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1. Muc tiéu mon hoc:

Dich vu ngay c6 vai tro quan trong trong cac nén kinh t€. Mon hoc nham cung cap cho hoc vién céc
kién thuc va ky nang vé quan tri dich vu cia cac to6 chuc kinh doanh.

Diém nhan cta mén hoc 1 giup hoc vién hinh thanh chién lugc dich vu, phat trién dich vu méi, danh
gia tuwong tac dich vy, quan hé cung ung dich vu va chét luong dich vu trong doanh nghiép.

Cuoi cung, mon hoc hudng dén ho tro hoc vién tr¢ thanh nhirng ngudi tham gia va tac nhan tich cuc co

day du tri thire trong viée ra quyét dinh vé dich vu trong t6 chic.

Service plays the increasingly important role in economies. The course is to provide students with
knowledge and skills of management of organizational service systems.

The key points are to help students to develop and evaluate service strategies, interactions in
service encounters, and technologies in service packages.

Ultimately, the course aims to facilitate them to become knowledgeable participants and actors in
service decisions.

2. Nbi dung tém tit moén hoc:

Cac chu dé chinh ctia mon hoc la
— vai tro va ban chat cua dich vy;

- cac ddc trung cua goi dich vu va phan loai dich vy,



- chién Iuoc dich vu;

- phat trién dich vu méi;

- tuong tac dich vuy;

- quan h¢ cung ung dich vy;

- chét lugng dich vy va

- quan 1y cung va cau vé dich vu.

Thém vao do, cac tinh huong kinh doanh veé dich vu dugc dua ra xem xét trong suét mon hoc.

The key topics to be covered are:

- the roles and natures of services;

- features of service packages and classifications of services; s
- ervice strategies;

- new service development;

- service encounters;

- service supply relationships;

- service qualities and

- managing service capacity and demand in firms.

In addition, the relevant business cases studies in various service business are introduced
throughtout the course.

3. Tai liéu hoc tap:

Giao trinh/Textbook
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[2] Teboul, J. (2006). Service is Front Stage: Positioning Services for Value Advantage. Palgrave
MacMillan.
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Academy of Marketing Science, 36(1), 1-10.

Vargo, S.L. & Lusch, R.F. (2004). Evolving to a New Dominant Logic for Marketing. Journal
of Marketing, 68(1), 1-17.
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innovation. Industrial Marketing Management, 42(5), 665-670.

[7] Case studies

Too long for comfort. (2021). SMU

DailyFish. (2020). Ivey.

Café BetterField. (2018). SMU

CUHK medical centre. (2021). Ivey.

4. Cac hiéu biét, cac k¥ nang can dat dwoc sau khi hoc mén hoc:

Pong gop CDR
STT Chuin diu ra mén hoc Cong cu danh gia Chuong trinh CDI
(CPRMH) CPRMH (CPRCT) o
Ung dung|Nghién ctru
CDRMH.1 Giai thich va d6i sanh
CDRMLLI cgg khai 1’11@1;1’1 cling phu’ cac quan Klem tra; pgz‘m, d 13
diém veé quan tri dich vu trong Thi cudi ky
doanh nghiép
CDbRMH.2 Nhan di¢n va danh gi4|Phan tich tinh huéng
CDbRMH.2 |cac van d€ va doi phap trong quan nghiép vu, g 2.1
tri dich vu cua doanh nghi¢p Thi cuoi ky
CDbRMH.3 Dbanh gia viéc hinh
thanh chién luoc, phat trién dich vu, Du an nhém,
CDRMH.3 tiép xuc dich vu va/hay van hanh Thi cudi ky £ 2.2
dich vu trong cac t6 chuc
CBbRMH 4 Chi ra cac khia canh van|Phan tich tinh huéng
CPbRMH.4 |hoda va dao duc trong bai toan quan nghiép vu, i 2.2
tri dich vu cua doanh nghiép Du an nhém
cprRMHs |CPRMH.5 Thé hién ky nang giao) gy e 2.2
tiép va lam vi¢c tap the




CLO Matching with PLO
No. Course learning outcomes (CLO) CDIO
assessment | Coursework| Research
CLO.1 Explain and contrast
CLO.1 theoreFlcal co‘ncepts and Mlnltest, d 13
perspectives of service management Final test
in firms
CLO.2 Identify and evaluate real| Business case
CLO.2 |problems and solutions in analysis, g 2.1
organizational service management Final test
CLO.3 Judge formulation of
strategic service vision, of service
blueprint, use of service encounter
CLO3 triad, of use of service quality gap Grogp project, g 29
model Final test
and/or identification of sources of
value in a service supply
relationship.
CLO.4 Point out the cultural and| Business case
CLO4 |ethical aspects in service analysis, i 2.2
management in firms Group project
CLO.5 Demonstrate
CLO.5 |communications and teamwork| Group project e 2.2
skills
Bang anh xa chuin dau ra mén hoc va chuin diu ra chuwong trinh tng dung:
Chuéan déu ra cua chuong trinh (CDRCT)
Chuén dau ra mén hoc . .
(CDRMH) a | b c d e f| g h i ] k 1 m
CbRMH.1 v
CbRMH.2
CbRMH.3
CbRMH 4 v
CbRMH.5 v
Bang anh xa chuin diu ra mén hoc va chuin diu ra chwong trinh nghién ctru:
Chuan dau ra cua chuong trinh (CDRCT)
Chuén dau ra mén hoc N
(CDRMH) a|b|c|d|e|f|lg|h|i|j|k]|]]l|m]|]n]|o
CbRMH.1
CDbRMH.2
CbRMH.3
CbRMH 4
CbRMH.5

5. Hwéng din cach hoc - chi tiét cach danh gia mén hoc:




Mon hoc yéu cau sach gido khoa, tinh hudng kinh doanh va bai bao nghién ctru.

Hoc vién can doc trude céc tai lidu nay trudc khi dén 16p dé c6 thé theo ddi va thao luan bai tdt hon.
Cac tinh huéng kinh doanh va bai bao nghién ctru s€ dugc dua ra theo tién do cua 16p hoc.

Céch déanh gia

- Kiém tra ngin: 10%

- Phan tich tinh hudng nghiép vu: 25%

- Dy an nhom: 25%
- Thi cudi ky: 40%

The course employs textbooks, business case studies, and research papers.

Students should read the lecture materials, and/or articles and cases assigned before the class in which
they will be discussed.

The business cases and the research papers will be assigned during the semester.

Grading:

- Mini test: 10%

-Business case analysis: 25%
- Group project: 25%

- Final exam: 40%

6. Noi dung chi tiét:

Tuin . aa n. Chuin dau ra eren
Budi Chu dé (chuwong) Noi dung mén hoc Tai li€éu
Téng quan
Gidi thiéu dé cuong mon hoc
1 Tong quan ve kinh doanh dich |CBDRMH.1 [1], [6], [7]
vu
Vai tro cua dich vu
Ban chit cua dich vu
2 Kinh té dich vu Khoa hoc dich vu CORMH. 1 (1], 2]
Hé théng dich vu




/TB“;(;)‘; Chii d2 (chuong) Noi dung Ch{‘:}%‘; ‘E‘)‘; ra Tai ligu
Tam nhin chién lugc vé dich vu
Moi truong canh tranh cua dich
vu
34 , Phén tich chién lugc dich vu CPRMH.1, (11, 121, [3]
> |Chién lugc dich vu Ti€p can khach hanh trong thi CbRMH.3 >R
truong
Vai tro canh tranh cua thong tin
trong dich vu
Ngudn gdc tang truong cua khu
Phat trién dich vamsi | M dich vu CDRMILL,
5,6 : i D61 moi trong dich vu CbRMH.2, [1],12], [3]
Ban thiét ké dich vu CbRMH.3
Thiét ké hé thong dich vu
Cong nghé trong tiép xtic dich
vu
Dich vu tu phuc vu CbRMH.1,
7,8 | Tiép xtic dich vu Tam giac tiép xuc dich vu CPRMH.2, [1], [2], [3]
Dinh hudng dich vu khach hang [CDRMH.3
Chubi loi nhuan dich vu
Dinh nghia chat luong dich vu
: . 56 ludig chét lufoﬁg f(giic'h vu ' CDRMH.1,
9 |Chat lugng dich vu PO N i CbRMH.2, [1],12], [3]
Pat dugc chat lugng dich vu CDRMEH.3
Phuc hoi dich vu '
Quan 1y chudi cung tmg
Quan h¢ cung ung dich Quankhé }izlmg u'Nn;c,Jl EiCh vu ik CDRMH.2,
10 vu :l;ljuyent ong xa hoi1 trong dic CDRMH.3, [11, 21, 3]
Céc doanh nghi¢p dich vu CDRMH.4
chuyén nghiép
Thué ngoai dich vu
Tang trudng ndi dia va chién
X 5 1 luocg mé rf)ﬁg o CDRMH.2,
11 |Toan cau hoa vé dich vu i TS CbRMH.3, [1], [2], [3]
Nhuong quyén
£ . v A CbRMH.5
Chién luoc dich vu toan cau

7. Giang vién tham gia giang day:

CBGD chinh:  PGS.TS Nguyén Manh Tuén
CBGD tham gia: TS. Nguyén Vii Quang

Tp. H6 Chi Minh, ngay ...... thang ...... nam ......

BO MON QUAN LY MON HQC GIANG VIEN LAP PE CUONG

PGS.TS Nguyén Manh Tuén



