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LOI CAM ON

Trong qua trinh xay dwng Tiéu chuadn xép hang khach san
chung tieu vung Mé Kbéng, thanh vién nhom nghién ctru da nhan
dwoc sw giup d& sau sac va quy bau cua cac co quan sau:

1. Téng cuc Du lich - B6 Van hoéa, Thé thao va Du lich Viét
Nam

2. B6 Du lich Campuchia

3. Téng cuc Du lich Lao

4. Dy an Phat trién ngudn nhan lwc Du lich Mé Kéng.

Nhoém nghién ctru tran trong cam on!
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FOREWORD

In the recent years now, in couple with the strong tourism growth
all over the world, the development of tourist establishments is
rapidly increasing in both quality and quantity which meets ever
higher demands of tourists.

According to the World Tourism Organisation's forcast, by 2010
the number of international visitor arrivals around the world will
reach over 1 billion, bringing in appropximately USD 900 billions
in tourism receipts, creating 150 million jobs and with an annual
increase in tourist accommodations by 3%. Against this
background, Asia and the pacific has notably also witnessed a
robust tourism performance, including Vietnam, Laos and
Cambodia, and other countries in the Greater Mekong Subregion.
Due to its significant implications in the course of economic
development commonly recognizable in respective countries,
tougher competitions for more visitors have been occurring in
terms of marketing and promotion, travel and accommodation
businesses among countries in the region and the world as a
whole.

In order to enhance their own competitiveness, countries at
differrent corners of the world are tending to cooperate with each
other in areas of cultural, political, socio-economic development,
of which tourism is the case. Especially, to manage and promote
tourism quality products to create more appeals to tourists, many
countries have joined hands in the formulation of sets of common
technical standards in tourism and tourist accommodation e.g
European or ASEAN Tourism Standards,...

Along with the above trend, the Greater Mekong Subregion
Countries have teamed up together and made concerted efforts to
develop sustainable tourism products, strengthening the cutting
edges of tourism in the entire region as well as each country

member.
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With the loan funded by the Asian Development Bank (ADB), 3
Mekong member countries Vietnam, Laos and Cambodia have
embarked on the development of GMS common hotel
classification standard, and appointed Vietnam a lead player in
the formulation process as having considered it one of the
pioneers in the work of hotel classifications in ASEAN.

To implement the said activities, Vietnam has formed a group of
experienced experts from the hotel management Department,
Vietnam National Administration of Tourism to carry out the tasks.
This technical group has conducted numerous researches
through field trips and fact-finding missions on hotels of different
categories in Vietnam, Laos, Cambodia as well as based on the
reference documents on hotel classification compiled from
European, Asian Countries and ASEAN countries (France,
Germany, Holand, Malaysia, Thailand and Philipines, etc.).
Afterwards, the technical group has come up with a proposed
different versions of GMS common hotel classification standards,
evaluation methods, hotel star rating panel and its sample
standard logo plate. All the draft versions have been disscussed
carefully and got the common ideas within the technical experts
and from national tourism industry who represented for
Cambodia, Laos and Vietnam through the meetings in these
countries.

The project technical group do hope that the Greater Mekong
Subregion Common Hotel Classification Standards will be useful
for Vietnam, Laos and Cambodia in further improving not only its
facilities but also the services, in conformity with the common
Mekong subregional standards, in order to realize a goal "Three
countries one Destinations" for the fast sustainable tourism
development in the three countries./.



LO'1 NOI BAU

Trong nhitng ndm gan day, trén pham vi toan cau, du lich
phat trién manh, tao diéu kién cho co s& lwu tra du lich phat trién
ca vé s lwong va chat lwgng, dap (ng nhu cau ngay cang cao
cua khach du lich.

Theo duw bao ctia Té chirc Du lich thé gi¢i (UNWTO), ndm
2010 lwong khach du lich qudc té trén toan thé gidi udc lén toi
trén 1 ty lwot khach, thu nhap ttr du lich dw kién 900 ty USD, tao
coéng viéc 1am cho hon 150 triéu lao déng, trong do tdc doé tang
trrdng co s& lwu trd du lich tang 3%/nam. Dac biét, du lich phat
trién manh & khu vwc Chau a- Thai Binh Dwong, trong do co Viét
Nam, Lao, Campuchia va cac nwéc tiéu vang Mé kéng. Du lich da
tré thanh nganh kinh té quan trong cta nhiéu quéc gia. Do vay,
trong quang ba thu hut khach, trong kinh doanh du lich va Iwu tru
du lich, canh tranh ngay cang tr& nén khéc liét gitra cac nwdc
trong khu vie va trén toan thé gioi.

DPé nang cao vi thé va strc canh tranh, nhiéu nwéc trong cac
chau luc hwéng tdi lién két véi nhau, hop tac, phat trién trong cac
linh vwe chinh tri, kinh t&, van hoa, xa héi,... trong dé c6 du lich.
DPac biét, d& tdng cwong quang ba xuc tién, quan ly chat lwong
san pham du lich, nham tao strc hap dan khach québc té, cac
nwdc trong modt s khu vwe, chau luc da lién két xay dwng tiéu
chuan ky thuat chung trong linh vwe du lich va lwu trd du lich nhw
tiéu chuan EU, tiéu chudn ASEAN, ...

V&i xu thé do, cac nwoc tiéu vang Mékdng da lién két chat
ché véi nhau dé tao sirc manh tébng hop, hwdng téi phat trién du
lich bén virng, nang cao slrc canh tranh cua du lich tiéu vung noi
chung va tirng nwéc trong tiéu ving naoi riéng.

Puoc sy hd tro vén vay cla Ngan hang phat trién Chau A
(ADB), cac nuwéc tiéu vang du lich Mékéng, chi yéu 3 nuwéc Viét
Nam, Lao, Campuchia da théng nhéat xay dwng tiéu chuln xép
hang khach san chung va giao cho Viét Nam, la mét trong nhirng
nwdc di dau trong cdng tac xép hang khach san cia khu vuc
ASEAN, chu tri nghién ctru, dé xuét tiéu chuan nay.
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DPé c6 can ci bién soan duv thao tiéu chuln chung vé xép
hang khach san gilra cac nwéce trong tiéu vang, phia Viét Nam da
giao nhiém vu cho nhém chuyén gia cia Vu Khach san - Tdng
cuc Du lich, nhitng ngu®i cd nhiéu kinh nghiém trong coéng tac
xay dwng tiéu chudn va trong thuc té xép hang khach san. Nhém
cobng tac nay da thwe hién nghién ciru thye té thong qua khao sat
vé trinh d8, céng nghé khach san va céng tac xép hang khach
san cua 3 nuwoc (Viet Nam, Lao, Campuchia), tham khao tai liéu
quoc té vé tiéu chudn xép hang khach san cta cac nwéc Chau
Au, A, cac nuedc ASEAN (nhw Phéap, B, Malaysia, Thai Lan,
Philipin,...). Nhém chuyén gia da bién soan, dé xuat dy thao Tiéu
chudn xép hang khach san chung gira cac nudc tiéu vang Mé
kong, dv thao cach thirc danh gia hang khach san dé phuc vu
cho viéc ap dung nhirng tiéu chuan nay trong thuwc té va du thao
mau bién hang cung 16g6 chung cla 3 nuwdc tiéu ving Mé kéng.
Ba du thdo trén da dwoc thdo luan rat ky, thdng nhat trong nhém
chuyén gia, nhirng ngw¢i dai dién cho cac nwéc théng qua Hoi
thdo t6 chirc tai Viét Nam, Lao, Campuchia.

Hy vong rang Tiéu chudn nay sé gilp cac khach san trong 3
nwdc hoan thién hon nira co s& vat chat ky thuat va chéat lwong
phuc vu, tao chat lwong theo tiéu chuan chung cda tiéu ving Mé
kéng, huwéng téi thwe hién muc tiéu chung “3 qudc gia 1 diém
dén” nham phat trién nhanh va bén virng nganh du lich 3 nwédc
Viét Nam- Lao- Campuchia.

NHOM SOAN THAO TIEU CHUAN XEP GMS
(VIET NAM - LAO - CAMPUCHIA)
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GREATER MEKONG SUBREGION
HOTEL CLASSIFICATION STANDARD
VIETNAM - LAOS - CAMBODIA

1. SCOPE
The Greater Mekong Subregion Hotel Classification Standard
contains the minimum requirements shall be voluntary applicabe
for the hotel classification activities in three countries Cambodia,
Laos PDR and Vietnam only. The standard does not extend to the
folowing types of accommodation:
1.1. Apartment let for residential purposes;
1.2. Premises used exclusively for the accommodation of
persons in religious, educational or charitable institutions;
1.3. Other types of accommodations as follows:
1.3.1.1. Guest House;
1.3.1.2. Homestay;
1.3.1.3. Holiday Village;
1.3.1.4. Tourist Villa;
1.3.1.5. Tourist Camping Sites;
1.3.1.6. Motel and others, if any.

2. DEFINITIONS

In this standard, some definitions are understood as follows:
2.1. Hotel

Establishment with reception, services and additional facilities

where accommodation and in most cases meals are available.
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2.2. Single room

Room with sleeping facilities for only one person.

2.3. Double room

Room with sleeping facilities for two persons in a double bed or
two single beds adjoined along side.

2.4. Twin room

Room with sleeping facilities for two persons in separate beds.
2.5. Family room

Room with sleeping facilities for three or more persons, at least
one double bed and one or two sinlge beds.

2.6. Junoir suite

Accommodation providing space sleeping and seating facilities.

2.7. Suite

Accommodation providing separate sleeping and seating
facilities with or without a kitchenette.

2.8. Connecting rooms

Two rooms close to each other with sleeping facilities which
can be accessible to each other via internal doors.

2.9. Double bed

Bed for two people with one or two mattresses.

2.10. Buffet breakfast

Self-service with a free choice of at least an expanded
breakfast.

2.11. Facilities for disabled

Facilities to cater for the special needs of disabled guests.

2.12. Swimming pool
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Indoor or outdoor pool specifically designed for swimming.

2.13. Jacuzzi

Bath or tub with a mechanism that swirls water.

2.14. Sauna

Wooden cabin with hot dry air.

2.15. Steam bath

Room or cabin with hot steam.

2.16. Fitness room, gym

Common room or area containing equitments for physical
exercise with or without supervisor.

2.17. Spa

Acknowledged health resorts, with specific natural factors —
natural remedies of the soil (for example, mineral spring), the
sea, or the climate — sometimes complemented by the

appropriate health treatments.

2.18. Kitchenette

Small kitchen or part of a room partially equipped with self-
catering facilities.

2.19. Mini-bar

Small refrigerator containing cold drinks and sometimes

snacks.

3. MINIMUM REQUIREMENTS AND EVALUATION METHOD



EVALUATION TABLE

Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

(3)

(4)

(5)

(1)

(2)

0 1

0| 1

1. Location

1.1. Environment
reasonably suitable

1.2. Environment
highly suitable

2. Access

Safe and convenient
access

3. Sign or
Symbol

Hotel sign or symbol,
clearly presented in
good condition and
sufficiently lit during
nighttime

4. Cleanliness

and general
decorations

4.1. Has good, clean
area or decorations
in front of and around
the hotel, with
sufficient lighting
during nighttime

4.2. Has good, clean
area or decorations
in front of and around
the hotel, with
attractive lighting
during nighttime
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

5. General
Construction

General construction
in good condition,
clean and safe

6. Car Park

and

Transportation
Service

6.1. Convenient, safe
embarking and
disembarking
passengers area

6.2. Safe and
convenient traffic
arrangement and
walkway

6.3. Good air
ventilation (in case of
parking lots)

6.4. Sufficient
lighting during
nighttime

6.5. Number of
parking spaces at
least 20 % of total
number of hotel
rooms

6.6. Number of
parking spaces at
least 25 % of total
number of hotel
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

rooms

6.7. Number of
parking spaces at
least 30 % of total
number of hotel
rooms

6.8. Transportation
Service

Il. Lobbies, public toilets, lifts and
passageways within hotel

1. Lobbies

1.1.1 Clean floors,
walls and ceilings in
good condition,
reasonably
decorated

1.1.2 Well decorated
and suitable for the
standard of the hotel

1.2. Good air
ventilation

1.3. Separate
smoking area

1.4. Waiting area and

17




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

miscellaneous
services provided
with at least 4 seats
in good condition and
suitable for the
standard of the hotel

1.5.1 Safety boxes
available (including in
rooms in at least
20% of total number
of hotel rooms

1.5.2 Safety boxes
available (including in
rooms) in at least
70% of total number
of hotel rooms

1.5.3 Safety boxes
available (including in
rooms) in at least
100% of total number
of hotel rooms

1.6.1 Domestic and
international direct
dialing telephone
available

1.6.2 Wireless
internet

18




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

1.7. Newspapers,
magazines,
brochures, other
interesting
information and the
hotel’s local
information service

2. Public
Toilets

2.1. Located in
convenient area and
distance, safe, clean
and separate from utili
areas

2.2.1. Toilet for men
and women

2.2.2. Separate
men’s and women’s
toilets

2.3. Good air
ventilation

2.4, Sufficient light
and well-lit

2.5. Well decorated,
suitable for the
standard of the hotel

19




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

2.6. Floors in good
condition, clean, not
slippery with good
drainage

2.7. Clean walls and
ceilings in good
condition

2.8. Clean doors and
equipment in good
condition

2.9. At least 1 clean
toilet bowls in good
condition

2.10. At least 2 toilet
bowls and 2 clean
urinals in good
condition (men’s
only)

2.11. Atleast 1
clean washbasin with
mirror in good
condition

2.12. Soap in clean
containers provided
near washbasins

20




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

2.13. Hand dryers,
hand towels, or
tissue paper in clean
containers provided
near washbasins

2.14. Tissue paper in
clean containers
provided in every
toilet

2.15. Sanitary bags
provided in every
toilet (women'’s only)

2.16. Clean dustbins
with cover opened by
foot near washbasins
provided in every
toilet

2.17. At least 1 fully
equipped toilet for
the disabled with
appropriate tools

3. Lifts

3.1. Located in
convenient area and
distance with
adequate space

3.2 Sufficient
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

number of lifts of

practical size

3.3. Good quality,
safe clean lifts in
good condition
regularly checked by
a trained inspector

3.4. Numbers
indicating every floor
level, clearly visible
during nighttime

3.5. Good air
ventilation within lifts

3.6. Interior of lift
has sufficient light
and is well lit

3.7. Interior of lift is
well decorated, hotel
services provided
suitable for the
standard of the hotel

3.8. Safety
regulations and
suggested safety
procedures  clearly
provided within the

22




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

interior of the lift

3.9. Emergency call
or bell in good
condition  available
inside the life

3.10. Handrail, clean
and in good condition
available inside the
lift (if any)

3.11. Lift has
effective control
panel in case of an
electricity cut

3.12. Separate lifts
for hotel guests, hotel
staff, and luggage

3.13. From the 4"
floor onward
including the ground
floor, electric lift
should be provided

3.14. From the 3™
floor onward
including the ground
floor, electric lift
should be provided
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor
(3) (4) )
21 3]| 4 0 1 0|1
(1) (2)
4 Passagewa | 1. Guests - NN
y within hotel | passageway and
staff main
passageway
separate
2. Separate - - W
passageway for
luggage
lll. Standard rooms, (including
passageway, balcony and
bathroom)
1.1. Floors, walls, SV IRV
1. ceilings and balcony
Passageway | handrails in good
or balcony condition, clean, safe
outside the and reasonably
room (every decorated
floor)
1.2. Sound system - - |-
1.3. Good air RN
ventilation (in case of
double loading
corridor)
1.4. Sufficient lighting NN RN
and well lit
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

1.5. Clear fire escape
route plan or sign
and fluorescent
emergency exit sign
in good condition

1.6. Emergency light
in good condition

1.7. Sufficient
number of fire
extinguishers with
handles or fire hoses
in good condition and
well positioned as
regulated by the law

1.8. Room number
signs in good
condition, clearly
visible during
nighttime

2. Room size

2.1. No less than 9
sq.m. for single and
12 sq.m for double or
twin.

2.2. No less than 12
sq.m for single and
14 sq.m for double or
twin.

2.3. No less than 14

25




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

sg.m for single and
18 sq.m for double or
twin.

2.4. No less than 18
sg.m for single and
24 sq.m for double or
twin.

2.5. No less than 24
sq.m for single and
30 sg.m for double or
twin.

3. Interior
factors within
rooms

3.1.Door and general
equipment in good
condition and clean

3.2. Effective chain
door lock or
substitute in good
condition

3.3. Adequate
peephole or
substitute in good
condition

3.4. Clear fire escape
plan on the room’s
door

3.5. Efficient

26




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

electricity power
control when room is
not occupied

3.6.1. At least one
plug socket for
electrical equipment

3.6.2. Universal plug
adaptor for electrical
equipment available of
can be borrowed upon
request

3.6.7. Clean floors in
good condition,
suitably decorated for
the type and
standard of the hotel

3.8. Clean walls in
good condition,
suitably decorated for
the type and
standard of the hotel

3.9. Clean ceilings in
good condition,
suitably decorated for
the type and
standard of the hotel
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

3.10. Skylights,
windows and
equipment in good
condition and clean

3.11. Curtains with
the dark layer inside
in good condition and
clean

3.12.1 Good air
ventilation

3.12.2 Good air
ventilation with
efficient, clean and
quiet air-conditioning
system

3.13. 1 Sufficient
lighting and well-lit

3.13.2 Sufficient and
adjustable lighting
and well-lit the whole
room, especially the
door area, desk and
around bed
headboard.

3.14. Adequate
number of efficient

28




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

smoke detectors or
heat detectors, well
positioned (in cases
where buildings are
higher than 2
storeys)

3.15. At least one
room with suitable
facilities and furniture
for the disabled

5. Room
furniture

5.1. Sufficient
luggage space in
good condition

5.2.1 Cupboard or
clothes shelves at
least 0.45 m. deep
and 0.90 m. wide

5.2.2 Closet at least
0.55 m. deep and
1.10 m. wide

5.3.1 Bed size at
least 0.90 m. x 1.90
m. for single, 1.50 m.
x 1.90 m. for double
bed.

5.3.2 Bed size at

29




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

least 1.00 m. x 2.00m
for single, 1.60 m. x
2.00 m. for double
bed.

5.3.3 Bed size at
least 1.20 m. x 2.00
m. for single, 1.60 m.
x 2.00 m. for double
bed.

5.4. Bed in good
condition, suitable for
the type and
standard of the hotel

5.5. Decorated bed
headboard area in
good condition,
suitable for the type
and standard of the
hotel

5.6. Clean mattress
in good condition,
made of good-quality
materials

5.7. Sofa in the suite
room or armchair
available in good
condition, suitable for
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

the type and
standard of the hotel

5.8. Table and chair
available in good
condition, suitable for
the type and
standard of the hotel

5.9. Dressing table
and chair, with
dressing mirror in
good condition,
suitable for the type
and standard of the
hotel

5.10. Full-length
mirror in good
condition, suitable for
the type and
standard of the hotel

6. Room
electrical
equipments

6.1.1 Colour
television at least 14
inches available and
in good condition

6.1.2 Colour
television at least 20
inches and in good
condition, with
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

remote control or
substitute provided

6.2. Free satellite TV
or cable channels TV

6.3.1 Refrigerator in
clean and good
condition available to
at least 80 % of total
number of hotel
rooms

6.3.2 Refrigerator no
less than 50 litres
available in every
room in clean and
good condition

6.4.1 Telephone for
making internal,
direct domestic and
international phone
calls or through
operator

6.4.2 Telephone for
making internal,
direct domestic and
international phone
calls
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

6.5. Room extension
phone line

6.6. High-speed
Internet available

6.7. Water heater or
coffee maker
available

7. Room
Inventory

1. A copy of room
regulations

2. Room service sign
or door knob menu
available

3. “Do not disturb”
and “Please clean
my room” sign or
switch available

4. Room service food
menu available

5. Manuals for
television and TV
programmes
available

6. Manuals for
telephone and phone
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

directory available

7. 1 One clean pillow
per guest minimum in
good condition

7.2 At least two clean
pillows per guest
minimum in good
condition

8.1 Clean bed sheet
in good condition

8.2 Two clean bed
sheets in good
condition per bed or
one duvet/bed

9. Two clean
bathrobes

10. At least eight
clothes hangers in
good condition

11. Laundry list

12. Laundry bag

13. Sewing kit

34




Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

14. Two pairs of
clean slippers in
good condition

15. Shoe shine
service or shoe shine
kit available

16. Stationary folder
containing pieces of
paper and pen or
pencil

17.1 Mini bar
containing beverage
and snacks

17.2 Mini bar
containing beverage,
alcoholic drinks and
shacks

18. Two
complimentary
bottles of water

19. Two
complimentary sets
of coffee, tea, sugar
and cream

20.Two clean
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor
(3) (4) (5)
2|1 3|4 0 1 0| 1
(1) (2)
glasses
21. Bottle opener - - Y
22. Clean dustbin VoV
23. Matches and N R
ashtray (not available
in non-smoking
rooms)
8. En-suite 1.Clean door or YRR
bathroom entrance and
equipment in good
condition
2.Efficient air N R
ventilation, clean and
quiet
3.Sufficient lighting N RV N,
and well-lit
4. Well decorated, - -
suitable for the
standard of the hotel
5.Clean and non- VoV A
slippery floors in
good condition, with
drainage
6.Clean walls in good ‘R
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

condition

7.Clean ceiling in
good condition

8.1. Toilet no less
than 3 sq.m

8.2. Toilet no less 4
sq.m

8.3. Toilet no less
than 5 sq.m

8.4. Toilet no less 6
sq.m

9.Ceiling height no
less than 2.40 m.

10.1 Shower and
tools in good
condition and clean

10.2 Shower and
tools in good
condition and clean,
with shower curtain
or partition available

10.3 Bathtub and
tools in good
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

condition and clean
with style suitable for
the type and
standard of the hotel,
with shower curtain
or partition

10.4 Shower or
bathtub with tools in
good condition and
clean, with style
suitable for the type
and standard of the
hotel with no less
than 30 % of total
number of hotel
rooms providing both
a shower and
bathtub with curtain
or separate partition

11.Clean shower mat
or substitute in good
condition and clean

12. Efficient safe
water

temperature control
system in good
condition

13. Hair dryer in
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

good condition

14. Extension phone
line

15. Weight scales in
good condition

16. Plug socket for
electrical equipment

17.Dressing area

18.Clean and quiet
toilet bowl in good
condition

19.1 Clean
washbasin with
mirror in good
condition

19.2 Clean
washbasin with
mirror and
magnifying mirror in
good condition

20.Tower shelves
placed in dry area

21.Robe for hanging
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

clothes or substitute
place in dry area

22.Two clean large-
size towels in good
condition

23.Two clean face
towels in good
condition

24.Two clean hand
towels in good
condition

25.Two clean foot
towels in good
condition

26.Facial tissues in
clean container (or
available in bedroom)

27.Toilet paper in
clean container, not
wet

28.Sanitary bag

29.Two clean shower
caps
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

30.Two clean
glasses

31. Two sets of clean
toothbrushes and
toothpaste

32.Two bars of soap
or liquid soap in
clean container, with
no stagnant water

33.0ne set of foam
bath in clean
container

34.0ne set of hair
shampoo in clean
container

35. One set of body
lotion

36. Clean dustbin
opened by foot

37. At least one
bathroom with
facilities and
equipment suitable
for the disabled
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor
(3) (4) (5)
2|1 3|4 0 1 0| 1
(1) (2)
IV. Suite and Executive Floor
1. No less than 5 % - - |-
1. Suite of total number of
(safety, hotel rooms, in cases
health, where total number
decoration, does not exceed 100
furniture, or no less than 5
electrical rooms in cases
equipment, where total number
complimentary | exceeds 100 (rooms
products and | with connecting
bathroom doors count as one)
factors no less
than standard
rooms) 2. At least two - - N

different styles

3. Total area no less
than 50 sqg. m.
(excluding bathroom
and balcony)

4. En-suite bathroom
in living room which

can be used directly
(except Junior Suite)

5. Colour television
no smaller than 25
inches in good
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-

Points tion

by Points

Hotel by

Asses-

sor

3) (4) (5)

2|1 3] 4 0 1 0|1

(1)

(2)

condition and
suitable for the type
of the hotel with
remote control or
substitute, well
placed

6. Mini Compo, DVD,
VDO or VCD in good
condition and
qualified for the
standard of the hotel
(except Junior Suite),
well placed

2. Executive
Floor

(safety,
health,
decoration,
furniture,
electric
equipment,
complimentary
products and
bathroom
factors no less
than standard
rooms)

1. Total area no less
than 36 sq.m.
(bathroom included)

2. Check in-check
out on same floor

3. Information Center
staff available

4. Well-decorated
and furnished
conference room,
with air-conditioning
system and efficient
soundproof system ,
at least four seats
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor
(3) (4) (5)
2|1 3|4 0 1 0| 1
(1) (2)
available

5. Well-decorated
and furnished waiting
area for business or
general purposes, at
least four seats
available

6. Bar counter or
eating area, well
decorated and
furnished, at least
four seats available

7. Photocopy,
facsimile, long-
distance phone call
and high-speed
Internet or wireless
services available

V. Restaurants, Coffee Shop, Bar
and Kitchen

1. Restaurants

1. National special
dishes restaurants or
food available

2. Breakfast service
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

3. Restaurant serving
simple production
food

4. International food
restaurants or
international food
available

4.1 Clean floors,
walls and ceilings in
good condition,
reasonably
decorated

4.2 Clean floors,
walls and ceilings in
good condition, well
decorated and
suitable for the type
and standard of the
hotel, with good light
and sound system

5. Good air
ventilation

6. Separate smoking
area

7. Convenient food
transfer passageway,
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

separate from
guests’ passageway

8. Well-decorated bar
counter, suitable for
the type and
standard of the hotel

9. Furniture in good
condition, suitable for
the type and
standard of the hotel

9.1. Clean utensils
and equipment in
good condition,
suitable for the type
and standard of the
hotel

9.2. Utensils and
equipment
sufficiently provided
all the time in the
case of a buffet

10.Clean tablecloth
or saucers, suitable
for the type and
standard of the hotel

11.Serviettes or
tissues in clean
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

container, suitable for
the standard of the
hotel

12.Food and
beverage menu with
clear details and
prices

13.1. Good-quality,
hygienic and
delicious food
provided

13.2. Good-quality,
hygienic and
delicious food and
beverage, food and
beverage sufficiently
provided all the time
in the case of a buffet

14.Food and
beverage display and
decoration

15.1 Domestic and
international direct
dialing telephone
available

15.2 High speed
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

internet or Wireless
Internet available

2. Coffee
Shop, bar

1. Well-decorated
coffee shop, suitable
for the type and
standard of the hotel,
with good light and
sound system
design, separated or
included in restaurant

2. Good air
ventilation

3. Furniture in good
condition, suitable
for the type and
standard of the hotel

4. Clean utensils and
equipment in good
condition, suitable for
the type and
standard of the hotel

5.Food or beverage
menu with clear
details and prices

6.Good-quality,
hygienic and
delicious food and
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

beverage

3. Kitchen
(Optional for 1
star hotel)

1. Located in area
and distance
convenient for
waiting service
without causing
interference to other
areas

2. Convenient,
hygienic passageway
for transporting food
ingredients and
waste separate from
passageway for
guests

3. Clean entry-exit
and air ventilation
system in good
condition, capable of
efficiently preventing
insects and other
animals from
entering

4. Ceiling height no
less than 2.40 m.

5. Clean and easy-to-
clean floors in good
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

condition, not slippery,
with good drainage

6.Clean and easy-to-
clean walls and
ceiling in good
condition

7.Good, efficient and
clean air ventilation
(especially near the
stove area)

8. Good smoke,
smell, sound and
heat prevention
system between
kitchens and dinning
area

9.Sufficient light and
well-lit

10. Appropriate and
hygienic storage area
and tools

11.Areas for hot
dishes and cold
dishes appropriately
divided
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

12. Appropriately
separated
preparation areas for
food and desserts

13. Clean utensils
and cutlery in good
condition, suitable for
the type and
standard of the hotel,
conveniently, tidily
and safely located for
ease of use

14. Waste and fat
efficiently and
hygienically dealt
with

15.Necessary kitchen
regulations, safety
regulations and tool
instructions clearly
presented

16.Clear fire escape
plan or signals and
fluorescent
emergency exit sign
in good condition

17. Emergency lights
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

in good condition

18. Sufficient number
of efficient fire
extinguishers with
handles or fire hoses,
well placed ( as
regulated by the
national law)

19. Sufficient number
of efficient smoke
detectors, heat
detectors or gas
detectors, well
placed (in cases
where the buildings
are higher than 2
storeys)

20.Non-smoking area

5.Toilets for
restaurant,
coffee shop,
bar and
kitchen

(in cases
where it's
separate from
lobby hall)
(with safety,

1. Located in safe
clean area and
distance convenient
for use without
causing interference
to dining area

2. Separate men’s
and women'’s toilets
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor
(3) (4) (5)
21314 0 1 0|1
(1) (2)
hygiene,
sanitary ware
and
equipment
VctRecnedties |area: Fitness Center,
Saunriaj|Steam Bath, Spa, Massage
Rbbyhaa¢uzzi and Swimming Pool
1. Fitness 1.1 Total area no - - N
Center less than 30 sqg. m.
1.2 Total area no - |- -
less than 50 sq. m.
2. Clean floors, walls - - N
and ceiling in good
condition, well
decorated, suitable
for the type and
standard of the hotel,
with good light and
sound system design
3. Good air - - Y
ventilation
4. Staff or room - - W
regulations and
equipment
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

instructions available

5. Sufficient number
of lockers and
separate changing
rooms for men and
women (can be used
with other recreation
activities)

6.Available
washbasin and
mirror, with hand
dryer, hand towel or
tissue paper in clean
container

7. Well-decorated
sitting area with
good-quality
furniture, at least four
seats

8.1 At least 6 types
of good-quality,
efficient, safe and
clean exercise
machines

8.2 At least 8 types
of good-quality,
efficient, safe and
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

clean exercise
machines

9.Non-smoking area

2. Sauna

1.1 Separate rooms
for men and women

1.2 Separate rooms
for men and women
and private rooms

2. Clean safe floors,
walls and ceiling in
good condition, with
materials and style
suitable for the type
and standard of the
hotel

3. Good air
ventilation

4 .Sufficient light

5. Staff or room
regulations and
equipment
instructions available

6. Good-quality,
clean, safe and
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

efficient system and
equipment, regularly
checked by an expert

3. Massage
Room, Spa

1.1 Rooms for
massage given by
skilled masseurs,
men and women
separate

1.2 Rooms for
massage or spa
given by skilled
masseurs, men and
women separate and
private rooms

2. Clean and well-
decorated floors, wall
and ceiling in good
condition, suitable for
the standard of the
hotel, with good light
and sound system

3.Good air
ventilation, as well as
pleasant scent
appropriate for the
nature of the service
provided
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

4. Good-quality, safe
and clean products
and equipment

5. Offer privacy and
appropriately prevent
any disturbances

4. Jacuzzi

1. Good, clean and
well-decorated floors,
walls, ceiling or
environment, suitable
for the type and
standard of the hotel

2 Good-quality,
clean, safe and
efficient system and
equipment, regularly
checked by a trained
inspector

5. Swimming
Pool

1.Separate pool for
children no deeper
than 0.60 m.

2 Clean and well-
decorated floors,
walls, ceiling (if any)
or environment in
good condition,
suitable for the type
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

and standard of the
hotel

3. Sufficient light and
well-lit

4. Pool regulations
and equipment
instructions clearly
presented

5. Clean water and
other equipment
regularly taken care
of by an expert

6.Water depth
indicated at every
change in depth

7. Adequate number
of efficient life-saving
equipment installed
in visible spots easy
for use

8. Well-experienced
and skilled safeguard

9. Sufficient number
of clean chairs or sun
beds in swimming
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

pool area in good
condition, suitable for
the type and
standard of the hotel

10. Adequate
number of large
clean towels in good
condition

11.0utdoor
showering space in
safe and beautiful
natural environment

12.0Offers privacy and
appropriately
prevents any
disturbances for
changing or bath.

13. Located in an area
with convenient and
safe access to toilets
and lockers

14. Located in an
area with convenient
and quick access to
first-aid room

7. Toilets for

1. Located in
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

recreation
area category
(Safety,
hygiene,
sanitary ware
and
equipment
factors no less
than toilets in
lobby hall)

convenient, safe and
clean area, without
causing interference
to other recreational
spaces

2.Separate toilets for
men and women

3.Toilet area no less
than 0.90 m. wide
and covering no less
than 1.20 sg. m. and
total bathroom area
no less than 2.50
sq.m.

4. Ceiling height no
less than 2.40 m.

5.Clean shower and
equipment in good
condition, with
shower curtain or
partition

6. Efficient and safe
water temperature
control system in
good condition

7.Dry area for
changing with curtain
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Criteria Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1) (2)

0 1

0| 1

or partition

8. Sufficient number
of large towels in
good condition

9.Towel rack in dry
area

10. Full-length mirror
in good condition

VIl. Conference Room and
Business Center

1.Area no less than
200 sg. m.
1. Conferen-

ce Room 2. Clean, well-
decorated floors,
walls and ceiling in
good condition,
suitable for the type
and standard of the
hotel, including
lighting design with
dimmer and high
quality sound system

3.Good air ventilation
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor
(3) (4) (5)
1123 |4 0 1 0| 1
(1) (2)
4. Well-decorated - - - Y
lobby area for
registration, waiting,
coffee break or
general use, with
furniture suitable the
type and standard of
the hotel
5.1 Technician staff |- |- |- |V

responsible for VDO,
VCD, DVD, slide
projector with screen
no smaller than 48
inches or good-
quality substitute in
good condition

5.2 Technician staff
responsible for VDO,
VCD, DVD, slide
projector, LCD
projector with screen
no smaller than 72
inches or good-
quality substitute in
good condition

6. Sufficient number
of good-quality
translation system
service at least in
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

four languages

7. Efficient and good-
quality
teleconference
system service

8. Clear fire escape
plan or fire exit sign
and fluorescent
emergency exit in
good condition

9. Sufficient number
of efficient fire
extinguishers with
handles or fire hoses,
well positioned as
regulated by law

10. Sufficient number
of effective smoke
detectors or heat
detectors, well
positioned

2. Business
Center

1. Located in area
and distance
convenient for quick
service

2.1 Area no less than
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

20 sq. m.

2.2 Area no less than
30 sq. m.

3.Clean floors, walls
and ceiling in good
condition, well-
decorated and
suitable for the type
and standard of the
hotel

4.Good air ventilation

5.Sufficient light and
well-lit

6.Staff and room
regulations and
equipment
instructions available

7. Good-quality
furniture, suitable for
the type and
standard of the hotel,
at least four seats

8.White board or flip
board with pen and
board wiper or good-
quality substitute in
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

good condition

9. Good-quality
photocopying service

10.1 International
and domestic phone
line and Internet
service available

10.2 Internal,
international and
domestic phone line
and wireless Internet
service available

11.Effective facsimile
service

12.Good-quality
computer and printer
in good condition

13. Efficient and well-
experienced staff
available for
business document
and tools service

14. Business
supportive
information such as
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor
(3) (4) (5)
1123 |4 0 1 0|1
(1) (2)
company list, phone
number and e-mail
address
3.Toilets for 1. Located in safe - - - Y
Conference clean area and
Room distance convenient
(in cases for use without
where it is causing interference
separate from | to conference area
lobby hall)
(with safety, | 2. Separate men’s N Y
hygiene, and women'’s toilets.
sanitary ware
and
equipments
factors no less
than toilets in
lobby hall)
VIII: Staff and Services
1. Adequate number |- |- |V |V
1. Service of separate lockers
Support for men and women
in good condition
(Optional for 1
and 2 star 2. Sufficient number |- |- [V |V
hotel) of clean toilets in
good condition,
men’s and women’s
separate
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Criteria Indicator Star Rating Evaluat- | Final

ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor

() (4) ()

112[3[4]5[0] 1 [0]1
(1) (2)

3. Sufficient number |- |- [V |V |V
of clean shower
rooms in good
condition, men’s and
women’s separate

4.Clean eatingarea |- |- |- |V [V
in good condition and
of sufficient size

5. Clean relaxing - - - - Y
area in good
condition and of
sufficient size

6. Library or training |- |- |- |- |V
rooms with sufficient
number of clean
learning equipment in
good condition

2. Welfare 1. Social insurance [V [V |V |V |+
Promotion for full-time staff of
every level
3. Staff of 1. Properlydressed [V [V |V |V [+
every section
and level 2. Wear name tag - - NN
3. Have good S R A VA IRV Y

personality, good
manners and friendly

4.1. Communicate SV IRV IV VA IV
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

well in English,
comply with job
responsibility,
suitable for the
standard of the hotel

4.2. Communicate
well in other foreign
language of the
target market

5. Provide
information and help
relevant to job
responsibility
effectively

4. Doorman
and Porter

1. Open the door for
guests upon arrival

2.Give warm and
friendly greeting

3.Relocate all guests’
luggages and
belongings to porters
luggage trolley and
deliver them to the
room tidily

4. Answer phone
calls before third ring
tone
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

5.Give proper
greeting, give name
and department of
the receiver as well
as confirming
number of luggage

6.Take guests’
luggage within 5
minutes after
answering phone call
by gently knocking
the room door

7.Relocate guests’
luggage to porters
luggage trolley tidily
and deliver them to
the car

8.Thank the guests
and wish them a safe
journey

5. Check-in,
Rooming the
Guest, Check-

out

1.1 Welcome guests

1.2 Welcome guests
within 30 seconds

2. Greet in friendly
manner

3.Prepare
registration
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

document along with
other details in
advance

4 Confirm the check-
out date

5.Check in guests
within 5 minutes

6.If the room is not
ready, guests should
be informed of the
waiting time. Guests
shall be asked to wait
in the lobby and
served drinks.

7. Staff available for
service and
assistance
accompanying
guests to the room

9.Explain room
equipment
instructions such as
electrical appliances ,
the air-conditioner
and television

10. 1 Check out
guests within 10
minutes
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

10.2 Check out
guests within 5
minutes

11. Prepare expense
list for guests to
check and provide a
receipt sealed in
envelope within 5
minutes if requested

12. Thank the guests
for staying

6. Guest
Service

1. Warm and friendly
greeting

2. Provide
information service
on tourist attractions
near the hotel, route
suggestions,
appropriate
arrangements for
transportation and
excursions such as
flights, taxi, rental
cars, boats and tours

3. Wake-up call
service at arranged
time within 5 minutes

7 .House

1.Turn over the sheet
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

keeping

between 18.00 p.m.
to 21.00 p.m,
turndown service

2.Check if drinking
water, beverage,
coffee, tea, sugar,
cream and snacks in
the fridge and mini
bar are in the right
place

3.Replace used
towels, face towels,
foot mat and
bathrobes with new
ones

4. Check if facial
tissues, toilet paper,
shower caps and
sanitary bags are
properly placed

9.Check if soap bars,
liquid soap, foam
bath, shampoo,
toothpaste and
toothbrush are
properly placed

5.Empty dustbin,
clean and place them
back properly
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

6.Leave the
cupboard door open
if a television is
inside and place
remote control in
proper position

7. Adjust room
temperature on
thermostat for the
comfort of guests

8. Restaurants

1.1 Welcome guests
within 1 minute

1.2 Welcome guests
within 30 seconds

2. Warm and friendly
greeting

3. Ask if a table is
reserved and the
number of people

4. Lead guests to a
table and pull out the
chairs

5.Present guests with
food and beverage
menu within 2
minutes after sitting

6.Return to take
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

order within 5
minutes after giving
food and beverage
menu

7.Take orders for
food and beverage
from ladies first

8.Capable of
suggesting and
answering questions
regarding food and
beverage listed on
menu

9.Capable of
suggesting and
answering questions
regarding alcoholic
drinks listed on menu

10.Inform guests
about which food and
beverage not
available on the
menu and which dish
requires more than
15 minutes to
prepare

11.Correctly repeat
every order of food
and beverage
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-

Points tion

by Points

Hotel by

Asses-

sor

3) (4) (5)

2|1 3] 4 0 1 0|1

(1)

(2)

12.Arrange utensils
and cutlery suitable
for food and
beverage type

13.Serve beverage
within 10 minutes
after taking order
(except items that
require more
preparation time)

14.Serve food within
15 minutes after
taking order (except
items that require
more preparation
time)

15. Serve dessert
within 10 minutes
after taking order
(except items that
require more

preparation time)

16.Take used plates,
cutlery and food
leftovers within 3
minutes after a guest
finishes a meal

17.Ask if guests are
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

satisfied with the
food and service

18.Thank guests for
visiting

19. 24 hour room
service for food and
beverage

IX: Security system in general area

1. Security
system: Fire

1. Safe wiring system
and equipment
installation meeting
standards, regularly
checked by a trained
inspector

2. Safe and
appropriate fuel
prevention such as
stored petrol and gas

3. Fire escape plan
or fire exit signal,
fluorescent
emergency exit sign
clearly visible

4 . Emergency light in
good condition,
placed at necessary
spots
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor
(3) (4) (5)
2|1 3] 4 0 1 0|1
(1) (2)
5. Well-lit fire escape v N Y

route in good
condition with air
ventilation leading to
safe area, and a
ladder placed in
convenient position,
regularly checked (in
cases where
buildings are higher
than 4 storeys)

6. Well-lit lift for fire
fighting placed in a
position allowing
convenience and
quick use, fully
equipped, with air
ventilation, in efficient
and safe condition,
regularly checked by
a trained inspector

7.1 Sufficient number
of efficient fire
extinguishers with
handles and fire
hoses, well placed

7.2 Sufficient number
of efficient sprinklers,
well placed
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

8. Sufficient number
of smoke detectors
or heat detectors in
good condition, well
positioned (in cases
where the buildings
are higher than 2
storeys)

2. General
Security
System

1. Efficient security
system, capable of
surveillance or
recording entry and
exit areas and other
focal spots over 24
hours

2. Efficient generator
and spare petrol
ready for use for at
least 2 hours

3. Reserve water
supply to be used in
necessary activities
for at least 1 day
(adequate amount for
extinguishing any
fire)

4. Effective and
prompt
communication
system for asking for
emergency help from
other networks
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

()

(4)

()

(1)

(2)

0 1

0| 1

5. Tested and
regularly practiced
disaster prevention
and alleviation plan
and warning system

6.1 Good-quality
cure-all and first-aid
kit, ready for effective
use, placed in
convenient position

6.2 Ward with beds,
effective cure-all and
first-aid kit, ready for
effective use, placed
in convenient
position, with well-
experienced nurses
on duty 24 hours

X. Environmental Protection and
other additional attributes

1.

Environment,
Resources
and Energy

1. Effective and
hygienic cleaning-up
system for garbage
and sewage

2. Hygienic and
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Criteria

Indicator

Star Rating

Evaluat-
ion
Points
by
Hotel

Final
Evalua-
tion
Points
by
Asses-
sor

€)

(4)

()

(1)

(2)

0 1

0| 1

effective water
treatment system

3. Economical and
effective use of
resources such as
water, petrol, gas,
electricity, paper,
plastic, glass, fabric
and other extra
appliances

4. Appropriate and
effective use of
equipment and
technology promoting
energy-fuel saving

5. Not encouraging
any recreational
activities causing
interruption and harm
to environment

6. Promotion of
campaigns among
staff and guests to
encourage
economical and
effective use of
resources and
energy
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Criteria Indicator Star Rating Evaluat- | Final
ion Evalua-
Points tion
by Points
Hotel by
Asses-
sor
(3) (4) (5)
2|1 3] 4 0 1 0|1
(1) (2)
2. Extra 1.1 At least one type - N -
welfare for of financial welfare
staff such as grant for
living expenses and
children’s education
fees
1.2 At least two types - - W
of financial welfare
2.2 At least three - - -
types of other welfare
5. Legend
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5.1. Symbol meaning:

v means “indicator used in considering hotel of particular level”

- means ‘“indicator not used in considering hotel of particular

level”.

5.2. Star Rating meaning:

1 means 1 star rating assessment indicators column
2 means 2 star rating assessment indicators column
3 means 3 star rating assessment indicators column
4 means 4 star rating assessment indicators column

5 means 5 star rating assessment indicators column

6. Evaluation points level for hotel and assessor(s):
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Order | Points Level for Evaluation Method
No Hotel and
Assessor(s)

1. 0 means nothing to be evaluated

2. 1 means indicator meets the requirement
of 1 star hotel

3. 1 means indicator meets the requirement
of 2 star hotel

4. 1 means indicator meets the requirement
of 3 star hotel

5. 1 means indicator meets the requirement
of 4 star hotel

6. 1 means indicator meets the requirement

of 5 star hotel
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6.1.

Total points:

Total
Star _ Minimum
Total Point Percentage _
Classification Total Point
Passed
o _ 85% total _
1 star 148 indicators X 1 = 148 points _ 125 points
points
o _ 8% total _
2 star 157 indicators X 1 = 157 points _ 135 points
points
o . 85% total _
3 star 238 indicators X 1 = 238 points _ 200 points
points
o . 85% total _
4 star 336 indicators X 1 = 336 points _ 285 points
points
85% total
5 star 392 indicators X 1 = 392 points _ 335 points
points

6.2. Classification Points for different star rating:

1 star: 125 points minimum

2 star: 135 points minimum

3 star: 200 points minimum

4 star: 285 points minimum

5 star: 335 points minimum

7. Notes:
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TIEU CHUAN XEP HANG KHACH SAN CHUNG CAC
NU'O'C TIEU VUNG ME KONG

(VIET NAM — LAO — CAMPUCHIA)

TIEU CHUAN XEP HANG KHACH SAN CHUNG
TIEU VUNG ME KONG



VIET NAM - LAO - CAMPUCHIA

1. Pham vi ap dung
Tiéu chuan xép hang khach san chung tiéu vung Mé Kéng gom
cac yéu cau tdi thiéu, ap dung tw nguyén dbi véi cong tac xép
hang khach san cua 3 nwéc Viét Nam, Lao va Campuchia. Tiéu
chudn nay khéng ap dung déi véi cac loai co s& lwu tra du lich
sau:
3.1. Can ho dan sinh;
3.2. Tda nha 1a noi sinh sbng cla nguwdi theo dao, tu vién
hoac nha tw thién;
3.3. Cac loai co s& Iwu tru du lich khac gém:
3.3.1.1. Nha nghi;
3.3.1.2. Nha & co6 phong cho khach du lich thué;
3.3.1.3. Lang du lich;

3.3.1.4. Biét thw du lich;
3.3.1.5. Bai cam trai du lich;
3.3.1.6. Khach san bén duong;
3.3.1.7. C4c loai khac, néu co.

2. M6t s6 khai niém str dung trong tiéu chuan
Trong tiéu chuan nay, mét so thuat nglr dwgrc hieu nhw sau:

2.1. Khach san 3 ] .
La co s,c’)’ lwu tra véi lé tan, dich vu va cac trang thiét bi b sung
cung cap dich vu an ngu cho khach lwu tra

2.2. Buong don ,
La budng va&i trang thiét bi tién nghi danh cho mot ngudi.

2.3. Buodng doi ,
La budng cé trang thiét bi tién nghi danh cho hai ngwoi vOi
giwvong doi hoac hai giwdng don ké nhau.

2.4. Buong hai giwong
La budng co trang thiét bi tién nghi danh cho hai nguwoi voi hai
givong don ké nhau.

2.5. Buong gia dinh
La budng c6 trang thiét bi tién nghi danh cho ba nguwdi tre 1€n,
co it nhat mét giwdng déi hoac hai giwdng don.
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2.6. Buong thwong hang ,
Budng ngu cé khu vire ngu va khu vuee tiép khach riéng biét.

2.7. Buong dic biét ,
Budng ngu co6 khu viec ngu va khu vire tieép khach riéng biét co
hoac khéng c6 bép nau phuc vu khach.

2.8. Buong lién théng ] ‘
Hai budng ngu ké nhau cé thé théng nhau bang ctra ndi bo.

2.9. Giwong doéi
Giwdng cho hai ngudi véi mét hoac hai dém ngu.

2.10. An séng tw phuc vu
Dich vy an sang do khach tw phuc vu.

2.11. Trang thiét bj tién nghi danh cho ngwoi tan tat
Trang thiét bi, tién nghi phuc vu cac yéu cau dac biét cua
ngwoi tan tat.

2.12. Bé boi .
Bé nwéc trong nha hoac ngoai tréi dung dé boi.

2.13. Suc nwoc . ]
Bon tam v&i cac thiét bi co thé khuay nwéce.

2.14. Xong hoi
Cabin bang g6 c6 khéng khi ndbng xéng vao.

2.15. Tam hoi o
Budng hoac cabin v&i hoi nong dé tam.

2.16. Phong tap thé duc, thé hinh

Phong chung hoéc khu virc voi trang thiét bi tién nghi dung dé
tap thé duc, phong tap co6 thé cé hoac khéng cé hwéng dan.

2.17. Spa



Spa duoc xem nhw hinh thire tri liéu strc khde véi cac yéu to
tw nhién, cac cong thire tri liéu twr dat (vi du subi nuwdc khoang),
bién hoac tri liéu tr khi hau.

2.18. Nha bép ‘ ‘ ,
Bép nho hoac mot phan cua budng ngu dwgrc trang bi cac thiét
bi nha bép dé khach tw dun, nau.

2.19. Ta lanh mini bar o
Ta lanh nhé c6 d6 uong lanh va mét s6 do an nhanh.

3. Yéu cau t6i thiéu va phwong phap danh gia (trong bang
danh gia sau)

89



BANG DANH GIA, XEP HANG

TIEU CHi

CHI TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DPIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

3)

(4)

(5)

(1)

(2)

1. Vi tri

1.1. Mbi trwong canh

quan phu hgp

1.2. Méi trvong
canh quan dac biét
phu hop

2. Tiép can

An toan, thuan tién

3. Bién hiéu

Bién hiéu ré rang,
dwoc chiéu sang
vao ban dém

4.Veé sinh va
trang tri tdng thé

4.1. Ve sinh tét,
trwdc va xung
quanh khach san
dwoc trang tri tot,
duwoc chiéu sang
vao ban dém

4.2.Vé sinh tét,
trwdc va xung
quanh khach san
dworc trang tri dep,
dwoc chiéu anh
sang dep vao ban
dém

5. Xay dwng téng

Tbng thé xay dung
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TIEU CHi

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

()

(4)

()

(1)

(2)

tron diéu kién tét, an
toan va sach sé

6. Bai d6 xe va
dich vu van
chuyén

6.1. Thuan tién, an
toan, hanh khach ra
vao thuan tién

6.2. L6i di va bd tri
giao théng thuan
tién, an toan

6.3. Thong gi6 tét
(trong trwong hop
bai db xe cé mai
che)

6.4. Chiéu sang tét
vao ban dém

6.5. Bai db xe dap
&ng duoc téi thiéu
20% tbng sb s6
budng

6.6. Bai db xe dap
&ng duoc téi thiéu
25% tbng sb s6
budng

6.7. Bai d6 xe dap
&ng dwoc toi thiéu
30% téng sb sb6
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TIEU CHI

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

3)

(4)

()

(1)

(2)

bubng

6.8. Co dich vu van
chuyén

Il. Sanh, phong vé sinh cong cdng,
cau thang va 16i di n6i bo

1. Sanh

1.1.1 San nha sach,
twérng, tran trong
diéu kién tét, trang
tri hop ly

1.1.2 Sanh trang tri
dep va phu hop voi
tiéu chuan khach
san

1.2. Théng gid tét

1.3. Khu vuwe hut
thudc riéng biét

1.4. Khu viee doi va
khu dich vu khac co
tbi thiéu 4 ghé cho
khach ngbdi cho,
chéat lwong ghé phu
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TIEU CHi

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

()

(4)

()

(1)

(2)

hop véi tiéu chuan
ctia khach san

1.5.1 Cékétan
toan (t6i thiéu 20%
s6 budng cé két an
toan)

1.5.2 C6 két an toan
(t6i thiéu 70% sb
budng c6 két an
toan)

1.5.3 C6 két an toan
(t6i thidu 100% sb
budng c6 két an
toan)

1.6.1 Dién thoai goi
dwoc trong nwédc va
quéc té

1.6.2 Internet khéng
day

1.7. Béo, tap chi, 4n
pham, théng tin cia
khach san va thong
tin vé dia phwong

2. Phong vé sinh
cbng cdng

2.1. Vi tri thuan tién,
sach sé, an toan va
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TIEU CHI

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

3)

(4)

()

(1)

(2)

tach roi véi khu vue
dich vu

2.2.1. Phong vé sinh
cho nam va nlr

2.2.2. Phong vé
sinh riéng cho nam
va nir riéng

2.3. Théng gi6 tt

2.4. Anh sang va
chiéu sang tét

2.5. Trang tri dep,
phu hop v&i chat
lwong khach san

2.6. San chéat lwong
tt, sach va khéng
tron trwwot, thoat
nuéc tot

2.7. Twong va tran
sach, khéng hw
héng

2.8. Clra sach sé,
céc thiét bj trong
tinh tot
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TIEU CHi

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

()

(4)

()

(1)

(2)

2.9. Cé6 it nhat 01
bdn cau con tbt
trong méi phong vé
sinh

2.10. Cé it nhat 2
bdn ciu va 02 chd
tiéu nam trong
phong vé sinh nam

2.11. Cé it nhat mot
chau rra cé guong
soi trong tinh trang
st dung tét

2.12. C6 xa phong
nwéc dwng trong
binh xit gn chau
rika

2.13. May say kho
khan lau tay hoac
gidy lau tay dung
trong hop dé gan
chau rira

2.14. C6 giay lau tay
dwng trong hop dbi
v&i tat ca phong vé
sinh

2.15. Phong vé sinh
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TIEU CHI

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

3)

(4)

()

(1)

(2)

ndr cé tui dwng gidy
vé sinh

2.16. T4t ca phong
vé sinh cung cép
thung rac sach sé,
c6 ndp dwoc mé
bang chan

2.17. C6 it nhat 01
phong vé sinh danh
riéng cho nguwdi tan
tat

3. Ciu thang

3.1. bat tai vi tri
thuan tién, cé khéng
gian phu hop

3.2. bu sb6 luong
cau thang theo yéu
cau véi kich c& phu
hop

3.3. Chéat luong tbt,
sach sé, an toan va
thwong xuyén dwoc
kiém tra, bdo dwéng

3.4. Co6 hién thi s
tang tai cau thang,
khach c6 thé dé
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TIEU CHi

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

()

(4)

()

(1)

(2)

dang nhin thiy vao
ban dém

3.5. Thong gié cua
cau thang tot

3.6. Cau thang, 16i di
dwoc trang tri dep,
anh sang tét

3.7. Thang may
dwoc trang tri bén
trong dep, co théng
tin vé dich vu trong
khach san phu hop
v&i tirng hang sao

3.8. CO cac quy
dinh v& an toan,
hwéng dan s dung
an toan trong thang
may

3.9. Dién thoai goi
khdn cdp hodac
chubng goi trong
tinh trang hoat dong
t6t

3.10. Tay vin cau
thang va trong thang
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(4)

()
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may sach sé, dam
bao chac chan

3.11. Thang may cé
bang diéu khién an
toan trong truwdong
hop mét dién

3.12. Cé cac cau
thang, thang may
riéng biét cho
khach, nhan vién va
hanh ly

3.13. T tAng 4 tr&
lén, bao gbm ca
ting ham, khach
san nén co6 cau
thang may

3.14. T tAng 3 tr&
lén, bao gbm ca
ting ham, khach
san nén cé cau
thang may

4. L6i di ndi bo
trong khach san

1. LGi di riéng biét
danh cho khach va
cho nhan vién
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()
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2. L&i di danh riéng
dé& van chuyén hanh
ly

ll. Buéng tiéu chuan (bao géom ca 16i
di, ban céng va phong tam)

1. L6i di hodc ban
cbng bén ngoai
budng ngu

1.1. San, twong,
trén va tay vin ban
cbng sach sé&, an
toan, trang tri hop ly
va trong tinh trang
t6t

1.2. C6 hé théng am
thanh

1.3. Hé théng théng
gio bt (trong trudng
hop hanh lang nam
gitra hai bén phong)

1.4. Anh sang va
chiéu sang tét

1.5. Bang chi dan,
so d6 thoat hiém rd
rang, co déen lwu
dién chiéu sang
trong trwong hop
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(4)

()
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khan cép

1.6. Pén chiéu sang
trong trwd'ng hop
khan cap hoat dong
t6t

1.7. C6 du binh
chira chay, day cuwu
hda con hoat déng
tét, vi tri binh ctu
héa dwoc dat tai vi
tri thuan tién theo
dang quy dinh cla
phap luat

1.8. Bién chi dan sé
phong gon, dep va
dwoc chiéu sang
vao ban dém

2. Kich c& bubng

ngu

2.1. T6i thiéu 9m?
ddi véi phong don
va 12 m? d6i voi
budng d6i hodc
budng 2 giweng

2.2. Téi thiéu 12 m?
dbi véi phong don
va 14m? déi voi
budng d6i hodc
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(4)

()

(1)
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budng 2 giwéng

2.3. Téi thiéu 14 m?
ddi vai phong don
va 18m? dbi voi
budng d6i hoac
budng 2 giwéng

2.4. T6i thiéu 18 m?
ddi v&i phong don
va 24m? dbi voi
budng d6i hoac
budng 2 giwéng

2.5. Téi thiéu 24 m?
dbi v&i phong don
va 30m? dbi voi
budng d6i hodc
budng 2 giwong

3. Noi that trong
budng khach

3.1.Clra ra vao va
ban |& clra sach sé,
trong tinh trang tét

3.2. Chét hoc khoa
an toan bén trong
trong tinh trang tét

3.3. C6 mét than
hodc thiét bi thay
thé trong tinh trang
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()
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tot

3.4. Co so dd thoat
hiém rd rang sau
clra

3.5. Thiét bj kiém
soat tiét kiém dién
nang khi budng
tréng

3.6.1. T6i thiéu mot
& dién cho 1 thiét bi
dién

3.6.2. O cdm dién da
nang tai budng hodc
khi c6 yéu cau cho
cac thiét bj dién

3.6.7. San nha sach
sé&, ludn trong diéu
kién tét, san dwoc
trang tri hoac st
dung chét liéu phu
hop véi hang sao

3.8. Twdng sach sé
dwgc trang tri hop
ly, phu hgp v&i hang
sao cua khach san
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3.9. Tran nha sach
sé, dworc trang tri
phu hop v&i hang
sao

3.10. bén tran, clra
sd va cac thiét bj
dién sach sé&, trong
diéu kién tét

3.11. Rém sach sé,
khéng hw héng voi
|&p t6i bén trong

3.12.1 Hé théng
thdng gio tét

3.12.2 Hé théng
théng gid tét, hiéu
qua, sach sé

3.13. 1 Anh sang va
chiéu sang tot

3.13.2 Anh sang va
dd chiéu sang co
thé diéu chinh duoc
trong toan bd buéng
ngu, dac biét khu
vuwe ctra, ban lam
viéc va bang diéu
khién dau givong
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()
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3.14. Bu thiét bi bao
chay, thiét bj tam
nhiét, dat dang vi tri
(trong trwong hop
khach san cao hon
2 tang)

3.15. Co tbi thiéu 01
budng day da thiét
bi danh cho nguwoi
tan tat

5. N&i that budng

ngu

5.1. BPa khdng gian
d& hanh Iy, c6 gia
dé hanh ly trong tinh
trang tot

5.2.1 TG quan &o
sau t6i thiéu 0.45m,
rong toi thiéu 0.90m

5.2.2 Tu twong dung
dé dé quan 4o sau
tbi thiéu 0.55m, rong
tdi thiéu 1,1m

5.3.1 Kich c&
giwdng ngu rong toi
thiéu 0.9m X 1.90m
déi voi giwdng don,
1.5m X 1.90m débi
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()
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V@i giwdong doi

5.3.2 Kich c&
giwdng ngu rdng toi
thiéu 1m X 2m dbi
v&i givdng don,
1.6m X 2m d6i voi
givong don

5.3.3 Kich c&
giwdng ngu rong toi
thiéu 1.2m X 2m dbi
v&i givong don, 1.6
m X 2m di voi
givong doi

5.4. Giwdng khong
hw héng, chat lvong
phu hop v&i hang
sao clia khach san

5.5. Chét lwong ta
dau giwdng tot,
trang tri phu hop v&i
hang sao cua khach
san

5.6. Dém sach sé,
chét liéu tot

5.7. Ghé sofa trong
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()
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budng thwong hang
hodc ghé trong
phong ngu co6 chéat
lwong tét, phu hop
v&i loai, hang khach
san

5.8. Ban va ghé lam
viéc trong diéu kién

tét, phu hop véi loai,
hang khach san

5.9. Ban trang diém,
ghé, gwong soi
trong diéu kién tbt,
phu hop v&i hang
cla khach san

5.10. Gwong soi ca
nguwoi cé chat lwong
tét, phu hop véi chéat
lwong cua khach
san

6. Thiét bj dién

trong budng ngu

6.1.1 TV mau con
st dung tét, kich c&
t6i thidu 14 inch

6.1.2 TV mau téi
thiéu 21 inch con
hoat déng tét, co
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()
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diéu khién tir xa
ho&c thiét bj thay
thé

6.2. TV truyén dung
truyén hinh cap
hodc truyén hinh vé
tinh mién phi

6.3.1 80% sb budng
co6 tu lanh sach sé,
hoat déng tét

6.3.2 TAt ca cac
budng c6 ti lanh tbi
thiéu 50 lit, sach sé,
con hoat dong tét

6.4.1 Dién thoai goi

trwc tiép trong nuéc
va quéc té hodc qua
dién thoai vién

6.4.2 Dién thoai goi
trwc tiép trong nuéc
va quéc té

6.5. C6 dwdng dién
thoai goi nbi bd
trong khach san
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6.6. Internet tbc do
cao trong budng

6.7. Binh dun nuéc
hodc thiét bj pha ca
phé

7. C4c thiét b
khéac trong bubng
ngu

1. N&i quy bubng
ngu

2. Bang dich vu
phuc vu tai budng

3. Bang Khoéng quéy
ray va bién bao lam
budng hodc cé bang
dién thay thé

4. Thyc don déi voi
dich vu phuc vu tai
bubng

5. Hwéng dan st
dung TV va kénh TV

6. Hwong dan st
dung dién thoai va
kénh dién thoai

7. 1 Tbi thiéu mbi
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khach mét gbi dau
chéat lwong phu hop
v&i hang khach san

7.2 T6i thidu méi
khach hai gbi dau
chéat lwong phu hop
v@&i hang khach san

8.1 Ga trai givong
chéat lwong tét

8.2 Hai ga trai
givong mét giwdng
hodc dbi v&i chan
l6ng vit chat lwong
t6t

9. Hai ao choang
sach sé&, chat lvong
t6t

10. Téi thiéu 8 méc
treo quan 4o chéat
lwong tét

11. Bang liét ké giat
13

12. Tui giat a
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13. B kim chi - -y
14. Haidép ditrong |V |V ||V
nha chét lwgng tot
15. Dich vu danh - -
day hoac bd danh
day
16. Kep tai liéu gébm N
but hoac but chi
17.1 Ta lanh mini co - -
d6 ubng va dd an
nhe
17.2 Ta lanh mini - - -
gdm do6 ubng, dd
udng cé con va dd
an nhe
18. Hai chai nwéc SRR
udng mién phi
19. Hai b ca phé, - -
tra, dwong, kem pha
ca phé mién phi
20.Hai céc thay tinh |V [ [V |
udng nuwéc sach sé
21. B6 m& nap chai -
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22. Thing réac sach RARY
sé, vé sinh
23. Diém va gat tan RAR
thudc 14 (khéng yéu
cau ddi voi budng
khéng hut thubce)
8. Phong vé sinh | 1. Clra, 16i vao sach VIV
trong budng ngii | sé
2. Théng gio tét, ARAR
sach sé va yén tinh
3.Anh sang va chiéu SRR
sang tot
4. Trang tri dep phu - -
hop véi loai, hang
khach san
5. San khéng tron SRR
trwot, chat lwong
san tét, hé théng
thoat nwdc tt
6. Twdng sach sé, VIV
chét lvong tét
7. Tran sach sé, VIV V] Y
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()

(1)
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chét lvong tét

8.1. Phong vé sinh
tbi thiéu 3m?

8.2. Phong vé sinh
t6i thidu 4m?

8.3. Phong vé sinh
t6i thiéu 5m?

8.4. Phong vé sinh
t6i thidu 6m?

9. Tran cao tdi thiéu
2,4m

10.1 Phong tdm va
thiét bi trong phong
tam chét lvong tét

10.2 Phong tadm va

thiét bj trong phong
tam chét lwong tét,

bdn tdm co6 rém che
hoac vach ngan

10.3 Phong tam va
céc thiét bj trong
phong tdm chét
lwong tét, sach sé
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()

(1)
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phlu hop vé&i chét
lwgng hang sao,
bdn tdm c6 vach
ngan hoac rem che

10.4 Phong tdm va
céc thiét bj trong
phong tdm chét
lwong tét, sach sé
phU hop v&i chét
lwong hang sao,
bdn tdm c6 vach
ngan hoac rém che,
ti thiéu c6 30% sb
budng trong khach
san c6 phong tdm
v&i rem che hoac
vach ngan

11. Thdm chéng
tron trong bén tdm
sach sé&, chat lwong
tot

12. Hé théng kiém
soat nuwdc ndng an
toan, chat lwong tét

13. May séy toc chat
lwong tot
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(4)

()

(1)

(2)

14. C6 dién thoai
trong budng tdm

15. Can strc khoe
chét lwong tét

16. O cam dién cho
cac thiét bi dién

17. Khu thay d6

18. Bdn cau sach
sé, khéng gay on
chét lvong tét

19.1 Chau rira tay
cé guong soi chat
lwong tot

19.2 Chau rira tay,
gwong soi va guvong
cau chéat lvong tét

20. Gia dé khan tai
vi tri khoé rao, thuan
tién

21. Day phoi hoac
thiét bj thay thé tai vi
tri kho rao, thuan
tién
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22. Hai khan tdm NRARY
khé to chét lvgng
tot
23. Khan lau mat NRAR
chét lwong tét
24. Khan lau tay -
chat lwong tét
25. Khan lau chan AR
chét lwong tét
26. Gidy lau mat - -
dwng trong hdp
(hoac dé trong
budng ngu)
27. Giay vé sinh R
trong hop sach sé,
khéng am wét
28. Tui dwng gidy vé - N
sinh -
29. Hai mii tdm VA Y
chup dau
30. Hai cbc thiy tinh VIV
31. Hai bd ban chai, NN
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thuéc danh réng

32. Hai banh xa
phong hoac nwéc
xa phong dwng
trong binh chét
lwong tét, khéng cd
nwéce tu dong

33. Mot bd xa phong
tam dwng trong binh

34. M6t bd dau goi
dau dwng trong binh

35. Mét bd nwée
thom dwdng da

36. Thung rac co
nap mé bang chan

37. Téi thiéu mot
phong tdm danh cho
nguoi tan tat

IV. Tang dac biét

1. Bubng thuong
hang (mtrc d6 an
toan, cham séc

1. S6 lwong tbi thiéu
chiém 5% téng sb6
budng ctia khach
san, trwdng hop
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strc khée, trang khach san duwdi 100
tri, noi that, thiét | bubng va trudng
bi dién, san phdm | hop khach san trén
mién phi, phdong | 100 budng (budng
tam va céc thiét bj | lién thong tinh 13
khac khéng thdp | mot budng)
hon chét lwong
phong tiéu chuan) | 2. Téi thiéu hai loai - -

khac nhau

3. Tdng dién tich tdi
thiéu 50m? (bao
gdm ca phong tdm
va ban cong)

4. Phong tdm trong
phong khach cé thé
str dung truc tiép
(ngoai trir budng
thwong hang cap
thap)

5. TV mau tbi thiéu
21 inch chét lvgng
tbt, cé diéu khién tir
xa hodc thiét bj thay
thé khac dat tai vj tri
thich hop

6. Pau doc dia CD,
VCD, DVD chét
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lwong tét, chat
lweng phu hop voi
khach san

2. Tang dac biét
(mtrc dd an toan,
cham soéc sire

khoe, trang tri, noi

that, thiét bj dién,
san pham mién

phi, phong tam va

cac thiét bj khac
khéng thap hon
chét lwong phong
tiéu chuan)

1. Téng dién tich téi
thiéu 36m?(bao gébm
ca phong vé sinh)

2. Nhan va tra
budng cuing mét
tang

3. Nhan vién truc
cung cap thoéng tin
phuc vu khach

4. Phong Hai thao
trang tri dep, ndi
that tot voi didu hoa
khéng khi va hé
thdng am thanh, c6
tdi thiu 4 chd ngoi

5. Well-decorated
and furnished
waiting area for
business or general
purposes, at least
four seats available

6. C6 quay bar, khu
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vuwe an udng, trang
tri noi that dep, cd
tbi thiéu 4 chd ngbi

7. Dich vu photo
copy, fax, dién thoai
dwdng dai, internet
tdc do cao va
internet khéng day

V. Nha hang, quay ca fé, quay bar va

béep

1. Nha hang

1. Nha hang chuyén
phuc vu cac mén an
dan tdéc hoac cac
mon an khac

2. Dich vy an sang

3. Nha hang phuc
VU cac mon an ché
bién don gian

4. Nha hang phuc
vu cac mon an qudc
té

4.1 Tran, twdng va
san nha sach sé,
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3)

(4)

()

(1)
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chét lvong tét

4.2 Twdng, tran, san
nha chat lvong tét,
trang tri dep, am
thanh va anh sang
phu hgp véi hang
sao ctia khach san

5. Hé théng théng
gio tot

6. Khu vuc hut
thudc riéng biét

7. L&i van chuyén

thirc an thuan tién,
riéng biét voi 16i di
cua khach

8. Quay bar trang tri
dep, phu hop v&i
hang sao khach san

9. Noi that chat
lwong tét, phu hop
véi hang sao cla
khach san

9.1. Thiét bj va dung
cu chét lwong tbt,
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()
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phu hep véi hang
sao cua khach san

9.2. Dung cu va thiét
bi hiru dung, dap
(rng moi nhu cau
cla nha hang va
tiéc tw chon

10. Khan trai ban,
khay dia sach sé,
phu hop v&i hang
sao cla khach san

11. Khan hoac giay
an sach sé, chat
lwong phu hop véi
hang sao cua khach
san

12. Thwe don thire
an, dé uéng rd rang,
chi tiét va cé gia
kém theo

13.1. Thrc an ngon,
hop vé sinh, chét
lwong tét

13.2. Thirc an dd
udng ngon, hop vé
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()
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sinh, chét lwong tbt,
dap wng cac yéu
cau cua khach tai
moi thoi diém

14. Cach trinh bay
thire &n, d6 udng
dep

15.1 C6 dién thoai
goi duwoc trong
nwéc va quéc té
trong nha hang

15.2 Internet toc do
cao va Internet
khong day

2. Quay ban ca
phé va quay bar

1. Quay ca phé
dwgc trang tri dep,
phu hgp véi hang
sao cua khach san,
hé théng am thanh,
anh sang tét. Quay
ca phé c6 thé chung
hoac riéng biét v&i
nha hang

2. Théng gi6 tét

3. Noi that chéat
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()

(1)
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lwong tét, phu hop
v&i hang sao cua
khach san

4. Dung cu va trang
thiét bj sach sé&, chéat
lwong phu hop voi
hang sao cua khach
san

5. Thyec don thirc an
va d6 udng chi tiét,
c6 gia ca kem theo

6. Thirc an, d6 ubng
ngon, vé sinh va
chéat lwong tét

3.Bép
(Khéng bat budc
dbéi v&i khach san
1 sao)

1. Vi tri phu hop,
thuan tién cho viéc
phuc vu khach, dam
bao khéng gay anh
hwdng dén bd phan
khac

2. Léi di sach sé,
thuan tién cho viéc
van chuyén thirc an,
dd ubng, gia vi va
rac, 16i di ddm bao
tach riéng vai 16i di
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cua khach

3. Léi vao ra sach
sé va hé théng
théng gio tt, ddm
bao ngan can cén
trung va cac dong
vat c6 hai xam nhap

4. Tran cao t6i thiéu
24 m

5. San nha sach sé,
vat liéu dé lau chui,

khéng tron trwot, hé
thdng thoat nwdc tét

6. San va tran nha
sach sé&, dé lau chui,
chét lvong tot.

7. Hé théng théng
gio tt, sach (dac
biét hé thdng théng
gi6 gan khu vuc bép
1)

8. Hé théng ngan
cach hoi néng, am
thanh, mui va khéi
gitra bép va khu vuc
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an ubng tét

9. Anh sang va
chiéu sang tot

10. Khu vwce lwu triv
va bao quan vé
sinh, dién tich phu
hop

11. Khu vuc ché
bién db néng va dbd
ngudi riéng biét

12. Khu vuwc soan
chia thwc phdm va
dd trang miéng riéng
biét

13. Dung cu va dd
dung &n uéng sach
sé, chat lvong tét, vi
tri dat phu hop,
thuan tién cho viéc
str dung

14. C6 bién phap
bao quan rac thai va
m& thira hop vé
sinh
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15. C6 ndi quy bép,
ndi quy an toan va
hwong dan sir dung
cac dung cu trong
bép

16. C6 bién chi dan
thoat hiém, 16i thoat
hiém rd rang, c6 dén
tich dién hoat dong
t6t dé phong trwong
hop nguy hiém

17. Bén bao thoat
hiém hoat dong tét

18. C6 du binh chira
chay, day clru hda
dat tai vi tri thuan
tién (theo quy dinh
cua phap luat)

19. C6 du thiét b
bao chay, tdm nhiét
hoac bao ro ri ga,
cac thiét bi dwoc dat
tai vi tri phu hop (dbi
V@i treong hop
khach san cao hon
2 tang)
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20. Khu virc khong - \
hut thube -
1. Khoang céach va - -
vi tri phong vé sinh
5. Phong vé sinh | phu hgp, an toan va
danh riéng cho khéng gay anh
nha hang, quay hwéng dén khu vuc
ca phé, bar va an udng
bép
2. Phong vé sinh - -
nam va nir riéng biét
VI: Khu vwe giai tri: Trung tam thé duc
thé hinh, x6ng hoi, tim hoi, spa, mat
xa, bé xuc va bé boi
1. Trung tdm thé | 1.1 Dién tich tdi - -
duc, thé hinh thiéu 30m?2
1.2 Dién tich tbi - - -
thiéu 50m?
2. San nha, twong - -
va tran sach sé,
chét lwong tét, phu
hop v&i hang sao
ctia khach san. Co
hé théng am thanh,
anh sang
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3. Théng gi6 tét

4. C6 hwéng dan s
dung trang thiét bi,
néi quy str dung va
noi quy nhén vién

5. Co du ta dé db6
cho nhan vién va
phong thay dé cho
nam va ni riéng (cé
thé str dung chung
véi cac khu giai tri
khac)

6. C6 bon rira tay,
guong soi, may say
tay, khan lau tay va
gidy lau tay dung
trong hop

7. Khu vuc ch®
trang tri dep, noi
that chat lwong tét,
c6 tbi thiéu 4 chd
ngodi

8.1 Co tbi thiéu 6
may tap thé duc
chéat lwong tét, an
toan, hiéu qua
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8.2 Co tbi thiéu 8
may tap thé duc
chéat lwong tbt, an
toan, hiéu qua

9. Khu vyec khéng
hut thube

2. Xéng hoi

1.1 Phong danh
riéng cho nam va nir

1.2 Phong danh
riéng cho nam va
nir, phong riéng biét

2. Tran, twong, san
nha an toan, sach
sé v&i chéat liéu va
kiéu dang phu hop
v&i hang sao cua
khach san

3. Théng gi6 tbt

4. Anh sang tét

5. C6 néi quy s

dung phong tam,

thiét bi va ndi quy
nhan vién
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6. Cac thiét bj dwoc
kiém tra déu dan,
dam bao an toan,
chéat lwong tét

3. Phong mat xa,

spa

1.1 Phong mat xa
riéng cho nam va nir
do nhéan vién mat xa
c6 ky nang thyc
hién

1.2 Phong mat xa,
spa cho nam niv
riéng biét, nhan vién
mat xa co ky nang
thwc hién

2. San, tran nha
dworc trang tri dep,
sach sé&, chat lvong
tét, phu hop voi
hang sao cua khach
san, c6 hé théng am
thanh, anh sang

3. Théng gi6 tét,
quang canh phu
hop vai tinh tw
nhién cua dich vu

4. Trang thiét b,
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dich vu sach sé, an
toan va chét lwong
t6t

5. Khoéng gian riéng
tw, tranh moi phién
nhiéu tr bén ngoai

4. Bé xuc

1. Tran, twong va
san nha trang tri
dep, sach sé&, chat
lwong tbt, moi
trwdo'ng phu hop véi
hang sao cua khach
san

2. Trang thiét b, tién
nghi chat lwong tét,

thwdng xuyén dwoc
duy tu, kiém tra

5. Bé boi

1. Bé& boi danh riéng
cho tré em, do sau
tdi da 0.6 m

2 Tran, twdng, san
nha sach sé, an
toan va dep, moi
trwd'ng phu hop véi
hang sao cua khach
san (néu trong nha)
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3. Anh sang va
chiéu sang hiéu qua

4. C6 hwéng dan,
ndi quy bé boi

5. Nuwéce sach sé,
céac thiét bj thuwong
xuyén dwoc kiém tra

6. C6 bién hién th
do sau cla bé boi
theo cac cap do

7. C6 du phao ctru
sinh dwoc dé tai vi
tri d& nhin thay

8. Bao vé tryc tai bé
boi

9. B ghé don hoac
ghé nam phoi nang
dat quanh bé boi,
chéat lwong tt, phu
hop véi hang sao
cla khach san

10. DU khan tAm
khé to chat lwong
t6t
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11. Khéng gian tdm
ngoai tr&i an toan,
than thién v&i moi
trwong

12. Khdng gian
riéng tw, dam bao
khéng bi quay ray
khi thay d6 ho&c khi
tam

13. Vi tri thuan tién,
an toan, dé dang tiép
can phong vé sinh va
t0 dwng d6 ca nhan

14. Vi tri thuan tién,
dé dang tiép can voi
phong so cép cliru

7. Phong vé sinh
danh cho khu vuc
giai tri (Mrc d6 an
toan, vé sinh, dd
sanh s va cac
thiét bi khac co
tiéu chuan khéng
th4p hon phong
vé sinh tai sanh)

1. Vi tri thuan tién,
an toan, vé sinh
sach sé, dam bao
khoéng gay anh
hwéng t&i cac khu
virc giai tri khac

2. Phong vé sinh
cho nam va nir riéng
biét
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3. Chiéu réng phong
vé sinh t6i thiéu
0,9m, chiéu dai ti
thiéu 1,20m, tong
dién tich téi thiéu
2,5m?

4. Tran cao ti thiéu
2,4m

5. Phong tam va
thiét bi phong tam
sach sé&, chat lwong
tét, phong tdm co
réem che hoac vach
ngan

6. Thiét bi kiém soat
nhiét dé nwéce hiéu
qua, an toan, chat
lwong tét

7. Khu vuc thay dé
kho rao, duwoc che
bang rém hodc vach
ngan

8. C6 du khan tam
khé réng chat lwong
t6t

134




TIEU CHi

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

()

(4)

()

(1)

(2)

9. Gia dé khan tdm
khoé rao

10. Gwong soi ca
nguwdi chat lwong tét

VII. Phong hoi nghi, trung tam thwong

mal

1. Phong hoi
nghi

1. Khu vwe hoi thao
rong téi thiéu 200m?

2. Tran, san va
twong chét lwong
tét, phu hop voi
hang sao cua khach
san. Phong hdi nghi
dwoc trang tri anh
sang, am thanh chéat
lwong cao, co thiét
bi diéu khién sang
t6i

3. Théng gid tét

4. Khu vuce doi, khu
vire dang ky dai
biéu va phuc vu tiéc
gitra gio dwoc trang
tri dep, noi that phu
hop v&i hang sao
cla khach san

5.1 Nhan vién ky
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thuat triec phuc vu
cac thiét bi am
thanh, anh sang,
may chiéu. May
chiéu téi thiéu 48
inch chét lwong tbt.

5.2 Nhan vién ky
thuat triec phuc vu
cac thiét bi am
thanh, anh sang,
may chiéu. May
chiéu téi thiéu 72
inch chét lwong tbt.

6. Dich vu dich thuat
t6i thidu 4 thir tiéng,
trang thiét bi phuc
vu dich thuat chéat
lwong tét

7. Trang thiét bij
phuc vu hdi thao tw
xa chét lwong tbt

8. L&i va bién chi
dan thoat hiém, cé
den tich dién chéat
lwong tot

9. C6 dud binh chira
chay, day ctru héa
dwoc dat tai vi tri
phu hop theo quy
dinh cua phap luat
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10. C6 day du thiét
bi canh bao chay,
bao khoi, bao nhiét,
cac thiét bj dwoc dat
tai vi tri hop ly

2. Trung tam
thwong mai

1. Vi tri thuan tién,
phu hop véi viéc
phu vu khach nhanh

2.1 Téng dién tich
tdi thiéu 20m?

2.2 Téng dién tich
t6i thiéu 30m?

3. San, twdng va
tran nha chét lwong
tbt, trang tri dep phu
hop v&i hang sao
ctia khach san

4. Théng gi6 tét

5. Anh sang va
chiéu sang tét

6. NOi quy nhan vién
va ni quy trung tam
thwong mai, néi quy
st dung trang thiét
bi

7. Noi that chat
lwong tét, phu hop
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v@i hang sao cla
khach san, co tbi
thiéu 4 ghé ngbi

8. Bang tréng, bang
viét, bat va tdm lau
bang chét lwong tét

9. Dich vu pho to
copy chét lwong tbt

10.1 Dich vu goi
dién thoai trong
nwéc va quéc té

10.2 Dich vu goi
dién thoai trong
nwéc va quéc té,
dich vu internet
khéng day

11. Dich vu fax

12. May tinh va may
in chéat lwong tbt

13. Nhan vién truc
co6 kinh nghiém va
ky thuat phuc vu cac
yéu cau cla khach
tai trung tam thuwong
mai

14. Théng tin ho tro
khach nhw danh ba
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dién thoai, danh ba
email hiru ich, trang
vang,...
3. Phong vé sinh 1. Vi tri thuan tién, 1= -
trong khu virc H6i | sach sé, khoang
nghi (trwong hop | cach phu hop,
phong vé sinh nay | khéng anh hwéng
tach riéng voi dén cac hoat dong
phong vé sinh tai khu vire hdi nghi
sanh) (Muc do
an toan, vé sinh, | 2. Phong vé sinh - -
dd sanh st va cac | cho nam va ni riéng
thiét bi khac co biét
tiéu chuan khéng
th4p hon phong
vé sinh tai sanh)
VIIl: Nhan vién va cac dich vu
1. DU t4 dwng d6 - [V
1. H6 tro dich vu | cho nhan vién, khu
(Khéng bat buéc | vue ti dung do
dbi voi khach san | riéng biét gitra nam
1, 2 sao) va ni
2.Dbaphongvésinh |- |- [V |+
cho nam va nir, vé
sinh nam va ni¥
riéng biét
3. Bu phong tdm - -V A
riéng biét cho nam
va ni, phong tdm
chéat lvong tot
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4. Khu vie &n ubng
sach sé, kich c®
phu hop

5. Khu vc giai tri,
nghi ngoi sach sé,
kich c& phu hop

6. Thw vién hoac
phong dao tao cé du
trang thiét bi can
thiét, chat lwong tét

2. Phuc lgi x& hoi

1. Khach san déng
bao hiém xa hoi cho
tat cd cac nhan vién
da ky hop ddng lam
viéc chinh thirc

3. Nhan vién cac
bd phan, cac
chirc danh

1. Trang phuc sach
sé, phu hop

2. Peo thé nhan
vién khi lam viéc

3. Nhan vién than
thién, hiéu khach,
tinh cach tot

4.1. Giao tiép va st
dung tét tiéng Anh
trong pham vi nghé,
trinh dé phu hop voi
hang sao
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4.2. Giao tiép va st
dung tét ngoai ngir
clia khach hang
muc tiéu

5. S&n sang héd tro
va giup d& khach
trong kha nang va
chwre trach cong
viéc

4. Nhan vién gac
clra va khuan vac
hanh ly

1. M& ctra khi co
khach

2. Chao khach than
thién, néng hau

3. Phan chia hanh ly
cua khach, nhan
vién khuan vac hanh
ly chuyén hanh ly
dén phong cho
khach

4. Néu co dién thoai,
tra 1&i dién thoai cua
khach sau hai tiéng
chuéng dién thoai

5. Chao, dwa tén va
sb hanh ly dung cho
khach

6. LAy hanh ly gidp
khach trong phong 5
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phut sau khi nhan
dwoc dién thoai, gd
nhe ctra phong
khach dé nhan hanh
ly

7. Chuyén hanh ly
lén xe chuyén hanh
ly cho nhan vién
khuan vac, chuyén
hanh ly ra 6 t6 cho
khach

8. Cam on khach va
chuc quy khach co
chuyén di tét dep

5. Tha tuc nhan

budng, phan

budng cho khéach

va trd budng

1.1 Chao khach

1.2 Chao khach
trong vong 30 phut

2. Chao khach than
thién

3. Chuén bj sén cac
gidy to can thiét dé
khach nhan budng

4. Xac nhan ngay
khach tré buéng
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5. Hoan tat tha tuc
nhan budng cho
khach trong vong 5
phut

6. Néu budng cla
khach chwa san
sang phuc vy, khach
can phai dwoc biét
trwde, khach cho tai
sanh phai dwoc
phuc vu d6 udng

7. C6 nhan vién truc
dich vu va duwa
khach 1&én buéng

9. Giai thich, hwéng
dan s dung cac
thiét bj trong buéng
ngl nhu thiét b
dién, diéu hoa
khéng khi, TV

10. 1 Hoan thanh
tha tuc trd budng
cho khach trong
vong 10 phut

10.2 Hoan thanh tha
tuc trd budng cho
khach trong vong 5
phut

11. Néu khach yéu
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cau, chuan bj ké cac
khoan khach thanh
toan, déng déu va
bd vao phong bi
chuyén cho khach

12. Cam on khach
da st dung dich vu
cla khach san

6. Dich vu khach
hang

1. Chao khach than
thién, néng hau

2. Tryc sén sang
cung cap cac thong
tin vé diém du lich,
dwdng xa, giao
théng, tour cho
khach

3. Dich vu bao thirc
cho khach khi khach
c6 yéu ciu

7. B6 phan budng

1. Thay ga trai
giwvdng cho khach
trong khoang thoi
gian tlr 18h dén
21h, don buéng

2. Kiém tra cac do
udng, ca phé, tra,
dwong, kem pha ca
phé, d6 &n nhe
trong tu lanh, sép
dat lai cac vi tri
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3. Thay mé&i khan
tam da st dung,
khan mat, khan lau
chéan va ao choang
sau tam

4. Kiém tra, b sung
gidy lau mat, gidy
toilet, mG chup téc,
tUi dwng gidy vé
sinh

9. Kiém tra va bé
sung xa phong
banh, nuwéc xa
phong, sira tam,
dau goi dau, kem va
ban chai danh rang

5. Thay, rtra thung
rac

6. M& clra tu dwng

quan 4o, clra ta TV,
sap dat lai vi tri dat

diéu khién TV

7. Diéu chinh nhiét
do trong budng cho
phu hop voi thoi tiét
va s thoai mai cla
khach
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8. Nha hang

1.1 Chao khach
trong vong 1 phuat

1.2 Chao khach
trong vong 30 gidy

2. Chao khach than
thién, néng hau

3. Héi sb lwong
khach trong doan,
hoi vé viéc khach da
dat trwéc hay chua

4. Dan khach téi
ban va kéo ghé moi
khach

5. Gioi thiéu voi
khach thyc don an,
udng trong phong 5
phut sau khi khach
6n dinh ché ngbi

6. Sau khi dwa thuc
don cho khach trong
vong 5 phut, quay
tr& lai nhan yéu cau
cua khach

7. Nhan y&u cau cla
khach la nir gi&i
trwéc
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8. Co6 kha nang goi
y va tra i cac cau
héi cta khach lién
quan dén thire an,
dd udng trong thuc
don

9. C6 kha nang goi
y va tra 1&i cac cau
héi cta khach lién
quan dén dé ubng
c6 cbn trong thuc
don

10. Théng bao voi
khach vé thirc &n d6
udng can phai
chuan bi vuot qua
15 phut, nhirng thirc
an, do ubng khéng
c6 trong thyc don

11. Nhac lai cac
mén an, dé uéng
khach da chon

12. Sap xép, bd tri
dung cu an ubng
phu hop véi thire
an, dé ubng

13. Phuc vu thirc
&n, d6 ubng 10 phut
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TIEU CHI

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

3)

(4)

()

(1)

(2)

sau khi nhan dwoc
yéu cau (trv nhirng
dd ubng can nhiéu
thoi gian)

14. Phuc vu thire
an, dd uéng 15 phut
sau khi nhan duwoc
yéu cau (trtr nhirng
dd ubng can nhiéu
thoi gian)

15. Phuc vu mén
trang miéng trong
vong 10 phut sau
khi c6 yéu cau (trir
nhirng moén can
nhiéu thoi gian)

16. Don thirc &n, do
udng thtra, dung cu
an ubng khai ban 3
phut sau khi khach

an xong

17. Hoi khach vé
tinh hai long voi
thirc an, dich vu

18. Cam on khach

19. Phuc vu an
udng 24 gi®
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TIEU CHi

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

()

(4)

()

(1)

(2)

IX: Hé théng an ninh

1. Hé théng an
ninh: Phong chay

1. Hé théng day an
toan va thiét bj 1ap
dat phai thwong
xuyén dwoc kiém tra
dam bao an toan

2. Ga va dau phai
dwoc bao vé trong
thung chira an toan

3. So db, 16i thoat
hiém, bién chi dan
thoat hiém rd rang,
dé thay, co dén tich
dién dé phong
trudng hop khan
cap

4. Pén khan cép
hoat ddng tét, vi tri
dat thuan tién, hop
ly

5. L6i thoat hiém
duwoc chiéu sang rd
rang, théng gid tét,
khéng co vat ngan
can, dam bao dan
t&i vi tri an toan, co
thang dat san tai vi
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TIEU CHI

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

3)

(4)

()

(1)

(2)

tri thuan tién, duworc
kiém tra thworng
Xuyén

6. Cau thang tro
giup cru hda dat tai
vj tri thuan tién, dé
str dung, dam bao
an toan va thuwdng
xuyén dwoc kiém
tra, bao dudng

7.1 C6 du binh chira
chay, day dan nuwéc
chira chay, dat tai vi
tri thuan tién

7.2 Bu binh nuwéc
chira chay, dat tai vi
tri thuan tién

8. bu thiét bj bao
chay, bao nhiét, bao
khoi, dat vi tri thuan
tién, dé tiép can
(trwdng hop khach
san cao tr 2 tang
tré 1én)

2. Hé théng an
ninh tbng thé

1. Hé théng an ninh
hiéu qua, da kha
nang theo doi, ghi
hinh lai cac khu vuwc
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TIEU CHi

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

()

(4)

()

(1)

(2)

trong tam subt 24
gior

2. C6 may phat dién
dw phong, da dau
cho may hoat déng
trong 2 gi&r

3. bu nuwoc dy
phong cho hoat
déng cua khach san
tbi thiéu 1 ngay

4. Hé thdng théng
tin lién lac hiéu qua,
dam bao théng bao,
kéu goi tro’ giup tw
cac hé théng khac

5. Thwdng xuyén
thwe tap, kiém tra
cbng tac phong
chéng tham hoa

6.1 C6 hé théng so
cap ctru tai chd hiéu
qua, san sang thuc
hién cac bién phap
SO ctru

6.2 Co6 givdng so
cép cutru tai chd,
nhan vién y té truc

151




TIEU CHI

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

3)

(4)

()

(1)

(2)

24 qio

X. Cong tac bao vé méi trwong

1. Mai trudng, tai
nguyén va nang
lwong

1. Hé théng l1am
sach cbng, ranh
hiéu qua, vé sinh

2. Hé thong x ly
nwdc hiéu qua, vé
sinh

3. Str dung hiéu
qua, kinh té cac
ngudn tai nguyén
nhw nuwéc, dau, ga,
dién, gidy, nhwa,
guwong kinh, vai sgi
va cac chat khac

4. Khai thac va st
dung may mdc, thiét
bi c6 kha nang tiét
kiém nang luvgng, it
anh hwéng t&¢i moi
trwdng

5. Khéng khuyén
khich cac hoat déng
vui choi giai tri anh
hwédng tiéu cuc toi
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TIEU CHi

CHi TIEU

HANG SAO

KHACH
SAN TV
DANH
CHAM
DIEM

CHUYEN
GIA THAM
DINH
CHAM
DIEM

()

(4)

()

(1)

(2)

mdi trwd'ng

6. Khuyén khich
nhan vién va khach
cung tham gia cac
hoat déng str dung
hop ly tai nguyén,
bao vé méi trvdng

2. Phuc lgi danh
cho nhan vién

1.1 C6 tbi thiéu mot
loai quy phuc Igi cho
nhan vién hé tro
nhan vién hoac
khuyén khich con
cai nhan vién hoc
tap

1.2 it nhat hai loai
quy phuc lgi xa hoi

2.2 it nhét 3 loai quy
phuc Igi xa hoi
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5. Chu thich

5.1. Y nghia ky hiéu:

V' C6 nghia “Chi sé dwoc str dung dé danh gia hang sao

cua khach san”

C6é nghia “Chi sb khéng dwoc sir dung dé danh gia

hang sao cua khach san”

5.2. Y nghia hang sao:
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1.

C6 nghia "Cét c6 cac chi sb dung dé danh gia khach san
hang 1 sao"
C6 nghia "Cét c6 cac chi sd dung dé danh gia khach san
hang 2 sao"
Cé nghia "Cét c6 cac chi sé dung dé danh gia khach san
hang 3 sao"
C6 nghia "Cét co cac chi sb dung dé danh gia khach san
hang 4 sao"
Cé nghia "Cot co6 cac chi sb dung dé danh gia khach san

hang 5 sao"



6. Thang diém danh cho khach san va can bd danh gia

TT | Thang diém danh
cho khach san va Phwong phap danh gia
can bé danh gia
1. 0 C6 nghia khoéng cé chi sb dé danh gia
hodc chi sb khéng dap (rng yéu cau
2. 1 C6 nghia chi sb dap &rng cac yéu cau cla
hang 1 sao
3. 1 C6 nghia chi sb dap &ng cac yéu cau cla
hang 2 sao
4. 1 C6 nghia chi sb dap ng cac yéu cau cla
hang 3 sao
5. 1 C6 nghia chi sb dap &rng cac yéu cau cla
hang 4 sao
6. 1 C6 nghia chi sb dap &rng cac yéu cau cla

hang 5 sao
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6.1. Total points:

Xép Tong s6 diém Ty 1é phan tram Téng sb
hang dat yéu cau xép diém toi
hang thiéu
1sao | 148 chisb X 1 =148 diém | 85% tbng sd diém | 125 diém
2sao | 157 chisé X 1 =157 diém | 8% tbng sb diém 135 diém
3sao |238chisbd X 1=238diém | 85% tbng sb diém | 200 diém
4 sao | 336 chisd X 1=2336diém | 85% tbng s6 diém | 285 diém
5sao | 392 chisb X 1=392diém | 85% tébng s6 diém | 335 diém

6.2. Téng so diém yéu cau déi véi tirng hang sao:

1 sao: Téi thiéu 125 diém

2 sao: Téi thiéu 135 diém

3 sao: Ti thiéu 200 diém

4 sao: Téi thiéu 285 diém

5 sao: Téi thiéu 335 diém

7. Ghi chu:
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13.

Tiéu chuan xép hang co sd luu trt du lich ctia Puc
Tiéu chuan xép hang co s¢ luu tra du lich cua Ai Cap
Tiéu chuan xép hang co so luu trt du lich cia Nepal
Tiéu chuan Xép hang co s¢ luu tra du lich cia Malawi
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Tiéu chuan xép hang Lang Du lich cta Uc
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Tiéu chuan xép hang co sé luu tra du lich cua Philipine
Tiéu chuan xép hang Lang Du lich cua tap doan Center Parcs
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Tiéu chuan xép hang co sé luu tra du lich caa Lao

Tiéu chuan xép hang co sé luu tra du lich cia Campuchia
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