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Thuc hanh then chét ctia F&B Leader

Xin chao anh chi F&BM, RM, BM,

Trudce khi di vao tung dau viéc cu thé chiéu nay, chung ta cung nhin lai nhitng diéu ma moi F&B
Leader, du la Gidm déc Am thuc, Quan Iy Nha hang hay Quan ly Bar, cAn mang theo mdi ngay, truéc
khi buéc vao bat ky ca lam viéc nao.

01-NAM PIEU CAN MANG THEO MOI CA
Five Things to Carry Into Every Shift
+ Co s6 vat chat
+ Con nguoi
o Sdn pham
o Phuc vu & chdm soc khdch hang
+ Truyén thong & ban hding

Nam méng nay khong tach rgi nhau. Mot leader gioi 1a ngudi di qua tron ca nam mang mdi tuan, chir
khong chi gidi mot mang va bd quén bon mang con lai. Dudi day 1a nhiing diém cu thé chiing ta can
siét lai, bat dau tir mot khoang trong dang hién dién rat ro.

02 - CA SANG PANG THIEU NGUOI DAN DAT

The Missing Morning Shift

Quan sat gan day cho thdy phan 16n F&BM, RM, BM dang don thdi gian va su ¢6 mit vao ca chiéu,
ca tdi, trong khi ca sang gan nhu van hanh mot minh. Khach an sang, khach check-out s6m, khach
hop budi sang déu la nhing trai nghiém dang thiéu ngudi “diing mii chiu sao”.

Hay tu héi: trong bon tuan via qua, toi cd mat tai ca sing bao nhiéu lan? Néu doi sang truc ca sang
mot tuan, dieu gi sé khién t6i bat ngo?

Mbi leader chit ddng sip x€p lich dé co mat tai ca sang it nhat 1 dén 2 1an méi tuan, luan phién déu
gitra cac ca.

03 - SPOT CHECK: DUNG LAI VA HOI PUNG CAU
Spot Checks & Asking the Right Questions

bi ngang qua khu vuc lam viéc khong phai 1a kiém tra. Mot spot check thuc su la dung lai vai phtt,
quan sat, va dat cau hoi dé hiéu ban chat cong viéc ctia ca do, chit khong chi hoi “6n khong” roi di
tiép.

Vai cau hoi nén dung: “Ca nay hom nay c6 gi khac thudng so véi hom qua?”, “Ban nao, khach nao em
dang chu y nhat ltc nay, vi sao?”, “Mon nao dang ra chdm nhat hém nay?”, “Néu c6 mdt viéc em
muon anh/chi biét ngay bay gig, do la viéc gi?”
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04 - HAY PI TRON VEN 1 VONG

Walking the Full Floor

Ra soat co s& vat chat khong dung & khu vuc khach nhin thdy. Mot vong di tuan day da phai bao gdm
ca hau truong: bép, kho, khu vuc nhan vién, nha vé sinh nhan vién, 16i di ndi bo, nhitng noi khach
khong thdy nhung anh huéng tryc ti€p dén an toan, vé sinh va tinh than lam viéc.

Néu khdach hang di cung ngay bay gid, cd goc nao minh ngai cho ho nhin thdy khong? Thiét bi nao dang
xuong cdp ma minh biét nhung chua bdo cdo stta chia?

05 - GROOMING VA NHUNG CUOC TRO CHUYEN RIENG

Grooming & Monthly Conversations

Tac phong, grooming 1a diéu dau tién khach nhin thdy truéc khi mon an duge mang ra. Nhung quan
tam dén con ngudi khong ding & do, méi leader can danh thdi gian tro chuyén riéng véi timg nhan
su it nhdt mot 1an méi thang, dé 1Ang nghe tam tu, nguyén vong va mong mudn vé 10 trinh phat trién
ctia ho: diéu gi lam em vui nhat, diéu gi lam em mét moi nhat, sau thang t6i em mudn phat trién
theo huéng nao.

06 - MOI QUY MOT SAN PHAM MOI

A New Product, Every Quarter

Méi quy, bd phan can cht ddng cho ra it nhat mot sdn phdm mdéi: mon an, thitc udng, set menu, trai
nghiém. Pay khong chi la lam méi thuc don, ma la nguyén liéu song dé doi Marcom c6 ndi dung
quang cao, dung video ngan. Leader khong chd Marcom dé xuat, ma chit ddng mang san pham va
cau chuyén dén trudc.

07+ TRUYEN THONG KHONG PHAI VIEC RIENG CUA MARCOM

Communications Belong to Everyone

Leader can thudng xuyén doc review, doc bai dang va kiém tra chat lugng noi dung trén Facebook,
Instagram: xem hinh anh, céu chit c6 dng chat lugng va tinh than thuong hiéu khoéng, dong thoi
khuyén khich nhan vién cht dong tuong tac, chia sé cac bai vi€t ctia nha hang, ctia bar lén trang ca
nhan.

08 - DICH VU: HOI THAM 100%, KHONG BO SOT MOT BAN

Service: The 100% Check-in

File b4o cao tuan / ngay méi ctia bd phan Nha hang da bé sung mot yéu cau quan trong: leader va
supervisor phai hoéi tham 100% ban, 100% khach dang st dung dich vu trong ca. Bay khong phai tha
tuc hinh thiic, ma la cach chting ta chtt dong phat hién va xi Iy van dé truéc khi khach phai tu 1én
ti€ng, dong thai 1a co hoi khéo 1éo khai thac nhiing phan hoi tich cuc thanh review thét.

ELEGANCE HOSPITALITY GROUP - GIFT LEADERSHIP & CULTURE SERIES - 2



GIFT SERIES - THYC HANH THEN CHOT CUA F&B LEADER

09 - REVIEW DU NEN TANG: NHIEM VU MOI NGAY

Reviews Across Every Platform: A Daily Duty

Khai thac review khong phai viéc “khi nao ranh thi lam”, va khong chi dung lai 6 Google. Google
Maps la nén tang chung cho phan 16n khach, Tripadvisor 1a noi khach quéc té€ thuoéng tham khéo
tru6e khi dit phong, con DianPing (KR = ¥F) gan nhu la nén tang bat budc véi khach Trung Quoc.
Leader can nhan dién dung khach, ding nén tang phu hgp véi ho, chir khdong moi chung chung.

Péy la mot nhiém vu hing ngay véi chi tiéu ro rang: leader chit ddng nhén dién nhing khach c6 trai
nghiém tét qua vong hoi tham & Phan 08, va mai khach dé lai danh gia ngay tai thoi diém do, trén
dung nén tang khach quen dung.

Mot review c¢6 hinh dnh ludn cé siic nang hon nhiéu 1an mét review chi c6 chit. Vi vy, viéc quan
trong khong kém la chtt dong tao ra nhitng khoanh khéc, nhitng goc trinh bay mon an, khong gian,
chi tiét trang tri, dt dep va da bat ngd dé khach mudn rut dién thoai ra chup. Khi khach da mudn
chup, khach cling s€ mudn chia sé, va dé la lac mét 16i moi dé lai danh gia tré nén tu nhién nhat.

10 - BAN GIAO CA TRON VEN

A Complete Handover

Khong phai leader nao ciing c6 mat & moi ca, nhung thong tin thi phai c6 mat 6 moi ca. Cu6i mai ca,
ngudi phu trach can ban giao ro rang cho ca sau: ban nao dang c6 van dé chua xir Iy xong, khach
nao can duge cham soc ti€p, viéc gi con dang dé. Mot cau chuyén tot vé khach hang chi tron ven
khi né dugc ké lai day di cho ngudi ti€p theo, chit khong dung lai khi ca 1am viéc két thuc.

LOI KET
Closing Note

Mudi diéu ¢ trén déu xoay quanh mot diéu duy nhat: sy c6 mat that sy ctia ngudi leader, ¢ dang noi,
dung lac, voi dung su quan tam. Khong camera, khong thanh tra, khong ai diing canh: diéu déi nga
lam khi khong c6 ai nhin méi la van hoa thét ctia chtng ta.

Cam on anh chi da luén dong hanh va nd luc cung doi ngti méi ngay. Méi thay ddi nho anh chi tao
ra hom nay sé 1a nén tang cho mét dich vu tét hon ngay mai.

1nguodi-1ngay-1% ¢
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