
TRUoNG DAI HQC VAN LANG 	 Ngutri ra 
KHOA KINH DOANH THIIONG MAI 

	 (<5,  vaghi re. ho ten) 

Dap In cuoi 	Be A 

Mon thi: 	Logistics 	ThS. Nguyen HO Viet Anh 

Khoa/Lop: 	K.23C — LI, 2; - H9c 1:Y: 1 - Nam h9c: 	2019-2020 
K23C —M1, 2; 

K23C —TI, 2. 

Thai gian thi: 	45 phnt 0; 60 phat 0. 75 phnt 2; 90 phut 0; 

Hinh thirc thi: It luan U 	Trac nghiem 0 	Ty Wan + TrAc nghiem121 

Dagc sir dung tai lieu 0 	 - Khong sir dyng tài lieu 

ML lieu de danh cho cac mem thi tty luan + trac nghiemva lAm bai trên giay lAm bai. 
Quy ThAy/ CO vui !Ong su dung Neu arcing nay cho 0 muon clum 

Dap An: 

A. Tray nghiem (4,5 diem) 

N46i dap an diing (0,15 diem/ au) 
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Truttng Khoa/Be mon duyet 
((9 wl ghi re ho ten) 

Ts. Natt 0,iimt 



B. Tty luin (5,5 diem) 

Ni dung dip an Diem 

Can 
hiii 1 

Ve so de cac tieu chuAn danh gia dich vv khach hang. 
4 diem 

— 

--> 

Yeti tO 	Thong bao het hang, chat lugng clia dyi din ban hang:, 	; 
throe • i- 	cac cuOc gyi thuerng xuyen cua dyi din bang hang, 	, 

giao dich 	Om sat mac de dy tits dm kith hang, ei6i thieu ye 
phat trien meri dm san pham, clanh Ma san pham 
thunng xuyen, Meng bao neay giao hang dy kien 	I 

Tien leri trong dat hang, tip nhan dun dat hang, cac 
n -- - 	dieu khoan tai chinh, tra 16i ck thac mac, tin suat giao 1  
[ 	Ygu to 	hang, thrri gian thyc hien lenh, de tin lining elm then 	I 

trong 	-- 	gian thyc hien lenh, giao hang dung hyn, tri hoan xep I 
giao dich 	hang, kha nang giai quyet cac don dat hang khan cap, _ 

hoang thanh don tat hang, thong tin ve tinh tryng cna 
don dat hang, kha nang theo din don dat hang, tj, le ; 
phai clat hang lyi, thieu sot khi xep hang, thay the san 
phOm 	 ; 

1 

---- - 

4 diem 

; 

Did) vy 
khach hang 

; 

; 

; Ygu M 	Chinh xac dm van don, hang hoan tra/ dieu chinh, V-6/ ' 
sau giao 	I:':" 	hong hoc. tinh tryng (long gel, trang tri ben ngoai 

dich 
; 

Can 

hoi 2 
Phan tich 1 trong cac thanh phan caa dich vu khach hang (the yeu to truck 
holie trong hoac sau qua trinh giao ditch) va cho vi dy din hinh. 

l,5 
x diem 

'it 1 1. Cele vitt ta fru& qua Mall Riau dich: 1 diem 
nei 

dung 
Chinh sach dich \iv khach hang: Chinh sach dich va khach hang quy dinh it 

rang ve cac heti chuan dich vu gan vgi nhu cau caa khach hang. 

Cong be. chinh sach dich lig cho khach hang: Chinh sach dich vu cho phop 
khach hang biet dugc cac dich \Tv va fiat chuan c6 the có, tranh dugc the ky 
vgng khong hgp ly. 

Cau Mac doanh nghiep: CAu trac cna tii chile phai pha hap de dam bao skr 
thanh ding caa cac mvc nal dich \Tv 

Mac de linh boat coa he thong: Mac de linh boat vã ke hoach thich ang nen 
ducc xay dung trong he theng doanh nghiep, cho phep doanh nghiep ce the 
giai guy& mOt cach hum hieu nhang tinh hueng khong the luerng trugc nhu 
thieu nghien vAt lieu, thien tai. 

d. Dich vv quan 1Y: He trg khach hang trong viec mua ban hang, ming c6 hoat 



2  

(long quart IS/ kho la nhang dich vv ma m6t doanh nghiep cO the cung Ong cho 
Ichach hang. 

Hotic 2. Cdc vitt ta trong qua trinh Irina dich: 

0,5  
diem vi 

dy 

Thong tin ve don hang: KS'  yang cha khach hang ve cac thong tin lien quan 
ten don hang tang len nhanh chang trong tinh hinh hien nay, khi ma skx ra deli 
cOa the phuang tien thiing tin hien clai da lam cho qua trinh trao dOi thong tin 
din ra nhanh chong. 

Tinh chinh xac dm he th6ng: Ben canh tinh nhanh nhay khi natn bat dugc 
cac lung thong tin, khach hang luOn dei hai cac thong tin h9 can phai chinh 
xac. 

Sy nhAt quan dm chu IcST dat hang: Chu IcY dat hang la tang thin gian tir khi 
khach hang bat dau dat hang den khi nhan hang cua khach. 

Giao hang (tat biet: Day IA nhang lenh dat hang khong the thyc hien theo 
cac he theing dAt hang don thuan, vi no can dirge hen hanh hoAc có nhang y'eu 
eau ve >cep hang at biet. 

Chuyen tai: Sr chuyen tai lien quan tai di chuyen cac hang boa giira cac dia 
diem khach nhau a tranh het hang. 

Sy thuon Igi dm don &at hang: Sy thua.n Igi cilia don &at hang dugc hieu la 
khach hang cO th6 a dang dat hang hay khOng. 

Ho& 3. Clic yin a sau gin° dich: 

Lap dat, bao hanh, sira chin va dich vu phy tiling: Dich vp nay rat quan 
trong hot d6ng mua ban, dac biet la mua ban cac hang hoa cO gia tri cao, khi 
ma chi phi ban hanh sira chila nhieu khi Ion hcm chi phi mua. 

Kim dinh san pham 

Khieu nai va hoan tra san phAm cila khach hang: De giai guy& cac khieu nai 
cila khach hang, mOt he Mang theng tin can &Inc thiet lap nharn xir ly cac 
thong tin tir khach hang, giam sat cac xu the, cung Cap cho khach hang nhang 
thong tin mai nhAt. 

Thay the san pham: Thy theo timg loai san pham ma cac san pham di; tra 
can dugc xac dinh 

Vi du diin hinh 

TONG DIEM 5,5 

Ghi chit: Diem tang I/  co the le den 0,25 
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