o &~

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

M4 hoc phan: COM3003

Nganh: Quan tri kinh doanh

Khoi lwgng hoc tip: 3 tin chi.

Muc dich hoc phin

Quan tri quan hé khach hang (CRM) 1a mét chién luoc kinh doanh nham cyc dai

hoa kha ning sinh loi va su thoa man khach hang thong qua viéc to chirc xoay quanh

céc phan doan khach hang va trién khai cic qua trinh dinh hudng khach hang. Hoc

phan gitp sinh vién hiéu sau sac cac khai niém cot 161 vé gia tri khach hang, trai

nghiém khach hang, danh muyc khéach hang, vong doi khach hang, dir li¢u khach hang,

cac khéi niém vé chién lugc quan tri khach hang. Hoc phan cling cung cap nhiing ndi

dung co ban vé tam quan trong ctia CRM, phén tich gia tri khach hang va phan biét

khach hang theo gia tri, cac ngudn tao ra gia tri khach hang, quan tri trai nghiém khach

hang, quan tri danh muc khéch hang, quan tri vong doi khach hang, co s¢ dir li¢u

khach hang, van ho4 doanh nghiép dinh huéng khach hang, van dé to chirc trong quan
hé khach hang.

6. Chuan dau ra hoc phan (CLO)
Ma CBR ct L
TT a ‘Acua Tén chuan dau ra
hoc phan
1 CLO1 Dién giai cac khai niém ct 16i trong CRM
Panh gia gia tri khach hang nham quan tri danh muc khach
2 CLO2 .
hang
3 CLO3 Phén tich tién trinh nhan dang, thu thap, quan 1y, khai thac dit
li¢u khéach hang cho muc dich CRM
4 CLO4 Pé xuét ap dung cac cong cu trong CRM tac nghiép
Thuc hién hoat dong phuc vu khach hang theo nguyén tc cua
5 CLO5

CRM nham duy tri va phat trién khach hang




Ma tran quan hé chuan dau ra hoc phan (CLO) va chuin dau ra chuong trinh (PLO)

CPRhocphan/CPR | 2| §| 8| S| 81 8| 51 8| 8 g g g
chuong trinh | =z &|la|la|lal & | = | &
CcLO1
CLO2 X
CLO3 X
CLO4 X
CLO5
Tong hop theo HP X

7. Nhiém vu cua sinh vién

- Tich cuc trong gio hoc; doc cac tai liéu do giang vién yéu cdu; c6 mit dung gio
va tuan tha chinh xac theo cic ké hoach dugc giang vién xac nhan; tham gia hoan
thanh cac bai tdp nhom tai 16p, bao cdo thuc té va thuyét trinh tai 1op.

- Tham du ky thi két thiic hoc phan do bo phan Khao thi ciia Truong t6 chc.

- Tu giac trong hoc tap; trung thyc trong lam bai tip; ton trong ca nhan, tap thé
va cac quy tic cta 16p hoc dong thoi thuong xuyeén giit lién lac véi 16p va giang vién.

- Khéng sir dung cac thiét b dién tir trong gio hoc trir khi giang vién c6 yéu cau.
8. Tailiéu hoc tap

8.1Giao trinh

TL1. Customer Relationship management: Concepts and technologies, Francis
Buttle, Routledge, 2009.

8.2 Tai liéu tham khdo

TK1. Customer Value Creation Behavior, Youjae Yi, (2014)

TK2. Cam nang Qudan ly méi quan hé khach hang; Jill Dyché; Bdn dich ciia NXB
Tong hop TP. Hé Chi Minh va Tinh vin Media phat hanh (2009)

TK3. Bai giang dwoc gidng vién cung cdp lan

TK4. Cdc tai ligu khdc do gidng vién huéng ddn va cung cdp
9. Thang diém: Theo thang diém tin chi
10. Nbi dung chi tiét hoc phin




CHUONG 1

TONG QUAN VE QUAN TRI QUAN HE KHACH HANG

1.1.

Quan hé

111

Khai niém va dac diém cta quan hé

1.1.2

Phan loai quan h¢

1.13

Nhitng dic trung cta quan hé tot

114

Céc giai doan phat trién ciia mQt moi quan hé

1.2

Quan tri quan hé khach hang (CRM)

1.2.1

Cac khai niém vé CRM

1.2.2

Nhiing trong tam cua CRM

1.2.3

CRM, Marketing, Marketing quan h¢ va ban hang

1.24

Tam quan trong cia CRM

1.25

Su thod man, 1ong trung thanh cia khach hang va hiéu qua kinh doanh

Tai li¢u hoc tap

TL1.

Doc chuong 01 & 02, Customer Relationship Management — Concepts
and Technologies; Francis Buttle, Elsvier, 2009

TL2

Tai li¢u duoc gido vién cung cap thém

CHUONG 2

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

2.1

Gia tri cua khach hang

211

Cac khai niém

2.1.2

Do luong gia tri cia khach hang

2.1.3

Gié tri 1au dai cua khach hang (LTV)

2.2.

Phan biét khach hang theo gia tri

22.1

Ban chét

2.2.2

Sap xép cac khach hang theo gia tri va chién luoc

2.3

Khai thac gi4 tri tiém ning ciia khach hang

Tai li¢u hoc tap




TL1.

Doc chuong 06, Customer Relationship Management: Concept, Strategy,
and Tools, V. Kumar & Werner Reinartz, Springer, 2009

TL2. | Tai liéu duoc gido vién cung cip thém
CHUONG 3
CUNG UNG GIA TRI KHACH HANG VA QUAN TRI TRAI
NGHIEM CUA KHACH HANG
3.1. Cung wng gia tri khach hang
3.1.1 | Khai ni¢m gia tri khach hang
3.1.2 | Nguon tao ra gia tri khach hang
3.2. Quan tri trai nghiém cta khach hang
3.2.1 | Khai ni¢m trdi nghiém cua khach hang
3.2.2 | Quan tri trai nghiém cua khach hang
Tai liéu hoc tap
TL1 | DBoc chuong 07, Customer Relationship Management — Concepts and
Technologies, Francis Buttle, Elsvier, 2009
TL2. | Tai liéu duoc gido vién cung cap thém
CHUONG 4
NHUNG PO LUONG THEO KHACH HANG TRONG CRM &
QUAN TRI DANH MUC KHACH HANG
4.1. Nhirng do luong theo khach hang trong CRM
4.1.1 | Nhiing do luong truyén thong trong marketing
4.1.2 | Nhitng do luong theo khach hang
4.2. Quan tri danh muc khach hang
4.2.1 | Khai quat vé danh muc khach hang va quan tri danh muc khach hang
4.2.2 | Quan tri danh muc khach hang trong quan h¢ B2B
4.2.3 | Cac cong cu bo sung trong quan tri danh muc khach hang
4.2.4 | Cac khach hang c6 ¥ nghia chién luoc
4.2.5 | Cac chién lugc quan tri khach hang




Tai liéu hoc tép

TL1. | BPoc chuong 05, Customer Relationship Management — Concepts and
Technologies, Francis Buttle, Elsvier, 2009
TL2. | Tailiéu duoc gido vién cung cap 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 nang va udc tinh gia tri khach hang

5.1.3 | Chao moi phu hop

5.1.4 | Banh gia cac chuong trinh thu hat khach hang
5.2. Luru giir va phat trién khach hang

5.2.1 | Khai quat vé giit khach hang

5.2.2 | Chon loc khach hang

5.2.3 | Céc chién luoc giir khach hang

5.2.4 | Banh gia cac chuong trinh gilr khach hang

5.2.5 | Khai quat vé phat trién khach hang

5.2.6 | Céc chién luoc phét trién khach hang

5.2.7 | Cac chién luoc hay bo mdi quan hé véi khach hang

Tai liéu hoc tap
TL1. | Boc chuong 03 & 04, Customer Relationship Management — Concepts
and Technologies, Francis Buttle, Elsvier, 2009
TL2. | Tailiéu duoc gido vién cung cap them
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 | Cac cong cu SFA
6.2 Tw dong hoa marketing (MA)

6.2.1 | Khai quat vé MA

6.2.2 | Loiich cua 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 chat luong dich vu

6.3.2 | Khai quat vé SA

6.3.3 | Loi ich cua SA

6.3.4 | Cac cong cu SA

Tai liéu tham khao
TL1. | Poc chuong 08, 09 & 10, Customer Relationship Management —
Concepts and Technologies, Francis Buttle, Elsvier, 2009
TL2. | Tai liéu dugc gido vién cung cap thém
CHUONG 7
PHAT TRIEN VA SU DUNG CO SO DU LIEU KHACH HANG

7.1. Khai quat vé co s& dir liéu khach hang

7.1.1 | Khai niém co s¢ dit liéu khach hang

7.2.1 | Phan loai co s¢ dir liéu khach hang
7.2. Phat trién va quan Iy co sé dir liéu khach hang
7.3. Swr dung co s¢ dir liéu khach hang

Tai li¢u hoc tap
TL1. | Boc chuong 11, Customer Relationship Management — Concepts and
Technologies, Francis Buttle, Elsvier, 2009
TL2. | Tai liéu duoc gido vién cung cip thém

CHUONG 8

VAN PE TO CHUC TRONG QUAN TRI QUAN HE KHACH
HANG




6.1. Doanh nghiép dinh huwéng khach hang

6.1.1 | Ban chét ciia doanh nghiép dinh huéng khach hang

6.1.2 | St ménh va van hoa trong doanh nghi¢p dinh hudng khach hang

6.2. Vin dé t6 chirc trong quan hé khach hang

6.2.1 | Nhitng ciu triic to chirc truyén théng trong Marketing

6.2.2 | Céu trac t6 chtrc dinh huéng quan hé khach hang

6.2.3 | Con nguoi trong t6 chirc dinh hudng quan hé khach hang

6.3 Nhitng thay ddi trong cac qua trinh kinh doanh va marketing

Tai li¢u hoc tap

TL2. | Tai liéu dugc gido vién cung cap them

11.Ma tran quan hé chuin dau ra va ndi dung (chwong) hoc phan

Chuong =, o ™ <t o
tht Tén chuong 8 9 9 9 8
@) ®) ®) ®) ©)
Téng quan vé quan hé va quan tri quan hé X
1 , s
khach hang
5 Gia tri cua khach hang va phan biét khach X X X
hang theo gia tri
Cung g gia tri khach hang va quan tri trdi | X X
3 o , .
nghiém cua khach hang
4 Nhiing do luong theo khach hang trong X X X X
CRM va quén tri danh muc khach hang
Quan tri vong doi khach hang X X X
6 CRM tac nghi¢p X X
. Phat trién va st dung co s¢ dit liéu khach X X X
hang
8 Van dé t6 chuc trong quan hé khach hang X X




12. Méi quan hé giira chuan dau ra hoc phan (CLO) va phwong phap giang day, hoc tip (TLM)

Nhom | | 8| & 8
STT Ma Tén phwong phap gidng day, hoc tap (TLM) )
phuongphip | 5 | o | o | © | ©
1 TLM1 Giai thich cu thé Explicit Teaching 1
2 TLM2 Thuyét giang Lecture 1 X X X
3 TLM3 Tham luan Guest lecture 1
4 TLM4 Giai quyét van dé Problem Solving 2
5 TLM5 Tap kich ndo Brainstorming 2
6 TLM6 Hoc theo tinh hudng Case Study 2 X X
7 TLM7 bong vai Role play 2
8 TLMS Tro choi Game/Oral presentation 2
9 TLM9 Thuec tap, thuc té Field Trip 2
10 TLM10 Tranh luan Debates 3
11 TLM11 Thao luan Discussion 3 X X X
12 TLM12 Hoc nhom Teamwork Learning 3 X X
13 TLM13 Cau hoi ggi mé Inquiry 4 X X
, A Research
14 TLM14 Dy dn nghién ctru Project/Independent study 4
15 TLM15 | Hoc truc tuyén TBA 5
16 TLM16 Bai tap ¢ nha Work Assignment 6 X X X X
17 TLM17 Khac 7




13.  Phin bd thoi gian theo sb tiét tin chi cho 3 tin chi (1 tin chi = 15 tiét)

Sb tiét tin chi Phuong phap giang day
Chtlllizng Tén chuong L)'/’ E;r:f]c/ Tégg
thuyet | thao sO
luan
1 Tong quan v€ quan hé va quan tri quan h¢ khach hang 4 2 6 TLM2, TLM4, TLM6
2 Gid tri cia khach hang va phan biét khach hang theo gia tri 3 2 5 TLM2, TLM4
3 Cung ung gia tri khach hang va quan tri trdi nghiém cua khéach hang 5 2 7 TLM13,
4 Nhitng do luong theo khach hang trong CRM va quan tri danh muc 5 3 8 TLM16
khach hang
5 Quan tri vong doi khach hang 5 3 8 TLM11, TLM16
6 CRM tac nghiép 3 0 3 TLM2, TLM6
7 Phat trién va sit dung co s& dit liéu khach hang 3 0 3 TLM16
8 Vién dé t6 chire trong quan hé khach hang 3 2 5 TLM6, TLM13, TLM16
Tong 30 15 45

Ghi chii: So gio thyc hanh/ thao ludn trén thuc 1é sé bcfng s6 tiét thuc hanh/ thao ludn trén thiét ké x 2




14.  MJbi quan hé giira chuin dau ra hoc phan (CLO) va phwong phap danh gia (AM)
STT Ma Tén phwong phap danh gia phuwong 9 9 9 9 3
ha O O O O @)
phap

1 AM1 | Panh gia chuyén can Attendance Check 1 X
2 AM2 | DPanh gié bai tap Work Assignment 1 X
3 AM3 | Panh gia thuyét trinh Oral Presentation 1 X X X X
4 AM4 | Danh gia hoat dong Performance test 2
5 AMS5 | Nhat ky thuc tap Journal and blogs 2
6 AM6 | Kiém tra ty luan Essay 2 X X X
7 AM7 | Kiém tra tric nghiém Multiple choice exam 2
8 AMS8 | Bao vé va thi van dap Oral Exam 2
9 AM9 | Bao céo Written Report 2 X
10 | AM10 | Panh gia thuyét trinh Oral Presentation 3
11 AM11 ?ﬁgr?] gid lam viée Teamwork Assessment 3 X X X X
12 AM12 | Béo cédo khoa luan Graduation Thesis/ Report
13 AM13 | Khac 4




15. K& hoach kiém tra, danh gia
5 Phwong pha Ty 1€ P S =2 S <
STT Tuén Noi dung Tongpaap | Y S O O S O
danh gia (%) ) ) 3] O O
1 2,4,9,11,13 | Chuong 1,3,5,7 AM3 10% X X X X X
2 8,9 Chuong 1 -4 20% X X X

3 14 Chuong 2, 6, 8 10% X X X X

4 Theo lich Toan bd 60% X X X X

Tong cong | 100%

X4c nhan cia Khoa/Bo mon




