
TRUONG DAI HOC VAN LANG 
1CHOA K1NH DOANH THUONG MAI 

Dap an: 

Mon thi: 

D1:D 	 De 2:10 

HANI1 VI ICHACH HANG.. L2 

Mad: 

 

Trueng Khoa/B0 m6n duy6t 
(KS Ira ghi it hp ten) 

ThS. Nguyen Van Tam 

TM thorn bien soan de 
(cy va ghi re hp ten) 

ThS. N u nThiBIchN en 
Ithea/Lop: 	K24C 	-149c Icy: 2 - Nam hoc: 2019-2020 

Thai gian thi: 45 phitt LI; 60 phut 121; 75 phAt 0; 90 phirt 0; 120 phin 

Hinh thirc thi: To luan U 	Trac nghiem U Tv k4n + Trac nghiem El 

Duce sir dung tai lieu E1 	 - 'Chong sir dung tai lieu 0 

Caul (5 diim): Anhichi hay trinh bay nhiing yeu VS tam lY anh huang den hAnh vi khach 
hang (2 diem). Theo the nha chuyen mon thi thai do dm khach hang IA eel the dieu chinh 
va thay deli dirge, hay trinh bay va cho vi du mitt hga thire te ye cac phuong phap lam 
thay dOi thai do dm khoch hang (3 diem). 
Ggi 	tra Igi: 

Trinh bay nhang yeu th tam 13, anh hirong den,hanh vi Ichach hang: m8i yeu tO 
trinh bay c6 clgng va 	dugc 0,5 diem (2 diem) 

Dong co 
Nh'an thirc 
I-19e hoi 
Niem tin & thai do 

Trinh bay va cho vi dp mitt hga thire te va cac phiumg phap lam thay doi thai do 
eUa khach hang: Mei phucmg phap trinh bay chinh xac dirge 0,5 diem va vi du 
mirth hga pla hop dirge 0,5 diem (3 diem) 

Thay doi nhAn thfre: 
May deli earn Vic: 
Thay d6i hart vi: 

Cau 2 (5 dilm): NhOm tham khao la gi (1 diem)? Hay neu de diem eña tirng nhom tham 
Ichao va cho vi du minh hga timg nhom (2 diem). Gia sir ban dang can mua din thoai 
mgi, ban se tham khan nhang thorn,  doi tucmg nao de ra quyet dinh mua hang, hay phan 
tich lY do ban chgn tham khao cac doi tugng do (2 diem). 
Ggi tra. 

Dinh ngfila nhOm tham MIA° chinh xac: 1 diem 
Cae nhom tham lchao: m6i nhom neu dc diem va vi du minh hga dugc 0,75 diem 
(2 diem) 



NhOm mong trerc 
Nh6m lien ket 
Nhom khong lien ket 

Nhom tham khao lchi mua din thoai: (2 diem) Dip tren phan tich cüa sixth vien. 
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