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TRUONG DAI HOC VAN LANG
KHOA THUONG MAI

DPE THI/DE BAL RUBRIC VA THANG DIEM
THI KET THUC HQC PHAN
Hoc ky 1, nam hoc 2024-2025

I. Thong tin chung

Tén hoc phan: | Quan 1y khach hang trong su kién
M3 hoc phan: | 7IMRKT40203 S tin chi: | 3
Mai nhom 16p hoc phéan: | 241 71MRKT40203 01

Hinh thirc thi: Do 2’1’n/Tiéu luan (Thuyét
trinh/Khong thuyét trinh)

Thoi gian lam bai: | 7 | ngay

GV giao dé bai trong thoi gian giang | (1 TT. Khao thi thiét 1ap va giao dé bai
day 16p hoc phan trén hé thong thi CTE theo lich thi Phong
Dao tao cong bo

[] C4 nhan Nhém SO SV/nhém: | 4-6

Quy cach dat tén file STT Nhém _ Tén hoc phin

Giang vién ndp dé thi, dap an bao gom ca Lan 1 va Lan 2 truwéce ngay 17/11/2024.
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_Ma nhém hoc phan_ TIEUL De 1
2. Giao nhan dé thi
Sau khi kiém duyét dé thi, dap an/rubric. Truwéng Khoa/Bd mén gui dé thi, dap an/rubric

vé Trung tam Khao thi qua email: khaothivanlang@gmail.com bao gém file word va file pdf

(nén lai va dit mdt khdu file nén) va nhin tin + ho tén ngudi giri qua sé dién thoai

0918.01.03.09 (Phan Nhét Linh).
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IL. CAc yéu ciu ciia dé thi nham dap ing CLO
(Phan nay phdi phoi hop véi théng tin tir dé cwong chi tiét ciia hoc phan)

. £ Lay dir
Ky Hinh = Trongso | cop | pigm | ligu do
o A thure CLO trong 2 I \
hi¢u Noi dung CLO , R A hoi sO lwong
danh thanh phan e A | As .
CLO i danh gi4 (%) thi so | toi da | murc dat
. gratre PLO/PI
(0)) (2) 3) 4 3 | © @)
Phan tich khach hang
trgng yeu dua trAen cdc | paa
kién thitc chuyén sau A 4
luan co

CLO1 | nhim dua ra cic - 30% 1,2 3 P14.2
ae 1 A A thuyét
gidi phdp nang cao hi¢u .
, A . trinh
qua hoat dong quan ly
cho doanh nghiép.
Phén tich cac yCu t6 tac
dong dén hoat dong
quan 1y khach hang
trong su kién dua
trén cac kién thuc 7
chuyén sau vé€ phan tich | Tiéu
khéach hang, méi quan h¢ | luan co
vl khach hang, quy | thuyét
trinh quan ly khach | trinh
hang,... nham duara cac
giail phap nang cao hiéu
qua hoat dong quan ly
khach hang trong su
kién cua doanh nghiép
Van dung hiéu qua ky
n‘ang glao t}ep, ‘tu dgy, Tidu
lam viéc nhom, lam viéc luAn ¢6
CLO3 | doc lap nham phat trién C X 30% 1,2 3 PI 8.3
. A A thuyét
ban than va thuc hién .
o A A n trinh
cong viéc mot cach hiéu
qua

CLO2 40% 1,2 4 P14.2

Cha thich cac cot:

(1) Chi liét ké cac CLO duoc danh gia boi dé thi két thiic hoc phan (twong g nhw dd mé td trong
dé cuong chi tiét hoc phan). Luu y khong dwa vao bang nay cac CLO khong dung bai thi két thiic hoc
phan dé danh gia (cé6 mét s6 CLO dwoc bé tri danh gid bang bai kiém tra giita ky, danh gid qua dw
dn, do an trong qud trinh hoc hay cdc hinh thicc danh gia quda trinh khac chir khong bé tri danh gid
bang bai thi két thiic hoc phan). Trieong hop mét s6 CLO vira dwoc bé tri danh gid qud trinh hay giita
ky vira dwoc bé tri danh gid két thiic hoc phan thi van dwa vdo cét (1)

(2) Néu noi dung cua CLO tuwong urng.

(3) Hinh thirc kiém tra danh giG cé thé la: trdc nghiém, tw ludn, dw dn, 36 dn, vin dép, thwc hanh
trén may tinh, thwc hanh phong thi nghiém, bédo cdo, thuyét trinh, ..., phit hop véi ngi dung ciia CLO
va mé td trong dé cuong chi tiét hoc phan.
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(4) Trong s6 mirc dé quan trong cua ting CLO trong dé thi két thiic hoc phan do gidang vién ra dé
thi quy dinh (mang tinh tuong doi) trén co sé mire do quan trong cua tung CLO. Bady la co so dé
phén phoi ty 1é % s6 diém t6i da cho cdc cdu héi thi dung dé danh gia cac CLO twong ung, bao dam
CLO quan trong hon thi dwoe danh gid véi diém s6 t6i da I6n hon. Cot (4) ding dé hé tro cho cét
(6).

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

(6) Ghi diém sé t6i da cho moi cau héi hodc phan thi.

(7) Trong truong hop day la hoc phan cot 16i - sir dung két qua danh gid CLO ciia hang twong 1mg
trong bang dé do lwong ddanh gid mire dd nguwoi hoc dat dwoe PLO/PI - can liét ké ky hiéu PLO/PI ¢é
lién quan vao hang twong iing. Trong dé cwong chi tiét hoc phan ciing can mé ta ré CLO twong iing
ciia hoc phan nay sé dwoc sir dung lam div liéu dé do lwong danh gid cdc PLO/PL. Truwong hop hoc
phan khéng ¢6 CLO ndo phuc vu viéc do lwong danh gid mire dat PLO/PI thi dé trong cot nay.

I11. N§i dung dé bai

1. De bai
Phin 1 (3 diém): Mdi nhom xay dung 2 tinh huéng vé nhiing van d&/ xung dot c6 thé gap
phai trong qua trinh lam viéc tai doanh nghiép trong khi lam viéc:
e Tinh huéng 1: Account 1am viéc véi khach hang (client) (1.5 diém)
e Tinh huéng 2: Account 1am viéc véi cac bén lién quan (vendor, d6i tac ndi
dung,...)(1.5 diém)

Yéu cau ndi dung bai lam: (trinh bay du¢i dang: doan van, doan hoi thoai,.. 16i thiéu 400
tir)

1. Gidi thi€u nhan vat

2. Gidi thidu bdi canh

3. Gi6i thiéu tinh hudng

Phén 2 (7 diém): Mdi nhom sé& nhan dé bai 1a 2 tinh huéng van dé/xung dot nhu miéu ta &
phan 1 (tr nhoém khac). Trong vai la mgt account manager va phai dua ra 2 phuong an giai
quyét cho mdi tinh hudng.
Yéu cau ndi dung bai lam:

1. Xéc dinh nguyén nhan va van dé&/ xung dot dang dién ra (2 diém)

2. Duara céc giai phap dé giai quyét van dé van dé/ xung dot (3 diém)

3. Dy doan két qua tich cuc va tiéu cuc ciia mdi phuong an giai quyét. (0.5 diém)

4. Pua ra phuong an nham dé phong van dé/xung dot xay ra. (1.5 diém)

2. Huémg din thé thirc trinh bay dé bai
Yéu cau trinh bay bao cao (Font: Time New Roman;, size 13, gian dong (spacing): 1.5)
e Trang bia
e Muc luc
e Loi gidi thidu
e Tom tat béo cao
e Paiy du nodi dung theo yéu cau
e Phuy lyc (néu co)

Ghi chii:
e Loai file nop: pdf (bai tiéu luan (.pdf) hoic bai PPT (xuét thanh file .pdf)
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e Hinh thic ndp: Nop trén hé théng CTE
e Dao van tbi da: 15%
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e Danh sach thanh vién nhom & danh gia % dong gop (Ho va tén:.... Ma s6 SV:...
Dong gop bai nhom (%)...)
3. Rubric va thang diém ) )
, TIEU CHI CHAM PIEM
Rubric 2: Danh gia Thuyét trinh
; Kha Trung binh P
Tieu chi | o"8 T | 6o dusi8 | Tird dusi 6 Yeu
s0 (%) | Tur8-10 diem <X .z Duéi 4 diem
diém diém
Phong pha hon | Day du theo Kh? da}: dui con T.hleu nhiéu
10 % = a2 thiéu mét s6 ndi | ndi dung quan
yéu cau yéu cau
dung quan trong trong
No6i dung ’ ’ Khi chinh xdc. ’Tuorn,g doi Th1eu chinh
Chinh xac, ) chinh xac, khoa | xac, khoa hoc,
20 % khoa hoc, con . . X .
khoa hoc ., . | hoc, con mot sO | nhicu sai sét
vai sai st nhd .
sa1 sot quan trong
Céu tric Chu tric bdi va | Chu tritc baiva | C20 fricbaiva ) Cau tric bai va
bai 10% | (lide rét hop 1y | slide kha hop Iy | 19 rong doi | slide chua hop
Tinh truc Rét truc quan Kha trgc quan Tuong (?01 EH_IC It/Khor}g tl}m
10 % \ 1R N N - quan va tham quan va tham
quan va thdm my va tham my . -
my my
Trinh bay 10 Kho theo doi Tr1nh~bay
X oL £ aa X, khong ro rang,
Dan dat van dé rang nhung nhung van cé .
L 1A A 1A: e X 21 R nguoi nghe
va lap luan 161 | chua 161 cuon, thé hiéu duoc N Y
< £ X A oA , LA khong the hiéu
K¥ nang 0 cuon, thuyét 1ap luén kha cac ndi dung L
\ . 20 % z , duoc cac noi
trinh bay phuc. Tuong thuyét phuc. quan trong. Co dune quan
tac tot véi Tuong tac voi tuong tac voi £4 n
. . , . trong. Khong
nguoi nghe nguoi nghe kha nguoi nghe .
X £ tuong tac vol1
tot nhung chua tot <.
nguoi nghe.
Lam chit thoi | Hoanthanh -0 0 ooy thinh
) L ding thoti gian, \ Y . n
Quén Iy gian va hoan thinh thodng c6 thoang co diéu QL}a 210, khong
. . 10 % toan linh hoat ) 2 chinh theo tinh | diéu chinh theo
thoi gian N linh hoat diéu £ . £
di€u chinh theo , . huong nhung tinh hudng
. £ chinh theo tinh A .
tinh hudng £ khong linh hoat
huong
Tra 101 ding da Tra 101 ding
Caccauhoi | sOcauhdi, néu | motsé cau hoi,
Tra 15 déu duoc tra duoc dinh chua néu duogc Khoéng tra 101
ciu hoi 10 % 161 day du, rd | hudng phu hgp | dinh hudéng phu | dugc da s6 cau
rang va thda voi nhiing cdu | hop voi nhiing hoi
dang chua tra 101 cau chua tra 101
duoc duoc
hoi hém phéi hém c6 phoi .. | Khong thé hié
o o | i | N ooty |5
L T T : <. .1+. | hop khi thuyét ' )
nhom su chia sé va trinh va tra 101 trong nhom
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ppet

PhD. Tran Nguyén Hai Ngan

p

hd trg nhau nhung chua trinh va trd 101
trong khi dong bd cau hoi
thuyét trinh va
tra 101
Rubric 4: Panh gia tiéu luan nhom
Tron Tot Kha Trung binh véu
Tieuchi | 0% | T¥8-10 | Tir6—dwéi8 | Tird— dwéi6 i
50 (%) . X <X <z Duwéi 4 diem
diem diem diém
Chu tric Cau tric bai du | Cau tric bai di | Cau trac bai du | Cau tric bai
bai 10% | 90%-100% yéu | 70%-89% yéu | 50%-69% yéu | dudi 50% yéu
cAu mén hoc cAu mén hoc cAu mén hoc cAu méon hoc
o Kha chinh xdc, | Tuong déi Thiéu chinh
Chinh xac, , , ) xac, khoa hoc,
, khoa hoc, co chinh xac, khoa K o
n khoa hoc, c6 x , ~ g khong c6 dan
Noi dung 50 % x , - dan chung 1o hoc, c6 dan i X
dan chung 1o . N , . . churng, nhiéu
. rang, con vai | ching, con mét .
rang = \ <., sai sOt quan
sai sOt nho s0 sai sot
trong
Thé hiénrd | Thé hicn kha ro | 1<, uén twong. | Khong the hién
Quan uan diém va uan diém va doi 16 quan duoc quan
didm/phan | 209, | duandiemva ) quat diém nhung 1ap | didm, 1ap luan
e 1ap luan chat 1ap 1ap twong R R n %
bién . e ludn khong khong thuyét
ché doi P
thuyét phuc phuc
Hinh thrc A A o A s A Lo 1
VA ko Tuan thu 90%- | Tuan tht 70%- | Tuan thu 50%- | Tuéan tha dudi
4 . 100% yéu cau | 89% yéu cau 69% yéucau | 50% yéu cau
nang 20 % ) \s . N . N X N
Z trinh bay va trinh bay va trinh bay va trinh bay va
thuyét Ly s Ly s Ly s Ly s
trinh thuyét trinh thuyét trinh thuyét trinh thuyét trinh
TP. Ho Chi Minh, ngay 12 thang 11 nam 2024
Nguoi duyét de Giang vién ra de

Jo—

ThS. Tran Nguyén Huynh Nhu
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