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1. Muc tiéu mén hoc:

Quan Tri Kinh Doanh (8340101)

Moén hoc nay nham gidi thiéu nhitng dic thu ciia marketing trong linh vuc dich vu khi ma linh vuc nay ngay
cang phat trién va chiém ti trong 16n trong GDP cuia cac nudc trong d6 ¢ Viét Nam. Tir do, gitip phan tich va
hoach dinh céc hoat dong marketing phu hop cho cac doanh nghi¢p dich vu. Déng tho1i, mon hoc con gidi thiéu
quan diém mai ndi vé dich vu va marketing dich vu.

This course is aimed to provide students with marketing knowledge relevant for service business sector which
occupies an ever increasing share in the GDP of many countries including Vietnam. It helps analyze and
develop marketing plan for service businesses. It also introduces the contemporary perspectives on service and
service marketing.

2. Npi d LA hoc:

Nbi dung mén hoc gdbm 3 phan. Phan 1 giéi thi¢u nhitng kién thirc nén ting dé tim hiéu vé dich vu va marketing
dich vu. Phan 2 trinh bay viéc diéu chinh cac nguyén 1y ciia marketing 4Ps truyén théng cho phii hop hon véi
céc dic thu cua linh vuc dich vu. Phan 3 m& rong thém 3Ps nham nhan manh phén tuong tac gitta khach hang
va doanh nghiép dich vu.



The course covers three parts. Parts one introduces foundational knowledge for studying services and service
marketing. Part 2 presents the modifications of traditional marketing 4Ps to fit with the idiosyncratic features of
services. Part 3 extends additional 3Ps to emphasize the interaction between customers and service firms.

3. Tailigu hoe thp:

Sach gido trinh (Text books)

[1] Wirtz, ] & Lovelock, C. (2022), Service marketing: People, Technology, Strategy. 9" edition, World
Scientific.

[2] Tai liéu giang (Handouts).

[3] Mot sb bai bao khoa hoc va cases do giang vién cung cép theo chu dé.

4. ¢ o
Péng gép CDR
PR A Cong cu danh gia Chuong trinh
STT Chuin dau ra mon hgc (CDPRMH) CDRMH (CDRCT)
Ung dung | Nghién ciru
Hiéu biét vé kinh doanh dich vu theo
quan diém cili va mdi, cung véi nhitng| BTL theo nhém,
CBRMH.1 dac thu cua hoat dong kinh doanh dich Thi cuoi ky ¢
vu.
Biét cach thu thap va phan tich di
liéu/thoéng tin vé moi trudng kinh| BTL theo nhom,
CDRMH.2 doanh dich vu, tir d6 dé ra phdi thic Thi cudi ky d.f.g
marketing dich vu 7Ps.
K§ nang 1am viéc nhom, viét va thuyét| BTL theo nhom,
CDRMH.3 trinh céc cases studies (viét va noi). Thi cudi ky ¢
Co6 thai do dung va cam két tuan thu| BTL theo nhom, .
CDRMH.4 dao durc nghé nghiép trong linh vuye. Thi cudi ky !
Learning outcomes:
Matching with PLO
No. Course learning outcomes (CLO) | CLO assessment
Coursework Research

Understanding traditional and

LO.1 emerging perspectives on service| Group project,

marketing, and idiosyncratic features Final exam ¢
of service marketing.
Knowing methods to collect and Group proiect
L.0.2 |analyse data from which develop the up project, dfg
; . . Final exam
service 7Ps marketing mix
LO3 Skill on teamworking, analysing and| Group project, .

presenting cases studies. Final exam

To have attitude, value and
L.O.4 |commitment to ethical standards in the
field.

Bang 4nh xa chuén diu ra mén hoc va chuin diu ra chwong trinh @ng dung:
Chuén dau ra cia chuong trinh (CDRCT)

Group project,
Final exam

Chuén dau ra mén hoc
(CbRMH)

CDPRMH.1 (2]

CDRMH.2 x] = | [

a b c d e f g h i ] k




Chuén dau ra ciia chuong trinh (CDRCT)

Chuéan dau ra mon hoc . .
(CDRMH) a b c d e f g h i ] k
CDRMH.3 [=]
CDRMH.4 (2]

Bang 4nh xa chuin diu ra mén hoc va chuin diu ra chwong trinh nghién ctru:
Chuén dau ra ciia chuong trinh (CDRCT)

Chuén dau ra mén hoc
(CbRMH)

CDRMH.1
CDRMH.2
CbRMH.3
CbRMH 4

a b c d e f g h i j k

Hoc vién phai tham dy tdi thiéu 70% s6 budi hoc trén 16p va hoan tit cac yéu cau vé bai tap, thao luan, bai
tdp nhom/thuyét trinh.

Ngoai gi¢ 1én 16p, hoc vién can phai ty hoc, doc tai li€u, chuan bi bdo cao nhom dua trén cac tai li€u bai
giang.

Hoc vién ciing c6 thé gdp va trao d6i thém vdéi gidng vién phu trach vao cac khung gio ti€p hoc vién hang
tuan cta giang vién.

Thuyét trinh /Thao luan nhém mdi budi: diém nhém 25%
Bai tap nhém mdi budi: diém nhom 25%

Thi cudi ky: ndi dung theo d& cuong, diém ca nhan 50%

Students must attend at least 70% of class sessions and complete the given assignments, discussions, group
works, and presentations.

Students are expected to spend enough time on self-study, readings, and assignments.
Consultation with the lecturer is welcome during weekly office-hours.

Group presentation weekly: 25%

Group exercise weekly: 25%

Final written exam: 50%

6. Npi d hi tiét:



Tuan/
Buoi

Chii dé (chwong)

Noi dung

Chuan dau ra
mon hoc

Tai liéu

Gioi thiéu méon hocChuwong
1: Quan diém maoi vé
marketing trong dich vu

Gidi thiéu mon hocChuong 1:
Quan diém méi vé marketing trong
dich vuTai sao phai nghién ctru vé
dich vu?Dinh nghia dich vuCéc
thach thuc cho marketing trong linh
vuc dich vuPhdi thuc marketing mo
rong cho dich vuTich hop cta
marketing vdi cac chitc nang quan
1y khac

CPRMH.1,
CPRMH.2

12

Chwong 2: Hanh vi khdach
hang dich vu

Chwong 2: Hanh vi khach hang
dich vu M6 hinh 3 giai doan vé str
dung dich vu Giai doan trudc khi
mua dich vuGiai doan st dung dich
vuGiai doan sau mua dich vu

CbRMH.1,
CDRMH.2

12

Chuwong 3: Dinh vi dich vu
trong thi truwong canh
tranh

Chwong 3: Dinh vi dich vu trong
thi trwong canh tranhCéc chién
lugc tap trung trong dich vuPhan
khuc thi truongThudc tinh dich vy
va muc d6 uu tién cung céijnh Vi
dé tao su khac biétXay dung chién
lugc dinh viSu dung ban dd dinh vi
dé phén tich canh tranhThay d6i
dinh vi dich vu

CPRMH.2,
CPRMH.3,
CPRMH 4

12

Chuwong 4: Sin pham dich
vy: thanh phdn cét loi va
bo sung

Chwong 4: Sin phim dich vu:
thanh phan cot 16i va bo
sungHoach dinh va tao sinh dich
vuBiéu d6 bong hoa dich vu Xay
dung thuong hi¢u cho dich vu va
trai nghiémPhat trién dich vu méi

CPRMH.2,
CPRMH.3,
CPRMH .4

12

Chwong 5: Phin phéi dich
vu - kénh truyén thong va
dién tir

Chwong 5: Phén phéi dich vu -
kénh truyén théng va dién t¥Tong
quét vé& phan phdi trong dich vuCéc
phuong thtre phan phdi dich
vuQuyét dinh vé noi chdn va thoi
gianPhan phéi dich vu qua khong
gian mangVai trd ctia cac nha trung
gianThéch thirc cua viéc phan phbi
dich vu ¢ thi truong rong lon

CDRMH.2,
CDRMH.3,
CbRMH 4

12

Chuwong 6: Dinh gid va
qudn ly doanh thu

Chwong 6: Dinh gida va qudn ly
doanh thuDinh gia hiéu qua 1a mau
chét dan dén thanh cong tai
chinhChién luoc dinh gia theo 3
yéu téQuan 1y doanh thuCac van dé
dao dtrc trong dinh gia dich vyuThuyc
tidn vé dinh gi4 dich vu

CPRMH.2,
CPRMH.3,
CPRMH 4

12

Chwong 7: Truyén thong
dich vu va gido duc khdch
hang

Chuong 7: Ti ruyén thong dich vu
va gido duc khdch hang Vai tro
clia truyén thong marketingCac
thach thirc cua truyén théng dich
vuHoach dinh truyén thong
marketingPhdi thtre truyén thong
marketingVai tro cta thiét ké nhan
dién thuong hi€uTich hop truyén
thong marketing

CPRMH.2,
CPRMH.3,
CPRMH 4

12




Tuén/ A At Chuién diu ra vren
Budi Chu dé (chuwong) Noi dung mén hoc Tai liéu
Chwong 8: Thiét ké va quén Iy qud
trinh dich vu Luu do qua trinh dich
L Vl.,lT'}ilet k'e’ dlfzh ‘Vl,l Ade t.'flO tra.1A CDRMH.2,
Chuwong 8: Thiet ke va nghiém gié tri va van hanh hiéu
8 . o . o A A . CDbRMH.3, 12
qudn ly qud trinh dich vu | quaThiét ke lai qua trinh dich
. \ X L CbRMH 4
vuXem khach hang nhu 13 nguoi
déng tao sinh dich vu  Céc cong
ngh¢ tu phuc vu
Chuwong 9: Kién tao moi truong
dich vu Muyc dich ctia moi truong
Chuwong 9: Kién tao méi dl,c.h V}l.Phar‘l s ‘khach h’a ne inI CbRMH.3,
9 . . v6oi moi truong dich vuCac thanh 12
truong dich vu A e . , CbRMH 4
phan ctia méi truong dich vuTich
hop chung cac thanh phan ciia moi
truong dich vu
Chuwong 10: Qudn Iy nhéin sw dé
tao lgi thé dich vy Nhan vién dich
Chirong 10: Quin Iy nhan |* 12 Tt quan trongCac yeu 0 kho 1§ pypyrpy 3
10 s dé tao loi thé dich vu khan trong cong viéc ti€p xtic khach CDRMI 4 12
S OTROR S hangChu ky that bai, binh thuong '
va thanh congQuan 1y nhan sy dich
vu Léanh dao va van hoa dich vu
‘ CbRMH.1,
Téng két mén hoc - Thuyét | LA £ CbRMH.2,
11 trinh Tong két mon hoc - Thuyét trinh CDRMH.3, 12
CbRMH. 4
7 Gia ion (1 ia gidng dgy:
PGS.TS
CBGD Lé
chinh: Nguyén

Hau
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