Hé tro’ 6n tap [DE CWONG CHIPONG TRINH DAI HOC]

pé thi trac nghiém
moén Quadn tri dich vu

CAU HOI
1. Dich vu la:

1. Hang hoéa vo hinh
2. Nhirng hanh vi

3. Nhirng hoat déng
4. Cau b va c dung

Dap an: caud
2. Ban chét cla dich vu la:

1. Mét san pham

2. M6t qua trinh bao gdm nhiéu giai doan

3. Kho gitr virng céc tiéu chuan vé kiém soat chat lwong
4. Tt ca céac cau trén déu dung

Pap an: cau d
3. B6n déc diém co ban cla dich vu la:

1. Tinh v6 hinh, tinh khong dodng nhét, tinh bat kha phan & tinh d& phan

gg%ﬁh hiru hinh, tinh khdng tén kho, tinh bat kha phan & tinh khéng déng

gh'?'tlnh vo hinh, tinh khéng ton kho, tinh khéng s& hiru & tinh bat kha

Et"all'?nh vo hinh, tinh khédng déng nhét, tinh khdng s& hiru & tinh dé phan
ay.

Dap an: cau a

4. Marketing twong tac la:
1. Marketing quan hé

2. Marketing giao dich

3. M,arketin‘g ndi bo
4. Tat ca deu sai
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Dap an: caub

5. Marketing mix dich vu la tap hgp nhirng cdng cu marketing theo 4 yé'u,
to goi la 4 P ( Product, Price, Place va Promotion) ma cong ty s dung dé
theo dudi nhirng muc tiéu marketing ctia minh trén thj tryd&ng muc tiéu.

1. Bung

2. Sai o

3. Theo 6 yéu t6 (6P)

4. Theo 7 yeu té (7P)

Dap an: caud

6. Marketing hén hop dich vu bao gém:

Pap an: cauc

7. Yéu t6 con nguoi (People) trong marketing dich vu la:
1. Nhan vién

2. Khach hang

3. Théng dat van hoa va gia tri

4. Tat ca cac cau trén

Dap an: caud

8. Lam thé nao dé tré nén tét hon so vai dbi tha canh tranh:
1. Ban ré hon

2. Thong tin nhanh hon

3. Ban san pham chat lwvgng cao hon

4. Lam dung diéu khach hang can

Pap an: cau d

9. Muc tiéu chi yéu ctia khuyén mai la gi?

1. Tang danh tiéng nhan hiéu

2. Tao thién cam
3. Thay dbi nhan thirc ctia khach hang
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4. Pdy manh tiéu thu hang héa

Dap an: caud

10. Tam giac marketing dich vu bao gém:

1. Internal marketing, External marketing & Service marketing

2. Internal marketing, External marketing & Interactive marketing
3. Internal marketing, Relationship marketing & Interactive marketing
4. Internal marketing, Service marketing & Relationship marketing
Dap an: caub

11. Thi trwdng hoat dong cliia marketing dich vu:

1. Thi trwdng khach hang & thi trwdng ndi bo

2. Thi trwong cung tng & thi trwong trung gian

3. Thi trvong tuyén dung & thi trwong quyen lwc

4. Tat ca cac cau trén

Dap an: caud

12. Khach hang mua hang hoéa hay dich vu chinh [a mua nhirng tién ich,
gia tri va:

1. Gia trj tuyét ddi
2. Gia trj gia tang
3. Gia tri cong thém
4. Gia tri m&i

Dap an: caub

13. Marketing hén hop dich vu bao gdm:

1. Product, Price, Place, Promotion

2. Product, Price, Place, Promotion, Package, People, Process

3. Product, Price, Place, Promotion, People, Process, Customer service
4. Product, Price, Place, Promotion, People, Process, Physical evidence
Pap an: cau d

14. Chirng c& hiru hinh (Physical Evidence) trong marketing dich vy, gém:
1. Thiét ké phuong tién, nhan vién, trang thiét bi, d4u hiéu

2. Trang thiét bi, dau hiéu, bai d6 xe, phong canh, trang phuc nhan vién
3. Thiét ké phwong tién, may maoc, cach bai tri, nhan vién, dong phuc
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4. Danh thiép, déng phuc, cac chi dan, nhiét do, quy trinh hoat déng
Dap an:caub

15. Can clr dé xay dwng muc tiéu dich vu la:

1. Str mang

2. Chién lwvogc

3. Cac gia tri

4. Tat ca cac cau trén

Dap an: cau d

16. Dbi v&i ngudi tiéu dung dich vu, gia dich vu bao gbm:

1. Gia tham khé‘o va Chi phi phi t[én té

2. Chi phi phi tién té va Chi phi tien té

3. Gia tham khé‘o va Chi phi tién té

4. Chi phi phi tién té va gia dich vu

Dap an: cau a

17. Yéu t6 nao anh hudng dén Marketing ma Cty c6 thé kiém soat dwoc?
1. Dbi tha canh tranh

2. Chinh phu

3. Cac lyc lvong xa hoi

4. Nhén vién ban hang

Pap an: cau d

18. Thi trwéng muc tiéu cla cdng ty bao gébm:

1. Moi khach hang cé nhu cau

2. Khach hang cé strc mua

3. Nhirng khach hang ma doanh nghiép tap trung cac hoat déng
Marketing

4. Khach hang trung thanh

Pap an: cau c

19. Cdng cu chiéu thi Marketing gém co:

1. Quang céo, marketing truc tiép, quan hé céng chung (PR)

2. Quang cao, quan hé cong chung, ban hang tryc tiép
3. Quang céao, quan hé cdng chung, khuyén mai
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4. Céac cau trén déu ding
Dap an: caud

20. La mot doanh nghiép dich vu vira & nhd, dich vu ctia ban khéng phai
ai cling co thé st dung. Dé gidi thiéu dich vu ciia minh mdt cach hiéu qua
nhat, ban phai lam cach nao:

1. Thyc hién moét chwong trinh quang cao trén TV

2. Gui thw truc tiép dén cac khach hang da dwoc lwa chon
3. T6 chirc cac sw kién dé thu hat nhiéu ngudi dén xem

4. Quang cao trén cac bao

DPap an: caub )
21. Mét dich vu co chat lveng la:

1. Dich vu dap (rng dwoc s mong dgi ciia khach hang

2. Dich vu c6 chi phi thap

3. Dich vu dap &rng va vuwot qua dwoc sw ky vong cua khach hang

4. Dich vu khac biét so v&i dbi thu canh tranh va quan trong dbi véi khach
hang

Dap an: cauc
22. Binh vj dich vu tét:

1. Gitp doanh nghiép kiém dwoc Igi nhuan nhiéu hon dbi tha
2. Giup ngwdi mua phan biét dé dang & chinh xac dich vu

3. Giup tao ra sw khac biét vé dich vu trong tam tri khach hang
4. Cau b va cau c dung

Pap an: cau d

23. B6n chién lwoc téng quat ma cac doanh nghiép kinh doanh dich vu c6 thé
Iwa chon la:

1. Differentiation, Cost leadership, Technology Innovation, Customer
Intimacy.

2. Overall - Differentiation, Focusing - Differentiation, Operational Excellence,
Technology Innovation.

3. Overall — Cost leadership, Overall — Differentiation, Customer Intimacy,
Operational Excellence.

4. Tht ca déu sai

Dap an: cau d
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24. Bbn chién lwoc tdng quat ma cac doanh nghiép kinh doanh dich vu c6é thé
Iwa chon la:

1. Overall - Differentiation, Focusing - Differentiation, Operational Excellence,
Technology Innovation.

2. Overall — Cost leadership, Overall — Differentiation, Customer Intimacy,
Operational Excellence.

3. Overall — Cost leadership, Focusing — Cost leadership, Overall —
Differentiation, Focusing — Differentiation

4. Leader, Challenger, Follower, Nicher

Pap an: cau c

25. Ngay nay, chu ky séng ctia san pham/dich vu ngay cang ngan lai la bdi
Vi:

1. Sw phat trién clGia cong nghé

2. Sw canh tranh clia cac doanh nghiép

3. Nhu cau cta nguoi tiéu dung

4. Tat ca cac dap an trén

Dap an: caud
26. Trong ma tran Ansoff, cac chién lwoc marketing gém:

1. Phat trién san pham, phat trién thi trwong, phat trién khach hang va da
dang héa.

2. Xam nhap thi trwéng, phat trién thj trwdng, phat trién sdn phadm va da dang
hoéa.

3. Xam nhap thj trwérng, phat trién khach hang, phat trién san phdm va da
dang héa.

4. Phat trién thi treong, phat trién san pham, da dang hoa va phat trién thi
phan.

Pap an: caub

27. Yéu td c6 anh hwéng truc tiép téi kha nang thu lgi nhuan cia doanh
nghiép kinh doanh dich vu:

1. Khach hang

2.boitha .
3. Chu ky song cua san pham
4. Nha cung cap

Pap éan: cau c

28. Vi xu huwéng doi sdng clia san phdm/dich vy ngay cang ngén lai, cac
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nha marketing can phai:

1. C6 géng kéo dai chu ky séng clia s&n pham/dich vu cang lau cang tbt.
2. Rat ngan giai doan suy thoai cang ngan cang tét

3. Kéo dai giai doan tang trwdng cang lau cang tbt

4. Rat ngan giai doan phat trién & kéo dai giai doan bao hoa

Dap an: céu c
29. Chu ky sbng ctia san pham dich vu gdm co:

1. 3 giai doan
2. 4 giai doan
3. 5 giai doan
4. 6 giai doan

Dap an: cauc

30. Dich vu mang lai gia tri nham théa man mong doi cbt 16i ciia khach hang
goi la:

1. Dich vu cbt I6i

2. Dich vu chinh

3. Dich vu phu

4. Dich vu c6ng thém

Dap an: caub

31. Nhirng dich vu gitp khach hang cé cdm nhan tét hon vé dich vu cbt 16i
goi la:

1. Dich vu bao quanh
2. Dich vu chinh

3. Dich vu phu

4. Dich vu c6ng thém

Dap an: cau a
32. Bé gia tang loi nhuan cho doanh nghiép, nha lam marketing phai:

1. Rat ngan giai doan gi¢i thiéu san phdm trong chu ky séng sédn pham cang
ngan cang tét.

2. Kéo dai giai doan tang trwdng clia san pham cang lau cang tét.

3. Kéo dai giai doan bdo hoa ctia san phdm cang lau cang tét.

4. Rut ngén giai doan suy thoai cia s&n phadm cang ngan cang tét.
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Dap an:caub

33. Trong mai trdng canh tranh ngay nay, cac giai doan cta chu ky séng
cua san pham, giai doan nao la quan trong nhat:

1. Khéi xwdng
2. Gigi thiéu
3. Phat trién
4. Tang trwdng

Dap an: cau a

34. Ngudi tieu dung phan biét dich vu ciia doanh nghiép théng qua sw khac
biét:

1. Gi4 va chi phi

2. Hiéu qua va gia

3. Gia va thoéng tin

4. Hiéu qua va gia tri gia tang

Dap an: caud

35. Thanh vién trwc tiép tham gia k&nh phan phdi bao goém:

1. Céac trung gian va nguwoi tiéu dung.

2. Nhan vién cung ng, cac trung gian va ngudi tiéu dung

3. Nhan vién cung rng va nguoi tiéu dung

4. Nhan vién cung wrng, cac trung gian, ngui ti€u dung va ngwdi moi gidi

Pap an: caub

36. Trong Marketing dich vu, c6 2 loai kénh phan phbi:
1. Kénh 1 cép va kénh nhiéu cap

2. Kénh tryc tiép va kénh gian tiép

3. Ca 2 dung

4.Ca2sai

Dap an: caub

37. Nhirng yéu t6 nao sau day khéng anh huéng truc tiép dén qua trinh dinh
gia dich vu:

1. Chu ky sbng, d6 co gian
2. Cung cau S
3. Hién trang kinh te, yéu t6 dau vao
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4. Thoéng tin, chi phi chim

Dap an: caud

38. Béi vai dich vu tw vAn doanh nghiép, dich vu mong doi la:
1. Tw van chuyén nghiép

2. Nhan sy chuyén nghiép

3. Dich vy dang tin cay

4. Cau a & cau c dung

Dap an: cau d

39. Dich vu nao sau day goi la dich vu gia tang cta dich vu cat/ubn téc:
1. Tho gidi

2. Kinh doanh lau nam

3. Co tri liéu sac er

4. Cac cau trén déu dung

Dap an: cauc

40. Dich vu nao sau day co thé chiém 70% chi phi ctia dich vu nhung tac
déng dé khach hang nhan biét dich vu thwong chi chiém khoang 30%:

1. Dich vu bao quanh
2. Dich vu cbt 16i

3. Dich vu phu

4. Dich vu c6ng thém

Dap an: caub

41.Y twdng phat trién dich vu co thé dén tu:

1. Nguén nodi bo

2. Khach hang

3. Nha phéan phoi

4. Tat ca cac cau trén

Pap an: cau d

42. Trong Marketing dich vy, con ngu®i bao gom:
1. Khach hang, cac nha trung gian

2. Khach hang va toan bd can bd nhan vién trong céng ty.
3. Khach hang, cac nha trung gian, va toan bd can bd nhan vién trong céng
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ty.
4. Khach hang bén trong, cac nha trung gian va khach hang bén ngoai

Dap an: céu c
43. Khac véi sdn phdm hang héa hivu hinh:

1. Chét lwong dich vu khé xac dinh, khé kiém soat

2. Kho kiém soat, chwa co chién lwoc quan ly hiéu qua

3. Chwa c6 chién lwoc quan Iy hiéu qua, chat lwong dich vu khé xac dinh

4. Chét lwvong dich vu kho xac dinh, kho kiém soat, chwa co chién lwoc quan
ly hiéu qua

Pap an: caud
44. Pé quan ly chat lwong dich vu, nguoi ta thweng ap dung cac chién luvoc

nao sau day:

1. Quan ly sw khac biét, Quan ly nang suét, Chién lwoc nhan sw

2. Quan ly nang suét, Chién lwoc hau mai, Quan ly sw khac biét

3. Chién lwoc hau mai, Quan ly sy khac biét, Chién lwoc canh tranh
4. Quan ly nang suéat, Chién lwo'c hau mai, Chién lvoc gia

Pap an: caub

45. M6 hinh 5 16 hdng 18 mé hinh khac biét vé hiéu biét va cdm nhan vé chét
lwgng dich vu gitra:

1. Khach hang va nha cung cap

2. Khach hang va trung gian

3. Khach hang va khach hang

4. Khach hang, Trung gian, Nha cung cip

Pap an: cau a

46. Pac tinh 1am dich vu khac biét phai thda man nhirng tiéu chuan:
1. Quan trong ddi véi khach hang

2. Khac biét so v&i cac san pham da cé

3. Uu viét

4. Tat ca cac cau trén

Dap an: cau d

47. Dé thyc hién chién lwoc dinh vi, doanh nghiép phai dwa ra dwoc nhivng
dac tinh co ban cua dich vu phu hop véi:
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1. Chién Iwoc dich vu cta doanh nghiép
2. Nhu cau ctia khach hang

3. Dich vu clia déi tha canh tranh

4. Ky vong cua khach hang

Dap an:caub

48. Hoat ddng giao tiép ca nhan dich vu la hoat déng:

1. San xuat & ban dich vu

2. Phan phoi & chuyén giao dich vu

3. 8an xuat, phan phdi & ban dich vu

4. San xuat, phan phdi & chuyén giao dich vu

Pap an: cau c

49. Chuyén giao dich vu 1a qua trinh:

1. Sang tao dich vu

2. Cung tng dich vu . .

3. 8an xuat, phan phoi & to chtrc chuyén giao dich vy

4. San xuat & ban dich vu

Dap an: cauc

50. Ca nhan hoa dich vu la:

1. Nhan vién cung &ng dy doan nhu cau ctia khach hang dé thwc hién dich
vu

2. Nhan vién cung (rng tw phat trién dich vu theo y riéng’cﬂa minh
3. Nhén vién cung rng phéi dwa vao kich ban dich vu dé thwc hién dich vu
4. Tat ca cac cau trén deu dung

Dap an: cau a

51. Dich vu c6 chét lwong 1a dich vu ma khach hang nhan dwoc co:
1. Gia tri nhan duwoc Ié:n hon gia tri mong doi

2. Gia tri nhan dwoc bang gia tri mong doii

3. Gia tri nhan dwo’q I&n hon hoac bang gia tri mong doi

4. Cau a va cau c déu dung

Pap an: cau d

52. Giao tiép ca nhan dich vu, cudc chién tir ba phia, bao gém:
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1. Doanh nghiép, khach hang va dbi tha canh tranh
2. Doanh nghiép, nhan vién va Khach hang

3. Khach hang, nhan vién va doi tha canh tranh

4. Doanh nghiép, doi tha canh tranh va nhan vién
Dap an:caub

53. M6 hinh 516 héng bao gém :

a. 116 hdng khach hang va 4 16 héng nha cung cp
b. 116 hdng nha cung cép va 4 16 hdng khach hang
c. 2 16 héng khach hang va 3 16 hdng nha cung cap
d. 316 hdng khach hang va 2 16 héng nha cung cp
Dap an: cau a

54. L6 hdng khach hang:

a. Su khac biét gitra nhirng ky vong va nhan thirc ciia khach hang

b. Sy khac biét gira nhirng ky vong va nhan thlrc cia khach hang va cua
cong ty.

c. Sy khac biét gitra nhirng ky vong va nhan thirc cta cong ty
d. Ca 3 sai
Pap an: cau a

55. Trong Marketing dich vu, ’Ehuc hién va chuyén giao dich vy chuédn muc la
mot phwong tién chia khoa deé :

a. Khép 16 hdng sb 1
b. Khép 16 hdng sb 2
c. Khép 16 héng s6 3
d. Khép 16 hdng sb 4

Pap an: céu c
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56. Trong Marketing dich vu, cac cong cu kich thict\ tiéu thy, dinh gia va cac
ching cwr vat chat la mét phwong tién chia khoa dé:

a. Khép 16 hdng sb 1
b. Khép 16 hdng sb 2
c. Khép 16 héng s6 3
d. Khép 16 hdng sb 4
Dap an: cau d

57. L héng thir 3 (khoang cach gitra tiéu chuén theo khach hang va phan
phdi dich vuy) dwoc hiéu la doanh nghiép:

1. Khéng hiéu s mong doi ctia khach hang

2. Khéng cé tiéu chuan dich vu khach hang hodc tiéu chuan khéng dap tng
dwoc mong doi cta khach hang

3. Khong thyc hién dung tiéu chuan dé ra

4. Khéng théng bao day du tiéu chuan dich vu khach hang dén khach hang

Dap an: cauc

58. Nguyén nhan dan dén 16 héng thir nhat (doanh nghiép khéng hiéu sw
mong doi cia khach hang) la do:

1. Thiéu dinh hwéng marketing

2. Thiéu nhirng chuan muwc theo suy nghi ctia khach hang
3. Thiéu chinh sach nguén nhan luwc

4. Théng dat theo chiéu ngang khéng twong thich

Dap an: cau a

59. Nguyén nhan dan dén 16 héng thr 2 (doanh nghiép khéng cé tiéu chuén
dich vu theo mong dgi clia khach hang) la do:

1. Thiéu kénh théng dat

2. Thiét ké dich vu nghéo nan

3. Khach hang khong dap wng vai trd
4. T4t ca cac cau trén déu sai

Dap an: caub S )
60. Nguyén nhan dan dén [0 hdng thtr 4 (doanh nghiép khong thong bao day
da tiéu chuan dich vu dén khach hang) la do:
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1. Quan tri nhirng ky vong khong hiéu qua

2. Doanh nghiép qua ba hoa

3. Théng dat theo chiéu ngang khéng twong thich
4. T4t ca cac cau trén déu dung

Dap an: caud

61. Gia cla dich vu la:

1. Khéi lwong tién ma nguwoi tiéu dung bd ra d& nhan dwoc loi ich khi siv
dung dich vu.

2. Nhirng loi ich ma dich vu mang lai cho nguoi sty dung.

3. Chi phi san xuat cong thém mot mire Igi nhuén cua doanh nghiép.
4. Tat ca céac cau trén deu dung

Dap an: cau a

62. Dich vu thda man nhu cau cta khach hang théng qua:

1. Cac dac tinh

2. Cacloiich )

3. Caavab deu ding

4. Ca avab déu sai

Dapan:caub

63. Khach hang s& mua dich vu néu :

1. Gia tri cdm nhan cla dich vu bang gia cta dich vu

2. Gia cua dich vu I&n hon gia tri cdm nhan cda dich vu

3.Gia ctia dich vu nhé hon gia tri cam nhan cua dich vu

4. Tat ca cac cau trén déu sai

Papan:cauc

64. Giai phap dé 14p 16 héng thr 3 (doanh nghiép khéng thue hién dung cac
tiéu chuan de ra):

1. Thiét ké dich vu theo ky vong clia khach hang

2. Xay dwng chinh sach nguon nhan Iyc hiéu qua

3. C6 bién phap kich thich khach hang dap wng vai tro
4. Cau b va céu c dung

Pap an: cau d

65. Ba muc tiéu co ban cua chiéu thj 1a théng tin, thuyét phuc va:



Hé tro’ 6n tap [DE CWONG CHIPONG TRINH DAI HOC]

1. Quang ba

2. Nhac nhé

3. Kich thich tiéu dung

4. Xay dwng thwong hiéu

Dap an:caub

66. Mau thuan theo kénh phan phéi chiéu doc la mau thuan gita:
1. Nha cung trng va nha phan phoi

2. Nha phan phoi va cac dai ly

3. Cac dai ly v&i nhau

4. Cau a va cau b dung

Pap an: cau d

67. Nhirng yéu té6 quyét dinh chét lwong dich vu:

1. Giao tiép, tinh tin cay, tinh s&n sang, sy hiéu biét khach hang.
2. Nhan vién, uy tin doanh nghiép, gia ca, quang cao

3. Sy an toan, tinh htru hinh hoéa, khuyén mai, giao tiep

4. Gia ca, quang cao, khuyén mai, tinh san sang.

Dap an: cau a

68. Trong quy trinh truyén théng thi yéu t6 nao sau day la quan trong nhat:
1. Ngudn xuét phat

2. Kénh truyén théng

3. Théng diép

4. Nguwoi nhan

Pap an: cau c

69. Vai trod hé tro clia nhan vién trong marketing dich vy thé hién &:
1. L& nguoi truc tiép cung trng dich vu cho khach hang.

2. Giup trong viéc trao doi dich vu nhuwng khéng tham gia vao doé.
3. Lam cho qua trinh giao dich dich vu thuan tién hon.

4. Tham gia mét phan vao dich vu

Dap an: caub

70. Muc tiéu dau tién cia marketing quan hé 1a xay dwng va duy tri nhirng
khach hang cii chung thay - ngui tao ra loi nhuan cho té chire.
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1. Bung

2. Sai

3. Tim khach hang moi

4. Tim khach hang ci va maoi

Dap an: cau a
71. Trong kinh doanh dich vu, chét lwong dich vu phan I1&n duoc tao ra béi:

1. Khach hang

2. Nhan vién cung trng
3. Doanh nghiép

4. Cac trung gian

DPap an: caub
72. M0 ta cong viéc la cong viéc thudc giai doan nao trong cac giai doan

tuyén md nhan vién:

1. Giai doan dau

2. Giai doan lwa chon
3. Giai doan theo doi
4. T4t ca céac giai doan

Pap an: cau a

73. Dé tuyén dung mét nhan vién cé nang lwc dap rng yéu cau cong viéc,
nha tuyén dung thuwdng doi hdi cac yéu té nao?

1. Tinh cach va quan diém ca nhan
2. Kinh nghiém

3. Kién thwc chuyén moén

4. T4t ca cac cau trén

Pap an: cau d

74. Piéu gi tao nén sy ky vong cta khach hang
1. Kinh nghiém tiéu dung

2. Tam ly ca nhan

3. Théng tin truyén miéng

4. Ca 3 cau trén

Dap an: cau d
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75. Loi ich cho cong ty khi duy tri khach hang:

a. Giam phi, gia tang strc mua

b. Quang cdo truyén miéng mién phi

c. Duy tri nhan vién, tang gia tri chu ky sdng ctia khach hang
d. Ca 3 cau trén

Dap an: caud

76. Muc tiéu dau tién ctia marketing quan hé 1a:

a. Xay dwng va duy tri nhirng khach hang chung thay

b. Tim khach hang maoi

3. Xay dwng, duy tri khach hang cd, tim khach hang mai
4. Ca 3 sai

Dap an: cau a

77. Duy tri mdi quan hé khach hang sé:

a. Mang lai lgi ich cho cong ty

b. Mang lai lgi ich cho khach hang

c. Ca2dung

d. Ca 2 sai

Pap an: cau c

78. Muc tiéu cua hoat dong Marketing la cung cép cho khach hang:
1. Nhirng gi ho can & murc gia thich hop

2. Nhﬂ’ng gi ho can moijuc, moi Noi

3. Bat ctr nhirng gi ho can dung luc, dung noi

4. Pung san pham ho can, dung luc, dung noi, dang gia tri

Pap an: cau d

79. Do lwérng thanh cong cla chién dich Marketing bang cach nao:

1. Bang doanh thu ban hang
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2. Sy nhan biét nhan hiéu/thvong hiéu tang Ién
3. Tang trwdng thi phan

4. Ca 3 cach trén

Dap an: caud

80. Kich thich khach hang mua nhiéu hon 1a hoat déng:

1. Bong goi
2. Khuyén mai
3. Ban hang
4. Quang cao

DPap an: caub

81. Hoat ddong nao sau day nham khuyéch trwong san pham/dich vu:

1. Khoi day sw quan tam ddi v&i san pham/dich vy

2. Tao long tin cho khach hang doi voi san pham/dich vu va doanh nghiép
3. Cung cap thong tin vé san pham/dich vu va cac lgi ich cia n6

4. Ca 3 cau trén

Dap an: caud

82. Cac muc tiéu tbng quat cla chiéu thi:

1. Thong tin, tang doanh s6, nhac nhé

2. Thong bao, thuyét phuc, so sanh, nhac nhé

3. Thdng bao ve san pham mai, thuyét phuc, nhac nhe

4. Théng bao, thuyét phuc, giai thich vé dich vu

Pap an: caub

83. Giai phap tang nang suét dich vu:

1. Cai thiép chéat lwong cla lwc lwong lao déng

2. Thay doi phwong thire tac dong qua lai gitra khach hang va nguoi cung
cap dich vy

3. Tang soO lwgng lao déng

4. Cau a va cau b dung

Pap an: cau d

84. VAn dé co ban ma doanh nghiép kinh doanh dich vu cé thé gap phai
trong qua trinh tim cach gia tang lgi nhuan:
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1. Gi&i han vé vi tri

2. Gi&i han vé khach hang

3. Bj dbi tht canh tranh

4. Kha nang lam viéc ctia nhan vién

Dap an: cau a
85. Yéu t6 con ngudi trong marketing dich vu bao gém:

1. Khach hang, déi tha canh tranh, doanh nghiép
2. Nhan vién, khach hang, cac trung gian

3. Déi thi canh tranh, nhan vién, cac trung gian
4. Céc trung gian, khach hang, déi tht canh tranh

Dap an: caub
86. Chién lwoc co thé sir dung dé tang loi nhuan cho doanh nghiép dich vu:

1. Pa khu vuc

2. Pa nganh nghé

3. Padich vu

4. T4t ca cac cau trén

Pap an: caud
87. Dau la co hoi dé doanh nghiép tang nang suét dich vu:

1. Khach hang thwong phai dién vao nhirtng méau theo quy dinh nhung khéng
can thiét.

2. Nhan vién luén san sang phuc vu theo yéu cau cta khach hang

3. Nhan vién hién da lam viéc hét nang suét

4. T4t ca cac cau trén déu sai

Pap an: cau a
88. Muc dich cua viéc dat ra quy trinh dich vu la:

1. Bado dam dich vu dwoc cung (rng nhanh nhat, hiéu qua nhat véi chi phi
thap nhét co thé.

2. Cho phép giam sat chét lwong dich vy, tr d6 danh gia dwoc dich vu ca vé
chét lvong & nang suét

3. Gidm thiéu sw khac biét, tr d6 cho phép dinh ngan sach chinh xac & ké
hoach héa nhan suw.

4. TAt ca cac cau trén

Pap an: cau d
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89. Hay chon cau dung tr cac cau nhéan dinh sau:

1. Khach hang la nguwoi 1€ thudc vao doanh nghiép chir khdng phai nguoc lai.
2. Nhiém vu clia doanh nghiép la phai thda man cac nhu cau va mong doi
cua khach hang.

3. Khéng c6 doanh nghiép ctia ching ta thi khach hang khéng thé co6 san
pham dé théa man nhu cau cta minh.

4. Doanh nghiép la ngw¢i lam on cho khach hang khi phuc vu ho.

Dap an:caub
90. Dich vu khach hang la trach nhiém cua:

1. B6 phan dich vu khach hang

2. B6 phan marketing

3. Ban giam déc

4. TAt cad moi nguwoi trong doanh nghiép

Pap an: cau d
91. Dich vu mong doii la:

1. Dich vu ma doanh nghiép muébn cung &ng cho khach hang

2. Dich vu ma khach hang mong mudn nhan dwoc

3. Dich vu ma khach hang sé nhan dwoc

4. Dich vu ma doanh nghiép xay dwng dwa trén sw ky vong cua khach hang

Dap an: caub
92. Pinh gia cdng chi phi 1a phwong phap xac dinh gia bang cach:

1. Céng thém modt phan nhét dinh nao d6 vao chi phi cia dich vu, thuwédng
duwoc xac dinh bang phan tram.

2. Dwa vao gia cta déi tha canh tranh

3. Dwa vao tbng chi phi bién déi trung binh ctia dich vu

4. Dya vao lwong cau cua dich vu trén thi trwéng va chi phi sén xuét

Dap an: cau a

93. Giai phap dé tdng nang suét dich vu rat hiéu qué ma cac doanh nghiép
thuwong it dé y toi:

1. Pau tv nhiéu hon vé céng nghiép va thiét bi
2. Ty ddng hda cac nhiém vu triedc khi giao cho nhan vién
3. Thay dbi phwong thire tac dong qua lai gitra khach hang va nguoi cung
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capdichvu
4. Cai thién chat lwvgng cua lyc lvgng lao dong

Dap an: céu c

94. Van dé doanh nghiép can that sy cha y trong qua trinh giao tiép voi
khach hang.

1. Sw ky vong ctia khach hang vé dich vu

2. Van héa cta khach hang

3. Hanh vi ctdia khach hang

4. Long tin cda khach hang

Pap an: cau b

95. Doanh nghiép lam marketing noi b6 1a d& théa man nhu cau cia:
1. Khach hang

2. Doanh nghiép

3. Nhan vién

4. Tat ca cac cau trén

Dap an: cauc

96. Nhirng nd lwc ctia marketing dich vu thé hién & giai doan:
1. DPanh gia san phém cua khach hang

2. Str dung san pham

3. Mua san pham

4. Tat ca cac giai doan trén

Pap an: cau d

97. Muc tiéu quan trong nhét ctia viéc thwe hién marketing dich vu la:
1. Tang doanh sb ban hang

2. Mang lai nhirng gia tri cho khach hang

3. Thich u’,ng vOi s canh tranh

4. Tang so lwgng khach hang

Dap an: caub

98. Nhiéu khach hang khi str dung dich vu khéng hai ldng nhwng lai khéng
phan nan v&i doanh nghiép la vi:

1. So’ lam mét long
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2. Ngai ngung

3. Thiéu kién thirc chuyén mon
4. Cau b va cau c dung

Dap an: caud

99. Nghién ctru mirc d6 thda man céng viéc ctia nhan vién la viéc lam thuéc
[inh vwe:

1. Marketing quan hé
2. Marketing twong tac
3. Marketing ndi b6

4. Marketing dich vu
Dap an: cauc

100. Dinh vi dich vu la:

a. Tao ra mét dich vy v&i nhirng khac biét trén thj tredng.

b. Khéc hoa vao tam tri cua khach hang nhirng hinh anh, nhirng khac biét so
v&i dich vu cta doi thu canh tranh.

c. Ca2dung
d. Ca 2 sai

Pap an: caub



