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TRUONG DAl HOC VAN LANG
PON VI:

DE THI VA PAP AN
THI KET THUC HQC PHAN
Hoc ky 1, nam hoc 2023-2024

I. Thong tin chung

Tén hoc phan: | Quan tri quan hé chudi cung tng

M4 hoc phan: | 231_DC0O0011 02 Sé tin chi:
03
M3a nhém 16p hoc phan:
Hinh thic thi: Tric nghiém két hop Tw luan Thoi gian 1am bai: | 75 | phut
Thi sinh dwec tham khdo tai li¢u: Co [] Khéng

1. Format dé thi

- Font: Times New Roman

- Size: 13

- Tén cac phuong an lya chon: in hoa, in dam

- Khdng st dung nhay chit/sb tu dong (numbering)

- Méc dinh phuong an ding lu6n luon 1a Phuong an A ghi ANSWER: A

- Tong s6 cau hoi thi:

- Quy udc dit tén file dé thi:

+ M4 hoc phan_Tén hoc phan_Ma nhém hoc phan_ TNTL_De 1

+ M hoc phan_Tén hoc phan_M4& nhém hoc phan TNTL De 1 Ma dé (Néu si# dung
nhiéu ma dé cho 1 lan thi).

2. Giao nhan aé thi

Sau khi kiém duyét dé thi, dap an/rubric. Trweéng Khoa/B$ mén guri dé thi, dap an/rubric
vé Trung tam Khao thi qua email: khaothivanlang@gmail.com bao gém file word va file pdf
(nén lgi va dat mgt khdu file nén) va nhan tin + ho tén nguoi gui qua sé dién thoai
0918.01.03.09 (Phan Nhat Linh).
- Khuyén khich Giang vién bién soan va nop dé thi, dap an bang File Hot Potatoes. Trung
tam Khao thi giri kém File cai dit va File hudng dan sir dung dé hd tro Quy Thay C6.
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I1. Cac yéu cau cia dé thi nhim dap &ng CLO

(Phan nay phdi phdi hop véi thdng tin tir dé ciong chi tiét cia hoc phan)
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, ] Lay dir
Ky Hinh Trong so CLO Céu biém ligu do
hi¢u No6i dung CLO thac trong thanh phan | héi thi S0 lwong
CLO danh gia danh gia (%) i} toida | mirc dat
PLO/PI
1) 2) (©) (4) ©) (6) @)
Trang bi cho nguoi
hoc nhing  kicn 1,2, 3,
thiec co ban vé Tréc 456
CLO1 |quan hé doanh o 20 e 2
R « | nghiém 7,8,9,
nghiép vai cac nha 1
cung cap va khach
hang.
Cac budc thiet lap ,
quan hé doi tac Trac ,
cung tng va khach nghiém: | Trac
hang, nhitng yéu to 2 11,12, | nghiém:
anh hudéng cling Tr.aAC 13, 14, 1.5
CLO2 nhu céc van dé lién nghlefn, 30 15 Tu
N ez L, tu luan N
quan vé danh gia Tu luan:
hoat dong quan tri luan: 1.5
quan hé chuoi cung cau 1
ung.
CLO3 Trac ,
nghiém: | Trac
Vai tro, ttng dung Tréc 16, 17, | nghiém:
cua cong nghé 18, 19, 1.5
A nghiém, 30
trong thiét 1ap quan R 20 Tu
N x- . tu luan N
hé chuoi cung tng. Tu luan:
luan: 1.5
cau 2
CLO4 | Trang bi cho nguoi
hoc k¥ nang phoi ,
Y . Tu
hop cac kien thac o L
) e oo Tu luan 20 luan: 2
ly thuyét vao thuc R
X ao N cau 3
te quan tri quan h¢
chuoi cung ting

Cha thich céac cot:

(1) Chi liét ké cic CLO duwoc danh gid béi dé thi két thic hoc phan (twong g nhw dd mé ta trong
dé cuong chi tiét hoc phan). Luru y khong dwa vao bang nay cac CLO khong dung bai thi két thiic hoc
phan dé ddanh gid (c6 mot s6 CLO duwoc bé tri danh gia bang bai kiém tra giira ky, danh gid qua dw
dn, do an trong qua trinh hoc hay cac hinh thirc danh gia qua trinh khac chir khdng bo tri danh gid
bang bai thi két thic hoc phan). Triong hop mét sé CLO vira diegc bé tri danh gia qud trinh hay giira
Ky Vira diroc bé tri danh gid két thic hoc phan thi van diwea vao cét (1)

(2) Néu ngi dung cua CLO tuwong ung.

(3) Hinh thirc kiém tra danh gid cé thé 1a: trac nghiém, tue lugn, du dn, dé an, vén dép, thuc hanh
phu hop voi ngi dung cua CLO

trén may tinh, thec hanh phong thi nghiém, béo céo, thuyér trink, ...,

va md ta trong dé cwong chi tiét hoc phan.
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(4) Trong sé mize dé quan trong cua ting CLO trong dé thi két thic hoc phan do gidng vién ra dé
thi quy dinh (mang tinh tuong doi) trén co sé Mike dg quan trong cua tung CLO. Ddy la co so dé
phan phdi ty 1é % sé diém toi da cho cdc ciu hoi thi dung dé danh gid cdc CLO twong ng, bao dam
CLO quan trong hon thi dwoc danh gid véi diém sé toi da Ién hon. Cét (4) dimg dé hé tro cho cét
(6).

(5) Liét ké cac cau hai thi sé (cau hdi so ... hodc tir cAu héi so... d@én cau hdi sé...) ding dé kiem
tra nguoi hoc dat cac CLO twong ung.

(6) Ghi diém so téi da cho moi cau héi hogc phan thi.

(7) Trong trwong hop day la hoc phan cét 18i - st dung két qud ddanh gid CLO cuia hang tuong vmg
trong bang dé do hrong ddanh gid mirc do ngueoi hoc dat dwoc PLO/PI - can li¢t ké ky hi¢u PLO/PI ¢4
lién quan vao hang twong ung. Trong dé cuong chi tiét hoc phan ciing can md ta ré CLO twong 1ng
cua hoc phan nay sé dwoc sir dung 1am di lidu dé do heong danh gia cic PLO/PI. Trirong hop hoc
phan khéng ¢ CLO nao phuc vy Viéc do luong danh gic mirc dat PLO/PI thi dé trong cot nay.

I11. N§i dung cau héi thi
Vi du:
PHAN TRAC NGHIEM (20 cau, 0.2diém/cau 1-10; 0.3diém/cau 11-20)

Cau 1: Y&u cau déi véi hoat ddng CRM c6 thé bao gom:
A. Tét ca déu ding
B. Pam phan dé khach hang dong y sir dung san pham va dich vu
C. Xac dinh va giam thiéu céc bién dong vé nguon luc san xuat/cung (ng dich vy
D. Xay dung va thuc thi nhitng chuong trinh két ndi khach hang
ANSWER: A

CAu 2: Muc tiéu caa hoat déng SRM bao gom:
A. Tét ca cac dap an déu dung
B. Phét trién va ting cudng mdi quan hé véi nha cung cap
C. Giam thiéu rai ro nha cung cap
D. Téi wu hoa chudi gia tri
ANSWER: A

Cau 3: Khach hang hién dai khong c6 diic diém nao?
A. Khong c6 dép an dung
B. Kha nang ty dinh hudng
C. Kén chon, khé tinh
D. Ludn két noi
ANSWER: A

Cau 4: Phat biéu sau day ding hay sai: “Khach hang khong tra tién cho dich vu, he
mua trai nghiém”

A. Plng

B. Sai

ANSWER: A

Cau 5: Trong cac buwéc cung cap gia tri cho khach hang, bwéc chia sé/cong bo gia tri
can luu y diéu gi?

A. Phai chia sé mang tinh hai chiéu

B. Phai xac dinh duoc bién loi nhuan cua tirng kénh phan phdi
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C. Huong téi giam chi phi cho khach hang
D. Khong c6 dap an dung
ANSWER: A

Cau 6: C6 bao nhiéu quy trinh chi tiét trong hoat dogng CRM?
A. 5
B. 3
C.6
D. Khong c6 dap an dung
ANSWER: A

Cau 7: Quy trinh xac dinh ti¢u chi danh gia va phan loai khach hang c6 thé bao gom
cac tiéu chi:

A. Kha ning tao loi nhuan, téc d6 tang trudng, hanh vi mua sam, kénh ban hang

B. Kha ning tao loi nhuan, téc do tang truéng, chi phi thu mua, kénh ban hang

C. Kha ning tao lgi nhuan, téc d6 tang truong, hanh vi mua sam, thai d6 hop tac

D. Khong c6 dép dung

ANSWER: A

Cau 8: Pé trién khai CRM thanh cdng, doanh nghiép can thiét ké cac touch-points
(diém tiép xuc) véi khach hang. Phat biéu nao sau dy 1a ding?

A. Tang co hoi lya chon cho khéach hang, tao cam giac lam chu cho ho.

B. Cac touch-points chi can luu y dé lai an tuong tich cuc cho khach hang, khéng nhat

thiét phai han ché cac yéu té tiéu cuc khac

C. Chi nén gan trai nghiém khach hang véi nhitng hoat dong méi la.

D. Khong c6 dap an dung

ANSWER: A

Cau 9: Pdi véi hoat dgng CRM danh cho khach hang doanh nghiép, phat biéu sau day
1a dung?
A. Trai nghiém cuaa khach hang B2B phuc tap hon B2C, doi hoi doanh nghiép phai
cham soc ky hon, twong tac lién tuc va phai quan ly chat ché.
B. Viéc xay dung méi quan hé véi khach hang doanh nghiép dé dang va don gian hon
so véi khach hang ca nhan vi sé luong it hon
C. Déi vai khach hang B2B, doanh nghiép chi can luu ¥ dén ca nhan nguoi ra quyét
dinh thuoc t6 chuc cua khach hang.
D. Tat ca cac dap 4n déu dung
ANSWER: A

Cau 10: Phat biéu sau ddy vé SRM la diing hay sai: “Quan ly quan hé nha cung cip la
thiet 1ap hai chieu, ho trge moi quan hé co lgi gitra mot to chirc va cac nha cung cap caa
no”.

A. Plng

B. Sai

ANSWER: A

Cau 11: Hoat dong mua hang (purchasing) khong c6 dic diém nao sau diy:
A. Mang tinh chién thuat
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B. Mang tinh giao dich

C. Tap trung vao gia ca, chi phi thip nhit trén mot don vi
D. Khong c6 dap an dung

ANSWER: A

Cau 12: Trong Quan ly quan hé nha cung cip hién dai, mdi quan hé giita nha cung cip
va nguwoi mua nén hwéng toi la:

A. Quan hé d6i tac kién tao gia tri

B. Canh tranh vé gia

C. Déi tac kién tao gia tri nhung canh tranh vé gia

D. Khong c6 dap an dung

ANSWER: A

Cau 13: Phat biéu nao sau day la sai khi xét xu hwéng phat trién cia hoat déng SRM
hién nay?

A. Quyén lyc dam phan dang c6 xu hudng chuyén dan vé nha san xuat

B. Tich hop céc nha cung &ng noi dia thanh chudi cung tng qudc gia

C. Su Ién ngdi cua cac nha ban 1é quyén luc 16n

D. Khong co6 dap an ding

ANSWER: A

Cau 14: Pé virot qua dwoc nhirng thach thirc khi trién khai SRM, doanh nghiép cin
lwu ¥ van dé nao sau day:

A. Luya chon ddi tac phu hop

B. Tép trung vao cac dbi twong bén ngoai doanh nghiép

C. Thiét Iap mdi quan hé ap dat vai cac nha cung cap

D. Tat ca cac dap an déu ding

ANSWER: A

Cau 15: Sw thiéu hop tac trong chudi cung wng sé gay nén hé qua nao sau day?
A. Toan bo cac dap an dung
B. Tang su bién dong trong chudi va giam thiang du toan chudi
C. M do phuc vu khach hang giam
D. Loi nhuan giam
ANSWER: A

Cau 16: Higu ung roi chian bo dwec hiéu la
A. Muc do bién thién trong nhu cau dugc phong dai khi di nguoc chudi cung tng
B. Nhu Cau Cta nguoi tiéu dung bang s6 luong hang duoc san Xuat ra
C. Nhu cau cua ngudi tiéu dung rat 16n so vai sé luong hang duoc san xuit ra
D. Khong c6 dép an dung.
ANSWER: A

Cau 17: Phéat biéu sau diy ding hay sai: “Cac giai phap cong nghé méi co thé bién doi
t6 chic - nhung chi khi cac nha diéu hanh chuin bi ding cach cho t6 chic ciia he”

A. Plng

B. Sai

ANSWER: A
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Cau 18: C4c loai dién toan dam may bao géom?
A. laaS, PaaS, SaaS
B. AaaS, CaaS, SaaS
C. laaS, Paas, CaaS
D. Khong c6 dap an dung
ANSWER: A

Cau 19: Phéat biéu nao sau day vé Dir liéu I6n 1a ding?

A. Dit liéu quéa nhiéu c6 thé lan &t kha ning cua doanh nghiép 1am doanh nghiép khéng
bat kip sy thay doi cta ludng dix liéu va thu duoc thdng tin chi tiét co gia tri.

B. Trong hai thap ky vira qua, phan tich dix liéu trong chudi cung tmg di chuyén qua
bén cip d6 khac nhau.

C. Ung dung chinh caa phan tich dit liéu 16n trong chudi cung tng bao gom du béo va
mo phong chudi cung ting

D. Khong c6 dép an ding

ANSWER: A

Cau 20: Ung dung cia Blockchain trong chudi cung wng bao goém
A. Tét ca cac dap an déu ding
B. HJ tro chia sé thdng tin trong hoat dong thiét ké
C. Quan ly danh tinh céc thanh vién trong chudi cung trng
D. Giam sat chudi cung ung
ANSWER: A

PHAN TU LUAN (5 diém)

Cau héi 1: (3 diém) (
Hay trinh bay cac xu hwong phat trien méi cia hoat dong SRM hién nay?

Cau héi 2: (2 diém)
Hay mo ta rao can van hanh va rao can do gié trong viéc thiét 1ap sw hep tac trong
chudi cung &ng. Mo ta don bay quan ly twong ng dé viret qua 02 rao can nay.

PAP AN PHAN TU LUAN VA THANG PIEM

Phan cau héi | N@i dung dap an Thang diém | Ghi ch(
l. Tric nghiém 5.0

Caul1-10 2.0

Cau 11 — 20 3.0

1. Tu luan 5.0

Cau 1 | 3
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Noi dung a

Quyén lyc chuyén tir nha san xuat
sang nha ban I¢ (0.25 diém)

Tich hop c&c nha cung ung 16n nho
ttr dia phuong, noi dia thanh chudi
cung &tng qudc gia (0.25 diém)

Sy 1én ngdi cua nhirng nha ban l¢
quyen luc 16n (0.25 dieém)

Tt quan niém san xuat-dén-tiéu thu
sang cam-nhan-va-phan-hoi (0.25
diem)

Noi dung b

M0 ta cu thé moi xu hudng duoc
0.5 diém (4 xu hudng)

Céau 2

Noi dung a

Xay ra khi cac hanh vi trong
qua trinh dat va thyc thi don
hang dan dén ting sw bién
dong trong chudi cung wng.
(0.5 diém)
bat hang vai kich
thuéc 16 16n (dé co
chiét khau tét va chi
phi thap hon)
Thoi gian bo sung
hang hda kéo dai
Vén dé trong phan phdi
hang ban ra va sy thiéu
hut (hién tuong phod
bién trong nganh hang
dién tir véi nhu cau Ién
xuéng lién tyc)
Xay ra khi chinh sach gia ca
cua hang hoéa dan dén su bién
dong trong s6 luong don
hang dit ra (0.5 diém)
Chinh sach chiét khau
theo luong mua (gia
si).
Bién dong gia (do
khuyén mai, giam gia
ngan han dan dén mua
trudc)
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Noi dung b

P4i véi rao can van hanh: (0.5 diém

O Giam thai gian chu trinh
cung wng (&rng dung EDI,
cac giai phap cross-docking)

O Giam kich thwéc 16 hang:

» Shared truck deliveries
va milk run dé giam
kich thudc 16 nhung
van dam bao full truck
load (Seven Eleven,
P&G...).

* DPaiu tu cho cac cong
nghé nhu CAO, EDI,
RFID, barcode. .. dé
giam thiéu chi phi nhap
hang.

O Phan phdi hang hoa trong giai
doan thiéu hang dwa trén
nhu cau khach hang trong
qua khur.

Déi véi rao can do gia (0.5 diém)
Cac nha san xuét co thé dua
ra chinh séch gia nham
khuyén khich cac nha phan
phdi hozc ban Ié giam kich
thwoc 10 mua va giam tinh
trang mua truéc.

» Thay vi giam gia theo
kich thudc 16 mua,
giam gia theo lwgng
hang mua trong mot
khoang thoi gian nhat
dinh.

+ On dinh gia (Chuong
trinh EDLP cua cac
nha ban Ié nudc ngoai
nhu Walmart, Coles,
Woolworth).

Piém tong

10.0
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TP. Ho Chi Minh, ngay 22 thang 11 ndm 2023 ‘
Nguwoi duyét de Giang vién ra de

Th.S Nguyén Viét Tinh

Th.S Nguyén Viét Tinh
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