~ CHUONG TRINH MON HQC
(Kem theo Thong tw so: 03/2017/TT-BLDTBXH ngay 01/03/2017 cua Bé Lao dong —
Thuong binh va Xa hoi)

Tén mé dun: Quan tri ban hang

Ma& mo dun: MD 24

Thai gian thuc hién mé dun: 60 gio; (Ly thuyét: 30 gio; Thuc hanh, thi nghiém, thao
luan, bai tap: 25 gio; Kiém tra, thi 5 gio)

l. Vi tri, tinh chat ciia mé dun:

- Vi tri: M6 dun Quan tri ban hang 1a mé dun thudc kién thic chuyén nganh nam &
hoc ky 2 hoac 3 trong qué trinh hoc cta sinh vién, la mén hoc sau ctiia mén ky nang dam
phan trong kinh doanh, marketing can ban.

- Tinh chat: Hoc phan 1a md dun chuyén nganh, 13 mén hoc 1y thuyét thudc khoa kinh
té va 1a md dun bt budc cua nghé quan tri kinh doanh.

Il. Muc tiéu mé dun:
- K¥ nang:
+ Nam nhiing van dé co ban vé quan tri ban hang.
+ Thiét lap duoc hoat dong béan hang.
+ DPanh gia dugc mirc d6 hiéu qua cua hoat dong ban hang

- K¥ nang:

+ Thuc hién dugc hoat dong giao tiép vai khach hang.
+ Van dung duoc cac ky nang trong hoat dong ban hang
+ Xay dung dugc quy trinh ban hang phu hop.

+ Thuyét phuc dugc khach hang mua hang.

- Nang luc tu chu va trach nhiém: c¢6 kha nang lam viéc doc lap va lam viéc nhém
trong khi ban hang, xay dung thi truong, mé rong thi truong, xay dung hé théng phan phéi
cho cong ty, t6 chiic dugc hoat dong cham soc khach hang.

I11. Ngi dung mé dun:
1. Nbi dung tong quat va phan bo thoi gian:

Thai gian (gio) 7
S6 Thyuc hanh, | Kiém
Tén cac bai trong md dun Tong Ly | thinghiém, | tra/thi
TT x z N
SO thuyeét thao luan,
bai tap

1 Bai mé dau: Gidi thiéu vé hoc phan 1 1

C\hu#(mg 1: Tong quan vé quan tri ban 12 5 5
2 hang
3 Chuong 2: Lap ké hoach ban hang 17 8 8

Chuong 3 : Thiét 1ap hoat dong ban hang 8 4 4

Chuong 4: Tuyén dung dao tao lyc luong
4 Ly 6 3 2

ban hang

Chuong 5: To chic luc lugng ban hang,
5 X \ i AR 8 4 3

trd luong va danh gid nhan vién
6 Chuong 6: Cham séc khach hang 6 4 2
7 Kiém tra két thiic md dun 2

Cong 60 30 25




2. Ndi dung chi tiét:

Bai mo dau: Gidi thiéu hoc phan Thoi gian: 1 gio

Chuong 1: TONG QUAN VE QUAN TRI BAN HANG

- Ndm dugc nhitng van dé co ban vé quan tri ban hang, c6 mot cach nhin tong quan va toan
dién vé mén hoc, dé tir 46 xac dinh phuwong phéap hoc tap va tmg dung hiéu qua.

- Xac dinh dugc vai tro cia mgt ngudi ban hang.

- Panh gia duoc nhimg loi ich tir hoat dong ban hang dbi véi doanh nghiép

- Nhén thte duge quan diém ban hang méi trong thoi hoi nhap.

2. N¢i dung chwong:

1.1. Khai niém va vai tro ctia nghé ban hang.

2.2. Loi ich cia hoat dong ban hang.

2.3. Théi d0 ctia nguoi ban hang.

2.4. Nhiing kién thirc can thiét cia ngudi ban hang.

2.5. Nhitng k¥ ning can thiét ciia ngudi ban hang.

2.6. Quyén va nghia vu cua ngudi ban hang.

3. Thuc hanh, bai tap (5 gio) va kiém tra (1 gio)

- Chia nhém di tham quan c6ng viéc ban hang tai siéu thi Coop mart 2, thé gisi di dong,
FPT store,...

- C4c nhom bao céo lai nhitng yéu cau cia gido vién sau khi di thuc té (kiém tra).
Chwong 2: LAP KE HOACH BAN HANG

1. Muc tiéu:

- Nam dugc ¥ nghia cong tac 1ap ké hoach ban hang va noi dung vé mot ké hoach ban hang
- Biét van dung ly thuyét dé xay dung dugc mot ké hoach ban hang ciia mot doanh nghiép
cu thé.

2. N§i dung chwong:

2.1. Xay dung ké hoach ban hang

2.1.1.Khai niém ké hoach ban hang.

2.1.2. Phan loai ké hoach ban hang.

2.1.3. Noi dung co ban ciia ké hoach ban hang

2.1.4. Tién trinh xay dung ké hoach ban hang

2.2. Tb chirc va thyuc hién ké hoach ban hang.

2.2.1. Cac hoat dong vé quan tri.

2.2.2. Céc hoat dong vé chtic ning

2.3. Kiém tra danh gia viéc thuc hi¢n ban hang.

3. Thue hanh, bai tap (9 gio) + kiém tra (1 gio)

- Chia nhdm thao luan l1ap ké hoach ban hang cua mot doanh nghiép cu thé tai phong thuc
hanh.

- Cac nhém nhan xét qué trinh thyc hién ciia nhoém déng vai (kiém tra).

Chuong 3: THIET LAP HOAT PONG BAN HANG

1. Muc tiéu:

- X4c dinh duoc cac yéu td anh hudng dén hoat dong ban hang cua doanh nghiép.

- X4c dinh duoc nhimg hanh vi caa khach hang tiéu dung va khach hang t6 chec.

- Thiét lap hoat dong kénh ban hang.

2. Noi dung chwong:

3.1. C4c yéu t anh hudng dén hoat dong ban hang

3.1.1. Céc yéu té moi truong bén trong va bén ngoai doanh nghiép

3.1.2. Hanh vi mua hang cua khach hang tiéu dung



3.1.3. Hanh vi mua hang caa khéch hang td chirc

3.2. Thiét 1ap hoat dong kénh ban hang

3.2.1. Cac loai kénh ban hang va tiéu chi lya chon

3.2.2. Dich vu trong ban hang

3.2.3. Quang ba trong hoat dong ban hang

3. Thuc hanh, bai tap (3 gio) + kiém tra (1 gio)

- Quan sat hanh vi ciia khach hang tai siéu Coop mart 2, thé gidi di dong, FPT store.
- Chia nhém nho thao luan y kién tai phong thuc hanh

Chuong 4: TUYEN DUNG PAO TAO LUC LUQNG BAN HANG
1. Muc tiéu:

- Ném duoc quy trinh tuyén dung; biét 1ap ké hoach tuyén dung luc lwong ban hang.
- Biét lap ké hoach dao tao nhén vién.

2. Noi dung chwong:

4.1. Tuyén dung nhan su

4.1.1. Tam quan trong cua tuyén dung

4.1.2. Chuan bi ban mé ta va yéu cau céng viéc

4.1.3. Thyc hién tuyén dung nhan su ban hang

4.2. Pao tao

4.2.1. Bao tao nhan su ban hang

4.2.3. Pao tao kénh phan phdi

4.3. bong vién

4.2.1. Chinh sach dong vién nhan vién ban hang

4.2.2. Chinh sach dong vién kénh phan phbi

3. Thue hanh, bai tap (3 gio)

- Chia nhém thao luan tai phong thuc hanh.

- C4c nhdm nhan xét 1an nhau

Chuong 5: TO CHUC LUC LUQONG BAN HANG, TRA LUONG VA PANH GIA
NHAN VIEN

1. Muc tiéu:

- Biét dugc hinh thirc tra lwong nhan vién ban hang.

- Nam duoc phuong phap danh gia nhan vién ban hang va quy trinh danh gia nhan vién
ban hang..

2. Ngi dung chwong:

5.1. T6 chic co cau ban hang

5.1.1. Co c4u theo khach hang

5.1.2. Co ciu theo dia ban

5.1.3. Co cau theo san pham

5.2. Xac dinh quy mé lyc lugng ban hang

5.2.1. Co s¢ xac dinh quy md

5.2.2. Phuong phap xac dinh quy mé luc luong ban hang

5.3. Tra luong nhan vién ban hang

5.3.1. Y nghia cua viéc tra luong nhan vién

5.3.2. Céc hinh thirc tra lwvong nhén vién ban hang

5.4. Danh gid nhan vién ban hang

5.4.1. Muc dich va y nghia cta viéc danh gia nhan vién ban hang

5.4.2. Céc tiéu chi danh gia

5.4.3. Quy trinh danh gié thanh tich cua nhan vién ban hang



5.4.4. Phuong phép danh gia thanh tich ctia nhan vién ban hang
3. Thyc hanh, bai tap (3 gio) + kiém tra (1 gio)

- Chia nhom thao luan tai phong thuc hanh.

- C4c nhom nhan xét 1an nhau (kiém tra).

Chwong 6: CHAM SOC KHACH HANG

1. Muc tiéu:

- Nam duoc khai niém cham soc khach hang, vai tro va tam quan trong cua vi¢c cham soc
khach hang.

- Biét 1ap duogc bd may t6 chirc chim soc khach hang

- Sap xép ndi dung ciia hoat dong cham soc khach hang, nim duoc cac bude trinh ty kiém
tra va danh gia cac hoat dong cham séc khach hang.

2. N¢i dung chwong:

6.1. Khai niém va vai tro cham soc khach hang

6.1.1. Khai niém cham soc khach hang

6.1.2. Vai tro cham soéc khach hang

6.2. M@ hinh t6 chlic bd may cham soc khach hang

6.3. Noi dung hoat dong cham soc khach hang

6.4. Kiém tra, danh gia cong tac hoat dong cham soc khach hang
3. Thue hanh, bai tap (2 gio) + kiém tra (1 gio)

- Chia nhém thao luan tai phong thuc hanh.

- C4c nhom nhan xét 1an nhau (kiém tra).

Kiém tra két thtic mén hoc

IV. Piéu kién thwc hién mo dun:

1. Phong hoc chuyén méon hoa/nha xuéng: Phong hoc Iy thuyét

2. Trang thiét bi may moc: Projector, may tinh, man hinh TV

3. Hoc liéu, dung cu, nguyén vat liéu: bang, phan

4. Cac diéu kien khéc:

V. N§i dung va phuwong phap, danh gia:

1. No6i dung:

- Kién thirc:Trang bi dugc nhiing kién thirc co ban ctia ngudi ban hang, quy trinh
ban hang co ban.

- K¥ ning: Nhitng k¥ ning ban hang co ban nhu ling nghe, thuyét phuc, thuyét
trinh, dam phan, chét van de, ...

- Nang luc ty chu va trach nhiém: c6 kha nang lam viéc doc 1ap va lam viéc nhoém
trong khi ban hang, xay dung thi truong, mé rong thi truong, xay dung hé thong phan phdi
cho cong ty.

2. Phuong phap: Két hop nhiéu phuong phéap giang day. Phuong phap chinh 1a thao
luan trén 16p nhiing tinh hudng, giao nhiém vu cho sinh vién nghién ctu thuc té.

3. Panh gia: Thang diém: sir dung thang diém 10 dé danh gia cho diém va quy doi
sang thang diém 4 dé tong két, danh gia thanh qua hoc tap cua sinh vién.

3.1. Panh gia két qua hoc tap: Sinh vién dy 16p >=80% tong sb thoi lugng cia hoc
phan (sinh vién vang qua 20% thoi lwong hoc phan s& bi cdm thi theo quy dinh).  Kiém
tra, danh gia hoc phan/mén hoc thuc hién theo quy dinh hién hanh.

3.2. Thi két thuc hoc phan:

- Thoi gian lam bai thi: 7 ngay

- Hinh thre thi: Tiéu luan

- Sinh vién dugc sir dung tai liéu



- Noi dung trong tdm danh gia: Tiéu luan bao gom cac ndi dung:

+ Ly do lya chon mot (nho6m) nhan vién ban hang cua cong ty

+ Gi6i thiéu vé cong ty

+ M0 ta qua trinh ban hang va nhiing ky nang trong qua trinh ban hang, luén giai vé
qua trinh va k¥ ning ndy: san pham kinh doanh 1a gi, dbi twong khach hang cua san pham,
quy trinh ban hang cta nhan vién (nhém nhan vién). Nhirng k¥ ndng ban hang nhén vién
(nhom nhan vién) da st dung, thong ké s lugng ban hang thanh cong va sd luong that bai
cua nhan vién (nhém nhan vién) trong thoi gian nghién ctru, nhan xét thai dé cua tung
khach hang trong thoi gian nghién cuu,

+ Pé xuét ¥ kién, kién nghi cua mlnh d6i v6i nhan vién (nhom nhéan vién) ban hang
dé hoan thién cong tac ban hang va tao su hai long cho khach hang (luin giai cho y kién
cua minh).

* Phuong phap thuc hién tiéu luan dya trén phuong phap quan sat, khao sét, phong
van, thong ké dé luan giai va rat ra két luan.

VI. Huéng din thuc hi¢n mé dun:

1. Pham vi ap dung mé dun:

Chuong trinh mé dun dugc sir dung dé giang day cho trinh d6 Cao dang. Khi sinh
vién hoan thanh mot cach nghiém tic hoc phan sé giup cho ngudi hoc tu tin trong qué trinh
ban hang véi cac khach hang 1a dai ly, c6 kha ning ban hang dam bao duoc yéu cau doanh
s6 do cong ty dé ra, c6 kha ning xay dung duoc hé théng ban hang theo kénh phan phéi
truyén thng.

2. Huéng dan vé phuong phap giang day, hoc tap mé dun:

- Pdi vai gido vién, giang vién: M6 dun mang tinh chat nghiép vu nén viéc thuc hanh
ban hang va kha ning phan tich tinh hinh lién quan dén hoat dong ban hang rat quan trong
trong hoc phan nay. Vi vay dé co thé day tbt, giang vién phai cé kién thic thuc té. Giang
vién can tham khao thém nhiéu tai liéu trén Internet, nhitng van dé trén thi truong hang
hoa.

- Déi voi ngudi hoc: Nghién ctru k§ chuong trinh mé dun, chuan bi cac ndi dung
trude khi dén 16p theo yéu cdu cua giang vién. Viét tiéu luan (mdi sinh vién thuc hién mot
bai).

- Goi y mot s6 d¢é tai viét tiéu luan

1. Cong viéc ban hang c6 anh huang tryc tiép dén su thay doi doanh thu, loi nhuan
cua doanh nghiép ra sao?
. Néu vi du vé tirng pham chét va giai thich tai sao lai can c6 ¢ ngudi ban hang.
. Lam sao dé “Ban luogc cho su”
. Ban hang da cép, loi va hai.
. Tai sao ban hang khong dugc?
“6 dung” trong ngh¢ thuat ban hang.
“6 cau hoi” ma ngudi ban hang luén tim céch tra 161
. Ban ning cuia khach hang gdm nhiing gi? va lam sao dé ban hang cho ho?
. Khach hang muén gi ngoai hang hoa?
. Khach hang tiéu thu quan tdm nhimg diéu gi? Khach hang cong ty quan tim
nhiing dicu gi?

10. Nhitng sai pham ctia nhan vién ban hang khong thé tha th{?

11. Xu ly nhimg tinh hudng trong ban hang: Tra lai hang, d6i hang, khéach hang
quén tra tién, khach hang quén mang theo tién,

12. Thao luan cung cach mua hang cua khach hang timg mién trong nudc.
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3. Nhirng trong tam can cha y:
Nhitng kién thirc co ban cua ngudi ban hang, quy trinh ban hang co ban, nhiing ky
nang ban hang co ban nhu 1ang nghe, thuyet phuc, thuyet trinh, ddm phan, chdt van dé
4. Tai lieu tham khao: TS. Nguyén Minh Tuin & V& Thi Thiy Hoa - Giéo trinh
Nghiép vu ban hang — 2009 - Pai hoc quéc gia TP.H6 Chi Minh, ThS. Tén That Hai — ThS.
Ha Thi Thuy Duong — 2009 - Pai hoc M& TP.H6 Chi Minh.

TRUONG KHOA/BQ MON GIANG VIEN BIEN SOAN



