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TRUONG PAI HOC VAN LANG PAP AN KET THUC HQC PHAN
KHOA DU LICH Hoc ky: 211 Nam hoc: 2021 - 2022
M3 hoc phan: 7DL0460 Tén hoc phan: Nghiép vu diéu hanh du lich
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Thoi gian lam bai:  60.(phdt)
Hinh thirc thi: Tw luan

DAP AN DE LAN 2

Cau 1 (3 diém): Theo Anh/Chi phan tich chirc ning nhiém vu cia cic phong ban/b}
phén nghiép vu du lich trong co’ cau to hirc cia doanh nghiép lir hanh? Lién hé thuc
té tai doanh nghiép (Phong thi trwomg, phong dieu hanh, phong hwéng dan)?

Sinh vién can néu duoc:

Phong thi truong:

-Chure nang:

+La cau ndi gitra doanh nghiép Iir hanh véi khach du lich (0.25d)

+Pam bao ngudn khach cho doanh nghiép i hanh (0.25d)

-Nhiém vu:

+Tién hanh nghién ctru thi trudng va cung cap san pham phi hop voi yéu cau cua khach
hang (0.25d)

+Duy tri méi quan hé giita doanh nghiép voi khach hang, dam bao ngudn thong tin (0.25d)
Phong diéu hanh:

-Chure nang:

+La dau moi trién khai cong viéc trong doanh nghiép lir hanh (0.25d)

+Trién khai toan bo cong viéc diéu hanh nham dam béo thuc hién hop dong du lich (0.25d)
-Nhiém vu:

+Xay dyng chuong trinh du lich, lya chon va ky két hop dong véi nha cung cap dich vu
(0.25d)

+Theo ddi qua trinh thyc hién chuwong trinh du lich nhim dam bao chat lugng ctia chuong
trinh du lich (0.25d)

Phong huwéng din:

-Chirc nang:
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Pai dién cho DN lit hanh, d4p tmg yéu cu cta khach hang; Truc tiép hudng din va cham
soc khach du lich theo chuong trinh du lich (0.254)

-Nhiém vu:

Té chirc cac dich vu cung cip cho khach hang theo hop ddng du lich; Quang ba hinh anh
doanh nghiép, gioi thi¢u cac san pham du lich khac (0.25d)

Lién hé thue té tai doanh nghiép...(0,5d)

Cau 2 (3 diém): Anh/Chi hiy trinh bay quy trinh tour chit dong? Theo Anh/Chi nhirng
bwdc nao de xay ra riui ro gay Anh hwéng lén va vi sao?

Sinh vién can néu duoc:.
Vé quy trinh:

-Nhan ban giao tir sale hodc tién hanh 1én hd so doan sau khi sale (Néu diéu hanh kiém
sale) (0.254)

-Xéc nhan dat tour - vao danh sach . (0.25d)

-Nhan thanh toan — giao voucher xac nhan (0.25d)

- Confirm gan ngay khai hanh — ban giao cac thong tin luu y (0.25d)

-X4c nhan véi khach + Huéng dan vién don du khach theo danh sach (0.254)

-Theo db6i doan, xir Iy phat sinh trong tour (0.25d)

-HJ trg thanh quyét toan; HO tro sale, xac nhan va xur 1y phan hoi ctia khéach sau tour (0.254)
Cac budce ¢6 kha nang c6 rui ro cao:

-Nhan ban giao tir sale (Rui ro trong viéc thiéu thong tin khach, bo sot cac yéu cau dic
biét...) (0.25d)

-Ban giao thong tin, (Ban giao thiéu, ban giao thira, thong tin bi sai 1éch giita cac bd phan)
(0.254d)

-Theo dbi xir 1y, phat sinh trong tour (Bo sot thong tin, xtr Iy khong ti mi din dén thién
1éch..) (0.25d)

Vi sao?

Néu kiém tra khong k¥, cling c6 thé 1a so suat khi nhan ban giao s& dan t6i rui ro nhu thiéu
thong tin, vi du dia chi don khach, gio don,..S€ gay ra kho khan cho HDV khi don khach.
Hoic thira nhitng thong tin khong can thiét. Dac biét néu thong tin sai léch s€ dan téi hau
qua nghiém trong hon, vi dy: sai tén, sai ngay thang nam sinh, hay sai ca s ching minh
hay ho chiéu ciia khach neus phat hién khong kip thoi, hanh khach sé& k duoc 1én may bay ...
(0,5d)
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Cau 3 (4 diém): Anh/Chi hiy trinh bay quy trinh tour bi dong? Theo Anh/Chi nhirng
budc nao dé xiy ra gay anh hwdng lon trong quy trinh di€u hanh tour bi dong ? Lién
hé thue té tai doanh nghiép?

Quy trinh:

.-Nhan ban giao tir sale hodc tién hanh 1én hd so doan sau khi sale (Néu diéu hanh kiém
sale) (0.254d)

-X4c nhén tour cua khach dé ra soat lai dich vu thoa thuin can cung ung (0.254)

-Tiép nhan ban giao vé thay ddi phat sinh; (0.25d)

-Dit dich vu theo ho so va phat sinh thay doi duoc bao (0.25d)

-Ban giao xac nhan dich vu cho khach trudce khoi hanh; (0.25d)

-Ban giao ho so tour cho Huéng dan vién va nha cung tng (0.25d)

-Theo ddi, diéu hanh va xtr Iy phat sinh trong tour. (0.25d)

Sau khai hanh, nhan feedback ciia khach dé note va chuyén luu y t&i cac bo phan (0.25d)
-Hb trg ké toan trong thanh toan va luu hd so (0.25d)

Cac bwde rui ro lon:

-Nhan ban giao theo yéu cau cia doan (0.25d)

-Xtr 1y cac yéu cau, phat sinh, chinh stra chuong trinh (Bo sot yéu cau, phat sinh, chinh stra
chuong trinh khong dung theo yéu cau) (0.25d)

-Thoa thuan thong nhat V;é chuong trinh (Rui ro bé sot cac dich vu can diéu phdi, khong
luong duogc cac dich vu bd sung, dan dén sai lech khi thuc hién (0.254)

-Trao d6i voi khach vé phét sinh, luu ¥, thay doi trude khoi hanh (rii ro khi khong luu lai
chti  hodic khong x4c nhan vé&i khach dan téi phat sinh thiét hai vé sau) (0.254d)

Lién hé thu té tai doanh nghiép... (0,5d)
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