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I. Thong tin chung

Tén hoc phan: | Quén tri cham séc khach hang

M3 hoc phan: | 71HOSP40202 Sé tin chi: | 2

Mai nhém 16p hoc phan: | 241 _71HOSP40202 01, 03

. 28
Hinh thtrc thi: Tiéu luin Thot gian lam bai: .
ngay
[1 Ca nhan Nhom
Quy cach dat tén file 241 CSKH TENNHOM TIEULUAN

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 tdm Khao thi qua email: khaothivanlang@gmail.com bao gom 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 Nhat 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)

BM-006

nghi¢m dich vy va
hoan thién quy
trinh lam viéc dé
han ché cé4c van
dé.

Lay dir
Ky Hinh Trong s6 CLO Cau | DPiém | liéu do
hi¢u Noi dung CLO thire trong thanh phin | héi ) lwong
CLO danh gia | danh gia (%) | thisd | toi da | mirc dat
PLO/PI
(1) 7 (2) 3) “) ) (6) (7
Tong hop dugce
cac kién thirc vé
bo phan cham soc
khéach hang trong
khach san nhu
kién thirc vé ky
vong cua khach Tiéu luan
hang, m6 hinh nhém
CLO1 | SERVQUAL va khong 20% Caul | 2 diém PI2.3
khai niém thuyét
customer delight trinh
nham tao ra duoc
nhom khéch hang
trung thanh va
g6p phan gia ting
doanh thu cho
khach san.
Thiét ké duoc céc
bang cau hoi chat
luong dich vu cua
khach san theo
mo hinh
SERVQUAL Tiéu luan
nhim nh,ellm %ﬂéu nhom Cau 7
CLO2 | 10 cac van deé khéng 20% 3 2 diém P13.5
khach hang dang thuyét
gap phai khi trai trinh
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CLO3

Thiét 1ap duogc cac
k¥ ning vé phan
tich va giai quyét
van dé ctia khach
hang nham phdi
hop vai cac bd
phan c¢o lién quan
trong khach san
dé han ché cac
van dé tuong tu
tiép dién.

Tiéu luan
nhom
khong
thuyét
trinh

20%

Cau

diém

P16.2

CLO4

Thanh thao xay
dung bang cau hoi
vé chét luong dich
vu nham nang cao
cong tac cham soc
khéach hang cua
khéch san, hiéu r5
cac ky vong cua
khéach hang va
dap tng cac ky
vong do trong
tuong lai.

Tiéu luan
nhom
khong
thuyét

trinh

20%

Cau

diém

P17.4

CLOS

Nhin nhan gia tri
ctia viéc am hiéu
cac kién thirc va
k¥ nang lién quan
dén cham soc
khéch hang trong
khéch san nhim
tiép tuc phan dau,
trau doi va hoc tap
sudt doi dé nang
cao vi thé cua ban
than.

Tiéu luan
nhom
khong
thuyét
trinh

20%

Cau s

diém

P19.2
PI10.3

Cha thich cac cot:

(1) Chi liét ké cac CLO dwoc danh gid boi dé thi két thiic hoc phan (twong g nhuw da mé
ta trong dé cuwong chi tiét hoc phan). Luu ¥ khong dwa vao bang ndy cic CLO khéng dimg
bai thi két thiic hoc phan dé danh gi (cé mét s6 CLO dwoc bo tri danh gid bang bai kiém tra
gitta ky, ddnh gid qua dw én, do dn trong qud trinh hoc hay cdc hinh thire danh gié qud trinh
khdc chir khong bé tri ddnh gid bang bai thi két thiic hoc phan). Truong hop mét s6 CLO vira
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dwoc bé tri danh gid qud trinh hay giita ky vira dwoc bo tri danh gid két thiic hoc phan thi
van dwa vao cét (1)

(2) Néu noi dung cua CLO tuong ung.

(3) Hinh thurc kiém tra danh gia co thé la: trdc nghiém, tw ludn, dy dn, do dn, van dap,
thwe 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 s mirc do quan trong ciia ting CLO trong dé thi két thiic hoc phan do gidng
vién ra dé thi quy dinh (mang tinh twong doi) trén co sé mitc do quan trong cia tirng CLO.
Pay la co s6 dé phan phéi ty 1é % sé diém toi da cho cdc cau hoi thi ding dé danh gid cdc
CLO twong ing, bao dam CLO quan trong hon thi dwoc ddnh gid véi diém sé toi da 1ém hon.
Cét (4) ding dé hé tro cho cét (6).

(5) Liét ké cdc cdu hoi thi sé (cdu héi 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 téi da cho méi cdu héi hodc phan thi.

(7) Trong truong hop ddy la hoc phan cot 16i - sit dung két qua danh gia CLO cia hang
twong ing trong bang dé do lwong danh gid mirc do nguoi hoc dat dwoc PLO/PI - can liét ké
ky hiéu PLO/PI c6 lién quan vao hang twong ving. Trong dé cwong chi tiét hoc phan ciing can
mé ta ré CLO twong ing ciia hoc phan ndy sé dwgc sir dung lam dir liéu dé do heong danh
gid cdc PLO/PL. Truong hop hoc phan khéng cé6 CLO nao phuc vu viéc do luong danh gid
mirc dat PLO/PI thi dé tréng cot nay.

I11. N§i dung dé bai

1. Dé bai

Céu 1: Xac dinh ky vong ciia khach hang (2 diém)

1.1 Xéc dinh ky vong ctia khach hang (0.5 diém)

1.2 Néu ngudn gbc ciia ky vong nay (0.5 diém)

1.3 Dé xuit 2 phuong phép tao ra trai nghiém hon ca sy hai 10ng (customer delight) (0.5
diém)

1.4 Néu 1y do lya chon 2 phuong phap trén (0.5 diém)

Céu 2: Van dé ciia khach hang (2 diém)

2.1 Xéc dinh van dé ctia khach hang (0.5 diém)

2.2 Pé xuét giai phép ttrc thoi (0.5 diém)

2.3 Dé xuit giai phap dai han (1 diém)

2.3.1 Danh gi4 tinh nghiém trong cua van dé (0.5 diém)

2.3.2 X4c dinh phong/ ban nao trong khach san chiu trach nhiém (0.5 diém)

Céu 3: Xay dung bang khio sat chét lwong dich vu theo mé hinh SERVQUAL (2
diém)

3.1 Bang khao sat ddy du cac yéu td ctia moé hinh (0.5 diém)

3.2 Mbi yéu té phai dam bao s cau hoi tdi thiéu (0.5 diém)

3.3 Tinh phu hop cua tig cdu héi v6i khach san (0.5 diém)

3.4 Trinh bay bang khao sét (0.5 diém)
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Céu 4: Trinh bay cac chitng nhan vé chét lwong dich vu dwge cong nhén cia khach
san, X4c dinh tAim quan trong ciia customer delight va Xac dinh tinh nghiém trong ciia
van dé (2 diém)
3.1 Trinh bay dugc cac ching nhan chat lugng dich vu (0.5 diém)
3.2 C6 minh chimg cho cac chimg nhan chit luong dich vu (0.5 diém)
3.3 Trinh bay tim quan trong ctia customer delight (0.5 diém)
3.4 Trinh bay tinh nghiém trong cta van dé (0.5 diém)
Cau 5: Trinh bay b4o cdo va Tai liéu tham khao (2 diém)
4.1 Trinh bay bao cao (1 diém)
4.1.1 Trinh bay khéng sai font va size (0.5 diém)
4.1.2 Trinh bay dung quy chuin bao cio (0.5 diém)
4.2 Tai liéu tham khao (1 diém)
4.2.1 Trich dan tir hon 10 ngudn tai liéu dang tin cay (0.5 diém)
4.2.2 Trinh bay trich dan dung chuan APA 6 (0.5 diém)
2. Hwéng dén thé thirc trinh bay
B4o cdo tiéu luan:
- Trang bia
- Muc luc
- Danh muc hinh anh
- Danh muc bang
- Danh muc biéu db
- Noi dung bai
- Tai liéu tham khao

3. Rubric va thang diém

Tét Kha Trung binh véu
Tiéu chi Trong so % Tir 8 — 10d Tw 6 —dwoéi | Tu 4 — dwoi Duéi 4d
8d 6d
Trinh bay Trinh bay Trinh bay so | Khong thé
duoc loai duoc loai | sai vé khach | gidi thiéu vé
hinh cua hinh cua san va khong | khach san
khach san, khach san, nhin nhan
Noi dung 10% dong thuong | tuy nhién, duogc dong
“Gidi thiéu” hi€u vdoi cac | khong nhdn | thuong hiéu
minh chimg | dinh dugc cua khach
r0 rang dong thuong san
hiéu cua
khach san
Noi dung 10% Xéc dinh Xéc dinh Xéc dinh Khong xac
“Kky vong duoc 3 ky duoc 3ky | dugc 1-2 ky | dinh dugc ky
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cua khach

vong cua vong cua vong cua vong cua
hang” khach hang | khach hang, | khéach hang | khach hang
va co ly do tuy nhién, valy do
hop ly, co khong c6 1y | khong hop 1y
ghi nhan y do hop ly
kién tir bai cho su lua
thuyét trinh chon
Trinh bay Trinh bay Trinh bay | Khong trinh
duoc 3 van duoc 3 van | duoc 1-2 van bay duogc
dé cua khach | dé cua khach | dé cua khach | van dé cua
hang va d¢ hang, tuy hang, tuy khéach hang
xuét tactical nhién, dé nhién, khong
Noi dung va strategic Xuat giai c6 gidi phap
“van dé ciia 10% solutiOI} chg phap con nao duoc
khach tung van dé chung dua ra
hang” chung,
khong phan
loai cu thé 1a
tactical hay
strategic
solution
Ap dung Ap dung
ding mo ding mo Khong ap
hinh hinh dung duoc
SERVQUAL | SERVQUAL | toan by mo
Noi dung dé tao ra dé taora hinh
“bang cau bang cau héi | bang cau hoi | SERVQUAL | Khong thanh
héi khao sat 20% khao sat chat | khao sat chit | hoan chinh 1ap duoc
chat lwong luong dich | luong dich détaora | bang cau hoi
dich vu” vu, ¢o giai vy, tuy bang cau
thich y nghia | nhién, cac hoi, chi str
cac observation | dung mot vai
observation | item phan bd yéu tb
item chua hop 1y
Dé xuat Dé )’cuat Dé )fuat Khéng d 3
Néi dung duoc 3 duoc it hon | duoc it hon cudt duoe
“customer 10% phuong &n | 3 phuong an | 3 phuong an phuong ;,10
delight” tao ra tao ra tao ra t20 14
customer customer customer )
delight cung | delight cung delight, customer

Trang 6 / 8



BM-006

voilydova | véilydova | khongcoly | delight hop
cac kho khan | cac khé khan | do va khong ly
khi trién khai | khi trién khai | phan tich
phuong an phuong an | khé khan khi
trién khai
Viét dugc | Viét dugc
Viét duoc phan téng phan tong
phan téng quan ké quan ké
uan ké hoach, c6 hoach, tu
1 , e X MY Khong hoan
.. hoach, c6 thoi gian nhién, khong .
Noi dung . n . . thanh duoc
YT 10% thot gian thuc hién, c6 thot gian \ 44
“ket luan” o, o o phan két
thuc hién, c6 | tuy nhién, thuc hién, R
R . A Ny luén
néu uu va khong cé khong co
nhuoc diém néu uu va néu uu va
ctia ké hoach | nhuoc diém | nhuoc diém
ctia ké hoach | cua ké hoach
Font — size .
o Font — size .
chir dong e Font — size
% » | do1khicon . \
nhat, canh 1¢& Khone don khong dong
déu tir dau X 8 % nhat, khong | Khong trinh
p <. , | nhat, canhlé o .
dén cudi, cbd N thuc hién bay duoc
N chua deéu, N A
. . day du e .| canh1é van | van ban bao
Trinh bay tuy nhién, c6 , X ] R
o 15% chuong muc . . ban, thiéu cdo, khong
bao cao , T trinh bay ] . N
cua mot bao , cac thanh canh 1€, font
.z ding format N ) R
cao ticu Lo phan cua van | — size khong
R N cua bao cao R N B
luan, gan . - , .x.| banbao cdo, | dong nhat
A va cling it 101 A 1%
nhu khong , S nhiéu lo1
Z. 1 .. +~. | chinh ta xuat 1 s
xuat hién 101 e chinh ta
, , hién
chinh ta
x Trich dan it
Trich dan , x A
. Trich dan 6- | hon 5 nguon
trén 10 9 5 (i i lidw, 1-2
NN nguon tai ai liéu, 1- A ,
nguon tai l“gtl‘r , i 1.; 4 KhOnng
ligutrcac | o dcac atiew CEN 1 trich dan,
‘e ren Ty nguon dan cac nguon A :
Tai liéu 15% ngudn déng g ! ‘g o gd’ khong co
tham khao tin cdy va t1r\1 cay ‘Va .on% ar}g danh muc
trinh bay trinh bay tincady va | i liéu tham
danh muc trinh bay Kkhs
danh muc e qen a0
Tai liéu tham | danh muc

Tai li€u tham
khao ding

khao ding

Tai liu tham
khao ding
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format format format
APAG6 APAG6 APA6
100%
TP. H6 Chi Minh, ngay ..... thang ..... nam 2024
Nguwoi duyét dé Giang vién ra dé

ThS. Nguyén Thi Ngoc Linh

ThS. Tran Pic Trung
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