BO GIAO DUC VA PAO TAO CONG HOA XA HQI CHU NGHIA VIET NAM
TRUONG PAI HQC KINH TE QUOC DAN Poc 1ap — Tw do — Hanh phiic

PE CUONG HQC PHAN CHI TIET

(Ban hanh kém theo quyér dinhs¢ ~ OP/PHKTOD, ngay  thang  ndm 2019)
1. THONG TIN TONG QUAT (GENERAL INFORMATION)

- Tén hoc phan (tiéng Vigt) Quan tri quan hé khach hang
- Tén hoc phan (tiéng Anh) Customer Relationship Management
- M sé hec phdn MKBH1109
- Thugc khéi kién thirc Nganh
- Sé tin chi 3 (40 gio giang, tuong duong 48 tiét)
+ Sé gio ly thuyét 24
+ So gior thao lugn 16
- Cac hgc phdn tién quyét Marketing cin ban
2. THONG TIN GIANG VIEN
Giang vién: Bd mén Quan tri Ban hang va Digital Marketing
Email: Phong 1303, Nha Al

3. MO TA HQC PHAN (COURSE DESCRIPTIONS)

Marketing quan hé dugc xem la xu hudng marketing cua thé ky 21. Cung véi xu
huéng do, quan tri quan h¢ khach hang la hoat dong khong thé thicu cua cac doanh
nghiép. Hoc phan nghién cuu ban chat cua quan hé khach hang va hoat dong quan tri
quan h¢ khach hang; nhitng nguyén ly va ndi dung quan tri quan hé khach hang. Sau khi
ket thic hoc phan, sinh vién c6 kha nang phan tich tinh hinh va dua quy€t dinh vé cac yeu
t6 nén tang cho viét thict 1ap, duy tri va phat trien cac moi quan hé khach hang; kha néng
xay dung chién lugc va trien khai cac hoat dong quan tri quan hé khach hang cta mot
doanh nghiép.

4. TAl LIEU THAM KHAO (LEARNING RESOURCES: COURSE BOOKS,
REFERENCE BOOKS, AND SOFTWARES)
Giao trinh:
[1] Trwong Dinh Chién (2009). Quan tr; quan hé khach hang. Nha xuat ban Phy ni.
Tai liéu khéac
[2] Francis Buttle, 2015, Customer relationship management, Elsivier,
[3] Cristin Anderson and Caren Kerr (2002). Customer Relationships Management.
Mc Graw Hill.
[4] The IDM Guide to CRM Mastery, Session 5: Developing a CRM Strategy
[5] V. Kumar, W. Reinarrtz, (2018) Customer Relationship Management- Concept,
Strategy and Tools, Third Edition, Springer
[6] GartnerG2 — Developing a CRM Vision and Strategy, Jennifer Kirkby A1, CRM
5. MUC TIEU HQC PHAN (COURSE GOALYS)
Bang 5.1. Muc tiéu hoc phan

Muc
tiéu

Trinh d¢

M0 ta muc tiéu CDR PLOs <
: nang luc




[1] [2] [3] [4]
g1 | Trang bi cho sinh vién nhiing kién thuc can ban vé méi 911 |
quan hé khach hang va quan tri quan hé khach hang "
G2 Sinh vién c6 kha nang phan tich cac yéu td anh huong 291 Y
dén hoat dong quan tri quan hé khach hang -
Sinh vién c6 kha ning xay dung chién luoc quan tri
quan h¢ khach hang; xay dung giai phap duy tri va phat
G3 | trién cac mo| quan hé khach hang; ra cac quyét dinh tac 2.4.1 \Y
nghlqp vé quan tri quan hé khach hang tai doanh nghiép 271
cu thé
Sinh vién c6 kha nang van dung kién thirc da hoc dé to
G4 | churc thuc hién cac ké hoach, chuong trinh quan tri quan 2.7.1 Il

hé khéach hang tai doanh nghiép cu thé

6. NANG LUC NGUOI HQC O CAP PQ HQC PHAN (COURSE LEARNING

OUTCOMES)
Bang 6.1. Ning lue ngudi hoc hoc phan
CbR CLOs M0 ta niang lwe nguai hoc Tl:‘mh do
nang luc
[1] [2] 3] [4]
2.1.1 | CLO1.1.1 |Hiéu dugc khai niém, ban chat va ¥ nghia mdi quan hé I
khach hang va quan tri quan hé khach hang trong kinh
doanh
CLO1.1.2 | Hiéu quy trinh quan tri quan hé khach hang, cac m6 hinh Il
quan tri quan h¢ khach hang va diéu kién (tng dung quan
tri quan hé khach hang trong kinh doanh; noi dung quan
tri quan hé khach hang; cac yéu t6 hd trg hoat dong quan
tri quan hé khach hang
CLO1.1.3 | Hiéu ban chét chién lugc quan tri quan hé khach hang, Il
cac hudéng phat trién chien Iuoc quan tri quan hé khach
hang; quy trinh phat trién chién Iugc quan tri quan hé
khach hang
CLO1.1.4 | Hiéu biét vé cdng nghé thong tin va tu dong hoé tng I
dung trong quan tri quan hé khach hang
221 | CLO22.1 |Van dung kién thac dd hoc dé nghién ciru, danh gia \Y;
nhiing yeu to anh hudng den hoat dong quan tri quan hé
khach hang caa doanh nghiép
2.4.1 | CLO4.3.1 |Van dung kién thirc d3 hoc dé phan tich thyuc trang hoat \Y;
dong quan tri quan hé khach hang cua doanh nghiép
27.1 | CLO7.3.1 | Xay dung dinh huong giai phap thiét lap, duy tri va phét Vv
trién cac moi quan hé khach hang
CLO7.3.2 | Xay dung chién luoc quan tri quan hé khach hang V
CLO7.3.3 | Phat trién cac chuong trinh va giai phap quan tri quan hé \/




khach hang cua doanh nghi¢p; cac hoat dong tac nghi¢p
nham thiét Iap va duy tri moi quan hé khach hang

CLO7.4.1

Van dung kién thirc da hoc dé t6 chuc thuc hién va déanh
gia hoat dong quan tri quan hé khach hang

7. PANH GIA HQC PHAN (COURSE ASSESSMENT)

';?:htgi‘:,‘c Ni dung Thoi diém thcL[!)\thﬁn Tiéu chi ddnh gid T((-‘;O ')‘-*
[1] [2] [3] [4] [5] [6]
banh gia Thai d6, mirc do Tuén 1-13 Su tham gja 16p hoc: 10
qua trinh tham gia bai va tham dy day du, thao
chuan bi bai luan tich cuc, chuan bi
bai va tra loi cac cau
hoi cua GV
Dénh gia Chuong 1- 3 Tuan 6 CL02.2.1 | Cau hoi luan 20
gira ky: Cau hoi ngan
Bai kiém tra
ca nhan
Panh gia Xay dung chién Tuan 12- | CLO1.3.1 | Bai tap nhom, thuyét | 20
gitra ky: lugc va giai phap 13 CLO1.4.1 | trinh
Bai tap quan tri quan he CLO15.1
nhém khéach hang cua
doanh nghiép

Danh gia Chuong 1> CLO1.1.1 | Bai thi cudi ky 50
cuoi ky Chuong 8 CLO1.1.2

CLO1.1.3

CLO1.14

CLO2.2.1

CLO4.3.1

CLO7.3.1

CLO7.3.2

CLO7.3.3

CLO7.4.1

8. KE HOACH GIANG DAY (LESSON PLAN)

8.1.

NOi dung gidang day
CHUONG 1 - KHAI QUAT VE QUAN TRI QUAN HE KHACH HANG

Chuong nay gi6i thidu v6i nguoi hoc nhitng hiéu biét co ban vé vai tro cua hoat
dong quan tri quan hé khach hang; ban chat ciia hoat dong quan tri quan hé khach hang
va nhimg ndi dung co ban cta hoat dong quan tri quan hé khach hang. Pong thoi,
chuong ciing s€ phan dinh ndi dung khoa hoc cua quan tri quan hé khach hang véi céac
moi quan hé khac trong doanh nghiép anh hudng nhu thé ndo téi cac quyét dinh kinh
doanh khac. Chuong nay ciing s& chi ra mdi quan hé giita sy thoa mén, 10ng trung thanh
ctia khach hang va hiéu qua kinh doanh ctia doanh nghiép; chudi gia tri CRM.
1.1. Khéch hang trong kinh doanh




1.1.1. Khach hang - tai san cua doanh nghiép
1.1.2. Marketing hién dai - dua trén quan hé
1.1.3. Tinh kinh té cua quan hé khach hang
1.1.4. Muc tiéu cuia CRM
1.1.5. Mudi giai doan caa méi quan hé vai khach hang
1.2. Ban chat cia CRM
1.2.1. Khéi ni¢m, ban chat cia CRM
1.2.2. Pic diém caa CRM
1.2.3. Nhitng tac nhan CRM ra doi
1.2.4. Nhitng sai lam thuong gap trong hiéu biét va ang dung CRM
1.2.5. Thanh phan cua hé théng CRM
1.2.6. Nhirng nguyén tic thuc hién CRM
1.3. Quy trinh CRM
1.3.1 Phan tich cac yéu tb diéu kién tng dung CRM
1.3.2. Lwa chon chién lugc CRM phtl hop
1.3.3. Lua chon cong nghé CRM
1.3.4. Xay dung hé théng CRM cua doanh nghiép
1.3.5. Van hanh h¢ théng CRM
1.3.6. Panh gia hiéu qua caa hé théng CRM
1.4. Céc ly thuyét vé quan tri quan hé khéach hang
1.4.1. M6 hinh IDIC
1.4.2. M6 hinh Qci
1.4.3. M6 hinh Chudi gia tri CRM
1.4.4. M6 hinh Payne
1.4.5. M6 hinh Gartner
1.5 Xay dwng céc yéu to diéu kién dé vng dung quan tri quan hé khach hang
1.5.1 Nhan thirc cua cac cap quan tri
1.5.2. Kién thuc toan dién vé CRM cua cac cap quan tri va k§ ning cia nhan vién
1.5.3. Cau trdc doanh nghiép theo thi truong
1.5.4. Cac diéu kién vé nguon luc co so vat chét va tai chinh cho tng dung CRM
1.5.5. Sy két hop gitra chién lugc, con nguoi va cong nghé cho wng dung CRM
Tai ligu tham khao caa chwong:
[1] Trwong Pinh Chién, “Quan tri quan h¢ khach hang”; Nha Xuat ban Phy nir; 2009;
Chuong 1 tur trang 05 dén trang 30.

[2] Francis Buttle, “Customer Relationship Management”, BH Publisher 2010;
chuong 1 va 2, tir trang 1 téi trang 55.

CHUONG 2 — CHIEN LUQC QUAN TRI QUAN HE KHACH HANG



Chuong nay gioi thiGu voi nguoi hoc mo hinh phat trién chién luge CRM va
nhimg phuong an chién luoc quan tri quan hé khach hang, nhirng cac yéu tb diéu kién
anh huong dén chién lugc quan tri quan hé khach hang.

2.1. Khai quat vé chién lwrgc CRM
2.1.1. Gidi thiéu
2.1.2. Muc tiéu cua chién lugc CRM (m6 hinh REAP)
2.1.3. Nhing bo phan can dinh hudng chién lugc tir CRM
2.2. Lwa chon chién lwgc CRM
2.2.1. Mb hinh chién lugc quan hé khach hang chung
2.2.2. Chién lugc va cdng nghé
2.2.3. Chién lugc theo qua trinh phat trién méi quan hé
2.2.4. Chién lugc ¢4 nhan hoa quan hé
2.3. C4c yéu t6 anh hwéng dén chién lwoc CRM
2.3.1. Pinh huéng chién lugc
2.3.2. binh vi
2.3.3. Canh tranh
2.3.4. Khach hang
2.3.5. Cong ching
2.4. Quy trinh phét trién chién lwgc CRM
2.4.1. Xac dinh tim nhin
2.4.2. Phan tich nguon lyc
2.4.3. Xay dung chién luoc
Tai li¢u tham khao cia chwong:
[1] “Quan tri quan hé khach hang”; Nha xuét ban Phu nit; 2009; Chuong 3 tir trang 56
- 80.
[2] The IDM Guide to CRM Mastery, Session 5: Developing a CRM Strategy (tai liéu
doc)
[3] GartnerG2 — Developing a CRM Vision and Strategy, Jennifer Kirkby Al,
CRM31, 5/02 (tai li¢u doc)
[4] Ed Thompson, Scott D. Nelson, How to Develop a CRM Strategy, ID Number:
G00125604, 2004

[5] Francis Buttle, “Customer Relationship Management”, BH Publisher 2010;
chuong 3, tr trang 61 téi trang 91.

CHUONG 3 - TAO GIA TRI CHO KHACH HANG VA QUAN LY CHU KY POI
SONG TIEU DUNG

Chuong nay gidi thiGu v6i nguoi hoc nhing Vén dé co ban vé khach hang, lam
nén tang cho viéc xay dung, duy tri va phat trién mbi quan hé véi ho. Khong c6 hiéu
blet veé khach hang, rat kho xay dung mdi quan hé va s& cang kho hon dé duy tri va phat
trién mdi quan hé do.

3.1. Sw phét trién ciia moi quan hé véi khach hang
3.1.1. Xay dyng méi quan hé
3.1.2. Duy tri méi quan hé



3.1.3. Phat trién méi quan hé
3.2. Quan tri vong doi tiéu dung caa khach hang
3.2.1. Khach hang mai va trai nghiém khach hang
3.2.2. Quan ly viéc mua lap lai (Quan hé gitra trai nghiém khach hang véi CRM)
3.2.3. Banh gia gia tri ctia khach hang
3.2.4. Lua chon khach hang nén duy tri
3.2.5. C4c chién lugc thu hat va giir chan khach hang tiém nang
3.3. Tao gia tri cho khach hang
3.3.1. Hiéu biét gia tri
3.3.2. C4c ngudn gia tri cho khach hang
3.3.3. Tao0 gia tri cho khach hang qua céc bién sé6 marketing
3.4. Quan ly chu ky doi séng tiéu dung
3.4.1. Tim kiém khach hang méi
3.4.2. Giir chan khach hang hién c6
3.4.3. Phat trién khach hang
Tai liu tham khao caa chwong:
[1] The IDM Guide to CRM Mastery, Session 5: Developing a CRM Strategy (tai liéu
doc)
[2] “Quan tri quan hé khach hang”; Nha xuat ban Phu nir; 2009; Chuong 3, tir trang
56 - 80.
[3] Quan tri kénh phan phdi; Chuong 3 tir trang 97 dén trang 150.
[4] Francis Buttle, “Customer Relationship Management”, BH Publisher 2010;
chuong 2, tir trang 61 toi trang 91.

CHUONG 4 — XAY DUNG HE THONG CRM
Chuong nay gidi thi¢u véi1 nguoi hoc quy trinh giup xay dung mdt hé théng dé

co the tng dung CRM. Chuong nay cling gioi thiu v6i nguoi hoc nhing hiéu biét co
ban vé co s& dir liéu khach hang; nhitng yéu ciu co ban dé phat trién, quan 1y va st
dung co so dir liu khach hang va cach xay dung nén mét danh myc khach hang voi
nhimg cong cu dé quan ly thong tin trong co s¢ dir liéu khach hang; nhimg cong viéc
luu trir, duy tri, lién két; t6 chirc khai thac dir liéu ay mot cach hi¢u qua.
4.1. Phan tich méi trwong cho xay dung hé thong CRM

4.1.1. Phan tich ngudn lyc bén trong

4.1.2. Phan tich moi truong bén ngoai

4.1.3. Lwa chon mé hinh hé théng CRM
4.2. Xay dwng hé théng quan tri quan hé khach hang

4.2.1. Nhan dang d6i twong hitu quan

4.2.2. Phan tich diéu ki¢n

4.2.3. Xay dung cac quy trinh quan h¢ khach hang

4.2.4. Xay dyng co ché quan tri

4.2.5. Xac dinh cac tiéu chuan hoat dong va van héa CRM

4.2.6. Thiét ké, thir nghiém, diéu chinh va nghiém thu
4.3. Quan tri con ngwoi trong CRM



4.3.1. Yéu t con ngudi trong méi quan hé véi khach hang
4.3.2. Hanh vi con ngudi trong t6 chirc va cac yéu té anh huéng
4.3.3. Thac day CRM qua yéu t6 con ngudi
4.4, X&y dung va khai thac co sé dir liéu khach hang
4.4.1. Khéi quat vé co so dit liéu khach hang
4.4.2. Céc thanh phan cua co s¢ dir liéu khach hang
4.4.3. Lya chon cbng nghé xay dung va quan 1y co s¢ dir liéu khach hang
4.4.4. T4 chuc, luu trit, duy tri va lién két dit liéu
4.4.5. Khai thac dir liéu va cap nhat dir liéu
Tai li¢u tham khao cia chwong:
[1] “Quén tri quan h¢ khach hang”; Nha xuat ban Phu nir; 2009; Chuong 3, 4 tir trang
165 dén trang 190.

[2] Francis Buttle, “Customer Relationship Management”, BH Publisher 2010;
chuong 2, 4 va 5, tur trang 61 téi trang 160.

[3] The IDM Guide to CRM Mastery, Session 5: Developing a CRM Strategy (tai liéu
doc)

[4] The Operational CRM eBook (tai liéu doc)

CHUONG 5 - QUAN LY MANG LUOI VA POI TAC TRONG CRM
7 “Gioi thiéu khai quat vé chuong: Chuong nay gidi thiéu véi nguoi hoc nhimng
hiéu biét co ban vé mang ludi va cac quan h¢ mang ludi cua mot doanh nghiép/to chure;
cac loai doi tac va cac loai quan hé véi céac d{)i tac; cadc quan h¢ trong n(f)’i bo doanh
nghiép. Noi dung va quy trinh, phuong phap t6 chirc thyc hién quan hé doi tac trong
moi hoat dong ctia doanh nghi¢p/t6 chirc.
5.1. Mang luéi
5.1.1. Phat trién mang lu6i
5.1.2. Mang lu6i va chién luoc
5.2. Quan Iy cac nha cung cip va quan hé ddi tac
5.2.1. Quan ly quan hé véi nha cung cap
5.2.2. Quan Iy quan hé dbi tac

5.3. Quin Iy quan hé véi nha dau tu va nguoi lao dong
5.3.1. Quan Iy quan hé véi nha dau tu
5.3.2. Quan ly quan h¢ véi nguoi lao dong
Tai ligu tham khao caa chwong:
[1] Quan tri quan hé khach hang; Nha xuat ban Phu nit; 2009
[2] Quan tri kénh phan phdi; Chuong 3 tir trang 97 dén trang 150.

CHUONG 6 — CONG NGHE THONG TIN VA TU PONG HOA LUC LUQNG
BAN HANG, MARKETING VA DICH VU
Chuong nay gi6i thiéu v6i nguoi hoc nhitng hiéu biét co ban vé cong nghé
thong tin st dung cho hoat dong quan tri quan h¢ khach hang. Chuong cling nghién ctru



cong ngh¢ thong tin dugc s dung dé ty dong hoa cac hoat dong marketing, ban hang va
cung cap dich vu cho khach hang nhu thé nao?

6.1. Cong nghé théng tin va CRM
6.1.1. Phan cing va hé théng
6.1.2. Phan mém
6.2. Giai phap céng nghé cho CRM
6.2.1. Phan tich CRM
6.2.2. Cac giai phap mobile va wireless
6.3. Tw dong hoa trong CRM
6.3.1. Tu dong hda luc lugng ban hang
6.3.2. Tu dong hda hoat dong marketing
6.3.3. Tu dong hoa dich vu
6.4. Lam giau CSDL
Tai liéu tham khao cia chwong:
[1] “Quan tri quan hé khach hang”; Nha xuat ban Phy nit; 2009; Chuong 5 tir trang
245 dén trang 269.

[2] Francis Buttle, “Customer Relationship Management”, BH Publisher 2010;
Chuong 14, 15 va 16 tu trang 363 dén trang 461.

[3] Cristin Anderson and Caren Kerr, “Customer Relationship Management”, Mc
Graw Hill, 2002; Chuong 10 tir trang 132 dén trang 142.

CHUONG 7 - QUz‘&N TRI XUNG PQT \{A DUY TRI
SU HAI LONG CUA KHACH HANG

Chuong ndy gidi thigu véi ngudi hoe nhiing hicu biét co ban vé cac van de lién
quan to1 xung dot co theé co gitra doanh nghiép voi khach hang va cach giai quyet mau
thuan do. Cac hoat dong cham soc khach hang nham duy tri su hai long cua khach hang
la can thiét dé bao dam phat hién sém va tim ra dl:I‘C_)’C phuong phap gidi quyét tot cac
xung dot d6. Su hai long ctia khach hang luon 1a moéi quan tdm chinh cua doanh nghi¢p
kinh doanh theo dinh huéng CRM.

7.1. To chirc hoat ddng chim soc khach hang
7.1.1. Khai niém cham soc khach hang
7.1.2. Vai tr0 cta cong tac cham soc khach hang
7.1.3. CAc nguyén tac thiét ké chuong trinh cham séc khach hang:
7.1.4. Cac phuong thuc cham séc khach hang:
7.1.5. T6 chie bo phan cham séc khach hang trong doanh nghiép
7.2. Quan ly cac xung dgt véi khach hang
7.2.1. Binh nghia va vai tro cua xung dot véi khach hang
7.2.2. Ban chit va cac dic trung cta hanh vi xung dot
7.2.3. Giai quyét xung dot va khdi phuc 1ong trung thanh cua khach hang
7.2.4. Phét hién sém va chuan bi trude cho cac xung dot vai khach hang
7.3. Xay dwng vin hoa dich vu khach hang trong doanh nghiép
Tai ligu tham khao caa chwong:



[1] “Quan tri quan hé khach hang”; Nha xuat ban Phy nir; 2009; Chuong 6 tir trang
270 dén trang 290.

[2] Francis Buttle, “Customer Relationship Management”, BH Publisher 2010;
Chuong 17 tur trang 463 dén trang 483.

[3] Cristin Anderson and Caren Kerr, “Customer Relationship Management”, Mc
Graw Hill, 2002; Chuong 11 tir trang 142 dén trang 152.

CHUONG 8 -TO CHUC VA PANH GIA HOAT PONG CRM
Chuong nay gioi thi€u voi nguoi hoc nhiing hiéu biét co ban vé mdi quan hé

gilta cac mo hinh t6 chirc voi hoat dong CRM. Trong d6 tap trung vao cac mé hinh t6
chure Vg'ri muc tiéu chién luoc cﬁa‘ CRM, mang ludi ve:t cac t0 chirc vo hinh. Cac noi
dung vé hoat dong danh gia va di€u chinh CRM bao gém: Cac giai doan danh gia, cac
tiéu chuan danh gia va cac quyét dinh di€u chinh hoat dong CRM.
8.1. Van dé to chirc va CRM

8.1.1. Vai tro cua to chiic va CRM

8.1.2. Cac mé hinh td chuc véi muc tiéu chién luge cia CRM

8.1.3. Mang luéi va té chirc vo hinh

8.1.4. Tiép xuc con ngudi Vi con ngudi
8.2. Vi tri va ndi dung ciia danh gia, diéu chinh chién lwec va hé thong CRM

8.2.1. Panh gia viéc xay dung co sd dit liéu chung vé khéach hang

8.2.2. Banh gia viéc phan tich cac di liéu khach hang

8.2.3. Panh gia viéc lya chon khach hang muc tiéu dé tap trung khai thac

8.2.4. Banh gia cac bién phap xay dung va duy tri quan hé véi khach hang

8.2.5. Panh gi4 viéc thu thap nhitng thong tin c6 lién quan dén khéach hang
8.3. C4c giai doan danh gia hoat dgng CRM

8.3.1. Nghién ciru danh gia cac anh hudng ra bén ngoai dén hoat dong CRM

8.3.2. Panh gia bén trong ddi v4i cac hoat dong CRM
8.4. CAc tiéu chuin danh gia hoat dgng CRM

8.4.1. Banh gia dya trén cac tiéu chi thi truong

8.4.2. Panh gia dua trén hiéu qua kinh té
8.5. Piéu chinh chién lwgc va hoat dgng CRM
Tai ligu tham khao caa chwong:

[1] “Quan tri quan h¢ khach hang”; Nha xuét ban Phu nit; 2009; Chuong 9 tir trang
280 den trang 305.

[2] Francis Buttle, “Customer Relationship Management”, BH Publisher 2010;
Chuong 17 tur trang 463 dén trang 483.

8.2. K& hoach giang day

X A CbR Hoat dgng .
Tuan Noi dung hoc phin day va hoc Bai danh gia
[1] [2] 3] [4] [5]




Chuong 1 CLO1.1.1 | Hoc ¢ nha: DBoc tai liéu | Muac do tham gia va
CLOL1.1.2 | Hoc & l6p: Nghe giang; | tra 1 cac cau hoi cua
tra 101 cac cau hoi va GV trong cac hoat
thao luan dong tuong tac trén
l6p
Chuong 2 CLO1.1.3 | Hoc ¢ nha: Boc tai liéu | Muac do tham gia va
CLO2.2.1 | Hoc & 16p: Nghe giang; | tra loi cac cau hei cua
CLO4.3.1 | traloi cac cau hoi va GV trong cac hoat
CLO7.3.2 thao luan dong tuong tac trén
l6p
Chuong 3 CLO1.1.1 | Hoc ¢ nha: Doc tai liéu, | Murc d6 tham gia va
CLO7.3.1 | chuan bi bai tap nhom tra loi cac cau hoi cua
Hoc & 16p: Nghe giang; | GV trong cac hoat
tra 1o cac cau hoi va dong tuong tac trén
thao luan l6p
Chuong 4 CLO2.2.1 | Hoc ¢ nha: DBoc tai liéu | Muac do tham gia va
CLOL.1.4 | Hoc & l6p: Nghe giang; | tra 16i cac cau hoi cua
tra loi cac cau hoi va GV trong cac hoat
thao luan dong tuong tac trén
l6p
Chuong 4 (tiép) | CLO1.1.2 | Hoc & nha: Poc tai lisu | Muc d6 tham gia va
CLO1.1.4 | Hoc & 16p: Nghe giang; | tra loi cac cau hoi cua
tra 10i cac cau hoi va GV trong cac hoat
thao luan dong tuong tac trén
I6p
Thao luan Bai | CLO2.2.1 | Hoc & nha: chuan bi bai | Slide va noi dung
tap nhém tap nhém trinh bay, bao vé
Hoc & 16p: Thuyét trinh
va thao luan
Kiémtragita | CLO1.1.1 |Lam bai kiém tra Tra loi cau hoi
ky CLO1.1.2
CLO1.1.3
CLO1.14
CLO2.2.1
CLO4.3.1
CLO7.3.2
CLO7.3.1
Chuong 5 CLO1.1.2 | Hoc ¢ nha: Boc tai liéu | Muac do tham gia va
Chuong 6 CLOL.1.4 | Hoc & 16p: Nghe giang; | tra loi cac cau hei cua

tra loi cac cau hoi va
thao luan

GV trong céc hoat
dong tuong tac trén

l6p
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Chuong 7 CLO7.3.3 | Hoc ¢ nha: DBoc tai lieu, | Mirc @6 tham gia va
chuan bi bai tap nhém tra loi cac cau hoi cua
8 Hoc & 16p: Nghe giang; | GV trong cac hoat
tra 101 céc cau hoi va dong tuong tac trén
thao luan l6p
Chuong 8 CLO7.4.1 | Hoc ¢ nha: Boc tai liéu, | Murc @6 tham gia va
chuan bi bai tdp nhém tra 1oi cac cau hoi cua
9 Hoc & 16p: Nghe giang; | GV trong cac hoat
tra 161 cac cau hoi va dong tuong tac trén
thao luan l6p
Chuong 8 (tiép) | CLO7.4.1 Hoc & nha: Doc tai liéu, | Muac do tham gia va
chuan bi bai tap nhém tra loi cac cau hoi cua
10 Hoc & I6p: Nghe giang; | GV trong céc hoat
tra 101 cac cau hoi va dong tuong tac trén
thao luan l6p
Thuyét trinhva | CLO1.1.1 | Hoc & nha: chuan bi bai | Slide va noi dung
thao luan bai CLO1.1.2 |tap nhom trinh bay, bao vé
tap nhom CLO1.1.3 | Hoc & 16p: Thuyét trinh
CLO1.1.4 va thao Iuan
11 CLO2.2.1
CLO4.3.1
CLO7.3.1
CLO7.3.2
CLO7.3.3
CLO7.4.1
Thuyét trinhva | CLO1.1.1 | Hoc & nha: chuan bi bai | Slide va noi dung
thao luan bai CLO1.1.2 |tap nhém trinh bay, bao vé
tap nhom CLO1.1.3 | Hoc & 16p: Thuyét trinh
CLO1.1.4 va thao Iuén
12 CLO2.2.1
CLO4.3.1
CLO7.3.1
CLO7.3.2
CLO7.3.3
CLO7.4.1
Thuyét trinhva | CLO1.1.1 | Hoc & nha: chuan bi bai | Slide va noi dung
thao luan bai CLO1.1.2 | tap nhom trinh bay, bao vé
tap nhom CLO1.1.3 | Hoc & 16p: Thuyét trinh
13 CLO1.1.4 | vathao luan
CLO2.2.1
CLO4.3.1
CLO7.3.1
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CLO7.3.2
CLO7.3.3
CLO74.1

9.

QUY PINH CUA HQC PHAN (COURSE REQUIREMENTS AND

EXPECTATION)
9.1 Quy dinh vé tham dw l6p hoc

Sinh vién c6 trach nhiém tham dy day du cac budi hoc. Trong truong hop nghi hoc
do Iy do bat kha khang thi phai c6 gidy t& chimg minh day da va hop Iy.

Sinh vién khong tham dy da 70% sé gio hoc dii ¢d ly do hay khong c6 ly do déu bi
coi nhu khong hoan thanh khoa hoc va phai dang ky hoc lai.

9.2 Quy dinh vé hanh vi l6p hec

Hoc phan duogc thyc hién trén nguyén tic tén trong ngudi hoc va ngudi day. Moi
hanh vi 1am anh huéng dén qué trinh day va hoc déu bj nghiém cam.

Sinh vién phai di hoc dung gid quy dinh. Sinh vién di tré qua 10 phdt sau khi gio
hoc bat dau s& khong dugc tham du budi hoc.

Tuyét d6i khong 1am on, gay anh hudng dén ngudi khac trong qua trinh hoc.

Tuyét d6i khdng duoc an ubng, nhai keo cao su, st dung cé4c thiét bi nhu dién
thoai, may nghe nhac trong gio hoc.

May tinh xach tay, may tinh bang chi dugc thuc hién vao muc dich ghi chép bai
giang, tinh toan phuc vu bai giang, bai tap, tuyét d6i khong ding vao viéc khac.

Truwong PH Kinh té Quéc dan Truéng Bo mon

TS. Nguyén Hoai Long
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