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

PE CUONG CHI TIET HQC PHAN

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

- Tén hgc phan (tiéng Viéy): Marketing t6i khach hang t0 chirc

- Tén hoc phan (tiéng Anh): Business to business Marketing (B2B)

- M3 56 hoc phan: MKBH1112
- Thuéc khoi kién thirc: Nganh
- Sé tin chi: 3 (40 gio, twong duong 48 tiét)
* S6 tiét Iy thuyét: 24
* S6 tiét thio ludn: 16
- Cdc hoc phén tién quyét: Marketing cdn ban
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

Marketing téi khach hang t6 chitc hay marketing tir kinh doanh dén kinh doanh
(Business — to — Business marketing: B2B), truedc day goi la marketing cong nghiép (Industrial
Marketing), d6i khi duoc goi 1a marketing kinh doanh (Business Marketing). Hoc phan nay s&
di sau, chu trong dén nhimg ngudi st dung 1a cac to chirc mua hang hoéa va dich vu can thiét
cho hoat dong ctia doanh nghiép hay to chirc cta ho.

Hoc phan nay cung cap nhiing hiéu biét va kién thtrc can ban vé nhitng nguyén ly
marketing no6i chung va su van dung chang vao linh vuc té chirc nhu: nghién ciru va phan tich
hanh vi khach hang 1a té chirc; phan doan thi trudng va xac dinh thi truong muc tiéu; xay dung
chinh sach marketing trong linh vuc thi truong té chirc: San pham, Gia ca, Kénh phan phéi va
Truyén thong marketing. Dac biét véi thi trudng khach hang té chic, quan tri mdi quan hé
khach hang la rat quan trong, do vay ngudi hoc s& duoc trang bi kién thuc vé marketing quan
hé va quan tri quan h¢ khéach hang trong B2B (CRM trong B2B).

4. TAILIEU THAM KHAO
Giao trinh: Chua co
Tai liéu chuyén khao: Pham Thi Huyén, Pham Vin Tuan (2018), Marketing khach hang t6
chirc, NXB DPHKTQD
Tai li€u khac:
[1] Ha Nam Khanh Giao (2004). Marketing céng nghiép, phuc vu khach hang la céac té
chizc. NXB Thong ke.
[2] H6 Thanh Lan (2010). Marketing cong nghiép dich. NXB Giao thong van tai.
[3] Michael D. Hutt & Thomas W. speh. Business Marketing Management: B2B (9e).
[4] Rober W. Haas, PhD, Business Marketing (9e). South — Western.
[5] Tran Minh Pao (2010).Gido trinh Marketing cin ban. NXB PH Kinh té Qudc dan.
5. MUC TIEU HQC PHAN (COUSRE GOALYS)

Biang 5.1. Muc tiéu hoc phan

Muc M0 ta muc tiéu CPRPLOs | Trinh d¢
tiéu niang luc




[1] [2] [3] [4]
G1 | M6 ta vé hoat dong marketing ti khach hang t6 chuc CPR 2.1.1 I
Phan biét dugc su khac biét gitta Marketing KH té chirc
va KH tiéu dung
G2 | M0 ta va phan loai dugc cdc nhém KH to chic; Poi | CBR 2.1.1 I
twong tham gia vao trung tam mua cua KH to chic va
Hanh vi mua KH t6 chuc
G3 | Giai thich vé sy anh huong ciia méi trudng marketing téi | CBR 2.2.1 I
hoat dong marketing cia doannh nghiép
G4 | Ung dung kién thirc dé xay dung/ hoach dinh chién lugc | CBR 2.4.1 Vv
marketing KH t6 chic & Ung dung kién thuc d6 dé| CPR 2.4.2
hoach dinh chién lugc marketing cho DN
G5 | Ung dung kién thiic dé xay dung cac chinh sach vé San | CBR 2.7.1 Vv
pham, Gia, Phan phoi, Truyén thong; dong thoi tng dung
cac kién thuc d6 dé hoach dinh chinh sach cho doanh
nghiép
G6 | Giai thich dugc cac méi quan hé trong Marketing KHt6 | CPR 2.1.1 I
chuc (B2B)
6. NANG LUC NGUOI HQC G CAP PO HQC PHAN
CbR CLOs M6 ta nang lwe nguwoi hoc Tl:inh do
nang luc
[1] [2] [3] [4]
CLO1.1.1 | Giai thich dwgc ban chat cac khai niém marketing I
CLO 1.1.2 | Phan biét dugc su khac nhau gita chién luoc marketing ]
B2B va B2C
2.1.1 | CLO1.1.3 | M6 ta duoc tién trinh va céc hoat déng DN can thyc hign I
dé hoach dinh chién lugc marketing B2B
CLO 1.2.1 | Mb ta va phan loai duoc nhém céc KH to chic [
CLO1.2.2 | M0 td cac d6i twong tham gia vao trung thm mua cua KH I
to chuc
CLO1.2.3 | Nhan biét duoc hanh vi mua cua KH t6 chuc I
CLO1.6.1 | Nhan dién duoc cac mdi quan hé trong Marketing KH t6 I
chuc (B2B)
CLO 2.3.1 | Giai thich vé sy anh hudéng ciia méi treong marketing toi I
221 hoat dong marketing cua doannh nghiép
CLO 4.4.1 | Ung dung kién thirc vé viéc xay dung céc chinh séch vé vV
241 San pham, Gia, Phan phoi, Truyéen thong
CLO 7.5.1 | Ung dung kién thirc vé chién lugc marketing B2B dé \Y}
)71 hoach dinh chién lugc marketing cho DN
"7 1 CLO 7.5.2 | Ung dung céac kién thirc d6 dé hoach dinh chinh sach cho \Y;
doanh nghiép




7. PANH GIA HQC PHAN

Bang 7.1 Panh gia hoc phén

Hi’nh th.ﬁ:c N@i dung Thei diém | NENH hec | Tiéu chi danh Ty 1€ (%)
danh gia phan gia
[1] [2] [3] [4] [5] [6]
CLO1.1.1
CLO1.1.2 Dénh gia thai
. . |cLorrz | 4o Micdo
Chuyén cin Tbatf:a CaC | clo1.1 | thamgiatrén [ gn0,
uoi hoc I6p va c6 mat
CLOL1.2.2 trén lop, tra
CLO1.2.3 151 cau hoi
CLO1.6.1
Hiéu duoc ban chat
cac khai niém
marketing
Phan biét duoc su
khac nhau giira chién
lugc marketing B2B
va B2C
Biét va phan loai CLO111
duoc nhom cac KH té CLO1.1.2
chuc CLO1.1.3
Dinh gid |~ Biét cac ddi twong | yyng.7 | SHOL2D | Baikiemtra | o0,
gitra ky tham gia vao trung CLO1.2.2 ca nhan
tam mua caa KH to CLO1.2.3
chuac CLO1.6.1
Nhan biét duoc hanh
vi mua cua KH to
chuc
Giai thich vé su anh
hudong cua moi
treong marketing téi
hoat dong marketing
cua doannh nghi¢p
Bai tap Hiéu duoc tién trinh CLO1.1.1
nhom va cac hoat dong DN CLO1.1.2 L ]
(Thuyét can thuc hién de cLoiiz | PALtapnhom,
trfinh va ban | hoach dinh chién cLOLo 1 sinhvién
cing  nop | luoc marketing B2B e thuyet trinh va .
cho giang | Nhan dién dugc cac CLOL2.2 ban ke ho?ch 20%
vién)-Lap méi quan hé trong CLO1.2.3 | trén ban cing
ké hoach| marketing KH t6 CLO1.6.1 | NOpcho gtang
marekting chirc vién (thuyet

Giai thich vé su anh

CLO2.3.1




huong caa moi
treong marketing téi
hoat dong marketing
cua doannh nghi¢p

Ly giai duoc cac kién
thac vé viéc xay dung

cac chinh sach vé San | Tuan 13
pham, Gia, Phan phéi, CLO 4.4.1
Truyén théng CLO 7.5.1

Ung dung céc kién CLO75.2

thirc d6 dé hoach
dinh chinh sach cho
doanh nghiép
Danh gia : : Tat ca cac
cuoi ky: Bai | Noi dung tong quét Cuoi ky 50%
thi CLO

8. KE HOACH GIANG DAY
8.1 Noi dung gidng day
CHUONG 1 -TONG QUAN VE MARKETING TOI KHACH HANG TO CHUC

Chuong nay gitp hoc vién hinh dung sy khac biét can ban gitra marketing t&1 khach

hang t6 chirc v6i marketing cho thi truong tiéu dung ca nhan. Pong thoi s& xem xét cac hé

thong cu thanh cia to chirc, cling nhu cac san pham, dich vu cta thi truong khach hang 1 cac

t6 chtrc. Chuong nay ciing sé gitp sinh vién tu duy vé marketing t6i khach hang t6 chirc khéc

so voi1 marketing trén thi truong nguoi tiéu dung.

1.1. Téng quan vé hoat ddng marketing téi khach hang té chirc

1.1.1. Khéi quét vé marketing
1.1.2. Phén loai khéach hang
1.1.3. Sy khac biét giita marketing toi khach hang té chac va marketing téi nguoi tiéu

dung

1.2. Sw phan loai san pham va dich vu trong marketing téi khach hang to chirc

1.2.1. Thiét bi co ban
1.2.2. Thiét bi phu tro
1.2.3. Nguyén li¢u tho

1.2.4. Céc chi tiét, bo phan cau thanh va nguyén liéu qua ché bién

1.2.5. Cac loai hinh dich vu

1.3. Quan tri marketing téi khach hang té chirc

1.3.1. Hé thdng marketing ti khach hang t6 chuc
1.3.2. Quan tri marketing téi khach hang to chirc

1.4. Co hdi va xu hwéng phat trién cia marketing khach hang té chic

1.4.1. Co hoi phét trién
1.4.2. Xu hudng phat trién
Tai li€éu tham khéo ctia chwong:
1. Pham Thi Huyén, Pham Vin Tuan (2018), Marketing khach hang t6 chire, NXB
PHKTQD




2. Ha Nam Khanh Giao, Marketing cong nghiép, phuc vu khach hang la cac t6 chuc, NXB
Thong ké, 2004.

Ho6 Thanh Lan, Marketing cong nghiép, NXB Giao Thong Van tai, 2003, Chuong 1.
Michael D. Hutt & Thomas W. Speh , Business Marketing Management: B2B, phan 1.
Rober W. Haas, Ph.D, Business Marketing (9e), South — Western, phan 1.

Tran Minh Pao (chu bién), Gido trinh Marketing cin ban, NXB PH Kinh té Qudc dan,
2010, Chuong 4.
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CHUONG 2: HANH VI MUA CUA KHACH HANG TO CHUC
Chuong nay giup sinh vién hiéu’ dugc hanh vi mua cua khach hang t6 chirc, cac mé hinh
mua va 8 budc trong qua trinh ra quyet dinh mua. Tt d6 tim hiéu va phén tich dugc sy phirc
tap trong trung tdm cua khach hang t6 chure, cling nhu céac kiéu dang mua sdm chinh trong thi
truong dac thu nay.
2.1. Nhan dién khéach hang té chiic
2.1.1. Phan loai khach hang theo tinh chat hoat dong kinh doanh
2.1.2. Phan loai khach hang theo tinh chat san pham duoc mua
2.1.3. Phan loai khach hang theo kinh nghiém mua
2.2. Pic diém cia thi trwong khach hang té chic
2.2.1. Bic diém vé nhu cau
2.2.2. Pic diém vé ngudi mua chuyén nghiép
2.3. Trung tam mua va vai tro cua cac thanh vién
2.3.1. Trung tdm mua
2.3.2. Vai tro cua céc thanh vién
2.4. Hanh vi mua va qué trinh ra quyét dinh mua cia khach hang té chirc
2.4.1. Mbt s6 md hinh hanh vi mua
2.4.2. C4c yéu t6 anh huong téi hanh vi mua cua khach hang t6 chuc
2.4.3. Qua trinh ra quyét dinh mua
2.5. Méi quan hé giira hanh vi mua ciia khach hang té chirc va hoat déng marketing caa
doanh nghiép
2.5.1. Tac dong ciia hoat dong marketing téi hanh vi mua cua khach hang té chirc
2.5.2. Tac dong caa hanh vi mua téi hoat dong marketing cua khach hanh té chic
Tai liéu tham khdo cia chuwong:
1. Pham Thi Huyén, Pham Vin Tuan (2018), Marketing khach hang t6 chirc, NXB
PHKTQD
2. HO Thanh Lan, Marketing cong nghiép, NXB Giao Thong Van tai, 2003, chuong 2, 3.
Michael D. Hutt & Thomas W. speh, Business Marketing Management: B2B, phan 2.
4. Rober W. Haas, Ph.D, Business Marketing (9e), South — Western, chuong 2, phan 1 va
chuong 3, 4 phan 2.
5. Tran Minh Pao (cha bién), Gido trinh Marketing cin ban, NXB DH Kinh té Qudc dan,
2010, Chuong 4.
CHUONG 3 - LUA CHON THI TRUONG MUC TIEU VA DINH VI
Noi dung cia chuong ndy s& cung cip co sé xac 1ap chién luoc nham giup xac dinh
khach hang muc tiéu thong qua cac tiéu thirc phan doan cling nhur cac phuong phap phan doan
vi m6 hay vi m6. Bong thoi s€ hinh dung sdu budc cua tién trinh phan doan khac so véi thi
truong ti€u dung.
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3.1. Co sé xay dwng chién lwgc marketing
3.1.1. Céc yéu tb bén trong doanh nghiép
3.1.2. Céc yéu tb bén ngoai doanh nghiép
3.2. Phan doan, lga chon thi trwong muc tiéu va dinh vi
3.2.1. Phan doan thi trudng khach hang té chuc
3.2.2. Lya chon thi treong muc tiéu
3.2.3. binh vi
Tai liéu tham khéo ctia chwong:
1. Pham Thi Huyén, Pham Vin Tuén (2018), Marketing khach hang t6 chtrc, NXB
DHKTQD
2. Ha Nam Khanh Giao, Marketing cong nghiép, phuc vu khach hang la cacto chuec,
NXB Thong ké, 2004.
3. Hb Thanh Lan, Marketing c6ng nghiép, NXB Giao Thong Van tai, 2003, chuong 2
va 5.
4. Michael D. Hutt & Thomas W. Speh, Business Marketing Management: B2B, phan
3vaid.
5. Rober W. Haas, Ph.D, Business Marketing (9), South — Western, chuong 7, 8,
9,phan 2, phan 3.
6. Tran Minh Pao (chi bién), Gido trinh Marketing cin ban, NXB DH Kinh t& Qudc
dan, 2010, Chuong 4.

CHUONG 4 — QUYET PINH SAN PHAM
Trong phan dau cta chuong, sinh vién s& duoc gioi thi¢u vé murc d6 quan trong va tinh
chat phirc tap ciia san pham trong thi trudng khach hang to chirc, tir do thdy duogc vai tro, vi tri
va sy khac nhau can ban cua san pham trong thi truong khach hang t6 chtrc v6i thi truong tiéu
ding. Phén tiép theo cia chuong s& xem xét cic ndi dung vé phat trién san phAm mai va céac
budc cua viéc 1ap ké hoach san pham trong thi truong khach hang to chic.
4.1. Khai quat vé chinh sach san phim trong marketing t6i khach hang té chirc
4.1.1 Ban chét cua san pham trong marketing toi khach hang to chirc
4.1.2 Vai trd cta san pham trong marketing t&i khach hang to chirc
4.1.3 Su khac biét co ban ctia yéu t6 san pham giita B2B va B2C marketing
4.2. Céac quyét dinh san pham trong marketing téi khach hang to chirc
4.2.1. Quyét dinh vé thudc tinh san phim
4.2.2. Quyét dinh vé dich vu hd trg san pham
4.2.3. Quyét dinh vé danh muc, chung loai san phém
4.3. Chién lwgc phat trién san pham méi
4.3.1. Su can thiét phai phat trién san pham moi
4.3.2. Théch thirc va quan niém vé san pham moi
4.3.3. Quy trinh phat trién san pham méi
4.3.4. Nhimng Iuu ¥ khi phat trién san pham mai
Tai li€éu tham khéo ctia chwong:
1. Pham Thi Huyén, Pham Vin Tuan (2018), Marketing khach hang t6 chirc, NXB
PHKTQD
2. Ha Nam Khanh Giao, Marketing cong nghiép, phuc vu khach hang 1a cécto chirc, NXB
Théng ké, 2004.
3. HO Thanh Lan, Marketing cong nghiép, NXB Giao Thong Van tai, 2003, chuong 8.



4. Michael D. Hutt & Thomas W. Speh, Business Marketing Management: B2B, chuong
9, phan 4.

5. Rober W. Haas, Ph.D, Business Marketing (9¢e), South — Western, chuong 12, phan 4.

6. Tran Minh Pao (chu bién), Gido trinh Marketing cin ban, NXB PH Kinh t& Quéc dan,
2010, Chuong 4.

CHUONG 5 - QUYET PINH GIA

Gia ca - mot trong bon cdng cu chién thuat quyét dinh sy thanh bai cia chién luoc
marketing ap dung cho thi trudng muyc tiéu. DE the hién dugc tinh dac thu cua B2B marketing,
chuong nay tap trung vao nhiing nét dac trung cua chinh sach gia ap dung cho khach hang to
chirc véi nhiing ndi dung co ban lién quan t6i (1) Vai tro cua gia va sy khac biét cua gia gitra thi
truong khach hang to chuc vathi truong ngudi tiéu dung; (2) Nhiing yeu to anh huong téi quyet
dinh gia ban cho khach hangto chirc; (3) Cac phuong phap dinh gié co ban; (4) Bdc diém hanh
vi trong thoa thuan gia cua khach hangto chure; (5) Céc chinh sach gia thuong dugc ap dung cho
khach hangto chtic
5.1. Tong quan vé quyét dinh gia

5.1.1. Gia va vai tro cua gia trong marketing toi khach hang té chirc

5.1.2. Sy khac biét vé gia gitra B2B marketing va B2C marketing
5.2. Nhitng yéu té6 anh hwéng téi gia trén thi trwong khach hang té chirc

5.2.1. Muc tiéu

5.2.2. Panh gia cua khach hang vé gia tri san pham

5.2.3. Canh tranh

5.2.4. Chi phi

5.2.5. Céc yéu td khéc
5.3. Cac phuwong phap dinh gia dic thu

5.3.1. Phuong phap dinh gia dau thau

5.3.2. Phuong phap thuong luong (dam phén) vé gia

5.3.3. Phuong phap dinh gia cho thué mudn theo ky han
5.4. Céc van dé khac vé gia

5.4.1. Quan h¢ trong dinh gia

5.4.2. Biéu chinh gia

Tai li€éu tham khéo ctia chwong:

1. Pham Thi Huyén, Pham Vin Tuan (2018), Marketing khach hang t6 chirc, NXB
DPHKTQD

2. Ha Nam Khanh Giao, Marketing cong nghi¢p, phuc vu khach hang la cacto chac, NXB
Thong ké, 2004.

3. HO Thanh Lan, Marketing cong nghiép, NXB Giao Thong Vén tai, 2003, chuong 13.

4, Michqel D. Hutt & Thomas W. Speh , Business Marketing Management: B2B, chuong
15 phan 4.

5. Rober W. Haas, Ph.D, Business Marketing (9e), South — Western, chuong 17,ph£?1n 4.

6. Tran Minh Dao (chu bién), Gido trinh Marketing cin ban, NXB PH Kinh té Qudc dan,
2010, Chuong 4.



CHUONG 6 - QUYET PINH KENH PHAN PHOI
Sau kh@ hoc chuong nay, sinh Vié:tl’l s& hiéu Siuoc su khac bi¢t va dac trung vé céu trac
kénh phan phoi cta thi truong B2B: chiéu dai, chiéu rong, cac thanh vién trong kénh nhu nha
phan ph6i cong nghiép, dai dién nha san xuat, doi tuong moi gioi.To chirc kénh cua B2B ciing
c6 nhiing déc trung, cac dong chay trong kénh rat dac thu va vai tro quan ly, diéu khién thé
hién rat rd tir nha san xuat.
6.1. Khai quat vé kénh phan phdi
6.1.1. Kénh va vai tro cua kénh trong marketing toi khach hang té chirc
6.1.2. Su khéc biét gitra kénh B2B marketing va B2C marketing
6.2. Cac kiéu kénh phan phdi
6.2.1. Kénh truc tiép
6.2.2. Kénh nha phan phéi cong nghiép
6.2.3. Kénh dai dién nha san xuét
6.3. Xay dwng va quan ly kénh
6.3.1. Xac dinh muc tiéu cua kénh
6.3.2. Panh gia cac kiéu kénh
6.3.3. Lua chon kénh
6.3.4. Lua chon thanh vién kénh
6.3.5. Xay dung thoa thuan trong kénh
6.3.6. Thyc hién, diéu khién, danh gia chién luoc kénh
6.4. Phan phai san pham vat chat
6.4.1. Tam quan trong ciia phan phdi vat chat
6.4.2. Cé4c hoat dong phan phéi vat chat co ban
6.4.3. Quan tri hé thong phan phdi vat chat
Tai liéu tham khio cia chwong:
1. Pham Thi Huyén, Pham Vin Tuén (2018), Marketing khach hang t6 chire, NXB
PHKTQD
2. Ha Nam Khanh Giao, Marketing cong nghi¢p, phuc vu khach hang la cacto chic,
NXB Théng ké, 2004.
3. Ho Thanh Lan, Marketing cong nghiép, NXB Giao Thong Van tai, 2003, chuong 9.
4. Micha}el D. Hutt & Thomas W. speh , Business Marketing Management: B2B, chuong
14 phan 4.
5. Rober W. Haas, Ph.D, Business Marketing (9¢), South — Western, chuong 13,14,phan 4.
6. Tran Minh Pao (chil bién), Gido trinh Marketing cin ban, NXB PH Kinh t& Qudc
dan, 2010, Chuong 4.

CHUONG 7 - QUYET PINH TRUYEN THONG MARKETING

Noi dung churong sé& cung cap céc kién thic vé uu, nhugc dlém cua cac cong cu truyén
thong trong thi truong B2B. Cac cong cu dugc thé hién rat rd va ndi bat vé hoat dong marketing
truc tiép, marketing quan hé. Dong thoi day 1a chuong s€ khic hoa chan dung ngudi ban hang
chuyén nghiép, kiéu ban hang tu van t&i khach hang t6 chirc ¢6 vai trd quan trong nhu thé nio
t61 qua trinh ra quyét dinh mua.

7.1. Khai quéat vé truyén thong marketing téi khach hang té chic
7.1.1. Vai trd cua truyén thdng marketing téi khach hang to chirc
7.1.2. Nhitng khac biét can ban trong truyén théng giira B2B marketing va B2C markeing



7.2. Céc cong cu co ban caa truyén thong trong marketing téi khach hang té chirc

7.2.1. Ban hang ca nhan

7.2.2. Quang céo

7.2.3. X(c tién ban hang

7.2.4. Marketing truc tiép

7.2.5. Quan hé cong chdng (PR)

Tai liéu tham khdo cia chwong:

1.

Pham Thi Huyén, Pham Vin Tudn (2018), Marketing khach hang t6 chtrc, NXB
PHKTQD

Ha Nam Khanh Giao, Marketing cong nghiép, phuc vu khach hang la cacto chicc, NXB
Thong ké, 2004.

Ho Thanh Lan, Marketing cong nghiép, NXB Giao Théng Van tai, 2003, chwong 13.
Michael D. Hutt & Thomas W. Speh , Business Marketing Management: B2B, chuong
16, 17 phan 4..

Rober W. Haas, Ph.D, Business Marketing (%), South — Western, chuong
15,16,17,18,phan 4.

Tran Minh Pao (chu bién), Giao trinh Marketing can ban, NXB PH Kinh té Qudc dan,
2010, Chuong 4.

CHUONG 8 - MARKETING MOI QUAN HE VA QUAN TRI QUAN HE KHACH

HANG TRONG B2B

Noi dung chuong s& cung cap cac kién thire vé moi quan hé gitta nguoi mua — nguoi

ban trong cong ty, cac cip do ciia marketing mbi quan hé. Tur do cai thién mdi quan hé, danh
gia chuong trinh quan hé khach hang, xay dung hé thong CRM, mé hinh phat trién méi quan
hé trong B2B. Dac biét trong chuong s€ thuc hién quy trinh quan tri khach hang 16n (KAM)
8.1. Khai quat vé marketing méi quan hé trong B2B

8.1.1. Marketing mdi quan hé
8.1.2. Marketing noi bo
8.1.3. Ba cap do cua marketing méi quan hé
8.1.4. M6 hinh phat trién méi quan hé trong B2B
8.2. Cac mdi quan hé ngwoi mua — nguoi ban trong thi truong
8.2.1. Quan hé hop tac ban (seller partnership)
8.2.2. Hop tac theo chiéu ngang (lateral partnership)
8.2.3. Hop tac nhén hiéu va marketing cong sinh
8.3. Quan tri quan hé khach hang trong B2B
8.3.1. Loi ich cia CRM
8.3.2. Hé théng CRM
8.3.3. Quan tri khach hang I16n (KAM)

Tai li€éu tham khéo ctia chwong:

1. Pham Thi Huyén, Pham Vin Tuén (2018), Marketing khach hang t6 chie, NXB
PHKTQD

2. Ha Nam Khanh Giao, Marketing cong nghiép, phuc vu khach hang 1a cacto chic, NXB

Théng ké, 2004.
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H6 Thanh Lan, Marketing cong nghiép, NXB Giao Théng Van tai, 2003, chwong 13.
Michael D. Hutt & Thomas W. Speh, Business Marketing Management: B2B, chuong

16, 17 phan 4.

Rober W. Haas, Ph.D, Business Marketing (%), South — Western, chuong
15,16,17,18,phan 4.
Tran Minh Dao (chu bién), Gido trinh Marketing cin ban, NXB DH Kinh té Qudc dén,

2010, Chuong 4.

Quan ly mdi quan hé khach hang (CRM), Jill Dyche, dich gia Huynh Minh Em, NXB
Tong hop TP.HCM, 2016
8.2 K¢ hoach giang day

s N CDR . . ol
Tuan Noi dung hoc phin Hoat dong day va hoc Bai danh gia
[1] [2] [3] [4] [5]
1 | Chuong 1 Hoc ¢ nha: doc trudc tai ligu | Thaolugn vé tinh logic
CLO1.1.1 | noi dung trudc khi tai 16p va nhirng diém can
CLO1.1.2 | Hoc & 16p: Toan bo noi dung | luu y khi xay dung
CLO chuong 1 chién lugc marketing
1.1.3 Thuyét giang: 1,2,3 B2B
Thao luan: Su khéac biét gitra
marketing B2B va B2C
2 | Chuong 2 CLO Hoc & nha: doc trudc tai liéu Thao |u§1n vé nhitng
1.2.1 noi dung trude khi toi 1op luu y doi véi hoat
CLO Hoc ¢ 16p: Toan bo noi dung | 4ong quan tri
1.2.2 chuwong 2 marketing toi khach
CLO Thuyét giang: 2.1; 2.2 hang t6 chuc
123 Thao luan: Chia s¢ nhing cau
chuyén veé déc diém riéng co
cua khéch t6 chuc
3 | Chuong?2 CLO Hoc ¢ nha: doc trudc tai ligu Lya chon 1 mét doi
(tiep) 1.2.1 noi dung trude khi toi 1op twong KH 16 chirc va
CLO Hoc & 16p: Toan bo noi dung | MO ta ve hanh vi mua,
1.2.2 chuong 2 qua trinh ra quyét
CLO Thuyét giang: 2.3; 2.4: 2.5 dinh mua cua ho
1.2.3 Thao luan: Phéan biét su khac
biét gitra qué trinh ra quyeét
dinh mua cia KH B2C va B2B
4 | Chuong 3 CLO Hoc & nha: doc trudce tai liéu Su tham gia trén 16p
Théao luan vé: | 2.3.1 noi dung trudc khi tai 1op; Lua
hanh vi mua | CLO chon 1 linh vuc va chi ra tiéu
vaquatrinhra | 4.4.1 chi phan doan, lya chon thi

quyét

dién hinh

dinh
mua cua mot
so KH t6 chuc

trrong muc tiéu

Hoc & lop: Toan bo noi dung
chuong 3

Thuyét giang: 3.1




Chuong 3
(tiep)

CLO
2.3.1
CLO
44.1

Hoc & nha: doc trudc tai liéu
noi dung trudc khi toi lop

Hoc & lop: Toan bo noi dung
chuong 3

Thuyét giang: 3.2

Thao luan: Bac thu cua hoat
dong phan doan thi truong, lua
chon thi truong va dinh vi thi
trrong cua khach hang B2B

M&i nhém Lya chon 1
linh vuc va chi ra tiéu
chi phan doan, lua
chon thi treong muc
tiéu

Chuong 4

CLO44.1

Hoc & nha: doc trudc tai liéu
noi dung trudc khi toi lop

Hoc & 16p: Noi dung chuong 4
Thuyét giang: 4.1, 4.2

Chuong 4
(tiep)

CLO
441

Hoc & nha: doc trudc tai liéu
noi dung trude khi téi lop

Hoc & l16p: Noi dung chuong 4
Thuyét giang: 4.3

Thao luan: Su khécobiét khi 7
nghién ctru phét trién san pham
mai trong thi truong B2B

Thao luan: Su khac
biét khi nghién cuu
phat trién san pham
mai trong thi truong
B2B

- Bai kiém tra giira ky

Chuong 5

CLO
441

Hoc & nha: doc trudc tai liéu
noi dung trude khi téi lop
Hoc & lop: Noi dung chuong 5
Thuyét giang: 5.1; 5.2;

Thao luan: Céc yéu tb
anh huong téi hoat
dong dinh gia trong 1
linh vuc cu thé

Chuong 5
(tiép)

Thao luan:
Céc yéu t6 anh
hudng téi hoat
dong dinh gia
trong 1 linh
vuc cu thé

CLO
44.1

Hoc ¢ nha: doc trudc tai liéu
noi dung trudce khi toi 1op
Hoc & lop: Toan bo noi dung
chuong 5

Thuyét giang: 5.3; 5.4

Thao luan: Céc yéu té anh
huong toi hoat dong dinh gia
trong 1 linh vuc cy thé

Su tham gia trén 16p

10

Chuong 6

CLO
441

Hoc ¢ nha: doc trudc tai liéu
noi dung trude khi toi 16p
Hoc & l6p: Toan bo noi dung
chuong 6 (Trir 6.4)

Thuyét giang

11

Chuong 7

CLO
44.1

Hoc & nha: doc trudc tai liéu
noi dung trude khi téi lop
Hoc & lop: Toan bo noi dung
chuong 7

Thuyét giang: 7.1, 7.2

Su tham gia trén 16p

12

Chuong 8

Hoc & nha: doc trudce tai liéu

Thao luan: Y nghia




Thao luan: Y | CLO noi dung trudc khi toi lop cua hoat dong xay

nghia cua hoat | 1.6.1 Hoc & |op: Toan bo noi dung | dung mdi quan hé doi
dong xay chuong 8 v6i 1 s6 khach hang
dung mal Thuyét giang: 8.1; 8.2, 8.3 dién hinh

quan hé dbi

véi 1 sé khach Thao luan: Y nghia cta hoat

d6ng xay dung méi quan hé

hang  dien d8i Vi 1 56 khach hang dién
hinh hinh

13 | Thuyét trinh: Bai thuyét trinh nhém
ke hoach CLO

marketing cho | 7.5.1
1 déi tuong CLO
khach hang 7592
B2B

9.

9.

QUY PINH CUA HQOC PHAN

1 Quy dinh vé tham dw Iép hoc
Sinh vién/hoc vién c6 trach nhiém tham dy day du cac budi hoc. Trong truong hop nghi
hoc do ly do bat kha khang thi phai c6 gidy to ching minh day du va hop ly.
Sinh vién ving qua 3 budi hoc dui c6 Iy do hay khong c6 Iy do déu bi coi nhu khéng hoan
thanh khoa hoc va phai dang ky hoc lai.

9.2 Quy dinh vé hanh vi l6p hec

Hoc phan dugc thuc hién trén nguyén tic tén trong nguo1 hoc va nguoi day. Moi hanhvi
lam anh huéng dén quaé trinh day va hoc déu bi nghiém cim.

Sinh vién phai di hoc dung gi quy dinh. Sinh vién di tré quéa 10 phut sau khi gio hoc bat
dau s& khong dugc tham du budi hoc.

Tuyét d6i khéng lam dn, gay anh hudong dén nguoi khac trong qué trinh hoc.

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

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

Trwong PH Kinh té Quéc dan Truéng Bo mon

TS. Nguyén Hoai Long



