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LOi cam On

Tai lieu Tieu chuan ky nang nghe du lich Viet Nam va Tai lieu fao tao
phuc vu Chédng trinh Phat trien Nao tao vien fiodc xay déng trong khuon
kho trien khai D6 an "Phat trien nguon nhan l6c du lich Viet Nam" do EU tai
trd6. Nhéng thong tin quy bau trong cac cuon tai lieu nay co Aiddc nhd s6 fiong
gop ve kien thoc cung nho kinh nghiem cua nhieu chuyen gia quoc te va Viet
Nam trong linh véc du lich. Nhan dip xuat ban cac cuon tai lieu nay, Ban
Quan ly D6 an Phat trien nguon nhan I6c Du lich Viet Nam xin Aid6c bay to
sO biet 6n chan thanh foi vbi nhong ca nhan va tap the fia 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 ve s6 ho trd quy bau ve ky thuat va tai chinh fiel xay déng 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 AGOC tran trong cam 6n s6 ch: fiao sat sao va nhdng
y kien Aiong gop mang tinh Ainh hééng cua Lanh fiao Tong cuc Du lich Viet
Nam, Ban cht fiao D6 an trong suot qua trinh xay déng cac cuon tai lieu nay.

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

Chung toi Aanh gia cao s6 fnong gop cua nhdng ng6di tham gia vao
viec nghien cou, tong hop va bien soan cac cuon tai lieu nay, bao gom
nhdng chuyen gia quoc te va trong nd6dc, 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 L(CH
VIET NAM - NGHIEP VU
NAI LY LO HANH

Tai lieu tieu chuan ky nang nghe du lich

Viet Nam (Tieu chuan VTOS) - Nghiep vu Naii ly
I6 hanh mo ta cac cong viec cua Nhan vien niai
ly 16 hanh trong cac Nai ly 16 hanh hoac cac c6
sO to6ong to, voi trach nhiem t6 van cho khach
hang cac cach l6a chon khi fi du loch va cac
cho66ng trinh du loch tron goi bao gom cac chi
phi, théc hien viec nat cho va gid cho, soan

thao cac tai lieu va nhan thanh toan.

Tieu chuan Nghiep vu Nai ly 16 hanh fid6c thiet
kel ket hdp hai hoa cac tieu chuan quoc te hien
hanh, "6dc Aieu chenh phu hdp vai yeu cau cu

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

D6l an Phat trien nguon nhan l6c 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 thel cua D& an nham “nang cap tieu chuan va chat [66ng nguon nhan l6c nganh du
lich Viet Nam, giup Chinh phu va nganh duy tri chat 166ng va so 166ng fiao tao sau khi D& an ket
thuc”, cu the hoén la nang cao va cong nhan ky nang phuic vu cua ngddi lao fiong & trinh fio c6 ban
trong nganh du lich.

1.2 TIEU CHUAN KY NANG NGHE DU LICH VIET NAM

Tieu chuan VTOS la mot trong so nhdng thanh qua chinh cua D& an iddc 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 fat gid cho cho L6 hanh
« Nghiep vu An ninh khach san Nghiep vu hédng dan du lich

« Ky thuat che bien mon an Au

+ Ky thuat lam banh Au

Ky thuat chel bien mon an Viet Nam \
Nghiep vu fat gid buong khach san
- Nghiep vu Quan ly khach san nho \

Tieu chuan ky nang cho moi nghe Aiddc cac chuyen gia quoc te cua nghe fio do thao. Cac tieu
chuan Addc To cong tac ky thuat, gom chuyen gia trong nganh du lich va cac c6 s6 fiao tao du lich
ra soat. Can cd tren cac y kien Aiong gop cua To cong tac, chuyen gia quoc te fileu chinh cac tieu
chuan va tréc tiep théic hien 4 khoa fiao tao Nao tao vien cho téng nghe. Déa tren thoc te trien khai,
tai lieu tiep tuc ABAc hoan thien va Addc trinh Hoi flong Cap chdng chi nghiep vu du lich Viet Nam
(VTCB) phe! duyet chinh thoc.

1.3 BANG KY NANG NGHE

Cac tieu chuan VTOS Addc thiet ke tren cb6 sd phan tich va hinh thanh nhéng cong viec ngddi lao
fiong can thdc hien fie hoan thanh yeu cau cua mot v tri cui the. Bang ky nang nghe xac fitnh chinh
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xac nhong viec ngddi lao fiong phai lam. T6 nhdng phan tich nay, nhéng kien théc va ky nang can
thiet fibdic thiet lap nham giup ng6di lao fiong co the théc hien cong viec hieu qua trong fiieu kien
lam viec thong th6dng. Bang nay trinh bay cac cong viec 6 trinh fio c6 ban va fi6dc chia thanh a/
Phan viec ky nang va b/ Phan viec kien thdc. Them vao fio bang chu giai thuat ngd fiddc xay déng
fie giai thich cac t6 ngd ky thuat chuyen nganh

Phan viec ky nang mo ta nhéng gi ma ngodi lao fiong phai lam, qua fio giup hol thdc hien tot cong
viec. Phan viec kien thoc fiel cap fien kien théc bo sung hay ly thuyet ma ng6di lao fiong 6 trinh fiol
c6 ban can co fie thdc hien cong viec mot cach chinh xac.

Moi Tieu chuan VTOS fddc chia thanh 4 phan chinh.

Phan mot gom gidi thieu chung, chéc danh théng 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, ky nang thdc hien phan viec va kien
thoc ve phan vielc.

Phan ba neu chi tiet tieu chuan cac ky nang nghe fddc trinh bay dddi fiay.

Phan bon la bang chu giai thuat ngd chuyen nganh theo tho t6 ABC.

PHAN VIEC KY NANG

Cac tieu chuan ky nang théc hien phan viec fi6dc the hien trong bang co 5 cot nhd sau:

BOOC (THOC HIEN): xac fiinh ro nhdong bééc ngodi lao fiong phai thdc hien fie hoan thanh phan
viec theo thd td' logich.

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

TIEU CHUAN: phan nay lien he t6i nhdng tieu chuan quoc te! lien quan fien nhdng tieu chi vel chat
166ing, so 166ng, thodi gian, tinh lien hoan, ve sinh, an toan v.v.. nham fiam bao thdc hien cac bdodc
theo fAung tieu chuan.

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

KIEN THOC: phan nay lien he tdi nhong yeu cau ve kien thoc can thiet fie ho 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 théc hanh cac ky nang can thiet.

PHAN VIEC KIEN THOC

Cach trinh bay phan Phan viec kien thdc héi khac mot chut, cu the cot NOI DUNG fi66c¢ 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.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I
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1.4 CACH SO DUNG TIEU CHUAN VTOS

Tieu chuan VTOS fi6dc thiet ke cho Nao tao vien, la nhéng ng6di fia tham dé Chééng trinh phat
trien Nao tao vien va fivdc VTCB cap chéng che.

Tieu chuan VTOS la c6 sé giup cac doanh nghiep xay déng chédng trinh fiao tao 6 trinh fio ¢ ban
cho nhan vien va xac filnh nhu cau Aao tao phu hép vbéi nhu cau cua
doanh nghiep. Ngoai ra, cac c6 sb6 fao tao co the s dung Tieu
chuan VTOS fie tham khao xay déng ch66ng trinh fiao tao sinh
vien nghe 6 trinh Ao cd ban.

Noi vdi cac doanh nghiep fia co cac tieu chuan hoat fiong,
Tieu chuan VTOS giup cung co va ho tré cho cac tieu
chuan hien co. VOi nhdng doanh nghiep chbda 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 fiol gop phan nang cao chat 166ng tieu
chuan dich vu.

Mac du cac doanh nghiep co the s6 dung Tieu chuan VTOS theo

noi dung hien co, D& an khuyen khich cac Nao tao vien fiieu chinh

Tieu chuan VTOS phu hép vdi cac tieu chuan hoat fiong va fiieu kien cu the
cua doanh nghiep.

Ben canh tai lieu Tieu chuan ky nang nghe, D& an cung cap cac phédng tien ho tré' Nao tao vien
thdc hien cong tac fiao tao nhan vien bao gom fita DVD va anh minh hoa nhdng cong viec chinh.

Cung voi tieu chuan ky nang nghei la mot he thong fiang ky va cap chdong ch: do VTCB quan ly. He
thong nay giup cac doanh nghiep fiang ky nhdng nhan vien fia hoan thanh khoa fiao tao ky nang
nghe 6 trinh i c6 ban tham dd tham fiinh tay nghe tai cac Trung tam tham fiinh fie AGdc cap chong
cht quoc gia.

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

D6 an Phat trien nguon nhan l6ic Hoi fiong Cap chdng chg Nghiep vu

Du lich 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
NAI LY LO HANH

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

TOM TAT CONG VIEC

Nhan vien Aai ly 16 hanh trong cac Aai ly |16 hanh ban le hoac cac c6 sé t6dng to co trach nhiem to
van cho khach hang cac I6a chon khi fii du lich va cac ch6éng trinh du lich tron goi bao gom chi phi,
fiat gid' cho cac dich vu, soan thao cac tai lieu va nhan thanh toan.

CHOC DANH CONG VIEC
Choc danh fibdc s6 dung tren toan the: gidi fie goi ngddi théc hien cong viec nay la:
e- « Nhan vien Aai ly 16 hanh
e« « Nhan vien td van |6 hanh
e+ + Nhan vien ban chddng trinh du lich
e+ « Nhan vien Marketing/ Quan ly ban hang

DANH MUC CAC CONG VIEC
Tieu chuan ky nang nghe cho trinh fioi cé6 ban nay bao gom cac cong viec dodi fiay:
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2.2 KE HOAICH LIEN HOAN CAC CONG VIEC VA PHAN VIEC

Cang viec chinh: 14 (Tong cong)
Phan viec ky nang: 58 (Tong cong)
Phan viecc kien thdc: 22 (Tong cong)

1. KIEN THOC CHUNG VE LO
HANH, DU LICH VA VAI TRO|
CUA NAI LY LO HANH

15| 1.1 Thong tin ¢cd ban ve du lich va 16 hanh

17 | 1.2 Tac fiong cua du lich 6 Viet Nam
18 | 1.3 Tong quan ve thi tr6éng du lich Viet
Nam

20 | 1.4 Nghe nghiep trong nganh du lich —
Nai ly 16 hanh ban le

21 | 1.5 Gidi thieu vei Aai ly 16/ hanh

2. CHUAN B0 LAM VIEC

2.1 Trinh dien tai néi lam vieic

26 | 2.2 Trang phuc, fiong phuc, ngoai hinh va
soc khoe

27 | 2.3 Cac tieu chuan va muc tieu ca nhan
28 | 2.4 Chuan bi ndi lam viec

29 | 2.5 Lap thdi gian bieu

. AN TOAN VA AN NINH TAI NOI
LAM VIEC

33 [ 3.1 Tuan thu cac quy filnh ve an toan tai
ndi lam viec

34 [ 3.2 Tuan thu cac quy filnh ve an ninh tai
ndi lam viec

35 [ 3.3 Tuan thu cac quy trinh trong tré6ng
h6p xay ra hoa hoan

36 [ 3.4 Tuan thu cac quy trinh x& ly tien mat
va cac tai lieu chéng to quan trong

. LAM VIEC TAI VAN PHONG

39 | 4.1 Phoi hop lam viec trong bo phan

40 [4.2 Cac quy trinh va he thong trong
van phong

41| 4.3 S6 dung cac thiet bi van phong

42 | 4.4 Van hanh may tinh

44 | 4.5 Giao dich véi khach hang va cac nha
cung cap trong nganh du lich
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. KIEN THOC VA TO VAN VE

CAC NIEM NEN DU LiCH
A) VIET NAM
B) QUOC TE

(CHAU A, CHAU AU, CHAU MY, CHAU PHI,
CHAU RAI DOONG)

49 [ 5.1 Thu thap va phat trien cac kien thdc
ve fiem fien du lich
51| 5.2 Cap nhat kien thdc td cac nhguon van
ban
52 | 5.3 Cap nhat kien thoc td cac phddng tien
nghe nhin
53| 5.4 Cap nhat kien thoc tdi trai nghiem ca
nhan
54 | 5.5 Cung cap thong tin va t6 van ve fiiem
fien du lich

. KIEN THOC VA TO VAN VE

SAN PHAM DU L(CH
A) VIET NAM
B) QUOC TE

(CHAU A, CHAU AU, CHAU MY, CHAU PHI,
CHAU RAI DOONG)

59 | 6.1 Phat trien kien théc ve san pham

61| 6.2 SO dung tap gap do cac nha cung cap
phat hanh

63 | 6.3 Cap nhat kien thoc to cac nguon van
ban

64 | 6.4 Cap nhat kien thoc to cac phéong tien
nghe nhin

65| 6.5 Cap nhat kien thoc to trai nghiem ca
nhan

66 | 6.6 Cap nhat kien thoc té phan hoi cua
khach hang

67 | 6.7 Thong thao cac san pham 6u tien cua
fiai ly 16 hanh cua ban

68| 6.8 Cung cap thong tin va t6 van ve san
pham cho khach hang
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7.

VAN CHUYEN: NOONG KHONG,
NOONG THUY, NOONG SAT VA

NOONG BO

73

7.1 Hang khong - Cach truy cap cac
chuyen bay va cac mdc gia cong bo
(mot phan fao tao cua CRS)

77

7.2 Hang khong - C6 sé xay dong gia ve
may bay

85

7.3 Hang khaong - Cac quy finh va fiieu
kien ve gia ve

86

7.4 Hang khong - Ve may bay, quy fiinh
ve xuat ve va thong tin tren ve

92

7.5 Hang khong - Tinh toan lai gia ve cua
khach hang khi co thay fioi ve: fiat cho

93

7.6 Hang khong - Hoan lai toan bo hoac
mot phan tien ve

94

7.7 Hang khong - T6 van khach hang

95

7.8 N6dng thuy

96

7.9 N6ong sat

97

7.10 Noong bo

8.

VAN HANH HE THONG GIO CHO

101

8.1 Lam quen va hieu cac fiac tinh cua
he thong CRS (GDS)

102

8.2 Truy cap he thong

103

8.3 Tao ho sb khach hang

104

8.4 Truy cap ho s6 khach hang

105

8.5 Truy cap cac thong tin khac trong he

thong

9.

109

THIET KE CHOONG TRINH,
TiNH GIA, NAT CHO, NIEU PHOI

HANH TRINH VA XO LY TAI LIEU

9.1 Thiet kel chddng trinh du lich

111

9.2 Tinh gia chééng trinh du lich

113

9.3 Nat chol cac dich vu trong chédng trinh

116

9.4 Hoi chieu, thi thdic, hai quan va y te

118

9.5 Nat coc va thanh toan toan bo

120

9.6 Hieu ro cac tai lieu va giai thich cho
khach

121

9.7 Thay fioi ch6déng trinh va cac chi phi
phat sinh

122

9.8 Xd ly viec huy bo va hoan tien

124

9.9 Lo6u gid cac hoi sb
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10.

THOC HIEN CAC GIAO DICH
TAI CHINH

129

10.1 Quy trinh thdc hien cac giao dich tai
chinh trong Aai ly 16 hanh cua ban

130

10.2 Chuan bi hoa fién thééng va hoa
fion thue khi thich hdp va can thiet

131

10.3 Cac phddng thoc thanh toan

133

10.4 Nhan thanh toan cua khach hang va
cap hoa fién

136

10.5 Noi chieu nhat ky ban hang vao cuoi
ngay

137

10.6 L6u gid bao cao ve cac giao dich tai

chinh fia théic hien

CHAM SOC KHACH HANG

11.1 Cac yeu cau cua khach hang

142

11.2 Theo doi khach hang

144

11.3 Ho tr6 khach hang giai quyet khieu nai

145

11.4 Giai quyet viec hoan tien

XUC TIEN VA BAN CAC
NIEM NEN, SAN PHAM VA

DICH VU DU LICH

149

12.1 Hieu ro tinh hap dan cua cac fiem
fien du lich

150

12.2 Biet 16i ich va fiac trong cua san
pham du lich co the lam thoa man
khach hang

151

12.3 Hieu biet chi tiet vel cac san pham
va 0u Aai Aac biet Addc cong ty ban
quang cao

152

12.4 Nhu cau, quan tam, sd thich va mong
fidi cua khach hang

155

12.5 Gidi thieu cac san pham (theo chinh
sach cua cong ty)

156

12.6 Nait fivdc so chap thuan mua san
pham du lich va fiat chol cua khach
hang

157

12.7 Mot so quy tac vang trong ban hang

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I
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13. KET THUC NGAY LAM VIEC

161|13.1 Quy trinh ket thuc ngay lam viec
162|13.2 Quy trinh bo sung khi réi ndi lam viec
trédc gid, khi ban giao cho ca sau va
trédc ngay nghz cua van phong
163|13.3 Quy trinh bo sung khi réi néi lam viec
trodc ky nghz phep

14. BAO CAO VA THONG KE SO'LIEU

167|14.1 Hieu va ap dung quy trinh cua fai
ly 16 hanh trong viec I6u gid' cac bao
cao va so lieu thong ke.

168| 14.2 L6u gid cac ghi chep chinh xac ve
khach hang

169 14.3 Chuan bi cac thong ke soi lieu theo
hééng dan cua ngddi quan ly/chu
cong ty

170| 14.4 Ne xuat va kien nghi véi ngddi quan
ly/ chu cong ty
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2.3 NOI DUNG CAC CONG VIEC VA PHAN VIEC
CONG VIEC 1. KIEN THOC CHUNG VE LO HANH, DU LOCH & VAI TRO CUA NAI LY LO HANH
Gidi thieu:

Ban phai hieu ro ve du lich; cac filnh nghéa cua To chéc Du lich The gidi (UNWTO) ve: du lich noi fita va quoc te; cac linh vdc trong nganh du lich; cac co
guan quan ly nha né6c va th6dng mai trong nganh va cac moi quan he gida cac linh vdc trong nganh.

Ban phai co Aanh gia tong the tac Aiong cua du lich & Viet Nam; qua trinh phat trien cua nganh du lich; cac tac fiong ve kinh te cua du lich & Viet Nam;
cac tac fiong ve mat van hoa - xa hoi cua du lich & Viet Nam; cac tac fiong ve: moi trédng cua du lich & Viet Nam.

Ban cung can phai hieu ro cac fiac filem cua thi trédng du lich Viet Nam; cac nguon khach du lich quoc te chu yeu fiang fien Viet Nam; ly do fie hol fii du
lich; va cac fiiem fien chu yeu cua Viet Nam fiang hap dan du khach. Ban col the hy vong rang nhieu du khach quoc te se' la khach hang cua ban trong
cac chododng trinh du lich fita phodng hoac khu voic, hoac fie tré giup trong viec thay foi cac ke hoach du lich hien thdi cua ho.

Ban phai biet rol vei nhu cau du lich cua ng6di Viet Nam tai tznh, thanh ma ban fiang song cung nhé cua nhéng ngd6i nddc ngoai thuoc cac quoc tich khac
nhau fiang tam tru tai Viet Nam cung nho cac Aiem Aen du lich chu yeu tai Viet Nam.

Ban phai biet ro ve nhu cau fii du lich nddc ngoai cua ng6di Viet Nam tai tznh, thanh ma ban fiang song va cua nhéng ngédéi n66c ngoai thuoc cac quoc
tich khac nhau fiang tam tru tai Viet Nam cung nhé cac fiiem fien du lich chu yeu & ben ngoai Viet Nam.

Ban phai hieu ro cbé cau to chdc cua nganh Du lich; c6 quan quan ly nganh tai Viet Nam; cac cong ty kinh doanh fiang cung cap cac san pham va dich
vu cho du khach (nho cac hang hang khong, cac khach san, v.v..); cac to chéc du lich quoc te va vung fiang ho! trd cho s phat trien hieu qua cua nganh
du lich (nhd UNWTO, PATA, ASEANTA).

Ban phai hieu ro chéc nang cua fiai ly 16/ hanh ca ve chdc nang lam Aai ly/ban hang cho fién vi cung cap cac san pham va dich vui du lich lan chdc nang
la ngddi cung cap dich vu cho khach hang — khach du lich.

PHAN VIEC SO 1.1: Thong tin c6 ban ve du lich val 16 hanh (Kien théc)

PHAN VIEC SO 1.2: Tac fong 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: Nghe nghiep trong nganh du lich - Nai ly 16 hanh ban le (Kien théc)
PHAN VIEC SO 1.5: Gidi thieu vel Aai ly 16 hanh (Kien thoc)

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I

13



CONG VIEC SO 1: KIEN THOC CHUNG VE LO HANH, DU LICH VA VAI TRO CUA NAI LY LO HANH

THONG TIN COBAN VE DU LICH VA @ TAC NONG CUA DU LICH O VIET NAM @
LO HANH

TONG QUAN VE THI TROONG DU LICH @ NGHE NGHIEP TRONG NGANH o GIOI THIEU VE NAI LY LO HANH (5 )
VIET NAM DU LICH - NAI LY LO HANH BAN LE

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH



CONG VIEC SO 1:
PHAN VIEC SO 1.1

NOI DUNG

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

Co nhieu sach va chu giai
thuat ngd du lich vai cac thong
tin do Tong cuc Du lich Viet
Nam (VNAT); Hiep hoi Du lich
chau A Thai Binh Dobéng
(PATA); To chdc Du lich The
gidi (UNWTO) va cac hiep haoi
trong nganh khac xuat ban.

TIEU CHUAN

Nonh nghta ve du khach.

Hieu cac thuat ngé Addc dung
pho! bien trong du lich.

Ne tré thanh mot nhan vien
trong mot Aai ly 16 hanh
ban le, ban phai co nhan
thdc sau sac ve du lich va
ly do fie moi ng6di fi du
lich.

KIEN THOC CHUNG VE LO HANH, DU LICH VA VAI TRO CUA NAI LY LO HANH
Thong tin c6 ban ve du lich va 16 hanh (Kien thdc)

KIEN THOC
Kien thoc ve du lich va
cac thuat ngd fiang soO
dung pho bien.

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

Co mot so linh voc chinh:

o Van chuyen td ndi 6 fien
fiiem fen du lich (cac
hang hang khong, tau
hoa, tau bien, xe buyt
hoac cac cong ty cho thue
xe ol to).

o Thu xep cac dich vu mat
fat tai fiem Aen (I6u tru,
tham quan, nha hang, cda
hang mua sam).

o Cac chodng trinh du lich
ket h6p gida van chuyen
va thu xep cac dich vu
mat Aat (cac non vi ban sz
chébng trinh va cac cong
ty fiieu hanh tour).

o Cac dich vul (bao hiem du
lich, cac quay thong tin
du lich).

Hieu ro vel cau truc cua
nganh du lich 6 Viet Nam va
tren the gidi.

Thong thao cac linh vdc dich
vu trong nganh du lich tren
the gidi.

Ban phai hieu ro ve nganh
du lich.

VOi cong viec la nhan vien
trong mot fiai ly ban le 16
hanh, hang ngay ban se tiep
xuc vOi cac linh vdc dich vu
khac nhau trong nganh.

Kien théc ve cb6 cau va
cac linh voc dich vu
trong nganh du lich.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I
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NOI DUNG

3. Quan ly nha
nodc ve du lich

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

Moi tinh, thanh fieu co S&
quan ly Du lich, lam cong viec
quan ly, phat trien va xuc tien
du lich cho fita ph66ng fo.

TIEU CHUAN

Hieu ro vai tro cua cac c6 quan
quan ly 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 trong mot fiali
ly 16 hanh ban le, hang
ngay ban se thddng xuyen
tiep xuc vdi cac cd quan
quan ly ve: du lich.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I

KIEN THOC

Kien thoc ve cac cb
quan quan ly.

4. Cac hiep hoi
du lich

To choc Du lich the gidi co tru
s0 tai Madrid (Tay Ban Nha), la
mot to chdc thuoc Lien hiep
quoc — Viet Nam la thanh vien
cua to choc nay.

Hiep hoi Du lich chau A Thai
Binh D66ng (PATA) co tru sb
tai Bangkok, Thai Lan va chi
hoi tai Viet Nam

Hiep hoi Du lich Viet Nam
(VITA) la mot to chdc cua cac
thanh vien.

Hieu rolve cac hiep hoi du lich
(thel gidi, khu vdc va Viet
Nam) va s/ trd giup cua cac
to chéc nay cho ban khi
nghien cou ve du lich.

Moi hiep hoi du lich fieu
cung cap kien théc va
chuyen mon rat coiich.

Kien thdc ve cac hiep
hoi trong nganh du
lich.

5. Moi quan he
gida cac linh
voc dich vu
trong nganh

SO bien fiong cua du khach
va thédng mai du lich foi hoi
sd hdp tac va ket hdp chat
che gida cac linh voic dich vu
trong nganh.

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

VOi t6 cach la mot nhan
vien Aai ly 16 hanh, ban
phai phat trien cac moi
quan he vbi cac linh voc
dich vu du lich khac nhau.

Kien thdc ve cac moi
quan hel gida cac linh
vOc dich vu trong du
lich.

16



CONG VIEC SO 1:
PHAN VIEC SO 1.2:

NOI DUNG

Lich s6 cua
nganh du lich

Co nhieu sach, bao, bai viet ve
qua trinh phat trien chu yeu
cua nganh du lich.

TIEU CHUAN

Hieu ro ve lich s6 cua nganh du
lich the gibi, trong khu voc va
Viet Nam.

Hieu ro ve lich s6 cua
nganh du lich se giup cho
ban hieu sau hén va tan
tam véi nganh du lich.

KIEN THOC CHUNG VE LO HANH, DU LICH VA VAI TRO CUA NAI LY LO HANH
Tac fiong cua du lich 6/ Viet Nam (Kien théc)

KIEN THOC

Lich s6 cua nganh du
lich.

Cac tac fiong
kinh te cua du
loch 6 Viet Nam

Du lich tao ra viec lam; thuc
flay s6 phat trien cua cac cb
s@ ha tang va thu hut ngoai te.

Hieu ro ve cac tac fiong ve kinh
te cua du lich 6 Viet Nam, tnh
va thanh pho cua ban.

Hieu ro vei cac I6i ich cua du
lich Aoci vbi nen kinh te Viet
Nam se lam cho ban tan
tam hon voi nganh du lich.

Tac fiong kinh te cua du
lich noi chung va 6 Viet
Nam noi rieng.

Cac tac fiong
van hoa - xa
hoi cua du lich
6 Viet Nam

Du lich thuc fiay cac moi quan
he cua nhdng con ngodi tol
cac quoc gia hoac tinh, thanh
khac nhau.

S6 quan tam cua du khach
fien cac nen van hoa fioc fao
mang fien 16i ich cho dan cd
fita phddng.

Hieu ro cac tac fiong ve van hoa
- xa hoi cua du lich foi voi Viet
Nam, tnh va thanh pho cua ban.

Thuc fiay cac 16i ich cua du lich;
co the giam thieu cac tac fiong
tieu coc ve van hoa va xa hoi
bat c6 khi nao co the.

S0l hieu biet ve cac 16i ich va
tac flong tieu coc ve van hoa
- xa hoi se giup cho ban khi
lam viec 6 v tri nhan vien Aai
ly 16 hanh.

Anh hédng ve mat van
hoa va xa hoi cua du lich
noi chung, va 6 Viet
Nam noi rieng.

Cac tac fiong
fien moi
trodng cua du
lich 6 Viet Nam

Du lich thuc fiay viec bao ton
nhéng moi trédng de bi ton
thodbng fie du khach co the
thodng thoc.

Hieu ro ve cac tac fiong moi
trédng cua du lich fioi voi Viet
Nam, tnh va thanh pho cua
ban.

Thuc fAay du lich ben véng.

Sdl hieu biet cac 16i ich va
tac hai vel moi trééng cua
du lich se! giup cho ban khi
lam viec & vi tri nhan vien
fiai ly 16 hanh.

Tac fiong moi trédng
cua du lich noi chung va
0 Viet Nam noi rieng.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I
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CONG VIEC SO 1:
PHAN VIEC SO 1.3:

NOI DUNG

1. Thotrébng du
loch fien Viet
Nam, to Viet
Nam Ai va
trong noi fda
Viet Nam

Tong cuc Du lich co cac thong
ke hang thang ve 166ng khach
nodc ngoai fien Viet Nam theo
quoc gia sinh song.

Khach nddc ngoai tdi Viet Nam
mua cac chdébng trinh du lich
tai Ata phodng (nhé Vinh Ha
Long, Sa Pa).

Nhoéng ngddi co tru tai Viet
Nam (ngodi Viet Nam va ngooi
nééc ngoai) Ai du lich ra nddc
ngoai va thu xep chuyen fii tai
Viet Nam.

Nhoéng ngddi co tru tai Viet
Nam (ngodi Viet Nam va ngooi
n6é6éc ngoai) fii du lich Aien cac
tnh, thanh khac trong n66c va
thu xep chuyen fii tai thanh pho
hoac tnh ma ho sinh song.

TIEU CHUAN

e Co kha nang xac filnh cac tho

trédng du lich fien Viet Nam,
td Viet Nam fi va trong noi fita
Viett Nam.

Loéu gid thong ke trong 5
nam qua.

Nam vdng thong tin giup
cho ban lam viec tot hon.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 18

KIEN THOC CHUNG VE LO HANH, DU LICH VA VAI TRO CUA NAI LY LO HANH
Tong quan ve tho trédng du lich Viet Nam (Kien thoc)

KIEN THOC

Cac thong ke ve du lich.



NOI DUNG

Ly do fie mai
ngodi Ai du lich
fen, to va
trong Viet Nam

Cac ly do pho bien nhat fiel fii
du lich la:

o Nghz ngbi.

o Kinh doanh.

o Tham than (VFR).

o Hoc tap.
Du lich nghz ngdi co the fAddc
phan tich sau hén (nhé du lich
bien, tham quan, mua sam,
V.V..L).

TIEU CHUAN

Hieu biet ve cac loai hinh du
lich khac nhau val ly do tai sao
moi ngo6adi fi du lich.

Nam vong thong tin giup
cho ban lam viec tot hon.

KIEN THOC

Cac thong ke ve du
lich.

Cac san pham
du lich hien
nay va cac xu
hédng trong
tooéng lai

San pham la “thé ma khach du
lich mua”, vi du:
o Chdoéng trinh tron goi.
o Cac chuyen fi bang
fAddng khong.
o Lou tru tai khach san.
o Bao hiem du lich.

Nanh gia fidéc cac san pham
du lich hien nay va cac xu
hobéng trong t6dng lai.

Nam vong thong tin giup
cho ban lam viec tot hon.

Cac san pham du lich
hien nay va cac xu
hodng.

Cac yeu cau ve
phap ly va fao
fAdc trong

nganh du lich 6

Viet Nam

Viet Nam co Luat Du lich quy
fiinh ve hoat fiong cua nganh.

Viet Nam ung ho quy chuan fiao
fidc trong du lich cua UNWTO.

Hieu ro cac trach nhiem phap
ly va fiao fioc cua mot nhan
vien fAai ly 16 hanh & Viet Nam.

Ban luon phai tuan thu luat
phap va cac nguyen tac
fiao fidc ABOGc chap nhan
trong nganh.

Luat Du lich va thong le,
quy chuan fao Adc.

Nh&ng mo
hinh to chéc
cua mot fai ly
16 hanh &
Viet Nam

Co 3 loai fiai ly chinh:

o Noa khach Viet Nam fii du
lich n6dc ngoai.

o Non khach quoc te vao
Viet Nam (lien quan Aen
cac Cong ty Nieu hanh
Tour - tham khao tai lieu
Tieu chuan ky nang nghe
cho nghiep vu nay).

o Noi Ada.

Hieu ro cac mo hinh to chéc
cac fai ly 16 hanh tai Viet Nam
(6 Viet Nam cac fiai ly 16/ hanh
noi fta chiem so Aong).

Biet ai la khach hang cua
ban.

Biet ro mo hinh cua
fai ly 16 hanh ma ban
flang lam viec.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I
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CONG VIEC SO 1:
PHAN VIEC SO 1.4:

KIEN THOC CHUNG VE LO HANH, DU LICH VA VAI TRO CUA NAI LY LO HANH

NOI DUNG

1. Vai tro cua Aai
ly 16 hanh
ban le

Nai ly 16/ hanh la fién vi “trung
gian” gioa:

o Khach du lich (con fiéc
goi la khach hang hoac
khach).

va

o Cac nha cung cap san

pham cho khach du lich.

TIEU CHUAN

Hieu fay fAu cac chéc nang
va trach nhiem cua fai ly 16
hanh ban le, nham cung cap
dich vu tot nhat cho khach
hang fiong thdi xuc tien ban
cac san pham cua cac nha
cung cap du lich.

Cac nhan vien Aai ly 16
hanh phai hieu ro va thdc
hien cac chdc nang tai
cong ty cua ho.

Nghe nghiep trong nganh du lich - Nai ly 16 hanh ban le (Kien thoc)

KIEN THOC

Choc nang cua Aai ly 16
hanh ban le.

2. Cong viec cua
nhan vien Aali
ly 16 hanh

Nai ly 16 hanh cua ban se phan
cong cac cong viec va trach
nhiem cu the cho ban.

Ban fiau, cac cong viec cua
ban la lam viec cung va trd
giup nhan vien fiai ly 16/ hanh
co kinh nghiem hén fie ban co
fiieu kien thu nhan kien thdc
va td tin.

Khi cac kien thoc, ky nang va
kinh nghiem cua ban tang len,
ban se thoc hien moi cong
viec cua nhan vien fai ly 10
hanh.

Thanh thao tat ca cac yeu
cau cong viec trong mot fiaii ly.
6 hanh ban le.

S6l hieu biet se giup cho
ban thoic hien tot cong viec
cua minh va tham gia cac
chébng trinh fiao tao sau
hon khi can thiet.

Mo ta Vi tri cong viec cua
mot nhan vien fai ly 16
hanh .



CONG VIEC SO 1:
PHAN VIEC SO 1.5:

NOI DUNG

Choc nang
fiai ly 16 hanh
cua ban

Cac choéc nang cu the cua fai
ly 16 hanh cua ban co the khac
so vbi ma hinh chuan.

Choéc nang do Aai ly cua ban
xac finh.

TIEU CHUAN

Co the cung cap cho khach
hang cac thong tin va dich vu
16 hanh.

Co the ho tréi khach hang fat
chodng trinh va cac dich vu
du lich.

Co the ban san pham cua cac
nha cung cap.

Hieu ro chéc nang se giup
ban thdic hien cong viec tot
hon trong phuc vu khach
hang va ban cac san pham
cua nha cung cap.

KIEN THOC CHUNG VE LO HANH, DU LICH VA VAI TRO CUA NAI LY LO HANH
Gidi thieu ve nai ly 16 hanh (Kien thoc)

KIEN THOC

Chdoc nang do fiai ly cua
ban xac fiinh.

Cac hoat
fiong cua Aai
ly 16 hanh
cua ban

Cac hoat fiong cui the cua fali
ly 16 hanh cua ban co the khac
so vbi mo hinh chuan.

Hoaltt fiong do fai ly cua ban
xac fnh.

Co the hieu cac hoat fiong
chinh xac cua Aai ly |6' hanh cua
ban, cac cong viec cua ban 6 vi
tri nhan vien fiai ly 16 hanh.

Biet ro cac hoat filong se
giup ban thdc hien coing
viec tot hon.

Hoat fiong do Aai ly cua
ban xac fiinh.

Naii ly 16/ hanh
cua ban
S6 no to choc

S6 fo to chéc Aai ly 16 hanh
cua ban cho thay cau truc to
chdc va moi quan he gida cac
bo phan cung nhé chdc nang
cua tong bo phan..

Co the hieu ro so6 fio to choc to
Ban giam fioc fien cac bo phan
va phong ban khac nhau.

Biet sO fioi to chdc se giup
ban biet ro vi tri va trien
vong nghe nghiep cua ban
trong Aai ly du lich.

Cau truc to choc cua fai
ly 16 hanh cua ban.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I
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CONG VIEC 2. CHUAN B0 LAM VIEC
Gidi thieu:
La mot nhan vien fai ly 16. hanh chuyen nghiep ban can chuan bi tot khu véic lam viec troéc khi bat fiau mot ngay lam viec.

Cac tieu chuan vel hinh théc phai phu hdp vdi cac yeu cau cua fai ly 16: hanh cua minh; ban phai tuan thu cac quy fiinh ve trang phuc/fiong phuc va fiap
o6ng fiboic cac tieu chuan nay do ngddi quan li hoac chu cong ty quy filnh (nho toc; s6 dung Ao trang séc; n6dc hoa v.v...).

Phai to chéc sap xep hop ly néi lam viec cua ban fie ban co the cung cap cac dich vu hieu qua cho khach hang, gap tréc tiep hoac qua fien thoai, trong
suot ca ngay lam viec.

Nhat ky/lich lam viec/thdi gian bieu cua ban (theo ph6éng phap thu cong hoac dung may tinh) phai ghi ro tat ca cac cuoc hen trong ngay va nhac nhd
thdi han cac cong viec se fddc hoan thanh trong ngay.

Moi ngay, trddc khi rdi khoi ndi lam viec, ban phai danh ra vai phut fie xem lai nhat ky/lich lam viec/thdi gian bieu cho ngay hom sau (va mot so ngay tiep
sau o) fie fiam bao fiap 6ng tat ca cac thdi han phai hoan thanh cong viec (vi du nhé viec thanh toan fie fiam bao gid' cho Aa fat).

PHAN VIEC SO 2.1: Trinh dien tai néi lam vieic

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

PHAN VIEC SO 2.4: Chuan bi néi lam viec

PHAN VIEC SO 2.5: Lap thdi gian bieu

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 23



CONG VIEC 2. CHUAN B0 LAM VIEC

TRINH DIEN TAI NOI LAM VIEC (1) TRANG PHUC, NONG PHUC, (2]
NGOAI HINH VA SOC KHOE

THE FINE ART OF

CAC TIEU CHUAN VA MUC TIEU () CHUAN B0 NOI LAM VIEC O CHUAN B0 LICH TRINH (5 )
CA NHAN

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH



CONG VIEC SO 2:
PHAN VIEC SO 2.1:

1. Nilam fiung gid

CACH LAM

Biet tro6c gib lam viec cua
ban (binh thédng va theo s&
phan cong hoac theo ca khi
thich hap).

CHUAN B( LAM VIEC
Trinh dien tai ndi lam viec

TIEU CHUAN

e Ni lam fiung gié fie chuan b

ndi lam viec va lich lam viec
cua ban trééc gié lam viec.

Ban phai co s¢ chuan bi
fie tiep xuc vbi khach hang
mot cach chuyen nghiep.

KIEN THOC

Gidl lam viec cua Aai
ly 16 hanh.

2. Trong trééng
hép om fAau
hoac khan cap

Goi cho ng66i quan ly troc tiep
hoac fiong nghiep ngay khi
ban biet rang minh se fien
muon hoac vang mat.

Thong bao cho fiong nghiep
biet ve:nhdng van fie cap bach
choa giai quyet AGOC.

Goi cang sébm cang tot. Tot
nhat tré6c gid lam viec it nhat
mot tieng.

No la phep lich so voi
fiong nghiep, ng6di phai
lam thay cong viec cho
ban va voi khach hang cua
ban vi ho co the lien he voi
ban khi ban vang mat.

Cac quy finh cua fali
ly 16 hanh ve viec bao
cao tréodng hop fau
om, fAi muon hoac
vang mat.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I
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CONG VIEC SO 2:
PHAN VIEC SO 2.2:

CHUAN B0 LAM VIEC

Trang phuic, fiong phuc, ngoai hinh va sdc khoe

Quy fonh ve
trang phuic/
fiong phuic

CACH LAM

Cac fai ly 16 hanh khac nhau
co cac yeu cau khac nhau. Mot
so fai ly yeu cau nhan vien
phai mac fiong phuc.

Nam giéi mac quan dai, ao sb
mi saich se va fii giay.

NO&' gibi mac ao s6 mi va vay
hoac quan hoaic mac ao dai va
i giay.

TIEU CHUAN

Nap 6ng cac yeu cau cua fiai
ly 16 hanh.

Hang ngay quan ao phali
sach se.

Giay phai sach va Addc fianh
xi bong.

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

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 26

KIEN THOC

Cac quy finh ve trang
phuc/ fiong phuc cua
fai ly 16 hanh cua
ban.

2. Ngoai hinh

Hang ngay can chu y fien fau
toc, mong tay, trang soc, trang
fliem, giay dep, mui cua cb
the/dung ndédbc hoa sao cho
ngooi quan ly, khach hang va
flong nghiep cua ban chap
nhan fdoc.

Tuan theo cac ch: dan cua
fai ly 16 hanh cua ban.

The hien hinh anh cua
cong ty theo mong muon
cua ngo6bi quan ly hoac
chu cong ty.

Cac quy finh ve ngoaii
hinh cua fiai ly 16 hanh
cua ban.

3. Soc khoel

Khi ban bi cac benh truyen
nhieém nhé cam, cum, ban phai
tranh tiep xuc vdi cac fiong
nghiep va khach hang.

Tuan theo cac ch: dan cua
fai ly 16 hanh cua ban.

Cong viec cua ban lai giao
dich véi cac khach hang va
fiong nghiep; ban phai tranh
lay benh sang ngodi khac.




CONG VIEC SO 2:
PHAN VIEC SO 2.3:

1. Hinh anh ca
nhan, uy tin,
sOl tol tin va
long tdl trong
cua ban

CACH LAM

TO fAe ra cac muc tieu lien
quan fien kien thdéc nganh,
dich vu cung cap cho khach
hang, fiba ra td van tin cay va
cham soc khach hang.

Thao luan cac muc tieu nay
cung ngddi quan ly, chu cong
ty hoac fiong nghiep, xay ddng
cac muc tieu ca nhan cua ban
tren c6 sd muc tieu cua bo
phan/nhom.

CHUAN B( LAM VIEC
Cac tieu chuan va muic tieu ca nhan

TIEU CHUAN

e Thoic hiein cac muic tieu ma

ban fa nat ra cho ban than
trong moi giao dich cua
cong ty.

Thoc hien cac muc tieu cua
bo phan va thich hdp véi s6
menh nhiem vu cua cong ty.

Ban se gid Addc khach
hang hien tai fiet ho mua
tiep san pham; thu hut
fiodc them khach hang
qua viec gibdi thieu cua
khach hang hien tai; uy tin
cua ban se giup cong viec
cua ban va kinh doanh cua
cong ty tot hon.

KIEN THOC
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CHUAN B0 LAM VIEC
Chuan bi nbi lam viec

CONG VIEC SO 2:
PHAN VIEC SO 2.4:

1. 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 fe san
sang tiep fion cac khach hang
do kien fien trong ngay hom fio.

TIEU CHUAN

e Nap 6ng nhu cau cua khach

hang fia co lich hen. Khong
tri hoan neu khong thdc sd
can thiet.

Nap 6ng nhu cau cua khach
vang lai va cac yeu cau qua
fiien thoai ABdc ghi nhan lai
va td cac nguon thong tin
khac Addc chuyen toi.

Ban co the cung cap dich
vu trong tam cho cac khach
hang fia co lich trodc.

Ban co the se tra |6i cac
yeu cau qua fAien thoai
mot cach nhanh chong,
nho the del co Addc khach
hang mai.

KIEN THOC

2. Van phong

Giup cac fiong nghiep gid van
phong ngan nap fie. moi ngddi

co the cung cap dich vu

chuyen nghiep fien cac khach
hang méi va tra 16i cac yeu
cau qua fiien thoali.

Gid cho cac khu vdc trong van
phong fi6dc ngan nap fie ban
va cac fiong nghiep co the tra
cou ABOC cac thong tin de dang.

An t60ng ban fiau la rat
quan trong.




CONG VIEC SO 2:
PHAN VIEC SO 2.5:

Duy tri nhat
ky lam viec
(chdbng trinh
hoac lich

lam viec)

CACH LAM

Ghi cac cuoc hen, cac thdi han
va cac cam ket thdi gian vao
trong nhat ky cua ban ngay
sau khi ban fia hieu ro.

CHUAN B0 LAM VIEC
Lap thdi gian bieu

TIEU CHUAN
Nhat ky cua ban phai luon
fiddc cap nhat vbi cac cam
ket ve thoi gian.

To choc tot fie cung cap dich
vu tot nhat cho khach hang.

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

KIEN THOC

Xem lai lich
lam viec
trong ngay

Vao fiau ngay lam viec, xem
xet lai cac cam ket va sap xep
chung vao théi gian bieu trong
ngay hom fo.

Nap 6ng cac cam ket cua ban
trong tong ngay

SO phuc vu tot nhat cho
khach hang.

Tao sd tin cay.

Xem lich
lam viec cua
ngay hom
sau

Vao cuoi moi ngay lam viec,
ban phai xem lai cac cam ket
cho ngay tiep theo.

Ban phai chuan bi Ae thdic
hien cac cam ket trong ngay
tiep theo.

S6l phuic vui tot nhat khach
hang.

Chuan b tot se nang cao
ket qua cong viec cua ban.

Xem loch lam
vielc cac
ngay tiep
theo

Kiem tra thédng xuyen cac
cam ket tiep theo, fie fiam bao
rang ban fa thdc hien cac
nghien cdu can thiet, hoac tra
16i cac th6é chbda hoi am trédc
khi het han.

Ban se co kha nang thdc hien
fiddc cac cam ket trong t6dng
lai.

S6l phuc vu tot nhat cho
khach hang.

Chuan bi tot se lam cho
ban tdi tin hon.
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CONG VIEC 3. AN TOAN VA AN NINH TAI NOI LAM VIEC
Giobi thieu:

Nai ly 16 hanh cua ban se fida ra cac ch: dan ve sdc khoe, an toan va an ninh tai néi lam viec. Ban phai nam ro va lam theo cac ch: dan nay trong trédng
hop khan cap.

Vao bat co luc nao, tai ndi lam viec cua fAai ly 16 hanh fieu co cac tai san co gia tri va tai lieu quan trong. Phan nay se fie cap nhdng quy fiinh ve sé dung
tien mat val cac tai lieu chdng t6 ke toan. Ban phai nam ro va luon luon tuan thu nhéng quy filnh nay tai moi théi fiem.

PHAN VIEC SO 3.1: Tuan thu cac quy fiinh ve an toan tai néi lam viecc

PHAN VIEC SO 3.2: Tuan thu cac quy filnh ve an ninh tai n6i lam viec

PHAN VIEC SO 3.3: Tuan thu cac quy trinh trong trédng hép xay ra hoa hoan

PHAN VIEC SO 3.4: Tuan thu cac quy trinh x6 ly tien mat va cac tai lieu chéng té quan trong
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CONG VIEC SO 3:
PHAN VIEC SO 3.1:

1. An toan tai noi
lam viecc

CACH LAM

Hoc cac quy filnh cua cong ty
ban ve! thoi quen lam viec an
toan, bao gom sd dung cac
thiet bo Aien, t6 the ngoi va to
the nang nhac cac vat nang.

TIEU CHUAN

Biet cach lam viec an toan.

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

Vi s6 an toan cua khach
hang, fiong nghiep va
chinh ban.

KIEN THOC
Cac quy finh cua
cong ty ban ve an
toan.

2. Cac so iiien
thoai khan cap

Biet nbi fie cac so fiien thoai
khan cap phong trédng hop
xay ra tai nan tai nbi lam viec.

Sol fien thoai cua ngddi quan
ly, bo phan bao ve, canh sat,
choéa chay, cou thédng, bac
s, benh vien phai A6dc fie &
ndi de tra cou tai ndi lam viec
cua ban.

Ne goi ngay s& giup fid trong
cac trédng hop khan cap.

Cac so Aien thoai
khan cap.

3. Thoi quen lam
viec an toan

Thoc hien 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 so co.

Cac thoi quen lam viec an toan
Khong fie xay ra tai nan.

Khong fie xay ra cac tai nan
tai ndi lam viec.

Tranh bl chan thtééng dan
fien ngh: viec, lam anh
hoédng 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 van
phong va cac
o vat ben
trong

CACH LAM

Holc cac quy filnh cua cong ty
ve an ninh; bao gom s6 duing
cac chuong bao bao ve khi van
phong khong co ng6di troc; lap
sol flang ky ten ngddi gid' chia
khoa cac cda ben ngoai va cac
ket sat va tu ho s6 quan trong.

TIEU CHUAN

Gio cho khu voc lam viec va
van phong an toan.

Bao mat ho s6 khach hang.

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

Bao ve khoi bi trom cap
hoac hé hong.

Ngan ngda khong cho ke
xau hoac foi thu canh
tranh tra céu ABbic cac
chuyen fii cua khach hang.
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KIEN THOC

Cac quy finh cua fai
ly 16 hanh ve an ninh

Cach bat va tat cac
thiet bo chuong bao an
ninh Aa fA6oc lap fat

2. Cac so nien
thoai khan cap

Biet ndi fiel cac so fien thoai
khan cap trong trodng hdp co
cac dau hieu bi fiot nhap hoac
nghi ngd co trom cap.

Cac so fien thoai cua ngodi
quan ly bo phan bao ve, canh
sat, ngan hang, cac cong ty
the tin dung, v.v.. phai Adéc
fie 6/ ndi del nhin thay tai noi
lam viec cua ban.

Ne goi ngay sé giup 6 trong
cac trodng hop khan cap.

Cac so fien thoai an
ninh khan cap

3. Thong le an
ninh tai noi
lam viec

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

Bao quan cac hoi s6 mat.
Canh giac.

Thong bao bao ve ten cua
nhan vien lam viec trong ngay.

Nam bao an ninh cong viec.

Khong bi fiot nhap hoac trom
cap.

Khong co gian filep cua foi
thu canh tranh.

Tranh cac s6 co an ninh
lam ngat quang viec kinh
doanh cua cong ty ban.

Toa nha cua ban co the co
nhdéng phong chda cho
thue t6 Ao nhdng ngooi
khong co tham quyen co
the fot nhap vao phong
lam viec cua ban.




CONG VIEC SO 3:
PHAN VIEC SO 3.3:

1. Hoa hoan

CACH LAM

Hoc quy trinh phong chong
hoa hoan cua cong ty trong
trodbng hép co hoa hoan tai noi
lam viec, hoac khu vdc lan can.

Tham gia cac cuoc dien tap
huan luyen phong, chéa chay.

Biet ndi fie so fiilen thoai cou
hoa khan cap fie tim Addc ngay
trong trédng hdp can thiet.

Biet vi tri cac cda thoat hiem
khan cap.

TIEU CHUAN

Hanh Aong fiung trong trédng
hép hoa hoan, ca trong khu
voc cua ban va cac khu véc
Xung quanh.

AN TOAN VA AN NINH TAI NOI LAM VIEC
Tuan thu cac quy trinh trong tr6dng hdp xay ra hoa hoan

Ne dap fiam chay hoac
giam thiet hai, mat mat
bang cach di ddi cac tai
lieu va so sach can thiet
tranh xa fiam chay.

KIEN THOC
Cac quy trinh cua
cong ty trong trodng
hop xay ra hoa hoan.

2. Cac so nien
thoai cou hoa

Biet ndi fe cac so fien thoai
khan cap fie lien he trong
trobng hép hoa hoan xay ra
tai nbi lam viec hoac khu vdc
lan can.

So fiien thoai cua l6c 166ng
cou hoa va fai ly moi gidi bao
hiem hoa hoan cua cong ty
ban phai fddc fe 6 cho de
nhin thay tai n6i lam viec.

Ne goi ngay s6 ho trd
trong trobng hdp xay ra
hoa hoan.

So fdien thoai khan
cap chda chay.

3. Cac chuong
bao hoa hoan
tai ndi lam viec

Tim hieu cach bat, tat thiet bo
bao chay fi6éc lap fat tai noi
lam viec.

SO dung fiung cach hang
ngay.

Cac cong ty bao hiem hoa
hoan cua cong ty ban co
the yeu cau phai sé dung
fiung cach cac thiet bi bao
chay fia lap Aat.

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

1. Tien mat

CACH LAM

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

Tuan thu cac quy filnh nay mot
cach nghiem tuc.

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

TIEU CHUAN

e Cac bao cao ban hang, s6

dung cac chdng t6 ke toan va
cac phieu thanh toan can khop
nhau mot cach chinh xac.

AN TOAN VA AN NINH TAI NOI LAM VIEC
Tuan thu cac quy trinh x6 ly tien mat va cac tai lieu chdng t6 quan trong

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

Cac quy finh cua cong
ty ve x4 ly tien mat.

2. Cac chdng to
qguan trong
(nh6 ve may
bay, cac
phieu thanh
toan va ho
chieu fiang
ché khach
fien nhan)

Tim hieu cac quy finh cua
cong ty ban veiviec bao mat va
I6u gid an toan cac tai lieu
chong to.

Khong fd6b6c fAe cac tai lieu
chong to tren ban ngay ca khi
ban ch: tam thoéi réi khoi khu
voc lam viec.

Luon fie trong tu khoa hoac
trong ket an toan.

Khong fie mat cac tai lieu
chdng td ban fiang I6u gid.

Viec mat bat co tai lieu
chdng t6 co the lam gian
fioan chuyen Ai cua khach
cung nhoé gay kho khan
cho ban trong viec xac
nhan thanh toan vdi khach
hang va vdi cac nha cung
cap dich vu.

Them vao fio ban mat thoi
gian, cong soc va chi phi
fiel co cac tai lieu thay the.

Cac quy fAinh cua
cong ty ve viec I6u gid
va bao mat cac chéng
to ke toan.



CONG VIEC 4. LAM VIEC TAI VAN PHONG
Gidi thieu:

Noi lam viec cua ban la tai ban lam viec 6 van phong. Ban la mot thanh vien trong nhom cac nhan vien fiai ly 16 hanh, bao gom ca ngddi quan ly hoac
chu fiai ly va cac nhan vien ho trd (nho lei tan, van tho, ke toan v.v...). Thanh vien tot trong nhom la ng66i se cung cap va tim kiem so6i giup o t6 cac
thanh vien khac fie: mang lai 16i ich cho nhau va thanh cong cho cong ty.

Ban cung la thanh vien cua “Khoi Du lich Viet Nam” va cua “Khoi Du lich the gi6i”. Nay la “Nai gia fiinh” nhéng ngdéi fiang lam viec cung nhau vi sé phat
trien cua du lich Viet Nam va du lich the gi6i.

Ban phai hieu biet va tuan thu cac quy trinh va quy filnh trong hoat fiong kinh doanh ma ngddi quan ly/chu fai ly 16 hanh Aa ban hanh. Vi duj, quy trinh
I6u trél chong to so sach, theo cach thu coing lan tren may tinh, la mot quy trinh quan trong fioi voi fiai ly 16 hanh, vi moi mot giao dich voi khach hang la
mot hdp fiong co gia tri phap ly.

Nai ly 16 hanh cua ban fiédc trang bi cac thiet bi van phong, nhé may in, may photo, may fax, fiien thoai, he thong may tinh noi mang, v.v... Ban phai hoc
cach van hanh tdng thiet bi nay mot cach co hieu qua. Ban cung phai hoc cac quy trinh vel viec yeu cau s6a chda, bao dodng va thay the cac boi phan
hao mon fie iam bao hoat fiong cua van phong khong bi fiinh trel do thiet bi hé hong.

May vi tinh la mot thiet bi rat quan trong fédc lap fiat cho ban sd duing. Ky nang vi tinh cua ban phai fiap 6ng Adéc cac tieu chuan van phong. May vi tinh
cua ban se fnddc ket noi Internet fie giup ban tim kiem va cung cap thong tin ve cac fiem fien va san pham cho khach hang, va tien hanh giao dich qua
tho fAien to.

Ban col the théic hien cac giao dich vbi khach hang, nha cung cap hoac fiong nghiep qua fiien thoai, tréc tiep hoac bang van ban, do vay ban phai sé dung
thanh thao cac phodng cach giao dich tren. Ngoai ngdi trong giao dich cung quan trong, vi khach hang nédc ngoai hau het khong noi va viet hay hieu fi66c
tieng Viet. Do vay, ban can phai s6 dung thong thao tieng Anh va/hoac tieng Phap fie iam bao rang ban co the giao dich voi cac khach hang khong biet
tieng Viet.

Tuy thuoc vao chinh sach kinh doanh cua Aai ly 16/ hanh cua ban, ban cung se Addc ket noi vao He thong fiat cho bang may tinh (CRS), con Ad6dc goi
mot cach pho bien la He thong phan phoi toan cau (GDS). (Xem coing viec 8).

PHAN VIEC SO 4.1: Phoi hép lam viec trong bo phan

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

PHAN VIEC SO 4.3: Sd& duing cac thiet bi van phong

PHAN VIEC SO 4.4: Van hanh may tinh

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

PHOI HOP LAM VIEC TRONG BO PHAN o SO DUNG CAC THIET B0 VAN PHONG 0

SO DUNG NIEN THOAI © SO DUNG MAY TiNH (4] GIAO DICH VOI KHACH HANG o
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CONG VIEC SO 4:
PHAN VIEC SO 4.1:

Bo phan
troc tiep va
bo phan
“lédn hdén”

CACH LAM

Hieu ro vai tro cua ban trong
fai ly 16 hanh; trong nganh du
lich Viet Nam; val trong khoi 16
hanh toan cau.

LAM VIEC TAI VAN PHONG
Phoi hép lam viec trong bo phan

TIEU CHUAN

Cam ket la thanh vien cua bo
phan trdc tiep cua ban (Aai ly
I6 hanh) va cac ndi khac rong
I6n hén (Viet Nam/the! gibi).

So6 thanh cong cua Aai ly 16
hanh va s6 hai long cua
khach hang tuy thuoc vao
s6 fAong gop cua nhieu
ngodi ma ban chinh la ngd6i
fiong gop chu chot.

KIEN THOC

Hoa fiong
vOi cac fiong
nghiep thuoc
cac loa tuoi,
nen van hoa
khac nhau

Trong giao tiep, can nhan théc
ro. nhéing khac biet ve van hoa
va xa hoi cua cac thanh vien
khac tai Viet Nam va quoc te.

San sang tiep nhan cac y
t6dng cua ngddi khac.

Hoa fiong trong cong viec voi
cac fiong nghiep va nhodng
ngo6d6i trong nganh du lich tai
Viet Nam va quoc te.

Nhdng ngodi td cac nen
van hoa khac nhau, thuoc
cac l6a tuoi, gibi tinh hoac
ton giao khac nhau, co
mong fidi khac nhau. Ban
se hoc Addic rat nhieu neu
ban the hien fAddc sd quan
tam toi cac fioi tddng nay.

Nhong khac biet trong
giao tiep va 6ng x0 gida
con ngodi thuoc cac
nen van hoa khac nhau.

Hop tac va
giup Ao
fiong nghiep

Tim kiem sd tré giup va san
sang tréi giup fiong nghiep

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

Sd thanh cong cua fai ly 16
hanh va sdi hai long cua
khach hang tuy thuoc vao
s6 flong gop cua nhieu
ngééi ma ban chinh la
ng6di Aong gop chu chot.

Cac muc tieu
cua bo phan
va muc tieu
ca nhan

Hol tré' trong viec thiet lap cac
muc tieu, ca cho chinh ban va
cho nhom

Xem xet va fAieu chinh cac
muic tieu theo finh ky.

Nat fi6dc cac muc tieu fa
thong nhat trédc, va cac muic
tieu na ABOCc fiileu chinh theo
fiinh ky.

Ban phai co muc tieu ca
nhan va muc tieu phoi hép
cua bo phan fie ban va cac
fiong nghiep hodng toi.

Biet cac mui tieu.
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CONG VIEC SO 4: LAM VIEC TAI VAN PHONG

PHAN VIEC SO 4.2:

NOI DUNG

1. Xoly cac
tai lieu va
tho fAen

Tim hieu cac quy trinh x6 ly thé
fien cua cong ty.

TIEU CHUAN
Cac tho fien phai Addic xd ly
theo cac quy trinh ma cong ty
fia ban hanh.

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

Tuan thu nghiem cac quy
trinh ma cong ty ban fAa
ban hanh se cho ban ket
qua cong viec tot nhat.

KIEN THOC

Cac quy trinh cua fai ly
16 hanh - x6 ly tho fien.

2. Soan thao
van ban

Can hieu ro théi fiiem sd duing
thich hdp cac thoé tin, bien ban,
fax, tho fAien td; cac mau va
va phong cach phu hép cua
téng loai; 6ng dung mot cach
chinh xac.

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

Tuan thu nghiem cac quy
trinh ma cong ty ban fa
ban hanh se cho ban ket
qua cong viec tot nhat.

Cac quy fiinh cua cong
ty ve mau va phong
cach trinh bay van ban.

3. Lo6u gid tai
lieu va lap
ho s6

Hieu ve he thong I6u tré hoi s6,
thdi han xo ly fia Addc fAai ly 16
hanh ap dung.

Tat ca viec bao quan va l6u
gid cac ghi chep phai Ad6c
thdic hien theo quy trinh cua
cong ty.

Tuan thu nghiem cac quy
trinh ma cong ty ban fAa
ban hanh se cho ban ket
qua cong viec tot nhat.

Cac quy trinh cua cong
ty— I6u gi6 va bao quan
cac ghi chep.

4. Yeu cau them
fio dung va
van phong
pham (giay,
but, mdic in..)

Tuan theo h6éng dan cua Aali
ly 16 hanh trong viec fie xuat
yeu cau van phong pham fe
ng60i quan ly duyet.

Tuan theo cac quy trinh cua
fai ly 160 hanh khi yeu cau
them nhdng van phong pham
mot cach kip thoi fie tranh bg
gian Aoan.

Tuan thu nghiem cac quy
trinh ma cong ty ban fa
ban hanh se cho ban ket
qua cong viec tot nhat.

Cac quy trinh cua cong
ty— cac fAlnh moc fe
xuat them fio dung.



CONG VIEC SO 4:
PHAN VIEC SO 4.3:

1. Cac thiet bd
van phong
(may pho to;
may fax; may
fiong goi; may
quet hinh; may
anh soj; Aau
video/DVD;
may fien chieu;
may chieu ky
thuat so, v.v...)

CACH LAM

Nghien céu cac cam nang h6éng dan.

Nhan s6 h6dng dan td nhan vien cua
nha cung cap va td ilong nghiep.

Rut kinh nghiem .

Nam bao fiu cac van phong pham fie
s6 duing (vi du, giay trong may pho to).

Tuan theo cac quy trinh cua fai ly 16
hanh khi cac van phong pham d¢' tro
thap d66i méc can goi them.

Trong trédng hdp cac thiet bl hong
hoc, hay thoic hien nhding thao tac fién
gian va fiung fian, va/hoac goi dich vu
bao dobng cua nha cung cap neu
cam thay can thiet.

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 fAai ly 16 hanh
mot cach thanh thao.

Khong tri hoan viec
cung cap cac van
phong pham (nho giay,
hop mdc in) khi bi het.

Giam thieu s6 gian
fioan do hong hoc
thiet bi.

Van hanh fiung quy trinh fie
fiam bao an toan va tranh
hong hoc.

KIEN THOC
Cam nang hdédng dan
s6 duing va bao dédng
cac loai thiet bi.

2. He thong iiien
thoai (nho he
thong fien
thoai co mot
“may me” va
nhieu may con)
(xem muc 4.5
ve “Giao tiep
tren fien
thoai”)

Nam Addc cac chdc nang dodi fay:

o Tra l6i fiilen thoai.

o Chuyen cuoc goi
nghiep.

o Nat cuoc goi & che fio ché.

o Tra l16i nhieu cuoc goi cung luc.

o Quay so cac cuoc goi trong n66¢c
va quoc te.

o Choc nang ghi lai 16i nhan va am
nhac - ngoai gié lam viec.

cho fong

Co the s6 dung thanh
thao he' thong fien
thoai.

Thuan tien cho khach hang
va fiong nghiep.

Cam nang hééng dan
sO dung he thong fiien
thoai cua fai ly [0
hanh.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 41



TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 42

LAM VIEC TAI VAN PHONG
Van hanh may tinh

CONG VIEC SO 4:
PHAN VIEC SO 4.4:

May tinh ca
nhan hoac
thiet bo Aau
cuoi ket noi
fien may chu;
va may in -
phan céng

CACH LAM

S6 dung cac phan cong mot cach can
than, tuan theo cac ch: dan cua nha
cung cap fie van hanh fiung cach.

Bao cao cac hong hoc cho nhan vien
bao tri trong cong ty hoac cho Adn vi
cung cap dich vu cong nghe thong tin
(theo quy trinh cua fai ly 16 hanh).

Quan sat mdc fio an ninh truy cap cua
may tinh ban do ng6di quan ly thiet lap.

Gibi han ngodi s6 dung.

TIEU CHUAN

Hieu biet Aay fAu ve
may tinh, mang va
may in fie s6 dung mot
cach thanh thabo.

Ky nang s6 dung ban
phim thanh thao Aap
6ng cac tieu chuan
yeu cau cua fiai ly 16
hanh.

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

May tinh la mot cong cu
thiet yeu cua Nai ly 16 hanh.

S8 dung may tinh thanh
thao se! tiet kiem théi gian.

Vi rut may tinh co the pha
huy cac thong tin fddc I6u
gid'trong may tinh, va gay ra
sd bat tien va cham tre cho
ban va cac fiong nghiep.

KIEN THOC

Cac cam nang hdédng
dan cua cac nha san
xuat may tinh va may
in cung cap cho fai ly
16 hanh.

Kien thdc ve thdic
hanh s6 dung va bao
quan may tinh mot
cach tot nhat.

Cac phan mem
(nhdé Word fie
soan thao tho
to va tai lieu;
Excel fie lap
bang tinh)

Soan thao thd té trong MS Word.

Soan thao cac van ban (vi du cac
chddng trinh du lich) trong Word,
Excel, PowerPoint hoac phan mem
cua cong ty.

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

S6 dung cac chdbdng trinh khac do fai
ly 16 hanh cua ban cung cap (vi dul
han mem ke toan/lap hoa fién).

Co hieu biet vel may
tinh var thanh thao ve
tat ca cac Ong dung
phan mem can thiet.

Ne lam viec hieu qua.

Cac cam nang hdédng
dan cua cac nha cung
cap phan mem Ad6c
cung cap cho fiai ly 16
hanh..

Kien thoc ve cac choc
nang quan trong cua
cac chddng trinh phan
mem.



3. Internet

CACH LAM

Truy cap Internet theo quy trinh cua
fai ly 16 hanh cua ban.

S6 duing cac cong cui tim kiem fie tim
cac nguon co thong tin theo yeu cau.

Xac filnh ngay lay thong tin vi nhieu
trang web co chba cac thong tin Aa
het han.

Lou (Aanh dau) cac trang ma ban truy
cap thodng xuyen trong muc “Oa
chuong’(Favourite).

Sap xep cac thong tin nay vao tho
muc fie truy cap nhanh ve sau.

Nam thoai qua Internet (vi du, skype).

TIEU CHUAN

e Co the truy cap cac

thong tin flang tin cay
tren mang internet
thong qua may tinh
cua ban

Mang Internet va rat nhieu
trang web cung cap mot
thd vien thong tin ve cac
filem fien va cac san pham
du lich.

S6 dung Aiung cach se' tiet
kiem cho ban hang gib
trong viec tim kiem thong
tin cho khach hang.

Ne giam chi phi.

KIEN THOC

Cach truy cap mang
Internet.

Cach tim kiem (166t)
thoing tin.

Cach 16u va quan ly
muc 6a  chuong
(Favourite) cua ban
fie truy cap nhanh khi
can thiet.

Cach s6 dung may
tinh va Internet fiel
fiam thoai voi moc chi
phi thap.

4, Tho fdien tol

Tai ve va fiolc cac tho fien td vao fiau
gio buoi sang, va fieu Aan trong ngay.

Tra 16i ngay, hoac thong bao ngay Aa
nhan Adbic thd, nghien cbu va sau fio
tra 16i.

Lou cac tho fien t6 theo ch: dan cua
fai ly 16 hanh cua ban.

Tra 16i tat ca cac tho
fiien t6 cang sébm cang
tot (g6i s6 ghi nhan
neu ban khong the tra
16i trong ngay)

Tat ca thoé fAien td phai
fiodéc xo ly vbi tam quan
trong tééng t6 nhd cac
cuoc goi Aien thoai.

Cach s6 dung he
thong thd Aien td cua
fiai ly 160 hanh (vi du
phan mem Outlook).

5. S6 dung
may chu

Tuan thu nghiem ngat cac quy trinh
cua fiai ly 16 hanh cua ban khi lam
viec tren may chu.

Lou gid cac ghi chep cua ban tren
may chu.

Co the! truy cap va so
dung may chu theo
hoébng dan.

May chu I6u gi6 cac tap va
tep tin ABBC chia se cung cac
fiong nghiep, va cac ghi
chep Addc 16u lai vi cac ly do
phap ly hoac kinh doanh.

Cac hobng dan cua
fai ly 16 hanh cua ban
ve lam viec va tao tap
tin tren may chu.
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CONG VIEC SO 4: LAM VIEC TAI VAN PHONG
PHAN VIEC SO 4.5: Giao dich vbi khach hang va cac nha cung cap trong nganh du lich

CACH LAM TIEU CHUAN KIEN THOC

1. Giao dich qua Nhanh chong tra 16i fiien thoai trong |e S& dung hieu qua | Nien thoai la phédng tien

fiien thoali vong 3 hoi chuong. phoébng tien giao dich | giao dich quan trong cua

(Nien thoai co fiien thoai fioi vOi ca | cac fiai ly 16/ hanh.

Aonh va fien TO gidi thieu ve ban va cong ty cua cac cuoc goi fien va

thoai di fiong) | Pan mot cach ro rang. goi fii. Ban phai co kha nang so
dung fiien thoai mot cach

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

toi 6u.

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

Ghi lai cac 16i nhan mot cach rol rang
(ten fAay fu, ten cong ty, so fien thoali,
noi dung tin nhan, théi gian nhan tin).
Xac nhan lai noi dung tin nhan va
chuyen chung fi theo dang van ban.

Neu ban fang tiep khach, hay cho
ng66i goi biet ban se goi lai cho ho
ngay sau khi ban co thoi gian.

Bao cho khach la fia nhan n6dc cuoc
goi cua holvi co the ho' fiang fdi trong
khi ban co cuoc fien thoai khac.

Goi lai ngay cac cuoc fiien thoai bi 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.



2. Giao dich
troic tiep

CACH LAM

Nhin vao mat ng66i foi dien.
Mem co0i.

To gibi thieu minh.
“Toi co the giup gi fiédc cho ngai?”.

Lang nghe can than va ghi chep.
Quan sat “ngon ngd hinh the”.

Tra |6i ro rang cac cau hoi.

Neu ban khong biet hoac biet khong
chac chan, hay fie ngho fie tim cau tra
161 sau.

Tral 16i cang sdm cang tot.

The hien s6 ton trong khach hang
cung nhd ban mong muon moi ng6di

fioi x6 nho the voi ban.

Lou y khach hang fAang Adi khi ban
flang co cuoc goi.

TIEU CHUAN
e Giao dich troc tiep hieu
qua voi moi ngooi
thuoc moi nen van hoa.

Khach hang t6b6ng lai
thédng thich mua cac san
pham du lich t& cac nhan
vien fiai ly 16 hanh, nhdng
ngo6i ma ho fianh gia la
lich s6 va chuyen nghiep.

KIEN THOC
Nam voéng quy trinh
thu xep cac cuoc gap
g6 khach hang tai fai
ly cua ban.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I
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3. Giao dich bang

van ban
(Tho hoac tho
fiien to)

CACH LAM

S6 dung giao dich bang van ban.

So6 dung ngon ngd ro rang, tranh so
duing thuat ng6d chuyen mon.

Thel hien bang van ban ro rang va
rieng biet cac giao dich ve cac chu fie
khac nhau.

TIEU CHUAN

e Giao dich bang van

ban hieu qua vdi khach
hang, cac nha cung cap
va fiong nghiep.

Giao dich bang van ban la
c6 sb cua cac yeu cau, hoi
fiap va hép fiong.
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KIEN THOC

Kieu cach rieng cua
fiai ly 16 hanh cua ban
ve giao dich bang van
ban.

Ngon ngd
(Ngon ngd
giao dich hoac
ngon ngo
chung trong
giao dich gida
hai ng66i)

(vi du tieng
Anh hoac
tieng Phap)

Thong nhat ngon ng6 chung fiel giao
dich vai tat ca cac khach hang va nha
cung cap khong noi fi6éic tieng Viet.

Tan dung moi cd hoi fie thdic hanh va
nang cao trinh fio ngoai ngo.

SO 16u loat can thiet
trong nghe hieu, noi,
floc va viet trong tieng
Anh va/hoac tieng
Phap, fie giao dich voi
khach hang hoac cac
nha cung cap khong
noi A6AC tieng Viet.

Tieng Anh hoac tieng Phap
thédng la ngon ngd thong
dung nhat.

Ngoai ng6 - Nghe
hieu, Noi, Noc, Viet.



CONG VIEC 5. KIEN THOC VA TO VAN VE NIEM NEN DU L0CH
Gidi thieu:

a) Niem fien du lich tai Viet Nam
b) Niem fien du lich tai nédc ngoai

Cac nhan vien fiai ly 16 hanh & trinh fiol cd ban phai co kien théc tot ve cac fliem du lich 6 Viet Nam cung nho cac fiiem du lich noi tieng nhat tren the: gioi.
Kien thdc fio se Addc bo sung thong qua kinh nghiem va nghien cou trong qua trinh lam viec sau nay.

Trong cac fiai ly 16 hanh 16n, cac nhan vien fai ly 16 hanh trinh fio c6 ban se khoi fiau bang viec giai quyet cac yeu cau va ban cac chédng trinh du lich trong n6éc,
vi vay kien thdc ve cac fita danh du lich cua Viet Nam Ad6c 6u tien trddc het. Nhieu fiai ly 16 hanh khong co fiu nguon I6c fie bo tri rieng cac nhan vien ban san pham
du lich trong n66c¢ va quoc te, do fio ho mong fdi cac nhan vien Aai ly 16 hanh 6 trinh fio cd ban co the giai quyet ngay moi yeu cau cua khach.

Ban se phai hoan thanh cac bai tap xac fionh vi tri téng vung cua Viet Nam. Trang web cua Tong cuc Du lich co neu chi tiet ve cac vung nay. Ban se biet
cach xac filnh v tri cua cac thanh pho, cac san bay, cac fiiem du lich, cac ga tau, cac cang bien, nui, song. Ban cung se biet khoang cach cac quang
fAodng va thdi gian di chuyen.

Viec nghien céu cac fita danh du lich quoc te co the fidéic théc hien thong qua viec sé dung ban fio cac chau luc (chau Au, chau A, chau Nai D66ng, chau
Phi, chau My Latinh); cac quoc gia, cac thanh pho, cac san bay chinh, cac fiai do66ng, nui, song; vi fio (Bac/Nam) foi voi cac cung khi hau khac nhau;
kinh fio (Nong/Tay) fioi véi cac mui gid khac nhau, v.v..

Ban se biet ndi va cach truy cap cac nguon thong tin van ban (Internet, he thong CRS, cac an pham) fie cap nhat thong tin chinh xac bat ky fita danh du
lich nao ma khach hang yeu cau.

Ban se tao nguon va nghien cou cac tai lieu troc quan (vi du fila CD-ROM, video, phim anh, phim tai lieu, sach bao, cac anh chup) ve cac fila danh du
lich, nham giup ban co kien thdc sau hén va fida ra t6 van chinh xac cho khach hang.

Nhoing kien thdc vel cac fila danh du lich se Aiddic ban cap nhat thong qua trai nghiem ca nhan, cac chdéng trinh khao sat du lich do cac hang hang khong
hoac cac Van phong Du lich to chéc, va/hoac thong qua cac chuyen tham quan théc te iddc cac cong ty fAieu hanh tour hoac cac khach san cung cap.

Kien thoc ve filem fien du lich bao gom vi tri cua fiiem fen; cac Aiem hap dan fiac biet/ly do fie fien tham quan, cac phééng tien van chuyen fien va trong
fita phan Aiem du lich; cac loai hinh san pham du lich san co tai filem fien; lich sd, phong tuc fita phddng va cac fiac tinh khac cua cong fiong dan co fila
phoong; khi hau va tinh mua vul tac fiong fien thdi gian tham quan; cac sdi kien fiac biet nhé cac lel hoi; cac tien nghi cho du khach; cac van fie lien quan
fien sbc khoe vai an toan; cac canh bao ve du lich co the tac Aong fien Aiem du lich.

PHAN VIEC SO 5.1: Thu thap va phat trien cac kien théc ve fiiem fien du lich (Kien thoc)
PHAN VIEC SO 5.2: Cap nhat kien thdc td cac nguon van ban

PHAN VIEC SO 5.3: Cap nhat kien thdc td cac phédng tien nghe nhin

PHAN VIEC SO 5.4: Cap nhat kien thdc tdi trai nghiem ca nhan

PHAN VIEC SO 5.5: Cung cap thong tin va td van ve fiiem fien du lich
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CONG VIEC 5. KIEN THOC VA TO VAN VE NIEM NEN DU L(CH

CAP NHAT KIEN THOC TO CAC o CAP NHAT KIEN THOC TO CAC e
PHOONG TIEN NGHE NHIN PHOONG TIEN NGHE NHIN

CAP NHAT KIEN THOC TO TRAINGHIEM @ CUNG CAP THONG TIN VA TO VAN (4]
CA NHAN VE NIEM NEN DU LICH

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH



CONG VIEC SO 5:
PHAN VIEC SO 5.1:

NOI DUNG

Cac iAiem fien
du lich tai
Viet Nam
Tong cuc Du
lich Viet Nam
(VNAT) quan
ly trang web
luon R6dc cap
nhat cac
thong tin cua
téng vung,
tznh va thanh
pho cua Viet
Nam.

Moi tznh va
thanh phoi cua
Viet Nam fieu
CO Xxuc tien
quang ba cac
fAiem du lich

Ve lai cac ban fio cua téng vung
du lich Viet Nam va fianh dau vi
tri cac thanh pho chinh, cac san
bay quoc te, cac Aac fiiem fa ly
va cac fiiem du lich hap dan.

Tim kiem va ghi lai cac khoang
cach va thdi gian di chuyen
(bang fibdng khong, A6dng bo
va Addng sat) gida tong fa
fiiem du lich va thanh pho
chinh gan nhat (vi du Ha Noi,
Thanh phoi Ho Chi Minh).

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

Noc so tay va tap chi ve du lich.

Truy cap vao cac trang web
td nhan va cac sach hddng
dan khac.

Lap so tay rieng ghi chep cac
thong tin cap nhat ve cac fiiem
fien du lich cua Viet Nam.

TIEU CHUAN

Biet va xac filnh cac nguon
thong tin ve cac filem fien du
lich Viet Nam fie cap nhat va
sOa cac do¢ lieu thong tin fa
co hoac fa fibdc fanh dau.

Xac fiinh v tri cac Adiem fAen
du lich cua Viet Nam mot
cach hoan toan chinh xac.

e Cam nang ve cac dd lieu chinh

xac fibbc tao lap va duy tri, bao
gom ca cac nguon fie tham
khao va cac dd lieu chinh.

KIEN THOC VA TO VAN VE CAC NIEM NEN DU L0CH
Thu thap va phat trien cac kien théc ve fiiem fien du lich (Kien thoc)

Khach hang fien véi ban fie
co cac thong tin ve cac
fiiem fien du lich cua Viet
Nam; ho' se fie nght ban gidi
thieu; ban phai lam cho ho
tin tddng va td van cua ban
la thich hép va chinh xac.

KIEN THOC

Cac fita danh du lich chu
yeu cua Viet Nam, s6
hap dan cua chung,
phébng thdéc van
chuyen fien va i lai
trong fiiem du lich, cac
fiac fiem ve fila ly, cac
chi tiet ve lich s6 va van
hoa, khi hau va tinh mua
VU; cac loai san pham
du lich san co tai fia
phdbng; cac so6 kien fac
biet nho6 cac le hoi.
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NOI DUNG

2. Cac niem fen

du lich quoc
te - chau Au,
chau A, chau
Nai Dé6ng,
chau Phi,
chau My
Latinh (chau
Nai dééng
gom co
Oxtraylia, Niu
Di Lan, Thai
Binh D66ng
va cac quoc
fiao Aoc lap)

Ve lai cac ban fio cua tdng
vung tren the: gidi va fianh dau
vi tri cac nddc, cac thanh pho
chinh, cac san bay quoc te,
cac fac fAiem fila ly va cac
fiiem du lich hap dan chu yeu.

Truy cap vao cac trang web
cua cac To chéc Du lich quoc
gia (NTO) va cac tai lieu fa
xuat ban.

Noc cac so tay va tap chi ve du
lich.

Truy cap vao cac trang web
cua t6 nhan va cac sach
hoébéng dan cua cac thanh phan
kinh te khac.

Tim kiem va ghi lai cac khoang
cach va théi gian di chuyen
thich hop.

Lap so tay ghi chep rieng ve
cac fliem fien trong vung va
quoc te.

Co kha nang mo ta cac khu
vOc trong tam cua cong ty.

TIEU CHUAN

Biet va xac filnh cac nguon
thong tin vel cac fAiem fien
du lich quoic tel vai vung lanh
tho chinh noi tieng.

Xac filnh vi tri cac Adiem fen
du lich quoc te mot cach
hoan toan chinh xac.

Lap ra va duy tri cam nang
ghi chep cac dd lieu chinh
xac thu nhan f6déc qua kinh
nghiem ban cac fliem du lich
quoi tel va khu voic.

Cac khach ndédc ngoai va
khach Viet Nam dda vao
ban fie co kien théc hoac
fie biet ndi co the tim ABdIc
cac thong tin chinh xac.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I

KIEN THOC

Cac fliem fien du lich
trong cac khu voc lan
can va tren the gidi,
cac filem du lich hap
dan 6 Ao, phddng thdc
di chuyen fAen va i lai
trong filem du lich; cac
yeu cau ve hai quan
va thi thoc; khi hau va
tinh mua vui; cac moi
quan tam troc tiep ve
an ninh va séc khoe;
tien te, bao hiem, gid
fila phoong.
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CONG VIEC SO 5:
PHAN VIEC SO 5.2:

1. Cap nhat kien
thoc ve cac
niem fen & Viet
Nam va tren the
gidi to cac
nguon van ban

(Cac nguon van
ban co the la
cac trang web,
cac so tay du
lich, sach
hdébéng 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 cac
thong tin mdi nhat.

Thoé6ng xuyen tham khao cac
so tay, tap chi, sach hébng
dan va cac bai bao.

Thébng xuyen cap nhat cam
nang cua ban (ve Viet Nam va
quoc te), thay cac thong tin Aa
qua cu va bo sung cac thong
tin moi.

Lou gid ban sao cac bai viet ve
du lich tren cac bao va tap chi
trong ho sbé Aiem fien cua ban.

TIEU CHUAN

Biet va xac filnh cac nguon
thong tin ve filem fien du

lich Viet Nam va quoc tei fie

cap nhat.

Tao lap va duy tri cam nang
ve cac do lieu chinh xac, bao
gom cac nguon fie tham khao
va cac dd lieu chinh.

KIEN THOC VA TO VAN VE CAC NIEM NEN DU L0CH
Cap nhat kien thoéc to cac nguon van ban

Cac filem fien & Viet Nam
va tren the gibi thddng
khong ngdng thay fioi.

Ban phai co thong tin cap
nhat fe fda ra 16i t6 van
chinh xac cho khach hang.

Kinh nghiem thoc te cua
ban tang len thi kien thdc
cua ban ve cac fiem du lich
quoc te A6dc md mang.

Ban cang co nhieu kien
thoc ve fiem fien va truy
cap A66c nhieu thong tin
maoi thi ban se cung cap
dich vu cho khach hang tot
hoén va viec kinh doanh cua
ban cung thanh cong hén.

KIEN THOC

Cac fliem Aen du lich
chu yeu 6 Viet Nam
va tren the gibi, cac
fiiem du lich hap dan,
phdbng thoc di
chuyen fen va fii lai
trong fiem du lich; cac
fiac Aiem fAia ly; cac
chi tiet ve lich sd va
van hoa; khi hau va
tinh mua vu; cac san
pham du lich san co
tai Ata phobdng; cac so
kien fac biet nho cac
lel hoi.
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KIEN THOC VA TO VAN VE CAC NIEM NEN DU L0CH
Cap nhat kien thdc t6 cac ph6dng tien nghe nhin

CONG VIEC SO 5:
PHAN VIEC SO 5.3:

2. Cap nhat kien
thdc ve cac
fiem fien du
lich cua Viet
Nam va thel gioi
t6 cac phédng
tien nghe nhin
(Cac phodng
tien nghe nhin
co the la cac
fila CD, DVD,
video, phim
anh, ti vi, phim
tai lieu, anh
chieu, cac anh
chup, ap phich)

CACH LAM

Xem cac tai lieu tréc quan san
co ve cac fita danh du lich
Viet Nam va quoc te, fie. nang
cao kien théc cua ban va bo
sung vao cac tai lieu tham
khao fie ban co the td van cho
khach hang.

Tham gia cac hoi thao xuc tien
du lich va cac buoi chieu phim
do cac to chdc du lich va/hoac
cac nha cung cap to choc.

TIEU CHUAN

e Cam nang thoing tin ve: iiiem

fien cua ban bao gom cac
tai lieu tréic quan, va/hoac
cac ghi chep ve nbi cat cac
phim/fila DVD fe de dang
tham khalo.

Ban col the truy cap nhanh
cac tai lieu nay fe cho
khach hang xem.

Du lich loi cuon giac quan
cua con ngo66i, Aac biet la
“th0 giac” -“Tram nghe
khong bang mot thay”.

Viec xem cac tai lieu troc
quan va kha nang gidi
thieu cac tai lieu nay cho
khach hang se nang cao
long tin cua khach hang vao
ban va s6 hong thu cua ho
fien Aiem fAen du lich.

KIEN THOC

Cac fliem Aen du lich
chu yeu 6 Viet Nam
va tren the gibi, cac
fiiem hap dan du lich,
cach di chuyen fien va
trong filem du lich; cac
fiac Aiem fAa ly; cac
chi tiet ve lich sd va
van hoa; khi hau va
tinh mua vu; cac san
pham du lich san co
tai fda phodng; cac s
kien fac biet nho cac
le! hoi.



CONG VIEC SO 5:
PHAN VIEC SO 5.4:

3. Cap nhat kien

théc cac fiem
fien du lich
cua Viet Nam
va the gidi qua
trai nghiem ca
nhan

(Trai nghiem
ca nhan bao
gom cac
chuyen fi cua

chinh ban va to

cac ket qua thu
thap trdc tiep
vai khach hang
va cac Aong
nghiep)

CACH LAM

Tham gia cac chdbng trinh
khao sat du lich va cac chuyen
fii tham quan thoc te do cac to
chéc du lich hoac cac nha
cung cap toi choc.

Ni du lich trong cac ngay nghg
cang nhieu cang tot.

Tim hieu cac trai nghiem cua
khach sau khi ho tréi ve.

Tham khao bao cao ve cac
chuyen fi cua cac fiong nghiep.

TIEU CHUAN

e Cam nang thong tin ve fAiem

du lich cua ban bao gom bao
cao ve chuyen fi cua chinh
ban; cac nhan xet cua khach
hang co lien quan va cac bao
cao cua cac flong nghiep.

Ban co the truy cap nhanh
thong tin nay fie lam thong tin
“tham khao” moéi nhat cung
cap cho khach hang.

KIEN THOC VA TO VAN VE CAC NIEM NEN DU L0CH
Cap nhat kien thoc to trai nghiem ca nhan

Chuyen fi rieng cua ban
hoac tham khao cac trai
nghiem gan nhat cua khach
hang hoac fiong nghiep se
mang lai cac thong tin het
soc chinh xac va co soc
thuyet phuc ve fiem du
lich; lam tang long tin cua
khach hang fioi vdi ban.

KIEN THOC

Cac fliem Aen du lich
chu yeu 6 Viet Nam,
cac fiem fien hap
dan, cach di chuyen
fien va Ai lai trong
filem du lich; cac fAac
filem fda ly; cac chi
tiet ve lich s6 va van
hoa; khi hau va tinh
mua vu; cac san
pham du lich san co
tai fta phodng; cac so
kien fac biet nho cac
le! hoi.
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CONG VIEC SO 5:
PHAN VIEC SO 5.5:

Cung cap cac
thong tin ve
fiiem fien du
lich co lien
quan fien nhu
cau cua khach
hang

CACH LAM

Lang nghe khach hang fie xac
filnh cac thong tin can thiet.

Cung cap ngay lap téc hoac
mot cach nhanh chong cac
thong tin chinh xac va co lien
quan cho khach hang.

TIEU CHUAN

e Cac thong tin A6dc cung cap

phai la thong tin cap nhat va
chinh xac; thong tin can Ad6c
cung cap ngay hoac sdm nhat
neu co the trong trééng hop
can xac fiinh them chi tiet.

Cac khach hang cam thay hai
long vbi cac thong tin ABdCc
cung cap.

KIEN THOC VA TO VAN VE CAC NIEM NEN DU L0CH
Cung cap thong tin va t6 van ve iliem fien du lich

Sol tra 16i nhanh chong va
chinh xac theo yeu cau cua
khach hang se tao Ad6c
long tin vao kha nang cua
ban trong viec thdc hien ke
hoach du lich cua khach
hang, ban va fai ly 16 hanh
cua ban se co Addc khach
hang trung thanh.
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KIEN THOC

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

Tham khao Cong viec
so 9.

To6 van theo
cach thich hép
va léu ghi
chep ve td van
fia fda ra

Neu ban fida ra t6 van hoac y
kien fie xuat bang I6i noi, hay
ghi chep ngan gon trong ho
s6 khach hang. Trong tréding
hop fio la nhdng t6 van hoac fie
xuat quan trong thi ban can xac
nhan lai bang van ban .

Neu ban tdé van bang van ban
thé Aien to, hay gid lai ban
sao trong hoi s6 khach hang.

Lou lai ghi chep nhding td van
hoac fe xuat cho khach hang
trong hoi sé khach fie del tham
khao khi can.

Ban luon phai bao ve
ng6di quan ly/ chu cong ty
cua ban (va chinh ban) do
nhoéng khach vo tam co the
khieu nai rang ban fida ra
td6 van khong chinh xac va
fioi boi thodng.

Ngoai ra, trong moi trédng
fia ngon ngd, co the co so
nham lan khong co y gida
nhan vien Aai ly 16 hanh va
khach hang.




3. Cac canh
bao ve du
loch do cac
to chdc quoc
te va cac
chinh phu
fida ra

CACH LAM

Nanh dau cac trang web ma
chinh phu hoac cac to chéc
quoc tel Ada ra 16i canh bao ve
viec fii du lich fien cac fila danh
khong an toan, khong RAddic
bao ve hoac khong co 16i cho
sdc khoe.

Thodng xuyen theo doi cac
trang web nay vi cac canh bao
co the ABOc fieu chinh cap Ao
tang len hoac giam fii.

To6 van khach hang neu ho
flang co ke hoalch fii du lich fien
nhdng fita danh fAddc canh bao.

Lou gi6 ghi chep ve td van cua
ban trong ho s6 cua khach.

Gid lai cac ban sao cua nhéng
tai lieu va tuyen bo chinh théc
cua cac cb6 quan chinh quyen
fie cho khach xem trong tr6dng
hdp hol can bang chdng.

TIEU CHUAN

e Cap nhat kien thdc ve cac

nguy c6 fie doa ve an toan,
an ninh hoac s6c khoe tai
cac Aiem fAen du lich cua
khach.

Ghi chep lai viec ban fa
thong bao khach ve cac
canh bao Adéic cong bo.

Van fie an toan, an ninh va
soc khoe cua khach hang
la rat quan trong.

KIEN THOC

Cac trang web cua
cac to chdc quoc te va
chinh phu co lien quan
(vi du, WHO - To choc
Y tel The gi6i).

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I
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CONG VIEC 6. KIEN THOC VA TO VAN VE SAN PHAM DU LICH

a) San pham du lich Viet Nam
b) San pham du lich n66c ngoai

Giobi thieu:

Kien thoc ve cac san pham du lich las yeu cau thiet yeu fioi vdi nhan vien fai ly 16 hanh. Cac fai ly 16 hanh co fidéic doanh thu té tien hoa hong do cac
nha cung cap tra.

Mot “san pham” du lich la mot hang hoa san sang fie ban cho du khach vi du nhd; chédng trinh du lich tron goi; cho ngoi tren chuyen bay; fiem I6u tru
trong khach san; bao hiem du lich. Nay la cac hang hoa ma fiai ly 16 hanh ban voi vai tro trung gian fie h6dng tien hoa hong.

Cac san pham du lich tai tho trodng Viet Nam bao gom van chuyen (cac chuyen bay noi fita; he thong tau hoa; cac dich vui xe buyt; cho thue xe o to; du
thuyen/van tai bien); c6 sé/ 16u tru véi cac tieu chuan va mdc gia khac nhau; nha hang; cac chééng trinh tham quan; tham quan cac fiiem du lich t6 nhien
va nhan tao; tham déi cac so kien va le! hoi, hoac s duing cac dich vui giai tri; bao hiem du lich.

Cac san pham du lich fie ban cho cac du khach n6dc ngoai bao gom: cac chééng trinh du lich tron goi fiddc cac cong ty 16 hanh ban sz tol chdc va ban; cac
phodng tien van chuyen (cac chuyen bay quoc te va noi fita; he thong tau hoa; cho thue xe o to; du thuyen/van tai bien); c6 s I6u tru; nha hang; cac chééng
trinh tham quan; tham quan cac fliem du lich t6 nhien va nhan tao; tham d&' cac so kien va le! hoi, hoac s dung cac dich vu giai tri; bao hiem du lich.

Ban phai co kha nang fioc va hieu cac so tay ve cac san pham do cac nha cung cap san pham phat hanh; nhan biet cac chi tiet vai cac fiieu kien, chi phi,
cach kiem tra tinh trang chol va Aiat cho. Ban cung phai co kha nang thong hieu cac dich vu Ad6c bao gom trong mdc gia, va cac dich vu khong Addic bao
gom (nam ngoai) cho nhéng san pham ma khach hang se phai tra them.

Ban phai biet cach truy cap cac thong tin tren mang, trong he thong CRS/GDS, hoac qua fiien thoai, fax hoac tho fiien td cua cac nha cung cap, fie fiam
bao rang ban fiang co thong tin cap nhat chinh xac, fie kiem tra tinh trang chol va mdc gia cho khach hang, fie Aat cho vai xac nhan. Ban phai tuan theo
cac chinh sach cua fai ly 16/ hanh trong viec ap dung cac thoa thuan ve san pham theo hdp fiong hoac theo s6 thich.

Ban cung phai thu thap va nghien cou cac tai lieu tréc quan (vi du fila CD-ROM; video; phim anh; phim tai lieu; cac anh chup) ve cac san pham du lich,
fie kien théc cua ban sau rong hén va t6 van chinh xac cho khach hang. Ban phai cap nhat kien thdc cua minh ve cac san pham du lich bat ky khi nao
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co thej; vi du thong qua cac trai nghiem ca nhan, tham dé cac chdééng trinh khao sat du lich do cac hang hang khong hoac cac Van phong Du lich to chdc
va/hoac thong qua cac chuyen tham quan khao sat théc tel i66c cac khach san hoac cac cong ty du lich cung cap. Kinh nghiem cua ban se fi66c bo sung
bdi cac bao cao bang mieng va van ban cua cac khach hang va fiong nghiep.

Ban phai tao va duy tri cam nang vel san pham cua minh, fie ghi lai cac nghien coéu va del dang tham khao fie tra 16i cac cau hoi sau nay.

PHAN VIEC SO 6.1: Phat trien kien théc ve san pham (Kien thoc).

PHAN VIEC SO 6.2: S6 dung so tay do cac nha cung cap phat hanh.

PHAN VIEC SO 6.3: Cap nhat kien thdc td cac nguon van ban.

PHAN VIEC SO 6.4: Cap nhat kien théc té cac phédng tien nghe nhin.

PHAN VIEC SO 6.5: Cap nhat kien thoc td trai nghiem ca nhan.

PHAN VIEC SO 6.6: Cap nhat kien thoc to phan hoi cua khach hang.

PHAN VIEC SO 6.7: Thong thao cac san pham 6u tien cua fai ly |6 hanh cua ban (Kien thdc).

PHAN VIEC SO 6.8: Cung cap thong tin va td van ve san pham cho khach hang.



CONG VIEC 6. KIEN THOC VA TO VAN VE SAN PHAM DU LICH

.ﬁ.l}‘r‘EH.‘I 15 1M,
WEEK 20016

SO DUNG SO TAY DO CAC NHA o CAP NHAT KIEN THOC TO CAC e
CUNG CAP PHAT HANH NGUON VAN BAN

CAP NHAT KIEN THOC TO CAC e CAP NHAT KIEN THOC TO TRAI NGHIEM o
PHOONG TIEN NGHE NHIN CA NHAN
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CONG VIEC 6. KIEN THOC VA TO VAN VE SAN PHAM DU LICH

/

CAP NHAT KIEN THOC TO PHAN HOI e THONG THAO CAC SAN PHAM OU e CUNG CAP THONG TIN VA TO VAN VE a
CUA KHACH HANG TIEN CUA NAI LY LO HANH CUA BAN SAN PHAM CHO KHACH HANG
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CONG VIEC SO 6:
PHAN VIEC SO 6.1:

NOI DUNG

. Cac san pham du
lich tai Viet Nam
cho khach noi fita
va khach t6 n6dc
ngoai vao, bao
gom:

Van chuyen bang
fiddng hang
khong, n6dng sat,
fiddng bo va
fidong bien

Noa fion va tien
khach fii va ve
gida san bay va
khach san

Cac nha hang va
cac c6 sb/ 16u tru 6
cac ttnh va thanh
pho

Cac chdbng trinh
du lich tham quan
tron goi

Cac so kien val le
hoi

Bao hiem du lich
Cac san pham
khac ma khach du

Truy cap vao cac trang web va
cac so tay cua Tong cuc Du
lich vai cac nha cung cap fie co
cac thong tin ve san pham.

Truy cap vao cac trang web va
cac cuon sach hdédng dan fe
co cac thong tin bo sung ve
san pham (vi dui cac lI6a chon
khach san, cac cong ty fieu
hanh tour fita ph66ng).

Thu thap cac soi tay va cac tai
lieu troic quan khac co the gibi
thieu cho khach.

Tao rieng cho ban cuon cam
nang ve cac san pham du lich
cua Viet Nam bao gom cac so
tay mdi nhat neu col the

KIEN THOC VA TO VAN VE SAN PHAM
Phat trien kien thdc ve san pham (Kien thoc)

TIEU CHUAN

Co fu kien thdc fe cung cap
cho khach cac san pham phu
hdp vbi nhu cau cua ho.

Co the truy cap cac kien thoc
bo sung fie hap dng cac yeu
cau cua khach.

Tao rieng va duy tri cuon cam
nang ve cac san pham du lich
cua Viet Nam, bao gom cac
fita chz lien he, cac tai lieu troc
quan va cac chi tiet chinh.

Thu nhap cua Aai ly 16
hanh t6 khoan hoa hong do
nha cung cap tra cho ngodi
ban cac dich vu cua minh
nhoé cho tren chuyen bay,
buong khach san, cac
chddng trinh du lich tron goi.

KIEN THOC

Cac san pham du lich
Viet Nam danh cho
khach du lich
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NOI DUNG

lich co the Aat
mua va tra tien
trédc

Thi thdc cho
khach t6 n66c
ngoai vao neu
CO yeu cau

TIEU CHUAN
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KIEN THOC

. Cac san
pham cho
khach fi du
loich n6bc
ngoai
(Outbound)
bao gom:

Cac chobdng
trinh du lich
tron goi

Lich bay

Cac khach san
Thuel xe o to
Bao hiem du
lich

Cac san pham
khac ma
khach du lich
co the Aat mua
val tra tien
trédc

Truy cap vao cac trang web va
cac so tay cua cac nha cung
cap (vi du cac cong ty du lich
ban si) fie co cac thong tin ve
san pham.

Truy cap vao cac trang web va
cac cuon sach hdédng dan fe
co cac thong tin bo sung ve
san pham (vi dui cac lI6a chon
ve khach san, cac cong ty fiieu
hanh tour fita ph66ng).

Thu thap cac soi tay va cac tai
lieu tréc quan khac ma ban co
thel gidi thieu cho khach.

Tao rieng cho ban cuon cam
nang ve cac san pham du lich
quoc te bao gom cac so tay
moi nhat neu co the.

Biet cach xac fAinh va hieu
chinh xac cac thong tin ve
san pham.

Thu nhap cua Aai ly 16l
hanh t6 khoan hoa hong
do nha cung cap tra cho
ngdoi ban san pham cua
minh nho chol tren chuyen
bay, buong khach san,
cac chédng trinh du lich
tron goi.

Cac san pham du lich
cho khach du lich
quoc te td Viet Nam fi
noé6éc ngoai.
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CONG VIEC SO 6:
PHAN VIEC SO 6.2:

Cac tap gap
va/hoac cac
trang web cua
cac nha cung
cap fAbda ra cac
chi tiet va cac
fiieu kien mua
ban san pham
cua ho (cac
b6dc chung
foi vOi cac tap
gap cua cac
nha cung cap)

CACH LAM

Thu thap cac tap gap cua cac
nha cung cap (cac cong ty
fileu hanh tour ban s cac
hang hang khong, cac khach
san, cac hang bao hiem du
lich, v.v..).

Noc cac tap gap mot cach can
than fie iam bao rang ban Aul
hieu fie t6 van khach, va fe
théc hien cac yeu cau, Aat
chol va thanh toan.

Hieu ro cach dung ma so;, nho
cac lda chon ve buong khach
san (phong Adén-SGLB; phong
fioi — TWNB, v.v..).

KIEN THOC VA TO VAN VE SAN PHAM
SO dung tap gap do cac nha cung cap phat hanh

TIEU CHUAN

e Co kha nang fAolc tat ca cac

thong tin tren tap gap cua nha
cung cap.

Cung cap nhdng té van
fiang tin cay cho khach
hang.

KIEN THOC

Cach fioc tap gap cua
nha cung cap.

Viec tinh gia
tour tren tap
gap cua cac
cong ty 10

hanh ban sz

Nghien céu cac khung gia va
tinh toan cac chi phi cho
chuyen fii cua khach hang.

Xac fiinh gia dich vu fddc bao
gop (may bay, an 6, fii lai, cac
ch6édng trinh tham quan thanh
phoi v.v..).

So sanh moc gia va cac dich

vu bao gom va cac tieu chuan

gidia cac nha cung cap canh
tranh khac nhau.

e Co kha nang tinh toan cac chi

phi cho chébéng trinh du lich
cua khach to tap gap cua
cong ty du lich ban sz.

Co kha nang xac finh san
pham chao ban “co gia tro
nhat”.

Cung cap nhéng tdé van co
gia tri cho khach hang.

Cach fioc tap gap cua
cong ty du lich ban sz.
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Tap gap cua
cac hang du
lich tau
bien,

CACH LAM

Noc va hieu cac sé fio boong
tau va cac cabin A66c in tren tap
gap cua hang du lich tau bien.

TIEU CHUAN

Xac fiinh vi tri cua cac cabin
trong trong khung gia cua
khach hang cua ban.

Cung cap nhdng to van co

gia tro cho khach hang.
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KIEN THOC

Cach fioc tap gap cua
cac hang du lich tau
bien.

Tap gap cua
cac hang
hang khong

Noc va hieu sé fio bo tri ghe
ngoi tren may bay.

Cac s6 fio bo tri ghe ngoi tren
may bay cung co san trong he
thong CRS.

Co fdbc sO l6a chon ve cho
ngoi yeu thich cua khach hang.

Cung cap nhding t6 van fiang
tin cay cho khach hang.

Cach fioc tap gap cua
cac hang hang khong.

Cach s6 dung he
thong CRS.

Cach nat
mua dich vu

Theo h6bng dan tren trong tap
gap hoac trong trang web fie
kiem tra cho trong va fAat mua.

Théc hien viec fAat mua
fiung cach.

Nam bao co san pham
khach hang mong muon.

Cach fioc tap gap.

Cac fiieu
khoan thanh
toan

Theo hédng dan trong tap gap
hoac trong trang web ve viec
thanh toan tien fiat coc, so con
lai va/hoac thanh toan toan bo
so tien.

Thoc hiein viec thanh toan
fiung cach.

Nam bao viec gié cho cho
khach hang cua ban.

Cach fioc tap gap.



CONG VIEC SO 6:
PHAN VIEC SO 6.3:

1. Cap nhat kien

thdc ve san
pham (tai Viet
Nam va tren
the gibi) td cac
nguon van ban

(Cac nguon
van ban co the
la cac trang
Internet, cac so
tay du lich, cac
cuon sach
hédng dan, cac
bai viet tren cac
bao va tap chi)

CACH LAM

Lien tuc truy cap vao cac trang
web lien quan, cac tai lieu fa
phat hanh, cac cuon sach
hébng dan va cac tap san.

Noc cac bai viet tren bao va
tap chi du lich ve cac san
pham méi.

Kiem tra cac tap gap mdi fidéc
goi Aen Aai ly 16/ hanh cua ban.

Yeu cau nha cung cap cung
cap cac tap gap ve cac san
pham ma khach hang cua ban
quan tam.

Cap nhat cam nang cua ban,
loai bo cac thong tin fia qua cu
va them vao cac thong tin méi.

KIEN THOC VA TO VAN VE SAN PHAM
Cap nhat kien th6éc to cac nguon van ban

TIEU CHUAN

Luon cap nhat nhdéng phat

trien mdi nhat ve cac san

pham du lich mai ban co the

ban cho khach hang:

o Cac choébéng trinh du lich
tron goi mai.

o Lo trinh hang khoing méi.

o Cac khach san madi hoac
tan trang lai.

o Nhong tho khac.

Biet va hieu rol tat ca cac tap
gap trong fAai ly 16/ hanh cua
ban.

Biet va fanh dau cac trang
web fie fiinh chinh cac thong
tin ve san pham du lich (tai
Viet Nam va tren the gioi).

Cac san pham du lich cua
Viet Nam va toan cau luon
thay foi vOi nhieu san
pham moi va san pham
fAodc tan trang lai.

Cac moc gia, tinh mua vul
va cac Adt giam gia Aac
biet phai Addc giam sat
mot cach can than.

Ban phai luon cap nhat fe
fida ra td van chinh xac cho
khach hang.

KIEN THOC

Cac san pham cho du
khach tai Viet Nam va
toan cau; cac Aac
filem cua chung; cac
maoc gia, v.v..

Cach truy cap cac

thong tin cap nhat ve
cac san pham nay.
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KIEN THOC VA TO VAN VE SAN PHAM
Cap nhat kien thdc t6 cac ph6dng tien nghe nhin

CONG VIEC SO 6:
PHAN VIEC SO 6.4:

1. Cap nhat kien

thdc ve san
pham (tai Viet
Nam va toan
cau) to cac
phoéng tien
nghe nhin

(Cac phodng
tien nghe nhin
co the la cac
fila CD, DVD,
video, phim
anh, ti vi, phim
tai lieu, hinh
anh, ap phich)

CACH LAM

Xem cac tai lieu trdc quan ve
cac san pham du lich (tai Viet
Nam va toan cau).

Nang cao hieu biet cua ban ve
cac fAiac tinh, cac filem du lich
va cac fliem ban san pham.

Nang so l66ng cac tai lieu
tham khao fie td flo co the to
van cho khach hang.

Tham do& cac chébéng trinh hoi
thao, chieu phim, giéi thieu xuc
tien san pham do cac nha
cung cap san pham to choc.

TIEU CHUAN

e Co cac tai lieu tréc quan Ae

ho tré cho ban ban cac tho
moi nhat cua cac san pham
du lich:

o Cac chodng trinh du lich
tron goi mai.

o May bay méi.

o Cac khach san mdi hoac
tan trang lai.

o Nhong tho khac.

Biet va co kha nang tim kiem
tat ca cac tai lieu tréc quan
trong kho t6 lieu tham khao
cua fai ly 16/ hanh cua ban.

Du lich thu hut con ngddi
bang cac giac quan, fac
biet la “thi giac”.

"Tram nghe khong bang
mot thay”.

Viec xem cac tai lieu troc
quan va kha nang gi0i
thieu cho khach hang se
tang long tin cua khach
hang foi vbéi ban, va moi
quan tam cua ho fioi voi
san pham ma ban gidi
thieu.

KIEN THOC

Cac san pham cho du
khach tai Viet Nam va
toan cau; cac san
pham fiac trong.

Cach truy cap cac
thong tin cap nhat ve
cac san pham nay.



CONG VIEC SO 6:
PHAN VIEC SO 6.5:

1. Cap nhat kien

théc ve san
pham du lich
cua Viet Nam
va ndédc ngoai
qua trai
nghiem ca
nhan

(trai nghiem ca
nhan bao gom
cac chuyen fi
cua chinh ban
va to cac ket

qua thu thap to

fong nghiep)

CACH LAM

Tham gia cac chdbng trinh
khao sat du lich va cac chuyen
khao sat théc tel do cac nha
cung cap to chdoc.

Ni du lich vao ngay nght cang
nhieu cang tot.

Hoc hoi qua cac trai nghiem
cua khach hang khi ho fia tro ve.

Hoc hoi té cac bao cao cua
fiong nghiep ve cac chuyen fii
va cac chuyen khao sat cua ho.l

Duy tri cac ghi chep ve cac
thong tin fAa hoc A66c to cac
trai nghiem nay fie tham khao
sau nay, khi Aida ra t6 van cho
khach hang.

KIEN THOC VA TO VAN VE SAN PHAM
Cap nhat kien théc to trai nghiem ca nhan

TIEU CHUAN

e Co kha nang s6 dung chinh

kinh nghiem cua ban fie cung
cap thong tin ve cac net fiac
trong cua san pham cho
khach hang.

Co kha nang truy cap mot
cach nhanh chong cac bao
cao ve nhdng kinh nghiem
gan Aay cua khach; ve cac
chuyen fii gan fay cua cac
flong nghiep, co the giup ban
khang fAinh chac chan trong
ban hang.

Kinh nghiem tréic tiep ve
mot san pham du lich cua
ban hoac fiong nghiep se
giup ban gidi thieu va ban
san pham mot cach td tin.

KIEN THOC

Cac san pham cho du
khach tai Viet Nam va
tren toan the gidi, cac
filac fiem va moc gia
cua chung, v.v..
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CONG VIEC SO 6:
PHAN VIEC SO 6.6:

NOI DUNG

1. Cap nhat kien
thoc ve san
pham du lich
cua Viet Nam va
nddc ngoai qua
cac phan hoi to
khach hang

Thu nhan y kien phan hoi to
khach hang ve sdl trai nghiem
va cam nhan cua ho sau khi
chuyen i ket thuc.

Ghi lai cac thong tin quan trong
td cac y kien phan hoi vao c6 s6
do lieu ve san pham cua ban.

Duy tri viec tiep nhan thong tin
thu ABdc qua phan hoi fie co
the tham khao trong qua trinh
té van khach hang.

KIEN THOC VA TO VAN VE SAN PHAM
Cap nhat kien thoéc to phan hoi cua khach hang

TIEU CHUAN

Co the truy cap nhanh cac
bao cao ve phan hoi cua
khach hang gan fiay fie hoi tré
viec ban hang.

Kinh nghiem thoc te to
khach hang ve mot san
pham du lich giup ban gidi
thieu va ban san pham mot
cach td tin.
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KIEN THOC

Cac san pham cho du
khach tai Viet Nam va
tren toan the gidi, cac
flac Aiem va moc gia
cua chung, v.v..




CONG VIEC SO 6:
PHAN VIEC SO 6.7:

NOI DUNG

1. Nai ly 16/ hanh
hédng hoa hong
td cac nha cung
cap dich vu

Nhieu nha cung
cap se tra ty le
hoa hong cao
hén moc tieu
chuan cho cac
Aai ly 16/ hanh,
nhoéng cong ty
flang ban san
pham cua hol
theo hinh thoc
“0u tien” so voi
cac san pham
cua cac foi thu
canh tranh

Cac nha quan ly
fai ly 16 hanh se
chz cho ban biet
cac nha cung cap
“6u tien” va cac
san pham cua ho

Can giam sat nhu
cau cua khach
hang fioi vbi cac
san pham hap
dan

Nghien céu cac hdp fiong cua
fiai ly 16/ hanh voi nha cung cap
ve ch: dan cua cac san pham
“6u tien” ma fiai ly cua ban co
t2 let hoa hong cao hoac nhan
fobc cac 6u Aai bo sung khac
t6é nha cung cap.

Nghien céu nhu cau cua khach
hang voi cac san pham hap
dan fie viec ban hang de hén
va ban Addc nhieu hang.

KIEN THOC VA TO VAN VE SAN PHAM
Thong thaio cac san pham 6u tien cua fiai ly |16 hanh cua ban (Kien thoc)

TIEU CHUAN

Bat ky khi nao co the va khi
viec cung cap khong mau
thuan voi cac tieu chuan ma
khach fie ra, hay “ban” cac |6i
ich cua cac san pham fi6bc
Oa thich.

To tin ban cac san pham
khach hang 6a thich.

Cac nha cung cap A6 fai
ly 16 hanh 6u tien phai fi6bc
quang ba bat ky khi nao co

the fe nang cao doanh so

cho hol va nang vi the fiam
phan cho cac ky hép fiong
tiep theo.

KIEN THOC

Cac hép fiong thoédng
mai cua fai ly 16 hanh
cua ban vdi cac nha
cung cap san pham
khac nhau.
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CONG VIEC SO 6:
PHAN VIEC SO 6.8:

1. Cung cap
thong tin co
lien quan fien
nhu cau cua
khach hang

CACH LAM

Lang nghe khach hang fie xac
filnh AGdc cac thong tin can
thiet.

Cung cap ngay hoac mot cach
nhanh chong cac thong tin lien
quan va chinh xac cho khach
hang.

Nghien cbu cac yeu cau Aoi
vOi cac chddng trinh fddic théc
hien theo nhu cau khach hang.

KIEN THOC VA TO VAN VE SAN PHAM
Cung cap thong tin va to van ve san pham cho khach hang

TIEU CHUAN

e Tat ca cac thong tin cung cap

phai chinh xac va fAdédc cap
nhat; thong tin phai fA66ic
cung cap ngay hoac nhanh
nhat co the neu can thiet lam
ro them mot so chi tiet.

Cac khach hang hai long voi
cac thong tin Adéc cung cap.

Viec ban tra 16i nhanh va
chinh xac yeu cau cua
khach se khien khach hang
tin t66ng vao kha nang giai
quyet cac ke hoach du lich,
ban va fai ly 16 hanh cua
ban se co mot khach hang
trung thanh.
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KIEN THOC

Cac kien thoc ve san
pham.

2. No6a ra td van

theo cach phu
hdép va l6u gid

lai ghi chep
ve td van fa
fda ra

Neu ban fida ra t6 van hoac y
kien Ae xuat bang 16i noi, hay
ghi chep ngan gon trong hoi s6
khach hang. Ban phai xac
nhan bang van ban neu ban
fida ra t6 van hoac fie xuat
quan trong.

Neu ban fAda ra t6 van bang
van ban (vi du bang tho fiien
t0) hay gidl lai ban sao trong ho
s6 khach hang.

Ghi lai cua nhdng t6 van hoac
fie xuat cho khach hang trong
ho s6 khach hang fie de dang
tham khao trong trédng hop
can thiet.

Ban luon phai bao ve ngodi
quan ly/ chu cong ty cua
ban (va chinh ban) do
nhéng khach voitam co the
khieu nai rang ban fiba ra
td6 van khong chinh xac va
fioi boi thodng.

Ngoai ra, trong moi trédng
fia ngon ngd, co the co sd
nham lan khong co y gida
nhan vien Aai ly 16 hanh va
khach hang.




CONG VIEC 7. VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO
Giobi thieu:

Nhan vien fiai ly 16: hanh phai biet cac hinh théc van chuyen ma du khach co the: muon fat cho va s6 dung trong qua trinh i du lich; ficéng khong, fioéng
thuy, A6Gng sat hoac ABGNg bo.

NOONG HANG KHONG

Thong thao ve cac hang hang khong, lich bay, tuyen bay, gia ve va cac loai ve cua cac hang hang khong la mot ky nang thiet yeu fioi voi hau het cac
giao dich véi khach hang cua ban.

Mot Aieu quan trong Aoi vdi thanh cong cua mot nhan vien fai ly 16 hanh la kien théc sau rong ve he thong CRS fie xem chol trong va fiat choi tren cac
chuyen bay, cac méc gia tren cac chuyen bay fio, s6 fio xep cho tren may bay, hanh trinh bay (khach hang luon muon biet hanh trinh cua chuyen bay
ma ho Aiang finh Ai, xem chuyen bay co bay thang lien tuc hay déng lai tai mot filem trung gian) va tat ca cac thong tin khac.

Nieu het sdc can thiet la phai co kien thdc ve IATA (Hiep hoi Van chuyen hang khong quoc te), cé quan fiieu hanh cac hang hang khong 16n tren the gioi,
bao gom cac khu vdc tren the gidi cua IATA, ma cac thanh pho/san bay v6i 3 chd cai cua IATA, ma cac hang hang khong gom 2 chdl cai cua IATA, ma
ve hang khong gom 3 chdi cai cua IATA.

Hanh ly Addic phep chuyen chd cung co s6 khac nhau gida cac khu véc cua IATA tren the gibi. Vi du nhd khu véc IATA 1 (chau My ) sd dung he thong
kien hanh ly, trong khi khu voc IATA 3 (chau A) lai s6 dung he thong trong 166ng hanh ly.

Moi méc gia ve fieu co quy fiinh rieng. Nhan vien fiai ly 16' hanh can biet cach fioc va thong hieu quy fiinh fio fiel co the fiat cho tren cac chuyen bay theo
fiung haing dich vu, theo Aung hanh trinh nhé neu trong quy fiinh, co so lan déng (neu co) fiung theo quy fiinh, co théi gian dong toi fa va toi thieu neu
co va fibdic thanh toan va xuat ve vao thdi Aiem het han trong quy filnh ve: méc gia. Nhan vien fiai ly 16 hanh cung can phai co kha nang thong tin cho
khach hang ve cac khoan phu phi co the Addic ap dung neu khach hang quyet filnh thay fioi ve cua ho bang mai cach. Khach hang phai fi6éc thong bao
trodc Aoi voi bat ky khoan phai chi tra nao neu ve cua ho' la loai ve khong the thay fioi fiodc. Khach hang cung phai fi6éic thong bao trééc khi thanh toan
va xuat ve neu ve cua hol khong co hieu l6ic vbi cac hang hang khong khac.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I

69



TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 70

Ve fiodic in ra vdi gia tinh bang tien ban fila va NUCs (Cac fdn vi tien te ap dung chung — tren cd s6 fiong fiola My) Addc quy fioi sang tien ban fia bang
ROE (ty gia quy fioi) Aiddc IATA fida ra theo filnh ky. Nieu quan trong la phai hieu fiédc fiieu nay khi giai thich ve ve cho khach hang.

Ngay nay cac hang hang khong fiong vai tro nhé mot fién vi thu thue. Nhan vien fai ly |6 hanh phai co kha nang thu fiédéc tat ca cac loai thue khac nhau
(th6dng fodc the hien bang tien ban fita), quy Aoi theo NUCs va sau fio quy fioi sang tien ban fila bang ROE. Cac loai thue nay phai fiodic giai thich cho
khach hang hieu va fi66ic the hien tren ve.

Khi khach hang fia idéc giai thich ve cac quy filnh nay va fa thanh toan, ho phai nhan fi6éc ve may bay Addic xuat ra chinh xac, ghi rol tat ca cac fieu
nghiem cam va cac fileu A6dc xac nhan.

Nhan vien fAai ly 16 hanh phai co ky nang thay fioi hoac truy cap lai vao ndi fiat cho va ve cua khach va thu fi6dc cac khoan phu phi hoac hoan tien cac
muc s6a foi khac.

Cung co the ap duing cac mdéc gia fiac biet cho tre s6 sinh va tre em.
NOONG THUY

Nhan vien fiai ly 16: hanh phai biet cac I6a chon ve du lich tau bien 6 Viet Nam, cac nha fiieu hanh, dich vu san co, mdc gia, cach fiat cho va thu hoa fAén.
Can co cac an pham va/hoac hinh anh ve tau thuyen fi6dc s dung fie co the t6 van khach hang vei cac rui ro co the xay ra va canh bao khach ve pham
vi bao hiem ma cac cong ty bao hiem co the chi tra.

Nhan vien Aai ly 16 hanh phai thong thao giao thong Aédng bien/thuy noi Aia (vi du dich vu tau canh ngam gida Thanh pho Ho Chi Minh va Vung Tau) va
cac loai van chuyen fitdng bien gida fat lien va cac fao.

~

OONG SAT

Viet Nam co mang 166i fiddng sat dai 2.500 km bao gom tuyen tau Thong Nhat t6 Ha Noi tdi Thanh pho Hoi Chi Minh. Nhan vien fiai ly 16/ hanh phai biet
tat ca cac tuyen noédng fii t& Ha Noi; cac loai tau co tieu chuan khac nhau Aang hoat fiong, lich chay, méc gia cong bo; cach fiat cho ngoi hoac gioéng
nam; cach fat ve.



NOONG BO

Co nhieu I6a chaon cho khach du lich van chuyen bang fiddng bo. Dich vui xe buyt tai Ha Noi va gida Ha Noi vai cac fiiem fien du lich noi tieng. Khach du
lich co the thue o to hoac mini buyt co lai xe; xe fiap; xe may va ol to td' lai. Nhan vien fiai ly 16 hanh can biet cac lI6a chon nay, lich van hanh, gia ve xe
buyt, fita Aiem thue, chi phi dich vul cho thue! fie tra 16i cac yeu cau cua khach hang.

Nhan vien Aai ly 16/ hanh phai biet he thong f6dng bo Viet Nam va luon cap nhat vei tinh trang fiddng sa cua cac tuyen du lich thééng fi. Khach hang co
the hoi ve cac filem doéng, phi cau "6dng, khoang cach va théi gian chuyen fi.

PHAN VIEC SO 7.1: Hang khong - Cach truy cap cac chuyen bay va cac moc gia cong bo/mot phan trong fiao tao CRS (Kien théc)
PHAN VIEC SO 7.2: Hang khong - C6 sb xay déng gia ve may bay (Kien théc)

PHAN VIEC SO 7.3: Hang khong - Cac quy fiinh va fiieu kien ve gia ve (Kien thdc)

PHAN VIEC SO 7.4: Hang khong - Ve may bay, quy fiinh ve xuat ve va thong tin tren ve (Kien théc)

PHAN VIEC SO 7.5: Hang khong - Tinh toan lai gia ve cua khach hang khi co thay fioi ve fat chol (Kien thoc)

PHAN VIEC SO 7.6: Hang khong - Hoan lai toan bo hoac mot phan tien ve (Kien théc)

PHAN VIEC SO 7.7: Hang khong - T6 van khach hang

PHAN VIEC SO 7.8: N&ong thuy,

PHAN VIEC SO 7.9: Noéong sat

PHAN VIEC SO 7.10: Noéong bo
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CONG VIEC 7. VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO

CACH TRUY CAP CAC CHUYEN BAY o CAC NGUYEN TAC VA NIEU KIEN e
VA CAC MOC GIA CONG BO CUA GIA VE MAY BAY

HANG KHONG - VE MAY BAY, QUY NINH @ HANG KHONG — TiNH TOAN LAI GIA VE @
VE XUAT VE VA THONG TIN TREN VE CUA KHACH HANG KHI CO THAY RNoI
VE NAT CHO
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CONG VIEC SO 7:
PHAN VIEC SO 7.1:

NOI DUNG

1. Hang khong

fNao tao CRS (Kien thdc)

Cac hang hang khong cung
cap dich vu “van chuyen” cho
hau het du khach fien, t6 va
gida cac fAiem fien du lich.

Nhan vien fAai ly 16 hanh phai
co kien théc sau rong ve cac
hang hang khong co cung cap
cac chuyen bay cho khach
hang cua ho.

TIEU CHUAN

Thong thuoc cac hang hang
khong co Addng bay fien Viet
Nam (con fiddc goi la “Cac nha
van chuyen fien Viet Nam”).

Cung cap cac thong tin cap
nhat cho khach hang va
giup hol len kel hoach cho
cac chuyen Ai cua ho.

VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO
Hang khong - Cach truy cap cac chuyen bay va cac moc gia cong bo/mot phan trong

KIEN THOC

Cac cong ty hang
khong co fo6éng bay
fien Viet Nam; cac loai
may bay ma ho van
hanh; va cac dich vu
ma ho cung cap.

2. Cau truc va
hanh trinh cua
cac n6ong bay,
lich bay (noi fda,
trong vung va
quoc te)

Co thel tra cou ve cac fibéng
bay, lich trinh va cac chuyen
bay trong hel thong CRS hoac
tren cac trang web cua hang
hang khong.

Co the tra cdu chol trong tren
cac chuyen bay tren he thong
CRS.

Nay la nhéng cach fiang tin
cay fie co cac thong tin chinh
xac cap nhat ve cac Addng
bay, lich bay va cho trong tren
cac _chuyen bay (hén so vdi
viec goi Aien thoai fien hang

hang khong).

Biet cach tra cou lich bay va
cho trong tren chuyen bay.

Biet cach s6 dung he thong
CRS hoac cac nguon fiang tin
cay khac fe xac filnh hang
hang khong (cac chuyen bay)
gida cac thanh pho do khach
hang yeu cau.

Cung cap cac thong tin cap
nhat cho khach hang va
giup ho len ke hoach cho
chuyen fi cua ho.

Tham doi cac khoa
hoc cua cac hang
hang khong, CRS
hoac IATA fie co Addic
kien théc ve hang
khong, cac nééng bay
va cac chuyen bay va
hoc fibéc cach tra cou
thong qua CRS hoac
cac trang web cua ho.
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NOI DUNG

Cac moc gia
ve naoi fAda,
vung, quoc
tel to Aiem
nay fien
fiem khac

Cac hang hang khong cung
cap cac moc gia co fiinh ap
dung cho cac cho ngoi tren
cac chuyen bay td Aiem nay
flen filem kia trong he thong
CRS vatren trang web cua ho.

Cac moc gia ve co the khac
nhau tuy thuoc vao thdi gian
trong ngay, mua trong nam,
chuyen bay pho bien hoac
khoang théi gian fAat choi trééc.

TIEU CHUAN

Biet cach sd dung he thong
CRS va trang web cua cac
hang hang khong fie xac fiinh
gia tren cac chuyen bay ma
khach hang yeu cau.

Cung cap cac thong tin
cap nhat cho khach hang
va giup ho tinh gia cho
chuyen fii cua ho.
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KIEN THOC

Tham doi cac khoa
hoic cua cac hang
hang khong, CRS
hoac IATA fie co iAdbc
kien thdc ve gia ve va
hoc ABdc cach tra cou
thong qua CRS hoac
cac trang web cua ho.

Cac moc gia
ve khong co
tren he
thong CRS
hoac cac
trang web

Neu he thong CRS hoac trang
web khong fiba ra méc gia nao,
hay goi filen fien hang hang
khong fio va yeu cau bao gia.

Phai co san danh muc so fiien
thoai cua cac hang hang
khong fie tra cdu nhanh chong.

Luon phai goi fien cac hang
hang khong neu khong co
san moc gia tren he thong
CRS hoac trang web cua ho.

Ne co fiddc thong tin chinh
xac.

So fAien thoai cua cac
hang hang khong.



NOI DUNG

Hanh trinh
nhieu chang
bay co nhieu
hang hang
khong

Tim kiem s6 giup fd t& nhan
vien fai ly 16/ hanh co kinh
nghiem trong viec xay ddng
gia.

TIEU CHUAN

e Cung cap thong tin can thiet

cho nhan vien Aai ly 16 hanh
co kinh nghiem fie tinh toan
gia ve theo yeu cau.

Nhan vien fai ly 16 hanh
trinh Aol cd ban khong nen
tinh cac loai gia ve nay.

KIEN THOC

Tham gia khoa hoc
cao hén cua IATA ve
tinh gia va xuat ve fie
hoc cach xay déng
gia ve.

Rieng cho
cac chuyen
bay va hang
hang khong
noi fda tai
Viet Nam

Nghien cdu cac tuyen fibdng
bay, lich bay val gia ve cua cac
hang hang khong hien fiang
khai thac cac chuyen bay t6
Viet Nam tb6i cac nddc trong
khoi ASEAN — co the tra cou
cac thong tin nay trong cac an
pham fAddc xuat ban finh ky
hoac tren cac trang web cua
cac hang hang khong hoac
trong he thong CRS/GDS.

Mot nhan vien fiai ly 16 hanh
thanh thao se biet 6dc cau
truc A6dng bay noi fa, lich
bay va cac mdc gia hoac co
the tra cou nhanh chong cac
thong tin nay fie t6 van cho
khach hang.

Ni lai trong nédc bang hang
khong (vi du gida Ha Noi va
Thanh pho Ho Chi Minh) sel
las mot san pham ma ban se
fiat mua thodng xuyen.

Tham doi cac khoa
hoic cua cac hang
hang khong CRS
hoac IATA fie va tim
hieu cac cau truc
fidbng bay, lich bay
va cac moc gia Addc
ap duing.
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NOI DUNG

Rieng cho
cac chuyen
bay va cac
hang hang
khong fiang
hoait fiong
gida Viet
Nam va cac
n66c ASEAN

Nghien cOu cac fi66ng bay,
lich bay va cac mdc gia cua
cac hang hang khong fang
hoat fiong gida Viet Nam va
cac nddc ASEAN — thong tin
nay co the AdOC tra cou tren
cac an pham xuat ban fiinh ky,
hoac cac trang web cua cac
hang va tren he thong
CRS/GDS.

TIEU CHUAN

Nhan vien fAai ly 16 hanh
thanh thaio se phai biet Addic
cac cau truc fibdng bay trong
vung, lich bay vai cac moc gia,
hoac phai co kha nang tra
cOu cac thong tin nay mot
cach nhanh chong fie thong
tin cho khach hang.

Nhan vien fiai ly 16 hanh cung
phai thong thao cac quy fiinh
va fAiieu kien ve cac mdc gia
du lich (vi du moc gia trong
khoi ASEAN).

Du lich trong vung bang
fiodng khong (vi dui gida
Viet Nam va cac ndbdic
ASEAN) sella cac yeu cau
thong tin pho bien, bao
gom ca cac moc gia fac
biet cua cac hang truyen
thong va cac hang gia re.
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KIEN THOC

Tham doi cac khoa
fiao tao cua cac hang
hang khong, CRS,
IATA va hoc ve cac
cau truc fitdng bay,
lich bay va cac mdéc
gia ap dung.

Cac hang
hang khong
giare

Cap nhat cac thong tin ve cac
hang hang khong gia re (LCC)
moi hoat fiong trong khu véc
Cac hang hang khong gia re
thodng ABdc noi fien tren cac
bao va tap chi .

Cac fai dien ban hang
va/hoac cac tong Aai ly cua
cac hang hang khong se fien
chao hang tai Aai ly 16 hanh
cua ban.

Luon cap nhat cac phat trien
moi quan trong ve cac hang
hang khong gia re fiang hoat
filong trong khu voc va co Addng
bay fien/ t& Viet Nam, lich bay
va cac mdc gia cua ho.

Khach hang cua ban
muon ban cung cap cho
ho biet moi khia canh.

Sd phat trien cua cac
hang hang khong gia
re.



CONG VIEC SO 7:
PHAN VIEC SO 7.2:

NOI DUNG

1. Xay ddng gia
ve noi fita va
quoc te

Sau khi ban fAa co chut kinh
nghiem cua mot nhan vien Aai
ly 16/ hanh trinh fiol cd ban, ban
nen tham doé mot khoa fao tao
cua hang hang khong, CRS
hoac IATA.

TIEU CHUAN

Khi ban co fiu kinh nghiem va
tham nien lam viec, ban se
phai xay dong cac moéc gia ve
guoc te.

O trinh fio c6 ban, ban sel biet
mot nhan vien fiai ly 16 hanh
co tham nien can fien cac
thong tin gi fie hoan thanh
cong viec.

Nhan vien Nai ly 16 hanh
co kinh nghiem se fAd6c
ren luyen Kky nang trong
viec xay dbing gia ve quoc
te - ban se cung cap thong
tin va hoc cach lam té nhan
vien nay.

VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO
Hang khong - C6 sO xay dding gia ve may bay (Kien thoc)

KIEN THOC

Tham dd cac khoa
fiao tao cua cac hang
hang khong CRS,
IATA va hoic cach xay
ddng gia ve.

2. Goi fien thoai
fien hang hang
khong yeu cau
tinh gia

Ban luon co mot I6a chon la
goi Aien hang hang khong yeu
cau tinh gia.

Nhan vien cua hang se cho
rang ban hieu biet cac can c6
va cac thuat ngd “chuyen
nganh” ma hoi co the s6 dung.

Hieu ve cac can co xay dong
gia ve fie thong hieu cac moéc
gia cua hang hang khong (vi
du loai gia, cac quy fiinh va
fieu kien).

Hieu rol “ngon ngd” cua cac
gia ve hang khong.

Ban se phai giai thich cho
khach hang nghe ve mdc
gia ABoc tinh.

Cac can co xay dong
gia ve.

Thuat ng6' (t6 chuyen
nganh) ve gia ve hang
khong.

3. Cac vung IATA
(hiep hoi Van
chuyen hang
khong quoc te)
tren the gidi

Vung IATA 1 - chau My La tinh.

vung IATA 2 - chau Au va
chau Phi.

Vung IATA 3 - chau A va chau
Nai D66ng.

Hieu ro s6¢' lien quan cua cac
vung hay va tac fiong cua cac
vung fien gia ve, viec xay
dong gia ve va han moéc hanh
ly Addc phep chuyen chd.

Ne hieu bao gia cua hang
hang khong va co kha
nang giai thich cho khach
hang hieu.

Cac vung IATA.
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Cac ma IATA
ve cac hang
hang khong,
cac san bay
va cac loai
ve may bay

Moi hang hang khong tren the
gidi feu ABOc quy finh bang
mot ma gom hai chéi cai (vi du
VN la ma cua hang Hang
khong quoc gia Viet Nam —
Vietnam Airlines). Ma nay fiddc
sO dung fe phan biet cac chuyen
bay cua hang hang khong fio (vi
du: VN 533 bay t6 Thanh pho Ho
Chi Minh fi Paris).

Moi san bay A6dc quy Ainh
bang mot ma gom ba ché cai
(vi du: HAN = Ha Noi; SGN =
Thanh pho Ho Chi Minh).

Moi ve may bay mang mot ma
gom ba chd soi quy fiinh ve ve
fiddic xuat bodi hang hang
khong fio (vi du: soi 738 la ma
so cua Hang khong Viet Nam).

He thong CRS va cac trang
web khac nhau se giup ban ma
hoa va giai ma cac ma tren.

TIEU CHUAN

Biet ma gom hai chd cai cua
cac hang hang khong chinh
co fdbng bay fien Viet Nam;
ma gom ba chd cai cua cac
san bay cua Viet Nam va cac
noébc trong vung; ma gom ba
cho sol tren ve cua cac hang
hang khong ma ban mua ve.

Biet n6i ban co the tra cou
cac ma chinh xac ma ban
khong nhé fi6éc; va nbi ban
co the giai thich Adéc cac ma
ban co the thay.

Nay la kien théc cbé ban
can thiet cho tat ca nhan
vien fai ly 16 hanh .
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KIEN THOC

Cac ma cua IATA.



NOI DUNG

Cac ma cua
cac hang
ghe khac
nhau (P/F;
JIC; YY)

Cac hang hang khong cung
cap cac hang dich vu khac
nhau, moi hang cung cap
khong gian ghe ngoi va cac
tieu chuan phuc vu bda an
khac nhau.

o Hang nhat fi6dic quy fiinh
bang ché P hoac F.

o Hang th6éng gia Addc quy
filnh bang chd J hoac C.

o Haing pho thong Addic quy
fionh bang chd Y.

Cac hang hang khong khac
nhau cung cap cac tieu chuan
khac nhau ve hang nhat, hang
thébng gia va hang pho thong.

He thong CRS va trang web
cua cac hang hang khong
cung cap cac thong tin nay.

TIEU CHUAN

e Tra cbu cac thong tin chinh

xac ve tieu chuan dich vu tdng
hang ghe cua hang hang
khong.

Thoa thuan véi khach hang
ve hang ghe ma ho yeu cau.

Khach hang muon ban
biet hoac tim ra va cho ha
biet vel cac fAac fiem dich
vu ma téng hang hang
khong cung cap.

KIEN THOC

Ma cua cac hang dich
VU.

Tieu chuan cua tong
hang dich vu ma cac
hang hang khong
khac nhau cung cap.
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Ma trong
viec fat cho
va cac hien
tho co cho
trong fioi voi
cac moc gia
ve va ghe
ngoi khac
nhau san
sang cho
viec fat cho

Cac hang hang khong fida ra
cac moc gia ve khac nhau cho
cac ghe tren cung mot chuyen
bay, fiieu nay thodng co trong
hang ghe pho thong.

Cac moc gia thap danh cho
nhong khach hang fat mua
tréd¢c hoac nhdéng ngodi chap
nhan khong hoac han che
trong thay fioi sau nay.

Cac hang hang khong kiem
soat viec fat cho cua cac moc
gia nay bang cach ap dung
cac ma khac nhau cho tong
loai gia.

Cac hang hang khong khac
nhau ap dung cac chd cai khac
nhau cho cac ma nay.

TIEU CHUAN

Hieu Aay Au ve cac ma trong
fiat cho va cac hien thi co cho
trong fie t6 van cho khach
hang giai phap gia tot nhat
cho chuyen fi cua ho.

Khach hang th6dng mong
muon tra moc gia thap
nhat, nhéng lai muon co
sd linh hoat sau fio (vi du
viec fioi chuyen bay kho
hoi). Ban phai t6 van mot
cach chinh xac cho ho.
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Cac ma trong viec fat
chol va cac hien thi co
cha trong.



NOI DUNG

Cac quy fionh
ve viec xay
dong gia
hanh trinh
nhieu chang

(Mot soivi du
chung)

Hanh trinh khong hdp ly co the
lam tang them gia ve - viec di
chuyen phai theo mot hébéng
lien tuc.

Tong so chieu dai toi fia cho
phep Ad6dc ap dung cho cac
hanh trinh, neu v66t qua chieu
dai toi fia se phai cong them
phu phi.

Cac quy finh vel viec xay doing
gia cho hang tong hép fi6éc ap
dung khi khach hang bay mot
so chang theo tieu chuan hang
nhat va mot so chang theo tieu
chuan hang th6dng gia (co the
do khong co ghe hang nhat
tren may bay).

TIEU CHUAN

Hieu ra hanh trinh khong hép
ly co the tac fiong fien gia vel
cua khach hang.

Hieu rol tong so chieu dai toi

fila cho phep va phu phi bo

sung quang fodng tac Aong
fien gia ve cua khach.

Hieu ro sd tac iong cua cau
truc gia ve hang tong hdp fien
gia ve cua khach hang.

Ne té van cho khach hang
vel cach len ke hoach cho
hanh trinh fel co fibdic gia
ve tot nhat.

Hieu rol cach tinh gia cua
hang khong va co kha
nang giai thich cac chi tiet
cho khach hang.

KIEN THOC

Can co6 fe xay dong
gia ve.

Thuat ng6 (chuyen
nganh) cua cac moc
gia ve.

Nong tien
chung (NUC)
va cac ty gia
quy Aoi
(ROE)

Cac moc gia Addc xay dong
tren Aiong tien chung (NUCSs);
flong tien chung nay A66c thay
tren tat ca cac ve may bay.

Ty gia quy fioi (ROE) cua IATA
td NUCs sang fiong tien ban
fita fibdc so dung va ghi tren
ve. Ty gia nay khac voi ty gia
quy foi ma cac ngan hang
cung cap hang ngay hoac

hang tuan va fi6dic IATA quy
finh vai lan mot nam.

Hieu ro ve NUCs.

Hieu ro vel ROE.

Ban phai hieu ro vei NUC
fie. fioc ve may bay mot
cach chinh xac.

Cac fiong tien chung
(NUCs) va ty gia quy
foi (ROE).
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9. Giam gia cho
tre em va tre
sO sinh

Cac moc giam gia ap dung cho
tre em va tre s6 sinh co khac
nhau gida cac moc gia va cac
hang hang khong.

Thodng co nhdng gia fac biet
danh cho tre em fi du lich ma
khong co ng6di 16n Ai kem.

TIEU CHUAN

Hieu ro cac moc gia giam
Addc ap dung cho tre. em va
tre. s6 sinh; va nhéng khac
biet gida cac hang hang
khong va cac loai gia.

Hieu ro nhdng gia fac biet
danh cho tre em khi fii du lich
ma khong co ngo6di 16n Ai kem.

Ne t6 van cho khach hang.
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KIEN THOC

Cac mdc gia giam cho
tre em va tre so6 sinh.

10. Han maoc
hanh ly

Cac han moc hanh ly khac
nhau fi6éc ap dung cho cac
hang ghe khac nhau va trong
cac vung IATA khac nhau tren
the gibi. (Vi du, trong vung
IATA 1, han mdc hanh ly sd
dung he thong kien, trong khi
trong vung IATA 3 lai s6 duing
hel thong trong 166ng. Cac
chuyen bay td vung IATA 1
fien vung IATA 3 s6 dung he
thong kien hanh ly).

Biet tat ca cac han mdc hanh
ly khac nhau fAébéc ap dung
cho cac hang ghe khac nhau
va trong cac vung IATA khac
nhau tren the gioi.

Ne thong tin cho khach
hang.

Cac han moc hanh ly.



11.

NOI DUNG

Cac moc gia
du lich va
moc gia
khuyen mali

Cac hang hang khong cung
cap cac moc gia du lich
va/hoac gia khuyen mai (thong
thédng ch: ap dung cho hang
ghe pho thong) cho nhding
khach co hanh trinh phu hép
vOi cac fiieu kien cua moc gia
(vi du nho co thai gian 16u tru
toi thieu va/hoac toi fia tai
fiem fien).

TIEU CHUAN

Biet cach tra cou cac méc gia
nay tren he thong CRS hoac
Internet; hoac bang cach goi
filen thoai fen hang hang
khong co cac chuyen bay fien
fiem Aen l6a chon.

Neu khach hang co the

chap nhan cac fieu kien

cua gia ve du lich hoac gia
ve khuyen mai, ban co thel

tiet kiem tien cho ho.

KIEN THOC

Cac moéc gia du lich
va cac moc gia
khuyen maii.

12.

Nat cho cho
maoc gia du
loch hoac
khuyen mali
mot cach
chinh xac

Cac cho danh cho méc gia nao
fio la co han. Cac nhan vien
fai ly 160 hanh phai quan sat
hang fAat cho chinh xac theo
quy fnh cua gia ve (vi du,
hang M thodng danh cho gia
ve hang pho thong fiac biet).

Biet cach Aat cac chuyen bay
trong he thong CRS theo cac
quy filnh cua gia ve.

Cac nhan vien Aai ly 16
hanh phai fAat chol chinh
xac fiel fiddc hang hang
khong xuat ve hoac thong
qua he thong CRS.

Cac quy finh Aat cho
cho khach hang i
theo moc gia du lich
hoac khuyen mai.
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13. Cac loai thue

bao gom
phu phi xang
dau, thue
tieng on v.v..

Cac khoan thue tren ve nodc
ap dung foi voi moi loai ve
may bay khong lien quan fien
moc gia.

Tat ca cac n6bc tren the gioi
fileu fianh thue vao van chuyen
cong cong. Cac loai thue nay
phai fidéc cac hang hang khong
hoac cac nhan vien fiai ly 16
hanh thu va the hien tren ve.

Cac loai thuel fnoééc tinh theo
tien ban fita n6i ban ve, vi du
thue 6 cac nodc chau Au fAdoc
tinh bang fAong Euro, thue &
Anh f66ic tinh bang fiong
Bang, v.v..

Cac loai thue nay phai Addc
quy foi sang fiong tien chung
(NUCz) theo ty gia quy foi
(ROE) fi66ic the hien tren cac
khung thue cua ve may bay.

Cac khoan thue co the la: phu
phi xang dau, khai bao hali
quan, khai bao xuat nhap canh,
thue tieng on hoac thue san
bay hoac cac khoan thue khac.

TIEU CHUAN

Biet ndi tim cac loai thue nay
(he thong CRS se tinh cac
loai thue khi fat cho cho ca
hanh trinh).

Goi fiien thoai fien hang hang
khong yeu cau sol tré giup
tinh cac loai thue.

Ne té van cho khach hang
ve chi phi toan bo cua ve,
tach rieng ve may bay va
cac khoan thue.
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KIEN THOC

Cac khoan thue va
phul phi khac do cac
quoc gia tinh, va can
fiddc thu cung vaoi tien
ve, cac khoan nay
fAodc the hien tren ve.



CONG VIEC SO 7:
PHAN VIEC SO 7.3:

NOI DUNG

1. Cac quy fAinh
va fieu kien ve
gia ve (co the
tim thay tren
he thong CRS
hoac trang web
cua hang hang
khong)

Cac gia ve fieu co quy filnh va
fileu kien khac nhau. Mot so
vi du:

o Théi gian I6u tru toi thieu
cho phep.

o Théi gian I6u tru toi fia
cho phep.

o Mdc gia theo mua.

o So fliem dong trong hanh
trinh.

o Hang dich vu.

o Théi han Aat cho.

o Thdi han tra tien.

o Phi huy bo.

o Phi thay foi.

o Gia cho tre em va tre sb
sinh.

o Gia cho mot hang hay gia
cho nhieu hang trong
cung hanh trinh?

o Khach hang co the thay
fioi fiat cho sang hang
hang khong khac trong
hanh trinh?

o Khach hang co the nang
hang ve bang cach tra
them tien?

o Mdc gia san fodic the
hien tren ve la gi?

TIEU CHUAN
Biet cach giai thich chi tiet
moi quy finh va fAieu kien ve
gia ve cho khach hang.

Viec mua ve gia re nhat
khong phai luon luon la tot
nhat khi thdi gian I6u tru
hoac ngay tré vel van chda
chac chan.

VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO
Hang khong - Cac quy fiinh va fiieu kien vel gia ve (Kien thoc)

KIEN THOC

Cac quy finh va Aieu
kien ve gia ve.
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VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO
Hang khong - Ve may bay, quy fiotnh ve xuat ve va thong tin tren ve (Kien thdc)

CONG VIEC SO 7:
PHAN VIEC SO 7.4:

NOI DUNG

1. Ve may bay

Ve co the nobdc xuat ra khi
chol tren chuyen bay fnoédic fiat
fiung cach va tien ve fa fAooc
thanh toan.

Ve may bay fi6dc hang hang
khong xuat, hoac do Aai ly 16
hanh xuat thong qua hei thong
CRS.

TIEU CHUAN

Biet cach xuat ve tren he
thong CRS hoac bang cach
yeu cau xuat ve to hang hang
khong lien quan.

La tho thiet yeu trong giay
to fii lai.

KIEN THOC

Tham gia khoa fAao tao
cua hang hang khong,
CRS hoac IATA va
hoc cach xuat hoac
nhan ve may bay.

2. Ve giay hoac
ve fien to
(e-ticket)

Vel giay la loai ve tieu chuan
t6 nhieu nam nay. Nhieu hang
hang khong tren the gidi ngay
nay fiang gia tang viec xuat
cai goi la Ve fiien t6. Nay la
manh giay fibn gian gom cac
chi tiet cua khach hang (giong
cac chi tiet fibdc the hien tren
ve giay).

He thong CRS se in ve fien
tdl giong nho khi in ve giay.

Khach hang trinh manh giay
nay ra khi lam thul tuic tai san
bay, va nhan vien san bay se
xac filnh cac chi tiet nay tren
hel thong may tinh cua ho.

Hieu ve cac khac biet gida ve
giay va ve fiien t6 cung nho
nhoéng fiem t6éng fAong cua
chung.

IATA co ke hoach fie tat ca
cac hang hang khong 0 tat
ca cac quoc gia chz xuat ve
fiien td vao cuoi nam 2008!
Viec nay se tiet kiem chi
phi in an va giao ve giay,
va tranh viec ve bi lam gia
khi hang nam co rat nhieu
ve bi mat cap.

Nhdng kien thdc
tédng to can thiet ve
viec xuat ve giay va
ve fien to.



NOI DUNG TIEU CHUAN KIEN THOC

3. Cac quy fdinh Cac quy filnh cd ban ve viec | ¢ Hieu va tuan theo cac quy | Ne xuat ve may bay. Cac quy filnh c6 ban
c6 ban ve xuat ve la: filnh ve xuat ve. ve xuat ve may bay.
xuat ve o Moi hanh khach phai co

mot ve fie fi lai.

o Moi chuyen bay (chang)
hanh khach Ai phai co mot
td ve (coupon) cua ve nay.

o Mai ve phai co 7 tb - 1 td
cho kiem toan, 1 to l6u
van phong, 4 t& fie Ai lai
va mot t& lam hoa fidn
cho hanh khach.

o Hanh khach phai co 1 ve
cho cac chuyen bay co td
1 Aen 4 chang bay.

o Hanh khach phai co 2 ve
cho cac chuyen bay co to
5 fien 8 chang bay, v.v..

o Neu hanh khach co 2
chuyen bay, 2 t6 ve con
lai sel A66c fanh dau
VOID (khong dung fi66c)
va fi6béc xe ra khoi ve vao
luc xuat ve.

o Moi ve fieu co so ve. Noi
vOi nhdng hanh trinh dai
co hai ve thi soi ve tren 2
ve la 2 so lien hoan tuyet
foi (xuat noi).

o So ve tren moi ve A66C
xuat noi fAieu fi6dc in ra
tren mat ve cua ve noi fie
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phuc vu cho muc Aich
tham chieu cheo.

o Mai ve Addc xuat ra feu
fiddc fAang ky trong he
thong CRS.

o Moi ve phai co gia tri cho
mot hang hang khong cu
the. Ten cua hang hang
khong se xuat hien cung
vOi ma IATA gom 3 chd
soi (vi du, ma so ve cua
Hang khong quoic gia Viet
Nam la 738, tiep theo la
so ve).

o Moi ve se the hien ngay,
ndi va van phong xuat ve.

TIEU CHUAN
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KIEN THOC

4. Cac thong
tin tren ve
may bay

Ve may bay co cac o dodi Aay
phai Ad6ic fiilen Ray fiu:
o Ten hang hang khong
xuat ve — Vietnam Airlines
o Cac ve noi - neu xuat nhieu
hén mot ve thi phai ghi so
cua ve kia vao o nay.
o Xac nhan/Nhdng han che
- ve co the cho biet la
moc gia fac biet nen
khong the hoan tra Addic.
o Niem khéi hanh/Niem fien
- the hien ndi khéi hanh
va tré lai hoac noi fien, (vi
du) HAN - SGN.

Hieu ro tat ca cac thong tin col
tren ve may bay.

Ne co the xuat ve mot
cach chinh xac va cung
cap thong tin cho khach
hang.

Cac thong tin tren ve
may bay.



NOI DUNG

TIEU CHUAN

o D& lieu ve hang hang

khong - the hien ma so
fiat cho trong he thong
CRS.

Ten hanh khach - the
hien ten Aay Au cua hanh
khach.

Ngay xuat ve — ngay ve
ABOC xuat.

Xuat thay cho — o nay chs
fnodc Aien vao khi ve fidéc
xuat lai vao ngay sau Ao
fie the hien ve fAa fo6dC
thay the.

Noi xuat ve - the hien ten
cua phong ve hang hang
khong hoac dai ly 06
hanh.

X hoac O - Aiddc fiilen vao
ben canh ten moi thanh
pho - X = bay thang; O =
doéng qua canh.

Co hieu loc to/Aen - the
hien tdng thanh pho trong
hanh trinh.

Hang van chuyen — ma
gom co 2 chd cai cua
hang hang khong — “VN”
la ma cua Hang khong
Quoc gia Viet Nam.

KIEN THOC
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NOI DUNG

4. Cac thong
tin tren ve
may bay

(tiep theo)

(tiep theo)

o Chuyen bay — la so hieu
chuyen bay.

o Hang ghe - la hang dich vu
fia Aat cho.

o Ngay — la ngay khoéi hanh
cua chuyen bay.

o Gibl - la gi6 khdi hanh cua
chuyen bay (gié fien khong
bao gid nébc fida vao ve).

o Tinh trang cho - OK co nghia
la khach fia co cho tren
chuyen bay, RQ co nghta la
khach fiang ché fibdc xep
cho tren chuyen bay .

o Ma gia ve - the hien loai gia
ve ma khach hang mua. Ma
gia ve co trong phan quy
finh ve! gia ve.

o Khong co gia tri tré6c/sau -
the hien thoi gian I6u tru toi
thieu va toi Aa cho phep
cho loai gia fo.

o Han mdc hanh ly — la han
moc hanh ly cho khach
hang — 20 kg hoac 2 kien.

o Tinh gia — la moc gia the
hien bang fiong tien chung
NUC ap duing tai cac thanh
pho (ma thanh pho gom 3
chd cai). Tz gia quy foi
(ROE) Addc in 6 cuoi dong
tinh gia. Sau fio la cac
khoan thuei véi cac ma gom
2 chd cai Ae nhan biet (vi
du XT42.18, WY17.91).

TIEU CHUAN

Hieu ro tat ca cac thong tin col
tren ve may bay.

Ne co the xuat ve mot
cach chinh xac va cung
cap thong tin cho khach
hang.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I a0

KIEN THOC

Cac thong tin tren ve
may bay.



NOI DUNG

TIEU CHUAN

Cac khoan thue fA6o6c tinh
bang NUC khong fi6éic lam
tron len hoac xuong.

o Gia ve — la so tien phai tra.
No la gia NUC nhan voi
ROE fie co tong so tien ban
fita phai tra tai ndi xuat ve,
(vi dui & Viet Nam thi quy
floi sang USD, 6 khu voéic
chau Au thi quy fioi sang
Euro, 6 Anh thi quy Hfoi
sang Bang Anh).

o Thue/phi/phu phi — nhéng o
nay the hien tong so thue
phai thu.

o Tong cong — gia ve cong
vOi cac khoan thue. Tong
so tien phai thu cua khach.

o Ve goc — ghi so ve cua ve
fodc xuat Aau tien. So nay
fidéc ghi lai sau moi lan
xuat lai ve. Nieu nay co
nghia la ve luon co the
Addc truy tim lai fien goc
trong trédng hdp can thiet.

o So ve - the hien ma so IATA
gom 3 chd so va so ve.

o Ma cua fioan — o nay A66c sO
dung neu ve fiddc cap theo
floan co s dung cac dich vu
hang khong va mat fat.

Tat ca cac ve may bay, ve giay
hay ve fien t6 Aeu the hien cac
thong tin giong nhau.

KIEN THOC
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CONG VIEC SO 7:
PHAN VIEC SO 7.5:

VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO
Hang khong — Tinh toan lai gia ve cua khach hang khi co thay fioi ve fat cho (Kien thoc)

NOI DUNG

1. Tinh toan lai
gia ve may
bay cua khach
hang

Khi khach hang fia fat va tra
tien va ve fAa Addc xuat, vi
cac ly do khac nhau ho co the
thay fioi hanh trinh.

Cac fieu kien ap dung cho
gia ve hoac viec xay déng gia
ve ap dung cho ve ban fiau co
the foi hoi phai tinh lai gia ve
(vi dui nho viec thay foi ngay
bay co the gom ca viec thay
fioi gia theo mua).

TIEU CHUAN

Théc hien viec tinh lai gia ve

mot cach chinh xac va kip théi,
xuat lai ve hoac gia han ve,
giai thich cho khach hang hieu.

Ne fiam bao rang khach
hang co ve co gia tri cap
nhat tré6c khi ho bat fau
chuyen #i.

KIEN THOC

Cach tinh toan lai gia
ve may bay ap dung
cho ke hoach bay mai
cua khach hang.

Quy trinh cap lai ve
may bay.



CONG VIEC SO 7:
PHAN VIEC SO 7.6:

NOI DUNG

1. Thdc hien viec
hoan lai cac ve
may bay choa
s6 duing hoac
té ve cac chang
chda s6 dung
trong ve

Sau khi khach hang fia fiat ve,
tra tien va ban fia xuat ve, hol
co the khong s6 duing toan bol
hoac mot so chang bay vi cac
ly do khac nhau (nhdo thay fioi
kel hoach hoaic bi om).

Khach hang co the hoac
khong nhan Addc toan bo tien
ve hoan lai vi co the bt tinh phi
huy ve.

Mot so ve chang bay choéa
fid6ic s dung colthe khong co
gia tri, hoac co gia tri gidi han,
sau khi ban tham tra lai va lay
gia N66c ap dung cho toan bo
hanh trinh tré Ai khoan fia sol
duing thoc te.

TIEU CHUAN

Thdc hien viec hoan lai tien
cho cac ve hoac cac chang
bay chba s6 dung mot cach
chinh xac va kip théi.

Khach hang cua ban
thdodng se tré thanh khach
quen hoac gidi thieu ban
be cua ho cho ban, neu
ban the hien Ad6c tinh hieu
qua va chuyen nghiep
trong dich vu, ngay ca
trong cac hoat fiong khong
mang lai thu nhap hoa
hong cho Aai ly 16 hanh cua
ban.

VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO
Hang khong - Hoan lai toan bo hoac mot phan tien ve (Kien thoc)

KIEN THOC

Cac quy trinh hoan ve
may bay.

Cach tinh toan lai
hanh trinh thdc te,
fianh gia gia tri con lai
cua cac chang bay
choéa so dung.
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CONG VIEC SO 7:
PHAN VIEC SO 7.7:

1. T6 van cho
khach hang

CACH LAM

Xem xet cac hang hang khong
co the thay the, lich bay va gia
ve phu hdp véi hanh trinh fAa
chon cua khach hang.

Thob6ng xuyen cap nhat gia ve
cua cac hang hang khong
khac nhau.

Hieu ro cac quy finh va cac
fieu kien ap dung fioi voi cac
moc gia du lich hoac khuyen
mai va giai thich cho khach
hang.

Kiem tra choi trong va fiat cho
theo fiung hang cua gia ve fa
chon.

Xuat ve hoac nhan ve td hang
hang khong va giai thich tat ca
cac chi tiet mot cach chinh xac
cho khach.

Théc hien viec tinh lai gia va
hoan lai ve mot cach chinh xac
va kip thoi.

Xac nhan lai ve, fac biet Roi
vOi ve Aoan va chang quoc te.

TIEU CHUAN

e Cung cap cho khach hang

cac l6a chon tot nhat ve hanh
trinh bay va gia ve phu hop
vOi yeu cau cua khach hang,
va fiam bao rang khach hang
co the Ai lai trong cac fieu
kien cua gia ve Aa chon.

Lam thoa man cac nhu cau
cua khach hang.
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VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO
Hang khong - To van khach hang

KIEN THOC

Cac hang hang
khong, cac moc gia
ve va cac fieu kien
kem theo.



CONG VIEC SO 7:
PHAN VIEC SO 7.8:

1. Du lich Tau bien

Noong thuy

CACH LAM

Nghien c6éu cac hang du lich
tau bien fap 6ng ABOC yeu cau
cua khach hang cua ban.

Luon cap nhat ve! tinh trang
foi tau.

Co hinh anh hoac tap gap fie
gidi thieu cho khach hang.

Co cac moc gia ve hien hanh
fie td van khach hang.

Kiem tra cho san co va fiat cho.

VAN CHUYEN:

OONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO

TIEU CHUAN

Noa ra cac l8a chon fii du lich
tau bien tot nhat cho khach
hang.

Thoa man nhu cau khach
hang.

KIEN THOC

Cac hang tau bien
Viet Nam, fioi tau cua
ho' va dich vul.

2. Van chuyen
f6dng thuy noi
fioa

Cung cap thong tin ve cac
tuyen van chuyen fAédng thuy
noi fita quan trong (vi du tuyen
Thanh pho Ho Chi Minh i
Vung Tau).

Néa ra cac léa chon giao thong
thuy noi fita cho khach hang.

Thoa man nhu cau khach
hang.

Van chuyen A66ng
thuy noi fita va pha tai
Viet Nam.

3. Tonat lien ra
Aao

Cung cap thong tin ve cac
tuyen van chuyen ra flao quan
trong (nho6 tuyen Hai Phong ra
Cat Ba).

Néa ra cac I6a chon phddng
tien giao thong td bd ra fiao
cho khach hang.

Thoa man nhu cau khach
hang.

Van chuyen ra fiao va
pha tai Viet Nam.

4. An toan va bao
hiem

T6 van ve pham vi fiodc bao
hiem.

Canh bao khach khong sd
dung cac nha cung cap
khong co giay phep.

Co the hobng dan khach
hang ve an toan va cac van
fie ve bao hiem.

Thoa man nhu cau khach
hang.

An toan va cac van fie
ve bao hiem trong van
chuyen fAddng thuy.i
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VAN CHUYEN: NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO
Noong sat

CONG VIEC SO 7:
PHAN VIEC SO 7.9:

Tuyen tau
Thong Nhat
va cac tuyen
khac nho
tuyen A6dNg
sat fiong
khach Ha Noi
— Lao Cai

CACH LAM

Cung cap thong tin ve l6a chon
cac tuyen tau tai Viet Nam.

TIEU CHUAN

Noa ra s6 I6a chon tuyen tau
tot nhat cho khach hang.

Thoa man nhu cau khach
hang.

KIEN THOC

He thong AGdGNng sat
Viet Nam.

Chat 166ng va
cac fiac fiem

Gibi thieu khach hang qua
hinh anh cac tieu chuan khac

Giai thich rol ve chat [66ng va
tien nghi cua cabin.

Khach hang cua ban can
hieu cac tieu chuan khac

Tieu chuan vel cac
loai cabin va cac loai

cua cabin nhau ve cabin trong dich vu nhau ve tau trédc khi ho | tau khac nhau.
cua tau Thong Nhat fie khach fiat cho.
hieu ve sd khac nhau gida cac
moc gia.
Loch trinh Lien tuc cap nhat bang gid Cung cap thong tin chinh xac | Bang gi6 tau thay fioi theo | Bang gio tau.
tau cac dich vu Addng sat 6 ve dich vu tau, ngay, thdi gian | mua. Khach hang cua ban
Viet Nam. khéi hanh, théi gian fi va thdi | can biet lich trinh chinh
gian fen. xac vao thai fiiem khach fi
du lich.
Gia ve Luon cap nhat cac mdc gia Cung cap thong tin chinh xac | Gia ve co sd khac nhau | Cac mdc gia tau, fiieu

cua moi loai tau va hang ve.

ve cac moc gia ve va fieu
kien Ai kem.

gida cac tau tieu chuan
khac nhau.

kien va ve.



CONG VIEC SO 7:

PHAN VIEC SO 7.10: Noé6éng bo

1. Dich vui xe
buyt

CACH LAM

Cung cap thong tin ve dich vu
xe buyt tai cac thanh pho chinh.

Cung cap thong tin ve dich vu
xe buyt gida cac thanh pho
chinh va cac Aiem du lich.

VAN CHUYEN:

NOONG KHONG, NOONG THUY, NOONG SAT VA NOONG BO

TIEU CHUAN

e Noa ra cac lva chon ve van
chuyen bang xe buyt cho
khach hang.

Thoa man nhu cau khach
hang.

KIEN THOC

Lich trinh, méc gia va
tieu chuan.

2. Cac loa chon
thue ph6éng
tien

Cung cap thong tin ve cac l6a
chon thue xe Aap.

Cung cap thong tin ve cac l6a
chon thue xe may.

Cung cap thong tin ve cac l6a
chon thue xe o to con va mini
buyt co lai xe.

e Nba ra cac l6a chon ve thuel
ph66ng tien cho khach hang.

Thoa man nhu cau khach
hang.

Cac nha cung cap
dich vu cho thue
ph6ééng tien, cac dich
vu va moc gia.

3. Tinh trang he
thong Adbng
va cac fliem
fio dong

Cung cap thong tin ve tinh
trang he thong fibéng sa.

Cung cap thong tin ve cac
fiem Ao va dich vu san co tai
cac filem nay.

Cung cap thong tin vel khoang
cach, théi gian cua chuyen fi.

e Cung cap cac cht dan ve tinh
trang A6oNng sa, dich vu va fio
dai cua hanh trinh (khoang
cach va thdi gian).

Thoa man nhu cau khach
hang.

He thong fAddng bo
Viet Nam.

4, Cac cOa khau

Cung cap thong tin ve cac coa

khau cho phep xuat nhap canh

vOi Lao, Campuchia va
Trung Quoc.

e Cung cap htdng dan fiung ve
viec ra/vao Viet Nam qua coa
khau A6éng bo.

Thoa man nhu cau khach
hang.

Cac coa khau la néi du
khach nhat la khach
quoc te, co the ra/vao
Viet Nam va cac
nooc lang gieng.
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CONG VIEC 8. VAN HANH HE THONG GIO CHO
Giobi thieu:

Viecc van hanh he thong CRS (He thong gié' cho bang may tinh) la mot cong viec rat quan trong cua nhan vien fiai ly 16/ hanh. He thong CRS con fi6bic
goi la he thong GDS (He thong phan phoi toan cau).

Cac he thong CRS chinh la GALILEO, AMADEUS va SABRE/ABACUS. Moai he thong fieu co cac chéc nang giong nhau, nhéng sé dung cac ma fiau vao
khac nhau fiel co i6dc nhdng thong tin can thiet. (Vi dui: fie co ABAc chol trong tren chuyen bay gida Ha Noi va Thanh pho Hol Chi Minh trong he thong
GALILEO, ma fiau vao se la <A10JUNHANSGN>; fioi vOi hel thong SABRE/ABACUS thi ma fau vao se la <110JUNHANSGN>).

He thong fidng fiau tren thi tréong Viet Nam la he thong ABACUS. He thong ABACUS cung cap cong cu ma nhan vien Nai ly 16 hanh co the s6 dung fie
thdic hien cac cong viec fiat cho trédc cho chuyen fi cua khach hang. He thong fida ra quyen truy cap vao cac bang lich gié bay cua cac hang hang khong
voi gibl fita phddng, cac cho ngoi trong tren chuyen bay va cac 16a chon fiat cho. Hel thong cung fida ra cac moc gia ve va cau truc gia ve. Cung co the
fiat cho khach san va thue xe o to tren he thong nay.

He thong CRS I6u gi6 166ng thong tin rat [6n ma nhan vien fiai ly 16 hanh can fien hang ngay, bao gom:

- Théi gian noi chuyen toi thieu tai cac san bay tren toan the gidi

- Ma hoa va giai ma ba chd cai cua thanh pho/ma san bay

- Ma hoa va giai ma hai ché cai cua ma cac hang hang khong

- Ma hoa val giai ma cac loai may bay

- Ty gia quy fioi tien te

- Thong tin ve cac san bay

- TIM (Cam nang thong tin du lich) — neu chi tiet cac yeu cau ve: ho! chieu, thi théc, hai quan va y te cua moi quoc gia
- Va nhieu thong tin khac

He thong CRS ket noi gida nhan vien fai ly |16 hanh va cac nha cung cap (cac hang hang khong, cac cong ty cho thue xe ol to, cac khach san, v.v..)

Ho s6 fiat cho cua (cac) khach hang (PNR — ghi chep vei ten khach hang) fi6éc 16u trong he thong CRS, bao gom:
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- (cac) ten

- Noa che

- Cac so fiien thoai

- Cac chuyen bay

- Cac khach san

- Thue xe o to

- Théi han xuat ve

- So ve khi xuat

- Cac yeu cau fac biet (nhd cac bda an, cac so ghe)

- Ma so khach hang th6éng xuyen

- Ten cua nhan vien trong Aai ly 16 hanh thdc hien viec Aat cho hoac thay fioi fiat cho
- Lich s6 ho s6 fAat chal

- Ma fAac biet (Ma so cua hang hang khong) Ad6c in tren ve

He thong CRS in cac ban hanh trinh cho khach theo ma nganh va cung co kha nang in hanh trinh cua khach hang theo cach de sé dung cho du khach.

He thong CRS la mot he thong 16u gi6' tat ca cac ghi chep can thiet cho fai ly 16 hanh va cac nha cung cap véi muc fiich kiem toan va ke toan.

Ban phai tuan theo cac quy trinh cua fiai ly 16: hanh cua ban trong viec truy cap va théc hien fiat chol tren he thong CRS/GDS va ng6dic lai, théc hien viec
fiat cho trdic tiep vbi cac nha cung cap.

PHAN VIEC SO 8.1: Lam quen va hieu cac fiac tinh cua he thong CRS (GDS) (Kien thoc)
PHAN VIEC SO 8.2: Truy cap heithong

PHAN VIEC SO 8.3: Tao hoi s6 khach hang

PHAN VIEC SO 8.4: Truy cap hoi sd6 khach hang

PHAN VIEC SO 8.5: Truy cap cac thong tin khac trong he thong



CONG VIEC 8. VAN HANH HE THONG GIO CHO

LAM QUEN VA HIEU CACNACTINH @ TAO HO SO KHACH HANG (2 )
CUA HE THONG CRS (GDS)

TAO HO SO KHACH HANG Q TRUY CAP HO SO KHACH HANG Q TRUY CAP CAC THONG TIN KHAC Q
TRONG HE THONG
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CONG VIEC SO 8:
PHAN VIEC SO 8.1:

NOI DUNG

1. He'thong gid
cho bang may
tinh (He thong
phan phai toan
cau) CRS/GDS

CRS (GDS) larnguon thong tin
chu yeu cho cac dai ly 16
hanh, cung cap cac thong tin
ve cac san pham du lich/ dich
vul, gia va tinh trang cho ve
cac san pham fio, cac quy
trinh thdic hien viec fat cho
trédc, thay foi va xac nhan.

VAN HANH HE THONG GIO CHO
Lam guen va hieu cac fiac tinh cua he thong CRS (GDS) (Kien thoc)

TIEU CHUAN

e Thong thao cac Aac tinh va

cac 6ng dung cua he thong
CRS/GDS; va thanh thao
trong viec hoan thanh cac ho
s0 fAat chol, truy cap cac thong
tin, thoc hien viec fat cho,
thay foi va xac nhan, nhap
ten, fta che, soi fiien thoal, cac
yeu cau Aac biet cua khach
hang, ma so khach hang
thddng xuyen, so ve, V.v..

He thong CRS/GDS la mot
nguon cung cap do lieu thiet
yeu cho cac fai ly 16 hanh.

KIEN THOC
Cac 6ng dung va cac
fiac tinh cua he thong
CRS/GDS .

2. Nao tao fe s6
dung thanh
thao he thong
CRS cua fAai ly
16 hanh

Tham doé mot khoa fiao tao vel
hel thong CRS nhé ABACUS
tai Viet Nam fie hoic cach sd
dung he thong CRS.

(Viec nay ap dung cho ca
nhdng ngobi fang lam viecc
trong Aai ly 16 hanh va nhdng
ng66i Aang hoc tap tai cac cb s6
fiao tao trodc khi lam viec 6 vo tri
nhan vien fiai ly L6 hanh).

Xac nhan fia hoan thanh tot
khoa hoc nay bang chéng chs
thich hép.

Moi cong ty co he thong
CRS fieu cung cap cac
khoa fiao tao cho nhan vien
cac fiai ly 16 hanh fa nam
trong he thong cua ho.

(Cac cb sb Aao tao phai to
choéc cac khoa hoc rieng
cho nhdéng ngo6di choa
fnobic fiao tao).

Cach s6 dung he
thong CRS cua ban.
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CONG VIEC SO 8:
PHAN VIEC SO 8.2:

1. Truy cap va so
dung cac
thong tin trong
he thong
CRS/GDS

CACH LAM

Truy cap vao he thong theo
quy trinh Aang nhap chinh xac.

Nhap fiung cac ma fie “lay ra”
cac hien thi khac nhau, fie co
fdbc cac thong tin ve cac san
pham du lich/ dich vu, gia va
tinh trang chol cua san pham
(vi du, tour, buong, fiem fien,
gia ca va cho con trong...).

SO dung quy trinh thoat khoi
he thong chinh xac.

VAN HANH HE THONG GIO CHO
Truy cap he thong

TIEU CHUAN

Hieu noddc tat ca cac hien tho
cua hel thong CRS mot cach
chinh xac.

Lay cac thong tin (vi dui ve gia
vatinh trang cho cua san pham)
can thiet cho khach hang.

Biet va s6 duing nédc cac ma
dung fie nhap ten, fita chs, so
fiien thoai lien he, cac yeu
cau fac biet, so ve vv...

He thong CRS/GDS la mot
nguon cung cap do lieu thiet
yeu cho cac fai ly 16 hanh.

Viec sd dung thanh thao
se giup cho ban phuc vu
khach hang tot hon.
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CONG VIEC SO 8: VAN HANH HE THONG GIO CHO
PHAN VIEC SO 8.3: Tao ho so khach hang

CACH LAM TIEU CHUAN KIEN THOC

1. Nat choi tren Thoc hien viec fiat cho fiung | e Théc hien viec fiat cho mdi | Nam bao rang cho ma ban
he thong CRS cach va x6/ ly chung thong qua fiung theo cac quy trinh cua | fia fat A66c nha cung cap

cac c6 sO dd lieu cua nha he thong chap nhan
cung cap.

2. Ho sb6 khach Lou ho sb fAat chol cua (cac) | e Tao va léu ho s6 khach hang | S6 dung he thong CRS
hang A6déc 16u khach hang tren he thong, bao tren he thong CRS mot cach hieu qua sel
tren he thong gom cac thong tin: mang lai 16i ich cho khach
CRS hang va fai ly 16 hanh cua

o Ten cua (cac) khach hang. ban
o Nia cha.

o So fiien thoali.

o Cac chuyen bay.

o Cac khach san.

o Thue xe o to.

o Théi han xuat ve.

o So ve khi Aa xuat.

o Cac yeu cau fac biet (vi
du cac bda an, so ghe).

o Ma so khach hang th6éng
xuyen.

o Ten nhan vien fai ly 10
hanh théc hien hoac thay
foi viec Aat cho.

o Lich s6 ho sé fat cho.

o Ma Aac biet (Ma so cua
hang hang khong) Addc in
tren mat ve..
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CONG VIEC SO 8:
PHAN VIEC SO 8.4:

1. Truy cap, sOa
foi, huy bo
hoac xac
nhan cac fat
chol Aa thoc
hien

CACH LAM

Tuan theo quy trinh cua hel
thong CRS mot cach chinh xac.

VAN HANH HE THONG GIO CHO
Truy cap ho so khach hang

TIEU CHUAN

e Truy cap, sba foi, huy bo
hoac xac nhan cac fiat cho fia
thdic hien bang viec s6 dung
fiung cach cac quy trinh cua
he thong CRS .

Nam bao rang bat ky thay
fioi nao foi vdi viec Aat cho
fia thoc hien Aeu ABAC nha
cung cap chap nhan, va
fiam bao tuan theo fung
quy trinh xac nhan.
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CONG VIEC SO 8: VAN HANH HE THONG GIO CHO
PHAN VIEC SO 8.5: Truy cap cac thong tin khac trong he thong

CACH LAM TIEU CHUAN KIEN THOC

1. Cac thong tin He thong CRS I6u gi6d 166ng | ¢ Co kha nang truy cap thong | S6 dung fi6éc toan boicac | Cong dung cua he

khac foéic 16u thong tin khong lo. ma nhan tin tren he thong CRS cua | ch6c nang cua he thong | thong CRS.

tren he thong vien fai ly 16/ hanh can fien ban khi can thiet. CRS.

CRS hang ngay, bao gom:

He thong CRS o Thai gian noi chuyen toi

la A6GINg ket thieu tai cac san bay tren

noi gida nhan toan the gibi.

vien Nai ly 16 o Ma hoa va giai ma ba chd

hanh voi cac cai cua cac ma thanh

nha cung cap pho/ san bay.

(hang khong, o Ma hoa va giai ma hai

khach san, ché cai cua hang hang

cong ty cho khong.

thue! xe o to, o Ma hoa va giai ma cac

V.V..) loai may bay.

o Ty gia quy fioi ngoai te

o Thong tin ve san bay.

o TIM (Cam nang thong tin
du lich) — neu chi tiet cac
yeu cau ve ho chieu, thi
thdc, hai quan va y te cua
tdng quoc gia.

o Va nhieu thong tin khac.
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CONG VIEC 9. THIET KE CHOONG TRINH, TiNH GIA, NAT CHO, NIEU PHOI HANH TRINH VA XO LY TAI LIEU

Gidi thieu:

Coing vieic quan trong nhat cua mot nhan viein fai ly 16 hanh la lap chédéng trinh, tinh gia, fiat cho!l va fiieu phoi cac chééng trinh tham quan cho

khach hang.

Ban phai biet Ad6c cac quoc gia, cac thanh pho va cac fiiem du lich 6 néi nao va co kha nang fida khach hang fien cac khu véic nay mot cach nhanh

chong va thuan tien nhat.

Ban cung phai co kha nang thong bao cho khach cac phddng tien van chuyen tot nhat co the va cac chi phi tééng 6ng fie fien fibdc cac fiiem fien nay.

Ban phai co kha nang thong tin cho khach vei viec nen xem cai gi, I16u tru 6 flau, mac gi va trong chéi gi 6 moi Aiem du lich.

Ban phai biet cach kiem tra cac quy finh hien théi ve: thi thdic va hai quan cua cac nédc ma khach hang flang co ke hoach fien tham quan, co the la tren
mang, trong he thong CRS/GDS, hoac qua fiien thoai, fax hoac thé fiien to t6 Nai sé quan hoac Lanh sé quan va giup fid khach hang xin thi théc fie tao

thuan 16i chuyen Ai cua ho.

PHAN VIEC SO 9.1:
PHAN VIEC SO 9.2:

PHAN VIEC SO 9:3

PHAN VIEC SO 9.4:
PHAN VIEC SO 9.5:
PHAN VIEC SO 9.6:
PHAN VIEC SO 9.7:
PHAN VIEC SO 9.8:
PHAN VIEC SO 9.9:

Thiet kel chddng trinh du lich

Tinh gia chddng trinh du lich

Nat cho cac dich vu trong chdéng trinh

Hol chieu, thi thdic, hai quan va y te

Nat coc va thanh toan toan bo

Hieu ro cac tai lieu va giai thich cho khach
Thay foi chééng trinh vai cac chi phi phat sinh
X0 ly viec huy bo va hoan tien

Lou gid cac ho sb
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CONG VIEC 9. THIET KE CHOONG TRINH, TiNH GIA, NAT CHO, NIEU PHOI HANH TRINH VA XO LY TAI LIEU

THIET KE CHOONG TRINH DU LICH (1 ] TINH GIA CHOONG TRINH DU LICH (- )

NAT CHO CAC DICH VU TRONG e HO CHIEU, TH) THOC, HAI QUAN VA 0 NAT CcOC VA THANH TOAN TOAN BO e
CHOONG TRINH Y TE
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CONG VIEC 9. THIET KE CHOONG TRINH, TiNH GIA, NAT CHO, NIEU PHOI HANH TRINH VA X0 LY TAI LIEU

HIEU RO CAC TAI LIEU VA GIAI THICH @ THAY NOI CHOONG TRINH VA CAC (7]
CHO KHACH CHI PHIi PHAT SINH

/ /

XO LY VIEC HUY BO VAHOAN TIEN @ LOU GIO CAC HO sO (5]

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH



CONG VIEC SO 9:

PHAN VIEC SO 9.1:

1. Thu thap thong
tin t6 khach
hang

CACH LAM

Lang nghe cac yeu cau cua
khach, troic tiep hoac qua fien
thoai, fax, tho fien to, Aida ra cac
cau hoi khi can thiet fie co n6dc
cac thong tin:

o Noi khach fi du lich.

o Ly do fii du lich.

o Khoang théi
chuyen fi.

o Ngay khoi hanh.

o Ngay tr6 ve.

o Ke hoach ngan quy cua khach

o Léa chon cac hang hang
khong/ hinh théc chuyen ché.

o Hang ghe khach mong
muon (vi du hang F, J, Y).

o Col linh hoat trong yeu cau
khong.

o LOa chon ve (cac) khach san

o Co bao nhieu ng66i trong fioan

o Cac lda tuoi cua khach va
co tre em khong.

o Cac yeu cau fiac biet (vi du
cac bda an, nhdng fieu
kieng kT, di 6ng, xe lan,
hang ghe tren may bay,
buong khach san).

o Tat ca khach feu fi theo
mot hanh trinh trong toan
bol chuyen Ai?

gian cua

THIET KE CHOONG TRINH, TINH GIA,
XO LY TAI LIEU
Thiet ke ch66ng trinh du lich

TIEU CHUAN

e Co kha nang thu thap cac

thong tin ma ban can biet to
khach fie kiem tra cho trong
tren cac chuyen bay, cac
chodng trinh du lich va fie bat
fiau soan thao ch6dng trinh chi
tiet lam thoa man khach hang

NAT CHO, NIEU PHOI HANH TRINH VA

Trobc khi co the bat Aau
lap mot hanh trinh kha thi
va thdc te, ban phai thu
thap Ao6bc cac thong tin chi
tiet td khach hang.

KIEN THOC

Kien thdc ve san
pham, cac fiem fen
du lich, modc gia ve
may bay la rat can
thiet fie ho! trd khach
hang mot cach gia tri.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 109



2. Nam bao hanh
trinh kha thi

CACH LAM

Nanh gia xem cac yeu cau cua
khach co the théc hien Addic
trong khung thdi gian fio khong.
Xem xet ca ve khoang thdi gian
fiat cho va sd tien 16i cho khach
(vi du khach fiang len ke hoach
fie Ai du lich qua nhieu trong
khoang thoi gian qua ngan).
Thao luan ve cac l6a chon thoéc
tel voi khach hang.

TIEU CHUAN
Co kha nang Aat A66C sO
flong y cua khach hang ve
hanh trinh co the théc hien
Addc va ban phai thdc hien
fAobéc viec tinh toan chi phi
mot cach chi tiet.

Khach hang cua ban co
the khong biet ro khoang
théi gian can thiet cho viec
fiat cho cung nho vel tong
théi gian cho chuyen Ai (vi
du, bao gom ca théi gian khoi
hanh va thdi gian fien).
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KIEN THOC

Kien théc va hieu biet
chi tiet ve cac Aiem
fien (vi du ve cac
khoang cach) la can
thiet fe fida ra fianh
gia cho khach hang.

3. Kiem tra tinh
trang cho cua
cac phoééng
tien van
chuyen fAddic
I6a chon (hang
khong hoac
van chuyen
mat Aat)

S6 dung he thong CRS, trang
web cua cac nha cung cap
hoac goi fiien thoai fie kiem tra
cho trong tren chuyen bay/xe
buyt/ tau hoa vao cac ngay
khach yeu cau.

Noa ra cac l16a chon khac neu l6a
chon ban fiau khong thich hop.

Nat cho fie gid cho.

Co kha nang sd dung fung
cach cac nguon va cac he
thong thong tin fiel iam bao
tinh kha thi cua ch6ééng trinh
flang lap.

Trodc khi thdc hien viec
tinh gia chi tiet, ban phali
kiem tra tinh kha thi cua
hanh trinh du lich.

(vi du, ngay khach Iéa chon
co chuyen bay khong?
Hang ghe khach muon co
con cho trong nao khong).

Cach s6 dung hel
thong CRS va/hoac
trang web cua cac
nha cung cap .

4. Kiem tra tinh
trang cho cua
cac dich vu
mat Aat

S6 dung he thong CRS, trang
web cua cac nha cung cap
hoac goi fiien thoai fie kiem tra
tinh trang cho! vel khach san,
cac choébng trinh tham quan,
thue xe o to, cac sdl kien khac
(vi du, ve xem giai quan vot
Wimbledon).

Noa ra cac l16a chon khac neu l6a
chon ban fiau khong thich hop.

Nat cho fie gié' cho.

Co kha nang sd dung fung
cach cac nguon va cac he
thong thong tin fiel iam bao
tinh kha thi cua chééng trinh
flang lap.

Trodc khi théc hien viec
tinh gia chi tiet, ban phali
kiem tra:

(vi du, khach san co con
phong trong khong?
Cho66ng trinh tham quan Aa
fiu choichda? Co con ve fie
xem s@ kien fio khong).

Cach s6 dung hel
thong CRS va/hoac
trang web cua cac
nha cung cap.



CONG VIEC SO 9:

PHAN VIEC SO 9.2:

Bang tinh gia

CACH LAM

So6/ dung bang tinh gia cua Aai ly
|6 hanh cua ban.

THIET KE CHOONG TRINH, TINH GIA,
XO LY TAI LIEU
Tinh gia ch6dng trinh du lich

TIEU CHUAN

e Co kha nang sd dung mau
chinh xac fie fda ra cac chi
phi cho khach hang.

NAT CHO, NIEU PHOI HANH TRINH VA

Tinh thong nhat ve cac dich
vu ma Aai ly ban cung cap
cho tat ca cac khach hang.

KIEN THOC

Mau hoac finh dang
tinh gia trong Aai ly 16
hanh cua ban.

2. Tinh gia cac dich
vu trong hanh
trinh cua khach

Tinh toan chi phi chinh xac téng
dich vui trong hanh trinh cho téng
ngodi trong fioan, sd dung kien
thdc fia hoc dbic trong cac phan
viec trooc:

o Gia ve may bay va cac loai
thue.

o Cac chi phi toan bo cho ca
cac choéng trinh tham quan
trong ngay va cac chddng
trinh dai ngay hon.

o Cac chi phi thue xe bao
gom ca thue va bao hiem.

o Cac chi phi van chuyen
(san bay/khach san/san
bay) tai tong thanh pho.

o Chi phi khach san cho téng
fiem va toan bo thdi gian
16u tru.

o Cac dich vu khac (vi du, an
uong, hodng dan vien, phi
vao coa, giai tri..).

o Chi phi bao hiem du lich.

o Chi phi ho chieu va thi théc.

o Cac moéc gia khac cho tre
em.

e Co kha nang hoan thanh viec
tinh gia chinh xac va fay fiu
cho tding dich vu trong ch66ng
trinh cua khach tren Bang tinh
gia cua nai ly 16 hanh cua ban.

Khach hang can biet chi
phi chuyen fii cua ho troééc
khi ho fiong y theo chddng
trinh.

Cach tinh gia.
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3. Cung cap
chddéng trinh
fia tinh gia
troic tiep hoac

qua tho fien to

cho khach
hang

CACH LAM

Cung cap cho khach hang
bang gia va cac thong tin sau
neu can thiet:

o cac quy fiinh ve ho' chieu,
tho théc va hai quan.

0 cac yeu cau ve y te.

o cac canh bao ve du lich.

(Co the lay cac thong tin nay
trong he thong CRS).

TIEU CHUAN

Co kha nang trinh bay ro rang
cho khach.

Co kha nang cap nhat cac
yeu cau ve hoi chieu, thi thoic,
hai quan va y te (vi du nhd
yeu cau tiem chung) va cac
canh bao ve du lich (vi du cac
nguy c6 ve sdc khoe hoac an
ninh tai Aiiem fen du lich).

Khach hang trong cay vao
ban fie co nhéng thong tin
moi nhat ve nhéing yeu cau
quan trong nay.

Nhong t6 van khong fung
hoac thieu trach nhiem co
the dan fien nhdng bat tien
cho khach hang va lam
ngat quang cac dich vu
fi6éc thu xep cho ho, khien
khach hang phan nan
nghiem trong va lam mat
khach cua Aai ly.
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KIEN THOC

Cach s6 dung he
thong CRS hoac cac
trang web fAe tra cou
thong tin cac yeu cau
ve ho chieu, thi théc,
hai quan va y te va cac
canh bao ve du lich.

4. Thoa thuan voi
khach hang

Thdoc hien viec Aieu chinh theo
yeu cau cua khach hang.

Nat fi6dc sé fiong y cua khach
fie tiep tuc thu xep fAat cho.

Ghi chu: mot so viec fat cho
gid cho co the fia A6dCc thoc
hien fie iam bao co cho.

Co kha nang sba fioi hanh
trinh theo yeu cau cua khach.

Co kha nang Aat A66C sO
flong y cua khach hang fe
théc hien tat ca viec fat cho.

Voi t6 cach la “Aai dien”
cua khach hang, ban phai
co f6bc sd fiong y cua
khach tro6c khi théc hien
bat ky cam ket Aat cho
nao. Viec huy bo sau khi
fiat cho co the phai tra phi
huy bo.




CONG VIEC SO 9: NAT CHO, NIEU PHOI HANH TRINH VA

THIET KE CHOONG TRINH, TINH GIA,
XO LY TAI LIEU
Nat cho cac dich vu trong chdéng trinh

PHAN VIEC SO 9.3:

1. Thdc hien viec
fAat cho

CACH LAM

So6 dung he thong CRS e Aat
chol cac chuyen bay/khach
san/thue xe.

Nat cho cac dich vu qua trang
web neu can thiet.

Neu khong co he thong CRS,
hay goi fiien thoai fien cac hang
hang khong, cac khach san, cong
ty cho thue xe, cong ty i6dng sat
va tau bien fie fat cho.

Goi thd fien td Aen cac nha
cung cap neu Ao la ph6dng phap
fiat cho theo yeu cau.

Hieu ro cac quy filnh va fiieu
kien ve gia fioi voi tdng chuyen
bay fia Aat cho:

o phi thay fioi hanh trinh.

o thdi gian I6u tru toi thieu/toi
fa.

o phi phat huy bo .

o “A66c phep hoac khong
fi6dc phep” thay foi ngay.

TIEU CHUAN

Co kha nang s6 dung he
thong CRS fe fat chol

Co kha nang fiat cho trong
trang web cua cac nha cung
cap

Co kha nang yeu cau va thoc
hien viec fat cho bang bat ky
phddng phap nao

Co kha nang fioc fddc cac
quy fiinh va fiileu kien ve gia
ve va hieu ro cac fieu kien
bat 16i co the tac fiong fien
khach hang

S6 dung phédng phap
nhanh chong va hieu qua
nhat fie thoc hien viec Aat
cho.

Khach hang phu' thuoc vao
td van chinh xac cua ban.

Khach hang se gap phai
bat I6i neu t6 van cua ban
khong fiung.

KIEN THOC

Cach s6 dung he
thong CRS.

Cach sd dung trang
web cua cac nha cung
cap.

Cach s6 dung dien
thoai, fax va tho fien
to.

Kien thdc sau sac ve
cac quy fiinh va cac
fiieu kien ve gia ve
hang khong.

Biet n6i tim cac thong
tin nay tren he thong
CRS hoac trang web
cua cac nha cung cap
(neu nghi ngd hay goi
flien fien hang hang
khong).
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2. Ghi lai tinh
trang Aat cho

CACH LAM

Gi6 lai cac ghi chep moi nhat
ve tinh trang fiat cho cua cac
dich vu trong ch66ng trinh (nho
fodc xac nhan, fiang chd xac
nhan, khong co).

TIEU CHUAN

Tinh trang fat cho cua
chodng trinh cua khach luon
phai fiéc cap nhat.

Neu ban vang mat, fiong
nghiep cua ban phai biet
fi6bc tinh trang chinh xac.
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KIEN THOC

3. Ghi lai cac yeu
cau ve thanh
toan

Ghi lai cac yeu cau ve fiat coc
va théi han Aat cho cua moi
dich vu.

Ghi lai thdi hain thanh toan cuoi
cung cua moi dich vu fiat cho.

SO duing bang kiem tra nhéng
ngay thanh toan (fiat coc va
so con lai) ma cac nha cung
cap yeu cau.

Duy tri cac ghi chep mbi nhat
ve viec thanh toan

Ban phai thanh toan vao
ngay yeu cau fie gid fat
cho.

Neu ban vang mat, fiong
nghiep cua ban can phai
biet tinh trang chinh xac.

Cach hieu ve cac yeu
cau fiat coc va thanh
toan fay fiu cua cac
nha cung cap.

4, Bao hiem du
loch

Mua bao hiem du lich cho toan
bo chuyen fii cua khach hang
neu AGAC yeu cau.

Léa chon chinh sach bao
hiem du lich fiung voi 16a tuoi;
théi gian Ai du lich; nhéng
fiiem fien du lich cua khach
hang v.v..

Khach hang muon foéc
bao hiem tot nhat v6i méc
phi bao hiem hdp ly nhat.

Kien thoc sau sac ve
cac bao hiem du lich va
cac fieu kien (neu nghi
ngd hay goi fAiien fien
cac cong ty bao hiem).

5. To6 van cho
khach hang

Thong tin cho khach hang, giai
thich tat ca nhdng fieu tren
mot cach ro rang.

Ne xuat sba fioi hanh trinh khi
mot so dich vu khong san co

Gidl lien lac thodng xuyen voi
khach qua gap gb hoac fien
thoai, fie ho luon ABOGCc cap
nhat voi qua trinh théc hien.

Co kha nang tinh lai gia khi co
yeu cau thay foi.




6. Nieu chznh
hanh trinh, gia
ca va Nat chol

CACH LAM

Thdc hien cac fieu chinh can
thiet trong hanh trinh cua
khach va trong bang tinh gia;
va théc hien viec fat cho sau
cung, can c6 vao xac nhan
cua khach.

TIEU CHUAN

Thoc hien ngay sau khi nhan
fi6oc so fong y cua khach fie
filam bao cac fat cho Aa thay
foi, va thdc hien cac sda fioi
lien quan.

KIEN THOC

7. Thanh toan

Giai thich véi khach hang ve
cac théi han thanh toan.

Thu tien Aat coc, thanh toan
fay fiu va cac loai phi can thiet
td khach.

Thoc hien viec thanh toan cho
cac nha cung cap trong thoi
han thanh toan.

Cung cap cho khach hang lich
thanh toan ro rang ve cac
khoan tien can thanh toan va
thdi han.

Thu tien va cac khoan thanh
toan mot cach hieu qua.

Ne fiam bao viec fiat cho.

Cach hieu vel cac
yeu cau thanh toan
va Aat coc cua cac
nha cung cap.

8. Chobdng trinh
chi tiet cuoi
cung

Soan thao chddng trinh chi tiet
cuoi cung cho khach.

Hoan thanh chddng trinh chi
tiet cuoi cung theo mau cua
fai ly 16 hanh cua ban va giao
cho khach.

Nay la “lich trinh” ve chuyen
fii sap tdi cua khach, ghi
chep toan bo chi phi va Aat
cho fia thoc hien.

Hinh théc the hien
choébéng trinh du lich
cua Aai ly 16/ hanh
cua ban.
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CONG VIEC SO 9:

PHAN VIEC SO 9.4:

1.

Ho chieu

CACH LAM

Xem ho chieu cua khach va
kiem tra xem hoi chieu con col gia
tri s6 dung cho chuyen fi khong.

Neu khach chda co ho chieu,
hay ho' tr6 khach bang cach
cung cap cho ho mau Adn xin
cap ho chieu hoac ch: cho khach
biet ndi c6 quan nha noébéc cap
ho chieu.

THIET KE CHOONG TRINH, TINH GIA,
XO LY TAI LIEU
Hol chieu, thi théc, hai quan va y te

TIEU CHUAN

e TO van cho khach biet mot
cach chinh xac cac yeu cau
ve ho chieu con gia tri s6
dung.

Khach du lich phai mang
theo hoi chieu con gia tri s6
dung fioi vdi cac quoc gia
fien tham trong toan bo
hanh trinh.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 116

NAT CHO, NIEU PHOI HANH TRINH VA

KIEN THOC

Cac yeu cau ve ho
chieu con gia tri s6
dung cua cac quoc gia
(co trong he thong
CRS, internet hoac goi
fiien thoai fien Nai s
quan/ Lanh s6 quan).

2.

Tho thoc va giay
phep thong hanh
(khach qua canh)

Kiem tra xem quoc gia hoac cac
quoic gia khach fien tham co can
phai co thi thdic khong (s6 duing
he thong CRS, internet hoac goi
fiien thoai fien Nai s6 quan hoac
Lanh s& quan).

Neu phai co thi thdic, hay cung
cap mau fAbén xin thi thdc cho
khach hang fe khai, thu ho
chieu va phi tht thoéc, va goi fien
Nai s6 quan hoac Lanh s& quan
fie xin cap tho thoic.

e ToO van cho khach hang chinh
Xac cac yeu cau ve thi thoc.

e Ho trd khach hang trong viecc
xin cap thi thoc.

e TO van cho khach cac yeu
cau phong van co the.

Khach du lich phai co thi
thdic, neu ngddi Ao thuoc
quoc tich can phai co fe
nhap canh vao cac nédc co
yeu cau tho thoic.

Cac yeu cau ve thi
thdic cua cac n66c (co
tren he thong CRS,
internet hoac goi fiien
thoai fien Nai sé quan
hoac Lanh s& quan).

3.

Cac giay td ve ho
chieu va tho théc

Nam bao rang khach hang co
fiay Au ho chieu va thi thdc cap
vao tré6c ngay khoi hanh.

e Ho chieu va thi thdic se ABOC
cap trodc ngay khéi hanh cua
khach.

Tranh s6 voi vang vao phut
cuoi!

Biet gid lam viec cua

cac Nai s6 quan/Lanh

sO quan — va cac ngay

ngh: le cua cac quoc
gia.




4. Hai quan

CACH LAM

Kiem tra cac yeu cau cua hai
quan ve nhap khau va xuat khau
theo chddng trinh cua khach.

To6 van cho khach.

TIEU CHUAN

*TO van cho khach biet chinh
Xac cac yeu cau ve hai quan.

Khach du lich phai hieu ro
cac quy filnh hai quan ve
nhap khau va xuat khau cua
cac n6oc fien tham quan.

KIEN THOC

Cac quy finh hai quan
cua cac quoc gia fien
tham quan (coi tren he
thong CRS, internet
hoac goi Aien thoali
fien Nai s6 quan/Lanh
sd quan).

5.Y te

Kiem tra tat ca cac yeu cau ve
vac xin va tiem chung cua cac
nodc fien tham quan (tren he
thong CRS, internet hoac goi
fiien thoai fien Nai s6 quan
hoac Lanh sd quan).

To6 van cho khach hang biet vel
cac giay tby te AddC yeu cau,
va xem so tiem chung cua ho
fle Aiam bao rang viec tiem
chung theo yeu cau fia AddC
cap nhat.

Kiem tra cac canh bao ve'y te
(vi du cum gia cam) tai cac
nodc fien tham quan, va thong
bao cho khach hang (s6 duing
he thong CRS hoac trang web
cua To chdc Y te The! gidi).

T6 van cho khach hang mot
cach chinh xac ve cac yeu
cau tiem chung.

«Canh bao khach hang cac
nguy cb6 ve soc khoe va
nhdéng canh bao du lich fioi
vOi nhdng quoc gia va vung
fien tham.

Khach du lich phai mang
theo nhdng chéng nhan y
tel con gia tri s6 dung fioi
vOi cac quoc gia fien tham.

Khach hang co the khong
biet ro cac nguy cb ve soc
khoe 6 cac nddc co trong
choéng trinh.

Cac yeu cau chong
nhan soc khoe cua cac
quoc gia fien tham (co
tren he thong CRS,
internet hoac goi fien
Nai s6 quan hoac
Lanh s& quan).

Kien thoc ve cac canh
bao y te trong cac
vung khac nhau tren
the gidi (co tren he
thong CRS hoac trang
web cua To choc Y te
The gi6i).
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THIET KE CHOONG TRINH, TiNH GIA, NAT CHO, NIEU PHOI HANH TRINH VA
XO LY TAI LIEU
Nat coc va thanh toan toan bo

CONG VIEC SO 9:

PHAN VIEC SO 9.5:

Thu tien Aat coc

va cac khoan
thanh toan Aay
fiu theo yeu cau
khi fiat cho fie
fiam bao viec
fat chol

CACH LAM

Thu cac khoan fAat coc t6 khach
hang theo cac fiieu kien fiat chol
cua tong dich vu. (Tien fat coc
co the fo6bc thu bang tien mat,
bang sec, the tin dung hoac
fodc khach hang chuyen khoan
vao tai khoan cua Aai ly 16 hanh
cua ban).

Chuyen cac khoan tien Aat coc
fia nhan cho ke toan cua Aai ly 16
hanh.

Nhan phieu thu va trao cho
khach hang.

TIEU CHUAN

e Thu cac khoan tien t& khach
fiung thdi gian fie fiam bao
viec thanh toan fiung han.

Ne gid cac fiat chol trééc.

KIEN THOC

Chinh sach cua fai ly
6 hanh cua ban ve
viec chap nhan sec va
the tin duing ca nhan.

Thanh toan cac
khoan tien Aat
coc va thanh
toan Aay fu cho
cac nha cung
cap Ae Aiam bao
viec gid chol

Phoi hép cung ke toan, tach
rieng cac khoan tien fia nhan
thanh tien thanh toan cho téng
nha cung cap (nho hang khong,
cac cong ty fieu hanh tour).

Nam bao rang viec thanh toan
fAodc thoc hien bang tien mat,
bang sec, chuyen troc tiep fie fiam
bao viec gio cho cho khach hang.

e Thanh toan moi khoan fiung
han.

Ne gi6 cac fiat cho trooc.

Cac fieu khoan ve
thanh toan va fat coc
theo thoa thuan voi
nha cung cap.




Cap nhat cac
ghi chep

CACH LAM

Cap nhat cac bang tinh gia phan
anh fA66c cac khoan fiat coc
hoac thanh toan fAay fiu fia nhan
t6 khach, va cac khoan fia thanh
toan cho cac nha cung cap.

TIEU CHUAN

sLuon cap nhat cac ghi chep
cua ban.

Neu ban vang mat, fiong
nghiep cua ban phai biet
tinh trang chinh xac.

KIEN THOC

Thu cac khoan
tien con lai to
khach trééc
théi han thanh
toan toan bo
cho cac nha

Trooc khi het han thanh toan cho
moi nha cung cap, ban phai thu
cac khoan con lai (vi du toan bo
soitien trd fii so tien fAa fat coc),
va chuyen cho ke toan.

*Thu cac khoan tien td khach
fiung thoi gian fie fAam bao
viec thanh toan Aung han.

Ne gi6 cac fiat cho trééc.

cung cap Nhan hoa fi6n va trao cho khach

hang.
Thanh toan Phoi hop voi ke toan fie thanh Phai thanh toan moi khoan | Ne gié cac cho fiat cho. Cac fiieu khoan ve
cac khoan con | toan cho cac nha cung cap trodc fiung han. thanh toan va fat coc
lai cho cac khi het han. theo thoa thuan vadi

nha cung cap
trodc ngay het
han

nha cung cap.

Cap nhat cac
ghi chep

(Nho bodce 3 neu tren).

*Ghi chep cua ban phai luon
fAobc cap nhat.

Neu ban vang mat, fiong
nghiep cua ban phai biet
tinh trang chinh xac.

Nhan cac giay
té td cac nha
cung cap

Yeu cau cac nha cung cap cap
cac tai lieu can thiet va ghi lai
ngay nhan cac tai lieu fio.

Danh muic kiem tra cac tai
lieu nhan Addic va ngay nhan.

Quan ly cong viec mot cach
hieu qua.

Thong bao cho
khach

Thong bao cho khach biet ro
qua trinh thoc hien.

*Khach hang luon Addc cap
nhat thong tin.
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CONG VIEC SO 9:

THIET KE CHOONG TRINH, TiNH GIA, NAT CHO, NIEU PHOI HANH TRINH VA
XO LY TAI LIEU

PHAN VIEC SO 9.6:

1. Cac tai lieu cua
cac nha cung
cap (vi duj, ve
may bay va
phieu thanh
toan)

CACH LAM
Nhan cac tai lieu t6 cac nha
cung cap va ghi lai viec nhan.

Xac nhan cac tai lieu la chinh
xac — x0 ly neu co nham lan.

Bao quan tai lieu mot cach an
toan.

TIEU CHUAN

Tuan theo quy trinh nhan ve
va cac tai lieu khac.

Kiem tra tat ca ve va cac tai
lieu khac.

Bao quan an toan cac tai lieu.

Hieu ro cac tai lieu va giai thich cho khach

Quan ly mot cach hieu qua.
Luon kiem tra vi cac nham
lan co the xay ra.

Ban phai co trach nhiem ve
an toan cua ve may bay, v.v..

KIEN THOC

Quy trinh cua Aai ly 16
hanh.

Kien thdoc ve san
pham va ve may bay.

Quy fnh ve an ninh
cua fai ly 16 hanh cua
ban.

2. Giai thich cac tai
lieu cho khach
hang

Khi fia kiem tra va xac nhan cac
tai lieu, hay lien he vdi khach fie
trao va giai thich ve ve may bay va
cac tai lieu khac cho khach hang.

Ban giao tat ca cac tai lieu cho
khach hang, va gid lai ban sao
cua tding loai.

Khach hang nhan f66c ve
may bay va cac tai lieu, tra 16i
cac cau hoi cua ho, va hieu
tat ca cac chi tiet quan trong.

Lou gid trong ho sd khach
hang ban sao cua ve may bay
va cac tai lieu khac.

Khach hang phai tin t66ng
rang tat ca tai lieu feu
chinh xac.

Kien thdc ve san
pham va ve may bay.

3. Cac tai lieu ve
hoi chieu, tho
thoéc vay te

Khang fiinh rang khach hang co
ho chieu, thi théc va chdng nhan
soc khoe co gia tri.

Khach hang co cac giay to du
lich con gia trd s6 dung.

Tranh s6 voi vang vao phut
cuoi!

4. Cap nhat cac ghi
chep

Cap nhat cac ghi chep, ch: ro
viec khach hang fia nhan cac
giay to.

Ghi ro viec ban thay ho chieu, tho
thdc va chdong nhan y te cua
khach con gia tri s6 dung.

Cac ghi chep luon phai moi
nhat.

Neu ban vang mat, fiong
nghiep cua ban phai biet
chinh xac tinh trang.




THIET KE CHOONG TRINH, TiNH GIA, NAT CHO, NIEU PHOI HANH TRINH VA
XO LY TAI LIEU
Thay fioi chddng trinh va cac chi phi phat sinh

CONG VIEC SO 9:

PHAN VIEC SO 9.7:

Khach thay fioi
ch6ébéng trinh sau
khi fia hoan
thanh viec fat
choi trédc

CACH LAM

Lang nghe nhdng thay foi ve
chédéng trinh ma khach hang
yeu cau .

TIEU CHUAN
Hieu ro nhdng thay foi can
thiet, va tac fiong fien nhdng
dich vu khac trong chddéng trinh.

Ne tinh toan hau qua cua
nhdng thay fioi theo yeu cau.

KIEN THOC

Kien thoc ve san pham.

Cac quy fiinh va fieu
kien ve gia ve may bay.

Anh h6dng fien

Tinh toan cac chi phi kem theo

Xem lai bang tinh gia Aa cung

Ne tinh toan hau qua cua

Cac quy fAinh ve san

bang tinh gia cac thay fioi. cap cho khach. nhodng viec thay foi can thiet. | pham.
ch6ébéng trinh

T6 van cho khach.
Thoa thuan voi Thu xep cac thay foi vbi cac Nhdng thay foi fiddc thoc hien | Cap nhat viec fAat cho theo | Cach tinh gia.

khach fie thoc
hien cac thay fioi
vOi moc gia fieu
chznh

dich vu fat cho (s6 dung he
thong CRS, internet hoac goi
filen thoai va/hoac go6i thoé fien
té fien cac nha cung cap — khi
can thiet).

theo choébng trinh Aieu ch:nh
fia A6dc khach hang fiong y.

chdbng trinh mai.

Nhdng khoan
thanh toan bo
sung

Thu cac khoan tien bo sung va
thanh toan cho cac nha cung
cap fie nhan Adéc cac tai lieu Aa
sOa foi.

Thu va tra cac khoan thanh
toan bo sung.

Ne bao fiam cac fiat cho
tréoc.

Chodng trinh sda
foi “cuoi cung”

Soan thao chddng trinh mdi
“cuoi cung” va goi cho khach.

Chobng trinh madi “cuoi cung”
fiodc soan thao va fda cho
khach.

Cac giay to/ du
lich

Nhan va giai thich/trao cac giay
té méi cho khach.

Khach hang nhan fiay fiu ve
may bay va cac giay t6.
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CONG VIEC SO 9:

PHAN VIEC SO 9.8:

Khach huy bo
chuyen ii

CACH LAM

Lang nghe nguyen nhan huy bo
chuyen fii cua khach hang.

TIEU CHUAN

Chap nhan viec huy bo voOi
thai fiol Aiung moic.

Khach hang thédng tr6 lai
trong cac chuyen fii sau nay.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 122

THIET KE CHOONG TRINH, TiNH GIA, NAT CHO, NIEU PHOI HANH TRINH VA
XO LY TAI LIEU
X0 ly viec huy bo va hoan tien

KIEN THOC

2. Neu choa Aat
choi trééc va
choda xuat cac
giay to tai lieu
du lich

LOu cac chi tiet ve khach hang
va hanh trinh cua ho fie tham
khao sau nay.

Ne nghi phédng an lap chééng
trinh lai vao ngay phu hép.

Ne nghi khach goi cho ban fie ho
tré6 cho chuyen fii sau.

Gi6 khach fAe co cac yeu cau
du lich sau nay cua khach.

Nai ly 16/ hanh cua ban can
co mot so l66ng 16n cac
khach hang trung thanh.

3. Neu na nat chol

trooc

Huy viec fiat cho qua he thong
CRS, internet, fien thoai hoac
tho Aien to.

Nam bao rang khach hang biet
ro ve cac khoan phat huy bo, va
tong chi phi ve cac khoan phat
nay trodc khi huy bo.

Tro cac khoan phi huy bo td tien
fiat coc cua khach hang va tra cho
cac nha cung cap co lien quan.

Tat ca cac cho fat trodc feu
b huy! bo.

Tat ca cac khoan phi huy chol
fieu A6OCc thu va tra cho nha
cung cap.

Giam thieu chi phi cho
khach hang.

Nam bao duy tri fidéc moi
quan he kinh doanh tot
gida Aai ly 16 hanh cua ban
vOi cac nha cung cap.

Cach s6 dung he
thong CRS va internet.

Hieu biet quy filnh huy
cua cac nha cung cap.




Neu fia thanh
toan va fia cap
cac tai lieu -
théc hien viec
hoan tien

CACH LAM

Nhan lai t6 khach hang ve
may bay va cac tai lieu khac
fia AB6ic cap.

G0i cac tai lieu nay fien cac nha
cung cap lien quan fie xin hoan
tien.

Thong bao cho khach hang biet
ve qua trinh hoan tien.

Chuyen lai so tien A66c hoan
cho khach hang ngay khi nhan
Adodc td nha cung cap.

TIEU CHUAN

*Tra lai tat ca ve va cac tai lieu
khac cho cac nha cung cap.

*Nhan cac khoan hoan tien to
nha cung cap va tra lai cho
khach hang.

S6 trd giup hoan tien co
hieu qua la mot dich vu
quan trong foi voi khach
hang cua ban fie iam bao
rang ho se trd lai voi ban
trong lan du lich tiep theo.

KIEN THOC

Cac quy trinh hoan
tien cua cac nha cung
cap.
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CONG VIEC SO

PHAN VIEC SO

1. Hoi s6 khach
hang

9:
XO LY TAI LIEU
9.9:

CACH LAM

Tao ho sb voi cac thong tin chinh
xac ve khach hang:

o Holva ten.

o Chdc danh.

o Tuoi/ngay sinh.

o Nba cha.

o So fiien thoali.

o Nia chz thé fien to.

o S6 thich.

o Quoc tich.

o So ho chieu va ngay het

han.

chd cai trong hoi s6 van phong.

Lou gidl cac ho sb

TIEU CHUAN
Cac thong tin ve khach phai
fidéc cap nhat, de hieu va
chinh xac.

Ban phai gi6 lien lac voi
khach hang (nh6 goi thiep
chuc mong sinh nhat ho).
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KIEN THOC

2. Lien he (goi fien
thoai, gap go va
cac hinh thdoc
lien he khac)

Lou gio tat ca ghi chep ve cac
lan lien he, t6 cuoc goi hoac gap
mat fiau tien cho fien khi khach
hang hoan thanh chuyen fii.

Ho s6 khach hang col ghi chep
fay Aiu ve cac lan lien he.

Ne ban hoac fiong nghiep
de dang tham khao.

3. Cac hanh trinh

Lou lai ban sao cua hanh trinh
f6oc tinh gia lan cuoi cung trong
ho sé.

Lou ban sao ch6éng trinh lan
cuoi cung trong ho sé.

Ne ban hoac fiong nghiep
de dang tham khao.




4, Loich so fat
chol

CACH LAM

Ghi lai tong viec Aat cho, thay
floi, huy bo, xac nhan Aat cho,
va ngay thdc hien, 16u lai trong
ho so.

TIEU CHUAN

sL6u gid ho sb Aat cho fiay fiu.

Ne ban hoac fiong nghiep
de dang tham khao.

KIEN THOC

5. Lich sd thanh
toan

Ghi lai nhdng lan nhan tien to
khach hang, ngay nhan, va
ban sao phieu thu.

Ghi lai nhdéng lan thanh toan cho
cac nha cung cap, ngay thanh
toan va ban sao cac hoa fion.

*L6u gi6 ho sé thanh toan Aay
fiu.

Ne ban hoac fiong nghiep
de dang tham khao.

6. Doanh thu cua
fai ly 16 hanh

Ghi lai cac khoan tien hoa
hong co Addc hoac gid lai
fiddc cho fai ly 16 hanh;
chuyen ban sao cho ke toan
fiel fiam bao khoép vbi cac
chong to ghi chep.

sL6u gid ho s6 hoan ch:nh ve
thu nhap cua Aai ly.

Ne ban hoac fiong nghiep
de dang tham khao.

7. Cac tai lieu

Lou ho s6 ban sao cac tai lieu
fia cap cho khach.

*L6u ho sb6 ban sao cac tai
lieu Aa cap.

Ne ban hoac fiong nghiep
de dang tham khao.

8. Hoisb cuoi
cung cua
khach

Xem lai ho sé cuoi cung cua
khach va hoan thanh danh
muc kiem tra fie fiam bao rang
tat ca cac ghi chep can thiet fal
ABocC 16u gio.

Loéu ho s6 danh muc kiem
tra hoan chinh moi ghi chep
can thiet.

Danh muc kiem tra se giup
ban fiam bao rang khong co
tho gi bl bo quen.
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CONG VIEC 10. THOC HIEN CAC GIAO DICH TAI CHINH

Gidi thieu:

Cac fai ly 16 hanh col thel co cac quy trinh thdic hiein cac giao dich tai chinh khac nhau.

O mot so fai ly, cac giao dich co the fi6dic théc hien bdi ngédi quan ly hoac nhan vien ke toan.

Cac Nai ly khac lai quy filnh cu the rang nhan vien fiai ly 16 hanh co trach nhiem ve moi lien lac vdi khach hang bao gom ca viec cap hoa fién
va phieu thu vel cac khoan thanh toan.

Nhan vien fiai ly 16 hanh trinh fio c6 ban se khong fAd60c giai quyet cac cong viec lien quan fien tien, phieu thu hoac xuat hoa fién, cho fien khi
fi6dc mot nhan vien co kinh nghiem fiao tao thanh thao cong viec.

PHAN VIEC SO 10.1: Quy trinh thdic hiein cac giao dich tai chinh trong fiai ly 16/ hanh cua ban (Kien théc)
PHAN VIEC SO 10.2: Chuan bi hoa fién th6dng va hoa fidén thue khi thich hép va can thiet

PHAN VIEC SO 10.3: Cac phodng théc thanh toan (Kien thdc)

PHAN VIEC SO 10.4: Nhan thanh toan cua khach hang va cap hoa fAdn

PHAN VIEC SO 10.5: Noi chieu nhat ky ban hang vao cuoi ngay

PHAN VIEC SO 10.6: Lou gidl bao cao vel cac giao dich tai chinh fia théc hien
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CONG VIEC 10. THOC HIEN CAC GIAO DICH TAI CHINH

X0 LY CAC GIAO DICH TAI CHINH CUA @ NHAN THANH TOAN CUA KHACH HANG @
CONG TY VA CAP HOA NON

NOI CHIEU NHAT KY BAN HANG VAO e LOU GIO BAO CAO VE CAC GIAO DICH o
CUOI NGAY TAI CHINH NA THOC HIEN
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CONG VIEC SO 10:

NOI DUNG

1. Quy trinh tai
chinh cua fai
ly 16 hanh va
vielc phan cong
cong viec lien
quan fien tai
chinh / ke toan
trong Aai ly 16
hanh cua ban

Moi Aai ly 16l hanh Aeu co cac
quy trinh cu the ve! giai quyet
cac giao dich tai chinh va se
giao cho nhéng nhan vien cu
the giai quyet cac cong viec
co lien quan fien ke toan.

Cac quy trinh nay phu hép va
tuan thu cac quy fitnh phap ly
cua Viet Nam.

TIEU CHUAN

Luon luon tuan theo cac quy
trinh cu the ve cac giao dich
tai chinh trong fiai ly 16 hanh
cua ban.

Thdc hien mot cach co trach
nhiem cac cong viec lien
quan fien tai chinh ma ban
fAddc phan cong.

THOC HIEN CAC GIAO DICH TAI CHINH
PHAN VIEC SO 10.1: Quy trinh thdic hien cac giao dich tai chinh trong Aai ly 16 hanh cua ban (Kien thoc)

Moi thanh vien trong Nai ly
|6 hanh phai tuan theo cac
thu tuc ve tai chinh ma fiai
ly 16 hanh Aa xay déng va
phai chiu trach nhiem ve
cac cong viec tai chinh
fAobc phan cong.

KIEN THOC

Cac quy trinh tai chinh
cua fai ly 16/ hanh.

Trong fai ly 16 hanh
“Ai lam viec gi” lien
quan fen cac quy
trinh ve tai chinh.

2. Hoa non GTGT
(VAT)

Cho6ng trinh du lich nhain khach
(Inbound Tour) - van chuyen
fidong thuy va Addng bo 5%;
cac dich vu khac 10%.

Quoc te 0%.

Ap dung fiung mdc thue
GTGT cho moi loai dich vul.

Ban phai tuan thu luat
phap Viet Nam.

Luat thuel GTGT cua
Viet Nam ap dung cho
cac dich vui du lich.

3. Cac phdbdng
thoc thanh toan

Cac fAai ly 16 hanh co the! co
cac chinh sach khac nhau ve
viec chap nhan thanh toan bang
the tin dung, sec ca nhan va
han mdc nd cua khach.

Hieu ro cac quy filnh vel cac
phééng thoéc thanh toan
fAo6c fai ly 160 hanh cua ban
chap nhan.

Ban phai ap dung cac
chinh sach cua fiai ly 16
hanh mot cach nhat quan.

Cac chinh sach cua
fiai ly 16 hanh ve cac
phdédng thoc thanh
toan.

Kien thoc c6 ban ve
fiieu kien thanh toan.
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CONG VIEC SO 10:

THOC HIEN CAC GIAO DICH TAI CHINH
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PHAN VIEC SO 10.2: Chuan bi hoa fién th6dng va hoa fién thue khi thich hép va can thiet

1. Viet hoa idn
cho khach

CACH LAM

Ap dung cac thu tuc ve tai
chinh cua fai ly 16 hanh cua
ban va viet hoa fidn vao mau
co san hoac theo filnh dang
val ghi rol cac chi tiet.

Ghi rol va rieing biet téng san
pham khi co nhieu hén mot
san pham tren hoa Adén.

Hoa fibn phai neu ro! cac fiieu
khoan thanh toan.

Hoa fidn cung phai chz ro hinh
thoc thanh toan fA6dc chap
nhan.

TIEU CHUAN

e Tuan theo cac quy trinh cua

fai ly 160 hanh ve viec xuat
hoa fdn cho khach hang.

Khach hang can co mot
hoa fién ro rang va neu cu
the nhong khoan ho phai
tra tien.

KIEN THOC
Cac quy trinh tai chinh
cua fiai ly 16 hanh cua
ban.

2. Viet hoa ndn
co thue

Hoa fién nay co the la tom tat,
nhoéng phai Addic viet tren
mau chinh théc.

e Tuan theo cac quy fiinh cua

Viet Nam ve xuat “Hoa fibn
thue chinh thoc”.

Nhieu khach can co hoa
fidn thue chinh théc e lam
chdng t6 tai chinh theo cac
quy finh phap ly cua Viet
Nam, (vi du cac cong ty va
cac do an ho tr6 phat trien).

Cac quy fiinh cua Viet
Nam vei xuat “Hoa fidn
thue chinh thoc”.



CONG VIEC SO 10:

NOI DUNG

1. Tien mat

Mot so khach hang co the
thanh toan bang tien mat
khac ngoai tien USD hay tien
Viet Nam.

Biet ro quy finh trong fai ly
cua ban ve chap nhan cac
loai tien mat.

TIEU CHUAN

Cht chap nhan tien thanh toan
theo quy fAinh cua fai ly.

Ap dung quy trinh chuyen fioi
t2 gia ngoai tel trédc khi chap
nhan thanh toan.

THOC HIEN CAC GIAO DICH TAI CHINH
PHAN VIEC SO 10.3: Cac ph66ng thdc thanh toan (Kien thdc)

Cho khach hang cé hoi
thanh toan bang tien mat
theo y ho.

KIEN THOC

Biet loai tien Aai ly 16
hanh cua ban chap
nhan.

Biet quy trinh chuyen
fioi t gia.

2. Sec du lich
(TC’s)

Sec du lich la hinh thdéc pho
bien, khach s6 duing khi mang
tien mat fi du lich n6dc ngoai.
Viec thanh toan fAd6c Aam
bao bdi ngan hang phat hanh
sec neu thdc hien Aung quy
trinh. Sec A6b6c phat hanh
d66i menh gia cua ngoai te
pho bien nhé US$, Euro, £,
Yen v.v..

Biet fai ly cua ban chap nhan
loai sec du lich nao.

Biet chinh sach cua fiai ly ve

t2 le. hoa hong phai tra ngan
hang va t6 van khach hang.

Khach hang phai ky sec
thanh toan vdi s6 chdng kien

cua nhan vien fai ly.

Chd ky phai giong ché ky tren
sec.

Can kiem tra so ho chieu.

Dich vu khach hang.

Biet quy fiinh cua Aali
ly ban ve viec chap
nhan sec du lich.
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NOI DUNG
3. The'tin dung

Cac loai the A6dc chap nhan
pho bien nhat tren toan cau la:

o American Express - So the
bat Aau bang so 34 hoac
37, Aay fiu gom 15 chd sol

o Visa — Card - So the bat
flau bang so 4, Aay fiu gom
16 cho so.

o Master Card - So the bat
fiau bang 51 hoac 55, Aay
fiu gom 16 chd' so.

o Diners Club - So the bat
flau bang 36, flay fiu gom
15 cho so.

o JCB - So the bat fiau bang
5, fiay fiu gom 16 chdl so.

TIEU CHUAN

Biet loai the tin fAung fai ly
chap nhan.

To lam quen dan voéi hinh
thoc cac loai the fo6bdc soO
duing pho bien.

Ne biet ban co the chap
nhan the fio hay khong.
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KIEN THOC

Cac loai the tin dung

4. Phieu thanh
toan
(Vi dui mot
MCO hang
khong)

Phieu mua hang (Voucher) la
phieu thu ma mot ben thd ba
(mot hang 16 hanh hoac hang
khong) xac nhan rang khach
hang fia thanh toan. Voi viec
chap nhan voucher, Nai ly cua
ban fiong y sel g6i hoa fén cho
ben tho ba.

Biet loai phieu thanh toan fiai
ly ban chap nhan.

Phieu thanh toan co gia tr
nho tien mat, do fio can x6 ly
can than.

Ne biet ban co the chap
nhan phieu thanh toan fio
hay khong.

Cac loai phieu thanh
toan.



CONG VIEC SO 10:

THOC HIEN CAC GIAO DICH TAI CHINH

PHAN VIEC SO 10.4: Nhan thanh toan cua khach hang va cap hoa ién

1. Cac iieu khoan
thanh toan

CACH LAM

Ap dung cac quy trinh tai
chinh Aai ly 16/ hanh cua ban.

Noi véi khach hang khong
fiddic nd (khach hang la) phai
yeu cau thanh toan trééc khi
xuat ve va nhan cac chdng to.

TIEU CHUAN
Phai tuan theo cac quy trinh
cua fai ly 16. hanh mot cach
nhat quan, khong co ngoai le.

Moi yeu cau khac phai nédc
sO flong y cua ngddi quan ly.

Dong tien mat cua Aai ly 16
hanh la mot van fie quan
trong vi co nhieu nha cung
cap yeu cau thanh toan
ngay hoac thanh toan tré6c

khi xac nhan viec fat chol

hoac xuat cac chdng to.

KIEN THOC
Cac thul tuc cua fai ly
|6 hanh ve cac fieu
khoan thanh toan.

2. Nhan thanh
toan tien mat

Luon phai fiem va kiem tra
rieng tong té fie fiam bao
nhan Au so tien.

Moi khoan tien mat thu vao
fieu chinh xac.

Ban phai chiu trach nhiem
ve cac khoan thanh toan
thieu.

3. Nhan thanh
toan thel tin
dung

Cht chap nhan cac loai the
fiddic Aai ly 160 hanh quy finh
(vi du, mot so cong ty khong
chap nhan thel AMEX vi phi
ngan hang trung gian cao).

Cong them phi thanh toan the
neu ABOC neu trong quy finh
cua Aai ly 16 hanh.

Xac fiinh gia tri cua the va chd
ky cua chu the.

Xac fiinh quyen thanh toan to
cong ty phat hanh the.

Moi viec chap nhan thanh
toan bang the tin dung fieu
chinh xac.

Ban phai chiu trach nhiem
ve cac khoan thanh toan
thieu.

Cac quy fiinh cua Aai
ly 160 hanh ve chap
nhan thanh toan the
tin dung va cac cach
théc s6 dung cua
cong ty phat hanh the
tin dung fo.
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4. Nhan thanh
toan bang
sec ca nhan

CACH LAM

Theo quy filnh chung, cac fiai ly
6 hanh khong chap nhan thanh
toan bang sec ca nhan.

Mot so khach hang co the fAiddic
chap nhan thanh toan bang sec
ca nhan.

Thong bao cac tr6dng hdp ngoaii
le cho ng6di quan ly hoac ke
toan.

TIEU CHUAN

Phai tuan thu cac quy trinh
cua fai ly 16/ hanh cua ban.

Ban co the phai chiu trach
nhiem ve cac khoan thanh
toan thieu.
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KIEN THOC

Cac quy fiinh ve chap
nhan thanh toan bang
sec ca nhan cua Aali ly,
16 hanh.

5. Gia han nd
foi voi cac
khach hang
Aodic cho ndi

Mot so khach hang fi6dic fiong vy
cho né.

Ng66i quan ly hoac ke toan phai
gio danh sach nhéng ngoddi no.

Thong bao cac yeu cau né cho
ngodi quan ly hoac ke toan.

Phai tuan thu cac quy fiinh
cua fai ly 16/ hanh cua ban.

Ban co the phai chiu trach
nhiem ve cac khoan thanh
toan thieu.

6. Chap nhan
chuyen khoan

Cung cap hoa fién va chdng to
cho khach hang fie khach hang
lam thu tuc chuyen khoan tai
ngan hang.

Kiem tra khoan thanh toan fia ve
fien tai khoan cua fiai ly L6 hanh.

Phai tuan thu cac quy fiinh
cua fai ly 16/ hanh cua ban.




7. Thanh toan
va phieu thu

CACH LAM

Nhan thanh toan td khach hang
va cap phieu thu td cuon phieu
thu cua van phong.

Chuyen tat ca cac khoan thanh
toan va ban sao cac phieu thu
fia cap cho khach fien nhan vien
ke toan cung vbi nhat ky ban
hang, nhd fa neu ro trong cac
quy trinh ve tai chinh cua fAai ly
16/ hanh.

Xuat phieu thu cho khoan thanh
toan fia chuyen khi nhan fA6oc
tien.

TIEU CHUAN

Phai tuan thu cac quy fiinh
fai ly 16 hanh cua ban.

Tinh hieu qua trong coing
tac ke toan.

KIEN THOC

Cac quy trinh tai chinh
cua fAai ly 16 hanh.
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CONG VIEC SO 10: THOC HIEN CAC GIAO DICH TAI CHINH
PHAN VIEC SO 10.5: Noi chieu nhat ky ban hang vao cuoi ngay

1. Nhat ky ban

hang la tai lieu
ghi chep fRay
fiu ve cac giao
dich tai chinh
trong mot
khoang thoi
gian (khoang
thdi gian thong

CACH LAM

Tuan theo cac quy trinh cua
Nai ly 16/ hanh ve hoan thanh
nhat ky ban hang cua nhan
vien fai ly 16/ hanh.

Can fioi cac giao dich trong
ngay cua ban.

TIEU CHUAN
Cac thanh toan co hoa fién fa
nhan va phieu thu fia xuat
phai can fioi vi nhau.

Choéc nang chu yeu cua
ban la cung cap dich vu
cho khach hang va thay
mat cac nha cung cap ban
cac san pham cua ho.

Trong fAai ly 16 hanh, cac
giao dich tai chinh do ngdoi
quan ly/ chu cong ty hoac

KIEN THOC

Cac quy trinh tai chinh
cua fai ly 16/ hanh.

thédng la ke toan fiam ABONg.
hang ngay”)
Nhan vien Cac nhat ky ban hang thédong | ¢ Nhat ky ban hang cua ban | Nai ly 16/ hanh cua ban ch: | Cac quy trinh ve tai

fiddc che fonh
nhan nhat ky.
ban hang cua
ban va ban
phai hoan
thanh nhat ky
ban hang vao
thdi gian nhat
fionh

phai hoan thanh hang ngay,
vao théi Aiem nhan vien ke
toan col the kiem tra va thong
nhat cac khoan tien mat do
cac nhan vien Aai ly 16/ hanh
nop fie nop ra ngan hang.

fiddc nop cung vbi cac chéng
td khac cho ngodi Addc ch
filnh nhan vao théi gian cu the
trong ngay.

can gi6 lai so tien mat toi
thieu can thiet tai van
phong sang ngay hom sau,
hoac khi van phong fiong
coa.

chinh cua dai ly 16
hanh.




CONG VIEC SO 10:

THOC HIEN CAC GIAO DICH TAI CHINH

PHAN VIEC SO 10.6: LO6u git bao cao ve cac giao dich tai chinh fia théc hien

1. Cac bao bao ve
cac giao dich
tai chinh

CACH LAM

Tuan thu cac quy trinh cua fai
ly 16 hanh xem co phu hdp voi
cac quy filnh phap ly cua Viet
Nam khong, cac loai giay to
can l6u gid va thdi gian phali
[6u gio.

Khi chda ro rang thi fie nghi
ngodi quan ly/ chu cong ty hoac
ke toan hédng dan cu the.

TIEU CHUAN
e Nap 6ng cac tieu chuan cua
Nai ly 16' hanh va cac quy fiinh
phap ly cua Viet Nam.

Ban can tuan thu cac quy
trinh phap ly trong viec I6u
gid' cac ghi chep tai chinh
fie Aai ly cua ban khong vi
pham phap luat.

KIEN THOC

Cac quy trinh tai chinh
cua fai ly 16 hanh phu
hép vbi cac quy finh
phap ly cua Viet Nam.
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CONG VIEC 11. CHAM SOC KHACH HANG
Giobi thieu:

Co rat nhieu td fie. mol ta khach hang. Noi vdi khach san, khach hang la “khach tro”, tren may bay hoac tau bien thi khach hang la “hanh khach”.
Cac fiai ly 16/ hanh thi goi chung mot thuat ngdi la “khach”.

Tieu chuan ky nang nghe nay fia s6 dung thuat ng¢ “khach hang” fiel moi ta bat ky: ngédi nao goi fiien thoai fien, gdi thé Aien td hoac fien gap
troc tiep, Ada ra cac yeu cau cul the va/hoac fat chol va mua cac san pham thong qua cong ty |6 hanh cua ban.

Mot nhan vien Nai ly 16 hanh gioi se co nhieu khach hang th66ng xuyen, loai khach hang nay se tiep tuc lam viec vdi nhan vien fio chdéng nao
ho' con thay hai long véi cac dich vu va gia tri cua thoing tin t6 van ho nhan fAd66c (khach hang quay lai). Chinh khach hang nay sel gidi thieu nhan
vien fio cho ban be cua minh. Cac khach hang quay lai va fi6dc gidi thieu thédng la nguon khach chu yeu mot Nai ly L& hanh.

Bain can fioi x6 vdi cac khach hang th6éng xuyen tot nhé voi ng6édi than cua ban. Nhé goi thiep hoac vai bong hoa chuc méng nhan dip sinh nhat
va ca dip Tet. Ban can fida hol vao danh muic goi thé vao cac dip co khuyen mai fiac biet hoac khuyen mai vdi so 166ing co han.

Nhan vien fai ly 16/ hanh phai chiem fi6dic niem tin cua khach hang thong qua viec tra 16i cac cau hoi, fiat cho!l va thu xep dich vu va quan tam
fien sé thich cua khach hang. Vao bat c6 luc nao trong chuyen fi, khach hang fieu co the! lien he vai ban fiel Aieiu chinh chédng trinh. Coing viec
cua ban la nhiet tinh giup fd ho..
Sau chuyen fii, ban nen chu fiong goii Aiien fie hoi ho! vel cac trai nghiem trong chuyen Ai va ida nhdng nhan xet cua ho vao hoi so.
Neu hol co phan nan ve! dich vu hoac fiiem fien cul the nao fio, ban phai ho! tré giai quyet thoa fiang.
Nieu nay co thel bao gom ca viec giai quyet fie hoan tien fioi voi cac dich vu ma ho fia tra tien nhéng chéa fi6dic cung cap.

PHAN VIEC SO 11.1: Cac yeu cau cua khach hang

PHAN VIEC SO 11.2: Theo doi khach hang

PHAN VIEC SO 11.3: Hol tré khach hang giai quyet khieu nai
PHAN VIEC SO 11.4: Giai quyet vieic hoan tien
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CONG VIEC 11. CHAM SOC KHACH HANG

CAC YEU CAU CUA KHACH HANG ° THEO DOI KHACH HANG e

/ /

HO TRO KHACH HANG GIAI QUYET o GIAI QUYET VIEC HOAN TIEN e
KHIEU NAI

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH



CONG VIEC SO 11:

Cac yeu cau
cua khach
hang qua Aien
thoai

CACH LAM

Chao hoi ngodi goi fien va ghi lai
tein va fila cht lien he cua ho.

Lang nghe va ghi lai noi dung.
Tra 16i ngay neu co the hoac thu
xep Ae goi lai cho ho neu ban can

phai nghien céu trédc khi tra 16i.

Thong bao cho ngddi goi biet
ten ban.

CHAM SOC KHACH HANG
PHAN VIEC SO 11.1: Cac yeu cau cua khach hang

TIEU CHUAN

Tat ca cac yeu cau phai
fA6éic giai quyet kip thdi va
chinh xac.

Nhéng ngodi goi fien yeu
cau dich vul fieu co the troi
thanh “khach mua” sau
nay.

KIEN THOC

Quy trinh cua fai ly ve
tra 16i fien thoali.

Cac yeu cau
cua khach
hang qua tho
fien to

Tra 16i Aay fiu ngay neu co the.

Neu can co thdi gian nghien cou
tra 16i thi phai xac nhan véi
khach la Aia nhan fA6bc thd yeu
cau cua khach.

Luon quan tam fien yeu cau cua
khach cho fien khi cac yeu cau
fobc giai quyet.

Tat ca cac yeu cau phai
fA6éic giai quyet kip thdi va
chinh xac.

Nhéng ng6di goi thd fen
yeu cau dich vu fieu co
the tré thanh “khach mua”
sau nay.

Cac yeu cau
cua khach
hang Aen tréc
tiep van
phong

Chao khach ghi ten va fla chs
lien he cua ho.

Lang nghe va ghi lai noi dung.
Tra 16i ngay neu co the hoac thu
xep fie goi lai hoac goi tho fien to
cho ho neu ban can phai nghien
cou trodc khi tral 16i.

Néa danh thiep cua ban cho ho.

Tat ca cac yeu cau phai
fA6éic giai quyet kip thdi va
chinh xac.

Nhéng ngodi tréc tiep fien
yeu cau dich vu fieu co
the tré thanh “khach mua”
sau nay.
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CONG VIEC SO 11:

CHAM SOC KHACH HANG

PHAN VIEC SO 11.2: Theo doi khach hang

1. Cac ghichep
ve khach hang

CACH LAM

Lou gid hay fAu cac chi tiet ve
khach hang trong kho dd& lieu
may tinh tai van phong.

Sao lai noi dung va l6u tro trong
ho so.

Cap nhat cac thong tin ghi chep
sau moi chuyen fii.

TIEU CHUAN

e Cac thong tin ve khach hang
phai luon Addc cap nhat.

Nay la dich vu khach hang.
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KIEN THOC

2. Thoic hien viec
cham soc
khach hang
trodc va trong
chuyen fi

Bao fiam rang cac cho fat trééc
fiddc khang fiinh; khach hang co
fiay Au thong tin lien lac chi tiet
cho gia fiinh va cong ty; tat ca
cac giay td6 cho chuyen fi va
phieu thanh toan fAa xuat va
cung cap fay Au.

Kip théi hol trd khach hang ngay
trong chuyen fii neu co yeu cau
phai thay fioi cac dich vu fia thu
xep hoac thu thap cac tai lieu
lien quan fien mat mat hoac tai
nan fie nop cong ty bao hiem.

e Cung cap dich vu cho khach
hang lien tuc, td luc co yeu
cau ban fau cho fien khi hoan
thanh chuyen fi.

¢ Nap 6ng ngay khi khach hang
can ho! tr6 t6 van ve cong ty
bao hiem ma khach co the
fAodc boi thédng theo chinh
sach bao hiem khach du lich
cua cong ty nho tai nan, om
flau, mat tai san.

Trach nhiem cua ban la
lien tuc ho trd khach hang
trong suot chuyen fi cho
fien khi ho tré ve nha.




Cham soc
khach hang
sau chuyen
fii

CACH LAM

Ghi nhan phan hoi cua khach
sau chuyen fi fie cap nhat kien
thdc cua ban vel fiac Aiem, fiiem
manh va filem yeu cua cac fiiem
flen du lich, san pham, va so
thich cua khach hang.

Viet bao cao ve cac phan hoi
nay fie l16u hoisé va chia se cung
vOi cap tren va cac fiong nghiep
(neu ABAC yeu cau).

Néa khach hang vao danh muc
goi tho troc tiep fie thong bao ve
cac chobng trinh khuyen mai fiac
biet va gidi thieu san pham moi.

Nhé ghi lai ngay sinh cua khach
hang fie goi Aien hoac goi thiep
chuc moéng.

TIEU CHUAN

e Cung cap dich vul lien tuc cho
tat ca khach hang.

Khach hang cua ban co
the muon Aat cac chuyen
fii khac trong t66ng lai voi
ban va fai ly cua ban.

Ban co the thu nhan Adbc
kien théc mdi nhat vel
fiem fien du lich va san
pham/ dich vu to trai
nghiem cua khach hang.

Ban co the biet Addic
nhieu hén ve sbé thich cua
khach hang fiel s6 dung
trong t66ng lai khi t6 van
cac chddng trinh du lich
tiep sau.

KIEN THOC
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CONG VIEC SO 11:

CHAM SOC KHACH HANG

PHAN VIEC SO 11.3: Ho trd khach hang giai quyet khieu nai

1. Khieu nai cua
khach hang

CACH LAM

Lang nghe khach phan nan va
ghi lai Aay fiu Ae thay mat khach
hang chuyen téi nha cung cap
dich vu.

Tich coc theo doi viec giai quyet
khieu naii bang I6i hoaic bang van
ban cua khach hang véi nha
cung cap; thong bao cho khach
hang ve nhdng viec fia lam.

Neu khieu nai nham vao ban,
hay bao cao ngay cho ngdodi
quan ly/ chu cong ty cung voi
giai trinh cua ban va nhong tai
lieu co lien quan.

TIEU CHUAN

e Thay mat khach hang fieu tra
mot cach ky 166ng va nhanh
chong cac khieu nai cua ho
ve dich vu kem chat 166ng
cua cac nha cung cap trong
chuyen fii va thong bao cho
khach hang biet nhdng viec
fa lam.

Kiem tra ky 166ng va nhanh
chong giai quyet cac khieu
nai se cung co vong chac
vi tri cua ban la ndi l6a
chon cua khach fie fat cho
cac chuyen fii tiep theo.
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KIEN THOC




CONG VIEC SO 11:

CHAM SOC KHACH HANG

PHAN VIEC SO 11.4: Giai quyet viec hoan tien

1. Giai quyet viec
hoan tien

CACH LAM

Tuan theo cac thu tuc Aai ly 16
hanh trong viec giai quyet cac
yeu cau hoan tien cua khach
hang, ve dich vu khong Ad6c
cung cap hoac khieu nai ve dich
vu kem chat 166ng Aa Aieu tra
nho khach phan nan.

Tuan theo cac fieu khoan fA66c
quy fAiinh trong hép fiong AB6c ky
gida fai ly 16 hanh va nha cung
cap.

TIEU CHUAN

e Thay mat khach hang yeu
cau hoan lai tien

Khach hang cua ban se
biet ban fia lam mai viec co
thel fel lay lai toan boi hoac
mot phan tien hoan tra cua
cac dich vu kem chat 166ng
fia fiddc lam ro.

KIEN THOC
Cac quy trinh hoan
tien cua nha cung cap.

Kien thoc luat du lich
fita phddng va the gidi.
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CONG VIEC 12. XUC TIEN VA BAN CAC NIEM NEN, SAN PHAM VA DICH VU DU L0CH
Giobi thieu:

Mot nhan vien fai ly 16l hanh phai lam fi6dc nhieu hén mot “ngddi tiep nhan yeu cau”. Mot so khach hang gbi y rat cu the ve ndi ho muon fi, ho
muon lam gi fien Ao, khach san ho muon I6u tru, v.v.. Tuy nhien, fia soi khach hang mong muon ban hieu biet nhieu hén ve nhdng chon I6a san co va
lam the nao Ae A66c t6 van nhieu nhat so véi kinh nghiem du lich cua ho. Ho sel tiep nhan fie xuat cua ban. Khach hang quen cua ban se tin t66ng vao
sO to van cua ban.

Nhong khach hang khac nhau se co cac nhu cau, moi quan tam, cac soé thich va cac mong fdi khac nhau; mot so. nhan manh ve sé tien nghi va chat
166ing dich vu, mot so khac lai quan tam ve van fie gia ca va gia tri dich vu. Ban se biet Aiddic quan Aiem cua khach hang bang cach lang nghe va fi6a ra

cac cau hoi mot cach can than.

Bat ky néi nao col the, ban se gan cac s6 thich cua khach hang véi cac san pham va filem fien du lich san co trong pham vi cac chinh sach cua cong
ty ban.

Ban se duy tri cac thong tin hien hanh ve cac 6u fiai fiac biet va sang kien quang ba co han, fie Aiam bao ban co the fida ra thoa thuan tot nhat cho khach
hang cua ban.

Ban se lam viec hodng fien muc tieu “ket thuc fid6c viec chao ban voi khach hang” vi fiay la cach ma ban kiem fioéc hoa hong cho cong ty cua ban.

PHAN VIEC SO 12.1: Hieu ro tinh hap dan cua cac Aiem fen du lich (Kien théc)
PHAN VIEC SO 12.2: Biet 16i ich va Aac trong cua san pham du lich co the lam thoa man khach hang (Kien théc)
PHAN VIEC SO 12.3: Hieu biet chi tiet ve: cac san pham va 6u fai fac biet Ad6ic cong ty ban quang cao (Kien thdc)

PHAN VIEC SO 12.4: Nhu cau, quan tam, sb thich va mong fidi cua khach hang

PHAN VIEC SO 12.5: Gioi thieu cac san pham (theo chinh sach cua cong ty)

PHAN VIEC SO 12.6: Nat fi6dc s6 chap thuan mua san pham du lich va fiat cho cua khach hang
PHAN VIEC SO 12.7: Mot so quy tac vang trong ban hang
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CONG VIEC 12. XUC TIEN VA BAN CAC NIEM NEN, SAN PHAM VA DICH VU DU L(CH

HIEU RO TINH HAP DAN CUA CAC (1) BIET LOI iCH VA NAC TRONG CUA (-]
NIEM NEN DU LICH SAN PHAM DU LICH CO THE LAM
THOA MAN KHACH HANG

HIEU BIET CHI TIET VE CAC SAN PHAM @ NHU CAU, QUAN TAM, SO THICHVA @
VA OU NAI NAC BIET NOOC CONG TY BAN MONG NOI CUA KHACH HANG
QUANG CAO
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CONG VIEC 12. XUC TIEN VA BAN CAC NIEM NEN, SAN PHAM VA DICH VU DU LICH

/ / /

GIOI THIEU CAC SAN PHAM (5 ) NAT NOOC SO CHAP THUAN MUA SAN @ MOT SO QUY TAC VANG TRONG (7]
(THEO CHINH SACH CUA CONG TY) PHAM DU LICH VA NAT CHO CUA BAN HANG
KHACH HANG

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH



CONG VIEC SO 12:
PHAN VIEC SO 12.1:

NOI DUNG

1. Kien thoc ve
sd thu hut cua
cac Aiem fien
du loch & Viet
Nam va tren
toan the gidi

Cac idiem fien du lich cua Viet
Nam.

Cac filem fien du lich quoic te.
Ly do tai sao nhdng nhom
ngddi khac nhau fien tham

tong fiem.

Cac net Aac trong va sd hap
dan cua cac fiiem fien du lich.

TIEU CHUAN

Biet nhdng net fiac tréng cua
cac fiiem fen du lich quan
trong cua Viet Nam va the
gidi, va sol thu hut cua chung
fioi voi khach hang cua ban.

Kien thoc ve cac fAiem fien,
cac net fAac trong va cac
fliem hap dan la mot cong
cu thiet yeu fie ban hang.

XUC TIEN VA BAN CAC NIEM NEN, SAN PHAM VA DICH VU DU LICH
Hieu ro tinh hap dan cua cac Aiem fien du lich (Kien thodc)

KIEN THOC

Nhoéng fAiem thu hut
san co tai moi fAiem
fien du lich.

Net fac trong fiang
quan tam cua tding
filem Aen du lich Aoi
vbi cac nhom du
khach khac nhau.

Dich vu co the cung
cap tai moi filem fien.

Tham  khao
Cong viec 5.

phan

2. Luon cap nhat

Moi fiiem fAen du lich khong
ngoing thay foi cung voi sd
phat trien A66c hoach fAinh fel
thu hut nhieu du khach hén.

Noc cac tap chi va cac bai
viet tren cac bao vei du lich fie
md rong them va cap nhat
kien thoc cua ban.

Tim hieu them t6 khach hang
va filong nghiep.

Luon cap nhat nhdng tinh
hinh phat trien va cac xu
hébéng phat trien mdi nhat
trong du lich, 6 Viet Nam va
tren the! gidi.

Mot ng6di ban hang tot
trong nganh du lich la
ngo6di yeu thich fi du lich,
khao khat hoc hoi tat ca
cac phat trien méi ve du
lich va 16/ hanh.
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CONG VIEC SO 12:
PHAN VIEC SO 12.2:

NOI DUNG

1. Co hieu biet
théc s6 ve cac
net Aac thu cua
tdbng san pham
du loch tai Viet
Nam, trong
vung phu can
va tren the gidi

(Kien thoc)

Tat ca cac san pham (cac
chddng trinh du lich, cac hang
hang khong va cac chuyen
bay, cac khach san, v.v..) va
dich vu ban cho du khach fieu
fodc mo ta trong cac tap gap
hoac cac an pham ban hang
khac.

Noc va hieu cac tap gap hoac
cac an pham ban hang nay.

Lien he nha cung cap hoac hoi
ngodi fiai dien ban hang neu
ban muon biet chi tiet hén hoac
ban khong hieu ro fiieu gi fo.

TIEU CHUAN

e Co kien théc fay Au ve cac
san pham va dich vu col the
lam thoa man khach hang, fie
quang ba cac net fac tréng
flo va fie tra 16i cac cau hoi
cua khach hang.

(vi dul nhd “net Aac trong” cua
mot chodng trinh du lich la ba
ngay 6 Hong Kong, “l&i ich” cho
khach hang la “quy vi co thoi
gian fie tham quan tat ca cac
danh lam thang canh”).

Trodc khi ban co the ban
bat ky san pham nao, ban
phai biet cac net Aac trong
va l6i ich cua moi l6a chon,
do flo ban co the chon ra
flung san pham ma khach
hang Aang tim kiem.
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XUC TIEN VA BAN CAC NIEM NEN, SAN PHAM VA DICH VU DU LICH
Biet 16i ich va flac trong cua san pham du lich co the lam thoa man khach hang

KIEN THOC

Cac fliem fen du lich,
cac net fiac trong va
16i ich (va fang gia
tien) cua tdng san
pham du lich, foi voi
tong loai khach du lich.

2. Luon cap nhat

Cac san pham moéi nhd cac
chuyen bay, cac chééng trinh
du lich, cac khach san, v.v..
luon figdc gidi thieu nham thu
hut them du khach.

Noc cac tap chi va cac bai
viet tren cac bao ve du lich fAel
moé rong va cap nhat kien
théc cua ban.

Tim hieu them t& khach
hang va fiong nghiep.

e Luon cap nhat thong tin ve
nhéng san pham moi nhat
cho khach du lich, 6 Viet Nam
va tren the gioi.

Mot ng6bi ban san pham
du lich tot la ngddi yeu
thich du lich, khao khat hoc
hoi tat ca cac phat trien
mai ve du lich va 16 hanh.

Tham khao Cong viec 6.



CONG VIEC SO 12:
PHAN VIEC SO 12.3:

NOI DUNG

1. Cac san pham
va cac “6u nali
fac biet” A6dc

cong ty ban

khuyen mai
fionh ky:

(Kien thoc)

Cac nha cung cap se cung cap
cac chddng trinh khuyen khich
cho cac fAai ly 160 hanh fe
quang ba cac san pham cua
ho trong cac khoang thdi gian
cul the trong nam (vi du gioi
thieu san pham madi; cac mua
vang khach).

Vi du ve cac san pham nay
gom cac chodng trinh du lich
tron goi, cac moc gia fac biet
tai khach san, cac chuyen bay
fien cac Aiem du lich mai, v.v...

TIEU CHUAN

Biet tat ca cac 6u fai fac biet
cong ty ban hien cung cap.

(vi du, mot net fac trong las mdic
gia bao gom van chuyen san
bay, khach san, an sang va mot
chuyen tham quan thanh pho
va gia re hdn moéc gia binh
thodng. LOi ich cua san pham
nay la khach hang co the
thodng théc mot chddng trinh
tron goi ma khong phai lo lang
vel viec tang gia).

Ne ban cac san pham nay
cho khach hang.

XUC TIEN VA BAN CAC NIEM NEN, SAN PHAM VA DICH VU DU LICH
Hieu biet chi tiet ve cac san pham va 6u fiai fiac biet fiodc cong ty ban quang cao

KIEN THOC

Cac san pham co gia
“Ou fai Aac biet” ABOC
cong ty cua ban fida
ra ban theo fiinh ky.

2. Quang cao va
trong bay

Cac ch6éng trinh khuyen khich
cua cac nha cung cap co the
fodc quang cao loai phai tra
tien hoac A6dic tréi cap tren cac
phodng tien truyen thong fila
ph6éng, tren ti vi hoac Aai phat
thanh, gdi thod tréc tiep fien
khach hang thddng xuyen
hoac cac o kinh tréng bay tren
fioéng pho chinh.

Biet ro cac chddng trinh quang
cao cua cong ty ban va chuan
bl fie tra 16i cac cau hoi cua
khach hang tiem nang.

Ne ban cac san pham nay
cho khach hang.

Cac choédbng trinh
gquang cao va cac o
kinh tréng bay hien co
cua cong ty.
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CONG VIEC SO 12:

PHAN VIEC SO 12.4: Nhu cau, quan tam, sd thich va mong idi cua khach hang

CACH LAM

Nghe la mot ky nang quan trong
cua nhan vien fAai ly 16 hanh.

Ghi lai nhdéng fieu ban nghe
fnooc.

Khong ngat 16i — ghi lai cac cau
hoi ma ban muon neu ra fie lam
ro cac fiem choa hieu, nhéng
phai Adi Aen khi khach hang noi
xong mai hoi.

TIEU CHUAN

e Co ky nang khi nghe khach
hang noi.

e Gid¢ lai cac thong tin fAa ghi
chep mo ta nhéng yeu cau cu
the cua khach.

Ban thééng xuyen gid Addic
khach hang khi lam nhd
vay.
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KIEN THOC
Cac ky nang nghe.

2. Hieu

Noéa ra cac cau hoi phu hdp fie
lam ro nhu cau cua khach hang
V.V..

Khong nen co gibi thieu cac san
pham hoac cac fiiem fien mot khi
ban chda hieu ro nhu cau cua
khach mot cach fay Au.

e Bang cach lang nghe va fiéa
cau ra hoi fie hieu chinh xac
cac yeu cau cua khach hang.

Nay la mot bédc can thiet
trédc khi ban bat fau soan
thao chdbng trinh hoac
théic hien viec Aat cho
trédc cho khach.

Kinh nghiem.




3. Nhu cau

CACH LAM

Khach hang se co cac nhu cau
khac nhau, co the phu thuoc vao:
o Tuoi va soc khoe.
o Tan tat.
o An kieng.
o Go6oing fdén/hoi.

Kham pha cac nhu cau nay
bang cac cau hoi.

Ghi lai cac cau tra l6i.

TIEU CHUAN

Hieu rol cac nhu cau cu the
cua khach hang va ket hop
chat che nhdéng yeu cau nay
vOi nhéng cau phan cua
chuyen du lich cua ho.

Thoa man nhu cau cua
khach hang.

KIEN THOC

Cac san pham du lich

4. Moi quan tam

Khach hang co sé thich khac
nhau can thoa mahn tai filem fien
du lich:

o Mua sam.

o Lich so6.

o Cac phong tranh.

o Bien va béi bien.

o Tham quan.

o Moi trébing.

o Van hoa fita ph66éng.

Kham pha cac fiieu nay bang
cac cau hoi mé (khong phai cac

cau hoi filong).

Ghi lai cac cau tra 16i.

Hieu rol nhdng moi quan tam
cu the cua khach hang va l6u
y Aien cac Aiem nay khi Aida ra
[6i giGi thieu ve! filem fien du
lich, cac san pham va dich vu.

Thoa man nhu cau cua
khach hang.

Cac fiiem fAen du lich
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5. S6 thich

CACH LAM

Khach hang se co cac s6 thich| e
khac nhau: (vi du):

o Cho ngoi gan cba so hoac
sat loi fAi tren cac chuyen
bay dai.

o Tang trong khach san cao
tang.

Tim hieu nhéng fileu nay bang
cac cau hoi mé.

Ghi lai cac cau tra 16i.

TIEU CHUAN
Hieu ro cac s6 thich cu the cua
khach hang va fida vao trong
chdéng trinh du lich cua ho.

Thoa man nhu cau cua
khach hang.
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KIEN THOC

Cac san pham du lich.

6. SO mong Adi

Khach hang se co nhéng mong | e
fdi khac nhau té trai nghiem du
lich cua ho.

Kham pha nhéng fieu nay, Aac
biet lar khi co sd khac nhau gida
mong Adi va thoc tien.

Gidi thieu cac sach hdédng dan
du lich, cac bai viet tren cac bao
va tap chi gan fay hoac cac
nguon tai lieu khac.

Hieu ro nhéng mong fdi cua
khach hang va cho hol tham
khao cac nguon chuyen mon
neu ban cam thay rang kinh
nghiem thdic te cua ho co the
co khac biet.

Tranh gay that voing.




CONG VIEC SO 12:

TO van cho
khach hang
cac loa chon
san pham va
fiem fien Aap
6ng nhu cau
cua ho v.v..

CACH LAM

Lda chon filem fien va san pham
dich vu du lich phu hép voi s
thich cua khach hang.

TIEU CHUAN

Nap 6ng nhu cau cua khach
hang.

Muc Aich Aau tien cua ban
la lam “khach hang hai
long”.

XUC TIEN VA BAN CAC NIEM NEN, SAN PHAM VA DICH VU DU LICH
PHAN VIEC SO 12.5: Gidi thieu cac san pham (theo chinh sach cua cong ty)

KIEN THOC
Kien théc ve san
pham va dich vui tai
fiiem fAen du lich.

Xuc tien quang
ba cac san
pham va dich
vu the manh
Cua cong ty
ban

Cong ty cua ban co the thu Addc
tien hoa hong fa thoa thuan véi
cac nha cung cap (hang khong,
cong ty fileu hanh tour, khach
san, v.v..).

Ng6bi quan ly cua ban se yeu
cau ban fay manh ban cac san
pham nay khi co the ban.

Xuc tien ban cac san pham the
manh cua cong ty ma khong lam
ton hai fien moi quan tam cua
khach hang, iam bao gia ca va tinh
trang flang co san fieu phu hdp voi
mong fidi cua khach hang.

Ban ban san pham the manh
Cua cong ty.

Muc fiich tho hai cua ban la
toi fia hoa 16i nhuan cho
cong ty.

Cac san pham dich vu
the. manh fAdéc Aai ly
16/ hanh cua ban l6a
chon.
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CONG VIEC SO 12: XUC TIEN VA BAN CAC NIEM NEN, SAN PHAM VA DICH VU DU LICH
PHAN VIEC SO 12.6: Nat fivdc s6 chap thuan mua san pham du lich va fiat cho cua khach hang

CACH LAM TIEU CHUAN KIEN THOC

1. Dau hieu muon | Theo doi cac yeu cau, cung cap| e Mot nhan vien fai ly 16l hanh | Nhieu khach hang sel [ Cac ky nang ban hang.

mua cua khach | gia ca va tai lieu ve tinh trang gioi sel kien tri tiep can khach | “tham khao” nhieu fai ly 16
hang san co cua san pham, cho fien hang fie ho mua san pham. hanh fie co fAGoc gia va
khi khach hang san sang chon san pham tot nhat.

mot trong nhéng san pham ma
ban fia nghien cou.

Lang nghe cac dau hieu khach
hang fii fien quyet fnh.

2. Ket thuc cuoc | Chs fiap 6ng vbi moc gia cua mot | ¢ Co tinh canh tranh véi cac fiai | Mot nhan vien fiai ly 16/ | Cac ky nang ban hang.

giao dich ban fidn vi canh tranh, neu nho viec ly 16 hanh khac. hanh thanh thao se gianh
hang vo6i khach | giao dich co hieu qua x6ng fiang foéc hép fong voi khach
nho the. qua viec cung cap cac dich
vu flang tin cay va thong tin

Bao fiam viec giao dich qua viecc to van.

fiat A66ic thoa thuan voi khach
hang fie xuc tien viec Aat cho,
thanh toan tien fiat coc.




CONG VIEC SO 12:

PHAN VIEC SO 12.7: Mot so quy tac vang trong ban hang

1. Cach tiep xuc
vai khach hang
va nhdng khach
hang tiem nang

CACH LAM

Luon tich coc, lich so, than thien
va hieu qua.

TIEU CHUAN

Luon duy tri thai Ao tich céc, lich
sd, than thien va hieu qua.

Thieu s6 nha nhan, lich sd
hoac the hien sd phien
muon se lam cho ban mat
c0 hoi ban hang.

XUC TIEN VA BAN CAC NIEM NEN, SAN PHAM VA DICH VU DU LICH

KIEN THOC

2. Cac thong tin
lien he chi tiet
cua ban

Noa danh thiep hoac cac chi tiet
lien hel cua ban cho cac khach
hang tiem nang.

Tat ca cac khach hang tiem
nang fieu co ten, so Aien
thoai, fita ch: tho fien t6 va
danh thiep cua ban tré6c khi ho
réi khoi van phong cua ban.

Nhieu khach hang tiem
nang muon trao foi voi gia
fiinh hoac co I16a chon khac
ve gia. Ho co the lien he
fAobc voi ban neu ho quyet
fionh mua.

3. An pham

Hay fAida cho khach tap gap/ an
pham ve cac san pham va cac
fiiem fien du lich ma ban va
khach fia thao luan (fianh dau
fita che thong tin co nhan hieu
cua cong ty ban trong tap gap fie
khach tien lien he).

Khuyen khich khach mang tap gap
ve fie thao luan véi gia finh, v.v...

Tat ca cac khach hang tiem
nang fieu co cac an pham
cua ban ve cac san pham
hoac cac fiiem fien du lich ma
ho quan tam tré6c khi ho roi
khoi van phong.

Cac nha cung cap xuat ban
cac an pham fie thuc Aay
viec ban hang va gidi thieu
mot cach chi tiet ve cac
san pham cua ho.

4. Chi tiet khach
hang tiem nang

Thu thap va ghi chep cac chi tiet
lien he cua tdéng khach hang
tiem nang (vi du danh thiep).

Ban co chi tiet lien he cua
nhoéng ng6di co the la khach
hang tiem nang cua ban.

Ne theo doi.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 157



CONG VIEC 13. KET THUC NGAY LAM VIEC

Gidi thieu:

Trobe khi ket thuc ngay lam viec ban phai tuan theo quy trinh “ket thuc ngay lam viec”. Ban co the soan ra mot bang kiem tra cac cong viec chu yeu ma
ban can phai théc hien:

1. Khi ket thuc mot ngay lam viec binh th6dng ban phai:

(0]

(0]

(0]

Kiem tra nhat ky cong viec cua ngay hom sau fie fiam bao co fiu cac thong tin, cac mdc gia, v.v.. Aa Addc chuan bi
Lou hoi sb theo trinh td cong viec trong ngay cua ban

Thu don khu vdc lam viec cua ban

Thoat khoi he thong CRS

Tat may tinh val cac thiet bi filen co lien quan

Khoa cac ngan tu idng tien va tai lieu quan trong

Khoa ngan keo ban hoac cac tu fibng ho sé can bao mat

2. Khi ket thuc cong viec trodc khi het gid lam: (co the ap dung khi cong ty co phan coing ca, ban hoan thanh ca lam viec hoac rdéi van phong sém hén
vi nhéing ly do khac)

(0]

(0]

Nho tren va:

Thong bao cho cac flong nghiep (con lai se lam viec 6 ca sau hoac tréc van phong trong ngay nghs) biet vel cac van fie fiang giai quyet chda

hoan thanh (vi dul iang fidi xac nhan, fang ché khach lien he!l lai) fie ho co the tiep nhan cac cuoc goi, x6 ly cac tho fiien té hoac tiep cac khach
fien van phong

3. Khi ket thuc cong viec tréé6c ngay ngh: phep hoac ngay le.

(0]

(0]

Nho tren va:
Ban giao cac ho s6 khach hang fiang giai quyet cho cac filong nghiep vdi sd xac nhan cua ng6di quan ly/ chu cong ty

PHAN VIEC SO 13.1: Quy trinh ket thuc ngay lam viec
PHAN VIEC SO 13.2: Quy trinh bo sung khi réi néi lam viec troéc gid, khi ban giao cho ca sau va trééc ngay ngh: cua van phong
PHAN VIEC SO 13.3: Quy trinh bo sung khi réi n6i lam viec trddc khi ngh: phep
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CONG VIEC 13. KET THUC NGAY LAM VIEC

QUY TRINH KET THUC NGAY LAM VIEiC°
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CONG VIEC SO 13:

Quy trinh ket
thuc - danh
muic cong viec
can lam

CACH LAM

Soan thao danh muc cong viec
téng ngay fie nhac nho.

KET THUC NGAY LAM VIEC
PHAN VIEC SO 13.1: Quy trinh ket thuc ngay lam viec

TIEU CHUAN

Danh muc nédic soan thao va
fddc so dung th6dng xuyen.

Tranh bi quen khi ban fiang
voi hoac met moi.

KIEN THOC

Quy trinh ket
thuc — nhat ky
cong viec

Kiem tra nhat ky lich lam viec
ngay hom sau fie chuan bl san
thong tin, moc gia, v.v..

Kiem tra nhat ky va hoan
thanh vieic chuan bu.

San sang cho cong viec
cua ngay hom sau.

Quy trinh ket
thuc — cac ghi
chep

Lou ho sb6 cua khach hang va
cac cong viec fa giai quyet trong
ngay mot cach chinh xac.

Thu don khu véc lam viec.

Kiem tra khu véic lam viec.

Nam bao cac ghi chep
quan trong fddic gid an
toan va de dang cho viecc
lay cac tai lieu nay cho
ngay hom sau.

Quy trinh ket
thuc — cac
thiet bo

Thoat khoi hel thong CRS.
Tat may tinh.

Tat het cac may moc, thiet bi
khac theo quy trinh.

Tat tat ca cac thiet bi va may
moc.

Keo dai tuoi tho cua thiet
bi. Tiet kiem nang 166ng.
Nam bao phong chong hoa
hoan.

Quy trinh ket
thuc — an ninh

Cat gidl tien va cac tai lieu quan
trong vao ket an toan cua van
phong.

Khoa cac ngan keo, tu ho sé
rieng.

Tien mat va cac thé co gia tro
fAobc cat gid an toan fiung nodi
quy Ainh.

Nam bao an ninh.
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CONG VIEC SO 13: KET THUC NGAY LAM VIEC
PHAN VIEC SO 13.2: Quy trinh bo sung khi réi n6i lam viec trodc gid, khi ban giao cho ca sau va trooc
ngay ngh: cua van phong

CACH LAM TIEU CHUAN KIEN THOC

1. Nho phan 13.1 | Nh6 phan 13.1. e Nho phan 13.1. Nho phan 13.1.

2. Quy trinh ket Thong bao cho cac fiong nghiep | ¢ Phai thong bao cac van fie | Phuc vu khach hang.

thuc — cac van | ve cac van fie fiang giai quyet, vi can giai quyet gap cho cac
fiel fiang can du fAang chd xac nhan, fiang foi fiong nghiep fie ho giai quyet | Tranh sai sot.
giai quyet gap | khach hang lien he! lai fie fiong mot cach hieu qua cac cuoc

nghiep co the tiep nhan cac cuoc goi, cac thé fien td va/hoac
goi, x0 ly tho fiien td hoac giao tiep khach fien trdc tiep.
dich véi khach fien van phong.




CONG VIEC SO 13:

KET THUC NGAY LAM VIEC

PHAN VIEC SO 13.3: Quy trinh boi sung khi réi néi lam viec trodc khi ngh: phep

CACH LAM

TIEU CHUAN

KIEN THOC

1. Nho phan 13.1 | Nho phan 13.1. Nho phan 13.1. Nho phan 13.1.
2. Nho phan 13.2 | Nhd phan 13.2. Nho6 phan 13.2. Nho6 phan 13.2.
3. Quy trinh ket Ban giao cac hoi sé khach hang Phai ban giao fiay fiu ho s6 | Nam bao phuc vu khach

thuc — cac ho
s6 khach hang
fiang giai quyet

fiang giai quyet cho cac fong
nghiep vOi sd chéng kien cua
Giam fioc/ chu cong ty.

khach hang fiang giai quyet
cho cac fiong nghiep co lien
guan troc tiep.

hang mot cach lien tuc,
khong A6t Aoan.

Tranh sai sot.
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CONG VIEC 14. BAO CAO VA THONG KE SO LIEU

Gidi thieu:

Vieic chuan bl nhéng bao cao va thong ke la mot cong viec thiet yeu.

Ban phai I6u gid ho s6 ve cac nha cung cap va khach hang cua ban theo quy trinh cua fiai ly 16: hanh cua ban. Ban co the khong co mat & van phong khi
co khach hang goi fien. Nhdng fiong nghiep cua ban phai co kha nang nhan biet va s6 dung fi6éic ho sb fio voi niem tin rang cac thong tin trong ho s6
la cap nhat.

Cac thong ke chinh xac se cung cap dd& lieu quan trong cho cong tac quan ly cua ngédi quan ly va chu cong ty. Vi du nhé ho co the biet ban fia fat 6
mot hang hang khong nao fio bao nhieu ve tren cac chang bay, ban fia fiat 6 mot khach san nao fio bao nhieu fiem phong, fie giup ho fiam phan theo

filnh ky véi cac nha cung cap nham co nééc moéc gia hoac tien hoa hong tot hon.

Cung vdi viec cung cap cac dé lieu thong ke, trong qua trinh lam viec, ban can fida ra cac y kien, fie xuat cua minh vai ngoé6i quan ly/ chu cong ty fie
nang cao hieu qua kinh doanh.

PHAN VIEC SO 14.1: Hieu va ap dung quy trinh cua fai ly 16/ hanh trong viec I16u gi6 cac bao cao va so lieu thong ke (Kien thoc)
PHAN VIEC SO 14.2: Lou gid cac ghi chep chinh xac ve khach hang

PHAN VIEC SO 14.3: Chuan bi cac thong ke soi lieu theo hééng dan cua ng66i quan ly/ Chu cong ty

PHAN VIEC SO 14.4: Ne xuat va kien nghi voi ngédi quan ly/ Chu cong ty
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CONG VIEC 14. BAO CAO VA THONG KE SO LIEU

HIEU VA AP DUNG QUY TRINHCUA @ LOU GIO CAC GHI CHEP CHINH XAC @ CHUAN B) CAC THONG KE SOLIEU @
NAI LY LO HANH TRONG VIEC LOU GIO VE KHACH HANG THEO HOONG DAN CUA NGOOI
CAC BAO CAO VA SO LIEU THONG KE QUAN LY/ CHU CONG TY

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH



CONG VIEC SO 14:
PHAN VIEC SO 14.1:

NOI DUNG

Quy trinh cua
Aai ly 16 hanh ve
cong tac bao

cao va thong ke

Moi Aai ly 16/ hanh co mot
phééng phap I6u gid cac bao
cao va lam thong ke rieng.

Ban phai biet phddng phap cua
cong ty.

Ap dung phééng phap nay mot
cach nghiem tuc.

Tuan theo hédng dan cua ngo6di
quan ly/chu cong ty ve viec I6u
gidl cac thong ke can thiet.

BAO CAO VA THONG KE SO LIEU
Hieu va ap dung quy trinh cua fai ly |6 hanh trong viec I16u gié cac bao cao va so
lieu thong kel (Kien thdc)

TIEU CHUAN

e Cac ghi chep ve khach hang
va cac nha cung cap phai
luon A66c cap nhat (hang
tuan hoac hang ngay) theo
tieu chuan ma Aai ly 16 hanh
cua ban fa quy fnh.

Tat ca cac ho sb ghi chep
phai Adb6c cap nhat fie
thong ke mot cach chinh
xac theo fAinh ky.

KIEN THOC

Cac mau bao cao va
bieu bang thong ke.

TIEU CHUAN KY NANG NGHIEP VU NAI LY LO HANH I 167



CONG VIEC SO 14:

BAO CAO VA THONG KE' SO LIEU

PHAN VIEC SO 14.2: Lou gio cac ghi chep chinh xac ve khach hang

1. Cac ghi chep ve
khach hang

CACH LAM

Khi nhan f6éc yeu cau cua
khach, hay lap mot ho s6 mdi
cho yeu cau fio va sap xep cac
dich vu can thiet phai lam.

Neu la “khach quen”, hay ghi ro
cac s@ thich cua hol vao ho sbd
moi, nhéng can l6u gid cac ghi
chep vei tong chuyen i mbi vao
mot ho sé moi mé.

Lou gid ho sé nay 6 dang cac ghi
chep “Aang giai quyet” cho fien
khi khach ket thuc chuyen fi.

TIEU CHUAN

e Ghi chep ve khach hang phai
bao gom tat ca cac yeu cau
thoing tin va cac cong viec fia
thdic hien, nhéng sé thich, cac
choédng trinh/méc gia fiam
phan va nhdng thay fioi can
thiet, nhéng t6 van fa fidtdc
fida ra (nhdé cac canh bao ve
an ninh va soc khoe), viec fat
chol fia thdc hien, cac hoa fidn
fia xuat va fa fddc thanh
toan.

Lam cho viec theo doi thuan
I16i hdon khi ban khong co
mat 6 van phong.

Nam bao co ghi chep chinh
xac ve yeu cau cua khach
hang va nhéng td van cua
nhan vien fai ly 16 hanh,
nham lam ro nhdng van fe
chéa ro rang co the xay ra
sau nay.
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KIEN THOC

2. Cac ghi chep ve
cac nha cung
cap

Ghi chu: Quy trinh cua Aai ly 16/ hanh cua ban se the hien cac ghi chep fiédic 16u gi6 thu cong hay trong may tinh hoac ca hai hinh théc nay nham

Nai ly 16 hanh cua ban se can ho
sO rieng ve tdng nha cung cap
dich vu/ san pham fAa ky ket hép
fiong voi fiai ly 16 hanh.

Ban phai 16u ban sao tat ca cac
xac nhan va fat cho trong ho s6
cua nha cung cap (ben canh ho
s6 goc cua khach hang).

bao ve viec phuic hoi do lieu.

e Ho sb ve nha cung cap phai
co ghi chep ve cac lan lien hel
gida nhan vien fai ly 16 hanh
va nhdng nha cung cap nay;
cac flam phan ve gia; viec fat
cho va thanh toan fa thoc
hien, tien hoa hong fa nhan.

Theo fAinh ky, chu cong ty
hoac ngddi quan ly se ky
hop fong thodng mai moi
vOi cac nha cung cap san
pham chinh fia s6 dung (vi
du hang khong, cac khach
san). Cac ghi chep chi tiet
va chinh xac (chéng to giao
dich) se fiam bao Ad6c giao
dich tot nhat .




CONG VIEC SO 14:

BAO CAO VA THONG KE SO LIEU

PHAN VIEC SO 14.3: Chuan bi cac thong ke so lieu theo h6dng dan cua ngddi quan ly/ chu cong ty

1. Cac thong ke
ve khach
hang, cac nha
cung cap san
pham va cac
fiiem Aen

CACH LAM

Chu va ng6di quan ly cac Aali ly
16/ hanh yeu cau cac loai thong
ke khac nhau vi nhieu ly do
khac nhau.

Lam theo ch: dan cua ngobi
quan ly/ chu cong ty cua ban
trong viec 16u gid cac thong ke
can thiet va soan thao cac bao
cao fAinh ky hang tuan, hang
thang hoac fot xuat khi A6dic
yeu cau.

TIEU CHUAN

e Soan thao cac thong ke can
thiet theo fiung mau va thoi
gian quy finh.

Ngodi quan ly/chu cong ty
can cac thong ke lam c6 so
flanh gia fAoi tac, fie fiam
phan véi cac nha cung cap
dich vuiva fianh gia ket qua
cong viec cua ban.

KIEN THOC
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CONG VIEC SO 14: BAO CAO VA THONG KE SO LIEU
PHAN VIEC SO 14.4: Ne xuat va kien ngho véi ngooi quan ly/ Chu cong ty

CACH LAM TIEU CHUAN KIEN THOC

1. Ne xuat va Dda tren thong ke so lieu. e Nhat quan. Ne xuat va kien nghi cua

kien ngho ve ban co ich cho ngddi quan

cac s6 thich Dda tren y kien phan hoi cua|e H6&ng fien muc tieu. ly/chu cong ty trong viec

cua khach khach hang. cai thien san pham hoac

hang, san dich vu.

pham ban Dda tren quan sat cua ban.

chay nhat,

nha cung cap

dich vu tin

cay, cac fiiem
fien AOGic Oa
chuong




2.4 BANG CHU GIAI THUAT NGO

Advance booking
Nat tr66c

Nat ve may bay trédc va thanh toan trédc, thong thééng la fie fivdc hédng mot moc gia re hon.

Advance purchase airfares
Ve may bay mua trédc

Ve may bay tra tien trédc ngay khéi hanh fie nhan id6c moéc gia re hon.

Aircraft codes
Ma may bay

Cac loai may bay tren the! gidi fiddc nganh du lich va trong he thong fiat cho tren may tinh (CRS)
nhan dang theo ma so: vi du nhé 737 = Boeing 737.

Airline Fleet
Phi Aci may bay

Cac loai may bay i6éic mot hang hang khong cu the nao fio fiieu hanh.

Airline codes
Ma hang hang khong

Cac hang hang khong tren the: gidi bay theo lich trinh fiinh san AGdic xac fionh trong nganh du lich
thong qua mot ma so IATA gom 2 chéi cai vi du VN la Vietham Airline.

Airline route map/Airline rout network
S6 fio tuyen bay/mang fndédng bay

S6 Ao bao trum toan boi cac khu vdic mot hang hang khong bay toi.

Airline schedule
Lich bay

Lich trinh cac chuyen bay cua mot hang hang khong cui the - so ngay va thdi gian bay; fiiem xuat
phat, tuyen bay, Aiiem doéng (qua canh) va fiiem fien.

Amendment fee
Phi s6a fioi

Cac moc phi do hang hang khong, fiai ly du lich, cong ty 16 hanh ban st thu cua khach hang khi
khach thay fioi hanh trinh bay.

ASEAN

Hiep hoi cac quoc gia Nong Nam A: Brunay, Campuchia, Infioneixia, Lao, Malaixia, Mianma,
Philippin, Thai Lan, Viet Nam, Singapo.
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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 céa tren mot chuyen
bay cu the nao fio. Phu thuoc vao cac khu véc IATA tren thei gidi ma chz tieu nay co the fiodic tinh
theo so kien hoac so can (kg).

Boarding pass
The len may bay

Cap cho hanh khach fi may bay sau khi lam thu tuc vao cda tai san bay. The len may bay cung
cap cac thong tin chi tiet ve soi ghe cua hanh khach va cta ra may bay.

Booking file
Ho sb fiat chol

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.

Bus schedule
Lich chay xe buyt

Lich cung cap dich vu chuyen ché cua mot cong ty xe buyt — soi ngay va théi gian hoat fiong; fiiem
xuat phat, tuyen xe chay va fiiem fien.



Cancellation penalty
Phat do huy bo

Tien phat mot khach hang phai tra do huy bo dich vu cua mot nha cung cap.

Carrier
Hang van chuyen

Hang hang khong.

Check-in
Vao cba

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 théi gian toi thieu ma tr66c fio hanh khach phai lam xong thu tuc vao cda tai san bay.

Children and infant fares
Gia ve tre em va trel s6 sinh

Cac moc gia ve fiac biet co the Ad6dc ap dung cho tre em va tre s6 sinh fii tren may bay.

Commission
Hoa hong

Khoan tien hoa hong ng66i cung cap dich vu tra cho fai ly du lich. Hoa hong la mot nguon thu
cua fiai ly du lich

Compensation
Boi thodng

Tien tra cho mot khach hang fie boi hoan cho mot dich vu khong fidéc théc hien.

Conjunction ticket
Ve lien ket/ Ve noi

Khi mot khach hang yeu cau ve cua nhieu hon mot hang hang khong fie hoan tat mot hanh trinh
thi tat ca cac ve Ad6c cap ra se fivdc “noi voi nhau” So ve cua tat ca cac ve noi AGOC in tren MOi
ve. Trat td cua cac ve noi tuan thu chat chel trat t6 so hoc tuyet fioi.

Credit card guarantee
Nam bao bang the tin dung

So the tin duing cua khach hang fio6c cung cap cho khach san nhé mot sé fiam bao. Neu khach
hang khong t6i, khach san co the ap dung méc phat huy cho va tinh vao the tin dung fio.

CRS/GDS

He thong fat gid chol tren may tinh hoac hel thong phan phoi toan cau. He thong Addic sd duing
tren toan the! gidi fie Aat cho tren may bay cho hau het cac hang hang khong tren the gioi.

Customer file
Hoi s6 khach hang

La ghi chep cua Aai ly 16 hanh tat ca cac thong tin vel khach hang.
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DBLB Thuat ng6 khach san fie cap t6i mot phong fioi (cho hai ngo6i, mot gi6dng cd to nhat (King size)
hoac cd voa (Queen size) co phong tam kem theo.

Deposit Khoahn tien do faii ly du lich thu cua khach hang fie fiam bao khach se! lay ve.

Nat coc

Destination Noi ma khach se t6i.

Niem fien

Destination knowledge
Kien thoc ve fiem fien

La nhdng kien thdc ve Aiem Aen can fdbic cung cap cho khach hang.

Documentation
Tai lieu giay to

Tat ca cac tai lieu giay td khach hang can co fie théc hien chuyen fi. Co the bao gom ho chieu,
thi thdic, ve may bay, ve xe buyt, ve tau hoa, phieu I6u tru, phieu van chuyen(transfer voucher)...

Domestic travel
Du lich trong ndbc

Ni du lich trong pham vi mot nééc; fii du lich trong nédc td ndi cd tru, fii ve nha td ndi du lich.

E Ticket
Ve fiien to

Ve may bay Addc mua qua mang. IATA fat ra théi han cho fien 2008 tat ca cac ve may bay phali
Addc xuat theo hinh thdc ve fien to.

Excursion/promotion airfare
Gia ve may bay khuyen mai/du lich

Ve may bay gia re hdn nhoéng phai tuan theo mot so han che. Co the la phai thdc hien thanh toan
trédc, kha nang co chol thap, phu thuoc vao mua cao fiem va thap fiiem, phat neu huy ve.



Fare basis
Ma gia

Mal viet bang chd/bang so Addic dung cho tat ca cac loai gia ve may bay va fi6dic ghi tren mat ve
may bay.

Fare calculation
Tinh gia ve

Tong chi phi cho mot ve may bay. Nééc ghi tren mat ve may bay trong o tinh toan gia ve. Noi véi
cac ve quoc te thi gia ve fddc xay dong theo fAdn vi tinh toan tien te trung lap (Neutral Units of
Construction) va sau fio iddc qui fioi theo ty gia qui fioi ra fidn vi tien te fila phdodng.

Final payment
Khoan thanh toan lan cuoi

So tien khach hang phai tra cho fai ly du lich sau khi tro fii khoan tien fia fat coc tréoc.

Flight availability
Co chol tren chuyen bay

So ghei con co the mua Addc tren mot may bay fioi voi mot chuyen bay cu the.

Flight routing
Tuyen bay

Hanh trinh t& Aiem xuat phat t6i Aiiem fien cua mot chuyen bay bao gom ca cac fiiem déng qua
canh.

FOC

Ve mien phi.

Frequent flyer
(Khach hang th6dng xuyen)

Chodng trinh 6u fai/ th6édng cho khach hang thééng xuyen sd dung dich vu cua mot hang hang
khong hoac mot khach san.

Full economy/business/first class fare
Gia ve may bay hang pho thong
thong thédng/ thtbng gia/ hang nhat

Cac moéc gia ve may bay cao nhat va th6dng Ai kem véi it han che.
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Gateway city
Thanh pho c6a ngo

Thanh pho hoac cac thanh pho trong mot quoc gia cul the nao fio ma phan I16n cac hang hang
khong bay fien/ fii.

Geographic features
Nac fiiem fia ly

Sdl hap dan td nhien cua mot Aat nééc: (vi du) nui, soing, bai bien, vinh, fiao.

Guide book
Sach h6édng dan

Sach xuat ban gi6i thieu ve filem Aen. (vi du: Lonely Planet.Rough Guide, Guide du routard)

High season
Mua fiong khach/ cao filem

Thai gian cao fAiem fie fii du lich t6i mot quoc gia cu the nao fo.



IATA
Hiep hoi cac nha van chuyen hang
khong quoc te

The International Air Transport Association - Hiep hoi cac nha van chuyen hang khong quoc te.
Trul s6 chinh fat tai Geneva. Hau het cac hang hang khong chu chot cua thei gidi la thanh vien
cua IATA, chi phoi cac nguyen tac van chuyen. Hang Hang khong Quoc gia Viet Nam la thanh
vien cua IATA

IATA areas of the world
Cac khu véc IATA tren the gioi

Lien quan tdi gia ve may bay, van chuyen hang hoa va cac dich vui kinh doanh hang khong, the
gidi ABdc chia thanh 3 khu vdc IATA. 1) chau My, 2) chau Au va chau Phi va 3) chau A va chau
Nai D&6ng.

Inbound Tour Operator
Nha fiileu hanh tour trong n66c

Cong ty 16 hanh ban st to chéc cac ky nghz tron goi cho nhéng khach hang & cac n6dc¢ khac hoac
cho khach du lich fi trong n66c.

Inbound travel
Du lich t6 n6dc ngoai vao

La chuyen fii cua khach du lich t6 cac nédc khac tbi Viet Nam; thuat ngd “domestic inbound” co
the moi ta trodng hép mot khach du lich fi t6/ TP HCM ra tham Ha Noi va la khach hang sé dung
cac san pham du lich cua fiiem fien la Ha Noi.

Inclusive tour
Du lich tron goi

Mot chuyen du lich co to chdc tron goi danh cho khach bao gom ve may bay, ndi 16u tru, fida fion,
tham quan..

International airfare
Gia ve may bay quoc te

Gia ve may bay cho mot hanh khach fi t6: mot n6dc nay sang mot nédc khac.

Itinerary component
Thanh phan lich trinh

Mot phan cua mot lich trinh cua khach hang: (vi du) néi 6, chuyen du lich, ve may bay, fiat cho
may bay...
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Log on, log off
Nang nhap, fiang xuat
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Nang ky vao lam viec va thoat khoi chééng trinh lam viec tren mot may tinh, co sé dung ma so truy
cap.

Low cost carrier
Hang hang khong gia re

Mot hang hang khoing chao gia ve may bay re, thong th6éng phai Aat cho thong qua mang internet.

Low season
Mua vang khach

Thoi gian te nhat Ae t6i tham mot n66c cu the nao Ao va khi fio thong thédng gia ve may bay va khach
san se re nhat.

Maximum stay
Théi gian 0 lai toi fia

Mot soi loai gia vel may bay cu the co fii kem quy fiinh ve thdi gian I6u tru toi fia. Mot ve pho thong
thong th66ng, hang thédng gia hoac hang nhat col thdi han hieu I6c mot nam ke t6 ngay khéi hanh
chuyen bay quoi te. Mot ve du lich co the chz hieu 16ic trong mot hoac hai thang.

Minimum connecting time
Théi gian noi chuyen toi thieu

Thai gian toi thieu cho phep tai san bay trung chuyen gida hai chuyen bay noi chuyen trong cung mot
ngay.

Minimum stay
Théi gian & lai toi thieu

Mot sa loai ve may bay du lich co qui fiitnh thdi gian toi thieu hanh khach phai 6/ lai tai fiiem fien.

Mixed class travel
Ni hang hon hop

Mot hanh trinh trong fio hanh khach sé dung cac hang ghe ngoi khac nhau tren cung mot ve. Can phai
co mot cach tinh gia fac biet fie tinh toan gia ve nay.

MCO (Miscellaneous Charges Order).

Phieu ghi chi phi hon hop

Phieu ghi chi phi hon hép. Mot chdng td ke toan fiac biet cua hang hang khong s6 dung nhé mot chdng
nhan ve cac khoan thu cua Hang trong cac trééng hép nho khach tra them tien fie nang hang ghe! tai
san bay, phi thu hanh ly qua c66c, chi hoan mot phan tien ve do phai cap lai ve khi khach fie nghi cap
lai ve tai n66c khac voi ndi xuat ve goc..



NUC
Nén vi tinh gia trung lap

Nong tien hé cau doa tren cé s6 US$ fidc dung khi xay déing gia ve may bay quoc te va fi6dc ghi
trong o tinh gia ve tren mat ve may bay.

No Show

Khong xuat hien/ bo cho

Mot khach fAi may bay flang gid mot cho fia xac nhan ma lai khong lam thu tuc vao c6a tai san bay
cho chuyen bay cua minh hoac mot khach fa fiang ky fiat phong tai mot khach san nhéng khong fien.

Origin
Niem xuat phat

Niem xuat phat cua mot hanh khach fii may bay.

Outbound travel
Du lich ra n66c ngoai

Chuyen du lich t& Viet Nam fien n6dc khac; thuat ngd “domestic outbound” co the dung fie mo ta trédng
hép mot khach du lich t& Ha Noi t6i tham TP HCM, va la khach hang cua fai ly du lich tai Ha Noi.
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Paper airlines ticket
Ve may bay bang giay

Ve may bay do he thong CRS/GDS xuat ra cho hanh khach. Moi ve co 4 lien dung fie bay, 1 lien dung
fie phuc vu kiem toan, 1 lien cho ién vi xuat ve va 1 cuong ve danh cho khach hang.

Passport
Ho! chieu

Mot giay té quan trong, yeu cau bat buoc khi xuat nhap canh ra n66c ngoai.

Point - to - point fare
Gia vel giba hai fiiem

Gia ve may bay td6 mot thanh phoi nay fien thanh pho khac.

Preferred product
San pham fA66c 6u Aai

Mot Aai ly du lich co the thu xep vdi mot nha cung cap san pham (vi du nha fileu hanh tour) fie ban
cac dich vu cua nha cung cap nay. Ne fioi lai nha cung cap se tra cho fiai ly du lich méc hoa hong cao
hén cho moi giao dich ban hang.

Product knowledge
Kien thoc ve san pham

Kien théc ve quang cao ban st cac chuyen du lich, lich bay va gia ve cac hang hang khong, cac cong
ty cho thue xe, 16u tru tai khach san...



Rail schedule
Lich chay tau

Gibd khéi hanh va gid Aein cua tau hoa.

Rate of exchange (ROE)
Ty gia qui foi

Ty gia IATA s6 dung fie qui fAoi so tien NUC sang fiong tien fila phddng trong viec tinh toan gia ve

Reconfirmation of booking
Xac nhan lai viec Aat chol

Nhieu hang hang khong yeu cau hanh khach phai goi fiien thoai va xac nhan viec fiat chol tren may
bay cua ho trédc chuyen fi. Viec nay phai thoc hien 72 tieng trodc khi chuyen bay xuat phat.

Record Locator
Ho s6 fat chol

Hay con goi las Booking File. Thong tin khach hang ié6c ghi vao he thong CRS/GDS. Maoi hanh khach
fiat cho co mot ma so fiat cho duy nhat fie nhan dang fiat cho cua khach fio.

Retail travel agency
Nai ly ban le du lich

Nai dien cho nha cung cap cac san pham du lich va ban cac san pham nay cho khach hang fie nhan
hoa hong hoac phi fiat cho.

Room only
Che fiat phong

Mot phong fiat tai khach san khong bao gom bat ky bda an nao.

Seasonality of airfare
Tinh gia ve may bay theo mua

Nhieu ve gia giam co cac moc gia khac nhau phu thuoc vao ngay khoi hanh. Méc gia ve se fiat hdon
trong mua fiong khach va re hén trong mua vang khach.

SGLB

Mot phong fAén trong mot khach san (danh cho mot ngddi — ch: mot gi6éng) voi mot buong tam kem theo.

Supplier of product
Nha cung cap san pham

Mot hang hang khong, mot cong ty cho thue xe, cong ty tau hoa, du thuyen, khach san, cong ty bao
hiem du lich...
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Ticket coupons

Cac lien cua mot ve may bay bang giay. Moi chuyen bay la mot lien ve va fééc xe ra khoi cuong ve

Lien ve khi lam thu tuic vao coa tai san bay.
Timetable Lich cung cap dich vu cua mot hang hang khong, tau hoa hoac xe buyt.
Lich trinh

Tour Voucher
Phieu dich vu du lich

Chdéng té do mot nha ban s#/fiieu hanh tour, cong ty cho thue xe, khach san... xuat ra va fida cho khach
hang trédc khi bat fiau hanh trinh. Trodc khi cung cap mot dich vu theo yeu cau fa fiddic fionh ro, Nha
cung cap se thu cac phieu t66ng 6ng va thoic hien cac dich vu theo thoa thuan.

Tour wholesaler
Nha ban st dich vu du lich/ Nha fiieu
hanh tour

Mot cong ty ket h6p cac san pham du lich véi nhau va ban chung thong qua mot Aai ly 16 hanh ban le.

Transfer
Noa fion

Thoéong ABdc bao gom trong cac chuyen du lich tron goi. Phieu van chuyen se fibéc phat cho khach
hang moi khi khach can Addc Ada i / Aon ve: tbi va td san bay tai moi thanh pho khach déng chan doc
fAoong.

Travel desk agent

Mot ng6di lap ke hoach t6 van/ban hang hoac t6 van/du lich. La ngddi lam trong mot Aai ly 16: hanh va

Nai ly du lich giup cac khach hang giai quyet tat ca cac yeu cau fiat cho fii du lich cho du la véi muc fiich fi nghg,
kinh doanh hoac tham ban bel va than nhan.

Traveller Mot ngodi i khoi nha t6i mot Aiem fien moéi va & lai Ao it nhat la mot fiem.

L6 khach

TRPB Mot phong cho 3 ng6di trong khach san véi mot buong tam kem theo. Coithe co 3 giodng fién, 2 giddng
fioi hoac mot giodng cd' to voa (Queen bed) va mot giddng Adn.

TWNB Phong fioi trong khach san (danh cho 2 ngddi — hai gi6éng fidn) va co mot phong tam kem theo.




Unaccompanied minor
Tre em fii mot minh/ khong i kem
ngoai 16n

Mot tre em fii mot minh tren may bay. Phai co cac giay t6 fiac biet kem theo.

Visa
Thi thoic

Giay t6l can co fie nhap canh vao mot n66c nhat filnh nao Ao.

Waitlisted flight Tuy chol tren mot chuyen bay co the bi fiat tré6c nhéng mot hanh khach co thei fiba ten cua minh vao
Cho do¢ bi tren chuyen bay danh sach ché véi hy vong co ai fio huy cho trédc khi khdi hanh. Nieu kien nay thédng ch: ap dung
cho khach mua ve gia toan phan chd khong ap dung véi ve gia giam.
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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 NAI LY LO HANH
NGHIEP VU BUONG NGHIEP VU NIEU HANH TOUR

NGHIEP VUILE TAN NGHIEP VU NAT CHO LO HANH

NGHIEP VUINHA HANG NGHIEP VU HOONG HAN DU L{CH

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.





