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Muoi loai ca phe.
Nhan vién nao ciing nén phan biét dugc.
Tai lieu training cho doi ngu phuc vu

*

01 - MOT VI KHACH KHONG GOI CA PHE
C6 mét vi khach trong bira sang, ngdi xuéng, va khéng goi ca phé.

Khoéng phai vi ho khéng thich ca phé. Ma vi ca phé & day néng quéa, dam qud, ngot sita dac qua.
Khéng hop véi ho. Va trwéc nay, khdng ai thiét ké d6 udng cho ngudi ay ca.

Cold brew ra doi tir chd do. U lanh nhiéu gior, khéng dung nhiét, nén diu hon, it gat hon, vira dd cho
nguoi khéng quen vi dam.

N6 cé mat & day khdng phai vi dang thinh hanh, ma vi cé mot vi khach ma khong ai khac thiét ké cho.
Hay dé y dén vi khach ma khong ai khac thiét ké cho, va hay thiét ké cho ho.

Va mét khi da nght nhu vay, thi viéc phan biét dwgc mudi loai ca phé khéng con la chuyén thudc bai.
N6 la cach minh nhin ra ngw@i dang ngoi treéc mat.

02 - Vi SAO CAN BIET
Why This Matters

Khach quéc té goi ca phé bang tén ctia ho. Cappuccino, flat white, long black. Néu ngudi phuc vu
khdng phan biét dwoc, khach phai gidi thich lai, va cdm giac dwgc cham s6c mét di ngay & cau dau
tién. Muwoi loai dwéi day phi gan hét nhitng gi khach sé goi.

03 - MUO'l LOAI

The Ten

Tam loai dau déu pha bang may va déu béat dau tir espresso, khac nhau & chd thém gi vao va thém
bao nhiéu. Hai loai cudi khéng dung may, pha thi céng.

1- ESPRESSO

Ca phé nguyén ban, chiét xuat dwdi ap suat, mét ngum nhdé, dam dac, cé I&p crema mau nau vang &
trén.

2 - AMERICANO

Espresso rét trede, roi thém nwdc ndng. Lép crema bi pha, vi diu va tron hon. La ca phé den, khong
stra. Khach Han Qudc goi loai nay nhiéu nhat, va phan I6n goi da, ké ca troi lanh.

3 - LONG BLACK

Nwéc ndng rot triedrce, roi rét espresso Ién trén. Cung hai nguyén liéu nhu americano, nhuwng nguoc
th tw nén gitr dwoc I&¢p crema, mui thom néi hon va vi dam hon. Bay la cach goi ciia Uc va New
Zealand cho ca phé den.

4 - CAPPUCCINO

Ba phan bang nhau: espresso, sitta néng, va bot stra. L&p bot day, uéng thdy nhe va xop.

5- LATTE
Nhiéu stra hon cappuccino, I1&p bot méng. Bay la loai diu nhat, hgp v&i khach khéng quen vi ca phé
dam.
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6 - FLAT WHITE
Espresso voi stra nong va mot I6p bot rdt mong. it stba hon latte, nén vi ca phé ré hon. Loai nay ra doi
& Uc va New Zealand gitra thap nién 1980, va dén nay van la do udng dac tring clia vang do.

7 - MACCHIATO
Espresso duwoc danh dau bang mét chit stba hodc bot sira. Dam, gan véi espresso hon la vai latte.

8 - MOCHA
Espresso v@i sira va so co la. Ngot nhat trong nhém, thwdng la Iva chon clia khach tré va tré em lén.

9 - COLD BREW

Loai dau tién khdong pha bang may. Ca phé 0 lanh nhiéu gi®r, khéng dung nhiét, khéng dung ap suét. Vi
diu, it chua, it ddng gat. Udng mat va dé chiu.

10 - CA PHE SU’A DA VA CA PHE DEN PA

Loai thr hai khéng pha bang may. Ca phé ctia chinh minh, va gan nhuw khach quéc té nao dén Hoi An
cling thtr mét 1an. Pha bang phin, nwéc nhd giot cham qua bot ca phé, khéng ding ap suét. Hat diing
chti yéu la robusta. Robusta cé lvgng caffeine cao hon arabica khoang gap doi, it chua hon, than vi
day va dang rd. Cong vai viéc phin dung nhiéu bdt hon, mét ly phin day di thuong twong dwong
khoang hai dén ba shot espresso vé téng lwvgng caffeine.

Stra ddc khong phai d€é cho ngot. N6 ra doi vi thoi trede Viét Nam it stra twoi, va né vira van dé can lai
vi dang gat cla robusta.

Khi khach héi cai nao manh hon: espresso dam dic hon néu tinh theo moéi ngum, con mot ly phin
nhiéu caffeine hon néu tinh ca ly. Khach uéng lan dau vao chiéu muoén thi nhac nhe mot cau.

04 - PIEU CHiINH THEO YEU CAU KHACH
Adjusting The Order

Ba cach khach hay yéu cau diéu chinh. Biét truvdc thi khdng phai chay vao héi bar.

PAM HON - THEM SHOT
» MO0t shot la mot 1an chiét xuat chuan. Double la hai, triple la ba.
- Double shot latte nghta la van ly latte d6 nhuwng dam gép doéi, KHONG phai ly to gdp doi.

= Khach chi néi muén dam hon: haéi lai muén thém shot hay muén bét sira, vi hai cach cho ra hai vi
khac nhau.

« Hay duoc goi thém shot nhat: latte, americano, long black. Riéng espresso thi goi double da la
chuan & nhiéu noi, nén hai lai thay vi mac dinh.

NHE HON - RISTRETTO
= Cung luvgng ca phé nhwng chi khoang nira lwgng nwéc, dirng chiét xudt soém.
- Vingot hon, sanh hon, it d&ng va it chua hon espresso.
- It nwéc hon chir khdng phai nhidu ca phé hon. Pay la chd hay bi nham.
KHONG CAFFEINE - DECAF
« Ca phé da tach phan Ién caffeine. Bat ky loai nao & trén cling lam dugc ban decaf.

- Khach goi decaf thuong cd ly do strc khde, dang mang thai, hoac uéng mudn trong ngay. Birng
hai vi sao, chi xac nhan lai moét cau cho chac.

- Decaf KHONG phai la khéng c6 caffeine. N6i la da tach phan I6n, dirng néi la khéng cé. Vi
nguoi tranh caffeine vi ly do y t€, khac biét dé la quan trong.

- Né&u nha minh chwa cé hat decaf, néi thing Ia hién chwa phuc vu duoc rdi goi y loai khac.
birng duwa ca phé thuwong cho khach goi decaf, ké ca mot ly.
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05 - BA CACH PHAN BIET NHANH
Three Quick Tests
Khong can nhé muwoi dinh nghia. Chi can ba cau hoi.

C6 sira khong. Khong sira: espresso, americano, long black, cold brew, ca phé den da. C6 sira:
nhirng loai con lai.

Sira nhiéu hay it. Nhiéu nhat la latte va mocha, it nhat la macchiato, & gitra la cappuccino va flat
white.

Néng hay lanh. Cold brew la loai khach hay goi khi tr&i néng, cac loai con lai déu phuc vu néng.
Americano hay long black. Cung nguyén liéu, khac thi tw rét. Khach goi tén nao thi lam ding
tén doé, dirng doi.

06 - KHI KHACH CHUA BIET GOI GI

When A Guest Is Unsure

Pay la ltc ngudi phuc vu cé ich nhét. Blrng doc danh sach, hay héi mot cau roéi goi y mét loai.
Khach néi mudn nhe, khong quen ca phé dam: mai latte, hoac cold brew néu troi ndng.
Khach néi mudén dam, uéng nhanh: espresso hoac macchiato.

Khach Han Qudc: phan I&n goi americano, va thwong la americano da. Héi ludn néng hay da,
dirng doi khach noi.

Khach Uc, New Zealand: flat white [& d® uéng ctia chinh viing ho, goi y loai nay & an toan. Néu
ho goi ca phé den thi thuwdng néi long black.

Khach muén dam nhwng van cé siva: flat white.
Khach mudn ngot: mocha, hodc ca phé sira da néu khach muén th&r d6 uéng Viét.

Khach héi nén thir gi ctia Viét Nam: ca phé sita d&, nhung nhac tredc la dam hon ca phé ho
quen.

Khach néi ca phé & day nhat qua: mai thém mot shot trwdc khi doi sang loai khac.
Khach dang mang thai, hoéc goi ca phé vao budi t6i: co6 thé goi y ban decaf, néu nha minh cé.

Khdch khong can biét mudi loai. Ngudi phuc vu méi can.

07 - CAC NHOM KHACH PANG BIET
Guest Markets Worth Knowing
Khach quéc t€ & Hoi An dén tlr rdt nhiéu noi. Biét trudc qudc tich nao quen goi gi gilp phuc vu nhanh
hon va dung hon.
My: thuong thich mot coc ca phé Ién, ca phé pha loc hodc Americano, dac biét vao budi sang.
Y: thwdng thich espresso nhd, dam vi; cappuccino chil yéu duoc udng vao budi sang.

Phap: thwong thich ca phé don gian, cé hoac khong cé sira, dac biét vao bira sang hodc khi ngoi
tai quan café.

Uc: kha chu trong chét lvgng ca phé va thwong chon Flat White, Latte hodc Long Black.
Han Qudc: rat quen thudc véi Americano da va co thé uéng ngay ca trong thoi tiét lanh.

Nguyén tac chung cho nhan vién: qudc tich cho chiing ta mot goi y, khdng phai cau tra |oi. Tiee |a biét
quoc tich dé dyw doan nhu cau, nhwng luén héi khach trwée khi phuc vu.
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08 - CHUYEN ORDER PUNG, KHONG TAM SAO THAT BAN

Sai léch dé xay ra nhat khong phai & chd pha, ma & cho chuyén |1 khach cho quay bar. Khach noi “flat
white”, dirng dién giai thanh “latte it sira” khi goi vao bar. Goi dung tén loai, kém néng/da, kem ghi chu
néu co.

Ludén nhéc lai order vé&i khach tride khi rovi ban: “Da mét flat white néng, ding khéng a?”
Khi goi cho bar, n6i di ba phan: tén loai, néng/déa, ghi chu riéng.

09 - KHI KHACH HOI S’A THAY THE

NEu outlet co sira thay thé (oat milk, dau nanh...), gi¢i thiéu chi dong khi khach héi, khong can doi
khach hoi tén cu thé.

Khach héi stra thay thé: gi¢i thiéu loai dang cé, hoi ludn ndng hay da cting ldc.
Néu loai khach quen dung da hét: “Da hién quan tam hét [tén loai sira], anh/chj dung thi¥ [loai
khéac] duoc khéng a?” Ggiy ngay loai thay thé, khéng dé khach ch& hoac phai hdi lai bép truéc
mat.

10 - VIEC CAN LAM SAU KHI POC

What To Do Next

Tuw th&r phan biét ba loai d& nham nhét: cappuccino, latte, flat white.

Trong ca t&i, khi cé khach phan van, hay hdi mot cau réi goi y mét loai, thay vi dwa menu.
Trudc khi goi order vao bar, nhic lai véi khach mét 1an.

Ban nao chwa uéng cold brew clia nha minh thi nén thir mét 1an, dé néi bang cdm nhan that.

1nguoi-1ngay - 1% v
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