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<M¢é dau>

Tai liéu dao tao Ky thi do luong k¥ ning nganh dich vu an udng 1a tai lidu gidi thi¢u vé kién thirc, k§ ning co ban
can thiét dé lam viéc trong nganh dich vu in udng (cira hang an udng, v.v...) véi tr cach 1a K§ ning dic dinh loai 1.
Ngoai ra, tiéng Nhat duoc sir dung trong tai liéu nay ciing 1a tiéng Nhat co ban can thiét dé 1am viéc trong nganh dich

vu dn uong (ctra hang an uong, v.v...).

Ky thi k§ nang dé Iy tu cach luu tra 1a K ning dic dinh loai 1 1y c4u trac tir 3 mon hoc.

a. Quy tic vé& quan 1y vé sinh SR [Quén 1y vé sinh]
b. Quy tic chu yéu vé nghiép vu ché bién s e e [Ché bién thirc an va d6 udng]
¢. Quy tic chu yéu vé nghiép vu dich vu tiép khach S [Téng quan vé tiép khach]

Va tai lidu dao tao nay ciing dang dugc cau tric theo 3 mén hoc nay.

Tai liéu nay gidi thiéu vé “Tong quan vé tiép khach”, 14 tai liéu chi yéu lién quan dén kién thie dich vy tiép khach
can thiét dé 1am viéc trong nganh dich vu dn udng (cira hang an udng, v.v...). Trong tai liéu nay, cac kién thic, v.v...
co ban can thiét cho nghiép vu s& dugc gidi thiéu lan lugt, nhung tily theo ndi dung ma mot sb trudng hop sé khac voi
quy tic tai noi lam viéc khi lam viéc thyc té, v.v... V& mit quan diém co ban 1a giéng nhau, nhung tity theo noi lam

viéc ma co cach lam khac nhau. Trong truong hop do, hay 1am theo cac quy tac cua noi lam viéc.
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1. Kién thirc vé tiép khach



(1) Dich vy tiép khach
(D DPic trung cta dich vy khach hang
(Dic trung cta dich vu tiép khach & Nhat ~ “Sy hiéu khach (Omotenashi)” va cach thé hién~)
Sau day la mot $6 truong hop vi du vé dic trung cua dich vu tiép khach tai Nhat.
Diéu khién du khach ngudi nudc ngoai ngac nhién nhat khi dén Nhatla « « « « « « « -
- i dén déau ciing thdy don dep vé sinh cuc ky ti mi, rit gon gang va sach s&
- Nguoi Nhat Ban than thién, tir té, 18 nghia
day chinh 13 nhimng diéu thuong duoc nghe nhidu nhét.
Day 12 mot nét vin hoa ma ngudi Nhat da tich luy trong sudt chidu dai lich sir ciia minh. Vin hoa nay duoc thé
hién qua cum tir “Sy hiéu khach (Omotenashi)”. Omotenashi = Su hiéu khach (Hospitality). Dic trung cua dich

vu tiép khach & Nhat “Sy hiéu khach (Omotenashi)” ndy ciing da duoc sir dung nhu mot tir khoa dé quang ba

cho Thé van hoi Olympic Tokyo.

Nganh dich vu an udng (ctra hang dn udng, v.v...) 1a mot trong nhitng nganh kinh doanh dich vu khach hang
gidng nhu khach san, tau du lich, cong vién giai tri, v.v... Do d6, trong nganh dich vu tiép khach nhu ctra hang dn

ubng, v.v..., “Long hiéu khach” rit quan trong dé thuc hién “Su hiéu khach (Omotenashi)”.

<Piéu quan trong dé thé hién dugc “Long hiéu khach™>

O Nhat, khi thé hién “Long hiéu khach” véi ddi phuong, diéu quan trong 14 phai tudn thi cdc dong tac (hay con
goi 1a hinh thirc) theo quy dinh. C6 nhiéu hinh thirc thé hién "Long hiéu khach", nhung trong mdi hinh thirc déu
¢6 “cach thirc” co ban = Form, nén hay ghi nhé cac “cach thirc” nay. Dong thoi hay luyén tap dé c6 thé biéu dat

“cach thirc” ding cach.

a. Ghi nh¢ “cach thire” thé hién Long hiéu khach

b. Luyén tap dé c6 thé biéu dat “cach thic” dang cach.



@ Su hai long ctia khach hang

Sy hai 1ong ctia khach hang (CS: Customer Satisfaction) 14 khai niém dé chi viéc 1am cho khach hang c6 duoc

trang thai vui vé.

Diéu quan trong 14 luc nao ciing phai nghi dén su hai 10ng cta khach hang khi lam viéc.

<Hai long va bat min>
“Hai 1ong” va “bat man” duoc hinh thanh do su khac biét giita cam giac ky vong cua khach hang va trai nghiém
dich vy thuc té nhan duoc. Cam giac ky vong ctia khach hang nghia 1a khach hang doan rang néu 1a cira hang na
y thi “c6 18 s& ¢6 san phim va dich vu & muc nay”. Va cam giac ky vong cua khach hang chiu anh hudng tir
nhing diéu sau day.

a. Trai nghiém cua khach hang

b. Su hiéu biét ctia khach hang

c. Bau khong khi trong ctra hang

d.Gidca v.v...
Hay y thirc dugc viée nay dé cung cap dich vu dap tmg véi ky vong cua khach hang, huéng dén sy hai long va dé

lai 4n tuong t6t cho khach hang.

<Repeater (1ap lai)>

Repeater 1a khai niém dé chi viéc khach hang dén cira hang nhiéu 1an. Néu khach hang cam thay hai 1ong vi dich
vu cua cira hang thi 14n tiép theo ho ciing s& lai mudn dén ctra hang d6. Nhimng khach hang nhu vay s& 1a nhiing

khach hang rit quan trong cho ctra hang.

<Hinh anh vé sy hai long ctia khach hang>

Cam giac ky vong < Trainghiém -+ “Hai long” (néu “hai 10ng” nhiéu s& “4n tuong™)
Cam giac ky vong = Trainghiém  --- Binh thuong
Cam giac ky vong > Trainghiém -+ “BAt man” (néu “bat man” nhiu s& “than phién”)

Nhitng khach hang “hai 1ong” s& lai mudn dén ctra hang dé duoc phuc vu.

Khach dén nhiéu 1an = Repeater (1ap lai) (khach quan trong)



® Yéu t6 chinh quyét dinh sy hai long cua khach hang  “QSCA”
Khach hang tra tién cho "gia tri" = nhimng gi ma cira hang cung cap. Do d6, néu “gia ca” khong tuong xtmg véi
“gi4 tri” dugc cung cap thi khach hang s& khong hai long. “Gia tri” ma khach hang doi hoi & clra hang gdm c6 4

yéu td chinh sau ddy. QSCA 1a tén goi duoc lay tir cac chir cai dau trong tiéng Anh cua 4 yéu t6 nay.
a. Chat luong moén an  (Q: Quality: d6 ngon ctia mon in)

Gi4 tri cung cap cho khéch tai cira hang an udng chinh 1a "d ngon ctia mén an". B ngon khong chi ding
lai & hwong vi mén an, ma d6 twoi ctia nguyén liéu va hinh thirc bén ngoai clia mén n ciing 1a yéu t6 quan
trong. Chat lwong ctia moén an chii yéu phu thude cac yéu tb sau.

- Dong nhat vé& huong vi, s6 lugng, trinh bay (lan nao ciing giéng nhau)

+ Phuc vu v6i nhiét d6 phu hgp (mén néng phai néng, moén lanh phai lanh)

- Téc @6 (dic biét 1a khi dong khach vao bita trwa hodc khi phuc vu thirc dn nhanh)

b. Dich vu tiép khach (S: Service: d6 chuyén nghiép trong dich vu tiép khach)
Diéu quan trong 14 c6 thé nhé va chic chin vé tit ca cac dich vu cung cap cho khach hang. Thong thudng,
tai cac ctra hang déu c6 cac quy tic va hudng dan quy dinh cach thirc phuc vu, nén hiy hoc cén than.
<Mim cudi va giao tiép bang mat>
Day goi 1a twong tic qua 4nh mit giita ban than va khach hang bang khudn mit twoi cudi. Khi tiép khach, h
ay ¥ thirc rang phai luén mim cudi va giao tiép bing mit. Ngoai ra, hiy tiép chuyén bang giong néi khoe v
a day strc sdng.
c. Cam giac sach s& (C: Cleanliness: cam giac sach s& vé cira hang va nhén vién)
Cam giac sach s& 1a chi trang thai don dep sach s& k¥ cang, sap xép ngan nip gon gang. Ngoai ra, tir trai
nghia cta sach s€ d6 1a khong sach sé.
<(Vi du) Cira hang dem lai cadm giac sach s&>

+ Trong ctra hang tat ca déu phai dugc don dep vé€ sinh cAn than.

- Trong cira hang tat ca déu phai dugc sang loc, sip xép gon gang.

+ Trang phuc va dién mao cua tAt ca nhan vién phai chin chu, v.v...
Tai ctra hang dn udng, cam giac sach s& 1a diéu rt quan trong. Cho du ctra hang c6 phuc vu mén an ngon

nhu thé nao di nita thi cling s& khong c6 khach hang nao mudn dung bita tai cira hang khong sach s& va co

mui kho chiu. Hon nifa, néu ctra hang khong sach s€, ¢6 kha nang vi khuan, v.v... gy hai cho nguoi sé sinh

A

SO1.



d. Bau khong khi (A: Atmosphere: sy thoai mai ctia bau khong khi trong va ngoai quén)

Khach hang s& chon cira hang pht hop theo muc dich ctia ho. Tiéu chuin dé danh gia vao lic d6 duoc goi 1
a bau khong khi. Bau khong khi duogc danh gia dya trén hai phuong dién, mét 1a yéu td hitu hinh nhu canh
quan bén ngoai hodc trang thiét bi ciia cira hang, v.v..., va hai 1a yéu t6 v6 hinh nhu cach tiép khach, v.v...
Ngoai ra, co sO dé tao nén bau khong khi chinh la sy thoai mai.
<Béu khong khi>
» Céc yéu t6 hiru hinh
: canh quan bén ngoai ctra hang, trang thiét bi, hinh anh bén trong cira hang,
V.V...
- Céc yéu t6 vo hinh : moén an, tiép khach, thai d6 nhan vién, v.v...
<Vi du vé nhiing diéu tao nén sy thoai mai>
+ Quan 1y nhiét d6 trong ctra tiém

» Bau khong khi ciia cira hang hoic BGM (am nhac) mé theo khung gio, dén chiéu sang, v.v...



(2) Bong tac co ban khi tiép khach
@ Loichao
Loi chao 1a giao tiép dau tién trao d6i giita ngudi va nguoi. Cho du xay ra nhiing lo ling hay khoé chiu, ban hiy
ctr tuoi cuoi rang 18 khi chao hoi.
<Vi du vé cach chao hoéi chuan muc>
- Khi chao khach, nhin khach bing 4nh mét than thién va tiép chuyén nhiét tinh v6i giong néi to. Didu nay
duogc goi 1a "mim cudi va giao tiép bang mét".

+ Tich cuc chu dong chao khach trude.

@ Khudn mit tuoi cudi

Khudn mit tuoi cudi 12 biéu cam cudi tuoi dé thé hién sy vui mung va hanh phic. D6 1a mot yéu tb rat quan
trong trong giao tiép véi moi ngudi. Tiép khach chuyén nghiép 1a phai cé ¥ thirc nd nu cuoi khi tiép khach. Néu
ban tiép khach vdi khuon mat tuoi cuoi, khach hang s€ co n tuong rat tot, dan dén nang cao murc do hai long
cua khach hang.
<3 diém tao nén khudn mit twoi cudi (4nh méit — khoe miéng — tinh than)>
- Mim cudi va giao tiép bang mit
Khubn mit tuoi cuoi va giao tiép bang mat 1a tuong tac qua anh mat giita ban than va ddi phuong. Pong
thoi thé hién cho dbi phuong thiy cam xuc ctia minh qua 4nh mét than thién.
» Nhéch ca hai khée miéng
Khi nhéch ca hai khée miéng s& thé hién duoc niém vui va hanh phuc.
+ Khi ha du6i mat xuéng s& thé hién dugc cam xic rang r0, vui tuoi, than thién cta ban than

Khi ha dudi mét xudng, sy than thién s& dugc thé hién hiéu qua hon.
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Anh mit Khoée miéng Tinh than



(@ Trang phuc, dién mao bén ngoai

Hay lwu y nhitng diéu sau day dé dong phuc va dién mao bén ngoai sach s&, phu hop. V& co ban, d6 1a sach s&,

gon gang va dung muec.

Nhiing muc luu y chinh

Toc Chinh stra toc gon gang, chii ¥ van dé gau. Toc dai qua vai thi phai budc lai. Téc mai dai thi

phai kep 1én dé khong che khuén mat.

Khuon mat Rau can phai cao moi ngay. Chai rang sach s€, chti y dén bénh héi miéng. Trang di€ém mong

nhe. Ngoai ra, khong xit nwdc hoa nong nac.

Mong tay/chén |Méng tay phai cit ngén. Chi ¥ dat ban ¢ giita diu ngon tay va mong tay. Khong duoc son mé

ng tay vi c6 thé sé€ lan di vat vao mon an.

D) trang st Vé nguyén tic, khong deo trang sirc trén ngudi. Khong deo dd c6 gia tri cao, ddng hd xa hoa.

Déng phyc D) mang trén nguoi phai sach s&. Cha ¥ dén vét ban hodc nép nhan. Cai tat ca nat 4o va mic da
ng cach.
Giay Khong giam got giay. Khong sir dung giay sandal.

@ Céch dung, cach di
Co ban 14 phai giit thang lung va hanh dong mdt cach nhanh nhen. Hay cha y 1am nhiing diéu sau day.
a. Giit thang lung (khong dwa vao cot hodc tudng, ma phai ding thing)
b. Anh mét ludn hudéng vé phia chd ngdi cta khach (tuy nhién, khong duoc nhin chim chdm vao khach)
c. Tay dan lai ¢ trude (khong dugc khoanh tay hodc bo tay vao tii)
d. Ddn luc vao phan cing chén, giit thing dau gbi.

e. Gilt vitng got chan khi cti dau chao, v.v...

Ngoai ra, néu di nguoc chiéu véi khach ¢ 16i di thi phai ludn luén dé khach di qua trude. Ngay ca khi dang voi th

i vé co ban ciing phai nhuong 16i di cho khach. Khi dang cam khay, v.v..., hily can than dé khong va vao khach.




® Cui chao
C6 3 loai cui chao theo timg muc dich. Hiy hiéu rd timg muc dich va cti dau theo dung thir tur.

<Loai cai chao>

Loai Goc d6 cui chao Cach thic Muc dich chinh

Giir thang lung, nhin xudng vi tri cach chan 2m. Sau .
. . Khi di ngugc chiéu, khi
Cui dau chao | Khoang 15 d¢ |khi hit thé m¢t chat thi nhe nhang nang phan thén trén 1
cho doi, v.v...

A

cn.

Chao hoi Gitr théng lung, nhin xuéng vi tri cach chan 1m. Sau Khi thé hién su cam on lac

(Chao hoi thong| Khoang 30 d6 |khi hit thé mot chut thi nhe nhang nang phan than trén 1 [dén khach, lac tinh tién,

thuong) én. V.V...
Chao hoi cung Giit thang lung va nhin xubng chan. Sau khi hit thd mot |Khi tidn khach, khi xin 151,
Khoang 45 do .
kinh chut thi nhe nhang nang phan than trén 1én. V.V...

2m

Cii du chao Chao hoi Chao hoi cung kinh
(Chao hoi thong thuong)

* Ngudn: theo “Huén luyén nganh dich vu khach hang” cua Hitoshi Shimizu thudc nha xuét ban Nikkei BP




<Trinh tu cti chao>

- Pung lai ¢ phia trude khach, ding trong tu thé thang lung, cim cbi nhe (vai song song véi san nha). Hiy mim

cudi va giao tiép bang mit (giao tiép qua 4nh mét v6i mot khudn mat twoi cudi).
- Giit nguyén tu thé ¢ thing va lung thing, nghiéng phan than trén vé phia trudc nhung khong dé dau cir dong.

» Nghiéng phan than trén tir tlr, mim cudi va giao tiép bang mit.

©® Khac
a. Cach cAm khay

D& phén giita khay bang 1ong ban tay nguoc lai véi tay thuan. Mé rong cac ngdn tay va cong khuyu tay tha

nh goc vudng. Giir chit canh tay dé giit d6 6n dinh. Ngoai ra, can luu y nhing diéu sau day.
<Piém luu y>

- Khi dit chén bat, v.v... 1én khay phai dit tir phia gin minh trude. Khi ldy xubng thi 14y tir phia ngoai ria

khay trudc.

- Déi v6i nhitng vat nang phai dit 18n truée & phia gan minh. Khong dit & phia ngoai ria khay nhiing vét ¢

6 hinh dang cao, can bang khong tdt.

- Luu y dé khong lam trang khay vao khach. Khi ding & gan ban, ¢b ging dé tay dang cAm khay tranh xa
khach.

- Khi cAm khay tréng di chuyén, giit bing tay ciia phia ngugc véi tay thuan va kep bén hong.

b. Cach cam ly

Cam phan than dudi ciia ly dé khong in dau tay trén than ly. Khi dat ly trén ban, dit nhe nhang dé khong ga
y tiéng dong.

c. Cach bay mon an (cach phuc vu moén an)

Dit ngén tay céi trén mép dia va d phan day dia bang cac ngén tay con lai. Huéng ngoén tay cai ra ngoai d

& khong de¢ lai dau van tay trén dia. Kiém tra hudng clia mon an va dét sao cho chac chan rang mat trude

ciia mon an hudng ve khach.



(3) Tac phong khi an

Tuy theo quoc gia va khu vuc cua quoc gia d6 ma cé sy khac nhau vé thoi quen an udng, cach thirc va tac phong
riéng ciia moi noi. Cach thac 1a cach an, ki€u an, v.v... dling cach ¢ khu vuc d6. Mt s6 noi chuyén phuc vu am

thuc da dang ctia nhidu quéc gia va khu vuc, nén hiy hiéu rd dang timg cach thirc va tac phong.

(D Téc phong trong bita an kiéu Nhat
a. Cach dung diia
Néu 1 ngudi thuan tay phai thi khi cam diia, phai dung tay trai dat 1én phan giita diia rdi cam 1én. Néu du

ng tay phai d& diia tir bén dudi s& tao nén cach cAm rat dep. Cach cam diia ding 1 khong di chuyén diia

dudi, ma chi di chuyén diia trén.

b. Ichiju Sansai (Mt mon canh va ba mon én)

Ichiju Sansai 1a nguyén tac co ban trong am thyc Nhat Ban. Mot bita an s€ bao gdm com, canh, thirc dn ke
m va dua muoi.

bat “com” ¢ phia bén trai, “canh” ¢ phia bén phai, “dua muodi” & giitta hai moén nay, “moén chinh” & séu bén

phai, “moén phy” ¢ sau bén trai, mon ngdm giam hoac moén tron ¢ gitra.

* Ngudn: Dya theo “Ouchidewashoku” ctia B Nong nghiép, Lam nghiép va Thuy san



c. Trinh ty phuc vu co ban ddi v6i moén an truyén théng

Mon khai vi — Soup — Sashimi — Moén ham/nuéng — Moén chién — Moén ngam giam — Com — Banh

trai

d. Sip xép chd ngdi tai noi ding bira
Néu an db an Nhit trong phong kiéu Nhat, hiy cha y vé thir tr chd ngdi. Trong phong tuc Nhat Ban c6

“ghé danh dy” va “ghé thuong”.

"Ghé danh dy" 12 chd thoai mai va an toan nhat trong phong. Trong sd nhing ngudi ¢ mit trong phong, da
y s& 12 vi tri danh cho nhitng ngudi c6 chirc vu hodc dia vi cao s& ngdi. “Ghé thudng” thi nguoc lai, 1a vi tri

ma phia don khach, nguoi c6 chiic vy hodc dia vi thap sé ngoi.

<Vi du vé ghé danh dy va ghé thuong>

Géc trang tri
Tokonoma

“Ghé danh dw
(kamiza)”

Ban

“Ghé thuwong
(shimoza)”

Lo1 vao

* Goc trang tri Tokonoma

Day 1a khong gian thudng trang tri tranh treo doc hodc dd gdm st. Trong cac cin phong kiéu Nhat
nhu nha hang Nhit cao cip, v.v..., goc trang tri nay da phan duoc thiét ké & vi tri xa nhét tinh tir cira

vao.

e. Cach an

O Nhat, nhitng mon d6 nhu chén tra, chén soup, dia nho, v.v... s€ dugc cam trén tay dé an. Ngoai ra, khi an

cac mon an dugc phuc vu trong dia 16n, phai chia ra cac dia nhé trudc khi an.
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@ Téc phong trong bita an kiéu phuong Tay

a. Cach cam dao va nia

-Khi sip xép dao va nia, phai dit dao & bén phai va ludi dao xoay vao trong. Dt nia & phia bén trai.

- Khi mén in c¢6 kém soup, phai dit mudng in soup & phia bén phai ctia dao.

*Néu ¢6 nhi€u dao va nia str dung cho mot bira an hoan chinh, phai sap x&p theo thir tu str dung tir ngoai v

ao trong.

-Khi dao va nia dé hinh chit “Ha” trong tiéng Nhat (kim ddng hd mé rong & vi tri "8 git 20 phut") thi c6

nghia la dang dung bira.

*Néu 2 cay dao va nia duoc dit xéo qua thi co nghta 1a da két thuc ding bita.

-Néu khach dang dung bita ma lam r6t dao hodc nia, thi phai ngay 1ap tirc dwa cai khac thay thé. Khong d

woc dé khach hang nhat 1én.

b.Tén do dung
- P4 bac : gdm dao va nia.
+ B§ gia vi : bo gia vi, v.v... dit san trén ban, v.v...
+ Ly thiy tinh Goblet - ly nu6e chuyén duoc sir dung chu yéu tai cac nha hang cao cip.

¢. Cach an va phuc vu moén an
+ V& co ban, mén an duge phuc vu tir phia bén trai. Thirc uéng dugc phuc vu tir phia bén phai.
+ Tai cac nha hang cao cép, phuc vu theo trinh tu wu tién phu nit, nguoi 16n tudi.
* Ngoai trir mot s6 mén trang miéng, moén an s€ dugc thudng thirc bét dau tur phia bén trai. Db an con thira

s€ don lai 6 phan dia trudc mat.

- Déi v6i khan an, phan duong gip s& nim vé phia trudc mit dé st dung. Khi trong bita an ma roi khoi
chd ngdi, xép nhe khan an rdi dit 1én ghé. Ngoai ra, khi dung bita xong, xép nhe khin an va dit ¢ phia bén
trdi ctia ban an.

- Nguoi phu trach tiép khach s& phan doan tinh hinh ctia khach qua qua trinh bita 4n va trang thai dat khan

an.
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d. Trinh ty phuc vu co ban dbi v&i mon an Phap
Mon khai vi — Soup — Mon ca — Mon thit (Entree) — Mon trang miéng — Ca phé tach

® Téac phong trong bita in kiéu Hoa
a. Thir ty chd ngdi khi ngdi ban tron
- Chd ngdi xa ctra ra vao 1 “Ghé danh du”.

» Chd ngdi gan cira ra vao 1a “Ghé thuong”. Py 1a vi tri ma phia chii nha (thé hién sy hiéu khach) ctia nga

y hém d6 s€ ngoi.

b. Cach an
+ Dia chia moén an s€ dugc thay sau mdi moén dn dé tranh tron 1an huong vi.

- Khong duoc ding 18én 1ay mén dn & ban xoay.
» Chi 14y phan minh mudn an tir dia 16n dé an. V& nguyén tic, khong can lay mén an cho ngudi khac.

+ V& nguyén tic, xoay ban xoay theo chiéu kim déng ho (xoay tir bén phai).
- Khong cdm chén hodc dia 1én, ma dé nguyén trén ban dé an.

* Khong dat diia hodc ly cua minh [én ban xoay.

c. Khac

Khong 1ay hét tit ca mén an, ma dé lai 1/3~1/4 mon an & gitra dia 16n.

D061 véi moén an Trung Hoa, cac mon &n dugce bay trong dia 16n s€ chia déu cho moi nguodi cung an. Thong
qua vi¢c dung bita nhu thé nay s€ giip moi quan hé giltra moi nguoi tréd nén sau sac hon. Nho vy ma co thé

thudng thire bita dn trong bau khong khi rat ddm 4m.
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(4) Péi tng v6i d6i twong khach hang can dugce quan tim
Trudng hop nhimng khach hang thugc dbi tugng can quan tim nhu dudi day dén cira hang, ban can phai tiép don

v6i tam trang “Ching t6i c6 thé gitip duoc gi cho quy khach a?”. Tuy nhién, tily theo timg ngudi ma s& can quan

tdm ¢ mirc 46 nao nén khong can phai ludn tiép don mot cach rap khudn.

(D Khach c6 dan theo tré em

Hau hét cac hanh dong cua tré em thuong rat khé doan trude duge. Két qua 1a doi lac tré s& 1am db vor dd ding
clia cira hang du khong c¢6 ¥ 6. Hon nita, mot s6 trudng hop con gay phién cho khach khac. Do do6, dbi véi

nhing khach hang nay, chiing ta phai chuén bi chd ngdi sao cho khong lam phién dén khach khac, v.v...

@ Khach 1a nguoi cao tudi

PXTINTS
(0)

Trong sd nhitng ngudi khach 1a nguoi cao tudi, s& ¢o nhitng truong hop “quén d6”, “tinh trang co thé dot nhién

LT3

xau di”, “nham 1an”, v.v... Néu nguoi cao tudi dén ctra hang mot minh, khi ho vé phai xac nhan xem ho c6 dé qu

én d6 hay khong. Ngoai ra, khi nhén tién thanh toén, hiy chiu kho dém tién that to va tir tir, v.v...

Hon nita, c6 mot ) truong hop khong thé doc duoc chir nho nén tot nhat 1a hay chuén bi san menu, v.v... ghi

bang chit to.

(@ Khéach sir dung xe lin
a. Loai xe lan

Xe lin thudng o hai loai 1a xe lin ding dé hd tro va xe lan tay. Xe lan ding dé hd trg thudng s& co ngudi

hd tro thyuce hién thao tic xe lan, nén nhan vién cira hang khong can tro giup di chuyén.

Mit khéc, d6i v6i xe lan tay, d6i khi nhan vién cira hang s& dugc yéu ciu tro gitp di chuyén trong nhimng

truong hop nhu trén san c¢6 bac cip hodc khong thé st dung thang may, v.v...

b. Huéng dan nguoi sir dung xe lan dén chd ngdi

Khi huéng dan ngudi sir dung xe lin dén chd ngoi, néu do cao cua ban khong c6 van dé gi, chi can day
nguyén xe lan sat vao ban an. Ngoai ra, khi néi chuyén véi nhitng ngudi ngoi xe lan, c¢d gang ha thap nguoi

xuong va noi chuyén ¢ cung mdt tam nhin dé co6 thé hiéu dugc cam xuc cua nhau.

13



@ Khéch dan theo ché hd tro
a. Cho hd trg
Cho ho tro 14 tir goi chung ctia “ché dan duong”, “ché hd trg nguoi khuyét tat”, “cho trg thinh”. Pay la
nhing cht ché duge huin luyén bai ban va chi nhitg con dugc chimg nhan béi cac t6 chirc do nha nudce

chi dinh m&i ¢6 thé tro thanh cho hd trg. Ngoai ra, ché hd trg duoc dam bao giit gin sach s& va duoc tiém

phong bénh dai, v.v...dinh ky.

b. Nghia vu chip nhén ché hd tro di cing

Theo phap luat Nhat Ban, ngay ca tai nhiing ctra hang an udng c6 nhiéu nguoi khong xac dinh thuong xuyé

n ra vao, ciing phdi c6 nghia vu chap nhan ché hé tro di cung.

¢. Xac nhan 1a cho hd tro

Cho dan duodng sé& co ddy dai (vong deo) mau tring hodc mau vang, cho hd tro ngudi khuyét tat va choé tro
thinh s& duoc hién thi ma sb chirng nhan hoic tén loai ché ho tro trén than 0. Ngoai ra, nguoi ding phai

mang theo gidy ching nhan.

Trudng hop cin x4ac nhan xem c6 phai chod hd trg hay khong khi viée quan 1y ché hd tro khong day du,

v.v... thi ¢d thé yéu cau nguoi st dung trinh gidy chung nhan, v.v...
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(5) (Dich vu) phuc vu thich hop
(D Phuc vu thirc dn nhanh chéng
Mon in dé ché bién xong phai dugc phuc vu ngay dé khach hang thudng thirc 1a mot yéu cau vo ciing quan

trong. Ly do khong chi 1a vi moén dn mai nau luén 1a ngon nhat ma con vi néu dé€ nguyén nhiét do moén an tir

10°C~60°C (ving nhiét do nguy hiém) thi vi khudn gy hai cho ngudi s& gia ting.

Thoi gian tiéu chuin cho khach thuéng thirc moén dn méi niu 1a trong vong 2 gio.

@ Vé viéc mang vé thurc an thira

Dung trén quan diém “phi pham” va phong tranh lang phi thirc an, mot sé khach hang s& mudn mang vé phan
thirc an con lai. Khong 1ang phi thuc phdm 14 viée 1am quan trong. Nhung néu dé thirc dn qua mot thoi gian dai
trong vung nhiét dé nguy hiém, vi khuén gy hai cho ngudi sé& sinh s6i. Nhirng ngudi da dn thire dn d6 c6 thé s&

bi ngd doc thuc phém.

Do d6, d6i v6i nhitng khach muén mang vé&, can phai quy dinh chinh sach va quy tic dbi ung phu hop tai cira ha
ng. Nho khach hang tuan theo nhiing quy tic d6. Néu c6 vin dé vé vé sinh, cin truyén dat cho khach hiéu viéc

khong thé mang vé.

® Vé viéc mua mang vé (takeout)
Mua mang vé 12 khai niém dé chi viéc khach khong an thirc dn da ché bién tai ctra tiém, ma mang thirc an ve.
Khi mua mang vé, can chil y dén nhimg viéc sau.

a. Viéc quan 1y nhiét d6 ciia mon dn mua mang vé phai nhu thé nao

Vi du: quan 1y & nhiét @6 10°C hodc thap hon, v.v...

b. Phai an mén dn mua mang vé trude luc nao

Vi du: hdy dung trong vong...gio, v.v...

Khi mua mang ve, di€u quan trong la phéi cung cap thong tin chinh xéc cho khach va nho khach lam dang theo
nhu vdy. Mua mang vé c6 moi lién quan dén viéc ban hang cua cura tiém, néu khong ban ding, khach hang cling

c6 kha ning bi ngd doc thuc pham nén phai hét stc cha y trong viée d6i tmg.
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(D Thuét ngit tiép khach co ban

(6) Thuat ngit tiép khach co ban va cach sir dung

Thuét ngi

Y nghia

Irasshaimase (Xin chao quy kha

ch)

L&i chao khi khach dén.

Arigatogozaimasu (Cam on quy
khach)

Arigatogozaimashita (Xin cam

on quy khach)

Lo1 chao khi khach vé. Hon nita, con 1a 161 chao ctiia khach doi véi nhan vién

clra hang khi d4 lam diéu gi d6 cho ho.

Taihen (R4t)

Omataseitashimashita (Xin 16i d

i dé quy khach doi)

Cau néi duoc sir dung khi dé khach doi mot cht.

Shitsureishimasu (Xin phép quy
khach)

Str dung khi nhan vién cira hang dén gan hoic khi roi di khoi chd ngdi ctia kha

ch.

Kashikomarimashita (T6i da

hiéu rdi a)

St dung khi tiép nhan yéu ciu, mong mudn, v.v... cia khach hang.

Osoreirimasu (Xin cam phién,

Xin cam on)

Loi néi thé hién 1ong biét on khi khach da lam diéu gi d6 cho nhén vién ciia

ctra hang. Ngoai ra, ciing st dung khi thé hién su xin 15i dén khach hang.

Moshiwakegozaimasen (Xin 15i)

Str dung khi xin 16i khach hang.

@ Cach dién dat thuat ngit hay sai

Dién dat sai

Dién dat dung

O ryori wa ijo de yoroshikatta deshoka

(Mon in quy khach goi dén day da duoc roi phai khong

a?)

O ryori wa ijo de yoroshii deshoka
(Mon in quy khach goi dén day duogc rdi phai khong

a?)

Omizunoho wa ikutsu omochishimashoka

(V& phia d6 udng quy khach muén ding bao nhiéu a?)

Omizu wa ikutsu omochishimashoka

(D6 udng quy khach mudn ding bao nhiéu a?)

Kochira ga reshito ni narimasu

(Pay s¢ 1a hoa don)

Kochira ga reshito degozaimasu

(Pay 1a hoa don a)

5.000 en kara Oazukarishimasu

(Chung t6i xin nhan tir 5.000 yén)

5.000 en Oazukarishimasu

(Chung t61 xin nhén 5.000 yén a)
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@ Nhing tir ngir khac can luu y

<Céach dung tir ngit d& gy hiéu 1am khi tiép khach - “Phin co ban”>

Tur ngir thong dung

Tir ngit ding dung khi tiép khach

Okyakusan, Otoko no hito, Onna no hito, Rojin (Khach

hang, dan 6ng, phu nir, nguoi gia)

Okyakusama, Dansei no kata, Josei no kata, Gonenpai
no kata

(Quy khach, quy 6ng, quy cd, vi khach 16n tudi)

Kodomosan, Ojisan, Obasan

(Tré em, chu/bac, cd/di)

Okosama, Gochunen no kata

(Quy co/cau bé, vi khach trung nién)

Issho no hito, Tsukai no hito, Yo no aru hito

(Nguoi di cung, nguoi st dung, nguoi co yéu cau)

Issho no kata, Otsukai no kata, Goyo no kata
(Vi khach di cung, vi khach str dung, vi khach ¢6 yéu

cau)

O hitori san, Oku san, Danna san

(Nguoi di mét minh, nguoi vo, ngudi chong)

Ohitorisama, Oku sama, Danna sama
(Vi khach di mét minh, vi khach 1a vg, vi khach 1a

chong)

Boku, Watashi, Wareware

(Tao, t6i, ching ta)

Watakushi, Watakushidomo

(T6i, chung t61)

Yofuku, Kutsu

(Quén 4o, giay dép)

Omeshimono, Ohakimono

(Trang phuc, giay dép)

Hai, sodesu

(Vang, dang vay)

Hai, sayodegozaimasu

(Vang, dng 1di a)

Hai, sodesu, soshimasu

(Vang, ding vay. Toi s€ lam nhu vay)

Hai, sosaseteitadakimasu

(Vang, t6i s€ lam nhu viy a)

Hai, shitteimasu

(Vang, t6i biét rdi)

Hai, zonjiageteorimasu

(Vang, t6i biét rdi a)

Nannin desuka

(Méy nguoi vay?)

Nan mei sama desuka

(Quy khach di miy nguoi a?)

Sumimasen, manin nan desu

(Xin 13i, cira hang d hét chd)

Moshiwakegozaimasen, manseki to natteorimasu

(Xin 151, ctra hang da hét chd rdi a)

Dono seki ga ii desuka

(Mubn ngdi & dau?)

Donoseki ni nasaimasuka

(Quy khach mubn ngdi & dau a?)
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Dore ga ii desuka

(Mubn an mén gi?)

Dochira ni nasaimasuka

(Quy khach mubn ding mén gi a?)

Kimarimashita?

(D3 quyét dinh xong chua?)

Okimari de gozaimasuka

(Quy khach da quyét dinh xong chura a?)

Ikutsu ni shimasuka

(Mubn sb lugng bao nhiéu?)

Oikutsu ni nasaimasuka

(Quy khach mubn s6 lugng bao nhiéu a?)

Aiko (cach goi dung riéng trong quan) desu ne

(Ca phé da nhi)

Aisu kohi de gozaimasu ne

(Ca phé da phai khong a)

Ima, nain desu

(Hién tai thi khong c6)

Moshiwakegozaimasen.(Xin 15i)
Tadaima, kiraseteorimasu.

(Hién tai chiing t6i da hét mon nay rdi a)
Kawarini...wa ikaga desuka

(Quy khach nghi sao néu thay bang mon ... a?)

Wakaranain desu Wakarikanemasuga
(Tbi khong biét) (T61 khong 1o nita a)
Wakarimashita Kashikomarimashita
(Tbi da biét roi) (T6i di hiéu rdi a)

Sumimasenn, dare desuka

(Xin 131, ai vay?)

Shitsurei desga, dochira sama desuka

(Xin tht 131, 1a vi khach nao vay a?)

Tencho wa inain desu ga

(Ctra hang truong khong co ¢ day)

Ainiku tencho wa fuzai desuga

(R4t tiéc cira hang trudng hién khong co & day)

Tencho ni itte okimasu

(T61 s€ ndi trudce véi ctra hang truong)

Tencho ni moshitsutaemasu

(Tbi s& truyén dat lai voi cira hang trudng a)

Kocchi kara denwashimasu

(T6i s& goi dién lai)

Kochira kara denwa saseteitadakimasu

(T6i xin phép goi dién lai a)

Ima, ikimasu

(Bay gio, toi s& di)

Tadaima, oukagaishimasu.

(Bay gio, toi sé di ngay a)

Mata kitekudasai

(Hiy dén lan nita nhé)
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Mata, okoshi kudasaimase.
(Quy khach hay dén lan nita nhé.)

Mata, otachiyori negaimasu




(R4t mong quy khach s& ghé lai 1an nita a)

* Nguon: theo “Huan luyén nganh dich vu khach hang” ctia Hitoshi Shimizu thudc nha xuét ban Nikkei BP

@ Phuc vu bang cach goi ¥

Phuc vu bang cach goi y 1a khai niém dé chi viéc dua ra goi y mdi cho khach v€ mon an, thirc uong, v.v... Bang ¢
ach dua ra goi y, khach hang s€ goi mon nhiéu hon, tac dong tich cyc dén doanh so6 ctra hang. Ngoai ra, néu kha

ch thuéng thirc va hai long mén da duoc goi y, thi mirc d hai long dbi véi cira hang ciing tang 1én.
Dé phuc vu bang cach goi ¥ thanh cong thi phai hiéu rd chinh x4c san pham cua cira hang. Va didu quan trong 1a
phai tich cuc chu dong goi y voi khach hang.
<Vi du vé phuc vu bang cach goi y>
+ Thuc don goi y ciia ngay hom nay 1a ... a.
+ Bita trua goi ¥ ciia ngay hdm nay 1a ... a.
- D6i v6i mén an nay, quy khach ding rugu Nhat ... s& rat pht hop. Quy khach thiy thé nao a?
» Bay gio, mon banh mi nudng di sin sang roi a. Quy khéach thiy thé nao a?

- Quy khach c6 thich ... khéng a? Hom nay, chung t6i c6 thé phuc vu ... twoi ngon méi duge danh bit budi

sang, quy khach thiy thé nao a? v.v...
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® Péi tng qua dién thoai

Dbi tmg qua dién thoai thi ca phia minh va d6i phuong déu khong thiy duge nét mit hodc trang thai ctia nhau.

Do d6, can phai chii y nhiéu hon 1a khi tiép khach ngay trudc mit. Dic biét, mot s6 khach s& phan doan danh gia

dua trén viéc d6i ung qua di¢n thoai ciia nhan vién ctra hang nén hay tra 161 mdt cach can than.

<Vi du vé d6i ung qua dién thoai>

Tinh hudng

Cach thure trng pho

Khi nhan dién thoai

113

.. 10 ... degozaimasu” (T6i la ... (tén ctia minh), ... (tén ctra hang) a)
Trudng hop chudng reo tir 3 14n trd 18n, trude hét phai noi cau

“Omataseitashimashita (Xin 16i di dé quy khach doi)”.

Khi nghe sy viéc

Vira nghe khach truyén dat vin d&, vira thé hién cho khach biét minh dang

ling nghe

Khi hoi d6i phuong

“Osoreirimasuga, ... wo oshieteitadakemasu deshoka?”” (Xin 16i, quy khach c6

thé cho chung t6i biét ... khong?)

Khi két noi dién thoai véi ai do

“...ni kawarimasunode, shosho omachikudasai” (T6i s€ chuyén may, vui long

doi trong gidy lat)

Khi cup dién thoai

Cho dbi phuong cap dién thoai. Sau khi dbi phuong cup dién thoai thi nhe nha

ng cup dién thoai ciia phia minh.

Truong hop khong thé tra 10i sy viée ciia khach (khong hiéu noi dung, khong thé tra 10i, v.v...) thi truyén dat 1y

do d6, hoi noi lién lac ctia khach va sy viéc dé ghi chi lai. Sau d6 nho cira hang trudng hodc ngudi phu trach dbi

ung (goi lai cho khach).
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2. Kién thurc vé thuc pham



(1) Di ting thyc pham
@ Di tng thuc pham la gi?
Dj tng thyc pham 14 viéc biéu hién mot phan tng di Gmg nao d6 sau khi di an thyc phdm c6 chia chit gay di
tmg. Vi du vé phan tmg dj ing 14 phat ban, budn nén, v.v... Dic biét, truong hop gip triéu chimg nghiém
trong ché“ing han nhu khoé thé, ha huyét ap, mét y thire, v.v... con goi la sbc phan v¢, co thé dan dén tu vong

néu Xt 1y cham tre.

Theo nghién ctru, nguoi bi di ing thyc pham & Nhat chiém 1~2% dan sb. Do tudi cang giam di thi ty 18 di tng

cang tang lén, khoang 10% tré so sinh dugc cho la s€ bi di tng mét loai thuc ph.'flrn nao do.

@ Biéu thi di tmg

Khéng c6 phwong phap chita trj di tmg thuc phidm hiéu qua. Didu quan trong can 1am 1a khong an thuc phim c
6 chura cac chét cho thdy phan tng di tmg. Do d6, quy dinh phép luat di ban hanh nghia vu phai c6 biéu thi tré
n cac loai thuc pham ché bién co chira cac chit d& gay phan tng di ting.

Nhirng thuc phim di tng phai c6 nghia vy biéu thi nhu sau.

<C6 nghia vu biéu thi trén thyuc phélm ché bién>

Nguyén vat lidu dic biét 7 mat hang Tring, stta, lia mi, kiéu mach, lac, tom, cua

Déi voi cac mén dn phuc vy tai cira hang dn udng thi khong co nghia vu phai biéu thi chét gy di ing co trong
mon an. Tuy nhién, théng tin khach bi di tng thuc phdm 1a rat quan trong. Vi vdy, didu quan trong 13 cac cira
hang 3n udng phai hiéu rd vé nguyén lidu dugc str dung cho mén an va c6 thé giai dap thic méc cua khach ha

ng.

Tuy nhién, néu cung cap thong tin sai c6 thé gay ra ric rdi 1n cho khach, vi vay néu khong thé giai dap thic

méc thi hily nhd ngudi phu trach cira hang giai dap thay cho minh.
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(2) Phuc vu ruou
D V& loai rugu tiéu biéu
a. Ruou G men

Ruou dugc ché tao nho tac dung 1én men ciia nam men.

Nhom chinh Loai chinh Nguyén liéu

Ruou vang Ruou vang dé, tréng Nho

Ruou vang sui tam

Ruou tir laa mach Bia, v.v... Lua mach, v.v...
Ruou trai cay Ruou tao (Cider) Téo, dao, v.v...
Ruou Nhat Ruou nguyén chét, rugu chua loc, v.v... |Gao
Ruou lao tiru Trung

Ruou Thiéu Hung, v.v... Gao, v.v...

Quéc

b. Ruou chung cit

Ruou da i men dugc chung cat thém va cé nong dé con twong doi cao.

Nhoém chinh

Loai chinh

Nguyén li¢u

Rugu manh Brandy

Ruou cognac, v.v...

Nho

mach, v.v...

Ruou Whisky Ruou Whisky mach nha, Lua mach, v.v...
Ruou pha tron Blend Whisky, v.v...
Ruou Gin Ruou Geneva, roeou London Gin, v.v.. |Lda mach, v.v...
Ruou Shochu khoai, rrgu Shochu lua
Ruou Shochu Khoai tay, lia mach, v.v...

@ Nhitng diém luu y khi phuc vu rugu

a. Nghiém cAm phuc vu ruou cho tré vi thanh nién (duéi 20 tudi)

Theo luét, nghiém cAm phuc vu rugu cho tré vi thanh nién (duoi 20 tuéi) Néu khong biét khach c6 phai |

a tré vi thanh nién hay khong, can xac nhan tudi bang chirng minh thu, v.v...
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b. Nghiém cAm phuc vu rugu cho nguoi dugc chi dinh 1ai xe, v.v...

Theo luit, nghiém cAm phuc vu rugu d6i v6i ca nhirng ngudi biét rang sé 14i xe (6 t6, xe dap, v.v...).
Trudng hop khach hang di theo nhom, phai xac nhan ngudi nao s& cAm vé ling. Néu kho ddi ung, hiy

nho nguoi chiu trach nhiém ¢ cua hang d6i tng thay minh, v.v...

* Nguoi cam vo lang

Ngudi cam v lang 1a dé chi nhitng ngudi khong udng rugu khi di xe 6 t6 dén cua hang an udng vdi ban
be.
SEhES

) N\

BERTRT
SuEtA

DPay chinh 1a huy hiéu dugc Hiép hoi an toan giao thong toan Nhat Ban ban hanh. Str dung huy hiéu nay,

v.v.., cling la mot cach dé xac nhan nguoi cam vo lang.

(3) Dinh dudng

Trong sb cac chat dinh dudng cé trong thie pham, c6 nhitng chit khong thé thiéu cho su sdng cua ching ta. B

6 1a 3 chét “protein, lipid va cacbon hydrat”, dugc goi 14 3 chit dinh dudng chinh. Ngoai ra con c¢6 thém 2

chat 1a “vitamin va khoang chit” nén con dugc goi 1a 5 chit dinh dudng chinh.

Dé tao ra mot co thé khoe manh, didu quan trong 13 phai can bang tét 5 chit dinh dudng chinh nay trong ché d

0 an udng hang ngay.

<5 chét dinh dudng chinh>

Tén chit dinh ) i ) .
Tac dung chinh dén co thé Thuc pham c¢6 chira nhi€u
dudng
, Thit, ca, trung, cac san phélm tir dau nanh,

Protein Tao nén co thé
V.V...

Lipid Tao nang lugng Bo, bo thuc vat, dau thuc vat, md thit, v.v...

Cacbon hydrat |Tao nang luong Com, banh mi, mi, khoai tay, v.v...

Vitamin Hoan thién tinh trang co thé Rau mau xanh va vang (rau mau xanh), trai ¢
dy, gan, V.v...
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) Tao xuong, rang, v.v..., hoan thi¢n tinh trang . ,
Khoang chat ) Rong bién, sira, cac san pham tir sita, v.v...
co the

(4) Vi giac

Vi giac 1a hwong vi ma con nguoi cam nhan duoc khi an thic an. Tuy mdi ngudi ma do manh trong cam nhan
vé huong vi khac nhau. Ngoai ra, tily vao tinh trang thé chat ma ¢ manh trong cam nhan vé huong vi ciing
thay d6i. Do do, khi phuc vu moén an, mét diéu cling quan trong la phai quan sat xem nguoi dung bira la nguoi

the nao, trang thai ra sao.

Loai Mon in tiéu biéu
Vi ngot Puong, s6 ¢o la, banh ngot, banh bao nhan ngot, v.v...
Viman Mudi, nuée tuong, miso, v.v...
Vi chua GiAm, 6 mai, chanh, budi v.v...
Vi cay Ca phé, bia, rau mui tay, 6t ngot, v.v...
Vingot thit (umami) |Nudc dung Konbu Dashi, ca bao Katsuobushi, v.v...

(5) ba dang héa mén an
D Halal

Halal c6 nghia 1a “dugc cho phép” theo Luat Hdi gido, dung dé chi nhitng mén an dugc cho phép theo dao

Hbi. Nguoc lai, "khong duoc cho phép" dugc goi 1a Haram.

Dao Hbi 1a 1 trong 3 ton gido 16n trén thé gidi va theo thdng ké thi sé luong ngudi Hoi gido dang theo ti
n ngudng dao Hoi trén thé gidi 1a 1,6 ty ngudi. Do sb lugng ngudi Hoi gido dén Nhat Ban ngay cang ti

ng lIén nén hay hiéu chinh xac Halal ma nguoi Hoi gido yéu cau.

@ Ngudi dn chay, v.v...

Thong thudng, nguoi an chay 1a dé chi “ngudi khong an thuc pham dong vat nhu thit va ca, v.v...”. Ngoai ra,
nguoi an chay hoan toan (nguoi khong an bat ky thuc pham nao lién quan dén dong vat nhu trimg hodc cac
san pham tir sita, v.v...) duoc goi 14 thuin chay. Ngudi dn chay va ngudi an thuan chay khac nhau vé ché d6 an

tuy thudc vao quan diém cta ho, nén di€u quan trong la xac nhan nhu cau cua khach dé biét cach doi timg.

Néu kho d6i tng, hiy nho ngudi chiu trach nhiém & cia hang dbi tmg thay minh, v.v...
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3. Kién thitc vé quan 1y cira hang



(1) Cong viéc chuan bi mé cua, dong cuira
@ Chuén bj mé cira
bé cung cép dich vu tt cho khach hang, viéc chuén bi cho hoat ddng kinh doanh cua cura hang la rat quan
trong. Nhitng viéc sau day 1a vi du vé viéc chudn bi mé cira. C6 rat nhiéu viéc phai lam nén hiy thuc hién mot
cach hiéu qua phdi hop véi cac cong viée dong cira s& duoc trinh bay tai @.
<Vi du cho viéc da sin sang dé mo cua>
+ Bai dau xe, khu vuc xung quanh 16i vao va bén trong ctra hang da dugc don dep vé sinh.
+ Nha v¢ sinh da dugc don dep vé sinh va dd dung nhu giéy vé sinh, v.v... d duoc chuén bi déy du.
» Chén bat, d6 ding, ly va nudc da, v.v... di duoc chudn bi vé6i s6 lugng dy di co thé dap tng trong
thoi gian cao diém. Hon nita, nhitng d6 d6 da duoc sang loc va sip xép dang noi quy dinh.
- Bén trong b gia vi (bd dung cac loai gia vi khac nhau) da dugc chuan bi ddy du. Hon nita, nhiing bd
gia vi d6 da dugc dit dung noi quy dinh.
» Ban, ghé, v.v..., duoc sip xép ngay ngin, gon gang va dit ding vi tri.
- Néu d3 nhan dit chd trude, hay xac nhan ndi dung moén an voi nguoi phu trach mon an, hoac hoan tat
sdp xép ban.
- Tién 1& cAn dung da dugc bo vao may tinh tién. Ngoai ra, gidy dung ghi héa don, v.v... cling di duoc
chuin bi day du.

- Nhan vién can thiét da tap hop va x4c nhén timg vai trd phan cong.  V.v...

@ Coéng viéc dong ctra

Khi dén gitr dong cira va tit ca khach hang da roi khoi cira hang ciing chinh 14 lic thuc hién toan bo cac cong
viéc dé dong cira. Truong hop khach hang vAn con trong cira hang ngay ca khi di qua thoi gian déng cira, néu
tién hanh cac cong viéc dong cira ngay trudc mat khach chi vi dd qua thoi gian thi sé tao 4n tuong khong tdt
cho khach nén can phai chu ¥ cin than.
<Vi du vé cic cong viéc dong cira>

+ Don dgp v€ sinh trong ctra hang

* Don dgp nha v¢ sinh

+ Rira sach bd gia vi va thém gia vi méi

+ Pat ban, ghé, v.v... 0 dung vi tri

- Tinh toan doanh thu (d6i chiéu dir liéu ban hang, v.v...)
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» Xir Iy chat thai, v.v...

(2) Cong viéc don dep v€ sinh (ngoai trir nha bép)
(D Cht y don dep vé sinh
Ddi véi viee don dep vé sinh tai ctra hang an uéng, tuy theo khu vue ma tinh trang ban rat khac nhau. Chéng
han, khu vuc sach s& dé xir 1y thuc phém va khu vuc bi nhiém ban dé xir 1y nhitng dd ban. Do d9, diéu quan

trong 1a chia ra st dung cac cong cu lam sach tiy thudc vao noi sir dung (phong ngira nhidm bén thir cip va

nhiém ban chéo).

Ngoai ra, d6i khi can phai sir dung chat tay rira manh dé loai bo vét ban ctng dau. Khi str dung céc chét tay

rira nhu vay, can can than chu y cach xu ly.

@ Yéu cau co ban trong don dep v€ sinh
a. Trinh ty don dep vé sinh 14 tir trén xudng duéi

Bui ban hoac d6 do s€ roi tir trén xuong dudi. Nhat dinh phai don dep vé€ sinh tir cho cao, va cudi cung 1

a mat san.

b. Khong lam uét vét ban kho

Khéng ding khin uét lau truc tiép vao vét ban da kho. Dé loai bo vét ban c6 thé s& mat mot khoang thoi

gian.

c. Ngdm nuéce

Ngam nudc 1a cach thire bo d6 do vao thau chira nude 4m khoang 40°C cung véi chat tiy rira dé lam

cho vét bin bong ra va d& dang loai bé.

Neéu ngam chén com (dia com) vao trude trong nude am ¢ bon rira thi s€ dé dang loai bé com dinh trén

do.

d. Khong don dep v¢ sinh béng dung cu ban

Néu dung khan béan dé lau d6 ban thi s& khong thé lam sach dugc. Tuy mot s6 truong hop, bui ban trén
khin lau c6 thé dinh vao d6 dang lau (nhiém ban thir cip). Khong chi khin lau ma ca dung cu vé sinh cii

ng béan, vi vay hay lam sach mét 1an trude khi st dung.
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® Piém quan trong trong don dep vé sinh

a. Phai lién tuc, triét dé

Ngay ca chd khong thé thiy ciing khong dugc 1am qua loa. Néu lam qua loa mot 1an thi viéc don dep vé
sinh sau do sé rat vat va. Hon nita s& dan dén viéc sao nhang don dep vé sinh. Tét nhat 1a quyét dinh san
quy tic cong viéc don dep vé€ sinh hang tudn ché“ing han nhu don dep vé sinh chd nao, thoi gian khi nio,

tan suat bao nhiéu.

b. Thyc hién dudi goc do 1a khach hang

Hay don dep vé sinh véi suy nghi rang khi ban than minh vao mot cira hang dn udng, minh s& quan tim
dén chd nao. Va diéu quan trong 14 sau khi don dep vé sinh xong, phai ngdi ¢ nhidu chd khac nhau dé

kiém tra tinh trang don dep vé sinh.

Ngoai ra, hily bao quan giit gin ngay 1ap tirc néu nhan thiy vét son trén tham hodc vét rach nho trén gidy

dan tuong, v.v...

c. Duy tri don dep vé sinh = Su sach s€

Tai cac ctra hang 4n udng, diéu quan trong 1 phai nhan thirc ring "bit dau bang viéc don dep vé sinh va
két thuc bﬁng viéc don degp v€ sinh". Trang thai sach sé& luén dugc duy tri = doi hoi su sach sg. biéu na
y khong chi ngin ngira ngd doc thuc phdm, ma con giup khach hang thuéng thirc moén an trong mot moi
truong thoai mai. Vi dy, lam sach dinh ky bd loc may diéu hoa s& ngan ngira mui kho chiu va duy tri

nhiét d6 thich hop.

Hon nira, khong chi don dep vé sinh tai cac vi tri dung cho khach hang, ma con phai dinh ky don dep vé
sinh phong nghi ngoi, tu locker, v.v... cia nhan vién. Khong chi duy tri viéc quan ly vé sinh ctia chinh
nhan vién, ma con tao ra mot moi trudng twoi sang noi nhan vién c¢d thé tu hao lam viéc. Pay cling chi

nh 13 ngudn dong luc cung cip dich vu tét cho khach hang.
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(3) Kién thirc vé thanh toan bang tién mat va khong dung tién mit

Tai cac ctra hang & Nhat Ban, khoang 80% s6 tién dugc thanh toan déu bang tién mit (yén Nhat). Cach thirc
thanh toan khong dung tién mat 14 mot cach thanh toan ngoai tién mat, va van dugc sir dung khoang 20% tai
Nhat Ban. Tuy nhién, s6 khach hang thanh toan khong ding tién mat dang ngay cang ting 1én hang nam, dic

biét 1a ngudi nudc ngoai dén Nhat Ban thuong rat thich viéc thanh toan khong ding tién mit.

Do d96, hay luén nhé rﬁng khong chi cé cac loai déng yén Nhat Ban dang dugc luu hanh tai Nhat Ban, ma con

ca cac khoan thanh toan khong ding tién mit dién hinh.

@ Tién mit (yén Nhat)

<Tién gidy>

Loai Mat trudce Mait sau

To 10.000 yén

T 5.000 yén

L unnnu-ou,‘@‘ | : o
To 2.000 yén B % il I

‘Eﬁ"Hﬂ

To 1.000 yén

* Tién gidy duoc gidi thiéu ¢ day 1a tien mau nén c6 ghi chit " fLA" mau d6 va hai duong chéo mau do.

* Do t& 2.000 yén khong duge sir dung nhiéu & Nhat Ban, nén s& it thiy tai cac cira hang an udng.
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* Nguon: Tir trang web ctia Ngan hang Nhat Ban "Tién ngan hang va dong tién hién dang dwgc phat hanh"

<Tién xu>

Loai Mat trudce Mat sau

Pdng xu 500 yén

Dong xu 100 yén

Pdng xu 50 yén

DPong xu 10 yén

DPong xu 5 yén

Pong xu 1 yén

* Nguodn: Tir trang web ctia Ngan hang Nhat Ban "Tién ngan hang va dong tién hién dang duoc phat hanh"
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@ Cach thic thanh toan khong dung tién mat dién hinh

Chi tra bang cach thanh toan khong ding tién mit c6 thé thuc hién rat don gian va dé dang, vi vdy ma cach sir

dung nay dang ngay cang tang 1én hang nam. Ngoai ra, di véi cira hang ciing tiét kiém dugc thoi gian giao

dich tién mat va quan Iy tién ban hang, gop phan higu suat héa hoat dong kinh doanh ciia cira hang.

Céch thirc thanh toan khong ding tién mit dién hinh nhu sau.

Loai Cac loai thé chinh bic trung
Thé tin dung VISA, MasterCard v.v... i .
+ Co thé sur dung trong nhi€u ctra hang
* Phuong thirc tra sau
Thé ghi ng Céc loai ngén hang - Néu sir dung s& bi ghi no ngay lap

tuc tur tai khoan ngan hang ma minh d

ang sé hiru

Tién dién tir

Suica, nanaco, WAON, Rakuten Edy v.v...

» C6 cac loai str dung cho hé thng

giao thong, hé théng thuong mai, v.v...

- Kiéu nap thé

Thanh toan bing mi QR

LINE Pay, Rakuten pay, Origami v.v...

- Hién thi md QR trén dién thoai thd
ng minh va quét ma dé trén thiét b
cua ctra hang. Hodc 1a, dung dién thoai
thong minh quét ma QR do ctra hang

phat hanh va tién hanh thanh toan

» Co ché don gian va d& dang

Theo céc cach ndy, c6 nhidu loai thanh toan khong dung tién mat. D& xir Iy tuong tmg véi timg loai, cAn phai

mua mot thiét bj chuyén dung hodc ky hop dong véi cong ty thé. Hay xac nhin xem cira hang cuia minh dang

hd tro thanh toan khong dung tién mat loai nao.
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4. Kién thirc vé xur 1y than phién



(1) Xt 1y than phién cta khach hang

(D Quan diém co ban doi véi than phién

Than phién xay ra khi c6 sy khong hai 1ong nho & khach hang, tim trang buc bdi, khong thoai mai vuot qua kha

nang khach hang c6 thé chip nhin dugc. Va khi phat sinh than phién, d6i khi 14 do c6 diéu khong hai long hodc

buc bdi nhé trude dé. Vi vy, diéu quan trong 1a phai hidu chinh x4c va dap tng nhitng gi khach hang cam thay

khong hai long.

@ Vi du vé trinh ty xir 1y than phién

Phat sinh than phién

!

Léng nghe cén than

nhing than phién cia

khach hang
Xin 15i ngay lap tirc néu 14 18i ctia ban than, Trudng hop ban than khong thé tw phan doén
16i cua cira hang
v
Bao cao ngay cho nguoi phu trach Bao voi khach hang "T6i s€ goi nguoi phu trach"
v l
Ngudi phu trach xin 13i 14n nita Bao cao ngay cho nguoi phu trach
l v
Ban than dimg bén canh ciing phai xin 15i Ngudi phu trach xac nhan ndi dung than phién
v
Nguoi phu trach phan doan va xtr 1y

\4

A 4

Tuy theo ndi dung ma ban than ciling cung

xin 101 n€u can

Trudng hop tam trang khach cam thay
khéng hai long

) I
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Can nhéc thay ddi cach thirc xtr 1y

Tuy thude vao ndi dung, khi kha

ch hang ra vé, xin 101 khach lan

nira cung voi nguoi phu trach
v

Thay ddi nguoi Thay ddi dia d Thay ddi thoi

xu ly iém xur 1y gian xtr ly

* Ngudn: theo “Huén luyén nganh dich vu khach hang” cua Hitoshi Shimizu thudc nha xuét ban Nikkei BP

(2) Xt Iy khi xay ra lan di vat
D Di vat 1a gi?
V& co ban, di vat 1a nhitng thtr khong duoc 1an vao thuc phém. Vi du: toc, manh nhya, d4, con trung, v.v... Ngoai

ra, trong nhimg nim gan day, mot sd thanh phan nhu xwong c4, xwong thit, v.v... ciing dugc khach hang xem 1a

di vét va c6 thé bi than phién.
Néu di vat ctig 1n vao thyc pham, khach hang an phai di vat d6 c6 thé bi thwong bén trong miéng. Ngoai ra,
nhitng vét khong vé sinh khi vio co thé khach c6 thé gay ngd doc thuc pham.
<Cac loai di vat>
a. Di vat cung

Di vat ¢6 d6 cung : Manh nhya, manh thuy tinh, manh kim loai, da, v.v...

b. Di vat mém

Di vat ¢6 d0 mém : Con trung, toc, mau nylon, mau giay, v.v...

@ Xir Iy khi xay ra 1an di vat

<Vi du cu thé>

Mot khach hang da an phan nira moén an va phan nan rang "moén an ¢6 ¢on trung lan vao".

Nhén vién sé xac nhan hién vat, va sau khi da xac nhan c6 di vat thi phai néi: "Xin 101 quy khach, chiing t6i

s€ lam lai ngay", v.v..., vd mang mon an ¢o lan di vat di.

v




Viéc 1am lai ngay, 1am nhu thé nao thi phai theo sy dong y ctia khach hang. Vé viéc nhéan s tién moén an

hay nhu thé nio, thi phai trao doi riéng voi ngudi phy trach clia cira hang, v.v...

v

Bao cao viéc lan di vat cho nguoi phu trach ctra hang, v.v..., d€ cung nhau xin 101 khach hang.

v

Mang mon dn ¢6 lan di vat vao nha bép, cho ngudi phu trach ché bién va ngudi phu trach cia cira hang

xem dé gia dinh nguyén nhan.

* Cach xtr 1y nay ciing chi don thuan 1a mot vi du. Néu cira hang c6 quy dinh xir 1y, hdy lam theo quy dinh dé.

® Piém quan trong trong viéc ngin ngira di vt 1an vao (ngoai trir nha bép)
a. Khong dé ctra ¢ tinh trang mé hé
b. Nhit ngay rac bi roi xudng san
c. Sau khi x4c nhdn rang ¢ con tring trong cira hang, nhanh chéng bét ngay va tim nguyén nhan phat sinh
coOn trung
d. Lam sach dinh ky b0 loc, v.v... may diéu hoa khong khi
e. Khong sir dung kep, bam kim, bt chi, v.v... gan thuc phim

f. Dién mao gon gang, chin chu, v.v....
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5. Kién thirec vé€ xur 1y khan cap



(1) Xtr 1y khi khach hang roi vao trang thai sirc khoé khong tot

Tai cac cira hang an udng, dii 1a nguyén nhan do cira hang hay khong van s& c¢6 truong hop khach dang ding bita
thi trang thai co thé dot nhién bi bat on. Tly mot sd truong hop ma cé thé lién quan dén tinh mang ctia khach ha

ng, nén hay giir binh tinh va xtr ly thich hop.

( Trudng hop dién hinh va cach xu 1y chinh

Triéu ching Céch xtr Iy chu yéu

+ Cung cap nudc uong va hudng dan cho co6 thé nghi ngoi yén tinh néu co.

Cam thay khong khoe y

* Huéng dan nha v¢ sinh, v.v...

- Cung cp nudc udng, néu khach hang bi ban thi cung cép ca khin sach

« Khi xtr Iy chét non, do c6 thé ¢6 vi rat, nén hay don dep vé sinh b?mg dung
Noén cu chuyén dung (tap dé, ging tay, gié lau, v.v...), va sau cung 13 khir tring,

V.V...

* Ngoai trir trudng hop nén do udng ruou

» Néu 1a tinh trang c6 thé ho, hiy dé cho khach ho

i - Danh manh va nhanh 4~5 14n vao lung phin xung quanh xuong vai
Nghen thirc &n & cd hong
» Trudng hop khong thé 1ay thirc dn bi nghen, truong hop dang dan mat y

thirc, hdly goi xe cap ciru ngay lap tuc, v.v...

» Cung cap nudc udng va huéng din chd cé thé nghi ngoi yén tinh néu co.

- Dic biét, néu 1a tré nho, khong duoc dé tré mot minh trong mot khoang thoi
Co phan trng di ung (da do, phat |
glan
ban, v.v...)

« Trudng hop cho thdy phan tng di ing manh nhu khé tho, hdy goi xe cip

cuu ngay lap tic, v.v...
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(2) Xur ly khi xay ra tham hoa

Nhat Béan 13 nudce c6 nhiéu tham hoa thién tai nhu dong dét, v.v... Gan day thuong xay ra nhiéu tran lut do mua
16n nhu bdo, mua du kich, v.v... Ngoai ra, tai cac cira hang 3n udng thuong c6 kha ning gy ra hoa hoan do sit

dung lira.

Trong truong hop xay ra tham hoa, trudc ti€n phai dam bao su an toan cua chinh ban than minh, nhung sau khi d

i thue hién dugc diéu do, diéu quan trong la phai dam bao su an toan ctia khach hang.

@ Truong hop mot tran dong dat nghiém trong xay ra

a. Trude hét, dam bao an toan cua ban than minh. Hay nip dudi gdm ban dé bao vé ban than khoi nhiing

vat roi.

b. Sau khi dd dam bao an toan cua chinh ban than minh, x4ac nhén tinh trang cta khach hang, va huéng dan

bang giong to dé ho nip dudi gdm ban, v.v...

c. Sau khi tran dong dat giam dan, x4c nhan tinh trang xung quanh, néu c6 thé dam bao an toan thi cho kha

ch so tan (dja diém, cach thirc so tan phai quy dinh sén tai ctra hang).

d. Truong hop cira hang c6 kha ning xay ra thiét hai do song than, huéng din cho khach dén chd so tan

nhu trén ddi, v.v... (dia diém, cach thirc so tan phai quy dinh sin tai cira hang).

@ Trudng hop hoéa hoan xay ra

a. Sau khi x4c nhin hoéa hoan di xay ra, théng bao viéc hoa hoan da xay ra cho khach hang biét bang giong

n6i to (nhan chudng khén cip, v.v...).

b. Xtr 1y theo vai tro dugc quy dinh trudc tai cira hang (Vi du: nguoi chira chay, nguoi cho khach di so tan,

V.V...)

c. Nguoi chita chay phai nhanh chong xt 1y bang binh chita chay. Tuy nhién, néu dam chay c6 dién bién kh

ong ngimg, ching han nhu lira lan dén trin nha, hiy so tan ngay lap tirc.

d. Nhirng ngudi cho khach hang so tan s& hudng dan dudng di so tan bang giong ndi to va hudng dan kha

ch hang cui thip nguoi hét sire c6 thé.

e. Sau khi dé so tan tam thoi, tuyét ddi khong tré lai phia c6 ngudn ltira. Ngoai ra, luu ¥ dé khach khong tre

lai ctra hang.
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<Loi kée>

Vao thoi diém bién soan tai liéu “Téng quan vé tiép khach”, Hiép héi Dich vu Thyc ph.'?lrn Nhat Ban da téng hop lai
tai liéu voi sy hop téc cua cac doanh nghiép dich vu n udng, doan thé lién quan dén nganh dich vy n ubng va nhiing

ngudi giau kién thire va kinh nghiém.

Chuing t6i chan thanh cam on cac bén lién quan da hop tac gitp d& chung t6i bién soan tai li€u nay.

Théang 3 nam 2019

Hiép hoi Dich vu Thue phém Nhat Ban



(Muyc luu y)

[Ban quyén]
Ban quyén cuia “Tai liéu dao tao Ky thi do luong k¥ niang nganh dich vy n ung” thudc vé Higp hoi
Dich vu Thuc phim Nhat Ban (Sau day goi 13 “Hiép hoi™.).
Trong noi dung cua tai liéu ndy, nhirng ndi dung thudc quyén so hiru cua bén thir ba ¢ thé s& biéu thi
va dé cap dén quyén so hiru cia bén thir ba mot cach truc tiép hoac gian tiép bang cach ghi rd nguon
tham khao, v.v... sau khi dd nhan duoc su ddng y cua bén tha ba, vi vay, vui long hiéu rd trach nhiém

clia ngudi st dung néu ban st dung tai liéu nay.

[Lién kéf]
Khong can phai xin phép hoac lién lac khi lién két, tuy nhién, khi thiét lap lién két, vui long chi rd 1a

lién két dén “Trang chu ciia Hiép hoi Dich vy Thuc pham Nhat Ban”.

[Ghi nguon tham khao]
Vui long ghi rd ngudn tham khao khi str dung ngi dung cua tai ligu nay.
Trong trudng hop bién tap/chinh sira, v.v... ndi dung trong tai liéu nay dé sir dung, vui long ghi 1a da
bién tap/chinh sira, v.v... tch riéng vai nguon tham khao trén. Ngoai ra, khong dugc cong bd/str dung

thong tin da dwoc bién tap/chinh sira gidng nhu thé chinh Hiép hoi da soan thao thong tin do.

[Mién trach nhiém]
Hiép hoi s& khong chiu bét ky trach nhiém nao déi véi toan bo céc hanh vi sir dung noi dung tai lidu
nay cta ngudi dung (bao gom ca hanh vi sir dung thong tin da bién tap/chinh sira, v.v... tir ndi dung
cua tai liéu nay).

Noi dung cua tai liéu nay c6 thé duoc thay ddi, chuyén giao hozc huy bo, v.v... ma khéng can béo trudc.



	190415修正済【接客全般】VNテキスト
	190415【接客全般】VNテキスト
	はじめに
	目次
	中表紙
	1
	中表紙
	2
	中表紙
	3
	中表紙
	4
	中表紙
	5
	おわりに
	190307【注意事項】VNテキスト
	190307【衛生管理】VNテキスト





