TRUONG DAl HOC VAN LANG
PON VI: KHOA DU LICH

PE THI/PE BAI, RUBRIC VA THANG PIEM
THI KET THUC HQC PHAN
Hoc ky 2, nam hoc 2023-2024

I. Thong tin chung

BM-006

Tén hoc phan:

Quan tri cham séc khach hang

M4 hoc phan: | DDL0761 Sé tin chi: | 2
Ma nhoém 16p hoc phan: | 232_DDL0761_01
Hinh thuec thi: Tiéu luan Thoi gian lam bai: | 14 | Ngay

[] C4 nhan

Nhém

Quy cdch dat tén file

Tén nhom_Pé xuiat ké hoach CSKH cho
... (tén kKhach san) _MAa SV_Ho va tén SV

Giang vién nop dé thi, dap an bao gdm ca Lan 1 va Lan 2 trwéc ngay 15/03/2024.

1. Format dé thi

- Font: Times New Roman

- Size: 13

- Quy udc dit tén file dé thi/dé bai:
+ M4 hoc phan_Tén hoc phan_M4& nhém hoc phan_TIEUL_De 1

2. Giao nhan dé thi

Sau khi kiém duyét dé thi, dap an/rubric. Truéng Khoa/Bé mdn guri dé thi, dap an/rubric
vé Trung tdm Khao thi qua email: khaothivanlang@gmail.com bao gom file word va file pdf
(nén lgi va dat mgt khau file nén) va nhin tin + ho tén nguoi gui qua sé dién thoai
0918.01.03.09 (Phan Nhat Linh).
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I1. Cac yéu cau cia dé thi nhim dap &¢ng CLO

BM-006

(Phdn nay phdi phdi hop véi thdng tin tir dé cuong chi tiét cua hoc phan)

A « R Léy dﬁ’
Ky Hinh Ttrr‘-’or;]g St‘;]gn"ho cau D;‘:;)m liu do
higu | NidungCLO | thic ongthani = peithi | 50 | twong
i .. phan danh gia P toi i
CLO danh gia (%) SO da Mirc dat
° PLO/PI
(1) @) ©) (4) () (6) (7)
Tong hop dugc
nhitng khai ni¢m
vé cham soc
khach hang va Tiéu luan
A v leu/ N Chuong
tam quan trong nhom 1
CLOL1 | cta chdam soc khong 30% Chu;m 3 P12.4
khéch hang nham | thuyét 5 8
giup KS — NH dat trinh
duoc nhirng chi
s tai chinh mong
muén
Thiét ké duoc
nhiimg chuwong
trinh cham séc¢ A Chuong
, . s Tieu luan
khach hang nham , 4,
1a tang gia tri nhom Chuong
cLoz |8 o khang 50% 5 | PI35
thuong hiéu cho thuvét 5,
KS — NH cling \y Chuong
. trinh
nhu tao ra trai 6
nghiém tét nhat
cho khach hang
Nhin nhan gia tri
cua viéc am hiéu
k%lach l/lang,‘cham Tiéu luan
soc khach hang ,
nham tiép tuc nhom Chuong
CLOS L ak khéng 20% 2 Pl 10.1
phan dau, trau P 3
.. A B thuyeét
doi, hoc tap suot R
NPT trinh
doi dé nang cao
vi thé cua ban
than

Chu thich céc cot:
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(1) Chi liét ké cac CLO duwoe danh gid béi dé thi két thic hoc phan (twong iing nhw dd mé ta trong
dé cwong chi tiét hoc phan). Luu y khéng dea vao bang ndy cac CLO khdng duing bai thi két thic hoc
phan dé danh gid (c6 mét s6 CLO dwoc bé tri danh gia bang bai kiém tra giza ky, danh gid qua dur
dn, do &n trong quéa trinh hoc hay cac hinh thize ddnh gid qud trinh khéc chir khéng bo tri danh gid
bang bai thi két thuc hoc phan). Triong hop mét sé6 CLO vira dwoc bé tri danh gid qud trinh hay giira
ky vira dwoc bo tri danh gid két thuc hoc phan thi van diea vao cét (1)

(2) Néu n¢i dung ciia CLO twong ung.

(3) Hinh thic kiém tra danh gi cé thé 1a: trdc nghiém, tu lugn, di dn, do &n, vin dép, thic hanh
trén may tinh, thzc hanh phong thi nghiém, bao cao, thuyéz trinh, ..., phit hop véi néi dung cia CLO
va md ta trong dé cuong chi tiét hoc phan.

(4) Trong s6 mire dé quan trong cua tirng CLO trong dé thi két thlic hoc phan do gidng vién ra dé
thi quy dinh (mang tinh twong doi) trén co sé Mirc dé quan trong cua timg CLO. Ddy la co sé dé
phan phdi ty 1é % sé diém t6i da cho cdc cdu héi thi ding dé danh gid cic CLO twong 1vng, bdo dam
CLO quan trong hon thi dwge danh gia véi diém sé t6i da Ién hon. Cot (4) dimg dé hé tro cho cot
(6). 4 e 4 e r 2 2

(5) Liét ké cac cAu hdi thi sé (cAu hai S6 ... hodc tir cAu héi $6... dén cau héi s6...) dimg dé kiém
tra nguol hoc dat cac CLO twong ung.

(6) Ghi diém so t6i da cho méi cau héi hogc phan thi.

(7) Trong truong hop day la hoc phan cét 18i - si dung két qua danh gia CLO ciia hang tirong g
trong bang dé do lwong danh gia mirc dé nguoi hoc dat dwoc PLO/PI - can liét ké ky hiéu PLO/PI c6
lién quan vao hang tiwong tmg. Trong dé cwong chi tiét hoc phan ciing can mo ta ré CLO twong 1mg
cua hoc phan nay sé dwoc sie dung lam diz liéu dé do lwong danh gia cdac PLO/PI. Trwong hop hoc
phan khéng c6 CLO nao phuc vu viée do heong danh gic mire dat PLO/PI thi dé trong cét nay.

I11. N§i dung dé bai

1. Pé bai
Thiét ké mot ké hoach Cham soc khach hang cho khach san/resort di chon trong bdi canh
nam 2023 — 2024 nham d¢é trinh 1én Ban Giam d4c xét duyét.

2. Hwéng din thé thire trinh bay dé bai

Céac ndi dung can co:

Trang bia

Danh séch nhém (kém % danh gia mic d6 dong gop va cong viéc phan cong cu thé)
MUC LUC

Danh muc hinh anh/biéu d6 (néu co)

Chuwong 1. Giéi thiéu vé khéch san/resort
Dong thuong higu
Co sé vat chat, nhan vién: Néu ra nhitng diém dic trung, c6 hinh anh minh hoa, c6 dan
ngudn tham khao
Céc giai thuong — thanh tyu cua KS/resort hoic thuong hiéu KS/resort (d6i véi cac khach
san/resort theo chudi)

— Cong nhan bai cac td chirc trong nudc & quéc té
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— Cong nhan bai OTA, TripAdvisor...
— C6 dan ngudn tham khao

Chuong 2. Ky vong caa khach hang

Trinh bay it nhat 3 ky veng cua khach hang khi dén trai nghiém dich vy cua khach
san/resort

Néu |y do cua tung ky vong

*C¢ thé dua trén co so vat chat, phan khuc khach hang, dong thuong hiéu, giai thuong hoic
mo6 hinh SERVQUAL

Chuwong 3. Véan dé cia khach hang

Trinh bay it nhat 3 van dé khach hang nhic dén vé khach san/resort
C6 minh chiing cho tiing van dé (OTA, Google Review, TripAdvisor...)
Tim hiéu ly do

Dé xuat giai phap (tactical & strategic) bang quy trinh cu thé

Chuwong 4. Bang cau héi vé su hai long cia khach hang
Dua trén 5 yéu té caa mo hinh SERVQUAL hoic mé hinh khac, thiét ké mot bang cau hoi
khao sat vé chat lugng dich vu va su hai long caa khach hang sau khi trai nghiém dich vu tai
khéach san/resort.
— It nhat 3 cau hoi cho tirng yéu t6 trong md hinh SERVQUAL (khong tinh cau hoi da
c6 san trong d¢)
*Néu dizng mé hinh khdc, vui long gigi thiéu so liroc triée khi dp dung

Phan 1. Thong tin nhan khau hoc ciia nguoi tra |oi
Giai tinh
Muc dich chuyén di:
— Cong viéc
— Du lich — nghi dudng
— Tham than
Cau hoi khac

Phan 2. Khao sat su hai long cia khach hang
Gidi thi¢éu thang do Likert

1 = Hoan toan khong déng y

2 =Khong dong y

3 = Binh thuong

4=Poéng y

5 = Hoan toan dong y

Anh/Chi (quy khach) vui 1ong danh gia sy hai long vé trai nghiém véi khach san/resort theo
cac tiéu chi sau:
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Sw tin cay (Reliability)
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Cau héi: Khd nang cung cdp dich vu nhw di cam két mét cach
ddng tin cdy va chinh xac

Phong ctia anh/chi san sang lic 14 gio vao ngay nhan phong

Anh/chi nhan dugc dich vu lam phong vao lGc 17 gio hang ngay
(turn down service)

Sw dap wng (Responsiveness)

Cau hai: Ludn san sang hé tre' khach hang va cung cép dich vu
nhanh chéng

Anh/chi nhan duogc dting hanh 1y va du sb luong khi nhan phong

Cac dich vu gia ting trong khach san (phong gym, ho boi, thu
vién,...) hoat dong dung thoi gian da cam két véi anh/chi

Sw cam thong (Empathy)

Cau héi: Cung cdp sw quan tam va ca nhan hda cho tieng doi
twong khéach

Nhan vién cd hoi anh/chi vé cac nhu cau c& nhan khac khi lvu tra tai
khach san/resort

Nhan vién c6 hd tro anh/chi trong cac truong hop can thiét

Chi tiét hiru hinh (Tangibles)

Cau hdi: Co sé vit chat, trang thiét bi ciia khach sgn, dong phuc
nhan vién

Phong luu trii cua khéach san/resort duoc trang bi day du trang thiét
bi va dap tng duoc nhu cu caa anh/chi

Anh/chi cam thay hai long vé trang phuc cua cac nhan vién cua
khach san/resort

Sw dam bao (Assurance)
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Cau héi: Kién thirc — kj ndng ciia nhan vién, s tin cdy cizia nhan
vién

Nhan vién cua khach san/resort ¢ kha ning tu van vé céac thng tin
chung cua khach san/resort

Nhan vién cua khach san/resort c¢d thé cung cap thdng tin chinh xéc
vé céc dich vy gia ting nhu spa, hd boi, phong gym. ..

Chuong 5. Hon ca sy hai Iong (Customer delight)

Dé xuat it nhit 3 phwong 4n tao ra Customer delight (phu hop vai hién trang caa khach
san/resort)

Néu ly do cho tirng phuong an

Néu nhiing tro ngai khi tién hanh cac phuong an nay

Chuong 6. Két luan

Tong quan lai ké hoach CSKH trong bdi canh nam 2023 — 2024 (du kién thoi gian bt dau —
két thuc cua ké hoach)

Hiéu qua cua ké hoach nay

Nhugc diém cua ké hoach nay

Tai liéu tham khao
Phu luc (néu c6; hinh anh, biéu dé....)

*** Quy dinh trinh bay:

1. S6 trang béo céo: ti thiéu 25 trang (khdng bao gom trang bia va cac trang phu luc)
2. Font: Times New Roman
3. Size: 13
4. Paragraph — line spacing: 1.5 line, doan vin cin chinh déu
5. Binh I& trang giay:
Top: 2cm Bottom: 2cm
Left: 3cm Right: 2cm

6. Danh muc tai liéu tham khao: Chuan APA 6 hoic tuong duong

3. Rubric va thang diém
Bang cham diém tiéu luan chi tiét

CHUONG Muc Chi tiét piém
Gi6i thiéu vé khach san/resort 1
Dong thuong hiéu 0.25
H 1 —
CHUONG Co sé vat chat, nhan vién 0.5
Céc giai thuong — thanh tyu 0.25
CHUONG 2 | Ky vong cia khach hang 1.5
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3 ky vong 0.75
Ly do 0.75
Vin dé cia khach hang 2
3 van dé (kém minh chin 0.75
CHUONG 3 van dé (kem minh ching)
Ly do 0.5
Giai phap (tactical & strategic) 0.75
CHUONG 4 | Bang cau héi khao sat vé sw hai long cia khach hang 1.5
Hon ca sy hai long (customer delight) 1.5
CHUONG 5 | 3 phuong 4n 0.75
Ly do va tré ngai 0.75
Két luan 1.5
Tong quan ké hoach 1
CHUONG 6 . —
Hiéu qua cua ke hoach 0.25
Nhuoc diém cua ké hoach 0.25
Muc luc 0.25
Tai liéu tham khao 0.25
Hinh thac trinh bay 0.5
Tong diém 10
Rubric — Tiéu luan nhém cudi ky, khéng thuyét trinh
Tisuchi | TTeNg Tot Kha Trung binh Yéu
s6% | Tw8-10d Tw6-7,9d Tuw5-5,9d Duéi 4,9d
Xac dinh
Xac dinh 16 !
GedinN 10— 1 dinh duoc | Chua xée dinh | khong diing
rang muc tiéu . « A ”
S muc tiéu rd muc tiéu muc tiéu
nghién cuu, A, A, A,
A . nghién cuu, nghién cuu, nghién cuu,
van dé nghién A . R A 4 .
, e van dé nghién | van dé nghién | van dé nghién
ctru. Cac dé , LA . LA , LA
P X 2 cuu. Cac dé cuu. Cac dé cuu. Cac dé
Cautruc | 20% | muc duoc to 2 5 2
chic rét ho muc duoc to muc duoc to muc duoc to
s p chuc hop ly. chae chua hgp | chirc khdng
ly. C6 su lién , S ik . -
e e L Cosulién ket | ly. Thicu su hop ly. Khong
ket chat che e, e Zh e . Ak
o gitra cac lién ket gitra co su lién ket
gitra cac , L
chuong. cac chuong. gitra cac
chuong.
chuong.
Nhitng van @& | Nhitng vdn dé¢ | Nhitng van d& | Nhitng véan dé
chinh can chinh can chinh can chinh can
nghién cuu, nghién cuu, nghién cuu, nghién cuau,
Noi dung | 50% | muc tiéu muc tiéu muc tiéu muc tiéu
nghién ctu, va | nghién cau, va | nghién ciu, va | nghién cuu, va
noi dung phu noi dung phu noi dung chua | ndi dung
hop voi tén d&& | hop voi tén d& | pht hop hoan | khdng phi hop
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tai. Phan tich
chi tiét, va tap
trung giai
quyét duoc cac
van dé nghién
ctu. Cac phan

tai, nhung phan
tich so sai,
chua chi tiét,
va chua tap
trung giai
quyét toan bo

toan vao tén dé
tai. Cac phan
tich con lan
man, chua chi
tiét. C6 nhiéu
phan tich nhan

Vi tén dé tai.
Cac phan tich
con lan man,
chua chi tiét.
Tat ca cac phan
tich nhan dinh

tich nhan dinh | duwoc cac van | dinh khéng c6 | khong c6 co
b co 0. dé nghién ctiu. | co so. sa. Nhiéu y
M6t s6 phan phan tich thiéu
tich, nhan dinh mach lac, mau
thiéu co so. thuan nhau.
Tai liéu tham
khao rat phon . e s
2,1 a, p, 9 Cpen Tai liéu tham Co rat it tai
phu. Co trich Tai ligu tham \ N i ,
X gA . 2 \ , khao khong liéu tham khao.
dan day da cac | khao kha . R e
. £ N . . | phong phu. Khéng co trich
ly thuyet (khai | phong phu. Co . e X
. N Khong co trich | dan cac ly
niém) duoc mot so ly X o ) ..
. x R A £ . dan cac ly thuyet (khai
Trich dan néu ra trong dé | thuyét (Khai B . .
T N . thuyeét (khai niém) duoc
va tai liéu 10% tai. Cac bang niém) chua niém) duoc 16U 4 trone d
0 .2 , ~
tham biéu dugc dat | duoc trichdan. | T TN &
., R , Z A néu ra trong d¢ | tai. CO rat
khao tén, danh so C6 mot o NN N
N , 2 tai. Co nhieu nhiéu bang
day du, duoc bang biéu chua |, 2 2
. NI s bang biéu chua | biéu chua dugc
ghi nguon day | dugc dat tén, e in < oA 4
e o n , . . .. |duocdattén, dat tén, danh
dua (tror nhitng | danh so va ghi ) PR Lx s
) 2 v . danh s6 va ghi | so va ghi
bang bicu do nguon day du. \ N
., A nguon. nguon.
tac gia tu phan
tich, tinh toan)
Trién khai céac
Trién khai cac | Trién khai cac | y thiéu rd rang,
Trién khai cac |y thiéu rd rang. |y thiéu rd rang | mau thuan
yrdrang, lien | COmotsd 161 | va lon xon. nhau va Ion
mach. Strdung | trong sirdung | Nhiéu I8i trong | xon. Rat nhiéu
. cac tu nglr phu | tir ngir (chua st dung tir ngir | 16i trong sir
Cau van R N " \ N
< vn - | 10% |hop véihoan phu hop vai (chua phu hgp | dung tir ngi
va twr ngir . . L, R .
canh. Cau van | hoan canh). véi hoan canh). | (chua phu hop
mach lac, Cau van thiéu | Cau van thiéu | vé&i hoan canh).
khong c6 15i mach lac, cé mach lac, Cau van thiéu
chinh ta. maot 6 13i nhiéu 15i chinh | mach lac, rat
chinh ta. ta. nhiéu 13i chinh
ta.
Trinh 10% Trinh bay r6 Trinh bay r6 Trinh bay r6 Trinh bay cau
\ 0 \ x ;N by x N \ 7 A 9 A A
bay rang, dé nhin, | rang, dé nhin, | rang, co tuan tha, khong tuan
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tuan tha quy
dinh trinh bay
cua GV. Toan
bai sur dung
quy cach trinh
bay dong nhat

tuén tha quy
dinh trinh bay
cua GV. Con
3-5 chd chua
st dung quy
cach trinh bay
ddng nhat

thu quy dinh
trinh bay cua
GV. Con 5-7
chd chua sir
dung quy céch
trinh bay dong
nhét

thu quy dinh
trinh bay cua
GV. Toan bai
chua sur dung
quy cach trinh
bay dong nhat

100%

Ngudi duyét dé

I

ThS. Nguyén Thi Ngoc Linh

TP. Hé Chi Minh, ngay 30 thang 03 nam 2024

Gidng vién ra de

() tw—

-

ThS. Pao Thiy Tién
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