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

PE CUONG CHI TIET HQC PHAN
QUAN TRI CUNG CAP DICH VU CUA NGAN HANG THUONG MAI

H¢ dao tao: Pai hoc chinh quy
Nganh: Tai chinh - Ngan hang

Chuyén nganh: Ngan hang

1. Théng tin chung vé hoc phan
- Tén hoc phan: QUAN TRI CUNG CAP DICH VU CUA NGAN HANG THUONG MAI

+ Tiéng Viét: Quan tri cung cap dich vu cia NHTM

+ Tiéng Anh: (Service Provision Management of Commercial Bank)

- M4 hoc phan: DTN.01.20

- Béi tugng hoc: Sinh vién chuyén nganh Ngan hang
- S tin chi: 03
- Vi tri ciia hoc phan trong CTDT

Kién thuc gido duc dai

Kién thirc giao duc chuyén nghiép

cuong Kién thirc co s& nganh Kién thirc nganh o Thyc tap/khoa
o Bat budc | o Tu chon | o Bét budc | o Tu chon | Bét budc | o0 Tw chon | ludn tbt nghiép
- Hoc phan tién quyét: Nghiép vu NHTM1, Nghiép vu NHTM 2
- Hoc phan hoc trudc: Marketing cian ban
- Hoc phan song hanh: Khéng
- Phan bé gio tin chi ddi véi cac hoat dgng: 150 tiét

+ Nghe giang ly thuyét, bai tap: 36 tiét

+ Thao luan: 6 tiét

+ Kiém tra: 6 tiét

+ Hoat dong khéc (tu hoc, nghién cau, trai nghiém): 102 tiét

- Bd mén phu trach hec phan: Bo mdn Ngan hang, Vién Tai chinh- Ngan hang
- Giang vién phu trach hoc phan (dw kién):

STT | Ho vatén GV SPT-Email Pon vi cong
tac

1 ThS. Vi Thi Thay Huong | DT: 0982070766, Vién TC-NH
Email: huongvtt@fbu.edu.vn

2 Thac sy Nguyén Thi DT: 0904.040782; Vién TC-NH

Thanh Huyén Email: huyenntt@tbu.edu.vn

3 ThS. Ha Giang DT: 0934 208 289 Vietinbank

Email: hagiang268@gmail.com School




2. M ta hoc phan

Hoc ph?m trang bi cho sinh vién nhiing kién thirc co ban vé viéc ban dich vu Ngan
hang va quan 1y quan hé khach hang cia NHTM: Dic tinh vé san pham Ngan hang, c4c quan
diém vé ban hang,cac phong cach ban hang, cac nguyén tic vang trong ban hang tu van, nhiing
yéu td can thiét dé tré thanh mot ngudi ban hang chuyén nghiép. Trang bi cho SV nhiing kién
thirc co ban vé 14p ké hoach ban hang, quy trinh ban hang, cac phong cach giao dich voi khach
hang, quan ly quan h¢ khach hang, ddng thoi trang bi cho sinh vién cac k§ ning co ban nhu
k¥ niang tim kiém khach hang, goi dién thoai, hen gap khach hang, ky nang giao tiép va xir Iy
céc tir chdi, phan nan, khiéu nai ctia khach hang trong qua trinh cung cap dich vu cia NHTM.

3. Muc tiéu caa hoc phan:

3.1 Muc tiéu chung:

Trang bi kién thirc va céc k§ nang co ban vé viéc ban san pham caa NHTM, quy trinh
ban san pham ngan hang, phong cach phuc vu khach hang, quan Iy méi quan hé khach hang
va cham s6c KH. C6 nang luc tu chu, tu duy sang tao, tu duy phan bién, c6 trach nhiém va
dao duc nghé nghiép dap tng nhu cau ngay cang cao cia cac Ngan hang va nén kinh té.

3.2 Muc tiéu cu thé

Muc tiéu M6 ta muc tiéu hoc phan
hoc phz‘in
CSO 1.1 Trang bi kién thirc can thiét cho ngudi hoc vé: dic tinh san pham NHTM,

xac 1ap muyc ti€u ban hang, lap ké hoach ban hang, quy trinh ban san phém,
phuc vu khach hang va quan 1y quan h¢ khach hang

Gitp cho ngudi hoc ¢6 k¥ nang tim kiém khach hang, 1ap ké hoach ban
hang, chuan bi cho gdp khach hang, k¥ nang tim hi€éu nhu ctia khach hang,
tu van san pham NHTM va quan ly quan hé khach hang

CSO 2.1

CSO 22 | Rén luyén cho nguoi hoc k¥ ning lam viée doc 1ap, 1am viéc nhom; ky
nang thuyét trinh.

CSO 3.1 Nguodi hoc thé hién nang luc tu chu, ty dinh hudng, k¥ nang tu hoc, tu
nghién ctru; thé hién nguyén vong va y chi khong ngimng hoc hoi vuon 1én.

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

Mire Ciap
~ do do
Muc tiéu CPR hoc Mo ti chuin diu ra hoc phin C]?R dong | theo
oc ; clia ,
0 phin crpr | 80P | thang
phan cho | Bloom
CTbT




CDR vé kién thirc:

Giai thich duoc cac kién thirc co ban vé
san pham va ban san pham, quéan ly quan

CLO1.1 hé khach hang va cham s6c khach hang PIL:? 2
cua NHTM, phan biét dugc cac phong )
cach ban hang cia NHTM.
CSO1.1 Van dung dugc cac kién thic vé san

phém, xac 1ap muc tiéu, 1ap ké hoach ban
hang,quy trinh ban hang, phuc vu KH, | PLO

CLOL.2 quan ly QHKH vao viéc ban dich vu NH 1.4 3
va quan ly QHKH tai cac vi tri : Can bd
QHKH va Giao dich vién ciia cic NHTM.
CDR vé ky ning:

Thuc hién k¥ ning tim kiém khach hang,
CSO2.1 CLO2.1 goi dién thoai, timﬂ hiéu nhu cau khach | PLO 3
hang, tu van san pham, xur 1y cac phan nan 2.1
khiéu nai ciia khach hang cia NHTM

Thé hién k¥ ning giao tiép, k¥ ning thuyét | PLO2.4
CS0O2.2 CLO 2.2 trinh, k¥ nang lam viéc doc lap, lam viéc | PLO2.5 3
nhom.

CPR vé nang lyc ty chu va trach nhiém:

Phat trién dugc nang luc tu chu, ty dinh
huong, bao vé duoc quan diém, c6 kha | PLO
nang tu hoc, tu nghién ctru, thich nghi véi 3.2

su thay d6i cia moi trudng lam viée

CS0O3.1 CLO3.1

Murc do dong gop: .
Mirc dong gop: nhiéu (3); trung binh (2); it (1); khéng (-)

5. Hoc ligu
5.1. Tai li¢u chinh:

[1]. Gi&o trinh Quan tri ban hang- PGS.TS Vi Minh Buc & PGS.TS Vi Huy Thong (PH
Kinh té qudc dan) -NXB DH KTQD niam 2018

5.2. Tai liéu tham khao
[1] Nghé thuat ban hang béc cao- Zig Ziglar- NXB Tong hop thanh phd HCM 2016

[2] Ngh¢ thuat quan tri ban hang- Robert-J.Cartn

[3] Ngh¢ thuat ban hang- NXB Lao dong xa hoi

[4] K§ ning ban hang hiéu qua- Tac gia: Grant Caroone-NXB Thé Gidi

[5] Quan tri nhan vién ban hang- L& Quéan-Mai Thanh Lan-NXB Dai hoc Quéc gia Ha Noi
2014



[6] Webside cua cac Ngan hang thuong mai.,

6. Cac phwong phap day va hoc ap dung cho hoc phan

STT | Phuwong phap day CLOs
hoc
CLOl1.1 | CLO1.2 | CLO2.1 | CLO2.2 | CLO3.1
1 | Thuyét giang X X X X
2 Hoc theo nhom X X X X X
3 Lop hoc dao nguoc X X X X X
4 Thao luan X X X X X
5 Bai tap du an X X X X X
6 Huéng dan ty hoc, y X X X
tu nghién ctu
7 | Phat van ( hoi dap) X X X X
7. Ké hoach giang day:
7.1 Noi dung ciia hoc phén:
Noi dur:g hoc T CLOs
phan So giv
I—’y Thao Kiém
thuyét/Bai | luan/thuc | Tuw tra
Chuwong tap hanh hoc
qcu};llioélégcin?c%i 8 1 24 CLOLY,
dich vu ctia NHTM CLO2.2, CLO3.1
Chuong 2: Quy CLOl1.1, CLO1.2
trinh ban hang danh 20 4 51 CLO2.1, CLO2.2
cho can b6 QHKH CLO3.1
C,}“}Il‘mf 3 Phﬁﬁ? N CLOL.1, CLO1.2
Pact PITC Vi XAt 7 1 15 CLO2.1, CLO2.2
hang va Quan ly CLO3.1
quan hé khach hang '
CLOl1.1, CLO1.2
Chwong 4: L4nh 3 0 9 CLO2.1, CLO2.2
dao ban hang CLO3.1
4
CLO1.1; CLO1.2
o CLO2.1
Bai Kiém tra




. S
Tong so gio hoc 38 6 102
_ . S
Tong so gio' chuan 38 3
7.2 Ké hoach day hoc:
S6 gio ( tiét)
B Re
ot Noi dung giang day (LT T.| Ty K. CLOs Hoat dong day Hoat dong hoc
day /| lua | hoc |tra
BT,| n
Bail | Gigi thiéu Hoc phén, -GV gi6i thi€u mon | *Hoc trén 16p:
chia nhom hoc: myc ti€u, vitri | - Nghe giang
Chuong 1: Tong vai tro cua mon “Thye hién viéc chia
quan quan tri hoc, CBR, phuong | 1o
Ao di hap day va hoc, PP . .
c191ng ca’\p d!‘Ch vu pKTg G. }rllhiém. vu -Tra 161 cac cau hoi
cua Ngan hang : > e Vi ctia GV
thwong mai cua SV va cac quy it cde cAu hoi i
s dinh khac cia mon | “Dat €ac cau not cac
1.1 Quan tri ban hang hoc vén d& lién quan
1.1.1 Khai niém ban i 1
hang ' - Chia nhém SV * Hoc 6 nha
, it i LA - On lai noi dung da
1.1.2 Cac quan diém 91ang bai .k’et hqp hoe trén 16
vé bén hang CLOL1 | v6i trinh chiéu Slide | 10€ tren 10p
3 0 3 bai giang - Boc gido trinh:
CLO3.1 | _ GOl SV chia sé Vé Chu’O'ng 1, Chu’O’ng 2
trai nghiém mua Va cac tai liéu tham
sém va cac quan khao khac dé tra 1o
diém v& ban hang | cdc cau hoi GV da
* Cubi budi: Dua | dua
cac nd1 dung tu hoc -Viét cau tra 10i ra
bang céac ciu hoi gidy dé nop cho GV
dll’lh hu:('mg va buoi hQC Sau.
huéng din SV tu - Cac nhom lam bai
hQC va lam bai tﬁp tép nhom theo cau
nhém hoi da giao
Bai 2 | Chwong 1: Tong o | g cLoil |- SV vacac nhém | *Hoc trén 16p:
quan q}lﬁn tri 3 cLoza trinh be}y nff)i dung | - Nghe giang
cung cap dich vu "= | da chuan bi




Buoi

S6 gior ( tiét)

Noi dung gidng day LT T | Ty | K CLOs Hoat djong day Hoat dong hoc
day / | lua | hoc [tra
BT,| n
ciua Ngan hang CLO3.1 | - Cac nhom thao -Tra 101 cac cau hoi
thwong mai luan ndi dung trinh | cia GV
(Tiép) bay -DPat céac cau hoi céac
1.2 Céc phong cach - Dit cac cau hoi van dé lién quan
ban hang SV tra 16 * Hoc & nha
-Két lugn cho - On lai noi dung da
nhirng cau tra 101 hoc trén 16p
cua SV vanfi dung | _ Poc tai liéu tham
trinh bay cua cdc | ;34 khac dé tra 1o
nhom , céc cau hoi GV da
- Giang bai két hop | qura
v6i trinh chiéu Slide | . ~4c nhém 1am bai
bai gliang . tap nhom theo cau
* Cuoi budi: Pua | hoj ¢4 giao: soan
cac ndi dung tu hoc | Slide nop cho GV
Cac cau hoi dinh | truée budi hoc.
hudng - Chuén bi cho
Hudng dan SV ty | thuyét trinh
hoc va lam bai tdp  |-BT c4 nhan: Viét cau
nhom tra 101 ra gidy dé nop
cho GV bubi hoc sau.
Bai 3 | Chwong 1. Tong quan cLoL1 | -GV kiém tra bai cii | *Hoc trén 16p:
quén tri cung cap - Goi SV trinh bay | - Tra 101 cAu héi bai
dich vu cia Ngan CLO1.2 | ndi dung céc cau cii
hang thuwong mai hoi dd chuan bi & | - Tra 15i cau hoi GV
(tiep) , cLO2.1 | hha , thao luan van dé
.3 Nguyénticban 12 | 1 | 8 - Théo lugn : Cac | GV duara
hang CLO2.2 | yéu td tré thanh  Thuyét trinh
v g chuyén oy | TESSTDA IS N giang
. : yén nghiép, e At
nghlép, nguoi lam viéc -I?at ckac' f Au hoi cac
Tong két chuong 1 thanh cong. van d€ lién quan
* Hoc ¢ nha




Buoi

S6 gior ( tiét)

Noi dung gidng day LT T | Ty | K CLOs Hoat djong day Hoat dong hoc
day / | lua | hoc [tra
BT,| n
- Danh gi4, nhan xét | - On lai ndi dung da
ndi dung trinh bay | hoc trén 16p
va k¥ nang trinh - Poc gi4o trinh-
bay cta cac nhom | Chwong 3 va doc tai
- Giang bai két hop | liéu tham khao khéac
v6i trinh chiéu Slide | dé trd 10 cc cau hoi
bai giang GV da dua
* Cubi budi: Pua - Cac nhém chuéan
cac ndi dung ty hoc: | bi bai tap nhom theo
Cac cau héi dinh cau hoi da giao
hudng
Huéng dan SV tu
hoc va lam bai tap
nhom
Bai 4 | Chuong 2: Quy trinh - Kiém tra bai cii *Hgc trén 16p:
ban hang danh cho ciia SV Ty 1ot cAu héi ba
CBQHKH ra loi cau hoi bai
- DBat cau hoi cho cii
2.1 Xay dung chi tiéu SV vé lap ké hoach | . 2
ban hélZg va t(lnglp ké CLOLL | han hangp EI)\Tvghe, glaAn ghm ,
hoach c4 nhan - Giane bai két h s at c‘Aac. f:au o1 cac
CLOL? g bal Kethop | van g€ lién quan
Vfr)"i tlﬁiqnh chiéu Slide | « Hoc & nha
CLO2.1 bai glang - On lai noi dung da
3 0| 5 * Cuﬁi' budi: Dua hoc trén 16p
CLO2.2 cac ndi dung tu hoc: - Poc gido trinh:
Cac cauhoidinh | opyyong 4- va tai lieu
cLog. | hudng khéc dé tra 10 céc
Hudng dan SV tu | cay hoi GV da dua
hocvalambaitdp | _ 40 nhom 1am bai
nhom tap nhoém theo cau
hoi da giao: soan
Slide ndp cho GV
trude budi hoc.
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Buoi

S6 gior ( tiét)

Noi dung gidng day LT T | Ty | K CLOs Hoat djong day Hoat dong hoc
day / | lua | hoc [tra
BT,| n
- Chuan bi cho thuyét
trinh
Bai 5 C!‘“’O'{lg 2. Quy trinh GV kiém tra bai cii | *Hoc trén 16p:
ban hang danh cho . . C
CBQHKH ( tiép) - T6 churc thao luan: | - Tra 161 cau héi bai
2.2 Quy trinh ban hang Quy trinh ban hang | ct
danh cho CBQHKH SV thuyét trinh va | - Tra 10i cdu hoi GV
2.2.1 Tim kiém khéch phan bién giita cic | vé ndi dung bai da
hang tiém ning nhom chuan bi
CLO1.1 | - Panh gia, nhan xét | - Nghe giang
ndi dung trinh bay | -pjt cac cau hoi cac
cLo1.2 | vaky nang trinh van dé lién quan
bay cua cdc n%lém -Tham gia trd choi
CLO2.1 | - Gidng bai k’ét hop | van dong
2 1 6 voi trinh chiéu Slide | « Hoc & nha
cLoz2 bg; gflaillg' An - On lai noi dung da
- Tro choi van don A 1
CLOS. | * Cudi bubi: Pua | hee - 1 >
: - Poc giao trinh:
cdc ndi dung trhoc | oo 5 dé tra 1o
' céc cau hoi GV da
Céc cau hoi dinh dua
huéng N - Khao sat thyc té
Hudng dan SV tw | cac don vi NHTM
hocvalambaitap | @& 1am bai tap du 4n
nhém - Xem trude video
GV gui
Bai 6 | Chuong 2. Quy trinh CLOLL | .GV kiém tra bai cii | *Hoc trén 16p:
ban hang dan.t) cho - Chiéu Video cho | - Tlo'fn 1oi cau hoi bai
CBQHKH ( tiep) CLOL2 | v/ o i
2.2.1 Tim kiém khach 3 016 cLozt |- Goi SV trinh bay | - Tra 16i cu hoi GV
hang ti€ém nang ( tiép) "~ | n6i dung Cé:lc ciu - Nghe gidng
héi da chuan bi ¢
nha




Buoi

S6 gior ( tiét)

Noi dung gidng day LT T | Ty | K CLOs Hoat djong day Hoat dong hoc
day / | lua | hoc [tra
BT,| n
CLO2.2 | _ Thao luan : Cac -Dat cac cau hoi cac
2.2.2 Tao sy tin twong yéu td khién khach | vAn d lién quan
voi khach hang CLO3.1 | hang tin twrdng vao | * Hoc & nha
N‘H va NV ban - On lai noi dung da
hang ) hoc trén 16p
) Cflang bai .k’et h‘-_’P - Poc gido trinh:
vo1 trinh chiéu Slide Chuong 3: muc 2.3
bai giang - Xem trudc video
GV gui.
Bii 7 | Chuwong 2. Quy trinh 1] cLo11 - Dit cau hoi | *Hoc trén l6p:
ban hang danh cho cho cAc Y
CBQHKH ( tiép) cLoL ) - Tra 161 cau hoi bai
. : nhom i
2.2.2 Tao su tin tudéng ) cu
v6i khach hang Giang bai kéthop | - Tra 161 clu hoi GV
Bai kiém tra (ho tro) CLOZ.L | y4i trinh chiéu Slide vé ndi dung bai di
CLO2.2 bai giang chuan bi
kiém tra ( test lai \ v peR
- ‘ - Lam bai kién tra
> 0|7 CLO3L T ién thirc) I
* Cubi budi: B * Hoc ¢ nha
0i buoi: Dua A
, uﬂl. Hot | - On lai nd1 dung da
cac ndi dung tu hoc: o
e hoc trén 16p
Cac cau héi dinh e
) - Poc tai liéu
hudng .
~ - Tié khao s
Hudng dan SV tu lepﬂtu(,: a0 Sg_lt
R A thuc té cac don vi
hoc va lam bai tap P
] NHTM dé¢ bo sung
nhom . N
thém thong tin.
Bai 8 | Chwong 2: Quy trinh CLOL1 | .GV kiém tra bai cii | *Hoc trén 16p:
ban hang danh cho R Y
CBQHKH ( tiép) cLots - Céc nhomqtrlnh - Tra 161 cau hoi bai
Tm hid A ““ | bay bai chuan bi cli
2.2.3 Tim hiéu nhu cau |3 0 6 y 1
khach hang cLopt nhom - Tra 101 cau hoi GV
™ | - Tro choi Thap nhu | vé ndi dung bai da
cau Maslow chuan bi




Buoi

S6 gior ( tiét)

Noi dung gidng day LT T | Ty | K CLOs Hoat djong day Hoat dong hoc
day / | lua | hoc [tra
BT,| n
CLO2.2 | _ Chiéu Video cho | - Nghe gidng
SV xem. * Hoc 6 nha
CLO3.1 > \s 1A A
- Giang bai ket hop | - On lai ndi dung da
voi trinh chiéu Slide | hoc trén 16p
bai gl:élng . - Boc tai li¢u
* Cu01. budi: Dua - Tiép tuc khao sat
cac noi dung twhoc: | e ¢ cac don vi
Céc cau hdi dinh NHTM dé b sung
hudng thém thong tin cho
Huong dan SVt | bai tap nhom.
hoc va lam bai tap
nhom
Bai 9 | Chuong 2: Quy trinh CLOLL | - Kiémtrabaicii | *Hgc trén 16p:
ban hang danh cho Céc nhém ba T'q 161 e hoi bai
CBQHKH ( tiép) clots |- Vac nhom ‘ oc ‘ - ra 101 cau hoi bai
2.2.3 Tim hiéu nhu chu * | tham thyc hanh tinh | ci
khach hang cLo21 huong: dong vai - Tham gia thuc
© |CBNHvaKHUmM | hanh bai tap tinh
hiéu nhu cau KH huéng déng Vai
CLO2.2 . cr 1A
- banh gia phan -Thyc hanh k¥ nang
thue hanh cua cac 4 ¥ ni
CLO31 3 bat tay, .lfy nang trao
nhom danh thiép, k¥ nang
2 117 - Giang bai két hop | dit cau hoi, k¥ ning
v6i trinh chiéu Slide | lang nghe va quan
bai giang sat.
* Cubi budi: Pua - Nghe giang
cac nd1 dung tu hoc: | * Hoc & nha
CéC cau hél dlnh - On 131 n61 dung da
hudng hoc trén 16p
Huong dan SV tu
hoc va lam bai tap
nhom

10




S6 gior ( tiét)

Budi
ot Noi dung gidng day LT T | Ty | K CLOs Hoat djong day Hoat dong hoc
day / | lua | hoc [tra
BT,| n
Bai glhu’g{lg deug’ tr’]-mh 1] cLoLL | - Kiém tra bai ca *Hoc trén l6p:
10 | CBOHKH ?”.x eno - Goi dai dién 1-2 | - Tra 1i cau hoi bai
tiép) CLO1.2 PR
Bai kiém tra " | nhém dong vai cli
2.2.4 T van sén cLogy | CBNH thuyet trinh | Cae nhom dong vai
pham | tu van san pham CBNH thuyét trinh
- Panh gia phan tu van san pham
CLO2.2 . .
thuc hanh cua cac - Nghe giang
cLozs | MM * Hoc 6 nha
) Thlqu‘et glan:g ren | G lai ndi dung da
€O S0 tinh huong’ hoc trén 16p
thuyét trinh tu van , PP
, . -Céac nhom lam bai
SP ctia nhom A )
2 | 1] 7 s tap du an
- Giang bai két hop A .
e A o -- Tiép tuc khdo sat
v6i trinh chiéu Slide . ,
e ., thuc té cac don vi
bai giang 21 2
R NHTM dé bo sung
Cuoi budi: Bua | yham thang tin
cac ndi dung tu hoc: , , <
T - Cac nhom va ca
Ca(,: cau hoi dinh nhan thuc hanh bai
hu(’,ng ] tap tu van thuyét
Hudng dan SVtw | 4500 san phim
hoc valambai tdp  |(C4c nhom té chire
nhom quay video bai tur van
thuyét trinh SP cho
tung TV)
Bai g;:ggﬁ Zagnugct;:)”h CLOLL | . Goi dai dién cdc | *Hoc trén 16p:
1 cBoH KgH ( tiép) nhom con lai thuyet | - Tra 1o cau hoi bai
22.4 Tw vin san CLOL.2 | trinh tu van sin cil
pham ] 2 1 7 pham . Cac nhoém dong vai
2.2.5 Thuong thuyét CLO21 | _panh gid phan CBNH thuyét trinh
thuc hanh cua cac tu van san pham
CLO2.2 nhém i i .
-Céac nhom cham
diém 1an nhau
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S6 gior ( tiét)

B Re
1ol Noi dung gidng day LT T | Ty | K CLOs Hoat djong day Hoat dong hoc
day / | lua | hoc [tra
BT,| n
CLO3.1 | - Thuyét giang trén | - Nghe giang
co s6 tinh hudng * Hoc & nha
thuy%t trln%l tu van _ On 13.1 1’161 dung da
SP ctia nhém ’ hoc trén 16p
- Gidng bai kethop | _c4c nhom 1am bai
;70’1 thlvnh chiéu Slide tap du 4n
ai gian .
. gb : . -- Tiép tuc khdo sat
,Cu?l_ budi: Dua thue té cac don vi
f:ac noi dung tir hoc NHTM dé bo sung
thém thong tin
Céc cau hdi dinh - C4c nhém lam tap
huéng . tap nhom duogc giao
Hudng dan SV 1y vé xir Iy tinh hudng
hoc va lam bai tap
nhom
Bai C,h“""{lg 2 Quy trinh CLOLL1 | .GV kiém tra bai cii | *Hoc trén 16p:
1o | ba&n hang danh cho Céc nhom vikt o4 T'q 161 cau hoi GV
CBQHKH ( tiép) clois |- ac nA’ om \‘flet?ca’c - Tra 101 cau hoi
, tinh huong va xu Iy | - Déng vai thuc hanh
2.2.6 X1 1y cac tur choi cac tinh huong KH | xir 1y tinh huéng
227 Cam Kt CLoz1 phan nan, khiéu nqai - Nghe giang
0 7 CLO2.2 - Cac 1’11’1011’1 chuyen - Lam bai klém tra
3 tinh huong cho L.
A £ nhau va dong vai * Hoc &'nha
Tong két chuong 2 CLO3.1 > -Cé4c nhém chuén bi
nguoc lai ( vai lide b céo b
. . . 21 i
Bai kiém tra 1 tiét ( bai CBNH dé xir Iy cac |°!10 D20 ¢a0 bai tip
s0 1) tinh huong) nhom
- Cho SV lam bai
kiém tra
Baj | Chwong3: Phong cf’wh CLOL1 |- Goi SV trinh bay | *Hgc trén 16p:
phl}C vu khach hang n61 dun cac cau Yy 1N A b1 ne
13 va Quan Iy quan hé 3 0 5 Lot |ra e g accau - Tra 101 cau hoi bai
khach hang | hﬁ{ dachudnbio | cg
nna
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S6 gior ( tiét)

B Re
1ol Noi dung gidng day LT T | Ty | K CLOs Hoat djong day Hoat dong hoc
day / | lua | hoc [tra
BT,| n
3.1 Phong céch phuc CLO2.1 | - Thao ludn mo hinh | - Tra 1oi cau hoi GV
K}l lﬁhAaf_hohsig theo mo ALOHA vé phuc vu | vé ndi dung bai da
n CLO2.2 | khach han huan bi
3.1.1 Giéi thiéu md . 9 . enuan 1_
hinh ALOHA L3 - Giang bai 'k’ét hqp - Nghe giang
3.1.2 Nam théi d9 phuc voi trinh chiéu Slide | -pat cac cau hoi cac
bai giang van dé lién quan

vu vuot troi
* Hoc & nha

- On lai noi dung da
hoc trén 16p

- Poc tai liéu dé tra
101 cac cau héi GV da

dua
By | Chuwong3: Plfong cfiCh 1| cLoL1 | .Gv kiém tra bai cii *Hoc trén 16p:
phuc vu khach hang , } s A 1
14 va Quén Iy quan hé cLoLs - Flac nqhorn t,hucf - Tra 161 cau hoi GV
khéch hang ( tiép) | hanh xtr Iy cac tinh | - Ppong vai thue hanh
3.1.3 Ky nang giao tiép huong KH khiéu nai | xyy 1y tinh huéng
truc dién CLO2.1 L . _
: neo » - Thuyét giang cac | - Nghe giang
3.1.4 Xt ly cac khiéu n6i dung két hop R
nai cia khach hang CLO22 | . o - Lam bai kiém tra
‘o1 ek £ trinh chiéu Slide .
Bai kiém tra so 2 1 1 5 * Hoc ¢ nha
CLO3.1 |~ Sho SVlambai | On lai ndi dung da
kiem tra hoc trén 16p
- DPoc tai lidu dé tra
101 cac cau hoi GV
da dua
-Céac nhom chuén bi
bai tdp nhom
By | Chuong3: Plfong cf’wh 11 CLOL1 | .GV kiém tra bai cii *Hoc trén 16p:
phuc vu khach hang . , e a4
15 |va Quin Iy quan hé |2 0ol 5 clots | Thuyet glfmg cac | - Tra 101 cau hoi GV
khach hang | ndi dung ket hop - Nghe giang
( tiép) trinh chiéu Slide 11 31 bai kiém tra
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Buoi

S6 gior ( tiét)

Noi dung gidng day LT T | Ty | K CLOs Hoat djong day Hoat dong hoc
day / | lua | hoc [tra
BT,| n
3.2 Quan ly quan hé CLO2.1 | Pjt cac cau hoi cho | * Hoc ¢ nha
i; gacghg?ﬂgséc khach >V - On lai ndi dung da
hang CLO22 | cho SV 1am bai hoc trén 16p
Téng két chwong 3. CLO3.L kiém tra - Doc gido trinh:
' Chuong 5, chuong 8
-C4c nhém chuan bj
bai tap nhom
Bai g!‘“’ﬁl\lg 4: Lanh dao CLOL1 | - Goi cac nhom *Hoc trén 16p:
an nan N \ . A
16 |4 1Lap ?(é’ hoach ban trinh bay cac ndi - Tra 1oi cau héi GV
T ; CLO1.2 5 An bi . .
hang dung dfil chuan bi - Tham gia thuyét
4.2Lanh do nhan vién cLogy | Thuyetglang cdc | trinh bai chuan bi,
’t;axn halzgt Hoc oh " | ndi dung ket hop trao ddi cac ndi udng
ong ket hoc phan 0 7 trinh chiéu Slide ) s
Thong bao diém cho 3 CLO2.2 Dit cc cau hoi ch Nghe glangq
sV < \?;t cac cauhot eho || am bai kidm tra
CLO3.1 | . * Hoc & nha
Tong két nd1 dung A ~
hoc phﬁn cho SV - On lai ndi dung da
i hoc trén 16p
Tong so gio hoc 38 | 6 | 102 4 | 150 tiét
Tong so gio chuan ag | 3 4 | 45 tiét

8. Nhiém vu cia ngudi hoc

- Tham du gio 18n 16p: Téi thiéu 80% sb tiét hoc trén 16p, trong phong thyc hanh
c6 su giang day, huéng dan tryc tiép cia gido vién;
- Bai tap, thao luan:

+ Poc tai liéu, chuan bj va tham gia thao luan theo hudng dan cua gido vién;
+ Thuyc hién day du cac bai tap duoc giao;
- Lam bai kiém tra dinh ky;

- Tham gia thi két thiic hoc phan.
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* Yeéu

cdu vé thai do cua sinh vién:

- Hoc phan duoc thyc hién trén nguyén tic ton trong nguoi hoc va nguoi day. Moi
hanh vi 1am anh huong dén qua trinh day va hoc déu bi nghiém cam
- Sinh vién phai di hoc ding gid quy dinh.

- SV khong dugc an uéng, st dung cac thiét bi nhu dién thoai, may nghe nhac trong gio hoc

( trir tredng hop GV yéu cau st dung dién thoai cho ndi dung hoc)

9. Panh gia két qua hoc tap va cho diém
9.1. Thang diém ddnh gid

Panh gia theo thang diém 10, sau d6 dugc quy ddi sang thang diém chir va thang diém

4 theo Quy ché dao tao hién hanh.
9.2. Phuong thuc danh gia

Bai danh | Hinh thirc danh gia, MC lwu hd Cong cu Trong
. . .z CLOs £ ‘o
gia SO danh gia s0 (%)
Al: Panh gia thuwdong xuyén 10%

Dénh gia y thirc hoc tap, chuan bi
bai, lam viéc nhom; tham gia hoat
dong hoc tap, GV danh gia va luu CLO2.2
Al ho so Rubric CLO 31
A2: Panh gia dinh ky 30%
Cac bai lgiém tra (trac nghiém, tu
luan) ngan 15 phat; GV danh gia va | DBap an,
A2.1 luu ho so thang diém CLO1.1
9 , CLO11,
Cac bai kiém tra Yiét: tu luan ;GV bap an, 7 CLO1.2,
A2.2 danh gié va luu ho so thang diém | CLO2.1
CLO1l1
CLO1.2
CLO2.1
CLO2.2
A2.3 Bai tdp nhom. Rubric CLO3.1
A3: Danh gia hét hoc phan 60%
CLO1l.1
Bai thi ty luén (90ph); BMva CLO1.2
Phong QLDT t6 chure thi va luu hé | Pap an, CLO2.1
A3 SO thang diém

Cong thuc tinh diém tong két:
Diém hoc phan=

(A1+3A2+6A3)/10
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Bo tiéu chi danh gia: Str dung mét sé6 Rubric

e Rubric danh gia chuyén can

Mikc chit lwong
Ty n Dat, song
Tiéuchi | 1¢ Rit tot T6t Dzitgleu can cai Khong dat | Diém
(%) thién
10-8,5 8,4-7,0 6,9-5,5 5,4-4,0 4,0-0,0
A Tham du Tham du Tham du Tham du Tham du
Mirc do N N N A 12 N
tham du | 50 trerﬂx |6p dat | trén I6p dat | trén l6p dat | trén lop c_Tgt trén 16p
theo TKB trén 90% | 85-90% s6 | 80-85% s0 | 80% so tict | dudi 80%
so tiet hoc tiet hoc tiet hoc hoc S0 tiet hoc
Nhiét tinh
Muc do tre}o d.o;, Co trao ] Khéng trao thng tr,ao
. phat bicu, IO Co trao PR doi, phat
tham gia y T doi, phat 2. 1 doi, phat R a1
. traloita2 |, .z . 1.. | dO1, phat 2 ., 1. | biu, tra 101
cac hoat | 50 A1 g bi€u, tra 101 | , .z , .. | biéu, tra loi e
- cau hoi, . N biéu, tra 101 At cau hoi,
dong hoc -, tr 2 cau . cau hoi, 1
@ chua it hoi 1 cau hoi chita bi 4 chira bai
P nhit 1 bai 23 tap
tap
e Rubric danh gida bai tgp nhom
Mb tia mirc chat lwong
Tiéu chi | Trong Giéi Khéa Trung TB yéu Kém
danh gia i) binh
8,5-10 7-8/4 55-6,9 40-54 <40
1. Hinh 10% | Bdcuchoply, |Bdcuckha |Bb cuckha | BS cuc Trinh bay cau
thirc bao ding quy cach | hop ly, 1o, hop ly, r8, | thiéuhop | tha, don diéu
cao trinh chiéu, dung quy chua ding | 1y, chit nho
logic cach trinh quy cach
chiéu, kha trinh chiéu
logic

16




2. Noi 30% | Trinh bay >= Trinh bay Trinhbay | Trinhbay | Trinh bay noi
dung béo 85% ndi dung | khadayda |55%-< trén 40 % - | dung khong lién
cao yéu cau vé chit | ndi dung 70 % tong | <55 % quan hay noi
dé, c6 thém cac | yéu cauvé | sd noi tong s6 ndi | dung qua so sai,
ndi dung lién chudé, 70 |dungyéu |dung yéu khong cung cip
quan dong gép | % -<85% | cduvéchii | ciu vé chii | duoc thong tin
vao viéc mo téng s6ndi | dé dé can thiét
rong kién thirc | dung yéu
cau
3. Ky 20% | Noird, tutin, | No6ird, tw | NOi rd, kha | Noinho, | Khong thuyét
nang thuyét phuc, tin, thuyét tu tin, co kha tu tin, | phuc, khong
trinh bay giao luu nguoi | phuc nhung | giao luu cé giao luu | giao luu véi
nghe it giao luu nguoi nghe | nguoi nghe | nguoi nghe
nguoinghe | nhung it nhung
thuyét khéng
phuc thuyét
phuc
4. Traloir | 10% | Traloi duwge> | Traloikha | Traloi Tra loi Khong tra 161
cau hoi 85 % cac cau déy du, 70 duoc trén | duoc 40 % | duoc cau hoi
hoi %dén<85 |55%dén<|-<55% | nao
% cau hoi 70 % cau | cau hoi
hoi
5.Lam  [30% |Co6phanchia |Comotsd |Comotsd | Cosu phan | Chi mot thanh
viéc nhiém vu rd thanh vién | thanh vién | cdng cdng | vién bao céo
nhom (su rang va phan b4o cao va | béo cdo va | viéc chuan
dong gop chia cac phan phan cong | chua phan | bi kha ro
cua cac bao cao giira 6 dong gop | cong rd cho bao
thanh cac thanh vién. | cta ting dong gop | cao nhung
vién) Thé hién sy thanh vién | ciating | chi c6 mot
cdng tac gitra thanh vién | thanh vién
cac thanh vién bao céo
trong nhom rd
rang.

9. Co sé vat chit phuc vu giang day:
- Hoi truong

- Danh muc trang thiét bi: Projector, Micro; gidy Ao, Flip Chart, bit da

Vién truéng

Ha Ngi, ngay

Trwéng bo mon

thang

nam 2022

Ngudi soan dé cwong
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