
Gang vien bien span de 
a(s, vi ghi r6 hi? ten) 

ThS. Nguyen TM Bich Nguyen  
Tnrong Khoa/BO mon duyet 

acs, vi ghi rO ht? ten) 

TRUONG DAI HOC VAN LANG 
1CHOA 1CINH DOANH THUONG MAI 

Dap an: 	De 1: LI 	 De 2: El 	Ma de: 

Mon thi: 	HANI1 VI KHACH HANG 

Khoa/Lop: IC24C 	- Hgc ky: 2 - Nam hgc: 2019-2020 

Thdi gian thi: 45 plait 0; 60 phifi 0; 75 phiit 0; 90 phth 0; 120 phut 0 

Huth tilde thi: Tkr luan 0 	Trac nghi'em 0 Tv luan + That nghiem 

Dugc sir dung tai lieu 0 	- Khong sir dung tai lieu El 

PHAN I — TRAC NGHIEM (4 diem) 

BANG TRA Le1I TRAC NGMM 

EICIEI D El 
ININnitelLas. 

no B 	B B A D 

PHAN II— Tv LuAN (6 diem) 

Cfiu 1 (3 dilm): Trinh bay cu th'e dc diem cac biz& trong quy trinh ra guy& dinh càa 
ngutri tieu dung (2 diem). Phan tich met vi dv minh hga dva  tren lcinh nghiem dm ban khi 
mua sam met san pham bat kY (1 diem). 

Chi liet ke cat buerc trong quy trinh ra quyet dinh cUa ngutri tieu dung (1 diem) 
Co trinh bay chinh xac timg huge trong quy trinh (1 diem) 
Than tich vi du minh hga chinh xac timg bugc (1 diem) 

Cilu 2 (3 dam): Hay liet ke cat yeti tel Ca than có the dOng den hanh vi ngueri lieu ding 
(1 diem). 1Chi mua din thoai di Ong thi ngutri tieu ding thueng bi the deng bei nhfing 
yeu te Ca than nao? Hay than tich vi du de thay dugc cat tac dOng do? (2 diem) 

Lit ke day &I cat yeu tó Ca than c6 tac dOng den hanh vi ngtrgi tieu ding (1 diem) 
Phan tich chinh xac Mi thieu 2 yeu to Ca nhfin tac dOng den ngutri tieu ding khi mua 
din thoai di dOng (2 diem) 
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