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Théng tin vé giang vién

= Ho va tén: Nguyén Hoai Long
» Hoc ham, hoc vi: Tién si

» Chwrc danh: Giang vién

= Dia chi : VP. Khoa Marketing, DH. KTQD, 207 Giai Phdong

» Email: longnguyenhoai@neu.edu.vn
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Ké hoach giang day

Thoi
Iwong

Chuwong 1: Gigi thiéu vé marketing dich vu 3 2
2  Chuwong 2: Hanh vi khach hang tmarketing dich vu 5 3 2
3  Chuwong 3: Lwa chon thi trwdng muc tiéu va dinh vi 3 2 1
4 Chuong 4: Can bang cung cau vé dich vy clia doanh nghiép va 4 5 5

quan ly hiéu sué’t
5 Chwong 5: Quyét dinh san phém dich vu 4 2 2
6 Chwong 6: Quyét dinh gia dich vu 4 2 2
7  Chwong 7: Quyét dinh phan phéi dich vu 4 2 2
8 Chuwong 8: Quyét dinh truyén théng dich vu 4 2 2
9 Chuwong 9: Quyét dinh quy trinh dich vu 4 2 2
10 Chwong 10: Quyét dinh vé méi trwéng vat chat 4 3 1
11 Chwong 11: Quyét dinh vé yéu té con nguoi 4 3 2

Cdong 45
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Lich trinh giang day

Tuanth*1  Chuwong 1 Tudnth®*9  Chuwong 6
Tudnth®2  Chuwong 1 (tiép) Tuanth? 10 Chwong 7

Giao bai tap nhém Tuan th(» 11 Chwong 8
Tuanth®*3  Chuwong 2 Tudnth 12 Chwong 9
Tuanthi*4  Chuwong 3 Tudnthr 13 Chuwong 10
Tudnth®5  Chuwong 4 Tudnthr 14 Chuwong 11
Tuanth*6  Chwong 4 (tiép) Tudn th® 15  Trinh bay bai tap nhom
Tuanth®*7  Chuong 5 Tudnthr 16 Dy triv

Tuanth® 8  Chwong 5 (tiép)
Kiém tra viét tai I&p, thoi gian: 1 tiét

Cong

Pham vi kién thire: chwong 1-5

Cdong
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Phwong phap danh gia hoc phan

1 Dw |&p, thao luan trén I&p 10%

2  Baitap kiém tra 20%
3  Baitap nhom 20%
4  Thicubiki 50%

Téng 100%

CuuDuongThanCong.com

Thanh phan Hinh thirc danh gia va ghi chu

Dwa trén mdrc dd chuyén can, tham gia bai gidng cua
SV

Dwa trén két qua bai kiém tra gitra ki

Dwa trén thai do 1am viéc nhom, két qua hoan thanh
va cac dong gop ca nhan

Dwa trén bai kiém tra cudi ki

DK thi cubi ki: tham gia trén 70% sb tiét hoc

Hinh thirc thi: cAu héi luan va BT tinh hubng, trén
gidy, thoi gian 90 phut

https://fb.com/tailieudientucntt
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Chwong 1:
GIOI THIEU VE MARKETING DICH VU
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Muc tiéu hoc tap cua chwong

» Hiéu dwoc ban chat cta dich vu, dac diém va cach phan loai
dich vu

= Nam dworc kién thirc nén tdng marketing dich vu (ban chat cia
hoat dong marketing dich vu, marketing mix trong kinh doanh
dich vu).
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Noi dung hoc tap

= Khai niém va dic tinh cia dich vu
= H¢ thong Marketing dich vu

= Khai quat vé marketing dich vu

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Khai niém va dac tinh cua dich vu

» Dich vu la bdat cit mét hoat dong hodc mot sw thuc hién hodc sw trdi nghiém ma mot
bén cé the cung ung cho bén kia, mang tinh char vo hinh va thuong la khdng dan dén
sw so hitu bat cir yéu té nao cua qua trinh tgo ra hoat dong/ sw trdi nghiém/viéc thuc

hién do.

Tinh v hinh
Dich vy khong thé nhin
thiy, cam thay, nem, nghe hodc
ngL thay trude khi mua

Tinh khing tach rir
Dich vy khing thé tach
rii khoi nguoi, thict bi cung
imng dichw

Djch vu

Tinh khing én dinh
Chat hromg dich vy khong
on dinh va phu thugc vao sirc
khoe, trang thai tinh than cua
nguwii cung img, thoi gian, dia

diem va cach thirc cung img

CuuDuongThanCong.com

Tinh khing lvw trir

Dich vy khing the duge
lvu trir trong kho cho dem ban
hodc sir dung

https://fb.com/tailieudientucntt
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Phan loai dich vu

» Phan loai theo ndi dung
» Phan loai theo mirc dd vO hinh

= Phan loai dwa trén ban chat cta qua trinh tao ra dich vu

= Phan loai theo qua trinh tai san xuat xa hoi

» Phan loai dwa trén phuwong thire thwe hién

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Hé thong cung rng dich vu va hé thong marketing
dich vu

HE thiing marketing dich vu
=
Té chiic Céc khich hiang khic Cac digm tidp xic
niibj | Mk trwimg vt —
cia nhai l chiit tao ra dich khach Quang ciao
— : hang Tiép xie bdn
irmg dich || tiew ding
: “Nhin vién dich v FR
Eh_ﬂ:h hang : cung img dich v Truvén miéng
khiong nhin
thiy duroe _. Ther. dién thoai,
- -
Hé thine phin nhai dich vu
HE thiine cano smo dieh v

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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M6 hinh kiéng ba chan trong marketing dich vu

Sarketimg

/Jl.lﬁ'ng tivi kKhdch

MMarketing
mhi bi

Sar hild lang, chit
Iz, trung thinkh
virl throng hifu

|
MMarketing twomng the I Khdich hamng I

Nguon: Lovelock, C & Wright, L (2001) Principple of service marketing and
management, NXB MoGraw-Hill,
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Quan tri dich vu doi héi sw phéi hop

dag thnng
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Marketing hon hop mé rong

cho-dichvu

XUc tien khuéch

Lovelock, Patterson, Walker: Services
Marketing 3e © 2004 Pearson Education
Australia 14
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Tom tat va thuat ngir chwong 1

= Dich vu
= Hé thdng cung trng dich vu

= Hé thdng phan phdi dich vu

= Hé thdng marketing dich vu

» Marketing dich vu
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Tai liéu tham khao cua chwong

®» | ovelock, C (2005), Service Marketing in Asia, NXB Prentice
Hall, chwong 1.

®» | ovelock, C & Wright, L (2001), Principle of service marketing
and management, NXB McGraw-Hill, chwong 1 va 2.

» Raymond P.Fisk, Stephen J.Grove & Joby John (2000),
Interactive services marketing, Houghton Miflin Company,
chwong 1 va 2.
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Chwong 2:
HANH VI KHACH HANG TRONG

MARKETING DICH VU
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Muc tiéu hoc tap cua chwong

» Hiéu dwoc nhirng bd phan cau thanh mong doi cia khach
hang va cach thirc danh gia dich vu cua khach hang

= Nam dwoc hanh vi khach hang va sw twong tac cia khach
hang trong giao tiép dich vu.

» Phan tich dwgc mo hinh ba giai doan trong quy trinh mua dich
vu.
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Noi dung hoc tap

= Khai quat vé hanh vi tiéu ding dich vu
= Qua trinh khach hang ra quyét dinh mua dich vu

= Thiét ké qua trinh cung &ng dich vu va quan tri quan hé khach
hang trong kinh doanh dich vu

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Cac loai chi phi cho dich vu

Hinh 2.1. Cac loai chi phi cho dich vu

Chi phi tim kiém

Chi phi mua
va sir dung

—# Chi phi mua hang

Chi phi sau mua

— Tai chinh

M- ['hén gian
ia| Céng sirc/
E sirc khoe

1" Tinh thin

CuuDuongThanCong.com

Hoat -!:Iimg
can thiét khac

Giai quvet
virdmg mdc

s Chi phi vin hanh

»  Chi phi phu thém

Chi phi phi
tai chinh

https://fb.com/tailieudientucntt
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M6& hinh qué trinh ra quyét dinh mua dich vu

Hinh 2.2. Mé hinh qui trinh ra quyét dinh cia ngwiri tiéu ding

|_ _____ 1
i Giai doan |
ST T ot T T T T T TS j1trong khi mual™ = 7 7 7
Giai doan trwie khi mua 1 Il Giai doan |
: ] I: sau mua |
I I
I
hi I
| Chin Drénh gid | 11 " '
anh huomg = Mhin thite [ Tim B cac hl ¢ e chon _ll—r* Branh gia |1
cua cac I nhu ciun thdng tin phuong an | 11 . - :I gau mua |§
kich thich | | thay thé | 11 r :
1
! e - 1 I
!_ __________________ I - _ I
Pon biy Thiéu hut Noi b Cic phuong dn Miusa Pénh gid
thurong mai Mong mudn Ben ngoan Ira chon Sir d murc 46 hai
Pan bay vt 1y chira duge dua trén H Il'ln_E’ long
Pén biay xa hai thoa min nhiéu ddc tinh Loai bo

\

CuuDuongThanCong.com
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Giai doan trwéc khi mua

= Danh gia dich vu c6 thé kho khan

= Search attibutes (thudc tinh tim kiém)
= Gilip khach hang danh gia san pham truéc khi mua

i tri, loai s&n pham, dinh vi, mc gia

»/Experience attributes (thudc tinh kinh nghiém)
» Panh gia dich vu da tirng tiéu dung
= Credence attributes (thudc tinh niém tin)

» Kho tw tin danh gia ngay ca sau khi da tiéu dung

= Murc do tét cho strc khde ctia 1 s6 thanh phan thirc &n hoac thubc

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Giai doan trong khi mua dich vu - Quan li
trai nghiém dich vu

Hé thdng kinh doanh dich vu thuéc loai nao?
M6 hinh hoéa sw trai nghiém
Lén kich ban cho qua trinh giao tiép véi khach hang

Trao kha nang kiém soat va diéu khién mot phan qua trinh
cung wng dich vu cho khach hang
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Phan trng cua khach hang vé&i nhirng sai sot
cua dich vu

Hinh 2.5. Phiin img ciia khich hing khi khéng hai long

Khifw nal 00 doanh

P Ehi S Cungg ::.ﬁ-|:|-

Than philn v bén
Harmk JdrE trurdie | thF
& didng I

Haarm b flddirgg phdp 1y (I

giSl guwft
EFiSrmg hail Lbmg woril dijch

v durg'c cung clp

Thay &1 daamb
mnghiép cung cSp

EFaSrgE Bareky Frug

Truyiikn midng tiéEe oure

rAGT hodc kit hop cdc hanh S&Ng
My dBu o thil why ra
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Tom tat va thuat ngir chwong 2

= Nhu cau, mong doi va chi phi ctia khach hang
= Thudc tinh tim kiém, thudc tinh kinh nghiém, thudc tinh niém tin

» Quan ly sw trai nghiém dich vu

= |y thuyét xac nhan — ky vong (Expectation — Confirmation
theory), Iy thuyét cung cap dich vu theo kich ban, cung cap
dich vu két hop véi dao tao khach hang

= Quan tri quan hé va&i khach hang
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A

Tai liéu tham khao cua chwong

» Christopher Lovelock, (2005), Service Marketing in Asia, NXB Prentice Hall, Chwong 3.

» | ovelock, C & Wright, L (2001), Principple of service marketing and management, NXB McGraw-Hill,
chwong 1 va 2.

» | ovelock, C (1994) Product Plus. New York: McGraw-Hill, chwong 3.

Mary Jo Bitner (1990), Evaluating Service Encounters: The Effects of Physical Surroundings and
Employee Responses, Journal of Marketing, Vol. 54, No. 2 (Apr., 1990), pp. 69-82.

Raymond P.Fisk, Stephen J.Grove & Joby John (2000), Interactive services marketing, Houghton Miflin
Company, chwong 3 va 4.

Solomon, (2014), Consumer Behavior: Buying, Having and Being, Edit.14, Pearson Education, Inc.

Zeithaml, V.A. ; Bitner, M.J ; Gremler, D.D. (2006), Services marketing: Integrating customer focus across
the firm, Edit. 4, Boston, MA [etc.] : McGraw-Hill/lrwin
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Chwong 3:
LUA CHON THI TRUONG MUC TIEU VA
DINH VI
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Muc tiéu hoc tap cua chwong

» Hiéu, phan tich tinh hudng va thwc hanh viéc phan doan thi
trwo'ng va lwa chon thi treong muc tiéu.

= Hiéu, phan tich tinh huéng va thwc hanh dinh vi sdn pham dich
Vu
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Noi dung hoc tap

= Phan doan va lwa chon thi treong muc tiéu

= Pinh vi dich vu

CuuDuongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

CuuDuongThanCong.com

Phan tich thi
truong
Quy md
Bia diém
Cau
Xu huéng

A 4

e

Phén tich cdc
doan thi truong

A\ A 4

Phan tich noi bd
doanh nghiép
Nguén lyc
Tao gid tri
Han ché

Lva chon nhirtng

doan thj truoeng

phU hop nhat dé
phuc vu

A 4

Luva chon dinh vi

mong muén frén

A 4

K& hoach
marketing

thi fruong
A

A\ A 4

Phan tich canh
franh
Piém manh
Biém yéu
Binh vi hién fai

Lya chon nhitng
lgi ich ndo sé
dem lai cho cdc
khdch hang
muc tiéu

Phdan tich kha
nang tao sy
khdc biét hiéu
Qua so Vi cdc
déi tha canh
F P ETE

entucntt
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Cac hoat dong trong tam cua dinh vi dich vu

PHAN TiCH
THI TRUONG

PHAN TiCcH
NOI BO

PHAN TiCH
CANH TRANH

- Quy mod
- Co céu
- Vi tri dia Iy
- ¥Xu hworng

- Ngu:‘:n lwre

- Uy tin

- Kha nang lign két
- Gia tri

Xac dinh, phan tich
cac doan thi trurdrng

Lwra chon doan thi
trurdrng dé phuc vu

Xac dinh
wi thé mong mudn
trén thi trurérng

Ké hoach
hanh dong
marketing

/
N\

- Bigm manh
- Bigm yéu
- Wi thé hign tai

Lwa chon gia tri
nhan manh wéi KH

CuuDuongThanCong.com

Phan tich cac
kha nang
khac biét hoa
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Tom tat va thuat ngir chwong 3

» Phan doan thi trwd'ng dich vu
® | ra chon thi trwdng muc tiéu trong kinh doanh dich vu

inh vi dich vu
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Tai liéu tham khao cua chwong

» Christopher Lovelock, Lauren Wright, Principle of Service
Marketing and Management 2e., Prentice Hall, 2002.

» Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen
Lu, Services Marketing in Asia 2e., Prentice Hall, 2005.

» Doug Hoffman, John Bateson, Service Marketing, 2010.

» Raymond P.Risk, Stephen J. Grove, Joby John, Interactive
Services Marketing 3e., Houghton Mifflin Company, 2008.
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Chwong 4.
CAN BANG CUNG CAU VE DICH VU CUA
DOANH NGHIEP VA QUAN LY HIEU SUAT
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Muc tiéu hoc tap cua chwong

» Nam dwoc cac chién lwoc gitp can bang cung cau dich vu

= Nam dwoc cach thirc nang cao hiéu suét dich vu mang lai loi
ich cho khach hang, vwa tao ra va tdi da hoa lgi nhuan cho
nguwoil cung wng dich vu.
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Noi dung hoc tap

= Can bang cau va kha ning cung tng vé dich vu

= Quan Iy hiéu suat trong kinh doanh dich vu
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Giai phap can bang cung cau

Piéu chinh kha
nang cung rng Quan ly mre do

phu hop voi sy nhu cau
thay ddi nhu cau
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Dieu tiet kha nang cung tvng cia DN

= | &n lich lam viéc khoa hoc theo sw bién ddng cliia cau

» S(¢¢ dung nhan vién ban théi gian

= Thué thém may moc va thiét bi

» D@ nghj khach hang chia sé
»/M¢&i khach hang tw thwe hién dich vu

Pao tao chéo cac nhan vién khac
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Giai phap tac dong Ién nhu cau
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n Iy hiéu suat trong kinh doanh dich vu

» Danh gia hiéu suat dich vu

» CAc gidi phap nang cao hiéu suat dich vu
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Tom tat va thuat ngir chwong 4

= CAc trang thai qua ta cia cau va hé luy
= Kha nang cung wng dich vu cua doanh nghiép

= CAc phwong an quan tri cau

= Quan Iy hiéu suat trong kinh doanh dich vu
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Tai liéu tham khao cua chwong

» Christopher Lovelock, Lauren Wright, Principle of Service
Marketing and Management 2e., Prentice Hall, 2002.

» Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen
Lu, Services Marketing in Asia 2e., Prentice Hall, 2005.

» Doug Hoffman, John Bateson, Service Marketing, 2010.

» Raymond P.Risk, Stephen J. Grove, Joby John, Interactive
Services Marketing 3e., Houghton Mifflin Company, 2008.
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’ Chuong 5.
QUYET PINH SAN PHAM DICH VU
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Muc tiéu hoc tap cua chwong

» Hiéu khai niém san pham dich vu va cach phan loai dich vu.

= Phan tich thanh phan cau thanh chat lwong dich vu; mé hinh
khoang cach chat lwong dich vu va vai trd cta viéc can bang
gitba nang suat va chat lwong dich vu.
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Noi dung hoc tap

= Dich vu va cac quyét dinh vé dic trung dich vu
= Quyét dinh vé chat lwong dich vu

Phat trién dich vu méi

= Quyét dinh thwong hiéu dich vu
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Khai niem dich vu

Dich vu cét 1oi

Dich vu hé tro Dich vu bé sung

Su tham gia cia
khach hang
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hanh phan cau thanh chat lwong

ich vu Inh cua S)

Dich vu nhén duoc

Chat Iugng dich vu
cam nhan

Ky vong vé
dich vu

Céc hoat dong marketlng truyen
théng (quang cdo, PR, xtic tién bén)
va cdc yéu t bén ngoi nhu truyén

thdng, tw twong va truyén miéng)

Chét luong ky thuit Chét lugng chirc ning

. A x 9
Céi gi? Thé nao?
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Mong muén v ] KHACH HANG

NHA QUAN TRI

MO hinh L
khoang cach ‘
chat lwong
dich vu cua
Parasuraman
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Phét trien dich vu mé&i tir dich vu hién cé

» D6i m&i dich vu cbt 16i dé tao dich vu moi
= Ddi m&i quy trinh cung ng dich vu dé tao dich vu maoi

= Thém dich vu m&i trong dong san pham dich vu hién tai

= M& rong dong san pham dich vu hién tai.
= C3i tién dich vu bd sung
= Cai tién dang ké dich vu

= Thay déi phong cach phuc vu
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Quyét dinh thwong hiéu dich vu

= Quyét dinh sy khéac biét thwong hiéu dich vu
= Quyét dinh vé thwong hiéu véi danh muc sdn pham

= M4i quan hé gilra thwong hiéu dich vu va thwong hiéu céng ty
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Tom tat va thuat ngiv chwong 5

» CAc cap do cau thanh nén dich vu
= Dich vu cdt I6i va dich vu bd tro
= Bong hoa dich vu

Céu thanh chét lwong dich vu

» Khoang céach chat lwong dich vu
= Tiéu chi danh gia chat lwong dich vu Servqual
= Phat trién dich vu m&i

= Quyét dinh thwong hiéu dich vu

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Tai liéu tham khao cua chwong

®» | ovelock, C & Wright,L (2002), Principle of Service
Marketingand Management 2e., NXB Prentice Hall.

®» | ovelock, C & cdng sw (2005), Services Marketing in Asia 2e,
NXB Prentice Hall.

» Doug Hoffman & John Bateson (2010), Service Marketing.

» Raymond P.Risk, Stephen J. Grove, Joby John(2008),
Interactive Services Marketing 3e., Houghton Mifflin Company..
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Chwong 6:
QUYET PINH GIA DICH VU
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Muc tiéu hoc tap cua chwong

» So sanh duoc sy khac biét gitra dinh gia dich vu va dinh gia
san pham vat chat

= Hiéu quy trinh dinh gia; mdi quan hé gitra gia ca va gia tri cam
nhan cua khach hang; quan tri gia dich vu
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Noi dung hoc tap

= Pic diém dinh gia dich vu
= Phwong phap xac dinh gia dich vu

Maéi quan hé giira gia ca va gia tri cam nhan

= Quan tri gia dich vu


http://cuuduongthancong.com?src=pdf
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Pac diém dinh gia dich vu

» Tinh phirc tap trong xac dinh chi phi sadn xuét dich vu

» Anh hudng ctia tinh vo hinh cta dich vu dén quyét dinh vé gia

» Khach hang khd so sanh va danh gia gia dich vu

» Moi guan hé gilra tworng quan cung-cau veé dich vu va
quyét dinh gia

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Phwong phap xac dinh gia dich vu

» Dinh gia dwa trén chi phi

» Dinh gia dwa trén qgia tri cdm nhan

»Pinh gia dwa trén gia canh tranh
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Moi guan hé giira gia ca va gia tri cdm nhan cua
khach hang vé dich vu

» Tinh dac thu cua gia tri cam nhan cua khach hang trong ti€u
dung dich vu

» CAac véu to chi phi ciu thanh chi phi st dung dich vu

» CAc gidi phap tdng cwong sw cdm nhan ctia khach hang vé gia

tri dich vu

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Quan tri gia dich vu

» Quyét dinh mirc gia dich vu co ban

» Quyét dinh gia clia gdi dich vu

» Quyét dinh vé chiét khau

» Quyét dinh gia va quan tri doanh thu

CuuDuongThanCong.com

https://fb.com/tailieudientucntt
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Tom tat va thuat ngiv chwong 6

» D3c diém dinh gia dich vu

» Pinh gia canh tranh, dinh gia dwa trén chi phi, dinh gia dwa
rén gia tri cam nhan

= Moi quan hé gilra gia ca va gia tri cdm nhan ctia khach hang
vé dich vu

= Quan tri gia dich vu
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Tai liéu tham khao cua chwong

» Christopher Lovelock, Lauren Wright, Principle of Service
Marketingand Management 2e., Prentice Hall, 2002.

» Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen Lu,
ervices Marketing in Asia 2e., Prentice Hall, 2005.

» Doug Hoffman, John Bateson, Service Marketing, 2010.

» Raymond P.Risk, Stephen J.Grove, Joby John, Interactive
services Marketing 3e, Houghton Mifflin Company, 2008.

» Blocher, Chen, Cokins and Lin (2005), Cost management — A
strategic emphasis 3'9, Mc Graw Hill, Irwin UK.

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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’ Chuong /:
QUYET DINH PHAN PHOI DICH VU
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Muc tiéu hoc tap cua chwong

» Nam dwoc nhirng van dé chinh trong phan phdi dich vu
= Nam dwoc mot s6 quyét dinh dac thu trong phan phdi dich vu

iéu rd vai trd cla trung gian va cdng nghé trong phan phoi
dich vu.
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Noi dung hoc tap

= Khai quat vé phan phoi dich vu

= Quyét dinh vé phwong thirc phan phoi

Quyét dinh vé dia diém, thoi gian, trung gian va cong

nghé
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Céac yéu to anh hwéng dén phan phoi dich vu

» dac diém cau thanh nén san pham dich vu
= dac diém khéach hang

= ban chat ciia dich vu va mirc dd twong tac giao tiép gitra khach
hang v&i nha cung wng dich vu

= nhirng quyét dinh tir phia doanh nghiép dich vu
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ung trung gian trong phan phoi dich vu

Doanh nghiép tagora Cactrung gian bd sung Khach hang trdi nghiém

\ f
R J

Nguon: Lovelock C,va cong su, Services Marketing: An Asia-Pacific and Australian
perspective, Person Education Australia, 2004

CuuDuongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

ro_ cua cong nghé trong phan phoi dich vu

= anh hwdng dén thoi gian, dia diém, cach thic
= thay dbi ban chat trong phan phdi dich vu

= thay dbi ban chat cla dich vu

= gidm chi phi cho viéc phan phdi dich vu ca tr géc dd nha cung
trng dich vu va giam chi phi ca tr goc do khach hang
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Tom tat va thuat ngir chwong 7

= Phuwong thire phan phéi dich vu
» Dia diém va thoi gian trong phan phdi dich vu

= Nhwong quyén dich vu

= \/ai trd ciia cong nghé trong phan phdi dich vu
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https://fb.com/tailieudientucntt

Tai liéu tham khao cua chwong

®» | ovelock C, Patterson P, Walker R, Services Marketing: An

Asia-Pacific and Australian perspective, NXB Person Education
Australia, 2004, chuvong 9

Palmer A, Principles of service marketing, NXB McGraw-Hill,
2001, chuwong 11.

®» | ovelock, C va cdng sw, Services Marketing in Asia, NXB
Pretice Hall, 2005, chwong 7..
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’ Chuong 8:
QUYET DINH PHAN PHOI DICH VU
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Muc tiéu hoc tap cua chwong

= Nam dwoc vai trd cda truyén thdng marketing dich vu

= Trinh bay cac cong cu truyén théng marketing dich vu va &ng
ung trong bdi canh cu thé
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Noi dung hoc tap

= Khai quat vé truyén thong trong kinh doanh phéi dich vu
= K¢é hoach truyén thong dich vu

= Théach thirc trong truyén thong dich vu
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Céac cong cu truyén thong dich vu

Loai tié]:- XU

Cian uep

Trrc tlEp

Truyén thing dai chiing

K
3

Tm}rén thong ty chinh

Truyén thing cd nhin

e
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Khung ké hoach truyén théng dich vu

T | Phin tich bdi canh |, Muc tiéu kinh
doanh
Mghié . . . 3
Ef_uhﬁinl " = » Xac d;r‘:h I'I':Il_.'IL.I'..‘. l-IEll njuyen Muc tiéu
trunomg thong va dinh vi marketing
- . C - - n tru £ .
T one < ol Iruyén thong
~ 3 N Tich hop I:myén K éo
Paily | : théng dich vu
truyen -
thong Lap lich trinh MNguon luc (nhan Hén
I:tu}rén thong Irc, tal chinh) hop
(thiri gian biéu)
) Thire hién, kiém sodt va ddnh gis

Neuon: Fill, C. (2013) Marketing Communications, 6th edn, Harlow: Pearsons
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Tom tat va thuat ngir chwong 8

= \/ai trd cda truyén thdng trong marketing dich vu
= CAac cong cu truyén théng dich vu

= Ké hoach truyén thdng dich vu

= Théach thdrc trong truyén théng dich vu
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A

Tai liéu tham khao cua chwong

Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen Lu, Services Marketing in Asia 2e., Prentice Hall,
2005.

Doug Hoffman, John Bateson, Service Marketing, 2010.

Raymond P.Risk, Stephen J. Grove, Joby John, Interactive Services Marketing 3e., Houghton Mifflin Company,
2008.

David Pickton & Amada Broderick (2001),“Intergated Marketing Communications”. Prentice Hall an imprint of
Person Education.

Jim Taylor (2005), “An inside view of the future of communications planning”. John Wiley and Sons LTD.
Chris Hackley (2005), “Advertising and Promotion- Communicating Brands”. Chris Hackley.

Emmanuel Bertin & Noél Crespi (2013), “Architecture and Governance for Communication Services”. John Wiley &
Sons, Inc.

Terence A. Shimp (2008), “Advertising, Promotion, and Other Aspects of Integrated Marketing Communications”.
Thomson South-Western.

Manfred Bruhn and Dominik Georgi (2006), “Services Marketing Managing The Service Value Chain”. Prentice
Ha‘” an Im&{l!)mqtrhglt:orﬁtgrgson Education https://fb.com/tailieudientucntt
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' Chwong 9:
QUYET DPINH QUY TRINH DICH VU
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Muc tiéu hoc tap cua chwong

» Hiéu dworc ly thuyét vai trd, phan tich dwoc kich ban dich vu va
hoat ddng clia hé théng van hanh, phan phdi va marketing dich

vu

Nhan dinh va dwa ra cac bién phap wng pho voi hanh vi thiéu

suy nghi cua khach hang

= Fng dung thiét ké va van hanh quy trinh dich vu.
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Noi dung hoc tap

= Quy trinh va xay dung quy trinh dich vu
= Thiét ké lai quy trinh dich vu

= Quan tri hanh vi cua khach hang trong qua trinh

twong tac véi dich vu


http://cuuduongthancong.com?src=pdf
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Xay dwng quy trinh dich vu

» CAac nodi dung can xac dinh khi xay dwnqg quy trinh dich vu

» Yéu cau doi voi quy trinh dich vu

» Tién trinh thiét ké quy trinh dich vu

» Phong nqgtra 16i trong quy trinh dich vu

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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en trinh xay dwng quy trinh cho dich vu

Xem xét
Nhu cdu va hanh vi tigu dung dich vy cia khach hang
Bac trrng cia djch vy
Mai trurerng giao tiép dich vy
Hoat ddng san xuat va chuyén giao dich vy, co sé& vat chat
va may moc thiét bi

S

Xac dinh

v Cac ﬂiémlu'l:mg tae dich vy va tién trinh trong tac wdi dich
vy cla khach hang

¥ Xac dinh cac hoat déng phyc vy tai didmtuong - chuyén
giao dich vu

¥ Xac dinh cac hoat déng san xuat va hau can dé tao dich vy
tai mdi didgm trong tac — chuyén giao

+  X¥ac dinh mdi lién hé va turong tac gilka cac hoatddng

Xay dwng
Liru ﬂﬁ-quy trinh dich wu
¥ay duwng kich ban chung cho toan bd quy trinh dich vy
Xay dyng kich ban chi tigt cho tirng diégm twong tac dich vy

SSENEN
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Thiet ke lai quy trinh dich vu

= | 0oai bo cac budc khéng gia tang gia tri.
= Chuyén sang tw phuc vu.

» Phan phobi dich vu truec tiép

» Dong goi dich vu (tap hop cac dich vu lai).

» Thay dbéi khia canh vat chat cua quy trinh dich vu.
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Quan tri hanh vi cua khach hang trong qua trinh twong tac
vOi dich vu

» Quan tri sw tham gia cua khach hang

» M (rc d6 tham gia clla khach hang

» Quan tri khach hang thiéu v thirc

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Tom tat va thuat ngiv chwong 9

= Xay dwng quy trinh dich vu
= Phong ngtra 16i cho quy trinh dich vu

= Thiét ké lai quy trinh dich vu

= Quan tri hanh vi va mirc d6 tham gia ciia cac khach hang
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Tai liéu tham khao cua chwong

» Christopher Lovelock, Lauren Wright, Principle of Service
Marketingand Management 2e., Prentice Hall, 2002.

» Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen Lu,
ervices Marketing in Asia 2e., Prentice Hall, 2005.

= Doug Hoffman, John Bateson, Service Marketing, 2010.

» Raymond P.Risk, Stephen J. Grove, Joby John, Interactive Services
Marketing 3e., Houghton Mifflin Company, 2008.

» F. Robert Jacobs & Richard B. Chase, “Quan tri va van hanh chudi
cung ng”, NXB Kinh té TP. H6 Chi Minh, 2015
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' ‘ Chwong 10:
QUYET DINH VE MOI TRUONG VAT CHAT
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Muc tiéu hoc tap cua chwong

» Hiéu dwoc tac ddng clia méi trwdng vat chat trong cung rng
dich vu

= Nam dwoc cac yéu td ciia méi trwdng vat chat va co ché tac
ddng clia méi trwdng vat chat dén phan (ng ctia khach hang..

CuuDuongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Noi dung hoc tap

= Khai quat vé moi truong vat chat
= T4c dong ciia moi trwdng vat chat toi khach hang

= Cac quyét dinh lién quan dén moi trwdng vat chat

= Thiét ke moi trwdng vat chat
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https://fb.com/tailieudientucntt

Khai quat vé méi trwérng vat chat

» Khai niém Moi tredrng Vat chat

» \ai trd clia Moi trerng VAt chat

»Bai tri khong gian dich vu

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Hinh 10.3. Mo hinh kich thich - dip tra cua Mehrabian-Russell

Kich ~~___ / \ / Hinh vi

thich cua Cac khia canh - I:Ihﬂl"ltliimE |

m1ﬁ| * tic dong: :ﬁmgng
lnrcmg Thoai mai va IIE'I-Ih v quai

vaﬁqua - kich dong g trinh nhan

?h:; / \ / \ thire

Ngudn: C. Love Lock, 2005
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ki Phan img caa i . AZLQC Vi liep
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— Phan img cua —
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fang hidu, bidu nrong val yéu to trung gian Ph'm:' "mE cud || e Thu b
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© Tk # Chi nhidu tidn
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Nhin thic Tinh cidm Tam by + Thia min
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Nguon: C. Love Lock, 2005
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10.4. Thiet ké mdi trwdrng vat chat

» 10.4.1. Thiét ké tdng thé

» 10.4.2. Thiét ké cac véu té anh hwdng dén cam nhan cua
khach hanq

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Tom tat va thuat ngiv chwong 10

= Khai niém va vai trd ctia moi trworng vat chat
= Bai tri khdng gian dich vu

» Mo hinh Russell

= CAac quyét dinh lién quan dén méi trwdng vat chat

= Thiét ké moi trwdng vat chat
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Tai liéu tham khao cua chwong

» Hoffman, K.D and Bateson, J.E.G (2008)., Services Marketing:
Concepts, Strategies, & Cases., 4th Edition; South Western Cengage
Learning

» | ovelock, C and Wright, L. (1999)., Principles of Service Marketing
and Management.,2nd Edition. Prentice Hall

» Mudie, P and Pirrie, A (2006)., Services Marketing Management., 3rd
Edition. Elsevier Ltd.
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Chwong 11:
QUYET DINH VE YEU TO CON NGUOl
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Muc tiéu hoc tap cua chwong

» Hiéu dwoc vai trd cla yéu td con ngudi trong kinh doanh dich

VU

= Hiéu dwoc van dé hanh vi ciia nhan vién tiép xdc véi khach
hang va cac quyét dinh cdia nha quan tri marketing dich vu doi

véi yéu toé con ngudi.
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Noi dung hoc tap

= Khai quat vé moi truong vat chat
= T4c dong ciia moi trwdng vat chat toi khach hang

= Cac quyét dinh lién quan dén moi trwdng vat chat

= Thiét ke moi trwdng vat chat
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Vai troé ctia yéu t6 con ngwi trong cung tvng dich vu

) Ting
i chiin trurdmg
| nhin vién | doanh thu
Sur e - ] .
_- hiti lomg i tr) Swr Lang
Chat lugng | | . - dpch vyg —  hii ldng —+ trung
DV nii b e hurimg cila thiinh ci
: . 4 tm KH khach hang khiach hang
vién Hifu suft . ]
bikim vige .
cia mhan Eoha nang
vién sinh 1ém

Neuan: James L. Heskett va Cong swe. 2008
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Pac trieng cong viéc cua nhan vién dich vu

» Xung dot vai tro

= Xung doét vai tré ca nhan
= Xung doét trong t6 chirc

= Xung dot giira cac khach hang

» Cam xuc cua nhan vién
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Cac quyét dinh vé yéu td6 con nguoi

» Cac mO hinh quan tri nhan sw trong linh vwe dich vu

» Cac quyét dinh cu thé véu td con nguoi

e Tuyén dung va dao tao nhan sw

Cach thirc td chirc va quan IV nhan vién

Thic day va tao dong lwc cho nhan sw

Gilr chan nhan vién va qgilr chan khach hanq

Xay dwng van hoa dich vu cho doanh nghiép
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Tom tat va thuat ngir chwong 11

= \/ai trd cda yéu td con ngwoi trong cung tng dich vu
= Dac trweng cbng viéc cua nhan vién dich vu

= CAac quyét dinh vé yéu té con ngudi
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A

Tai liéu tham khao cua chwong

= Christopher Lovelock, Lauren Wright, Principle of Service Marketingand Management 2e., Prentice Hall, 2002.
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