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Cau 1 (2.5 diém)

DPoi voi khach hang : Thuc day mdi quan hé lau dai gitra khach hang va doanh nghiép; Khach
hang dugc hiéu rd hon; duge phuc vu chu ddo hon; cam thay duoc quan tam.

Doi voi doanh nghiép: Giup DN dé dang quan ly tinh hinh kinh doanh va phat trién ctia DN hién
tai va tuong lai; Gitip DN quang bd san pham, thuong hiéu mot cach nhanh chong, dé dang va it

chi phi nhat; La céng cu hd trg DN quan ly tip trung ngudn tai nguyén cua minh, quan 1y nhan
vién hiéu qua.

Poi véi nha quén li: Cung cip nhiéu cong cu hd tro dic lue; Nhanh chong théng ke, phan tich,
danh gia tinh hinh kinh doanh ctia DN tir d6 phat hién nhitng kho khan, rui ro tieém an dé kip thoi
dua ra duge nhiing giai phap thich hgp; Cho phép danh gia dugc tinh hinh va hi¢u qua lam viéc
cua tung nhan vién cap dudi.

Déi véoi nhan vién: Quan ly hiéu qua thoi gian va cong viéc; Nim r3 thong tin timg khéach hang,

Dua ra phuong thirc hd tro khdach hang nhanh chéng va hop 1y; Tao duoc uy tin ddi voi khach
hang, giit chan khach hang lau hon. Ting doanh thu va thu nhap. Su vimg chic vé cong viée.

Ciu 2: Nhitng thay d6i ¢ khia canh tdm 1y khach hang ngay nay la gi? Cho vi du? (2.5 diém)

* Tinh cdc nhin ngay cang tang

= Quy trong thoi gian

= Y thirc vé gia tri va chit lugng

» Biét sir dung céc thiét bi CN

* Long trung thanh giam dén

= Nhu ciu tién lgi ngay cang ting

* Ting cudng str dung cac phuong tién truyén thong xa hoi

Ciu 3: (2.5 diém)
* S khach hang tham gia tai diém hoa vén:
200,000,000: 2,000,000=200 khach hang
* Tilé khich hang tham gia tai diém hoa vén
(200:5000)* 100%=4%
= KL: Khi ti 1¢ khdch hang tham gia dat 4% thi doanh nghiép hoa vén

Cau 4: (2.5 diém)

* S6 lan trung binh mdi khach hang dén siéu thi mua trong mét thang:
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(15%20%) + (10*30%) + (7*50%) = 9.5 (lan)
* Thoi gian trung binh giita cac lan mua cta khach hang:
30:9.5 =3 (ngay)
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