TONG CUC DU LICH

A DE CUONG ON TAP ’
HOI THI NGHIEP VU BUONG TOAN QUOC 2018

I/ Ly thuyét:

1. Cach sap xép xe day.
. Loai buéng luu tra duoc vu tién lam trudce.
. Nguyén tic va cach sir dung hoa chit.
. Su can thiét ciia vé sinh ca nhan va trang phuc:
. Tai sao can kiém soat con trung gy hai?
. Do that lac va tim thdy (Lost and Found) Ia gi, co thé duoc tim thay ¢ dau?

7. Tai sao khi don phong xong nhan vién Budng phai kiém tra 1an cubi (Have a last
look)?

10. Chia khéa Master key la gi?

11. Trong tinh huéng khan cép nhan vién Budng can lam gi?

12. Tai sao phai gb cira va xung danh khi vao budng luu tri?

13. Tai sao khi vé sinh, phai kiém tra trang thiét bi va bao hu hong?

14. Khi lam vé sinh, thay trudc cira buéng luu tra treo bién DND, nhan vién Budng phai
lam gi?

15. Khi 1am vé sinh, thiy trudc cira budng luu tra treo bién yéu ciu lam phong, nhan
vién Budng phai lam gi?

16. Suy can thiét viéc vé sinh dinh ky.

17. Tai sao phai ddo dém dinh ky?

18. Khi phat hién tinh trang budng luu tra thuc té khac véi tinh trang trong béo céo,
nhan vién Budng lam gi?

19. Mubdn str dung béo cdo tinh trang phong, phai hiéu nhitng noi dung gi?

20. Tai sao cudi ca phai ban giao béo cdo va chia khoa?

21. Thong tin nao vé an toan PCCC ma nhén vién Budng can phai biét?

22. Phong “Tripple bedded”, “double bedded”, “twin bedded” la nhiing loai phong nhu
thé nao?

23. Céac chi tiét ndo can va khong can ghi trén danh muc giat Gi?

24. Tai sao Budng luu tri khong c6 khach ciing can phai kiém tra hay vé sinh hang
ngay?

25. Thuat ngtt 1at dém “Turn Matreses” c¢6 nghia la gi?

26. Khi lam giudng, rudt chin can dé ¢ dau?

27. Khi lyc hat cia may hut bui kém, nhan vién Budng nén lam gi?

28. Dé chuan bj dd vai trong ca lam viéc, can dwa vao thong tin gi?

29. Trudc khi vao phong khach, nhan vién Budng can lam gi?

30. Hay néu nhiing thoi quen xau ctia nhan vién Budng anh huéng dén chat luong vé
sinh.

38. Hiy néu nhitng ndi dung ma nhan vién Budng can chuan bi trudc khi bit ddu ca 1am
viéc.

39. Thuat ngir “giat 13/4i cua khach® c6 nghia 1a gi, gdm céc nodi dung gi?

41. Tai sao nhan vién Budng nén ludn kiém tra phia dudi giudng?

42. Tai sao nhan vién Budng phai dung danh sach liét ké vat dung va coéng viéc da thuc
hién (checklist)?

43. Khi bo phan budng nhan duoc 10i phan nan ctia khach, ngudi giai quyét 1i phan nan
la ai?

44. Trong giao tiép voi khach, nhan vién Budng can st dung ngdn ngit hinh thé (body
language) nhu thé nao?

45. Do vai ban can dugc dit & dau?
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46.
47.
48.
49.
50.
51.
52.
53.
54.
55.
56.
57.
58.
59.
60.
61.
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Hay cho biét vé sinh vét ban 1au ngay trén voi hoa sen nhu thé nao?

Do vai ban thu trong phong tam s& dé dau?

Trong qué trinh co san phong tdm, can dic biét chi y toi cac khu vuc nao?
Sau khi don xong phong vé sinh, phai thuc hién viéc gi.

Khi don phong c6 khay d6 an, can lam gi?

Trude khi di chuyén dém dé 14t dém can phai 1am gi?

Thuc hién 14t xoay dém theo nguyén tic nio?

Néu trong qua trinh 14t xoay dém phat hién vét ban thi phai xtr 1y thé nao?
Can phai lam gi khi d3 14t xoay dém xong?

Nhan vién Budng can bao quan chia khoa dugc giao nhu thé nao trong gid 1am viéc?
Vi sao dd vat tim thay phai de trong tGi nylon trong sudt?

Tui d6 bao quan do that lac can c6 céc thong tin gi?

Khi hoa chat bi d6 ra can lam gi?

Hoa chat tay rira duoc pha véi gi?

Cach lau kinh?

Vi sao phai gap khin lau gon 1am nhiéu 1an khi thyc hién vé sinh guong/kinh?

62.Vi sao nén dung loai khan chat liéu 100% cotton dé vé sinh guong/kinh?

63.
64.

Vi sao khach san phai can co giuong phu va cii (noI)?
Khi v¢ sinh budng ngu va thiy giwdng phu (extra bed) khach khong st dung, nhan

vién Budng can lam gi?

65.
66.
67.
68.
69.
70.

71

Khi lau don bé mat g, nhan vién Budng dung loai khin nao?

Nhan vién Budng 1am gi khi phét hién khich niu an trong budng?

Can luu y gi cho vé sinh d6 nhya va dd mica?

Nhan vién Budng can phai ghi nhiing gi trong s6 nhan va ban giao chia khoa?
Tai sao ching ta st dung chat tay rira trong cac khach san?

Chir viét tit “VIP” ¢6 nghia 1a gi?

. Budng 1am thi1 tyc tra mudn (a late check out room) c6 nghia la gi?
72.
73.
74.
75.
76.
77.
78.

Trudc khi gb cira budng khach, nhan vién Budng phai 1am gi?

Caddy la gi?

Thuat ngit dich vu chinh trang budng (turn down service) c6 nghia 13 gi?

Tai sao nhan vién Budng ludn phai dién vao ban bao cao tinh trang budng?

Khi nhan db giat tir khach, nhan vién Budng nén lam gi?

Tai sao nhan vién Budng nén rira tay trudc va sau ca lam viéc?

Trong truong hop khan cap khi c6 hoa hoan, nhan vién Budng can 1am gi va khdng

duoc lam gi?

79.

Tai sao nhan vién Budng can b&o c4o néu c6 cac van dé lién quan dén bénh lay nhidém

trudce ca lam viéc?

80.
81.
82.
83.

84.
85.
86.
87.
88.
89.

“Guest amenities” c6 nghia la gi?
Chuyén d6i budng cho khéch (a room transfer) nghia 1a g|'7
Tai sao lu6n dong cura budng khach san khi nhan vién Budng da don vé sinh xong?
Nhén vién Budng nén lam gi khi phat hién c6 d6 dé quén trong budng tréng khach?
Dung cu lau san (Mop) la gi?
Thuat ngit “check out” trong ban bao c4o tinh trang budng c6 nghia 1a gi?
Tai sao nén st dung ging tay cao su khi lau don vé sinh phong tam?
Trude khi giit tham khu vuc phong hdi nghi can phai lam gi?
Khach bao trang thiét bi trong phong bi hu hong, nhan vién Budng nén lam gi?
Khi don phong phat hién khach bi 6m, nhan vién Budng nén lam gi?
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90.
ngay?

91.

92.

93.

94,

’ 95.
nhat?

’ 96.
nhat?

97.

98.
99.

100.
101.
102.
103.
104.
105.
106.
107.
108.
109.
110.
111.
112.
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Tai sao nhan vién Budng nén ghi diy du thong tin bang phan cong cong viéc hang

Céch dit xe ddy (néu sir dung) trong khi don dep phong?

Khi don phong, cong viée thu gom va d6 rac can lam vao luc nao?

Thuat ngir “HONEYMOON” 1a chi nhitng vi khach nao?

Khi nao nén lau bui phong ngu?

Nén giit khdi lvong khin so v6i cong suit ciia mdy gidt bao nhiéu dé cd két qua tét

Nén sdy khéi luong khin so voi cong suit ciia may sdy bao nhiéu dé co két qua tét

Nguyén tic khi nghe, tra 10i va dap may dién thoai.

Yéu cau vé tac phong, dién mao ddi v6i nhan vién Budng.

Cach xtr Iy khi phat hién dam chay?

Nguyén tac khi 1am vé sinh trong khu vuc Budng luu tri?

Lam thé nao dé tiét kiém dién khi don phong?

Lam thé nao dé tiét kiém nudc trong khi don phong?
Nhan vién Buéng s€ lam gi khi tim théy cac do that lac tai khu vuc sanh khach san?
Nhan vién Buéng phai lam gi khi khach hoi vé d6 that lac?

Chir viét tit FIFO trong cong viéc quan ly kho la gi?

Tai sao phai thuc hi¢n theo nguyén tac FIFO d6i véi cong viéc quan 1y kho?

Hay cho biét loai nao duoc goi la con tring giy hai?

Hay cho biét cac bién phap ngin ngira con trung gy hai trong khach san?

Trach nhi€m cta ban véi viée quan ly chia khoa khi [am viéc?

Tai sao ban phai can than khi ¢6 khach nhd mé cua phong?

Nhan vién Budng phai 1am gi dé cham soc khach hang tt?
Néu khong hiéu khach yéu cau gi khi dang trong budng khach luu tri, nhan vién

Buong nén lam gi ?

113.
114.
115.
116.
117.
118.
119.
120.

hop?

121.

122.

123.

124.
lam gi?

125.

Tai sao can lang nghe can than khi khach phan nan?

Tai sao phai kiém tra lai v&i khach sau khi sy viée di duogc giai quyét?

Tai sao hoa chat khi su dung can ¢6 nhin mac 1o rang?

Moi thiét bi phai duoc kiém tra bao dudng thuong xuyén nham muc dich gi?

Ly do chinh phai giri hang vai va khin ban t6i bo phan gidt ti hang ngay.

Ga trai giuvong c6 vét mau, khi thu ra phai duoc dé dau?

Pé gitr cho d6 vai bén, dep nén lam gi?

Tai sao phong tdm can duge vé sinh ding cach va duoc lau kho b%lng khan thich

Trudce khi mé cira vao phong khach, nhan vién Budng phai kiém tra nhiing gi?

Sau khi nhan bang phan cong cong viéc, nhan vién Buéng phai lam gi?

Tai sao khi vao kiém tra Budng khach tra, can chu y y dén tinh trang trang thiét bi?
Khi 1am phong khach vira tra, phat hién khach dé quén d6, nhan vién Budng phai

Khi nhan vién bdo dudng yéu cau mé cua phong c6 khach luu tra, nhan vién Budng

can lam gi?

126.
127.

Tai sao cudi ca lam viéc, moi dung cu déu phai lam sach? . .
Trong khi dang lam v¢ sinh trong phong, c6 mot nguoi khach vé phong va dé nghi

nhan vién Budng ra ngoai, nhan vién Budng can 1am gi?
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128. Muyc dich chinh ciia danh bong do dac 14 gi?
129. Hay giai nghia cac thuat ngr CO, EA, ED, OD, OC, 00O, 0O0S, SO, VC, VD,
VM, VR.
130. Trong danh muyc giat ui c6 ghi REGULAR SERVICE nghia la gi?
131. Nguy co sir dung sai hoa chat. ‘
132. Bé bao dam an toan cho khach va tai san cuia khach san, nhan vién Buong nén lam
i?
) 133. Sép xép dtng thr tr qui trinh vao phong khach:
A. Vao phong
B. G0 cura theo qui dinh
C. Xung danh “Housekeeping”
D. Kiém tra bién DND o
134. B0 phan nao chiu,tréch nhiém chinh vé cam hoa va trang tri trong khach san?
136. Hai phong nhu the nao dugc goi la phong thong nhau (connecting room)?
137. Cach loai bo mui nue ti€u trong phong vé sinh? ‘
138. Khi giao do6 giat, néu khong c6 khach trong phong, nhan vién giat ui nén dat do giat
o dau? o
139. Sau hai lan bam chudng va xung danh, khi m¢ cira phong nén mé goc bao nhiéu do
trude khi xung danh lan tha 3? 7
140. Nhan vién xem lich lam viéc vao thoi diém nao? ‘ ‘
141. Trude ctra phong khach c6 deén do bao khong lam phién, dong thoi khach treo bang
trén tay nam ctra v4i ndi dung yéu cau lam phong thi nhan vién s&€ thuc hién theo yéu cau nao?
142. Khi lau san hanh lang, nén lam nhu thé nao?
143. Nhan vién bo phan Budng phai thuc hién céac viéc gi?
144. Ba ca phé d6 & dau?
145. Trudce khi két thuc ca lam viéc, nhan vién Budng/phong phai lam gi?
146. Sau khi giat, nhan vién nha giat thuong 1am gi véi do giat ciia khach?
147. Kich ¢& cua giuong Giuong mot/ givong don (Single), Giuong doéi (Double),
Giuong doi to cd Queen, Giuong doi to cd King
148.Loai phong c6 phong ngu va phong khach riéng biét goi la gi?
149. Nhan vién Budng khong dugc 1am diéu gi trong gid 1am viéc?
150. Nhan vién Budng nén lam gi khi trong thay khach xuat hién trong tAm quan sat ciia
minh?
151. Nhan vién Budng s& lam gi khi nhit duoc d6 khach dé quén trong phong ma khach
da tra?
152. Nhan vién Budng sé& lam gi khi khach yéu cau mo ctra phong cho khéch?
153. Nhan vién Budng s& lam gi khi 1am roi mat chia khoa mé cira phong khach khu vuc
minh phu trach?
154. Tinh trang phong hién thi trén hé thong “Checked out”, “Occupied”, “Slept out”,
“Due out” nghia la gi?
155. Nhan vién Budng phai cip nhat thong tin ndo trong bang phan cong cong viée trudc
va sau khi lam vé sinh phong khach?
156. Nhitng truong hop rui ro dan dén chan thuong trong van dong lip di lip lai
(repetitive motion injuries - RMIs) ctia nhan vién Budng?
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157. Ngoai nhitng nguy co vé chan thuong do lam viéc sai tu thé, nhan vién Budng con
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do1 dién voi nhitng nguy co nao?

158. Nhan vién Budng s& xtr 1y thé ndo néu gip mot nguoi khach khéng hai 10ng vé chat

luong v¢ sinh phong dang lam?
159. Cach xur 1y ctia nhan vién Budng trong truong hop khach dang rat tirc gian?

160. Pham chét nao ciia ngudi nhan vién Budng 1a quan trong?

161. Trong cong viéc hang ngay, nhan vién Budng can lam thé ndo dé bao dam an toan

khi sir dung hoa chat?

162. Thuat ngir viét tat nao dudi ddy 14 tinh trang phong c6 khach dang luu tra?

163. Néu loai ném Budng luu tri can phai dao thi chu ky ddo ném 14 bao 1au?
164. Cung cap dich vu chinh trang phong budi téi dé lam gi?

165. B giat cua khach sé dugc kiém tra lac nao co hiéu qua?

166. V& sinh ca nhan ctia nhan vién Budng duoc thyc hién khi ndo 1a phi hop?

167. Khan trai givong (bed sheet) duoc phan chia theo kich ¢& khi xép vao xe ddy, nham

muc dich gi?
168. Bé chuan bj lau san bang cay lau udt (wet mop) nhan vién Budng can lam gi?
171. Khi dang don vé sinh phong khach dang &, nhan vién khong duoc 1am diéu nao?

11/ Tinh hudng:

HBOoo~NoOhkwdPE

Khi lam phong, phat hién khach vi pham ndi quy khach san.

Lam phong co6 khach & trong budng.

Khi 1am phong thiy c6 nhiéu tién cua khach dé & mat ban 1am viéc hoic chd nao do.
Khi 1am phong gap khach c6 nhitng hanh dong khiém nha

Trong bao cdo khach ¢ (R405) la 1 khach nhung khi lam thdy 2 khach.

Khach yéu cau gi d6 ma trong dich vu cua khach san khdng co.

Khach yéu cau doi goi

Khéch buc vi chua don phong.

Khach khéng sir dung duoc dd trong phong.

Khi dang vé sinh phong khéch tra thi khach quay tré lai noi rang da bo quén tién

. Xir Iy tinh hudng nhit dugc dd khach dé quén

. Xir Iy tinh huéng khach lam hong v& d6 ctia khach san

. Xir Iy tinh huéng két an toan md bén trong c6 nhiéu tién va do gia tri.
. Khach d¢ nghi tam sy.

. Khach say rugu va c6 hanh vi tho 16 mét kiém soét.

. Khéch dm va nho nhén vién di mua ho thude.

. Khach ké lai d6 khong diing theo tiéu chuén.

. Khach hoi nhan vién vi hdm qua b1 mat tién, tai san.

. Khach hoi nhan vién vé d6 cia minh dé trong phong bi roi v& hong

. Khéch hut thude.

. Khach byc vi d6 dung trong buong hong.
. Khach chi vét rach, chiy & quan 4o giri gidt 1a dé nghi nhan vién budng bdi thudng.

. Khéach xin dd cua khach san 1am ky niém.

5



TONG CUC DU LICH

24.
25.

26.
27.
28.
29.
30.
31.
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Khi 1am phong check out ma thay d6 cta khach

Khéch ché bai khach san bén canh véi nhan vién Budng.

Khi lam phong v6 tinh lam hu d6 cua khach

Lam v¢ sinh buong c6 khach & trong buong, nam & giuvong

Khi di klem tra budng khach tra phong ma van thiy treo blen DND
Khach vé phong khong mudn dung gdi nén dung khin tim dé gbi dau
Khi 1am phong thay c6 dd la

Gip khach & hanh lang, khach yéu cau mé cira budng cua khach



