17800 AR E BH— TAFIHHE 06 : BEfmiE
17800 Nhan vién phuc vu cham séc
Pon nguyén 1: Hang muc cdng viéc 06: Pao dirc nghé nghiép

1.(2) MIMEIEAZEREEGE 2 A ? O T/FZE 8 F A IEM QS TFREMEOIIHE
RE@TIFE#Z -

Nguyén nhan nao duédi day khéng phai la nguyén nhan gay thuwong tich lao déng ? (1)T& thé
va cach thire lam viéc khdng chinh xac (2) Lam viéc theo tiéu chuan lam viéc (3) Thiéu anh
sang (4) Lvong cdng viéc qué nhiéu.

2. (3) NelAAk s BAEE IR LIRS » AN/ NOEEZE 25 » MHEEVE NG E ? OFEE
LR s B 4% - AR B I B R B O T B s i B8 O AN BB R s B A R » FA R
HLZE F ek R @RI ZE F 2 BTRaE A -

Khi nhan vién phuc vu cham soc thuc hién cong viéc cham séc, khong may gay thuong tich
cho khach hang, cach lam nao duwéi day la khong dung? (1)Nhanh chdéng lién hé véi don vi
dich vu, do don vij dich vu hd tro xir Iy (2) hd trg dua di khdm bénh khan cap (3) Khéng nén
dé don vi dich vu biét, 4m tham thuong lvong gidi quyét véi ngudi duge cham séc (4)
Thong bdo cho ngudi lién hé khan cap cla khach hang.

3.(3) M EEBABANEZFETMS » MBS IR ? O 5HHKO B A M E
BB HAMEAHBEORE -

Dai v&i khach hang 1dn tudi cé nhidu ngudi cd nghia vu nudi dudng, ngudi nao dudi day
dirng vi tri hang dau ? (1) anh chi em rudt (2) ngudi cé quan hé huyét théng truc hé bé trén
(3) Nguoi c6 quan hé huyét thong truc hé bé dudi (4) Phu huynh.

4.(4) NHIMIERNEE LIEEEE R AT N B LEEEEIES ? ORAEHELHRZREES
B & RSB TR EEIAE 2 FIFRHI Q& E Efr & BB TSR 2 [EhOH
H 5L EEET O Stk 2 A TAERE
Trudng hop nao dudi day khdng phai [a dinh nghia vé ngudi khuyét tat trong Luat bao vé
ngudi khuyét tat ? (1) Vi van dé sinh ly hodc tdm ly khién cho chirc ndng tham gia hoat déng
xa hoi va thuc hién cdng viéc sdn xuat bi han ché. (2) Bi Khuyét tat ma qua gidm dinh phu
hop véi cap dd ma co quan chd quan dé ra. (3) Nhan s6 tay khuyét tat (4) Sau khi huan
luyén cé chirc nang lam viéc.

5.(2) BRIGIEHIRG R - A K T A HMFT K LM - TEER S B FEZ i 2 OF T
& At AR BRI BN L O 0l B CHYAR S BT - FHEESE AN BiEh - Y O HEA IR
BB B 8 RO EIRE TR R EE - DEHIE -

Sau khi bat dau phuc vu, mai phat hién khach hang cé nhu cau va van dé khac, ngudi phuc
vu chdm séc can phailam gi ? (1) gitp d& lién hé vdi td chire lién quan khac hd tro giai
quyét (2) bao cdo lai véi don vi clia minh, do chuyén vién ho trg chuyén gidi thiéu (3) tim
ngudi phuc vu chdm sdéc khdc ban bac déi sach (4) khéng trong pham vi phuc vu d3 dinh,
khdng dé y nhirng viéc khéng phan sy ciia minh.

6.(2) EFF X ERRLASEER - TR EHESR ? Oltp EE X EAVHMNSE =Fa i
FHVEFOR FZE L HERIE - F2leh RS B ?Eilﬁl SHEOELIESZET
FERAVEE St @ Z E R LA TEE » [ES[EE T O%

Khi khach dén tham hai tinh hinh riéng tu cta khach hang,cach lam nao dudi day Ia sai? (1)
Tranh trwdc mat khach hang thao ludn cac van dé cha khach hang véi ngudi th 3 (2) vi
khach hang tra 16i cham, dit khoat thay mat khach hang tra 161 (3) can d6i x&r v&i ho bang
thai d6 phu hop vdi tudi ctia khach hang (4) Néu khach hang cé thé tu tra 10, can dat dat
cho khach hang tra loi.

7.(4) (REME) EEFnREE  HERIERZE LR - aEREELZZOENR - +5%
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RS N O RN R E N EHEOEY AN B O AHIRE )12 BN IR R A [H]
TRV E -

(X6a dé nay) Khi ban bat dau nhan cong viéc, chdm séc khach hang nam liét giwdng thoi
gian dai, thai dé thich hop can la (1) Khdng nén nhan cham séc ngudi bénh nang ,khd chdm
séc (2) Khdng nén nhan ngudi mac bénh 1au khong khéi (3) Khong nén nhan ngudi thue vat
(4) Tuy theo nadng lwc cd nhan hoc tap ti€p nhan cham séc nhitng khach hang khac nhau.

8. (2) RENIBFLERUE » ATl T A BEFm&L ERY AN ? ©50 3@ 65 3% 55 %
@0 Bk -

Theo quy dinh luat phuc lgi ngudi cao tudi, ngudi dugc goi la “cao tudi” la ngudi dd bao
nhiéu tudi tr& 1&n ? (1) 50 tudi (2) 65 tudi (3) 55 tudi (4) 0 tudi.

9.(2) MERANRS B BLIZE F REASA ARG E BN N —E ? OEERIGROZRTRIGOHE
FAROEERA -

Quan hé phap luat gitra nguoi phuc vu cham séc va khach hang la quan hé nao dudi
day ?(1) Quan hé mua ban (2) Quan hé ay thac (3) Quan hé thué mudén (4) Quan hé vay
muon.

10. (2) YN EFR G B OIEREE fReEE 2 HE 7 OIFE [EEEE M B EE @ 5. L RS
PLERTE MELLIE — R O TR EE5E i 2 A s it D U I IR e 22 R (A @ & &
TeEtm M AR A R R 55 B PR P RIS FHssr. -

Trudng hop nao dudi day phu hop quy dinh cha Luit bdo vé ngudi khuyét tat ? (1) Nguoi
khuyét tat khdng cé thi gidac lam nghé mat xa (2) Tién lwong lam viéc cla ngudi khuyét tat
can d3i ngd theo mirc thong thudng (3) Cong trinh cdéng cong da hoan thanh xdy dung
khéng dugrc cai thién thiét bi khéng gian danh cho nguoi khuyét tat (4) Co s& phuc lgi danh
cho ngudi khuyét tat khéng can xin co quan chd quan cé thé dugc tu do thanh lap.

11. (2) ‘EREIRG EE LIEEET - B TR R ERGHE #4538 0F - B MEOAE
B 7 O HESZE FAVEROZpitn iE 48 2 FAVEOK » R IR B LARHLE NEOQ
BNE R ZE TR T ARG THE @B RE T EL AT -

Trong qua trinh ngudi phuc vu chdm sdc lam viéc, khi xay ra tranh chdp vé hang muc phuc
vu v&i khdch hang hodc gia dinh khach hang, can x& Iy nhu thé nao? (1) Lap tirc tir chéi yéu
cau cla khach hang (2) khéo léo tir ch8i yéu cau cha khach hang, va gidi thich rd ndi dung
quy dinh cha hgp ddng phuc vu (3) Pap rng thwe hién hang muc phuc vu d6 cho khich
hang (4) Yéu cau khach hang tra thém chi phi.

12.(2) lRFmENS  WERSEENE TR - NI—IHEHEE AE ? Oa] T
MO R LI H @A LUATRGE » BIRERCIBLT @ n] LAFEHL -

Vé dao dirc phuc vu ma néi, ngudi phuc vu déi vdi tién bac ctia khich hang, nén cé thai d6
xt ly ding dan nao dudi day ? (1) C6 thé chiém dung trudc (2) khdng thé chiém dung (3)cé
thé muwon tam trudce, réi mang trd sau (4) c6 thé an trém.

13. (1) KEEZ ANWARE JTECE M ARG EITRE - IR B0 T H RIVEEQ
MO THENRSIONFHGM - EIFIER -

Khi nguoi gia khuyét tat vi sa sat tri tué ma gay ra cac hanh vi khéng thich hgp, thi nguoi
cham séc phuc vu can (1) bao dung nhiéu hon (2) uén nan dan dan (3) x& phat thich dang
(4) khdng thém dém xia, coi nhw khdng nhin thay.

14. (1) WUEARE S8 ZE EAFRAGTES) - NEENE T FITE - RS SR TERE? O
BRGENNEOERGZNINEO A FAERRKEMNOANFAMLMELLE -

Khi ngudi phuc vu cham sdc gidp khach hang van déng khép, khéng may khién cho khach
hang bi gdy xwong, thi ngudi phuc vu cham sdc can chiu trach nhiém nao ? (1) trach nhiém
hinh sy do so suat gdy thuwong tich (2) Trach nhiém hinh sy do ¢d y gay thuwong tich (3) Chi
can chiu chi phi diéu tri (4) Khéng can chiju bat ky trach nhiém nao.
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15. (2) HRAARES B HEERF SRS ETH - AT E RGBT » JEAFEIE ? OFL N &5

HA RIS IR QB AP EHY BEAL - He% BEALREE HA RS & (R O AN E5RE;
R @ R o R & A A L IERERN AT -
Nhan vién phuc vu chdm sdc vi tam thoi cdm thay strc khoe yéu mét, khdng thé dén nha
phuc vu khach hang, can xt ly thé ndo? (1) &m tham nh& dong nghiép khac thay minh chdm
sAc (2) théng bao cho don vi, dé don vi d6 clir ngwdi khdc dén thay (3) khong khoe khoang,
khdng can ndi (4) Xin khach hang cho nghi phép théng bdo khéng thé dén cham sdéc .

16. (2) WEAEIETL - AAEFELEINERE - BT HEHEE - fillilBREEEE
HIRRRE B O SLIEWECA RS » RIS TR At 22t (1 /sh Q BEHF # i — G R B R ®

BUAE=3 » WMREFET THABEMMBOIREEE £ =X » H AR -
Cham sodc khach hang mat tri, vi tri nhd khach hang gidm sut nghiém trong, thuwong quén di
nhitng viéc vun vat thuong ngay, do dé thai dd chdm séc khach hang phu hop 1a (1) Dau sao
cling khéng nhd gi c3, vi thé khdng can néi chuyén gi vdi khach hang (2) Ludn ludn théng
bao hodc nhdc nhé thém (3) Nhitng thda thuan d3 thiét 1ap véi khach hang, néu khach hang
quén roi thi khéng giip khach hang lam nita (4)Nhac nhé khach hang 3 1an, khéng nhé thi
phat khach hang.

17. (3) RN ZEREZE EREIEAvEY) - TR EFEN (rmE ? OU FRIF @ E — (7S5 E1E
on[RIE A R B £ O HAE FR TAESFRIAN AT LA @55 % F B BR4G IR B A
J& 2 IR A5 EAL -

Vé mén qua ma gia dinh khach hang hodc khach hang tdng, nhan vién phuc vu cham sdc xi
ly thé nao? (1) Nhan qua (2) mua mét mon qua gia tri twong duong tang lai gia dinh khach

hang hodc khach hang (3) Théng bdo cho khach hang khong thé nhan qua theo Nguyén tic
lam viéc (4) Nho khach hang tryc ti€p tang cho don vi cia minh.

18. (4) PR EHEEHCERA A ER AR BRALZ W — B AL ? O55 (RGOt B (& fm @ N B
@ S FEFTERAYAD ~ $5 - T~ AR -

Don vi gidi quyét xin trg cap phuc lgi sinh hoat cho ngudi cao tudi 1a don vi nao ? (1) Cuc
Bao hiém lao déng (2) Cuc xa hdi chinh quyén huyén thi (3) B& N&i chinh (4) Van phong dy
ban x3, thi trAn, thanh phé, khu vuc noi dang ky ho tich.

19. (1) HERARRAS SIS E ST EAVRE » #LSMERIIF RS 26/ D/ N 2 © 50 /NIF@ 40 /)y
Ff® 30 /NHE@ 55 /\HE -

Quy dinh cta dy &n thyc hién dao tao nhan vién phuc vu chdm séc, s6 gio khda hoc chinh
la bao nhiéu tiéng ? (1) 50 tiéng (2) 40 tiéng (3) 30 tiéng (4) 55 tiéng.

20. (3) MRS ERllSRE s EAVAE » ERIRE iR EARE S R 2/ D/ Nl 2 ©50 /N @
40 /NI @30 /NI @12 NS -

Quy dinh cta dy an thyc hién dao tao nhan vién phuc vu chdm sdc, so gio khéa hoc thuc
tdp 1dm sang 1a bao nhiéu tiéng ? (1) 50 tiéng (2) 40 tiéng (3) 30 tiéng (4) 12 tiéng.

21. (3) AR A RUE - FTfA T N N 223 ~ i - B E N
%/ A? ©®30 A@45 A ®50 A @20 A -

Theo quy dinh tiéu chuin thanh lap co sé& phuc lgi danh cho ngudi gia, vién dudng 130, co
s& cham sdc diéu dudng ngudi gia quy md nhéd tw nhan 1a chi s6 ngudi thu dung khdng
vuot qua bao nhiéu ngudi ? (1) 30 nguwoi (2) 45 nguwoi (3) 50 nguoi (4) 20 ngudi.

22. (1) HRAARS S IEEAIIRGE - (&R A EE ? O Q& LEi. 0O B OfEFF @0 -
Trong tat ca diéu kién can cé & ngudi phuc vu cham séc, thi diéu kién ndo 1a khéng quan
trong? (1) tai 4n ndi (2) Tinh yéu thwong va ldng nhan nai (3) Thé chat va tinh than khoe
manh (4) Nhiét tinh.

23. (1) PAMrE A 2B LIRS R AT e S LSS 5 ? OFIREEOHE - F28
TRAE L OB R G2 @1e M rF iR B -
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Trudng hop nao dudi day khdng phai la d6i twong khuyét tat quy dinh trong Luat bdo vé
ngudi khuyét tat? (1) Ngudi bi HIV (2) Nguwoi khuyét tat chirc ndng thi giac, thinh gidc (3)
Ngudi tén thwong viung mat (4) Ngudi mac bénh than kinh man tinh.

24. (1) BAZE TN - DUME AN EE ? O A wmE TR EO MRS ~ IR (EK
PR — R L AA R EH AR EHUE @7F R SRF 45 2 T IR AR LT JE -
Khi giao tiép vdi khach hang, viéc lam nao dudi day 1a khdng pht hop ? (1) thao ludn bénh
tinh cla khach hang trwdc mat khach dén thdm (2) S& dung ghi &m, hinh dnh dé nghe va
xem nhiéu Ian (3) mat [an chi cung cap thong tin don gidn dé hiéu (4) cé dl thoi gian dé
khach hang hiéu va phan ng.

25.(2) FEENNBN—IEREE ? OLLE TR OHVEE & £ O A B EMEEIV B A
HAMMEZENHE @ZLAZE EIEHN - JIhHIE -
N&i dung giao tiép nao dudi day la khong thda dang ? (1) Chi yéu 1a nhitng viéc ma khach
hang quan tdm (2) ki€n thirc gido duc strc khde kém theo thuat ngit chuyén nganh (3) Trinh
bay nhiéu lan nhitng théng tin quan trong (4) Pé cap nhiéu dén nhitng viéc thanh cdng, tich
cuc cta khach hang.

26. (4) DA R 2 b TR Ry 720 2 OEE) ~ PR Sasy M iR O $ B Eatimty
FIHHEOHANRRAVEL 7y - EEEEH A @R ZE R FEHR -
Viéc lam nao dudi day khong phai 1a cach thirc diéu tiét ap luc cong viec mét cach tich cuc ?
(1) thé duc thé thao, nghe nhac hodc di du lich (2) tim kiém nguoi hwdng dan boc 16 tam
trang (3) Hoc tap thém kién thirc méi d6i véi nhitng chd khong hiéu (4) Phan nan véi khach
hang hoac ngu¢i nha khach hang.

27. (3) ARRIACEERBN LT - 07 Evey ? O FERENE LRI N EHF A0
ERHF N OBt itkiEsS  EERERINEME  HFENEBERBREO MR
HNEHCER AR E s @ BN 4 — E RS EEH -
Lién quan dén quan ly an toan co s& cham séc dai han, cach lam nao la thich hop ? (1) tai
nan cta khach hang tai co s& khéng can phai théng bdo cho nguwdi nha (2) trdnh bj co s&
phat, sau khi khach hang xay ra tai nan, c6 gdng khéng nén dé co s& biét (3) bat c tai nan
nao déu can bdo cdo theo quy dinh (4) Viéc xay ra tai nan nhat dinh phai trirng phat nguoi
o lién quan.

28. (4) ARAFHEIIRCL - [ F 2 IENE ? OFVE N FEHI0 O RBEREE O = N ik A
Wi EA @ — T LM ETRAY K -
Phat biéu nao sau day vé bénh ghé 1a dung ? (1) Bénh ghé khong lay nhiém (2) Ban ngay rat
ngra (3) Phun thudc diét trung trong nha dé chdng lay nhiém (4) Ld mot bénh da liéu lay
nhiém manh.

29.(2) REAMERAIEFIZS L 2a BHRY - AR ? ORiREFERNEEL 2O DEHE—
I ERZTKEBIL ORI EHELD T T AT -
Muc dich ra vao co s& chdm séc dai han an toan nao dudi day la sai ? (1) D& bao vé an toan
cudc sdng cla cu dan (2) Cé thé gidm sat quyén riéng tu két giao ban bé cta cu dan
(3)Tranh cho nguwdi mat tri bd di mat tich (4)Tim hiéu ngudi ra vao co s& chadm séc dai han.

30. (1) EYhEATEDER] - AR 2 O4EE A FBEE R > TR K @ FER:
EaPAEN ] BRI FHOEAN aYE K F e HOFW R ER B AEEL R
A e
Nguyén tac phong ngtra tring ddc thuwc pham nao 1a sai ? (1) Ca va dong vat cé vo tuoi séng
mua vé khoéng can rira sach, nén |ap tirc cho vao tu lanh. (2) Nén tach riéng dao va thét
dung cho thuc phdm séng va chin (3) Nén &n thuc phdm néu chin cang sém cang t6t.(4)
Nén ghi nhan méc rd rang gia vi dé tranh dung nham.

31. (1) DAMaE A ERE T RS E ) BSRir tREN HEY ? ORGEE AR TFO
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T IRRRRR  B 0 LA F '8 O T IR B AT & B RO (RIEZE L HIME LS -
Muc dich nao dudi day khdong phai la muc dich kiém dinh ki thuat vién loai "Nhan vién phuc
vu chdm sdc"? (1) Thay thé cong viéc cla diéu dudng (2) Nang cao chat lvong lam viéc cla
nhan vién phuc vu chdm sdc (3) Nang cao uy tin xa hoi cia ngudi phuc vu chdm sdoc (4) Bao
vé quyén va lgi ich cta khach hang.

32.(3) DATWR—TEIT BN RRE E AR A BAAIER ? OZ £ RIS E 2 i T AE SR
HAA OB E RS AROTEHMMIEOE HEH AR A -
Hanh vi nao sau day khéng cho thay than chl cé xu hudng tu sat? (1) Khach hang dét ngot
ban giao nhirng noi dé vat dung quan trong va céch thirc xtr ly (2) Tir ch8i an uéng hodc diéu
triy t& (3) Quén déng clra ra vao va ctra sb (4) Thudng ty trdch ban than lién luy gia dinh.

33.(3) ZF| RiF#m BRIV E N B ERZ ZON A A 28 @ EH B2 O il BN @R YR
/rj:\& °
N6i dung théng tin dat dwoc muc dich giao ti€p tét dep can la (1) ndi dung khéng hoan
chinh (2) nhiéu trong diém (3) don gian chinh xac (4) NGi rat nhanh.

34.(2) LATW—IETT R e RS B A TI/EBR IAVER ? OF A EH - QAT
OIEE TR RIR - HERAZOmMERE ~ KK -
Hanh vi nao dudi day khéng phai la thong tin canh bao nhan vién phuc vu cham sdéc cé ap
lwc cdng viéc (1) Khdng tap trung, thudng [am sai (2) nhan nai nghe khach hang néi (3) hay
cau gian, thuong lo 1ang bat an (4) Chan an, mat ngu.

35.(2) DA —TEA 2 e B E R A H R Y EHY ? O T A /EE QO UE
T HCOHREIT A LSBT 2 1 LA F @ RS R Y e & 1] @ 4R 28 T ARGV E T ELE
17
Viéc nao dudi day khong phai la muc dich ma nhan vién phuc vu cham sdoc phai x(r ly tai nha
cla khach hang? (1) Duy tri chat lwgng sdng cla khach hang (2) thay thé cong viéc nha ma
ban than khich hang cé nang luc cé thé hoan thanh (3) Gidm bét gadnh ndng cham sdc
thanh vién gia dinh (4) Duy tri su tu ch( va déc |ap trong cudc séng cha khach hang.

36. (3) REAERIFRRAVERAFE - THIERENE ? O EZERHHE O
O UITRATRIZKIEHZ® H 2AFHZ ©
Sau khi rira sach dung cu &n uéng clha cac cu dan trong co s& chdm sdc dai han, cach lam
nao dudi day |1a khéng dung ? (1) khir trung bang cach dun séi hodc hap (2) Phoi nang (3)
Dung gié lau khé nudc (4) phoi khé ty nhién.

37.(4) EFETHREHEFUET - IR SIELHERE ? OF AFh - #38E (P3E QUk{E
EFiEE  HhETHFEOMMTFFE O HE - dnfzesih - HAR N AFH -
Khi khach hang va ngudi than xung dét véi nhau, nhan vién phuc vu chdm séc can xr ly thé
nao ? (1) tham gia vao cudc xung dot, dong vai tro la ngudi hoa gidi (2) Ding vé phia khach
hang, néi thay cho khach hang (3) Dirng yén khong lam gi ca (4) Xoa diu tdm trang hai bén,
tranh xung dét xau di, nhwng khdng tham gia vao cudc xung dot.

38. (1) E[E[EIZE FRLEE LR F M 28 E ARSI MR - DUT BT =g e 2 OF#H
TR E S ATREERITAIR - FnE T S QI A FFEER - S5 T HITRIROHTHL
T —{EZE E R - R R S OF TR FE A B T E -
Khi duwa khach hang di khdm bénh ma Iam |& mat thoi gian phuc vu khach hang khéc, thi
cach thire xt ly ndo dudi day la ding ? (1) thdng bdo cho ngudi hwdng dan tinh hinh cé thé
bi I& ca lam viéc, va xin huéng dan cach gidi quyét (2) C& hét gior [am [a doi di, dé khach
hang tu vé nha (3) Tu minh diéu phéi ca lam viéc vdi khach hang ti€p theo, khéng can bdo
cao vdi don vi (4) goi dién thoai cho ban be gitp d& lam thay ca.

39.(2) BEEANRTS B R EEEE 4R T AT REAY R R B2 (1T 7 O &R s 2 @Ak
ZTIFESTESEGIRE S - FE8RFENRELEOEN IR B EE T @ERET
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R -

Nhirng anh huwdng xau co thé xay ra khi ngudi phuc vu cham séc dé lai s6 dién thoai c6 dinh
cho khach hang la gi ? (1) Khach hang sé tong tién ngudi phuc vu (2) Khién cho khach hang
thudng xuyén goi dién thoai cho ngudi phuc vy, anh hudng cudc sdng gia dinh cla ngudi
phuc vu (3) khién cho ngudi phuc vu bi phu thudc vao khdch hang (4) Khién cho khach hang
bi llra gat bdi cudc dién thoai.

40. (3) MRI%RAREETR 1% - BRRAAR TS BB T FECRFE ERRAIR A ? ORI A UIB B Of &S
EET > BV BRI OE e A TN E IS - DX F 2R EMF
bhig - AERERA AR ENRE O LUE T )72 - BETR R -

Sau khi két thdc quan hé phuc vy, nhan vién phuc vu chdm séc va khich hang can gitt quan
hé nhu thé nao ? (1) van gilt lien hé mat thiét (2) goi dién thoai cho khach hang, quan tam
tinh hinh phuc vu cta nhan vién méi (3) Tranh gitr quan hé qua than mat vdi khach hang,
tranh cho khach hang so sanh cac nhan vién phuc vu véi nhau, gay phién todi cho nhan vién
phuc vu mai (4) chuyén sang hinh thirc tinh nguyén, tiép tuc phuc vu.

41. (4) AFsEfE T - AR IRRAAR S B R T RRK I » BRPAWIRB LA E e ZEEFK
Wf > i BIERZ A NE 2 O X BiE X THEMME RO/ VERE - AiEiliiom
EF BT E SO F B MG R A SR E BTG R ORI e E -
Trong qua trinh phuc vy, néu nhan vién phuc vy chdm séc phat hién nhu cadu khach hang
thay d6i, hop déng dich vu ban dau khéng thé thdéa man nhu cau khach hang, nhan vién
phuc vu can rng phé thé nao ? (1) Chl dong gitp khach hang lién hé ngudn ho trg lién quan
(2) Khdng ban tam dén viéc khéng thudc phan su cia minh, chi can cam duoc tién (3) Yéu
cau khach hang tu phan anh véi ngudi huéng dan cta don vj (4) chd dong phan anh véi
ngudi huwdng dan cla don vi, dé ngudi hwdng dan danh gia lai nhu cau va k& hoach phuc
vu.

42. (2) HINZETHMEREBAT A - RS EEZ LM ERREHE ? OEmFEZGIE
F o Gt EE QIR H B EMIERE + - BEHAITHEID  EREREEEONRE
B R EZE @ T HIBUR SR B S S HAE 2R -

Khi khach hang c6 hanh vi qudy réi tinh duc, nhan vién phuc vu chdm séc can cé thai do nhw
thé ndo ? (1) Truwc tiép Ién an gido huan khach hang, lam b& mat khich hang (2) 1ap tirc va
kién quyét tir chéi khach hang, cdnh cdo khach hang khdng dugc tai pham , va thong bao
cho ngudi huwéng dan clia don vi (3) chiu nhin nhuc, trdnh xay ra xung dot (4) Lap tirc yéu
cau ngudi hwdng dan cta don vi thay khach hang khac .

43. (3) B E X R YE K SRR RIS B Mgl - IR SRR ? ORERFTETE - &
EPROUEXTHAIMNARE FrREEFHORNEREREERESFH » WHK
K] e E R O R R E e ay - REDGE -

Khi khach hang bi mat d6 nghi ng® nhan vién phuc vu an trém, nhan vién phuc vu can xt ly
thé ndo ? (1) I&n tiéng phan ddi khach hang, bay to su phdn déi (2) xin thé trwdc mat khach
hang, bay td su trong sach cla ban than (3) 1€ phép nhung van kién quyét bay té sy trong
sach cla minh vdi khach hang, va tim kiém nhitng noi cé thé dat do vat (4) Lap tic xin
ngudi huwdng dan clia don vi cho nghi lam, bay té s phan déi.

44. (4) ETAWH OHEREGEHFETIECI e H O EBE - UM E R R Al ss e
HEZ & ? ORANQREOHMEE @ME -

Khi khach hang mat tri hodc suy kiét tinh than din dén khong thé tu giai quyét duoc viéc
riéng cta minh thi truéng hop nao sau day khdng cé tu cach yéu ciu toa an tuyén bé quyén
gidm hé? (1) Ban than khach hang (2) Vo / chong (3) Kiém sat vién (4) Hang xém.

45. (4) NURGEERT - DUTI—THE RN TR ZHe 2 O A4 QB EUt RO G H IR
RFBARDL
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46. (4)

47.(4)

48. (4)

49. (2)

50. (1)

51. (1)

Khi goi xe cap ctru, khdng can cung cap théng tin nao dudi day ? (1) Ho tén ngudi goi xe (2)
dia diém xay ra sy ¢d (3) tinh trang ngudi bi thwong (4) Tinh hinh thoi tiét.

HRARR 75 B AT R 28 F T — T AR VS IR T AEY - B R R E EWIBERL - NAIE
FEdh Ay ? OZ EHMHEE - HEE CAEUTF S & QFUEHRET - ZRHF T FERO
AT IBEERE L BB AT @ X - n RIS B R It E EHIE
/[x%:‘. °

Khi nhan vién phuc vu cham séc thuce hién bat cir cong viéc cham sdc sinh hoat ndo cho
khdch hang, déu can chi y dén sy riéng tu cda khich hang, diéu nao duéi day 1a sai ? (1) khi
khdch hang ra ngoai, xac dinh d3 hoan thanh tét viéc che pha can thiét (2) Khi diéu tri, can
déng clra hodc déng rém lai (3) khi diéu tri hodc chdm sdéc chi dé hé nhitng chd can thiét (4)
Khi khach hang d3a ngQ, ¢ thé thao luan nhirng viéc gitta minh va khach hang véi nhan vién
phuc vu Iam sang.

R ER ZE TN - IR 20y TIPS EA fiE NY—IH ? OFX FARNQZE FEF{E
{8\ (B O 28 Ay T B2 G 2 @ A E B -

Khi cham sdc khach hang tai nha, pham vi cong viéc cla nhan vién phuc vu cham sdc khong
bao gdm nhitng hang muc nao dudi day ? (1) ban than khach hang (2) Pham vi cd nhan noi
khach hang sinh séng (3) Nguwdi cham séc chinh cda khach hang (4) Hang xdm hodc nguoi
than.

BEREZ 720 UG — IR B igaRnY ? OFEENFER T L EMEGHER
FrEilsE @ T EMM A S HEEX O+ L BRI A IRBZE T » (B NEZE -

Vé nhirng dira con virt bo cha me, khang dinh nao sau day la sai? (1) Phai chju trach nhiém
hinh sy (2) Co quan chd quan cé thé x&r phat dra con d6 (3) Co quan chd quan cdng bd ho
tén cla dra con (4) Dra con nhat quyét khéng chdm séc bd me, thi khéng ai cé thé [am gi
duoc.

HE S B ARSEIE T - W ECEAREEA - TY—IHEES ? O CavA
CHEROIRBEE R » FTAEFE A BT TR LR HE AN BIVEEHO NG
HiEE - DRt RFHIIRB T E -

Trong qua trinh phuc vy, nhan vién phuc vu cham sdc phai y thirc dwoc nhirng diéu minh
can phai cd, nhirng diéu nao sau day Ia sai? (1) Nhan thirc rd vai trd va quyén han clia ban
than (2) C6 kinh nghiém lam viéc nhiéu ndm, cé thé tu quyét dinh tat cad moi viéc (4) khiém
nhuong ti€p nhan sy hudng dan clia nhan vién chuyén mon (4) Khéng ngirng hoc tap nang
cao, dé cung cap chat lvong cham séc tét hon.

W ERE THE - TYR—IRR MR ? OFLERESIE RS - A i EEEE
BROEFAIRATLAHLIMIEMYEOERFH R - BEHHFANGZHEOLIHLFEER
HRFThE -

Trong thoi gian cham séc khach hang tai nha, viéc lam nao dudi day la chinh xac ? (1) dén
nha phuc vu khach hang theo thoi gian d3 hen, khéng dé€n mudn hodc vé sém (2) khi khach
hang nghi trua c6 thé hen ban bé ra ngoai udng ca phé (3) xin nghi tuy y, moi viéc da cé
ngudi nha khach hang lo liéu (4) hen ban bé dén nha khach hang danh bai.

LA BB - T — TR R IR B A IEMEREDE © © R4 BBl ZE 1 7 RAAVE
& > ALRHE A S ~ AR T ERO A IARKELEE - HITERRTHEOR
A% FEEREFE @R RHE AR BRI E LR -

Vé quan diém dao dirc Iam viéc, hanh vi nao dudi day cda nhan vién phuc vu chdm sdéc la
khéng dung? (1) D& duy tri méi quan hé vdi khich hang, cé thé duwa dién thoai, dia chi ca
nhan cho khach hang hodc ngudi nha khach hang (2) khi chua duoc sy déng y cta khach
hang, khéng dugc ty y dén ngan hang linh tién (3) khéng dugc muon tién khach hang hodc
ngudi nha khach hang (4) khéng duoc dem chuyén gia dinh cd nhan dén nha khach hang.
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52. (4)

53.(4)

54. (1)

55.(2)

56. (1)

57.(3)

Ry e 22 FAENFEARTEE » DU R —IEEERR © O TR 2 BIRIGEOR O
METEGEEBNTFRKOWYETERS - L~ BAVENE - BLAKEBRERE®T2IH
REFERAHRE -

Dé thda man nhu ciu co ban cla cd nhan khach hang, bién phdp nao dudi day la sai ? (1)
Duy tri sy an toan ctia khach hang va sy trong sach clia méi truedng (2) HO tro khach hang
dat duoc nhu cau dinh dudng (3) HO tro khach hang cé duoc sy thodi mai vé thé chat, tinh
than, tam hon, quyén riéng tu va gidi tda lo I3ng (4) Hoan toan tuan theo quyét dinh cla gia
dinh khach hang.

MR s BV R BT - TYIIN—TasE S 2 OfBh4EE T EAGE iR E R T
B AN EEA T Z OB THE N BB T HIIEESHAL BE & ORI T 5 TIF -
Noi dung nao duwdi day vé nghiép vu chi yéu clia nhan vién phuc vu chdm séc 1a sai ? (1) H6
tro gilt gin vé sinh ca nhan cla khach hang (2) hd tro thda man nhu cau co ban cla ca nhan
khach hang (3) H6 tro thuc hién danh gia chdm séc va k& hoach chdm séc ctia nhan vién
chuyén nghiép déi vdi khach hang (4) thuc hién cong viéc tiém.

S CAE B RYETR: - TR R BAHEZE TR - I—TEEE N EFER 2 O
SHAH A E Ol 2 T B AU B ECHESA S an @ A DARESZ 26 T B0 R PR IS &
OR A LA ZE ERF AN IRIEOZE T A - (HEAEYImEN B AECE -

Vé quan diém dao dirc cdng viéc, nhan vién phuc vu cham sdéc lgi dung quan hé véi khach
hang, hoat dong nao dudi day la khong dung quy dinh ? (1) gidi thiéu ban bé hoac chinh
ban than minh ban hang truc tiép hodc ti€p thi san pham cho khach hang hodc ngudi nha
khach hang (2) khéng thé nhan qua ma khach hang hodc ngudi nha khach hang tang (3)
khong thé 16i kéo khdch hang hodc ngudi nha khach hang mua bao hiém (4) Khach hang bat
tinh, nhung d6 dac cha khach hang tuyét déi khéng thé coi 1a cda minh.
HREACEIIR S 2Rt T RIS GE - NI — B2 ERER ? O MY
HhEFE M EINH B QE &% TEAFFEIAT KNI » A 35 R EO HZINEIERE
ATFRLe N ERO HEEFEE - AHEEME -

Vé viéc nhan vién phuc vu cham sdc cung cdp chat lvgng phuc vu t8t cho khach hang, diéu
nao dudi day |a chinh xac ? (1) td&t cd nhirng thr can dung déu nhd khiach hang mua hang
nwdc ngoai (2) d6 dung thich hgp véi dac tinh va nhu cau cd nhan khach hang, mdi nho
khach hang mua (3) Chi can hinh thic dep, khéng can xem xét dén tinh an toan va gid tién
(4) chi can khéach hang thich, khéng can quan tdm cé hitu dung hay khéng .
Rl B IR A S E EBIMEE - I ENREE MBS IEHEN ? O HUJE
HZZGEANEMESR - RS RS EEREFMRET - THVEEEE0E HRE
WE 0 ARSI QAR R - Dy NS B O T RIAER -

Nhan vién phuc vu chdm séc vi chdm séc khong dung cach dan dén gy thuong tich cho
khach hang, nhan vién phuc vu chdm sdc can x ly thé nao mdi chinh xac ? (1) quan sat k§
dau hiéu sinh tdn clia nan nhan, va bao cdo nhan vién hwdng dan cla don vi xem xét ki
lwdng vé sau, phong nglra tai phat sinh 1an sau (2) Lap tic x& ly thda déng, khéng can théng
bdo cho bat ky ai (3) Nhanh chéng don dep hién trwdng, dé tranh bi ngudi khac phat hién
(4) d6 16i cho nguoi khac.

HURR s BB ERV AT - Y —THE ERERY © OB BARS mE S A RGO
EFEBEAR  —CreXFEAME - BIgERS B RO E RN U ESisEHE
JEEEEHERAIFEAZEOE TR EHIAN - HEEEN » Ao -

Trong giao tiép gitra nguwdi phuc vu chdm séc va khach hang, néi dung nao dudi day la chinh
xac ? (1) giao ti€p khong lién quan dén chat lwong phuc vu (2) giao ti€p vdi khach hang
khéng tét, nhat dinh |a van dé cd nhan cda khach hang, khéng lién quan dén nhan vién phuc
vu cham séc (3) giao tiép khéng chi dua vao ngdn ngit, giao ti€p ngoai ngdn ngit cé luc sé bi
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anh hudng (4) khi khach hang hodc ngudi nha khach hang phan nan, dé tranh phién todi,
khéng can thiét phai ban tam.

58. (3) WIS BRI BsNEE - 19 - JHEEREENE » MI—HNEENEE ?
O EFTIREN N B EE A im O = R B RSB T OB H R N %
HRR > DL RIEE O ISR TR S 2 - FIEREER 54 -

Nhan vién phuc vu cham séc gip kho khan, trac trd,that vong trong cong viéc |a chuyén
thuong tinh, cach xt ly nao dudi day la khéng chinh xac ? (1) tim nguoi phu trach hudng
dan hodc ngudi dang tin cay dé thdo luan (2) khéng ngirng tim ki€m va hoc tap kién thirc va
ky thuat chdm séc mdi (3) néi cdu véi ngudi nha, dé gidi tda tam trang (4) théng qua nhiéu
hoat ddng nhu nghe am nhac, danh bdng.. chuyén d6i cdm xuc.

59.(4) ‘EFEEEIFERENET IR - IEIRE BV EE T & ? O X FHEEEOA T
HE > XML 7 OB E B TR O/ TRIBI U R &R -

Khi khach hang than phién hodc kho chiu, cong viéc quan trong hang dau cta nhan vién
phuc vu chdm séc 1a gi ? (1) Dan khach hang di ngl (2) khdng thém ban tdm, ngay mai s& tot
hon (3) nhan vién phuc vu ty minh x& ly (4) cham sdc trude va thu thdp théng tin lién quan.

60. (4) AR B ERIREH S - o BEAVEE R 2 OE4E R 5 IR Q& 2 e Uk
NEE O FHEE IS InVEY A OEAGE T » DA E VRS - HaRER(E]
RGN ZEFE -

Nhan vién chdm sdc cé thai do lua chon d6i twong phuc vu nhu thé nao la phu hgp nhat?
(1) Tl chéi nhitng ngudi khd cham séc (2) Tranh cham sdc nhitng ngudi ¢d bénh 13u ngay
khong khai (3) khéng tiép nhan ngudi thue vat tén thao thé luc cham sdc (4) tuy theo nang
lwc cd nhan, chdm séc khach hang cé tinh trang strc khde khac nhau vai thai do tiép nhan va
hoc hoi.

61.(1) f IBEEXTEORE - BERGEZFEZMEE N EER ? ORCREER IR - 6@
KEMR - BE > MBS REOHEEMEET » FNMYHNE® HFRKE - FEESIR
E:: o
Dé khach hang hai long vui vé, cdch &n mic cda nhan vién phuc vu chdm séc nhu thé nao la
khéng phu hop ? (1) Deo nhan kim cuong va day chuyén, trang strc (2) An mic gian di, gon
gang, khéng qud hd hang (3) Téc dwoc chai gon gang, khong dé tdc xda (4) Nén di gidy mém
thap got, khong di giay cao got.

62.(4) HZEEHbChE NG - EESTFHEAR] - NI —IREFEH ? OF45 - KEAGO - iR
BEHHTFEOHIE e ERE T OIRRIEREM) - #ds - FHEFRR®
HABEGA ERNIER - B[S - AMETT -

Trong cac nguyén tac can tuan tha khi chuan bi thirc 8n cho khach hang, nguyén tic nao
dudi day la sai ? (1) Ngudi cé vét thuong, dp xe & ngdn tay, da can deo gang tay (2) Trwdc va
sau khi chuan bij thirc 8n can rira tay sach sé (3) trudc khi chuan bij thirc 3n can thao bd
trang strc, nhan, dong ho...(4) khé khdn 1dm maoi dé duoc méng tay dai, cat di rat tiéc, khong
can phai cat méng tay.

63. (1) MRS B ZE T 2 &8 - AIge Il —IH5E4 ? OB IEOMHEIEOE
HSE@MRYITE -

Nhan vién phuc vu chdm séc chiém dung tién bac cla khach hang, cé thé nghi ngd pham
phai téi danh nao ? (1) t6i tham 6 kinh doanh (2) T6i an trom (3) Toi llra dao (4) Toi tang trit
d6 &n cap.

64. (4) WHEEAETTZMANET ? OF ANETOHFEA TN T[T ORSHEN T TOH
X~ g~ FELFEEAENET -

Cham sdc ngudi gia yéu la trdch nhiém clta ai ? (1) Trach nhiém cta ngudi than (2) Nha
nwdc can gdnh hoan toan trach nhiém (3) Trach nhiém cuda t6 chirc tir thién (4) Trach nhiém
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chung cla nha nudc, xa hoi, gia dinh.

65. (1) BEAARS BB B X T HEE S OEEEEHH - BRI —E B2 ? O FFEFT e 2

&~ 55~ T @APTOEMES AT BUN & o @& DL 2 Bk -
Khi nhan vién phuc vu chdm séc hd tro khach hang don than xin chirng nhan ngudi khuyét
tat, can xin & don vi nao? (1) Van phong Gy ban x3, thi trdn, thanh phd, khu noi dang ky hé
tich (2) Bd phuc lgiy té (3) Cuc xa hdi chinh quyén huyén thj (4) Bénh vién cap khu vuc tré
[én.

66. (1) HEANERAMIEA ARSI - A a0 - DTS EETTE) ? OfFIHAEEAERE
REFTIRQERVELIOXE - (EHIEHO—HIE T -

Vach tudng hodc mat san trong co s& chdm sdc dai han can cé thiét bj gi, dé tién cho ngudi
khuyét tat di lai ? (1) Bién chi dan hodc ky hiéu don gian rd rang va ding tiéu chuan (2) Vat
dung trang tri dep d& (3) Birc tranh ndi tiéng, gach hoa (4) TAm guwong thong thuong.

67. (2) HNRIEIREHEE NI B E G ER ? OL BB T IS EESHE A O’
FIMESSE RS K B R O A b A5t » (HFRA B5Hy N TRHE R EIZ 2
7 @FEEEYREFA R 2z SRR R o
M ta ndo dudi day vé co s& cham sdc dai han 1a hop ly ? (1) Co s& an dudng cé thé thu
dung ngudi bénh nang hodc thye vat (2) Ban dém cén bé tri dén ngl va thiét bi chiéu sang
khan cap (3) Khéng can cd thiét bj thoat hiém, nhung can c¢é dd nhan luc dé di doi cu dan
dén noi an toan (4) Toa nha s dung diéu hoa trung tdm quanh nam, khéng cé lo 1ang vé
théng gid kém.

68. (4) ElFtEBEEEABEE TFr— MRS B FLE: - TYI—IHE A EE
HY ? OfRfitE 4 - 53\ B R HANBRERN A BRERF2FINE R HMHEE T -
RZANSFHOEHFABFUY - (IR - JUIEESE - EECEBEE @ ikt —EE
# FAVES A O Z R R R -

H6 so la mét trong nhirng cdng viéc quan trong cla nhan vién cham soc y té chuyén
nghiép,muc dich luu gitt hé so cha nhan vién phuc vu chdm séc nao duéi day 13 khdng
dung ? (1) Cung cap théng tin tham khao cho béc sy, diéu dudng, thanh vién khac trong doi
ngli y t& khi x ly (2) Cung cdp cho khach hang, nguwdi nha khich hang tham khao (3) Néu
xay ra tranh chap trong diéu tri y t&, boi thudng bao hiém, nghi ngd pham tdi, thdm chi la
chirng thue di chic, ho so la mét tai liéu chirng minh vé phap luat (4) Khdng hé cé y nghia
hoac muc dich gi.

69. (2) (AEME ) eSS ERER SN ETR - SUERMTEE R ARG ZE TR - BN
H 7 O TN a5 HA ESE R IR QMM BRI AL - HZ AN H AR 2
HOAERE » MNERORERFE - SRIEL IR A -

(Dé nay bi xda), Nhan vién phuc vu chdm séc vi tam thoi cdm thay sirc khoe yéu mét, khdng
thé dé&n nha phuc vu khach hang, can x ly thé nao? (1) 4m tham nh& d6ng nghiép khac
thay minh cham séc (2) thdng bdo cho don vi, dé don vi dé clr ngudi khac dén thay (3)
khdng khoe khoang, khéng can néi (4) Xin khach hang cho nghi phép, théng bdo khéng thé
dén cham séc.
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