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Loi gidi thiéu

woc ta dang budc vao thoi ky cong nghiép héa, hién
dai héa nham dwa Viét Nam tré thanh nuée cong
nghiép vin minh, hién dai.

Trong sw nghiép cdch mang to lon dé, cong téc dao tao
nhan lyc luén git vai tro quan trong. Bdo cdo Chink tri ciia
Ban Chdp hanh Trung wong Ddng Céng sdn Viét Nam iai
Dai hoi Dang toan quéc ldn thit IX dd@ chi rd: “Phat trién
gido duc va dao rao 1a mét trong nhitng dong lyc quan trong
thic ddy su nghiép céng nghiép héa, hién dai héa, 1a didy
kién d€ phat trién ngudn luc con ngudi - yéu 16 co ban dé
phdt trién xa hoi, tang trudng kinh t€ nhanh va bén vimg”.

Qudan triét chu truong, Nghi quyét cita Ddng va Nha nude
va nhdn thicc diing ddn vé 1am quan trong ciia chifong trinh,
gido frinh doi voi viéc ndng cao chdt luong dao tao, theo dé
nghi cua 86 Gido duc va Pao tao Ha Noi, ngay 23/9/2003,
Uyban nhén ddn thanh phé Ha Noi dd@ ra Quyét dinh so
5620/0D-UB cho phép S6 Gido duc va Pao tao thuce hién dé
dn bién soan chuong trinh, gido trinh trong cdc trudng Trung
hoc chuyén nghiép (THCN} Ha Néi. Quyét dinh nay thé hién
sy quan tam sau sdc cia Thanh iy, UBND thanh phé trong
viéc ndng cao chdt luong dao tao va phat trién nguén nhan
lwc Thu do.

Trén co s chuong trinh khung ciia Bé Gido duc va Pao
tao ban hanh va nhitng kinh nghiém rit ra tir thie 1¢" dao 1o,
8¢ Gido dyc va Dao tao da chi dao cdc truong THCN 16 chitc
bién soan chuong trinh, gido trinh mot céch khoa hoc, hé



théng va cdp nhdt nhimg kién thiic thuc tién phi hop véi doi
twong hoc sinh THCN Ha Noi.

B¢ gido trinkh nay la tai liéu gidng day va hoc tdp irong
cde truong THCN ¢ Ha Noi, dong thoi la wai liéu tham khdo
hitu ich cho cdc truong cé dao tao cde nganh ky thudt - nghiép
vt va dong dio ban doc quan tam dén vdn dé huong nghiép,
day nghé.

Viéc 16 chiic bién soan bo chitong trinh, gido trinh nay
la mot trong nhiéu hoat déng thiét thuc ciia nganh gido duc
va dao tao Thii do dé ky niém “30 ndam gidi phong Thi do”,
“50) nam thanh ldp nganh” va hucng 16 ky ni¢m “1000 ndm
Théing Long - Ha Noi™.

Sé Gido duc va Pao tao Ha Noi chan thanh cdm on Thanh
ity, UBND, cdc sd, ban, nganh ciia Thanh pho, Vu Gido duc
chuyén nghiép Bé Gido duc va Dao tao, cde nha khoa hoc, cdac
chuyén gia ddu nganh, cdc gidng vién, cdc nha qudn 1y, cdc
nha doanh nghiép dd tao didu kién gitip do, dong gop ¥ kién,
tham gia Hoi dong phdn bién, Hoi dong thdm dinh va Hol
dong nghiém thu cdc chuong trinh, gido trinh.

Day la ldn ddu tién S6 Gido duc va Dao tgo Ha Noi 173
chitc bién soan chiong trinh, gido trinh. Dit dd hét sic cd
gdng nhung chdc chdn khong trdnh khdi thiéu sot, bdt cdp.
Chiing t6i mong nhan dugc nhing y kién déng gop cua ban
doc dé timg buée hoan thién bo gido trinh trong cdc ldn tdi
bdn sau.
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Loi noi dau

J moi théi dai, moi xd héi, giao tiép, ting xu giita con ngudi va con ngudt
dien ra lién tuc, trén moi linh vuc clia cudc song, trong sinh hoat doi thuong
ciing nine trong cong viéc. Giao tiép vira biéu hién vdn hod ciia méi con nguoi,
vita biéu hién mire do vdn minh cia xd héi. Chinh vi vdy, giao tiép, g xit I
maot mét co bdn ciia cong rde gido duc va dao tao. “ Tién hoc 16, hdu hoc vin -
[oi ran day cita ngueot xua tiv ldu dd trd thanh mét trong nhitng nguyén tdc cia
cong tde gido duc va dao tao o niede ta.

Cing voi sir phdt trién cia xd hoi, ciia nén kinh ¢ hang hod, Iinh hoi ky
ndng giao Hép tra thanh doi héi cdp thiél cia nhiéu nghé, trong dé ¢6 kinh
doanh va van phong, la diéw kién cria sir thanh dar trong nhitng Iinh vuc nay.

Nham dap iing nhu cdu hoc 14p cria hoc sink cde truong Trung hoc chuyén
nghiép va cia cdc ban doc khdc, duoc sw quan tdm ciia ldnh dao S0 Gido duc
Pao tao Ha Noi va Ban gigm hiéu Tricong Trung hoc Ban cong Ky thugt Tin
hoc Ha Noi (ESTIH), chiing t6i bién soan va gici thiéu cudn gido trinh “K¥
nang giao 1iép”. Trong cudn sdach nay, chiing 10i tong hop nhitng Iy lign vé
giao ép cua cde tde gia trong va ngodi nydc trong thoi gian gdn day, dong
thot hiedng dan tuee hanh, rén luyén nhitng k ndng giao tiép co ban, can thiét
cho mor nhdn vién vdan phong, mor ngioi thu ky van phong hién dai.

Gido trinh dwrge phin cong bién soan nhir sau:

TS. Lirong Minh Viét: chuong 6, 8 va 10;

TS, Thai Tri Ding & ThS. Chu Vdn Dic: chuong 2, 3,7, 9;

ThS. Chu Van Pure: chiweong 1,4, 5, 11, Bai md ddu va phdan phuy luc.

Chiing t6i xin chdn thanh cdm on ldnh dao So Gido duc va Pao tao Ha
Néi, Ban gidm hiéu Truong ESTIH da tao diéu kién d€ bién soan cuon sdch,
camon GS.TS. D Long, PGS. TS. Bao Thi Oanh, TS. Lé Thanh Hiuong cling
cdc thanh vién khdc trong Hoi dong nghiém thu chuong trinh gido trinh cua
So Gido duc va Dao tgo Ha N§i vi nhitng nhdn xét quy bdu gip chiing t6i
hoan thanh viéc bién soan cuén sdch.

Ldn ddu tién ra mdt, chde chdn cuén sdch khéng tranh khoi nhitng
thiéu sét. Chiing 161 mong nhdn dwoc sy gép y chdn thanh ciia cdc em hoc sinh,
ban doc va dong nghiép.

CAC TAC GIA
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Bai md dau

L VITRI, TINH CHAT, MUC TIEU VA YEU CAU CUA MON HOC
1. Vi tri va tinh ch&t cia mén hoc

Mon hoc k¥ nang giao ti€p thudc nhém cac mon hoc ¢o s& chuyén nganh
trong chuong trinh ddo tao clia nganh nghiép vy thu ky vin phong & bac frung
hoc chuyén nghiép. N§ cing rdt hitu ich d6i véi hoc sinh theo hoc nhiéu
chuyén nganh khdc, ching han nhu quan tri kinh doanh, du lich v.v. Mén hoc
nay duge bd tri sau cde mon co s nhu: chinh tri hoc, phdp luat hoc dai cuong
va tam If hoc. Viéc nghién cttu mon hoc K§ ning giao tiép s& phuc vu déc luc
cho cdc mén hoc chuyén nganh ciia nganh nghiép vu vin phong, dic biét 1a
mon “Nghig¢p vy thu ky vin phong”,

K¥ ning giao tié’p vira la mon hoc 1y thuyét, vira 1i mon ftoc thuc hanh.
Trong qud trinh hoc, hoc sinh duroc trang bi nhitng kién thitc co ban vé giao
tiep, Ung xir, déng thoi thye hanh d€ rén luyén k¥ nang van dung kién thic
moén hoc vao cde tinh hudng giao ti€p hang ngdy ciing nhu trong hoat dong
nghé nghiép sau nay.

2. Myc tiéu cia mén hoc

- V& kién thire: Trang bi cho hoc sinh nhitng ki€n thitc co ban nhat vé giao
tiep va ting xur theo truyén théng dén toc vi theo théng 1¢ qudc t&, phit hop véi
su phdt trién kinh 1€ ~ x3 hoi trong giai doan hién nay.

- Vé ky nang: Hinh thanh & hoc sinh c4c k¥ nidng co ban sau:

+ K¥ néng phan tich, ddnh gid cdc quan h¢ giao ti€p mot cdch hop 1y, trén
€0 s0 d6 hoc sinh ¢6 thé hoan thi€n hoat déng giao tiep ciia minh;

+ K¥ nang sir dung t8i wu cdc phuong tién giao ti€p, bao gém phuong tién
ngon ngit va cdc phuong tién phi ngon ngi;

+ K¥ nang thiét lap, phét trién, cling ¢§ cdc m6i quan hé cin thist trong
cuoc s0ng cling nhu frong hoat dong nghé nghiép trong tuong lai;

+ K¥ nang van dung kién thitc clia mon hoc vao cong tdc viin phong, giii



quy€t 16t cong viee clia mot nhan vien van phong, mot ngudi thu ky, nhu: viet
thur tin, goi va tra 15i dién thoai, ti€p khach, 8 chitc cudc hop, hoi nghi, tham
gla thuong lugng v.v.

- Vé thdi d¢: Gitp hoc sinh thiy duge tdim quan trong ciia viée trd thinh
MOt Ngudi giao ti€p gidi, trén co s d6 hinh thinh & cdc em thai do diing dén
d6i véi mén hoc ciing nhur véi viéc rén luyén cdc phdm chat giao ti€p nghé
nghi¢p clia mot nhan vién vin phong, mot ngudi the ky.

3. Yéu cau cua mén hoc

Hoc tap, nghién citu mon hoc k¥ niing giao tiep, hoc sinh cén;

- Nam dugc ban chat, cic khia canh cla qud trinh giao tiép: truyén thong,
nhin thic va anh hudng téc dong qua lai trong giao tep, dic di€m ciia giao
Li€p trong cong tdc van phong;

- Nam dugc nhiing nét riéng, nhiing phong tuc, tap qudn cua dan tgc ciing
nhu nhitng nguyeén tic, nhitg thong 1& quéc t& trong giao ti€p, iing x\t hién dai;

- Ném duge nhiing nguyén tic, nhitng 1§ luan co ban vé giao tiep truc tiép,
g1a0 1i¢p qua thu tin, dién thoat v.v.;

- Tich cuc, chit dong trong hoc tap, dic bi¢t 1a trong gid hoc thyc hinh dé
hinh thanh cdc k¥ nang glao ti€p, dong thoi khong ngimg trau déi, rén luyén
ching ¢4 trong doi séng thudmg nhat dé nang chiing lén thanh k¥ xdo, nghia
14 théng linh nghé thuat giao tiép.

IL. BOI TUONG VA PHUONG PHAP NGHIEN CUU MON HOC

1. D&i tugng nghién ciru cha man hoc giao ti&p

Mon K§ nang giao ti€p nghien ciu nhitng vin dé co ban sau day:

- Bdn chdt, ddc diém ciia qud trink giao tiép;

- Cac logi hinh giao tiép va ddc trung ciia chiing;

- Cde hién tugng tam li va tam i - xg hoi dién ra trong giao tiép, trong dé
chii yéu la cdc qud trinh trao déi thong tin, nhdn thitc, cdm xiic va dnh hiong
tdc dong qua lai Idn nhay gilta cdc chi thé giao tép;

- Cdc ky ndng, k§ xdo giao tép;

- Hiéu qud va nhitng yéu 16 dnh hudng dén hiéu qud ciia qud trink
giao tiép.

Trén co s¢ [am rd nhiing van dé nay, mon hoc ky nang giao ti€p gidp méi



chiing ta niing cao viin hod giao 1i€p, Ung x{ cia ban than va la tién dé cho su
thanh dat cla chiing ta trong cudc séng ciing nhir trong su nghiép.

2. Phuong phap nghién ciru mon hoc

Dé hoc tap 6t mon Ky nidng giao ti€p, hoc sinh ¢6 thé skt dung nhiéu
phuong phap khiac nhau. Duéi day 1a mot s6 phuong phap ca ban.

2.1. Phuong phap duy vat bién ching

Phuong phdp niy doi hoi chiing ta luu ¢ hai vdn dé khi phan tich, 1y giai
mat hanh vi glao 1iép cu thé:

- Thir nhdt, khong ¢6 thé luc siéu ty nhién ndo ma chinh 14 hién thuc xa
hoi, cdc quan h¢ x4 héi, quan h¢ kinh t& quy&t dinh hanh vi giao ti€p cla
con ngudol.

Hanh vi giao ti€p cta con ngudi chiu sy tdc dong ctia nhiéu yé&u t6, nhu:
ho#n canh, tinh huéng, tam Ii, phong tuc, tap qudn, truyén théng v.v. Cic yéu
t¢ tam Ii nhu nhu ciu, dong co, muc dich clia cac chi thé giao tiép quy dinh
hanh vi giao ti€p cua ho. Nhung ching khong phai do than linh, thugng dé hay
mot the luc siéu tr nhién nao khic sinh ra, ma tam 1i thuc chit 1a hién thuc ctia
cudc séng duge con ngudi phan dnh vao trong dau ¢ chia minh.

~ Thit hai, m6i hanh vi giao tiép chiu sir tdc ddng, chi phdi cua nhiéu yéu
t0 khdc nhau, vi vay khong dugce tich rén, ¢6 1ap hanh vi giao ti€p ma phai dat
nd trong méi quan hé chat ché, trong sy anh hudng tac dong qua lai véi cic
yéu t6 d6 mdéi ¢6 thé 1y giai nd mot cdch chinh xdc va ddy du.

2.2. Phuong phap nghién ciu tai liéu

Hi¢n nay, ¢6 rdt nhiéu cong trinh nghién citu vé giao ti€p di duge cong bé,
in &n thash sich hodc duge pho bién trén nhitng phuong tién thong tin dai
chiing khdc. Diéu nay cho thdy, giao tiép, ing xir khong chi 12 van dé€ hdp dén,
thiét thuc, duge nhiéu ngudi quan tm, ma con 1a van dé rit phic tap. Trong
pham vi gido trinh ndy, cdc tic gid khong thé trinh bay tét ca tri thic cha nhan
loai vé giao ti€p, ¥ng xu. Vi vy, hoc sinh cdn suu tdm, tham khao thém cic
tai lieu khdc dé hoan thién hon nita vén hiéu biét clia minh.

2.3. Phuong phap quan sat

K¥ nang giao tiép la mén hoc vé cudc séng doi thuong dang dién ra hang
ngay, hang gi&y xung quanh ching ta, vé quan hé ngudi — ngudi, vé ing xtr gilta
con ngudi véi con ngudi. Chinh vi vay, hoc tap mén k¥ nang giao ti€p khong



chi 1a hoc tap qua sich v& ma con phdi hoc tap trong cudc séng, théng qua
cudc sdng. Nghia la chiing ta phai chd ¥ quan sét 181 néi, hanh vi, cit chi, diéu
bo. thii do, céch dng xi, cdch an mic... cila nhitng ngudi xung quanh va ca
cua bdn than (ty quan sdt), phan tich, danh gid, so sdnh chiing véi nhitng gi
1i€p thu duge qua sdch v& va e riit ra cho minh nhitng két luan c4n thiét. Day
cing chinh Ia mét trong nhitng diéu kién co ban dé ching ta ¢6 thé nhanh
chong 1ién bo va thanh cong trong giao tiép.

ITI. NHUNG NOI DUNG CO BAN CUA MON HOC

C6 thé chia nhitng noi dung co bin cila mon hoc ky nang giao 1i€p thanh
hai phan: phan chung va phdn riéng. Phin chung giéi thiéu nhitng ki€n thic
chung v¢ giao tiép, nhu: khéi niém, vai trd, chic ning, cdu triic cla giao tiép;
cdc phuong tién giao tiép v.v. Phan ndy bao gém cdc chuong: 1, 2, 3, 4, 5 va
I1. Phan ri¢ng, gom cic chuong: 6, 7. 8, 9 va 10, di vio tim hiéu timg loai
hinh giao tiép cu_’lhé’. chiing han nhu giao tiép truc tiép, giao 1ép qua dién
thoai, thu tin v.v. O da s6 chuong, mdi chuong ciing ¢6 hai phan: phan 1y luan
vi phén ky nang. Phan Iy luan trinh bay nhitng 1y thuyét, nhitng nguyén tic,
nhitng dic di¢m chung 1am ¢o sd cho phdn k¥ nang. Con phan k§ nang gidi
thi¢u quy trinh, cdch thite, phuong phap d€ 16 chife va tién hanh mot cudce tiep
xuc ¢6 hi¢u qua. Cu thé, nhiing noi dung co bdn cta mén hoe K§ ning giao
tiép nhu sau:

- Chuang 1: Khdi quat chung vé giao tiép;

- Chuong 2: Cdu tric cta giao tiép;

- Chuong 3: Cdc phuong tién giao ti€p;

- Chuwong 4: Phong cich giao tiép;

- Chuong 5: Cic k¥ nang giao tiép co ban;

- Chuong 6: Giao tiép truc tiép;

- Chuong 7: Thuong lugng;

- Chuong 8: Giao tiép qua dién thoai;

- Chuong 9: Giao tiép qua thu tin;

- Chuong 10: Giao tiép van phong;

- Chuong IT: Van hod giao ti€p cua ngudi Viét Nam va ngudi nudc ngodi.

Bé gidp hoc sinh dénh gid két qud hoc tap cha minh, déng thdi gidp ciing
¢6 ki€n thitc va rén luyén k¥ ning, & diu méi chuong déu cé néu muc tiéu va
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néi dung tom tdt ctia chuong, & cudi mbi chuong ¢6 phan cau hoi va bai tap
tinh hudng d€ thuc hanh. Ngodi ra, cudi gido trinh cdn ¢é phédn phu luc, trong
d6 hudng dan gidi hodc dua ra d¢dp dn bai tap tinh huéng vk gidi thiéu mot so
tric nghi¢m giao ti€p. DE cdc bai 4p tinh hudng phét huy duge hiéu qua t&i
da, hoc sinh chi nén xem phin huéng din & cusi cudn sich sau khi da thir
glai nhifng bai tap nay. Hon nita, méi tinh huéng déu c6 thé ¢ nhiéu phuong
an gial quy€t, phin hudng din chi néu phuong 4n ma kinh nghiém cho thay
la téi wu nhat.
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Chuong 1
KHAI QUAT CHUNG VE GIAO TIEP

Muc tiéu

Sau khi hoc xong chuang nay, hoc sinh c6 thé:

- Hiéu dugc khai niém giao 1idp, chic ning ciia giao tiép;

- Xac dinh dugc mét hign tugng c6 phdi 1a giao tiép hay khang:

- Thdy dugc tdm quan trong ca viéc trd thanh mdt ngudi giao tiép qidi.

Tém tit ndi dung

- quo tiép 1a hoat déng xac 1ap, van hanh cac méi quan hé gitta con ngudi vdi con
ngudi nham thoa mén nhimg nhu ¢du nhat dinh.

- Giao tiép ¢6 vai tro quan trong ddi véi x3 hdi, ca nhan va trong cong tac van phong:

+ D6i voi xa hoi: Giao tigp la didu kién t8n tai va phat trién clia xa héi;

+ B06i voi ca nhan: Giao tiép 14 diéu kien clia su hinh thanh, phat trién tam Ii. nhan cach
cda ca nhan; nhiéu nhu cdu cita ca nhan chi dugc thod man trong giao tiép;

+ Trong céng tac thi ky van phong: Giao tigp gidi la didu kién thanh céng cla mét
ngudi thu ky, mét nhan vién van phéng.

- Giao tiép ¢6 nhiéu chlc nang xa hdi va tam | quan trong, do la: chiic nang thong
tin, chifc nang t8 chirc, phéi hgp hanh déng, chiic ning didy khién, chifc nang phé binh
va t phé binh, chifc nang déng vién, khich 18, chirc nang thiét [ap, phat trién va cling c6
cac moi quan hé, chifc nang can bing cdm xdc va chitc néng hinh thanh, phat trién tam
li, nhan cach,

- Giao ti€p dugc phan ra thanh nhiéu loai;

* Theo tinh chét cla ti€p xdc, giao tiép dugc phan ra thanh giao tiép truc tiép va giao
ti€p gian tiép;

+ Theo quy cach, giao ti€p duge phén ra thanh giac 1iép chinh thic va giao tiép khdng
chinh thic:

+ Theo vi thé, giao ti€p dugc phan ra thanh giao tiép & thE manh, giao tiép & thé can
béng va giao tiép d thé yéu;

+ Theo s6 Iugng ngudi tham gia, giao tiép dugc phan ra thanh giao tiép giira hai ca
nhan, giao tiép gilta ca nhan va nhém, giao tiép gilta cac ca nhan trong nhém va giao tiép
gilta cac nhém,
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1. KHAI NIEM GIAO TIEP
1, Giao tiép la gi?

Su tdn tai va phdt trién ctia méi con ngudi ludn gan lién vai sur (6n tai
va phét trién cha nhitng cong dong x3 hoi nhat dinh. Khong ai ¢é thé séng,
hoat dong ngoai gia dinh, ban b, dia phuong, tap thé, dan toc, tic 1a ngoai xa
hoi. Ngudi La Tinh ndi ring: “Ai ¢d thé séng mot minh thi ngudi dé hoac 1a
thdnh nhan, hodc 1a quy si”.

Trong qud trinh séng va hoat dong, gifta ching ta v6i ngudi khac ludn ton
tai nhiéu moi quan hé. D6 ¢ thé 12 quan hé dong ho, huyét théng nhu cha me
— con ¢éi, ong ba - chiu chét, anh em, ho hang; quan hé hanh chinh - cong viéc
nhu: tha trudng - nhan vién, nhan vién - nhan vién; quan hé tam I{ nhu: ban be,
thién cam, 4¢ cam v.v...Trong cdc moi quan h¢ dé thi chi mot s6 it 1a cd sdn
ngay tir khi ching ta cdt tiéng chao doi (chang han, quan hé huyét théng, ho
hang), con da s& cdc quan hé con lai chl yéu duge hinh thanh, phat trién trong
qud trinh ching ta séng va hoat dong trong cong d6ng xa hdi, thong qua cic
hinh thitc (i€p xic, gap g0, lién lac da dang vdi ngudi khac ma chiing ta thuong
goi 14 giao tiép.

Vay, glao tiép 1a gi?

Giao 1iép la hoat déng xdc ldp, vdan hanh cdc moi quan hé gita con ngudi
Vot con ngutdt nham thod mdn nhitng nhu cdu nhat dinh.

Vi du: Gidm déc gap g& d6i tac, trudng phong trd chuyén véi nhan vién,
ban be thu tir cho nhau...

2. Vai tro cta giao tiép

Giao ti€p cé vai trd dic biét quan trong trong doi song xa héi, trong doi
s6ng chia moi con ngudi va ca trong ¢ong tic thu ky van phong.

2.1. Vai tro cia giao tiép trong doi séng xa hoi

Dai véi x4 hot, giao ti€p 1a diéu kién clia su ton tai va phdt uién xa hoi. Xa
hoi 12 mot tap hop ngudi ¢ méi quan hé qua lai véi nhau. Chiing ta hay thir
hinh dung xem xa hoi $& nhir thé n2o néu moi ngudi 16n tai trong d6 khong ¢
quan hé gi véi nhau, méi ngudi chi bigt minh ma khong biét, khong quan tam,
khong ¢6 lien hé gi v4i nhitng ngudi xung quanh? Dé khéng phai 14 xa hoi ma
chi 12 moét tap hop rdi rac nhitng ¢4 nhan don 1. M&i quan hé chit ché giita
con ngudi véi con ngudi trong x4 hoi con 14 diéu kién dé xd hoi phat trién, Vi

du, nén sdn xuat hang hod phat trién dugc 1a nhdy ¢6 mdi lien hé chit ché giita
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nha san xudt va ngudi tiéu diing: ngudi san xudt ndm duge nhu cdu ciia ngudi
tiéu diing, sdn xudt ra nhitng loai hang hoa ddp ng nhitng nhu cau d6, nghia
1A duge ngudi tiéu diing chap nhan va diéu nay thic ddy sin xuit phat trién.

2.2. Vai tro cua giao tiép doi véi ca nhan

Trong ddi séng clia mdi con ngudi, vai trd clia giao ti€p duge biéu hién &
nhitng diém cd bédn sau day:

- Giao tiép la diéw kién dé tam Ii, nhan cdch cd nhdn phdt trién binh thiong;

V¢ ban chat, con ngudi 12 16ng hoa c¢dc mdi quan hé xa héi. Nhd ¢6 giao
1i€p ma mdi con ngudi ¢6 thé tham gia vio cdc mdi quan hé xa hoi, gia nhap
vao cOong dong, phan dnh cdc quan hé xa hoi, kinh nghigm xa hdi va chuyén
chiing thanh tai sén riéng cha minh. Nhitng trudng hop tré em bi that lac vao
trong rimg, séng véi ddng vat di cho thay ring, mac di nhitng da tré nay van
¢6 hinh hai clia con ngudi, nhung tam i va hanh vi cla cdc em khong phai 1a
clia con ngudi.

- Trong giao 1iép, nhidu phdm chdt cia con ngudi, dic biét la cdc phdm
chdt dao dite, diegc hinh thanh va phdt trién;

Trong qud trinh ti€p xiic véi nhitng ngudi Xung quanh, ching ta nhin thic
durgc cdc chuan muc dao ditc, thim my, phdp luat t6n tai trong x& hdi, tic 1a
nhiing nguyén tic ting x{: ching ta biét duge cdi gi t6t, cdi gl xdu; cdi gi dep,
céi gi khong dep; cai gi nén lam, cai gi cdn lam, cdi gi khong dugce lam va tir
d6 ma thé hién thdi do v hanh dong cho phl hgp. Nhitng phdm chdt nhu
khiém tén hay ty phu, 1& phép hay hén ldo, ¥ thitc nghia vu, tén trong hay
khéng ton trong ngudi khdc ... chi yéu duge hinh thanh, phét trién trong giao
ti€p. Ngusi xua néi: “Con hu tai me, chdu hu tai ba” cling 12 vi me va ba hay
chiéu con, chiéu chdu, thudng Iam thay ching nhitng viéc ma ding ra 1a ching
phai lam va cé thé 1am duge, dap dng mot céch thi€u nguyén tic nhitng doi hoéi
ctia ching, dan dén viéc chiing khong nhan thic duge gidi han can phai dimg
lai trong cic yéu cdu, ddi hoi chia minh, tir d6 s& ¢6 nhitng hanh vi, doi héi vuot
gi6i han cho phép, tic 1a “hu”, “hén 140",

- Giao tiép thod mdn nhiéu nhu cdu cia con nguoi;

Nhitng nhu cdu clia chiing ta nhu: nhu cu théng tin, nhu cdu duoc thira
nhan, nhu cdu dugc nhitng ngudi Xxung quanh quan tam, chd ¢, nhu céu duge
hoa nhap vio nhitng nhém xa hoi nhét dinh ... chi duge thod mén trong giao
ti€p. Ching ta s& cam thdy nhu th€ ndo néu tu giam minh du chi mot ngay
trong phong, khong gip gd, ti€p xtc vdi ai, khong lién hé véi ai qua dién thoai,
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khong doc, khong xem ti vi? Chic chin dé s& 13 mét ngay dai 1 thé, nang né.
D6 1a vi nhu cdu giao tiép cha chiing ta khong duge thoi min.

Theo cdc nha tam 1i hoc phét trién, trong cudc ddi clia méi con ngudi, nhu
cdu giao ti€p xust hién rat sém. Ngay tir khi dugc sinh ra, dita tré dd ¢6 nhiing
nhu cdu nhu nhu cdu duge thuong yéu, nhu ciu dugc an toan, khoing 2 - 3
thing tudi difa tré da bict “trd chuyén” véi ngudi 16m. Nhitmg thiéu hut trong
tiép xiic v8i ngudi I6n & giai doan an tho s& dé lai nhitng d4u an tiéu cyc trong
tam Ii, nhan cdch cha con ngudi trudng thanh sau nay.

2.3. Vai trd clia giao tiép trong cong tac thu ky van phong

V&i vai trd la cau néi gitta lanh dao véi b phan con lai cia t8 chie (ca
quan, xi nghi¢p, cong ty...), hoat dong clia ngudi thu k¥, trude hét va chi yéu,
1a hoat dong giao ti€p. Cdc cong viec ciia ngudi thir ky nhur ti€p khach, t6 chirc
hoi nghi va cdc cudc hop, goi va tr 16 dién thoai, chuin bi cac loai vin bén,
thu tin... déu la nhitng loai hinh giao tiép khéc nhau. Chinh vi vay, mot ngudi
thu ky gioi trude hét phai 1a mot ngudi giao ti€p gidi. Cho nén, mudn trd
thanh mot thu k¥ gidi, bén canh viéc nim vitng kién thic chuyén mon, nghiép
vu, chiing ta can nghién citu khoa hoc giao tiép, nim vitng cdc k¥ nang giao
ti€p va thudng xuyén rén luyén nhiing ky nang nay d¢€ théng linh nghé thuat
giao 1ép.

II. CHUC NANG CUA GIAO TIEP

Giao ti€p ¢6 vai tro to 16n nhu vay bdi vi né thuc hién nhiéu chitc nang
quan trong. C6 thé chia céc chifc nang nay thinh hai nhém: nhém chitc ning
x4 hdi va nhém chitc nang tam If.

1. Nhém chirc ning xa hoi

1.1. Chirc ning thong tin

Chiic nang théng tin duge biéu hién & khia canh truyén théng (trao ddi
thong tin) cia giao ti€p: qua giao ti€p, con ngudi trao ¢6i cho nhau nhing
thong tin nhat dinh. Vi du: ngudi thur ky bdo cdo lai k€t qua cta budi 1am viéc
v6i mot d6i tdc theo uy quyén cla gidm déc, gidm doc dua ra nhimg yéu cdu
chi thi mdi d6i véi ngudi thu k.

1.2. Chic nang t6 chite, phéi hgp hanh dong

Trong mot t8 chic, mot cong viec thudng do nhiéu bo phan, nhidu ngudi
cung thuc hién. DE ¢6 thé hoan thanh cong viec mot cich 16t dep, nhiing bd
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phan, nhifng con ngudi nay phai théng nhat véi nhau, tic 12 phéi hop véi nhau
mot cdch nhip nhing. Muén vay, ho phdi tiép xic vdi nhau dé trao ddi, ban
bac, phan cong nhiém vu cho timg bo phan, titng ngudi, pho bién quy trinh,
cdch thirc thuc hién cong viéc va trong qud trinh thuc hién ciling phai ¢é nhiing
“tin hi¢u” dé moi ngudi hanh dong mot cdch thong nhat. Trudce day, khi chudn
bi cho chién dich Dién Bién Phi, cdc chién si kéo phdo di “hod do” dé phai hop
hanh ddng. Theo cdc nha ngdn ngit hoc, chinh nhu ciu théng nhat, phdi hgp
hanh dong trong viée sian bit thd cla ngudi nguyén thuy ma ngoén nglt -
phuong tién giao ti€p co ban & con ngudi - da xudt hién.

1.3. Chire nang diéu khién

Chitc nang diéu khién dugc thé hién & khia canh dnh huéng tic dong qua
lai cha giao tiép. Trong giao ti€p, ching ta anh hudng, tic dong dén ngudi khac
va, nguge lai, ngudi khac cling anh hudng, tdc dong dén chiing ta bang nhiéu
hinh thic khdc nhau, nhu: thuyét phuc, 4m thi, bat chude. Pay [a mot chifc
ning rat quan trong cta giao ti€p. Mot ngudi ¢é kha nidng 1anh dao chinh 1
ngudi ¢6 kha nang dnh hudng dén ngudi khic, biét “thu phuc long ngudi”, 13
ndi clia ngudi d6 cd “trong lugng” d6i véi ngudi khic.

1.4. Chirc nang phé binh va i phé binh

Trong xa hoi , moi con ngudi 14 mot “chice guong™. Giao tiép véi ho chinh
la ching ta soi minh trong chiéc guong d6. Tir d6 ching ta thay duge nhiing
uu diém, nhitng thi€u sét cha minh va tr sira chita, hoan thién ban than.

2. Nhom chirc nang tam li

2.1. Chiic nang dong vién, khich 1é

Chuc niang dong vién, khich 1¢ cia giao ti€p lién quan dén linh vuc cam
xuc trong doi song tam 1f con ngudi. Trong giao ti€p, con ngudi con khoi day
0 nhau nhitng xiic cam, tinh cam nhdt dinh; ching kich thich hanh dong cua
ho. Mét 101 khen chan tinh dugc dua ra kip thai, mot su quan tam dugc thé
hién ding hic ¢6 thé 1am cho ngudi khdc tu tin, cdm thdy phdi ¢d ging lam
viéc tot hon.

2.2. Chiic nang thiét lap, phét trién, cing ¢6 cdc mdi quan hé

Giao ti€p khong chi 14 hinh thitc biéu hién m6i quan hé gifta con ngudi
véi con ngudi, ma con la cich thitc dé con ngudi thiét 1ap cdc méi quan hé mdi,
phét trién va cling ¢6 cdc moi quan hé di cé. Tiép xic, gip g8 nhau - d6 la
khéi dau cita cdc méi quan hé, nhung cdc méi quan hé nay cé ti€p tuc phat
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trién hay khong, cé tr& nén bén chat hay khong, diéu nay phu thuéc nhiéu vao
qud trinh giao ti€p sau d6. Néu chi tiép xdc, gap gd maot vai 14n roi sau d6 su
tiép xtic bi ngat quang trong mot thoi gian dai, thi méi quan hé cling khé duy
tri. Ngay ca anh em rudt thit trong mot nha ma {t ti€p xic, gap gd vdi nhau, it
lién hé vdi nhau thi mé&i quan hé ciing kém phan ndng &m.

Ngay nay, hang nam, cdc cong ty 16n thudng t6 chic “hodi nghi khich
hang”. Muc dich ctia cdc cudc hoi nghi ndy khong chi dé khach hang trao déi
kinh nghi¢m, khong chi dé cong ty tim hién tam tu, nguyén vong cha khach
hang, ma con nhim thit chat hon nita méi quan hé khich hang - cong ty.

2.3. Chitc nang can bang cam xiic

Trong cudc séng, nhiéu khi ching ta ¢ nhitng xtic ¢dm ¢an duge boc 16.
Nhitng niém vui hay néi budn, sung sudng hay dau khé, lac quan hay bi quan,
chiing ta mudn duge ngudi khic cing chia sé. Chi ¢6 trong giao tiép, chiing ta
md&i tim duge su dong cam, cam théng va gidi toa duge XUc cam c¢ha minh.

2.4. Chitc nang hinh thanh, phat trién tam Ii, nhan ciach (xem phén vai
trod clia giao 1iép)

Nhir vay, giao ti€p ¢é nhiéu chitc ning quan trong. Trong cudc séng cla
moi ching ta, khi cdc quan hé giao ti€p ca ban khong thyc hién duge ddy du
cdc chitc ning nay thi diéu d6 khéng nhitng s& dnh hudng tiéu cuc dén cudc
song va hoat dong, ma cdn d€ lai nhitng dau 4n tiéu cuc trong su phdt trién tdm
Ii, nhan cdch cua mdi ching ta.

I1I. PHAN LOAI GIAO TIEP

Cé nhiéu cdch phan loai giao tiép.

1. Phan loai giao tiép theo tinh chat cua tiép xtc

Theo tinh chét cha ti€p xiic, giao ti€p dugc phan ra thanh hai loai: giao ti€p
truc ti€p va giao ti€p gidn tiép.

- Giao tiép tritc 1iép la loai giao ti€p trong dé cdc chi thé true tiép gip g0,
trao d6i véi nhau. Vi du: trd chuyén truc tiép, thio luan, dam phén... Day 1a

loai hinh giao ti€p phd bién nhét trong ddi s6ng con ngudi. Loai giao ti€p nay
c6 nhitng vu diém co ban sau:

+ Bén canh ngon ngit con ¢é thé sit dung cdc phuong tién phi ngon ngit
(4nh mdt, nét mat, an mic, trang diém...), do d6 luong thong tin trao déi trong
giao ti€p thuong phong phu, da dang hon;
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+ C6 thé nhanh chéng biét duge ¥ kién ctia ngudi do1 thoat;

+ C6 thé dicu chinh qué trinh giao ti€p mot cdch Kip thoi dé dat muc dich.

Tuy vay, loai hinh giao tiép truc tiép bi han ch& vé mat khoéng gian, hon
nita khi ti€p xic tryc tiép ching ta dé bi chi ph6i bi yéu o ngoai canh.

- Giao tiép gidn tiép 12 loai giao ti€p trong do cdc chi thé tigp xdc véi
nhau qua céc phuong ti¢n nhu di¢n thoai, vo tuyén truyén hinh, thu tit hodc qua
ngudi thi ba.

Giao tiép gidn tiép it bi han ch€ vé& mit khong gian, nhiing ngudi d xa nhau
vin c6 thé giao iép dirge v6i nhau va cliing mot lic ¢6 thé ti€p xdc v6i mot so
luong 1én d6i tuong. Tuy nhién, trong giao ti€p gidn ti€p, ching ta thudng
khong thy duge vé mat cia nguoi d6i thoai, khong biét ho dang 1am gi, dang
& trong hoan canh nio, ciing khong thé sit dung nhiéu phuong tién phi ngon
ngir khic. ‘

2. Phan loai giao tiép theo quy cach cta giao tiep

Theo quy cdch, giao ti€p duge phén ra thanh giao ti¢p chinh thic va giao
tiép khong chinh thie.

- Giao tiép chinh thitc 14 loai giao tiép mang tinh chét céng vu, theo chic
trach, quy dinh, thé ch&. Vi du: hoi hop, mit tinh, dam phén... Trong giao ti€p
chinh thiic, van dé cin trao déi, ban bac thudng duge xdc dinh trudc, thong tin
ciing duge cac chu thé can nhéc trude, vi vay thong tin thudng c6 tinh chinh
xac cao. Trong cong tac cha ngudi thu ky, loai giao tiép nay chiém ti 1¢ khong
nhd vA ¢6 anh hudng 16n dén hoat dong cla ngudi thu ky.

- Giao 1iép khoéng chinh thitc 1a loal glao ti€p mang tinh chat cd nhan,
khong cau né vio thé thite, chi yéu dya trén sy hiéu biét vé nhau gilta cdc chi
thé. Vi du: Ban be gap gd, trd chuyén véi nhau, ngudi lanh dao rd chuyén
riéng tu véi nhan vién...

Uw diém chinh cha giao tiép khong chinh thitc 12 khong khi than tinh, cti
m& va hi€u biet 1dn nhau (Vi vay ma c6 ngudi cdn goi loai giao ti€p nay Ia giao
ti€p than mat) va ching ta c6 thé thé 16 nhitng ndi niém, nhimg suy nghi cla
minh ma khong e ngai diéu gi, ¢ thé tu do trao ddi nhitng van dé ma ching
ta muon.

Trong hoat dong ca minh, ngudi thu ky cén biét sit dung két hop ¢ giao
tiép chinh thic va giao tiép khong chinh thic dé tao khong khi than mat, cdi
md, gin gili va hiéu biét 1an nhau, tao diéu kién thuan lgi cho giao tiép chinh
thiic dat két qua, Ciing chinh vi vdy ma, khong phi ngAu nhién, trong thdl gian
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hoi nghi, ¢im phén, ky két hop dong, nhiéu co quan t8 chitc cho khich di tham
quan, xem vin nghé, du tiéc, tat ca nhitng loai hinh giao tiép than mat nay déu
nhim Jam cho cic cude tiép xiic chinh thitc dién ra mot cach thuan loi.

3. Phan loai giao ti€p theo vj thé

Vi thé biéu hién mdi twong quan gita nhing ngudi giao ti€p véi nhau, nod
néi 1én ai manh hon ai, ai ¢dn ai, ai phu thudc vao ai trong giao tiép.

Theo vi the, giao ti€p duoge phan ra thanh: giao ti€p & th€ manh, giao ti€p
& thé can bing va giao ti€p & thé ycu.

Vi thé clia mot ngudi so vdi ngudi khac chi phoi hanh vi, dng xur cta ho
trong giao LEp. Chéng han, truéc mat ban be, 161 ndi, cir ¢hi, di¢u bd, tu the
clia chiing ta thudmg kbac vdi khi truée mat ching ta 1 cdp trén cua ching ta.

Vi vay, trong giao tiép, ching ta cén ddnh gia ding vi th€ ctia minh va cua
ngudsi doi thoal d€ ing xit va thé hién thdi dé mot cach hop 1y

Khi danh gid vi thé clia minh va cha ngudi khéc, chiing ta ¢dn can nhac
nhiéu khia canh khac nhau, bdi vi giita ching ta va ngudi kKhac thudng ton tai
nhiéu m&i quan hé. Hon nira, nhiéu khi ching ta manh hon ngudi khdc & mit
nay nhung lai kém ho & mat khac.

4. Phan loai giao tiép theo s6 ludng ngudi tham gia giao tiep va tinh
chat cua madi quan hé giifa ho

Theo $6 luong ngudi tham gia giao ti€p va tinh chit cia moi quan hé gitta
ho, chiing ta cd cdc loal giao ti€p sau day:

- Giao tiép gifra hai c4 nhén, vi du: hai ngudi ban trd chuyén véi nhau,
gidm déc trao d8i vdi ngudi thu k¢ cia minh;

- Giao ti€p giita c4 nhén vdi nhém, vi dy: thdy gido gidng bai trén 16p, gidm
déc ndi chuyeén tai hoi nghi khdch hang;

_ Giao i€p giita cdc ¢4 nhan trong nhém, vi du: t4 san xuét hop dé€ binh xét
thi dua cudi nam;

- Giao ti€p gifta cdc nhém, vi dy: cugc dim phén gitta hai hay nhiéu phéi
doan (dam phin song phuong, da phuong).

Cau hdi

1. Giao tiép 12 gi? Vai tré ciia giao tiép trong dai sng con ngudi va trong cbng tac thu
ky van phong.
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2. Néu va giai thich cac chifc nang cla giao tiép?

4, Néu céac loai hinh giao tiép cg ban?

5. C6 ngudi cho rang, trong finh vuc chuyén mén khdng can rén luyén Ky néing giao
ti€p. Ban nght gi v&8 y kién nay?

6. Ngugi y co cau: “Ai khdng cb s3n tién trong tdi thi ¢an cb sn mat ngot d miéng”,
¢on 6ng cha ta thi ndi; * Mém miéng dd chan tay”. Ban ¢ suy nghi gi vé van dé nay?

7. Nhiing khang dinh sau day ding hay sai?

a. Nhirng ngudi nhiéu I3i ta nhiing ngudi khéng‘ dang tin cay?

b. N6i nhidu khéng nghia la giao ti€p gioi?

¢. Chi ¢é nhimg ngusi giao ti€p gidi méi kinh doanh gidi?

d. Con ngusi knong thé 16n khén néu khong hoc héi kinh nghiém cda nguoi khac?

Bai tap tinh hudng

1. Trong s8 cac hién tugng duge néu ra dudi day, hign tugng nao la giao tiép?

a. Mot dia tré dang "tro chuyén” véi mét con bap bé.

b. Ngudi thu ky dang soan thao mot 14 thu dién t&r d& gl dén mot déi tac d nudce ngoai.
¢. Mot ngudi ding tudi dang dao mat trong cong vién cling v&i mot con cho.

d. Vg chdng nha hang xém dang c¢ai [6n vGi nhau,

e. Hai dita tré dang choi dia vdi nhau.

f. Hai ngudi ban nhin nhau im [&ng.

g. B tridng ngoai giao clia cac nudc ASEAN gap nhau dé théng nhat vé cudc gap
thuong dinh gilta cac nguyén this clia cac nudc trong khai.

3. M va H biét nhau tir khi con ngdi trén gh& nha trudng, hién nay ho lai cung lam vigéc
tai mot van phang, vi vay tinh cdm gitta ho cang gan bd. M duge giam doc goi y giao mot

nhiém vy mdi nang né nén dang phan van nhan hay khéng. Biét vay va biét M ia ngudi ¢o
nang luc, H tim dén gap M.

- M - Minh dugc giam déc ggi ¥ giao m6t nhiém vu mdi, nhung minh dang b&n khoan
cH nén nhan hay khéng.

H - Vigc gi vay, cé thé cho minh biét khéng?
M - Phu trach céng tac nhan su clia céng ty .

H - D6 la mdt trong trach phifc tap. Nhung ban 1a ngudi cé ban [inh, ¢6 néng e, minh
tin 14 ban sé& thyc hién t6t cong viéc dé. Han nira, d6 la mét ca hoi thang ti€n ma khong
phai ai cling cd.

M - Minh cling biét vay, nhung....

H - Con nhimg gi nifa, ban nhan di, c6 gi minh s& gitp d8. Hay tin réng, ludn ¢ minh
“bén canh banl! '

M - That chir? Nhd ddy nhé, cdm on ban!
Theo ban, cude giao tiép néu trén giita M va H thé hién chlc nang nao clia giao tiép?
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3. Nhitng trudng hop sau day thudc loai hinh giao tiép nao (giao ti€p truc tiép, giao
tiép gian tiép; giao tiép chinh thirc, giao ti€p khdng chinh thitc; giao tiép gilta cac ca nhan,
giao tiép gilta ca nhan va nhém, giao ti€p nhém; giao tidp & thé manh, thé y&u, hay thé
can bing)?

o

Ngudi thix trudng chl tr cudc hop giao ban cudi tuan;

b. Ngudi th(l trudng viét thu tham héi, ddng vién mét nhan vién dang nam vién;

¢. Can bd, ¢6ng nhan vién cong ty X cing nhau di tm bién d Clra Lo,

d. Sau gid 1am viéce, giam ddc gap gd, trao ddi rieng véi H;

e. L& &n hdicla Cva L.

4. H, 30 tudi, 1a mdt doanh nhan. Do 1am &n thua 16, ng nan chdng chat ma cdm thay
ddi khong con gl nita. Mot hém, H di ra ph&, v& mat day tuyet vong, H dinh 1im m&t ngoi
nha cao tdng 68 két thic cuoc ddi va thé 1a thoat khdi ng nan. 'e; goc ph&, mét thiy tudng
nhin thay H va cat tiéng goi: * Nay, anh kia, lai day ta xem cho mot qué nao!”. H tham ngh,
béi toan phéng co ich gi va tiép tuc budc. Nhung éng thay tudng lai goi tiép: “ Nay, anh kia,
lai day ta xem cho mét qué, ta khong Idy tién cla anh daul”, * U, xem thi xem, mién phi
ma”- H nghf va budc lai gan éng thay tudng. Ong thay wéng cham chd nhin H réi xac déng
néi:” Ta dang nhin thdy mot guong mit than bi. Ngai chinh 12 vua Quang Trung tai thé". H
tudng minh nghe nham: Ong ndi gi?”. “Ngai dung la vua Quang Trung giang tran. Hay
nhin kia, tran clia ngai, mat cda ngai...". H clng cdm thdy budn cudi, khong tin, lai tiép tuc
di. Nhung réi H nghi, phai ching minh gi6ng Quang Trung that? Nhumg ma Quang Trung
6ty tr dau? Va réi H thay déi y dinh.

Gan chuc n&m sau, H trd thanh mét trong nhimg doanh nhan thanh dat nh&t nuée,

Ban hay tht ly giai tai sao?
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Chuong 2
CAU TRUC CUA GIAO TIEP

Muc tigu

Giao ti€p bao gdm ba mat cé quan hé chit ché véi nhau: truyén théng, nhan thirc va
anh hudng tac dong qua lai 1an nhau. Chuong'Cau tric cla giac ti€p”sé trinh bay ban chat,
dac diém cla mbi mat clng nhu nhimg qua trinh dién ra trén mai mat dé, tif d6 chi ra cach
dé tang cuding hiéu qua clia giao tiép. Sau khi hoc xeng chuong nay, ban cé thé:

- Hiéu dugc ban chat, dac diém cla cac qua trinh: truyén théng, nhan thic va anh
hudng tac déng qua lai trong giao tiép;

- Trao d3i thong tin chinh xac va ddy dd hon; tac 4n tugng t6t vé ban than ngay trong
lan dau ti€p xuc; ting cudng sif hidu biét 1an nhau va nang cao hiéu qua clia su anh hiuéng
va tac ddng qua lai vdi ngudi khac trong giao tiép.

Tém tat ndi dung

- Truyén théng trong giao tiép 1a qua trinh trao ddi théng tin gilta nhitng ngudi giao tiép
véi nhau. Qua trinh nay dién ra & hai cdp do: ¢a nhan va té chirc.

+ Truyén théng gilra c&c ¢4 nhan la mét qua trinh tugng hd, tuan hoan va khéng don
gidn. D€ truyén thong chinh xac, ngoai viéc han ché y&u td nhiéu, cac ca nhan cén phai
hiéu tam i, v&n hod clia ddi tugng truyén thong, xac dinh diing mue dich, thai gian, dia
diém va phuong phéap truyén thang ti uu,

+ Truyén thong trong 16 chlc cb thé 1a truyén théng chinh thie hoc khong chinh thirc.,
Chung dién ra da dang va nhidu chiéu, tao thanh mang truyén théng trong t3 chic. Hiéu
qua hoat dong clia mét t& chic phu thude nhidu vao hiéu qua clia mang truyén théng trong
t6 chitc dé. M6t mang truyén thong Iy tdng 14 mang ¢é t6¢ d6 truyén thdng cao, chinh xac,
thé hién ré vai trd cta ngudi lEnh dao va tac ra rihiéu méi quan hé gitta cac thanh vién
trong t& chie.

- Nhan thirc trong giao tiép 14 qua trinh cac chl thé giao tiép tim hiéu dac diém cla
nhau va cltia chinh ban than minh. K&t qua clia qua trinh nay 12 hinh &nh v& déi tugng giao
ti€p va vé ban than, 1a nhitng danh gid, nhan xét vé nhau dudc rit ra théng qua giao tisp.
Trong qué trinh nay, an tugng ban dau cé vai trd ndi bat.

- Trong giao ti€p, cac chdl thé giao ti€p cdn Anh hudng tac déng qua lai 13n nhau, Sy
anh hudng tac ddng qua lai nay dién ra dudi nhiéu hinh thic, trong d6 phé bién la lay lan
tam li, thuyét phuc, bat chude, ap luc nhdm va am thi.
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I. TRUYEN THONG TRONG GIAO TIEP

Khfa canh truyén thong clia giao ti€p duge biéu hign & ché, trong giao tiép,
con ngudi trao doi thong tin vdi nhau. Qud trinh nay dién ra trén hai cdp do:
cip d0 ¢d nhan va cdp do 16 chie.

1. Qua trinh truyén thong giira hai ca nhan

1.1. Mo hinh truyén thong

V& mat phuong dién ndo do, ¢6 thé xem giao tiép 1a qud trinh phdt va nhan
thong tin gitta nhitng ngudi gizo ti€p vai nhau. Day 1a mot qué trinh hai chiéu,
nghia 13 ngudi phidt va ngudi nhin thudng xuyén doi vai cho nhau: hc thi
ngudi nay la nguoi phdt, JGe thi chinh ho lai ia ngudi nhan. Vi du, A va B dung
tro chuyén vai nhau: lde thi A néi, B nghe; ldc thi nguge lai, B ndi. A nghe.

Thong tin duge trao déi trong giao tiép ¢é thé 1 nhitng thong bio vé mot
s viée nao do, nhiing ndi niém, tam trang, hoidc nhilng ddnh g¢id, uhan xét vé
ching. .. Hi¢u qua cha qud trinh truyén thong phu thudce vio ngudi phat, nguai
nhan va nhicu y¢u 16 khdc. C6 thé thé hién qud trinh truyén thong trong giao
ti€p gitta cdce cd nhan bang so do sau day:

Théng tin phan hoj

Y
Y nghi — M3 héa Thong diép Ti¢p nhan —> pidi ma
- -
Ngudt phdt Kénh Nguoi nhan
| A
Nhiéu

Hinl [: 8o dé truyén théng gifia hai cd nhdn

S 46 trén cho thiy, mot agudi mudn chuyén mot ¥ nghi 130 do dén
mot ngudi khic thi phdi bat ddu ti vice mé hod ¥ nghi d6. Ma hod a qud trinh
bicu dat ¥ nghi thanh 10i néi, chif viét hay cdc dau hi¢u, ky hiéu, cic phuong
titn phi ngon ngit khic (dnh mat, nét mit, ¢t chi...). K¢t qué cua qua trinh nay
la thong di¢p duoc tao thanh (¥ nghi dd duge ma hod) va sau d6 duge phit di
bang cdc kénh truyén thong (ngdn ngit néi, ngon ngl viét...) dé dén véi ngudi
nhan. Sy mi hod khéong nhiing phu thude vio tinh huong cu thé, méi quan hé
giffa ngudi phdt vd ngudi nhén, m& con phy thude vio dic di€m cla ngudi
phdt. Mot ¥ ¢6 thé duge md hod bing nhiéu cdch, nhiéu phwong tién (bo mi)
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khac nhau: ngudi phét c6 thé sir dung ti€ng Viét, ti€ng Anh hoic mot thi ti€ng
khéc; ¢6 thé sir dung 101 néi hodc clr chi, diéu bo. Ngay ci khi ditng 19i néi thi
cling ¢6 nhiéu cdch néi: néi thang ra ¥ cha minh hoac néi béng gis, 4m chi. ..
Chéng han, trdi ndng néng, ban cling mot ngudi dang di dao va ban mudn dirng
lai nghi ngoi, uéng nudc. Ban ¢é thé chuyén ¢ muén clia minh dén ngudi dé
bang mot trong nhitng théng diép sau:

1. Minh mét va khar meée qua! Chiing ta dieng lai nghi ngoi, uéng céc nuoc
gldi khdat di!

2. Ban c6 mudn udéng nude va nghi ngoi mot chit khong?

3. Hém nay troi ndng néng qud nhi’

4. Liic nay ma cé mét céc¢ chanh dd thi that la tuyét!

5. Qudn gidi khat nay rdt noi tiéng. Tai sao chiing ta khong dimg lai nght
ngoi va udéng mér clhiir gi dé nhi?

Va con nhi€u cdch néi khdc nita. Cho nén, sau khi ti€p nhan thong diép,
ngudi nhan phat ti€n hanh viéc gidi ma, wic 14 phan tich dé hiéu duogc ¢ cla
nguoi ndi (ndi dung cua théng diép). Pay 1a mot qud trinh phdc tap, khong
phai bao gio nguoi nhén ciing hi€u ding ¥ ngudi phat. Ching han, trong vi du
néu trén, néu ban ndi: “Hom nay trdi ndng néng qud nhi!” va ngudi cing di
gat ddu dap lai: “U, hém nay néng lz"imI”HOm qua, trén truyén hinh ngudi ta du
bido [a nhiét d6 c6 thé 1én dén 40 ~ 41 C co day!”, thi trong truong hop nay
ngudi d6 da khong thong hiéu diéu ban muén.

Mot khau quan trong trong mach truyén thong 13 sw phan héi, tic 1a
ngudi nhan phdat tin hiéu tra 161 ngudi di truyén di ban thong diép. N6 bio
cho ngudi phat bigt thong diép d& duge ti€p nhan va duge hi€u nhu thé nio.
Trén co s& d6, ngudi phat cé thé diéu chinh hoidc chuyén ti€p nhitng thong
diép cén thiét khdc.

Nhu vay, truyén thong gilta cdc cd nhan 1a2 mgt qua trinh tuong héd va
tuén hoan.

Hiéu qua clia qud trinh truyén thong con bi chi phdi bdi cdc yéu t6 duge
goi la “nhi¢u”. D6 la nhiing y&u 16 § ngudi phdt, ngudi nhan hoidc trong
moi truong gay can trd d6i v6i viée truyén tin. Thong thudng, cdc yéu (5
dé bao gém: :

- Sw khae biét vé vin hod; _

- Méi trudng truyén thong khong 161, Vi du: ti€ng 6n qua 16n, thoi tiét qua
néng v.v;
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- Y khong ré rang, qud trinh md hod bi 16i. Chéng han, ngudi néi sir dung
tr ngit khong chinh xdc, diing tir dia phwong;

- Kénh truyén théng hoat dong khong hiéu qud: Phit am khong chuén, do
nhay cam caa gidc quan kém, dién theai truc tric...;

- Cdc yéu 16 tam 1y d nguoi phdr va nguoi nhdn: Sy khong tap trung, su
néng voi, nhitng dinh ki€n, thanh ki€n, tam trang khong t6t v.v.

Cho nén, trong giao ti€p, ching ta can chi ¥ dén cdc y&u t& nhiéu va tim
cdch loai bo hodc han ché€ dnh hudng cla chiing.

1.2. Hoan thién qua trinh truyén thong giita cic c4 nhan

Qud trinh truyén thong trong giao ti€p ¢é higu qua hay khong trude hét phu
thudc vao ngudi phat va ngudi nhan. Theo cdc nha giao tiép hoc, dé€ nang cao
hi¢u qua cua qua trinh truyén thong, ngudi phat va ngudi nhan cin chii y dén
sdu vdn dé, dugc thé hién trong sdu chir huyén dicu: what (cai gi), why (tai
sa0), who (vt ai), when ( bao gi®y), where (& dau) va how (bing cdch ndo, nhu
thé nao).

1.2.1. Doi vdi nguoi phit

Khi dva ra ban thong diép, chéng han bang 16i néi, ngudi ndi cdn chi y:

- Cai gl (what), tdc 1a ndi cdi gi, ndi vin d€ gi? Nhiéu khi chiing ta 15 104,
néi ra di€u khong nén néi, 1a do trude khi néi, ching ta khong can nhic vén
dé¢ nao nén néi, van dé nido khong nén va van dé nio khong duge ndi ra.

- Tai sao (why), tic 1a tai sao phai néi ra di€u d6, néi diéu d6 nham muc
dich gi?

- Vi ai (who), tire la can chd § tim hi€u ngudi nghe 12 ai. Ai & day khong
chi don gian la mot c4i tén, Ita tdi, gidi tinh, nghé nghiép, dia vi xa hoi hay
hoc vin cua ngudi nghe, ma ¢on bao gém cd cdc diac diém tam 1y chia ho, nhur:
1am trang, tinh cam, s& thich, nhu cdu, quan diém, lap trudng, tin ngudng,
ni¢m tin, thét quen... Trong giao ti€p, ching ta phai tim hiéu ddi twong giao
i€p d€ tlr d6 ¢6 cdch giao ti€p, tng xir phit hop. V& van dé ndy, bing cich nay
va v6i d6i tugng ndy ban duge hoan nghénh, nhung véi déi trgng khéc khong
cé nghia ciing s& nhu vay.

- Khi nao (when), tirc 1a dwa ra ban thong diép vio thoi diém ndo cho pht
hop. Mot dicu cén néi, nhung néi ra khong ding Idc thi trong lugng cha 15
néi cling gidm sdt, tham chi lam ngudi nghe khé chiu. Ching han, mét théng
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tin khong phai 1a khdn cdp 1dm ma ban lai goi dién dén bdo cho sép vao lic
23h dém thi sép sé khong hai long.

- O dau (where). Chtt ¥ dén vén d& niy, ngudi phit cdn can nhic xem dua
ra ban thong diép & dau, trong hoan cdnh nao dé dat hi¢u qua cao nhat. Viée
chon sai dia diém c6 the 1am giam hi¢u qua truyén thong, tham chi hoan toan
khong dat muc dich mong mudn. Vi du, ban gép ¥ cho mot ngudi dé mong ho
tién bo, nhung ban lai 1am diéu dé trude mat ngudi thi ba, vi theé nguoi do
khong nhitng di khong ti€p nhan &1 gép ¥ cia ban ma con phan dng lai mot
cich gay git.

- Bang cdch nao (how), tiic 1a phai can nhdc xem truycn thoéng tin dudi
hinh thic ndo, biang cich nao cho hiéu qud. Mot thong diép ¢6 thé truyén dén
ngudi nhan bing nhicu cich khic nhau, nhung hiéu qua thutng khong giong
nhau. V1 vay, ching fa cin biét lya chon cdch truyén thong tin téi wn nhat. Vi
du: ban chudn bi 16 chifc 18 cudi va can dra thiep dé mdi ban be déa du, nhung
néu ban nhd ngudi khdc dua ho thi hicu qua thudng khong cao bang viée ban
(ruc 1i€p 1am diéu 46.

Ngoii ra, khi truyén tin, ngudi phdt cling cdn bidt tao tam Iy thoai mdi, hio
hiing & ngudi nhan, déng thai theo ddi sy phan héi dé diéu chinh qud trinh
truyén tin cho ¢6 hiéu qua.

1.2.2. Poi véi nguoi nhdn

D¢ ti¢p nhan v gidi ma thong diép tir ngudi phat mot cich day du, chinh
xdc, ngudi nhan cdn chu ¥

- Cdi gl (what), titc 12 ngudi ndi dang n6i cdi gi, vin dé gi?

- Tai sao (why), tic 1a tai sao ngudi néi lai dé cap dicu do?

- Al (who): ngudi néi 12 ai (tudi tic, gidi tinh, dia vi x& hai, hoc van, tam
trang, tinh cam, s& thich, théi quen, quan diém, niém tin...)?

- Kihi ndo (when): Ngudi n6i néi diéu d6 khi nao, ngay sau khi nhan duoc
thong tin hay di ¢ sy can nhéc, suy tinh?

- O déufwhere): Ngudi néi dua ra dieu d6 & diu, noi nao, trong tinh
huong nao?

- Bing cdch nao(how): Ngudi phdt truyén ban thong diép di bing cich
nao, dudi hinh thic nao?

Ciing nhir ngudi phdt thudng dat minh vio vi trf ngudi nhan dé hiéu nguti
nhan v tir d6 dinh hudng, diéu chinh qué trinh truyén tin, ngudi nhan cin dat
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minh vio vi tri ngudi phat dé hiéu dugc tam tu, tinh cam, nguyén vong cua
ngudi phat, tai sao ngudi phét lai dua ra van dé d6... Ngoai ra, ngudi nhén cén
gat bo nhitng mic cam, nhitng thanh ki€n (n€u c6) vé ngudi phét, vi néu khong,
ching thudng lam cho ngudi nhan gidi ma thong diép mot cach sai 1éch.

2. Truyén théng trong té chirc

2.1. Khai ni¢m té6 chire _

Trong x& hoi, con ngudi thudng phai lién két lai thanh nhiing 6 chic dé
ti¢n hanh hoat dong chung.

T6 chite 1a tdp hop nguoi ¢6 o cdu phdt dinh, cing tién hanh mor hoat
dong nao do viloi ich chung.

Nhu viy, cic co quan, nha may, x{ nghiép, cong ty, vin phong déu 12 16 chiic.

2.2. Cidc hinh thitc truyén thong trong to chic

Trong mot t6 chite, gilfa cdc thanh vién ludn tén tai hai loai mé&i quan hé:
quan hé chinh thitc va quan hé khong chinh thic {quan hé tam ly). Tuong Gng
vdi hai loai quan hé nay 1a hai hinh thic truyén thong: truyén thong chinh thic
vi truyén thong khong chinh thie.

2.2.1. Truyén thong chinh thirc

Truyén thong chinh thite la truyén thong theo hinh thite duge quy dinh,
hode ban than qud trinh truyén thong la mot b phan ciia céng viéc.

Vi du: Gidm doc bdo cdo tinh hinh san xudt, kinh doanh trong nam tai hoi
nghi cdn bo, cong nhan vién toan cong ty; hai nhan vién gip gd, trao doi thong
tin v&i nhau dé cliing thyc hién céng viéc mi gidm déc giao cho ho.

Nhitng hinh thic truyén théng chinh thic phé bién trong 16 chic 1a bdo
¢4o, tG trink, thong bdo, bi¢n ban...

Truyén thong chinh thic déng vai tro dic biét quan trong trong hoat ddng
cla td chitc. Chinh théng qua truyén théng chinh thic ma cdc chi thi ménh
[¢nh, yéu ciu clia ngudi 1anh dao duge truyén xudng cho cap dudi d€ thi hanh,
déng thoi, nhitng ki¢n nghi, dé xuat cla cdp dudi dugc chuyén 1én cho lanh
dao xem xét. V1 vay, néu § 16 chite nio d6 truyén thong chinh thitc khong dugce
dam bdo thi hoat dong chia té chitc d6 cling khong the ¢6 hiéu qua.

2.2.2. Truyén thong khong chinh thitc

Truyén thong khong chinh thitc 1a qud trinh trao d6i thong tin trong giao
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tiép khong chinh thirc, nguoi phat di bdn thong diép chi véi tw cdch ca nhan,
khong thay mdt ai hay dai dién cho ai mot cdch chinh thic.

Chéng han, thi trudng trd chuyén riéng tu véi mot nhan vién sau gid 1am
viéc; hai nhan vién ngdi uéng nudc va ban tén vé tin dén ring, cong ty cua ho
chudn bi sat nhap vao mot cong ty khac.

Truyén thong khong chinh thiic khéng nhitng thod min nhu cdu xa hoi clia
céic thanh vién, ma con cé thé gidp ich cho hoat dong cia 16 chiic, vi day 1a
hinh thic truyén thong nhanh, c6 hiéu qui. Ngudi thu k§ c6 kinh nghi¢m
khong bao gidy coi thudng tdc dung clia thong tin theo con dudng khong chinh
thitc, nhat 13 nhiing thong tin ¢é tdm quan trong dac biét d6i vdi nhan vién
trong 18 chifc va ¢6 kha nang lam cho ho lo lang. Thong tin khong chinh thiic
phén dnh mdi quan tam cdia nhan vién, mot thong tin cang dugc quan tam thi
t6¢ do truyén thong cang nhanh va cang di xa. Ngudi thu ky can bict lya chon
nhitng thong tin ma nhan vién quan tam va truyén dat lén ldnh dao. Ngay cé
nhitng tin dén hodn toan sai sy that thi ching van ¢6 gid tri d6i véi ngudi lanh
dao, vi ching cho biét su vigc dang duge nhéin vién quan tam.

2.3. Chiéu truyén thong

Trong mot t8 chic, qué trinh truyén thong gilta cdc bo phan, céc ca nhan
difn ra theo nhiéu chiéu: tir trén xudng, tir dudi 1én vi theo chi€u ngang.

2.3.1. Truyén thong ti trén xuéng

Truyén thong ti¥ trén xuong bat dau tir ngudi lanh dao réi theo titng cdp bac
c4n bo ma truyén xudng nhan vién, bang cdc hinh thic nhu thong bdo, ménh
lénh, ddnh gid, nhan xét... Vidu: ngudi lanh dao thong bao cho cip dudi bict
nhiém vu, chinh sich va ch€ d¢ cta t chifc; dénh gid va nhan xét cong tac cla
cap dudi.

Truyén thong tlr trén xudng cé khi chi 1a viéc ngudi lanh dao viét thu thiam
hoi, dong vién mot nhan vién dang dau 6m, gidi thich ch€ do nghi 6m cho nhan
vién do.

2.3.2. Truyén thong tix dudi lén

Trong qué trinh thuc thi nhiém vy dugc giao, cdp dudi phai bdo cdo lén cap
trén tinh hinh thuc hién nhiém vy, nhitng vén d€ ndy sinh, nhiing dé xudt cha
cdp dudi, tir d6 cdp trén 6 thé dua ra nhimg bién phép céi tién cong tic, dong
thai hiéu duoc cach nhin nhan cha cép dudi dSi véi cong tic ctia ho. Trong mot
t6 chitc, truyén thong tir dwdi len bat ddu tix cap nao 1a tuy thudc vao dac diém
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clia té chitc 46. Néu ngudi 1dnh dao tao ra duge mot moi trudng dan chi, tin
cdy va ton trong 1an nhau tlr trén xudng dudi, ¢6 su tham gia rong rii clia céc
cép vao viéc xay dung cdc quyét sdch, thi s€ c¢6 nhiéu thong tin tir dudi lén.
Néu ngudi linh dao theo dudi phong cach doc dodn, thi thong tin tir dudi 1én
van ¢d, nhung thuong chi |4 nhiing thong tin ‘cia cdn bd quan 1y bdo cdo 1én
ma thoi.

V&i vai trd 1 chiée cdu ndi gifta ngudi 1dnh dao va phéan con lai clia 16
chic, truyén thong tir dudi 1én va truyén thong tir trén xudng thudng phai qua
ngudi thi k¥ ro6i mdi dén 1dnh dao va nhan vién.

2.3.3. Truyén thong theo chiéu ngang

Truyén thong theo chiéu ngang 13 qud trinh trao d8i thong tin giita nhiing
ngudi ciing cap. Vi du: Gidm déc phuy trach kinh doanh va gidm doc phu trich
nhan su trao déi v6i nhau vé vdn dé ting cuong nhin lyc cho bd phan kinh
doanh. Trong mét s& trudng hgp, viéc trao d6i thong tin theo chiu ngang duge
c¢Ap trén 4n dinh, con trong mot s6 trudng hop khdc, nd 1 hinh thic truyén
thong khong chinh thite.

Xét tir géc d6 quan 1y, truyén thong theo chiéu ngang vita ¢é mat 1gi vira
cé mat hai. Mat loi cha nd 1a ¢6 thé tiét kiém thdi gian va thuan tién cho viéc
phdi hop cong tic. Trong qud trinh thyc thi nhiém vu chung, néu trude vin dé
nay sinh ndo, nhitng b phan, nhitng ngudi duge giao ciing phai bdo cdo 1&n
cdp trén va chd ¥ ki€n chi dao cla cdp trén thi tién do cong vi¢e s€ cham va
khong phit huy duoc tinh sdng tao cla cdp dudi. Tuy nhién, truyén thong theo
chiu ngang cé thé lam gidm vai tro, lam suy y&u anh hudng cla linh dao,
tham chi tao tinh huéng “lanh dao bi qua mat”. Ching han, mot vai trudng
phong trao déi véi nhau va dua ra méot quyét sich ndo dé ma gidm déc khong
hé hay biét, hodc mot vai nhan vién ty ¥ dicu chinh k€ hoach thyc thi nhiém
vu ma khong xin ¥ kién ciia 1dnh dao. D6 12 mit hai cia truyén thong theo
chiéu ngang. N6 thuong biéu hién manh § nhitng t6 chirc ma viéc truyén thong
theo chiéu doc (1l trén xudng va tir dudi 18n) bi can trd.

2.4. Mang truyén thong

Trong mot t6 chic, cac chiéu truyén thong ngang va doc giita cdc thanh
vién tao nén mang truyén thong cia 16 chifc d6. Mang truyén thong cd anh
hudng rat 16n dén higu qua hoat dong cia 16 chifc vi né chinh 1a “mach mau”
ctia t6 chire. Tir nhitng nim 40 cha th€ ky trudce, cdc nha khoa hoc da quan tdm
nghién ciu van dé truyén thong trong td chifc va dwa ra 5 loai mang truyén
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thong thong dung nhit. Néu gia thiét mdi mang ¢6 5 thanh vién thi mé hinh
cha 5 loai mang nay c6 thé dugc thé hién nhut & hinh 2.

N
ooy

Mang day Mang chit Y Mang bdnh x¢  Mang vong tron Mang hinh sao

chuyén (dan chéo)

Hinh 2: So do 5 mang truyén thong thong dung

Nhin vao so d6 trén chiing ta thiy:

- Mang ddy chuyén cé két cau doc voi nam cdp. O mang nay, thong tin
duge truyen theo chiéu doc: tir dudi 1én va tir trén xudng. T ngudi lanh dao
cao nhét dén cap dudi thap nhat va, nguoc lai, tir cdp dudi thap nhit dén cip
trén cao nhdt, thong tin phai truyén qua ba cdp trung gian. Vi vay, v¢ nguyén
tdc, mang ndy ddm béo tinh chinh xdc cao clia thong tin (vi qua nhiéu 1dn kiém
tra), vai trd cia titng cdp 1anh dao ciing duge thé hién rd, tuy nhién né khong
tao ra nhi€u méi quan hé va téc do truyén thong ciing cham.

- 0 mang chi¥ ¥, nam thanh vién dugc phin ra thanh b&n cap: mot thanh
vién phu trich hai thanh vién khac, trén thanh vién nidy con c¢é hai cidp nifa,
Thong tin cling chi duge truyén theo chiéu doc, khong c¢6 trao déi thong tin
theo chiéu ngang. Do d6, v& co bén, mu diém va nhuoc diém clia mang nay
khong khdc mang day chuyén la bao.

- Mang bdnh xe c6 hai cip, bon thanh vién cdp dudi khong cé quan hé
truyén thong v&i nhau, tham chi khong bi¢t nhau. Tuy mang ndy tao ra ft méi
quan hé, tinh chinh xdc cla thong tin khong cao (vi chwa qua kiém tra), nhung
t6c d¢ truyén thong nhanh, va rit co dong, linh hoat, hon nita vai trd clia ngudi
linh dao duge thé hién rd. Cho nén mang ndy rét quen thudc véi céc cong ty
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the xi, téng dai 1y v6i cac dai 1y v.v. Ngodi ra, qué trinh truyén thong con ddm
bao tinh bi mat. Vi vay, khong phai ngdu nhién ma mang ndy thudng dugc ap
dung & cdc 18, nhém tinh bdo hoat dong trong long dich.

- Mang vong tron cho phép mdi thanh vién c6 quan h¢ truyén thong tryc
1i€p vé6i hai thinh vien gdn minh nhét, v6i cic thanh vién cdn lai thi phai gidn
tiép qua hai ngudi nay. Truyén thong theo mang vong tron cé wu diém la thong
tin chinh xdc, t6c do truyén thong tuong d6i cao, tuy nhicn, vai tro cha ngudl
linh dao cao nhit khong duge the hién rd.

- J mang hinh sao, m6i thanh vién déu ¢6 quan h¢ truyén thong tryc ti€p
v&i tal c& cdc thanh vién con lai, nghia 13 quan hé khong bi han ché, téc do
truyén thong nhanh, tuy nhién, vai trd clia ngudi 1anh dao khong dwgc thé hi¢n
6. Ngudi ta thudng so sdénh mang nay véi mot hoi déng ma trong d6 khong ¢
mot ngudi duge b nhiém chinh thiic hodc tam thoi giit vi tri chi phéi, vi vay

khong khi & day la binh ding, dan chii va méi thanh vién cua né ¢6 thé 1y do
phat biéu ¥ kién.

Mot mang truyén thong tot 12 mang cé téc do truyén thong nhanh, do
chinh xdc cao, thé hién dugc quyén luc clia ngudi lanh dao va tao ra nhiéu
mdi quan hé d¢ thod méan céc thanh vien. Nhu vay, khong cé mang truyén
théng nao 13 6t nhat d6i véi moi trudng hop, ma chi c6 mang toi uu trong
trrding hop nay nhung khong phil hop trong trudng hop khdc. Chinh vi vay,
hién nay, & nhiéu td chic, ngudi ta thuong két hop nhiéu loai mang truyén
thong. Chiing han, bén canh viéc duy tri ch€ do bdo cdo, ngudi ta con thict 1ap
nhitng “dudng day néng”, nghia la trong trudng hop can thiét, mot nhan vién
c6 thé truc ti€p lién lac véi ngudi lanh dao cao nhét, khong phai qua cic cip
quan 1y trung gian.

IL. NHAN THUC TRONG GIAO TIEP

Trong giao ti€p chiing ta con nhan thifc, tim hi€u ngudi khac va nhan thixc
ban than (tu nhan thic), tic 1a xay dung nén hinh dnh vé d6i tugng giao ticp
vi vé€ ban than.

1. Nhan thirc déi tuong giao tiép

Nhén thic d6i tugng giao ti€p 1a qud trinh chdng ta tim hi€u cdc dac diém
chia d6i tugng giao ti€p, xay dyng nén hinh anh v€ ddi tuong giao tiép trong
d4du 6c ching ta.

Hinh anh vé déi tugng giao tiép bao gém hinh &nh bén ngoai va hinh anh
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ben trong. Hinh anh bén ngoai phan 4nh cdc y€u to bé ngoai clia d61 tugng giao
ti€p, nhu: twdng mac, an mac, néi nang, nu cudi, dnh miit, nét mat, tu thé, tac
phong v.v. N6 12 két qua cia qua trinh tri gidc dién ra khi ching ta gap g8, trao
d8i véi doi tuong. Trén co s& ket qué tri gide, ching ta phan tich, danh gia va
dua ra nhitng nhan xét vé cdc dic diém beén trong clia d6i tuong giao tiép, nhu:
dao dirc, tinh céch, nang lyc, dong ¢ va céc phdm chdt nhan cdch khdc, titc 1a
xay dung nén hinh anh bén trong vé d6i tugng giao ti€p. Nhwr vay, hinh dnh bén
ngodi v hinh anh bén trong ¢6 quan hé chat ché véi nhau, hinh anh bén trong
(tttc ban chat cha con ngudi) luon duge xéc lap thong qua hinh anh bén ngoai.
Cho nén, trong giao ti€p, ching ta khong nén coi thudng vé bé ngoai clia minh,
(ir in mic, trang diém cho dén di ding, ndi nang va céc ctr chi, dieu bo khdc.

Nhan thiic 13 mot qud trinh. Qud trinh nay bat dau tit 14n tiép xic dau tién
v ti€p dién & nhing 14n gap gd sau d6. Tuy nhién, trong 14n gap d4u tién dién
ra mot hién tuong ¢6 ¥ nghia dédc biét quan trong khong chi d6i véi vige xdc
fap hinh anh ciia ngudi nay trong con mét ngudi kia, ma ca d6i vai viec phat
trién moi quan hé giita ho, d6 1a dn trong ban ddu. Trong phan dudi day, ching
ta s& cling nhau tim hiéu k§ hon v& hi¢n tugng nay.

1.1. Khai niém &n tugng ban dau

An tugng ban ddu la hinh dnh vé d6i tiwgng giao tiép dicge hinh thanh trong
ldn gdp gd ddu tién.

D6 1a nhitng dénh gid, nhan x¢t cha ching ta vé& d61 tugng glao 1iEp trong
{an dau tép xic. Vi du, sau khi ti€p mot khéch hang méi, ban thét 1&n: “Ba ta
an mac mdi tan thoi lam saol”, hodc: “Cch trd chuyén cla ba ta that 1a hip
din va di dom!™.

1.2. Céu trde ciia dn tugng ban dau

Trong c4u tric clia dn tugng ban ddu, ngudi ta thudng néi dén ba thanh
phdn: thanh phén cdm tinh, thanh phdn 1y tinh va thanh phén cam xic.

1.2.1. Thanh phdn cdm tinh

Thanh phin cam tinh bao gom cic dac diém bé ngoai clia d6i wegng giao
ti€p, nhu: an mic, trang diém, 4nh mét, nu cudi, dang diéu v.v. Day 12 thanh

+

phéan co ban, chi€m uu the trong c4u tric cha an tugng ban diu.

V& bé ngodi ciia mot ngudi khong phai luén phan dnh chan thuc ban chat
ciia ho. Trong cudc song, c6 nhitng nguoi bé ngodi thi cudi cudi, néi ndi, o vé
than thién, nhung 1ong lai 4n chira nhitng muu mo, ¥ 46 x&u xa. Cho nén nhitng



ngudi cé 1y tri va timg trai thudng khong dé an tuong ban dau anh hudng nhiéu
dén mdi quan hé, dén hanh dong clia ho.

1.2.2. Thanh phan Iy tinh

Thanh phdn 1y tinh gdm nhiting ddnh gid, nhén xét ban d4u vé nhitng phim
chat bén trong ciia ddi tugng giao tiép, nhu : tinh cich, tinh cam, nang luc,
quan diém v.v. Chang han nhu: “Anh chang ¢6 vé nghiém tic.”, hodc “CO ta
trong hién lanh va diu dang”.

1.2.3. Thanh phdn cdm xic

Thanh phén cam xdc gém nhitng rung dong ndy sinh trong qud trinh gap
gd, nhu: thién cam hay dc cam, hai long, d& chiu hay khong hai long, khé
chiu. Thinh phdn cdm xdc anh hudng nhiéu dén do bén viing cua in tugng
ban ddu. Néi chung, cam xiic cing manh thi hinh dnh vé ngudi doi thoai cang
khé phai ma.

Nhuw véy, 4n tugng ban d4u 13 hinh dnh mang tinh téng thé vé ddi tuong
giao tiép, tic dugc hinh thanh tir nhiéu dac diém, nhiéu nét khdc nhau. Tuy
nhién, theo k&t qua nghién ciu cha Asch Soldémon - nha tam i hoc MY, thi
trong s& ching luén c6 mot nét 12 trung tam, o ¥ nghia nhat va quyét dinh &n
twgng vé ngudi khdc & trong ching ta. (Chiing ta thudng goi 1a nét “gay an
trgng”). Diéu niy chiing ta ¢6 thé d& dang nhan thdy tir kinh nghiém clia ban
than. C6 khi chi mot 14n gap 16i sau d6 ching ta nhé méi mot céi nhin, mdt nu
cudi hay mot ban tay m 4p v6i cai bit tay chat cha nguoi do.

1.3. Vai tro cha an tugng ban dau

An tugng ban ddu cé ¥ nghia 16n trong giao ti€p. Néu chiing ta tao dugc an
twong 16t & ngudi khic ngay trong 1dn ddu ti€p xic, thi diéu d6 c6 nghia la ho
¢6 cAm tinh véi chiing ta, ho cdn muén gip ching ta 6 nhitng 14n sau. D6 chinh
1a didu kién thuan Igi d€ ching ta xay dung, phdt trién mai quan he t6t dep va
lau dai véi ho. Nguoc lai, néu ngay trong 14n ddu gap g& ma chung ta da cé
nhitng so suat va dé lai &n tugng khong t6t, thi ching ta thudng khé khan trong
nhitng 1dn gap gd sau d6 va phai méat khong it cong sitc mdi ¢6 thé xod dugc
in tuong d6. Khong phai ngdu nhién ma trong kinh doanh, ngudi ta vi 4n (ugng
ban ddu nhu 13 phan von gép cla gisi doanh nhan.

1.4. Qua trinh hinh thanh an tugng ban dau

An tugng ban ddu ¢ vai trd quan trong nhu vay cho nén lam thé nao dé
tao 4n tuong 6t & ngudi khic Ia vén dé chdng ta quan tam. Tuy nhién, trudc
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khi tim hiéu van dé nay, ching ta cdn ndm mét s6 dic diém vé qué trinh hinh
thanh an tugng ban diu.

1.4.1. Cdc yéu t6 dnh hudng dén qud trinh hinh thanh dn tuong ban ddu

Qud trinh hinh thanh dn tugng ban ddu 12 mot qu4 trinh phitc tap, chiu anh
hwéng cia nhi€u y&u t6. Dudi day 12 mot s6 yéu 16 co ban.

- Cdc yéu 16 thugce déi neong giao tiép

An twong ban dau la hinh anh vé 461 tugng giao ti€p cho nén trudc hét né
phy thuoc vao dac diém ciia d6i twong giao tiép, dic biét la nhing dac diém
b¢ ngodi, nhu:ddu téc, an mac, dnh mét phin, nét mat, nu cudi, tir thé, cir chi,
di¢u bg, néi nang...Ching han, trong 1an gip d4u tién, ngudt Anh dic biét chi
¥ nhi€u phéan tlf ¢d trd lén (¢ do, ca vat thé nio, déu 16¢, mat miii ra sao);
nhimg tir ddu tién ma ngudi d6 néi (12 tir gi, o6 tir xin 161 hay cam on khéng,
phdt am c6 chuén khéng?); nhitng bude di du tien (budc di dai hay ngin,
nhanh hay cham, tu thé di, xdch ciip tay phai hay trii).

- Cdc yéu td ¢ chiing ta

Hinh dnh vé doi tugng giao tiép hinh thinh trong diu éc¢ ching ta khong
nhitng phu thuge vao d6i tugng d6 ma con phu thude cic dic diém ciia ching
ta, trong dé quan trong 1a:

+ Tdam trang, tinh cam

Khi ching ta & trong tam trang thodi mai, vui vé, thi canh vat cling nhu
nhiing con ngudi Xxung quanh dudng nhu dep hon, d& mén hon, than thién, gan
glii hon. Nguoc lai, khi chiing ta budn b, cang thing, cau gét, thi cAnh cé dep,
¢6 nhon nhip ciing tré nén dm dam, ngudi c6 161, ¢é tir t& cling khong dé gay
an tugng 6t & chiing ta. Ding nhu Nguyén Du da timg dic két trong truyén
Kicu: “Ngudi budn cdnh c¢6 vui dau bao gid”. Chinh vi vay ma khi c6 cong
chuyén quan trong véi mot ngudi, ngudi ta thudng chon thdi diém ma ngudi
d6 c6 tam trang thodi mdi d€ tiép xiic, gap gd, trdnh nhitng thoi diém dé gay
cam xtic khé chiu, phién ha (chéng han, gi® nghi trua hoac dém di khuya).

Tinh cam véi mét ngudi ciing chi phdi manh hinh &nh vé ngudi dé trong
chiing ta. Nhiing tinh cam dwong tinh thuomg dua dén nhitng ddnh gid thién vi,
titc 12 dién ra hién tuong t6 héng hinh anh d6i tuong giao ti€p. Nguge lai,
nhitng tinh ¢cdm &m tinh lai thuding lam trdm trong thém nhitng khi€ém khuyét
clia d6i trgng giao ti€p. Ngudi xua néi: “Yéu nén 16t, gh€t nén xau” 1a vi vay.

+ Nhu cdu, s6 thich, thi hiéu

Ngudi ta néi rang, con ngudi thudng chi thay nhimg c4i ma ngudi ta mudn
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thdy. Hon nita, cdi hgp vdi nhu cdu, s& thich, thi hi€u cta con ngudi thi dé gay
4n tuong tich cuc, nguge lai, cai trdi véi chiing — dn tugng tiéu cyc. Viduy, mot
ngudi ddnh gid cao nhitng nét dep truyén théng clia ngudi phy nir Viét Nam
thi d& cé cam tinh v6i nhitng phu nir d€ téc dai, an mac doan trang, ding dan.
Diéu nay c6 nghia 12 trong giao ti€p chiing ta cén chd ¥ tim hi€u nhu cdu, thi
hicu, s& thich...cha d6i tugng giao tiép dé biét cach an mac, ndi nang, ing xir
cho phu hop.

+ Tdm thé va su hinh dung vé doi nigng giao tiép

Tam th€ cla ching ta trong giao ticp 12 cdi ma chiing ta chd dgi hodc cho
ring s& xay ra trong giao ti€p. N6, mét cdch vo thue, biéu hién nhu cdu, mong
muén clia chdng ta, cdi ma chiing ta quan tam. Dudi su chi phéi cha tam theé
vit nhiu y&u 16 khdc, ching han kinh aghiém, ching ta tudng tuong ra doi
tuong giao tiép - con ngudi ma ching ta s& ¢é cude tiép xidc dau tién. Nhiéu
cong trinh nghién ctiu trong tam lf hoc cho thdy rang, tam thé€ va su tudng
tugng chia ching ta vé mot ngudi trude khi ti€p xtic ¢é anh hudng khong nho
dén dénh gid, nhan xét cla ching ta vé ngudi do. Chiing han, ndm 1982, nha
tam I hoc A. A.Bodolov da cho hai nhém sinh vién xem anh cta mot ngudi
dan ong. V4i nhém thit nhét, ong gidi thiéu ngudi trong anh 12 mot nha khoa
hoc vi dai, di c6 nhiéu déng gép cho dat nudc; v6i nhém thit hai — 12 mot pham
nhan dac biét nguy hiém. Sau d6, ong yéu cdu méi nhém md td va nhan xét vé
ngudi trong anh. Két qua 13, & nhém thit nhit, ngudi trong anh duge ligt ké
nhitng dic diém nhu: vang trdn rong, mit sdng, dnh mét sau thim ching t6 mot
tri tué tuyét voi, cdi cam banh biéu hién nghi luc phi thudng.. Nguoc lai, ¢
nhém thet hai lai nhan xét: anh mét sau ching t con ngudi xao quyét, nham
hiém, con cdi cim banh cho thdy day 1a con ngui 1i lom, lanh ling... RS rang
12 ¢ day, nhng tam thé€ khdc nhau: “trudc mat minh 14 dnh clia mot nha Khoa
hoc vi dai” va “trurdc mat minh 12 4nh cia mot pham nhén dac bigt nguy hiém”
da tao nén nhitng an tugng khic nhau vé cling mot ngudi.

- Tinh hudng, hoan cdnh giao tiép

Tinh hudng, hodn canh giao tiép ciing dnh hudng dén an tugng vé ngudi
khdc trong chiing ta. Chdng han, mot déng nghiép ciia ban trong bo vy dai lap
lanh tai budi 1& ky niém 25 nam ngay thanh lap Cong ty trong mdi tuyét voi
lam sao! Nhung néu ciing déng nghiép d6 trong budi lao dong cong ich va van
véi b vay 14p lanh d6 thi chic ban ciing phdi lic ddu ngdn ngdm.

Ngoai nhitng yéu t6 néu trén, cdn ¢é mot s8 hi¢u ¥ng cling chi phoi qué
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trinh hinh thanh &n tugng ban ddu, vi du nhu: hiéu dng cai mdi, hiéu iing
hao quang...

1.4.2. Thei gian hinh thank dn tugng ban ddu

Theo cic nha tam 1i hoc M, trong giao tiép, qué trinh hinh thash an twogng
ban dau bit ddu ngay tir khi ngudi ta cé s ti€p xdc (nhin thay, nghe thdy) va
didn ra chil yéu & nhitng gidy phit ddu tién ciia cudce ti€p xiic. Noi céch khiéc,
nhitng gidy phit ddu tién cia cude gip g 1a nhing gidy phit quyét dinh hinh
anh clia chiing ta trong con mat ngudi khac.

1.4.3. Lam thé nao dé tao dwoc dn tugng 168?

Muén gay 4n tugng t6t trong lan dau ti€p xic, ban cén chi ¥ tuan tha cdc
yéu cau sau:

- Tao bdu khong khi than mat, hitu nghi;

Ngay trong nhitng gidy phit ddu tién ti€p xic, chiing ta phai tao dugc bdu
khong khi than mat, gan giii, hitu nghi. Trong bdu khong khi d6, ngudi daéi
thoai s& cam thdy ty tin, yén tam, tin tuong, nghia 14 ching ta dd dit nén mong
cho viéc x4y dung hinh anh tich cuc vé minh. Muén vay, trude hé't ching ta
cin chi ¥ dén nhitng biéu hién bé ngodi cla minh, nhu: 4nh mét, nét mat, nu
cudi, i th, 13i néi, tham chi cd kiéu ban gh€ duge dung va céch bd tri ching
trong cudc gap g8, khoang cdch gilra ching ta va ngudi déi thoai trong khi tiép
xfic...Ching han, khi khdch dén, ching ta cdn nhanh nhen ding day, mim
cudi, ti€n nhanh lai chao hoi va chia tay ra cho khdch, moi khich ngoi, cdn
ban than thi chit dong ngdi & vi tri ngang tdm, khong qud xa ... Khi tro chuyén,
cén td ra nhiét tinh, chan thanh, c&i m&, khong duge 1am cho bAu khong khi
trd nén nang né, cang thiing ma phai tao ra duge sy than mat, Am cing, vui vé.

_ Bdt ddu bing cdch cing néi vé nhitng van dé ma hai bén ciang quan tam;

Trong cudc séng, ¢6 mot s6 ngudl, khi tiép xiic voi nguoi khéc, chi quan
tam t6i nhitng dé tai ma ho cam thdy hdng thd, khong dé ¢ dén nhu cdu cha
ngudi dai thoai. Nhitng ngudi nay thudng kho chiém duge cdm tinh cla nguoi
khdc vi thuc ra ho khong quan tam dén ngudi khic. Nguge lai, ciling c6 nhitng
ngudi chi lo thod mén ngudi d8i thoai, gat bd hitng thd ciia cd nhan minh, do
d6 ciing khong thé phét huy dugc uu th ciia ban than. Cich 16t nhét d€ md dau
cudc gip go 1a chon van d€ ma ca hai bén cung quan tam. Nhung lam thé nao
dé xdc dinh duge van dé ma ngudi doi thoai quan tam trong 14n diu ti€p xuc
véi ho? O day ban phai sir dung thii thuat. Ban c6 thé chon nhitng cau chuyén



doi thudng dé “ném da do dudng”, va khi da tim dwoc van dé dn ¥ nhau thi ti€p
tuc dua céu chuyén di sau hon nira.

- Ndm vimg thoi co va gidy phit quyét dinh ciia cudc 1iép xic

Sau khi da chon duoc van dé hai bén cling quan tam, ching ta 1i€p tuc ddy
ciu chuyén theo hudng d6. Tuy nhién, d6 chi 1a cau chuyén dao ddu nham tao
khong khi iép xdc va tim hi€u tam 1f ngudi ddi thoai, chiing ta khong duge de
cho cudc ti€p xiic troi mai theo hudng d6. Ching ta gap g& ngudi doi thoai
khong chi dé trd chuyén cho vui ma la vi cong viéc, nghia la chiing ta phai biét
ndm 1ay nhing giay phit quyét dinh, chon thoi di€m thich hop dé néu vin dé
v giai quy&t. N6i chung, nhiing gidy phut dau tién 12 bude khoi ddu then chét,
thudng quyét dinh thanh cong hay that bai clia ¢h qué trinh tiép xic sau do.
Trong khoang thdi gian ngin ngli nay, chiing ta vira phai tim hiéu ngudi doi
thoa, tao st sin sang hop tdc & ho, vira phdi biét chép thai co d€ dat muc dich.
Diédu nay chitng t6 ndng lyc clia ching ta. Trong trudng hop nguoc lai, ching
i c6 thé bi danh gi4 12 “d& mén nhung thi€u nang luc™.

2. Ty nhan thirc trong giao tiép

Trong giao ti€p, khong nhitng chiing ta nhan thitc ngudi khdc ma con
nhan thiic, khdm pha ban than minh (tu nhan thic), tikc la tu xay dung cho
minh hinh anh vé ban than. Chi qua giao ti€p vdi ngudi khic ma ching ta
bict minh duge danh gi4, nhin nhan nhu the nao, nghia 1 hinh dung ra minh
trong con mit clia ngudi khdc, tir d6 ching ta c6 thé tr didu chinh d€ hoan
thién ban than.

Hinh 4nh vé ban than 12 yéu to dic biét quan trong chi phéi hanh vi, cich
Gng xu clia chiing ta. Vi du: Trong ldc néng gian, mot khich hang di to tiéng
v6i ban, da c6 nhimg 16i néi xiic pham ban, ban rat tic gian va mudn hét vao
mit khdch hang dé: “Ong khong dugc hoc hanh gi hay sao ma néi nang nhu
vay?”. Tuy nhién, ban da kim ch& dugc bdi ban nghi ring, minh 1a thu ky cla
cong ty, minh khong thé 1am the dé anh hudng x4u dén bo mat cha cong ty va
clia giam doc.

Nhu vay, mu6n hanh vi, tng xt mot cach hop 1¢, chiing ta cin nhan thiic
diing ban than minh.

3. Tang cudng su higu biét 1an nhau trong giao tiép

r

Sir hi€u biét 1an nhau ¢6 § nghia guan trong trong giao ti¢p. N6 1a co 58 dé
cac chit thé giao 1iép dat niém tin vao nhau va xdy dung ma&i quan hé hgp tdc
16t dep va én dinh lau dai. Vi vay, trong giao ti€p, chiing ta cdn biét tao dicu
kién t6t nhit cho sy hidu biét 1an nhau.
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Nghién citu vé vdn dé ndy, hai tdc gia Joseph Luft v Harry Ingham dua ra
mot so dé ¢b 4 6, goi 1a cira sé giao ti€p Joharry (Joharry 1a tir ghép tir tén cua
hai tdc gia).

1 II
Chung Miu
I v
Riéng Khong nhan thifc duge

Hinh 3: Cita 56 giao tiép Joharry

- O 1, cdn goi 1 6 “Chung”, tuong Ung v4i nhitng gl vé chiing ta ma ca
chiing ta va d6i tugng giao ti&p deu biét.

- O 11 - 6 “M0”, tuong ng véi nhitng gl ching ta khong biét vé minh
nhung d6i tugng giao tiép lai biét.

- O 11T - 6 “Riéng”, trong dng véi nhitng gi chiing ta bi€t vé minh nhung
déi twong giao 1i€p lai khong biét.

-0 1V - 6 “Khong nhan thife duge”, twong dng vdi nhing gi vé ching ta
ma ca ching ta vi d6i tugng giao 1i€p déu khong biét.

Nhur vay, 6 chung biéu hién sy hiéu biét ldn nhau gifta ching ta va doi
tugng. Trong giao ti€p, 6 chung ciing nhu cdc 6 con Jai ¢ thé dugc ndi rong
ra hodc thu hep lai, diéu nay phy thudc vao hai yéu t8 co ban, d6 12 su coi m&
v phén hoi.

- Céi md la chia sé€ nhitng suy nght, tdm tw, tinh cdm, nguyén vong, nhiing
hidu biét ciia minh véi d6i twgng giao 1iép.

N6i cach khde, c61 m& 13 tr vén bitc man bi 4n clia doi s6ng noi tdm cla
minh, 1am cho ngudi khac c6 thé hiéu duge ching ta.

Trong giao ti€p, néu moi ngudi déu cdi m& v6i nhau thi 6 “chung” & trd
nén rong ra, 6 “riéng” bi thu hep, nghia la lam cho con nguoi hiéu nhau hon,
xich lai gan nhau hon.

C&i mé ciing 12 mot nhu cdu. Khi ching ta ¢6 niém vui hay n6i budn, khi
6 nhitng diéu trin trg, ching ta thudng tim dén nhitng ngudi than thi€t, ¢6 thé
lin tudng dé gidi by va duge chia sé. Khi mot ai d6 thé 19 véi chiing ta nhimng
ndi niém cha ho thi ching ta ciing thudng cam thdy vui vi dugc tin tudng. Tuy
nhién, ¢&1 md cling khong phai 14 dé. Nhiéu khi ¢ di€u mudn ndi ra, nhung
ban lai khong ddm lam diéu d6 vi ban méc cam, s¢ bi ché cudi, bi coi 1a “dot”,
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1a “ngd ngdn”, nghia 1 ban thigu 1ong tin vio ban than minh. Ching han, tai
mot cuge hop, ban cé nhitng di€u nung ndu, c¢é nhitng ¥ nghi sdng sudt va ban
mudn néi ra, nhung ban lai e ngai, ban chin chir, ty bao minh: “ I4n sau, 14n
sau” nhung réi ching bao gio ban thuc hién duge 131 hita d6. Cho nén mudn
coi md, trudc hét ban cdn phai 1a mét con nguoi ty tin, ddm chip nhan minh,
ma céch t6t nhit dé rén luyén long tin vho ban than, theo cac nha tam Ii hoc,
la hdy lam nhitng viéc ma minh e ngai, khong ddm lam.

Ciing do vay cho nén, khi ¢6 ngudi thd 1o v6i ban nhitng néi niém cla ho,
chiing ta cdn thé hién thai do ton trong, quan tam, chi ¥ ling nghe ho. Trong
trudng hgp nguge lai, chdng ta s& ching bao git duge ngudi d6 tin twdng nita.

- Phan hoi la su truyén théng tin nguge tré lai v doi niong giao Hép dén
chiing ta, né cho cliing ta biét nhitng suy nght, cdm tdng, danh gid, nhan xét
ctia d6i twong giao tiép vé chiing 1a.

Sy phan hét 1am thu hep 6 “md” va ndi rong 6 “chung”, nghia 1a 1am cho
ching ta va d6i tugng giao ti€p hi€u bi¢t nhiéu hon vé nhau.

Mitc 49 phan héi khong chi phu thudc vao viéc d6i tugng giao tiép cé phai
la ngudi c¢di m& hay khong, ma con phy thudc vao nghé thuit giao tiép clia
chiing ta, vao viéc ching ta c6 biét khuyén khich d6i tugng chia sé nhitng suy
nghi, cdm tudng clia ho v€ ching ta hay khong. Trong cudc séng, khong it
ngudi con chua biét 1ang nghe, thudng ngat 101, tham chi t6 thai do khé chiu
khi duge ngudi khdc gép ¥. Cdch ing x(t nhu vay khong nhitng 1am giam lugng
thong tin phan héi tir ngudi khic dén véi ho, ma con [am cho ngudi khac, ké
ca nhirng ngudi ¢é thién chi, din xa rdi ho.

I11. ANH HUONG TAC PONG QUA LAI TRONG GIAO TIEP

Trong giao tiép, con ngudt khong chi trao déi thong tin v6i nhau, nhan
thitc, danh gid nhau, ma con anh hudng, tic dong 1an nhau. Day la mot qué
trinh phtc tap, k&€t qua cla né phu thudc vao nhiéu yéu 18, trong d6é ¢6 ca dic
diém cla ngudi 11€p nhan tic dong, chit khong phai chi don gidn 1a * gdn muc
thi den, gan den thi sdng”. Trude nhing téc dong xdu, mot con ngudi ¢6 tri tue,
¢6 bédn linh, ¢6 ¥ chi van c6 thé “gdn biin ma chang hoi tanh mui bin”.

Su dnh hudng tic dong 14n nhau trong giao tiép dugc biéu hién dudi nhiéu
hinh thitc da dang: lay lan cam xiic, 4m thi, bat chudc, 4p luc nhém...

1. Lay lan c¢adm xtic

Lay lan cdm xiic la sw chuyén tod trang théi cdm xiic tir ngudi nay sang
ngitot khac.
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Vi dy: Mét nhém ban ngéi choi, khéng khi dang trim ling, mot ngudi hén
nhién, vui vé gia nhap vao va khéng khi clia nhém trd nén séi néi.

Chiing ta thudng néi “voi lay”, “budn lay” 1a vi vay. O cic hién tugng nhu
sy cudng nhiét clia cdc c6 dong vien béng d4 trén khén dai, su hoang loan cla
ddm dong hay tam trang lo [ing cta ngudi dan trude con bdo khing hodng tai
chinh déu ¢6 su chi phéi ciia 14y lan cam xiic.

Trong m¢t t6 chite, cdm xtc, tam trang ciia thanh vién ndy ciing c6 thé lay
lan sang thanh vién khédc. Chang han, khi mot nhém ngudi chudn bi thuce thi
mot nhiém vy nao do, chi can mot ngudi kéu chdn, ndi ngang hay ngép, thé
“'dai 12 6 thé tam nhitng ngudi khéc chdn nan theo. Tai vin phong, mot nhan
vién ¢6 tam trang xau cling cé thé lam cho khong khi tam 1f cla c4 vin phong
am dam, nang né. Cho nén, trong giao ti€p, chiing ta cdn biét giif tam trang vui
v¢, thodi mdi d€ tranh anh hudng x4u dén tam trang clia ngudi khac.

2. Am thi

Am thi la dung loi not, viée lam, cit chi, dé vat tde déng vao mét ngiedi hay
mot nhém ngudi, lam cho ho tiép nhan thong tin thiéu si kiém tra, phé phin.

Trong giao ti€p, khi nhén théng tin tir ngudi d6i thoai, chiing ta thudng
phan tich, kiém tra bing cdch ty hoi: ho néi c4i gi, diéu d6 ¢6 ding khong, tai
sao ho néi?... Tuy nhién, ciing cé trudng hop do tdc dong clia ngudi déi thoai,
chilng ta ti€p nhén va dit niém tin vdo thong tin d6 ma khong kiém tra. Dé I
do ching ta bi 4m thi. Ching han, ban vio cilta hiéu mua mot mén hang da
dinh. Sau khi gia tién, nhan mén hing, ban dinh kiém tra lai mén hang dé. Tuy
nhién, ¢6 nhan vién bdn hang bao v6i ban: “ C6 yén tam di, hang clia chiing
t6i rat dam bao chat lugng™. Thé€ 1a ban cho hang vao tii, cdm on nhan vién
ban hang réi ra vé ma khong kiém tra nita.

Am thi la mot hién tvong phé bién trong doi séng. Tac dong cla quang
cdo cling dya trén ¢o ch€ 4m thi. Nhing 13i néi, nhiing hinh anh duoc lip di,
13p lai nhiéu 14n trén truyén hinh s&€ “ngdm” ddn vao khén gid ma ho thudng
khong hay biét.

Finh bi 4m thi la mot dac diém chung ctia con ngudi, ai cling ¢4 thé bi 4m
thi, nhung mitc d¢$ d¢, khé thi khong gidng nhau. Néi chung, tré em dé bi 4m
thi hon ngudi 16n; ngudi nhe da, ca tin, thiéu ty tin d& bi 4m thi hon ngudi 6
ban linh, 6 lap trudng vitng vang. Trong trang théi hoang mang, lo ling, thi€u
thong tin, ching ta ciing tré nén dé b 4m thi. Ngoai ra, kha ning bi 4m thi clia
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mot ngudi ¢on phu thude vao dac diém cla ngudi ti€n hanh 4m thi, trong dé
¢d uy tin ciia ho. Mot ngudi ¢6 uy tin thi 161 ndi cha ho cling cé “trong lugng”,
ngudi khic thudng dé tin va 1am theo 16i ho mot cich ty gidc, {t khi nghi ngd
nhitng thong tin ma ho dua ra.

3. Ap luc nhém

Trong giao tip nhém, khi mot ngudi hodc mot 56 nguoi ¢6 ¥ kién trai véi
¥ kién clia da s, thi nhimg ngudi nay thudng phai chiu mot dp lyc tam i, goi
[ 4p luc nhém. Dudi 4p lye nay, nhitng ngudi d6 c6 xu hudng thay d6i ¥ kién
cta minh va chép nhan ¥ kién ctia da s6.

Vi du: Mot doi sin xudt tién hanh binh bdu cd nhan xuat sdc trong nam,
khi bi¢u quyét béu thinh vién A, thanh vién B trong tham tam khong tan thanh,
nhung nhin quanh thdy moi ngudi déu gid tay nén A cling tur tr gio tay.

Mot trong nhitng bidu hién cda 4p luc nhém 12 hign tugng ma ngudi ta
thuong goi 1a a dua hay theo dudi. C6 hai loat a dua:

- A dua hinh thiic - bé ngoi ¢4 nhan to vé chdp nhan ¥ kién cua nhém
nhung bén trong thi chong dai, khong tin thanh;

- A dua bén trong - ¢4 nhan hoan todn bi ¥ kién clia da sd thu phuc.

Ap lue nhém phy thuge vao cdc yéu 16 co bdn sau:

_ Pac diém tam 1i cha c4 nhan chiu 4p lyc nhém: Y chi, ban linh, lap
trudng, nhan thic, gidi tinh, lia tnéi v.v...

- Pac diém clia nhém: quy mo, mitc do théng nhdt trong nhdém v.v...

- M&i quan hé giita cd nhan v6i nhém: Vi trf cia ¢4 nhén trong nhém, sy
trung thanh clia c4 nhan véi nhém, mic 4o phu thuoe nhan gitta cdc thanh
vién v.v...

- Hoan canh: Tinh chat ctia nhiém vy, mic dé quan tam ciia cd nhan dén
nhi¢m vy doé v.v.

4. Bat chudc

Bt chuée 1 mé phdng, ldp lai hanh vi, cdch iing xit, cit chi, di¢u bo, cach
suy nghi ciia ngieoi khac.

Trong giao ti€p hing ngiy, bit chudc 1a mot hién tugng pho bien. Ngudi
khéc dua tay ra dé bat tay chiing ta, ching ta cling dua tay ra. Ngudi khac gat
d4u chao ching ta, chiing ta ciing gat ddu chao lai. Ngusi khac mim cudi vél
chiing ta, chiing ta cling mim cudi v6i ho. Trong yén tiéc, ngudi khic ding day
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chtic ruou, chiing ta ciing cdn ding 1én. Ngudi khic x€p hang chdg, ching ta
cling nén x€p phia sau d€ chd. Ngudi khédc ra tan cira tién khdch, chiing ta ciing
nén di ciing ngudi d6 tién khich. Tém lai, trong nhiéu tinh huéng giao ti€p,
hanh vi ctia ngudi khdc luén hap din ching ta, anh hudng dén ching ta gidng
nhu mot hon nam cham. Néu chiing ta khong 13m theo ho thi ¢6 thé 1a thiéu 1€
d6 hoic khi€n ho ¢é &n twgng khong t6t doi vdi chiing ta.

Cau hoi

1. V& md hinh truyén théng giita cac ca nhan trong giao tiép va giai thich cac y8u td
clia nd!

2. Nhiéu 1a gi, cac loai nhidu, tir day ban can luu y gi € ting cudng hiéu qua cla
truyén thong?

3. Pé tang cudng hidu qua cla qué trinh truyén théng, ngudi phat va ngudi nhan cén
luu y nhimg van dé ¢i?

4. Ban hay dua ra mot tinh huéng ma ban cho réng, minh da sai lam trong giao tlep
Dua vao mé hinh truyén thdng gilta cac c¢a nhan va nhng van dé can luu y trong truyén
théng, ban hay phan tich tinh huéng dé d& thay dugc thigu sét cu thé cla ban la gi?

5. Khai niém, cau triic va vai trd cha an tugng ban dau. Ban can lam ¢i dé tao dugc
an tugng t6t & ngudi khac?

6. V& so do clra s8 giao tisp Joharry va gidi thich cac 6 clia né. P& tang cuong sy hiéu
biét 15n nhau trong giao tiép, ban can lam gi?

7. Theo ban, ban c6 phai 13 ngudi ¢di md khang? Néu khéng, ban hay tim hiéu xem
tai sao?

8. Néu va phan tich nhitng hinh thic co ban ciia sy Anh hudng va tc ddng qua lai lan
nhau trong giao liép.

9, Phan tich cac hinh thic truyén thong va chiéu truyén théng trong té chire.

10. Néu va phan tich nhimg wu diém, nhugc diém cla cac mang truyén thang thuéng
ding trong té chlc,

Bai tap tinh huéng

1. A - mét thanh nién tir néng thén ra thanh phd, hién lanh, it néi va hdi nhit nhat, con
B {4 con gai clla mot gia dinh kha gid & thanh phé. Ho yéu nhau d3 1au va B mudn dua A
vé nha gidi thigu vdi bd me. Bigt me minh Ia ngudi khat khe, khé tinh, B chli déng ndi trudc
vai me:

- Me di, con ¢6 ngudi ban trai, ch nhat nay con dinh dua anh 4y vé chai dé bS me
xem mat, Anh dy hién 1anh, it n6i va hai nhit nhat, me dimg ché anh dy nhé!

42



Nghe vay, me B bao:

- Nay con! Con trai ma hién, it néi, nhat nhat lidu ¢é phai la dan khéng?

B véi dap:

- Khéng dau me a. Anh 8y rat dé thuong va thong minh.

Me B:

- Théi dugc, con clt dua vé day dé me xem!

Sau g6, khi gap A, B ciing dan:

- Anh di, me em hai khat khe va khd tinh. Hon nifa, me c6 vé khong thét va anb. Anh
hay co 1&n nhét

Chi nhat, B dua A vé nha chai. Moi vigc di&n ra binh thudng. Tuy nhién, khi ngdi udng
nudc & ban, A vo v dich tay 1am roi vG mot chiéc chén. Me B im lang khong néi gi.

Sau khi A ra vé8, me B goi B lai va bao:

- Thang nay dung Ja dan that con a. Tir nay con khéng duge quan hé véi né nita, nghe
chua!

T&i d6, B tim d&n gap A. Trong ldc tam suf, A noi:

- Me em dung la khé tinh va khat khe that, anh rat buon.

Hai trong cudc giao tiép noitrén, B da méc nhilng sai }dm nao? Nhimg sai 1am d6 anh

hudng nhu thé nao dén qua trinh va k&t qua giao ti€p?

2. C6 Jan, mot nhan vién van phong ndi vdi sép clia minh: “ Thua anh, nhimg cudc hop
nhan vién vao sang thr 2 kéo dai qua lau, theo em ia lang phi thai gian”. Ong sép nghe
vay lién phan (ng gay gat: “Y anh dinh ni gi vé nhiing cudc hop dé la lang phi thdi gian?
Tai nghi 12 nhimg cudc hop d6 rét can thiét, chiing ta g duy tri ching tf 1au va khong ai
phan nan gi ca. Anh khong can phai ban tam vé ching nita, nghe chual”.

Dua vao nhimng hidu biét cila ban vé sy nhan thifc trong giao tiép, ban héy nhan xét
vé xit su chia dng sép trong tinh hudng giao tiép néu trén.

3, M&t chit cita hang da nghi ra tha thuat sau day d& ban 16 hang quan 4o & dm cila
minh: 6ng huy dong mét s& nhan vién tu cac bo phan khac dén xép hang truée cla hang
4& chd mua hang. Nhimg nhan vién da mua dugc hang budc ra véi vé mat diy phan khai.

Ngudi qua dudng thay vay cling dimg lai, ty tap trudc clra hang clia éng mdi lic mot dong.

Nguai mua mét bd, ngudi mua hai bd. Bang céch do, chi trong mét ngay, dng chl da ban
hét 16 hang & 4m bay lau nay.

H&i th thuat ma éng chll clfa hang da duing 4 trén biu hién hinh thifc nao ca sy tac
ddng, anh hudng qua lai trong giao ti&p ? Tai sa0?

4, Thang truéce, Hai duge nhén vao lam viéc tai bd phan tiép thi thudc van phong dai
dién cda tap doan NEC. Tai van phong, ngoai dng Jame 1 trudng van phong dai dién, ©
méi b phan con ¢d ngudi phu trach, Phu trach bd tiép thj la 6ng Butler, Céng viéc cha Hai
14 di chao ban cac san pham cla NEC. Mot hém, c6 mot khach hang dé nghi mot hap dong
t6n nhung theo Hai 1a hoi mao hiém. Ngay hom sau, Hai voi vang 1én gép ong James, trinh
bay vé hop dong d6 va xin y kién cla 6ng ta. Ong James cham chd nghe Hai trinh bay

nhung khong dua ra y ki&n gi. Hém sau nifa, ong Butler goi Hai dén g&p va phé binh Hai.
Theo ban, dng Butler phé binh Hai vé van dé gi va hay binh luan vé x{r sy cla Hai?
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5. Thai gian gan day, éng T, giam d8c xi nghiép Z, nhan thay trong hoat déng cla xi
nghiép cé nhitmg bat n. Mot s6 vi trudng phong da khéng bao cao 1&n cho éng biét nhing
s viéc xay ra d b phan clia ho ma ddng ra ho phai bao cao, d4c biét 1a nhiing dé xudat
ca mot s8 k¥ su, cdng nhan nham nang cao hiéu qua san xuat kinh doanh. Ong T lo lang,
néu khong sdm kh3c phuc, tinh trang nay s& &nh hudng xau dén hoat déng san xuét, kinh
doanh cla xi nghiép.

Theo ban, 6ng T can phai lam gi?

6. Hai ngay trudc, P- giam d&c xi nghiép M6, tham du mét cudc hop véi lanh dao téng
cdng ty. Tai cudce hop d6, ngudi ta dua ra du dinh sat nhap mét xi nghiép dang lam dn thua
16 nang vao xi nghiép M. Vi dang chila du dinh, nén P chua trao ddi théng tin nay vdi ai,
k€ ca nhimg thanh vién khac trong ban giam ddc. Tuy nhién, khéng hiéu 1dy thong tin ti
dau ma mot vai ngudi treng xi nghiép bat ddu ban tan. P lo ngai rdng, néu tin nay lan rdng
ra, cdng nhan s& khéng yén tam san xuat, do do, nang suat s& giam, phé& pham sé tang.

Theo ban, P can lam gi d&é ngsn chan tinh hudng xau néu trén?



Chuong 3
CAC PHUONG TIEN GIAO TIEP

Muc tiéu

D& giao ti€p v6i nhau, con ngudi phai sit dung nhimg phuong tién nhat dinh, goi 13
phifong tién giao ti€p. Cac phuong tién nay rat phong phu, da dang, nhung ¢6 thé chia
ching ra thanh hai loai: ngdn nglr va cac phuong tién phi ngon ngit. Chugng “Cac phuong
tién giao tiép” s& gidi thiéu véi ban y nghia va cach sif dung cac phuong tién giao tiép co
ban. Sau khi hoc xong chuong nay, ban ¢6 thé:

- Hiu gia tri biéu dat ctia méi phuong tién giao tigp;

- Hiéu va ndm bat dudc ndi dung, ¥ nghia ciia 18i néi, hanh déng, ¢l chi...cla ddi tugng
giao tiép;

- St dung cac phuong tién giao tiép hiéu qué hon:

- Cha y thod dang dén 18i néi, hanh dong, tir thE, 3n mic va cac bidu hién phi ngén
nglr khédc cdia ban than trong giao tiép.

Tém tat ndi dung

- Trong giac ti€p, con ngudi sif dung ngén ngif va c& cac phuong tién phi ngén ng.

- Ngdn ngit la qua trinh mdi ¢4 nhan sif dung mat thi tiéng nao d6 dé giao tidp va tut
duy. N6 |a phuang tién giao tiép chli y&u & con ngudi. Trong giao tiép chiing ta can chi y
dén tat ca cac yéu 16 clia ngon ngit: ndi dung, ngit phap, phat 4m, giong néi, téc dd noi,
ngir diéu, phong cach ngén ngit v.v.

- Céc phuong tién giao tiép phi ngén ngir & con ngudi bao gém: anh mét, nét mat, nu
cudi, trang phuc, trang diém, trang s(c, vi tri, khoang cach, ddng tac, tu thé, qua tang v.v.
Nghta 1a chung r&t da dang, phong phi. Cac phuong tién phi ngén ngi thudng hd trg, bé
sung cho phuong tién ngdn ngir. Tuy nhién, ciing khang hiém khi chung giir vai tro chil dao.

- D& giao tiép t6t, ching ta can ren luyén ky n&ng st dung cac phuong tién giao tiép.
Ngh¢ thuat giao ti€p chinh la & sut két hop nhuan nhuyén, hop Iy tat c& cac phuong tién
giao ti€p, ké ¢a ngén ngir va cac phuang tién phi ngbn ngir.

1. NGON NGU

Ngon ngit la qua trinh con ngudi sir dung mot thir tiéng néo dé dé giao 1iép
vd i duy.

N6i cu thé hon, ngén ngit chinh 12 15i néi hay cau viét ciia chiing ta.
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Ngon ngir 1 loai phuong tién giao ti€p chi y€u clia con nguoi. Bing
ngdn ngil, ching ta cé thé truyén d¢i mot cdch chinh xdc bat ky mot loai
thong tin nao, ¢6 thé dién t tam trang, tinh cdm, miéu (3 hanh dong hay su
vat. Ngon ngir duge sir dung trong giao ti€p bao gom ngon ngi néi va ngdn
ngit viét. D€ sit dyng ngon ngit mot cach cé hi¢u qua, chiing ta cdn hru ¥ mot
s6 vin dé sau day.

1. N&i dung cla ngén ngir

-

Noi dung ctia ngén ngir 12 nghia clia tir ngit ma chiing ta néi hay viét, y ma
ching ta muén chuyén dén ngudri nghe hay ngudi doc.

No6i dung cta ngdn ngi ¢6 hai khia canh: khich quan va chl quan. Khld
canh khach quan biéu hién & chd, tir luén ¢ nghia x4c dinh, khong phu thuoc
vao ¥ mudn clia chiing ta. Mdi tir hodc cum tir duge dang dé chi mot sy vat,
hién tugng hodc mot loai su vat, hién trgng nao dé. Do d6, ching ta khong thé
dung tir *“1am 1i” d€ chi “con duding”, “ngoi nha” dé chi ¢ ‘cay coi”, “ngudi thu
ky” dé chi “gidm doc”. Nhu vay, mot trong nhitng diéu kién thi¢t yéu cia su
théng hiéu trong giao tiép 1a diing tir phai chudn xac.

Cling cén hru § rang, mot 1ir ¢6 thé cé vai nghia khdc nhau, song trong mot
tinh hudng cu thé, né thucmg dugc diing véi mdt nghia x4c dinh. Néi cich
khic, 0 mot méc do nio d6, ngon ngit clia con ngudi con mang tinh tinh
hudng. Cho nén, néu khong nim duge tinh hudng giao ti€p, ching ta ¢ thé thé
hicu sai 151 cha ngudi khéc.

Khfa canh chil quan trong n6i dung ciia ngén ngir dugce thé hién & chd,
ngén ngit duge ching ta diing dé truyén tai ¥ ca ching ta, tic 1a ¥ cd nhan.
Nhiéu khi ¢ nay khong triing véi “nghia that” cuha tir, clia cAu ma ching ta
ding. Ching han, ngudi khdch ma ban dang ti€p cdm thdy néng bitc, mudn ban
bat quat l1én cho mdt nhung lai néi: “Thdi tiét hom nay nong qud c6 nhi!”. Hon
nita, cing mot r, mot c4u ¢b thé gay ra nhitng phan tng, nhiing cam xiic
khong gidng nhau & nhitng ngudi khdc nhau. Vi du: tir “hing dom™ d&i véi
khach hang chua mua phai loai hang nity s& khong gay ra nhitng cam xiic ticu
cuc nhu & ngudi dd mua nham phii né. Trong giao tiép, hiu dugc y c4 nhan
la co s clia sy hi€u bi€t 1in nhau, su déng cdm giita cdc chi thé.

2. Phat &m, giong néi, toc dd néi

Trong giao ti€p bing ngodn ngit néi, viéc ngudi néi phdt am ¢ chudn hay
khong, ¢6 13 rang hay khong, giong néi clia ho nhu thé nao, téc d® nhanh hay
cham, di€u ndy ciing ¢6 anh hudng nhit dinh dén hiéu qua ctia qud trinh giao tiép.
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Trudc hét, phat am khong chudn s& gay kho khan cho ngudi nghe trong
viéc hiéu ¥ nghia cla 1i ni, tham chi 1a hidu sai hoac khong hiéu duge, dac
biét trong trudng hop ngudi ndi va ngudi nghe tiép xtc v6i nhau lan dau.

Giong ndi thudng phan dnh mot céch chan that cam xic, tinh cam cla
ngudt néi, cho nén né cd sic truyén cam to 16n. C6 ngudi cb giong ndi nhe
nhang, am ap, 1am ngudi nghe cam thay thoai méi, dé& chin. C6 ngudi co giong
n6i ro rang, dit khodt, 1am ngudi nghe cam thiy uy lyc clia ho, mdi ¢ néi clia
ho nhu 1a mot ménh 18nh phai tuan tha. Lai c6 ngudi ¢ giong néi the thé, chat
chiia, gay xiic cAm tiéu cyc § ngudi nghe. Trong khi néi, t6¢ 4o, nhip do ndi,
cach nhén giong ciing cé ¥ nghia quan trong. Nén néi nhanh hay cham con tuy
thuoc vao tinh hudng cu thé. Tuy nhién, néi nhanh qud s€ lam ngudi nghe khé
theo ddi, con néi cham qud thi d€ 1am ngudi nghe budn chdn. Ciing cén phai
chii ¥ dén ci nhip do néi, nén nédi lic trim, lic bdng, ¢é diém nhan thi méi hap
din ngudi nghe. Mot bai noi dugc chuéin bi cong phu, ¢6 ndi dung phong phd,
nhung duge trinh bay béi mot giong déu déu, cham rii thi cing khong thé hip
dan, 161 cudn ngudi nghe, ching khic nao mot bike tranh ma khi xem, ngudi
xem khong c6 diém dé dirng mat.

Giong n6i, t6c dd, nhip do néi cla méi ngudi bi chi phoi nhieu bodi nhing
dac diém vé gidi tinh, cdu tao thanh quén cia ngudi d6, moi trudng ngon ngit
bao quanh ho tir Khi cdn &u tho, nhung su ren luyén cling ¢6 ¥ nghia quan
trong. Democrit - nha dién thuyét vi dai thoi Hy Lap cé dai, timg rat xdu ho
va ling ting vi tat néi lap cha minh. Lic by gid, cha clia 6ng chét va dé lai
cho dng mot thira dit véi hy vong cude s8ng clia con trai s&€ duge dam bao. Tuy
nhién, phap luat Hy lap hoéi d6 quy dinh, dé chiing minh dwgc quyén s& hiru
thira d4t, Democrit phai tranh luan cong khai va thing tdt cd moi ngudi khac
tranh chdp véi ong. Tat néi lap va sy x&u hé da 1am ong thdt bai, két qua la
ong bi mat miéng dat. Nhung cing tir d6, Democrit khong ngling phén ddu
luyén giong ndi cla minh va chinh 6ng di tao nén mot cao trao dién thuyét
chua timg cé trong lich su loai ngudi. Trong lich st, khong it ngudi dd noi
gwong Democrit va da thanh cong.

3. Phong cach ngon ngir

Phong cdch ngon ngit dugc thé hién qua 161 néi, 161 viét, tic 1a cach dung
tir ngit d€ dién dat ¥ trong giao ti&p. C6 nhiéu phong céch ngdn nglr khdc nhau,
tuy theo tinh hudng giao ti€p ma ching ta hya chon phong céch ngdn ngit cho
phit hop.

47



3.1. i néi thing

L6i néi thing (con goi 12 161 néi co gi6t) 1a néi thing, viét thing ra ¥ nghi
ctia minh, ¢di minh mu6én, minh cén, cdi minh biét, khéng quanh co, vong veo,
khong 4n .

Vi du:

- Sao ban budn vay?

- Ong né6i dai dong qué!

- V& diém nay, toi khong déng ¥ véi ong.

Néi thing c6 uu diém 1a tiét ki¢m dugce thoi gian, doi tugng nhanh chong
hiéu duge ¥ clia chiing ta, titc 1a dam bao tinh chinh xdc cha thong tin. Tuy
nhién, trong nhiéu tinh huéng, néi thing thicu t&€ nhi va lam déi tugng kho
chiu, khé chap nhan théng tin ma chiing ta dua ra, nhét 1a khi thong tin d6 la
diéu khong dugc mong dgi. Ngudi ta ké rang, khi bac si khdm bénh cho S.
Freud - nha tam 1f hoc kiét xu4t, cha dé cha phan tam hoc - néi véi Freud rang,
Freud mic bénh ung thu, thi Freud dd hét vao mit vi bdc si dé: “Ai cho ong
quyén ndi vdéi 161 nhu vay!”.

L&1 ndi thing thudng duge ding trong giao ti€p gilta nhitng ngudi than
trong gia dinh, ban bé than mat, trong tinh hudng cin sy rd rang hodc thé hién
srr kién quyét, con trong giao ti&p chinh thic, trong cic méi quan hé xd giao
thong thudng ngudi ta sir dung 16i néi lich sy va 16i néi 4n .

3.2. Loi néi lich su

{ 161 ndi lich sir, ngudi ta sir dung ngon t tinh thai véi cdc dong tlr, m¢nh
dé tinh thai (vi vay con goi 12 18i néi tinh thédi) 1am cho cic cam nghi, thai do
duoce biéu 16 mot cdch nhi nhin, lich thiép.

Vi du:

- Rat ti€c la trong diéu kién hién nay ching toi chua thé ddp Gng nhitng
yéu cdu cta ong.

- Theo chd ching toi biét, tinh hinh khong hoan toan nhur vay.

- Hy vong ring, quan h¢ giita hai cong ty ching ta s& bén chit hon!

- Bé quén 4o nay duge cét rat khéo, chi ti€e 1a mau hai t6i.

- Phién c6 chi gidp phong gidm doéc & dau duge khong?

- Téi e 1a 6ng goi nhim s6 roi.

Qua nhiing vi du trén, ching ta cé thé thdy ring, 16i néi lich sy dugc dung
phé bién trong trudng hop théng tin c6 thé gay cam xic tiéu cuc & ngudi nhan.
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33.Loindian y

Trong giao ti€p, nhi€u khi c¢é nhimg diéu mudn nét nhung khong tién néi
ra va chiing ta thuong phéi diing 161 ndi an ¥, tic 1a n6i mot diéu khac ham
chita diéu mudn néi dé 1am ngudi nghe nghi dén diéu dé.

Vi du: Bem di khuya, mot vai déng nghiép vin ri rdm tro chuyén, trong
khi cong viéc ngay mai cla ho rat ning né. Ban lo ling nén lén tiéng: “Coéng
viéc ngdy mai ndng né ldm ddy cdc ban a”. Nhiing ngudi d6 hiéu ¥ ban va dap:
“Cau yén tam, ching td di ngh ngay day”.

L&i n6i 4n ¥ 12 161 néi nhe nhang, t& nhi, khéo 1éo, ddi hoi mét sy tinh t&
§ nguoi néi va ngudi nghe. Doi khi, ngudi nghe khong hiéu duge 4n ¥ cla
ngudi néi, hodc hiéu nhung muén lang tranh nén gia vo khong hiéu.

3.4. Loi néi mia mai, cham choc

Trong cudc s6ng, ¢ nhitng ngudi hay mia mai, cham choc ngudi khdc. Ho
dua chuyén vui, chuyén budn, chuyén t6t, chuyén x&u, thi€u sét, 16i 1dm, tham
chi cd nhitng khuyét tat bAm sinh nhu cdi chan thot, cdi lung gi, cdi mit 1€ cha
ngudi khidc ra dé dam ti€u, ché giéu véi thdi d6 thi€u thién chi. Ngay ca trong
thanh tich cta ngudi khédc, ho ciing nhin thdy nhitng diéu khuat tat, dudng nhu
ho ghen ti véi thanh tich d6. Cling ¢6 ngudi khong ¢6 ¥ x&u, chi mudn “tréu”,
“choc tic” ngudi khdc mot ti cho vui, nhung ho khong biét riang “cai vui” dé
lam xtc pham ngudi khdc, lam cho ngudi khéc bi tén thuong, cam thay dau
ddn, dic biét [4 véi ngudi qua nhay cam. Theo ngudi Phédp, diém khdc nhau
duy nhét gita mia mai va tat vao mat ngudi khac 1a tac thi kéu nhung thudng
lai khong dau bing.

Mia mai, cham choc ngudi khdc 12 mot théi x&u. N6 khéng dem lai cho
chiing ta diu gi t6t dep ma cht dem dén sy han thil, Xa lanh cla ngudi xung
quanh. N¢&u trong s6 ban b& hay déng nghiép ciia ban ¢6 ngudi hay mia mai,
cham choc ngudi khéc, ban hiy gap rieng ngudi dé dé gép ¥y chan tinh. Néu
ban bi mia mai, cham choc, hZy gidng tra mot cich thich ddng. Con ban, dirng
bao gi® mia mai ngudi khic, hily 1am theo 101 khuyén ctia mét nhi giao ti€p
hoc ring: “Hay chén viii théi mia mai trong mo”™.

1. CAC PHUONG TIEN GIAO TIEP PHI NGON NGU

Trong giao ti€p, bén canh ngdn ngit con ¢ cdc phuong tién phi ngdn ngi,
hay cdn goi 12 ngén ngit co thé, ngon nglt khong ¢6 am thanh. Theo két qua
nghién ctiu cha cic nha ngdn ngit hoc, 20% két qua giao tiép gilta con ngudi
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V6t con nguot 12 do ngoén ngit ¢6 am thanh mang lai, con 80% con lai [a do
ngoén ngit khong cé am thanh dem dén. Vi vdy, muén nang cao hiéu qua hoat
dong giao tiép clia minh, ching ta c4n nim duge nhiing théi quen, nhitng quy
tdc trong viéc st dung cic phuong ti¢n giao tiép phi ngén ngir ¢é khong chi
hi€u duoc ¥ d6 clia ngudi khdc, ma con ¢6 thé dién dat dugc ¥ d6 clia minh
mot cdch da dang, phong phd. Nguoi g1a0 1i€p giodi chinh 13 ngudi bist két hop
khéo lI¢o, nhuda nhuyén ngon ngit c6 am thanh véi ngén ngit khong cé am
thanh trong gizo ti&p.
1. Anh mat, nét mit va ny cudi

1.1. Anh mit

Anh mét duge xem 14 cira s chia tam hén. Anh mét phan 4nh tam trang,
nhing xtic cdm, tinh cam cita con ngudi nhu vui, budn, tite gian, sg hai, lo ling
hay yén tam. Anh mat cling c6 thé cho ta biét mong mudn, ¥ nghi clia ngudi
d6i thoai. Anh mit khong chi boc 16 tam hén ciia con ngudi ma con la con
dudng chil yéu ma qua d6 cdc thong tin cam tinh (i moj truong bén ngoai 1a
do mat cung cép. Vi vay, trong glao ti€p chiing ta nhat thiét phai biét sir dung
mat, biét giao ti€p bing mit. Nhung sit dung mat nhu the nao thi day lai la mot
van d€ khong mdy don gidn. CS cdi nhin lam ban cam thdy ty tin, thoii mai,
gén gili, nhung ciing ¢6 c4i nhin lam ban lo lang, phan van. BE sir dung mit
c6 hiéu qua, ban can luu ¥ mot s6 diém sau day:

- Nhin thing vao ngieoi doi thoai.

Céi nhin ty nhién, nhe nhang nhu bao quat toan b6 con ngudi ho chit khong
nhin vao mét diém nao d6 trén khuon mat ctia ho. C6 ngudi, khi tiép xic véi
nguoi khic, nhat 1a khi néi, thudng khong biét nhin vio dau nén ling ting; c6
nguoi tim cdch lang tranh 4nh mét cia nguoi khic, nhin quanh, nhin lén hodc
nhin xuéng. Theo cdc nha tam 1If hoc, khéong nhin thang vao ngudi khic thuong
¢6 nghia nhir sau: ding truge mat anh, t0i cam thdy tu ti, t6i cam thay khong
bing anh, toi s¢ anh: d4nh mét lang trinh ngudi khdc c6 nghia 13 t6i ¢6 diéu
khong muén d€ anh biét, 16i sg ti€p xiic v&i 4nh mét cha anh, vi nhu viy anh
s€ nhin thdy t4t c; con nhin thing vao ngudi khdc ¢6 nghia 13: toi rdt thanh
thyc, hon nita t6i rat quang minh, chinh dat, t6i tin phimg 1di néi cla toi véi
anh 1a thanh that, khéng gia dei.

Nhu vay, cdi nhin lang trénh biéu hién sur gid d&i, thi€u thanh that, thicu tu

tin, con nhin thing vao ngudi khic biéu hién sy thanh that, sy tu tin, su quang
minh chinh dai cta chiing ta.
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- Khéng nhin chdm chii vao nguoi khdéc.

Nhin cham chd hay nhin chim chim ciing 12 mot cdi nhin thudng gap
trong giao ti€p. V& cai nhin nay, cic nhi tam 1§ hoc M¥ luu ¥ ching ta hai
diém: th nhdt, ching ta khong nén nhin cham chd vao con ngudi; thit hai,
chiing ta chi nhin chim chid vao nhiing gi khong phéi 12 con ngudi. Chiing ta
<6 thé nhin cham chi that 1au vio mot bong hoa, mét tam hinh, mot con VAL
Nhung néu ching ta dwa mét nhin cham chi vao mot ngudi ndo d6, thi ngudi
46 s& cam thay lo ling, khé chiu, tya nhu ho ¢6 mot sai s6t, mot diém gi dé
khong binh thudng va dang bl ngudi khéc soi méi.

- Khong nhin nguoi khdc voi dnh mdt coi thudng, giéu cot hodc khong
thém dé ¥,

Vi nhitng ngudi ¢d gido duc, mot trong nhitng biéu hién quan trong clna
ho 13 ¢6 thé khéng ché duge xic cam, tinh cam ctia minh, khong d& dang dé
cho nhitng xic cam clia minh boc 16 ra bén ngoai va anh huong dén nhing
ngudi xung quanh. Vi vay, trude mot con ngudi hodc su viec ma ching ta
khong wa thich, n€u ching ta voi nhin ho bing “nita con mat”, bing dnh mat
tlic 151 hoac khong them dé ¥ dén, thi diéu d6 chi ching td chiing ta 12 con
ngudi hep hoi, khong dugc gido dyc 16t. Cho nén, ching ta khong nén lam
dung 4nh mét coi thudng, dnh mét véi nhitng cam xic tiéu cye, cling Khong
nén ludm hay nhin xéo.

- Khong ddo mat hodc dua mdt liéc nhin mét cdch vung trom.

Trong giao ti&p x4 giao, dao mét, dwa mét nhin mot cdch vung trom thudng
dugc xem 14 bi€u hién dic trung clia nhitng con ngudi khong duong hoang,
tham chi clia ké x4o trd, tham doc, ké gian hiing. Vi vay, khi dang trd chuyén
v6i mot ngudi ma muon di chuyén mat nhin sang mot ngudi khdc hoac mot
sy vat khac, thi ban hay lam diéu d6 mot cdch tir tir, nhe nhing, khong ddo mat
hodc li€c nhanh mot cdch vung trom. Diéu d6 néi 1én khong chi sy quang minh
chinh dai ma ca su ty tin cla ban nita.

- Khoéng nheo mdt hodc nham cd hai mdt trudc mdt nguoi khac.

Trong cédc cdch nhin, nheo mét (nhidm mot mét) hodc nhim c4 hai mat la
mot cach nhin ¢é nhiéu ¥ nghia. Trude mat nhing ngudi khong that quen biét,
ban khong nén lam nhu the. O phuong Tay, trudc mét maot ngudi khac gidi, néu
nhim mét mét réi nhéy hai 14n thi 6 13 dong tac ggi tinh, chd yéu la cich dua
tin hiéu clia nam gi6i; con nhim ca hai mét va cudi thi d& 1am ngudi khéc lien
tudng dén chuyén tinh 4i. '
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1.2. Nét mat

Nét mit bidu hién thai 4o, cam xic ciia con ngudi. Cdc nha tam 1f hoc cho
ring, nét mat biéu 16 sdu cam xdc: vui, budn, ngac nhién, sg hii, titc gian va
gheé tom. Nhiing bicu cam khdc nhau qua nét mat 1a do nhimg su k&t hop khac
nhau vé vi trf chia mat, mdi, mi mat va long may quy dinh. Leona do Vanh xi
néi: “Khi ta khée, long may va mém thay di khac nhau tuy theo nguyén nhéan
Kkhée”. Nét mat con cho ta biét it phiéu vé ¢4 tinh con ngudi. Ngudi vo w, lac
quan, yéu doi thi nét mat thudng vui vé; nguoi vt v, phai lo nghi nhicu thi vé
mal thuong cang thang, trim tu... Khong phai ngu nhién ma ngudi ta xem
twéng qua khuon mat. Ngudi xua n6i: “Nhin mat ma bat hinh dong” cling 1a
vi vay.

Trong giao tiép, cung v6i nu cudi, nét mat 1a yéu 16 thudng dugc ngudi
khdc chi ¥ quan sit, n6 gop phin quan trong vao viéc tao nén hinh anh clia
chiing ta trong con mat ngudi khéc.

1.3. Nu cudi

Nu cudi la mot phuong tién giao ti€p quan trong chita dung nhiéu ndi dung
phong phi. Ny cudi kKhong chi bidu hien thii do, tinh cam ciia con ngudi ma
ca nhitng nét tinh cich nhat dinh cta ho nita. Thuyc t€ cho thdy, mot bd mat tuoi
cudi luon duoc hoan nghénh, dé {2 vi nu cudi ching nhiing dem lai cho ngudi
khdc cam gidc thodi mai, ty tin, ma con 1am cho ho cam thdy day 1a tin hiéu
clia sy 16t lanh, cha tinh hitu hao va long chan thanh. Khi ching ta tuoi cusl
véi ngudi khdc, dé 1a ching ta “néi” v6i ho ring: toi rit mimg v duoc giap anh,
(61 sin sang tiép chuyén anh, anh 11 ngudi dugc hoan nghénh & day. Nbu vay,
nu cudi bidu hién thai do tich cyc clia ching ta, 13 “1i” moi chao hira hicu
nhat, n6 c6 thé giai tod ca nhing ¥ tudng d6i dich & nguoi khic. Trong giao
ti€p, ¢6 1& khong c6 gi 4% bang mot by mat cau ¢o, 1am 1i, lanh ling, khong
biét mim cudi. Ngudi Trung Hoa néi ring: “Ai khong biét mim cudi thi dimg
nén m& tiem”. Trong cudn “Dédc nhdn tam”, tac gia Dale Carnegie chi ra
nhitng 1oi fch sau day cia ny cudi:

- Nu cudi ching t6n hao gi ma loi that nhicu;

- Ny cudi khong lam ngheo ngudi phét nd, nhung {am giau ngudi nhan no;

- Nu cudi chi ¢ trong khoanh khic, nhung ¢6 khi 1am ta nhé suot 4o,

- Ké phi quy dén bac nao ma khong cé nd thi cling van con ngheo, con ke
ngheo heén téi dau ma sin sang c6 né thi van con cai vén vo tan;
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- Nu cudi gay hanh phic trong gia dinh, né Id nguodn gdc nhitng héo y
trong thireng nghiép va 1a d4u hi¢u clia tinh be ban;

- N6 béi dudng ké mét nhoe, né 1a hinh anh binh minh cho ké ngid long, 12
nang xuan cho ké budn rau va la thuée mau nhiém nhit ctia tao hoa dé chira
lo au;

- Nu cudi khong thé mua dugce, khong thé xin duge, khong muon duge, ma
cling khong thé an cip dwge. Néu ta khue khu gilt né thi né ching 6 gid i gi,
nhung néu ta ding né mot cich rong rii thi gid tri vo ciing.

Tuy nhien, ¢6 nhiéu nu cudi khdc nhau va khong phai nu cudi nao ciing
tot. Nu cudi phdi tu nhién, chan thinh thi méi ¢6 higu qua. Trong cic kiéu
cudi, mim cudri ¢6 1€ kidu cudi t6t nhat pha hop véi nhiéu tinh huéng giao tiép.
Can trénh nhitng kiéu cudi nhu: cudi ho hé, cudi ha hd, cudi ré 1én & nai cong
cong, cudi mia mai, cudi nhat, cudi lang lo, cudi ham hé, cudi vo nghia.

2. An mic, trang diém va trang strc

2.1. An mac

Vi¢c ching ta an mac nhu thé€ nio trong giao tiép khong nhitng thé hién
khiéu thdim my, van hoa giao ti€p clia ching ta, ma con thé hién thai dé ciia
chiing ta doi véi ngudi khidc va dei véi cong viéc. Tai cong sd, viée chiing ta
an mac nghiém tic, lich su cho moi ngudi thay rang chiing ta I con ngudi ¢6
luong tam, ¢6 trich nhi¢m nghé nghiép, coi trong cong vigc. Vi vay, ban dimg
cot thudng viéc dn mac ciia minh,

Quén do c6 nhiéu chiing loai, nhiéu kiéu ddng, mau sic, cé thé néi 1a mudn
mau, muon ve. Ban c6 thé tuy theo timg trudng hop, tuy theo mia, tuy theo s&
thich ¢4 nhén, dac diém ciia dia phwong va dan t6c dé chon céch in maic cho
phu hop. Trong trudng hop x4 giao, néi chung, ¢6 hai cich in mic: mot 12 1&
phuc, hai Ja thudng phuc. Trong nhing trudng hop long trong, nghiém trang,
nghi I€ chinh thic thi 1& phuc pha hop hon; con trong nhifng trudng hop théng
thudng thi mac thudng phuc. Tuy nhién, trong bét ky trudmg hgp nao, an mic
déu phai sach s&, chinh té, pha hop v6i khé ngudi, mau da, khuon mat, khong
chi vé kich thuéc ma con vé mau séc, hoa vin va kicu ddng. Vi du: Trén thi
mac 4o duge may tir vai cao cdp mau sim, duéi thi méic quén vai thudng mau
sdng, an mac nhy vay thi khong thé goi 12 phu hgp. Trong ching ta, khong it
nguoi vin quan niém mot cich don gian rang, “t6t gd hon 6t nudc san”, tir d6
dan dén viec coi thudng chuyén an mac, nhiéu khi an méc mot cach tuy tién,
ciu tha.
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Ding l1a (6t gb hon tot nude son, ndi
dung bén trong quan trong hon hinh
thitc bén ngoai, tuy nhién ban cén luu ¥
ring, hinh anh bén trong cia ban dugc
xédc 14p qua hinh 4nh bé ngodi, trong dé
an mic ¢ vi tri guan trong. Ban hay
hinh dung xem, trong mot cudc mit tinh
quan trong dugc té chiic dé ky niém
ngay thanh lap cong ty, mot nhan vién
dén du ma an mic c4u thd: do khong bd
trong qudn, di dép lé loet quet... thi chic
chin mol nguti xung quanh s&€ nhin
nhan vién dé v6i dnh mét khong hai
long, thiéu thién cam, cho dil van biét dé
12 mot con nguoi tét. Ciling ¢ ngudi cho
riing, in mac can phdi gian di, khong
nén ciu ky. Diéu nay ciing ding, nhung

dimg nham 14n gidn di véi xuénh xoang, -
tuy tién, cdu tha; gian di nhung phdi .

nghiém tiic, chinh t€, sach s&.

Hién nay, mitc s6ng cta nhan dan ta
d4 cao hon nhiéu so véi trude day va viée

Hinh 4: An mdc cdn phdi chinh té,

sach sé

in mic sach s&, nghiém tic, chinh té, phit hop khong con 12 vin dé 16n doi véi
nhiéu ngudi. Tuy nhién, ching ta vin bat gap khong {t ngudi véi quin 4o nhau
bin, miu sic loe loet, diém dia xudt hién trén dudng phé hay noi cong sd.
Nguyén nhan & day thudng khong phai 14 do ho thiéu quan 4o, malado né nép
sinh hoat. D& dam béo quéan 4o luén chinh t&, sach s&, phlt hop, ban cén luu ¥

mot s6 diém sau:

- Kién quyét loai thdi nhitng bo d6 khong con phit hop voi ban nita;

C6 ngudri ¢é nhing b quan do khong con phit hop v6i minh nira (mau sic,
kich c&, ki€u ddng v.v.), nhung khong loai di, cif ti€c ré 1a con mdi, dét tién. ..
nén thinh thodng lai méc vao va di nhién 1a khong phu hop.

- Qudn do bén thay ra la phdi gidt, phoi khé réi i 1a ngay va cdn thdr

treo vdo 1.
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Hinh 5: Khéng dn mdc qud cau ky

Thuc hién duge di€u nay thi ngay ci trong trudng hgp voi vang, ching ta
vin cé thé an mic sach s&, chinh té.

Ngoai ra, 1a mot ngudi thu ky trong tuong lai, ban s& thudng xuyén xudt
hién bén canh lanh dao va trong &n mic ban con phai chid ¥ dén thai do ciing
nhu nhiing dac diém khéc clia ngudi lanh dao. Mot co thu ky tré, an mac qud
“goi cam” bén canh mot ong gidm déc da ding tudi ¢ thé 1am cho ong gidm
d6c khé xir va dé lam nay sinh nhiing 161 dam ti€u, di nghi. Chic ban vin
khong quén tam trang clia ngudi con trai khi di canh ngudi yéu “tan thoi” clia
minh trong tho Nguyén Binh:

“Hém qua em di tinh vé

Doi em ¢ mdi con dé dau lang
Khan nhung, qudn linh rén rang
Ao cai khuy bdm em lam kho 161"
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2.2. Trang diém va trang sitc

Ngoai dn mic cdn ¢é trang diém va
trang stic. Ndi chung, day cha yéu ia
nhitng vdn dé cia nit gidi, nam giéi it
khi trang diém, cdn trang sitc thi nam
gidi thudng chi mang ci vat va nhin,
nhung nhan thudng ciing chi 1a vat ky
niém, vat tin chap (ching han nhu nhén
cuGi) chit thudng khong phai 1a d6 trang
stc. Hién nay, do trang stic danh cho nit
gidi rat phong phi, da dang: nhan, vong
6, hoa tai, nhitng thit cai trén téc, vong
deo tay v.v. Chi tinh riéng nhén ciing da
c6 dén hang tram kiéu dang. Khi deo d6
trang sifc, cAn chi ¥ sao cho phd hop
vdi co thé va cdch an mic. N6i chung,
khong nén dce qud nhiéu trang sitc vi
nhu thé dé gay in tugng ning né, khoc Hinh 6: Khong dn mdc cdau tha
cua. Khi ti€p khich, nit gidi nén trang
diém, chang han ddnh phan, to son, nhung khong nén dam va loé loct qud, dé
bi ddnh gid 1 “dn choi”, thi€u nghiém tic.

Tém lai, trong giao 1i€p, trang phuc, trang diém va trang sttc 1 van dé quan
trong va tinh t€ ma chédng ta khong thé xem thudng.

3. Tu thé va dong tac
3.1. Tu thé

Tu thé ¢é vai trd quan trong trong giao tiép, ¢6 thé xem né nhir cdi khung
hay nén cho hinh 4nh clia ching ta. Mot ngudi ¢6 vé bé ngoai dep, co thé khoé
manh nhung tu th€ khong dudng hoang thi vé dep d6 cling kém phan gid tri.
Trong giao ti€p, ¢é ba tu the chl yé&u: di, ding va ngdi. Ngudi xwa di nhin thitc
dugc tdm quan trong cia tu the€ va chi y gido duc cho con cai minh cdch di,
ditng, ngdi, dic biét 1a nhitng gia dinh quyén quy. Ho cho réng, di 1 ngudi
quan tk thi phai: “di nhu gié, ditng nhu ciy thong vi ngdi nhu chudng”. D6
chinh 12 su khai quét vé dep cia tu thé trong giao ti€p.

3.1.1. Tu thé di

Tur the di dep 12 di nhanh vi nhe nhang, diu ngdng cao, nguc hoi udn ra
phia trudc mot chit. Tu thé di nhu vay khong nhiing chitng té d6 1a con ngudi
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tu tin, niang dong, gidu nghi luc, dang hudng dén nhitng cong vigc quan trong,
ma con g6ép phin tao nén nhitng phdm chdt d6. D6 chinh 1a tic dong trd lai cla
hanh vi d&i véi tam i

C6 ngudi di nhanh nhung dau lai cii xudng, nghia 13 1am i di, do la tu
th€ di clia nbitng con ngudi tat bat, vat va, khong biét nhin xa, trong rong. €6
ngudi do dim di ting budc ngin, d6 1a con ngudi hay nghi ngai, thi€u ty tin.
Lai ¢é ngudi cham rdi ung dung thy thdi thd chan timg budc mét, d6 1a con
ngudi nhan rdi, khong cé viéc gi quan trong dé giai quy€t. Ngudi ta chi di nhu
vay khi dao mét trong cong vién, hodc trong phong lam viéc, khi dang suy nghi
dé giai quyét mot van dé nao d6.

Khi di, néu ban xach cap, thi hiy ding tay trdi, d¢ tay phai luén sén sang
chia ra cho nguoi khac.

3.1.2. Tu thé dang

Tu thé ditng dep 12 tu the ding thang ngudi, ngang cao dau, vai khong nho
ra phia tredc, nguce thang, hai tay budng xuéi ty nhién, long ban tay hudng vao
trong, ngén tay gilta hoi cham vao quin; nhin mét bén, tir mép tai cho dén mat
cé chan phai 13 mot dudng thang. Tu th€ ding nhu vay s€ lam cho ngudi khic
cAm thdy ching ta [3 modt con ngudi dudng hoang, tu tin vi phéng khodng.
Khong ditng dut tay i quan, khong chap tay ra sau lung hodc khoanh tay, vi
dé6 1a dau hicu cha sy thi€u cdi mo, su tr min.

3.1.3. Tuw thé ngoi

Khi ngdi phai c6 tu thé ding din, thoai mdi, tu nhién, thanh than. Trong
nhitng quan hé giao ti€p chinh thitc, d 1a ngdi trén gh€ thudng hay trén ghe
dém sa 16ng, 161 nhat khong nén ngdi chodn hét chd, khong nghiéng ve mot
ben, lung va ddu phai thing dé t6 ra ban 14 ngudi c6 tinh thdn cao va dang sin
sing tiép chuyén, tuy nhién dimg d€ ngudi d6i thoai cam thay tu the ca ban
12 ciing nhic. Néu ngéi lau, cam thdy mét, ban ¢6 the tua lung, nhung khong
duge dudi chan ra theo kicu nira nam, nira ngoi.

Khi ngdi, tay d€ 1én tay vin clia gh¢ hoac lén dii, hodc 1én ban n€u c6 ban
& phia trudce; hai chan nén khép lai hodc chi d€ hd mot chit, nam gidi c6 thé
bit chéo chan nhung khong ghéch chéan qué cao, khong rung chén; nit gidi ¢6
thé gdc ban chan Jén nhau nhung khong duge dudi thing ra phia truée. Trude
khi ngdi, ban cin kiém tra xem ghé ¢ bi bén hay khong. Khi bat ddu ngdi
xudng, can phai nhe nhang, chic chin va, néu 14 nif giéi mic vdy hay do dai,
nén luu v dimg dé vdy, do bi gdp hodc bi nhau. Ban nén nhd rang, mac du da
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rat chai chudt, nhung chi mot dong tdc ngdi xudng
gh€&: “Ghé trén ngdi t6t s6 sang”, Mi Gidm Sinh da 16
rd y 12 con ngudi vo hoc va ngao man.

Néu d6i dién 1a mot ngudi 16n téi, ban nén chon
mot chd ngdi thap hon mot chdt, tu thé ngdi khong
nén qui thodi mai va ciing khong nén bat chéo chan,
con néu d6i dien 1h mot ngudi bing vai bang lia hogc
it tuéi hon, thi t4t nhién ta ban cé thé bat chéo chan
va ngdi hét chd mot cach thoai mdi.

Nhu vay, tu thé di, ddng, ngéi clia mot nguoi
khong chi don thuén 1a vé dep bé ngodi, ma con bicu
hi¢n thai d6 va nhitng nét tinh cach nhdt dinh cia
ngudi do.

Hinh 7: Kiéu ngoi bdt chéo chan

¢ mdt cd chdn cia nit gioi

3.2. Pong tac

Dong tdc cling 1a mot loai ngdn
ngit khong cé 4m thanh trong giao
ti€p. N6 bao gdém céc cit chi bing
d4u, nhu gat ddu, lic ddu; cdc clt chi
bing tay, nhu dua tay ra dé minh
hoa khi néi, vdy tay, chi tré va mot
& cir chi khac. Cdc cur chi nay 1am
cho ciu chuyén trd nén sinh dong,
hdp dan, 16i cudn hon. Tuy nhién,
dong tdc clia ching ta phai hgp 1y,
tv nhién va cén tranh céc dong tac
dudi day:

- Pua ngén tay ra chi chi, tro tro,
dac biét 1 chi vao mat ngudi khac;

- Gic ddu goi va chia miii chan
vao phia ngudi d6i thoai;

Hinh 8: Kidu ngdi vdt chdn chudn

- Ngdp, vuon vai;



- Cit moéng tay, ngody tai;

- D4m chan, rung dili hodc dung ngén tay gd xudng ban;

- Xem déng ho;

- Vit tay sau c&;

- Khoanh tay trudc nguc;

- Bo tay vao tii quan;

- Huyt sdo;

- Dui mit, gai dau;

- Nha khéi thuée vao ngudi khdc;

- Khi néi héch héch cim dé chi ngudi ddi thoai.

Céc dong tac trén déu thé hién thdi do thi€u ton trong ngudi dai thoai va
viin hod giao tiép thap kém. Pac biét, dung tay chi chi, tro trd vao mat ngudi
khic dugc xem 13 cit chi rdt vo 1€, biéu hign thdi do coi thudng, khinh miét
ngudi khdc. Khi ngudi ta c6 cir chi d6 thi van d€ da ir& nén rdt nghiém trong.

4. Khoang cach, vi tri va kiéu ban ghé

4.1. Khoang cach

Trong giao ti€p, khoang cdch gilfa chung ta va ngudi d6i thoai cling cé
nhitng ¥ nghia nhét dinh. Ching ta ti€n dén sit gdn mot ngudi ban than dé ud
chuyén nhung dimg lai & mét khoang cdch nhét dinh khi d6 12 mot ngudi chua
that quen biét. Theo nhiéu nha giao ti€p hoc (Erdward Hall, Alian Pease v.v.),
s tiép xiic giffa con ngudi dién ra trong bon ving khoang cach sau day:

- Khodng cdch céng cong (public zone, khodng trén 3.5m)

Khoang cich nay thich hop véi cdc cuge ti€p xdc voi dam dong tu tap 1di
thanh timg nhém. Vi du: Khi ban néi chuyén tai cudc mit tinh, dién thuyét
truée cong chiing thi khodng céch thuan lgi nhit tir ' noi ban ding dén day ban
dau tién danh cho ngudi nghe 12 trén 3,5m.

- Khodng cdch x@ hoi (social zone, tix khodng 1,2.pn - 3,5 m)

Day 1a viing khodng cdch thudmg duge ching ta duy tri khi ti€p xic vdi
nhitng ngudi xa la. Vi du, khi ching ta hdi gio; hdi dudng v.v.
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- Khodng cdch cd nhan (personal zone, tit khodng 0,45 m — 1,2 m)

Chiing ta thudng ding cdch ngudi khdc & khoang cdch nay khi cung ho
tham du cdc bita tiéc, khi giao ti€p & co quan hay khi gap mét ban be.

- Khodng cdch than mdt (intimate zone, ttr O m - 0,45 m)

Pay la “khoang trdi riéng” clia mbi con ngudi. Chi nhitng ai that than
thiét, gdn giii, chi€m duge thién cdm cla chd nhan méi duge bude vao, vi du
nhu: cha me, vo chdng, con céi, anh em, ban b¢ than, ngudi yéu, ba con gin.

92 cm

Hinh 10: Mot cudc tiép xiic & viing cd nhdn
O ving than mat, c6 mot ving hep, khoang 15 cm tinh tir co thé, do 1a
viing dac biét than mat. Ving nay chi cham t6i khi ¢6 sy ti€p xic than the.
Vé cdc viing khoang cdch trong giao ti€p duge néu & trén, ching ta cdn
luu ¢ mot s6 diém sau day:
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- Thit nhdt, céc viung khoang céich giao ti€p chiu anh hudng cta yéu t6 vin
hod, nhiftng ngudi dén tir nhitng nén van hod khdac nhau thudng cé ving giao tiép
khac nhau. Ching han, ngudi ta nhan thiy ring nhiéu ngudi chau Au ¢6 viing than
mét hep hon ngudi M¥. Hon nita, ving than mét clia cu dan séng & thi thanh ciing
hep hon viing than mat cla cu dan s6ng & nong thon.

- Thit hai, trong giao tiép, chiing ta cén chi ¥ chon khoang céch cho phi hgp
véi tinh chat clia m6i quan hé. Vi du: Ban dén giap mot giam d6c nhan su tai vin
phong dé xin viéc. Khodng cach hop 1y giita ban va vi gidm d6c d6 ndm & viing
cd nhan hay xa hoi. Tuy nhién, sau nay, khi quan hé tré nén gan gii, than mat hon,
c6 thé thu hep din khoang cdch tir viing ¢d nhan dén viing than mat. Ban ciing cé
thé dé dang nhan thdy su thay déi khoéng cdch theo tinh chit cia méi quan hé &
cdc mol quan hé lita doi: khi méi lam quen ho ding, ngdi xa nhau; khi tr& nén
than thiét, khoang cédch trong méi lan gap gd dugc thu hep va khi di yéu nhau thi
ho chuyén sang vimng dic biét than mat.

Trong giao ti€p, néu chiing ta khong tuadn thi ving khodng cich, thi dé lam
cho ngudi khédc khé chiu, dé bi dénh gid thé nay thé no. Chang han, méi lam quen
v&i mdt phu nit ma ban di tién téi sdt gin, xam pham ving than mat cua ngudi
phu nit d6 thi dé bi cho 14 ¢6 ¥ d6 tdn tinh.

- Thit ba, vy theo muc dich giao ti€p clia ban ma thay déi khoang cdch cho
phit hop dé tao diéu kién thuan lgi cho viéc dat muc dich.

Vi du: Ban ti€p mot khach hang mdi. Lan dau gap, theo phép xa giao, ban cin
gilt khodng cdch & mot miic do nio dé dé ddm bao tinh nghiém tic, lich su. Tuy
nhién, ban lai mudn tao khong khi gin giii, thin mat, khong xa cdch, tra nhu
khdch hang dé quen than véi ban, lam an v4i ban da tir 1au thi ban can chu dong
thu hep khoang céch.

- Thit e, trong qua trink giao 1i€p nén linh hoat thay déi khoang cdch cho phi
hgp véi tinh hudng giao tiép.

Vi du: Khi ngdi déi dién hay canh ngudi déi thoai, lic thi ban ngdi thang,
ldc thi ban hei rudn hay nghiéng nguti vé phia ho (thu hep khodng céch) dé tao
cam gidc 12 ban rdt quan tam chd ¥ lAng nghe (xem phdn k§ nang lang nghe).
Hay & trén 16p, khoang cdch thich hgp gilta buc giang noi gido vién dung va day
bian ddu noi hoc sinh ngdi 1a khoang cach thudc viing xa hoi hay cong cong,
nhung trong qué trinh gidng bai, dé tao cdm gidc than mat, gin giii, gido vién
thudng di lai, roi buc gidng va di xudng 10p roi lai quay lai buc gidng.

Nhu vay, viéc stt dung khoang cdch nhu 1a mot phurong tién giao ti€p Ia mot
viéc khong don gian. N6 doi hoi su nhay cam, tinh t€, linh hoat ctia chiing ta trong
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giao ti€p va phan 4nh nghé thuat giao tiép ciia chiing ta.
4.2, Vi tri

Su sap dat ban va chd ngdi trong giao tiep cting phan 4nh m6i quan hé gitta
nhimg ngudi giao tiép v6i nhau. N&u ¢6 mot ban va hai ngudi thi cling ¢ nhiéu cach
d€ ho ngdi v6i nhau. Sau day 1a mot s6 vi tri phé bién trong trudng hop nay.

- Vit goe

Céch ngoi nay phit hgp véi nhitng cau chuyén 1€ nhi va lich su, né cho phép
hai ngudi 6 the nhin vio nhau va ciing ¢6 thé khong nhin vio nhan n&u mudn.
Gée ban ¢ tac dung nhu mét chudng ngai vat cho mbi bén, 1am cho mdi bén cim
thdy yén tam, ty tin, thoai mai hon, khong de dat khi néi chuyén, nhung ciing
khong qua xa cdch. Cach ngdi nay tién Igi cho nhitng nam nif ¢6 cam tinh véi
nhau nhung cdn c6 phdn e d&, nhiing cuéc gap rieng dé€ tu van, khuyen bao hay
thuyét phuc.

-Viwi hop tac

Vitri hop téc ¢6 hai cach ngéi:

+ Cdch ngdi thit nhdt (vi i hop téc 1): Hai ngudi ngdi bén canh nhau va ciing
quay vé mot huéng, né khong cho phép ho quan st tat ca cdc ddu hiéu phi ngon
ngir cba nhau. Cich ngéi ndy cho thdy, ho di dat niém tin vao nhau, ¥ kién ca
ho da twong d6i théng nhat. Day 13 vj tri thudng gap khi dai dién clia hai phdi doan
hop bdo sau dam phén thanh cong.

+ Cdch ngoi thir hai (vi tri hop tdc 2): Hai ngudi ngdi d6i di¢n nhau, ban chi
c6 tdc dung nhu ché d€ gify to. Cach ngdi nay cho thay ¥ kién gifta hai ngudi, vé
cd ban fa théng nhat va ho rat thing thin véi nhau.

) At d D

C

Vi trf gée Vi trf hop ticl Vi tri hop tic2

O O

Vi tri canh tranh U U Vi trf doc [ap
Hinh 11: Vitri trong giao tiép
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- Vi tri canh tranh
Hai ngudi ngdi d6i dign nhau, giita ho 1a cdi ban ¢6 tdc dung nhu mot

chudng ngai phong thi. Vi tri nay thudng gip khi hai ngudi c6 van dé can
tranh ludn, khi cin néi chuyén thang thin véi nhau ching han, khi ngudi lanh
dao phe binh, khi€n tréch cdp dusi. Ngdi nhu vay stc manh ciia 19 khién trich
s€ tang lén.

-Viwidje lap

Céch sap x&p nay khong phai dé déi thoai. Khi mot nguoi chon ciach ngéi
nay ¢6 nghia 12 ngudi d6 khong musn bit chuyén, khéng musn bi quiy ray.
Cdch bo trf chd ngdi nhu the nay thudng thdy trong thu vién, hay trong cita
hang an udng gilfta nhitng ngudi khong quen biét. Cho nén, khi ban muén néi
chuyén coi m& véi mét ai d6 thi khong nén chon vi tri nay.

4.3. Kiéu ban ghé

Ngoai vi tri, tirc 1a cdch ké ban ghé, thi kiéu ban gh& (hinh déng, kich
thudce) cling cé y nghia nhat dinh trong giao tiép.

- Kiéu ban

+ Ban hinh chit nhdt (hinh 12)

() ()

U

Hinh 12: Vi tri ngoi theo cdp bdc & ban chit nhdt

Ban chit nhat bi€u hién cho quyén lyc, ban cang dai thi quyén luc cang 16n.
Trong céc vi tri quanh ban chit nhat, vi trf ngdi & mot dau ban (lung ngudi ngdi
khong quay ra cira) 12 vi tri ¢6 anh hu6ng 16n nhét. D6 chinh (4 vi tri clia ngudi
lanh dao cao nhdt déng vai trd chi tri trong cac cudc hop, hoi nghi, hoi thao
v.v. Ti€p dén la cdc vi trf khéc, vi tri cang gin vi tri ngudi lanh dao cao nhét
thi cang ¢6 wu thé, vi tri & bén phai wu the hon vi trf & bén tréi.
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+ Ban hinh tron (hinh 13)

Ban tron bi€u hién méi quan hé binh ding, thodi mai, than tinh. N6 rat phit
hop véi nhitng cugc trao d6i, théo luan gita nhitng ngudi ciing dia vi va ¢
thién chi hop tdc véi nhau.Quanh ban trdn, vi tri nio ciing trung tAm nhir nhau.

Khi mét ngudi 1&nh dao chon ban tron cho cudce gip g8 cdc nhan vién dudi
quyén cta minh thi dé ¢6 nghia 12 6ng muén tao khong khi vui vé, thoai méi
cho cudc gip, al trong s& nhan vién cling cdm nhan duge sut quan tam nhu nhau
tir o6ng. Tuy vay, ngay ca trong tinh hudng nay thi ban ciing cin biét ring,
nguoi ngdi gdn ngudi 1anh dao s& cé vu the hon.

()

)

Hinh 13: Ban hinh tron

Hinh 14: Ban hinh vudng
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+ Ban hinh vuéng (hinh 14)

Ban vuéng bi€u hién m&i trong quan d6i dau, phong thi, né thudng duge
nhiing ngudi c6 dia vi ngang nhau st dung cho nhiing cudc néi chuyén khong
kéo dai, di thing vao van dé. O ban vuong, vi tri mang tinh hgp tac nhat 1a ché
ng6i & bén tay phéi canh ching ta, chd ngdi bén tay trdi tinh hop tac thap hon,
con vi tri mang tinh 461 khdng nhét 12 chd ngdi d6i dien chiing ta.

- Kiéu ghé’

Ciing nhu ban, gh¢ c6 rat nhi¢u ki€u ddng khic nhau va kiéu ghé ciing
cung cap cho ching ta nhitng thong tin nhat dinh vé cht nhan cta né. Kich ¢
va chiéu cao cha nd bi€u hién cho quyén lyc: gh& cang 16n, lung ghé cang cao
thi quyén e cing 16n. Han ban da nhin thdy ngai vang cga mot 6ng vua nio
d6, dit 1a qua phim anh ching han. N6 to 16n, cao, ciu ky, uy nghi qué phai
khong ban? Khong nhitng thé, né con duge dit & vi tri trung tam nhat va cao
hon cdc gh€ khdc nhicu bac. N6 1a biéu tgng cho quyén uy clia vua ma.

Ngodi ra, ban ciing can luu § rang, ghé ¢ lung tua wu thé hon ghé khong
c6 lung tya, gh€ ¢6 tay vin hay hon gh€ khéng c6 tay vin, ghé xoay to ra quyén
th€ hon gh¢€ ¢ dinh.

5. Qua tang

Trong giao tiép, ngudi ta hay diing nhiu dé vat nhu buu dnh, hoa, d6 trang

. d¢ ting cho nhau. Nhitng dé vat nay thuofng trd thanh vo gid doi véi

ngum dugc ting boi ching chita dung tinh cdm, mong muén clia ngudi ting.

C6 ngudi sudt doi nang niu, tran trong mdt chiée biit, mot tdm hinh, mot cudn
sO tay v6i nhitng dong luu niém. ..

Tang qua 1a mot trong nhitng cach nhanh nhat dé tao tinh cdm va nhitng 4n
tugng 16t dep & ngudi khdc vé ching ta. La con ngudi, ai ciing thich duge quan
tam, vi vay ma ai ciing thich dugc nhan qua. Tir difa tré vai ba tudi da thich dugce
ngudi 16n cho banh, cho keo, cho dén nhitng cu gia mii nang niu chiéc 40 méi
hay nhitng vién thudc bé ma con cdi va ngudi than bi€u ting. Vio dip 18, tt,
cdc cong ty cling thudng ting qua cho nhan vién va gia dinh clia ho. Vio nhitng
dip thich hop, ngudi ta ciing thudng ting qua cho dé&i tdc 1am an v6i minh: mot
lang hoa kém theo buru thi€p chiic mimg vao dip d6i tdc khai truong clta hang
hay dugc dé bat, thiang tién chic chin s& 1am d6i tdc cam dong.

Ngoai tinh cam, qua ting con ¢é thé chita dung nhilng 4n ¢ siu xa cia
nguoi tang. Co6 cd ga1 budng binh, chang trai quan tam dén ¢6 tim cdch thuyét
phuc mii ma cé ching xiéu long, d€n ngay sinh nhat, chang trat ting co rnOt
con cua dugc lam tir g6 cham trd rat tinh &, véi ¥ rdng: “co ngang nhu cua”.



Lai ¢4 ngudi con trai, nhan ngay sinh nhat, mang dén ting co ban gii 1am 15i
ciia minh mot bé hoa ¢ ba bong, ¥ mudn ndi: “Tang c6 ba hoa”.

Céch tang qua ciing 2 diém cdn lru y. C6 ngudi cho ring, qua ting khong
bang cdch ting. Thudng nhitng ngudi tré tudi, ua hinh thic, va ndi bat tin
thanh y ki¢n nay. Khi coun [d mot sinh vién, mot 1an toi duge moi dén du tiée
sinh nhat ciia mét ¢4 gdi tré. Ngudi véu cha ¢6 gdi & xa khong dén du duge
nén da giri tang mot moén qua va bay td mong muén mén qua dé duge md ra
tai ti¢c mirng sinh nhat trude sy ching ki€n cla nhitng ngudi ¢6 mat. Co géi
da chiéu ¥ clia nguoi yéu, trrde mit moi ngudi, ¢6 tir tir md gdi qui ra. Mén
Gua duge goéi ghém cdn than bing nhiéu 16p gidy mau rdt dep. Co gdi béec mai,
boc mii, het [6p gidy nay dén 16p gidy khdc, gbi qua chi con lai nhu mot miéng
x& phong nhé nhung van con gidy, chua biét ¢di gi bén trong. Moi ngudi nin
ling, hoi hop, trin nit chit nhan 1dm tdm méi hoi. Cho dén khi 16p gidy cudi
cung dugce bée, mot chi€c hop nhé 16 ra, bén trong hop 12 mot chicc ddng hé
xinh xan, nho xiu, moi ngudi 6 tén, con nit chil nhan thi mim cudi nhe nhém.
Mén qua duge boc boi 21 1dp gidy mau, ding bing s& tudi cia nit chdl nhan.
Céch tiang that n tugng! Tuy nhién, chic ban ciing déng y vdi t6i ring, cdch
tdng nhu vay khong phai véi ai cling phit hop.

Nhu vay, qua ting 13 mot phuong tién biéu hién tinh cam va thai dé mat
cdch tinh t&€. Ai ciing thich dirge nhan qua nhung khong phai bat cit qua gi,
cdch ting nhu th& ndo, va khong phai ai cling biét nhan qua. La mot ngudi thu
ky trong tuong lai, chiic chin ban s& khéong it 1dn gidp ldnh dao clia minh
chuén bi qua dé ting cdn by, nhan vién, khach hang, d6i tic v.v... vio nhitng
dip thich hop, va chic chin ban ciing s& khong it 14n dugc nhan qua tir ngudi
khac. D€ lam t5t cong viéc ndy, ban cdn lvu ¥ mot s6 diém sau day: -

- Khi téng qua cin chd y dén nhu cau, sd thich clia ngudi duoc ting.

- Qua tang phai phll hop véi mé&i quan hé giita ban (hodc cong ty clta ban)
va bén duge ting. Qua tang cling cdn thé hién dugce thdi dd nghiém tic va chan
thanh. C6 thé sir dung san pham ciia dia phuong hodc ciia cong ty ban lam qua
tang. Qué tang nhu vay khoéng nhitng thé hién dugc tinh cam chan thanh, ma
con ¢6 y nghia quang cdo.

- Cach rang qua khong nén cdu k¥, pho truong, ma nén don gidn, thé hién
st chan thanh va nghiém tic clia ban.

- Qua tang thudng duge géi ghém cén than. Khi nhan qui ban cin to théi
dd vui vé va ditng quén cam on ngudi ting. Néu qua tang duge gl qua dudng
buu dién hodc qua ngudi khéc thi ban cdn goi dién hoac giri thu d€ néi i cim
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on. Ban khong nén ma qua ngay dé xem ma hdy chd sau khi khich ra vé, trir
truong hop ngudi tang dé nghi ban lam diéu d6. Trong trudng hgp nay, ban nén
ndi 16i gi dé biéu thi cdm xiic tich cuc cha minh d6i véi mén qua, réi cam on
nguoi tang ldn nita. Vi du: “Chiéc nhin dep qud! Tir lae em vin thich mot
chi€c nhan nhu vay. Cim on anh rat nhidu!”. '

Sau khi m& qua, n€u thdy mén qua [a “trén mic tinh cam”, khong tién
nhdn, ban nén tim céch gii trd lai ngudi tang kém theo 101 gii thich véi thai
dd on ton, vui vé. Néu viéc nhan duge qua 13 mot bat ngd va ban khong kip
chudn bi qua dép 1§, thi cling khong cin phai voi vang. Ban hay chd va d4p 18
vao moét dip khic.

Nhu vay, cac phuong tién giao ti€p phi ngén ngir & con ngudi rat phong
phu. Ngoai cdc phuong tién néu trén cdn c6 nhitng phuong tién khic, ching
han nhu mui, dé vat (i x4ch, cap), ngay cd sy im ling trong nhidu truéng hop
cling 1a phuong ti¢n giao tiép. Chéng phai ching ta vin thudng néi: “Im fang
cling la mot cdch trd 191", “Su im ling ciing biét néi” hoic “Ling nghe su im
lang” d4 sao.

Moi phuong tién giao ti€p phi ngdn ngit ddu ¢6 tic dung nhat dinh, cé ¥
nghia nhét dinh.Tuy nhién, trong giao ti¢p, ching thudng duoc sir dung két
hop. Hon nifa, cic biéu hién bé ngoai clia mot ngudi con phu thude vio tinh
hudng giao ti€p, nghia la vao thai do clia d6i tugng giao tiép. Vi vay, musn
giao ti€p ¢6 higu qua, ching ta khong chi cdn ndm vimg ¥ nghia cia tiing
phuong tién, rén luyén k¥ nang sir dung tirng phuong tién, ma cdn phai bigt két
hgp sit dung chiing mot cdch nhudn nhuyén, hgp 1y, biét phan tich va téng hgp
¥ nghia cta chiing trong mai lién hé chit ché véi tinh huéng giao ti€p. Ching
ta hdy cung phan tich canh giao tié€p & hinh 15.

Hinh 15: Mot cdnh giao tiép



Trong canh nay, ngudi dan ong bén trdi va ngudi phu nit bén phai c6 v
thich nhau: ho dang lap lai dieu b¢ cha nhau, ngéi nhv dén chét vao xa long
pho by c6 tay vé phia nhau va nhin nhau, Ngudi dan ong ngdi giira cudi min
moi, to vé thich thd nghe, nhung cdc bidu hién khic khong phit hop: dau o,
ta hoi cii xudng cho thay sy khéng tin thanh, 16ng may nhiu lai thé hién s
g1an gilr, mal nhin xéo chang trai. Hon nira, tay va chan déu bét chéo cho th4y
ong ta dang giit the thi. Néi t6m lai fa ong ta khong hai long.

Cau hoi

1. Phan tich khia canh khach quan va khia canh chil quan trong noi dung cGa ngér
nglr. Tir day ban can v gi khi néi va viét?

2. Cach phat am, giong néi, tic do va nhip dé néi dnh hudng nhu thé nao dén hiét
qua cla giao tigp bing ngon ngit néi?

3. Néu nhimg wu diém va nhimg nhuge diém ciia 18i noi thang va I6i néi lich su. Trong
giao tiép hang ngay clia ban, ban thuéng dung 18i n6i nac? Tai sag?

4. Ban s& sif dung 13i néi nao trong méi tinh hudng giao ti€p dudi day:

a. Trd chuyén vdi bd me minh.

b. Tro chuyén véi b me chia mot ngudi ban

¢. G&p g8 ban bé than

d. Trao d6i vdi khach hang

e. Gap gido vién chit nhiém clia ban.

5. Ban ¢6 phan g khéng va néu ¢6 thi phan (mg nhu thé nao khi bj ngudi khac mia
mai, chdm choc?

6. L3i néi nao duoc s& dung trong méi trudng hop sau day?

a. Trén mét con dudng tron, lay 16i do mura nhiéu ngay c6 hai nguai dan éng di hgugc
chiéu. Khéng may, mét ngusi trugt chan ngé, quén o bim bé bét. Khi ho gaip nhau, ngudi
kia cudi to va néi;

- TU xa trong 6ng nhu mét cay chusi bi 48 vay!

- Con éng - ngusi bj nga ciing mim cudi va dap - tir xa t6i c(r ngd dng 14 mdt con ngudsit

b. Tai mdt nha may:

Khach - Theo ¢b, 16i mac mau nay tréng c6 dugc khong?

Chd - Anh gdy nhu que cui dy, mdc mau nay x&u Idm, mic mau kia kia,

¢. Tai toa soan:

Céng tac vién - Bai viét clia téi thé nao?

Bién tap vién - Bai clia anh néi dung phong phi, nhiéu s6 ligu, chi tigc 1a hoi dai.

7. Néu y nghia clia anh mét va nhimg didm can luu ¥ khi giao ti€p bang mit.
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8. Néu y nghia clia khodng cach va cac viing khodng cach trong giao tiép theo
Erdward Hall. Tir day anh (chi) cén Iuu y gi trong giao tiép?

9. Néu y nghia cla qua tang va nhimg diém can luu v khi ting qua.

10. Shakespeare néi: " Qua cap hau hi cling tré thanh i tan khi ngudi biu né o ra
khong 1l t€”.Ban hi€u cau néi d6 nhu thé nao, tir day ban can luu ¥ gi khi ting qua?

11. Cé y kién cho réing, trong kinh doanh, tha tuy@n mot ¢b 6 trinh 4o hoc vén sd ding
nhumg ¢6 nu cudi duyén con han mét cd ¢t nhan ma cé bd mat lanh nhu tién. Ban binh
luan gi vé y kién nay?

12. Ngudi chau Au ndi: * Bo 4o khéng 1am nén thdy tu, nhung khéng cb bd 4o, thay tu
khong phai la thay tu.” Ban hiéu cau néi d6 nhu thé nao, tir day ban cén luu y gi?

13. Du6i day la mét s0 cau ca dao dic két kinh nghiém cla nhan dan ta trong viéc
xem ngudi gua mat. Ban cé y kién gi v& van dé nay?

- Dan ba con mat 1 dam,
Léng may I4 liéu déng tram quan tién.
- Nguoi khén con mét den si,
Nouoi dai con mdt nia chi nia thau.

- Con lon mét trdng thi nudi,
Nhang ngudi mét trdng dénh hodi dudi i
- Nhiing nguor tf bi mdt luon,

Trai thi trém cudp, gai budn chong ngudy,

Bai tap tinh hudng

1. Ban |a thu ky van phong clia mét cong ty. Trude mét cude thuong lugng quan trong
vOi mdt déi thc mdi, bén dédi tac tang ban mdt mén qua. Ban s& x(r ly nhu thé nao?

2. Céng ty X ¢6 nhi€u duf an lam an trén dia ban tinh C. Trong dot thay ddi nhan su
vlra qua, tinh C ¢6 mét vi tan chd tich. Theo phép xa giao, cong ty X cén chlc ming vi tan
chi tich. Trong ban giam déc ¢6 hai y kién:

- Thir nhét, gt thigp chilc ming;

- Thir hai, gdfi thiép chiic mimg va kém theo mét mén qua.

Theo anh {chi), y ki&n nao tét hon, tai sao?

3. H, 23 tudi, mdi duoc tuyén vao lam thu ky van phong ciia cong ty Z. Trong mét [an
xudng kiém tra mot co s& san xuat, giam déc d& H di cing. Lan dau xudt hién truae cong
nhén, H chon bé trang phuc mét nhét clia minh va trang diém rat cdn than. Tai co s& san
xudt, moi anh mét déu 4 dén vao H. Tuy nhién, nhitng anh mat dé hinh nhv thigu than
thién. Tir dau d6, H con nghe thay 18i ban tan: “Tré, dep, lai an mi3c tan thdi thé cha trach
giam dbc nhan 1am thu ky", “Chiéc day chuyén trén ¢6 ¢6 ta phai dén may cay”...

Anh (chi) c6 nhan xét gi vé trang phuc, trang diém va trang sitc cita H trong tinh hudng
giao ti€p néu trén?

4. H fa thu ky vin phong cla mét céng ty. H duge giam déc giao nhiém vu t8 chifc

69



cudc gap mat than méat cho toan thé 36 can bd, cdng nhan vién trong cong ty nhan dip da
nam mai. H chon mét héi trudng cé thé chita 100 ngudi, ké 4 day ban theo mét hinh vudn:
c6 canh trén 3,5m. Trai véi mong ddgi clia H, khéng khi budi gap mat cé phan tram I3ng
kém than mat.

Theo anh (chi), H d@ m&c nhimg sai |dm nao?

_ 5. P la thu ky van phong clia cong ty Z. P cén chudn bi phong cho mét cudc trao dt
thang than gilta phai doan cla céng ty Z, do giam déc cong ty dan dau, va phai doan cli
mét bén doi tac, do giam déc cong ty doi tac dan dau.

Theo anh (chi), P nén bé tri ban ghé nhur thé nao (gia dinh Ia tat ca moi kiéu ban, gh
can thiét déu c6 di)? Tai sao?

6. D lam dai ly cho céng ty bao hiém AIA. D cé cudc hen véi mot khach hang tiém nan
tai nha riéng ctia khach hang d6. Sau khi chao hai, tu giéi thiéu, D ngdi xudng chiéc gh
dai dién véi khach hang va dua té don gidi thiéu vé san phdm clia cong ty AIA. Khach han
cam ldy td don va cham chu doc. D dimg day, chuyén sang ngdi canh khach hang va bz
dau trinh bay, giai thich vé san pham ctia AlA va nhiing lgi ich clia né.

Ban hay gidi thich vé su thay déi vi tri va khodng cach clia D trong tinh huéng néu tréy
Gia dinh ca hai bén déu khong c6 can trd, theo ban, D nén ngdi bén trai hay bén ph:
khach hang? Hai ban nhap vai va dién lai tinh huéng nay.

7. Ban hay quan sat nhimg biéu hién phi ngdn ngir ctia titng nhan vat trong madi can
giao ti€p dudi day:

Hinh 15: Bang cu chi tay nhu thé
nay, nguoi dan éng trong anh
muon noi gi?

Hinh 16: Tw thé ngoéi cia
nguoi nay cho chiing ta
thay diéu gi?
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cudc gap mét than mat cho toan thé 36 can bd, cdng nhan vién trong cong ty nhan dip da
ndm mdi. H chon mét hoi trudng c6 thé chira 100 ngudi, k& 4 day ban theo mot hinh vudn
c6 canh trén 3,5m. Trai vdi mong doi clia H, khong khi budi gp mat cé phan trdm I4ng
kém than mat.

Theo anh (chi), H da m&c nhimg sai 1Am nao?

. 5. P la thu ky van phong cia cong ty Z. P cén chudn bi phong cho mét cuge trao d
thang thén gitta phai doan clia cang ty Z, do giém doc cdng ty dan dau, va phai doan cil
mdt bén ddi tac, do giam déc cong ty déi tac dan dau.

Theo anh (chi), P nén bé tri ban ghé& nhu thé nao (gia dinh 1a tat ¢ moi kidu ban, gh
¢an thiét déu ¢ da)? Tai sac?

6. D 1am dai ly cho cong ty bao him AIA, D ¢6 cudc hen véi mat khach hang tidém nan
tai nha riéng cta khach hang d6. Sau khi chao hoi, ty gidi thidu, D ngdi xudng chiéc gh
doi dién vt khach hang va dua td don gidi thidu vé san phdm clia cong ty AIA. Khach har
cam lay td don va cham chu doc. D ditg day, chuyén sang ngdi canh khach hang va b:
dau trinh bay, gidi thich v& san pham cila AlA va nhiing Igi ich clia né.

Ban hay giai thich vé sy thay d8i vi tri va khodng cach cila D trong tinh hudng néu tréi
Gid dinh ca hai bén déu khong ¢ can tré, theo ban, D nén ngdi bén trai hay bén ph
khach hang? Hai ban nhap vai va dien fai tinh hudng nay.

7. Ban hay quan sat nhimg biéu hién phi ngén ngi clia ting nhan vat trong mdi car
giao tiép dudi day:

Hinh 15: Bding cit chi tay nhir thé’
nay, nguot dan éng trong dnh
muon néi gi'?

Hinh 16: Tu thé ngdi cia
ngioi nay cho ching ta
thdy diéu gi?
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ffinh 17: Tw thé va nhitng cir
chi ctia hai ngudi dan éng nay
cho thdy ho sdp lam gi?

Hinh 18: Ban hdy cho biét
thai do cua ba nhdn var
trong canh giao tiép nay?

Hinh 18: Ban hdy nhdn xét
cit chi' cia cde nhan vt
trong cdnh giao tiép nay?
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Hinh 20 Ban hdy phan tich tie thé, cu chi cua

ba nguoi dan ong trong dnh aé thdy duoc thai do cia ho?

8 Thu Hién budc vao van phong dai dign tap doan T. Day la 1an dau tign Thu Hién den
van phong nay. Thu Hién tién lai ban tiép tan. Thu Hién s& suy nghi nhf thé& nao vé nhing
bidu hién phi ngdn ngilr cia cd nhan vién ti&p tan trong mdi tinh hudng dudi day?

a Nhan vién tiép tan dang néi chuyén dién thoai, cd 1a ching dé v gi dén Thu Hién,

b Nhan vién tiép tan dang ndi chuyén dién thoai, cb ta chi gat dau qua quyt vdi
Thu Hién rdi tiép tuc cudc dién thoai.

c. Nhan vién tip tan dang ngdi truéc may vi tinh va soan thao van ban. Co ta
ngang dau 1&n: * Chao ¢, 161 ¢6 thé gillp gi cho ¢d?", trong khi van tiép tuc danh may.

d. Nhan vién ti€p tan chao Thu Hién mot cach lich sy nhung khong nhin vao mit
Thu Hién.

. Nhan vién tiép tan chao Thu Hién mét cach lich sif nhung khéng mim cudi vai
Thu Hién.

g. Khi Thu Hién dén, nhan vién tigp tan dang nga lung trén gh&, vét chan chirngd,
doc truyén tranh. Tuy nhién, 6 ta chao Thu Hién rét lich su va than thién.
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Chuong 4
PHONG CACH GIAO TIEP

Muc tidu

Sau khi hoc xong chuang nay, hoc sinh ¢o thé:

- Hidu dugc khai nigm va dc trung cla phong cach giac tiép;

- Thay dugde diém manh, diém yéu clia mdi phong céch giao tiép va biét chon phong
cach giao tiép phi hgp vdi tinh hudng giao tiép.

Tém tét ndi dung

- Phong cach giao tiép la hé théng nhiimg Idi néi, cU chi, diéu bé, dong tac, cach img
xit tuang d8i 8n dinh cla con ngudi trong giao tiép.

- P3c trnung cda phong cach giao tiép la tinh 8n dinh, tinh linh hoat va tinh chuan mue.

+ Tinh &n dinh clia phong cach giao tiép bidu hign & chd, phong céch giao tiép clia
con ngudi 1a tudng ddi nhu nhau trong cac tinh hudng giao tiép khac nhau. Tinh 8n dinh

-

clia phong cach giao tiép tao nén nét rieng clia mdi ngudi trong giao tiep.

+ Tinh linh hoat cia phong céch giao tiép 1a kha nang thay ddi 18i ndi, ot chi, digu bo,
déng tac, cach (mg xU cho phi hop véi tinh hudng giao tiép cu thé. N6 n6i lén su mém déo,
kheo 160 cha con ngudi trong giao tigp.

+ Tinh chudn muc cla phong cach giac tiép bidu hién d su phil hop cla cac yéu 10
trong phong céch giao tiép vdi cac chudn muc xa héi. Tinh chudn muc 1a mét trong nhimg
Goi hai co ban nhat ciia xa hoi d6i vai hanh vi giao tiép clia con ngudi.

- C6 ba loai phong céch giac ti€p co ban: phong cach dan chil, phong cach doc doan
va phong cach ty do. Mbi loai phong cach giao {i&p déu c6 nhitng diém manh, diém yéu,
khong co loai phong cach giac tiép naoc 1a 16i uu trong moi tinh huéng.

L. KHAI NIEM PHONG CACH GIAO TIEP
1. Dinh nghia

Trong cudc song, & mdi con ngudi hay nhém ngudi dan hinh thanh nén
nhitng nét riéng trong 13i néi, cut chi, diéu bo, hanh dong. Ching tao nén phong
cach giao tiép cha ngudi d6 hoac nhém ngudi dé.

Phong cdch giao tiép la hé thong nhimg 167 néi, cie chi, diéu b, dong rdc,
cde fng xir fwong déi on dinh ciia moi con nguot hodc méi nhém nguoi trong
giao tiép.
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Vi du: Trong dén ti€p khach, khi khich dén, gidm d6c A luon bude nhanh
dén dén khach, chia tay ra cho khéch, con gidm déc B thi lai thudng ditng &
mot vi tri, chd khdch dé€n méi dua tay ra d€ bt tay va chio hoi khdch. Hay khi
trd chuyén véi khdch, ngudi Viet thusng mér ddu bing viec quan tam hoéi han
khich, sau d6 méi di vio cong viéc; trong giao Li€p, ngudi Viet it sit dung mit
va céc ctr chi, di€u bo, con ngudi phuong Tay lai thuong di thing vio cong
viée, st dung mat, cit chi, diéu bo nhiéu hon.

2. Béc trung cua phong cach giao tiép

Phong cdch giao 1i€p c6 ba dic trung co ban: tinh én dinh, tinh chudn myc
va tinh linh hoat,

2.1. Tinh én dinh

Tinh 0n dinh ca phong cdch gixo tiép biéu hién & chd, phong cédch giao
ti€p clia mdi con ngudi, mdi nhém ngudi la tuong doi nhu nhau trong nhitng
tinh huéng giao ti€p khéc nhau. Ching han, mot gido vién cé phong cach gidng
bai cham réi, ung dung thu thdi, thi khong chi trén buc gidng ma ngay ca véi
dong nghiép hay ngudi than trong gia dinh, ngudi do ciing thuong ndi cham
rdt, ung dung thu thdi nhu vay.

Tinh 6n dinh cta phong cach giao ti€p duge quy dinh bdi nhidu yéu to,
trong dé co ban la:

- Ddc diém thé chdlt ciia cé nhan

Chiing han nhw chiéu cao, ti 1¢ gifta cdc phén clia co thé: déu, minh, chan,
tay cling dnh hudng nhiéu dén déng di, ding.

- Nghé nghiép

Trong hoat dong nghé nghi¢p ciia minh, méi con ngudi thudng tham gia
vao nhiing quan h¢ giao ti€p 6n dinh, trong nhimg diéu kién, hoan canh ciing
twong d6i 6 dinh, ching tao nén nhitng nét riéng trong giao ti€p cla nhiing
nguoi cang nghé. Tir d6, phong céch giao ti€p chia ngudi thiy gido khac phong
cach giao ti€p cta ngudi thdy thude, phong cich giao ti€p cla ngudi thu ky
khdc phong cdch giao ti€p ciia nha khoa hoc, phong cach giao ti€p clia ngudi
kinh doanh khac phong céch giao ti€p cla nguoi noéng dan...

- Ddc trung ciia thei dai

Chéng han, phong cdch giao ti€p cha con ngudi trong thoi ky ddi méi c6
nhip di¢u nhanh, hoi hd, khdn truong hon thai bao c4p.

Tinh 6n dinh ctia phong cdch giao ti€p tao nén nét riéng cha mdi con
ngudi, moi nhém ngudi trong giao tiép.
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2.2. Tinh chuin muc

Giao ti€p la mot hanh vi xd hoi phé bién & con ngudi. N6 duge quy dinh
b&i cac chuin mue x& hoi, nhu dao dife, vin hod, thdm m¥, phdp luat; boi
phong tuc, tap quén, truyén théng, 1& gido vA cdc nguyén tac khic dugc an dinh
trong giao tiép. Vi du: mét hoc sinh khi tra 151 cau hoi clia thiy gido thi cin
mé dau bing nhitng tit: “Em thua thdy....”; mot nhan vién khi bdo cdo két qud
cong viéc véi gidm ddc thi phai: “Thua gidm déc...” hodc “Béo céo gldm
d6c...” hay khi mot ngudi 16n tudi va mot ngudi iré tudi gap nhau thi ngudi
tré tudi phai chao ngudi 16n tudi...

Trong giao tiép, néu ching ta khong tuan thit cdc chudn muc, cdc quy tac,
thi ching ta dé bi danh gi4 1a “thi¢u van hod”, “thidu gido duc”, “hén ldo”
hoic nhe nhang hon 14 “khong lich su™.

M&i cd quan, méi cong ty thudng cé nhing quy dinh riéng vé vén dé giao
(iép trong co quan, trong cong 1y do, chéing han nhu viéc gap gd gilta nhan vién
va linh dao, hoi hop, tiép khich, hoac nhitng truyén thong, nhimg chuin muc
khong duge lanh dao quy dinh nhung duoc moi ngudi chap nhan, chang han
nhu trang phuc. LA mét ngudi thu ky, ban can am hidu va ton trong cic quy
dinh, cdc chudn myc nay. Méi cong dong ngudi, mdi dan toc déu ¢é phong tuc,
tap qudn, 1& gido, truyén thong ritng ma ban cin biél, dic bigt trong thoi dal
hién nay, khi xu thé hoi nhap, lién két, hop téc khu vuc va todn cdu dang fa xu
thé chinh chia thoi dai. Su thiéu hiéu biét vé van hod giao ti€p cta cdc dan t0c
trén thé gidi c6 thé gay bat loi cho sy nghiép cha ban. Chéng han, ban 16 chiic
yé&n tiéc chiéu dil mot doan khach qudc t&, trong d6 ¢6 cd nhilng vi theo dao
Héi, ma trong thuc don cha ban lai ¢6 mén duge ch& bién tir thit ign, thi do la
mot thi€u sét khong nhd cua ban, nhitng vi khach dé s& cam thay bi xiic pham
vi rat dé rdi ban tiée.

2.3. Tinh linh hoat ctia phong cach giao tiép

Trong phong cdch giao tiép clia moi con ngudi, bén canh nhing yéu to on
dinh, khé thay déi, con c6 nhing yéu 10 dugc thay déi theo tinh huéng giao
ti€p, chiing gitp con ngudi d6 ¢6 nhing 11 néi, ¢t chi, diéu bo phit hop vé
tinh huéng giao tiép cy thé. Chéng han, mot gidm doc khi giao tiép v4i nhén
vién clia minh sé cé nhitmg 151 néi, ¢t chi khdc v6i khi giao ti€p voi ngudi than
& gia dinh; 13i néi, clr chi cha ngudi thu ky khi tiép khdch ciing khdc v6i khi
giao ti€p vdi ban be, dong nghiép. Nhu vay, tinh linh hoat clia phong cich giao
ti€p ndi len sy khéo 1éo, mém déo cha méi con ngudi trong giao ti€p, tng xif
véi ngudi Khac.



Trong cong tic ciia minh, ngudi thu ky thuGng phai ti€p xdc véi nhidu d6i
tuong khdc nhau, trong nhiing tinh huéng khdc nhau. Vi vay, linh hoat, mém
déo Ia mot trong nhiing phdm chét giao ti€p cén thiét nhat ciia ngudi thu ky,

II. CAC LOAI PHONG CACH GIAO TIEP

Phong cdch giao ti¢p clia méi con ngudi luon ¢6 nhitng nét riéng, khong ai
giong ai. N6i cdch khdc, phong céch giao ti€p clia con ngudi 12 da dang, phong
phii. Tuy vay, can cit vao nhimg nét ndi tréi, dién hinh, nhiéu nha tam i hoc
phén bi¢t 3 loai phong cdch giao tiép: phong cdch dan cha, phong cich doc
dodn va phong céch v do.

1. Phong cach giao tiép dan chd

Phong cdch giao ti€p dan chii bi€u hién qua nhiing nét ndi bat sau day:

- Binh ddng, gdn giii, thodi mdi;

Ngudi c6 phong cdch dan chii ¢6 xu huéng tao khong khi binh ding, than
mat, thodi méi trong giao tiép. Ho ¢& ging thu hep khodng cich véi doi tugng
glao tip 6t mifc ¢6 the, thong qua an mac, di dimg, néi nang, dicu by, cir chi
v.v. Ching han, mot ngudi lanh dao dan chi thi khi tiép khéch, cho dir d6 1a
nhan vién dudi quyén, ho thudng niém nd, vui vé chia tay ra cho khach, moi
khach ngoi, chi dong ngdi gan khach, quan tam héi tham sic khoé v.v. ..

- Ton trong doi neong giao 1iép, chii y dén déic diém tém Ii cd nhén ciia ho;

Trong giao tiép, ngudi ¢d phong cdch dan chi thudng chi ¥ tim hidu cdc
dac diém tam If ¢4 nhan cta d6i tuong giao tiép nhu: s& thich, théi quen, nhu
cu, quan di¢m v.v d€ tir d6 c6 phuong phdp ti€p can hop 1y. Chinh vi viy ma
ho thuong duoc dénh gid 12 dé gdn, d& thong cam, d& n6i chuyén, khéng quan
céach v,

- Lang nghe déi teong giao tiép

Lang nghe 12 mot trong nhitng nét ndi bat thudng thdy & ngudi cé phong
cich giao ti€p dan cha. Ho diém tinh, kién tri ling nghe ngudi khic vi nhimg
¥ ki€n x4c ddng cha ngudi khac ludn duge ho quan tAm dép ing kip thoi hoiic
¢O 101 giai thich r6 rang.

Phong cdch giao ti€p dan chi lam cho déi tuong giao ti€p cam thay thoai
mdi, yén tam, ty tin, gitp ho phédt huy dugc tinh doc lap, chli dong, sdng tao
trong cong viéc. Chinh vi vy ma ngudi cé phong cich giao 1é€p dan chu
thudng duoc nhicu ngudi yéu meén, kinh trong, tin tudng.

Tuy nhién, dan chl phai ¢6 nguyén tic, khéng xod nhoa moi ranh gidi gifta
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ngudi niy véi ngudi khéc trong giao ti€p. Trong trudng hop nguge lai s€ dan
dén tinh trang “c4 mé mot 1da”, xué xoa, “dan chi qud trén”. Dac biét, trong
giao tiép mang tinh chat cong viéc, du nguoi dai thoai c6 thoai mdi dén mic
do nao di chang nira, thi vin cd nhitng nguyén tac ma ching ta khong dugc
bd qua.

2. Phong cach giao tiép doc doan

Nguoce v6i phong cach dan chii 1a phong cich doc dodn. Ngudi ¢6 phong
cdch giao ti€p doc dodn thudng d8 cao nguyén téc, doi héi ranh gidi phai duoc
(on trong (anh 12 nhan vién con toi 1a gidm doc, dimg bao gi& quén dicu d6).
Ho thudng hanh dong mot cach cing ran, kien quyét, ddnh gid va (ng xU mang
tinh don phuong, mot chiéu, cing nhic, xudt phat tir y ctia minh, it chi ¢ dén
ngudi khic, vi vay khong it ngudi ngai ti€p xtic vl ho.

O nhing t6 chitc ma ngudi lanh dao la ngudi c6 phong céch doc dodn, tinh
tich cuc, chii dong, sdng tao ctia nhan vién thuong khé duoc phat huy. Tuy
nhién, trong hoan canh phuec tap, khan cap, o1 hdi mot con ngudi quyét dodn,
dam chiu trich nhiém thi phong cdch giao ti€p doc doin thudng phat huy duge
tic dung.

3. Phong cach giao tiép tu do

Ngudi ¢ phong cdch giao ti€p ty do thudng biéu hién nhiing dic diém sau:

_ Hanh vi, 16 néi, fing xi, thai do bi chi phdi nhiéu bdi tam trang, cdm
xtic va tinh hudng. Do d6, cdc nguyén tac, chudn muc nhiéu khi bi col nbe.

Vi du: Mot ngudi lanh dao dé dang bo qua, khong xu 1y vi pham ky luat
clia nhan vién, hodc nhan vién thich nghi sém thi cho nghi ngay, khong cin
biét 1y do cé thoa ddng hay khong.

- Muc dich, néi dung va doi tugng giao tiép thiong dé dang thay doi;

Vi du: A dang di cing B thi gap C, A diumg lai trd chuyén véi C va quén
luon ci B dang dimg chd v viéc ma A dang giip B.

- Quan hé giao tiép rong nhung hoi hot, khong sau sdc.

Phong céch giao tiép tu do ¢6 wu diém 1a 1am cho déi twong giao tiép cam
thdy thoai méi, duge ton trong, do d6 phat huy dugc tinh tich cuc cha ho, dac
biét 1a v6i nhitng ngudi ¢6 ¢ thire tu gidc cao. Song ngudi c6 phong cich giao
ti€p ty do cling dé bi nguoi khic coi thuong, d& bi ddnh gid 13 thidu ding din
vi thi€u nghiém tic.

Nhu vay, ba loai phong cch giao ti€p néu trén déu cé nhitng mat yéu va
mit manh. Khong c6 loai nao 12 t6i vu cho moi trudng hop. Diéu nay doi hoi
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chiing ta phéi bigt két hop cd ba loai phong cich giao ti€p va tuy thudc vao tinh
hudng cu thé ma thé hién phong cich giao ti€p t6i wu nhat.

Cau héi bai tap tinh huéng

1. Néu khai niém va nhimg dac trung co ban clhia phong cach giao tigp.
. 2. Tinh 6n dinh cla phong cach giao tiép la gi, tai sao phong cach giao tiép lai ¢o tinh
8n dinh? Ban hay tu danh gia tinh on dinh trong phong cach giao ti€p cla minh?

3. Tinh finh hoat ciia phong cach giao tiép bidu hién nhu thé nao? Theo ban, phong
cach giao tiép cGa ban 1a mém déo hay cling nh&c?

4. Tinh chun muc clia phong cach giao tiép biéu hign nhu thé nao? Theo ban, trong
giao tiép, (mg x¥ véi nhimg ngudi xung quanh, ban ¢6 chuan muc khdng?

5. N&u nhimg dac diém co ban cla mdi loai phong cach giao tiép. Theo ban, ban thude
loai phong cach giao tiép nac?

6. Nhimg khang dinh sau day dang hay sai?

a, Phong céach giao ti€p clia mot nguoi cang &n dinh thi cang dé phan biét ngudi dé
vdi nhitng ngudi khac.

b. Dii & mlc dd nao, phong cach giao ti€p clia mdt con ngudi ludn vira cé tinh &n dinh,
tinh linh hoat va tinh chudn myc.

c. Tinh linh hoat va tinh chudn muc cla phong cach giao tiép mau thuan vai nhau: mot
con ngudi thé hign tinh linh hoat cang cac thi tinh chudn muc cang kém va nguac lai.

d. Trong phong cach giao tiép cha mdi mot con nguoi ludn cé nhitng nét clia phong
cach dan chii, phong cach ddc doén va phong cach tu do,

7. Ban hay xac dinh phong cach giao tiép cia mébi vi giam déc trong cac tinh hudng sau.
a. Tai van phong cong ty A:

- GD: Tai sao cd vao phong ma khang gd clra?

- NV: Da thua anh, em g& nhung ma anh khong nghe thay a.

- GD: Khéng nghe thay thi ¢ phai go tiép va chd, bao gi¢ téi nghe thay va cho vao
mdi duge vao, 1o chua?

- NV: Da, em xin nhan I8i va rat kinh nghiém a.

b. Tai van phong cong ty B:

- NV: Em chao thil trudng.

- GD: A, chao anh Nam, ngdi xudng di, khoé chir? Anh vé tir bao gio?

- NV: Da, em vifa vé téi qua nén bay gih m&i 1&n bao cao tinh hinh véi anh dugc.
Thua anh...

- GD: Anh ¢t uSng nudc di da réi ta ndi chuyén. Tai cling dang c6 viée mudn trao ddi
v@i anh.
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Chuong 5
CAC KY NANG GIAO TIEP CO BAN

Muc tidu

Giao ti€p vira 1a mdt khoa hoc vifa 14 mét nghé thuat. Mudhn thanh céng trong giao tigp,
ban khéng chi ¢dn ndm vimg nhimg kién thirc co ban trong finh vifc ndy ma con phai bist
van dung nhimg kién thirc d6 vao thuc tién hoat déng giao ti€p clia minh, tirc 1a ndm vimg
k¥ ning va khdng ngimg trau déi, rén luyén dé dat dén mitc nghé thuat. Chucng nay sé gidi
thiéu va gip ban rén luyén cac k¥ nang giao ti€p co ban. Sau khi hoc xong, ban ¢6 thé:

- Higu duge t3m quan trong cia céc ky ndng giao tip co bén;

- BIigt noi, dat cau hdi, thuydt phuc, nghe. doc, viét va iing xa hiu qua hon trong
giao tiép. ' ’

Tém tit néi dung

- Cac ky néng giao ti€p cd ban 1a: ¥ang nghe, dat cau hoi, thuyét phuc, thuyét trinh,
viét, doc va tém t3t van ban.

- LAng nghe 1a tap trung vao viéc phan anh mét loai am thanh nao dé, cac 4m thanh
khéc b6 ra ngeai tai. D€ ldng nghe cé hiéu qua, ngoai viéc ch ¥ han ché anh hudng cla
cac yéu té can tré, ching ta con phai biét tao khéng khi binh dang, than mat, thodi mai;
biét goi md dé ngudi d6i thoai trit bau tam su; bit td ra quan tam va théng cam véi ho,
biét phan hdi mot cach thich hop. .

- Trong giao tiép, cau hoi dugce sir dung véi nhiéu muc dich khac nhau: thu thap thong
tin, kich thich qua trinh tu duy & ngudi dgi thoai theo hudéng nay hay hudng khac, dé xuat
y kién, két thiic cudc g#p gd hay chi don gian 1a thé hién su quan tam nhim tao khong khi
tiép xtic. N&i cach khac 1a ¢é nhiéu loai cau hoi, mbi loai cau hdi d8u cé nhimg wu thé nhat
dinh va ching ta cén biét dat cau hdi sao cho phli hap vdi tinh hudng cu thé dé dat muc
dich giao tiép.

- Thuyét phuc la mét nghé thuat, nd khéng nhimg doi hoi su Jap luan chit ché, chitg
cir rd rang ma ca st khéo |1éo, nhay cam, tinh t&, sy hiing bién clia chiing ta. Trong thuyét
phuc, chiing ta ciing can luu y dén quy trinh gdm bén budc sau:

1. Tao khang khi binh dang;

2. Chu v lAng nghe;

3. Bay td su thong cam:

4, Gidi toa nhitng phan van, io ngai & ddi tugng giao tiép.
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- Doc va tom tit van ban la mbt cong viéc quan trong ddi véi khéng it ngudi, dgc biét
la v&i mdt nhan vién van phong, mot ngudi thu ky trong nhiém vu thu thap thong tin phuc
vu 1anh dao. D8 doc ¢6 higu qua, ching ta can:

+ SU dung phuong phap “kh&o sat, phan tich va doc voi t6c do thich hgp” (SARAS),
tirc 1a khi tiép can mot van ban thi nén doc phan dau, phan cudi va ludt qua bé cuc dé xac
dinh xem c6 can thiét phai doc van ban dé hay khéng, doc phan nao va véi téc dd nao;

+ Chon hinh thirc doc tich cuc;

+ Ren luyén phudng phap doc nhanh.

- Tém tat van ban 1 trinh bay lai ndi dung clia mot van ban gdc, co loai bd nhimg nol
dung khéng can thiét. Viéc tom t4t vAn ban cé thé thuc hién theo ky thuat sau day:

+ Xac dinh s6 doan van cd trong van ban va chi & ca mdi doan;

+ Dién dat tai chii d& clia moi doan;

+ Lién két cac phan dién dat lai ¢& c6 van bén tom tat.

- Vidt 12 mot trong nhitng k¥ nang co ban nhat trong giao tiép. D¢ biét, véi mot nhan
vién van phong, mot ngudi thu ky thi vigc soan thao cAc van ban nhu bao cao, bién bén,
td trinh, hay cac loai thu tin 1ai la cdng vigc mang tinh chuyén mon, nghiép vu. D& c6 mot
van ban nhy v, trude hét ching ta can xac dinh rd ch( dé chung clia van ban, tiép dén la
lap dan y va cudi cing mdi tién hanh viét.

I. KY NANG LANG NGHE
1. Lgi ich clda viéc lang nghe

Ling nghe 12 mot k§ nang quan trong trong giao ti€p. Theo Paul Tory
Rankin (1930), trong giao tiép bang ngdn ngi, con ngudi ding 42,1% téng so
thoi gian cho viée nghe, 31,9% cho viéc néi, 15% cho viéc doc va 11% cho
viée viét. Nhu vay, trong giao ti€p biing ngon ngit, lang nghe chi€m gén nira
tdng s6 thai gian.

Trong giao 1iép, viéc lang nghe dem lai nhiéu loi ich:

- Thod man nhu céu ciia ngudt noi. Al ciing muén duge tén trong. Khi
chiing ta chii ¥ 1dng nghe ngudi d6i thoal 13 chiing ta thod man nhu cdu d6 cha
ho. That 12 khé chiu khi ban n6i ma khong ai thém nghe. Vi vay, viéc lang
nghe cling gidp chung ta tao dugc 4n tuong ot & ngudi doi thoai.

- Thu thap dwoc nhiéu thong tin. Ngudi ta chi thich néi v6i nhitng ai bi€t
ling nghe. Do d6, viec chii ¥ ling nghe ngudi déi thoai khong nhiing giup
chiing ta hiéu vd ndm bat duoc nhiing diéu ho néi, ma con kich thich ho noi
nhiéu hon, cung cép cho chiing ta nhi€u thong tin hon.

- Han ché dugc nhitng sai ldm trong giao tiép. Khi ban chi § lang nghe
ngudi doi thoai, ban € hiéu duge diéu ho néi, cdi ho mudn, déng thdi ban cling
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¢6 thdi gian dé can nhdc xem nén d6i ddp thé nao cho hop 1y, nghia 1a c6 thé
tranh dugc nhitng sai sét do hap tip, voi vang.

- Tao khong khi biét ldng nghe nhau trong giao tiép. Khi ngudi doi thoai
néi, ban chi ¥ ling nghe thi d&n khi ban 1én ti€ng, ho cling s& ling nghe ban,
nghia 14 tao nén khong khi ton trong, biét lang nghe nhau trong giao ti€p.

- Gitip gidi quyét duoe nhiéu vdan dé. C6 nhiéu vin d€, nhicu mau thuan
khong giadi quyét duge chi vi cdc bén khong chiu ling nghe dé hiéu nhau. Bang
thai do ton trong, biét ling nghe nhau, méi bén s& hiéu hon vé quan diém, lap
truong cia bén kia, x4c dinh duge nguyén nhan gay mau thudn va tir d6 ciing
dua ra giai phdp dé thodt khoi xung dot.

Nhur vay, ling nghe dem lai cho chiing ta nhiéu loi ich. Khong phai ngau
nhién ma nhitng ngudi timg trai, ngudi khon ngoan thudng 1a nhitng ngudi néi
it, nghe nhiéu, ho chi 1én tiéng khi that sir can thiét.

2. Nhitg yéu t& can trd viéc lang nghe cé hidu qua

Léng nghe ¢6 nhiéu lgi ich nhu vay nhung, trén thyc t&, khong nhiéu ngudi
biét 1ing nghe. Theo D.Torrington, 75% céc thong bdo miéng kh()ng duge chi
¥ dén, bi hiéu sai hodc bi lang quén nhanh chéng, con kha nang ndm bat duge
nhitng ¥ nghi siu sdc trong 161 néi clia ngudi khéc thi lai cang hi€m. Diéu nay
cho thdy, viéc ling nghe c6 hiéu qua khong hoan toan don gian nhu mot so
ngudi vin nghi: mudn lang nghe thi chi can im lang.

Mot trong nhimg nguyén nhan co ban cta tinh trang trén 13 6 nhiéu yé&u
6 can rd viée lang nghe.

2.1. Toc do tu duy

T6c a6 tu duy.cha con ngudi cao hon nhiéu 8¢ do néi. Vi vay, khi nghe
ngudi khéc, ching ta thuong cé du thdi gian va ching ta thudng diing thoi gian
du thita nay d€ suy nghi mot van d€ khac, nghia la tu tudng cla ching ta bi
phan tan. Cho nén, khi trinh bay mét van dé ndo d6, ban cdn di thing vao vin
dé va néi mot cach ngén gon, khong nén dai dong va cling khong nén ndi qué
cham, vira lang phi thdi gian, vira d& 1am ngudi nghe mét tap trung.

2.2. Su phife tap cua van deé.
Trudc mot vin dé phiic tap, dac biét khi van dé d6 it lien quan dén ching

ta, chiing ta thudng c¢é xu hudng chon con dudng dé nhat, d6 1a bd ra ngoai tai,
khéng chi ¢ ling nghe nifa.
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2.3, Su thiéu dugce tap luyén

Ling nghe 1a mot kj nang. D& “biét lang nghe”, chiing ta cdn dugc tap
luyén. Tuy nhién, tir khi con nhé cho dén khi trudng thanh, ching ta it duoc
day va rén luyén cdch ldng nghe. Chiing ta danh nhiéu thdi gian cho viée hoc
néi, hoc doc, hoc viét nhung hoc nghe thi rat it. Day {3 mot nghich 1y vi, nhu
ching ta dd ndi, trong giao ti€p thdi gian danh cho viéc nghe nhiéu hon thai
gian danh cho doc, viét va ndi. '

2.4. Sur thiéu kién nhan

D¢ lang nghe cé hiéu qua, chiing ta cin phai biét kién nhén véi ¥ kién ctia
ngudi khdc. Tuy nhién, thyc t&€ lai thudng khong phai nhu vay. Trong cudc
song, hién tugng ““ca hai cling néi”, “tranh nhau néi”,... khong phai la {t. Khi
nghe ngudi khdc ndi, chiing ta thuong bi kich thich, nghia la chiing ta cling ¢6
nhitng ¥ kién ddp lai v mudn néi ngay ra ¥ ki€n d6. Neéu khong bi€t kim ché,
khong biét kién nhdn nghe ngudi Kia thi viéc ldng nghe cua ching ta khong
thé ¢6 hiéu qua.

2.5. Sur thiéu quan sat bing mét

O chuong truée chiing ta da néi ring, trong giao ti€p, 80% lugng thong tin
dugce truyén di qua cdc phuong tién phi ngdn ngii. Vi vay mudn ling nghe ¢6
hiéu qud, ching ta khong chi diing thinh gidc ma phai ding ca cdc gidc quan
khdc, dac biét 12 mét, d€ ndm bit tdt ¢4 cdc thong tin ma ngudi d6i thoai phét
di, cA nhiing thong tin bing 131 va ca nhiing thong tin khong bang 16i. Trén co
s& phan tich, ddanh gid mét cdch téng hgp cdc thdng tin thu thap duge, ching
ta mdi ¢6 thé hiéu chinh xdc ¥ clia ngudi d6i thoai. Chic ban chua quén 1
trdch cif cla ngudi con gdi d6i vdi nguoi con trai:

“Sao ma anh ngdc thé
Khong nhin vao mdt em”

Khong chi nhan vit nam trong hai cau tho néi trén ma da sd chiing ta déu
it sit dung ho#c chua biét sit dung mit trong giao tiép.

2.6. Nhirng thanh Kkién, dinh kién tiéu cue

Nghe 12 mot qud trinh nhan thitc. Qué trinh nghe va két qua cia né khong
nhitng phu thudc vao thong tin vi ngudi phit ra thong tin d6, ma i dic diém
tam li clia ngudi nghe, ddc biét 1a nhitng thanh kién, dinh ki€n & ho. Khi chiing
ta ¢c6 thanh ki€n, dinh ki€n vé ngudi d6i thoai hoac vé€ vén dé ma ngudi déi
thoai trinh bay, thi ching thudng dnh hudng x4u dén thai d6 va két qua ling
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nghe cilia ching ta. Chéng han, trudc mot ngudi ma ban cho 12 “hay ba hoa”
thi ban thudng khong dé v dén 101 ndi cua ho, ngay c4 khi ho nghiém tdc thi
ban vin dé ddnh gid 1a khong nghiém tic, khong ddng luu tam.

2.7. Nhimg théi quen x4du khi lang nghe

Trong khi nghe ngudi khéc, ching ta thuong méc phai nhitng théi quen
x&u, nhu: ludi suy nghi, cat ngang 101 ngudi néi, gia vd chid ¢, dodn trudc y
ngudi néi... Nhilng théi quen nay lam giam hiéu qua clia viéc lang nghe.

3. Cac mitc dd ling nghe va k¥ ning lang nghe cé hiéu qua

3.1. Cac mite do lang nghe |

Khi nghe ngudi khéc, tuy theo tinh huéng ma ching ta thé hién mot trong
cdc muc do nghe sau day:

_ L& di, khéng nghe gi cd: Ching han, mot hoc sinh cham chii doc truyén
trong lic gido vién gidng bai, mot nhan vién dam chiéu nhin ra ngodi cira s6
va khong dé ¥ g1 dén 131 phat biéu cta gidm ddc.

- Gid vé nghe: Trong trudng hop nay, ngudi nghe thudng dang suy nghi
mét vin dé khic, nhung lai td vé chi ¥ nghe ngudt doi thoal dé an 01 ho, dong
thoi d€ che gidu viéc minh ching nghe gi ca.

- Nghe ¢6 chon loc: titc 1a chi nghe nhitng phin ma minh quan tam. Cach
nghe nay khé cd hi¢u qui cao, bdi vi ngudi nghe khong theo déi lien tuc nén
khong ndm dugce ddy di va chinh xéc nhiing thong tin ma ngudi d6i thoai dua ra.

- Nghe cham chi: Tap trung moi sy chi § vao Idi ngudi d&i thoai va c8
ging hiéu ho.

- Nghe thdu cdm: Trong trudng hop ndy, ngudi nghe khong nhiing cham
chd nghe ma con dat minh vao vi trf cua ngudi n6i dé hidu ngudi ndi c6 cam
nghi gi. Nhu vay, khi nghe thau cam, chiing ta khong nhitng hiéu duge 10i néi
clia ngudi d6i thoai ma con hiéu tai sao ho néi nhu vay, ho mudn gi, ¢6 nhu
ciu gi. Nghia 1 ching ta di sau vao noi tam clia ho, lang nghe khong chi bang
tai ma bing ¢4 trdi tim, lang nghe ca nhitng thong tin duge ndi thanh 10i va ca
nhitng gi khong duoc néi thanh 131, ling nghe ca nhiing phit giay im lang.

3.2. X¥ nang ldng nghe ¢ hiéu qua

P& ling nghe c6 hiéu qua, ching ta phdi nghe & mitc 46 nghe cham chi va
dac biét 12 nghe thiu cam. Mudn lam dugc diéu dé, chiing ta cdn chi § rén
luyén mot s& k§ nang sau day:
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_ K¥ neng tao khong khi binh ding, cdi md;

P& tao khong khi binh ding, cdi md, ban cdn chi § dén khodng cach giita
ban vA ngudi d6i thoai, vi tri, tu the, céc dong tac, cir chi ciia minh, Cy thé la:

+ Khoang cach khong qué xa (tuy theo moi quan h¢ ma khodng céch chi
nén & ving riéng tu hodc than mat); _

+ Tu thé ngang tam, d6i dién: Cung ding hodc cling ngdi, hudng vao nhau,
ditng hodc ngdi ngang tdm nhau (trénh nguoi ding c¢hd cao, ngudi ding chd
thap hoiic mot ghé cao va mot ghe thap), khong khoanh tay hoac dut tay tii
quén vi nhitng di¢u b, cir chi niy bicu hi¢n su khép kin, khong mudn tham gia.

- K¥ nang béc 16 sy quan tam;

Ciing qua tr thé, diéu bo, cit chi, dnh mét ctia minh, ban thé hién sy quan
tam ctia minh d€n ngudi déi thoai va 151 ndi cua ho.

+ Tu thé din than: Nghiéng ngudi vé phia ngudi doi thoai;

+ Tiép xiic bing mat: Mét nhin ngudi déi thoai mot cdch nhe nhang, chan
thanh, nhung khong tap trung vio mot diém nao dé ma twa nhu bao qudt toan
bo con ngudi ho;

+ Céc dong téc, clr chi d4dp tng nhu: Gat déu, dong tac cha tay... Cn trdnh
nhitng dong téc biéu 1o sw khong chi ¥ cia ban, nhi: bé tay, ding ngén tay
man mé mot vai gi d6, chang han nhu chi€c but...

- K§ ndng goi mo,

Nghe 13 mot hanh dong tich cyc. Mudn nghe dugc nhiéu, ban cén biét
khuyén khich ngudi d6i thoai trit bau tam sy bang mot sO thi thuat sau:

+Td ra am hifu v&n dé, hidu va thong cam véi ngudi ddi thoai (14 ndi, anh
mét, nét mat, nu cudi, gat ddu...). Ching han: “ Toi hi¢u”, “Toi hiéu tai sao
anh nghi nhu vay”.

+ Chi ¥ ling nghe va phan héi mot cdch thich hop bing 1&i va ca diéu bo,
ctt chi...

+ Thinh thoang dit cau hoi: “Réi sau d6 ra sao?”, “Chiac lic dé anh gian
ba ta 14m?”... Viéc dua ra nhiing cau hoi nhy vay vira gidp ban hiéu 18 hon
viin dé, vira chig t& ban rét quan tdm dén ciu chuyén chia ngudi dai thoai,

+ Git sy im lang ddy vé quan tam. Trong qué trinh n6i, ¢6 nhitng ldc ngudi
d6i thoai dimg lai va im lang. Trong tinh hudng nay, néu ban khong 1én ti€ng
nhung van thé hién duge ring ban dang chd nghe ti€p cau chuyén clia ngudi
d6i thoa, thi ngudi d6i thoai thudmg phai 14p ddy khoang tréng bing nhitng 15
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giai thich, b sung. Tuy nhién, néu ngudi doi thoai vin khong lén ti€ng va néu
ban mudn cau chuyén duge tiép tyc thi ban cdn phai phd v& sy im lang do.
Trong trudng hop ngugc lai, sy im ling kéo dai (qud 30 gidy) dé lam ngudi doi
thoai xa rdi chll dé cua cau chuyén.

- K§ ndng phan dnh lai.

Sau khi nghe ngudi d6i thoai trinh bay mét vén dé nao d6, ban ¢6 the dién
dat lai n6i dung d6 theo cdch hiéu cla ban. Chéng han nhu: “Theo 161 hi¢u thi
y anh 1... cé phai khong 7. Viéc phan dnh lai cia ban vira cho ngudi dot thoal
bi€t ban da hiéu ho nhu thé ndo, ¢6 can giai thich, b6 sung, dinh chinh gi
khong, vira cho ho thdy 1a ho da duge chi ¥ lang nghe.

II. KY NANG PAT CAU HOI

Trong giao ti€p, dic biét [ giao ti€p trie ti€p, cau hoi cd vi tri quan trong.
C6 nhiéu loai cau hoi, tuy thco mue dich va tinh hudng giao ti€p ma ban chon
cdach hoi cho phi hop.

1. Dung cau hdi dé thu thap théng tin

Hang ngly, dé gidi quyét cong viée, ching ta thudng can ¢6 nhiéu thong
tin. C6 nhitng thong tin chiing ta can lai & trong ddu éc ngudi khic. C6 truong
hop ho ti nguyén cung c&p thong tin cho ching ta, nhung trong da sG trudng
hop ching ta phi khai thdc ching bing nhiing cau hoi khac nhau. Khi dung
ciu hoi dé thu thap thong tin, ban can luu ¥ mot s6 dicém sau day:

1.1. Khoi goi himg thii & ngudi doi thoai

Khoi goi hitng thd & ngudi doi thoai tic 1a lam cho viee cung cdp thong tin
tr& thanh niém vui cha ho. Muén lam duge diéu nEty, ban cdn thé hién thai do
nhi nhan, lich sy va to ra biét on ngudi déi thoai vé nhitng gi ho cung cip, dé
ho cam thdy vui vi dd lam dugc mot viéc thién. Ngoai ra ban ciing can van
dung thuat ling nghe nhu d4 néi & phan trén dé€ ngudi doi thoai thém phén
hitng tha.

1.2. Nén bdt dau bang mot cau hoi dé tra 1o

Thudng thi ai ciing thich tra 18i ding, vi vy viéc ban m& déau bing mot
cau hoi d& tra 161 s& 1am ngudi d6i thoai cam thdy thodi mdi, tu tin va mudn
tra 101 nhitng cau hoi tiép theo cla ban. Véy cau hdi the ndo 1a cau hoi dé tra

1817 Cau hoi dé trd 191 12 cau hdi ma ngudi duge hodi ¢ sdn théng tin, ¢6 thé
lya chon nhiéu thong tin khdc nhau cho cau trd 13 cda minh. Cau hoi dé tra



151 ciing 12 cau hoi khong dung cham dén nhitng van dé &€ nhi, hay 1a “védn dé
khé né1”- nhur ching ta thudng goi.

1.3. Céc loai cau hoi

Sau khi d3 1am cho ngudi d6i thoai cam thiy thoai madi, ty tin va san sang
cung cdp thong tin cho ban, viéc ti€p theo cita ban 1 dua ra cdc cau héi dé khai
thdc thong tin. Tuy theo tinh huéng ma ban chon loai cau hoi cho phut hgp.

- Cdu hdi trige tiép va cdu hdi gidn tiép

Chon cau hdi truc tiép tifc 12 ban héi thing vio van dé ma ban quan tam.

Vi du:

+ At da lam viéc nay?

+ Ong thich miu nio?

+ C6 phai trude day ba da ting 1am an v6i ho khong?

+ Ong thich tra hay c phé?

+ Tai sao anh [am viéc d67. ..

Hoi tryc tiép ¢6 vu diém 12 thu thap thong tin nhanh, trong mot s6 tinh
hudng né lam doi tugng bi bat ngd va bat ra cdu tra 10i trung thyc. Tuy nhién,
cdch hoi nay dé dé 16 muyc dich clia ban va trong mot 8 trudng hop né thidu
t€ nhi, d& 1am ngudi d&i thoai khong hai 1dng, nghi ngd. DE khic phuc nhiing
nhuge diém ndy, ban ¢6 thé diing ciu hdi gidn tiép.

Cau hoi gidn ti€p 12 cau hdi vé mot van dé khédc, nhung qua cau tra idi clia
ngudi doi thoai cé thé suy ra van dé can biét. Vi du: Ban mudn biét A cé thich
cong viéc ma ban giao cho hay khong, nhung néu ban hoi thang: “Anh c6 thich
cong viéc d6 khong?” thi A dé ngd ring ban cho 1a A khong thich va sé trd 1o
d6i phé. Néu ban hoi bing mot cau gidn tiép, ching han nhu: “Trong cong viéc
dé, diéu gi lam anh thich thd nhat?” thi s& (8t hon nhiéu.

- Cdu hdi ggi md 1a loai cau hoi chi néu dé tai chit khong hé gai ¥ ndi dung
cau trd 13i. Vi du: “Anh nghi sao vé& van dé nay?”, “Anh c6 cam tudng gi vé
nhitng con ngudi d67”.

Cau hoi goi mo thudng duge dung & phidn ddu cudc gap g& nham khuyén
khich ngudi d6i (hoai vi day thudng 1a mot cau hdi d&, ngudi ddi thoai 6 thé
tu quyét dinh nén ndi gi. Ding cau hoi goi md thudng thu thap duge nhiéu
thong tin, vi né khuyén khich ho cung cép tat ca nhitng gi ho ¢6 vé van dé ban
néu ra.
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- Céu hdi déng 1a loai cau hdi cé sén cdc phuong 4n trd 101, ngudi duge hoi
chi cdn chon mét trong cic phuong dn do. '

Vi du, véi cau hdi: “Ban ludn to thdj do vui vé, fich sy Kkhi ti€p khach, cho
di khdch 13 ngudi ma ban khong wa?”, ngudi hoi dua ra nhiing phuong én tra
101 sau: )

a. Pung b. Kho tra 101 c. Khong ding

Loai cau hdi nay rat phé bién trong cdc phi€u diéu tra dé tham dd nhu cau
thi trudmg, sO thich cia khach hang. ..

- Cau héi md 12 loai cau hdi nguge lai véi cau hoi déng, tic 1a khong ¢
cdc phuong 4n tra 101 duge 4n dinh trude, ngudi trd 10i ¢6 thé thoai mdi trd 10i
theo ¥ minh, do d6 thong tin thu thap dugc phong phitt va da dang.

- Cau hoi chuyén uep La loai cau hoi duge ding dé chuyén sang mot van
dé khic theo chu y clia ngum hoi. Vi du: “Thé con vin dé van chuyén thi
5207, “Thé¢ con van dé tuyen thém nhan vién thi sao?”..

- Cau hoi tém luge ¥: La loai can hoi duge diung dé tém tat lai nhiing gi
ching ta hiéu vé nhitng diéu ngudi doi thoai néi. N6 thudng ¢6 dang: “Theo
to61 hiéu thi ¥ anh ki ... c¢6 phdi khong?”. Cau hoi nay gitp ching ta kiém tra
xem minh ¢6 hiéu ding ¥ ngudi d6i thoai hay khong. Néu khong. ho s& dua
(i€p nhirng thong tin khic dé dinh chinh, bd sung.

2. Dling cau hoi véi cac muc dich khac

Trong giao ti€p, ngodi muc dich thu thap thong tin, ching ta con ding cau
161 véi nhiéu muc dich khéc.

2.1. Ding cau hodi dé tao khong khi tiép xiic (cau hoi ti€p xuc)

Loai can hoi nay duge diing khi méi bat ddu gap g8, thudng di kém vai 1o
chao (chao hodi) dé tao khong khi thodi mdi, cdi md, tin tudng 1an nhau cho
cudc tiép xvc. : '

Vi du

- Chao bdc! Béc c¢6 khoé khong, cong viée clia bac van tot chi?

- Chio anh! Anh ra tit bao gi& thé, trong d6 cé néng 1am khong?

Loai cau hoi ndy rdt phd bién, chung ta co thé nghe thay hang ngay va bat
k¥ dau.

2.2. Diing cau hoi kich thich va dinh hudng tu duy

Con ngudi chi tr duy trong nhitng tinh hudng c6 van dé. Vi vay, khi muon
ngudi dai thoai suy nghi vé mot vin dé nao d6, ban c6 thé diing cau hoi. Chang
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han, mot nhi dién thuyét duge mdi dén néi chuyén cho sinh vién vé chi de
tinh yéu d3 mé ddu bai néi cia minh nhu sau: “Chic nhiu ngudi trong s6 céc
ban da timg yéu, dang yéu. Tinh yéu that 1a ky diéu phai khéng cac ban?
Nhung da bao gid cdc ban tu hdi minh ring, tai sao con ngudi yéu nhau chura?
D3 bao gi® cdc ban ban khodn, tai sao ¢é nhitng mdi tinh khéi ddu rat dep
nhung két cuc lai khong duge nhu vay chua? Bai néi chuyén clia t6i hém nay
s& gilp cdc ban giai ddp mot phén nhitng thic mac d6”.

Cau hdi loai nay thudng khong ddi hoi ngudi doi thoai trd 161 ma chi nham
thu hit sir chit ¥ cta ho, budc ho suy nghi vé nhitng vin dé ma ban dat ra. N6
thudng duge cdc dién gid, cde gido vién st dung khi m& ddu bai dién thuyét
hodc bai giang.

2.3. Dung cau hoi dé dua ra mot dé nghi

Trong trudng hop nay cau hoéi clia ban thuc chdl 1a mot dé xudt, mot ¥
ki€n nhim thim do cach thodt ra khoi mét tinh hudng b€ tac nao dé. Vi du:
Ban dang cliing mot d6i téc thio lugn vé mot diéu khoan trong hop dong ma
hai bén du dinh ky két. Khong khi da khd cang théng, ca ban va déi tic déu
muén giir 1ap trudng cla minh va ban biét ring néu ti€p tuc thao luin diéu
khoan nay thi khong khi cang cing thang hon nita va hop déng dé do be. Vi
vy, ban muén thay doi khong khi: “Thua 6ng, & canh day c6 quin ca phé rét
ndi tiéng. Tai sao ching ta khong nghi mot chiit va thudng thitc mot ly ca phé
tuyét vii dé nhi?”

Cau hoi mang tinh dé nghi ciing 12 mat thi thuat tinh t&€ d€ thic ép ngudi
khic déng ¥ véi ban ma khong t6 ra nghiéng vé bén nao, vi vay ban khong
cdn phai tr bdo chita khi khong cé duoge sy nhét tri clia ho. Vi du: Nhan vicn
A bi gidm déc tam thoi cho nghi viéc d€ ban thanh tra tién hanh lam 3 vu
viéc sau khi ¢ mot s& don thu t6 cdo nhan vién ndy ¢ hanh vi gian lan vé
tai chinh. Sau khi tién hanh kiém tra, ban thanh tra xdc dinh nhitng t6 cdo la
khong ¢6 co sd, tuy nhién gidm ddc van chita goi nhan vién A tré lai lam viéc,
muén thic ép gidm déc lam viéc d6, ban c6 thé hoi: “Thua ong, bay giv da
¢4 két luan cha ban thanh tra, vy ching ta cé thé goi nhan vién A trd lai lam
viéc khong?”.

2.4. Ding cau héi dé giam téc do néi cua ngudi khac (cau hoi kim ham)

Trong nhitng trudng hgp khi ngudi d6i thoai cif thao thao bét tan, ban
¢6 thé lam gidm t3c do néi cha ho bang cdch dit ra cho ho nhimg ciu hoi
nhdt dinh.



2.5. Dung cau hoi dé két thic vin deé
Khi ban muén két thdc cau chuyén méa khong lam phat v ngudi doi thoai,
ban c6 thé diing cau két thic van dé.

Vi du: Nhu vay la chiing ta da thoa thugn xong, phéi khong ong?
T1L. K¥ NANG THUYET PHUC
1. Thuyét phuc la gi?

D¢ gidi quyét 161 mot cong vige nao do, ching ta thudng can sy gitp d&,
su hop tdac clia ngudi khéc. Diéu ndy ddi héi gitta ching ta va ho phai c6 su
th6ng nhat vé quan diém, lap trudng, vé cach giai quyét cong viéc. Tuy nhién,
trén thue t&, ching ta thuding gap trudmg hoap trong do6 ngudi khidc khong cing
chiung ¥ ki€n, quan diém véi chiing ta. Chéng han, ching ta cin mot hop dong
thué mat biing trong mot thisi han tuong doi dai dé yén tam dau tu kinh doanh,
nhung gia chu lai chi mudn hop déng timg nam mot. Trong trudng hop nay,
viéc chiing ta c6 dat duge muc dich hay kbong phu thudc vao kha ning thuyét
phuc clta ching ta.

Thuyét phyc 1o dia ra tinh tiét, sy kién, phan tich, gidi thich lam cho nguoi
khic thay diing, thdy hay ma tin theo, lam theo.

2. Nhiing didm cén luu ¥ khi thuyét phuc ngudi khac

Thuyét phuc ngudi khdc 1a mot cong vice khong hé don gian boi mot 1€
thudng tinh 12 bat k¥ ai, khi da ¢6 ¥ kicn vé mot van dé ndo d6, ciing cd niém
tin nht dinh vio ¥ kign cha minh va khong mudn ti€p thu ¥ kién chia ngudi
khic. Hon nita, khong phai ai ciing bi€t cdch thuyét phuc ngudi khéc. Dé
thuyét phuc ¢ higu qué, ban cin chil y mot s6 diém sau day:

- Tao khong khi binh ddng

Bau khong khi binh déng 12 diéu kién ddu tién dé ban c6 thé thanh cong
trong thuyé&t phuc, bdi vi né lam cho ngudi d6i thoai cam thay thodi madi, duge
ton trong, 1am giam su dé phong, phan khdng cua ho.

C6 khong it ngudi vin quan niém réng, thuyét phuc 1a phai ding tat ca sic
manh clia minh, don ngudi ddi thoai vao thé bi, Khuét phuc ho, budc ho phai
thay déi ¥ kién, quan diém, lap trudng, tir d6 dan dén tranh cai quyét liet, mot
thua mot thing. D6 12 mot quan niém sai 1dm. Cach thuyét phuc nhu vay s&
gip khé khan rdt 16n boi ngudi doi thoai sé ¢6 hét siic dé phong thil, chdng trd,
va néu ho ¢6 thay ddi quan diém clia minh thi ho cling ludn cam thdy am c
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vi bi bét bi, bi chén ép, do dd két qua thuy&t phuc s€ khong lau bén.

- Tén trong va ldng nghe nguoi déi thogi

Thong thudng, ngudi doi thoai luon mudn bdo vé ¥ kién cha minh, khong
mudn (i€p thu y ki€n khic. Vay lam sao dé ho chd ¥ dén ¥ kién cua ban? Trude
hét, ban cin dé cho ho c6 co hoi trinh bay ¥ ki¢n clia minh, ban khong duge
ngit 151 ma phai kién nhén, binh finh lAng nghe. Dén mot lic nao do sé XAt
hién chd hé trong quan diém cha ngudi d6i thoai vi thi€u thong tin, vi can nhéc
chua thiu ddo. Lic nay ho s€ cam thdy thiu tu tin va mud

ban. Day chinh 1a thoi diém ban can bit ddu cong vigc.

n bigt ¥ kién clia

Khi trinh bay ¥ kién ciia minh, ban can luu ¥:

- Ly 16 dta ra phdi ro rang v c6 co s6. Su phan tich, 1ap luan cin ¢é nhimg
dan ching cu thé d¢ minh hoa. Chéng han, ban mudn thuyét phuc gidm d6c
cfia minh vé 1gi ich chia quang céo, ban khong nén chi noi chung chung ring
quang cAo rdt quan trong, rit cin thiét, ma phai dua ra dugc nhitng din ching
cu thé, nhu: nam ngodi, cong ty A dau tr 900 triéu cho quéng cao, két qua la
doanh $6 ban hang ctia ho da tang 1,5 1dn; cong ty Bchi 2 ty 300 triéu, doanh
thu tang 2 lan...

- L&i néi phdi ngan gon va ¢6 trong tam, khong nén dai dong, tran lan.
Ngon ngit va céch 1dp lugn phdi phit hop vot trinh d¢ nhan thitc clia nUOI
déi thogi.

Khi thuyét phuc ngudi khic, c6 ngudi mudn ching td su vugt trol, uyén
béc ciia minh bing cdch sir dung nhitng tir hoa m¥, nhiing thuat ngir chuyén
mon ma ngudi déi thoai khong hiéu, nhitng din ching dugc 14y tir nhitng dat
nude xa xbi ma ngudi ddi thoai khong 1hé kiém chémg. Thuc chat 1a ho mudn
pho truong, khoe kién thitc hon 12 thuy€t phuc ngudi d6i thoai. Céch thuyét
phyc nhu vay, di nhien, khong thuyét phuc dugc ai.

. Loi ndi phdi nhd nhdn, on ton, lich sy

Ban nén nhd ring, khong ai mu6n thira nhan 1a minh thua kém ban, cang
khong ai mudn bi phé phan, chi trich. Chinh vi vay, ban cén to thdi do binh
finh, diém dam, lich sy, nha nhan; cdn can nhéc khi ding tir. Ding bao gio noi:
“Ong sai r6i”, hodc “Tai s& chitng minh cho ong thdy 12 6ng sai”... Vi néi nhu
viy ching khdc ndo bao ring, ban 12 ngudi thong minh con ong ta 12 thing
dan. Ciing dimg bao gid lén giong chi trich, ph¢ phén ngudi khdc, bai vi ai
ciing c¢6 Hic sai 1dm. Hon nira, phé phdn, chi trich khong bao gity dem lai két
qua 16t dep. Nha tam If hoc kiét xudt, Hans Seyle, néi: “Chung ta khao khét



dugce tdn thuong chimg nao thi ching ta ngaj bi phé phan chimg ay”. Con Dale
Carnegie thi cho ring, phe phdn gay han thi va thuc sir ¢6 thé gay nan long
ngudi [Am, ban be, ba con trong gia dinh ma khong cai thién duge rinh hinh.
Theo 6ng, nguyén tic diu tien trong giao ti€p la: “Khong phé phén, khong két
101, khong than phién”. ]

- Phdi biét thiva nhan nhimg diém co Iy trong y kién ciia nguei doi thogi,
biét thira nhan cdi sai trong y kién ciia minh ma nguci déi thoai dd chi ra.

Thai d¢ khich quan trong ddnh gid ¥ ki€n cta minh vi ctia nguoi déi thoai
c6 ¥ nghia I6n trong thuyét phuc. Ban s& lam gi khi ¢4 nhiing c4i ding cilia ban
ciing bi pht nhén, ché bai? Chéc chin ban s& ¢6 hét siic dé phin khéng. Vi vay,
trong thuyet phuc hay tranh luan, ban can biét thira nhdn nhitng diém diing cta
nguoi khic, nhiing céi sai cia minh. Lim nhu vay chinh 12 ban tudc “vii khi”
clia ngudi déi thoai va 1am cho hinh anh ban trong con mit cla ho try nén dep
hon, than thién hon, tic 13 ¥ ki€n cla ban ciing dé duoc ti€p nhan hon.

- Cdn phdi tdc dong dong thoi dén cd nhan thice, tinh cdm va y chi ctia
nguot dot thoai,

Nhaén thic 1a diéu kien quan trong d€ con ngudi di dén mat quyét dinh,
mot viéc lam nao dé. Tuy nhién, chi o6 nhan thitc khong théi thi chwa d.
Trong cuc séng, chiing ta vin thudmg thdy khong hiém khi con ngudi biét rod
phai, trdi, nhung ho khéng hanh dong theo I& phai. Tai sao vay? Tai vi & ho
mong mudn lam theo cdi ding chua da I6n, ¥y chi chua di manh dé€ tit bd cii
sai. Cho nén, trong thuyét phuc, ngoai viéc dua ra ly 18, phan tich, chiing minh
cho ngudi déi thoai thiy ro diing sai, t6t x4u, loi hai, con dudng nén di, ban
con phdi biét goi 1én nhimg tinh cim nhat dinh & ngudi doi thoai, dong vien,
khich I¢ ho. Dac biét, nguai Viét Nam ching ta von coi trong tinh cam, tinh
nghia, chi ¢é 1y ma khéng c6 tinh thi nguoi Viét Nam ciing khé chap nhan.

Thuyét phuc 12 mot nghé thuat, khong phai cit ¢6 1y 1& 13 ngudi khic s&
nghe theo ban. Ngoai ly I& vitng chic, ban con cén phai bist dira 1y 1€ cia minh
ra khi n&o, thé€ hién ching nhv the nio cho c6 hiéu qud. Muén vay, ban phai
nghién citu tam If ciia ngudi d6i thoai, nim dugc nhitng méu thudn, nhimg dao
ddng & ho. Trong qué trinh thuy€t phuc, 151 1€ cta ban phai dint khodt, tur tin,
dong thoi ciing phai biét k&t hop nhudn nhuyén véi cde phuong tién bidu cam
phi ngdn ngir (dnh mat, nét mat, dong tdc, vi tri, tr thé, khoang cich...) dé vira
tang tac dong cia 1&i néi, vira 1am giam sy di ddu, tang cudng xu hudng hop
tdc & ngudi dsi thoai. Ching han nhu viéc chon vi trf ngdi va khoang cich
trong dGi thoai. Trong trudng hop su déi lap khong qué 16n, khong thit cing



thdng, ban nén chon vi trf géc hodc vi trf hop tdc, khong nén chon vi tri d6i
dién vdi ngudi ma ban cdn thuyét phuc. Hodc trong ti€p xic, khi nhan thdy déu
hiéu chap thuan, ban cén khéo 1éo chuyén sang vi tri mang tinh hgp tac hon.
Trong nhimg trudng hop phic tap, ban phai biét di dan timg budce, tham chi 1ui
mat bude dé réi tién 161 muc dich.

3. Quy trinh thuyét phyc

T su phén tich trén, ching ta c¢é thé dua ra quy trinh thuyét phuc bao gém
cdc budc sau:

- Tao khéng khi binh déng;

- Ling nghe dé hiéu ngudi d6i thoai (tam li cha ho, nguyén nhéan lam ho
lo ngai, ban tam, tir choi);

- Bay t0 sy thong cam;

- Giai quyét van d¢ (giai tod lo ngai, bén tam, tlr chéi);

Ban hiay xem vi du minh hoa dudi day.

Nam 13 nhan vién clia Cong ty bao hi€ém nhan tho Prudential. Nam dén gip
mot khach hang tiém nang. Sau khi nghe Nam gidi thiéu vé nhiing lgi ich cha
bao hiém nhan tho, khich hing tiém nang dap:

- Khéch hang: T6i ciing rdt mudn mua bdo hiém cho con 161, nhung déng
luong cita t61 eo hep, hon nita 161 con nhiéu khodn chi phi khdc.

- Nam: Em hiéu hoan cdnh ciia anh (théng cam). Nhung thwa anh, mua
bdo hiém nhdn tho khong phdi la hinh thitc tiéu tién ma 1a hinh thitc 1ié1 kiém
tién. Hon nita, ciing ¢é nhiéu mic phi dé anh lya chon cho phiv hop voi diéu
kién ciia minh, mitc 161 thiéu chi ¢6 5000d/ngay. Em nght, vi tuong lai ciia chdu
va ciia anh, anh hoan toan cé thé thu xép dugc phai khong? (gidi tod su lo ngai
cua khdch). ' :

- Khéch hang(gat ddu): U, thi t6i nghe anh, ¢6 chiit nita vy, nhung 16 mua
muic 161 thiéu théi.

- Nam: Khong sao, anh bdt ddu hop déng bdo hiém véi mic 161 thidu, con
sau nay diéu kién thay doi, anh cé thé ting s&'tién bdo hiém 1én bdt cit hic ndo.

Trong hoat dong clia mét nhén vién van phong, mot ngudi thu ky, khong
hiém khi ho phai thuyét phuc ngudi khic, chéng han nhur thuyét phyc lanh dao,
ddéng nghiép hay khdch hang. Viéc ho c6 kha nang thuyét phuc hay khong, ¢
thong linh dugc nghé thuat thuyét phuc hay khong ¢é dnh hudng khong nho
dén su nghiép cua ho.

O



Hinh 21: Mét vi tri ngoi t6t cho

muc dich thuyét phuc

1v. KY NANG THUYET TRINH

1. Thuyét trinh 1a gi?

Thuyét trinh, hay con goi la dién thuyét, la ndi chuyén wriucc nhiéu nguoi
vé mot vdn dé nao dé mét cdch ¢6 hé thong.

Vi dy: Ngudi thu ky thay mat gidm doc trinh bay dé& 4n md rong san xuat
trudc cdc thanh vién chi chét trong cong ty.

Trong cong viéc clha minh, cling ¢6 khi ngudi thu ky phai trinh bay mot
vin dé nio d6 trude nhiéu ngudi, dac biét ho thudng phai gidp lanh dao chudn
bi cdc bai phat biéu, bai néi chuyén tai cdc cude hop, hoi nghi. Vi vay, ngudi
thr k¥ ciing cdn ndm duge k¥ nang thuyét trinh.

2. C4ac budc thuyét trinh

2.1. Chuén bj thuyét trinh

Ding treéc nhiu ngudi va néi chuyén véi ho, khong phai chi ban, t01, ma
ca cdc nha dién thuyét chuyén nghiép cling ¢6 ldc ling ting, e ngai, cang
thing. D& ¢6 thé dudng hoang, ty tin, ching ta va cd cic nha dién thuyét
chuyén nghiép déu phai c6 sy chudn bi chu déo cho budi néi chuyén cha minh.

2.1.1. Pdnh gia ditng bdn thdn

Khi dwge mdfi néi chuyén vé mot van dé ndo d6, ban cén can nhic hai van
dé sau:

- Ban c6 am hiéu vén dé, cé dil thong tin dé€ trinh bay hay khong?
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- Con ngudi, cuong vi ciia ban cé dugc ngudi nghe chdp nhan hay khéng?
O day ban cdn luu ¥ ring, tim quan trong clia vén dé phai ngang tdm vGi nguoi
dién thuyét, néu khéng, ngudi nghe s€ thi€u tin tudng. Chang han, mét nhan
vién tuyén bé ring tit ca nhan vién s& dugc tang 15% luong tir thing tdi thi
moi ngudi sé khong tin va doi hoi ching ¢, nhung néu nhu gidm doc tuyén
b& diéu d6 thi khong ai nghi ngd gi ca. :
)
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Hinh 22: Tranh minh hoa mot cdnh thuyél trinh
N€&u mot trong hai didu kién trén khong duge dap dng thi ban can tir chéi
budi néi chuyén.
2.1.2. Tim hiéu nguoi nghe
Bii néi chuyén phai duge xay dung xung quanh ngudi nghe, 14y nguoi
nghe 1am trung tam. Ciing mot vdn d¢ nhung néi cho nhing ddi tuong khac
nhau thi cich xay dung bai néi ciing phdi khdc nhau. Chéng han, cling 14 vin

dé thoi su quéc t€ nhung ndi cho sinh vién nghe khdc véi n6i cho gido vién. Vi
thé, ban can tim hiéu d6i tuong s& nghe minh la ai, gidi tinh, tudi tic, nghé
nghiép, tin ngudng, nhu cu, s& thich, dong co... cia ho dé chudn bi bai néi
chuyén cho pht hop.

2.1.3. Xdc dinh muc dich va muc tiéu ctia bai néi chuyén

Trude khi chudn bi noi dung bai néi chuyén, ban ciling cin xdc dinh 16 muc
dich ctia né. Ban n6i chuyén véi muc dich cung cip thong tin cho nguoi nghe,
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thuyét phuc ngudi nghe hay dé gép vui? Trén co sd muc dich ma dé ra muc
tien. Muc ticu cita bai néi chuyén cin phai cu thé dé ¢6 thé dénh gid dugc mic
d6 thanh cong cia bai néi chuyén. Ching han, sau budi thuyét trinh dé 4n md&
rong quy mo san xudt clia cong ty nham thuy€t phuc cdc thanh vién trong hoi
déng quan tri, ban hy vong rang s& ¢6 90% s& thanh vién hoi déng quan tri bd
phi€u tdn thanh d€ 4n cua ban...

2.1.4. Chudhn bi bdi néi chuyén

Bai néi chuyén cin dugc chudn bi mot céch chu déo. Ban c6 thé thao sin
bai néi chuyén ra gidy, hodc chi it ban ciing phai 1ap mot dé cuong chi ti€t cic
y cin phai trinh bay va nhiing dan ching, nhing s§ liéu dé minh hoa cho méi
¥, khong nén qud tin tudng vae tri nhg chia minh vi nhiéu Kkhi trf nhé s& lam
hai ban. Néu 1a 14n ddu ban dién thuyét thi can phai tap duct trude. S chudn
bi t6t luon 1am cho ban tur tin hon trong qué trinh néi chuyén.

M&bi bii néi chuyén thudng 6 ba phdn: mé déu, khai trién (phdn ndi dung)
vi két luan. Chudn bi bai néi chuyén cling ¢6 nghia la chuin bi ba phin nay.

- Chudn bi phdn mo ddu

Phin mé diu cia bai néi chuyén ¢6 nhiém vu gidi thi¢u chi dé va thu hit
su chi ¥ cua ngudi nghe. ( day ban cdn luu ¥ rdng, theo quy luat, & nhifng
giay phiit ddu tién bao giG nguoi nghe cling huéng su chi ¥ vio ban, ho mudn
biét ban 14 ai va s néi vé van dé gi. Sau d6, sy chi § thudng gidm xudng. Vi
vay, ban cdn biét tan dung sy tap trung chi ¥ cao & nhitng giay phidt dau tién
d€ din dét ngudi nghe vio bai néi chuyén clia ban (dan nhip). C6 nhiéu cich
din nhap, tuy theo tinh hudng cu thé ma ban c6 thé chon mét trong céc céch
sau day khi m& ddu bai néi chuyén.

+ Dén nhdp truc tiép: Néu thang chii d¢ va muyc dich chia bai ndi chuyén,
céc vdn dé chinh s& duge trinh bay.

Vi du: “Kinh thwa cdc quy vil Hom nay toi xin thay mat té xay dyng d¢ dn
bio cdo véi quy vi d& 4n mé rong sdn xudt, Kinh doanh cua cong ty ching ta.
Bio cio bao gom ba phdn: Thit nhat, sy cdn thi€t phai mé& rong quy mo san
xudt, kinh doanh cha cong ty; Thi hai, ndi dung chi tiét cta dé an; Thit ba,
nhitng khé khin, thuan 1¢i cha vigc thyc hi¢n dé 4n va trién vong ma né dem
lai. Bay gio, toi xin di vao phan thit nhét: su cin thiét phai md& rong quy mo
san xudt, kinh doanh cha cong ty chiing ta”.

Uu diém cha 16i ddn nhap truc tiép 12 don gidn, hiéu qua, ti€t kigm thoi
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gian, ngudi nghe nhanh chéng nam bat duge cht dé va nhiing vén dé chinh cla
bai n6i chuyén. N6 thich hop véi nhitng budi néi chuyén mang tinh cong viéc
nghiém tic va quan tdm d&n ndi dung cha bai néi chuyén.

+ Din nhap bing cich dat cau héi: bang cdch dit ra nhitng cau héi ngay &
phin m& ddu dé lam ngudi phai suy nghi dén chi dé cha bai ndi chuyén.

Vidu: “Thua cdc ban! Sy séng hién dién moi noi trén trai dit ndy, tir nhitng
sinh vat trong long dit dén nhitng lodi chim trén bau trdi, tit nhitng day san ho,
nhitng lodi tdo, loai cd trong long dai duong dén nhiing riing ciy bat ngan véi
nhitng loai dong vat trong d6, ti nhitng cay c¢6i sum xué trong vudn nha ban,
nhiing déng hia tSt tuoi dén nhitng bui cay thap, nhiéu gai nhung ran roi trén
sa mac kho ciin diy cdt. Sy song that 14 tuyét di¢u phai khong cdc ban! Nhung
dd bao gid cac ban ty hoi ring sy s6ng bat ddu tir dau; nd xudt hi¢n nhu the
nio? Vi da bao gio ban ty hoi ring gilta cdc loai sinh vat da dang trén trdi dét
va ching ta, nhitng con ngudi, c¢6 diém gi chung? Phii chang, tat ca cdc loi
sinh vat trén trai dat déu c6 chung nguén goc? Bai ndi chuyén cua t6i hom nay
vé vin dé “ngudn gbc sy song” s& phin nao gilp cdc ban gidi ddp nhiing cau
hoi d6”.

Uu diém clia cdch din nhép nay 12 n6 khong nhing thu hit duge sy chi ¥
clia ngudi nghe ma cdn kich thich ho suy nghi theo mot hudng nhét dinh, tao
thuan loi cho viéc t1€p thu ndi dung ciia bai ndi chuyén.

+ DAn nhap theo 161 ké chuyén: Ngudi néi chuyén tir tir din dua nguoi
nghe dén véi chi dé clia bai néi chuyén béng cdch nhic lai mot sy kién trong
qua khit ¢6 lién quan dén chii dé. Vi du, néi vé su phét tri€n clia cong nghe
thong tin trong thdi dai ngdy nay, moét dién gia mé dau bai ndi chuyén nhu sau:
“ Thua cdc ban! Vao nhitng nam 40 cla thé ky truée, chiéc mdy tinh déu tién
xudt hién & M§. N6 nang 30 tdn, c¢6 18.000 day chan khong hinh 6ng va
70.000 dién trd. Nam 1966, ngudi ta phai ding mot ngdi nha 16n va ton kém
15 trieu USD dé€ lip mot mdy tinh, Con ngay nay, ban chi cén bd ra 10 USD la
d3 c6 mot chip vi xir 1y nhd x{u nhung néng lyc tinh todn khong hé kém nhiing
¢ mdy tinh d6 so trude d6...”

Céch dan nhap nay tuy ¢6 hoi rudm ra tf chit, nhung hdp dan 16i cudn,
khong dot ngdt ma tix tir dua ngudi nghe vao cau chuyén mot cach ty nhién.

+ Dén nhap twong phan: Ngudi néi chuyén bit ddu bang viéc nhan manh
mot mau thudn ndo d6 d€ gay sy chi ¥.

Vi du: “Thua céac ban!
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Chua bao gidy dat nude ta ditng trude co hoi phat trién to 16n nhu hién nay,
nhung ciing chua bao gid dat nude ta ding trude nguy cd tut hau so véi cac
nudc trén the gidi nhar hién nay...”

L6i din nhap nay thudng dugc sir dung trong nhitg tinh huéng c6 nhiéu
thit thach va ngudi néi chuyén mudn kéu goi ngudi nghe huy dong siic manh
cla minh, doan két, nhat tri dé vugt qua thir thach.

+ Din nhap biing céch trich dn 18i néi clia danh nhan.

Mot cau trich din thich hop ¢6 thé 1a mot céch md ddu thi vi.Vi du: Dé
mé& dAu bii néi vé van dé gido duc trong gia dinh cho cic 6ng bS, ba me, ban
c6 thé néi: “Thua cdc quy vi! Phu nhan clia téng thong M Abraham Lincon
tirng néi: “Nudi day mot dita con trai 12 nuoi day mot ngudi linh. Nudi day mot
dita con géi 1 nudi day mot gia dinh”. Loi n6i dé rit ddng duge cdc quy vi suy
ngim trong viéc gido duc con cdi minh...”

Ngoai nhiing cich md ddu néu trén cdn ¢6 €6 thé ¢6 cach md dau khéc.
Tuy theo tinh hudng, dic diém clia ngudi nghe va s§ thich cta ban ma chon
mét cach md dau cho phtt hop. Tuy nhién, du mé ddu theo cdch nao, ban ciing
cin lau ¥ mot s8 diém sau:

+ M3 diu qué dai dé 1am gidm hing thi cia ngudl nghe;

+ Tranh m& diu khong in nhap véi chd dé clia bai néi chuyén;

+ Tranh cich m& ddu thi€u tu tin, bing nhiing 151 bién ho hojc bing 11
Xin 1&i.

- Chudn bi phdn khai trién

Trong phan khai trién, ban phai dua ra duge céc ¥ chinh, phan tich ching
minh dé 1am rd vdn dé ma ban mudn trinh bay, qua dé thé hién dugc ¥ tudng
ctia ban. Khi chudn bi phén nay, ban cén lvu § mot s6 van dé sau day:

+ Cic ¥ phai duge sip xép theo mot trinh tw hop 1y, dam bdo tinh logic cla
bai néi chuyén, nghia 12 cac ¥ phai lién quan chat ch& véi nhau, ¥ trude la tién
dé ctia ¥ sau, khong trung lip. Trong trudng hop nguoc lai, bai néi chuyén cla
ban s roi rac, loanh quanh, ludn qudn, c6 khi sau mot héi dai dién thuyet, ban
lai quay lai ¥ xuét phat. Nghe nhitng bai néi chuyén nhu vay, ngudi nghe rat
d& buc minh. Ngoai ra, ban ciing can chi ¥ khi chuyén tir ¥ ndy sang ¥ khac
phai ¢6 nhitng tir hoac cum tir lien ket thich hop dé dam bdo tinh mach lac cia
bai n6i chuyén va Jam ngudi nghe khong cam thiy dot ngot.

+ DE bai néi chuyén ¢6 sic thuyét phuc, ban khong nén néi chung chung
theo ki€u “ho khiu hiéu”, ma phai dua ra dugc nhimg vi du, nhiing s6 liéu cu
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thé& minh hoa cho mdi ¥, m&i luan 4idém cha minh. Chang han, khi néi rang cdc
cong ly trong nuéc ngay cang quan tam nhidu hon dén quing cdo, ban c6 thé
dua ra nhitng s& liéu nhu: ndm 1992 cdc cong ty trong nuéc méi chi chi khodng
{00 ty déng cho quang cio, nam 1998 chi 500 ty, cdn nam 2001 con 50 dé la
1000 ty. Tuy nhién, ban cling khong nén dua ra qua nhidu vi du vi dé 1am bai
néi chuyén trd nén {an man, véi mdi ¥ ban chi nén dua ra mot vi du dién hinh
nhédt dé minh hoa.

+Tuy theo tinh chat cha buéi néi chuyén, ban c6 thé chuén bi thém nhitng
cau chuyén vui, khoi hai dé lam cho khong khi ctia budi néi chuyén 48 cang
théng va duy tri su chi § cla ngudi nghe. Tuy nhién, sy khoi hai cling phai c6
gidi han. Mot budi néi chuyén véi qud nhiéu ti€ng cudi thi nhiéu khi, sau khi
k&t thic, trong ngudi nghe chi dong 1ai nhitng ti€ng cudi, nhitng cau néi di
dém ciia ban ma thoi.

- Chudn bi phdn két

Theo quy luat cia sy chid y thi & shilg gidy phiit cudi cling cla budi ndi
chuyén, ngudi nghe lai mot lan nita dén moi sy chi ¥ vao ban, ké ca nhitng
ngudi nay gio khong nghe gi ca. Ban cén biét loi dung su chii ¥ nay dé chot
lai trong ngudi nghe nhitng diém then chét clia bai néi chuyén va tuy theo tinh
chit, muc dich ctia budi néi chuyén m3 ban dua ra 13i chiic ming, 151 kéu got
hodc dé ra nhiém vy cho tuong lai... Va tit nhién, ban dimg quén cam on
ngudi nghe vi da chd ¥ nghe ban.

2.2. Tién hanh thuyét trinh

Khi ti€n hanh néi chuyén, ban cdn chi ¥ cdc diém sau:

- Nhu truée day ching ta dd néi, nhiing giay phit dau tién tiép xutc la
nhitng giay phit then chot trong d6 4n tuong vé ban trong nguol nghe dugc
hinh thanh. Dé c6 thé tao dugc dn tugng tot, ban cdn:

+ An mic nghiém tic, lich sy va phi hop véi tinh chit cha budi dién thuyet;

+ Khi di 1én buc dé néi chuyeén, ddng di cla ban phai thé hién duge ban 1a
con ngudi dudng hoang, ty tin; ban khong cdn phai voi vang nhung ciing dliing
cham chap, ung dung, thong thé qud. Néu ban tir ngoai budc vao thi ban can
tiép xic bing mét véi ngudi nghe, mim cudi vdi ho. Néu ngudi nghe nhiét 1iét
v5 tay chio d6n ban thi ban nén dimg lai trong gidy 14t, mim cudi chio ho réi
sau d6 méi bude lén buc;

+ Ding trén buc, ban can ding thiing ngudi voi tu the ty nhién, khong bo
tay vAo tii quén, mat nhin thing xuong ngudi nghe, dnh mit nhe nhang, t6n
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trong va quan tam;

+ Trudc khi bat ddu néi chuyén, ban cin ty gidi thiéu vé minh. Thudng thi
ngudi chd toa s& gidi thiéu ban. Trong trudng hop nay, ban cé thé bd sung
thém mét doi diéu. Tuy theo budi néi chuyén ma ban gidi thiéu chic danh,
cuong vi cia minh. N6i chung, phén gidi thiéu nén ngéin gon, khéng nén rudm
ra, dai dong. '

+ N6i to va 18 rang, dii cho ngudi ngdi xa ban nhét ciing ¢6 thé nghe thdy;

+ Cén thay déi téc do, nhip d6 néi: Khi 1én khi xuéng, khi trdm, khi bdng,
khi nhanh khi cham, khi luét qua khi nhian manh tuy theo ndi dung ma ban
trinh bay;

+ Trong qué trinh trinh bay thudong xuyén dua mit nhin xudng ngudi nghe,
bao qudt tat ca nhitng ngudi ¢6 mit trong phong, ditng dé ai d6 ¢é cam gidc bi
ban “bo roi”;

+ Ngoai 4nh mét, ban cin chi ¥ sir dung ca nhitng phuong tién phi ngdn
ngit khdc nhu nét mit, cir chi, dong tac. Tuy nhién, cin sir dung ching mot
cdch ty nhién va hop ly;

+ Ban c6 thé di lai trong khi néi chuyén, song khong nén r&i khoi tdm nhin
cta mot nhém ngudi nghe nio d6 qua 1au. Ching han, trong khi gidng bai ¢
nhitng gido vién di xudng cudi 1dp va dimg lai & dd trong mét khoang thdi
gian. Trong trudng hop ndy, nhitng hoc sinh ngéi & nhitng day ban dau dé phan
tdn chd ¥ va s€ khé tié€p thu bai gidng hon.

2.3. Két thic thuyét trinh

Ban c4n biét két thiic bai ndi chuyén ding lic. Khi ban di diung t6i cum
tlr “cudi cling 13...” thi ¢6 nghia chi con vai phit nita thoi. Néu sau d6 ban lai
néi “mot diém nita...” thi ngudi nghe s& rat bi te ché. Sau khi tém tat nhing
¥ then chét cia bai néi chuyén va tuy theo tinh chét cia bai néi chuyén ma
dua ra 10i kéu goi, 101 chiic ming,... ban nh§ ding quén cam on thinh gia da
chi ¥ nghe ban.

Trong trudng hop cén thiét, ban nén danh mot it thoi gian dé giai dap
nhitng ¥ kién, nhitng cau hdi clia ngudi nghe.

V. KY NANG POC VA TOM TAT VAN BAN

Poc va tém tit viin ban 1a nhitng phuong thic thu thap théng tin quan trong
& con ngudi. Dac biét trong thoi dai hién nay, theo cdc nha khoa hoc vé thong
tin, it sau 5 - 8 nim, lugng tri thic clia nhéan loai lai tang 1én gap d6i, thi van
dé 1am sao ¢ nim nhanh noi dung co ban clia cdc vin ban cdn thiét va phd
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bién dén nhitng ngudi lién quan trd thinh ddi hoi cdp thiét cla cdc cong ty, t6
chitc. G van phong, doc va tém tdt van ban ciing 12 cong viéc thudng xuyén
clla mot ngudi thu ky, mot nhan vién vdn phong.

1. Ky nang doc

Doc 1a hoat dong nhan thitc ¢é tir [au ddi, né xudt hién tir nhiéu the ky
tritée cong nguyén. Binh thudng trong cude doi cha mi con ngudi, tir 5-7 tudi
tr& di, con ngudi da bt dau hoce doc va biét doc. Va tir 46, doc trd thanh hinh
thitc thu thap thong tin quan trong nhat & nhiéu ngudi.

Doc 12 mot k§ nang. Pé doc ¢6 hiéu qua, chiing ta cdn duge day cédch doc
va khéng ngimg ren luyén dé nang k§ ning thanh k¥ xao. Chinh vi vy ma
xung quanh ta hdu nhur ai ciing biét doc, nhung hiéu qua thi khéng nhu nhau:
cd ngudi doc nhanh nhung cling cé ngudi doc cham, c6 ngudi doc xong mot
vin ban [a ¢6 thé trinh bay lai noi dung clia né nhung cling ¢6 ngudi doc xong
ching nhé gi, hiéu gi. D€ doc ¢6 hiéu qua, ban cdn chd ¥ mot s6 khia canh sau
day cta k¥ ning doc:

1.1. Su linh hdi khi doc

Khi doc mét van ban, ban phai nim bit dugc nhitng thong tin chia dung
trong d6. Trd ngai 16n nhdt cho sy linh hdi 1a khi doc, ban khong dugce tiép xiic
truc tiép véi ngudi viet. Vi vay, diéu c6t y&u khi doc 12 ban phai thuc hién mot
cudc doi thoai trong tudng tugng véi nguoi viét, ntc 1a ban phai tap trung tu
tudng cao do, dat cau hoi, phan tich va tu tim 10i gidi ddp cho nhitng cau hoi
dé. D6 1a doc tich cuc. Nguge véi doc tich cuc 13 doc thu dong, uic 14 doc ma
khong suy nghi, doc chi d€ doc, doc mét cich miy méc, chang han nhu: “Réin
la mot loai bo... sit khong chan™.

C6 hai thi thuat dé doc tich cuc:

+ Thu thuat thit nhat - dit cau héi: Ban ty dat ra nhifng cau hoi truée khi
doc, trong qué trinh doc va sau khi doc. Chéng han nhu: doc van bdn ndy nhim
muc dich gi, vdn dé nay 1A gi, bai vi€t ¢6 gid tri gi, ¢6 thé 4p dung nhiing diéu
doc duge vao cudc sdng va cong viéc ciua ban khong?

Cac cau hoi ban dit ra khong nhitng nhém phan tich, giai thich nhing
thong tin chia dung trong van ban ma con gitip ban ghi nhé chiing.

+ Thi thuat thit hai - diing k¥ thuat ghi nhé, C6 ba thl thuat ghi nhé chu
yé&u khi doc:

1, Xdc dinh b6 cuc cta van ban: Y chinh, ¥ phy, két luan (ban cé thé thuc
hién c4c thao tdc nay & trong ddu é¢ minh hodc véi su trg gidp cta gidn do);
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2, Dung cac k¥ hiéu khdc nhau nhu vong tron, dudng gach hodc dau sao
4¢ phan biét cdc § quan trong khac nhau;

3, Tém luge van ban (xem k§ nang tém 1at van ban).
1.2. Tdc do doc

Céc két qua nghién cu cho thdy, téc d¢ doc trung binh vio khoang 250
tir/1 phuit.

Theo t6¢ d6 doc, cic nha nghién cdu phan ra ba loai doc: doc k¥, doc binh
thudsng va doc luét. C6 ngudi quen doc luét, bt ky van ban nao ho cling doc
ludt 14t nhanh. Nguge lai, cling c6 ngudl theo théi quen cla minh ludn doc
cham, doc k¥, cho dit van ban d6 ¢6 cin thiét cho ho hay khong. Poc nhu vay
s& {t hién qua.

Theo cdc nhi nghién ciu, bi quyét dé doc hiéu qua la chon toc do doc phii
hop vé6i tai liéu. Khong nén doc nhanh bét ¢t tai licu nao va cling dung ban
tam doc k¥ moi thit. V4i tai liéu nay ban cdn doc k¥, nhung véi tai ligu khac
chi cén ludt qua.

Dé quyét dinh c6 nén doc mét tai liéu nao d6 hay khong, hodc doc phén
ndo, vdi téc dé ndo, ban ¢ thé sit dung phuong phip kh#o sat, phéan tich va
doc véi téc do thich hogp - SARAS (survey, analysis and read at appropriate
speed). Khi khao sét, ban chi cin doc phin ddu, phdn cudi va ludt qua b6 cuc.
Diédu nay gitp ban ndm nhanh cfu tric téng quat va nhiing diém chinh cla
vin ban. Tir d6 ma quyét dinh vin ban c¢6 ding doc hay khong va doc véi toc
dd nao.

1.3. Phuong phéap doc nhanh

Ban doc nhanh hay cham? Néu ¢ doc chim thi ban ciing dimg 1ay lam
budn, bdi vi ban ¢6 co hoi d€ sita chira va tr& thanh ngudi doc nhanh, chi s¢
ban khong ¢é dic tinh chiu kho va long Kién tri ma thoi. Theo cdc nha nghién
ctu, diém khdc nhau gifta ngudi doc nhanh va ngudi doc cham khong phai 4
ché mét ngudi doc nhanh chuyén dong nhanh hon, ma 1a & chd, cling mot ldc,
mit ngudi doc nhanh nhin thiy mot s6 chif chi khong phai 12 mét chit nhu
ngudi doc cham. Tir day, céc nha nghién citu dua ra phuong phdp tap doc
nhanh nhu sau:

+ Poc khong phét thanh am (doc camy,

C6 ngudi ¢b théi quen vira doc vira 14m nhim. Théi quen nay can trd viéc
doc nhanh. Né&u ban ¢6 théi quen nay thi truée hét phai bd. Doc bing mét chid
khong phai doc bang miéng.
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+ Mat nhin vao giita trang van ban vi di chuyén tir trén xudng theo phuong
thang ditng;

Nghia ]a ban phai ¢6 géng nhin thdy tt ca céc chiy trong mot dong. Pay
fa mot viéc khé bdi vi né trdi véi théi quen ciia ban. Thudng thi tir nhd, chiing
ta duge day cich doc theo dong, timg chit mot tir trdi sang phai. Kho nhung
khong phai 12 khong thé. Liic méi tap, ban nén chon nhimng bai viét duge chia
thanh cdc cot nho, sau d6, khi di quen thi'ban chuyén sang tap doc véi nhirng
trang viét binh thudng. Ban h&y kién trl, hdy nhé cau danh ngon cia Napoleon:
“Trong tir dién ctia t6i khong c6 tir khong thé”,

+ Chi doc mot 1du cho dii cau d6 phitc tap, khong doc i lai;

Chi sau khi doc xong vin ban va suy nghi nhing diéu di doc mdi dugc
phép doc lai, néu cdn thiét.

+ C6 gang hiéu nhimg diéu doc duoc ngay trong lic doc, vi nhu vay ban
mdi cé thé ghi nhé t6t;

+ Luyén doc thudng xuyén d€ hoan thi¢n k§ nidng doc nhanh.

Tom lai, doc 12 mét k¥ niing quan trong trong giao tiép gian ti€p. N6 giip
chiing ta thu thap dugc nhiéu thong tin cé chiéu sau trong nhicu linh vuc khdc
nhau cia doi séng. M6t ngudi g kién thitc uyén bdc thi phai 12 ngudi doc
nhiéu. La mét ngudsi thu k¢, mét nhan vién van phong trong twong lai, ban cin
phai doc nhiéu, phai nim duge phuong phap doc ¢6 hiéu qué, dic biét la trong
thai dai bing n6 théng tin nhu hién nay.

2. Ky ndng tém tat vin ban

2.1. Tém tat van ban la gi?

Trong hoat dong ctia minh, ngudi thu ky khong nhitng phdi doc, nghién
ctru nhiéu 1ai lidu, nhidu van bin khdc nhau, ma nhiéu khi con phai tém tit
chiing. Viéc t6m tét ndy khong chi dé ghi nhS ma con gidp ngudi 1anh dao;
nhitng bo phan ¢6 lién quan trong 18 chitc nim dugc nhitng thong tin cén thiét
ma khong mit nhiéu thdi gian.

Tém tdt van ban la trink bay lai ngi dung cria vdn bdn, cé loai b nhiing
thong tin khong can thiét theo muc dich da dinh.

Nhu vy, van bin tém tat bao gid ciing ngan hon van ban géc. Trong t6m
tat van ban, viéc lya chon théng tin nio d€ dua vio vin ban tém tit phu thuge
vao muc dich va yéu cdu clia ngudi tém tét. Vi dy: gidm d6c dua cho ban
mot tap tai li¢u va yéu c4u ban doc vi tém lrge lai nhitng van dé ¢6 lien quan
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d€n linh vuc kinh doanh ctia cong ty. Trong truong hop nay chi nhitng thong
tin lién quan dén linh vue hoat dong ctia cong ty ban méi ¢ thé duge ban
lva chon.

2.2. Nhimg yéu cau co ban trong tém tit vin ban

Khi tom tat van ban, ban cdn tuan thi nhitng yéu cdu co ban sau:

- Céin loai bo tat cd nhiing thong tin khong cdn thiét d6i véi muc dich tém tit;

- Dién dat ngin gon, siic tich;

- Phan dnh trung thyc noi dung cta vin ban gdc.

- Dién dat ndi dung clia viin ban géc theo theo cich chia minh, han ché dén
mitc thdp nhét vigce st dung nguyén xi cdc cau, cic doan cha vin ban goc.

Noi chung, vin ban t6m tit dai bao nhiéu 1a phu thudc vao vin ban goc va
vao muc dich tém tdt cia ban. Ciing 6 nhitng trudng hop ca mot van ban dai
duoc tém tdt chi bang mot cau. Vi dy, khi giGi thiéu bo sir thi Ramayana cia
An Do thoi ¢6 dai, tdc gid Cao Huy Dinh viét: “Ramayana chu y&u mé ta cudc
tinh duyén tric tr& vd méi tinh chung thuy ctia hoang tir Rama va nang Xita”,

2.3. Céc bu6e tién hanh tom tit van ban

Ban c6 thé thyc hién viéc tém tit mot van ban theo ba bude sau day:

- Butoe thir nhdt: Xdc dinh s6 doan van cé trong van bdn goc va chit dé clia
maoi doan;

Thong thudng khi két thic mot doan vin, cdc tac gid sit dung d&u cham
va xudng dong, vi vy ban ¢4 thé dé ding xic dinh s& doan vén c6 frong van
ban. Méi doan vin ciing thudng cé mot cau chita dung y chinh ciia doan dé
(201 1a cau chi d€). N6 thudng ding & ddu, cudi hoac gin cudi doan van. Ban
cdn tim dugc cau nay dé€ xdc dinh ding chi dé cha doan van do.

- Bang m¢t hogc mgr vai cdu thich hop tém luee ¥ ctia méi doan;

- Diing cdc tw ngit thich hop lién két cdc cdu lai véi nhau dé ¢é van bdn
16m tdr.

C6 thé minh hoa cdc budc néu trén qua viéc 16m tat bai vidt sau:

Dol voi con ngudi, sau dn thi dén mdc la cdi quan trong. Né ghip cho con
nguai dot phé voi moi trudng, voi edi néng, cdi rét ciia thoi tiét, khi hau. Nhan
ddn ta néi mot cdeh don gidn: “Dugc bung no con lo dm cdt” (tuc ngit). Vi
vay, ciing nhur trong chuyen an, quan niém vé mdc ciia nguoi Viét Nam mr(fc
hét la mot quan niém rdt thiét thuc: “An 1dy chée, mdc Idy bén” (tuc ngit), va

“Com ba badt, 4o ba manh, déi khong xanh, rét khong chét” (tuc ngir).

103



Tw muc dich ban ddu la doéi phé véi moi truomg, mdc ddn dan trd thanh
mét nhu cdu khong thé thiéu duogc trong muc dich trang diém, lam dep cho con
nguoi: “Nguoti dep vi lua, liia 16t vi phdn, chdn 161 vi hai, tai 16t vi hoa” (tuc
ngit). Mdc gifip cho con ngudi khdc phuc nhitng nhuoc diém vé co thé va udi
tdc: “Cau gia khéo b6 thi non, Na dong trang diém lai con hon xia (ca dao).
Thdm chi con hon thé nita:

“Ga gia khéo udp lai to,
Na dong trang diém, gdi o0 mdt chong!”

Khong chi doi phé voi moi truomg va lam dep, mdc con mang mot y nghia
xd hoi rdt to lom: “Quen s¢ da, la sg do” (tuc ngit). N6 cho thdy dia vi xd hoi,
nghé nghiép, qué qudn cita chi nhan. Nguoi ta hon kém nhau nhiéu khi vi né:
“Hon nhau cdi do manh qudn, Thd ra ai ciing béc tran nhi ai” (ca dao); va
ngudi ta khd so nhidu khi ciing vi né: “Cha déi cdi do rdch nay, Mdt ching
mdt ban vi may do oi!”’ (ca dao).

Méi dan toc c6 cdch dn mdc va trang sic riéng, vi vay, cdi mdc dd d
thanh biéu twong cia vdn hod dan téc. Cdch dn mdc, trang sic truyén thong
ciia ngioi Viét Nam khong thé nao tron lan véi cdch dn mdc cida nguoi Trung
Qudc, An Do, Nhat Bdn, Triéu Tién, Thdi Lan, v.v. Moi am muu dong hod sau
khi xdm ldng déu bdt ddu tix viéc dong hod cdch an mdc. Cdc triéu dai phong
kién Trung Quéc dd timg xam lugc Viét Nam — tir nha Hdn cho dén Duong,
Téng, Minh, Thanh — ludn kién tri tim du moi cdch budc ngioi Viét Nam dn
mdc theo kiéu phuong Bdc, song ho ludn thdt bai.

(Tran Ngoc Thém, Tim vé bdn sdc vin hod Viét nam)

C6 thé dé dang nhan thay ring, bai viét trén ¢é 4 doan vin tuong (ng vdi
4 chu dé bo phan sau:

- Mic nhdm itng phé véi méi trudng;

- Miic nhim lam dep;

- Mic ¢é y nghia xa hoi;

- Mic 12 biéu tugng van hod cua dan toc.

Chiing ta c6 thé tém luge ndi dung clia moi doan nhu sau;

- Quan niém mac cha ngudi Viét Nam rat thi€t thuc: mac trude hét phai
dm va bén;

- Mic cdn cé muc dich trang diém, 1am dep.

- Mic ¢6 y nghia x3 hdi to 16n.
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- Cé4ch #n mic truyén thong clha ngudi Viét Nam c¢6 nét riéng, khong thé
bi dong hod.

Tir day ching ta c6 thé tom tit toan bo bai viét trén nhu sau:

Véi ngieoi Viét Nam, mdc tricde hét 1o nham bdo vé con ngudi trude nhitng
tdc dong bat loi ciia moi rwong ne nhién, vi vady, mdc phdi dm va bén, sau dé
mot dén dep. Mdc con phan dnh dia vi xd hoi, nghé nghiép, gbc gdc cua con
nguoi. Ciing nhu bao ddn téc khdc, nguoi Viét Nam cé cdch an mdc truyén
théng riéng cia minh, né la niém tw hao dan toc. Trong lich si, khong it thé
lwe xam lwoe dd tim dv moi cdch budc nguoi Viét Nam tir bo cdch an mdc
truyén théng ciia minh, nhimg chiing da khong thé

VI. KY NANG VIET (k¥ nang tao 1ap mot viin ban)

Viét [a mot trong nhitng k¥ ning giao ti€p co ban nhat. Trong hoat dong
cha ngudi thu k¥, viéc soan thao cdc vin ban nhu bdo cdo, bién ban, t& trinh;
cdc loai thu tlr nhu thu dat hang, thu tra 10 cdc khi€u nai, thu chiic ming va
nhiéu loai van ban khic 1a mdt cong viéc thudng xuyén. Do do, ren luyén k¥
nang viét 1a mot trong nhing bi quyét thanh cong cha ngudi thu ky.

Viét mot bai viét theo mot chu dé nio dé 1a mot viéc khong don gian. NG
1a cd mot qua trinh. C6 thé chia qué trinh nay thanh hai giai doan: giai doan
chudn bi va giai doan viét.

1. Giai doan chuan bj viét

Lam thé€ nao dé dién dat cidc y tudng trong mot van ban la giai doan cudi
cing. D€ c6 thé tao lap mot viin ban nhu ¥, ban can quan tam thich ddng dén
qu4 trinh chudn bi. Noi dung cta giai doan chudn bi bao goém:

1.1. Xac dinh chu dé chung ctia van ban

X4c dinh chii dé chung cla van ban titc 1a ban phai can nhiic xem ban s¢
viét vé cdi gi. Diéu nay rdt quan trong doi véi tinh théng nhat cia van ban, boi
vi tat ca cdc ¥ duge trinh bay trong van ban phai phuc vy cho chi dé chung.
Néi cach khdc, chll dé chung phai dugc thé hién xuyén sudt todn bd vin bén.

Chii dé chung chia vin ban cé thé ¢6 sén, ching han gidm d6c giao cho ban
nhiém vu viét bdo cdo vé€ tinh hinh hoat dong kinh doanh cla cong ty trong sdu
thang ddu nam, nhung ciing ¢4 khi né xudt hién dan din trong qué trinh hoat
dong cla ban, vi du nhu chlt & mot bai bdo...Sau khi xdc dinh vdn d€ can viét,
cong viéc ti€p theo cua ban la thu thap, nghién citu nhitng tai liéu cin thiét.
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1.2. Nghién ctru cac tai liéu can thiét

Ban phai nghién citu cdc tai liéu cdn thiét d€ thu thap thong tin, sé lidu,
M6t vin ban 16t 12 van ban chita dung nhiéu thong tin, s6 liéu, nhiéu vi du cy
thé ¢€ minh hoa cho cdc ¥ cla ban. Hon nita, cdc vi du nay cang ¢é tinh tiéu
biéu thi cang tot.

1.3. Lap dan y cho van ban

Lap dan ¥ cho van bdn 12 mot cong viéc quan trong. Ve phuong dién nay
ngudi ta thudng vi né nhu viéce 1ap ban thiét k€ cho mot cong trinh. Cic ¥ tudng
clia ban ¢6 duoe trinh bay ddy du can d4i, chit ché, mach lac hay khong, diéu
niy phu thuoc nhiéu vao viéc 1ap dan ¥ cna ban.

Lap dan ¢ bao gém cac budc sau:

- Xdac dinh cdac v lom,

Vi du, chd dé chung 13 nan ket xe & Ha Noi thi cic ¢ 16n ¢6 thé 1a:

+ Thuc trang ket xe & Ha Nai;

+ Nguyén nhan gay ket xe;

+ Cic giai phdp khéc phuc.

- Xdc dinh cdc ¥ nhé trong méi ¥ 1on;

Céc ¥ nhd cé nhiém vu cu thé hod, trién khai ¥ 1dn. Vi du, ¥ “Thuc trang
ket xe & Ha Noi” néu trén ¢é thé dugce trién khai bdi cdc ¥ nho sau:

+ Kect xc¢ viio gidy cao diém;

+ Kel xe & cde nit giao thong trong diém;

+ Ket xe trudc cong cdc trudng hoc.

- Sdp xép cac y

Nguyén tic chung cla viéc sip xép ¥ 12 1am sao dé ngudi doc dé tiép thu
nhat va viéc trinh bay dugc tiét kiém nhat, khong tring 1dp y. Ngoai ra ban con
cén luu y hai nguyén tic sau day: .

+ Th( nhat 12 nguyén tic thigt thyc: Khong sa da vio cdc ¥ qué vun vit
hoiic ¢é méi lién hé quéd xa vdi chu dé chung;

+ Thit hai 12 nguyén tic ngang bang, tifc 1a cdc ¥ cung cdp d6 (16n, nhod)
phai c6 méi quan hé ngang bing.

Vi dy, mot sinh vién lap din ¥ cho bai viét v€ chi d€ “Sinh vién vai viéc
hoc ngogi ngit ” nhu sau:

a. TAm quan trong cla viéc hoc ngoai ngit doi véi sinh vién:
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+ Hoc ngoai ngit gidp tim viéc lam;

+ Hoc ngoai ngit giiip tim viéc lam tot;

+ Hoc ngoai nglt gép phin nang cao vin hod;

b. Thue trang hoc ngoai ngit cia sinh vién:

+ Thue trang hoc mén ngoai ngit cta sinh vién & cdc truong dai hoc;

+ Thuc trang hoc ngoai ngit clia sinh vién & céc trung tam ngoai ngif budi 16i.

+ Mot s6 ki€n nghi nhiim nang cao chat lugng hoc ngoai ngit clia sinh vién.

Cé thé thay ngay mot s 161 clia dan y trén nhu sau:

- Thet nhat, & ¥ “Tdm quan trong cfia viéc hoc ngoai ngilt d6i véi sinh vién”,
hai y Hoe ngoai ngit givip tim viéc lam vd Hoc ngoai ngit gitip fim viéc lam 161
tring lap, ¥ sau dd ndm trong ¥ trudc;

- Thit hai, & § Thire trang hoc ngoai ngit ciia sinh vién, § Mot s6 kién nghi
nhdm nang cao chdt lwong hoc ngogi ngit ciia sinh vién khong ciing cép véi
cdc ¥ con lai, ma phai & cdp cao hon.

Do vay, dan ¥ trén nén stra lai nhu sau:

a. TAm quan trong cua viéc hoc ngoai nglt d6i vdi sinh vién:

+ Hoc ngoai nglt givp tim viéc lam;

+ Hoc ngoai ngit gép phin nang cao van hod;

b. Thuc trang hoc ngoai ngir coa sinh vién:

+ Thuc trang hoc mén ngoai ngif cha sinh vién & cdc trudng dai hoc;

+ Thue trang hoc ngoai ngif clia sinh vién & cic trung tam ngoal ngit budi 6.

c. Mot s6 kién nghi nhdm néng cao chét lugng hoc ngoai ngit cia sinh vién.

2. Giai doan viét

M3i van ban thudng cé ba phidn: m& ddu, Khai trién va két luan. Nhu vay,
khi soan thao mot vin ban, ching ta phai viét ba phan nay.

2.1. Viét phdn mé dau

Nhiéu khi ching ta loay hoay mai, nghi ¢0 cich nay cdch khdc m2 vin
khong c6 dugc phin m& dau nhu y. Ngudi xua thudng néi: “Van sy khoi dau
nan” cling la vi vay. Thuc ra, van dé s& trd nén don gidn hon néu chiing ta hiéu
& nhiém vu cla phin m& dau.

Vé co ban, phdn m& ddu ¢6 hai nhiém vu:
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+ Gigi thiéu chit dé chung

Nghia 1a doc phdn nay, ngudi doc phai biét ban viét vé& van dé gi, trong
pham vi nao. O day, néu cé, ban nén cung cdp mot s6 thong tin 1am nén, lam
b6i canh cho chii dé chung.

+ Thu hit sy chi y cua nguoi doc

Dé thu hit su chi ¥ clia ngudi doc, phdn md ddu nén viet ngin gon, 15
rang, ngdn ngit chon loc. Ngoai ra, nhitng thong tin, s6 li¢u cu thé lam nén
ciing 1am tang tinh hap din cla phin m& dau.

Vi du, mot tac gia khi viét vé tdc dung cha gific ngi trua dd md ddu bai
viél ctia minh nhw sau: “ Ta ldu, ngudi ta dd@ nghién citu vé tdc dung cia gidc
ngtt tria doi véi site khoé con nguoi. Mot diéu tra méi day cho thdy, phan lon
nguot dan chau Au lam viéc vao budi trua va phdi c& gdng chéng lai con budn
ngit ap dén” (Huynh Cong Huang, Thé gidi moi, s6 68/1993).

2.2. Viét phan khai trién

Trong phan khai trién, ban 14n Iugt dua ra va phét trién cdc ¥ theo dan ¥ di
lap. Phan khai trién ¢6 thé gém mot hay nhiéu doan van dai ngan khic nhau. Vi
vay, ¢é viét phan khai trién, ban phai nim dugc k¥ ning viét mot doan van.

Poan vin thudng gém mot s6 cau gan két véi nhau trén co s& mot y nhat
dinh va cling phat trién y d6 theo dinh hwéng cha ban.

Chéing han, chiing ta hiy cing xem doan van dudi day:

Trong nhitng ndm gdn day, gid tri va dinh hudng gid iri trd thanh vdn dé
cdp bdch, thu hiit sy quan tdm lém cda xd@ hoi va nhiéu nha khoa hoc. Trén
sdch bdo va cdc phuong tién thong tin dai ching khdc, tai cdc cudc héi thdo
khoa hoc, ngudi ta thuong néi nhiéu vé gido duc gid tri, gid tri truyén thong,
khiing hodng gid tri, dinh hudng gid tri ciia thé hé tré v.v... Khong it cong trinh
khoa hoc trong linh vuc nay dugc tién hanh. Gid tri va dinh huédng gid tri dugc
nghién citu, ban ludn & hdu hét cdc nudc trén thé gidi, ké cd cde nudc phét
trién, cdc miedc dang phdt trién va cdc nwéc chdm phat trién, nhu: My, Phdp,
Hungari, Nhdt, nhiéu nuéc thugc Lién X0 cii, Singapor v.v. (Chu Vin bie,
Ludn vdn thac st tdm Ii hoc, Ha Noi, 2002).

Doan van trén gém bén cau va cing phat trién ¥ “ gid tri va dinh huéng gia
tri 1 vin dé c6 tinh thoi sy, duge nhiéu nha khoa hoc quan tam nghién ciu™.

Tuy nhién, ban ciing cdn luu ¥ ring, c6 doan van chi gom mét cau.
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Nhin chung, doan vin thudng duge dinh vi trong mot khé viét, tic 1a nam
giita hai dau cham xu6ng dong. Céc ciu trong méi doan vin duge phan thanh
ba loai:

- Céu chit dé

Cau chi dé ¢é nhiém vu gidi thiéu chil dé-s& dugc d€ cédp trong doan van.
Day 14 cau quan trong nhét ctia doan vin, né chi ra mot cach vén tar vén dé
duge ban téi v noéi dung chinh cla cd doan vin. N6 quan trong doi véi ca
ngudi viet va ngudi doc. Vi ngudi viét, né gidp xdc dinh céc thong tin cén
hay khong cdn dua vao doan van; véi ngudi doc, né giip ho nam dugc noi
dung chinh clia doan van, hudng phét trién cha no.

Cau chit d& cdn mang tinh khéi quat nhung khong nén qué khdi quat, vi
nhu vay né khong dinh huéng cho ngudi doc vé van dé cu thé s& ban luan. Con
néu cau chi dé qué chi tiét thi s& khé phdt trién ¥.

Cau chd dé thudng ditng & ddu doan vin, nhung né ciing c6 thé dilng & mot
vi trf khdc, ching han, ding & cudi doan vin. Trong vi du néu & phén trén, cau:
“Trong nhitng ndm gdn day, gid tri va dinh huong gid tri tré thanh vdn dé cdp
bdch, thu hit si quan tdm 1on ciia xd@ hoi va nhiéu nha khoa hoc.”1a cau chu
dé, cau ndy diing & ddu doan van. Con trong doan van dudi day, cau duge gach
chan 12 cau chi dé, cau nay lai diing cudi doan vin.

Nhitng ngoi nha cao téng dang duoc hoan thién khdn truong. Nhiing tdm
bién sdc s& trén duong phé qudng cdo cho nhitng sdn phdm ciia cdc cong ty
néi tiéng, Nhimg van phong dai dién dimg chen nhau ¢ cdc dudng pho trung
tam. Nhiing khdch du lich nguoi nudc ngodi ditng ngo ngdc ¢ cdc ngd tu, ngd
ba...Dé la nhitng hinh dnh vé mot Ha Néi ndng dong, tré trung trong thot doi
mdi. Dao Duy Anh - Viét Nam vdn hod sit cuong).

- Céu khai trién

Céc cau khai trién ¢6é nhiém vu thuy&t minh, luan gidi cho cdu chii dé,
thudng 12 bing cach néu nguyén nhén, cho vi dy, dua ra cic con s6 thong ke,
trich dan hoic lién hé véi thyc t&,

Vi dy, trong doan vin trén, trit cau dugc gach chan, nhitng cau cdn lai déu
12 cau khai trién.
- Cdu két

Khong phai doan vin nao ciing ¢6 cau két. Tuy nhién, néu cd, né s€ rat hitu
ich cho ngudi doc, boi vi nd:

109



+ Bdo hiéu su két thiic cua doan vin;

+ Tém luge lai ¥ quan trong nhét clia doan vién;

Chiing ta hiy xem doan van sau:

Kin ddo, bi mdt khéng cé nghia la che gidii sy thdt, che gidu ¥ dinh ciia
minh, khong dé cho ai biét, ma kin ddo, bi mat la khong dé 16 thong tin mot
cdch khong can thiét. Noi cdch khdc, nguci kin ddo la nguoi biét cai gi cdn
néi, cdi gi khéng can ndi, & ddu, khi nao. Do vi tri cia minh, nguoi thu ky la
mét trong nhitng nguoi ndm duoc nhiéu thong tin nhdt. Trong s6 nay nhiéu
thong tin, néu dé 16 ra ngoai, sé gdy thiét hai lém cho don vi. Do dé, ngudi thu
ky phdi la ngudi kin ddo, biét giit bi mdt._Ban la mot thie ky ¢6 ndng lirc nhung
lai hay néi huvén thuvén vé nhitng cdu chuvén nghe duge thi céng viéc ciia ban
d cong ty sé la ngdn han.

Trong doan vin nay, cau duge gach chan 14 cau két.

2.3, Viét phan két

Nhiém vu cia phan két 1a bdo hiéun cho ngudi doc biét su két thic cha vin
ban va goi lén & ngudi doc nhitng suy nghi tiép theo vé chu dé cha vin ban.
Phan két thudng duge viét theo mot trong hai cich sau:

- Tém lwoc lai nhitng van dé chinh duwgc trinh bay trong vdn bdn,

- Dién gidi lai chi dé ciia vin ban.

Phan ké&t cdn ngdn gon, sic tich va gay &n twong d€ ngudi doc khé quén
nhitng néi dung chinh cda van bén.

Cau hoi

1, Néu nhiing 19i ich cfia viéc 13ng nghe. Lam thé nao dé ing nghe co hiéu qua?
2. Céc loai cau hoi va wu diém, nhudc diém clia chung?
3. Mudn thuyé&t phuc c6 hiéu qua, ban c¢an luu ¥ nhitg gi?

4. Thuyét trinh la gi? Néu nhiing didm can Iuu ¥ khi chudn bj néi chuyén va trong qua
trinh tién hanh ndi chuyén.

5. Néu phuong phap doc nhanh.

6.Toém t3t van ban 1a gi? Néu nhing yéu ciu cd ban clia viéc tom it van ban.
7.Tai sao phai lap dan y cho van ban? Nau cac budc khi lap dan y cho van ban.
8. Néu nhiém vu ctlia phan m3 dau va cach viét phadn md dau clia van ban,



9. Néu cac bd phan cau thanh cta doan van va cach viét mot doan van.
10. Seneca ndi: * Im lang 1a mot nghé thuat 18n lao clia cudc dam thoai”. Ban hay gidi
thich cau noi do!

Bai tap tinh huéng

1. Ban hay 1ap dan y cho cac bai viét v6i nhimg ch( d& dudi day.

a. Ngoai ngir trong cdng tac cha ngudi thu ky.

b. Thé thao d&i v8i stc khoé.

c. Nguai thu ky véi viée tiép khach.

d. Tin hoc trong cdng tac cla ngudi thu ky.

2. Thyc hanh k¥ nang ang nghe: ting cap hai ban mot chudn bi va tién hanh tro

&n dua ra dé thuc hanh k¥ nang

chuyén vdi nhau vé& mdt chi dé ty chon hoéc do gido vi
IAng nghe.

3. Thyc hanh ki ning thuyét phuc va ky nang diBn thuydt: mdi ban chudn bi mot bai
néi chuyén trong khoéng thdi gian 5 - 7phat vé& mot van dé tf chon dé trinh bay trudc lép
nham thuyét phuc cac ban trong 16p.

4, Thuyc hanh ky nang doc: giao vién suu tam hosc yéu cdu mdi hoc sinh suu tam mot

bai bao khé hep dé tap doc theo phuang phap doc nhanh.

5. Ban hay dat cho mdi foai cau hoi 5 vi du.

6. Ban hay viét mdt bai viét (khoang 200 chit) véi chd dé * K§ nang giao tiép trong cong
tac thu ky van phong’.

7. Mot nhan vién 1én gdp \&nh dao cla minh g€ trinh bay mot sang kién (hinh 23, 24,
25). Ban hay quan sét canh & cac hinh 23; 24, 25 va nhan xét vé chung (su thay déi vi tri,
khoang cach va nhimg bi€u hién phi ngon nglf khac)!

Hinh 23: Dua to trinh
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Hinh 24: Lanh dao
xem o trinh

Hinh 25: Thuyét
phuc

8. Ban hay:
a. Doc bai viét sau day bing phuodng phap doc nhanh;
b. Xac dinh chl dé chung clia bai viét;
c. Xac dinh s8 doan van va chl dé& clia méi doan.;
d. Tém tét bai viét.
Ban vé phong cach vin hoa &n udng truyén théng

trong gia dinh Viét Nam

Nhén dip tét Nguyén Dan c& truyén,
chiing t6f mudn ndi laf doi didu vé phong
céch van hoé dn udng cda cha 6ng ta. N6
cd nhidu diéu hap Iy va dep dé ma ngay nay
chung ta cén duy Wi va phét huy. Bdi vi,
chinh ¢6 phong cdch 4n ubng vén hod lich
su, 1€ nhi thi sur doan tu cd gia dinh tai bia
com ddc bidt trong nhimg ngay Tét mdi cé y
nghia. Thifc 4n ngon ma khéng khi gia dinh
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faf lanh nhat, cach d6i xia thiu & nhj, bt
lich sir gitta cdc thanh vién thi sircé mat cda
bét cif ai tai bita com dé la mot sur tra tan.
Cha 6ng fa ¢o cdu: "Lo¥ chao cao hon
mam ¢6”. Cdc cu danh gid cao 17 thdm hoi
than tinh, lich su, thé hién su quan tam tinh
cam cda nguoi than, ban bé hon 13 bia dn
thinh soan. Phong cédch vidn hoéd 4n udng
truyén thong doi hoi ki bat déu bira an phai



€6 107 chéo, nghia 12 16 md&i, xin phép réi mai
dn. Cha me mdi dng ba, con cai mdi cha
me, 6ng ba truidc khi cam bat com va doi
dda gap thie dn. Ong ba, cha me, ngudi I6n
cung trd Iof cho phép con chau an.

An com xong, ding lén cling phéi xin
phép, bat dida d& gon gang, khéng phai ol fur
y b6 dimg Ién trong khi moi nguor con dang
&n. Thuong thi khi mét thanh vién dn it xin
phép dimg ién thi moi nguol déu quan tém
hoi han ly do vi sao dn it v. v...06 14 thé hién
s cham soc clia tap thé do7 véi méi cé nhan.,

Céc cy lai 6 cdu: “An tréng ndi, ngdi
trdng hudng”. Vi trf ngdf ctia mdi thanh vién
trong gia dinh cdng dang luu y. Ngudi gia,
tré em nhd thuong duvc quan tam 16 chd
ngor thugn Ioi, thanh nién, nguci 1on san
sang nhuong chd. Cing cd gia dinh, ngudy
chd, ngudi gia trdng, nouoi cha cé vi 7
ngdi uu tién, cd dinh.

Trén mam com Viét Nam, ca com, ca
thire 4n déu dé chung, khdng chia timg
phan riéng cho timg ngudi nhu tip quan
chdu Au nén dn udng phdi cé y 1 “dn
tréng noi”, thay ndi com sdp hét, can danh
cho ngudi khdc, dimg cb dn thém, chi
dong tir chét nhe nhang. Trude day, thudng
ngusl me, ngudi vo ngdi canh ndf com, bist
10 fuong com cén lai it nhiéu ra sao, nén
chtt ddng &n it hay “xung phong” &n chay.
Ddc bidt vdi tré em, can gido duc, nhdc nhd
cdc chau khéng danh Idy cho minh nhiing
moén dn ngon ma phai dé phéan cho cha me,
anh em khac. V& mén dn ngon, cha me
thuong chi déng gdp mdi 6ng ba va chia
cho cdc con.

Ong cha ta ciing hay nhdc rdng “An cé
nhai, néi cé nghi”. An ubng phai lich su;, nhe
nhang, khéng khua dia b&at am i khong
nhai nhom nhoam, phing mom, tron mat:
khong hup canh xi xup. Mdc nude canh vao
bat va khéng dung thia chung Jé hip nude
canh. Bat nudc chédm 1a cua chung cho c3
mam nén phai chdm cé y tz, khéng khudy
dida vao bat nudc cham v.v.

Khi gdp thic dn, chd y dé thifc dn vao
bat, dn cing com, khong dua thing thirc &n
vdo mém, d¥c biét 14 mén rau dai long
nhong lai ngida mdt ra cho vao mém, tréng
tht xéu.

Bit dau dn com khéng chan canh
ngay, vi bat com ddy nudc, nom khéng lich
su, phal dn voi com mdi chan canh. Nguoi
Viét Nam dn com thudng khdng dung khén
fau miéng, nén an chuy y khdng diy bén
chung quanh mém mép, khéng dé vai com
ra ban v.v. Moi ngudi 4n udhg cén gitr gin vé
sinh chung cho sach sé.

Vai nét vdn hod dn udng ndi trén mdi
nghe qua chang ta tudng nhir qud gé bo,
hinh thic chd nghia, khach sdo. Niumg khi
nhing didu 8y dF o thanh nép quen
thigng ngay, mét phong cdch sinh hoat
binh thudng ctia moi ngudy frong bita com
chung thi phong céch do lai tao nén sur dé
chiu, thodi méi, dam bao dn udng sach sé,
trdt b, vui vé, dam &m va biéu hién duoc sur
quan t3m cda mdi cé nhan do6i v&i ngudi
khac trong sinh hoaf chung cia gia dinh...

(L& Thi, Tap chi Tam Ii hoc, s8 1/2003)
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Chuong 6
GIAO TIEP TRUC TIEP

Muc tiédu

Tigp xuc truc ti€p la mot trong nhitg loai hinh giao tidp phd bién nhat trong ddi séng
va hoat ddng cla con ngudi ndi chung va trong cdng tac van phong néi riéng. Chudng
“Giao ti€p truc tiEp” gidi thiéu nhimg nghi thirc, thong 18 cling nhu k§ naing x{r Yy mét s6 tinh
hudng trong tiép xuc tryc tiép. Sau khi hoc xong chudng nay, ban ¢b thé:

- Hiéu dugc y nghia cla céc nghi thife, théng 1é trong giao tiép truc tiép;

- Thue hién ding céc nghi thic, thong lé trong tiép xuc truc tiép;

- XU ly cd hiéu qua cac tinh hudng giao tiép nhu: khen, phé binh, tir chi...

Tém tat ndi dung

- Trong giao tiép va Ung xt, d4c biét 1a trong cac quan hé xa giao, chao hdi, bt tay,
gidi thigu, trao danh thiép khéng chi {4 nhimg nghi thitc mang tinh th( tuc ma ching cdn
cb v nghfa nhat dinh va, khdng hiém khi, ching anh hudng truc tiép dén hiéu qua cla cude
tiép xuc; con khen, phé binh, tir chdi, k& chuyén... la nhimg k¥ nang thiét y&u cho nhiing
ai mudn thdng linh nghé thuét giao tiép.

- Chao hdi vira thé hién mdi quan hé t&t dep gilta ching ta va ngudi khac, vira thé
hién thai dé quan tam va sén sang cla chlng ta trong giao tiép. Trong chao hdi, ching
ta can luu y:

+ Nam chao nii trudc;

+ Ngudi it tudi chao ngudi nhidu tudi;

+ Nhan vién chao thil trudng.

- Bat tay khdng nhitng thé hién tinh than hitu, thai d6 thién chi ma con c6 thé giap thu
hep khoang céch trong giao ti€p. Cho nén, trong tiép xdc tryc tigp, ching ta nén chia tay
ra cho ngudi khac. Trong bt tay, ngudi nit, ngudi cao tudi, ngudi ¢é dia vi cao, chii nhan
la nhimg ngudi chll ddng dua tay ra trude. Ngoai ra, khdng nén bét tay qua 16ng hosic qua
chat, thoi gian bat tay thudng bang thai gian chao hdi, khdng nén giif tay ngudi khac qua
lau va chi bt tay khi gp mat va khi chia tay.

- Gidi thiéu tao diéu kién d€ nhig ngudi chua quen biét giao tiép vdi nhau. Khi giéi
thiéu, chung ta can cha y: gidi thigu ngudi nam, ngudi tré tudi, ngudi co dia vi thap, ngudi
dén sau vdi ngudi nlt, ngudi nhiu tudi han, ngudi co dia vi cao, ngudi dén sau.

- Khen Ia td y tan thudng mét 18i néi, mét viée 1am cla ngudi khac. Loi khen chinh la
sif thita nhan clia ching ta d8i v6i ngudi khac, chinh vi vay ma ai cling thich duge khen.
Tuy nhién, 18 khen chi cé hiéu qué khi 13i khen d6 14 dang, chan thanh.



- Phé binh 1a t6 thai d6 khang déng tinh véi m&t 15i néi, viée 1am, céch (mg xir ctia ngudi
khac. Khong ai thich bi phé binh, vi vay, khi mudn phé binh mét ngusi, chiing ta can phai
can nhic ky. Phé binh phai dung, cb thién chi, I3i I& 6n tén, nhe nhang. Nén gip riéng
Ngudi c6 sai pham, dau tién dé cao mét vai nét tich cyc & ho, sau d6 chi ra sai pham va
cudi cing 13 bay td niém tin ring ho sé khdc phuc, sifa chita va tign bo.

- Trong giao ti€p, khi tif chéi ai vé van dé nao do, ching ta can dua ra 18i gidi thich,
Khéng nén néu nhiéu Iy do, chi cdn mdt ly do xac dang 1a di. Ngoai ra, tuy thudc vao tinh
huéng, c6 thé bay té thai do 1y lam tiéc, hy vong vao mét dip khac trong tuong lai v.v.

L. CHAO HOL BAT TAY, GIGI THIEU, TRAO DANH THIEP
1. Chao héi

Trong giao ti€p, trudc hé&t phai hidu & tinh chat cia md&i quan hé giita
nhitng ngudi giao ti€p véi nhau, tir 46 méi cé thé xung ho diing, tic 12 ty xung
minh va goi ngudi giao tiép vdi minh nhu thé nao. N6i cédch khic, ta c6 duge
cdu chao chudn muc va kém theo 13 hanh vi cur xir ding dan. Dot v6i ngudi
Viét Nam, cau chio thudng kém theo 14 cau hoi thim sic khoé.

Vi du: Chdu chao béc a, bic c6 khoé khéng a?

Hicu duge cdch xung ho ding ciia dan toc minh khong phai [a don gian,
sit dung ding cdch xung hé vi cau hdi tham khi giao ti€p véi ngudi dan toc
khdc lai cang phic tap va t& nhi. Trong giao tiép, viec xung ho, chio, héi tham
thé hién tinh 1& phép hay khong 1€ phép, tinh diing muc hay khéng diing murc,
tinh ¢6 van hod hay thi€u vin hod...clia chiing ta. Trong trudng hop cu thé nao
d6 né con quyét dinh su thanh céng hay thét bai trong giao tiép.

Céch xung hé, chio héi ciing thay déi theo thi gian. Viéc xung ho, chio
héi va hanh vi giao tiép ding, pht hop v6i tap tuc, théi quen, 1a bidu hién thdi
dd ton trong, than mat, gn gili... Néu khong, ¢6 thé gdy ra hi€u nhdm, gay 4c
cém, thi€u thién chi trong giao ti€p. Khi giao ti€p 14n dau, dsi tugng giao tiép
chura hiéu vé nhau thi xung ho, chao hoi duge coi nhu bude diu dé giao tiép,
gilr dling nguyén tic “nhap gia tuy tuc, do giang tuy khiic”.

2. Bt tay

Trong giao ti€p, bit tay 12 mot théi quen cé tir lau, thudng duge sir dung
khi gidi thi¢u, 1am quen, gap mat. Gap ban bé nén chao trude, sau dé méi bat
tay, han huyén than mat. Khi 12 quan h¢ tham thiét réi thi vira bit tay vira chao,
héi tham. Thong thudng thi bit tay nhau cé nguyen tic nhat dinh, chiing ta nén
tuén theo.

- Nhitng ngudi dua tay ra trude thudng 1a: Chi nhan, phu ni, ngudi 16n
tudi, ngudi cé danh vi cao, cap trén...
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Thoi gian bat tay khong qua lau, qud ngin;

Khong bat tay qud chat nhung cling dirng hai hot;

N¢u mang ging tay thi nam gidi phai coi gang;

Khi bt tay can nhin thing vao ngudi ddi thoai va chao hoi;

Khi ¢é déng thoi nhiéu ngudi, khéng dua tay ra cing mot liic.

Bit tay dol tugng giao tiép nhiét tinh, ding lic 1a rdt can thiét, lam tang
tinh cam thén 4ai, mat thiét.

Bit tay ngodi viéc 12 mot nghi
thirc gdp mit con 1a su chic ming,
cam on, biéu thi sy khich 1& 14n nhau.
Khi mot ngudi ¢6 thanh tich, ti€n bd
nao dé, duge ting phdn thudng, huy
chuong, huin chuong... sau 161 chic
mimg, ban cé thé bit tay chia vui,
cam ta, dong vién.

3. Gigi thieu

Mot xu hudéng phd bién trong
giao tiép 1a cdc dai tugng ludn ludn
duge md rong, 1am quen véi mot doi
tugng mdéi do ngudi thi ba gidi Hinh 26: Kiéu bdt tay chudn
thiéu, déi khi ching ta cling phai ty
giGi thiéu. C6 lic minh trd thanh nguodi gidi thi¢u. Khi gidi thiéu mot ai do,
trude hét phai biét 12 hai bén ¢6 mudn lam quen véi nhau khong? Nén phén
biét trudc sau nhu th€ nao? Khi ty gidi thiéu phai quan sit xem déi tugng cd
muén 1am quen v6i minh khong? Sau d6 néi vé minh: tén ho, nghé nghiép, s&
thich chung chung... (N€u c6 thé thi trao danh thi€p cho d6i tugng). Bay to
quan di€m rat vui duge 1am quen véi d6i tugng va goi ¥ d€ ho ty gidi thiéu,
sau d6 tim mot chi dé chung d€ cling trao déi.

Khi ban dugc ngudi thit ba gidi thiéu, hay bay to tinh cam vui mirng khi
duoc gidi thiéu, ¢6 thé néi (R4t han hanh duge 1am quen véi ban”... Chi dong
chao hoi ngudi duge gidi thiéu (bt tay, dua danh thi€p, trd chuyén).

Khi ban 14 ngudi thit ba gidi thiéu mot ngudi véi mot ngudi khac nén chid y:

- Viéc gidi thiéu ciing phan biét trudc sau, trén dudi.
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Vi dy: Gi6i thiéu ngudi nhé tudi, dia vi x4 hoi thap hon, ngudi méi dén,
chu nhan, nam giéi... cho ngudi kia trudc.

- Khi giéi thiéu mot ai d6 nén néi & quan hé cia minh véi ho, tién cho
ngudi mdéi quen hiéu biét va tin nhau.

- Gidi thi¢u nén ndi r&: Ho tén, xuit thén, noi lam viéc, chitc danh, s&
thich...

4. Trao danh thiép

4.1. Vai tro cua danh thiép

Danh thi€p c6 thé diing trong giao ti€p cong vu hay giao ti€p xa giao. Hién
nay ngudi ta két hop ¢ giao tiép cong vu va giao ti€p xa giao trén mot danh
thi€p, thdm chi ngudi ta con ghi lén danh thi€p nhitng théng tin nhu so dé chi
ddn tim nha, nhitng dich vu sin sang ddp itng ¢lta chit nhan.

Trong hoat dong xa hoi ciing nhir kinh doanh, danh thiép déng vai trd
quan trong trong viéc thiet lap cic méi quan h¢ cong vu hay thuong vu hoac
¢d nhan. Tam danh thiép 1a chigc cdu néi vi 13 phuong tién giao tiép, c6 khi
con 13 hinh thitc quang c4o hitu hiéu cho doanh nghtép, c4 nhan.

Danh thi€p vira thé hi¢n phong cich giao ti€p lich su, vira c6 gid tri
ching nhén tv cich cta chi nhan. Mat khéc, danh thi€p con gitip con nguoi
d& val va vi phai ¢6 nhd ho tén, chiic vu, dia chi, co quan, céng tic, s6 dién
thoal ciia nhau. VE sau, néu c¢é nhu cdu trao déi cong téc, trao déi thu tin, dién
thoai... s& thuan tién.

4.2, Trao danh thiép

Thong thudng danh thiép duge trao triee tiép dit d6 12 quan hé chinh thic
hay khong chinh thic. Theo thong ¢ ciia nguoi Phép, khédch 12 ngudi chii dong
trong viéc trao danh thi€p, ngudi chii nhén danh thi€p va dua lai cho khich
danh thi€p ctta minh. G Anh thi lai c6 thong 1@ dic biet, ngudi chu dong trao
danh thi€p lat 1a ngudi cha, khich nhan va trao lai danh thi€p cha minh cho
ngudi chi. C6 nude lai quy wée ngudi chi dong trao danh thi€p 1a ngudi lén
tudi, ngudi cé dia vi xa hoi cao hon...

Khi tiép khdch trong nuéc hay nuéc ngoai, gap mit lan dau tién bat ké
trong truding hop nao déu c6 thé trao danh thi€p sau khi bét tay. Bit tay r6i ty
gidi thiéu 16i la....... va lich si trao danh thiép; khi ddp lai 161 chao clia khéch:
“chao ban, ban la.....” hay lich su nhanh nhau trao danh thi€p clta minh vé nhe
nhang cidi diu. Néu c6 ngudi gidi thiéu: “Day 1a ban toi tén la......... 7, ngudi



duge gidi thieu s& ndéi “rat vui duge biét ong”, khi d6 ban trao danh thiép 1a
thich hgp.

Né&u dén tham tu gia, ma ngudi mé cng khong phai 1a chi nhan ban muén
gap, ban hily hoi chi nhan ¢6 nha hay khong? Ngudi d6 hoi “ong tén 1a gi, 6
viéc gi khong?” khi dé ban trao danh thi€p va trinh bay ngén gon yéu cdu. Néu
ngudi minh cdn gap 13 cdp trén, bé trén thi c6 thé ghi: “xin duge gap” hay “xin
duoc ra mat”.

Né&u dén co quan, ban can gip lanh dao phai dang ky hoic thoa thuan voi
thu k¢, khi d6 ban trao danh thi€p c6 ghi “xin duge gip”. Sau dé danh thi€p
dugc chuyén 16i lanh dao, ban ¢6 thé dugc ti€p. Néu ngudi xin gap khong
muén 1iép, ban khong nén tu dong, gudng Ep xdng vio doi gap.

Khi 12 giao tiép cong vu, lai c6 thu gibi thi¢u. Ban trinh thu trudc, khi gap
mat hay trao danh thiép.

D61 véi nude ta, viee sit dung danh thi€p con mdi mé, chua c6 quy uée cu
thé, chwra c6 thong té. Nhiéu ngudi trao danh thi€p nhu su ban phét cho ngudi
khac, nhiéu ngudi kha hao phéng trong viée trao danh thiép, nhiéu ngudi nhan
danh thi€p khong c6 sy dép lai ching cén gidi thich. Khi chiing ta sir dung
danh thi€p lam phuong tién giao dich nén ¢é dinh hudng d€ 16 thanh thong 1€,
quy udc.

Danh thiép c6 hai loai: danh thi€p chinh thitc va danh thiép khong chinh thic.

- Danh thi€p chinh thic 12 loai danh thiep duge sit dung trong cdc moi
quan hé chinh thic, trong thuong mai, frong cong vu nhim thé hién tinh chat
lich su, trang trong, cin tudn theo quy udc nhat dinh khi st dung nd lam
phuong tién giao ti€p. Noi dung ctia danh thiép nay bao gém: Tén co quan hay
doanh nghiép, ghi trén cling, & gilta, ¢6 thé ¢6 logo bén trai. Ho va tén, ghi chit
to & giira danh thiép. Chic danh ghi chit nhé & dudi ho tén (ghi chitc vu quan
trong nhat). (5 dudi cing gée bén phai, ghi 15 dia chi, dién thoai, fax... clia co
quan hay doanh nghiép. Hinh thic ciia t&m danh thiép nay thong thudng c6
Kich c& 9.3 x 6€M x 0,1€M | bing gidy thom ciing, c6 mau sdng (nhu mau
tring, sita, vang nhat...). Danh thiép in trén mot mat bang ti€ng Viet, trinh bay
bing chir chan phuong.

- Danh thi€p khong chinh thic la loai danh thi¢p dugc sit dung chi yéu
trong trudng hgp cdc moi quan hé khong chinh thitc, mang tinh chit quan hé
c4 nhan, khong nhat thiét phai tuan thil cdc quy wdc cha danh thi€p chinh thitc.
Noi dung bao gém: Ho va tén ghi & giifa. Dia chi, dién thoai di dong, di¢n
thoai, fax, nha riéng. Hinh thic ctia danh thi€p tuong ddi tu do, mau sac tuy ¥,
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phong chit khong nhat thiét phai in chan phuong, khéng nhét thi¢t phai trinh
bay hing ngang. ..

4.3. Mot s6 lua ¥ khi sit dung danh thiép

Danh thiép diing dé giao dich chinh thitc va khong chinh thidc nhu dat moi
quan heé, gt 101 cdm on, chic ming nim méi, chic miing ngay hoi, chiic mitng
quoc khdnh, bay t6 sy hai long, gl 107 chia buén, ddp 1é... va gidy mai, nhan
[0 m&i qua trung gian (vin phong, buu dién, ngudi khic. ). Tuy vio muc dich
ma ngudi ta diing biit chi ghi vio goc trai phia dudi danh thigp csc ky hi¢u néi
len ndi dung. muc dich cia viéc giri danh thi€p. Cdc ky higu viét tit bing rieng
Phip nay da tr& thanh thong Ie quoc té,

- PP (pour présentation): Xin duge gidi thiéu (trong trudng hgp gidi thiéu
minh vdi ai dé).

- PR (pour remercier): Xin cam ta (trong trudng hgp d€ dip 1& ai d6 vdi
minh).

- PF (pour felicitation): Xin chdc muimg ngdy I& (trong trudng hop chiic
ming ai d6 nhan ngay 1),

- PREEN (pour félicitation féte national): Xin chiic mirng ngay quéc khinh.

- PEC (pour félicitation connaissance): Xin bay (0 sy hai long.

PEN.A {pour félicitation Nouve] An): Xin chic mirng nim méi,

- P.C (pour condoléances): Xin chia budn cung véi ai d6. Mt sau tim
danh thiép ghi 15 ho va tén, dia chi hay chifc vy clia ngudi nhan.

- R.S.V.P (répondez s’il vous plait): Xin trd 10i (diing troug Ludng hop
mudn moi ai d6 dur tiée, ghi 1d tén tiée, thoi gian, dia di€m). Trén nguyén tic
cua phép lich sy, nhan duge thi€p moi ndy sau 24 gir phai héi am cho chi
nhan bict 1a ¢6 dén duge hay khong.

D6i voi ngudi Viet Nam, ¢6 thé khong nhét thist phai stt dung nhiing ky
hiéu nay ma thay béang tiéng Viét chuéin, phé théng. D6i v6i khich nudc ngoai
¢6 the sir dung nhitng ky hiéu trén thay cho ti€ng Viét. Danh thi€p cdn lich su,
chinh xdc, khong qud khoe khoang.

Khi dén nha, dé chao trudc khi di cong tic xa, lau ngay, néu khong gip
duoc ngudi cdn gip, hiy dé lai danh thi€p c6 ghi: “Xin tam biét” cho ngudi
nha cda ho.

- Khi chic mimg ai, vé viéc gi ma ban lai 6 qud xa, khong c6 diéu kién dén
gdp true ti€p duge, ban c6 thé giri danh thi€p ghi “Chiic mimg tan gia” hay
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“Chic ming nam md&i” hay “Chdc ming hanh phiic”... Khi chiic mimng ban be
than thiét nén ¢ ging dén gip truc tiép, gap 1y do bat kha khdng mdi giri danh
thi€p chiic mimg.

- Khi dén nha ho#c vin phong, ngudi cdn gap khong c6 nha, hay gii lai
danh thi€p v6i chi ¢ 1a ban d4 timg d€n ma khong gap.

- Sau khi nhén qua cla ngudi khic hay duge ngudi khic dén ti€p chu ddo
trong chuyén di ¢ong tdc ma viét thir cdm on ngai phién phitc, ¢6 thé td 1ong cam
on bang cdch glfi danh thi€p vdi dong chit: “Da vui 1ong nhan™ hay “Cam on”.

- Khi gip ban be, ngudi than dau m hay qua doi, nén dén tan noi thdm
hoi hodc chia budn. Gip trudng hop bt kha khdng, khong dén truc tiép duge
thi ¢6 thé giri danh thi€p c6 ghi: “Thanh thuc chia buén” hay “Vo cling
thuong ti€c”.

4.4. Kiéu danh thiép

Danh thi€p 1a mot hinh thitc 1& nghi ¢6 tir 1au doi va & hiu hét cdc nude
trén thé gigi. Khi xua, ngudi ta khic tén ho minh lén thé tric, manh gé hay
viet muc trén da thi. Ngay nay, danh thi€p duge in trén gidy va rat da dang.
Danh thi€p diing ngdn ngi tit gidn di, sir dung ti¢n 1¢1 va linh hoat, khong phéan
biét gia tré, nam nit, sang hén, cao thdp, ai ciing c¢6 thé in danh thi€p d¢ giao
ti€p xd hoi duge thuan 1oi.

Danh thi€p duge in mét mat bing tiéng Viét phd thong. Trong trudng hop
cidn giao ti€p voi ngudi nude ngoai s¢ in loai khic, ¢é 2 mit Ia tiéng Vigt va
tiéng nudc ngoai.

No6i dung trén danh thi€p phé bi€n gém: tén co quan, ho tén, hoc vi, hoc
ham, chic vu, dia chi va s& dién thoai c¢g quan, dia chi va s6 dién thoai nha
riéng. Trong mot s& trudmg hop trén danh thi€p con in ca nhiing dich vy ma
chli nhan ghi trén danh thi€p cung cap.

1. KHEN, PHE BINH, TU CHOI

1. Khen

D3 14 ngudi, tir tré dén gia déu thich 101 khen. Khen 14 to ¥ tdn thudng mot
hanh dong, viéc lam, 15i néi hay cdi dep nao d6 ciia ngudi khdc. Chiing ta déu
biét ring ban chét cha con ngudi 13 mudn thé hién minh, mudn duge khing
dinh ban than, vi th¢ luén mong mudn moi ngudi xung quanh danh gia cao moi

ru diém, su ¢6 ging va ti€n bo clia minh. Diéu dang ti€c l1a chiing ta thudng
qué ti€t kiém 1oi khen.
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Khen chinh la thita nhan nguoi duge khen. N6 ¢6 tic dung khuyén khich
to 16n trong giao tiép va ¢6 thé cai thien méi quan hé, Viéc van dung 1di khen
1a rit can thi€t d€ tao bau khong khi than mat, hi€u biét va 1on trong 1in nhau.
Khi khen phdi chid §: khen phai ding, cu thé va khong chung chung 14y l¢;
khen phai chan thanh. N&u khong ndm vitng ba lvu ¢ trén, nhiéu ngudi cam
thdy khong thodi méi khi duge khen vi ¢6 thé: khi dige khen sai ngudi ta ¢6
cam gidc la nhirng 101 ninh hét hay i¢i khen dua ra véi muc dich vu lgi. Khi
dugc khen truc ti€p hoi qud, ngudi duge khen thdy ling ning, xau hé, ngai
ngung khi ti€p nhan 16i khen. Khi 1&i khen khong chinh x4c, khen cdi ta khong
cé tao cho ta cam gidc 12 ngudi khen khong hiéu bi€t vé ta, tham chi con ¢
cam gidc d6 1a su nhao bang. Loi khen 12 mot cong cu clia giao tiép, ngudi giao
ti€p cin bi€t st dung cong cu nay thé ndo cho hi¢u qua, khong hi tién nhung
ciing khong lang phi.

2. Phé binh

Phé binh [a t6 thai do che trdch, khong dong tinh véi hanh vi, su viée, thdi
d6 ciia ngudi khdc. Phé binh 12 mét viéc t€ nhi, rit dé cham tu 4i, lJAm ngudi
khdc méch long, nén khi phé binh phai than trong. Tuy nhién, chiing ta lai
thudng hao phéng khi phé binh ngudi khac. Lai phé binh cin chinh xdc, phé
binh hanh vi, su viéc nao d6 chit khong phai phé binh pham chat clia méi c4
nhan. L&i phé binh phai dugc dua ra ding lic, néu d€ qud lau ma ta mdéi phé
binh hay phé binh sau khi ngudi khac phé binh ta thi d6 1a sy tra diia. Bdi phé
binh nhdm gidp d6i tdc stra chira hanh vi, thdi dé cho diing méi 14 cdi dich,
muc tiéu cha nd. Khi phé binh sai, khong trung thyc thi d6 lai 12 viéc bsi nho
ngudi khac chit khong phai 1a phé binh. Khong nén phé binh, gép ¥ cho déi
tdc khi ho dang néng gidn. Phé binh thi nén phé binh trudc mat d6i tugng, cang
it ngudi c6 mat cang tot, tot nhét 13 chi nén c6 hai ngudi. Néu phé binh ving
mat, nguoi ta s€ coi d6 1a hanh vi néi xau nén noi dung phé binh s& khong duge
doi tugng ti€p thu va sira chita. Phé binh véi thai dé chan thanh, 15i 1€ mém
déo dé ngudi nghe dé tiep thu.

3. Tir chai

Khong phai cudc giao ti&p nao ta cling déng ¥ ddp ng yéu cdu clia ngudi
dadi thoai, doi khi cling phat tir ch6i. Nhung tit chéi nhu thé ndo ciing khong
phai dé. Trong nhiéu trudng hop giao ti€p cé nhitng ciu rdt khé néi ra khi
mudn phil dinh hodc tir ch6i mét diéu gi d6. Dé dién dat ¥ khong tan thanh, ta
c6 thé dién dat bang ngdn ngit “im 13ng”, hay c6 thé chd dong 1ai sang mot



vin d¢ khdc chi khong nén tho 16 td vé quyét tam mudn cur tuyét thing thimng.
Trudc nhiing doi hédi v6 1y, khing khang clia d6i tuong giao ti€p, doi khi ta
khong thé bidc bo thing thitng vi nhu thé s& dé cham long ty 4i clia ho va dé
gap nhitng (rd ngai v¢ sau. Trong trudng hop ndy, trudc tien ta cf thita nhén,
sau d6 khéo I€o chi ra sy vo 1y hodc nhitng diéu khong thé thue hién duogc.
Ciing ¢6 thé canh tinh d6i tic bing viec chi ra nhiing diéu bat lgi, su nguy
hiém, n€u d6i tdc cif ti€p tuc hanh dong hay doi hdi. Khi tir chéi, khéng nén
diing ngén ngit gay git, trénh diing tir “khoéng”, nhung ngodn tir phii ¢é site
niang cha su kién quyét.

III. TRO CHUYEN, KE CHUYEN
1. Tro chuyén

Trd chuyén la mét hinh thic giao ti€p phé bi€n, n6 dan xen véi cic hinh
thitc khdc, [a nén cia moj cudc giao ti€p. Hau hét moi ngudsi déu ¢6 nhu cdu
gap g0, ti€p xic, trd chuyén véi ngudi khic. Dién quan trong khi néi chuyén
la thdl d¢ cha doi twgng giao ti€p. Trong cau chuyén ho thudng vui vé, chit
dong tham gia tra 16i can hoi ctia moi ngudi tham du. Nhitng cudc tro chuyén
nhu vay thudng dé dang va vui vé. Nhung ciing ¢6 khi déi tugng giao tiép
khong t6 ra nhiét tinh v6i cau chuyén cla ta. C6 thé ho dang ban tam dén mot
vin dé khdc hay ho 1a ngudi it c&i md, khong wa giao ticp. Trong trudng hop
nhu vy nén ton trong déi tugng giao tiép, khong nai ép ho. Diéu quan trong
fa xdc dinh duge 12 ho thue sy khong muén néi chuyén hay ho e d¢, ngai
ngung, ¢6 y ngd vye, chua hiéu bigt vé nhau. Nhimg nguoi khéng muén trd
chuyén thudng cé thdi do nhu: it cudi, cdi nhin lo ding, diéu bo, tam trang
cang thing, giong néi tho bao, tra 16i cut ngln vi kho khan, chi tra 1 cau hoi
cta ngudi hdi ma khong ¢6 ¥ dinh trd chuyén dé kéo dai cude giao ti¢p. Trong
trudng hop nay ta hdy xem lai thdi d6 ciia minh va cia d6i tdc, néu khoéng cdn
thi€t thi nén chdm dit cudc trd chuyén niy cing sém cang tot.

Biéu hién ciia nhitng ngudi muén trd chuyén nhung con e di thudng co
thdi do: ny cudi va clr chi ling ting, e d&, nhung cau trd 18i néng nhiét, cé
nhitng cau tra 18i va giéi thi¢u vé bén than minh, c¢é thé dat lai cau hoi cho
doi tugng giao ti€p cilia ho. Trong trudng hop nldy, viéc 161 cudn ho vao cudc
trd chuyén 12 tuy thude vao ¥ chi clia ta. Hay 1am cho ho cam thdy thoai mai,
tin tudng hon, ho s& i m& ma trd chuyén. Trong trd chuyén khéng chi nghe
va tra 131 cau hoi ma cdn phdi dit cau hdi, dua ra nhimng thong tin va ¥ kién
¢ta cd nhan minh. Khi ndm bit dugc thong tin vé d6i tuong giao tiép, ta dé
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dang duy tri cudc trd chuyén. Nhirng thong tin trao déi cdn mang tinh tuong
duong véi nhau.

2. K& chuyén

Ké chuyén khong chi 1a giao ti€p ma con duge coi 12 mot nghé thuat cla
giao ti€p. Chiing ta c6 thé gip nhitng ngudi ké chuyén rat hip din. Ho 16i cudn
ngudi nghe vao cau chuyén ctia minh. Mot cau chuyén ké cén chd y: thong tin
phai rd rang, mach lac, sip x€p cau chuyén logic, cdch k€ phai tur nhién, séng
dong. Nguoi ké chuyén trinh biy 1 cdc nhén vat xuat hién trong tinh hudng
nao (thoi gian, khong gian, hoan canh), biét chen vao nhitng 15i binh chinh
xdc, hop 1y, c6 giong k& truyén cém va ph hop vdi din bién ndi dung cau
chuyén. Ngudi ké chuyén biét chon chi dé, thdi diém phit hop v6i d6i tugng,
ndm chic mdéi quan hé giita cdc tinh hudng, thé hién cic doan hoi thoai néu
cén thiét. Ngudi ¢6 kha nang va biét ké chuyén hip din la ngudi ¢6 vu thé 16n
trong giao ti€p, dé ti€p xtc véi ngudi khac, c6 thé 161 cudn, chinh phuc ho bing
nhitng cau chuyén cha minh.

Iv. TIEP KHACH, YEN TIEC

1. Tiép khach

Ngudi ta ¢6 nhiéu tieu chi dé phan loai khédch, cin cif vao vi tri dja 1y ta ¢é
khdch gan, khdch xa (né ¢6 ¥ nghia tuong ddi); theo cdp béc trong cong tdc cé
khdch la cap trén, cap dudi, dong su; theo mitc 36 quen than, ta cé khich than,
khach sag (khiach quen, khich la)...

Khi ¢6 khich dén van phong, ban phéi bay t6 su quan tam chim séc nhu
thé ban dang ti€p khdch & nha vay. C6 nhiéu cdch thé hién su quan tam nay
(chao hoi, théi do, ¢t chi...). Trong qud trinh ti€p khédch, chiing ta cdn hru y:

- Chudn bi sdn dia diém ti€p khdch. Nén chon noi thodng mit, rong rai dé
ti€p khdch, ban gh& phai sach s&, gon ging, ngan nip;

- Khong dé khdch phdi chd 1au. Néu khéng thé tiép khach ngay duge thi
phai xin 16i khdch va mdi khdch doc bdo, uéng tra hay ci phé khi ch dai.

- Khi khich dén vin phong ma mic 4o khode, ¢6 thé gidp khich cdi 4o
khodc va treo lén cay méc 4o, khong vét 4o clia khdch ngang thanh ghe.,

- D¢ sdn gat tan sach s& trong van phong khi khach hiit thude, Néu co quan
ban quy dinh khong hiit thude trong van phong thi ban nhd treo chit “khong
hit thudc” r& rang, d€ tranh lam khach boi roi. O mot s6 thanh phd, tham chi

172



nhiéu quéc gia dd c¢6 van ban luat quy dinh khéng hit thude trong van phong.

- Né&u ban 1a ngudi hiit thude, co quan ban khong cadm hit thudc trong van
phong, trirde khi hiit ban phai nhd xin phép khach. Ngay nay, khi ti€p khach,
t6t nhat 12 khong nén hit thude va diimmg mai khach hiit thudce.

- Khi mdi khach d6 uéng nhu tra, ¢ phé, nudc hoa qua, nudce sudi thi nén
diing cdc, chén bang s hoac thuy tinh va phai lanh va sach. Khong ding tich
gidy, nhua hay c¢dc chén ban va sit mé.

- Hiy danh todn by thdi gian cho khich. Pimg nhan dién thoai hay dé
cudc néi chuyén bi gidn doan (trir khi that can thiét). Khi d€ khach ngdi chy
qud hai phit ban phai xin 16i khich.

- Hay ti€t kiém thoi gian, ban nén ban ngay vao c¢éng viéc sau nhitng nghi
thitc gidi thiéu thong thudng, dirng nhiét tinh ké chuyén riéng hay hoi khdch
qud nhiéu vé d&i tu, trdnh néi chuyén rong dai.

- Khi khach ngdi dd qud lau, dirng ngai két thiic cudc ti€p xic, hiy to ra
khéo 1éo nhung cuong quyét (thong thudng khi hét thong tin thi két thic cude
tiép xiic, khach thudng chi dong két thic cudc giao ti€p).

- Khong nén dé khach tr ¥ ra vé. Ban phai ditng day dé chao tam biét va bt
tay mot cdch chan tinh, than mat, tién khach ra khéi van phong mdi quay vao.

Khidch & xa phai duge ti€p dii mot cdch lich su va chu déo, déac biét vi
ho khéng théng thao thinh phd cha ching ta, ban phdi thé hién dé khich
thay dugc su dén ti€p nong hau. Khi ti€p khach & xa, ngoai viéc tuan thh céc
nguyén tic nhue déi v6i khdch & gan, con nén chii ¥ thém mot s6 diém nira
nhu sau:

- Néu c6 thé dugc ban nén dén khidch & san bay, nha ga, bén xe khi khach
tGi thanh phd.

- Khi khach dén vdn phong phai lich su mdi ho sir dung ban giay va dién
thoai. Khi khdch yéu cdu, ban c6 thé mdi ho slt dung mdy tinh, internet.

- Hiy dua cho khich s& dién thoai nhi riéng vi vin phong cua ban dé
kh4ch lién hé néu cin. Ban hiy thé hién 12 luén sdn sang gitp d& khdch khi ho
cé yéu ciu.

- Nén quan tam hodi xem khdch c6 thich thanh phé nay khong? Budi 16i
ho dinh di dau? Cé cin ngudi hudng din khong?

- Nén moi khdch di xem hét, nha hang ... it nhat mot lan.

- Dén ngay vé cha khach, ban hay t6 ¥ mudn ki€ém tra lai chuyén bay, gio
tau xe gitip khach va dua khdich téi sén bay.
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Khi tiép khich, chiing ta cdn thé hién thdi d6 clia minh bing c4 phuong
tién ngdn ngit va phi ngdn ngi.

Ngon nglt gom 131 néi, chir viét. Loi néi phai phit hgp véi trinh do ngudi
nghe. Nén diing cdch néi t€ nhi. C6 thé sir dung ca cdch néi khdc nhu goi ¥, vi
von, triét 19, hién ngdn, ham ngon, song khong nén diing cdch néi mia mai,
cham choc. ‘

Ngoai ngdén ngir néi, viét, con phai chi ¥ clr chi, dong tdc, hanh dong,
khodng cdch, trang phuc, khung canh tir nhién, khung canh xa hoi cla giao ti€p.

2. Pai khach bing tiéc

Pii khich bang yén tiéc khong phai la viéc lam no byng khdch mdi ma dé
13 sir tran trong, thién tinh, quy mén khidch. Nghi thic an udng 1a mot trong
nhitng nghi thitc ¢6 cdi ré sau xa nhat trong bat k¥ ¥ hoi nao. An udng con
duoc nang tim thanh mof mat ¢lia vin hod, vian hod 4m thyc. Qua phong cdch
in uéng, ngudi ta ¢6 thé danh gid s6 bo mot ngudi ¢d hoc van va ¢b gido duc
hay khong.

- Khin an duge dung ddng kiéu 13 1ay khén #n ra khoi bén, ri nhe dudi
gdm ban va trdi trén 1dOng minh. Khin 4n phal m& ra nira chimg, nép gdp veé
phia long minh. Khi 4n xong, dat khin in da x€p h& bén trdi dia.

- Dao dia khi diing thudng theo nguyén tic: ding tir ngodi vao trong, tlr
trdi qua phai, sau cung 1& phia trén cila dia. Nia thudng dat bén trdi, dao thia
dat bén phai. Khi an xong, dat nia va dao song song nhau, chéo trong long dia,
nia gin 10ng minh, can dao, nia & bén phai. Néu thuc khach thuin tay trii nén
ngdi géc ban trdi.

- Diia dugc dung nhu sau: Cam & khoéng giita diia, chiéc nay chéng lén
chiéc kia. Chi€c dita ndm duéi khong bao gidy chuyén dong, diing ngdn tay trd
diéu khién chi€c ndm trén. Khi ding diia thi bdt phai nhédc khodi mam va ké vao
gin miéng. Khi chuyén thic 4n, binh my, lo tiéu, mudi luén chuyén vé phia
bén phai.

- Khi rét nudce tit binh ¢6 quai, nhéc cd binh va dia vSi nhau, giit dia & dudi
trong khi rét nuéc vao c6¢ clia minh, rét xong chuyén sang bén phai.

- Cédch an b4dnh my ding kiéu 13 dit mié€ng banh my vio dia. Bé banh my
biing tay, x€ ra mAu bdnh nhd vita dii an, phét bo vao miéng banh dé an.

- An siip diing kiéu cdch 1a ding mudng ¢€ xic. Khong duge ciii xudng
bat, khong bao gio bé ca bdt [én hip xi xup. Khi an sip xong, ta dat mudng
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vio bén phai dia 16t bat. Trong trudng hop khong c6 dia 16t bat md&i dit mudng
vio long bat.

- Salat duge don ra truéc mén chinh, thugng duge an truéc mén chinh va
phai an bing nia. Mén salat c6 thé cé xa lich, rau di¢p va hoa qua khdc nita.

- U6ng rugu cin chon y cho phi hop. Ly uéng rucu dd ¢6 chan ngin, cam
ly biing cdc ngén tay. Ly uéng ruou trang thudng 16n hon, ¢ chan cao hon.
Céc loai rugu khdc nhau thi phai ding cdc loai ly khéc nhau. Trong bita tiéc
trang trong thudng cé nhiéu ly cho mot ngudi. ,

- Khi diing ca phé hay tra, khong dugc théi thiic ung con néng, khong
duge mdc bing mudng dé hip. Khi ding dudng trong goi gidy, 14y dudng xong
nén gip gidy dé dudi dia, khong dugc bod vao gat tan thudc.

- Cc mén chinh ludn an bing dao, nia, ké ca mén ga rén hay sudn nudng.
Tritng ludc ¢6 thé dn bing tay nhung nén an bing thia ca phé. Ca nguyén con,
hay dé nguyén dn hét nira trén, gd toan b xuong, dn ti€p nira dudi, khong duge
tat ca.

- Hoa qua ban c6 thé an bing tay, tdo va 1¢ nén bd tu an ting miéng mot.
Néu ban d3 an tdi, sau d6 nén in rau mii tay. Ch cai, ca chua, ci rot duge dn
bing tay. Nho khong ngét ting qué ma phai ngit mot nhdnh nho.

- Khéng duge xia rang tai ban, khong nén hit thude trong khi an. Khi an
c6 géng khong lam vii thic an, d6 uéng ra ban. Ding uéng khi miéng con thic
an. Dimg hd miéng trong khi phai. DPing néi chuyén hay cho thém thitc an vao
miéng khi chua nuét xong. Khong dé thia trong coc khi udng.

- Tiéc cooktail 12 mét phuong cich hitu hi¢u dé gitp cdc nhém ngudi dén
v6i nhau trong bau khong khi thodi mai. Muc dich cua viéc tham du cooktail
1i d& hoa nhap. Thiic an trong tiéc cooktail thudng dugc an bang dia. Khich
du tiéc cooktail phai tim cdch néi chuyén véi that nhiéu nguoi. Tiéc cooktail
1a hinh thifc chiéu dai phd bién trong kinh doanh, nhét 1a trong hoi nghi va
trong cdc cudc hop 16n.

Cau hoi
1. Theo ban, viéc chao hdi trong giao tiép ¢6 y nghia gi?

2. Ngudi xua c6 cAu: “Lai chao cao han mam cd”. Ban hiéu edu nbi nay nhuf thé nao?
Ban cé déng y vdi cau ndi do khong?
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3. Néu y nghia clia viéc bat tay? Ban c6 théi quen bit &, kha fa Khi
it s : : q at tay ban bé, khach khita khi gap

4. Néu y nghia cda viéc gidi thidéu, cac nguyén tic gidi thiéu?

5. L&i khen cé y nghia gi trong giao tiép? Néu nhimg di€m cén luu y khi khen ngudi
khac?

6. Ngudi ta néi riing, ai cling thich duge khen. Ban c6 ddng ¥ vdi ¥ ki€n d6 khéng? Tir
day ban rut ra k&t luan gi cho ban than?

7. Manh Tt néi"Ngudi khen ta d6 1a ban cita ta, ngudi phé binh ta d6 la thay cla ta,
ngudi thay ta sai ma van khen ta 36 1a ké thu cia ta”. Ban hidu cau ndi d6 nhu thé nao, tr
day ban can Iuu ¥ gi khi khen hoac phé binh ngudi khac?

8. Phé binh trong giao tiép c6 ¥ nghiia gi? Néu nhiing diém cdn luu y khi phé binh ngudi
khac?

9. C6 ngudi cho ring phé binh ngudi khong dem lai digu gi t6t dep, vi vay mét trong
nhitng nguyén tic ctia ho trong giao tiép 1a chi khen chif khéng bao gia phé binh. Ban co
ddng y vdi nhimg ngudi ndy khéng? Tai sao?

Bai tap tinh hudng

1. T ra phd va nhin thdy L - mét trong s6 ban hoi con hoc phd théng. T dinh cat tiéng
chao, nhung thay L vin diém nhién, khéng ¢6 biéu hién gi la sdn sang chao lai minh nén
lai thoi. T nght, né khdng chao minh thi thoi, viéc gi minh phai chao né.

Ban c6 nhén xét gi vé img xt cla T trong tinh hudng néu trén? Néu cach ing x{ cla
ban néubanla T

2. H dang di dao phé, nhin thdy mét ngudi quen di nguge chidu, H ti€n lai dinh bt tay
va chao hdi nhung ngudi dé tang 16 nhu khong nhin thay H. H ling ting khong bi€t nén
{ing x{r nhu thé nao, ban hédy cho H mét 16i khuyén!

3, Trén phd, A va B gip C- mét ngudi quen clia A. Ho dimg lai, A trd chuyén v6i C
nhung khdng gidi thiéu B va C v6i nhau. B cam thay khong tu nhién va tham trach A.

N&u 1a B trong tinh hudng trén, ban sé (mg x{f nhu thé ndo?

4. Trong khi gidi thiéu, ngudi gidi thiéu chgt ling ting vi quén tén cia ban, ban can
phai lam gi?

5, Sau day 14 mdt s& (i khen, ban thich 18i khen nao hon, tai sao? Tur day ban rit ra
két luan gi?

Tinh hudng a:

- H&ém nay troéng chi xinh qua, t6i khéng nhan ra chi nita day!

- Chi m#c bo d6 nay trong dugc day!

- Bb dé nay rat hop vdi nudc da tring ca chi, rong chi tré ra nhigu!
- B& dd nay that hop vai voc ngudi ciia chil Chj cat d hiéu nao day?
Tinh huéng b:
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3. Néu y nghia cla viéc bat tay? Ban ¢6 théi quen bt tay ban bé, khach kh(ra khi gép
mat khong?

4. Néu y nghia cita viéc gidi thidu, cac nguyén tic gioi thidu?

5. L&i khen cé y nghia gi trong giao ti€p? Néu nhiing didm can luu y khi khen ngudi
khac?

6. Ngudi ta ndi ring, ai cling thich dugc khen. Ban ¢6 dong y vdi y kién d6 khong? Tu
day ban rat ra két luan gi cho ban than?

7. Manh T{ noéi: "Ngudi khen ta d6 1a ban ctia ta ngudi phe binh ta @6 fa thay cla ta,
ngudi thay ta sai ma van khen ta d6 ia ké thu cla ta”. Ban hiéu cau néi d6 nhit thé nao, tir
day ban can luu ¥ gi khi khen ho#ic phé binh ngudi khac?

8. Phé binh trong giao tiép c6 ¥ nghia gi? Néu nhitng diém can uu ¥ khi phé binh ngudi
khac?

9. C4 ngudi cho rng phé binh ngudi khéng dem lai diéu gi tot dep, vi vay mét trong
nhifng nguyén tic cla ho trong giao tiép 1a chi khen chlt khdng bao gio phé binh. Ban cb
déng ¥ vdi nhitng ngusi nay khong? Tai sao?

Bai tap tinh hudng

1. T ra phé va nhin thdy L - mdt trong s& ban héi con hoc phé théng. T dinh cét tiéng
chao, nhung thay L vAn diém nhién, khang c6 biéu hién gi la sdn sang chao lai minh nén
ai théi. T nght, né khéng chao minh thi thdi, viéc gi minh phai chao né.

Ban ¢6 nhan xét gi vé (mg xi clia T trong tinh hudng néu trén? Néu cach img x{ cda
ban néubanlaT.

2. H dang di dao ph&, nhin thdy mét ngudi quen di nguoc chiéu, H tién lai dinh bt tay
va chao hdi nhing ngudi d6 tang (& nhu khéng nhin thdy H. H ling tung khéng biét nén
itng xt nhu thé nao, ban hay cho H mét 61 khuyén!

3. Trén phd, A va B giip C- mét ngudi quen clia A. Ho dimg lai, A trd chuyén vai C
nhung khéng gidi thiéu B va C véi nhau. B cdm thay khong t nhién va tham trach A.

N&u Ia 8 trong tinh hudng trén, ban s& (ng x{f nhu thé nao?

4. Trong khi gi6i thiéu, ngudi gidi thidu chet ling tang vi quén tén cla ban, ban can
phai lam gi?

5. Sau day 1a mét s6 13i Khen, ban thich Idi khen nao hdn, tai sao? Tir day ban rut ra
k&t luén gi?

Tinh huéng a:

- H&m nay tréng chi xinh qu4, 18i khéng nhan ra chi nita day!

- Chi m#c bd dé nay trong duge day!

- BO d6 nay rat hgp véi nudc da tréng cha chi, trong chi tré ra nhiéu!

- B& d6 nay that hdp véi voc ngudi cha chit Chi cat & hiéu nao day?

Tinh huéng b:
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- Cau gidi quyét cong viéc rat tét, minh rat hai long!

- Cau thuc hién cong viéc do rat sang tao, minh rat thich diéu do!

- Cau that 14 tuyét, minh trr hao vi cé6 mdt dbng nghiép nhu cau!

- Nam nay, minh thay cau gidi quy&t cong viéc con t&t hon ca sép clia ching ta day!

6. Sau day la mdt s& (3i phé binh ¢6 thé trong mot tinh hudng cu thé. Ban hay chon ra
I8i phé binh tt nhét va 1&i phé binh dd nhat va giai thich tai sao?

- Nam nay, tai sao cau lai lam vay, cau dinh pha céng viéc dé clia 16 chang?

- Nam nay, minh biét ta cau rdt quan tdm dén céng viéc cla té va cau lam didu 46

ciing vi td that. Nhung gla nhu ¢au than trong hon mét chit hodic trao ddi trude véi minh thi
chéc chong ta da c6 thé tranh dudc hau qua doé.

7. C la mét nhan vién 13m 10i, thuong dua chuyén cla cong ty ra ban luan ngay ca
nhimng noi cong cong dong ngudi, ching han nhu quan an. La mét déng nghiép cla C, ban
hay gop y dé C sira d&i théi quen khéng tt do.

8. Ban hdy dua ra [di tif chéi trong nhimg tinh hudng sau:
a. Mot nqudi ban madi ban di xem phim vao t6i thir bay;
b. Mot ngudi ban hoi mugn tién cla ban;

¢. Mot khach hang xin tré lai mén hang mdi mua hém qua nhung theo quy dinh chia
cbng ty, hang da mua va dua ra khdi clta hang rdi thi khéng dugc tra lai.
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Chuong 7
THUONG LUONG

Muc tiéu

Thuang lugng, hay dam phan, 1a mdt loai hinh giao tiép phitc tap va cé nhiing dic
trung riéng, thudng dién ra dudi hinh thc tiép xuc tryc tiép, nhung ciing khéng hi€m khi
dudi hinh thirc ti€p xic gian ti€p, chdng han 1a qua dién thoai. Chudang nay trinh bay nhimg
kién thitc can thigt nhét vé thuang lugng va k§ nng tién hanh mét cude thuong lugng. Sau
khi hoc xong chuong nay, ban ¢6 thé:

- Hi€u khai niém, dac diém, ban chat ciia thuong Iuong;

- Biét lap k& hoach va tién hanh cudc thuong Iugng hiéu qua hon.

Tém tat ndi dung

- Thuang lugng la qua trinh cac bén cling trao ddi, ban bac véi nhau d€ dua ra giai
phap chung cho mét van dé nao dé.

- Nhiing dzc diém co ban clia thuong iugng la:

*+ Trong thuang luong, céc bén vita theo dudi Igi ich clia minh, vita phai didu chinh Igi
ich d6 dé xich lai gdn nhau va cudi cliing di d&n v kién chung théng nhat;

+ Thueng lugng la su thong nhat gilta hai mat: hop tac va xung dét. Mat hdp tac cla
thuong lugng bidu hién & chd cac bén tham gia luén c¢6 lgi ich chung va mong muén hop
tac vdi nhau dé dat dugc Igi ich chung. Mt xung dét dugc bidu hién & chd, bén canh Igi
ich chung, méi bén déu ¢ Idi ich riéng va mong muén dat dudc t6i da Igi ich d6;

+ Thuong lugng 13 qua trinh thod mén c6 giéi han Igi ich clia mi bén:

+ Thuong lugng phai dua trén co sd phap Iuat va thong 18;

+ Thuong lugng vifa 1a mét khoa hoc vira 1a mot nghé thuat.

- C6 ba kiéu thuong lugng co ban: thuong Iugng kidu cimg, thuong Iugng kigu mém va
thuong lugng kiéu nguyén tic.

+ Ngudi chon thuong Iugng kiéu cimg dua ra 1ap trudng cing ran va tim moi c4ch budc
bén kia phai khuét phuc. Ho chd trong dén lgi ich clia minh, it chd y dén Igi fch cia d8i tac.
Nhuge diém cia thuang luong kiu cimg 1 tn nhidu thai gian, khé thanh cdng va ngay ca
khi thanh céng thi qua trinh thuc hién cling khé sudn sé vi bén bi thua thiét thudng khéng
ty gidc thure hién thoa thuan. Hon nifa, kiéu thuong Iugng nay thudng lam sit mé méi quan
hé gilta ¢cac bén.

+ Lap trudng clta ngudi thuong Iugng theo kiéu mém 13 coi trong méi quan hé, Igi ich
duge it xudng hang thir yéu. Vi vay ho sn sang nhudng bd dé giit quan hé &t dep.
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Thuong lugng kiéu mém thudng nhanh chéng di dén thoa thuan song lai hay mang dén
nhiéu thua thiét cho chil nhan clia nd, nhét 1a khi g4p d8i tac cimg rin,

+ Trong luong lugng theo ki€u nguyén tac, cac bén tén trong nhau, coi trong Idi ich cla
minh nhumg cting cha y dén Igi ich ¢da phia bén kia. Vi vay, d€ dam bao lgi ich clia méi
bén, ho xac dinh nhitng nguyén tac khach quan lam cg sd cho qua trinh thuong lugng va
luén tén trong ching trong qua trinh trao ddi, ban bac. Pay la kiéu thuong luong ¢6 nhiéu
uu di€m rhat, né khéng nhimg dam bao dugc Igi ich clia mai ban ma con gép phén ting
cudng méi quan hé gilta cac bén.

- Qué trinh thuong lugng bao gém nhiéu giai doan: chudn bi, tiép xGc, tién hanh thuong
lugng va cudi cung la di dén thod thudn va giao két hop ddng.

+ & giai doan chudn bi, ngoai viéc phai nghién ctu vén dé s& durge dua ra trao ddi,
ban bac, ndm ving cac quy dinh cGa phap Juat vé van dé do, m&i bén con can nhic, danh
gid mat manh, m&t y&u clia minh va cla bén ddi tac, tir day ho xac dinh mlc y&u cau,
phuong phap, chién thuat trong thuong lugng. .

+ Trong giai doan tiép xdc, viéc tao khdng khi than méat, g&n giii, hiu biét va tin cay
lan nhau cd y nghia quan trong d8i véi qua trinh ban bac sau d6. Pay ciing 1a giai doan
cac bén chi y tim hidu thai d6 thuc cla nhau va tir day c6 thé cd nhimg diéu chinh nhat
dinh trong chién thuéat thueng lugng.

+ Giai doan cac bén tién hanh trao d8i, ban bac Ia giai doan quan trong nhéat clia qua
trinh thuang lugng. Trong giai doan nay, mbi bén sé& dua ra yéu cdu cha minh, l3ng nghe,
phén tich danh gia yéu cau cla bén ddi tac. O day khang hiém khi xudt hién tinh hudng
mau thudn, xung dét gay gét, de doa thanh cong clia cude thuong Iuong. N&i chung, két
qua clia thuong lugng chi ¢6 thé duge dam bao khi cac bén tham gia thuong Iuong thé hién
thién chi ctia minh, ngha la thuc sy mong muén hgp tac vdi nhau, san sang cing nhau gidi
quyét bat dong dé di dén thoa thuan chung.

- Thoa thuén chung ma cac bén dat duge qua thuang ludng thudng dude thé hién qua
hgp ddng. Hop déng can duge soan thdo chit cha, rd rang, day dil, bdi nd khdng chi ghi
nhan nhitmg thod thuan ma cac bén dat dugc, ma con 1a cd sd dé gidi quyét nhitng van dé
ndy sinh khi thuc hién hgp déng.

1. KHAI NIEM VE THUONG LUGNG
1. Pinh nghia thudng lugng

Thitong lugng la qud trinh cdc bén ciang trao doi, ban bac véi nhau dé dua
ra mét gidi phdp chung thong nhdt cho mot vén dé nao dé.

Trong cudc séng, dii mudn hay khong, ban cling phai tham gia vio nhitng
cudc thuong lugng. Tir nhitng chuyén nhé nhu ban méac c& véi ngudi ban hang
khi di mua sam, hay thoa thuan v6i ngudi yéu nén di dau vao ngay nghi cudi
tudn, cho dé€n nhiing van dé hé trong hon nhu trao ddi véi déi tic vé didu kien
cua hgp dong, hay ca nhimg van dé mang tinh toan cdu nhu cdc nude dam phén
d€ di dén hiép dinh ¢am phd bién vii khi hat nhan - t4t ¢4 déu 1a thuong luong.



Hinh 27: Cdnh mot cuéc thuong luong

L mot ngudi thu ky, mot nhan vién vin phong trong tuong lai, khong
hiém khi ban s& phai thay mat linh dao ti€p xic, trac ddi, gidi quyét nhitng
cong viéc nhit dinh véi cdc ddng nghiép, khdch hang, d6i tdc; khong hi¢m khi
ban phai chudn bi cho cdc cudc thuong luong ciia linh dao va tham gia vao cdc
cudc thuong lugng d6. Do viy, ban phdi c6 nhing ki€n thic nhat dinh vé
thuong luong, phai ndm duge nhimg ky nang co ban d€ ddm bio cho cudc
thuong lugng thanh céng.

2. Nguyén nhan cta thuong lugng

Vay tai sao con ngudi phai thuong lugng véi nhau? Tai sao cdc bén lai phai
ngdi lai v6i nhau, trao ddi, ban bac d€ dua ra ¥ kién chung thong nhdt? Chac
ban sé tra 151 ngay ring, d6 1a do cdc bén ciing mong mudn gidi quyét mét vén
dé nio d6. Cau tra 1oi nhu vay chua cho thdy ban chat cla thuong lugng.
Nguyén nhan sau xa ciia thuong lugng 13 cdc bén vira 6 lgi ich chung théng
nhét, vira ¢6 loi ich riéng mau thuidn nhau. Thi€u mot trong hai yéu té nay
thuong lugng s& khong dién ra.

Vi du, tai sao ban vi ngudi ban hang mic ¢a véi nhau vé gid mén hang?
D6 truée hét 12 vi ci ban va ngudi ban déu mong muén hanh dong mua ban
dién ra, ngudi ban cin ban dugc hang dé thu 1¢i nhuan, con ban thi can mén
hang dé phuc vu sinh hoat clia minh. Nhung néu chi ¢6 vay thi ban chi can
chon mén hang, héi gid, tra tién réi cdm hang vé, tic 1a khong phdi mac ca
(khong <6 thuong lugng). O day, gilta ban va ngudi ban con ¢b diém mau
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thudn: ngudt ban mudn thu duge loi nhuan t6i da (bén dugc gia cao nhit), cdn
ban thi lai muén chi it tién nhat cho mén hang minh cdn. Chinh vi vay ma ban
phai méc ca véi ngudi bén (thuong luong) dé dua ra mic gid ma cd hai ¢c6 thé
chap nhan.

3. Phan loai thuong lugng

C6 nhi€u cdch phan loai thuong lhrong.

- Cdn cit theo s6" lugng chii thé tham gia, ching ta c6 cic loai thuong
lugng sau:

+ Thuong lugng song phuong Ia qué trinh trao d6i, ban bac giita hai bén.
Vidu: Ban mic ca véi ngudi ban hang, phéi doan Viét Nam dam phan vai phai
doan Trung Quéc vé dudng bién gidi trén bo.

+ Thuong lugng da phuong 13 qué trinh thuong lugng cé tir ba bén tham
gia tr¢ 1én. Vi du: Dai dién cha ba cong ty ngdi lai v6i nhau dé thoa thuan vé
vigc sdp nhap ba cong ty lai 1am mot.

- Can ci theo pham vi chii thé, ngudi ta phan thuong luong thanh:

+ Thuong lugng noi b¢ 14 sir trao déi ban bac giita nhitng b phan trong
cing mot co quan. Vi du: Bo phan san xuft thuong lugng véi bo phan tidu thu
san pham.

+ Thuong lugng vdéi d6i tic bén ngoai. Vi du: Ngudi thu ky thay mit ldnh
dao trao d6i véi khich hang vé nhiing diéu kién giai quyét tranh chdp.

- Cdn cit theo miic d¢ phiic tap ciia vén dé thi cé thuong lugng don gian
va thuong lugng phute tap. Sy phan loai néi trén chi 12 twong déi.

IL. PAC PIEM VA VAN DE DANH GIA THUONG LUGNG

1. Bic diém ciia thuong lugng

D¢ hidu 15 ban chét chia thuong luong, ban cdn nim vitng nhitng dac diém
co ban sau day:

- Thit nhdt, trong thuong lugng cic bén vira theo dudi 1gi ich ciia minh, vira
phéi diéu chinh 1gi ich d6 dé xich lai gAn nhau dé di dén sy nhat 1.

N6i cdch khdc, thuong Irgng 12 qud trinh dura ra yéu céu, nhugng bo va di
dén thoa thuan. N&u nhu trong thuong lugng, méi bén cit khing khang gift yéu
cdu cia minh, khéng chiu nhwong bo thi thuong lugng s€ that bai. Chang han,
ban tré gid cho bo qudn 4o 1a 120 ngin dong nhung ngudi ban ddi 200 ngan,
ban khong chiu trd thém, ngudi ban hang khong Idi thi viéc mua bén khong
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thé dién ra. Cho nén, trong thuong luong, khi dura ra yéu cdu, ban nén dir tinh
miic yéu cau dé€ con c6 thé nhugng bo.

- Thit hai, trong méi cu¢c thuong lugng luén c6 hai mat: hop tic va xung
dot, néi cach khdc, thuong luong 12 su thong nhat gifta “hop tdc” va “xung dot™.

Nhu trén da néi, trong thwong luong, cdc hen ¢ lgi ich chung, mong mudn
ciing nhau dat 1gi ich chung, dé [a khia canh hop tic trong thuong luong.
Nhung trong thuong luong, cdc bén con cé 1gi ich riéng mAu thuin nhau, méi
bén déu mong musn dat duoc t6i da loi ich riéng clia minh, dé 14 khia canh
xung dot trong thuong tugng.

Hiéu r& thuong luong 13 sy théng nhét giita hop tdc va xung dot 1a rat quan
trong trong vige dua ra sdch luge cho cude thuong lugng. Néu ban nhan manh
hop tdc va coi nhe xung dot, tic 13 ban coi trong quan h¢ hitu héo, sg gay nén
xung dot thi ban dé bj thua thiét. Nguge lai, n€u ban nhan manh xung dot, coi
thuong lwong nhu mét cude chign mot mat mét con, tim moi cdch de bep bén
kia thi thuong luong khé thanh cong.

- Thit ba, thuong lugng 1a su thod man c6 gidi han loi ich clia méi bén.

Trong thuong luong, ai ciing huéng dén viée bio v¢ loi ich cha minh va c§
ging dat duge nhiéu diéu khoan ¢6 loi trong pham vi ¢6 thé. Tuy nhién, mudn
thuong lugng thanh céng, bat ky mét nha thuong lugng nao, du dé 1a nha luong
lugng gidi nhat, cling phai thod mén mdt phén loi ich clia phia bén kia, & mite
ma ho ¢6 thé chap nhan duoge, Trong truong hop nguoc lai, ho s& rit lui khoéi
thuong lugng. Cho nén, mot van dé rat quan trong trong thuong lugng 13 ban
phdi hi€u bén thuong lugng véi minh, x4c dinh duge mic lgi ich ma ho ¢4 thé
chip nhan.

Nhir vay, thuong lugng 1a moét sy hop tdc doi bén cung c6 loi.

- Thit ne, thuong lugng phai dua trén co sd phdp ludt, 18y phdp luat 1am
chudn.

Trong trudng hop thwong lrong thanh cong, cdc bén di dén thod thuan va
cong vigce tiép theo 1a trién khai thuc hi¢n thod thuan dé. Trong qud trinh nay
khong hi€m khi xdy ra tranh chap, va co s& dé gidi quyét cdc tranh chdp dé la
cac quy dinh cta phédp luat, cic thong 1¢. Vi vay, nha thuong lugng phai la
ngudi am hiéu phéap luat, am hiéu cc thong I¢ lién quan dén vén dé dugce thoi
thudn. Trong trudng hgp ngugc lai, ho dé bi thiét hai khi phia bén kia khong
thyc hién hoic thuc hién khong nghiém tic nhitng diéu khoan di thoa thudn.

- Thit ndm, thuong lugng vira 1a mét khoa hoc vira 12 mot nghé thuat.
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Thuong lugng 1a mot kKhoa hoc cho nén mudn trd thinh mot nha thuong
lrong gidi, trude hét ban phai ndm dirge ban chét, cdc nguyén tac clia thuong
lugng, phai ndm ving van dé can trao déi, ban bac. Tuy nhién, thuong lwong
con la mot nghé thuat, kién thitc sdu rong chua dd dam bao cho sy thanh cong
cfia cudc thuong lugng. Ngoai ki€n thife, sy am hiéu vin d&, ban con phai linh
hoi duge nghé thuat thuong lwgng, titc 1a phai linh hoat, nhanh nhay, khéo 1éo,
nhay cam, tinh t€, cuong nhu hop 1y, bigt thuyét phuc ngudi khac. Chinh vi
vay, khong phai ai ciing ¢6 thé trd thanh nha thuong lugng gidi. C6 nhitng van
dé don gidn nhung do su thigu khéo 160 chia ban ma xung dot thém trAm trong.
Ngugc lai, ¢é van dé phitc tap nhung ¢6 ngudi do tai néi nang va sy khéo léo
cha minh lai dat duge su thod thudn mot cich nhanh chéng.

Tém lai, thuong luong 1a mot qua trinh phitc tap. N6 ddi hédi khong chi
kién thitc, sy am hiéu vén dé ma ca sy khéo 1éo, linh hoat, 6c quan sit, tai an
néi clia ching ta.

2. Banh gia cudc thuong ludng

D& ddnh gid mot cudc thuong lugng la thinh cong hay that bai, chiing ta
phai can cif vio nhiing tiéu chi duéi day:

_Tiéu chi thuc hién muc tiéu: Tic 12 muc tiéu dé ra c6 dat dugc hay khong,
dat dugc ¢ mirc do ndo. Di nhién, mot cudc thuong luong khong thanh cOng
n&u muc tiéu dé ra khong dat dugc;

- Tiéu chi gid thanh: Gid thanh clia cudc thuong lugng phai hop 1y. Gid
thanh cha thuong lrgng bao gom:

+ Mitc dé nhudng b0 dé c6 thod thuén;

+ Céc hao t8n vé nhan lyc, vat lyc, tri Juc, thoi gian;

+ Chi phi co hoi: Khi ching ta lo dam phén v6i mot doi tdc ndy thi ching
ta ¢6 thé bd qua co hoi dam phén v4i nhing d6i tac khac. Chinh vi vay, khi ¢6
hidu d6i tic muon thuong thuyét véi chiing ta, ching ta cdn phai tim hiéu dé
lya chon duge doi tac t5t nhat, phi hgp nhat.

- Tiéu chi quan hé: Thc 12 cude thuong lugng ¢ tic dung tang cudng, phat
{rién m&i quan hé gilta cdc ben hay khong. Trén thuc t&, khong hi€m khi sau
khi thoa thu4n va thyc hién thoa thuan thi m&i quan hé giita cdc bén ciing bi
suy gidm, tham chi d6 vd. Nhitng cuoc thuong lugng nhu vay khé c6 thé néi
12 thanh coOng.



II. CAC KIEU THUONG LUGNG

Can cit vao thdi d6, muc dich va phuong phdp dat muc dich clia ngudi tién
hanh thuong leong, c6 thé chia thuong lugng ra thanh ba kiéu: thuong luong
kiéu mém, thuong lugng kiéu ciing va thuong lwong dia trén nhitng nguyén tic
khich quan.

1. Thuong lugng kiéu mém

Thuong lugng ki€u mém c6 cdc dic diém co ban sau:

- Thai d¢: Xem ngudi thuong lugng vGi minh (d6i tdc) nhu 13 ban bg,
nguoi nha;

- Myc dich: Muc dich cao nhdt 1a giit gin, phét trién m&i quan hé t6t dep
v61 d6i tdc chi khong phai 14 107 ich kinh té&:

- Plutong phap: San sang nhugng bo dé dat thod thuan.

Thuong lugng kiéu mém cé vu diém 1a dé dat duoc thod thuan, téc do dam
phin nhanh va duy tri dugc m6i quan hé¢ than thién. Tuy nhién, trong cudc
sdng ciing nhu trong kinh doanh, néu ban chon thuong lugng kiéu mém thi ban
dé phai chiu nhi¢u thua thiét, nhat 12 khi d6i tdc clia ban ¢6 lap trudng ciing
ran. Trén thue €, cdc nha thuong thuyét it khi chon thuong luong kidu mém.
Thudng thi thuong lugng ki€u mém duge 4p dung trong nhiing truong hop ma
cdc bén ¢6 moi quan hé dac biét tt, hoan toan tin cay 14n nhau, hoac trong
quan hé gia dinh, dong ho.

2. Thudng lugng kidu cing

Nguge v6i thuong luong ki€u mém, ngudi chon thwong lugng kidu cing
chi truong dua ra nhitng di€u khoan ciing rdn va tim cach budc bén déi tic
phai chdp nhan chdng.

Thuong lugng kiéu citng ¢é nhitng dic diém co bin sau:

- Thai dg: Xem d6i tac nhu dich thi can phai d@ bep;

- Muc dich: Danh phén thing bing meoi gid;

- Phuong phdap. Uy hiép ddi tdc, budc d6i tdc phai chdp nhan nhitng diéu
khodn bit Ioi,

Thuong lugng ki€u cing cé nhiéu nhuge diém:

- Thit nhdt, thuong lugng theo kiéu ciing dura ngudi dam phén vao thé cing
nhic, thi€u linh hoat.

Chon thuong lugng theo kiéu cing nghia 13 ban dua ra lap trudng cting rén,
tim moi cdch dé bao vé né, chimg minh né 12 ding, do d6 ban khong d& gi diéu
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chinh yéu cdu ciia minh, béi diéu d6 dé 1am mat the di¢n cta ban. Ciing chinh

vi vay ban ¢ thé bd qua nhitng dé xuat hop 1y cha d6i tdc khi chiing chua ddp

ting hoan ton yéu cdu cla ban. Ban hdy xem hai cuoc mac c4 gid dudi day:
Tai mot qudy hang ban quan 4o, mot ngudi dan ong dang xem mot chiéc

-

40 so mi. Ong ta ¢6 vé rét thich chigc 4o da.

- Chiéc do nay gid bao nhiéu hé c67

- Hai trdm ngan béc q.

- Nhiéu thé' co a! Bao nhiéu thi c6 ban?

- Diing gid ddy bdc a, é day ching chiu khong néi théch dau.

Nguoi dan éng (sau mét vai gidy ludng Iy):

- Mot tram nam muoi ngan cé cé bdn khong?

- Bdc c6 rd kém mot déng chdu ciing khong ban, ddy 1a gié chudn cia
Cong ty réi.

- Théi vy, chao cé!

Nguoi dan éng di ra va buse vao mot qudy khdc cdch ddy vai tram mét. G
day ong lai tim thdy mdu do tong 1y

- Chiéc do nay cé bdn bao nhiéu? — Ngwoi dan éng lai lén tiéng héi,

- Mt trdm tdm muoi ngan dong béc a.

- Mot trdm ndm mucoi ngan 6 c6 ban khong?

- Chau khong néi thach nhiéu thé déu béc a, néu bdc mua thi chéu dé cho
bdc mét tram bdy muci ngan.

- Thoi thé nay co nhé, 16i trd co 160.000d, coi nhu chiing ta cua doi phdn
chénh léch,

- Bdc thdt la khéo mdc cd | Chdu me hang cho bdc dé Idy may vay.

Va nguedi dan ong ra vé véi chiée Go sau khi dd trd cho chii hang 160.0004d.

Trong vi du trén, ban c6 thé thdy ring chi qudy hang thit nhat giir lap
truong cing ran, khong linh hoat didu chinh mitc 8id cho phl hop, mic di
ngudi dan 6ng da dua ra mot dé nghi tuong d6i hop Iy (néu lay thoa thuan
trong cuge thyong lugng sau Iam chudn), nén di b3 15 mét co hoi kiém 1o
Nhu viy, lap trudng cing rdn c6 thé 1am cho ching ta thi€u sing sudt trong
qué trinh thuong lugng.

- Thit hai, thuong hugng theo kiéu ciing thudmg kéo dai, t6n nhiéu thoi gian
va cong sifc.
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Trong thuong lugng kiéu cling, ban dua ra nhiing yéu c4u cé lgi nht cho
ban va tim moi cach bao vé nd, bdm chat 14y nd, it chd ¥ d€n lgi ich clha d6i
tic. Trong qud trinh thuong lugng, ban nhugng b timg chiit mot va néu dsi
tdc ciing lam nhu vay thi cudce thuong lugng s& kéo dai, 1am hao tdn sic lyc
ma khé di d€n mét thoa thuan nao.

- Thit ba, thuong lugng theo kiéu cing 1am ton hai méi quan hé giita hai
bén, tham chi 1am d6 v& méi quan hé.

Khi thuong lugng theo ki€u citng, ban chi ¢& 1am sao ép d6i tdc chdp nhan
nhiing di€u khoén c6 lgi nhat cho ban, khéng dém xia dén lgi ich cta déi téic.
Piéu nay ludn lam d6i tdc bat binh, trong con mét cha ho, ban 13 mot d6i tac
“xdu”, tham lam, {ch ky, va néu ho cé chép nhan diéu kién cta ban thi ciing
do tinh thé&, sau khi thodt khoi tinh the dé ho s€ san sing quén ngay ban, Ngay
ca trong gia dinh, khong it trudng hop thuong luong kiéu citng lam cho vo xa
chéng, con xa bd, anh em chia lia.

- Thir ue, thuong lugng theo kiéu citng thudng dua dén nhitng khé khan
khi thuc hién thoa thuan.

Trong thuong lugng theo kiéu cing, do thod thuan dat duge chi vi loi ich
cua mot phia, cho nén, cho du nhitng yéu céu cua ban dugc bén ddi tac chap
nhan thi ho vin ludn ¢é cam gidc bat binh vi bi chén ép, bi thua thiét va ho tim
cdch phan khdng khi thue hién thoa thuan: day dua kéo dai viéc thuc hién, thuc
hi¢n qua loa va cham dift ngay thoa thuén véi ban khi ¢6 thé.

T6m lai, thuong luong Kiéu cing 12 thuong lugong dira trén sific manh, trén
vu thé clia mot bén dé 4p dit ¥ chi chli quan clia minh d6i véi bén khic. N6 vi
pham nghiém trong nguyén tic doi bén cling 6 1gi trong kinh doanh va khong
phi hop véi mot xd hoi dan cha, van minh. -

3. Thuong ludng dya trén nhimg nguyén tic khach quan
Kiéu thuong lugng dua trén nhitng nguyén tac khdch quan do Trung 1am

nghién cdu v€ thwong lugng thudc Dai hoc Harvard dua ra, cho nén c¢dn goi la
thwong lugng Harvard. Kiéu thuong lugng nay ¢6 nhitng dic diém co ban sau:
- Thir nhdt, vé théi 49, cdc bén xem nhau nhu l1a cong su, ciing hop tdc dé
gidl quyét van de.
D¢ 1am duge diéu nay, cdc nhi nghién citu chil truong tdch con ngudi ra
khoi van dé, nghia 1a khong d€ nhitng dinh kién, nhiing tinh cdm nay sinh
trong qud trinh thuong luvong 1dm méo mé hinh anh vé€ nhau, tir dé nhin nhan
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vin dé ciing sai léch. Cdc bén cdn phai gat bd nhitng yéu t6 dé, sat canh cuing
nhau tdn c6ng van dé chir khéng phéi tdn cong nhau.

- Thit hai, vé& muc dich, muc dich cha cdc bén 12 tim ki€m lgi ich chung,
tirc 12 giai quyét vin dé theo cdch d6i bén ciing c6 lgi.

- Thir ba, vé& phuong phédp, cdc bén théng nhdt dua ra nhitng tiéu chuin
khach quan va thod thuin dua trén nhitng tiéu chuin nay.

Trong nhitng cudc thuong luong khong cin sitc, bén déi tic ¢6 thé tim
cdch ép ban thuc hién nhitng thoa thuan c¢6 1gi cho ho, nghia 13 theo ¥ mudn
cht quan clia ho. Bing cich doi hoi dua ra nhitng tiéu chuin khich quan, ban
¢é thé chong tra lai stic ép d6 dé dat duge thod thuin doi bén cling cé lgi.
Chéng han, ban trao déi véi mot ong chl vé gid ca cha mot cong trinh xay
dung. Sau khi dua ra nhiing yéu cdu vé mat k¥ thudt, ong ta dp dat luén ci gii
cong trinh cho ban. La mot nha x4y dung chuyén nghiép, ban biét rang véi s¢
tién d6 khong the xay dung mét coéng trinh vdi nhitng doi hoi vé k¥ thuat nhu
vay ma khong bi 16. Trong trudng hgp nay, ban cin dua ra nguyén tic tinh gid
thanh cha cong trinh, dé 1a: gid thanh = tién nguyén vat liéu + cdc chi phi
khéic + tién cong.

Ngoai ra, trong thuong lugng Harvard, dua trén nhitng tiéu chudn khdch
quan, m&i bén con dua ra nhitng phwong 4n gidi quyét van dé khédc nhau dé lua
chon, thay thé, dam bdo thoa thuin dat duge la t6i vu nhat.

IV. QUA TRINH THUOGNG LUONG

Qu4 trinh thuong luong ¢é thé duge chia thinh ba giai doan: chudn bi, tiép
Xlc va tién hanh thuong lugng.

1. Giai doan chuin bj

Thuong lugng 12 mot hoat dong phic tap. Dé c6 thé thanh cong, ban cin
c6 sut chuén bi k§ tru6c mdi cude thuong luong. Cong viéc chudn bi bao gom:
Danh gid ban than, ddnh gi d6i tac, t6 chitc nhém thuong lugng, xdc dinh muc
tiéu, k& hoach va chién thuat thuong lugng, thuong lugng thir.

1.1. Panh gia ban than

Ngudsi xira néi ring, biét ngudi biét ta trim tran trim thang. Cho nén, viéc
can 1am dau tién 12 ban phai nhéan thic ding ban than minh, hoan canh, nhiing
diém manh diém yé€u cta ban than. Két qua ctia viéc ddnh gid ban théan la ban
phai tra 1o duge nhitng caun hodi co ban sau:



- Ban ¢6 am hiéu van dé s§ duge dua ra trao déi, ban bac hay khong?

- Di€m manh, diém yé&u cfia ban 13 gi? Lam sao dé han ché&, khic phuc
diém yé&u?

Ngoai ra, ban cling c4n phéi 4p dung nhimg bién phap cén thiét d€ chuin
bi cho minh tam 1y tu tin, sin sang trude cude thuong lugng.

1.2. Tim hiéu doi tac

Khi tim hi¢u vé déi tdc, ban cdn chd y dén nhitng khia canh duéi day:

- Khd ndng ciia doi tdc: Kha nang tai chinh, ning luc san xul, kinh doanh,
mifc d¢ trang bi k¥ thuat...

- Muc dich cia déi tdc. Tai sao d6i tdc mudn thurong lugng véi ban, ho
muén gi, y dinh clia ho ¢6 chan thanh, nghiém tic khong va ngoai ban, déi tac
con dam phan véi ai khdc nita khong?

- Al la nguoi sé truc 1iép thuong lugng véi ban, dia vi, quyén han, sg
thich, tinh cdch, kinh nghiém cta ho? Trong truong hgp doan thuong lugng,
ban cdn phdi bi¢t ai 12 ngudi cé vai trd quyét dinh, quan hé giita cic thanh
vién trong doan.

1.3. Té chitc doan thuong lugng

Trong trudng hop thuong lugng dién ra giita hai phai doan, viéc 16 chic
doan thuong lugng ¢6 ¥ nghia quan trong. Théng thudng, co cdu cha doan dam
phén bao gém:

- Trwong doan

Day 12 ngudi giit vai trd quan trong nhét trong don, Truong doan trinh bay
v ki€n, yéu cdu clia doan vé tiing diém, timg khia canh; phan tich, xem xét ¥
kién ctia d6i tic; ¢6 mot loat xét dodn tai chd nhu: dua ra thong tin, tai liéu
mdi khi ndo, dép lai ¥ kién ctia déi tic ra sao. .. nhitng quyét dinh nay s& truc
11€p chi phdi tién trinh va khéng khi ciia cudc thuong lugng.

- Chuyén gia thiwong lugng: LA nhiing ngudi ¢6 chitc nang phan tich va xir
ly ting khia canh riéng ctia van dé thudc linh vurc ma chuyén gia dé am hiéu.
Chéng han, khi thuong lugng vé van dé gia cong san pham dét may, chuyén gia
vé van dé nay s& diing ra phan tich, gidi thich nhifng khia canh lién quan. Trong
nhitng cugc thuong lugng phic tap, thudng c6 nhidu chuyén gia, méi chuyén
gia ddm nhan mot khia canh, mét cong doan nao dé ciia cudc thwong lugng.

- Quan sdt vién

Nhi¢m vu ctia quan sdt vién 12 quan sét, theo ddi tién trinh dam phén, moi
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déng thdi clia bén d6i tdc ciing nhir cha bén minh nhdm phét hién nhitng van
d€ ndy sinh tai bin dim phdn, tlr d6 gitp trudng doan diéun phdi hoat dong cia
cd doan va qud trinh thuong Iwgng. Quan sdt vien khong phéi tham gia vao cc
cudc tranh cdi, ban lugn tai ban dam phan, cho nén ho it chiu tdc dong cam
xtic clia cudc thuong lugng va dén moi sy chili § vao viéc quan sat. Chih quan
sat vién 1a ngudi c6 thé phdt hien nhitng van d€ ma nhiéu khi truéng doan hay
cic chuyén gia thuong luong khong nhin thay.

1.4. Xdc dinh muc tigu, ké hoach thuong lugng

Muc tiéu 1 cdi dich ban hudng tdi, cdi ban cdn dat duge trong cudc thuong
lugng. Khée véi muc dich, muc tieu mang tinh cy thé hon. Vi du, muc dich
clia ban 13 tim ngudi g0p von dé thanh lap Cong ty, con muyc tiéu chia cudc
thuong lugng 1a thuyét phuc déi tic g0p it nhdt 25% téng s6 van cin thiét.

D& ¢6 thé linh hoat trong qud trinh thuong lugng, ban nén dé ra ba mdc
muc tiéu:

- Muc tiéu cao nhdr 13 cai dich 1y tudng chia cude thuong luong. Thuong
lwgng s& dat myc tiéu nay khi tat ci déu t6t dep.

- Muc tiéu & mitc trung binh 13 mitc myc tieu ma ban thudng c6 géng bam
dudi, chi trong trudng hop bat déc di méi chiu tir bd.

- Muc tiéu thap nhdt 1a cai dich thdp nhét clia cude thurong luong, néu
khong dat dugc thi ban khong chdp nhan mot ket qua nao khic.

Vige xdc dinh muc tiéu moét cich hgp 1y khong phéi [a don gidn. Ban

khong thé chi can cit vio cdi ban mudn, cdi ban cAn ma trude hét ban cén thdy
rd diém manh, diém yéu ctia minh va da; tic, hoan cdnh cu thé, tuong lai ciia
moi quan he, thoi gian. .. Trong nhiéu truomg hop, muc tiéu chira thé xac dinh
mot cdch cu thé ngay tr ddu, ching han, khi dam phédn v€ nhitng van dé méi,
ban chua c6 kinh nghiém, théng thudng ban giit thdi do than trong, thim do,
tim hi¢u r6i mé6i quyét dinh muc tiéu.

Sau khi xdc dinh muc tiéu, ban cin 1ap ke hoach thuong luong. Trong k€&
hoach thuong lvgng, ban cén ¢é du tinh cdc giai doan thwong lugng, muc tiéu,
chi€n thudt cla timg giai doan, thoi gian, nhitng tinh hudng c6 thé xuat hién
trong thuong lugng va cich xir ly v.v.

L.5. Thirong lugng thir

Trong nhiing trudng hgp phitc tap hoic thi€u kinh nghiém, hodc cudc
thuong luong ¢ ¥ nghia dac biét 16n, khong cho phép mic mot sai l4m nao,
ban nén tién hanh thiwong lugng thir, tic 12 18 chitc hai nhém thuong lugng:
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mot déng vai d6i tdc, véi quan diém, lap trudng cha déi tic va mot — quan
di€m, lap trudng clia ban dé tap duort.

Y nghia clia viéc thuong lugng thit phy thude vio su nghiém tic, su nhap
vai clia cdc thanh vién trong hai nhém thwong luong, dic bié¢t 12 nhém déng
vai déi téce.

2. Giai doan tiép xlc

Moi cude thuong lugng dién ra trong mot khong khi riéng: ¢6 cude thi vui
vé, thodi mdi, hitu nghi, ¢6 cugc thi cang thing, ning né, xung dot... Khong
kh{f ctia cudc thuong lugng thudng thay déi trong qud trinh thuong lugng, tuy
nhién & mdi cugc déu c6 mot bau khong khi chii dao, né bao trim tir ddu dén
cudi cude thuong lugng.

Bau khong khi 1§ twéng cho cudc thuong lugng 14 khong khi thoai mdi, hitu
nghi, c&i mé, tin cay 14n nhau. Trudc khi di vao trao déi, ban bac, cic bén nén
danh mot it thoi gian ndi vé nhing van dé khong lién quan dén thuong luong,
nhu: thoi tiét, sy kién theé thao, dign 4nh hay mot cau chuyén hai dé tao khong
khi nhe nhang, vui vé.

D¢ tao biu khong khi c&i md, tin cay 14n nhau, ban cdn phai Iam cho déi
tdc cam thdy ban 1a ngudi ddng tin cay. Mudn vay, truéc hét ban can chu d4o,
tan tinh v6i d6i tdc. Nhiéu khi chi vi mot 13i néi thi€u suy nghi, mot dong tic,
cir chi khong hop 1& nghi, mot 1dn sdp dat thigu chu ddo. .. ciing ¢6 thé anh
huong x&u dén ni€m tin cla d6i tdc d6i véi ban, Ban ciing cdn thé hién thanh
¥ cha minh, tic 1a thye sy mong muén thoa thuan véi d6i tic dé tim kiém loi
ich chung, k€ ca trong trudng hop d6 13 d6i tac mdi ban khong nén qud than
trong, biéu hi¢n thai do khép kin, thim db 16 1idu, bdi néu nhy vay thi doi tac
cting s€ 1am tuong ty va hai bén cang khé xich lai gin nhau. D& thé hién thanh
¥, ban c6 thé sir dung mot tinh hudng ti€p xidc khong chinh thitc nao d6 ké cho
d6i tdc nghe vé 1ong thanh clia ban trong mot giao dich trudc day, cling ¢6 thé
té chiic mot s6 hoat dong nhu tham quan, xem ca kich, tiéc chiéu dai nhim
gay dung tinh cadm t6t dep & dé6i téc.

e} day ban cén lvu ¥ rang long tin duge gay dung qua viéc lam chit khong
phdi qua 1&i néi. Ban cdn thyc hién ding giao uéc, nhitng gi dd hda thi phai
thye hién, nhitng gi khong thé 1am dugc thi ciing phai néi 15, khong duge hita
réi dé ddy, khat 14n, khat l14n.

Ngoai viéc tao bau khong khi phit hop cho cudc thuong luong, trong giai
doan ti€p xidc, cdc bén cdn thudng thim do nhau, tic 1a tim hidu xem lap
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trudng, thii do thyc cla phia bén kia th€ ndo, c¢6 thuc sy mong muén hop téc
hay khéng. Lic nay, nhimg 131 ndi, cilt chi, hanh vi clia mdi bén tr& thanh d6i
tuong quan sat, danh gid cda bén con lai. Tuy nhién, ban cin luu ¢ 1am diéu
nay mot cch than trong va t€ nhi. _

Két qua cla viéc thim dd c6 thé din dén nhitng su diéu chinh nhat dinh
trong k€ hoach va chi€n thuat thuong luong.

3. Giai doan tién hanh thuong lugng

Sau giai doan ti€p xic, cac bén chuyén sang trao déi, ban bac vdn dé can
giai quyét, tic la tién hanh thuong lugng. Giai doan nay ¢6 thé chia ra lam ba
budc: Dua ra yéu céu, diéu chinh yéu cdu, thoa thuan va ky két hop déng.

3.1. Pua ra yéu cau

Bat ddu cudc thuong hugng, cac bén dua ra yéu cdu ciia minh. Viéc dua ra
yéu ciu hop 1y ¢6 ¥ nghia quan trong. Chéing han trong bén hang, néu chii cra
hang néi thdch qud cao, khich hang dé bo di vi cho ring chi hang thi€u thién
chi. Cho nén chi hang chi nén phét gi4 cao hon gid bin mot chiit 1a hop 13.

Mot khia canh khdc & day 12 dua ra yéu cdu truée hay dua ra yéu cdu san ¢
lgi hon? Di€u ndy, nhin chung, khong quan trong 14m, tuy nhién phu thudc vio
tung tinh huéng mé né ciing ¢6 ¥ nghia nhat dinh. Bén dua ra yéu cdu trude 13
bén giir dugc the chilt dong va yéu cdu d6 s& chi phdi toan bd qud trinh thuong
lugng. Chéng han, sau khi ngudi ban phat gia thi viéc mic cd s& xoay quanh gia
nay. Tuy nhién, néu ban khong that nim chic van dé, titc 13 khong that sy tin
chic vio tinh twong d6i hgp 1y trong yéu cdu clia minh thi ban ¢é thé bi “hd”.
Ngugc lai, ben dua ra yéu cdu sau ciing c6 Igi the 1a ¢6 thé diéu chinh yéu cdu
ctia minh cho phit hop sau khi d4 biét yéu cdu cia beén kia.

3.2. Diéu chinh yéu cau

Yéu cu cua hai bén s& c6 sy khdc nhau. Théng thudng ai cling mudn béo
vé yéu cdu ciia minh. Tuy nhién, méi bén chi dat duge loi ich khi ciing nhau
di dén duge y kién thong nhat. Vi vay, hai bén phai ban bac, trao déi d€ diéu
chinh yéu cdu cho hgp I9.

Trong thuong lugng, muén bio vé duge 1gi ich clia minh, ban phai hiéu rd
yéu cdu cla d6i téc, tai sao ho dua ra yéu cdu nhu vay, gilta yéu cdu cla minh
vi cha d6i tic nhitng chd nio khdc nhau va tai sao chiing tén tai.

J day ¢6 ba tinh hudng c6 thé:

- Thit nhdt, yéu céu cha cé hai bén déu hop Iy va vi thé su khéc nhan hién
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hitu ciing hop 1y. Trong trudng hop ndy, ban nén phén tich, lam rd tinh huéng
thye t€ ndy, van dong m&i bén déu ¢6 s nhugng bo twong ting d€ dat dén su
nhdt tri,

- Thit hai, yéu cu cla d6i tic 12 hop Iy nhung yeu cdu cia ban lai hai cao.
Trong trudng hop nay, ban nén can nhéc lai 14p trudng clia minh, c6é nén giit
nguyén hay khong, dic biét 1a khi ddi tac cling phat hién thdy diém bat hop Iy dé.

Khi nhugng b, ban can chi § mot s6 di€m sau day:

+ Ban cin cho ddi tic thdy sy nhuong bo clia ban la mét bude quan trong
va d6 12 do thanh ¥ cia ban chit khéng phai do hdp tap, voi vang hay do sg sitc
ép cua ho.

+ Ban c6 th€ van dung nguyén tic gid tri tvong duong, tifc 1a ban béng long
tir bd lgi ich & mot mit nao d6 dé ddi 14y lgi ich tuong duwong & mot mit khéc.

+ Ly nhuong b @€ ddi lay nhugng bo chit khong nén nhugng bo don
phuong. Néu sau khi ban da ¢6 mét sy nhugng bé quan trong ma d6i tic khong
¢6 sy nitugng bo dap lai thi théng thudng ban khong thé tiép tuc nhuong bo.

- Thit ba, yéu cau cia d6i tic ¢6 chd bat hop ¥ hon yéu cdu cha ban, Trong
trudng hop nay, ban cdn chi ra cho déi tc thay sur bat hop 1y clia ho véi nhitng
chimg ct, 1y I& xdc ddng va thuyét phuc ho didu chinh. T4t nhién, ban can lam
diéu ndy mot cach khéo léo, mém mong, dirng 1am d6i tic mat thé dién.

Trong trudng hop tén tai cdch biét trong yéu cdu cha hai bén va hai bén
khoéng chiu nhugng bo thi thuong lrong s& di vao thé bé tic.

4. bi dén thoa thuan va ky két hop déng

Sau khi hai bén da c6 sy nhugng bo va di dén ¥ kién thong nhit, ca hai nén
ki€m tra lai mot lan nita nhimg diém di duoc nhat tri. Ti€p d6 méi soan thio
hop dong. Khi soan thédo hop déng, ban cén chd ¥ ding tir ngit chuin x4c, noi
dung phai 16 rang, cu thé. N&u ¢6 tir ¢6 nhiéu nghia thi phai x4c¢ dinh nghia
nao ctta né duge sir dung trong hop déng. Hop déng cang cu thé, chit ché thi
cang dé han ch€ dugc nhimg t6n that khi ¢6 tranh chap, khidu kién.

Cau hoi
1. Thuang lugng la gi? Nguyén nhan ciia thueng luong?

2. Néu nhing dac diém co ban clia thuang lugng. Tir day ban ¢ thé rat ra nhitng két
luén thue tién gi?

3. “Thuang Iugng khang phi 1a mét van ¢d, khang nén yéu cau mét thdng mét thua,
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ciing khéng phai 1a mot tran chign phai tidu diét hoac dat d6i phuong vao thé chét, ma
thuong lugng van 1a mot cude hgp tac doi bén clng c6 Idi” (Niereimberg).

Ban héy giai thich cau néi trén.

4. Néu dac diém, uu didm va nhuge diém clia cac kiéu thuong lugng.

5. Ban hay néu mét cudc thuong Ilugng ma ban da ti€n hanh va xac dinh kiéu thucng
lugng ma ban da ap dung.

6. Néu ndi dung cd ban clia cac giai doan trong qua trinh thudng lugng.

Bai tap tinh hudng

1, Ngudi bg di lam vé mua cho hai anh em mét chiéc banh, bao hai anh em ldy dao
chia ra ma &n. Nhung hai anh em, difa nao cling doi ¢dm dao ¢t banh, khéng difa nao
chiu nhudng dira nao. Ngudi b8 thay vay lién bao: "Nay, cac con, lam gi ma cai nhau dm{
l&n thé. Theo bé thi thé nay: dda nao cim dao cit thi nhudng cho ddfa kia 1dy phén trudc,
c6 dugc khong”. Hai dua tré 18p tlc ung thuén.

Ban ¢6 nhan xét gi vé kidu thuong lugng cla hai difa tré trong trudng hgp trén? Tai
sa0 dé xust clia ngudi bé lai gidi quyét duge van de?

2. Mot ngudi dan éng bubc vao mot gian hang 46 may mac § mét trung tam thuong
mai 16n nhat nhi Ha Noi. Ngudi dan éng chon hai chiée 4o so mi coc tay rdi tién dén chd
nhan vién ban hang.

- Hai chiéc 40 nay bao nhiéu tién ¢b di?

- Nhan vién ban hang (sau khi xem gia):

- N&m tram nam muci ngan anh a.

- Nhiéu tién thé co a! Bao nhiéu thi cé ban?

- Plng gia ddy anh a. Bay 14 hang "xin", Cong ty em trc ti€p nhap tir Hdng Coéng, vai
to tdm, mac rat mat lai khong bi nhau.

- VAn biét th& nhung ¢b gidm cho chit it, nm trdm ngan hai chi€éc ¢ nhé?

- Khéng dudc anh a, gia ciia bon em do Céng ty quy dinh, hon nifa anh mua G day la
r& nhat ddy, néu ra ngodi anh s& phai trd cao hon bdi ho 1y hang cia bon em.

Sau mdt vai gidy can nhdc, ngudi dan dng rut vi tra tién. Vai hém sau, khi i trén phd
Kim Lién, tinh cd ngudi dan éng nhin thdy trong mét gian hang trung bay chiéc ao y hét
loai 40 ma minh da mua,

- Chiéc 40 nay d day c¢b ban bao nhiéu?
- Da, thuta chi, mét tram nam mudi ngan a.
- C& nbi bao nhiéu?

- Da, mét tram nam muci ngan a, nhung néu chi mua, chau chi 1dy mét trdm bdn muoi
ngan théi.

- CAm on cb, 1i hdi cho bidt théi vi may hém trude t8i ¢ mua rdi. Lan sau, néu can,
t8i s& ra day mua cho cé.
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No6i rdi ngudi dan dng budc ra khdi quay hang: “Dung 1 minh bi lifa, [4n sau khéng
bao gid dén d6 mua gi nita”.

Ban ¢6 nhén xét gi vé kidu thuong Iugng ma nhan vién ban hang & tinh huSng d4u tién
da ap dung va nhugc diém cia n6é?

3. Ban hdy doc k¥ tinh hudng sau day, sau d6 xac dinh xem ngudi nao ap dung kiéu
thuiong lugng nao va tai sac anh Nam lai 1a ngudi thdng?

Chiéc xe hai clia GB céng ty Z (CT2) bi mét chiéc xe tai mét phanh, thude cong ty xe
tai (CTXT), lao v&o din nat khi dang dé & 18 dudng. Vi I6i hoan toan thuéc vé phia CTXT
nén CTXT phéi béi thudng cho CTZ, nhung s6 tién 13 bao nhidu thi con phai thueng lugng.
Anh Nam - trg Iy giam déc céng ty Z dugc uy quyén 18n 1am viée véi dai dién Cdong ty xe
t3i(BDCTXT).

- BDCTXT: Chung 16i d3 xem xét vl viéc va quyét dinh béi thudng cho cac dng. Cac
ong dugc thanh toan 150 trigu.

- A. Nam: Tai hiéu, nhung céc 6ng tinh thé nao ra con s& d6?

- BDCTXT: D6 (a gia tri clia chige xe theo quyét dinh ciia ching téi.

- ANam: Tdi hiéu, nhing cac ong can ¢ vao dau ma dinh gia chiéc xe nhu vay? Cac
6ng c6 bi€t chd nao ¢6 thé mua dude chidc xe nhut vay véi gia d6 hay khong?

- DDCTXT: Thé& 6ng muén bao nhiéu?

- ANam: Téi chi mudn nhéan duge ding mic ma cong ty t6i ¢6 thé dudc bdi thudng.
Tai biét rAng c6 mot chiée xe da qua st dung nhu xe clia ching t6i ngudi ta méi ban voi
gia 220 trigu, cong véi thué va cac chi phi khac gia 1&n d&n 235 trigu,

- BDCTXT: Nhimg 235 triéu ¢d &, nhir thé 14 qua nhidu!

- A Nam: Toi khéng mudn ddi 100 tridu, 150 triéu, 200 hay 300 triéu ma chi 1a mét
khoan béi thudng thoa dang théi. Chiing t6i phai dugc dén bl 6 tidn di d& mua duge chiée
xe nhu xe cla chdng téi ch(r, ng c6 nght thé khéng?

- DDCTXT: Théi duge, ching téi sé bdi thudng cho cac 6ng 180 trigéu, d6 1a mic cao
nhét gay.

- A Nam: Cac 6ng cho sé tidn nhu vay 12 thé naoe?
- 1 B0 1a 58 tién cao nhat ma céng ty ching t6i c6 thd béi thudng cho céc éng, nhan
hay khdng ta tuy cac éng.

- A Nam: Tdi cling chlng biét s& tién 180 tridu 12 ¢6 hgp Iy hay khéng, nhung néu céc
dng khong dura ra nhitng can c(r 48 gidi thich tai sao lai [ 180 tri¢u thi c6 18 chang t6i phai
dua van dé ndy ra nhd toa an gidi quyét. Tai sao chung ta khéng xem xét lai v&n d& mét
lan nira réi hay thuong lugng? Chin git sang thir hai chiing ta lai g&p nhau 1&n nita ¢6 tién
cho 8ng khéng?

Th( hai, hai bén lai g&p nhau:

- DDCTXT: Nay 6ng Nam, chting t6i c6 t& quang co ban chi€c xe nhu xe ciia cac dng
vOi gia 231 tridu, thué va 1& phi trude ba do bén ban chiju.

- A Nam: Quang cao néi xe da chay bao nhiéu?

- BDCTXT: 60 ngan cay sd.
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- A Nam: Xe c@ia ching t6i mdi chay cé 35 ngan cay s6 théi, vay theo cac dng thi xe
clia ching toi ting thém bao nhigéu?

- DDCTXK: B tinh xem nao......5 triéu 600 ngan.

- Nhu vay néu lay gia chiéc xe trong quang céo lam cd sd thi xe cda ching 10 gia bao
nhiéu thua dng?

- DDCTXT 236 tridu 600 ngan dong.

Va cudi cling, hai bén thod thuan CTXT phai béi thudng cho CTZ 6 tién 1a 236 triéu
600 ngan dong.

4. Ban hay doc k¥ tinh huéng sau va nhan xet v& nhitng vdn dé sau day:

- Qua trinh chudn bi thuong ludng cda hai bén;

- Kidu thuong lugng ma hai bén ap dung,

_ Qua trinh ban bac, trao déi gilta hai bén:

- Tai sao Jones lai thanh cong?

Manthy '3 mot doanh nghigp chuyén san xuat thist bi vin phong. Jones la giam déc
phu trach thit k& san phdm, con Saw Paker — giam doc phy trach ban san phdm. Dau
nhifng nam 80, dudi sy chli tri clia Jones, bd phan thiét k& dua ra thiét bi méi * Serie 500,
tGc d6 van chuyén i da 1a 1300 vong/1gid. Tuy nhién, Jones van chua béng tong va dang
{i8p tuc nghién ctu d& nang tdc do lén 2600 vdng/gid. Nhung t8ng giam ddc lai khong
mudn kéo dai su chd doi va quyét dinh dua san pham 1300 véng/gid ra thi trudng. Jones
khong dong ¥ nhimg ching biét lam sao, bén déng ¥ chédp hanh ménh 1&nh véi diéu kién
tisn quyét 1a thidt bi mdi dua ra thi truong phai ghi b “toc @6 t§i da khdng vugt qua
1300vong/gis’. Y d6 cla Jones la dé phong Saw Paker chi chtt trong dén s& lugng san
phdm ban ra, con nhimg nhan t3 bt loi d8i vai viec ban hang va hau qua gay ra doi véi
cac bd phan khac thi khéng hé nght dén.

Qua nhién, khi san phdm méi dugc tung ra thj trudng, Saw Paker khéng ndi gi vé téc
@6 t&i da cho phép. Viéc ban hang dién ra thuan Igi. Nhung khach hang khéng biét gidi han
cho phép vé t6c do, cif cho may chay that nhanh, vuot c4 t6c do quy dinh va sy cd fién tuc
%Ay ra.

Khi 18 chifc viéc slra chita nhung thigt bi d6 Jones biét & néi tinh, hiéu dugc thil doan
ciia Saw Paker. Jones rat cam gian vi cai trd ma ménh cia Saw Paker da chon vii “Serie
500", 1am bang hoai danh du cla bd phan thiét k& va su nghiép nghién citu ché tao ctia
ong ta (Jones). Do d6, Jones bao cao su viéc nay 1én tdng giam doc.

Jones va Saw Paker la hai “ai khanh” clia t8ng giam déc, moi ngudi lanh trach nhiém
mét bo phan rat quan trong, su tranh chéip clia hai ngudi nay s& anh hudng dén lgi ich clia
toan doanh nghiép. Vi vay, téng giam d6c trinh trong mai ca Jones va Saw Paker l&én gap,
nhung chi nGi véi hai ngudi mot cau: “Vé van dé nay sinh trong tiéu thu “Serie 500, toi dé
nghi hai vi tu gidl quyét 1dy". Hai ngudi hen nhau trudc mat t8ng giam ddc rdng mét tuan
I& sau s& dam phan v&i nhau.

Cé mdt tuan 1& d§ chudn b dam phan, trong thai gian do, thai 4o hai ngudi hoan toan
khac nhau. Saw Paker la con ngudi ¢ tdm W va nong ndi, dng ta suu tap che duge “con
bai thang: thu khen cia khach hang néi réng “Serie 500" cho chay qua téc 96 van tot! Saw
Paker chudn bi dua nhitng 14 thu nay ra aé danh lai Jones trén ban dam phan, khéng mét
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chut khach khi. Con Jones 13 con ngugi tram finh, éng khéng vi lam rum beng viéc suu
tam tai liéu néi vé cach choi x4u ciia d6i phuong, ma chit trong phan tich tam Iy clia Saw
Paker. Truéc hét, theo Jones, Saw Paker ta mdt con ngudi kiéu ngao khéng hiéu dau 1a
tinh, dau 1a Iy; éng ta khong chi lusn luén tiép xic véi Jones va cac trg Iy cia Jones ma
,€on té ra hét s(rc to mo, thudng héi cin ke diéu nay, diéu khac, khdng hé cam thay x4u hd
vai myc dich tim hidu céng viéc ciia d6i phuong; néu phat hién thif k§ thuat nao ¢6 thé 1am
tang thanh tich tiéu thy ciia 6ng ta thi ong ta hdi cho dén cling. Ngoai ra, Saw Paker con
ta mét con ngudi rat cau tién bo, ludn luén mong mudn dugc moi ngudi cong nhan minh:
trong con ngudi anh ta c6 mét xung lyc rat manh, anh ta musn 1am cong viée tidu thu that
xudt sdc, that hon ngudi, d& c6 that nhidu thy khen va béing khen dan day trong phong lam
viéc. Cudi ciing, cude tranh chap lan nay hoan toan khong phai 13 do Saw Paker musn gay
sU, muén gat Jones, vi anh ta d4 nhiéu [4n chil ddng mai Jones va cac cip dudi ciia Jones
cung a@n coam hay bing cac hinh thitc gap g6 khac, cét dé tang cudng quan hé tinh cdm
ddi bén. Cho nén, nhimg viéc 1am clia Saw Paker déu la vi Igi fch clia Cang ty, diéu nay
hoan toan giéng nhu Jones.

Sau khi phan tich nhu vay, Jones thdy réng cudi clng phai ap dung bién phap tén
trong long tu trong cda dét phuong: phai ky duge mot ban thoa thuan vdi Saw Paker, ban
thoa thuén d6 khéng chi ¢6 Igi cho mot bé phén, ma con 1am cho tdng giam déc tin rdng
sif thoa thuan dé c6 chi ¥ dén Igi ich ngan han va nhu cau tang cuong 1au dai cla Coéng
ty. D& ¢6 thé dam phan va di dén ky két thod thuan mét cach thuén lgi voi Saw Paker,
Jones bt tay vao viéc chudn bi chu dgo.

Trude hét 12 chi dinh mot trg thG ndm tinh hinh toan dién vé tiéu thu, diéu tra 6 tinh
hinh k§ thuat ciia khach hang, tim higu quan hé giita Saw Paker va khach hang, théng ké
chi tiét ty 1& phéi sita chita theo bao hanh. Tém lai, phdi ndm chéc trong tay toan bé cac
“con bai thdng” dé Iudn luén 1am chil tinh thé. Sau khi lam xong cdng doan &y, Jones
chuyén sang suy nghi vé sach luge dam phan, Ong ta quyst dinh giudng ddng kich tay, dau
tién ra sitc nhan manh v&n d& giGi han téc d6 t6i da d& Saw Paker khong thé thoai thac di
dau dugce, sau d6 ¢6 mdt vai nhudng bd bang i&i néi 48 thita ca di tdi muc tiéu clla minh.

Bing mét tudn sau, Jones va Saw Paker cing cdp dudi cha minh dén ban dam phan,
ho ngdi déi dién véi nhau. Jones thic ngua xong tran trudc: “Anh Saw Paker, 16i d3 doc lai
bién ban trao d8i y kign trudc khi dua “Serie 500" ra thi trurdng. B phan ky thuat clia ching
toi d& néi rat 16 réng téc dd cao nhat cia san pham nay khéng dugc vuot qua 1300
vong/gid, lic dy don vi tiéu thy clia cac anh khong c6 y kién gi khac. Nhung nhimg diéu
cam két dugc ghi trong bién ban d6 khéng duge tuan tha, ¢6 phai khéng?". Jones ngdm
ngam buéng mai cau clia minh ra ma chdng ai hay biét (d6 13 méi céu).

Saw Paker cudi, réi néi: “Téi 6 bist ndi dung clia bién ban d6. Chang phai la bo phan
k¥ thuat clia cac anh van dang cai tién “Serie 500" d6 sao?” Theo t4i biét, Jones, ching
phdi la anh da ting bay t& rang ching bao lau nita, nang luc cla thiét bi s& dugc tang lén
rat nhiéu, phéi vay khéng?”.

Jones thdy Saw Paker néi ngay vao va&n & do minh néu ra, trong bung bat giac rat
mimg, nhan da d6 dua anh ta vao mét ngd cut: “Paker, anh noi vay khong cé gi 12 khdng
dlng. Nhung chang t6i khéng néi dén IGc nao thi ¢6 thé nang cao dudc nang luc cla thiét
bi. Sy that hién nay Ia chang toi khdng bao dam thiét bj “Série 500" cé thé hoat déng binh
thudng néu vugt qua t6c dé da quy dinh, Nhwmg cac nhan vién clia anh buéng tay d& cho
khach hang dugc chay qua t6c do quy dinh...".
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Saw Paker voi vang ngdt I6i: "Bon vi tiéu thu chiing t6i khéng budng tay dé cho khach
hang cho chay qué t6c d4, nhan vién cla téi d3 d& nghi khach hang khi slr dung “Série
500", toc d¢ tSi da la 1300/gid”.

Jones thdy Saw Paker da cin chat mdi cau, bén tir i kéo day cau l&n. Jones néi: “Quy
dinh la quy dinh, d& nghi 1a dé nghi, néu khong khéng ché t6c dé ciia “Série 500" thi du cd
ndi gi di nita, cling chi 1a tam bd gid va khong bist ma thai”. '

“Lam bé khong bigt? Anh mudn néi ring nhan vién clta tai khéng néi that cho khach
hang biét san ph&m cla Co6ng ty? Jones, 16t nhat 1a anh hdy dua ching cd ra day!”. Saw
Paker khéng biét ring minh da tring vao muu k& cla Jones, budc dsi phuong phai tha con
chi bai cda ho ral

Jones thdy Saw Paker khong biét ring day 1a muu k& cGa minh, vi van dé nay tranh
cai nhau mai rdi, chéng ai chiu ai, ben tif tit khdng ché “nhist d9”, khong dé cho cuéc cham
trén nay I(ta dua nhiét do 1én do ndng bdng. Nghi vay, Jones c6 y khéng dua ngay nhiing
tai liéu chimg ¢ xac thue dang ndm trong tay ra, dé cho Paker cif sét rudt mai. Rai Jones
cudi, néi tiép: “O, chimg ¢d thi c6 quan trong 9] dau, nhung dem ban mét thir thiét bi ma
trong khi st dung rat co thé xay ra sy 6, ching 18 anh khong cam thay nguy hiém hay
sao? Anh Saw Paker, ching I8 anh khéng lo I8ng cho uy tin cila viéc tiéu thu va cda Céng
ty hay sao?”

Bén day, do co sy chudn bi tir trudc, Saw Paker ddy ra trutc mat moi ngudi mot cip
tai ligu day cop, rdi noi: “Jones, trong ndy déu 1a thu cla khach hang, ho déu néi réng
“Série 500" cho chay téc d6 cao, cin bén khéng cb chuyén gi xay ra, anh xem ky di".

Jones khang them dé y d&n cap tai liéu do, chi néi: *Nhimg thut khen ay déu do khach
hang chd ddng viét, co phai khong?” Saw Paker dap lai ngay: “Anh néi “chil déng” nghia
la gi? Buong nhién la t&i ¢6 clf ngudi d&n cac khach hang dé kiém tra tinh hinh st dung
thiét bi, nhung ching t6i khang ép khach hang lam vige gi".

"Khdng ép”. Jones cudi gén va cui xudng néi nhd "Néu nhut t6i cho anh biét ring c6
nhitng khach hang kéu ca rdng “Série 500" khéng thé cho chay véi téc dd cao hon, vay
anh phai giai thich nhy th& nao?"

“Anh lén sau lung ching t6i d& thu thap tai ligu vé tigu thu san phdm, nhu vay 1a pha
hoai quan hé t6t dep giita don vj tiéu thy chang t6i va khach hang. N&u t6i néi khéng sai
thi anh da thu thap y kién bét binh clia khach hang, anh da thu thap nhimg 14 thu nhu thé,
phai khéng?". Saw Paker mét tu thé phan cong va bit dau & vao thé thi.

Jones bat dau: “Nhung anh phai thira nhan ring bg mén ky thuat cé thé nhén duoe
ther bat binh clia khach hang. N&u xét vé diém nay thi nhimg thir trong cap tai lidu nay
phéng con y nghia gl nra? N6 chi chimg t ring anh d3 thu thap dugc mét tap gidy chi
khen hay khen t&t ma thoi”.

Saw Paker cudi, 10 thai d6 hoa gidi: “Théi duge, t8i déng v vit bd nhiing I4 thu khen
nay di. Nhung anh phai xem nhiing cai c6 y nghia & trong &6, vi du con s& théng ké vé tiéu
thu, k&€ hoach ban hang. Nén nhé ring, Jones, anh khong thé lam gian doan viée ban hang
dang thuén lgi cia chung toi. Téng giam dc chic s& khdng déng y nhy vay”. Saw Paker
dua ra con chi bai cudi cling ctia minh.

Jones biét d6 Ia con 4t chit bai ma Saw Paker dua vao dé d& khdi bi thua tréng tay.
Nay Paker d& dua con baij nay ra chimg t6 rdng dén giai doan cudi cla cudc dam phén,
Saw Paker chi con s(ic d€ ch8ng dé chif khong con sifc d& tra diia nifa, va day la théi co
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t6t nhat dé thue hign k& hoach nghi binh (cdng khai sita soan tién cdng hudng nay, nhung
bi mat tap trung luc lugng tién cdng hudng khac, hudng chit yéu). Jones néi: “Toi khéng co
y lam gian doan k& hoach ban hang dang thuan Igi clia cac anh, hudng chi ngudi ciia anh
ciing khong phai chi theo dugi Igi ich trutse mit. Ba phén cla tdi phat tri€n san phdm méi,
b6 phan ciia anh ban nhimg san ph&m &y, néu nhu hai bén c6 thé bat tay hop tac véi nhau,
cdng viéc clia hai bén s& tét hon biét bao”. Va Jones d3 lang 1& tién Jén mét budc nhé trong
muc tiéw da dinh cda minh.

“Néu hop tac vai cac anh ma anh hudng dén viéc tidu thy cla ching tai, bé chan bé
tay chung t6i, vay thi lam thé nao ma hop tac duge?”. Saw Paker hdi lai mét céach rat than
trong.

"Hoan toan khéng anh hudng gi ca. Truée hat, chuing i khdng ti€p tuc han ché téc do
nua, khdng nhan manh vi khach hang rang “Série 500" ¢6 dinh mitc tdc dd 1a bao nhiéu
nifa. Téi d& nghi anh nén néi cho khach hang biét rang t6c d6 1300/gid 1a bdo dam chat
luang tuyét d6i clia “Série 500", nhung v&n cé tiém néng dé tang t6¢ do. Lam nhu vay chic
la khéng bé tay bé chan viec ban hang clia anh ch(r?”, Jones néi theo kidu mach nudc cho
Saw Paker.

Saw Paker cht y d&n cach néi méi mé clia Jones “bao dam chat lugng tuyét asim,
nhung ngay lic d6 khong hidu dugc “y tai ngdn ngoai“cla Jones,

Jones ti€p tuc néi: “Tai mong réng anh ¢ néi hét moi chuyén cho khach hang bist, va
ndi 16 cho khach hang hidu réng néu ho hdp tac véi Cong ty Manthy, Cong ty s& c6 gia wu
dai, vi du sir dung “Série 500" véi t6c do cac va théng bao tinh hinh si dung thiét bi § téc
d6 cao d6 cho Cong ty, Céng ty s& chigt khdu va hoan tra lai cho khach hang. Bé ting héo
cong viée cla cac anh, 18 xin dam bao, tat c4 cac khach hang cda Cong ty Manthy déu
dugc nhanh chéng ddi lai nhitng linh kién htr héng, dé khach hang khong bi sy c§ gay anh
hudng dé&n cong tac. Nhu vay chang phai vé hinh trung dé gitp cac anh céi thién quan hé
véi khach hang 46 sao? Cudi ciing, va 1a diéu quan trong nhat, vai tro clta Céng ty Manthy
c6 phéi la duge nang cao lén hay khéng?”. N6i xong, Jones nhin Saw Paker. Saw Ang
xudng mét lac réi néi: “Tai thita nhan s& cé nhimg fch Igi ma anh da noi. Nhung anh dimng
gidu gi€m cdi Igi ich ma ban than anh dugc hudng! Trude hét, anh khéng nhuong bd. Thir
hai, nhan vién tiéu thy cla t6i phan anh finh hinh ma ha ndm dugce cho anh, tao cho don
vi cac anh ndm dugce quyén chl déng trong viee nghién ¢ ché tao sdn phdm mai. Ngoai
ra, anh s& nhanh chéng ndm dudc tin tirc thuc t6 1tr tuyén mot”,

Xem ra, Saw Paker bt ddu phat hién ra riing Jones tuy b& ngoai néi thé nhung y d6
bén trong thi khac. Nhung Jones van cif didm nhién, khédng dé 16 bat cir dau hidu gi, ang
tin réng nhimg kién nghi clia minh 1a cong bing hop Iy, nhat dinh Saw Paker sé& ti&p thu.

Qua nhién, cudi cling Saw Paker néi: “Théi duge, t6i dong y hop tac”.

(Theo “Nghé tdng giam déc”)



Chuong 8
GIAO TIEP QUA DIEN THOAL

Muc tigu

Goi va tra I3i dién thoai 12 mét trong nhitmg cong viéc quan trong va thudng xuyén ctia
mot nhan vién van phong, mot ngudi thur ky. Tuy nhién, do chua dudc dao tao t6t, khong it
nhan vién vin phong van con gap khd khan khi x& Iy cac tinh hudng trong giao tiép qua
dién thoai, viéc goi va tra 13i dign thoai chua dat hiéu qua mong mudn. Chuong nay khong
nhitng gidi thiéu v&i ban tdm guan trong va nhimg uu th& cla dién thoai, ma con gidp ban
ren luyén k¥ ning giao tiép qua dién thoai. Sau khi hoc xong chuong nay, ban o thé:

- Théy duge vai trd, nhimg uu thé cling nhu nhiing han ché clia giao tiép qua dién thoai;

- Goi va tra |3i dién thoai hiéu qua hon,

Tém tat ndi dung

- Pién thoai la mét trong nhitg phuang tién truyén thong tién Idi va phé bién nhat hién
nay, né Ia thiét bi khong thé thiéu doi vdi bat ¢l van phong nao. Vi vay, sif dung dién thoai
mot cach c6 higu qua va cb van hoa tré thanh mot doi hdi déi véi moi nhan vién van phong.

- S0 dung dién thoai bao gdm hai khau: goi dién va nhan dién thoai. Ngudi goi dién Ia
ngudi chil déng trong giao tiép qua dién thoai. Trudc khi quay s0, ngudi goi can xac dinh
(& ndi dung can trao d6i dé tranh quén hoac noi nhitng diéu khong can thiét. Nén ndi o
rang va ngn gon. N6i chung, vi nhilng vén 8 phifc tap, nhidu ndi dung, can nhidu thai
gian,ngudi ta it khi dung dién thoai ma thudng gap gd truc tiép hodc dung thu ti. Ngudi goi
dién cling 1a ngudi chli dong k&t thic cudc trd chuyén va gac may trude.

- Ngudi nhan dién 1a ngudi bi Gong han. Tuy nhién, k& ca khi dang ban ron, ciing can
nhac may Ién, xung danh va néu khéng thé tiép chuyén ngay vao lic dé thi nhe nhang xin
18i, hen lién hé lai vao thai gian thudn tién hon.

- Di1 [ ngudi goi hay ngudi nhén thi cling phai tuan thl nhimg nguyén tAc, nhimng nghi
thitc clia van hoa giao tiép: nhe nhang, tich thigp, ton trong ngudi, chao hoi, xung danh dau
cudc gap va cdm on, chao tam biét khi két thuc.

- Trong giao ti&p qua dién thoai, giong ndi va nu cudi cé y nghia dac biét. Ngudi ta
thudng vi ny cudi trong giao ti€p qua dién theai nhu cai bAt tay trong g&p gd tryc tiép. Cho
nén, giong noéi ctia ban can nhe nhang, quan tam, on tdn, ngay ca lic ban khdng vui. Thém
nita, ban hay mim cudi vdi ngudi dam thoai v&i ban.
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1. TAM QUAN TRONG CUA PIEN THOAI

Hién dai hod, cong nghiép héa 1a xu hudng phat trién tat y&u. Cude cich
mang khoa hoc cong nghé dang dién ra nhu vii bao trong cic linh vue doi song
x3 hoi ndi chung, trong linh vuc vin phong néi riéng cudc cdch mang méi
ciing di nd ra. M4y dién thoai dang dugc cai 1i€n, ngay cang xuat hign nhiéu
chiing loai v&i nhitng tinh nang wu viét. Cing véi mdy vi tinh, dién thoai dang
tham gia tit ca moi cong viéc clia van phong, tir thu thap, xit 1y, truyén tai cho
dén kiém tra vi luu trit thong tin.

Dién thoai dugc sit dung rong rii khong nhimg trong cong tac vin phong,
ma cdn duge skt dung trong cudc song va trong sinh hoat hang ngay ciia mbi
c4 nhan, gia dinh. Sy tién lgi clia phuong tién giao tiép ndy khong ai ¢6 thé phu
nhan, trong nhiéu trudng hop dién thoai 12 phuong tién khong thé thay thé
duoc. Dién thoai ¢é tdm quan trong, d6 1a diéu moi ngudi dcu thita nhan, vin
hod dién thoai ngay cang dugc chit ¥ va nang cao. Y thiic dugc diéu d6, nhicu
chuong trinh dao tao da c6 hin mot chuong, mét bai, mot modul dé gidi thi¢u
cdc cdch tng xir khi giao ti€p bing dién thoai. Nhiéu cong ty, t& chic xa hoi,
cd quan d3 dio tao nhan vién van phong clia minh v€ viin hod dién thoai. Déu
tw ngay tir ddu nhu vay tridnh duge viée bo 13 nhitng co hoi treng twong lai chi
vi nhan vién vin phong thi€u vin hod dién thoai. Trong van phong hién dai,
dién thoai cling v6i mdy vi tinh duge vi nhu ngudi tro thi dic luc clia lanh dao
vi quan 1¥. Dién thoai 12 phuong tién thong tin thudn Igi nhéit ma hing ngdy
ngudi lanh dao, ngudi quan 1§, cdc cong sy luén phéi sir dung d€ diéu hanh,
chi huy, bdo céo cong viec. TS chitc 16t viéc thong tin bang di¢n thoai s& ti€t
kiém duge nhiéu thoi gian va tién bac, nhat la ti€t kiém thoi gian cho lanh dao.
St dung dién thoai dat hiéu qua nhu th€ no cdn phy thudc vio cich 18 chic
vi ngudi st dung cé ¥ thicc hay khong?

Giao tiép qua dién thoai 12 hinh thifc giao ti€p gidn ti€p: ngudi goi va nguoi
nghe khong nhin thdy nét mat, cu chi, thdi d9, trang phuc, trang diém cha
nhau. T4t ca nhiing thong diép cin trao d6i chi 1a giong ndi mé ban ghi nhan
dwoc. Céc d6i tugng clia giao ti€p ngay 1ap titc nghe dugc giong néi cua nhau,
nhung lai khong thé quan sat duge nhau. Vi vy, tdt cd cdc yé€u 16 cia giao
ti€p khong 161 ¢6 ¥ nghia rdt Idn trong giao tiép truc ti€p, trong trudng hop nay
déu khong ¢6 tac dung.

Giao ti€p bing dién thoai rit ngén duge khong gian va thoi gian mot céch
dang ké. C4ch thiic t6t nhat cho viéc truyén tin la phai chudn bj 10i, giong dé
d6i thoai, phat am chudn, ngén gon, rd rang. Giao ti€p bang dién thoai thi tha
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trudng thudng khong thé kiém tra duge. Quan h¢ qua dién thoai khong ¢6 vin
ban, ngudi d6i thoai phai tré 181 ngay, c6 thé tién hanh ban luan.

II. SU DUNG PIEN THOAT
1. Goi dién thoai

Ngudi goi dién thoai durge coi 12 ngudi chii dong vé thai gian, ndi dung vi
thai lugng clia cude ndi chuyén. DE ¢6 cude giao tiép qua di¢n thoai mot cach
hiéu qua, nguoi goi dién thoai cdn luu ¥ cdc bude quan trong sau:

L.1. Chudn bi goi dién thoai

Goi cho ai? Noi dung gi? Thoi diém ndo?. ..

- Goi cho ai thi can ki€m tra Jai thong tin vé ngudi d6 nhw: Ho va tén diy
du, chic vy, s6 dién thoai (chinh, phy, di dong), co quan. ..

- Chuén bi néi dung cudc ndi chuyén: Cdn chuin bi noi dung ngdn gon,
‘theo mot logic d€ ngudi nghe khong mét nhiéu thi gid, khong nghe nham,
khong hi€u nhdm. Néu ¢6 nhiéu néi dung cén trao déi thi nén ghi ra gidly dé
trdnh sét ndi dung khi néi chuyén.

- Chon thoi diém goi dién thoai: Hay chon thdi diém thuan loi nhat cho
cugc goi dién thoai. Khéng nén goi vao déu gid sing hay chiéu bdi ¢ thé diu
day kia chua c6 ngudi nhén dién thoai. Khong nén got vao cudi gid sdng hay
chiéu qud mudn, ¢6 thé ho di vé hay ban hoan thanh nét cong viéc cia ho.
Cang khong nén goi dién thoai vdo gidy nghi trura, cudc goi dé thudng khang
c6 hi¢u qua.

- Chudn bj giong néi: Phai gat bd nhitng wu tir, budn by trudc khi goi dién
thoai, tranh su hi€u 14m v& thdi do clia ban d6i v6i ngudi nhan.

- Chuén bj gidy bit d€ san sing ghi lai nhitng thong tin cdn thiét va khé
nhd nhu ngay gid, ho tén, cdc s lieu khéc.

1.2. Khi goi dién thoai

- Phai ¢6 56 cin goi va tén ho ngudi cdn gip trudc mat, quay hodc bam s6
chim, dit khodt d€ khoi nhdm sG hay nhay s6. Khi nghe tin hiéu tit 1t ngin
va lién tyc Ia ddu day ding kia mdy ban, mdy kénh, may hong. Khi nghe tin
hiéu tdt tit dai ngdr quang thi ban hiy ch&. Khi dd nghe it nhat 13 tdm héi
chudng, c6 nghia la ddu day kia khong cé ngudi, ban c6 thé dat may, ché& sau
mot thoi gian méi nén goi lai.

- Khi ¢6 ngudi nhdc mdy, ban phai xung danh ngay va néi ré ngudi cin
gip, n€u goi nhdm mdy ban hiy nhanh chéng xin 16i mét cach lich su. Bét dau
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cugc trd chuyén can chio héi nhd nhédn, than mat va luén gin moét nu cudi trén
moi, né duoc cam nhén rd rang & ddu day bén kia.

- Trong khi ndi chuyén, ban phai c6 giong néi gay dugc thién cam cho
nguoi nghe. Ban nén néi 13 rang, khong qua nhé hay qud to, qua giong néi ban
dugc ddu day bén kia cdm nhan vi ddnh gi4 trinh do vin hod dién thoai cla
ban. Nhing théng tin quan trong nén néi chim, rd v néu cén thi yéu ciu
ngudi nghe nhdc lai, rdnh viéc nghe sai va hiéu 14m. Du nguoi nghe ¢6 thdi
do nhur the nao thi ban van cit thé hién lich sy, than thien.

1.3. Két thiic cudc goi

Khi hét lhc‘mng tin, ban nén chi dong két thic cude goi. Trude khi két thiic
cudc goi ban cin chudn bi cho ngudi nghe, dé ho khong cam thdy dot ngot.
Nén cdm on ngudi nghe vé viéc ho da cho ta thong tin, ho d3 chuyén gitp ta
thong tin. Cudi cing 1a chdo tam biét va hen gap lai, c6 thé hda hen su giit
ving lién lac va dap mdy trude nhe nhang.

2. Nhan dién thoai

- Ngudi nhin di¢n thoai duge coi 12 ngudi bj dong trong cudc dién thoai,
nén trén ban di¢n thoai phai c¢6 sdn giay, biit, sé dién thoai, m&u nhén tin. Cin
nhanh chéng nhic mdy khi nghe thdy ti€éng chuéng dién thoai, cham nhat 12
sau hoi chudng thit ba, luu ¥ nhic mdy khi chudng reo.

- Khi nhdc mdy di¢n thoai nén chi déng chao héi va xung danh (ho tén,
chitc vu, tén bo phén hay co quan). Néu nhim mdy do ngudi goi, cdn nhanh
chéng thong bdo cho ho biét véi thdi do lich sy vi dat may.

- Ching ta phitbict lang nghe khi nhan dién thoai d€ trénh nham Jan. Hay
chu y nghe ngudi & déu déay bén kia trinh bay, yéu cdu nhimg gi d6i véi ban.
Khi nghe gip cu tir nao khé hi€u, binh tinh ghi lai vao gidy, dimg voi v cét
101 ho. Ding yéu cdu ho nhéc di nhic lai nhiu qud. Ho ¢6 thé hidu 1am 1a
ching ta khong chi § lang nghe hay trinh d¢ trinh biy clia ho qué kém, d& dan
dén mat tinh cdm ot ngét. C6 thé ngudi goi khong cé k¥ nang dién dat, nodi
dung 16n xon thi ban ciing dimg ndéng voi. Ban c6 ging gan loc ngdn ngit cua
ho dé tim ra noi dung dich thyc, n€u cin ban nhic lai dé ho xdc nhan. Pimg
bao gid néi véi ho rang “khé nghe, khé hiéu™. Ban ¢6 thé yéu cau bén kia néi
to hon néu ban nghe nhé qud, chdm hon néu ban nghe nhanh qua. Khi xung
quanh c6 nhiéu t1er1g 6n, ban ¢6 thé ra hiéu cho moi ngudi giit yén lang, ché
quit ming, git gong d6i véi nhitng ngudi xung quanh. Né&u phai bd dng nghe
d€ luc tim tu liéu khi néi chuyén dién thoai, ban phai dé nghi ngudi & ddu day
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kia dimg dap mdy va chd mot lat. Tim mii chua thay tai lieu dau ma da qua
moét phit, ban phai xin 161 va bdo s& goi dién lai sau khi da tim thay tai liéu.
Diéu quan trong 12 ban phéi goi lai, dirng that hira. N&€u ban phai hoi ai
trong phong dé c6 thong tin, ban phai néi “mong ong (ba) chd cho mot lat”
va bit 6ng néi dé noi chuyén voi déng nghiép, thdi gian cling Khong dugc
qud 60 giay. .

- Khi ngudi goi cén néi chuyén véi déng nghiép, ban ¢6 thé nédi “xin cho,
toi di goi ngay” va bit 6ng n6i, goi déng nghiép dén dién thoai. Trudng hop
déng nghiép di vang, chd nol “anh ta khong c6 day” va dap mdy. Nén thong
bdo cho ngudi goi va hoi xem ¢6 cén nhan gi khong véi noi dung phi€u nhin
cin ¢é: ho tén ngudi goi, tén cu quan, s& dién thoai (c& chinh, phu, goi cho ai,
nhin noi dung gi, goi lai cho ngudi goi vao khi nlo, s6 may bao nhiéu hodc ho
s& goi lai lic ndo... Sau d6 dat phi€u nhén l1én ban déng nghiép n€u khong gap
truc tiép.

- K&t thiic cude goi nén danh quyén cho ngudi goi. Nén cam on ngudi goi
da goi dién thoai cho ban. Chao tam biét va hira hen.

3. Nhimg diéu cdn chii ¥ khi st dung dién thoai

- Luén lich sy, nhd@ nhin

Sit dung 151 néi nhe nhang du nghe. Khong néi qua to nhat 1a n6i chuyén
dudng dai thudng sg ddu day beén kia khong nghe rd. Khong nén néi qud nhd
dé dau nghe khong dugc 15, phai hoi lai nhiéu 14n. Khi n6i chuyén dién thoal
nén c6 nu cudi trén moi, d6i tugng tuy khong nhin thdy nhung ho cam nhéan
duge. Khong nén virta ndi chuyén vita lam viéc riéng nhu doc, vigt 1ai lidu khéc
hay hit thude.

- Than trong, khong dé sai sot

Khi néi chuyén nén cé gidy bt tai ban, khi 13 ngudi nhan ghi lai nhiing ¥
chinh: ngdy gid, cic s6 lieu, ho tén, don vi hay ngudi goi, s¢ dién thoui... néu
cin phai kiém tra lai, nhing tit nudc ngodi cin yéu cdu ngudi goi dénh van dé
ghi lai. Khi 1a ngudi goi phai ¢6 ndi dung tém tit vao to gidy dé€ tranh trudng
hop sét théng tin khi néi chuyén.

- Ro rang

N6i 13 ¥, ¥ trude 12 chi d€ chinh, y sau phai logic y trudce. Phat am 1o am
tiét, khong nén néi qud nhanh, khong nén sit dung ti€ng dia phuong, khong
nén diing tir da nghia khi khong can thiét. Khong néi dinh chit. Cin dat dugc
yéu ciu nghe rd, néi rd, ghi rd.
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- Ddy dd, hoan chinh

Khi néi nén néi céu di chi ngir v vi ngit, khong nén ndi tt, néi cau it
gon trdnh ngudi nghe suy dién, ¢6 thé hi€u sai § minh cdn truyén dat. Khong
nén sit dung qud nhiéu tir dém, tranh néi lap. Khi nghe d€ ghi vao phiéu nhén
phai ghi di moi chi tiét, n€u ngudi nhin khéng néi rd ta phai hoéi lai. C6 diéu
nao chua phan dnh dugce thong tin xung quanh thi ta phai hoi lai.

- Ngdn gon

Thong tin hét thi nén két thic cudc goi, néu la ngudi nghe thi nhudng
quyén két thic cude goi cho ngudi goi. Khi ndi chuyén khong nén ké 1€ dai
dong, phai di ngay vao noi dung cudc goi. Khong vi ngdn gon ma trd thanh
coc 16¢, cuc cidn, mat lich sy. Thoi gian néi chung la vang, thoi gian cudc goi
1a tién.

Cau hoi

1. Néu vai tro cla dién thoai trong hoat dong cla van phong.

2. bién thoai ¢é nhimg lgi ich gi trong ddi séng clia ban?

3. Néu nhing yéu cdu co ban khi goi dién va khi tra 16i dién thoali.

4. Dién thoai 1a mét khau quan trong cla céng tac dich vy khach hang. Ban hay néu
nhung yéu td ¢6 anh hudng d&n chat lugng clia khau nay va phan loai ching.

5. Trong cudc s8ng, ban da cé thé c6 nhitng ca dién thoai {goi ho#ic nhan) ma ban
cho 1a khéng lich su. N&u cé thé, ban hay néu mdt vai cl trong s6 d6 va giai thich tai sao
ban cho la khdng lich sut,

Bai tap tinh hudng

1. Sau day 13 mét sé 16i ndi chua t8t qua dién thoai. Ban hay sira lai cho dung!
- Alg, ai d&y? Nham may réi!

- Alb, t6i nghe! Anh can gap ai?

- Anh Nam chua d&n, mudn gap thi sau 30 phit nita goi lai nhé.

- Bac goi gi ma 1&m thé&, chau da bao ngay mai s& cd ngudi d&n tan nha slfa chita cho
bac co ma.

- Anh hay goi sang bd phan khac, viéc dd khong thudc trach nhiém cla bé phan
chdng t6i.

- Anh muén biét &, goi sang bé phan dich vu khach hang ay.
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- Bac ndi to 1&n xem nao, chau ching nghe thay gi ¢a!

- Giam d6c cfia chang 16i vita ra phé gdi ddu, khodng hai ti€ng nita bac goi lai nhe!

- Anh mudn ndi chuyén vai toi thi b cai giong &y di nhé, toi ¢6 phai la nhan vién cla
anh dau.

- Chi c6 biét gi& nay 1a gid gi khdng? 30 phut nifta goi lait

- Chij g3p Quyén nao, Quyén den hay Quyén tring?

- Thua chi, giam déc dang thao luan vdi mét d6i tac ngudi Nhat, 30 phat nita chi goi
lai nhé.

2. M, thu ky giam déc cong ty SMIC, dang ngdi lam viéc tai véin phong cong ty thi cé
dién thoai goi dén. M nhe nhang nhic 8ng nghe cla may dién thoai:

- M: AlB, céng ty SMIC xin nghe.

- Khach: Chao co. Toi 1a P, tif cong ty VDC. €6 lam on cho 16i gép giam daoc!

- M: Xin I8 6ng P, giam déc clia ching toi dang ban tiép mét dai tac ngudi B, khong
thé gap 6ng luc nay dude. Xin éng vul 1ong goi lai vao cudi budi lam viéc, duge khdng dng?

- Khach: Tl cé viéc gap can trac d6i voi giam doc cla ¢d. C6 ¢b thé bao dé oéng &y
tiép téi lic nay dugc khéng?

- M: Xin 18i 6ng P, cudc gap vai doi tac ngusi Dac 1a mét cude gap rét quan trong, giam
déc yéu cau khong dé ai qudy rdy. Vay xin dng vui long gei lai vao cui budi lam viéc.

- Khach: Thét dudc, téi s& goi lai sau vay. Chao cd!

- M: Vang, xin chao éng!

Anh {chi) hay nhan xét vé thai dé cla thu ky M va chi ra nhimg thidu s6t clia M trong
cudc noi chuyén qua dién thoai néu trén!

3. Thuy Loan & nhan vién van phong clia cdng ty X. Cong viéc clia ¢b 1a nhan cac
cudc goi tir khach hang va ch_uyé’n céc cude goi d8n nhimg ngudi ma khach hang yéu cau,
ho3c tra I3i ching néu ¢6 thé. Thuy Lean thudng xuyén ti&p xuc vdi khach hang qua dién
thoai nhung chua bao gid gap mat ho.

Céng ty X mudn nang cao chat lugng phuc vu khach hang dé tang cudng ndng Juc

canh tranh. Theo ban, cong viéc cla Thuy Loan ¢6 anh hudng quan trong nhu thé nao dén
muc tiéu cla cong ty X?

4. Mai Linh, nhan vién van phong cta coéng ty MD, dang ngdi lam viéc tai van phong
cdng ty thi dién thoai reng. Mai Linh nhac may. Bén kia ddu gidy la mét khach hang. Khach
hang nay mudn dudc cung cip thang tin vé chuang trinh khuy&n méi cia cong ty MD. Theo
ban, Mai Linh nén xif sy nhu thé nao trong méi tinh hudng dudi day:

a. Mai Linh ¢6 thé tra i8i dugde mac dil d6 khdng phai ta trach nhigm clla ¢o.
b. Mai Linh c6 thé tra 18i duge nhung !Gc d6 cb rat ban.

c. Mai Linh khéng biét cau tra 18i nhung cd biét Tuyét Mai co thé tra 18i va cd chuyén
may cho Tuyét Mai.

d. Mai Linh khéng bit cau trd 13i va luc d6 Tuyét Mai khong ¢6 mat g do.

1 &6
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Chuong 9
GIAO TIEP QUA THU TiN

Muc tiéy

Trong thdi dai ngay nay, méc du c6 nhiéu phuang tién truyén thong hién dai gitlp con
ngudi trao déi théng tin vdi nhau mét cach nhanh chéng va tién Igi, song thur tin, v&i nhitng
wu thé riéng clla né, van dugc sir dung mét cach phé bién ca trong cudc s6ng thudng nhat
lan trong kinh doanh. Do vay, rén luyén k§ nang giao dich qua thuf tin Ia mot su chudn bj
thiét thuc cho hoat dong nghé nghiép clia mdt nhan vién van phong, mdt ngudi thu ky.
Chuong “Giao ti€p qua thu tin” duge dua vao cudn sach nay khdng ngoai muc dich d6. Sau
khi hoc xong chuong nay, ban cé thé:

- Higu khai niém, uu thé, nguyén tic cda thu tin:

- X&c dinh cach viét phil hop véi mdi loai thu tin:

- Tién hanh cac giao dich qua thu tin higu qua hon.

Tém tét ndi dung

- Thu tin 12 loai van ban khéng mang tinh chinh thire, duge vidt véi tu cach ca nhan,
duge ditng dé trao d8i thong tin giita cac ¢4 nhan, t8 chiic.

- 8o vdi cac loai hinh truyén thong khéac, chdng han nhu dién thoai, thir tin van c6
nhitg uu thé nhat dinh. Nhimg wu thg d6 1a:

+ Théng thudng viét thu tiét kiém hon goi dién;

+ Ngudi nhan cé thé doc vao thdi gian thuan tién;

+ Biéu hién tdm quan trong han dién thoai;

+ Thu tin @@m bao dugc tinh bi mat, thudng dugc doc riéng va nghién clu k§ hon;

+ C6 thé chi viét mét 1an nhung gl d&n cho nhidu d6i tugng:

+ Ngudi viét c6 thai gian d€ suy ngdm va trinh bay sao cho ¢é hiéu qua nhét:

+ C6 thé trinh bay ca nhitg diéu ma théng thudng ngudi ta kh6 néi qua dién thoai
hay khi gap g& truc tip.

- Thut tin ¢6 nhiéu loai va duge viét véi nhimg phong cach khac nhau. Tuy nhién, ching
van c6 két ciu chung va céc ¥ trong thu duge trinh bay hosc theo [6i didn gidi ho#c theo
181 quy nap. Céch viét theo 18i di&n gidi {y chinh dugc dua ra ngay & ddu thy, sau dé mdi
dén 18i gidi thich) thuong duge 4p dung trong loai thu mang d&n tin vui, hoac loai thu lam
cho ngudi nhén quan tam, mac du khdng gay phan dng vui budn rd rét. Con cach viét theo
61 quy nap (¥ chinh chi dugc dua ra sau khi da c6 I6i gidi thich) thusng dugc ap dung trong
truang hap théng tin & trong thur ¢6 thé gay phan (ng tigu cuc & ngudi nhan (tin budn, 10
tir chdi v.v).
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- DU 14 thu vidt theo cach nao thi ciing can tuan thi nhimg nguyén tac sau:
+ Bi thdng vao vén dé;

+ Rd rang;

+ Pay do:

+ Chinh xac;

+ Nhat quan;

+ Than trong;

+ Lich su.

I. KHAI NIEM, PHAN LOAI VA KET CAU CUA THU TIN

1. Khai niém thu tin

Thur tin 1a mét loai van bdn khéng mang tinh chinh thitc, digc viét voi t
cdch cd nhan, duoc ding dé trao d6i thong tin giita cdc cd nhan, t6 chitc.

Mac dii hién nay, cong nghé truyén thong phdt trién rét nhanh, nhicu
phuong tién truyén tin hién dai v thugn tién xudt hién, song thu tin - phuong
thtic truyén tin cd tir 1au ddi - vin ¢6 vi trf quan trong. Theo k€1 qua mot cude
khao st tai My vao nhimg nam cudi thé ky XX, hon 80% s6 ngudi dugc hoi
cho riing nhitng cii dién thoai, nhitng cong thu dd duge ding ky vao sd 16t dén
dau vin ¢6 thé bi lang quén nhanh chéng, nhung nhitng thu tir giao dich ca
nhan thé hién m6i quan hé lién nhan céch lai duoc quan tam chd § hon nhiéu.

So véi cdc phuong tién trao doi thong tin khéc, chang han nhu dién thoai,
thu tin ¢ nhitng wu the€ cd ban sau: "

- Thong thudng viét thir ti€t kiém hon goi dién;

- Ngudi nhan c6 thé doc vao thoi gian thuan tign;

- Bi¢u hién tdm quan trong hon dién thoai;

- Thu tin dam bao duge tinh bi mat, thudng dugc doc riéng va nghién cifu
k¥ hon;

- C6 thé chi viét mot 14n nhung glti dén cho nhiéu d6i tuong;

- Ngudi viét c6 thoi gian dé suy ngdm vi trinh bay sao cho ¢6 higu qué nhét;

- C6 thé trinh bay ca nhitng diéu ma théng thuong ngudi ta khéd ndi qua
dién thoai hay khi giip g& truc ti€p.

Trong thuong mai, thu tin 13 phuong tién trao di thong tin phd bi€n va
dugc diing trong nhiéu tinh hudng da dang, tit chic mimg, tham hoi, hen gap,
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cho dén viec trao d6i ¥ kién nhim thong nht cic diéu khoan d€ di d&n ky két
hop dong.

Giao dich bing thy tin 12 mot trong nhing k§ nang quan trong ma ngudi
thu ky cén linh hoi.

2. Phan loai thu tin

Thu tin giao dich hang ngay giita cic c4 nhan, t& chic rat da dang, tuy
nhién c6 thé phan chiing ra thanh céc loai sau:

- Loai thu mang dén tin vui hoac Jam cho ngudi nhan quan tam, mac du
khong gay dugc phan dng vui, budn 15 rét.

Vi du: thu dat hang, thu dé nghi cung cdp thong tin vé mot loai hang hoa,
dich vy nao dé.

- Loai thy tir choi;

V{ du: Thir tir chdi don dét hang.

- Loai Thu thuyét phyc;

Vi du: Thu ban hang.

- Loai thu x4 giao.

Vi du: Thy chic mimg, thu tham hoi.

3. Két cau cua thu tin

Thu tin 12 loai van ban khong mang tinh chinh thitc, dugce viét véi tr cich
c4 nhan, vi vay hinh thic, két cdu cling nhu ndi dung chia th tin mang tinh
uyén chuyén cao va tuy thudc vao ngudi viét. Song nhin chung, thu thudng
dugc viét trén kho gidy A4 va bao gém céc phén duge trinh bay nhur sau

1. Tén 16 chic (cong ty, co quan...), dia chi, dién thoai, fax... Phdn nay
duge dat & gbe phia trén, bén tréi cla 1o gidy. Trong trudng hop t6 chikc gl thu
6 biéu tugng riéng va duge in sdn trén gidy viét thu thi phan nay nam ngay
dudi biéu tugng cha td chic. _

2. Dia danh, ngly thdng nam: Phan nay nim & phia trén hai léch vé beén
phai t& gidy.

3. Kinh gtri + ho tén, chifc vy, dia chi ngudi nhan.

4. Loi chao ddu thu: Tuy theo moi quan hé va ndi dung ctia 14 thu ma chon
11 chao ddu thu cho phi hop . Vi du: Thua ong (bd), Chi T kinh mén...

5. Noi dung 14 thu: Day 12 phan quan trong nhat cha 14 thu. Phin nay can
trinh bay o rang, hdp déin.
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6. Loi chao cuéi thu: Gidng nhu 10i chao mé dau, 181 chao cudi the mang
tinh phong tuc, thé hién phép lich sy va déng thdi dé két thic 14 thu. Lai chao
cudi thu cin phai phit hgp véi hoan canh, 161 chao diu thu va tinh chit cha
14 thu.

Biéu tugng cla té chitc (néu cé) Dia danh, ngay ..thdng... nam...
Tén 6 chiic Kinh giri: Ong (ba).....
Bia chi Dia chi:
Dién thoai Thua Ong,
Fax
Thir $6
L&i chao cudi thu
Chitc vu, chit k¥, ho tén.

7. Chitc vy, chit ky v& ho tén clia nguoi gl

Ngoai ra, tuy ting trudng hop, 14 thu con cé thé c6 thém phan ghi chii: néu
phu luc kéem theo hoac mot vai diéu nhdn giri thém (t4i brt).

IL. NGUYEN TAC VA CACH VIET THU TIN

1. Nguyén tic viét thu tin

Dé viét dugce 14 thu t6t, ban cdn nam virng cdc nguyén tic co ban sau day:

- Pi thdng vao vén dé

Trong cudc séng ban ron hién nay, thdi gian la vang, vi vy ban khéng nén
quanh co, vdng véo 1am t6n thdi gian cla ngudi doc ma nén di thing vao vin
dé cdn trao déi, thao luan; néu bat nhitng nét chinh clia vin dé, nhitng yéu cdu
cén dép ing...

- Ré rang

Céc ¥y ma ban néi trong thu cAn phdi rd rang, dé ngudi nhan cé thé giai

quyét cong viéc v6i nhitng thong tin d6. Ching han, vi€t thu dat hing ma ban
diing cum ti: “Chiing t6i muén mua...” thi ngudi nhan thu rét c6 thé s& phai
tim cdch lién lac v&i ban dé 1am rd van dé, tiic 12 ban da gay ra cho bén béan
su phién ha khong ddng c6.

- Piing, chinh xdc

Céc sy viéc, cdc tinh tiét néu trong thu nhu: ngly, gid, dia diém giao hang,
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gid ca... phai ding, chinh x4c. Cho nén sau khi viét xong l4 thu, ban can kiém
tra lai nhitng diém nay.

- Pay du

Nghia 12 trong thu phéi néu di nhiing didu kién can thiét dé gidi quyét
cong viéc. Vi du, thu dit hing phai néu di céc yéu cau nhu: tén hang, chiing
loai, s& lugng, mau sic, von dé van chuyén, dia di€m va thei gian giao hang,
phuong thitc thanh todn... Thu viét khong thod min nguyeén tic nay dé lam cho
ngudi nhan buc minh.

- Nhdt quan

Céc y trong thu phai théng nhat, khong mau thuin véi nhau. Vi du, & phén
dau thu ban vi¢t 14 “...d4t mua...” nhung & phan cudi lai 1a *...con chd quyét
dinh clia thil trudng...” thi nhu vay 1 chua nhét quan.

- Than trong

Tic 1a cdc thong tin, s6 lieu dua vao trong thu phai qua kiém tra, khong
dua vao thu nhiing thong tin ma ngudi viét c¢ling chua tin chic.

- Lich sy

L4 thu khong nhitng thé hién nang luc, sy am hiéu van dé, ma con thé hién
van hod giao ti€p, vin hod ting x& clia ban. Hon nita, giao dich bang thu tin chi
¢6 hiéu qua khi hai bén ton trong, hi€u biét 14n nhau, Vi vay, loi 1€ trong thu
cha ban cén phai nha nhan, lich su, ¥ 1, ngay ca trong nhitng tinh huéng mau
thuén, xung dot.

Ngoai nhitng nguyén téc néu trén, khi viét thu ban ciing cdn hru ¥ mot s6
diém sau:

- Xdc dinh ré muc dich viét thu;

- Cdn nhdc nhiing néi dung cdn viét va sap xép chiing theo trinh tw hop
Iy nhat;

- C6'gdng ludng trude phdn img ciia ngudi nhan khi doc thu;

- Léi viét 16t nhdt la 167 viét ty nhién, phit hop véi hoan cdnh;

- T ngit va cdch lgp lugn phdi phit hop véi trinh do nhgn thitc ciia
nguoi nhdn;

- Trong nhitng tinh huéng phirc tap, cé nhiéu noi dung cdn trinh bay thi
nén ldp dan y trucce khi viét dé tranh bd sét hodc tring ldp 3.

Viéc tuan thi nhitng nguyén tic néu trén s& tang cuong hiéu qua giao dich
bing thu tin clia ban. Tuy nhién, cling ¢6 ban, ddc biét 1a nhitng ban thudng
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viét thu theo cam hitng, cho rdng nhitng nguyén tic dé lam cho 14 thar ¢6 phén
“kh6 khan”, “ciing nhic”, “khé viér”. Diéu nay chu yéu 1a do ho chua thuc su
nim dugc k¥ nang vict thu mot cdch khoa hoc, chua nhan thic duge day du
1im quan trong ca viéc giao dich bang thu tin. La mot ngudi thu ky van phong
trong tuong lai, ban cdn nhd rang trong nhiing I4 thw mang tinh coéng viéc, tinh
hop 1y duge dit 1én hang ddu chit khong phai la tinh cam.

2. Cach viét thu tin

Ngon ngit (néi va viét) mang tinh chil thé. Méi ngudi ¢ mot phong céch
ngén ngit riéng, khong ai giéng hét ai. Vi vay, cdch viét thir cita nhimg ngudi
khdc nhau ciing khong hoan toidn gidng nhau. Tuy nhién, xét tir géc do lap luan
thi ¢6 hai cdch viét thu: viét theo 16i dién giai va viét theo 161 quy nap.

Trong thu vi¢t theo 161 dién giai, ¥ chinh duge dua lén ddu, sau dé mdi dua
ra 101 giai thich.

L&i viel nay ¢6 nhitng vu diém sau:

- Dé md dau 14 thu;

- Y chinh m& dau ¢6é tdc dung cudn hiit ngudi doc;

- Ngudi nhan nim ngay duge ndi dung chinh ctia 14 thu va cé thé doc ludt
phdn sau dé ti€t kiém thoi gian;

- Trong trudng hop thu mang dén tin vui thi ngay tir dau di tao duge tam
1i vui vé, thoal mai & ngudi nhan va 1am ho dé chdp nhan nhitng chi ti€t dugc
dua ra sau do.

L1 viét dién gidi thudng duge dp dung cho loai thu mang dén tin vui, nhu:
thur dat hang, thu chic mimg; loai thu duge ngudi nhdn quan tdm mic du
khong gay phan ttng vui budn rd rét, nhu mot sd thu khi€u nai, thu yéu cau
cung cdp thong tin...

Trdi vdi thu viét theo 16i dién giai, trong thu viét theo 18i quy nap, ¥ chinh
khong duge dat & dau thu ma dat & mot doan thich hgp trong 14 thu, sau khi da
dra ra 1oi giai thich.

Ciéch viél theo 161 quy nap thudng dugc 4p dung cho cdc loai thir gay phan
{fng tiéu curc & ngudi nhan, ching han, thu tir ch6i - loai thu ma trong d6é ngudi
vi€t phai néi tir “khong”,

Thu viét theo 16i quy nap cé nhitng vu diém sau:

- Cho phép ngudi nhan ti€p tuc doc hét 14 thu, hi€u noi dung va 1y [€ trinh
bay trong thu ma khong bi hing hyt ngay tir dau, trdnh duge nhitng hanh dong
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mang tinh kich déng nhw x¢ vun 14 thu, ném thu vio bép khi chua doc hét né;

- L4 thu ¢ y nhén manh 15i giai thich do chd trinh bay 1y 1€ trude r6i méi
dén 1ot tix chai;

- Loi gidi thich mé& dudng ddn déan cho 13i tir chéi, do dé khong gay séc
cho ngudi nhan.

1. VIET MOT SG LOAI THU CU THE
1. Cac thu vé dit hang
L.L. Thu dat hang

D&i v6i nha kinh doanh, khong ¢6 niém vui nao 16n hon niém vui nhin
durge don dat hang. Vi vay & loai thu nay, cdc ¥ dudc trinh bay theo 15i
dién giai:

- Ngay cdu m& ddu néu 15 ¥ chinh: Xin ong giti ngay cho..., Dé nghi ong
ngay cho..., Ching t6i dat mua....

—

alr

- Ti€p theo ghi 16 loai hang hod, sd luong, gid ca...

- Thong bdo phuong thitc thanh todn;

- Cudi thu bay t6 hy vong nhan dugc hang ding ké hoach.

Vidu:

Kinh giti: O. Dai Thanh, GP. Céng ty DVTM Ha Tién

Xin ong cho chuyén dén va ldp dat tai try sJ cong ty chiing t6i 05 chiéc
mady diéu hoa nhiét d¢ nhan hiéu LG, ky hiéu 0185RMBT. Thoi gian thudn tién
dé tiép nhdn va ldp dat s¢ mdy nay la hai ngay 10 va 11 thdng 6 ndam 2003,

Gid tri ctia 16 hang sé€ duoc chiing 16i thanh todn mot ldn bang tién mdt ngay
sau khi 56 mdy dwoc ldp ddt xong. -

X?n cdm on va giti ong 10i chao tran trong.
GD Céng ty cong nghé tin hoc MD
1.2. Thu tra 1i thu dat hang

Sau khi nhan duge thu dat hang, ban 6 thé gl thr phiic dap Thu nay bao
goém nhitng ¥ chinh sau day:

- Bay t6 ni€m vui khi nhan duge don dit hang;
- C5 the gidi thiéu them mot vai nét vé mat hang duge Iya chon;
- Xdc nhdn don dat hang dang dugc ddp vng khén truong;
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_ Cam on vé sy tin nhiem va bay t6 hy vong ¢ them don dat hang mdi.

Vidu:

Kinh gii: O. Bui Tong - GD cong ty cong nghé tin hoc MD

Thua Ong,

Chiing 16i rdt vui ming khi nhan dugc thie ddt hang ciia ong dé ngay 24
thang 5 nam 2003 48 mua 05 mdy diéu hoa nhiét do nhan hiéu LG, ky hiéu
0185 RMBT. Ong dd c6 mot s¢ Twa chon tuyét voi béi ddy la loai mdy voi nhiéu
tinh nang vuot troi, bén, 1iét kiém dién va hién dang dugc ua chuong trén thi
truong. .

Hién nay, s6 mdy dd duge chudn bi va vao 8h30° sdng ngay 10 thang 6

*

nam 2003, nhigng nhén vién co kinh nghiém ciia ching 16 sé chuyén dén va
lép ddt tai try s cong 1y theo yéu cdu cua ong.

Xin cdm on su tin nhiém ciia ongva quy cong ty, hy vong rdang trong tuong
lai chiing t6i lgi 6 dip dugc phugc vy éng.

Trdn trong
GP. cong ty Ha Tién

1.3. Thar ti¥ choi thu dat hang

Ciing c6 trudng hgp ban nhan duge don dit hang nhung vi mét 1y do nao
d6, ban khong thé ddp Gng dugc, ban cin viét thu tir chéi.

Cac ¥ cha thu tir ¢héi thu dat hing duge sap x€p theo trinh tu sau:

- Bay to niém vui khi nhin duoc don thu dat hang;

- Pua ra ly do va sau d6 12 161 tir choi;

_ C6 thé gidi thieu cho khdch hang mot dia chi ¢ loai hang Khich cén;

- Bay to hy vong dugc phuc vu khéch trong mot dip khac.

(3 day ban cin hru ¥ rang, ndi chung, khong nén dua ra qud nhiéu 1y do,
chi cdn mot 1y do xac dang dé giai thich cho 18 chai 1a du.

Vi du:

Kinh gii: Ong Hoang Minh, s6'5 La Thanh, Ha Noi.

Thita ong,

Chiing t6i rdt vui mimg khi nhan dugc thu ddt hang ctia Ong dé ngay 5
thdng 6 dé mua 02 xe mdy Honda nhan hiéu Dream 1. Nhung vi cong 1y
Honda chi phuc vu khdch hang théng qua cde dai 1y, vi vay chiing t61 khong
thé truc tiép ddp tng thu ddt hang cia ong dugc.
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Ong ¢6 thé lién hé véi cde dai 1y ¢ s6' 15 duong Xudn Thuy, s6' 9 duong
Cdu Gidy hode bdt ctt mot dai 13 nao civa Cong ty Honda tai 1la Ngi, 0 dé luén
o san hang ddp g véu cau cia ong.

Chiic éng thanh cong.
TM. Céng ty Honda Viét Nam
G kinh doanh
Hoang Hing

2. Thu khiéu nai

- Khiéu nai cta khdch hang ludén duge ciac doanh nghiép 1am dn nghiém
tic guan tam, bdi vi diéu nay gidp git uy tin cho chinh ho. Thu khi€u nai ciing
¢6 thé dugce viét theo 161 dién giat:

+ Ngay dau thu néu rd yéu cau;

+ Pua ra ly do;

+ Bay to hy vong khi€u nai sdm dugc ddp ng.

Al ciing ¢6 ltic nhdm l4n, vi vay khi viét thu khi€u nai, ban khong nén thé
hién su “ndng gifn™ bang nhitng 15i nghiét nga, ning n¢. N€u ban mudn vi¢e
khidu nai cha ban ¢é két qua, thu khiéu nai nén viét dudi dang “dé nghi” hoac
“véu cdu™ lich sy, nha@ nhan. Ngudi ¢ trach nhiém s€ xem xét va giup do ban.

Vi du: Mot doi tho di khong lap dat diing loai thung chita nwée 3m* nhu
yéu cdu cla ban, ma lai lap dat loai 1,5 m* khong pho hop cho mot vin phong
dong ngudi. Ban viét thu khi€u nai v€ van dé nay.

Kinh giti: Ong K, gidm déc cong ty xdy dung s6 3.

Thita Ong.

Xin ong vui long cho thay loqi thing dung nudce 1.5m* ma doi the cua ong
viva Idp ddt sdng hom qua tai van phong ching 10i bang loai thiing 3 m* , vi van
phong chiing 16i déng nguoi va trong hop dong da ghi rd cdn lap ddt loai 3 n?’,

Chiing 161 cho rdang, day chi lé mot sy nhdm ldn va hy vong su nhdm lan
nay s€ som dwge diéu chinh.

Gui dng loi chao trdn trong

Thu khi€u nai ciing ¢ thé duge viét theo 16i quy nap. Ching han, ciing

trong trudng hgp néu trén, 14 thu c6 thé duge trinh bay nhu sau:
Kinh gui: O. K, gidm déc cong ty xdy dung s6' 3
Thua Ong.
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Ngay 2 thang 6, chiing t6i da ky két voi quy cong ty hgp dong sita chita try
- 50 vdn phong va ldp ddr thing chita nudc. Ngay sau dé, cong viée dd dvoc
trién khai nhanh chéng, ding tién dé va ngay hém qua viéc cudi cing la ldp
ddt thing chita nuée dd duwoc doi the hoan idt. Tuy nhién, thay vi ldp ddt loai
thing 3 m’ niue dd ghi trong hop dong, doi the lai ldp ddt loai 1,5 m* khong
tién cho mot van phong ¢6 dong nhdn vién nhu vin phong céng ty chiing toi.

Chiing t6i hy vong viéc thong bdo nay sé gitip quy cong ty hiéu chinh si
nhdam ldn mér cdch nhanh chéng.

Tran trong

- Tra 101 thu khiéu nai

Sau khi nhan dugc thr khiéu nai, ban ¢6 thé viét thu tra 13i. Bing quén
ring, khach hang 14 thugng d& cla ban. Loi 1€ trong thu cdn nhd nhan, lich sy,
cho dit ban ching hé mong dgi khi€u nai ciia khdch hang. Thu tra 11 thu khi€u
nai gém cdc ¥ chinh sau day:

+ Khing dinh vin dé khi¢u nai dang dugc giai quyét khan truong;

+ Giai thich nguyén nhan din dén nhim lan;

+ Cam on vi da kip thoi néu vén dé.

Ban hiy xem vi du sau:

Thita Ong,

Chiing 161 da nhan dugce thi ciia 6ng dé ngady.... thang... vé viéc ldp ddt
thimg chita nmitéc tai van phong cong ty X. Ngay lap tic, ching t6i dd cho kiém
tra va phdt hién su nhdm ldn déng tiéc nay la do nhan vién van phong so sudt
khi ghi phiéu xudt hang. Ngay ngay mai, doi thg cua chiing 160 s€ dap iing yéu
cau chia ong.

Xin cdm on éng dd kip thoi néu van dé dé ching 161 ¢6 thé thuc hién
ddy di trdch nhiém ciia minh va thanh thdt xin 16i 6ng vé sy nhdm lan dang
tiéc nay.

Giti éng loi chao tran trong.

3. Cac loai thu tir xa giao

3.1. Thu moi

- Thir moi 12 loai thu bay td mong mudn ai d&€n dy mét hoat dong nao dé
(1& ky niém, bita tiéc, cudc hoi théo...). Thu mdi nén vi€t ngén gon nhung phai
diy ¢t nhitng noi dung can thiét: thdi gian (bit ddu va két thtic), nhitng hoat
dong dac biét (n€u cé k& hoach), dia diém v.v.
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Vi du:

Kinh giti: O. Thé Anh - Giaém dée Hoc vien T.

Thira Ong,

Tran trong kinh moi ong t6i dw 1€ ky niém 15 ndm ngay thanh ldp céng ty
MD, ditge 16 chire vao hoi 16 h ngay 20 thang 10 tai tru sé cong 1y MD, s6' 9
Hoang Quéce Viét, Ha Néi.

Churong trinht 1é ky niém bao gém:

- 16 N Mit vinh ky niém ngay thanh ldp cong ry;

- L0330 Xe duwa quy khédch tham quan nha may X3 cua céng ty;

- 170307 Tiée ditng chiéu dai quy khach tai nha hang Hoang Hén Tim.

Suw b mdt ciia 6ng 1a niém hin hanh lom doéi voi toan thé can b, nhan vién
cong iy MD.

Gidm déc céng ry MD

3 mot s6 cong ty cd in sdn mau thu moi, ban chi cin dién cdc thong s6 cu
thé dé c6 mot thu moi hoan chinh. Ban ciing ¢6 thé mua thi€p mai in sin & cdc
clia hing van phong pham, tuy nhién mot 14 thu moi riéng clha ¢ong ty véi con
ddu vi chit ky cta ngudt linh dao van ¢6 tdc dong tam 1Y manh hon dén nguds
duge moi.

- Trd 11 thie moi

Sau khi nhan dugc thu mai, dé tién cho viéc 1iép dén khdch, ban néa viét thu
tra 101. Trong trudng hop tir chdi, ban phai dua ra dugc mot 1y do chinh ding.

Hiy xem vi du dudi day:

Kinh gii 6ng Phan Thu - Gidm déc cong ty MD

Thira Ong,

Tol rdr vui mung khi nhan duoc thu moi 161 du 1é ky niém 15 ndm ngay
thanh ldp cong ty MD. Nhung t6i rdt ldy lam tiéc rang trong thot gian dé, toi
cing voi mot phdi doan ctia chinh phit 6 chuyén coéng tdc 0 nudce ngoat, khong
thé' dén die duge. Thay mdt toan thé cdn bo, nhdn vién Hoc vién T va nhan
danh cd nhan | t6i xin gii 167 6ng va toan thé cdn bo, nhdn vién cong ty MD
o1 chitc mitng t6t dep nhdt.

Hy vong chiing ta sé cé dip gdp nhau trong twong lai gan.

Kinh thu
GP. Hoc viéen T
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3.2. Thu chic mimg

Trong quan hé xa giao, khi hay tin ban bé, dong nghiép, d6i tic cd tin vui:
dwge dé bar, lap gia dinh, Khai truong cita hang, t§ chifc 1€ k¥ niém..., néu
khong dén dy, gip g0 truc tiép duge thi mot 14 thu chic mirmg 1a réit cdn thi€t.
Noi dung thu chic mimg bao gém nhitng ¥ chinh sau:

- Nhan danh ai, thay mat ai;

- Chiic mimg ai, nhan dip gi;

- Bay t& mong mudn gi.

Vi du:

Kinh giti: O. Trdn Poi - Gidm déc cong ty TT

Thira Ong,

Thay mdt ban gidm déc cong ty NT va nhan danh cd nhdn, 161 xin gii dén
ong nhitng 1o chiic mung t6t dep nhdt nhan dip ong duoc dé bat giit chirc gidm
doe cong ty TT.

Trong thoi gian qua, quan hé hop tdc gitta hai cong ty ching ta dd khong
ngiing phdt trién va dem lai nhitng loi ich thiét thue cho cd hai bén. Hy vong
rdng, trén cuong vi moi, ong s€ ¢6 nhitng né lyc dé thiic ddy moi quan he dé
lén mot tdm cao mo.

Trdn trong
Gidm déc cong ty NT

Thu chiic ming cdn viét ngén gon, 10 rang, thé hi¢n tinh cam chan thanh,
khong nén dung nhing tir m¥y miéu, sdo réng.

3.3. Thu tham hoi

Thu tham héi 13 loai thw bay to sy quan tam, mong mudén chia sé, dong
vién ban be, déng nghiép, d6i tac, khéch hang khi ¢6 nhitng chuyén Khong vui
xay ra véi hg.

Thu thim hoi khong nén viét qud dai, y thu c4n o rang, tinh c&m chén thanh.

Vi du:

Kinh giti: Ong chil tich tinh H

Thua Ong,

Thay mdt lanh dao va nhan dan tinh T, t6i xin githi dén ong cung dong bao
tinh nha 107 thim héi én cdn nhdt khi nhdn dugc tin dia phuwong nha bj nang han
kéo dai, mita mang thdt bdt lam cho do song ciia dong bao gap nhiéu khé khdn.
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D¢ gép phan khdc phuc nhitng thiét hai do han hdan gdy ra, 160 xin guwi 161
ddng bao tinh nha 100 triéu dong cing 50 chiéc mdy bom nudc phuc vi cho
viéc cung cdp nudc sinh hoat & nhiing noi khé khdan nhdt.

Hy vong rang voi sy hé trg ciia cd nudc cing vai sy né luc cia dong bao
tinh nha, hdiu qud cia han hdn sé sém duoc khic phuc, cudc séng cua dong
bao som tro lai bink thudng.

Trdn trong
Chii tich UBND tinh T

3.4. Thu chia buon

Thur chia buén diing dé bay 1o tinh cam thuong ti€c, mong mudn chia sé
khi ¢é nhitng mat méat vé con ngudi x4y ra véi ban bé, dong nghiép, déi tic,
khach hang hoac vé6i than nhan cia ho.

Thu buén nén viét ngay sau khi biét tin, thu nén ngin gon, tinh cam
chan thanh.

Noi dung thu chia buén bao gdm nhitng ¥ chinh sau:

- Ai nhan danh ai, thay mit ai gii t61 ai 101 chia budn;

- Biéu cdm cla ngudi gli 1561 chia budn khi biét tin budn.

Vi du:

Thu chia budn cla 6ng gidm d6¢ nha mdy Z gl dén phu nhan giam doc
cong ty MD khi biét tin 6ng gidm d&c qua doi.

Kinh giti: Ba T, phu nhan gidm doéc cong ty MD

Thua Ba,

Toi vo cung xuc déng khi duoc tin 6ng nha dor ngét qua doi do mot cdn
bénh hiém nghéo. Cho phép t6i thay mdt toan thé cdn bé, cong nhdn nha mdy
Z gui 161 Ba cong gia dinh 10i chia budn sdu sdc nhat.

Tdt cd nhitng ai ting lam viéc ldu ndm bén canh éng nha déu biét rdng,
ong nha khong nhitng la mét gidm doc tai ba, hét long vi céng viéc, ma con la
nguoi luén quan tdm dén doi song ciia tng cdn bg, cong nhdn trong cong ty
néi chung va nha mdy Z ndéi riéng. Vi vay, su ra di dét ngdt cia ong nha da
gdy ra cho chung 16i niém thuong tiéc vé han.

Téi cing toan thé cdn bé, cong nhan nha mdy Z xin ba nhdn noi ddy tdm
long thanh kinh, thiét tha.

Thanh that chia buédn!
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3.5. Thu cam on

Trong quan hé xa giao, mé&i khi ban dugc ting qua, dugc mot an hué dac
biét, hoac sau khi du mot bita tiéc, ban nén vi€t thu cam on.

Thir cam on 13 mot biéu hién cia sy quan tam, sy danh gid cla ban dai voi
sy tiép dii, tinh cam clia gia chii. Gia cho s& r&t hai 1ong khi nhan duge thu
cam cn cua ban. :

Trinh ty céc ¥ cua thu cam on thudng nhu sau:

- M& déu 1a 181 cam on.

- Sau d6 13 mot vai ddnh gid, nhan xét clia ban (vé qua ting, bita Ugc,
chuyén tham quan...) va cam tudng clia ban (vi dy, minh vin thudng mo use
mot chuyén tham quan nhu vay).

_ Cu6i ciing lai 12 101 cam on va Joi chdc stc khoe.

Vi du:

Kinh giri: ong T - Gidm doc khach san Thdi Binh

Thita Ong,

Cdm on ong rdt nhiéu vé sy 1i€p dén nhiét tinh, si phite vu tdn tuy ma ong
va cde cong sy dd danh cho ching téi trong nhiing ngay via qua.

Nhitng ngay nghi via qua d8i voi ching téi that 1a tuyét voi: khdch san
ddy it tién nghi, nhan vién phuc vy 1dn tinh, bai bidn dep va tho méng, ddc
piét la nhitng mon an do ddu bép khach san ché bién tix hdi sdn twoi séng thdt
lé kho quén. Da i lau, anh em trong doan chiing 161 vdn hdang mong muon mot
ky nght nhu vay.

Hy vong rang sé dugc gdp lai éng trong ky nght hé ndm sau.

Mot ldn nita xin cdm on Ong va chiic 6ng doi dao sitc khoe.

Tran trong

3.6. Thu giéi thiéu

Thu gi6i thieu nhim tao duge su dé dang hon trong viéc thiét 1ap nhiing
md&i quan hé xd giao trong thuong trudng. Tuy nhién, chi nén viét thu gidi thiéu
cho mot ngudi ma ban biét rat 6. Dic biét trong nhing trudmg hop thu gidi
thieu khong mang tinh cong viéc. Khong ai c6 thé ép budc ban viée ndy, no
hoin toan do su tu nguyén cia ban va ban phai hét siic cén than khi cdm but.
Thur gidi thiéu Ja bing chitng vé m&i quan h¢ mat thiét giita ban va ngudi duge
gi6i thieu, ngudi nhan thu it nhidu phai lam vui 1ong nguoi ma ban gli gam.
Vi vay, ban cdn can nhic mic 4o than finh gifra ban vi ngudi nhin thu.

Vidu:

170



Chit Phan kinh mén!

Xin giol thidu voi chil, bdc Thu la gidm déc cong ty noi chdu lam viée. Tudn
tol, bdc dy s€ bay vao TP. H6 Chi Minh d¢ tim hiéu thi trudong va tim kiém co
hoi ddu tw. Bde Thu la con nguoi cia cong viée, rdt nang dong nhing vui vé
va thit vi.

Chdu nghi rang chit s€ rdt vui khi gdp g bdc Thu va cudc gdp g8 sé hitu ich.

Kinh chao chi
Chau cua chii
Hoadng Lan

Va khi 161 TP. H6 Chi Minh, 6ng Thu s& goi dién hodc g 14 thur gidi thicu
kém theo 14 thu ngan sau:

Kinh giti: Ong Phan

Thira (}ng,

Chdu Hoang Lan da gui t6i 1d thie gici thiéu vor 6ng. Toéi sé & lai khdch
san Rex, phong 103 16 thir bay (ngay 25 thdang 10}.

T6i Ity vong sé han hanh diroc gdp ong.

Kinh chao 6ng

Sau d6, ong Thu s& chd éng Phan hoi am. Trong trudng hgp ong Phan
khong c6 thai gian d€ gip 6ng Thu, nhat thiét phai vi€t thu tra 13i.

Toém lai, giao ti€p qua thu tin ¢6 nhitng wu the nhat dinh. N6 duge sir dung
vdi nhi€u muc dich, tir cdm on, tham hoi trong quan hé xd giao cho dén nhing
van dé nghiém tic hon trong cong viéc nhu dat hang, khiéu nai...Linh héi k¥
nang giao dich qua thu tin 13 yéu ciu khong thé thi€u déi v6i mot nhan vién
vin phong hi¢n dai.

Cau héi va bai tap tinh hugng

1. Thu tin 1a gi? Néu mot s8 cach phan loai thu tin ma ban biét.
2. Thut tin ¢6 nhimg wu thé gi so véi cac phuang tién trao ddi théng tin khac?
3. Theo ban, thut tin ¢6 nhimg han ché gi?

4. Néu két cdu ciia thu tin. Ban c6é nhan xét gi vé két cau nay khi d6i chidu véi nhimg
thu tin ma ban d4a c6 dip tiép xuc hosc soan thao trong ky thyc tap?

5. Néu va phan tich cac nguyén tac viét thu tin?
6. N&u nhimg uu diém cla cach viét thu theo |61 dién gidi. Cach viét nay thuéng dudc
ap dung cho nhimg loai thu nac?

7. Néu nhimng uu diém ciia cach viét thu theo I8i quy nap. Cach viét nay thudng dugc
ap dung cho loai thu nao?



8. Dudi day la mot s6 {4 thu cu thé. Ban hay doc k¥ va Ian fugt nhan xét vé uu diém,
nhuge diém (néu cé) cha timg (4 thu,

a. Thu dat hang

Kinh gdt: Ong t6ng gisgm dée Céng ty DVTM Ha Tiéh

Thua Ong, )

761 13 Tran Nam, gidm doc khdch san Ngoc Nam. Nim na v, 187 quyét dinh déu ' néng
cap khdch san,vi vdy cén mét s6 trang thiét bi moi trong do c6 dém giutng. Toi cdn mua
30 t&m dém Kim Ban loai 160 x 200 x 10 va 16 t3m loai 120 x 200 x10 d€ trang bi cho céc
phong cta khach san. Sé rat tién lpi cho t6i néu 16 hang duve chuyén dén khich san vdo
sang thir 2, ngay 28 thang 6.

Gié tri cda 16 hang sé duge thanh todn ddy dd béng tién mat theo gid ma Céng ty ong
da quing cdo trén bao ngay sau khi t6f nhan duoc di héng.

Kinh chao dng!
GBE.KS. Ngoc Nam
b, Thu tir chéi
Kinh gili 6ng Trdn Nam - GB. khdch san Ngoc Nam
Thia Ong,

Chiing t6i rét 3y lam tiéc phai bao dé& 6ng biét ring, chiing t6i khdng thé dap img duvc
don dgt hang cda éng theo ding thoi han ma éng mong mudn,

Dém Kim Dan la san pham chét luong cao, cé uy tin trén i trudng trong va ngoaf
nude. Nam gqua, Cong ty Kim Dan dé ky hop dong xudt khdu mét luong hang Ién sang céc
nude My, Nhdt, Chéu Au va hién Cong ty dang wu tién thue céc hién hop ddng nay. Do
cong sudt san xudt cta nha may Kim Ban chua duge néng lén, cho nén Céng ty budc phéi
giam luong san pham dua ra thi trivong trong nudc. Nam 6, mét déy chuyén mdi sé dupe
dua vao hoat dong va chdc chén tinh hinh sé dupc cai thién.

Mot [én niia mong 6ng thong cdm vi ching 16/ 0 kndng thé dap ihg duoe don dat
hang cia 6ng. Hy vong réng trong tutong lai, ching t6i sé c6 dip phuc v 6ng chu déo hon,

Kinh chao 6ng.
GB. Céng ty DVTM Ha Tién,

c. Thu khiéu nai

Kinh gui 6ng T.M - Giam déc Céng ty Dai Ha

Thua Ong,

Ngay 15 thang 5, 16i dat mua tai Cong ty éng 40 b ban ghé nhan hiéu Xudn Hoa, kigy
RX 301 va da trd trude 30% gid tri cda 16 hang. Hém nay, sau mdt tugn, t6i nhan duoc 40
b3 ban ghé nhung khong phai kiéu RX 301 d3 dgt,-ma la kisu RX 502, Loai ban nay rong
hon, chiém chd nhiéu hon, do d6 khéng phi hop voi nha hang cia t5i

T6i yéu cdu dng cho thi hoi lai s6 ban ghé nay va nhanh chéng chuyén dén sd ban
ghé' ma ching 16i d3 dit mua,

_ T0i cho rdng ddy chila mgt si nham 13n, tuy nhién né sé géy thiét hai vé cing Ién cho
{07 néu phas 1i ngay khai truong nha hang va, trong trirgng hop nady, 6ng phai hoan toan
chiu trdch nhiém,

Chao éng.
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Chuong 10
GIAO TIEP VAN PHONG

Muc tidu

Mbi truang van phong ngay nay, nhu mét xa hdi thu nhd, mot méi trudng hap tac va
canh tranh. Ngoai nang Iuc chuyén mén, kinh nghiém, mai can bd, nhan vién con phéi cé
kha nang hoa nhap vdi moi ngudi mét cach tét nhat. M&i ca nhan trong van phong phai biét
giao tiép, (ng xif dung dan véi ngudi khac theo dia vi clia minh, chi nhu vay ho mdi thanh
cdng trén cuang vi clia minh va c6 khd nang phat trién. Trong vé&n phong c6 nhiéu quan
hé tiép xlc, nhur. ti€p xuc véi cép trén, cap dudi, ngang cap, khach hang, ngudi cung (ng
v.v, Chuong nay sé trang bj cho ban nhimng kién thitc can thiét vé cac quan hé giao tiép cu
thé tai van phong. Sau khi hoc xong chudng nay, ban s& ¢6 kha nang:

- Hiéu va thdy dugc tdm quan trong ciia cac méi quan hé giao ti€p cu thé tai van phong;

- Biét cach giao tigp va (ng xU hidu qua hon trong cdng tac van phéng.

Tém tat ndi dung

- Trong moi trudng van phong tén tai nhidu méi quan hé: quan hé véi cdp trén, quan
hé v3i cdp dudi, quan hé vdi dbng nghiép, quan hé vdi déi tac, khach hang v.v. Cac méi
quan hé¢ nay khéng chi la quan hé cong viéc, xa giao, ma can mang tinh tam li, than mat,

- Giao tiép trong mai truéng van phong khéng chi phong phu vé s6 Igng ma cdn da
dang vé ndi dung v tinh chat, DU 1a mét nhan vién hay mét can bd lanh dao clia mot van
phang nao dd, ban ciing can ndm dugc nhiing d3c diém, nhimg yéu ciu clia méi loai hinh
giao tiép trong van phang dé cé thé thanh dat trong su nghiép cla minh.

L CAC LOAI HINH GIAO TIEP VAN PHONG
1. Giao tiép véi cap trén
Bat ky van phong nio ciing ¢6 ngudi lanh dao, day la ngudi ra quyét dinh

va quén 1y, tao ra cdc chudn myc. Nhin chung, tdt ca nhan vién déu phai né va
thira nhan ho.

Giao ti€p vdi cp trén ¢6 nhilng diac diém sau: _

- Cdp dudi thuong noi theo phong cdch ciia cdp trén. Cép dudi thuong
quan sat cdp trén an mic, néi nang, di ding, t6 chitc cude hop &€ bat chudc.
Cap trén & mau hinh cia t8 chie, ho muén moi ngudi trong t& chitc noi theo
phong cédch cha ho. Ho it khi muén nhitng gi khdc biét clia nhan vién.
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V{ du: Ngudi lanh dao an mic lich sy va chi ¢ dén cdch an méc s€ khong
bao gid hai 1dng néu nhan vién clia minh &n mac lugm thudm, toc dé qua dai...

- Cdp duoi phdi biét cu xi khéo léo khi giao tiép voi cdp trén. Cip dudi
khong duge 1am mat mat cdp trén hay ché bai ho sau lung. Ché ndi sau lung
ho nhitng diéu ma trudc mat ho ta khong néi. Néu ban khong hicu hay khong
déng tinh ciing khong nén phén déi. Dimg bao gis thé hién 12 minh gidi hon
ianh dao. Nén nhd cép trén luon ding.

- Hay quy trong thoi gian. Thai gian ndéi chung 13 tién bac, ma thdi gian
clia 1anh dao con quy hon tién bac. Néu di xong viéc thi t6t nhét ban nén xin
phép vé chd lam viéc cha minh. Dimg vi linh dao quy minh hay ¢6 chung 50
thich ma cif ngdi lai dé cap trén mién cudng phdi gido tiép voi ban.

Chéng han, sau khi bdo cdo xong, khong nén ngdi lai udng nudc va tin
chuyén vé thoi trang, ngudi mau véi cap trén.

Viéc bdo cdo v6i lanh dao nén cé lich theo ngdy hay tudn, chir khong phai
chéce 1t fai vao bdo cdo 1anh dao, 1am mat thoi gian cia ho. Phai bi€t chi dong,
sdng tao trong cong viéc ctia minh chit khong nén qudy rdy lanh dao. Nhiing
ngudi ban nhidu cong viéc khong mudn bi ngudi khdc lam mat thi gio cua ho.

- Cdp dudi phdi bdo cdo thuong xuyén. Phai bdo cdo dé cdp trén nam dugc
ti€n do cong viéc, trién vong cia cong viéc va nhiing phét sinh ¢ thé c6 trong
tuong lai. Tt hon ca, hang ngay ban ghi lai cic cong viéc phai 1am, du ki€n
huomg xtt 1y, nhitng phdt sinh, tém tit tinh hinh theo timg muc dé trinh bay
ngén gon vao cudi ngay hay déu ngay hom sau. Ban phai nim dugc théi gian
biéu cha cip trén va dimg bao gir 1am anh hudng tGi thai gian biéu cla ho.

- Hdy ton trong cdp bdc trong 16 chitc (van phong). Cap bac trong 16 chiic
t6n tai 12 ¢6 Iy do cha né va mei ngudi cdn ton trong. Ban khong duge béo cdo
vugt cdp, bdi nhitng gl ban néi vé6i cAp cao lai duge chuyén vé cho cap trén truc
tiép xir 19. Khi d6 ban s& gap ric réi 16n. Ban da tao mot hinh dnh bat lgi & 1anh
dao trc ti€p ciia minh. Co hoi thang tién clia ban ¢6 thé s& khong con.

- Cdp dui nén tiép thu phé binh cia cdp trén mét cdch vé ny. Néu lanh
dao dé nghi thay déi mot quy trinh, mot k& hoach ciia nhan vién thi cdch tot
nhat 12 tuan thi mot cich tich cyc. Linh dao phé binh ding thi ban ti€p thu va
stta chita, 14nh dao pheé binh sai thi nén nghe dé rit kinh nghiém. Ban t6 ra chin
chén va thanh thao trong cong viéc.

- Tdp nhin sy viéc véi con mdt ciia ngudi lanh dao. Hay suy ngh1 vé cong
viéc va méi quan hé cha cong viéc d6 trong hé théng cong viée cha t6 chiic.
Ngudi linh dao thudng xem xét cong viéc trén toan cuc chir khong quan tam
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(i ting diém nho. Hiy hoc lanh dao cich phin xa tréng rong.

Vi du: Khi dénh c& phai ahin todn cuc ban ¢, chi khong phai chi nhin vao
mot nude di cha con xe hay con ma.

C6 1hé ban khong ddng § véi moi nguyen thc, dudng 16i cha cdp trén dd
vach ra, ban nén nhé rang ban khong thé thay déi duge cde nguyen 1ac d¢, hay
van dung nhiing nguyén tic d6 mot cach 1ot nhét cho cong viéc cha minh. Ban
12 ngudi phai bi€t chdp nhan luat choi chit dimg gop ¥ luat c6 diéu nay, diéu
kia vo 1y.

Ban sé thay déi dugc cdc nguyén thc, khi va chi khi ban d@ tr& thanh lanh
dao cla 1o chirc do.

2. Giao tiép véi cap dudi

Khi ban d trd thanh lanh dao trong t4 chic, cling vdi su thang tién ngay
cang cao, han cang phai quén 1y ngady cang nhiéu phan vién dudi quyén. La
ngudi lanh dao ban phdi biét tao dugc biu khong khi hiu biét va tin cay lan
nhau, tao dugc bau khong kh{ hai 1ong va hang héi trong nhitng ngudi dudi
quyén d& ¢ vii cdp dudi hét long vi cong viéc. Thanh tich cfia ban phu thudc
vio nhan vién dudi quyén ban.

- Khi giao tiép voi cdp dwdi nén st dung nhitng nghi thirc lich sy, don gidn.
Ban ludn ¢6 thé néi véi ho 1a * rat vui long”, “cam on” va mim cudi. Chii dong
chiio khi ho dén ciing nhu hic ho ra ve. _

- Ban hdy nghiém tic thic hign cdc nguyén tdc, chudn mic ctia 10 chitc.
Ban mudén nhan vién di 1am dung gid, khong stt dung thiét bi, mdy moc, ching
han xe co, dién thoat cong vio viéc riéng thi ban phai thuc hién cdc nguyén
tic d6 trude va that nghiém chinh. Nhan vién thuong hoc tap lanh dao ve
phong cdch.

_ Khi giao tiép voi cdp dudi, ban khong dugc ding 101 1€ tho 16 hay béi bac.
D6 12 mot théi quen dé lay lan, nhing ngudi khac thudng ty dong bat chude,
réi thanh thoi quen. Chéng mdy chéc, moi ngudl trong t& chitc néi nang tho
16, tham chi c véi cdp trén vi khach hang. N6i nang tho 16 khong gitip gl cho
nang sudt lao dong va tinh than 1am viéc, ma n6 chi 1am x&u hinh anh cta ban
trong giao ti€p va cb thé mat di nhiéu khach hang.

- Hdy dé cho cdp dudi biét nhiing thong tin xdc ddng khi giao viéc cho ho.
Cap dudi cin bi€t tai sao lai ti€n hanh cong viéc nhu thé ndy, cong viéc coa ho
4nh hudng t6i nhiém vu chung nhu thé nao. Tuyét d6i khong phd bién k& hoach
clia don vi minh cho nhan vién cua don vi khic.
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- Ldng nghe ¥ kién déng gép cita cdp dudi cho ké hoach ciia 16 chirc. Cap
dudi 12 ngudi tre tiép thuc hién k€ hoach, ho c6 nhiéu kinh nghiém thue tién
vi sdng tao trong cong viéc. Khi ban ¢6 duge mot thanh tich hily luon nhé da
¢6 nhiéu cdp duéi déng gbp vao thanh tich do.

- Ditng tiét kiém 16i khen va ché hao phong 10i phé binh. Ban bédo cdo duge
khen hily nhic dén ngudi di gidp ban thyc hién né. Nhic dén cong lao cha cdp
du6i, ban s& duge ho danh cho tinh cdm vi ban di hi¢u ho. Khi phé binh cap
dudi, khong nén dé ngudi thit ba c6 mat, chi phé binh vé cong vi¢e chit khong
dugc ddnh gid nhan cdch cua ho.

_ Hay tin tudng vao cdp dudi. Giao cong viéc cho ho cang nhiéu cang tSt.
Hiy tim co hoi cdt nhic ho khi ho c6 nhiéu thanh tich. Luon phai gidm sat
cong viéc di giao cho cdp dudi. Phai binh ding v6i moi ngudi, chd thién vi.
Khéng than mét qua mitc d6i véi cdp dudi. Nghiem tdc va lich sy khi giao
ti€p v6i phu nit va ngudsi tré wdi. C6 thé ting qua, moi cdp dudi an trua khi
cé diéu kién.

3. Giao tiép vdi dong nghiép

Trong van phong, quan hé véi déng nghiép khong chi 1a quan hé mang tinh
canh tranh ma con 12 méi quan hé phoi hop, hop tic trong cong viée. D6 la
mdi quan hé vo cing quan trong doi véi sy thanh dat cua moi ngudi. O trong
t§ chie, khong ¢ cong viéc ndo khong cdn hop tdc vdi nguoi khac. Cac quan
hé ndy ton tai trong nhidu nam, lam phong phid v6n sdng va lam ché dua cho
ban. Né tao diéu kién, ciing ¢6 md&i quan hé clia ban ¢ noi lam vi¢e. Trong quan
hé v6i dong nghiép, ban cén luu § nhimg diém sau:

- Ludn hoc hoi o déng nghiép

Bit k¥ ca nhan ndo ciing c6 nhitng di€m (6t cho mdi ngudi khdc hoc tap.
Chiing ta hoc & dong nghiép nhitng bai hoc thanh cong, ké ca nhitng bai hoc
that bai cha ho. Chiing ta c6 thé thanh dat chi khi ching ta ludn c6 y thiic hoc
hoi diéu hay 1€ phai va quyét tdm sira chita nhitng sai 1am. Khi hoc tap kinh
nghiém & déng nghiép cin chon loc d€ ti€p thu, chi khong phai rap khuon may
méc. Nhidu kinh nghiém d6i véi ho 12 hay, trong diéu kién clia ho la tot, con
déi véi chiing ta ¢é chic nhu vay khong?

- Luén chia sé thong tin véi dong nghiép

Hay vui vé, chan hoa véi d6ng nghiép, chia sé thong tin cling dong nghiép.
Chia sé thong tin khong c6 nghia la gap gi néi 4y, dé 10 c& nhitng thong tin bao
mat. Khong nén séng qua khép kin, khong giao ti€p dé trd thanh ngudi bi
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hiém, lap di. Néu ban xa ldnh moi ngudi thi cling bi moi ngudi xa ldnh va ban
s& thi€u théng tin trong nghé nghiép, cudc séng.

- Tich cuc gitip dé cdc dong nghiép

Hay gilip d& déng nghiép vo tu trong diéu kién co thé, tao duge 4n tugng
t&t tir ddng nghiép, to ra 1a ngudi ddng tin cdy, hinh thanh duge ni€m tin, tir dé
ban hinh thanh uy tin trong bé ban déng nghiép. Gitp dd céc dong nghiép
khong c6 nghia 13 1am thay ho, che gidu khuyét diém ctia ho.

- Khéng dwoc dia cot nhitng nhuoc diém cia dong nghiép

Khong 14y nhuoc diém hay di tat clia déng nghiép d€ giéu cgt, nhao bang.
Bdi ai ciing c6 di tat, nhuge di€m va khong mudn ngudi khdc dong cham dén.
Dirg 14y ndi dau ciha ngudi khac lam trd dua cua minh.

- Hay 1on trong cd tinh, sy riéng tw cia dong nghiép

Khéng thé 4p dit quan diém, 1& séng clia minh d6i v4i ngudi khic. Hay
16n trong cdc gid tri cua ngudi khic, du cac gia tri dé khéng dung véi ban.
Dimg can thiép sau vio chuyén riéng clia déng nghiép, khong nén héi thing
thimg hay dén thdi vé chuyén riéng cla ho.

4, Giao tiép vdi khach hang

Chiing ta da biét ring: “Khdch hang 13 thugng d& va “Y ki&n khdch hang
luén ding”. Theo quy luat cung céu trong nén kinh t€ thi trudng thi & dau c6
cdu thi & d6 c6 cung. C6 khach hang thi méi c6 6 chifc dap dng nhu cdu cha
ho. C4c cudc giao ti€p véi khdch hang thudng ngin, nén an tugng, phong céch
clia ban phai gép phén cling c¢6 niém tin & ho.

- Ban phdi ¢6 trdch nhiém d61 voi khdch hang

Ban cén ton trong hop déng, 18i hita véi khach hang dé tao ra uy tin riéng
clia ban va uy tin chung cia té van phong. Hay nhd ring moi khich hang (qud
khit, hién tai, twong lai) déu quan trong. Ho cin duge ddi x{r an cin, lich sy va
¢6 trdch nhiém.

- Giao tiép véi khdch hang phdi diing hen

Thoi gian la vang. Diéu ndy khong chi ding v6i ban ma ca vdi khdch hang
cla ban nita, Cho nén, khong nén tré hen trong giao ti€p ndi chung va véi
khich hang néi riéng. Khi cong viéc két thiic, hét thong tin, cdn dit khodt ket
thic cudc gip, khong nén ngdi ndn lai néi chuyén lan man.

- Hay 1€ nhi khéo léo voi khdch hang _

Luén t6n trong khach hang. Khuyén khich khach hang phan hdi thong tin
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vé san pham clia ban, dé ban cé diéu kién cai ti€n sén pham dé t6t hon. Khong
qua tiét kiém 101 “cdm on”, “xin 16i”.

- Hdy 16 ra than thién voi khdch hang, nhung dimg to ra qud fhan mdt doi
véi ho. Hiy luu trit hé so cha khdch hang, gom nhiing thong tin cd ban nhu
sau: Ho tén; dia vi hay chitc danh; hoan canh gia dinh; Noi cong tdc; S& thich;
dac diém... '

- Hang ndm phdi ra sodt lai danh sdch khéch hang d€ bi€t nhiing nguén
khdch nio khong dem lai Igi nhuan, nhitng khéch nao da khong mua san phdm?
NE&u ¢6, can tim hiéu tai sao. Vi thdi do phuc vu khi giao ti€p véi khdch hang
hay vi san pham khong d4p ing duge nhu cdu ciia ho? Hay lién lac véi ho dé
bi€t nguyén nhan vi bin bac, thdo luan véi ho nham khic phuc tinh hinh do.

5. Giao tiép véi ngudi cung Ung

D61 véi cac nha cung cdp dau vio cho cdc t6 chic san xudt, kinh doanh,
chiing ta can duy tri mot quan hé cling c6 lgi. Nhiéu ngudi chi coi trong khich
hang, ma coi thudng cdc nhad cung ung. Giao ti€p véi cdc nha cung tng cling
rat can sy ding muc.

- Biét quy trong thoi gian, dimg bdt nha cung ing ché doi qud ldu. Hay
nhanh chéng tiép ho hodc trd loi dién thoal.

- Cdn ton trong nha cung ing

Pimg déi xir véi nha cung ting véi tu céch 12 ho cdn minh, minh cd doi hoi
niy no budc ho phai vi né chép nhan. Dimg nghi rang ho phdi thudng xuyén
maoi minh di an tra. Ding yéu cdu nha cung Gng ting qua cho minh hay “hoa
héng”. Trong nhiing diéu kién nhat dinh, ban ¢6 thé nhan qua luu ni¢m cla nha
cung ing. Nhitng mén qua cd gid tri nho nhut lich, biit, sich v&... khong lam
¢ho ban 1é thude, nhugng bd trong dam phén. Hay can trong néu nhan nhitng
mén qui cé gid fri 16n bdi né dwge tinh vao gid thanh san phim ma ban mua
ban. Thuc chit, mén qua dé thude vé 6 chie, chit khong phai cia ban. Ban
nén bdo cdo cho linh dao va giao lai mén qua dé.

- Thong tin cho nguoi cung itng mot cdch day di

Khi van phong clia ban c6 nhitng thay déi vé ngan sich, hop dong, lich lam
viéc, chuong trinh khuyén mii... hiy thong tin ddy do cho ngudi cung ung.
Hiy néi rd cdc yéu cdu cha minh v6i nha cung tdng, 6t nhit 1a bang vin ban,
cang 1i mi, cu thé cang t6t. Hiy thé hién sy hai long cha ban d6i vdi nhiing
thuong vu duge hoin thanh t6t. Khong nén ddy nha cung fng vao tinh trang
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khé xir. Hiy yéu cdu nhi cung Gng cung cép thong tin trong nganh c¢é lién
quan dén 16 chic ctia ban.

- Luon thanh todn ding hen cho nha cung ung.

Su thanh todn ciia ban anh hudng t6i k€ hoach tai chinh ciia nha cung ung.
Pimg dé ho hiéu 1dm ring Cong ty clia ban dang bi khé khan vé tai chinh.
Dirng dé ho x&p ban ra ngoai danh sach khich hang uu tién cia ho.

IL. NGUYEN TAC GIAO TIfEP VAN PHONG

Trong mot vin phong, cdc giao tié€p dan xen da dang, khéng ¢6 mot khuon
miu cu thé cho titng cudc giao ti€p. Mdi cude giao tiép phu thude vao rat
nhiéu yéu 8. Céc yéu 6 d6 lai bien ddi khong nging. O day chi dua ra vai
nguyén tic co ban nhit, mang tinh phd bién chung cho moi vi tri giao ti€p
trong t6 chic. Nhitng nguyén tic nay xuét phat tir 2 tien d€ moi ngudi deu biét
tir lau, do la:

Tién dé 1: “Hay d6i xir véi moi ngudi gidng nhu ban mudn ho d6i ddi minh
nhu vay™.

Tién dé 2: “Mbi ngudi déu quan trong ca”.

1. Ludn nghiém tdc trong giao tiép

D giao tiép v6i ai? Trong diéu kién nhw the ndo? ban bac vé van dé gi?
& dau?... Ban luon phai tap trung vao cong viéc, muc dich cna cudc giao tiép.
Khi da hita hen hop déng thi phai tap trung moi nang luc ¢6 thé dé thuc hién
dting nhimg 13i hifa, nhitng tho4 thugn. Phai giit gin va phét trién nhiing m6i
quan hé di cd trong moi trudng lam viéc, lién quan dén nghé nghiép. Hay giip
45 déng nghiép trong t6 chifc néu ¢6 thé,

2. Hay than trong trong giao tiép

Phai phan dinh cic m&i quan hé giao ti€p rach ro1 trong 16 chite, giao ti€p
cong vu va giao ti€p ban be. Ban khong nén xung ho: cau-td, may-tao, ong-
t6i,... v6i cdp trén clia minh tai noi cong s& dit cap trén 1a ban thin cua ban.
Ban ching nén tiét 16 ddi tu ctia minh qud nhiéu trong t chic. N6 khong giip
cho ning sudt lao dong ma ¢6 ldc 1am hai sy thanh dat cia minh. Ban khong
duge tiét 16 ddi tu clia ngudi khdc, ngudi ta d& cho ban 1a moi méc, toc mach
gy bdt lgi cho ban.

3. Can biét tiét kiém thdi gian

Ban luon nhé “thoi gian la tién bac”. Khong nén tim 5 tum 3 ban tan
nhitng chuyén vo bd. Khi cdn trao déi cong viéc thi gap nhau, xong viéc nén
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két thic va vé vi trf cha minh d€ lam viéc. Hay tan dung th&i gian dé 1am viec
vi giao ti€p c6 hiéu qua cao. Néu mdi ngudi méi ngay lang phi vai chyc phiit,
thi thoi gian lang phi clia toan t8 chifc (hang chuc, hang trim ngudi) mdi ngdy
12 mét con s6 khong nhod.

4. Ban xay dung cho minh la ngudéi cé uy tin

Uy tin dugc thé hién qua giao tiép, ban 14 ngudi ¢6 chuyén mon, ¢6 tu cich
vi dang tin cay. Pay 12 mot pham chédt quan trong giup ban thanh dat trong suf
nghiép cua minh.

5. Ludn dn mac phu hgp

Khi chon trang phuc ban cin dit ra cdc cau hoi sau: Ban sap tiép ai, nhan
dip gi, tinh chét chia cudc giao ti€p d6?... Boi trang phyc ciia nam gidi khac xa
trang phuc cua nif gidi; trang phuc di lam khéc trang phuc du héi nghi; trang
phuc clia ngudi béo khdc trang phuc cia ngudi gdy; trang phuc ngay thudng
khac véi 18 phuc; trang phuc mba déng khéc véi trang phuc mila he... Tém lai,
tuy tirmg hoan canh, ¢4 nhan ma ban chen trang phuc cho phit hgp véi minh,
véi déi tugng giao ti€p.

Cau hoi

1. Khi giao tiép véi c&p trén ban can chu y gi?

2. Nhimng diéu cén quan tam khi giao tiép véi cap dusi?

3. Trinh bay giao ti€p véi cac déng nghiép trong t chire?
4. Giao tiép véi khach hang phai fuu v gi?

5. Phai ¢6 nguyén tic gi khi giac ti€p véi ngudi cung ing?
6. Cac nguyén tic chung giao tiép trong té chilc 1a gi?

Bai tap tinh hudng

1, Ban 2 nif nhan vién v&n phong. Clta van phong |a clfa kinh trong, xoay duge 2 chié}u
(vao trong, ra ngoai). Ban vira di tdi gan clta. Bén trong s€p clia ban clung di ra dén gén
clta. B&n mét nhin nhau qua clfa. Ban xir sy nhu thé nao cho ding.

2. Mot hdm, ban di &n trua vé va thdy cd thu ky ngdi khée trong van phong. Ban X s¢
nhtt thé nao?

3. Khi s&p n6i véi ban 25/3 nay ndp bao cao k& hoach san xuft, vi quén do nhiéu viéc
nén 20/3 sép da doi bao c4o. Puong nhién 14 ban chua c6. S&p mang ban la da hen 19/3
nép bao cao ma 20/3 vAn chua cb. Ban (mg xif ra sao?
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Chuong 11

VAN HOA GIAO TIEP CUA NGUOI VIET NAM
VA NGUOI NUGC NGOAI

Muc tiéu

MGi dan toc déu ¢ nhitng nét dac trung riéng trong viin hoa giao tiép, (ng x{. Mudn
giao ti€p 18t, ban cdn phai ndm duoc nhimg nét riéng nay khong chi clia dan té¢ minh, d4t
nUGe minh, ma ca clia cac dan téc khac, dat nuee khac, d&c hiét trong thoi dai hién nay,
khi xu hudng hap tac, hdi nhap khu VUC va toan céu dang dién ra manh mé. Sau khi hoc
xong chuang nay, ban cé thé:

- Hiéu duge nhitng nét d3c trung trong van hoa giao ti€p ciia dan tdc ta cling nhir cac
dan toc khac trén thé gidi:

- Xac dinh thai do dang d6i vdi cac gia tri van hoa néi chung va viin hoa giao tiép néi
riéng cla dan téc ta cling nhu clia cac dan toc khac trén thé gidi;

- Thiét 1ap va ti€n hanh cac quan hé giao tiép vai ngudi nudc ngoai mot cach higu
qua hon.

Tém tit ndi dung

- Viét Nam & dat nuée ¢6 nhidu dan toe, ¢é nén van hoa lau ddi; phong tuc, tap quan
clia ngudi Viét da dang, phong phu. Tuy nhién, trong van hoa giao ti€p clta ngudi Vigt van
cd nhiing nét chung, d6 la: ngudi Viét thich va coi trong giao tiép, coi trong cac méi quan
hé&; ngudi Viét dé cao danh dy, dé cao tinh ¢cam, thudng ldy tinh cam lam nguyén tic tng
XU, nguUdi Viét va sy v ti, t& nhi, thich quan tam dén ngudi khac; xung hé trong giao tiép
clia ngudi Viét rat phitc tap va ¢6 xu huéng gia dinh hod. T4t ca nhiing nét dac trung nay
déu c6 mdi lién hé chit cha vdi tinh cong dong lang xa, véi nén van hoa géc ndng nghiép
cla ngudi Viét.

- Mbi dan toc, mbi dat nudc trén thé gidi déu 6 nhiing phong tuc, tap quan rieng. Mac
dil ngay nay, cac phuong tién théng tin, van chuyén hién dai da lam cho cac nudc gan nhau
hon, xu hudng hi nhap, lién két khu vuc va quéc t& khéng chi dién ra trén cac linh vuc kinh
té, chinh tri, ma c3 trén linh vuc van hoa nifa. Tuy nhién, nhimg phong tuc, t&p quan, nhimg
nét riéng trong van ho4 giao ti€p clia mi nudc, mdi dan téc khéng mat di ma duoe gin git,
duy tri, phat huy, g6p phan tao nén ban sic vin hod cia nudc d6, dan téc d6.

L. VAN HOA GIAO TIEP CUA NGUOI VIET NAM

Dat nudc ta tuy khong rong 16n nhy nhiéu nude khic trén the gidi, nhung
lai trai dai hing ngin cay s& tir Bic t6i Nam v6i hon nam muoi dan toc sinh
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séng. Phong tuc, tap quan, truyén théng cha mdi dan toc, mdi viing cling rat
khac nhau; tam 1y, phong cach giao 1i€p, ing «it cha cu dan & nhitng viing khdc
nhau ciing ¢6 nhitng khdc bi¢t. Vi vay, khong dé gi chi ra nhifng nét chung
trong van hod giao ti€p cha ngudi Viét Nam. Tuy nhién, qua mot s6 cong trinh
nghién ctiu clia cdc tac gia trong va ngoai nudc, cé thé néu 1én mot s6 nét co
ban sau day:

_ Thi nhdt, ngudi Viét Nam thich giao 1iép, coi trong giao tiép.

Do tam ly cong dong lang x4, ngudi Viét song rat quay quén, hay gap g6,
tham viéng nhau. D & mién Bac hay mién Nam, & déng bing hay mién nii,
ngudi Viét déu quan nig¢m ring song ciing nhau thi phéi yéu thuong, dum bec,
vui buén cling chia sé. Chinh vi vay, tinh lang, nghia x6m trong mbi ngudi Viét
rit siu nang, ho thudng xuyén tham viéng nhau, hoi han, quan am dén nhau.
Pic biét vio nhitng ngay 1, ngay tét, ban co thé thdy trén nhitng chuyén tau
xe ngudi ngudi hoi ha, tat bat vé qué dé c6 nhiing phit giay gia dinh, ban be
doin tu, gap g& sau mot thoi gian dai lo Jam an noi xa. C6 1& cing vi vy ma
it ¢6 mot noi nio trén th gidi nhu & Viét Nam lai nhiéu 1& hoi nhu vay, va tet
am lich lai kéo dai ba, bon ngay, tham chi trude day 1 gan ca thing.

Tinh thich giao ti€p, coi trong giao ti€p cta ngudi Viet cdn duge bicu hién
& si hiéu khdch cha ngudi Viet.

Ngudi Viét rdt higu khach, tran trong khéch. (3 bt cit gia dinh nao, dit d6
1A gia dinh khd gid hay con ting thi€u, phong khach ludn 12 phong dugc quan
tam nhiéu hon ca, d6 thudng 13 noi dep, thodng nhét, duoc bay bién nhitng d6
vat dep nhat, sang trong nhat. Khi khach dén, cho du d6 12 nguoi ruot thit, ho
hang hay hing x6m, di 12 ngudi than thuge da lau hay mdi quen biét, gia chil
ciing luon niém ng, chu ddo véi khéch, danh tat ca nhiing gi tot nhat cho
khéch. Ngay ngay xua, khi didu kien kinh t€ con nhiéu kh6 khan thi khach
Kkhita vin luon duge tiép dai mot cach t6t nhét, vi viy ma ngudi xua c6 cau
“Nhin miéng ddi khdch”. Ban be nhiéu, khich khita thudng xuyén viéng tham
dugc xem nhu 12 gia chd ¢6 “1o¢”, ¢ “phic” va la biéu hién cla 16i song va

-

chch cu xir t6t dep, diing muc, ¢6 trude 6 sau cha gia chi.

Thit hai, trong giao tiép ngudi Viét con rut re, diic biét khi ho & trong
moi trudng giao ti€p khong quen thude.

Nguti Viét thich giao ti€p nhung ho chi cam thdy ty nhién, thoai mai
trong cong dong quen thugc, con khi trude mat ho 12 ngudi la hodc chua that
quen bigt, ho lai thudng &i ngai, rut &, tic 1a ho ngai tiép xic, gap gd vdi
ngudi la, ngai boc 16 minh trude ngudi chua quen biet. Khong hi€m Khi dié
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1y ngan cdn ngudi Viét nim bat nhiing co hoi 1i&p xic, thiét 1ap nhilng moi
quan hé méi.

- Thit ba, trong giao ti€p, Ung xir, ngudi Viét col trong tinh cam, thuong
14y tinh cadm lam chuin muc gng xir.

Do phai dédu tranh vOi thién nhién khic nghiét, véi giac ngoal Xam trong
nhiéu thé ky vi su sinh ton, ngudh Viét co truyén thong dodn két, gin b6, yéu
thuong, gitip d& 1an nhau. Vi vay, ngudi Viet rat trong cdc quan hé tinh cdm,
<em tinh cam 1a co s ¢¢ thé hign thai do v g xir. C6 rdt nhicu cau ca dao
néi len diéu nay, chang han nhu:

Hinh 28: Thdm hoi ong ba, cha me vao nhitng ngay 1é - mot nét dep
trong vin hod glao 1iép cha nguoi Viét Nam (Tranh - Dinh Tho)
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“Yéu nhau cau séu bé ba
Ghét nhau cau séu bé ra lam muoi”

Hoic:
“Yéu nhau trdm siut chdng né
Dau trdm ché léch ciing ké cho viva”
Tét nhién, ngudi Viét mudn dng xir vira 6 tinh vira ¢é 1y, song khi phai

can nhic giita tinh va 1y thi khong hiém khi tinh dugc coi trong hon: “Mét tram
cdi 1y khong bang mot ty cai tinh”.

- Thue tir, ngudi Viét thich tim hiéu, quan sdt, ddnh gid ddi trong giao tiép.

Khic v6i ngudi phuong Tay thudng trdnh néi dén nhiing van dé riéng, khi
ti€p xiic, gap gd, trd chuyén véi mot ngudi ndo do, ngudi Viét thudng quan tam
hoi han, tim hiéu ho&n canh ctia ho, chang han nhir qué qudn, nghé nghiép, gia
dinh, b6 me, con cdi... Ddc tinh ndy cling xudt phat tir tdm 1y c6ng déng lang
Xxa ma ra. Ngudi Viét cém thdy c6 trich nhiém quan tam dén ngudi d6i thoai,
ma mudn quan tam thi trude hét phéi hi€u rd hoan canh cla ho. Ciing do dic
tinh ndy ma ngudi Viét hay d€ y dén nhau, dén nhiing ngudi canh minh, hay
ban tin chuyén clia ngudi khdc va khéng it khi din dén tinh trang nhu nguoi
xua néi: “Trong nha chua té, ngoai ngd di tudng”.

- Thit ndm, ngudi Viét ua sy t€ nhi, ¥ & va coi trong su hoa thuén.

Do cot trong sy hoa thuan vi quan niém “su that mat l1ong” cho nén trong
giao ti€p, ngudi Viét thudng rét ¥ ti, t€ nhi, can nhic k¥ ting 14, timg ¥, it khi
ho néi thing vio van dé, dac biét la nhitng van dé “t€ nhi”. Ngudi xuwa day:

“Loi néi chdng mdt tién mua
Lua 1o ma néi cho via long nhau ™.

“Ngudi khon dn néi nita chimng
Dé cho nguoi dai nita mimmg niva lo”,
Nét dac trung ndy thé hién rd hon & ngudi mién Bic, ngudi mién Trung va
ngudi mi€n Nam 4n néi thodi mdi hon, thing thin hon.

- Thit sdu, cich xung ho clia ngudi Viét phong phd, phic tap va c6 xu
huéng gia dinh ho4.

Khi tro chuyén véi ngudi khic, ngudi Viér ¢6 thé diing nhiéu tir khic nhau
d€ chi ban than: toi, t&, minh, tao, bac, chd, ¢, di, chi, anh... va ciing ¢6 thé
diing nhiéu tir khdc nhau dé chi ngudi d6i thoai: cau, may, anh, chi, bic, chd,
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¢6... Xung ho, chao hdi cha ngudi Vigt phy thude vao thai d9, quan hé tinh cam,
mitc 46 quen biét, tudi tic, cuong vi x@ hoi va dic biét quan hé ho hang chi phoi
cdch xumg ho rat manh. Mot thigu nit vin c6 thé duge mét ngudi dan ong ding
tudi goi 12 “ba” (ba tré) theo ngdi thif trong quan hé ho hang. Ngoai ra, xu huéng
gia dinh hod ciling thé hién rat rd trong xung ho, chao hdi cha ngudi Viét. 4
ngodi phd, trong quédn rugu hay tai co quan, bat k¥ dau ban ciing c6 thé nghe
ngudi ta xung ho véi nhau 12 chii - chdu, bic - chau, anh Hai, anh Ba, tham chi
12 b6 — con, mac di gita ho khong cd quan hé ho hang huyét thong.

Di c6 nhitng § kién cho ring, nén thay ddi céch xung ho clia ngudi Viét
tai cong s&, vi cdch xung hé mang tinh gia dinh nhu vay khong gilp nguol ta
¢ thiic duge trach nhiém cd nhan cla minh va d& dan dén sy c4 né khi giai
quyét cong viéc. Tuy nhién, di€u nay khong dé&, n6é dd1 hoi phai cd thoi gian.
Con hién tai, mot nhan vién tré tudi xung “t6i” khi giao ti€p vdi thi trudng clia
minh, tham chi chi 1a m¢t déng nghiép hon tudi cling d& bi xem 1a “bét kinh™.

II. VAN HOA GIAO TIEP CUA NGUGI NUGC NGOAIX

1. Vin hoa giao tiép cha ngudi chau Au va ngusi My

1.1. Ngudi Anh

Cudc cach mang tw san 0 Anh khong trigt dé, ché€ do phong kién vin con
duge gilt mot phdn nén phong cdch giao ti€p cla ngudi Anh chiu anh hudng
nang né boi cdc tap quén, tyc 1& c6 xua xuat phat tr ting 16p quy toc. Ngay
nay, nhiéu ngudi Anh vén cdn dé § dén gia pha cua nhau va dy dodn géc gic
clia ngudi no, ngudi kia qua giong ndi cha ho. '

Ngudi Anh chi ¥ nhiéu dén phét am, phdt am phai chuin xdc, am diéu
thich hop véi timg cau, khong vung tay 1am hi¢u dé phu hoa cau ndi hodc ¢6
lam vay thi ciing rit han ché, trénh méc nhitng y phuc ¢6 mau sic s, khong
dung nuéc hoa ¢ mui thom ngat, manh.

Ngudi Anh it néi v& ban than minh. Ngay ca cau chao: “Anh ¢6 khoé
khong” (Hou do you do?) thi ngudi duoc hoi cling c6 thé ddp lai twong . Két
qué 12 khong ai biét ai thé nao ca. Khi hai ngudi ngdi trd chuyén vdi nhau, ho
thudng néi vé nhimg dé tai khong lién quan dén ai, nhu: thdi tiet, thé thao, dién
anh, cdc lodi hoa v.v. Khi gi6i thiéu nhau, ngudi Anh c6 § loai bd hét cdc chiic
tudc, chi gidi thiéu tén ho hodc tén riéng cua nhau. Viduy: “Pay la ong David”,
“Xin gidi thiéu ba Smith, ngai John”. Khi gidi thiéu xong, moi ngudi chi khé
nghiéng ngudi chio nhau 12 df, khoi cin bat tay.
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Ngudi Anh thich hai hude, nhung trénh giéu cot ngudi khdc ma lai hay
giéu cot chinh ban than minh. Khi ti€p khéch, ho cd ging ndi chuyén déu v6i
{4t cA moi ngudi trong ban va, trong qua trinh trb chuyén, nhat thiét khong ton
minh 1én hoac 1dm viéc gi d6 dé minh ndi hon nguti khéc.

Ngudi Anh thich cdc mén ga quay, cd rén, dé nudng, cac mon ché bien tir
6c, cua. Mén diém tam clia ho thudng 12 ca phe, sira, dac biet mén tra rat duge
va chudng.

1.2. Ngudi Phap

Ngudi Phdp thudng rdt vui vé, di dom, lich sy, khéo léo trong giao ti€p. Ho
chi trong nhiéu dén hinh thitc bén ngoai va cho ring cidch an mac, néi ning,
diéu bo, it chi clia mét ngudi phan dnh trinh 46 van hod va gido duc clia nguoi
d6. Tuy nhién, trong bifa an, khéc v&i phy nit Anh, nif chi nhan & Phap thudng
an mac gian di, nhd nhan, it pho truong dé€ troi hon Khich moi. Nhi ¥ cla ho
I wu tién cho khach hodc thong cam véi nhitng nguti khong cd diéu ki¢n mic
dé sang trong.

& Php, nhitg ngudi than khong phan biét chic vi thudng goi nhau bang
anh, chi hodc tén riéng. Trong cong s&, mot s6 ngudi cling goi nhau nhu the.
Nhung khi di goi ai mot cdch trinh trong bang éng, ba thi phat kem theo t€n
ho. Vi du: “Ong Margin, phién ong chuyén gitdp toi tap hé so nay sang phong
nhan sy”. Riéng véi phu nff, da s6 mudn ngudi khic goi minh bing tén ho, vi
du: “Cé Margin”, “Ba Margin™. _

Ngudi Phap khong thich dé cap d€n chuyén riéng tu trong gia dinh va
nhitng bi mat trong kinh doanh. Ho ciing quan tam d€n qud khit va thudng 1ap
k& hoach 1am 4n 1au dii dya vao nhitng diéu da xay ra trude do.

1.3. Nguti Dixe

Né&u néi ngudi Dic chuong hu danh ciing khong phai 1a sai, vi ngudi nao
cling muon dugce goi la “bic s1” hoac “tign si” (Doctor). Mudn néi vdi bat ky
mot vién chifc nao, ngudi ta bét dau bing cau “Thua béc si...”, di biet ngudi
dé ching cé quan hé gi véi nganh y. Goi nhdm dé tang boc nhu vdy s€ lam
ngudi ta vui 1ong, con khong goi nhur vay s& 13 “v6 187, Binh thudmng, tén ngudi
ludn phai di doi vdi tir “ong”, “ba”, “ngai”. Vi du: “Ngai gido su Wolf”. Phu
nit ngoai 20 tudi dugc goi bing “ba” du chua cd chéng. Tuy nhién, trong gidi
tré hodc giita nhiing ngudi cliing cdp, viéc goi nhau mot cach than mat nhu t&
— c4u ciing 1a chuyén binh thudng.

Khi chio nhau, n€u 12 ngudi than, moi ngudi hoi nghiéng vé phia trudc va
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bat tay nhan. Ngudi Diic khong 6m hon phau dé t6 sy vui mimg khi gép mat
nhu ngudi Phap.

Ngudi Piic mic gian di khi di 1am, nhung khi di dao, xem hdt, 1di thim
ban be thi ho mic d6 dep va trang trong hon. N&u duge mdi dén dy tiéc chiéu
ddi cla ban be, ngudi Piic bao gid cling mang qua téi ting gia chi: mot hop
banh, lo mit, chai rugu, b6 hoa...

Ngudi Pic rat nghiém tic vé gity gide, rd rang trong quan hé va chi tiéu
rat can nhéc, it khi ho phung phi tién bac. Néu vdo mot quén dn clia ngudi bic,
ban s& thdy cdc mén dn duge goi déu duge khdch an hét rit sach s&, boi moi
ngudi déu can nhic an bao nhiéu la vira du, khong goi thira.

Ngudi Dic thich tiéc ting, nhing bifa tiéc thudng duge t8 chite mudn, sau
khi moi ngudi dd in 161, vi vay tai bita tiéc moi ngudi thudng chi udng. Khic
v6i ngudi Phdp chi thich néi chuyén vui tai ban ti¢c, ngudi Bic thich n6i
chuyén va thao lugn cin k& ca nhitng van dé phifc tap tai bifa tiéc, Khong hiém
khi ho dat dugc thoa thuin }am an tai ban ti¢c.

1.4. Nguodi My

Ngudi My hau nhir da wiit bd duge cai vo boc de dat, kin déo bén ngoai,
ho luén mudn chia sé cling ngudi khdc moi thid vui clia cuge song. Bd&i vay, ho
r4t coi md, thanh that, vui v&, d& chan hoa va ciing mong muén moi ngudi déi
Xir v&i minh nhu thé. Phong cdch tu nhién khi¢n cho méi ngudi mot vé, wy
thudc vao trinh do vin hod, gido duc va nguon goc té tien. Cdch an mac cling
vay, ai muon thé nio cling duge, mién sao tign dung va thoai mai. Tuy vay, tai
céc cong sO, ngudi My cling mudn gitf cho minh vé bé ngoai nghiem chinh:
phu nif thudng mic vdy mau sim, dan ong mac comle.

Ngudi M rét ning déng va cdu ti€n. Tir md sdng cho t6i dém khuya, ngudi
ta ludn gap ngoai dudng nhiing budc di voi vang nhung ddy ty tin cha nhifng
ngudi dan 6ng va phu nit. Ho hoat dong lién tuc nhu khong nghi. Bita diém tam

budi sdng, ai ciing an voi vang va in khoé, va ngay ¢ day ngudi ta cé thé trao
ddi v6i nhau vé cong viéc.

Ngudi My dé cao céc gid tri nhu ty do, thanh tich ¢4 nhan, tinh doc Jap va
sang tao. Ho khong muén bi rang bugc, bi chi huy. Vi vay mudn lam quen v
ngudi M7, ban dimg 1én mit chi huy ho.

Ngudi My dé cao phu ni¥, phy nit hoan toan binh déng véi nam gidi, tham
chi phap luat cé phan uu tién phy nit hon. Ngudi ta néi ring, trong gia dinh
MY, ding & vi tri s6 mot 13 phu n#, ti€p dén 1a cdc con vét nudi trong nha, sau
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46 méi dén ddng may rau. Té My, ban cin phai coi chimg, dirng qué vui ma
13 miéng tréu choc, bong dtia véi phu nf, rat dé bi khicu kien va céi gié phai
tr4 1a mét mén tién phat boi thudmg khong nho.

Hinh 27 Kiéu ngdi vdt chan cia ngioi My

1.5. Nguti Nga

Nguoi Nga that tha, thing thin, dé gin, rong luong va chan thanh trong
quan h¢.

Khi khach quy dén tham, thudng c6 1& banh mi vi mu6i dé 1o tinh cam
chan thanh, man md. Khich khong nén tir ch6i ma hiy bé mot mau banh, cham
viio dia mudi réi nham nhédp.

Cic mén in duge nguti Nga ua thich 1a cdc mén guay, thit bam vién, thit
ham nhir. Trude khi an cdc mén chinh, ho an sdp, sup thuong cé rau hoac khoal
tay }an thit, moén chdo sita ciing duge ngudi Nga ua chuong. Nguoi Nga thich
u6ng bia véi cd hun khéi, con ruou thi ho thich céc loal vang va Vodka.

() Nga, phu nif va ngudi gia ludn duge kinh trong. Ra dudng, néu ban thay
phu nit hay nguoi gia mang xdch nang, ban nén ngd 10 giap d6. Trén tau xe,
ngudi tré ludn ahudng ché ngbi cho phu nif va ngudi gid, con néu ban khong
lam nhy vay, moi ngudi xung quanh s€ nhin ban v6i 4nh mat thi€u thién cam.

2. Ngudi chau A

2.1. Nguoi Nhat
Ngudi Nhat danh phdn 16n thoi gian cho cong viec nghé nghiép, nén ho
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ching cdn dugc ranh rdi bao nhiéu & gia dinh. Vigc tiép xidc v6i nguoi chua
quen biét rat it khi duge t8 chéc & nha riéng. Ho thudng dung cac cau lac b
dé thur gidn va ti€p khdch, ban chuyén cong viéc. Khach duge mdi téi chu lac
bo khong nén tit chéi, vi nhu the s& 1am ngudi mdi phat ¥. Nhitng cau chuyén
trao déi d& dang noi van phong sé& duge ti€p tyc, & day v6i mét ly rugu pha
nudc sudl.

Ngudi Nhat rat kin ddo, diém (inh, ton trong thit bac va dé cao ¥ thic tap
thé. Céc cude thuong lugng véi ngudi Nhat thudng mdt nhiéu thai gian bai vi
phéi qua nhiéu ¢&p bac va hi€ém khi ho di thing vio vin dé. Thudng thi cude
gip g& ddu tién dugce vu tién cho viée tim hiéu d6i tic. Trong qua trinh thuong
lwong, ho khong bao gid ndi to, khong td ¥ s6t rudt, khong ai thic €p ai. Néu
ban thuong lugng v6i ngudi Nhat, ban cdn phai kién nhin ban quanh co mot
chit. Vi khi moi viéc dd duge thoa thudn, thi ban dimg ngac nhién 14 hgp dong
chura dugce k¢ két bdi ho con chd ¥ ki€n clia mot ¢p trén cao tudi nao d6.

Ngudi Nhat ddnh gid cao sy 1€ phép, né dudng nhu tr& thanh mot nghi 1€
trong cudc song cia ho. Ho luén sin sang ndi 15i cdm on v6i moi ngudi xung
quanh. Khi chao theo kiéu Nhat, ho cii ddu va gap ngudi xudng, it khi ngudi
Nhat bt tay va om nhau ngoai dudng pho.

( Nhat, ngudi gia rdt dugce kinh trong, nén khi chiio nhiéu ngudi, ngudi ta
chio ngudi cao mdi trude. Trong cac cuQc thuong lugng, ngudi tré ban bac,
trao 481 ¢ ki€n va dé ngudi cao tudi hon ket ludn. Khi trao d4i, ban luan, ngudi
Nhat tranh néi tir “khéng’, béi vi né c¢d nghia 12 tlr chéi. Ngudi ta thudong dung
nhitng tit nhu “sédémi” hodc “sodeka”, dai § 12 “th& d&y™, “vay ddy”, tic la
khong c6 nghia tif chéi ma cling khong c6 nghia chap nhan.

Phu nit Nhat thudng chi 1am cong viéc hanh chinh, it ngudi ¢4 mat trong .
cdc nganh chuyén mon. Con dudng cong danh clia ho ciing khé khén va cham
hon nam gidi. Pa s& chdp nhan céng viéc ndi trg sau khi 14y chéng. Ngudi la
khi tiép xtc v6i phu nit Nhat cdn phai than trong hon phu nif chau Au.

2.2. Nguoi Trung Quéc

Trung Quéc 12 mot dt nude rong 1on, dan s§ dong nhat thé gidi, lai gidp
lién véi nude ta, vi vay lugng ngudi Trung Quéc qua nudc ta du lich, lam é&n,
buodn bén rat 16n, nhat 12 trong nhig nam gén day, khi nén kinh t€ cla Vigt
Nam va Trung Quéc tang trudng véi toc 4o cao nh4t thé giéi. Trong van hod
giao tiép cha ngudi Trung Qudc cb nhiéu nét dic séc.

- Ciing giong nhu ngudi Viét, ngudi Trung Qudc thich giao ti&p, thich gap
gd. Khi gap nhau thudng chi cdn mim cudi, gat d4u chio nhau la di, tuy nhién,
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ban ciing ¢6 thé chia tay ra bat tay. G thanh thi, théi quen bat tay da trd nén
phé bién.

- Nguoi Trung Qudc coi trong chiic vu va bang cip. Khi gic’ii thiéu, cn
gii thigu ca chiic vu va bang cip, néu khong, s&€ la mot thi€u sét chia ban. Trén
danh thi€p ciia ngudi Trung Qudc thudng ghi day du chitc vu va béng cap bing
hai thit tiéng: Trung Quéc va Anh.

- Ciing gitng ngudi Viét, ho tén clia ngudi Trung Quée thudng c6 ba tix t0:
ho, ho dém v tén. Nhung khdc vdi ngudi Viét, ngudi Trung Quoc thudng go1
nhau bing ho kém theo chic vu. Vi du: Bi thu Chu, Doi trudng Ma (Chu va
M3 12 ho).

- Khi tiép xidc véi ngudi Trung Qudc, c6 thé d¢ cip nhitng vén dé rat riéng
tu, nhu vg chéng, con cii, nghé nghiép, qué quan, thu nhap v. v...bay duge
xem 14 st quan tim chit khong phai [a td mo, thdc mach.

- Trong giao tiép, ngudi Trung Quéc khong quen dung cham, nhu 6m hon,
cam tay, khodc tay v.v...Tuy nhién, hién nay, nhilng dong tic nay ngay cang
tr& nén phd bién & 16p ngudi tré tudi thi thanh.

- Ngudi Trung Qudéc tham thuy, tw duy phan tich t6t, thich kinh doanh va

kinh doanh gidi. Trong quan hé, ngudi Trung Qudc thudng rét thuc t&, 1ot ich
kinh t&€ duogc dat 1én hang dau.

- Ngudti Trung Qudc ¢6 tinh cong dong cao. Hoa ki€u ¢ céc nude thudng
séng tu tap theo timg viing, thanh nhitng khu phé riéng, ho doan két, ciing gitip
d& nhau 1am 3n va ¢é § thic gilf gin ban sac van hod dan toc: an mac, thoéi
quen sinh hoat, ngon ngit v.v.

- Vin hod 4m thuc cha Ngudi Trung Quéc ndi tiéng the gisi. Trong ché
bién thitc an, ho thudng sir dung cdc vi thude bic, thio moc, gidi quy tdc ngay
xua thich nhilng mén @n cau ky, ché bién phic tap, cong phu. Bita an thudng
¢ nhidu mén, cdc mén an ldn luot duge dua ra ban dn ddn din trong qué trinh
an, chit khong duge bay ra tdt ca cing mét hic nhu ¢ ngudi Viét. Song hién
nay, xu huéng chung clia ngudi Trung Qudc la an udng don gian, ti€t kiém.

2.3. Ngudi An Do |

An Do 12 mot dat nude rong 1o, dan s6 dong thit nhi th€ gidi (sau Trung
Quoc). An D6 ¢6 nén van hod lau ddi va nén van hod nay c6 énh hudng lén
dén nudce ta, dic biét 1 cdc tinh phia Nam.

Phong tuc, 1ap quan An D6 gin lién vdi sy phan chia dang c4p va 1€ nghi
ton gi4o. Méi cir chi, hanh vi clia con ngudi trong giao ti€p duge quy dinh mot
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cdch chat chg, ti mi. & An Do, hai ngudi khic ding cdp khong bao gid ngdi
chung mot ban, 1am chung mét viéc. Nhiing ngudi thude ding cap cao nhat,
Balamén, réat {t khi dung cham véi ngudi thuoc déng cdp thap hon. Ho cling
ngat sir dung d6 da vi cho réng d6 12 da dong vat bj giét.

Ngudi An Do thudng chao nhau bing cdch chép hai tay & trude nguc hay
ngang tran dé€ thé hién su kinh trong d6i véi bé trén. Con thong thudng, nhitng
ngudt quen biét ngang hang nhau chio nhau Béng cach mim cudi va lic diu.
Viéc bat tay chi phé bién & gidi thuong I, tuy nhién ngudi ta rat {t khi chio
phu nif bing cdch bat tay.

Nguti An Do rat mén khdch. Ho thudng don tiép khich vi chiéu dii khich
mot cdch ndng nhiét. Khi an, théi quen chia ngudi An 1i diing tay phai dé bac,
bdc thite an phéi that gon, trdnh 13m roi vai, con tay trdi cdm cc udng nudc,
khi uéng nudc thi dé thing nudc tir cdc vio miéng chit khong ngam 14y céc réi
nghiéng c6c uong nhue ngudi Viet. Mén an ciia ngudi An Do thudng cay va co
nhiCu gia vi khdc. Khi tién khdch, cha bao gidy cling nhuong khdch di trude va
~ trédnh quay lung lai v6i khdch.

2.4. Nguoi Singapore

Singapore la mot dat nudc nhd bé, dién tich chi 1é6n hon dao Phi Qudc clia
nudc ta mét chiit, Tuy nhién, nén kinh t¢ Singapore 13 mot trong nhitng nén
kinh t& phat tri€n nhét the gi6i. Khi tiép xdc véi nguol Singapore, ban c¢in Lhru
¥ mot s6 dac diém sau:

- Khi gap g& va khi tam biét, ngudi Singapore thudng bit tay theo kidu
phuong Tay;

- Ngugii Singapore wa diing danh thiép va danh thiép duoc dugc trao bing
ca hai tay mot céch trinh trong;

- Nguoi Singapore va tic phong cong nghiép: di nhanh, néi khé, ditng gid,

- Trong quan h¢, ngudi Singapore hi€m khi ting qua. Néi chung, viéc tang
qua khong thanh théi quen, tap quén cla ngudi Singapore;

- Ngudi Singapore ua su sach s&, chi ¥ dén viéc bao v€ moi trudng. Ho it
hit thude, hanh vi vitt rdc, viit tan thudc ra dudng bi xir phat rét ning, keo cao
su khong duge phép bén trén thi trudng;

- Phu nit dugc ton trong, duge ddi x{r ngang véi nam gidi trén thuong trudng;

- Chh d€ ua thich clia ngudi Singapore 13 su sach s€, trong lanh, sy phén
thinh cia ddt nwde Singapore; chii dé nén trinh dé cap 1a dién tich nho, hep
clia dat nude Singapore.
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Cau hdi va bai tap

1. Néu va phan tich nhiig nét déc trung trong van hoé giao tiép clia ngudi Viét Nam.
Ban c6 nhan xét gi vé nhimg nét nay? Theo ban, con ¢cb nét dac trung nao chua duge
noi téi?

2. Néu nhimg nét dac trung trong van hod giao tiép clia ngudi Anh, ngudi Phap, ngudi
Birc, ngudi My va ngudi Nhat.

3. Ban c6 nhan xét gi khi so sanh nhimg nét §3c trung trong van hoa giao tiép cla
ngudi phifong Tay (lay Anh, My, Phap, Duc tam dai dién) va ngudi phuang Bang {18y Nhat,
Viét Nam lam dai dién)?

4. Ban d& bao gid ra nudc ngoai hay tiép xGc v8i mét ngudi nude ngoai nao chua? N&u
¢6, ban hay cho mdt vai nhan xét vé phong cach giao tiép cfia ho!

5. Hién nay trong xa hoi, dac biét & lop tré, cé xu hudng bét chude 16i séng, phong
céch giao ti€p cha ngudi phu‘dng Tay, ching han trong &n mic, trang diém, quan hé, (g
X v.v.... y kién cla ban vé& vén dé nay thé nao?

6. Nhing cau tho, ca dao, dan ca dudi day phan anh nét dac trung nao trong van hoa
giao ti€p clla ngudi Viét?

- Em thdy anh ciing mudn két doi
Sg vang may bac trén trdi mau tan.

(Hon da déng rong - Ca dao)
- Bay gid to mit ddi ta
Biét dau roi nita chang la chiém bao.
(Truyén Kiéu- Nguyén Du)

- An phéi nhai, néi phai nghi.
- L&i chao cao hon méam ¢o

(Thanh nglf)
- L&i néi ching mat tién mua
Lua Ii ma néi cho vira long nhau
(Ca dao)
- Chim khén kéu tiéng rdnh rang
Ngudi khon néi tiéng diu dang dé nghe.
{Ca dao)
- Mdt didu nhin, chin didu lanh.
{Thanh ngi)

- Chang Vuang quen mat ra chao,
Hai Kiéu e & nép vao dudi hoa.

(Truyén Kidu- Noguyén Du)
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Phu luc 1

GIAO TIEP TRONG
TRA LOT PHONG VAN TUYEN CHON

Hién nay, cdc cong ty, xi nghiép, co quan, t6 chirc, khi mudn tuyén nhén
vién, thuding sir dung hinh thic phong van tuyén chon. Pay thyc chit ciing Ia
mét loai hinh giao tiép. Dé cé thé vimg vang va ur tin hon trong cudc phong
van, ban cin tim hiéu trudc vé loai hinh giao ti€p nay.

L. CAC HINH THUC PHONG VAN

Cé nhiéu hinh thic phéng vin. Thong thudng, ngudi tién hanh phéng vin
cin cf vao yéu cdu clia viéc tuyén chon nhan vién d€ quyé&t dinh hinh thic
phong van.

1. Phong van theo bang cau hdi cé6 sin va phong van ty do

- Phéng vdn theo bdng cau hdi ¢o sdn

O hinh thitc phdng van nay, ngudi ta chudn bi sin mot s& cau hoi va thudng
c& “dép 4n” nita. Ngudi phong vén chi viéc 14n lugt dua ra nhitng céu hoi do6
cho ting vién va can c vao “ddp an” dé ddnh gid. Hinh thic phong van nay
dam béao duge tinh khdch quan trong trudng hgp c¢6 nhiéu ngudi phong van,
nhiéu ban phéng vin.

- Phong vdn tw do

& hinh thic phdng vén tu do, khéng ¢ sdn bang cau hoi, dat ra cau hoi gi
va theo trinh ty ndo 13 do ngudi phong van. Thong thudng, cau héi sau duge
dua ra dua trén cau tra 1&i trude d6 cla tng vién. Hinh thic phéng van nay phat
huy duge tinh linh hoat, sdng tao, uyén chuyén clia ngudi phong van.

Trén thuc (€, ngudi ta ¢ thé k€t hop hai hinh thitc phdng van nay, tic la

mot s6 cau hdi duoc quy dinh trude va mot s6 khéc do ngudi phdng vén
dua ra.
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2. Pht’)ng'vé'n nhém

& hinh thiic phong vdn nhém, mot nhém ngudi hay mot hoi déng cling tién
hanh phong vdn mot ing vién, do d6 nd dam bao duge tinh khdch quan trong
d4nh gi4 gng vién. Tuy nhién, nhicu dng vien, dac biét nhitng dng vién ldn ddu
tham dy va nhing tng vién ¢ h¢ thin kinh y&u, thuong dé mdt binh finh va
thi€u tu tin trudc hinh thic phéng van nay.

3. Phong van thién chi

Trong phong van thién chi, ngudi ta tao moi diéu kién @€ tng vién c6 thé
tra 101 mot céch 16t nhat, nghia 1a lam cho dng vien boc 10 t61 da kha nang clia
minh. Chéng han, ngudi ta ¢ ging tao bau khong khi binh déng, thodi méi;
quan tam khich 1¢; bat ddu bang mét cau hoi dé tra 1oi..

4. Phong van cang thing

O trudng hop nay, ngudi phéng van c6 tinh tao sy cang thang, tic la tao
mat siic ép 1am If lén tng vién nham kiém tra xem @ng vién cé 40 ban linh dé
giai quyét vin dé trong tinh hudng phai chiu stic ép hay khong. Trong qui trinh
phong vin, su cang thang c6 thé dwgc gia ting. Loai phong vén nay thudng
duge st dung & nhilng nghé thudng phai chiu dp luyc tam 1i, su cang thang,
xung dot. Ching han nhu cong an, tham phén, quan dgi...

5. Phong van tinh hudng

Trong loai hinh phdng van nay, ngudi ta dua ra nhiing tinh hudng, thucng
la glong v&i nhitng tinh hudng thyc t&€ ma Gng vién phai giai quyét néu tring
tuyén, nham kiém tra nang luc gidi quyét tinh hudng clia Ung vién.

Trén day la nhung loai hinh phong vén phd bién. Tuy theo muc dich, yéu
cau cha viéc tuyén chon, ngum ta ¢6 thé k&t hop nhiéu hinh thiic phdng vin
trong mot cudc phong vin tuyén chon.

1. TRA LOI PHONG VAN TUYEN CHON

Dé c6 thé tring tuyén va vao lam viéc t8t, ngoai nhing doi hoi vé trinh 4o
chuyén mon, ngoai ngil, ban con phai cé nhiéu phdm chat khdc, chang han nhu
tinh ch dong, sing tao, linh hoat, 1ong nhi¢t tinh, yéu cong viéc, k¥ ning giao
ti€p v.v. Trong phong vén tuyén chon, ngudi phéng van rat chi y dén nhiing
phdm chat nay. Vi vay, ban phai thé hién duoc ching khi tra 15i phong van, néu
ban thyc sy mudn tring tuyén.
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1. Chuan bj tra 13i phéng van

Tra 151 phong vin 1a mét céng viéc quan trong bdi né quyét dinh cong in
viéc lam chia ban. Hon nita, né lai 1 cong viéc khong don gidn. V1 vdy, ban
cdn ¢6 sut chudn bi t6t nhdt cho cudce tra 10i phélng van.

1.1. Chuan bi hé s¢

Hé so cha ban cdn phai ddy du gidy 1 cdn thiét theo yéu céu. Cdc gidy 16
phai sach s&, khong nhiu ndt, khong do bdn, chir vict cin nan nét, khong
nguéch ngoac, ciu tha.

1.2. Chudn bi vé dn mac

Tai cudc phong van tuyén chon, ban khong duge dn mac cdu tha ma phai
an mic mot cach chinh té, sach sé, lich sy, vi nhur the s& thé hién dugc sir ding
muc va thii do nghiém tic clia ban. Ban khong nén n mac qua trung dién, pho
truong, qué tan thoi, trir khi d6 1a cudce thi tuyén ngudi dep hay ngudi mau cho
nhitng cudc bi€u dién thoi trang. Ban cling nén trang diém néu 12 ni, song
dimg qud cdu ky, log let dé tao cam gidc ban 12 con ngudi an chaoi, thiéu
nghiém tic.

1.3. Chuan bi vé thoi gian

Ban nén c6 mit tai noi phong van 5 — 10 phiit trude khi cudc phéng vin
bit ddu. Khong nén dén qud sdm vi sy chd doi dé gay ra cho ban nhiing céng
thing, héi hop, lo ling khong cén thiét, va khi ban budc vio phong phédng van
thi di mdi mét vi chd doi. Ban ciing dimg dén tré, s€ voi vang, dé so sudt.

1.4. Chudn bi sén phuong 4n tra 1% cho mot s6 cau hoi

Céc cau hoi tai mbi cudc phong vén tuyén chon thudng duge gilt bi mat va
ban khong biét trudc duoc. Tuy nhién, cling cé nhing cau hoi rdt phd bien &
céc cudc phong vin tuyén chon. Ban nén chudn bi sén phwong dn tra 181 cho
nhitng cau hoi nay. Sau day 1a mot s6 goi ¥ cho ban.

- Hay cho chiing t6i biét d6i diéu vé ban than ban!

V§i yéu cdu nay, ban nén tra 161 mot cich ngén gon, khéi quat nhing nét
chinh 4l dé phdc hoa chan dung cha ban, dimg sa da vao tiéu tiét vi théi gian
danh cho méi g vién 1a khong nhiéu. Chéng han: “Em 1a Chu Thuy Quynh,
21 tudi. Em sinh ra &@ Ha Néi, trong mot gia dinh cong chirc. B6 em lam cong
tac viin phong, c¢6 1& vi vay ma em yéu nghé van phong. Sau khi t6t nghiép phd
thong, em thi vao Trudng ESTIH, nganh Tin hoc vin phong. Hai thang trudc,
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em t6t nghiép trudng nay voi loal wu va hién nay, nhu anh thdy ddy, em dang
fim viéc. Trong cong viéc, em thich sy nghiém tic, chu déo, linh hoat. Con
ngoai ddi, em thich n&u an, am nhac, sach bio, thich gap gd ban be”.

Néu ngudi phong van quay sang hol nhitng diém y&u cia ban, ban nén néu
mot vai diém ycu cha ban than, nhung phéi trd 161 sao dd dé ho thdy rang ban
§ thite duge nhing diém y&u d6 va dang no lyc khic phyc.

- Tai sao ban mudn lam viéc cho cong ty chiing t61?

Tra 16i cau hoi nay, ban nén nh&n manh hai diém:

+ Thit nhat, cong viéc phi hop véi nganh nghé ma ban dugc dao tao;

+ Thit hai, cong viec phit hgp véi ning luc, s& thich clia ban.

- Ban dd biét nhitng gi vé cong ty ching t6i?

Sy hi€u biét cha ban vé cong ty ma ban dang mudn Xin vao lam viéc biéu
hién su quan tam va thdi d6 nghiem tic clia ban. Cho nén v6i cau hoi nay, ban
dimg tra 1&i: “Tha thye, em chua biét gi vé cong ty nay”. Ban cén tim hiéu
trude vé cong ty, 16 chiic md ban muén xin vao lam viéc. Trong truong hop
“khdn c&p”, ban nén nhd ring tén goi clia cong ty, t6 chic cling chita dung
nhitng thong tin nhat dinh vé cong ty hay td chic do.

- Ban c6 thé lam dugc nhitng cong viéc gi trong céng ty chiing 10i?

Khi tra 101 cau hdi nay, trude hét ban cdn xuét phét tr chuyén nganh dao
tao ctia minh. V{ du, ban t6t nghiép nganh Tin hoc van phong thi ¢6 thé dam
nhan cdc cong viéc van phong nhu: soan thdo vin ban, in 4n tai liéu, ti€p
khach, truc dién thoai v.v. Ngoai ra, ban ¢6 thé néu mot s6 cong viéc khdc ma
ban ciing dd duge dao tao, mac daun khéng chuyén sau, hodc nhiing viéc ma
ban di ting dam nhéan. Tuy nhién, ban dimg tham lam ching t6 minh Ia mot
con ngudi “van nang”, nguoi ta dé cho ring ban huénh hoang, khodc lac.

- Néu dugc vao lam viéc & cong ty chiing t6i, ban c6 dy dinh gi cho
tuong lai?

M6t con ngudi khong suy nghi, khong ¢6 k€ hoach cho tuong lai thi 6
I3 con ngudi thi€u nghiem tic v con ngudi nhu vy khong thé phat trién
dwoc vi khong c6 dong luc. Vi vay, trd 16i cau héi ndy, ban khong duge dung
tir “khong”. Ban nén néi vé du dinh trudc mét va dy dinh 1au dai. Chéng han:
“Trudc hét, em phai ¢6 ging lam viéc t6t, hoan thanh nhiém vu duge giao.
Sau d6, em mong mudn duge hoc thém, nang cao trinh do6 dé phuc vu cong
ty tot hon”...
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N6i t6m lai, ban cdn c6 ging tra 131 moi cau hol ma ngudi phong van dat
ra cho ban mot cdch tot nhat, trdnh kiéu tra 10i cut ngln bang mot hai tir nhu:
“Piing”, “Khong dang”... '

2. Ung x{r trong khi tra 18i phéng van

Trong khi tra 15i phéng vén ban cdn chii ¥ khong chi ngén ngit ma ca
nhitng biéu hién phi ngén ngir ciia minh.

- Khi budc vao phong phéng van, dé thé hién su tu tin, ban can di nhanh
nhung khong hap tidp, voi vang; mat nhin ngudi phong vén va mim cudi vol he.

- Ngéi thing ngudi, tay dé 1én ban hoac tay vin cua ghe, mét nhin vao mét
ngudi phong vén, anh mat nhe nhang, w nhién; khong nhin chim cham hoic

nhin xudng san hay nhin 1én trin nha. Ban cén biét ring, 4nh mét, nét mat clia
ngudi phong van cé thé 1a su ggi ¥ cho cau trd 191 cia ban.

- N6i rd rang, am luong phai i dé ngudi phong vin c6 thé nghe thay.

- Ban phai biét chii y lang nghe ngudi phong vin, n€u nghe khong rd cau
hoi, ban ding ngai dé nghi ho nhic lai cau hoi. Sy thang thin cia ban s& dugc
ddnh gia cao. '

Khi két thiic cudc phong vén, ban nhd néi 18i cam on va chao trude khi
ding 1én di ra khoi phong.
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Phu luc 2

TRAC NGHIEM NHU CAU GIAO TIEP

1. Yéu céu va néi dung cta tric nghiém

Nhu cau giao 1i€p 13 nhu cdu xi hoi quan trong cita con ngudi, 1a dong luc

thic ddy con ngudi trong hoat dong giao ti€p, titc 1a hoat dong thiét lap, van
hanh cdc m6i quan hé ngudi ~ ngudi, 1a diéu kién ciia Su ton tai va phiat trién
cla con ngudi nhy 12 mot thanh vién ctia xa hoi.

Nhu céu giao ti€p cla ban & mitc d6 nao? DE tra 161 cau hoi nay xin ban

hay doc k§ timg nhan dinh duéi day, néu nhéan dinh nio ding véi ban than thi
danh ddu (+), khong diing thi ddnh d4u (-) & cot trong tng.

T

Nhan dinh

Ding

Khong
diang

oo =~ N Ln

10

11

12

To1 hai long khi duge tham gia vao cc ngay hoi, ngay lé.

Toi ¢6 thé kim ché€ khong néu ¥ kign ciia minh, néu né mau
thuin véi ¥ kién ciia ban.

Téi thich néi cho ngudi khic 16 su cam tinh cha to d6i vdi ho.
Trong giao ti€p, toi chd ¥ nhidu dén viec gay anh hudng hon 13
tinh ban.

Khi bi€t duge thanh tich cda ban, khong hiéu vi sao t6i kém vui.
Trong quan hé vé6i ban, t6i c6 quyén hanh hon 13 trich nhiém.
Lam duoe didu tot, t6i cam thdy phn khai.

Nhimg lo ling s& bién mat khi toi tam s duge véi céc ban clia
minh.

Tot chdn ngdn vé tinh ban.

Khi lam vi¢c gi quan trong t06i mu6n ¢ su chitng ki€n cia moi
nguoi.

Trong khi tranh luan, néu bi dwa vao tinh the bi, t6] khéng phuc
thién va cfi budng,

Trong tinh hudng khé khan 16 chi nghi vé minh.
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13
14

15
16

17
18

19

20
21
22
23
24
25
26

27

28
29
30
3i
32

Lam ban phat ¢, toi dau khé dén ndi c6 thé sm.

Toi thich gitp d& nguoi khdc ngay ca khi diéu d6 gay cho toi
nhimg khoé khan 1dn.

Vi t6n trong nguoi khéc, 161 6 thé déng ¥ véi ¥ kién cla ho.
Toi thich nhifng cav chuyén phiéu hru, mao hiém hon la
chuyén v€ tinh cam con ngudi. .

Nhitng canh bi ddr, cudng buc trén man anh 1am toi kinh t6m.,
Khi & mot minh, t6i thudng lo ling, cang thang hon khi 61 &
giffa moi ngudi.

Toai cho ring, niém vui co ban trong ddi song 13 niém vui giao
tiép.

Nhimg con vat v& gia cu (chd, meéo) 1am t6i thuong hai.

Toi thich ¢6 it ban nhung toan 14 ban thén.

Toi thich séng giita moi ngudi.

T6i1 thudng bi xtic dong khd 14u sau khi cii co v6i nguoi than.
Toi chac ring, t6i c6 nhiéu ban than hon céc ban cla 16i.

Toi thich thanh tich thudc vé minh nhiéu hon thudc vé ban.
Téi tin ¥ ki€n nhan xét clia minh vé mot ngudi nio dé cé chat
lugng hon v ki€n nguoi khic.

Su giiw ¢6 va dia vi ¢6 y nghia hon so vdi niém vui duge giao
ti€p v6i nhimg ngudt ma minh yéu thich.

Toi thong cam véi nhitng ai khong ¢6 ban than.

Toi ludn nghi 12 nhitng ngudi khdc thudng v6 on déi v6i toi.
Toi thich nhiing ciu chuyén vé tinh ban, tinh yéu khong vu lgi.
Vi ban, t6i ¢6 thé hy sinh nhimg himg thd riéng ciia minh.
Né&u tai 13 mét nha vin thi t6i s€ viét vé siic manh cia tinh yéu.

10, 11, 13, 14, 17, 18, 19, 20, 21, 22, 23, 24, 26, 28, 30, 31, 32.

5,6

2. Xt Iy s& ligu

X 1y bing cach cho diém nhu sau:

- Cho cdc cau sau day méi cau 1 diém néu tra 161 “ding” (+): 1, 2, 7, 8,

- Cho cdc cau sau day, mdi cau 1 diém néu trd 16i “khong diing” (-): 3, 4,

, 9,12, 15,16, 25, 27, 29.
- Tinh t6ng diém.
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- Thang diém cua timg mic do nhu ciu giao 1iép:

Thap Trung binh thap Trung binh Trur;gobmh Cao
Nam | 2-20 21-22 23-24 25 -57 28 -32
N 3-22 23-25 26 - 217 28 - 29 30-32
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Phu luc 3

TRAC NGHIEM TiNH COI MO CUA
CA NHAN TRONG GIAO TIEP

1. Yéu ciu va ndi dung trac nghiém

Ban 13 ngudi cdi md hay khép kin? Pé trd 161 cau hdi nay, mdi ban doc k¥
nhitng cau hoi dudi day theo thit ty t trén xudng, réi ddnh ddu (+) vao 6 bén
canh phit hop vai v Kién clia ban{mdi cau hot chi chon mot y kién). Muc d6
tin cay cia két qua trac nghiém phu thudc vio mitc do trung thuc cta ban.

Trung binh
TT Cau hoi

Ping | Doi khi | Khdng diing

Khi ¢6 nhimg cudc hen thong thudng hay dé
giai quyét cong viéc thi su chd doi cude gip
gir d6 thudng lam cho ban bi ddo 1on né nép
sinh hoat binh thuong?

Ban thuong tri hodn viéc di khdm bénh cho
d&n khi khong thé chiu dyng duge nira?

Puge giao nhiém vu bio cdo hay phdt biéu
3. | trong cudc hop thi diéu nay lam cho ban lo
lang, béi r61?

Nguoi ta clr ban di céng tic dén mot thanh
4, | phé hoan toan xa la. Ban s& c6 ging fim moi
cach dé tranh dot di d6?

Ban thudmg thich chia sé ndi budn hay niém
vui ciia minh véi ai d6?
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Ban ¢é cam thay khé chiu khi ¢6 ngudi la
irén dudng phd xin ban chi dudng, hoi giey
hodc d€ nghi trd 161 mot van dé gi d6?

Ban tin ring, luén c6 van dé xung dot giita
cha va con va con ngudi & cdc ché do khic
nhau rdt khé ¢6 thé hiéu biét nhau duoc?

Ban e ngai khi phai nhic ngudi quen tra
ban 10.000 déng ma ban di cho vay cdch
day may thdng?

Trong nha in tap thé hay & cira hang in
udng, ngudi ta dem dén ban an cho ban dia
thitc an bi 6. Ban chi ddy chiéc dia dé ra
xa ma khéng néi nang gi ca?

10.

Khi chi ¢6 mot minh ban ngdi d6i dién vot
mot ngudi la, ban khong néi gi véi ho va
cam thdy rat nang né néu ngudi dé khong
bit ddu ndi chuyén trudc véi ban?

Ban dinh mua vé xem phim (hay kich hoiic
mét mén hang gi d6...) nhung ban nhin
thily moi nguoi x&€p hang dai trude cira ban
vé. Ban thudng tir bo ¥ dinh ctia minh vi
khong mudn ding cudi hang vi khé s vi
phai cha dgi?

Ban thuong ngai tham gia vao mot ban hoa
gidi nhifng bat déng giita mei ngudi?

Ban ¢§ tiéu chudn riéng khi ddnh gid cdc
tdc phdm vin hoc nghé thuat, ké ca cédc §
kién ndo dé, nhung rét cude bé ban khong
thtta nhin ching. D3i thuong xay ra nhu
vay?

14,

Khi nghe durge & dau dé (ngoai hanh lang
ching han) nhitng cau chuyén thé hién
cach nhin nhan sy vat mot cdch sai [dam ma
ban da biét rd rang. Tuy nhién, ban vin im
lang ma khoéng tham gia viio cudc tranh
luan d6?
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Ban thudng buc minh vé& nhing yéu cdu

13. giip d& cia ai dé vé sinh hoat hay hoc tap?

Ban thich trinh bay ¥ kién, quan diém, su
16. | danh gi& clla minh béing hinh thitc viét hon
14 néi?

2. Xt ly két qua

Xir Iy bang cdch chdm diém: Mbi cau trd 1&i “ding” duge 2 diém, tra 18
“doi khi” duge 1 diém va trd 1oi “khong” duge O diém. Ban hay tinh téng diém
chia minh, sau dé d6i chiéu t6ng diém véi cac mitc do dudi day dé€ c6 mot s6
thong tin v¢€ ban than.

Miic do I (1ix 30 — 32 diém)

Ban 14 ngudi khong thich giao ti€p. Diéu d6 thart 1a bat hanh vi ban phai
tu minh chiu dung tat ca. Nguoi khdc khéng dé gi gdn ban. Ban gap kho khin
trong cong viéc doi hol su hop tdc, gilip sttic cia ngudi khdc. Ban hiay xem lai
minh v hdy ¢d gidng cdi m& hon véi nhitng ngudi xung quanh.

Mice do I (tlr 25 — 29 diém)

Ban 1a ngudn kin ddo, thich ¢6 don va vi vay & ban ¢ it ban bé. Khi ¢6 viéc
can phai ti€p xic véi ngudi méi, ban thudng lo sg, mét binh (inh. Ban bi&t duogc
nhuge diém ndy cua minh va thudng khong bidng long vé ban thian. Béng
nhién, cé liic nao d6, ban thich ti€p xiic nhiéu nhung thudng 1a chi dé bét phién
mudn ma thoi.

Myc d¢ HI (1 19 — 24 diém)

Ban 14 ngudi cdi ma& va trong hoan canh khong quen biét ban van cam thay
yén tim. Ban khong cam thdy bi de doa boi nhitng van dé maéi. Ban két ban ¢6
can nhac va khong thich tham gia vdo nhitng cudc tranh luan khong cdn thiét.
Tuy nhién, trong nhitng céu chuyén cia ban thudng du thira nhitng ciu cham
bi¢m v€ bat ky Iinh vyc nao. Pay 12 mdt thiéu sét ma ban cdn hru ¥ sira chita.

Mire d6 IV (tir 14 — 18 diém)

Mic d¢ giao tiép, tinh c&i md & ban la vira phai. Ban 12 ngudi ham hiéu
biét, tu nguyén ling nghe ngudi khdc, than mat trong giao ti€p va sin sang riit
lui quan di€ém ciia minh ma khong cdu git. Ban khong 1dm ngudi khic khé
chiu trong nhitng cudc ti€p xidc dau tién, ciing khong thich nhitng nhém ngudi
on ao va roi bd nhitng ngudi nhiéu 11 hay gay ra nhitng kich dong déi véi ban.
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Mire do V (tir 9 — 13 diém)

Ban 13 ngudi rat cdi md, hi€u k¥ va to md. Ban thich tro chuyén, thich thé
hién nhiing vin dé khdc nhau va thudng gay ra kich thich d&i véi nhiing ngusi
xung quanh, thich lam quen v&i nhing ngudi méi gip, thich rd thanh trung
tam chii ¥ clia moi ngudi, khong tir chéi yéu cau cha bat k¥ ai, mic du khong
phai bao gid ban ciing thuc hién duge cdc yéu cdu do. Ban thudng ndi néng
nhung lai ngudi ngay. Ban ¢4 nhuge diém sau: tinh tinh dé “béc” nhung cling
dé “xep”, thicu kién nhén. Tuy nhién, khi muén. ban ¢6 thé khong 1ui budc.

Mire do VI (tit 4 — 8 diém)

Cé 1& ban 12 con ngudi thing rudt ngya, tinh ci mé nhu 12 ban tinh cha
ban. Ban thudng ¢é mat 0 moi cong viéc, thich tham gia vao cic cudc tranh
luan, mac di nhilmg vén dé nghiém tic c6 thé€ 1am ban dau déu, tham chi
budn chén.

Ban thudng ty nguyén giit 151 hita vé bat ¢t viéc gi, ngay ca vin dé c6 ¥
duia cot. Ban thudng tim céch giix 18y cong viéc, b&i vi ban khong yén tam khi
ngudi khac thyc hién nd, nhung chinh ban lai thuong khong thé thuc hién né
dén cling. Vi vy, lanh dao va tap thé thudng than trong khi giao viéc cho ban.
Ban cin suy nghi nghiém tdc vé thue t& nay.

Mic dé VII (tir 0 ~ 3 di€ém)

Tinh wa ti€p xic cha ban mang tinh bénh 1§. Ban 1a ngudi ndi nhiéu, lam
16, gay can trd cho c& nhiing cong vice khong lién quan gl dén ban. Ban
thudng vo 14y moi viéc dé phan dodn, thdm chi ca nhitng van dé ma ban ching
¢6 ty hidu biét ndo. Vo tinh hay hitu ¥, ban thudng 14 nguyén nhan gay ra céc
cudc xung dot cho nhitng ngudi xung quanh. Ban hay phat khung, gian dit mot
cich vo c&. Ban khong cé duge cong viée mot cach nghiém tic. Moi ngudi
cam thdy khé chiu vé ban & gia dinh, noi lam vi¢c hay bét cif noi dau. Vang,
diing th€ d4, vi vay ban can phai tr rén luyen minh, ma truéc hét 12 tinh diém
finh, ton trong, biét lang nghe ngudi xung quanh.
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Phu luc 4
HUGNG DAN GIAI BAI TAP TINH HUONG

Dudi day la mot s6 goi y gitip ban gidi cdc bai tap tinh hudng. Néu tra 19i
cia ban khong giong véi nhimg goi ¥ nay thi cing khong nén lo ling, vi day
chi 1a nhiing goi ¥ mang tinh huwdng dén.

Bai tap tinh hudng chuong 1

1. Cac hi¢n tugng b, d, €, f va g 14 giao ti€p;

2. Chitc nang dong vién khich I¢ ciia giao tiép;

3. Giao ti€p truc tiép: a, c, d, ¢; giao ti€p chinh thiic: a, e; giao tiép giira
c¢dc cd nhan: b, d; giao ti€p giita c4c nhan vi nhém: a; giao ti€p nhém: ¢; giao
ti€p gifta cdc nhém: e.

4. Ong thdy twéng da tic dong dén H, gilip H 18y lai can bing cam xic,
stic manh clta H duge khoi day va duge thé hién.

Bai tap tinh hudng chuong 2

1. B d& vo tinh tao ra tam th€ khong thuan lgi & ca me va ngudi yéu cha
minh trude cudc gap g& ddu tién giita ho. Tam the nay lam cho A thém cing
thing, con me B thi cang dé y xét nét A.

2. X1 sy cia ong s€p nhu vay di cit ludng théng tin phan héi tix phia céng
nhén, nhén vién t6i 6ng ta, vi néu diéu dé khong sém duge sira chita thi giita
ong s€p va nhan vién cta o6ng ta chi 11 su khong hiéu biét 14n nhau.

3. Am thi va c6 thé 13 ca sut a dua, bit chude.

4. Hai da khong tuan thd trat ty truyén thong va ciing 1a trat tw thd bic
trong van phong.

5. Diéu 6ng T cin phai 1am c6 thé Ia:
- Thiét lap dudng day “néng” giira ong vdi cong nhin, k¥ su trong x{ nghiép;
- Yéu cau cdc trudng phdng phai nghiém chinh thuc hién ché do bédo céo;
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-Vé lau dai, 6ng T cé thé phai kién toan lai do1 ngél cdn bd quan 1y trong
xi nghiép.

6. P cdn gip ngay nhilng cong nhan biét chuyén va dang ban tdn, giai thich
cho ho thay tdc hai cha viéc lan truyén thong tin d6, yéu cdu ho chdm diit vige
ban tdn va c¢6 thé phai dua ra nhitng bién phap rin de dii manh dé yéu cdu clia
P dugc tuan thao.

Bai t&p tinh huéng chuong 3

1. Ban c6 thé xit su nhu sau:

- Vui vé nhén va cam on bén d6i tac;

- Néu thay mén qua la “trén mic tinh ¢dm” thi tim cdch giti lai cang sém
cang t0t, kem theo 1o gidi thich véi thdi do on tén, vui ve.

2. Y kién thit nhat t6t hon, vi: -

- Theo théng 1¢ x3 giao, ngudi ta chi gii thi€p hoac dién chic mimg trong
truong hop nay;

- Glti qui trong trudng hop ndy gy sy hi€u nhidm hoac 1am ngudi nhan
khé xir;

- Néu mudn ting qua thi khong thi€u gi dip khac thich hop hon.

3. Trang phuc, trang diém va trang stc cia H khong phi hop véi tinh
huéng: H xudng co s& d€ 1am viée chi khong phdi 12 di dy dai tiéc hay da hoi.

4. H méc hai sai ldm:

- Chon hoi truéng qua rong;

- Khoang cdch gifta hai day ban d6i dién nhu vay 1a qué xa (thudc ving
cong cong), khong phit hop v6i mot cude gip gd mang tinh chét than mat.

5. P ¢6 thé bé tri ban, ghé nhu sau:

- Ban chit nhat, rong trén 1.2m;

- K¢ hai ddy gh€ d6i dién nhau, mdi phdi doan ngdi mot diy, hai trudng
dodn ngdl § gifta, doi dién nhau,

6. D ngdi d6i dién nhw vay 1a tao thanh vi trf canh tranh; khdch hang cdm
t& don va cham chud doc - d6 1a ddu hiéu cta su chdp thuén nén D nhanh chéng
chuyén sang vi trf “hgp tdc” nhiim tang tdc dong thuyét phuc.

7. Hinh135: T6i rét thanh thuc!

Hinh 16: Téi 1a 6ng chua ¢ day!

Hinh 17: Chuén bi ddnh nhau.
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Hinh 18: Ngudi dan 6ng bi cho ra ria — khoéng hai long; ngudi dan 6ng
ngdi giifa dang rat quan tAm dé€n ngudt phu nir nhung van canh chirng ké di bi
cho ra ria.

Hinh 19: Ho dang Jam “duyén” vd&i nhau.

Hinh 20: Khong khi nang né, khong hai long.

. C6 thé Thu Hién s& nghi nhu sau:

. Minh chiing 1a gi d6i v6i co ta.

. Ngutn trén dién thoai quan trong hon minh.

8
d
b
c. Vin ban ma cé ta dang danh quan trong hon minh.
d. Cé ta dang byc bdi hoac khéng trung thuc.

e. C6 cdi gi dé lam ¢6 ta khong va minh, thu dich v6i minh.,
f. Co ta trong th€ thoi nhung hod ra than thién va nhiét tinh.
Bai tap tinh huéng chuong 4

7a. Phong cach doc doan;

7b. Phong cach dan chu.

Bai tap tinh huéng chuong 5

7. Hinh 23: nhan vién dua t& trinh, t& trinh duge dit ¢ khoang gitta ban;
Hinh 24: 14nh dao cdm 14y t& trinh, dua vé phia minh va chim chid doc — ddu
hiéu cha sy chdp thuin;

Hinh 25: nhan vién chuyén sang vi tri “hop tdc” va bit ddu giai thich,
thuyét phuc.

Bai tap tinh hudng chudng 6

1. T4t nhién, nhin thdy ban cil tit héi hoc phé théng ma ngudi dé cit diém
nhién nhu khoéng quen biét thi khong dé chiu chit ndo. Tuy nhién, T cling
khong nén bin kho#n nhiéu vé diéu dé. Ciing c6 thé thdi gian dd Iam cho L
khong con nhan ra T, trong trudng hop nay T nén chu dong ti€n lai chio hoi
va chic chin khong kKhé khan 1dm dé L nhén lai ban cii; ciing c6 thé 1a ding
lic L qud ban nén khong muén mat thoi gian vao chuyén chao hoi, trong
trudng hop nay T chi cln nhin L, mim cudt, gat dau la da.

2. Ciing ¢6 thé la ngudi dé qud voi nén khong mudn maéi thai gian chio hoi
hodc vi mot 1V do t&€ nhi khdc, cho nén H cling nén tang 1& nhu khéng nhin thiy
nguoi do.
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3. Trong tinh hudng nay ciing c6 thé 12 A khong mudn B phéi ton thdi gian
vio cau chuyén vo bd nén di khong gisi thigu B va C v6i nhau. B ¢6 thé budce
1iii ra phia sau mot bude dé A va C trd chuyén.

4. Ping day hoac budc ra phia trude mot budc, vui vé ty gidi thi€éu minh.

Bai tap tinh huéng chuong 7

1. Thuong lugng kiéu cting. D¢ xuat d6 thyc chét 1a mot nguyen tic dam
bao dugc igi ich cha ci hai anh em, vi vy chiing chap thuan.

2. Thuong luong kiéu cing, né gay tén hai cho mdi quan hé ngudi bin -~
khéach hang.

3. Anh Nam: thuong lugng kiéu nguyén tic, dai dién CTXT: thuong luong
kiéu cirng nhung trong ldn gip sau thi phai chap nhan nguyén tic ma anh Nam
dua ra, titc chuyén sang kiéu nguyén tic. Anh Nam thing bdi anh d4 chon kiéu
thuong lugng ding va anh ciing rat biét thuong lugng.

Bai tap tinh huéng chuong 8

2. Thai do clia M t8t, nhiét tinh. Song M d& ¢ nhitng thi€u sét co ban
nhu sau:

- D€ 16 théng tin mot cdch khong cén thiét;

- Cach hen gid chua 161, chua chuyén nghiép;

- C4ch gidi thich 1y do vdi 6ng P khong t6t, néu khong ndi 1a do.

3. Anh hudng rit quan trong vi Thuy Loan [ ngudi tryc ti€p phuc vu khich
hang, thuc hién dich vu cham séc khach hang.

4.a. Trir khi c6 1y do chinh ddng dé tir chéi tra 1oi, Mai Linh nén tra 10i va
nén nd luc dé thoa min khédch hang.

b. Khdch hang phai dugc wu tién, vi vay phéai cé mdt 1y do that chinh ddng
dé khong tra 15i. Trong trudng hop nay, Mai Linh nén: xin 16i; ghi lai tén va
s& dién thoai ciia khdch; hen goi lai cho khich; gilt ding hen.

c. Khi chuyén may cho Tuyét Mai, Mai Linh nén: néi v6i khdch 1a co s&
chuyén mdy va chuyén cho ai, cho Tuy&t Mai bi€t tén khdch hang va néi dung
cau héi trudce khi chuyén mdy.

d. N6i cho khdch hang biét 1a Tuyét Mai c6 thé tra 101 ho; dam bao chéac
chin ring Tuyé€t Mai s& trd 131; ghi lai s& dién thoai va cdc chi ti€t khdc cla
khich hang; chiu trach nhiém dam bdo Tuyét Mai s&€ goi nhu dd hifa.
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Bai tap tinh hudng chudng 9

1. Thu dat hang: thu r& rang, ddy du, song nén viét theo 16i dién giai;

2. Thu tit chdi: Nhuge diém chinh 12 viét theo 161 dién giai vA nhan manh
11 tir choi.

3. Thu khi€u nai: 161 1& khong that on tdn. -

Bai tap tinh huéng chuong 10

1. M¢& ctlra vé phia minh, mim cudi nhudng 16i cho sép di qua trudc;

2. Quan tam tham hoi, déng vién;

3. Néu sép nong qua hodc khong tién gidi thich thi doi lic sép thoai mai
hodc tién lgi d€ giai thich cho sép.
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