2.

BM Marketing — Vién kinh t&é Buu dién PE CUONG HQC
PHAN QUAN TRI
BAN HANG
Thong tin vé giang vién
1.1 Gidng vién 1:
Ho va tén: Nguyén Viét Dling
Chutc danh, hoc ham, hoc vi: Gidng vien — Thac s Quan tri kinh doanh
Dia chi lién hé: Vién Kinh té Buru dién — Hoc vién Cong nghé Buu chinh
Vién thong Dién thoai: 0936319698 , Email: vietdungptit@gmail.com
Cac huong nghién ciu chinh: Quén tri doanh nghiép, Marketing.
1.2 Gidng vién 2:
Ho va tén: Nguyén Binh Minh
Chttc danh, hoc ham, hoc vi: Gidng vién — Tién si kinh té
Dia chi lién hé: Vién Kinh té Bwu dién — Hoc vién Cong nghé Buu chinh
Vién thong
bién thoai: 0936355699 , Email: binhminh279@gmail.com
Cac huéng nghién cttu chinh: Marketing, quan tri doanh nghiép.
1.3 Gidng viéen 3:
Ho va tén: Nguyén Thi Phwong Dung
Chuc danh, hoc ham, hoc vi: Gidng vién — Thac si quan tri kinh doanh
Dia chi lién hé: Vién Kinh té Buu dién — Hoc vién Cong nghé Buwu chinh
Vién thong
bién thoai: 0914061182 , Email:
phuongdung0611@gmail.com
Cac hudng nghién cttu chinh: Quan tri kinh doanh,
Marketing
Thong tin chung vé mon hoc
Tén mon hoc: Quan tri ban hang
Tén tiéng Anh: Sales Management
Ma mo6n hoc: MAR 1329
S6 tin chi (TC): 2

Mbo6n hoc: Bat budc



- Cac mon hoc tién quyét: Marketing can ban (MAR 1322)
- Gio tin chi:
o Ly thuyét: 24 tiét
- Chira Bai tap/Thdo luan/Hoat dong nhém: 6 tiét
- Khoa/B6 mon phu trach: Bo mon Marketing - Vién Kinh té Buu dién
3. Mo ta mon hoc
No6i dung mon hoc véi muc tiéu trang bi kién thirc va ky nang ban
hang, quan tri ban hang trong doanh nghiép cho sinh vién dai hoc thudc
nganh quan tri kinh doanh, marketing dwgc chia thanh 6 ndi dung
chinh: Téng quan vé hoat dong ban hang va quan tri ban hang; Xay
dung ké hoach ban hang; T6 chitc mang Iw6i ban hang; To chic luc
lwong ban hang; Kiém soat hoat dong ban hang; H6 trg ban hang va
cham séc khach hang.

4. Muc tiéu ciia mon hoc

4.1. Muc tiéu mon hoc

Nham cung cap cho sinh vién nhitng kién thitc co ban vé hoat dong ban hang
va quan tri ban hang trong doanh nghiép, bao gom: Téng quan vé ban hang va
quan tri ban hang, xay dung ké hoach ban hang, t6 chitc mang lwéi ban hang, t6
chitc Iyc lvgng ban hang, kiém soat hoat dong ban hang, ho trg ban hang va
cham so6c khach hang.

Bén canh d6 mo6n hoc ciing rén luyén cho sinh vién mét s6 k¥ nang lién quan
dén: Lap ké hoach ban hang, thiét ké dia phan ban hang, t6 chitc lyc lwvgng ban
hang, quan tri lvc lvong ban hang cia doanh nghiép, mot s6 ky thuat co ban
trong ban hang.

Sinh vién biét cach 4p dung cac phwong phap, cong cu ho trg nghiép vu ban
hang va quén tri ban hang.

Sinh vién can c6 thai do hoc tap tich cuc, hang hai thao luan va lam bai tap trén
16p, tu hoc.

4.2, Chuan dau ra

Sau khi hoan thanh mén hoc, sinh vién co the:

1.

[CL0,]: Hiéu va Phan tich dwogc theo quan diém ca nhan cac van dé sau: Khai niém
ban hang; Ban chat ctia ban hang; Ung dung nhan biét va phan tich cac loai hinh ban
hang va cac vi tri nhan vién ban hang trong mot doanh nghiép cu thé

[CLO0]: Hiéu va van dung dé xay dung dugc ké hoach ban hang d6i véi mot hang héa
dich vu cua mot doanh nghiép cu thé.




[CLO0s]: Hiéu va van dung thuc té dé xuat xay dung dwgc mang lwdi ban hang cho doanh

nghiép cu thé; xay dung dugc cac diém va tuyén ban hang cho doanh nghiép cu thé.

[CL0,]: Hiéu va van dung trong thuyrc té cac hoat dong xay duwng, dao tao va tao dong luc

cho lvgng ban hang trong doanh nghiép.

[CLOs]: Hiéu va van dung dé dé xuat dwgc phwong an kiém tra, danh gia hoat dong ban
hang va phwong an danh gia thanh tich ctia nhan vién ban hang ciia mét doanh nghiép cu

the..

[CLO06]: Hiéu va van dung phan tich dwgc cac hoat dong ban hang va cham soc khach
hang; Van dung lién hé, xay dung hé thong ban hang qua internet; Van dung ndi dung
ban hang theo ché do khach hang 1én va Quan ly quan hé khach hang vao mét doanh
nghiép v6i mot hang héa cu thé.;

[CLO0,]: C6 pham chat dao dirc, k§ nang xt 1y cac tinh huéng lién quan dén ban hang

4.3. Ma tran lién két ndi dung v&i chuan dau ra cia mén hoc

1T CDR | CLO; CLO, CLO; CLO, CLO;s CLO, CLO,
NGi dung

1 | Chuong 1 X X
2 | Chuong 2 X X
3 | Chuong 3 X X
4 | Chuong 4 X X
5 | Chuong 5 X X
6 | Chuong 6 X X
5. Noi dung chi tiét mon hoc

Chuong 1: Tong quan vé hoat dong ban hang va quan tri ban hang
1.1. Hoat dong ban hang cia doanh nghiép

1.1.1. Khdi niém ban hang va vai tro cua hoat dong ban hang trong
doanh nghiép

1.1.2. Qud trinh phadt trién ctia ban hang
1.1.3. Cdc hinh thirc ban hang ctia doanh nghiép

1.1.4. Hogt dong chung cua nhdn vién bdn hang




1.2. Hoat dong quan tri ban hang trong doanh nghiép
1.2.1. Khdi niém quan tri ban hang
1.2.2. Vai tro cta qudn tri ban hang va méi quan hé véi cdc hoat dong
khac trong doanh nghiép
1.2.3. Qui trinh qudan tri ban hang

Chuong 2: Xdy dung ké hoach bdn hang
2.1Céac dang ké hoach ban hang
2.1.1 Khdi niém ké hoach bdn hang
2.1.2 Cdc dang ké hoach ban hang ctia doanh nghiép
2.2 Du bao ban hang
2.2.1 Vai tro cua dv bdo ban hang
2.2.2. Cdc chi tiéu phdan dnh két qua duv bdo ban hang
2.2.3. Cdc cdn ctr va phvong phdp dv bao ban hang
2.2.4. Quy trinh dv bdo ban hang trong doanh nghiép
2.3 Xay dung muc tiéu ban hang
2.3.1. Khdi niém va cdc logi muc tiéu ban hang
2.3.2. Cdc can ctr xdy dung muc tiéu ban hang
2.3.3. Quy trinh xdy dung muc tiéu ban hang trong doanh nghiép
2.3.4. Cdc tiéu chudn SMART ctia muc tiéu bdn hang
2.4 Xac dinh cac hoat dong va chuong trinh ban hang
2.4.1. Xdc dinh cdc hoat dong ban hang
2.4.2. Xdy dung cdc chuong trinh bdn hang
2.5 Xay dung ngan sach ban hang
2.5.1. Khdi niém va vai tro cua ngan sdch ban hang
2.5.2. Cdc phuong phdp xdy dung ngdn sdach ban hang
2.5.3. N¢i dung ctia ngan sdch bdan hang

Chuong 3: To chitc mang Iwéi ban hang trong doanh nghiép
3.1 Khai niém va vai tro cia co cau t6 chitc mang lhréi ban hang

3.1.1. Khdi niém co cdu té chitc mang lu6i ban hang
3.1.2. Vai tro cta co cdu té chirc mang ludi bdan hang

3.1.3. Cdc chitc danh bdn hang chti yéu trong co cdu to chirc mang ludi
ban hang
3.2. Mot s6 dang co’ cdu té chirc mang luwéi ban hang co ban



3.2.1. Co cdu té chitic mang lwdi bdn hang theo khu vyc dia ban
3.2.2. Co cdu t6 chifc mang ludi bdn hang theo sdn phdm
3.2.3. Co cdu tbé chitic mang ludi bdn hang theo khdch hang

3.2.4. Co cdu té chirc mang ludi ban hang hon hop
3.3. Cdc can ctr Iyra chon va yéu cau cua co’ cdu té chirc mang luéi ban hang

3.3.1. Cdc cdn ct? lva chon co cdu té chitc mang luéi bdn hang

3.3.2. Cdc yéu cau doi vdi co cdu to chifc mang lwdi bdn hang
3.4. To6 chirc hé thong diém va tuyén ban hang

3.4.1. Khdi niém va vai tro cua diém va tuyén bdn hang ctia doanh

nghiép

3.4.2. To chifc hé thong diém ban hang ctia doanh nghiép

3.4.3. To chifc tuyén bdn hang ctua doanh nghiép

Chuong 4: To chirc luc lwgng ban hang ctia doanh nghiép
4.1. Khai niém, vai tro va phan loai luc lwgng ban hang ciia doanh nghiép

4.1.1. Khdi niém lyc lvgng ban hang
4.1.2. Vai tro cua lyc lvgng ban hang

4.1.3. Phan logi lvc lvgng ban hang
4.2. Xac dinh quy mé va co cau lyc lvgng ban hang ctia doanh nghiép

4.2.1. Xac dinh quy mo lyc lvgng ban hang

4.2.2. Xdc dinh co cdu lyc lvgng ban hang
4.3. Xay dung dinh mic cho lyc lvgng ban hang

4.3.1. Khdi niém va tam quan trong cua viéc xdy dung dinh mitc cho luc
lwgng ban hang

4.3.2. Cdc logi dinh mttc ban hang

4.3.3. Cdc can ctt xdy dung dinh mitc cho luc luvgng ban hang
4.4. Tuyén dung va dao tao lyc lwgng ban hang cia doanh nghiép

4.4.1. Tuyén dung luc lugng ban hang

4.4.2. Dao tao va phadt trién luc luong ban hang
4.5. Tao dong luc cho lyc lwgng ban hang ciia doanh nghiép

4.5.1. Khdi niém va vai tro ctua tao dong luc cho lvc luvgng ban hang
4.5.2. Quy trinh tao dong luc cho lvc lvgng ban hang
4.5.3. Cdc bién phdp chu yéu tao dong luc cho lvc lvong ban hang

Chuong 5 Kiém sodt hoat dong bdan hang

5.1 Kiém soat hoat dong ban hang ctia doanh nghiép



5.1.1 Tiéu chudn kiém sodt hoat dong bdn hang
5.1.2 Cdc phuong phdp kiém sodt hoat dong bdn hang

5.2. Giam sat va danh gia thanh tich cia nhan vién ban hang
5.2.1 Gidm sat hoat dong cua nhdn vién ban hang

5.2.1. Banh gia thanh tich ctia nhan vién ban hang

Chuong 6: Ho trg ban hang va cham soc khdch hang
6.1 Ky thuat ho tr¢ ban hang
6.1.1 Cdc ky thudt co bdn str dung khi ban hang
6.1.2 Ky thudt chot Sales
6.1.3 Qui trinh ban hang

6.2 Ban hang qua trung gian
6.2.1 Cdc logi trung gian phdn phoi
6.2.2 Lva chon trung gian phdn phoi cé hiéu quad
6.3 Quan ly quan hé khach hang
6.3.1 Khai niém Quan ly quan hé khach hang
6.3.2 Nguyén ly va noi dung co bdn cua Qudn ly quan hé khach hang
6.3.3 M6 hinh Qudn ly quan hé khdach hang
6.4 Hoat dong Cham séc khach hang
6.4.1 Khdi niém, vai tro hoat dong chdm soc khdach hang
6.4.2 Cdc nguyén tdac chdm soc khdach hang
6.4.3 Cdc quyét dinh vé chdm séc khdch hang ctia doanh nghiép
6.4.4 Ché dj khdch hang Ién

6.5 Ung dung Internet trong ban hang va quan tri ban hang
6.5.1 BPao tao co bdn cho lvc lugng bdn hang qua internet
6.5.2 Internet va cong nghé trong ban hang

6.5.3 Internet va cong nghé trong qudn tri ban hang
6. Hoc lieu
6.1. Hoc liéu bat budc:
Bai giang Quan tri Ban hang — Hoc vién cong nghé BCVT [1]
2.6 Hoc liéu tham khdo:

1. David Jobber, Geoffrey Lancaster, Selling and sales Management
10™ edition, 2015 [2]



2. James M Comer, Quan tri ban hang, NXB To6ng hgp, 2005 [3]
3. Robert J Calvin, Sales Management, NXB MCGRAW-HILL,

2006 [4].

4. Butch Bellah, Quan ly ban hang, NXB Lao dong, 2018 [5]

7. Hinh thi¥c t6 chitc day hoc

7.1. Lich trinh chung

Lén lép To
L T T ng
y Bai h h Tu
th | tp | a v | hec
uy 0 ¢
ét lu h
a d
n n
h
NOi dung 1: Muc 1.1. Hoat 2 2
dong ban hang ctia doanh
nghiép
NOi dung 2: Muc 1.2 Hoat 2 2
dong quan tri ban hang trong
doanh nghiép
No6i dung 3: Muc 2.1 dén 2 2
muc 2.2 Cac dang ké hoach
ban hang, dy bao ban hang.
No6i dung 4: Muc 2.3 Xay 2 2
dung muc tiéu ban hang
No6i dung 5: Muc 2.4 dén 2 2
Muc 2.5 . Xac dinh cac hoat
dong va chuvong trinh ban
hang, xay dung ngan sach
ban hang
No6i dung 6: Muc 3.1 dén 2 2
muc 3.2 Khai niém va vai
tro ctia co cdu mang luwdi
ban hang, mot s6 dang co
cau t6 chitc mang lw6i ban
hang co ban
No6i dung 7: Muc 3.3 dén 2 2




muc 3.4 Cac can ct Iva chon
va yéu cau cua co ciu to
chitc mang luvGi ban hang, To
chitc hé thong diém va tuyén
ban hang

NGi dung 8: Kiém tra gitta
ky, Thao luan

No6i dung 9: Muc 4.1 dén
muc 4.2 Khai niém, vai tro
va phan loai lyc lvgng ban
hang cua doanh nghiép.
Xac dinh quy m6 va co cdu
lyc lwgng ban hang ctia
doanh nghiép

No6i dung 10: Muc 4.3 dén
muc 4.5 Xay dung dinh mtc
cho lyc lvgng ban hang
Tuyén dung va dao tao luc
lwgng ban hang ctia doanh
nghiép

Tao dong luc cho lyc lwgng
ban hang ctia doanh nghiép

No6i dung 11: Muc 5.1 dén
muc 5.2 Kiém soat hoat dong
ban hang ctia doanh nghiép
Giam sat va danh gia thanh
tich cia nhan vién ban hang
T6 chic lye lwgng ban hang

No6i dung 12: Muc 6.1 dén 6.2
K¥ thuat ho trg ban hang; ky
thuat chot Sales

Ban hang qua trung gian

No6i dung 13: Muc 6.3 dén 6.5
Quan ly quan hé khach hang,
Hoat dong Cham séc khach
hang va ché do khach hang
16n

Ung dung Internet trong ban
hang va quan tri ban hang

NOi dung 14: Thao luan

Noi dung 15: Thao ludn, On




tap va Giai dap

Tong cong: 2 6 3
4 0
7.2. Lich trinh t6 chitc day hoc cu thé
Tuan 1, N¢i dung 1: Hoat dong ban hang ctia doanh nghiép
Hinh thire | ThO Néi dune chingy | YEU €U d6i i
t6 chitc ! o1 dung chin véi sinh !
gian ‘o chu
day hoc s vién
(tiet
TC)
Ly thuyét 2| Khdi niém ban hang | o8 1.
N DPoc Quyén [3]
va vai tro cua hoat
— Chuong 1, 2.

dong ban hang trong
doanh nghiép; Qua
trinh phat trién cua
bdn hang; Cdc hinh
thirc ban hang cua
doanh nghiép; Hoat
dong chung ctia nhan
vién bdan hang
1.1.1. Nhan

vién

ban

hang

Tuan 2, N¢i dung 2: Hoat dong quan tri ban hang trong doanh nghiép

Hinh thite | 100 . .| Yéu cau déi ,
6 chitc i Noi dung chinh véi sinh Ghi
day hoc glan vién chi
(tiet
TC)
Ly thuyét 2 | Khdi niém quan tri Doc Quyén [1]
bdn hang; Vai tro cia | — Chlro’ngﬂl.
quan tri bdn hang va DBoc Quyén [2]
moi quan hé vdi cdc — Chuong 1.

hoat dong khac trong

doanh nghiép; Qui




trinh qudn tri ban
hang

Tuan 3, Noi dung 3: Cac dang ké hoach ban hang, du bao ban hang

Hinh thite | 100 N | Yéu cau déi ,
to chirc ! Noi dung chinh v6i sinh Gh,l
day hoc %tl;ltl vién cha
TC)
Ly thuyét 2 | Khdi niém ké hoach Boc Quyén [1]
bdn hang; Cdc dang ké | — Chuong 3.
hoach bdn hang ctia Boc quyén [2]
doanh nghiép; Vai tro | — Chuong 3
cua dy bdo ban hang;
Cdc chi tiéu phdn anh
két qua du bdo bdn
hang; Cac can ctt va
phuong phap du bdo
ban hang; Quy trinh
dv bdo ban hang trong
doanh nghiép
Tuan 4, N¢i dung 4: Xay dueng muc tiéu ban hang
. . Tho A e
t}'Id’Tllll ﬁfim i Noi dung chinh | " Cavué?‘;i'nh Ghi
day hoc %:?él; vién cha
TC)
Ly thuyét 2 | Khdi niém va cdc logi | P9 Quyén [1]
muc tiéu ban hang; - Chu’o’ngﬁ2.
Cdc cdn ci? xdy dung boc Quyén [2]
— Chuong 3.

muc tiéu ban hang;
Quy trinh xay dung




muc tiéu ban hang
trong doanh nghiép;
Cdc tiéu chudn
SMART ctia muc tiéu
ban hang

Tuan 5, N¢i dung 5: Xac dinh cac hoat dong va chweng trinh ban
hang, xay dung ngan sach ban hang

Hinh thitie | 1RO Noi dune iy | YU cau doi i
t6 chitc 1 0t dung chin v6i sinh 1
dav h glan . chu
ay hoc e vien
(tiet
TC)
Ly thuyét 2 | Xdc dinh cdc hoat boc Quyén [1]
— Chuong 2

dong ban hang; Xay
dung cdc chuong trinh
ban hang; Khdai niém
va vai tro cua ngan
sdch ban hang; Cac
phuong phap xdy dung
ngan sach ban hang;
Noi dung ctia ngan
sdch ban hang

Tuan 6, N9i dung 6: Khai niém va vai tré cia co cau mang lwdi ban
hang, mot s6 dang co cau té6 chitc mang lwéi ban hang co ban

N - Tho A ae
g‘g‘: l,:(l:“"c i Noi dung chinh | *°" CaV“&‘iizi'nh Ghi
day hoc slan vién cha
oo (tiet
TC)
Ly thuyét 2 | Khdi niém co cdu to Boc Quyén [1]
chitc mang luGi bdn — Chuong 3
hang; Vai tro cta co DBoc Quyén [4]
cdiu t6 chitc mang luwsi | — Chuong 5,6.
bdn hang; Cdc chirc
danh ban hang cht
yéu trong co cdu to
chitc mang lu6i bdan




hang; Co cdu t6 chirc
mang lu6i ban hang
theo khu vuc dia ban;
Co cdu té chirc mang
lwoi ban hang theo sdn
pham; Co cdu t6 chirc
mang ludi ban hang
theo khach hang; Co
cdu t6 chifc mang luéi
bdn hang hon hop

Tuan 7, N¢i dung 7: Cac can cit lra chon va yéu cau cta co cau to chirc

mang lwéi ban hang, To chivc hé thong diém va tuyén ban hang

. . Tho A
Hinh thirc Yeéu cau doi
6 chiic i Noi dung chinh véi sinh Ghi
day hoc %tla:tl vién cha
ié
TC)
Ly thuyét 2 | Cdc cdn cit lva chon Boc Quyén [1]
co cdu t6 chiic mang - Chu’o’ng}
Iw6i bdn hang; Cdc Boc Quyen [4]
yéu cdu dobi vdi cocdu | — Chuong 5,6.
to chifc mang luéi ban
hang; Khdi niém va
vai tro cua diém va
tuyén ban hang cta
doanh nghiép; To chirc
hé thong diém bdn
hang cua doanh
nghiép; Té chiic tuyén
ban hang ctia doanh
nghiép
Tuan 8, N¢i dung 8: Kiém tra giita ky, thao luan
Hinh thitce | 100 . Yéu cau déi o
t6 chitc ! Noi dung véi sinh Ghi chu
day hoc gian chinh vién




TC)

Kiém tra
gitta ky va
Thao luan

Kiém tra Nhoém thyc hién

Thao ludn nhiém vu chudn

nhiém vu bi; Cdc thanh vién

maﬁ hoé tham gia thdo
' ludn

Nhiém vu
moén hoc
do GV
giao
truéc khi
bat dau
moén hoc

Tuan 9, N¢i dung 9: Khai niém, vai tro va phan loai lyc lwgng ban hang
cua doanh nghiép. Xac dinh quy mé va co cau lyc hwgng ban hang ciaa

doanh nghiép
- - Tho A e

Hinh thirc . .. i Yeu cau doi .

to chirc ! Noi dung chinh v&i sinh (ilhl

day hoc glin vién chu
(tiet
TC)

Ly thuyét 2 | Khdi niém luc luong boc Quyén [1]

ban hang;Vai tro cua
lvc lvgng ban hang;
Phan logi lyc lvgng
ban hang; Xdc dinh
quy mo lyc lvgng ban
hang; Xdc dinh co cdu
lvwc lvgng ban hang

— Chuong 3.
Poc Quyén [5]

Tuan 10, Noi dung 10: Xay dung dinh mitc cho Iyc lwgng ban hang;
Tuyén dung va dao tao lvc lwgng ban hang ctia doanh nghiép; Tao dong

Ivc cho lwc lwgng ban hang cia doanh nghiép

Hinh thitc | 100 . ) Yéu cau déi ,
t6 chitc i Noi dung chinh véisinh | G
day hoc gl.axn vién cha
(tiet
TC)
Ly thuyét 2 | Khdi niém va tam Boc Quyén [1]

quan trong cua viéc
xdy dung dinh mtc
cho lvc lvgng ban

hang; Cdc logi dinh

— Chuong 4
Poc quyén [5]




mutc ban hang; Cdc
cdn cir xdy dung dinh
mutc cho lyc lvgng ban
hang; Tuyén dung luc
lvgng ban hang; Pao
tao va phat trién luc
lwgng ban hang; Khai
niém va vai tro cua tao
dong luc cho lyc
lwgng ban hang; Quy
trinh tao dong luc cho
lvc lvgng ban hang;
Cdc bién phdp chu yéu
tao dong lyc cho luc
lugng ban hang

Tuan 11, N9i dung 11: Kiém soat hoat dong ban hang cia doanh nghiép;
Giam sat va danh gia thanh tich cia nhan vién ban hang

e | The o
Hinh thirc Yéu cau doi
6 chitc i Noi dung chinh véi sinh Ghi
day hec glan vién chu
(tiet
TC)
Ly thuyét 2 | Tiéu chudn kiém sodt boc Quyén [1]
hoat déng bdn hang; — Chuong 4
Cdc phuong phdp kiém | Poc Quyen [3]
sodt hoat dong bdn — Chuong 3.

hang; Giam sat hoat
dong cua nhdn vién

ban hang; Danh gia
thanh tich cua nhan

vién bdn hang

Tuan 12, N§i dung 12: Ky thuat ho tr¢ ban hang; Ban hang qua trung

gian
N - Tho A s
Hinh thirc . . ; Yeu cau doi .
t6 chic i Noi dung chinh véisinh | G
gian chu




day hoc

(tiét
TC)

vien

Ly thuyét

Cdc ky thuat co bdn str
dung khi ban hang; Ky
thudt chot Sales; Qui
trinh ban hang; Cac
logi trung gian phdn
phéi; Lva chon trung
gian phan phdi c6 hiéu
qua

Poc Quyén [1]
— Chuong 5
Poc Quyén [2]
— Chuong 2.

Tuan 13, Noi dung 13: Quan ly quan hé khach hang; Hoat dong Cham
soc khach hang va ché do khach hang lon

Hinh thie | 1hO N | Yéu cau déi ,
6 chitc .1 Noi dung chinh véi sinh C;lhl
day hec glan vién chu
(tiet
TC)
Ly thuyét 2 | Khdi niém Quén Iy Boc Quyén [1]

quan hé khdch hang;
Nguyeén ly va noi dung
co ban cua Qudn ly
quan hé khdch hang;
Mo hinh Qudn ly quan
hé khdch hang; Ché do6
khdch hang I6n; Khai
niém chdm soc khach
hang; Vai tro cua hoat
dong chdm soc khdch
hang doi vdi doanh
nghiép; Cadc nguyén
tdc chdm soc khdch
hang; Cdc quyét dinh
vé chdm soc khdch
hang ctia doanh
nghiép; Ung dung
Internet trong ban hang
va quan tri ban hang

— Chuong 5
Poc Quyén [2]
— Chuong 4.




Tuan 14, Noi dung 14:

Thao luan

Hinh thie | 10O N | Yéu cau déi ,
6 chitc .1 Noi dung chinh véi sinh Gh’1
day hoc glin vién chu
(tiet
TC)
Thao luan 2 Thdo ludn bai tap Nhoém thuc Bai tdp
nhom hién bai tdp nhom
nhom chudn moén hoc
bi; Cdc thanh do GV
vién tham gia giao
thdo ludn trong
qud
trinh
hoc
Tuan 15, N§i dung 15: Thao luan, On tap va Giai dap
N - Tho At
g“clll: ﬁfi“”c i Noi dung chinh | " Ca\lrl(?(ii(s)ilnh Ghi
day hoc glin vién chu
(tiet
TC)

Thao luan 2 Thdo ludn bai tap Nhoém thuc Nhiém
nhém; On tdp; Gidi hién bai tdp vu mon
dadp thdc mdc nhom chudn hoc do

bi; Cdc thanh GV giao
vién tham gia trong
thao lugn qud
trinh
hoc
8. Phuong phap day hoc
TT | Hinh thitc to chirc day Phuwong phap day va hoc Ghi cha

hoc

1 | Ly thuyét

Dién giang trén 16p, két hgp vai lién hé thuc

té




Bai tap Bédo cdo nhom, phan tich, danh gia thuyét
trinh
Thao luan Cau hoi, bao céo thuyét trinh, t6 chitc hoat

dong

Ty hoc tw nghién cvu

Tu hoc, tw nghién cttu c6 dinh huéng

9. Chinh sach do6i véi mon hgc va cac yéu cau khac

- Sinh vién thyc hién day da cac yéu cau, thiéu 1 diém thanh phan (bai tap
nhom, bai kiém tra gitta ky), hoac nghi qua 20% toéng s6 gio cia mon
hoc, khong dwogc thi hét mon. Thai do va tinh than tham du hoc dugc
danh gia chung trong diém chuyén can.

- Bai tap nhom (cac nhiém vu mon hoc) dugc phan giao trong qua trinh
hoc, bdo cdo trong cac gid thdo luan theo lich trinh. Trudc moi bai tap
nhom dugc bao cdo, nhém sinh vién gui file ndi dung bao cao cho giang
vién qua e-mail, sau dé gwi lai file bai tap nhom sau khi bao cado va da
chinh stra theo y kién ctia giang vién.

10.Phuong phap, hinh thitc kiém tra — danh gia két qua hoc tap
10.1. Kiém tra — ddnh gid dinh ky

Hinh thitc o bac
kiém tra Tli l¢danh | gigm
(Tham khdo 8 danh
du6i day) gld
- Tham gia hoc tap trén 16p (di hoc day du, tich cuc 1 Ca
thao luan) 0 nhan
%
- Bai tap nhém, Théo luan trén 16p 2 Ca
0 nhan
%
- Kiém tra giita ky 1 Ca
0 nhan
%
- Kiém tra cu6i ky 6 Ca
0 nhan
%




10.2. N¢i dung va Tiéu chi ddanh gid cdc bai tap

Cac loai bai tap

Tiéu chi danh gia

- Bai tap nhom, thdo luan
trén 16p

Cau tric bai trinh bay khoa

hoc Thuyét trinh sinh dong

NGi dung: cac van dé néu ra dugc giai quyét
tot c6 minh chiéng 6 rang.

Tra 101 ding céac cau héi trong budi thao
luan Nop file bao cao cho giang vién

diang han

- Kiém tra giita ky, cu6i ky

- Nam virng kién thitc mén hoc;
- Tra 10i dung cac cau hoi.

DUYET

Trudng Bo mon Gidng vién
(Cht tri bién soan dé
cuong)

TS. Nguyén Thi Hoang Yén ThS. Nguyén Viét Dling




