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PHẦN TỰ LUẬN (10 điểm)
Câu 1 (5 điểm): For the following question, consider the information below and answer the questions:
Apple is a popular electronics company that has captivated the eyes of their customers with high-end and high quality products such as the iPhone, iPad, and Macbook. Over the years, their products have been changing in terms of simplifying the devices by removing certain components off the product such as the removal of the 3.5mm headphone jack, and not giving a charger when purchasing a new iPhone. This have caused mixed opinions from their customers.
Answer the following questions:
a) Referring to the dimensions of customer value, analyze the iPhone and the values that this product give to the customer. How does Apple assist their customers when purchasing a new iPhone? (3 điểm)
b) In your opinion, what should Apple do with their products in order to increase customer satisfaction? Explain and give recommendations. (2 điểm)
Đáp án Câu 1: 
a) Refer to the 5 dimensions of customer value, the student must analyze each dimension with the given company. 2 points for 3-4 dimensions, 1 point for 1-2, 3 points for all 5 dimensions.
b) Student opinions so the answer the subjective but the student need to refer the changes from the current situation in order to gain all 2 points.

Câu 2 (5 điểm): For the following question, consider the information below and answer the questions:
Due to the restrictions applied from the government regarding the movement around Ho Chi Minh City, only emergency supplies such as food, electronics and medication are permitted to be transported. Delivery drivers are not permitted to deliver unessential items in order to limit the people’s movement around the city. With this regulations, Shopee and Lazada face a potential crisis of customer service issues regarding a large number of essential customer orders such as cosmetics, entertainment and garment.
Answer the following questions:
a) What should Shopee and Lazada do in order to cope with this situation for their customers and their suppliers? Explain and give specific examples on the type of products (3 điểm)
b) How should Shopee and Lazada change their sourcing strategy during this pandemic? 
(2 điểm)
Đáp án Câu 2: 
a) The student needs to address the problems with the companies during the pandemic and cite all the sourcing decisions that the company need to make in order to gain the best profit. 3 points if the students can deliver all sourcing decisions correctly.
b) Student opinions so the answer is subjective based on the students answer but they must address the problems of the company and show according changes of the sources of suppliers in order to gain all 2 points.
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