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1. Format dé thi
- Font: Times New Roman
- Size: 13

- Quy udc dit tén file dé thi/dé bai:
+ M4 I6p hoc phan_TIEULUAN_Tén nhém

2. Giao nhan dé thi

Sau khi kiém duyét dé thi, dap an/rubric. Truéng Khoa/Bd mon giri dé thi, dap an/rubric
vé Trung tam Khao thi qua email: khaothivanlang@gmail.com bao gém file word va file pdf
(nén lgi va dat mgt khdu file nén) va nhan tin + ho tén nguoi gui qua sé dién thoai
0918.01.03.09 (Phan Nhét Linh).
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I1. Cac yéu cau cia dé thi nhim dap &ng CLO
(Phan nay phdi phdi hop véi thdng tin tir dé ciong chi tiét cia hoc phan)

Lay dir
Ky Hinh Trongsé CLO | Cau | Piém | liéu do
hiéu | Nai dung CLO thiec | trong thanh phan | héi ) lwong
CLO danh gia | danh gia (%) | thisd | tdida | mirc dat
PLO/PI
@ 2) ) (4) (5) (6) )
Van dung kién thac
ve khach hang nhu

nghién ctru hanh vi
CLO1 | khéch hang va co
so ly thuyét vé
quan tri quan hé
khach hang.

Van dung kién thuc
vé quan tri quan tri
CLO2 | vao hoat @dng quan
tri quan hé khach
hang

Str dung tot cac
phuong phép, cong
cu dinh tinh va dinh
luong dé phuc vu
CLO3 | cong tac nghién ctu
va quan ly hoat
dong CRM cua
doanh nghiép hoac
t6 chirc

Thuyét . Phan
trinh 40% 1,2 4.0

Thuyét . Phan
trinh 0% 3 30

Thuyét . Phan
trinh 30% 4 3.0

Chu thich cac cét:

(1) Chi liét ké cdc CLO dwge danh gid boi dé thi két thic hoc phan (tuwong ting nhw dd mé ta trong
dé cuong chi tiét hoc phan). Luu y khong dua vao bang nay cac CLO khdng dung bai thi két thic hoc
phan d@é danh gid (c6 mét s6 CLO dwoc bé tri danh gid bang bai kiém tra giia ky, danh gid qua dw
dn, do an trong qua trinh hoc hay cac hinh thice danh gia qua trinh khdc chir khong bé tri danh gid
bang bai thi két thic hoc phan). Trieong hop mét sé CLO Vira dwoc bé tri danh gid qud trinh hay giira
ky Vira dwoc bo tri danh gié két thic hoc phan thi van dia vao cét (1)

(2) Néu n¢i dung ciia CLO tirong ung.

(3) Hinh thic kiém tra ddanh gid cé thé 1a: trdc nghiém, tw lugn, du dn, do &n, vin dép, thic hanh
trén may tinh, theec hanh phong thi nghiém, béo céo, thuyét trinh, ..., phit hop Véi ngi dung cia CLO
va mé ta trong dé curong chi tiét hoc phan.

(4) Trong s6 mize dé quan trong cua tirng CLO trong dé thi két thic hoc phan do gidng vién ra dé
thi quy dinh (mang tinh tuong doi) trén co sé Mike do quan trong cua tung CLO. Ddy la co so dé
phan phi ty 1é % sé diém toi da cho cdc cdu hoi thi ding dé danh gid cac CLO twong ung, bao dam
CLO quan trong hon thi dwoc danh gid véi diém sé t6i da Iém hon. Cot (4) dimg dé hé tro cho cét
(6).

(5) Liét ké cac cau hai thi sé (cau hdi s6 ... hodc tir cAu héi so... d@én cau hdi sé...) ding dé kiém
tra nguoi hoc dat cac CLO twong ung.

(6) Ghi diém s6 téi da cho maéi cau héi hogc phan thi.

(7) Trong trieong hop ddy la hoc phan cét 18i - st dung két qua danh gia CLO ciia hang twong g
trong bang dé do lwong danh gia mirc do nguoi hoc dat duwoc PLO/PI - can liét ké ky higu PLO/PI cé
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lién quan vdao hang twong iing. Trong dé cwong chi tiét hoc phan ciing can mé ta ré CLO twong g
cua hoc phan nay sé dwroc sir dung lam da liéu dé do heong danh gia cic PLO/PI. Truong hop hoc
phan khéng ¢ CLO nao phuc vy Viéc do luong danh gic mirc dat PLO/PI thi dé trong cot nay.

I11. N§i dung @ bai

1. ,Dé bai:
Ké Hoach Quan Tri Quan Hé Khach Hang tai Doanh Nghiép

2. Huéng din thé thire trinh bay dé bai:

Phan I: Téng quan vé doanh nghiép

Lich str hinh thanh

Muc tiéu, Nhiém vy, Tam nhin

San pham / dich vu

Pac diém canh tranh

Chién lugc kinh doanh caa DN

Chién lugc khéach hang

bac tinh cua khach hang

Cac co hoi CRM

Cac ngudn luc cua DN

Phan II: Co sé ly thuyét xay dung ké hoach CRM
1. Mo hinh CRM
2. M6 hinh cdng nghé CRM
3. M0 hinh nguon nhan lyc CRM
4. MO0 hinh céac hoat dong CRM
5. Céc thong tin / dix liéu can thu thap

Phan 111: B4o céo két qua nghién cieu thi trueong
1. Thdng tin xay dung ké hoach cong nghé CRM
2. Thong tin xay dung ké hoach nguén nhan luc CRM
3. Théng tin xay dung ké hoach hoat dong CRM
4. Phan tich ké hoach CRM

Phan IV: Ké hoach quan tri quan hé khach hang

Muc tiéu

Chién lwoc CRM

Ké hoach cong nghé CRM

Ké hoach ngudng nhan lyc CRM

Ké& hoach hoat dong CRM

Ké& hoach danh gia

‘O No O~ wWNE

ok owdE

3. Rubric va thang diém

; Khéa Trung binh ;
= . | Trong Tot . " . o Yeéu
Tiéu chi s6 (%) | Tir8 - 10 diém Tw6 T;dum 8 TW4T;dlrUI 6 Duéi 4 didm
diem diem

Kha day du, con
thiéu mot s6 noi
dung quan trong

Thiéu nhiéu noi

Phong pht hon Pay du theo
: dung quan trong

Noidung | 10 % N A 2
yéu cau yéu cau
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e Tuwong ddi | Thiéu chinh xac,
. , Kha chinh xac, . h -3
Chinh xac, khoa X chinh xac, khoa | khoa hoc, nhiéu
20 % khoa hoc, con . e X .
hoc o , | hoc, con mot so sai sOt quan
vai sai sot nho .
sai sot trong
X , £ . ‘. Z , e A tri Al V& A rd ai Vo
Cau truc Cau truc bai va | Cau trdc bai va C?u tc bai \fa Ca}u truc bai va
N 10 % Sz , . , . | slide tuong doi | slide chua hop
bai slide rat hop ly | slide kha hop ly b .
hop ly ly
Tinh truc Rat tryc quan va | Kha truc quan Tuong qO' Eruc It/Khor]g tr;_;:c
10 % 2 N N - quan va tham quan va tham
quan tham my va tham my - -
my my
Trinh bay ro Kho theo ddi | Trinh bay khong
Dan dit van dé rang nhung nhung van c6 | 13 rang, nguoi
valap luan 16i | chualéicudn, | thé hiéuduoc | nghe khong thé
Kynang | oo cudn, thuyét lap luan khé cac noi dung hiéu duoc cac
trinh bay ° phuc. Tuong tac |  thuyét phuc. quan trong. Cé | noi dung quan
t6t voi nguoi Tuong tac voi tuong tac voi trong. Khong
nghe nguoi nghe kha nguoi nghe tuong tac voi
t6t nhung chua tot nguoi nghe.
Lam chathoi | oanthanh s e i thinh
. s ps dung thoi gian, A . 4o T
Quan Iy gian va hoan thinh thoang c6 thoang co dicu an gio, khéng
o 10 % toan linh hoat : "3 chinh theo tinh | diéu chinh theo
thoi gian N linh hoat dieu P N £
diéu chinh theo , R huong nhung tinh huong
R x chinh theo tinh Ao
tinh huong £ khong linh hoat
huong
Tra loi dung da Tra loi dung
.~ ... | sbcauhoi,néu | maotsd cau hai,
Cac cau hoi deu : . A . I
e Y 1. o) duoc dinh chua néu duoc Khéng tra loi
Tra loi duoc tra loi day , . : , \ Lo
A as 10 % AR > | hudéng phu hop | dinh huéng phu | dugc da so céu
cau hoi du, rd rang va oo . P -
s véi nhitng cau | hop vai nhitng hoi
thoa dang N A L
chura tra 10i cau chua tra loi
duoc duoc
t[::? Otrf?ughs?; 3?.2 Nhom ¢6 phoi | -\ 51 6 i
Sy phéi PR hop khi thuyét P01 (e hong thé hign
sé va ho trg 1 <. 1w | hop khi thuyet e
hop trong | 10 % .| trinhvatraloi T < .. | Su ket noi trong
] nhau trong khi trinh va tra loi )
nhom JOS N nhung chua A g nhom
thuyét trinh va A . cau hoi
. dong bo
tra loi

Ngudi duyét dé

—

TP. Hé Chi Minh, ngay 20 thang 11 nam 2024

Giang vién ra de

gz/

_—

ThS. Nguyén Vin Tam ThS. Vii Vin Hai
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