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SWISS EXECUTIVE
HOSPITALITY TRAINING PROGRAM

(SWISS EHT PROGRAM)
SWISS EHT - WHAT IT IS?

The Swiss Executives Hospitality Training Program (Swiss EHT Program) is a high-lev-

el education program designed for management staff in Vietnamese hospitality enter-
prises.

The program will provide Vietnam’s future hospitality leaders and managers with the
tools to deliver exceptional service while maintaining a commitment to sustainability.

This executive hospitality training program is
provided by the Swiss Tourism for Sustainable
Development (ST4SD) project, funded by the Swiss
State Secretariat for Economic Affairs (SECO). It is
part of the economic development cooperation
program of Switzerland for Viet Nam. The training -
have been developed and tranfered by the EHL -~ ~
Hospitality Business School, #1 institution for L —
hospitality management worldwide.

SWISS EHT — WHAT DO WE DO?

1. Enhance the quality of human resources in Viet ;
Nam'’s hospitality sector through Swiss hospitali-

ty standards and expertise.

2. Develop a standardized model of executive
training that can be implemented across diverse
educational institutions.

3. Integrate sustainability principles
throughout hospitality operations and
management

4. Bridge the gap between theoretical
knowledge and practical application i
hospitality management




SWISS EHT — WHO CAN PARTICIPATE?

Hospitality students and recent graduates who want to achieve the international-standard
certification and management-level training.

Current hospitality professionals who are finding flexible ways to skill up and move into
management

SME'’s and corporations who want to improve service without discupting daily operations.

SWISS EHT — WHAT ARE STRENGTHS?

Certification that carries international recognition and credibility backed by the Swiss hospi-
tality legacy.

Practical, hands-on, and case-study based learning that can be immediately applied in
workplace settings.

Comprehensive cirriculum covering technical, managerial, and leadership aspects of hospitality,
with a focus on sustainability as a core component.

Hybrid learning model balancing online convenience (70-80%) with in-person networking and
practice (20-30%). This flexible learning structure is designed with working professionals in mind.

Condendsed, efficient 1-month learning cycles enhance schedule flexibility for busy professionals.

Mr. Olivier Messmer Ms. Dang Phuong Anh
Team Leader, ST4SD project Human Resources Development Manager
Email: olivier.messmer@helvetas.org Email: cm2@st4sd.vn
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SWISS EHT MODULES

Following is a more detailed description of the program blocks and modules. Module contents and sequence

are preliminary and subject to modifications.

BLOCK I: SERVICE EXCELLENCE

The first course block addresses fundamental concepts which focuses on communication, hygiene, sustain-
ability, and customer focus, offering additional content to build awareness of sustainability and international
standards in hospitality and tourism to enhance the competent staff pipeline in Viet Nam.

Verbal and non-verbal communication

Participants will gain a thorough understanding of
the critical principles of effective communication,
including active listening, empathy, clarity, and
cultural sensitivity. The course will explore verbal
and nonverbal communication  channels,
equipping participants with the skills to deliver
exceptional guest experiences through effective
communication.

Introduction to sustainable hospitality operations

Running a successful hospitality business involves
many functions and roles across the service
industry. Each is interdependent and plays a
critical role in the overall guest experience. This
introductory course aims to provide an overview of
the history and evolution of the hotel industry, its
various stakeholders, and its crucial position
within the tourism industry.

Mr. Olivier Messmer

Team Leader, ST4SD project
Email: olivier.messmer@helvetas.org

Hygiene, health and sustainability practices

Occupational health is recognizing, evaluating, and
controlling health hazards in the working environ-
ment to protect worker health and safeguard the
customers. In this course, participants will learn
hygiene, from uniform discipline to the general
safety standards hospitality operations require. The
focus will also be on safety aids and tools, HACCP,
and specific legislation and laws applied worldwide
in the hospitality industry.

Module 4

Introduction to customer service

Excellent customer service creates satisfaction,
leading to customer loyalty and profitability. This
course examines the essential components that
hospitality staff should be focused on when deliver-
ing excellent customer service from reception to
farewell. By looking at the different touchpoints of
the customer experience, the student should
complete the course with a deeper understanding of
the value and challenges of delivering a custom-
er-oriented attitude.

Scan to learn more about the program and the application process

Ms. Dang Phuong Anh

Human Resources Development Manager

Email: cm2@st4sd.vn



BLOCK II: SUSTAINABLE OPERATIONS

The second course focuses on hotel operations, etiquette, and cultural awareness, offering additional
content to build awareness of sustainability and international standards in hospitality and tourism to

enhance the competent staff pipeline in Viet am.

Sustainable room division operations

The Rooms Division is the focal point of most
activities within a hotel or any hospitality business,
such as a holiday center, a cruise liner, or a casino.
During this course, students are introduced to the
primary activities and duties of a Rooms Division
Manager who runs the Rooms Division. The work
of the most common departments and critical
positions within each are detailed.

Hotel etiquette and protocol

Professionalism - attitude - passion: all three
attributes must be embedded in the DNA of any
hospitality industry employee. Furthermore, these
are fundamental for individuals to nurture in order
to be recognized as competent and a right fit for
the world of international business protocol.

BLOCK Ill: PEOPLE AND LEADERSHIP

Sustainable F&B operations

This course introduces the learner to the main
functions of the F&B Operations Team, including the
system tools and personnel setup used to support
their work. After completing this course, participants
will be able to evaluate the relationship between the
sub-departments of the F&B department and analyze
how to maximize F&B Service in terms of efficiency,
productivity, profitability, and sustainability.

Cultural Awareness

The Cultural Awareness course is designed for
hospitality professionals to develop cultural
intelligence to help build relationships and commu-
nicate effectively with guests worldwide. By the end
of the course, the successful learner will be able to
demonstrate an understanding of cultural diversity
and expectations in the hospitality industry and
offer diverse approaches to providing the best
service to customers from different cultural
backgrounds.

The third course focuses on service excellence, leadership, people development, and communication,
offering additional content to build awareness of sustainability and international standards in hospitality and
tourism and enhance the competent staff pipeline in Viet Nam.

Customer Service Excellence

This course will introduce practical techniques for
delivering outstanding customer service that meets
and exceeds guest expectations. The course will
deliver the essentials for dealing with complaints
and challenging situations in the service industry to
enhance the student's ability to handle guest
interactions confidently and professionally.

Module 11

People training and development

This course introduces the concepts, application,
and skills development aspects of training and
development and how they contribute to an
effective hospitality organization. Successful
students will complete the course with the aptitude
to assess, design, develop, implement, and
evaluate a training program in a hospitality context.

Module 10

Sustainable leadership

This course equips hospitality managers with the
tools to lead their organizations toward greater
sustainability and long-term success. Participants
will explore strategies to balance business
objectives, environmental responsibility, and social
impact, enabling them to drive positive change
within the local communities.

Management communication

This course will introduce methods to enhance
communication competencies, enabling to lead
teams effectively, collaborate with diverse
stakeholders, and drive organizational success.
Participants will explore various communication
strategies and techniques tailored to the unique
challenges and nuances of the hospitality industry.
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CHUONG TRINH PAO TAO
QUAN TRI DU LICH VA KHACH SAN CAO CAP

(SWISS EHT PROGRAM)
SWISS EHT LA Gi?

Chuong trinh Dao tao Quan tri Du lich va Khach san cao cap (Swiss Executives
Hospitality Training - Swiss EHT) la chuong trinh dao tao trinh d6 cao dugc thiét ké
danh cho doi ngi quan ly tai cac doanh nghiép du lich va khach san Viét Nam.
Chuong trinh trang bi cho céc nha lanh dao va quan ly tuong lai trong nganh du lich
va khach san Viét Nam nhirng cong cu d€ cung cap dich vu xuat sac dong thai duy tri
cam két phat trién bén virng.

Chuong trinh dao tao quan tri khach san nay dugc
thure hién bai du an Du lich Thuy ST vi su Phat trién Bén
vitng tai Viét Nam (ST4SD), do Cuc Kinh té Lién bang
Thuy Si (SECO) tai trg. Day la mot phan cia chuong
trinh hop tac phét trién kinh t&€ cta Thuy Si danh cho

Viét Nam. Chuong trinh dao tao dugc xay dung va - A‘
chuyén giao bdi Truong Kinh doanh Khach san EHL, _;..~
truong dai hoc hang dau thé gidi theo QS University.

SWISS EHT €6 MUC TIEU Gi? ?

1. Nang cao chét lwgng ngudn nhan luc nganh du
lich va khach san Viét Nam théng qua céc tiéu
chuan va chuyén mon cua Thuy Si.

2. Xay duyng mo hinh dao tao quan ly chuin hoéa co
thé trién khai tai nhiéu co sé gido duc khac nhau.

3. Tich hgp céc nguyén tac bén viing
trong toan b6 hoat déng van hanh va
quan ly du lich va khach san.

4. Thu hep khodng céach gitra kién thirc ly
thuyét va (rng dung thuc tién trong
quan ly du lich va khéach san.




Al LA POI TUONG THAM GIA SWISS EHT?

¢ Sinh vién nganh Du lich va Khach san va nguoi méi vao nghé mudn dat dugc ching chi
chu&n qudc té va nang cao ki ndng quan tri

¢ Nhiing nguoi lam viéc lau nam trong nganh Du lich va Khach san hién tai dang tim kiém
nhirng cach thirc linh hoat d€ nang cao k§ nang va chuyén sang vi tri quan ly.

¢ Céc doanh nghiép vira va nho (SME) va cac tap doan mudn cai thién dich vu ma khong lam
gian doan hoat dong van hanh hang ngay.

SWISS EHT €O LOI THE Gi?

e Chirng chi duge cong nhan va uy tin quc t€, duoc xay dung dua trén thé manh ctia nganh Du
lich va Khach san Thuy Si.

e Chuong trinh hoc thuc t€, thuc hanh va dua trén nghién ctru dién hinh, c6 thé ap dung ngay
vao moi trudng lam viéc.

e Chuong trinh hoc toan dién bao gom céc khia canh ky thuat, quan ly va Ianh dao cua nganh
Du lich va Khach san, tap trung vao tinh bén viing la cot 16i.

e M6 hinh hoc tap két hop, can bang gitra su tién lgi cia hinh thirc tryc tuyén (70-80%) vai két
noi va thuc hanh truc tiép (20-30%). Cau tric hoc tap linh hoat nay dugc thiét ké danh cho
nhirng ngudi dang di lam.

e Céc chu ky hoc tap 1 thang c6 dong, hiéu qua, gilp tang cudang tinh linh hoat vé lich trinh cho
ngudi hoc ban ron.

Ong Olivier Messmer Ba bang Phuong Anh
Quan ly Dy én, ST4SD Quan ly Hop phan Nang cao chat lugng
Email: oliviermessmer@helvetas.org ngudn nhan luc

Email: cm2@st4sd.vn
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NOI DUNG CAC KHOA HOC SWISS EHT

KHOA HOC CO BAN: DICH VU XUAT SAC

Khéa hoc phat trién cac ndng luc van hanh, quan ly 18y khach hang lam trung tdm, theo huéng ti€p can bén
virng d€ trd thanh nhan t6 dan dat trong nganh dich vu du lich va khéch san dang chuyén dong manh mé va
nhanh chong. Khod hoc dinh hudng nhan thirc vé tinh bén virng va cdc tiéu chudn qudc té trong nganh nham

nang cao chat lugng ngudn nhan luc tai Viét Nam.

Tang quan vé Hoat déng diéu hanh Du lich - Khach
san Bén viing

Khoa hoc nay cung cép kién thirc va céch tiép can
t8ng quan vé lich sir va su phat trién ctia nganh du
lich - khach san, cac bén lién quan khac nhau va
céc vi tri quan trong mang tinh dan dat trong nganh
theo dinh hudng bén virng.

Téng quan vé Dich vu khach hang

Khéa hoc nay xem xét céc thanh phan thiét yéu ma
nhan sy nganh du lich - khach san nén tap trung
vao khi cung cép dich vu khach hang xuat sac.
Bang céch xem xét cac diém cham cam xuc khac
nhau trong trai nghiém khach hang, ngudi hoc sé
hoan thanh khéa hoc vdi su hiéu biét sau sac hon
V& gia trj cta thai do tich cuc lay khach hang lam
trung tam.

Ong Olivier Messmer
Quan ly Dy an, ST4SD

Email: oliviermessmer@helvetas.org

Giao tiép bang ngén ngif va phi ngon ngir

Khoa hoc kham pha céc kénh giao ti€p bang ngon
ngtr va phi ngén ngit, bao gém lang nghe tich curc,
déng cam vé van hda. Khod hoc ciing trang bi cho
nguoi hoc su hiéu biét sau sac vé cac nguyén tac
quan trong cla giao ti€p hiéu qua va cac ky ning dé
mang lai trai nghiém déc biét cho khach hang.

Module 4

Vé sinh - an toan, Stc khée & Thuc hanh Bén viing

Trong khoa hoc nay, ngudi hoc sé hoc vé vé sinh, tir
ky luat théng nhat dén céc tiéu chuan an toan chung
ma hoat déng kinh doanh dich vu khach san phai cé.
Khod hoc trang bi kién thirc vé céng cu va phuong
tién hd trg an toan, thuc hanh vé sinh thuc pham,
cac nguyén tac va quy dinh cu thé dugc dp dung trén
toan thé gidi.

Quét ma dé tim hiéu thém vé chuong trinh va dang ky khéa hoc

Ba bang Phuong Anh

Quan ly Hop phan Nang cao chéat luong

nguon nhan luc
Email: cm2@st4sd.vn



KHOA HOC TRUNG CAP: VAN HANH BEN VONG

Khéa hoc hudng dén muc tiéu t6i uu hoa hiéu suat kinh doanh, cai thién trai nghiém cua khéach hang va tich
hop céc hoat déng bén virng trong van hanh va quan tri doanh nghiép dé duy tri kha nang canh tranh trong
linh vuc du lich va khach san dang hdi nhap va phat trién manh mé.

Van hanh bén vimg b phan Am thuc (F&B)

Khda hoc nay gidi thiéu cho ngudi hoc cac chic
nang chinh cua bd phan am thuc va d6 udng F&B,
bao gom ca cac cong cu mang tinh hé théng nham
thiét lap cdc vi tri nhan sy ¢ thé dugc st dung dé
hé trg céng viéc cla ho. Sau khi hoan thanh khéa
hoc, ngudi hoc c¢é thé dénh gia méi quan hé gitra
céc phong ban cta bd phan F&B va phan tich cach
16i da hda dich vu F&B vé mét hiéu qua, nang suat,
lgi nhuan va tinh bén virng.

Nghi thiic giao tiép va quy tac timg xtr chuyén nghiép
Chuyén nghiép — chudn muc — dam mé: ba thuéc
tinh nay phai dugc “nhing vao b gen” cua bat ky
nhan vién nao trong nganh dich vu khach san. Hon
nita, day 1a nhirng phdm chat co ban ma cé nhan
can nudi dudng dé€ dugc cong nhan la cé nang luc
va phl hgp vdi thé gidi cta giao thirc kinh doanh
qudc té.

Van hanh bd phan luu tra bén vimg

BO phan luu tra (1€ tan va budng phong) la trong tam
clia hau hét céc hoat dong trong khach san hoac bat
ky doanh nghiép dich vu luu trd nao. Trong khéa hoc
nay, ngudi hoc dugc gidi thiéu vé cac hoat dong va
nhiém vu chinh cda vi tri van hanh va diéu phai hoat
dong luu trd trong méi tuong quan véi cac bd phan
chirc nang khac nham t6i uu hod trai nghiém tich cuc
clia khach hang.

Nhan thirc da van hoa trong linh vuc dich vu

Khoa hoc Nhéan thirc da van hoa dugc thiét ké cho
nhan sy nganh dich vu dé phat trién CQ (tri théng
minh van hoéa) gitp xay dung madi quan hé va giao
tiép hiéu qua vaéi khach hang dén tir moi viing mién
trén thé gidi. Sau khéa hoc, ngudi hoc cé thé ching
minh su hiéu biét vé da dang van hoa va dua ra céc
céch tiép can khac nhau dé€ cung cép dich vu tot
nhéat cho khach hang tlr cac nén van hoa khéac nhau.

KHOA HQOC CAO CAP: CON NGUO1 VA NANG LUC LANH PAO

Khéa hoc hudng dén muc tiéu dinh hinh va béi dap néng luc 1anh dao 18y con ngudi lam trung tdm, c¢é tam nhin
chién lugc va thuc day su d8i méi d€ co vai tro dan dat trong linh vuc dich vu nang dong va nhiéu bién dai.

Dich vu Khach hang Xuat sac

Khéa hoc nay gidi thiéu cac kj thuat thuc té dé cung
cap dich vu khach hang vuot troi dép tng va vuot
quéd mong dgi cua khéach hang. Khéa hoc cung cap
nhitng diéu can thiét dé giai quyét khi€u nai va cac
tinh hudng khé khén trong nganh dich vu nham
nang cao kha nang xu ly tuong tac véi khach hang
mot cach tu tin va chuyén nghiép cdia ngudi hoc.

Module 11

Nang luc 1anh dao huéng dén phat trién bén viing

Khoa hoc nay trang bi cho céc nha quan ly khach
san nhirng cong cu d& dan dat t6 chirc hudng tai su
phat trién bén viing va thanh céng lau dai. Nguoi
hoc sé kham phéa céc coéng cu chién lugec dé can
bédng cac muc tiéu kinh doanh, trach nhiém véi méi
truong va tac dong xa hoi, cho phép ho thic day su
thay d@i tich cuc trong céng déng dia phuong.

Module 10

Dao tao va phat trién nguon nhan luc

Khéa hoc nay gidi thiéu cac khai niém, irng dung va
cac khia canh phat trién kj nang dao tao va phat
trién nhan su, thong qua cdch ching dong gép vao
mot t8 chirc khach san hiéu qua. Ngudi hoc sé hoan
thanh khéa hoc véi nang luc thiét k&, phat trién, trién
khai va danh gid mét chuong trinh dao tao trong
doanh nghiép ctia minh.

Module 12

Ky nidng giao tiép danh cho nha quan ly

Khéa hoc nay gidi thiéu cac phuong phap nang cao
nang luc giao ti€p nham lanh dao nhém hiéu qua,
hop téc véi nhiéu bén lién quan khac nhau va thic
day thanh céng ctia t6 chirc. Ngudi hoc sé kham pha
nhiéu chién lugc va ky thuat giao tiép khac nhau phu
hop véi nhitng thach thic va sac thai riéng biét cta
nganh khach san.




