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PE CUONG MON HOQC

QUAN TRI QUAN HE KHACH HANG

1. THONG TIN CHUNG (General information)

Tén mén hoc (tiéng Viét): Quan tri Quan h¢ Khach hang

Tén mon hoc (tiéng Anh): Customer Relationship Management
Ma mon hoc: IE301

Thudc khéi kién thirc: bai cuong O; Co sé nhém nganh O;

Co so nganh O0; Chuyén nganh M; Tét nghiép O
Khoa, B0 mén phu trach: Khoa hoc va K¥ thuat Thong tin
Gidng vién bién soan: TS. Nguyén Gia Tuén Anh

Email: anhngt@uit.edu.vn

Sé tin chi: 3
Ly thuyét: 3
Thuc hanh: 0
Tu hoc: 6
Mon hoc tién quyét: Khdng
Mobn hoc trudc: Khong

2. MO TA MON HQC (Course description)

Mon hoc nay gitup ngudi hoc nghién ctru téng thé toan bo cac khia canh ciia quan tri quan hé
khach hang (CRM): chién luoc, t6 chirc, marketing va cong nghé thong tin; né con gitip ngudi hoc
biét va hiéu cac kién thirc co ban vé& viéc to chirc va diéu hanh cac hoat dong cham soc khach hang.
Cu thé, mon hoc nay trang bi cho ngudi hoc cac kién thirc co ban vé vai trd va tam quan trong cua
quan tri quan hé khach hang, chién luoc quan hé khach hang, quan tri co s& dir 1iéu khach hang, quan
trj xung dot va duy tri su hai long cua khach hang. Mén hoc ciing cung cap kién thuc vé kiém tra
danh gia va diéu chinh hoat dong quan tri quan hé khach hang.



3. MUC TIEU MON HOQC (Course goals)

Sau khi hoan thanh mén hoc nay, sinh vién c6 thé:

Bang 1.

Muc tiéu moén hoc

Giai thich va sir dung céc 1y thuyét va khai niém c6t 16 trong pham vi CRM.

Phat trién dugc két hoach marketing chién lugc tap trung vao CRM.

Lam viéc nhom dé c6 thé phat trién y tudng va cac ké hoach.

Phan tich, thao luan va bao vé cac quyét dinh chién lugc vé CRM.

4. CHUAN PAU RA MON HOQC (Course learning outcomes)

Bang 2.
CPRMH Mé ta CDRMH (Muc tiéu cu thé)
G1 (LO 6, LO | Giai thich va str dung cac 1y thuyét va khai niém cdt 151 trong pham vi
7) CRM.
G2 (LO 6, LO | Phat trién dugc két hoach marketing chién lugc tap trung vao CRM.
7)
G3(LO 6, LO | Lam viéc nhom dé co thé phat trién y tuong va cac ké hoach.
7)
G4 (LO 6, LO | Phan tich, thao luan va bao vé cac quyét dinh chién lugc vé CRM.
7)

5. NOI DUNG MON HOQC, KE HOACH GIANG DAY (Course content, lesson plan)

Bang 3.
Buobi
hoc Noi dung CPRMH | Thanh phén danh gia
(30 tiét)
Budi 1 | Chwong 1. Tong quan vé Quan tri quan hé | G1 Al, A2, A4
(6 tiét) | khach hang (CRM)
1. Khai niém CRM
2. Lich str vé CRM
3. CRM nhu mdt chién lugc kinh doanh
4. Hé thong va tién trinh CRM
Budi 2 | Chwong 2. Chién lwoge va td chire cia CRM | G1, G2 Al, A2, Ad

(6 tiét) 1.
2.

Céc yéu t6 co ban cia CRM ’
Quan h¢ khach hang — nha cung cap




3. Chién lugc CRM va dinh huéng moi
quan hé

Budi 3 Chuong 3. Cac khia canh vé marketing cia | G1, G2 Al, A2, A4

(6 tiét) | CRM

1. Thong hiéu va tiiy bién theo yéu cau
khach hang

2. Truyén thong va chinh sach mdi quan

hé
Budi4 | Chwong 4. Phan tich CRM G4 Al, A4
(6 tiét) 1. D li¢u khach hang va khai thac dir
liéu
2. Phéan khuc, lya chon va 1ap bao cao dir
liéu
Budi 5 | Chwong 5: Hoat dgng CRM G2, G3, Al, A4
(6 tiét) 1. Trung tdm quan 1y cudc goi G4
2. Internet va website
Budi 6 | Chwong 6: Thiét 1ap hé thong CRM G2,G3, |Al A4
(6 tiét) 1. Hé thong CRM G4

2. Ung dung hé théng CRM
3. CA&c hudng phat trién h¢ thong CRM

Buoi 7 | On tap G1,G2, |Al A4
(9 tiét) G3, G4

6. PANH GIA MON HOC (Course assessment)

Bang 4.
Thanh phan danh gia CPRMH Ty 18 (%)
Al. Qua trinh (Kiém tra trén | G1, G2, G3, G4 20%
16p, bai tap, dd 4n, ...)
A2. Giita ky G1, G2, G3, G4 30%
A3. Thuc hanh 0%
A4. Cudi ky G5, G6, G7 50%

7. QUY PINH CUA MON HOQC (Course requirements and expectations)

- Giang vién cung cap ndi dung bai gidng trén 16p, sinh vién chu dong hoc tap va trao doi véi

nhau va véi giang vién.



- Giang vién cung cap chu dé cho sinh vién tim hi€u ¢ nha va theo nhom, sinh vién trinh bay tai

16p va thao luan.

- Sinh vién can chu dong tu tim hi€u thém tir cdc nguon tai li¢u khac, nhat la trén Web.

8. TAI LIEU HQC TAP, THAM KHAO

Giéo trinh

1. Truong Dinh Chién (2009). Qudn tri quan hé khdach hang. NXB Phu Nit.
2. Ed Peelen (2005). Customer Relationship Management (1st edition). Prentice Hall.

Tai liéu tham khao

1. Nguyén Vin Dung (2008). Qudan Iy quan hé khach hang. NXB Giao thong van tai,

Tp. HCM.

2. Stanley A. Brown (1999). Strategic Customer Care. John Wiley & Sons Canada.

9. PHAN MEM HAY CONG CU HO TRQ THU'C HANH

Trwong khoa/by mon

(Ky va ghi r6 ho tén)

TS. Nguyén Gia Tudn Anh

Tp.HCM, ngay 03 thang 03 nam 2016
Giang vién bién soan

(Ky va ghi r6 ho tén)

TS. Nguyén Gia Tuin Anh



