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LOI CAM ON

T6i xin chan thanh gui 16i cam on dén don vi tiép nhan thuc tap - Cong Ty C6
Phan Du Lich CHAU THO. La sinh vién con ngdi tai ghé nha truong toi nhan thiy minh
con thiéu rat nhiéu kinh nghiém, kién thirc va cac dinh hudng cho cong viéc trong tuong
lai. Khéng ngan ngai trong viéc d6, Cong Ty di tao cho toi rat nhiéu co hoi dé toi co thé
tiép can nhanh chdng trong mdi truong lam viéc tai day. Hon thé nita, Cong Ty con 14 soi
day lién két giira kién thuc sach vo va cong viéc thuc té, nhat 1a sy hudng dan nhiét tinh
cia anh Nguyén Vian Khai (Tong Giam Ddc) da giup t6i hoan thanh t6t cong viéc dugc
giao.

Va cudi cing toi xin gui 101 cam on dén céc thay ¢d giang vién truong Pai Hoc
Hoa Sen. Xin chan thanh cam on cac thay c6 di tao diéu kién cho t6i khi ngdi tai ghé nha
truong cling nhu khi tiép x(c voi méi trudng doanh nghiép.

Xin chan thanh cam on!
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PANH GIA NHAN XET THUC TAP

Xac nhan cua cong ty thuc tap Chit ky ctia ngudi nhan xeét

TP.HCM, Ngay thadng nam 2013
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TRICH YEU

Ban la mot sinh vién, chic han ban ludn cé tam trang b ngd, lo ling khi dat
chan vao doanh nghiép. Chinh vi thé ma viéc thuc tap tai doanh nghiép ngay tir khi con
ngdi & ghé nha trudng 13 viec hét stc can thiét.

Vi muc dich mang lai cho minh sy nang dong tu tin hon trong céng viéc t6i da
tim cho minh mét cdng viéc phd hop véi nganh nghé ciia minh, dé 1a céng viée “Pat dich
vu” tai Céng Ty C6 Phan Du Lich Chau Thé. Céng viéc da giup t6i co co hoi duoc hoi
nhap véi doanh nghiép, tro thanh mot nhan vién thuc thy. Va quan trong hon hét 1a t6i da
tim ra dugc dinh hudng cdng viéc phu hgp véi ban than.
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NHAP PE

Truong Dai Hoc Hoa Sen 1 cai ndi ddo tao ra nhiéu sinh vién vu t cho rat nhiéu
nganh nghé & cac linh vyuc khac nhau. Sinh vién Hoa Sen luén dwgc cac doanh nghiép va
nha tuyén dung danh gia cao va biét dén la nhitg ngudi ludn ning dong, sang tao va tiép
can vai moi truong lam viéc kha nhanh.

L& mot sinh vién sau khi hoan tat 2 nim hoc tai truong Pai Hoc Hoa Sen, toi rat
may mén khi duoc nhan vao thyc tap tai Cong Ty C6 Phan Du Lich CHAU THO. Doanh
nghiép 1a mot noi c6 moi trudng 1am viéc rat tét. Chinh méi truong d6 da cho t6i co hoi
c6 dugc cai nhin chinh x4c hon vé kién thirc nghiép vu cia minh, 13 noi ma t6i duoc thu
stc voi ban than va van dung kién thac sach vo vao thyuc té. Bac biét 1a cac truong hop
kho khin dd giup cho toi rén luyén ban than minh va hoc hoi duoc nhiéu kinh nghiém.
Thuc tap tai doanh nghiép 1a nén tang cho t6i dé ti ¢ thém hanh trang cho nhitng ky hoc
tap tiép theo.

Dé thyuc hién dugc nhitng muc tiéu do, t6i da dat cho minh cac muc tiéu sau:
v Tiép can va hiéu rd vé linh vuc hoat dong va md hinh hoat dong cua cong ty.
v Hé thdng lai cac kién thirc da hoc théng qua qua trinh 1am viéc.

v' Tim ra cach lam viéc phl hop véi ban than dé c6 thé hoan thanh cong viéc hiéu
qua va dung thoi gian quy dinh.

v Giao tiép (tng xir dung dan vai cac dong nghiép va cap trén.
v' Pinh huéng dung dan cho cong viéc sau nay.

v Két hop giira kién thuc sin c6 va kinh nghiém trong qua trinh 1am viéc.
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I.  GIOI THIEU CONG TY CO PHAN DU LICH CHAU THO

1. Giéi thiéu so lwec vé cong ty.

aterGuffalotours.com

Indochina Premium Travel Services

CTY CO PHAN DU LICH CHAU THO

« Tén doanh nghiép: Cong Ty C6 Phan Du Lich CHAU THO
(CHAU THO TRAVEL J.S.C)
« Giam ddc: Ong Nguyén Vin Khai
« Dia chi: 84/7 Nguyén Thi Nhé, phuong 9, quan Tan Binh, TP.HCM
o Tel: (84 8) 3866 3558
« Giay phép kinh doanh 1t hanh quéc té s6: 79 - 060 TCDL-GPLHQT
o Website: www.waterbuffalotours.com
o Tax code: 0309530771
« Ngay thanh 1ap: 30/10/2009

&« C [ www.waterbuffalotours.com w0 SN

B'Aj Trang nay bang ‘ Tiéng Anh v \ Ban c6 mudn dich trang nay khong? ‘ Dich ‘ { Khdng ‘ ‘ Tuy chon v l X

/. +84972077778 khoin@waterbuffalotours.com

VIETNAM LAOS CAMBODIA TOURS HOTELS PROMOTIONS TESTIMONIALS CONTACT US ABOUT US

Tours of the month Responsible Travel

INSIDE MEKONG DELTA - 03 days MEKONG LOCAL FOR A DAY Find out about WaterBiffalo's commitment to

Highlights: Cao Dai Temple in Can Giuoc, Can Duoc local Highlights: Local people and their hospitality and daily responsible travel.
market, legumes nurseries, furniture... activities, Cao Dai Temple in Can.

Subscribe to Our Newsletter

Hinh 1: Website cua cong ty http://www.waterbuffalotours.com/
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Hinh 2: Mau Card cua cong ty.

10

——
| —



Truong Pai Hoc Hoa Sen Bdo cado thuc tap tot nghiép

2. Lich sir hinh thanh, chirc niing va nhiém vu.

Theo phong tuc cia mot sé nuéc Chau A, mdi mot nim s& c6 mot con vat dai
dién cho nam d6 twong tng vai 12 con giap. Theo do, cong ty chiung t6i dugc thanh lap
vao ndm 2009 14 nam cua con Trau Nugc. Chinh vi thé ma cai tén Water Buffalo (Trau
Nudc) duge ra doi trong niém dam mé cua nhitng ngudi thanh 1ap cong ty véi mong
mubn ca nhan hda viéc di du lich cia du khach dong thoi cling cung cap nhiing hanh
trinh va dich vu tt nhat cho khach hang. Cung vao thoi diém dé, viéc ra mat chinh thuc
Website http://www.waterbuffalotours.com/, ciing 1a mot diém nhan hét sic quan trong
trong viéc van hanh mot cdng ty dich vu du lich truc tuyén. Véi dbi twong hau hét 1a
ngudi nudc ngoai hoic Viét Kiéu co thé s dung tiéng Anh. Chung t6i luon dénh gia cao
cdng tac tiép thi bang cach truyén miéng chinh vi thé cong ty ludn cam két s& mang lai
nhitng dich vu tét nhat ma khach hang mong muén. Bén canh dé, viéc tiép thu cac nhan
Xét, gop Y tir phia khach hang dé phat trién ngay cang manh mé céc san pham doc dao sé
la mot niém vinh hanh cho cong ty.

Y tuong thanh 1ap mot cong ty cung cap dich vu du lich cho cac nuéc Pong
Duong (Viét Nam, Lao, Campuchia) da dwoc 4p U tir ndm 1994 khi Viét Nam c6 nhiing
budc chuyén dau tién cho mot nganh cong nghiép mai. Khoi dau la mot hudng dan vién
du lich va sau d6 1a mot nguoi quan 1y hudng dan vién cho mot cong ty du lich cua Uc la
Travel Indochina truge khi sang sinh séng tai Uc tir ndim 2000-2005, niém dam mé danh
cho nganh du lich trong toi duong nhu 14 “mét sitc hit khong thé cudng lai véi t6i”. Nam
2006, t6i quay tro vé Sai Gon va tiép tuc lam viéc cho cong ty Travel Indochia cho dén
khi két thic cong viéc vao dau nam 2008 khi t6i 13 mot Giam Ddc Biéu Hanh,

Khoang mot nim sau d6 t6i bat dau tu thiét ké va dan mot doan khach gom cé
mot cap doi nguoi Canada va mot anh chang ngudi Uc dén tir Melbourne tham quan
ddng bang séng Ctru Long trong 1 ngay. Ti tao nén su doc dao cho hanh trinh caa minh
bang cach tranh di cac con dudong ma nhitng tour khac thudong di (Quéc 16 1). Thay vao
d6 toi sir dung nhitng con dudng ndng thdn nho hon, di qua nhitng ngdi lang & Can
Giudc, Can Pudc va GO Cong. Chang tdi da dap xe qua nhitng con dudng tuyét dep khi
hai bén duong la nhitng dong lda duoc chan bang nhitng hang dira xanh ngat nam trong
ngdi lang Tan Hoa va Tan Thanh. Thinh thoang xuat hién vai con Trau lang thang doc
theo nhirg dong IGa bat ngat, t6i lai ké cho ho nghe thém nhiéu vé cac cau chuyén vé
lang qué nay, vé cach ma 16n Ién clng vai bn con Trau nudc cia gia dinh tai chinh céi
noi ma t6i sinh ra va sau do 1a cudc ddi thoai vo cing sinh dong vé nhitng con Trau Nuéc
lam cho cudc hanh trinh cang thém ¥ nghia. Sau cudc trd chuyén vé nhitng cha Trau khi
bang qua nhitng con dudng lang thi hoat dong ké tiép cua ching t6i 1a di thuyén vuot mot
doan nho cua S6ng Ctru Long dé tim hiéu vé cudc séng cua ngudi dan sinh séng hai bén

11

——
| —


http://www.waterbuffalotours.com/

Truong Pai Hoc Hoa Sen Bdo cado thuc tap tot nghiép

dong sdng nay va két thic tai Bén Tre. Két thic hanh trinh cia ngay hdm nay, céc cac vi
khach tir phuong xa da dua cho td6i mot cau hoi kha hoc bua do 1a : Tai sao lai goi la Trau
Nudce? Trau Nude va Trau thudng khac nhau nhu thé nao?” Téi tra 10i ho bang céch cho
ho thiy duoc Trau Nudc 1am viéc cham chi thé nao, nd théng minh, trung thanh va cé y
nghia véi ngudi dan ddng bang séng Ciru Long. Bén canh d6 céai cach ma né yéu nudc,
cach ma né di chuyén that nhanh trong nudc 12 yéu té chinh dé 1am nén su noi bat nay.
Trén dudng vé lai Sai Gon ho thdc duc tdi véi mong mudn dugc trdi nghiém céc tour du
lich khac doc dao nhu cai tour ma ho di tham gia trong ngay hom nay. Ho mudn duoc
cudi Trau Nudc bang qua song Ciru Long. D6 13 nhitng 101 d3 & trong tAm tri toi dén tan
bay gio va mai mai!

(Trich: Loi ké cua nguoi sang 1ap cong ty — Nguyén Vian Khoi)
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3. Linh vuc hoat dong.

La don vi chuy@n tb chirc cac Tour du lich hoic cung cap cac dich vu du lich chat
luong cao danh cho ddi tugng la khach qudc té co thé sir dung duoc tiéng Anh tai Viét
Nam, Lao, Campuchia. T4t ca cac san pham cuia cong ty duoc thiét ké cho khach dit tour
theo nhom/ gia dinh (khong ghép doan).

Pay 1a mot cong ty truc tuyén, chinh vi thé ma chdng toi 1am viéc hau hét bang
email tir viéc ban san pham tir website http://www.waterbuffalotours.com/ dén viéc dat
dich vu va mot sé cong viéc khac. La cong ty kha uy tin trong mang inbound tai Viét
Nam cong ty Chau Thé c6 sé luong khach khé 6n dinh va hoat dong quanh nam. Sau 2
nam hoat dong cong ty chung t6i di tro thanh doanh nghiép dugc xép hang thir 9 trén
website du lich néi tiéng www.tripadvisor.com do cac khach hang bau chon. Tai trang
thdng tin cua cong ty trén website cua Tripadvisor tinh dén thoi diém 24/6/2013, ching
t61 da nhan duoc tat ca 39 binh luan trong d6 c6: Excellent - 39; Very Good - 4; Everage
- 2; Poor —1.

& Reviews of Hotels, Flights x V &> Water Buffalo Day Tours - % \ \ - -— - - —

L C' | [ www.tripadvisor.com/Attraction_Review-g293925-d2226088-Reviews-Water_Buffalo_Day_Tours-Ho_Chi_Minh_City.htm

Home > Asia > Vietnam > Ho Chi Minh City > Things to Do in Ho Chi Minh City > Water Buffalo Day Tours

All 259 Ho Chi Minh City Attractions »

[ paa o |
Water Buffalo Day Tours

84/7 Nguyen Thi Nho Street, Ho Chi Minh City, Vietnam .

|7 +84838663558 L1 Website E-mail () Update attraction details

=1 Sk Ranked #15 of 127 activities in Ho Chi Minh City
FlLike 1 @@@@®@® 46 Reviews

v Type: Tours

28 visitor photos

it i |

46 reviews from our community

Visitor rating

Excellent  e—] 9
Very good [ |
Average |

Poor I 1

46 reviews sorted by Friends first¥  Date  Rating English first [

Hinh 3: Trang cua cong ty trén website Tripadvisor

Hotels travelers are raving
about...
B Signature Saigon Hotel m

= @EOOO 195 Reviews

Ho Chi Minh City, Vietnam

e 9 Vinh Hung Emerald
5 Resort
@@OO® 75 Reviews

Hoi An, Quang Nam Provin

Chen Sea Resort & Spa m

! Phu Quoc
@@@®O 224 Reviews

Phu Quoc Island, Kien Giang Province

o=

All hotels in Ho Chi Minh City (324)

Browse nearby

Things to Do (259) | Hotels (324) | Restaurants (835)

PHUONG §

k PHUDN c.mu‘-b
h
a
PHUONG 11
PHUGNG 15
([HOOT le PHUONG 13 (et
“TPHUSHG 10 Azo v Map dat8©2013 Google
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< (ma] g www.tripadvisor.com/ShowUserReviews-g293925-d2226088-r1392125¢ C | | L/
1 » Like hanging out with a local friend - Review of Water Buffalo Day Tou... J Water buffalo tours J =

-

valsined
Fdinburgh

Senior Contributor

* 38 reviews

~ Reviews in 26 cities

Q 14 helpful votes

“A fantastic tour”
(@)@)Xe)Xe)®) Reviewed August 22, 2012

1 person found this review helpful

We booked a 3D/2N Mekong Delta Tour (finishing in Chau Doc) with
Water Buffalo Tours and had the most amazing time.

Before the tour | was communicating with the owner of the company, Khoi
by email & he answered all of my questions promptly. He initially asked
me to pay the deposit by money transfer (he currently can't accept credit
card payments but told us that he is trying to arrange something with
PayPal just now) & was very understanding when | told him that | wasn't
comfortable doing this. After a few email exchanges he was able to
suggest a compromise that suited us both and the tour was booked. (We
had been in Vietnam for around 3 weeks by this point and were aware of
some of the scams that exist but this guy is really genuine.)

The tour itself was fabulous and our guide, Anh, was great. She was very
knowledgeable, enthusiastic & was so friendly with the local people, who
were then very friendly to us in return.

Hinh 4: Mét binh luan cta du khach trén website Tripavisor danh cho cong ty

M@t s6 san pham dién hinh

e Half —day To Cu Chi Tunnels (1/2 ngay)
e Real Saigon (1 ngay)

e Mekong Local For A Day (1 ngay)

e Experience Mekong Delta (2 ngay/ 1 dém)
e Inside Mekong Delta (3 ngay/ 2 dém)

14

——
| —



Truong Dai Hoc Hoa Sen

Bdo cdo thue tdp tot nghiép

4. So dd co cau td chuc:

Téng Giam Déc
(Nguyén Vian Khoi)

Ké Toan Nhan Su
(NguyénMi Sao)

(Pham Huynh Trinh)

Dieu Hanh
(Nguyén Xuin Quang)

Hinh 5: So d6 t6 chirc cong ty

——
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II.  NHAT KY THUC TAP

1. Tun 1: tir 18/3/2013 dén 24/3/2013

Cong viéc: Phu tour.
Pay 1a cong viéc dau tién cua t6i khi vao lam viéc tai céng ty, ngay tir tuan dau
tién t6i da duoc sip xép di theo cac cic tour cia cong ty (hudng dan chinh 1a nhiing
anh/chi c6 kinh nghiém trong nghé).

Céc tour duoc trdi nghiém: Mekong Local For A Day (1 ngay), Experience
Mekong Delta (2 ngay/ 1 dém), Inside Mekong Delta (3 ngay/ 2 dém), City tour Saigon

(1 ngay)

Muc dich va kinh nghiém
e  Hoc hoi cac kién thiac vé nghiém vu huéng dan: gio giac chinh xac,
chuan bi céc dich vu k§ cang (phai goi dién xac nhan véi céac dich vu it nhat 1a
3 tiéng trude khi khach téi), hoc thudce cac cung dudng (tranh truong hop tai xé
khong biét duang), cach truyén dat thong tin cho khach hang, tim hiéu thém vé
vin hoa va phong tuc tap quan tai diém dén, tinh toan chinh xac thoi gian tai
tirng diém dimg dé khong bj tré hanh trinh, luén dé cao tinh an toan cua khach
hang, cach xu Iy tinh hubng (thoi tiét xau, ket xe, ket pha, cac dich vu tai diém
dén 1am khach hang khong hai long), ghi chép céc chi tiéu méot cach can than,
. Nam bt duoc cac san pham cua cong ty, ¢6 cai nhin bao quat hon, dé
dang tiép can véi cong cac cdng viéc sau nay.
. C6 co hoi tiép xtc véi khach hang dé tim hiéu rd hon vé mong mudn va
nhu cau cua ho.

Kho khan
o V& ngdn ngir va van hoa giao tiép voi khach hang 14 ngudi nudc ngoai.
° Hoc thudc cac cung duong.

16
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Hinh 7: Khach di tau qua song Mekong
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F ey
Hinh 8:
Cong

Hinh 9: khach dap xe tai Go Cbng
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2. Tuin2: 25/3/2013 dén 31/3/2013

Cong viéc: Tiép tuc phu tour

3. Tuin 3: 1/4/2013 dén 7/4/2013

Cong viéc 1: Tiép tuc phu tour

Cong viéc 2: Nhan mail cc dit dich vu tir cap trén va cac dong nghigép
Sau hai tuan duoc trdi nghiém cac san phiam cua cong ty va giao tiép vai cac
ddng nghiép toi da dan hiéu thém vé cac hoat dong, su phan bé, nhiém vu va cong viéc
ctia cac phong ban. O tuan nay tdi bat dau nhan duoc cac mail dat xe, khach san, tau, vé
may bay ma cac dong nghiép cc cho toi, dé t6i c6 thé hiéu rd hon vé cbng viéc dit dich
vu cua minh.

Muc dich va kinh nghiém
e Tim hiéu vé ddi tc va chat lugng dich vu cua doi tac.
. Lap ra mot danh sach cac lién hé cua ddi tc sao cho c6 hé thong va dé
tim kiém.
. Hoc céch viét email dat khach san, nha hang, phwong tién van chuyén.
e Nghién ctru tim hiéu so sanh hop dong tir cac ddi tac.
Kho khan
e Céc tir ngir chuyén mén nhiéu, can phai tham khao thém.
. Kho khin trong viéc quan Iy email vi nhan dugc nhiéu mail cting Idc.

4. Tuén 4: 8/4/2013 dén 14/4/2013

Cong viéc 1: Tiép tuc nhan mail cc tir cac dong nghiép

Cong viéc 2: Thuc hién viée @it dich vu diu tién — Pit lich xe cho cong ty

Lich xe caa cong ty 1a bang théng ké dang Excel dung dé thong ké tat ca cac xe

ma cong ty s& sir dung trong vong 1 thang. Céc chi tiét trong lich xe duoc sap xép theo

cac hang muc: Ngay khoi hanh, ngay két thic, loai xe, s6 luong, tén doan, hanh trinh,
diém don, thoi gian don, tén huéng dan, ghi chu, gia tién.

Lich xe st dung cho 1 thang sé dugc gui cho Hop tac xa van tai trudc khi qua
thang mai 3 ngdy. Tuy nhién, vi tinh dot xuat cua cdng viéc do c6 nhitng tour khach dat
gan ngay di, c6 khi dit truée ngay di 1 ngdy nén t6i phai cap nhat lich xe lién tuc trong
thang. Bén canh d6, cong ty chung toi chi 1am cac san pham cho dbi tuong khach khi dat
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tour theo gia dinh don 1é (private tour), nén s6 lugng khach cho mdi doan trung binh tir 2
dén 8 ngudi doan nhiu nhat 13 16 ngudi. Chinh vi Iy do d6 ma céac loai xe cong ty st
dung thuong 1a 7 chd (Toyota Innova), 16 chd (Mescedes Spinter 2012, Toyota Hiace),
29 chd (Hyundai County).

Muc dich va kinh nghi¢m
e Tinh can than, ti mi trong céng viéc.
o Théng ké dugc cac tour dd ban trong thang.
o Lam viéc vdi email (khach hang dat tour qua email).
e Céch sip xép loai xe phu hop véi cac doan khach nhau. (2 khach — xe 7
chd, 3 dén 6 khach — xe 16 chd, 7 dén 16 khach — xe 29 chd).
) Tim hiéu thém vé nhiéu khach san khac nhau khi tim thong tin diém dén.
. D& dang kiém tra cac tour hang ngay.
. Phai chic chan ddi tdc nhan duoc mail bang cach goi dién thoai xéc

nhan.
o Cap nhat gio don that chinh xac.
Kho khan

. Lam viéc qua mail dé sai xot.
) Cap nhat lich xe thuong xuyén.
. Truc triac khi d6i tac khong nhan duoc mail

5. Tuin 5: 15/4/2013 dén 21/4/2013

Cong viéc 1: Tiép tuc nhan mail cc tir cac dong nghiép va thong ke lién
lac ctia cac ddi tac.

Cong viéc 2: Cap nhat lich xe va giri cho hep tac xa van tai
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6. Tuan 6: 22/4/2013 dén 28/4/2013

Cong viéc 1: Cap nhat lich xe va giwri cho hep tac xa van tai va gii lich xe
thang 5

Cong viéc 2: Pén/ Tién khach & san bay.

Vi déi twong khach hang cua cong ty hau hét nguoi nude ngoai nén cong ty cua
chiing t6i s& c6 thém dich vy dua/ d6n san bay néu khach yéu cau. Viéc dua don san bay
c6 thé ndi 1a mot cong viéc cau ndi dé chuan bi tra thanh mot hudng dan vién. Cong viéc
nay doi hoi phai co tinh can than cao va sy chuan bi ki cang. Viéc quan trong nhat khi
don/ tién khach 1a phai cap nhat thoi gian va ma sé chuyén bay mét cach chinh xac nhat
dé sip xép thoi gian phi hop.

Néu nhu tién khach cho nhitng chuyén bay noi dia thi can phai dua khach vao
san bay, giup khach hoan tat thii tuc check — in va doi khach di vao cong an ninh thi mai
duoc xem 1a xong nhiém vu. Toi da gap mot vai rac rdi khi tién doan 4 khach Trung
Qudc tir thanh phd H6 Chi Minh bay ra Phii Quéc. Cong ty toi da dat 4 vé kha hoi cho ho
va van dé & day 1a trong qué trinh email v&i bo phan ban hang, khach da viét sai tén cua 1
thanh vién nhung khong ai phat hién ra sai x6t nay cho tai 10c toi lam tha tuc check — in
tai san bay gilp ho. Ping ngay bay ra Phu Qudc trén chuyén bay VN1813 ltc 9h20 sang
ngay 24/4, ti hen tai xé va khéch Iic 7h45 tai khach san ma khach ¢ (Park Hyatt) roi dua
khach ra san bay. Pén san bay Iic 8h05 tdi nhanh chéng tim xe chat hanh ly cho khéch
réi hudng dan ho vao quay check — in cua san bay noi dia. Khi lam thi tuc thi nhan vién
hang khong da phat hién tén 1 hanh khach bi sai. Sau d6 t6i thong bao véi khach vé viéc
vé may bay bi sai tén (chua biét 15i thuoc vé khach hang hay cong ty), roi tdi tim chd
ngdi va tran an ho. Toi nhanh chéng goi dién thoai vé cong ty va hoi thdng tin tir nhan
vién hang khéng dé tim huéng giai quyét. Mot luc sau, khi tim duoc hudng giai quyét toi
lai quay vé cua Vietnam Airline tai san bay va xin dugc d6i tén. Sau khi khai mot s6 gidy
to can thiét va dong 18 phi dbi tén, t61 hudng dan khach tré lai quay check — in va hoan tat
thi tuc cho ho trude khi hé théng bao ngimng nhan khach 7 phut. Toi dé ra vé khi thay ho
di vao bén trong cong an ninh.
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Vietnham Airlines

PREPARED FOR
1.1QUEENIE/KE YEE CHEN

TRIFTO

PHU QUOC, VIET NAM

2AMINGZHI/CHEN 3.1WONG/YUI

CHUEN
41CHUIYUANNENG
RESERWATION CODE TRAVEL DATES
EMFFMNE 24 April
SGN PQcC
Wednesday, April 24 HO CHI MINH PHU QUOC
CITY , VIET NAM VIETNAM
VIETMAM AIRLINES |Departing At Armiving At
Terminal Terminal
TERMIMAL 1 Mot Available
Passenger Name Seats Frequent Flyer Number
» Check-In Required VIETNAM AIRLINES
Airline Reservation Code Dwration 01hri{s) :00min{s)
Status Confirmed Class Economy
Aircraft TBA Stops ]
Meals Snack Distance (in Miles) 0708

7382431715535 -536-537-538

Hinh 10: Vé may bay cta khach bi sai tén.

Muc dich va kinh nghiém
[ ]
[ ]
[ ]
[ ]

Cap nhat thoi gian va ma s chuyén bay mét céch chinh xéac nhat.
Chuan bj day du cac gidy to can thiét (bang don, vé may bay...).
Gilp khach 1am thu tuc check — in néu 1a chuyén bay néi dia.
Phai nho tat ca c4c vi tri tai san bay.
Thong bao vai tai xé thoi gian cua chuyén bay va xac nhan bang dién

thoai chic chin tai xé di c6 mit & san bay ding thoi gian quy dinh.

22

——
| —



Truong Pai Hoc Hoa Sen Bdo cado thuc tap tot nghiép

e  Xac dinh d6i twong khach dé dé dang nhan dién ( vi du: gia dinh 4 nguoi
c6 2 nguoi lonva 2 tré em...).

e Timvi tri diing phi hop dé khach cé thé dé dang nhin thiy bang don.

e  Guri vé may bay cho khach sém nhét c6 thé va nhic ho kiém tra lai théng

e Nhic nhd khéch kiém tra hanh 1y truéce khi 18n va xudng xe.
e  Goi dién kiém ra dich vu tai khach san trudc khi khach dén truéc it nhat
2 tiéng. Nhic nhg khéach san kiém tra lai phong dé khéach chuan bi check — in.
) Gilp khach lam thu tuc check — in tai khach san.
e Khi dén khach tai khach san dé chuan bi tién ra san bay phai chic chic
rang ho khong dé quén ho chiéu tai khach san.
Kho khan
) Tén hanh khach trén bang don bi sai.
Sai théng tin trén vé may bay.
Gio don khong chinh xAc.
Khéch bi that lac hanh Iy,
o San bay qua déng gdy kho khin trong viéc don khach nhat 14 khi cac ca
sy, nhém nhac néi tiéng trén thé gisi dén Viét Nam.

WELCOME
Pauline

&
Family

aterbuffalotours.com

Indoching Premium Travel Services

Hinh 11: Mau bang d6n san bay cua cong ty
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7. Tuén 7: 29/4/2013 dén 5/5/2013

Cong viéc 1: Tiép tuc nhan mail cc tir cac dong nghiép
Cong viéc 2: Cap nhat lich xe va giri cho hgp tac xa van tai

Conq viéc 3: Pén/ Tién khach & san bay.

8. Tuin 8: 6/5/2013 dén 12/5/2013

Cong viéc 1: Tiép tuc nhan mail cc tir cac dong nghiép
Coéng viéc 2: Cap nhat lich xe va giri cho hgp tac xa van tai

Cong viéc 3: Chuan bj cac gidy to can thiét va lién lac véi hop tac xa van
tai giri thong tin xe va tai xé cho hwéng dan.

Tiép theo la viéc chuan bi gidy to cho cac huéng dan, cong viéc nay co thé thuc
hién trudc vai ngay hoic ngay hom trude khi khoi hanh. Céac giay to lién quan s& duoc in
ra va giao cho huéng dan gom cd: Final Invoice (phiéu thu tién khach), Itinerary (chuong
trinh tour) va phiéu quyét toan tour cho huéng dan hoic Tour Notes (Bang ghi chd —
thuong dung cho cac doan di dai ngay cé dich vu da dang). Pay la mot viéc doi hai tinh
can than cao vi dé& dang méc sai x6t nhat Ia trong van dé tinh toan chi phi trong Final
Invoice, honnita cac gidy to nay sé duoc giao cho khach néu mac sai x6t thi hinh anh
cong ty s& bi thiéu chuyén nghiép trong mat khach hang.

Cubi cuing 1a viéc lién lac véi nha xe dé lay xe va so dién thoai tai xé va cung cap
cho huéng dan. Vao mdi budi chiéu khoang tir 2h dén 3h toi thudng nhén tin cho nhan
vién cua hop tac x& van tai dé nhic nhé ho vé thong tin xe cho ngay hém sau. Noi dung
tin nhin thuong ngan gon bao gém cac thong tin sau: sé luong xe, loai xe, hanh trinh.
Hanh dong nay nham nhac nha nhan vién bén nha xe giri théng tin xe nhanh chong va dé
2 bén c6 su so sanh tranh thiéu xot.

Muc dich va kinh nghi¢m
) Céch in tai liéu, céch lam cac hoa don, gidy to can thiét cho viéc di tour.
. Lam viéc c6 hé théng, dé tranh thiéu xot.
. Can ¢6 su tap trung cho cao do co bat cir mot cong viéc nao.
Kho khan
e D& bi mat tap trung
e  Kho khin trong viéc sy dung cac céng cu va phan mém hd tro (céc tng
dung vin phong va mot s6 may mac caa cong ty
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9. Tuin 9: 13/5/2013 dén 19/5/2013

Cong viéc 1: Tiép tuc nhan mail cc tir cac dong nghiép
Cong viéc 2: Cap nhat lich xe va giri cho hgp tac xa van tai

Cong viéc 3: Chuin bj cac gidy to can thiét va lién lac véi hep tac xa van
tai giri thong tin xe va tai xé cho hwéng din.

Cong viéc 4: Viét email xin hep dong cac ddi tac cho nim 2013

Theo théng Ié hang nim, thoi diém tir dau thang 5 cac cong ty du lich, cac nha
hang khach san s& cap nhat gia ca hgp dong mai cho nira nam sau. Chinh vi thé ma cong
viéc chinh cua téi trong tuan nay 1a guri mail dén cac dbi tac dé ldy gia cho 6 thang cudi
nam 2013. Cong ty t6i thuong hay c6 nhitng tour kéo dai hon muoi ngay va hanh trinh s¢
la tham quan 3 mién Bac — Trung — Nam cua Viét Nam. Cac tour nay thudng dugc dit tir
rat sém c6 khi dat trede 1 ndm, viéc cap nhat hop dong sém co thé gitp chung toi dua ra
duoc céi gia chinh xac va sém nhat cho khach hang. Hon thé nita vao c4c thang cubi nim
tir thang 9 dén thang 12 14 mua hoat dong cao diém nhét trong nam cua cong ty véi lich
tour day dic, nén ching tdi can phai cap nhat hop ddng trong thoi diém nay dé cé sy
chuan bj tét nhat trong giai doan cao diém.

Viéc xin hop dong tir cac cong ty déu sir dung mét hinh thirc d6 1a email. Phai c6
su sap xép mot cach hop Iy trong cong viéc nay, hop déng nao nén cap nhat trudc, hop
d6ng nao nén cap nhat sau, cac dbi tac d6 c6 phai 1a d6i tac thuong xuyén hay khong.

Pé bat dau viéc xin hop dong c6 thé 1am viéc nay mot cach hiéu qua thi ching ta
nén lién lac dén dbi tac truéc bang dién thoai va trao ddi véi ddi tdc bang noi dung:
Thong bao cho ho vé cong ty minh, giri mail dén dia chi email nao? Ai sé& 1a nguoi nhan
va xir ly email? Khi viéc trao d6i véi doi tac hoan thanh ching ta co thé bét tay viéc viét
mail.

Noi dung ctia email can phai ngan gon, xUc tich va mang tinh chuyén nghiép cao.
T6i thuong mo dau bang 10i chao dén nguoi s& nhan va xua ly email caa t6i nhu da dugc
thong bao qua dién thoai tir trudc. Noi dung caa email hau hét duoc viét bang tiéng anh
va thuong duogc cac dong nghiép soan tir trude dé thuan tién cho viéc xin hop dong sau
nay. Trong ndi dung nay phan quan trong nhat Ia thong tin cua céng ty bao gom: Tén
cong ty, Nguoi dai dién, chic vy ngudoi dai dién, dia chi, sé dién thoai ban, fax, ma sb
thué, trang web cong ty, dia chi mail cdng ty, sb tai khoan ngan hang. Mét viéc khéng thé
thiéu va thuong hay bi quén khi giri email xin hop dong 1a dinh kém Giay phép diang ky
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kinh doanh cua cong ty. Viéc nay gilp tao niém tin cho doanh nghiép va chéc chan ring
cong ty nay c6 ton tai.

Sau khi giri email dén dang dia chi da cap nhat bang email cua cong ty, t6i s& goi
dién thoai dén ddi tac dé chic chan ring ho nhan duoc email cua t6i va yéu cau ho cho
thoi gian phan hdi mot cach chinh xac nhat.

Cubi cung 1a viéc nhan mail phan héi tir dbi tac. Thong thuong sau khi email cac
doanh nghiép s& giri hop ddng cham nhit 1a 3 ngay, néu nhu sau 3 ngay t6i vin chua
nhan duoc email tir phia cac ho thi t6i s& goi dién thoai nhic nhd ho mot 1an nira vi cé thé
ho d3 c6 mot vai thiéu x6t nao d6 hodc quén tra loi email cua toi. Khi nhan duogc mail
phan hdi, viéc dau tién 1a phai kiém tra xem d6i tac da cap nhat dung va day du céc thong
tin cia céng ty chua va s& thong bao cho ho stra chira néu c6 sai x6t. Hoan thanh xong
cdng viéc nay, toi s& in hop dong thanh 2 hozc 3 ban (tiy theo yéu cau cua dbi tac, nhung
cong ty toi s& luu trix 1 ban tai van phong). Sau khi in toi s& trinh cap trén ky (Téng Giam
Pbc — Nguyén Vian Khéi) va gui lai cho dbi tac theo duong buu dién.

Muc dich va kinh nghiém
e Lamviéc hiéu qua bang cach kiém tra céng viéc thuong xuyén.
. Giao tiép qua dién thoai véi cac ddi tac.
e  CO4thém nhiéu thong tin vé cac nha cung cap dich vu.
o C6 sy chon loc V& chat luong phuc vu giila cac nha cung cip khac nhau.
e Nghiém ctu hop dong, gia ca va cac diéu khoan trong hop dong
e  So sénh gia ca hop dong véi cac trang web du lich truc tuyén (Agoda,
Asiarooms...) dé chac chan rang cong ty nhan duoc gia tt nhat.
Kho khan
. Sy ¢b vé cac cong cu hd tro (ctp dién, hop mail cua ddi tac bi 18i, dia chi
email bi sai, sb dién thoai khéng lién lac dugc)
e Sy cham tré trong viéc phan hdi tir cong ty ddi tac.
o Hay quén dinh kém hinh anh gidy phép kinh doanh cua cong ty.
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10. Tuan 10: 20/5/2013 dén 26/5/2013

Cong viéc 1: Tiép tuc nhan mail cc tir cac dong nghiép
Cong viéc 2: Cap nhat lich xe va giri cho hgp tac xa van tai

Cong viéc 3: Chuin bj cac gidy to can thiét va lién lac véi hep tac xa van
tai giri thong tin xe va tai xé cho hwéng din.

Cong viéc 4: Viét email xin hop dong cac doi tic cho nim 2013.

Cong viéc 5: Thong ké cac hep ddng, gia ca dich vu va cac yéu cau caa
hop dong.

Sau khi da c6 day du thong tin cua céac dich vu tir cac d6i tac 1a nha hang, khach
san... thi t6i phai lap bang thong ké cac dich vu nay. Cong viéc nay khé la quan trong va
doi hoi phai c6 sy tap trung cao d6 méi co thé hoan thanh tét dugc.

Bang thong ké thuong dugc 1am bang Excel. Muc dich cua cong viéc nay chinh la
dé cd thé so sanh céac dich vu, gia ca mot cach tét nhat cua céc don vi ddi tac khac nhau.
Néu nhu bang nay duoc 1am mét cach ti mi va can than thi s& phuc vu rat tét cho viéc dat
dich vu sau nay. Noi dung cua bang théng ké c6 cac muc duoc sap xép nhu sau: tén tinh
thanh, tén dich vu, tén doanh nghiép, gia céc dich vu, loi thé cua dich vu, t&n va chic
ngudi lién hé 1am viéc truc tiép.

Muc dich va kinh nghiém
e Nam bét duoc gid ca chung cua thi truong nha hang, khach san, phuong
tién di chuyeén...
e Nhanh chong dua ra duoc gia dich vu khi can ma khong phai mat thoi
gian tim kiem.
. Nam bét duogc lgi thé cua di tic dé khai thac triét dé.
e  D&dang tim kiém gia ca hop 1y dé tao ra mot chuong trinh tour phi hop
V6i cac doi tugng khach khac nhau, tao ra loi the canh tranh véi cac doanh
nghiép doi tha.

Kho khan
e Doi hai tinh than tap trung cao do.
. R4t d& bi sai x4t khi 1am viéc véi céc con sb.
) “Sai mot ly, di mot dim” néu nhu nhap sai gia ca cua dich vu s& gay ra
tén that ning né.
. Lam viéc trén may tinh kha nhiéu, gay ra mét moi, chan nan.
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11. Tuan 11: 20/5/2013 dén 26/5/2013

Cong viéc 1: Gwri lich xe thang 6 cho hegp tac xa van tai.

Cong viéc 2: chuan bj c&c gidy tor can thiét va lién lac véi hop tac xa van
tai giri thong tin xe va tai xé cho hwéng dan.

Cong viéc 3: Kiém tra cac dich vu cho cac doan ngin ngay truéc ngay
khai hanh.
Kiém tra dich vu trudc khi ngay khoi hanh 1a mot cong viéc hét sicc quan trong.

Cong viéc nay nham giam thiéu céc rui ro cho cac hanh trinh tour. Mdi budi sang t6i déu
kiém tra céc dich vu cho cac tour cua ngay hém sau bang cac kiém tra cac email ma dong
nghiép hay cap trén da cc cho toi (tat nhién Ia cac dich vy ndy thudng da dat trude it nhat
1 thang). Bén canh d6 dé chac chan hon, t6i ciing phai goi dién thoai truc tiép dén cac
khach san, nha hang hay cac ddi tac khac dé Kiém tra xem cac nhan vién bén dbi tac da
cap nhat day du théng tin cac dich vu ma ching toi yéu cau hoic kiém tra xem ho da
nhan duoc tién ma ching tdi chuyén khoan va phai chac chan rang moi thir da sin sang
cho céc khéach hang caa cong ty ching toi. C6 mét diéu luu ¥ khi goi dién thoai dén bat
cir Mot noi nao 13 toi ludn phai hoi tén ctia nhan vién ma toi dang trao ddi dé thuan tién
cho viéc xac minh sau nay.

Khong chi goi dién xac minh dén cac cong ty d6i tac, ma con phai goi dién dén
khach san, noi khach hang luu tra trudéc ngay khoi hanh va ciing 1a diém don khach.
Pong tac nay gilp ching ta co thé xac nhan xem khach cé gap truc trac gi hay khong, bén
canh d6 toi ciing c6 thé nhac lai thoi gian don khach mét 1an nita va thong tin huéng dan
vién cua ho dé tranh cac sai x6t cho tour ngay hom sau.

Muc dich va kinh nghiégm.
e Tao théi quen kiém tra cong viéc hang ngay.
. Giao tiép qua dién thoai.
e Giam thiéu céc rui ro.

Kho khan.
e Sudung dién thoai khé nhiéu, doi khi anh huong dén sac khoe, gay U tai.
. Gap kho khan khi lién he voi ddi tac qua dién thoai: duong day ban,
ngudi lién hé khong co tai van phong, phai goi dién lai lan sau.
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12.Tuin 12: 3/6/2013 dén 9/6/2013

Cong viéc 1: Cap nhat lich xe thang 6 cho hegp tac xa van tai.

Cong viéc 2: chuan bj c4c gidy tor can thiét va lién lac véi hep tac xa van
tai giri thong tin xe va tai xé cho hwéng dan.

Cong viéc 3: Kiém tra cac dich vu cho cac doan ngin ngay truéc ngay
khai hanh.

Cong viéc 4: Pit dich vu cho doan ngin ngay

Sau mét thoi gian dai nhan mail cc tir cac dong nghiép t6i da hoc hoi thém duoc
nhiéu vé cach dit dich vu tai cac cong ty ddi tac. O tuan nay tdi bit tay vao dit cac dich
vu cho nhitng doan ngin ngay (1 dén 3 ngay). Yéu cau quan trong nhat doi vai cong ty
t61 khi dat dich vu d6 1a vi tri ctia phong 6c, cua ban an vi chung t6i ludn dé cao céc canh
vat xung quanh va mong muén khach hang c6 thé tan huong hét cac canh dep d6. Email
dat dich vu dau tién cua t6i 1a dit phong tai khach san Kim Tho (Can Tho). Cac tour du
lich vé mién Tay la thé manh cua cong ty chiing t6i, nén hau hét cac dich vu ma t6i duoc
dat déu 1a & khu vuc nay. Khi dat dich vy thi viéc can cht y dau tién 1a d6 chinh 13 thoi
gian. Can phai cap nhat thoi gian (ngay check — in, check — out) mét cach chinh xac nhat
dé co duoc cac dich vu tét nhat. Khach san ludn 1a dich vu duoc uvu tién hang dau, khi
chuan bi mét dich vu cho tour nao dé thi can phai xem xét tinh thoi vu cua tour, néu l1a
tour mua cao diém thi phai kiém tra xem con phong hay khong bang cach goi dién thoai
truc tiép dén bo phan ban hang hoic bo phan dit dich vu cua khéch san, dé c6 dugc cau
tra o1 s6m nhat va c6 thoi gian lua chon doi tac khéc thay thé. Bé dit duoc dich vu tht
nhat can phai co thoi gian xem qua gia ca va cac diéu khoan trong hop dong di cap nhat
truée d6. Néu nhu nghién ciru hop dong that ki va co thoi gian hé thdng tat ca cac hop
ddng vao mot tap tin thi cong viéc nay s& dé dang hon.

Muc dich va kinh nghiém
e  Kiem tra that ky cac yéu cau cia khach khi dat dich vu. (phong twin,
phong double, cac moén an ma khach bi di tng hoac khong thé an duoc).
o Thoi gian str dung dich vu phai that chinh xac.
e Ludn luu trir cac email dat dich vu dé tranh sai xot.
Kho khan
. Khach thay d6i ngay khoi hanh hoic khach dat tour sai ngay.
) Tim kiém khach san vao thoi gian cao diém.
e  Datthiéu dich vu.

29

——
| —



Truong Pai Hoc Hoa Sen Bdo cado thuc tap tot nghiép

13.Tuén 13: 10/6/2013 dén 19/6/2013

Cong viéc 1: Cap nhat lich xe thang 6 cho hegp tac xa van tai.

Cong viéc 2: chuan bj céc gidy to can thiét va lién lac véi hep tac xa van
tai giri thong tin xe va tai xé cho hwéng dan.

Cong viéc 3: Kiém tra cac dich vu cho cac doan ngin ngay truéc ngay
khai hanh.

Cong viéc 4: Pit dich vu cho doan ngin ngay
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14. Tuan 14: 17/6/2013 dén 23/6/2013

Cong viéc 1: Cap nhat lich xe thang 6 cho hegp tac xa van tai.

Cong viéc 2: chuan bj céc gidy to can thiét va lién lac véi hep tac xa van
tai giri thong tin xe va tai xé cho hwéng dan.

Cong viéc 3: Kiém tra cac dich vu cho cac doan ngin ngay truéc ngay
khai hanh.

Cong viéc 4: Pit dich vu cho doan ngin ngay
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1. NOI DUNG THUC TAP

1. Gidi thiéu bo phan thuc tap

Khi dén xin thuc tap tai cdng ty C6 Phan Du Lich Chau Thé, t6i duoc phong van
truc tiép bai Tong Giam Ddc — Nguyén Vin Khéi. Sau khi vugt qua vong phong van toi
duogc nhan vao bo phan “Pit dich vu” tai céng ty véi su dao tao va hd tro tir anh Khéi va
cac ddéng nghiép.

“Pat dich vu” 1a bd phan chiém vi tri kha quan trong trong cong ty. Cong viéc
chinh cua bo phan nay 1a 1én danh sach cac dich vu cua ting tour, timg doan bao gém
phuong tién van chuyén, khach san, tau, nha hang... rdi giri mail cac dich vu can dit dén
cac dbi tac cua cong ty. Pay 1a mot cong viéc doi hoi tinh ti mi va can than cao, can phai
tap trung va co thoi quen kiém tra hang ngay dé tranh so x6t. Bén canh d6 dé thyc hién
cdng viéc tot hon thi t6i con phai chuan bi cho minh nhiéu kién thtic vé cac cong cu, tng
dung cac phan mém hd trg dé co thé tiép can véi cong viéc mot cach nhanh chong va
hiéu qua.
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2. Nobi dung dé tai nghién ctru: Pdnh gid tiém ning va thuwe trang hoat dong tai cong
ty ¢6 phin Du Lich Chdu Tho.
2.1. Tinh trang kinh doanh du lich inbound tai thi trudng thanh phé HS Chi
Minh.

Thanh phé H6 Chi Minh 1a mét trong nhitng trung tam thuong mai bac nhét tai
Viét Nam, ciing nho mét trong nhitng Iy do d6 ma nganh du lich tai thanh phé nay ciing
ngay mot phat trién va 1a diém dén caa nhiéu du khach qudc té.

Theo bao ciia So Van hoa Thé thao va Du lich TP.HCM, trong 4 thang dau nim
2013, luong khach qubc té ¢én TP.HCM ting manh, wdc dat trén 1,3 triéu luot, ting
7,5% so cung ki va dat 32,7% ké hoach nam 2013.

Riéng thang 4-2013 luong khac qudc té dén Thanh phd udc dat 291.500 luot
khach, ting 6% so vai cung ki nam 2012. Trong d6, khach dén bang duong hang khong
14 256.520 luot nguoi, bang dudng khac (chii yéu 1a duong bo) 1a 34.980 lugt nguoi.

Tong doanh thu du lich 4 thang dau nam dat 27.106 ti dong, ting 15% so cung ki
va dat 33 % ké hoach nam 2013.

Tinh vé thi truong, khach qudc té dén TP.HCM cha yéu la khach Nhat, Phép,
Pric... Cac cong ty du lich top diu nhu Saigontourist, Vietravel, Bén Thanh, Fiditour,
Hoa Binh... mirc ting truong 4 thang d¢au nam 2013 dat khoang 10%.

Pé dat duoc nhitng két qua tich cuc trén, nganh Du lich TP.HCM d3 dé ra chién
lugc phat trién du lich trong ndm 2013 1a hop tac dé nang cao chat luong san pham du
lich. Pa dang hoa céc loai hinh du lich bang cach nghién ctu té chic hinh thic lién két
theo hinh thire “nhom ban”, “nhém mua” giira cac hoi vién lir hanh dé hop tac xay dung
san pham chung; ddy manh phat trién du lich duong song, phét trién du lich sinh thai ¢
ngoai thanh

(Ngudn: http://www.baomoi.com)
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2.2. Téng quan Vvé thuc trang kinh doanh cua cong ty.

2.2.1. Xac dinh vi tri doanh nghiép trén thi truong.

Thi truong du lich Inbound tai thanh phé HS6 Chi Minh vé cung da dang va
phong phu véi cac cong ty nhu: Buffalo Tours, Travel Indochina, Exotissimo Travel,
Saigon Tourist, Viettravel.... So v4i cac cong ty c6 danh tiéng va quy mé 16n nhu thé nay
thi céng ty C Phan Du Lich Chau Thé 1a mét cong ¢6 quy md nhé. Bén canh dé véi tudi
doi con khé non tré thi cong ty Chau Thé phai tao cho minh mét hudng di ding dan bang
cach tao ra su khac biét, doc dao cuia chwong trinh tour so véi cac cong ty d6i thu dé hoat
dong hiéu qua va mang lai lgi nhuan cao.
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PIEM MANH
) Cong ty nho = sb luong khach
vira phai = dé dang chim soc, quan tam
dén tirng d6i twong khach hang.

o Tao ra uy tin trong thi truong khach
quéc té.
° Chuong trinh tour doc ddo, mdi la,

ludn c6 su khac biét so vo1 nhitng cong ty
doi thu.

. Str dung cac dich vu chit luong 4-5
sao.
o Nhan sy ¢6 chuyén mon va kién

thire tot, co kha nang phan ing nhay bén
trong cong tac xu 1y tinh hudng, 13 nhiing
nguoi dam mé cong viéc.

o No6i bo cong ty hoa dong, c6 moi
truong 1am viéce tét.

o C6 mdi quan hé tét voi cac nha
cung cép dich vu

CO HOI

o Xu thé mua chuong trinh theo nhom
1¢ dang ngay mot phat trién va dugc ua
chudng hon so véi ghép doan.

. Thi truong du lich tai mién Nam c6
loi thé hon thi truong mién Bic va mién
Trung vi mot sd yéu td nhu: Thoi tiét, dia
hinh...

o Nhu ciu chi tiéu cho du lich ngay
cang gia tang.

o S6 lugng khach mua tour ngdy mot
Cao.

o Céc chinh sach cham s6c¢ khach

hang ngay mot t6t hon.

——
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PIEM YEU
o Gia thanh cao hon so v&i nhirng cong
ty d6i thu.
o S6 lwong nhan su khong nhiéu. Mua

cao diém thuong thiéu hudng dan vién.

o Chua 4p dung triét dé cac cong nghé
moi trong viée quan 1y thong tin va dir licu
cua cong ty.

o Nhan lyc ¢6 chuyén mén, nhung cling
con non tre.

THACH THUC
. Sy canh tranh gay gét caa cac cong ty.
. Tinh trang an ninh tai Viét Nam (cudp

giat, lira gat, chat chém...) 1am anh hudng dén
s6 lugng khéch du lich dén Viét Nam.

. Anh huéng cua khung hoang kinh té
thé gisi.

J Cong tac quang ba du lich Viét Nam ra
thé gigi van con nhiéu han ché.
. Chura ¢ nhiéu cac cong cu hd tro du

lich. Cac théng tin lién quan con han ché.
Thii tuc xuat nhap canh con khé phtc tap.

'
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2.2.2.  Thuc trang V& nquon khach.

Du khach nudc ngoai, dic biét 1a nguoi tiéu dung phuong Tay, rat chd trong dén
uy tin cia cdng ty khi ho lra chon mét san pham bét ky. Ho thuong tim hiéu rat nhiéu y
kién tir ban bé, nhitng ngudi xung quanh danh gia vé cac san pham mét cach ki ludng
trudc khi sir dung. Vi dic thu caa san pham du lich thuong mang tinh vo hinh, nén viéc
khing dinh uy tin cua cong ty thdng qua nhan xét cua cac du khach nuéc ngoai 1a viéc rat
quan trong. Chinh vi ly do ¢6 ma cong ty Chau thd chl trong dén hinh thic truyén théng
bang hinh thac truyén miéng nhiéu hon 14 chdng t6i tu quang cdo cho minh bang cac
kénh thdng tin khac. Bé lam dugc diéu nay ching toi can phai cham khach hang hét stc
minh bang nhitng chat luong dich vu theo dang véi sé tién ma ho da chi tra. Khong
nhitng thé ching tdi ludn xem khach hang Ia nhiing nhitng nguoi ban, nhitng ngudi than
mang lai cho ho sy than thién, cho ho thay chlng téi 1a nhitng con ngudi ludn c6 nhiét
huyét véi nghé dé ho cam thay thoai mai mdi khi tham gia hanh trinh cting ching toi.

Tuy la cong ty chuyén phuc vu khach quéc té du lich tai Viét Nam thé nhung doi
tugng khach cua cong ty phan 16n déu dén tir Uc va cac nudce phuong Tay, trong khi s6
lugng khach Chau A thi rat it. Nguyén nhan cua viéc nay la do chién luogc truyén thong
ctia cong ty ddanh manh vao thi truong khach Uc nhiéu hon cac thi truang khac.

Nhu tinh hinh hién nay, nganh du lich Viét Nam dang gap mot van dé hét sic
kho khan la ty 1€ khach nudc ngoai quay tro lai Viét Nam kha it thi chinh nho hinh thac
truyén thong thé nay nén luong khach quay tré lai mua chuong trinh du lich lich ching
t6i lai kha cao tham chi con c6 khach sang Viét Nam 5 lan va lan nao ciing mua chuong
trinh ciia ching t6i trong it nhat 6 ngay. Khéng nhiing thé ho con vé gigi thiéu cho ban beé
va nguoi than ciia ho hdy tim dén cong ty ching t6i khi du lich tai Viét Nam.
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“A class by itself”
@@@@E® Reviewed April 7, 2013

Having toured with Water Buffalo 5 times | can easily state this unique
CSSATLANTA tour agency is in a class by itself. Their specialty targets those tourists
Atlanta, GA USA who seek a totally unique experience. Khoi arranged for me to tour Ha
Long Bay in my own boat with my own crew! Then, he followed that with
taking me 2 hours outside of Saigon to a very small village where | fished
with the locals and had lunch at one of their houses. How cool is that?
Simply let the owner (Khoi) know how much time you have and what your

Top Contributor
'\1:(‘ 82 reviews

@' 23 attraction reviews

i Reviewsin 31 cities preferences are (country vs. city) and let him handle the rest. My tour

Q 37 helpful votes guide was the knowledgable and capable "Tan" and it at all possible try
fo have him with you. | can't image a better or more professional guide.
For me the experience is far more important than the price....___..... yet, |

found Khoi's prices to be a bargain.

Visited April 2013

Lezsz
Was this review helpful? Bi= 1 Problem with this review?
See 6 more reviews by G3SATLANTA for Ho Chi Minh City

Azk GESATLANTA about Water Buffalo Day Tours

Hinh 12: Binh luan caa Tién S§ Gerry Samson trén Tripadvisor sau 5 lan du
lich cling cong ty Chau Thé

37

——
| —



Truong Pai Hoc Hoa Sen Bdo cdo thue tdp tot nghiép

Quﬁc tichdu khachnam 2012

= Uc

m Wi

B New Zealand
B Ehc

® Trung Quéc
B Singapo

B Nwdckhac

Qut’ic tich du khiach nam 2012 (don vi: Poan Khach)

New Trung

Zealand Birc Quéc Singapo | Nwic khac

130 47 28 27 23 15 26

Hinh 13: Biéu d6 thé hién qudc tich caa du khach nam 2012
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2.2.3. Hinh thac kinh doanh

Cong ty ¢ phan du lich Chau Thé 1a mot cong ty cd quy mo nho tai thi trudng
thanh phé Ho Chi Minh hién nay. Hoat dong kinh doanh chinh cua cong ty déu phu thuc
hoan toan vao viéc ban cac chuong trinh du lich cho du khach nudc ngoai khi du lich vao
Viét Nam. Qué trinh ban chuong trinh du lich nay hau hét déu duoc thuc hién qua email.

Céac khach hang cua cong ty Chau Thé duoc biét dén hau hét qua website
www.Tripadvisor.com va website cua cua céng ty http://www.waterbuffalotours.com/.
Sau khi tham khao cac chuong trinh tour, c&c binh luan hiru ich cta khach hang da tung
st dung cac dich vu cua cong ty ho s& truc tiép email cho bd phan ban hang dé tién hanh
dat tour theo hai dia chi email cua cbéng ty la khoi.n@waterbuffalotours.com va
sales@waterbuffalotours.com. Vi 100% cac ddi twong cia cong ty déu la khach nudc
ngoai nén ching tdi khdng bén tour tryc tiép ma chi ban tour théng qua email, hoic mot
s6 it trudng hop ban tour qua dién thoai.

Viéc ban tour qua email c6 thé gilp cdng ty nam bat rd rang hon nhitng yén cau
ma khach hang mong muén. Pay s& 1a mot loi thé 16n cho cdng ty chlng t6i, Vi viéc to
chtc tour cho mot nhém khéch nho I¢ tir 2-5 khach ludn doi hoi phai c6 mét chat luong
dich vu cao hon so véi nhirng khach di ghép doan. Bic biét 1a van dé an ubng cua khach,
ho an dugc gi va khdng an duoc mon gi ludn 1a van dé can dugc quan tam hang dau. Va
khi ndm bat dugc chdng t6i c6 thé linh hoat trong qua trinh dn uéng cua khach khi ho c6
nhitng kiéng cir trong van dé& nay va 1am cho ho hai 1ong hon nham ting chét lwong cua
chuong trinh du lich.Khéng chi trong van dé an uéng, cong ty ching t6i luén luén dam
bao rang khach hang s& hoan toan hai 1ong khi tham gia cac chuong trinh cong ty ding
Vi s6 tién ma ho phai chi tra.
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Thiét ké chwong trinh, tinh toan chi phi

Truyén théng, quang cdo

Ban chwong trinh cho du khach thong qua email | dién thoai

Tién hanh dit dich vu

-

Thanh toan dich vu

—

Kiem tra dich vu

Thyec hién chwrong trinh tour

Quvét toan tour

Pinh gid sir thoa min, ghi nhin déng gép, x 1y phan nan

Hinh 14: So d6 quy trinh kinh doanh du lich tai céng ty Chau Thé
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“Amazing, personalized, very personable and professional”
@®@@®@®@® Reviewed June 5 2013
My family and i were traveling i Hanoi when a couple of Australian

AfriqueSoaleil couples recommended Water Buffalo tours, owner Khoi Nguen. | emailed
Vancouver Khoi and immediately received a response, offering the various touring
. options for HCM city. He was able to tailor and personalize the various

Top Contributor

Y 55 reviews touring options, and i truly appreciated this. It is such a pleasure to be

able to communicate with a guide that truly believes in high class travel,
professionalism and personalized travel.

iy Reviews in 22 cities We decided to opt for the Mekong Delta tour, and Khoi's brother Quang
Q 23 helpful votes Nguyen was our guide. Quang speaks english very well, very personable,
very professional, very knowledgeable, well travelled and was able to
provide a day tour that was our most memorable for our trip to South
East Asia.

Prices are very reasonable, and you definitely get what yu pay for, top
class, personalized one on one fravel.

I\_l_l_) 18 attraction reviews

During our tour we also visited Quang and Khoi's mothers home and |
travelled on a scooter with his brother....going through the rice paddi
fields and truly seeing how the local farmers live. What a beautiful and
humbling experience, and | defintely recommend every person do this
tour.

Definitely would recommend Water Buffalo Tours with Khoi Nguyen; very
professional, very courteous, very personable, and fantastic way to
experience HCM city as well as other parts of south east asia.

Visited June 2013
Less «
\Was this review helpful? Problem with this review?

Hinh 15: Binh luan cua khach trén trang web Tripadvisor
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2.2.4. Chién luoc ké hoach kinh doanh.

v Pay manh khai thac cac chwong trinh du lich truyén thong cua céng ty,
tao ra nhiéu sy khac biét mang lai hing thi cho khéach hang.

v' Tao ra cac goi san pham riéng biét theo yéu cau cua khach hang. Théng
thuong ap dung cho cac doan mua chuong trinh tir 10 ngay tré 1€n khi du
lich tir Bic vao Nam hoic nguoc lai.

v Tiép tuc nang cao cdng tac quang ba céac chit luong dich vu caa cong ty
bang cach truyén miéng tir khach hang.

v/ Cang ngay cang nang cao chat lugng phuc vu nham mang lai sy hai long
tuyét déi dbi vai khach hang khi tham gia cac chuong trinh cua cong ty.

v' Pao tao doi ngii nhan vién, trao doi kién thirc va ki nang chuyén mén cho
nhan vién dé hoat dong kinh doanh dat hiéu qua cao.

v' Bo tri nhan vién di khao sat cac tuyén diém dé hoc hoi trao doi kinh
nghiém.

v' Nang cao chét luong dich vu cia cac chuong trinh theo tiéu chuan 4-5
sa0.

v M6 rong cac mdi quan hé mat thiét véi cac doi tac 1a khach san nha hang
c6 uy tin & mang lai gia ca hop ly, canh tranh so véi cac di thu khéc trén
thi truong.
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2.2.5. K&t qua hoat @dong kinh doanh tir nim 2011-2012 va 6 thang dau
nam 2013

Cong ty Chau Thé 1a mot doanh nghiép con khé non tré tai thi truong thanh phé
Ho Chi Minh. Thoi gian méi thanh 1ap trong giai doan tir 2009-2011, cdng ty van chua
nhan dugc nhiéu sy quan tdm va tim kiém cua khach hang. Déi tuong khéach ltc d6 hau
nhu chi 1a mot vai ngudi khach quen caa anh Khoi — Giam Déc cua cong ty khi anh Khoi
con 1am hudng dan cho cong ty Travel Indochina. Pay 1a mot thoi diém hét sirc kho khan
dé xay dung mot thuong hiéu.

Sau mot thoi gian dai hoat dong kinh doanh nam trong tinh trang é am, thi bat
dau tir nam 2011, hoat dong caa cong ty di c6 thay doi dang ké, khi sé lugng doan ting
kh& manh. Chinh lic nay mai thay cdng tac truyén thdng bang hinh thirc truyén miéng cé
hiéu qua. Chinh nhiing vi khach dau tién cua cong ty la nhiing ngudi mang lai nguon
khach kha 16n cho ching t6i trong sudt qué trinh hoat dong kinh doanh cho tai thoi diém
nay.

12

Sé doan 40 Biéu @ so sinh so lwgng doan khach nim 2011-2012
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Hinh 16: Biéu d6 so sanh s lwong khach doan nim 2011-2012
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Bén canh d6, sau khi di c6 mot sé lugng khach tuong ddi 6n dinh ching t6i bat
dau tiép can véi hinh thuc truyén thdng bang online nhiéu hon. Ching tdi tiép can toi
trang web Triadvisor — & trang web c6 uy tin Ién trong nganh du lich trén toan thé giéi,
gidng nhu. Gan gidng véi Lonely Planet, Tripadvisor cung cip dén nguoi xem cac thong
tin vé diém dén nhung khdng mang tinh cha quan nhu tac gia cua Lonely Planet. Thong
diép ma Tripadvisor mudn gui téi khach du lich chinh 1a nhitng cam nhan thuc té cua
khéch hang khi da tréi nghiém cac dich vu ndy bang hinh thic danh gia, cho diém va binh
luan tryc tiép.

S6 lwgng doan 6 thang dau nam 2013

43
36
i | I ] i

Thang1 Thang? Thang3 Thang4 Thang5 Thangé6

Hinh 17: Biéu d6 s6 lwong khach doan 6 thang dau nam 2013

Theo nhu tinh hinh hién nay cap nhat dén thoi diém 25/6/2013 thi cong ty Chau
Thé dang xép hang thir 13 trén tong s6 128 “Activities in Ho Chi Minh City” va méi day
cong ty da nhan dugc “Certificate of Excellent 2013”. Pay la vinh du cho mot thanh qua
lao dong cua ching tdi, nhitng ngudi yéu nghé va c6 day nhiét huyét véi nghé. Vé mat
chung céc ddi thu ding trén hang caa cong ty déu cd mot thi truong khac biét vai cong
ty. Vi du nhu:

v Hang 1: XO Tours — VietNam Mobike Tours — Chuong trinh du lich khdm phéa
bang xe may.

v Hang 2: Back of the Bike Tours - Chuong trinh du lich khdm pha bang xe may
v Hang 3: Indochina Oddyssey Tours — Chuong trinh khdm pha Bong Nam A.
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v Hang 4:VietNam Vespa — Chuong trinh du lich khdam pha bang xe may.
v Hang 5: Tiger Tours — Chuong trinh du lich khdam pha bang xe may.

Theo nhu tinh hinh xép hang hién nay thi kha ning céng ty Chau Thé duoc wu
tién lua chon trén trang web nay la kha cao.
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2.2.6. Mot s giai phap kién nghi nham phat trién kinh doanh it hanh
cua cong ty

Giai phap 1: Day manh coéng tac nghién cau thi trudng va ma rong pham vi thi
truong.

Hién nay cac chuong trinh du lich cia cong ty tuy doc dao nhitng van con han
ché & mot sé dia diém nhit dinh dic biét 1a khu vuec mién Tay gom c6 céc tinh nhu: Go
Cong, Bén Tre, Can Tho, Chau Béc...Mot sb khu vuc khac van chua dugc tham khao
nghién ciru dé dua vao chuong trinh cho khach, mac di tiém nang du linh ¢ cac tinh con
lai van rat da dang va phong phd. Chinh vi thé can phai xay dung them céac chuong trinh
dén cac vung lan can dé nang cao tinh da dang cua chwong trinh, tao nén nhiéu su lua
chon ciing nhu khai thac tinh lien tuyén caa chuong trinh du lich.

Khéng chi ¢ tai thi trudong cac tinh mién Tay, ma hién nay khéach hang lva chon
tim dén cong ty Chau Tho voi yéu cau dugc mua tour xuyén sudt tir Bac vao Nam voi
thoi gian trung binh tir 15 dén 20 ngay cang nhiéu. Viéc nay sé& 1a mot co hoi 16n, 1a mot
don bay dé cong ty tao nén mot thuong hiéu c6 tam vac I6n hon trén thi truong. Cho nén
chidng tdi can phai di séat véi thuc té hon, nghién ciru can than cac thi truong du lich mién
Bac, mién Trung dé co thé xay dung thém cac chuong trinh mai la, thu hit, nhung khong
mang tinh lap lai cac chuong trinh cii dé nang cao ty 18 khach quay tré lai mua tour caa
cong ty.

Giai phap 2: Tan dung cac cong nghé hién dai vao viéc quan Iy hd so khach hang ciing
nhu céc thong tin cua cong ty

Hién nay cong ty Chau Tho van chua su dung hé théng quan Iy théng tin caa
doanh nghiép vao méi truong lam viéc. Hé théng nay sé& gitp cho cong viéc dugc hoan
thanh nhanh hon va cac théng tin trong cong ty sé dugc bao mat hon, so vai viéc nhan
vién tu sir dung may tinh ca nhan ciia minh dé luu trix gitr liéu. Viéc si dung hé théng nay
ciing nén dwra vao ké hoach 1au dai vi mot sé wu diém va khuyét diém sau:

Uu diém:

v Luu trir thdng tin cin than, mang tinh bao mat cao.
v' D@ dang cap nhat théng tin ma khong bi thiéu xot.
v" Nhanh chéng tim kiém hé so, dit liéu cua cong ty
Khuyét diém:

v’ Gia thanh va phi bao tri kha cao.
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Giai phap 3: DAy manh xuc tién quang ba.

Cong tac quang ba cua cong ty tuy mang tinh chién luoc lau dai nén hiéu qua
ciia né mang lai kha 1a cham. Cho nén song song vai viéc quang ba bang hinh thuc truyén
miéng va trang web thi phong truyén thong can phai thao ra mot vai ké hoach truyén
thdng ngan han dé cé thé thu hit thém nhiéu khach hang hon dic biét 1 trong cac thang
thap diém nhu thang 5, 6, 7, 8.

Water Buffalo Day Tours
73 Ranked #13 of 128 activities in Ho Chi Minh City
@@@EE® 47 reviews

“3 Da;_.fs inthe Mekong® 08/28/2013
“Fantastic, Realiable, Friendly, Value.. ™ 06/15/2013

Category: Tours

Visitor photos (28)
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IV. NHAN XET BAN THAN

Sau 14 tuan duoc thyc tap va 1am viéc tai doanh nghiép t6i thiy minh da truong
thanh hon. Bén canh dé su hd tro nhiét tinh tir cap trén va cac dong nghiép l1a mot dong
lyc 16n cho tdi trong nhitng ngay b& ngd khi buéc chan vao nghé. Téi di c6 thé hoa nhap
v6i moi ngudi mot cach nhanh chéng va tim cho minh nhitng phuong phap pht hop nhat
dé hoan thanh tét nhat cong viéc duoc giao. Tuy con rat nhiéu thiéu x6t, nhung moi
ngudi di nhiét tinh huéng dan gilp tdi nhan thay nhitng thiéu x6t d6 va hoan thién ban
than.

Khé khin: Tuy da hoc hoi dugc rat nhiéu kinh nghiém quy gia nhung t6i van
nhan thay rang thoi gian dé tdi thuc hanh cho céc kién thire da hoc con quéa ngan. Va doi
khi t6i cling c6 mot chat ap lwc vi cong viéc kha nhiéu. La mot sinh vién Hoa Sen tdi kha
ty tin vé trinh do ngoai ngir ciia minh, nhung doéi luc téi cling phai rut ré va c6 hoi chut lo
ling khi d6i thoai vé&i khach hang. Chinh vi thé ma sau dot thyuc tap nay tdi s& danh that
nhiéu thoi gian dé trau doi thém tiéng Anh.

Thuan lgi: Méi truong hoc tap tai truong Pai Hoc Hoa Sen 1a méi truong cuc Ky
t6t cho toi khi budc chan vao doanh nghiép. Thir nhat 1a do danh tiéng cua trudng, va thi
hai la do sy nang dong nhiét tinh ma céac hoat dong tai truong da mang lai cho téi. Do
nhu 12 mot don bay gidp toi ty tin va lam viéc hiéu qua hon.
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KET LUAN

Sau mét thoi gian lam viéc tai doanh nghiép t6i da hoan thanh dugc 80% muc
tiéu ban dau dé ra. T6i dd c6 nhitng nhan thic dang dén va khach quan hon vé nganh
nghé ctiia minh. T6i di ¢6 dip dé nhin lai ban than, tinh cach, phuong phap hoc tap va toi
nhan thay rang minh can phai c6 gang rat nhiéu cho cac du dinh sap téi. Cong viéc mé ra
cho t&i mét cai nhin méi cho viéc tiép thu cac kién thirc trong thoi gian quay lai truong.
Nhung bai hoc 16n nhat ma tdi hoc dugc d6 1a “Lam bét cir viéc gi ciing phai c6 muc
tiéu” va toi s€ vach ra con duwong mai cho nhirng muc tiéu cia minh trong tuong lai.
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PANH GIA NHAN XET CUA GIANG VIEN
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