GOIY THI NGOAINGU VONG CHUNG KET
NGHIEP VU LE TAN QUANG NINH 2020

CAU 1. Hém nay khach san di kin budng. C6 2 khach 1é dén 1am thi tuc nhap
khach san (check-in) va ho déu di dit budng truée. Vi mét Iy do khach quan nao
d6, khach san thiéu 1 budng, mot trong hai khach nay sé phai chuyén sang khich
san khac. Ban sé xir Iy nhw thé nao?

No 1. Your hotel is fully booked today. 2 guests come to check-in and they
already made a reservation. Your hotel just has 1 room left and one person will
have to move to another hotel. What would you do?

Goi y trd loi:
- X4c dinh ddi tugng khach phai chuyén di.

- Tach riéng hai khach dé tién xu Iy

+ Pdi véi khach duge 6 lai khach san: dé nghi cho hodc nho déng nghiép tiép don.
+ Pdi v6i khach phai chuyén di:

- X4c nhan vé viéc khach da dat budng.

- Xin 16i khach vé vigc khong bd tri dugc buong cho khach va giai thich 1y do khach
quan (buong hong, khach cii ctia budong 6m nén chua tra buong,...)

- Pé xuét v6i khach hudng giai quyét cua khach san: tam thoi chuyén khach sang
khéch san khac cung hang hoac cao hon (da dugc khach san dat trudce), thoi gian luu tra
tai khach san do, thoi gian don khach vé khach san (néu co thé) va cac ho tro cua khach
san (phwong tién van chuyén, gitip d& vé hanh 1y, thong tin lién lac,...).

- Gilp khéch chuyén khach san. Hen thoi gian don khach vé.
- Lam thu tuc nhép khach san (check-in) cho khach con lai.

CAU 2. Khich di dit budng truéc qua mot cong ty lir hanh nhung khi dén
khach san, Khach tir choi lam tha tuc nhip Khach san (check in) voéi ly do 1a khach
san cia ban qua nhd, khong bé the. Ban sé xir ly nhu the nao?

No 2. A guest booked a room through a travel agent’s but when he comes to
your hotel, he refuses to check in because he thinks that your hotel is too small.
What would you do?

Goi y tra loi:
e Chao d6n khach, giup khach vé hanh 1y .
e Ling nghe y kién cuia khach, thé hién sy dong cam véi khach.

e T6 y dang tiéc vé viéc quy mo cia khich san chua dap mg dugc yéu ciu cta
khach.

e Tim hiéu Iy do khach mudn & khach san c¢6 quy mé 16n.
° Thuyét phuc khach & lai khach san:

+ Néu kha ning ctia khach san c6 thé dap tng duoc yéu cau cua khach (theo 1y do
khach néu) tai khach san hodc khu vuc xung quanh.



+ Néu bat vu thé cua khach san nho: sy 4m cung, kha nang quan tdm, cham soc dén
tung khach tot hon,...

+ Nhan manh viéc cong ty I&r hanh da lya chon khach san do chét luong dich vu ma
khach san da mang lai cho khach cua ho.

+ Mo1i khach di tham quan buff)ng va cac khu vuc dich vu cua khach san.
+ Khéng dinh khach san s€ mang lai sy hai long cho khach.
e Ling nghe va thyc hién theo quyét dinh cua khach:

+ Néu khach dong y: 1am tha tuc nhap khach san cho khach, chic khach thoai mai
trong thoi gian & tai khach san. Thong bao cho cac bg phan luu y cham soc khéch.

+ Néu khach khong dong ¥: thong bao voi hing 1t hanh vé viée khach tir chdi ¢
khach san va thuc hién theo quyét dinh ctia hang

CAU 3. Khach da dat buﬁqg trwéc qua mot cong ty lir hanh nhung khi dén
khach san, khach tir choi vi cho rang khach san cia ban c6 vi tri khong thuan lgi véi
ho, rang hang lir hanh da “lira” hg. Ban sé xir ly the nao?

No 3. Guests made a booking in your hotel through a travel agent’s . When
they arrive, they refuse to stay because they think that your hotel location is not
convenient for them and they have been deceived by the travel agent’s . How would
you handle the situation?

Goi y tra loi:

e Chao d6n khach, giup khach vé hanh 1y .

e Ling nghe v kién cua khach, thé hién sy dong cam véi khach.

o To y déng tic vé viée vi tri ctia khach san khong dép tmg duoc yéu cau ctia khach.
e Tim hiéu Iy do khach khong thich vi tri ctia khach san.

° Thuyét phuc khach & lai khach san:

+ Khang dinh sy thun tién ddi v6i khach trong viée sir dung cac phuong tién di lai:
phuong tién khéach san cung cap, phuong tién cong cong, khoang céach gitra khach san voi
cac diém du lich va dich vu,...

+ Néu nhiing wu diém ndi bat ctia khach san: yén tinh, thoang dang, canh quan sach
dep, budng du tién nghi, cac dich vu va chat lugng phuc vu tot...

+ Thé hién kha ning va sin sang giup d& khach khi khach c¢6 nhu cau.

+ Nhan manh viéc cong ty Itr hanh da lqua chon khéch san do chat luong dich vu ma
khéach san da mang lai cho khach cua ho (khang dinh khéch khong bi Iira).

+ Moi khach di tham quan bu6ng va cac khu vuc dich vu cua khach san.
+ Khéng dinh khach san s€ mang lai sy hai long cho khach.
° Léng nghe va thuc hién theo quyét dinh cua khach:
+ Néu khach déng y: lam thu tuc nhap khach san cho khach, chic khéach thoai mai
trong thoi gian & tai khach san. Thong bao cho cac bg phan luu y cham soc khéch.
+ Néu khach khong dong ¥: thong bao voi hing lit hanh vé viéc khach tir chdi ¢
khéch san va thuc hi¢n theo quyét dinh ctia hang



CAU 4. Mot ngudi khach da dit budng va thong nhat véi khach san vé gia thué
budng. Nhung khi 1am tha tuc nhap khach san (check-in) khach yéu ciu giam gia
v6i 1y do mdt s6 khach san khac trong cing khu vue gidng khach san ciia ban ma
gi4 lai ré hon. Ban sé xir 1y thé nao?

No 4. A guest made a reservation and already agreed with your hotel about the
room rate. When he checks in at your hotel, he requests a discount because he
thinks that other hotels in that area have the same quality but they offer cheaper
price than your hotel. What would you do?

Goi y tra loi:
e Ling nghe v kién cua khach vé dé nghi giam gia, cht y Iy do khach dua ra.
e Khing dinh ngay v6i khach vé gia thoa thuan 1a hop 1y tham chi ¢6 vu dai
(néu bat tinh hop ly cua gia):
+ Néu bat tinh wu viét cua lghéch san b::ing cach so sanh vé vi tri, co s& vat chat k¥
thuat, tién nghi, loai dich vu va chat lugng phuc vu.
+ Nhirng chinh sach uvu dai cua khach san danh cho khach.
+ Khang dinh gia budng twong xing v&i chat lugng phuc vu cua khach san va
khach s€ hai long.
e Thuyét phuc khach giit nguyén gia cil.
+ Néu khach dong y: 1am tha tuc nhap khach san cho khéach.
+ Néu khach khong dong y:
- Gi6i thiéu khéach loai budng c6 mirc gia thap hon.

- Xin ¥ kién 13nh dao giam gia budng cho khach (dic biét dbi voi khach & dai han)

CAU 5. Khach mua tour qua céng ty lit hanh (khéng c6 huéng din vién) c6 dat
budng ¢ mdt khach san khac nhung khach lai dén nhim Kkhéch san cia ban. Do
khach khéng dwa voucher nén ban da lam thu tuc nhip khach san (check-in) nhw
khach ving lai. Khach di sir dung buodng roi goi dién cho cong ty lir hanh méi biét
minh nham khach san. Sau d6 cong ty lir hanh thong bio véi ban vé sy nham lin
ciia khach. Ban xir 1y thé nao?

No 5. A guest booked a tour in another hotel through a travel agent’s without
a tour guide. While checking in, the guest did not show his voucher so you did the
check-in process for him as a walk-in guest. After using the room, he calledhis
travel agent’s and realized that he had gone to the wrong hotel. After that, the
travel agent’s called you to inform you of the guest’s mistake. What would you do?

Goi ¥ trd 10i:

e Thong bao vé viéc khach da st dung budng ctia khach san.



~ *Gioi thiéu voi hang vé khach san va thuyét phuc cho khach & lai khach san
dé tranh phién ha cho khach (viéc boi thuong do khach da str dung budng, chuyén
khach san,...). Néu hang khong dong y cho khach ¢ lai:

+ Thong béo cho ngudi phu trach va xin hudng giai quyét (sd tién dén bu phy thudc
vao muc do sur dung buong, quan hé ctiia khach san voi hang va véi khach).

+ Thong bao cho khach va 1am thu tyc thanh toan va tra budng (check-out).

+ Tién khach, dua dia chi lién lac va tap gép cua khach san cho khach, mong duoc
don khach vao mot dip khac.

+ Goi y gitip d& vé& phuong tién van chuyén dé chuyén khach san cho khach.

CAU 6. Khach san da kin buong (fully booked) thi co mgt cong ty lir hanh goi
dién thoai xin 01 budng mién phi cho giam dbc ciia mot cong ty lir hanh quoc té
(htra hen mét thi truong day tiém nang va day la dip tot dé ban gi6i thi€éu khach san
ciia minh). Ban sé xir 1y thé nao?

No 6. An international travel agent’s called you to ask for a free room for their
managing director (This is a potential market and a good opportunity to promote
your hotel). However, your hotel is already fully booked. How would you handle the
situation?

Goi y tra loi:
e Thong bao cho nguoi phu trach.
e Kiém tra lai tinh trang budng ctia khach san.

e Thong bao véi cong ty Iir hanh vé tinh trang budng cua khach san va thuyét
phuc cong ty thay doi thoi gian dé khach san dugce don khach VIP.

e Néu cong ty khong ddng y thay ddi thoi gian: tim bién phap bd tri budng
cho vi khach VIP:

+ Ghép budng (khach cung cong ty hodc cling doan).
+ Khang dinh lai thoi gian tra budng (tim kiém khach tra budng sém).
+ Xac nhan lai véi cac cong ty dit budng vé sd lugng budng chinh xac s& sir dung.

+ Thyyét phuc khach quen dang nghi trong khach san di nghi tai dia phuong khac
hodc chuyén sang khach san khac (dat buong & khach san khac).

CAU 7. Mot khach dén khach san lic 23 gio va dé nghi 1am thd tuc nhép
khach san (check in). Khach cé voucher do cong ty lir hanh phat hanh, trén voucher
ghi rd tén khach san ciia ban nhung cong ty lit hanh nay lai khong diit ché trudc cho
khach. Vi da qua muon nén ca ban va khach déu khong lién hé dwgc véi cong ty lir
hanh. Khach san van con loai buong nhw da ghi trong voucher. Ban s€ xir ly thé
nao?

No 106. A guest came to your hotel at 11PM and wanted to check-in. He
showed a voucher from travel agent’s with your hotel name printed clearly on it.
However, this travel agent’s hadn't made the booking for the guest. Because it was
late so both you and the guest could not contact the travel agent’s. There were still
rooms of the same type available. What would you do?



Goi y tra loi:
e Chao don khach

e Kiém tra va xac dinh nhiing thong tin sau tir voucher: tén va dia chi cua
khach san, tén va dia chi cua cong ty 1ir hanh, ngay dén.

eKiém tra lai danh sich khach dén (luu ¥ kiém tra theo ca tén va ho cia
khach).

e Xin 13i va thong bao vé6i khach vé viéc chua tim thiy tén khach trong danh
sach khach dén. Tuy nhién, khach san c6 budng dé bo tri cho khach.

e Goi y hudng giai quyét:
+ Moi khach luu lai khach san, thuyét phuc khéch dat coc tién buff)ng cho dém nay

(theo gia cong bd), hira s& tim hiéu nguyén nhan vé viéc khong tim thay tén khach va
thong bao lai cho khach vao sang hom sau.

+ Lam thu tuc nhap khach san cho khach.
+ Pé nghi khach dé lai ban copy cila voucher.
e Lién lac voi cong ty It hanh thong bao tinh hinh cua khéch:

+ Néu cong ty khing dinh 13 khach cta cong ty: dé nghi cong ty guri xac nhén dat
budng va thanh toan cho khach. Thong bao lai vo1 khach vé viéc cong ty s€ thanh toan
cho khéch, tién dat coc cua khach s& duoc hoan lai khi khach tra buong. bé nghi khach
chuyén cho 18 tin ban voucher géc.

+ Néu cong ty khang dinh khong phai 1a khach ciia cong ty: d& nghi cong ty tim
hiéu nguyén nhan tén cong ty cé trén voucher. Thong bao su viéc lai véi khach va gitp
khach lién lac v&i cong ty phat hanh voucher. Dé nghi khach dit coc thém cho nhiing
dém tiép theo. Béo cdo véi ngudi cé trach nhiém vé sy viée xay ra v6i khach.

CAU 8. Khi tra budng, khach dé nghi khach san cho ky n¢' vi mat vi nén khong
thé thanh toan dwgc. Ban sé xir ly the nao?

No 8. When checkingout, a guest asked your hotel to let him pay later because
he lost his wallet. What would you do?

Goi y tra loi:

- Ling nghe va to y théng cam véi khach vé viéc mat vi:

+ Hoi khach mét vi khi nao, & dau?

+ P khai bao véi cong an chua, c¢6 can gitip khai bao khong?

- Goi y voi khéach vé viéc thanh toan:

+ Nho nguoi khac thanh todn cho khach san hg khach (ban be, nguoi cung doan,...).

+ Nho mdt co quan, t6 chuc (cong ty, van phong, st quan, to chuec,...) tai Viét Nam
ding ra bao lanh (bang van ban).

+ Nho mot ca nhan c6 uy tin voi1 khach san ding ra bao 1anh.

- Thyc hién theo thoa thuan cua hai bén



- Hoan tat thu tuc ky no trong truong hop tra cham (bao 1anh) theo quy dinh cua
khach san.

- Tién khach, chia s¢ v41 khach vé sy viéc khong may man da xay ra.

CAU 9. Khiach dang luu tri tai khach san, c6 con nhé mudén nho khach san
trong con gitip (khach san ciia ban khong c6 dich vu nay). Ban sé xir ly the nao?

No 9. An in-house guest asks your hotel to take care of her child but your hotel
does not have a baby-sitting service. How would you solve the situation

Goi y tra loi:
e Tiép nhan yéu cau cua khach (thot gian, dia dlem tai budng trong khach
san hodc ngoai khach san, nhitng yéu cau bé, cho an udng, ngu, choi,...).
o T6 y dang tiéc vi khach san khong c6 dich vy trong tré.
¢ G161 thi€u co s trong tré tin cy cho khach.
e Néu khach dong y: giup khach lién hé v6i co s trong tré.
¢ Goi y vé phuong tién van chuyén cho khach.

CAU 10. Khach dang lwu tri tai Khach san, t6i quay 18 tin thong bao bi mét
tien tai buong ngu. Khach khong dé nghi khach san boi thwong ma chi xin ching
nhin veé viéc mat tien dé vé nuwdc thanh toan bio hiém. Ban xir ly thé nao?

No 10. An in -house guest comes to your Reception desk and reports that he
his money has been missing inside the room. He does not request your hotel to
compensate for his loss but only asks to provide him with a statement about his loss
so that he could ask the insurance company in his country to pay back for him.
What would you do?

Goi y tra loi:
e Tach khach ra khoi khu vuc sanh (noi c6 nhiéu khach qua lai).
e Ling nghe khéch trinh bay viéc mat tién va té ¥ thong cam.
e Tran an khach, dé nghi khach kiém tra lai hanh 1y va d6 dac trén budng.

ONeu khach Van khang dinh mat tién tai budng: dé nghi khach lam ban tudng
trinh vé viéc mat tién.

¢ Thong bdo voi bao vé va nhitng nguodi ¢ lién quan dé diéu tra viéc mat tién
cua khéch.

e Thong bao véi khach 1a chi ¢6 co quan cong an mai ¢6 chirc nang xac nhan
vé viéc khach mat tién tai khach san.

e Hoéi khach ¢6 muon lién h¢ vdi co quan cong an khong?
¢ Giup khach trinh bdo v&i co quan cong an (n€u khach yéu cau).

e Dé nghi khach va cac bo phan lién quan giir nguyén hién truong va gitp d&
cho cong tac diéu tra.



e Thong bao voi khach vé két qua didu tra va thé hién su sén sang gitp do
khi khéch can.

CAU 11. Khéch luu tra tai khiach san mdt dém khi tra budng tir chdi thanh
toan tién buong véi ly do trong buong c6 con trung khieén khach khong ngu dwge ca
dém. Ban sé xir ly nhu the nao?

No 12. An in house guest stayed at your hotel for one night . When he
checkedout, he refused to pay for the room because there had been so many insects
inside the room, that he could not have slept the whole night. What would you do?

Goi y tra 16i:
e Ling nghe va thé hién sy dong cam voi khach.
e Tach khach ra khoi quay 18 tan.

o T6 y dang tiéc vi khach san da khong dugc biét su viée cua khach sém dé
giai quyét kip thot (vi du: chuyén budng cho khach,...).

e Cam on khach da cho khach san biét sy viéc dé khach san co nhirng bién
phap khac phuc ngay.

e Xin 16i va thuyét phuc khach thanh toén tién budng va hira s& bo tri cho
khéach budng tot hon khi khach quay lai khach san lan sau.

e Néu khach khong dong y: xin ¥ kién 1anh dao giam 1 phan tién budng cho khach.
e Lam thu tuc thanh toan cho khach.

e Luu ¥ khach: 1a khi nghi tai khach san, néu khach khong hai 1ong vé bat ¢ van dé
gi can thong bao ngay cho 1& tan dé giai quyét kip thoi.

e Xin 156i khach va hira 1an sau diéu kho chiu nay s& khong xay ra nira.

¢ Chao tam biét va hen gap lai.

CAU 13. Khach dang lwu tra tai khach san thong bio véi ban 1a da dé quén
mot so tien lom trong do giii giat va yéu cau khach san tra lai. Ban sé xir Iy nhur the nao?

No 13. An in house guest reports to you that he left a big amount of money
inside his clothes’ pocket which had been sent to the housekeeping department for
laundry. What would you do?

Goi y tra loi:

e Ling nghe va thé hién sy dong cam voi khach.

o Trén an khach, dé nghi khach kiém tra lai hanh Iy va do dac trén budng. Thong
bao véi khach vé viéc nhan vién khach san luon tra lai ti€n va cac do vat cua khach dé
quén trong do giat la.

e Lién hé ngay véi cac bd phan lién quan (nha budng, giat 1) dé tim hiéu viéc khach
de quén tién trong do6 guri giat:



+ Néu tim duoc so tién khach dé quén: tra lai khach, de nghi khach kiém tra lai. Luu
khach 1an sau truée khi dua gidt 1a nén kiém tra k¥ cac tai quan 4o.

+ Néu khong tim dugc: xin 16i khach va dé nghi khach viét ban tudng trinh vé viée
dé quén tién trong dd gui giat. Thong bao véi khach trong hudng dan sir dung dich vy
hodc trong hoa don giat la cua khach san da ghi ro: khach san khong chiu trach nhiém vé
tién va cac do vat dé trong quan 4o dwa giit 1a. Tuy nhién khach san s& tiép tuc diéu tra va
b4o lai cho khach ngay khi c6 két qua.

CAU 14. Mét khach nuéc ngoai dang luu tri tai khach san bi 6m va nho ban
goi ho bac si (khach san khong cé dich vu y t€). Ban s€ xit ly nhw the nao?

No 14. A foreign in-house guest gets sick and asks you to call a doctor ( but the
medical service is not available in your hotel). What would you do in that situation?

Goi y tra loi:
e Cham chu ling nghe va thé hién su dong cam véi khach.
e Hé1 tham tinh trang cua khach.

e To y dang tiéc vi khach san khong c6 dich vu y té. Tuy nhién khach san co
thé gidi thiéu cho khach mot s6 co sd y t€ ¢o uy tin.

e Cung cip thong tin vé cac co sé y té dé khach lwa chon: kha ning chuyén
mon, gié ca, chat lugng dich vu.

ONeu khach can dén co so y té: giup khach bd tri phuong tién van chuyén,
goi xe cap ctru (trong trudng hop khan cap). HO tro khach lam cac thii tyc tai co so
y té (néu can).

ONeu khach~s1"r dung dich vu b;ic si kham tai khéqh san: giap khach goi bac
siva ho trg (chi dan, phién dich, chuan bi cadc dung cu néu can,...).

* Thong bdo cho lanh dao khach san va cac bo phén lién quan: nhén vién 18
tan cac ca khac, buong, nha hang, bép,... & hoi tham va cham soc khach (chd ¥
yéu cau ciia bac si vé ché do an udng, kiéng khem,...).

¢ Chuc khach chong binh phuc.

CAU 15. Khach dang lwu tri tai budng, goi dién thoai cho 1& tin hét hoang bao
c6 chay, ban sé xir ly the nao?

No 15. An in-house guest calls you from his room to report a fire in a trembling
voice. What would you do?

Goi y tra loi:
- Trén an khach binh tinh.
- Hoi vé tinh trang chay, dia diém chay.

+ Néu d4m chay nho: huéng dan khach ding binh bot dé dap lira. Bao véi doi
phong chay 1én kiém soat dam chay tai budng khach.

+ Néu dam chéy 16n: huéng dan khach roi khoi budng, luu y khach nhin bién huéng
dan thoat hi€ém trén ctra buong hoac deén thoat hi€ém ngoai hanh lang dé dén ctra thoat
hiém.



Dung dudng day lién lac khan cap bao cdo ngay cho lanh dao va doi phong chay
chita chay (nhitng ngudi c6 trach nhiém va chuyén mon vé phong chdng chay nd) vé dia
diém chay, tinh trang chay, tén nguoi bao chay.

- Tuan thi quy dinh cta khach san dbi voi nhan vién 18 tan vé xir 1y tinh hudng
chay.

- Tuan tha sy phan céng cua lanh dao dé thuc hién mot sb viée sau:
+ C6 mit tai hién truong dé kiém tra va tham gia dap dam chdy néu c6 thé.
+ Goi ctru hoa 114 (néu can).

+ Tuy theo tinh hinh théng bao tinh trang chay cho cac khach khac dang ¢ trong
khach san va phat Iénh so tan khan cap khi can thi€t (hudng dan ra ctra thoat hiém).

CAU 16. Mot khach nwéc ngoai dang lwu tru tai khach san, bao bi mat mét s6
séc du lich (Traveller’s Cheque), ban sé lam gi?

No 16. An in-house foreign guest reports that he has lost his Traveller’s
Cheque. What would you do?

Goi y tra loi:

e Ling nghe va thé hién su dong cam véi khach.

e Hoi tham khach vé viéc mat séc: mat & dau, trong tinh huéng nao, bao nhiéu séc,...
e B¢ nghi khach kiém tra lai hanh 1y, tu trang ctia khach.

e Néu mét trong khach san:

+ Pé nghi khach 1am ban tudng trinh vé viéc mét séc.

+ Thong b&o véi bao vé va nhimg ngudi c¢6 lién quan tién hanh diéu tra viéc mat séc
theo quy trinh quy dinh cua khach san.

+ Gitip khach khai bao véi co quan cong an néu khach yéu cau.

+ Pé nghi khach va cac bd phan lién quan giir nguyén hién trudng va giup d& cho
cong tac dicu tra.

e Néu mat ngoai khach san: hudng dan va giap do khach (phuong tién di lai, phién
dich,...) trong viéc khai bao véi co quan cong an dé tim lai séc.

* Giap khach lam thu tyc khai bao véi ngan hang (khuyén khach lién hé ngay voi
ngan hang phat hanh séc hoic dai dién) dé bao vé viéc mat séc.

e Tran an khéach binh tinh, thé hién sy sin sang gitip d& khach khi khach can.
e Luu y khach nén giir nhitng tai san gia tri trong két an toan hogc gui 18 tan.

CAU 17. Mot khach nuwéc ngoai dang luu tri tai khach san bao véi ban bi mat
thé tin dung (VISA, MASTER,...) ngoai khach san. Ban s€ xir ly thé nao?

No. 17. A foreign guest staying at your hotel informs you that he has lost his
credit card outside the hotel. How would you handle the situation?

Goi ¥ trd 10i:



e Ling nghe va thé hién sy déng cam vai khach.

e Hoi tham khach vé viéc mat thé tin dung: mat ¢ dau, trong tinh hubng nao,
loai thé,...

e D& nghi khach kiém tra lai hanh 1y, tu trang ctia khach.

* Giup khach lam thu tyc khai bao voi ngan hang (khuyén khach lién hé ngay
v6i ngan hang phat hanh thé hoic dai dién) dé bao vé viéc mat thé.

e Huong dan va giap do lghach (phuong tién di lai, phién dich,...) trong viéc
khai bao v&i co quan cong an dé tim lai thé tin dung.

e Trén an khach binh tinh, thé hién sy sin sang gitp d& khach khi khach can.
e Luu y khach nén can than voi nhitng tai san co gié tri khi di ra ngoai.
CAU 18. Khach liru tru tai khach san dén quay 18 tin than phién bi mit mét sb

do dac dé tai buong. Khach khong dé nghi khach san bdi thwong ma chi xin ching
nhin deé vé nudc thanh toan bao hiém. Ban s€ xir ly the nao?

No 18. An in-house guest came to the reception desk and reported that he had
lost some of his belongings inside the room. He did not ask your hotel to
compensate for his loss but only asked for a statement so that he could get
insurance after coming back to his country. What would you do in this situation?

Goi y tra loi:

e Tach khach ra khoi khu vyc sanh (noi c6 nhiéu khach qua lai).

e Ling nghe khach trinh bay viéc mat do6 dac va té ¥ thong cam.

e Tran an khach, dé nghi khach kiém tra lai hanh ly va dd dac trén bu@)ng.

e Néu khach van khang dinh mat d6 dac tai budng: dé nghi khach lam ban
tuong trinh vé viéc mat do.

e Thong bao véi véi bao vé va nhitng ngudi lién quan dé diéu tra viéc mat do
cua khach.

e Thong bdo véi khach 1a chi c6 co quan cong an moi ¢6 chire nang xac nhan
ve viéc khach mat do tai khach san.

e Hoi khach c6 mudn lién hé v6i co quan céng an khong?

e Giup khach trinh bao véi co quan cong an (néu khach yéu cau).

e Dé nghi khach va cac bo phan lién quan giit nguyén hién truong va giap d&
cho cong tac dicu tra.

e Thong bao vai khach vé két qua didu tra va thé hién su sén sang giap do
khi khéch can.

CAU 19. Khach thanh toan bing séc du lich, nhwng trén mit to séc chwa c6
mot chir ky nao (theo quy dinh séc phai c6 1 chir ky san). Ban s€ xir ly the nao?
No 19. A guest wants to make payment by Traveller’s Cheque, but there is no

signature on the cheque (according to bank’s regulation, there must be 1 signature
provided on the cheque). What would you do?
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Goi y tra loi:
e Nhan séc va kiém tra k¥ cac thong tin trén séc.
e Thong bao vai khach vé viée chua c6 chir ky mau trén séc

e Thong bao cho khach vé quy dinh cta ngan hang vé viéc thanh toan bang
séc du lich:

+ Trén t& séc can c6 01 chit ky mau cia cha sé hitu séc.
+ Chir ky thtr 2 nguoi st dung phai ky trudc mat ngudi nhan séc.
+ Khang dinh to séc khong c6 mét chir ky mau 1a khong hop 18.
¢ Goi y khach stir dung hinh thirc thanh toan khac.
Néu khach khéng c6 hinh thire thanh todn khdc.
e Hoi ly do vi sao trén to séc lai khong co chir ky.
e Kiém tra trong danh muc séc bi mat ciia ngan hang.

e Xin y kién lanh dao vé viéc chap nhén thanh todn t& séc (néu khong céd
trong danh muc séc bi mat cap).

e D¢ nghi khach xuat trinh ho chiéu dé copy lai ho chiéu. Xin khach dia chi
lién hé néu co su co xay ra voi séc.

¢ D¢ nghi khach viét cam két hoan tra tién cho khach san néu séc khong duoc
ngan hang chap nhan.

e D& nghi khach ky vao séc va lam thu tuc thanh toén cho khach.

CAU 20. Mot khach di tra budng va roi khach san, sau d6 goi dién tir sin bay
théng bao khach khéng thé lam thi tuc 1én may bay dwerc vi da dé quén chirng minh
thw & quay I€ tan cia ban. Ban sé xi ly theé nao?

No 20. A guest checked-out and left your hotel. After that he called your hotel
from the airport to inform you that he could not check-in for his flight because he
had left his identity card at your reception desk. How would you handle the
situation?

Goi y tra loi:
e Ling nghe va thé hién sy dong cam voi khach.

e Xin 16i khach vi da quén khong tra lai chtirng minh thu cho khach khi khach
trd buong.

e Hoi khach dé biét mot s6 thong tin sau: gid bay, hién nay khach dang & dau,
co the lién lac vo1 khach bang céach nao,,...

e Ban bac bién phap giai quyét:
+ Néu con du thoi gian: ctr ngudi mang chirng minh thu ra san bay cho khach.

+ Néu khong du thoi gian dé dua chimg minh thu cho khéch: lién hé voi hang
khong: thong bédo tinh hinh va fax ban sao (photocopy) ching minh thu cia khach va dé

11



nghi cho khach dugc lam thu tuc Ién may bay trudc, khach san s€ gui tra lai khach chiing
minh thu sau.

+ Néu hing hang khong khong chap nhan ban copy ching minh thu cua khach:
khach khong bay duoc dung chuyén thi bao céo xin y kién cap trén (tuy theo tinh hinh dé
lya chon giai phap phu hop).

CAU 21. Khach dang lwu tra tai khach san nhung khong hai long va yéu céu
ban gi¢i thiéu m¢t khach san khac dé chuyén di (trong khi khach san cia ban rat
vang khach). Ban sé€ lam gi?

No 21. There are a lot of rooms available in your hotel at the moment, one of
your guests does not feel satisfied about your service and asks you to recommend
another hotel with a better service . What would you do?

Goi y tra loi:
e Ling nghe, thé hién sy dong cam vai khach.
¢ To y dang tiéc vi khach chua hai long v6i khach san.
e Xin 15i khach, tim hiéu vé Iy do khién khach khong hai long.
e Pua ra cic bién phap khic phuc:

+ Khach khong hai 1ong vé tién nghi buong (trang thiét bi va vat dung can thiét
thiéu hay chat luong kém...): b6 sung trang thiét bi, vat dung hoic doi budng co trang
thiét bi tot hon.

+ Khéch khong hai long vé cac dich vu (dich vu phuc vu kém, thiéu):
- Xin ¥ kién khach, hura rat kinh nghiém.

- Gi6i thiéu cho khach nhitng dia chi tin cdy cung cap dich vu do.

- Giup khach lién hé va phuong tién (néu khach yéu cau).

+ Khach khong hai long vé thai dd phuc vu: xin 16i khach va hira s& nhac nhd nhan
vién khac phuc.

+ Khong hai long vé gia dich vu:
- Xin 16i khéch, lang nghe ¥ kién khach vé gia.
- Bdo cao lanh dao xin giam gid hodc thém dich vu cho khach.

e Thuyét phuc khach & lai khach san: khi can thiét ¢6 thé xin ¥ kién lanh dao
giam gid budng cho khach.

» Cam on khach da cho biét thong tin gitp khach san kip thoi khac phuc dé
phuc vu khach tot hon.

e Néu khach khong dong ¥ & lai:
+ Gi6i thiéu va lién hé khach san khac giup khach. Hoi va giup khach vé hanh Iy va
phuong tién.

+ Chao tam biét khach, hira s& c¢b gang khac phyc nhiing van dé khach di gop y, hy
vong lan sau dugc don khach va khach s€ hai long.
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CAU 22. Mot khach nwéc ngoai dén lam thi tuc nhiap khach san (check in).
Khi 1€ tan khach san dé nghi xuét trinh gidy to tuy than (passport) khach dé nghi
dwge nhan budng truéce rdi sé dwa sau, tuy nhién khi 1én budng khach khéng tim
thay gidy to. Ban xir Iy thé nao?

No 22. A foreign guest came to your hotel to checkin. When your receptionist
asked him to show his identity card, the guest said that he wanted to get the room
first and give his identity card later. After getting the room, he cannot find his
identity card. What would you do?

Goi y tra loi:

e D& nghi khach dién ddy du théng tin c4 nhan vao phiéu dang ky tam trd.

e Yéu cau khach kiém tra lai hanh 1y dé tim lai ho chiéu.

o Gitip khach 1am thu tuc khai bao mét hd chiéu voi co quan cong an (néu khach yéu cau).

e Lién h¢ v6i phong xuat nhap canh tinh/thanh phd dé kiém tra nhan than cta khach.
e Thong bao v6i co quan cong an vé viée tam tri cta khach.

CAU 23. Mét khach 1é 1am thi tuc trd budng (check out), khi xem hoa don
khach thong bao khong du tién dé thanh toan. Ban sé xir ly thé nao?

No 23. While checkingout the guest looked at the bill and told you that he did
not have enough money to pay . What would you do in that situation?

Goi y tra loi:
e Ling nghe va to y théng cam véi khach vé viéc khong du tién thanh toan.
¢ Goi y voi khach vé viéc thanh toén:
+ Nho ngudi khac thanh todn cho khach san ho khach (ban be, ngudi cung doan,...).

+ Nho mét co quan, to chire (cong ty, van phong, sit quan, t6 chic,...) tai Viét Nam
ding ra bao lanh (bang van ban).

+ Nho mot ca nhan cé uy tin voi khach san diing ra bao lanh.
o Thuc hién theo thoa thuan cua hai bén

e Hoan tat thu tuc ky no trong truong hop tra cham (bao lanh) theo quy dinh
cua khach san.

e Tién khach, hen gip lai khach lan sau.

CAU 24. Khach dang lwu tru tai khach san dén quiy I tAn véi vé mit tire gidn
va yéu cau dugce gap giam doc khach san. Khi dé giam doc lai dang vang mat, nguoi
khach lai cang buc bgi hon va to tieng ¢ sanh. Ban s€ xir ly thé nao?

No 24. An in house guest comes to your reception desk with an angry look and

demands to meet the general manager of your hotel. You told him that he is away.
The guest lost his temper and shouted in your lobby area. What would you do?

Goi ¥ trd 10i:
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e Ling nghe phan nan cua khach.

e Xin 15i va thong bao vdi khach 1a giam dbc hién khong c6 mat tai khach san. Tuy
nhién s& c6 dai dién cao nhét cia khach san tiép khach (néu ban 1a nguoi cé trach nhiém
cao nhit trong ca 1am viéc thi hiy thong bao voi khach ban 1a ngudi dai dién cua khach
san vao thoi diém nay).

e Moi va tach khach ra khoi khu vuc sanh.
e Té nhi tim hiéu 1y do khach mudn gip giam déc.

- Dé nghj khach trinh bay v6i ban diéu khach phan nan, hira s& bao céo lai v6i lanh
dao dé giai quyét van dé cua khach.

- Néu khach khong dong ¥ trinh bay v6i ban: xin s0 lién lac va hira s& béo céo voi
lanh dao dé hen gap khach.

- Chu y: khi khach trinh bay:
+ Phai ling nghe va ghi lai can than ndi dung.
+ Néu khach than phién: c6 gang giai quyét ngay (néu co thé).

+ Bdo cdo lai gidm doc khach san.

CAU 25. Khach Iru tra tai khach san dén quiy 18 tan va té ra hét sirc tirc gian
vi da goi dién yéu cau sira di€u hoa trong buong truwéc dé6 30 phut ma den gio nay
van khong c6 ai Ién stra. Ban sé xir ly the nao?

No 25. An in-house guest comes to the reception desk with an angry look
because he asked the hotel to fix the air-condition in his room 30 minutes ago but
nobody came to fix it yet. What would you do?

Goi y tra 1i:
 Khéo léo tach khach ra khoi quay 18 tan.

e Moi khach udng nudc va chi ¥ lang nghe phan nan cta khach, t6 y thong
cam va&i khach, tuyét doi khong tranh luan véi khach.

e Xin 18i khach va giai thich vé nguyén nhan chwa c6 nguoi sira chita diéu
hoa kip thoi cho khéch.

e Thong bao hudng giai quyét va thoi gian can thiét dé giai quyét su viéc:

ot Lién lac v6i bo phan bao dudng va bo phan budng dé nghi uu tién stra diéu hoa &
budng khach ngay.

+ Lién lac lai voi cac by phan lién quan trén dé kiém tra két qua stra va ghi lai
nguyén nhan.

+ Lién lac v6i khach dé kiém tra sy hai long cua khach, giai thich nguyén nhan va
xin 161 khéch.
+ Ghi vao s6 phan nan vé van dé khach phan nan.

+ Néu khong stra dugchodc chua ¢ 6 nguoi sira diéu hoa: thong bao cho khach va
201y chuyén budng cung loai hodc cao hon cho khach.
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CAU 26. Khach di tra budng va roi khéi khach san truée dé6 mot gio. Sau dé,
khich quay lai va théng bao dé quén dd ¢ trong budng. Ban lién hé véi bd phan
budng nhung khong tim thiy doé ciia khach. Khach dang rit vji ra san bay va néi
rang mén dé d6 rat quan trong. Ban sé& xir 1y thé nao?

No 26. A guest checked-out and left the hotel 1 hour ago. After that, he came
back and told you that he had left his belongings inside the room. You contacted the
houskeeping office but they could not find his possessions . The guest is in a hurry

to go to the airport and his item is very important. How would you handle the
situation?

Goi y tra loi:

e Ling nghe yéu cau cua khach va to y théng cam.

e Tran an khach, dé nghi khach binh tinh kiém tra k¥ lai hanh 1y cta khach va nhé
lai xem c6 d€ quén tai san ¢ bén ngoai khach san khong.

e Néu khach khong tim thiy tai san bi bé quén trong hanh 1y thi ban bac cach giai
quye€t:

+ Goi y gitip d& phuong tién van chuyén cho khach.

+ Cir nguoi di cung khach dé ghi lai nhiing thong tin vé tai san bi bo quén cia
khach (dé€ tranh mat thoi gian cua khach).

+ Tran an khéch va hira v6i khach tiép tuc tim tai sén bj that lac, d& nghi khach dé
lai dia chi lién lac, héi khach céach thirc chuyén tai san cho khach néu khach san tim thay.

e Néu khach nhé c6 thé bé quén tai san & bén ngoai khach san: ghi lai dia chi khach
bd quén va cur nguoi di tim gitp khach.

e Ghi vao so that lac tai san va dé nghi cic bd phan lién quan tiép tuc tim tai san that
lac cua khach.

e B4o c4o su viéc thit lac tai san cua khach vai nguoi phu trach.

e Néu tim thiy tai san cta khach: giri tai san theo yéu cau cta khach.

CAU 27. Khach @it budng khong dam bio tai khach san ciia ban. Bay gio 1a 19
gio, khach téi khach san dé nhan buong. Nhung buong d6 da duwgce khach san ban
cho khach khac (do da hét budng cung loai va thoi gian gilt budng cho nhirng dat
buong khong dam bao theo quy dinh ctiia khach san - 18 gio’ cung ngay). Khach t6 ra
rat tic gian va cho rang khach san “lira” hg vi khach da ggi dién khang dinh lai
ngay den. Ban s€ xir ly thé nao?

No 27. A guest booked room in your hotel but did not guarantee his booking.
It’s 7 PM now and the guest has come to your hotel for check-in. The room that he
booked was sold to another guest because there is no room of the same type
available and he came later than your hotel’s stated time for keeping non-guarantee
rooms. The guest is very angry and thinks that your hotel deceives him because he
called to inform you of his arrival date. What would you do?

Goi y tra loi:
e Ling nghe phan nan ciia khach va to y thong cam.
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e Néu c6 thé, tach khach ra khoi khu vuc quy 18 tin, moi khach ubng nudc.

e T6 y dang tiéc vé viéc da xdy ra, nhe nhang giai thich véi khach quy dinh
ctiia khach san vé thoi gian giit budng cho hinh thirc dit budng khong dam bao
(dén 18h cua ngay dang ky). Va khi goi dién khing dinh lai khach da khong néi rd
1a s& dén mudn nén khach san khong giir budng.

¢ Kiém tra tinh trang budng cua khach san:

~ + Trudng hop khach san y’fm con buff)ng trbng: goi y khach thué loai budng con
trong (cao cap hon hodc thap cap hon loai buong khach dat) va lam thu tuc nhap khach
san cho khéch. (luu y khach san c6 thé c6 nhitng vu dai danh cho khach).

+ Truong hop khach san hét budng: goi v gitip d& khach dit budng tai khach san
khac va phuong tién van chuyén. Chao tam biét va hen sém gap lai khach.

CAU 28. Khach da dit budng nhung khong yéu ciu budng khong hiit thudce 14.
Khi lam thii tuc nhip khach san (check-in) khiach khiang dinh chi nhin budng
khong hiit thudc 1. Tai thoi diém d6, khach san hét budng khong hiit thudc 14. Ban
s& xir 1y thé nao?

No 28. A guest made a reservation in advance but did not request a non-
smoking room. While checkingin, he affirms that he only takes a non-smoking
room. At this moment, there is no non-smoking room available in your hotel. How
would you handle the situation?

Goi y tra loi:

e Tiép nhan yéu cau ciia khach vé viéc chi nhan budng khong hut thudc 14.

e To y dang tiéc vé viéc khach san khong con budng khong hat thudc 14 theo yéu
cau cua khach.

OKhang dinh khach san da gitt buong cho khach, nhung khong phai budng khong
hut thube do khi dat khach khong c6 yéu cau nay.

¢ Goi1 y khach san s€ khur mui lai buong da xep cho khach.

OThuyét phuc khach st dung budng nay. Hira s& chuyén khach sang budng khong
hut thuoc ngay khi co the.

eLam thu tuc nhap khach san cho khach. Chuc khach c¢6 nhiing ngay nghi ngoi
thoai mai tai khach san. Luu y khach khi dat budng nén cung cap thong tin day du vé
nhirng yéu cau dic biét dé khach san chu dong dap ung.

CAU 29. Vio liic 11 gié truwa, hai khach hru tri tai khach san héi ban nha hang
phuc vu in sing & dau. Ban giai thich nha hang khach san phuc vu in sing tir 6 dén
10 gio. Khach t6 ra bwe minh, to tiéng va yéu cau dwoce phuc vu dn sing vi gia thué
budng di bao gdm bira sang. Ban sé xir 1y thé nao?

No 29. At 11.00 AM, 2 in-house guests asked you where the breakfast was
served. You explained to them that your hotel’s restaurant serves breakfast from 6-
10 AM. The guests are angry and ask your restaurant to serve breakfast for them
as it is included in room rate. How would you handle the situation?

Goi ¥ trd 10i:
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e Khéo 160 tach khach ra khoi khu vuc quay 18 tan.

OI\{hc nhang nhéc lai v6i khach quy dinh cua khach san vé thoi gian phuc vu bita
sang mieén phi cho khach luu tra tir 6h t61 10h, va bay gio da la 11h, thoi gian phuc vy an
sang da hét.

o T6 y thong cam vai khach.

¢ Goi ¥ s& yéu cau nha hang phuc vu bita sang don gian cho khach.

e Néu khach dong y: thong béo cho bo phan nha hang phuc vu khach dn sang.

e Néu khach khéng dong y: gidi thiéu cho khach nha hang ¢ ngoai khach san va goi
v got gitp khach phuong tién van chuyén.

¢ Chao, chtc khach bira saing ngon miéng. Luu y khach an sang dung gio.

CAU 30.5 gio' sang, mot khach tra budng va yéu ciu trir tién in sang voéi 1y do
gia buong da bao gom an sang ma nha hang chwa phuc vu trong khi khach phai voi
di ngay. Ban sé xir Iy thé nao?

No 30. At 5AM, a guest checks out and asks you to subtract breakfast fee from
the bill because the room rate already includes breakfast but the guest is in a hurry
and cannot wait until breakfast starting time. How would you handle that
situation?

Goi y tra loi:
e Tiép nhan yéu cau ctia khach va t6 ¥ thong cam.
e Goi y chuan bi do an ngudi cho khach mang di.
e Néu khach khong dong ¥ va van muén trir tién:
+ Nhe¢ nhang nhéc lai v6i khach quy dinh ctia khach san vé thoi gian phuc vu bira
sang cho khach Iuu tra tir 6h tdi 10h, ma bay gio maéi 1a Sh, chua téi gio phuc vu dn sang.
+ Thuyét phuc khach an sang bang do an ngudi.
+ Luu y khach, khach san khong thanh toan tién an sang ma chi phuc vu bira sing
mién phi cho khach luu tra tai khach san.
e Truong hop khach vAn muén trir tién an sang: bao cdo cho ngudi phu trach va xin
hudng gidi quyeét.
CAU 31. Khach dén 1am thi tuc nhip khach san (check-in) va dwa cho ban thé
tin dung VISA nhung khi ban kiém tra thi dwgc biét thé khong c6 gia tri thanh
toan. Ban sé xir ly thé nao?

No 31. A guest comes to your hotel for check-in and gives you his VISA card
but after checking, you find the card is invalid. How would you handle the
situation?

Goi y tra loi:
e Kiém tra thé va thong bao vé tinh trang thé khong co gia tri thanh toan cho khach.

e Gitp d& khach két ndi véi ngan hang phat hanh thé (néu khach can). Néu sau khi
kiém tra v&i ngan hang thé van khong con gia tri:
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+ Hoi xem khach con thé tin dung khac khong?
- Néu ¢6: 1am tha tuc nhap khach san cho khach.

- Néu khong c6: hoi khach cé hinh thirc thanh toan khac khong (tién mit, séc du
lich):

+ Néu ¢o: yéu cau khéch dit coc dé bao dam thanh toan.

+ Néu khéng c6: thong bao cho khach biét quy dinh cua khach san vé viéc bao dam
thanh toan khi 1am tha tuc nhap khach san. Bdo cao v&i nguoi phu trach dé xin huéng
giai quyét.

CAU 32. Khach dén 1am thi tuc nhip khach san (check-in) va dwa cho ban thé
tin dung VISA nhung khi ban kiém tra thi ngin hang bo thé nim trong danh sach
thé bi mat. Khach giai thich véi ban 1a trudce d6 cé6 bao mat thé nhung sau dé lai tim
thay. Ban sé xir Iy thé nao?

No 33. A guest checks-in at your hotel and gives his VISA card to you but when
you check, the bank reports that this card is on the lost card list. The guest explains
to you he did report the loss of the card but he found it finally. What would you do
in this situation?

Goi y tra loi:
e Kiém tra thé va nhe nhang moi khach ra khoi khu vuc quay 18 tan.

)  Té nhi thong bao cho khach la thé cua khach nam trong danh sach thé bi
mat do ngan hang cung cap.

e Ling nghe khach giai thich vé viéc mét thé va da tim thay.

e Giai thich véi khach hién tai thé cua khach khong con gia tri thanh toan vi
khéach da bao mat thé vdi ngan hang.

o Gitp d& khach két nbi voi ngan hang phat hanh thé (néu khach can).

+ Néu ngan hang chap thuan cho khach thanh toan bang thé da bio mat: lam thu
tuc nhap khach san cho khach.

+ Néu ngan hang khong chip thuan: dé nghi khach thanh toan bang hinh thirc khac.

e Trudong hop khach khong nhit tri véi cach giai quyét ciia ngan hang va
khong c6 hinh thure thanh todn khac: bdo cdo voi nguoi phu trach dé xin hudng
gidi quyét.

CAU 34. Khi 1am thii tuc thanh toan trad budng, khach ngac nhién khi thay
trong hoa don c6 mét cudc dién thoai 120 phiit goi ra nwéc ngoai, khach cho ring
minh chwa bao gio goi dién thoai qua 5 phit. Ban kiém tra bang ké cic cudc goi
di¢n thoai tir budng ciia khach va két qua vén la 120 phiit. Khach chi dong y thanh
toan cho cudc dién thoai 05 phiit va dé nghi giai quyét nhanh vi sip dén gio ra sin
bay. Ban sé xir Iy thé nao?

No 34. When checking-out, a guest is suprised to find out a 120-minute-

international call expense stated on the bill. The guest assures that he never called
for more than 5 minutes. You have checked the outside call list from this room and
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the system still says a 120 minutes. The guest agrees to pay just for 5- minute call
and insists on paying the bill as quickly as possible as he is in a hurry to catch the
plane . How would you handle the situation?

Goi y tra loi:
e Ling nghe y kién ciia khach, dé nghi khach cho va kiém tra lai.

e Giai thich cho khach rd vé viéc khach san chi [ém dai ly cho buu dién dé cung cép
dich vu dién thoai cho khach. Khach san s€ chi tinh tién theo diing thoi gian nhu buu dién
tinh cho cudc goi cua khach.

e Chuyén bang ké cac cudc goi dién thoai tir budng cua khach dé khach kiém tra lai.

e Luu ¥ khach kiém tra k¥ cudc goi kéo dai 120 phut: s may khach da goi di, thoi
diém goi,...

e Kiém tra thoi diém cudc goi dién thoai tiép theo tir buéng cua khach:
+ Néu thoi gian gitra hai cudc goi dudi 120 phit:

- Xin 13i khéach vi c6 thé hé théng may tinh ghi cac cudc goi cua khéch san bi truc
trac.

- Xin y kién nguoi phu trach va thyc hién thanh toan cudc goi 5 phut theo yéu cu
cua khach.

-Pé nghi khach dé lai dia chi lién lac hodc s6 thé tin dung,... dé khach san kiém tra
lai v&i1 buu dién va c6 thé thanh toan bo sung (n€u can).

+ Néu thoi gian gitra hai cudc goi trén 120 phit:

- Kiém tra lai d6 dai cac cudc goi khac ctia khach dé khang dinh diéu khach néi
(chua bao gid goi dién thoai qua 5 phut).

- P& nghi khach nhé lai xem c6 dé kénh may hay khong?

- Giai thich cho khach 1a néu trong truong hop khach dé kénh may thi may tinh van
ghi nhén nhu dang dam thoai va c6 thé van tinh cudc goi.

- Thoa thuan v&i khach hudng giai quyét nhanh cho kip chuyén bay:

+ Dé nghi khach dit coc khoan tién twong dwong vdi cude goi 120 phut. Khach san
s€ kiém tra lai vo1 buu di@n va gui tra khé}ch hoa don thanh toan dién thoai theo thoi gian
buu dién tinh cudc thuc t€ va tién thira (né€u co).

+ Xin }'I‘kié’n nguoi ph}_,l trach va thuc hién thanhltoén cudc goi 5 p}lﬁt theo yéu Cﬁu
cua khach. Bé nghi khach dé lai dia chi lién lac hoéc sq thé tin dung,... € khéch san kiém
tra lai vdi buu di€n va c6 thé thanh toan bo sung (n€u can).

CAU 35. Khach luu tri tai khach san dén quiy I¢ tin thong bio sang nay
khach b6 quén dién thoai di dong trong nha v¢ sinh tai sinh. Ban s€ xir ly theé nao?

No 35. An in house guest come to the reception desk to report that he left his

mobile phone inside the lobby’s washroom this morning. How would you handle the
situation?

Goi ¥ trd 10i:
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e Ling nghe va to y thong cam véi khach.

e Hoi khach vé thoi gian va loai dién thoai dé quén.

e Kiém tra trong s6 khai bao tai san that lac va cac bo phan lién quan.

+ Néu tim thay: lam thu tuc tra lai cho khach. Luu y khach 1an sau cin trong hon.

+ Néu khong tim thdy: dé& nghi khach nh¢ lai 1an st dung sau cung, nhitng noi c6
thé bo quén (budng ngii, nha hang, xe,. ..). Thong bao cho bo phan lién quan cung phdi
hop tim lai dién thoai cho khach. Neu van khong tim thiy: t0 ¥ dang tiéc, thong bao lai
cho khach, goi ¥ giup d& khach vé viéc khoa thé sim, khai bdo,...(néu can). Hura sé tiép
tuc tim va s€ thong bao cho khach khi tim thay. Luu y khach lan sau can trong hon, tranh
dé quén tai san ¢ nhitng noi cong cong.

CAU 36. Vio lic 23 gio, mdt khach nam luu tra tai khach san di ra ngoai vé va
dan theo ban gai dé nghi dwgc dwa lén buong. Ban s€ xir ly the nao?

No 36. At 11.00PM, a male in-house guest came back to your hotel and wants
to bring a female to his room. How would you handle the situation?

Goi y tra loi:

e Ling nghe dé nghi ctia khach

* Nhe nhang thong bao cho khach biét quy dinh cua khach san vé viéc khong tiép
khéch tai budng sau 22h dé dam bao an ninh an toan cho khach cling nhu khong anh
huong té1 khach khac dang luu trt tai khach san.

e Goi y dé khach tiép ban gai tai cac khu vuc khac trong khach san con phuc vu:
bar, nha hang, yﬁ truong, sanh,... hodc thué budng cho ban. Luu y khach vé van dé an
ninh, an toan néu la ban mai quen.

CAU 37. Mt khach nuéc ngoai thong bao véi ban vira bi mat toan b tién mit
va thé tin dung. Khach da lam xong thu tuc trinh bao v6i cong an. Ngay mai, khach
s€ tra buong va dé nghi khach san giup d& vi khong con kha nang thanh toan. Ban
sé xir ly thé nao?

No 37. A foreign guest informs you that he lost all his cash and credit cards. He
also reported his situation to the police. Tomorrow, the guest will check out and ask
your hotel for help because he will not be able to pay the bill. What would you do?

Goi y tra loi:

e Ling nghe khéch trinh bay va to y théng cam.

e Thoa thuan vé6i khach hudng giai quyét:

+ Nho ban bé, nguoi quen,... tai Viét Nam thanh toan hg.

+ Nho cong ty, ddi tac,... tai Viét Nam thanh toan ho.

+ Nho dai st quan tai Viét Nam thanh todn hd hodc bao 1anh.

+ Nho ban be, ngudi quen, cong ty, ddi tac,... & nudc ngoai cung cip sb thé
tin dung, thu bao 1anh thanh toan.

+ Yéu cau khach viét cam doan vé viéc thanh toan so ti€n ng cua khach san,
ky, ghi r0 ho tén, dia chi lién lac, d€ lai ban copy ho chi€u, ban khai bdo mat tai
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san v6i cong an. Thong bao sd tai khoan va thoi han khach phai thanh toan cho
khach san.

eXiny kién lanh dao va thuc hién theo thoa thuan véi khach.

e Hira véi khach s€ lién lac voi cong an dé hoi vé tai san bi mat cia khach.

e Hoi khach can gitip d& thém gi khong?

CAU 38. Khach ciia ban da dit chd trwée va dén lam thi tuc nhip khach san
(check-in) véi mot chi ché nhé trén tay. Noi quy ciia khach san cam mang sic vat
vao buong va cac khu dich vu cia khach san. Ban s€ lam gi?

No 38. A guest made a reservation in advance and came to your hotel to

check-in. He has brought a small dog with him but pets are not allowed in your
hotel. What would you do in that situation?

Goi ¥ tra loi:
e Chao d6n khéch, gitp khach vé hanh ly.

e Lam thu tuc nhap khach san cho khach va hoi khach vé chu ché (khach
muon mang chd vao budng)

e Té nhi nhic khach vé noi quy khach san khong cho phép mang stc vat vao
budng va nhiing khu vuc dich vu ctua khach san dé khong anh hudng téi khach
khac.

e Goi y v6i khach: khach san s& thu xép mot chd cho chii cho ctia khach trong
hodac ngoai khach san (trong vuon, ciii, nha xe...)

e Thuyét phuc khach, hira khach san s& cham lo chu d4o cho chii ché.
o Ghi lai va thong bao cho cac bo phan khac.

CAU 39. Mét khach nwée ngoai dén 1am thii tuc nhap khach san (check-in) lic
23 gio. Khach néi da thanh toan tién budng qua mot cong ty lir hanh (ban kiém tra
Va thay cong ty khong diit budng cho khach tai khach san ciia ban nhung khach san
van con buong trong), tham chi khach con dit khoat khong tra tién taxi di tir sin
bay vé vi néi rang khi mua tour qua cong ty lir hanh da tra di. Lai xe thi noi voi
ban 1a néu khach khong tra tién thi khong cho khach 1én buong. Ban sé xir ly the
nao?

No 39. A foreign guest came to your hotel to check-in at 11.PM. The guest said
that she had paid for the room through a travel agent’s . After checking, you found
out that the travel agent’s had not made a a reservation for that guest but there are
still rooms available in your hotel. The guest even did not agree to pay the taxi fair
from the airport and she said that the travel agent’s already paid the fare. The taxi
driver says that if the guest doesn’t pay the fare, he will not let the guest go to the
room. What would you do?

Goi y tra loi:

e Chao don khach, gitip khach vé hanh ly.

e Tran an khach binh tinh, khach san s& tim cach giai quyét.
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e D& nghj 14i xe taxi vui 10ng cho.
e Dé nghi khach dua voucher dé kiém tra:
+ Tén, dia chi khach san.
+ Tén hang Iit hanh tai Viét Nam
+ Cac dich vu:
- Budng: loai budng, thoi gian luu tra
- Phuong tién dua don
- Bira an
(Voucher dung la cua khach san va 1a hang quen)

e Khiang dinh 1a khach da dén ding khach san ghi trong voucher va thong bao voi
khach 1a hang It hanh chua dat budng cho khach tai khach san.

e Dé nghi khach cho d¢é 18 tan lién hé voi hiang (khong lién lac duoc).
e Thong bao lai voi khach vé viée khong lién lac dugc véi hang.
e Thoa thuan véi khach vé hudng giai quyét:

+ Khach san s€ lam thu tuc check in cho khach va cung cép cac dich vu nhu ghi
trong voucher, nhung ngay mai khach san sé lién lac lai v6i hang lit hanh tai Viét Nam dé
hoi lai. Néu hang tir chdi thanh toan dich vu ghi trong voucher (vi mot Iy do nao do6) thi
khach phai thanh todn cho khach san va nhan lai hoa don dé thanh toan véi noi phat hanh
voucher sau.

+ V& viéc thanh toén tién taxi:

- P& nghi khach thanh toan tién taxi, hen ngay mai s& lién lac va dé nghi cong ty lit
hanh thanh todn lai cho khach.

- Néu khach tir chbi: goi y khach san s& (g tién dé tra taxi ho khach. Pé nghi ngay
mai khach cung khach san lién lac voi cong ty it hanh dé thanh toan cho khach san. Néu

cong ty tir chdi thanh toan thi khach phai hoan tra cho khach san tién taxi va nhén lai hoa
don dé thanh toan vdi noi phat hanh voucher.

o T6 y dang ti€c ve su viéc da xay ra vdi khach va mong rang khach s€ hai long khi
O tai khach san.

CAU 40. Khéch lwu tra tai khach san xudng quay 1€ tin véi vé mit hét sirc
gian dir va néi rang bi mat tién & trén buong (khach khong dit tién trong két an
toan tai buong) va dé nghi khach san giai quyet Ban sé xir ly thé nao?

No 41. An in-house guest comes to the reception desk with a very angry look
and complains that he lost his money in the room ( he did not put his money in
safety box) and demands that the hotel (should) solve this case. What would you do
in this situation?

Goi y tra loi:
e Tach khach ra khoi khu vyc quay 18 tan.
e Ling nghe khach phan nan va t6 y thong cam.
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e Tran an va to o cho khéach biét vé cong tdc an ninh an toan trong khach san luén
dugc chu trong.

e D& nghi khach binh tinh nh¢ lai céc khoan chi tiéu, nhiing noi da dén, kiém tra k§
lai budng, hanh 1y...

e Néu khach van khing dinh 12 mat tai budng:
+ Hoi k¥ chd khach da dé tién, c6 khoa cira budng khi ra ngoai khong.
+ Pé nghi khach viét tuong trinh vé viéc mat tién.

¢ Néu khach yéu cau dén bu:

+ Théng bao qui dinh ctia khach san (c6 niém yét tai buong khach): khach phai de
tién, vat quy trong két an toan dit tai buong ngu hodc gui lai quay 18 tan. Vé nguyén tac
khach san khong co trach nhiém dén bu ddi voi trudng hop nay nhung khach san san
sang giup khach moi co quan cong an dén diéu tra.

+ P& nghi khach giir nguyén hién trudng, binh tinh chd va hop tac véi cong an dé
di€u tra.

e Luu ¥ khach can bao quan tién va tai san quy trong két an toan tai budng hoic
guri tai quay 1é tan.

CAU 41. Khéach dang luu tri tai khach san di ra ngoai, khi vé qua quay I¢ tan
lay chia khoa, ban khong tim thdy chia khoa ciia khach tai quay. Khach khing
khiing 1a trwde khi ra khéi khach san da giri chia khoa budng cho ban va té ra buc
boi vi cho rang ban da dwa chia khoa budng ciia khach cho nguoi khac. Ban sé xir 1y
the nao?

No 41. A guest insists that he gave his key to you before going out and you
gave his key to another guest. What would you do?

Goi y tra loi:

e Trin an khéch,w thong bao voi khach 1a nhan vién 18 ‘ténNrét can than trong viéc
bao quan chia khod. Kiém tra lai noi bao quan chia khoa & quay 1é tan

e Kiém tra sb lugng khach luu tru tai budng khach:

+ Néu khéach & 1 minh:

-Pé nghi khach kiém tra lai tai 4o qu?m, cap, tai sach,...

- Nhe nhang dé nghi khach nh¢ lai: ¢6 mang theo khi ra khoi khach san khong? Sau
khi ro1 khéi budng, khach c6 sang budng khac hay c6 dén khu vuc dich vu nao dé quén
chia khoa khong?

~ + Néu khach & cung khach khac: d& nghi khach kiém tra xem khach & cung budng
c6 cam chia khoa khong?

‘ e Néu khong tim thay chia khoa: yéu cau tryc budng md cira cho khach lén budng
(bang chia khoa du phong) va dé nghi khach tim lai chia khoa trén budng.

¢ To y dang tiec ve viéc da xay ra.
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e Hira v6i khach, néu khéng tim lai duoc chia khoa budng khach thi khach san s&
chuyén buong dé dam bao an toan cho khach.

CAU 42. Trong khi khach dang 1am thii tuc tra budng khach san thi nhan vién
hanh Iy (Porter) ciia khach san lai giao nham hanh 1y ciia khach Ién xe ciia mt cong
ty du lich khac. Khach dang véi va lo ling bi nhé chuyén bay, ban sé xir 1y tinh
hudng nay thé nao?

No 42. While the guests were checking out, one of your bellmen mistakenly
gave their luggage to another tour group’s bus. The guests are in a hurry and they
are worried that they may miss their flight. What would you do?

Goi y tra 1oi:
e Xin 131 va trin an khach binh tinh.

e Hoi va ghi lai ddc diém hanh ly cua khach (kich ¢3, hinh déng, mau sac, s
lugng,...) va dia di€ém khach s€ to1 sau khi ro1 khach san.

e Kiém tra bo phan hanh ly dé xac dinh da giao nham hanh 1y 1én xe nao, thoi gian
giao hanh ly va xe do di dau?

+ Truong hop xac dinh duge hanh 1y da giao nham cho xe nio:

- Lién lac v6i huéng dan vién hodc lai xe, thong bao vé viéc hanh 1y nham
va hoi xem xe s& di dau. Néu xe ciing ra san bay thi dé nghi gtri lai hanh 1y tai 1& tan cua
san bay cho khach. Néu xe khong ra sin bay thi dé nghi giri lai hanh 1y & mot dia chi tin
cay hodc cho dé khach san cho nguoi dén 14y lai hanh 1y cho khach.

- Thong béo 1 véi khach thong tin vé hanh 1y: khach s& nhan lai hanh 1y tai
quay I¢ tan cua san bay hodc khach san s& chuyén hanh ly dén cho khach sau. D& nghi
khéach dé lai dia chi lién lac d€ phong truong hop hanh 1y chua chuyén kip téi khach
trude gio bay va hira s€ guri to1 khach sau.

+ Néu khong lién lac dugc voi huong d‘?tn vién hoéc‘ lai xe cua xe da xép
nham hanh ly: lién lac v6i cong ty du lich thong bao ve€ viéc gui nham hanh 1y cua khach
khéc 1én xe ctia cong ty, hoi thong tin vé dia diem xe s& dén va dé nghi cong ty thong tin
gilp vo1 hudng dan vién hoac 1ai xe.

+ Neéu kip thoi gian: khach cho nhan hanh 1y tai khach san hodc xe dua khach di lay
hanh ly trudc rdi ra san bay sau.

+ Néu khong con du thoi gian: khach s€ ra san bay trudc cho kip chuyén bay.
Khach san s giao hanh 1y truc ti€p cho khéch tai san bay hodc guri cho khach theo dia chi
khéch yéu cau.

e Xin 13i khach, t6 ¥ dang tiéc vé su viéc da xay ra. Mong khach thong cam.

CAU 43. C6 hai nguwoi khiach dén va xin giri lai mot s6 hanh 1y tai khach san
ciia ban. Khach dé nghi ban giir hg hanh 1y vi sé di dia phwong khac ngay. Khach
hen hai ngay sau sé quay lai lay hanh Iy va c6 thé sé lru tri tai khach san cia ban.
Ban sé xir Iy nhw thé nao?

24



No 43. Two people have come to your hotel and ask you to help them to look
after their luggage because they are going to another city. They tell you that they
will come back in 2 days to pick up their luggage and they may stay at your hotel.
How would you handle the situation?

Goi y tra 10i:
e  Nhiét tinh giup d& khach vé hanh ly.

e Théng bao v6i khach vé& quy dinh ciia khach san: chi giir hanh 1y cho khach luu
tra tai khach san.

e Thuyét phuc khach ddt budng trudc dé tranh truong hop khach san khong con
budng trong khi khach quay lai.

+ Néu khach dong y:
- Lam thu tuc nhan dat bu6ng cho khach.

- Lam thu tuc nhén giit hanh 1y cho khach: D& nghi khach xudt trinh gidy to tuy thén,
kiém tra va ghi lai cac thong tin; Khéo 1éo dé nghi khach cho xem qua hanh ly; Luu y
khach tién va tai san quy phai guri riéng (c6 thé niém phong hanh 1y).

- Chiic khach 1én duong may man va hen gip lai sau 2 ngay.

+ Néu khach khong dong y dat budng trudc: nhic lai quy dinh cua khach san vé
viéc gilt hanh 1y va tir ch6i nhan gilt hanh 1y cia khach. To y dang tiéc vé viéc khong dap
ung dugc nhu cau cua khach.

CAU 44. Khach dang lwu tri tai khach san, téi quiy 1& tin than phién 1a c6
nguoi trong doan cia hg bi ngd doc thirc dn do an tai nha hang cia khach san. Ban
sé€ xir Iy nhw thé nao?

No 44. An in-house guest comes to the reception desk and complains that their
group member has food poisoning because of your hotel restaurant’s food. How
would you handle the situation?

Goi y tra loi:
e Ling nghe khach than phién va t6 ¥ thong cam, 1y lam tiéc vé sy viéc da xay ra.

e Hoi vé tinh trang strc khoé cuia ngudi bi ngd doc va goi y gitip do (mo1i bac si, goi
Xe cap cuu, cung cap thuoc,...)

e Tran an khach: nha hang cta khéch san chua bao gid xdy ra vi¢c ngd doc thuc an.
e Cung voi khach tim hiéu nguyén nhan bi ngo doc:
+ Nhitng nha hang hom trude khach da dung bira.
+ Céc mon an, db ubng khach da dung.
+ Thoti gian khach dung bira trude do....
e Hura véi khach: s€ bao cac nha hang kiém tra lai thuc phém, mon an.
e Luu y khach: can cht ¥ khi dn uéng & bén ngoai va khi dung cac mén an la.
e Xin 16i khich va hy vong nhitng su viéc kho chiu s& khong xay ra véi doan nira.

e Chuc cho khach bi ngd doc chong binh phuc.
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e Néu khach khﬁng dinh chi an tai khach san ma bi ngd doc: xin y kién 1dnh dao c6
chinh sach dén bu cho khach thoa dang.
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