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PE CUONG HQC PHAN CHI TIET
(Ban hanh kém theo quyét dinh so OD/DHKTQD, ngay thang nam 2021)
1. THONG TIN TONG QUAT (GENERAL INFORMATION)

- Tén hoc phan (tiéng Vigy): Marketing dich vu cong

- Tén hoc phan (tiéng Anh) Public services Marketing
- M 56 hoc phin MKMA1157

- Thuéc khoi kién thirc Bit budc ciia nganh

- 80 tin chi 3TC

+ 86 gio Iy thuyét 25
+ 56 gio thdo lugn/thwe hanh 20
+ 86 gio tw hoc 75
- Cdc hoc phan tién quyét Khong
2. THONG TIN BQ MON QUAN LY VA GIANG VIEN GIANG DAY
B0 mon quan ly: Marketing
Dia chi: Phong 1305 Nha A1, Truong PH Kinh té Qudc dan
Giang vién:
PGS.TS. Truong Pinh Chién Sdt: 0913 588 377  Email: chientd@neu.edu.vn
PGS.TS. Vi Huy Thong Sdt: 0904 111 578  Email: thongvh@neu.edu.vn
PGS.TS. Pham Thi Huyén Sdt: 0948 668 802  Email: huyenpt@neu.edu.vn
TS. Nguyén Thu Lan Sdt: 0932 258 666  Email: lannt@neu.edu.vn
TS. B4 Khic Huong Sdt: 0989143268 Email: huongdk@neu.edu.vn
3. MO TA HQC PHAN (COURSE DESCRIPTIONS)

Hoc phan Marketing dich vu coéng dugc xay dung voi ndi dung tap trung vao viéc ing dung
nguyén ly marketing trong linh vyc dich vu cong. Hoc phan nay doi hoi sinh vién phai c¢6 nhiing klen
thirc co ban vé marketing va c6 quan hé chat ché véi hoc phan marketing dich vu. Hoc phan bao gdm
cac ndi dung vé 4p dung marketing trong linh vuc dich vu cong: Pac diém marketing dich vu cong;
Hanh vi ctia nguoi st dung dich vu cong; cach thuc str dung cac cong cu marketing mix, tir sdn phém,
dinh gia, kénh phan phdi, truyén thong tdi van d& con ngudi, quy trinh va bang chimg vat chat cho
dich vu cong.

4. TAI LIEU THAM KHAO (LEARNING RESOURCES: COURSE BOOKS, REFERENCE
BOOKS, AND SOFTWARES)

Giao trinh o
1. Vi Tri Diing, Marketing Cong cdng, NXB Dai hoc Kinh t€ quoc dan, 2007.
Tai liéu khac
2. Philipp Kotler, Nancy Lee (2007), Marketing in the Public Sector. Wharton School
Publishing




3. Pham Thi Huyén, Nguyén Hoai Long (2018), Marketing dich vu, NXB Pai hoc Kinh té

Quéc dan
5. MUC TIEU HQC PHAN (COURSE GOALS)
Bing 5.1. Muc tiéu hoc phéin

Mue Mo ta PLOs | Mue
tiéu muc tiéu do
1] , 12] - 3] 14]
G1 | Cung cap cho nguoi hoc nhitng kién thire co ban vé boi canh va dac trung 1.5 4
ctua marketing dich vu cong ; giup nguoi hoc nhin dang dugc sy tham du 3.2 4
cua cac bén vao qua trinh cung ng va thu huong dich vu cong; trong do
dic biét ndm duoc vai tro va vi tri ciia yéu t con ngudi va quy trinh va
co s& vat chat trong cung tmg dich vu cong
G2 | Gitip nguoi hoc ndm dugc cac cong cu marketing mix thuong duoc ap 1.4 4
dung trong marketing dich vu cong
G3 | Gilp nguoi hoc co thé biét cach phan tich cac yéu t6 anh huong nhiam 1.5 4
hi€u ro6 nhu cau va mong mudn ctua cong dong voi dich vu cong
G4 | Giap nguoi hoc hiéu va thyc hanh dé xuét cac giai phap marketing mix 1.5 4
dich vu cong
G5 | Gitp cho sinh vién ¢6 thé cung nhau lam viéc dé xay dung nén bao cio 2.2 4U
de xuat ké hoach marketing cho mot dich vu cong dac thu 3.1 3
6. CHUAN PAU RA HQC PHAN (COURSE LEARNING OUTCOMES)
Béang 6.1. Chuan dau ra hoc phan
Mue ! cpos M& ti CLOs Mire
tieu do
(1] 2] 3] [4]
Gl | CLOI.1 | Hiéu dugc thé nao 1a dich vu cong, cac loai dich vu cong, cac t chirc cung 4
ung dich vu va dac trung cua dich vu cong
CLO1.2 | Hiéu duoc cac thudc tinh dic thu, cic nguyén tic va cong cu marketing trong 4
linh dich vu vuc cong
CLO1.3 | Hiéu duoc dic diém cta cac bén tham gia trong marketing dich vu cong (nha 4
cung Ung, khach hang) va strc ép canh tranh trong cung ung dich vu cong
CLO1.4 | Giai thich duoc vai tro ciia yéu td con ngudi va quy trinh trong cung cap dich 4
vu cong
G2 | CLO2.1 | Hiéu vé cac cong cu marketing mix thuong ap dung trong marketing dich vu 4
cong, tir san phém, gia, kénh phan phéi, co s& vat chat, hoat dong truyén
thong, con nguoi, quy trinh...
G3 | CLO3.1 | Nam duoc su anh hudng cua cac yéu té moi truong t6i hoat dong cung tng 4
dich vu cong va tdi cac hoat dong marketing dich vu cong
CLO3.2 | Phén tich dugc quy trinh nghién ciru dé danh gia anh huong cta cac yéu tb 4
moai truong to1 hoat dong marketing dich vu cong
G4 | CLO4.1 | Thyc hanh nghién ciru dé danh gia dugc cac cong cu marketing mix dang 4U




Muc Mire
n CLOs Mo ta CLOs .
tieu do
duogc ap dung & céc to chirc cung tng dich vu cong
CLO4.2 | Dé xuit dugc giai phap cai thién chit lugng dich vu cong dudi quan diém 4
marketing
G5 | CLOS5.1 | Phan cong va phdi hop giita cac thanh vién nhém dé to chirc viét bao céo va 4U
trinh bay két qua nghién ctru
7. PANH GIA HQC PHAN (COURSE ASSESSMENT)
Bing 7.1. Panh gii hoc phin
Hinh thire Noi dung/ Thoi CLOs Cong cu va tiéu chi Ty 1€
danh gia Bai danh gia diém danh gia* (%)
1] 2] 3] [4] 5] [6]
Chuyén can | Thai do hoc tap trén 16p Tuan 1-15 | CLO1- | Nhat ky giang day cta giang vién | 10%
Tra 151 cau hoi trén 16p CLOS | voi cac tiéu chi danh gia (i) Muc
Tra 161 cac cau hoi thao ludn do tharri gia (ii) N{u’c df-) :CL_ng tac;
(ii1) Chat luong cau tra 1oi
Danh gia i A 3 CLOI- | Phiéu danh gia, dua trén ciu hoi
qué trinh Bai kiém tra ca nhan Tuén 6-7 CLO2 | duoe ditra
(Bai tap Xz o i Py
nhom) Trinh bay nhém : CLO1, Pl}leu danh gia voéi cdc ticu ch1.(A1)
R B CLO2, | Ly do lya chon; (ii) Muc tiéu
- Xay dung ke hoach CLO5 | nghién ciru ; (iii) Khéach thé nghién
nghién cuu . ciru
- Hoan thién cong cu Tuéan 7-8 Phiéu danh eid véi cdc tidu chi (i
hien ciru iéu danh gia voi cac tiéu chi (1)
aghen L, C Muc tiéu nghién ctu; (ii) Cau héi
- Phan tich két qua nghién A A N
\ nghién cuu; (iii) Cong cu nghién
ciiu - 40%
cliu
Trinh bay nhom: Bo cdo CLOl1- PhAl.eu dan.h gia véi cac ,tleu ch'1 (1)
A s . N A CLOS5 | Noi dung; (ii) Hinh thuc dep; (iii)
phan tich cac hoat dong Tuan 14- . OOV A X X .
. N . Trinh bay hap dan, thuyét phuc;
marketing tai mot don vi cu 15 . PN . 2 1
thé (iv) Mtic do hop tac trong tra 1oi
cau héi; (v) Thoi gian trinh bay
Nop bao céo két qua phan . CLOI- | Phiéu danh gia véi cac tiéu chi: (i)
tich hoat dong marketing cua | Tuén 14 CLOS | Noi dung; (ii) Hinh thirc; (iii) Thoi
mot don vi cu thé gian; (iv) Panh gia lan nhau
Panh glé N K+ 1. LlCh thi CLOIl- ¥4 , .y n A L1 o
cudi ky Bai thi cuoi ky hoc phin | CLO3 Phiéu danh gia, dua trén dé thi 50%




8. KE HOACH GIANG DAY (LESSON PLAN)

Bang 8.1. Ké hoach gidng day

Tua No6i d iano dav* Tai liéu doc** R . s Cong cu va tiéu chi
n 01 dung giang day CLOs Hoat dong day va hoc* danh gig****
1] [2] 3] [4] 151 [6]
Gioi thiéu hoc phan Mtrc d6 tham gia
. e A . Dit ra yéu cau hoc tap Mire dg tuong tac
Lam quen, gio1 thicu hoc phin, logic ‘ .| CLOL.1 | Huéng din doc tai liéu Chit luong cau tra 16
1 cua hoc phan va vai tro, vi tri cia hoc bé cuong hoc phan CLO3.1 Huéng din tir'n i li éu
hin trong CTPT ' ~ i
P & Hudéng dan lam viéc nhom
Chia nhom lam viéc
Chuong 1. Téng quan vé marketing Phar2 Thi Hu yen, IS ,inh vien doc bai truce khi 101 xuc g(:) :ham gti:a
1.1.Khai quat vé marketin Nguyen Hoai Long P A A e do fong fae
2 1 15 ous 1 b marketi 8 (2018), Marketing | CLOI.1 | Giang vién giang ly thuy¢t Chét luong cau tré 10i trén
-2.Qud trinh marketing dich vu, NXBPai | CLO3.1 | Théo lun céc tinh hubng va céu | 16p va bai thi
1.3.Nh1mg‘nguyen Iy co ban cua hoc Kinh té Quoc hoi giang vién dit ra
marketing dan, Chuong 1
Chuong 2. Khai quat vé dich vu cong Sinh vién doc bai trudc khi tdi | Mirc do tham gia
va dic diém cia marketing dich vu 16p ’ Muc d6 twong tac
cong o Giang vién giang 1y thuyeét Chat lugng cau tra 16i trén
2.1.  Khai quat vé dich vu va dich vu Vi Tr} Dunig, Thao luédn céac tinh hudng va cau | 16p va bai thi
cong Marketing Cong CLOL.1 | hoi giang vién dit ra
3 2.2 Pac trung quan 1y dich vu con cong, N?( B Eai hoc | CLOI.2
o+ DacTIUng quan ty dich Vil cong Kinh té quéc dan, | CLOL.3
2.3, Céc hinh thai khac nhau cua khu | 507 chuong 1,2
vuc cong ’ ’
2.4. Dac thu cua marketing dich vy
cong
Sinh vién doc bai trudc khi tdi | Muc do tham gia
Slides Hudne di CLO1 16p Muc d¢ tuong tac
. x At neon . ides Huong dan s, A e, X .
4 | Huéng dan thuc hién bai tip nhom bai tap nh({’)%m CLO5.1 Giang vién giang ly thuyét Chét luong cau tra 16 trén

Théo luan céac tinh hudng va cau
hoi giang vién dat ra

16p va bai thi




Chwong 3. Méi trwong marketing dich VaTri Dﬁng, S,inh vién doc bai truge khi t6i ﬁuc g(:) tham gifl
vu cong Marketing Cong | ¢y 5y 5 (1P e o fuome tac
5-6 | 1.1. Moi truomg vi mo cong, NXB Pai hoc | ~"5," | Giang vién giang Iy thuyet Chat lugng cau tra 1i trén
e . . L R Kinh t¢ quoc dan, ' Thao luan céc tinh hudng va cau | 16p va bai thi
1.2. Khach hang cua dich vu cong 2007, chuong 3 hoi giang vién dat ra
Kiém tra Nhém sinh vién bao cao Phiéu danh gia vdi cc tiéu
6-7 | Huéng din hoan thi¢n dw &n nghién CLO3.2 | Giang ’Vién Avé ’céc thanh vién | chi (i).I:)’/ do l.l;ra cl}on; (11)
eiru e CLOS5.1 | trong 16p nhéan xét Mu? tleu;nghl.eAn clru ; (iii)
Khéach thé nghién ctru
Huéng din hoan thién céng cu nghién CLO3 Nhom sinh vién bao cao Phiéu danh gia véi cac tiéu
2 ciru CLO3.3 Giang vién va cac thanh vién | chi (i) Muc tiéu nghién ctru;
Huwoéng din phan tich két qua nghién CLOs.1 | fone 16p nhén xét (if) Cau hoi nghién ctru;
ciru ) (ii1) Cong cu nghién ctru.
Chuwong 4. Nghién ctru marketing Sinh vién doc bai trudc khi tdi | Mirc do tham gia
trong linh vue dich vu cong o 16p , Mirc do tuong tac
4.1, Nhiing Iy do phai nghién ctru M\;?kztranlglgﬁ Gidng vién giang Iy thuyét | Chat luong chu wa 161 trén
9 marketing trong linh vuc dich vu on NXBgDai hgo . CLO3.2 Th‘ao'luan cac tinh hudng va cau | 'OP Vv
cong ong, NADB Dal g CLO4.1 | hoi gidng vién dat ra
N i o . Kinh té quoc dan,
4.2. Phan 1(1@1 nghleq ctru marketing 2007, chuong 4
trong linh vuc dich vu cong
4.3. Quy trinh nghién ctru
Chuwong 5. San pham/dich vu cong o Sinh vién doc bai trude khi tdi | Mirc 4o tham gia
5.1. Khai quat chung vé san pham dich vu Va Tri Dung, 16p ) M"IAC do tuong tac R
10 cong Marketing Cong Giang vién giang 1y thuyét Chat lugng cau tra 16i trén
cong, NXB Pai hoc | CLO2.1 16p va bai thi

5.2. Quan ly san pham dich vu
5.3. Moi truong vat chat trong cung (mg
dich vu cong

Kinh t& qudc dan,
2007, chuong 5

Thao luan céac tinh huong va cau
hoéi giang vién dat ra




Chuong 6. Gia va kénh phéan phdi

Sinh vién doc bai trude khi téi

Muc d6 tham gia

dich vu con vu Tr.i Dﬁng ’ lop Murc do tuong tac
11 G TRCOnS A Marketing Cong Giang vién giang 1y thuyét Chat lugng cau tra 16i trén
6.1.  Gia trong cung ing dich vu cong cong, N?(B Pal hoc | CLO2.1 Théo ludn céc tinh hud ng va cdu 16p va bai thi
6.2.  Kénh phan phdi dich vu cong Kinh t€ qudc dan, N
2007, chuong 6 hoi giang vién dat ra
Sinh vién doc bai trudc khi tdi | Muc do tham gia
A 1A 3 X 16p Mirc do tuong tac
L ong dich vy song | V@ Tr Ding Giang vicn gidng 1y thuyét | Chit luong ciu i 101 tén
7.1. Khéi quat vé h(.)at df;n truyén thon Marketing Cong Théo luan céc tinh huéng va cau | 10P va bai thi
12077 3 khgé ch tru (m'g ong tuy & cong, NXB Pai hoc | CLO2.1 | hoi giang vién dat ra
. n i Kinh té quoc dan,
7.2. Xay dung thong dlep 2007, chuong 7,8.
7.3. Lya chon kénh truyén thong
Chuong 8. Van dé con ngudi va quy o Sinh vién doc bai trudc khi tdi | Mirc do tham gia
trinh cung ung dich vu cong MVUkTr} Dlglg, 16p Muc do tuong tac
An da A " ; ting Cong Gia ién giang 1V thuvét Chat lugng céu tra 101 trén
8.1. Van dé con nguoi trong cung ung dich | arke . lang vien giang ly thuyc ak VRS
B3 cong C%Qgillj}B A’Ba(lrhoc CLO2.1 | Thao luan cac tinh huéng va cau | 16p va bai thi
’ inh t€ quoc dan, i o A A5
8.2. Quy trinh cung ung dich vu cong 2007 Ch(IlI ong 7,8 hoi giang vién dat ra
CLOI- | Nhom sinh vién bdo céo va tra 1oi | Phiéu danh gia véi cac tiéu
, CLO5 | cau hoi chi : (i) Noi dung; (ii) Hinh
14- | Trinh bay bai tip nhom: Bio cao ket Giang vién va céc thanh vién th;’rc dep; giii) Trinh bay h{lp
15 | qua nghién ciru trong 16p dat cau hoi, nhan xét dan, thuyét phuc; (iv) Mtrc
: T d6 hop tac trong tra 101 ciu
hoi; (v) Thoi gian trinh bay
Hoan thién bai tip nhém. Bén béo cdo CLOI- | Nhom sinh vién ndp béao céo Phiéu d4nh gia véi cac tidu
. . M CLOS - A , ., rors A Loy <\
16 | phan tich cac hoat ddng marketing tai Giang vién danh gia f}?&c(l)(ﬂ)o lfll?;g’ggl)l'}l(lg;
mgt dom vj cy the Dénh gia 13n nhau
, CLOl— . “A \ N . . 4 , .y A X
) Bai thi cudi ky Lo Sinh vién lam bai thi theo lich gﬂleu danh gia, dua trén de




9. QUY PINH CUA HQC PHAN (COURSE REQUIREMENTS AND EXPECTATION)
9.1. Quy dinh vé diéu kién thi két thic hoc phin

Sinh vién dugc tham du thi cudi ky/thi két thic hoc phan (50%) néu ¢6 diém chuyén can (10%)
dat mac 5 diém trd 1én (thang 10).

9.2. Quy dinh vé tham du 16p hoc

Sinh vién/hoc vién c6 trach nhiém tham dy day du cac budi hoc. Trong truong hop nghi hoc do ly
do bat kha khang thi phai c6 gidy to chung minh day du va hop 1y. Mdi budi ving mit s& bj trir 1
diém danh gia qué trinh.Sinh vién ving qua 3 budi hoc dui ¢6 1y do hay khong c¢6 1y do déu bi coi
nhu khong hoan thanh khoa hoc va phai dang ky hoc lai.

Sinh vién s€ dugc cong diém cho mdi lan phat biéu xay dung bai; dugc cong thém vao diém
chuyén can va bai tdp nhom.

Nhoém sinh vién khong ndp bai tip nhom s& nhan diém 0 (khéng). Nhom sinh vién ndp bai tré s&
bi trir 1 diém cho mbi ngay ndp mudn.

9.3. Quy dinh vé hanh vi 16p hoc

Hoc phan duoc thyc hién trén nguyén tic ton trong ngudi hoc va ngudi day. Moi hanh vi lam anh
hudéng dén qua trinh day va hoc déu bi nghiém cim.

Sinh vién phai di hoc ding gio quy dinh. Sinh vién di tr& qua 10 phut sau khi gio hoc bat dau s&
khong dugc tham du budi hoc. Khong lam 6n, gay anh hudng dén nguoi khac trong qua trinh hoc.
May tinh xach tay, may tinh bang chi dugc thuc hién vao muc dich ghi chép bai gidng, tinh toan
phuc vu bai giang, bai tap, tuyét d6i khong dung vao viée khac.

Truwéong B mon Truwéng khoa Marketing Xac nhan cia Truong

Hi¢u trudémng

PGS.TS. Pham Thi Huyén PGS.TS. Vii Huy Thong  PGS.TS. Pham Hong Chwong



