UBND TINH KON TUM CONG HOA XA HQI CHU NGHIA VIET NAM
TRUONG CAO PANG KON TUM Péc lap - Tu do - Hanh phic

CHUONG TRINH PAO TAO SO CAP
(Ban hanh kém theo Quyét dinh so6 22870D-CDKT ngay 30/12/2024

ciia Hiéu trueong Truong Cao dang Kon Tum)

Tén nghé dao tao: Nghiép vu 18 tan (Front Desk Operation)

Poi twong tuyén sinh, yéu cau dau vao: Nguoi tir du 15 tudi trd 1én, biét
doc, biét viét va cé suc khoe va ngoai hinh phu hop véi nghé Nghiép vu 1€ tan.

Thoi gian dao tao: 3 thang.
I. MO TA VE KHOA HQC VA MUC TIEU PAO TAO
1. M6 ta vé khoéa hoc

B6 phan 18 tan 13 bd mit cua khach san va cung cap céac dich vu cho khach
bao gom chao khach, don khach, lam thu tuc cho khach nhan buong (check-in)
va cham soc dap ung nhu cau cua khach trong thoi gian Iuu tra tai khach san.
Khoa hoc nghiép vu 18 tan, trinh d6 so cip cung cap cho nguoi hoc nhiing kién
thirc co ban vé dich vu khach san, nha hang va nhiing ky nang can thiét ctia nghé
L& tan dé co thé hoan thanh chirc ning cta nghé trong bdi canh moi trudng 1am
vige, dap trng y€u cau phat trién nguon nhan lyc ¢6 chat luong cho nganh du lich
tai tinh Kon Tum né1 riéng va khu vuc Tay Nguyén no1 chung.

No6i dung chinh cua khoa hoc bao gom: K§ ning nén tang cta lao dong
nganh du lich; Nghiép vu 1€ tan va Tiéng Anh 1€ tan khach san.

2. Muc tiéu dao tao

Sau khi két thuc khoa hoc, nguoi hoc c6 kha nang:

a) Yéu cau vé kién thirc:

- Tom luoce cac kién thiic co ban vé tong quan du lich, tam 1y va nghé
thuat giao ti€p, so cap clru co ban; 4p dung cac thong tin nganh, nghé vao hoat
dong du lich tai dia phuong;

- Tom luge dic diém Véqthéng tin vé cac loai buéng, SO dff) bo tri buéng
trong khach san va cdc san pham lién quan dich vu cho thué buong ctia khach
san;

- Trinh bay dung cac quy trinh, thuat ngir va quy dinh cua khach san lién

quan dén tiép nhan va xu 1y cac yéu cau dat giir buong, cung cap dich vu ding
ky va nhan budng; cung cap dich vu khach hang; cung cap dich vu tra budng.

- Liét ké danh muc tir ngit va mau cau lich sy, cac chii dé giao tiép quen
thudc; van dung quy dinh cia don vi vé cach m¢d dau va két thuc hoi thoai, xac
nhan lai thong tin, dua ra yéu cau lich su.



b) Yéu ciu vé k§ ning:

- Tim ki€m, cdp nhat, duy tri va st dung kién thirc lién quan dén nganh du
lich né1 chung trong cac boi canh khac nhau tai noi lam viéc;

- Chuan bi, tra 101 va xir 1y thong tin mot cach hiéu qua trong tit ca céac
tinh hudng c6 str dung di¢n thoai;

- Thyc hién dung céc thao tac so ciru co ban trong cac bdi canh khac nhau
cua moi truong lam viéc;

- Tiép nhan va xu 1y hai hoa phan nan cta khach hang;

- Ung dung dung cac quy dinh, quy trinh, huéng dan cua don vi;

- Pat giit budng mot cach chinh xéc, cap nhat tinh trang budng cho don vi,
chinh sira, huy bo dat budng va bb tri budng thich hop véi thong tin chinh x4c vé
muc gid budng, chinh sach bao dam, huéng din quy trinh va thdng tin khach
hang;

- Lam thu tuc dang ky nhitng khach dén khach san vao hé thong quan 1y
ctia khach san va giup ho nhan budng nghi theo yéu cau;

- Tuong tac voi khach hang trong nhiéu tinh hudng khic nhau véi tac
phong chuyén nghiép va sy nhay cdm van hoéa nham théa man dugc cac nhu cau
va mong doi ciia khach hang trong thoi gian luu tri tai khach san;

- Lam thu tuc cho khach tra buéng, bao dam thanh toan tat ca cac khoan
chi phi va giai quyét mot cach thda dang tat ca cac khoan phi tranh chap;

- Cung cap cho khach céc dich vu hanh 1y va tro gitp c4 nhan trong khach
san dang quy dinh;

- Pam thoai bang tiéng Anh & cip do giao tiép co ban tai noi 1am viéc.
¢) Mirc do tu chi va trach nhiém:

- C6 ¥ thirc trach nhiém trong cong viéc, chap hanh tét quy dinh cua
khach san noi lam vi¢c, ¢ tinh ky luat, lam viéc khoa hoc va can than;

- Cam két thuc hién dung chtrc ning, nhiém vu ctia nhan vién L& tan;

- Tu chju trach nhiém d6i véi két qua lao dong.

3. Co hoi viéc lam

Sau khi tot nghiép nguoi hoc c6 nang luc dap tmg cac yéu cau tai cac vi
tri viéc 1am cua nghé bao gom:

- Nhan vién 18 tan;

- Nhan vién dit giir budng;

- Nhan vién hd tro hanh ly;

- Nhan vién ho tro thong tin.

II. THOI GIAN CUA KHOA HQC
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Tong thoi gian toan khéa: 3 thang.
1. Thoi gian hoc tap: 323 gio, trong do:
a) Thoti gian thuc hoc: 315 gio
- Thoi gian hoc Iy thuyét: 75 gio
- Thoi gian hoc thuc hanh: 227 gio
- Thoi gian kiém tra dinh ky: 13 gio.
- S6 mé dun: 3
b) Thoi gian kiém tra két thuc mo dun: 8 gio
2. Thoi gian cho cac hoat dong chung, dw phong: 2 tuan
I1I. DANH MUC MO PUN VA PHAN BO THOI GIAN

Thoi gian
P Kiém
MaMP | Tén méb dun S‘c’lg“ Kiém | tra
Tépg Ly | Thue | tra két
s0 | thuyéet | hanh | dinh | thuc
ky mo
dun
Ky ning nén
431540013 | tang cua aof 1 gy | g 56 4 2
dong nganh du
lich
431560023 | NEMP VW €16 asa | 30 | 114 | 6 4
432830033 | L1eng Anh 1&g | g0 g5 | 57 | 3 2
tan khach san
Téng cong 13 | 323 | 75 | 227 | 13 8

IV. CHUONG TRiNH MO PUN
(Néi dung chi tiét ¢6 Chuwong trinh mé dun kém theo)
V. QUY TRINH PAO TAO, PIEU KIEN HOAN THANH KHOA HQC

Quy trinh dao tao va xét cong nhan tbt nghi¢p duogc thuc hién theo Quyét
dinh s6 1515/QD-CDKT ngay 31/10/2023 ciia Hiéu truong Truong Cao dang
Kon Tum vé viéc ban hanh Quy ché dao tao, kiém tra, xét cong nhan tbt nghiép
trinh do so cap va dao tao dudi 3 thang.
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Hiéu truong cin clr vao két qua xét cong nhan tot nghiép dé cap ching chi
so cap, bac 1 nghé Nghi¢p vu I€ tan theo quy dinh cua trudong.

VI. PHUONG PHAP VA THANG DPIEM DANH GIA

- Kiém tra thudong xuyén: Kiém tra danh gia thuong xuyén dugc thuc hién
tai thoi diém bat ky trong qua trinh hoc cta hoc sinh theo timg mé dun, tin chi,
cu thé thong qua viéc chidm diém kiém tra van dap trong gio hoc, kiém tra viét
vo1 thoi gian lam bai bang hodc dudi 30 phut, kiém tra mot sd nodi dung thuc
hanh, thuc tap, cham diém bai tap va cac hinh thtrc kiém tra danh gia khac.

- Kiém tra d4nh gia dinh ky: Kiém tra danh gia dinh ky duoc thuc hién tai
thoi diém duoc quy dinh trong chu:ong trinh mo dun, tin chi c6 thé duogc thyc
hién bang bai kiém tra viét c6 thoi gian 1am bai tir 30 dén 45 phut; lam bai thuc
hanh, thuc tip va cac hinh thire kiém tra danh gia khac.

- Kiém tra két thic mo dun, tin chi duoc thue hién sau khi nguoi hoc hoc
xong mod dun, tin chi trong chuwong trinh dao tao. Hinh thirc kiém tra két thuc mo
dun, tin chi 13 thyc hién bai kiém tra k§ ning tong hop, gom kién thirc va k¥
nang thuc hanh mot hoic mot s khau coéng viéc cua nghé. Thoi gian 1am bai
kiém tra két thic md dun, tin chi d6i véi mdi bai kiém tra viét tir 60 dén 120
phut, thoi gian 1am bai kiém tra ddi v6i cac hinh thirc kiém tra khac hodc thoi
gian lam bai kiém tra cia m6 dun, tin chi c6 tinh dac thu cua nghé dao tao do
Hi¢u truong quyet dinh trong chuong trinh dao tao. Hinh thtc kiém tra, thoi
gian lam bai kiém tra két thiic mo dun, tin chi thyc hién theo chwong trinh mo
dun, tin chi.

- Phuong phap va thang diém danh gia: Pugc thyc hién theo Piéu 9, Diéu
10 Quyét dinh s6 1515/QD-CDKT ngay 31/10/2023 cua Hiéu trudong Truong
Cao déng Kon Tum vé viéc ban hanh Quy ché dao tao, kiém tra, xét cong nhan
t6t nghiép trinh do so cap va dao tao dudi 3 thang.

VII. PIEU KIEN THUC HIEN CHUONG TRINH (tai Phu luc II
kem theo)

1. Doi ngii nha giao tham gia gidang day

2. Co sé vt chat, thiét bi dao tao

3. Thw vién va hoc li€u

4. Cac diéu kién khac

VIIl. HUONG DAN SU DUNG CHUONG TRINH PAO TAO
1. Pham vi ap dung chwong trinh

Danh Cho chuong trinh dao tao nghé Nghiép vu 1€ tan, trinh d6 so cép cua
Truong Cao ding Kon Tum.

2. Huéng din vé phwong phap giang day, hoc tip

a) Bo1 voi nha gido
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- Nha gido trudc khi giang day can phai cin ctr vao ndi dung cta ting bai
hoc chuan bi day du cac di€u kién thuc hién bai hoc dé bao dam chat luong
giang day.

- Nha gido sir dung cac dung cu truc quan trong giang day dé ngudi hoc
ti€p thu nhitng kién thurc lién quan mdt cach dé dang.

- Bién soan bai giang cho tung bai hoc, xay dung ndi dung, giao bai tap
thuc hanh, dinh huéng ngudi hoc tu hoc dat hiéu qua.

- Panh gia két qua hoc tap cong khai, khach quan, chinh xéc, cong bang.
b) Béi véi nguoi hoc
- Tham du va thuc hién day du cac bai hoc trén 16p, dia diém thuc hanh.

- Chuén bi bai trudc khi 1én 16p nham tiép thu kién thirc mot cach hiéu
qua nhat.

- Can than, ti mi, chinh x4c trong qua trinh thyc hién bai tap thuc hanh.

- Nghiém tiic chap hanh ndi quy tai dia diém thuc hanh, bao dam an toan
va v¢ sinh trong qua trinh thuc hién.

3. Nhirng trong tAm cén chu y:

- K§ nang giao tiép (ng xir trong hoat dong kinh doanh du lich;
- K§ nang giai quyét van dé;

- Quy trinh nhén dat phong khéch san;

- bén tiép va lam thu tuc check in khach san;

- Phuc vu khéch trong thoi gian luu tru;

- Quy trinh thanh toan va tién khach;

- Tiéng Anh 18 tan khéach san.

HIEU TRUONG
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Phu luc I
SO PO MOI LIEN HE VA TIEN TRINH PAO TAO CAC MO PUN
TRONG CHUONG TRINH PAO TAO NGHE NGHIEP VU LE TAN

Mo dun 1:
K§ niing nén ting ciia
lao dong nganh du lich
1
Mb dun 2: .’Mo dun 3:
Nghiép vu 1€ tin —»> Tiéng Anh l¢ tan
khach san




1. Nha giao

a) Nha gido co hitu

1

Phu luc IT
PIEU KIEN THU'C HIEN CHUONG TRINH

Trinh d¢ . n X n M6 dun
Ho va tén nha chuyén Trlgh do Tl;ml} do dwoc phan
TT > R nghiép vu | kY ning n <
glao mon dwgc sw pham nohd cong giang
dao tao P2 & day
ThS. Quan CCky
tri kinh - A
NVSP day | nang nghé A
x ... |doanh  —| A . x| Mo dun 1,
1 Nguyén Thi My , ~ | trinh  d0 | Huéng dan
Ct  nhan 2 ) 2
s cao dang du lich -
quan tri du A
. Bac 1
lich.
CC ky
] o 'I;hS. Kln’h NYSP daY nang nghé M6 dun 1,
2 Nguyen Thi Hoa | té 7 phat | trinh 7 do | Dich  wvu 5
trién cao dang | nha hang -
Bac 1
Chung chi
NVSP CCky
Hd Trinh Nhét _[danh - cho | nangnghC | \ /o
3 . ThS. Luat | gidang vién | Huong dan
Gia . . : 2
cac Truong | dulich -
Dai qhoc, Bac 1
Cao dang
Chung chi
NVSP CCKY T Mo dun 1,
danh  cho | néng nghé 5
4 | Trinh Ngoc Thuy | ThS. Luat | gidng vién | Huéng dan A
. \ ) Mo dun 1,
cac Truong | dulich - 5
DPai qth, Bac 1
Cao dang
Chung chi
NVSP CCky
x A danh  cho | ning nghé A
5 Nguyen Thl Hong Ths. Luat |giang vién | Dichvu Mo dun 1,
Van . . N 2
cac Truong | nha hang -
bai qth, Bac 1
Cao dang
6 | Nguyén Thi Hong | Ths. K& | Chung chi CCky M6 dun 1,




| Thnhd¢ | pihds | Trinnag | VO d4Un
Ho va tén nha chuyén on ~ | dwge phan
TT g n nghiép vu | Ky nang A .
giao mon dugc s pham ngh cong giang
dao tao : day
Toan NVSP nang nghé 2
danh cho| Dichvu
giang vién | nha hang,
cac Truong | Du lich-
Pai  hoc, Bac 1
Cao dang
Ching chi
Ths Ly N\VSP
. |luan va pp | a0 cho
7 | Truong Thi Hiéu da.y hoe giang vién M6 dun 3
tiéng Anh cég Truong
Pai  hoc,
Cao dang

b) Nha gido thinh giang (néu co)

2. Co s& vat chat, thiét bi dao tao

a) Phong hoc, thuc hanh va cac loai thiét bi, may moc hién co:

S6 lwong thiét bi, dung
) cu dao tao Ghi
TT | Thiét bi, dung cu dao tao Ponvi | Theodanh Co sé ch
tinh muc thiet | dang ky
bi t6i thi¢u | hoat dong
| | Hoc Iy thuyét
1 | May vi tinh B 01 01
2 | May chiéu (Projector) B 01 01
3 | He thong am thanh B 01 01
4 | Mgt b bao gom:
Am ly B¢ 01 01
Micro Chiec 01 01
Loa Doi 01 01
5 | Bang di dong Chiéc 01 01
Il | Thuc hanh may vi tinh
1 | May vi tinh Bo 19 19
2 | May chiéu (Projector) B 01 01
3 | May quét (Scanner) Chiéc 01 01
4 | Thiét bi luu trir dit liéu Chiéc 01 01
5 | May in Chiéc 01 01
6 Puong truyén internet buong 01 01
truyén
7 | He thong mang LAN B 01 01




S6 lwong thiét bi, dung
cu dao tao

TT | Thiét bi, dung cu dio tao Ponvi | Theo danh Co so Cthul
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong
8 | Bo phan mém van phong B 01 01
9 | Bogd Tiéng Viét Bo 01 01
10 | Phan mém diét virus Bo 01 01
11 | Phan mém quan Iy 16p hoc B 01 01
12 | Phan mém tong dai Bo 01 01
111 | Hoc ngoai ngir
1 | May vi tinh Bo 19 19
2 | May chiéu (Projector) B 01 01
3 | Ban diéu khién Chiéc 01 01
4 | Khéi diéu khién trung tam Chiéc 01 01
5 | Phan mém dieu khicn (LAB) Bo 01 01
6 \I;hm dicu khien thiét bi ngoai Bo 01 01
7 | Tai nghe Bo 19 19
8 | May quét (Scanner) Chiéc 01 01
9 | Thiét bi luu trir dit liéu Chiéc 01 01
10 | Loa Bo 01 01
11 | Amly Chiéc 01 01
12 | Phan mém hoc ngoai ngit Bo 01 01
IV | Thiét bi k¥ thuit co sé
1 | May vi tinh B 01 01
2 | May chiéu (Projector) B 01 01
3 | Mayin Chiéc 01 01
4 | May fax Chiéc 01 01
5 | May dém tién Chiéc 01 01
6 | May ghi am Chiéc 01 01
7 | Tong dai dién thoai Bo 01 01
8 | Pién thoai ban Chiéc 04 04
9 | Bodam Chiéc 04 04
10 | May chu Bo 01 01
11 | Dung cu ctru thuong Bo 04 04
M0i b bao gom:
Cang cvru thuong Chiéc 01 01
Cflc dung cu so cuu: Panh, Bo 01 01
kéo, nep...
Tu kinh dung dung cu cuu Chiée 01 01
thwong
12 Du,ng cu phong chay chira Bo 04 04
chay
Moi bé bao gom:
Binh chita chdy Chiéc 03 03
Cuon day chira chay va voi Cuon 01 01




S6 lwong thiét bi, dung
cu dao tao

TT | Thiét bi, dung cu dio tao Ponvi | Theo danh Co so Cthul
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong
Hong cdp nuéc Chiéc 01 01
Bang tiéu lénh chita chay Chiéc 01 01
13 | Bién chi din thoat hiém Chiéc 04 04
14 | Bang lat Chiéc 03 03
15 | B6 du B 04 04
16 | Gia dé to roi va tép gap Chiéc 04 04
17 | Két sat nhiéu ngan Chiéc 01 01
18 | Bang gia niém yét Chiéc 04 04
19 | Dap ghim Chiéc 04 04
20 | Gia dung cac loai biéu mau Chiéc 04 04
21 @ay d,u’ng héa don ching tur Chiée 04 04
cua khach
22 | Khay dung tién gidy Chiéc 04 04
23 | Dung cu dap thoi gian Chiéc 04 04
V | Thuc hanh nghiép vu ban
1 | May vi tinh B0 01 01
2 | May chiéu (Projector) B 01 01
3 | Mic tr¢ giang Chiéc 01 01
4 | Tong dai dién thoai Bo 01 01
5 | Pién thoai ban Chiéc 04 04
6 | Bodam Chiéc 04 04
7 | May quay phim Chiéc 01 0
8 | May hit bui Chiéc 01 01
9 | B9 dung cu vé sinh san Bo 01 01
10 | May rira bat, dia Chiéc 01 01
11 | May say dung cu Chiéc 01 01
12 | Bang gia niém yét Chiéc 01 01
13 | Thé nhan vién Chiéc 19 19
14 | Hop dung danh thiép Hop 04 04
15 | S6 luu danh thiép Chiéc 04 04
16 | Thuc don Quyén 04 04
17 | Bia kep héa don Chiéc 04 04
18 | Tu dung dung cu Chiéc 01 01
19 | Xe ddy dung cu Chiéc 02 02
20 | Xe day phuc vu Chiéc 02 02
21 | Ban chuan bj Chiéc 04 04
22 | Ban vuéng Chiéc 04 04
23 | Ban chit nhat Chiéc 04 04
24 | Khian trai ban vudng Chiéc 04 04
25 | Khan trai ban chuan bi Chiéc 04 04
26 | Khan trai ban hinh chit nhat Chiéc 04 04
27 | Ghé ngoi Chiéc 32 32




S6 lwong thiét bi, dung

) cu dao tao Ghi
TT | Thiét bi, dung cu dao tao Ponvi | Theo danh Co so chi
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong
28 | Ghé tré em Chiéc 04 04
29 | B d6 an Au B 04 01
Moi bé bao gom:
Dia dinh vi Chiéc 06 06
Pia dn Au Chiéc 06 06
Dia an sup Chiéc 06 06
Pia banh my Chiéc 06 06
Dao an chinh Chiéc 06 06
Dao an ca Chiéc 06 06
Dao dn bo Chiéc 06 06
Dao an phu/ trang miéng Chiéc 06 06
Dao an bo Chiéc 06 06
Dia dan chinh Chiéc 06 06
Dia dn cd Chiéc 06 06
Dia dn bo Chiéc 06 06
Dia an phu/ trang miéng Chiéc 06 06
Thia an sup Chiéc 06 06
Thia an trang miéng Chiéc 06 06
Thia dn chinh Chiéc 06 06
30 | B6 d6 an A Bo 04 04
M0i b6 bao gom:
Pia ké A Chiéc 06 06
Bdt an com Chiéc 06 06
Thia Chiéc 06 06
K& thia Chiéc 06 06
Piia an Doi 06 06
Goi dila Chiéc 06 06
Dia gia vi cd nhan Chiéc 06 06
Chén xtp A Chiec 06 06
31 | By lo dat ban khach B 04 04
Moi bé bao gom:
Lo hoa Chiéc 01 01
Lo muoi Chiéc 01 01
Lo tiéu Chiéc 01 01
Lo tam Chiéc 01 01
Gat tan Chiéc 02 02
Binh dung sita Chiéc 01 01
Hii dung duong Chiéc 01 01
32 | Khay hinh tron Chiéc 07 07
33 | Khay hinh chit nhit Chiéc 07 07
34 | Khin 16t khay hinh chit nhat. Chiéc 07 07
35 | Khan 16t khay hinh tron Chiéc 07 07




S6 lwong thiét bi, dung

) cu dao tao Ghi
TT | Thiét bi, dung cu dao tao Ponvi | Theo danh Co so chi
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong
36 | Khin lau ly, coc Chiéc 19 19
37 | Khan an Chiéc 19 19
38 | Khin phuc vu Chiéc 19 19
39 | Dung cu mo rugu Chiéc 19 19
40 | Dyung cu mé bia Chiéc 19 19
41 | Thuyén dyng xot Chiéc 04 04
42 | Au dung xtp Chiéc 04 04
43 | Vi gat thirc dn Chiéc 04 04
44 | X6 ngdm rugu Chiéc 04 04
45 | Thia, dia phuc vu Bo 19 19
46 | Kep gap Bo 04 04
47 | Ly cac loai
Mobi bd bao gom:
Ly sam panh (Champagne Bo 04 04
Flute)
Ly sam panh (Champagne Bo 04 04
Tulip)
Ly vang do Bo 04 04
Ly vang trang Bo 04 04
Ly Sinh t6 (Poco) B 04 04
Ly Sherry B0 04 04
Ly Hurricane Bo 04 04
Ly Brandy B0 04 04
Ly pilsner Bo 04 04
Ly Shot Bo 04 04
Ly Rock B 04 04
Ly Highball Bo 04 04
Ly bia (Beer mug) Bo 04 04
Ly nudc (Goblet) Bo 04 04
48 | Lot ly Chiéc 24 24
49 | Binh dyng nudc Chiéc 04 04
50 | Thia ca phé nho Chiéc 19 19
51 | Am pha tra Chiéc 04 04
52 | Tachtra Bo 08 08
53 | Tach ca phé B0 08 08
54 | Tach cacao Bo 08 08
V1 | Thuc hanh nghiép vu phuc
vu tiéc, sw ki€én
1 | May vi tinh Bo 01 01
2 | May chiéu (Projector) B 01 01
3 | Dién thoai ban Chiéc 04 04
4 | Mic tro giang Chiéc 01 01




S6 lwong thiét bi, dung
cu dao tao

TT | Thiét bi, dung cu dio tao Ponvi | Theo danh Co so Cthul
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong
5 | Tong dai dién thoai Bo 01 01
6 | Bodam Chiéc 04 04
7 | Hé thong camera giam sat Bo 01 01
8 | May pha ca phé Chiéc 01 01
9 | May xay sinh to Chiéc 01 01
10 | May vat cam Chiéc 01 01
11 | May nuéng banh my Chiéc 01 01
12 | Tu dung dung cu Chiéc 01 01
13 | Hé thong Am thanh phong tiéc Bo 01 01
MGi b6 bao gom:
Amply su kién Bo 01 01
Loa sy kién Chiéc 01 01
Mixer Chiéc 01 01
Mic khong day Chiéc 04 04
14 | Bo di€u khién trung tdm am Bo 01 01
thanh
15 | Khay hinh tron Chiéc 07 07
16 | Khay hinh chit nhat Chiéc 07 07
17 | Khan 16t khay hinh chit nhét. Chiéc 07 07
18 | Khin 16t khay hinh tron Chiéc 07 07
19 | Khan lau ly, coc Chiéc 19 19
20 | Khin an Chiéc 19 19
21 | Khin phuc vu Chiéc 19 19
22 | Dung cu mé ruou Chiéc 19 19
23 | Dung cu mo bia Chiéc 19 19
24 | Thia, dia phuc vu Bo 19 19
25 | Bép ham nong ca phé Chiéc 02 02
26 | Noi ham nong thirc dn B 04 04
Moi bé bao gom:
Loai hinh chit nhat Chiéc 01 01
Loai hinh tron Chiéc 01 01
27 | Bat t6 Chiéc 12 12
28 | Mudi muc canh Chiéc 04 04
29 | Au dyng xap Chiéc 04 04
30 | Vi gat thirc an Chiéc 04 04
31 | X6 ngdm rugu Chiéc 04 04
32 | Gi4 ké trung bay Chiéc 08 08
33 | Kep gip Bo 04 04
34 | Xuc da Chiéc 04 04
35 | Ly céc loai Bo 01 01
M0i b bao gom:
Ly sam panh (Champagne Bo 04 04




S6 lwong thiét bi, dung

] cu dao tao Ghi
TT | Thiét bi, dung cu dao tao Ponvi | Theo danh Co so chi
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong
Flute)
Ly sam panh (Champagne B6 04 04
saucer)
Ly sam panh (Champagne Bo 04 04
Tulip)
Ly vang do Bo 04 04
Ly vang trdng Bo 04 04
Ly Margarita Bo 04 04
Ly Martini Bo 04 04
Ly Sinh t6 (Poco) Bé 04 04
Ly Sherry Bo 04 04
Ly Hurricane Bo 04 04
Ly Brandy Bo 04 04
Ly Irish coffee Bo 04 04
Ly pilsner Bo 04 04
Ly Shooter Bo 04 04
Ly Shot Bo 04 04
Ly Rock Bo 04 04
Ly Highball Bo 04 04
Ly bia (Beer mug) B¢ 04 04
Ly nuoc (Goblet) Bo 04 04
36 | Lot ly Chiéc 24 24
37 | Thia ca phé 16n Chiéc 19 19
38 | Thia ca phé nho Chiéc 19 19
39 | Tach tra Bo 08 08
40 | Tach ca phé Bo 08 08
41 | Tach cacao Bo 08 08
42 | Thung dyng da Chiéc 01 01
43 | Xe day dung cu Chiéc 02 02
44 | Xe day phuc vu Chiéc 02 02
45 | Gia ¢¢ menu Chiéc 12 12
46 | B0 lo dat ban khach Bo 12 12
Moi b bao gom:
Lo hoa Chiéc 01 01
Lo muoi Chiéc 01 01
Lo tiéu Chiéc 01 01
Lo tam Chiéc 01 01
Gat tan Chiéc 02 02
Binh dung sita Chiéc 01 01
Hii dung dwong Chiéc 01 01
47 | Ban chit nhat Chiéc 08 08
48 | Ban tron Chiéc 04 04




S6 lwong thiét bi, dung
cu dao tao

TT | Thiét bi, dung cu dio tao Ponvi | Theo danh Co so Cthul
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong
49 | Ban goc 1/4 Chiéc 04 04
50 | Ban chuan bi Chiéc 04 04
51 | Khan trai ban chuén bj Chiéc 04 04
52 | Khan trai ban hinh chit nhat Chiéc 08 08
53 | Khan trai ban tron Chiéc 04 04
54 | Rém quay chan ban Chiéc 08 08
55 | Ghé ngoi Chiéc 40 40
56 | Boc ghé c6 no Chiéc 40 40
57 | Buc san khau Chiéc 01 01
58 | Buc phat biéu hdi nghi Chiéc 01 01
59 | Tham trai sin khau Chiéc 01 01
60 | Tham trai san Chiéc 01 01
61 | Co dé ban hoi nghi Bo 04 04
62 | Chuong Chiéc 04 04
63 | Bién tén Chiéc 20 20
64 | Hoa trang tri Bo 08 08
65 | Bang lat Chiéc 03 03
66 | Bang di dong Chiéc 01 01
67 | Bo do an Au Bo 12 12
Moi bé bao gom:
Dia dinh vi Chiéc 06 06
Pia dn Au Chiéc 06 06
Dia dn sup Chiéc 06 06
Pia banh my Chiéc 06 06
Dao an chinh Chiéc 06 06
Dao an cd Chiéc 06 06
Dao dn bo Chiéc 06 06
Dao an phu/ trang miéng Chiéc 06 06
Dao an bo Chiéc 06 06
Dia an chinh Chiéc 06 06
Dia an cd Chiéc 06 06
Dia an bo Chiéc 06 06
Dia an phu/ trang miéng Chiéc 06 06
Thia dn sip Chiéc 06 06
Thia an trang miéng Chiéc 06 06
Thia an chinh Chiéc 06 06
68 | Bo do an A Bo 12 12
M0i b bao gom:
Pia ké A Chiéc 06 06
Bat an com Chiéc 06 06
Thia Chiec 06 06
Ké thia Chiéc 06 06
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S6 lwong thiét bi, dung
cu dao tao

TT | Thiét bi, dung cu dio tao Ponvi | Theo danh Co so Cthul
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong
Diia an Doi 06 06
Goi dila Chiéc 06 06
Dia gia vi cd nhan Chiéc 06 06
Chén xip A Chiéc 06 06
69 | BO dung cu vé sinh san Bo 01 01
VIl | Thye hanh nghiép vu pha
ché do u("ing
1 | May vi tinh B0 01 01
2 | May chiéu (Projector) B 01 01
3 | Hé thong camera giam sat Bo 01 01
4 | Mic trg giang Chiéc 01 01
5 | Pién thoai ban Chiéc 04 04
6 | Tong dai dién thoai Bo 01 01
7 | Talanh Chiéc 01 01
8 | Tu bao quan rugu vang Chiéc 01 01
9 | Tu dong Chiéc 01 01
10 | May pha ca phé Chiéc 01 01
11 | May xay da (bao da) Chiéc 01 01
12 | May xay sinh t6 Chiéc 01 01
13 | May vat cam Chiéc 01 01
14 | May lam lanh nudec trai cay Chiéc 01 01
15 | Am dun nudc Chiéc 01 01
16 | May ép Chiéc 01 01
17 | May danh kem va triing Chiéc 01 01
18 | Tt wdp lanh ly Chiéc 01 01
19 | B6 dam Chiéc 04 04
20 | Xe day dung cu Chiéc 01 01
21 | Gia treo ly quay bar Chiéc 01 01
22 | Quay Bar Chiéc 01 01
23 | Ban phong bar Chiéc 01 01
24 | Ghé quay bar Chiéc 10 10
25 | Thung rac cé nap day Chiéc 01 01
26 | Khay dung dung cu Chiéc 04 04
27 | Tham 16t san cao su Chiéc 01 01
28 | B dung cu v¢ sinh Bo 02 02
29 | Tu trung bay Chiéc 01 01
30 | Khay hinh chit nhat Chiéc 07 07
31 | Khay hinh tron Chiéc 07 07
32 | Khan lau ly, coc Chiéc 19 19
33 | Thét B 04 04
34 | Dao Bo 04 04
35 | Kep gip Bo 04 04
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S6 lwong thiét bi, dung
cu dao tao

TT | Thiét bi, dung cu dio tao Ponvi | Theo danh Co so Cthul
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong

36 | Xt da Chiéc 04 04
37 |Kéo q Chiéc 06 06
38 | Binh lac tiéu chuan (standard B6 19 19

sharker)
39 | Thia ca phé 16n Chiéc 19 19
40 | Thia ca phé nho Chiéc 19 19
41 | Phin ca phé Chiéc 19 19
42 | Tach tra Bo 04 04
43 | Tach ca phé Bo 04 04
44 | Tach cacao Bo 04 04
45 | Am pha tra Chiéc 04 04
46 | Dung cuy loc tra Chiéc 04 04
47 | Hop dung tra Chiéc 04 04
48 | Dung cy mai dao Chiéc 01 01
49 | Binh bop (Binh sauce) Chiéc 04 04
50 | Thung dyng da Chiéc 01 01
51 | Dao tia Bo 04 04
52 | Chay bar Chiéc 04 04
53 | Tu dung dung cy Chiéc 01 01
54 | Binh lac Boston (Boston Bo 19 19

sharker)
55 | Bong ruou (Zigger) Chiéc 19 19
56 | Luoc da (Strainer) Chiéc 04 04
57 | Ray loc Chiéc 04 04
58 | Binh thé ruou (Decanter) Chiéc 04 04
59 | X6 ngam ruou Chiéc 04 04
60 | Dung cu m¢d d6 hop Chiéc 04 04
61 | Thia khudy to (Barspoons) Chiéc 19 19
62 | Thia khudy nho (Barspoons) Chiéc 19 19
63 | Chan rugu da nang Bo 04 04
64 | Voi rot ruou Bo 19 19
65 | Dung cu md rugu Chiéc 19 19
66 | Ly céc loai Bo 01 01

Moi bé bao gom:

Ly sam panh (Champagne Bo 04 04

Flute)

Ly sam panh (Champagne BS 04 04

saucer)

Ly sam panh (Champagne BS 04 04

Tulip)

Ly vang do Bo 04 04

Ly vang trdng Bo 04 04
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S6 lwong thiét bi, dung
) cu dao tao Ghi
TT | Thiét bi, dung cu dao tao Ponvi | Theo danh Co so chi
tinh muc thiet | dang ky
bi tdi thiéu | hoat dong
Ly Margarita Bo 04 04
Ly Martini Bo 04 04
Ly Sinh t6 (Poco) B 04 04
Ly Sherry Bo 04 04
Ly Hurricane Bo 04 04
Ly Brandy Bo 04 04
Ly Irish coffee Bo 04 04
Ly pilsner Bo 04 04
Ly Shooter Bo 04 04
Ly Shot Bo 04 04
Ly Rock Bo 04 04
Ly Highball Bo 04 04
Ly bia (Beer mug) Bo 04 04
Ly nuoc (Goblet) Bo 04 04
73 | Lot ly Chiéc 19 19
74 | Dung cu ép chanh Chiéc 04 04
75 | Can Chiéc 01 01
76 | Binh dyng nudc Chiéc 04 04
77 | Dung cu dung nguyén liéu Bo 04 04
78 | Hop dung dao Chiéc 01 01
79 | Hop dung mubi vién ly Bo 04 04
80 | Dung cu tao bot sira Chiéc 04 04
81 | Ca danh sita Chiéc 04 04
82 | Chai tap biéu dién Chiéc 19 19

b) Co sé thuc hanh, thuc tap (Pon vi tinh la: xwong, vwon, tram, trai, san
bai..)

TT Co sé thuc hanh, thuc tap Don vi tinh 50 Gh,l
lwong chu
1.
2. | Lang ho Tourist Co 56 1
3. | Bdo tang tinh Kon Tum Co so 1
4. | Khach san Bic Huong Co so 1
5. | Khach san Hong My Co so 1
6. | Khach san Ko Nia KonKlor Co so 1
7. | Khach san Kon Klor Co so 1
8. | Khach san HNAM HANG NGEH Co so 1
9. | Cong ty Co phan Samten Hills Pa Lat Co so 1

3. Thw vién va hoc liéu (gido trinh, sdch, tai liéu tham khdo, phin mém
may tinh...).
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UBND TINH KON TUM CONG HOA XA HOI CHU NGHIA VIET NAM
TRUONG CAO PANG KON TUM Poc 1ap - Tu do - Hanh phic

CHUONG TRINH MO DUN

Tén mé dun: K§ ning nén tang cia lao dong nganh du lich (Basic skills
for tourist staff)

Ma mé dun: 431540013

Thoi gian thye hién mé dun: 92 gio (ly thuyét: 30 gio; thuc hanh: 56
gio; kiém tra dinh ky: 4 gio; kiem tra két thuc mo dun: 2 gio)

A. VI TRi, TINH CHAT CUA MO PUN

I. Vi tri: La mo6 dun co sé bat budc, duoc bd tri giang day dau tién trong
chuong trinh dao tao nghé Du lich cong dong va Nghiép vu 1€ tan, trinh do so
cap.

II. Tinh chat: La mo dun 1y thuyét két hop thuc hanh duoc giang day
theo phuong phép tich hop.

B. MUC TIEU MO PUN
I. Yéu cau vé kién thirc

1. Tom luge cac kién thirc co ban vé tong quan du lich, tAm 1y va nghé
thuat giao ti€p, so cap clru co ban;

2. Ap dung cac thong tin nganh, nghé vao hoat dong du lich tai dia
phuong;

3. Ung dung dung cac quy dinh, quy trinh, huéng dan cua don vi.
II. Yéu cau vé k¥ niing

1. Tim kiém, cép nhat, duy tri va st dung kién thtic lién quan dén nganh
du lich né1 chung trong cac boi canh khac nhau tai noi lam viéc;

2. Lam vi¢c hi¢u qua trong nhom,;

3. Chuan bi, tra 16i va xur 1y thong tin mot cach hiéu qua trong tat ca cac
tinh hudng c6 st dung dién thoai;

4. Thyc hién dung cac thao tac so clru co ban trong cac bdi canh khac
nhau cia moi truong lam viéc.

I11. Mirc d§ tu chu va trach nhiém

1. C6 y thire, trach nhiém trong cong viéc véi nganh du lich, xac dinh
dugc nhiém vu, tu tudng khi phuc vu trong nganh du lich.
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2. Thuong xuyén cing cd va ting thém long yéu qué huong, dit nudc,
con nguoi Viét Nam. Co6 thai do tran trong va giir gin, bao vé cac tai nguyén du
lich tu nhién va van hoa tai dia phuong.

3. Co y thuc trong hoc tap va lam viéc nhom, ren luyén ky nang giao tiép
g xtr, giai quyét van dé va tac phong lam viéc chuyén nghiép.

C.NOI DUNG MO DUN

NOI DUNG TONG QUAT VA PHAN BO THOI GIAN

TT

Tén céc bai trong mé dun

Thoi gian (gio)

Ly
thuyét

Thuc
hanh,
thao
ludn

Kiém
tra

Bai 1: Tong quan vé du lich
1. Du lich va khéach du lich

2. Cac tac dong cua hoat dong du
lich

3. Lao dong trong du lich
4. Dich vu du lich

5. Dinh huéng phat trién du lich
tinh Kon Tum dén nam 2030

13

Bai 2: Tam ly du khach

1. Khai quéat chung vé tam ly du
khach

2. bic diém tam ly du khéach quéc
té

3. Bac diém tam ly khach noi dia

4. Pic diém tam Iy khach theo giéi
tinh

5. Tam ly du khéch theo lta tudi

15
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Thaoi gian (gio)
Sb N A . Thye :
T Tén cac bai trong mé dun Tﬁ?g L)'/; hérjh, Kiém
s0 | thuyét| thao tra
lun

Bai 3: Ky niang giao tiép tng xu
trong hoat dong kinh doanh du lich
1. Dién mao ngudi phuc vu

2. Quan hé giao tiép véi khach
hang qua cac giai doan

3. Ky nang lam viéc nhdm

Bai 4: K¥ nang giai quyét van dé
4 | 1. Quy trinh thyc hién 17 4 12 1
2. Nhan biét va giai quyét van dé

Bai 5: K¥ nang so cap ciru co ban
5 | 1. Nguyeén tic 20 6 14
2. Mot s6 ki nang so cap cau

6 | Kiém tra két thuc mo dun 2 2
Cong 92 30 56 6
NOI DUNG CHI TIET

BAI 1: TONG QUAN VE DU LICH
(Thoi gian: 13 gio)
I. MUC TIEU

1. Liét ké day du céc loai hinh du lich dugc to chitc ¢ dia phuong, dinh
hu’,(')’ng phat trién du lich caa tinh va Viét Nam thoi ky hoi nhap, xac dinh ding
thé manh cua du lich dia phuong;

2. St dung dung céc thuat nglt chuyén mon trong du lich;
3. Phan tich nhitng tdc dong cua du lich té1 dia phuong cia minh;

4. Ung dung ding cac van ban, tai liéu va cac quy dinh lién quan dén du
lich.
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5. Thudng xuyén cing cd va ting thém long yéu qué huong, dit nudc,
con nguoi Viét Nam. Co6 thai do tran trong va giir gin, bao vé cac tai nguyén du
lich tu nhién va van hoa tai dia phuong.

I1. NQI DUNG BAI (1-3)

1. Du lich va khach du lich

1.1. Du lich

1.2. Khach du lich

2. Cac tac dong cua hoat dong du lich

2.1. Tdc déng vé kinh té

2.2. Tdc dpng vé vin héa - xi hdi

2.3. Tdc dong vé méi truong

3. Lao dong trong du lich

3.1. Pic diém ciia lao dpng trong du lich

3.2. Yéu cdu déi véi lao dong trong du lich

4. Dich vu du lich

4.1. Khai niém dich vu du lich

4.2. Pic diém ciia dich vu du lich

4.3. Chit lwong dich vu trong du lich

5. Pinh hwéng phat trién du lich tinh Kon Tum dén nim 2030

5.1. Cdc logi hinh du lich tiéu biéu ciia tinh Kon Tum

5.2. Dinh hwéng phat trién du lich tinh Kon Tum dén nim 2030
BAI 2: TAM LY DU KHACH

(Thoi gian: 15 gio)
I. MUC TIEU
1. Trinh bay dung khai niém tam ly du khach;

2. Liét ké déy du loi ich cua viéc nghién ctru tam 1y du khach trong kinh
doanh du lich;

3. M ta duogc dic diém cua mot sé nhom du khach dic trung;

4. Phan tich duoc cac yéu to anh hudng t6i tim 1y du khach;

5. Ung dung nhiing kién thirc dd hoc vé tdm 1y cta cac nhém du khach
dac trung vao hoat dong du lich tai dia phuong minh;

6. C6 y thirc trong hoc tap va lam viéc nhom, rén luyén k¥ nang giao tiép
ung xu, gidi quyéet van dé va tac phong lam viéc chuyén nghiép.

I1. NOI DUNG BAI (4)
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1. Khai quat chung vé tim ly du khach
1.1. Khdi ni¢gm tam Iy du khdch

1.2. Lgi ich cua viéc nghién ciru tam ly du khdach trong kinh doanh du
lich

1.3. Cdc yéu to anh hwong va tic dpng dén tam Iy du khdch
2. Tam 1y du khach quéc té

3. Tam ly khach ngi dia

4. Tam ly khach theo gigi tinh

5. Tam 1y du khach theo Itra tudi

BAI 3: KY NANG GIAO TIEP UNG XU TRONG HOAT PONG KINH
DOANH DU LICH

(Thoi gian: 25 gio)
I. MUC TIEU
L. Trinh bay dugc cac tiéu chuan vé tac phong, thai do va quan hé giao
tiép véi khach hang;
2. Thyc hién dang dién mao cua nhan vién nganh du lich;

3. Chuan bi, tra 101 va xtr Iy thong tin mot cach hiéu qua trong tat ca céc
tinh hudng c6 st dung dién thoai;

4. Thiét 1ap cac mdi quan hé tng xir dung muyc v6i khach hang;

5. Lam vi¢c hi€u qua trong nhom,;

6. Thé hién thai do giao tiép xa giao lich su, chuyén nghiép;

7. Co 'y thuc trong hoc tap va lam viéc nhom, rén luyén ky nang giao tiép
g xtr, giai quyét van dé va tac phong lam viéc chuyén nghiép;

8. Tich cuc rén luyén k¥ ning giao tiép, tng xtr.

I1. NOI DUNG BAI (5-7)

1. Dién mao nguwoi phuc vu

1.1 Vé sinh ca nhdn

1.2 Pong phuc

2. Quan hé giao tiép véi khach hang qua cac giai doan

2.1 Giao tiép vdi khdch hang qua cdc giai doan

2.2 Giao tiép va phan héi higu qud véi khdch hang

2.2.1 Khdi niém giao tiép

2.2.2 Cdc kj ndang giao tiép hiéu qua

3. K¥ nang lam viéc nhom
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BAI 4: KY NANG GIAI QUYET VAN PE
(Thoi gian: 17 gio)
I. MUC TIEU
1. M6 ta duge quy trinh xit 1y van dé;
2. Phan tich va thuc hién dugc quy trinh giai quyét van dé trong du lich;

3. Giai quyét hai hoa cac yéu cau va tinh hudng trong qua trinh phuc vu
khach;

4. Tich cyc rén luyén k¥ ning giao tiép, Gmg xi.
II. NOI DUNG BAI (5-7)
1. Quy trinh thyc hién
2. Nhén biét va gidi quyét van dé
2.1. Nhdn biét phan nén ciia khdch
2.2. Gidi quyét cdc thic mdc, dp dung ky thudt ling nghe
2.3. Sw ¢6 va gidi phdp
2.4. Théng bdo tin xiu

BAI 5: KY NANG SO CAP CUU CO BAN

(Thaoi gian: 20 gio)

I. MUC TIEU
1. M6 ta day du cac nguyén tic co ban trong so ciru;
2. Trinh bay va thuc hién dung cac thao tac so ctru cho mot s6 loai tai nan;
3. Thuc hién duoc viéc so cép ciru mot s6 loai tai nan trong thuc té;

4. Co y thuc, trach nhiém trong cong viéc vdi nganh du lich, xac dinh
dugc nhiém vu, tu tudng khi phuc vu trong nganh du lich.

I1. NOI DUNG BAI (8)

1. Nguyén tic

2. Mot s6 k§ ning so cap ciu

2.1. Ngo doc thwec an

2.2. Say ning, say néng

2.3. Rin cdn, cén tring cin

2.4. Tinh trang nguy cip vé hé hip
2.5. Cdc vét thwong va chdy mdu
2.6. Bong

2.7. Bong gan, trat khop
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2.8. Gay xwong
D. PIEU KIEN THU'C HIEN MO PUN
I. Phong hoc chuyén mon, nha xwéng
Phong hoc 1y thuyét; phong hoc thuc hanh.
IL Trang thiét bj may méc

May tinh c6 két ndi internet, bang, TV, VCD, dién thoai, loa, téng dai dién
thoai,

I11. Hoc li€u, dung cu, nguyén vat li¢u

Tai liéu phat tay cho nguoi hoc; nep chuyén dung, bang, gac, mé hinh ¢p
tim ngoai 16ng nguc, bang thun, bang cudn; giay A0, A4, but long, gidy note,
nam cham, ghim, kep, bang kep gidy, bang di dong, s0 Iwu danh thiép, guong soi,
quay 18 tan, gi4 dé chia khoa, chia khoa, kep luu ho so, dong phuc, hop luu va gisi
thi¢u thong tin.

IV. Cac diéu kién khac: Khong
E. NOI DUNG VA PHUONG PHAP PANH GIA
I. Noi dung

1. Kién thire: Céac khai niém co ban trong du lich; tac dong cua hoat dong
du lich t61 dia phuong; cac loai hinh du lich dugc t6 chic & dia phuong, dinh
huéng phat trién du lich cta tinh va Viét Nam thoi ky hoi nhap; dac dlem yéu to
anh huong tam Iy khach du lich; quy trinh giai quyét van dé, xir Iy van dé va so
cap cuu;

2. K¥ niing: Thé hién, trinh bay thanh thao cac hoat dong cham soc co ban
vai khach du lich; giai quyét hai hoa cac yéu cau va tinh huong trong qua trinh
phuc vu khach;

3. Mitre @9 tw chii va trach nhiém: Y thuc, trach nhiém trong cong viéc
vo1 nganh du lich, xac dinh dugc nhiém vy, tu tudng khi phuc vu trong nganh du
lich; long yéu qué huong, dat nudc, con nguoil Viét Nam; tran trong va gitr gin,
bado vé€ cac tai nguyén du lich tu nhién va van hoa tai dia phuong; cam két thuc
hién t6t cac nhiém vu trong cong vigc.

I1. Phwong phap

1. Kiém tra thwong xuyén va dinh ky

- Béi voi kiém tra, ddnh gia thudng xuyén, nha gido thiét ké cau héi theo
murc d§ nhan thure (trac nghi€ém khach quan, viét,...) dé thyc hién kiém tra, danh
gid ngay trong qua trinh giang day va dugc ghi vao gido an.

- P6i v6i kiém tra dinh ky:

S6 bai kiém tra: 4

Hinh thirc kiém tra: Thuc hanh
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Thoi gian kiém tra: 1 gio/bai
- Kiém tra thuong xuyén: Pugc thuc hién trong qua trinh hoc, thong qua
hinh thiac ki€m tra van dap, viét trong gio hoc (trac nghiém, tu luan), véi thoi
gian lam bai 30 phut. SO bai ki€ém tra thuong xuyén: it nhat 1a 1 bai.

Pé kiém tra, dap an va cong cu kiém tra, danh gia dinh ky duogc trinh
bay/dinh kém trong gido an.

2. Kiém tra két thiic mo dun

Hinh thirc kiém tra két thac mo dun 1a thyc hién bai kiém tra tong hop,
g6m kién thirc va k¥ nang thuc hanh mot hodc mot sé khau cong viéc ciia nghé.

- Hinh thirc kiém tra: Ty luén, tric nghiém khach quan, bdo cdo nhom

- Thoi gian kiém tra: Thoi gian 1am bai kiém tra két thiic mé dun 14 2 gio.

- Thoi gian hoan thanh dé kiém tra két thuc md dun: theo Ké hoach cua
Truong.

- Bé kiém tra két thiic mo dun dugc xay dung theo Quy dinh yé xay dung,
quan 1y va str dung ngén hang d¢ thi/kiém tra hién hanh va phai th€ hién rd ndi
dung dé nham kiém tra, danh gid muc ti€u/chuan dau ra nao trong chuong trinh
mo dun.

3. Panh gia mirc d§ tu chi va trach nhiém

Th,L.I'C hién tt géc bai hoc thuc hanh, tich cuc véi cong viéc va tuan thu
nguyén tac trong nghé nghiép.

F. HUONG DAN THUC HIEN MO PUN

I. Pham vi ap dung md dun: Chuong trinh m6 dun dugc su dung dé
giang day cho nghé Nghiép vu l€ tan, trinh d§ so cap.

I1. Hwéng din vé phuwong phap giang day, hoc tip md dun

1. P6i v6i nha gido

Ap dung linh hoat cic phuong phap giang day khac nhau nhu trinh bay,
dién giai, chimg minh, thao l}lém va lam viéc nhom cling nhu thuc hanh ¢4 nhan;
déc biét chu y lién hé thyuc t€ va phat huy tinh tich cuc cta nguoi hoc; day theo
phuong cham lay nguoi hoc lam trung tam. M6 ta cac cong viée va cdc bude
phai lam trong thuc té, yéu cau veé tiéu chuan phai dat, diéu kién dé thyc hién

cong viéc; két hop sir dung may chiéu, bang hinh, mau minh hoa gitip hoc sinh
tiép can voi thuc té.

2. P6i véi nguoi hoe

Nghiém tac trong qua trinh thu nhan kién thtc, phat huy téi da tinh than
tu hoc; hoan thanh cac nhiém vu hoc tap ma nha giéo yéu cau.

Tich cuc thuc hién cadc nhi€ém vy thuc hanh do nha gido yéu cau.

I11. Nhitng trong tim can chi y: Tét ca cic bai
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IV. Tai liéu tham khao

1. L¢ Anh Tu4n, Nguyén Thi Mai Sinh. Gido trinh Tong quan du lich. Ha
Noi1: Nha xuat ban Giao duc Viét Nam; 2015.

2. Qudc hoi. Luat du lich s6 09/2017/QH14 ban hanh ngay 19/6/2017.

3. Tinh uy Kon Tum. Nghi quyét Hoi nghi 1?1n thr bay BCH Dang b tinh
khoéa XVI vé phat trién du lich tinh Kon Tum dén ndm 2025, dinh hudng dén
nam 2030. 2022.

4. H6 Ly Long. Gido trinh tim 1y khach du lich. Ha Noi: Nha xuét ban
Lao dong; 2017.

5. Truong Minh Vii. Gido trinh nghiép vu 1& tan. Ha Noi: Nha xuét ban
Gido duc Viét Nam; 2015.

6. Dinh Trung Kién. Nghiép vu huéng dan du lich. Ha N§i: Nha xuét ban
Dai hoc Quoc gia Ha Noi; 2018.

7. Nguyén Vin DPinh, Nguyén Vin Manh. Gido trinh tam ly va ngh¢ thuat
giao tlep, g xur trong kinh doanh du lich. Ha Noi: Nha xuat ban Pai hoc Kinh
té qudc dan; 2012.

8. Hiép hoi Chir thap do va Trang ludi liém do quoc té. Hudng dan quy
trinh so cap cuu va hoi stc quoc té. 2016.

V. Ghi chi va giai thich (néu c6): Khong.
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UBND TINH KON TUM CONG HOA XA HOQI CHU NGHIA VIET NAM
TRUONG CAO PANG KON TUM Péc lap - Tu do - Hanh phic

CHUONG TRINH MO DUN

Tén mé dun: Nghiép vu 1& tan (Occupational Skills In Reception)

M3 mé dun: 431560023

Thoi gian thwe hién md dun: 154 gio (ly thuyét: 30 gio; thuc hanh: 114
gio; kiém tra dinh ky: 6 gio; kiem tra két thuc mo dun: 4 gio)

A. VI TRi, TINH CHAT CUA MO PUN

L. Vi tri

M6 dun Nghiép vu 1é tan 1a m6 dun thir hai trong chuong trinh dao tao
nghé Nghiép vu 1€ tan, trinh do so cap; duge bo tri giang day sau khi nguoi hoc
da hoc xong md dun K¥ nang nén tang cua lao dong nganh du lich.

II. Tinh chit

La m6 dun tich hgp gitra Iy thuy~ét va thyc hanh mang tinh bat budc trong
chuong trinh dao tao nghé Nghiép vu I€ tan, trinh d§ So cap.

B. MUC TIEU MO PUN
I. Yéu cau vé kién thirc

1. Tom lugc dic diém va thong tin vé cac loai phong, so d6 b tri phong
trong khach san va cdc san pham lién quan dich vu cho thué buong ctia khach
san;

2. Trinh bay dung cac quy trinh, thuat ngir va quy dinh cua khach san lién
quan dén ti€p nhan va xu ly cac yéu cau dat gitr phong; cung cap dich vy dang
ky va nhan phong; cung cap dich vu khach hang; cung cap dich vu tra phong.

I1. Yéu chu vé k¥ niing

1. Chuan bi lam viéc dung quy dinh;

2. Tiép nhan va xt 1y hai hoa phan nan cta khach hang;

3. bat gitt phong mot cach chinh xéc, cap nhat tinh trang phong cho don
vi, chinh stra, huy bo dat phong va b tri phong thich hop véi thong tin chinh
x4c vé murc gid phong, chinh sach bao dam, huéng dan quy trinh va thong tin
khach hang;

4. Lam thi tuc dang ky nhiing khach dén khach san vao hé¢ thong quan ly
ctia khach san va giup ho nhan phong nghi theo yéu cau;

5. Twong tac v6i khach hang trong nhiéu tinh hudng khac nhau voi tac
phong chuyén nghiép va su nhay cam vin hoa nham thoa min dugc cac nhu cau
va mong doi cua khach hang trong thoi gian luu tra tai khach san;



chi phi va giai quyét mot cach thoa dang tat ca cac khoan phi tranh chép;

ky luat va tinh than trach nhiém cao trong cong viéc.
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6. Lam thu tuc cho khach tra phong, bao dam thanh toan tat ca cac khoan

1. Mirc do tw chi va trach nhiém

1. C6 y thirc trong cong viéce, yéu nghé; cé dao duc trong hanh nghé; tinh

2. C6 y thuc trong tu rén luyén, nang cao trinh do, thu thap kinh nghiém
dé c6 nhiing ki€n thirc chuyén moén viing chac va k¥ nang tac nghi¢p chuyén

nghiép.
C.NOI DUNG MO PUN
NOI DUNG TONG QUAT VA PHAN BO THOI GIAN
Thoi gian (gio)
So . ) ) Thwe |
T Tén cac bai trong mo dun Tﬁ!l g| Ly ' hanh, | Kidm
sO |thuyét| thio tra
luian
Bai 1: Khéi quat chung vé bd phan 18
tan
1 4
1. Mot s6 khai niém
2. Vai tro, nhiém vu va co chu chic | 14 6 8
nang cua bo phan 1€ tan
3~. Céc hoat dong co ban cua bd phan
1€ tan
Bai 2: Quy trinh nhan dat phong
khach san
1. Cac nguon khéach dat phong
2 . 33 6 26 1
2. Cac loai dat phong
3. Quy trinh nhan dat phong khach
san
Bai 3: Pon tiép va 1am thu tuc check
in khach san
3 1. INhu’ng hoat dong chuan bi don 33 6 26 1
khach
2. Quy trinh dén tiép va lam thu tuc
check in khach san
4 | Bai 4: Phuc vu khach trong thoi gian | 35 6 27 2
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Thaoi gian (gio)
So N A 7 Thye |
T Tén cac bai trong mo dun Téng Ly ’ hanh, | Kiém
so |thuyét| thao tra
luan
luu tra
1. Hoat dong phuc vu khéach trong
thoi gian luu tra
2. Giai quyét phan nan cua khéch
Bai 5: Lam thu tuc thanh toan va tién
khach
1. Cong viée chuan bi thanh toan va
5 | tién khach 35 6 27 2
2. Quy trinh thanh to4n va tién khach
3. Nhiing cong vi¢c sau khi khach tra
phong va ro1 khach san
6 |Kiém tra két thic mo dun 4 4
Cong 154 30 114 10

NOI DUNG CHI TIET
BAI 1: KHAI QUAT CHUNG VE BQ PHAN LE TAN
(Thoi gian: 14 gio)
I. MUC TIEU

1. Trinh bay duoc khai niém, vai tro, nhiém vu va co ciu, chirc ning cua
bo phan € tan;

2. M6 ta dugc cac hoat dong co ban cia bo phan 18 tan;

3. Trinh bay dic diém va thong tin vé cac loai phong, so dd b tri phong
trong khach san va cic san pham lién quan dich vu cho thué phong cta khach
san;

4. Chuan bi lam viéc dung quy dinh;

5. Thuc hién dung yéu ciu, tiéu chuan, két qua dbi voi cong viéce 18 tan.

6. Co y thic trong tu rén luyén, nang cao trinh do, thu thap kinh nghiém
dé co nhiing kién thic chuyén mén vimng chac va k¥ nang tic nghiép chuyén
nghiép.

I1. NOI DUNG BAI
1. Mot s6 khai niém (1, 2)
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1.1. B phin [é tin
1.2. Cac loai phong
1.3. Cac logi gia phong
2. Vai trd, nhiém vu va co ciu chitc ning ciia by phén 1€ tan (1-3)
2.1. Vai tro ciia bé phén 1é tin
2.2. Nhiém vu co bén ciia bg phdn Ié tin
2.3. Co ciu, chirc ning ciia bé phén ¢ tin
2.4. Cdc chirc danh trong bé phén Ié tin
3. Cac hoat dong co ban ciia bd phan 1€ tan (4)
3.1. Giai doan truwdc khi khach toi khach san
3.2. Giai dogn khach toi khach san
3.3. Giai dogn khdch luu tru trong khdch san
3.4. Giai doan khdch thanh todn, trd buéng va roi khdach san
BAI 2: QUY TRINH NHAN PAT PHONG KHACH SAN
(Thoi gian: 33 gio)
I. MUC TIEU

1. Liét ké duoc cac ngudn khach dit phong;

2. M6 ta duogc cac loai dat phong;

3. Trinh bay dung cac quy trinh, thudt nglt va quy dinh cua khach san lién
quan dén tiép nhan va xtr Iy cac yéu cau dat giit phong;

4. Pat gitt phong mot cach chinh xac, cap nhat tinh trang phong cho don
vi, chinh stra, huy bo dat phong va b tri phong thich hop véi thong tin chinh
x4c vé murc gid phong, chinh sach bao dam, huéng dan quy trinh va thong tin
khach hang;

5. C6 kha nang tiép nhan, ghi chép va chuyén thong tin theo yéu cau.
I1. NOI DUNG BAI
1. Cac ngudn khach dit phong (2, 3, 5)
1.1. Nguon khdch dit phong truc tiép
1.2. Nguon khdch dit phong qua cdc dai Iy trung gian
1.3. Nguon khdch qua hé thong dit phong trung tém
2. Cac loai dat phong (2, 5)
2.1. Dat phong co bao dam
2.2. Dat phong khong dwoc bdao dam
3. Quy trinh nhan dat phong kKhach san (2, 3, 5-7)
BAI 3: PON TIEP VA LAM THU TUC CHECK IN KHACH SAN
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(Thoi gian: 33 gio)

I. MUC TIEU

1. Trinh bay dung cac quy trinh, thuat ngir va quy dinh cua khach san lién
quan dén cung cip dich vu dang ky va nhan phong;

2. Lam thu tuc diang ky nhitng khach dén khach san vao hé théng quan 1y
ctia khach san va giup ho nhan phong nghi theo yéu cu;

3. Giao tiép lich su, than thién véi khach hang.

I1. NOI DUNG BAI

1. Nhirng hoat dong chuan bi dén khach (2, 3, 8)
1.1. Chudn bi truwéc hé so ding ky khdch san
1.2. Chudn bi diéu kién dén tiép khdch
2. Quy trinh d6n tiép va lam thi tuc check in khach san (2, 3, 6-8)
BAI 4: PHUC VU KHACH TRONG THOI GIAN LUU TRU
(Thoi gian: 35 gio)

I. MUC TIEU
1. Trinh bay dung cac quy trinh, thut nglt va quy dinh cua khach san lién

quan dén cung cap dich vu khach hang;

2. Tuong tac voi khach hang trong nhiéu tinh hudéng khac nhau véi tac
phong chuyén nghiép va sy nhay cam vin hoa nham thoa min duoc cac nhu cau
va mong doi cia khach hang trong thoi gian luu trh tai khach san;

3. Tiép nhan va xir 1y hai hoa phan nan cia khach hang;

4. Co y thtrc trong tu ren luyén, nang cao trinh dg, thu thap kinh nghiém
dé co nhiing kién thirc chuyén mén viing chic va k¥ ning tic nghiép chuyén
nghiép.

I1. NOI DUNG BAI

1. Hoat dong phuc vu khach trong thoi gian luu tra (2, 3,7, 9)
1.1. Giao, nhdn chia khoa phong khach

1.2. Cung cdp théng tin cho khdch

1.3. Bao qudn tw trang quy va hanh ly cia khdch

1.4. Dich vu dién thoai

1.5. Bao thuc

1.6. Nhdn, givi thw tiv, buwu pham, fax cho khdch

1.7. Chuyén phong

1.8. Tang qua sinh nhdt khdach

1.9. Nhin yéu cdu ciia khdch chuyén dén cdc bp phin cé lién quan
1.10. Céc dich vu bé tro khdc

2. Gii quyét phan nan ciia khach (2, 3, 6, 7, 9)
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2.1. Cdc bwéc gidi quyét phan nan ciia khdch
2.2. ChU Y khi gidi quyét phan nan
BAI 5: LAM THU TUC THANH TOAN VA TIEN KHACH
(Thoi gian: 35 gio)

I. MUC TIEU

1. Trinh bay dung cac quy trinh, thuat ngir va quy dinh cua khach san lién
quan dén tiép nhan va xu 1y cac yéu cau dat giir phong; cung cap dich vu ding
ky va nhan phong; cung cip dich vu khach hang; cung cap dich vu tra phong.

2. Lam thu tuc cho khach tra phong, bao dam thanh toan tat ca cac khoan
chi phi va giai quyét mot cach thoa dang tit ca cac khoan phi tranh chép;

I. NOI DUNG BAI

1. Cong viéc chuén bi thanh toan va tién khach (2, 3, 6, 7, 10)

2. Quy trinh thanh to4n va tién khach (2, 3, 6, 7, 10)

2.1. Quy trinh thanh toan cho khach lé

2.2. Quy trinh thanh todan cho khach doan

3. Nhirng cong viéc sau khi khach tra phong va roi khach san (6, 10)
D. PIEU KIEN THUC HIEN MO PUN

I. Phong hoc chuyén mén héa, nha xwéng: Phong hoc 1y thuyét, phong
hoc thuc hanh/co sé thuc hanh.

II. Trang thiét bi may moc: May vi tinh, may chiéu, bang di dong.
I11. Hoc li€u, dung cu, nguyén vat li¢u

Bo dong phuc 18 tan, kep Iuu ho 50, may in, may fax, bo dau, phan mém
quan ly khach san, dién thoai dé ban, quay 1 tan, gia dé chia khoa, bd chia khoa,
xe dy hanh ly, miu bang gia ngoai t&, mau cac loai thé thanh toan. .

IV. Cac diéu kién khac

E. NOI DUNG VA PHUONG PHAP PANH GIA

I. N¢i dung

1. Kién thiéc: Mot sé khai niém vé bd phan 1& tan; quy trinh nhan dit
phong, dang ky khach san, phuc vu khach luu tr(, thanh todn va tra phong.

2. K¥ nang: Thuc hién cac quy trinh nhan dat ph(‘)ng,q dang ky khach san,
phuc vu khéch luu trt, thanh todn va tra phong theo ti€u chuan quy dinh.

3. Mirc d§ ty chi va trach nhiém: Co6 kha nang tiépq nhén, ghi chép va
chuyén thong tin theo yeu cau; biét duoc yéu cau, ti€u chuan, két qua doi voi
cong viéc 1€ tan I}oaflc cong viéc co lién quan; chiu trach nhi¢ém doi voi két qua
cong viéc, san pham cua minh.

I1. Phwong phap
1. Kiém tra thuong xuyén va dinh ky
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- Béi voi kiém tra, ddnh gia thudng xuyén, nha gido thiét ké cau hoi theo
murc d0 nhan thuce (trac nghiém khach quan, viét,...) dé thuc hién kiém tra, danh
gid ngay trong qua trinh giang day va dugc ghi vao gido an.

- Bdi véi kiém tra dinh ky:

S6 bai kiém tra: 6

Hinh thirc kiém tra: Thuc hanh

Thoi gian kiém tra: 1 gio/bai

- Kiém tra thuong xuyén: Pugc thuc hién trong qua trinh hoc, thong qua

hinh thirc kiém tra van dap, viét trong gid hoc (tréc nghiém, tu luan), véi thoi
gian lam bai 30 phat. S6 bai kiém tra thuong xuyén: it nhat 1a 01 bai.

Pé kiém tra, dap an va cong cu kiém tra, danh gia dinh ky dugc trinh
bay/dinh keém trong gido an.

2. Kiém tra két thic mé dun

Hinh thtrc kiém tra két thiic mo dun 1a thuc hién bai kiém tra tong hop,
gom kién thuc va ky nang thuc hanh mot hodc mot sé khau cong viée ciia nghé.

- Hinh thtrc kiém tra: Ty luan, tric nghiém khach quan, bdo cdo nhém

- Thoi gian kiém tra: Thoi gian lam bai kiém tra két thuc mo dun 1a 4 gio.

- Thoi gian hoan thanh dé kiém tra két thiic mé dun: theo Ké hoach cua
Truong.

- Bé kiém tra két thiic md dun duoc xay dung theo Quy dinh vé xdy dung,
quan ly va st dung ngan hang dé thi/kiém tra hién hanh va phai thé hién rd noi
dung dé& nham kiém tra, danh gia muc tiéu/chuén dau ra ndo trong chuong trinh
mo dun.

3. Panh gia mirc d§ tu chi va trach nhiém

Thuc hién tt cac bai hoc thuc hanh, tich cuc véi cong vi¢c va tuan thu
nguyén tac trong nghé nghiép.

F. HUONG DAN THUC HIEN MO PUN

I. Pham vi ap dung m6 dun

Chuong trinh mé dun Nghiép vu 1€ tan dugc st dung trong dao tao nghé
Nghié€p vu 1€ tan, trinh d6 so cap cua Truong Cao dang Kon Tum.

II. Huéng din vé phuwong phap giang day, hoc tip mo dun

1. Po6i voi nha gido

Chuan bi t6t cac phuong tién va dung cu phuc vu giang day; ap dung
phuong phap giang day tich cuc dé phat huy tinh chu dong cho ngudi hoc; st

dung cac vi du thyc t& dé minh hoa Iy thuyét; sir dung cong cu hd trg dé nang
cao hiéu qua giang day 1y thuyét; thuc hanh mau cc cong viée, co hudng dan,
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giai thich va yéu cau ngudi hoc 1am theo; quan sat, kiém tra va danh gia két qua
thuc hanh ctia nguoi1 hoc.

2. P6i v6i nguoi hoe

‘ Chuén bi dﬁy ,dfl cac tai liu va dung cu, nguyén V;ﬁt‘ li¢u hoc tap theo yéu

Cau cua nha giao; lang nghe giang bai va ghi chép khi can; quan sat nha giao
thuc hién cac cong viéc mau, rut kinh nghiém va thuc hanh theo hudéng dan.

I11. Nhitng trong tim can chi y: Bai 2, 3, 4, 5.

IV. Tai liéu tham khao

1. Hotel Careers. Training L& Tan: Khai quat chung vé bo phan 18 tan (Bai
1) [03/9/2021]. Available from: https://hotelcareers.vn/training-le-tan-khai-quat-
chung-ve-bo-phan-le-tan-bai-1.html.

2. DBoan Thi Thanh Huyén. Gido trinh 1y thuyét Nghiép vu 18 tan. Ha Noi:
Truong Cao dang Du lich Ha No1; 2018.

3. Pham Thi Cac. Giao trinh ly thuyét Nghiép vu 1& tan (Dung trong céc
truong THCN). Ha NoOi: Nha xuat ban Ha No61; 2005.

4. Hotel Careers. Training L& Tan: Cac hoat dong co ban cua bd phan 1&

tan (Bai 2) [03/9/2021]. Available from: https://hotelcareers.vn/training-le-tan-
cac-hoat-dong-co-ban-cua-bo-phan-le-tan-bai-2.html.
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UBND TINH KON TUM CONG HOA XA HQI CHU NGHIA VIET NAM
TRUONG CAO PANG KON TUM DPjc 1ap - Tw do - Hanh phuc
CHUONG TRINH MO PUN

Tén mé dun: Tiéng Anh 1& tan khach san (English for Reception Staff)

Ma moé dun: 432830033

Thoi gian thye hién mé dun: 77 gio (ly thuyét: 15 gio; thuc hanh: 57
gio; kiém tra dinh ky: 3 gio; kiem tra két thuc mo dun: 2 gio)

A. VI TRi, TINH CHAT CUA MO PUN

I. Vi tri: La m6 dun chuyén mon bat budc, duoc bd tri giang day sau mo
dun Nghi¢p vu 1€ tan trong chuong trinh dao tao nghé Nghi¢p vu 1€ tan, trinh do
SO cap.

II. Tinh chat: La mo6 dun 1y thuyét két hop thuc hanh dugc giang day
theo phuong phép tich hop.

B. MUC TIEU MO PUN
I. Yéu ciu vé kién thic

1. Liét ké danh muc tir ngir va mau cau lich su, cac chu dé giao tiép quen
thudc;

2. Ung dung quy dinh cta don vi vé cach mé dau va két thic hoi thoai,
xac nhan lai thong tin, dua ra y€u cau lich su.

I1. Yéu ciu vé k¥ niing
Pam thoai bang tiéng Anh ¢ cap do giao tiép co ban tai noi lam viéc.
1. Mire do tw chi va trach nhiém

Chép hanh cic quy dinh trong giao tiép, tmg x&r voi ngudi nudc ngoai
bang tiéng Anh tai noi lam viéc.

C.NOI DUNG MO PUN
NOI DUNG TONG QUAT VA PHAN BO THOI GIAN

Thoi gian (gio)

S Thue
O A b ~
TT Tén bai, myc Téng| Ly | MM | Kiém
£ £ thao
sO | thuyet N tra

luan,

bai tap
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S6
TT

Tén bai, muc

Thaoi gian (gio)

Ly
thuyet

Thue
hanh,

thao
luan,
bai tap

Kiém
tra

Unit 1: Before a Guest Checks In
1. Taking a Reservation by Phone
2. Revising a Reservation

3. Suggesting Alternative

Accommodation

4. The Guest’s Experience: Meeting
a Hotel Representative at the Airport

Unit 2: Checking Guest In

1. The Guest’s Experience: Arriving
at the hotel

2. Welcoming a Guest 1. With a
Reservation

3. Welcoming a Guest 2: Without a
Reservation

4. Securing the stay with a credit
card

5. Filling out a Registration form
Escorting a Guest to a room
6. Orienting a Guest to a room

7. Showing the Guest how to get
hotel information

8. Dealing with a dissatisfied Guest
9. Checking in a large tour group

10

Unit 3: Hotel Services
1. Helping a Guest ship a parcel
2. Parking a Guest’s car

3. Laundry Services 1: the hotel
laundry

4. Laundry Services 2. Coin -

14

11




34

S6
TT

Tén bai, muc

Thaoi gian (gio)

Ly
thuyet

Thue
hanh,

thao
luan,
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Kiém
tra

Operated Machines

5. Housekeeping 1: Dealing with
damage in a room

6. Housekeeping 2: Bringing extra
amenities to the room

7. Housekeeping 3: Cleaning the
room

8. Room service 1: Taking an order

9. Room service 2: Delivering an
order

10. Taking Messages for a Guest
11. Serving a Guest in the gift shop

12 The Guest’s experience: Signing
for drinks and snacks

13. The Guest’s experience: Using
the business centre

14. The Guest’s experience:ln-room
entertainment

15. The Guest’s experience:Using
the family pool & using the fitness
center

16. The Guest’s experience: At the
executive lounge

Unit 4: In the Restaurant

1. Taking a Restaurant Reservation
by phone

2. Accommodating Guests who have
no reservation

3. Explaining that No table is
available

15

11
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Thue
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Kiém
tra

4. Seating Guests

5. Taking Beverage Order and

Serving Beverages

6. Taking a meal order

7. Serving food

8. Serving wine

9. Taking dessert and Coffee orders
10. Taking payment at the table

11. Taking payment at the register 1:
A satisfied Customer

12. Taking payment at the register 2:
A Dissatisfied Customer

13. Taking payment at the register 3:
A credit card problem

Unit 5: Concierge Services

1. Explaining the details of a hotel
tour

2. Advising guests about nearby
restaurants

3. Arranging for a taxi and courtesy
car

4. Booking the hotel for future
conferences

5. Directing guests to facilities near
the hotel

6. Handling a request for child care
7. Lost and found

10

Unit 6: Dealing with Problems
1. Helping a Guest who is injured

11
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Thaoi gian (gio)
Sé Thue
0 A N A
TT Tén bai, muc Tong | Ly harjh’ Kiém
£ £ thao
sO | thuyet A tra
luan,
bai tip
2. Getting medical care for a guest
3. Dealing with noisy guest
4. Advising a Guest about safe
storage
5. The Guest’s experience: Reporting
a problem
7 | Unit 7: Checking out
1. The Guest’s experience: Getting
ready to leave the hotel
2. Checking a Guest out: A dispute
about the bill 10 2 7 1
3. Exchanging currency
4. Storing luggage after check-out
5. The Guest’s experience: Leaving
the hotel
8 | Kiém tra két thiic md dun 2 2
Cong 77 15 57 5
NOI DUNG CHI TIET
UNIT 1: BEFORE A GUEST CHECKS IN
(Thoi gian: S gio)
I. MUC TIEU

1. So sanh cach nhéan dit chd khach san qua dién thoai, nhan stra ddi hodc
deé xuat thay thé cho ¢ da duoc dat trudec.

2. Xt 1i tinh hudng khi noi & dat trudc cua khach bi thay doi va dé xuét
mot chd & moi cho khach.

3. Phat trién k¥ ning nghe hoi thoai va giao tiép qua kha ning van dung tir
trong ngir canh cu thé.

II. NOI DUNG BAI (1)
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1. Taking a reservation by phone
2. Revising a reservation
3. Suggesting alternative accommodation

4. The Guest’s experience: Meeting a Hotel Representative at the
Airport

UNIT 2: CHECKING GUEST IN
(Thoi gian: 10 gio)
I. MUC TIEU

1. Liét ké von tir vung, cac budc va qua trinh kiém tra khach khi vao nhan
phong & khach san; xir 1i linh hoat céc tinh hudng thuong xay ra nhu: don khach
“l¢” hay khach” doan” (c6 dat chd trude hodc khong co dat chd trudc), dién vao
mau dang ky, dua khach dén phong hoic hudng dan khach dén phong;

2. Ung xir khéo 1éo voi nhitng vi khach khong hai 1ong;
3. Phat trlen ky nang nghe hoi thoai va giao tiép trong ngit canh cu thé;

van dung t6t von tir vung va cdu tric vé tha tuc nhan phong.
II. NOI DUNG BAI  (1-3)

. The Guest’s Experience: Arriving at the hotel

. Welcoming a Guest 1: With a Reservation

. Welcoming a Guest 2: Without a Reservation

. Securing the stay with a credit card

. Filling out a Registration form

. Escorting a Guest to a room

. Orienting a Guest to a room

. Showing the Guest how to get hotel information

O© 00 N O O B W N -

. Dealing with a dissatisfied Guest
10. Checking in a large tour group
UNIT 3: HOTEL SERVICES
(Thoi gian: 14 gio)
I. MUC TIEU

1. Liét ké cach gi6i thiéu va huéng dan cho khach vé cac dich vu trong
khach san: dich vu gitp khéch gui buu kién, dich vu dich vu gidt ui, dich vu don
phong hodc cung cap thém cac tién nghi vao phong néu khach cé nhu cau,...

2. Phat trién k¥ ning nghe hoi thoai va giao tiép trong ngit canh, tinh
hudng cu theé;

3. Phat trién k¥ nang viét ghi nhé.
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I1. NOI DUNG BAI (1-4)
. Helping a Guest ship a parcel
. Parking a Guest’s car
. Laundry Services 1: the hotel laundry
. Laundry Services 2: Coin - Operated Machines
. Housekeeping 1: Dealing with damage in a room
. Housekeeping 2: Bringing extra amenities to the room
. Housekeeping 3: Cleaning the room
. Room service 1: Taking an order

© 00O N o 0o A W N B

. Room service 2: Delivering an order

10. Taking Messages for a Guest

11. Serving a Guest in the gift shop

12. The Guest’s experience: Signing for drinks and snacks
13. The Guest’s experience: Using the business centre

14. The Guest’s experience: In-room entertainment

15. The Guest’s experience: Using the family pool & using the fitness
center

16. The Guest’s experience: At the executive lounge
UNIT 4: IN THE RESTAURANT
(Thoi gian: 15 gio)
I. MUC TIEU

1. Mo ta, giai quyét cac tinh hudng thudng xay ra ¢ nha hang trong khach
san: nhan dat ban trudce, 6n dinh nhitng khach khong c6 dat cho trude, giai thich
cho khach khi nha hang hét cho;

2. Xt 1y linh hoat khi xay ra tinh huéng tai quiy thanh toan: sy cb thé tin
dung, khach hang hai 1ong hoic khong hai long vé bita in, vé cach phuc vu,

3. Tich cyc trong viéc xir Iy cac tinh hubng bt thudng trong nha hang,
khach san.

II. NOI DUNG BAI  (5)

1. Taking a Restaurant Reservation by phone

2. Accommodating Guests who have no reservation
3. Explaining that No table is available

4. Seating Guests

5. Taking Beverage Order and Serving Beverages
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6. Taking a meal order
7. Serving food
8. Serving wine
9. Taking dessert and Coffee orders
10. Taking payment at the table
11. Taking payment at the register 1: A satisfied Customer
12. Taking payment at the register 2: A Dissatisfied Customer
13. Taking payment at the register 3: A credit card problem
UNIT 5: CONCIERGE SERVCES
(Thoi gian: 10 gio)
I. MUC TIEU

1. Mo ta, liet ké va hudng dan cho khach vé cac dich vu tro giap dac biéct
trong khach san: tu van cho khach vé cic nha hang, quan an, cac dja diém tham
quan, mua sam & gan khach san, sap xép taxi va xe hoi mién phi, giai thich chi
tiét vé chuyén tham quan ctia khach san, ...

2. Xtr 1i khéo 1éo, linh hoat trong tinh hudng c6 khach bi mat d6 hoic c6
khéach yéu cau dich vy trong tré;

3. Phét trién k¥ ning nghe hoi thoai va giao tiép trong ngit canh, tinh
hudng cu thé.

II. NOI DUNG BAI (5, 6)
1. Explaining the details of a hotel tour
2. Advising guests about nearby restaurants
3. Arranging for a taxi and courtesy car
4. Booking the hotel for future conferences
5. Directing guests to facilities near the hotel
6. Handling a request for child care
7. Lost and found

UNIT 6: DEALING WITH PROBLEMS

(Thoi gian: 11 gio)

I. MUC TIEU

1. So sanh va van dung cac cach xir li linh hoat khi dbi phé véi cac tinh
huéng xay ra ngoai y muén nhu: giup d& khach bi thwong, nhan cham soc y té
cho khach hoic giup d& khach tim noi cham séc y té, lam thé nao dé tmg xir khi
c¢6 khach gdy 6n a0 lam phién dén nhimg khach khac dang luu tr trong khach
san;
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2. Huéng dan va xtr 1 khi khach bao céo vé cac su c6 nhu: tic dudng ong
nudc, hé thong nudc ndng khong hoat dong,...

3. Tich cuc, linh hoat trong cong viéc hang ngay.
II. NOI DUNG BAI (2, 3)
1. Helping a Guest who is injured
2. Getting medical care for a guest
3. Dealing with noisy guest
4. Advising a Guest about safe storage
5. The Guest’s experience: Reporting a problem
6. Culture and Language
UNIT 7: CHECKING OUT
(Thoi gian: 10 gio)
I. MUC TIEU

1. Liét ké, so sanh cic cach hudng dan khach cac quy trinh, thu tyc tra
phong, hinh thirc thanh todn, luu y khach tu bao quan, cat gitt hanh 1y sau khi tra
phong;

2. Xu li tinh huéng c6 thé xay ra nhu: tranh chap vé hoa don, that lac hanh
1y, trao doi tién té;

3. Giao tiép trong ngit canh, tinh hudng cuy thé; ki nang viét ghi chti va hoa
don thanh toan.

I1. NQI DUNG BAI (2-4)

1. The Guest’s experience: Getting ready to leave the hotel

2. Checking a Guest out: A dispute about the bill

3. Exchanging currency

4. Storing luggage after check-out

5. The Guest’s experience: Leaving the hotel

6. Culture and Language

D. PIEU KIEN THUC HIEN MO PUN

I. Phong hoc chuyén mén héa/nha xwéng: Ngudoi duge hoc trong phong
hoc rong rai, thoang mat.

II. Trang thiét bi may moéc: Pen chiéu, man hinh, may tinh, loa, bang
I11. Hoc li€u, dung cu, nguyén vat li¢u

Giao trinh, dia CD, tai liéu tham khao; Giéy A0, A4, but 16ng, nam cham,
ghim, kep.

IV. Cac diéu kién khac: Khong
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E. NOI DUNG VA PHUONG PHAP PANH GIA
I. Noi dung

1. Kién thirc

So sanh vin hoa Viét Nam va mot sé nudc néi tiéng Anh trén thé gisi
cling nhu kién thirc vé& giao thoa van hoa trong méi trudong du lich; doc hiéu cac
van ban thong thudng, cac tai liéu chuyén moén lién quan dén du lich va nha
hang; nim vimg cac thudt ngit chuyén nganh du lich, nha hang.

2. Ky nang

Thuce hién duoc hoat dong giao tiép Tiéng Anh ¢ mirc d6 thanh thao, luu
loat trong cac tinh hudng xay ra tai noi 1am viéc; xir 1y tinh huéng nghi¢p vu co
ban trong hoat dong du lich khach san, nha hang; ky nang giao tlep, trao d6i d6i
vo1 khach hang véi nhitng tor vung méi hay mau cau thudc vé hoat dong nha
hang va khach san dugc hoc trong tirng tinh huong cu thé.

3. Mirc dd tw chit va trach nhiém: Danh gia trong qua trinh hoc tap can
dat cac y€u cau sau:

- C6 tai liéu bat budc, v ghi chép va lam bai tap.

- Tham du it nhat 80% thoi gian 1én 16p ly thuyét, 100% gio thyc hanh,
thuc tap va cac y€u cau cua mod dun dugc quy dinh trong chuong trinh mo dun.

I1. Phwong phap

1. Kiém tra thwong xuyén va dinh ky

- Péi v6i kiém tra, danh gia thuong xuyén, nha gido thiét ké cau hoi theo
murc d0 nhan thuc (trac nghiém khach quan, viét,...) dé thyc hién kiém tra, danh
gid ngay trong qua trinh giang day va dugc ghi vao gido an.

- P6i v6i kiém tra dinh ky:

S6 bai kiém tra: 3

Hinh thtc kiém tra: Thuc hanh

Thoi gian kiém tra: 1 gio/bai

- Kiém tra thuong xuyén: Dugc thyc hién trong qua trinh hoc, thong qua

hinh thic kiém tra van dap, viét trong gio hoc (trac nghiém, ty luan), voi thoi
gian lam bai 30 phiit. S6 bai kiém tra thudng xuyén: it nhat 1a 01 bai.

Pé kiém tra, ddp an va cong cu kiém tra, danh gia dinh ky dugc trinh
bay/dinh keém trong gido an.

2. Kiém tra két thic mé dun

Hinh thirc kiém tra két thac mé dun 1a thyc hién bai kiém tra tong hop,
gom kién thirc va k¥ nang thyc hanh mot hodc mot sé khau cong viée clia nghé.

- Hinh thtrc kiém tra; Ty luan, tric nghiém khach quan, bao cdo nhém

- Thoi gian kiém tra: Thoi gian lam bai kiém tra két thiic mé dun 13 2 gio.
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- Thoi gian hoan thanh dé kiém tra két thuc mé dun: theo Ké hoach cua
Truong.

- Bé kiém tra két thiic md dun duoc xay dung theo Quy dinh vé xdy dung,
quan ly va sur dung ngan hang dé thi/kiém tra hién hanh va phai thé hién rd noi
dung d& nham kiém tra, danh gia muc tiéu/chuan dau ra ndo trong chuwong trinh
mo dun.

3. Panh gia mirc do tw chi va trach nhiém

Thue hién t6t cac bai hoc thuc hanh, tich cuc véi cong viéc va tudn tha
nguyén tac trong nghé nghiép.

F. HUONG DAN THU'C HIEN MO PUN

I. Pham vi ap dung md dun: Chuong trinh m6 dun dugc su dung dé
giang day cho nghé Nghi¢p vu I€ tan, trinh d§ so cap cua Truong Cao dang Kon
Tum.

II. Huéng din vé phuwong phap giang day, hoc tip mo dun

1. Pdi véi nha gido

Pay 1a m6 dun gin 1ién voi thyc hanh k¥ nang ngoén ngit nén trong qué
trinh giang day nha giao can quan tam phat huy kha nang cua nguoi hoc bang
nhimg phuong phap day hoc tich cuc; ap dung phuong phap giao tiép vao trong
giang day; chu trong dau tu to chirc tot cac tiét thao luan, thuc hanh ca vé noi

dung 1an hinh thirc nham gay dugc hing tha cho ngudi hoc, 1am cho ngudi hoc
chu dong, tich cuc ti€p thu kién thirc nham dat dugc muc ti€u cua mod dun.

2. P6i véi nguoi hoe

Can c6 hoc liéu, gido trinh theo yéu cau ctia nha gido dé lam ngudn tai
ligu; tham khdo thém céc tai khac trén internet va ¢ thu vién s6 theo gidi thi¢u
cua nha gido dung 16p. Hoc vién phai chuan bi bai va hoan thanh cac nhi¢ém vu
duogc nha gido giao vé nha trude khi dén 16p. Thao ludn cac van dé cua tung bai
hoc va trinh bay theo nhém. Tich cuc tham gia cac hoat dong duoc nha gido to
chuc trong 16p hoc dé rén luyén cac ky nang va nang cao ning luc ngdn ngi.

III. Nhirng trong tim can chu y

M6 dun chu trong phat trién niang luc ngdn ngit cho ngudi hoc nén can
quan tam dén cac hoat dong tich hop dé phat trién ky nang.

IV. Tai li¢u tham khao
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4. ABC L. Hotel English. A Hands-On-Course For Hotel Professionals.
Ho Chi Minh: Tong hop TP Ho Chi Minh; 2010.
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V. Ghi chi va giai thich (néu cé): Khong.
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