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Hoc phan:

MARKETING DICH VU
SERVICE MARKETING

M4 hoc phan: HOS3001

Nganh: Marketing

Khéi lwgng hoc tip: 3 tin chi.

Trinh do: Pai hoc.

Hoc phén diéu kién hoc truée:  MKT2001 — Marketing cin ban

Muc dich hoc phin

Thir nhat, hoc phan huéng dén nham trang bi cho ngudi hoc cac kién thirc va ky

nang co ban vé cac hoat dong Marketing trong linh vuc dich vu.

Thir hai, hoc phéan ciing gitup ngudi hoc c6 thé van dung cac kién thirc vé Marketing
dich vu vao vi¢c xay dung va trién khai cac chién lugc, chinh sach Marketing cho mot
doanh nghiép dich vu cu thé-thuc té va gia dinh.

Thir ba, hoc phéan ciing tao diéu kién cho ngudi hoc rén luyén k¥ nang giao tiép, ky

nang giai quyét van dé, k¥ nang ra quyét dinh, k¥ nang hop tac, k¥ ning quan 1y thoi gian
va thai dg lam viéc chuyén nghi€p thong qua cac hoat dong hoc tap trén 16p va ngoai 16p.
Chuén diu ra ciia hoc phian (CLO)

Sau khi hoc xong hoc phan nay, sinh vién c6 thé:

8.

Ma
bR L
TT C Tén chuan dau ra
cua hoc
phan
1 | cLot Phan tich dugc nhirng khac biét co tinh hé qua trong hoat dong Marketing
xuat phat tir dc thu cua dich vu twong tng tirng loai dich vu
2 | CLO2 | Dw doan dugc hanh vi cia khach hang khi di mua va str dung dich vu
3 | cLo3 Pé xuat dugc mot ké hoach Marketing, cac giai phap Marketing cho mot
doanh nghiép dich vu thuc té hoac gia dinh, ca trong ngén han va dai han.
4 | cLoa Trién khai hiéu qua ké hoach Marketing, cac giai phap Marketing cho 1
doanh nghiép dich vu thuc té hodc gid dinh
Ciing ¢6 duoc k¥ ning thuyét trinh nhom, k¥ ning giao tiép, ky ning quan
5 | CLO5 |ly thoi gian, ky nang phdi hop trong lam viéc nhom va thai do lam viéc
chuyén nghiép.




Ma tran quan hé chuin diu ra hec phan va chuin diu ra chwong trinh

CPRhocphin/CBR | 3 | & |8 |3 1885|888 |88
chuong trinh z |z |z|lz|la|z|z|z|a = | & | &
CLO1 X X
CLO2 X
CLO3 X
CLO4 X
CLO5 X
Téng hop theo HP U U |Tu Uujlu
Chu thich:

— Introduce: Chuan dau ra chuong trinh (PLO) khong nhét thiét phai duoc chuyén tai
thanh chuin dau ra hoc phan (CLO) (ndi dung “Introduce” gin véi chuan dau ra
chuong trinh khong can thé hién trong chuan dau ra hoc phan), c¢6 hoat dong gidi thiéu
so bg, khong c6 hoat dong kiém tra, danh gia trong hoc phén do.

— Teach: PLO phai duoc chuyén tai thanh CLO (ndi dung Teach phai dugc thé hién rd
trong CLO mén hoc), ¢6 hoat dong giang day chinh khoa, c6 hoat dong kiém tra, danh
gia.

— Utilize: khong nhat thiét PLO phai duoc chuyén tai thanh CLO, khong ¢ hoat dong
giang day, sinh vién chi st dung nhimng kién thirc, k¥ ning da c6 & mén hoc trude do
dé hoc va/ hodc danh gia & mon hién tai.

9. Nhiém vu ctia sinh vién

- Tham du 16p hoc it nhat 12 80% thoi gian giang 1y thuyét.
- Tham gia thao luén trén 16p hoc.
- Boc tai liéu theo hudng dan cta giao vién;
- Hoan thanh toan bg cac bai tap duogc giao.
10.  Tai liéu hoc tap
10.1. Giéo trinh
+ Bai gidng mon Marketing dich vu.
+ Service Marketing — People, Technology, Strategy (sixth edition); Lovelock, C.,
Wirtz, J.; Prentice Hall (2011).
10.2. Tai liéu tham khao

+ Service Marekting; Lovelock, C., Vandermerw, S., Lewis, B., Fernie, S.;
Edinburgh Business School (Heriot-Watt University) (2011)



11.
12.

1.1.
1.2.

+ Service Marketing-Concepts, strategies, cases (Fourth edition); Hoffman, K.D.,
Bateson, J.E.G.; Cengage Learning (2010)

+ Service Marketing-Integrating Customer focus across the firm (second european
edition), Wilson, A., Zeithaml, V.A., Bitner, M.J, Gremler, D.D.; Mc Grawhill
(2012).

+ Cac bai bao, cac Case study vé cac doanh nghiép dich vu, hoat dong Marketing
trong cac doanh nghiép dich vu & Viét nam va trén thé gi6i
Thang diém: Theo thang diém tin chi.
Noi dung chi tiét hoc phan
Chuong 1

TONG QUAN VE MARKETING DICH VU
Vi sao phii nghién ctru vé dich vu?
Dich vu la gi?
1.2.1. Khai niém dich vu
1.2.2. San pham dich vu so vé6i dich vu khach hang va dich vu sau ban
1.2.3. Cac loai dich vu

1.3. Nhirng thach thirc dat ra cho Marketing dich vu

1.4. Marketing Mix mé rong trong linh vuc dich vu

Tai liéu hoc tap:
+ Bai giang Marketing dich vu
+ Service Marketing — People, Technology, Strategy (six edition); Lovelock, C., Wirtz, J.;

Prentice Hall (2007); chapter 1: New perspectives on marketing in the service economy

2.1.

2.2.

2.3.

Chuong 2
KHACH HANG DICH VU
Phan loai khach hang dich vu
2.1.1. Theo ti€u thic dia ly
2.1.2.  Theo ti€u thirc trang thai mua va str dung
2.1.3.  Theo tiéu thirc muc dich mua
Tién trinh ra quyét dinh ciia khich hang dich vu
2.2.1. Cac budc co ban
2.2.2.  Nhiing diém can luu y trong tién trinh ra quyét dinh cta khach hang dich vu
Mong dg¢i va cim nhén cia khach hang dich vu
2.3.1. Mong doi ctua khach hang dich vu
2.3.2.  Cam nhan cua khach hang dich vu
Tai liéu hoc tap:
+ Bai giang Marketing dich vu



+ Service Marketing — People, Technology, Strategy (sixth edition); Lovelock, C., Wirtz,
J.; Prentice Hall (2007); chapter 2: Consuer behavior in service context
Chuong 3

PINH HUONG CHIEN LUQC DICH VU
3.1. Khai quat vé chién hrge Marketing trong linh vue dich vu

3.1.1. Khai niém chién lugc Marketing

3.1.2. Chién lugc Marketing dinh huéng khach hang

3.1.3. Hoach dinh chién lugc Marketing trong cac doanh nghié¢p dich vu
3.2. Xac dinh thi trudng muc tiéu cho dich vu

3.2.1. Phan doan thi truong dich vu

3.2.2. Lya chon thi truong muc ti€u
3.3. Pinh vi dich vu

33.1.Y nghia cta dinh vi dich vu

3.3.2. Céc chién lugc dinh vi dich vu
3.4. Xac dinh cac cong hién cho thi truong muc tiéu

Tai liéu hoc tap:

+ Bai giang Marketing dich vy

+ Service Marketing — People, Technology, Strategy (sixth edition); Lovelock, C., Wirtz,
J.; Prentice Hall (2007); chapter 3: Positionning service in competitive Marketing

Chuong 4
AP DUNG 4P TRONG MARKETING DICH VU

4.1. Phat trién cac khai niém dich vu
4.1.1. Thiét ké khai niém dich vu
4.1.2. Cac quyét dinh vé chung loai san phém cua mdt doanh nghi¢p dich vu
4.1.3. bat nhan dich vu
4.1.4. Chat luong dich vu
4.1.5. Phat trién dich vy méi
4.2. Phan phdi qua cc kénh vt chét va kénh dién tir
4.2.1. Phan phdi trong bdi canh dich vu
4.2.2. Cac quyét dinh vé dia diém va thoi gian
4.2.3. Hé thong kénh dién tir trong phéan phéi dich vu
4.2.4. Vai tro clia cac trung gian trong phan phdi dich vu
4.3. Pinh gia dich vu
4.3.1. Nhan thtrc cia khach hang vé gia dich vu
4.3.2. Cac phuong phép tiép can dinh gia dich vu



4.3.3. Cac quyét dinh gia lién quan dén ning luc phuc vu
4.4. Quyét dinh veé xiic tién c6 dong

4.4.1. Thach thirc va co hoi vé truyén thong dich vu

4.4.2.Dbi tuong trong diém va muc tiéu truyén thong dich vu

4.4.3. Thiét ké thong diép trong truyén thong dich vu

4.4.3. Cac cong cu truyén thong dich vu

Tai liéu hoc tap:

+ Bai gidng Marketing dich vy

+ Service Marketing — People, Technology, Strategy (sixth edition); Lovelock, C., Wirtz,
J.; Prentice Hall (2007); Chapter 4: Developing Service Products: Core and Supplementary
Elements; chapter 5: Distributing Services Through Physical and Electronic Channels, chapter 6

Setting Prices and Implementing Revenue Management, chapter 7 Promoting Services and
Educating Customers 163

Chuong 5

QUAN TRI SU TUONG TAC VOI KHACH HANG: 3P PAC THU CUA DICH VU

5.1. Thiét ké cac qua trinh phuc vu khach hang theo dinh hwéng Marketing

5.1.1. Lap ban thiét ké dich vu dé sang tao gia tri dich vu va tac nghiép hi¢u qua

5.1.2. Thiét ké lai c&c qua trinh

5.1.3. Sy tham gia ctia khach hang vao qua trinh cung tng dich vu
5.2. Quén tri moi trudng dich vu

5.2.1. Vai tro6 cua moi truong dich vu

5.2.2. Céu triic cia moi truong dich vu

5.2.3. Hanh vi cta khéach hang trong khung canh dich vu

5.2.4. Cac quyét dinh vé moéi truong dich vu
5.3. Xy dung phong cach phuc vu cho nhan vién tiép xic

5.3.1. TAm quan trong va vai trd cta nhan vién tiép xuc

5.3.2. Céc yéu tb thudc nhan vién tiép xuc phan anh vé dich vu

5.3.3. Nhiing kho khin cua nhéan vién tiép xtc trong phuc vu khach hang

5.3.4. Mot s6 k¥ ning co ban cta nhéan vién tiép xtc

5.3.5. Xay dung phong cach phuc vu cho nhén vién tiép xuc

Tai liéu hoc tap:

+ Bai giang Marketing dich vu

+ Service Marketing — People, Technology, Strategy (sixth edition); Lovelock, C., Wirtz,

J.; Prentice Hall (2007); chapter 8: Designing and Managing Service Processes, chapter 10:
Crafting the Service Environment, Chapter 11: Managing People for Service Advantage



Chuong 6
QUAN TRI MOI QUAN HE VA TAO DUNG LONG TRUNG THANH

CUA KHACH HANG

6.1. Xay dung long trung thanh cia khach hang

6.1.1. Loi ich cua khach hang trung thanh

6.1.2. Xay dung long trung thanh
6.2. Quan tri mdi quan hé véi khach hang

6.2.1. Muc tiéu chung ctua quan tri quan hé voi khach hang

6.2.2. Céc van dé co ban trong quan tri quan hé voi khach hang
6.3. Thue thi chién lwgc sira sai, bdi hoan dich vu

6.3.1. Hanh vi cua khach hang khi c6 sai sot

6.3.2. Cac nguyén li ctia boi hoan dich vu

6.3.3. Hoc hoi tir cac thong tin phan hoi tir khach hang

Tai liéu hoc tap:

+ Bai gidang Marketing dich vu

+ Service Marketing — People, Technology, Strategy (sixth edition); Lovelock, C.,
Wirtz, J.; Prentice Hall (2007); chapter 12: Managing Relationships and Building Loyalty
va chapter 13: Complaint Handling and Service Recovery

Chuong 7
MARKETING ONLINE TRONG LINH VUC DICH VU

7.1. Khai quat vé Marketing online

7.1.1. Khai niém vé marketing online

7.1.2. Pic diém ctua Marketing online
7.2. Cac cong cu cua Marketing online

7.2.1. Marketing qua email (Email Marketing)

7.2.2. Marketing trén cong cu tim kiém (Search engine marketing)

7.2.3. Marketing lién két hay Marketing qua dai 1y (Affiliate Marketing)

7.2.4. Quang cao truc tuyén (Online Advertising)

7.2.5. Marketing thong qua blog/mang xa hoi

7.2.6. Viral marketing

7.2.7. Marketing trén cac phuong tién di dong (Mobile Marketing)

7.2.8. Quan hé cong chung dua trén web (WebPR hay PR online)

7.2.9. Thiét ké va phat trién website (hay con goi Article marketing)
7.3. Ung dung Marketing online trong linh vue dich vu

7.3.1. TAm quan trong clia Marketing online trong linh vuc dich vu



7.3.2. Cac hoat dong ung dung Marketing online trong linh vuc dich vu

7.3.3. Mot s6 xu huéng Marketing online méi nhat

Tai liéu hoc tap:

+ Bai giang Marketing dich vu

+ eMarketing - The essential guide to marketing in a digital world, the 5th Edition,
Rob Stoke va Minds Quirk, 2013, Quirk eMarketing (Pty) Ltd.

13. Ma tran quan hé chuin dau ra va ndi dung (chwong) hoc phﬁn
Chuong — N ™ < Lo
tho Tén chuong 9 9 9 3 3
®) @) @) O O
1 Téng quan vé Marketing dich vu X X
2 Khach hang dich vu X X
3 Chién lugc Marketing dich vu X X
4 Ap dung 4P trong Marketing dich vu X | X | X
c Quan tri su tuong tac véi khach hang: 3P dic thu X X X
cua dich vu
Quan tri mbi v4i quan hé véi khach hang va xay X | X
6 . \
dung long trung thanh
7 Marketing online trong linh vuc dich vu X X
14.  Méi quan hé¢ giira chuin diu ra hoc phz"in (CLO) va phuong phap giiang day,
hoc tap (TLM)
M Phwong phap giang | TLM | 5 o 3 S a
day, hoc tap Grop| o | o | © | © | ©
1 TLM1 Explicit Teaching 1
2 TLM2 Lecture 1 X
3 TLM3 Guest Speaker 1
4 TLM4 Problem Solving 2
5 TLM5 Brainstorming 2
6 TLMG6 Case Study 2 X X X
7 TLM7 Role Playing 3 X X X
8 TLMS8 Game 4




9 TLM9 Field Trip 4 X X
10 | TLM10 Debate 4
11 | TLM11 Discussion 5
12 | TLM12 Peer Practice 5 X X X X
13 | TLM13 Inquiry 5
Research Project/
14 6
TLM14 Independent Study
Technology-Based
15 | TLM15 Methods 7
16 | TLM16 Work Assignment 6
17 | TLM17 Seminar/Tutorial 1
18 | TLM18 Story Theatre 3
19 | TLM19 Simulation 4
20 | TLM20 Jigsaw 5 X
15. Phén b thoi gian theo so tiét tin chi cho 3 tin chi (1 tin chi = 15 tiét)
S tiét tin chi Phuong phap
giang day
Chu’('rng Tén chwong i T\hl_rc
thw Ly hanh/ Tén
thuyét thao 0ng 50
luzfm(*)
1 Téng quan vé 3 3 5 TLM2, TLMG,
Marketing dich vu TLM12, TLM20
TLM2, TLM12,
2 Khach hang dich vu 3 3 6 TLM7
ié i TLM2, TLM12,
3 C'hlen lugc Marketing 3 3 6
dich vu
A TLM2, TLM12
4 Ap dl%ng .4P trong 7 3 15 ) ,
Marketing dich vu
Quan tri sy tuong tac TLM2, TLMS,
5 vGoi khach hang: 3P 4 5 9 TLM7, TLM12,
dac thu cta dich vu TLMS,




Quan tri moi véi quan
hé voi khach hang va

TLM2, TLM20

6 - ‘ 1 2 3
xay dung long trung
thanh
2 Marketing online trong 0
linh vuc dich vu
Téng cong 45

Ghi chii: S6 gio thuc hanh/ thao lugn trén thuc 1é sé bcing 6 tiét thuc hanh/ thao
ludn trén thiét ké x 2.

16.  MSbi quan hé giira chuin diu ra hoc phin (CLO) va phwong phap danh gia
(AM)
AM — (9} (9p) < LO
Code | Assessment Methods Q S o S o
Group | © O O O O
1 AM1 Attendance Check 1
2 AM2 Work Assignment 1 X X
3 AM3 Oral Presentation 1 X X
4 AM4 Performance Test 2 X X
5 AM5 Journal and Blogs 2
6 AM6 Essay 2 X X X X
Multiple Choi
7 AM?7 ultiple Choice )
Exam
8 AMS8 Oral Exam 2
9 AM9 Written Report 2
Teamwork
10 | AM10 3 X
Assessment
1 | AM11 Graduation Thesis/ 3
Report




12 | AM12 Others 4
17. K& hoach kiém tra, danh gia
T
R . Phwong phip | % 5|CLO|CLO|CLO|CLO|CLO
Tuan Noi dung dénh gi4 >0 1| 2| 3| 4| s
5 (%)

1| 115 AM10 15% X
2| 4 Chuong 2 AM2 3% X X
3| 6 Chuong 3 AM3 5% X
41 7 Chuong 4-1 AM4 3% X | X
5| 8 Chuong 4-2 AM4 3% X | x
6| 9 Chuong 4-3 AM4 3% X | x
7 11 Chuong 4-4 AM3 4% X
8 | 14 Chuong 5-3 AM3 4% X

Theo
9 | L | Chuongl 234,56 AM6 60% | X | X | X | X

Overall 100%

Xac nhan cua Khoa/B mon




