KHOA HOC

CZAS | QUAN TRI QUAN HE KHACH HANG -
CRM

MUC TIEU
P Cung cdp nhirng kién thirc, kj ndng co’ ban va toan dién vé Quan tri Quan hé Khach GIOI THIEU VE CBAS

hang (Customer Relation Management - CRM) Trung tam Nghién ctru Quan tri
Kinh doanh (CBAS) thudc
Trwong Pai hoe Kinh té€ (UEB),
DPai hoc Qudc Gia Ha No6i (VNU)

P Kién thirc thu dwgc tir khda hoc nay sé dwoe cac nha quan tri van dung dé xay dwng
va van hanh mét “Hé thong Quan tri Quan hé Khach hang hiéu qua” gitp doanh

nghiép c6 thé thu hut, duy tri va phat trién lyc lwgng khach hang “trung thanh” cho

doanh nghiép. hoat dong trong cac linh vwec:

P Nghién c@u khoa hoc va

# Sau khi hoan thanh khéa hoc, hoc vién sé:
phédt trién co6ng nghé vé
v Hiéu dwoc khai niém CRM va tdm quan trong ctia CRM v&i doanh nghiép dinsnari T doanh

v Hiéu dwoc cac yéu td chinh cdu thanh CRM » Cung cdp cic khoa dao tao

v' Thiét ké dworc cac chwong trinh CRM tap trung (Public Training)
v’ Xay dgng hé théng CRM ctia doanh nghiép va cdc khoa dao tao tai chd
v theo nhu ciu ctia don vi

Panh gia hiéu qua ctia hé théng CRM
(In-house Training)

ECTORCI . o cip dich v e i

# (Cdp lanh dao doanh nghiép: Giam DPéc, Phé Giam Doc, Hoi dong Quan tri VIR A ey ikt

» Doi ngit quan tri cdp trung: Giam déc Chirc nang, Trudng-Phé Phong/Ban/Bo phan quan tri kinh doanh

Kinh doanh, Marketing, Ban hang va Cham s6c khach hang » Truc tiép va tham gia t6
P Cdc déi twong khac ¢d quan tam chtre cac hoi nghi, héi thao
NOI DUNG khoa hoc trong nwéc va

quéc té

Chuyén dé 1: Téng quan vé Quan tri Quan hé Khach hang
1. Kinh doanh trong moi triwdrng hién dai
2. Khai niém va lgi ich cia CRM
3. Cdcyéu td cdu thanh CRM: con nguwdi, cong nghé va “qua trinh”
Chuyén dé 2: Xay dwng hé thong CRM
1. Xay dwng muc tiéu va chién lwgc khach hang
2. Thiét ké cac chwong trinh CRM
3. Xay dwng hé thong CRM
Chuyén dé 3: Panh gia va diéu chinh hé théng CRM
1. Do lwong két qua hoat dong CRM
2. Ddnh gia hiéu qua hoat déng ctia hé théng CRM

3. Diéu chinh hé théng CRM
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Néi dung khoa hoc dwoc thiét ké theo chwong trinh “Harvard ManageMentor” thudc KHACH HANG VA DOITAC

Trwong Qudn tri Kinh doanh Harvard Business School

PHUONG PHAP GIANG DAY
y“ A6 TAQ r;,.m’la ’\
Ap dung phwong phap gidng day Hollywood Lesson Plan - 14 sy két hop nhiéu hinh :;‘ I’%; % ) )
thire, tinh hudng thwec tién, hoat dong...trong qud trinh gidng day cung phuwong thirc *ﬂ%ﬂm§.§ jICA
truyén dat truyén théng dé tao ra sw say mé, hirng khéi cho hoc vién: STANEC
P Gidng day ly thuyét (Theory Presentation) g
P Hoc bdng viéc thwe hanh (Learning by Doing)
VINGROUP PETROVIETNAM
v" Thdo ludn tinh hu6éng theo nhém (Group Discussion)
v Thuyét trinh theo nhém (Group Presentation)
v Chia sé kinh nghiém thuwc té (Experience Sharing) ﬁ i-a's' ‘..-D.
» Tro choi kinh doanh (Business Games) VN ET
P Bai tdp tinh hudng (Case Studies)
*
B .2
et TECHCOMBANK

P La cdc chuyén gia dwoc dao tao chuyén sdu vé Quan tri Kinh doanh tivr nhirng

treorng danh tiéng tai Viét Nam va trén thé gidi

A R
» (6 kinh nghiém thwc hanh Quan tri Kinh doanh tai doanh nghiép Ti n h Va n MI’AO

TOGETHER WE SHINE PHAN MEM PHO BIEN NHAT
» C6 kinh nghiém nhiéu nam gidng day, tw vdn Quan tri Marketing cho céc t6 chirc,

doanh nghiép

TO CHUC LOP HOC H d p I‘O

» Thoi lwong khoa hoc: 12 gitr

v Lop ban ngay: 2 ngay x 6 gi¢/ngay, hodc Traphac o@

v Lop budi téi: 4 bubi x 3 gicr/budi

» Chirng chi: Do Trworng Pai hoc Kinh té€ (UEB) - Pai hoc Quéc Gia Ha Noi % YNU

VINAKIP

(VNU) cap

‘g'.; THE UNIVERSITY OF

SYDNEY

THONG TIN LIEN HE

Phong 301, E4, S6 144, Xudn Thuty, Cau Gidy, Ha No6i
Dién thoai: (+84)04 3754 7506-301 - Fax: (+84)04 3754 6765
Email: cbas_ueb@vnu.edu.vn

Website: http://cbas.ueb.edu.vn/
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