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1. Tén hoc phan: Quan tri ban hang

CONG HOA XA HOI CHU NGHIA VIET NAM
Poc lap - Tu do - Hanh phic

PE CUONG CHI TIET HQC PHAN
Trinh d¢ dao tao: Pai hoc
Nganh dao tao: Quan tri kinh doanh

2. M& hoc phan: QTKD 028
3. S0 tin chi: 3 (2, 1)

4. Trinh d¢ cho sinh vién: Nam thu ba

5. Phan bd thoi gian:

6. Picu kién tién quyét: Quan tri hoc, kinh té vi mo.

- Lén 16p: 30 tiét Iy thuyét, 30 tiét thyc hanh
- Ty hoc: 90 gio

7. Giang vién

STT | Hoc ham, hoc vi, ho tén | S dién thoai Email
1 | ThS. Nguyén Thi Ngoc Mai | 0916.143.388 | ngocmai242@gmail.com
2 | ThS. Tran Thi Hing 0984.696.418 | tranhang.k48neu@gmail.com
3 | ThS. Ng6 Thi Luyén 0977.336.889 | ngothiluyendhsd@gmail.com

8. M ti ndi dung ciia hoc phan

Trong ndi dung mén hoc sinh vién cin nim vimng céc kién thirc co ban vé ban
hang, quan tri ban hang; hanh vi mua hang ctia khach hang tiéu dung, khach hang t6
chie; phuong phap ban hang. Sau khi hoc xong mén quan tri ban hang sinh vién vén
dung duoc cac k¥ ning ban hang co ban vao trong tinh hudng thuc té dé xur Iy tét cac
tinh hudng ban hang ciing nhu rén luyén va nang cao kha ning thuyét trinh, xay dung
dugce ban mo ta cong viéc, xay dung duoc chuwong trinh khuyén mai va xay dung quy
trinh mua hang cua khach hang tiéu dung va khach hang to chirc.

9. Muc tiéu va chuan dau ra cia hgoc phan

0.

1. Muc tiéu

- Muc ti€u hoc phan théa man muyc tiéu ctia chuong trinh dao tao:

Mitc @0 | Phan bo muc tiéu
Muc o X
tié.u Mo ta theo thang hoc phan
do Bloom trong CTDT

MT1 Kién thirc

Trinh bay dugc khai niém vé ban hang,
MT1.1 | quan tri ban hang, cac hinh thirc ban hang, 1 [1.2.1.20]

quy trinh quan tri ban hang. o
MT1.2 | Van dung dugc céc kién thirc co ban vé 3
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Muc
tiéu

Mo ta

Mirc do
theo thang
do Bloom

Phin bo muc tiéu
hoc phz}in
trong CTDT

quan tri ban hang, ra quyét dinh lwa chon
hinh thtrc ban hang cho doanh nghiép; to
chure, thuc hién, kiém tra, diéu chinh hoat
dong ban hang cua doanh nghiép.

MT2

Ky niang

MT2.1

Phan tich méi 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 ly.

MT2.2

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

[1.2.2.2]

MT2.3

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

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 1am 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 phii hop ciia chuan dau ra hoc phan véi chuan dau ra cia chuong trinh ddo tao:

CBR Muc do | Pap 1’1’1}g
. theo CDR cuia
hoc Mo ta
h.?m thang do CTDT
P Bloom
CDPRI Kién thirc
CBRIL Phan tich duoc thuc chat quan tri ban hang va 4 [2.1.5]
" | cac ndi dung co ban cua quan tri ban hang [2.1.6]
Phan tich dugc hanh vi nguoi ti€éu dung va ky 4 [2.1.5]
CbR1.2 . . o . . 216
thudt co ban sir dung khi ban hang va quy trinh [2.1.6]
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CBR Muc do | Pap l'l’Ifg
. theo CPR ciia
hoc Mo ta
h.?m thang do CTDT
P Bloom
ban hang.
Phan tich duoc cac phuong phap xac dinh quy mo 4 [2.1.5]
CbR1.3 L
luc lugng ban hang [2.1.6]
Phén tich duoc C&c tiéu chudn va phuong phap 4 [2.1.5]
CbR1.4 | . 1 , ‘A 2.1.6
kiém tra hoat dong ban hang cua doanh nghiép. [2.1.6]
CDR2 Ky nang
Phan tich mdi trudng kinh doanh tic dong dén
CDbR2.1 | hoat dong ban hang va quy trinh quan tri ban 4 [2.2.1]
hang cta doanh nghiép
CDR2.2 | Phan tich hanh vi mua hang cta khéach hang. 4
Lua chon chién lugc ban hang va lap ké hoach
CPR2.3 | ban hang; to chirc thuc hién, kiém tra, danh gia 5 [2.2.2]
va diéu chinh hoat dong ban hang.
CBRO.4 Co ky Anéngqbén' hé}ng YE‘L giéi quyét Vén' Adé lién 5 2.2.5]
quan dén quan tri ban hang tai doanh nghiép.
CDR3 Mirc tw chi va trach nhiém
C6 kha nang lam vi¢c ddc 1ap hoac lam vi¢c theo
CBR3.1 nhoém, c6 y thire chiu trach nhiém va tu duy phan 3 [2.3.1]
" | bién khoa hoc, ¢6 kha ning nghién clru va dua ra [2.3.2]
két luan trong linh vure quan trj san xuat va tac nghiép.
Cé niang lyc huéng dan, gidm sat nhimg nguoi
CPR3.2 khac thuc hién nhiém vy, danh gia chat luong céng 4 [2.3.3]
viée, chiu trich nhiém ca nhan va trach nhiém déi [2.3.4]

v&i nhom.




10. Ma trén lién két ndi dung véi chuin dau ra hoc phin:

Chuin dau ra cia hoc phan

CDbR1 CbR2 CDbR3

Chuong Noi dung hoc phan CDR | CPR | CDR | CPR | CPR | CPR | CBDR | CPR | CPR | CPR

1.1 1.2 1.3 1.4 2.1 2.2 2.3 24 3.1 3.2

1 Chuong 1: Tong quan vé ban hang va quan tri ban hang 2 2 3 4
1.1. Téng quan vé ban hang
1.2. Tong quan vé quan tri ban hang

3 Chuwong 2: Ky ning va phwong phap ban hang 4 4 3 4
2.1. Nghién ctru hanh vi mua ctia khach hang
2.2. K¥ thuat ban hang

2.3. Ban hang qua trung gian

2.4. Ché do khach hang 16n

2.5. Quan ly quan h¢ khéach hang

2.6. Hoat dong cham s6c khach hang

6 Chwong 3: Xay dung ké hoach ban hang 4 4 3 4
3.1. Cac dang ké hoach bép hang

3.2. Quy trinh xay dung ké hoach ban hang
3.3. Cac cong cu hd trg 1ap ké hoach ban hang

7 Chuong 4: To chirc ban hang 4 4 3 4

4.1. Té chirc mang ludi ban hang
4.2. T6 chuc lyc lugng ban hang

8 Chuong 5: Kiém soat ban hang 4 4 3 4

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




11. Panh gia hoc phén

11.1. Ma trdn phwong phdp kiém tra danh gid véi chudn diu ra hoc phan

Phwong phap
kiém tra . A
Piém thanh | Quy | Tren A CDR ciia hoc phan .
STT| ¢ ) ;3, i]' o9 danh gia Ghi chd
phan 50 Hinh thie, thoi
gian, thoi diém)| CPR1 | CPR2 | CDR3
biém  kiém
tr thuron +Hinh  thtc:
o ?‘rg i g " |cPR1.1,|CPR2.1, Trung
Xuyen, 1€ a a
YEL AT 01 P |CPRI1.2,|CPR2.2, CPR3.1,binh cong
1 | danh gia| 20% |[+Thoi  diém: o
R 7| diem , . CDbR1.3,|CbR2.3, (CDBR3.2.| cac diem
nhan thic va Céc gio hoc ) .,
e am aek ., CbR1.4.|CbR2.4. danh gia
thai dg; diem trén lop.
chuyén can.
+Hinh  thac:
Tu luan;
biém kiém +Thoi gian: 90 .
O 01 notg CPRI.1, CPR3.1| 01 bai
2 |tra gitra hoc| .., 30% |phdt; CbR2.1. 2
N diem .. 2 CbR1.2. CDbR3.2.| kiém tra
phan. +Thoi  diém:
Gio hoc 36, 37
trén 16p.
+Hinh  thuc:
Tu luan;
. s e . CbRI1.1, |CbR2.1,
biém thi ket o1 +Thoi gian: 90 CBR12.|CBR2.2. ICBR3.1
3 |thac hoc | .., 50% |phat; o o " ’|01 bai thi
N diem .. 2 CbR1.3,|CbR2.3, (CDBR3.2.
phan. +Thoi  diém: CBR14.|CBR.4
Theo lich thi o o
hoc ky

11.2. Cdch tinh diém hoc phan:
Diém hoc phan la trung binh cong cac diém thanh phan da nhéan trong s6. Tinh
theo thang diém 10, 1am tron dén mot chit s6 thap phan. Sau d6 chuyén thanh thang
diém chir va thang diém diém 4.
12. Yéu cau hoc phan

- Y thirc, thai d6 hoc tap: Sinh vién di hoc day du, dung gio, khong bo tiét, nghi

hoc ¢ phép, ¢ thai do tich cuc trong gid hoc, co6 dong gop ¥ kién xay dung bai, c6

tinh than tu hoc, hd tro ban cung 16p trong hoc tap, td chirc hoc nhom.

- Vé nghién ctru tai liéu: Sinh vién doc trudc tai liéu theo huéng dan cua gidng

vién truée khi dén 16p.




- Kiém tra danh gia: Sinh vién phai hoan thanh cac bai tap duoc giao, dat chat

luong theo yéu cdu ctia gidng vién; tham gia diy du, dat chat luong cac bai kiém tra

trén 16p va thi két thic hoc phan.

13. Tai liéu phuc vu hoc phén

- Tai liéu chinh:

~[1]. Luu ban Tho, Nguyén Vii Quan (2016), Quan tri ban hang hién dai, Nha
xuat ban tai chinh.

- Tai liéu tham khdo

quoc dan.

14. Ndi dung chi tiét hec phan va phwong phap day-hoc

[2]. Tran Thi Thap (2012), Qudn tri ban hang, Nha xuit ban thong tin va truyén théng
[3]. ThS. Nguyén Pinh Trung (2011), Bai tdp Quan tri tdc nghiép, NXB Kinh té

X iz Phwong phap day- | CDR hgc
Tuan Noi dung gidang day So tiet s
hoc phan

Chwong 1: Tong quan vé ban hang 8 [Thuyét trinh; Day | CDRI.I,
va quan tri ban hang (4LT, | hoc dwa trén van d¢; | CDR2.1,
Muc tiéu chwong: Trinh bay dugc| 4TH) | To chitc hoc theo | CDR3.1,
khai lwgc vé ban hang, quan tri béan nhom CDR3.2.
hang. Phan tich va van dung duoc cac - Giang vién:
budc quan tri ban hang vao thuc tién. + Giai thich nhiing
N@i dung cu thé: van dé tong quan vé
1.1. Téng quan vé ban hang ban hang va quan tri
1.1.1. Khdi niém ban hang ban hang.
1.1.2. Qud trinh phdt trién cia bdn + Néu van dé, hudng
hang dan sinh vién gidi

1 1.1.3. Ban chat, vai tro cia hoat quyét van dé.

dong ban hang

1.1.4. Cac logi hinh ban hang trong
doanh nghiép

1.1.5. Nhan vién ban hang

1.2. Tong quan vé quan tri ban hang
1.2.1. Khai niém quan tri ban hang
1.2.2. Quy trinh quan tri ban hang
1.2.3. Nguwoi quan tri ban hang
chuyén nghiép

+ Giao bai tdp cho ca
nhan, cac nhom.

+ Nhan xét, danh gia.
- Sinh vién:

+ Doc trudc tai liéu:
[1]: Chuong 1;

[2]: Chuong 1, trang
6-42,

[3]: Chuong 1, trang
2-13; 33-43.

+ Lang nghe, quan




3 i Phwong phap day- | CDR hoc
Tuan Noi dung gidang day So tiet s
hoc phan
sat, ghi cheép va giai
quyét cac van dé.
+ Lam bai tap cé
nhan, theo nhom trong
[1]: Chuong 1, cau héi
on tap chuong.
Chwong 2: Ky nang va phuwong Thuyét trinh; Day hoc | CDR1.1,
phap ban hang 20 dwa trén van dé; Té | CDR1.2,
Muc tiéu chwong: Nghién cau dugc | (OLT, | chirc hoc theo nhom | CDR2.2,
hanh vi mua hang cua khach hang. | 10TH, | - Giang vién: CbR3.1,
Xac dinh duoc cac ky thuat ban hang | 1KT) |+ Giai thich nhiing | CDR3.2.
co ban. Van dung quy trinh ban hang van dé lién quan dén
trong thuc té . Phan tich dugc cac ky nang va phuong
hoat dong quan tri quan hé khach phap ban hang.
hang va cham s6¢ khach hang lon. + Néu van d¢, huéng
N@i dung cu thé: dan sinh vién gidi
2.1. Nghién ctru hanh vi mua cta khach quyét van dé.
hang + Giao bai tdp cho ca
2.1.1. Khai niém hanh vi khach hang nhan, cac nhom.
2.1.2. Hanh vi mua cua nguoi tiéu - Sinh vién:
2 | dung + Doc trude tai liéu:
2.1.3. Hanh vi mua cia t6 chirc [1]: Chuong 2;

2.2. K§ thuét ban hang

2.2.1. Cac ky thuat co ban su dung
khi ban hang

2.2.2. Quy trinh ban hang

2.3. Ban hang qua trung gian

2.3.1. Céc loai trung gian phdn phéi
2.3.2. Lua chon trung gian phan phoi
co hiéu qua

2.4. Ché d6 khach hang 16n

2.4.1. Khai niém khach hang lon
2.4.2. Quan tri méi quan hé véi khdch
hang lon

2.5. Quan ly quan h¢ khéach hang

[2]: Chuong 2, trang
44-177,

[3]: Chuong 3, trang
116-155; 205-211;
222-223.

+ Lang nghe, ghi chép
va giai quyét cac van
de.

+ Lam bai tdp c&
nhan, theo nhom
trong [1]: Chuong 2,
hoi
chuong.

cau on tap
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3 i Phwong phap day- | CDR hoc
Tuan Noi dung gidang day So tiet s
hoc phan

2.5.1. Khai niém quan ly quan hé khach
hang
2.5.2. Nguyén li cua quan ly quan hé
khach hang
2.5.3. Noi dung co ban cua quan ly
quan hé khach hang
2.6. Hoat dong cham séc khach hang
2.6.1. Khai niém cham soc khach
hang
2.6.2. Cac nguyén tac cham séc khach
hang
2.6.3. Cdc quyét dinh vé cham soc
khach hang cua doanh nghiép
Chuong 3: Xay dung ké hoach ban 12 Thuyét trinh; Day | CDR1.3,
hang (6LT, | hoc dua trén van dé; | CBR2.1,
Muc tiéu chwong: Trinh bay dugc| 6TH) | Té chitc hoc theo | CDR2.2,
khai niém ké hoach ban hang. Xéc nhém CDbR2.3,
dinh dwoc cac dang ké hoach bén - Giang vién: CbR2.4,
hang va quy trinh xay dung ké hoach + Giai thich nhiing | CDR3.1,
ban hang. Phan tich méi truong kinh van dé lién quan dén | CBR3.2.
doanh va tiém lyc ban hang cua xdy dung ké hoach
doanh nghiép. Van dung cac cong cu ban hang.
hd tro 1ap ké hoach ban hang. + Néu van dé, hudng

3 | N¢i dung cu thé: dan sinh vién giai

3.1. Cac dang ké hoach ban hang
3.1.1. Khdi niém ké hoach ban hang
3.1.2. Cdc dang ké hoach ban hang
cua doanh nghiép

3.2. Quy trinh xay dung ké hoach ban
hang

3.2.1. Nghién cuu nhiém vy, muc tiéu
cua doanh nghiép

3.2.2. Phdn tich moi truwong kinh

doanh va tiém luc bdn hang cua

quyét van de.
+ Giao bai tdp cho ca
nhan, cac nhom.

- Sinh vién:
+ Doc trudc tai lidu:
[1]: Chuong 3;
[2]: Chuong 3, trang
179-226;
[3]: Chuong 7, trang

330-338.
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3 i Phwong phap day- | CDR hoc
Tuan Noi dung gidang day So tiet s
hoc phan

doanh nghiép + Ling nghe, ghi chép
3.2.3. Xac dinh muc tiéu va chi tiéu ban va giai quyét cac van
hang de.
3.2.4. Xdac dinh cdc hoat dong va + Lam bai tap ca
chwong trinh ban hang nhan, theo nhdém
3.2.5. Xdy dung ngan sach ban hang trong [1]: Chuong 3,
3.2.6. Hoan chinh ké hoach ban hang ciau hot On tap
3.3. Cac cong cu ho tro lap ké hoach ban chuong.
hang
3.3.1. Phan tich dit liéu ban hang
3.3.2. Du bao ban hang
Chuwong 4: Té chirc ban hang 12 Thuyét trinh; Day | CDR1.4,
Muc tiéu chwong: Trinh bay dugc | (6LT, | hoc dwa trén van dé; | CDR1.5,
noi dung t6 chiic mang ludi ban hang | 6TH) | Té chirc hoc theo | CDRI.6,
va to chic lue lwong ban hang. Phan nhom CPR2.3,
tich duoc cac noi dung xac dinh quy - Giang vién: CbR2.4,
mo luc lugng ban hang. + Giai thich nhiing | CDR3.1,
4.1. T6 chtrc mang luéi ban hang van dé lién quan dén | CBR3.2.
4.1.1. Céc quyét dinh vé kénh phdn t6 chtrc ban hang.
phoi ciia doanh nghiép + Néu van dé, hudng
4.1.2. Cac mé hink 6 chirc bdan hdng dan sinh vién giai
cua doanh nghiép quyét van dé.

4 4.1.3. Phdn chia khu vuc ban hang va + Giao bai tap cho cé

quan ly dia ban ban hang

4.2. T6 chirc lyc lugng ban hang
4.2.1. Khai niém luc lwong ban hang
4.2.2. Phan logi luc lwong ban hang
4.2.3. Xdc dinh quy mo cua luc
lwong ban hang

4.2.4. Tuyén dung, hudn luyén va tao

dong luc cho lyc luwong ban hang

nhan, cac nhom.

- Sinh vién:
+ Doc trudc tai liéu:
[1]: Chuong 4;
[2]: Chuong 4, trang
227-269;
[3]: Chuong 5, trang
234-317.
+ Lang nghe, ghi chép
va giai quyét cac van dé.
+ Lam bai tdp ca
nhén, theo nhom
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3 i Phwong phap day- | CDR hoc
Tuan Noi dung gidang day So tiet s
hoc phan
trong [1]: Chuong 4,
ciu hoi  On tap
chuong.
Chuong 5: Kiém soat ban hang 8 [Thuyét trinh; Day |CDRI1.7,
Muc tiéu chwong: Trinh bay dugc | (4LT, | hoc dwa trén van dé; | CDR2.3,
cac ndi dung kiém soat hoat dong ban | 4TH) | Té chirc hoc theo | CDR2.4,
hang. Trinh bay dwgc cac ndi dung vé nhom CPR3.1,
giam sat va danh gid thanh tich cua - Gidng vién: CDR3.2.
nhan vién ban hang. + Giai thich nhiing
Néi dung cu thé: van dé lién quan dén
5.1. Kiém soat hoat dong ban hang kiém so4t ban hang.
cua doanh nghiép + Néu van dé, hudng
5.1.1. Tiéu chuan kiém sodt hoat dan sinh vién gidi
dong ban hang quyét van de.
5.1.2. Cdc phwong phdp kiém sodt + Giao bai tap cho ca
> hoat dong ban hang nhan, cac nhém.
5.2. Giam sat va danh gia thanh tich - Sinh vién:
cua nhan vién ban hang + Doc trudce tai liéu:
5.2.1. Giam sat hoat dong bdan hang [1]: Chuong 5;
cua nhdn vién [2]: Chuong 5, trang
5.2.2. Banh gia thanh tich cua nhan 271-288;
vién ban hang + Lang nghe, ghi chép
va giai quyét cac van dé.
+ Lam bai tap ca nhan,
theo nhém trong [1]:
Chuong 5, cau héi 6n
tap chuong.
Hai Duong, ngay 24 thang 9 nam 2020
KT HIEU TRUONG TRUONG KHOA TRUONG BQ MON

/ﬁ//”(/ W

Nguyén Minh Tuin Nguyén Thi Ngoc Mai
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