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TRUONG DAl HOC VAN LANG
PON VI: Khoa Du lich

PE THI VA PAP AN
THI KET THUC HQC PHAN
Hoc ky 2, nam hoc 2023-2024

I. Thong tin chung
Tén hoc phan: | Quan tri budng
M4 hoc phan: | 72HOSP40123 S6 tin chi: | 3
M4& nhém 16p hoc phan: | 232_71HOSP40123 01,02,03,04
Hinh thic thi: Trac nghiém két hep Tw luan Thoi gian lam bai: | 60 | phat
Thi sinh dwetc tham khdo tai li¢u: ] Cé Khéng

Céch thikc ndp bai phan tw luan (Giang vién ghi rd yéu cau):
- SV g8 truc tiép trén khung tra 1oi caa hé thdng thi;

1. Format dé thi

- Font: Times New Roman

- Size: 13

- Tén cac phuong an Iya chon: in hoa, in dam

- Khong str dung nhay chit/sé tu dong (numbering)

- Mac dinh phuong 4n ding ludn luén 1a Phuong an A ghi ANSWER: A

- Tong s6 cau hai thi:

- Quy udc dit tén file dé thi:

+ M4 hoc phan_Tén hoc phan_M4& nhém hoc phan_TNTL_De 1

+ M4 hoc phan_Tén hoc phan_M4& nhém hoc phan TNTL De 1 M3 dé& (Néu si# dung
nhiéu ma dé cho 1 lan thi).

I1. Cac yéu cau cia dé thi nham dap &ng CLO
(Phdn nay phdi phdi hop véi thdng tin tir dé cuong chi tiét cua hoc phan)

' ] Lay dir
Ky Hinh Trong so CLO Cau | biem | ligu do
hiéu Noi dung CLO thac trong thanh phan | héi | so lwong
CLO danh gia danh gia (%) thi so | toi da | mirc dat
PLO/PI
(1) 2 ©) (4) ®) | (6) ()
Dua ra cac quyét )
dinh vé t6 chuc, vi Trac
CLO1 {rf. vai tro, chic nghiem 25% 1-13 | 25 P12.3
nang, nhiém vu va
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cac hoat dong can
kiém tra, giam sét
cua nguoi quan ly
bo phan buong
trong doanh nghiép
kinh doanh khach
san.
Xac dinh cong tac
quan ly trong viéc
phuc Avu Izhbr}g, céE: CAu
nguyen tac giam sat 1.2
hoat dong, nhan su; s
poe CONE BIE SR | T luan 30% phan | 3 PI3.1
1ém tra, quan ly tai
san, vat tu trang tt-f
thibt bi va hang hoa luan
ctia b phan budng
phong khach san.
Xay dung ké hoach
kiém soét, quan ly Tréc
CLO 3 | nhan su va cac hoat o 20% 14-23 2 Pl16.1
dong cua bo phan nghiém
budng.
Giai quyét nhay
bén trong viéc giai
quyét céc van de, .y y
rai ro co thé xay ra rac -
trong q’ué trinh nghiém 15% 30 15 PI'7.2
cung cap dich vu
luu tra cho khach
hang.
Phat trién tinh than
ky luat — trach
nhiém trong cong £
CLOS | vieo, thai do chuan | _ 12C 10% -0 ] proa
muc va tinh than nghi¢m 35
hoc hoi, tu trau ddi
ban than.

CLO2

CLO4

Chu thich céc cot:

(1) Chi liét ké cac CLO duwoe danh gid bai dé thi két thic hoc phan (twong iing nhw da mé ta trong
de cuong chi tiét hoc phan). Luru y khong dua vao bang nay cac CLO khdng dung bai thi két thic hoc
phan dé danh gid (c6 mot s6 CLO duwoc bé tri danh gia bang bai kiém tra giira ky, danh gid qua dw
dn, do &n trong qué trinh hoc hay cac hinh thize ddnh gid qud trinh khéc chir khéng bo tri danh gid
bang bai thi két thic hoc phdn). Trieong hop mét sé CLO vira diegc bo tri danh gia qud trinh hay giira
ky vira dwoc bo tri danh gid két thuc hoc phan thi van dwa vdo cét (1)

(2) Néu ngi dung ciia CLO tuong ung.

(3) Hinh thirc kiém tra danh gid cé thé 1a: tric nghiém, tu ludn, due dn, dé an, vén dép, thuc hanh
trén may tinh, thuc hanh phong thi nghiém, béo cao, thuyét trinh, ..., phit hop véi néi dung ciia CLO
vamo ta trong dé cirong chi tiét hoc phan.

(4) Trong s mire dé quan trong cua tirng CLO trong dé thi két thic hoc phan do gidng vién ra dé
thi quy dinh (mang tinh tuong doi) trén co s6 Mikc d¢ quan trong cua tung CLO. Day la co s daé
phan phdi ty 1é % sé diém t6i da cho cdc cdu hoi thi ding dé danh gid cic CLO tuwong vng, bdo dam
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CLO quan trong hon thi dwoc danh gid véi diém so t6i da Ion hon. Cét (4) dimg dé hé tror cho cét
(6).

(5) Liét ké cac cau hai thi sé (Cau hdi so ... hodc tir cAu héi so... dén cau hdi sé...) ding dé kiem
tra nguoi hoc dat cac CLO twong ung.

(6) Ghi diém sé téi da cho méi cau héi hogc phan thi.

(7) Trong trwong hop ddy la hoc phan cét 16i - sir dung két qua danh gid CLO ciia hang twong ¥mg
trong bang d@é do luong danh gid mirc dg nguwoi hoc dat diroc PLOJPI - can liét ké ky hiéu PLO/PI c6
lién quan vao hang twong iing. Trong dé cwong chi tiét hoc phan ciing can mé td ré CLO twong iing
cua hoc phan nay sé duwoc sir dung 1am diz liéu dé do lwong ddanh gid cac PLO/PIL. Truwong hop hoc
phan khéng c6 CLO nao phuc vu Viéc do lwong danh gic mirc dat PLO/PI thi dé trong cot nay.

I11. N§i dung céu héi thi
Pé Thi Lan 1

PHAN TRAC NGHIEM (tong sé cau héi + thang diém tirng cau héi)

Cong tac quan 1y giai doan tién khach gom:

A. Quan ly khach tra phong, Quan 1y quy trinh db that lac va tim thdy “Lost & Found”,
Kiém tra cac hong hdc trang thiét bi caa phong dé béo khéach bdi thuong

B. Can giao tra tit ca cac do tam giir cia khach trong thoi gian luu tra, Quan Iy khéach tra
phong, Quén ly quy trinh d6 that lac va tim thay “Lost & Found”,

C. Kiém tra cac hong héc trang thiét bi ciia phong dé bao khach bdi thuong, Quan Iy quy
trinh do that lac va tim thiy “Lost & Found”, Thoi gian tra phong caa khach

D. Quan ly khéch tra phong, Quan 1y quy trinh d6 thét lac va tim thay “Lost & Found”.
ANSWER: A

Chiu trach nhiém chinh vé dich vu Room services la:
A. B0 phan F& B

B. B phan Housekeeping

C. B phan Ké toan

D. Ca FnB & Housekeeping

ANSWER: A

B6 phan budng phong thugc?
A. Front of the house

B. Back of the house

C. Front office

D. Back office

ANSWER: A

Bang kiém tra ciia nhan vién phuc vu phong 1a?

A. Room attendant’s check list
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B. Work order

C. Supervisor check list
D. Laurdry check list
ANSWER: A

Khi dit xe Trolley trugc cira phong khach can lvu y KHONG lam diéu gi?
A. B¢ xe giira hanh lang di lai

B. Bé quay lung xe hudng ra ngoai

C. Khong dat xe qué sat ctra hay tuong

D. Chan xe trudc cua phong

ANSWER: A

Theo TCVN khéch san 4 sao c6 bao nhiéu phong?
A. 50 dén 80 phong

B. 30 d&én 50 phong

C. 40 dén 60 phong

D. 40 dén 90 phong

ANSWER: A

Pau la cong viéc dinh ky cta bo phan phong?
A. Phun thudc diét cac sinh vat gay hai

B. Vé sinh phong

C. Hut byi hanh lang

D. V¢ sinh ban cong

ANSWER: A

Khéi lwu tra (Room Division) gdm bao nhiéu bo phan chinh?
A.2

B.3

C.4

D.5

ANSWER: A
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Quy trinh giat 1a 6 cho khach gom céac budc nao?

A. Nhén d6 ban => Kiém tra => Phan loai => Giat => Sdy => Ui => Kiém tra sau giit la=>
Xu ly => Tra dd

B. Nhan d6 ban => giat => siy => i => luu kho => phan loai => tra db

C. Nhan d6 ban => phan loai => giit => i => siy => tra db

D. Nhan d6 ban => phan loai => luu kho => ui => sy => tra do

ANSWER: A

Chia kh6a m¢ duoc tit ca cac ctra phong trong khach san, chi c6 tong giam déc hoic trudng
bo phan housekeeping git goi 1a?

A. Master keys

B. Housekeeping keys

C. Floor supervisor keys

D. Room keys

ANSWER: A

“Bao c4o lam phong” tiéng anh 1a gi?
A. Room attendant worksheet

B. Room list

C. Housekeeping supervisor report

D. Room assignment

ANSWER: A

OD la viét tat cua loai phong gi?

A. Phong c¢6 khéch luu tra chua don
B. Phong trong do

C. Phong c¢6 khach Iuu tra da don sach
D. Phong sua chira

ANSWER: A

Nguyén tic khi gb ciia vao phong khach la gi?
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A. G0 cira, xung danh 3 1an, mdi 1an cach nhau 5- 10 gidy

B. G0 ctra xong vao ngay

C. G0 cira, doi 1 phit rdi vao

D. G0 ctra khdng can xung danh
ANSWER: A

Ky hiéu phong tréng sach la gi?
A.VC

B. VR

C.VvD

D.OC

ANSWER: A

Phong VC khac phong VR chd nao?
A. Di duogc giam sat kiém tra lai

B. B3 dugc ban cho khach

C. Da stra chira xong

D. Khéng khac nhau

ANSWER: A

Thuat ngtr SLO la gi?

A. Phong khach ngu ngoai

B. Phong st dung noi bo

C. Phong khong dung duoc

D. Phong c6 khach dang ngu bén trong
ANSWER: A

Ky hiéu phong chuan bi tra phong la gi?
A.ED
B. VD
C.0C
D. SO
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ANSWER: A

Hay sap xép thir tw vu tién 1am phong:

BM-003

STT PHONG TINH TRANG GHI CHU
1 201 oD VIP
2 202 oD
3 203 VD Due in
4 204 oD DND
5 205 VD EA
A. 201.205.203.202.204.
B. 205.201.203.202.204.
C. 201.203.202.205.204.
D. 205.201.202.203.204
ANSWER: A
Hay sap xép thir tw vu tién lam phong:
STT PHONG TINH TRANG GHI CHU
1 301 oC
2 302 oC MUR
3 303 ED
4 304 VD
5 305 VC A
6 306 VD A

A. 305.302.306.301.303.304
B. 301.302.303.304.305.306
C. 302.303.301.306.305.304
D. 305.304.306.301.302.303
ANSWER: A
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Th tu 1am vé sinh céc thiét bi trong Bathroom?
A. Wash Basin — Bathtub — Toilet Bowl

B. Toilet Bowl — Bathtub — Wash Basin

C. Toilet Bowl — Wash Basin — Bathtub

D. Bathtub — Toilet Bown — Wash Basin
ANSWER: A

Trudce khi mang d6 vai cia khach di giat ban phai lam gi?

A. Kiém tra bill giat c6 chir ky cua khach, sb lugng, chat lwong, tai san dé quén
B. Khong lam gi ca

C. Kiém tra chit luong va s6 luong

D. Kiém tra chat luong, sb luong, tai san dé quén

ANSWER: A

Néu ban dang 1am phong ma nghe tiéng chudng béo chay. Ban s& lam gi?

A. Binh tinh, kiém tra b4o chay that hay gia roi thuc hién cac thao tac di tan theo quy dinh
B. Chay ra khoi khach san ngay

C. Thdng béo véi khach va di chuyén ra ngoai khach san

D. Khéng lam gi ca

ANSWER: A

Dinh muc lao dong (tiéu chuin ning suat lao dong) cta nhan vién don phong la gi?

A. Sb phong téi thiéu hoan thanh dugc trong 1 ca lam viéc
B. S6 cdng viéc duoc giao

C. Sb phong duoc giao

D. S6 gio lam viéc

ANSWER: A

Hé sb luu trit d6 vai trong khach san 1a bao nhiéu?
A.3

B. 4

C.5

D.2

ANSWER: A
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Thoi gian luu trir d6 6 gia tri caa khach dé quén la bao 1au?
A. 6 thang

B. 7 thang

C. 8 théang

D. 9 thang

ANSWER: A

Connecting room la phong gi?

A. Hai phong riéng biét co cura thdng nhau ¢ gitra phong
B. Hai phong lién ké

C. Hai phong gan ké

D. Hai phong tach biét

ANSWER: A

Muc dich chinh cta viéc ban giao sau ca lam viéc la gi?

A. Thong tin cho ca ké tiép nhiing cong viéc can tiép tuc thuc hién
B. Tra lai ddng phuc

C. Hop rut kinh nghiém

D. Lam sach cac dung cu don dep

ANSWER: A

Déi voi nhitng hang vai qua do, ta nén?

A. Tach riéng dé phan loai xir ly, tranh nhiém khuan
B. Bé chung véi hang vai do thudng

C. Bao cho giam sat

D. Huy

ANSWER: A

Tinh trang nao sau ddy giam sat khong can vao kiém tra phong
A. NNS

B. 000
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C.SLO
D.OC
ANSWER: A

Dau 14 vu diém cua ngudn tuyén dung noi bo?
A. Tiét kiém thoi gian

B. Giam hiéu trng gon séng

C. Trénh tinh trang chia bé phai

D. Ung vién c6 kién thuc tién tién

ANSWER: A

Kich thuéc giwong Single
A.1m2 x 2m
B.1m4 x 2m
C.1Im6 x 2m
D. 1Im8 x 2m
ANSWER: A

Pau 13 hang ton kho khong thé tai ché?

A. Vit tu lam sach

B. Hang vai

C. D6 cho khach muon
D. Thiét bi, may mdc
ANSWER: A

Chuan bj hang vai trong ca lam viéc dua vao dau?

A. S6 luong phong trong bang phan cong & tinh trang phong trong bang phan cong
B. Dwa vao so lugng dd trong kho

C. Dwa vao sb luong dd duoc phép dung

D. Dya vao sb luong d6 dugc cap phat

ANSWER: A

DND Ia bién bao gi?
A. Xin dirng 1am phién

B. Yéu cau lam phong
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C. Lay d6 giat
D. Yéu cau stra phong
ANSWER: A

Turndown service la dich vu gi?

A. Dich vy chinh trang phong budi téi
B. Dich vu bao thuc

C. Dich vu giat ui

D. Dich vu dua don tai sén bay
ANSWER: A

BM-003

PHAN TU LUAN (téng sé cau héi + thang diém tirng cau héi)

Cau héi 1: (1.5 diém)

Thai gian don phong tiéu chuén tai khach san VLU la 27 phat. Mot ca lam viéc cua nhan vién
don phong ca sang s bat dau tir 8n00 dén 16h00 s ¢ hop ban giao 10 phut maoi dau va cuoi
gio, nghi trua 45°. Tinh dinh mac lam viéc (tiéu chuan nang suat lao dong) danh cho nhan

vién don phong ca sang.
Cau héi 2: (1.5 diém)

Khéch san VLU gdm 50 phong:

Loai phong S6 lwong phong Loai giwvong
STD 20 1 Full
SDLX 15 1 Queen
LDLX 10 1 King, 1 Full

JRSUI 5 2 King

Tinh sb lugng hang vai can dung dé set up TRONG PHONG cho khach san VLU, biét:

- Tiéu chuén set up hang vai theo giwdng nhu sau:

Linen Requirement/ bed S6 lwong
Sheet 1
Duvet cover 1
Bed runner 1
Topper 1
Mattress protector 1
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- Tiéu chuan set up gbi theo givong nhu sau:

Pillow Requirements S6 lwong
Full 2 Super standard+ 2 Standard
Queen 2 Queen + 2 Standard

King 2 King + 2 Standard

- Tiéu chuan set up khin nhu sau:

Towel Requirements/ bed S6 lwong
Full 2 Bath Towel + 2 Hand Towel + 2 Face Towel + 2 Bathrobe
Queen 2 Bath Towel + 2 Hand Towel + 2 Face Towel + 2 Bathrobe
King 2 Bath Towel + 2 Hand Towel + 2 Face Towel + 2 Bathrobe
Bathmat 1/ toilet

PAP AN PHAN TU LUAN VA THANG PIEM

Phin cau héi | Noi dung dap an Thang diém | Ghi chi
I. Triac nghiém 7.0
Caul-35 | 0.2
Il. Tw luan 3.0
CaULl |l 1.5
Cau2 | 1.5
Piém tong 10.0

TP. Hé Chi Minh, ngay 05 thang 04 nam 2024

Nguoi duyét dé Giang vién ra dé
P
ThS. Nguyé&n Thi Ngoc Linh P6 Quang Huy
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