1. Hoc phén: QUAN TRI QUAN HE KHACH HANG
(CUSTOMER RELATIONSHIP MANAGEMENT)

2. Ma hoc phan: COM3003
3. Nganh: Marketing
4. Khéi lwong hoc tap: 3 credits
5. Trinh d¢: Pai hoc.

6. Hoc phan diéu kién hoc trwée: Khong co
7. Muc dich hoc phén

Quan tri quan hé khach hang (CRM) la mot chién lugc kinh doanh nham cuc dai hoa
kha nang sinh loi va su thoa man khach hang thong qua viéc to chirc xoay quanh cac phan
doan khach hang va trién khai cac qua trinh dinh huéng khach hang. Hoc phéan gitip sinh
vién hiéu sau sic cac khai niém cdt 161 vé gia tri khach hang, trai nghiém khach hang, danh
muc khach hang, vong do1 khach hang, dir liéu khach hang, cac khai niém vé chién luoc
quan tri khach hang. Hoc phéan ciing cung cép nhiing ndi dung co ban vé tim quan trong
cia CRM, phan tich gia tri khach hang va phan biét khach hang theo gia tri, cac ngudn tao
ra gia tri khach hang, quan tri trdi nghiém khach hang, quan tri danh muc khach hang, quan
tr1 v ng doi khach hang, co sé dir liéu khach hang, van hoa doanh nghiép dinh hudng khach
hang, van d¢é t6 chuc trong quan hé khach hang.

8. Chuin dau ra hoc phian (CLO)

TT Ma CDR‘Acua Tén chuan dau ra
hoc phan
1 CLO1 Van dung dwoc cac khai niém cdt 16i trong CRM

Panh gia dwoc gia tri khach hang nham quan tri danh muc khach
2 CLO2 hang

Phén tich dwoc tién trinh nhan dang, thu thap, quéan 1y, khai thac
3 CLO3 dir liéu khach hang cho muc dich CRM

4 CLO4 Pé xuit ap dung cic cong cu trong CRM tac nghiép

Thyec hién dwec hoat dong phuc vu khach hang theo nguyén tic
5 CLO5 cua CRM nham duy tri va phat trién khach hang

6 CLOG6 C6 k¥ niang truyén thong noi va viét




Ma tran quan hé chuan dau ra hoc phan (CLO) va chuin dau ra chuong trinh (PLO)
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CLO1 X
CLO2 X
CLO3 X X
CLO4 X X
CLO5 X
CLO6
Tong hop theo HP U T U
Chu thich:

— Introduce (1): Chuan dau ra chuwong trinh (PLO) khong nhat thiét phai dugc chuyén tai
thanh chuin dau ra hoc phan (CLO) (néi dung “Introduce” gin véi chudn dau ra chuong
trinh khong can thé hién trong chuan dau ra hoc phan) c6 hoat dong gidi thi€u so bd,
khong c6 hoat dong kiém tra, ddnh gia trong hoc phan do.

— Teach (I): PLO phai duoc chuyén tai thanh CLO (ndi dung Teach phai dugc thé hién
0 trong CLO modn hoc), c6 hoat dong gidng day chinh khoa, c6 hoat dong kiém tra,
danh gia.

— Utilize (U): khong nhat thiét PLO phai dugc chuyén tai thanh CLO, khong c6 hoat dong
giang day, sinh vién chi sir dung nhiing kién thuc, k¥ nang di c6 & mon hoc trude do dé
hoc va/ hoac danh gia & mon hién tai.

9. Nhi€ém vu cua sinh vién

- Tich cuc trong gi¢ hoc; doc céc tai liéu do gidng vién yéu cau; c6 mat ding gio va
tuan thu chinh xac theo cac ké hoach dugc giang vién xac nhén; tham gia hoan thanh
cac bai tdp nhém tai 16p, bao cdo thuc té va thuyét trinh tai 1op.

- Tham dy ky thi két thiic hoc phan do bo phan Khao thi ciia Trudng to chic.

- Tu giac trong hoc tap; trung thuc trong lam bai tap; ton trong c4 nhan, tap thé va
cac quy tac cua 16p hoc dong thoi thuong xuyén gitr lién lac voi 16p va giang vién.

- Khong sir dung cac thiét bi dién tir trong gio hoc trir khi giang vién c6 yéu cau.




10. Tai liéu hoc tap
10.1 Giao trinh

TL1. Customer Relationship management: Concepts and technologies, Francis
Buttle, Routledge, 2015.

10.2 Tai liéu tham khdo

TK1. Managing Customer Experience and Relationships; Don Peppers & Martha
Rogers; John Wiley&Sons Inc (2017)

TK2. Customer Value Creation Behavior, Youjae Yi, (2014)

TK4. Marketing méi quan hé va qudan tri quan hé khach hang, Luu Pan Tho, Luong
Van Quéc, NXB Tai chinh, 2016

TKS. Quan tri quan hé khdch hang, Luu Pan Tho, Lwong Vin Quéc, NXB Tadi chinh,
2016

TK6. Cam nang Quan 1y méi quan hé khdch hang; Jill Dyché; Ban dich ciia NXB
Tong hop TP. Ho Chi Minh va Tinh van Media phat hanh (2009)
TK?7. Bai gidng dwoc giang vién cung cdp lan
TKS. Cdc tai liéu khdc do giang vién hwéng dan va cung cdp
11. Thang diém: Theo thang diém tin chi
12. Noi dung chi tiét hoc phan

CHUONG 1 : TONG QUAN VE QUAN TRI QUAN HE KHACH HANG

1.1. Quan hé
1.1.1 Khai niém va dic diém cua quan hé
1.1.2 Phan loai quan h¢
1.1.3 Nhitng dic trung ctia quan hé t6t
1.1.4 Cac giai doan phat trién ctia mot mdi quan hé
1.2 Quan tri quan hé khach hang (CRM)
1.2.1 C4c khai niém vé CRM
1.2.2 Nhiing trong tam cua CRM
1.2.3 CRM, Marketing, Marketing quan h¢ va ban hang



1.2.4 Tam quan trong cia CRM
1.2.5 Sy thoa man, 1 ng trung thanh cua khach hang va hiéu qua kinh doanh
Tai li¢u hoc tap

TL1. Poc chuong 01 & 02, Customer Relationship Management — Concepts and
Technologies; Francis Buttle, Elsvier, 2015

TL2. Boc chuong 01, 02 & 03, Managing Customer Experience and

Relationships: A strategic framework, Don Peppers & Martha Roger; John
Wiley, 2017

TL3. Tai liéu dugc gido vién cung cip thém

CHUONG 2
GIA TRI CUA KHACH HANG VA PHAN BIET KHACH HANG THEO GIA TRI

2.1. Gia tri caa khach hang

2.1.1 Cac khai niém

2.1.2 Do ludong gia tri cuia khach hang

2.1.3 Gia tri lau dai cua khach hang (LTV)

2.2. Phan biét khach hang theo gia tri

2.2.1 Ban chét

2.2.2  Sap xép cac khach hang theo gid tri va chién luoc

2.3 Khai thac gia tri tiém ning ciia khach hang

Tai liéu hoc tap

TL1. Poc chuong 05, Managing Customer Experience and Relationships: A strategic
framework, Don Peppers & Martha Roger; John Wiley, 2017

TL2. Tai liéu dugc gido vién cung cap thém

CHUONG 3

CUNG UNG GIA TRI KHACH HANG VA QUAN TRI TRAI NGHIEM CUA
KHACH HANG



3.1. Cung trng gia tri khach hang

3.1.1 Khai niém gia tri khach hang

3.1.2 Nguén tao ra gia tri khach hang

3.2. Quan tri trai nghiém cta khach hang

3.2.1 Kbhai niém trai nghi¢m cua khach hang

3.2.2  Quan tri trai nghiém cua khach hang

Tai li¢u hoc tap

TL1 Poc chuong 07, Customer Relationship Management — Concepts and

Technologies, Francis Buttle, Elsvier, 2015

TL2. Tai liéu dugc gido vién cung cap thém

CHUONG 4

NHUNG PO LUONG THEO KHACH HANG TRONG CRM & QUAN TRI

4.1.
41.1
4.1.2
4.2.
421
4.2.2
4.2.3
4.2.4
4.2.5

DANH MUC KHACH HANG

Nhirng do luwong theo khach hang trong CRM

Nhirng do luong truyén théng trong marketing

Nhiing do Iuong theo khach hang

Quan tri danh muc khach hang

Khai quat vé danh muc khach hang va quan tri danh muc khach hang
Quan tri danh muc khach hang trong quan hé B2B

Céc cong cu bd sung trong quan tri danh muc khach hang

Céc khach hang ¢ y nghia chién luoc

Céc chién luge quan tri khach hang

Tai li€u hoc tép

TL1. Boc chuong 05, Customer Relationship Management — Concepts and

Technologies, Francis Buttle, Elsvier, 2015

TL2. Tai liéu dugc gido vién cung cip thém



CHUONG 5
QUAN TRI VONG POI KHACH HANG

5.1. Thu hat khach hang
5.1.1 Khai quat vé khach hang méi
5.1.2 Xac dinh khach hang tiém ning va udc tinh gi tri khach hang
5.1.3 Chao moi phu hop
5.1.4 Danh gia cac chuong trinh thu hut khach hang
5.2. Luru giir va phat trién khach hang
5.2.1 Khai quat vé giir khach hang
5.2.2 Chon loc khach hang
5.2.3 Céac chién lugc giir khach hang
5.2.4 Danh gia cac chuong trinh gitr khach hang
5.2.5 Khai quat vé phat trién khach hang
5.2.6 Cac chién lugc phat trién khich hang

5.2.7 Cac chién lugc hity boé mbi quan hé v6i khach hang

Tai liéu hoc tap
TL1. Doc chuong 03 & 04, Customer Relationship Management — Concepts and
Technologies, Francis Buttle, Elsvier, 2015

TL2. Tailiéu dugc gido vién cung cip thém

CHUONG 6
CRM TAC NGHIEP

6.1. Tw dong hoa luc lwgng ban (SFA)
6.1.1 Khai quat vé SFA

6.1.2 Loiich cua

6.1.3 Céc cong cu SFA



6.2 Tw dong hoa marketing (MA)
6.2.1 Khai quat vé MA
6.2.2 Loiich caa MA
6.2.3 Cac cong cu MA
6.3 Tw dong hoa dich vu (SA)
6.3.1 Khai quat vé dich vu khach hang va chit luong dich vu
6.3.2 Khai quat vé SA

6.3.3 Loiich cua SA

6.3.4 Cac cong cu SA

Tai li€u tham khao

TL1. Poc chuong 08, 09 & 10, Customer Relationship Management — Concepts and
Technologies, Francis Buttle, Elsvier, 2015

TL2. Tai liéu dugc gido vién cung cap thém

CHUONG 7
PHAT TRIEN VA SU DUNG CO SO DU LIEU KHACH HANG

7.1. Khii quat vé co sé dir liéu khach hang

7.1.1 Khai ni€m co s¢ dit liéu khach hang

7.2.1 Phan loai co s¢ dit liéu khach hang
7.2.  Phat trién va quan 1y co s& dir liéu khach hang 7.3. Sir
dung co s& dir liéu khach hang

Tai liéu hoc tap
TL1. Boc chuong 11, Customer Relationship Management — Concepts and
Technologies, Francis Buttle, Elsvier, 2015

TL2. Tai liéu dugc gido vién cung cip thém

CHUONG 8
VAN PE TO CHUC TRONG QUAN TRI QUAN HE KHACH HANG



6.1. Doanh nghi€p dinh huwéng khach hang

6.1.1 Ban chat ciia doanh nghiép dinh hudng khach hang

6.1.2 St ménh va van hoa trong doanh nghi¢p dinh huéng khach hang
6.2. Vén dé to chirc trong quan hé khach hang

6.2.1 Nhiing ciu triic to chirc truyén thong trong Marketing

6.2.2 Céu trac t6 chtrc dinh hudng quan hé khach hang

6.2.3 Con nguoi trong t6 chtrc dinh hudng quan hé khach hang
6.3 Nhirng thay ddi trong cic qua trinh kinh doanh va marketing

Tai liéu hoc tap

TL1. Poc chuong 13, 14, 15, Managing Customer Experience and Relationships: A
strategic framework, Don Peppers & Martha Roger; John Wiley, 2017

TL2. Tai liéu dugc gido vién cung cap thém

13. Ma tran quan hé chuin diu ra va ndi dung (chwong) hoc phan

Chuong — | Q|0 | | v | L
, Ten ch o|o|Q|S|S|S
thir én chuong 318|18!8/3|C
Tong quan vé quan hé va quan tri quan hé khach | X X | X
1 hang
Gia tri cua khach hang va phan biét khach hang X| X| X X
2 ltheo gia tri
Cung ung gia tri khach hang va quan tri trai X X X
3 nghiém cua khach hang
Nhiing do luong theo khach hang trong CRM va X| X] X| X X
4 quan tri danh muc khach hang
5 | Quan tri vong doi khach hang X X X| X
6 |CRM téac nghi¢p X X X
7 | Phat trién va sir dung co sé dir liéu khach hang X X X | X
8 | Van dé t6 chuc trong quan hé khach hang X X | X




14. Mdi quan hé giira chuin diu ra hoc phan (CLO) va phwong phap gidng day, hoc
tip (TLM)

(&} o < ') O
Tén ph hip gigng day, | \OM = [ S 1SS ]9 3
STT| Ma en phuong phap giang day, o0l © | O d13|13d]|0
hoc tap (TLM) S
phap
1 | TLM1 |Giai thich cu thé | Z®NCIt |4
Teaching
2 | TLM2 |Thuyét giang Lecture 1 X | X X
3 | TLM3 |Tham lugn Guest 1
Speaker
A, A A Problem
4 | TLM4 |Giai quyét van dé Solving 2
5 | TLM5 | Tap kich nao Brainstorming 2
i X
6 | TLMe | Hoc theo tinhl - ooosudy | 2 | X | X | X | x| x
huong
7 | TLM7 | Pong vai Role Playing | 3
8 | TLM8 | Try choi Game 4

9 | TLM9 | Thuc tap, thuc té| Field Trip 4

10 |TLM10O | Tranh luan Debate 4
11 | TLM11 | Thao lusn Discussion 5 KX X)X
_ X
12 | TLM12 | Hoc nhém Peer Practice 5 X | X | X | X
13 |TLM13 | Cau hoi goi m& Inquiry 5 X | X X
Dy 4n nghién Ef(s)?: é,([:/h
14 |TLM14 | ctr/ Nghién ctru J 6
Independent

doc lap

Study




15 |TLM15 , Technology_
Hoc truc tuyén Based 7
Methods
X
16 | TLM16 | Bai tap & nha Work 6 X | x| x| x
Assigment
. X Seminar/
17 | TLM17| Hudéng dan ) 1
Tutorial
18 | TLM18| Biéu dién Story Theatre | 3
19 | TLM19| M6 phong Simulation 4
20 | TLMzo| LOP  hoc apl yiocaw 5
ghep
15. Phan b thoi gian theo so tiét tin chi cho 3 tin chi (1 tin chi = 15 tiét)
S6 tiét tin chi Phuong phap
giang day
Chuong . ] T‘huc ,
thit Tén chuong Ly har]h/ Téng
thuyet | thdao | so
luan
Tong quan vé quan hé va quan tri quan TLM2, TLMSG,
1 hé khach hang 4 2 6 TLM16
TLM2,
Gia tri cia khach hang va phan biét TLM16,
2 khach hang theo gia tri 3 2 °
gtheo gla tr TLM6
Cung trng gia tr1 khach hang va quan TLM2,TLM13,
3 tri trai nghiém cta khach hang 3 2 7 TLM16
4 Nhitng do luong theo khach hang 5 3 8 TLM2,
trong CRM va quan tri danh muc khach TLM16,
hang TLMé6
TLM2,
5 | Quan tri vong doi khach hang 5 3 | s | TLMIL 12
TLM16
6 CRM téc nghi¢p 3 0 3 | TLMZ2, TLM16




TLM2,
Phat trién va st dung co so dit liéu TLM18,
" | khch hang 310 3 LM
TLMS,
8 Van d€ t6 chure trong quan hé khach 3 2 5 TLM13,
hang TLM16

Tong 30 15 | 45

Ghi chii: S6 gio thyc hanh/ thao ludn trén thuc 1é sé bdng 6 tiét thue hanh/ thao ludn

trén thiét ké x 2

16. Méi quan hé giira chuin dau ra hoc phian (CLO) va phwong phap danh gia (AM)

sm | S 1018|381 3
x A Nhomqqqqqgj
STT Ma Tén phuwong phap danh gia phuong | © O |O |O | O
phap
i N Attendence
1 AML1 | Béanh gid chuyén can Check 1
o Work X
. . Oral X
) Performance
4 AM4 | Banh gia hoat dong test 2
Journal and
5 AMS5 | Nhat ky thuc tap blogs 2
6 | AM6 | Kiém tra tw luan Essay 2 | X| X|Xx]|X X
B , _ Multiple choice
7 AM7 | Kiém tra trac nghiém exam 2
8 AMS8 | Bao vé vathivandap| Oral Exam 2
9 AM9 | Béo céo Written Report 2 X| X| X| X X
Danh gid lam viéc Teamwork X
10 | AM10 | hhom Assessment 3 X|X| X X




Graduation
11 AM11 | Bao cao khoa luan Thesis/ Report
12 | AM12 | Khéc
15. Ké hoach kiém tra danh gia
Ph cL
radn | Neid h,“";'fgh Tilg | CL|CL|CL|CL|cL|
an 1 n a an
! o1 CHRE | PRAP © (%) | 01| 02| 03| 04/ 05
gia
AMS3,
1 2’4’193’11’ gh?pter L3 amo, | 10% | x | x | x | x | x | x
! AM10
2 | 89 |Chapteri-4| AM6 | 20% | X | X | X X
AMS3,
Chapter 2, 6, AM9, 0
3 14 avp. | 10% | X | X X | x| X
AM10
4 | Theo lich Toan b6 AM6 | 60% | X | X | X | X X
Tong cong | 100%

Xac nhan cua Khoa/B mon




