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PON VI: KHOA THUONG MALI

PE THI/PE BAI, RUBRIC VA THANG DPIEM

I. Thong tin chung

THI KET THUC HQC PHAN
Hoc ky 1, nam hoc 2023-2024

BM-006

Tén hoc phan:

Phéan tich khach hang

M4 hoc phan:

71BUSI140243

Sé tin chi:

M4& nhém 16p hoc phan:

231 _71BUSI40243 01

Hinh thic thi: Bao cao (co thuyét trinh)

Thaot gian lam bai:

14

ngay

[] C4 nhan

Nhom

Quy cach dat tén file

phan_Tén nhom

Ma hoc phdan_Tén hec phan_Ma nhém hec

I1. Cac yéu cau caa dé thi nham dap wng CLO

J Léy dir
Ky | Treng o CLO | oy e | ligu do
higu Ngi dung CLO Hinh thirc | trongthanh | Z o | e
- praung dinh gia | phdn danh gia | ., s | .. g
CLO g o 812 | thisé | téi da | mie dat
(%) PLO/PI
1) (2) , 3) (4) 6 | (6) (1)
Giai thich duoc cac kién
thirc lién quan dén Khai
niém phan tich khach
hang, hanh vi khéach Béo cao (co A
CELOL | ang. xdc dinhnhu cau | thuyét trinh) 20% Cau2| 210 | ELO3(S)
cua khach hang, do
luong su hai long cua
khéch hang
Van dung céc kién thirc
da hoc dé xay dung quy
trinh mua hang, xac dinh
diém cham dé gia tang Bao cao (co N ELO4
CELO2 kha ning mua hang cua | thuyét trinh) 30% Cauz ) 310 (H)
khach hang va duy tri
long trung thanh cua
khach hang
Van dung kien thirc da
hoc va co thé ap dung Bao cao (co A ELO4
CELOS thuc tién trong cong viéc | thuyét trinh) 10% Caus ) 1710 (H)
bén I¢
Van dung k¥ nang xu ly PSR
CELOA4 | dit liéu va phan tich dix | B30 620 (€0 10% cau1| 1/10 | ELO30
ligu nham phan tich cac | MUYt trinn) )
C P
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y LAy dir
Ky | Trengso CLO | oy | g |iez do
higu N@i dung CLO Hinh thic | trong thanh | | Pog ™ | juan
: 1 aung danh gis | phdn danh gid | o | s y
CLO gla 1 p opy B | thisd | téida | mirc dat
(%) PLO/PI
dic diém trong hanh vi
mua cua khach hang
Lam viéc doc lap va lam
viéc nhom hiéu qua; to
chtrc cdng viéc tét; giao
tiép voi nguoi khac mot
cach hiéu qua (bang
ngén ngt, ctr chi, dién Bao céo (co Céu ELO5,6
CELOS | th0ai, van ban,...): thuyét trinh) 10% 123 | V10| g
thuyét trinh va noi trugc
dam dong mot cach tu
tin; van dung tot kha
nang tu duy phan bién va
nhan xét
Trung thuc, kién tri,
trach nhiém trong hoc Bao cao (co Cau ELO 9,10
CELOS tap, cong viéc. Va kha thuyét trinh) 10% 1,2,3 1/10 (S)
nang hoc tap suét doi
Tuan thu quy dinh caa
phap luat, cia doanh Bao céo (co Céu ELO 9,10
CELOY nghiép, to chirc. Vatinh | thuyét trinh) 10% 1,2,3 1/10 (S)
than hop tac

I11. N§i dung dé bai

1. Pébai

Gian lan la hanh vi khdng trung thuc, sao chép stir dung bai lam cua nguoi khac dudi moi hinh
thuc. Sinh vién vi pham quy dinh vé gian lan s€ bi xtr 1y theo quy trinh diéu tra.

Céc hanh vi gian 1an bao gom sao chép thdng tin tir ngudn khac ma khéng trich din ngudn
g6, Nop bai 1am chung nhu thanh qua ca nhan, sao chép bai lam cua cac sinh vién khac hozc
mua bai 1am cua nguoi khac dé tu cho 1a minh di hoan thanh cong viéc. Hinh phat s& dugc
&p dung ddi véi nhitng sinh vién bj phat hién gian lan theo quy dinh cua Truong Pai hoc Vin
Lang.

Tat ca céc tai liéu sao chép hoac trich dan tir bat ky ngudn nao, chang han nhu Internet hay
sach, phai dugc trich dan va kém theo thong tin day du vé nguon tai liéu tham khao theo chuan
APA.

Bai lam s& duoc kiém tra bang phan mém phat hién gian 1an. Bat ky hanh dong gian lan dudi
moi hinh thirc déu sé bi xem 1 vi pham quy dinh thi ci.
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Dit van dé:

San pham than thién v&i mdi truong dang tré thanh mét trong nhirng mét hang duoc ua
chudng trén toan cau (Baue va Dunstan, 2001). Tai Viét Nam, ngay cang nhiéu ngudi tiéu
dung wu tién str dung "san pham than thién véi moi truong,™ véi mong mUOn bao vé suc khoe
cho ban than va gia dinh, dong thoi dong gop vao viéc duy tri c4c ngudn tai nguyén va bao
vé moi trudng cho thé hé sau. San pham than thién véi méi truong dinh nghia 1a nhitng san
pham duoc thiét ké, san xuat voi muc tiéu giam thiéu tac dong tiéu cuc dén moi trudng
(Hockerts, 2015; Charter va Tischner, 2001). Vi du nhu: ong hdt co bang, ng hit tinh bot,
thi giay...

Hay tudng tuong ban 12 mot nha phan tich chién luoc kinh doanh cho mét cong ty dang ban
san pham than thién véi méi treong. Hay phan tich khach hang va cai thién chién luoc kinh
doanh ban hang cho san pham ma nhém chon.

Cau héi: Str dung phuong phap nghién ctru phii hop (khao sét; hoac phong van...) dé phan
tich khach hang caa san pham nhém chon va tra loi cac cau hoi sau:

Cau 1 (2 diém): Phan tich chan dung khéach hang hién tai la ai? (Xem thém Slide bai giang
Chuong 4)

- Neéu rd linh vuc va san phém kinh doanh nhém chon;

- Xac dinh chan dung khéch hang hién tai (nhan khau hoc, dia ly, hanh vi, tam ly hoc).

Cau 2 (6 diém): Dya trén sé liéu da thu thap xay dung 16 trinh khach hang (Xem thém Slide
bai giang Chuong 6):

- Cac giai doan va budc mua hang cua khach hang;

- Xac dinh cac diém cham theo timg giai doan;

- Xac dinh cac thac mac cua khach hang & timg giai doan;

- Tim kiém nhitng ndi dau cua khach hang;

- Xac dinh va phan tich thong sé do ludng (d6 hai long, thai d6 cua khach hang....) cho

tung giai doan.

Cau 3 (2 diém): Tir cac phan tich trén, dé xuat cai thién kinh doanh ban hang ma nhém da
chon.
Tai ligu tham khao

Charter, M., va Tischner, U. (2001). Sustainable solutions by product life-cycle
management. International Journal of Sustainable Development & World Ecology, 8(3),
215-225.

Hockerts, K. (2015). Eco-Labels and Eco-Logos: The Global Market for Environmentally
Friendly Products. Greenleaf Publishing.

Baue, W., & Dunstan, J. (2001). Green consumerism. Polity.

2. Hwéng din thé thire trinh bay dé bai
e Day la bai bao cao nhém.
binh dang: PDF;
Font chit: Times New Roman; Size: 13;
Khoang cach dong: 1.0 (Single); Can bang 2 18 (Justify);
Hinh thac nop: Tat ca thanh vién nhém Nop ban mém (soft copy) Bai Bao Cao
trén CTE cua VLU,
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e CAu triic bai b4o cdo can bao gém cac ndi dung:

Tiéu dé

Néi dung yéu ciu

Bia (cO Logo Vin Lang)

Logo, tén truong, tén dé tai, tén nhdm, tén 16p hoc, tén giang vién
hudng dan.

Thong tin nhém

Tén thanh vién, M4 s sinh vién, Piém déng gop — Tu danh gia

Tom tat

Muc luc

Chuong 1. Téng quan vé
doanh nghiép

1.1 Linh vyc hoat dong
1.2 San pham kinh doanh

Chuong 2. Phuong phap
nghién cuu

T6m tit muc tiéu va phuong phap nghién cttu nhdm chon (Pinh
luong hay Binh tinh; Khao sat hay Phong van...)

Chuong 3. Phén tich
chan dung khach hang

Dua trén s6 liéu nhém thu thap duoc, vé chan dung khach hang
hién tai caa doanh nghiép

Chuong 4. Xay dung
hanh trinh khach hang

Dua trén s liéu da thu thap xay dung 16 trinh khach hang va xac
dinh:

- Cac giai doan va budc mua hang cua khach hang;
Xac dinh cac diém cham theo ting giai doan;
Xac dinh cac thiac mac cua khach hang & tig giai doan;
Tim kiém nhitng ndi dau cta khach hang;
Xac dinh va phan tich thong sé do luong cho timg giai doan.

Chuong 5. Bé xuat cai
thién

Ttr chan dung va hanh trinh khach hang, dé xuat cai thién cho viéc
kinh doanh

Chuong 6. Két luan

Tai liéu tham khao

Danh muc tai liéu tham khao theo chuén trich dan APA

Phu luc

3. Rubric va thang diém

Rubric Bao cao

Trong

Tiéu chi 56 (%)

Kha Trung binh
Tw6-duwéi | Tird - dudi 6
8 diem diém

Yéu
Duwoi 4 diem

Tét ]
Tir 8 - 10 diém

Noi dung 20%

Kha day du, con
Phong phtthon | Pay datheo | thiéu motsé noi | Thiéu nhiéu noi

yéu cau y&u cau dung quan dung quan trong
trong
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£ Khéa Trung binh £
Tieuchi | o9 ot | Tuw6-duéi | Tird- dwei6 reu
5o (%) Tir 8 - 10 diem . . Duwoi 4 diem
8 diém diém
. s Ifha Cihmrj. Tuong d6i chinh
Chinh xac va Xac, cac noi DU .z . .
s o A Xac, cac noi Thicu chinh xac,
cac noi dung yéu | dung yéu cau A A TSR A
chu déu thé hien | kha lien ks | dungyeucau | thiculién ketve
30% A A A o A tuong doi lién mat noi dung,
tinh lién ket chat | chat ché ve Lo X A SN
A e oy as ket vé mat noi nhiéu sai sot
ché vé mat noi | mat noi dung, X X
N dung, con mot quan trong
dung con vai sai 2
s S0 sai sot
sot nho
Bao cao dugc xay Cac yeu to Az
- quan trong | C&c yéu to quan
dung theo hinh A , .
NIV cua mot bao trong cua mot
thuc béao céo R i
) A cao tiéu béo cao tiéu
assignment tiéu S 22X pia
S chuan deéu chuan deu hién LA X
chuan (vidy: tom | .. " .. - . Cé&c yeu to quan
2 X LA hién dién, tuy | dién, tuy nhién , A
tat, phan tong A o . X o trong caa mot
A nhién con vai | chdng van con NP
quan giai thiéu, XL in A béo cao tiéu
C L cac phuong phap cho phi tl‘eu du:c_)’_c xay du\’ng chuan khéng
Cau truc R X chuan. Trinh | dudi dang hinh X :
N 10% tién hanh, két L , 7 s duoc trinh bay
bai LA s tucacy thac phi tiéu s .
qua, phan tich va ) 2 ‘s hoac trinh bay
PO A tudng duoc | chuan. Ngoai ra, : a
ket luan). Phan N D¢ R . khong dat yéu
PN R trinh bay d6i | trinhtgcacy A XS .
tom tat duoc trinh x 7 \ cau (vé hinh thuc
A e 1a cho sai sot tuong dugc NS
bay dau tién lam X N N va trinh ty).
e x | nhung nhin trinh bay do1
cho nguoi doc de N X a A .
X - chung khong | cho con gay kho
dang theo ddi o LR -2 .-
X e, gay kho hiéu | hiu cho nguoi
phan con lai cta <
ba0 C4 cho nguoil doc.
ao cao.
doc.

Céc két qua duoc | Phan tich chi | Phan tich chi tiét | Phan tich qua so
phan tich mot tiet da dé ho du dé ho tro sai va khong day
cach can than, tro 1}gu’(‘7i hoc | nguoi hoc hiéu | du dan dén ngu:(‘)ri

khoa hoc va hiéu cd str nhung ching doc khong thé
khach quan. Cac dung céc khong dugc lam | danh gia duoc
Nang luc 20% phan giai thich cong thuec, noi bat thong gia tri cua cac
phén tich dugc tao ra thong | mé hinh hay qua Vviéc str phan giai thich
qua viéc str dung | cac ly thuyet, [ dung céac cong cac ket qua.
cac cong thirc, md | nhung con vai | thirc, md hinh
hinh hay cho chua phu hay céac ly
cac ly thuyet phu hop. thuyet phu hop
hop
Su d}l ng Str dung ngbn | Str dung ngén
ngén , - oY T , o
Ny Str dung ngén ngt chinh ngtr de hicu Str dung ngbn
ngu: cach A DX T X L %
dina tir 10% ngtr chlnh Xac, dé xac,~dé hiéu, nhung C(‘)p loi ngtr chua ch}'nh
g, hiéu c6 15i chinh | chinhta, 18i dat |  xéc, khé hiéu
va cau b IX e e N ~
. A ta, 101 dat cau cau
trdc cau
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Kha

Trung binh

. .| Trong Tot . .. . iy Yéu
Tieucht | o 96) | Tirs-10aim | 10 o-dudl | Twd-dudi6 | p 6 g Gigm
8 diem diém
khong dang
ké
Tinh truc 0 Trinh bay rd rang, T[mh by kha T;r}n}f b\a y Wong | 0 bay khéng
10% rd rang, sach | doi ro rang, sach | . .
quan sach dep dep dep ro rang, sach dep
Rubric Thuyét trinh
Tisuchi | Treng Tot Tir 6Ifhdau6’i 8 Trung binh Yéu
s0 (%) | Twr8-10 diem diém Twr 4 — dudi 6 diem Dudi 4 diem
, Ao 10 Kha dﬁy du, con - £ AL A
y y dung quan trong 94 ong
Chinh xac, va | Kha chinh xac, T, .
. Tuwong doi chinh xac, Ty .
n khoa hoc, khoa hoc, cac X . | Thiéu chinh xac,
Noi dung L n . va khoa hoc, cac noi !
cacnoidung | noidung yéu dUNd VAU CAu tron khoa hoc, thicu
20% | yéu ciu déu thé | cAu kha lign két | Cri9 YOU CAUTIONE | e 1 & V& mat
NI e A doi lién két vée mat : A
hlen tinh Ilen‘ chat ché vé mat n6i duna. con mat sé | N9 dung, nhiéu
két chat ché vé | noi dung, con ¥ géi 6t sai sot quan trong
mat noi dung vai sai sot nho
Cau trac 10% Cau tric bai va | Cau truc bai va | Cau trdc bai vaslide | Cau trdc bai va
bai slide rat hop ly | slide khd hop ly | twong d6i hop ly slide chua hop ly
Tinh truc 10% Rat tryc quan Kha tryc quan | Twong doi tryc quan [t/Khong truc
guan ° va tham my va tham my va tham my quan va tham my
Trinh bay rd N \ A
Dan dat van dé rang nhung Kho theo d6i nhung T:lnrgﬁaynk?g;g
valap luan 16i | chua 16i cudn, | van co thé hidu dugc | 1O Tan& NSUOl
K% ni & thuvét 14D luan khi A o d nghe khong thé
¥ ndng 0 cuon, thuye ap luan kha cac ndi dung quan 7 s
R . 20% A . . hiéu dugc cac noi
trinh bay phuc. Tuong thuyét phuc. trong. C6 tuong tac duna quan tron
tac tot voi Tuong tac voi V&1 nguoi nghe 94 ong.
i i . X Khong tuong tac
ngudi nghe nguoi nghe kha nhung chua tot - i
1t véi nguoi nghe.
Lam cha thoi | ,10an thanh Qué gio, thinh
. N dung thoi gian, \ A L LA
Quan Iy gian va hoan thinh thoang c6 thoang co diéu chinh | Qua gio, khong
Yanly 1 109% | toanlinhhoat | 9, theo tinh huéng diéu chinh theo
thoi gian A linh hoat dieu Ao N J
dieu chinh theo . N nhung khong linh tinh huong
N J chinh theo tinh
tinh huong z hoat
huong
Tra 161 dung da )
CAc cau hoi sO cau hoi, néu | Tra loi dang mét so
L A s duoc dinh cau hoi, chua néu Khoéng tra loi
Tra loi déu duoc tra loi , | . . N X
A b 10% N e ox s huéng phu hop | dugc dinh huong phu | dugc da so cau
cau hoi day du, ro rang o A o~ A :
L en s véi nhitng cau hop voi nhitng cau hoi
va thoa dang N A
chua tra loi chua tra loi duoc
duoc
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x Kha . .
. .| Trong Tot \ . Trung binh Yeéu
Tieuchl | o5 (%) | Tirs-10diém | 17 GG;é(rinlrm | Twd—duoi6diém | Duoi4 diém
, e ucar® | Nnom s pr , 7
Su phoi T x hop khi thuyét Nhom it phoi hop | Khong thé hién su
chia sé va ho R N . PO X A
hop trong 10% trinh va tra loi khi thuyét trinh va ket noi trong
. tro nhau trong 2 1t Al A .
nhém : SO nhung chua tra 1oi cau hoi nhém
khi thuyét trinh \ o
dong bo

va tra loi

NGUOI DUYET PE

A

L L
~

s

TS. Hoang Chi Cuwong

GIANG VIEN RA DE

ot

ThS. Nguyén Vii Phuwong Thily
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