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PE CUONG CHI TIET HQC PHAN
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truong truwong Dai hoc Tai chinh — Quadan tri kinh doanh)

1. Théng tin chung vé hoc phan:

- Tén hoc phan: Quan tri quan hé khach hang

- Tén tiéng Anh: Customer Relationship Management (CRM)

- M& hoc phan: 003410

- S6 tin chi: 03, Sé tin chi ly thuyét: 03, Sé tin chi thuc hanh: 0

- Mbn hoc tién quyét: Quan tri hoc, Marketing can ban, Quan tri ban hang

- M6n hoc song hanh: Marketing khéach hang to chirc, Quan tri kénh phan phébi
2. Poi twong ap dung:

- Mén hoc bt budc cho nganh: Quan tri kinh doanh

- Mén hoc tu chon cho nganh: Hé théng théng tin quan ly
- Trinh d9: Pai hoc.

- H¢ dao tao: Chinh quy.

3. N§i dung tom tit cia hoc phan:

Hoc phan Quan tri quan hé khach hang (CRM) cung cap cho sinh vién nén kién thic
dé giir va phat trién khach hang cua doanh nghiép , gilp doanh nghiép tao dung loi thé
canh tranh bén vitng. Mén hoc tap trung vao cac van dé cu thé caa quan tri quan hé khach
hang dua trén cach tiép can theo cac cdp d6 CRM (phan tich, tac nghiép, chién lugc).
Day 1a cach tiép can dua trén co so dit liéu khach hang, tir 6 gitp doanh nghiép nhén ra
khach hang tai moi diém tiép xdc, nhém gop nhiing khach hang tuong dong vé nhu cau
hoic gia tri, tir d6 d6i xir v6i nhitng khach hang khac nhau mét cach khac nhau. Bén canh
d6, 1am sao dé thuc hién va trién khai CRM lién quan téi céch thirc to chic trong CRM,
truyén thdng gia tri van héa hudéng dén khach hang, va quan trong hon 13 tao dyng va

quan tri mang ludi cua doanh nghiép.
4. Muc tiéu caa hoc phan:

4.1. Kién thic:
Cung cép cac kién thirc nén tang mang tinh nguyén 1y vé vai tro ciia viéc quan tri cac

mdi quan hé khach hang hiéu qua trén co sd xdy dung mét chién lugc tip trung va dinh



huéng khach hang dong thoi voi viée img dung cac cong cu hd trg cho cac hoat dong
quan tri cac mbi quan hé nay dua trén mot tién trinh tiép can khoa hoc. Sau khi hoan
thanh khoa hoc, hoc vién s€ dat dugc cac nang luc kién thirc nhu sau:

- Hiéu duoc céc yéu td ciu thanh va ban chat caa mot méi quan hé. Bdng thoi hiéu
duoc vai tro cua viéc thiét 1ap, duy tri va khai thac cac mdi quan hé trong kinh doanh, dic
biét 1a mdi quan hé véi khach hang.

- Phan biét duoc cac cap do khac nhau trong CRM: CRM chién lugc, CRM phan
tich, CRM tac nghiép.

- Hiéu va c6 kha nang wng dung mé hinh tiép can chién luoc trong quan tri cac moi
quan hé khach hang.

- Nam duoc cac phuong phap va chi tiéu sir dung trong do luong hiéu qua cia hoat
dong CRM.

- Nam duoc cac dic trung trong cong tac to chuc va quan tri mot doanh nghiép dinh

hudng khach hang..

4.2. Ky nang:

Chu trong phét trién cac k¥ nang sau:

- Cac ky nang quan tri trong linh vyc marketing va quan tri quan hé khach hang: k¥
nang nghién ctru va thau hiéu khach hang; k§ nang sir dung mot sé6 phan mém co ban lién
quan dén quan tri dir liéu khach hang, quan 1y ban hang, cham soc khach hang...

- Phét trién tu duy quan hé khach hang, tu duy sang tao trong giai quyét cac van de.

- Thiét ké, xay dung duogc cac chuong trinh quan hé khach hang cu thé.

- Phét trién k¥ nang sir dung cac céng cu quan tri khach hang, ki ning lam viéc

nhom, ky nang lam viéc doc lap.

4.3. Thai do:

- Hinh thanh thai d6 dung muc d6i voi hoat dong quan tri quan hé khach hang;

- Phét trién thai do, tinh than hoc hoi, khiém nhudng véi ban ciing nhém, cing 16p;

- Phét trién niém say mé nghé nghiép, tinh than khong ngirng hoc hoi, tim toi, sang
tao trong phat trién céc giai phap khéach hang trén co sé am hiéu sau sic vé thij truong.

- CO su tu tin, nang dong, doc lap trong thuc hién cac bai tap va trinh bay cac quan
diém cé nhan.

5. Chuén dau ra cia hoc phan:



STT | Ma CPR Ndi dung chuan dau ra CPR ciia CTPT
Vé kién thirc

1 CPRI Hiéu duoc cac nodi dung co ban cua quan tri | - QTKD: (5)
quan hé khach hang; -HTTTQL: (5)
Biét duoc ban chzfit va ndi dung co ban cua | _ OTKD: (5)

2 CbR2 ﬁﬁé-w khach hang trong quan hé khach | HTTTOL: (5)

3 CPR3 Nim dwgc cac nodi dung co ban cua chién | - QTKD: (5,7)
lugc quan tri quan hé khach hang; -HTTTQL: (5)

4 CDR4 Xéy dung, quan ly va khai thac dugc co sd dir | - QTKD: (9)
liéu khach hang; -HTTTQL: (6,7)

5 CBR5 Hiéu duoc cac nodi dung co ban cua quan tri | - QTKD: (9)
quan hé khach hang qua Internet; -HTTTQL.: (8)

5 CDR6 C6 kha nang cham soc khach hang; xir ly va | - QTKD: (5,7)
quan tri xung dot vai khach hang; -HTTTQL: (8)

. cpry | CO kha nang kiém tra danh gia va diéu chinh | - QTKD: (9)
hoat dong quan tri quan hé khach hang. -HTTTQL: (6,8)

Vé ky ning

8 CDRS Thuér] thuc ky nang giao tiép, thuyét trinh, | - QTKD: (13)
lam viéc ddi nhom; -HTTTQL: (17,18)

9 CDRY Xay dung dugc ké hoach chién lugc quan hé | - QTKD: (10)
khé(;h h{ing; -HTTTQL: (9,16)
Thiet ké dugc chuong trinh cham séc khach | - QTKD: (12)

10| CBRIO hang; -HTTTQL: (10)

11 CBRI1 T6 chuc trién khai va kiém tra kiém soat cac | - QTKD: (11)
hoat dong quan tri quan hé khach hang. -HTTTQL: (14,15)

Nang lyc tw chi va trach nhiém (thdi do)

Chu dong tiép can va phan tich duoc cac hoat | - QTKD: (19)

19 CPR12 |dong quan tri quan h¢ khach hang dang diér) - HTTTQL: (22)
ra trong thyc tién tai cdc doanh nghiép (To
chuec);

13 | CDRI3 Y thuc trach nhiém xa hoi va dao dirc nghé | - QTKD: (18)
nghiép -HTTTQL: (24)

14 CPbR14 | Co ning lyc dinh huéng phat trien nghe | - QTKD: (20)
nghiép, phat trién ban than; - HTTTQL: (23)

15 CPRI15 Co y thuc trong viéc phat trién ~nang lyc két | - QTKD: (21)
ndi va sir dung hiéu qua cac ngudn luc xa hoi. | - HTTTQL: (24)

6. Phuwong phap va phwong tién giang day:

6.1. Phuong phap giang day:

Thuyét trinh, phat van, déi thoai, thao luan nhom.
6.2. Phuong ti¢n giang day:

May chiéu, may tinh, phan, bang, internet. . .

7. Thang diém danh gia:.
Giang vién danh gia theo thang diém 10, Phong Quan 1y dao tao s& quy ddi sang




thang diém chir va thang diém 4 dé phuc vu cho viéc xép loai trung binh hoc ky, trung

binh tich liiy va xét hoc vu.
8. Phuong phap va néi dung danh gia

(Theo Quy ché ddo tao hé chinh quy theo hé thong tin chi ban hanh kém theo
Quyét dinh sé 212/0D-PHTCOTKD ngdy 14/5/2018 cua Hiéu trieong Truong Pai hoc

Tai chinh-Qudn tr; kinh doanh).

Loai hinh | Nl dung M6 t cach thue hién cbr | '"eng
danh gia i i SO
- Sinh vién di hoc day du: Tt 9 dén 10
diém
,; Nhan thac, | - Sinh vién véng tir 20% tré xudng: Tur
biem thai do 5 dén 8 didm CBR12, | ,
chuyén h - AR X A 13.14.15 10%
oan thamgia | - Sinh vién vang trén 20%: khong L4,
a 16p hoc duoc thi, khong chim diém
Giang vién két hop voi thai do hoc tap
cuia sinh vién dé cho theo khung o trén
Bai kiém . n sz ..
(1) | tra thuong Sinh vién thL,l’C h|§n ba; klem tra (thoi CPR 1,2
N luong 50 phat) vao tuan thu 6
xuyén 1
@ Bai kicm | Sinh vién thyc hign bai kiem tra (thoi CPR
Danh gia tra gitra ky | lvgng 50 phut) vao tuan thir 9 1,234 | 20%
qua trinh ez 7 CbR
g | BAKIEM | g5 vien thyc hien bai kiém tra (thoi | 123
(3) | tra thuang lugng 50 phut) vao tuan thir 14 L
Xuyén 2 NG ©U P 4,5,6
) CbR
biém thi Thicudl | Sinh vién thyc hién bai thi tu luan (thoi | 1,2,3,4, .
. K ey Suled 70%
cuoi ky y luong 90 phat) vao cuoi ky £ 6.7
Tong | 100%

9. Tai liéu hoc tap va tham khao:

9.1. Tai liéu hoc tdp bat bugc:
- Quan tri quan hé khach hang, PGS.TS Truong Dinh Chién, Nha xuét ban Phu ni.
9.2. Tai liéu tham khao:
- Gi4o trinh Quan tri marketing — PGS.TS. Truong Dinh Chién - PH Kinh té qudc

dan Ha Noi

10. Thong tin giang vién giang day:
10.1. Giang vién 1:

- Ho tén: Kim Thi Hanh




- Chure danh, hoc ham, hoc vi: Thac si
- S dién thoai: 0978.529.160
10.2. Giang vién 2:
- Ho tén: Pham Minh D¢
- Chac danh, hoc ham, hoc vi: Thac sy
- S6 dién thoai: 0963.622.188
11. Ni dung va phan bé thai gian:

Email: kimhanh75@gmail.com

Email: phamminhduc8899@gmail.com

Phan bé thoi gian
Bi . .z | Baitap, | Twhoec, | Tong
Noi dung thll]zét Ii':;ﬂ' thflOp tw nghién cong
luan cuu
Chuong 1: Ban chat cua Quan tri quan hé | (7 02 18 97
khéach hang
Chuong 2: Dich vy khach hang trong quan tri | 5 01 12 18
quan hé khach hang
Chu’ong 3: Chlél’l hI'O’C quén trl quan hé khach 04 01 01 12 18
hang
Chuong 4: Quan tri va chia sé co s¢ dir liéu 02 01 06 09
khéach hang
Chlrong 5: QUén tl’l guan hé khach hé.ng qua 06 01 02 18 27
Internet
ChlIO’Ilg 6. QUén tri xung dot va duy tri Su hai 06 01 02 18 27
long cua khach hang
ChlIO’l’lg 7: Klém tra danh glé va dléu chinh 02 01 06 09
hoat dong quan tri quan hé khach hang
Téng cong 32 03 10 90 135
12. Lich trinh t6 chirc day hoc cu thé:
Chuwong 1: Ban chat ciia quan tri quan hé khach hang
Hinh . 4
thic té | SO Ni dung chinh Tailiguhoctip, | Shoon
chac | tiet tham khao (HP)
day hoc
1. Quan tri quan h¢ khach hang
(CRM) la gi? N . ,
Ly 1.1.Tai sao phai quan tri quan hé - D€ cuong bai gidng Quan
y, khach hang tri quan h¢ khgch ha’ng —
thuyét/ | | 1.2. Khéi nigm va ngi dung ciia ThS. Pham Minh Duc
Thuc ! quan tri quan hé khach hang - Giao trinh Quan tri CBRI
han.h 1.3. Quy trinh cac budc xay dung marketmg__ PGS}J—S'
va thuc hién hoat dong CRM Tmo'n% D“}h Chién - BAH
2. Vai trd cua quan tri quan hé Kinh té quoc dan Ha Noi
khéach han(CRM)




3. Pac diém va pham vi caa quan
tri quan hé khach hang
3.1. Pic diém cia CRM
3.2. Pham vi céac hoat dong CRM
4. Cac yéu to chi phéi d&én quan tri
quan hé khach hang
Bai
7 , CPRI,
tap/Thao | 02 | Nhém chuan bi bai tap tinh huéng Internet 8 12
luan ’
5. Moi quan hé gitra CRM véi cac | PG cuong b giang Quin
hoat dong quan tri chirc nang khac trj quan hé khach hang —
Tuhoc, trong doanh nghiép ThS. Pham Minh Dirc
tur 1g | 51 CRM véi marketing - Gido trinh Quan tri | CPRI,
nghién 5.2. CRM véi ban hang marketing -  PGS.TS. | 812,14
ctru 5.3. Truyén théng véi CRM Truong Dinh Chién - PH
5.4. Dich vu khach hang véi CRM Kinh t& quéc dan Ha Noi
5.5. Con nguoi voi CRM '
Chuwong 2: Dich vu khach hang trong quan tri quan hé khach hang
Hinh | o X Chuan
thirc to SO Ni dung chinh Tailieu hoc tap, dau ra
chiac | tiet tham khao
day hoc , (HP)
1. Ban chat va vai trfa cua djg:h vu
l;gz;;hchslr\]/glj trong chién luoc va hoat | __ I?é cuong béiAgiénlg
. , Quan tri quan hé khach
Ly 2.\ Ba cap \do cua dich vu khach hang — ThS. Pham Minh
thuyét/ hang/ banhang < hang | PUC CDPR1,2
05 | 21 C?p d? 1- Nhurlg kha_ch hqng - Gido trinh Quan tri ’
Thyc mua lan dau hay nhitng giao dich _
hanh ban dé‘,u' marketing - FTGS.TS.
2.2 Cap do 2 — Nhirng khach hang | Truong Pinh Chién - BPH
mua lap lai Kinh t& quéc dan Ha Noi
2.3. Cap d6 3 — Nhiing khach hang
trung thanh
Bai
7 , CPR1,2,
tap/Thao | 01 | Nhom chuan bi bai tap tinh hudng Internet 8 12
luan ’
Tu hoc 3. Lua chon hinh thac dich vu khach
o hang/ ban hang cua doanh nghiép
W |1, | 3.1 Ho so Pyramid CBRI.2,
nghién 3.2.HQ so Hourglass 8,12,14
ciu 3.3. HO so Hexagon

4. Cam bay cua hd so dich vu khach




| hang/ ban hang

Chuwong 3: Chién lwec quan tri quan hé khéach hang

Hinh 2
A < - Chuan
thacto | So . i Tai liéu hoc tap, A
% Noi dung chinh dau ra
chiac | tiet tham khao
(HP)
day hoc
1. Nhitng phén tich lam co s¢ cho
viéc xay dung chiénrlugc CRM
1.1.Phan tich chién Ilwoc Kinh
doanh ’
ﬁ.‘Z.Phan tich chién lugc khach | P& curong bai giang Quan
LY ang o . o tri quan hé khach hang —
y’ (1:?;] .hPtlrlng:htlch nganh va moi truong ThS. Pham Minh Dtc
thuyet/ 4 q , - Gido trinh Quan tri | CPR13,
Thee | 04 | 2. Phattrién chién hrgc CRM : R
o 2.1. Chién lugc ban hang lay san marketing - PGS-TS- o
hanh phdm 1am trong tam (product- | Truong Pinh Chién - PH
based selling) o _ | Kinh té quéc dan Ha Nbi
2.~2. Chién lugc quan ly dich vu va
ho tro )
2.3. Marketing lay khach hang lam
trong tm
2.4. CRM cé nhan hoa
Kiém tra
theong | 01 | Ly thuyét
xuyén 1
Bai
. ) , ) . CDbR1,3,
tap/Thao | 01 | Nhém chuan bi bai tap tinh hubng Internet 8.1
luan ’
3. T6 chicc xay dung chién luoc ‘
CRM - B¢ cuong bai giang Quan
Tu hoc 3.1. Lya chon nguoi tham gia tri quan hé khach hang —
o 3.2. Chuan bi cho cudc hop dau | ThS. Pham Minh Duc
tu 1o | tién - Gi4o trinh Quan tri | CPRL3,
nghién 33. Hop xay dung chién lugC | marketing - PGS.TS.| 812,14
. CRM ) 2
cau . &n -
3.4. Xac dinh nhitng chién lugc Tru’O'ng Bl,nh Chien BH
tiém ning Kinh té quoc dan Ha Noi
3.5. Lya chon chién lugc CRM
Chuwong 4: Quan tri va chia sé co s¢ dir lieu khach hang
Hinh | So R ] Tai liéu hoc tap, Chuan
2 | Noi dung chinh 5
thirc to | tiet tham khao dau ra




chirc (HP)
day hoc
1. Dix ligu va thong tin )
2. Quan tri thong tin khach hang | - D€ cuong bai giang Quan tri
Ly —Co so dix liéu quan hé khach hang — ThS.
, 2.1. Sy hop tac cta nhan vién Pham Minh Drc
thuyet/ | . | 2.2. Chia sé co s di ligu - Gido trinh  Quan trj | CPRL4,
ThuC 33 CEI tléﬁCO’deTIdINI |IéU marketing — PGS.TS. TI'IIO’l'lg 8,12,14
hanh A, K aI:[ ac dir lieu ) Ao ) Z
3. Vén d& phap 1y va dao dic | D Chien - DH Kinh 1€
trong sir dung di liéu quoc dan Ha Noi
Bal A CbR14
tap/Thao | 01 Nhom chuén bi bai tap tinh Internet L
X huong 8,12
luan
. .. .. |-Décuong bai giang Quan tri
4. ,Cong\ cu thu thap thong tin quan hé khach hang — Pham
Ty hoc, khach hang minh B
tu 4.1. Nguon théng tin va dir liéu | Gido trinh  Quan trj | CPRL4,
~ahién 06 | 42. May tinh khong phai la _ | 81214
g ’ cng cu hitu hiéu nhat marketing - PGS.TS. Trucmg,f 114,
Cuu 4.3. Do tin cay cua thong tin binh Chién - DH Kinh té
qudc dan Ha Noi
Chuwong 5: Quan tri quan h¢ khach hang qua Internet
Hinh
thiec t6 | S6 N ) Tai liéu hoc tap, Chuin dau
] % Noi dung chinh i}
chic | tiet tham khao ra (HP)
day hoc
1. Thuong mai dién tu (E-
commerce) va hé thong thoéng tin
khach hang trong kinh doanh hién .
dai - b€ cuong bai giang
1.1, Con ngudi ngdy cang khong thé | Quan tri guan hé
Ly thiéu Internet khach hang —Ths.
. 1.2. Khéi quét vé thuong mai dign | Pham Minh Buc
thuyet/ 06 |t - Gi4o trinh Quan tri | CBR1,2,3.4,
Thuc 1.3. Loi ich cua thuorng mai dign tor | marketing — PGS.TS.| 5,8,12,14
hanh 14. QUé_ tl“lnh phé.t trién cua thlIO’ng Tru’o‘ng Pinh Chlén _

mai dién tur

1.5. Céc cong cu cha yéént dung
trong thuong mai di¢n tu

1.6. Piéu kién &p dung thuong mai
dién tur

1.7. Hé thdng thdng tin khach hang

PH Kinh t¢ quéc dan
Ha Noi




Kiém tra ) )
gitia ky 01 | Ly thuyét
Bai
, ) CbR1,2,3,4,
tap/Thao | 02 | Nhém chuan bi bai tap tinh huéng Internet 5 8.1
luan ”
2. Quan tri quan hé khach hang trén
Internet . o
2.1. Cip do 1: Cung c4p thong tin | - P& cuong bai giang
cho khach hang thong qua cac | Quan triquan hé
Website khéach hang — ThS.
Tu hoc . . . .
S 2.2. Cp do 2: Tién hanh cac giao | Pham Minh Buc
W | ;g | dich, thu nhan thong tin tir khach |- Giao trinh Quan tri | CBR1,2,3.4,
nghién hang thdng qua cac Website giao | marketing — PGS.TS.| 5,8,12,14
ciu dich twong tie. . | Truong Dinh Chién -
2.3. Cap @6 3: Ban hang truc tuyen i L
théng qua hé théng thuong mai dién BH Kinh té quoc dan
to Ha Noi
3. Chién lwoc CRM trong moi
truong Internet
Chuong 6: Quan tri xung dot va duy tri sy hai Iong cia khach hang
Hinh < o )  x
thic td So N@i dung chinh Tai liéu hoc tap, Chuan dau
chac | tiet tham khao ra (HP)
day hoc
1. T6 chic hoat dong chim
soc khach hang
1.1. Khai niém cham soc
khach hang
1.2. Vai tro cta cong tac cham
soc khach hang o
1.3. Cac pguyerl taC,thIet’ke _ P& cuong bai giang Quan
¥ El\lu’ong trinh cham soc khach tri quan hé khach hang —
y, ang . , _ | ThS. Pham Minh Dtrc
thuyét/ 1.4. Cac phuong thic cham | = &ia™ inh Quan trj | CPR1,2,3.4,
Thuc 06 | s6c khach hang _ | 56812
o 1.5. Té chiic by phan cham | marketing — —  PGS.TS.| 9.9
hanh séc khach hang trong doanh | Truong Pinh Chién - BH
nghiép. _ Kinh té quoc dan Ha Noi
2. Quan ly xung dot vai khach
hang
2.1. Dinh nghia va vai tro cua
xung dot véi khach hang
2.2. Ban chét va cac dic trung
cua hanh vi xung dot
2.3. Giai quyét xung dot va




khéi phuc long trung thanh
cua khach hang
2.4, Phat hién sém va chuan
bi trudc cho cac xung dot tiém
an véi khach ha

Kiém tra
thuong | 01 | Ly thuyét
Xuyén 2
Bai A CbR1,2,3,4
tap/Thao | 02 Nhdém chuan b1 bai tap tinh Internet 245955
A huong 5,6,8,12
luan
3. Xay dung van hoa dich vu
khach hang trong doanh N o )
nghiép - Pe cuong ba,l giang Quan
Tu hoc, 3.1. Pao tao nhan vién tim %[Lgug?] he I;r/}gc}? gqng—
tur quan trong cua sy hai long cia . Pham Minh Duc | CBR123.4
18 | khach hang - Giao trinh  Quan tri o
nghién 3.2. Cung cap dich vu khach | marketing -  PGS.TS. 5,6,8.12,14
cuu

hang hiéu qua ,
3.3. Lu6n nghi den khach
hang khi quyet dinh van dée

Truong Pinh Chién - PH
Kinh té qudc dan Ha Noi

Chuwong 7: Kiém tra danh gia va diéu chinh

hoat dong quan tri quan hé khach hang

Hinh
thiec t6 | S6 N ) Tai liéu hoc tap, Chuin diu
] .; Noi dung chinh i}
chac | tiet tham khao ra (HP)
day hoc
1. Vi tri va noi dung‘ cua hoat
dong danh gia, diéu chinh
chién lugc va hé thong CRM
trong toan bo quy trinh quan
tri quan hé khach hang - Pé cuong bai giang Quan
Ly 2. Céc giai doan danh gia hoat tri quan h¢ kh?Ch hang —
. dong CRM ThS. Pham Minh Duc
thuyet/ 02 2'1 Gini doan 1 Nahign cgu | Gido trinh Quan trj | CPR1,2,3.4,
Thuc 1. Giai doan 1: Nghién ciu _ B 567812
b dénh gid cac anh huong bén | Marketing PGS.TS. | =05
hanh Truong Pinh Chién - PH

ngoai cua hoat dong CRM

2.2. Giai doan 2: Danh gia
bén trong doi véi cac hoat
dong CRM

3. Céc tiéu chuan danh gia
hoat dong CRM

Kinh té quéc dan Ha Noi




3.1. Danh gia hiéu qua cua hé
thong CRM

3.2. Panh gia cuia CRM vé
hoat dong kinh doanh cua
doanh nghiép

3.3. Panh gia cac hé thong
CRM vé mat cong nghé

3.4. Panh gia mdi quan hé
gita CRM véi hanh dong
Marketing va ban hang

3.5. Dy bao vé thi truong va
khach hang

Bai
: A b hai tan fi CDR1,2,3.4,
tap/Thao | 01 NhAm chuan b1 bai tap tinh Internet
A huong 5,6,7,8,12
luan
- Pé cuong bai giang Quan
tri quan hé khach hang —
T hoc, ThS. Pham Minh Dirc
tyr 06 | 4 Diéu chinh chién luoc va |- Gido trinh Quan tri | CPR1,2,3.4,
nghién hoat dong CRM marketing -  PGS.TS. |96.7,8,12,14
cuu
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