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LOI GIOI THIEU

Cung v6i su chuyén minh va phat trién cua dat nude. Kinh doanh thwong mai
dich vu 1a mét nganh gép phan khong nho vao ting trudng GDP cua ca nuée. Trong
d6 loai hinh kinh doanh siéu thi 1a loai hinh gop phan khong nhoe thtrc day su phat
trién caa nganh kinh doanh thuong mai dich vy. Siéu thi gop phan thuc dau phat
trién hang hoa trong nudc va nude ngoai. Siéu thi dap img tinh tién dung va phu hop
Vvé6i su thay doi cia xu hudng tiéu dung.

Dé nam rd duoc nhitng Kién thirc co ban, rén luyén thuc hanh va dé c6 tai liéu
phuc vu giang day cho hoc sinh chuyén nganh trong truong Cao dang thuong mai
va du lich, tap thé tac gia da bién soan gido trinh “Thyc hanh ban hang siéu thi”.
Gi4o trinh dé 1am tai liéu giang day cho hoc sinh nganh Kinh doanh thuong mai dich
vu trinh d6 trung cap.

Trong qua trinh bién soan gido trinh “Thyuc hanh ban hang siéu thi” tac gia da
nhan duoc nhitng ¥ kién dong gop hiéu qua cia cac giang vién khoa quan tri kinh
doanh, cac thay ¢ gido trong hoi dong khoa hoc nha truong. Tac gia xin tran trong
cam on sy gitp d& caa cac dong nghiép.

Mic du di rat ¢ gang nhung khong thé tranh khoi nhiing thiéu sot va nhiing
han ché. Chung toi rat mong nhan duoc sy gop ¥, bo sung cua doc gia dé gitip cho
qua trinh dugc hoan thién hon. Moi ¥ kién dong gop xin g vé Khoa Quan tri kinh

doanh, truong Cao dang Thuwong mai va Du lich — s6 478 duong Théng Nhat,
phuong Tan Thinh, TP Thai Nguyén

Chan thanh cam on!

NHOM TAC GIA
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GIAO TRINH MON HOC

1. Tén mon hoc: Thuc hanh ban hang siéu thi

2. Mi s6 mon hoc: MH22

3. Vi tri, tinh chét ciia mén hoc

3.1. Vitri:

Thuyc hanh ban hang siéu thi 1a mon hoc thude nhém cac mon hoc chuyén mon
khéi chuyén nganh trong chuong trinh dao tao trinh d6 trung cip “Kinh doanh
thuong mai dich vu”

3.2. Tinh chét:

Thuc hanh ban hang siéu thi 1a mon hoc thuc hanh, ¢6 ndi dung chuyén mén
tong hop cta nganh. Panh gia mon hoc bang hinh thirc kiém tra két thuc mén.

4. Muc tiéu ciia mon hoc:

4.1. Vé kién thirc:

+ Van dung duoc ky nang thuc hanh kinh doanh thuong mai dich vu trong
thuc hién cac nghiép vu lién quan dén qua trinh trung by, ban hang va quan 1y hang
hoa trong si€u thi.

+ Xir Iy duoc nhitng van dé vé k§ nang nghé kinh doanh thwong mai dich vu
trong cong tac quan ly hoat dong kinh doanh ¢ doanh nghiép thuong mai dich vu.

+ Str dung hé thong thong tin trong viéc dua ra cac quyét dinh quan 1y hoat
dong kinh doanh.

4.2. Vé k¥ ning:

Sau khi hoc xong mén hoc, nguoi hoc hinh thanh dugc ki nang:

+ Thuc hién dung, thanh thao nghiép vu ban hang trong si€u thi nhu chuan bi
ban hang va trung bay hang hoa, k§ ning tu van va ban hang,

+ Lap dting cac bao cdo thong ké theo quy dinh.

+ Thuec hién tét cac hoat dong dich vu khéach hang.

+ Kiém tra va danh gia duoc hoat déng kinh doanh cua siéu thi.

4.3.Vé nang luc tu chu va trach nhiém:

+ Hoc sinh ¢6 kha nang tu hoc, tu nghién ctru ngoai cac gio hoc trén 16p, chu
dong tu duy, sang tao.

+ Co tac phong cong nghiép, nang dong, sang tao va co tinh tu 1ap cao.

+ C6 y thirc t6 chire Ky luat, co sirc khoe va trach nhiém khi thuc hién cong viéc
sau nay tai cac doanh nghi¢p.

5. Ngi dung cua mon hoc

5.1. Chuong trinh khung

Thoi gian hoc tap (gio)
Sb Trong do
Mi MH Tén mén hoc tin {Tong| . ., | Thuc hanh/ 2
hi £ Ly A rxs Kiém
chi | so thuvét thwc tap/bai tra/thi
YU tapl/thao luan
| Cac mon hgc chung 12 | 255 94 148 13




MHO1 (Chinh tri 2 | 30 15 13 2
MHO02 [Phéap luat 1 | 15 9 5 1
MH03 (Gido duc thé chat 13| 4 24 2
MHO04 |Gido duc qudc phong va an ninh 2 45 21 21 3
MHO5 [Tin hoc 2 | 45 15 29 1
MHO06 [Ngoai ngit 4 90 30 56 4
Il |Cic mon hgoc chuyén mon 64 11590 | 539 1004 47
11.1  Moén hoc co so 18 | 270 | 256 14
MH07_[Kinh té vi md 3 | 45 | 43 - 2
MHO08 Quan tri hoc 3 45 43 - 2
MHO09 [Marketing kinh doanh 3 45 43 - 2
MH10 [Tam ly khach hang 2 | 30 28 - 2
MH11 [Tai chinh doanh nghi¢p 2 30 28 - 2
MH12 [Théng ké kinh doanh 2 | 30 | 28 - 2
MH13 |Khoa hoc hang hoa 3 | 45 43 - 2
11.2  Mon hoc chuyén mon 44 11290 | 255 1004 31
MH14 [Kinh té thuong mai - dich vu 2 | 30 | 28 - 2
MH15 [Ngoai ngir chuyén nganh TM 4 60 57 - 3
MH16 Nghiép vu kd TM-DV 5 | 75 71 - 4
MH17 Quan Iy chat luong dich vu 2 | 30 28 - 2
MH18 Quan tri DN TM- DV 3 | 45 43 - 2
MH19 [Nghiép vu thanh toan 2 30 28 - 2
MH20 [Thuc hanh kinh doanh TM-DV | 3 90 - 86 4
MH21 [Thuc hanh kinh doanh TM-DV |l 3 90 - 86 4
MH22 [Thwc hanh ban hang siéu thi 2 60 - 56 4
MH23 [Thyc hanh xuc tién thuong mai 2 | 60 - 56 4
MH24 [Thyc tap tét nghiép 16 | 720 - 720
11.3  |Mén hoc tw chon 2 | 30 28 -
MH25 [Thuong mai di¢n tu 2 30 28 - 2
MH26 |Khai su kinh doanh 2 30 28 - 2
Téng cong
76 |1845| 633 1152 60
5.2. Chuong trinh chi tiét méon hoc
Thoi gian (gio)
sé ] Thuwe hanh, ]
T Tén chwong, muc Tﬁpg Ly ’ thi nghiém,|Kiem
so |thuyet|thao luan, | tra
bai tap




Chuan bi ban hang va trung bay hanghéa | 20 | 0 19 1
K¥ nang ban hang trong siéu thi 20 0 19 1
Quan 1y hang hoa trong si€u thi 20 0 18 2
Cong 60 0 56 4

6. Diéu kién thuc hién mén hoc:
6.1. Phong hoc Thuc hanh: Pap ung phong hoc chuan
6.2. Trang thiét bi day hoc: Projetor, may vi tinh, bang, phan, d6 dung, gia ké,

hang hoa,...

6.3. Hoc li¢u, dung cu, mo hinh, phuong tién: Giao trinh, mé hinh hoc tap,...
6.4. Cac diéu kién khac: Ngudi hoc tim hiéu thuc té vé cong tac xdy dung

phuong an khic phuc va phong ngtra rai ro tai doanh nghiép.

7. Noi dung va phuong phap danh gia:

7.1. Noi dung:

- Kién thtc: Panh gid tat ca ndi dung da néu trong muc tiéu kién thic

- K¥ nang: Panh gia tat ca ndi dung da néu trong muc tiéu k¥ ning.

- Nang lyc tu chi va trach nhiém: Trong qué trinh hoc tap, ngudi hoc can:
+ Nghién ctru bai trudce khi dén 16p.

+ Chuan bj day du tai liéu hoc tap.

+ Tham gia day du thoi lugng mon hoc.

+ Nghiém tuc trong qua trinh hoc tap.

7.2. Phuong phap:

Nguoi hoc dugce danh gia tich Ity mon hoc nhu sau:

7.2.1. Céach danh gia

- Ap dung quy ché dao tao trinh d6 trung cip hé chinh quy ban hanh kém theo

Thong tu s6 04/2022/TT-LDTBXH, ngay 30/3/2022 cua B truong Bo Lao dong —
Thuong binh va Xa hoi.

- Huéng dan thuc hién quy ché dao tao ap dung tai Truong Cao dang Thuong

mai va Du lich nhu sau:

Diém danh gia Trong sb
+ Piém kiém tra thuong xuyén (Hé s6 1) 40%
+ Piém kiém tra dinh ky (Hé s6 2)
+ Diém thi két thic mén hoc 60%

7.2.2. Phuong phap danh gia

Phuong phép | Phuwong phap | Hinh  thac | Thoi diém
danh gia t6 chirc kiém tra kiém tra

Thuong xuyén | Thuc hanh Thyc hanh Sau 19 gio.
binh ky Thuc hanh Thuc hanh Sau 56 gio
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Két thic mon | Thuc hanh Thyc hanh Sau 60 gio
hoc

7.2.3. C4ch tinh diém

- Diém danh gia thanh phan va diém thi két thic mén hoc duoc chim theo thang
diém 10 (tir 0 dén 10), 1am tron dén mot chir s6 thap phan.

- Diém mon hoc 1 téng diém cua tat ca diém danh gia thanh phan ctia mén hoc
nhan vai trong sé tuong tmg. Diém mon hoc theo thang diém 10 1am tron dén mot
chit s6 thap phan, sau d6 dugc quy ddi sang diém chit va diém sd theo thang diém 4
theo quy dinh cua Bo Lao dong Thuong binh va X4 hoi vé dao tao theo tin chi.

8. Huéng dan thuc hién moén hoc

8.1. Pham vi, d6i tugng ap dung: Déi tuong trung cap Kinh doanh thuong mai
dich vu

8.2. Phuong phap giang day, hoc tap mon hoc

8.2.1. Béi voi nguoi day

* Thuc hanh: Ap dung phuong phap day hoc tich cuc bao gom: thuyét trinh
ngan, néu van dé, hudng dan doc tai liéu, Thyc hanh quy trinh, thao tac, bai tap tinh
hudng, cau hoi thao luan. ...

* Thyc hanh: Phan chia nhdm nhé thyuc hanh theo ndi dung dé ra.

* Huéng dan tu hoc theo nhom: Nhom truéng phan cong cac thanh vién trong
nhom tim hiéu, nghién ciru theo yéu cau ndi dung trong bai hoc, ca nhém thao luan,
trinh by noi dung, ghi chép va viét bao cdo nhom.

8.2.2. P6i véi nguoi hoc: Nguoi hoc phai thuc hién cac nhiém vu nhu sau:

- Nghién ciru k§ bai hoc tai nha trude khi dén 16p. Cac tai liéu tham khao s& duogc
cung cap nguoén trude khi ngudi hoc vao hoc mén hoc ndy (trang web, thu vién, tai
liéu...)

- Tham dy t6i thiéu 80% cac budi. Néu ngudi hoc vang >20% sb tiét 1y thuyét
phai hoc lai mén hoc méi dugc tham dy ki thi 1an sau.

- Tu hoc va thao luan nhom: 1a mot phuong phap hoc tap két hop giira lam viéc
theo nhom va 1am viéc c4 nhan. Mot nhom gom 8-10 ngudi hoc sé dugc cung cap
cha dé thao luan trudc khi hoc 1y thuyét, thuc hanh. Mdi ngudi hoc s& chiu trach
nhiém vé 1 hoac mot sé noi dung trong chii ¢& ma nhom da phan cong dé phat trién
va hoan thién tot nhat toan bo chu dé thao luan ciia nhom.

- Tham du du céc bai kiém tra thuong xuyén, dinh ky.

- Tham du thi két thac mon hoc.

- Chu ddng t6 chirc thuc hién gio tu hoc.




CHUONG 1

CHUAN BI BAN HANG VA TRUNG BAY HANG HOA

GIOI THIEU CHUONG

Chuong 1 huéng dan hoc sinh thuc hanh cac ndi dung co ban vé chuan bj ban
hang va trung bay hang hoa trong siéu thi. Qua do6 gitp hoc sinh ren luyén thanh
thuc céac kién thirc dé chuan bi ban hang va nang cao tay nghé.

MUC TIEU
1. Vé kién thtrc:

- Nam viing cac kién thirc vé siéu thi, san pham, dbi tha canh tranh, khach hang,
nha cung g, trang phuc va vat li¢u trung bay

- Hiéu rd quy trinh trung bay hang hoéa tai quy, u va dao khuyén mai
2. Vé k¥ nang:

- Van dung thanh thuc kién thirc chuén bi ban hang

- Thyc hién thuan thuc cac quy trinh trung bay hang hoa

3.Vé nang luc tu cha va trach nhiém:

-Y thitc duoc tam quan trong va y nghia thuc tién cua viéc nghién ciru tong
quan vé si€u thi trong thyc tién cong viéc.

- Théi do hoc tap nghi€m tic, tich cuc trong thao luan cac ndi1 dung giang vién
néu ra.

PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 1

-Pbi véi nguoi day: su dung phuong phap giang giang day tich cuc (dién giang,
van dap, Lam mau); yéu cau ngudi hoc thyc hanh va tra 10i cac cau hoi tinh huéng
(ca nhan hodc nhom).

-Pbi voi nguoi hoc: chu dong doc trude giao trinh (chuong 1) trude budi hoc;
hoan thanh day du ndi dung thuc hanh.

PIEU KIEN THUC HIEN CHUONG 1
- Phong hoc chuyén mon hoa/nha xudng: Co
- Trang thiét bi may moc: May chiéu va cac thiét bi day hoc khac

- Hoc li¢u, dung cu, nguyén vat li¢u: Chuong trinh mon hoc, giao trinh, tai liéu
tham khdo, gido an, phim anh, va cac hang hoéa lién quan.

- Céc diéu kién khac: Khong c6
KIEM TRA VA PANH GIA CHUONG 1
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- NG1 dung:

+ Kién thire: Kiém tra va danh gia tat ca ndi dung da néu trong muc ti€u kién
thtrc

+ K¥ nang: Banh gia tat cd ndi dung da néu trong muc ti€u ki nang.
+ Nang lyc tu chu va trach nhiém:

» Trong qua trinh hoc tap, ng}r(‘)’i hoc can:
* Nghién ctru bai trude khi dén 16p
¢ Chuan bi dé}y du tai liéu hoc tap.
» Tham gia day du thoi lugng moén hoc.
* Nghiém tuc trong qua trinh hoc tap.
- Phuong phép:
+ Piém kiém tra thuong xuyén: 1 diém kiém tra (hinh thirc: Thuc hanh)

+ Kiém tra dinh ky: 1 diém kiém tra (hinh thtrc: kiém tra thyc hanh)



NOI DUNG

1. Chuin bi ban hang

1.1. Ly thuyét lién quan

Ky niang

No@i dung cong viéc

Yéu cau ky thuat

1. Chuan bi kién
thac vé san
pham

- Phan loai nhom
hang kinh doanh cua
si€u thi

- Nhitng mat hang
kinh doanh chinh.

- Chi 16 dugc cac nhom hang kinh
doanh chii yéu trong siéu thi.

- Tiéu chuan, quy dinh cho nhiing san
pham dugc bay béan trong siéu thi.

- X4ac dinh tén, nhém hang c6 doanh
s6 ban cao nhat trong siéu thi.

2. Chuan bi kién
thuc vé di thu
canh tranh

- Xac dinh dbi thu
canh tranh truc tiép
va gian tiép cua siéu
thi

- Chi ra duoc cac ddi tha canh tranh
hién tai va tiém nang cua siéu thi trén
thi truong

- Xac dinh duoc loi thé cua siéu thi so
véi ddi thu canh tranh.

3. Chuan bj kién
thirc vé khach
hang

- Phan chia nhém
khéach hang

- Chuan bi san pham
theo nhu cau khach
hang

- Trung bay hang hoa theo khu theo
nhu cau khach hang.

- Nam bt tam 1y khach hang khi mua
sam.

- Nhitng mat hang dugc khach hang
ua chudng khi mua sam trong siéu
thi.

4. Chuan bi kién
thirc vé nha
cung tng va doi
tac cua si€u thi

- Tim hiéu nha cung
ung chinh cta doanh
nghiép.

- Loi thé ctia nha
cung tng va doanh
nghiép

- Tiéu chuan cta cac nha cung trng hang hoa
cho siéu thi.
- Nam 0 lgi ich ma nha cung cap dem lai.

-Lo1i thé cua cac bén mua va ban

5. Chuan bi vé
trang phuc

- Loai trang phuc lya
chon

- Mau sic, kiéu dang
cua trang phuc

- Chuan myc vé an mic, trang phuc
trong khi lam viéc

- Trang phuc thé hién dic trung cua
siéu thi.

6. Chuan bi vé
vat liéu trung
bay

- Tiéu chuan, hinh
dang, kich ¢ cho vat
liéu trung bay.

- Cac vt lidu trung bay c6 dam bao yéu cau
k¥ thuat

- Day du gia, ké cho trung bay

- C6 tinh thAm my.

1.2. Thuc hanh

10




+ Bwéc 1: Gido vién néu ndi dung cong tac chuan bi ban hang

+ Buéc 2: Gido vién cir 1 hoc sinh 1én thyuc hién cac budc chuan bi ban hang cho
Mot siéu thi cy thé.

+ Buwéc 3: Tung nhoém 2 hoc sinh 1én dong vai nhan vién siéu thi thuc hién cong
tac chuan bi ban hang dudi su theo ddi va hudng dan cua gido vién va quan sat
cua ca lop.

+ Bwéc 4: Hoc sinh quan sat phia dudi nhan xét vé nhém vira thuc hanh.

+ Bwéc 5: Hoc sinh tu luyén tap trén 16p dudi sy to chirc cia gido vién

+ Bwéc 6: Cudi budi gido vién nhan xét chung, danh gid, cho diém.

Bai tap thwe hanh s6 1
Phén loai hang hoa m6 phong trong phong thuc hanh theo cac nganh hang sau:
trai cdy va rau qua, nudc giai khat, héa my pham, hai san, do gia dung, thuc pham
hitu co va dién thong tin theo bang sau:
STT | Nganh hang | Ténhang | Quycach | Picdiém | So6lwong

Bai tap thue hanh s6 2

1. Phan nhoém hoc sinh khoang 05 em.

2. Tim hiéu thong tin vé cac hang hoa moé phong trong phong ban hang va
dién vao bang thong tin san pham sau:

BANG THONG TIN SAN PHAM
Tén san pham:
Nganh hang:
Chung loai:
Vi tri trung bay:
Trung bay theo chuong trinh:

1. Tén cong ty la gi?
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2. Linh vuc hoat dong?

3. San pham hay dich vu cha
luc cua cong ty la gi?

4. B6i tugng nao 1a khach hang
Cua cong ty?

(vd: trung nién/ doanh nhan/
thanh nién/ ndi trg...)

5. Cong dung ciia san pham?

6. Cach su dung bao quan?

7. Kich thude, quy cach

8. Pic diém bao bi san pham
(mau sac, kiéu dang, kich cd...).
Céc thong tin ndi dung trén
nhan: ¥ nghia cac thong sd,
kiém dinh, ma vach . ..

Bai tap thuc hanh 50 3 ‘
Tim hiéu vé thiét bi trung bay trong phong thuc hanh va dién thong tin vao
bang sau:

STT | Tén thiét bi Cong dung Yéu cau ky Cich sir dung
thuat

Vé sinh thiét bi trung bay theo quy dinh.
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2. Trung bay hang hoa
2.1 Trung bay hang héa tai quiy
2.1. 1. Ly thuyét lién quan

1. Nguyén tic trung bay

a. Vi tri.

+ San pham co thé trung bay & trén ké hay ngoai ké.

- Trén ké: Nam trong tam véi ctia ngudi mua va chi cira hang, ¢ vi tri trén ké.

Tam mat

- N
. o

- Ngoai ké: tai cac tiéu dao, khu trung bay.

+ San pham trung bay can ¢ noi déng ngudi qua lai: Do tiép can, noi giao nhau
cua cac 16i di, gan quay tinh tién.

+ San pham cho tré em & dudi thap.

+ San pham khong nén bay truc tiép dudi anh nang hay tam t6i, noi nhiét do
cao - noi d6 am cao, gan cac san pham nang mui.

b. Kich c0.

+ Trung bay 16n tao sy chu y.

+ Trir hang du lugng dam bao ludn du hang.

+ Bay chung hang véi cac san pham cung loai nham tao su phong phu, da dang.

c. Tao su 4n tuong.

+ Trung bay sang tao hay hoanh trang lam san pham cia chung ta ndi bat va
tao su chu ¥ ciia nguo1 mua hang.

+ Trung bay lién két voi khuyén mai cho nguoi tiéu dung tang su kich thich va
gia ting luong ngudi mua dén cira hang mua sam

2. Phuong phap trung bay

- Phuong phap ngh¢ thuét: can ctr vao dédc tinh cua hang hoa nhu dep vé dang,
dep vé mau sac hoic dep vé cam tinh dé dung nhiing thu phap nghé thuat khac nhau
thé hién nhiing nét doc ddo d6. C6 nhitng phuong phap nhu: trung bay theo kiéu
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duong thang, duong cong, duong xuyén, hinh thap, hinh treo d6i xtmg can bang tap
thé, hoa tiét... c6 thé can ctr hang héa kinh doanh dé chon thu phép kinh doanh.

- Phuong phap lién két: sap xép mat hang c6 cing hinh thé ¢ cing mot chd dé
tao cam giac dep. dé dam bao tinh lién két cua hang hoa co thé ap dung cac phuong
phap phan loai hang hoa trudc roi trung bay theo mau md, cung cach chat lugng,
phan loai chat liéu hang hoa trudc roi trung bay theo mau sac, muc dich sir dung.

- Phuong phap so sanh: néu mudn nhan manh su mem Mal cuia mat hang c6 thé
sap xép ching canh hang ctng, c6 thé so sanh vé mau sic, vé hinh thé.

3. Quy trinh trung bay

Buoc

N@i dung cong viéc

Yéu cau

1. L4y hang héa

Liy hang hoa dé trung
bay

Phai ldy dung hang hoa
(hang cua quiy nao phai
trung bay ¢ quay do, hang
hoa phu hop Vvé kich
thugc, hinh khéi trung
bay)

2. Lam vé sinh quay ké

Dung lghan lau, lam vé
sinh quay trudc khi trung
bay hang hoa

Quay phai dugc lam vé
sinh sach s€

3. Lam v¢ sinh hang hoa

Dung khan lau sach lau
hang hoa, lam vé sinh
hang hoéa trudc khi trung
bay hang héa vao quay.

Hang hoa phai duoc lau
sach s&, kho rao, tranh
lam hu hong hang hoa.

4. Trung bay hang hoa
vao quay, ké. Gan gia cho
san pham

Trung bay hang héa vao
quay, ke.

Thuc hién viéc trung bay
hang hoa tudn thu cac
nguyén tac trung bay.

5. Kiém tra, thu don, vé
sinh cong nghiép

Kiém tra viéc trung bay
hang hoa, thu don dung
Cy, V6 thung, hop, lam vé
sinh khu vuc quay

Phat hién nhiing 16i trung
bay (néu c6) va khac phuc
Kip thoi, thu don, lam vé
sinh sach sg.

2.1.2. Thwe hanh

Bai tap thue hanh s6 1

Yéu cau:

Trung bay hang thuc pham

- Nam viing 1y thuyét vé hang thuc phém
- Céac nhom trung bay hang thuc pham theo y tuong cua nhom minh
Chii y quy trinh trung bay hang thuc phim twoi song:
Budc 1. Kiém tra, dam bao cac diéu kién trude trung bay thuc pham
+ Phan loai nhém thyc pham
MJdi nhém thuc pham can duoc dit tai nhitng vi tri khac nhau, phu hop véi diac
tinh cta tirng loai ciing nhu thuan tién cho khach hang khi Iya chon.

14




+ Kiém tra nhiét do phong, nhiét d6 thiét bj trung bay

- Déi vai viéc bao quan rau cu, can dam bao nhiét d6 phong xung quanh khu
vuc trung bay rau cu khong qua 25 @6 C. Nhiét o duy tri & mac tir 10 d6 dén 25 46
1a diéu kién tét nhat dé gitr cho rau cu ludn tuoi.

- D6i Véi cac thuc pham tuoi séng, dong lanh, thuc pham ché bién san: tuy
theo tung loai thuc pham ma diéu chinh nhiét do phu hop. Ddi véi thit cac loai ban
trong ngdy: Nhiét do mat (5-10 do) day 1a muc nhiét gitp bao quan thyc pham twoi
ma khong khién chung bi dong lanh. Thuc pham dong lanh: Nhiét d6 dong (dudi 0
do)

+ Chuan bi cac dung cu hd trg: may phun suong/binh xit nude, tii dung thuc
pham cho khach, can dién tir dau quay, bang gia. ..

Budc 2: Vé sinh quay ké, thiét bi trung bay.

- Péi véi linh vuc thuc pham thi yéu té vé sinh an toan luén duoc dit 1én
hang dau. Trudc va sau moi ngdy lam viéc nhén vién cira hang can tién hanh vé sinh
cac khay, gio, tu dung thyuc pham dé dam bao khong c6 dich ban cua thyc pham
trén quay ké dé phong tranh 1ay lan bénh, nam méc.

- Nguyen tac vé sinh: tir trén Xuong dudi, tu trong ra ngoai.

Budc 3: Ly san pham, trung bay hang hoéa vao quay, ké va gin gia cho hang
hoa

- Hang thuc phém tuoi séng co6 dac thu da duogc lam sach, phan loai, dong goi
tir khau nhap hang nén nhan vién ban hang chi can lay san pham va trung bay 1én
quay, ké. Péi véi thuc pham ché bién san, da bao goi, dong hop can vé sinh bén
ngoai san pham.

- Thuc hién viéc trung bay hang héa tuan thu cic nguyén tac trung bay va co
gan gia chinh xac cho hang hoa.

Budc 4: Kiém tra, thu don, vé sinh cong nghiép

Kiém tra viéc trung bay hang hoa, thu don dung cy, vo thung, hop, 1am vé sinh
khu vuc quay.

1. Thwc hanh trung bay hang gia dung

Bai tap thwe hanh s6 2
- Chia nhém hoc sinh khoang 03-04 em
- Céac nhom thao luan, xdy dung ¥ tudng trung bay quay gia dung trong siéu
thi.

- V& so d6 trung bay

Nhom 1: so d6 trung bay téng thé quay gia dung
Nhom 2: so d6 trung bay d6 dung van phong
Nhom 3: so d6 trung bay ké do gia dung
Nhom 4: so d6 trung bay dién may gia dinh
Nhom 5: so d6 trung bay ké thiét bi phong bép

- Céc nhom trinh bay y tudng

Bai tap thwe hanh s6 3

Trung bay hang gia dung
Yéu cau:
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- Nam viing 1y thuyét vé hang gia dung.
- Céc nhom trung bay hang gia dung theo ¥ twdng ctia nhém minh
Bai tap thwe hanh so6 4
- Chia nhém hoc sinh khoang 03-04 em
- Céc nhém thao luan, xay dyng ¥ tuong trung bay quay hoa my pham trong
siéu thi.
- V& 50 d6 trung bay
Nhém 1: so d6 trung bay téng thé quéy héa my pham
Nhém 2,3: so d6 trung bay hoa my pham gia dung
Nhom 4: so d6 trung bay san pham chim soc toc
Nhém 5: so d6 trung bay ké san pham chiam séc da.
- Céac nhém trinh bay y tuong
Bai tap thue hanh s6 5
Trung bay hang héa m§ pham
Yéu cau:
- Nam viing 1y thuyét vé hang hoa my pham.
Bai tap thwe hanh s6 6
- Chia nhém hoc sinh khoang 03-04 em
- Cac nhém thao luan, xay dung ¥ tudng trung bay quay nganh hang thoi
trang trong si€u thi.
- V& so d6 trung bay
Nhom 1: so d6 trung bay tong the quay nganh hang thoi trang
Nhém 2: so dd trung bay ké gidy dép
Nhém 3,4,5: so d6 trung bay mit hang quan 4o theo phong cach:
+ Cong so
+ Dao phé
+ Thé thao
+ Denim
- Cé4c nhom trinh bay y tuong
Bai tap thwe hanh s6 7
Trung bay nganh hang thoi trang
Yéu cau:
- Nam viing 1y thuyét vé nganh hang thoi trang.
- Cac nhom trung bay nganh hang tho1 trang theo y tuéng ctia nhoém minh

Chu y: Thyc hién quy trinh trung bay theo quy trinh chung (chuong 1), chtl y
maot s6 bude nhu sau:

Budc 1. Kiém tra, phan loai san pham trudc trung bay

- Phanloai theo nhom mét hang quan 40, vay, phu Kién; theo tiéu chi size, mau

sac...

- Vi nhitng mat hang giam gia, hang khuyen mai, hang m&i vé Sap xép ching
ra riéng mot khu vyc dé khach hang dé nhin hon, d& lya chon va thir do.

- Sap Xep cac san pham lién quan canh nhau: Vi duy, dat ca vat canh 4o so mi,
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hay quan 4u gan lién vai that lung, voi giay dép thi xép gan tat chan.

- Vi nhitng bd quan 4o, phu kién dang hot, ban chay nén bay tri ¢ noi d& dap
vao tdm mat ctia khach hang nhét va dé& dua tay dé chon: chon loc trugc san pham
dé trung bay trén ma no canh.

+ Kiém tra cac dung cu trung bay nhu ké, gia, ma no canh, bang gia. ..

Budc 2: Vé sinh quay ké, thiét bi trung bay.

- Trudc va sau mdi ngay 1am viéc nhan vién ctra hang can tién hanh vé sinh
cac k¢, gia, ma no canh.

- Nguyen tac vé sinh: tir trén xuong dudi, tir trong ra ngoai.

Budc 3: Ly san pham, trung bay hang hoa vao quay, ké va gin gia cho hang
hoa

Thuc hién viéc trung bay hang héa tuan thu cac nguyén tic trung bay va ¢ gan
gia chinh x4c cho hang hoa.

Budc 4: Kiém tra, thu don, vé sinh cong nghiép

Kiém tra viéc trung bay hang héa, thu don dung cu, vo thung, hop, 1am vé sinh
khu vuc quay.

Bai tap thuwe hanh s6 8

- Chia nhém hoc sinh khoang 03-04 em

- Cac nhom thao luan, xay dung ¥ tudng trung bay quay bakery- food city
trong siéu thi.

- Vésodd trung bay

Nhom 1: so d6 trung bay tong thé quay bakery- food city
Nhém 2: so d6 trung bay quay banh mi.
Nhom 3.4,5: so d6 trung bay quay food city.
- Céac nhém trinh bay y tuong
Bai tap thue hanh s6 9
Trung bay nganh hang bakery- food city

Yéu cau:

- Nam vimg 1y thuyét vé nganh hang bakery- food city.

- Cac nhom trung bay nganh hang bakery- food city theo ¥ tudng cua nhom
minh.

2.2. Trung bay hang héa tai cac tiéu dio, khu trung bay, u khuyén mai

2.2.1. Ly thyyét lién quan
1. Nguyén tac trung bay

STT| Nguyén tac Hinh anh minh hoa
Pulng | Sai
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2 san pham
trén 1 dau
quay khong
duoc la san
pham canh
tranh nhau

Bay hang
mau déi véi
cac san pham
c6 vo hop bao
kin.

Chi can demo
1- 2 séan
pham, khong

boc mau
nhiéu tranh
anh  huong

chat  lugng
bén ngoai cua
sdn pham

Chi trung bay
tdi da 2 san
pham tai dau
quay
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Chi trung bay
san pham co6

gia  khuyén
mai hoac
hang tang

kém o dau
quay. Khong
trung bay
hang gia
thuong

Chu y xoay
mat chinh cta
san pham 2
bén dau quay

Khong ’dé
khoang trong
gitra cac tab
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Chu y mau
sdc cua san
pham dé
trung bay
cho noi bat

* Quy trinh trung bay thuc hi¢n theo quy trinh chung.
1. Trung bay tai u khuyén mai

U trung bay la mét cong cu trung bay san phém co kjéu dang nhu mét chiéc
quay ban hang thu nhé nhung gon gang hon, c6 thé di chuyén linh hoat. U trung bay
thuong duoc st dung trong cac si€u thi, showroom, trung tdm thuong mai, Clra hang
tap hoa.

U trung bay con duoc goi la y quang céo, k¢ vudng,...

U trung bay c6 su da dang vé kiéu dang ciing nhu kich thude. Dic diém caa u

trung bay s& phu thudc vao nhu cau st dung cua doanh nghiép.

U trung bay thudng dugc trung bay ca 4 mat. U chia 1am 3 phan hinh anh, trung
bay va logo nhan hang. Phan thap nhit duoc setup 1am hinh anh nhén hang kich
thudc tir 30-40 cm, phan ké tiép 1a dé trung hang, véi kich thudc ngang vira tam voi
gitip cho viéc chon lya va ldy hang dé dang hon, phan trén cting dé bé tri logo thuong

hiéu nhan hang.

STT

Nguyén tac

Hinh anh minh hoa

Sai

1 déo c6 thé
trung bay toi
da 4 san pham.
Chiéu cao toi
da 1,5m

Dung
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2 Chu y xoay
mat chinh cua
san pham ra
cac hudng nhin

cua khach
hang.
2.2.2. Thuc hanh

Bai tap thwe hanh s6 1

+ Chia nhom hoc sinh tir 3-5 em.

+ Cac nhém thuc hanh trung bay hang khuyén mai tai dau ké (mat hang nudc
tinh khiét dong chai TH true water chai 500ml, tra xanh C2 chai 300ml, nudc
tang luc number one chai nhya 300ml)

Bai tap thwe hanh s6 2

+ Chia nhom hoc sinh tir 3-5 em.

+ Céc nhom thue hanh trung bay hang khuyén mai tai u khuyén mai (mat hang
nuéc tinh khiét dong chai TH true water chai 500ml, nudc tang luc number one
chai nhya 300ml)

TOM TAT CHUONG 1

Trong chuong nay, mot s6 ndi dung chinh duoc gigi thiéu:

o Chuan bi ban hang
» Chuan bi kién thac vé siéu thi
= Chuan bj kién thirc vé san pham
= Chuan bi kién thac vé déi tha canh tranh
= Chuan bi kién thirc vé khach hang
= Chuan bj kién thirc vé nha cung Gmg va d6i tac cta siéu thi
= Chuan bi vé trang phuc
= Chuan bj vé vat liéu trung bay

o Trung bay hang hoa
= Trung bay hang héa tai quay
= Trung bay hang héa tai cac tiéu dao, khu trung bay, u khuyén

mai
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BAI TAP TINH HUONG

* Tinh hudng 1: Khach hang liy san phim va dé khong ding noi trung bay
Tai mot siéu thi tong hop, khach hang chon rat nhiéu san phdm nhung vi Iy do

nao d6 khi ra thanh toan ho k 1dy mot s san pham nén ho d bo san pham k dang
quay Ké. Néu 13 nhén vién quay hang anh chi s& xt 1y tinh hudng nay nhu nao dé
khach hang han ché viéc 1am d6?
* Tinh hudng 2: Hang trén ké hang bi hét hang

Trong truong hop mot mit hang nao doé tai siéu thi con rat it hang ma bén
kho chua kip nhap hang. Quay hang d6 rong hang, néu 1a nhan vién quay hang anh,
chi s& xir Iy nhu thé nao?
* Tinh huong 3: San pham va gia khong khép nhau

San pham tung bay tai quay, ké nhung gia duéi san pham khong ding gay
nén nhing hiéu nham cho khach hang.

Véi vai tro 12 nhan vién ban hang trong siéu thi, ban giai quyét tinh huéng nay

nhu thé no.
* Tinh huong 4: Khach hang lay san pham trén ké sir dung ngay

San pham banh keo dugc trung bay tai tiéu ddo, khach hang vao mua hang
va tién tay lay san pham an va lay dé khong ding. Anh (chi) s& xtr Iy tinh hudng
nay nhu thé nao?
* Tinh huong 5:

Siéu thi c6 thé ddi cho khach hang moén hang khac khong? Khach hang c6
thé tra lai hang hay khong, vi khach hang khong thich, vi hang c6 khuyét tat...?
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CHUONG 2

KY NANG BAN HANG TRONG SIEU THI

GIOI THIEU CHUONG

Chu’O’ng 2 12 chuong thuc hanh cac ndi dung lién quan dén k¥ nang ban hang
trong si€u thi nhu: Ky nang giao tlep, ky anwng tra 161 va giai dap thac méc trong
ban hang, k¥ nang xac dinh nhu cau, k¥ nang trinh bay, tu van trong ban hang, k¥
nang xt Iy va chdt don hang, k¥ ning xir Iy khiéu nai caa khach hang.

MUC TIEU

1. Vé kién thirc:

- Thanh thuc céc ky nang trong ban hang

- Xir 1y céc tinh hudng trong ban hang

2. Vé k¥ nang:

- Su dyung thanh thyc cac ky nang giao tiép, k¥ nang xr Iy tinh hudng, k¥ nang
giai quyet van deé va lap bao cao.

3. Vé nang luc ty cha va trach nhiém:

- Y thire duoc tAm quan trong va y nghia thuc tién cta viéc thuc hanh rén nghé.

- Thai d6 hoc tap nghi€ém tac, tich cuc trong thdo luan cac nd1 dung giang vién
néu ra.

PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 2

- Dbi véi nguoi day: st dung phuong phap giang giang day tich cuc (dién giang,
van dap, Lam mau); yéu cau ngudi hoc thuc hanh va tra 101 cac cdu hoi tinh hudng
(ca nhan hodc nhom).

-Pbi voi nguoi hoc: chu dong doc trude giao trinh (chuwong 2) trude budi hoc;
hoan thanh day du ndi dung thuc hanh.

PIEU KIEN THUC HIEN CHUONG 2
- Phong hoc chuyén mon hda/nha xudng: Co
- Trang thiét bi may moc: May chiéu va cac thiét bi day hoc khac

- Hoc liéu, dung cy, nguyén vat liéu: Chuong trinh mon hoc, gido trinh, tai li¢u
tham khdo, gido 4n, phim anh, va cac hang hoa lién quan.

- Céc diéu kién khac: Khong c6
KIEM TRA VA PANH GIA CHUONG 2
- NG1 dung:

23



+ Kién thire: Kiém tra va danh gia tat ca ndi dung da néu trong muc ti€u kién

thure

+ Ky nang: Banh gia tat cd ndi dung da néu trong muyc ti€u ki nang.

+ Nang lyc tu chu va trach nhiém:

Trong qua trinh hoc tap, nguoi hoc can:
Nghién ctru bai trude khi dén 16p
Chuan bi day du tai liéu hoc tap.

Tham gia day du thoi lwong mén hoc.
Nghiém tuc trong qua trinh hoc tap.

- Phuong phép:

+ Piém kiém tra thuong xuyén: 1 diém kiém tra (hinh thirc: Thuc hanh)
+ Kiém tra dinh ky: 1 diém kiém tra (hinh thtrc: kiém tra thyc hanh)

NOQI DUNG
1. Ky ndng dam phan trong ban hang

1.1. Ly thuyét lién quan

Ky Noi dung Ky thuat thuc hién
niang | cong viéc

1. Ky - Chao hoi |+ Dung 1€n khi gap g& khach hang

nang khéach Thé dtiing phai ngay ngan dau, cd, than, minh va hai chan

giao tiép | - Tu giéi | thang goc véi mat dat; Hai vai ngang bang; Hai canh tay

coban | thi€u minh | va ban tay tha long theo hai phia than nguoi mot cach tu
cho khach | nhién; Mat nhin thang, nhin duoc 4 huéng xung quanh; Vé
hang mat tuoi cuoi.
- Lang + Mim cuoi
nghe + Thé hién su giao tiép bang mat: Hay nhin tryc dién vao
khach mat nguoi doi dien
hang + Str dung 101 chao dén chuan muc nhu mot mau chao

khéch.
+ Chu dong gidi thiéu ban than
+ Ty gidi thiéu tén minh sau d6 khéo 1éo hoi tén khach.
+ Lang nghe khdch hang:
- Ngén ngir hinh thé:
> Nét mat: thé hién cam xtc phu hop véi ndi dung cau
chuyén cua nguoi noi.
> Anh mat: nhin thang vao mat ngudi néi va tao moi
lién hé bang mat, thé hién “t6i dang nghe ban néi”.
» Nu cuoi: chi dua ra luc phu hop.
> Ctr chi: thé hién su c4i md nhung nghiém tic (khong
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diéu bo tay chan qua nhiéu) két hop véi nhiing cai
gat dau, lac dau phu hop.
- Loinoi:
» Dap lai nguoi noi bang nhiing tur thé hién su thong
cam: “toi hiéu ban/ toi hiéu y ban/ toi cling vay”.
» Dua ra nhirng 161 an i, thong cam, dong vién...
- Giong diéu: Co thé phat ra nhitng giong diéu hd trg nghe
nhu “wr..., a.., am...” dé tao cho ngudi noi hiéu 1a ban dang
rat lang nghe ho.

2. Ky - Quan sat | - Y hoi rd rang, ngan gon
nang khach - Chi bao gém 1 y hoi
xéac dinh | hang - T ngit phu hop, cau hoi phut hop véi chii dé dang dé cap
nhucau |-Ditcau |- Xac dinh myc dich hoi
cua hoi d¢ tim | - Chon tir dé hoi
khach | hiéu nhu
hang cau khach
hang
3.Ky |- Lang + Nghiém tic ling nghe cau hoi cua khach hang: mat nhin
ning tra | nghe cdu | thang vao ngudi noi, miéng mim cudi, khé gat dau thé
loi cau | hoi cua hién thai do lang nghe.
hoiva | khach, + Tra |61 khach: thai d6 lich su, than thién, chuyén nghiép.
giai dap | giai dap Giong noi rd rang, ranh mach, du nghe.
thac cac thac - Bat dau bang nhitng cau nhu: da thua bac (anh/ chi...)
mac ciia | mac nham | - Tap trung vao nhitng ddc diém noi bat cia san pham
khach | thuyét hoac chi tiét khach hang chua hiéu dé gigi thiéu.
hang phuc - Loi 18 thuyét phuc, ¢6 dan ching hodac minh hoa dé
khach thuyét phuc khach hang.
hang mua
san pham
4. Ky - Trinh - Pi dén gan vj tri ctia nguoi nghe. Minh hoa cho bai trinh
ning bay, gidéi | bay bang nhitng chu dé quen thudc véi ho, giam thiéu
trinh thiéu san | nhitng chi d& mai mé, khong phu hop.
bay, tu | pham - Bé phong va kip thoi nhan ra nhitng dau hiéu thé hién
vansan |- Tuvan, |rang khach hang khong con cha y nita, chang han nhu
pham | giup nguoi nghe thi thim chuyén riéng, to ra bon chon hay
trong khéach ngap ngu.
ban chon hang | - Str dung tir “ching ta” hon la tir” ban”.
hang - Luédn lang nghe khach hang noi trong sudt thoi gian va
sau khi ban trinh bay gidi thiéu.
5. Ky - Phat hién | - Phan Gmg vé thoi gian: can phai xac dinh 1y do thét sy
nang X | nguyén ctia viée tri hodn, dong thoi dua ra nhimg nhuoc diém cia
1y tr nhan cac | viéc tri hodn mua va nhing loi thé cua viéc quyét dinh
chdiva |tirchoi | muabay gio.
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chét ctia khach | - Phan Gmg vé gia: Ngudi ban hang phai chi rd vé chat
don hang va luong, loi ich ctia san phém/dich Vu.
hang Xt ly. - Phan tmg vé ngudn hang: phai kiém tra tinh chan thyc
- Chét don | ctia thong tin. Néu thuc su dung thi c¢6 thé thira nhan 15i
hang trong qua khir, giai thich sy tién bo, va st dung nhiing sd
liéu hién tai dé thuyét phuc. Bén canh d6, ngudi ban hang
can phai néu dugc dic tinh va nhiing loi ich lién quan.
- Phan trng vé canh tranh: nén dua ra nhiing cau hoi dé xéc
dinh diém yéu cua san phém canh tranh, hodc nhin manh
vao sy thoa mén cua khach hang voi san pham cia doanh
nghiép.
6. K§ - Lang - Tiép nhan phan nan: binh tinh lang nghe ¥ kién cta
nang xtr | nghe, hiéu | khach hang, du khach c6 néng tinh dén dau hay cd gitr
1y khiéu | cac khiéu | phép lich su mot cach tt nhat. Trong khi khach trinh
nai cua | nai cua bay,nén to thai do cau thi, cht tAm nghe khach néi dé nim
khach khach bt duge y mudn cua khach hang, khong ngin can hodc
trong |- Giai ngat 11 khach.
ban quyét cac | - Thé hién sy dong cam: bat dau bang nhitng cum tir nhu
hang khiéu nai. | Toi rét tiéc, toi hiéu, toi chia sé, toi biét, t6i cam nhan. ..

- bat cau hoi phu hop dé tim hiéu k¥ van dé ctia khach
hang.

- Pua ra huéng giai quyét, thoa thuan cach giai quyét véi
khach hang, chu ¥ phai giai quyét mot cach on thoa dén
cung

- Thyc hién giai phap da dua ra va cham soc theo doi sau
Kkhi thuc hién

1.2. Thuc hanh
Bai tap thwe hanh s6 1
Thyc hanh cac ky nang dam phan trong ban hang
+ Bwoc 1: Giao vién néu ndi dung thuc hién cac k§ dam phan trong ban hang:
+ Bwéc 2: Gido vién ctr 1 ban hoc sinh 1én cung dong vai khach hang va nguoi
ban hang, 1am mau cac k¥ niang dam phan
+ Bwoc 3: Tung nhom 2 hoc sinh thyc hanh dong vai khach hang va nhan vién
ban hang trong siéu thi dudi su huéng dan cia gido vién va quan sat cta ca 1ép.
Sau khi thuc hién xong, 2 hoc sinh nay trao d6i vi tri cho nhau va thuc hién lai cac

thao tac.

+ Bwéc 4: Cac hoc sinh quan séat phia dudi nhan xét vé nhom hoc sinh vira thuc

hanh.

+ Buéc 5: Hoc sinh luyén tap ty do trén 16p dudi sy to chic cia gido vién.
+ Bwéc 6: Cuoi budi gido vién nhan xét chung, danh gia.
2. Quy trinh ky thuit mot lan ban hang trong siéu thi

2.1. Ly thuyét lién quan
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Quy trinh k¥ thuat mot lan ban hang

Bwoc

Noi dung cong viéc

Yéu cau k¥ thuit

1. Tiép don khach

Chu dong chao don khach ngay
khi khach hang den ctra siéu thi

- Vé dién mao: lich sy, phu
hop.

- V¢ thai do: chi dong,
nhiét tinh, thyc long quan
tam dén khach, khong phan
bigt d6i xir v6i khach.

2. Tim hiéu nhu
cau

Tim hiéu nhu cdu mua hang
cua khach nhu mua hang gi,
mua bao nhiéu, dung dé lam
gi...bang cach khéo 1éo dit cau
hoi véi khach, lang nghe khach
trinh bay nhu cau cua minh.

- V& thai do: lich su, té nhi,
ton trong khach

- V¢ k¥ thuat: phai hiéu
dugc tam 1y tirng loai khach
dé dung 151 néi va cach giao

3. Gidi thigu hang
héa va huéng dan
khach chon hang.
Thtr hang cho

khach. Tra loi cac
cau hoi cua khach

- G161 thi¢u hang cho khach.

- Tra 1o1 cac cau hoi cua khach
vé hang hoa, phuong thirc ban,
gid gidc ban hang va cac hinh
thitc phuc vu bod xung tai cira
hang.

- Tuy theo dic diém cia ting
loai hang hoa nhan vién tién
hanh thao tac thir hang

tiép phu hop.

- Vé ky thuat: Gigi thiéu
thanh thuc nhitng vu, nhuoc
diém cua hang héa, noi rd
cong dung, cach dung va
cach bao quan hang hoa.

Loi gisi thidu phai ngan
gon, dé hiéu. Thai do trong
ltc gidi thiéu phai binh tinh,
tan tinh. Thir hang nhanh,
chinh xéc.

- V& thai do: Tra 1oi khach
phai ngan gon, chinh xac, o
rang, 1€ d9, lich su.

4. Chuan bj hang
dé giao va giao
hang cho khéach

Chuan bi hang dé giao, géom
cac cong viéc: can, do, dong,
dém, cat, bao goi.

- Vé k¥ thuat: Can, dong,
do, ¢ém phai 1am chinh xac,
nhanh nhen, phai tién hanh
truoC mat khach. Bao goi
hang hoéa phai chic chan,
MY quan, thao tac nhanh.

- Vé thai d¢: Thai d¢ kinh
trong, vui vé, lich su.

5. Két thuc ban
hang

- Din do, nhdc nhé khach mot
s6 diém can chu y khi str dung,
bao quan hang hoa dé kéo dai
tudi tho ctia hang.

- G161 thi¢u cac hang hoa c6
lién quan dé khach mua thém.
- Chao tién khach ra veé.

- Vé ky thuat: Dan do khach
day du nhitng diém can cha
y. Khéo 1éo gidi thiéu thém
cac hang hoa lién quan. V¢
sinh quay ké phai nhanh,
sach s€, gon gang.
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- Thu don noi cong tac, sap xép | - V& thai do: Lich su, to
lai hang hoa, lau chui mat long biét on khach da toi
quay, san sang phuc vu khach | siéu thi.

Sau.

2.2. Thuc hanh

Bai tap thwe hanh s6 1

Thuc hanh quy trinh k¥ thuat mot 1an ban hang

+ Bwéc 1: Gido vién néu cac budc trong thuc hién quy trinh mét lan ban hang
trong siéu thi

+ Bwéc 2: Gido vién ctr 1 ban hoc sinh 1én cung dong vai khach hang va nguoi
ban hang, 1am mau quy trinh ban hang.

+ Bwéc 3: Tung nhom 2 hoc sinh thyc hanh dong vai khach hang va nhan vién
ban hang trong siéu thi dudi su huéng dan cia gido vién va quan sat cia ca 1ép.
Sau khi thuc hién xong, 2 hoc sinh nay trao d6i vi tri cho nhau va thuc hién lai cac
thao tac.

+ Bwéc 4: Cac hoc sinh quan séat phia dudi nhan xét vé nhom hoc sinh vira thuc
hanh.

+ Bwéc 5: Hoc sinh luyén tap tu do trén 16p dudi su to chuc cua gido vién.

+ Bwéc 6: Cudi budi gido vién nhan xét chung, danh gia

Bai tap thuc hanh s6 2

Thuc hanh gap xép, bao goi hang hoa

+ Gap xép, bao goi hang may mic san (quan au, 40 so mi)

+ Bao goi hop hang c6 trang tri that no.

Bai tap thue hanh s6 3

Thuc hanh do, cét, thir hang cho khach.

+ Thao tac do day chun, day di¢n

+ Thao tac cat day dién.

+ Thao tac thtr d6 dién (Am dun nudc, dén ban, bong dién, 6 dién...)

TOM TAT CHUONG 2
Trong chuong nay, mot s6 ndi dung chinh dugc gisi thiéu:
- Ky nang dam phan trong ban hang
- Quy trinh k§y thuat mot lan ban hang trong siéu thi

BAI TAP TINH HUONG
Tinh hudng 01: Khach hang tir chéi tu van
Tai si€u thi quﬁn a0, trong ca ban hang cua ban, khi ban tién veé phia khach hang
vira vao ctra hang véi muc dich tu van giéi thiéu san pham cho ho thi khach hang
nay t6 thai do kho chiu, khong mudn giao tiép véi ban.
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Véi vai tro 14 nhan vién ban hang trong siéu thi, ban giai quyét tinh hudng nay
nhu thé nao.

Tinh hudng 02: Khach hang hoai nghi san pham cia ban

Tai siéu thi dién may, ban dang tu van mot chiéc may hat byi cho khach hang.
Tuy nhién khach hang té ra hoai nghi, khi nghe ban tu van ho nhan mat lac dau to y
phan ddi, dat that nhiéu cau hoi dé dé lam sang to mot so diém.

Véi vai tro 14 nhan vién ban hang trong siéu thi, ban giai quyét tinh hudng nay
nhu thé nao.

Tinh huéng 03: San pham héng

Sau khi mua san pham sira chua trong siéu thi, vé nha khach hang mo ra thay
san pham da hong, d6i mau, c6 mui la mic du van con han sir dung. Khach hang nay
d3 mang san pham, hoa don mua hang dén khiéu nai, c6 nhing 1oi 18 kho nghe dbi
V41 nhan vién ban hang.

V6i vai tro 14 nhan vién ban hang trong siéu thi, ban giai quyét tinh hudng nay
nhu thé nao.

Tinh huong 04: Hét hang dét ngot
Trong siéu thi dién may, ban la nhan vién ban hang gidi thiéu cho khach xem
mét chiéc dién thoai véi véi cac tinh ndng, mau sac, Kiéu dang rat ung y khach hang
va khach di quyét dinh mua san pham d6. Nhung dén khi lay hang cho khéach thi
trong kho lai hét mau theo yéu cau. Vay ban s& xur 1y thé nao?
Tinh hudng 05: Khach hang nghi ngo hang gia
Lan la nhan vién ban hang trong siéu thi. Budi sang c¢6 vira vé sinh quay ké,
sap xép lai hang hoa xong thi mot khach hang budc vao. Sau mét hdi tham quan siéu
thi, khach hang budc téi quay trung by san phadm mii bao hiém Amoro. Khach hang
nay cam tirng chiéc mil 1én quan sat rdi goi Lan dén noi:
- Sao trong siéu thi lai ban ca mi bao hiém gia thé nay em?
- Em chao chi! Em la nhan vién phu trach quay mii bao hiém nay a. Xin
chi néi 6 hon dugc khong a?

- May chiéc mii nay chi cam thiy qué nhe, khong nhu chiéc mil xin chi
dang dung, nén chic chan khong dat tiéu chuan. E xem lai hang héa
nha em di.

Chi khach xang giong.

Lan 12 nhén vién phu trach quay nay va nam chic ngudn géc, Xuat Xt cua san
pham. Cb tin chic mil dugc ban trong siéu thi 1a hang chinh hing nhung c6 khong
muén d6i co véi khach ma chi néi nhe nhang: “Em dam bao hang trong siéu thi 1a
hang chinh hang chi a”
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Cau hoi:
1. Lan d3 mac sai lam gi khi giao tiép v&i khach hang?
2. Néu ban gap tinh hudng nay, ban s& giai quyét nhu thé nao?

Tinh hudng 06: Khach tir chéi mua hang du gia ré
Tai mot cira hang ban hang Iuu niém, mét khach hang budc vao va xem hang mot
luot. Nguoi nhan vién vi t6 ra ton trong khach hang nén dé cho khach chon thoai mai. Sau
khi chon dugc mot mon hang 1a mdt buc twong phat quang, khach hang hoi:
Khach hang: Chioi!
Nhan vién ban hang: Da, anh can gia?
Khdch hang: Chiéc tuong nay gia bao nhiéu vay chi?
Nhdn vién ban hang: ~ Da 500 ngan dong a.
Khdch hang: Sao dit thé?
Nhdn vién ban hang: Khong dit dau a. Pay 1a twong phat quang, khi khong c6  anh
sang thi no sé téa sang, rat dep anh a.

Khdch hang: Viy 4, nhung ma n6 dat qua.

Nhdn vién ban hang: Gia ¢ day 1a ré nhat trong so véi cac cira hang khac.
Anh ¢t hoi thir & cac noi khac 12 biét ngay thoi.

Khach hang: Cam on chi. (Va budc ra khoi ctra hang)

Cau héi:

1. Tai sao nguoi khach hang ché dit? Dé khach hang khong cam thdy mon hang 1a dat

thi nguoi ban hang can phai néi gi?

1. Ngudi nhan vién ban hang & ¢y méic phai nhitng 16i nao trong ban hang? Hiy phan
tich nhitng 16i nay ctia nguoi nhan vién nay?

2. Tai sao ngudi mua hang bo di di ngudi nhin vién ban hang di noi rang cira hang
cua minh 14 ré nhat?

Tinh hudng 07: Nhén vién ban hang s6 1
Hom nay 1a ngay dau tién lam viéc nhung nhan vién ban hang méi da vuot qua
n6. Sau khi siéu thi dong cira, giam déc xudng.
— “ Thua nha ban hang xuat sic nhat nuéc My”, Ong Giam Pdc néi, “Anh da
ban dugc cho bao nhiéu khach hang?”
— “Mot”, nguoi thanh nién tra 1o1
— “ Chi c6 mot? Mdi nhan vién ban hang cua toi trung binh ban dugc cho 20
hozc 30 khach mot ngay! Thé cdu ban dugc bao nhiéu doanh thu?”’, GP hoi
—“101,237.64 $”, chang thanh nién dap
Ong chu da bi bat ngo, S6 lwong d6 16n hon cai ma tat ca nhitng nguoi ban hang
khac gdp lai
30



— “ Vay cdu da ban nhiing cai gi?”

— “Pé t6i xem?”, chang trai nghi, “Pau tién toi ban cho ong ta mot cai ludi cau
nho. Sau d6 toi ban cho 6ng 4y mot ludi cau ¢& trung binh. Tiép theo, t6i ban cho
ong Ay mot ludi cau 16n. Va t6i ban tiép cai can cau mdi. Sau do, t6i hoi noi ma éng
ay cau ca, va ong tra 101 ong 4y ra bién cau, vi vy toi ndi voi 6ng ta rang ong nén
c6 mot cai thuyén, va chung t6i cung xudng phong thuyén budm, 6ng 4y di mua
dong co Chris Craft. Tiép theo toi hoi ong ta vé phuong tién dé trd thuyén ra bién,
ong ay ndi ong co 1 xe Honda Civic. Toi noi cai xe d6 khong du 16n dé ché chiée
thuyén qua ning, vi vay t6i dua ong ta xuéng phong 6t6 va ban cho ong ay 1 cai V8
SUV moi.”

— “Wow”, ong chi néi, “ Ngudi dan ong dén mua 1 ludi cau va cau da ban cho
ong 4y 1 cai thuyén va 1 cai xe tai?”

— “ Khéng, ong iy dén day dé mua db cho vo ong ay, va toi noi: troi cudi tudn
that dep, ong co thé di cau ca?...

Cau héi: Phan tich nhitng k¥ ndng ban hang ctia anh nhén vién mai?
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CHUONG 3

QUAN LY HANG HOA TRONG SIEU THI

GIOI THIEU CHUONG

Chu’O’ng 3 14 chuwong thuc hanh thanh thao cac ndi dung vé quan 1y hang hoa
trong si€u thi nhu: Theo do1 lvgng hang ban, lugng hang nhap, kiém ké hang hoa tai
quay, lap bao céo ban hang, bao quan hang hoéa tai quay.

MUC TIEU

1. Vé kién thuc:

- Thyc hién quy trinh kiém ké va lap bao céo kiém ké hang hoa tai siéu thi

- St dung phan mém quan 1y ban hang siéu thi

2. Vé k¥ nang:

- Thyc hién day da va thanh thuc quy trinh kiém ké va 1ap bao cdo kiém ké

- Str dung cac tmg dung trén phan mém quén 1y ban hang

3. Vé nang luc ty cha va trach nhiém:

- Y thirc duoc tim quan trong va y nghia thuc tién cua viéc thuc hanh rén nghé.

- Thai d6 hoc tap nghi€ém tic, tich cuc trong thao ludn cac ndi1 dung giang vién
néu ra.

PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 3

- Dbi véi nguoi day: st dung phuong phap giang giang day tich cuc (dién giang,
van dap, Lam mau); yéu cau ngudi hoc thyc hanh va tra 101 cac cau hoi tinh hudng
(ca nhan hodc nhom).

-Pbi VQi nguoi hoc: chu dong doc trude giao trinh (chuong 3) trudce budi hoc;
hoan thanh day du ndi dung thuc hanh.

PIEU KIEN THUC HIEN CHUONG 3
- Phong hoc chuyén mon hda/nha xudng: Co
- Trang thiét bi may moc: May chiéu va cac thiét bi day hoc khac

- Hoc li€u, dung cu, nguyén vat liéu: Chuong trinh mén hoc, gido trinh, tai li¢u
tham khdo, gido 4n, phim anh, va cac hang hoa lién quan.

- Céc diéu kién khac: Khong c6
KIEM TRA VA PANH GIA CHUONG 3
- NG1 dung:
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+ Kién thure: Kiém tra va danh gia tat ca ndi dung da néu trong muc ti€u kién
thirc

+ Ky nang: Banh gia tat cd ndi dung da néu trong muyc ti€u ki nang.
+ Nang lyc tu chu va trach nhiém:

» Trong qua trinh hoc tap, ngudi hoc can:
« Nghién ctru bai trudc khi dén 16p

« Chuan bj day du tai liéu hoc tap.

« Tham gia day du thoi lwong mén hoc.

* Nghiém tac trong qua trinh hoc tap.

- Phuong phép:
+ Piém kiém tra thuong xuyén: 1 diém kiém tra (hinh thirc: Thuc hanh)
+ Kiém tra dinh ky: 1 diém kiém tra (hinh thtrc: kiém tra thyc hanh)
NOI DUNG

1. Kiém ké hang hoa tai siéu thi

1.1. Ly thuyét lién quan

1. Quy trinh kiém dém hang hoa trén quay, ké siéu thi
Buéc 1. Chudn bi
- Tai liéu, gidy to
+ Bang ké hang ton kho
+ Phiéu ghi s6 dém
+ Bang ghi s6 liéu kiém tra
+ Bién ban kiém dém hang hoa
- Dung cuy: but bi (den, do), but da
- Nhan sy: nhan vién kiém dém hang va nhan vién kiém tra va ghi s6 lidu
Buoc 2. Sap xép lai hang héa
- Sap xép lai hang hoa gon gang, dung vi tri trén quay ke.
- Kiém tra nhén, gia caa san pham. Néu thay thiéu nhan, gia can yéu cau phu trach
quay hang bo sung ngay.
- Panh gia quy cach, pham chét hang hoa.
- Pé riéng khu vuc hang hoa khong kiém dém.
Bu6c 3: Tién hanh kiém dém
- Dan miii tén x4c dinh ving kiém dém
- Pém hang theo quy tic hinh chir Z|

33



T trai qua phai Tr trén xudng dudi

+ Chu ¥ dém hang treo & cac dau ké, trén noc, trong thing carton (néu c6 hang)

+ Chu ¥ dém hang & day trung bay chéo

- Ghi lai s6 liéu:

+ Ghi ngay két qua dém duoc cua ting mat hang vao phiéu ghi sé luong (mau
gidy vuong nho) va gin vao canh nhén gia trén ké theo tirng tang.

+ Ghi két qua vao bang ghi s6 liéu kiém dém.

Buéc 4. Kiém tra so liéu, ghi ho so

- Nbi dung kiém tra:

+ Kiém tra code: So sanh ma trén ho so véi ma trén san pham

+ Kiém tra tén san pham: So sanh tén trén ho so véi tén trén ké

+ Kiém tra chat luong :

« Chi tinh nhitng san pham ban dugc. Nhing san pham khong du ti€u chuan ban
(rach, v&, mop méo...) khong duogc tinh vao sé luong kiém dém va s& duoc ghi chu
sang cot bén canh.

« Néu phat hién hang can date: ghi Ngay san xuat va Han st dung vao Cot ghi
cht. Ghi 1o 1a : hang can date.

+ Kiém tra s6 luong :

« Kiém tra xac suit, néu phat hién sai sot thi kiém tra lai 100%.

« Dbi v6i hang gia tri cao ( Nudc hoa, Dién thoai di dong...) va hang don chiéc,
bat budc kiém tra 100%.

- Nhap Sé liéu vao bang ghi s liéu kiém dém.

+ Néu So luong dang, dung but d6 ghi dau “v” vao 6 s6 luong kiém tra

+ Néu sb luong hang héa thiéu hoic thira, dung bat dé gach chéo vao 6 sb luong
va ghi lai vao 6 sd luong kiém tra.

- Lap bién ban xac nhan sd liéu da kiém dém.

2. Quy trinh kiém ké hang héa trong siéu thi

- Budc 1: Lap ké hoach kiém ké

- Bugc 2: Chuan bi kiém ké. Ngudi kiém ké sap xép lai hang hoa, dung cu, thu
don quay.

- Budc 2: Tién hanh kiém dém xac dinh lugng hang ton tung loai (dém, do,
can)

- Budc 3: Ghi s6 bién ban kiém ké (theo mau biéu). Cac bén lién quan ky xac
nhan.

- Budc 4: Lap bao cao kiém ké hang hoa dé ké toan tién viéc theo ddi va giam
sat voi timg quay hang
1.2. Thyc hanh

Bai tap thwe hanh s6 1

+ Chia l6p thanh nhoém nho 3-5 em.
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+ Cac nhom thyc hanh kiém ké hang hoa tai phong thuc hanh. (Mdi nhém phu
trach kiém ké 01 day ké).
2. Lap bao cao kiém ké hang héa

2.1. Ly thuyét lién quan

- Bién ban kiém ké hang ton kho can _ghi 13 thoi gian bao goém gio, ngay,
thang, ndm thuc hién kiém ké. Ban kiém ké gém Tru:0’ng ban va cac uy vién.

- Tai géc bén trai ctia bién ban: Ghi rd tén don vi, bo phan su dung.

- Mbi kho, cira hang duoc kiém ké 1ap 1 bién ban kiém keé riéng:

+ Cot A, B, C, D: Ghi day du s6 thir ty, tén, nhan hiéu, quy cach, don vi tinh
cta cac hang hoa duoc kiém ké tai kho.

+ Cot 1: Ghi don gia cua tung loai hang hoéa (can ctr theo quy dinh cta don vi
dé ghi don gia cho phu hop).

+ Cot 2, 3: Ghi s6 lugng, sb tién cia tirng loai hang héa theo s6 ké toan.

+ Cot 4, 5: Ghi s6 lugng, s6 tién cua ting loai hang hoa theo két qua kiém ke.

+ Néu thira so vai 56 ké toan (cot 2, 3) ghi vao cot 6, 7, néu thiéu ghi vao cot 8,
9.

- S6 luogng vat tu, cong cy, san pham, hang hoa thyc té kiém ké s& dugc phan
loai theo pham chat:

+ T6t 100% ghi vao cot 10.

+ Kém pham chat ghi vao cot 11.

+ M4t pham chét ghi vao cot 12.

Néu c¢6 chénh 1éch phai trinh giam déc doanh nghiép ghi 16 y kién giai quyét
s6 chénh 1éch nay.

Bién ban dugc lap thanh 2 ban:

+ 1 ban phong ké toan luu.

+ 1 ban thu kho luu.

- Sau khi 1ap xong bién ban, truong ban kiém ké va tha kho, ké toan truéng
cung ky vao bién ban (ghi 16 ho ten).

Bién ban kiém ké hang ton kho sau khi duogc 1ap xong sé& phai dugc d6i chiéu
lai v&i s6 liéu ghi nhan trén so sach ké toan. Vi cac doanh nghiép c6 danh muc hang
t6n kho 16n thi viéc doi chiéu nay rat mat cong, do d6 nén sir dung nhiing phan mém
ké toan c6 tich hop ca tinh ning quan 1y kho, ¢ thé thuc hién ddi chiéu tu dong.
2.2. Thue hanh

Bai tap thwe hanh s6 1

+ Chia lop thanh nhoém nho 3-5 em.

+ Céac nhom thuc hanh kiém ké hang hoa tai phong thuc hanh theo bai tap thuc
hanh s6 (Mdi nhom phu trach kiém ké 01 diy ké) va 1ap bao cao kiém ké theo mau.

+ Cac nhom tién hanh kiém tra chéo bao cdo kiém ké
3. Sir dung phin mém quan ly ban hang siéu thi

3.1. Ly thuyét lién quan
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Tim hiéu phan mém quén 1y ban hang KiotViet

KiotViet 1a phan mém quén 1y ban hang noi bat véi quy trinh van hanh don gian
nhung chuyén nghiép thong qua may tinh, dién thoai, may POS cam tay hoic tai
quay thu ngan mang dén su tién loi cho ngudi st dung. Phan mém sé& hd tro nhan
don, chuyén don, xuit nhap kho, quan 1y thu chi, quan 1y dir liéu khach hang,...

mot cach don gian va nhanh chong nhét.

FL‘:E““’]ET denigh OHbre &8 T Teamiewer Chichirhinngtim = Thidtlp=  admin =
®Thgquan D Hanghta S Coodieh §0dte Sshqu M Bioco W Bén hang
Hang héa T T O
m, b ) O Mk hing héa Tén hing Gid bén Givin  Tdakho Dithing
B 13
R s SPO0COM Wutst &3 Viesh 40,000 35,000 0 ]
i SPONGON3 Barih AFC rau céi B0 25,000 ] ]
m Théagtin ~ Thékho | Téakho | Thanh phin
Hing héa tuwing
Hahng Tixa - SenalIME]
Chi nhiink Ténkho  Dfthing
Hang hia - 540 sult
0 ]
Dachivy
Combe - Béng ol Chi nhdnk tung ten 8 0
Tén kho [
o Thet T SPOOO00Z Banh chocopie 3000 30,000 0 ]
O D i e the 7 SPO0COD! Who Mj-21/05/2018 (kg) 250,000 200,000 10 0
O Vot tinh e in fr  NUDTG Thilt lung nlr mau ving 4,300,000 1,520,000 2 ]
O Ci hing kg kho v UM Thikt fumg ik HEX xanh b 200,000 5000 4 0
7 1k b s bhas 5 —
ng chil thastrangmict kiotiet v Thadt lumg nd DKNY mdu xanh 3,530 000 1,720,000 0 g Kotiiet

Phan mém quan ly ban hang KiotViet
M@t sb tinh ning ndi bat ciia phin mém:

Nam bat sé lwong hang ton kho thong qua cac chi s6 dugc cap nhap theo thoi gian
thuec.
HG tro quan 1y tir xa va ddng bo hoa dir liéu trén nhiéu thiét bi nhu: dién thoai, may

tinh bang, laptop,...

Quan 1y thu chi, cong no chi tiét, chinh x4c.
Bao cao théng ké chi tiét vé tinh hinh kinh doanh thong qua cac biéu dd cot, tron,...
Tao cac nghiép vu ban hang (nhu tao hoa don, dat hang, trd hang,...) chi trén 1

man hinh giao dién. Cam két nang suét cong viéc tang 30 — 50%.
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« Quan Iy hang hoa don gian, tién loi, cho phép chu cira hang nhap s6 luong, mau
sac, mau ma, chat liéu san pham khong giéi han.

« Phan mém giup phan nhom khach hang triét dé, tao va quan Iy cac chuong trinh
khuyén mai, theo d5i hoat dong kinh doanh d& dang.

3.2. Thuc hanh
Bai tap thwe hanh s6 1:

Hoc sinh dang ky tai khoan sir dung phan mém ban hang. Str dung cac tinh ning
trén phan mém

TOM TAT CHUONG 3
Trong chuong nay, mot so6 ndi dung chinh duoc gidi thiéu:

- Kiém ké hang hoa
- Lap bao céo kiém ké hang hoéa trong siéu thi

- St dung phan mém quan ly ban hang trong si€u thi
BAI TAP TINH HUONG
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Tinh huong 1. Xir Iy cac tinh hudng khi viét sai héa don:
- TH 1: Hoa don viét sai chua giao cho ngudi mua
- TH 2: Hoa don viét sai va giao cho nguoi mua nhung chua giao hang
- TH 3: Hoa don viét sai dd giao cho nguoi mua, di giao hang.

Tinh huong 2. Xir 1y cc tinh hudng Xay ra theo déi lwong hang ban va
lwgng hang nhap.
- TH1: Ngay 01/07 tai siéu thi ABC, nhan vién Tran Anh phu trach quay hang dién
thoai nhan thay rang trong thang 06, s6 lugng dién thoai di dong ban ra ting gap
d6i, va du kién luong khach trong thang 7 van ting. Vay anh Tran Anh can phai c6
dé xuét gi véi siéu thi?
-TH2: Tai siéu thi ABC, mot s6 ngay vira qua luong tiéu thu hang dong lanh dic
biét 1a c4 bién giam manh so véi tuan truge. Vay theo anh (chi) siéu thi ABC can
phai lam gi trong thoi gian toi?

Tinh huong 3: Xir Iy cac tinh hudng khi c6 xay ra khi ¢é su chénh léch
khi kiém ké hang héa.
-TH1: Siéu thi ABC tién hanh kiém ké hang hoa tai ké hang my pham. Sau khi
kiém ké phat hién mit hang dau goi Sunsilk ¢ trén ké hang dang ¢6 10 chai loai
800ml, nhung trong so theo ddi hang ton chi c¢é 6 chai. Trong truong hop nay anh
(chi) giai quyét thé nao?
-TH2: Siéu thi ABC tién hanh kiém ké hang hoa tai ké hang quan 4o. Sau khi kiém
ké phat hién mat hang 4o so mi Viét Tién ¢ trén ké hang dang c6 12 chiéc, nhung
trong so6 theo ddi hang ton c¢6 15 chiée. Trong trudong hop nay anh (chi) giai quyét
the nao?
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