BO GIAO DUC VA PAO TAO CONG HOA XA HOI CHU NGHIA VIET NAM
TRUONG DAI HQC KINH TE QUOC DAN Déc 1ap — Tu do — Hanh phuc

PE CUONG CHI TIET HQC PHAN

CHUONG TRINH CU NHAN QUAN LY CONG VA CHINH SACH
BANG TIENG ANH
(E-PMP)

TRINH BO DAO TAO: BPAI HOC LOAI HINH DAO TAO: CHINH
QUY
1. THONG TIN CHUNG
- Tén hoc phan (Tiéng Viéy): Qudn ly dich vu cong
- Tén hoc phin (Tiéng Anh): Public Services Management

- Ma hoc phan: EPMPI1140
- Thugc khéi kién thirc: Kién thivc chuyén nganh/ Major's
knowledge (Tw chon)
- 86 tin chi: 3
- Cdc hoc phan tién quyét: Khong
2. BO MON PHU TRACH: QUAN LY XA HOI

3. MO TA HQC PHAN

Hoc phén “Quan ly dich vu cong” 1a hoc ph?m lya chon cua sinh vién chuyén
nganh Quan 1y cong va Chinh sach bang tiéng Anh, dugc thiét ké nham trang bi cho
sinh vién kién thtrc tong hop va cac cong cu phan tich vé cac t6 chirc cung cap dich
vu n6i chung, cac té chirc cong ndi riéng. Hoc phan tap trung vao cac ndi dung nhu:
chién luoc cung cip dich vu, cung cép dich vu hiéu qua, hanh vi khach hang, 1ap ké
hoach ngudn luc, quan 1y chét luong dich vy, dinh gia dich vu va quan 1y ning suat.
Hoc phan s& nghién ctru cac vi du tir cac linh vuc y té, gido duc, tai chinh, ban 1¢é,

giao thong va cac dich vu str dung cong nghé thong tin...

4. TAI LIEU THAM KHAO
- Sach:



1. Fitzsimmons, James A., and Mona J. Fitzsimmons, Service Management:

Operations, Strategy, and Information Technology, Irwin/McGraw-Hill, 2011.
- Tai li€u khac:
NEU’s eBooks and documents at http://aep.neu.edu.vn:2048/menu

5. MUC TIEU HQC PHAN:

Muc CPR | Trinh d6
tiéu Mo td muc tiéu cia | ning luc
(Gx) CTDPT
[1] 2] 3] [4]
, y < KT3 3
Gl Nam duoc kién thire co ban vé dich vu C’Gng va ‘
(Kién quan 1y dich vu cong; Vqéln dung dugc ki?n thic vé
thitc) quéu} 1y dich vu C(?ng deé phan tich nhu cau va
nguon lyc cung cap dich vu cong
a2 C,(') k¥ nang phan tich dic diém \,/é quy trinh cung KNI 3
cap dich vu cong; c6 k¥ nang viét ban phan tich KNS5 3
Ky chét lwong mdt dich vu cong cu thé bﬁng tiéng
nang) | Anh
G3 Tu hoc hoi phuc vu cho cong viée nhim tao nang NLTC2 4
(Mire i luc lam viéc sudt doi; c6 tinh than trach nhiém,
chu va hop tac, tu chu trong cong viéc; chiu trach nhiém
trach vé két qua cong viée clia ban than
nhiém)
6. CHUAN PAU RA HQC PHAN
Muc tiéu Trinh
hoc phan CPR o do
Mo ta chuan dau ra
(CLOx.x) nang
luc
1] [2] 3] [4]




Gl CLOl1.1 Nam dugce kién thirc co ban vé dich vu cong va 2
(Kién thtrc) quan 1y dich vu cong
CLO1.2 | Véan dyng duoc kién thirc vé quan 1y dich vu 3
cong dé phan tich nhu ciu va ngudn lyc cung
cap dich vu cong
G2 CLO2.1 C6 k¥ nang phén tich dac diém va quy trinh 3
(K¥ nang) cung cap dich vu cong
CLO2.2 14 k¥ ning viét ban phan tich chat luong mot 3
dich vu cong cu thé béng tiéng Anh
G3 CLO3.1 Tu hoc hoéi phuc vu cho cong viéc nham tao 4
(Mtrc tu chu nang luc lam viéc subt doi
va trach CLO3.2 Co tinh than trach nhiém, hop tac, tu chu trong 4
nhi¢m) cong viéc; chiu trach nhiém vé két qua cong
viéc cua ban than
7. PANH GIA HQC PHAN
Hinh Th0’1 Tiéu chi danh gia Ty
thire | No¢i dung diém N N
danh | danh gi4 CDR hec phan le
o (%)
gia
1] 2] 3] [4] [S] [6]
Danh - Murc d6 tham gia 16p
gia hoc day du.
qua - Mite d¢ chuén bj bai
trinh hoc tir nha (day di, k§
hoc Tt tudn 1 ludng)
dén tuan - Mitic d6 tham gia tra | 10%
15 161 cau hoi cua giang
vién (s6 lan va chat
luong v kién tra 10i)
- Mtic d6 tham gia dat
cau hoi voi bai giang




cua giang vién (so lan

va chat luong ciu hoi)

Gi61 thiéu

banh CLO1.1, CLOL1.2,
.. | chung
gia o CLO2.1, CLO2.2,
.~ | Cac van dé
gitra 7 CLO3.1,CLO3.2 | Mitc d6 hoan thanh
ky trong quan b 140 cd nhin (d¢
Iy dich vu ai .tal.a can 'fm (dtng
Quén Iy th('n glani chat' luong
nhu ciu ‘ bai tap gan Vcn,muc
. . | Tuan 7 do dat duoc kién thac, | 20%
dich vu va
ngudn Iyc k¥ nang va nang luc
I tu chu tu chiu trach
cung cap S
. nhiém cua chuan dau
dich vu .
Quén Iy ra hoc phan)
chat luong
Panh | Quan 1y CLO1.1, CLO12, |- Mic d6 hoan thanh
gig | Dhucau CLO2.1, CLO2.2, | bai tip nhom, thuyét
gitra | dich vuva CLO3.1, CLO3.2 | trinh (dang han, chat
ky hguon %uc luong nd1 dung va
C‘.mg cap thuyét trinh, tra 10
dich vy N cau hdi cua giang vién
Quén Iy Tuan 12 e o 120%
) va lop gan véi muc do
ch.at lu’(:)’ng dat duoc kién thuc, ky
Dmh gia nang va nang luc ty
chu tu chiu trach
nhiém cua chuén dau
ra hoc phan).
Panh | G101 thidu CLOL.1, CLOL.2, |- Murc do hoan thanh
gia |Chung CLO2.1, CLO2.2, | bai thi ty luan ca nhan
cubi | Cacvande| CLO3.1, CLO3.2 | cubi ky (chét luong
.| trong quan | Tuan 13 e | 30%
ky ' bai thi gan v41 mirc do
ly dich vu dat duoc kién thic, ky
Quan ly

nang va nang luc ty




nhu cau
dich vu va
ngudn lyc
cung cap
dich vu
Quan ly
chat luong
Dinh gia
Téi da hoa
doanh thu

chu tu chiu trach
nhiém cua chuan dau

ra hoc phén)

*Hoc phén su dung phﬁn mém turnitin dé danh gia tinh 1iém chinh trong hoc thuat

8. KE HOACH GIANG DAY
Tuén/ Bai
2. Noi dung N Hoat dong danh
Buoi CDR hoc phan . .,
day va hoc gia
hoc
[1] 2] 3] [4] [S]
Gi61 thiéu CLO1.1, CLO3.1, Hoc & nha: Nghién ctu truée | - Danh
chung CLO3.2 tai licu gia qua
1-2 Cac van dé Day va hoc trén l6p: trinh,
trong quan ly Thuyét giang thar  do
dich vu Thao luan (thdo ludn nhom va | hoc tap,
thdo luan ca 16p) muc do
chu
Quan 1y nhu | CLOL.1, CLO1.2, | Hoe & nha: Nghién ctru truge | 4ong va
cau dich vu va | CLO2.1, CLO3.1, | tai liéu tich cuc
3-4 ngudn luc CLO3.2 Day va hoc trén 16p: trong
cung cap dich Thuyét giang hoc  tap
vu Thao luan (thdo luan nhom va 10%
théo luan ca 16p) - Bai
Quan 1y chat | CLOI.1, CLO2.1, | Hoc & nha: Nghién ctru trude | Kiém tra
5-6 | luong CLO2.2, CLO3.1, | tai liéu ca nhan:
CLO3.2 Day va hgc trén l6p: 20%
Thuyét giang - Thuyét




Thao luan (thdo luan nhom va | trinh
thdo ludn ca 16p) nhom:
Panh gia nang | CLO1.1, CLO2.1, | Hoe ¢ nha: Nghién ctu trudc | 20%
suat CLO2.2, CLO3.1, | tai lidu
. CLO3.2 Day \tz‘l hoc trén l6p:
Thuyét giang
Thao luan (thdo luan nhom va
thao ludn cé 16p)
Pinh gia CLO1.1, CLO2.1, | Hoe & nha: Nghién ctru trude
Bai thuyét | CLO2.2, CLO3.1, | tai liéu
9-10 trinh: theo CLO3.2 Day \tz‘l hgc trén l6p:
nhom Thuyét giang
Thao luan (thdo luan nhom va
thdo ludn ca 16p)
Téi da hoa | CLOL.1, CLO2.1, | Hoe ¢ nha: Nghién ctru trudc
doanh thu CLO3.1, CLO3.2 | tai liéu
1 Day V’Z‘l hgc trén l6p:
Thuyét giang
Thao luan (thdo ludn nhom va
thdo luan ca 16p)
Hé thong kién | CLOL.1, CLO1.2, | Day va hoc trén 16p:
. thire CLO2.1, CLO2.2, | Thuyét giang
CLO3.1, CLO3.2 | Thao luan (thao ludn nhom va
thdo luan ca 16p)
Thi cudi ki CLOI.1, CLO1.2, Bai thi
13 CLO2.1, CLO2.2, ca nhan
CLO3.1, CLO3.2 50%

9. QUY PINH CUA HQC PHAN

9.1. Quy dinh vé tham dw 16p hoc

- Sinh vién c6 trach nhiém tham du ddy du cac budi hoc. Trong trudng hop

nghi hoc do 1y do bat kha khang thi phai c6 gidy t& chimg minh day da va hop 1y.

- Sinh vién c6 trach nhi€ém chu dong nghién ctru tai liéu, chu dong chuan bi bai




hoc trude khi dén 16p theo hudng dan va yéu cau clia giang vién

- Sinh vién Va“ing qua 20% tong sd budi hoc ciia hoc phan sé& bi coi nhu khong
hoan thanh khéa hoc va phai dang ky hoc lai.

- Sinh vién ndp bai tap ca nhan va bai tap nhom muodn so véi thoi gian quy
dinh cta giang vién s& nhan diém 0 cua bai tap do.

- V& trao ddi giita giang vién va sinh vién: Khuyén khich sinh vién tham gia
thao luan, phan hoi truc tiép v6i giang vién vé ndi dung hoc phan, phuong phéap day
va hoc, tai liéu giang day va doc. Giang vién ciing khuyén khich sinh vién phan hdi
vé hinh thirc, phwong phap va ndi dung kiém tra, danh gia két qua hoc tip cua sinh
vién. Sinh vién c6 thé giao trao doi v6i giang vién trén 16p, trong gid hanh chinh
hoic qua email. Nhitng thong tin phan hoi cta sinh vién c6 gid tri gbp phan ning

cao chat luong day va hoc ctia hoc ph?m.
9.2. Quy dinh vé hanh vi 16p hoc

- Hoc phén duoc thuc hién trén nguyén tic tén trong ngudi hoc va ngudi day.
Moi hanh vi lam anh hudng dén qua trinh day va hoc déu bi nghiém cAm.

- Sinh vién cin chi dong tham gia bai giang trén 16p thong qua trao ddi voi
giang vién (tra 101 va dat cau hoi), thao luan vt sinh vién khéc trén 16p, thao luan
nhém, nghién ctru tinh hudng, thuyét trinh.

- Sinh vién phai di hoc dung gid quy dinh. Sinh vién di tré qua 10 phut sau khi
gio hoc bat dau s& khong dugc tham du budi hoc.

- Tuyét ddi khong 1am On, gdy anh huéng dén ngudi khac trong qué trinh hoc.

- Tuyét doi khong dugc an uéng, nhai keo cao su, st dung cac thiét bi nhu
dién thoai, may nghe nhac trong gio hoc.

- Méy tinh xach tay, may tinh bang chi dugc thuc hién vao muc dich ghi chép

bai giang, tinh toan phuc vu bai giang, bai tap, tuyét doi khong dung vao viéc khac.

Ha Noi, ngay  thang  nam 20
TRUONG KHOA HIEU TRUONG
TRUONG BAN PIEU HANH CHUONG TRINH



