TRUONG PAI HOC VAN HIEN  CONG HOA XA HQI CHU NGHIA VIET NAM
KHOA KINH TE - QUAN TRI Péoc 1ap — Tu do — Hanh phiic

PE CUONG CHI TIET HQOC PHAN

1. Théng tin vé hoc phin
- Tén hoc phan: Marketing trai nghi¢ém

M3 hoc phan:
Sb tin chi: 3 (3/0/6)

- Bac dao tao: Dai hoc

- Loai hoc phﬁn (bét bude/tu chon): Ty chon
- Hoc phan tién quyét/ Hoc phan trudc: MAR201 (Marketing cin ban)
- Pon vi phu trach: Khoa Kinh té-Quan tri

-S4 gio tin chi: 45, trong do:
e Ly thuyét: 45 (1 tin chi LT = 15 tiét)
e Thyc hanh: 0 (1 tin chi TH = 30 tiét)
e Thuc tap: 0 (1 tin chi TT = 60 gio TT tai co so)

e D) an/ Khoa luan 0 (1 tin chi DPA/KL = 45 gio lam DA/KL)

2. Théng tin vé giang vién
Giang vién 1:
- Ho va tén: Phan Thi Kim Xuyén
- Chirc danh, hoc vi: GVCH, Thac si.
- Thoi gian 1am vi¢c: Gid hanh chinh (8:00 -16:00)
- bia diém lam viéc: Khoa Kinh té—Quén tri - Truong Pai hoc Van Hién.
- Dién thoai: 0376107681
- Email: xuyenptk@vhu.edu.vn

Giang vién 2:
- Hovatén:
- Chirc danh, hoc vi:
- Thoti gian lam vigc:
- Dia diém lam viéc:
- bién thoai:

- Email:
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3. Tém tit ndi dung hoc phin

Hoc phan gom 9 chuong, Hoc phan Marketing Trai nghiém déng vai trd quan trong
trong viéc dao tao sinh vién nganh Marketing. N6 cung cip kién thirc nén tang vé trai
nghiém khach hang (CX), tir khai niém dén vai tro trong canh tranh. Sinh vién hoc cach
phan tich hanh vi khach hang va xay dung hanh trinh chdm s6c khach hang hi¢u qua.
Hoc phan rén k¥ ning thiét ké trai nghiém sang tao, ca nhan hoa, ldy khach hang 1am
trung tam. Ung dung cong nghé nhu AI, CRM, Big Data gitip ning cao chét lugng CX.
Sinh vién nim bt cac chi s6 do ludng (NPS, CSAT, CES) dé danh gia va cai thién trai
nghiém. Hoc phan cép nhat xu huéng méi: da kénh, VR/AR, va tinh bén viing trong
marketing. Qua tinh hudng thyc té, sinh vién phat trién k¥ nang phan tich, giai quyét
van dé va 1am viéc nhom. Két qua 13, sinh vién sin sang tao gi tri, ting sy hai long va
trung thanh ctia khach hang. Hoc phan x4y dung tu duy séng tao, nhay bén cho sy nghiép
marketing chuyén nghiép.
4. Muc tiéu ciia hoc phan

Hoc phan c6 nhiing muc tiéu:

- Cung cAp cho ngudi hoc nhing kién thirc chung vé tong quan vé marketing trai nghiém,
bao gom khai niém, vai tro va tAm quan trong cta trai nghiém khach hang (CX) trong
bdi canh canh tranh hién dai, cung sy khac biét so voi marketing truyen thong
- Cung cap cho ngudi hoc nhitng kién thirc co ban vé nam viing cac yéu tb anh huong
dén hanh vi khach hang, cac giai doan trong hanh trinh khach hang (nhén thirc, can nhic,
quyet dinh, str dung, ung h9), va cach dua ra quy trinh cham soc khach hang dé phan
tich cac diém cham
- Cung cip cho nguoi hoc kién thirc chuyén sau Pao tao k¥ ning thiét ké chién lugc CX
sang tao, ung dung cong ngh¢ (AL, CRM, Big Data), do luong trai nghiém qua NPS,
CSAT, CES, va cap nhat xu huéng moéi nhu da kénh, VR/AR, nham céi thién sy hai
long va trung thanh cua khach hang )
- Trang bi kién thurc vé phéi hop lam Viég nhom, van glung kién }hfrc dﬁrhoc‘nh()m giai
quyét dugc céac tinh huong GV dat ra, biét sang tao dé€ giai quyét cac van dé mdt cach
hiéu qua. ’ . )
- Van dgng kha nang 01:1a ban than, nhom thuyét trinh mot chu deé cp lién quan dén ngf)i
dung kién thirc ctia budi hoc va phan bién dé cung nhau giai quyét van dé dang thac
mac.
- Phat trién k¥ nang phan tich, 1ap luén, va thuyét trinh hiéu qua.

5. Chuan dau ra cia hoc phan:

Mi Noi dung chuin dau ra
CDR (Bit dau bang dong tir theo thang Bloom)

Kién thire

CLOI1 | Nam viing khai niém va nguyén tac ctia marketing trai nghiém, Cong nghé thong tin

CLO2 | Hiéu hanh vi khach hang va cac yéu té anh hudng dén trai nghiém marketing

CLO3 | Biét cach tich hop cong nghé va dit liéu vao chién luoc trai nghiém khach hang
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Ma Noi dung chuin dau ra
CDR (Bit dau bang dong tir theo thang Bloom)
Ky nang

CLO4 | Phén tich hanh trinh khach hang va cac diém cham

CLO5 | Thiét ké trai nghiém khach hang séng tao va hiéu qua, Do luong va cai thién trai
nghiém thong qua cac chi so.

CLO6 Ph(f)i hop lam viéc nhom, van dung kién thirc d3 hoc nhém giai quyét duoc cac tinh
huong GV dat ra.

CLO7 | Van dung kha nang cta ban than, nhém thuyét trinh mot chu dé co lién quan dén noi
dung kién thure ctia budi hoc va phéan bién dé cung nhau giai quyét van dé dang thac

mac.

Mirc d6 tuw chi va trach nhiém

CLOS | Thé hién thai d6 hoc tap nghiém tuc, c6 tinh than trach nhiém, tu danh gia diéu chinh
trong hoc tap. Phat trién tu duy sdng tao va linh hoat trong gidi quy¢t van dé.

Ma tran lién két gitra Chuédn diu ra chwong trinh dio tao va Chuin dau ra hoc

phﬁn

Chuin diu CLOI1 CLO2 | CLO3 | CLO4 | CLOS |CLO6 | CLO7 | CLOS8
ra
PLO3 X X X
PLO2 X X X X X X
PLO4 X X X X X
PLOS X X X X X X
PLO6 X X X

Ghi chu: PLOs (ProgrammeLearningQOutcomes): Chudn dau ra ciap CTDT

CLOs (Course LearningOutcomes): Chudn dau ra hoc phan

6. Noi dung chi tiét ciia hoc phin

6.1. Ly thuyét

Chuong Noi dung Pap ing CLOs
Chwong 1 | Tong quan Marketing CLO1
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1.1

binh nghia marketing trai nghiém va su khac biét voi
marketing truyén thong

1.2

Vai tro ciia CX trong viéc xay dung thuong hi¢u

1.3

Tac dong ctia CX dén sy hai long va trung thanh cia khach
hang

1.4

Céac yéu to tao nén trai nghiém

Chuong 2

Hanh vi khach hang va cac yéu t6 anh huéng

CLO2,3,4,5

2.1

Tam ly khach hang va dong co mua sam

2.2

Anh huong cua van hoa, xa hdi dén hanh vi tiéu dung

23

Céc giai doan trong qua trinh quyét dinh mua hang

2.4

Vai tro cua cam xuc trong trai nghi¢m khach hang

2.5

MGdi lién hé giita sy hai 1ong va trung thanh

Chuong 3

Hanbh trinh khach hang

CLO3,4,5,7

3.1

Céc giai doan trong hanh trinh tiép can khach hang

3.2

Vai tro cua cac diém cham trong viéc dinh hinh CX

3.3

Phuong phap xéac dinh va phan loai diém cham

34

Bén d6 hanh trinh khach hang trong marketing

3.5

Théch thirc khi xay dung va dp dung ban do hanh trinh

Chuong 4

Thiét ké trii nghiém khach hang

CLO2,3,4,5,7

4.1

Céc nguyén tic co ban cua thiét ké CX

4.2

Tam quan trong cia ca nhan hoa trong CX

4.3

Anh hudng cia yéu to giac quan (hinh anh, 4m thanh) dén
trai nghiém

4.4

Thiét ké trai nghiém sang tao( kho khin)

Chuong 5

Cong nghé trong Marketing Trai nghiém

CLO2,3,4,5,7

5.1

Ung dung AI va chatbot cai thién twong tac khach hang

5.2

Tam quan trong ctia CRM trong quan 1y quan hé khach
hang

5.3

Vai trd ciia Big Data trong viéc hiéu hanh vi khach hang

54

Tam quan trong cua trai nghiém da kénh lién mach

5.5

Tich hgp cong nghé vao CX

Chuong 6

Do lwdng trai nghiém khach hang

CLO2,3,4,5,7

6.1

Y nghia va cach tinh chi s6 NPS

6.2

Ung dung cua CSAT trong do luong sy hai long

6.3

Vai tro ciia CES trong danh gié sy tién loi

6.4

Phuong phap hiéu qua dé thu thap phan hoi khach hang

6.5

Céach phan tich dir liéu dé cai thién trai nghiém

Chuong 7

Chién lwgc cii thién trai nghiém khach hang

CLO2,3,4,5,7

7.1

Céc budc xay dung chién luge CX hiéu qua

7.2

Tam quan trong cta van hoa doanh nghiép trong CX

7.3

Phuong phap xur Iy phan nan cua khach hang

7.4

Céch quan 1y khing hoang lién quan dén trai nghiém

7.5

Loi ich cda chién lvgc CX d61 voi doanh
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Chuong 8 | Xu hwéng méi trong Marketing Trai nghi€ém CLO23,4,5,7
8.1 | Tac dong cua qua trinh s6 hoa dén hanh vi va ky vong
khach hang.
8.2 | Loi ich va han ché ciia VR, AR trong viéc nang cao trai
nghiém
8.3 | Vai tro cua tinh bén vimng trong viéc dinh hinh CX twong
lai.
8.4 | Xu hudng ca nhan hda sau hon nho dir liéu va cong nghé.
Thach thirc khi 4p dung cac cong nghé méi vao chién lugc
CX.
Chuong 9 Quan ly khiing hoang trong trii nghiém khach CLO2,3,4,5,6,7
hang
9.1 | Cac nguyén nhan pho bién dan dén khung hoang CX
9.2 | Tac dong cua khung hoang dén hinh anh thuong hiéu va
long trung thanh
9.3 | Cac budc xay dung ké hoach quan 1y khing hoang hiéu
qua
9.4 | Vai tro ctia giao tiép minh bach trong xir 1y khiing hoang
9.5 | Chién lugc khoi phuc niém tin va cai thién CX sau khung
hodng
Chwong 10 | Thuec té trai nghi¢ém marketing vao doanh nghiép CLO2,3,4,5,6,7
trong thoi dai sé
10.1 | Phuong phap xac dinh cc van dé CX cu thé cta doanh
nghiép
10.2 | Cach thu thap va phan tich dir liéu dé danh gia trai nghiém
10.3 | Cac budc xay dung dé xuat cai thién CX thyc té, kha thi
10.4 | Thach thic khi ap dung ly thuyét vao bdi canh doanh
nghiép thuc té
10.5 | Loi ich ctia dy an thyc té trong phat trién k¥ ning nghé
nghiép

6.2. Thuc hanh

Noi dung Pap tng CLOs
6.2.1. | Bai tap ca nhan
Nguoi hoc hiéu 1y thuyét va van dung né vao bai lam, lién | CLO1,2,3,4,7
hé thuc te.
6.2.2. | Bai tap nhom

- Nguoi hoc kha nang lam viéc nhom, tim hiéu kién thic | CLOS5,6,7

va gop y xay dung bai.

- Céc nhom béo cao ket qua lam viée trude 16p.

7. Phan bo thoi gian theo tiét va diéu kién thwe hién:
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S6 tiét tin chi

Chuwong Tén chwong Ly Bai | Thue | Tu . Ghi chu
A A by ) ’ Tﬁng
thuyét | tap | hanh | hoc

1 Téong quan Marketing 3 6 9
Hanh vi khach hang va

2 cac yeu to anh hwéong 2 2 8 12

3 Hanh trinh khach hang 3 6 9

4 Thiét ké trai nghiém 3 6 9
khach hang

5 Cong nghé trong o) 3 10 15
Marketing Trai nghiém

6 Po ludng trai nghiém 3 ) 10 15
khach hang
trai nghiém khach hang
Xu huwédng méi trong

8 Marketing Trai nghiém 3 2 10 15
Quan ly khiing hodng

9 trong trai nghiém khach 3 2 10 15
hang
Thue té trai nghiém

10 marketing vao doanh 3 4 14 21
nghiép trong thoi dai sb

Tong 28 17 90 | 135

CAC CHU PE THAO LUAN VA TIEU LUAN

1. Tim hiéu, phan tich va dua ra cic nhan xét danh gia vé cac hoat dong marketing

trai nghiém cua cac doanh nghi¢p hién nay

Sinh vién s& 1am viéc nhom, trinh bay ¥ kién, va phan bién 1an nhau
Tac dong cua cong nghé (Al chatbot, CRM, Big Data) dén trai nghiém khach hang
Xu huéng cong nghé méi va tac dong dén trai nghiém khach hang.
Chon doanh nghiép va phan tich cac chién lugc marketing trdi nghiém ctia doanh

UIEECNS

nghiép do, dua ra bai hoc kinh nghiém.

8. Phwong phap giang day:

Giang vién giang day véi sy két hop ciia mot s phuong phap sau:

- Giang
- Thuyét trinh

- Héi lai hodc van dap
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- Doc va tom lugc ndi dung tai licu

- Dodng ndo nhanh (bai tap tu duy ca nhan)
- Giao bai doc vé nha

- Huéng dan tu hoc

- Thao luan nhom

- Giai quyét cac tinh huéng mén hoc

- Tiéu luan

Ma tran lién két gitra Chuédn diu ra véi phwong phap giang day

Phuong phép 3 S 3 3 S S S
giang day S S S S S S 3
Gidng X
Thuyét trinh X X X X X
Hoi lald lggac van % % % % X
Poc va tom luoc X X X X X
ndi dung tai li¢u
Dong nao nhanh
(bai tap tu duy ca X X X X X
nhan)
Giao brflﬁ 2‘fl()c ve X X X X X
H‘Im}lgo‘clan t X X X X X
Thao luan nhém X X X X X X
Giai quyét cac
tinh huong mon X X X X X X
hoc
Tiéu luan X X X X X X

9. Phwong phap hoc tap
Sinh vién hoc tap véi su két hop cia mot sé phuwong phap sau:
- Thuyét trinh
- Lam viéc nhém
- Ty hoc, tu nghién ctru
- Tiéu luan

- Baitap
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- Doc va tom lugc ndi dung tai licu

- Dodng ndo nhanh (bai tap tu duy ca nhan)
- Doc bai 6 nha

- Huéng dan tu hoc

- Thao luan nhom

- Giai quyét cac tinh huéng mén hoc

Ma tran lién két gitra Chuédn diu ra véi phwong phap hoc tip

, v (ol en < w & -
egpiip | 3 [ 8 18 T & B8 O[B
hoc tap o o o o o o )
Thuyét trinh X X X X X X
Lam viee X X X X X X
nhom
Tu hoc, tw X X X X
nghién clru
Tiéu luan X X X X X X
Bai tap X X X X
Doc va tom
luge ndi dung X X X X
tai liéu
Dong nao
nhanh (bai :[ap X X X X
tu duy ca
nhan)
Poc bai ¢ nha X X X X
Tu hoc X X X X
Thaor luan X X X X X
nhom
Giai quyét cac
tinh huong X X X X X
mon hoc

10. Nhiém vu cua sinh vién

- Chudong t6 chirc thuc hién gio tu hoc.

- Tham gia day du cac gio 1én 16p va gid thuyét trinh (sinh vién chi duoc ving
mat toi da 20% thoi gian 1€n 16p cia hoc phan).

- Poc tai lidu tham khao bat budc va bo tro do giang vién gi6i thiéu.

- Hoan thanh day du cac bai tdp c4 nhan, bai tip nhom.
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- Tham gia 1am bai tiéu luan thay thé cho thi két thiic hoc phan.

- Lam viéc nhom, co tinh than trach nhiém cao.

11. Thang diém danh gia: Diém danh gia qua trinh va diém tham gia 1am bai tiéu luan
thay cho thi két thiic hoc phan dugc chdm theo thang diém 10 (tir 0 dén 10), 1am tron
dén 1 chir s6 thap phan.

12. Phwong phap kiém tra, dinh gia két qua hoc tip

Sinh vién duoc danh gia két qua hoc tap trén co sé hai diém thanh phan nhu sau:

1.
a. Diém chuyén can: trong s6 10%
b.

Noo

Ma trin quan hé giita Chuin diu ra va phwong phap kiém tra, danh gia
— wn o T~

Piém danh gia qua trinh: trong s6 40% bao gom:

Diém kiém tra thuong xuyén: trong s6 10%
Diém thuyét trinh, lam viéc nhom: trong s6 20%.
Piém thi két thiic hoc phan: trong sé 60%

Hinh thtre thi: Tiéu lugn.

~ ” (o e -t
Hinh thire S S S S S S S
danh gia O O O O O O O
Tiéu luan X X X X X X X
Thuyét trinh X X X X X X
Bai tap X X X X X X
Du 16p X X

13. Tai liéu phuc vu cho hoc phan (cAc tai liéu xuit ban tir nim 2017 tré lai dy va
cung cip dwoge cho Trung tim Hoc liéu noi dit tai lidu)

Tap bai giang Quan tri Marketing khoa Kinh t& quan tri(2023), lvu hanh ndi bo.
Tap bai giang Marketing cin ban khoa Kinh té quan tri(2020), luu hanh ndi bo
13.1. Tai li€éu chinh

Schmitt, B. H. (2003). Customer experience management: A revolutionary approach
to connecting with your customers. Wiley.

13.2. Tai liéu tham khdo

Manning, H., & Bodine, K. (2012). Outside in: The power of putting customers at the
center of your business. New Harvest

Dixon, M. (2013). The effortless experience: Conquering the new battleground for
customer loyalty. Portfolio / Penguin.

Conten marketing trong ky nguyén trai nghiém khach hang, Ngan Giang dich, NXH

Lao dong.
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Nguyén, D. C. (2023). Trai nghiém khach hang xudt sic: Con duong xay dung loi thé canh
tranh vuot trdi trong thoi dai so. Saigon Books.

TP.H6 Chi Minh, ngay 01 thang 06 nam 2025

Duyét Truwéng B6 mon Giang vién bién soan

(Ky va ghi 10 ho tén) (Ky va ghi 10 ho tén)

Phan Thi Kim Xuyén
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