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

PE CUONG HQOC PHAN CHI TIET
(Ban hanh kém theo quyét dinhsé ~ OBP/PHKTOQD, ngay  thdng  ndm 2019)
1. THONG TIN TONG QUAT (GENERAL INFORMATION)

- Tén hec phan (tiéng Vigt): K§ ning ban hang

- Tén hec phan (tiéng Anh) Selling Skills

- M sé hgc phan MKBH1110

- Thugc khai kién thic Nganh

- Sé tin chi 3 (40 gid, twong dwong 48 tiét)

+ Sé gio' ly thuydt 29
+ So gio thao lugn 11

- C4c hgc phan tién quyét Kinh té hoc vi mé
2. THONG TIN GIANG VIEN
Giang vién: . B6 moén Quan tri Ban hang va Digital Marketing
Email: Phong1303, Nha Al

3. MO TA HQC PHAN (COURSE DESCRIPTIONS)

Pay 1a hoc phan bat budc cho nganh quan tri ban, hoc phan nay s€ lam r6 vai tro cua
luc lugng ban ciia doanh nghiép d6i véi cac hoat dong marketing; dong thoi, cung cap cho
sinh vién cac ky nang ban hang co ban. Cy thé, trong hoc phan nay s& cung cap gitip sinh vién
nam dugc vai tro ban hang ca nhan trong doanh nghiép, quy trinh ban hang dya trén quy trinh
mua hang ctia khach hang; kién thirc vé khach hang phuc vu cho hoat dong ban hang; nhiing
k¥ ning ban co ban nhu k¥ ning giao tiép, 1ap ké hoach tiép xtic khach hang va cac k¥ ning
cu thé theo quy trinh ban hang.

Hoc phan nay c6 méi lién quan chit ché tdi cac hoc phan vé hanh vi nguoi tiéu ding
va hanh vi ctia khach hang t6 chire va cac hoc phan khac lién quan téi marketing va quan tri
ngudn nhan lyc. Hoc phan st dung phuong phap hoc tip nhu giang vién giang day 1y thuyét,
nghién ctru phan tich cac tinh hudng thuc té va thuc hanh cac k¥ ning ban hang trén 16p, ngoai
ra c6 thé co thém cac hoat dong trai nghiém thyc té bén ngoai 16p hoc (néu co thé).

4. TAI LIEU THAM KHAO
Giao trinh: [1]. Nguyen Viet Lam (2008). The art of personal selling. NEU press

Tai liéu khac: Barton A.Weitz, Stephen B.Castleberry (2004). Selling: Building partnership.
Mc Graw Hill.5.

5. MUC TIEU HQC PHAN (COURSE GOALS)
Bang 5.1. Muc tiéu hec phan

Muc Mo td muc tiéu CDR - Trinh do
tiéu PLOs niang luc

[1] [2] [3] [4]




G1

MO0 ta duogc (1) su nghiép va cac hoat dong ban hang; (2)
cac dic diém/pham chit cia nhan vién ban hang: (3) quy
trinh mua va ban - Ung xir ciia nhan vién ban hang dbi voi
tirng budc trong qua trinh mua va ban

PLO 2.1.1

G2

M0 ta vé dic diém cua cac loai khach hang

PLO21.1

G3

Hiéu duoc nguyén ly vé (1) k¥ ning giao tiép co ban: ky
nang nghe va noéi; (2) cach thic giao ti€p qua thu va thu
dién tir

PLO 25.1

G4

U’nﬁg dung k¥ nang nghe va néi dé gioi thiéu vé mot san
pham/dich vu

PLO 2.7.1

G5

Ung dung kién thirc marketing dé xac dinh khach hang
tiém nang

PLO 2.7.1

G6

Ung dung cac ky nang ban trong timg budc cua qua trinh
ban hang dé thuc hanh dong vai ban hang, thuyét phuc
khach hang

PLO 2.7.1

. CHUAN PAU RA HQC PHAN (COURSE LEARNING OUTCOMES)

PLOs

NLNH
(CLO)

Mo ta nang lwe ngudoi hoe

Trinh d¢
nang luc

[1]

[2]

[3]

[4]

PLO2.1.1

CLO11.1

Mo ta duge vé nghé ban hang va cac hoat dong ban
hang

CLO1.1.2

Mo ta duge cac dic diem/pham chat ciia ngudi ban
hang

CLO1.1.3

Mo ta quy trinh mua va ban

CLO114

Mo ta céch tng xur cua nhan vién ban hang doi véi tung
budc trong qua trinh mua va ban

CLOl1.21

Ly giai vé diac diém cua cac loai khach hang

PLO 251

CLO5.3.1

Hiéu nguyén 1y vé k¥ niang giao tiép co ban

CLO5.3.2

Hiéu vé k¥ ning ling nghe

CLO5.3.3

Hiéu vé k¥ nang néi — thuyét trinh

CLO 534

Hiéu vé cach thuc giao tiép qua thu va thu dién tir

CLO5.5.1

Hiéu duoc cach thirc tiép xuc v6i khach hang

CLO5.5.2

Hiéu duoc cach thic khai thac nhu cau ciia khach hang

CLO5.5.3

Hiéu dugc cach thuc gidi thi¢u san pham




CLO5.54

Hiéu duogc cach thuc giai dap tir chdi ban khodn cua
khéch hang

CLO5.5.5

Mo ta duge cach thirc ddm phan va chdt ban

CLO 5.5.6

Hiéu duogc cong viée cham soc khach hang va duy tri
moi quan hé kh&ch hang

PLO 2.7.1

CLO7.5.1

Xéc dinh duoc nhom khach hang tiém ning

CLO7.3.1

St dung k¥ ning nghe va néi dé phat trién kich ban ban
hang va thyuc hién gidi thiéu, ban hang

CLO7.6.1

Ung dung cac k¥ ning ban trong timg budc cta qua
trinh ban hang dé xay dung tai liéu huéng din ban hang
va thuc hanh ban, thuyét phuc khach hang trong cac
tinh hudng cu thé

7. PANH GIA HQC PHAN (COURSE ASSESSMENT)

Bang 7.3. Panh gia hoc phan

Hinh thire A Thoi A A Ty 1&
danh gis Noi dung diém NLNH hgc phan Tiéu chi danh gia (%)
[1] [2] [3] [4] [5] [6]
Chuyén can | -Thai do hoc Tuan 1- -Di hoc diing gio | 10%
tap trén 1op 13 - Nghiém tdc hoc
-Nang luc tap trén lop
-Tich cuc tuong tac
Bai tap Chon nhém, A CLO1.1.1- .
nhom chonchudd | Y43 1cio113 Sy tham gia -
Thao luan vé TuAn 3 - CLO5.3.1-
cach phén tich 9 CLO5.3.4 Su tham gia -
cac noi dung CLO5.5.1-5.5.6
Trinh bay két | Tuan 12- | CLO7.5.1, 7.3.1, | Su tham gia va kha
\ N O 20%
qua 13 7.6.1 nang phan bién
. A CLO5.3.1- Ban bao cao cua
Bao cao Tuan 14 CLO5.3.4 nh6m
Kidm tra CLO1.1.1-
i ffa " Chuong1-5 |Tuin6 |CLOL.1.4 Cau hoi luan 20%
gua iy CLO 1.2.1
, . . . | CLO1.1.1- Cau hoi lya chon
zag}hkgla Chuong 1 - 10 fl;(l)((::hptk?élm CLO1.1.4 Cau hoi ngén 50%
Y ' CLO1.2.1 Tinh huéng




CLO5.3.1-
CLO5.3.4
CLO5.5.1-CLO
5.5.6

CLO 7.6.1,
73.1,75.1

8. KE HOACH GIANG DAY
8.1. N9i dung giang day

CHUONG 1-BAN HANG VA NHAN VIEN BAN HANG
TRONG DOANH NGHIEP
Chuong 1 giéi thiéu ndi dung téng quan vé hoat dong ban hang ca nhan va vai tro cua
nhan vién ban hang trong doanh nghiép cing nhu cac yéu cau doi voi mot nhan vién ban hang
chuyén nghiép lam nén tdng cho ndi dung cua toan hoc phan.
1.1 Khai quat vé hoat dong ban hang
1.1.1 Qua trinh phat trién cua hoat dong ban hang c4 nhan
1.1.2 Khai niém va ban chit cia hoat dong ban hang
1.1.3 Mbi quan hé ciia hoat dong ban hang ca nhan va cac hoat dong marketing khac trong doanh
nghiép
1.1.4 N6i dung hoat dong ban hang trong doanh nghi¢p va cac xu hudng chinh trong ban hang hi¢n
dai
1.2 Nhén vién ban hang va lwc lwgng ban hang trong doanh ng hi¢p
1.2.1 Khai ni¢m nhan vién ban hang
1.2.2 Nhiém vu ctia nhan vién ban hang
1.2.3 Phan loai nhan vién ban hang
1.2.4 Vai tro cua lyc lugng ban hang trong doanh nghiép
1.3 Yéu cau doi véi nhan vién ban hang
1.3.1 Kién thire
1.3.2 Ky nang
1.3.3 Pham chat co ban
1.4 Co hdi, thach thirc va nhirng van dé dao dirc trong nghé ban hang
1.4 .1 Co hoi trong nghé ban hang
1.4.2 Théch thirc cia nghé ban hang
1.4.3 Nhiing van dé dao dirc trong ban hang
Tai li¢u tham khao cia chwong:
- Barton A. Weitz, Stephen B. Castleberry, Selling: Building partnership. Nha xuit ban Mc
Graw Hill, 2004, chuong 1,3.

- Edexcel HNC & HND business. Sales Planning and operations. Chuong trinh ctr nhan quan
tri kinh doanh.



Nguyén Viét Lam, Nghé thuat ban hang c4 nhan, Nha xuét ban Pai hoc Kinh t& Qudc dan,
2008, chuong 1, 3.

CHUONG 2
QUY TRINH BAN HANG VA HOAT PONG BAN HANG
CHO CAC POI TUQNG KHACH HANG KHAC NHAU

Chuong ndy gidi thiéu mot cach khai quat quy trinh ban hang ma nhan vién can thuc
hién trén co so do gioi thidu cac ky nang ban hang theo quy trinh nay ¢ cac chuong sau.
Chuong ciing nghién ctru cac dac di€ém cua hoat dong ban hang t61 tung loai khach hang bao
gom nguoi tiéu dung, nha san xuat, khach hang thuong mai, khach hang t6 chuc

2.1 Quy trinh ban hang

2.1.1 Tim kiém va danh gia khach hang trién vong

2.1.2 Chuan bi trudc khi tiép can khach hang

2.1.3 Tiép can khach hang

2.1.4 Trinh bay chio ban san pham

2.1.5 Ung xtr v6i nhitng phan d6i

2.1.6 Két thiic ban hang

2.1.7 Nhiing hoat dong sau ban

2.2 Hoat dong ban hang cho cac di twong khach hang khic nhau

2.2.1 Phan loai khach hang

2.2.2 Bic diém ban hang cho khach hang tiéu dung

2.2.3 PBic diém ban hang cho khach hang t6 chirc

2.2.4 Pic diém ban hang cho trung gian phan phdi

Tai li€éu tham khéo cia chwong:
Barton A. Weitz, Stephen B.Castleberry, Selling: Building partnership, Mc Graw Hill, 2004,
chuong 4, 15.
Pham Thi Thu Phuong, Nghiép vu va quan tri ban hang, NXB Théng ké, 1995.

CHUONG 3 — KY NANG GIAO TIEP TRONG BAN HANG

Chuong 3 gidi thiéu nhitng k§ ndng giao tlep co ban trong qua trinh ban hang tap trung
vao nhirng ky nang sau day: (1) Ky nang giao tiép bang 10 noi, (2) Ky nang giao tiép bang
ngon nglr khong 101, (3) Ky nang lang nghe, (4) K¥ ning giao tiép qua dién thoai.

3.1 Ban chit ciia giao tiép trong ban hang
3.1.1 Khai niém giao tiép trong ban hang
3.1.2 Qua trinh giao tiép trong ban hang
3.1.3 Phan loai giao tiép trong ban hang

3.2 K§¥ niing giao tiép bang 10i néi
3.2.1 Cau ndi loi ich



3.2.2 Sur dung tir nglt mot cach hiéu qua
3.2.3 Su dung ngir di¢u
3.3 K¥ niing giao tiép bang ngén ngir khong 10i
3.3.1 Sir dung ngdn ngit co thé
3.3.2 Vai trd cua khong gian va nhitng diéu kién vat chét
3.4 K¥ niing ling nghe
3.4.1 Khai quat chung vé k¥ ning ling nghe
3.4.2 K¥ nang lang nghe hiéu qua
3.5 K§ niing giao tiép qua dién thoai
3.5.1 Pic diém cua giao tiép qua dién thoai
3.5.2 K¥ nang goi dién thoai
3.5.2 K¥ nang nghe dién thoai
3.6 Cac k¥ niing giao tiép co ban khac
3.6.1 Giao tiép bang thu tin
3.6.2 Giao tiép bang danh thiép
Tai liéu tham khao cua chwong:
- Barton A. Weitz, Stephen B.Castleberry, Selling: Building partnership. Nha xuat ban Mc
Graw Hill, 2004, chuong 5.

- Nguyén Viét Lam, Nghé thuat ban hang ca nhan, Nha xuit ban Pai hoc Kinh té Qudc dan,
2008, chuong 2.

CHUONG 4 — CAC KY NANG TRONG GIAI POAN
TRUGC CHAO BAN SAN PHAM
Chuong nay gioi thi¢u V(:% ndi dung nghiép vu va nhiing ky nang can thiég trong giai
doan trudc khi chao ban san pham bao gém nhiing n1 dung sau day: (1) Tim kiém va danh
gia khach hang (2) Quan tri khu vuc ban hang.(3) Cac hoat dong chuan bi trude khi tiép can
khach hang.
4.1 Tim kiém khach hang
4.1.1 Ngudn tim kiém khach hang
4.1.2 Ky nang tim kiém khach hang
4.2 Danh gia khach hang
4.2.1 Lap ho so khach hang
4.2.2 Céch thtrc danh gia khach hang
4.3 X4y dung ké hoach ban hang
4.3.1 Lén ké hoach quan 1y khu vuc ban hang
4.3.2 Xay dung ké hoach chao hang
4.4 Chuan bi truée khi tiép cin khach hang
4.3.1 Thu thap thong tin chi tiét



4.3.2 Lap ké hoach tiép xuc
Tai liéu tham khao ctia chwong:
- Edexcel HNC & HND business. Sales Planning and operations. Chuong trinh ctr nhan quan
tri kinh doanh.
- Nguyén Viét Lam, Nghé thuat ban hang ca nhan, Nha xuat ban Pai hoc Kinh té Qudc dén,
2008.
- Pham Thj Thu Phuong, Nghiép vu va quan tri ban hang, NXB Théng ké, 1995.

CHUONG 5 - CAC KY NANG TRONG CHAO BAN SAN PHAM

Chuong nay gioi thiéu Ve nhing noi dung nghiép vu va cac k¥ ning can thiét trong giai
doan chao ban san pham bao gom nhiing n6i dung sau day: (1) Tiép can khach hang. (2) Kham
pha nhu cau khach hang. (3) Thuyet trinh gi6i thiéu san pham. (3) Xir Iy phan di cua khach
hang (4) Pam phan, thuong thuyét va két thuc ban hang.

5.1 Tiép cin khach hang
5.1.1 Thiét 1ap cudc hen gip
5.1.2 Cac phuong phap tiép can voi khach hang
5.1.3 K¥ thuat tiép can v6i khach hang
5.2 Kham pha nhu cau ciia khach hang
5.2.1 Cac budc kham pha nhu cdu khach hang
5.2.2 K¥ nang dat cau hoi va tim hiéu nhu cau khach hang
5.2.3 K¥ nang quan sat
5.2 Trinh bay chio ban sian pham
5.2.1 Khai niém trinh bay chio ban san pham
5.2.2 Phuong phép trinh bay chao ban san pham
5.2.3 Dic diém cua mot cudc thuyét trinh hiéu qua
5.2.4 Sir dung céc cong cu hd trg cho thuyét trinh chdo ban san phim
5.3 Xir Iy phén ddi ciia khach hang
5.3.1 Quan diém d6i véi hanh vi phan d6i cta khach hang
5.3.2 Céc loai phan d6i chu yéu
5.3.3 Chuén bj cho viéc xir Iy phan d6i hiéu qua
5.3.4 Quy trinh xr Iy phan déi cua khach hang
5.3.5 Cac phwong phap xir 1y phan dbi
5.4 Pam phan, thwong thuyét va két thic ban hang
5.4.1 Nhén dién cc dau higu két thic
5.4.2 Dam phan thuong thuyét va thoa thuan cac diéu kién hop dong
5.4.3 Phuong phap két thuc ban hang
Tai liéu tham khéo cia chuwong:
- Barton A. Weitz, Stephen B.Castleberry, Selling: Building partnership, Mc Graw Hill, 2004,
chuong 10, 11, 12, 14.



Nguyén Viét Lam, Ngh¢ thuat ban hang ca nhan, Nha xuét ban Dai hoc Kinh té Qudc dan,
2008, chuong 6,7, 10 dén 12.

CHUONG 6: CAC KY NANG SAU BAN HANG
Chuong nay gidi thiéu nhitng nd1 dung va nhirng k¥ ndng nghiép vu ma mot nhan vién
ban hang can phai co trong giai doan sau ban hang bao gdm: (1) Noi dung ctia hoat dong sau
ban hang, (2) Céac hoat dong quan tri quan hé khach hang sau ban.

6.1 Hoat dong sau ban hang
6.1.1Tam quan trong ctia hoat dong sau ban hang
6.1.2 Noi dung cac hoat dong sau ban hang
6.2 Quan tri quan hé khach hang
6.2.1 Qua trinh phat trién mdi quan hé véi cac khach hang
6.2.2 Chu ky doi song khach hang
6.2.3 Quan 1y quan hé khach hang va 1ap ké hoach cham soc khach hang
Tai liéu tham khéo cua chwong:
Barton A. Weitz, Stephen B.Castleberry, Selling: Building partnership, Mc Graw Hill, 2004,
chuong 2, 16,18

CHUONG 7 - HOAT PONG TU QUAN CUA NHAN VIEN BAN HANG

Chuong nay gi6i thiGu nhitng hoat dong tu quan ma mot nhén vién ban hang nén thue
hién bao gom: (1) Gidi thi€u vé qua trinh ty lanh dao ctiia nhan vién ban hang. (2) Cac hoat
dong ty quan ma nhan vién ban hang can thuc hién bao gdm ty quan vé mat thoi gian, khu
vuc ban, sb sach, thé chat va tinh than cling nhu con duong su nghiép ban hang.

7.1 Qua trinh ty lanh dao.
7.1.1 Xac dinh muc dich va muc tiéu cu thé
7.1.2 Phan tich lanh th6 ban hang va phan loai khach hang
7.1.3 Phat trién va thuc hién cac chién lugc va ké hoach
7.1.4 Van dung cong nghé va tu dong hoa
7.1.5 Kiém tra va danh gia
7.2 Ché dd tw quan ciia nhin vién ban hang
7.2.1 Quan tri thoi gian
7.2.2 Quan tri khu vuc ban hang
7.2.3 Ty quan vé sb sach
7.2.4. Tu quan vé thé chat va tinh than
7.2.5 Quan ly con duong su nghi¢p ban hang
Tai liéu tham khéo cia chwong:
Barton A. Weitz, Stephen B. Castleberry, Selling: Building partnership, Mc Graw Hill,
2004.



- Pham Thi Thu Phuong, Nghiép vu va quan tri ban hang, NXB Théng ké,1995.
8.2. KE HOACH GIANG DAY

Tuan | Néi dung NLFl)\lhgnhQC Hoat dong day va hoc Bai danh gia
[1] [2] [3] [4] [5]
1 | Chuong1 | CLO1.1.1 |Sinh vién doc bai ¢ nha (Chuong 1 trong | Cau héi ngan
CLO1.1.2 | gido trinh va slides) q Cau hoi lya
Giang vién giang va trao doi vai sinh vién | chon
nhirng tinh huong thyc té
2 | Chuong?2 | CLO1.1.3 | Sinh vién doc bai ¢ nha (Chwong 2 trong | Cau héi ngan
gido trinh va slides) Cau hoi lva
CLO1.1.4 | Giang vién giang va trao doi véi sinh vién | chon
CLO1.2.1 | nhing tinh huong thuc te
3 | Chuong3 | CLO5.3.1 | Sinh vién doc bai ¢ nha (Chuong 3 trong | Cau héi ngan
CLO5.3.2 | gido trinh va slides) q Cau hoi lya
CLO5.3.3 | Giang vién giang va trao doi vai sinh vién | chon
CLO5.3.4 | hhitng tinh huong thyc t€ Tinh huéng
4 | Chuong 3 | CLO5.3.1
CLO5.3.2
CLO5.3.3
CLO5.3.4
5 | Chwong4 | CLO1.1.4 | Sinh vién doc bai ¢ nha (Chuong 4 trong | Cau hoi ngan
CLO5.5.1 | gido trinh va slides) w Cau hoi lya
CLO7.5.1 | Giang vién giang va trao doi vai sinh vién | chon
nhirng tinh huong thyc té Tinh huéng
6 | Chuong5 | CLO7.5.1 |Sinh vién doc bai ¢ nha (Chuong 5.6 | Cau hoi ngan
7 CLO5.5.1 | trong gido trinh va slides) w Thuc hanh k§
CLO5.5.2 | Giang vién giang va trao doi voi sinh vién | néng theo tinh
8 CLO5.5.3 | hhitng tinh huong thuc te huong
CLO5.5.4 Phan bign
CLO5.55
9 | Chwong6 | CLO5.5.6 Cau hoi ngén
10 | Chwong7 | CLO1.1.1 | Sinh vién doc bai & nha (Chwong 7 trong | Cau hoi ngan
CLO1.1.2 | giao trinh va slides) q Cau hoi lya
CLO1.1.3 | Giang vién giang va trao doi véi sinh vién | chon
CLOL.1.4 | nhiing tinh huong thyc t€
11 CLO1.1.1- | Thao luan va trinh bay bai tap nhom Cau hoi ngan va




Téng CLO1.1.4 thao luan
12 |hop.cac | CLO1.2.1 | Thao luan va trinh bay bai tap nhém Cau hoi ngén va
nhom | ¢ 053.1- thao luan
trinhbay | cL 0534 T - —
13 | pai tap e Thao luan va trinh bay bai tap nhom Cau hoi ngan va
nhom -
CLO5.5.6
CLO 7.6.1,
7.3.1,75.1

9. QUY PINH CUA HQC PHAN (COURSE REQUIREMENTS AND EXPECTATION)
9.1. Quy dinh vé tham du l6p hec

Sinh vién/hoc vién c6 trach nhiém tham dy day du cac budi hoc. Trong truong hop nghi hoc
do 1y do bét kha khang thi phai c6 gidy to ching minh day da va hop 1y. Mdi budi vang mat
s& bi trir 1 diém dénh gia qué trinh.Sinh vién ving qua 3 budi hoc dii ¢ 1y do hay khong cé 1y
do déu bi coi nhu khong hoan thanh khoa hoc va phai ding ky hoc lai.

Sinh vién s& duoc cong diém cho mdi lan phat biéu xay dung bai, c6 thé bu dip cho diém qua
trinh, diém kiém tra va diém bai tdp nhom.

Sinh vién khong ndp bai tap nhom s& nhan diém 0 (khong) cho bai tap sau cing. Nhém sinh
vién ndp bai tré s& bi trir 1 diém cho mdi ngdy nép mudn.

9.2. Quy dinh vé hanh vi lép hec

Hoc phan duoc thyc hién trén nguyén tic tén trong nguoi hoc va nguoi day. Moi hanh vi lam
anh hudng dén qua trinh day va hoc déu bi nghiém cam.

Sinh vién phai di hoc dung gid quy dinh. Sinh vién di tré qua 10 phit sau khi gio hoc bat dau
s€ khong dugc tham dy budi hoc.

Tuyét doi khong lam on, gy anh huong dén nguoi khac trong qua trinh hoc.

Tuyét d6i khong dugc dn udng, nhai keo cao su, sir dung cac thiét bi nhu dién thoai, may nghe
nhac trong gio hoc.

May tinh x4ch tay, mdy tinh bang chi duogc thuc hién vao muc dich ghi chép bai giang, tinh
toan phuc vu bai giang, bai tap, tuyét déi khong dung vao viéc khac.

Trwong PH Kinh té Quoc dan Truéng Bo mon

TS. Nguyén Hoai Long




