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TRUONG DAI HOC VAN LANG
PON VI: KHOA DU LICH

PE THI/PE BAIL, RUBRIC VA THANG PIEM
THI KET THUC HQC PHAN
Hoc ky 3, nam hoc 2023-2024

I. Thong tin chung

Tén hoc phan: | Quén tri chat lugng dich vu (E)

M3 hoc phén: | 72HOSP40073 S6 tin chi: | 3

M3 nhém 16p hoc phan: | 233 72HOSP40073 01

2 14
Hinh thuce thi: Tiéu luan Thoi gian lam bai: .
ngay
[] Ca nhan Nhoém
Quy cdch dat tén file 233 Quan tri chat luong dich vu_Ten

Nhom_Tieu Luan

1. Format dé thi
- Font: Times New Roman
- Size: 13
- Quy udc dit tén file dé thi/dé bai:
+ M3 hoc phan_Tén hoc phan_De Thi

2. Giao nhan dé thi

Sau khi kiém duyét dé thi, dap an/rubric. Truéng Khoa/Bd mon giri dé thi, dap an/rubric
vé Trung tdm Khao thi qua email: khaothivanlang@gmail.com bao goém file word va file pdf
(nén lgi va dit mdt khdu file nén) va nhan tin + ho tén ngudi giri qua sd dién thoai
0918.01.03.09 (Phan Nhét Linh).
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II. Céc yéu ciu ciia dé thi nham dap ing CLO

(Phén ndy phdi phoi hop véi thong tin tiv dé cwong chi tiét ciia hoc phan)

BM-006

acquire abilities in
recognizing the

Lay dir
Ky Hinh Trong s6 CLO Ciu | Piém | li¢u do
hiéu N6i dung CLO thire trong thanh phan | héi s0 lwong
CLO danh gia | danh gia (%) | thisd | toida | mirc dat
PLO/PI
1) 2 3 “4 ) () ()
Critically evaluate
the modern
concepts and
theories of quality
management.
(students should Tiéu luan
acquire nhom
CLO1 | Knowledge of khong 20% Caul | 2diém | PLO3
quality theories thuyét
available, describe trinh
the ‘system view’
that underlines
modern quality
management
thinking)
Appraise the
various evaluation
fra'meworks that Tidu lu an
exist. (stude‘nts nhom
CLO2 | should acquire khéng 20% Cau?2 | 2diém | PLO7
knowledge and be p
able identify the thuyet
advantages of the trinh
‘servqual’
instrument)
Demonstrate the
relationships
between quality Tiéu luan
management and nhom
CLO3 | human resource khong 20% Cau3 | 2diém | PLO9
management. thuyét
(students should trinh
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importance of the
human factor in
implementing
quality systems)

CLO4

Recognize the
role and
significance of
TQM with a
strategic
management
context. (students
should acquire
knowledge and
skills in planning
of quality
management
process)

Tiéu luan
nhom
khong
thuyét
trinh

20%

Cau 4

2 diém

PLO 10

CLOS

Strengthen
discipline,
responsibility,
self-study, and
professional
ethics in order to
establish a long-

Tiéu luan
nhom
khong
thuyét
trinh

20%

Cau 5

2 diém

PLO11
PLO12

life learning
attitude.

Cha thich cac cot:

(1) Chi liét ké cac CLO dwoc danh gid boi dé thi két thiic hoc phan (twong iing nhw da mé
ta trong dé cwong chi tiét hoc phdn). Luu y khong dwa vao bang nay cdc CLO khéng ding
bai thi két thiic hoc phan dé danh gia (c6 mét s6 CLO dwoc bo tri danh gid bang bai kiém tra
gitta ky, danh gid qua dy én, do an trong qud trinh hoc hay cdc hinh thire dénh gid qud trinh
khdc chir khéng bé tri danh gid bang bai thi két thiic hoc phan). Triwong hop mét s6 CLO vira
dwoc bé tri danh gid qud trinh hay giita ky viva dwoc bo tri danh gia két thiic hoc phan thi
van dwa vao cét (1)

(2) Néu noi dung cua CLO tuong ung.

(3) Hinh thirc kiém tra ddnh gid cé thé la: trdc nghiém, tw ludn, dw én, doé dn, van dap,
thuwe hanh trén mdy tinh, thwe hanh phong thi nghiém, bdo cdo, thuyét trinh, ..., phit hop véi
néi dung ciia CLO va mé ta trong dé cwong chi tiét hoc phan.

(4) Trong s6 mirc dg quan trong ciia timg CLO trong dé thi két thiic hoc phan do gidng
vién ra dé thi quy dinh (mang tinh twong doi) trén co s¢é mirc dé quan trong cia tirng CLO.
Pay la co sé dé phan phéi ty 16 % sé diém t6i da cho cdc cdu héi thi ding dé danh gid cdc
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CLO twong trng, bao dam CLO quan trong hon thi dwoc danh gid véi diém sé toi da 1om hon.
Cét (4) ding dé hé tro cho cét (6).

(5) Liét ké cdc cau hoi thi sé (cdu hoi sé ... hodc tir cdu hoi s6... dén cau héi sé...) ding
dé kiém tra nguoi hoc dat cac CLO twong iing.

(6) Ghi diém s6 t6i da cho moi cdu héi hodic phan thi.

(7) Trong truong hop ddy la hoc phan cot 16i - sir dung két qua danh gia CLO cia hang
twong 1ing trong bang dé do lwong ddanh gid mirc do nguwoi hoc dat dwoe PLO/PI - can liét ké
ky hiéu PLO/PI c¢6 lién quan vao hang twong ving. Trong dé cwong chi tiét hoc phan ciing can
mé ta ré CLO twong vmg cia hoc phan ndy sé dwoc sir dung lam dit liéu dé do heong déanh
gid cdc PLO/PIL. Trieong hop hoc phan khéng cé6 CLO nao phuc vu viéc do luong danh gid
mikc dat PLO/PI thi dé trong cot nay.

IIL. Noi dung dé bai

1. Dbé bai

Guest feedback matters to hotels — and all other types of lodging businesses, from B&Bs and
inns to hostels and short-term rentals — because happy guests are more likely to become loyal
guests, whereas unhappy guests are more likely to stay elsewhere.

Students are required to conduct a report to examine:

- The importance of hotel guest feedback.
- Different methods of collecting hotel guest feedback.
- The most effective method according to author’s perspective.

Guidelines
The report must cover all the sections as above with supporting evidence (statistics, figures,
charts, images, etc)

2. Huéng din thé thirc trinh bay dé bai
B4o cdo tiéu luan:

- Trang bia

- Muc luc

- Danh muc hinh anh

- Danh muyc bang biéu

- Noi dung bai

- Tai li¢u tham khao

3. Rubric va thang diém

Weisht Excellent Good Average Fail
Criteria ((yg) From8-10 | From 6—less | From 4 —less under 4
’ points than 8 points than 6 points points
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The content The content The content has
can artiall no relation to
demonstrate deﬁlonstre}l]tes
the academic the lectured the lectured
knowledge 4 knowledge. .
o . knowledge. . The content is
Content 70% which was .. | However, it can :
Furthermore, it out-of-topic.
lectured. X show some
M . provides
Oreover, 1 limited relevant
has relevant
examples from examples.
examples from the industr
the industry Y
The report is The report is The report has The report has
well-structured | structured in an | an ambiguous
. . no structure.
with chapters. | unprofessional structure. .
.. Besides,
Moreover, manner. Additionally,
! . enormous
some mistakes | Furthermore, various (from mistakes (over
Report layout 20% (less than 5 mistakes (from 16 to 25 26 defects)
defects) such | 6 — 15 defects) defects)
. . such as
as spelling, such as mistakes such .
: ! . spelling, font,
font, and size | spelling, font, as spelling, . i
. . . : and size might
might be and size might | font, and size be found
found. be found. might be found. '
Citing from Citing from | Citing from less
reliable some unreliable | than 10 sources
sources (over sources (over (some sources
10 sources) 10 sources) and | are unreliable)
Reference 10% and presenting | presentingina | and presenting | No reference
in a correct correct format | in an incorrect
format (both (both in-text format (lack of
in-text and and reference in-text and/or
reference list) list) reference list)
100%
TP. Ho Chi Minh, ngay ....05. thang ...07.. ndm 2024
Nguoi duyét dé Giang vién ra dé
b~ e
Nguyén Thi Ngoc Linh Lam Minh Nhut
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