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NGANH QUAN TRI KHACH SAN
Quin tri kinh doanh khach san (hinh thikc thi: thi viét)
. PHAN LY THUYET
1. Piac diém cua hoat dong quan tri
2. Céc chtric nang cua quan tri
3. Cap quan tri
4. Cac k¥ nang cua nha quan tri
5. San pham cua khach san
6. Pac diém cua hoat dong kinh doanh khach san
7. M0i truong kinh doanh ctia doanh nghiép khach san
8. Vai tro va déc trung cia thong tin trong hoat dong kinh doanh khach san
9. Nhitng nguyén tic co ban khi ban hanh quyét dinh
10. Nhitng yéu cau ddi véi cac quyét dinh
11. Qua trinh ban hanh quyét dinh va t6 chtrc thuc hién quyét dinh
12. Céc chi tiéu ké hoach
13. Lya chon phuong 4n chién luge va xay dung ké hoach cu thé trong khach san
14. Phan loai khach san
15. Xép hang khach san
16. B4 tri cac khu vuc trong khéach san
17. H¢ thong cac trang thiét bi may moc khach san
18. Cac loat hinh co s& luu tra chinh khac ngoai khach san
19. Cac phuong thirc dau tu vao hoat dong kinh doanh khach san
20. Quy trinh dau tu xay dyng va phat trién khach san méi
21. T6 chuc hoat dong kinh doanh luu tra
22. T6 chirc bd may cua khach san.
23. N61 dung quan tri ngudn nhan lyc cta khach san (Hoach dinh nhu cau nhan luc;

Phan tich cong viéc; Tuyén chon nhan lyc; B tri, sip xép lao dong; Pao tao va phat trién
nhan luc; Banh gia thuc hién cong viéc; Tao dong luc cho ngudi lao dong)
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24. Panh gia hi€u qua cua cong tic quan tri nhan lyc

25. Céc nhan t6 anh hudng dén chét luong dich vu

26. Chuc nang, nguyén tc cua quan tri chét luong dich vu
27. Quaé trinh quan tri chat lugng dich vu

28. Cac cong cu xiic tién hon hop trong kinh doanh khach san
II. PHAN BAI TAP

1. Quan tri doanh thu

2. Hé thdng chi tiéu hiéu qua kinh doanh

3. Béanh gid hiéu qua sir dung nhan lyc

4. Quan tri gia ban

Thuc hanh nghiép vu I€ tan (hinh thic thi: thi thuc hanh)
1. Tim hiéu vé khach san



- Khach yéu cau 12 tan gidi thi¢u cac dich vu cia khéch san va tu van san phém cho
khéch.

- Khach hoi vé gia cua khach san va nho tu van.

2. Tiép nhan yéu cau dit budng qua dién thoai

- Thuc hanh tiép nhan va xir Iy cac yéu cau dit budng cta khach ca nhan/khach doan
(truong hop khach san c6 kha nang dap tng).

- Thuc hanh tiép nhan va xir Iy cac yéu cau dit budng cta khach ca nhan/khach doan
(truong hop khach san khong c6 kha nang dap tng).

- Cap nhat thong tin cua khach vao phan mém Smile.

- Vi du tinh hudng: khach tir chdi ddt budng dam bao, khach ky kéo gia, khach san
khéng du sé lwong budng khach can nhung con cac hang budng khac, khéng con hang budng
khach yéu cu nhung con cac loai khac...

3. Tiép nhan yéu cau dit budng truc tiép

- Thyc hanh tiép nhan va xtr Iy cac yéu cau dit budng ciia khach ca nhan/khach doan
(truong hop khéch san c6 kha nang dap ung).

- Thuc hanh tiép nhan va xir Iy cac yéu cau dat budng cia khach ca nhan/khach doan
(truong hop khach san khong c6 kha nang dép ung).

- Cap nhét thong tin cia khach vao phan mém Smile.

- Vi du tinh huong khach tur chéi dat budng dam bao, khach ky kéo gid, khach san
khong du sb luong budng khéach can nhung con cac hang budng khéc...

4, Tlep nhén va xtr ly cac yéu cau stra ddi dat buong/d;ch vu da dat

- Thyc hanh tiép nhan va xu 1y cic yéu cau stra d6i cua khach ca nhan/khach doan
(truong hop khach san c6 kha nang dap ting).

- Thyc hanh tiép nhan va xu 1y cic yéu cau stra d6i cua khach ca nhan/khach doan
(truong hop khach san khong c6 kha nang dép ung).

- Cap nhat thong tin ctia khach vao phan mém Smile.

- Vi du tinh hudng: khach thay doi ngay dén, khach thay ddi ngay di, thay doi thoi
gian luu tra, khach mudn dat thém budng, khach giam sé luong budng, khach mudn doi hang
buéng, khéch dat thém dich vu don khach tai san bay...

5. Tiép nhan va xtr Iy cac yéu cau huy dit budng/dich vu da dat

- Thyc hanh tiép nhan va xir Iy cac yéu cau huy ciia khach ca nhan/khach doan.

- Cap nhat thong tin ctia khach vao phan mém Smile.

- Vi du tinh hudng: hay vi bi 6m, hay vi thay d6i lich cong tac, huy vi nghe chét lugng
dich vu khong tét, hity vi chuyén bay bi huty chuyén...

6. Lam thu tuc dang ky khéach san

- Thyc hanh tiép nhan va xu 1y cac yéu cau dang ky ctia khach ca nhan/khach doan da
dat budng.

- Thuc hanh tiép nhan va xt 1y cac yéu cau ding ky cta khach ca nhan/khach doan
chua dat budng.

- Cap nhat thong tin ctia khach vao phan mém Smile.

- Vi du tinh hudng: khong tim thy tén khach trong danh sach khach dén, khach tir
chdi dit coc, khach dén thém nguoi, khach d6i hang phong...

7. Phyc vu khach trong thoi gian luu tra

- Thuc hanh tlep nhan va xu ly yéu cau cua khach muon chuyén budng.

- Thuc hanh t1ep nhan va xir Iy yéu cau cua khach muon bao thurc.

- Thyc hanh tiép nhan va xur Iy phan nan caa khach vé trang thiét bj hoat dong khong
binh thuong.

- Thyc hanh tiép nhan va xtr 1y phan nan cta khach vé nhan vién phuc vu thiéu ny
cuoi/thiéu nhiét tinh khi phuc vu.

- Thuc hanh tlep nhén va xur ly phan nan cta khach Ve phong hoi.

- Thyc hanh tiép nhan va xir Iy phan nan cua khach vé co s vat chat ciia khach san.



- Thyc hanh tiép nhan va xt Iy tinh hudng khach dang luu tri thong bao mat tai san ca
nhan.

- Thyc hanh tiép nhan va xir 1y tinh hudng khach phan nan budng on.

- Cap nhat thong tin cta khach vao phan mém Smile.

8. Phuc vu khach thanh toan

- Thyc hanh tiép nhan va xi 1y yéu cau thanh toan cia khach ca nhan/khach doan.
Khach thanh toan béng hinh thtrc tién mat, thé tin dung, chuyén khoan.

- Cap nhat thong tin cta khach vao phin mém Smile.

- Vi du tinh hudng: Khach thic méc chi phi, khach tir chdi thanh toan tién nudc &
minibar, khach tir chéi bdi thudng may pha ca phé vi khong dung, khach yéu cau giam gia vi
diéu hoa hong trong thoi gian luu tra...

2. NGANH QUAN TRI NHA HANG VA DICH VU AN UONG
2.1.  Quan tri kinh doanh nha hang va dich vu dn uéng (hinh thic thi: thi viét)

1. Trinh bay khai niém, nhirng hoat dong co ban trong kinh doanh nha hang. Néu va
phan tich nhitng dac diém trong hoat dong kinh doanh nha hang.

2. Trinh bay sy hiéu biét vé thong tin, quyét dinh trong quan tri nha hang. Hay néu va
phan tich mét s6 nguyén tic, yau cau co ban khi ban hanh quyét dinh trong hoat dong kinh doanh.

3. Trinh bay sy hiéu biét vé t6 chic bd may trong kinh doanh nha hang. Hay néu va
phan tich céc yéu té anh huong dén t6 chic bd may kinh doanh nha hang. Cho biét nhiém vu
ctia cac chire danh: giam ddc, pho giam dbc trong cac nha hang cé quy mé 16n.

4. Trinh bay khai niém, noi dung xay dung ké hoach, cac loai ké hoach. Cho biét cac
chi tiéu ké hoach dang dugc ap dung trong hoat dong kinh doanh nha hang (c6 thi du minh hoa).

5. Trinh bay su hiéu biét vé nhan luc, quan tri nhan luc. Néu va phan tich cac nguyén
tac co ban cua quan tri nhan luc trong nha hang.

6. Trinh bay sy hiéu biét vé co s vat chat ky thuat ciia nha hang. Néu va phan tich cac
dic diém, vai tro cia co sd vat chat ky thuat trong hoat dong kinh doanh nha hang.

7. Trinh bay su hiéu biét vé quan tri co s¢ vat chat ky thuat trong hoat dong kinh
doanh nha hang. Néu va phan tich vai trd ciia quan tri co sé vat chat ky thuat trong nha hang.
Cho biét nhitng noi dung co ban cua quan tri qué trinh str dung co sé vat chat ki thuat trong
nha hang.

8. Trinh bay cac quan niém, cong thirc tong quat vé chat lwong dich vu, sy trong doi
cuia khach hang véi nha hang. Néu va phan tich cac yéu té anh huong dén chat lwong dich vu
trong nha hang.

9. Trinh bay mot sé phuong phap nghién ctru thi truong dang dugc ap dung tai cac nha
hang trong giai doan hién nay.

La nguoi quan 1y nha hang trong twong lai, Anh (Chi) tim dic véi phuong phap nao?
Tai sao0?

10. Trinh bay khai niém, ban chét, cac loai hiéu qua. Néu va phan tich cac nhan té anh
hudng dén hiéu qua kinh doanh nha hang

11. Gidi thiéu so lugc vé hoat dong kinh doanh cia nha hang noi anh (chi) da biét,
thuc tap hodc lam viéc. Néu nhiing thuan loi, kho khan trong viéc to chirc hoat dong kinh
doanh tai day.

12. Giéi thiéu cach thirc quan ly thong tin cia nha hang noi anh (chi) da tim hiéu, thuc
tap hoac lam viéc. Néu nhan xét, danh gia hoat dong trén cua nha hang.

13. Trinh bay cach thirc 1ap ké hoach phuc vy mét bita tiéc ciia nha hang noi anh (chi) da
thyuc tap hodc 1am viéc. Néu nhan xét, danh gia vé cach thic t6 chirc phuc vy tiéc cia nha hang.

14. Gigi thiéu cach thire tuyén chon nhan lyc cia nha hang noi anh (chi) dd tim hiéu,
thuc tap hoac 1am viéc. Néu nhiing thanh cdng va han ché trong viéc tuyén chon nhan lyc tai déy.

15. Trinh bay céch thirc huan luyén nhan vién cia nha hang noi anh (chi) da tim hiéu,
thyuc tap hodc lam viéc. Néu nhan xét, danh gia vé cong tac huan luyén nhan vién caa nha hang.
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16. Gigi thiéu hoat dong bao dudng co so vat chat ki thuat cua nha hang noi anh (chi)
da tim hiéu, thuc tap hoic 1am viéc. Néu nhan xét vé cong tac bao dudng co s& vat chat ky
thuat cua nha hang. .

17. Trinh bay cach thuc quan Iy va td chirc sir dung co so vat chat ky thuat cua nha
hang noi anh (chi) da tim hiéu, thuc tap hoic 1am viéc. Néu nhan xét, danh gia hoat dong trén
cua nha hang.

18. Tom tat cach thirc to chirc san xuit cua nha hang noi anh (chi) di tim hiéu, thuc
tap hoac lam viéc. Néu nhan xét, danh gia hoat dong trén cua nha hang.

19. Trinh bay céch thirc t chirc phuc vu mét bira tiéc ciia nha hang noi anh (chi) da
thyc tap hoac 1am viéc. Néu nhan xét, danh gia vé cach thic to chire phuc vy tiéc cua nha hang.

20. Gigi hiéu hoat dong kiém tra cong tac chuan bi trudc khi phuc vu khach tai nha
hang noi anh (chi) da thyc tap hodc 1am viéc. Néu nhan xét, danh gia vé hoat dong kiém tra
danh gia cong viéc chuan bj phuc vu khach cua nha hang.

21. V& so d6 t6 chirc nhan sy caa mot nha hang c6 quy mé vira (hoic nho) noi anh
(chi) d3 thuc tap hoac 1am viéc. Phan tich méi quan hé giira bo phan ché bién va bo phan phuc
vu trong so do to chirc do.

22. Trinh bay cac nhiém vu cua truéng bo phan nghiép vu ban trong nha hang, cho cac
thi du thyc té tai nha hang, noi anh (chi) da 1am viéc hoic thuc tap & minh hoa cho cac nhiém
vu da néu.

23.Mot doan khach dén nha hang dat tiéc tai noi anh (chi) 1am viéc véi cac yéu cau sb
luong khéch, muc an va cac nhu cau phu tro khac. La nguoi phyuj trach phong tiéc, anh (chi)
cho biét nhitng ndi dung chinh cua viéc to chirc phuc vu bira tiéc trén.

24. Trinh bay cach thic xay dung thuc don va danh muc db udng cua nha hang, noi
anh (chi) da thuc tap hoac lam viéc.

25. Trinh bay cach thic kiém tra, danh gia chét lugng hoan thanh cong viéc hang ngay
cua nhan vién tai nha hang, noi anh (chi) da lam viéc hoac thuc tap. Néu nhan xét, danh gia
hoat dong trén caa nha hang.

26. Bai tap tinh dinh muc khau hao nhém tai san cb dinh theo sé liéu cho truéc cua
nha hang.

27. Bai tap xéac dinh céc loai chi phi (chi phi ¢ dinh, chi phi bién d6i), diém hoa vén
cua doanh nghiép, thué VAT theo cac dit liéu cho trudc.

28. Bai tap tinh doanh thu, chi phi, lgi nhuan.

29. Bai tap tinh gia thanh, san lugng, doanh thu hoa vén caa doanh nghiép.

30. Bai tap tinh doanh thu, co cdu doanh thu va thué VAT phai nop trong qué trinh
thuc hién cac hop dong véi khach hang.

2.2.  Thuc hanh nghiép vu phuc vu ban (hinh thirc thi: thi thuc hanh)

1. Phan dat ban:

- Bt ban an trua, t6i Au theo thuc don.

- Bt ban an trua, t6i A theo thuc don.

- B3t ban dn chon mén trua, t6i Au.

- Dt ban an tiéc ngdi Au theo thuc don.

- Pit ban an tiéc ngdi A theo thuc don.

2. Phan phuc vu.

- Phuc vu moén an.

- Phuc vu d6 udng.

- Phuc vu bita 4n trua t6i Au theo thuc don.

- Phuc vu bita an trua tdi A theo thuc don.

- Phuc vu bita dn chon moén trua, t6i Au.

- Phuc vu bita an tiéc ngdi Au theo thuc don.

- Phuc vu bita an tiéc ngdi A theo thuc don.

3. NGANH QUAN TRI DICH VU DU LICH VA LU HANH
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3.1.  Quan tri kinh doanh lir hanh (hinh thic thi: thi viét)

Cau 1:

Anh (chi) hady trinh bay cac nhiém vu co ban ctaa quan tri kinh doanh Iir hanh.

Cau 2:

Anh (chi) hdy phan tich nhitng yéu t thudc méi trudng vi md trong kinh doanh Iit hanh.

Cau 3:

Anh (chi) hady trinh bay noi dung cua quan tri nhan luc trong kinh doanh I hanh.

Cau 4:

Anh (chi) hdy phan tich nhitng nhan t5 co ban anh huong dén quan tri nhan luc caa
doanh nghiép I hanh.

Cau 5:

Anh (chi) hdy trinh bay nhirng bién phap tang doanh thu cho doanh nghiép I& hanh.

Cau 6:

Anh (chi) hay phan tich vu diém va han ché cta cac mé hinh co cau té chirc cua doanh
nghiép i hanh. Trinh bay nhiém vu co ban cua ba bo phan chinh (Ban hang va tiép thi, Biéu
hanh tour du lich, Huéng dan) trong doanh nghiép lix hanh.

Cau 7:

Anh (chi) hdy phan tich nhiing nhén t6 bén trong doanh nghiép c6 anh huong dén hiéu
qua kinh doanh ctaa doanh nghiép It hanh.

Cau 8:

Anh (chi) hay trinh bay nhitng bién phép tiét kiém chi phi cua doanh nghiép li hanh.

Cau 9:

Anh (chi) hay trinh bay nhiing nhan t6 anh huong téi chat lwong chuong trinh du lich.

Cau 10:

Anh (chi) hdy trinh bay c4c bién phap dé quan ly va hoan thién chat luong chuong
trinh du lich tai doanh nghiép lir hanh.

Cau 11:

Anh (chi) hdy phan tich nhiing yéu té thuoc méi truong vi mé cua hoat dong kinh
doanh I hanh tai Viét Nam hién nay.

Céau 12:

Anh (chi) hdly phan tich hoat dong quan tri nghiép vu thiét ké chuong trinh du lich tai mot
doanh nghiép lir hanh ma anh (chi) da tim hiéu trong thyc té.

Cau 13:

Anh (chi) hay phan tich cac cong viéc can thuc hién trong giai doan chuan bi thuc hién
chuong trinh du lich cua bo phan diéu hanh chwong trinh du lich.

Céau 14:

Anh (chi) hdy phan tich hé théng kénh phan phdi chuong trinh du lich tai mét doanh
nghiép lir hanh ma anh (chi) da tim hiéu trong thyc té.

Cau 15:

Anh (chi) hdy phan tich cac hinh thie thu thap théng tin phan hoi caa khach du lich vé
chat lugng chuong trinh du lich tai mot doanh nghiép It hanh ma anh (chi) da tim hiéu trong
thuc té.

Cau 16:

Anh (chi) hay phan tich hoat dong quan tri qua trinh ban tai mét doanh nghi¢p I& hanh ma
anh (chi) da tim hiéu trong thyc té.

Cau 17:

Anh (chi) hdy phén tich cac bién phép tao dong luc cho nguoi lao dong tai mot doanh
nghiép lir hanh ma anh (chi) da tim hiéu trong thyc té.

Cau 18:

Anh (chi) hay phan tich hoat dong dao tao hudng dan vién tai mot doanh nghiép lit hanh
ma anh (chi) da tim hiéu trong thyc té.

Cau 19:



Anh (chi) hay phan tich nhitng bién phap xay dung va phéat trién mdi quan hé giira doanh
nghiép Vai cac nha cung tng dich vu du lich tai mét doanh nghiép Ir hanh ma anh (chi) da tim
hiéu trong thyc té.

Cau 20:

Anh (chi) hdy phan tich nhiing bién phap tang cuong va mo rong quan hé gitra doanh
nghiép véi khach hang tai mot doanh nghiép I hanh ma anh (chi) da tim hiéu trong thuc té.

Cau 21:

Anh (chi) hdy phan tich tac dong cua tién trinh hoi nhap kinh té quéc té ddi véi hoat
dong kinh doanh Itr hanh ¢ Viét Nam trong giai doan hién nay.

Céu 22:

Anh (chi) hiy trinh bay ¥ nghia cua giai doan chuan bi thuc hién chwong trinh déi véi
qua trinh t6 chirc thyuc hién chuong trinh du lich cia doanh nghiép I hanh.

Cau 23:

Anh (chi) hiy phan tich vai tro clia nha quan tri cap cao dbi voi hoat dong kinh doanh
cua doanh nghiép Iir hanh.

Céu 24:

Anh (chi) hay trinh bay y nghia ctia viéc nang cao chét luong chuong trinh du lich ddi
vai doanh nghiép It hanh.

Cau 25:

Anh (chi) hay phan tich noi dung hoat dong quang céo cia huéng dan vién trong qué
trinh thyc hién chuong trinh du lich.

Cau 26:

L& mot nhan vién diéu hanh chuong trinh du lich, anh (chi) ¢6 thé lam gi dé nang cao
chat luong churong trinh du lich?

Cau 27:

Vi mot doanh nghiép I hanh ¢6 quy md nho, theo anh (chi) nén sir dung loai hinh
kénh phan phéi nao? Néu rd cach thuc thuc hién va giai thich.

Cau 28:

Anh (chi) hay phan tich vai tro cua viéc tim hiéu rd khach hang muc tiéu dbi véi qua
trinh nang cao chat lugng phuc vu tai doanh nghiép lir hanh?

Cau 29:

Anh (chi) hdy trinh bay nhirng kho khan cua cac doanh nghiép I hanh & Viét Nam khi
tién hanh hoat dong quang ba san pham ra thi truong du lich quéc té.

Cau 30:

Anh (chi) hdy trinh bay nhitng phuong hudng dé tiét kiém chi phi nhan lyc trong kinh
doanh lir hanh.

3.2.  Thuc hanh nghiép vu lir hanh (hinh thiec thi: thi thuc hanh)

I. Phan cau héi 6 diém

1. Xéc dinh gia cac chuong trinh du lich Ha Noi - Ha Long - Ha Noi; Ha Noi - Ninh
Binh - Ha Noi; Ha Noi - Sa Pa - Ha Noi vai thoi lugng 2 ngay/1 dém

- Lap duoc bang ndi dung chi phi cac dich vu da va chinh xac.

- Xac dinh duoc téng chi phi ¢é dinh A, téng chi phi bién ddi b.

- X4c dinh duoc gia thanh truc tiép Ztt, gia thanh day du Zdd va gia ban G.

2. Thong tin khao sat vé thing canh Trang An (Ninh Binh), chua Bai Pinh (Ninh
Binh), vinh Ha Long (Quang Ninh), nti Fansipan (Lao Cai) dudi cac goc do sau:

- Thong tin co ban cua tai nguyén (tén goi, vi tri, lich str hinh thanh).

- Tinh chat, dic diém, céc gia tri (néu ngan gon).

- Céc loai hinh du lich ¢ thé duoc khai théc.

3. Théng tin khao sat diéu kién giao théng van chuyén duong bo va duong sat tuyén
du lich Ha Noi - Ninh Binh dudi cac goc do sau:



- Giao thong duong bo (it nhat 2 tuyén phd bién): Tén qudc 16, khoang cach, thai gian
di chuyén, cac dja danh chi yéu di qua, diém dung nghi doc dudng, thdng tin cua 2 co so
cung tng dich vu thué xe & t& du lich tai Ha Noi (tén goi cua co s, dia chi, s6 luong xe,
chung loai xe, gia thué xe 45 chd).

- Giao thong dudng sit: Tén tuyén duong sat, khoang cach, thoi gian di chuyén, céac
dia danh chi yéu di qua, ké tén 04 nha ga trén tuyén.

4. Thong tin khao sat diéu kién giao théng van chuyén duong bo va duong hang khdng
tuyén du lich Ha Noi - Ha Long dudi cac goc do sau:

- Giao thong duong bo (it nhat 2 tuyen pho bién): Tén qudc 16, khoang cach, thoi gian
di chuyén, cac dia danh chu yéu di qua, diém ding nghi doc dudng, théng tin cua 2 co s¢
cung tng dich vu thué xe & t& du lich tai Ha Noi (tén goi cua co so, dia chi, s6 luong xe,
chung loai xe, gia thué xe 45 chd).

- Giao thong duong hang khong: Tén don vi cung tng dich vu bay, thoi gian di
chuyén, loai may bay, sirc chua, vi tri cac diém cét - ha canh.

5. Théng tin khao sat diéu kién giao théng van chuyén duong bo va duong sit tuyén
du lich Ha Noi - Sa Pa dudi cac goc do sau:

- Giao thong duong bo (it nhat 2 tuyén phd bién): Tén qudc 16, khoang cach, thai gian
di chuyén, cac dia danh chu yéu di qua, diém dung nghi doc duong, thong tin cua 2 co s
cung tng dich vu thué xe & td du lich tai Ha Noi (tén goi cua co s, dia chi, s6 luong xe,
chung loai xe, gia thué xe 45 chd).

- Giao thong duong sat (Ha Noi - Lao Cai): Tén tuyén duong sat, khoang cach, thoi
gian di chuyén, cac dia danh cha yéu di qua, ké tén 04 nha ga trén tuyén.

6. Xay dung cac chuong trinh du lich: Ha Noi - Quang Ninh - Ha Noi; Ha Noi - Ninh
Binh - Ha Noi; Ha Noi - Sa Pa - Ha Noi, Ha Noi City tour:

- Poan khach va muc dich chuyén di cu thé.

- Thoi luong 2 ngay/1 dém.

- Chui @8, tén chwong trinh du lich, lich trinh chi tiét.

I1. Phan cau héi 4 diém

1. Xir Iy tinh hudng trong vai tro 1a diéu hanh chwong trinh du lich

- Khi chuyén bay cua doan khéch tdi tré.

- Khi s6 luong khéch thyc té it hon so véi s6 lwong khéch trong danh séch ma doanh
nghiép 1t hanh nhan dugc.

- Khi khach yéu cau thay doi nha hang; nha hang thong béo thay dbi dia diém an.

- Goi dién dé dat dich vu an, dich vu luu trt, dich vu van chuyén (6 t6, tu hoa, tau
thuy du lich...), vé tham quan, vé dich vu vui choi giai tri... cho doan khéch.

- Khi huéng dan vién du lich bi thuong va khong thé tiép tuc thuc hién cong viéc.

- Khi khéch phan hoi (feedback) vé thai do phuc vu khdng tét cua hudng dan vién du
lich.

2. Xur ly tinh huéng trong vai tro 12 nhan vién tu van va ban chwong trinh du lich trong
doanh nghiép I hanh

- Khi gia chuong trinh du lich cao hon so vdi gid chuong trinh du lich cua don vi &
hanh khac trong khi lich trinh 1a giéng nhau.

- Khach hang ban khoin vé chét luong ciia chuong trinh du lich trong lan mua dau tién
6 mot doanh nghiép I hanh.

- Khi khach néi chuwong trinh du lich chura phit hop véi mong mudn cia khach.

- Khi khach ban khoan vé nhiéu hoat dong anh huong toi sac khoé cia nguoi gia va
tré em trong doan.

3. Xay dung diéu khoan vé noi dung, gié ca, truong hop huy chuong trinh du lich caa
hop ddng du lich gitra doanh nghiép lit hanh véi doan khach.

4. Xay dung diéu khoan vé dich vu, gia ca va hinh thtc thanh toan caa hop déng du
lich gitra doanh nghiép lit hanh véi nha cung tng dich vu van chuyén.



4. NGANH HUONG DAN DU LICH
4.1. Ly thuyét nghiép vu (hinh thic thi: thi triac nghiém)

Mon thi: Ly thuyét nghiép vu &p dung dé thi tét nghiép déi véi trinh do cao dang
nganh Huéng din du lich, bao gém néi dung caa cac mén hoc: mdn Ly thuyét nghiép vu
huéng dan du lich, mén Tuyén diém du lich Viét Nam va mén Ly thuyét nghiép vu it hanh.
Cac cau hoi trac nghiém duoc xay dung theo dang cdu c6 4 phuong an tra |1, trong d6 chi cd
1 phuong an tra lo1 ding.

- Pé thi gom 40 cau hoi, mdi cau hoi c6 biéu diém 1a 0,25 diém, vaéi ty 1& cac cau hoi
trong dé thi nhu sau: mon Ly thuyét nghiép vu huéng dan du lich 50%, mén Tuyén diém du
lich Viét Nam 25% va mon Ly thuyét nghiép vu lit hanh 25%.

- Thai gian 1am bai: 60 phut (khdng ké thoi gian phat dé).

- Thi sinh 1am bai vao Phiéu tra loi tric nghiém.

- Thang diém: 10 diém.

I. N§i dung 6n tap mon Ly thuyet nghiép vu huéng dén du lich

1. Ngi dung vé tong quan nghe hweng ddn du lich

- Su ra doi ctia nghé hudng dan du lich: thoi gian ra doi, can ctr nhu cau nao.

- Vai trd caa nghé huéng dan du lich: vai tro chung, vai tro “cau ndi van hoa”.

- Pic diém nghé huéng dan du lich: dic diém chung, dic diém vé thoi gian 1am viéc.

- Nhiém vu va chirc nang caa HDV du lich.

- Phan loai HDV du lich: HDV du lich quéc té, HDV du lich ngi dia, HDV du lich
sudt tuyén, HDV du lich tai diém.

- Noi dung trong Luat Du lich nim 2017: du lich, chuong trinh du lich, huéng dan du
lich, HDV du lich, HDV du lich quéc té, khach du lich nuéc ngoai.

2. Ngi dung vé Té chikc chwong trinh du lich

- Giai doan chuan bj trugc chuyén di: cong viéc cia HDV du lich.

- Giai doan t6 chuc thic hién chuyén di:

+ Nhiém vu cia HDV du lich tai diém tham quan, tai dia diém tra khéch, tai khach san
khi nhan phong.

+ Nhiém vy caa HDV du lich d6n va tién khéch tai san bay; lién hé lai xe khi don doan
khach.

+ Thu tuc dang ky khach san, Nguyén tic wu tién khi sap xép phong cho doan khach.

+ T chirc an ubng cho doan khéch.

+ Phuong phap quan ly doan khach.

- Giai doan sau chuyén di: cong viéc cua HDV du lich sau chuyén di, thu thap théng
tin sau chuyén di, viét bao céo.

3. Ngi dung vé Phurong phdp huéng dén tham quan

- Xay dyng bai thuyet minh:

+ Yéu t6 co ban cu thanh hoat dong tham quan.

+ Nguyeén tic xay dung bai thuyét minh; Loai théng tin hap dan.

+ Két cu bai thuyét minh; Noi dung thﬁng tin cua mdi phan trong bai thuyét minh.

+ Noi dung thuyét minh tai diém du lich va theo tuyén diém du lich.

- Phuong phap thuyét minh:

+ Quy trinh thuyét minh tai diém du lich: quy trinh chung, cach sip xép doan khach,
khoang céch.

+ Cur chi cia HDV du lich khi thuyét minh.

+ Cac phuong phép thuyét minh.

+ Phuong phap hudng dan tham quan tai bao tang, dén miéu, diém du lich ty nhién c6
dién tich rong.

+ Phuong phap thuyét minh trén xe di chuyén.

4. Néi dung vé tinh huédng va trd loi cau héi



- V@ tra loi cAu hoi: cach dat cau hoi véi doan khach; yéu cau khi tra 1oi clu
hoi;phuong phap tra 16i cau hoi; cach tra loi cdu hoi kho, cau hoi khiéu khich va khéch lién
tuc hoi.

- Vé xtt ly tinh huéng:

+ Céc yéu cau chung, HDV du lich 1am gi dé han ché rui ro.

+ Tinh hudng cu thé: Chuyén bay bi hoan, khach muén doi phong, khach bi chay mau
nhe, khach bi nga, khach vi pham noi quy, khach bi say nang, khach yéu cau thay d6i chuong
trinh du lich, khach bi ran can.

5. Ngi dung vé cac ki ning khdc

- Ky nang chup anh: vai tro, cach dé c6 1 birc anh dep.

- Ky nang so cap cuu: vai tro, muc dich.

- Ky ning giao tiép: vai trd, moi quan h¢ véi nha cung cap dich vu.

I1. Ngi dung 6n tap mon Tuyen dlem du lich Vigt Nam

1. Ngi dung: Mét sé vin dé co ban vé tuyén diém du lich

- Khéi niém: Biém du lich, Khu du lich, Ving du lich.

- Khai niém: Tuyén du lich, tuyén du lich lién ving, tuyén du lich dia phuong, tuyén
du lich quéc té, tuyén du lich ndi ving, tuyén du lich chuyén dé (tuyén du lich tam linh).

- Yéu t6 co ban hinh thanh tuyén du lich.

- Phan biét: tuyén du lich - tuyén giao théng, tuyén du lich quéc té - tuyén du lich quéc
gia, tuyén du lich noi viing - tuyén du lich lién ving, diém du lich chinh - diém du lich b6 trg
trén tuyén, trung tdm du lich - ving du lich, tuyén du lich giai tri - tuyén du lich mao hiém.

2. Ngi dung vé céac vang du lich

- Ving du lich Trung du, mién nai phia Bic: cac tinh, cang hang khong, hé théng
duong thay, tuyén du lich tiéu biéu, quéc 16 2, qudc 16 3.

- Vung du lich dong bang séng Hong: tuyén du lich tiéu biéu, cac diém du lich cua
tuyén du lich Hai Phong - Ha Long - Mdng Cai va tuyén du lich Ninh Binh - Thanh Hoéa, dao
Quan Lan, khu du lich Tam Pao, di tich Cén Son - Kiép Bac, quéc 16 5B.

- Vung du lich Bic trung b va Duyén hai mién Trung: tuyén du lich Thanh Hoa -
Nghé An, thanh phd Da Ning, tinh Quang Ngii, sin bay Cam Ranh, san bay Phu Cat, vuon
quéc gia Phong Nha - Ké Bang, phé ¢6 Hoi An.

- Vung du lich Bong Nam Bo: c4c tinh thanh, diém du lich Dia dao Cu Chi.

- Vg du lich Bong bang séng Ciru Long: cac tinh thanh, loai hinh du lich séng nuéc.

I11. N§i dung 6n tap mon Ly thuyét nghiép vu lir hanh

1. Ngi dung vé Mgt sé vin dé co ban ciia hoat dgng li# hanh

- Sy ra doi cua kinh doanh Iir hanh: Thomas Cook.

- Doanh nghiép kinh doanh lir hanh: muc tiéu caa doanh nghiép It hanh, céc loai hinh
doanh nghiép lir hanh, cac san pham cua doanh nghiép lix hanh, cac dich vu cua doanh nghiép
kinh doanh I hanh qudc té, ddi tugng khach va nghia vu cta doanh nghiép kinh doanh lix
hanh noi dia.

- Bo phan Biéu hanh: chirc ning, nhiém vu va cong viéc cua ngudi diéu hanh, phan
biét vé yéu cau va cong viéc cia ngudi didu hanh véi hudng dan vién du lich.

2. Ngi dung vé Nghién cizu nhu cdu khach du lich va khd néng cung #ng trén tuyén
diém du lich

- Nghién ciru nhu cau khéch du lich: ndi dung nghién cau, nghién ciru kha niang thanh
toan cua khach du lich.

- Nghién cttu kha niang cung tng trén tuyén: ndi dung nghién ciu, nghién ctu vé tai
nguyén du lich, nghién curu céc dich vu du lich.

3. Ngi dung vé Thiét ké chwong trinh du lich

- Céc thanh phan cua chuong trinh du lich, wu va nhuoc diém cia chuong trinh du lich
tron goi.

- Tén goi va chu dé cua chuong trinh du lich: y8u ciu, 4p dung tén goi cu thé tai diém
du lich vinh Ha Long.



- Xac dinh gia cua chuong trinh du lich: trinh tu xac dinh gid; cac loai chi phi; cong
thirc tinh gi4; p dung dé tinh gia thanh tryc tiép, gia ban sau thué caa mot chuong trinh du
lich cu thé.

4. Hogt déng xuc tién hén hgp va ban chwong trinh du lich

- Céc cbng cu xuc tién hdn hop: Quang céo.

- C4c kénh phan phéi: Kénh phan phdi truc tiép va kénh phan phéi gian tiép.

- Céc hinh thac ban hang.

- Cong viéc cua doanh nghiép I hanh sau ban hang.

5. Ngi dung vé Té cheec thuc hién chwong trinh du lich

- Céc giai doan t6 chic thyc hién chwong trinh du lich.

- Giai doan truéc khi té chirc chuong trinh du lich: ¢éng viéc cua nguoi diéu hanh.

6. Ngi dung vé cac nghigp vu khéc

- Hop ddng du lich: khéi niém, yéu cau vé thé thic, loai hop dong giira doanh nghiép
[ hanh véi dai ly I hanh, gitta doanh nghiép Iir hanh véi khach du lich.

- Khéai niém vé xuét canh, cac loai ho chiéu.

4.2. Thuc hanh nghiép vu huwéng dan du lich (hinh thirc thi: thi thuc hanh)

I. Phan 1: CAu triic dé thi

Go6m 3 nhom cau hoi:

- Nhom cau hoi thuyét minh: 1 cau

- Nhom cau hoi xir Iy tinh huéng: 1 cau

- Nhom céu hoi lién quan dén té chic thuc hién chuong trinh du lich: 1 cau

I1. Phan 2: Ndi dung dé thi

1. Phan 1 (nhém cau héi thuyét minh): 5 diém

- Pay 1a nhom céu hoi yéu cau thi sinh thuc hién cong tac thuyét minh tai diém tham
quan hoidc trén phuong tién di dong theo cac tuyén, diém tham quan di dwoc hoc trong
chuong trinh va theo ting ddi twong khéch cu thé.

- Nhém céu hoi nay nham danh gia k¥ nang thuyét trinh truéc dam dong cua thi sinh
bao gom: k¥ ning trinh bay thong tin, nét mat, cir chi diéu bo va su tu tin ciia nguoi hoc.

- Thi sinh c6 thoi gian chuan bi dé 10 phut va trinh bay trong khoang thoi gian téi da 5
phat. M&i cau hoi ¢6 biéu diém 1a 5 diém duoc chia l1am 2 phan:

+ Noi dung théng tin thuyét minh: 3 diém

+ Ky nang thuyét minh: 2 diém

Noi dung On tap

- Téng quan Ve lich st hinh thanh, kién tric tong thé Vian Miéu - Quéc Tir Giam;

- Gidi thiéu vé Khué Vin Cac; khu vuc nha bia tién s§ trong khu di tich Van Miéu -
Quéc Tu Gidm

- Tong quan Vé lich sir hinh thanh dén Ngoc Son va hé Hoan Kiém

- Gi6i thiéu khéi quat vé vinh Ha Long (Quang Ninh)

- Tong quan vé bao tang Dan toc hoc Viét Nam,

- Gi6i thiéu kién trdc ngdi nha Dai cua ngudi E Dé; 1& Cap sic caa ngudi Dao dé trong
Bao tang Dan toc hoc Viét Nam

- Gidi thiéu vé tuyén phd Dién Bién Phu trong churong trinh Citytour Ha Noi

- Gigi thiéu tong quan vé tinh Bac Ninh va tinh Quang Ninh

- Gidi thiéu tong quan vé Di san vin héa thé gisi phd ¢6 Hoi An (Quang Nam), Di san
thién nhién thé gioi Phong Nha - K¢ Bang (Quang Binh) va chg noi Cai Rang

- Gi6i thiéu tong quan vé cho ndi Cai Réng (Can Tho)

2. Phdn 2 (nhém cau héi xa Iy tinh hudng): 3 diém

- Pay 1a nhém cau hoi yéu cau thi sinh thyuc hién ky ning xir ly tinh hudng phéat sinh
trong qua trinh t6 chtc thuc hién chuong trinh du lich.

- Nhém cu hoi ndy nham danh gia kha nang linh hoat, sy théng minh va khéo léo cua
thi sinh khi xir ly cac tinh huéng nghiép vu.
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- Thi sinh ¢6 thoi gian chuan bi dé 5 phat va trinh bay trong khoang thoi gian tbi da 5
phat. M&i cau hoi ¢6 biéu diém 1a 3 diém, duoc chia lam 2 phan:

+ Céch thuc xir 1y tinh huéng: 2 diém

+ Tinh kha thi caa phuong an xt 1y: 1 diém

Noi dung 6n tap

Thuc hanh xir Iy cac tinh huéng sau:

- P6n doan tai san bay nhung bi thiéu khéach; chuyén bay cua doan dén tré; xe 6 to trén
duong di san bay don doan bi hong

- Khach bj mét vi tién khi di tham quan; khach Iy trom hién vat tai khu trung bay.

- Poan khach bi ngudi ban hang rong 1am phién khi dang tham quan

- Poan khach dén sém 2h - 3h so véi gio quy dinh check in caa khach san; Poan
khéch mudn déi phong khach san;

- Khéch bi ngo doc thire an; Poan khach mudn d6i nha hang an

- Khach muén bo diém tham quan trong chuong trinh;

- Khéch gay mét trat tu gay anh hudng dén cong tac thuyét minh caa HDV

- Lai xe dén mudn so vai gio hen cua doan

- Khéch bi rin cin, bi say nang trong qué trinh thuc hién CTDL

3. Phdn 3 (nhém cau héi lién quan dén Ky nding té chirc thuc hién chwong trinh du
lich): 2 diém

- Pay 12 nhom ciu hoi yéu cau thi sinh thuc hién k§ ning t6 chic thuc hién chuong
trinh du lich. Néi dung cau héi lién quan dén toan bo cac tuyén diém tham quan da hoc trong
chuong trinh thuc hanh.

- Nhém cau hoi nay duoc sir dung nham dénh gia ki nang té chuc, quan 1y doan khach
trong chuyén di.

- Thi sinh c6 thai gian chuan bi va trinh bay trong khoang thoi gian ti da 3 phat.

- Mdi cau c6 biéu diém la 2 diém.

Noi dung 6n tap

Thi sinh thuc hién 1 trong cac nhiém vu:

+ On dinh doan khach va nhic nhd khéach céch sir dung cac trang thiét bi, giir gin vé
sinh trén xe 0 t6;

+ Gidi thiéu cho doan khach vé khéach san tai Ha Long va nhic nhé khéach vé céc thu
tuc nhan budng khéch san;

+ Gi6i thiéu thuc don bira an trua tai nha hang ¢ Ha Long;

+ Nhac nhé doan khach trudc budi tham quan Vinh Ha Long;

+ Gidi thiéu mot tro choi va luét choi trén 6 t6 cho doan khach;

+ Nhéc nho trudc budi mua sam tai cho dém Ha Long cho doan khéch;

+ Nhic nhé doan khach trudc budi tham quan di bo trong thanh phd Ha Noi;

+ Nhic nhé doan khach trudc budi tham quan lang gém Baét Trang;

+ Nhic nhé va dan do trude diém ding nghi doc dudng cho doan khach;

+ Nhéc nho trudc budi mua sam tai cho gdm Bat Trang cho doan khach

+ Nhic nho doan khach truge budi tham quan dén Ngoc Son;

+ Giagi thiéu moét tro choi va luat choi cho doan khach trong chuong trinh Gala dinner;

+ Nhic nhé doan khach trudc budi tham quan ban Cét Cét;

+ Hudng dan va nhic nhd doan khach trude khi di chuyén bang cap treo tai Khu du lich
Sunworld Fanxipan Legend,;

+ Hudéng dan doan khach lam céc thi tuc hai quan xuat canh tai cira khau Ha Khau;

5. NGANH KY THUAT CHE BIEN MON AN

5.1.  Quan tri tac nghiép ché bién mén in (hinh thic thi: thi viét)
Céau 1:
Anh (chi) hiy trinh bay dic diém cua san phim mon an.
Céau 2:
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Anh (chi) hiy trinh bay cac dic diém cua nha hang doc 1ap.
Cau 3:
~ Anh (chj) hay trinh bay ddc diém cua loai hinh kinh doanh ché bién va phuc vu an

uong di dong..

Cau 4:

Anh (chi) hay trinh bay khai niém thi truong kinh doanh, ché bién mon an. Néu dic
diém ctia nhu cau vé mon an.

Cau 5: ‘ o

Anh (chi) hay trinh bay phan doan thi truong cau trong kinh doanh ché bién mon an.

Cau 6:

Anh (chi) hay trinh bay khai niém, noi dung caa chi phi ¢6 dinh.

Cau7:

Anh (chi) hdy trinh bay dac diém cua chi phi nguyén li¢u thyc pham va chi phi nang
lugng che bien.

Cau 8:

Anh (chi) hay trinh bay khai niém va cach tinh gia thanh san pham ché bién.

Cau 9:

Anh (chi) hay trinh bay cac nhan td chi quan anh huong téi gia thanh san pham ché bién.
Cau 10:

Anh (chi) hay trinh bay cac nhan t6 khéch quan anh huong téi gia thanh san pham ché bién.
Cau 11:

Anh (chi) hay trinh bay cac bién phap ha gia thanh san pham ché bién.

Cau 12: ’ ‘

Anh (chi) hdy trinh bay cac chién lugc diéu chinh mic gia co ban.

Cau 13: ’

Anh (chi) hdy trinh bay khai niém lgi nhuan va céc céach toi da hoa lgi nhuan.

Cau 14:

Theo Anh (chi), ké hoach la gi? K& hoach c6 thé dugc phan loai nhu thé nao?

Cau 15:

Anh (chi) hay trinh bay ndi dung cong tac ké hoach trong cac co s¢ kinh doanh ché
bién cac san pham an udng.

Cau 16:

Anh (chi) hay trinh bay cac loai muc tiéu san luong cua ké hoach kinh doanh cac san
pham an ubng; cac loai myc tiéu d6 c6 quan hé véi nhau nhu thé nao?

Cau 17:

Anh (chi) hay trinh bay muc tiéu va cac yéu té anh huong dén viéc lya chon vi tri kinh
doanh in udng.

Cau 18:

Anh (chi) hay liét ké cac nhém khach hang chinh va trinh bay cac cach lya chon qua
trinh san xuét cua co so ché bién cac san pham an udng.

Cau 19:

Anh (chi) hdy trinh bay céc nguyén tic, yéu cau cua bd tri mat bang san xuat ché bién
mon an.

Cau 20:

Quan Iy chat lugng tong hop TQM Ia gi? Anh (chi) hdy trinh bay muc dich va ddi
tuong cua hé thong quan ly chat luong.

Cau 21:

Luong nguyén liéu thuc phidm can du trit 1a gi? Anh (chi) hdy trinh bay cach tinh
lwong nguyén liu thuc pham can du tri.

Cau 22:

Anh (chi) hdly néu céc cin cir va trinh bay cach tinh luong nguyén liéu thuc pham can mua.

Cau 23:

12



Anh (chi) hdy trinh bay cac nhiém vu va ndi dung cua cong tac té chac, quan ly kho
trong bo phan ché bién mon an.

Cau 24:

Anh (chi) hay trinh bay nhitng yéu cau chung ddi vai cac khu vuc san xuit ché bién
mon an.

Céu 25:

Anh (chi) hay trinh bay nhitng yéu cau cu thé ddi véi khu vire so ché cit théi.
Céu 26:

Anh (chi) hay trinh bay nhitng yéu cau cu thé ddi véi khu vuc ché bién.

Céu 27:

Anh (chi) hay cho biét vai trd ciia quan tri nhan sy b phan ché bién moén an.
Céu 28:

Anh (chi) hay trinh bay cac nguyén tic quan tri nhan sy bo phan ché bién mon an.
Céu 29:

Anh (chi) hiy trinh bay dic diém cta nhan sy bo phan ché bién mon an.

Cau 30:

Anh (chi) hay néu céc noi dung quan tri nhan sy bo phan ché bién mon an. Néu chi tiét
ndi dung tuyén dung lao dong.

Cau 31:

Anh (chi) hdy phan tich cac yéu té tac dong dén ké hoach ché bién va kinh doanh cac
san pham an uéng.

Cau 32:

Anh (chi) hdy so séanh su khac nhau vé quan tri khu vuc so ché cét thai voi khu vuc
ché bién.

Cau 33:

Anh (chi) hay so sanh su khac nhau vé quan tri khu vuc chia, xuét thie an véi khu vuc
ché bién.

Cau 34:

Anh (chi) hay phan tich nhitng yéu t6 gay mat an toan khi st dung thiét bi dién trong
khu vuc ché bién.

Cau 35:

Anh (chi) hay phan tich nhitng yéu té gdy mat an toan khi sir dung thiét bi gas trong
khu vuc ché bién.

Cau 36:

Anh (chi) hay phan tich nhitng yéu t6 gay mét an toan khi sir dung dung cu sic nhon
trong hoat dong so ché, cit thai trong khu vuc ché bién.

Cau 37:

Anh (chi) hdy néu muc tiéu, yéu cau b tri san xuat ché bién moén in; nha bép co thé
bé tri mat bang ché bién thanh nhitng khu vuc nao?

Cau 38:

Chat Iuong 1a gi? Anh (chi) hay trinh bay cac tinh chét dic trung cua chat luong san
pham va c4c yéu to anh hudng dén chat luong san pham an uéng.

Cau 39:

Anh (chi) hdy néu cac bi¢n phap kiém soat chii yéu cua hé thdng quan Iy chét luong
HACCP; lién hé thyc té hién nay tai cac co so kinh doanh an udng.

Cau 40:

Anh (chi) hay trinh bay va phan tich cic wu diém, nhugc diém cua hai hinh thuc cap
phat nguyén liéu; lién hé thuc té hién nay tai cac co sé kinh doanh an uéng.

Cau 41:

Anh (chi) hay phan tich méi quan hé giira loi nhuan véi doanh thu va chi phi.

Cau 42:
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Anh (chi) hdy cho biét cac bién phap can thiét khi sir dung cac dung cu chira dung va
dao thét @& dam bao vé sinh an toan thuc pham.

Cau 43:

Anh (chi) hdy cho biét céc bién phéap can thiét dé dam bao an toan cho ngudi lao dong
khi st dung 10 nudng dién va céc thiét bi co.

Céu 44:

Anh (chi) hay cho biét cach sip dit va st dung ti lanh nhu thé nao dé ¢ hiéu qua nhat?

Cau 45:

Anh (chi) hay trinh bay xu huéng chon vi tri kinh doanh an udng trén thé gioi va Viét
Nam hién nay.

Cau 46:

Anh (chi) hdy cho biét chat lugng moén an 1a gi? Chat lugng mén an trong thuc té bi
anh huong bai cac yéu t nao ?

Cau 47:

Anh (chi) hdy trinh bay yéu cau va cach kiém tra chat luong san pham an ubng bang
phuong phap cam quan. Lién hé thyc té hién nay tai cac co so kinh doanh in udng.

Cau 48:

Anh (chi) hdy cho biét cach lap dit hé thong bép gas va s dung bép gas nhu thé nao
dé c6 hiéu qua va an toan trong khu vuc ché bién moén an?

Cau 49:

Anh (chi) hiy trinh bay va phén tich uu diém va nhugce diém cua hai hinh thic thu
mua nguyén liéu thuc pham phuc vu cho ché bién moén an.

Cau 50:

Anh (chi) hay trinh bay nhiém vu va yéu cau caa cong tac tiép nhan nguyén ligu thuc
pham, lién hé thuc té hién nay tai cac co sé kinh doanh an uéng.

5.2.  Thuc hanh ché bién mén an (hinh thic thi: thi thuc hanh)

STT Tén mon in Ghi chu
1. Nom thap cam
2. NOm xoai tbm thit
3. XUp ga ngb hat
4. | Xap ga cua bé
5. Dung luon
6. Nem hai san
7. Nem ran dua gop
8. | Nem cudn
9. | BUnéc
10. Bdn cha Ha Noi
11. Bdn tron Nam Bo
12. | BUn bo gid heo Hué
13. Goi ca lang
14, Ca qua cudn ran xdt chua ngot
15. | Cakhotd

14



16.

Ca x6t ngii lidu

17. Canh cd om mang cay

18. | Céboc giay bac nuéng

19. | ChacalLa Vong

20. | Tém vién tuyét hoa

21. | Tém bao mia

22. Muc chién xu

23. | Muc nhdi tring mudi

24. | Oc hap la gung

25. |Chaéc

26. Lwon om chudi dau

27. Luon boc m& chai nuong

28. Thit lon nudng sa 6t

29. | Thitlon nau cary

30. Dé tai chanh

31. | D& ham thubc bac

32. Chim cau quay

33. | Tho nudng la chanh

34. | Vit nau dira

35. Ga xé phay

36. | Ganau cary xanh Théi Lan

37. My xao thit bo

38. Com rang thap cam

39. | Casong hap tau xi (Trung Quéc)
40. | Bo xdt tiéu den (Trung Qudc)
41. | Gagdi giay (Trung Québc)

42. | Xap tbm cay (Thai Lan)

43. | Chaca (Thai Lan)

44, Gimbap (com cudén Han Qudc)
45. | Japchae (mién tron Han Quéc)
46. | B0 cudn rau cu voi xbt Teriyaki
47. | Tém chién Tempura

48. | Ga nudng véi xot Teriyaki

49. Com cudn Nhat Ban (shu shi)
50. | Xalat Hy Lap (salade grecque)
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Xa lat my va tao do (salade de nouilles aux pommes

oL rouge)

52. Cocktail tdm (cocktail de crevettes)

53. | Xa lat khoai tay (salade pommes de tere)

g, | Xaldtca hoi hun khéi voi nuéc ?«‘)t kiéu Phap
(saelmon salad with French dresing)

g5 | Xalat rau nuéng va x6t 14 thom kiéu Y (salade de
Iégumes grilles au sauce pesto)

56. | Xalat Nga (salade a la russe)

57. | Bo ham kiéu Mé Hi Cb (goulache de boeuf)

58. | Ga nau kiéu Marengo (poulet & la marengo)

59. | Than lon nhdi pho mét (filet de porc farci de fromage)

60. | Xap kem ga (créme de volaille)

61. | Xdap tdm hum (bisque de homard)

62. | Than ca tuyét hap (filet de lotte & la vapeur)

63. Ca x6t bo chanh (poissons meunier)

64. My Y xa0 kem nam (spaghety carbonara)

65. | Than lon tam bot ran (escalope de pocr panné)

66. | Xap kem bi do (soupe a la creme portiron)

67. My Y xao x4t bo bam (spaghetty bolognaise sauce)

68. | Cua bé nhdi bo 10 (crabe farci)

69. Bénh cubn Ba Lan (cromesquis & la polonaise)

2o, | Tom nuéng an kém voi x6t Ha Lan (crevettes grillée
avec la sauce hollandaise)

71. | Gio ga (gélatine de volaille)

79 Than ga nhdi pho mét (filet de poulet farci de
fromage)

73. Vit ndu cam (canard a ’orange)

74. | Thit bo cudn rau cu (rouleaux de bouef aux le’gume)

75. | My Y bo 10 (lasgana)

76. B(‘? n,u('):ng an kem Yéri xf}t béarnaise (steak de boeuf
grillée a la sauce béarnaise)

., |Cca hdi nuéng dn kém xét chanh leo (grillées filet
salmon avec sauce passion)

78. Chim cat nhoi hat dé cuoi (caille farci aux pitaches)

79 Suon ciru nudng va xot 14 thom (cootes d’ageau grilée
au sauce herbes)

80. | Tom x4t cay (crevettes avec la sauce piquante)
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NGANH KINH DOANH THUONG MAI

Tong quan kinh doanh thwong mai (hinh thirc thi: thi viét)

1. Trinh bay déi twong, nhiém vu va dac diém cua kinh doanh thuong mai

2. Trinh bay néi dung cua kinh doanh thuong mai theo co che thi truong )

3. Phén tich anh hudng cua cac yeu to thudc moi truong vi mé va vi moé dén hoat dong

kinh doanh thuong mai

4. Trinh bay khéi niém, dic diém va vai tro cua dich vu phét trién kinh doanh. Theo

anh chi khach hang chinh cua dich vu phét trién kinh doanh 13 ai

5. Trinh bay khai niém kinh doanh trén mang dién ti. Néu wu thé caa kinh doanh trén

mang dién tir so vai hoat dong kinh doanh truyén thong

6. Trinh bay vu nhugc diém cua kinh doanh thwong mai dién tir va cac diéu kién dam

bao cho kinh doanh thuong mai dién tir

6.2.
hanh)

7. Trinh bay khai niém, dic diém, vai trd caa kinh doanh da cap

8. So sanh su khéc nhau giira mé hinh kinh doanh da cap chan chinh va mé hinh thap 4o
9. Phan tich dic diém va wu thé caa kinh doanh theo chudi

10. So sanh sy khac nhau giita kinh doanh thuong mai da qubc gia va xuyén qubc gia

Nghiép vu mua ban hang trong doanh nghiép thwong mai (hinh thirc thi: thi thuc

|. PHAN LY THUYET

Bai 1: Téng quan vé mua ban hang hoa trong doanh nghiép thwong mai
1. Khai ni¢m mua hang va vai tro mua hang

2. Khai niém ban hang va vai tro ban hang

3. Céc hinh thirc mua hang

4. Pac diém cua nghiép vu mua ban hang trong diéu kién kinh doanh hién nay
Bai 2: Nghiép va mua hang theo hgp dong

1. Khéi niém, dic diém caa mua hang theo hop ddng

2. Quy trinh nghiép vu mua hang theo hop dong

3. Thuc hanh xir ly céc tinh hudng phat sinh mua hang theo hop déng

- Khi ngudi ban hang khong giao dung vé sé luong, chat lugng, chung loai hang.
- Khi nguoi ban khong giao ding dia diém, thoi gian.

Bai 3: Nghiép va mua hang khong c6 hep déng

1. Khai niém va dac diém nghiép vu mua hang khdng c6 hop dong

2. Quy trinh nghiép vu mua hang khéng c6 hop dong

3. Xtr ly cac phat sinh mua hang khéng c6 hop ddng

- Khi nguoi ban khong giao hang diing sé luong, chét lugng, chung loai.
- Khi nguoi ban khong giao ding dia diém, thoi gian.

Bai 4: Nghiép vu ban bubn

1. Khéi niém va dic diém nghiép vu béan buén

2. Céc hinh thirc ban bubn

3. Quy trinh nghiép vu ban budn

4. Thyc hanh xi ly cac tinh hudng phét sinh khi ban buén

- Khi khach hang thanh toan cham.

- Khi khach hang tra lai hang.

- Cac truong hop khac.

Bai 5: Nghiép vu ban 1é

1. Khéi niém va dic diém nghiép vu béan 1é

2. Cac hinh thtrc ban Ié

3. Quy trinh nghiép vu ban lé

4. Thyc hanh xu ly céc tinh hung phéat sinh khi béan lé
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Bai 6: Nghiép vu mua, ban hang truc tuyén

1. Khéi niém va dic diém ciia mua, ban hang truc tuyén

2. Céc hinh thirc mua, ban hang truc tuyén

3. Quy trinh nghiép vu mua, ban hang truc tuyén

4. Thyc hanh xu ly tinh huéng mua, ban hang truc tuyén

Il. PHAN THUC HANH

1. Thwe hanh Pon dat hang

2. Thuc hanh phiéu mua hang

3. Thuc hanh hoan thién hep dong thwong mai

CAU TRUC BE THI:

Dé thi gébm: 3 cau.

- Cau 1: Bai tap tinh hudng lién quan dén nghiép vu mua bén hang cé hop ddng, mua
ban hang khong c6 hop dong, nghiép vu ban I¢, nghiép vu ban bubn va nghiép vu ban hang
truc tuyén trong doanh nghiép thuong mai.

- CAu 2: Thuc hanh Pon dit hang hoic phiéu mua hang.

- Cau 3: Thyc hanh hoan thién hop dong thuong mai.

MOT SO CHU Y:

- Sinh vién hoc k¥ vé cac budc trong nghiép vu ban hang c6 hop dong; khdng c6 hop
ddng; nghiép vu ban 1&; nghiép vu ban budn va nghiép vu ban hang truc tuyén trong doanh
nghiép thuong mai 1a co s& dé giai quyét tinh hudng va hoan thién cac chang tir, hop dong
thuong mai.

- Sinh vién cht ¥ doc ky dau bai cho da tinh thué VAT va thué suat bao nhiéu % dé
tinh todn dung.

7. NGANH TIENG TRUNG QUOC
7.1. Ly thuyét téng hep (hinh thirc thi: thi viét)

Bai thi Iy thuyét tong hop 1a mot bai thi c6 tong thoi lwong 150 phiit, trong d6 phan thi
nghe co thoi lugng 30 phit, phan thi doc va viet o thoi lugng 120 phat, bao gom cac ngi dung cu
thé nhu sau:

Phan 1: Ngi dung nghe

—. FIWrIEiR (10 cau-1.0 diém)

T WEXEIE, EFRIEREZE (15 cau-1.5 diém)

= RIERE N, EPRIERE E R (5 cAu-0.5 diém)

Phdn 2: Néi dung doc

—. IEFRIERZ % (10 cau-1.0 diém)

T BRA) IR SR IERRE 55(10 cau-1.0 diém)

= BRI, S R N 2 — B — 0 (10 cau- 1.0 diem)

VU, BEfEse, SEPFIEREZ (01 doan 5 cAu héi 0.5 diém)

Phdn 3: Ngi dung viét

—. 4] (5 cau-5 diém)

. FfREEE SRR T EE 216 (5 cAu-0.5 diém)

= F T IRIEAE %A (5 cAu-0.5 diém)

9. 5463 (250 -300 ) (2.0 diém)

ERE:

D iR R AR TAE

2) BN AR E AT H
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7.2.

3) HIR RIS FEE BRI
4) BARVREI — N IRINES] o

Thuc hanh k§ niing (hinh thic thi: thi vin dép)
Noi dung thi thuc hanh ki nang bao gém 3 phan, cu thé nhu sau:
— HEAE G.odiém)

MNEE BT FR. K. 2. Bl
= EENHA 4.0diém)

D) HRRIR IR TAE

2) THR— MR R L

3) HR— NIE3XT S R AR

4) TEIRIRIRI— KA T

5) R— FAMRNASA A

=. HEHEE (3.0 diém)

D Rt 45? S42K2

2) RIS E ORI EARE?

3 R R IR KL R AT 42

4) A AR

5) ARBERARE A4 500 2

6) AL PEE?

7D ARGEAFDEHMES 2 W7 T S A ?

8) 1RPI A% 2 PIE?

9 MRIAFIREIDE B ARE?

100 fREV UG A AFTH?

1D fREVJE LRSS e R B IN TAE? A2
12) PRITEAEBAIRTE TAE? BRI TAEE AL N TAE? fta?
13) VRA BB BT AR TAE?

14) PREVEFT 0?2 G A4 12
15) VRERRAE S H T4 TARE 2 2 S 2482
16) REEAE TAE R4

17 AR E R IZEAN IR ?

18) XA TAEXRAK L ENS? Jgtt4 2

19) PRWCAFMOX A TAE 7 Z AT A Re 12

200 R TARMIIHE, BN FHRENEet 42
21 AR B4 ?

22)  ARAF WU G 25 VR e AT A AN G2
23) AR B A CRRRE R ?

24) YRIVFZUF AT A2

25) ARV AR N T #R S A4 2

26) PREERILEHEIR? JLAIHED? AR ?
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27) FHURR VL EEND ? Abgs Rk A2 078 ?
28) ARFAAR Mt

29) XHRERK, Mottaxt B

30) FRBON BRI ? R T ARG ?

8. NGANH TIENG ANH - QUAN TRI KHACH SAN, NHA HANG
8.1.  Nghe - NGi (hinh thic thi: thi van dap)

I. Introduction (02 marks) — Gigi thigu

Introduce yourself as a hotel staff/ hotel manager/ waiter/ waitress/ hotel receptionist/
chambermaid/ reservation clerk/ hall porter and your working day.

I1. Role-plays (04 marks) — Péng vai (gii#a gi4o vién chdm thi déng lam Khdch va
sinh vién dong lam Nhdn vién)

- Giving information about a hotel’s facilities

- Giving information about room rates

- Giving information about conference facilities

- Booking a hotel room

- Checking in

- Taking a message

- Laundry service

- Booking concert tickets for guests

- Taking a restaurant booking

- Giving the restaurant hours

- Taking orders in a restaurant

- Receiving guests (in a restaurant)

- Taking desserts

- Dealing with complaints

- Checking out

I11. Situations (04 marks) — Tinh huéng (trong d6 Khdch hdi thim, yéu ciu, dé nghi,
than phién,... Nhdn vién trd 101 khach- trong mei truong hep ludn lich sw va giup do
khéch). Tham khdo mét sé tinh huéng sau:

Situation 1.
GUEST Can you describe the room to me, please?
EMPLOYEE
Situation 2.

GUEST This soup is disgusting!
EMPLOYEE
Situation 3.

GUEST What is the exchange rate for dollar?
EMPLOYEE
Situation 4.

GUEST What’s a good present to take home?
EMPLOYEE
Situation 5.

GUEST | need to make some copies of my documents. Can you help me?
EMPLOYEE
Situation 6

GUEST Is there anywhere we can buy some souvenirs?
EMPLOYEE
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Situation 7.

GUEST Would it be possible for me to get my car washed here?

EMPLOYEE

Situation 8.

GUEST We’d like to get a good meal — not just a light snack. Are any of your main
restaurants still open?

EMPLOYEE

Situation 9.

GUEST Is it possible to book theatre tickets in the hotel?

EMPLOYEE

Situation 10.

GUEST ‘I'm not feeling very well — I’ve forgotten to pack the pill I take for my
- migraine ...

EMPLOYEE

Situation 11.

GUEST I phoned last week about a room but I didn’t book anything. Can I make a
reservation now?

EMPLOYEE

Situation 12.

GUEST The baby’s asleep in the room. He usually sleeps on till morning, but we’re
worried in case he wakes up and starts crying while we’re in the restaurant...’

EMPLOYEE

Situation 13.

GUEST Is this the right way for the souvenir shop?

EMPLOYEE

Situation 14

GUEST Could you possibly direct me to the tennis courts, please?

EMPLOYEE

Situation 15

GUEST - What should I visit while I'm staying here?

EMPLOYEE

8.2.  Thuc hanh nghiép vu I& tan (hinh thic thi: thi thuc hanh)

1. Procedure of taking a booking for the individualby phone, meeting, email.

2. Handling some common situations when taking a booking for individual by
telephone, meeting, email (ex: overbooking, discount, extra services...).

3. Procedure of taking a booking for the group by phone, meeting, email.

4. Handling some common situations when taking a booking for group by telephone,
meeting, email (ex: overbooking, discount, extra services...).

5. Taking the amendments and cancellation requests of booking.

6. Check-in for walk-in guest.

7. Handling common situations when checking in a walk-in guest.

8. Check-in reserved guest.

9. Handle common situations when checking-in reserved guests.

10. Procedure of transferring a call, taking a massage, making outgoing calls.

11. Handling common situations when receiving and transferring calls for in-house
guests.

12. Procedure of taking guest's requests for wakeup call.

13. Dealing with guests' requests (money exchange, booking a restaurant or tour or
transportation or ticket...).

14. Procedure of room change.

15. Handling guest's complaints about technical issues.

21



16. Handling guest's complaints about the quality of services.
17. Preparing VAT bills.

18. Guest check-out and cashiering for individuals.

19. Check-out and cashiering for group.

20. Handling common situations when checking out.

9. NGANH TIENG ANH - QUAN TRI LU HANH, HUONG DAN
9.1.  Nghe - Néi (hinh thikc thi: thi van dap)

I. Introduction

Imagine you are working as a tour guide or a travel agent, talk about yourself, your
workplace and your daily job.

Il. Presentation

1. Make a presentation about markets in the highlands, using the suggested main ideas:

- Location

- Time to organize

- Activities in the market

2. Make a presentation about Bat Trang Pottery, using the suggested main ideas:

- The position of Bat Trang village

- Ways in which they make pottery

- Reasons why its pottery is unique

3. Make a presentation about One Pillar Pagoda, using the suggested main ideas:

- The name.

- Location.

- The legend

- Opening time

4. Make a presentation about The Temple of Literature, using the suggested main
ideas:

- People who were dedicated to the worship

- The first university of Vietnam

- Five sections

5. Make a presentation about Vietham Museum of Ethnology, using the suggested
main ideas:

- Location

- Time to open

- Displayed objects

6. Make a presentation about West Lake, using the suggested main ideas:

- Location

- History of the lake

- The legend of the lake

7. Make a presentation about Hoan Kiem Lake, using the suggested main ideas:

- Location

- Names of Hoan Kiem Lake

- The legend of the lake

8. Make a presentation about Ha Long Bay, using the suggested main ideas:

- Location

- The legend

- Islands, islets, caves and grottoes

- The World Natural Heritage

9. Make a presentation about Hung King Temple, using the suggested main ideas:

- Location

- The complex of Hung King Temple
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- The legend about the origin of Vietnamese people

10. Make a presentation about Fansipan Mountain, using the suggested main ideas:

- Location

- Its fame

- Best time to visit

11. Make a presentation about Lim festival, using the suggested main ideas:

- Location

- Popular activities

- The traditional game

12. Make a presentation about Cuc Phuong National Park, using the suggested main
ideas:

- Location

- Flora and fauna

- Best time to visit

13. Make a presentation about Nghe An, using the suggested main ideas:

- Location

- Famous attractions

- Festivals

14. Make a presentation about Hue, using the suggested main ideas:

- Location

- The highlights in Thua Thien — Hue

- The royal architectural complex

- Hue - The capital through periods and the Word Cultural Heritage

15. Make a presentation about Ho Chi Minh City, using the suggested main ideas:

- Location

- Names through periods

- Climate, people, culture

- Tourist attractions

I11. Situations

1. Dealing with a complaint

You are a tour guide. Your examiner is a tourist. Make up a conversation to deal with
the following situations:

- Complaints about room service: Serving coffee (tea) in the room is very slow.

- Complaints about the hotel room: The air conditioning is noisy.

- Complaints about medicine service: Doctors are not available.

- Complaints about the hotel room: There are some noisy guests next door.

- Complaints about hotel service: Getting laundry is not in time.

- Dealing with First Aid: A tourist feels cold, has cough and sneeze. The tour guide
thinks he has flu and asks the doctor for help.

- Complaints about hotel service: Telephone charge in the bill is high.

- Complaints about travel agents: The tourist is late for the meeting.

- Complaints about the hotel room: There is no toilet soap in the bathroom.

- Complaints about the food: Meat is not cooked properly.

- Complaints about the hotel service: The toilet is dirty.

- Complaints about hotel service: Clothes are wrinkled.

- Complaints about entertainment facilities: Music is too loud.

- Complaints about the hotel room: There is no hot water in the bathroom.

- Complaints about a rude travel agent: He has no polite words when dealing with the
guest.

2. Dealing with an enquiry

You are a tour guide. Your examiner is a tourist. Make up a conversation to deal with
the following situations:
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- Showing places for shopping: A tourist wants to know somewhere to buy souvenirs
for their friends. The tour guide suggests some places.

- Places for entertainment: A tourist wants to watch an American film. The tour guide
recommends one cinema.

- A lost boarding pass: A tourist lost a boarding pass. The tour guide helps him find it.
At last, they find it in the souvenir shop.

- Asking for telephone service: A tourist doesn’t know how to make a local call. The
tour guide gives instructions to him.

- Booking tickets for shows: The tour guide notices about a concert. Tourists want to
watch it and ask for some information related to the price, time.

- Asking for meals arrangement: Tourists want to change their restaurant. The tour
guide suggests them another restaurant. Tourists ask for information about distance and food.

- Accompanying tourists to the hospital: A tourist is ill. The tour guide asks about the
symptoms of his illness and accompanies him to the hospital.

- A tourist (cold): It’s in the coach. A tourist is cold. The tour guide asks him to turn
off the airflow and gives him one more blanket.

- Asking for a city tour: A tourist wants to go to famous attractions around the city.
The tour guide suggests some places and shows him the way.

- Asking for a wake - up call: A tourist wants to have a wake-up call. The tour guide
asks about the time and the room number.

- Booking tickets for shows: The tour guide notices about a concert. Tourists want to
watch it and ask for some information related to the price, time.

- Looking for missing tourists: The tour guide recognizes that two of tourists have got
lost. He finally finds them in the park.

- Places for recreation: The tour group is going to visit Art Museum. Tourists prefer to
play tennis. The tour guide recommends one place and accompany with them.

- Accompanying tourists to the hospital: A tourist is ill. The tour guide asks about the
symptoms of his illness and accompanies him to the hospital.

- A passport (lost): A tourist lost a passport. The tour guide helps him find it. At last,
they find it in the bank.

9.2.  Thuc hanh nghiép vu hwéng dan du lich (hinh thic thi: thi thuc hanh)
. Phan 1: Cau tric dé thi
Gom 3 nhom cau hoi:

- Nhém cau hoi ky nang chao mung va chia tay doan khach: 1 cau (3 diéf:m)
- Nhom cau hoi thuyet minh: 1 cau (5 dieém)
- Nhoém céu hoi t6 chuic thuc hién chuong trinh du lich: 1 cau (2 diém)

I1. Phan 2: Ngi dung dé thi

1. Phan 1 (nhém cau héi kjf niang chao mirng va chia tay doan khdch): 3 diém

- Pay 1a nhom cau hoi yéu cau thi sinh thyc hién cdng tac chao mimg va chia tay doan
khéch tai diém tham quan hoic trén phuong tién di dong theo cac tuyén, diém tham quan da
duoc hoc trong chuong trinh.

- Thi sinh c6 thoi gian chuan bj dé 5 phat va trinh bay trong khoang thoi gian 3 pht.
MJi cau hoi ¢6 biéu diém 1a 3 diém dugc chia lam 2 phan:

+ Noi dung thong tin: 2 diém

+ K§ nang thuyét minh: 1 diém

N@i dung 0n tap:

- K§ nang chao mimg va chia tay doan khach tai diém Van Miéu - Quéc Ta Giam

- K¥ nang chao mung va chia tay doan khach theo chwong trinh du lich Ha Noi - Ha
Long - Ha Ndi (2 ngay - 1 dém)

2. Phan 2 (nhom cau héi thuyét minh): 5 diém
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- Pay 1a nhom céu hoi yéu cau thi sinh thuc hién cong tac thuyét minh tai diém tham
quan hoic trén phuong tién di dong theo céc tuyén, diém tham quan di dwoc hoc trong
chuong trinh.

- Nhém cau hoi nay nham danh gia ky nang thuyét trinh trude dam déng cua thi sinh
bao gom: k¥ ning trinh bay thong tin, nét mat, cir chi di¢u bg va sy tu tin cua ngudi hoc.

- Thi sinh c6 thoi gian chuan bi dé 10 phat va trinh bay trong khoang thoi gian téi da 5
phat. Mdi cau hoi cé biéu diém la 5 diém duoc chia 1am 2 phan:

+ Noi dung thdng tin thuyét minh: 3 diém.

+ K¥ nang thuyét minh: 2 diém.

Noi dung On tap

- Tong quan Vé lich sir hinh thanh, kién tric téng thé toan di tich

- Gidi thiéu Pai Trung M6n, Khué Vin Cac, nha bia Tién sy cua di tich Van Miéu -
Quéc Tu Giam.

- Gidi thig¢u Ve than thé va su nghiép ciia Thay giao Chu Van An.

- Giéi thiéu vé Ky thi Huong dudi thoi phong kién.

- Gigi thiéu khéi quat vé tinh Bac Ninh, Quang Ninh.

- Gii thiéu vé tén goi, lich str, quy mo, gia tri cua vinh Ha Long.

- Gigi thiéu tong quan vé dong séng Hong va Quan ho Bac Ninh.

3. Phdn 3 (nhdm cau héi lién quan dén Ky ning té chirc thuec hién chwong trinh du

lich): 2 diém

- Pay 12 nhom ciu hoi yéu cau thi sinh thuc hién k§ ning t6 chic thuc hién chuong
trinh du lich. Noi dung cau hoi lién quan dén toan bo cac tuyén diém tham quan da hoc trong
chuong trinh thuc hanh.

- Nhém cau hoi nay duoc sir dung nham dénh gia ki niang té chuc, quan 1y doan khach
trong chuyén di.

- Thi sinh c6 thai gian chuan bi va trinh bay trong khoang thoi gian ti da 3 phat.

- Mdi cau c6 biéu diém 1a 2 diém.

Noi dung 6n tap

Thi sinh thuc hién 1 trong cac nhiém vu:

+ On dinh doan khach va nhic nhd khéch cach sir dung céc trang thiét bi, gitt gin vé
sinh trén xe 0 t0.

+ Gidi thiéu cho doan khach vé khéach san tai Ha Long va nhiac nho khach vé céc tha
tuc nhan budng khach san.

+ Gii thiéu thuc don bira an trua tai nha hang & Ha Long.

+ Nhic nhé doan khach trude budi tham quan Vinh Ha Long.

+ Gidi thiéu mot tro choi va luat choi trén 6 t6 cho doan khach.

+ Nhéc nho trudc budi mua sam tai cho dém Ha Long cho doan khéch.

+ Nhic nhd doan khéch truéc budi tham quan bao tang Quang Ninh.

+ Nhic nhd doan khach truéc budi tham quan Vian Miéu - Québc Tu Giam.

+ Gidi thiéu mot tro choi va luat choi cho doan khach trén 6 t0.

+ Gigi thiéu mot tro choi va luét choi cho doan khach trong budi té chirc Gala tai Ha
Long.
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