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TRUONG CAO DANG NGHE

DU LICH SAIGON

Right Choice, Bright Future

LAy
KY NANG GIAM SAT
(F&B Supervisory Skills)
ad'-l Right Choice, Bright Future

Chuwong trinh mén hoc (75 tiét):

Qchwong 1 (10 tiét): Gidi thiéu chung vé hoat déng gidm
sat trong nha hang

QcChwong 2 (10 tiét): Céng cu quan ly cua gidm sdt vién.
Qchwong 3 (15 tiét): Qudn ly nhén vién.

Qchwong 4 (10 tiét): Quan ly tai chinh.

Qchwong 5 (10 tiét): Hoat déng bdn hang.

Qchwong 6 (10 tiét): X ly cdc tinh hubng trong phuc vu
khdch hang.
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Muc tiéu mon hoc:

Nhan biét duoc vai trd cu thé va cong viéc clia mot
giam sat vién.

= Biét va van dung dugc cac ky thuat quan ly trong
cong viéc giam sat nha hang.

= Tim hiéu vé cach x{ Iy céc tinh huéng trong phuc vu
khach hang véi vai tro la giam sat vién.

= Xay dung cach lam viéc chi tiét, cé k& hoach & tac
phong chuyén nghiép cla giam sat vién.
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Chuong 1:
Gidi thiéu chung vé hoat déng

giam sat trong nha hang
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Muc tiéu bai hoc:

= Nhan biét dwoc vai trd & cdng viéc clia gidm sat vién
nha hang.

= Tim hi€u nhi*rng van dé c6 thé s& gap phai trong vai trd
mai.
= Xac dinh dwoc tiéu chuan cla mdt gidm sat vién tot.

= Hiéu va ndm vi*rng bdng mo ta cong viéc cla vi tri giam
sat trong b6 phan F&B.
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Tré thanh mot giam sat vién:

...Mét budc tién Ién néc thang quan ly

2016 SUPERVISOR SKILL 7
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v Ho la ai?
v Ho sé lam nhitng gi?

2016 SUPERVISOR SKILL
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1.1 Vai tro cia mot giam sat vién:

= Giam sét vién la ngudi quan ly mot doi ngli nhan vién
nhat dinh dé dat dwoc cdc muc tiéu dé ra trong pham
vi cac ngudn lyc cho phép.

“....the ability to attain objectives by working with and
through people. A supervisor creates conditions that
motivate employees by establishing goals and
influencing employees to attain those goals. Your goal as
a supervisor is to create the conditions that encourage
employees to become motivated and to empower them
to meet guest needs”
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Vai tro cia ban?

Diéu phéi dé thuc
hién céng viéc!

T
0 Right Choice, Bright Future

M hinh t6 chirc truyén théng

T
0 Right Choice, Bright Future

M0 hinh hién dai

i iddd
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o~ 1.2. Nghia vu va trach nhiém
clla mot giam sat vién:

= Gidm sat vién 1a can bd quan ly cap khédi dau, chiu
trdch nhiém trudc chi doanh nghiép, khdch hang va
nhan vién.
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N

= PGi vdi chu doanh nghiép:

Tao ra lgi nhudn cho doanh nghiép, gidm sdt va thyec thi
hé théng quédn ly cia doanh nghiép (giit gin bén sdc
riéng cta doanh nghiép nhung vdn dém bédo tudn thu
lu@t phdp va dao dirc kinh doanh)

mn Right Choice, Bright Future
N

= PGi véi khach hang:

Héy cung cép cdc dich vy tét nhédt va lam hdi long khdch
hang - ho sé trung thanh vdi doanh nghiép - Co
khdch hang thuong xuyén = lgi nhudn lién tuc.
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= PGi véi nhan vién:

Tao ra méi trwdng lam viéc thudn tién, cdi mé, céng
béng, luén cé sy tng hé, hd tro cha cdp trén va tinh
thén tp thé cao. Méi trudng lam viéc kém -> ty Ié thay
d8i nhén vién cao - ndng xudt thdp -> kiém sodt chét
lwgng kém - s6 lugng khdch hang it.

2016 SUPERVISOR SKILL 16

{l Right Choice, Bright Future

M@t gidm sdt vién cén phdi nhin vé 2 phia...
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{l 2 . 7 ez ’ o A Right Chice Bright Future
L Tham khao vi tri giam sat vién F&B
trong khach san:

/
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Cac cap quan ly khach san:

2016

3
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1.3. Cong viéc cua giam sat vién:

= Kiém sodt

= L3p k& hoach

= DOng vién

* Giir ky luat

= D3o tao, huan luyén

= Gidi quyét van dé

= Giao ti€p, truyén dat thong tin
= Bdo cao.

2016

Right Choice, Bright Future

1.4. Tiéu chuin clla mét giam sat vién:

2016
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"vou meulde't lie to us aboeut pour income, would pouF®

Bdi téi la nhén vién c6 tay nghé cao, ho da dwa téi Ién lam mét...
Ai ngé la mét .... t6i!???

2016
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L T6i la mot quan ly
& tdi dang mudn tim mot giam sat:
B LANGUOT. ..o
= C6 thé

= Sé lam nhiém vy
= Thé hién
= Va

*Hoc vién c6 5 phit dién vao ché trong.

2016 SUPERVISOR SKILL

0 Right Choice, Bright Future

Phdn tich hinh minh hoa sau:

Top Management Conceptual
Huma Skills

Middle Management
Supervisory
Management

2016 SUPER\BSBRRSISORY SKILLS
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Céc ky nang CAN cla mot giam sat vién:
= Technical skills (Ky thuat cong viéc):

Gidm sdt phdi c6 khé ndng thyc hién cdc kj ndng chuyén mén & giém
sdt nhdn vién thuec hién theo tiéu chudn.

= Human relation (M3i quan hé con nguoi):

Bao gbém cdc kj ndng Vé giao tiép, (rng xi, ldnh dao, thdu hiéu cdch con
ngudi lam viéc trong mét tdp thé. Ddy cé thé ndi la van dé phirc tap
nhét dé tré thanh giém sdt gidi & ¢ uy tin trong tap thé.

= Conceptual skills (ky nang tw duy):

Gidm sdt cdn ndm vi¥ng cdc kj thudt quadn ly, phdt hién vdn dé & tim ra
cdch gidi quyét. Gidm sdt can cé khé ndng tép hop théng tin, si¥ dung
kinh nghiém, khé ndng phén dodn dé xi ly céng viéc & ra quyét dinh
chinh xdc.

2016 SUPERVISOR SKILL 25
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Tiéu chuan cia mot giam sat vién tét:

Ngoai céc tiéu chudn can, mdt giam sat vién tot phai nén cé :
v Kha ndng t& chirc

v Kh3 ndng I3nh dao

v’ Long trung thanh

v Kh3 nang thich &ng

v’ C6 trach nhiém cao

v Nhanh nhen, thdo vat

v" Tuan th{ chi dao cap trén
v Kién dinh...vv

mn Right Choice, Bright Future
N

1.5 Nhirng van dé déi véi vai trd méi

v Codng viéc d6 1a gi? Toi s lam gi? Téi khdng nén
lam gi?

v Quyén han cla tdi d&n dau? Pham vi cong viéc
cla tdi ra sao?

v’ Téi cé dugce ai dao tao khong?

v Lam thé nao dé lam t6t cdng viéc mdi nay?

SUPERVISOR SKILL 9
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Lo Ling vé dong nghiép:

v’ Cdc déng nghiép cé tén trong téi khéng?

v’ T6i ¢6 nén hwdng ddn ho lam viéc hay khéng?
Huwdng dén nhuw thé ngo?

v’ T6i phdi cé nhiém vu gidi ddp moi védn dén ma
ho thdc mdc?

v’ Téi ¢ can tdch biét vdi ho mét chut?

mn Right Choice, Bright Future
N

Lo lang vé nhan vién:

v Nhén vién cua téi la ai?

v’ Hé théng quadn ly & déy nhu thé nao?

v’ Tinh thén lam viéc cia nhén vién ra sao?

v’ Liéu téi c6 khién cdc nhén vién trién vong cia
céng ty thdt vong?

mn Right Choice, Bright Future
N

“Thir thach” tir nhan vién:

v’ Khaithdc diém yéu thiéu kinh nghiém.

v’ Yéu cdu gidi quyét nhirng rdc réi.

v’ Lam viéc khéng néng sudt.

v’ “Di nhe, n6i khé”

SUPERVISOR SKILL 10
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“Thir thach” tir cap trén:

v’ Chuyén nhitng théng tin khéng hay dén cdc nhén vién
cuia minh, cdc phong ban khdc hay khdch hang

v’ Giao nhiéu nhiém vu

v’ Yéu céu lam viéc vao nhitng ca khéng mong muén

mn Right Choice, Bright Future
N

Loi khuyén cho giam sat vién mai:

v’ Khéng nhdt thiét phéila ngudi cé tay nghé gidi nhit

v’ Thé hién ré rang cho sép biét la ban cén sw hwdng dén

v’ Cho phép nhém cta minh ty gidi quyét cdc vian dé kho
khdn cda ho

v’ Biét thira nhdn cdc sai sét, sw nghi ngd hay nbi so hdi
cua minh...

v’ Biét céng nhan ngudi khdc
v’ Cho phép & khuyén khich sy hai hwdc, vui nhén.

mn Right Choice, Bright Future
N

Phat trién phong cach:

Toi sé diéu hanh thé nao la tét nhét?

T6i c6 nén:

e Lam Ong/Ba “lanh lung”?

« Lam Ong/Bd “ngoan ngodn”?
« Lam Ong/Bd “hay béng dua”?
e Lam Ong/Ba “déc tai”?

e Lam Ong/Bd “thén thién”?

SUPERVISOR SKILL 11
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L Phong cach gidm sat cua ban
phu thudc vao:

v’ Tinh cdch cta ban

v’ Nhém cua ban

v’ Linh vire chuyén mén
v’ Sép cta ban

v’ Cdc tinh huéng cu thé...

Right Choice, Bright Future

C6 04 phong cach giam sat:

= Chuyén quyén, déc dodn
= Dén chi

= Sgt sao

= Khodn trdng

J-l n - ” N » n Right (ihtlylce‘ Bright Future
s 1.6. Tim hiéu bang m6 ta cong viéc
cla vi tri giam sat

e Phan tich 2 bAng m6 ta cong viéc cla vi tri gidm st
cta 2 mé hinh kinh doanh khach nhau (khach san
tryc thudc Saigon Tourist & khach san lién doanh)

SUPERVISOR SKILL
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Tong két:

1. Trinh bay vai trd cia mét gidm sat vién?

2. Giam sat vién co trach nhiém va nghia vu gi véi
khach hang? V&i doanh nghiép? V&i nhan vién?

3. Liét ké cac kho khdn c6 thé gip phai & vai tro giam
sat vién?

4. Ban h3y liét ké cac tiéu chuin cho mdt giam sat
vién t6t?

5. Ban mudn xdy dyng phong cach gidm sat cia minh
nhu thé nao? Tai sao?

2016 SUPER\BSBRRSISORY SKILLS 37

SUPERVISOR SKILL 13



Right Choice, Bright Future

Chuong 2:
Céc cong cu quan ly cia giam sat vién

2/23/2016

Right Choice, Bright Future

Muc tiéu bai hoc:

= Nhan biét dugc cac cdng cu quan ly chl yéu cla
cong viéc giam sat.

= Doc hiéu mét tiéu chuan qui trinh céng viéc mau

= Xay dung dwoc cach lam viéc c6 k& hoach va chi tiét
trong vai tro giam sat vién.

3

Right Choice, Bright Future

2.1 Quan ly théi gian (Time management):




2.1.1 Dinh nghia vé quan ly thoi gian:

= L3 cich ban 1am ch( va sir dung thoi gian cha ban mot
cach hiéu quan nhat.

*Lam tét viéc qudn ly thoi gian sé rdt cé ich cho céng
viéc va cuéc séng cd nhén cta ban.

2/23/2016

J-l ~ o . ':mgm Choice, Bright Future
< 2.1.2 Nhirng quan diém sai lam
vé quan ly théi gian:

= Hiéu suét (efficiency) ddng nghia véi hiéu qua
(effectiveness)

= Muén cong viéc hoan tat thi phai ty tay minh lam 13y

= Viéc sap xép lich, 1&n k& hoach lam viéc chi lam mét thoi
gian vo ich

= NéEu moi viéc duoc sap xép sé han ché tinh sang tao

= Thoigian la ngudn tai san vo han

J-l , " < ;7rght Choice, Bright Future
A 2.1.3 Cac nguyén tac co’ ban
vé quan ly thoi gian:

= Tao ra danh muc céc cdng viéc can thuc hién

(daily to-do list)

= D3t ra cdc muc tiéu cu thé cho tirng viéc (SMART Goal)
*SMART: Specific, Measurable, Action-Oriented, Realistic,

Time-limited

= S3p x&p thi ty wu tién (khan cap & quan trong)

= Pdng hod sinh hoc

= Lam viéc ngay (Do it now!)

= Tap trung thyc hién tirng viéc mot




2.1.4 Phong cach quan ly thoi gian:

= Phong cach linh ctu hda:

Ghét viéc Ién ké hoach & chudn bj; chi muén bt tay vao
viéc; thich déi mdt & gidi quyét khing hodng; rit quyét
dodn & tw hdo véi khé ndng phdn tng nhanh déthay déi
tinh huéng; luén hudéng dén két qud; thién vé truc gidc hon
suy dién.

2/23/2016

2.1.4 Phong cach quan ly théi gian:

» Phong cich ngiu hing:

Khéng c6 hé théng & thudong vé té chirc; ghét cdc han
ché & cdc qui tdc; thich thay doi; rit sdng tao; ghét cong
viéc ban gidy; thuong xuyén déi mdi; luén tin tudng vao
tri nh& (chuwra hdn Ia khéng cé vén dé) nhung thinh
thodng cé thé bj déng tri

2.1.4 Phong cach quan ly théi gian:

= Phong cach lo xa:

Danh phén Ién thoi gian dét k€ hoach cho cdc hoat déng
trong tuwong lai; it khi lam nhitng viéc khéng dinh trudc;
luén cé théi quen chudn bj tét cho cdc cudc hop; 1d ngudi
cdu toan nhuwng hoi do dir.




2.1.4 Phong cach quan ly thoi gian:

= Phong cach chu dao:

Say mé tdt cd cdc loai hé théng & luén cé géng sdp xép
moi thir vao trong hé théng do; khéng thich sw bat ngo & di
biét; lubn cé thé tim duoc cdc théng tin cho di quan trong
hay khéng; rét cé tinh ky ludt nhuwng chi trong hé théng dé.

2/23/2016

Jj Right Choice, Bright Future
2.2 Uy thac cdng viéc:

“ Nguoi gidi nhét khéng phdi la ngudi lam tdt cé cdc viec”

mn Right Choice, Bright Future
N

2.2.1 Thé& ndo 13 Gy thac céng viéc?:

= Uy thac I3 giao quyén han va trach nhiém cho ngudi
khac thyc hién nhitng cong viéc thuong la cong viéc
clia minh, nhwng minh van 13 ngudi chiu trach
nhiém chinh.




mn Right Choice, Bright Future
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2.2.2 Loi ich cha viéc Uy thac cdng viéc:

= C6 nhiéu thoi gian hon cho hoat ddng quan ly
= Nhan vién tich cwc lam viéc hon & lam t6t hon
= Phat trién cac nhan vién cé trién vong

= Hiéu qua cong viéc cao hon

= Cdi thién cac ky nang lanh dao

2/23/2016

J‘l - . . . Right Choice, Bright Future
e 2.2.3 Nhirng tré ngai cla
viéc Gy thac cong viéc:

Nhan vién:

v Thiéu tv tin

v’ Thiéu kién thirc & ki ndng

v Khéng “sdn sang” ddm nhan thém cong viéc

J‘l ~ N . N Right Choice, Bright Future
< 2.2.3 Nhirng tré ngai cua
viéc Oy thac cong viéc:

Gidm sat vién:

v" Ngai strc canh tranh cta nhan vién

v Sq bj cap trén phé binh

v Khéng “sdn long” tir bd mirc do kiém soat

v Nhirng dinh kién sai: chi cé tdi mdi cé thé lam, t6i
Idm nhanh hon, nhan vién cuta t6i d3 qua ban roi...
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2.2.3 Nhirng tr& ngai cla
viéc Oy thac cong viéc:

Cong viéc:

v Mat rat nhiéu thoi gian vao lic ban d4u trong viéc
hwdng dan & giai thich cong viéc

v’ C6 thé gap ruiro

2/23/2016

mn Right Choice, Bright Future
N

Céac tinh hudng Gy thac

Céac ban doc céc tinh hudng “Uy thac cong viéc”
sau day, va cho biét suy nghi ciia minh néu ban
chinh 1a nguoi nhan vién ay?

p Right Choice, Bright Future
Tinh hudng 1:

Vi ngay mai tdi c¢6 viéc phai di ving, anh s& chiu
trach nhiém kiém tra phong VIP cho 6ng Nam va
dam bao rang moi chuy&n déu dwoc thuc hién
hoan h&o. Anh phai dam bao rang s& khéng c6
béat ky I6i gi xay ra !




Right Choice, Bright Future

Tinh hudng 2:

Toi vira thong bao v&i bd phan bép la tr bay gio
anh s& dam nhiém viéc kiém ké hang thang, va
toi giao viéc nay cho anh. Néu anh gdp van dé
gi, hdy thong b&o cho tbi biét...

2/23/2016

Right Choice, Bright Future

Tinh hudng 3:

Ngay mai t6i sé tham dw cudc hop can b cha
ch6t, vi vay anh hdy dam nhiém cdng viéc gilp
t6i trong Idc t6i ving mét. Birng thay d6i bat ki
diéu gi trwée khi héi y ki€n t6i, néu c6 van dé gi
hay goi dién thoai hodc g thw cho t6i, t6i sé
giai quyét. Va nhé dirng gidm gia trong bat ki
trrong hgp nao nhé.

Right Choice, Bright Future

Tinh hudng 4:

Giam d6c bd phan sé c6 mat & day vao ngay
mai dé thao luan vé dy thao ngan sach hang
nam, nhung t6i dang nghi phép. Vi vay, chi cé
thé gilp t6i dwoc khong? Ban dy thao ngan
sach & trén ban lam viéc cua t6i, hay trinh cho
giam déc va c6 gang hoan thanh t6t cac cong
viéc can lam trong kha nang cta chi. Hen gap lai
chi 2 tuan t&i.




3
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2.2.4 Qui trinh Gy thac céng viéc:

Quyét dinh cong viéc can Gy thac

Xdc dinh nguoi phu hop

Truyén dat day du va rd rang

Giao trach nhiém va quyén han

Thiét 13p tiéu chuan (chat lvgng & thoi gian)
Kiém sodt

Giao tiép cai ma, thudng xuyén phan hoi

O NV A WDNR

Hb tro va huan luyén

2/23/2016
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2.2.5 Cac lwu y khi Gy thac cong viéc:

= Uy thac khéng don thuan 13 giao viéc

Tranh Qy thac “chan ngat”

= Uy thac dan dén chdng chéo trach nhiém

= Pirng Oy thac roi lai tranh cdng, hdy Gy thac ca thanh

qua thi ban s& nhan dugc gap 3 lan

= Uy thac khdng cé nghia |a don hét viéc cho cap dudi

= C4n than vdi Gy thac “nguoc”

Right Choice, Bright Future

Bai tap “Uy thac céng viéc”

Chia nhém v&i 2 thanh vién, trong d6 1 ban déng
vai gidm séat & 1 ban déng vai nhan vién. Hay stra
sai viéc Uy thac cong viéc & tinh huéng 1, 2 & 3.
(Tinh huéng do giang vién chi dinh ngau nhién).
Thoi gian chuén bi la 15 phit & trinh bay tredc
16p.
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2.3. Lap ké hoach va kiém soat cdng viéc:

2016 SUPERVISOR SKILL 25
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If you
fail to plan,
yoqx\are planning
4 to fail.

J‘j Right Choice, Bright Future
2.3.1 L3p ké hoach la gi?:
= L3p k& hoach Ia viéc dua ra quyét dinh trudc xem phai
lam gi?(WHAT)/ Lam nhu thé ndo?(HOW)/ Khi nao
[Aam?(WHEN)/ Ai lam diéu d6?(WHO) nhim dat dwoc
cadc muc tidu dé ra mot cach hiéu qua nhat.
Ghichu:
o Xdy dwng muc tiéu ld budc khdi dbu cua ldp k€ hoach
(SMART goals)
o Lép k€ hoach la chon Iwa con dudng di dén ké qud mong
doi

o Két qud céng viéc la dich dén

2016 SUPERVISOR SKILL 27
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" 2.3.2Tam quan trong cuia viéc 1ap ké& hoach:

= Dam bdo cdng viéc dwgc hoan thanh theo ding thoi
gian va chat lwgng mong dgi

= C6 kha ndng (rng phé véi sy bat dinh va thay déi

= Hudng su tap trung cla nhdm vao cac muc tiéu

= Tao sy thuan lgi cho cong viéc theo doi, giam sat, danh
gia va diéu chinh kip thoi

= N&ng cao ning suat cong viéc

= Ting cwdng sy kiém sodt clia giam sat vién

2/23/2016

2.3.3 Hwdé'ng dan cach lap ké hoach:

= X4y dwng chuwong trinh hanh ddng chi tiét & k& hoach
phu trg (néu cd)

= Cac muc viéc cu thé dwoc thé hién rd rang: ai lam, khi
nao lam, lam & dau, Iam nhu thé nao?...

= Can dua ra cac chi tiéu danh gia & do luvong d&i véi
mtrc d6 hoan thanh cla tirng muc viéc

= S dung va phan bd ngudn lyc hop ly, ding ngudi
dung viéc, trdnh qua tai.

= Ludn chuan bi it nhat mét ké hoach dy phong

R 2.3.4 Cac nguyén nhan tha“\'tmi;;oim o
khi lap ké hoach:

= Thiéu sy dau tw vao viéc 1ap k& hoach

= Khong cé chién lwgce ding dén

= Cac muc tiéu khong SMART

= Thi€u k§ ndng trong viéc 1ap k& hoach

= Ty tin “thai qua” vao kinh nghiém

= Thiéu sy hd trg cta I3nh dao

= Nhan vién khong hiéu dwoc cong viéc & sy phan cong
= Kh3 ndng gidm sat kém

10
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Bai tap nhém:

Nha hang Saigon chuan bj t6 chirc dém tiéc tw chon véi chi dé

“Huwong vi m thyc thé gidi” véi cac thong tin sau:

- S& luwgng khach duy kién: 100, c6 khoang 40% la khach ngoai quéc.

- Thoigian: 18h00 — 23h00 th 6 tudn dau tién cla thang sau

- Yéu cau phong cach phuc vu chuyén nghiép & chat lwgng cac mén
&n chon loc tinh t& dé gidi thiéu mot s& nén van héa 4m thuyec tiéu
biéu.

Hay lap bang k& hoach t6 chirc d& dam bao véi SEp clia ban ring moi

viéc s& duwoc hoan thanh theo ding yéu cau.

- Chia 4 nhém, chuan bij tai liéu thuyét trinh trong 1 tuan.

- Trinh bay trwdc lép

2/23/2016

mn Right Choice, Bright Future
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2.4. Qui trinh tiéu chuan cong viéc (SOP):

Tai sao chdt lwgng phuc vy cua nha hang khéng giéng nhau &
cdc bira dn?

La mét nhén vién mdi, téi khéng hiéu cdch lam ding la nhw
thé ndo vi cdc gidm sdt vién hwdng dan téi nhitng cdch lam
viéc khdc nhau?

Tai sao téi lai mdt qud nhiéu thoi gian dé di stra sai cdc qui
trinh céng viéc cho nhdn vién?

Right Choice, Bright Future
PR 2.4.1 Tim hiéu vé SOP

(Standard Operation Procedure)?:

= |3 cac qui trinh tiéu chun cong viéc phuc vu.

= Pugc xdy dwng chi tiét véi cac yéu cau veé trinh ty cac
bwdc, cach lam, hwéng dan thuc hién va tiéu chuan
mong dgi.

= Cac tiéu chudn nay cé thé khac nhau tuy theo tirng nha
hang

= Cé tinh cap nhat cao

11
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Right Choice, Bright Future

2.4.2 Tam quan trong cua SOP?:

Puoc hiu nhw nhitng “Bo qui dinh” thé hién dang cap,
tiéu chuin & thwong hiéu clia nha hang

Nhat quén chat lwvgng phuc vu

Gitip théng nhat & dé dang hon trong viéc xay dung va
huan luyén ky ndng lam viéc cho nhan vién

Xay dwng SOP cling la thwdc do “trinh d6” clia ngudi
quan ly.

2/23/2016

3

Right Choice, Bright Future

2.4.3 Vai tré cta SOP ddi voi
cOng viéc giam sat:

= Pugce sir dung nhu cdng cy chi dao cla gidm sat vién
dé kiém soat chat lvgng phuc vu

= RO rang & cong bang trong viéc danh gia nhan vién

= Theo d&i viéc thyrc hién SOP trong cong viéc la nhiém
vy quan trong cla gidm sat vién

= Gidm sat vién déng vai tro rat I&n trong tinh cap nhat
cta SOP

Right Choice, Bright Future

SOP miu

Gidi thiéu 2 m3u SOP minh hoa.

12



Right Choice, Bright Future

Tong két:

O NV EWNE

Chia sé nhung quan diém sai [am vé quan ly thoi gian?
Cac nguyén tc co ban vé quan ly thoi gian?

Uy thac cong viéc la gi?

Lgi ich cta viéc Uy thac cong viéc?

Liét ké qui trinh Oy thac cdng viéc?

Thé& ndo 13 13p k& hoach?

Céac budc lap k& hoach?

SOP |3 gi? Vai trd d6i vdi cdng viéc giam sat?

2/23/2016

13
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N

Chuong 3:
Quan ly nhan vién

2/23/2016

mn Right Choice, Bright Future
N

Muc tiéu bai hoc:

= Nhan biét dugc vai trd clia gidam sat vién ddi vdi viéc
phat trién nhan vién? Phat trién nhém?

= Hiéu va ap dung cdc ki that trong viéc phat trién
nhan vién va xay dung nhdm lam viéc hiéu qua

= Nang cao dugc ky nang tuong tac véi nhan vién

“...thanh cong khong phu thudc vao
ca nhan t6i ma 13 ca tap thé,
tir moi nhan vién cho dén cap
quan ly... T6i luén tréng ciy vao

sy gitp d& cta cac ban”

Sonny Son
“Trich bao Vietnam News 30.09.2007”




“T6i ludn tin rdng ngudi lao déng
chinh I3 tai san quy gia nhat
ma mdi cong ty c6 duoc &
can phai biét quy trong ho.”

Sonny Son
“Trich bao Vietnam News 30.09.2007”

2/23/2016

“T6i luén chia sé thanh céng cla vdi
cac nhan vién cha minh vi ho chinh 13
ngudi gitp 1am nén diéu dé.”

Sonny Son
“Trich bao Vietnam News 30.09.2007”

T
Right Choice, Bright Future

" 3.1. Giam sat vién véi mo hinh 3 vong tron




{l Right Choice, Bright Future

MO hinh 3 vong tron

POINHOM NHIEM VU

CA NHAN

2/23/2016

{l Right Choice, Bright Future

Giam sat vién c6 thé lam gi?

HOAN
THANH
NHIEM VU

XAY DUNG
NHOM

PHAT
TRIEN CAC
CA NHAN

{l Right Choice, Bright Future

Hoan thanh nhiém vu

v' Xac dinh rd rang muc tiéu & k& hoach lam viéc cu thé

v’ C6 kha nang trién khai k& hoach lam viéc hiéu qua
nhat

v' Theo ddi va gidam sat viéc thuc hién cong viéc nham
dam bdo k& hoach dugc hoan thanh dung thoi gian &
tiéu chudn mong doi.




mn Right Choice, Bright Future
N

Phat trién ca nhan

v Hiéu vé ho

v Thira nhan mdi ca nhan

v’ Léng nghe

v D3o tao, huan luyén va quan ly

v Phén cong viéc hop ly

v Pua ra cac thong tin, y kién phan hoi
v" Tao ra thach thirc cho ho khi can thiét

2/23/2016

mn Right Choice, Bright Future
N

Xay dwng nhom lam viéc

v Xay dyng muc tiéu chung (team goals)
v' Tao diéu kién hop tac

v Hudng dan & giai thich

v" Khen ngoi & déng gép ca nhém

v' Tao diéu kién giao tiép

v HB trg nhém

v’ P4u tranh cho nhém

mn Right Choice, Bright Future
N

Hay giam sat véi
suy nghi thwong trwe rang

;Q Minh c6 thé lam gi dé

giup nhan vién?

JCéu héi?




Right Choice, Bright Future

3.2 Tao dong lwc lam viéc

“...va toi phai thuc
day ho”

2/23/2016

Right Choice, Bright Future

3.2.1. Bong luc la gi?

Pong luc 1a nhitng diéu khi€n moi ngudi s& hoat déng
theo nhu ciu, mong muén, s¢ hdi & nhitng ham muén
bén trong mdi con ngudi. Ching thoi thuc ho lam
nhitng diéu can lam & la nguyén nhan dan dén cach

rng x&r cila m&i ngudi.

RVISORY SKILLS

Right Choice, Bright Future

3.2.2. Dong lwc & Bong co?

DONG LUC xut phat tir bén trong moi con ngudi.

Ban c6 thé& budc moi ngudi lam viéc, nhwng ban cé thé
khi&n moi ngudi lam viéc t6t hon néu ban hiéu & biét
cach khuyén khich —tao PONG CO cho ho

.

RVISORY SKILLS




mn Right Choice, Bright Future
N

Pong lyc

« Xuét phat tir bén trong mdi con ngudi

TN —
) AN

U i

elipsts! [? (/ \

PoNG LYC DéNG co

2/23/2016

4. 3.2.3. Ban tao dong lwc cho nhan vien™ ™"
nhuv thé nao?

Ban khong thé, vi sao?

mn Right Choice, Bright Future

Thuyét “2 yéu t6” cha Frederick Herzberg

Céc yéu t6 duy tri:

v’ Diéu kién, cbng cu lam viéc

v Méi trwdng lam viéc

v’ Lwong béng, phic lgi

v’ Sw quén ly, giadm sat (chinh sdch, qui dinh cua céng ty)




mn Right Choice, Bright Future
N

Thuyét “2 yéu t6” cha Frederick Herzberg

Céc yéu td tao dong luc:

v’ Céng viéc cé y nghia, cé thir thdch

v’ Sy thanh céng

v’ Trdch nhiém

v’ Sw céng nhan, khen ngoi

v’ Co héi thdng tién & phdt trién bén thén

2/23/2016

mn Right Choice, Bright Future
N

Lwong khéng phai la dong lyc.
Lwong la dong co. S& dung chinh sach lvong mét céc
hop Iy cé thé tac dong dé tao ra ddng luc

o

7

mn Right Choice, Bright Future
N

5 bac thang nhu ciu Maslow

Nhu ciu tyf khfmg dinh
Hoc tap phit trién, hoan thanh
Nhiém vy, gidi quyét van dé

Nhu ciu dugc ton trong

‘ Vi tri, phin thugng, thing ti&n ‘

Nhu cdu xa hoi
‘ Thujc vé mdt td chire, nghi¢p doan, gidm st tét
Nhu cAu an toan
‘ Luong huu, bio hiém, dim bio viéc lam ‘

Nhu cdu sinh Iy

‘ Luong cd bin, diéu kién lam viéc ‘

RVISORY SKILLS




Right Choice, Bright Future

“Ngon nén” déng lwc

2/23/2016

Right Choice, Bright Future

Giai doan phat trién 1
D1

Nhan vién méi trong nhitng tudn lam viéc ddu tién

Nang luc Pong luc

Right Choice, Bright Future

Giai doan phat trién 2
D2

Nhén vién § thing 1am viéc thd 2, 3,4.

Nang luc Pong luc




Right Choice, Bright Future

£ Giai doan phat trién 3
D3

Nhén vién ¢6 tit 4 d@&n 10 thdng lam viéc.

Ning luc Pong luc

2/23/2016

Right Choice, Bright Future

i Giai doan phat trién 4
D4

Nhan vién nhiéu kinh nghiém lam viéc.

Ning luc Pong luc

Right Choice, Bright Future

I 33 Ky thuat giao ti€p ddi véi cong viéc
giam sat

* Ky ndng giao tiép tét sé gitip ban ra sao trong céng

viéc?

parkroyalhotels.com




2/23/2016

Right Choice, Bright Future

53.3.1 Phan loai cach giao tiép trong cdng viéc
(Business Communication)

=Giao ti€p vdi cap dudi (Downward communication)

=Giao ti&p v&i cap trén (Upward communication)

=Giao tiép v&i déng cap (Lateral communication)

parkroyalhotels.com

J‘[ . o e o Riaht Choice, Bright Future
< Giao tiép voi cap duwéi
(Downward communication)

= Tago ra sy c&i md (open-door policy)

= Quantdm & chi y ldng nghe tét cd nhitng gi ho néi

= Khéng nén thé hién cdm xuc tiéu cuc hay chi trich

déi vdi nhitng théng tin khéng vui

= Thé hién réng ban dang ddnh gid cao y kién hay s

dé nghj cua ho.

parkroyalhotels.com

J‘[ . o e A~ Right Choice, Bright Future
< Giao tiép vd&i cap trén
(Upward communication)

= Ddm bdo nhitng gi ban muén mang dén la quan

trong va cdc théng tin duo'c chudén bj chinh xdc &

day du (cdp trén thuong rdt ban!!!)

= Nén giao tiép ty tin va thudong xuyén

= [uébn c6 dé nghij cdch gidi quyét cho vdn dé ma ban

mang dén

parkroyalhotels.com

10
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Giao ti€p v&i cap trén
(Upward communication)

= Nén tdp théi quen Ién lich gdp cdp trén va cho biét
trurdc chu d& ma ban muén giao tiép

= Giao tiép & thoi diém ding sé mang dén két qua tét

= Xdc dinh ré muc dich hay y chinh trong viéc giao tiép

= “Don’t go over your manager”!

parkroyalhotels.com

2/23/2016

Right Choice, Bright Future

R Giao ti€p véi déng cap
(Lateral communication)

= Phdinhdn thire viéc giao tiép tét vdi déng nghiép
cling cép la co héi xdy dwng méi quan hé céng viéc
va ld quyén loi cho 2 phia

= Chdn thanh chia sé théng tin

= Nén suy nghivé “bigger picture” va luén giao tiép

vdi nhau vi muc tiéu chung, khéng vi cd nhdn

parkroyalhotels.com

Right Choice, Bright Future

R Giao ti€p véi déng cap
(Lateral communication)

= Nhiét tinh hé tro' & thé hién sw phdn héi chén thanh
khi giao tiép
= Nén ddt minh vao hoan cdnh ciia déng nghiép dé

hiéu vé cdc vén dé khi giao tiép

parkroyalhotels.com

11
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Right Choice, Bright Future

3.3.2 Hop nhém (Briefing)

e (Cdng cu gidm sat hoan hao cha gidm sat vién
e Phuong phap truyén tin hiéu qua
o “T3t ca déu biét nhitng diéu can biét”

parkroyalhotels.com

2/23/2016

3

Right Choice, Bright Future

3.3.3 Khi nao nén hop nhém?

«  Thuwong xuyén, mbi ca, mdi ngay

o Trudckhi khach dén hodc khi bt dau cong viéc

parkroyalhotels.com

Right Choice, Bright Future

Hoat ddng thao ludn nhém

e Nén hop nhu thé nao?

¢ Nhirng gi phai dua vao?
¢ Nhitng gi nén dua vao?

e Nhitng gi c6 thé dua vao?
e Nén tranh nhirng gi?

e Nén hop trong bao lau?

parkroyalhotels.com

12



Right Choice, Bright Future

3.3.4 Cac ciu tric hoat ddng hop nhém

1) Yéut6 thu hat sy chiy
2) Théng tin vé cdng viéc hién dang tién hanh
Vi du: thf)ng tin lién quan dé&n khach VIP/ Cac sy kién
dac biét sap tdi/ Muc tiéu & cac wu tién
3) Cac thong tin chung cd lién quan
4) Cac ndi dung dao tao can nhan manh
5) Khen ngoi & ddng vién tinh than nhan vién

parkroyalhotels.com

2/23/2016

mn Right Choice, Bright Future
N

Bai tap td chirc hop nhém

C6 3 kich ban minh hoa, ban hay ghi chd chi tiét cac

théng tin theo céach riéng cla ban dé truyén dat hiéu

qua nhat d&n nhan vién trudc ca lam viéc:

- Chia 3 nhdm, v¢&i 1 ban déng vai trd nguoi giam sat
dé t6 chirc hop nhém

- Thoigian chuin bjla 15 phat, trinh bay trudc |dp sau
do.

mn Right Choice, Bright Future
N

3.4. Huan luyén nhén vién

parkroyalhotels.com

13



mn Right Choice, Bright Future
N

3.4.1 Khi nao can huan luyén:

= Nhan vién mgi

= Tiéu chuan cong viéc khdng nhat quan

= Ch4t lvgng cdng viéc khéng nhv mong doi

= Khach hang than phién

= Sy thay déi trong SOP

= M6t dich vy méi/ Mét thi tredng/ D6i tugng khach mai
= DPoi khi SEp mai

parkroyalhotels.com

2/23/2016

T
Rigt Choice, Bright Future

A, 3.4.2 Cac hinh thirc huan luyén
phd bién trong cdng viéc:

= Huan luyén theo nhém

= Huan luyén cho tirng ca nhan

= Huan luyén tai chd (On the job training/0JT)

= Céac khda huln luyén bén ngoai doanh nghiép (Out-door
training)

= Trai nghiém céc vj tri cdng viéc khac nhau (Cross-
training)

parkroyalhotels.com

LY 3.4.3 Phwong phap WIN-WIN trong
huén luyén:
Phan tich 3 vi du vé viéc huan luyén nhan vién

parkroyalhotels.com

14



Right Choice, Bright Future

3.4.4 Ky thuat huan luyén

Doéng vién/ khen

Tach riéng

Tai sao?

Phan tich?

Cach lam dung

Ly do phai lam dung

Quan sat hodc kiém tra mirc d6 ti€p thu
Téng két

Doéng vién/ khen

2/23/2016

Right Choice, Bright Future

3.5. Ky luat

Tai sao phai ky ludt nhan vién?

Right Choice, Bright Future

3.5.1 Nhirng quan diém sai lam

Ky luat la mdt hinh thire trirng phat

T6i 13 “Boss”, tat ca phai lam theo nhirng gi t6i néi
Néu dai xtr t6t véi nhan vién, ho tu sé& lam t6t & ban
khoéng can thiét phai st dung cac hinh thirc ky luat ho.
V&i cac tinh hudng vi pham nhu nhau, viéc x Iy ky
luat phai nén giéng nhau

15



aa Right Choice, Bright Future
3.5.2 Khi nao nén ap dung hinh thirc ky luit

Trudc khi quyét dinh, gidm sat vién nén ty tra |&i cac cau

hoi sau:

= (6 phai cé nhirng ly do ngoai tam kiém soat clia nhan
vién?

= C6 quan trong dé danh nhiéu thoi gian sira sai?

= Nhéan vién c6 dugc biét vé diéu nay chua?

2/23/2016

mn Right Choice, Bright Future
N

Thong thuong sé co 2 trwdong hgp sau:

= TH1: Nhi*ng sai sét do nhitng quyét dinh cé chu dich cla
nhan vién (3n cap, pha hoai tai san, ngl khi trong ca
viéc...)

= TH2: Nhi*ng sai sét ngoai su kiém sodt ctia nhan vién
(nhirng gi chua dugc biét hay chwa dugc huan luyén,
nam ngoai ké hoach cong viéc...)

TH1->Tién hanh xt ly ky luat

TH2->Van dé clia gidm sat vién

mn Right Choice, Bright Future
N

3.5.3 Muc dich cha viéc xtr ly ky luat

= Cho nhan vién biét dugc sy thiéu sét hay nhitng
diéu can cai thién

= Gilp nhan vién thay d6i thai d6 lam viéc dé dat dén
tiéu chuin cong viéc dwgc mong dgi

= Cho nhan vién co hdi dé chirng minh ban than &
thé hién sy cd gang

16



aa Right Choice, Bright Future
3.5.4 Nhirng hinh thirc x{ ly ky luat phd bién

= Writing report (Ban tudng trinh)
= Verbal reminder (Nh&c nh&)

= Reminder letter (Thw nhic nhé)
= Verbal warning (Canh céo)

= Writing warning (Thu canh cdo)

= Suspension (Dinh chi céng viéc)

= Discharge (Dudi viéc)

2/23/2016

mn Right Choice, Bright Future
N

Tinh hudng minh hoa

GSV: Benny, tdi can trao ddi vdi anh vé mot vai van dé
lien quan dén thu nhan xét cla vi khach ngudi Phap
gan day. Moi ciu vao phong tdi nhé.

Benny: Da, t6i s& d&n phong anh bay gi&

mn Right Choice, Bright Future
N

GSV: V& ndi dung cla birc thu than phién vé chat lwvong
cla tach ca phé dwoc phuc vu vao gi®r n sang ngay
hém qua that sy té nhu tach nwdc cé mau, khac
hoan toan vé&i chat lvgng ca phé cla nhitng ngay
trwdc dé. Va toi cling dwgce su ghi nhan anh la nguoi
phu trach cong viéc pha ché ca phé ngay hém qua.
Benny, anh cé thé cho tdi biét chi tiét vé van dé nay?

17
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Right Choice, Bright Future

Benny: Da... em khdng biét nita. Em cho hé&t ca phé con
lai trong bich vao may, roi thao tac nhu binh thuwong
ma.

2/23/2016

3

Right Choice, Bright Future

GSV: T6i d3 hidu van dé. Benny &, toi tin anh chic chan
biét tiéu chuan cia mdt tach ca phé |3 cdn 9 gram ca
phé bét. Va van dé |a lvgng ca phé con lai trong bich
khdng du theo tiéu chuin cla ching ta. Anh d3
khéng dinh lwgng ca phé bot, dung khong?

Right Choice, Bright Future

Benny: Da.... Toi da khong.... T6i sé rut kinh nghiém

18



mn Right Choice, Bright Future
N

GSV: Khdng qué nghiém trong néu anh da nhan biét sai
[3m ctia minh. T8i chinh thirc dua ra mot sy nhic
nh& cudi cung d8i vdi anh vé viéc nay. Téi khdng nght
viéc lam dung |a khé, phai khéng Benny?

2/23/2016

mn Right Choice, Bright Future
N

Benny: Da, t6i biét va cam doan sé khdng dé viéc nay
xay ra.

GSV: T6t. T6i ch& dgi cau tra | tir két qua cdng viéc
cta anh.

Right Choice, Bright Future

£Y.3.5.5 Giam sat xir ly ky ludt nhan vién
nhu thé nao?

= Giai thich & xac dinh sai s6t

= Tim hiéu nguyén nhan

= Théng nhat cach gidi quyét/ cai thién/ sira sai

= Thdng bdo hinh thirc ky luat

= Cho biét th&i gian dé theo ddi cach lam viéc clia nhan
vién

= Pua ra mot tin hiéu tich cuwc bang sy ky vong vao chat
lwgng cong viéc trong thoi gian tdi

19



Right Choice, Bright Future

3.6. X{r ly mau thuin

2/23/2016

JU

Right Choice, Bright Future

3.6.1 Tim hiéu vé “mau thuan” trong cong viéc

C6 thé don gian 13 sy khac biét vé cach nhin nhan van
d@ hay cach thirc x( Iy né...do tinh “da dang” ctia méi
ca nhan

Mau thun la diéu “duong nhién” va sé trd nén
nghiém trong néu khong dugc x{r ly t6t

Né&u biét cach xtr ly, mau thuin cé nhiéu loi ich cho
cong tac quan ly giam sat va |a tién dé cho sy phat
trién

N

Right Choice, Bright Future

3.6.2. Nguyén nhan clia sw mau thuin

Khdc biét vé muc tiéu cong viéc

Khac biét ca nhan

Han ché vé diéu kién lam viéc, cac ngudn luc
Su nhap nhang vé cac vai tro trong nhém
M@&i quan hé trong céng viéc

Van dé vé sy giao tiép

Van dé cta doanh nghiép/ t6 chirc

20
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N

3.6.3 Cac két qua sau khi x{r ly mau thuin:

= Lose - Lose (Thua—Thua)
= Win - Lose (Thang — Thua)
= Win - Win (Thang - Thing)

2/23/2016

mn Right Choice, Bright Future
N

3.6.4 Cac phong cach x{r Iy mau thuin:

= Tranhné

= Diéu chinh

= Apdat

= Cung giai quyét

= Dung hoa

- Tuy vao tinh huéng va muc dich, gidm sat vién s&
quyét dinh chon lwa phong cach nao hodc phdi hgp ra
sao.

Right Choice, Bright Future

3.6.5 Hwé'ng dan xir Iy mau thuan:

N

= Setthe tone

= Getthe feeling

= Getthe facts

= Ask for help

= Getacommitment
= Follow up

21



mn Right Choice, Bright Future
N

Bai tap cad nhan

H3y trinh bay quan diém va dé xuit cach giai quyét cu

thé& néu trong nhdm ma ban 1a giam sat cé mét thanh

vién lam viéc rat ¢ nang lyc nhung “cé van dé” vé viéc

hop tac vdi cac thanh vién con lai. Nghiém trong hon,

si viéc xay ra dinh diém khi phan |&n nhan vién cé y

dinh lang cong khi cé nhan vién nay lam chung.

- Thoigian chuin bjla 20 phat

- Giang vién moi ngdu nhién cac ban lén chia s& truwdc
l6p.

2/23/2016

mn Right Choice, Bright Future
N

3.7 Banh gia nhan vién

J-l Right Choice, Bright Future
3.7.1 Pinh nghia:

= M6t cudc trao d6i chinh thirc gitta nhan vién va cap
trén tryc ti€p clia minh vé két qua cong viéc da thuc
hién & muc tiéu tiép theo clia nhan vién dé

= Nén dugc thyc hién mot [an/ quy. T8i thiéu: mot [an/
nam

22



Jj Right Choice, Bright Future
3.7.2 Tai sao phai danh gia?

= Gilp nhan vién biét dugc sy tién bod cha ho

= Tao co hodi cho nhan vién duwa ray kién

= Yéu ciu ngudi gidm sat tap trung vao danh gid sy
thuc hién cong viéc clia nhan vién mét céch khach
quan

= T6t cho hoat déng giao tiép

= L3 co hoi dé cling c6 lai cac SOP

RVISORY SKILLS

2/23/2016

Jj Right Choice, Bright Future
3.7.3 Cac kiéu danh gia

RVISORY SKILLS

mn Right Choice, Bright Future
N

Cac kiéu danh gia

s g Dai khdi Chf trich Xay dung
Ha kh g —— !
axhae Map md le‘ mat chuyén
Mo hd Gicu cgt nghiép

RVISORY SKILLS
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Right Choice, Bright Future

Ha khic & phé phan

Phé binh mét chiéu

Khéng cé ich d6i vdi ngudi gidm sat
Lam tat ngon nén dong luc

Gay cadm gidc mét mai cho ca hai phia

RVISORY SKILLS

2/23/2016

Right Choice, Bright Future

Pai khai, mo hé

Co hoi cho nhan vién kéu ca, phan nan vé nhitng
diéu nhé nhat

Thé hién khong ding diéu mudn noi

Khéng may gia tri d&i v&i ca hai bén

Lang phi thoi gian

Right Choice, Bright Future

Chi trich

Lam gidm gid tri cdng viéc

Lam giam quyén han clia ngudi giam sat
Lam gidm s ton trong

Lam gidm dong lwc lam viéc

24
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Chuyén nghiép, xay duwng

e Hiéu biét & chia sé
o XU s nhw mot déi tac
* Hop tac

e Ty tin & than thién
* Giao tiép hai chiéu
e Cé sy chuln bi kj cang

e (o lgicho ca hai bén

2/23/2016

Right Choice, Bright Future

3.7.4 Ky thuat danh gia nhan vién

Right Choice, Bright Future

Chuan bj cac phwong an cau héi:

Piéu gi ban lam t&t?

Ban gap kho khan gi?

Lam thé n3o dé hd tro ban tét hon?

Piéu gi ldam ban hai long nhat trong cdng viéc ctia minh?
Ban that sy khong thich lam viéc gi?

Ban mudn dwoc tham gia khda dao tao nao?

Ban cdy kién gi dong gép dé cdng viéc dugc tét hon?
Theo ban, diéu gi t6i c6 thé lam dé thanh ngudi quan ly
tot hon?

25



Right Choice, Bright Future

5 buéc danh gia

Buwdc 1: Chuan bi
Budc 2: Bit dau
Budc 3: Trao DBi
Buwdc 4: Dat muc tiéu
Budc 5: Két thic

2/23/2016

Right Choice, Bright Future

Budc 1: Chuan bi

o An dinh thoi gian & dia diém

¢ Chon thoi gian phu hop

* Dija diém tach biét, khong bi lam phién

o E)Era mau dénh gia cho nhan vién, dé nghi & hudng
dan ho ty danh gia

3

Right Choice, Bright Future

Budrc 2: Bit dau

e Tao tdm ly thodi mai
¢ Théng bao muc dich cudc gap

26



mn Right Choice, Bright Future
N

Bwdrc 3: Trao d6i

* Sosanh két qua thyc t& véi bang mo ta cong viéc
hodc danh muc dau viéc dwoc giao

* Giao tiép 2 chiéu

¢ Tao khong khi hgp tac

2/23/2016

mn Right Choice, Bright Future
N

Budc 4: Dat muc tiéu

e Cacviéc sé lam trong twong lai

e D3otao, hd tro

e Cac muc tiéu

* K& hoach phét trién nghé nghiép

mn Right Choice, Bright Future
N

Bwdrc 5: Két thic

o Tém tat cac diém chinh
e C3m on & khen ngoi
* Tiép tuc theo ddi
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Right Choice, Bright Future

Bai tap nhém

Chia nhém véi 2 ban, trong d6 1 ban déng vai tro la
giam sat vién & 1 ban ddéng vai nhan vién. Cac ban cung
thao luan dé xay dwng mot kich ban clia budi danh gia
cho moét nhan vién trudc khi thang chirc Ién vi tri cong
viéc cao hon.

- Thoigian thyc hién la 20 phut

- Trinh bay trwdc lép sau do.

2/23/2016

Right Choice, Bright Future

3.8. Xay dwng nhém lam viéc

RVISORY SKILLS

0 Right Choice, Bright Future

Xay dwng nhom lam viéc
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J‘l Right Choice, Bright Future
3.8.1 Nhém & Nhém lam viéc?

» Mét nhém la tap hop mét s6
ngudi lam viéc cung nhau dé

thuec thi cécphiém vu c6 lién L 4 ® @
guan song van gilt tinh déc lap.
Ho phéi hgp chi dé dat dugc

muc tiéu

» MOt nhdm lam viéc ludn nd lyc
thiét 1ap ma&i quan hé hop tac <
tich cyc gilra cac thanh vién @
trong nhom; luén khuyén khich 3
mdi thanh vién 1am viéc xuat sic \%\ o
hon & chinh diéu dé tao ra hiéu i &
qua vuot trdi cia cd nhém

RVISORY SKILLS

2/23/2016

mn Right Choice, Bright Future
N

M6t nhom chinh thirc

e C6 mét nhém trwdng dwoc chi dinh

e Nhém truwdng cd thé cé quyén quyét dinh cao hon
cac thanh vién khac

J‘l Right Choice, Bright Future
Nhém khong chinh thirc

e Hinh thanh & phat trién mot cac ty nhién theo cach riéng

e Luan phién thay d&i ngudi linh dao

e Nhém trudng khdng cé quyén han chinh thirc d6i véi cac
thanh vién khac

* D6i khi nhédm khéng chinh thirc c6 mét s6 wu diém hon
so vd&i nhom chinh thirc

#
=

RVISORY SKILLS
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mn Right Choice, Bright Future
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3.8.2 Tai sao moi nguwo'i tham gia vao nhém?

* P& thuc hién cdng viéc mot cach nhanh chéng & hiéu qua
nhat cé thé

e DPE& cam thdy minh dwoc déng gép vao thanh cdng chung
cla nhém

e DE& cam thay minh |3 mét phan cua tap thé

mn Right Choice, Bright Future
N

Theo Maslow:

N . L a Nhu ciu ty
¢ DE phat triéu, ndng cao & khiing dinh
khang dinh cac nhu cau quan Nhu ciu
trong clia ban than Pugc (0n trong
e L&ty nhién 13 moi ngudi thich Nhu cdu xa hoi
dugc thudc vé mot cac gi do Nhu ciu an toAn
* Khﬁng ai thich “bo vo” ‘ Nhu cdu sinh Iy ‘

mn Right Choice, Bright Future
N

3.8.3 Lgi ich ctia lam viéc nhém?

= Tap hop nhiéu y twdng

= Phat huy tri tué clia tap thé

= Tang tinh sang tao
= Ting m&i quan hé hop tac

= Céc nhan vién duoc trao quyén
= Tang hiéu qud cdng viéc

30
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3.8.4 M6t s6 han ché ctia lam viéc nhém?

= M4t thoi gian

= M6t s6 thanh vién s lai

= Mot s8 thanh vién sé& lo s bj kéo cling ng3

= Nhitng thanh vién “cirng dau” s& anh hudng dén
nhom

2/23/2016

J-l Nguwoi giam sat sé xay dwng hay phahuy
h6

"U

e Diéu gi tét hon?
* Tai sao ching ta can d&t cau hoi nay?

PR 3.8.4 Ngu&ri giam sat pha hiy nhém
nhw thé nao?

= Khong dao tao

= Chi bao qua mirc d&i véi cac nhém lam viéc cé kinh
nghiém

= Twdc bo céc quyén clia nhan vién

= C8 gang phan cong lai trach nhiém khong phu hop

= Phan cong céng viéc khong ro rang

= Thién vi ngwai nay hon nguoi khac
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Céng khai chi trich ngudi khac
Ché bai cap trén hodc cong ty
Giao tiép kém (khéng Iang nghe)
Khéng khuyén khich sang kién
Chi khen ngoi riéng ca nhan

2/23/2016

Right Choice, Bright Future

Tai sao ho lam thé

Khéng biét

S hai

Hiéu khéng ding vai trd cia minh
Che gidu su kém céi clia minh

3

Right Choice, Bright Future

3.8.5 Xay dwng nhém nhuw thé nao?

Xac dinh r6 muc tiéu

Phan cong cong viéc rb rang

Dao tao, hudng dan

Pong vién, khuyén khich, tao sy gin két
Giao tiép hai chiéu
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PERFORM
¢ Purpose & Value - ¢6 cung muc tiéu huéng dén
gia tri chung
¢ Empowerment - Uy quyén
 Relationship - Quan hé & giao tiép tot
& Communication
¢ Flexibility - Linh hoat
* Optional Performance - T8i wu chat lwvgng
¢ Recognition - Thira nhan & khen ngoi
& Appreciation

* Motal - C6 nhiét huyét

RVISORY SKILLS

2/23/2016

Right Choice, Bright Future

Lam cho nhom ban tu tin

v/ Bay to su ty tin
v" Hiéu hoan canh thyc hién cong viéc
v Khen ngoi
v Thir thich

3

Right Choice, Bright Future

Tinh hudng minh hoa

» Giam sat: Lan, lic ndo don phong dé xong, cé xuéng
tan 1 gitp Hoa don phong nhé

* Lan: Nhung téi con phdidon 5 phong niva trén téng 6
nay...

e Giam sat: Lam di! Xuéng tdng 1. Ngay béy gio
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Hiéu hoan canh

e Giam sat: Lan, luc ndo don phdng dé xong, cé xubng tang 1
gitp Hoa don phong nhé.

 Lan: Nhung téi con phdi don 5 phong nira trén tang 6 ndy...

e Giam sat: T6i biét, nhung chung ta dang cé mé viéc khad gdp.
M@t doan khdch sé dén déy trong 1 gio niva ma ho lai & cdc
phong téng 1. trong khi d6, cdc khdch hang & téng trén sé
nhén phong vao chiéu téi. Vi vay, cé giip gidi quyét viéc gap
dwdi nay trudc dd nhé!

e Llan: Vdng duoc, Quynh dang & day, téi goi cé dy gitp thém
nhé!

« Giam sat: Co dy van & ddy a? T6t qud, vdy ching ta lai cé

thém nguoi gitp, cdm on c6 nhé!

RVISORY SKILLS

2/23/2016

mn Right Choice, Bright Future
N

Khen ngoi

e Giam sat: Hém nay ld mét ngay khd vét va - tét cd cdc
phong déu cé khdch, 104 khdch trd phong & 95 khdch dén
buéi trua...

¢ Nhan vién budng: vdng, ching ta khéng lam thé niva. That
qud khd ndng cta ching ta, ching ta khéng thé thudng
xuyén lam viéc theo cdch nhu vdy...

e Giam sat: Bung, téi hi vong nhw vdy, nhung phdi ndi la téi
rét én twgng! Bao nhiéu ndm lam & bé phén buéng, téi chua
bao gi& chirng kién céng viéc dugc Iam nhanh chéng & hiéu
quad nhw vdy. Cdc ban la nhitng ngurdi t6t nhdt ma téi duoc
lam viéc cting. Cém on moi nguwdi rt nhiéu, néu khéng cé
moi ngudri chdc chdn moi viéc sé réi lén mat

RVISORY SKILLS

Jj Right Choice, Bright Future
Thir thach

e Giam sat: C6 vé chung ta dang gdp rdac réi véi cdi mdy hat bui.
Giodng bdnh Idi bj v& va chdc phdi mét cd thé ky, mdy anh kyj thudt
mdi stra xong. Moi ngudi ¢ gidi phdp gi khéng?

* Hoa: Sao ching ta khéng ding chéi quét san déi véi phong khéng
qud bén

e Quynh: Con cdch khdc tét hon, sao ching ta khéng tw stra cdi mdy

e Gidm s@t: Stra nhu thé ndo?

 Quynh: O nha ching téi thwong lam nhw vy méi khi ching bj vé,
chi can dwa cho téi cdc Giodng mdi, téi sé chi cho moi ngudi cdc
thay cdi Giodng do.

o Gidm sdt: Hay Idm, t6i sé dildy cdi Giodng mdi. Vdn dé da dwoc
gidi quyét, Quynh tét Idm!
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Right Choice, Bright Future

3.9. Sap x&p lich lam viéc cho nhan vién

RVISORY SKILLS 103

2/23/2016

T
Right Choice, Bright Future

3.9.1 Tim hiéu vé viéc sdp xép lich lam viéc

= (6 thé dwoc sdp xép theo 1 tuan/ 2 tuan thé hién rd
tén nhan vién, vi tri cong viéc, thai gian lam viéc
trong 1 ngay

= Giam sat vién sé dy doan tinh hinh kinh doanh va
dua vao tiéu chudn nhan sy dé cé ké hoach nhan
hiéu qua trong mot thoi gian cu thé

= Ngoai chirc ndng diém danh nhan vién, mot lich lam
viéc hop Iy va khoa hoc s& cé nhiéu chirc ndng khac.

RVISORY SKILLS 104

0 Right Choice, Bright Future

Weekly Roster (Nov 2 — Nov 8)

™M ™M ™M OFF ™M ™M

Xudn M
Hoadng M M M OFF M M M
Tinh A A OFF M M A A
Ngdn A OFF A A A A A
Dinh N N N N N N OFF
Tai OFF A A A A AL N
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Right Choice, Bright Future

Cac ky hiéu trong lich lam viéc:

M: Morning shift OT: Overtime

A: Afternoon shift UL: Unpaid Leave
N: Night shift

OFF: Day-off

AL: Annual leave
PH: Public Holiday
SP: Split shift

SL: Sick Leave

ML: Maternity Leave

2/23/2016

3

Right Choice, Bright Future

M M SP OFF M N

Xudn M
Hoang M M SP OFF M SP SP
Ngén A A A(0OT) A(O.T) A(O.T) OFF M
BDinh A A OFF M SP A(O.T) A(O.T)
Tai N N N N N N OFF

Right Choice, Bright Future

3.9.2 Nhi¥ng cich sdp xép lich lam viéc

= Xé&p ca khac gio nhau

= D&n nhiéu gid' lam viéc

= Chia dbi ca lam viéc

= S{ dung nhan vién ban thoi gian hay lam thém gid

SUPERVISORY SKILLS 108
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Right Choice, Bright Future

Bai tap

T6ng s6 nhan vién nha hang a 6 nhan vién. Hay sap xép
lich Iam viéc trong 1 tuan vdi cac yéu cau sau:

- M®i ngay binh thuwéng c6 2 nhan vién ca sang, 2 nhan
vién ca chiéu, 1 nhan vién ca dém

- Ngay t8i thi 6, cé doan khach I&n can 4 ngan vién
phuc vu.

- Trong tuan can phai sdp x&p cho quy ngay phép giam
5 ngay

2/23/2016
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o

TRUBNG CAD DANG NGHE.
DU LICH SAIGON

Chuwong 4:
Quan Ly Tai Chinh

2016 SUPERVISOR SKILL i

2/23/2016

mn Right Choice, Bright Future
N

Muc tiéu bai hoc:

= Nhan biét dugc cac cdng cu quan ly chl yéu cla
cOng viéc giam sat.

= Doc hiéu mét tiéu chuan qui trinh cong viéc mau.

= Xay dung dwoc cach lam viéc c6 k& hoach va chi tiét
trong vai tro giam sat vién.

mn Right Choice, Bright Future
N

Muc tiéu bai hoc:

= Hiéu tam quan trong clia cac muc tiéu tai chinh

= Trinh bai dwgc cdc chi tiéu tai chinh co ban

= Biét cach tinh todn chi phi thy'c phdm va dé sujt gia
ban

= Xac dinh dwoc vai trd cla gidm sat vién ddi véi cac
chi tiéu tai chinh




2/23/2016

Right Choice, Bright Future

{14.1. Tam quan trong chQa céc chi tiéu tai chinh
(Financial goals):

= Muc dich quan trong nhat ma “boss” quan tam

= Trach nhiém & nhiém vu clia cdc bén

= Quyeén lgi cla tat ca cac bén
= Ngudn lyc I6n nhat cho cac dinh hudng hoat dong
cla doanh nghiép

= Chitiéu dénh gia cong viéc clia cip quan ly

Right Choice, Bright Future

4.2. Cac chi tiéu tai chinh (Financial goals):

mn Right Choice, Bright Future
N

Doanh thu — Chi phi = Lgi nhuan




a Right Choice, Bright Future
Daily Sale Report

Currency: USS

60

Breakfast 190 1,520 550 2,130 11.21

Lunch 50 950 450 100 1,500 30.00
Dinner 70 2,030 820 150 3,000 42.85
Pre-dinner 15 200 50 250 16.67
Total 325 4,700 1,870 310 6,880 21.17
2016 SUPERVISOR SKILL

2/23/2016

a Right Choice, Bright Future

4.2.1 Cic chi tiéu vé doanh thu (Revenue)

= Food revenue (doanh thu thirc an)

= Beverage revenue (doanh thu thirc ung)

= Other F&B revenue (Cac doanh thu khac): Banquet
room rental (tién thué phong yén tiéc), equipment
rental (tién thué cac trang thiét bi dung cu), corkage
charge (phi khui chai), Miscellaneous/ other income
(cac doanh thu linh tinh???)

= Average guest check (doanh thu trung binh/ khach)

2016 SUPERVISOR SKILL

a Right Choice, Bright Future

Sample sheet
o costofsales

Food cost 1,550
Beverage cost 320
Labor cost 1,300

Equipment 90
Flower & decoration 25
Uniform 50
Marketing & advertisement activities 100
Entertainment 170
Water 120
Electricity 240

2016




a Right Choice, Bright Future

4.2.2 Cac loai chi phi (Expenses)

= Food cost & beverage cost (chi phi thyc phdm)

= Labor cost (chi phi nhan cong)

= Other operation expenses (cac chi phi hoat dong
khac): mua hay bdo tri trang thiét bi dung cy, chi phi
dién/ nuwéc, chi phi quang céo...

= Fix cost (céc chi phi c¢8 dinh): khau hao tai san, thué
dat, phi quan Iy...

2016 SUPERVISOR SKILL

2/23/2016

a Right Choice, Bright Future

Sample sheet

Cost of sales 3,170
Operating expenses 795

GOP (Gross Operating Profit) 2,915
Profit Margin (%) 42.4%

2016 SUP!

a Right Choice, Bright Future

4.2.3 Céc chi tiéu vé lgii nhuan (Profit)

= GOP (Gross Operation Profit): Tién 1&i trwdc thué
= Profit Margin (%): Ti I& Igi nhudn so vdi doanh thu

2016 SUPERVISOR SKILL




PR 4.2.4 Phan tich diém hoavén
(Cost-Volume-Profit analysis)

- Puoc st dung dé tinh diém hoa von (breakeven point)
- Tai diém hoa vén 1a khéng 13i, cling khong 16

Loi nhuan = doanh thu — chi phi bién d6i (CPBDK) — chi phic dinh (CPCD)

2/23/2016

mn Right Choice, Bright Future
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Cong thirc

CPCH
S8 khéch can dé hoa vén =

CTBQ - CPBBK

CPCD+ LTT
S8 khéach can dé dat duoc lgi nhudn mong Mmudn = ——-—eeeeeeeme oo
CTBQ - CPBDK
CPCD: téng chi phicb dinh
CPBDK: chi phibién d6i trén mét khach
CTBQ: chi tiéu binh quéan trén mét khach
LTT: lgi nhu&n mong muén truéc thué

2016 SUPERVISOR SKILL 14

mn Right Choice, Bright Future
N

Bai tap mau

Nha hang Saigon dy tru tinh hinh kinh doanh trong
nam 2016 nhu sau:

- Téng doanh thu: USS$ 1,000,000

- Téng chi phi c6 dinh: USS 110,000

- Téng chi phi bién d6i: USS 740,000

- Téng lwgng khach dy kién: 133,333 khach
1) Tinh Igi nhuan dy kién?

2) Tinh CTBQ & CPBDK?

3) Tinh s6 khach can tai diém hoa vén?

2016




4.3. Menu costing

Right Choice, Bright Future

(Chi phi mén dn & thirc uéng)

2016 SUPERVISOR SKILL

2/23/2016

Mi 8ng sot thit bo

Right Choice, Bright Future

Mi éng
Thit Bo
Pho Mai
Hing Qué
Dau Olive

Toi

Hanh ct

Thanh phan_| Donvi__| pongia__|

Ke 62,000
Ke 415,000
Ke 220,000
Ke 17,000
Chai (700ml) 150,000
Ke 31,000
Ke 14,000

2016 SUPERVISOR SKILL

17

Bai tap

Right Choice, Bright Future

Hay thr tinh toén chi phi thuc phdm cho 1 phan “Mi

8ng xao thit bd” 1a bao nhiéu tién?

2016 SUPERVISOR SKILL




0 Right Choice, Bright Future

Bang tinh chi phi thuc phdm clla mén an

Mi Bng Ke 62,000 180¢gr 11,160
Thit Bd Ke 415,000 70gr 29,050
Phé Mai Kg 220,000 20 gr 4,400
Huing Qué Kg 17,000 Sgr 85
Dau Olive Chai/700ml 150,000 30ml 6,429
Toi Ke 31,000 Sgr 155
Cdi Hanh Ke 14,000 sgr 70
Tong cong 51,349
2016 SUPERVISOR SKILL 19

2/23/2016

0 Right Choice, Bright Future

4.3.1 Co sé& tinh toan:

= Cong thirc tiéu chudn cha mon &n va thirc udng
(Nguyeén liéu, khéi lwvgng/ dung luvgng, budc ché
bién...)

= Gia clia nguyén vat liéu dau vao

2016 SUPERVISOR SKILL 20

0 Right Choice, Bright Future

4.3.2 Bang tinh chi phi:

= L3 phan rdt gon cta cong thirc ché bién/ pha ché tiéu
chuan

= GOm céc ndi dung: nguyén liéu/ khéi lvong/ don gia/
S6 phan/ chi phi cho mét phan

2016 SUPERVISOR SKILL 21




J‘l Right Choice, Bright Future
4.3.3 Tinh gia ban

Céng thirc co ban:

Gia ban = Chi phithuc pham tiéu chuan (SPC)/% chi phi thuc phdm mong muén

2/23/2016

mn Right Choice, Bright Future
N

M@t s& kinh nghiém khac:
= Moén an:
Gid bdn = chi phithirc én x 2.5 (3)
= Thirc udng:
Gid bdn = chi phi thtrc ubng x 5 (5.5)

mn Right Choice, Bright Future
N

Mt s& kinh nghiém khac:

Nha hang sang trong:
% chi phi thirc dn: khodng 30% - 35% gid ban
% chi phi thirc uéng: khoang 15% - 20% gia ban

Nha hang binh thuéong:
% chi phi thirc dn: khodng 40% - 50% gid ban
% chi phi thirc uéng: khoang 20% - 30% gia ban




0 Right Choice, Bright Future

Bang tinh chi phi thuc phdm clla mén an

Mi Gng Ke 62,000 180¢gr 11,160
Thit Bd Ke 415,000 70gr 29,050
Phé Mai Kg 220,000 20 gr 4,400
Hung Qué Kg 17,000 Sgr 85
Dau Olive Chai/700ml 150,000 30ml 6,429
Toi Ke 31,000 sgr 155
Cii Hanh Ke 14,000 sgr 70
Tong cong 51,349
2016 SUPERVISOR SKILL 25
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0 Right Choice, Bright Future

Bai tap

Tir bang tinh chi phi thuc phdm trén, hdy dé nghi gia
ban mén an nay va&i SEp cla ban?

2016 SUPERVISOR SKILL 2

0 Right Choice, Bright Future

4.3.4 Kiém soat chi phi thywc phdm

= Thuong xuyén theo ddi % chi phi thyc phdm thyc té
50 V@i % chi phi thyc pham duy kién

= So sanh & phan tich t8ng chi phi thuc phdm tiéu
chuén véi téng chi phi thuc pham thuc té

= Quan sat & phan hoi vé tiéu chuin clia phan &n &
thirc udng

2016 SUPERVIS




a Right Choice, Bright Future

= Chi phi thyc phdm thyc té€ (CPTPTT): téng s8 tién bod
ra mua thyc pham dé phucvu

= V&i nhitng noi mua hang nhiéu dé xay ra tinh trang
tén hang dau va cudi thang thi theo céng thirc sau:

CPTPTT = T6n dau ky + Mua vao — Tén cudi ky

2016 SUPERVISOR SKILL 28
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a Right Choice, Bright Future

Weekly Beer Inventory

12 13 19

Saigon (green) 20
Saigon (red) 20 12 7 25
Tiger (bottle) 30 48 45 33
Heineken (bottle) 50 48 39 59
Sapporo (can) 40 24 25 39
Corona (bottle) 30 18 19 28 1 spoilage bottle
Budweiser (bottle) 30 12 6 36
2016 SUPERVISOR SKILL 29

Right Choice, Bright Future
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PR 4.4. Vai tro chia giam sat vién doi
vé&i cac chi tiéu tai chinh

2016 SUPERVIS!

10
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Right Choice, Bright Future

4.4.1 Muc tiéu

= Doanh thu: Tang
= Chi Phi: Gidm
= Loinhuan: bat (mong doi)

2/23/2016

3

Right Choice, Bright Future

4.4.2 Phan tich mdt bang bao cdo
tai chinh mau

Right Choice, Bright Future

4.4.3 Nhirng viéc can lam

= C6 kha nang hiéu va phan tich bang béo cdo doanh
thu & chi phi

= Théng bao cho nhan vién biét rd muc dich nay

= D@ ra duwgc cach lam

= Trién khai viéc thuc hién

= Theo ddi, nhdc nh® & gidm sat viéc thuc hién

= Can bing cac nhiém vu tai chinh & phan hdi véi cap
trén

11
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Chwong 5:
Giam Sat Hoat bdng
Ban hang

T
mn Right Choice, Bright Future
N

Muc tiéu bai hoc

* Nhan biét tm quan trong ctia hoat ddng ban hang
e Tim hiéu vé hoat ddng ban hang ndi bo

o N3m vitng cac ki thuat ban hang
e Xay dung sy ty tin & thuan thuc k§ thuat ban hang

MENU ENOWLEDGE

k PROBLEM - SOLVE
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J‘l Right Choice, Bright Future
5.1. Hoat dong ban hang n6i bo

= Pon gian duoc hiéu 1a nhitng nd luc dé tao ra doanh
thu hay gia ting doanh thu tir nhitng khach hang dén
vdinha hang

= Chat lwgng dich vy, cdc md&i quan hé véi khach hang
sé& gilp cho hoat déng ban hang hiéu qua hon.

= Thé hién “chirc nang kinh doanh” trong hoat déng
cla nha hang
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£ 5.2. Cac loai hinh clia hoat déng ban hang
ndi bo:

" |nternal merchandising
= Special promotion
= Suggestive selling
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5.2.1 Internal merchandising

Bao gdm viéc sir dung tat ca cac vat dung nhu bang
hiéu, t& budm, thure don, hinh anh, cac hinh thirc bidu
dién...gitp cho khéach hang dé dang tiép can dwoc san
pham va dé dang bj thuyét phuc.
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5.2.2 Special promotion

= Poi hdi sy sang tao va cé thé mang nhiéu muc dich
khac nhau: tao sy nhan biét, phat trién khach hang
mdi, tang quyén Igi cho khach hang than thiét, cai
thién doanh thu trong mua thap diém (?), quang ba
mot sdn pham mai hay mot sy kién nao do...

= C4c hinh thirc thong thuong: couponing, product
sampling, contest, package, gift cards/ gift
certificates, discounting, bonus offer, loyalty guest
programs...

SAVE 5% ON YOUR MEAL
WITH THIS COUPON!"
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’ 5.2.3 Up-selling

= K{ thuat dua cac goiy nham né lyc hon nita ban
thém san pham

= Sy tinh y & danh gia dung tinh huéng 1a can thiét

= Hi€u vé& nhu cu c nhan clia khach hang

= Hi€u rd sdn phdm can bén |3 diéu quan trong nhat

2016
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"~ Xem lai ki thuat ghi nhan yéu cau goi mén

v’ Chuén bi

v’ Trinh thuc don

v Chiy ldng nghe & cdn thdn ghi nhdn yéu cau cia
khdch

v Ldp lai yéu céu cia khdch

v Théng bdo thoi gian khdch sé ché doi

v’ Cdm on khdch & thu lai thue don

2016 SUP!




PR 5.3. Cac ky thuat giup cho viéc ban hang
thanh cong
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Suggestive selling

Bai tap tinh hudng:

M®ét nir doanh nhan vao nha hang &n trua vdi déi tac.
Nhan vién da thanh cdng trong viéc ban 2 phan Tém
hum Canada s6t bo téi & 2 ly rvgu vang trang hdo
hang.

Cau héi:

- Ban c6 thé Iam t8t hon hay khéng?

- Bangcach nao?
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'8 ki thuat gitip cho viéc ban hang thanh céng
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5.3.1 Selling attitude
(Th&i d6 ban hang)
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5.3.2 Be enthusiastic. It is easier to sell
something you’re excited about

(Nhiét tinh. Moi chuyén sé dé dang hon néu ban that s
c6 dwoc sw hiing khéi khi ban hang)

P
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5.3.3 Be positive
(Tich cyc trong suy nghi' & hanh déng)
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5.3.4 Offer 2 or more choices
(Nén dwa ra it nhdt 2 sw chon lva)
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5.3.5 Be descriptive
(Gidi thich mon dn hay thirc uéng cang chi tiét cang tét)

Right Choice, Bright Future

5.3.6 Use mouth-watering phrases
(St dung cdc thudt ngit/ tir tao sw hép dén cho mén dn
hay thirc uéng)
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5.3.7 Be honest
(Nén la mét ngurdi bdn hang chdn thanh)
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5.3.8 Use merchandising salesmanship, but
Don’t push

(St dung kj ndng bdn hang, nhung khéng nén bat ép
khdch)
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Chwong 6:

Xt ly tinh huéng trong phuc
vu khach hang

2016 SUPERVISOR SKILL i

2/23/2016

mn Right Choice, Bright Future
N

Muc tiéu bai hoc:

= Tao syt tin khi giai quyét than phién hodc cac tinh
huéng khi phuc vu

= X&c dinh dwoc nguyén nhan cla sy than phién

= Hiéu duoc cac hudng dan giai quyét phan nan, khen
ngoi

= Tim hiéu cac tinh hudng khéc cé thé xay ra trong qua
trinh phuc vu & huwdng xt Iy.
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Thao ludn

Liét ké cac nguyén nhan cé thé xay ra sy than phién cla
khach hang?

v’ Chat lwvgng san pham?

v’ Chat lwvgng phuc vu?

v Théi d6 cha nhan vién?

v’ Trang thiét bj dung cu?

v/ Sy “cdm thy” cla cé nhén khach hang?




6.1. Sw phuc vu that bai?

Mét su phuc vy that bai la khi bat ky dich vu hay hanh
ddéng phuc vu ndo khéng dat dén sy mong dgi cla
khach hang.
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6.2. Dinh nghia vé su giai quyét phan nan:

La nhitng hanh déng hd tro kip thoi & hiéu qua ma
ching ta thuc hién dé tim lai sy hai long cta khach
hang sau khi trai nghiém “sy phuc vy that bai”

p Right Choice, Bright Future
" 6.3. Khach hang than phién vi.........?
gthanp

= Than phién vi muén tré& thanh khach hang than quen
cla ching ta

= Than phién vi muén quan tdm dén ching ta va muén
ching ta thanh cong hon

= Than phién vi muén ching ta hiéu va biét cac van dé
dang xay ra & giai quyét ching t6t hon
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“guest who complains is your friend and a complaint is
a gift or an opportunity to recover and improve guest
satisfaction rather than lose a valued guest”
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Cau héi

1) Diéu gi s& xay ra néu thanh cdng trong viéc giai
quyét than phién cla khach hang?

2) Diéu gi s& xay ra néu that bai trong viéc giai quyét
than phién cla khach hang?

J‘l Right Choice, Bright Future
6.4. Quan diém khac biét:

“Viéc giai quyét cac than phién mét cach hoan hao s&
dat dwoc sy gan két & sy hai long clia khach hang tét
hon 1a mét dich vu hoan hao”
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Tai sao?

e Cé co hoi thé hién sy hd tro & chia s& vdi khach

e (6 co hdi tac dong dén sy hai long clia khéach tir nd
lwc cd nhan

e (6 co hdi biét dugc va cai thién chat lvong phuc vu
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Mot budi an toi

T6i muén udng nudc véi ban géi lic 18h00 tai quay bar,
sau d6 sé cé budi tdi tai nha hang ltc 19h00. Vi vy, toi
da truc ti€p d&n nha hang vao sang hom dé dé dit ban
an cho budi t6i.

K&t thuc 2 ly capuccino, ching tdi buéc chan qua nha
hang .... Ngudi giam sat rat nhanh chéng nhan thay
chuing t6i. Anh ta chao va néi:
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“Xin chao anh chi. R4t xin 18i, nha hang ching téi hién
khdng con ban tai thoi diém nay...”

Rat that vong! Ching toi c6 gang giai thich vé viéc dat ban
trwdc do....

> La nguwéi gidm sdt trong tinh huéng nay, ban sé
lam gi?
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6.5. Hwd'ng dan giai quyét cac than phién

= Nhay bén & phan t&rng nhanh

= Xin 16i

= Thé hién sy thau hiéu

= Khoéng tranh luan

= Chia s& cAm nhan cda khach

= Danh quyén phan xét cho khach

= Thdng bdo & gidi thich nhitng gi minh s& lam
= Khéang dinh lai k&t qud & cdm nhan cla khach
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GSV: .....Anh c6 thé vui Idong cho em biét tén cla ban
nhan vién nao da nhan dat ban sang nay cho anh khong
a?

KH: C6 Thanh, mdt cb gai trong dong phuc do dai. Toi
da dat 1 ban an 2 ngudi & khu virec yén tinh. Toi té!
GSV: Thanh that xin 16i anh chi, day qua la mét sai sét
qué l&n cta nha hang.

V&i yéu cau cla anh chj, em nghi nha hang em hién gio
6 thé sap x&p ngay lién 1 ban &n gan clra s6 goc kia
hudng tdm nhin ra hd boi. Phién anh chi cé thé cho nha
hang em thém khoang 5 phut niva dugc khéng a?

2016 SUPERVISOR SKILL 14
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KH: Ciing c6 thé chdp nhan.

Nhung phai cho!11?2??
GSV: Da, rat cdm on sy dong y clia anh chi cho o1 dé
nghi nay. Nha hang tui em s& thyc hién ngay viéc sap
xép nay s&m nhat cé thé. Ngoai ra, nha hang chan
thanh mudn gli tdng anh chj 1 chai champagne hong
ma em nghi s& rat phu hop cho budi t&i ctia 2 anh chi
ngay hom nay.
KH: Uh, cling dugc. Nhanh nhé!
GSV: Da, em rat cdm on. Xin m&i anh chj ngdi chd em
mét chut.

2016
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(Sau 3 phat).............

GSV: Xin chao anh chi, ban &n ctia minh d3 s3n sang. Em
mdi anh chj theo I8i nay a.

KH: OK

GSV: Xin mdi anh chi ngdi. Ngoai chai rigu champagne nay
va tiéc ty chon ngoai kia, anh chj c6 muén yéu ciu ca si cla
nha hang biéu dién cac bai hat theo yéu cau ctia minh
khong a?

KH: Dugc khdng?! Tot qua, toi s& yéu cau sau.

GSV: N&u c6 thém bat ky diéu gi nha hang cé thé hé tro,
anh chj cho em biét nhé. Chic anh chi mét budi t&i vui vé.!

2016 SUPERVISOR SKILL 16
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Bai tap xtr ly tinh huéng

Yéu cau:

- Phuwong an giai quyét?

- Cach giao ti&p v&i khach nhu thé nao?

1) Khach néi qua to tiéng anh hwéng dén cac khach
khac trong nha hang.

2) Khach da udng qua nhiéu va cé dau hiéu say nang,
nhwng van yéu cau thém ruwou

3) Khach lgi dung “cham vao” ngwi nhan vién nir.
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4) Khach ngbi gac chan chan 16i di trong nha hang

5) Khach vao nha hang ma khong cé trang phuc phu
hop

6) Khach yéu cau nhan vién udng rugu va ngdi chung
v@i ho.

7) Khach thanh toan héa don bing thé nhwng bi ngan
hang tlr chdi vi “ng” qua nhiéu.
8) Khach tirc gian danh nhau.




6.6. Nén lam gi khi khach khen ngoi?
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6.6.1 Phan trng khéng phu hop

e Khéng hiéu nhirng gi khach néi

¢ Thai do phdt lo, khong qua quan tam

* Ngai ngung & khéng cé tinh hiéu phan &ng lai
« Nhan 16i khen bang théi d “qua tich cuc”

¢ Tu cho minh 1a “dich vu hoan hao”

* Sosanh & néi xau d&i tha

6.6.2 Phan irng phu hgp?

= Tinhy & ddm bao hiéu dingy khach

= Thai d6 tich cyc, phu hop & chirng muc

= Nén dai dién cho tap thé

= Tan dung co hdi dé biét nhitng diéu “chua di tot”
= X4y dung mdi quan hé khach hang

= Ggimad cac co hdi




