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I11. N§i dung cau héi thi
Cau héi 1: (2 diém)

Below are three topics/theories that have been covered in this course:

e The motivational factors for job satisfaction

e Management styles

e Borrowing money from the bank (bank loan)
Choose ONE topic/theory to answer the following questions. You should write approximately
2 sentences for each question.

What is it? Give a brief definition for the chosen topic/theory. (0.5 diém)

. Give an example for the chosen topic/theory. (0.5 diém)

c. What is one advantage of the chosen topic/theory in regard to business success? (0.5
diém)

d. What is one disadvantage of the chosen topic/theory in regard to business success?

(0.5 diém)

o

Cau héi 2: (8 diém)

TASK:

Read the case study below and answer each question using information from the passage
together with your own knowledge of the topic. Answer to each question should be at least
60 words (approximately 4 sentences) or more.

CASE STUDY:

Kiddy Toy is an online retailer selling kid toys on their own website and other e-commerce
platforms such as Lazada and Shopee. They do not have a physical store where customers can
come in to shop or to inquire about their past purchases. All sales and customer support
services are done online. Business is generally good, and complaints are few. However,
average ratings on Lazada and Shopee for Kiddy Toy’s store are quite low compared to other
toy stores — only 3.1 out of 5 stars.

As traffic and sales are mostly from e-commerce platforms, the owner — Nathan - decided to
explore the issue of low rating and potentially boost sales. Upon inspection, Nathan found
that many comments mentioned that it is hard to contact the store and inquire about products
before making a purchase. He also thought that this is an area in which Kidd Toy can improve
to win more customers, but still unsure as to how it can be done effectively online.

Since e-commerce platforms take around 20% profit of each order, Nathan also plans to direct
customers towards Kiddy Toy website for sales. He has hired a professional to create a
beautiful website, but few customers care to visit.

Nathan has approached you — a customer service specialist — for some guidance on these
matters.
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Question 1: (2 diém)

What are some of the benefits and drawbacks of doing business online and not having a
physical store?

Question 2: (2 diém)

Do you think customer support and customer service in general can be done effectively online?
Provide explanation for your answer.

Question 3: (2 diém)

Help Nathan solve the issue of low ratings on e-commerce platforms. You should explain
why you think the issue exists, and a solution for it.

Question 4: (2 diém)
Help Nathan solve the issue of Kiddy Toy’s website not having many viewers and not making

many sales. From a customer service perspective, provide a possible reason that you think
caused this issue, and a solution for it.

PAP AP VA THANG PIEM
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Trwéng bo mon Giang vién ra dé
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