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UBND TINH THAI BINH_ CONG HOA XA HOQI CHU NGHIA VIET NAM
TRUONG PAI HQC THAI BINH Poc 1ap — Tu do — Hanh phiic

PE CUONG CHI TIET HQC PHAN
Nganh dao tao: Dai hoc Quan tri kinh doanh
(Ban hanh kém theo Quyét dinh sb: 162/QD-DHTB, ngdy 01 thdng 12 niam 2021 ciia
Hiéu truong truong Pai hoc Thai Binh)

1. Thong tin chung vé hoc phén
- Tén hoc phan bang tiéng Viét: HANH VI NGUOI TIEU DUNG
- Tén hoc phan bang tiéng Anh:  Customer behavior

- M4 hoc phan: 0101002977 Sé tin chi: 2 (2,0,4)
- Ap dung cho nganh/chuyén nganh dao tao: Quan trj kinh doanh.
+ Trinh d6 dao tao: DPai hoc
+ Hinh thirc dao tao: Chinh quy
- Yéu cau cua hoc phﬁn: Tu chon
- Hoc phén tién quyét:
- Cac hoc phén hoc trudc:
- Cac hoc phan song hanh:

- Cac yéu cau khac d6i voi hoc phan (néu c6): Khong
- Phan bd gi0 tin chi ddi véi cac hoat dong:
+ Nghe giang 1y thuyét: 22 gio

+ Thao luan: 06 gio
+ Kiém tra: 2 gid
+ Tu hoc: (30x2) = 60 gio

- Khoa/Bo mén phu trach hoc phén: Bd mon Khoa hoc xa hdi va nhan van van — Khoa
Kinh té - Quan tri kinh doanh
2. M6 ta hoc phin

La hoc phan tu chon trong khéi kién thirc co s& nganh ctia nganh Quan tri kinh
doanh, cung cip cho sinh vién c4c ly thuyét khoa hoc vé hanh vi khach hang, cac nhan
t6 anh huong dén hanh vi khach hang, hanh vi khéch hang trude, trong va sau khi mua
sam. Nghién ciu nhitng nhom yéu té cha yéu anh huong dén hanh vi nguai tiéu dung
trong qué trinh mua sam va st dung san pham. Trén co sé d6 tmg dung nhitng hiéu
biét vé hanh vi nguoi tiéu dung vao qua trinh xay dung cac chién luoc marketing
tuong ung.
3. Muc tiéu ciia hoc phin

CDR cua Mire

M3 s6 Moé ta icu h ha
ish 0 ta muc tieu hoc phan CTPTPLOs | dd

[1] [2] 3] [4]

C6 kha niang ap dung cac kién thic co ban vé

\ s . e e £ N PLO1.3.1
hanh vi khach hang nhu: khai ni¢m, doi tuong, ndi PLOL3.2 3/5
dung, phuong phap nghién ctru hanh vi khach o
hang;

Gl
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C6 kha ning van dung nhimg kién thirc vé hanh
vi khach hang dé phén tich dugc dic diém hanh vi
khach hang trong tung giai doan: trudc khi mua
sdm, trong khi mua sdm va sau khi mua sim; xac
dinh dugc nhimng nhéan t6 anh huong dén hanh vi
khach hang, dong co, nhan thuc, thai do va chién
lugc Marketing.

Cé y thuc trong viéc van dung céac kién thuc vé

hanh vi khach hang trong hoat dong kinh doanh.. PLO2.1
G2 C6 kha ning thuc hién van dung linh hoat cac kién PLO2.2.2 3/5
thire lién quan dén hanh vi khach hang trong quan
tri kinh doanh.
SV nhén thirc duoc y nghia, tam quan trong cua
G3 viéc nghién clru hqémh vi khach hépg PLO3.1 3/5
Co y thtrc tim hiéu, van dung kién thuc vao cong PLO3.2
Viéc.
4. Chuan diu ra ciia hoc phin
Hoc phan déng gop cho chuin dau ra cta chuong trinh dao tao
Muc tiéu Chuin diu ra hoc phan (CLOs) Chuan diu | Mirc dd
hoc phan o n . ra CTDT dat
Gy | K bitu Mo ta (PLOS) | dwge
Gl [2] 3] [4] [5]
Kién thire
Hiéu duoc nhimg kién thirc co ban
vé hanh vi khach hang.
1 CLOLL | Ném duoc dac diém hanh vi khach | 0032 35
hang trong tung giai doan.
Phan tich dugc nhitng nhan t6 anh
cLotiz huong dén hanh vi khach hang PLOL.3.2 305
Ky nang
Thyc hién cac k§ nang phan tich,
CLO2.1 |danh gia dé giai quyét cac van d&é| PLO2.1
lién quan dén hanh vi khach hang
G2 C6 kha nang van dung nhiing kién 3/5
CLO2.2 thlil’c d:?l hoc vao Fru;rén d?.t, phan PLO2.2.2
bién cac trong qua trinh xay dung
ké hoach kinh doanh
Mirc ty chi va trach nhiém
C6 thai do dung dan ddi véi viée
CLO3.1 nghién cfru‘;hémh ’Vi kAhéch h?an‘g, PLO3.1 3/5
G3 van dung kién thitc mdén hoc vao
hoat dong kinh doanh.
CLO3.2 | C6 y thic tim hiéu hanh vi khach PLO3.2 3/5
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dong quan tri kinh doanh.

hang va van dung vao trong hoat

5. Tai liéu phuc vu hoc phin

Giao trinh chinh

[1] Vi Huy Thong (2014), Gido trinh hanh vi nguoi tiéu
ding, NXB Dai hoc Kinh té qubc dan.

Tai liéu tham khao thém

[2] GS.TS Tran Minh Pao Gido trinh Marketing cin ban,
NXB Kinh té qudc dan, 2018
[3] Bui Van Quang (2015), Hanh vi ngqgoi tiéu dung
thau hiéu va van dung, NXB Lao dong xa hoi.

Cac loai tai li€u khac

[Phan mém, co sd dit liéu, trang Web]

6. Phwrong phap, hinh thirc to chirc day hoc

Phwong phap, CDR cua Phwong phap,
hinh thirc to Muc dich HP dat hinh thirc hoc
chirc day hoc dwge CLOs | cua nguoi hoc

- Giang vién trinh chiéu, giai thich va Bai ban (lang
phan tich cac ndi dung kién thirc theo nghe, tiép nhan
ting bai hoc: giai thich cac ndi dung ly théng tin)
thuye;[ Clj.a batl‘ hOf, phan t}ch caci vi du CLOL1
cu thé gan voi ndi dung ly thuyét, giai CLOL?
dap nhirng thic mic cua sinh vién gitp '
X . A , 2 X CLO2.1
Dién giang sinh vién dat dugc cac chuan dau ra vé
S CLO2.2
kién thuec.
. A A . CLO3.1
- Sinh vién nghién ctru tu hoc trudc CLO3.2
khi 1én 16p theo hudng dan trong dé '
cuong chi tiét cua hoc phan; ling
nghe, quan sat, ghi chép ndi dung bai
hoc va néu céc cau héi can thiét.
Thong qua viéc hoi dap, thao luan dé Tuong tac
GY, SV cung lamkro cac ndi dung kién CLOL1
thirc trong hoc phan.
- Giang vién néu cac cau hoi hudn CLoL2
bam thoal, dan o%i V ¢ cg sinh 1ilén trinh bég cLozl
vén dap i, B91Y, you cat SIA VIER TR 03 cLo2.2
cach lam, két qua. Giang vién nhan CLO3.1
xét, két luan gitp sinh vién chuan hoa '
X L . CLO3.2
cac kién thtrc ki nang theo ndi dung
cua tung bai hoc
Giup nguoi hoc tang cuong kha nang Cha dong tim
A CLO1.1 R
. tu hoc, tu nghién ctru. hiéu va kham
Huéng dan tu | . A 21 A Coa CLO1.2  LiAn st
.~ | Sinh vién chuan bi ndi dung bai tap pha kien thuc

hoc, tu nghién truée khi lén 16p th N CLO2.1 mot cach t

clu va im bai I"LE'OVC .Al én 16p theo yéu cau cua CLO2.2 .(;> : l;l’
~ giang vién nhién, doc lap

tap ., . ot iR . CLOS3.1 . . ,

Giup nguoi hoc phat trién kha nang tu CLO3.2 va sang tao. Su

hoc, tu nghién curu dé co thé tiép tuc

dung hiéu qua
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hoc tap va nghién cuu doc lap, tur do
dé giup nguoi hoc tréd nén doc lap va
tu tin hon trong viéc giai quyét van dé,
phat trién k¥ nang quan 1y thoi gian va
1ap ké hoach, nang cao kha ndng tim
kiém va st dung thoéng tin, va ting
cuong sy dam mé va ty tin trong hoc
tap. Ngoai ra, viéc hudng dan ty hoc,
tu nghién ctru con giup nguoi hoc phat
trién kha ning hoc tap sudt doi va
thich nghi v&i nhitng thay d6i trong
cong viéc va cudc song.

kién thac tim
duoc.

CLO1.1 On luyén kién
Danh gia y thtc, thai dg, kha nang CLO1.2 thac, Ky nang,
Kidm tra tiép nhan va van dung kién thuc da CLO2.1 thong tin va
hoc vao thyc te, dap tng dugc yéu CLO2.2 cach lam bai
cAu ctia mon hoc. CLO3.1 kiém tra.
CLO3.2
7. Ké hoach gidng day chi tiét
CDR hoc
Buoi hoc/Tuin Noi dung phén
(CLOs)
CHUONG 1. TONG QUAN VE HANH VI
KHACH HANG CLO1.1
1.1. Khai ni€ém khach hang, hanh vi khach hang CLO1.2
Tudn 1 Ly thuyét | 1.1.1. Khai niém khach 1_12‘1ng CLO2.1
1.1.2. Khai niém hanh vi khach hang CLO2.2
1.2. TAm quan trong ctia nghién ctru hanh vi khach | CLO3.1
hang trong xay dung chién lugc Marketing CLO3.2
Tuhoc | SV chuan bj ndi dung theo yéu ciu cua gido vién
CHUONG 1. TONG QUAN VE HANH VI
KHACH HANG (tiép theo) CLO1.1
1.3. Dbi tuong, nodi dung, phuwong phap nghién ciru | CLO1.2
Tin2 | Y thuyét | hanh vi khéach hang CLO2.1
1.3.1. B6i tuong nghién ctru CLO2.2
1.3.2. N¢i dung nghién ctru CLO3.1
1.3.3. Phuong phép nghién ctru CLO3.2
Tu hoc | SV chuén bi noi dung theo yéu cau cua giao vién
CHUONG 2.NHUNG YEU TO ANH HUONG | CLO1.1
DEN HANH VI KHACH HANG CLO1.2
X , < | 2.1. Anh hudéng cua cac yéu to van hoa dén hanh vi| CLO2.1
Tuin3 | Ly thuyet |\ p<ch hang ¢ ’ CLO2.2
2.1.1. Khai niém van hoa CLO3.1
2.1.2. Anh hudng cua cac yéu to van hoa dén hanh | CLO3.2
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vi khach hang

Thao luan | N6i dung thao luan ph'?m 2.1
Tuhoc | SV chuan bi ndi dung theo yéu ciu cua gido vién
CHUONG 2.NHUNG YEU TO ANH HUONG CLOL1
DEN HANH VI KHACH HANG (ti€p theo) '
. \ A At A 2 gn .| CLO1.2
’ 2.2. Anh hudéng cua cac yéu to6 xa hoi dén hanh vi CLO2.1
A Ly thuyet | khach hang '
Tuan 4 . \ . A A CLO2.2
2.2.1. Anh huong cua tang 16p xa hoi
A . , . . CLO3.1
2.2.2. zi\nh hudng ciia nhom tham khao CLO3.2
2.2.3. Anh hudng cua gia dinh '
Tu hoc | SV chuén bi ndi dung theo yéu cau cua giao vién
CHUONG 3. PONG CO VA HANH VI CUA
KHACH HANG CLO1.1
, ;. | 3.1. Bong co CLO1.2
N Ly thuyet 3.1.1. Khai niém, vai tro cua dong co CLO2.1
Tuan 3.1.2. Co ché tac dong ctia dong co dén hanh vi CLO2.2
con nguoi CLO3.1
Thao luan | Noi dung thao luan phan 3.1 CLO3.2
Tuhoc | SV chuén bi ndi dung theo yéu cau cua giao vién
CHUONG 3. PONG CO VA HANH VI CUA
KHACH HANG (tiép theo) CLO1.1
3.2. Mot s6 1y thuyét co ban vé dong co anh huong | CLO1.2
Tuine | W thuyét | dén hanh vi khach CLO2.1
hang CLO2.2
3.2.1. Thuyét nhu ciu cia Abraham Maslow CLO3.1
3.2.2. Thuyét phan tdm hoc ctia Zigmund Freud CLO3.2
Tuhoc | SV chuan bi ndi dung theo yéu ciu cua gido vién
CHUONG 3. PONG CO VA HANH VI CUA
KHACH HANG (tiép theo)
3.3. Ung dung viéc nghién ctru dong co ctia khach CLO1.1
Ly thuyét hang trpng xay dung (;hién lu:gc Marketing CLO1.2
N 3.3.1. Ung dung thuyét nhu cau ciia Abraham CLO2.1
Tuan 7 Maslow trong phan doan thi trudong va dinh vi CLO2.2
3.3.2. Ung dung thuyét phan tdm hoc cta Zigmund | CLO3.1
Freud trong dinh hudéng Marketing CLO3.2
Kiém tra | Kiém tra dinh ky, ndi dung chuong 1;2;3
Tu hoc | SV chuén bi noi dung theo yéu cau cua giao vién
CHUONG 4. NHAN THUC CUA KHACH| CLOl1.1
HANG CLO1.2
N , «, | 4.1. Nhan thuc CLO2.1
Tuan8 | Ly thuyet |, 1) hsi niem, phan loai nhan thirc CLO2.2
4.1.2. Anh huéng cta nhan thirc dén hanh vi khach | CLO3.1
hang CLO3.2
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Thao luan

Noi dung thao luan phan 4.1.2

Tu hoc

SV chuan bi ndi dung theo yéu cau cua giao vién

CHUONG 4. NHAN THUC CUA KHACH

HANG (tiép theo) CLO1.1
4.2. Thong tin va qud trinh xu ly thong tin cua| CLO1.2
Tuino | B thuyét | khach hang CLO2.1
uan 4.2.1. Ban chit cta thong tin va cac cach xa ly | CLO2.2
thong tin cua khach hang CLO3.1
4.2.2. Qua trinh xtr Iy thong tin ctia khach hang CLOS.2
Tu hoc | SV chuén bi ndi dung theo yéu cau cua giao vién
CHUONG 4. NHAN THUC CUA KHACH
HANG (tiép theo)
4. 3. Ung dung viéc nghién ctru nhan thic cia | CLO1.1
khach hang trong xay dung chién lugec Marketing CLO1.2
Tudn 10 Ly thuyét | 4.3.1. Dinh vi san pham CLO2.1
uan 4.3.2. Str dung phuong tién truyén théng CLO2.2
4.3.3. Bao goi va quang cao CLO3.1
4.3.4. Dat tén nhan hi¢u CLO3.2
4.3.5. Thiét ké thong diép truyén thong Marketing
Tuhoc | SV chuan bj ndi dung theo yéu ciu cua gido vién
CHUONG 5: THAI PO CUA KHACH HANG
o n e e an CLO11
5.1. Khai niém, vai tro cua thai do
, % Lo o an CLO1.2
Ly thuyét | 5.1.1. Khai ni¢m thai do
3 A CLO2.1
Tuan 11 5.1.2. Vai tro cua thai do
Z. N gt AA A La : CLO2.2
5.2. Moi quan h¢ gitra thai do va hanh vi
A = A X CLO3.1
Théao luan | N6i dung thao luan phan 4.3; 5.1.2 CLO3.2
Tu hoc | SV chuén bi noi dung theo yéu cau cla gido vién '
CHUONG 5: THAI DO CUA KHACH HANG
(tiép theo) CLO1.1
Ly thuyét 5.3. M{t so pIAnronAg th.u’c tElay ?01 t.llal do CLO1.2
Tudn 12 5.3.1. Thay do61 ni€m tin vé nhan hi¢u CLO2.1
uan 5.3.2. Thay d6i tam quan trong cua thudc tinh CLO2.2
5.3.3. Thay d6i diém Iy tuong CLO3.1
Thao luan | Noi dung thio luan phan 5.3 CLO3.2
Tuhoc | SV chuén bi noi dung theo yéu cau cua giao vién
CHUONG 6. HANH VI KHACH HANG TRONG CLOLL
QUA TRINH MUA SAM oLO 1' 5
Tuin 13 | Ly thuyét | 6.1. Hanh vi khach hang truéc khi mua sim oLO? 1
6.1.1. Nhan biét nhu cau '
1A N CLO2.2
6.1.2. Tim kiém thong tin
A = A X CLO3.1
Théo luan | N§i dung thao luan phan 6.1
1 A T o . x CLO3.2
Tuhoc | SV chuan bi nd1 dung theo yéu cau cua giao vién
Tuédn 14 | Ly thuyét | CHUONG 6. HANH VI KHACH HANG TRONG | CLO1.1
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QUA TRINH MUA SAM (tiép theo) CLO1.2
6.2. Hanh vi khach hang khi mua sdm CLO2.1
6.2.1. Céc tiéu chuan danh gia CLO2.2
6.2.2. Cac quy tic quyét dinh CLO3.1
6.2.3. Mua sdm CLO3.2
Tu hoc | SV chuén bi ndi dung theo yéu cau cua giao vién
CHUONG 6. HANH VI KHACH HANG TRONG
QUA TRINH MUA SAM (tiép theo) CLO1.1
L§ thuyét 6.3. Hanh vi khach hang sau khi mua sam CLO1.2
X 6.3.1. Mau thuan tam ly cta khach hang sau khi | CLO2.1
Tuan 15 <
mua sam CLO2.2
6.3.2. Panh gia viéc mua sim CLO3.1
Kiém tra | Kiém tra dinh ky, ndi dung chuong 4; 5 va 6 CLO3.2
Tuhoc | SV chuan bj ndi dung theo yéu ciu cua gido vién

8. Panh gia két qua hoc tip
Sir dung thang diém 10 cho tit ca cac hinh thirc danh gia trong hoc phan

Chuan dau ra

TT I;?;hth;c Tiéu chi danh gia g:%:; Hoc phan Trs%ng
g (CLOs)
Tich chu dong, muc do CLOL.1
tich cuc chuan bi bai va
L . CLO1.2
tham gia cac hoat dong CLO?2 1
1 | Chuyén can | trong gio hoc Hang tuan CcL 02' 5 10%
Thoi gian tham du budi '
2 n Z n CLO3.1
hoc bat budc, vang khong CLO3.2
qua 20% sb tiét hoc '
. o 12 CLO1.1
; Sm,h \g?n Ila[TlAtZ/bb‘%l kiém CLOL2
ra ca nhan 1 tiét/bai. A A
s . | T 7, T CLO2.1
2 | Quatrinh | -Tiéu chi d4nh gid bai kiém | o >~ 40 40%
tra (theo dép an, thang diém 15 CLO2.2
@ Vo cap A Tang G CLO3.1
cua giang vién)
CLO3.2
C 1AL a1 N CLO1.1
- Thi ket thuc‘h(_)c phan; - . ‘ CLOL2
- Hinh thtrc thi: Ty luan Theo lich thi
. | wluan o o CLO2.1
3 | Cuoi ky - Tiéu chi danh gia bai thi: cua nha CLO2.2 50%
theo thang diém da duoc truong '
A CLO3.1
phé chuan.
CLO3.2

9. Thong tin vé gidng vién

9.1. Giang vién 1

- Ho va tén:

- Chutrc danh, hoc ham, hoc vi:

Nguyén Thi Tuyét Mai

Giang vién, Thac sy

- Email: nguyenthituyetmai751984@gmail.com Dién thoai lién hé: 0984.555.056

9.3. Giang vién 2



mailto:nguyenthituyetmai751984@gmail.com
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- Ho va tén: Lai Phwong Mai
- Chutrc danh, hoc ham, hoc vi: Giang vién, Thac sy
- Email: mailp0488@gmail.com bién thoai lién hé: 0826.336.555
10. Cac quy dinh chung
Giang dung ké hoach giang day, dung dé cuong chi
Cam két cua giang vién tiét hoc phan va dung thoi lugng tiét hoc, thoi gian
quy dinh

Tham du day du cac budi hoc theo quy dinh, chuan

Yéu cau dbi vai sinh vién ) NN
bi, doc bai trude khi [én 16p

Trang phuc theo quy dinh cua Truong, Khoa; cé

Quy dinh vé tham dw lop hoc 1 1. e, tai lidu mén hoc

Quy dinh vé hanh vi trong 16p Nghiém tuc, tich cuc hoc tip

hoc
Quy dinh vé hoc vu Lam day du cac yéu cau cta giang vién.
Céc quy dinh khac Thuc hién dung quy tac tng xur ciia Truong

Thai Binh, ngay ... thang ... nam 2021
TRUONG KHOA TRUONG BQ MON GIANG VIEN
(Ky, ghi ro ho tén) (Ky, ghi ro ho tén) (Ky, ghi ro ho tén)
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