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KHU VU’'C NHA HANG
I. MUC PiCH

Tai liéu ndm trong bo tiéu chudn (SOP) van hanh nha hang nham dam bao giai quyét than phién
hiéu qua, cai thién dich vu va nang tam trai nghiém khach hang tai cong ty Baoz Group.

II. PHAM VI AP DUNG

Toan bd cac co s& kinh doanh 4m thwc thudc khéi van hanh trec thudc cong ty Baoz Group.
111 VIET TAT

KH: Khach hang

NVPV: Nhan vién phuc vu

BQL: Ban quan ly

TT: TS tredng

TC: Trwdng ca

NH: Nha hang

NCC: Nha cung cép

CSKH: Cham séc khach hang

BGD: Ban giam déc

I11. QUY PINH BAN HANH

- Tiéu chuin van hanh (SOP) khu vwc sanh (nha hang)

- Cac quy dinh, quy trinh van hanh da dwoc phé duyét.

IV. DANH MUC CHINH SACH HO TRO GIAI QUYET THAN PHIEN

1. TANG VOUCHER (c4p phét s6 lwong theo thang/ NH)

- Tang Voucher 40.000d - 200.000d - 500.000d (theo mtrc do don gian-nghiém trong)
2. GIAM GIA THEO HANG MU’C FOC (THE GIAM GIA-TC/ QL)

- Baoz 1 (3 triéu/ thang/ NH) Baoz 2 va Baoz 3 (1,5 triéu/ thang/ NH)

3. TANG MON

- Sai mén (néu 1216i NH), KH di dung, tuy theo tdm ly KH (KH dung luén hodc tdng mén cho KH)
- Tang mén trir vao hang mirc FOC ciia TC/QL

V. TUAN THU

- Chi Quan ly/ Trwéng ca dwoc dung thé FOC. T4t ca treong hop dung thé déu cé giai trinh va
chit ky ctia QL/TC vao s “Bdo cdo xi Iy than phién” dinh kém hod don da tdng/ giam

- Moi treomg hop phat hién st dung thé FOC sai muc dich, QL/TC sé& bi tich thu thé va hoan lai
s6 tién da st dung sai dong thoi l4p bién ban vi pham mitc d0 ndng

- Cap nhat vao s “Bdo cdo xir ly than phién” hang ngay va téng két bdo cdo hang tuan cho
BGD
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S6 “Bao cao xtr ly than phién”
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CACBUOC GIAI QUYET THAN PHIEN
BUOC TIEU CHUAN TIEP NHAN | BAO CAO LUU Y
1 -Tin vao vin dé khach dang gap phai Nhin vién | T6 trwdng | -Cht dong quan
TIN -Tin vao ban than c6 thé x Iy hodc dwa ra Trudng sat KH. Ho trg KH
TUONG | gidi phap cho KH ca | BN
-Tin vao BQL s& c6 cach xi Iy phi hop nhit Quinly | éngphong
va hai long KH dodan - d6 16i cho
KH
2 -Lang nghe chi dong, tip trung phan nan T8 trwdng | -Lang nghe cht
2 ; A 3 7 1kho Tary Nhan vién A
LANG cua} khac\h, carj lvuy k%long ,dlu«zc I}gat loi Trwbng dong
NGHE khach hang\de chcz khafh noi héty 5 -Tém thtlai ¢
-Giao tiép bang mat thé hién sy cdm thong chinh-phan hbi
-Hwéng ng ngwoi ndi “da, em nghe/em Quan Ly biing 1&i néi hoic
xin ghi nhan...” phi ngdn ngi
-Ldp lai chinh x4c, ngan gon than phién cla i Bl
KH = - 1w .Alln Eln
-B4o ngay v&i BQL dé c6 hwéng xt Iy / rg:lg: tiep hang
khic phuc
3 -Xin 16i nhung khéng véi nhan 16i - thé T& trwdng | -Xin 16i va khong
x i3 4 5 S gt Nhan vién tw ¥ nhan 15i ve
XIN LOI hién sw chdn thanh qua loi ndi Truwéng L;u};r;niﬁl oi ve
B ca P
“Da em xin 16i anh/chi, vi nhirng trai “Khong d 13i cho
nghiém khéng tét tai nha hang a, em xin QuanLy | KH, dbng nghiép

phép mang mén vao dé bép kiém tra ngay

n

a

“Da em xin 18i anh/chi, vi nhitng trai
nghiém khéng tét tai nha hang a, em béo
quan ly ngay a”

-Luén chd y bi€u cAm KH va thé hién sw
twong tac/ cam thong

-Sau khi x Iy tinh huéng (d6i mén, hodc
xt tinh mét tinh huéng nao d6), chd dong

hay cép trén

-Khéng d6 16i cho
hé théng

-Xin 16i KH ngay
ca khi biét dé la
16i ctia KH (thé
hién sy ton trong)
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xin 16i KH vi nhitng trai nghiém khong tot
hom nay
4 -X ly tinh huéng than phién theo mc do T6 trwdng -Xt 1y theo phan
XU LY VA va cip bic theo “phdn cdp xiv ly than Trwdne ca Truong ca | c4p than phién
ey | phién” 5 (g6p y, than phién
LAMHAL PR Quén Ly L o
LONG KH | -Cac chinh sach ho tro giai quyét than Quan Ly don gian, nghiém
phién KH theo phu luc tai muc IV trong)
-Cht y cac chinh
-Trwong hop da &p dung tit ca chinh sach sach hd tro KH va
hé tro KH vAn khong hai long- QL cht lam KH hai long
déng xin dé xudt tir KH
-U'u tién xtt ly ngay khi KH da dong y v&i
céc chinh tir nha hang (giai quyét than
phién)
5 -Cam on chan thanh vi nhitng gép y gia tri T6 trwdng -Chud dong cdm on
; ) idach
CAM ON tu:KH . . we v wwx. .| Truwdngca Truwéng KH Vl, Al
KH -Cam on vi KH da cho co hoi stra d6i 16i sai o hoi stra sai
va cai thién dich vu t6t hon trong cac Ian Quan Ly BT aa——
sau KH dén QALY | 30k va thé hién
thanh y thay déi
6 Ghi chép lai chi tiét than phién vao s& Quan Ly | Gidm déc | -Bdo cdo lai cdn
Z “Bdo Céo Xt Ly Than Phién” than cac buwéc da
CHEP gidi quyét cho KH
BAO CAO -Trudng hop nio

gidi quyét xong
déu bao lwu dé
lam bai tip tinh
huéng - dao tao
nhan vién
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BAQZ CONG TY TNHH BAOZ GROUP
GROUP CHI NHANH: VAN PHONG
BO PHAN: PHONG DAO TAO

) __TP. H3 Chi Minh, ngay 16 thdng 09 nam 2024,
LUU PO XU’ LY THAN PHIEN PON GIAN VA NGHIEM TRONG

TAI NHA HANG
BUGC NOI DUNG PHU TRACH GHI CHU
KHACH HANG THAN PHIEN TRUC'T 1EP TAL : 3
- " . NHAN VIEN
2 TIEP NHAN THONG TIN
TO TRUONG
3 TRUONG CA
QUANLY
4 AP NHAT BAO CAO HANG NGAY TRUGNG CA
GU'1BGH QUAN LY

LUU PO XU LY THAN PHIEN ONLINE (CAC KENH)

BUGC NOIDUNG PHU TRACH GHICHU
KHACHHANG THAN PHIEN THONG QUA CAC
1 KENH: FANPAGE, TIKTOK, INSTAGRAM, GOOGLE KHACH HANG
MAPS,FOOD APP, PHIEU DANH GIA...
i
) NHAP THONGTIN LEN LINK DRIVE NHAN VIEN
CSKH
l
v
3 QUANLY TRUCTIEP GIAI QUYET/ PHAN BG NHAN VIEN XU/ LY Tgﬁ‘zgi& It onani
+
4 CAP NHAT TRANG THAI & HUONG XU LY QUANLY  [Xirly trong ngdy
v
CSKH LIEN HE KHACH HANG KIEM TRA NHANVIEN [2U 213 ngéy khi Quany
: XEMMUC DO HAI LONG CUA KHACH csky |Henhékhch
T Téng qua (néu c6)
6 BAO CAO VA GHI NHAN THONG TIN TRONG LINK DRIVE NH%EIIX{IEN saukhi lién hé khdch
7 BAN GIAM BOC GIAM SAT & THEO DOI BGD
" BANGIAMPOC




