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TRUONG PAI HOC SAO PO
KHOA KINH TE

1. Tén hoc phan: Quan tri ban hang

2. Ma

CONG HOA XA HOQI CHU NGHIA VIET NAM
Doc 1ap - Tu do - Hanh phic

PE CUONG CHI TIET HQC PHAN
Trinh dg dao tao: Pai hoc

Nganh dao tao: Quan tri kinh doanh

hoc phan: QTRI 349

3. S6 tin chi: 3 (3,0)
4. Trinh do cho sinh vién: Nam tha 3
5. Phan bo thoi gian:
- Lén 16p: 45 tiét ly thuyét
- Tu hoc: 90 gio

6. Piéu kién tién quyét: Sinh vién hoc sau hoc phan quan tri hoc, marketing cin ban,

kinh té vi mo.

7. Gidng vién:

STT | Hoc ham, hoc vi, ho tén | So dién thoai Email
1 | ThS. Nguyén Thi Ngoc Mai | 0916.143.388 | ngocmai242@ gmail.com
2 | ThS. Vii Thi Huong 0977.244.097 | huongvudhsd20102014 @ gmail.com
3 | ThS. Nguyén Thi Hué 0984.152.429 | nguyenthihue85dhsd @ gmail.com

8. M6 ta ndi dung ciia hoc phan:

- Trong nd1 dung moén hoc sinh vién can nam viing cac kién thirc co ban vé ban

hang, quan tri ban hang; hanh vi mua hang cua khach hang tiéu dung, khach hang t6

churc; phuong phap ban hang.

- Sau khi hoc xong mon quan tri ban hang sinh vién van dung dugc cac ky nang

ban hang co ban vao trong tinh hubng thuc té dé xtr Iy tot cac tinh hudng ban hang

cling nhu rén luyén va nang cao kha ning thuyét trinh, xdy dung dugc ban mé ta cong

viéc, xay dung dugc chuong trinh khuyén mai va xdy dung quy trinh mua hang cia

khach hang tiéu dung va khach hang t6 chc.

9. Muc tiéu va chuan dau ra cua hoc phan:

9.1. Muc tiéu
- Muc ti€u hoc phﬁn thoa man muc ti€u ciia chuong trinh dao tao:

Muc
tiéu

Mo ta

Mirc @0 | Phan bo muc tiéu
theo thang hoc phin
do Bloom trong CTDT




Muc
tiéu

Mo ta

Mirc do
theo thang
do Bloom

Phin bo muc tiéu
hoc phz“ln
trong CTDT

MT1

Kién thire

MTI1.1

Trinh bay dugc khai niém vé ban hang,
quan tri ban hang, cac hinh thirc ban hang,
quy trinh quan tr1 ban hang.

[1.2.1.2a]

MTI1.2

Van dung dugc céac kién thirc co ban vé
quén tri ban hang, ra quyét dinh lya chon
hinh thtrc ban hang cho doanh nghiép; to
chure, thuc hién, kiém tra, diéu chinh hoat
dong ban hang cua doanh nghiép.

[1.2.1.2b]

MT2

Ky nang

MT2.1

Phan tich mo6i truong kinh doanh, nghién
ctru hanh vi mua cua nguoi tiéu dung va
td chirc, tir d6 dua ra cac chién luge ban
hang hop 1y.

MT2.2

Phan tich va lap ké hoach bén hang va
kiém tra, kiém soat, quan tri ban hang
trong doanh nghiép.

[1.2.2.1]

MT2.3

Phan tich, tong hop, danh gia va ning
luc dan dat chuyén mon dé giai quyét
van dé lién quan dén ban hang cua doanh
nghiép.

[1.2.2.3]

MT3

Mirc tu chi va trach nhiém

MT3.1

Van dung kién thirc quan tri ban hang da
hoc dé lam viéc doc lap, lam viéc theo
nhém, giai quyét cong viéc, van dé phic
tap trong diéu kién lam viéc thay doi.

[1.2.3.1]

MT3.2

Phén tich noi dung quén tri ban hang dé
dinh hudng, 1ap ké hoach, diéu phdi,
quan ly, huéng dan, giam sat, danh gia
va dua ra két luan cac cong viéc thudc
chuyén mén nghé nghiép.

[1.2.3.2]

9.2. Chuin dau ra
- Sy phui hop ciia chuén dau ra hoc phan véi chuan dau ra cia chuong trinh ddo tao:




Phan bo

CbR
CDR Thang
hoc Mo ta do hg;c
3 phan
phan Bloom
trong
CTPbT
CDPRI Kién thirc
CBRI1 Trinh bay duoc khai niém vé ban hang, quan tri ban 1
hang, nghién ctru hanh vi mua ctia khach hang.
CDR1.2 Trinh bay dugc cic ky thuat co ban st dung khi ban 1
hang va quy trinh ban hang
Trinh bay dugc nhitng diém manh, diém yéu, co hoi, 1
CPR1.3 | nguy co khi nghién ctru méi trudong kinh doanh va tiém
lyc ban hang cua doanh nghiép.
CBRI 4 Trinh bay dugc nodi dung cac mo hinh t6 chirc ban hang 1 [2.1.5]
cua doanh nghiép.
CBRLS Trinh bay dugc cac loai lyc lugng ban hang va quy mo 1
luc lvgng ban hang cua doanh nghiép.
CBRL6 Trinh bay dugc khai ni¢m tuyén dung, dao tao va tao 1
dong luc cho lyc lugng ban hang ctia doanh nghiép
Trinh bay duoc cic trinh bay duoc cac tiéu chuan va 1
CDR1.7 | phuong phép kiém tra hoat dong ban hang cua doanh
nghiép.
CDR2 KY¥ nang
Phan tich moi truong kinh doanh tic dong dén hoat
CDR2.1 | dong ban hang va quy trinh quan tri ban hang cta doanh + 22.1]
nghiép
CDR2.2 | Phan tich hanh vi mua hang cta khach hang. 4
Lua chon chién lugc ban hang va 1ap ké hoach ban
CPR2.3 | hang; t6 chuc thyc hién, kiém tra, danh gia va diéu | 5 [2.2.2]
chinh hoat dong ban hang.
CDR2.4 C(’)? ky r.1e'1n’g ba’}n h:i,ln‘zc:,y va giai qu.}:é't van dé lién quan dén 5 12.2.5]
quan tri ban hang tai doanh nghiép.
CDR3 Mirc tw chi va trach nhiém
Van dung kién thire di hoc vé quan tri ban hang dé c6
CDR3.1 | kha nang 1am vi¢c doc 1ap hodc lam vi¢c theo nhom, cod 3 [2.3.1]
¥ thirc chiu trdch nhi¢m va tu duy phan bién khoa hoc.
Phan tich noi dung quan tri ban hang dé huéng dan, giam
CPR3.2 | s4t nhiing ngudi khac thyc hién nhiém vy, dénh gia chat | 4 [2.3.2]

luong cong viéc, chiu trach nhi¢m c4 nhan va vdi nhom.
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10. Ma tran lién két ndi dung véi chudn diu ra hoc phén:

Chwong

Noi dung hoc phin

Chuan dau ra cia hoc phan

CDR1

CDR2

CDR3

CbR
1.1

CbR
1.2

CBbR
1.3

CBbR
14

CBbR
1.5

CBbR
1.6

CBbR
1.7

CBbR
2.1

CbR
2.2

CbR
2.3

CbR
24

CbR
31

CbR
3.2

Chuong 1: Tong quan vé ban hang va quan tri ban hang
1.1. Téng quan v:é ban hang
1.2. Tong quan vé quan tri ban hang

X

Chuong 2: Ky ning va phwong phip ban hang
2.1. Nghién ctru hanh vi mua cua khach hang

2.2. Ky thuat ban hang

2.3. Ban hang qua trung gian

2.4. Ché @6 khach hang 16n

2.5. Quan ly quan hé khach hang

2.6. Hoat dong cham s6c khach hang

Chwong 3: Xay dung ké hoach ban hang
3.1. Céc dang ké hoach bép hang

3.2. Quy trinh xay dyng ke hoach ban hang
3.3. Cac cong cu ho trg 18p ké hoach ban hang

Chuong 4: To chirc ban hang
4.1. Té chirc mang ludi ban hang
4.2. T chirc lyc lugng ban hang

Chuong 5: Kiém soat ban hang

5.1. Kiém soat hoat dong ban hang ciia doanh nghiép
5.2. Gidm sat va danh gia thanh tich cta nhan vién ban hang




11. Panh gia hoc phén
11.1. Kiém tra va ddnh gid trinh dp

Chuén diu ra Mirc d§ thanh thao dwgc danh gia béi
CbR1 Diém thuong xuyén.
CbR2 Kiém tra giita hoc phan, thi két thuc hoc phan.
CDbR3 Diém thuong xuyén, thi két thiic hoc phan.

11.2. Cdch tinh diém hoc phan: Tinh theo thang diém 10 sau d6 chuyén thanh
thang diém chir va thang diém 4

STT Piém thanh phin Quy dinh Trong | Ghi
i) chu
Diém thuong xuyén, danh gia
1 | nhan thtc, thdi do, chuyén can 01 diém 20%
cua sinh vién, ...
Kiém tra giita hoc phan 01 diém 30%
3 | Thi két thiic hoc phan 01 diém 50%

11.3. Phwong phap danh gia
- Piém kiém tra thuong xuyén; diém danh gia nhan thtc; diém thai do; diém
chuyén can dugc danh gia theo phuong phap quan sat.
- Kiém tra gitra hoc phﬁn dugc thyc hién sau khi hoc xong ndi dung 2.6 chuong
2, duoc danh gia theo hinh thirc trac nghiém:
+ Thoi gian lam bai: 50 phut
+ Sinh vién khong str dung tai li€u
- Thi két thiic hoc phan theo hinh thirc tric nghiém:
+ Thot gian lam bai: 50 phut
+ Sinh vién khong st dung tai li¢u
12. Phuwong phap day va hoc

- Cac phuong phap giang day c6 thé ap dung: Phuong phép thuyét trinh;
Phuong phap thao ludn nhom; Phuong phap mdé phong; Phuong phap minh hoa;
Phuong phap miéu ta, lam mau.

- Sinh vién chuan bi bai timg chwong, 1am bai tap day du, trau doi k¥ ning lam
viéc nhom dé chuan bi bai thao luan. Tich cuc, chii dong nam bét kién thuc 1y thuyét
dé van dung va phat trién k§ niang nghé nghiép. Trong qua trinh hoc tap, sinh vién
dugc khuyén khich dat cau hoi phan bién, trinh bay quan diém, cic ¥ tudng sang tao
méi duéi nhiéu hinh thte khac nhau.

13. Yéu cau hoc phin

- Yéu ciu vé nghién ctru tai li¢u: Poc cac tai licu vé quan tri ban hang.

- Yéu cau vé lam bai tap: Lam dﬁy du céac bai tap ap dung, cac chu dé tu hoc
theo nhom.

- Yéu cau vé thai d6 hoc tap: Chuan bi day du tai liéu va dung cu trudce khi dén
16p. Ghi chép va tich cuc 1am cac chu dé ty hoc, tu nghién ctru.
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- Yéu cau vé chuyén can: Sinh vién tham du t6i thiéu 80% thoi lwong ctia hoc phan.

- Yéu cau vé kiém tra gitta hoc phan va thi két thuc hoc phan: Sinh vién thuc

hién theo ké hoach tién do, quy ché.

14. Tai liéu phuc vu hoc phin:

- Tai li¢u biit buéc

[1] Truong Pai hoc Sao Bé (2018), Gido trinh Quan tri ban hang.

- Tai liéu tham khdo

[2] Tran Thi Thap (2012), Qudn tri bin hang, Nha xuét ban thong tin va truyén thong.
[3] Luu Pan Tho, Nguyén Vii Quan (2016), Qudn tri ban hang hién dai, Nha
xudt ban tai chinh.

15. Ndi dung chi tiét hoc phén:

Tai
s N g Ly | Thyc | ligu Lo
Tuan Noi dung giang day thuyét | hanh | doc Nhiém vu cua SV
trudc
Chuong 1: Tong quan vé ban hang | 3 [1] |- Nghién ctru tai liéu
va quan tri ban hang [1], chuong 1, muc
Muc tieu chwong: Trinh bay dugc 1.1.1 dén 1.1.4.
khai lwgc vé ban hang, quan tri ban (21 | boc tai li¢u [2],
hang. Phén tich va van dung duoc cdc chuong 1, trang
budc quan tri ban hang vao thyc tién. [3] 6-19.
1 Néi dung cu thé: - Doc tai licu [3],
1.1. Tong quan vé ban hang chuong 1, trang
1.1.1. Khdi niém bén hang 2-13
1.1.2. Qua trinh phat triéen cua bdn
hang )
1.1.3. Ban chat, vai tro cua hoat
dong ban hang
1.1.4. Cac logi hinh ban hang trong
doanh nghiép
1.1.5. g\’hfm vién l?cin hang 3 [1] |- Nghién ctu tai liéu
1.2. Tong quan vé quan tri ban hang [1], chuong 1, muc
1.2.1. Khai ni¢m quan tr:z bfzn hfll’lg 1.1.5 dén muc 1.2.
1.2.2. Quy trinh quan tri ban hang 2] 5 i lisy 2
1.2.3. Nguoi quan tri ban hang chuyén - Doc tai licu [2],
2 | nghiép chuong 1 trang 19 -
;3] 42,
- boc tai liéu [3],
chuong 1, trang
33 -43.
3 Chuwong 2: Ky nang va phuong 3 [1] |- Nghién ciru tai liéu

phap ban hang

[1], chuong 2, muc




Tai

N " .. Ly Thuce | li¢u n .,
Tuan Noi dung giang day thuyét | hanh doc Nhiém vu cua SV
trudce
Muc tiéu chwong: Nghién ctiu duoc 2.1.
hanh vi mua hang cua khach hang. [2] | -Doc tai liéu [2], chuong 2,
Xac dinh duoc cdc ky thuat ban hang ; trang 44— 112.
co ban. Van dung quy trinh bdn hang B | - Poc tai liu [3],
trong thuc té . Phan tich duoc céc chuong 3, trang
hoat dong quan tri quan hé khéch 116 - 155.
hang va chdam soc khach hang 16n.
Noi dung cu thé:
2.1. Nghién ctru hanh vi mua cua khéach
hang
2.1.1. Khai niém hanh vi khdach hang
2.1.2. Hanh vi mua cua nguoi tiéu
dung 7
2.1.3. Hanh vi mua cua to chirc
Chuwong 2 (tiép) 3 [1] |- Nghién ctru tai li€u
2.2. Ky thudt ban hang [1], chuong 2, muc
2.2.1. Cac ky thudt co ban su dung 29
khi bdan hang [2] e
2.2.2. Quy trinh bdn hang - boc i hieu [2],
4 chuong 2, trang
[3] 113 - 138.
- Poc tai liéu [3],
chuong 4, trang
205 - 211.
Chuwong 2 (tiép) 3 [1] |- Nghién ctu tai lidu
2.3. B4n hang qua trung gian ’ [1], chuong 2, muc 2.3
2.3.1. Cac logi trung gian phan phoi dén muc 2.4.
2.’3.2..ALu’a f:hon trung gian phan phoi _ Poc tai lidu [2].
5 co hiéu qua 2] 0 5 1
2.4. Ché do khach hang 16n chuong 2, trang 138 —
2.4.1. Khdi ni¢m khach hang lén 153.
2.4.2. Quan tri moi quan hé voi khach
hang lon
Chuong 2 (tiép) 3 [1] |- Nghién ctu tai lidu
2.5. Quan ly quan h¢ khach hang [1], chuong 2, muc 2.5
2.5.1. Khai niém quan ly quan hé khdch dén muc 2.6.
6 | hang 21 |. Poc tai licu [21.

2.5.2. Nguyén li cua quan ly quan hé
khdch hang
2.5.3. Noi dung co ban cua quan ly

chuong 2, trang 153 —
177.




Noi dung giang day

Ly
thuyét

Thue
hanh

Tai

liéu

doc
truoéc

Nhiém vu caa SV

quan hé khach hang
2.6. Hoat dong cham s6c¢ khach hang
2.6.1. Khai niém cham soc khach

hang

[3]

- Poc tai liéu [3],
chuong 4, trang

222 -223.

- On tip chuin bi
kiém tra gita hoc
phan.

Kiém tra giita hoc phin

2.6.2. Cdc nguyén tic cham séc khdch
hang

2.6.3. Cdc quyét dinh vé cham soc
khdch hang cua doanh nghiép

[1]
(2]
[3]

Lam bai kiém tra giita
hoc phan

Chuong 3: Xay dung ké hoach ban
hang

Muc tiéu chwong: Trinh bay dugc
khdi niém ké hoach bdn hang. Xac
dinh dugc cdc dang ké hoach bdn
hang va quy trinh x4y dung ké hoach
ban hang. Phan tich mdi truong kinh
doanh va tiém lyc ban hang cua
doanh nghiép. Van dung céic cong cu
hd tro 1ap ké hoach ban hang.

Néi dung cu thé:

3.1. Cac dang ké hoach ban hang
3.1.1. Khai niém ke ﬁoach ban hang
3.1.2. Cac dang ké hoach ban hang
cua doanh nghiép

3.2. Quy trinh xay dung ké hoach ban
hang

3.2.1. Nghién citu nhiém vu, muc tiéu
cua doanh nghiép

3.2.2. Phdn tich moi truong kinh
doanh va tiém luc bdan hang cua
doanh nghiép

3.2.3. Xac dinh muc tiéu va chi tiéu ban
hang

[1]

(2]

- Nghién cuu tai liéu
[1], chuong 3, muc
3.1.1 dén 3.2.3.

- DPoc tai liéu [2],
chuong 3 trang 179 -

195.

Chuwong 3 (tiép)

3.2.4. Xac dinh cdc hoat dong va
chuwong trinh ban hang

3.2.5. Xay dung ngan sach ban hang

[1]

- Nghién cuu tai li¢u
[1], chuong 3, muc
3.2.4 dén 3.2.6.




Tai

N " .. Ly Thuce | li¢u n .,
Tuan Noi dung giang day thuyét | hanh doc Nhiém vu cua SV
trudce
3.2.6. Hoan chinh ké hoach ban hang [2] |- Doc tai liéu [2] trang
195 -211
[3]1 | - Doc tai liéu [3],
chuong 7, trang
330 - 338.
Chuong 3 (tiép) 3 [1] |- Nghién ctru tai li€u
3.3. Céc cong cu hd trg 1ap ké hoach ban [1], chwong 3, muc 3.3
10 1;3;1% o [2] |- Poc tai litu [2]
.3.1. Phadn tich dir liéu ban hang h 3¢ 212 _
3.3.2. Dt bdo ban hang zzg‘mg rang
Chuwong 4: Té chirc ban hang 3 [1] |- Nghién ctru tai li¢u
Muc tiéu chwong: Trinh bay duoc [2] |[1], chuwong 4, muc
ndi dung t6 chirc mang ludi ban hang 31 | 4.1.
va t6 chic lyc lwong ban hang. Phan - Doc tai licu [2]
tich dugc ciac ngi dung xac dinh quy chuong 4 trang 227 -
R P 248.
md lyc lugng ban hang. o
1 I ey s - Poc tai liéu [3],
4.1. T6 chirc mang luoi ban hang h 5
4.1.1. Cac quyet dinh vé kénh phan chuong >, trang
phoi cua doanh nghiép 234 -242.
4.1.2. Cac mé hinh t6 chirc ban hang
cua doanh nghiép
4.1.3. Phan chia khu vuc ban hang va
quan ly dia ban ban hang
Chuwong 4 (tiép) 3 [1] |- Nghién ctu tai lidu
4.2. T6 chirc luc lugng ban hang [1], chuong 4 muc 4.2.
4.2.1. Khai niém luc lwong ban hang ~ Doc tai licu [2]
4.2.2. Pha’n loql lyc luong ZA)an 7hang [2] chuong 4 trang 248 —
12 | 4.2.3. Xac dinh quy mo cua luc
lwong ban hang [3] 256.
- Poc tai liéu [3],
chuong 5, trang
243 - 261.
Chuong 4 (tiép) 3 [1] |- Nghién ctu tai lidu
4.2.4. Tuyén dung, hudn luyén va tao [1], chuong 4, muc
13 dong lyc cho luc lwong ban hang 4.0.4.

[2]

[3]

_ DPoc tai licu [2]

chuong 4 trang 256 —




Tai

N " .. Ly Thuce | li¢u n .,
Tuan Noi dung giang day thuyét | hanh doc Nhiém vu cua SV
trudce

2609.
- boc tai ligu [3],
chuong 6, trang 280 -
317.

Chuong 5: Kiém soat ban hang 3 [1] |- Nghién ctru tai li¢u

Muc tiéu chwong: Trinh bay duoc [1], chuong 5, muc

cac ndi dung kiém sodt hoat dong ban 5 5.1.

hang. Trinh bay duoc cic noi dung vé 211 Poc i liew [2]

giam sat va danh gia thanh tich cua gl;léong > trang 271 —

14 | nhn vién ban hang. '

Noi dung cu thé:

5.1. Kiém soat hoat dong ban hang

cua doanh nghiép 9

5.1.1. Tiéu chuan kiem soadt hoat

dong bdn hang 7

5.1.2. Cac phwong phap kiem soat

hoat dong ban hang

Chuwong 5 (tiép) 3 [1] |- Nghién ctru tai li¢u

5.2. Giam sat va danh gi4 thanh tich [1], chuong 5, muc

cua nhan vién ban hang 21 |5.2.

15 | 3.2.1. Gidm sat hoat dong ban hang

cua nhan vién
5.2.2. Danh gia thanh tich cua nhan
vién bdn hang

- DPoc tai licu [2]
chuong 5 trang 276 —
288.

Hai Duong, ngay 14 thang 8 nam 2018
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