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Két cau dé thi (thi gian 90°)

Phan 1: Tra I&i dung/sai (khong phai gidi
thich): 16 cau (40 diém)

Phan 2: Chon cau tra I&i dung nhat: 14 cau
(35 diém)

Phan 3: Tw ludn: (25 diém)
1 cau 2y (10 diém)
1 cau 1V (10 diém)
1 cau 1y (05 diém)
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NOI DUNG MON HOC

Q Téng quan v& HVNTD

C Cac nhan t6 anh hwéng dén HVNTD

C Qua trinh ra QDM clila NTD

C NO Iwc va thu hit va gilv chan KH

C Xay dwng moi quan hé v&i KH
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CHUONG 1: TONG QUAN VE HVNTD

nai niém, vai tro va phan loai
nach hang

han tich tO chat khach hang

. Danh gid mlrc dO tin cay cua khach

hang
. DOi trong, nOi dung nghién cltru
HVNTD

. DPac diém va phuong phap NC
HVNTD
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NOI DUNG CHUONG 2

2.1. Cac yéu to van héa anh hwéng dén HVYNTD
2.2. Anh hwéng clia nhom tham khdo dén HVNTD
2.3. Anh hwéng cla gia dinh dén HVNTD

2.4. Nhan thirc cia NTD

2.5. Ca tinh cua NTD

2.6. Thai d6 cua NTD
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CHUONG 3

3.1. HVNTD trwde khi mua sam
3.2. HVNTD khi mua sam

3.3. HVNTD sau khi mua sam
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NOi dung chwong 4

4.1. Cac phuwong phap thu hut khach hang

4.1.1. GWi thw truec tiép

4.1.2. bat lich hen trwdc qua dién thoai

4.1.3. Tim kiém khéach hang tiém nang

4.1.4. Tim ra |lgi ich ma khach hang quan tam

4.1.5. N3m bat ddng tam Iy cla khach hang

4.2. NO lwe gitr khach hang

4.2.1. Lang nghe y kién cla khach hang ci

4.2.2. CO gang dap rng s mong mudn vé tam Iy cla khach hang quen
4.2.3. Thiét 1ap mdi quan hé 1au dai v&i khach hang quen

4.2.4. Gianh lai lwgng khach hang cii d3 mat di

4.2.5. Hoan thién chat lwong phuc vu dé nang cao dd hai long khach hang
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NOi dung chwong

e 5.1. Gianh dworc s trung thanh cua khach
hang

e 5.2. Tao mdi quan hé v&i khach hang

e 5.3. X ly nhibng phan nan cua khach hang
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