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LOoi cam On

Tai lieu Tieu chuan ky nang nghei du lich Viet Nam va Tai lieu fiao tao
phuc vu Chédng trinh Phat trien Nao tao vien fiddc xay déng trong khuon
kho trien khai D&/ an "Phat trien nguon nhan l6c du lich Viet Nam" do EU tai
trd. Nhdng thong tin quy bau trong cac cuon tai lieu nay co Aiddc nhd so fnong
gop ve kien théc cung nho kinh nghiem cua nhieu chuyen gia quoc te va Viet
Nam trong linh vdic du lich. Nhan dip xuat ban cac cuon tai lieu nay, Ban
Quan ly D&l an Phat trien nguon nhan I6ic Du lich Viet Nam xin i6éc bay to
sO biet 6n chan thanh foi vbi nhéng ca nhan va tap the Aia tham gia vao qua
trinh xay dong hoan thien cac tai lieu nay.

Chung toi xin tran trong cam 6n Phai fioan uy ban Chau Au tai Viet
Nam vei s6 ho tré quy bau ve ky thuat va tai chinh e xay dong va xuat ban
cac cuon tai lieu nay thong qua D& an "Phat trien nguon nhan I6c Du lich
Viet Nam".

Chung toi cung xin G0 tran trong cam 6n s6 ch: Nao sat sao va nhdng
y kien fiong gop mang tinh fiinh h6éng cua Lanh fiao Tong cuc Du lich Viet
Nam, Ban ch: fiao D6 an trong suot qua trinh xay déng cac cuon tai lieu nay.

Chung toi cung xin bay to 16i cam 6n tdi Hoi fiong cap chéng ch: nghiep
vu Du lich Viet Nam (VTCB), trong fio co Aai dien cua Tong cuc Du lich, Boi
Lao flong Thédng binh va Xa hoi, Bo Giao duc va Nao tao, Hiep hoi Du lich
Viet Nam, cac trodng du lich vi nhdng y kien fiong gop nham hoan thien noi
dung cac cuon tai lieu nay.

Chung toi Aanh gia cao sd fiong gop cua nhdng ngoddi tham gia vao
viec nghien cou, tong hdp va bien soan cac cuon tai lieu nay, bao gom
nhéng chuyen gia quoc te va trong nodc, giao vien va giang vien tai cac
trédng du lich, lanh fiao cac doanh nghiep du lich, cac Nao tao vien cua D6
an cung nho toan the can bo nhan vien Ban quan ly D& an.

Xin tran trong cam on.
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GIOl THIEU TIEU CHUAN KY.
NANG NGHE DU LICH

VIET NAM -

NGHIEP VU NIEU HANH TOUR

Tai lieu tieu chuan ky nang nghe du lich Viet Nam
(Tieu chuan VTOS) - Nghiep vu Nieu hanh Tour
mo ta vo tri cong viec cd ban nhat cua Nhan vien/
trd ly fieu hanh tour thuoc Bo phan iieu hanh
trong mot cong ty 16 hanh Viet Nam hoac c6 sO
toong td co trach nhiem nat cho, gid cho va

thu xep cac chédéng trinh du lich cho khach quoc

te nen Viet Nam va khach noi ioa.

Tieu chuan Nghiep vu Nieu hanh Tour Ad6c
thiet kel ket h6p hai hoa cac tieu chuan quoc te
hien hanh, Addc Aieu chenh phu hép vai yeu cau

cu the cua nganh L6 hanh Viet Nam.
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1.1 THONG TIN CHUNG

D&l an Phat trien nguon nhan Idc Du lich Viet Nam la ket qua cua Hiep fiinh tai chinh gida Lien minh
Chau Au va Chinh phu Viet Nam.

Muc tieu tong the cua D6 an nham “nang cap tieu chuan va chat [66ng nguon nhan 16c nganh du
lich Viet Nam, giup Chinh phu va nganh duy tri chat 166ng va so 166ng fiao tao sau khi do' an ket
thuc”. Cui the hén la nang cao va cong nhan ky nang phuc vu cua ngddi lao fiong 6 trinh Aol cd ban
trong nganh du lich.

1.2 TIEU CHUAN KY NANG NGHE DU LICH VIET NAM

Tieu chuan VTOS la mot trong nhéng thanh qua chinh cua D& an fiddic xay dong cho 13 nghe &
trinh Ao cd ban, gom:

L6 hanh
Nghiep vu Buong « Nghiep vu fai ly L6 hanh
Nghiep vu Le tan \ Nghiep vu fiieu hanh Tour
« Nghiep vu Nha hang Nghiep vu Aat gid cho L6 hanh

« Nghiep vu An ninh khach san \ « Nghiep vu hééng dan du lich

+ Ky thuat che bien mon an Au

+ Ky thuat lam banh Au

Ky thuat che bien mon an Viet Nam

Nghiep vu iat gid buong khach san

« Nghiep vu Quan ly khach san nho

74

Tieu chuan ky nang cho moi nghe iAd6dc cac chuyen gia quoc te cua nghe fio do' thao. Cac tieu
chuan fi6déic To cong tac ky thuat, gom chuyen gia thdic hanh trong nganh du lich vai cac chuyen gia
fiao tao du lich Viet Nam ra soat. Can co tren cac y kien fiong gop cua To cong tac, cac tieu chuan
fiddc chenh sda val cac chuyen gia quoc te tréic tiep thdic hien 4 khoa fiao tao Nao tao vien cho téng
nghe. Dba tren thoc te trien khai, tai lieu tiep tuic iddic hoan thien va fidc trinh Hoi fiong Cap chéng
chz nghiep vu du lich Viet Nam (VTCB) phe duyet chinh thdc.

1.3 BANG KY NANG NGHE

Cac tieu chuan VTOS fiodc thiet ke tren ¢d sd phan tich va hinh thanh nhéng cong viec ngodi lao
fiong can thdic hien fie Aap 6ng yeu cau cua mot cong viec cu the. Bang ky nang nghe xac filnh
chinh xac nhdng viec ng66i lao fiong phai lam. Té nhéng phan tich nay, nhéing kien thdc va ky nang
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can thiet Addc thiet lap nham giup ngddi lao fiong col the thdc hien cong viec hieu qua trong fiieu
kien lam viec thong thdng. Bang nay trinh bay cac cong viec 6 trinh fio cd ban va fAddc chia thanh
a/ Phan viec ky nang va b/ Phan viec kien thoc.

Phan viec ky nang moi ta nhéng gi ma ng6di lao fiong phai lam, qua fio giup ho thdic hien tot cong

viec. Phan viec kien thoc fie cap fien kien thdc bo sung hay ly thuyet ma ngddi lao fiong 6 trinh fiol
c6 ban can col fie théc hien cong viec mot cach chinh xac.

Moi Tieu chuan VTOS fiddc chia thanh 4 phan chinh.

Phan mot mo ta tong the cong viec, chéc danh thé6ng dung va danh muc cong viec. Nay chinh la
phan hinh thanh nen tieu chuan.

Phan hai gom ke hoaich lien hoan neu chi tiet cac cong viec chinh, ky nang thdc hien phan viec va
kien thdc ve phan viec.

Phan ba neu chi tiet tieu chuan cac ky nang nghe f66c trinh bay dédi Aay.

Phan bon la bang chu giai thuat ngé chuyen mon theo thé to6 ABC

PHAN VIEC KY NANG

Cac tieu chuan ky nang théc hien phan viec n6dc the hien trong bang co 5 cot nho sau:

BOOC (THOC HIEN): xac fiinh ro nhéing gi ngddi lao fiong phai théc hien fie hoan thanh phan viec
theo tho to logic.

CACH LAM: mo ta cach thdc hien cac bodc va thédng Addc trinh bay vdi muic fiich minh hoa cho
nhdng ky nang can co. Cac ky nang nay dda tren nang loc.

TIEU CHUAN: phan nay lien he tdi nhéng tieu chuan quoc te lien quan fien nhéng tieu chi ve chat
166ng, so 16dng, théi gian, tinh lien hoan, ve sinh, an toan v.v.. nham fiam bao thdic hien cac bodc
theo Aiung tieu chuan.

LY DO: giai thich tai sao can phai tien hanh cac b66c theo mot cach théc rat cul the va tai sao can
phai ap dung nhdng tieu chuan fio.

KIEN THOC: phan nay lien he t6i nhong yeu cau ve kien théc can thiet fie hol tré thoc hien cong
viec, vi du, chinh sach cua cong ty hoac cac tai lieu tham khao. Nhéng kien thdc nay bo sung va
cung co cho phan théic hanh cac ky nang can thiet.

PHAN VIEC KIEN THOC

Cach trinh bay phan Phan viec kien théc hdi khac mot chut, cu the cot NOI DUNG fiéc trinh bay
thay cot BOOC (THOC HIEN); va MO TA thay cot CACH LAM. Trong fio cot NOI DUNG trinh bay
phan ly thuyet va cot MO TA giai thich, minh hoa cho phan ly thuyet.
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1.4 CACH SO DUNG TIEU CHUAN VTOS

Tieu chuan VTOS fi6oc thiet ke cho Nao tao vien, la nhéng ngodi fia tham dé Choédng trinh phat
trien Nao tao vien va fivdc VTCB cap chéng chs.

Tieu chuan VTOS la c6 s0 giup cac doanh nghiep xay dding chééng trinh fao tao & trinh fiol cd ban
cho nhan vien va xac fiinh nhu cau Aao tao phu hdp vdi nhu cau cua doanh nghiep. Ngoai ra, cac
c6 sb flao tao co the s6 dung Tieu chuan VTOS fie tham khao xay déng
chddng trinh Aao tao sinh vien nghe & trinh fio c6 ban.

Noi vdi cac doanh nghiep fia co cac tieu chuan hoat fiong,
Tieu chuan VTOS giup cung co va ho' trd cho cac tieu chuan
hien co. Vi nhdng doanh nghiep chba co tieu chuan hoat
fiong, cac Nao tao vien co the sé dung Tieu chuan VTOS
fie xay ddng cac tieu chuan hoat fiong cho doanh nghiep,
qua fo gop phan nang cao chat 166ng tieu chuan dich vu.

Malc du cac doanh nghiep co the sd dung Tieu chuan VTOS
theo noi dung hien co, D& an khuyen khich cac Nao tao vien
fiileu chinh Tieu chuan VTOS phu hdép véi cac tieu chuan hoat
fiong va fiieu kien cu the cua doanh nghiep.

Ben canh tai lieu Tieu chuan ky nang nghe, D6 an cung cap cac phddng tien
ho trd Nao tao vien théic hien cong tac fiao tao nhan vien bao gom fita DVD va anh minh hoa nhéng
cong viec chinh.

Cung voi tieu chuan ky nang nghe la mot he thong fiang ky va cap chdng ch: do VTCB quan ly. He
thong nay giup cac doanh nghiep fang ky cho nhéng nhan vien fia hoan thanh khoa fiao tao ky
nang nghe & trinh fio cd ban tham d& tham fiinh tay nghe tai cac Trung tam tham finh fie fiddc cap
chéng cht quoc gia.

Quy vi can them thong tin ve He thong Tieu chuan VTOS, co the lien he cac fita chz sau:

D6 an Phat trien nguon nhan 16c Hoi fiong Cap chong ch: Nghiep vu

Du loich Viet Nam Du lich Viet Nam (VTCB)

Van phong Ban Quan ly D& an Van phong VTCB

Khach san Kim Lien 2, so 7 Nao Duy Anh, Phong 203, 30 Nguyen Du, Ha Noi, Viet Nam
Ha Noi, Viet Nam Tel. (84 43) 9 446 494

Tel. (84 43) 577 0663 Fax: (84 43) 9 446 495

Fax: (84 43) 577 0665 Email: vtcb@vnn.vn

Website: www.hrdtourism.org.vn Website: www.vtcb.org.vn
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TIEU CHUAN VTOS
NGHIEP VU NIEU HANH TOUR

2.1 TOM TAT CONG VIEC, CHOC DANH VA DANH MUC CONG VIEC

TOM TAT CONG VIEC

Nhan vien fileu hanh tour chuyen trach thuoc Bo phan fiieu hanh trong mot cong ty 16/ hanh Viet
Nam hoac c6 sé t6dng td' co trach nhiem fiat cho, gié cho va thu xep cac chééng trinh du lich cho
khach quoc te fien Viet Nam va khach noi fida.

CHOC DANH
Choc danh thédng fddc dung cho vi tri cong viec nay la:
e+ Nhan vien/ tré' ly fileu hanh tour

DANH MUC CAC CONG VIEC
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2.2 CONG VIEC VA PHAN VIEC: KE HOACH LIEN HOAN

Cong viec chinh: 15 (Tong cong)
Phan viec ky hang: 60 (Tong cong)
Phan viec kien théc: 24 (Tong cong)

1. KIEN THOC CHUNG VE DU LICH,
LO HANH VA CONG TY LO HANH

mrangg PHAN VIEC KY NANG mwane| PHAN VIEC KIEN THOC

17 | 1.1 Thong tin c6 ban ve du lich va |6 hanh
19| 1.2 Anh h66ng cua du lich 6 Viet Nam

20 | 1.3 Tong quan ve thi tr6dng du lich Viet Nam
22| 1.4 Mot nghe trong nganh du lich — cong
ty 16 hanh

23 | 1.5 Gidi thieu ve cong ty 16 hanh

2. CHUAN B0 LAM VIEC

rrane| PHAN VIEC KY NANG mrane| PHAN VIEC KIEN THOC
27 | 2.1 Trinh dien tai ndi lam viec

28 | 2.2 Trang phuc, iong phuc, ngoai hinh
va soc khoe

29 | 2.3 Cac tieu chuan va muc tieu ca nhan
30| 2.4 Chuan b néi lam viec

32| 2.5 Lap thdi gian bieu

3. AN TOAN VA AN NINH TAI NOI

LAM VIEC VA CHO KHACH

ranc| PHAN VIEC KY NANG wans| PHAN VIEC KIEN THOC
35| 3.1 Tuan thu cac quy fiinh ve an toan tai
no6i lam viec

36 | 3.2 Tuan thu cac quy filnh vel an ninh tai
no6i lam viec

37 | 3.3. Tuan thu cac quy trinh x&! ly khi xay
ra hoa hoan

38| 3.4 Tuan thu cac quy trinh x6! ly tien mat
va cac tai lieu quan trong

4. LAM VIEC TAI VAN PHONG

rran| PHAN VIEIC KY NANG ana] PHAN VIEC KIEN THOC
41| 4.1 Lam viec theo nhom

42 | 4.2. Cac quy trinh va he thong trong van
phong

43| 4.3 S06 dung cac thiet bo van phong

44| 4.4 Van hanh may tinh

47 | 4.5 Giao dich v6i cac nha cung cap trong
nganh du lich va khach hang
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5. KIEN THOC VE CAC NIEM NEN

rave| PHAN VIEIC KY NANG mrane] PHAN VIEC KIEN THOC
53 | 5.1. Trau doi kien théc ve fliem Aen du lich

57 | 5.2 Cap nhat kien thoc ve fiiem fien du lich
59 | 5.3 T06 van ve filem fien cho cac cong ty 10
hanh ban st n66c ngoai

60 [ 5.4 To6 van ve fiem fien cho thi tr66ng

noi Ata

6. KIEN THOC VE SAN PHAM

ranc| PHAN VIEC KY NANG mane| PHAN VIEC KIEN THOC
63 | 6.1 Hieu biet ve cac san pham cua cong ty

65 [ 6.2 Cac san pham du lich

68 | 6.3 Cac cau phan cua san pham
70 | 6.4 Hieu biet cac méc gia, gia von
va/hoac gia co tinh lai

7. KIEN THOC VE NHA CUNG CAP

ranc| PHAN VIEC KY NANG mwane| PHAN VIEC KIEN THOC

75| 7.1 Cac hang hang khong

76 | 7.2 Van chuyen fibdng boi (cac cong ty xe)
77 | 7.3 Cac hinh thdc van chuyen khac
(ddng sat, bien va song, xe may...)
79 | 7.4 Cac cd sb I6u tru (khach san, khu nghz...)
80 | 7.5 Cac fidn vi cung cap dich vu an uong
(nha hang, quan bar...)

81| 7.6 Hobng dan vien du lich va phien dich
82 | 7.7 Hoat fiong mua sam, van hoa, giai tri
va cac dich vu khac

84 | 7.8 Cac dich vu danh cho cac yeu cau
fiac biet

8. THOC HIEN GIO CHO VA NAT CHO

rrane] PHAN VIEC KY NA[NG rane| PHAN VIEC KIEN THOC
87 | 8.1 Kien thdc ve cac quy trinh cua cong ty

88| 8.2 Xd ly cac yeu cau va chuan b ban
chao gia

92 | 8.3 Nhan yeu cau gid cho, lap ho sé khach
hang, xac fiinh Aieu khoan thanh toan
94 | 8.4 Thoc hien fiat cac san pham va dich vu
98 [ 8.5 Giao dich vdi khach hang va nha
cung cap

100( 8.6 Quan ly hoi sé khach hang

101| 8.7 Xo&lly giay to tai lieu

102| 8.8 Thiet lap cac ban ghi chep

103| 8.9 S dung CRS va/hoac chédng trinh
may tinh cua cong ty (neu/khi co)
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9. DIEU HANH - QUAN LY KHACH VA
CAC THU XEP CHO TOUR DU LICH

TRANG

PHAN VIEC KIEN THOC

107

9.1 Kien thdc ve quy trinh cua cong ty

rrane| PHAN VIEC KY NANG

108(9.2 Giam sat lich cua khach hang fia fiat
chol trééc

110/9.3 Nieu fiong cac dich vu van chuyen,
I6u tru va cac dich vu khac cho téng
fioan hoac téng khach

111|9.4 Nieu fiong h6éng dan vien va lai xe

112]|9.5 Go6i danh sach fioan fien khach san
va fidn v van chuyen

113]|9.6 Kiem tra lai cac yeu cau fat cho va
cac thu xep cho tour

114(9.7 Che dan tom tat cho hééng dan vien
va lai xe

116/9.8 Non khach, ché khach ve va nhan phong

118|9.9 Giam sat va giai quyet cac van fie phat
sinh trong tour

119|9.10 Tien khach

120/9.11 Nong ho sb

10.

TRANG

HO TRO LAP VA TiNH GIA CAC
CHOONG TRINH DU LICH

PHAN VIEC KY NANG

TRANG

PHAN VIEC KIEN THOC

125

10.1 Hol tré nghien cou va phan foan thi

trodng

128

10.2 Hoi tréi lap chébéng trinh mot lan

129

10.3 Hoi trd viec tinh gia cac ché6ng trinh

mot lan

130

10.4 Ho tré chuan bl ban chao gia

11.

TRANG

HO TRO VIEC TIEP TH0 VA
BAN HANG

PHAN VIEC KY NANG

TRANG

PHAN VIEC KIEN THOC

133

11.1 Hieu biet ve s6 hap dan cua cac
fiiem fAen du lich cua Viet Nam

134

11.2 Hieu biet ve cac san pham cua cong ty

136

11.3 Ho tréi viec theo doi cac san pham

cua fioi thu canh tranh

137

11.4 Ho trd viec thiet ke va in an cac

brochure va to roi

139

11.5 Ho tréiviec cap nhat thong tin len

trang Web cua coing ty

140

11.6 Ho tréi viec quang cao, khuyen mai,

thé6ng hieu va quan he cong chung

143

11.7 Ho trdi floi ngu ban hang

144

11.8 Mot so nguyen tac vang trong ban hang
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12. HO TRO THOC HIEN CAC GIAO

DICH TAI CHINH

rravc| PHAN VIEIC KY NANG mrane| PHAN VIEC KIEN THOC
147 12.1 Quy trinh thdic hien giao dich tai
chinh cua cong ty

148| 12.2 Chuan bi hoa fidbn ban hang thong
thodng va hoa fidn tai chinh

149| 12.3 Cac ph66ng thoéc thanh toan

151| 12.4 Nhan thanh toan cua khach hang va
xuat phieu thu

153| 12.5 Noi chieu nhat ky ban hang vao
cuoi ngay

154| 12.6 Lou gid ho sé ve cac giao dich tai
chinh fa thoc hien

13. CHAM SOC KHACH HANG

rane] PHAN VIEC KY NANG mwane] PHAN VIEC KIEN THOC
157| 13.1 Nhan biet ai la khach hang cua cong ty

159| 13.2 Nhan vien cac cong ty |6 hanh ban st
noé6c ngoai

160| 13.3 Nhan vien cac Aai ly 16 hanh ban le
161| 13.4 Khach hang mua cac san pham du
lich cua cong ty

14. KET THUC NGAY LAM VIEC

rrane] PHAN VIEC KY NANG wave|] PHAN VIEC KIEN THOC
165| 14.1 Quy trinh ket thuc ngay lam viecc

166| 14.2 Quy trinh boi sung khi réi néi lam viec
trédc gid ngh: cua van phong

167| 14.3 Quy trinh boi sung khi réi néi lam viec
trédc khi ngh: phep

15. HO SO, SO LIEU THONG KE,

KIEN NGH0 VA NE XUAT

ranc| PHAN VIEC KY NANG mane| PHAN VIEC KIEN THOC \
171| 15.1 Hieu va ap dung quy trinh 16u gi6 ho
s6 va so lieu thong ke cua cong ty

172| 15.2 L6u gid cac ho s6 chinh xac ve
khach hang va nha cung cap

173| 15.3 Chuan bi cac so lieu thong ke theo
hoédng dan cua ngddi quan ly/chu
cong ty

174| 15.4 Ne xuat va kien nghi véi ngédi quan
ly/ chul cong ty
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2.3 NOI DUNG CAC CONG VIEC VA PHAN VIEC
Gioi thieu — cong ty 16 hanh fta ph6ong tai Viet Nam

Mot “cong ty 16 hanh” la. mot doanh nghiep xay déng cac chééng trinh du lich tron goi, tiep thi, ban va fieu hanh ket hép cac dich vui lien quan fien chédng
trinh bao gom thu xep dich vu van chuyen mat fat, hang khong va dich vu 16u tru. Mot so dich vu co the bao gom hoac khong bao gom trong chééng trinh
du lich tron goi: cung cap hdédng dan vien va phien dich, cac bda an va tham quan cac fiiem du lich.

Mot cong ty 16/ hanh n66c¢c ngoai con fibdc goi la cong ty 16 hanh ban st n66c ngoai (FTW), (vi du tai thi trodng nguon chau Au) xay déing cac chddng trinh
du lich tron goi, tiep thi, ban cac chédng trinh du lich fii ra n6d6c ngoai tdi mot hoac nhieu filem fien (vi du nho Viet Nam); cong ty co the lap van phong tai
fliem Aen nam trong cac ché6ng trinh du lich cua cong ty (vi du tai Viet Nam dddi hinh théc hoac sé hdu toan bo hoac lien doanh) co nhan vien phu trach
x0 ly cac van fie lien quan fien khach; hoac cong ty co the bo: tri hoac hép fiong mot cong ty 16 hanh fila phddng thdic hien cac cong viec tren.

Cong ty 16/ hanh fita phddng tai fiiem fien do mot hoac nhieu cong ty 16 hanh ban sz n66¢c ngoai cht filnh hoac hdp fiong fie thu xep cho khach cua cong
ty hoi thoéic hien chddng trinh du lich tai (cac) fiem fien lien quan va th6dng Addc goi “cong ty 16 hanh lam khach vao”.

Nhieu cong ty 16/ hanh fida ph66ng tai Viet Nam thdic hien hai chdc nang:
1. Ho la “cong ty 16 hanh lam khach vao” cho cac cong ty |6 hanh ban st n66c ngoai (FTWS)
2. Ho xay déing cac chddng trinh du lich tron goi vas ban cac san pham cua ho tai Viet Nam. Thi tr66ng cua cac cong ty nay se la
(a) Khach noi fita;
(b) Khach quoc te sinh song 6 Viet Nam;
(c) Cac khach du lich té/ do (bao gom khach du lich co muic fiich kinh doanh) fia tong fien Viet Nam nhéng chéa mua chddng trinh du lich trédc.
Cong ty 16 hanh se ban cac chééng trinh du lich cua cong ty tréc tiep cho khach va thong qua cac fiai ly 16 hanh ban le.

Cac coing viec cua mot nhan vien/ trd ly fileu hanh tour 6 trinh fiol cd ban lien quan fien ca hai chdc nang tren. Nhan vien nay se lam viec trong mot cong
ty 16 hanh noi fida vdi cac cong viec bao gom:

e Ho trd viec théc hien chddng trinh cho khach du lich quoc te - la khach hang cua cac cong ty 16 hanh ban st n66c ngoai, du lich t6i Viet Nam
e Ho trd viec lap ke hoach, xay dong cac chddng trinh du lich tron goi, ban va thdc hien cac ch66ng trinh du lich fien cac fiiem du lich tai Viet Nam —
chu yeu thuoc bo phan Aat cho va/hoac fiieu hanh.
Lou y. Cac cong ty 16 hanh tai Viet Nam cung co the xay ddng va tiep thi cac chédng trinh du lich fien cac fiiem du lich ngoai Viet Nam, fie ban tai Viet Nam:
vi dul téi cac nddc lang gieng, tdi cac nddc thuoc to chdc ASEAN, tdi Trung Quoc... Cong viec lap va tiep thi cac chédéng trinh du lich t6i cac Aiem du lich n6éc
ngoai se Nédc nhan vien cap cao hén thdc hien.
Cac coing ty 16 hanh co chu la ng6déi Viet Nam thédng thue nhan vien dda tren cac ky nang ngon ngd lien quan fien thi tr6dng nguon va sau fio fao tao
hol cac cong viec thuoc nghiep vui fiileu hanh tour.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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1. KIEN THOC CHUNG VE DU LICH, LO HANH VA CONG TY LO HANH

Giobi thieu:

Ban phai hieu rol ve du lich; cac fiinh nghia cua Toi chéc Du lich the gidi (UNWTO) vel du lich noi fita va du lich quoc te; 16i ich kinh te va xa hoi cua du
lich ben vding foi vbi Viet Nam; nguy cd va hiem hoal cua viec khai thac qua mdc; luat du lich va cac quy fiinh lien quan fien du lich; va nhéng chuan mdc
flao Adc nghe nghiep ma ban can phai tuan theo trong cong viec.

Ban cung can phai hieu ro cac nguon khach du lich quoc te chu yeu fien Viet Nam; muc fiich fii du lich cua ho; va cac fiiem du lich hap dan khach quoc
tel chu yeu 6 Viet Nam. Ban co the hy vong nhieu du khach quoc te se la khach hang cua cong ty ban tham gia cac ch66éng trinh du lich trong n66c hay
khu voc hoac cung co the! giup thay fioi nhdng ch66ng trinh du lich hien thdi cua ho.

Ban can phai biet ro ve “thi tr6éng du lich noi fila” — nhu cau fii du lich trong n6éc cua ngddi Viet Nam va ngddi n6dc ngoai fiang sinh song va lam viec
tai Viet Nam cung nhd biet rol ve cac fiiem du lich chu yeu & Viet Nam.

Ban phai hieu ro c6 cau to chdc cua nganh Du lich; c6 quan quan ly nganh tai Viet Nam; cac cong ty cung cap san pham va dich vu cho du khach (cac
cong ty hang khong, cac khach san, v.v..); cac To choc du lich khu vdic va quoc te fiang ho tré cho s6 phat trien hieu qua cua nganh du lich (UNWTO,
PATA, ASEANTA).

Ban phai hieu ro chdc nang cua cong ty 16 hanh fila phddng, bao gom chdc nang fiieu hanh du lich cho khach hang cua cac cong ty |6 hanh n66¢c ngoai
va chdc nang thiet ke, xay ddng, ban va flieu hanh cac ch6éng trinh du lich trong nddc.

PHAN VIEC SO 1.1: Thong tin ¢d ban ve du lich va 16 hanh (Kien thdc)

PHAN VIEC SO 1.2: Anh hddng cua du lich 6 Viet Nam (Kien théc)

PHAN VIEC SO 1.3: Tong quan ve thi trodng du lich Viet Nam (Kien thoc)
PHAN VIEC SO 1.4: Mot nghe trong nganh du lich — Cong ty 16 hanh (Kien thdc)
PHAN VIEC SO 1.5: Gidi thieu ve cong ty 16 hanh (Kien thoc)

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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CONG VIEC SO 1:
PHAN VIEC SO 1.1:

NOI DUNG

1. Nonh nghéa ve
du khach va cac
thuat ngd pho
bien khac

Co nhieu sach va to fiien thuat
ngd du lich cho sinh vien cung
nho cac tap chi du lich Aa xuat
ban cua Tong cuc Du lich Viet
Nam (TCDL); Hiep hoi Du lich
chau A Thai Binh Ddbdng
(PATA); To choéc Du lich The
gidi (UNWTO) va cac hiep hoi
nganh khac.

Phat trien von thuat ngo
chuyen mon cua ban.

TIEU CHUAN
Ninh nghta ve du khach.

Hieu Addc cac thuat ngd AGoc
dung pho bien trong du lich.

Ne lam viec co hieu qua
cho cong ty 16 hanh ban
phai co kien thoc ve du lich
va biet Addic muic Aich Ai du
lich cua du khach.

KIEN THOC CHUNG VE DU LICH, LO HANH VA CONG TY LO HANH
Thong tin ¢6 ban ve du lich va 16 hanh (Kien thdc)

KIEN THOC

Kien thoc vei du lich va
cac thuat ngd pho bien
flang Aodc sO dung.

2. Cac linh véc
trong nganh du
lich cung cap
cac san pham va
dich vu du lich

Co mot so linh véc chinh:

o0 Van chuyen t6 n6i & fien
fiiem du lich (cac cong ty
hang khong, fioéng sat, tau
bien, xe buyt hoac cac
cong ty cho thue xe o to).

0 Cac dich vu tai fiiem du lich
(Idu tru, tham quan, nha
hang, cba hang mua sam,
vui chéi giai tri...).

o Cac chébng trinh du lich
bao gom van chuyen va
cac dich vu khac (cac
cong ty 16 hanh va cac
cong ty 16 hanh ban sg).

o Cac dich vu khac (bao
hiem du lich, quay thong tin
du lich).

Hieu cau truc nganh du lich Viet
Nam va the gibi.

Nam ro cac linh véc trong
nganh du lich Viet Nam va tren
the gidi.

Ban phai hieu ro ve nganh
du lich.

La nhan vien fiieu hanh du
lich, hang ngay ban se tiep
xuc voi cac linh véc khac
nhau trong nganh.

Kien thdc ve cau truc
va cac linh véc trong
nganh du lich.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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NOI DUNG

3. Quan ly nha
nooc ve du lich

Tong cuc Du lich Viet Nam la
cd quan quan ly, fileu hanh,
phat trien va xuc tien du lich.

Moi tznh, thanh co mot cé quan
quan ly du lich, lam cong viec
quan ly, phat trien va xuc tien
du lich cho fida phddng fo.

TIEU CHUAN

Hieu ro vai tro cua cac co
quan quan ly nha ndédc Viet
Nam (cap quoc gia, ttnh va
thanh pho) trong viec fieu
hanh, phat trien, quan ly va
Xuc tien du lich.

La nhan vien fiieu hanh du
lich, hang ngay ban se
thobng xuyen tiep xuc voi
cac cd quan nha nddc ve
du lich.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I

KIEN THOC

Kien théc ve cac cb
quan nha n6éc.

4. Cac hiep hoi du
lich

To chdc Du lich the gibi co tru
sb tai Madrid, Tay Ban Nha, la
mot to chdc thuoc Lien hép
quoc. Viet Nam la thanh vien
cua UNWTO.

Hiep hoi Du lich chau A - Thai
Binh D66ng (PATA) la mot to
chdéc bao gom nhieu thanh
vien co tru sO tai Bangkok,
Thai Lan, co Chi hoi Viet Nam.

Hiep hoi Du lich Viet Nam
(VITA) la to chdc bao gom cac
hoi vien.

Hieu ra ve cac hiep hoi du lich
(tren the gidi, trong khu voc
va tai Viet Nam) va kha nang
ho trd cua cac to chéc nay.

Cac hiep hoi hay to choc
du lich se cho ban nhdng
kien thoc va kinh nghiem
bo ich.

Kien thoc ve cac hiep
hoi du lich.

5. Moi quan he
gida cac linh
voc trong
nganh du lich

Viec fi lai cua du khach va tinh
chait thoéng mai cua du lich fioi
hoi cac linh voic trong nganh
phai hdp tac chat che véi
nhau.

Hieu ro. moi quan he gida cac
linh véc trong nganh du lich.

La mot nhan vien Aieu
hanh du lich, ban phai phat
trien moi quan he voi cac
linh véc du lich khac nhau.

Hieu biet vel moi quan
he gida cac linh véc
trong nganh du lich.
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CONG VIEC SO 1:
PHAN VIEC SO 1.2:

NOI DUNG

. Lich s6 nganh
Du lich

Co rat nhieu sach bao va bai
viet cung cap cho sinh vien
kien théc ve lich s phat trien
chu yeu cua nganh du lich.

TIEU CHUAN

Co kien thdc ve lich s6 nganh
du lich the gibi, khu voc va
Viet Nam.

Kien théc ve lich s6 nganh
du lich se giup cho ban
hieu sau va gan bo hén voi
nganh du lich.

KIEN THOC CHUNG VE DU LICH, LO HANH VA CONG TY LO HANH
Anh hdédng cua du lich 6 Viet Nam (Kien thoc)

KIEN THOC

Lich s6 nganh du lich.

. Cac tac fiong ve

kinh te cua du
loich 6 Viet Nam

Du lich tao ra viec lam; kich
thich phat trien cé s6 hal tang
va thu hut ngoai te.

Nam fAddic cac tac fiong kinh
tel cua du lich 6 Viet Nam noi
chung va tai fita ph6ééng cua
ban noi rieng.

Hieu biet ve cac 16i ich cua
du lch Aoi vbéi nen kinh te
Viet Nam se lam cho ban
gan bo hdn vdi nganh du lich.

Tac fiong ve kinh te
cua du lich noi chung
va tai Viet Nam.

. Cac tac nong ve

van hoa, xa hoi
cua du lich 6
Viet Nam

Du lich thuc fiay cac moi quan he
giba con ngodi thuoc cac quoc
gia hoac fila pht6éng khac nhau.

SO quan tam cua du khach fien
cac nen van hoa fioc fiao tao ra
thu nhap cho dan c6 fila phddng.

Hieu biet nhdng tac fiong ve
van hoa, xa hoi cua du lich
fioi vOi Viet Nam va fia
ph6éng cua ban.

Nang cao 16i ich cua du lich;
giam thieu nhdng tac fiong
tieu cdc ve van hoa va xa hoi.

Hieu biet ve nhdng 16i ich
va tac flong tieu coc ve van
hoa va xa hoi se giup ban
filnh h6dng trong cong viec
cua minh.

Tac fiong ve van hoa
va xa hoi cua du lich noi
chung, va 6 Viet Nam.

. Cac tac fiong
fioi vbi moi
trodng cua du
loch 6/ Viet Nam

Du lich nang cao y thoc bao ve
moi trodng del bi huy hoai
nham phuc vu nhu cau thédng
ngoan cua du khach.

Hieu biet cac tac fiong cua du
lich fioi v6i moi trééng 6 Viet
Nam, va 6 fita ph6dng ban.
Thuc Aay du lich ben vong.

Sol hieu biet ve 16i ich va
tac hai cua du lich foi voi
moi trédng se giup ban
trong cong viec cua minh.

Tac filong fioi vOi moi
trédng cua du lich noi
chung va 6 Viet Nam.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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CONG VIEC SO 1: KIEN THOC CHUNG VE DU LICH, LO HANH VA CONG TY LO HANH
PHAN VIEC SO 1.3: Tong quan ve thi troéng du lich Viet Nam (Kien thdc)

TIEU CHUAN KIEN THOC

NOI DUNG

1. Tho troéng khach | Tong cuc Du lich Viet Nam fida | ¢ Co kha nang xac fiinh thi trédng | Viec hieu ro se giup cho | Cac thong ke ve
du lich fien va ra so lieu thong ke hang thang du lich fien va tai Viet Nam. ban lam viec tot hon. du lich.
tai Viet Nam khach du lich quoc te RAddc
phan loai theo quoc tich, trong
so fio nhieu du khach se mua
cac chddng trinh du lich tai chol
(nh6é Vinh Ha Long, Sa Pa).

Nhdng ngodi co tru tai Viet
Nam (ng6di Viet Nam va ng6di
noédc ngoai) fii ien cac tnh,
thanh khac trong n66c va mua
cac chédéng trinh du lich.

2. Muc Aich du Cac mui fich du lich chinh la: | ¢ Hieu biet ve cac loai hinh du | Viec hieu ro se giup cho | Cac thong kel ve
loich fen va tai o Nght ngbi. lich khac nhau va muc Aich | ban lam viec tot hon. du lich.
Viet Nam o Kinh doanh. chuyen fi.
o Tham than nhan (VFR).
o Holc tap.

Cac chuyen du lich va ky nghz
can fAi6c phan tich sau hén theo
tieu chi cu the (nho du lich bien,
tham quan, mua sam, v.v..).




NOI DUNG

3. Cac san pham
du lich hien tai
va nhéng xu
h6dng trong
to6dng lai

San pham la “thé ma khach du
lich mua”, vi du:
o Chobng trinh du lich tron goi.
o Cac chuyen bay.
o Khach san.
o Bao hiem du lich.

TIEU CHUAN

e Co sO hieu biet sau sac ve

cac san pham du lich hien tai
va xu hdédng trong to6dng lai.

Viec hieu ro se giup cho
ban lam viec tot hén.

KIEN THOC
Cac san pham du lich
hien tai va xu hééng
trong t6ong lai.

4. Cac yeu cau ve
phap ly va fiao
Adc trong
nganh du lich &
Viet Nam

Luat Du lich Viet Nam quy
filnh va fieu chinh hoat fiong
cua nganh.

Viet Nam ung ho Quy chuan
flao fAdc trong du lich cua
UNWTO.

Hieu ro cac trach nhiem phap
ly va fiao AGC cua mot cong ty
16 hanh tai Viet Nam.

Ban luon phai tuan thu luat
phap va cac quy tac fiao Adc
f6dc chap nhan trong nganh.

Luat Du lich va quy
filnh, quy taic fao fdc.

5. Mol hinh to chéc
cua moit cong ty
16 hanh &

Viet Nam

Ba mo hinh chinh:
e Noi fia.

e Non khach vao.

¢ Noa khach fii nddc ngoai.

O Viet Nam, phan 16n cac
cong ty 16 hanh ch: theo mo
hinh noi fia.

Biet fio6c moi hinh
cong ty 16 hanh ban
fiang lam viec.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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CONG VIEC SO 1:
PHAN VIEC SO 1.4:

NOI DUNG

1. Vai tro cua cong
ty 16 hanh fda
phdbng

Hoat fiong vdi t6 cach la mot
coing ty 16/ hanh fion khach vao
cho cac cong ty 16 hanh ban sz
noé6c ngoai.

Thiet ke, xay ddng va ban
chdébng trinh du lich tai Viet
Nam cho cac fioi tddng khach:
(a) ngodi Viet Nam; (b) ngddi
noé6c ngoai I6u tru 6 Viet Nam
va (c) khach n66c ngoai du lich
t6! do hoac vao Viet Nam fe
lam viec ma chda mua trodc
cac chooéng trinh du lich.

Ban va phan phoi cac san
pham du lich troc tiep hoac
thong qua cac Aai ly 16 hanh.

TIEU CHUAN

e Hieu Ray Au ve cac chéc nang,

san pham va dich vu cua mot

cong ty 16 hanh fita ph6ong.

Cac nhan vien cua cong ty
6 hanh can phai am hieu
va tan tuy vdi cong viec
cua minh.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I

KIEN THOC CHUNG VE DU LICH, LO HANH VA CONG TY LO HANH
Mot nghei trong nganh du lich — Cong ty 16 hanh (Kien thdc)

KIEN THOC

Chdc nang cua cong
ty 16 hanh fita phodng.

2. Cong viec cua
mot nhan vien
fNieu hanh du lich

Nieu hanh tour cho khach néoc
ngoai la khach hang cua cac
cong ty 16/ hanh ban stz n6éc
ngoai tdi Viet Nam du lich va
khach du lich noi Aia.

Hol trél thiet ke, xay doing, ban
chddng trinh du lich téi cac
fiiem fien tai Viet Nam.

e Thanh thao moi yeu cau cong
viec cua mot nhan vien fieu
hanh du lich.

SO hieu biet sel giup cho
ban théic hien tot coing viec
cua minh va tham gia cac
chddng trinh fAao tao sau
hoén khi can thiet.

Bang mo ta cong viec
cua mot nhan vien
fieu hanh du lich.




CONG VIEC SO 1:
PHAN VIEC SO 1.5:

NOI DUNG

. Choc nang cua
cong ty 16 hanh
cua ban

Choéc nang cua cong ty 1o
hanh cua ban co the khac so
vOi moi hinh chuan.

Do cong ty 160 hanh cua ban
quy fonh.

TIEU CHUAN

Co kha nang dieu hanh
chébng trinh du lich cho
khach cua cong ty.

Co the ho tré fiong nghiep khi
fAoodc che fnh.

Hieu ro chdéc nang cong
viec se giup ban théc hien
cong viec tot hén, ca trong
khau phuc vu khach hang
va ban san pham cua nha
cung cap khac.

KIEN THOC CHUNG VE DU LICH, LO HANH VA CONG TY LO HANH
Gidi thieu ve cong ty 16 hanh (Kien thoc)

KIEN THOC
Chdc nang cong viec
fAddc cong ty 16 hanh
cua ban quy fénh.

2. Cac hoat fiong
Aieu hanh du
loch cua ban

Cac hoat fiong cu the cua
cong ty 16 hanh cua ban co the
khac so v6i mo hinh chuan.

Do cong ty |6 hanh cua ban
quy fonh.

Hieu A6déc chinh xac hoat
fiong cua cong ty cung nho
cua ban than ban voi td cach
la mot thanh vien cua cong ty.

Vielc nam ro cac hoat fiong
cu the se giup ban thoéc
hien cong viec tot hén.

Cac hoat fiong cul thel
do cong ty 16 hanh
quy fAinh.

3. So Ao to choéc
cong ty 16 hanh

S6 Ao to chdc cua cong ty 16
hanh cua ban cht ra cau truc,
cac moi quan he va chdc nang
cua moi phong ban.

Hieu rol c6 cau to chdc cua
cong ty td Ban giam foc toi
cac phong ban va bo phan
khac nhau.

Viec nam ro sd fio to chéc
se giup ban biet fiddc vo tri
trong cong ty cung nho trien
vong nghe nghiep cua minh.

C6 cau to chdc cua
cong ty I16' hanh cua ban.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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2. CHUAN B0 LAM VIEC
Gioi thieu:
Ne co the lam mot nhan vien fiieu hanh du lich chuyen nghiep, ban phai co s& chuan bi tot khi bat fiau mot ngay lam viec.

Cac tieu chuan ve ngoai hinh ca nhan cua ban phai fiap 6ng iddc nhdng yeu cau cua cong ty; ban phai tuan theo cac quy filnh ve trang phuc/fiong phuc
va fiap 6ng A6 cac tieu chuan ve ngoai hinh (nhd Aau toc, fio trang séc, nddc hoa,v.v..)

Noi lam viec cua ban phai fioéc sap xep hop ly fie ban co the cung cap cac dich vu cho khach hang mot cach hieu qua trong suot ca ngay lam viec, du
troc tiep hay qua fien thoai. Ban se' lam viec tai van phong hoac theo chz fiinh khac.

Nhat ky/lich lam viec/thdi gian bieu cua ban (thu cong hoac soan bang may tinh) phai ghi ro tat ca cac cuoc hen trong ngay va nhac thoi han phai hoan
thanh cong viec.

Hang ngay, trééc khi réi khoi néi lam viec, ban nen danh ra vai phut fie xem lai nhat ky/lich lam viec/théi gian bieu cho ngay hom sau (va mot so ngay
kel tiep) fie Aiam bao rang moi ke hoach cong viec fieu Addc lap va xac nhan.

PHAN VIEC SO 2.1: Trinh dien tai ndi lam viec

PHAN VIEC SO 2.2: Trang phuic, fiong phuic, ngoai hinh va séc khoe
PHAN VIEC SO 2.3: Cac tieu chuan va mui tieu ca nhan

PHAN VIEC SO 2.4: Chuan bi néi lam viec

PHAN VIEC SO 2.5: Lap thdi gian bieu
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CONG VIEC SO 2: CHUAN B0 LAM VIEC

A

>
@

TRINH DIEN TAI NOI LAM VIEC CAC TIEU CHUAN VA MUC TIEU (2 )
CA NHAN
CHUAN B0 NOI LAM VIEC (5 ) LAP THOI GIAN BIEU (4]
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CONG VIEC SO 2:
PHAN VIEC SO 2.1:

1. Ni lam fung gid

CACH LAM

Biet tré6c gié lam viec cua ban
(gid lam viec thong thodng va
theo sd phan cong hoac gid
lam viec theo ca kip khi Addic
yeu cau).

¢ Ki lam fiung gi6 fie sap xep noi

CHUAN B0 LAM VIEC
Trinh dien tai noi lam viec

TIEU CHUAN

lam viec va len lich lam viec
trong ngay cua ban trédc khi

gid lam viec chinh théc bat Aau.

KIEN THOC

Ban phai co s6 chuan bi fiel | Gié lam viec cua ban.
tiep xuc vOi khach hang
mot cach chuyen nghiep.

2. Trong trédng
hép om Aau
hoac khan cap

hoac fiong nghiep ngay khi biet
rang ban se fien muon hoac
vang mat.

Goi cho ngddi quan ly troc tiep | e

Goi cang sdm cang tot. Tot
nhat trédc gid lam viec it nhat
mot tieng.

Nay la phep lich s& véi | Cac quy trinh cua
flong nghiep - nhdng ng6di | cong ty ban foi voi
phai lam thay cong viec | viec bao cao trodng
cho ban; va véi khach hang | hdp fiau om, fii muon
vi ha co the lien he vdi ban | hoac vang mat.

khi ban vang mat.
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CHUAN B0 LAM VIEC

CONG VIEC SO 2:
PHAN VIEC SO 2.2:

1. Quy fionh ve
trang phuc/ fiong
phuc (neu co)

CACH LAM

Cac cong ty |16 hanh khac nhau
co nhoéng yeu cau khac nhau.
Mot so cong ty yeu cau nhan
vien phai mac fiong phuc.

Nam gi6i mac ao s6 mi va
quan au sach se, fii giay.

N& gibi mac ao s6 mi voi
vay/quan hoac ao dai va fii giay.

TIEU CHUAN

Nap 6éng cac yeu cau cua
cong ty.
Trang phuc hang ngay phai
sach se.

Giay phai sach va nébc fianh
Xi bong.

Trang phuc, fiong phuc, ngoai hinh va s6c khoe

The hien hinh anh cua
cong ty theo mong muon
cua chu cong ty hoac ngodi
quan ly cong ty.

KIEN THOC

Cac quy finh ve trang
phuc/fiong phuc cua
cong ty.

2. Ngoaii hinh

Hang ngay, can chu y fAen
flau toc, mong tay, trang soc,
trang fiem, giay dep, mui co
the/x6c nobdc hoa sao cho
ngodi quan ly, khach hang va
fiong nghiep cua ban chap
nhan Aodc.

Nap 6ng theo cac ch: dan cua
cang ty.

The hien hinh anh cua
cong ty theo mong muon
cua chu cong ty va ngooi
quan ly.

Cac quy fiinh ve ngoai
hinh cua cong ty.

3. Soc khoe

Khi bi cac benh truyen nhiem
nh®é cam, cum, ban phai tranh
tiep xuc vdi Aong nghiep va
khach hang.

Tuan thu cac ch: dan cua
cong ty.

Cong viec cua ban la giao
dich véi cac khach hang va
fiong nghiep, do vay ban
phai tranh lay benh sang
ngodi khac.




CONG VIEC SO 2:
PHAN VIEC SO 2.3:

. Hinh anh ca
nhan, uy tin, s6
to tin va long to
trong cua ban

CACH LAM

To6 fe ra cac muc tieu lien
quan fien kien théc cong vielc,
dich vu khach hang, t6 van va
cham soc khach hang.

Thao luan cac muc tieu nay | e

vOi ngoddi quan ly hoac fiong
nghiep, xay ddng cac muc tieu
ca nhan cua ban tren c6 s6é
muc tieu cua bo phan.

e KNap 6ng cac muc tieu ma ban

CHUAN B0 LAM VIEC
Cac tieu chuan va muc tieu ca nhan

TIEU CHUAN

To6 thuc Ray la yeu to thiet

fia Aat ra cho ban than trong | yeu dan fien thanh cong.

moi giao dich cua cong ty.

Nap 6ng cac muc tieu cua bo
phan va vbi s6 menh cua
cong ty.

KIEN THOC
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CONG VIEC SO 2:
PHAN VIEC SO 2.4:

. Ban lam viec, may
tinh va cac ho s6
ma ban co the
can so dung trong
ngay lam viec

CACH LAM

Sap xep nbi lam viec fie san
sang tiep Aon cac khach hang
do kien fien trong hgay hom fo.

Kiem tra lai nhéng cong viec cu
the ma ban phai lam, fiong thai
sap xep noéi lam viec va chuan
bl san nhéng Ao dung can thiet
cho nhéng cong viec fio.

e Nap 6ng nhu cau cua khach

CHUAN B0 LAM VIEC
Chuan b néi lam viecc

TIEU CHUAN

hang/ nha cung cap fia co lich
hen. Tranh nhdng tri hoan
khong can thiet.

Nap 6éng nhu cau cua khach
vang lai, cac yeu cau qua
fiien thoai vOi nhdng bo tai
lieu va nguon thong tin fa
fi6éc chuan bi san sang.

Ban co the cung cap dich
vu fia filnh san cho khach
hang Aa co lich trédc.

Tra 16i cac yeu cau qua
filen thoai mot cach nhanh
chong, ban co nhieu kha
nang thu hut them khach
hang mai.
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KIEN THOC

2. Van phong

Giup cac fiong nghiep duy tri
moi trédng lam viec ngan nap
fie moi ngddi co the cung cap
dich vu chuyen nghiep fien cac
khach hang moi va tra 16i cac
yeu cau qua Aien thoai.

Khi sd dung xong tai lieu tham
khao cua van phong, nhé fie
chung lai Aung vo tri.

Sau khi s6 duing bat ky thiet bi
nao cua van phong, can I6u
gid chung can than fie fiong
nghiep cua ban co the s6 dung
tiep AGOC.

Gio cho cac khu voc trong
van phong Adédc ngan nap fe
ban va cac fiong nghiep co
the tra cou AB6c cac thong tin
de dang.

An tobng ban Aau la rat
qguan trong.




3. San bay

CACH LAM

Ban co the khong co mot
khong gian lam viec co finh, vi
du nhé mot chiec ban.

Ban co the phai mang theo bat
Ky tai lieu nao fnoédic yeu cau va
fie chung trong mot bia
cong/tui/cap.

Ban co the phai tim mot chol
fibng thuan tien roi gid bang
ten va lo go cua cong ty len
sao cho khach hang co the de
dang nhan ra ban.

TIEU CHUAN
Co the hoan thanh nhiem vu
cua minh ma khong can fien
mot khong gian lam viec.

Nhoéng hoat fiong cua ban
tai san bay se dien ra tai
sanh (khach) fien, néi ban
se gap go khach hang khi ho
vOa ket thuc chuyen bay fie
fida ho ra xe phia ngoai va
tai sanh (khach) fii fie giup
hol lam thu tuc vao coa.

KIEN THOC

S6 fo bol tri va nhdng
quy filnh cua san bay.

4. Cac hoat fiong
ben ngoai

An toi voi cac khach hang.

To chdc cac sd kien va cac
fioan khach co sd fiong vien
khuyen khich.

Cac hoat fiong khac theo phan
cong cua cong ty.

Hoan thanh cong viec mot
cach hieu qua, an toan.

Thoa man nhu cau cac nhom
khach hang quan trong.

Kien théc ve cac sd
kien fiac biet lien quan
fien cong ty.
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CHUAN B0 LAM VIEC
Lap thdi gian bieu

CONG VIEC SO 2:
PHAN VIEC SO 2.5:

. Duy tri nhat ky,

lam viec (chddng
trinh hoac lich
lam viec)

CACH LAM

Ghi cac cuoc hen, lich fAoan,
thdi han va cac cam ket ve thoi
gian, ho sb chél giai quyet vao
nhat ky cua ban ngay sau khi
ban Aa nam ro.

TIEU CHUAN

Cac cam ket cua ban phai luon
fiddc cap nhat trong nhat ky.

Viec to choc tot giup ban
tranh mac loi.

Cac fiong nghiep cua ban co
the nam fo6oc lich lam viec
cua ban neu ban vang mat.

KIEN THOC

2. Xem lai lich lam
viec trong ngay

Khi bat fiau ngay lam viec, xem
xet lai cac cam ket va sap xep
chung vao lich lam viec trong
ngay hom fio.

Nap 6ng cac cam ket cua ban
trong tong ngay.

Phuc vui khach hang mot
cach tot nhat.

Tao sd tin cay.

3. Xem lich lam
viec cua ngay
hom sau

Khi ket thuc ngay lam viec, ban
phai xem lai cac cam ket cho
ngay tiep theo.

Ban phai chuan bi fe thdc
hien cac cam ket trong ngay
tiep theo.

Phuc vu khach hang mot
cach tot nhat.

Chuan bi tot se tang ket
qua cong viec cua ban.

4. Xem lich lam
viec cac ngay
tiep theo

Kiem tra th6dng xuyen cac cam
ket tiep theo, fie iam bao rang
ban Aa thdc hien cac nghien
cou can thiet, hoac thdc hien
viec tra 16i cac thé chda hoi am
tro6c khi het han.

Ban sel co kha nang fiap 6ng
fi6dc cac cam ket trong
todng lai.

Phuc vu khach hang mot
cach tot nhat.

Chuan bt tot se lam cho
ban tol tin hon.




3. AN TOAN VA AN NINH TAI NOI LAM VIEC VA CHO KHACH

Giobi thieu:

Cong ty cua ban se cung cap cac ch: dan ve soc khoe, an toan va an ninh tai néi lam viec. Ban phai hieu, thuoc va lam theo cac ch: dan nay trong tré6ng

hdp khan cap.

Bat c6 luc nao, tai nbi lam vielc cua ban fieu co cac tai san co gia tri (tien mat va cac tai lieu quan trong). Ban phai nam vdng cac quy trinh x6' ly tien mat
va tai lieu quan trong va luon tuan thu cac quy trinh nay.

PHAN VIEC SO 3.1:
PHAN VIEC SO 3.2:
PHAN VIEC SO 3.3:
PHAN VIEC SO 3.4:

Tuan thu cac quy filnh ve an toan tai n6i lam viec
Tuan thu cac quy filnh ve an ninh tai n6i lam viec
Tuan thu cac quy trinh x6! ly khi xay ra hoa hoan
Tuan thu cac quy trinh x& ly tien mat va cac tai lieu quan trong
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CONG VIEC SO 3:
PHAN VIEC SO 3.1:

1. An toan tai noi
lam vielc

CACH LAM

Tim hieu cac quy filnh vel an
toan lao Aiong cua cong ty bao
gom viec sd dung cac thiet bi
fiien, t6 the ngoi va toé the nang
nhac cac vat nang.

TIEU CHUAN

Biet cach lam viec an toan.

AN TOAN VA AN NINH TAI NOI LAM VIEC VA CHO KHACH
Tuan thu cac quy fiinh ve an toan tai ndi lam viec

Vi sd an toan cua khach
hang, fiong nghiep va cua
chinh ban.

KIEN THOC

Cac quy fAinh ve an
toan lao fiong cua
cong ty.

2. Cac so iien
thoai khan cap

Biet nOi fie cac so fAien thoai
khan cap phong trééng hop
xay ra tai nan tai néi lam viec.

Cac so fien thoai cua canh
sat, bo phan phong chay
chbda chay, trung tam cap
cou, bac sb, benh vien... phai
fAodc fie 6 nbi de thay tai noi
lam viec cua ban.

Ne goi tré giup ngay lap toc
trong cac trodng hdp khan
cap.

Cac so nien thoai
khan cap.

3. Thdc hien an
toan lao fiong

Tao cac thoi quen an toan khi
ngoi ben may tinh, nhac cac vat
nang; chu y bao ve nguon va
day fien fie tranh gay ra sd co.

Cac quy tac lam viec an toan.
Khong fie xay ra tai nan.

Khong fie bi chan thééng khi
lam viec.

Tranh bi th6ééng dan fien
ngh: viec va anh hobéng
fien khach hang va viec
kinh doanh cua cong ty.
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CONG VIEC SO 3:
PHAN VIEC SO 3.2:

1. An ninh cua van

phong va cac
thiet bo trong
van phong

CACH LAM

Tim hieu cac quy filnh vel an
ninh cua cong ty bao gom viec
s6 dung cac chuong bao an
ninh khi van phong khong co
ngodi troc, lap so fiang ky ten
ngodi gid chia khoa cac coa
ben ngoai, cac ket sat va tu ho
sO quan trong.

TIEU CHUAN

Nam bao an toan khong gian
lam viec va van phong.

Bao mat ho sbé khach hang.

AN TOAN VA AN NINH TAI NOI LAM VIEC VA CHO KHACH
Tuan thu cac quy fiinh ve an ninh tai ndi lam viec

Bao ve khoi bi trom cap
hoac h6 hong.

Ngan ngoa khong cho ke

xau hoac foi thu canh
tranh tra cdbu A66ic cac
chuyen fii cua khach hang.
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KIEN THOC

Cac quy fAinh ve an
ninh cua cong ty.
Cach bat va tat cac
thiet bi chuong bao an
ninh Aa A6oc lap fAat.

2. Cac so iien
thoai khan cap

Biet nOi fle cac so fAien thoai
khan cap trong trédng hdp co
cac dau hieu bi Aot nhap hoac
nghi ngd co trom cap.

Cac so iien thoai cua giam
fioc, bo phan an ninh, bao ve,
canh sat, ngan hang, cac
cong ty the tin duing, v.v.. phai
fidoic fie 6 cho de nhin thay tali
ndi lam viec cua ban.

Ne goi trd giup ngay lap
tdc trong cac trodng hdp
khan cap.

Cac so nien thoai
khan cap.

3. Thdic hanh an
ninh tai noi lam
viec

Tuan thu cac quy filnh ve an
ninh khi ban fien lam viec
(dung chia khoa va ngat cac
chuong bao).

Bao quan ho s6 mat.

Ne cao canh giac.

Nam bao an ninh cong viec.

Khoing bi fiot nhap hoac trom
cap.

Khong co gian fiiep cua foi
thu canh tranh.

Tranh cac canh bao an ninh
nham lam gian fioan viec
kinh doanh cua cong ty.




CONG VIEC SO 3:
PHAN VIEC SO 3.3:

CACH LAM

1. Hoa hoan

Tim hieu cac quy trinh x6 ly
cua cong ty trong trééng hop
co hoa hoan tai ndi lam viec,
hoac khu véc lan can.

Tham gia cac cuoc dien tap huan
luyen phong chay choa chay.

Biet n6i tim Addic ngay so fiien
thoai cou hoa trong trédng hdip
can thiet.

TIEU CHUAN

Hanh fiong fiung trong tréding
hép xay ra hoa hoan tai noi
lam viec cua ban va cac khu
vOc xung quanh.

AN TOAN VA AN NINH TAI NOI LAM VIEC VA CHO KHACH
Tuan thu cac quy trinh x6 ly khi xay ra hoa hoan

Ne dap fiam chay; hoac
han che thiet hai, mat mat
bang cach di dbi cac tai
lieu so sach can thiet tranh
xa fiam chay.

KIEN THOC

Cac quy trinh cua
cong ty trong trodng
hdp xay ra hoa hoan.

2. Cac so iien
thoai cou hoa

Biet cac so fien thoai khan
cap fe lien he trong trodng
hép hoa hoan xay ra tai noi
lam viec hoac khu vdic lan can.

So fiien thoai cua l6c 166ng
cOu hoa va fiai ly moi gidi bao
hiem hoa hoan cua cong ty
phai nddc Ae 6 cho de nhin
thay tai n6i lam viec.

Ne goi tré giup ngay lap toc
trong trédng hop xay ra
hoa hoan.

Cac so nien thoai
khan cap choa chay.

3. Cac chuong bao
hoa hoan tai noi
lam viecc

Tim hieu cach bat, tat thiet bo
bao chay fioéc lap fat tai noi
lam viec.

S0 dung fiung cach hang ngay.

Cac cong ty bao hiem hoa
hoan cua cong ty 16/ hanh
cua ban co the yeu cau phai
sO dung Aung cac thiet bi
bao chay fia lap fiat.

Cach bat tat thiet b
bao chay.
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CONG VIEC SO 3:
PHAN VIEC SO 3.4:

1. Tien mat

CACH LAM
Tim hieu cac quy trinh vel quan
ly va sO dung tien mat cua
cong ty.

Tuan thu cac quy trinh nay mot
cach nghiem tuc.

Luon kiem tra va fiem tien can
than, ca khi nhan va khi tra.

TIEU CHUAN

e Cac bao cao, viec s6 dung
chdong to ke toan va phieu
thanh toan phai khdép nhau

mot cach chinh xac.

AN TOAN VA AN NINH TAI NOI LAM VIEC VA CHO KHACH
Tuan thu cac quy trinh x6! ly tien mat va cac tai lieu quan trong

Ban phai chiu trach nhiem
ve cac that thoat hoac
tham hut tien mat.
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KIEN THOC

Cac quy trinh cua
cong ty ve x06 ly tien
mat, sec gia..

2. Cac tai lieu
chéng té quan
trong (Nho ve
may bay, cac
phieu thanh toan
va ho chieu
fiang chd khach
fien nhan)

Tim hieu cac quy trinh cua
cong ty ve viec bao mat I6u gi6
an toan cac tai lieu quan trong.

Khong Adbc fie cac tai lieu
quan trong tren ban ngay ca
khi ban chz tam thoéi rdi khoi
khu véc lam viec.

Luon fe trong tu khoa hoac
trong ket an toan.

e Chu y khong fie mat tai lieu.

e lLay xac nhan moi khi giao

nhan tai lieu quan trong.

Viec mat tai lieu choéng to
co the lam gian fioan
chuyen fi cua khach. Hoén
nda no lam mat thdi gian,
cong sOc va chi phi fe tai
lap cac tai lieu thay the.

Cac quy trinh cua
cong ty ve viec I16u gid
va bao mat cac tai lieu
chdng td quan trong.



4. LAM VIEC TAI VAN PHONG
Gioi thieu:
N6i lam viec chinh cua ban la tai van phong. Noi luc, do tinh chat cong viec ban co the fien nhéng néi lam viec khac.

Ban la mot thanh vien cua nhom (le tan, nhan vien chuyen tin, ke toan, v.v..). Mot thanh vien tot can phoi hdp véi cac thanh vien khac, ho tré lan nhau
vi 16i ich cua nhom va vi thanh cong cua cong ty.

Ban cung la thanh vien cua “Cong fiong Du lich Viet Nam” va cua “Cong fiong Du lich the gidi”. Nay la “Aai gia fiinh” nhéng ngééi fiang cung nhau lam

viec nham thuc Aay s6 phat trien cua du lich Viet Nam va the gioi.

Ban phai tim hieu va tuan thu cac quy trinh va quy fiinh cua chu cong ty hoac ngddi quan ly trong hoait fiong kinh doanh. Vi du, quy trinh 16u tré chéng to
so sach theo cach thu cong va tren may tinh. Nay la mot quy trinh quan trong cua cong ty, vi moi giao dich vdi khach hang la mot hdp fiong co gia tro
phap ly.

Cong ty cua ban sel trang bi cac thiet bi van phong nhé may in, may pho to, may fax, may fiien thoai, v.v.. Ban phai hoc cach van hanh hieu qua va can
than cac thiet bi nay. Ban cung phai hoc cac quy trinh ve yeu cau sda chda, bao dodng va thay the fie. iam bao hoat fiong van phong khong bo fiinh tre
do thiet bl hé hong.

Ban se fodc giao va s dung may vi tinh - mot thiet bi rat quan trong cua van phong. Ky nang vi tinh cua ban phai fiap 6ng fiééc yeu cau cong viec. May
vi tinh cua ban se fddc ket noi Internet, tao thuan 16i cho ban tim kiem thong tin ve san pham va cac fiiem fien du lich cho khach hang cua ban, va fie
ban giao dich qua thé fien to.

Ban co the théc hien cac giao dich véi khach hang, nha cung cap hoac fiong nghiep qua fAien thoali, trdc tiep hoac bang van ban nhd tho tin, fax, tho fiien
td; Do vay, ban phai thong thao cac hinh thdc giao dich nay.

Ngon ngd trong giao dich cung quan trong vi nhieu khach hang nééc ngoai hoac phan I6n cac giao dich quoc te cua ban khong noi hoac hieu van ban
tieng Viet. Do fio, ban can phai thong thao tieng Anh va/hoac tieng Phap fie col the giao dich vbi cac khach hang fio.

PHAN VIEC SO 4.1: Lam viec theo nhom

PHAN VIEC SO 4.2: Cac quy trinh va he thong trong van phong (Kien thoc)

PHAN VIEC SO 4.3: S6 duing cac thiet bo van phong

PHAN VIEC SO 4.4: Van hanh may tinh

PHAN VIEC SO 4.5: Giao dich véi cac nha cung cap trong nganh du lich va khach hang
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CONG VIEC SO 4: LAM VIEC TAI VAN PHONG

PHOI HOP LAM VIEC NHOM o CAC QUY TRINH VA HE THONG )
TRONG VAN PHONG

SO DUNG CAC THIET B0 VAN PHONG @ VAN HANH MAY TiNH () GIAO DICH VOI CAC NHA CUNG CAP @
TRONG NGANH DU LICH VA
KHACH HANG
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CONG VIEC SO 4:
PHAN VIEC SO 4.1:

1. Nhom lam viec
troic tiep va
“mb rong”

CACH LAM

Hieu ro vai tro cua ban trong
cong ty; trong nganh du lich
Viet Nam va trong cong fiong
du lich the gioi.

LAM VIEC TAI VAN PHONG
Lam viec theo nhom

TIEU CHUAN

Cam ket la thanh vien cua
nhom lam viec troc tiep va mé
rong hoén (Viet Nam/ the! gidi).

Sdl thanh cong cua cong ty
va sd hai long cua khach
hang tuy thuoc vao sdl fiong
gop cua nhieu ngddi ma ban
la ngd6i fiong gop chinh.

KIEN THOC

2. Hoa nong voi
cac fiong nghiep
thuoc cac lba
tuoi va nen van
hoa khac nhau

Trong khi giao tiep can nam
fddc nhong khac biet ve van
hoa va xa hoi cua cac thanh
vien Viet Nam va quoc te.

Hoa fiong trong cong viec voi
cac fiong nghiep va nhdng
ngo0i trong nganh du lich Viet
Nam va quoc te.

Nhdng ngddi khac nhau ve
van hoa, l6a tuoi, gidi tinh
hoac ton giao co nhdng Ky
vong khac nhau. Ban se
thanh cong hdn neu bah hieu
va quan tam fien fieu Ao.

Nhong khac biet trong
giao tiep va 6ng x06 gida
nhéng ngodi thuoc cac
nen van hoa khac nhau.

3. Ho tré fiong
nghiep

Hay tim kiem s6 giup fd cua
fiong nghiep va chu fiong giup
Ao ho.

Phat huy va duy tri tinh than tap
the trong qua trinh lam viec.

So6 thanh cong cua cong ty
va sd hai long cua khach
hang tuy thuoc vao s6 fiong
gop cua nhieu ngddi ma ban
la ng66i fong gop chinh.

4. Muc tieu ca nhan
va cua nhom

Ho! tré viec thiet lap cac muc
tieu, cho chinh ban va cho
nhom lam viec troc tiep.

Xem xet va fieu chinh cac
muc tieu theo fitnh ky.

Nat fivdc cac muc tieu fa
filnh va muic tieu Nna dieu
chznh theo finh ky.

Ban va cac fiong nghiep
phai tap trung vao muc
tieu ca nhan va muc tieu
cua ca nhom.
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CONG VIEIC SO/ 4: LAM VIEC TAI VAN PHONG

PHAN VIEIC SO 4.2:

NOI DUNG

1. X6 ly cac tai lieu
va tho fAen

Tim hieu quy trinh cua cong ty
ve X0 ly tho fen.

TIEU CHUAN
Cac tho fien phai fédc xo ly
theo quy trinh ma cong ty fia
ban hanh.

Cac quy trinh va he thong trong van phong (Kien thoc)

Tuan thu nghiem tuc quy
trinh cua cong ty se luon
mang lai ket qua tot nhat.

KIEN THOC

Cac quy trinh - x6 ly
tho fien cua cong ty.

2. Soan thao van
ban

Can biet khi nao dung tho,
bien ban, tho fiien td, fax; biet
va biet cach ap dung fiung
kieu mau cua moi loai.

Tat ca cac tai lieu fieu phai
tuan theo cac quy trinh cua
cong ty.

Tuan thu nghiem tuc quy
trinh cua conhg ty se luon
mang lai ket qua tot nhat.

Cac quy fiinh cua
cong ty ve kieu mau
tho to.

3. L6u gio tai lieu
va lap ho sbé

Tim hieu hel thong I6u tré va
thdi han x6' ly ho sé theo quy
filnh cua cong ty.

Tat ca viec bao quan va I6u
gid cac ghi chep phai fnébc
thdic hien theo cac quy trinh
cua cong ty.

Tuan thu nghiem tuc quy
trinh cua cong ty se luon
mang lai ket qua tot nhat.

Cac quy fiinh cua cong
ty ve I6u gio va bao
quan cac ghi chep.

4. Yeu cau them ol

dung (nhé van
phong pham,
mdic cho may in)

Tuan theo cac cht dan cua cong
ty ve viec fie xuat van phong
pham fie giam fioc phe duyet.

Tuan theo cac quy trinh cua
cong ty khi yeu cau cung cap
kip théi van phong pham fie
tranh cong viec by gian foan.

Tuan thu nghiem tuc quy
trinh cua cong ty se luon
mang lai ket qua tot nhat.

Cac quy trinh cua
cong ty ve cac finh
maoc van phong pham.



CONG VIEC SO 4:
PHAN VIEC SO 4.3:

. Cac thiet by van
phong (may pho
to, may fax, may
Aong goi, may
quet anh, may
anh ky thuat so,
fau video/DVD,
may fien chieu,
may chieu Kky
thuat so, v.v..)

CACH LAM

Nghien cou cac cam nang
hébéng dan.

Noédc nhan vien dich vu cua
nha cung cap va cac fong
nghiep hodng dan.

Rut kinh nghiem.

Nam bao fiu cac van phong
pham fiel s6 dung (giay trong
may pho to).

Tuan theo cac quy trinh cua
cong ty khi 166ng van phong
pham ddi tré sap het.

Trong trodng hdp cac thiet bo
hong hoc, hay td s6a neu hong
hoc fén gian va’hoac goi dich
vu bao doédng cua nha cung
cap neu can.

LAM VIEC TAI VAN PHONG
SO dung cac thiet bi van phong

TIEU CHUAN

Co the van hanh tat ca cac
thiet bi van phong trong cong
ty mot cach thanh thao.

Khong fe gian fioan cong
viec vi thieu van phong pham
(nho giay; hop moc in)

Giam thieu s6 gian fioan cong
vieic do hong hoc thiet bi.

Nam bao an toan va tranh
hong hoc thiet b do van
hanh khong fAiung quy cach.

KIEN THOC

Cam nang hééng dan
sO duing va bao dobéng

thiet ba.

. He thong fien
thoai (nho he
thong Aien thoai
co mot “may
me’” va nhieu
may con)

(Tham khao Phan
viec so 4.5 ve
“Giao dich bang
fiilen thoai”)

Hieu biet cac chéc nang doéi hay:

o Tra l6i fiien thoai.

o Chuyen cuoic goi cho fiong
nghiep.

o Nat cuoc goi 6 che fio chd.

o Tra 16i nhieu cuoc goi
cung luc.

o Quay soi cac cuoc goi trong
noébc va quoc te.

o Nhdng chéc nang ghi lai [0i
nhan va am nhac - ngoai

gid lam viec.

Co the st dung thanh thao hel
thong fAien thoai.

Thuan tien cho khach hang
va fiong nghiep.

Cam nang hééng dan
s6 duing he thong fien

thoaii cua cong ty.
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CONG VIEC SO 4:
PHAN VIEC SO 4.4:

1. May tinh ca
nhan hoac cong
ket noi fien may
chu va may in -
phan cong

CACH LAM

Than trong khi sd dung cac
phan cdng, tuan theo cac ch
dan cua nha san xuat fie van
hanh Aung cach.

Bao cao cac hong hoc cho
nhan vien chiu trach nhiem
cua cong ty hoac cho nha cung
cap dich vu cong nghe thong
tin (theo quy Ainh cua cong ty).

LAM VIEC TAI VAN PHONG
Van hanh may tinh

TIEU CHUAN

Hieu biet fay fiu va s6 dung
thanh thao cong may tinh,
mang va may in.

Ky nang s6 dung ban phim
thanh thao fiap 6ng cac tieu
chuan theo yeu cau cua cong ty.

Khong fie cho vi rut may tinh
xam nhap vao may tinh cua ban
cung nho vao may chu mang.

May tinh la mot cong cu thiet
yeu cua cong ty.

S6 dung may tinh thanh
thao la viec lam co hieu qua
ve thdi gian.

Vi rut may tinh co the pha
huy cac thong tin fAd6c 16u
gi6 trong may tinh, va gay ra
SOl bat tien va cham trel cho
ban va cac fiong nghiep.
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KIEN THOC

Cac cam nang hddng
dan cua nha san xuat
may tinh va may in,
fitdic cung cap cho
cong ty cua ban.

Kien thoc ve thdc hanh
sO dung va bao quan
may tinh cua ban.

2. Cac phan mem
nhoé Word fie
soahn thao tho to
va tai lieu, Excel
fie lap bang tinh

Soan thao tho té trong Word.

Soan thao cac van ban (nho
cac chddng trinh du lich) trong
Word hoac Excel.

Soan thao cac bang tinh (vi du
cac thong ke) trong Excel.

Sd dung cac chddng trinh khac
ma cong ty cua ban léa chon
(vi du phan mem ke toan/lap
hoa Aén).

Co hieu biet ve may tinh va
thanh thao tat ca cac 06ng
dung phan mem can thiet.

Ne lam viec hieu qua.

Cac cam nang hddng
dan cua cac nha cung
cap phan mem fa
cung cap cho cong ty.

Kien théc ve cac chéc
nang quan trong cua
cac chddng trinh phan
mem.



3. Internet

CACH LAM

Truy cap internet theo quy trinh
cua cong ty.

SO dung cac cong cu tim kiem
fie tim nhong thong tin can thiet.

Xac fiinh tinh cap nhat cua
thong tin vi nhieu trang web co
choa cac thong tin cu.

Lou (Aanh dau) cac trang ban
th6dng xuyen truy cap va fida
vao muc “Favourite”.

Sap xep cac thong tin nay vao
thd muc fe truy cap nhanh.

TIEU CHUAN

e Co the truy cap cac thong tin
co gia tri tren internet thong
qua may tinh cua ban.

Internet va rat nhieu trang
web cung cap mot thé vien
thong tin ve cac fiem fen
va cac san pham du lich.

SO0 dung Internet fiung
cach se tiet kiem thoi gian
cho ban trong viec tim kiem
thoing tin cho khach hang.

KIEN THOC

Cach truy cap internet.

Cach tim kiem (166t)
thong tin.

Cach 16u va quan ly
muic Favourite cua
ban Ae tham khao
nhanh khi can thiet.

4. Tho fien to

Tai ve va foc cac tho fien to
vao fiau gié sang, va theo fiinh
ky trong ngay.

Tra 16i ngay, hoac thdc hien viec
nghien coéu roi tra 16i sau fio.

Lou cac tho fien to theo che
dan cua cong ty ban.

e Tra l6i sbm tat ca cac tho fiien

t6 (xac nhan fia nhan A66c

thd neu ban khong the tra 16i
ngay trong ngay).

Moi tho fien t6 fAeu phai
Addc quan tam x6 ly nho
fioi vdi cuoc goi Aien thoai.

Cach s6 dung he
thong tho fien t6 cua
cong ty (nhd phan
mem Outlook).

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I

45



5. S6. dung may chu

CACH LAM

Tuan thu nghiem ngat cac quy
trinh cua cong ty cua ban khi
lam viec tren may chu.

Lou gi6d cac ghi chep cua ban
tren may chu.

TIEU CHUAN

Co the truy cap va sd dung
may chu theo hééng dan.

May chu l6u gid cac tap va
tep tin chia se cung cac
fiong nghiep; va I6u lai do
lieu vi cac ly do phap ly
hoac kinh doanh.
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KIEN THOC

Nhdng h6dng dan cua
cong ty ban ve lam
viec va tao tap tin tren
may chu.

6. Internet phone
(vi du Yahoo
Messenger,
Skype.. Aien
thoai qua
Internet)

Lam quen vdi nhdng 6ng dung
va cach so dung.

Co kha nang s6 dung cac he
thong fiien thoai qua internet.

Tuan thu quy Ainh cua cong ty
ve cach s6 dung.

Lien lac hieu qua hon.

Biet cach s dung cac
he thong.




CONG VIEC SO 4:
PHAN VIEC SO 4.5:

1. Giao dich qua
fAien thoai
(Aiein thoai co
fAonh va fien
thoai di fioing)

CACH LAM

Nhanh chong tra 16i fien thoai
(trong vong ba hoi chuong).

TO gidi thieu ve ban va cong ty
cua ban mot cach ro rang.

Lang nghe ng6di goi mot cach
can than (bao gom ca viec ghi lai
ten/so lien lac cua ng6di goi).

Thoc hien cac hanh fiong thich
hép, nho tra 16i cac cau hoi;
chuyen cuoc goi.

Ghi ro rang cac I6i nhan va
chuyen chung bang van ban.

Neu fiang tiep khach, hay cho
ngodi goi biet ban se goi lai cho
ho ngay khi ban co thoi gian.

Goi lai ngay cac cuoc fien
thoai bo 16 hoac khat.

Néa ra cac yeu cau ro rang
cho cac nha cung cap.

Tranh cac cuoc fiam thoai ca
nhan dai.

Luon luon lich s6 va nha nhan.

LAM VIEC TAI VAN PHONG
Giao dich vbi cac nha cung cap trong nganh du lich va khach hang

TIEU CHUAN

e SO dung phodng tien giao
dich bang fien thoai mot cach
hieu qua fioi vbi cac cuoc goi
fien va goi fi.

Nien thoai la phdéng tien
giao dich quan trong (cua
cac cong ty du lich).

Ban phai co kha nang tan
dung toi fia phddng tien nay.

KIEN THOC

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I 47



2. Giao dich troc tiep

CACH LAM

Nhin vao mat ng6d6i fioi thoai.
Mzm c6Oi.
T gibi thieu ve minh.

“Toi co the giup gi AddCc cho
ngai?”.

Lang nghe can than va ghi lai
noi dung.

Quan sat “ngon ngd' hinh the”.
Tra 16i rol rang cac cau hoi.
Neu ban khong biet hoac
khong chac chan, fAe nghi
oo tra 16i sau.

Tra 16i cang sdm cang tot.
Can the hien s6 ton trong

khach hang nhé ban muon maoi
ngodi Aoi x6 nho the voi ban.

TIEU CHUAN

e Giao dich troc tiep hieu qua

vOi moi ng6o6i thuoc moi nen
van hoa.

Khach hang se cam thay
tin tddng hdn neu thay ban
co phong cach lich s6 va
chuyen nghiep.
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3. Giao dich bang

van ban (tho,
fax hoac tho
fien to).

CACH LAM

S6 dung giao dich bang van ban.

SO dung ngon ngd ro rang,

tranh sd dung thuat ngo
chuyen mon.
Tach rieng cac giao dich

bang van ban theo cac chu
fiel khac nhau.

TIEU CHUAN

e Giao dich bang van ban hieu

qua voi khach hang, cac nha
cung cap va fiong nghiep.

Giao dich bang van ban la
cd sd cho cac yeu cau,
phuc fap va hdép fiong
chinh thoc.

KIEN THOC
Kieu cach rieng cua
cong ty ban ve giao
dich bang van ban.

. Ngon ng6 (ngon
ngd giao dich
hoac ngon ngd
chung trong giao
dich gitda hai
ngo606i) (nho
tieng Anh hoac
tieng Phap)

Thoa thuan ve ngon ngd
chung fe giao dich véi tat ca
cac khach hang va nha cung
cap khong noi nobic tieng Viet.

Tan dung moi cd hoi fie thdc

hanh va nang cao trinh fio

ngoai ngo.

trong nghe hieu, noi, foc va
viet trong tieng Anh va/hoac
tieng Phap, fie giao dich vdi
khach hang hoac nha cung
cap khong noi fi6éc tieng Viet.

Tieng Anh hoac tieng Phap
thééng la ngon ngd “pho
bien” fi6dc sb dung.

Ngoai ng6d - Nghe
hieu, Noi, Noc, Viet.
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5. KIEN THOC VE CAC NIEM NEN
Gioi thieu:

Cac nhan vien fiieu hanh du lich tai cac cong ty 16/ hanh phai co kien théc tot ve cac fliem fien du lich cua Viet Nam. Ho' se! lien tuc cap nhat cac kien
thoc thong qua viec fioc, nghien cou va rut kinh nghiem sau khi fia bat fiau vao lam viec.

Ban se phai hoan thanh cac bai tap “s6 dung ban fio” tdng vung cua Viet Nam; trang web cua Tong cuc Du lich Viet Nam co neu chi tiet vel cac vung
nay. Ban se biet A6dc vi tri cua cac thanh pho, cac san bay, cac fiiem thu hut khach du lich, Aid6ng fien ga tau, Addng fien cang bien, cac cda khau tiep
giap Trung Quoc, Lao, Campuchia, ndi khach co the nhap canh hoac xuat canh khoi Viet Nam, nui non, song suoi va cac vung chau tho. Ban cung se
biet fiéc khoang cach va khoang théi gian di chuyen.

Ban se biet néi tim kiem va cach tiep can cac nguon van ban (Internet, he thong CRS, cac an pham) fie co fidbc cac thong tin chinh xac va cap nhat vel
bat ky fiiem fien nao ma khach hang yeu cau.

Ban se tim nguon va nghien cdu cac an pham tréic quan (nhé CD-ROM,; video; phim, phim tai lieu, anh chup) ve cac fliem fien du lich, nham lam sau sac
them kien théc cua ban va té van chinh xac cho khach hang.

Khi co fieu kien ban se cap nhat kien théc cua minh ve cac fiiem fien thong qua cac trai nghiem ca nhan, thong qua cac chééng trinh khao sat du lich
co the do cac Van phong du lich hoac cac hang hang khong cung cap, va’/hoac thong qua cac chuyen fii tham lam quen voi cac fiiem fien do cac cong
ty 16 hanh hoac cac khach san to chdc.

Kien théc ve cac fiiem fien bao gom vi tri cua Aiem fien, cac Aiem thu hut fac biet/ly do fien tham quan; cach thdc di chuyen fien va trong pham vi fiiem
fien; cac loai hinh san pham du lich san co tai fiiem fien; lich sd, phong tuc fita ph6éng va cac fiac fiiem cua cong fiong dan co fila phddng; khi hau va
tinh mua vu anh hédng fien thdi filem tham quan; cac s¢ kien fiac biet nhé cac le hoi; tien nghi danh cho du khach; nhéng van fie lien quan fien an toan
va sdc khoe; nhdng canh bao ve du lich co the anh h6dng fien fiiem fien fio.

PHAN VIEC SO/ 5.1: Trau doi kien thoc ve fiiem fien du lich (Kien thoc)

PHAN VIEC SO 5.2: Cap nhat kien thdc ve filem fien du lich

PHAN VIEC SO 5.3: TO van ve filem fien cho cac cong ty 16 hanh ban st n66c¢c ngoai (FTW)
PHAN VIEC SO 5.4; T6 van ve Aiem fen cho thi trédng noi fia

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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CONG VIEC SO 5: KIEN THOC VE CAC NIEM NEN

TRAU DOI KIEN THOC VE NIEM NEN @ CAP NHAT KIEN THOC VE NIEM (2 )
DU LICH (KIEN THOC) NEN DU LICH

NOA RA LOI KHUYEN VE NIEM NEN @ NOA RA LOI KHUYEN VE NIEM (]
CHO CAC HANG DU LICH BAN Stk NEN CHO “TH0 TROONG NOI NiA”
NOOC NGOAI
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CONG VIEC SO 5:
PHAN VIEC SO 5.1:

CONG VIEC

1. Cac niem fen tai
Viet Nam

Cac nguon quan
trong:

Tong cuc Du lich
Viet Nam (TCDL)
duy tri mot trang
web luon ABdic cap
nhat cac thong tin
vel tong vung, tong
tenh va thanh pho
cua Viet Nam

Moi ttnh va thanh
pho cua Viet Nam
fieu xuc tien cac
filem thu hut khach
du lich cua hol

Cac cuon sach
hé6ng dan nho
“Lonely Planet”
fiodc nhieu cong ty
16/ hanh ban st n6dc
ngoai va khach du
lich n66c ngoai fien
Viet Nam s6 dung.

Tao cac ban fio vel tdng vung
du lich cua Viet Nam theo
TCDL va fAanh dau o tri cua
cac thanh pho 16n, cac san bay
quoc te, cac cda khau fA6dng
sat, Abbng bo va cac cang
bien; cac fiac fiem fila ly va
cac fliem thu hut khach.

Tim va ghi lai nhdng khoang
cach va khoang thoi gian di
chuyen (bang fi6éng khong,
fiodng bo va ABGNg sat) gida
moi vung du lich va thanh pho
I6n gan nhat nhdé Ha Noi,
thanh pho Ho' Chi Minh.

Truy cap vao cac trang web
cua TCDL, cac tnh va thanh
pho, va hang Hang khong
quoc gia Viet Nam.

Noc cac sach va tap gap ve
du lich.

Truy cap vao cac trang web va
sach hédng dan cua cac khu
vOc té nhan lien quan.

Tao va duy tri tap thong tin
rieng vbi cac thong tin cap
nhat ve cac fiiem fien du lich
cua Viet Nam.

TIEU CHUAN

Biet va I6u lai cac nguon dd lieu
thong tin fie cap nhat ve cac
fiiem Aen du lich cua Viet Nam.

Ve ban fo hoan thien mot
cach chinh xac cac fiiem fen
du lich cua Viet Nam, v.v..

Tao va duy tri cam nang dol
lieu Aay fu, bao gom cac
nguon fie tham khao va cac
do! lieu chinh.

KIEN THOC VE CAC NIEM NEN DU LICH
Trau doi kien thoc ve fdiem fien du lich (Kien thoc)

Khach hang trong cay vao
ban fie co figdbc nhdng
thong tin Aang tin cay ve cac
fiiem thu hut du lich tai Viet
Nam; ho se yeu cau ban
fida ra 161 khuyen; ban phai
flat ficdc long tin cua ho
bang cach fida ra 16i khuyen
thich hdp va chinh xac.

KIEN THOC

Cac fiiem fien du lich
chinh cua Viet Nam;
cac fiem hap dan cua
chung; cach di chuyen
flen va trong noi bo
filem fAen; cac Aac
fiiem fa ly, lich s6; cac
chi tiet vel van hoa, khi
hau va tinh mua vu;
cac loai san pham du
lich san co tai fa
phdédng; cac s6 kien
fiac biet nho le hoi.
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CONG VIEC

. Thong tin quan
trong ve Viet
Nam fioi vOi cac
cong ty 16 hanh
ban sz Viet Nam
va néoéc ngoai,
cac fai ly 16 hanh
va khach du lich
ndoc ngoai fien
Viet Nam

Duy tri nhdng thong tin cap nhat
ve nhoéng Aiem sau (ghi ro'trong
cac bddc to 3-12) trong mot tap
fie de dang tham khao ngay.

Duy tri mot danh muc cac
nguon thong tin chinh fie cap
nhat theo finh ky.

TIEU CHUAN

Duy tri mot tap tin chda Adng
kien thoc ve Aiem fien du lich.

Néa nhéng thong tin quan
trong fioi vdi du khach vao
trong tap nay.

Ne fida ra 16i khuyen chinh
xac cho khach hang.

Ne soan thao cac chédng
trinh tom tat cho hédng
dan vien.
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KIEN THOC

Kien thoc ve fiiem fien
du lich cua Viet Nam,
cac san pham, dich vu
du lich va cac quy fiinh.

. Lich s6 va con
ngo606i Viet Nam

Lich sd td thdi cac vua Hung
fien ngay nay.

Dan toc Viet Nam, bao gom
cac dan toc thieu so.

Co kha nang giai thich lich sdl
va cac sol kien anh hééng fien
vieic hinh thanh cua n66c Viet
Nam ngay nay.

Ban la Aai dien cho que
hoédng ban fioi vbi cac du
khach té nhdéng quoc gia
va cac tznh thanh khac.

4. Noa ly.

Nui non, song suoi, cac vung
chau tho, cac bai bien, cac
hai fiao.

Cac Di san The gidi cua
Viet Nam.

Biet ten va cac fiac fiiem fila
ly cua Viet Nam.

Biet ve khi hau tai cac vung
mien khac nhau.

Ne ho tré cho cac thi
trééng khac nhau (nhd du
lich sinh thai, du lich mao
hiem, du lich bien).

Ne giai thich ve tinh mua
vu - théi Aiem tot nhat fe
flen tham tdng vung mien
cua Viet Nam.
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CONG VIEC

5. Cac thanh pho,
cac ttnh va cac
mien

Nhong fiiem thu hut
khach du lich

Mien Bac — Ha Noi va cac
vung phu can; vung Tay Bac —
Sa Pa va cac dan toc vung
cao; vung Nong Bac - vinh Hal
Long, mot di san the gioi.

Mien Trung — Nha Trang, Hoi
An, Hue; vung Tay nguyen -
c6di voi 6 Buon Me Thuot va
Playcu.

Mien Nam — thanh pho Ho: Chi
Minh va fiong bang vung chau
thol song Me Kong.

TIEU CHUAN

Biet vi tri cua moi t:nh, ten va
Vi tri cua cac fiiem thu hut
khach 6 fio.

Ban se phai ch: cho du
khach thay vi tri nhdng
filem thu hut khach du lich
tren ban Ao cua Viet Nam.

KIEN THOC

6. Khi hau va tinh
mua vu

Khi hau co s6 khac biet gida
mien Bac va mien Nam cua
Viet Nam.

Co kha nang t6 van cho cac
cong ty 16 hanh ban st nddc
ngoai va thi trédng noi fita ve
nhong do bao khi hau
(nong/lanh; am/kho) tai cac tnh,
thanh khac nhau vao cac thoi
fiiem khac nhau trong nam.

Du khach phai fi6éc chuan
bi trédc (quan ao) cho thdi
tiet do kien tai fiem Aen
cua ho.

7. Van hoa

e Kien truc

e Nghe thuat

e Am nhac

e Van hoc

e Van hoa dan toc thieu so
e Bao tang

e Ton giao

Hieu rol ve nen van hoa Viet
Nam va biet cach truy cap
cac tai lieu tham khao fie Aap
ong yeu cau cua khach.

Nhieu du khach (quoc tei va
noi fia) fien tham fie co
fAodc kien thdc rong hdn ve
van hoa Viet Nam so voi
nhdng gi hol fibdc Aoc trong
sach bao va tren mang.
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CONG VIEC

8. Mua sam

Co rat nhieu tho fie mua 6 Viet
Nam; cac san pham go, s,
hang my nghe, lua, quan ao
may san, trang soc, tranh ve.

TIEU CHUAN

Co kha nang t6 van cho
khach nen mua gi, va tra l6i
nhdng cau hoi ve gia ca, chat
166ng, v.v..

Hau het du khach co it kien
théc vel mua gi, mua 6 fiau
va moc gia the nao, trédc
khi ho' fien Viet Nam.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I

KIEN THOC
Danh sach cac coa
hang fie xuat tai moi
fiem.

9. Am thoc

Nhong khac biet ve thdc an va
cach che bien theo vung.

Co kha nang t6 van cho khach
cach thédng théc cac mon an
khac nhau cua Viet Nam.

Cach che bien mon an Viet
Nam noi tieng tren the: gidi,
nhong hau het du khach
fieu biet rat it trédc khi fien
Viet Nam.

Cac nac fiem va fac
san cua moi vung
mien Viet Nam.

10. Cac dich vu

Ngan hang va tien tel
Sec du lich

The tin dung

Giat la

Nien

Bao ve sdc khoe

Co kha nang tra 16i cac cau
hoi ma khach hang co the
fida ra lien quan fien nhong
dich vui san co tai cac thanh
pho I6n va cac ttnh ma khach
fien tham.

Du khach can biet ho co
the s6 dung the tin dung,
nhan tien mat t6 may rut
tien t6' Aong, hoac foi sec
du lich hay khong. Ho can
phai s6 dung fddc cac
thiet bi Aien cua ho.

11. Ngoai ngd

Hau het cac nhan vien khach
san fieu noi ABdc tieng Anh,
tieng Phap, tieng Quang Nong.

H66ng dan vien va phien dich vien
noi tieng Anh, tieng Phap, tieng
Néc, tieng Trung, tieng Nhat, tieng
Han Quoc va tieng Nga.

Co kha nang giao tiep voOi
khach hang hoac thu xep mot
phien dich vien thanh thao fie
ho tréi khach.

Corat it du khach quoc tei co
the hieu, noi hoac fioc Addc
tieng Viet. Ban phai tim
fddc mot ngon ngd chung
hoac mot phien dich vien.

12. Hai quan va
Xuat nhap canh

Théi han hoi chieu.

Yeu cau thi théc.

Cac quy fiinh ve hai quan.
The du lich/ giay thong hanh.

T6 van cho khach ve cac yeu
cau thu tuic chinh xac.

Du khach co the muon gia
han ky ngh: cua ho hoac
mua cac vat pham van hoa
fie xuat khau.

Luat Xuat nhap canh
va Luat Hai quan cua
Viet Nam.
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CONG VIEC SO 5:
PHAN VIEC SO 5.2:

. Cap nhat kien
thoc ve Aiem
fien du lich cua
Viet Nam t6 cac
nguon van ban

(Cac nguon van
ban co the la
Internet, tap gap,
sach hddng dan,
cac bai viet tren
cac bao va tap chi)

CACH LAM

Lien tuc truy cap vao cac trang
web co lien quan fie co Ad6C
nhéng thong tin méi nhat.

Lien tuc fioc cac tap gap, tap
chi, sach hébng dan va cac
bai bao.

Cap nhat cam nang cua ban,
thay the nhéng thong tin cu va
bo sung do lieu mai.

Gi0l ban sao cac bai viet tren
cac bao va tap chi du lich
trong tap thong tin ve fiem
fien cua ban.

TIEU CHUAN

Biet va fanh dau cac nguon
thong tin fie co A6oc thong tin
cap nhat va chinh xac ve cac
fiiem fien du lich cua Viet Nam.

Duy tri cam nang cua ban
nhdng thong tin fiddc cap
nhat va chinh xac, bao gom
cac nguon tham khao va cac
do lieu chinh.

KIEN THOC VE CAC NIEM NEN DU L0CH
Cap nhat kien thoc ve idiem fien du lich

Luon co nhdng thay Aoi
nhanh chong trong cac fiem
fien du lich cua Viet Nam.

Ban phai co thong tin cap
nhat fie fAda ra 16i khuyen
fiung cho khach hang.

Ban co cang nhieu kien thoc
ve filem fien va to tin trong
viec tiep can cac thong tin
bao nhieu, thi cang co kha
nang cung cap dich vu tot
hén cho khach hang, va ban
se thanh cong hén.

KIEN THOC

Cac filem fien du lich
chu yeu cua Viet Nam;
fliem hap dan cua
chung; cach di chuyen
filen va ben trong fiem
fien; cac fac fiem fila
ly, lich s&; cac chi tiet
ve van hoa, khi hau va
tinh mua vu; loai hinh
san pham du lich san
co tai fita phddng; cac
s6 kien Aac biet nho
cac le hoi.
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2. Cap nhat kien
thoc ve cac fiem
fien du lich cua
Viet Nam to cac
nguon hinh anh

(Cac nguon hinh
anh co the la CD,
DVD, video, phim,
phim tai lieu, truyen
hinh, anh chup,
anh quang cao)

CACH LAM

Xem xet cac nguon hinh anh
san co ve Viet Nam, fie nang
cao kien thoéc va cai thien
[66ng nguon thong tin tham
khao ma ban co the s6 dung
fie td van cho khach hang.

Tham doél cac hoi thao khuyen
mali va cac buoi chieu phim do
cac cO6 quan du lich va/hoac
cac nha cung cap to choéc.

TIEU CHUAN

Cam nang thong tin ve cac
fiiem Aen du lich cua ban bao
gom cac nguon hinh anh,
va/hoac ghi lai nbéi cat
DVD/video co lien quan fie de
dang tham khao.

Ban co the nhanh chong lay
fioéc chung fie cho khach
hang xem.

Du lich cuon hut moi giac
guan, fac biet la “thi giac”
— “Tram nghe khong bang
mot thay”.

Viec ban nghien cbu cac
nguon hinh anh va co kha
nang gidi thieu chung cho
khach hang se lam tang
long tin cua khach foi voi

ban, va sd quan tam cua ho

fien fiiem fAen du lich fo.
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KIEN THOC

Cac fiiem fien du lich
chu yeu cua Viet
Nam; fiem hap dan
cua chung; cach di
chuyen fien va ben
trong fiiem fen; cac
flac fiiem fia ly, lich
s@; cac chi tiet ve van
hoa, khi hau va tinh
mua vu; loai san
pham du lich san co
tai fAla phéoéng; cac sol
kien Aac biet nh6 cac
le hoi.

3. Cap nhat kien
thdc ve cac
fiem Aen du lich
cua Viet Nam
thong qua
nhong trai
nghiem ca nhan

(Nhding trai
nghiem ca nhan
bao gom nhdng
chuyen fii cua
chinh ban, nhéng
nhan xet Aau tien
cua khach hang
va flong nghiep)

Tham dé cac ch6é6ng trinh khao
sat du lich va cac chuyen fii lam
quen do cac cb quan du lich va
cac nha cung cap to chéc.

Ni du lich cang nhieu cang tot
vao cac ngay nghs.

Hoc hoi nhong trai nghiem cua
khach hang sau khi ho fia trd ve.

Hoc hoi t6 nhdng bao cao cua
cac flong nghiep ve chuyen fi.

Cam nang thong tin ve fiiem
fien du lich cua ban bao gom
cac bao cao ve chuyen fi cua
ban, nhéng nhan xet co lien
gquan cua khach hang, va nhong
bao cao cua fiong nghiep.

Ban co the tiep can nhanh
chong nhdng kien thoc nay fie
cung cap thong tin “tham khao”
hien théi cho khach hang.

Kinh nghiem td chuyen i
cua chinh ban, cua fong
nghiep hoac khach hang
se giup ban co f6bic thong
tin chinh xac ve fiiem fen
khien khach hang tin t66ng
hoén fioi voi ban.

Cac fiiem fien du lich
chu yeu cua Viet
Nam; fiem hap dan
cua chung; cach di
chuyen fien va ben
trong fiiem fen; cac
flac fiiem fia ly, lich
s@; cac chi tiet ve van
hoa, khi hau va tinh
mua vu; loai san
pham du lich san co
tai fAla phéoéng; cac sol
kien Aac biet nho cac
le hoi.



CONG VIEC SO 5:
PHAN VIEC SO 5.3:

1. Hoi Aap cac yeu
cau bang van ban
cua cac cong ty
16 hanh ban sz
ndéc ngoai ve
cac fiac fiem cua
Aiem fAen trong
phan viec so 5.1
neu tren

(Cac yeu cau co
the la tho, tho Aien
to, fax, tin nhan
hoac fien thoai)

CACH LAM

Xac filnh cac thong tin A66c yeu
cau bang cach foc cau hoi
hoac nghe mot cach cham chu.

Neu co the thi cung cap ngay cac
thong tin thich hép va chinh xac.

Khi can xem xet cac yeu cau Ao
trééc khi tra 16i, hay xac nhan
yeu cau fio va hanh fiong ngay.

TIEU CHUAN

Hoi Aap cac yeu cau ngay lap
tdc, hoac cang sébm cang tot
vOi cac thong tin chinh xac.

Khi Addc ch: fiao, soan van
ban tra 16i fiel giam Aoc duyet
va gai fii.

KIEN THOC VE CAC NIEM NEN DU LICH
TO6 van ve iniem fien cho cac cong ty 16 hanh ban st n66c ngoai (FTW)

KIEN THOC

Cac FTW can co cac thong
tin chinh xac fe fiba vao
cac an pham ban hang cua
ho (tap gap, trang web,
v.v,). Co the hal phai chiu
trach nhiem ve bat ky sai
sot nao theo luat bao ve
ngdoi tieu dung (nho &
chau Au).

Thong tin ve HAiem
fien du lich cua Viet
Nam, trong khu véic
va quoc te.

2. Ho trd va’/hoac

Ai cung voi cac
cong ty 16 hanh
ban sz n66c
ngoai trong cac
chuyen khao sat
fien Viet Nam

Cac cong ty 16 hanh ban st n6éc
ngoai fien tham Viet Nam fie biet
ve cac fila danh du lich, fie quyet
filnh gdi khach fien hay khong;
fiau la thi tr6dng nguon ma ho
phai tap trung vao; va/hoac fie
fiam phan va mua cac dich vu.

Khi ch66ng trinh fa Adoc lap va
fiddc cong bo, ho co the mdi cac
fiai ly ban le I6a chon to thi
trédng nguon tham gia vao
chdéng trinh khao sat Viet Nam,
fie co kinh nghiem ve filem fien
va cac fliem noi bat trong
chdéng trinh du lich cua ho.

Ban co the fiddc phan cong fii

cung cac chuyen fii fio fien tat

ca cac filem fien cua Viet Nam
fie trd giup cho ho.

Cung cap cho khach hang
cua FTW (khach hang hien tai
va khach hang tiem nang)
nhdng thu xep hau can mot
cach chuyen nghiep cho cac
choéng trinh khao sat.

Hol tré cac FTW bang cach fi
cung hol trong cac chuyen i
fien cac khach san va cac
filem fen khac cung nho
nhéng Aiem noi bat trong
chédéng trinh cua ho.

Cac chuyen khao sat la
cong cu ban hang va tiep tho
quan trong fioi vbi cac cong
ty 16 hanh ban st n6dc ngoai.
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CONG VIEC SO 5:
PHAN VIEC SO 5.4:

1. Cung cap cac
thong tin ve
Aiem fien cho
cac fai ly 16
hanh ban le Viet
Nam fie ban cac
san pham cua
cong ty ban cho
khach hang
(Cac yeu cau co
the la tho, tho Aien
td, fax, tin nhan
hoac fien thoai).

CACH LAM

Lang nghe khach hang fie xac
fionh thong tin AG6c yeu cau.

Thong tin f66c yeu cau thédng
lar can phai mot fliem fien du
lich cu the nao fio tai mot tinh
hoac thanh pho cach xa thanh
pho cua fiai ly 16 hanh, va co
thel can phai nghien cou.

Hoi Aap cang sém cang tot.

TIEU CHUAN

Tat ca cac thong tin cung cap
phai chinh xac va fd6c cap
nhat; thong tin phai fio6c cung
cap ngay hoac cang sdbm cang
tot neu can phai co thdi gian fie
xac Ainh lai mot so chi tiet.

Khach hang thoa man voi cac
thong tin A66c cung cap.

KIEN THOC VE CAC NIEM NEN DU LICH
TO6 van ve iiiem fien cho thi trodng noi fita

Cac fai ly 16 hanh ban le 6
Viet Nam la nhéng fién vi
ban hang quan trong cho
cac san pham cua cong ty
ban. Ban phai tao doing
fAddc danh tieng tot fie ban
hang hieu qua.
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KIEN THOC

Thong tin ve filem fAen
du lich — Viet Nam

2. Cung cap thong
tin ve Aiem fien
du lich cho:

o Cac cong dan
Viet Nam

o Ngo66i nboe
ngoai co tru tai
Viet Nam

o Khach du lich
lel hoac nhding
khach thééng
gia fa fen Viet
Nam nhéng
khong mua
tour troéc va
bay gi6 ho
muon tim hielu
ve Viet Nam.

Lang nghe khach hang fie xac
fi'nh cac thong tin AG6c yeu cau.

Hoi fap cang sdm cang tot.

Tat ca cac thong tin cung cap
phai chinh xac va fi6dc cap
nhat; neu can phai co thoéi gian
fie xac filnh lai mot so chi tiet
thong tin phai AG6c cung cap
ngay hoac cang sdm cang tot.

Khach hang thoa man voi cac
thong tin AGGC cung cap.

Bien nhu cau tiem nang
thanh cac giao dich mua
ban va mang lai thu nhap
cho cong ty cua ban.
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6. KIEN THOC VE SAN PHAM
Gidi thieu:

Cong ty cua ban se phat hanh bo tai lieu ve: san pham tieu chuan, quang cao chung tren trang web va trong cac an pham cua cong ty. Boi tai lieu nay
se chda fAding thong tin ve cac chdédng trinh du lich tron goi tdi nhéng Aiem fen du lich & Viet Nam va gia thanh cua cac ch66ng trinh fio (cac dich vu bao
gom trong moc gia fiooc liet ke chi tiet va cac dich vu khong bao gom cung fiddic fiel cap tdi), mdc gia hap dan cua cac khach san fia chon, cac loai hinh
van chuyen cung gia ca cua tdng loai hinh; va nhéng yeu to cau thanh khac nhé h6dng dan vien du lich.

Se co fiu loai chddng trinh du lich tron goi vdi ngay fi cu the do khach hang tuy chon. Gia ca fiodc tinh theo fiau ngddi, voi moc dao fiong tuy theo mua (gia
phong khach san/gia ve may bay co the cao hén vao mua fiong khach va thap hén vao mua it khach); theo nhom (chi phi fii lai theo fiau ng66i se re hon khi co
nhieu ngddi hén trong nhom) va phu thuoc vao viec dung chung phong khach san (ngu phong fién co the phai chiu méc gia cao gap fioi so vdi nhgu phong fioi).

Cung co the co nhding chddng trinh du lich tron goi theo ngay co fiinh, vao mua le' hoi hay nhan dip sd kien the thao, v.v.. Mot so cong ty 16 hanh th6éng
fida ra nhieu ch66ng trinh du lich khdi hanh vao nhéing ngay nhat fiinh téi cac fiiem fien pho bien, fiac biet la vao mua cao fiiem, fie viec thue bao buong
phong va ph6ébng tien van chuyen co the fiddic Aat trodc nham Aap 6ng cac nhu cau fa do kien.

Khach du lich se nhan fioéc cac tap gap hoac “té r6i” vbi cac moc gia fia bao gom tien hoa hong cho cac fai ly 16: hanh ban le. Sel co cac mdc gia rieng
(foi khi con goi lar “bang gia rieng”) cho cac fai ly.

Cong ty cua ban cung se fiba ra cac chuyen fi A6dc to chdc theo yeu cau, ca cho cac cong ty 16 hanh nddc ngoai lan thi trddng noi fta, ndi ma cac san
pham tieu chuan khong fiap dng Addc; gia cac dich vul (van chuyen, khach san, h6éng dan, v.v..) sel co san hoac I6u trong thd muc “Bang gia rieng” hoac
trong c6 s6 dé lieu may tinh cua cong ty ban.

Khach hang (co nghta la thi tr6dng) cua cong ty ban fioi vdi nhéng loai san pham nay se! la:

o Cac cong ty 16 hanh ban st n66c ngoai (FTW), se ky hop fiong vdi cong ty ban fie fida khach du lich t& n66c ngoai vao. Cac cong ty nay
se fiba cac chtbéng trinh du lich tai Viet Nam cua cong ty ban vao cac chdédng trinh du lich cua ho, cong boi d66i thééng hieu cua cong ty
ho tai cac thi trodng nguon cua ho.

hoalc:
e Thitr6dng noi fda tai Viet Nam, bao gom:

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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o Cac fiai ly 16 hanh ban le fiat mua ché6éng trinh cho khach hang cua ho
o Cong dan Viet Nam mua san pham troc tiep té cong ty ban
o Ngodi nddc ngoai co tru tai Viet Nam mua san pham tréc tiep t6 cong ty ban

tham quan mot so n6i cua Viet Nam va mua san pham tréc tiep t6 cong ty ban.

PHAN VIEC SO 6.1: Hieu biet vel cac san pham cua Cong ty (Kien thoc)
PHAN VIEC SO 6.2: Cac san pham du lich
PHAN VIEC SO 6.3: Cac cau phan cua san pham

PHAN VIEC SO 6.4: Hieu biet cac mdc gia, gia von va/hoac gia tinh them



CONG VIEC SO 6. KIEN THOC VE SAN PHAM

HIEU BIET VE CAC SAN PHAM o CAC SAN PHAM DU LICH )
CUA HANG

SO DUNG CAC KHACHSANOUTIEN @ HIEU BIET CAC MOC GIA VA (4]
GIA CO TiNH LAl
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CONG VIEC SO 6:
PHAN VIEC SO 6.1:

CONG VIEC

1. Cac san pham
cua cong ty ban

Soan mot tap tai lieu cho rieng
minh, gom cac san pham ma
cong ty ban fiang cung cap:

o Tap gap cac chddng trinh
tham quan vdi cac hanh
trinh Aa cong bo.

o Van chuyen bang fnobng
khong, nddng sat, A6GNg
bo va fibdng bien.

o Van chuyen gida san bay
va cac khach san.

o LO6u tru va an uong tai tat
ca cac tnh, thanh.

o Dich vu hééng dan.

o Cac chdbng trinh tham
quan theo yeu cau.

o Dich vu Visa.

KIEN THOC VE SAN PHAM
Hieu biet ve cac san pham cua Cong ty (Kien thoc)

TIEU CHUAN

Biet toan bo cac san pham
hien co cua cong ty ban — cac
chi tiet vaa moc gia.

Co fiu cac thong tin fie tham
khao ngay khi ban can fien.

Hang ngay ban se thobéng
xuyen can fien cac thong
tin nay.

KIEN THOC

Tat ca cac san pham
cua cong ty ban.

2. Cac san pham
cua cac Adn vo
canh tranh

So sanh san pham cua cong ty
ban vbi san pham cua cac fién
vi canh tranh.

Nhan biet s6 khac biet trong
cac hanh trinh, cac khoan bao
gom trong gia, cac moc gia,
chat 166ng cua cac cb6 sb l6u
tru, v.v..

Liet kel cac the manh cua san
pham cua cong ty ban.

Nhan biet cac fiiem manh cua
san pham cua cong ty ban.

Ne t6 tin xuc tien va ban cac
san pham cua cong ty ban.

San pham cua cac fién
vi canh tranh.
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CONG VIEC

3. Trang web cua

cong ty ban

e Trang chu

e Cac trang ve san pham

e Cac trang ve cac thong tin
khac

e Nam bao viec cap nhat khi
can thiet

TIEU CHUAN

Hieu ro tat ca cac noi dung
tren trang web cua cong ty
ban

Noi dung tren trang web la
thong tin quan trong va la
cong cu ban hang.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I

KIEN THOC

Choc nang trang Web
cua cong ty

. Cac an pham
Cua cong ty
nham xuc tien
cac san pham
fien khach hang
(khach du lich,
cac cong ty |6
hanh ban sz
nodc ngoai va
cac fai ly

16/ hanh)

Léu mot ban sao cac tap gap
va tb rdi trong tap san pham
fie san sang tham khao

o Cac tap gap dung cho

viec ban hang

o Cac to roi

o Cac moc gia rieng
Nam bao viec cap nhat khi
can thiet.

Hieu ro tat ca cac an pham
cua cong ty.

Cac an pham la cac thong
tin quan trong va la cong
cu ban hang.

. Tiep can cac san
pham cua cong
ty trong c6 s6 do
lieu nam trong
phan mem may
tinh cua cong ty
hoac tren cac
bang gia fa in
(cac bang

gia rieng)

C06 sb dd lieu neu chi tiet ve tat
ca san pham, bao gom: cac
khach san, van chuyen, tham
quan, an uong, cac chuyen bay
va cac chééng trinh tron goi.

Ban phai kiem tra lai moc gia
trong c6 sO dd lieu khi tien
hanh gi6 cho va fiat cho.

Co kha nang truy cap vao cb
s6 dd lieu cac san pham cua
cong ty val s6 dung chung fie
xay déng cac chédéng trinh du
lich mot lan.

Nap 6ng cac yeu cau cua
khach hang.

64



CONG VIEC SO 6:
PHAN VIEC SO 6.2:

1. Cac choébéng
trinh du lich tieu
chuan fien mot
hoac nhieu
fAiem Aen tai
Viet Nam
(nhé Ha Noi /
Vinh Ha Long /
Ninh Binh / V66n
Quoc gia Cuc
Pho6ng / Ha Noi)

(o]

Chi tiet ve chébng trinh tren
trang web, tap gap hoac to roi
phai neu ro:

KIEN THOC VE SAN PHAM

CACH LAM

Ma ch6ééng trinh fie tham
khao.

Cac noi fien tham chinh.
No dai cua chédng trinh
tinh theo ngay / fiem.
Hanh trinh chi tiet téng
ngay.

Gia cho tong ngoéi (khac
nhau tuy theo mua vu, so
ngodi trong foan, chi phi
van chuyen chung, va tren
c6 sb 6 chung phong).
Cac khoan bao gom va
khong bao gom trong gia.
Hieu l6c cua gia

Nap 6ng cac yeu cau (bdoc 4)

e Co kha nang ban va/hoac tiep
nhan yeu cau fioi vOi mot
chobng trinh tieu chuan:

Cac san pham du lich

TIEU CHUAN

Tinh toan cac chi phi thoc te
cho 1 ngoai.

Xac finh cac ngay cu the do
khach yeu cau.

Nhan biet cac yeu cau fac
biet

Xac filnh kha nang fap 6ng
va fiat trodc cac dich vu.
Thu xep val/hoac nhan
thanh toan.

Bien nhu cau tiem nang
thanh hanh fiong mua sam
cua khach hang fioi vdi san
pham cua cong ty ban

Ne lam viec mot cach hieu
qua

KIEN THOC

Cac san pham du lich
cua cong ty ban.
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2. Cac chdbng
trinh Adinh ngay
cu the
(nho Le hoi hoa
Na Lat)

CACH LAM

Choong trinh se neu chi tiet:

[¢]

(o]
(0]
(0]

Nhdong ngay va gid cu
the cho hanh trinh du lich
chi tiet.

Mdc gia cho mot ngdoi
theo chdéng trinh - thééng
fiddc tinh tren c6 sb hai
ng606i 6 chung mot phong,
neu co khach hang nao
muon dung rieng phong
khach san thi tinh them
“phul thu phong Adn”.

Van chuyen bang fi6ong
khong, foéng bo, AGONg
thuy hay A66ng sat, gid lam
thu tuc va khdi hanh, thoi
gian di chuyen, gi6 fien.
Viec di chuyen t6 ndi fien toi
khach san va ngodc lai va
viec thu xep ve van chuyen.
Lou tru va cac fac fiem
cua khach san.

Chobng trinh tham quan
hang ngay, bao gom cac
bba an co trong chdédng
trinh.

Thoi gian nght ngoi.

Cac chobng trinh bo sung,
khong bao gom trong gia
c6 ban, nhéng san co fie
khach fiat va mua trooc.
Hieu 6 cua gia.

Hien trang tour.

Quy mo fioan khach.

Nap 6ng cac yeu cau (Booc 4)

TIEU CHUAN

e Co kha nang ban va /hoac
tiep nhan yeu cau mot
chooéng trinh du lich finh ngay
cu the.

o Xac filnh sé thich cua khach
hang vel phong khach san
[6u tru.

o Ban cac chdbdng trinh bo
sung.

o Tinh toan cac chi phi thdic te
cho mot ngdoai.

o Xac fiinh cac yeu cau Aac
biet.

o Xac finh kha nang fiap 6ng
fat trodc cac dich vu.

o Thu xep val/hoac nhan
thanh toan.

o Co kha nang thoéic hien
chddng trinh.

Bien nhu cau tiem nang
thanh cac giao dich mua ban
san pham cua cong ty ban.

Ne lam viec mot cach hieu
qua
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KIEN THOC

Cac san pham du lich
cua cong ty ban.

66



3. Cac chobng
trinh theo yeu
cau

CACH LAM

Khach hang se neu ro cac yeu
cau ve:

o Ngay gib.
Cac iiem fien.
Cac hoat fiong.
Cac tieu chuan ve I6u tru
Van chuyen.
H6dng dan vien va ngdoi
thap tung.
Nap 6ng cac yeu cau (B6dc 4).

O O O O o

TIEU CHUAN

e Co kha nang tinh toan cac chi

phi va chuan bi bang gia cho
chdébng trinh Aa lap cho
khach hang.

Soan thao cac chébéng trinh
cu the.

Bien nhu cau tiem nang
thanh cac giao dich mua ban
san pham cua cong ty ban.

KIEN THOC

Cac san pham cua
cong ty ban.

Cach xay dong hanh
trinh du lich

4. San pham du
lich Aap dng cac
yeu cau to:

Hoac la:
Cac cong ty 16
hanh ban st nddc
ngoai (FTW)

Hoac la:
Tho trodng noi fila
(nho fia neu trong
phan gibi thieu 6
tren)

Noi véi cac yeu cau td cac
FTW, ban se ho tré cap tren
soan thao bang bao gia, tho to
giao dich va cac hdp fiong.

Noi véi cac yeu cau td tho
trédng noi fa, ban se giai
guyet cac yeu cau thong qua
fiat cho va thanh toan.

Co kha nang s6 dung trang
web cua cong ty, bang gia
rieng va’hoac sd dung c6 sb
dd lieu ve san pham fie Aap
Ong cac yeu cau va ban A66c
san pham.
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KIEN THOC VE SAN PHAM
Cac cau phan cua san pham

CONG VIEC SO 6:
PHAN VIEC SO 6.3:

1. Cac khach san
Ou tien

(Cong ty cua ban
fiam phan A6dc
moc gia va kha
nang cung 6ng
phong véi nhdng
khach san nay).

CACH LAM

Tinh toan cac chi phi t6 c6 sb
do! lieu hoac bang gia rieng,
bao gom cac chi tiet ve cac
khach san 6u tien va cac moc
gia tai tong fiiem fen chinh
cua Viet Nam.

Cong ty ban can tinh fien viec
bao mot 166ng phong nhat fiinh
tai cac khach san 6u tien, fiac
biet la trong cac ky fiong khach.

TIEU CHUAN

e SO dung cac khach san 6u
tien trong viec lap va tinh gia
cac choéng trinh du lich.

Cong ty ban fa |6a chon
nhéng khach san 6u tien
nay doa tren chat 166ng va
gia ca, fiong thdi luon A6oic
flam bao fAap ©6ng phong
qua viec bao mot 166ng
phong nhat Ainh.

KIEN THOC

Danh sach cac khach
san 6u tien.

Chinh sach cua cong
ty ban ve sd dung
khach san.

2. Cac nha hang
ou tien

(Cong ty cua ban
flam phan fi6éc
maoc gia va thoc
fidbn cho cac bda
an cua du khach
tai fay)

Tinh toan chi phi t6 c6 s6 do
lieu hoac bang gia rieng, bao
gom cac chi tiet ve cac nha
hang 6u tien nay va cac moc
gia vOi cac tieu chuan thdc fidn
khac nhau, tai moi Aiem fen
du lich chinh cua Viet Nam

Can tinh fAen viec Nat cac boa
an theo tuan.

e SO dung cac nha hang 6u tien
trong viec lap va tinh gia cac
chddng trinh du lich.

Cong ty ban lda chon
nhdng nha hang Ou tien
nay doa tren chat 166ng va
gia ca, fiong thdi iam bao
co cho thong qua viec fat
cho hang tuan.

Danh sach cac nha
hang 6u tien.

Chinh sach cua cong
ty ban ve s6 dung nha
hang.




3. Cac l6a chon ve
van chuyen
(Cong ty cua
ban co the co xe
hoac cac phdbng
tien khac cung voi
lai xe; va/ hoac co
the ky hép fiong
vOi cac nha cung
cap thddng xuyen
cac dich vu nay)

(Cac I6a chon 6u
tien ve van chuyen
khac se mang lai 16i
the ve gia fie ban
tinh gia hoac mang
lai tien hoa hong
cho cong ty ban)

CACH LAM

Tinh toan cac chi phi td/ c6 sb
do lieu hoac bang gia rieng
hoac td cac bang gia.

o Van chuyen to/fien san

bay.

o Di chuyen bang xe to
hoac xe nho (col lai xe).
Xe fii thue (td lai).

Xe may Ai thue.

Xe fiap

Tau hoa

Di chuyen bang fAdong

song/bien

Du thuyen

o Hang hang khong bay
theo lich

o Chuyen cb

O O O O o

(]

TIEU CHUAN

e SO dung cac nha cung cap
van chuyen 6u tien trong viec
lap va tinh gia cac chébéng
trinh du lich.

So6i van chuyen an toan va
flang tin cay la mot thanh
phan quan trong trong
hanh trinh du lich cua cong
ty cua ban.

KIEN THOC

Chung loai va nang
l6c.

Danh sach nhéng nha
cung cap dich vu van
chuyen theo hdp fiong.

4. H66ng dan vien
hoac phien dich
vien

(Cong ty cua ban
co the tuyen dung
cac hodng dan
vien hoac phien
dich vien; va/ hoac
ky hép flong thue
cac fdn vi cung
cap chuyen nghiep
hoac ky troic tiep
vOi ca nhan)

Tinh toan cac chi phi t6 c6 sb
do' lieu hoac bang gia rieng,
hoac t6 mdc gia Aa biet foi voi
cac hééng dan vien va phien
dich vien tdl do.

e SO dung cac hédng dan vien
va phien dich vien fia qua l6a
cho fiel lap va tinh gia ch6éng
trinh du lich.

Cac hodbng dan vien va
phien dich vien chuyen
nghiep co nang loc la thanh
phan thiet yeu trong viec
lam hai long du khach khi
ho' fien tham Viet Nam.

Danh sach va trich
ngang cac hdédng dan
vien va phien dich vien.
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CONG VIEC SO 6:
PHAN VIEC SO 6.4:

1. Gia — cac thuat
ngo6 AG6c sO
dung trong
nganh du lich

[¢]

KIEN THOC VE SAN PHAM

CACH LAM

Khi tinh toan chi phi cua mot
san pham du lich, ban phai
hieu ro sd khac biet gida cac
thuat ngo sau:

“Gia mua - goc " (nett) la
chi phi phai tra cho fén vi
cung cap san pham.

“Gia von - goc” la gia mua
— gocc cong them mot ty le
phan tram va/hoac fi6dc
tinh them fAe trang trai cac
chi phi cua cong ty 6
hanh.

“Gia goc” (nett) la gia von
goc cong them mot khoan
lai cho cong ty 16/ hanh.
“Gia ban gop- gross (a)”
la gia ban danh cho cac
fiai ly 16 hanh ban le co
bao gom khoan tien hoa
hong.

“Gia ban gop — gross (b)”
la. gia ban danh cho
khach hang, khong bao
gom khoan tien hoa hong

TIEU CHUAN

e SO dung fiung cac thuat ngo khi
fiam phan chi phi voi cac iAén vo

cung cap va vbi khach hang.

Hieu biet cac mdc gia, gia von va/hoac gia co tinh lai

Ne fiam bao rang moi
ng6di trong cuoc fieu co
hieu biet chung vei cac moc
gia nooéic tinh.

Mdc gia ma ban Aa tinh
cho khach phai fiam bao
trang trai Au chi phi cho
cong ty ban va fat Ad6c
bien fol 16i nhuan.

Trong khi fioo moc gia ban
fia tinh cho khach phai co
tinh canh tranh vbéi nhdng
cong ty co cung san pham
dich vu khac.
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KIEN THOC

Cac thuat ngd nodc s6
dung pho bien trong
cac doanh nghiep 16
hanh va fai ly 16 hanh.



2. Gia mua

CACH LAM

Khi ban cung cap cho mot
cong ty 16 hanh ban stz nddc
ngoai (FTW) mot bang bao gia
cho mot chédéng trinh, ban se
tinh moc “gia mua” cho ché6ng
trinh Ao (ghi chu: ban se co
“khoan tinh them” cho bat ky
dich vu nao cua fibn vi cung
cap khi ban tinh méc gia mua
cho chddng trinh du lich).

Nhieu FTW se fiam phan trdc
tiep vbi cac khach san ve gia fie
giam thieu cac khoan tinh them.

Trong trodng hép nay, cong ty
ban se cung cap dich vu van
chuyen mat Aat; cac FTW se
“tinh them” tren gia cua ban fie
trang trai cac chi phi va 16i nhuan.

TIEU CHUAN

Luon soan cac bao gia cho cac
cong ty 16 hanh ban st n6oc
ngoai tren c6 s6 moc gia mua.

Nam bao co sé hieu biet
lan nhau mot cach ro rang.

KIEN THOC

3. Gia von

Khi ban cung cap cho mot Aali
ly 16/ hanh ban le tai Viet Nam
bao gia cho mot chééng trinh
du lich, ban se' tinh moéc “gia
von”; Aai ly 16 hanh fio se “tinh
them” thanh “gia ban gop” fAe
thu tien hoa hong ban hang.

Luon soan cac bao gia cho cac
fiai ly 16 hanh ban le tai Viet
Nam tren c6 s6 moc gia von.

Nam bao co st hieu biet
lan nhau mot cach ro rang.

4. Gia ban gop

Khi ban ban tréc tiep cho mot
du khach (nhé mot ngddi n6dc
ngoai co tru tai Viet Nam) ban
se tinh moc gia ban gop.

Luon tinh gia ban gop khi ban
hang tréc tiep.

Nam bao co so hieu biet
lan nhau mot cach ro rang.
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7. KIEN THOC VE NHA CUNG CAP
Gidi thieu:

Mot coing ty 16 hanh théc hien “tron goi” viec van chuyen khach, cung cap I6u tru va cac san pham va dich vu khac. Cong ty co the sé hdu hoac kiem
soat mot hoac nhieu cau phan noi tren - vi du,, viec chuyen chd bang xe buyt hoac xe du lich, co mot khach san hoac mot san pham hap dan khach du
lich chang han nhé co mot du thuyen tai vinh Ha Long; hoac cong ty co the fiam phan cac hdp fiong vdi chu sé hou/ ngédi quan ly cac cau phan khac
nhau fAe ket hép cac san pham cua ho vao trong tour du lich “tron goi”. Nhéng ngddi nay Addc goi la “nha cung cap” cho cong ty 16 hanh.

Hop Aong fa Addic fam phan se ghi ro cac chi tiet san pham va dich vu cung cap (Aat nhieu phong, ban t6 do, hoac ch: ban theo yeu cau); gia ca va
thanh toan (gia goc, cac fieu kien tin dung, yeu cau fiat coc; phat do huy bo; thay fioi theo mua); cac ho tré quang cao danh cho cong ty 16 hanh fie xuc
tien cac san pham trong tai lieu gidi thieu, quang cao hoac tren trang Web; va hoi tré ban hang.

Mot nhan vien fieu hanh tour phai co cac kien thdc (hoac co the tiep can Addic vdi cac nhguon thong tin cap nhat nhat) ve moi nha cung cap cua cong ty;
ve san pham cua hoj; ve! cac fileu kien hdp fiong gida cong ty cua minh va cac nha cung cap; ve cac thu tuc phai tuan theo khi giao dich v6i ho fie fiam
bao rang cong ty cua anh ta va khach hang nddc h6dng 18i to ban hép fiong; va ve cac nhan vien giao dich chu chot cua ho.

Cac nha cung cap gom co cac hang hang khong (vi du Vietnam Airlines, Pacific Airlines); Aén vi cung cap dich vu chuyen ché Adtdng bo (cac cong ty xe)
nho xe buyt va xe du lich co lai xe; he thong Addng sat; cac cong ty tau bien, tau song hoac du thuyen; cac cong ty cho thue xe tdl lai (vi du nhé xe may);
cac dich vu I6u tru (khach san va khu nghs cao cap); ibn vi cung cap dich vu an uong (nha hang, quan bar va ca phe); h6édng dan vien du lich va phien
dich (ke ca hanh nghe td' do va nhan vien cac cong ty); idén vi quan ly cac fiiem du lich; cac cda hang phuic vui khach du lich; cac hoait fiong van hoa va
giai tri; va cac dich vu khac ma cong ty ban co the fida vao gibi thieu trong tour du lich “tron goi” (vi du bao hiem tai nan va chi phi y te, dich vu foi tien
ngan hang).

Cac nha cung cap dich vu Aac biet co the la benh vien, phong kham rang hoac phong mach co the cung cap dich vu phau thuat, fiieu tri y tel hoac chda
rang co chat 166ng véi gia ca ch: bang mot phan nho so véi chi phi danh cho nhdng fieu tri t66ng td thdic hien tai My, chau Au hoac Uc. Nhan vien fieu
hanh Tour ket hép cac san pham va dich vu vao tour “tron goi” va quang ba cac lI6a chon trong tour cua minh téi cac thi trééng nguon.

Ngoai ra, nhan vien fiieu hanh nen co thoing tin, hoac biet tim kiem cac thong tin fio khi Aidd’c yeu cau ve san pham va dich vu cua cac nha cung cap khac
khoing phai la nha cung cap fi6éc ky hdp fiong voi cong ty cua minh, nhéng co lien quan trong cong tac thu xep du lich cho cac khach hang cua cong ty.
Vi duj, hang hang khong quoc te chuyen ché nhom hoac khach du lich fién le tdi Viet Nam co the la Air France hoac Malaysian Airlines, trong khi nha cung
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cap dich vu chuyen ché hang khong cua cong ty co the la Vietnam Airlines; cac cong ty 16 hanh ban st n6dc ngoai hoac cac fai ly |16 hanh ban le co the
neu cu the cac khach san hoac khu nghz khac.

PHAN VIEC SO 7.1: Cac hang hang khong (Kien thoc)

PHAN VIEC SO 7.2: Van chuyen fi6dng bo (cac cong ty xe) (Kien thoc)

PHAN VIEC SO 7.3: Cac hinh thdc van chuyen khac (fi66ng sat, bien va song, xe may..) (Kien thdc)
PHAN VIEC SO 7.4: Cac c06 s l16u tru (khach san, khu nghz...) (Kien thdc)

PHAN VIEC SO 7.5: Cac fdn vi cung cap dich vu an uong (nha hang, quan Bar, quan ca phe...) (Kien théc)
PHAN VIEC SO 7.6: H66ng dan vien du lich va phien dich (kien thoc)

PHAN VIEC SO 7.7: Hoat fiong mua sam, van hoa, giai tri va cac dich vu khac (kien théc)

PHAN VIEC SO 7.8: Cac dich vu danh cho cac yeu cau fiac biet (kien thoc)



CONG VIEC SO 7: KIEN THOC VE NHA CUNG CAP

HIEU BIET CAC HANG HANG KHONG @ VAN CHUYEN ROONG BO VA CAC )
(KIEN THOC) CONG TY XE

CAC KHACH SAN VA KHU NGHt R6OC @ NHA HANG, QUAN BAR o
HANG CHAO CHO KHACH HANG
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CONG VIEC SO 7: KIEN THOC VE NHA CUNG CAP

HOONG DAN VIEN DU LICH VA (5 ] HOAT NONG MUA SAM (6 ) HOAT NONG VAN HOA (7]
PHIEN DICH
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CONG VIEC SO 7:
PHAN VIEC SO 7.1:

NOI DUNG

1. Cac chuyen bay
va hang hang
khong noii Ata
cua Viet Nam

Noi may bay, dich vu, tuyen
bay, lich bay va gia ve may bay
gida hai Aiem cua hang hang
khong quoc gia Viet Nam va
hang hang khong co phan
Pacific (va bat ky hang hang
khong noi filta nao hoat fiong tai
Viet Nam) — cac hang nay co
the tiep can thong qua cac an
pham xuat ban finh ky, hoac
tai trang web cua hang hang
khong, hoac thong qua CRS.

KIEN THOC VE NHA CUNG CAP
Cac hang hang khong (Kien thoc)

TIEU CHUAN

Biet c6 cau tuyen bay cua hang
hang khong noi fita, lich bay va
gia ve may bay; hoac co the tiep
can cac thong tin Ao mot cach
nhanh chong.

Biet cach lien he vbi hang hang
khong fie fiat ve.

Du lich noi Ala bang may
bay (vi dul gida Ha Noi va
TP HCM) se la mot san
pham ma ban fiat mot cach
thodng xuyen.

KIEN THOC

Tim hieu ve cac c6 cau
fiddng bay khac nhau,
lich bay va gia ve may
bay Ad6c ap dung.

Tim hieu cach thoc/ 6
fiau co the kiem tra
xem thong tin fa cap
nhat choa.

2. Cac hang hang
khong quoc te
bay toi Viet Nam

Tuyen i6Gng bay, ngay bay, thoi
gian bay fien va bay fi cua cac
hang hang khong né6c ngoai co
chuyen bay t6i Viet Nam.

Co the lay fi66c cac thong tin
chinh xac ve lich bay, va ve tan
suat bay thoc te.

Ne lap ke hoach cho dich
vu fon khach; théi gian
nhan phong khach san
thdc te; théi gian bat fau
xuat phat fi tham quan.

Tim hieu vel cac tuyen
fAodng bay va lich bay
khac nhau

Tim hieu cach thoc/ 6
fiau co the kiem tra
xem thong tin Aa cap
nhat choa.

3. Cac hdp fiong
cua cong ty voi
cac nha cung
cap dich vui van
chuyen hang
khong

Thong tin chi tiet ve cac
phééng an cung 6ng thay the,
fileu khoan thanh toan, thay
fioi ve che fio theo mua, Aieu
kien va thu tuc Aat cho.

Co the ap dung cac chi tiet cua
hdép fiong trong viec fiat ve cac
chuyen bay cho khach du lich.

HOp fong cung cap cua
cong ty se neu ro cac thu
tuc phai tuan theo: ban
phai tuan thu fie cong ty va
khach hang fddc hodbng
nhéng I6i ich ma hai ben Aa
fam phan voi nhau.

Cac thu tuc phai theo
khi lam viec vdi cac nha
cung cap dich vu van
chuyen hang khong.
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1. Xe buyt, mini-

CONG VIEC SO 7:
PHAN VIEC SO 7.2:

NOI DUNG

buyt, xe van tai
va xe du lich do
moit so nha cung
cap dich vui van
chuyen R6dng
bo cua cong ty
Aieu hanh

Cac nha cung cap dich vu van
chuyen f6dng bo ky hdp fiong
vOi cong ty tai moi khu voc fiiem
fien tai Viet Nam (vi du Nong
bang song Me Kong, Ha Noi).

Biet nha san xuat va loai xe (vi
du Toyota Land Cruiser).

Biet s6c chda cua moi xe
(hanh khach va hanh ly).

KIEN THOC VE NHA CUNG CAP
Van chuyen fiddng bo (cac cong ty xe) (Kien thoc)

TIEU CHUAN

Biet cac nha cung cap dich vu
van chuyen fAddng boi tai moi

khu véc Aiem fien trong Viet

Nam; va loai fioi xe va nang
I6c van chuyen ma ho fang
fiileu hanh. Gid cac thong tin
chi tiet trong bo tai lieu tham
khao cam tay.
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KIEN THOC

Ban se co the thu xep viec
van chuyen khach td san
bay fien khach san tai moi
trung tam du lich ma khach
hang cua cong ty tbi fio
trong pham vi Viet Nam.

Cac nha cung cap
dich vu van chuyen
fiodng bo tai moi khu
voc filem Aen trong
Viet Nam; va loai fioi
xe va nang loc van
chuyen ma ho fang
Ban co the tra 16i cac cau | fieu hanh.
hoi cua khach hang cua
cong ty (cac fiai ly 16 hanh
va troc tiep khach hang)

. Nhdng ng66i lam
viec cho nha
cung cap dich vu
van chuyen
A66ng bo cua ban
—ng6o6i ma ban
lien he fie Aat cho
va xac nhan cho
va lai xe

Nhong ngo6i lam viec cho nha
cung cap dich vu ma ban noi
chuyen hoac lien he thong tin
fie thdc hien viecc Aat cho.

Cac lai xe foddc giao trach
nhiem chuyen ché cac khach
hang cua cong ty trong chuyen
fii t6i khu vdc fo.

Goi hoac viet vao danh sach
lien he theo ten; va foi xO voi
ho nhoé ban be.

Biet cac lai xe va foi x6 voi
ho mot cach ton trong.

Ban se nhan Addc dich vu
tot hén va sel hai long hén
vOi cong viec cua minh.

Co quan he ca nhan
cang nhieu cang tot
vOi nhdng ngo6di lam
vielc cho nha cung cap
cua ban, va gid quan
he tot voi ho.

Cac khach hang cua cong
ty se nhan Addc dich vu tot
hoén; se co it khieu nai hon.

. Cac hop fiong
cua cong ty voi
cac nha cung cap
dich vu xe o to

Thong tin chi tiet ve cac
phééng an cung 6ng thay the,
quy moi fioan va gia goc, Aieu
khoan thanh toan, thay fioi ve
che fo theo mua, fiieu kien va
thul tuc fat cho.

Co the ap dung cac dieu
khoan chi tiet trong hdp fiong
khi fiat xe ol to.

Hép fong cung cap cua
cong ty sel neu ro cac thu
tuc phai tuan theo: ban
phai tuan thu neu cong ty
va khach hang Addc htdng
nhéng 16i ich ma hai ben Aa
flam phan voi nhau.

Cac thu tuc phai theo
khi lam viec vbi cac
nha cung cap dich vu
van chuyen bang o to.
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CONG VIEC SO 7:
PHAN VIEC SO 7.3:

NOI DUNG

1. Mang I66i Addng
sat

Tuyen fi6dng sat; tan suat;
ngay hoat fiong va théi gian
cung cap dich vu; hang ghe;
gia ve;; bat ky s6 giam gia hoac
hoa hong nao danh cho cong
ty; cac fau moai lien he fie Aat
ve va dich vu.

KIEN THOC VE NHA CUNG CAP
Cac hinh théc van chuyen khac (fiodng sat, bien va song, xe may...) (Kien thoc)

TIEU CHUAN

Biet ve mang 166i Addng sat
Viet Nam, chi tiet ve dich vu,
cach tiep can cac nguon
thong tin cap nhat, va cach
fiat cho.

Ban se co the fiba ra cac
ban chao gia va dich vu
khach hang chinh xac ve fi
lai bang fAi6dng sat & Viet
Nam cho cac cong ty |6 hanh
ban st n6dc ngoai, cac Aai ly
16 hanh ban le va fap 6ng
cac yeu cau troc tiep.

KIEN THOC

Mang 166i Ad6dng sat
Viet Nam, chi tiet ve
dich vu, va cach tiep
can vdi cac nguon
thoing tin cap nhat.

2. Phal/ phoéng tien
Bien va Song

Pha bien (fien cac fao ngoai
bien).

Pha va phdbng tien van
chuyen tren song (vi du tau
canh ngam té Tp. HCM #i
Vung Tau).

Vo tri; chédng trinh va hoat
fiong; gia ve; bat ky s6 giam
gia hoac hoa hong nao danh
cho cong ty; cac fiau moi lien
he fe fat ve va dich vu.

Biet ve he thong pha va
phoodng tien van chuyen song
va bien san co 6 Viet Nam;
chi tiet ve dich vu; cach tiep
can voi cac nguon thong tin
cap nhat; va cach fat cho.

Ban se co the fiba ra cac
ban chao gia va dich vu
khach hang chinh xac ve fi
lai bang pha va phééng
tien van chuyen song va
bien & Viet Nam cho cac
cong ty 16 hanh ban st n66c
ngoai, cac fai ly 16 hanh
ban le va fiap 6ng cac yeu
cau troc tiep.

Pha va cac phobng
tien van chuyen
fodng bien va song &
Viet Nam; chi tiet ve
dich vu; va cach tiep
can vdi cac nguon
thong tin cap nhat.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I

77



NOI DUNG

3. Du thuyen

Du thuyen tren bien/ trong vinh
(vi du khu véc vinh Ha Long va
Hai Phong).

Du thuyen ven bd bien.

Du thuyen tren song (vi du
song Hong, song Me Kong).

Vo tri; chédng trinh va hoat
fiong; gia ve; bat ky sol giam
gia hoac hoa hong nao danh
cho cong ty; cac fiau moi lien
he Ae Aat ve va dich vul.

TIEU CHUAN

Biet cac l6a chon ve du
thuyen san co & Viet Nam;
chi tiet ve dich vu; cach tiep
can cac nguon thong tin cap
nhat; va cach fat cho.

Ban se co the fida ra cac
ban chao gia va dich vu
khach hang chinh xac ve
cac l6a chon fii du thuyen
tai Viet Nam cho cac cong
ty 16 hanh ban st nébc
ngoai, cac fai ly 16 hanh
ban le va fiap 6ng cac yeu
cau troc tiep.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR

KIEN THOC

Cac l6a chon ve du
thuyen & Viet Nam; chi
tiet ve dich vu; va cach
tiep can v6i cac nguon
thong tin cap nhat.

4. Thue! xe (0 lai)

Xe o to du lich to lai

Xe gan may to lai

Bao hiem

Cac cong ty cho thue xe to
lai; Aieu kien va Aieu khoan;
cac mau o to va xe gan
may co san fie cho thue;
gia thue; cac yeu cau ve
bang lai foi voi ngodi thue.

Biet cac I6a chon ve thue xe
(t6 lai) san co 6 Viet Nam; chi
tiet ve dich vuj; cach tiep can
cac nguon thong tin cap nhat;
va cach fAat thue.

Ban se co the fiba ra cac
ban chao gia va dich vu
khach hang chinh xac ve
cac l6a chon thue xe tai Viet
Nam cho cac cong ty 16
hanh ban st n66c ngoai, cac
fai ly 16 hanh ban le va fiap
Ong cac yeu cau troc tiep.

Cac l6a chon ve thue
xe O Viet Nam; chi tiet
ve dich vu va cach
tiep can vbi cac nguon
thong tin cap nhat.

5. H6p Aong cua
cong ty voi cac
nha cung cap
dich vu van
chuyen hinh
thoc khac

Thong tin chi tiet ve cac
phééng an cung 6ng thay the,
fileu khoan thanh toan, hoa
hong phai tra, fiieu kien va thu
tuc Aat cho.

Co thel ap dung cac fieu
khoan chi tiet trong hdp fiong
khi fiat thue cho khach du lich.

Hép fiong cung cap cua
cong ty sel neu ro cac thu
tuc phai tuan theo: ban
phai tuan thu neu cong ty
va khach hang Addc htdng
nhding 16i ich ma hai ben fia
flam phan véi nhau.

Cac thu tuic phai tuan
theo khi lam viec voi
cac nha cung cap dich
vu van chuyen khac.
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1. Cac khach san

CONG VIEC SO 7:
PHAN VIEC SO 7.4:

NOI DUNG

va khu nghg Addc
gidi thieu trong
pham vi cac nha
cung cap dich vu
I6u tru do cong
ty chao cho
khach hang

Nia fiilem; so phong; cac phong
co tieu chuan va gia khac
nhau; gia goc; gia phong theo
mua; giam gia hoac hoa hong
cho cong ty; c6 sb fap 6ng
phong (thuel bao mot so
phong; cho thue t6 do; theo
nhu cau); Aau moi lien he! fiat
phong hoac dich vu.

KIEN THOC VE NHA CUNG CAP
Cac c0 so6 16u tru (khach san, khu nght..) (Kien théc)

TIEU CHUAN

Biet chi tiet vel cac nha cung
6ng dich vu I6u tru cua cong ty
va cac dich vu cua ho; cach tiep
can voi cac nguon thong tin cap
nhat; va cach fiat phong.

Ban se co the fiba ra cac
ban chao gia va dich vu
khach hang chinh xac fie
filap 6ng cac yeu cau ve noi
I6u tru cho cac cong ty 16
hanh ban st nddc ngoai,
cac fai ly 160 hanh ban le
va fiap 6ng cac yeu cau
troc tiep.

KIEN THOC

Thong tin ve cac nha
cung 6ng dich vu l6u
tru cho caong ty; chi tiet
ve cac dich vu cua ho
va cach tiep can voi
cac nguon thong tin
cap nhat.

. Cac khach san
va khu nghz khac
co the fdéc cac
khach hang cua
ban s dung
hoac 6u tien s6
dung(FTWs, fali
ly 16 hanh ban le;
Aat cha troc tiep)

Nia fiiem; so phong; cac phong
co tieu chuan va gia khac
nhau; gia goc; gia phong theo
mua; giam gia hoac hoa hong
cho cong ty; fau moi lien he
fiat phong hoac dich vu.

Biet thong tin chi tiet ve cac
khach san hoac khu nghs
khac va cac dich vu cua ho;
biet cach tiep can vdi cac
nguon thong tin cap nhat; va
cach Aat phong.

Ban se co the fida ra cac
ban chao gia va dich vu
khach hang chinh xac fe
flap 6ng cac yeu cau khac
ve ndi I6u tru cho cac cong
ty 16 hanh ban st nébc
ngoai, cac fai ly 16 hanh
ban le va fiap 6ng cac yeu
cau troc tiep.

Thong tin ve cac
khach san va khu nghg
khac 6 Viet Nam; chi
tiet ve cac dich vu cua
ho; va cach tiep can
vOi cac nguon thong
tin cap nhat.

. Cac hop fiong
cua cong ty voi
cac nha cung cap
dich vu I6u tru

Chi tiet ve: cac phddng an cung
cap dich vu thay the, gia goc,
fileu khoan thanh toan, thay
fioi theo muia, fiieu kien va thu
tuc Aat cho.

Co the ap dung cac dieu
khoan chi tiet cua hdp fiong
khi fat cho ngh: cho cac
khach du lich.

Hép fiong cung cap cua
cong ty sel neu ro cac thu
tuc phai tuan theo: ban
phai tuan thu neu cong ty
va khach hang Addc htdng
nhding 16i ich ma hai ben fia
flam phan véi nhau.

Cac thu tuc phai tuan
theo khi lam viec voi
cac nha cung cap dich
vu I6u tru.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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KIEN THOC VE NHA CUNG CAP
Cac nodn vi cung cap dich vu an uong (nha hang, quan Bar, quan ca phe...) (Kien thoc)

CONG VIEC SO 7:
PHAN VIEC SO 7.5:

NOI DUNG

1. Cac nha hang,
quan bar va ca
phe nho Adbc
gibi thieu trong
ban chao ve thtc
an va fo uong
cua cong ty

Nia fiem; loai fio an hoac dich
vu Addc cung cap; lda chon
thdic fibn; gia ca; giam gia
hoac hoa hong danh cho cong
ty; cac fiau moi lien he fAe Aat
cha hoac dich vu.

TIEU CHUAN

Biet cac thong tin chi tiet ve cac
nha cung cap dich vu fio an va
fio uong cua cong ty va cac
dich vu cua ho; biet cach tiep
can vobi cac nguon thong tin cap
nhat va cach fat cho.

Ban se co the fiba ra cac
ban chao gia va dich vu
khach hang chinh xac fap
ong cac yeu cau ve thoc
an va fio uong cho cac
cong ty 16 hanh ban st n66c
ngoai, cac Aai ly 16/ hanh
ban le va fiap 6ng cac yeu
cau troc tiep.

KIEN THOC

Thong tin ve cac nha
cung cap dich vu théc
an va fioluong; chi tiet
cac dich vu cua ho;
va cach tiep can voi
cac nguon thong tin
cap nhat.

2. Kien thoc chung
ve thdc an va fo

uong thay the co

san 6 tren khap
Viet Nam

Nia fiiem; loai fio an hoac dich
vu fi6bc cung cap; gia ca ang
choing; cac fnau moai lien he fie
fiat cho hoac dich vu.

Danh sach cac nha hang,
quan bar va ca phei co the gioi
thieu cho khach du lich theo
yeu cau.

Co kien thoc hieu biet chung ve
cac léa chon Aoi vdi nha hang,
quan bar va ca phe co tai khap
ndi tren Viet Nam.

Ban sel co the fida ra
nhdng td van chinh xac cho
cac cong ty 16 hanh ban sz
nééc ngoai, cac fiai ly 16
hanh ban le va fAap 6ng
cac yeu cau troc tiep.

Kien théc chung ve
cac loa chon ve nha
hang, quan bar va
quan ca phe khac
nhau san co & khap
noi tai Viet Nam.

3. Cac hdp Aong
cua cong ty voi
cac nha cung
cap thdc an va
Ao uong

Thong tin chi tiet ve gia ca,
fieu khoan thanh toan; fAieu
kien va thu tuc fiat mua.

Co the ap dung cac chi tiet hp
fiong khi Aat nha hang cho cac
khach hang du lich.

Hép fiong cung cap cua
cong ty sel neu ro cac thu
tuc phai tuan theo: ban
phai tuan thu neu cong ty
va khach hang Addc htdng
nhding 16i ich ma hai ben fia
flam phan véi nhau.

Cac thu tuc phai tuan
theo khi lam viec voi
cac nha cung cap dich
vu thdc an va fio uong.



1. H66ng dan vien

CONG VIEC SO 7:
PHAN VIEC SO 7.6:

NOI DUNG

du lich va phien
dich, ke ca lam
nghe t6 do hoac
la nhan vien cac
cong ty, nhéng
ngodo6i Addic cong
ty ban chap
thuan lam fAau
moii cung cap
dich vu nay.

Cac cong ty cung cap hdbdng
dan vien du lich hoac phien dich
ma cong ty ban co ky hép fiong.

Cac hébéng dan vien du lich va
phien dich vien hanh nghe t&
do, co ky hép fiong cung cap
dich vui cho cong ty.

Tinh san sang; chi phi; hoa
hong cho cong ty; giay phep
hanh nghe va tieu chuan chat
166ng can co.

KIEN THOC VE NHA CUNG CAP
Ho66ng dan vien du lich va phien dich (kien thdc)

TIEU CHUAN

Co the l6a chon fd6dc hédng
dah vien du lich phu hép nhat
cho moi nhom hoac moi ca
nhan khach du lich.

Co the lba chon fddc ngddi
phien dich co nang l6c nhat cho
moi nhom hoac moi ca nhan
khach du lich.

Ban se co the fida ra nhdng
ban chao gia chinh xac nhat
lien quan téi dich vu h6dng
dan du lich va phien dich
cho cac cong ty 16 hanh ban
st hddc ngoai, cac Aai ly 16
hanh ban le va fiap 6ng cac
yeu cau trdc tiep.

KIEN THOC

Cac hobng dan vien
va phien dich vien ky
hép fong lam nha
cung cap dich vu cho
cong ty.

. Cac h6dng dan
vien hoac phien
dich vien khac
co the goi A6dc
khi co yeu cau

Cac hoébng dan vien hoac
phien dich vien khac fAap 6ng
fAodc yeu cau ve bang cap va
tieu chuan trinh Ao.

Co the l6a chon cac hodng dan
vien va phien dich vien du lich
phu hdp va fiu nang loc to danh
sach do phong.

Ban se co the bo sung cho
dich vu hééng dan vien va
phien dich vien du lich
th6dng xuyen cua cong ty
khi n66c yeu cau.

Danh sach do6 phong
cua cac hobéng dan
vien va phien dich
vien du lich Au trinh
fiol tai cac thanh pho
va ttnh khac nhau &
Viet Nam.

. HOp fiong cua
cong ty voi cac
nha cung cap
dich vu hdédng
dan va phien
dich vien du lich

Chi tiet cac ph66ng an thay the,
chi phi, hoa hong, Aieu khoan
thanh toan, fiileu kien va thu tuc
yeu cau cung cap dich vu.

Co the ap dung cac chi tiet hop
fiong khi Aat yeu cau cung cap
hoédng dan va phien dich vien
du lich cho cac khach du lich.

Hép fiong cung cap cua
cong ty se neu ro cac thu
tuc phai tuan theo: ban
phai tuan thu neu cong ty
va khach hang Addc hodng
nhdng 16i ich ma hai ben fa
flam phan véi nhau.

Cac thui tuc phai tuan
theo khi lam viec voi
cac cong ty cung cap
hééng dan vien du
lich/phien dich

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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CONG VIEC SO 7:
PHAN VIEC SO 7.7:

NOI DUNG

. Cac c0a hang
Aodc fnda vao
ch6éng trinh du
loch cua cong ty

Cac coa hang ban fio thu cong
my nghe (vi du nhdé cac coda
hang A6dc ghe tham tren Addng
fii trong ché6ng trinh tour du lich
fii vinh Ha Long).

Catalogue gibi thieu cac san
pham ban va cac méc gia.

Thu xep van chuyen nhéhg mon
hang I6n ve thang ndi I6u tru
cua khach.

Cac thu xep giam gia hoac hoa
hong do cong ty, htdng dan
vien du lich hoac lai xe fiam
phan Addc.

KIEN THOC VE NHA CUNG CAP
Hoat fiong mua sam, van hoa, giai tri va cac dich vu khac (kien thdc)

TIEU CHUAN

Nanh gia fidéc cac san pham
fiddc ban va gia ang chong
tai cac filem dong mua sam
cua cong ty.

Co the tra 16i tat ca cac cau
hoi vel hoat fiong mua sam
bao gom trong tour do cong ty
16 hanh ban st cac fai ly va
khach du lich fiat ra.

Nhieu tour du lich bao gom
cac fiiem dong tai cac coa
hang tren A66Ng fi tdi Aiem
fien cuoi trong ngay. Ban se
can tra 16i cac cau hoi xem
0 Ao co ban cai gi, khoang
moc gia va thong le tra hoa
hong do cong ty 16 hanh
ban st cac fai ly va khach
du lich Aat ra.
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KIEN THOC

Cac cba hang nobéc
fida vao choddng trinh
tour du lich cua cong
ty, va ky hdp fong e
cung cap va/hoac van
chuyen hang toi tan tay
khach hang cua ban.

2. Kien thoc
chung ve cac
coa hang khach
du lich hay téi

Kien théc ve cac cda hang va
chd ma khach du lich 6a chuong
(vi du trang phuc may fio, hang
lua, fio gom...).

Duy tri mot danh sach cac coa
hang ban co the gi6i thieu cho
khach hang.

Luon cap nhat them vao danh

sach coa hang cua ban cac

trung tam mua ban thodng

xuyen Adbic khai trodng tai cac
thanh pho [6n.

Hieu biet ve cac kinh nghiem
mua sam khac nhau ma
khach hang du lich cua cong
ty se yeu cau.

Biet cac c6a hang 6 trung tam
chinh co the fAap 6ng Adbc
nhu cau tim kiem khach hang.

Mua sam tai Viet Nam la
mot fiong I6c manh me foi
vOi rat nhieu khach du lich.
Ban se co the fap 6ng
fiddc cac yeu cau ve mua
sam do cong ty 16 hanh ban
st, cac fai ly 160 hanh va
khach du lich Aat ra.

Kien théc chung ve s
thich mua sam cua
khach du lich va thong
tin ve cac cda hang
trong cac trung tam
chinh co the thoa man
cac sO thich Ao.



NOI DUNG

3. Cac hoat fiong
van hoa va giai
tri A6GC Rda vao
trong cac
chééng trinh
tour du lich cua
cong ty

Vien bao tang va phong trong
bay nghe thuat.

Nhalc kich, hoa nhac, roi néoc.
Cac s6 kien the thao, chéi golf.

Cac fta fiem bieu dien nhac
jazz, song bac va hat Karaoke.

TIEU CHUAN

Hieu biet ve cac hoat fiong
van hoa va giai tri iddic Ada
vao trong chobéng trinh tour
du lich cua cong ty.

Ban se co the tra 16i cac
cau hoi do cong ty 16 hanh
ban st, cac fai ly va khach
du lich Aat ra.

KIEN THOC

Cac hoat fiong van
hoa va giai tri A66C
fia vao trong cac
chébng trinh tour du
lich cua cong ty.

4. Cac hoat fiong
van hoa va giai
tri khac ma
khach du lich
quan tam.

Rat nhieu cac net fac trong
van hoa va giai tri bo sung cua
Viet Nam.

Hoc cach tim cac thong tin vel
nhéng chu fie Ao.

Gi6d mot danh sach “Soéi kien tai
Ha Noi/Tp. HCM/..”

Kien théc chung ve tat ca cac
hoat flong van hoa va giai tri
co the thoa man nhu cau
khach du lich.

Nhieu khach du lich ndoc
ngoai trédc het tim cach
trai nghiem nen van hoa
Viet Nam.

Moi ngddi se tim kiem cac
hoat Aiong giai tri ma ho 6a
thich.

Cac hoat fiong van hoa
va giai tri khach du lich
co the tham gia.

5. Cac dich vul
khac co the
cung cap cho
khach du lich
hoac do khach
yeu cau

Bao hiem

Dich vu Aoi ngoali te

Trong tre em

Tim kiem & fiau; chi phi; hoa
hong danh cho cong ty

Co kien théc chung ve tat ca
cac dich vu bo sung co the
cung cap hoac do cac khach
du lich cua cong ty yeu cau.

Khach du lich cua cong ty
se yeu cau ban giup cung
cap cho hoi cac dich vu khac
fie ho co the nhan fi66c fay
fiu cac gia tri to chuyen du
lich cua hoi téi Viet Nam.

Cac dich vu khac do
khach du lich yeu cau.

6. HOp flong cua
cong ty vdi cac
nha cung cap
dich vu mua sam,
giai tri va cac
hoat fiong khac

Thong tin chi tiet ve moi hdp
fiong lien quan t6i viec cung cap
cac hoat fiong mua sam, van
hoa hoac giai tri va cac dich vu
khac; gia ca; tien hoa hong, fiieu
kien va thu tuc Aat cho.

Co the ap dung cac chi tiet
hép fiong trong viec thu xep
chdédng trinh mua sam, cac
hoat fiong van hoa va giai tri,
hoac cac dich vu khac danh
cho khach du lich.

HOp fAong cung cap cua
cong ty se neu ro cac thu
tuc phai tuan theo: ban phai
tuan thu neu cong ty va
khach hang fd6c hobdng
nhdng 16i ich ma hai ben fa
fiam phan v6i nhau.

Cac thu tuc phai tuan
theo khi lam viec voi
cac nha cung cap
dich vu mua sam, van
hoa giai tri va cac dich
vul khac.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I
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CONG VIEC SO 7:
PHAN VIEC SO 7.8:

NOI DUNG

1. Cac dich vu danh
cho cac yeu cau
flac biet cua
khach du lich

Dich vu danh cho cac yeu cau
flac biet lar cac hoat fiong foi
hoi ng6bi cung cap ky hoép
fiong voi cong ty 16 hanh phai
co cac chuyen mon fap 6ng
yeu cau va cac giay phep phu
hép: (vi du).

o Lan bien

o Cau ca ngoai bien

o Benh vien, fiileu trl y te

hoac chda rang

o Giao duc

0 V.V...
Cac chi phi; hoa hong; tieu
chuan chat 168ng; cac yeu cau
vel giay phep hanh nghe.

KIEN THOC VE NHA CUNG CAP
Cac dich vu danh cho cac yeu cau fiac biet (kien thoc)

TIEU CHUAN

e Co the thu xep cac dich vu fiac
biet theo yeu cau cua khach
du lich va Aiam bao cac tieu
chuan chat 166ng quoc te, va
cac quy fiinh ve bang cap phu
hdp do cac cb quan chdc nang
Viet Nam ban hanh.

Du lich fiap 6ng “yeu cau
flac biet” la mot fiong 16c
quan trong ma cong ty phai
fida vao trong chien 166¢ to
choc dich vuitron goi va tiep
thi cua minh.

Ban fiogdc mong fidi se tra
I6i cac cau hoi do cong ty 16
hanh ban st cac Aai ly va
khach du lich, nhéng ngooi
von la cac chuyen gia ve
nhéng linh voéc fiac biet co
lien quan se fiat ra.
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KIEN THOC

Cac tour du lich fiap
ong nhdng yeu cau
flac biet do cong ty
cung cap va nhu cau
cua khach du lich i
theo tour nay.

2. H8p fAong cua
cong ty voi cac
nha cung cap
nhdéng dich vu
Rap 6ng cac yeu
cau fac biet

Chi tiet ve gia ca, Aieu khoan
thanh toan, fAieu kien va thu
tuc fat cho.

e Cothe ap dung cac chitiet cua
hop fiong khi thdc hien Aat cac
dich vu fiap 6ng yeu cau fac
biet cua khach du lich.

Hép flong cung cap cua
cong ty se neu ro cac quy
trinh phai tuan theo: ban
phai tuan thu neu cong ty va
khach hang fAdb6c hoddng
nhong 16i ich ma hai ben fia
flam phan voi nhau.

Cac quy trinh phai tuan
theo khi lam viec voi
cac nha cung cap cac
dich vu Aac biet.



8. THOC HIEN GIO CHO VA NAT CHO
Gioi thieu:
Nhan vien fiieu hanh tour trinh fio ¢6 ban la nhan vien co fiinh lam viec tron ngay cua bo phan Nat cho va/hoac Nieu hanh cua mot cong ty 16/ hanh.

Nhan vien fio phai co sd hieu biet ve cac chdc nang va hoat fiong cua moi boi phan khac trong cong ty — bo phan lap ke hoach va tinh gia san pham
(cong viec so 10); bo phan tiep thi va ban hang (cong viec so 11); bo phan ke toan (cong viec so 12). O cong ty co quy mo nho hén thi nhan vien fiieu
hanh tour co the thdc hien cac hoat fiong neu trong phan viec cua cac cong viec nay d66i s6 h6dng dan cua mot ngddi co kinh nghiem hon.

Thuat ngd “Gi6 cho” Aiddc sd dung 6 fay fie ch: cac hoat fiong trong cong ty liet kel cac san pham do cong ty cung cap (vi du nhd cho trong mot tour du lich
cu the nao fo) va “gid” (cac) cho co san cho khach hang theo cac fiieu kien nhat fiinh nao fio. Khach hang sei co the la cac cong ty 16 hanh ban st n66c ngoai,
cac fai ly 16 hanh ban le thay mat cho khach hang cua ho yeu cau gid cho; hoac fiap 6ng nhdng yeu cau phuc vu trdc tiep t6 cong chung. Cac fiieu kien se
lien quan t6i khoang théi gian cong ty fiong y gid chol trddc khi Aai ly 16 hanh hoac khach hang troc tiep phai thanh toan mot khoan tien nhat fAinh nao fio.

Thuat ngé “Nat cho” fivdc sé dung 6 fiay fie ch: cac hoat fiong trong cong ty yeu cau fiat mua cac san pham cua cac nha cung cap khac cho cac san
pham du lich (vi duinh6 khach san) la nhéng cau phan trong tour du lich tron goi cua cong ty. Cong ty co the fat gidi nhdng “khoi 166ng” san pham co san
cua nha cung cap (vi du mot so 166ng phong khach san nhat fAiinh se Addic Aiam bao gidl lai theo yeu cau sd dung cua cong ty cho tdi mot ngay nhat fiinh
fia ABO’c quy Ainh); co the co cac thoa thuan “ban td do”; hoac co the ban khi con san pham co san.

Thuat ngd “ho s6 fiieu phoi khach hang” fiddc so dung & fiay ch: cac hoat fiong trong coing ty lien ket cac hoat fiong “gié cho” va “Aat cho” nham fam
bao moi cau phan trong cac tour fia ban fieu san sang khi khach fien.

Viecc Aieu phoi nay cung lien quan t6i bo phan ke toan cua cong ty. “Yeu cau gi¢ cho” se fiodic fiam bao co hieu lI6c trong mot khoang thdi gian han che
chz khi khach hang fAat coc mot phan hoac thanh toan toan bo soi tien. Yeu cau “fat cho” vbi cac nha cung cap khac th6dng lien quan viec cong ty phali
flat coc mot phan hoac thanh toan toan bo so tien trong mot khung thdi gian quy filnh nao fio. Trach nhiem cua bo phan Ke toan la phai quan ly luong
tien mat cua cong ty, va fiam bao rang khong co cam ket “fiat cho” nao voi cac nha cung cap lai khong Aiééc hoan tra tien trong trédng hop xay ra viec

khong thanh toan cho mot yeu cau “gié' cho”.

Bo phan ke toan duy nhat co trach nhiem, d6éi sd ch: fiao cua ngddi quan ly hoac ng66i chu, cho phep cac fiieu kien ban chiu cho cac cong ty 16 hanh
ban st n66c ngoai, cac Aai ly 16 hanh ban le va cac khach hang trdc tiep thédng xuyen cua cong ty. Bo phan ke toan cung se chiu trach nhiem yeu cau
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cac fieu kien ban chiu cho cong ty t6 phia cac nha cung cap cac dich vui van chuyen (vi du nhé hang hang khong), dich vu I6u tru (vi du nhé khach san);...

Sau khi fia nhan fAddic tien thanh toan va xac nhan viec fiat cho, cong ty co the cap cac chdng té/ phieu xac nhan cho cong ty 16 hanh ban s, fai ly 16
hanh hoac khach hang troc tiep.

PHAN VIEC SO 8.1: Kien thdc ve cac quy trinh cua cong ty (Kien thoc)

PHAN VIEC SO 8.2: X0d ly cac yeu cau va chuan bi ban chao gia

PHAN VIEC SO 8.3: Nhan yeu cau gi6 cho, lap ho s6 khach hang va xac fiinh fileu khoan thanh toan
PHAN VIEC SO 8.4: Théc hien Aat cac san pham va dich vu

PHAN VIEC SO 8.5: Giao dich v6i khach hang va nha cung cap

PHAN VIEC SO 8.6: Quan ly hoi s6 khach hang

PHAN VIEC SO 8.7: X0 ly giay to tai lieu

PHAN VIEC SO 8.8: Thiep lap cac ban ghi chep

PHAN VIEC SO 8.9: S6 dung CRS va/ hoac cac chédéng trinh may tinh cua cong ty (neu/khi co)



CONG VIEC 8. THOC HIEN GIO CHO VA NAT CHO

XO LY CAC YEU CAU VA CHUAN B} o NHAN YEU CAU GIO CHO THOC HIEN NAT CAC SAN PHAM VA e
BAN CHAO GIA DICH VU

GIAO DICH VOI KHACH HANG VA (4] XO LY TAI LIEU VAN BAN (5 ) SO DUNG HE THONG CRS VA CAC (6 )
NHA CUNG CAP CHOONG TRINH MAY TINH CUA HANG
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CONG VIEC SO 8:
PHAN VIEC SO 8.1:

NOI DUNG

1. Quy trinh cua
cong ty ap duing
fAoi voi nhan
vien lam viec 6
bo phan gid
cho/fAat chol

[Quy trinh Aieu
hanh chuan co
the se khac nhau
gida cac cong ty
16 hanh (vi du nho
quy trinh cua cong
ty 16 hanh ap
dung CRS hoac
ché6ng trinh may
tinh ABOC thiet ke
fie phoi hép cac
hoat fiong cua cac
bo phan khac
nhau se khong
giong quy trinh
cua cac cong ty
s6 dung nhéng he
thong fileu hanh
thu cong)]

Quy trinh fAieu hanh chuan cua
cong ty se quy filnh cac cach
thoc cu the:

X0 ly cac yeu cau thong tin.
Cung cap ban chao gia.
Nhan yeu cau gi6 cho.
Thiet lap ho s6 khach hang.
Quy fiinh dieu khoan
thanh toan.

o Thoc hien yeu cau Aat
cho vai cac nha cung cap
cac san pham va dich vu.
Lien he vbi khach hang.
Lien he vdi cac nha cung
cap.

o Nieu phoi ho sbé khach
hang véi cac bo phan
chéc nang khac trong
cong ty (vi du nho ke
toan; Aieu hanh).

X0 ly tai lieu.
Thiet lap va duy tri ho s6
16u.

o SO dung CRS va hoac

chddng trinh may tinh cua

cong ty fe phoi hép cac
hoat fiong Aieu hanh tour
vOi cac phong chdc nang
cua cong ty 160 hanh.
(Neu/khi co he thong nay).

O O O o o

THOC HIEN GIO CHO VA NAT CHO
Kien thdc ve cac quy trinh cua cong ty (Kien théc)

TIEU CHUAN

e Tuan thu quy trinh fAieu hanh
chuan cua cong ty ap duing fioi
vOi viec xd ly cac yeu cau
thong tin, nhan gi6 cho, thoc
hien yeu cau fat cho, x06 ly tai
lieu va duy tri ho sé I6u.

Tat ca nhan vien phai tuan
thu quy trinh Aieu hanh
chuan cua cong ty fie fiam
bao tinh hieu qua va thanh
cong trong kinh doanh cua
cong ty.

KIEN THOC

Hieu biet ve quy trinh
cua cong ty trong viec
fiap 6ng yeu cau thong
tin cua khach hang,
cung cap ban chao gia;
nhan yeu cau gi6 cho;
thiet lap ho s6 khach
hang; quy finh fieu
khoan thanh toan; théc
hien yeu cau Aat cac
san pham va dich vu;
lien he vdi khach hang
va nha cung cap; fiieu
phoi ho s6 khach hang
vOi cac bo phan chdc
nang khac trong cong
ty; x0 ly tai lieu; thiet
lap va duy tri ho s6 I6u.

Nam A66c hoat Aong
cua CRS neu cong ty
sO dung he thong nay.

Hieu biet ve chdbéng
trinh may tinh cua cong
ty nham phoi hdp cac
hoat fiong fieu hanh
tour du lich va cac bo
phan chdc nang trong
cong ty neu cong ty co
sO dung chobng trinh
nay.
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CONG VIEC SO 8:
PHAN VIEC SO 8.2:

1. Nhan biet khach
hang hoi thong
tin; va ban chat
cua yeu cau
thong tin

CACH LAM

Yeu cau thong tin co the Addic
fida ra tor:

o Cac cong ty |6/ hanh ban
st n6OC ngoai.

o Cac fiai ly 16 hanh ban le

o Cac yeu cau troc tiep —
cong dan n6éc ngoai (cac
noédc noi tieng Anh, tieng
Phap, ng6di Nhat Ban,
Trieu tien..)

o Cac yeu cau troc tiep —
ngodi Viet Nam.

Co the sd dung ngay cac
thong tin co san fe tra 16i cac
yeu cau (vi du nho gia ca va
kha nang cung cap); hoac co
the can phai nghien cou them
va chuan bi ban chao gia.

THOC HIEN GIO CHO VA NAT CHO
Xdl ly cac yeu cau va chuan bi ban chao gia

TIEU CHUAN

e Co the phan loai khach hang
t6 nhdng yeu cau thong tin
nhan Addc td phia ho.

Ban co the phai chuyen
mot so yeu cau thong tin
nhat fiinh t& phia khach
hang (vi du cong ty |6 hanh
ban st n6dc ngoai) cho mot
flong nghiep chuyen phu
trach giai quyet cac dich vu
lien quan tdi fAoi td6dng
khach hang fo.

Ban co the can chuyen
khach hang nt6éc ngoai fio
cho mot fiong nghiep noi
thanh thao ngon ngd cua ho.
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KIEN THOC
Kien thoc ve cac loai
khach hang va ngon
ngd khac nhau.




2. Khach hang hoi
thong tin qua
fien thoai hoac
fien tan noi

CACH LAM

Chao mong khach hang fia goi
fiien va ghi lai ten va thong tin
lien he.

Nghe va ghi chu.

Tra 16i ngay neu co the AG6c,
hoac thu xep fie goi lai hoac goi
email/fax sau, neu ban can co
them thong tin trédc khi tra 16i.

Bao cho ngddi goi biet ten va
so fien thoai/email lien he troc
tiep cua ban (fida cho ho danh
thiep neu gap troc tiep).

TIEU CHUAN

e Tat ca cac yeu cau thong tin
fAoddc Aap dng ngay, vdi nhdng
cau tra 16i chinh xac.

Tat ca cac yeu cau thong tin

fieu la t6 nhdng ngo6di co the

tr6 thanh khach mua hang.

KIEN THOC

San pham cua cong ty.

3. Yeu cau thong
tin cua khach
hang bang van
ban (th6 Aien
t6, fax hoac tho
bou fien)

Tra 16i tat ca ngay lap téc neu
co the AGOC.

Neu can tim them thong tin
trodc khi tra 16i (vi du nhd xem
con phong khach san khong),
thi ghi nhan ngay viec nhan
fnodc tho Aien to, fax hoac thd
bou fiilen va hoa se tra 16i ngay
khi co fddic thong tin.

Nghien céu thong tin chi tiet
cang nhanh cang tot; va fie
nght ng6o6i giam sat cho phep
tra 16i (neu can).

Duy tri viec theo doi thong tin fio
cho t6i khi ABdC tra 16i fay fiu.

e Tat ca cac yeu cau thong tin
fddc xO6 ly ngay, vbi nhdng
cau tra 16i chinh xac.

Tat ca cac yeu cau thong tin

fleu t6& nhdng ngddi co the

tré thanh khach mua hang.

San pham cua cong ty
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4. Thu thap cac
thong tin chi tiet
can thiet ne
chuan bo bao gia
bang van ban

CACH LAM

Ng0di can thong tin co the yeu
cau ban fiba ra mot bao gia
bang van ban.

Tao mot danh sach kiem tra

cac thong tin do ngodi can

cung cap yeu cau:

o Ho ten.

o Phooéng tien lien he tra [6i
fiodc Ou tien (tho Aien to,
so fax, so filen thoai va
thd Addc ghi lai noi dung
fie theo doi).

Ngay khdi hanh du lich.

So ng6di trong fioan.

Co tre. em khong — tuoi.

Co can thu xep fiac biet

nao khong (ngodi gia, tan

tat, ng6ddi yeu benh).

o Chi tiet khi fAen (may
bay/tau hoal...).

o Tieu chuan phobéng tien di
chuyen trong chuyen du
lich (vi du nho xe Limousine
hoac mini bus).

o Tieu chuan I6u tru fi6dc
ou tien (co the yeu cau
khach san cu the nao fio).

o Yeu cau ve phong fién.
(Neu co)

o Yeu cau nao o ve xe td lai.
(Neu co)

o Cac yeu cau ve hédng dan
vien va phien dich vien.

O O O o

TIEU CHUAN
e Thu thap tat ca thong tin chi

tiet t6 ng66i hoi thong tin fie

fiam bao cho ban co the chuan
b fiddc mot ban chao chu fao
va chinh xac bang van ban.

Nhéng ngodi hoi thong tin
se tin tddng va mua hang
cua cong ty co foi hgu nhan
vien hoat fiong mot cach
chuyen nghiep.
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Nam fAddc danh muc
thong tin can thiet fie
ban co the viet ban
chao gia
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CACH LAM

o Cac noi dung can thiet
cua choddng trinh (cac noi
se flen tham).

o Cac hoat flong 6u tien fAddc
fida vao chodng trinh (hoat
fiong van hoa, giai tri, hoat
fiong khac).

o Cac s6 thich, hoat fiong,
dich vu fiac biet

o V.v,.

TIEU CHUAN

KIEN THOC

5. Chuan bi ban
chao gia cho cac
san pham va
dich vu Addic
yeu cau

Lou y:

SO dung nhdng nha cung cap
dich vul fAia ky hép fiong hoac
fAddc ou tien, co moc chiet
khau tot nhat, fiong y cong
them mot so tien nhat filtnh cho
cong ty fie chuan by mot ban
chao gia cho cac san pham va
dich vu fi6bc yeu cau,.

Cung cap ban chao gia cho
ng6di yeu cau qua fien thoai
va/hoac th6 fiien t6 hoac fax
nho A66Cc yeu cau.

Neu ro thdi han hieu l6c cua
ban chao gia.

e Co'the chuan bi cac ban chao

gia theo mau fia ficdc cong ty
phe chuan, fiap 6ng cac yeu
cau cu the cua ng6di tim
thong tin.

Tao ra mot th6dng vu co lai
cho cong ty.

Biet cach chuan bi va
cung cap ban chao gia

Mot nhan vien fieu hanh tour trinh fio c6 ban lam vieic tron ngay tai bo phan gi®' chol va fiat cho se xay ddng cac ban bao gia cung cap mot lan cho cac yeu cau tréc tiep
cua khach hang va cho cac fai ly 16 hanh ban le Viet Nam.

Cac ban chao gia cung cap cho cong ty 16 hanh ban sz n66c ngoai se fiddc cac nhan vien cao cap va co kinh nghiem hén lam viec tai bo phan lap ch6dng trinh tour chuan
bi (tham khao cong viec so 10, phan viec 10.4).
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THOC HIEN GIO CHO VA NAT CHO
Nhan yeu cau gio cho, lap ho sé khach hang va xac fiinh fiieu khoan thanh toan

CONG VIEC SO 8:
PHAN VIEC SO 8.3:

. Tiep nhan so
chap thuan cua
khach hang fAoi
vai Ae ngho cung
cap san pham
cua cong ty theo
danh sach liet
ke, hoac theo
ban chao gia

CACH LAM

Khach hang co the goi fiien thoali
hoac lam van ban chap thuan
fioi vb6i fie nghi hoac ban chao
gia cua cong ty, va yeu cau ban
xac nhan viec gio cho cua ho.

Thiet lap viec Aat cho tam théi,
va yeu cau xac nhan bang van
ban cung vbi bat kyl mot khoan
fiat coc hoac thanh toan nao
fio (Xem booc 4 tiep theo).

TIEU CHUAN

Co fi6bc cam ket bang van
ban td khach hang méi bao
gom ca viec fiat coc (vi du the
tin dung) trédc khi xac nhan
gid. cho, va mé mot ho sb
khach hang méi.

Yeu cau gi6 cho la mot hop
flong co gia tri phap ly gida
cong ty va khach hang.

Nieu khoan cua hép fiong
nay phai Addc thoa thuan
bang van ban.

KIEN THOC

Hieu biet ve quy trinh
xac nhan viec gid cho
Ccua cong ty.

. Thiet lap ho sb6
khach hang moi,
liet ke tat ca san
pham va dich vu
Aodc yeu cau
nham thoa man
yeu cau fat cho
cua khach hang

Mo mot hoi sé khach hang méi
bang phddng phap thu cong
hoac dung may tinh tuan theo
cac quy trinh Aieu hanh tieu
chuan cua cong ty.

Dung nhan phan loai va thd to
chinh xac Aie dan vao hoi s6,
nham fiam bao viec tra cou de!
dang cho filong nghiep cua
ban va 16u ho sé mot cach col
he thong.

Xac finh tat ca cac san pham
va dich vu fiddic yeu cau foi
vOi viec gid chao nay - td trong
noi boi cong ty hoac té cac nha
cung cap dich vu ben ngoai.

Tuan thu quy trinh cua cong ty
ve mo6 hoi s6 khach hang mai,
sd dung cac so tham chieu tho
t& mot cach chinh xac.

Thiet lap mot danh muc hoan
chenh cac thong tin ve viec fat
cho cua nhéng khach hang mai.

Ne quan ly yeu cau gid chol
cua khach hang mot cach
chuyen nghiep va lam cho
khach du lich hai long.

Ne de dang tra céu sau nay.

Hinh théc ho sb khach
hang cua cong ty (thu
cong va/hoac bang
may vi tinh).



. Quy fidnh cac
Aieu khoan thanh
toan va thoi han
cuoi cung

CACH LAM

Lou y cac yeu cau trong hdp
fiong foi voi viec fAat cho dich
vu hoac san pham cua cac
nha cung cap, bat ky khoan
fiat coc nao ABOGCc yeu cau/
fileu khoan phat huy cho/ ngay
han cuoi cung.

Tinh toan théi han yeu cau Aat
coc/ thanh toan toan bo fie
fiodc xac nhan tat ca cac yeu
cau fiat cho.

Thong bao cho khach hang biet
ve so tien fat coc/ ke hoach
thanh toan (copy cac chong to).

Thong bao bo phan Ke toan ve
so tien fat coc va’hoac so tien
toan bo phai thanh toan cho cac
nha cung cap fie gid cho cac
yeu cau fAat cho con hieu I6c.

TIEU CHUAN

Lou y ve viec xac nhan fat
cho/fiat coc/thdi han cuoi
cung phai thanh toan fay fAu
va khoan tien phat do huy chol
cua moi nha cung cap.

Len lich thanh toan foi voi
khach hang.

Len lich thanh toan cho nha
cung ong.

Ne t6 van khach hang ve
lich thanh toan theo yeu
cau va thdi han cuoi cung
fAobc huy cho.

Ne fiam bao rang tat ca cac
san pham va dich vu se
fAodc fiat cho va xac nhan.

Ne bao ve nguon tien mat
Cua cong ty.

KIEN THOC

Hieu biet vel san pham
cua cong ty ban.

Hieu biet ve cac san
pham cua cac nha
cung Ong va cac fiieu
kien ve fiat cho.

. Giam sat viec
thu tien khach
hang va thanh
toan cho cac
nha cung 6ng
fAung théi han.

Lam viec vOi boi phan ke toan.

LAu y mai fieu kien thanh toan
fiddc ap dung cho khach hang
va cac nha cung 6ng; phong ke
toan cua cong ty se thong bao.

Nam bao rang viec thanh toan
bang tien mat, sec du lich,
chuyen khoan trdc tiep hoac tra
cham fddc tinh lai tddng 6ng se
fAodc thoc hien nham bao fiam
gid cho cho khach hang.

Thu tien td (cac) khach hang
cua ban Aung han fe co the
thanh toan cho cac nha cung
ong fiung han phai tra.

Tat ca cac khoan thanh toan
phai théc hien fiung han.

Ne duy tri viec gio cho va
fat cho.

Hieu biet ve cac quy
trinh tai chinh ke toan
cua cong ty.
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CONG VIEC SO 8:
PHAN VIEC SO 8.4:

1. Cac van e chung

CACH LAM

Moi nha cung cap Ad6c ky hdp
fiong se fda ra cac fAieu khoan
val fiieu kien cu the do hol fiat ra
fie chap thuan viec fiat cho trong
hdép fiong cua cong ty ky voi ho.

Cac nha cung cap khong ky
hop fiong se thong bao ro cac
fileu khoan khi ban goi fiien,
g0i tho Aien td hoac fax tbi cho
ho. Ghi lai cac chi tiet quan
trong ve fieu khoan cua ho,
fiac biet la nhéing gi lien quan
téi Aat coc, thanh toan toan bo
va phat huy viec fat cho.

THOC HIEN GIO CHO VA NAT CHO
Thoc hien fiat cac san pham va dich vu

TIEU CHUAN

Nap 6ng cac fiieu khoan cua
hdp fiong gida cong ty va nha
cung cap cac san pham va
dich vui du lich.

Nap 6ng cac yeu cau ve fiat
cho cua cac nha cung cap dich
vu khac.

Ghi lai tat ca nhdng viec fa tien
hanh vao ho s6 khach hang.

Ne fiam bao rang tat ca cac
yeu cau fiat cho ABOC duy tri,
va cong ty vbi khach hang
cua ban fn66c hodng fay fiu
16i ich Aa Addc Aam phan.
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KIEN THOC

Cac fiieu khoan trong
cac hép fong gida
cong ty vOi cac nha
cung cap san pham
va dich vu.

Cac fAieu khoan va
fileu kien fat cho cua
cac nha cung cap dich
vu va san pham du
lich khac nhau danh
cho khach du lich.

2. Hang hang khong

Nat cho tren cac chang bay noi
fita cho cac nhom hoac cho ca
nhan khi cac chang bay nay
nam trong ch66ng trinh tour (vi
du: chang bay Ha Noi — Hue).

Xac nhan cac chang bay quoc te
cho cac khach du lich r6i khoi
Viet Nam sau khi ket thuc tour du
lich véi cong ty ban (trong mot so
cong ty 16n co bo phan gi6 cho va
fiieu hanh rieng biet thi fay la
nhiem vu cua bo phan fieu
hanh, va fiieu nay A66c nhac lai
trong cong viec so 9)

Nap 6ng cac yeu cau fiat ve
(thanh toan va thoi han xuat
ve) cua hang hang khong;
tuan thu cac han che ap dung
fioi vOi loai gia ve.

Nap 6ng cac yeu cau ve xac
nhan lai cho cua cac hang
hang khong co lien quan.

Nham fiam bao viec fnat cho

cho khach hang cua ban.

Nham xac nhan chol tren
chuyen bay ra khoi Viet Nam.

Cac yeu cau ve fat
choi tren may bay cua
hang hang khong
Vietnam Airlines,
Pacific Airlines va ve
bat ky mot han che
nao co the ap dung
fioi voi cac loai gia ve
khuyen mai.

Hieu biet ve cac quy
filnh xac nhan lai cho
cua moi hang hang
khong co f6dng bay
téi Viet Nam.




3. Xe 66ng bo
val lai xe fie
fida fon va
van chuyen
trong tour du
lich (vi du xe
buyt, mini-
buyt, xe tai, xe
thong dung
(RUV), xe
sang trong, xe
du lich)

CACH LAM

Cong ty co the s6 héu hoac khong s6
hou xe, va/hoac thuel lai xe cua ban
than cong ty.

Cong ty co the can ky hép fiong voi
tat ca hoac ch: mot so xe va lai xe bo
sung fie chuyen khach theo f6dng bo,
ke ca fida Aon fien san bay/ khach
san va fi lai trong tour.

Cong ty co the co hdép flong cung 6ng
vOi nha cung cap dich vu van chuyen
fiééng bo.

Tuy tong thoéi filem, cong ty co the
thue them ph6béng tien van chuyen
fiddng bo cua cac nha cung dng khac
fie Aap dng nhu cau cua du khach.

Trach nhiem cua ban la fiam bao fat
fi6dc cac xe o to co so choi ngoi phu
hop, lai xe fiu nang l6c va san sang
fie Ada Aon va/hoac chuyen ché cac
khach hang cua ban.

TIEU CHUAN

Nat fidc (cac) xe van
chuyen fi6éng bo (so
cho ngoi va chat 166ng
xe) va lai xe fiu nang
I6c san sang fida fion
cac nhom hoac cac ca
nhan khach du lich
trong suot chddng
trinh tour.

Tour du lich cua khach
hang ban bat fau t6 khi ho
fiddc van chuyen luc fien
va ket thuc khi ho' fiddc van
chuyen fen fita filem fie ra
ve (vi du san bay/khach
san/san bay) - an tdéng
flau tien va cuoi cung ve
chat 166ng cua cong ty la
rat quan trong.

Chuyen ché cho tour du
lich (vi dul tour trong thanh
pho; tour fi Ha Long trong
ngay; tour nhieu ngay Ai
mot so tinh, thanh) phai
tien nghi va an toan Aoi voi
khach du lich cua ban.

KIEN THOC

Chinh sach cua cong
ty, thong le va quy trinh
cung cap xe va lai xe,
bao gom ca cach Aat
cho cac san pham cua
nha cung cap.

4. Thue xe td lai
(o to du lich,
Xe gan may)

Nat thue cac phéong tien td lai voi cac
nha cung cap co ky hbép fong, khi
chddng trinh tour co lien quan tdi cac
phodng tien nay.

Thong bao cho khach hang cac quy
filnh ve bang lai.

Ne nghi cung cap bao hiem toan dien.
Mua bao hiem cua cac nha cung cap
fia ky hép fiong.

Neu khach hang t& choi khong mua
bao hiem, fiel nghi ho' xac nhan bang
van ban.

Na fiat thue fiodc xe
phu hop.

X0 ly cac yeu cau ve
bao hiem, chap thuan

va/hoac t6 choi yeu cau.

Vi ly do an toan cua khach
du lich, ban nen t6 van cho
cac khach du lich quoc te
ve luat le giao thong, cac
rui ro khi lai xe va fieu kien
fAoding sa.

Khach du lich trong nddéc
thi can phai biet cac quy
filnh va thong le.

Quy filnh cua cong ty ve
viec fat thue xe td lai,
va bao hiem. Luat giao
thong va cac yeu cau
bang lai tai Viet Nam.
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5. Cac phodng tien
van chuyen khac

CACH LAM

Mang 166i N6dng sat, du thuyen,
pha chuyen chd tren song va
bien.

Thoc hien fiat cho khi chddng
trinh tour du lich co lien quan
tdi cac phodbng tien van
chuyen nay.

TIEU CHUAN
Nat fidéc cho phu hodp tren
tau hoa (fia Aat ghe ngoi hoac
giobng nam).

Nat fidéic cho phu hop tren du
thuyen hoac pha.

Ne fiam bao rang tat ca
cac cau phan trong ch66ng
trinh tour Aa ABOc Aat trodc
cho khach du lich cua ban.
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KIEN THOC

Yeu cau ve fAat cho
cua cac nha cung cap
dich vu ABoNng sat, du
thuyen va tau pha.

6. NOi I6u tru

Khach san va khu nghz cao cap

Lou y cac thong tin ve: phong
fion va/hoac 6 chung phong
ghi trong tour.

Tien hanh fiat cho theo chddng
trinh tour theo cac fieu khoan
cua hdép Aong gida cong ty ban
vOi cac khach san va khu nghg
cao cap co lien quan

Nat A6dc ndi I6u tru thich hop.

Ne fiam bao rang tat ca
cac cau phan trong ch66ng
trinh tour Aa ABOc Aat trodc
cho khach du lich cua ban.

Yeu cau ve Aat cho
cua cac nha cung cap
dich vu I6u tru (khach
san va khu ngh: cao

cap).

7. Thoc an va ol
uong

Boa tiec hoac bda an tai quay
phuc vu an uong cua khach
san hoac tai quan an hoac
quan ca phe rieng biet fioc lap.

e Nat cac théc an va fio uong

phu hop.

Ne fiam bao rang tat ca
cac cau phan trong ch66ng
trinh tour Aa ABOc Aat trodc
cho khach du lich cua ban.

Yeu cau ve Aat cho
cua cac nha cung cap
dich vui théc an va Ao
uong (nha hang, quan
bar va quan ca phe).
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8. HB6Nng dan vien
du lich va phien
dich

CACH LAM

H66ng dan vien du lich co fiu
trinh. fio va co the.

Phien dich vien du lich co fu
trinh Ao vel ngon ngd Mddic
yeu cau.

Yeu cau dich vu khi viec gid
cho cua khach bao gom ca
cung cap hdédng dan vien va/
hoac phien dich vien.

TIEU CHUAN

e Nat fi6oc dich vu hééng dan

vien du lich va phien dich vien
phu hép (fiu trinh fio va co
bang cap).

Ne fiam bao rang khach du
lich cua ban hieu toi fAa
nhéng gi ho fddc thay
trong chuyen ngh: cua ho
tai Viet Nam.

KIEN THOC

Chinh sach cua cong
ty, thong le va quy trinh
ve viec fiat dich vu
hdééng dan vien du lich
va phien dich vien.

9. Cac hoat fiong
van hoa va giai
tri

Tham vien bao tang va phong
trong bay nghe thuat.

Trinh dien nhac kich va roi no6c.

Tham gia hoat filong the thao;
chdi golf.

Cau lac bo nhac jazz; song
bac, karaoke...

Nat cho khi tour du lich co bat
ky hoat fiong nao tren fiay.

Tat ca cac hoat fiong co
trong choébng trinh tour fa
fnoodc fiat cho.

Ne fiam bao rang tat ca
cac hoat fiong co trong
chébng trinh tour fa fdoic
fiat cho khach du lich.

Cac yeu cau ve fat
cho cac hoat fong
van hoa va giai tri.

10. Cac dich vui
danh cho yeu
cau fac biet

Lan voi binh khi nen.
Cau ca ngoai bien.

Nieu tri y te va chda rang tai
benh vien.

Giao duc...

Nat cho khi tour du lich co bat
ky hoat fiong nao tren fiay.

Tat ca cac dich vu danh cho
yeu cau fac biet co trong
chddng trinh tour fia fibdc Mat
chol va thu xep v6i nhéng nha
cung cap fiu trinh Ao va co
giay phep hanh nghe.

Ne fiam bao rang khach du
lich nhan fi6déc nhéng dich
vu va tré giup co chat 166ng.

Cac yeu cau ve fat
chol cac dich vu danh
cho yeu cau fac biet.
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CONG VIEC SO 8:
PHAN VIEC SO 8.5:

. Quy trinh cua
cong ty ve lien
he! trao foi voi
khach hang va
nha cung cap
dich vu

CACH LAM

Cong ty co the:
o Co cac quy trinh ve kieu
mau va cach sd dung tieu
fie thd cua cong ty khi lien

he voi ben ngoai.

o Coyeu cau ve so dung cac
tieu fie trong ban fax chuan.

o Co cac quy filnh s6 dung
tho fien to.

o Yeu cau tat ca cac lien he
trao Aoi vdi ngddi ngoai
cong ty, khach hang va
nha cung cap phai fi6dc
giam fioc phe chuan va ky,
trodc khi goi Ai; hoac giam
fioc phai co mot ban sao.

THOC HIEN GIO CHO VA NAT CHO
Giao dich voi khach hang va nha cung cap

TIEU CHUAN

Ban tuan thu fiung cac quy
filnh va quy trinh cua cong ty
ve lien he trao Aoi vbi ngddi
ngoai cong ty, khach hang va
nha cung cap.

Ban quan ly cong ty Addic
quyen fida ra cac quy filnh
va yeu cau nhan vien phai
tuan thu, vi tat ca cac lien
he trao foi vbi cac ben
ngoai co the khien cho
cong ty theo phap ly phai
cam ket cung cap dich vu
hoac phai tra tien va fieu
nay co the gay ton that cho
cong ty.
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KIEN THOC

Hieu biet ve cac quy
trinh cua cong ty ve
qui tac 6ng x6 khi lien
he trao foi voi ngddi
ngoai, khach hang va
nha cung cap.

2. Lien he, trao noi
vai khach hang

Noc ky cac noi dung trao fioi
cua khach hang fie fiam bao
ban fia hieu fiung.

Hoi Aong nghiep neu khong
hieu ro mot so t6 ngd va cach
dien fAat bang ngoai ngd cua
khach hang.

Tra 16i mot cach fAay fAu cac
thong tin khach hang yeu cau.
g0i thong bao xac nhan fia nhan
Aoodc thd bou Aien/fax/ thd Aien
td va tiep theo tra I6i chi tiet
trong thdi gian ngan nhat (vi du
sau khi nhan fiédc tra 16i to phia
nha cung cap) hoac tra 16i ngay
mot cach fay Au.

e Tat ca cac lien he trao fioi voi
khach hang phai f6dc xd ly
ngay va chinh xac.

Viec hieu sai co the gay lang
phi théi gian; cac chi phi
khong can thiet va lam
khach hang khong hai long.

Biet ngon ngo fiel lien
he trao foi vdi khach
hang.

Luon co san to Aien
cac td va cac fAoan
cau thong dung fe de
tra cou.



3. Lien he trao fioi
vOi nha cung cap

CACH LAM

Nha cung cap co the yeu cau
cac fe nghi, Aat cho va xac
nhan cua ban phai f6bc thoic
hien theo mot mau hoac dang
thdc tieu chuan, phai n6béc goi
bang fax hoac tho Aien to
(hoac thong qua mot trang
Web neu thich hdp).

Bat ky foi thoai nao vbi nha
cung cap lien quan tdi cac fAie
nghi, fat cho va xac nhan can
fiddc ghi lai bang van ban va
xac nhahn lai (vi dui fax hoac tho
filen td... “xac nhan cuoc fiien
thoai cua chung ta (ngay)...”).

TIEU CHUAN

e Tuan thu cac yeu cau cua

nha cung cap dich vu.

e Tat ca cac viec lien he quan

trong vOi nha cung cap phai
fiodc xac nhan bang van ban.

Ne fiam bao rang cac nha
cung cap chap thuan cac fie
nghi, fat cho va xac nhan.

KIEN THOC

Cac yeu cau cua nha
cung cap foi voi viec
lien he trao fioi nham
yeu cau hoac xac nhan
viec Aat cho.

4. L6u hoi s6 noi
dung lien he
trao noi

Gi6 ban sao cua tat ca cac lien
he trao fioi vOi khach hang va
nha cung cap trong cac hoi sd
thich hdp

LOou cac ban sao cua tat ca
cac lien he trao fioi trong
(cac) ho sb chinh xac.

Ne duy tri ho sé 16u toan bo
cac giao dich fie giai quyet
cac van fie rac roi hay sinh.

He thong va quy trinh
I6u ho sb cua cong ty.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I

99



CONG VIEC SO 8:
PHAN VIEC SO 8.6:

1. Quan ly hoi sé
khach hang

(Thuat ng6 “quan
ly hoi s6 khach
hang” A66c so
dung 6 fay lien
quan tdi cac hoat
fiong trong cong ty
nham lien ket “yeu
cau gid cho” fioi
vOi cac san pham
du lich cua cong ty
va “yeu cau Aat
cho” fie fiam bao
rang moi cau phan
trong tong tour
flam bao se RAdo6Cc
cung cap khi
khach t6i).

CACH LAM

Xac nhan yeu cau gid chol foi
vOi cac san pham cua cong ty
khi nhan A6dc thanh toan.

Xac nhan viec fiat cho fioi vOi
cac cau phan dich vu cua nha
cung cap khac va fiam bao
rang bat ky khoan thanh toan
nao fA66c yeu cau Aa AOOC
hoan tat fie duy tri viec Aat cho.

Duy tri viec cap nhat cac yeu cau
fiat cho trong ho s khach hang.

THOC HIEN GIO CHO VA NAT CHO
Quan ly hoi s6 khach hang

TIEU CHUAN

Tat ca cac yeu cau fiat cho
vOi san pham va dich vu cua
cac nha cung cap ABGGCc xac
nhan phu hép véi chdébng
trinh cua khach hang.

Phai theo doi viec nha cung
cap khong tra 16i hoac chuan
bt nhéng phddng an thay the
neu can.

Theo doi danh sach ché va ghi
lai cach giai quyet cua ban.

Thu cac khoan khach hang
phai thanh toan.

Thanh toan moi khoan fien
han cho cac nha cung cap.

Ghi lai tat ca cac cach giai quyet
vao trong ho sé khach hang.

Ne fiam bao cac khach du
lich cua cong ty nhan fAodic
cac phan dich vu trong tour
phu hép vdi yeu cau gid' cho
fia AibOc xac nhan cua ho
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KIEN THOC
Quy trinh cua cong ty
ve yeu cau gi6é cho va
fiat cho.

Cac fiau moi lien hel
vOi nha cung cap

2. Hoan tat ho s6
khach hang

Nam bao théc hien moi viec,
trodc khi chuyen ho sd sang
bo phan fieu hanh fie thoc
hien khi khach fien va tiep tuc
cham soc khach hang.

Ho sé khach hang fi66c hoan
tat e chuyen sang cac fiong
nghiep trong bo phan fdieu
hanh.

HOp tac gida cac fong
nghiep se tao nen khong khi
lam viec vui ve va dem lai
sdl thanh cong cho cong ty.

Hieu biet ve chdc nang
cua cac fiong nghiep
cua ban lam viec 6 cac
bo phan khac.



CONG VIEC SO 8:
PHAN VIEC SO 8.7:

1. Giup cac fiong
nghiep lap cac
van ban tai lieu

CACH LAM

Cac tai lieu giay té se Addc lap
va ban giao sau khi nhan i66c
thanh toan.

Cac van ban tai lieu cua nha
cung cap se Addc giao hoac
nhan cho khach hang hoac
cac bo phan trong cong ty.

Phieu thanh toan cua cong ty
16 hanh se Addc cac fong
nghiep co trach nhiem xuat.

THOC HIEN GIO CHO VA NAT CHO
X0 ly giay to tai lieu

TIEU CHUAN

e Tat ca cac tai lieu giay to

fAodc xuat ra va giao fiung

hen (cho fiai ly |16 hanh ban le

hoac khach hang troc tiep).

Cac tai lieu giay to (vi du
ve may bay hoac ve tau
hoa; phieu thanh toan l6u
tru, v.v..) fAddc sd dung
trong nganh 16 hanh fie xac
fitnh mot hanh khach fa
flat mua dich vu.

KIEN THOC

Cac quy trinh cua
cong ty.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I 101



CONG VIEC SO 8:
PHAN VIEC SO 8.8:

1. Duy tri cac ban
ghi chep viecc
gid chol, Aat
chol va hoi s6
khach hang

CACH LAM

Tuan thu cac quy trinh cua
cong ty ve cap nhat ban ghi
chep sau mai giao dich.

THOC HIEN GIO CHO VA NAT CHO
Thiep lap cac ban ghi chep

TIEU CHUAN

Ban ghi chep cac giao dich
ban fia thdic hien (vi du ho s6
khach hang) phai luon fn6dc
cap nhat.

Quan ly hieu qua nham
giai quyet cac khieu nai va
phan nan.
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KIEN THOC

Cac quy trinh cua
cong ty.




CONG VIEC SO 8: THOC HIEN GIO CHO VA NAT CHO

PHAN VIEC SO 8.9: So6 dung CRS va/ hoac cac chdédng trinh may tinh cua cong ty (neu/khi co)

LOu y:

Ng06di ta hieu rang hien nay co rat it fai ly 16 hanh fida khach ra né6c ngoai (outbound) hoac cong ty 16 hanh 6 Viet Nam fio6c ket noi vbi he thong gidl
cho Addic vi tinh hoa/ hel thong phan phoi toan cau nhé Amadeus, Abacus, Sabre hoac Galileo. Cung co rat it cac cong ty 16 hanh Viet Nam mua va sd
dung ch66ng trinh phan mem may tinh fie ho tré hoat fiong lap ke hoach tour; lap ban chao gia; ban hang; gid choj; fat cho; fiileu hanh; va ke toan. Cac

cong ty 16 hanh & Viet Nam hoat fiong vi cac he thong va quy trinh thu cong.

Ve phtbéng dien quoc te, phan |6n cac cong ty 16/ hanh quoc te Aida khach ra n6éc ngoai (ban st hoac ban le) fieu sd dung hel thong CRS/GDS. Rat nhieu
coing ty 16 hanh fion khach vao fia cai fiat, huan luyen nhan vien s6 dung cac ch66ng trinh phan mem fie. nham phoi hdp cac chéc nang khac nhau.

Nganh cong nghiep 16 hanh & Viet Nam, ke ca fion khach t6i Viet Nam hoac fida khach ra n66c ngoai, co the se ap dung cac cong nghe mdi 6 t6dng lai gan.

Phan viec nay fidédc trinh bay fie ap dung (va md rong) khi cong nghe fiddic fida vao.

CACH LAM TIEU CHUAN KIEN THOC
1. CRS/GDS Tham do cac 16p hédng dan s6 | ¢ SO dung CRS mot cach thanh | Tinh hieu qua va Ao tin cay | Cach s6 duing
dung CRS/GDS ddc I16a chon. thao. cao hon. CRS/GDS.
2. Ch66ng trinh Tham ddi cac I6p hédng dan sd | ¢ SO dung mot cach thanh thao. | Tinh hieu qua va Ao tin cay | He thong Aieu hanh
may tinh phuc vu | dung he thong fiééc I6a chon. cao hon. du lich Addc 16a chon.

nieu hanh du lich
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9. NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH

Gioi thieu:

Nhan vien fieu hanh tour 6 trinh fio cd ban, la nhan vien lam viec tron ngay cua bo phan fiat cho va/hoac fieu hanh cua mot cong ty 16/ hanh.

Nhan vien fio phai nam Aiédic cac chdc nang va hoat fiong cua cac bo phan khac trong cong ty — lap ke hoach va tinh chi phi san pham (cong viec so 10);
tiep thi va ban hang (cong viec so 11); ke toan (cong viec so 12). O cong ty co qui mo nho hén thi nhan vien fiieu hanh co the théc hien cac hoat fiong

neu trong phan viec cua cac cong viec nay dddi s6 h6dng dan cua mot ngddi co kinh nghiem hén.

Bo phan fiieu hanh ket hdp ket qua hoat fiong cua cac bo phan cong tac khac cua mot cong ty 16 hanh trong viec xay ddng cac ché6ng trinh san pham du
lich tron goi cho khach du lich quoc te va noi fita, tiep tho va ban cac san pham, xac nhan gié cho, fiat cho va thanh toan véi khach hang va cac nha cung cap.

Lich khach fien cho biet khach nao se fien va fien khi nao, chz ro chddng trinh hoat fiong cua khach td khi bat fiau fien khi ket thuc.

Cac yeu cau dich vu fioéic liet ke tren cb sb6 hang ngay; va mot ban bao cao tinh trang dich vu se cho thay cac dich vu Aa Addc Aat, Aang phai trong danh
sach chd; hoac van chbéa nhan Addc cau tra 16i t6 phia cac nha cung cap dich vu.

Bo phan fieu hanh kiem tra ky fie biet tat ca cac dich vu thue theo hdp fiong fia Addc xac nhan trédc khi khach tdi. Boi phan fiieu hanh sel chuan bi mot
“bang ke” khach fien, theo ten khach; no cung cho thay bat ky mot yeu cau fiac biet nao (vi du an kieng hoac xe lan). Danh sach phong se fi6éc chuan
bi danh cho khach san va ch filnh ro cac khach nao trong nhom sel 6 chung phong véi nhau.

Bo phan fiieu hanh se phoi hdp lich cong tac cua phédng tien van chuyen, hodng dan vien du lich, phien dich vien va lai xe, va fiam bao rang lich cong
tac o phan anh fiddc viec phan cong nhan vien cua cong ty. Lich fida fion, fi lai va tra khach, cac ten khach (“bang ke”) cua nhom hoac cac khach du
lich fii le; va cac 16u y ngan gon se fibdc giao cho h6dng dan vien du lich, phien dich vien va lai xe.

Bo phan fiieu hanh co the hol trél ban fiau khi fion khach, gap gb' chao hoi, fida fion, ch: dan ngan gon va lam thu tuc nhan phong cho khach.

Bo phan fiieu hanh se theo doi qua trinh théc hien tour du lich, 166ng trodc cac van fie phat sinh hoac kho khan va bao cao ve bat ky van fie lien quan

nao. Bo phan fieu hanh se chiu trach nhiem giai quyet bat ky kho khan phat sinh nao, vi du nh6é khach san khong co phong fie cho khach nghz vi so 166ng
fiat phong Aa qua kha nang.
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Bo phan fiieu hanh co the ho tré trong cong tac tien khach cua h6dng dan vien.

Bo phan fiieu hanh se chiu trach nhiem hoan thien cac ho s6 (khach hang) tour du lich fiang thdc hien, thu nhan cac bao cao t6 htdng dan vien du lich,
phien dich va cac nha cung cap ve cac tour fia hoan tat, va chuyen ho sé sang khu véc 16u “cac tour fia hoan thanh”, (tuan theo quy trinh cua cong ty ve
I6u ho sb va ban ghi chep).

PHAN VIEC SO 9.1: Kien thdc ve quy trinh cua cong ty (Kien théc)

PHAN VIEC SO 9.2: Giam sat lich cua khach hang fia fiat cho trééc

PHAN VIEC SO 9.3: Nieu fiong cac dich vu van chuyen, I6u tru va cac dich vu khac cho téng fioan hoac téng khach
PHAN VIEC SO 9.4: Nieu fiong h6dng dan vien va lai xe

PHAN VIEC SO 9.5: Goi danh sach fioan fien cac khach san va fién vi van chuyen

PHAN VIEC SO 9.6: Kiem tra lai cac yeu cau fiat cho va cac thu xep cho tour

PHAN VIEC SO 9.7: Chz dan tom tat cho h6dng dan vien va lai xe

PHAN VIEC SO 9.8: Non khach, ché khach ve va nhan phong

PHAN VIEC SO 9.9: Giam sat va giai quyet cac van fie phat sinh trong tour

PHAN VIEC SO 9.10: Tien khach

PHAN VIEC SO 9.11: Nong hoi sé



CONG VIEC 9. NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU L(CH

KIEN THOC VE CAC QUY TRINH CUA
HANG TRONG VIEIC NIEU HANH,
QUAN LY VA THU XEP

NIEU NONG HOONG DAN VIEN

GIAM SAT LICH BIEU CUA NHONG
KHACH NA NAT TROOC

GOl DANH SACH NOAN NEN CAC
KHACH SAN VA HANG XE

NIEU NONG CAC DICH VU VAN
CHUYEN, LOU TRU VA CAC DICH VU
KHAC CHO TONG NOAN

KIEM TRA LAl CAC YEU CAU NAT CHO e
VA CAC THU XEP CHO TOUR

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR



CONG VIEC 9. NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU L(CH

CHE DAN TOM TAT CHO HOONG () (1) SOAN CHOONG TRINH TOM TAT @ (2) CHi DAN TOM TAT CHO @
DAN VIEN CHO HOONG DAN VIEN HOONG DAN VIEN

GIAM SAT VA GIAI QUYET CAC e TIEN KHACH 6
VAN NE PHAT SINH TRONG TOUR

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR



CONG VIEC SO 9:
PHAN VIEC SO 9.1:

CONG VIEC

1. Choc nang cua
Aieu hanh (neu
cong ty ban sé
dung phan mem
chuyen dung)

He thong may tinh sel co moit
lich trinh fiodc cap nhat, the
hien ro khach nao Aa fiat trééc
se fien vao thdi gian nao.

TIEU CHUAN

Hieu ve he thong va co thdi
gian fie chuan bi cho cac
khach sap fien.

He thong may tinh tich hép
tat ca cac boéc to viec lap
chdbéng trinh cho fien cac
fiat cho va quan ly khach.

NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH
Kien thdc ve quy trinh cua cong ty (Kien thdc)

KIEN THOC

Quy trinh/ hel thong
cua cong ty ve thu
xep tour cho khach.

2. Quy trinh thu
cong lien ket
viec gio cho voi
viec fieu hanh
(neu khong co
phan mem
chuyen dung)

Quy trinh thu cong se ABOC
thiet ke fie cung cap thong bao
thich hép ve nhéng khach Aa
fiat trédc va ngay fien cua ho.

Hieu ve he thong va co thoi
gian fie chuan bl cho cac
khach sap fien.

Quy trinh thu cong fi66c
thiet ke fie cung cap cho
fiieu hanh ngay fien cua
nhong khach fia Aat trodc.

Quy trinh/ hel thong
cua cong ty ve. quan
ly va bo tri chdéng
trinh tour cho khach.
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CONG VIEC SO 9:
PHAN VIEC SO 9.2:

1. Lap lich ngay
fien cua nhdng
khach Aa nat
trodc (khach
fioan hoac
khach le)

CACH LAM

Giam sat ngay fien cua nhéng
khach fia fAat trodc fie fiam bao:

o Co fiu théi gian can thiet fie

bo tri I6u tru va ph6dng tien
van chuyen theo thong tin
cap nhap ve nang l6c phuc
vu va/hoac xac nhan nhdng
phong bo sung va cac
phdéng tien fii lai theo hop
fiong fia NO6c fat trédc vao
thdi fliem khach hang fiat
choédng trinh (tham khao
Phan viec so 9.3).

o Co fiu thdi gian can thiet
fie xem lai cac yeu cau
fiac biet cua khach fien
(theo gia fiinh, & chung
phong, ng6di tan tat, cac
bda an, v.v..) (Tham khao
Phan viec so 9.3).

o Co fu thdi gian can thiet
fie boi tri hodng dan vien
va lai xe theo lich phan
cong nhan vien cua cong
ty, hoac xac nhan nhan
vien bo sung khac theo
hép fAong (Tham khao
Phan viec so 9.4).

Ghi vao nhat ky xem co can
fien dich vu flon khach xa giao

hay khong. (Xem phan viec 9.7)

TIEU CHUAN

e Viec giam sat tao thuan I6i fie
hoan thien cac cong viec
chuan by trédc khi khach fa
fiat tréd6c fien (khach foan
hoac khach le).

Chuan bi trodéc fie khach

hang nhan fi6dc cac dich vu

fa fat trodc va fa tra tien;

va cac trai nghiem ma ho

fia mong foi.
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NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH
Giam sat lich cua khach hang fia fiat cho trééc

KIEN THOC



2. Cac yeu cau ve
dich vu

CACH LAM

Liet kel tat ca cac dich vu fid6¢c
yeu cau (van chuyen, khach
san, l6u tru, an uong, hédng
dan vien, lai xe, v.v..) fie thoa
man téng fioan khach Aen.

TIEU CHUAN

Cac yeu cau ve dich vu phai
fnodc liet ke theo téng ngay.

Ne fiam bao rang téng dich
vu Addbc cung cap cho
khach fien fibdc xac fiinh fie
flanh dau fAa hoan thanh
hang ngay.

KIEN THOC

3. Cac nha cung
cap dich vu theo
yeu cau

Liet ke cac nha cung cap tong
dich vu theo yeu cau.

Xac filnh viec cung cap to cac
nguon cua cong ty (xe rieng cua
cong ty, cac xe fa thue hoac
phan bo phong, nhan vien).

Xac fiinh cac nguon ben ngoai
se cung cap dich vu (nhd cac
cong ty van chuyen, cac khach
san, cac hdédng dan vien)

Liet kel cac yeu cau ve dich
vu theo nha cung cap.

Ne flam bao rang nguon
cua tdng dich vu fitdc cung
cap f6dc xac fnh ro fe
flanh dau cac yeu cau fa
fodc thdc hien va fia nhan
Addc cac xac nhan.

4. Yeu cau dich vu
td cac nha cung
cap

Lien lac bang fAien thoai, fax
hoac tho fiien to.

Yeu cau ve dich vu fia Addc
thdic hien.

Nam bao cong tac chuan b
tot.

5. Xac nhan to cac
nha cung cap

Ghi lai xac nhan té cac nha
cung cap.

Giam sat cac dich vu fang 6
trong danh sach chd.

Bao cao ve tinh trang dich vu
phai luon cap nhat.

Noa ra cac hanh fiong tiep
theo cho fien khi nhan A6dc
xac nhan.

Nam bao nha cung cap xac
nhan tat ca cac yeu cau fiat
cho can thiet.
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CONG VIEC SO 9:
PHAN VIEC SO 9.3:

1. Cac yeu cau ve
van chuyen mat
Nat (cac loai xe)

CACH LAM

Sap xep lich xe van chuyen to:
o Xe cua cong ty.
o Nieu fiong cac xe dé phong.
o Cac xe can dung — khong
kel so 166ng xe do phong
thong thédng.
Giam sat cac yeu cau fac biet.

TIEU CHUAN

Phai co xac nhan ve tat ca
cac xe can thiet trodc khi
khach fen.

Nap 6ng fidéc cac yeu cau
can thiet (khi co the).

NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH
Nieu fiong cac dich vu van chuyen, [6u tru va cac dich vu khac cho téng fioan hoac tong khach

Ne fiam bao co san dich vu
van chuyen mat Aat (di
chuyen khi khach fien, khi fi
tham quan da ngoai, di
chuyen khi khach khéi hanh).

2. Cac yeu cau ve
I6u tru

Sap xep viec lou tru theo:

o COsdO Ibu tru.

o So phong Aa fAat trédc.

o So phong bo sung them
Ra soat cac yeu cau fiac biet.

Phai co xac nhan ve tat ca
cac dich vu I6u tru can thiet
trodc khi khach fien.

Nap 6ng fidéc cac yeu cau
fiac biet (khi co the).

Nam bao co san cac dich
vui |6u tru qua fiem can
thiet tai tdng fda Aiem trong
chdbéng trinh du lich.

3. Cac yeu cau
doch vu khac can
noodic Nat trodc
hoac khang fitnh
choi trédc

Cac vi dui nho sau:

o Cac fiat cho hoac khang
filnh cho tren cac chuyen
bay noi fila (nh6 Ha Noi i
Tp.HCM).

o Cac fat cho hoac khang
filnh cho tren cac chuyen
tau thuy cao toc (nho Tp.
HCM fi Vung Tau).

o Nat ban hoac khang fiinh
cho tai cac nha hang.

o Ve xem ca nhakc, nhac kich
hoac hoa nhac, v.v..

Cac yeu cau ve dich vu khac
phai Addic xac nhan trédc khi
khach fien.

Nap 6ng fidéc cac yeu cau
fiac biet (khi co the).

Nam bao cac dich vu trong
chdbéng trinh du lich fa Aat
trédc Aeu san sang.
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KIEN THOC




CONG VIEC
PHAN VIEC

BOOC

1. Lai xe

SO 9:
SO 9.4:

CACH LAM

TIEU CHUAN

NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH
Nieu fiong h6éng dan vien va lai xe

KIEN THOC

Giam sat bang phan cong cong
viec cho lai xe cua cong ty .

Nieu fiong lai xe cho cac xe cua
cong ty hoac xe thue ngoai, xem
xet kha nang thong thao tuyen
fA6dng cua ho va bang lai xe (6 noi
thich hép).

Ky hép fiong tam théi voi cac lai xe
td cac nguon cung cap lai xe tin
cay neu co nhu cau can them.

Khi phai thue ca lai xe va xe t6 fién
Vi cung cap ben ngoai, giam sat ten
va tieu s cua lai xe fAddC chs fiinh.

Nam bao rang cac fiieu kien an ngh:
cua lai xe va cua xe phu hdp véi cac
fieu kien cua cong ty bao hiem.

Tuan theo bang phan cong
cong viec cho nhan vien.

Tat ca cac xe A6dc Aieu Aong
cung vai lai xe co bang lai cua
loai xe Ao.

Tat ca nhdng ng66i tham gia
vao viec fida fion khach phai
fiobdc cong ty tin cay, hoac
phai cung cap mot trich ngang
ly lich chap nhan fibbic.

Phai tuan theo cac quy fiinh
ve an toan giao thong (nho
théi gian chay xe toi fia; bang
lai xe to...).

SO an toan cua khach hang
ban la trach nhiem cua cong
ty ban - tat ca cac tai nan do
lai xe gay ra do thieu nang
I6c hoac do cau tha fieu la
trach nhiem phap ly.

Cac quy fiinh ve an
toan giao thong cua
Viet Nam va cua rieng
tong tnh, thanh pho.

2. Ho6Nng dan
vien

Giam sat bang phan cong cong viec
cho h6éng dan vien cua cong ty.

Nieu fiong cac hédng dan vien cho
cac Aoan hoac cac khach le, I6u y
fien thdi gian trong cua cac hédng
dan vien va bat ky yeu cau kien
thoc Aac biet nao cua chddng trinh
du lich.

Ky hép fiong vOi cac hédng dan

vien t6 do co the td cac nguon
cung cap tin cay fAap 6ng Ndbc cac
eu cau hoac kien thdc fac biet.

Tuan theo ban phan cong
cong viec cho nhan vien.

Tuan theo cac quy fiinh ve
hédng dan vien cua Viet Nam.

Tat ca cac yeu cau ve dich vu
h6édng dan cua cac fioan
hoac khach le phai Ad6c
h66ng dan vien fiu tieu chuan
fiap Ong, fie lam hai long
khach hang cua ban.

Cong ty ban phai tuan theo
cac quy finh cua Viet Nam
ve hodng dan vien du lich.

Ho66ng dan vien Ado6c fieu
fiong phai thoa man A66c bat
ky yeu cau fac biet nao cua
khach hang theo fioan hoac
khach le.

Cac quy filnh cua Viet
Nam ve hobng dan
vien du lich.
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CONG VIEC SO 9:
PHAN VIEC SO 9.5:

1. Goi danh sach
xep phong fien
cac khach san

CACH LAM

Cung cap danh sach xep
phong fen tdéng khach san
theo ch6ébéng trinh cua khach
vOi thdi gian thich hép trodc khi
khach fien fe khach san
chuan bi cac yeu cau fac biet
(nhé giddng bo sung, lam thu
tuc tra buong muon, lam thu
tuc nhan buong sém).

TIEU CHUAN

e Cung cap danh sach chinh
xac voi thoi gian phu hop.
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NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH
Goi danh sach fioan fien khach san va fAén vi van chuyen

KIEN THOC

Khach san can danh sach
nay fie bo tri cac buong
cho tong khach & phong
fién, khach & chung hai
ngodi hoac khach & chung
ba ng66i, v.v..

Nhan vien mang hanh ly
cua khach san can biet
hanh ly nao cua phong nao
fie. mang fien.

2. Goi “ban ke
khai” ve khach
hang fien cong
ty van chuyen
(h66ng dan vien,
phien dich vien
va lai xe)

Cung cap danh sach hoan chsnh
ve khach hang (“ban ke khai”)
cho hébng dan vien va lai xe
cua fioan fiel fion va fda khach,
hoac fie van chuyen khach
trong chddng trinh tham quan.

e Cung cap danh sach chinh
xac voi thoi gian phu hop.

Hobéng dan vien va lai xe
can fiam bao co fiu khach
tren xe trodc khi khoi hanh.




CONG VIEC SO 9:
PHAN VIEC SO 9.6:

1. Ho sb khach
hang - gid cho
va fat choi fioi
vai cac san
pham va dich vu
cho tour

CACH LAM

Theo doi ho s6 khach hang do
bo phan gi6 cho va fiat cho
thiet lap va fieu phoi.

Kiem tra can than fe biet tat
ca cac yeu cau fat choi véi cac
nha cung cap (vi du nhé khach
san) Aang co hieu l6c va cac
nha cung cap Aa nhan AddIC
tien thanh toan cua cong ty.

Giai quyet bat ky kho khan gap
phai nao td phia cac nha cung
cap trong ke hoach hoac voi
cac l6a chon thay the phu hop.

TIEU CHUAN

e Tat ca cac yeu cau fat cho va

thu xep cho tour phai fA66c
kiem tra can than fie fiam bao
tour du lich fA6dc tien hanh
mot cach troi chay.

Cac van fie gap phai fnobc
giai quyet.

Ne tranh gap khung hoang
vao phut cuoi cung, va fe
co chuan bi san sang khi
gap cac van fie kho khan
co nhieu kha nang xay ra
(vi dui khach san fa fiat het
cho).

NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH
Kiem tra lai cac yeu cau fiat cho va cac thu xep cho tour

KIEN THOC
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CONG VIEC SO 9:
PHAN VIEC SO 9.7:

. Nghien c6u ky
cac thong tin
can thiet cho
viec chg dan tom
tat cho hodng
dan vien du lich.

CACH LAM

Xac filnh cac chu fiel ma khach
hang tiem nang quan tam doda
vao viec tiep xuc vdi khach hang
va trao foi voi cac fiong nghiep.

Mot so vi du: kien truc, nong
nghiep, ngd nghiep, nghe
thuat, van hoa, fiong thdc vat,
thdc an, fa ly, Ala chat, chinh
quyen, ton giao, lich sd, loi
song, van hoc, cac tien nghi tai
fita phdédng, moi trébng to
nhien, mua sam, cac dich vu
cho du khach.

Thu nhan y kien cua hébng
dan vien ve nhdng fiem du lich
hap dan co the bo xung vao
chobng trinh

Tim cac thong tin fiang tin cay
(internet, tho vien, cac an pham).

TIEU CHUAN

Hieu ro cac chu fe hap dan
khach hang, se can phai
fi6dc hobng dan vien cua ban
giai thich.

Viec nghien cou do phai to
nhdng nguon thong tin fiang
tin cay.

Cac thong tin phai chinh
xac va Adoic cap nhat
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NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH
Chz dan tom tat cho h6dng dan vien va lai xe

KIEN THOC




2. Soan noi dung
tom tat cho
hdébéng dan vien

CACH LAM

S6 dung he thong thong tin tham
khao cua cong ty fie I6u trd va
truy cap cac chu fie hap dan.

Neu khong co hel thong nay,
hay td tao cho minh mot he
thong va luon cap nhat chung.

Viet hoac cap nhat cac noi
dung tom tat cho téng ch6éng
trinh cua khach.

Lou cac ban sao vao tap l6u
noi dung tom tat cho hédng
dan vien.

Nhan phan hoi t6 h6ééng dan
vien.

TIEU CHUAN

e Cac fiiem trong noi dung tom

tat phai ro rang.

Cach trinh bay phai de dang
cho h6éng dan vien va hap
dan du khach.

KIEN THOC

3. Chg dan tom tat
cho hédng dan
vien va lai xe

Chuan bi cac tap tai lieu cho
hééng dan vien va lai xe, gom
co choobng trinh du lich, “bang
danh sach” khach hang cung
vOi cac hdédng dan giai quyet
flac biet; lo trinh xe chay (cho
cac chobng trinh tham quan)
cho lai xe va noi dung tom tat
vOi hodng dan vien bao gom
tat ca cac fiem hap dan trong
chodéng trinh du lich.

e Cac tap tai lieu A6d6c chuan bi

san sang cho hédng dan vien
va lai xe, vbi thdi gian fiu fie
cho ho' lam quen trééc (nho lo
trinh cho lai xe, cac ghi chu
cho h6éng dan vien).

H6b6ng dan vien va lai xe

phai co Au thdi gian Ae

chuan bi.
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CONG VIEC SO 9:
PHAN VIEC SO 9.8:

1. Non du khach
fien tai cba ra
cua san bay fie
noa khach ve
khach san

CACH LAM

Kiem tra thong tin ve chuyen
bay fien (thong bao cho lai xe
va hédng dan vien biet ve bat
ky s6 cham trel nao cua
chuyen bay).

Col bien fion khach ro rang fie
khach nhan ra ban.

Co bang danh sach khach hang
fie ghi lai tat ca cac khach fien
hoac “khach khong fien”.

Thap tung khach ra xe.
Ho tréi viec van chuyen hanh ly
tdl sanh khach fien ra xe (kiem

tra fiu so [66ng hanh ly tren xe).

Ho tré khach trong viec bao
cao hanh ly “that lacc”.

e Trd giup mot cach than thien

TIEU CHUAN

va hieu qua.

Luon phai chac chan rang tat
ca khach fien fieu fia 6 tren xe.

Luon phai chac chan rang tat
ca hanh ly cua khach fieu &
tren xe.

Bao cao ve moi hanh ly that
lac cho hang hang khong;
hodng dan cach thu xep va
thong bao cho khach.

NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH
Non khach, chd khach ve va nhan phong

An tédng fau tien cua
khach la rat quan trong;
hay cho khach thay nat
nééc ban, thanh pho ban
va cong ty ban rat than
thien va hieu qua.

2. Chao khach

Chao mong khach fa fen

tham fAat n6dc ban, thanh pho

ban va cong ty ban.

The hien sd chao fion nong
hau va than thien.

Cho khach thay la ban rat
vui khi gap ho.
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KIEN THOC




3. Cac thong tin
cho khach fen

CACH LAM

Tom tat cho khach biet ve quang
fiddng di chuyen, cac Aiem hap
dan trong lo trinh va quy trinh
nhan phong tai khach san.

Mobi khach fAda ra cau hoi va
tra l6i.

TIEU CHUAN
Néa ra cac thong tin chinh xac
va thu vi trong quang A6dng
di chuyen.

Giam thieu s6 cham tre va
nham lan khi khach nhan
phong khach san.

KIEN THOC

4. Neu chi tiet cac
thong tin ve cac
dich vu trong
chébéng trinh va
cac tien nghi tai
fAiem Aen

(Cung cap thong
tin nay khi fang di
chuyen hoac sau
khi khach fa fien
khach san, fia
nhan phong va
flang nghz ngoi)

Cung cap cac thong tin sau:

o Cac chi tiet ve viec boi tri
tour trong nhéng ngay toi.
Gib fita ph6ong.

Ty gia ngoai te va cac
tien nghi ve ngan hang.

o Thoi quen thédng tien tai
Viet Nam.

o Cac tien nghi cua c6 so
16u tru.

Vo tri fva ly cua khach san.
Cac fiem hap dan gan
khach san.

o Cac thong tin chung ve

Aiem Aen.
Mai khach hoi va tra 16i.

Cung cap cho khach ban sao
choong trinh du lich, cac tap gap
va td rbi ve cac filem hap dan.

Khach hang se nhan fi6éc
cac thong tin can thiet vao luc
ho co the tiep thu thong tin fio
fie lam cho chuyen tham quan
cua ho'thanh cong hon.

Sau chuyen bay dai to
chau Au, khach cua ban co
the rat met moi. Ch: cung
cap cho khach cac thong
tin can thiet, cho fien khi ho
khoe khoan tré lai hoac “co
the” tiep thu cac thong tin
chi tiet.

5. Nhan phong
khach san

Lien he vbi nhan vien le tan
khach san fie ho tr6 ho trong giao
tiep voi khach hang cua ban.

Nhan phong khach san id6dc
thdc hien fung cach, khong
cham tre.

Giam thieu s6 cham tre
hoaic nham lan.
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CONG VIEC SO 9: NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU LICH
PHAN VIEC SO 9.9: Giam sat va giai quyet cac van e phat sinh trong tour

KIEN THOC

CACH LAM TIEU CHUAN

1. Tour co hédng Qua fien thoai cac hodng dan | ¢ Hanh flong Aap dng cac bao | Giai quyet trédc cac van | Biet ro quyen han cua

dan fi cung vien du lich se bao cao hang cao hang ngay cua hoédng | Ae cothe xay ra hén la phai | minh khi giai quyet
ngay ve tien trinh cua tour du dan vien du lich. fioi mat voi khung hoang. cac van fiel phat sinh.
lich, va ve bat ky mot kho
khan nao fia hoac d¢ fioan sel
phat sinh.

Ban se xac nhan fia nhan
fddc thong tin t6) hodng dan
vien va té van cho ho cach giai
quyet van fie.

Ban co the can phai tham khao
y kien ng6éi quan ly, hoac phai
fiodc ho uy quyen giai quyet
van fie.

Lou gidl ban ghi chep cac bao
cao va cach giai quyet trong
ho s6 khach hang.

2. Tour khong co Tien hanh cac kiem tra ngau | ® Hanh fiong fiap 6ng cac phan | Giai quyet tré6c cac van fie | Biet ro quyen han cua
ho6ng dan i nhien vo6i cac nha cung cap hoi t6 phia khach du lich. co the xay ra hon la phai | minh khi giai quyet
cung phodng tien van chuyen hoac foi mat voi khung hoang. cac van fie phat sinh.

khach san fe Aam bao rang
tour van fiang tien hanh tot.

Ban co the nhan f66c fien
thoai khen ngdi, phan nan
hoac y kien fiong gop t& phia
khach hang.

LAu gid ban ghi chep cac phan
hoi trong ho' s6 khach hang.




CONG VIEC SO 9:

PHAN VIEC SO 9.10: Tien khach

BOOC CACH LAM

1. Van chuyen
luc tien
khach

Kiem tra lai théi gian khdi hanh véi hang
hang khong trédc khi bat fiau van
chuyen.

Thong bao cho bo phan van chuyen, lai
xe va hodng dan vien ve viec cham khaoi
hanh nhieu gié cua chuyen bay.

Thu xep thdi gian gap cac khach hang
cua ban trong sanh khach san tro6c khi
ho ra ve.

S6/dung danh sach khach hang fie kiem
tra tat ca cac khach se khdi hanh fa
fobc tap trung.

Kiem tra hanh ly trédc khi khdi hanh fie
fiam bao rang khong bo quen tui hanh
ly nao.

Ne nghi khach hang kiem tra cac fio fiaic
nho chia khoa khach san va bat ky Aol
vat nao fie lai trong ket cua khach san
nho ve hoac ho chieu.

Tiep nhan y kien phan hoi cua khach
hang ve san pham cua cong ty.

Ghi lai cac y kien quan trong, fie sau fio
bao cao lai voi cong ty.

Khi fien san bay, giup fid cac khach hang
cua ban lam thu tuc len may bay, cho
ngoi Oa thich va goi hanh ly.

Thong bao cac chi tiet lien quan fien
thue san bay, thu cuc hai quan va xuat
nhap canh

Chao tam biet khach mot cach lich s@.

TIEU CHUAN

Trd giup mot cach than
thien va hieu qua.

Luon kiem tra fie fam
bao rang moi khach ra
ve fieu fia 6 tren xe.

Luon kiem tra fie fiam
bao rang moi fio Aac cua
khach ra ve fa nodc Ada
len phddng tien.

Phan hoi ve sdi hai long
cua khach hang fiééic ghi
lai va bao cao ve cong ty.

Cac an tédng cuoi cung
cua khach hang cung rat
guan trong.

S6 dung cbd hoi fio fe tim
hieu s6 hai long cua khach
hang fioi voi chuyen du lich
cua ho.

NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU L(CH

KIEN THOC
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CONG VIEC SO 9:

PHAN VIEC SO 9.11: Nong ho s6

CACH LAM

1. Sau khi ket
thuc tour

Thu thap cac bao cao cua
hodng dan vien du lich va
phien dich.

Troc tiep theo doi cac fiem
guan trong neu ra trong cac
bao cao nay.

To6 van cho ban quan ly ve: bat
kKy: van fie nghiem trong nao
phat sinh.

Sau khi ket thuc tour, phai
tuan theo cac quy trinh cua
cong ty trong viec to chéc ho
s6 khach hang.

Git' tat ca cac ban ghi chep col
the can fien khi xd ly bat ky y.
kien phan hoi nao td phia cong
ty 16/ hanh ban st, fai ly hoac
khach du lich.

Chuyen ho s6 16u phan tour
“fia hoan tat” vao khu voc 16u
ho sb co thel tiep can AGOC.

TIEU CHUAN

Phai thu thap, theo doi tiep va
I6u hoi s6 cac bao cao sau khi
ket thuc tour.

Hoi s6 hoan chznh ve tour phai
fiobc to chdoc sap xep theo
cac quy trinh cua coing ty, va
I6bu cung vobi cac tour “Aa
hoan tat” khac.

Se de tham chieu hén voi bat
ky mot ho sb fia hoan tat nao
fio neu chung AG6c l6u gid
rieng biet nhéng 6 mot khu
voc co the tiep can AGOC.
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NIEU HANH - QUAN LY KHACH VA CAC THU XEP CHO TOUR DU L(CH

KIEN THOC

Quy trinh cua cong ty
ve l6u trd hoi so.



2. Sau mot khoang
thdi gian quy
fonh trong quy
trinh cua cong ty

CACH LAM

Sau khi moi trao foi, lien he

sau tour du lich Aa ficdc hoan
tat, chuyen hoi sé sang khu voc
I6u gidl ho s6 theo cac quy fiinh
cua cong ty.

TIEU CHUAN

e Cac ho sb cu phai filnh ky

fidéc chuyen sang cac khu
voc I6u gid hoi so.

Giai phong dien tich fie 16u
ho sd cac tour méi hoan
thanh. Ho s6 & khu voic
khong quan trong kho lay
hén, nhéng van phai tim
fobc trong trédng hdp can
thiet.

KIEN THOC

Quy trinh cua cong ty
ve l6u trd ho so.

3. L6u gi6 hoi sé
trong mot
khoang théi gian
quy fdnh trééc
khi huy

Quy trinh cua cong ty ve viec
I6u gid ho sb va cac ban ghi

chep se quy fiinh thdi gian ho

s6 con fi6éc 16u trong khu voic
khong quan trong.

Phai 16u gi6 ho s6 trong mot
khoang thdéi gian quy finh
trodc khi huy.

Chinh sach cong ty,
Luat Viet Nam.

Quy trinh cua cong ty
ve l6u trd ho s6.
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10. HO TRO LAP VA TIiNH GIA CAC CHOONG TRINH DU L0CH
Gioi thieu:

Trach nhiem lap ke hoach va tinh chi phi cho cac san pham tour du lich se fiééic giao cho can boi quan ly hoac nhéng nhan vien cao cap hoac co nhieu
kinh nghiem hén, vai se nddc the hien ro trong ban mo ta cong viec cua ho.

Cac nhan vien fiieu hanh tour se fi66c huy fiong fie ho trd cac fiong nghiep cua ho théc hien mot so hoat fiong cu the, va can co hieu biet vel cac nguyen
tac foi vdi chdc nang quan trong nay cua mot cong ty 16 hanh.

Noi dung, chat I166ng va chi phi cua cac tour du lich vai cac cau phan cua san pham do mot cong ty |6 hanh chao ban phai theo filnh h66ng tho trédng -
no phai hap dan Addic khach hang; cho du Aol la cong ty 16 hanh ban st n66c ngoai hoac tai thi trédng noi fila. Khi thiet ke mot tour du lich, ngddi lap ke
hoach tour phai nham t6i mot phan fioan thi trédng cu the nao fio. Cac khach hang & “thi trodng cao cap” se fioi hoi chat 166ng cao (vi du khach san 5
sao va phoéng tien van chuyen hien fiai co may fieu hoa khong khi) va cac h6dng dan vien du lich trinh fioi cao, thanh thao ngon ngd cua hoj; ho se san
sang tra cao hoén cho nhdng dich vu chat 166ng cao nay. Thi trddng “gia re” se quan tam nhieu hon tdi gia ca. Cac thi trédng voi nhdng yeu cau fac biet

hoac thi trééng “fiac thu” (vi duinho lan) se. muon giao dich vbi cac chuyen gia trong linh vdc sé thich cua hol, & fio khach hang co the tin tddng nhan Addc

dich vu chuyen nghiep.
Cac nhan vien fiieu hanh tour se A6dc ch: fao nghien cou thi trddng danh cho cac san pham cua cong ty va bao cao theo chz fao.

Cac nhan vien fiieu hanh tour cung se ho tré trong viec lap ke hoach, tinh toan chi phi va chuan bi cac ban chao gia cho cac chdéng trinh du lich rieng
theo yeu cau cua khach hang.

PHAN VIEC SO 10.1: Ho trd nghien coéu va phan fioan thi trédng
PHAN VIEC SO 10.2: Hol tré lap ché6ng trinh mot lan

PHAN VIEC SO 10.3: Ho trd viec tinh gia cac chééng trinh mot lan
PHAN VIEC SO 10.4: Ho! tr6 chuan bi ban chao gia
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CONG VIEC SO 10:

HO TRO LAP VA TINH GIA CAC CHOONG TRINH DU LICH

PHAN VIEC SO 10.1: Ho tré nghien cou va phan foan thi trédng

1. Phan tich khach
du lich

CACH LAM

Tim kiem cac so lieu thong kel
hien co ve nganh du lich.

Xem trong cac soi lieu thong kel
fia cong boi cua TCDL fie fianh
gia qui moi cua tho trédng.

Phan tich khach n66c ngoai tbi
Viet Nam theo quoc gia, ph66ng
tien Ai lai, ly do t6i Viet Nam.

Phan tich xu h6dng tang trédng
t6l cac nguon quoc gia khac
nhau va cac ly do khac nhau.

Xem cac so lieu thong ke cua
S6 quan ly du lich cac tznh ve
nganh du lich fAta phééng.

TIEU CHUAN

Biet chol tim cac soi lieu thong
kel vel du lich va theo doi cac
cap nhat theo thang.

Xac filnh cac xu hdébng quan
trong trong cac trao 16u du lich

téi Viet Nam va trong Viet Nam.

S6 phan tich cac so lieu
thong ke khach du lich mot
cach can than se lam tao c6
hoi cho cong ty trong viec lap
ke hoach san pham hap dan
fioi vbi nhdng tho trodng fiang
phat trien.

KIEN THOC

Cac so lieu thong ke
ve nganh du lich.

2. So thong ke ve
khach du lich ca
nhan va du lich
theo nhom cua
cong ty

Xem so lieu khach cua cong ty
trong nam tréoc.

Xem xet nhéng cb hoi thu hut
cac khach hang méi té cac
nooc khac, va bao cao cho cac
fiong nghiep.

Cung cap cac phan tich va
khuyen nghi mang tinh thong
ke va co kha nang so sanh
theo h66ng dan cua nha quan
ly va fiong nghiep cua ban.

Thong qua viec so sanh
nang loc thoc hien cua cong
ty vbi toan bo thi trodng, ban
se nhan fiinh AG6c cac cd hoi
danh cho cong ty.

Cac so lieu thong ke
Cua cong ty.
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3. Cac cong ty I
hanh ban sz
ndéc ngoai
(FTWSs)

CACH LAM

Cong ty se gap g6 vbi cac
khach hang la nhéng FTWs fie
quyet finh ve bat ky thay fioi
nao fioi vOi cac chdéng trinh du
lich trong t6éng lai hoac gidi
thieu ch6éng trinh maoi.

Ho tr6 nha quan ly va fong
nghiep cua ban trong cac cuoc
hop vdi FTWs voOi viec phan
tich so lieu vel khach du lich
cua ho trong nam trééc va do
bao cho nam tiep theo.

TIEU CHUAN
e Chuan b) moi bao cao hoac
thong tin fe phuc vu cac cuoc
hop nho vay theo chg fiao.

FTWs las mot nguon khach
hang du lich quan trong
nhat fioi vdi cong ty; “giam
floc san pham” cua hol hieu
cam t66ng cua khach hang
cua hol foi vdi cac san
pham cua cong ty ban.
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KIEN THOC

Hieu biet ve cac mo
hinh, san pham, khach
hang va cong viec kinh
doanh cua cac cong ty
16 hanh ban sz.

4. Cac Aai ly 16
hanh ban le tai
Viet Nam

Phan tich va lap bao cao ban
hang do cac fiai ly 16 hanh ban
le tai Viet Nam thdc hien foi
vOi cac san pham cua cong ty.

Nhan manh cac khac biet ve
hoat fiong ban hang cua Aai ly 16
hanh trong qua kho va hien tai.

Tap trung nhan manh cac Aai ly.
“hang fiau” 6 moi tnh, thanh pho.

Neu fi6dc nha quan ly hoac

fiong nghiep chz fiao, ban se lien

he vobi cac fAai ly |16 hanh nham

xac fiinh cac nguyen nhan cua

xu hodng, hoac thu thap cac

khuyen nghi cua ho fioi vbi viec
phat trien san pham.

e Chuan bi cac bao cao ve cac
khach hang la fiai ly 16/ hanh
bao gom cac khuyen nghi,
cho cac nha quan ly hoac
fiong nghiep cua ban.

Cac fai ly 16 hanh ban le
tai Viet Nam la mot fau
moi quan trong fie ban san
pham cua cong ty. Xu
hédng ve hoat fiong ban
hang cua ho se cho thay
cac fiem manh va fiem
yeu trong cac san pham
cua ban. Cac y kien fiong
gop cua ho se giup lam ro
nhdng y t6Gng ma cac fioi
thu canh tranh cua ban
fiang théc hien

Danh sach cac fiai ly 16
hanh ban le chu chot
tai Viet Nam.



5. Khach hang tréic
tiep la ngooi
nddéc ngoai (co
the la ngodi
nddc ngoai fiang
song tai Viet
Nam, hoac cac
khach du lich
Aoc lap)

CACH LAM

Phan tich va bao cao so lieu
ban hang tréc tiep cho cac
khach nédc ngoai, thong qua
flau moi lien he vbéi mot trong
cac van phong cua ban, hoac
mot trong cac quay du lich cua
ban tai khach san.

Theo doi xu hébng cua nhu
cau foi vai cac san pham cua
cong ty to cac khach hang nay.

Theo doi bat ky mot y kien
fiong gop nao ve san pham
cua cong ty do cac khach hang
nay fiba ra.

TIEU CHUAN

e Chuan bi cac bao cao ve so

lieu ban hang troc tiep cho
cac khach nédéc ngoai.

Ngay cang co nhieu ngodi
nodc ngoai tdi co tru dai han
tai Viet Nam, ho se' mua cac
tour du lich hoac tham quan
fie kham pha nhéng net hap
dan khac nhau cua Aat
nooc Viet Nam.

Nhieu khach téi Viet Nam
ngan han khong co ch6éng
trinh du lich Aat trééc trong
noéoéc, va hol fAat tour du lich
tai Viet Nam sau khi ti.

KIEN THOC

Xu h6édng thi trédng va
cac con so thong ke
cua cong ty.

6. Khach hang troic
tiep la ngo0i
Viet Nam

Phan tich va bao cao so lieu
ban hang tréc tiep cho cac
khach du lich ngddi Viet Nam.

e Chuan bi cac bao cao ve so

lieu ban hang troc tiep cho
khach du lich noi fiba.

Viet Nam co so 166ng
ngodi Viet Ai du lich rat 16n.

Xu hébng thi trédng va
cac con so thong ke
cua cong ty.
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CONG VIEC SO 10:

PHAN VIEC SO 10.2: Ho trd lap chédng trinh mot lan

1. Hol trd Aiong
nghiep

(o]

O O o o

Ngo6bi lap ke hoach tour can
phai xac fiinh:

CACH LAM

Tho tr6ng muc tieu (tuoi;
loai khach sang trong
hoac binh dan; MICE, yeu
cau fac biet hoac thi
trédng Aac thu).

No dai tour du lich.

Cac filem fien chu yeu.
Le hoi/ ngay ngha.

Quang A6dng va thdi gian
di chuyen.

Loai phobng tien van
chuyen (may bay, tau hoa,
fiddng bo, N6dNg thuy).
Hang ghe van chuyen
va/hoac chat 166ng/gia ca
cua cac hinh théc van
chuyen.

HOdNng dan chat 166ng/gia
ca cd sd I6u tru.

Bao gom hay khong bao
gom cac boa an.

Bao gom hay khong bao
gom tham quan phong
canh.

So ng66i tham gia.

Co hay khong co hébéng
dan vien fii kem.

Thoi tiet/ khi hau.

Cac chi phi khac - thue,...

o tré theo chz fao.

TIEU CHUAN

e Cung cap ho tr6 theo cht Aiao
dooi so giam sat.

HO TRO LAP VA TINH GIA CAC CHOONG TRINH DU LICH

Nhieu cong ty 16 hanh la
nhéng cong ty nho, va tat ca
cac nhan vien can co fiu kha
nang fe ho tré théc hien
trong tat ca cac hoat fiong
nham Aat Ad6c hieu qua hoat
fiong va nang suat cao nhat.

Ho tr6 ngodi lap ke hoach
trong viec xay dong cac
choong trinh du lich mot lan
se giup tang co6dng kinh
nghiem cua nhan vien fieu
hanh tour, va chuan bi cho
viec thang tien cua ho.
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KIEN THOC

Co kien thdéc ve cac
san pham va dich vu du
lich, fiac biet la ve gia
ca chi phi cua cac bo
phan cau thanh tour.



CONG VIEC SO 10:

HO TRO LAP VA TINH GIA CAC CHOONG TRINH DU LICH

PHAN VIEC SO 10.3: Hoi trd viec tinh gia cac chééng trinh mot lan

BOOC
1. Hol trd Aiong
nghiep

CACH LAM

Cac nhan to quan trong khi tinh gia
cho ché6éng trinh tour la:

(0]

Hang ghe may bay hoac tau
hoa theo yeu cau.

Kich c6 phddng tien van
chuyen fddng bo (Xe Addng
dai, mini-bus, o to' 4 cho, xe du
lich) va so cho ngoi toi fia va
gia thue.

So khach du lich do kien se
fii xe fAe tinh “cho ngoi tren
xe” (SIC).

Chi phi phai tra cho hoééng
dan vien du lich, phien dich
va lai xe.

Cac chi phi du lich thay fioi theo
mua (gia phong khach san co
the thay fioi tuy theo mua fiong
khach/vang khach).

Chi phi 16u tru va c6 s6 tinh
gia phong (phong chung x 2
ngodi hoac hén; hoac phong
fidn cho mot ngooi).

Cac boda an bao gom trong gia.
Cac cau phan tour fibdc bao
gom va chi phi cua chung.

Bat ky chi phi tiep thi nao (vi du
nho tai lieu giéi thieu, to roi,
trang Internet).

Van fie loai tien (USD/fiong VN).
Chi phi bo sung (vi du thue...).

Hol tr6 theo cht Rao.

TIEU CHUAN

e Cung cap s@ ho tré theo chz

fiao giam sat.

Nhieu cong ty 16 hanh la
nhéng cong ty nho, va tat ca
cac nhan vien can co fiu kha
nang fe ho tré théc hien
trong tat ca cac hoat fiong
nham Aat Ad6c hieu qua hoat
fiong va nang suat cao nhat.

Ho tr6 ngodi lap ke hoach
trong viec chuan bi ban chao
gia cho cac chddng trinh du
lich mot lan se giup tang
cdéong kinh nghiem cua
ngddi nhan vien Aieu hanh
tour, va chuan bi cho viec
thang tien cua ho.

KIEN THOC

Co kien thdéc ve cac
san pham va dich vu du
lich, fiac biet la ve gia
ca chi phi cua cac cau
phan tour.
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CONG VIEC SO 10:

PHAN VIEC SO 10.4: Ho tr6 chuan bi ban chao gia

BOOC CACH LAM

1. Hol trd Aiong
nghiep

Sau khi fa lap ke hoach va tinh gia cho
mot chddng trinh du lich, mot ban chao
gia se fAb6bc chuan bi Aie gbi cho cac
khach hang co yeu cau tim hieu thong tin.

Khach hang co the la mot cong ty 16 hanh
ban st du lich n66¢c ngoai, mot fiai ly 10
hanh ban le tai Viet Nam, hoac mot yeu
cau thong tin “troc tiep” to phia (nhdng)
cong dan n66c ngoai sinh song dai han tai
Viet Nam; (cac) khach ndéc ngoai tdi Viet
Nam ngan han; hoac t6 nhdng khach du
lich noi fita Ngooi Viet.

Ban chao gia la mot 16i fie nght theo mau
cua mot hdp fiong cung cap dich vu voi
mot mAc gia nao fio.

Ban chao gia co the fida ra nhdng l6a
chon co bao gom hoac khong bao gom
phoéng tien van chuyen, nbi I6u tru, bda
an va tham quan.

Ban chao gia se fnédc chuan bi tren giay
tieu Ae tho cua cong ty, theo mot dang
thdc chuan va se bao gom nhdng Aieu
kien chuan.

Ban chao gia ban fiau co the dan tdi cac
trao fioi tiep tuc voi khach hang trédc khi
co sd chap thuan cuoi cung.

Ban chao gia va tat ca cac lien he trao
floi se fAdbc I6u trong cac ho sd cua
cong ty.

TIEU CHUAN
e Cung cap hol tré nhoé
no6éc ch: Aao dodi sO
giam sat.

HO TRO LAP VA TINH GIA CAC CHOONG TRINH DU LICH

LY DO

Nhieu cong ty 16 hanh la
nhoéng cong ty nho, va tat ca
cac nhan vien can co fiu kha
nang fe ho tré théc hien
trong tat ca cac hoat fiong
nham Aat Ad6c hieu qua hoat
fiong va nang suat cao nhat.

Ho tr6 ngodi lap ke hoach
trong viec tinh gia cac
choong trinh du lich mot lan
se giup tang codng kinh
nghiem cua ng66i nhan vien
flieu hanh tour, va chuan bi
cho viec thang tien cua ho.
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KIEN THOC

Co kien thdéc ve cac
quy trinh cua cong ty
cho téi dang thdéc ban
chao gia Ad6c s6 dung.



11. HO TRO VIEC TIEP TH0 VA BAN HANG
Gidi thieu:
Trach nhiem ve! tiep thi va ban cac san pham cua cong ty se do cac nhan vien chuyen mon khac fiam nhiem va Addc trinh bay trong phan moi ta cong viec.

Nhan vien fieu hanh tour se fi66c goi fien fie ho trd cho cac nhan vien chuyen mon nay mot cach filnh ky, nhan vien fiieu hanh tour phai hieu va thong
thalo cac hoat fiong cua chdc nang quan trong nay.

Cac hoat fiong tiep thi va ban hang trong mot cong ty 16. hanh bao gom thiet kel xay déng tap gap/td roi; xuc tien trang web, quang cao tren cac bao va
tap chi, foi ngu ban hang va chi phi cac tui ngu va tui tai lieu ma cong ty ban co the cung cap cho nhéng ngédi tham gia chééng trinh du lich.

Kieu tap gap/to réi iddic in an se phu thuoc vao thi trddng muc tieu va ngan sach Addc s dung cho viec in an fi6dc tinh vao gia san pham (vi du neu tho
trodng muc tieu la nham fien khach tre tuoi thi tranh anh ngddi trong cac tap gap phai la thanh nien va co mau sang. Neu thi tré6ng muic tieu la nhdng
ngodi gia, thi tranh anh va mau sac phai phan anh fidéc fieu o).

Cac nhan vien ban hang se lam viecc vbi cac cong ty |6 hanh ban st n66c ngoai, cac fiai ly ban le, cac cau lac bo fAac biet va cac nguon khach hang tiem
nang khac. Ho se h6dng muc tieu cho cac Aai ly 16 hanh bang cac san pham phu hép véi khach hang fiac thu cua ho (vi du mot Aai ly 16 hanh fiang co
166ng khach la nhéing ngd6i n6dc ngoai cb tru, hol se ban cac chédng trinh du lich co méc chi tra cao cho cac gia fiinh cua nhéng ngd6i Nn6dc ngoai nay;
mot fiai ly 16 hanh nam trong khu voc co cac khach san re tien se ban cac chééng trinh du lich gia re cho cac “khach ba lo”).

Nhan vien Aieu hanh tour se lan 166t Addc cdl fien lam viec tai cac quay du lich tai cac khach san. Nhiem vu cua nhan vien nay bao gom ca hoat fiong
fileu hanh - giai quyet cac cong viec lien quan fien khach du lich Aa Aat mua chééng trinh du lich; va cac hoat fiong ban hang — xuc tien ban cac san
pham du lich cua cong ty fien cac khach hang tiem nang méi. Nhan vien nay cung fii Aion khach khi khach fien cac san bay hoac cac cta khau khach
fien khac va co mat tai khach san tro6c khi bat fiau ngay tham quan da ngoai fia fiddic neu trong chddng trinh du lich. Tat ca fieu la cac c6 hoi ban cac
san pham cua cong ty (nh6 cac ché6éng trinh tuy chon khong bao gom trong ché6ng trinh du lich).

PHAN VIEC SO 11.1: Hieu biet vel s6 hap dan cua cac fiiem fien du lich cua Viet Nam (Kien thoc)
PHAN VIEC SO 11.2: Hieu biet vel cac san pham cua cong ty (Kien théc)

PHAN VIEC SO 11.3: Hol trd viec giam sat cac san pham cua foi thu canh tranh

PHAN VIEC SO 11.4: Hoi tr6 viec thiet kel va in an cac tap gap (brochure) va to roi

PHAN VIEC SO 11.5: Hol tré viec cap nhat thong tin len trang web cua cong ty

PHAN VIEC SO 11.6: Ho trd viec quang cao, khuyen mai, thoéng hieu va quan he cong chung
PHAN VIEC SO 11.7: Ho trd fioi ngu ban hang

PHAN VIEC SO 11.8: Mot so nguyen tac vang trong ban hang
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CONG VIEC 11. HO TRO VIEC TIEP TH) VA BAN HANG

HIEU BIET VE SO HAP DAN CUACAC @ HO TRO VIEC GIAM SAT CAC SAN
NIEM NEN DU LICH CUA VIET NAM PHAM CUA NOI THU CANH TRANH

HO TRO VIEC THIET KE VA IN AN e HO TRO VIEC CAP NHAT THONG TIN

CAC TAP GAP VA TO ROI LEN TRANG WEB CUA HANG

HIEU BIET VE CAC SAN PHAM e
CUA HANG

HO TRO VIEC QUANG CAO (6 )
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CONG VIEC SO 11:

HO TRO VIEC TIEP TH0 VA BAN HANG

PHAN VIEC SO 11.1: Hieu biet vel sd hap dan cua cac fiiem fien du lich cua Viet Nam (Kien thdc)

NOI DUNG

1. Kien thoc vel so
hap dan cua cac
Aiem fien du lich
cua Viet Nam
(Tham khao
Cong viec so 5 —
Kien thoc ve
fiiem fAen du lich)

Cac fiiem fien du lich cua
Viet Nam.

Ly do tai sao nhdng loai ng6oi
khac nhau lai fien téng fiem.

Cac nac tinh noi bat va so
hap dan.

TIEU CHUAN

Biet cac fac tinh noi bat cua
cac filem fien quan trong cua
Viet Nam va s6 hap dan cua
chung foi voi du khach.

Kien thoc ve filem fien, cac
flac tinh noi bat va s& hap
dan la cong cu thiet yeu fie
chao ban chung.

KIEN THOC

SO0 hap dan ma moi
filem fien mang lai.

Cac fac niem hap
dan cua moi fiiem fien
fioi vOi cac du khach
khac nhau.

2. Luon luon cap
nhat thong tin

Tong fiem fien fieu co nhoéng
thay fioi nhanh chong vdi cac
bodc phat trien theo ke hoach fie
thu hut nhieu du khach hén noa.

Noc cac bao va tap chi du lich
fie co kien thdc sau sac va moi
me hoén.

Holc hoi t& khach hang va cac
fiong nghiep.

Luon cap nhat nhdénhg phat
trien mdi nhat va cac xu
hddng trong du lich Viet Nam.

Mot nhan vien ban cac
ch®éng trinh du lich tot las mot
ngooi iam me du lich, luon
khat khao hoc hoi ve nhéng
phat trien mai trong du lich va
16 hanh.
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CONG VIEC SO 11: HO TRO VIEC TIEP TH0 VA BAN HANG
PHAN VIEC SO 11.2: Hieu biet vel cac san pham cua cong ty (Kien thoc)

KIEN THOC

NOI DUNG TIEU CHUAN

1. Pham vi cac san | Cac choébéng trinh tham quan | ¢ Co fAu kien thdc ve cac san | Tr6dc khi ban co the ban | Cac fiiem hap dan cua

pham cua cong co the Addc ban tai cac quay pham co the lam thoa man | bat ky san pham nao, ban | tong san pham, cac
ty ban du lich cua cong ty cua ban khach hang, xuc tien cac fiac | phai biet A6éc cac fac | fiac fAiem noi bat va
(Tham khao Cong | iddc fat trong cac khach san. filem noi bat va tra |6i cac cau | fiiem noi bat va cac 16i ich | cac I6i ich ( x6ng fiang
viec so 6 — Kien hoi cua khach hang. cua tong lda chon fio, fie [ vbi fiong tien) fioi vOi
thoc ve san pham) | Cac chdébng trinh bo sung co the chon fiung san | tong loai du khach.
khong f66c bao gom trong pham fida ra chao ban cho
ch66ng trinh fia ban cho khach. khach hang, khi ban kham

pha Addc fieu ma khach
flang tim kiem.

2. Luon cap nhat Cac san pham madi luon luon | e Luoin cap nhat cac san pham | Mot nhan vien ban cac san
thong tin fodc gidi thieu: cac chuyen moi nhat 6 Viet Nam cho du | pham du lich tot la mot
bay, cac choodng trinh du lich, khach. ngodi iam me du lich, khao

cac khach san v.v.. id6c nda ra khat hoc hoi ve tat ca cac

fie thu hut nhieu du khach hén. phat trien méi ve du lich va

16 hanh.




NOI DUNG

3. Cac san pham
va cac choébng
trinh giam gia
fiac biet Ainh ky
do cong ty cua
ban cung cap

Cong ty cua ban se cung cap
cac choddng trinh khuyen khich
cho cac fai ly 16 hanh fiel xuc
tien ban cac san pham cua
cong ty trong khoang théi gian
nao fo trong nam (nhd khai
trééng san pham mai; cac ky
vang khach; hoac bo sung vao
mot chébéng trinh nao fo fe
kinh te hén khi van hanh).

TIEU CHUAN

Biet tat ca cac chddng trinh
giam gia Aac biet hien fiang
co tai cong ty ban.

Ne ban cac san pham nay
cho khach hang.

KIEN THOC

Cac san pham va cac
chddng trinh giam gia
fiac biet finh ky do cong
ty cua ban cung cap.

4. Quang cao va
khuyen mai tren
Internet

Cac ch6éng trinh khuyen khich
cua cong ty ban co the bao
gom nhdng quang cao phai tra
tien hoac fi6oc tai tré tren cac
phddng tien truyen thong fila
phoééng, tren TV hoac fiai phat
thanh, bang tho troic tiep fien
khach hang thédéng xuyen
hoac trong tu tréng bay ngoai
mat pho cua fAai ly |6 hanh.

Hieu biet ro ve cac chébng
trinh quang cao cua cong ty
ban va san sang tra 16i cac
cau hoi td khach hang tiem
nang va cac fiai ly.

Ne ban cac san pham nay
cho khach hang.

Cac quang cao va tu
trong bay cua cong ty.
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CONG VIEC SO 11:

HO TRO VIEC TIEP TH0 VA BAN HANG

PHAN VIEC SO 11.3: Ho trdl viec giam sat cac san pham cua ioi thu canh tranh

. Cac san pham
Ccua cac cong ty
canh tranh &

Viet Nam

CACH LAM

Nghien cou cac san pham va
cac chodng trinh khuyen khich
ban hang cua cac cong ty
canh tranh theo cht dan cua
cac fiong nghiep.

Nieu tra cac fiiem manh va
filem yeu cua cac san pham
cua ho - chat 166ng, gia, tien
hoa hong; so 166ng khach va
nguon khach, v.v..

Bao cao cho fiong nghiep cung
vOi nhding fe xuat théc hien.

TIEU CHUAN

Bao cao ve cac san pham
cua cac cong ty canh tranh
theo che dan.

Cac cong ty 16 hanh ban sz
ndédc ngoai va thi trédng
noi fita fieu co phddng an
I6a chon mot cong ty khac
fie mua cac san pham du
lich 6 Viet Nam.
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KIEN THOC

Cac san pham cua cac
cong ty canh tranh.

2. Nhong sang kien
cua cong ty 16
hanh tai cac fiem
fien du lich khac

SO0 dung Internet fie nghien
cou cac san pham va cac ky
nang thuc fiay ban hang cua
cac cong ty tai cac nédc khac.

Bao cao ve viec nghien cou cua
ban cho fiong nghiep cung voi
cac fie xuat fie cong ty théc hien.

Soan thao nghien cou ve cac
cong ty 160 hanh & cac n66c
khac va bao cao cung voi
nhdng fiel xuat théc hien theo
chz dan.

Cac thong tin tren Internet
la mien phi. Cac cong ty 16
hanh 6 tat ca cac filem fien
fieu co trang web fe xuc
tien ban cac san pham cua
ho. Nghien cbu cac ky
nang thuc fhay ban hang
cua hol se. mang lai nhdng
I6a chon co gia tri cho cong
ty cua ban.

Cac nguon thong tin
cua mang toan cau.



CONG VIEC SO 11:

HO TRO VIEC TIEP TH0 VA BAN HANG

PHAN VIEC SO 11.4: Ho tré viec thiet kel va in an cac tap gap (brochure) va ta roi

1. Tap gap
(brochure)

CACH LAM

Cac nhan vien bol phan tiep thi
se phoi hdp cung boi phan lap
chébng trinh trong viec xay
ddng cac brochure fie xuc tien
ban cac san pham co chat
166ng cua cong ty.

Cac cong ty 16 hanh ban sz du
lich n6dc ngoai se yeu cau cong
ty ban cung cap cac boéc anh fie
fida vao tap gap cua ho.

Cung cap cac thong tin can
thiet cho nha thiet ke/tao mau
tap gap.

TIEU CHUAN

Thoc hien cac cong viec fibéic
giao mot cach thanh thao va
fiung han.

Co the thue thiet ke vain an
tap gap. Ban co the fi6dc
giao nhiem vu ho tré ho khai
thac thong tin chi tiet fie Ada
vao an pham fio.

KIEN THOC

2. TO roi

Cac nhan vien bo phan tiep thi
se phoi hGp cung boi phan lap
chébng trinh trong viec xay
dding cac t6i rbi Ae xuc tien ban
cac choddng trinh fiac biet cua
cong ty.

Cung cap cac thong tin can
thiet cho nha thiet ke to roi.

Ho trd theo hédng dan trong
viec chuan bl cac mau tren
ay tinh va in an.

Thoc hien cac cong viec fibéic
giao mot cach thanh thao va
fiung han.

Viec thiet ke va in an t6 roi
se Addc thdc hien “trong
cong ty”. Cac filong nghiep
col the yeu cau ban thiet kel
cac to r6i mau; va khi Addic
duyet thi in cac t6 rdi Ao ra.

Cac phan mem (xuat
ban, Ao hoa..) trong
may tinh.
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3. Phan phat cac
tap gap va to réi

CACH LAM

Ho tré viec soan ra mot danh
sach can phan phat td rdéi cho
cac fiai ly 16 hanh co the ban cac
choong trinh AGOc xuc tien ban
trong tap gap hoac td réi fio.

Neu co the thi mang fien troc
tiep, giai thich cac fAiem fac biet
trong (cac) chébéng trinh, va fe
len gia tai lieu 6 vi tri tot nhat.

Hol tré viec lap danh sach cac
fiiem ban hang troc tiep tiem
nang (nho cac cau lac bo Aac
biet, cac gia fiinh ngoai quoc
cO tru, cac khach hang cu).

GOdi cac tap gap va to rdi fien
nhdng ngddi trong danh sach
nay qua fnédéng bou fien.

TIEU CHUAN

e Thoic hien cac cong viec N6dc

giao mot cach thanh thao va
fiung han.

Noi ngu nhan vien ban
hang cua cong ty se biet
fiddc nhdng net sd 166¢c ve
khach hang cua cac fai ly
|6 hanh hang fiau cua ho.
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CONG VIEC SO 11:

HO TRO VIEC TIEP TH0 VA BAN HANG

PHAN VIEC SO 11.5: Ho trd viec cap nhat thong tin len trang web cua cong ty

1. Trang web cua
cong ty ban

CACH LAM

Trang web la mot I6a chon re
tien fe “phan phat” cac san
pham cua ban fien cac foi tac
(nho cac fai ly |6 hanh ban le) va
khach hang (ban hang tréc tiep).

Cung cap cac thong tin can thiet
cho ngodi thiet ke trang web.

TIEU CHUAN

e Thdc hien cac cong viec Addic
giao mot cach thanh thao va
fiung han.

Viec thiet ke va cap nhat
trang web co the fi6dc thue
td mot cong ty chuyen
nghiep ben ngoai.

Ban co the A66c giao nhiem
vu ha tré ho trong viec tim
kiem cac thong tin chi tiet
fie Ada len trang web.

KIEN THOC
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CONG VIEC SO 11:

HO TRO VIEC TIEP TH0 VA BAN HANG
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PHAN VIEC SO 11.6: Ho tré viec quang cao, khuyen mai, th6ong hieu va quan he cong chung

1. Quang cao

CACH LAM

Cac nhan vien tiep thi sel
quyet Ainh ve viec xuc tien
cong ty va/hoac cac san pham
bang cach mua cho quang
cao tren cac bao hoac tap chi
fnodc I6a chon.

Ho' co the giao cho ban viec
chuan bi cac thong tin Ae Ada
len cac quang cao nay.

TIEU CHUAN

Thoc hien cac cong viec fibéic
giao mot cach thanh thao va
fiung han.

Viec quang cao co the phai
tra bang tien mat hoac “trao
fioi” (chi phi quang cao tren
cac phodng tien truyen
thong fiddc trao foi bang
san pham cua cong ty ban
vOi gia tri todng ABONQ).

KIEN THOC

2. Khuyen mai

Cac nhan vien tiep thi co the
quyet finh viec xuc tien cong
ty va cac san pham thong qua
cac sd kien khuyen mai, hoac
la tham gia vao fioan cua cac
fai ly 16 hanh ban le; hoac ket
h6p vbi cong ty ban hang tieu
dung. Cac san pham cua cong
ty ban se fddc Ada ra lam giai
thédng trong chdbng trinh
khuyen mai cua ho.

Hol co the yeu cau ban ho trd.

Thoc hien cac cong viec fibéic
giao mot cach thanh thao va
fiung thoi han.

Cac chobng trinh khuyen
mai la mot cach thoc hieu
gua trong viec tao ra nhan
thdc ro rang ve cong ty va
cac san pham cua cong ty
ban foi voi cac thi trédng
muc tieu.




3. Tao thédng hieu

CACH LAM

“Talo thédng hieu” co nghia la
viec xuc tien cho cong ty thong
qua viec “dan nhan hieu” len
cac fio vat fie tang mien phi
cho khach.

Cac cong ty 16 hanh thédng
cung cap tui du lich va/hoac vo
ho! chieu co in ten cong ty cho
du khach.

Cac cong ty I8 hanh co the
cung cap cac fio vat n6éc gan
nhan hieu cua cong ty va tang
cho nhan vien cua cac cong ty
16 hanh ban sz n66c ngoai, cac
fai ly 16 hanh ban le va nhéng
ng6di khac co kha nang anh
hoédng fien viec ban hang.

Ban co the fAdbéc yeu cau ho
tré trong viec cung cap hoac
phan phat cac fio vat Addc dan
nhan hieu cong ty.

TIEU CHUAN

e Thoic hien cac cong viec N6dc

giao mot cach thanh thao va
fiung han.

Tao thodbng hieu giup cho
cong ty ban tao va duy tri
nhan thoc ro rang ve san
pham va dich vu cua cong ty.

KIEN THOC
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4. Quan he cong
chung va bao chi

CACH LAM

Quan he cong chung va bao chi
la cac hoat filong Addc thiet ke
fie quang ba cho cong ty va san
pham cua cong ty ban ma
khong phai tra chi phi cho
quang cao.

Cac thong cao bao chi fi6éc
viet fie gidi thieu va xuc tien
mot loai san pham méi.

Cac phong vien du lich fi6éc
moi fAen fe trai nghiem cac
chddng trinh du lich cua cong
ty, fie ho viet cac bai bao tren
cac bao va tap chi cua ho khien
moi ng6di quan tam, biet fien
va mua hang.

Ban co the fi6dc yeu cau ho tré
trong cac hoat fiong nay.

TIEU CHUAN

e Thoic hien cac cong viec N6dc

giao mot cach thanh thao va
fiung han.

Cac hoat flong quan he
cong chung va bao chi la
nhoéing cach théc quan trong
fie khach hang hieu va co
niem tin vao cong ty.
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CONG VIEC SO 11:

HO TRO VIEC TIEP TH0 VA BAN HANG

PHAN VIEC SO 11.7: Ho trd noi ngu ban hang

1. Hol trd Aoi ngu
ban hang cua
cong ty

CACH LAM

Noi ngu ban hang cua cong ty
ban se Addc giao trach nhiem
fioi voi tong khu voc fa ly
hoac cac chéc nang cu the.

Muc tieu cua hol co the la cac
cong ty 16/ hanh ban st ndoc
ngoai, khi nhan vien tiep thi co
the giao tiep bang fiung ngon
ngao fio.

Mulc tieu co the! la cac fai ly 16
hanh ban le fiang ban cac san
pham cua cong ty.

Muc tieu co the la cac nguon
khach tiem nang troc tiep — nho
cac cau lac bo fac biet, cac
gia Ainh nédc ngoai co tru tai
Viet Nam.

Ban co the fAGdc giao viec ho trd.

e Thdc hien cac cong viec Addic

TIEU CHUAN

giao mot cach thanh thao va
fiung han.

Tiep xuc troc tiep, tot nhat
la gap mat hoac qua fiien
thoai, thd fiien td hoac fax,
tao cho fioi ngu ban hang
nhéng cd hoi giai thich ve
san pham méi, tra 16i cac
cau hoi, fiam phan ve cac
dich vu fac biet, cung cap
cac tap gap va téiroi va iam
bao rang chung fodc trong
bay 6 cho de nhin.

KIEN THOC
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CONG VIEC SO 11: HO TRO VIEC TIEP TH) VA BAN HANG

PHAN VIEC SO 11.8: Mot so nguyen tac vang trong ban hang

KIEN THOC

CACH LAM TIEU CHUAN

1. Cach c06 x4 cua
ban trong viec
tiep xuc voi
khach hang va
nhong khach
hang tiem nang

Luon lac quan, nha nhan, than
thien va co hieu qua.

Luon gi6 Addc thai fo lac
quan, nha nhan, than thien va
hieu qua.

Thieu s6 nha nhan hoac the!
hien sd kho chiu se lam cho
ban mat i cé hoi ban hang.

2. Cac thong tin
lien he cua ban

Néa danh thiep hoac cac thong
tin lien he cua ban cho tat ca
cac khach hang tiem nang.

Tat ca cac khach hang tiem
nang fieu phai co fiu ten, so
fiien thoai, tho fiilen to va danh
thiep cua ban trédc khi ho roi
khoi van phong ban.

Nhieu khach hang tiem
nang se can phai trao fioi
vOi gia Ainh hoac I6a chon
maoc gia khac. Hol phai co
kha nang lien he lai vdi ban
khi ho quyet filnh mua.

3. Tap gap

Noa cho khach hang tiem
nang cac tap gap, nhong tai
lieu ve fiem fien va cac san
pham ma ban fAa trao Aoi
(hanh dau soitay bang dau cua
cong ty fie tien lien he).

Khuyen khich khach mang ve
fie ban bac cung gia finh, v.v..

Tat ca cac khach hang tiem
nang fieu phai co cac tap gap,
nhong tai lieu ve filem fien va
cac san pham ma hol quan
tam trodc khi hol rdi khoi van
phong ban.

Cac nha cung cap fida ra cac
tap gap nham muc fich thuc
flay ban hang va giai thich
cac chi tiet ve san pham.

4. Cac chi tiet lien
he voi khach
hang tiem nang

Thu thap va ghi lai cac thong
tin lien he cua tong khach
hang tiem nang (nhoé danh
thiep cua ho).

Ban co fiu cac thong tin lien
he cua moi ngodi la khach
hang tiem nang cua ban.

Ne theo doi tiep.




12. HO TRO THOC HIEN CAC GIAO DICH TAI CHINH

Gidi thieu:

Moi cong ty 16 hanh co quy trinh thdic hien giao dich tai chinh khac nhau.

Mot so cong ty yeu cau giam fioc hoac nhan vien ke toan théic hien moi giao dich.

Cac coing ty khac lai quy fionh nhan vien fieu hanh tour chiu trach nhiem ve moi giao dich vbi khach hang bao gom ca viec thanh toan, xuat phieu thu va

hoa fién.

PHAN VIEC SO 12.1:
PHAN VIEC SO 12.2:
PHAN VIEC SO 12.3:
PHAN VIEC SO 12.4:
PHAN VIEC SO 12.5:
PHAN VIEC SO 12.6:

Quy trinh thoc hien giao dich tai chinh cua cong ty (Kien thdc)
Chuan bt hoa fién ban hang thong thodng va hoa fién tai chinh
Cac phoéng thoc thanh toan (Kien thoc)

Nhan thanh toan cua khach hang va xuat phieu thu

Noi chieu nhat ky ban hang vao cuoi ngay

Lou gid ho sb ve cac giao dich tai chinh fia théc hien
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CONG VIEC SO 12. HO TRO THOC HIEN CAC GIAO DICH TAI CHINH

CHUAN B0 HOA NON BAN HANG THONG Q NHAN THANH TOAN CUA KHACH
THOONG VA HOA NON TAI CHINH HANG VA CAP HOA NON

NOI CHIEU NHAT KY BAN HANG VAO @ LOU GIO HO SO VE CAC GIAO
CUOI NGAY DICH TAI CHINH NA THOC HIEN

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR



CONG VIEC SO 12:

PHAN VIEC SO 12.1: Quy trinh thdic hien giao dich tai chinh cua cong ty (Kien théc)

NOI DUNG

. Quy trinh va

phan nhiem
trong cong tac
kel toan/ tai chinh
cua cong ty

Moi cong ty 16 hanh fieu co
nhdng quy trinh giao dich tai
chinh fiac thu, va se phan
cong cac nhan vien cu the
thdc hien cong viec.

Cac quy trinh fiat cho, fiieu hanh
va ke toan se fiodc lien ket voi
nhau nham Aam bao viec quan
ly tai chinh co hieu qua.

Tai khoan phai thu, ghi cac
khoan thanh toan con nd to phia
khach hang. Tai khoan phai tra,
ghi cac khoan ma cong ty ban
con nd cac nha cung cap

TIEU CHUAN

Thanh thao cac quy trinh giao
dich tai chinh fiac thu cua
cong ty cua ban.

Biet ro ai thdic hien cong viecc
nao lien quan fien ke toan.

Nam nhiem moi cong viec
lien quan fen tai chinh ma
ban Addc phan cong.

HO TRO THOC HIEN CAC GIAO DICH TAI CHINH

Moi nhan vien fieu hanh
phai tuan theo quy trinh tai
chinh ma cong ty fia xay déng
va phai chiu trach nhiem voi
cong viec N6Oc giao.

KIEN THOC

Nhéng quy trinh cua
cong ty ve tai chinh.

2. Luat phap Viet
Nam vel giao
dich tai chinh
Cua cong ty

Nhong quy trinh nay phai tuan
theo phap luat Viet Nam.

Biet va tuan theo phap luat.

Bat ky s¢i vi pham luat nao
fieu se gay thiet hai toi
cong ty cua ban.

Phap luat cua Viet Nam
ve giao dich tai chinh.

3. Cac phdbng théc
thanh toan

Moi cong ty 16 hanh fieu co
nhéng quy filnh cul the ve viec
chap thuan thanh toan bang the
tin dung, sec ca nhan, chuyen
khoan va han nd cua khach.

Hieu ro quy finh ve tdng
phééng théc thanh toan Addic
cong ty chap thuan.

Ban phai ap dung cac quy
filnh cua cong ty mot cach
nhat quan va nghiem tuc.

Quy Ainh cua coing ty
ve cac phodbng thdc
thanh toan.
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CONG VIEC SO 12: HO TRO THOC HIEN CAC GIAO DICH TAI CHINH
PHAN VIEC SO 12.2: Chuan bi hoa fidn ban hang thong th6éng va hoa fién tai chinh

KIEN THOC

CACH LAM TIEU CHUAN

1. Lap hoa fién Ap duing quy trinh cua cong ty | ¢ Tuan theo cac quy trinh cua | Khach hang yeu cau ke! chi | Quy trinh tai chinh cua
ban hang ve lap hoa fibn theo mau san cong ty ve viec xuat hoa fién | tiet va ro rang nhong | cong ty.
co vOi noi dung chi tiet cui the. cho khach hang. khoan ma ho' phai tra.

Mau hoa fidn.
Khi nhieu san pham fioéc ghi
trong cung mot hoa fién thi moi
san pham phai nééc ghi rieng
va chi tiet.

Hoa fibn phai ghi ro cac fiieu
khoan thanh toan.

Hoa fén cung can ch: ro hinh
thdc thanh toan fiddc chap nhan.

2. Lap hoa fién tai Hoa fidn nay co the ghitom tat | ¢ Tuan theo quy fiinh cua Viet | Nhieu khach hang can hoa | Nhéng quy finh cua

chinh nhong phai fiodc viet tren mau Nam ve viec phat hanh Hoa | ién tai chinh chinh thoéc | Viet Nam ve viec phat
quy fiinh chinh thoc. fién tai chinh chinh thoéc phuc vu cho cong tac tai | hanh hoa fidn tai chinh.
chinh cua hoi fiung theo yeu
cau cua luat phap Viet Nam
(vi du, cac do an ho tr6 phat
trien va kinh doanh).




CONG VIEC SO 12:

PHAN VIEC SO 12.3: Cac phdong thdc thanh toan (Kien thdc)

1. Tien mat

NOI DUNG

Mot so khach hang co the
thanh toan tien mat bang cac
ngoai te khac ngoai tien USD
va tien VN fiong.

Nam Adbic chinh sach cua
cong ty ve viec chap thuan
thanh toan tien mat bang nhieu
ngoai te khac nhau.

TIEU CHUAN

Ch: chap nhan thanh toan
bang nhéng Adn vi ngoai te
theo quy filnh cua cong ty.

Tuan theo quy trinh quy fioi ty
gia hoi foai trodc khi chap
nhan thanh toan.

HO TRO THOC HIEN CAC GIAO DICH TAI CHINH

Tao fieu kien cho khach
hang thanh toan bang fidon
vi ngoai te. ma ho chon I6a.

KIEN THOC

Biet loai ngoai te nao
fio6déc chap thuan
thanh toan tai cong ty.

Quy trinh quy Aoi
ngoai te theo ty gia
hoi fnoai.

Phan biet Addc sec,
thel tin dung, tien
that/gia.

2. Sec du lich

Sec du lich la mot hinh thoc
pho bien khach s& dung khi
mang tien mat Ai du lich n6éc
ngoai. Viec thanh toan Addic
bao lanh b6i ngan hang phat
hanh sec neu théc hien Aung
cac thu tuc. Sec du lich Addc
phat hanh d66i menh gia cua
nhéng ngoai te pho bien nhd
fiong fo la My, euro, bang Anh
va fiong yen, v.v..

Biet loai sec du lich nao fiddic
chap nhan thanh toan & cong
ty ban.

Biet quy Ainh cua cong ty ve
ty lel hoa hong quy foi va to
van cho khach hang.

Khach hang phai ky sec
thanh toan voi sd chdng kien

cua nhan vien fieu hanh.

Chol ky phai giong voi chdl ky
tren the sec.

So hol chieu phaii ro rang.

Dich vu khach hang.

Quy fAinh cua coing ty
ve thanh toan bang
sec du lich.
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NOI DUNG
3. The tin duing

Nhong loai the tin dung fidoic
s6 duing pho bien tren toan the
gidi la:

o American Express - vOi so
the. gom 15 chd so bat
fiau bang 34 hoac 37.

o Visa - vbi so the gom 16
ché so bat Aiau bang 4 .

o Master Card - vOi so the
gom 16 chd so bat fau
bang 51 hoac 55.

o Diners Club - vbi so the
gom 15 chd so bat fau
bang 36.

o JCB - vbi so the gom 16
ché so bat fiau bang so! 5.

TIEU CHUAN

Biet loai the nao A6&c chap
nhan thanh toan & cong ty
cua ban.

Td lam quen voi hinh thdc va
nhan dang cac loai the Addic
sO duing pho bien.

Biet phi giao dich cua tdng
loai the.

Ne ban co the chap thuan
cho khach thanh toan bang
loai the fio hay khong.

Ban can thu phi giao dich to
chu sd hdu the.
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KIEN THOC

Cac loai the tin dung.
Phi cua tdng loai the.

Quy trinh thanh toan.

4. Phieu thanh toan

Phieu thanh toan (voucher) la
mot chdng to do ben thd ba
(mot cong ty 16 hanh hoac
hang hang khong) phat hanh
fie xac nhan khach hang Aa
thanh toan. Khi chap nhan
phieu thanh toan nay, cong ty
cua ban se cung cap dich vu
filnh san theo noi dung phieu
va goi hoa fidn cho ben thd ba
fie thanh toan.

Biet loai phieu thanh toan nao
cong ty ban chap nhan.

Lou y rang phieu thanh toan
co gia tri nhoé tien mat, do fo

can gid gin can than.

Cung cap cac dich vu fiinh san.

Ne biet fi6dc rang ban co
thel chap thuan cho khach
thanh toan bang phieu
thanh toan hay khong.

Cac loai phieu thanh
toan.



CONG VIEC SO 12:

HO TRO THOC HIEN CAC GIAO DICH TAI CHINH

PHAN VIEC SO 12.4: Nhan thanh toan cua khach hang va xuat phieu thu

1. Cac fieu khoan
thanh toan

CACH LAM

Ap dung cac thu tuc tai chinh
Ccua cong ty.

Noi véi khach hang khong
fiodc nd (khach la) phai yeu
cau thanh toan tro6c khi xuat
ve va nhan cac chdng to.

TIEU CHUAN

Quy trinh thanh toan fi6éc ap
dung nhat quan, khong co
ngoai le.

Moi yeu cau bat th6dng phai
fiobc so fiong y cua ngodi
quan ly.

Thanh toan la mot van fie
guan trong cua cong ty, vi
co nhieu nha cung cap yeu
cau thanh toan ngay hoac
thanh toan tro6c khi xac
nhan Aat cho hay phat
hanh hoa fon.

KIEN THOC
Cac thu tuic cua cong
ty ve Afieu khoan
thanh toan.

2. Chap nhan
thanh toan bang
tien mat

Luon phai fiem va kiem tra
rieng toing té fie iam bao nhan
fiu va fiung so tien.

Moi khoan thu tien mat phai
chinh xac.

Ban co the phai chiu trach
nhiem fAoi voi bat ky khoan
thu thieu nao.

Kien thoc ve cac loai
tien va cach nhan biet.

3. Chap nhan
thanh toan bang
the tin dung

Cht chap nhan thanh toan fioi
vOi nhodng loai the nhat finh
theo quy fionh cua cong ty ban.
Vi du, mot so cong ty khong
chap nhan the AMEX vi phi
ngan hang trung gian cao.

Cong them phi thanh toan the
neu cong ty quy fAinh.

Kiem tra th6i han the va chd ky
cua chu the.

Xac filnh quyen thanh toan to
cong ty phat hanh the.

Moi s6& chap thuan the tin
dung phai chinh xac.

Ban co the phai chiu trach
nhiem fAoi voi bat ky khoan
thu thieu nao va the tin
dung khong co gia tri.

Cac chinh sach cua
cong ty ve viec chap
thuan thanh toan bang
the tin dung; va quy
trinh s6 duing the cua
cong ty phat hanh.
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4. Chap thuan
thanh toan bang
sec ca nhan

CACH LAM

Theo quy filnh chung, cac cong
ty 160 hanh khong chap nhan
thanh toan bang sec ca nhan.

Mot so khach hang co the
fiddc chap nhan thanh toan
bang sec ca nhan.

Thong bao nhdng trodng hoip
ngoai le. cho ng6o6i quan ly cua
ban hay ke toan.

TIEU CHUAN

Phai tuan thu cac quy fiinh
Cua cong ty.

Ban co the phai chiu trach
nhiem Aoi voi bat ky khoan
thanh toan thieu nao.
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KIEN THOC

Quy filnh cua cong ty
ve viec chap thuan
thanh toan bang sec
ca nhan.

5. Gia han né foi
vOi khach hang
nodc phep nd

Mot so khach hang fi6éc fiong
y cho nd

Ngodi quan ly hay ke toan se
giol danh sach nhdng khach
hang fddc phep nd fo.

Thong bao cac yeu cau né cho
ngodi quan ly hoac ke toan.

Danh sach cac khach hang
fddic phep no.

Phai tuan thu cac quy finh
Cua cong ty.

Ban co the phai chiu trach
nhiem fAoi voi bat ky khoan
thu thieu nao.

6. Thanh toan va
phieu thu

Nhan thanh toan cua khach
hang va xuat phieu thu td cuon
phieu thu cua cong ty.

Chuyen moi khoan thanh toan
va ban sao cac phieu thu fa
xuat cho khach hang fien nhan
vien ke toan cung vdi nhat ky
ban hang, nho fia neu ro trong
cac quy trinh ve tai chinh cua
cong ty.

(Tham khao phan viec 12.5)

Phai tuan thu cac quy finh
Cua cong ty.

Tinh hieu qua trong viec
[6u soi lieu.

Quy trinh tai chinh kel
toan cua cong ty.



CONG VIEC SO 12:

HO TRO THOC HIEN CAC GIAO DICH TAI CHINH

PHAN VIEC SO 12.5: Noi chieu nhat ky ban hang vao cuoi ngay

. Nhat ky ban
hang la tai lieu
ghi chep Aay fiu
ve cac giao dich
tai chinh trong
mot khoang thoi
gian nhat fionh
(thong thodng la
“hang ngay”)

CACH LAM

Tuan thu quy trinh cua cong ty
vel hoan thanh nhat ky ban
hang cua cong ty.

Can fioi moai giao dich trong ngay.

TIEU CHUAN

e So tien ban thu fdédic phai

khép voi so tien tren hoa dn
fia phat hanh.

Nhiem vui fiau tien cua ban
la cung cap dich vu cho
khach hang va thay mat
nha cung cap ban san
pham cho ho.

Trong mot cong ty, cac
giao dich tai chinh do chu
cong ty/ngddi quan ly/ke
toan quan ly.

KIEN THOC

Quy trinh tai chinh cua
cong ty.

. Nhan vien fA6dic
chz Adnh nhan
nhat ky ban
hang cua ban.
Thai han ban
phai hoan thanh
tai lieu nay

Cac nhat ky ban hang th6éng
phai hoan thanh hang ngay,
vao gi6 lam viec cua ngan
hang fie nhan vien ke toan co
the kiem tra va can fioi cac
khoan tien mat.

Nhat ky ban hang cua ban
cung vOi cac chdng to khac
phai fiééc ban giao cho ngddi
fiodc ch: filtnh vao thdi Aiem
cu the moi ngay.

Cong ty cua ban cht can
gio lai so tien mat can thiet
toi thieu tai van phong qua
fiem hoac khi van phong
fiong coa.

Quy fiinh tai chinh cua
cang ty.
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CONG VIEC SO 12: HO TRO THOC HIEN CAC GIAO DICH TAI CHINH
PHAN VIEC SO 12.6: L06u gio ho sb ve cac giao dich tai chinh fia théc hien

CACH LAM TIEU CHUAN KIEN THOC

1. Cac hoisb ve Tuan thu cac quy trinh cua [ ¢ Nap 6ng cac tieu chuan cua | Cac moi lien he phap ly | Cac quy fiinh ve tai

giao dich tai cong ty phu hdp voi quy fiinh cong ty va cac quy fitnh phap | gida cac ho s6 tai chinh | chinh cua cong ty phu
chinh phap ly cua Viet Nam ve cac ly cua Viet Nam. Aodoc 16u gid ma ban phai | hdp vdi quy filnh phap
loai giay t6 can l6u gi6 va thoi tuan theo fe cong ty khong | ly cua Viet Nam.
gian I6u giod. vi pham phap luat.

Tham khao y kien ngodi chu,
ngodi quan ly hay ke toan khi
co nghi ngo.




13. CHAM SOC KHACH HANG
Gidi thieu:

Co rat nhieu thuat ngd fie: noi ve khach hang. Trong khach san thi khach hang la mot “khach 16u tru”; tren may bay, tau hoa hoac tau thuy la “hanh khach”.
Cong ty 16 hanh th6éng dung thuat ngd “khach hang”.

Thuat ngd “khach hang” Aa Addc s6 dung trong tai lieu tieu chuan ky nang nghe nay fie mo ta bat ky ngddi nao goi fiien thoai, gdi thd Aien td hoac troc
tiep tbi gap, yeu cau cac thong tin ban flau va/hoac fiat va mua cac san pham thong qua cong ty; cho du fio la mot cong ty 16/ hanh ban st hoac ban le
thay mat cho mot ben thd ba la khach du lich hoac ho lar khach du lich tréc tiep.

Khach hang cua mot cong ty |6 hanh fita phddng col the la mot trong cac fioi todng sau:

o Cac cong ty 16 hanh ban st n66c ngoai tai chau Au, My, Oxtraylia, Nhat Ban, Han Quoc... ky hép fiong vdi cong ty ban vdi vai tro la “cong ty 16
hanh fion khach vao” cua ho, fiel phuc vu cac khach hang cua ho la nhéng khach du lich ra n66c ngoai xuat phat t& n6dc ho, fi fien du lich tai Viet
Nam. Cac khach hang cua ho tré thanh khach du lich cua cong ty ban.

o Cac fiai ly |6 hanh ban le & Viet Nam, nhong ng66i ban mot trong cac tour du lich cua cong ty cho khach hang la nhdng khach du lich trong n66c.
Cac khach hang cua ho tré thanh khach du lich cua cong ty ban.

o Khach du lich mua san pham tour du lich tréic tiep t6 cong ty.

Hai loai khach hang sau cung noi tren - khach du lich trong n66c va khach du lich mua tréc tiep - co the la:
o Ngodi Viet Nam song tai Tp. Ho Chi Minh chang han va mua tour du lich fi Ha Noi, Sa Pa hoac vinh Ha Long
o Ngodi ndéc ngoai, sinh song tai Viet Nam fii nght trong nddc

o Khach du lich n66c ngoai téi Viet Nam khong mua tour du lich nao trédc, nhéng trodc khi rdi Viet Nam ho co nhu cau fi du lich trong ndoc.

Nhan vien fiieu hanh tour & trinh fioi c6 ban lam viec tai bol phan gi¢ cho va fiat cho va/hoac bo phan fiieu hanh chu yeu la nhéng ngédi phuc vu tuyen
sau (back-office), lam viec véi cac nha cung cap va nhan vien cua ho; tuy nhien ho cung co the tiep xuc vdi tat ca cac loai khach hang noi tren.

Cac cong ty 16 hanh ban st n6dc ngoai se thong bao tré6c cho cong ty ve thong tin cac khach hang cua hoi tdi Viet Nam (ten, ngay fien, chddng trinh, cac
yeu cau fac biet...) qua thd fiien td hoac fax tdi bo phan gid' cho cua cong ty, nhd fio ban co the fiat cac phan dich vu va san pham phuc vu cho tour du
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lich cua ho' vdi cac nha cung cap. Cac fai ly 16 hanh ban le va khach hang troc tiep thong qua fiien thoai, tho fiien t6 hoac fax cung col the yeu cau gi¢
cho mot trong cac tour chuan cua ban, hoac yeu cau ban chao gia cho mot tour theo sé thich rieng cua ho.

La thanh vien cua boi phan fiieu hanh, ban co the Aiddic phan cong ho tré hoac Ai cung vbi nhan vien cua cac cong ty 16 hanh ban st n66¢c ngoai va Aai ly
16 hanh ban le trong cac chuyen fii lam quen; va ban co the ho trdé cac khach hang du lich cua cong ty trong cong viec “Gap gd va chao fion” khi khach fien
va/hoac “Tam biet” khi khach ve.

PHAN VIEC SO 13.1: Nhan biet ai la khach hang cua cong ty (Kien théc)
PHAN VIEC SO 13.2: Nhan vien cac cong ty 16 hanh ban st n66c ngoai (FTWSs)
PHAN VIEC SO 13.3: Nhan vien cac fAai ly 16 hanh ban le

PHAN VIEC SO 13.4: Khach hang mua cac san pham du lich cua cong ty



CONG VIEC SO 13. CHAM SOC KHACH HANG

NHAN BIET Al LA KHACH HANG Q NHAN VIEN CAC HANG LO HANH e
CUA HANG BAN St TOUR DU LICH

NHAN VIEN CAC NAI LY BAN LE DU LiCH e KHACH HANG MUA CAC SAN °
PHAM DU LICH CUA HANG
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CONG VIEC SO 13:

CHAM SOC KHACH HANG

PHAN VIEC SO 13.1: Nhan biet ai la khach hang cua cong ty (Kien th6c)

NOI DUNG

1. Cong ty 16 hanh
ban st n66c ngoai

Ho la cac cong ty Aat tai chau
Au, My, Oxtraylia, Nhat Ban,
Han Quoc...

Ho thoc hien cac tour du lich ra
noé6c ngoai tron goi té n6éc ho
fien Viet Nam.

Ho Aa chon cong ty cua ban lam
cong ty 16 hanh noi fita fie phuc
vu cac khach hang cua ho tai
Viet Nam.

Ho ch: filnh mot so nhan vien
cua hol lam fau moi lien he voi
cong ty ban.

Khach hang cua ho la khach
du lich cua cong ty cua ban, va
vi vay la khach hang cua ban.

TIEU CHUAN

Biet cac khach hang FTWSs cua
cong ty, va fiau moi lien he.

Luon luon cung cap cho
khach hang cua ho (cung la
khach hang cua ban) nhéng
dich vu chuyen nghiep.

The! hien s6i chuyen nghiep
va hieu qua, va cong viec
kinh doanh se! tiep tuc va
phat trien.

KIEN THOC

Cac khach hang
FTWs cua cong ty.
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NOI DUNG

2. Cac Aai ly 16

hanh ban le

Hol ban dich vu du lich ra n66c
ngoai va du lich noi fAta to
thanh pho que hééng ho.

Hol se ban cac san pham cua
cong ty cua ban cho cac khach
hang cua ho, la ngodi Viet
Nam hoac ngddi nbédc ngoai.

Nhan vien fiai ly 16 hanh cua ho
se' la fiau mai lien he voi ban.

Khach hang cua ho la khach
du lich cua cong ty ban, va vi
vay la khach hang cua ban.

TIEU CHUAN

Biet cac khach hang la fai ly
16/ hanh ban le cua cong ty, va
fiau moi lien he.

Luon luon cung cap cho
khach hang cua ho (cung la
khach hang cua ban) nhdng
dich vu chuyen nghiep.

The hien sd chuyen nghiep
va hieu qua, va cong viec
kinh doanh se tiep tuc va
phat trien.
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KIEN THOC

Cac khach hang la fai
ly ban le du lich cua
cong ty.

3. Khach hang
troc tiep

Hol co the la ngddi nddc ngoai
sinh song tai Viet Nam, muon
fii du lich trong nooc.

Ho col the la ngddi n6dc ngoai
fien du lich Viet Nam, ma
khong fat tour trodc khi fien
Viet Nam

Hol co the la ngddi Viet Nam
(khach du lich trong nd6c).

Ho fAa Aat cho troc tiep voi
cong ty khong thong qua fai ly.
16 hanh.

Luon luon cung cap cho
khach hang cua ban nhdng
dich vu chuyen nghiep.

Nhéng khach hang hai long
se quay lai vbi cong ty lan sau
khi ho lai muon fat mot tour
du lich trong n6dc (mua tiep).

Nhdng khach hang hai long
se gibi thieu cong ty ban cho
ban bel va nhéng ngddi cong
tac voi ho khi nhéng ngo6bi
nay muon mua mot tour du
lich noi fta

The hien sd chuyen nghiep
va hieu qua, va cong viec
kinh doanh se! tiep tuc va
phat trien.

Cac khach hang tréic
tiep cua cong ty.



CONG VIEC SO 13:

CHAM SOC KHACH HANG

PHAN VIEC SO 13.2: Nhan vien cac cong ty |16 hanh ban st n66¢c ngoai (FTWS)

1. Ho trd cung cap
thong tin cho
nhan vien cua
FTWs bang van
ban hoac fAien
thoai

CACH LAM

T6 van cho cac nhan vien lien
quan cua FTWs (vi du ngooi
lap kel hoach san pham) cac
thong tin chi tiet ve tat ca cac
filem fien moi va cac fac Aiem
cua san pham.

Goi fax cho hol cac ban sao
cua cac bai viet lien quan fiang
tren bao va tap chi vel nhdng
van fie ho quan tam.

Tra 16i nhanh chong va chinh
xac cho bat ky yeu cau nao ho
fiat ra.

TIEU CHUAN

Duy tri moi quan he cong tac
chat che vbi cac nhan vien la
fiau moi lien he cua ban tai cac
FTWs ma khach hang cua ho
fiddc ban phuc vu tai Viet Nam.

Ban las mot phan cua nhom
lam viec cua cong ty ban
va cong ty cua hoj; cac
nhom foi thu canh tranh la
cac FTWs khac trong cung
ndédc Ao va cac cong ty 10
hanh khac tai Viet Nam;
ban la tai mat cua hol tai
filem fien, vi ho la cac
chuyen gia ve thi troéng
nguon du lich.

KIEN THOC

Co kien thoc ve fliem
fien vas san pham.

2. Ban than ban
se ho tré nhan
vien cua FTWs
khi ho' téi tham
Viet Nam

Giup ho' khi ho' tdi Viet Nam
fie xem xet cac Aiem fAen va
san pham madi; hoac cac
chuyen i vdi muc fich hoic
tap va lam quen.

Ni cung voi ho (neu Adoc
ngo6i quan ly cua ban cho
phep) fiel giup ho trong nhdng
van fie ngon ngd va van hoa
Viet Nam.

Cung cap s6 trd giup va dich
vu Aay fu khi ho fien Viet Nam
(phai fiobc ngddi quan ly cua
ban cho phep).

Ban co the giup ho trong
cac van fie ngon ngd, van
hoa va tap quan fa
phodng tren khap lanh tho
Viet Nam, fiileu nay se giup
ho Aat nddc gia tri toi fa
thong qua chuyen tham
cua ho.

Ngon ngd, van hoa va
phong tuc tap quan
Viet Nam.
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CONG VIEC SO 13:

CHAM SOC KHACH HANG

PHAN VIEC SO 13.3: Nhan vien cac iai ly 16 hanh ban le

1. Ho tré cung cap
thong tin cho
nhan vien cua Aali
ly 16 hanh ban le
bang van ban
hoac fien thoai

CACH LAM

To6 van cho cac nhan vien co
lien quan cua fai ly 16 hanh (vi
du nho Aai ly 16l hanh Addc I6a
chon nao fio) cac thong tin chi
tiet ve tat ca san pham 6u Aali
mai, Aac biet.

Goi fax cho hol cac ban sao
cua cac bai viet lien quan fiang
tren bao va tap chi vel nhdng
van file ho quan tam trong
thanh phoi cua ban.

Tra 16i nhanh chong va chinh
xac cho bat ky yeu cau nao ho
fat ra.

TIEU CHUAN

Duy tri moi quan hel cong tac
chat che vdi cac nhan vien la
fiau moi lien he cua ban tai
cac fai ly 16 hanh ban le ma
khach du lich cua ho f6oc
ban phuc vu.

Ban muon hol gii thieu tour
du lich cua cong ty ban nhieu
hén cua cac cong ty khac.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I 160

KIEN THOC

Cac kien thoc ve filem
fien vas san pham.

2. Ban than ban se
ho tré nhan vien
cua Aai ly 16
hanh ban le

Giup ho khi hol fien tham thanh
pho cua ban; ch: cho ho cac
ndi ban 6a thich.

Nen tham ho khi ban vieng
tham thanh pho cua ho.

Cung cap tré giup va dich vu
fiay fu khi ban gap ho tai
thanh pho cua ban hoac
thanh pho cua ho.

Ban muon ho gidi thieu

tour du lich cua cong ty

ban nhieu hén cua cac
cong ty khac.

Cac nbi 6a thich cua
ban.



CONG VIEC SO 13:

CHAM SOC KHACH HANG

PHAN VIEC SO 13.4: Khach hang mua cac san pham du lich cua cong ty

1. Bo phan gio chol
va fat cho

CACH LAM

Tiep nhan yeu cau thong tin
to cac khach hang troc tiep
thong qua fien thoai hoac
bang van ban.

Noa ra cac fie nghi ve san
pham hoac ban chao gia qua
fiien thoai hoac bang van ban.

Thao luan chi tiet vel chddng
trinh tour va cac hoat fiong bao
gom trong fo.

TIEU CHUAN

e Cung cap dich vu khach hang
chuyen nghiep cho cac khach
hang troc tiep, xo' ly yeu cau
thong tin, gid choi va xac nhan
cua ho.

Ban fiang lam cong viec
cua minh.

KIEN THOC

Cac quy trinh tor khi xdi
ly yeu cau thong tin
cho téi khi nhan yeu
cau gid cho.

2. Boi phan iieu
hanh

Gap cac khach du lich khi ho
fien tai san bay hoac khi ho bat
fiau khéi hanh tour du lich.

Cung cap cac thong tin van tat
ngay khi khach fien va tra 16i
cac cau hoi cua ho khi fida
fion; giup ho nhan phong
khach san.

Gap g6 va giup ho khi ho ra ve.

e Cung cap dich vu khach hang
chuyen nghiep cho cac khach
du lich t6 n66c ngoai vao va
du lich noi fita khi ban gap go
va giup Aid ho.

Noi khi cac hééng dan vien
se fii cung nhom khach
trong ngay du lich Aau tien
chd khong phai ngay khi
khach madi tdi san bay;
Nhan vien fileu hanh tour
fnodc co lam Aai dien gap
va chao fion khach va fida
ho' ve khach san; cung
t6ong t6 nhod vay khi ket
thuc tour du lich.

Cac quy trinh gap gb
va giup cac khach du
lich t6 n66c ngoai toi
Viet Nam.
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14. KET THUC NGAY LAM VIEC
Gidi thieu:

Trobce khi ket thuc ngay lam viecc, ban phai tuan theo quy trinh “ket thuc ngay lam viec”. Ban co the lap mot bang kiem tra cac cong viec chu yeu ma ban
can phai thoc hien:

1. Khi ket thuc mot ngay lam viec binh th6dng ban phai:

Kiem tra nhat ky cong viec cua ngay hom sau fie fiam bao cac thong tin, cac ban chao gia... fia Addc chuan bi.
Lou ho sb cong viec trong ngay cua ban mot cach chinh xac.

Thu don khu vdic lam viecc cua ban.

Thoat khoi he thong CRS (neu co).

Tat may tinh.

Khoa cac ngan tu Aidng tien va tai lieu quan trong.

Khoa ngan keo ban hoac cac tu fidng ho s6 can bao mat.

O O O O o o o

2. Khi r6i van phong sém trodc gid nghz binh th6éng cua cong ty
(ap duing foi voi trodng hdp ban lam theo ca kip hoac xin ngh: sém vi mot ly do nao fio)

o Thoc hien nhd tren, va bo sung:
o Thong bao cho cac fiong nghiep biet vel nhéng van fie Aiang giai quyet nhdng chda Ad6c hoan tat, vi du nhé fang fidi xac nhan, Aang ché khach
hoac nha cung cap lien he! lai; fie ho co the tiep nhan cac cuoc goi, x6 ly cac tho fien td hoac tiep khach giup ban.

3. Khi ket thuc cong viec trodc khi ban ngh: phep hoac nghz le.

o Thoc hien nho tren va bo sung:
o Ban giao cac ho s6 khach hang va nha cung cap fiang giai quyet cho cac fiong nghiep vdi sd xac nhan cua ng66i quan ly.

PHAN VIEC SO 14.1: Quy trinh ket thuc ngay lam viec
PHAN VIEC SO 14.2: Quy trinh boi sung khi rdi ndi lam viec trédc gié ngh: cua van phong
PHAN VIEC SO 14.3: Quy trinh bo sung khi réi néi lam viec troéc khi nght phep
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CONG VIEC SO 14:

KET THUC NGAY LAM VIEC

PHAN VIEC SO 14.1: Quy trinh ket thuc ngay lam viecc

. Ket thuc ngay
lam viec - danh
muc cong viec
can lam

CACH LAM

Chuan bi ban danh muc cong
viec hang ngay.

TIEU CHUAN

Ban danh muc f6dic chuan bo
va 6dc so dung hang ngay.

Tranh bi quen khi ban fiang
voi hoac met moi.

KIEN THOC

2. Ket thuc ngay
lam viec — nhat
ky cong viec

Kiem tra nhat ky lich lam viec
ngay hom sau fie chuan bi san
thong tin, ban chao gia, v.v..

Kiem tra nhat ky va hoan
thanh viec chuan bo.

Chuan bj san sang cho cong
viec cua ngay hom sau.

3. Ket thuc ngay
lam viec— cac
ghi chep

Lou ho s6 cua khach hang va
cac cong viec fa giai quyet
trong ngay mot cach chinh
xac, khoa hotc.

Thu don khu voc lam viec cua
ban.

Kiem tra khu voc lam viec
cua ban.

Nam bao cac ghi chep
guan trong Aodc Idu gid an
toan va de tim khi lan sau
CO yeu cau.

4. Ket thuc ngay
lam viec— cac
thiet bo

Tat may tinh.

Tat het cac may moc, thiet bo
khac theo quy trinh.

Tat cac may moc va thiet bi.

Keo dai tuoi tho cua thiet
bi. Tiet kiem nang 166ng.

5. Ket thuc ngay
lam viec — an
ninh

Cat gid tien va cac tai lieu
guan trong vao ket an toan cua
van phong.

Khoa cac ngan keo, tu hoi sb
rieng.

Tien mat va cac tho co gia tri.

Nam bao an ninh.
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CONG VIEC SO 14:

KET THUC NGAY LAM VIEC
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PHAN VIEC SO 14.2: Quy trinh bo sung khi r6i néi lam viec tré6c gié nght cua van phong

1. Nho phan 14.1

CACH LAM
Nho phan 14.1

TIEU CHUAN

Nho phan 14.1

Nho phan 14.1

KIEN THOC

2. Ket thuc ngay
lam viec —
nhéng cong
viec gap chda
Ao6c giai quyet

Thong bao cho Aong nghiep ve
cac cong viec flang giai quyet,
(nho) Aang fAdi xac nhan, fiang
fidi khach hang va nha cung
cap lien hel lai, fie fiong nghiep
co thel tiep nhan cac cuoc goi,
x6 ly thoé Aien td hoac tiep
khach giup ban va hoan thanh
tiep cong viec.

Phai thong bao cac cong viec
can giai quyet gap cho cac
fiong nghiep fie hol giai quyet
mot cach hieu qua cac cuoc
goi, cac tho fAien t6 va/hoac
tiep khach giup ban.

Phuc vu khach hang.

Tranh sai sot.




CONG VIEC SO 14:

KET THUC NGAY LAM VIEC

PHAN VIEC SO 14.3: Quy trinh boi sung khi réi néi lam viec troéc khi ngh: phep

1. Nho phan 14.1

CACH LAM
Nho phan 14.1

TIEU CHUAN
Nho phan 14.1

Nho phan 14.1

KIEN THOC

2. Nho phan 14.2

Nho6 phan 14.2

Nho phan 14.2

Nho phan 14.2

3. Ket thuc ngay
lam viec— ho so
khach hang
fiang giai quyet

Ban giao ho s6 khach hang
fiang giai quyet cho cac fong
nghiep voi s chodng kien cua
ngooi quan ly.

Ban giao fiay fiu ho s6 khach
hang fiang giai quyet cho cac
fiong nghiep.

Nam bao phuc vu khach
hang lien tuic.

Tranh sai sot.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I 167



15. HO SO, SO LIEU THONG KE, KIEN NGH0 VA NE XUAT

Giobi thieu:

Nhoéng ho sé va soi lieu thong ke sau se Addc |6u gio:
0 Cac phan tich ve doanh so ban hang, chi phi va 16i nhuan cua moi dich vu fi6dc thdc hien, bao gom so lieu 66c¢ tinh va so lieu thdc te theo tdng
loai hinh du lich va ngay fat cho.
0 Cac phan tich vel doanh soi ban hang cho biet so 166ng khach, khoi 166ng dich vu fia thdic hien va doanh thu.
0 Cac phan tich ve san pham cho biet so 166ng khach, so phong fddc fiat hay sd duing, chi phi va doanh thu.

Nhong so lieu nay se dung lam c6 sb lap cac bao cao sau:
Doanh so ban hang cua tdng nhan vien
Doanh so ban hang cua tdng fAai ly 16 hanh (Viet Nam)
Doanh thu cua cong ty 16 hanh ban stz n6dc ngoai.
San pham Addc s6 dung theo nhal cung cap va theo danh muc san pham.

Thong tin ve khach hang se fi6dic ghi chep lai fie phan tich theo

0 Quoc tich.
o Cong ty goi khach.
0 San pham s6 dung.

Ho s6 cua khach hang va nha cung cap phai nééc I6u gid theo quy fiinh cua cong ty. Khi co khach hang goi fien, ban co the khong co mat 6 van phong,
nhoéng filong nghiep cua ban col the! biet va sd dung ho s6 fio ma khong lo ngai thoing tin Ao thieu chinh xac va chéa fddc cap nhat.

Cac soi lieu thong ke chinh xac sel cung cap do¢' lieu quan trong cho cong tac quan ly. Ban phai lap bao cao theo ch: fiao cua ngddi quan ly.

Cung voi viec cung cap cac dd lieu thong ke, trong qua trinh lam viec, ban can fida ra cac y kien, fie. xuat cua minh fie hang cao hieu qua kinh doanh.

PHAN VIEC SO 15.1:
PHAN VIEC SO 15.2:
PHAN VIEC SO 15.3:
PHAN VIEC SO 15.4:

Hieu va ap duing quy trinh 16u gid ho s6 va soi lieu thong ke cua cong ty (Kien thoéc)
Lou gid cac ho sb chinh xac ve khach hang va nha cung cap

Chuan bi cac so lieu thong ke theo h6ééng dan cua ngddi quan ly/ chu cong ty

Ne xuat va kien nghi ng6éi quan ly/ chu cong ty
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CONG VIEC SO 15. HO SO, SO LIEU THONG KE, KIEN NGH0 VA NE XUAT

HIEU VA AP DUNG QUY TRINH LOU @ LOU GIO CAC HO SO CHINH XAC (-]
GIO HO SO VA SO LIEU THONG KE VE KHACH HANG
CUA HANG
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CONG VIEC SO 15:

HO SO, SO LIEU THONG KE, KIEN NGH(0 VA NE XUAT

PHAN VIEC SO 15.1: Hieu va ap dung quy trinh 16u gi¢ ho s6 va so lieu thong ke cua cong ty (Kien thdc)

NOI DUNG

1. Quy trinh lap ho
s6 va thong ke
cua cong ty

Moi cong ty 16 hanh co mot
phodng phap 16u gid ho sb6 va
lap thong ke rieng.

Ban phai lam quen voi phodng
phap cua cong ty ban.

Ap dung ph66ng phap nay mot
cach nghiem tuc.

Tuan thu quy fAinh cua chu
hoac ng6di quan ly coing ty ve
viec l6u gi6 cac so lieu thong
ke can thiet.

TIEU CHUAN

e Cac hoisbd khach hang va cac
nha cung cap phai luon Addc
cap nhat (hang tuan hoac
hang ngay) theo quy finh ma
cong ty cua ban fia fe ra.

Tat ca cac ho s6 ghi chep
phai fAddc cap nhat fie
thong ke mot cach chinh
xac theo fiinh ky:.

KIEN THOC

Cac mau bao cao va
bieu bang thong ke.
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CONG VIEC SO 15: HO SO, SO LIEU THONG KE, KIEN NGH0 VA NE XUAT

PHAN VIEC SO 15.2: Lo6u gi6 cac ho sb6 chinh xac ve khach hang va nha cung cap

KIEN THOC

CACH LAM TIEU CHUAN

1. Cac hois6
khach hang

Khi nhan A6dc yeu cau cua
khach, ban mé mot ho s6 mai
cho yeu cau fio va viec thu xep
tiep theo cho chuyen Ao.

Neu khach hang la “khach
quen”, ban ghi ro cac so thich
cua ho vao ho s6 madi, va l6u
gi6él cac ghi chep ve tdng
chuyen fi cua khach vao ho s6
mai nay.

Lou gid hoi sd nay 6 dang “cap
nhat theo dien tien” cho fien
khi khach ket thuc chuyen fi.

Ho s6 khach hang phai bao
gom tat ca cac yeu cau thong
tin va cac cong viec fa thdic
hien, nhéng sb6 thich, cac
chdédng trinh/mdéc gia fAam
phan va nhdng thay fioi can
thiet, nhéng t6 van fa fddc
fida ra (nhd cac canh bao ve
an ninh va sdc khoe), cac fat
cho trodc Aa thodc hien, cac
hoa fién fa xuat va fia ACOC
thanh toan.

Giup cho viec theo doi
fnodc thuan 16i hén khi ban
khong co mat 6 van phong.
Nam bao yeu cau cua
khach hang va nhdng to
van cua nhan vien fieu
hanh fi6éc ghi chep chinh
xac, nham giup phan finh
nhdong Aiem bat on col the
xay ra sau nay.

2. Cac ho sb ve
cac nha cung
cap

Cong ty cua ban se can ho s6
rieng ve tdng nha cung cap
dich vu va san pham fa ky ket
hdp fiong.

Ban phai I6u cac tho to giao dich
va xac nhan fat cho trong ho sé
cua nha cung cap (ben canh ho
s6 goc cua khach hang).

Cac ho s6 ve nha cung cap
phai ghi lai moi lien he gida
nhan vien cong ty va cac nha
cung cap nay; cac fiam phan
ve gia; cac fiat cho va thanh
toan fa thdc hien, tien hoa
hong fia nhan.

Theo fnh ky, quan ly cong
ty sel ky hép fong thdéng
mai moi vdi cac nha cung
cap san pham chinh fia s6
dung (hang khong, cac
khach san). Cac ghi chep
chi tiet va chinh xac (chong
td giao dich) se giup cong
ty ban fiam bao cac giao

\ \ %ﬁaﬁ maoc gia tot nhat. \

Ghi chu: Quy trinh cua cong ty ban sel chz ro cac hoi s6 fi6dc 16u gid thu cong hay 16u gid trong may tinh hoac dodi ca hai hinh théc nay nham bao ve viec
phuc hoi dd lieu.



CONG VIEC SO 15:  HO SO, SO LIEU THONG KE, KIEN NGH0 VA NE XUAT
PHAN VIEC SO 15.3: Chuan bi cac so lieu thong ke theo hdng dain cua ngodi quan ly/ chu cong ty

CACH LAM

1. Cac thong ke ve | Chuvang6bi quan ly congty yeu
khach hang, cac | cau cac so lieu thong ke khac

nha cung cap nhau vi nhieu ly do khac nhau.
san pham va cac

fiiem du lich Thoéc hien quy fAinh cua chu
Ad6c Ba thich hoac ng6di quan ly cong ty cua

ban trong viec I0u gi6d cac so
lieu thong ke can thiet va soan
thao cac bao cao filnh ky hang
tuan, hang thang hoac fiot
xuat khi A6dc yeu cau.

TIEU CHUAN

e Soan thao cac bao cao thong
ke can thiet theo fiung mau
va thdi gian quy fAinh.

Ng66i quan ly can cac so
lieu thong ke fie lam c6 s6
flanh gia Aoi tac, fiam phan
vOi cac nha cung cap dich
vu cung nho fanh gia ket
qua cong viec cua ban.

KIEN THOC

Quy trinh fAung fiddc
thoc hien (lam the nao,
khi nao, tai sao...).
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CONG VIEC SO 15:

HO SO, SO LIEU THONG KE, KIEN NGH(0 VA NE XUAT

PHAN VIEC SO 15.4: Ne xuat va kien nghi ngdéi quan ly/ chu cong ty

1. Ne xuat va kien
ngho cac so
thich cua khach
hang, san pham
ban chay nhat,
nha cung cap
dich vu tin cay
va cac fiem fien
fAddic 6a chuong

CACH LAM

Doa tren so lieu thong ke.

Dda tren y kien phan hoi cua
khach hang.

Dda tren quan sat cua ban.

TIEU CHUAN

e Nhat quan.

e Co mulc dich.

Ne xuat va kien nghi cua ban
co ich cho chu cong ty hoac
ngoéi quan ly hoan thien san
pham hoac dich vu.
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2.4 BANG CHU GIAI THUAT NGO

Account payable
Tai khoan phai tra

Mot so cai theo doi cac khoan tien phai tra se ghi lai cac khoan tien cong ty ban fien han phai
thanh toan, fia thanh toan hoac con ndi cac cong ty cung cap.

Account receivable
Tai khoan phai thu

Mot so cai theo doi cac khoan tien phai thu se ghi lai cac khoan tien khach hang fien han phai
thanh toan, fia thanh toan hoac con ndi cong ty cua ban.

Airline route map/Airline rout network
S6 Ao tuyen bay/mang fiddng bay

S6 fiol bao trum toan boi cac khu voic mot hang hang khong bay t6i.

Airline schedule
Lich bay

Lich trinh cac chuyen bay cua mot hang hang khong cu the - so ngay va thoi gian bay, fiiem xuat
phat, tuyen bay, fliem dong (qua canh) va fliem fien.

Amendment fee

Cac mdc phi do hang hang khong, Aai ly 16 hanh, cong ty 16/ hanh thu cua khach hang khi khach

Phi sba fioi thay fioi hanh trinh bay.

ASEAN Hiep hoi cac quoc gia Nong Nam A. Cac quoc gia thanh vien la: Brunay, Campuchia, Infionexia,
Lao, Malaixia, Mianmar, Philipin, Xingapo, Thailan, Viet Nam.

Availability San pham van chéa ban het (vi du choi trong mot tour du lich, phong khach san vao mot fiem cu

Con fie ban the nao fio, cho ngoi tren mot chuyen bay cu the).
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Back office
Hoat fiong van phong tuyen sau

Cac hoat fiong trong mot cong ty 16 hanh khong lien quan t6i quan he troc tiep vbi khach hang.

Baggage allowance
L66ng hanh ly cho phep

So hanh ly toi ia ma mot hanh khach co the fiem theo khi lam thu tuc vao cda tren mot chuyen
bay cu the nao fio. Phu thuoc vao cac khu véc IATA tren the gidi ma chz tieu nay co the fibéc
tinh theo so kien hoac so can (kg).

Boarding pass
The len may bay

Cap cho hanh khach fii may bay sau khi lam thu tuc vao cda tai san bay. The len may bay cung
cap cac thoing tin chi tiet ve soi ghe hanh khach va cda ra may bay.

Booking file
Hoi sb fat cho

Yeu cau fat cho cua khach hang tren he thong fat gio cho tren may tinh (CRS/GDS) ghi lai toan
bo thong tin chi tiet ve: hanh trinh.

Brochure
Tap gap

Mot cuon sach in nhol trong fio co 16i gibi thieu vas anh minh hoa ve cac filem fien va san pham,
fnoéc thiet ke nham cung cap cho cac khach hang tiem nang cac thong tin ve fiac Aiem va |6i
fch khi s6/ dung san pham tour cua cong ty 16 hanh va nham thiet lap hoat fiong ban hang

Bus schedule
Lich chay xe buyt

Lich cung cap dich vul chuyen ché cua mot cong ty xe buyt — ngay va théi gian hoat fiong, fiiem
xuat phat, tuyen xe chay va fiem fien.

Business Tourist
Khach du lich thédng gia

Khach du lich t6i mot filem fien vdi muic fiich kinh doanh bao gom ca khach téi fie dé hoi nghi,
hoi thao, trien lam va cac s¢' kien kinh doanh Aac biet.



Cancellation penalty
Phat do huy bo

Tien phat mot khach hang phai tra do huy bo dich vu cua mot cong ty cung cap san pham

Carrier
Hang van chuyen

Bat ky cong ty cung cap phddng tien van chuyen nao, th6ong hay dung fie ch: mot hang hang khong

Check-in
Thu tuc vao coa

Cac thu tuc can phai hoan tat khi mot khach fii may bay fiang ky tai quay thu tuc vao cda hang
khong tai san bay.

Check-in time
Théi gian vao coa

Khoang thdi gian toi thieu tré6c chuyen bay ma hanh khach phai hoan thanh thu tuic vao coa tai
san bay.

Commission
Hoa hong

Khoan tien cong ty 16 hanh tra cho fai ly 16 hanh.

Compensation
Boi th6dng

Tien tra cho mot khach hang fie boi hoan cho mot dich vu khong fi6dic théc hien.

Complimentary
Mien phi

Mien phi (Cht nhéng thé/ fio iddic mien phi, thédng fii kem khi mua hang hoa hoac fiang ky sé dung
mot dich vu nao fio. Vi du, mua mot cuon sach gidi thieu th6dng kem mot ban fio: mien phi).

Credit card guarantee
Nam bao bang the tin dung

Mot khach hang co the cho khach san biet so the tin dung cua minh nhé mot s¢ fam bao se
fien I6u tru. Neu khach hang khong fien thi khach san se thu mot khoan phi huy bo téi thel tin
duing cua khach hang.

CRS/GDS

He thong fat gid chol tren may tinh hoac he thong phan phoi toan cau. He thong fiééc s6 dung
tren toan the gidi fie Aat chol tren may bay cho hau het cac hang hang khong tren the gidi.

Customer file
Ho s6 khach hang

Ho sé ghi lai tat ca cac thong tin vel khach hang cua cong ty 16 hanh.

TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I 177



TIEU CHUAN KY NANG NGHIEP VU NIEU HANH TOUR I 178

DBLB Thuat ng6 khach san fie cap t6i mot phong fioi (cho hai ng66i mot giddng cd to nhat (King size)
hoac cé voa (Queen size) co phong tam kem theo.

Deposit Khoan tien do cong ty 16 hanh thu cua khach hang fie fiam bao khach se lay cho hoac khoan tien
Nat coc do cong ty 16 hanh tra cho cong ty cung cap fie iam bao co cho cho khach hang cua minh.
Destination No6i ma khach se ti.

Niem fien

Destination Knowledge La nhdng kien thdc ve fiiem fien can ddc cung cap cho khach hang.

Kien théc ve filem fien

Direct Mot khach du lich fiat cho trdic tiep vbi cong ty 16 hanh khoing s6 duing ngd6di trung gian nhd fai ly
Troc tiep |6 hanh hoac moi gidi.

Distribution Cac kenh thong qua fio mot khach hang co the fiat mua cac san pham cua cong ty 16 hanh.
Cung cap

Documentation Tat ca cac tai lieu giay t&6 khach hang can co fie thdc hien chuyen fii. Co the bao gom ho chieu, th
Tai lieu giay to thdc, ve may bay, ve xe buyt, ve tau hoa, phieu I6u tru, phieu van chuyen (transfer voucher)...
Domestic travel Ni du lich trong pham vi mot ndoc.

Du lich trong n6dc




E Ticket
Ve fien to

Ve may bay fiodc mua qua mang. IATA fAat ra théi han cho fien 2008 tat ca cac ve may bay phai
fddc xuat theo hinh théc ve fien to.

Educational tour
Tour du lich tim hieu san pham

Chuyen tham mot fiiem fien hoac s6 dung mot dich vu cua mot ng6di lam viec trong nganh du lich,
co the fii mot minh hoac theo nhom, fidéc Tong cuc Du lich, cong ty 16 hanh ban sz, cong ty 16 hanh
va/hoac cong ty cung cap tiep fion; mang t6i cd hoi lan fau tien fddc trai nghiem ve filem fien va
san pham.

Excursion/promotion airfare
Ve may bay khuyen mai/ha gia

Ve may bay gia re hédn nhéng phai tuan theo mot so han che. Co the! la phai thanh toan trééc, kha
nang co cho thap, phu thuoc vao mua cao fiiem va thap filem, phat neu huy ve.

Expatriate resident(s) of Vietham
Ng60i nddc ngoai sinh song tai Viet Nam

Mot ngddi nddc ngoai sinh song tam thdi tai Viet Nam. Thuat ngd nay bao gom toan the gia fiinh —
vi du, nhéng ng6d6i n66¢c ngoai kinh doanh tai Viet Nam va gia fiinh hien tai cua anh /co ta nhéng
ngodi cung fiang song tai Viet Nam trong théi han hép fiong lam viec cua anh ta.

Familiarisation Visit/Trip
Chuyen fii/chuyen tham lam quen

Chuyen tham mot filiem fien hoac sd dung mot dich vu cua mot ngddi lam trong nganh du lich,
co the fii mot minh hoac theo nhom, Addc Tong cuc Du lich, cong ty 16 hanh ban st, cong ty 16
hanh va/hoac cong ty cung cap tiep fion; mang tdi cd hoi lan Aau tien Addc trai nghiem ve fiem
fien va san pham.

Final payment
Khoan thanh toan lan cuoi

Tong soi tien khach hang fio6c yeu cau tra cho cong ty 16 hanh sau khi trdi i khoan tien fia Aat
coc trooc.

Flyer Mot tai lieu gibi thieu trong fio ghi cac thong tin mo ta (va fioi khi co anh minh hoa) ve san pham
TO roi va filem fien cua mot tour du lich; Addc thiet kel sao cho hap dan khach hang.
FOC Ve mien phi; con goi la complimentary.
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Geographic features
Nac fiem fia ly

S6l hap dan td nhien cua mot Aat nééc: vi du nui, song, bai bien, vinh, Aao.

Gross rate

Gia ma khach hang tra fie mua san pham hoac dich vu.
Gia gop

Guide book

Sach xuat ban gi6i thieu ve filiem fAen: vi du Lonely Planet.
Sach hodng dan

High season
Mua fiong khach/ cao fiiem

Thai gian cao fiiem fe fii du lich tdi mot quoc gia cui the nao fo; vi du, khi Aiem fien fat A66c
moc fio hap dan cao nhat cua no; vi vay fio la théi gian pho bien nhat fie ien tham; do fio Aay
la thdi gian ma gia khach san va gia ve may bay fiat nhat.




Inbound Tour Operator
Cong ty 16/ hanh fion khach vao

Mot cong ty 16 hanh ban st cac tour tron goi trong mot nédc cho nhdng khach hang 6 cac n6dc
khac hoac cho nhéng fidn vi toi chéc tour noi fda.

Inbound tourism
Khach du lich té n6d6c ngoai vao

Nhong ng6di fi du lich t& n66c khac tdi Viet Nam. Thuat ngd “domestic inbound” co the mo ta
trééng hép mot khach du lich fi td Tp. HCM ra tham Ha Noi va la khach hang sd dung cac san
pham du lich cua fiem fien la Ha Noi.

Inclusive tour
Chuyen du lich gia tron goi

Mot chuyen du lich co to chdc danh cho khach bao gom ve may bay, ni I6u tru, di chuyen, tham quan...

Independent Traveller or Tourist
Khach 16/ hanh hoac du lich fioc lap

Mot khach du lich cht mua ve may bay va co the mua mot hoac hai fiem nghz fau tien tai fiiem
fien; Mot khach 16 hanh hoac du lich fioc lap se lap ke hoach lich trinh trong n66c minh va se
fiat them phong nght va tour du lich noi fita sau khi fien.

Itinerary component
Cau phan lich trinh

Cac thanh phan cua mot lich trinh du lich cua khach hang; vi du, néi 6, chuyen du lich, vel may
bay, fiat cho may bay..

Itinerary
Lich trinh

Cho6ng trinh fi du lich cua mot tour theo nhom hoac ca nhan, bao gom tat ca cac thanh phan
fia Aat tinh td chuyen bay fii cho fien chuyen bay ve.

International tourist
Khach du lich quoc tel

Mot ngddi fAi tdi va nght lai 6 mot n6dc khac vai thdi gian lien tuc khong nhieu hén mot nam voi
muc fich nghz ngdi, lam an va cac muic fiich khac.
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Log on, log off
Nang nhap, fiang xuat

Nang ky vao lam viec va thoat khoi chééng trinh lam viec tren mot may tinh, co sé dung ma so
truy cap fac biet.

Low season
Mua vang khach

Thoi gian it pho bien nhat fiel t6i mot fiiem fen cu the nao fo va do fio thong thédng gia ve may
bay va khach san se thap nhat.

Loyalty programme
Choodng trinh khach hang trung thanh

Mot ch6dng trinh tang thééng cho cac khach hang th6éng xuyen i lai tren mot hang hang khong
hoac mot nhom cac hang hang khoing nhat fitnh nao fio; hoac thé6ng xuyen 16u tru tai mot khach
san hoac mot chuoi khach san nhat fiinh.

Manifest
Ban danh sach

Danh sach toan bo cac khach hang i trong mot nhom (cong ty |6 hanh) hoac cua cac hanh
khach tren mot chuyen bay (hang hang khong).

Mark-up
LOi nhuan bien

Sol tien ma mot cong ty |6 hanh hoac mot cong ty |6 hanh ban st n66c ngoai se cong them vao
chi phi san pham cua cong ty cung cap fie co the tra hoa hong cho cac fiai ly 16 hanh ban cac
san pham tour du lich cua ho va fie thu fioéc mot bien I6i nhuan cho cong ty cua ho.

MICE

Hop hanh, khuyen mai, hoi ngho, trien lam.



Nett rate Gia gop trd i so tien hoa hong.
Gia goc

Ni té/ Viet Nam fien nééc khac; thuat ngd “domestic outbound” co the dung fie mo ta trééng hop
mot khach du lich t6 Ha Noi t6i tham Tp. HCM, va co the la khach hang tiem nang cua fiai ly 16
hanh tai Ha Noi.

Outbound travel
Du lich ra n66c ngoai

Passport Mot loai giay td sd dung khi i du lich, yeu cau bat buoc khi xuat nhap canh ra n6éc ngoai.

Ho chieu

Preferred product Mot fiai ly 16 hanh co the thu xep vi mot cong ty cung cap san pham (vi du cong ty 16 hanh) fie
San pham fi6dc 6u Aali ban cac dich vu cua cong ty cung cap nay. Ne fioi lai cong ty cung cap se! tra cho fiai ly 16/ hanh

maoc hoa hong cao hdn cho moi giao dich ban hang.

Product Knowledge Kien thoc ve tap gap cua cong ty 16 hanh ban st cac chuyen du lich, lich bay va gia ve cac hang
Kien thdc ve san pham hang khong, cac cong ty cho thue xe, I6u tru tai khach san...

Product Manager Ngodi chiu trach nhiem xac filnh va I6a chon cac san pham, dich vu va cac cong ty cung cap,
Giam fioc san pham nham muc fAich fida cac san pham va dich vu fio vao chddng trinh du lich cua minh.
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Rail schedule
Lich chay tau

Gib khéi hanh va gid fien cua tau hoa.

Reconfirmation of booking
Xac nhan lai viec fiat cho

Nhieu hang hang khong (bao gom ca hang hang khong Quoc gia Viet Nam) yeu cau hanh khach
phai goi fiien thoai va xac nhan lai viec fiat choi tren may bay cua ho trodc chuyen fi. Viec nay
phai théc hien 72 tieng tré6c khi chuyen bay xuat phat.

Record Locator
Ho sb6 fat choi

Hay con goi la Booking File. Thong tin khach hang fi6éc ghi vao he thong CRS/GDS. Moi hanh
khach Aat cho co mot ma so fiat cho duy nhat fie nhan dang fAat cho cua khach fAo.

Retail Travel Agency
Nai ly ban le du lich

Nai dien cho cong ty cung cap cac san pham du lich va ban cac san pham nay cho khach hang
fie nhan hoa hong hoac phi fat cho.

Room only
Cht Aat phong

Mot phong fiat tai khach san khong bao gom bat ky b6a an nao.



Seasonality
Theo mua

Cac khoang théi gian trong nam khi gia phong khach san va gia ve may bay thay fioi phu thuoc
vao mua flong khach va vang khach.

SGLB

Mot phong fén trong mot khach san (danh cho mot ngddi — ch: mot gi6dng) vbi mot buong tam
kem theo.

Single supplement
Tien thu them phong fién

Sol tien bo sung tinh them vao gia phong tieu chuan cong bo ma khach san thu them cua mot
khach muon s6 dung mot phong mot minh. (Gia phong tieu chuan cong bo dda tren cd so hai
ng66i mot phong).

Source market
Thi tr66ng nguon

No66c xuat phat cua cac khach du lich fien t6 n6dc ngoai.

Supplier of product
Cong ty cung cap san pham

Mot hang hang khong, cong ty cho thue xe, cong ty iddng sat, cong ty tau thuy, khach san, cong
ty bao hiem du lich...
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Timetable Lich cung cap dich vu cua mot hang hang khong, tau hoa hoac xe buyt.

Lich trinh

Tour voucher Choéng t6 do mot cong ty |6 hanh ban st cong ty cho thue xe, khach san.. xuat ra va fida cho
Phieu dich vu du lich khach hang tré6c khi bat fiau hanh trinh. Cong ty cung cap dich vui se thu cac phieu t66ng éng

va thdic hien cac dich vu theo thoa thuan.

Tour wholesaler Mot cong ty ket hép cac san pham va dich vui du lich véi nhau trong san pham tour va ban chung
Cong ty 16 hanh ban st thong qua mot fai ly 16 hanh ban le & thi trédng nguon.

Transfer Thoéong bao gom trong cac chuyen du lich troin goi. Phieu van chuyen se iddc phat cho khach
Néa fion hang moi khi khach can fiébic Ada fii / Aon ve tdi va td san bay tai moi thanh pho khach déng

chan doc f6ong.

Travel advisories Cac canh bao do cac Chinh phu hoac cac c6 quan Lien hép quoc nhd To chéc Y te the gibi ida
Thoing tin canh bao khach du lich ra ve: cac rui ro an ninh/ séc khoe/ rui ro khi fii ti mot fiiem fien hoac quoc gia nao fio.

Travel desk agent Ng66i toé van 16 hanh/tdé van ban hang hoac lap ke hoaich cho chuyen fii. La nhan vien lam trong
Nhan vien Nai ly 16/ hanh mot fiai ly 16l hanh va giup khach hang giai quyet tat ca cac yeu cau fiat cho fii du lich vi du Ai

nght, kinh doanh hoac tham ban bel va than nhan.

Travel trade La mot thuat ngd chung noi ve cac fiai ly |16 hanh ban sz va ban le va cong ty 16 hanh, bao gom ca
Kinh doanh 16 hanh cac cong ty 16 hanh trong n66c.
Traveller Mot ng66i fi khoi ndi hol co tru tdi mot fiiem fien moi va 6 lai fio it nhat la mot fiem vi bat ky ly do gi.

Lo khach hoac khach du lich

Mot phong cho 3 ngddi trong khach san vdi mot buong tam kem theo. Co the co 3 giédng fidn,
TRPB 2 gibdng Aoi hoac mot gitdng cd to voa (Queen bed) va mot giodng Aodn.

TWNB Phong fioi trong khach san (danh cho 2 ngddi — hai giodng fidén) va co mot phong tam kem theo.



Ten cap nhat (2006) cua Toi chéc Du lich The! gidi, nham phan biet vdi ten cua To chdc Thééng
mai The giéi (WTO).

Visa Giay t6l can co fie nhap canh vao mot n66c nhat filnh nao Ao,
Tho thoic
VNAT Tong cuic Du lich Viet Nam.

Vietnam National Administration of Tourism

Voucher
Phieu thanh toan

Phieu thanh toan la mot giay bien nhan thong qua fio mot ben thd ba (th6dng la mot fiai ly 16
hanh hoac hang hang khong) xac nhan khach hang fia tra tien. Qua viec chap nhan phieu thanh
toan cong ty 16 hanh hoac cong ty cung cap dich vu se phai cung cap mot tap hép cac dich vu
ghi tren phieu va go6i hoa ién cho ben thd ba fie thanh toan.

Wholesaler
Cong ty 16 hanh ban st

Mot cong ty ket hdp cac san pham va dich vu vao trong cac san pham tour va ban chung thong
qua cac fai ly 16 hanh ban le & thi tr66ng nguon.
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TONG CUC DU LICH VIET NAM PHOI HOP VOI UY BAN CHAU AU
DO AN PHAT TRIEN NGUON NHAN LOC DU LICH VIET NAM

TIEU CHUAN KY NANG NGHE
DU LICH VIET NAM (VTOS)

CAC TIEU CHUAN VTOS LA MOT TRONG NHONG KET QUA CHINH CUA DO AN,
NOOC XAY DONG CHO 13 NGHE O TRINH NO €O BAN NHO SAU:

Khach san L6 hanh

NGHIEP VU AN NINH KHACH SAN NGHIEP VU NIEU HANH TOUR
NGHIEP VU BUONG NGHIEP VU NAI LY. LO HANH

NGHIEP VU LE TAN NGHIEP VU NAT CHO LA HANH

NGHIEP VU NHA HANG NGHIEP VU HOONG HAN DU LICH

KY THUAT CHE BIEN MON AN AU

KY THUAT CHE BIEN MON AN VIET NAM
KY THUAT LAM BANH AU

NGHIEP VU NAT GIO BUONG KHACH SAN
NGHIEP VU QUAN LY KHACH SAN NHO

VAN PHONG BAN QUAN LY DO AN

Tang 2, Nha 6, Khach san Kim Lien 2, so 7 Nao Duy Anh, Ha Noi, Viet Nam
Tel. (84 43) 577 0663 | Fax: (84 43) 577 0665 | Email:hrdt@hrdtourism.org.vn
Website: www.hrdtourism.org.vn

An pham nay fi6dc thdc hien véi s6 giup fid cua Lien minh chau Au. Toan bo noi dung an pham do D6 an Phat trien nguon nhan I6¢ du lich Viet Nam chiu trach nhiem va khong
phan anh quan fiiem cua Lien minh chau Au 6 bat c6 goc fio nao.





