TRUONG PH TAI CHINH - NGAN HANG HA NOI
KHOA TAI CHINH NGAN HANG
BO MON NGAN HANG

PE CUONG CHI TIET HQC PHAN
KY NANG BAN DICH VU NGAN HANG VA QUAN LY QUAN HE KHACH HANG
Nganh: Tai chinh - Ngian hang
Chuyén nganh dao tao: Ngan hang

1. Thong tin chung vé hoc phan

Tén hoc phin: KY NANG BAN DICH VU NGAN HANG VA QUAN LY QUAN HE
KHACH HANG

Tiéng Viét: KY NANG BAN DICH VU NGAN HANG VA QUAN LY QUAN HE KHACH
HANG

Tiéng Anh: Selling skills and Customer Relation Management
Ma hoc phan: DTN.01.12
S6 tin chi: 03

Phén bo gio tin chi d6i v6i cac hoat dongTong so gio: 138 tiét

+ Ly thuyét, bai tap: 37
+ Théo luan: 6
+ Kiém tra: 5
+ Tu hoc: 90

B mén phu trach hoc phin: B6 moén Ngan hiang,Khoa Tai chinh-Ngan hang
Giang vién phu trach hoc phan (du kién):
1) Ho va tén: ThS. Vii Thi Thuy Huong

Chutc danh: Truong bo moén

Thong tin lién hé: DT: 0982070766; Email: huongvtt@fbu.edu.vn
2) Ho va tén: Thac s§ Nguyén Thi Thanh Huyén

Chtrc danh: Phé bo mon

Thong tin 1lién hé: DT: 0904.040782; Email: huyenntt@ftbu.edu.vn
3) Ho va tén: ThS. Ha Giang

Chutc danh: Giang vién thinh giang
Thong tin lién hé: DT: 0934 208 289; Email: hagiang268@gmail.com



2. Hoc phan tién quyét:
Nghiép vu Ngan hang Thuong mai 1, Nghi¢p vu Ngan hang Thuong mai 2.

3. Muc tiéu ciia hoc phin:
3.1 Muc tiéu chung:
Trang bi kién thic va cac k§ ning co ban vé viéc ban san pham ciia NHTM, quy trinh ban san

pham ngan hang, phong cach phuc vu khach hang, quan 1y mdi quan hé khach hang va chim séc
KH. C6 nang lyc tu chu, tu duy sang tao, tu duy phan bién, c6 trach nhi€ém va dao duc nghé
nghiép dap tng nhu cau ngay cang cao cua cac Ngan hang va nén kinh té.

3.2 Muc tiéu cu thé

Trang bi kién thirc can thiét cho ngudi hoc vé: dic tinh san phém NHTM, xéc 1ap muc ti€u ban
hang, 1ap ké hoach ban hang, quy trinh ban san pham, phuc vu khach hang va quan 1y quan hé
khéch hang

Gitp cho ngudi hoc ¢ k niang tim kiém khach hang, 1ap ké hoach ban hang, chuan bi cho gip
khach hang, k¥ ning tim hiéu nhu ctia khach hang, tu van san pham NHTM va quan 1y quan hé
khéch hang

Rén luyén cho nguoi hoc ki nang 1am viéc doc 1ap, lam viéc nhom; ky nang thuyét trinh.

Nguoi hoc thé hién nang luc ty chu, tu dinh hudng, k¥ nang tu hoc, tu nghién ciu; thé hién
nguyén vong va y chi khong ngirng hoc hoi vuon 1én

4. Chuin dau ra ciia hoc phan - CLO (Course Learning Outcomes)

4.1. Ngi dung chudn dau ra hoc phan:

Sau khi hoc xong hoc phan, sinh vién c6 kha ning;

CLO1: Giai thich duoc cac kién thirc co ban vé san phdm va ban san pham, quan 1y quan hé
khach hang va cham soc khach hang cia NHTM, phan biét dugc cac phong cach ban hang cta
NHTM.

CLO2: Van dyung dugc céac kién thuc vé san phém, xac 1ap muc tiéu, lap ké hoach ban hang,quy
trinh ban hang, phuc vu KH, quan ly QHKH vao viéc ban dich vu NH va quan ly QHKH tai cac vi
tri: Can b0 QHKH va Giao dich vién cua caic NHTM

CLO3: Thyc hién k¥ nang tim kiém khach hang, goi dién thoai, tim hiéu nhu cau khach hang, tu
véan san pham, xir 1y cac phan nan khiéu nai cta khach hang ciaa NHTM

CLO4: Thé hién k¥ ning giao tiép, k¥ nang thuyét trinh, k§ nang lam viéc doc 1ap, lam viéc
nhom

CLO5: Phat trién duoc nang luc tu chu, ty dinh hudéng, bao vé dugc quan diém, co6 kha nang tu
hoc, tw nghién ctru, thich nghi v6i su thay d6i ciia méi trudng lam viée

4.2. Ma trgn nhit qudn gia chuan ddu ra hoc phin (CLO) véi chudn ddu ra chwong trinh dao
tao (PLO):

PLO | PLO | PLO | PLO | PLO | PLO | PLO | PLO | PLO | PLO
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Trong do:

Mirc d6 dong gop cua CLO va PLO duoc xac dinh cu thé nhu sau:

L ( Low) — CLO co6 dong gop it vao PLO

M (Medium) — CLO c6 déng gop vura vao PLO

H (High) — CLO c6 déng gop nhiéu vao PLO

4.3. Ma trgn nhit qudn giva phwong phdp day hoc véi chuin dau ra hoc phin (CLO)
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Trong do:

Mirc d6 dong gop cua CLO va PLO duoc xac dinh cu thé nhu sau:

L ( Low) — CLO co6 dong gop it vao PLO
M (Medium) — CLO c6 déng gop vura vao PLO
H (High) — CLO c6 déng gop nhiéu vao PLO

4.4. Ma trgn nhit qudn giia phwong phdp, hinh thirc kiém tra, ddnh gid véi chudn dau ra hoc

phan (CLO)

Hinh thirc danh gia CLO | CLO | CLO | CLO | CLO
1 P 3 4 5
Chuyén can (tham gia di 100% s6 buoi) H
Hoat dong ca nhan tai 16p (phat biéu, thao luan, M H
tra 101 cau hoéi cua GV)




Hoat dong c4 nhan tai nha (tg hoc & nha theo y/c | L L L M H
clia gv, tim kiém tai liéu, 1am bai tap vé nha, viét
chuyén dé)

Hoat dong nhom (chuan bi bai thuyét trinh, trinh | M M M H H
bay bai thuyét trinh, phét biéu bao vé ¥ kién cia
nhom tai 16p)

Thue hanh (tap dién tinh hudng)

e
e
e

Kiém tra gitra ky(tu luan / trac nghiém) H H H

Kiém tra cudi ky (tu luan/ tric nghiém) H

Trong do:
Mirc do déng gop caa CLO va PLO duoc xéac dinh cu thé nhu sau:
L ( Low) — CLO c6 dong gop it vao PLO
M (Medium) — CLO c6 déng gop vura vao PLO
H (High) — CLO c6 déng gop nhiéu vao PLO
5. Nhiém vu cta sinh vién:
- Nghién ctru trudce gido trinh, tai liéu theo chuong, bai
- Tham gia day du cac gio 1én 16p.
- Tham gia thao luén tai 16p
- Chuén bi bai tap thao luan ca nhan, nhom duoc giao.
- Tham gia hai bai kiém tra giira ky
- Tham gia thi két thtic hoc phan.
6. Hoc li€u:
6.1. Tai ligu bt budc:
[1]. Gido trinh Quan tri ban hang- PGS.TS Vi Minh Duc & PGS.TS Vi Huy Thong (PH Kinh
té qubc dan) -NXB PH KTQD nam 2018
6.2. Tai li¢u tham khdo:
[1] Nghé thuat ban hang bac cao- Zig Ziglar- NXB Tong hop thanh phdé HCM-2016
[2] Ngh¢ thuat quan tri ban hang- Robert-J.Cartn
[3] Ngh¢ thuat ban hang- NXB Lao dong xa hdi
[4] K§ ning ban hang hiéu qua- Tac gia: Grant Caroone-NXB Thé Gi6i
[5] Quan tri nhan vién ban hang- Lé Quan-Mai Thanh Lan-NXB Pai hoc Quoc gia Ha Noi
2014
[6] Webside cua cac Ngan hang thuong mai.

Cdc vin bin quy ché ciia NHNN ban hanh lién quan dén Ké toan NHTM.
7. M ta tém tit ndi dung hoc phan



Hoc phan trang bi cho sinh vién nhiing kién thirc co ban vé viéc ban dich vu Ngan hang va quan
1y quan hé khach hang cuia NHTM: Pic tinh vé san pham Ngan hang, cac quan diém vé ban
hang,cac phong cach ban hang, cic nguyén tic vang trong ban hang tu van, nhitng yéu t can thiét
dé tro thanh mot ngudi ban hang chuyén nghiép. Trang bi cho SV nhiing kién thirc co ban vé lap
ké hoach ban hang, quy trinh ban hang, cac phong cach giao dich véi khach hang, quan 1y quan hé
khach hang, dong thoi trang bi cho sinh vién cac k§ ning co ban nhu k¥ niang tim kiém khach
hang, goi dién thoai, hen gip khach hang, k¥ ning giao tiép va xir 1y cac tir chdi, phan nan, khiéu
nai ctia khach hang trong qua trinh cung cap dich vu ciia NHTM.

8. K¢ hoach giang day:

S6 gio
Budi
q Noi dung giang day |LT| T- | Tw | Koy o Hoat dong day Hoat djng hoc
2y /| lud | hoc |tra
BT,| n
Bai 1 | Giéi thigu Hoc phan, -GV gidi thi¢u mon | *Hoc trén 16p:
chia nhém hoc: muc ti€u, vitri | - Nghe giang
Chuong 1:‘T6ng val tro cua mon “Thye hién viée chia
quan vé ban hang hoc, CBR, phuwong | . .
cua NHTM phap day va hoc, o
A -Tra 101 céc cau hoi
LIKhdi niém va cdc 5: i?zgvnilgl ciia GV
quan diém vé ban s < A1
han quy dinh khac ciia —I—?at cdc cau hoi cac
111 ihéi niém bén mon hoc van 4é lien quan
a hang - ool |- Chia nhom SV * Hoc ¢ nha
1.1.2 Cac quan diém |3 0l 6 - Giang bai két hop |~ On 1?1 hot dung da
V4 ban hang cLos | v6i trinh chiéu hoc trén 16p
Slide bai giang - Doc gido trinh:
- Goi SV chia sé vé Chuong 1, Chuong
trai nghi€ém mua 2
S&m va cac quan Va cac tai liéu tham
didm vé ban hang | khdo khac dé tra 1oi
* Cubi budi: Pua | céc cau hoi GV da
céc noi dung tu hoe | dua
bang cac ciu hoi —V}ét cq€1u tra 1oi ra
dinh huéng va glaZ dé nop cho GV
huéng din SV tu buodi hoc sau.




S6 gio

Bubi
Noi dung gidng day LT T. | Tw | K| ¢ Hoat dong day Hoat djng hoc
day / | lud | hoc |tra
BT,| n
hoc valam bai tdp | - C4c nhom lam bai
nhom tap nhom theo cau
hoi da giao
Bai2 | Chwong 1: Téng -SV vacdcnhém | *Hece trén 16p:
quan vé ban hang trinh bay ndi dung | - Nghe giang
cita NHTM da chuan bi “Tra 16 che cau hoi
(Tiép) - Cac nhoém thao cia GV
1.2 Cac phong cach lugn noi dung trinh -bat cac cau hoi cac
;bgnl\?angA G ban b bay véan dé lién quan
-2 INguyen tac ban hang - bit cac cau hdi * Hoc & nha
SV tra 10 A
; - On lai ndi dung da
nhirng cau tra 101 ' N
\ < A - Poc tai liéu tham
cua SV va ngi dung , T S
CLO1 . ., khao khac dé tra loi
trinh bay cua céc c cau héi GV di
3 0 8 CLO4 nhom (ciac cau no1 a
ua
CLOS5 . o1 A
- Giang bai két h ,
oang Sat KEHIOP | Cac nhom 1am bai
vOi trinh chiéu R , R
. N tap nhoém theo cau
Slide bai giang e .
P hoi da giao: soan
’Cu(:l' buoi: Bua 1 g4 nop cho GV
cac noi dung tw hoc truge budi hoc
o - Chuén bi cho
Cac cau hoi dinh thuyét trinh
hucng 3 -BT c4 nhéan: Viét cau
Eu:onfg lc‘lan bSV t}r tra 10i ra gidy dé nop
Q(E valambattap | opo GV bubi hoc sau.
nhom
Bai3 | Chwong 1: Tong CLOL -GV kiém tra bai cii | *Hoc trén 16p:
quan vibin hang 2 | 1 | 8 _Goi SV trinh bay | - Tra 16i cAu héi
caa NHTM ndi dung céc ciu bai cii




S6 gio

Buoi
1ol Noi dung gidng day LT T. | Tw | K| ¢ Hoat dong day Hoat djng hoc
day / | lud | hoc |tra
BT,| n
( tiép) CLOZ | hoj da chudnbi ¢ | - Tra 1oi cau hoi GV
1.4 Chan dung nguoi nha , thao luan van dé
ban hang chuyén CLO3 | _ Thao luan : Cac GV duara
nighlep’ yéu t6 tro thanh - Thuyét trinh
Tong két chuong 1 CLO4 ngudi ban hang  Nghe giang
Los Ch“-‘{‘?fi‘nghl?}” -Dit céc cau hoi cac
fguot fam viee véan dé lién quan
thanh cong. .
Danh i, nha * Hoc 6 nha
- Banh gia, nhan AL A ~
LA & . - On lai ndi dung da
x€t ndi dung trinh o
oL x hoc trén 16p
bay va k¥ nang o
trinh bay cua céc - Doc gido trinh-
nhom Chuong 3 va doc tai
: 1A ligu tham khao kha
- Giang bai két hop 1?u . a‘nfl ) aoA an,
s £ de tra 101 cac cau hoi
vOi trinh chiéu .
. N GV da dua
Slide bai giang )
, Y _ 14 h 14 h A
* Cuoi buoi: Dua .Ca‘c' nA om C uan
. bi bai tdp nhom theo
cacnfidungtghoc | - .
o e cau hdi da giao
Cac cau hoi dinh
hudng
Huéng dan SV tu
hoc va lam bai tap
nhom
Bai 4 | Chwong 2: Quy trinh CLOI |-Kiémtrabaicli | *Hgc trén 16p:
ban hang danh cho , e A
CBQHKH cua SV - Tra loi cau hoi
CLO2 | - Pat cau hoi cho bai cil
2.1 XAy dung chi tiéu SV ve lap ké hoach | _ Nghe giang
an hang va lap ké CLO3 | ban ha .
Ezzclﬁarclag r\;}?ﬁl:.llp ke 3 0 7 ban hang ) -bat cac cau hoi cac
' cLos | Giang bai ket hop | van dé lién quan
;‘;‘dtrf‘h_ chicu * Hoc & nha
ide bai gian AL A ~
CLOS | 4 o £: gx. & - On lai ndi dung da
Cu01' buoi: Dua hoc trén 16p
cac ndi dung tu hoc




Buoi

S6 gio

Noi dung gidng day LT T. | Tw | K| ¢ Hoat dong day Hoat djng hoc
day / | lud | hoc |tra
BT,| n
- Poc gido trinh:
Céc cau hdi dinh | Chuong 4- va tai
hudng liéu khac deé tra o1
Huéng din SV tu cac cau héi GV da
hoc va lam bai tap | 912
nhém - Cac nhom lam bai
- Huéng dn céc tég nlgéry theo cau
nhém lam BT dy an | 201 da giao: soan
Slide ngp cho GV
trude budi hoc.
- Chuan bi cho thuyét
trinh
Bai 5 | Chuwong 2. Quy trinh GV kiém tra bai cii | *Hoc trén 16p:
ban hang danh cho I , R e a4
CBQHKH ( tiép) - T6 churc thao luan: | - Tra 101 cau hoi bai
2.2 Quy trinh ban hang Quy trinh ban hang | cti
danh cho CBQHKH SV thuyét trinh va | - Tra 16i cau héi GV
2.2.1 Tim kiém khéch CLOI phan bién giita cac | vé noi dung bai da
hang tiém ning nhom chuan bi
cLoy |- I,DanP gia, nha.‘m - Nghe giang
x€t ndi dung trinh -Dit cac ciu hoi cac
CLO3 bay va ky nang véan dé lién quan
o) 1 7 tm}h bay ciia cac -Tham gia tro choi
cLos | oM , van dong
- Glang:{hba;1 k’et hop | « Hoc & nha
v6i trinh chiéu A
CLO5 e - On lai ndi dung da
Slide bai giang o
. hoc trén 16p
- Tro choi van dong L
. ks s - Poc gido trinh:
Cudibudi: Bua | cpyng 5 d8 tra 10
cac ndi dung twr hoc cac cau hoi GV da
dua
Cac,: cau hoi dinh - Khao sat thuc té
huéng cic don vi NHTM




S6 gio

Budi Noi dung gidng day LT T. | Tw | K| ¢ Hoat dong day Hoat djng hoc
day / | lud | hoc |tra
BT,| n
Huéng dan SV ty | dé 1am bai tap du an
hoc va lam bai tdp |- Xem trudc video
nhom GV giri
Bai 6 | Chuong 2. Quy trinh CLOL | .GV kiém tra bai cii | *Hoc trén l6p:
ban hang danh cho - 2 e A as
CBQHKH ( tiép) cLoa |- Chiéu Video cho | - :l“.ra~10'1 cau héi
SV xem bai cii
2.2.1 Tim kiém khach - Goi SV trinh bay | - Tré 16i cAu hoi GV
hang ti€ém nang ( ti€p) CLO3 ndi dung céc cau - Nghe giang
cLos | POidachuandbio | pap cac cau hoi cac
2.2.2 Tao sy tin twéng nha van dé lién quan
voi khach hang 3 0 7 CLO5 |~ ;l“hé? lua?l? : Cé,C * Hoc & nha
yc?u to.khlefl kha‘ch - On lai ndi dung da
hang tin tuéng vao ho trén 1p
NH va NV ban '
hang - Poc gido trinh:
_ Giang bai két hop Chuong 3,: m1:10 2.3
véi trinh chigy |  Xem trude video
Slide bai giang |9V UL
Bai 7 | Chuong 2: Quy trinh CLOL | .GV kiém tra bai cii | *Hoc trén l6p:
ban hang danh cho ) ) . e
CBQHKH ( tiép) oz |- Céc r%homqtrmh - :Fra 161 cau hoi bai
2.2.3 Tim hiéu nhu bay bai chuanbi | cti
cAu khach hang nhom - Tra 101 cau hoi GV
CLos . Tro choi Thap nhu | vé ndi dung bai da
3 0 7 CLOA cau Maslow chuan bi
- Chiéu Video cho | - Nghe giang
cLos | SV xem * Hoc & nha
- On lai ndi dung da
- Giang bai két hop | hoc trén 16p
v6i trinh chiéu - Poc tai liéu
Slide bai giang | _ Tiép tuc khdo sit




S6 gio

Budi Noi dung gidng day LT T. | Tw | K| ¢ Hoat dong day Hoat djng hoc
day / | lud | hoc |tra
BT,| n
* Cudi budi: Pua thuc té cac don vi
cac ndi dung tgy hoc | NHTM dé bd sung
thém thong tin
Céc cau hoi dinh -Cac nhom lam bai
hudng tap nhom
Huéng dan SV tu
hoc va lam bai tép
nhoém
Bai 8 | Chuong2: Quy trinh CLOL | _Kiém tra bai cii *Hoc trén 16p:
ban hang danh cho ) g .
CBQHKH ( tiép) cLoa |- Cvac nhom Poc ‘ - :Fra 161 cau hoi bai
2.2.3 Tim hiéu nhu tham thuc hanh tinh | cli
cAu khach hang huéng: dong vai - Tham gia thyc
CLO3 | CBNH vaKH tim | hanh bai tap tinh
hiéu nhu cadu KH hubng dong vai
CLO4 , cr o1 A
- Danh gia phan -Thyc hanh k¥ ning
CLOS thyc hanh cau cac | bjt tay, k§ nang trao
nhoém danh thiép, k¥ nang
5 13 - Giang bai k’ét hop | dat cau hoi, ky nang
v6i trinh chiéu lang nghe va quan
Slide bai giang sat.
* Cudi budi: Pua | - Nghe giang
cac ndi dung tu hoc | * Hoc ¢ nha
- On lai noi dung da
Céc cau hoi dinh hoc trén 16p
hudng
Huéng dan SV tu
hoc va lam bai tép
nhoém
Bai 9 C!“m’flg 2: Quy trinh CLOL | . Kiém tra bai cii *Hoc trén 16p:
ban hang danh cho L o
CBQHKH ( tiép) o) 1 8 Lo | Goi dai dién '1 -2 - Tra 101 cau hoi bai
2.2.4 Tw van san nhom dong vai ct
phim CBNH thuyét trinh | C4c nhém dong vai

10




S6 gio

Bubi
Noi dung gidng day LT T. | Tw | K| ¢ Hoat dong day Hoat djng hoc
day / | lud | hoc |tra
BT,| n
CLO3 | ty van san pham CBNH thuyét trinh
- Panh gia phan tu van san pham
CLO4 thuc hanh cua cac - Nghe giang
nhom * Hoc & nha
CLOS5 L, s A A
- Thuyét glang tren | _ On lai ndi dung da
co so tinh huong hoc trén 16p
thU,Yét trinh tu Véﬂ -Céc nhém lam bai
SP ctia nhém tap du 4n
- Giang bai kethop | __ i, tyc khao sat
Vql trm‘h. ct}}eu thuc té cac don vi
Slide bai giang NHTM dé bd sung
* Cubi budi: Dua thém thong tin
cdc n6i dung rhoc | _ 46 nhom va ca
nhan thuc hanh bai
Céac cu hoi dinh tap tu van thuyét
hudng trinh san pham
Huong dan SV tu | (C4c nhom t6 chirc
hoc va lam bai tdp | quay video bai tu van
nhom thuyét trinh SP cho
tung TV)
Bai | Chuong 2: Quy trinh CLOL | . Goi dai dién céc | *Hoc trén 16p:
ban hang danh cho Y £ )
10 v nhom con lai thuy€t | _ Tra 1oi cau hoi bai
2.2.4 Tw van san tmxl trvan san cu
pham ] pham ‘ Céc nhom dong vai
2.2.5 Thwong thuyét CLO3 | _Panh gia phan CBNH thuyét trinh
thuc hanh cua cac tu van san pham
2 116 CLO4 | jhom
) -Cac nhom cham
cLos | - Thuyet giang trén | diém 13n nhau
co s¢ tinh huong - Nghe giang
thuyét trinh tu van .
\ , * Hoc ¢ nha
SP ctia nhém o
o 1A - On lai n6i dung da
- Giang bai két hop n e;u nQ,l ung ¢a
hoc trén 16p

11




S6 gio

B Re
1ol Noi dung gidng day LT T. | Tw | K| ¢ Hoat dong day Hoat djng hoc
day / | lud | hoc |tra
BT,| n
v6i trinh chiéu - Tiép tuc khao sat
Slide bai giang thuc té cac don vi
* Cubi budi: Pua | NHTM dé bo sung
cac ndi dung tu hoc thém thong tin
- Cac nhom lam tap
Céc cau hoi dinh | tdp nhom dugc giao
huéng ve xu ly tinh huéng
Huéng dan SV tu
hoc va lam bai tap
nhom
Bai C!‘“’O’f‘g 2: Quy trinh -GV kiém tra bai cii | *Hoc trén 16p:
11 ban hang danl} cho , , L, y Tae A g
CBQHKH ( tiép) - Cac nI’mm viet cac | - Tra 101 cau hoi GV
2.2.5 Thuong thuyét tinh huong vaxuly | - pong vai thue
2.2.6 Xt ly cac tuir choi cac tinh huong KH | hanh xwr 1y tinh
phan nan, khiéu nai hudng
. ol s —‘Céc n?ém chuyén | _ Nghe giang
Ulfllh hu?f;‘% cho | Lam bai kiém tra
R VR SONE V|« Hoe & nha
nguoc lai ( vai o 1 bl cil
CBNH dé xir Iy cac |~ @ >4 ey
tinh huéng) Lam bai tdp nhom
- Cho SV lam bai
kiém tra
Bai C!“m’flg 2: Quy trinh CLOL | .GV kiém tra bai cii | *Hoc trén l6p:
ban hang danh cho ; ) L, e A 1.
12 CBQHKH ( tiép) Lo |- Céc nI’mm viet cac | - Tra 101 cau hoi GV
’ tinh hudng ya‘l xuly |._ Dong vai thyc
2.2.6 Xt ly cac tuir choi 0| s cac tinh huong KH | hanh xur ly tinh
3 CLO3 phan nan, khiéu nai hudng
cros | Cﬁ; n?ém c}:lhuyén - Nghe giang
tin u‘Onf% cno . * ch & nha
nhau va dong vai | 40 yhom hoan
nguoc lai (vai

12




S6 gio

B Re
1ol Noi dung gidng day LT T. | Tw | K| ¢ Hoat dong day Hoat djng hoc
day / | lud | hoc |tra
BT,| n
CLOS | CBNH dé xtt Iy cac |thanh bai tp du 4n dé
tinh hudng) ndp, chuan bi Slide
- Cho SV lam bai bao céo bai tap du an
kiém tra
Bai | Chwong 2: Quy trinh I'| CLOl | ChoSV Lambai | *Trén 16p:
ban hang danh cho ¥ .
P CLO2 A A
- bat cac cau hoi - Trao d0i, phat biéu
227 Cam k& Lo | cho cacnhom - Lam bai kiém tra
2.7 Cam ket -Tong két phan * Hoc & nha
trinh bay cta cac AU
o 2 |05 croa | o Chuéin bj bai c4 nhan
Tong két chuong 2 \ e K b £ theo céc cau hoi cua
CLOS ’Cll(:l' budi: Bua |
Bai kiém tra 1 tiét ccnoldung arhoe | o oem chudn bi
-Glrao ca;u h?l cacx bai tdp nhom, chuan
nhom ve r}ha chuan bi slide cho budi hoc
bi cho budi hoc sau.
sau
Bai | Chuong 3: Phong CLO! | _Goi SV trinh bay | *Hge trén 16p:
cach phuc vu khach nod1 dung cac cau 4 101 cau hoi bai
14 hang va Quén Iy quan Lon o1 dul g ac cau - Tra 101 cau hoi bai
hé khéch hang héi da chuan bi & cii
3.1 Phong cach phuc nha - Tra 16 cau héi GV
vu khach hang theo md CLO3 | _ Théo lun md ‘ v& noi dung bai da
gnrllhl %LQH}? hinh ALOHA vé chuan bi
1.1 Gi61 thi€u mo CLO4 | ,h khach hs
hinh ALOHA p(;c Vub .a; hang - Nghe giang
- Giang bai két . A1
3.1.2 Niim thai dg phye|3 | | 3 cLos | | e 0 P | -Dit cie cdu hoi cae
vu virgt troi Slide bai gidng van de lién quan
* Hoc & nha
- On lai ndi dung da
hoc trén 16p
- Doc tai lidu dé tra
101 cac cau hoi GV da
dua
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S6 gio

B Re
1ol Noi dung gidng day LT T. | Tw | K| ¢ Hoat dong day Hoat djng hoc
day / | lud | hoc |tra
BT,| n
Bai C’hu’o’ng 3: Ph?“g L] CLOl | _GV kiém tra bai cii *Hoc trén 16p:
cach phuc vu Kkhach ) ) o _
15 hang va Quin Iy quan - Cac nhom thuc - Tra 101 cau hoi GV
x CLO2 \ TS
h¢ khach hang ( tiép) hanh xirly cac tinh | . Pong vai thuc
3.1.3 K¥ nang giao ti€p huong KH khiéu hanh xir 1y tinh
- A CLO3 : .
truc d1¢r} o By nait huong
3.1.4 Xu ly cac khicu - Thuvét eidne cic .
nai cﬁzz khach h,a‘lng CLO4 .. dy i & f - Nghe glang;
Bai kiém tra s6 2 fnordung XCLhOp | _ 1 am bai kiém tra
1 1 5 trinh chiéu Slide L
CLOS5 Cho SV 1im bai * Hoc 6 nha
- Cho am bai A
.2 - On lai ndi dung da
kiém tra o
hoc trén 16p
- Poc tai liéu dé tra
101 cac cau héi GV
da dua
-Céc nhém chuan bi
bai tap nhom
Bai C’hu’o’ng 3: Ph?“g CLOL | _ Goi cac nhom *Hoc trén 16p:
cach phuc vu khach ) N A A _
16 | hano va Quén Iy quan trinh bay cac no1 - Tra 101 cau héi GV
ans ya suanyd CLO2 | dung d3 chuan bj : £
hé khach hang g ) : - Tham gia thuyét
(tiép) - Thuyet giang cac | trinh bai chuan b,
3.2 Quin 1y quan h ol “LO% 1 noi dung kéthop | trao déi cac noi udng
khach hang 3 trinh chiéu Slide Nohe oi2
3.3 Cham soc khach CLO4 | oo e cat hoi ch - Nghe gmngL
hang S \‘f‘/t cac cauhot cho |y 5 bai kidm tra
CLO5 Téne k& 4 * Hoc ¢ nha
ong két ndi dun A
8 EHIOLCUNE 1 _ On lai ngi dung da
hoc phan cho SV o
hoc trén 16p
Tong so gio hoc 38 | 6| 90 4 | 138 tiét
Tong s6 gio chuan 38 | 3 4 | 45 tiét

9. Co s& vat chat phuc vu giang day:
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- Tén giang duong:

- Danh muc trang thiét bj (bao gdm ca phuong tién cong nghé): may chiéu, laptop, but da viét

bang, phén, but chi slide.
10. Kiém tra, danh gia két qua hoc tap:
10.1. Phwong phdp, hinh thirc kiém tra, dinh gidg:

10.1. Kiém tra — déanh gid thwong xuyén:

Kiém tra — danh gia thuong xuyén va kiém tra — danh gia dinh ky.

10.2. Kiém tra - danh gid dinh ky

Hinh th}i:c danh Pltﬁn Yéu cau chung, muc dich, co sé 1y luin, minh chirng
gia tram
1. Chuyén can 10% | Yéu cau chung:
(kiém tra dénh gia e Sinh vién c6 mat, tham gia day da 100% budi hoc, gio hoc.
thuong xuyén trén e Sinh vién tich cyc phat biéu.
16p: 01 diém) Muc dich:
e Danh gia thai do hoc tap: su cham chi, nghiém tic, ky luat,
su hao hung, say mé hoc tap.
2. Viét bai theo 10 % | Yéu cau:
chi dé (kiém tra e Sinh vién lam viéc doc 1ap.
dinh ky: 1-2 bai) e Sinh vién s& viét cac bai theo cac chu dé di hoc (khoang 3-4
cha d¢). Piém cuia sinh vién s& dugc d4nh gia 1a diém trung
binh cong cua cac bai viét.
Muc dich:

e Gilip sinh vién hé thong lai kién thirc, phat trién k§ nang
phan tich, k¥ ning trinh bay van dé bang van ban, ky ning
lap luén.

3. Kiém tra giira 20% | Yéu cau:
ky (tric nghiém, e Sinh vién thyc hién bai kiém tra trong khoang thoi gian nhat
tur luan, van dap) dinh.

Muc dich:

e Ghi nh¢ kién thirc da hoc.
e (Co bién phap cai tién phuong phap hoc tap dé dat két qua tot
hon vao cudi ky.
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4. Thi hét hoc
phan (ty luin)

60%

Yéu cau chung:

tich tinh huéng.
Muc dich:

phé phan.

e Sinh vién nghién ctru k¥ cac muc ti€u cta bai tap can dat.

e Khuyén khich sinh vién chu dong tim toi, nghién ciru.
e Tang cuong kha nang quan sat, tu duy va lap luan logic va

e Doc, ghi nhé tai lidu dé c6 co sé 1y thuyét cho bai tap phan

10.2. Miéu ta chi tiét cac bai tip va b tiéu chi danh gia:

Tiéu chi danh gia (Rubrics dinh tinh cho bai thi hét hoc phan ti luén)

Mikc chat
lwgng

Piem

M0 ta mirc chit lwong

Ghi chu

Xuat sac

9-10

Noi dung day du, tra 101 ding 100% cau
héi.

Co6 phan tich mé rong (phan tich diung
hudng va da y).

Trinh bay 1o rang, dién dat ngén gon, xuc
tich, logic.

Khong c6 16i vé thuat ngit chuyén mén.
Khong c6 16i chinh ta.

Kha - Gioi

7-8

Tra 161 ding 70-80% cau hai.

Co6 mo rong, phan tich dung huéng nhung
chua duy.

Trinh bay 16 rang, dién dat logic.

Con 13i chinh ta.

Trung binh

5-6

Tra 161 ding 50-60% cau hai.
Khong phan tich.

Trinh bay khong 10 ¥, chua logic.
Con 13i chinh ta.

3-4

Tra 10i sai, lac dé, hodc phan tra 10i ding
duoi mire 50% cau hoi.

Khong 1am hét cau hoi, bé ndi dung hon
50%.

Khong hiéu cau hoi.

Mic nhiéu 16i vé thuét ngit chuyén moén
(5-6 151).

Nhiéu 18i chinh ta.
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Tra 10i sai, lac dé, phan tra 10i ding dudi
muc 20%.

Khong lam hét cau hoi, bo dén 80% nodi
dung.

Khong hiéu cau hoi.

Khéng hiéu cac thuat ngit chuyén mén co
ban, mac nhiéu 18i vé thuat ngit chuyén
mon (trén 6 16i).

Dién dat khong 19 y.
Nhiéu 16i chinh ta.
Ha Noi, ngay 10 thang 11 nam 2019
Trwéng khoa Trwéng by moén Ngudi soan dé cwong
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