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NGUYEN TAT THANH

PE CUONG HQC PHAN

1) Théng tin vé hoc phin
- Tén Hoc phan:
Tén tiéng Viét: Quan tri quan hé khach hang
Tén tiéng Anh: Customer relationship management
- Mai s6 Hoc phan: 073935
- Sb tin chi: 2
- Trinh d0: danh cho Hoc vién Cao hoc
- Hoc phﬁn thuoc nganh: THAC ST QTKD
- Hoc phan thudc khéi kién thire: (ghi chinh xdc theo CTPT ban hanh) Tu chon

Kién thirc chung Coso o Chuyén nganh o Luan van

Bit budc O Tu chon O Bit budc o [Tu chon o [Bit bude o | Tu chon x

- Diéu kién tién quyét:
- Phéan bo thoi gian chi tiét: (ghi dung theo CTDT ban hanh)

+ Ly thuyét: 25 tiét

+ Thyc hanh: 0 tiét

+ Cac hoat dong khac (Thao luan, thuyét trinh, bai tip tinh huéng,. ..): 05 tiét
+Tu hoc: 60 tiét

2) M ta van tit ndi dung Hoc phin
Mon hoc nay trang bi cho hoc vién cac kién thirc chuyén sau vé quan tri quan hé khach
hang, quan tri co s¢ dir liéu khach hang, chién luoc quan hé khéch hang, dich vu khach
hang, chdm soc khach hang, quan tri xung dot va duy tri s hai long cua khach hang. Mon
hoc ciing cung cép kién thirc v& mbi quan hé giira ‘Quan tri quan h¢ khach hang voi Ban
hang va Marketing. Ngoai ra, mon hoc con cung cap kién thirc vé t6 chirc thyc hién hoat
dong CRM trong doanh nghi¢p, thyuc hi¢n kiém tra danh gia va diéu chinh hoat dong quan
tr1 quan hé khach
hang.
3) Tailiéu hoc tap
- Tai liéu/gido trinh chinh, bit bujc:
[1] Luu Pan Tho, Lugng Van Quéc, Marketing mbi quan h¢ va Quan tri quan hé
khéach hang, NXB Tai Chinh, 2016
[2] V. Kumar va Werner Reinartz (2018), Customer relationship management,
Springer -Verlag.
% Tai li¢u/ gido trinh tham khdo:
[3] Trinh Minh Thdo, 2018, Khéach hang 1a mdt mbi quan hé khong phai mot giao
dich, NXB Khoa hoc xa hoi
[4] Rainer Alt and Olaf Reinhod, 2020, Social Customer relationship management,
Springer -Verlag.
4) Muc tiéu va két qua hoc tap mong dgi cua hoc phan (KQHTMD)


https://www.amazon.co.uk/s/ref=dp_byline_sr_book_1?ie=UTF8&text=Dr+Kenneth+Lysons&search-alias=books-uk&field-author=Dr+Kenneth+Lysons&sort=relevancerank

Muc tiéu: . q .
Sinh vién sau khi hoc xong hoc phan c6 thé: Phan tich dugc céac khai niém vé vai
trd va thm quan trong cua quan tri quan hé khach hang. Xay dung duoc chién luoc
quan h¢ khach hang, quan tri co sé dir liéu khach hang, quan tri xung dot va duy
tri su hai long cuia khach hang.

Két qud hoc tip mong doi (C:hmijn ddu ra) ciia hoc phin

Hoc phan déng gop cho Chuan dau ra sau day cua CTDT theo muc do sau:

Badng trich ngang Matrix : Sw déng gép ciia moi mén hoc cho ELOs ciia CTPT

Mirc d6 déng gbp cua hoc phan cho CBR ciua CTDT

MaHP | TenHP ELO, | ELO, | ELO, | ELO, | ELO, | ELO, | ELO, | ELO
(K1) (K2) | (K3) | (S1) | (S2) | (S3) | (AD) | (A2)
Quan tri
quan h¢
073935 khach S S N H S H S N
hang
KY¥ hiéu KQHTMBDP ciia hoc phan (CELO) KQHTMD
y e Hoan thanh hoc phan nay, sinh vién cé thé cia CTDT
Kién thirc
2 £ A e L T X : ELOI,
CELOI1 | Hiéu dugc mdi quan h¢ gitra ban hang va marketing ELO2
, , ELOI1,
CELO2 | Biét duoc cac chién lugc quan h¢ khach hang ELO2
ELO4
A s . o e A1z . ELO1,
Phan tich dugc cac hoat dong quan tri quan h¢ khach hang
CELO3 trong doanh nghié¢ ELO2
g ghiep. ELO4
Kinang
ELO1,
CELO4 | Thiét ké dugc chuong trinh cham séc khach hang ELO4
ELO4,
CELOS | Xay dung dugc hé thong CRM trong doanh nghiép ELO6,
CELO6 To chu:: klezm tra} danh giad va di€u chinh hoat dong quan tri ELO6
quan hé khach hang.
Thai d6 va pham chat dao durc
CELO7 N%lan thp;c trach nhlfj:m Xa..AhQI, thai do tich cuc va tinh than ELO7
trach nhi¢m trong cong viéc.




5) Noi dung hoc phin
.. | Ket qua hgc tap mon Ae ‘s KQHTMD cua hoc
Bal | g0 c:lia bai hgéIzLLOE) NGRS UL ? phin
LLOI: phan tich dugc déc | Cac nfi dung chinh trén
diém, vai tdo cua CRM |16p: (5 tiéy)
trong doanh nghiép Noi dung GD Iy thuyét:
, (3 tié)
LLO2: dénh gid dugc pham | _ Marketing dya trén
Vi’ va cac yéu to anh hudng nén tang mbi quan hé
dén CRM — Gi trj danh cho khach
1 hang CELOI1, 2,3
— Cac mbi quan hé
—  Thiét 1ap mdi quan hé
— Phén loai mdi quan hé
Noi dung seminar/thao
luén: (2 tiét)
Case study do gidng vién
dua ra
LLOl: Panh gia dugc | Cac ndi dung chinh trén
tdm quan trong cua quan | 16p: (5 tiér) ]
tri cic mdi quan hé g@i.%ung GD ly thuyét:
, \ fiet
khach hang — Cac mic do va cong
LL02: x4y dung duogc cu cua moi quan he
quy trinh quan tri quan khach ha e
o . : — Phat trién va xay dung
5 h¢ khach hang moi quan hé khach CELO3
hang CELO4
— Xay dung mbi quan hé
ngudi ban —nguodi mua
— Quy trinh quan tri
quan hé khach hang
NOi dung seminar/thao
luan: (2 tié)
Case study do gidng vién
dua ra
LLOl: nhin thitc dugc | Cac ndi dung chinh trén
tim quan trong cia hoat 16p: (5 tié)
dong chim soc khach | Noi dung GD ly thuyét:
hang (3 tiéy)
LLO2: xay dung y thic | — Gia tri tir cac dich vu CELOS
3 |ton trong Vé, sér.lg tao hd trg CELOG
trong cung cap dich vu| — Thau hiéu khach hang
cho khach hang tot hon

— Tao ra va duy tri long
trung thanh cua khéach
hang




Bai

Két qua hoc tip mong
doi cia bai hoc (LLOs)

Noi dung bai hoc

KQHTMBD cua hoc
phan

— Nuéi dudng thi phan
khéch hang

N6i dung seminar/thio

luén: (2 tiét)

Case study do gidng vién

dua ra

LLO1: nhan thic duoc cac
loai quan hé hop tac voi
khéch hang

LL02: phan tich dugc mbi
quan h¢ gira CRM va
marketing, ban hang

Cac ngi dung chinh trén

16p: (5 tié)

Noi dung GD ly thuyét:

(3 tié)

— MO hinh marketing
mbi quan hé toan dién
maoi

— Quan h¢ hop tac

— Lién minh chién luoc

— Panh gia chudi tiéu
dung cua khach hang

Noi dung seminar/thao

luan: (2 tié)

Case study do giang vién

dua ra

CELO 2,3,5va6

LLO1: biét cach van hianh
mot hé théng CRM

LLO02: van dung CRM vao
thuc té doanh nghiép

Cac ngi dung chinh trén

16p: (5 tié)

Noi dung GD ly thuyét:

(3 tiéy)

— Quan tri chién dich
marketing mdi quan
hé

— Van d quan tri mbi
qun hé khiach hang
thong qua mang xa hoi

— Panh gia, diéu chinh
cac hoat dong CRM

Noi dung seminar/thao

luan: (2 tié)

Case study do giang vién

dua ra

CELO 2,3,5va6

Mobi quan hé tich hop da
kénh (5 tiét)

On tap

Tiéu Ilugn két thiic hoc
phén:

Do Gidng vién goi y va
chon loc theo cac chu dé
nhu: 4p dung 1y thuyét dé
oiai quyét cac vin dé cua

CELO 1,2,3,4,5,6
va 7

4




Bai

Két qua hoc tip mong
doi cua bai hoc (LLOs)

KQHTMD ciua hoc

Noi dung bai hgc phz"in

quan tr1 quan h¢ khach
hang trong hoan canh Viét
Nam tidng cuong hdi nhap,
mang xa hoi ngay cang
anh hudng, ...

6) Phuwong phap gidng day va hoc tap

6.1. Phwong phap gidang day
Tuy theo dac thu mén hoc ma c6 phuong phap giang day phu hop, vi du:
- Thuyét giang
- Thao luan/thao luan theo nhom
- St dung cac cong trinh nghién clru trong giang day
6.2. Phwong phap hoc tap
- HV tu doc tai liéu, phat trién gia thuyét va cau hoi lién quan
- HV tham gia nghe giang, thao ludn nhom
- HV duoc khich 18 sir dung tong hop cac kién thirc tir cac mén hoc khac va
nhiing trai nghiém trong cong viéc, xa hoi dé dé xuat giai phap cho van dé
(thuc té hodc gia dinh) dat ra

7) Nhiém vu ctia hoc vién

- Chuyén can: HV phai tham du it I’lhéflt 80% budi hoc; di hoc dung gio.
- Doc tai liéu va chuan bi cho mai buoi hoc trude khi vao 16p...
- Thai @9: Cau thi, tich cuc hoc hoi

8) Panh gia va cho diém

8.1. Thang diém: 10
8.2. Ké hoach danh gia va trong so: (Theo Quy ché Dao tao Thac si)
- Téng diém danh gia qud trinh chiém ty 18 20% diém danh gia toan hoc phan
(tham gia céac hoat dong thdo luan, lam viéc nhom)
- Tbng diém danh gia gita ky chiém ty 18 20% diém danh gia toan hoc phan
(thuyét trinh, phan bién, giai quyét van dé lien quan dén quan ly du an)
- Téng diém danh gia két thiic hoc phan chiém ty 18 60% diém danh gia toan
hoc phan
- Diém dat t6i thiéu: 4/10
Bang Matrix danh gia KQHTMBD cia hoc phan

Céc Thao ludn | Lam viéc . . 1s Tiéu luan

. .~ |Thwe hanh| Giira ky Aep s

KQHTMD nhom nhom (.O‘V ) 20%) cuoi ky

cia HP (10%) (10%) ¢ ¢ (60%)
CELO1 X X X X
CELO2 X X X X
CELO3 X X X X
CELO4 X X X X




CELOS X X X X
CELO6 X X X X
CELO7 X X X
Rubrics danh gia hoc phan
Rubric 1: Panh gid thdo ludn nhém
Tieu chi Trong Tét Kha Trung binh Kém
s0 (%) 100% 75% 50% 0%
Nhom thé | Nhom thé hién day | Nhom c6 lam viée | Khong thanh
hién ‘t()t cac du cac yéu cau nhung roi rac, lap nhom
Thai do 20 yéu cau dugc | duoc phan cong, phan cong khong | hodc nhom
tham gia phan cong, van hanh kha 16 rang, ¢6 mau khong hoat
van hanh tot thuan dong/ hoat
dong roi rac
K% nan Phan tich2 Phan tich, d;’mh gia Phan tich,, danh Phan tich,
th? | 1 40 | danh gia tot kha tbt gid khi tbt, khi danh gid
ao luan chua tt khong tt
Chat Y kién rat Y kién tuong doi Y kién chua phu Khong c¢6 ¥
luong sang tao, phu [ phu hop v6i tinh hop véi tinh kién
dong gop 40 hop voi tinh huéng hudng
¥ kién huong
Rubric 2: DPanh gid lam viéc nhom
Tieu chi Trong Tot Kha Trung binh Kém
s0 (%) 100% 75% 50% 0%
Nhom thé [ Nhom thé hién ddy | Nhomcolam | Khong thanh
hién ‘tét cac du cac yéu cau viéc nhung ré1 | 14p nhdm hodc
Thai do 20 yéu cau dugc | dugc phin cong, rac, phan cong nhom khong
tham gia phan céng’, van hanh kha khong ro re‘11~1g, co hoat dong/
van hanh tot mau thuan hoat dong ro1
rac
BAI °tp hAan A Phan cong cong KAhongAphan
N cong cong Biét phan cong n % cong cong
K¥ néang A s . A ¢ viéc chua tot, A o
1am viee 40 viéc dung cong viéc, phoi phéi hop chua viée, khong
' nguoi, phoi | hop kha tot O phoi hop lam
hop hiéu qua viéc nhom
Chat Sén pham, ¥
luong 1 PRAM, ¥l gan pham, y San pham, y Khong c6 san
, X 40 tudng sang ) . ) P 2
dong gop \ tudng phu hop tudng chua tét | pham
R tao, phu hop
v kién
Rubric 3: Danh gia gitra ky
Tiéu chi Trong Tét Kha Trung binh Kém
s0 (%) 100% 75% 50% 0%




ndi dung

ndi dung thuyét

K1’6n 20 ﬂ’}lﬂly@t\ Frlr}h/ | trinh/ viét bai chép ndi dung thljyet Khong tham
thire viét bai ¢6 gia A trinh chua tot gla
i nhan duoc
the hién ky
nang thuyet i PO
trinh/ viét bai | thé hién ky nang | ¢ hién kynang
~ s o R £ thuyét trinh/ viet | Khong tham
K¥ nang 40 suc tich, thuyet trinh/ viet . 2 .
PR N bai chua tot, gia
chuyén tai bai kha .
thiéu tu tin.
tron ven duoc
v tuong
Cau thi, lang | ~, . , 1 , .
ham hoc héi & 80P EEOP |8
Rubric 4: Panh gia tiéu luan cudi ky
.. . | Trong T6t Kha Trung binh Kém
Tiéu chi X rq 0 0 0 0
s0 (%) 100% 75% 50% 0%
c6 san pham Co san pham cu C6 san pham, van [ Khong tham
¥ tuong cu the, van dung duqc dung duqc’céc ky gia
thé, van cac k¥ nang va kién | nang va kién thuc
) dung dugc | thic bai hoc, nhgng bai hoc, nhung noi
Kién 20 cac ky nang | ndi dung san phdm dung san pham
thire va kién thirc chua tao duoc an chua tot.
bai hog, noi tuong
dung day du,
hinh thue
phu hop.
Phan tich, Phan tich, danh Phan tich, ddnh | Khong tham
K¥ nang 40 danh gié tot gia kha tot gia khi tot, khi gia
chua tot
Cau thi, Khong tham
Thai do 40 1qrgg nghe y C.(E lang ngh,e v C.(E lang ngh,e v gia
kién, ham | kién déng gép kién dong gop
hoc hoi

9) Yéu cau cua giang vién doi véi hoc phan

e Phong hoc, thuc hanh: phong hoc, may tinh

e Phuong tién phuc vu giang day: May chiéu, loa

e Tai li€u, sach va truy cap e-library cia NTTU

Truwong Khoa

TS. Nguyén Xuan Nhi

TP. Ho Chi Minh, ngay... thang...ndm

Nguoi bién soan




PHU LUC: DANH SACH GIANG VIEN, GIANG VIEN HO TRQ CO THE THAM
GIA GIANG DAY HQC PHAN

Giang vién phu trach moén hoc

Ho va tén: Hoc ham, hoc vi:
Dia chi co quan: bién thoai lién hé:
Email: Trang web:

Cach lién lac voi giang vién: (n€u 1o hinh thire lién lac gitra hoc vién v6i giang vién/trg
giang)




