu nhu to truong phuc vu da san sang phuc vu khach). Khi ban di ra ma c6
khach nhin theo thi hily mim mudi va hoi cdi dau chao khich. Truong hop trong phong khong c6
nguoi phuc vy, nhan vién 18 tan néi: “da, anh chi vui long chd mot chit a”. Sau d6 NV 18 tan ra

ngoai va thong bao cho NV phuc vu vao phuc vu ngay.
Ghi nhin théng tin vao so theo déi ban.
Sau khi tr vé vi tri, nhan vién 12 tin ghi nhan thong tin khich vao ban, phong vao s6 quan 1y ban

1am co s6 theo dbi va tu van cho khach hang khdc.

Nhan thong tin tir NV phuc vu vé viéc khach da in xong va nhap dir liéu.
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- Sau khi phuc vu khéch hang xong, nhan vién phuc vu s& thong tin lai cho NV 1¢ tan vé viéc khach da
an xong (sau khi khdch ra khoi ban/phong thi méi théng bdo). NV 18 tin ghi nhan thong tin dé 1am

can cr tur van phong/ban cho khich hang méi.

9. Chao khach ra veé
- Khi khéch hang chuan bi budc ra cira, NV 18 tAn m& ctra cho khéch ra va mim cudi, cdi dau chao va

cam on khach.

10. Tong hop cong viéc
- Cubingay, NV 18 tn phai thu lai tit ca cdc phiéu xanh tir nhan vién phuc vu ciia céc tang, sau d6
lam bdo cdo tong hop. Mot lién bdo cdo tong hop s& dugc chuyén cho quan 1y nha hang, nhan vién 18

tan gitr lai mot lién dé theo doi.

Moi chi tiét vui 1ong lién hé:

Cong ty phin mém O0S

CNMN: 127/28 Ba Van - F.14 - Q.Tan Binh — TP.HCM

bT : 08.2749786

HO tro truc tuyén tai Website: http:// www.quanlynhahang.com
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