
Mon: Himh vi nguo; tieu dung

TRUONG DA.I HOC KINH TE
Khoa Quan tri Kinh doanh

BANG TRONG so N(H DUNG MON HOC

Mli mon hQc: BSA3013 S6 tin chi: 03

Tyl~ cAp iii} 1 (%)
cAp iii}2 (%) cAp iii}3 (%) cAp iii}4 (%)

Ni}i dnng
(Tai hj~n-Biet)

(Tai t~o-Hi~u va (L~p lu~n-I)han
(%) Ap d\lng) tich va ilanh gia)

(Sling t~o)

I. T6ng quan vb kMch hang & nguoi tieu dung 10 5 5

II. Hanh vi cua khach hang ca nhan 15 5 5 5

III. Kham pM Sl!' th~t ngilm hibu (Customer Insight) 15 5 5 5

IV. Hanh vi cua kMch hilllg t6 chirc 15 5 5 5

V. Quan ly va cham soc KH 16n (KAC) 15 5 5 5

VI. Quy trlnh ph\lc V\l KH 15 5 5 5

VII. Dich V\lKH 15 10 5

T6ng (%) toO 30 40 30



TRUONG BAI HQC KINH TE
Khoa Quan trj Kinh doanh

cAu TRUC DE THI MON HQC
Mon: Himh vi ngu'ili til~udung Mii mon hQc: BSA 3013

Thili gian lam hai: 90 phut
s6 tin chi: 03

cAp di? 1 cAp di?2 cAp di?3
C~p di?4

(Hi hi~n-Bi~t) (Hi t:'IO-Hi~u+Apd~ng)
(L~p lu~n-Phan tich

(Sang t:,lO)
Ni?idung % va danh gia)

Tnlc nghi~m T., lu~n Tric nghi~m T., lu~n Tric nghi~m T., lu~n Tric nghi~m T., lu~n
SL TG f) SL TG f) SL TG f) SL TG f) SL TG t> SL TG f) SL TG f) SL TG f)

I 10 2 1.5 2.5 2 1.5 2.5
II 15 2 1.5 2.5 2 1.5 2.5 2 1.5 2.5
III 15 2 1.5 2.5 2 1.5 2.5 2 1.5 2.5
IV 15 2 1.5 2.5 2 1.5 2.5 2 1.5 2.5
V 15 2 1.5 2.5 2 1.5 2.5 'I, 10 5
VI 15 2 1.5 2.5 2 1.5 2.5 Y, 10 5
VII 15 1 15 10 1 10 5
Tang 100 12 18 30 12 18 30 I 15 10 6 9 15 2 30 25
% 100 30 30 10 15 25
% 100 30 40 30

Ghi chu:
Cae ehii vi~ttiit: SL: s6 luqng cau h6i; TG: thai gian Iilmbili khuy~n nghi eho m6i diu h6i; D: di~m s6 cho m6i cau h6i (Thang di~m 100).
B~ thi g6m c6 30 cau triic nghi9m vii 3 diu l1! lu~n (2 cau I 'Ivii 1 diu 2 'I).

Chu nhi~m khoaChu nhi~m hi?mon
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