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L ME Pdu

Giao ti€p 12 mot hoat dong va 13 mot nhu ciu khong thé thi€u duge & con
ngudi. Quén tri kinh doanh thyc chit 12 mot hoat dong giao ti€p hét sic phic tap.
Hiéu qué cda cdc nha quan tri phu thudc rat nhiéu dén kha ning tic dong va 4nh
hudng dé&n nhan vién dudi quyén. Hon nita bt k¥ mot du 4n kinh doanh nio ciing
phdi trdi qua nhitng cudc thuong lugng giita cic bén dé€ bi€n thanh hién thyc. Vi
vay, nha kinh doanh ciing cAn c6 nhitng k§ niing giao ti€p hoan hdo nhu mdt nha
ngoai giao.

Dic biét trong hoat dong ngin hang giao ti€p cang can thi€t hon bao gid hét.
B4i 1& hoat dong & d6 dugc dién ra trong mdi quan hé ti€p xiic giita con ngudi vdi
con ngudi. P& thanh cong trong linh vuc nay, ching ta khong thé khong c¢é nhitng
hiéu biét vé k§ ning giao ti€p gilta con ngudi véi nhau trén co sd ndm bit tAm 1y s&
thich ctia nhau.

- POI TUONG

Mon hoc nay huéng dén ddi tugng 1a sinh vién nganh qudn tri kinh doanh, cédc
nha quén tri doanh nghiép, cdc cd nhan c6 nhu ciu tim hiéu, trau ddi cho hoat dong
giao ti€p clia minh trong doanh nghiép néi chung va ngin hang néi riéng.

- MUC TIEU

N6 trang bi cho ngudi hoc nhitng ki€n thic cd ban vé hoat dong giao tiép, cic
phuong tién giao ti€p, cdc k§ ning giao ti€p ciing nhu sy van dung cdc k§ ning nay
trong thyc tién.

Trang bi cho ngudi hoc nhitng ki€n thiic vé€ vin héa, xa hoi, nghé thuat va dic
tinh cin c6 trong giao ti€p dé€ c6 thé ndm bat, duy tri va phat trién cdc mdi quan hé

trong kinh doanh.
-NOI DUNG MON HQC

Chudng trinh mon hoc gom cé 6 chuong, 45 tiét
Chuong I. Tong quan vé hoat dong giao tiép
Chuong II. Cau triic ctia hoat dong giao tiép
Chuong I11I. Co sé caa hanh vi giao tiép
Chuong IV. Cdc k¥ ning giao ti€p trong kinh doanh
Chuong V. Giao ti€p trong mdi trudng cdng ty
Chuong VI. K§ ning giao ti€p ting dung trong ngin hang
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CHUONG I
TONG QUAN VE GIAO TIEP

Hang ngay chiing ta phai giao ti€p vdi ban be, ngudi than, déng nghiép, . . .
trong nhitng hodn cdnh va nhitng tinh hudng rat khdc nhau, v vi nhitng muc dich
ciing rat khic nhau (trao ddi thong tin, gidi quyé&t van dé, thuyét phuc ho, . . ). Trong
qué trinh giao ti€p nay mot 13i néi, mot ¢t chi c¢6 thé tao ra mdt 4n tugng tot dep,
mot sy tin cdy, mOt cdm xdc tich cuc, va cling ¢ thé 1am mat long nhau, lam ton hai
tGi sic khoe va kha niang hoat dong clia con ngudi.

1.1. KHAI NIEM VE GIAO TIEP
1.1.1. Khai niém

Giao ti€p la van dé c6 ¥ nghia thuc tién rat 16n, bdi vi giao ti€p dong vai trd rat
quan trong trong viéc hinh thanh va phat trién nhan cich cda con ngudi. Pdng thdi
giao ti€p con 1a phuong tién thé hién nhan cich. TAm Iy clia con ngudi dugc hinh
thanh va phit trién trong giao ti€p véi nhitng ngudi xung quanh. Vay giao tiép 1a gi ?

Nhiéu nha nghién citu da dua ra cdc dinh nghia khic nhau vé giao tiép,

Theo John B. Hoben, nim 1954 thi “Giao ti€p 1a sy trao ddi véi nhau tu duy
hoic y twdng bing 15i”.

Theo Martin P. Andelem, nim 1950, “ Giao ti€p 1a qué trinh, qua d6 ching ta
hiéu duge ngudi khic va 1am cho ngudi khic hiu dugc chiing ta”.

C6 dinh nghia khdc lai cho ring, giao ti€p 12 mot qué trinh trao d6i thong tin
giffa cdc c4 nhan thong qua mot hé thdng bao gdm cédc ky hiéu, cdc ddu hiéu va
hanh vi. Giao ti€p ciing c6 thé hi€u 1a hinh thic bi€u 16 tinh cdm, trdo chuyén, dién
thuyét, trao d6i thu tin, thong tin.

Mic du c6 nhiéu dinh nghia khdc nhau vé giao ti€p, nhung nhin chung moi
ngudi vin dong ¥ cho ring: Giao ti€p 12 xdy dung mot ban thong diép, chuyén né di
vdi hy vong ngudi nhin sé& hi€u duge noi dung cla thdng diép do.

Trong hoat dong giao ti€p dién ra qué trinh thiét 14p va phat trién cic méi quan
hé gifta cdc c4 nhan, xuat phdt tir nhu cAu phdi hgp hanh dong. Pay 1a hoat dong
nhim x4c 14p va van hanh cdc moi quan hé giita ngudi véi ngudi trong doi sdng xa
hoi vi nhitng muc dich nhit dinh. C4dc mdi quan hé nay c6 thé dién ra giita mot ngudi
v6i mot ngudi, gitta mdt ngudi véi mot nhém, hodc gifta cdc nhém vEi nhau.

Nhu vay, Giao tiép cé thé hiéu la mot qud trinh, trong dé con nguoi chia xé vdi
nhau cdc ¥ tudng, thong tin va cdm xiic, nhdm xdc lap va van hanh cdc mdi quan hé
giita nguoi vdi nguoi trong doi song xa hoi vi nhitng muc dich khdc nhau.
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Trong giao ti€p ludn dién ra 3 khia canh khdc nhau. D6 13 khia canh trao ddi
thong tin giifa ngudi v4i ngudi, khia canh nhan thic 1an nhau, va khia canh tic dong
va 4nh hudng 1an nhau.

- Khia canh trao doi thong tin cla giao ti€p gin lién vé6i viéc tim hiéu nhitng
dic di€m dic thi cda qua trinh trao d6i thong tin gifta hai bén giao ti€p vdi nhau c6
tinh dén ¢4 muc dich, tdm thé' va y dinh clia nhau. Qua trinh nay s& lam giau thém vé
kién thifc, kinh nghiém ctlia nhitng ngudi tham gia giao tiép.

- Khia canh tha 2 1a tdc dong qua lai va danh hudng gita hai bén, ngdbn ngit
thong nhat va cting hi€u biét v€ tinh héng, hoan cdnh giao ti€p 12 diéu kién can thiét
bao dam su tdc ddng qua lai dat hi€u qua.

- Qué trinh nhdn thitc ldn nhau trong giao ti€p bao ham qué trinh hinh thanh
hinh 4nh vé ngudi khdc, xdc dinh dugc cdc phdm chit tim 1y va dic di€m hanh vi
clia ngudi d6. Trong khi tri gidc ngudi khdc cAn chi ¥ dén cdc hién tugng nhu : 4n
tugng ban dau, hiéu tng cdi mdi, su dién hinh héa, . .

Hoat dong quén tri kinh doanh vé thuc chat cing 12 hoat dong giao ti€p. Trong
hoat dong ctia minh, nha quan tri phdi giao ti€p vdi nhan vién dé truyén dat nhiém
vu, dong vién, khuyé&n khich ho thuc hién t6t cdc nhiém vu do.

1.1.2. Pic diém cua giao ti€p trong kinh doanh

- Giao tiép trong kinh doanh hét sirc phiic tap. Nha kinh doanh thudng phai ti€p
xtic véi dd loai ngudi khdc nhau, véi nhitng ngudi cé nhu ciu, thi hi€u khdc nhau,
véi nhitng dong co giao ti€p khic nhau. Vi vay, nha kinh doanh cin phai ¢6 k§ ning
giao ti€p t6t trong moi trudng hdp, véi moi déi tac.

- Giao tiép trong kinh doanh thuong cé thé gdp riii ro. Trong giao ti€p kinh
doanh ciing ddi hdi doanh nhan phdi ddm chAp nhin rdi ro, dim mao hi€m, phai
c6”gan”. Trong kinh doanh mdc d6 rdi ro cang cao thi 1gi nhuin cang 16n. Tuy
nhién, trong kinh doanh khdng dudc phiéu luu — liéu.

- Giao tiép trong kinh doanh luén gdp rit vé thoi gian. C6 thé mdi ngay, mot
giao dich vién ngan hang phuc vu vai chuc khdch hang dén gti, vay . . . Gidm doc ti€p
5 dén 10 khach hang trong mdt budi sdng, mdi 1an ¢ thé chi 5 phiit. . . vé6i thoi gian tiép
xtic ngén ngli nhu vay, ddi hdi mdi ngudi 1am viéc trong ngin hang phai ¢cd ging tin
dung thdi gian va k¥ ning giao tiép t6t mdi gdy dudc an tugng va hinh anh t6t dep vé
ngan hang véi khich hang ngay tir gidy phiit du tién, 1an ti€p xiic dau tién.

- Giao tiép kinh doanh yéu cdu phdi ddm bdo hai bén ciing cé loi. N6 khong don
thuan chi 1a sy trao ddi 1di ich — nhu ciu cla ngian hang — khich hang, ma 1a qud
trinh, trong do, hai bén trao dsi, thuong lugng, nhugng bd dé di dén su thoa thuan,
chia sé, hgp tdc gilta ngin hang va khach hang, ddm bao 1gi ich cho khach hang. Giao
ti€p kinh doanh c6 thé coi nhu mot cudce thi trong d6 hai bén déu 12 ngudi thing.
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- Giao tiép kinh doanh ngdn hang viia la mot khoa hoc, vita la mot nghé thudt. Giao
ti€p 12 mot khoa hoc doi héi ngudi giao ti€p phai c6 kién thic, hi€u dugc quy luit tAm
1y, nim dugc cdc nguyén tic, trén co s§ d6 dua ra cic cich thifc giao ti€p hgp ly.

Giao ti€p 1a mot nghé thuat, bdi ngudi giao ti€p gidi phdi 1a ngudi biét van dung
céc nguyén tic mot cdch linh hoat, dic biét phdi c6 ning khi€u trong #n ndi, c6 su
nhay bén trong phan dodn va ing x{ nhanh, chuin x4c, t€ nhi trong moi tinh hudng.

1.1.3. Cac nguyén tic cd ban cia giao ti€p trong kinh doanh

/(’ A A M . A’ b N b A ~ Ve A A
bé ning cao hiéu qua cua giao ti€p kinh doanh, doi hdi ddi ngd can bo nhan
A A N 92 . A 2 2, A < 9
vién ngan hang phai tudn thu cdc nguyén tac co ban sau :

- Hop tdc ddm bdo hai bén ciing c6 lgi : Kinh doanh 1a thuc hién trao d6i theo
nguyén tic thuin mua vira ban, ddm bdo d6i bén cling c6 1¢i, binh ding va ngang
gid. Vi vay, giao ti€p kinh doanh phai di€u hoa dugc quyén lgi giita cdc bén tham
gia mdi thanh cOng.

- Tén trong : Trong giao ti€p phdi ton trong d6i tdc nhu tdn trong chinh minh,
dudgc thé hién trong 15i néi, thai d6 cu x{& ding mic, binh ding.

- Ling nghe va néi ré mong mudn : Trong giao ti€p, viéc trao ddi thong tin
phdi dugc dién ra theo hai chiéu.

Ling nghe hét tir ddu dén cudi, khong ngit 15i, chdi bd giita chitng, rdi mdi trd
15i d€ hi€u hét dugc mong mudn clia ddi tac va bi€u hién sy ton trong.

Khi néi phai thé€ hién thai dd chan thuc, dn ton, vin minh lich sy, tao thién
caAm véi ddi tdc, nhung ciing thé hién rd muc dich, mong mudn clia minh.

- Théo ludn, ban bac ddn chii :Ban bac, thio luan dan chd d€ tim ra quan di€ém
chung, 1di ich chung, hiéu biét k§ vé& nhau. Trén co sé d6 dé c6 nhitng thod thuin
dam bao 10i ich cho hai bén.

- Théng cdm : Trong giao ti€p phai c6 sy thong cdm vé hoan cinh, kha ning
va Idi ich ctia mdi bén tham gia, phai tu dit minh vao vi tri cia ddi tdc ma suy sét.
Ngudi lanh dao ty dit minh vio vi trf cda nhan vién d€ hi€u hét duge cong viéc va
ndi vat va ctia ho. Ngudc lai, nhan vién ciing phdi thdy dugc nhitng khé khin clia
lanh dao, tir d6 ma c6 sy thong cam 1an nhau va chi ¢6 trén cd s cla sy thong cdm
md&i c¢6 dudc su thod thuan, hd trd nhau tdt nhat.

- Sy kién nhdn : Trong giao ti€p ciing cAn c6 thdi gian d€ hai bén trao ddi ban
bac méi ¢ thé thong nhit dude y ki€n. Vi vay, mdi bén tham gia phai cé su kién
nhan chd ddi véi thdi do than thién, thong cdm. Ngudc lai, néng voi, thi€u kién nhin
s€ gy bat 1di trong giao tiép.

- Biét chdp nhdn tré ngai : Trong giao ti€p khong phai ldc ndo ciing dién ra mot
cich thuin 16i theo y mudn. Vi viy, phai biét chdp nhan nhitng nhuge di€m cia cap
dudi, chdp nhan hoan cdnh khé khiin ctia d6i tic. Bi€t chdp nhin trd ngai s& gidp
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ching ta chii dong tim dugc cdch tng x1t tot hon d6i v6i moi ngudi, d6 ciling 1a thanh
cong trong giao tiép

1.2. CHUC NANG GIAO TIEP

Trong tAm 1y hoc ngudi ta chia céc chiic ning clia giao ti€p ra thanh 2 nhém. Thit
nhat, chiic ning thuin tdy xa hoi va thit hai 13 chiic ning tim 1y xa hoi.

1.2.1. Vé phuong dién xa hoi

- Chiic nding thong tin, to chifc. Trong hoat dong chung, ngudi ny giao ti€p véi
ngudi kia d€ thdng bdo cho nhau nhitng théng tin gitp cho hoat ddng cla td chiic
dugc thyc hién mot cach hiéu qua.

- Chiic nang diéu khién. Chiic ning nay dugc thé hién trong khia canh tdc dong
14n nhau cida giao ti€p. Trong giao ti€p, ngudi ta dung nhitng phuong phdp tdc dong
14n nhau nhu : 4m thi, thuyét phuc, 4p luc nhém, . .d€ diéu khién ngudi khic.

Chiic ning nay cuc ky quan trong trong hoat dong quan tri va kinh doanh.
Biing cdc hinh thifc giao ti€p khdc nhau nhu ra 1énh, thuyét phuc, tao du luan, ma
nha quan tri huéng hoat dong ctia nhan vién vao thuc hién muc tiéu chung cta
doanh nghiép. Hodc nha quén tri c6 thé thda thuin dudc vdi ddi tdc vé nhitng hop
ddng thuong mai c6 1di.

- Chitc ndng phdi hop hanh dong. Trong mot t8 chifc thudng cé nhiéu bd phan
vdi cac chic ning, nhiém vu khdc nhau. Tuy nhién d€ cho mot t6 chic hoat dong
mot cich thong nhat, ddng bo, thi cac bo phan, cdc thanh vién trong t§ chic can
phdi giao ti€p v6i nhau dé€ phdi hop hanh dong cho c6 hiéu qua.

- Chitc ndng déng vién, kich thich. Chtc ning ndy c6 lién quan dén linh vuc
cadm xtc clia con ngudi. Trong qua trinh giao ti€p con ngudi khong chi truyén thong
tin cho nhau hay tic dong diéu khi€n 14n nhau ma con tao ra nhitng cdm xdc kich
thich hanh dong cta ho. Nha quan tri thudng dong vién khen ngdi nhin vién, quan
tdm dén gia dinh, bdn than ho s& 1am cho c4p dudi cdm dong, hai long tir d6 kich
thich ho 1am viéc tot hon.

1.2.2. Vé phuong dién tam ly

- Chiic ndng tao méi quan hé. P6i v6i con ngudi, trang thai ¢d don, co lap doi
véi moi ngudi xung quanh 12 mot trong nhitng trang thdi ddng s¢ nhit. Giao ti€p
gitip con ngudi tao ra nhitng mdi quan hé véi moi ngudi.

- Chifc ndng cén bdng cdm xiic. Mbi ching ta doi khi c6 nhitng cdm xtc can
dugc boc 16. Sung sudng hay dau khd, hy vong hay that vong, niém vui hay ndi budn
déu mudn dugc ngudi khic cling chia sé. Tuc ngit Viét Nam c6 cAu “ Niém vui nhian
ddi, ndi budn sé nita”, chi c6 trong giao ti€p ching ta méi tim dudc sy dong cam,
cam thong va gidi tda dugc cdm xtic ctia minh.



Bai gidng Kij ning giao tiép trong Kinh doanh . & . # . ..

- Chiic ndng phdt trién nhan cdnh. Trong giao ti€p con ngudi linh hodi dugc kinh
nghiém xa hoi, tAm hon cla con ngudi trd nén phong phd, tri thic siu sic, tinh cdm
va th€ gidi quan dudc hinh thanh, cling c¢d va phat trién.

Thong qua giao ti€p nhitng tiéu chuin dao dic, cling nhu tinh than trdch nhiém,
nghia vu, tinh nguyén tic, tinh vi tha, tinh trung thuc, . . khong chi dugc thé hién ma
con dudgc hinh thanh & ching ta. Cling thong qua giao ti€p con ngudi hoc hdi dugce
cach d4nh gid hanh vi va thdi do, nhan biét dugc chinh minh d€ rdi hoan thién cic
ph4m chit nhin cédch ctia ban than.

1.3. Y NGHIA CUA HOAT PONG GIAO TIEP
1.3.1. Giao ti€p 1a qua trinh nhan thidc 1an nhau

Trong giao ti€p céc bén khong chi truyén thong tin cho nhau, ma con nhan thifc,
tim hi€u 14n nhau. Nhan thifc 12 co s§ 1am ndy sinh ra tinh cdm, su gdn bé va phu

thudc 14n nhau. Nhan thifc c6 ding din, siu sic thi tinh cAm méi 6n dinh va bén viing.
Péi tugng nhan thic c6 thé 13 ngudi khac, c6 thé 1a ban than minh.

a. Nhdn thic nguoi khdc.

Trong giao ti€p trudc hét 1a cdc chd thé nhan thifc 1An nhau bing con dudng
cam tinh thong qua cdc gidc quan nhim : quan sit tuéng mao, vé mit, ding diéu, tu
thé, tdc phong, cdch in mic, trang di€m, 4nh mit, nu cudi, 15i noéi, va cdc hanh vi
khac nhau. Ty theo su nhan xét, dinh gia vé nhau nhu th€ ndo ma ching ta quyét
dinh thi€t 14p cdc mdi quan hé vdi ngudi doi thoai. Vay, lam th& ndo d€ nhan xét,
ddnh gi4 chinh xdc vé ngudi ddi thoai ?

O cudi th€ ky trude, J. Holms da md t tinh hudng giao tiép giita 2 ngudi (chdng han
A va B), va khing dinh riing trong thuc t€ c6 it nhit 6 ngudi § trong tinh huéng nay.
A B
. A P f
A giao ti€ép v6i B : T el - T

Q 29 B,”

1. A 1a ngudi nhu thé nao trong thyc t€ ?
2. A ty ddnh gid bdn thAn minh nhu thé nao ?
3. A dugc B danh gid nhu thé nao ?

Sau d6 T. Newcom va H. Cooley (1864 — 1929) dua ra so dd 8 nhan vat, khi bo
sung thém yé&u 3 sau :
4. A ty hinh dung ban thAn minh dudi con mit ctia B nhu th€ nao ?
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C4 A va B déu c6 mdt qua trinh nhan thiic v€ chinh ban than minh, tao ra cic
hinh 4nh vé “c4i td6i” cia minh 14 A’ va B’.

C4 A va B déu c6 qua trinh nhin thiic vé ngudi khéc, tao ra cdc hinh dnh vé
ngudi doi thoai. O A d6 1a sy nhan xét danh gid vé B va tao ra hinh 4nh B”, va
tuong tu 3 B — d6 13 nhan xét, ddnh gid vé A, tao thanh hinh 4nh A",

Cé A va B déu ty hinh dung xem, minh trong con mit ctia ngudi ddi thoai la
mdt ngudi nhu thé nao, va tao thanh céc hinh 4nh A va B™.

Qud trinh cdc hinh 4nh A — A’ — A” vd B — B’ — B” tién lai gin nhau 12 mot
qud trinh rat phic tap. N6 doi héi phdi c6 nhitng kié€n thifc nhat dinh vé giao tiép.
Mot trong nhitng phuong tién dé gidi quyét van dé nay 12 mot sd thi phdp cila
Training tdm ly hoc xa hoi.

K&t qua nghién citu cho thay, su hi€u biét vé& ngudi khac c6 lién quan chit ché
vdi mifc do ty nhan thic vé ban than. M4i lién hé nay c6 2 mit

- Ty nhin thdc ban than (A’) cang chinh xdc, phong phd bao nhiéu, thi viéc
nhan thitc ngudi khic cang phong pht va chinh xdc bay nhiéu (B”).

- Ngudi khdc cang duge khdm phd day dd hon (s6 lugng nhi€u hon, cic dic
di€m sau hon) (A”), thi sy hi€u biét vé ban than sé trd nén ddy dd hon (B’).

Nhu vay, ching ta nhin xét, ddnh gid ngudi doi thoai trong giao ti€p nhu thé
nao ? Nhan thifc ngudi ddi thoai dugc coi 1a mot thanh phan cla qud trinh giao tiép,
12 cd s§ khong chi d€ hi€u d6i phuong ma con d€ thiét 1ap cdc hanh dong phoi hop
chit ché véi ngudi d6, dong thoi dé thiét 1ap cdc mdi quan hé tinh cdm dic biét, tao
ra su gan giii, gdn b6 va phu thudc 1an nhau.

Nhan thitc nguoi khdc cé nghia la nhdn thiic nhiing ddu hiéu bén ngodi, nhiing
moi tuong quan giita chiing vdi cdc ddc diém tam Iy bén trong ciia nguoi do, va trén co
s& nary gidi thich hanh vi clia ho. Nhu vay, khia canh nhan thifc clia giao ti€p bao ham
qud trinh hinh thanh hinh 4nh vé ngudi khéc, xdc dinh cdc thudc tinh tim 1y va dic
di€m hanh vi cia ngudi d6 thong qua cac ddu hiéu bén ngoai.

C6 nhiéu yé&u t6 4nh hudng va doi khi bép méo nhan thic clda ching ta vé
ngudi khdc. Cdc yéu t6 nay cé thé xuat phdt tir chli thé nhan thic, ddi tugng nhan
thifc va tinh hudng trong dé nhan thic dién ra.

= Chil thé nhdn thiic

Hinh 4nh vé mot ddi tugng niao d6 dugc tao ra trong ta phu thudc rat nhiéu vao
ddi song tAm 1y clia ta. Cling mot anh A nhung c6 thé tdi nhin nhan anh 4y rit tot,
nhung c6 thé ban lai cho riing anh ta rt xAu. Nhitng yéu t6 ctia ddi song tim 1y dnh
hudng rat manh dén nhan thifc 12 nhu ciu, an tugng, tim trang, tinh cdm, hing thd,
nhitng dinh ki€n, dinh khuon, . . .

- Tinh lua chon, con ngudi khong thé thay hét dudce tit ci cdc dic tinh cla doi
twgng, ma chi thdy nhitng gi minh mudn thiy. Nhan thic c6 lwa chon cho phép
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chiing ta hi€u nhanh vé ddi tugng nhung c6 thé gip nhiéu sai sét. Do chiing ta chi
nhin thay nhitng dic di€m minh mudn thdy ma ching ta c6 thé sé rit ra nhitng két
luan khdng dugc ddm bdo tir nhitng tinh hudng phic tap.

- An tugng, ciing 1a yé&u td chli quan dnh hudng dén cdch nhin nhin cla chiing
ta vé ngudi khdc. Khi ching ta c6 an tudng t6t vé ho thi sé ddnh gid theo chiéu
huéng t6t. Ngudc lai, khi c6 4n tugng x4u thi c6 thé chiing ta ciing chi nhin thiy
nhitng di€m x4u ma thoi.

- Tinh cdm, cha chiing ta d6i v6i mot ngudi cling c¢6 thé 1am cho ta ddnh gid, nhin
nhan sai léch di : “ Yéu nhau cli 4u ciing tron, ghét nhau thi qua bd hon ciling méo”.

- Téam trang, cling chi phoi rat 16n dén sy nhan thic ciia con ngudi. Khi vui
chiing ta d4nh gid khéc, khi budn thi ddnh gia khdc. Nguyén Du da tirng néi “Ngudi
budn canh c6 vui diu bao gid”.

- Khi nhéan thiic ngudi khac chiing ta con bi ¢d ché khuon dinh chi phoi. Tic 1a
mot hinh dnh &n dinh nio d6 vé mot hién tugng hay mot ngudi, ma né duge ding dé
lam don gidn b6t qud trinh nhan thdc hién tugng hay ngudi nay. Ban chat cta hién
tuong nay thé hién & chd, nhin thic va dinh gid ngudi khdc bing cich phd bién
nhitng dic di€ém ctia mot nhém x3 hoi nao d6 cho ngudi nay.

= Doi tugng nhan thitc

C6 nhitng dic diém & ddi tugng nhan thiic thudng giy ra 4o 4nh & chiing ta vé ho,
vi du nhu : sy hio nhodng bén ngoai, bing cip clia ho, cich in mic, . .Ching han, khi
mdi bit ddu quan hé, dit thudc linh vuc tinh cdm hay kinh doanh, dan gian déu xem
xét theo phuong ngdn “quen bung da, la 40 quan”. Nhitng hinh 4nh ban diu vé dién
mao bén ngoai, cich in mic d€ lai nhiéu 4nh hudng trong giao ti€p sau nay.

Hon nita, bat ky dic tinh nio 1am cho ddi tugng ndi bat sé 1am ting kha ning né
dugc nhan thic. Ching han nhu ngudi hay 6n 4o dudng nhu dudc chi ¥ hon 14 nhiing
ngudi khéc.

Trong khi nhin thic ngudi khdc chiing ta ¢6 xu huéng nhém nhiing d6i tugng
giéng nhau ho#c tuong tw nhau vé mot vai dic di€ém noi bat nao d6 thanh mot nhém.
Vi th€ ma nhiéu khi ching ta danh gid nhu nhau vé hai ngudi khac nhau chi vi ho c6
mot dic diém nao d6 giéng nhau.

Khi nhan thic ngudi khac ching ta cling bi dnh hudng bi hiéu Gng so sanh. Vi du,
mot ngudi map di bén mot ngudi dm tong teo s& dudc nhin nhan la cang map hon.

= BOi cdnh giao tiép

Su nhin nhén clia ching ta vé ngudi khic cling phu thudc rat nhi€u vao tinh hudng
ma trong d6 dién ra sy giao ti€p. Chiing ta s& thay rat binh thudng khi mot co gdi mic 4o
tdm hai manh di trén bai bién, nhung s& rit khé chiu néu ching ta gip cd ta ciing dn mic
nhu thé khi di du mot bita tiéc chiéu dii. Trong trudng hop nay chi thé va ddi tugng nhan
thifc 12 nhu nhau, chi kh4c nhau vé bdi cinh, vi th€ su nhan thifc cling rat khac nhau.
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b. Nhdn thiic bdn thin

Trong giao ti€p, khdng nhitng chiing ta nhan thifc ngudi khdc ma con nhan thic,
khdm ph4 ban than minh. Chi khi giao ti€p v6i ngudi khdc thi ching ta mdi hiéu dudc
chinh minh.

Ty nhan thdc 12 qué trinh trong d6 mdi ching ta xay dung cho minh mot khai
niém hay hinh 4nh vé ban than. Viéc tao ra hinh 4nh ban than 13 rit quan trong vi
né c6 mot dnh hudng quyét dinh d&én hanh vi clia mdi ching ta trong giao tiép.

Hinh 4nh ban thin la cdch ma chiing ta hinh dung vé minh nhu th& nao ?. N6
bi€u hién ban chit ciing nhu cdc viéc 1am clia ching ta. Hinh 4nh ban than 13 thd
khung chi€u ma chiing ta soi theo d6 d€ hanh dong.

Vay, hinh 4nh bdn thin dudc hinh thanh nhu th€ nio ? Hinh dnh badn thin
khong phai dugc sinh ra ma né duge hinh thanh cling vé6i sy hinh thanh va phit trién
cla nhan cdch. Qud trinh hinh thanh hinh 4nh bdn thin dudc dién ra trong sy giao
ti€p v6i ngudi khdc, tly thudc vao ngudi khdc ddnh gid va doéi x& véi minh nhu thé
ndo. Va tir d6 ma chiing ta bi€t minh nhu th€ nao, dudc cdng nhan hay bi tir choi,
dudc ton trong hay bi coi thudng, c6 ndng luc hay khdng c6 ning lyuc.

Nhu vay, giita giao ti€p va sy hinh thanh hinh 4nh bdn thin c6 mdi quan hé véi
nhau rit chit ché. Thong qua giao ti€p ma ching ta hinh thanh khdi niém vé ban
than va ngudgc lai y nghi, cdch ty ddnh gid vé minh s& 4nh hudng t6i 15i néi, viéc
lam va moi quan hé cia chiing ta.

c. Moi quan hé giita nhén thiic va tu nhén thiic.

Hai tac gid Joseph Luff va Harry Ingham di phén tich mdi quan hé giita nhan
thifc, tu nhan thifc va tinh c¢i mé, sy phan hdi trong giao ti&p thong qua ctta sd Johary

Ctta s6 nay c6 4 6 phu thudc vio mic dd nhitng gi ma minh bi€t vé minh va
nhitng gi ma ngudi khac biét vé ta.

Ty nhan biét Khong nhan biét
, L 1L
Ngudi khdc nhén biét R
CHUNG MU
IV.
Ngudi khac khong nhan 111 KH()NG NHAN
bi€t duge A :
; RIENG ~
BIET PUQC
Ciia s0 Johary
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- Khu vyc I — Khu vec CHUNG hay con goi la khu vyc md tuong tng véi
nhitng gi ma ching ta bi€t vé minh va ngudi khic ciing biét vé chiing ta.

- Khu vyc II — khu vuc MU tuong tGng v6i nhitng gi ma ching ta khong biét
dudc vé minh, nhung ngudi khdc lai bi€t vé ching ta. C6 nhitng cdi ma chiing ta
khong biét v€ ban than minh vi ngudi khac khong ty nguyén chia sé& thdng tin phan
hdi hodc khong giao ti€p véi ta, hoidc c6 thé 13 & d6 c6 nhitng thong tin vé hanh vi
thanh 13i hoic khong thanh 15i nhung chiing ta khong thém dé€m xia dén ching.

- Khu vyc III - khu vic RIENG tuong tng véi nhitng gi ma chi chiing ta biét vé
minh con ngudi khdc khong biét. N6 c6 thé dudc coi 1a riéng vi trong giao ti€p
chiing ta khong cdi md d€ boc 16 véi ngudi khic.

- Khu vyc IV — khu viie KHONG NHAN BIET PUGC tuong tng v6i nhitng gi
ma ca chiing ta 1An ngudi khac khong biét, thong thudng bao gdm linh vuc vd thitc
va tiém thic.

M&i mdt khu vyc c6 thé duge md rong hay bi thu hep phu thudc chii yéu vao
hai y&u t6 trong giao ti€p, d6 1a sy phdn hoi va tinh c8i m§ cla ching ta.
= Su phdn hoi

La xu huéng ma ngudi khdc sin sang chia sé nhitng suy nghi, nhitng ddnh gia
clia ho vé ching ta. D6 1a thién ¥ ¢di md va nd lyc clda ngudi khic trong viéc phan
hdi thich ddng cho chiing ta. Tuy nhién, diy ciing 12 xu huéng ma chiing ta cd gang
ling nghe ngudi khac nhan xét, ddnh gid vé minh thong qua nhitng thong tin bing
15i va cd nhitng thong tin khdng bing 13i. Sy phdn hdi 1am cho khu vuc chung dudc
md rong va lam cho khu vuc mu thu hep di.
= Su cdi mo

La xu hudng ma trong d6 ching ta sing sang chia sé nhitng suy nghi, nhitng
tinh cdm, wéc mudn, niém tin va nhitng phAm chat tim 1y khdc cda minh vdi ngudi
khac. Trong giao ti€p moi ngudi déu cdi md véi nhau thi khu vuc chung ctia mdi
ngudi s& dudc md rong, 14n 4t khu vuc riéng, lam cho ho hi€u bi€t nhau nhiéu hon
va xich lai gin nhau hon.

C&i md cling 1a mot nhu cau. Khi ban vui hay budn, khi ban c6 ndi 4m tc trong
1ong hay c6 nhitng thic mic nao d6 ban tim ngay dén ngudi than thi€t d€ phan tran,
chia sé. Hoic mot ai d6 tim dén ban dé thd 16, tAm tinh thi ban ciing vui suéng cdm
thdy minh dudc tin tudng, yéu thuong.

Nhitng van dé 1am can trd sy ci mé:

+ Do mic cdm
+ Sd bi ché cudi
+ Sd bi coi 1a “d6t”

+ Cé4c cd ché tu vé
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DPé€ c6 su c¢di md trong giao ti€p cin :
+ Phai hiéu biét vé minh
+ Chap nhan bin than
+ Phai tao dugc niém tin

Nhu vay, trong giao ti€p cdc bén tham gia phdi nhan thitc vé nhau, nhan thifc ¢6
ding thi méi c6 nhitng tinh cdm diing. Tuy nhién, do nhitng yé&u t& chi quan ciing
nhu cdc yé&u t6 khdch quan ma c6 khi 1am cho ching ta ddnh gid sai 1am vé nhau.
Trong giao ti€p cdc bén mudn nhan thitc rd v€ nhau va nhan biét chich xdc vé ban
than minh, thi cin phdi c6 su c6i mS va phdn hodi nhat dinh. mudn vay cdc bén cin
x4y dung bau khong khi thodi mai, tin tudng & nhau.

1.3.2. Giao ti€p 1a qua trinh tac dong qua lai, Anh huéng 1in nhau

Trong qué trinh giao ti&p cdc thanh vién khong don gidn chi 12 trao ddi thong tin
v6i nhau, nhan xét va ddnh gid vé nhau, ma con tic dong va dnh hudng 1an nhau.
trong qud trinh d6 ching ta tdc dong t6i nhitng ngudi khac va ngudc lai, ngudi khac lai
tdc dong, 4nh hudng t6i chiing ta. Bing cich d6, ma tAm ly c4 nhin bién thanh tim Iy
xa hoi va ngugc lai. Nhu viy qua trinh hoat dong chung ctia nhém chinh 1a nguyén
nhan clia sy tic dong va dnh hudng 14n nhau gitta c4c thanh vién.

Su tic dong, 4nh hudng c6 thé tot hay xau, c6 thé tich cuc hay tiéu cuc ddi vdi
nhau. Tuy nhién, sy tdic dong nay hét stc phic tap, chiu 4nh hudng cda nhiéu yéu
t6. Mdi chiing ta linh hdi sy tdc dong tir x4 hodi khdng phdi mot ciach thu dong, ma
thong qua mot sd cd ch& chon loc, dé khang nhit dinh. N6 dugc dién ra dudi cic
hinh thifc nhy : 1ay lan tim ly, 4m thi, bit chuéc, thuyé&t phuc, 4p luc nhém, . . .

a. Su'ldy lan tam ly

Mot trong nhitng co ch&€ 4nh hudng dic biét trong giao ti€p giita c4 nhan va xa
hoi d6 1a sy 1y lan tAm 1y. N6 lién két nhitng ngudi trong ddm dong bing mot cdch
thitc nhat dinh, dic biét trong viéc xuat hién cdc hién tugng nhu khodi cdm tdt do,
st phan chan cao dd mang tinh chat tén gido, chiing loan tinh than cda ddm dong, . .
Trang thdi cAm xic ndy xudt hién trong ddm doéng, va hoat dong theo co ché&
khuyé&ch dai nhiéu 1an sy tic dong mang tinh cdm xiic clia nhitng ngudi giao ti€p vdi
nhau. O day c4 nhan khong cdm thay 4p luc c6 chi dinh, ma don gidn bit chude mot
cdch v thife cdc ki€u hanh vi nio d6, phuc tiing va tuin theo né.

Vay, lay lan tém Iy la qud trinh truyén téa trang thdi, cdm xic tit cd thé nay
sang cd thé khdc & cdp dé tdm sinh Iy ndm ngodi sy tdc déng ciia ¥ thifc. N6i mot
cich khdc, lay lan tdm 1y la qud trinh ma trong d6 mdt ngudi nay ty dua minh vao
trang thdi tAm 1y cua ngudi khdc mot cach vo thic.



Bai gidng Kij ning giao tiép trong Kinh doanh . & . # . ..

Mic dd 1ay truyén phu thudc vao miic dd phat trién nhan cich clia cd nhin
tham gia vao ddm dong, ma cu thé 13 mdc do phat trién cda “tinh ty y thic”. Do
vy, trong cdc x4 hdi hién dai su 1ay truyén déng vai trd it hon bdi vi, khong c6 miic
dd phat trién ndo cta “tinh ty y thic” lai c6 thé thd tiéu hoin toan cdc hinh thifc 13y
truyén mang tinh chit tAim Iy trong cdc ddm dong.

Su lay lan tAm 1y c6 thé dién ra theo hai co ché:

- Cd ch€& dao dong tir tir : tam 1y cla ngudi ndy lan sang ngudi khdc mot cach tir
tit. Ching han nhu sy thay d6i “mét” méi.

- Co ché& buing nd : 13 sy lan truyén rat nhanh, dot ngot, thudng x4y ra khi con
ngudi 1am vio trang thdi cing thing cao dd. Vi du nhu sy hodng loan tip thé, con
bdc trén san nhdy, su phan khich clia ¢cd dong vién trén sin bong,. . .

= Nha qudn tri can phdi nhan thic dugc hién tugng nay va biét cach diéu
khién nao dé€ c6 16i cho tap thé. Can tranh sy 1Ay lan tAm trang xau tif ngudi niy
sang ngudi khdc, diéu d6 sé dnh hudng dén hiéu qua 1am viéc clia tap thé. Trong
tap thé cé ngudi ludn vui vé, lac quan c6 thé tao ra bau khong khi vui v&, phan khdi,
thu hit dudc moi ngudi nhim ning cao tdm trang chung.

b. Am thj trong giao tiép

Am thi 12 ki€u tdc dong dic biét. Pay 1a su tic dong c6 muc dich rd rét, nhung
khong c6 tinh 14p luan, din ching clia mot ngudi téi mot ngudi khdc, hay t6i mot
nhém. Trong 4m thi dién ra qué trinh truyén tin, ma qua trinh nay dudc dua trén
viéc ti€p nhan thong tin mdt cach khong phé binh.

Am thi la ding 10i néi, viec lam, hamh vi cit chi tdc ddng vao tam 1y ciia mot cd nhan
hodic mét nhém ngudi nhém lam cho ho tiép thu thong tin ma khong cé su phé phdn.

Am thi thudng di kém vé6i qué trinh giao ti€p. N6 c6 thé mang tinh chat truc
ti€p hodc gidn ti€p, tich cuc hay tiéu cyc, tron ven hay khong tron ven. Am thi truc
ti€p 1a tdc dong trong d6 ngudi nay thong bdo cho ngudi kia- dudi hinh thifc nhu
ménh 1énh thyc hanh — nhitng ¥ nghi nhat dinh, khi€n ngudi kia phai ti€p nhan va
thuc hién khong ban cii. Am thi gidn ti€p thi phai di theo dudng vong dé dat dudc
muc dich trén.

Hiéu sudt dm thi phu thudc vao :

- Tudi tdc. Nhin chung tré em dé& bi 4m thi hon ngudi 16n. Nhitng ngudi mét
mdi, thé luc kém dé bi 4m thi hon nhitng ngudi c6 stic khée tot.

- Mot s6 yéu td tdm Iy xd hoi nhu : uy tin clia ngudi 4m thi 12 diéu kién quyét
dinh hiéu qua ctia 4m thi, mic do tin tudng vao ngudi 4m thi.

- Ddc diém nhadn cdch ciia nguoi bi dm thi.
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c. Hién tuong dp luc nhom

Trong giao ti€p tap thé, phan ng cia mot sd thanh vién thudng bi chi phdi bdi
phén ng clia mot s6 dong. Khi dai da sd céc thanh vién ctia nhém da thong nhit véi
nhau v& mot phdn ng tim 1y ndo do, thi thanh vién con lai cling c6 xu huéng chap
nhan theo phén tng d6. Tc 12 phdn iing cia da sé tao nén dp luc ddi véi phan iing
cua mot sO it nguoi.

Bi€u hién cia 4p lyc nhém tdi c4 nhan 13 tinh a dua. Tinh a dua duoc nhin
thdy khi biéu hién xung dot giita ¥ kién ciia cd nhdn va y kién ciia nhom, khdc phuc
xung dot dan dén cé lgi cho nhém. C6 thé chia a dua 13 2 loai : a dua hinh thic va a
dua thyc tAm. A dua hinh thic 13 a dua khi c4 nhén ti€p thu y ki€n cia nhém mang
tinh hinh thic, con trén thyc t€ anh ta chong lai y ki€n ctia nhém. A dua thyc tAm
khi c4 nhian hoan toan bi y ki€n cia da s6 thu phuc. Ddi 14p vdi tinh a dua 1a sy doc
1ap, vitng vang ctia cd nhan so v4i dp luc nhém.

Tinh 4p luc nhém phu thudc nhitng vé&u t6 sau :

- Nhitng dic trung ctia cd nhan phai chiu dp luc nhém nhu : y chi ban linh va
1ap trudng cua cd nhén, gidi tinh, 1ta tudi, trinh do,. . .

- Nhitng dic trung cia nhém Ia chd thé tao ra dp luc: Quy md, su thong nhit
ciia cdc thanh vién trong nhém.

- M&i quan hé giita c4 nhan v6i nhém : vi tri ctia ¢4 nhin trong nhém, sy trung
thanh clia c4 nhan v6i nhém, mic do phu thudc 1an nhau giita cdc c4 nhan trong
nhém, . .

- Hoan canh : ndi dung nhiém vu, mifc do quan tAm ctia c4 nhian ddi v6i nhiém
2 o R 2 Nt 2
vu d6, su am hi€u cua ngudi do.

d. Bdt chuidc

Su bdt chudc 1a mot trong nhitng phuong phdp tdc dong ctia mot ngudi téi mot
ngudi chii y&u trong cdc diéu kién hanh vi bén ngoai tap thé, mic di vai trd cla né
ciing tuong ddi 16n trong cdc nhém khdc nhau. Bit chudc c6 mot sd dic diém giong
véi sy 1ay truyén va 4m thi. Piém dic biét ctia né 1a cdc dic di€m hanh vi bén ngoai
cla ngudi khéc, hay cdc trang thai tim 1y mang tinh chit dai ching dugc chiap nhan
mot cach khong don gian. Ca nhan tdi tao lai nhitng dic di€ém va khudn miu hanh vi
dudc trinh bay.

Bdt chudc la sw mé phdng, tdi tao, ldp lai cdc hanh déng, hanh vi, tam trang,
cdch thitc suy nghi, iing xit ctia mot nguoi hay nhém nguoi nao do.

Bit chudc 12 co ch€ quan trong dé hinh thanh nén chuidn muc va gid tri clia
nhém, clia xa hoi. Thong qua bit chudc ma mdi c4 nhan xay dung nén cich xit sy
ctia minh phit hop vdi chudn muc ciia xa hoi.

Céc hinh thitc bit chudc:
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- Bt chude vo thitc va bit chude ¢6 y thic,

- Bt chudc hinh thic va bdt chude béan chat,

- Bt chudc nhat thdi va bit chude 1au dai,

- Bit chu6c 1an nhau trong pham vi mot giai cAp, mot thé hé va sy md phdng,
lip lai gifta cdc giai cAp, giita cac thé hé.

Céc quy luit bit chudéc :

- Viéc bit chude dugc thuc hién tir bin chit dén hinh thic,
- Tinh than ton gido tru6c roi méi bit chude cdc nghi 1&, nghi thifc sau,
- Nhitng ngudi thap hon trong bac thang xa hdi bic chude nhitng ngudi cao hon.

e. Thuyét phuc

Thuyét phuc la mot phuiong phdp téc dpng dnh hudng cé muc dich nham thay doi cac
quan diém, thai do ciia nguoi khdc, hodc xdy dung quan diém mdi.

Su thuyét phuc va 4m thi c6 nhitng diém khac nhau nhat dinh. Am thi 12 tao ra
trang tAm 1y chadp nhan mot cich truc ti€p ma khong cin phai cé sy gidi thich, 1ap
luan, chitng minh. Ngugc lai, thuyét phuc dudc xay dung trén co sd tinh logic, tinh
chit ché, xdc ding ctia cdc 1ap luan dé 1am cho doi tugng hiéu dudc cic ly 1€ va
dong thdi déng tinh véi cdc ly 1& do.

Hiéu qua clia sy thuyét phuc phu thudc vao cdc yéu té nhu : uy tin cla ngudi
thuy&t phuc, tinh chit ché, tinh logic cia cic 1y 1& dua ra, mot sd dic diém tam 1y c4
nhan, hoan canh dién ra sy thuyét phuc, cich thic thuyét phuc, . . .

Sai 1am méc phai khi thuy&t phuc la quan niém riing thuyét phuc la dung siic
manh bé giy y chi cia ngudi khéc,

Nhitng neuyén tic d€ thuyét phuc ¢6 hiéu qua :
- Tao ra bau khong khi binh ding,

- Phai tdn trong y kién clia ngudi khdc bing cdch ling nghe, khong cit ngang,
khong phét bi€u y ki€n phan bic, ché bai.

- Phai binh tinh, diém dam, 6n tdn ching minh 1& phai cia minh, khong nén ndi
néng, 1é€n giong, . .

- Cin danh gia mot cich khiach quan nhitng di€ém c6 ly trong y kién ctia ddi
tugng va thita nhan mot cach cong khai va thira nhan cdi sai trong y ki€n ctia minh
ma ddi tugng di vach ra.
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CHUONG I1
CAUTRUC CUA HOAT PONG GIAO TIEP

2.1. TIEN TRINH GIAO TIEP
2.1.1. Thiét k& thong diép

a. So do qud trinh giao tiép

Giao ti€p dugc coi nhu qud trinh ph4t va nhin thong tin gifta nhitng ngudi giao
ti€p vdi nhau. N6 12 mot qud trinh thong tin 2 chiéu, c6 nghia 12 khong cé sy phian
cuc gitta mOt bén 1a ngudi phat va mdt bén la ngudi nhan thong tin, ma ca hai bén
déu 1a chi thé tich cuc, ludon ddi vai cho nhau.

Qud trinh trao d6i thong tin gdm nhiéu thanh t& khic nhau, nhu ngudi gii,
ngudi nhan, thong diép, cdc kénh trao d6i thong tin, thdng tin phan hdi va nhitng
yé&u t6 can trd qud trinh trao ddi nay.

Qua trinh . Qua trinh
. 4l_L Thong o~
ma héa ° J gidi ma
diép va
kénh
Thong Thong
o ° [ ) A
diép T di€p
du dinh B Nhié R nhan
X leu g duogc
Phén
F hoi
Qua trinh Qua trinh

giai ma ma hoda
Ngudn vdi thdng tin Ngudi nhan thong diép
dudc giao ti€p va dua ra phdn hdi

S dd trén cho ta thdy ring mot ngudi mudn chuyén mot thong diép/ ¥ nghi triru
tugng cho modt ngudi khac thi phdi bt diu tir ma héa ban thong diép du dinh. Qua
trinh chuyén nhiing thong diép du dinh thanh nhitng biéu tugng ma nhitng bi€u tugng
ndy dudc sit dung d€ truyén di dugc goi 1a qué trinh ma héa. Viéc ma héa cé thé rat
don gidn nhu ban vé& di€u minh mudn 1a chi€c banh mi va ban mua né. Trong nhitng
trudng hop khic viéc ma héa 1a rat khé khin. Vi du, tim ding tir dé gidi thich tai sao
viéc thuc hién nhiém vu ctia mot ngudi lao dong lai khdng phit hgp.
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Kénh 13 phuong tién qua d6 thong diép di chuyén tir ngudi giti dén ngudi ngudi
nhan. N6 13 dudng din thong qua dé thong diép dugc truyén mot cach vat 1y. Kénh chii
yé&u cho viéc thong tin qua lai gifta cic cd4 nhan bao gdm giao ti€p truc ti€p giita hai
ngudi. Mot sé kénh truyén thdng dai chiing 1a radio, tivi, film, tap chi, . .Ngudi nghe
nhan dugc thdng diép bing mot s6 hoic tat ca cdc gidc quan clla minh va gidi ma.

Gai mi 13 qud trinh trong dé cdc biéu tuong dudc dién dat bdi ngudi nhan. Mic
di mot s6 thong diép 1a phifc tap va doi hdi su phién dich thuc sy nhu thong diép
bing ti€ng nudc ngoai, bing mit mi, song phan 16n cdc trudng hgp viéc gidi ma 1a
su dién dat vé thong diép bdi ngudi nhan.

Sau khi gidi md va nhan thic badn thdng diép, ngudi nhan phin hdi t6i ngudi
glii thuc su 13 thong diép khac thé hién hiéu qua ciia viéc thong tin. Phin hdi 1a diéu
dugc ddi hdi vi ngudn cé thé phdt hién ra ring thong diép ban dau khong dudc
thong tin phit hgp va can phdi lip lai. Phan hdi ciing c6 thé chi ra nhitng thong diép
ti€p sau phdi dudc diéu chinh. Thong tin mdt chiéu 1a khong tao ra co hoi cho viéc
phan hoi.

Trong viéc truyén thong diép va nhan sy phan hdi, thong diép c6 thé bi pha hoai
bdi nhiéu. Nhiéu bao gdm moi thit tir nhitng tir ngit t6i nghia, khong ro rang clia thong
diép dén nhitng thi€t bi, dung cu tdi, . .BAt ¢t nhan t& nao ph4 hoai, bép méo, giy tr§
ngai cho ning luc ctia ngudi nhan trong viéc nhan thong diép goi 1a nhiéu.

b. Lén ké hoach
Muén giao ti€p c6 hiéu qud, trudc hét ngudi phat phdi 1én k& hoach cho qui
trinh giao ti€p cia minh nhim vao cdc van dé :

- Tai sao ban phdi giao ti€p (Why) ? Ban can phdi rd rang trong diu minh vé
muc dich giao tiép.

- Ban sé& giao ti&p vé cdi gi (What) ? Ban cAn phai 1 rang vé ndi dung giao ti&p.

- Ban sé& giao ti€p vdi ai (Who) ? Ban phai xem minh di biét gi vé ngudi nhan
bao gdm kién thiic, kinh nghiém, k§ ning, thdi d6 va mdi quan hé clia ban véi ho.

- Ban sé& giao ti€p nhu th€ nao (How) ? Can phdi x4c dinh phuong thic giao tiép
phu hop va ban sé trinh bay thong tin nhu thé no.

- Khi nao thi nén giao ti€p (When) ? Ban cin xdc dinh thdi gian tdt nhit cho
viéc dua ra thong tin.

- Nén giao ti€p & dau (Where) ? Poi khi ndi dung clia viéc giao ti€p doi héi phdi
dudc thuc hién & mot ndi riéng va yén ling hoic sé tot hon néu thdo luin van dé
bén ngoai ndi lam viéc.

Ching ta truyén thong nhitng cdi gi va tai sao phdi truyén thong tin d6. Pai
tugng giao ti€p vdi minh 1a ai (vé trinh d6 hi€u biét, vin héa, tudi tic, dia vi, . .).
Lic nao thi bit dau truyén tin. Truyén thong d&€n nhitng ndi ndo, tai dau va truyén
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thong duéi hinh thic ndo, bing cich nao cho hiéu qui. Néu nhitng van dé trén chua
dudc x4c dinh rd rang va day dd thi viéc truyén thong sé khong hiéu qud, doi tuong
s€ khong nhian dudc ding y.

c. Thiét ké'thong diép

N6i chung, nhitng thong tin thuyét phuc nhit bao gdm su trinh bay logic, cé Iy
cao va dugc thé hién dudi hinh thitc duoc trinh bay t6t va hing bién. Tuy nhién, con
c6 rat nhiéu cdc nhan td khdc dnh hudng dén su thuyét phuc ctia mot thong diép. Vi
du nhu c6 mot sd thai do rat khé dude thay d6i mot cdch d& dang trén co s logic va
hgp 1y bdi vi n6 dya trén cam xic va cam giac.

Trong viéc chuin bi thdng tin thuyé&t phuc, ngudi thdng tin can quan tim mot
loat van dé: nén trinh bay mot phia ciia vén dé hay cd 2 phia ? Né&u trinh bay ci 2
phia thi phia nio nén trinh bay truéc ? C6 nén rit ra két luan hay d€ tu ngudi nghe
rit ra két luan ?

Nhitng thong diép tao cho nguoi nghe cé cdm gidc t6t c6 xu hudng thuyét phuc
hon. Nhitng thong di€p giy ra nhitng cam gidc vui vé, va nhiing lié€n tudng hai 1ong
thudng hap din su chd ¥ va tao ra nhitng phdn tng t6t tif phia ngudi nghe. Nhitng
c4i chung quanh dugc yéu thich cling gép phan 1am ting tinh thuyét phuc cda thong
diép, vi du nhv 4m nhac, thic dn ngon, khung cénh dep, . . Ban thiy rit 1o 4nh
hudng nay khi ban xem cac chudng trinh quang cdo trén ti vi.

Trong thong tin qua lai gitta cidc cd nhin, nhitng thong di€p ngdn nglt va nhitng
thong diép phi ngdn ngit c¢6 thé dugc thong tin ddng thdi. Khi nhitng thong diép nay
nhdt qudn véi nhau thi thong tin trd nén c6 tinh thuy€t phuc cao hon. Khi né khong
nhat quan thi tinh thuyé&t phuc gidm di. Sy that 1a khi khong c6é su nhit quén giita
thong diép ngdn nglr va thong di€ép phi ngdn ngilt, con nguGi ¢c6 xu huéng bi anh
hudng manh hon bdi nhitng hanh vi phi ngdn ngg.

Nhu vay, khi thi€t k& mot thong diép va truyén tii thong diép d6 dén ngudi
nhan can phdi chd y d€n mot s6 nguyén tic sau :

- Nguyén tic ABC :

+ Chinh x4c (accuracy)

+ Ngin gon (brevity)
+ RO rang (clarity)

- Nguyén tic 5Cs :

+ R0 rang (Clear)

+ Hoan chinh (Complete)

+ Ngidn gon, xuc tich (Concise)
+ Chinh x4c (correct)

+ Lich su (courteous)



Bai gidng Kij ning giao tiép trong Kinh doanh . & . # . ..

2.1.2. Nhitng tré ngai trong giao ti€p

a. Nhitng tré ngai trong giao tiép giita cdc cd nhan

- Cdn tré mang tinh vdt chdt nhu ti€ng On xung quanh, hé théng 4m thanh, 4dnh
sang khong dat yéu cau

- Cdn tré mang tinh chdt xa hoi c6 thé do nhitng di€m khac nhau vé xa hoi,
chinh tri, ton gido, nghé nghiép, trinh d6 hoc van, . . Su khdc nhau nay khdng nhitng
din t6i viéc gidi thich rat khiac nhau vé cling mot tir, ciu, ct chi, . dudc st dung
trong qué trinh truyén tin ma con 1am ndy sinh nhitng cdm xidc khidc nhau, nhitng
hiéu biét khac nhau vé th€ gi6i xung quanh.

- Cdn tré mang tinh chdt tam Iy do nhitng dic di€m tam ly dic biét cla c4 nhan,
nhu tinh nhiit nhit qui mic clia mot ngudi, tinh c¢di md, k§ ning giao tiép,. . . hoic
clia cdc moOi quan hé tim 1y dic biét dugc hinh thanh giita nhitng ngudi giao ti€p
véi nhau, nhu 4c cadm, thanh kién.

- Nhitng cdn tré khdc nhu lién quan dén su bat dong vé ngdn ngit, hoc van, su
khdc nhau vé chuyén mdn, tudi tic, hinh thic, .. cling gy khé khin trong qud trinh
giao tiép.

b. Nhiing tré ngai trong giao tiép trong to chiic.

C6 1& khong c6 gi ngac nhién 13 cdc nha quén tri thudng coi truc tric vé thong
tin lién lac 13 mot trong nhitng van dé quan trong nhat ctia ho. Tuy nhién, cdc van
dé vé thong tin lién lac thudng 1a nhitng triéu ching cla cdc van dé c6 ngudn goc
sdu xa hon. Vi du nhu viéc 1ap k& hoach kém c6 thé 1a nguyén nhin cta sy khong
chic chin vé phuong huéng cia mot cong ty. Tuong t, mot ciu tric t6 chic dugc
thi€t k&€ kém khong thé thong tin 1o rang c6 thé 1am cho cdc nha quan 1y khong chic
chin vé nhitng diéu ma ho mong dgi.

Cic trd neai chinh trong qud trinh truyén thong trong td chic 13 :

- Thiéu k& hoach déi vdi théng tin. Viéc thong tin lién lac tot it khi xdy ra mot
ciach ngiu nhién. Tuy vay, viéc dua ra cic 1y do cho mdt chi din, viéc luwa chon
kénh thich hdp nhat va chon diing thdi gian cé thé€ cai thién nhiéu cho viéc nhan
thiic va gidm trd ngai cho su thay déi.

- Sw mdp mo vé ngit nghia.

- Cdc thong tin dugc dién td kém. Su thi€u 1 rang va chinh xdc nay, ma né c6 thé
s& ton kém, c6 thé tranh dugc bing su cAn than nhiéu hon khi ma hoa c4c thong tin.

- Sw mdt mdt do truyén dat thong tin va ghi nhdn. Mot nghién cttu cho thiy ring
cdc nhan vién chi gifta lai dudc 50% lugng thong tin ma ho nhin dugc va cip trén
chi 1a 60%.
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- Viéc it ling nghe va ddnh gid vi va. Viéc ling nghe doi hdi toan bod sy chi y
va ky ludt tu gidc. N6 cling ¢6 nghia l1a tranh sy danh gid voi va cdi ma ngudi khac
néi. Xu huéng chung 1a d€ phan xét, tdn thanh hay khong tin thanh diéu dang dudc
néi tdi, hon 1 su c6 ging d€ hi€u ndi dung trinh bay cta dién gia.

- Su khong tin cdy, de doa va s¢ hdi. Trong mot moi trudng chita dung nhitng
y€u t8 nay, bat k¥ mot thong tin nao ciing s& dugc xem xét véi mot sy hoai nghi. Su
khong tin ciy c6 thé 1a két qua cia hanh vi khong thich hdp ctia cip trén, hoic c6
thé do céc kinh nghiém trong qud khit ma c4p duéi di bi triing phat do bdo cdo chan
thuc cho lanh dao cédc thong tin chan thuc nhung khong dugc va chudng. Tuong tu,
khi bi de doa ngudi ta ¢c6 xu huéng kin ddo hon, tré nén phong thi, va bép méo
thong tin.

- Thoi gian khéng dii cho su diéu chinh dé thay doi.

- Sy qud tdi thong tin. Khi ngudi nhian dugc glti qud nhiéu thong tin vudt qua
kha ning ki€m sodt cda ho va ho cdm thiy qu4 tai thong tin.

2.2. HOAN THIEN GIAO TIEP

- X4y dung long tin : Long tin déng vai trd quan trong trong tit cd cac linh vuc
clia doi song xa hoi. Trong co ché thi trudng hién nay, chit tin cang dugc coi trong
hon bao gid hét. Mudn giao ti€p c6 hiéu qua trude hét phai xay dung dugc long tin,
phai 1am cho ngudi khéc tin minh. D€ 1am dugc diéu d6 trudc hét phii ¢ 1ong tu tin,
phdi tin tudng vao chinh ban than minh, mdi c6 cd hdi d€ chi€m dugc long tin &
ngudi khdc. Phdi xay dung cho minh 18i séng chan tinh trung thuc, cé tic phong
chitng chac, chu ddo, thong tin chinh xac rd rang, néi va lam phai di déi v6i nhau.

- Suy nght khi giao tiép: PE dua ra dudc mot ciu néi phai suy nghi nhiéu 1an,
that chin chin méi néi ra duge. Khong nén voi vang hap tip dé din dén sai lam. Vi
15i n6i 12 sdn phadm cudi cling cla qud trinh nhan thic tu duy. Néu 13 budc con ¢
thé budc lai, nhung 13 13i thi khé ma stta dugc. Pé ciap dén van dé néi va nghi xin
néu 1én mot déu 13 : “Ping ndi dén tdt cd nhitng diéu gi minh nghi ma hay nghi dén
tat cd nhitng gi minh noi”.

- Xdc lap muc tiéu : Muc tiéu 1a céi dich d€ hudng tdi, phai phan dau d€ dat cho
bing dudc. Chi c¢6 xdc dinh muc tiéu ding, mdi c6 thé hanh dong ding. Néu mot
hang dong nio d6 ma khong c6 muc tiéu thi s& khong thé c6 két qua, d& din dén lan
man, trat huéng. D€ giao ti€p c6 hiéu qla trudc hét phai xdc 1ap dude muc tiéu cla
cudc tiép xtic do 1a gi, tir d6 xay dung ndi dung nhim hudng t6i muc tiéu do.

- Luwa chon thoi diém va kénh truyén tin hop [y. Thdi di€m hanh dong va phuong
phuéng hanh dong 12 yéu td rit quan trong trong van dé giao ti€p hiéu qua.

Cuing mdt sy’ viéc véi muc dich nhu nhau, néu lya chon thdi di€m ding, kénh
truyén tin hop 1y, thi hiéu qua dat dugc sé rat 16n va ngudc lai. Sau khi xay dung
muc tiéu va nodi dung cudc ti€p xic, ching ta phai tinh d€n viéc lwa chon thoi gian,
dia di€m cudc ti€p xtic (& dau, khi nao), dong thdi dit ra cdch thic ti€p xic (kénh
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thong tin) ndo hgp 1y nhat, hiéu qua nhat. Vi du, khi ngudi quin 1y dang ban ron,
hodc khong gai 1ong vé mot van dé nao d6, nhan vién khong nén xin gip d€ gidi
quyét mot cong viéc phic tap, di 1a viéc cong hay viéc tu. Trong trao d6i cong viéc
c6 nhitng viéc chi cin qua dién thoai, c6 viéc phai gip truc ti€p, c6 viéc phai ghi
chép, ky két biing vin ban.

- Tao sw dong cdam giita hai bén. D€ giao ti€p c6 hiéu qua rat cin c6 su dong
cdm giao hoa giffa ngudi néi va ngudi nghe. Ngudi néi phdi tao ra dugc mdi quan hé
gan giii, thong cdm vdi ngudi nghe, bing 4nh mit, bing 15i néi d€ tranh thi su Gng
ho t8i da cla ngudi nghe. Ngudi nghe phdi thyc sy chid ¥, quan tAm va dong vién
ngudi néi, phai biét ton trong ngudi néi du 12 ho c6 sai s6t. Phdi dit vi tri minh vao
vi tri clia ngudi d6 dé c6 su cAm thong. Chi nhu vay hoat dong giao ti€p mdi ¢6 hiéu
qua dugc.

- Sit dung thong tin phdn hoéi. Giao ti€p khong c6 thdng tin phan hdi ching khic
nao nhu néi chuyén véi mot ngudi cAm di€c. Khi d6 thdng tin phét ra nhung khong
dudc biét két qué phia ngudi nhan thé nao, c6 diy di chinh x4c khong, thdi do, tinh
cdm ngudi nhan ra sao. D€ hoat dong giao ti€p ¢ hiéu qua, ngudi néi phai hét siic
chi y dé€ ti€p nhan thong tin phan hdi, ngudi nghe phai si dung nhiéu cich thic
khdc nhau nhu : 15i néi, chi y ling nghe, nét mit, 4nh mit, . . d€ ngudi truyén tin
nhan biét dugc k&t qud truyén tin cia minh ma kip thoi diéu chinh.

- Sit dung ngén ngit hop ly. Ngdn ngit 12 cdi cAu ndi lién va 1am giao hoa hai
ludng nhan thifc. Song giita ngudi néi va ngudi nghe khdng ¢6 chung mot ngdn ngir thi
khong bao gid thuc hién duge sy giao hoa dé : Ngudi néi mudn cho ngudi nghe nhin
thitc ding va day di vé thong tin phat ra phai biét Iva chon va st dung ngdn ngit clia
ngudi nghe bing cich tryc ti€p hoidc gidn ti€p qua phién dich. Mit khic phai tim hi€u
k§ d6i tuong giao ti€p vé moi mit trinh dd, linh vuc chuyén mon, nghiép vu, nhitng
van dé ho quan tAm d€ lya chon phong cich, dé tai va thudt ngif giao ti€p. Tot nhat sit
dung ngdn ngit phd thong, khdng nén ding tir da nghia, tir dia phuong.

- Khéng nén dé cam xic manh chi phoi qud trinh giao tiép. Trong giao ti€p
chiing ta phai ludn 1am chu dugc ban than; luén gitta minh & trang thai binh tinh,
than trong , tu tin va bi€t kiém ch&. Khong dugc dé cho nhitng cam xic manh chi
phdi qud trinh giao ti€p nhu : cdu gian, hoang mang, hdi hop hoic qud lac quan, qué
bi quan. TAt c4 nhitng cdi d6 dé 1am lu md, méo mé tw duy nhan thic, thim chi lam
mat di tri thong minh vén c6 clia con ngudi. C4c cu thudng néi “Cd gidn mdt

» «

khéng”, “Chan chir héng viéc”.

- Suy xét than trong, ddnh gid khdch quan. T nhan thitc dén tu duy thé hién quan
di€m 12 cd mot qud trinh tdng hdp hét siic phic tap, doi hdi phai suy xét than trong va
danh gid khdc quan. Quan di€ém, quan niém thudng mang tinh chd quan, chii quan
thudng din dén thi€u chinh xdc. Moi két luan d4nh gia voi vang thi€u khich quan dé
din dén sai 1Am, khong chinh x4c. PE c6 mot danh gid ding phai suy xét k§ ludng, xi
1y nhiéu thong tin, sau d6 mdi c6 thé dua ra mot két luan xdc dang dudc.
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- Dién dat ré rang cé siic thuyét phuc. Mudn ngudi nghe hi€u diy dd va chinh
x4c nhitng thong tin truyén dén, ngudi néi phai dién dat rd rang, khiic chiét. Toc do
va Am lugng phdi phu hop véi d6i tugng nghe. Hon thé nita phdi sit dung 4m diéu,
ngit diéu phit hgp va dua ra nhitng ciu, nhitng vin dé gy su chd ¥, hap din va hao
hitng nhiim 16i cudn thuyét phuc ngudi nghe. Van dé nay khong dé, doi hdi phai c6
sy luyén tap dé thé hién hop 1y tw nhién, n€u gudng ép sé c6 tic dong ngugc lai.

- Han ché t6i da yéu t6 gdy nhiéu. Y&u t6 gdy nhiéu lam dnh hudng rat nhiéu
dén hiéu qlia giao ti€p. PE khic phuc dudc tinh trang niy cAn c6 su nghién cifu va
chuén bi chu ddo vé cdc mit nhu dia di€m, thdi diém, phuong tién va céch thic
truyén dat.

- Hoc cdch tiép xiic va thé hién déng tdc, phong cdch, cit chi hop Iy. Tuy theo vi
tri cdc vai x4 hoi trong giao ti€p ma cé cach ti€p xdc khdc nhau. Nhitng 15i néi, clr
chi, dong tdc 13 hai loai ngdn ngit dugc st dung nhiéu trong qud trinh giao tiép.
Trong diéu kién thong thudng, hai loai ngdén ngit nay déu dudc st dung mot lic
nhim hd trg 1in nhau 1am ting hiéu qud clia viéc truyén va nhéan tin. Song néu
dong tac, tic phong dugc st dung khong phut hgp v6i ndi dung thong tin thi s€ ¢6 tac
dung ngugc lai. PE khic phuc tinh trang nay, ching ta phai ludn & trang thai doc
1ap, lam chd thong tin.

2.3. PHUGNG THUC GIAO TIEP

Trong qud trinh giao ti€p chiing ta phdi sit dung nhitng phuong tién giao tiép.
Phuong tién giao ti€p 1a tit cd nhitng y&u t6 ma ching ta dung d€ thé hién thdi do,
tinh cAm, m&i quan hé va nhitng tAm ly khdc ctia minh trong mdt cudc giao tiép.

Phuong tién giao ti€p hét sifc phong phii va da dang nhung chiing ta c6 thé chia
ra thanh hai nhém chinh : ngdn ngit va phi ngdn ngit. Giao ti€p ngdn ngit va giao
ti€p phi ngdn ngir it khi tdch r&i nhau, ma thudng bd sung cho nhau. trong cic méi
quan hé tuong ddi gin gifii, than thiét, giao ti€p phi ngdn ngit chi€m uu thé hon, con
trong cdc mdi quan hé it nhi€u cé tinh chit xi giao thi n6 1am nén cho giao ti€p
ngdn ngir.

2.3.1. Giao ti€p bing ngdn ngit

Ngon ngit 12 phuong tién giao ti€p chili yéu clia con ngudi. Bing ngdn ngit con
ngudi ¢6 thé truyén di bat ct loai thong tin nao nhu dién t4 tinh cdm, 4m chi, miéu
ta su vat, . .

Trong giao ti€p biing ngdn ngit ¢ 2 hinh thic : ngdn ngit néi truc ti€p va ngdn
ngit gidn tiép.

- Giao ti€p bing ngdn ngit néi tryc ti€p : 1a loai hinh thong dung nhat trong moi
hoat dong ciia con ngudi, trong d6 cdc d6i tugng cla giao ti€p truc gip gd nhau.
Thudng diing ngdn ngit n6éi va biéu cdm dé truyén cho nhau nhitng y nghi va tinh
cam ciia minh.
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- Giao ti€p bing ngdn ngit gidn ti€p 1a thong qua mot phuong tién trung gian
khac nhau nhu thu tir, di€n thoai, fax, truyén hinh, . ..

Mot s6 yé&u td can thi€t clia phuong tién giao ti€p bing ngdn ngi.

a. Noi dung ngon ngit

La y nghia ctia 15i néi, cla ti, ciia cAu trong giao ti€p. Mot tf hay mot tip hgp
tif déu c6 mot vai ¥ nghia. Y nghia clia ngdn ngit ¢6 hai hinh thdc tdn tai : khdch
quan va chd quan.

+ Khéch quan bdi né khong phu thudc vao sé thich, y mudn ctia cd nhan nao.

+ Chi quan thé hién & chd, c6 nhiing tir chung nhung trong qué trinh s dung cé
thé€ gy ra nhitng phan tng, xtic cdm tiéu cuc hay tich cyc nio dé. Pay chinh 13 ¥ c4
nhin cla ngbn ngit. Vi du tir “ma tdy” v4i nhitng ngudi nghién hit, budn ban ma tdy
thiy binh thudng, khong goi cdm gidc tiéu cuc. Nhung vdi ngudi binh thudng, dang
hoang, luong thién thi tir “ma tiy” gdi nén cdm gidc ghé sg, cAn xa lanh.

b. Tinh chat ciia ngon ngit

La nhip diéu, am di€u, ngir di€u, . .. giong ndi gilp ta phan biét dugc giGi tinh,
tudi tac, nghé nghiép, stic khde, tim trang , nghi luc, nén vin héa, . .Muon diéu khién
giong néi tot can chd § cudng do, cich nhin giong, nhan manh nhitng diéu quan trong
, giong lic 1én, lic xudng cho phit hgp. Léi néi can khic chiét, rd rang, . .

NhJ cdch nhan gong ngudi néi c6 thé 1am cho ngudi nghe chi y dén nhitng 15i
n6i ctia minh. Mudn nhin giong cho ding phai hi€u rd minh néi nhitng gi va suy
nghi, din do tiing 16i mot. Bi€t nhaAn manh nhitng 15i quan trong va d€ nhitng 13i n6i
phu lu6t nhe di.

C6 thé phan biét mot sd giong néi khéc nhau :
A Giong trim ma ling ting : bi€u hién sd sét.
A Giong trim déu : budn chin
A Giong cao nhanh : s6i ndi, linh hoat.
Vé am sdc
A Giong mém mai : dé nghe,
A Gong the thé : chdi tai, khé nghe,
A Nhan giong : nhan manh nhitng 15i quan trong d€ ngudi nghe chi y.

Hai yé&u t& khdc c6 thé 1am thay ddi y nghia cia 15i néi 12 cdch udng giong va
ngit diéu. Trong lic néi phdi 6 lic 1én giong, xudng giong, lic nhit, lic khoan, lic
néi nhe, lidc gin tiing ti€ng thi 16i n6i mdi nGi bat 1én. Trude va sau khi néi ra nhitng
15i quan trong phai ngirng mdt lic, d@€ cho ngudi nghe chi y.
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c. Diéu b khi noi

La nhitng ct chi ctia tay chian va vé mit khi néi. C6 khi vira néi vira chi, vira
néi vira nhin chim chim, vira néi vira li€c, vira néi vira vudt ve, au yéu, .. .Thudng
diéu bo phu hoa theo 13i néi d€ gidp thém y nghia cho né. Tuy nhién, viéc st dung
diéu bd khi néi ciing phai phit hgp véi phong tuc, tip qudn, nén vin héa. Nén c6
nhitng ct chi, diéu bod ty nhién lich thiép tranh go ép, bit chudc diéu bd clia ngudi
khac, khong phu hgp.

Mot s6 nguyén tdc giao tiép bang ngon ngii :

- Loi n6i phdi ding vai. Trong giao ti€p 15i néi phdi phit hdp véi vai tro, vi tri
cia chd thé giao ti€p thé hién qua cach xung ho, giong noéi,. . .

- L&i n6i phai phu hgp v6i ngudi nghe

- Noi dung phdi rd raing, mach lac, tranh hi€u theo nhiéu nghia.

- C4ch néi phai khéo 1éo, t& nhi

- Khi goi dién thoai phdi day dd thong tin nhu xung ho, dia vi, don vi cong téc,
ndi dung cin trao ddi, giong néi can lich sy nhi nhin.

- Khi viét thu can : 13i 1& phi hdp véi d6i tugng giao ti€p, cd dong, o rang.
2.3.2. Giao ti€p phi ngon ngir

Trong giao ti€p con ngudi khong chi ding 15i néi ma con st dung sy gan gil,
nét mit, nu cudi, 4anh mit, ¢ chi, diéu bd, dién mao, . . d€ thé€ hién thai d6, cdm xic
va phan tng cla con ngudi, do d6 doi hdi ngudi giao ti€p can cé sy quan sit nhay
bén, t& nhi. Cdc nha nghién citu chi ra ring, trong giao tiép tic ddng clia tir ngit chi
chi€m 30 — 40%, phan con lai 12 do cdch dién dat bing co thé, hoic 1a giao ti€p
khong 16i qua vé mit, ddng tac, dang di€u va cac tin hiéu khac. Viéc nghién ciu
phuong tién phi ngdn ngit 1a hét stic quan trong, gitp ching ta tré nén nhay cdm hon
trong giao tiép.

a. Su gdn giii

Sy gin giii vé khong gian va thdi gian gifta ngudi thong tin va ngudi nhan tin
dnh hudng manh mé dén qud trinh giao tiép, tdi sy dién dat nhitng diéu nhan dudc.
Con ngudi c6 xu hudng thich ding gan va néi chuyén vdi ngudi minh wa thich; trdnh
xa va khong néi vdi nhitng ngudi ma minh khong thich. Bit tay, si€t chit, dung
cham cd thé 1a cdch thific ma con ngudi thudng biéu hién sy thin thién va quy mén
ddi véi ngudi ma minh dang ti€p chuyén. Su gin giii cling thé hién dia vi clia con
ngudi, phan 16n con nugdi déu mudn giit mot khodng cach gan giii véi nhitng ngudi
c6 dia vi cao.
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b. Nét mat

Trong giao ti€p nét mit bi€u 16 thdi d6, cdm xic clia con ngudi. Mbi ngudi c6
thé bi€u hién nhiéu nét mit khic nhau, udc tinh c6 khodng trén 2000 nét mit.

DPic Uyn da nghién cifu va cho thdy nét mit bi€u hién 6 loai cdm xiic : Vui
mung, budn, ngac nhién, sg hai, tdc gidn, ghé tdm. Ngoai tinh bi€u cdm ra, nét mit
con cho ta biét it nhiéu vé c4 tinh con nugdi.

- Nét mit cing thing 13 ngudi c6 cd tinh dit khodt, cuong truc.

- Nét mit mém mai 12 ngudi hién lanh, hoa nhd, thin mat, dé thich nghi trong
giao tiép.

Trong giao ti€p ching ta c6 xu huéng néi chuyén biing mit nhiéu hon véi ngudi
ma ta yéu thich, quy trong, va né tranh nhin t6i nhitng nguGi ma ta khong thich.
¢. Nu cuoi

Trong giao ti€p ta ding nu cudi d€ bi€u hién tinh cdm, thdi d6 cia minh. Con
ngudi c6 bao nhiéu ki€u cudi thi c6 biy nhiéu cd tinh. C6 cdi cudi tusi tin, hon
nhién, don hau, c6 cdi cudi chua chit, mién cudng, danh 4c, c6 cdi cudi d6ng tinh,
thong cdm, nhung cling ¢6 cdi cudi ch€ diéu, cudi khinh bi, . . .Mdi diéu cudi déu
biéu hién mot thdi dd nao d6, cho nén trong giao ti€p, chiing ta phai tinh nhay quan
sat nu cudi clia ddi tudng giao ti€p dé€ biét dudc 1ong da clia ho.

Mot s6 bi€u hién cia nu cudi :
- Cudi mim : ngudi t€ nhi, kin ddo
- Cudi thodi mdi : d6 lugng, rong rai
- Cudi nhéch mép : khinh thudng, ngao man
- Cudi gion tan : vui vé, s6i noi
- Cudi tudi tin : d& gan, d& mén
- Cudi gin : ngudi kho chiu
- Cudi chua ch4t : thira nhan sy thit bai.
d. Anh mdt
Ngudi ta thudng néi “doi mdt la cita sé tam hén”, bdi 1& cip mat 1a diém khdi
dau cho tit cd moi nghién cttu, quan sét, tim hiéu, qua 4nh mit con ngudi c6 thé néi

1én rat nhi€u thit. Anh mit phdn 4nh tAm trang, trang thdi cdm xic, bdc 16 tinh cim,
tam trang va udc nguyén ctia con ngudi ra bén ngoai.

Trong giao ti€p 4nh mit con déng vai trd “ddng bd héa” cAu chuyén, bi€u hién
st chd y, ton trong, su dong tinh hay 12 phadn ddi. Anh mit trong giao ti€p ciing phu
thudc vao vi tri x4 hdi ctia mdi bén. Ngudi c6 dia vi xa hodi cao hon thudng nhin vao
mit clia ngudi kia nhiéu hon, k€ ca khi n6i 14n khi nghe.
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Céc nghién citu cho thdy hinh thdi cia mit thé hién tim tinh, tim trang clia
con ngudi nhu :

- Mit sdu : c6 doi sdng ndi tAm ddi dao, sau kin, hay suy tu
- Mit tron : d& ndi gidn
- Mt lim dim : ich ky, hay phdn boi
- Mit luén mé 16n : d€ hodng hot, dé€ o sd.
Anh mit thé hién c4 tinh con ngudi :
- Nhin lanh ling : ngudi ¢6 dau éc thuc t&
- Nhin thing v truc dién : ngudi ngay thing va nhan hau
- Nhin soi méi : 1 ngudi da nghi, nham hiém
- Nhin 14m 1ét : ngudi khong chan thanh, ¢6 y gian

- Nhin ddm dudi : ngudi da tinh, dé xic dong

e. Cu chi

Cl chi bao gdm cdc chuyén dong clia dau (gat, lic, ..), cla ban tay, cdnh tay, .
..Van dong clia chiing c¢6 y nghia nhat dinh trong giao ti€p. That vay, chuyén dong
clia diu c6é thé 1a dong y hay khong ddng y, ciia ban tay 1a 16i mdi, su tir chdi,
chéng ddi hay van xin, . .

Ngudi ta ciing c6 thé ding cif chi d€ diéu khién viéc giao ti€p ching han cit chi ctia
tay nhic ngudi doi thoai néi nhanh, chAm hay dirng lai hodc khong can néi thém, .

Vi tri cla d6i ban chan khi ding hay khi ngdi n6i chuyén s& cho ta thdy doi
tuong dang cé thdi do, trang thii nhu th&€ nao. Né&u hai déi ban chian huéng vao
nhau, tic 12 khong mudng c6 sy tham gia clia ngudi thit ba. Khi doi ban chan chéch
nhau, hoic hay hon 12 ¢6 mot ban chin huéng vé ban, thi ban hay ty tin ring minh
dugc chap nhan tham gia ciu chuyén. Khi dang n6i chuyén ma hai ban chén ctia doi
tuong hudng ra cita, thi chifng td anh ta dang rit voi mudn di.

Ngoai ra con ¢6 cif chi nhu nhin mili cda minh, li€m mai, hat cim hay 13 s miii,
che miéng, . . ciing 1 nhitng ci¥ chi chiing ta cAn quan tAm khi giao ti€p vdi ngudi khac.

f. Twthé

Tu th€ ciing 12 mot trong cdc phudng tién giao ti€p. N6 c6 lién quan truc tiép
véi vai tro, vi tri xa hoi cia cd nhan. Thudng thudng mot cach vo thic né bdc 10
cuong vi xa hoi ma cd nhian dang dim nhin. Con ngudi c6 xu huéng thodi mai khi
ti€p xtic v6i ngudi minh yéu thich, khi d6 ho sé ngdi dua lung sau gh€, hai canh tay
c6 xu huéng dang ra, v nhin thing vio mit ngudi dang ti€p xidc vdi minh. Trdi lai,
khi ti€p xtic v4i ngudi c6 dia vi cao hon hodc ngudi ma minh cdm thiy c6 sy de doa,
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con ngudi c6 xu huéng cing thing. Ding diéu cif chi clia ngudi c¢é dia vi cao 12 ung
dung thu thd hon ngudi c6 dia vi thap.

g. Ngoai hinh- dién mao

Nhitng bi€u hién ngoai hinh dic biét 13 dau téc, quan 4o ludn thé hién nhitng
thong diép phi ngdn ngit. Hiy dé€ y nhitng cdc in mic, dau téc cla nhitng ngudi
xung quanh ban sé& thdy nhitng diéu ma ho mudn dién dat.

Trong giao ti€p, mic di ngudi nghe khong nhan thifc vé nhitng thong diép phi
ngdn ngit song ho ludn dé ¥ tdi bi€u hién phi ngdn ngit. Nhiéu nghién citu trén thé
gidi chi ra ring phu nit gidi hon nam gidi trong viéc giao ti€p phi ngdn ngit — ca
trong ma héa 1an gidi ma.

Dién mao c6 thé giy 4n tugng manh nhat 14 1an diu tién. Vi du : ngudi dan dng
cao to, khde manh, “t6t tuéng” thudng gay dugc chi ¥, 4n tugng hon ngudi dan 6ng
thap bé, gy om.

Céch trang stc ciing néi 1én nhi€u c4 tinh, vin hda, nghé nghiép ctia mot cd
nhan. C4ch dn mic ciing gitp cho ching ta doan dugc trang thdi tinh cam va céc
phdm chat tAm hdn ctia ho. Ngudi mic quin 4o ryc 18 thudng c6 tim trang vui vé,
sang khodi. Ngudi luon mic quan 4o sang mau 12 ngudi thich giao du, hudng ngoai.

h. Khong gian giao tiép

Khodng cdch giita hai ngudi giao ti€p néi 1én mitc d6 quan hé giita ho. Nhitng
ngudi than thiét trong gia dinh, ban bé than c6 thé ngdi gin, diing gan nhau. Ngudi
la, ngudi méi quen hay quan hé khong than thiét ngudi ta thudng giita mot khodng
c4ch nhat dinh.

Thong thudng ngudi ta chia ra thanh 4 ving xung quanh mdi c4 nhan :

- Viing mat thiét ( 0 — 0,5m) chi ton tai khi quan hé than tinh rat than thi€t hoic
hai ngudi dang ddnh nhau.

- Vung riéng tu (0,5 — 1,5 m) hai ngudi phdi rit quen nhau dén mic thay thodi
méi, mic dit ho chua dén mdc mat thiét.

- Ving x4 giao (1,5 — 3,5 m) diy la vang tién hanh phan 16n cdc hoat dong
giao ti€p trong kinh doanh vi né hgp véi mdi quan hé phi riéng tu.

- Ving cdng cong ( >3,5 m) l1a pham vi ti€p xiic v6i nhitng ngudi xa la vi muc
dich cong vié€c, 1a pham vi dudc cdc chinh khéch wa thich.

Viéc sdp x&p chd ngdi cling phan 4nh mdi quan hé, tuong tic gitta hai bén. Néu
c6 mot cdi ban va chi c6 2 ngudi thi c6 nhiéu cdch d€ ho ngdi véi nhau.
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- Vi tri gbc tao su thodi mdi thAn mat (A)

) ®© @
@ A €)

- Vi tri ph&i hogp cong viéc (B) @

- Vi tri ganh dua, phong thi, canh tranh (C)

Qe

- Vi tri doc 1ap khong mudn tic dong dén nhau (D)

@
D

@

i. Nhitng hanh vi giao tiép ddc bigt

D6 1a dong tic dm hon, xoa diu, khodc tay, bit tay , . . Nhitng phuong tién nay
goi 13 dic biét vi trong nhitng mdi quan hé dic biét ta méi st dung. Chiang han
khong phai gip ai ta ciing c6 thé 6m hon dudc hoic ngudi 16n xoa dau tré em chi
khong dugc phép ngudgc lai.

Ngay nay, trong giao ti€p bit tay 12 hinh thifc dugc st dung khd rong rii va phd
bién. C6 bit tay ciing néi 1én c4 tinh va thdi d6 clia hai ngudi v6i nhau. Hoic 1a
chiing ta diing dd vat nhat dinh trong giao ti€p dé thiét 1ap nén mdi quan hé, biéu
hién tinh cdm, th4i do giita ngudi giao ti€p vdi nhau.

Bién soan : Nguyén Van T huy 31
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CHUONG II1
COSO cUa HOAT PONG GIAO TIEP

P4 bao gid ban dinh mot phiit d€ ty hdi ring tai sao trong cting mdt hoan canh,
mot tinh huéng nhy nhau ma nhitng ngudi khdc nhau lai ¢6 nhitng cdch tng xit khac
nhau. Tham chi ciing trong nhitng tinh hudng nhw nhau, ma chinh chiing ta ciing lai
c6 thé dua ra nhitng cdch ng xi khac nhau, tai sao vay ?. Vi mot hanh vi giao ti€p
cda chiing ta bi chi ph&i bdi mot hé théng cdc yé&u td hét siic phic tap.

3.1. CO SO TAM LY
3.1.1. Pong co hanh djng

a. Khdi ni¢m vé dong co va nhu cau.

Pong cd ¢ thé duge mod td nhu 12 mot luc lugng bén trong thifc ddy hanh vi cliia
chiing ta. Pdng cd dugc tao bdi nhitng nhu cau chua dude thda man khi ching ta trg
nén cing thing. C6 nghia 13, trong mdi mot thdi di€m nao d6 & chiing ta c6 thé ton
tai nhiéu nhu cau, nhung nhu ciu nio manh nhit s& déng vai trd dong co thic day.

Pong co thic ddy 1a thut ngit chung 4p dung cho toan bd nhém cic xu hudng,
md uSc, nhu cau, nguyén vong va nhitng thoi thic tuong tuy. Khi néi ring cdc nha
quan ly thic ddy cdc nhan vién c6 nghia la ta néi ring ho 13 nhitng viéc ma ho hy
vong sé& ddp ng nhitng xu hudng va nguyén vong d6 va thic ddy cdc nhin vién
hanh dong theo mot cdch thitc mong mudn.

Chiing ta c6 thé xem xét dong cd thiic ddy nhu 12 mot phan Gng ndi ti€p : bit
diu vdi su cdm thay c6 nhu ciu, din d&€n nhitng mong mudn va cdc muc tiéu can tim
dua t6i trang thai cing thing thoi thic va ti€p d6 din dén nhitng hanh dong d€ dat
dudc cdc muc tiéu va cudi cliing théa man dudc diéu mong mudn.

Hinh
thanh nén

Nhitng
mong mudn

Nhitng
trang thai

La nguyén
A 2
nhin cua

cing thing

hanh dong

Nhu vy, cdi tao ra dong luc thic ddy hanh dong chinh 14 nhu cau. Nhu cau la
cdi tdt y&u, ty nhién, 1a thudc tinh tdm 1y clia con ngudi, 1a nhitng doi hdi can phai
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dugc thda man dé€ ton tai va phdt trién. Nhu cAu thudng xuat hién trong ¥ thifc cia
con ngudi & 3 cip dd khac nhau, d6 13 y huéng, y mudn va khat vong. Khi nhu ciu
da dat tdi khat vong, thi né bi€n thanh dong co thic ddy hanh dong. Tuy nhién,
chiing ta phai phan biét dong cd thic ddy va su thda man, dong co thic diy la xu
huéng va sy ¢6 ging d€ théa man mot mong mudn hodc mot muc tiéu. Sy thda min
12 su toai nguyén khi di€u mong méi dudc ddp tng.

Viéc khdm phd dong co cla hanh dong la rat phic tap. Bi vi mdi mot hanh
dong, hanh vi nao doé c6 thé ¢6 nhiéu dong co. C6 dong cd sinh 1y, c6 dong co tam
ly. C6 dong cd phu, dong co chinh, nhitng dong co nay sip x&p theo thit hang céi
trén, cdi dudi, tily theo y nghia cia né d6i vdi c4 nhan cu thé, tinh hudng cu thé.

b. Cdc Iy thuyét vé dopng co

Pong co 14 mot van dé phic tap, do d6 c6 nhiéu quan di€m cia céc tic gid
khac nhau dugc dua ra xoay quanh chli dé nay. cdc thuyét dong cd néi chung chia
lam hai nhém : theo ndi dung va theo qud trinh. Cdc thuyét theo nodi dung theo duoi
viéc gidi thich nguyén nhan cda tinh trang dong co. Cac thuyét theo qud trinh theo
dudi viéc gidi thich van hanh cda tinh trang dong cd. Ching ta s& xem xét mot sd
thuyé&t dong cd.

&7 Thuvét cdp bdc nhu cdu ciia Maslow

Trong hé thong 1y thuyét vé dong co — dong vién, thuyét cap bac nhu ciu cla
Abraham Maslow 12 thuyét c6 dudc mot sy hidu biét rong 16n. Ong cho riing hanh vi clia
con ngudi bit ngudn tir nhu ciu va nhitng nhu cau clia con ngudi dugc sip x&p theo modt
thit tw vu tién tir thap dén cao vé tim quan trong. Cap bac dudc x&p x&p thanh 5 bac.

{ Ty Thé Hién W

{ Ty Trong W

{ X Hoi W

( An Toan W

[ Sinh Ly }

Hé thong cAp bac nhu cAu ctia A. Maslow

- Nhu cdu sinh Iy : Ld nhém nhu ciu bac thap nhat, dm bdo cho con ngudi ton
tai nhu : dn, udng, mic, ton tai va phat trién nodi gidng va cdc nhu cau cd thé khéc.
day 12 nhu cau cd bdn ma mdi c4 nhian can phin diu dat dugc trude khi téi nhu ciu
bic thif 2, cao hon. Maslow cho ring khi nhitng nhu ciu ndy chua duge thda man tdi
mdt miic dd cin thi€t &€ duy tri cudce song thi nhitng nhu ciu khic sé khong thiic
d4y con ngudi.
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- Nhu cdu an toan : La nhu ciu cdm nhin dudc an toan, khong bi de doa vé vat
chat va tinh than, 1am cdn trd cdc hoat dong hang ngay, vi du, su de doa mat viéc, .

- Nhu cdu xd héi : La nhu cau vé tinh yéu, dudc chap nhin, giao ti€p, giao luu,
nhu cAu hoa nhap vao xi hoi, . .

- Nhu cdu dugc tén trong : Mudn duge ngudi khic ton trong minh, coi minh 12
quan trong. Nhitng nhu ciu loai nay din t6i nhitng théa man nhu quyén luc, uy tin,
dia vi, va 1ong tu tin.

- Nhu cdu ty thé hién : 1a nhu ciu bic cao nhat, khi bon nhu cau bic thdp da
dugc thda mén, thi con ngudi tim cach vuon tdi nhim thé hién minh § mifc cao nhat,
phat huy hét tiém niing clia con ngudi.

A. Maslow da chia cdc nhu ciu thanh hai cap : cip cao va cip thdp. Cac nhu
cau cap thap 13 nhu cau sinh 1y va an toan. Cdc nhu ciu cip cao bao gdm nhu ciu
x4 hdi, ty trong va tu thé hién minh. Sy khac biét giita hai loai nay 1 cic nhu cau
cap thap dugc théa min chd y&u tir bén ngoai, trong khi d6 cdc nhu cau cip cao lai
dugc thda man chii yé&u la tir noi tai cia con ngudi.

Thuyét cip bac nhu ciu clia Maslow c¢6 mdt 4n y quan trong ddi vdi cdc nha
quan tri d6 12 mudn dong vién ngudi lao dong thi diéu quan trong 14 phai hi€u ngudi
lao dong dang & cap dd nhu cau nao. Tir sy hi€u hi€t d6 cho phép cdc nha quéin 1y
dua ra cdc gidi phap phit hdp cho viéc théa min nhu ciu clia ngudi lao dong déng
thoi ddm bio dat dén cac muc tiéu t8 chic.

& Hoc thuyét hai nhdn té ciia Frederick Herzberg

Con ngudi c6 2 nhém nhu cau, vé cd ban, doc 14p vdi nhau va dnh hudng téi
hanh vi theo nhitng cdch khéc nhau : cdc nhan t8 duy tri va cdc nhan t6 dong vién.

C4c nhan td dudc Herzberg liét ké nhu sau :

Céc nhan to duy tri Céc nhan to dong vién
1. Phuong phdp gidm sat 1. Su théch thitc ciia cong viée

Hé thong phan phdi thu nhap Céc co hoi thing tién

Quan hé vdi dong nghiép Y nghia cla cdc thanh tyu

Sl

biéu kién lam viéc Su nhan dang khi cdng viéc dudc

Chinh sich clia cong ty thuc hién

Cuéc sng c4 nhan 5. Y nghia cua céc trach nhiém

bia vi

® 2 s wDd

Quan hé qua lai gifta cdc cd nhan
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D6i véi nhan t6 dong vién, néu gidi quyét tot thi sé& tao ra sy théa min va thic
d4y nhan vién lam viéc tich cuc hon. Nhung néu gidi quyét khong tot thi tao ra tinh
trang khong thio mian chif chua chic da bat man.

DP6i véi cdc yéu td duy tri, néu gidi quyét khong tt thi tao ra trang thdi bat
min & ngudi lao dong. Nhung néu gidi quyét tt thi tao ra sy khong bat man chi
chua chic da théa man.

Anh hudng ctia cdc nhan té :

Cic nhin to duy tri Ciac nhan to dong vién

Anh hudng ctia cdc nhan t6

Khi ding Khi sai Khi ding Khi sai
Khong c6 su bat Bat min Thda man Khong théa man
man

Khong dong vién = Anh hudng tiéu cuc = Pong vién dugc Khong c6 su bat
tdng cuong man

T thuyét nay, nha quén tri can luu y

- Nhitng nhan t6 1am théa man ngudi lao dong 1a khdc véi cac nhan t6 tao ra sy
bat man. Vi vy, khong thé mong ddi sy thda min clia ngudi lao dong bing cich
don gidn 1a x6a bd cdc nguyén nhin giy ra sy bat man.

- Viéc dong vién ngudi lao dong doi hdi phai gidi quyét thich dang, dong thdi ci
hai nhém nhén t§ duy tri va dong vién. Trach nhiém cta doi ngii quan tri 12 phai loai
trir su bat mén va tao ra sy thda min. Khong thé chi chid trong mdt nhém nio ca.

& Hoc thuyét cia David Mc. Clelland

David Mc. Clelland cho riing con ngudi ¢6 3 nhu cau co ban : nhu ciu thanh
turu, nhu cau lién minh, va nhu cau quyén luc.

Nhu cdu thanh twu. NguSi ¢6 nhu ciu thanh tyu cao 13 ngudi ludén theo dudi
viéc gidi quyét cong viéc tdt hon. Ho mudn vudt qua cdc khéa khin, tré ngai. Ho
mudn cdm thay ring thanh cong hay thit bai cla ho 12 do két qua clia nhitng hanh
dong clia ho. Piéu nay 12 ho thich cdc cong viéc mang tinh thich thifc.

P& dong vién nhitng ngudi c6 nu ciu thanh tyu cao, ngudi quin 1y cin :
- Giao cho nho nhitng cong viéc mang trach nhi€ém c4 nhan.
- Pit muc tiéu cong viéc cao hon mot chiit so v6i yéu cau.
- Phan hdi nhanh chéng vé két qué 1am viéc clia ho.

- P& cho ho ty do vach k& hoach lam viéc.
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Nhu cdu lién minh. Gidng nhu nhu cau tinh yéu xa hoi clia A. Maslow — dugc
chap nhan, tinh yéu, bé ban. Nhitng ngudi lao dong c6 nhu ciu lién minh manh sé&
lam viéc tot & nhitng loai cong viéc ma sy thanh cdng clia né doi hdi k§ ning quan
hé va sy hgp tdc. Nhitng ngudi ¢6 nhu ciu lién minh manh rat thich nhitng cong viéc
ma qua do tao ra su thian thi€n va cdc quan hé xa hoi.

Nhu cdu quyén lyc. La nhu cAu ki€m sodt va dnh hudng moi trudng lam viéc
clia ngudi khdc, ki€m sodt va dnh hudng téi ngudi khac. Mot s6 ngudi cho ring nha
qudn tri thinh cong 13 ngudi c6 nhu ciu quyén luc manh nhat, k&€ dé&n 12 nhu cau
thanh tyu va sau ctng 13 nhu cAu lién minh.

7 Thuyét E. R. G ciia clayton Alderfer

Clayton Alderfer 1a gido su dai hoc Yale da ti€n hanh sip x&p lai nghién ciu
cia Maslow va dua ra két luan ctia minh. Ong cho ring : hanh dong clia con ngudi
bit ngudn tif nhu ciu — ciing gidng nhu cdc nha nghién citu khdc — song 6ng cho
ring con ngudi cing mot lic theo dudi viéc thio min ba nhu ciu cd ban : nhu cau
ton tai, nhu cau quan hé, va nhu ciu phat trién.

Nhu cdu tén tai bao gdm nhitng doi hdi vat chit t6i can thi€t cho sy ton tai clia
con ngudi, nhém nhu ciu nay c¢6 ndi dung gidng nhu nhu cau sinh 1y va an toan cla
Maslow.

Nhu cdu quan hé 13 nhitng ddi hdi vé nhitng quan hé va tuong tac qua lai giita
cdc cd nhan, nhu cdu quan hé bao gdm nhu cau xd hoi va mot phian nhu cau tu
trong, titc 12 phan nhu ciu ty trong dugc théa man tir bén ngoai.

Nhu cdu phdt trién 1a ddi hdi bén trong mdi con ngudi cho sy phdt trién cd
nhin, né bao gdm nhu cau ty thé hién va mot phan nhu cau ty trong, tic 12 phan nhu
cau tu trong dugc théa man tir ndi tai.

C. Alderfer cho ring con ngudi dong thdi theo dudi cd ba nhu cau dé va néu
nhu mot nhu ciu nao d6 bi cin trd thi ngudi ta don nd luc vao d€ théa min nhitng
nhu ciu kh4c.

& Thuyét mong doi cia Victor H. Vroom

Victor H .Vroom cho ring dong vién 1a két qua cia nhitng mong dgi clia mot
c4 nhan. Sy dong vién cda con ngudi phu thudc vao hai nhan td :
- Mitc d6 mong mudn thuc su clia ¢4 nhan doi vé6i viéc gidi quyét cong
viéc.
- C4 nhan d6 nghi vé cong viéc thé ndo va sé dat d&€n n6é nhu thé nao.

Vi thé, d€ dong vién ngudi lao dong ching ta cAn quan tim dén nhin thifc va
mong dgi cia cd nhin vé cdc mit.

- Tinh thé&
- Céc phan thudng
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- Sy dé dang thyc hién theo cdch ma sé& dat dén phan thudng
- Sy bdo ddm la phan thudng dugc tra

Thuyét mong doi doi héi cdc nha quan 1y phai hi€u biét nhitng mong ddi cla
ngudi lao ddng va gin nhitng mong dgi nay v6i nhitng muc tiéu cla td chifc. Mudn
vay nha quan tri nén :

1. Tao ra cdc két cuc ma ngudi lao ddong mong mudn

Tao ra su can thiét thuc hién d€ dat muc tiéu td chic
B4o ddm muc dd thyc hién mong mudn 1a cé thé dat tdi.
Gin chit két qud mong ddi v6i viéc thuc hién can thiét
DPénh gi4 tinh th€ déi véi nhitng mong dgi khic nhau

B4o ddm phan thudng 13 di sic hdp din can thiét

NS ke

B4o ddm 12 hé thdng 1a cong bing ddi véi tit cd moi ngudi.

Tém lai, hAu nhu moi ly thuyét vé dong co déu c6 ging dua ra nhitng nhu ciu
quan trong nhit clia con ngudi va tim cdch théa man ching, déng thdi huéng su thda
min d6 t6i viéc hoan thanh tdt nhiém vu cda t3 chiic. Vi vay, chiing ta ¢é thé€ hoan
toan nhat tri v6i 18i day cia D. Carnegie, “Mudn dan du ai lam viéc gi theo ¥ ta, chi
c6 cdch la lam cho nguoi dy phdt khéi cdi ¥y mudn lam viéc dé”

3.1.2. Vo thic

Vo thitc la nhitng hién tugng tdm ly khong co su tham gia cua y thiic va chiing
xdy ra ngoai sy kiém sodt ciia con nguoi. VO thitc dugc nha phan tim hoc Z. Freud
phdt hién va néu 1én trong luin thuyét vé “su vo thic trong dong co thiic ddy”.

Hanh vi Gng x{ clia con ngudi thudng xut phat tir dong cd thic ddy nhim dat
mdt myc tiéu nhat dinh. Pong co d6, muc dich d6 thudng dudc ching ta y thifc va
kiém sodt. Nhung vin cé nhitng hanh vi, cif chi, cAu néi dudc ching ta thyc hién
theo vd thic, tic 1a khdong nhan biét dugc dong cd va muc dich cia hanh dong.

V& thitc ¢6 thé duge hinh thanh xuit phdt tif ban ning, nhitng nhu ciu ty nhién;
nhung ciing c6 khi d6 lai 12 modt hanh dong von cé y thife, nhung dudc 1ip di lip lai
nhiéu 1dn ma trd nén vo thiic (con goi 1 tiém thic). N6i chung cdc théi quen va k¥
x40 giao ti€p clia chiing ta déu & dang tiém thifc, tifc 1a chiing ta thyc hién ching
mot cich ty dong.

3.1.3. Céc co ché& ty vé

Khi con ngudi gdp phdi nhitng stic ép cua su de doa, m6t va cham, mét sy lo
au, thi cdc cd ché ty vé xuat hién nhim gitip ngudi ta tranh nhitng phién phic, giit
dudc su can biang tim ly. Cdc co ché ty vé thudng 1a & dang vo thic.

- Co ché de nén. D6 1a su chdi bd thuc t€. Gat ra khdi y thiic nhitng y tudng,
cdm xic, kinh nghiém tiéu cyc. Ching ta né trdnh nhitng thuc t€ khong vui long
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bing cdch né tranh né di. Chiing ta ngodnh di truSc nhitng cdnh tugng dau budn,
tranh khong dé cap tdi nhitng van dé khé gidi quyét.

- Co ché dén bi. La mot ¢d ging che diy nhitng khuyét di€m cd nhan bing
cach phat trién nhitng nét tich cyc trong nhan cach. Vi du, ngudi bi khuyét tat vé thé
chat c6 hoc that gidi.

- Co ché quy chup. La gan cho ngudi khac nhitng ¥ nghi 16i 1dm hay wéc mudn
clia chiing ta. Chiing ta d6 18i cho ngudi khac khi chiing ta pham 15i. Thudng chiing
ta hay d6 15i cho so phan, hén xui.

- Co ché'vién Iy gid tao. La dua ra nhitng 1y 1& khong ding su thuc d€ gidi thich
cho hanh dong ctia minh.

- Co ché di chuyén. Tic 1a di chuyén mot cdm xiic, mdt phdn tng ddi véi doi
tuong nay sang doi tugng khdc. “Gian cd chém thét”

- Co ché thodi bd. Tic 1a dung nhitng hanh vi cda tré con dé tron trdnh trach
nhiém, ngai thit thach. Vi du, mot ngudi c6 thé ddm chan, dim cing, khéc da khi tic
gidn hay budn dau.

3.1.4. Thé gidi quan

Thé gidi quan 13 hé thong quan di€m clia con ngudi vé tu nhién, xa hdi va ban
than, xac dinh phuong chAm hanh dong clia ngudi d6. Th€ gidi quan quyét dinh thai
dd clia con ngudi d6i véi thé gidi xung quanh, quyét dinh nhitng pham chat va phuong
huéng phét trién clia nhan cach. Thé gidi quan déng vai trd dinh huéng hanh vi cla
chiing ta. Thudng ngudi d6 quan niém nhu th€ nao, s&€ hanh dong nhu vay.

M@t trong nhitng dang dic biét clia th€ gidi quan 12 niém tin. Niém tin la hé
thong quan niém ma con ngudi nhdn thitc dugc qua hién thic dé xem xét cudc doi, dé
dinh hudng hanh dong, hanh vi ciia minh. Niém tin tao cho con ngudi nghi luc, ¥ chi
dé hanh dong phu hop vdi quan di€m da chdp nhian. Con ngudi c6 nhiéu loai niém
tin : niém tin khoa hoc, niém tin cha me, phdp luat, . . .

Niém tin giff vai trd kim chi nam cho cudc s6ng ciia con ngudi. Khi con ngudi
tin vao ai, tin vao cdi gi, thi ho phuc vu, phung su hét long vi ngudi dé, vi diéu do.
Vi viy nha qudn tri phdi chd y gy dudc ni€m tin clia moi ngudi vao minh, dic biét
la phai tao chit tin trong kinh doanh.

3.1.5. Cam xtc

Cdm xiic la nhitng rung cdm ciia con nguoi doi vdéi nhitng sy vat va hién tuong
c6 lién quan dén viéc théa man hay khong théa man nhu cdu. Cadm xic thudng 12
nhitng rung cdm ngdn, nhdt thoi, khéng o6n dinh hay thay déi. Trong qua trinh giao
ti€p v6i nhau nhitng cdm xic tich liiy dan dan sé bién thanh tinh cdm tuong tng.

Tinh cdm la nhitng rung cdm da tré nén on dinh, bén viing va kéo dai. Tinh cdm
va cdm xtc 13 hai cAp dd khac nhau clia ddi song tinh cdm clia con ngudi.
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Nhitng tinh cdm tich cuc nhu yéu thuong, quy trong va nhitng cdm xtic dé chiu
ndy sinh trén cd s& nhitng tinh cdm d6 14 cho hai ngudi lai ¢6 nhu cdu gip gd giao
ti€p vdi nhau. Ngudc lai, nhitng tinh cdm tiéu cuc nhu sy cim thi, khinh bi va nhitng
cadm xtc khé chiu ndy sinh lam cho hai ngudi xa ldnh nhau, ngai giao ti€p.

Trong giao ti€p, tinh cdm, xtic cAm chi phdi lai cdch nhan thic cda ching ta vé
doi tugng. Chiing c6 thé 1am cho chiing ta nhan thic sai léch di, méo mé di. Hon
nita tinh cdm, xtc cdm ciing chi phdi rit manh t6i hanh vi ca con ngudi trong giao
ti€p. Chiing c6 thé tao nén hung phan, sang sudt, hoat bdt, sy tuoi tré, nhung ciing
c6 thé 1am cho con ngudi trd nén md mam, chdn ndn, mat hét tinh than, sinh khi.
Dic biét trong giao ti€p néu xdy ra nhitng con xiic ddng manh thi chiing c6 thé lam
cho ta mat hét sdng sudt, khong y thic dude hanh vi, khong ludng trude duge hau
qud, din dén sai 1am trong hanh vi va quyét dinh.

Pé giao ti&p c6 hiéu qua cin kiém ch€ va am chii dugc tinh cAm, xtic cAm ctia minh.
3.1.6. Tinh cach

Tinh cdch 12 mot thudc tinh tim 1y phiic tap clia c4 nhan bao gdm mdt hé thong
thdi d6 ctia né ddi vdi hién thuc, thé hién trong hé théng hanh vi, ci¥ chi, cdch néi
ning tuong Ung.

Trong cudc sdong mdi cd nhian déu cé nhitng phan ng riéng ca minh doi véi
nhitng tdc dong ngoai cadnh. Khi nhitng phdn tng d6 tré nén 6n dinh trong nhitng
hoan canh khac nhau thi ching trd thanh thudc tinh tim 1y, tao nén tinh cach con
ngudi. Vi tinh cdch cla minh, con ngudi thé hién thdi do d6i vdi the gidi xung
quanh, v6i moi ngudi, v4i cong viéc va vdi chinh ban thin minh.

Tinh cdch mang tinh &n dinh va bén vitng, tinh théng nhit va tinh doc ddo 1a
riéng biét, di€n hinh cho mdi c4 nhan. Vi thé, tinh cdch 13 sy thong nhat giita cdi
chung va cdi riéng, cdi di€n hinh va céi c4 biét. Tinh cdch c4 nhan chiu sy chi phdi
cua x4 hoi.

Nhu vay, tinh cdch la sy két hop doc ddo cdc ddc diém tam Iy 6n dinh ciia con
nguoi, nhitng ddc diém nay quy dinh phuong phitc hanh vi dién hinh ciia con nguoi doé
trong nhitng diéu kién, hoan canh nhdt dinh, thé hién thdi do ciia ho doi vdi thé gidi
xung quanh va badn than.

Tinh cdch 4nh hudng rat 16n d&€n hanh vi giao ti€p. Nhitng phdm chat cda tinh
céch sau day gitp con ngudi dé dang giao ti€p va giao ti€p c6 hiéu qia : binh tinh,
c8i md, hién hau, khiém ton, lich sy, thing thin. Con ngudc lai nhitng nét tinh cich
xau nhu : danh d4, cdc ciin, gian x40, hung hin, . .thudng cin tr§ su giao tiép cb
hiéu qua cia con ngudi.

Khi dénh gia tinh cach con ngudi thong qua hanh vi ching ta nén than trong, ma
c6 thé phai diing nhiing tinh huéng d€ kiém tra dugc cdi “Tam” bén trong méi chic in.
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3.1.7. Tinh khi

Khi chat 13 thudc tinh tdm 1y phifc tap clia cd nhan, bi€u hién cudng do, ti€n do,
nhip do clia cdc hoat dong tAm ly thé hién sic thdi hanh vi, ¢l chi, cdch néi ning
clia cd nhan.

I.P. Paplov di giai thich ring khi chat phu thudc vio ki€u hoat dong thin kinh
cao cip clia con ngudi, dudc tao bdi cdc qud trinh than kinh co ban 13 hung phan va
tfc ché cung cdc tinh chit clia nhitng qud trinh dé 13 cudng dd, tinh linh hoat va su
can bing, . ..

Khi chat biéu thi mot s§ dic di€m bé ngoai ctia hanh vi, ¢t chi nhu sy ning nd,
hoat bdt, voi vang, néng ndy, tram tinh hay soi dong, . .n6 khong quyét dinh nhitng
nét tinh cach, niang luc, trinh d6 cling nhu gid tri dao dic cia con ngudi. Tuy nhién
khi chat con ngudi ciing c6 lién quan mat thi€t véi tinh cdch, xu huéng, niing luc. N6
c6 thé gép phan tao nén nhitng thudc tinh tAm ly. Pic biét khi chit Anh hudng nhiéu
dén sy cu xif cia con ngudi, d€n hiéu qua clia hanh dong.

& Cdc kiéu khi chat

I.P. Paplov da gidi thich co ch€ sinh 1y ctia khi chat thong qua 2 qu4 trinh hung
phan va tc ch€. Hung phdn la qud trinh cd nhan ddp vng lai kich thich ciia moi
truong. Uc ché la qud trinh cdc nhan kim ham hodic lam mat phdn ving trudc tdc dong
ctia moi truong. Hai qud trinh than kinh nay ¢6 3 thudc tinh co ban la :

- Cuong dj. Chi kha ning chiu dung kich thich manh hay y&u ctia hé than kinh.
- Cdn bdng. Su can d6i cia 2 qué trinh hung phan va tc ché.
- Linh hoat. Sy chuyén héa tir qud trinh ndy sang qua trinh kia nhanh hay cham.

Cin ctf vao sy két hop ctia 3 thudc tinh trén Paplov chia ra 4 kiéu khi chat dic
trung clia con ngudi :

- Khi chdt linh hoat : Loai ngudi nay nay c6 hé thong than kinh manh. Qua
trinh hung phan va c ch&é manh, cin bing, linh hoat. Ho thudng nhan thiic nhanh,
nhung hdi hgt, chi quan, 14p trudng khong kién dinh. Tuy nhién ho 1a ngudi ludn lac
quan, yéu ddi, d& thich nghi vdi hoin cdnh, nhiét tinh, s6i ndi, trung thuc, . .Khong
thich hgp nhitng cong viéc don diéu, 1am viéc c6 ning suit cao.

- Khi chdt diém tinh : nhitng ngudi nay thudng t4 ra ung dung, binh thdn. Ho c6
thé€ kiém ch€& dudc cdm xtc va nhitng con xdc dong. Trong quan hé thudng ding
muc, hoi kin ddo va td ra thd d, thi€u nhiét tinh vdi nhitng ngudi xung quanh. Ho
thudng nhan thifc hoi chim, nhung siu sic, chin chin. P6i v6i ngudi diém tinh cong
viéc phll hdp 12 cong viéc can su thin trong, chin chin, c6 tinh chat on dinh, bdo
mat, it can c6 su giao ti€p vi ho it ci md.

- Khi chdt néng ndy : La ngudi td ra c6 sic song ddi dao, cdc hoat dong tim 1y
boc 16 manh mé. Ho thudng voi vang, hap tip, lam viéc s6i dong, phung phi siic luc.
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Trong quan hé thudng néng ndy, thAm chi doi khi tb ra cuc cin, thd bao, ho dé bi
kich dong, d& cdu bin, nhung khong d€ bung lau. Trong hoat dong quan tri, nhitng
ngudi nay khong thich hgp véi cong viéc mang tinh t8 chic, nhan sy, khong hgp véi
nhitng cong viéc doi hdi tinh ty mi, mang tinh “tAm thudng”. Tuy nhién ho c6 thé
ddm nhan tot nhitng cong viéc doi héi sy diing cdm, x6ng xdo. Trong quan hé nén
doi x1t t€ nhi, nhe nhang véi ho, tranh phé binh truc dién.

- Khi chdt wu tw : DAy 12 ngudi song da cdm, dé xic dong nén rit nhan hau,
thdy chung. Ho dé sinh lo 14ng, mic cdm, dé xic dong, thudng song trim ling, kin
ddo, ngai va cham, ngai giao thiép., thudng sdng huéng ndi. Ho thudng din do suy
nghi chi tiét, than trong trong moi viéc sdp lam, nén ludng truéc dugc nhitng hau
qua. Ho c6 tinh kién tri, chiu khé trong nhitng c6ng viéc don di€u. Trong hoat dong
qudn tri nén ddi x& véi ho mot cdch nhiét tinh, t& nhi, can c¢6 su khuyén khich, dong
vién, tin tudng giao viéc cho ho va khéng nén phé binh, traich phat mét cach truc
ti€p.

Trong thuc t&, khong cé 4 loai ngudi trén mot cach thuin tiy ma cé su giao
thoa giita cdc loai ngudi. Khi ta ddnh gid khi chit clia mot ngudi 1a cin ¢ vao loai
khi ch4t nao ndi bat nhat & ho. Mbi khi chit déu c6 wu va nhuge diém nén nha quan
tri phai hi€u rd khi chit clia con ngudi dé€ phan cong cong viéc va d6i xi¥ cho hop
ly, nhim ning cao hiéu gdu cong viéc.

3.2.CO SG VAN HOA

Nhitng y€u t§ vin héa c6 dnh hudng to 16n va siu sic nhit dén hanh vi giao
ti€p clia con ngudi. Ching ta s& xem xét nén vin héa va nhanh vin héa dnh hudng
t6i hanh vi giao ti€p nhu thé no.

3.2.1. Nén vin hoa

Vin héa 13 nguyén nhan diu tién, sdu xa va cd ban quyét dinh nhu cau va hanh
vi clia con ngudi. C4ch thifc hanh vi, ting x{f cla con ngudi dugc ti€p thu chi yé&u tir
bén ngoai. Mdi mdt con ngudi sinh ra va I6n 1én déu dugc ti€p thu tir nhitng diéu cd
ban vé gia tri, sw cdm thu, sy ua thich, tic phong va hanh vi dic trung cho gia dinh
clia minh va nhitng th€ ché& cd ban clia xa hdi. Tir d6 trong giao ti€p con ngudi ciing
c6 nhitng cach thic tng x{ dic trung véi nén vin hda ma anh ta da dudc tiép thu.

Ngudi Viét Nam ching ta sinh ra dudc ti€p thu nhitng dic trung vin héa giao
ti€p clia cong dong gia toc, xém lang, cong cdm va Gng x& v4i nhau theo phuong
thic ¢6 1y c6 tinh va c6 tinh c6 1y, néi chung 1a trong trinh, trong dic, trong danh
du, uva t&€ nhi, § tf va trong sy hoa thuan. Nhitng dic trung vin héa Viét Nam chi
phdi rdt manh mé& dén cédch ng x va giao ti€p cla ngudi phuong Pong vdi nén
van hoéa lua nudc.
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3.2.2. Ban sic dan toc

Bt ky nén vin héa nio ciing bao gdm nhitng bd phan cAu thanh nhé hon. Mdi
bd phan nay déu c6 nhitng dic trung riéng va ban sic riéng dem lai cho cdc thanh
vién cda minh kh4 niing hoa déng va giao ti€p cu thé hon vé6i nhitng ngudi gidng
minh. Trong cdng ddng rong 16n ludn ton tai nhém ngudi cling sic toc. Vi du nhu
cong ddng vin héa cdc dan tdc TAy Nguyén, vin héa lang xi cla ngudi dan Bic
b6. Nhitng nhém ngudi nay c¢6 nhitng ham mé va méi quan tdm ciing nhu phong tuc
tdp quan mang rd tinh din toc cia minh.

MJdi dan tdc trong nén vin héa déu c6é nhitng phong tuc, tip quan riéng biét tao
nén nét vin héa ctia dian tdc minh. Pong thdi cling vdi nhitng s& thich va diéu cAm
ky dic thii 12 nhitng nhém tdn gido nhu nhém tin dd Phat gido, Thién chda gido, Hoi

gido, Hindu , . . Trong céch thifc giao ti€p nhitng ngudi thudc cdc nhém vin héa
khéc nhau ciing khong gidng nhau.
3.3. CO SO XA HOI

Hanh vi giao ti€p clia con ngudi ciing dudc quy dinh bdi nhitng y&u t6 mang
tinh xd hoi nhu nhitng nhém x3a hoi, gia dinh, giai c4p, vai tro va dia vi xa hdi, cdc
chuin myc quy ché& xi hoi,. ..

3.3.1. Nhom xa hoi

Hanh vi, thdi dd cla mot ngudi chiu dnh hudng clia nhiéu nhém xa hoi khic
nhau. Nhém thanh vién 12 nhitng nhém cé 4nh hudng tryc ti€p hay gidn ti€p dén
thdi d6 va cdch cu xit cla mot ngudi. Nhitng nhém c6 dnh hudng truc ti€p t6i con
ngudi goi 12 nhitng nhém nhd. D6 1a nhitng nhém ma c4 nhan nim trong d6 va cé
tdc dong qua lai mdt c4ch truc ti€p va thudng xuyén. Vi du, nhém ban be, gia dinh,
nhém ddng nghiép ciing co quan. “di vdi but mdc do ca sa, di véi ma mdc do gidy”.
Ngoai ra, cidch cu X clia con ngudi con chiu dnh hudng cia nhitng nhém 16n, ma ho
1a thanh vién.

3.3.2. Gia dinh

Gia dinh 12 noi ma con ngudi hoc héi dudc nhitng cach thitc, hanh vi dau tién.
Su dinh huéng cta gia dinh gdm cédc bac cha me. Tir cha me, cdc nhan c6 sy dinh
huéng vé ton gido, chinh tri, dinh huéng gi4 tri, tham vong c4 nhan va tinh cdm.

Céch thifc ¢ng x1f trong gia dinh giita cha me, 6ng ba anh em tao diu 4n dau
tién l1én cdch cu xf cia mdi c4 nhan. Cho di sau nay cd nhin khong con sinh hoat
véi gia dinh nita, thi &nh hudng cia cha me mot cach vo6 thic 1€n hanh vi cia anh ta
c6 thé van c6 ¥y nghia dang ké.

3.3.3. Vi tri xa hoi

MJdi con ngudi chiing ta tham gia vao nhiém nhém xa hoi khdc nhau: gia dinh,
cAu lac bo, cong ty, cic t6 chic khéc,. . BAt ky mot t6 chic nao ciing bao gdm mot
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s0 vai tro. Vi du, trong gia dinh 12 ngudi cha, ngudi me, dén cong ty c6 vai tro 1a
truéng phong, gidm doc, . .

Vay, vai trd 12 gi ? La tdp hop cdc chudn muc hanh vi, cdc quyén lgi va nghia vu
ma nhiing ngudi xung quanh mong doi & nguoi giit vai tro dé. Mbi vai trd thudng
twong (tng v6i mot vi tri nhat dinh trong xa hdi. Vi tri x4 hoi 1a chd ding clia mbi
ngudi trong khong gian x4 hoi, n6 cho bi€t mdi ngudi 12 ai ?

Trong giao ti€p, mdi hanh vi Gng x& cda con ngudi ludn mudn ddp dng lai
nhiing ky vong cia ngudi khdc. Ky vong 1a nhitng mong dgi, nhitng doi hdi ma xa
hoi da xdc dinh khi ¢4 nhan ditng vao mot vi tri nhat dinh trong x4 hoi. Khi déng vai
tro nao doé thi chdng ta s€ cé nhitng hanh vi tng x& phu hgp véi vai tro do.

Néu trong giao ti€p, ching ta khong ddp tng nhitng ky vong thi s&€ bi ch€ tai
cla x4 hoi. Mot trong nhitng ché tai 4nh hudng manh dén hanh vi giao tiép cla con
ngudi trong xa hoi 1a du luén xa hoi.

3.3.4. Hé gia tri va chudn myc hanh vi

Hanh vi con ngudi trong xa hoi dudc diéu tiét bdi cdc gid tri va chuidn muc
hanh vi. Gid tri 12 di€u ma mot x4 hoi cho 1a phai, 1a ding, 1a dep, 1a nén lam, va la
co s§ d€ dua vao d6 d€ phan dodn, danh gid va Gng xt. Trong mot xa hoi cic gid tri
thudng k&t hdp v6i nhau tao thanh mot hé gia tri. Mdi mot xd hoi khdc nhau thudng
dé cao nhitng hé gi4 tri khdc nhau.

Gi4 tri dugc cu thé héa & nhitng chudn muc hanh vi. Chuin muc 13 nhitng quy
tic séng va tng x{t, qui dinh cdch cu xif clia con ngudi 1a 8t hay x4u, 1a thich hgp
hay khong thich hgp. Mdi nén vin héa, mdt xa hoi c6 cdc hé thdng chuin muc tao
thanh hé thong ki€m sodt ctia xa hoi va diéu tiét cac hanh vi, cdch tng xit clia cd
nhan trong nén vin héa do.

Nhu vay, hanh vi @ing xif clia con ngudi trong giao ti€p bi chi phdi bdi mot hé
thong hét sifc phifc tap bao gdm nhiéu yéu td khac nhau. D6 12 nhitng yéu td thudc
vé ddi sdng tim 1y clia c4 nhan, dic trung tif nén vin héa, x4 hdi va nhitng chuin
muc hanh vi, gid tri ma xa hoi d6 dé cao.
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CHUONG IV
CAC K NANG GIAO TIEP TRONG KINH DOANH

4.1. KY NANG LANG NGHE
4.1.1. TAm quan trong cta ky niing ling nghe

Mot trong nhitng nghién cttu thudng dudc thdy nhic dén nhi€u nhat vé thuc
hanh giao ti€p da dugc Paul Rankin ti€n hanh cdch diy khodng 60 nim. Sudt 2
thang lién, 68 ngudi thudc nhiéu linh vuc nghé nghiép khic nhau da dugc yéu ciu
cho ghi 4m va phdng van. Nghién cttu nay nhim tim hiéu xem nhém ngudi nay da
danh bao nhiéu thdi gian cho viéc néi, doc, nghe va viét. Trong tong s6 thdi gian
danh cho giao ti€p — khodng 70% thdi gian ho thitc — cdc doi twgng da danh 45%
cho 1dng nghe, 55% cho 3 k§ ning con lai (néi, doc va viét). Gin mot nia thoi gian
giao ti€p clia ho da dugc danh cho viéc ling nghe.

Nhu vay, con ngudi ding khodng 45% thdi gian giao ti€p d€ nghe, nhung mot
ngudi nghe binh thudng ciing hi€u va nhd chirng % nhitng gi dudc néi ra ngay sau
khi trinh bay, va trong 48 gi% thi mifc ndy gidm xudng con 22%'. K&t qlia nghién
cttu cho thdy s6 nim huin luyén ky ning ling nghe 1a “0”, trong khi d6 cudng do
stt dung k¥ ning nay trong cudc song 1 rat nhiéu.

Huén luyén cdc ky ning giao ti€p (ngudi binh thudng)

Cac Ky niing S6 nim huin luyén S:g:sgﬁi i Stf:;;lggttl:‘;:f
1. Viét 14 It
2. Poc 8 Thinh thoang
3. Noéi 1 Kh4 nhiéu
4. Nghe 0 R4t nhiéu

S6 liéu trén cho thdy nghe 1a mot trong nhitng k§ ning quan trong sdng con cla
qua trinh giao ti€p. Tuy nhién, khong phdi ai ciing chi y ling nghe va biét nghe.
“Badt hanh thay, rdt it nguoi biét chii ¥ ldng nghe. Cdc nha nghién citu cho rdng ngay
& mikc théng tin thudn tity, 75% cdc théng bdo miéng khong duoc chii ¥ dén, bi hiéu

: “Quan 1y ngu6n nhan lyc” PTS. Trin Thi Hanh; PTS béang Thanh Hung; Bdng Manh Phé suu tim va tuyé'n
dich.
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sai, hodic bi ldng quén nhanh chéng. Khd ndng ldng nghe va ndm bdt nhiing ¥ nghia
sdu sdc trong 10i ndi ciia nguoi khdc thi lai cang hiém” *.

Nhu vdy, ling nghe quan trong va dem lai nhiéu 1di ich cho chiing ta, song ling
nghe lai 12 mot k§ ning khé d6i v6i hau hét chiing ta. Nhiéu ngudi xem thudng k§
ning nay trong giao ti€p, va cho ring diy 1a k§ ning don gidn, va khong cin phai
hoc tap, rén luyén nhiéu. K&t qui nghién citu cho thay phan 16n ching ta khong biét
ling nghe.

4.1.2. Nhitng 1¢i ich ctia k¥ niing liing nghe

a. Trong giao tiép thong thuong, lang nghe cé may lgi ich sau :

- Théa man nhu ciu cla d6i tugng. Khong c6 gi chin bing khi minh néi ma
khong ai thém nghe. Vi vdy, chiing ta phai ling nghe ngudi ta ndi, chitng td ban biét
ton trong ngudi khac va ¢ thé théa min nhu cau ty trong cia anh ta.

- Thu thap dudc nhiéu thong tin, ddy dd va chi ti€t hon dé ra quyét dinh va gidi
quyé&t van dé. Cang c6 nhiu thong tin thi quyé&t dinh cang chinh x4c.

- Chiing ta c6 thé ho dudc nhitng diéu mdi mé, bd ich, ma c6 1& khong bao gid
chiing ta nghi tdi.

- Tao ra mdi quan hé t6t dep v6i ngudi khdc. Khi mot ngudi tim dudc mot
ngudi c6 cdm tinh 1ing nghe thi s& ndy sinh mdt mdi quan hé t6t dep. Ling nghe
gitip tinh bing hitu ting trudng va két qua sé& 1a sy hgp tac trong hoat dong.

- Tim hiéu ngudi khdc mot cich tot hon. Ling nghe gitip ban nim bit dudc tinh
cdch, tinh nét va quan di€ém cta ho, vi ho s& boc 16 con ngudi ctia ho trong khi néi.

- Gitip ngudi khéc ¢6 dude mot sy 1ing nghe c6 hiéu qui. Bing cédch tao dung
bau khong khi 1ing nghe t6t, ban sé& thiy ring ngudi néi chuyén véi ban trd thanh
nhitng ngudi 1ing nghe c6 hiéu qua.

- Ling nghe gitp ching ta gidi quyét dugc nhiéu van dé. C6 nhiéu van dé,
nhiéu sy mau thuin khong gidi quyét dudc chi vi hai bén khong chiu ling nghe dé
hi€u nhau. Biing st ¢di md clia minh va bing cich khuyé&n khich ngudi ta néi, hai sé
phét hién ra nhitng nguyén nhin din dén mau thuin va clng nhau dua ra cdc gidi
phdp d€ thodt khéi sy xung dot do.

- Céc y tudng sing tao s& ndy sinh nhiéu hon nhd viéc biét ling nghe ngudi
khac néi.
b. Giao tiép trong mot to chiic, lang nghe sé dem lai nhiing loi ich sau:

- Ménh 1énh, chi thi tir trén xudng va nhitng y ki€n dong gop tir dudi 1én duge
ti€p thu mot cach day di va chinh xdc gitp nha quan tri va nhin vién hoan thanh tot
cdng viéc clia minh hon do han ché& dudgc cdc yé€u t6 gay nhiéu khi truyén thong tin.

% Ti€p xtic mit d6i mit trong quan 1y — D.Torring Ton. 1994
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- Céi thién mdi quan hé giita nha qudn tri va nhan vién, han ch&€ dugc nhitng
xung dot khong can thi€t. Moi ngudi sé cdm thiy hai 1ong, phan khdi, néu y kién
ctia ho dugc thd trudng ling nghe va hi€u ho. Hon nita nha linh dao biét 1ing nghe
s& thu thap dugc nhitng thdng tin phin hoi tir dusi 1én, gitip nha quan tri nim bit
dugc tAm tu nguyén vong clia nhan vién d€ kip thdi ddp @ng, tao dong cd tich cuc
gitip ho lam viéc t6t hon.

- Dya vao thong tin phdn hdi nha qudn tri lugng héa mic d6 chinh xdc va hop
ly ciia nhitng quy€t dinh ma minh d tao ra.

- Nhan thifc clia nhan vién ciing dugc nang cao thong qua biét ling nghe.

- Céc y tudng sdng tao & nhin vién s& ndy sinh nhiéu hon tir nhitng cudc giao
ti€p véi cdc nha quan tri biét ling nghe. Ngugc lai, khi ling nghe nhan vién gép ¥
ki€n, & nha quén tri s& ndy sinh ra nhitng y tuéng mdi gidp gidi quyét van dé mot
céch tot hon.

4.1.3. Nhitng rao can

Tai sao ling nghe lai 12 mot viéc khé 1am ddi v6i ching ta ? D€ tra 13i cAu hdi
nay chiing ta phai chd y d&€n mot sd diém sau :

- Téc do suy nght nhanh hon khd ndng ndi. Ngudi néi c6 thé néi vao khoang
125 tit/phiit, nhung ban c6 thé xit 1y thong tin vao khodng 600 tit/phit. Vi thdi gian
thira thii d6, dau 6c ching ta lang thang tir chi dé nay t6i chi dé khdc, hoan toan
khong c6 lién quan dén chi dé ngudi dang néi. Nhu vdy, mdt sy quan tim dén
nhitng vin dé khac cin thi€t hon s& khong tip trung dudc tu duy va 1a 1y do cda
nhitng théi quen nghe kém.

- Su phiic tap ciia vén dé. Ching ta thudng dé nghe ngudi ma minh thich va
nhifng vin dé ma minh quan tdm hon. Khi c¢6 su khé khiin trong su theo ddi mot van
dé, ngudi ta thudng chon con dudng dé nhat 1a bd di, khong them dé y t6i nd nita.

- Do khong duoc tap luyén. Pa s6 ngudi ta nghe khong c6 hiéu qud vi khong
bao gid dugc day vé cdch ling nghe. Tir nhd t6i khi trudng thanh, thudng thi ngudi
ta danh nhiéu thdi gian cho viéc tp néi, viét va doc, chit con tap nghe thi khong.

- Thiéu su quan tam va sy kién nhdn. Thi€u sy quan tAm va sy kién nhan doi véi y
nghi clia ngudi khic, hodc khong hop vdéi ho, 1am cho nhiéu ngudi trd thanh nghe kém.
Vi tinh cdm nhu vay thi cdc tir sé di tir tai nay sang tai kia va bay ludn ra ngoai.

- Thiéu sw quan sdt bang mdt. Khi nghe can phai nim bit dudc cd nhitng thong
tin khong 15i, nhu 4nh mit, nu cudi, nét mit, ding diéu, ct chi, . . P& biét thém vé
thdi do va cdm nghi clia d6i tugng.

- Nhitng thanh kién tiéu cuc. Thudng ngudi ta ¢6 khuynh hudng nghe mot cach
chi quan, nén nhitng thanh kié€n tiéu cyc khién ngudi ta khong chi y 1ing nghe nita.
Khi di c6 nhitng thanh ki€n tiéu cuc thi ngudi ta thudng dung thi gid d€ tim nhitng
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ly 1& d€ bac bd va nhitng ciu hdi d€ giy can trd cho ngudi néi. Nhitng viéc 1am d6
déu 1am ngin can su ling nghe.

- Uy tin cia nguoi ndi. Thudng uy tin 1am tdng sic dm thi, nén khi ching ta
nghe mdt ngudi ¢é uy tin néi vé nhitng vin dé ma minh quan tim, thi ching ta dé bi
mat tinh phé phdn va nghe mot cdch ml quéng.

- Do nhiing théi quen xdu khi ldng nghe. Ching ta thudng mic phai mot vai théi
quen xau sau day :

+ Gid vo ldng nghe;
+ Hay 8 phdn iing titc thoi theo quan di€m ctia minh khi ling nghe.

+ Nghe qua loa tdt cd moi sy kién, nhung khong bi€t cdi gi chinh va cdi gi la
phu, khong biét khai quit van dé.

+ Dodn truéce thong diép. Khi nghe ban nghi ring ban c¢6 thé doan true dudc diéu
ma d6i tugng sip néi cling c6 thé 1am lac huéng va can trd viéc 1ing nghe that su.

+ Budng troi sy chii ¥. Ling ngh phai tap trung chd y cao do, tuy nhién hau hét
chiing ta chi c6 thé tip trung sy chd y d€n mot gidi han ndo d6. Khi sy chd y bio
hoa ta ¢6 xu huéng budng troi khong ling nghe nira.

Nhu vay, nhitng cén tré trong qda trinh néi — nghe nhu sau :
Su xao lang
C4m nhan tiéu cuc vé dé tai
Chi nghi vé minh
Ngudi néi <-> Mitc dd quan tAm thip <-> Ngudi nghe
C4m nhan tiéu cuc vé ngudi néi
Su khic nhau vé t6c do truyén va nhan tin
4.1.4. Ling nghe c6 hiéu qua
Trong qud trinh nghién ctu vé 1ing nghe Nichols dua ra 4 diém sau :

- Nguoi nghe Iudn suy nghi trudc ngudi néi, cd ging dodn xem ciu chuyén sé
di dén dau.

- Ngudi nghe phdi cin nhic, ddnh gia nhitng bing ching bing 15i dugc ngudi
ndi st dung dé dua ra cdc di€m ma ho da dé cap.

- Ting giai doan mot ngudi nghe phai di€m lai cic ¥ hoan chinh da dugc dua ra.

A, A 2z A N, 9 . ~ < o R A 2 A - N N,
- Su6t cudc ndi chuyén, ngudi nghe phai cd gang hi€u thém cic dn ¥ ma ngudi
n6i khong can thi€t phai néi ra.
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Chiing ta 1ing nghe d€ thu thap thong tin; d€ gidi quyét van dé; dé thuyét phuc
hoidc khuyén can ai. M&i mot Iy do c6 thé can d€n mdt cach ling nghe hoic két hop
cic kiéu ling nghe khic nhau.

a. Ldng nghe dé thu thdp thong tin

Viéc ling nghe d€ thu thap thong tin nén han ché & mitc d6 tim ki€m cdc dit
kién hoic cdc van d& ma ching ta cAn bi€t. Ching han, trong 16p hoc gido vién
huéng din thudng cé chién luge d€ huéng din 16p t6i mot muc ti€u mong mudn.

Ngudi gido vién s& nhan manh mot s6 y chinh va st dung cdc vi du hd trg dé
chitng minh hoic cling c6 chiing. Khi 1ing nghe theo cdch nay ban c6 thé trd nén
qua mai mé véi viéc ghi chép tit cd moi chi ti€t, ma khong sip x€p ching theo mot
dan y. Cudi cing ban chi thu dudc mot mé thdng tin chi tié€t, khong c6 hé thdng.

Pé€ thu thap thong tin cAn chd dong trong qud trinh ling nghe, 14i ciu chuyén
theo muc dich cia minh nh& nhitng phudng phdp khac nhau :

- Pt cdu héi : trong qua trinh ling nghe ban c6 thé chi dong dwa ra mot s6 ciu
héi d€ thu thap nhitng thong tin cin thiét. C6 nhiéu loai cAu hdi khdc nhau nhu :

+ Loai cdu héi d€ ghi nhd : loai cAu hdi nay chi doi hdi ngudi trd 15i nhd lai
thong tin. Vi du : Ba giai doan cia hanh déng y chi la gi ?

+ Cau hoi béng bay hay khong 16 rang : chi don gidn dé ti€p tuc cudc d6i thoai,
dé gidi thiéu mot dé tai cho moi ngudi suy nghi. Cau hdi ndy c6 muc dich kich thich
tranh ludn, doi héi trd 13i. Vi du : “Cédc ban hdi t6i 1y do tir choi, vdy chiing day”;
“chic chidn cdc ban mudn bi€t hét moi khia canh ciia van dé, phai khong ?”

+ Cau hdi nham thu thap thong tin xdc dang. Vi du : “Ai s& 1am viéc nay ?”

Dé& khong bé qua khia canh nao ctia tinh hudng ban nén dit nhitng ciu hdi lién
quan tdi : Ai ?; cdi gi ?; & dau ?; bing nhitng phuong tién nao ?; tai sao ?; Khi nao ?

- Phuiong phdp goi mé : Khi cau chuyén sip két thic, ban nén chti dong dua ra
chi dé mdi, gdi y moi ngudi ti€p tuc noéi.

- Phuong phdp khéng ché : Khi ndi dung ciu chuyén c6 ich d6i véi ban, ban
nén khong ch€ khong cho ngudi khac chen vao lam gidn doan tu duy clia ngudi noi.
Néu thdy cin thi€t, ban di biét r6i, nhung van gid v hdi dé€ cho ngudi néi cang
hdng say hon.

- Phuong phdp cén béng : Gip ngudi néi nhiéu va vu vo, ban nén tim cdch ngit
15i va goi y cho nhitng ngudi chua cé dip néi phat bi€u y ki€n. P6i vdi ngudi it néi,
ban nén chii dong gdi chuyén, gy hiing thi cho déi phuong. Nhu vay, ban s& c6
thong tin tir nhi€u phia.

- Phuong phdp xay chuyén : Khi ngudi néi nhitng diéu vo bd, ban tim cich ngit
15i ho mot cdch t€ nhi, phit biéu y ki€n clia minh, ho#ic néi mot cau chuyén vui dé
huéng din tu duy cla ho theo y dinh ctia minh.
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b. Ldng nghe dé gidi quyét vin dé

Ling nghe d€ gidi quyét van dé ddi héi ngudi nghe phai dung t6i kha ning
phén tich d€ di ti€p cdc budc gidi quyé&t mot van dé. Chiing ta can phdi am hiéu van
dé, nhan ra bat ky sy han ché nao c6 lién quan, tim toi va dua ra cdc gidi phap. . ..
C6 mdt s& bi quyét trong k¥ ning ling nghe nhim gidi quyét van dé :

- Mot cay biit 12 khong thé thi€u trong qud trinh phan tich. Ghi nhanh cic ¥ gai
cho chiing ta su phan hoi lai cho ngudi néi.

- Khong chi ¢ ling nghe ngudi néi, ma con phdi ¢d ging dodn trudc ¥ nghi cia
ho. Viéc dodn trudc nhu vay sé€ gitp ching ta xay dung tu duy logic clia ngudi noi.

- Phai 13 ngudi tong két gidi. Khi dén phién ban dua ra thong tin phin hoéi. Hay
tdng két lai toan bd dién bién clia cAu chuyén va sau d6 bit diu phan tich.

- Ping ngan ngai vé chuyén ndy sinh sau cdc y tudng clia ngudi khic. Cac y
tudng sang tao s€ dudgc ndy sinh trong cudc ndi chuyén cGi md lién quan t6i viéc
gidi quyét van dé.

Su sdng tao s& ndy sinh tir nhitng théi quen biét ling nghe tdt trong cac cudc thio
luan, n6i chuyén cdi ma. Phin 16n cic y tudng clia chiing ta cling xuat phdt tir nhitng
tdc nhan kich thich tir bén ngoai, chi it khi tir sy xét doan ndi tam. Khi biét ling nghe
mot cach c¢6 hiéu qua, ching ta s€ ning cao dugc kha niang sang tao clia minh.

c. Ldng nghe dé thau cam

Ling nghe thiu cdm Ia ty dit minh vao hoan cdnh, vi tri, tinh cdm clia ngudi
khic d€ hiéu dugc ho c6 cdm nghi nhu thé nao. Khi nghe thidu cdm ban sé& di siu
vao y kién clia ngudi khdc, qua d6 ban phét hién, ban nhin nhin cudc ddi theo céch
nhin cia ngudi khic, ban hi€u dudct Am tu tinh cdm cdia ho.

Moi ngudi mudn duge ngudi khic 1ing nghe minh, dé cao minh, cAn d&én minh .
.. C6 mot cach dé théa man nhitng nhu cau nay cia ho 1a chiu khé ling nghe ho
néi. Mic dii, nhiéu ngudi luyén cho minh mot ki ning gidi d€ ling nghe nhim thu
thap thong tin va gidi quyét van dé, song lai khong miy quan tAm t6i k§ ning ling
nghe d€ thau cdm.

LAYy mot vi du. Hin c6 nhiéu “sép” sé& cu x{ nhu sau, khi mot nhan vién nao d6
mudn trinh bay nhiing kh6 khin clia minh : “Thua sép ! Em thyc sy c6 chuyén mudn
trinh bay vé6i sé€p”. “ Thé vy sao, Binh ?7; “O, ngdi xudng day va k& cho tbi nghe”.
S&p an can. Khi Binh d3 ngdi xudng. “sé€p” ti€p tuc: “Nay Binh ! Ciu nghi ring
trong cong ty chi ¢6 cAu mdi c6 chuyén sao? Cau c6 biét t6i hién dang phdi duong
diu v6i bao nhiéu chuyén khong? Nay nhé, t6i phdi cé mit tai cong ty B ngay bay
gi d€ thuong ludng cho ban hgp ddng 5 nim ti€p theo; Toi dién 1én mat vSi nhitng
van dé x4y ra trong doi ngil gidm sdt vién cla ching ta & cong trudng; Roi chuyén
giao ngay sd hang theo don dit hang ctia khach”. “S&p” két thiic bing mot cau :
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“Binh ! T6i phai di ngay vi c6 hen ! ”Binh thit vong ra vé, va vin dé clia anh vin
chua dugc gidi quyét.

Vi “s€p” nay da khong hi€u gi Binh mudn néi hodc qua chd y dén ban than
minh vi khong mudn bé ra mdt phiit nao d€ ling nghe ngudi khdc. C6 1& Binh sé&
cang cam thdy chdn hon sau cudc gip mit trén. Hon nita, “s€p” dd khong hoc dugc
tr Binh mot diéu gi. Biét dau van dé ctia Binh c6 lién quan t6i van dé clia cong ty
thi sao ? Liic 4y sy ling nghe clia “sép” c6 thé sé& gitip ich cho ong gidi quyét cic
van dé clia minh.

Nghe thau cdm khong phai don thuan chi 12 hi€u tiing 16i n6i cda ngudi khic.
Trén thyc t€, nhitng chuyén gia giao ti€p chi ra ring chi khodng 10% thong tin dugc
thé hién qua 131 né1, 30% dudgc thé hién qua am thanh con hon moét nia thdong tin
con lai dudc thé hién thong qua ngdn ngit cd thé. Trong nghe thiu cdm ching ta
khong nhitng nghe bing tai, ma quan trong hon 1a ching ta nghe bing mit, biang ca
trdi tim. Ling nghe khong chi nhitng diéu ngudi ta néi nén 15i, ma ci nhitng gi
khong néi 1én dugc boc 10 qua ngdn ngit khong 13i : 4nh mit, nu cudi, nét mit, tr
thé, diéu bd. . . Ling nghe cdm xic, nhu cau cda ngudi kia. Ling nghe cd chinh
nhitng phit gidy im ling.

Nghe thau cdm c6 mdt uy lyc rat 16n bdi né cung cAp cho chiing ta nhitng tu
liéu ding din d€ hanh dong. Thay vi dwa vao nhitng cdm gidc, dong cd, nhitng gid
dinh, suy nghi ctia minh, ching ta 1am viéc véi thuc t€ bang suy nghi va tinh cdm
clia ngudi khdc. Chiing ta nghe d€ hiéu, d€ ti€p nhan nhitng thong tin sau kin nhat
trong tAm hon clia con ngudi.

Nghe thAu cAm mdt cich hoan toan cé thé khdng bao git dat dudc, bdi mot didu
don gidn 1a hai ngudi khong giong nhau nhu dic. Ling nghe thiu cdm doi hdi ngudi
phai c6 trinh @0, phai khéo 1éo va t&€ nhi. Su ling nghe dé thdu cdm cang dat dudc
hiéu qua, khi c4c thanh vién bay t4 chan tinh nhitng cdm xc, sy tin tudéng 1an nhau.
Diéu d6 gitip tao dung mdt tinh cdm tot dep v6i ngudi d6i thoai. Khi ling nghe thau
cdm ngudi khdc, ban da 1am cho ho théa man vé mit tdm 1y. Va sau khi da ddp dng
nhu ciu chd y&u d6, ban c6 thé tip trung phat huy sy dnh hudng va gidi quyét van dé.

d. Mot s6'ky ndng cdn thiét trong ldng nghe thau cam

K3 ndng biéu 16 su quan tdm : d€ thé hién sy quan tim clia minh d€ ciu chuyén
cla ngudi ddi thoai, ban phdi chi ¥ tu thé, ding diéu, cidch ding 4nh mit . . Sau
day 1a mot s6 k¥ ngiin cd bén :

- Tao ra bau khong khi binh ding biing mot tu th€ “dan than”

- C4ch bi€u 16 su quan tAm tot nhat 1a chim chi ling nghe. Mudn th€ thi khi
nghe ngudi kia néi, ban hiy nghiéng ngudi vé phia trudc va mit nhin thing vao ho,
v6i tu thé cdi md.
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- Sy quan tAm ciing dudc thé hién qua nhitng cl chi ddp ting vé co thé. Trudc
hét cAn tranh nhitng ctf chi khong lién quan t6i nhitng diéu dang dudc néi, vi du man
mé cay but, hodc chdam chd nhin méng tay, . .

K3 ndng goi mé : Khi nghe ban ciing cin phdi ¢6 cdch khuyén khich d€ cho d6i
tudng trit bau tAm su, bing cdc cdch sau :

- Khuyé&n khich ngudi néi ti€p tuc cAu chuyén bing cdch té ra ring ban hiu
van dé, thong cdm véi ho — c6 thé bing cdi git ddu, modt nu cudi, mot 4nh mit. . .

- Hiy c4n than ling nghe va sin sang phan hoi bing 15i 14n khong 13i. Vi du,
“U th€ a”, “Rdi sao nita”, “Cho toi biét thém nita di” ... .va kém theo médt nu cudi va
cai gat dau.

- Thinh thodng dit cAu hdi d€ hi€u o6 hon va d€ ching té ban dang chi y ling
nghe. Nhitng cAu hdi nay da khi€n ngudi ddi thoai bo 10 ra nhitng nguyén nhan sau
xa clia van dé. Tuy nhién, trong khi dam thoai khong nén hdi qud nhiéu, hdi theo
ki€u cht van hay bit chet.

- Khi nghe ban c6 thé vira td ra trung 14p vira quan tim biing cich dung nhitng
tir hodc cau vo thudng vo phat véi mot giong tich cuc nhu “T6i hiéu y d6”, “ir hit”
Phan hdi d€ khuyén khich ngudi néi ti€p tuc ciu chuyén.

- Giit mot sy thinh ling day quan tAm ciing 12 cdch 1am cho d6i tugng phai 1ap
day khodng trong bing nhitng 15i b sung, gidi thich. . . Tuy nhién, phdi xdc dinh
thdi gian im ling bao nhiéu cho hgp 1y 12 van dé€ nhay cdm, tiy thudc vao dau hiéu
dudc nhan dudc va ban thAn minh cdm thiy tinh hinh nhuv thé nao.

K3 ndng phdn dnh : Phdn 4nh tifc 1a ngudi nghe sip x€p lai va néu lai ndi dung
nhitng diéu ngudi kia vira néi nhim 1lam cho d6i tugng bi€t 12 minh di hi€u ho nhu
thé€ nao.

Phuong phdp phdn 4nh chuin muc 13 dién dat lai, tifc 12 ban hiy néu lai thyc
chit nhitng diéu ma d6i tuong da néi. Dién dat lai mot cdch ngin gon d€ ddi tuong
c6 co hoi kiém diém nhitng diéu ma minh di néi.

Nhu vay, viéc ling nghe c6 thé chi€m tdi ¥ thdi gian trong giao ti€p. Ling
nghe 12 mot k§ niing giao tiép dudc diing nhiéu nhit, va gan bing cdc k§ ning noi,
doc, viét cong lai. N6 1a cong cu chi yéu trong hoc dudng, trong cong viéc, va la
mot k§ ning t61 quan trong trong giao t€ nhan sy.

4.2. KY NANG SUDUNG LGOI NOI TRONG GIAO TIEP

K§ ning dé néi sao cho hiéu qui ciing quan trong nhu k¥ ning viét va nghe
vay. Ngudi Viét Nam c6 cAu néi “udn ludi bay Ian trude khi n6i” hay “hdy suy nghi
truGe khi n6i” 1a hoan toan ding.

Tié€c thay, chiing ta thudng quén mat di€u nay. Mdi ngay chiing ta déu danh
qud nhiéu thdi gian d€ néi chuyén truc ti€p v6i moi ngudi, cd chinh thifc va khong
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chinh thiic, ma quén ring ta cin phai chi trong tSi viéc phat tri€n k§ ning ndi cia
minh n€u muén moi ngudi hi€u ching ta mot cdch chinh xdc va muén ho 1am theo
nhitng gi minh noi.

Né&u ban nhé lai md hinh giao ti€p cd ban clia ching ta thi ban s& thdy ring
minh phai biét k€t qud minh mudn dat dudc trude khi bit dau néi.

& Nhitng sai lam trong khi néi lam gidm hiéu qud giao tiép :

- T6i da khong suy nghi mdt cdch rd rang vé nhitng gi minh dinh néi va két qua
12 t6i da néi rat lung tung.

- Toi da khong kiém tra xem moi ngudi c6 nghe rd khong trude khi tdi bat dau néi.
- T6i dd dung nhitng thuat ngit ma moi ngudi khong hiéu ro.

- T6i da néi bing mot giong hung hiing hoic qua y&u dudi.

- Toi da tudng 12 moi ngudi bi€t nhiéu hon thé.

- T6i d3 khong héi xem moi ngudi dd hi€u mot cdch chinh x4c chua.

Khi c6 mot diéu gi d6 truc tric x4y ra, ching ta thudng tim cdc 1y do dé€ bao
chita cho minh. CAu ctra miéng ma c6 1& ching ta déu hay dua ra 13 “tdi biét toi da
n6i gi nhung sy that ma t6i mudn néi la . . .”. Do d6, khi ban néi chuyén véi ai truc
ti€p hay qua dién thoai can phdi chd y nhitng di€ém sau :

- Can chudn bj trudc. Ban can phdi nhé ro trong dau vé nhitng gi ban mudn néi
truc khi ban bit dau. Piéu nay sé gitip cho thong diép ma ban dwa ra dugce chinh
xdc va ro rang.

- Tao su chi y ciia nguoi nghe. Hiy lam cho moi ngudi tap trung chd y trudc
khi ban néi. Ban c6 thé 1am diéu nay bing ciach don gidn la dua ra mot cau héi. Mot
cach khac 14 ban ciing c6 thé tuyén bd nhu sau : “Sau diy t6i mudn néi vé6i cic ban
vé van dé/viéc. . .”

- N6i m{t cdch ro rang va dii nghe. Néu nhu vay thi ngudi nghe s& khong phdi
yéu cau ban nhic lai nhitng thdng tin da néi.

- N6i bang mét gong diéu phit hgp véi hoan cdnh, tinh huéng. Giong clia ban
ciing vdi nhhitng tif ban st dung cin gitdp cho viéc th€ hién thong diép mot cich
chinh x4c. Vi duy, khi ta néi vé nhitng tin vui thi nén néi vé6i giong vui vé va nén néi
vdi mot giong nghiém khic va trinh trong khi néi vé mot quyét dinh k§ luat.

- Nhdc lai (véu cau phdn héi qua hinh thitc néi). Hiy st dung cau hdi d€ ngudi
nghe c6 thé nhic lai thong diép clia ban mot cach chinh xdc qua dé ban sé& biét ho
da hiéu ding hay chua.

Cudi cling, hiay nhé ring moi ngudi sé sin sang hudng ng mot cach tich cuc,
dic biét d6i véi cdc trudng hop hudng dan, néu ho biét ring tai sao ho phai lam nhu
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vay. Xét cho cung, ban lam sao c6 thé 1am tot mot viéc gi néu nhu ban khong biét
tai sao minh lai lam viéc dé6 ?

4.3. KY NANG PAT CAU HOI PE KHAI THAC THONG TIN

Trong giao ti€p mit d6i mit, cAu hdi chi€m mot phan dang ké. Nhung c6 nhiéu
loai cdu hdi phit hdp véi cdc muc dich khac nhau. Nha quan tri can phai biét d€ tim
cdch st dung chiing cho thich hgp vdi titng tinh hudng.

Thu thap thong tin ti ngudi khdc 1a mot k§ ndng khd quan trong trong giao
ti€p. C6 nhiéu thong tin ching ta cAn dugc chita dung trong ndo bd clia ngudi khéc.
C6 liic chinh ho tu nguyén, tu gidc cho ta tin tic, nhung da s6 trudng hgp 1a chiing ta
phéi khai thdc né bing cdc cau hdi khac nhau. Mudn khai thac thong tin ¢ hiéu qua
chiing ta phai thuc hi€n n6 mdt cdch c6 bai ban.

4.3.1. Hay lam cho céng viéc cung cap thong tin tré thanh niém vui clia nguvi
khac.

Mu6n khuyén khich viéc cung cap tin, ban phdi lam sao cho viéc Ay trd thanh
niém vui thi doi véi ngudi khdc. Hay td ra biét on ngudi Ay vé nhitng gi anh ta cung
cAp dé€ anh ta cdm thay vui vi d3 1am dudc viéc thién. Hiy 4p dung thuat ling nghe
da trinh bay & trén d€ tao hitng thd & ddi tugng khi cung cap tin.

4.3.2. Hay bit dau biing mot cau héi dé tra 1vi.

Khi mudn khai thdc thong tin, ban hiy bit diu bing ciu hdi dé. Thong thudng
moi ngudi thich trd 15i ding. Nhitng ciu hdi dé sé gilip ngudi khdc c6 co hoi trd 15i
diing mot cdch dé dang. Chiing ta lam cho d6i tugng cim thiy thodi m4i, b6t cing
thing va tu tin hon. N6i chung tru6c hét ban cAn phidi 1am néng cudc néi chuyén
mdt chiit d€ khi ngudi khac vira kip thdy c6 stic cudn hit thi anh ta s& vui say triit
bau tAm su.

4.3.3. Cac loai cau hoi

Sau khi d 1am cho ngudi khdc cdm thdy thodi mdi, ban can biét dit nhitng cau
héi @€ c6 dudc nhitng tin tifc day di va chinh x4c.

Dua vio ciu tric clia cAu hdi ngudi ta c¢6 thé chia thanh 2 loai :

a. Cdau héi cé cdu triic chdt ché, két cdu cao. Cau tric y tudng dudc phat trién diy
di trong loai ciu héi nay. Ngudi trd 15i khong can phadi dong ndo 1dm. Ho chi can tr3
15i thing vao van dé bing mot sy kién dic biét.

- Cdu hédi hep. P6 12 nhitng ciu hdi nhim thu hep van dé d€ tranh thd nhitng
thong tin chinh xéc, ngdn gon. Vi du : “Ai thuc hién viéc nay ?”. Nhitng cu hdi hep
c6 ich khi ban cAn nhitng dif kién rd rang, thing thin. Hau hét cdc cudc gip g6 déu
c6 nhitng cAu hdi hep & mot thdi diém nao doé.

A Nhitng trudng hgp st dung ciu hdi dong
+ Thai gian bi han ch&
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Biét dudc thong tin nao minh can
Ngudi néi td ra lan man hoic di lac dé

N1 R TIPN . 5 N
Muon ki€ém tra lai thong tin cua minh

+ o+ o+ o+

Muén khing dinh lai sy dong y ctia ngudi néi

- Céu héi truc tiép. Tic 1 néi thing vé vAn dé ma minh cAn tim hi€u. Loai nay
c6 vu diém 12 thu thap thong tin mot cach nhanh chéng va thudng tao ra yéu td bat
ngd & doi tugng 1am cho ho phdi bat ra cAu trd 15i trung thuc. Tuy nhién, n6 ciing c6
khd nhiéu nhugc di€ém. Hdi truc ti€p thudng d€ 16 muc dich tim hiéu, 1am cho d6i
tudng khong dugc ty nhién. Trong mot s6 trudng hdp, héi tryc ti€p sé khong lich su,
t€ nhi, hoic giy ra bau khong khi cing thing, ning né (vi du : tudi tdc, quan di€ém
chinh tri, chinh kién, . .)

- Cdu héi gidn tiép. Tic 1a hdi vé mot van dé nay d€ suy a vin dé minh cin tim
hi€u. Loai ciu héi nay thudng dung dé khai thic nhitng van dé t&€ nhi ma khong thé
héi tryc tiép.

Vi du : Néu trong phéng van chiing ta hdi thing Gng vién “Anh c6 thich cong
viéc nay khong ?”, chiing ta s€ lam cho anh ta nghi ngd ring ban cho 1a anh ta
khong thich cong viéc d6. N&u dit ciu hdi gidn ti€p : “Piéu gi 1am anh thich thd
nhat khi chon cdng viéc nay ?” Thi s& hay hon vi tip trung hdi vé cong viéc chit
khong phai con ngudi.

- Cdu héi chén dau. Tic 12 dua ra mot cAu hdi nhung thuc chit 13 giding ra mot
cdi by dé d6i tugng phai thira nhan mdt van d&€ ma minh cin tim hiéu.

b. Céu héi cé cdu triic Iong léo. Loai cau héi nay nhim khuyén khich ngudi khac
n6éi vé mot linh vuc dic biét ndo d6. Ngudi héi khong nhat thi€t phdi ¢ ¥ tudng
hinh dung ra ciu chuyén sé& dan t6i dau. N6i chung, két cAu nim trong ciu trd 16
nhiéu hon 12 trong cau hdi.

Pé€ khai thic thong tin c6 hiéu qua ngudi ta thudng dung ciu hdi ¢ ciu tric
thap. B&i vi n6 doi hdi d6i tugng néi vé mot dé tai cu thé chit khong phai chi cung
cap mot sy kién dic biét. N6 bit ngudi khac phai dong ndo dit doi, Iam cho ho cung
cap nhiu thong tin hon. Cau héi cang khong c6 cau tric thi ban cang nim dudc
nhiéu thong tin. Trong trd chuyén, ban héi dugc nhiéu ciu héi khong ciu tric, hdi
vao nhitng vin dé ma ngudi doi dién thich néi chuyén nhat. Pay la diéu kién cin va
dl d€ khai thdc thong tin.

- Cdu héi ggi mé. La ban chi gidi thiéu mot chiit vé dé tai, chit khong hé goi ¥
ndi dung cu trd 13i. Ching han “Anh nghi van dé nay nhu thé nao ?”, “Anh cho
ring nhitng thay d6i nay s& 4nh hudng nhu thé nio ?”

Cau hdi gdi md thudng dugc néu & phian diu cudc gip nhim xiy dung mdi
quan hé hai hoa. Loai cAu héi nay 1a dé dang cho ngudi doi thoai, anh ta dugc phép
tw quyét dinh nén néi gi. Muc dich chii y€u cia ciu hdi gdi md 1a thu thip mot loai
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thong tin sdu hon ma ciu héi hep khong 1am dudc vi chiing ta khong 4n dinh trudc
hinh dang cta céu tra 15i.
A Nhitng trudng hgp st dung cau hdi mé

+ Ngudi néi td ra khé bit ddu budi néi chuyén hoic dang ngip ngiing.

+ Mu6n hi€u & pham vi rong hon

+ Mudn biét v€& cdc van dé, ¥ tudng hay cdm tudng cla ngudi néi

+ Mudn ngudi néi tw khdm phd mdt diéu gi § chinh ho

+ Mu6n lam ré mot didu gi

+ Mu6n ki€m sodt cudc néi chuyén hoic chuyén sang mot van dé khac

- Céu héi chuyén tiép. Tic 1a cAu hdi bit diu vdi chit “thé con” d€ chuyén sang
dé tai khac. Vidu : “th€ con van dé diéu kién 1am viéc thi sao ?”

- Cau héi yéu cau lam ré thém vén dé : & day don thuin ban chi lip lai nhitng tir
cudi cling clia ciu trd 15i clia ddi tugng d€ biét rd hon van dé.

A Nhitng trudng hgp st dung ciu hdi tai sao
+ Can tim ra van dé hay mdi lo ngai chinh
+ CAan hi€u 16 hon

- Cdu héi tém Iugc ¥ : Sau khi nghe xong nhitng ciu trd 16i cla ddi tugng,
chiing ta tém tit lai y minh hi€u vé nhitng diéu d6i tuong mudn néi. Cau hdi c6
dang “theo toi hi€u thi anh mudn néi la . . . Phdi khong ?”. Né&u d6i tugng ddng ¥ thi
trd 13i “vang”. Con néu anh ta phd nhan thi s& gidi thich nhitng gi anh ta mudn noéi.
Thong thudng d6i tugng sé& bd sung nhitng thong tin méi.

4.4. KY NANG GIAO TIEP QUA PIEN THOAI

Trong x4 hoi hién nay, dién thoai 12 mdt phuong tién truyén thdng khong thé
thi€u dugc doi vé6i cude song con ngudi. Nhung ¢6 mot s6 ngudi vin cdm thay bi
quiy ray vi ho c6 nhitng ci dién thoai ma ho cho 1a khong ding lic, 1am xdo tron
cudc song riéng tu. VAy ban phai bi€t dung hoa véi mot phong cdch vira t&€ nhi vira
khéo 1éo khi st dung dién thoai.

Dién thoai cot d€ thdng bdo nhitng chuyén quan trong hoic khin cip, xin mot
cdi hen d€ giao dich, hdi thim ngudi than tinh hinh sifc khde ma cong viéc qui ban
nén khong thé dén nha. . . . Chd khong phai d€ néi chuyén trén trdi dusi dat. N6
tranh dugc nhitng ciu xi giao, 1& phép dai dong dé ti€t kiém thdi gian.

Trong mdi trudng cong ty, 4n tudng ndi bat nhat ma bat ky mdt doanh nghiép
nao cling mudn tao nén ndi khach hang 1a hiéu qua va chit lugng dich vu. Thong
thudng ti€p xdc dau tién vé mot chuyén 1am in 1a qua dién thoai. Nhitng ngudi goi
c6 khuynh huéng nhin dinh va ddnh gid cong ty dua trén trinh do giao ti€p cila
ngudi trd 161 dién thoai.
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Né&u ban mudn 1am 1¢i t6i da cho cong ty ctia ban, thi ban hiy tudn thd nhitng
quy tic sau diy vé viéc st dung dién thoai mot cach cdn thén :

4.4.1. Tra 1oi dién thoai :

- Hay trd 18i ngay : Néu khong qud ban, ban nén nhic mdy lén truSc hdi
chudng thit ba va c6 thé néi ngay :”Pay 1a vin phong Gidm dbc cong ty, tdi 1a thu
ky cla gidm ddc, xin nghe 6ng (ba)” hoic “Xin chio 6ng/ba ! Cdm on dng/ba da
goi t6i khach san Sunflower, Toi c6 thé gidp gi dugc cho 6ng/ba ?”. Piéu quan
trong 12 ban phai td ra ndng nhiét va quan tam.

- Néu c6 mot ngudi khach dén cuing lic ban dang c6 mot cudc hen qua dién thoai
thi c6 thé néi véi ngudi goi d€n chd mdt 1at hodic néi ring chit nita ban sé& goi lai, va
sau d6 ti€p ngudi khdch dén hét cau chuyén. Néu cudc dién thoai hét sic quan trong
thi ban hiy xin 18i ngudi khach hiy dgi mot 14t d€ ban tra 15i xong dién thoai.

- Trong trudng hop ban cin phai rdi khdi mdy dién thoai d€ trd 15i mdt cude
dién thoai khdc, thi hay xin 16i ngudi goi diu tién, va ndi véi anh ta 12 ban s& quay
lai ngay : “Xin 18i dng mdt 14t, tdi c6 mdt cd dién thoai khdc ma tdi phai trd 15i, tdi
s€& quay lai ngay”, va bdo v6i ngudi goi thit hai ngay ring ban dang dién thoai va sé
cO ging quay lai ngay, hoic tdt nhat 12 bdo anh ta 1a ban s& goi lai sau.

- C4i dep ctia ban, quan 4o cda ban, diu téc ctia ban dau c6 thé dién dat qua
dién thoai dudc, ma cdi dep G day la cach cu xt dugc danh gid bGi ngudi nghe thong
qua thdi do va giong néi ctia ban. Phai hinh dung ban dang ding néi chuyén trudc
mit ho, chit khdng phdi 1a chd khong ngudi.

- Hay phdt Am 16 rang, cAn thin, hiy md miéng ra va dirng 1am bam ling biing
trong miéng. Khong nén vira néi vira hit thudc hodc dn udng.

- P€ tranh cdc cudc goi khong can thiét, cdc vi nhu Gidm doc hoidc trudng
phong thudng c6 thu ky vin phong kiém truc dién thoai. Trudng hop ngudi goi dén
muon gip ngay cip trén cia minh, ban s& hdi y ki€n cap trén néu ddng y s& chuyén
mdy ngay. Néu dng ta khong c6 mit, ban nén nha nhin néi : “R4t ti€c 6ng An hién
khong c6 mit & day. Ong/ba c6 thé goi lai sau hoic cho toi biét tén d€ 6ng An goi
lai khi 6ng Ay trd vé vin phong”. Ban nhd dirng 4dn néi coc 16¢ khién ngudi nghe
cdm thay khé chiu nhu “Ai goi day ?”

- Nén ghi nhian day dd va ding cdc chi ti€t ma ngudi goi nhin lai : tén, ngay
gid, s6 dién thoai, ndi dung 161 nhin. Néu phdi cung cip thoéng tin cho ngudi goi,
ban nén thong bdo ding gid hen. Néu ban khong cé mit, ban nén din ngudi truc
thay ban goi lai.

4.4.2. Goi dién thoai

- Trudc khi goi dién thoai cho ai, ban cin phai ki€m tra s6 cho ding. Né&u
khong, ban sé& lam phién ngudi khac. Néu v ¥ nham sd thi can xin 16i ngay va nhe
nhang cip may.
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- Khoéng nén goi dién thoai vao diu gid lam viéc hodc sip hét gid lam viéc,
khong nén goi dién qud muodn hoic qud sém dén nha riéng (trlr trudng hop cip
bach) bdi vi ngudi dude goi khong may nhiét tinh ti€p chuyén ban dau.

- Sau khi quay xong, ban hiy kién nhin chd dgi mot khodng thdi gian cho
ngudi ta kip tra 15i. Ban hay tudng tugng ho dang & xa mdy dién thoai.

- Nhé xung danh ngay sau khi nghe bén kia nhic mdy va dé nghi dugc ti€p
chuyén véi ngudi ma ban mudn gip. Néu ding ngudi ban dinh gip thi nén di ngay
vio ciu chuyén, néu 1 ngudi khic ban c6 thé néi : “T6i 1a Lé Vin, tro 1y clia Gidm
ddc Nguyén Vin A, cdng ty Vina, xin vui 1ong dudc néi chuyén véi dng Gidm doc
Tran TAm”.

- N&u ban goi dén vin phong ma khong gip dugc ddi tugng, ban ching nén
thadn nhién cip mdy ma nén néi nhu : “Xin 6ng/ba/cd vui 10ng nhin lai 1la ¢6 . ..

A

Goi t6i. Cam on 6ng/ba/cd” hodc “Xin cdm on, toi s& goi lai 1an nita”.
4.5. KY NANG DUNG ANH MAT, NU CUOIL, CU CHf TRONG GIAO TIEP

Giao ti€p khong 15i hay hay mot s6 ngudi goi 12 giao ti€p phi ngdn ngit 12 mot
phan clia thong diép nhung khong dugc ma héa thanh tir ngit. Phin khong 18i clia
thong diép 12 mot phadn ma ta c6 xu hudng ng x& mdt cic vo thidc va né thé hién
tinh cdm va sy va thich clia ngudi glri nhanh hon phan 13i néi.

Vi du : Khi ban giao ti€p v6i ai d6 va st dung thong diép bing 16i : “Khong, t0i
khong ddng y vdi viéc @6 !”. Trong trudng hdp niy ban c6 thé :

- Lic dau

- Tritng mat nhin ngudi khdc;
- Cau may t6 vé kho chiu;

- Xua tay;

- Biu moi;

- PAm manh tay xudng ban.

Trong vi du nay cho thdy chiing ta d3 s dung cdc bd phan clia co thé dé biéu
thi thong di€p :

- Ctr chi

- Anh mit;

- Nét mit;

- Tu thé va ddng diéu

Nhitng diéu bd trén dudce st dung dé€ khing dinh thong diép di dua ra. Tuy
nhién, cdch Gng x{ niy c6 thé rat tinh t€ va khé phat hién giong nhu mot 15i néi
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thdm, mot cdi li€c nhanh t&i chi€c ddong hd deo tay. . . Nhitng vi du ki€u nhu thé
nay c6 thé thé hién nhitng cdm xtic ma ching ta mudn gidu.

Vi du : Mot nhan vién dén phong lam viéc clia ban va dua ra mot dé nghi thay
ddi phuong phap lam viéc.

Ban néi véi c¢d 4y : “Toi nghi ring y tudng cda co rat hay. Toi nhat dinh s& suy
nghi mot cach nghiém tic vé viéc 4p dung né.”
Diéu bd cla ban thi :

- Ban trdnh nhin thing viao mit co 4y;

- R& tay 1én ¢6 do;

- Ban ding quay lung lai v6i co Ay khi c6 4y dang néi.

Thong diép thuc t€ ma c6 4y nhan dugc tf cdch ng x clia ban I gi ?

Co 4y c6 thé hi€u thong diép chinh 1a : “T6i nghi d6 12 mot sang ki€n tdi va tdi
ching c6 1y do gi dé€ 4p dung chiing ca”

Ban c6 thé nhan thiy an tugng nay da dudc thé hién nhu thé nao khong ? Piéu
bo clia chiing ta doi khi lam chiing ta thit vong vi né dua ra mot thong diép hoan
toan khic véi nhitng gi chiing ta néi. Khi diéu bo mau thuin vdéi 15i néi, ching ta
thudng chi y nhiéu hon dén nhitng gi ta nhin thdy chit khong phai nhitng gi chiing ta
nghe dudc va thudng phan héi lai nhitng ing xi nhin thdy chita khong phai nhitng gi
nghe dugc.

Nhitng cdch dién dat diéu bo, cif chi tich cuc c6 thé st dung d€ thé hién su
quyét dodn trong céc tinh huéng khic nhau :

- Thuong xuyén giao tiép bang mdt. Ban c6 thé diing 4nh mit cia minh dé giao
thiép, tao moi quan hé va thé hién su quan tam.

- Cdc vé mdt biéu 10 cdm xiic. Ban cin phai st dung vé mit dé hd trg cho thong
diép clia minh. Piéu ndy c6 nghia 12 tao ra mot loat cdm xtc thong qua vé mit. Mot
ngudi hung hing thudng xuyén cé vé mit tiic gidn trong khi mot ngudi yéu dudi
thudng xuyén c6 vé miit lo ling.

- Tu thé thdng nhung thodi mdi. Piéu ndy 4p dung khi ban ditng hay ngdi. Mot
tu th€ t6t thyc sy thé hién sy tu tin, sy lanh 1gi va né ciing gitip cho ban thd va néi
mot cach dé dang.
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- Cit chi réng rdi. Ban sé& thdy ring su quyét dodn thé hién qua mot sd cit chi
nhat dinh. Vi du nhu mot cdi bit tay chic khi chao ai. N&u ban dung tay d€ gidi
thich mot diéu gi d6 thi ban c6 thé thé hién su chan thanh va trung thuc bing cich
huéng 1ong ban tay 1én trén. Ping khoanh tay truSc mit ai dé c6 thé duge hiéu 1a
dang phong thd hay rt lui.

4.6. KY NANG XU LY THAN PHIEN

~

Theo tir dién ti€ng Viét thi “than phién 12 néi ra ndi budn buc, khong vira y dé
mong c6 su ddong cdm, dong tinh”

Thuit ngit “than phién” c¢é nghia 1a “th€ hién sy tiic gidn hay khong hai long”
hoic “ti€n hanh mot sy khdng nghi chinh thic”. Phan 16n khich hang khong mudn
phan nan va kim ché rat nhi€u trudc khi néi ra di€u gi d6. Khi khach than phién thi
day c6 thé 1a do van dé thuc sy nghiém trong, hoic thudng 13 do két qua cda mot
loat nhitng su viéc xay ra dudgc tich tu lai d€n mic chi cAn mot sy viéc nao dé x4y ra
thém 13 c6 thé khién cho khich hang khong thé giit dudc binh tinh. Biét dudc cich
xt 1y than phién va gidi quyét nhitng van dé d6 nhu thé nao c6 mot y nghia hét sitc
quan trong trong qud trinh lam hai long va thda man khdch hang.

Su phan nan c6 thé hoan toan khong lién quan gi dén c4 nhan nhitng nhan vién
hoic t6i cong viéc clia ho ma chi 1a viéc khdch hang vAn mong dugc gidi quyét van
dé ctia ho dua ra.

Khé khin § day 1a viéc x& Iy phan nan cta khach hang mot cach thich hgp dé
thay cho sy that vong khich hang s& trd nén hai long va tin nhiém. D€ xi 1y nhitng
than phién tru6e tién ching ta nén hiéu tai sao khdch hang lai phan nan.

4.6.1. Tai sao khiach hang lai than phién ?

Chat lugng san phdm hodc dich vu cung cip 1a khong thé chdp nhan dugc,
khong ding véi 151 hita cia doanh nghiép khi cung cip san pham, dich vu.

Khach hang cdm thdy khong c6 ai quan tAm dén ho va chdn ndn vdi cdch ma
ho dudc doi xa.

Ho nhin dugc khong ding cdi ma ho can hodc khong ding thdi gian yéu ciu
cling nhu phdi chd dgi 1au khi giao dich. Thong thudng d6 1a do nhin vién giao dich
khong ling nghe khdch hang.

4.6.2. Khich hang ho mong doi diéu gi ?

Khi mot khdch hang phan nan ho mong muén dugc cu xif va gidi quyét cong
viéc mot cach lich su.

Ho mudn c6 dude sy phuc vu lam cho ho cdm thiy hai 1ong va c6 dugc sy tin
tudng ring chit lugng sdn pham, dich vu tuong xiing vdi nhitng gi ho bd ra.

Ho muén moi ngudi phdi cé trach nhiém va ti€n hanh bat ky mot quyét dinh
cAn thi€t nao dé€ khic phuc tinh hinh.
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Ho khong mudn phdi qua hét ngudi nay dén ngudi khic d€ c6 dudce sy gitp da.
Van dé cudi cuing 12 ho mudn c¢6 mot cudc tranh luin.

Phan nan ctia khiach hang thé hién mdt cd hoi tuyét vai hon 13 mdi de doa.
Viéc xt 1y than phién ctia khiach hang thé hién mot cd hoi d€ duy tri va thim chi
con cdi thién moi quan hé t6t dep vdi khach hang. Chi it thi nhitng than phién nhu
thé& nay ciing gitp dua lai nhitng cd hoi d€ tim hiéu thém vé nhu cau ctia khich hang
va ciing 12 d€ cai ti€n san phdm dich vu trong tuong lai. Pay 13 cd hoi dé stra chita
sai lam.

4.6.3 Than phién ctia khiach hang la co hdi hay nguy co ?

Mot diéu quan trong cin nhé vé nhitng phan nan cda khich hang chinh 13 viéc
thé€ hién mot cd hdi chit khong phai 1a mot moi de doa. Nhitng phan nan, néu dugc
ti€p nhan v6i mot thdi do ding muc va dudc nghién cttu xem xét mot cach hgp 1y,
c6 thé s& 13 mot ngudn thong tin quy gid. Ngan hiang c6 thé c¢6 dudc cd hoi d€ thay
dudc khach hang nhin nhin ngin hang va cong tac phuc vu ra sao. Nhitng thong tin
c6 dude mién phi bing cich ling nghe nhitng phan nan cta khach hang cé thé gitp
ban phuc vu t6t hon. Nhitng 15i phan nan ciing thé hién mot cd hdi gidp ban chi 16
cho khich hang ring ching ta luén ling nghe ho, quan tAm d6i véi ho, va mong
muon ho sé hai 1ong véi su phuc vu clia ngan hang.

Viéc xtt 1y thich hdp mot phan nan clia khach hang du biang 18i hodic bing vin
ban sé& tao nén 4n tugng tot clia khach hang ddi v6i ngan hang. Khi ban thanh cong
trong viéc 14y lai dudc 1ong tin ctia khach hang, thi ban cé thé khéo 1éo bién cd hoi
thanh uu thé€ ctia minh.

4.6.4. X1¥ 1y nhitng than phién ciia khach hang

Piéu quan trong 13 cdc ngan hang va giao dich vién cin phdi c6 mot quan
di€m tinh tich cuc ddi v6i than phién cia khdch hing — 1am cho su Ging hd thay cho
su chong lai. Bing cdch st dung cdch ti€p can thich hop c6 thé dat dugc mot két qua
khién cho c4 khdch hang va ngan hang c6 thé chdp nhan. Cin phat hién ra cdc diu
hiéu khong hai 1ong trudc khi ching cé thé bi€n thanh sy than phién clia khich
hang. N&u khach hang di doc hang lang d€ tim mot ai d6, hiy tim hiéu xem c6 diéu
gi x4y ra v6i ho va c6 ging gidp dd ho.

Ngudi ta thé hién sy tic gidn va thi€u binh tinh theo nhiéu cich khdc nhau va
chia khod d€ gidi quyét sy tic gian 12 nhan biét ra né sém. Sy nhan thifc dudc ring
88% ctia qud trinh giao ti€p 1a ngdn ngit khong 15i c6 thé cho chiing ta nhan biét
dudgc sy tic gian trudc khi né bung phat va c¢é thé ngin ngira duge xd xat trude khi
noé xay ra.



Bai gidng Kij ning giao tiép trong Kinh doanh . & . # . ..

Du6i day 12 mot s6 dau hiéu cla sy tifc gidn ma ban can luu ¥ :

- Khoanh tay vao - P6i chan ding

- Cii dau xudng - Bit chéo chan rdi lai ha xudng
- Nghién ring - Tay chdng nanh

- Clr dong dau dot ngot - Lién tuc nhin thing vao miit

- C6 tinh di nhanh - Nheo mit

- V@& bdn chdn didng chi y - Thai d0 khich bac

- Thé dai

Nhitng ddu hiéu bdo hiéu xung dot sip bit dau nay khd quen thudc vdi ching
ta. Nhung khong may, phan 16n chiing ta phdn tng lai mot cdch tdi té bdi vi ching
ta c0 trdnh xung dot. Chiing ta thudng nhin di chd khdc va trdnh nhin vao mit.

Nhung su Iua chon khong nhat thiét 13 giita chi€n ddu va bd chay. Néu muc
dich ctia ban 13 gidm thi€u ciing thing thi b chay la cdch t6t nhit. Tuy nhién, gidm
thi€u cing thing thin kinh va gidi quyét dudc van dé thudng ditng ddi 1ap nhau. Béi
vi viéc khdch hang tic gian khong c6 nghia 13 c4 nhan ban c6 16i. TAt cd diéu nay 1a
lam diu bét sy titc gian d6. Ban khong sai. Ban cin phdi nhin ngay ra riing hanh vi
cam xuc ki€u cha me c6 thé gidi quyét dugc néu ban c6 thé dudc sy tic gian.

Hoc cich @€ d6i ph6 v6i mot khach hang dang gian dif 12 khé khin va gy tc
ché€ kha nidng ctia ban nhim duy tri quan hé clia ngn hang véi ho, khong néi dén
viéc cdi thién thém nd, vi vay hi€u vé sy tic gian 12 diéu quan trong.

Phan 16n sy tifc gidn c6 tinh chu ky ty nhién. N6 12 mot cdm xdc tim ki€m gidi
phdp. T4t nhién 12 mot ngudi c6 thé di qua hon mot chu ky tic gidn bdi vi thuc hién
viéc thod hiép c6 thé lai gdy ra su tic gian, khi€n chu ky lai lip lai. Va ci& nhu thé.

Chu ky cam xtic

D6 16i

Phan thué
Thu gidn an thuons

\*/
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Chiing ta khong th€ loai trir hét sy tifc gidn — than phién. Chiing ta chi c6 thé
khuyén gidi 1am gidm dd di phan nio. Ching ta cAn hi€u ring tit c3 sy tifc gidn mot
12 tim ai d6 hodc vat gi d6 d€ d6 16i va hai l1a yéu ciu su cong bing; vSi cong bing
c6 nghia & diy nhu mot phian thudng. Cudi chu ky cdm xtc sé& 13 su thu gidn, qua
phuit thit thach, do d6 ngudi ta cdm gidc moi viéc dd dudc stta chita ding din.

Néu ta mudn gidi quyét cudc xung dot mang tinh xay dung, ta phai bi€t thau
hi€u nguyén tic ddu tién cia giao ti€p 1a : Tinh ky luit, 1ong mong mudn va sy kién
nhin :

1. Tinh ky luat 1a nguyén tic gitp chiing ta quen vdi ndi khé chiu. Do d6, né nhic
ta ti€p tuc con dudng hgp tic cho di c6é gip phdi nhitng thich d6 va khé khiin.
Néu khong c6 tinh ky luit ta ¢ thé liu linh lwa chon gidi phdp khidc dé chiu
hon, tir d6 gdy ra két qua khong mong dgi doi vdi ca 2 phia.

2. C6 1ong mong mudn : Ching ta mudn ¢ nhitng két qud tot dep hon thi ching ta
s& c6 dong co manh mé d€ gidi quyét than phién tich cuc.

3. Sukién nhin : ban c6 téh c6 tinh ky luat va sin 1ong duong diu trong xung dot.
Ban ciing c6 thé c6 1dong mong mudn cho nhitng gidi phap cong tic. Nhung néu
ban khong sin sing — kién nhin — thi ban rat c6 thé sé& lip lai nhitng théi quen
tai hai ct.

Su kién nhAn 1a kh3 ning s&n 1ong chd dgi. N6 doi hdi ban phdi c6 tAm quan
sat rong va hiéu ring ngudi ddi dién c6 thé chua phat trién dugce cdc k§ ning giao
t&ip hiéu qua va cin nhiéu thdi gian hon d€ hiéu van dé.

Céch tot nhat d€ d6i phé vé6i nhitng su than phién. Tic gidn hay nhitng hanh vi
cdm xtc 12 cdch xtt sy binh tinh. P4y 13 c4ch ti€p cin don gidn ho4 nhung da dugc
ki€m chiing theo huéng gidi quyét cdc xung ddt véi khach hang dé c6 1di cho ban.
Khi d6i mit vé6i sy gian gift i khdch hang, c6 ging hay thuc hién theo quy trinh sau

Quy trinh x 1Y nhitng than phién cuia khich hang

v’ Liang nghe : Khong nén cit ngang 15i. Khong nén néi “P6 khong phai 1a
phan su cda toi hoic “Ong/ba cAn phai néi chuyén vdi ngudi quan ly”. Hay dé cho
khach hang k€ lai toan bd cau chuyén.

v Xin 16i ma khong thira nhin trach nhiém : Khong nén tim cich bao chita.
Khong nén d6 16i cho ngudi khic hay phong ban khic. Hiy dé cho khach hang biét
ring nhan vién giao dich rat 14y 1am ti€c 12 da d€ cho ho phai phién long.

v Thim do. Biy gid, chu ky tifc gidn di gan két thiic. Ban c6 thé bit dau tiép
cin nguyén nhan thuc sy cia van dé. Xdc dinh trong im ling, mot cich logic, xem
cdi gi gdy ra su tiic gian. Ping ¢d ging tim ra chd sai cia khach hang d€ néi véi ho.

v Khic phuc van dé. Ty c4 nhan xi Iy than phién néu cé thé, tuy nhién nén c6
su gitip dd clia ngudi gidm st né€u van dé vudt qua pham vi trich nhiém. Pua ra cich

gidi quyét cling cAn phai biét dugc nhitng chinh sdch ctia ngan hang c6 lién quan va
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khong dua ra nhiing céch gidi quy€t ma nhan vién giao dich khong dudc phép. Can cd
ging bién khach hang khong hai Iong thanh mot vi khach hai long.
v Cam ¢n khich hang da gitip giao dich vién thdy dugc van dé.
v Ghi lai 16i phan nan: Va chuyén né t6i ngudi gidm sat hoic ngudi quéin ly.
Viéc gdi quyé&t mot cach hgp 1y su than phién s& gép phan tao nén tinh cdm tot
dep ctia khdch hang ddi v6i ngan hang. Khi giao dich vién 14y lai dudc niém tin cla

khich hang, ching ta cin t&€ nhi bi€n co hdi nay thanh mot dip d€ quang cdo vé
ngin hang.

4.7. KY NANG TU CHOI PE NGHI

That khé tir chdi khi c6 ai @6 nhd va ban gitp diéu gi, nhat 13 ldc ban khong
ranh. Ban mudn tir chdi nhung khong bi€t néi sao cho ngudi kia khong phat long,
ma ciing &€ minh khdi 4y ndy. Cang khé tir chdi hon khi ban 12 ngudi “ca né”. C6 1&
ti€ng khé néi nhat 1a néi . . .”’Khong”. DE tinh qu4 thi bi coi thudng hoic bi 1¢i dung,
ma khé qué thi bi ché ghét. Ciing c6 Iic ban cin phdi can ddm va thing thin tir
ch6i, nhung van phdi khéo 1éo va t&€ nhi. PAy 13 nhitng diéu nén va khéng nén khi tir
chdi dé nghi :

- Hay nhay bén vdi dong thdi tir chéi. Can luu y mic do than thi€t cia moi
quan hé va cach tir ch6i. Nhd viy ma ban kha di quyét dinh nén Iam gi. Hay can
nhic mic dd dnh hudng cua sy tir chdi d6i v6i moi quan hé (ban be, than thudc,
cong viéc. . .)

- Biét ré viéc dugc nho. Ching ta c6 thé quyét dinh ngay ma lai khong biét
“lugng” stic minh c6 gift diing 15i hita hay khong. Tuy nhién, tif chdi thang thitng thi
lai kém t& nhi. Hiy “hodn binh” mot lic dé chon tir ngif, giong néi va thé ngir cho
hdp 1y d€ trdnh cing thang cho c3 hai.

- Pdnh gid yéu cau. Hiy cAn nhic chi tiét va linh vuc dugc yéu cdu. C6 ging
tim mot thda hiép d€ dep long ddi bén. Ban c6 thé phan tich dé gilip ngudi kia hi€u
16 hic dé nghi cach gidi quyét khdc. Nhu vay 1a ban di thé hién sy cdm thong va
chia sé véi ngudi kia.

- Xdc dinh khd ndng. Trude khi tir chdi, hdy xédc dinh 13 ban khong thé thda man
yéu ciu ctia ho, vi ban khong di kh3 niang hodc ban qud ban. Néu ding sd trudng
ma ban tif ch6i thi ban ¢6 thé mat uy tin, vi vdy ban nén cin nhic ky ludng.

- Cdm théng va hiéu biét. Bi€t ngudi va biét ta d€ tranh dnh hudng xAu t6i moi
quan hé. Hay chin thanh va xin 16i n€u ban khong thé gitip ho, ddng thdi td ra ban
ludn ling nghe, nhung vi “lyc bat tong tAm”.

- Ditng g6i tin nhdn, Email hodic 1oi nhdn. Nén gip truc ti€p hoic goi dién thoai
dé tranh hi€u 1am. N&u khong, ban c6 thé bi danh gia thap vi ho hi€u 13 ban coi
thudng ho. Gip nhau truc ti€p 1a cach tdt nhat d€ c6 thé hi€u nhau hon, khong bi
“tam sao thit bon”
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- Dimng tri hodn khi da quyét dinh. Piing d€ dén ngdy mai nhitng gi ban c6 thé
lam ngay hom nay. Qudn tinh s& 1am ban 14n lita, e ngai va khién ngudi khac hi€u
sai vé ban. Pitng quén : “Mot sy bat tin, van su khong tin”. D6 ciing 1a chinh minh
ha gid minh !

- Pumg “thé thii”. Ban khong nén td vé doc dodn hoiic ché trach ho. Hiy biét
phuc thién, nhan khuyét di€ém va cdm thong khi ddi thoai. C& chdp va bdo thd 1a céc
dong thdi dao sdu hd ngin cdch, khong thé tdi 1ap binh thudng héa.

- Ditng néi “khéng” dang khi thdo ludn. Ciling van tir chéi, nhung thay vi néi

“khong’, ban hiy diing cdch néi “nhe” hon nhu “Tdi hi€u ring . . . «, “Tdi khong
thé, vi. ...”, va nén tranh cudp 15i, ling nghe va git diu thé hién sy cAm thong.

- Ditng “thoi phong” vén dé. Hay binh tinh trudc vé tifc gian va thit vong cia
ddi phuong, chd y nhitng gi ho néi ngoai nhitng tir ngit khong dep ma ho néi. Ping
nhiém con néng clia ho hoic dirng d6 ddu vao Iira.

Bié€t ring khong dé tr chdi, nhung truc khi tir chdi, hdy dit minh vao hoan
canh cda ho va hi€u sy 4nh hudng d6i vdi ho khi ban tir chdi. Khi ho nhan th4y ban
van quan tdm va cdm thong, ho s& dé chdp nhan 13i tir chdi clia ban hon.

4.8. KY NANG GIAO DICH BANG THU TIN.
4.8.1. Céc yéu ciu va quy tic cia mot bifc thu thueng mai

Ngay nay dit nudc ta md rong clta dén nhan quan hé kinh t€, viin héa véi nuée
ngoai. Nha kinh doanh khong phéi chi ¢6 lam dn véi cac doanh nghiép trong nudc,
ma con ¢6 mdi quan hé v6i cdc doanh nghiép nu6e ngoai. Chinh vi thé nhu ciu trao
ddi thu tin cing trd nén cAp bach. Ngoai k§ ning néi va nghe, nha qudn tri ciing cin
phéi rén luyén cd k§ ning viét nita. Mudn viét mot 14 thu trong giao dich thuong
mai, ching ta cAn am hi€u mot s& quy tic cd ban va két cAu cia mot 14 thu,

a. Cdu triic ciia thu thuong mai.

Tiéu dé : Tén cong ty, Xi nghiép, dia chi, fax, dién thoai, thu sO

Ngay thdng : Ghi 10 dia danh, ngay thidng ndm

Tén va dia chi trong thu : Ghi tén va dia chi ngudi nhan thu ngay dau 14 thu

L3i chao mé diu : LJi chao mé dau trong thu thuong mai thudng 13 : Thua Quy dng/
Quy ba

No6i dung : Phan chinh quan trong cia mot 14 thu. Tru6e khi dit bit viét, ban hay tu
dat nhitng ciu hoi :

- Muc dich ctia 14 thula gi ?
- Hy vong dat dugc gi qua 14 thu nay ?
- C4ch hay nhat dé dat dudc muc dich 1a gi?
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L&i chao két thic : Giéng nhu 13i chio m§ dau, c6 tinh phong tuc va thé hién lich su
dé cham dit mot 14 thu. Ldi chao phi hop vdi ting hoan cdnh va phdi tuong xing
v6i 15i chao mé dau.

Ky tén va ghi chitc vu : Phai ludn ky tén bing but ty cia minh va biang but muc.
Khong nén ky bing didu dé tén minh. Vi né bi€u hién ngudi nhan thu khong ding
quan trong d€ ngudi viét thu phdi quan tim, dich than ky vao thu, trinh tv cda ky
tén va ghi chic vu :

- Chitic vu
- Ky tén
- Ho va tén

b. M{t s6 quy tdc cdn tudn theo khi viet mot ld thu thuong mai

- Y tf phi 16 rang, 1am cho ngudi nhin hi€u dudc théng tin va c6 thé gidi
quyét cong viéc v6i thong tin Ay.

- Thu nén di thing vao van dé&, néu bat cdc nét chinh cla van d& dinh thio
luan, néu van d€ can sy trd 15i hodc cin hang dong nhanh chéng ddp tng cic diéu
yéu cau mong ddi cia minh.

- Thu phai viét ding, chinh x4c cdc sy viéc nhat 12 vé6i cdc chi ti€t nhu ngay va
gi hoi hop, giao hang theo don dit hang, bang gid. Phii kiém tra that k§ cdc di€m
nay trude khi phat hanh.

- Thu viét phai hoan chinh, cé nghia 1a phdi c6 day dd cdc diéu kién can thiét.
Néu thu khong dat dude diéu nay thi thudng phdi trd gid vi giy ra nhitng buc doc
khong can thiét.

- C4c y trong thu phai nhit qudn vdi nhau.
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- Thu viét phai lich sy, nha nhin vi hoat dong kinh doanh dem lai 1gi nhuin cho
céc bén tham gia. Cho nén né chi c6 két qua tot dep trong bau khong khi ton trong
v hi€u biét 13n nhau. K€ c nhitng xung dot gay git ciing dudc thé hién bing 15i 1&
on ton, t& nhi.

Mau thu giao dich trong thuong mai theo tiéu chudn quoc té

SUNSHINE FLAVOURS LTD.
44 Emerald Drive, Shannon Technology Park,
Cork CO6 9TS, Republic of Irland

Mme Susanne Dufrais,
Les Gourmets du Poitou S.A.,
33, rue Mirabeau,
44000 Poitiers, France
18 January 2006
Dear Madam,

Your request for our catalogue and price list

As requested, we enclose for your attention our price list and catalogue. I should
like to take this opportunity of drawing your attention to fact that all our products
are manufactured from completely natural ingredients and that we do not utilize
any artificial additives whatsoever.

There are 213 different items in the catalogue and our prices are reasonable and
our quality is good. This is the first time that we have included Scratch’n’Sniff™
samples of our ten most popular aromas.

should you require further information, please do not hesitate to contact us. if the
undersigned is unavailable, the Sale Manager’spersonal assistant will be
delighted to assist you.

We look forward to receiving your esteemed order in due course.

Your faithfully,

J.G.O’Reilly, Sales Manager

Telex : 449801 Telephone : 021 23459
Cables : SUNSHINE, CORK
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- Thu viét phai than trong, khong dugc viét nhitng diéu ma ban thin khong nim
dudc chic chin.

Ngoai nhitng diém c6 tinh nguyén tic & trén, khi viét thu cAn lvu y may diém
sau day :

2 . A A * A, N < ~ N 2 =R A * A,
- Xéac dinh cho dudc nd1 dung can vi€t va sap x€p trong dau cic di€m can viét
theo mot moi lién hé tot nhat.

- Viét mot cdch ty nhién va viét véi giong vin phil hop véi tiing hoan canh.
- Duing tir ngit don gian, dé€ hi€u, quen thudc
- Lap dé cuong néu mudn viét thu dai.
4.8.2. C4c loai thu va cu tric
Trude khi viét 14 thu, ban can xdc dinh dugc 3 van dé sau :
- Viét 14 thu ndy nhiim dat dudc nhitng yéu cau gi ?
- Nhitng ¥ chinh va cdc y phu cta buc thu la gi ?
- Can phai sip x&p y tif theo mdt cau tric nhu th€ ndo cho hgp 1y ?

Pé€ gidi quyét 3 van dé trén, ban phai ludn ludn ¥ thic rd vé mot diéu rat quan
trong 12 ngudi doc thu sé phan tng nhu thé nao ?. Chinh y thic r6 rang vé diém nay
s& gitip tra 13i cau héi : nén td chiic sdp x&p 14 thu nhu thé nao ?

Ban hdy thit dit minh vao vi tri cla ngudi nhan thu. N&u 1a thu lién quan dén
mot tin tot 1anh, thi minh thdy vui; trdi lai minh s&€ kh6 chiu khi nhan dugc mot tin
x4u. Suy ra, thdi dd cia ngudi nhan thu sé tuong ty. Hinh dung diéu nay, d€ didm
bdo quan hé tinh ngudi qua thu tif giao dich, ban sé& c6 cdch viét thu thich hgp.

a. Viét thu logi vui vé

D6i véi lai thu vui vé hay loai té ra quan tAm, ta nén sip xé&p y tif theo ki€u suy
dién, tic 1a ¥ chinh dua 1én dau rdi thuy&t minh bing cic chi tiét. C4u tric nay dudc
st dung trong cdc lai thu sau : thu khi€u nai, thu dit hang.

Ki€u sdp x&p nhu vay c6 nhitng 1di ich sau :

- Ta viét ngay dudc cau dau ma khong phdi do du gi, ti€p d6 ta chuyén qua céc
chi ti€t cling dé dang.

- Y chinh m& du c6 tdc dung cuén hdt ngudi doc.

- PB6i véi thu bdo tin vui, ngay ciu dau ta da tao dugc tim 1y vui vé thodi m4i
ndi ngudi doc, 1am cho ho dé chip nhan doan gidi thich ti€p theo.

- Hon nifa, ngudi nhan thu sau khi d@ nim dugc y chinh & ngay ciu dau c6 thé
doc Iué6t gidi thich ti€p theo, tiét kiém dudc thdi gian.
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& Thu khiéu nai
+ Viét thu khi€u nai

Vi du, mot doi thg xay da khong l1dp ding mdy nuc néng loai 20 lit, nhu da ghi
trong hop dong, ma lai 1a loai 10 lit, khong tién cho gia dinh dong ngudi.

Ban viét thu khi€u nai cho ngudi thiu theo ki€u suy dién, bd cuc nhu sau :

- Ngay ciu dau néu bat doi héi “Xin dng vui long cho thay cdc binh nudc néng
loai 10 lit vira Iip sdng nay bing loai 20 lit”

- Sau d6 mdi vién ra cac ly do : “Vi gia dinh ching t61 dong ngudi, nén hgp
dong di ghi 16 can ldp dit loai 20 1it cho mdi phong”.

- K&t thiic bing mot 16i khen va cdm on: “Tién d6 thi cong c6 vé vugt k&
hoach; rat cAm on sy khan truong d6 cla Ong va toan kip thg xay”

Vi du : Ta hily xem bic thu khi€u nai ctia khach hang ma mot khach san nhan dudc:

Gidm doc 1é tén
Khdch san Sunflower,
Ha Noi

Thua ngai Khoa,

Téi la mot nguoi khdch nghi tai khdch san ciia ngai tit ngay 7 dén ngay 19 thdng 5
nam 2005, tai phong s6" 1023. Trong thoi gian nghi tai khdch san toi da khong thé
nao ngii duge do nhitng tiéng on tir cdc phong xung quanh va ciia thang mdy gan
cita buong téi. T6i dd thong bdo van dé nay 3 lan tdi nhén vién ciia b phdn tiép tan
nhung ho da bdo vdi téi riing viéc doi phong la khéng thé dugc do hé thong mdy tinh
trong khdch san hoat dong khéong tot.

Téi la mot khdch hang thuong xuyén ciia khdch san nhung vdi sw cu xit ldn nay, nén
trong tuong lai toi sé & tai khdch san Rainbow.

Kinh thu

Lee Loong Koon

Associated Plastics,

Hong Kong

7

+ Tr4 16i thu khi€u nai

Nha kinh doanh thudng dap tng khin truong cdc thu khi€u nai ding quy dinh,
vi diéu d6 tao nén uy tin cho chinh ho. Ciing theo ki€u suy dién :

- Ngay cau dau, khiang dinh diéu khi€u nai dang dudc ddp ng khin truong.
- Ti€p d6, gidi thich cdc hoan cdnh din dé&n thuc hién sai 1éch hop dong.

- Cu6i thu, rat cdm on da kip thdi néu van dé.
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Vi du: xem xét bic thu phiic ddp khi€u nai d6i v6i khach san Sunflower & trén.

Thua ngai Lee

Cdm on bifc thu ciia ngai cho téi biét nhitng van dé xdy ra doi vdi ngai trong thoi gian
ngai nghi tai khdch san. Téi rdt ldy lam tiéc khi duogc biét van de ma ngai da gdp phdi
va vé viéc chiing toi da khong lam duoc gi dé gitip ngai trong thoi gian ngai nghi tai
khdch san ciia chiing t6i. RO rang viéc thay doi phong khong lién quan gi dén mdy tinh
va viéc nay can dioc tién hanh cho ngai nhu mot bién phdp gidi quyét tiéng on ma ngai
da gdp phdi. Téi mudn dvoc giti téi ngai 10i xin 16i chdn thanh ciia minh.

Toi dd néi chuyén vdi cdc nhdn vién 1é tan vé thu phiic ddp ciia ngdi nhdn dvgc va toi
gio day tin rang mot su cu xit nhut vay sé khong xdy ra véi khdch hang trong tuong lai.
T6i mudn cé duge co hdi dé cho ngai biét duoc rdang chiing téi da it ra duoc bai hoc tix
nhitng sai ldm ciia minh va hy vong rdng chiing toi c6 thé thuyét phuc dugc gnai & lai chd
chiing t6i trong lan téi khi ngai dén khu vuc nay. PE thé hién thién chi ciia minh, t6i xin
duoc moi ngai mot ky nghi mién phi ba dém tai khdch san cing véi bita sdng.

Téi mong mudn dvige don tiép ngai tré lai khdch san Sunflower trong mot tuong lai gan.

Kinh thu,

Gidm doc 1é tén

V

& Thu ddt hang

Thu dit hang tao ra mot nira phan cia mot hgp déng. Nira phan con lai cla
hgp ddng do ngudi ban thé hién chip nhan, khi chuyén hang t6i cho khich hang.

+ Thu dit hang cling sip x&p ¥ tif theo ki€u suy dién, d€ thé hién sy nghiém tiic:
- Ngay cdu mé dau ding céc tir rd y : xin glii ngay .. ...

- Rdi ghi 16 chi ti€t cic hang muc, danh muc, bao gdbm ma hiéu catalogue, gid
tién, mau sic, kich cd.

- Thong bdo k€ hoach thanh todn
- Cu0i thu bay t6 hy vong s6m nhan dudc hang.

Nhiéu doanh nghiép cung cdp maiu thu dit hang in sin ngudi mua chi viéc dién
Va0, sao cho diy du chi tiét.

+ Thu xdc nhén don dat hang
Sau khi nhan dugc don dit hiang, ban c6 thé giii thu phic ddp gdm céc y chinh sau:
- Bay t6 su han hoan nhan dugc thu dit hang
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- Gi6i thiéu tém tit thém vai 15i v€ nhitng thuin 10i cia mit hang dudc chon dit.
- Li cam k&t quan tAm ngay va chu ddo dé€n hang héa dudgc dit.

- Hy vong c6 thém don dat hang khac.

Vidu:

Thua ong,

Chiing t6i han hanh nhdn dvoc don ddt hang s6 777 dé mua thép va vi mdt
hang nay cé sdn nén gdi téi éng ngay hom nay bdng tau thity. Cudc phi do
ong chiu.

Chung toi hy vong s6 hang nay sé tdi kip thoi va hdn hanh nhdn dugc cdc
don ddt hang trong tuong lai.

Tran trong

7

Vi du : thong tin vé sdn pham, gid ca, dich vu ... Thudng dudc ti€p nhin mot
céch vui v&, v6i hy vong c6 thém dip 1am dn. Tuy vay ciing c¢6 khi ho cAn nhic 16i 1&
trong thu d€ x4c dinh thdi do. Vi vy, viét thu hdi thong tin phai nghiém tic va dity
& ngay dau cau.

@ Cdc thu dé nghi cung cdp thong tin,

b. Viét thu tit loai gay cdn

Thu tir gay can 1a loai thu dem dén tin khong vui, thudng kém theo 15i tir choi.
Viét thu gay can khé hon viét thu vui vé. C4i khé khong phai 1a & chd viét sao cho
6 ¥, ma & chd 1am sao nudi dudng dudc tinh ngudi, nudi dudng quan hé 1am in.

Thu tir gay cin phai quan tAm nh4t t6i cdc 14 1€ 1am rd vi sao minh tif choi.
Cho nén trudc hét phai 1am cho ngudi doc hi€u ra vi sao bi tif chdi, réi mdi n6i dén
tin khong vui. N&u dua ngay cdi tin khong vui 1én dau, né sé lam ngudi doc doi lai,
khong thém chy y dén cédc 1y 1& kém theo.

Xét vé& ngudi viét, cdc chi ti€t 1y 1& ciing rat quan trong, phdi viét sao cho ddi
tac hiéu dugc minh. Cho nén, phdi tim c4ch viét c6 phan cudng diéu cic 1y 1&. Vi
vy, cach sip x&p y tif trong thu ki€u nay khong thé theo ki€u suy dién ma phii
theo ki€u quy nap, khong dit y chinh & diu, ma & mot doan thich hop, sau khi néi ly
1€.
@ Thu tix chdi khiéu nai

Khi do hi€u nham nhu th€ nio d6 ma mdt ngudi mua hang doi tra lai tién da
déng cho ngudi ban. Vi du, tién thué€ nhap khiu, cho 1 tinh sai, ngudi ban budc phai
cé thu tra 161 “khong”.



Bai gidng Kij ning giao tiép trong Kinh doanh . & . # . ..

Sip x€&p ¥ tif nén theo ki€u quy nap :

- M3 diu bing mdt ciu chd dé clia bic thu, nhung chua dung dén y chinh 1a
“khong”. Vi du : “T6i that su vui mirng khi biét chuyén hang dng dit, vé céc thiing
dién nau nuSc tim da dén tay 6ng sém hon du dinh 10 ngay”.

- Sau d6 trinh bay céc ly 1€, cac 16i giai thich hudng tGi y chinh 1a “khong”.

- R6i méi “khong”, nhung khong duge nhan manh y khong do.

- Va két thic bing mdt cAu néi vé quan hé 1am in ti€p dién ma khong d3 dong
gi nita dén sy tr chdi.

Can nhd lai mot nguyén tic viét thu tir giao dich thuong mai 1a nhadn manh céc
y chinh tich cuc va khong nhdn manh cdc ¥ chinh tiéu cuc.

@ Thu tir chdi mot thu ddt hang

Vi 1y do nao d6 ma doanh nghiép khong ddp ttng mot don dit hang, vi du :
doanh nghiép nay khong bdn 18, hoic dang thay ddi mot bd phan phu ting dé€ c6
mAu hang t6t hon.

Nén sip x&p ¥ tif trong thu tra 13i theo ki€u quy nap :

- X4c nhan di nhan dudc thu dit hang, “khen” kh4ch hang di chon modt miu
ma loai tot.

- Nhung thong bdo cho khach hang 1a doanhg nghiép 4p dung 161 ban hang qua dai
1y va néu 1y 1& vi sao va nhat 12 néi cdi tién Idi hon cho khéach hang khi mua qua dai 1y.

- Gi6i thiéu dia chi cia hang dai ly
- Va két thiic bing mdt cAu mang ¥ nghia tich cuc.

Vi du vé thu tir chdi don dit hang

Thua ong,

Chiing t6i han hanh nhdn duoc thu ddt hang ciia éng dé ngay 10 thdang 03 ndm
2006 dé mua 5 chiéc diéu hoa nhiét do hiéu Toshiba. Nhung vi éng néu diéu kién
giao hang qud gdp nén chiing téi rdt tiéc khong thé théa man yéu cau nay nhu van
thuong lam trong nhitng ndm trudc day.

Cdc nha mdy sdn xudt khong ddp ving kip nhu cdu vé loai mdy noi tiéng nay. Chinh
chiing toi trong thdng trudc ciing da ddat mua 20 mdy, nhung ciing dugc thong bdo
la phdi cho theo thit tu uu tién.

Téi dé nghi 6ng thit lien lac vdi cita hang mua bdn kim khi dién lanh “IDEAL” s6'.
.duong CMTS8 quén 10. Ho thuong xuyén cé khoi lugng hang ton kho 16n va cé thé
giup ong.

Trdn trong.
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c. Viét thu tiv loai thuyét phuc

Trong giao dich thuong mai, thu tir thuyé&t phuc bao gdm thu ban hang va thu
yéu cAu va thu doi ng.

# Thu bdn hang
Sdp x€&p y tit bitc thu theo ki€u quy nap, gdm 4 budc :

1. Thu hit sy chd y cia khach vao mén hang, vi du, dit cdu hdi : vi sao san
phdm cta chiing t6i dugc khich hang uu thich ? Néu mot khich hang da gii thu hdi
vé sdn phdm 4y thi khong can m§ dau nay .

2. Gi6i thiéu san phd&m va thu hit st quan tdm cia khach hang t6i sin pham doé.

3. Néu lén nhitng 1y do du sic thuyét phuc, do chd chiing ta dap ng nhitng nhu
cau clia ngudi doc.

4. Thiic ddy hang dong

Bon budc trén tao ra mot dan y c¢d ban cho nhitng 14 thu ban hang. Tuy nhién,
khong phdi cif mdi budc ching ta trinh bay trong mot doan thu. Budc (a), budc (b)
c6 thé xuit hién trong cling mot cau. Budc (c) ¢ thé cin di€m dién dat trong nhiéu
doan. Dan y gdm 4 budc nay rat thich hdp cho loai thu ban hang khong yéu cau.

Thu b4n hang khong yéu cau va thu ban hang c6 yéu ciu khic nhau. Thu ban
hang khong yéu cau Ia loai thu ma khich hang khdng c¢6 ¥ muén mong dgi nhan no.
Con thu ban hang c6 yéu cau 12 loai thu ban hang trd 13i cu hdi ctia khich hang.

Khi khdch hiang c6 yéu ciu, han ho di chd y t6i sdn phdm réi. Do vy, phan
hap din su chd y ctia ngudi doc lic nay khong quan trong 1dm. Tuy nhién, khi ching
ta khong biét rd vé& khach hang c6 thuc sy bi hap din bdi sin phdm hay chua, ching
ta khong dugc bé qua budc quan trong dau tién.

Trong bon budce nay thi budc thit ba 12 quan trong nhat, dudc dién dat qua mot
s6 doan, chit khdng phdi chi mdt hai ciu. Trong cdc doan nay can néu bit va nhan
manh cdc di€m mau chdt mot cich nhit quan. Piéu quan trong nita 12 phai néu céc
diém thuyé&t phuc mot cach khach quan. Khong dugc viét diéu gi giy sy nghi ngd,
thic mic. Vi du, dung tif so sdnh qud ddng nhu 13 “tot nhat”. Poi chd ciing cAn phai
diing 15i 1& d€ gidi thich. C6 chd thi diing 16i so sdinh mot cdch hinh anh.

Ciing can n6i dé&n gid ca, thdi gian bdo hanh va dia chi bao hanh clia sin phiam.

PE thiic ddy hanh dong, tic 12 dé€ dat dugce két qua mong mudn, thi toan 14 thu
phdi tudn ty, 16 ¥, nhat quan, cudn hit, déng thdi & doan cudi nay phai gidp cho
ngudi mua hanh dong mot cdch dé dang, vi du : goi dién thoai t6i s6 mdy, hay dién
vao mau kém theo, . . Va néi cdi 1gi nhat khi ¢c6 hang dong ngay, vi du : mua ngay
khi con ban theo gid chao hang, . .

@ Thu yéu cdu va thu doi no
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D6i véi nhitng thu yéu cau can diéu chinh mot cidch hop ly (thu yéu cau diéu
chinh 1a thu thé hién sy phan nan, khong hai long vé hiang héa dudc dit nhung
khong thdéa min yéu ciu dit ra), cic doanh nghiép hién dai déu ra sic gidi quyét
mot cich thda ddng. Mic du vy, dimg dung 15i 1& gay git trong thu yéu cau diéu
chinh, ma phdi coi trong thdi d clia ngudi nhin sao cho ngudi dé thay vui vé khi
doc thu.

Vi du : Thu khi€u nai vé hang héa kém pham chat

Thua quy ong,

Gan day chiing t6i nhdn dugc mét s6' phan nan ciia khdch hang vé biit bi
ciia quy ong. Hién nhién la bit bi da khong théa man khdch va trong mot
sO' truong hop chiing t6i da phdi hoan tién lai cho khdch.

Loai but khdch phan nan ndm trong 16 hang 1500 chiéc cung cdp theo don
dct hang s6 350. Pon ddt hang thyc hién theo mdu do nguoi dai dién ciia
coéng ty chiing téi ddt tai cong ty. Chinh ching téi so sdnh mdu biit ddt
hang véi s6 bit giao hang va thdy nhiéu cdy do khdch phan nan da khong
diing chdt luong yéu cdu. Mot sé bi chdy muc, mot s6 khdc viét khong ra
muyc. Nhitng phan nan chi lién quan tdi 16 bit néu trén. Cdc dot bt trudc
rdt théa ddang. Do dé, chiing t6i viét thu nay yéu cdu dugc trd lai s6 biit con
chua bdn dugc, tong cong la 1200 cdy va yéu cau duoc thay thé bing loai
biit c6 phdm chdt t6t ma chiing t6i van quen biét trudc day.

Tran trong.

L

D6i véi thu yéu cdu mot sy ddp dng thuin 10i, vi du mdi mot chuyén gia dén
néi chuyén tai cudc hoi thio ctia nim. Cach sip x€p y ti nén theo ki€u quy nap, di
dan titng budc tdi chli diém, ma khong nén dung 18i suy dién thudng it c6 hiéu qua.
Vi du, nén mé dau bing ciu : “Lép bdi dudng tai cong ty ching tdi rit mudn hoc vé
...“va cif vay di t6i 161 yéu cau mdt cdch tu nhién, khong can qua nhan manh.

Céc thu doi nd phdi dat dudc hai yéu ciu : Poi dude ng va gift dugc quan hé tot.
Cho nén ciing sip x&p nhu cic loai thu thuyét phuc khd, loai thu nay phdi theo c4ch
sdp x€p quy nap.

L& dé hiéu 13 khi nhan dudc thu, ngudi mic ng biét thu dé cip van dé gi rdi.
Cho nén thu nén viét ngin, khong can din nhip, khong can 18i thanh minh, viét dai
lam héng van d&, c6 khi ngudi nhan khong doc hét.

Biét ring ngudi mic ng dai ngay chua trd khong dé thanh todn ngay, nén phai
tinh t6i trinh ty gdm nhiéu thu doi ng, n€u thy th nhat khong dudc ddp dng thi gii
thu thi 2, tha 3, . .
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Viét diy thu doi ng k€ tuc nhau phdi tuin theo bén nguyén tic :

- Néu thoi han choét

- Nhip thu déu din

- Sy thdng cam

- Li 1& cting rdn dan 1én

Thdi han chét nén viét vio mot thdi gian hdp 1y, khong kéo dai. D€ thdi gian cang
dai, con ng cang day dua nhung néu gip qui con nd khong c6 kha ning xoay sé kip.

Nhip thu déu dian budc con nd phai thudng xuyén tinh t6i viéc trd ng. Thdi gian
ctia nhip thu nhu th& ndo 12 hdp 1y phai di tir kinh nghiép thuc t&€ qua céc 1an doi no.

Su thong cdm doi hdi sy sau sit diéu kién clia con ng, thé hién tinh ngudi. C6
nhiéu con ng ¢6 di 1y do chua thé thanh todn ding han. Chinh sy thong cam cu thé
tdc dong dé&n nhip thu. Phai danh dd thdi gian cho con ng chay dd tién trd ng.

L&i 1& cing rin dan 1én thé hién sy nghiém trong cda van dé néu d€ kéo dai
khodn ng. Cting rin dan 1én phai dugc hi€u cu thé theo titng d6i tugng va chinh sach
ddi xit cda cong ty. Thudng thi nén 1an ludt trdi qua 5 budc sau day :

- Nhic nhé

- Yéu cau trd nd sém

- Kéu goi ba 1an

- Khan cip

- T61 hau thu (trudc khi nhd dén phép luat)
Vi du vé thu yéu cau thanh todn

Thua ong,

Chiing t6i bdn khodin khong hiéu tai sao lai khong nhdn duoc thu tin gi ciia
ong lien quan dén bitc dién dé ngay 10 thdng 3 ndm 2006 vé sé tien 50
tréiu dong ma quy cong ty ng chiing t6i theo bdng ké ngay 10 thdng 1 viia
qua.

Chiing téi mong rdng éng gidi thich cho chiing téi ré tai sao s tien trén lai
chuwa duoc thanh todn.

Chdc rdng éng ciing dong ¥ la chiing t6i da hét sitc nhdn nai vdi quy cong
ty. Nhung chiing t6i hién nay khong con cdch nao khdc hon la phdi dp dung
cdc bién phdp can thiét dé thu hoi s6 ng thiéu ndi trén.

Chiing t6i mong sé trdnh lam viéc gi xét ra cé hai dén thanh danh va uy tin
dén quy cong ty. O thoi diém nay, chiing t6i van sdin long cho quy coéng ty
moi sy dé dai dé thanh todn sé tién trén. Véi quan diém dé chiing téi danh
cho éng thém 01 thdng nita dé c6 dii dieu kién thu xép thanh todn ng nan.

Tran trong
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Thu gy 4p luc d€ yéu cau thanh todn (1an 2)

Thua ong,

Héa don ciia chiing t6i dé ngay 10 thdng 1 qua da qud han thanh todn
dén hon 3 thdng nay va mdc di chiing toi dd nhdc nhé trong thu dé ngay
10 thdng 3, chiing t6i vén chua nhdn duogc thu hoi dm ciia Ong.

Chiing t6i rdt tiéc la phdi thong bdo cho éng ro do su lam dn thiéu tin
nhiém nay, chiing t6i phdi dn dinh mét thoi han chot la 15 ngay ké tiv
ngay hém nay dé éng lo thanh todn sé ng cho chiing toi.

Trong thoi gian nay, néu 6ng khong thanh todn s6 no thi phdi budc long
chiing t6i nho dén phdp ludt phan xit.

Chiing téi tin rdng 6ng ciing mudn trdnh nhitng phién ha ciing nhu
nhitng chi phi do cudc tranh tung gay ra.

Thanh that kinh chao.

L

4.9. KY NANG DIEN THUYET

Kh4 ning néi chuyén cia mot ngudi phan 4nh rat nhiu vé cic phim chat c4
nhan va von kién thifc clia ngudi d6. Kha ning nay sé ting cudng siic manh cho con
ngudi trong quan hé giao tiép vdi nhitng ngudi xung quanh. Ban da nhin thay ring
cung vdi long t6t nhu nhau, nhung ngudi nay néi thi moi ngudi nghe, cudi, tdn
thanh, . . , con ngudi kia néi thi moi ngudi phan doi, la 6. Tai dn néi 1a mot trong
nhitng y&u t6 gitdp nhiéu ngudi dat t6i uy quyén va dnh hudng t6i ngudi khic, mot
phan do tAm quan trong ctia thong diép ho dua ra va mdt phan do sifc manh truyén
cdm ctia cdch ho thong dat. N6 ciing da tiing 13 mot sy khing dinh quyén lanh dao
va mot biéu tugng cia quyén uy.

Kh4 ning néi chuyén trudc cdng chiing cia cyu tong thdng M§ Ronald Reagan
da thyc sy gitip dng giit vitng chi€c gh& tong thdng trong nhiéu nim lién. Nhitng bai
phdt bi€u hiing hon thuc sy di sdu vao 1ong ngudi dd 1am cho chd tich Phidel Castro
dudc dan ching trén thé€ gidi mén mo. Nha ty phi Charlie Miller da dung tai dn néi
clia minh 1am cho cdc d6i thi canh tranh phdi gép von v6i minh 1ap nén mot tap
doan cong nghiép khdng 1. Tai thuyé&t phuc moi ngudi thong qua 15i néi cia minh
dudc coi 12 mot thit vii khi rat c6 1gi, ma da s6 cdc nha chinh tri, cdc nha quan 1y va
kinh doanh hiing ao udc. L&i néi clia cdc nha lanh dao c6 thé 1am cho cAp dudi nhiét
tinh hing hdi lao ddng, nhung ciing c6 thé 1am cho ho 1 rii, buén chin. Céc nha kinh
doanh néi ning khic nhau, c6 thé thu hiit khach hang, 1am in phat dat, nhung ciing
c¢6 thé 1am cho cita hang lanh I&o, 1am in that bai. . . Do vay, cho dii sau nay khong
phai tit c4 chiing ta déu trd thanh dién gid noi ti€ng, nhung viéc nim vitng nhitng k¥
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niing néi chuyén ciing gidp cho ban giit hai nhitng thanh cdng nhat dinh trong hoat

ddng quan tri kinh doanh ctia minh.

4.9.1. Dién thuyét

a. So do vé cdc budc to chitc budi dién thuyét

Céc budc trién khai bai n6i chuyén

1. Chuén bi

Hiay biét minh

Hiy tim hi€u ngudi nghe

Trinh d9, tudi tdc, nghé nghiép, . .

Pong co, sy quan tam

2. Chuong trinh ndi dung

, . , *A e
Xdac dinh muc dich, muc ti€u cu thé

Phan dau

Quy luit cua sy chd y
Dan nhap truc tiép
Dan nhap tuong phin
Dan nhap tir tir

Nhitng cam bay

Phan noi dung

Nhitng y mau chot
Nhitng s6 liéu, vi du

Bdn ghi sin

Phan két

3. Tié€p xiic

Tém tit
Lai chic, kéu goi, khAiu hiéu
bia diém

Tinh than

Chu y ngoai hinh
Tu thé

Tiép xidc biing ngdn ngif co thé
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4. Trién khai
- Trinh bay r6 rang, c6 minh hoa
- Tiép xuc bing mit
- Giong ndi to, 10
- Tréanh cdc théi quen xau
5. Két thic

- DPing luc, khong dong dai
- Tém tit cic diém chinh
- Neéu cau hdi kiém tra
- Camon ¢t toa
b. Noi dung cdc budc

Ban hay run sg khi néi chuyén truéc ddm dong ? Tdi ciing vy va cdc nha dién
thuyé&t chuyén nghiép khdc ciing vay. Tham chi khi c6 mdt chit cing thing nhat
dinh lai 1am cho ngudi ta ¢6 thém tinh sidng tao. Tuy nhién né€u qua lo sd thi lai lam
héng bai phat biéu. Ban c6 thé 1am gidm bét sy’ cing thing bing su chuin bi.

& Hay biét minh

HAu hét moi ngudi cdm thay sd hdi, lo Au trong 1an dién thuyét dau tién. Ngudi
ta run ray, bon chon, d6 mo hoi, 1ip bip, lo ling. C6 thé ban di nghe nhiéu ngudi
phan bua “Tb6i khong bi€t n6i”, “Tdi néi kém lim”. . . ho cdm thidy kho tAm vi
khong biét dién dat nguyén vong, y ki€n, tinh cdm clia minh. Chinh tAm 1y s¢ sét d6
lam cho ho lo ling di tht, khong bi€t néi gi, liéu c6 ai cudi minh hay khong. Do
vdy, dé néi chuyén truSc cong chiing dat hiéu qua ban phai gat bd tAm 1y sg hai,
khic phuc tAm ly huéng nodi va tao ra sy thanh than, ty tin truc khi noi.

Mudn gat bd tAm 1y s¢ sét d6, ban can khic phuc cich nghi “Ta 1 trung tAm”,
vi cdch nghi nay Iam ban lo ling. Ban chua néi mit d3 dd, md dau da lac giong.
Ban dirng nghi vé minh, ma nén nghi vé ndi dung bai néi chuyén. Ngoai ra, ban
phdi c6 ging thudng xuyén diéng tru6c dim dong dién thuyét. Mot thdi gian sau
cadm gidc lo ling, sd sét d6 s& gidm dan va mat di.

- P€ dién thuyét tru6e cong ching dat hiéu qud cao, ban phai ki€m sodt chit
giong ctia minh. Cé 3 y&u td quan trong va can thiét d€ x4y dung va phat trién
nhitng th6i quen néi chuyén mot cach cé hiéu qua.

+ Su phdt 4m : bao gdm c3 viéc tao ra va thay d6i cudng d6 am thanh cila
ngudi noi. Gipng néi tot 1a giong noi ¢6 cao dd vira phdi hodc thap, khong manh qud
va chuyén tdi nhitng 4m thanh diu dang, uyén chuyén, khi dién ta cdm xic. Ngudc
lai, giong néi qué cao, qui yéu hay giong déu déu thudng rat khé nghe ddi véi moi
nguoi.
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+ Kha ning dién dat y ki€n rd rang bing 13i 1a giong néi diu dang, Iuu lodt va
vui vé. C4c nguyén nhan gdy han ch& kha ning nay thudng 13 : do cdc khuyét tat vé
ring, miéng, ludi, modi va cic cd quan khd c6 lién quan tdi viéc phdt Am.

+ Kh3 ning phat 4m chinh x4c. Cdc tir dién c6 phu chi phién 4m 14 ngudi ban
tot nhat d€ chiing ta dwa vao dé phat Aam cho chinh x4c.

- Viéc gidi thi€u chinh bdn thin minh véi ngudi nghe ciing 14 mot cach t6t nhat
dé tao ra méi quan hé tin tudng, chan thanh véi ho. Nhitng dién gid chuyén nghiép
thudng ludn thong tin cin thin cho ngudi gidi thiéu vé minh bing mot ban viét ty
gid6i thi€u chazlng han.

Nhitng dién gid néi chuyén gidi thudng cho ngudi nghe cdm thdy ring ho
khong qua dao mao, nghiém trang. Mot sy than thién c6 mifc do ludn can thiét trong
moi trudng hop. Néi chuyén trude cong chiing chinh 12 qua trinh giao ti€p mit doi
mit. Ngudi néi va ngudi nghe cing tham gia vao chudi lién ti€p cdc dong thong tin,
phan hoi, va su khéo 1éo clia ngudi néi 12 phdi tim cdch thich hop d€ gti ban thong
diép di mot cach c6 hiéu qua.

- Khi gn t6i gid dién thuyét, hdy c6 ging tao cho minh mot trang thdi hoi cing
thing mot chit, n€u nhu ban hoan toan khong cing thing chit nao. Céc dién gia
gidi bat mi ring mot chiit lo 1ing nhu vy sé& gitdp ho nhap dé dé& hon.

- Khi ditng trén dién dan, hiy c6 ging duwa mit vé phia ngudi nghe. N6 sé& lam
cho ban c¢6 thé quan st va quan tAm ti toan bd khan phong. Nhu vay viéc trinh bay
clia ban s& dudc tu nhién hon va phdn hdi tir phia ngudi nghe t6i ban ciing tich cuc
hon.

- St dung cdc phuong tién phi ngdn ngit mot cach tu nhién, va khéng nén qua
lam dung. Mot s6 dién gid c6 théi quen — ¢ néi 1a tay chin cling miia may, con mot
s6 ngudi khdc thi dudng nhu bat dong khi néi — dau hiéu clia sy s¢ hdi. Khi ban tao
cho minh mot su tu tin, thi cdc cf chi diéu b, . . cia ban s€ trd nén tu nhién.

- Hay chd y t6i viéc sdp dit buc ding d€ néi chuyén. Mot buc ditng khong chi 12
chd @€ ban dit tai liéu, ma con gitp ban gidu d6i ban tay nhitng khi mat binh tinh.

- Hay c6 ging that nhi€u vao viéc trinh bay phan mé dau va phan két thic cla
bai n6i chuyén. Mot phadn mé dau tot sé tao nén mot chi€u cau ndi dé thiét 1ap mai
quan hé giita ngudi néi va ngudi nghe. Phan két thic t8t dep sé& cling c6 chili dé cla
bai néi chuyén.

- Hay linh hoat, chi dong diéu chinh ndi dung va khoi lugng cla bai néi
chuyén tuy theo phdn tng cia ngudi nghe. Hay két thic bai néi chuyén sém con
hon ctf ti€p tuc dai dong, bat ké phan hdi tiéc cyc tir phia ngudi nghe.

- Hay xuét hién trudc cong ching mdt cich tu tin va td ra hing thi véi budi néi
chuyén.
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Néu dugc mdi néi chuyén vé dé tai nao d6 ban nén tu biét minh c¢6 nim vitng ndi
dung, c6 da tu liéu d€ trinh bay khong, hay nhan dai d€ néi loanh quanh lam mat thi
gian ngudi nghe. Con ngudi, cuong vi, thanh phan xi hdi cla ta c6 d& dugc ngudi
nghe chap nhan hay khdng ? Minh c6 phui hgp vdéi dé tai d6 hay khong ?

Thudng cit toa chi ling nghe, néu ngudi thuyét trinh ¢é uy tin. Vi vay, cdi quyét
dinh ngudi thuyét trinh c6 phit hdp dé truyén dat mot thong diép hay khong 12 sy tin
tudng cla clf toa ddi vdi 1ap trudng va trinh dd thanh thao clia ngudi thuyét trinh.

Hon nita, n€u tAm quan trong clia vin dé khong ngang tim ngudi thuyét trinh
thi s& ndy sinh sy mat tin tudng. O day ching ta c6 hai vi du, T8ng gidm doc tap hdp
cdc nhan vién lai chi d€ thong bao 13 phong vé sinh di dugc son tring, cdc nhin
vién sau khi gidi tdn s& phan van khong bi€t dng ta thuc sy mudn néi cdi gi. Hoidc
mdt nhan vién nao d6 tuyén bd nha mdy bi déng ctta, ngudi nghe s& khong tin anh
ta va doi hdi chiing ¢6.

Néu chiing ta c¢6 trdch nhiém t& chiic mot cude hop, mot budi néi chuyén, chon
lrra bdo cdo vién that phit hdp véi dé tai 1a van dé hang dau.

# Tim hi€u ngui nghe

Mot ngudi biét vé tim 1y truyén thong ludn ludn tim hi€u d6i tugng trude khi
bit dAu néi chuyén. Viéc nay cé thé dudc ti€n hanh bing nhiéu cich. Vi du xem
danh sich trich ngang clia khdch mdi, tdi du budi sinh hoat truéc néu day 1a sinh
hoat thudng kY, ti€p xtic v4i vai c4 nhan trong cl toa khi chd ddi. Cudc tim hiéu doi
tugng khong dirng & khau chuin bi ma con ti€p tuc trong lic néi chuyén bing cich
quan sit, nim bit sy phan hdi cia ho d€ ti€p tuc diéu chinh ndi dung va phuong
phdp truyén dat.

Khong phai doi tugng ngudi nghe nao ciing gidng nhau. VAiy ma van khong
théiu cdc dién gid quén mat diéu nay. Ho c hiing hon dién thuyét dd thi ma ho
biét. Ho khong quan tAm xem liéu d6i tudng ngudi nghe ctia ho c6 bit kip nhitng gi
ho néi khong. Mot nha khoa hoc cAn biét riing anh ta khong nén néi nhitng van dé
qud siu vao ky thudt chuyén mon véi doi tugng nghe khong c¢6 chuyén moén. Ho
khong thé hi€u ndi nhitng thuit ngft, phuong phdp ma anh ta dé cip t6i. Ngudc lai,
vdi ddi tugng ngudi nghe 13 dong nghiép, cdc nha chuyén mon cung linh vuc k¥
thuat anh ta khong thé s dung 16i n6i phi k¥ thuat.

Dé hiéu doi tuong nghe, chiing ta nén trd 10i mdy cdu héi dudi day :

- Quy mo (s6 luong) nguoi nghe ?

- Déi tugng nghe la ai ? Von kién thiic, hoc van, nghé nghiép, tudi tic .. cida
ho ? Ho ¢6 mdi quan tim chung nao ? Qua viéc trd 15i nhitng ciu hdi nay ban cé thé
uGc chirng dude mite do tinh t€ cia ngudi nghe.

- Thdi dé chung ctia ho d6i v6i van d€ ma ban sé trinh bay nhu thé nao ? Liéu
ban s& phai ddi dién véi loai d6i tugng nghe cé thii dd chong d6i hay dong tinh ?
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- Ddi tugng nghe nay hiéu biét vé van dé ma ban s& trinh bay nhu th& nao ? Mot
16i n6i chuyén qud don gidn véi d6i tugng ngudi nghe tinh t&, hoic mot 161 néi
chuyén qu4 tinh t&€ véi loai ddi tugng ngudi nghe don gidn déu cho thiy ngudi néi da
khong chuin b tét.

- Ngudi nghe dén vé6i budi néi chuyén ciia ban vi [y do ho thuc sy quan tim hay
d6 chi 1a mot bdt budc ? Cho du dé 1a 1y do gi di nita, ban ciing can phdi suy nghi
ring minh ludn quan tdm tdi ngudi nghe.

- Khéng gian cho budi néi chuyén s& gan giii, thAn mat hodc sé& bi lodng di 1a
do khodng cdch giita ngudi néi va ngudi nghe. Do vy phai tim hi€u khong gian cia
budi n6i chuyén nhu th& nao ? Mdi trudng yén tinh, kin ddo nhu hoi trudng nhé thi
nén noi ty mi va 1au, con ¢ moi trudng thodng nhu trong hdi trudng 16n va ngoai trdi
thi nén dién thuyét ngin gon. N&éu bau khong khi khong thuin 10i, hodc d6i phuong
khong vui vé 1im, thi nén néi ngin gon.

- Budi néi chuyén cia ban sé& dudc t6 chiic vao khodng thoi gian nao trong
ngay ? Vao khodng thdi gian nao ban cho ring ngudi nghe sé€ tinh tdo nhat ?

Pé dat dugc sy ddng diéu gifta ngudi nghe va ngudi thuyét trinh thi bai phét biéu
can phai dudc xay dung xoay quanh ngudi nghe, 14y ngudi nghe 1am trung tim. Néi
chuyén truSc cong ching d6i vdi nhitng dién gid chuyén nghiép thyc sy 13 mot cong
viéc trinh dién — ¢6 1& mot nita 12 ndi dung va mot nira 12 nghé thuat trinh bay.

Chuén bi ndi dung

Trudc khi xdc dinh ndi dung, ban cin phdi bi€t 13 minh mudn dat dugc muc
dich gi. Ban mudn néi dé€ thong tin, d€ thuyét phuc hay 1a d€ gép vui ? Ngoai muc
dich tdng quat ndy, ban cin xdc dinh nhitng muc tiéu cu thé rd rang. Vi du, muc
dich tdng qudt 13 thong tin, muc tiéu cu thé c6 thé 1a gitdp cho nhin vién nim dudgc
nhitng thay d6i mdi nhat trong luat lao dong; muc dich téng quat 13 thuyét phuc, thi
muc tiéu cu thé c6 thé 13 1am cho ngudi lao ddng ting hd minh trong cudc biu clt sip
tGi.

Muc dich cudi cling cia bai n6i chuyén 13 mot sy thay ddi ndi ngudi nghe, néu
khong dat dugc két qud nay thi viéc 1am clia ban coi nhu 13 vo6 ich. Tt nhat 1a ban
phdi dit nhitng muc tiéu cu thé ma c6 thé kiém tra dugc sau budi thuyét trinh.

Vi du: sau budi gidi thiéu san phdm méi, ban hy vong 30% ngudi nghe ky két
hdp ddng, 40% xin t6i nha mdy thio luin ti€p. Sau budi néi chuyén véi nhan vién
vé van dé ky luat lao dong, ban hy vong ¥y thitc ky luat dugc ning cao, sd vu vi
pham ky luit s&€ gidm xuong.

Sau khi x4c dinh muc tiéu, ban ti€n hanh soan thdo noi dung. Mot bai thuyét
trinh thudng dugc chia ra 1am ba phan : m& du, ndi dung chinh va két luan.
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- Phan mé dau, ngudi thuyét trinh thi€t 1ap mdi quan hé v6i ngudi nghe va c6
thé phic thdo qua nét 16n ndi dung sé& trinh bay, d€ moi ngudi chuin bi theo doi
dudc sdn sang.

0] day ban phdi nim dugc quy luat cda sy chd y 12 : sy tip trung chd y cao nhat
clia ngudi nghe dugc dién ra chi trong vong 30 gidy dau tién va 30 gidy cudi cling
ctia bai phat bi€u. Ban dau ngudi ta tp trung chid y xem bai dién thuyét néi vé cdi
gi va vio ldc sdp két thic ngudi ta tap trung dé diu sao ciing khong bd qua y chinh
clia budi néi chuyén, mic du trude dé c6 thé ching nghe gi ci. Con giita hai cao
di€m d6 thi néi chung ngudi ta chi y tuong d6i kém, thinh thodng c6 nhitng dgt séng
nhd cao tiy vao khd ning giy chd y clia bai phat bi€u. Chinh vi th& ching ta can
phai 1¢i dung nhitng thdi di€m gia ting su chd y cla cl toa. Nhitng cAu néi dau tién
can phai 16i cudén dugc ho, 1am cho ho quan tAm va thich thi. Nhitng 15i n6i diu tién
khong don thuin 12 nhidp dé€ ma con phdi gdy dugc sy quan tAm va chi€ém dudc su
cam tinh cia ngudi nghe.

C6 nhiéu ciach md bai néi chuyén, tily theo ndi dung ma ban cé thé chon mot
trong nhitng cach sau day :

+ Ddn nhdp truc tiép : ban nhic lai tén dé tai, n6i rd muc dich va nhiing vin dé
chinh cia bai néi chuyén. Vi du, “Kinh thua quy vi, dé tai clia chiing ta hom nay 13,
phuong phap chiét khau thuong phi&u. T6i sé trinh bay bon diém chinh sau day :

1. Nguyén tic tdng quat

2. Rui ro ctia chié€t khiu
3. C4c ddm bdo clia tin dung chiét khiu
4. Tai chiét khau

13

Bay gid toi bit ddu van dé dau tién : nguyén tic tong qudt . .. ¢

+ Dén nhdp theo 16i tuong phdn : Bai dién thuyét bit dau bing viéc nhan manh
sy mau thuin, d€ giy chd y. Vi du : “Thua cdc ddng chi, tinh hinh hién nay cda
chiing ta cuc ky diy mau thuin dugc thé hién & : Thif nht 12 chdng ta chua bao gid
ti€n gian véi cudc cach mang vd sdn qudc t& nhu bay gid, Thit hai 13 chiing ta ciling
chua bao gid 1dm vao tinh cdnh nguy kich nhu hién nay . . . “(Lé Nin toan tip, tip
37).

+ Ddn nhdp tic tix theo 167 ké chuyén : Vi du : “Vao dém gidng sinh nim 1642 &
nuéc Anh, trong mot gia dinh nghéo dd xdy ra mot canh nhén nhéo thyc su. D6 1a sy
ra ddi cia mdt cau bé, né nhd d€n mic c6 thé cho tim dugc trong chiéc ly udng
bia”. Sau d6 c6 thé kém thém vai chi tiét vé cudc ddi va su nghiép ctia ciu bé do,
va cudi cling néu tén ciu bé dé 1a Newton. Ti€p tuc, ban ti€n hanh trinh bay vé hoc
thuy€t van vat hap dan.
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+ Ddn nhdp bdng cdch ddt cdu héi : Bing cdch ndy ban c6 thé 1am cho ngudi
nghe phai chd y va suy nghi cling ban. Ngay cd mdt ngudi budn ngd nhat ciing phai
ngdi thing 1én khi gip cAu hdi.

+ Dén nhdp bdng cdch trich dédn: Mot cu trich din thich hgp c6 thé 1a mot mé
dau thd vi. Vi du : &€ md ddu bai néi chuyén vé vai tro ca gido duc, ban c6 thé
trich din : “Bdc Ho da ting néi ring “vi 1gi ich mudi nim trdng cay, vi 1gi ich trim
nim trong ngudi”, ...«

+ Dén nhdp gdy chdn déng : Khi ngudi nghe thd ¢ v6i dé tai hodc khi ho da
mét mdi kho tip trung chid ¥, ban c6 thé bit ddu bing mot 15i néi hoan toin ngugc
lai sy mong dgi clia ngudi nghe. PE bit dau dé tai gido duc trong gia dinh, ban c6
thé néi : “Gido duc 1a mot viéc 1am vo ich, va 1a hoang phi ti€n bac — trif phi né
dudc hau thuin bdi mot loai gido duc ding din trong gia dinh”.

Khi vao dé ban cin trdnh nhitng cam bay sau day :

1. Vao dé qué dai c6 thé 1am dnh hudng x4u tdi bai phat biéu.

2. Vao dé khong in nhap vdi noi dung bai néi chuyén.

3. Viao dé thi€u ty tin biing nhitng 13i bién ho. Vi du “Vi thdi gian qué gip, nén
t6i chuta chudn bi tot, ¢ gi sai s6t cdc quy vi thong cam”, hay “T6i nim khong chic
van dé nay 1dm, vay c6 1& toi chi chia sé vdi cdc quy vi mot vai y kién sau diay”.

4. Vao dé véi 16i xin 16i : “Thua cdc ban, tdi biét cdc ban dang rit mét mdi va
mudn ra vé&. To6i chi xin cdc ban it phit dé trinh bay van dé sau day”.

- Phan ndi dung, chita dung mot s tu tudng hay y kién then chdt. P6 13 nhitng
diéu ma ban mudn tim cdch an siu vao tri 6¢c ngudi nghe. PE 16i cudn duoc nguoi
nghe, nhitng y tuéng phdi dwoc xdy dung mot cdch logic. Bai phat biéu phdi dudc
phat trié€n dudi mot chudi cic luan diém va luan cit, mot ludn di€m nay xudt phat i
mot ludn di€m khdc, mot y niy xuyén sang ¥ khic véi mot logic chit ché. Su
chuyén ti€p tir y ndy sang y khac cin phdi thuc hién mot cdch cin than dé€ khdi mat
su mach lac cia cdu chuyén.

Pé hd trg cdc diém chinh ban c6 thé s dung mot vai vi du, phuong phdp hoiac
k¥ thuat dic biét d€ tao sy hi€u biét clia ngudi nghe. Cic vi du, cdc phuong phip va
cac k¥ thuat c6 thé bao gém :

+ Cdc 56 lieu théng ké : Ban da c6 céc sO liéu thong ké hoic cédc s6 liéu dinh
huéng d€ hd trg cho cdc y kién ctia ban chua ? Vi du : Y kién cho riing cic nudc
phét trié€n quan tAm dén viéc quing cdo rit 16n phai dugc minh hoa bing nhitng con
s6 cu thé : nim 1993 My chi ra 120 ty USD cho quang cdo, Phdp chi 60 ty France,
Nhat Ban chi hét 4000 ty Yén. Né&u c6 nhiéu s6 liéu, ban can phai c6 bang biéu, c6
sd dd minh hoa.

+ Cdc giai thogi : ching 13 nhitng mau chuyén ngin, thong thudng néi vé mot
cd nhan ndo d6 c¢6 ¥ nghia va hip din ngudi nghe, ma ban c6 thé tim thay tir sich
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bdo hoic tir thuc t&€ clia ban than vé nhitng vAn dé, ma ban dang trinh bay, sé& rit cé
gid tri thuyét phuc. Vi du, khi néi vé vai tro ctia y chi trong viéc hinh thanh tai ning
con ngudi, ban c6 thé ké vé Edison — “Ong ta lam viéc 18 ti€ng mdi ngay, 1am viéc
nhu vay cho tdi tdn 50 tudi mdi tw cho minh x4 ldng mdt chiit bing cich gidm gid
lam 30 phit mdi ngay va Edison 1am viéc nhu vay cho t6i tin 80 tudi mdi chét, dé
lai cho nhan loai hon mot ngan biing phdt minh sdng ché”.

+ Cdc 1oi trich dan : Edward R. Murrow, mot phat thanh vién ky cuu, da néi :
“Tdi ludén 1am vao tAm trang cing thing trudc khi néi. M6 hoi u6t dAm tay toi sau
mdi budi néi chuyén thanh cong”. Néu dé tai n6i chuyén cia ban vé nghé thuit néi
chuyén truéc cong chiing, thi 16i trich din trén diy ctia dng Murrow s& c6 tdc dung
thuy€t phuc y kié€n cho ring ngay c4 nhitng dién gid chuyén nghiép ciling khong
tranh khdi tAm trang cing thing trudc khi dién thuyét.

+ Cdc cdu ndi dia, nhitng cdu chuyén khoéi hai gitp cho bau khong khi dd cing
thing trong nhitng thdi di€m nhat dinh. Tuy nhién, moi c4i phai ding liéu, dd lugng.
Nhitng 161 n6i dda c6 hiéu qua va hap din ngudi nghe nhit 12 nhitng ciu néi dua
dem ngay ban than ngudi k€ ra 1am nhan vat chinh.

+ Cdc hinh dnh minh hoa : cac thudc film, nhitng bang biéu, nhitng miu vat, . .
Thudng rat hitu hiéu cho viéc minh hoa bai néi chuyén clia ban.

Trong khi dién thuyét, can chii ¥ nhitng diém sau ddy :

1. Su chd y vi quan tim cia ngudi nghe phai dugc duy tri trong sudt budi néi
chuyén bing viéc st dung tu liéu hoidc cdc vi du that sy Iy thi cdng v6i doi chiit
khoi hai nhe nhang.

2. Khi trinh bay, ban cin c6é ging dwa mit vé phia ngudi nghe. P& dé dang, ban
nén chon ra khodng 6 ngudi trong khan phong d€ quan tim va néi chuyén vdi ho.
T6t nhat nén chon 1 ngudi ngdi gitta haing gh& dau, 2 ngudi ngdi & hai bén ngodi cla
hang gh€& diu, 1 ngudi ngdi & trung tAm ctia hdi trudng va 2 ngudi ngdi & 2 gbc
ding cudi. Khi ban huéng vé nhitng vi tri ndy, dudng nhu todn bd cit toa sé& dugc 4nh
mit clia ban quan tAm tdi.

3. Hay st dung cdc phuong tién phi ngdn ngit (4nh mit, diéu b, cit chi, . . Mot
cach ty nhién, va khong nén qua lam dung.

4. Ban c6 th€ di lai khi n6i chuyén, tuy nhién nén han ché trong vong ban kinh
khodng 1 mét. Néu ban di lai qué xa s& lam xao nhing sy chi y clia ngudi nghe.

5. Ban phai néi to va ro di cho moi ngudi & cudi phong déu nghe. Piu nay ban
c6 thé kiém tra biing viéc nim bit nhitng tin hiéu tif nhitng ngudi ngdi & doé.

6. Giong néi can phai dugc thay d6i, khi trim khi bong, khi 1én khi xudng, khi
gin ting ti€ng khi Ut qua tly vao ndi dung cla tirng doan.

7. Tranh nhitng th6éi quen dung nhitng tir vO nghia trong ciu néi. Vi du : Thyc t€
13, hi€u khong, c4dc ban biét khong, phdi khong, . .
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- Trong phan két ban nhic lai nhitng di€m then chét cia ndi dung da dudc
trinh bay. Ty vao tinh chit clia bai phat bi€u ma phan cudi c6 thé chita dung 13i
chiic mirng, nhitng nhiém vu cho tuong lai, nhitng vin dé néu ra d€ ngudi nghe gii
quyét, 15i kéu goi va nhitng khau hiéu. . . Va di nhién ban cAn danh thdi gian d€ gidi
dap cdc thic mic tir ngudi nghe.

Ban can phai biét két thiic ding ldc, ding rong dai. Khi ban da ding ciu néi

“Cudi cing la .. “ thi ban chi con vai phiit nita thdi. Néu ban ti€p theo 15i néi nay
bing “Dé két thiic. . . “, va sau d6 lai “Ddy thuc sy la 1o cudi cing . . “, thi chic

han phén ng tiéu cuc clia ngudi nghe sé ting 1én dén cuc di€m.

Khi két thic ban tém tit ngdn gon nhitng di€m chinh trong bai phat bifu va
yéu cau ngudi nghe hanh dong hoic xem xét van dé theo mdt quan di€m mdi. Tuy
nhién, ban khong nén la diéu d6 mot cich qud 1o rang : “Bay gid toi tong hop
nhirng gi t61 da n61 . .

Ban c6 thé két thiic biing cdch ké mot ciu chuyén kém theo va minh hoa
nhitng di€m di dugc dua ra. C6 thé néu ra nhitng ciu hdi ki€m tra ma ldc nay ngudi
nghe khong thé tim thdy ciu tr3 18i cho ching ma ldc dau ho khong thé thiy dudc,
hodc dua ra mot sd ciu tém tit Iam sdng td dugc mdi quan hé ndi tai cia cdc diém
da dua ra trong bai phat bi€u va cudi cling, ban khong quén cdm on ngudi nghe da
chu y 1ing nghe.

4.9.2. Bdo cdo miéng va phat bi€u tiy hitng

a. Bdo cdo miéng

B4o cdo miéng khdc vdi néi chuyén trudc cong chiing & diém né khong mang
tinh chat “cong chiing”. Mot budi néi chuyén trudc cong ching duge xay dung véi
muc dich thdng tin, thuy&t phuc va gép vui, con bdo cdo bing miéng gan gidng vdi
bdo cdo bing vin ban : mot ki€u trinh bay c¢é chd ¥ nhiim thong tin hoic phan tich
thong tin.

- Phic thdo viéc trinh bay bdo cdo

Bdo cdo bing miéng khdc véi viéc ding trén dién dan ndi chuyén véi cong
chiing it ra cling § mot s6 di€m sau day :

1. C4 ngudi néi va ngudi nghe trong modt budi hop bdo cdo thudng bi€t nhau
nhiéu hon. B3i hinh thiic bdo cdo nay thudng dudc ti€n hanh trong pham vi ndi bo
clia t6 chifc.

2. Do s8 lugng ngudi nghe han ch€ hon, nén viéc trinh bay mot bdo cdo bing
miéng cé phan than mat hon so vé6i bai n6i chuyén binh thudng.

3. Trong sudt thdi gian bdo cdo bing miéng cdc ciu hdi thudng dugc dit ra
nhiéu hon.
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4. Thoi gian cho mot bdo cdo bing miéng ciing thudng it hon. Nhu vay, ban
phdi 1ap k& hoach that cin thian cho bai bdo cdo cia minh, d€ sao vin ddm bio
trinh bay day du cdc y chinh.

5. Muc dich chinh cia mdt bdo cdo bang miéng khong phdi 1a gép vui, gidi tri
ma la thong tin.

Céac bdo cdo bing miéng can phai gidi han & mic do mo ta, gidi thich va dua ra
ly 1&, chit khong nén nhan manh nhiéu t&i kiu tudng thuat va 1am xuat hién cdm xdc.
Mot dan ¥ tdng quat cho mot bao cdo bing miéng nén bao gdm cic phan sau:

+ Trinh bay phin & diu : ban nén chon cidch din nhip truc ti€p bing cich gidi
thiéu cht dé, muc dich va nhitng van dé chinh cin bdo cdo. Vi du : “Thua cdc anh,
cdc chi. Hom nay t6i xin dudc bdo cdo trudc cdc anh cdc chi vé van dé trién khai
chi&n luge khuyén mii san pham trong dip t€t Trung thu sip tdi. . . ©

+ Phan néi dung : trong phan nay, ban trinh bay cdc y chinh véi sy hd trd bdi cic
thong tin x4c thuc. O day, ban c6 thé st dung cic s6 liéu thong ké, bang bi€u, mo
hinh dé minh hoa cho nhitng 13i minh néi.

+ Phan k&t : ban ra cic két luan clia ban bdo cdo va minh hoa bing nhitng bing
chitng ndi bat nhat. Ching han, ban c6 thé két thic bing cdch, “Tém lai, theo toi thi
chiing ta c6 thé 4p dung nhitng bién phidp khuyén mainhu. ..., bdivi ...”

- St dung céc cong cu hd trg biing hinh dnh.

Céc cong cu hd trg bing hinh dnh dudc xay dyng tir rit nhi€u loai minh hoa
khac nhau, va dy ciing 12 nhitng phan hét sitc quan trong clia mot ban bdo cdo bing
miéng, bdi chiing cling ¢ thém cho thong diép bing 15i. Thong qua viéc sif dung
cong cu hd trg bing hinh 4nh, mdt dién gid sé gdy dugc 2 dnh hudng téi ngudi nghe
— tai nghe va mit thay.

Mot cau ngan ngit trung qudc c6 néi “Ké cho toi nghe, t6i sé quén. Cho téi xem,
16i c6 thé nhd. Nhung kéo téi vao cudc, téi sé hiéu” viéc sit dung cdc hinh 4nh minh
hoa sé& gidp cho ngudi nghe tham gia vio chti dé clia bai néi chuyén cling vé6i dién
gia. Hon nifa, cdc bi€u dd, hinh dnh sé& tao cho ngudi nghe c6 thé gidi quyét van dé
giao ti€p v6i ngudi néi thong qua viéc hinh thanh trong ddu minh tru6e cdc cau tra
161 cho cdc ciu hdi cia ngudi noi.

b. Phdt biéu tity hiing

Trong nhiéu trudng hdp, ban phai phat bi€u tiiy hing : 15 md man cudc hop, 15i
chio hang, tranh luin trong hoi nghi, phit biu trén ban ddm phdn . . .mudn phat bi€u
tily hitng mot cach ¢ hiéu qua, ban nén nim vitng mot sd diém chinh sau day :

- Chudn bi sdn dan y trong ddu. Ban dinh phdt bi€u nhitng gi ?. Din ching
bing nhitng s& liéu va sy kién gi ?. Trich din 15i hay ¥ dep clia ai ?. . . Cdc y phdi
dudc sdp x€p mot cdch logic, rd rang, mach lac.
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- Phdt trién ¥ tai ché. Vi khong cé su chuin bi k§ cang nén trong phat bi€u tiy
hiing viéc phat trién y ti tai chd rit quan trong . Sau khi da c6 sdn dan y trong dau
r6i, ban nén quan sit hoi trudng va clf toa, chop 14y nhitng ngudi va canh c6 lién
quan dé&n chid dé d€ tic canh vi von, so sanh. N&u ban luyén dudc ky ning tuong d6i
khé nay thi 13i phat biéu clia ban cang thém sinh dong.

- Tity co iing bién. Tinh chit cla 13i phat bi€u tiy hiing yéu cau ban phdi c6
kha ning d6i phé nhanh nhay. Vi khong dugc chuin bi, nén khi vio cudc ban c6 thé
dot nhién quén y ti. Gip nhitng trudng hdp nhu vay, ban nén cin binh tinh tng phé
linh hoat d€ xoay chuyén tinh thé.

Bién soan : Nguyén Van T huy 86
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CHUONG V
GIAO TIEP TRON.G MOI TRUON.G CONG Ty

5.1. GIAO TIEP NOI BO

Trong moi nhém, t§ chifc, doanh nghiép déu dién ra hoat dong giao ti€p. Giao
ti€p 1a chat keo gin lién nhiéu thanh phan lai vdi nhau, cho phép doanh nghiép phat
trién, phdi hop hoat dong, cho phép moi ngudi 1am viéc chung va hoan thanh nhiing
muc tiéu dé ra. Nhu vy giao ti€p c6 tinh thiét y&u cho su thanh cong cho ca cong ty.

5.1.1. C4c kénh giao ti€p chinh thic

Ludng giao ti€p chinh thic trong t5 chifc ¢6 3 kénh quan trong nhat : tir trén
xudng dudi; tir dudi 1én trén; va theo chiéu ngang — cd 3 ludng nay dudc st dung
thudng xuyén trong qué trinh giao ti€p. K&t qua nghién citu cho thiy ring thong tin bi
bién dang, bi xuyén tac khi di tir cAp dudi 1én cAp trén; hau hét thong tin bi that lac
khi di tir c4p trén xudng cap dudi; su giao ti€p theo hang ngang c6 thé gip trd ngai do
kinh dich va ghen ty gifta cic bd phan va ca nhan.

a. Giao tiép ti cdp trén xuong cap dudi

Trong nodi bo t6 chifc ban sé& gip nhiéu trudng hop giao tiép tir cap trén xudng
cAp duéi, nghia 12 thong tin tif cAp cao xudng cap thap hon, tif ngudi chli xudng cong
nhan, tir ngudi 14p k€& hoach t6i ngudi thuc hién. . .vi du, huéng dan céch thifc gii
quyét cdng viéc, nhitng nhin dinh ddnh gi4d cla ngudi gidm sit vé cach tién hanh
cong viéc clia nhan vién; nhitng tuyén bo chinh sach, huin thi, chi thi, thu thong béo,
gidi thich vé cdc muc tiéu cla t6 chic.

Ngoai cdc cudc hop ra, nha qudn tri ngdn hang con phéi tiép xidc v6i nhan
vién nhim :

- Ki€m tra viéc thuc hién cdc quyét dinh;

- P4nh gid ti€n dd thuc hién cdng viéc trong don vi d€ udn nin sai sét, dong
vién kip thdi nhitng ngudi tot viéc tot;

- P4nh gid cAp dudi vé phdm chit dao dic, ning Iyc chuyén mon, kha ning td
chic t8t cong viéc;

- Ndm bit tAm tu, nguyén vong cla titng ngudi d€ cé bién phdp gido duc,
nang dd ho.

Pé€ dat dugc cac muc dich trén, nha quén tri cAn c¢6 nghé thuit giao ti€p méi
tao dugc bau khong khi than tinh, tin tudng & nhin vién nhu giao ti€p phdi ding
muc, lich thiép, chid y ling nghe ¥ ki€n clia nhan vién, khdng nén ép budc ho bing
quyén luc, uy luc ma phdi bing uy tin thyc su. Thong thudng, cudc giao ti€p véi cap
dudi duge tién hanh nhu sau :
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- Khéi dau 1a giao ti€p xa giao, nhung ngay tit phiit ban dau nha quén tri phdi
giy dudc thién cdm cho nhan vién (chao hdi thin mat, nhi nhin, lich sy, mdJi ngdi,
mdi udng nudc), c6 thé dua ra vai cdu hoi thim vé sic khoé va gia dinh.
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- Sau d6 khéo 1éo chuyén sang ndi dung chinh, néu van dé va giai quyét van de.

- Trong qué trinh giao ti€p, ngudi quin 1y nén khuyén khich nhan vién néi 1én
y kién va tap trung ling nghe, khong nén nit 16i ho. Néu ho di chéch nodi dung, can
khéo 1€o l4i cau chuyén di ding trong tam.

D€ thanh cong trong giao ti€p véi cAp dudi doi hdi cdac nhi quan tri, kinh
doanh ngin hang can thyc hién t8t cd 8 nguyén tic cd ban sau :

1. Hay tin tudng va tin nhiém nhan tai. Tuyén chon dugc nhan tii da kho,
nhung st dung ho con khé hon. St dung con ngudi trude ti€n phdi tin tudng va ton
trong ho. Pugc ton trong va trong dung, ho sé 1am viéc hét minh. Tin vao nhan tai
va trao quyén cho ho 13 bién phdp hitu hiéu dua doanh nghiép dén thanh cong.
Gidm doc 12 ngudi quyét dinh moi van dé nhung khong ddc dodn chuyén quyén.
Nhitng vdn dé quan trong nén chung ciu y kié€n clia cAp dudi. Mot khi da thanh
nghi quyét thi giao cho cdc bd phan chifc ning thuc hién, dong thdi ton trong quyén
1gi ctia ho. Nhu thé ho mdi tich cuc phdt huy tai ning, dim nghi, ddm lam, hét long
phuc vu ngan hang.

2. Hiay dung ngudi ding. Ngudi quan tri phdi nhin thdy dudc tai ning cda
nhan vién va phai lugng tai d€ st dung, tai 16n thi giao viéc 16n, thi nhd giao viéc
nho.

3. Quan tAm dén viéc dio tao bdi dudng nhan tai. Tai ning cla con ngudi
khong phdi tu sinh ra ma 13 dugc hinh thanh, phét trién trong hoat dong va hoc tap.
Vi vdy, van dé dao tao va bdi dudng nhin tai 12 ndi dung quan trong, ngin hang
phdi c6 k& hoach dao tao bdi dudng mdi c6 dugc ddi ngii nhan lyc cao, ddp tng
dudc yéu cau clia hoat dong ngan hang trong canh tranh va hoi nhap.

4. Hay ling nghe y kién clia cdp dudi. Ling nghe mdi biét dugc tim tu
nguyén vong clia quin chiing d€ thod min ciing nhu khé khin, thuin 1¢i cda ngin
hang, bi€t dudc mic dd chinh xdc ctia quyét dinh, chinh sdch minh dua ra, 1¢i dung
dugc stc manh, tri tué cda tap thé. Cudi cuing ling nghe s& khuyén khich dugc tinh
tich cuc, sang tao cua nhan vién.

5. Hay tdn trong va quan tim dén cAp dudi. Ai cling mudn dudc ngudi khic
quan tAm va tdn trong. Né&u lanh dao ton trong va quan tim dén nhan vién va gia
dinh ho, chic chin ho s& phan khdi va sin sang lam viéc hét minh khi gidm doc
giao cong viéc cho ho.

6. Hay dén v6i nhan vién bing tdm long va trdi tim. Trong hoat dong cila
ngan hang, quan hé giita nha qudn tri véi nhan vién 12 mdi quan hé kh4 quan trong.
Do vay, trong giao ti€p, ngudi quan 1y phdi cu xif bing tAm long chan thyc. Trong
giao ti€p v4i nhan vién, phdi ting cudng moi quan hé tinh cdm, tim ly. Ddi véi
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nhan vién, ngoai ch& d6 tién ludng, can chi y ca viéc cdi thién di€u kién 1am viéc
va phic 1di nhu nghi phép, ting qua sinh nhat, chia sé budn vui, . .1am cho nhan
vién thdy &m 4p, gin bé vdi ngan hang.

7. Piing bao gid quén 13i hita, mdi khi da hita v6i nhan vién thi cAn phdi thuc
hién, cho du gép kh6 khin. Néu khong thuc hién dugc phai phdn hoi, thim chi xin
16i. C6 nhu thé méi tao dudc niém tin noi nhan vién.

8. Khen ché kip thdi, khen ché phdi ding mifc khich quan, cong bing, néu
khong sé& phan tdc dung. Tuy nhién, ngudi c¢6 thanh tich déu mudn khen truc dién,
cong khai tru6c moi ngudi. P6i v6i ngudi c6 sai 1am, khuyét diém thi nén gép y trao
ddi riéng, that ding lic, ding chd, thich hop vdi tAim trang
b. Giao tiép ti cdp dudi lén cép trén

Giao tiép tir cap dudi 1én dudc thiét k&€ d€ tao ra phan hdi vé cic hoat dong clia
t6 chifc dugc thyc hién nhu th€ nao. Nhitng ngudi lao dong & cap thap dudc mong
ddi dua ra cdc thong tin tir dudi 1én vé viéc thuc hién nhiém vu clia ho va nhitng
thuc tién ciing nhu cdc chinh sidch cia t6 chitc. Dang phd bién clia giao tiép tir dudi
1én bao gdm cdc bdo cdo, nhitng ban ghi nhé, hdp thu gép ¥, hop nhém va nhitng 15i
kéu ca phan nan, truyén miéng, . .

Giao tiép tir cdp dudi 1én trén ddc biét duoc dung dé dat 3 muc tiéu :

- P& bio cdo cong tic hay thanh tich c4 nhin, ban nganh
- P& dua ra cdc dé nghi, y kién
- P& phat huy su tham gia vao quan 1y

Ludng giao ti€p tir dudi 1én mot cach chinh xdc sé& gitip cho nha quan tri c6
dudc nhitng thong tin vé tinh cAm, nhén thidc clia cap dudi, gitp ho phat hién ra cic
nhin vién c6 tri€n vong, cdc nhan vién chim tién va chudn bi mot ludng giao ti€p
khdc tir trén xudng c6 hiéu qua hon. Péng thdi, ludng giao ti€p tir dusi 1én thudng
lam cho cp trén bi mic lira, bdi nhin chung cAp duéi s& bdo cdo cho cip trén nhitng
gi ho tin chic ring cip trén mudn nghe, chi khong phdi nhitng gi ma ho can néi.
Khi bdo cdo 1én cap trén, cdc nhan vién ciing nhin thdy nguy cd ho cé thé bi tru
dap, n€u phdi néi that tat cd moi viéc.

Mot ludng giao ti&p tir dusi 1én that dang tin ciy, néu dua vao su tin tudng 1An nhau
gitta 2 bén. Khi hai bén tin tudng 1An nhau & mot mitc do nao do, thi ho ¢ thé boc 16
chinh ban than minh va s& khdng cAm thay lo so, khi phai n6i that tit cd moi dicu.

Chiing ta cAn phdi chd ¥ t6i mot sd yé&u t& quan trong sau diy trong ludng giao
ti€p tir dudi 1én :

- Giao tié€p tir dudi 1én thuc chat 12 sy phdn hoi lai cdc dé nghi, chi thi va hanh
dong clia cap trén.
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- C4p dudi thudng bdo cdo nhitng gi, ma ho cho ring cip trén thich nghe, mic
dii thong tin d6 c6 thé khong chinh xdc.

- Giao ti€p tir duéi 1én trén dua vao 1ong tin ddi vdi cAp trén.
- Giao ti€p tir duéi 1én thudng 12 mdi de doa doi vdi cap trén.

Mot van dé€ khé khin nhdt phai vudt qua trong ludng giao tiép tir dudi 1én d6 1a
dd tin cdy, chinh xdc cia thong tin. Nhitng két quéa nghién citu cho thdy nhan vién
c6 khuynh hudéng gidu kin y kién, tu tudng va khé khin doi véi cip trén cda ho. Ho
cim thay s& gip khé khiin, néu td ra trung thuc véi cap trén; ho s¢ ring cap trén sé
coi ho 12 thi€u dodc 1ap; va ho cho ring nha qudn tri khdng thyc sy quan tim dén
nhitng khé khin ciia ho.

D€ vuot qua khé khin nay ban phdi thiét 1ap dudc moi quan hé tin ciy va cdi
md vdi cAp dudi thdy an tAm va sin sang néi that nhiéu diéu v6i ban. Ngoai ra, sau
khi nhan dugc thdng tin tit cAp dudi ghi 1én, ban phdi thim tra lai do chinh xdc cla
né. Trong qud trinh giao ti€p vdi cAp dudi ban phai té ra quan tdm tSi ho, nhitng khé
khan ctia ho.

Khi giao tiép vdi cdp trén, ban cdn chii ¥ nhitng diém sau :

- Hay tuan thd trat ty ding cAp. Mi mot t6 chic déu dudgc td chiic theo cip bic
va yéu cau moi ngudi cAn phdi tuin theo. C6 th€ ban khong hgp vdi cap trén truc
ti€p cda minh, va ban cho ring ong ta 12 ngudi kém cdi khong c6 kh3 ning gidi
quyét van dé, nhung n€u ban ma “qua mit” dng ta d€ trinh 1én cip cao hon thi sé
gip ric roi diy. Nén nhé khong duge vuot cAp trong hé thong ding cap.

- Can phai phdn hoi thudng xuyén vé viéc thuc hién cong viéc cda minh

- Hiy ti€p nhan nhitng 161 phé binh mot cdch v tw

- Hay quy trong thdi gian ctia ho. Khi cin bdo cdo, ban viéc vé6i ho, ban nén
trinh bay ngin gon, 16 rang, cu thé.

- Hiy cu xit mot cdach khéo 1éo, khdng néi xau ho, khong ché bai ho sau lung.

- Hiy hoc héi nhitng phong cdch va kinh nghiém t6t ctia ho.

c. Giao tiép hang ngang

Pay 12 ludng giao ti€p giita nhitng ngudi cling mot cAp, mot bic trong hé thong,
nhung linh vuc hoat dong khdc nhau. Trong cdc so d6 t6 chic, r6 rang khong phan
4nh quan hé hang ngang giita cdc cip. Nhung trong thyc t€ cidc quan hé nay lai 1a cd
s§ @€ dat dugc su phoi hop gitta cdc cd nhin va cdc bo phan cling cip trong td chifc,
su giao ti€p theo hang ngang 13 phuong thic chi yéu dé dat dudc sy phoi hop trong
t6 chifc.

Dong giao ti€p nay khdng ngitng trd nén quan trong khi t§ chiic tré nén rong
16n hon, phuc tap hon va dugc chuyén moén héa hon. Tuy vay, ngay trong nhitng
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cong ty nhd, giao ti€p hang ngang ciing thi€t y&u d€ phai hgp nhitng chiic ning khac
nhau bing cidch khuyén khich tin than tip thé giita dong nghiép. Nhitng trd ngai
chinh trong giao ti€p hang ngang bao gém : su biét 1ap bd phan, thi€u thdi gian va
co hoi giao ti€p, su ghen ty va kinh dich giita cdc nhém. Nhitng khé khin nay chic
chin 13 vudt qua dudc, nhat 13 khi ban nghi tdi 10i ich cla tinh thin 1am viéc tip thé;
phoi hgp cong tdc, gidi quyét khé khin, chia sé thong tin, gidi quyét tranh chap,
tdng cudng quan hé gilta cadc cd nhan.

Vé diém nay cdc nha quédn ly cin phai hi€u ring, giao ti€p khong chinh thifc
theo haing ngang ludn hién hitu trong bt cif t& chifc ndo. Giao ti€p va hanh vi khong
chinh thifc phit trién déng thdi vé6i giao ti€p va hanh vi chinh thic, cling ¢d tinh than
va thidc défy viéc thuc hién cdc cong viéc cia td chuc. Ngoai ra, n6 con dinh rd cic
quan hé giao ti€p tir trén xudng va tir dudi 1én. Theo ding nghia, giao ti€p theo
hang ngang giit chiic ning phdi hdp trong t& chiic. Cac bd phan phdi hgp céc hoat
dong cia minh dé thyc hién cdc muc tiéu nhu 13 mot diy chuyén lién tuc.

Diéu quan trong nhit can phdi nhé k§ 1a giit cho su giao ti€p dé thong sudt vi
1i ich 16n nhat clia ban va vi Idi ich 16n nhat clia cong ty ban. Nhitng ngudi tré tudi
khi bit ddu sy nghiép ctia minh thudng hay coi thudng hinh thic giao ti€p nay, vi
dong giao ti€p hang ngang khong phai 1a mot thanh phin cia mo hinh t6 chifc thong
thudng dudc ché dinh vé cong tic bdo cdo va thuong nghi.

5.1.2. Kénh giao ti€p than mat
Giao ti€p thadn mat ton tai trong moi t& chifc. Nhitng hoat dong giao ti€p nay

dudc hinh thanh tir nhitng quan hé khong chinh thitc va né vugt qua nhitng gidi han
ctia dong thong tin chinh thitc. Mot s6 dic tinh clia hoat dong giao ti€p thAn mat 1a :

- Hoat dong giao ti€p than mat 1a ty nhién trong moi t& chic va khong thé€ loai
trir giao ti€p khong chinh thdc nay. S& rat tu nhién khi ngudi lao dong trao ddi vdi
nhau vé nhitng van dé ma ho cling quan tim.

- Thong tin dugc truyén qua kénh giao ti€p khong chinh thifc c6 t6c do6 nhanh
hon so véi thdng tin duge truyén qua kénh chinh thifc.

- Thong tin phi chinh thitc ¢6 hinh thic ty nhién hon va vi th€ né ¢6 sic thuyét
phuc cao hon, dé dudc tin ciy hon thong tin chinh thic.

- Trong nhitng tinh hudng thong tin bi ki€m duyét va bi loc, thdng tin phi chinh
thifc trd nén c6 sic thuyé&t phuc manh hon.

- Thong tin phi chinh thdc thudng dé€ bi bép méo.

Giao ti€p thin mat cling mang lai nhitng 1di ich cho t6 chifc, cdc nha quan tri
thudng st dung kénh giao ti€p than mat d€ nim dugc nhitng thong tin khong chinh
thifc € b3 sung cho thong tin chinh thitc. Trong nhitng t6 chifc khdng c6 sy tin tudng
1an nhau giita cdc nha qudn tri va nhan vién thi thong tin phi chinh thic tao ra nhitng
khé khin cho t3 chiic va doanh nghiép.
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5.2. GIAO TIEP VOI BEN NGOAI
5.2.1. Giao ti€p vé6i khach hang

Trong nén kinh t& thi trudng, sy thanh bai clia mot doanh nghiép phu thudc rit
nhiéu vao khach hang. Chinh khich hang 13 ngudi trd luong cho doanh nghiép. Vi
th€ moi quyét dinh clia ban déu phai nhim vdo nhu ciu va quyén Idi clia khich
hang. BAt ki mot doanh nghiép nao ciing cian phai c6 nhitng k& hoach ti mi trong
giao ti€p v6i khach hang. Trong hoat dong ngan hang, khdch hang vira truc ti€p
tham gia vio qud trinh cung ¥ng sin phim ctia ngan hang vira truc ti€p st dung,
hudng thu sdn pham. Vi vay, khach hang 13 yé&u t& quan trong quyét dinh su thanh
bai cia hoat dong kinh doanh ngan hang hién dai. Trong giao ti€p v6i khdch hang,
ngan hang can phdi dat duoc cdc muc dich sau :

- Tim hi€u nhu ciu, mong mudn ctia khach hang d€ kip thdi thda man.

- Thong qua du ludn, déng gép ctia khiach hang d€ cii ti€n, hoan thién, ning
cao chat lugng san pham, dich vu, phong cdch giao ti€p va thdi dd phuc vu lam hai
long khach hang.

- Thong tin cho khich hang biét vé sy d6i méi clia ngan hang vé san pham,
cong nghé, . . nhim lam ting uy tin, hinh 4nh cla ngin hang va khoi diy nhitng
nhu ciu tiém 4n cia khach hang.

Pé dat duge muc dich trén, c6 nhiéu hinh thifc giao ti€p v6i khich hang trude
hét cdc nha kinh doanh ngin hang thudng tip trung d€ ning cao hinh dnh clia ngin
hang thong qua ti€p xiic truc ti€p clia nhin vién giao dich nhu nhan vién tin dung,
k& todn, ngan quy . . Ho 1a ngudi dai dién cho ngan hang, 1 hinh dnh clia ngin hang
trong mit khach hang; thi hai 12 giao ti€p clia ban 1anh dao ngin hang véi khich
hang trong nhitng hdi nghi khidch hang, hdi chg, trién 1dam vé cdc hoat dong cia
ngan hang; thi¥ ba 13 t chiic nhitng cudc tham quan ctia khach hang tai ngan hang;
thtt tw 12 s dung cdc phuong tién truyén thdng dai chiing, nhu cdc phéng sy truyén
thanh, tuyén hinh, chuong trinh quing cdo gidi thiéu sdn phAm méi; thit nim 13 t6
chic cdc cudc trién 1am, gidi thiéu sin pham. . .

Khi giao dich vé6i khach hang, ban cin phdi nhd dit tinh than phuc vu 1én hang
diu. Va can tuin thd theo mot s6 nguyén tic sau :

- Hay c¢6 trdch nhiém véi khach hang, ddp tng kip thdi cdc hgp dong, cdc nhu
cau cia ho, khong dé€ cham tré khi da hita.

- Hay thong tin cho khach hing mot cach kip thdi néu c6 chuyén chim tré vé
sdn xuat va giao hang.

- Hiy tOn trong ho, khong can thiép vao nhitng cong viéc lién quan dén nodi bo
doanh nghiép clia ho, trir khi ngudi ta yéu cau ban cho 13i khuyén.

- Khong nén td ra qud than thién, vi diéu nay khi€n cho ho c6 y tudng mudn
dugc nhitng wu dai dic biét, ma ban nén giit khodang cach hgp ly.
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- Hiy nhé ring moi khich hang déu quan trong, cho dii ho chi d&€n d€ tham
quan doanh nghiép cia ban ma thoi.

- Hay khuyén khich khach hang phan hoi thong tin vé san phdm dich vu cta
ngin hang.

5.2.2. Giao ti€p véi nha cung cap

DPé hoat dong kinh doanh c6 hiéu qua, ban khong chi phai tao ra mdi quan hé
tot dep véi khach hang, ma con phai biét duy tri mdi quan hé tudng ty véi ban hang,
cdc nha cung cAp cdc phuong tién k¥ thuat, sin phdm phan citng, phan mém clia tin
hoc, cdc don vi cung c4p dich vu thong tin, truyén tin . .. Chinh ho 1a ngudi ddm
bdo cho hoat ddng ngin hang dudc thuc hién thuin 1di, tréi chdy. Do vay khi quan
hé v6i cdc nha cung cap, cdc nha kinh doanh ngin hang phai chi y dén nhitng diéu
cd ban sau day :

- Hiy ton trong ho do d6, dirng bit ho phai chd dgi, doi v6i ho thoi gian 1a vang
bac. Va doi x{t v6i ho nhu nhitng khiach hang

- Hay bdo cho ho ngay vé bat ct sy thay d6i nao vé ngan siach, hgp ddng, k&
hoach san xuAt kinh doanh, d€ ho c6 nhitng k& hoach cia ho.

- Hiy néu ré nhitng yéu cdu cia minh bing vin bdn, gidy td cang chi tiét
cang tot.

- Hay thanh todn ding han va thé hién sy hai 1ong clia ban d6i v6i nhitng hop
ddng hoan thanh t6t.

- Hiy c4n than vé nhitng bi mat kinh doanh ctia minh, vi cdc nha cung cAp con
giao dich véi cac d6i thii khéc, va ciling dirng bao gid do hdi vé nhitng bi mat vé ddi
thd lam cho ho trg nén kho xir.

- Hay manh dan yéu cau ho cho 15i khuyén va nhiing tin téic vé tinh hinh trong nganh.
5.2.3. Giao ti€p véi cd quan chinh quyén

Bat mot doanh nghiép nao cling phdi lién hé vdi cdc cd quan chinh quyén, ké
tr khi ndp don xin phép thanh 1ap cho dén khi dudc phép hoat dong, dong thué. .
.cac doanh nghiép can phai c6 nhitng dich vu cu thé v& an ninh, trat tu va cdch chinh
sdch tai trg ctia chinh pha.

C6 nhiéu hinh thiic giao ti€p vé6i cd quan chinh quyén. Hoic 13 ban c6 thé tryc
ti€p giao ti€p vdi ho. Ching han, truc ti€p ti€p xiic vdi cac cap chi huy cdc nganh
lap phép, hanh phdp d€ tham kh3o y ki€n; thdo luan hoic trinh bay muc tiéu, quan
di€ém cta doanh nghiép; t6 chic cic budi tiéc, ti€p tin tai cd s kinh doanh dé mai
cdc dai dién chinh quyén dén tham dv, day 1a dip t6t d€ d€ nhd chinh quyén luu tAm
dén cong ty, hi€u rd thyc trang cda cong ty nhim dp dung nhitng chinh sich thué&
khéa hop 1y; c6 thé t8 chifc cdc cude viéng thim cdc cAp lanh dao chinh quyén tai
cong ty ban.
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Ban c6 thé giao ti€p gidn ti€p vdi chinh quyén bing cic bdo cdo dinh kY,
phong van bing thu tin d€ thu thap ¥ ki€n va quan diém cda gidi 1ap phdp va hanh
phdp vé cdc van dé kinh t€, thdi su, chinh sich . . .

Khi d&n cdc co quan chinh quyén d€ gidi quyét cong viéc, ban hiy cin luu y

- An miic nghiém tic, dirng sic sd hay 10e loet qua dé lam cho ngudi ta c6 ac
cdm, va n€u ban dudc hen thi hiy dén diing gio.

- M&i mot cd quan c6 quy dinh riéng clia né, vi vy ban ¢ bat binh vi né vo 1y
thi ciing dirng phdn doi kéo lai gay khé khiin cho viéc gidi quyét cdng viéc, sau dé
ban c6 thé gép y bing hop thu.

- Hay ton trong ngudi dai dién chinh quyén, nhung khong c¢6 nghia 1a ban phdi
quy luy, khdm niim 1am mat thé dién, cin giit phong thdi ding muc, in néi hoa nha.
trinh bay ngdn gon va yéu ciu ho gidi quyét theo ding chic trach clia ho.

- Hay nhd ring ai ciing mudn ngudi khdc coi minh 1a quan trong, va vi vy néu
ngudi dai dién chinh quyén cé 1am ra vé quan trong thi ban ciing hdy thong cdm, cdi
chinh 12 ban gidi quyé&t xong cong viéc.

5.2.4. Giao ti€p véi bao chi

Trong hoat dong ctia minh, d6i khi ban cling c¢6 dip gidp gd vdi bdo chi. Ky
ning ti€p xtc véi bdo chi 12 mot trong nhitng tién dé cda nha kinh doanh ngay nay.
Tao mdi quan hé tdt vdi bdo chi c6 thé ti€t kiém cho cong ty hiang ngan ddla tién
quing cdo. Ngugc lai, quan hé khong tdt vSi bdo chi c¢6 khi ban gip phéi tinh trang
x4au nhat 1a di d&€n pha sin.

Khi ti€p xidc v6i cdc nha bdo, bao gid ban ciing phdi td ra c¢di mé va lich su.
Khong nén t6 ra kho chiu va ¢6 thdi do 1dng trdnh. Hiy cung c4p ngay cho ho nhitng
thdng tin can thiét, n€u d6 khong phai la bi mat kinh doanh cla cong ty. Ban phai
c6 tdc phong nhanh nhen khi xuit hién trudc bdo chi va goi dién phic ddp ho, néu
ho cAn dén ban. B3i vi cdc nha bdo bao gid cling cAn nhitng thong tin néng hdi, nhat
12 phéng vién clia cdc bdo ngay nay, va néu ban khong kip thdi thong tin cho ho thi
ngudi ta s& tim cdch thu thap thong tin tir ngudn khic, do dé ma ban c6 thé ddnh mat
cd hdi nao dé.

Ban nén quan tAm dén viéc ti€p xidc vdi bdo chi, va hdy td ra thanh thao trong
nhitng cudc phéng van. Khi cdc nha bdo di c¢6 cdm tinh va quen 1am viéc v6i ban
roi thi ho sé& thudng xuyén gip gd va c6 c¢d hdi ho sé tdn duong ban va doanh nghiép
clia ban. Khi dugc phéng van, ban cian phdi chid y t6i cach dung ngodn tit, khong
dugc dung nhitng 13i 1& thd thi€n va cin than vé ci phdp va vin pham. Dic biét khi
trd 151 phdng van cho dai truyén hinh hay dai phdt thanh thi nhitng gi ban néi, k€ ca
nhitng tif 4p a Ap ting clia ban ciing dudc phdp nguyén ven. T6t nhat 1a trude khi trd
15i phdng van, ban nén chuin bi k§ vé cdc phuong 4n trd 13i va tip duot truSe. Khi
xudt hién tru6c 6ng kinh truyén hinh, ban cin #n mic nghiém chinh, lich su, tu thé
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dang hoang, nhin thing vio dng kinh va néi mot cch ty nhién, dirng té ra qud diéu
bo, udn éo.

Khi ti€p xtic v6i bdo chi, ban nén chuin bi nhitng gi nén néi, nhitng gi nén
khong, chit dirng d€ x3y ra tinh trang 13 sau mot hdi phdng van r6i ban mdi néi véi
nha bdo 1a “nhitng chuyén nay xin ditng viét lén bdo”. Nhitng chuyén nhu vay bao
gid ciing 1am cho phéng vién khé chiu vi mat thdi gian, vo ich. D6i véi nhitng thong
tin ma ban chua chic chdn 1im, thi ban c¢6 thé néi trudc vdi phong vién dé 1a nhitng
thong tin chua dugce thim dinh, chi d€ tham khdo ma thdi. Trong khi phdng van, ban
khong nén t4 ra nghi ngd va sd phéng vién trich din sai 15i néi ctia ban, vi diéu d6
dé 1am xtic pham dén tinh nghé nghiép ctia ho.

Khi ban mudn ding bdo mot tin tifc gi vé cong ty minh cin bién tip mot cich
cin than. Hay xem xét nhitng di€ém mau chdt trong bai bao, diéu gi lam cho ban doc
quan tim, ¢ diéu gi mdi trong bai bdo clia ban hay khong ? Va hiy dit tén bai bdo
that &n tugng d€ gy dudc su quan tAm. Khong nén gii ding nhitng tin tifc vo bd,
nham chdn, vi bién tp vién bdo chi lién tuc nhin nhin nhitng bai nhu th&€ dan dan
ho khong them chd y t6i nhitng bai bdo clia cOng ty ban nira. Va dirng bao gid yéu
cAu dugc xem bai bdo trudc khi ngudi ta in, diéu d6 ciing c6 thé cho ho bi xtc pham.

Q7
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CHUONG VI
K NANG GIAO TIEP UNG DUNG
TRONG NGAN HANG

6.1. CHIEN LUGC BAN HANG

6.1.1. Gié6i thiéu vé qua trinh mua va ban

a. Qud trinh mua

Qué trinh mua hang cda khach hang 13 qud trinh dua ra mot quyét dinh, dudc
ti€n hanh thong qua 5 giai doan : Nhin ra van dé, tim ki€m thong tin, ddnh gid cdc
lya chon, quyét dinh mua va nhitng hanh vi sau khi mua. Md hinh ndy nhin manh
ring ti€n trinh khdi dau c6 tr 1au, trude khi viéc mua dich thyc x4y ra; va c6 nhitng
hé qua kéo dai sau d6, sau khi di mua xong. N6 khuyén khich nhitng ngudi ban
hang can chd ¥ t6i todn bd qud trinh mua, hon 1a chi trong quyét dinh mua.

M5 hinh nay 4m chi ring khach hang trdi qua tat cd nim giai doan, mdi khi ho
di mua hang. Nhung trong cdc cudc mua sim thudng 1€, khdch hang b qua hodc
ngudc lai mot s§ budc trong nhitng giai doan nay. Trong dich vu ngin hang dudng
nhu khdch hang sé& trdi qua tit c3 cdc giai doan clia qué trinh mua san pham dich vu
ciia ngan hang.

Tién trinh quyét dinh cta ngudi mua

Nhéan Tim ki€m Dinh gia
thitc van thong tin cac lya

Hanh vi sau || Quyét || g
khi mua dinh mua

- Nhdn thitc vdn dé : Tién trinh mua khdi diu vé6i viéc ngudi mua nhin biét
mdt van dé hay nhu cau. Ngudi mua cdm thay c6 su khdc biét giita trang thdi thuc t&
va trang thdi v6c mudn. Nhu ciu cé thé dudc hiéu ra nhanh bdi cic kich tic bén
trong va bén ngoai.

- Tim kiém théng tin : Mot ngudi mua da nhan thic dude van dé, thi c6 thé hoic
khong thé tim ki€m thém thong tin. N&u sy thoi thic clia ngudi tiéu thy manh, va
san phdm vira y nim trong tAm tay, ngudi mua rat c6 th€ mua ngay. Bing khong,
ngudi tiéu thu don gidn chi luu giit nhu cu trong ky dc. Ngudi tiéu thu c6 thé khong
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chiu tim hi€u gi thém, tim hiéu thém mot s& van dé hoic rat tich cyc tim ki€m htong
tin lién qua d&n nhu cau.
Céc ngudn thong tin ngudi tiéu dung tim ki€m :
+ Ngudn c4 nhan : Thdng qua gia dinh, ban be, lang giéng, dong nghiép, . .

+ Ngudn thuong mai: C4c quing cdo, nhin vién ban hang, nhin vién giao dich,
dai ly, bao bi, trung bay, . .

+ Ngudn cong cong : Cac phuong tién truyén thong dai chiing, cic t6 chic, .

+ Ngudn kinh nghiém : Ti€p xiic, kh3o sit, st dung san phdm dich vy, . .

MBbi loai ngudn thong tin ¢ thé thuc hién mot chiic ning khac nhau trong viéc dnh
huéng d&én quyét dinh mua. Thong tin thuong mai thudng thuc hién chidc ning thong
b4o, va cdc ngudn c4 nhan thi thuc hién chifc ning hdp phap ho4 hodc danh gi4.

- Pdnh gid cdc lua chon : Ngudi tiéu dung st dung thong tin dé€ c¢6 su lua chon,
ddnh gid vé cdc san phdm, dich vu ddp @ng nhu cau va gidi quyét van dé cda ho.
Khach hang sé& chi ¥ téi nhitng diém sau khi ho dua ra sy lua chon ctia minh :

+ Nhitng thudc tinh thudc vé san phadm dich vu. Ho sé& chy y nhiéu nhat dén
thudc tinh ¢6 dinh d4dng d&€n nhu cau cda ho.

+ Ngudi tiéu thu sé& lién két cidc do lugng quan trong khdc nhau véi nhitng
thudc tinh tuong ng.

+ Sy tin tudng v€ nhin hiéu, uy tin clia nha cung cap.

+ Dénh gi4 1gi ich, sy hai 1ong qua cdc cip do khic nhau cila tirng thudc tinh
clia san pham.

+ Ngudi tiéu thu di dén nhiing thai do (phan dodn, thi hi€u) vé nhin hiéu khic nhau
thdng qua sy danh gia dé lua chon giita cdc sdn phadm c6 da thudc tinh va tién ich.

- Quyét dinh mua : Trong giai doan ddnh gid, ngudi mua sip x€p cac hiéu trong
cum thanh thit bic, va hinh thanh y dinh mua. Binh thudng, ngudi mua s€ mua san
phdm dugc wu ddi nhat, nhu c6 hai yé&u td ¢6 thé x4y ra giita chuyén c6 y dinh mua
va quyét dinh mua.

Céc budc giita danh gia nhitng hi &t dinh mua

Quan di€m cua
nguoi khac

Pinh gid cic Y dinh
hiéu khac nhau mua

Cic y&u to hoan
canh bat ngd
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+ Thai d6 cla ngudi khic. Quyét dinh mua clia ngudi tiéu ding ciing chiu 4nh
hudng bdi thdi d6 clia ngudi khac.

+ Céc y&u t& hoan cdnh khong ludng truée. Ngudi tiéu dung hinh thanh y dinh
mua dya tén nhitng yéu td nhu 1gi ich, gid c4, . .do sdn pham mang lai. Khi ngudi
mua sip stta hing dong, cdc y&u td hoan cinh c6 tinh chit bat ngd c6 thé xuat hién,
lam thay d8i y dinh mua.

- Hanh vi sau khi mua: Sau khi mua sdn phdm xong, ngudi tiéu ding sé
nghiém dugc mot s6 mifc dd hai 1ong hoic khong hai long. Ngudi tiéu ding ciing c6
thé thuc hién nhiéu diéu sau khi mua c6 lién hé d&€n nha cung cip. Cong viéc cla
ngudi ban hang khong két thic khi sdn phaAm di dugc mua xong, ma kéo dai dén ci
giai doan sau khi mua.

Céch mua ctia khich hiang c6 thé : Tuy hiing, theo cdch loai trif va so sdnh, sau
mdt qud trinh ra quyét dinh.
b. Qud trinh bdan

La viéc phét trién va hoan thanh quyét dinh mua, 1a viéc giip dd khach hang
gidi quyé&t mot van dé hodc ddp ¢ng nhu ciu. Bdn hang 13 budc sau cling clia mot
chudi lién tuc nhitng twong tic giita ngan hang va khich hang thong qua cdc hoat
dong trén thi trudng nhu :

- Quan hé cong chiing
- Quan hé bao chi

- Quéng cdo

- Gt th truc tiép

- P4y manh tiéu thu sdn pham (canh tranh, bdo trg, phit hd so gidi thiéu cong
ty hoiic san pham, Website, thu tin, quing cdo)
T4t c4 nhitng cong viéc nay nhim ting cudng gidi thiéu sin phdm véi cong
chiing va 1am cho ho quan tim, 1am cho nhitng khach hang tiém ning ti€n dén gan
hon thdi diém quyét dinh va mua hang.

Thudng thi nhitng ti€p xic truc ti€p, mit d6i mit gitta ngudi ban — nhan vién
giao dich vdi khach hang mang lai k&t qua bdn cao hon.

Pé€ c6 thé ban dugc ban dude hang, nhan vién ban hang phai :

+ Hiéu biét (vé khiach hang va nhu ciu cia ho, sdn phdm/ dich vu minh
dang chao hang va nganh nghé ciing nhu linh vuc c6 lién quan)

+ Dong cdm (biét dit minh trong hoan cdnh clia khach hang)

+ Tutin
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C6 kién thiic chuyén nganh

C6 thé dua ra nhitng 15i khuyén tot.

That sy quan tAm dén khach hang

Luo6n dang tin cay

C6 thé tao quan hé khich hang thich hop

Linh dong, c6 thé diéu chinh phuong thifc ti€p can cho phii hdp vdi ting
cé nhan khéach hang.

+ La ngudi bi€t chudn bi va c6 td chrc.

Qua trinh bdn hang c6 thé dugc thyc hién théng qua cic budc sau :

Chuén bi Tiép xiic Tim hiéu Gidi thiéu
74 p A 2 ~
khach hang nhu cau san pham

Két thic X1 1y nhitng

phan déi

- Chudn bi : Thanh cong trong budi ti€p cin ban hang s& cao hon néu ban “da
chuin bi trudc that t6t”. Sy thanh cong trong ban hang thudng 13 két qua clia qua
trinh tu suy siu sic. Giai doan chuidn bi c6 3 cong cu chinh :

+ Nghién citu : Lap k& hoach c6 thé suy nghi trong vai phit hodc ghi chd vai
diéu trudc khi ti€p can khach hang, hoic tranh luin thing thin véi cac ddng nghiép
nhim thdng nhit phuong thic ti€p cin tot nhat. Qua trinh nay cin tim hi€u thong tin
v€ khich hang ma minh mudn gip. Pic biét 1 nhitng thong tin gy an tugng va cho
khdch hang biét ban d4 c6 nhitng hiéu biét vé ho.

+ Dit ra muc tiéu 16 rang : Chi nhim dén viéc ban hang dugc cang nhi€u cang
tot khong gitip ban dat duge hiéu qua trong viéc ti€p can khach hang. Phii dé ra
muc tiéu phi hgp tifc 12 muc tiéu phdi bao ham nhitng y&u td sau : Cu thé, c6 thé do
ludng dugc, hgp 1y, thuc t€, dat dudc muc tiéu sau thdi gian bao 1au. Nhitng muc tiéu
1o rang sé tao ra dinh huéng cho qu4 trinh ti€p cin va phét huy tic dung.

+ Nhitng yém trg : d€ chiao hing giy 4n tugng ban nén st dung nhitng sd do,
hoidc bi€u dd (dic biét d€ minh hoa nhitng thong tin tai chinh cho 16 rang), nhitng
hinh 4nh, hd so gidi thiéu, hang miu, biing chitng, . . ciAn nhic va st dung bat ky
cong cu nao gitip cho ban nhdn manh hon thong diép mudn dién ta.

- Tiép xiic khdch hang : Giai doan nay quyét dinh dén sy thanh cong cta cudc
giao ti€p. Do d6, ngudi ban hang can phai :
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+ L&i tng x&. Hinh thanh 16i &ng x{ thich hgp cé thé gitip thoat khdi nhitng
dinh ki€n, tao nén budc khdi diu tot dep va gitp ban thé hién tét trong sudt qua
trinh ti€p can.

+ Tao sy quan tAim. Mot sy quan tAm that su, d€ nhan thiy ddi v6i khdch hang
12 mot nén ting tdt phdi dudc tao ra ngay nhitng phit dau tién.

+ Dan dit budi ti€p xidc. Khi ban di ban hang thi ban nén 13 ngudi din chuyén.
DAan dit budi chao hang theo y dinh cda minh, va phai theo cich ma khich hang
thay thich va phl hdp nhat.

C6 2 cach ti€p can véi khach hang : Ti€p can theo 1gi ich cua khdch hang va
ti€p can theo chi dan. Ti€p can theo 1¢i ich cia khdch hang thudng dugc st dung
theo : Pic tinh — vu di€m — 1gi ich nhim tim hi€u nhu ciu cua khach, nhitng dédc
tinh, uvu di€m cua khach, ca sin phdm can tién hanh ban, nhitng 1di ich cia sin
phd&m dem lai cho khidch hang va cho ta.

- Tim hiéu nhu cdu ciia khdch hang : Pay 1a giai doan cling khong kém phan
quan trong. N&u ban tim hiéu dudc nhiéu hon va diy di hon vé nhu ciu ciia khich
hang, nhitng viéc ban lam sé& c6 kha ning di ding huéng va thanh céng cao hon.
Ngudc lai, néu qud trinh tim hiu qud sd sii va di chéch huéng so vé6i d6i thii canh
tranh thi nhitng viéc ban lam s€ khé khén va it c6 cd hoi thanh cong.

Khi tim hi€u v& nhu ciu khach hang can chi y :

+ K§ ning dit cAu héi. Can st dung mot loat cAu hdi thim do, nhan manh
nhitng khia canh ndo d6 dé€ thu thap chi tiét, 15i gidi thich hodc nhitng 1y do 4n sau
nhitng cdu tr3 13i so sdi. Pong thdi cling nén dit nhitng cAu hdi m& nhim khuyén
khich khéach hang tham gia vao cudc doi thoai.

+ Biét ling nghe khdch hang. Ngudi bdn hang gidi 1a ngudi bi€t ling nghe.
Khéch hang chi muén giao thiép véi nhitng ngudi quan tam, ling nghe 1¢i ho va cé
nhiéu di€m chung véi ho.

+ Biét ti€p nhan nhu ciu clia khich hang. Luon tao cho khich hang suy nghi
ding ddn ring ban luon hoan toan dinh gia cao quan di€m cla ho va phai néi cho
khach hang biét riing ban hi€u dudc ho.

Nhu vdy, ngudi ban hang thang cdng tham khao va st dung nhitng thong tin
trong khi chao hang nhim néi rd ring ho da nim bit yéu cau ctia khdch hang.

- Gidi thiéu sdn phdm : mudn cho 15i chao hang cia ban thuyét phuc thi phai
nhim dén viéc trinh bay sdn phdm sao cho : d& hiéu, 16i cudn, va dang tin ciy. Pat
dugc 3 muc tiéu trén sé& tip hop nhitng diéu ban néi thanh 15i gisi thiéu sdn phaim
hap din nhat; muc tiéu ndo ciing quan trong va can phdi xem xét riéng mdi ci.

+ Trinh bay dé hi€u : Giao ti€p thudng dugc xem 1a diéu binh thudng. Tuy
nhién, day 12 mot viéc khé va dé giy ra hi€u 1am. Ngay c3 trao ddi don gidn nhat
ciing d& 1am cho ngudi khdc phai héi : “Y anh mudén néi gi ?” Hoidc ho khong hdi gi
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nhung thuc sy khong hi€u diéu ban néi. Téng thong Nixon ctia Hoa ky da néi “Tdi
biét rdng ban hiéu diéu ban nghi t6i da ndi, nhung téi khéng chdc la ban cé nhédn ra
rang diéu ban nghe dugc khong hdn la diéu t6i mudn néi.”

+ Gidi thiéu sdn pham mot cich 16i cudn. Khach hang khong mua sin phiam,
dich vu ma ho mua cong dung clia ching. DAy 1a nguyén tic chd chét clia giai doan
nay trong quy trinh ban. Nhu vdy, ban phai phan biét va gidi thich dugc hai khai
niém dic tinh va tién ich : dic tinh 12 sy mo t4 mdt phan, mdt y&u t6 hoidc toan bo
san phdm; tién ich 12 cong dung va 1di ich clia sdn phdm ddi v6i khach hang.

Khdch hang dé bi thuyét phuc bdi phong cdch ban hang tip trung nhiéu hon
vao cdc tién ich clia san pham.

+ Tao su tin cay. Ngudi ban hang c6 thé cung cip bing chiing mot cich cu thé
hoidc chung chung ctia sdn phdm.

Bing ching cu thé: vi du : “Mot cude thi nghiém do hi€ép hodi 6 t6 da ghi nhan
xe chay 45 ddm trén mdt galong xang”

Biing chitng chung chung : vi du : “Model ndy di xuét hién trén thi trudng cdch
day nhiéu nim va chiing t6i da ban dudc hing ngan chiéc”

Ngudi bdn hang phdi st dung cdc bing chitng nhim lam cho ngudi mua cdm
thay 13i chdo hang cla ho that sy ding tin ciy.

Trong sudt qud trinh gidi thiéu sdn phim ngudi ban hang phai si dung tot
nhitng quy tic binh thudng trong giao ti€p d€ khach hang c6 thé dé theo ddi va c6
dugc mot biic tranh tong quit.

- Xit Iy nhitng phdn doi : Su phan d6i 12 mdt phan ty nhién clia qud trinh mua
hang d€ c6 ging c6 duge thoa thuin tdt nhat. Ngudi mua hang mudn :

v' Xem xét cdi 1¢i va cdi hai song song véi nhau
v' Ap dung mot quan diém chin chin
v Lam cho ngudi ban phai néi dén nhitng thong s ky thuat

v' Dua ra nhitng nhan dinh vé cich xi Iy nhitng 15i phin doi hodc d4nh gia clia ho

véi tu cach 1a khach hang vé c4 nhan ngudi chao hang ciing nhu 18i mdi chao hang.

Trong qué trinh x{& Iy nhitng phan ddi ngudi ban hang can chd y dén nhiing diém sau :

+ Ti€p nhan nhitng 161 phdn ddi mot cdch tich cyc. Xem d6 nhu 1a dau hiéu cda
st quan tAm do d6 can hinh dung trudc nhitng 15i phdn d6i va dimg bao gid d€ cudc
d6i thoai trd thanh mot tran cdi va vi du : “N6 dit qua. . . Khong, Khong dit . . . Toi
nghi né dit. . .”

+ St dung phuong thic ti€p cin hai giai doan: tru6c khi mudn trd 15i mot 15i
phén d6i thi phdi x4c nhan né. Vi vang phd nhin sé& tao 4n tugng x4u va trong tinh
hudng bat 1gi nhat s& din dén mot tran cdi va. Do d6 trong giai doan nay can
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v" Cho khdch hang thay riing ban tin 12 ho bi€t nhin nhan van dé
v' P& ho biét riing ban khdong mudn tranh cii
v Lam cho khdch hang thiy rd ring ban da phan tng mot cdch nghiém tic
va chin chin
v' Pdng thdi c6 thdi gian d€ ban suy nghi trude khi tra 15i.
Tié€p dén chiing ta sé& xi 1y nhitng phan ddi c6 thé bao gdm :
v' Loaibd
v" Gidm nhe 4nh hudng va y nghii ctia n6
v' Thay ddi chiing theo huéng tich cuc
v' Thira nhin ring n6 12 mot trd ngai dot xuat.
Nén nhd, khach hang quyét dinh viéc mua hang dua trén ddnh gi4d chung vé
cdn can 10i hai va mot sy khac biét nhé c6 thé gianh phan thing.

+ Nhan manh mit tich cuc. Phuong thic x& 1y mot 151 phan ddi sé phat huy tdt
nhat néu ban tip trung vao miit tich cuc cling nhu tiéu cuc.

Khong nén hodng hot ma hdy binh tinh xit ly nhitng phdn d6i clia khdch hang
nhim ddm bao cho 15i gidi thiéu thuyét phuc, cling ¢ 4n tugng ban di tao ra va
long tin ban da dat dudc.

- Két thiic. Khi ngudi ban hang da khon khéo xit 1y nhitng phdn ddi cta khdch
hang thi c6 thé din téi hing dong mua hang cia ho. Giai doan nay rit quan trong
mic dit ¢6 vé dién ra nhanh chéng va ngin gon. Chinh tai thdi di€m nay ban c6 thé
raing budc mdt sy cam két, tuy nhién cling phdi hi€u va st dung ding cich. C6
nhitng phuong phép két thiic nhu sau :

+ D& nghi tryc ti€p : Nén néi thing thin : “Chiing ta théng nhat nhé ? Ong
mudn dit bao nhiéu hang ? Khi ndo bit dau giao hang

+ Yéu cau : V6i mot s6 khach hang, ban thit sy phdi yéu ciu ho cam két :
“Hay thyc hién viéc nay nhé; toi s& vi€t hod don cho dng ngay bay gid va . ..”

+ Gianh k&t qua ngay lap tic : Phai dua ra Iy do d€ khach hang quyét dinh
ngay by gid, khong dé ho do du hay chan chir : “Né&u 6ng déng y ngay bay gid toi
s& ldp dit va chay thr mdy cho 6ng ngay chiéu nay”

+ K&t thiic gy lo sg : Phuong phdp nay ngudc lai véi cdi trén vi dya trén co s
“n&u khong. . . .thi khong”: “Né&u 6ng khong thé quyét dinh ngay hom nay thi sé
khong kip thdi han dng dé ra.”

+ Chon lya : Cdi nay goi 1 cau hdi “dong y hodc dong y” : “Ba thich 20 hay 30
cdi ? Ba mudn ching t6i chia ra giao hang va thanh todn lam hai 1an khoéng ?”. Néi
cach khéc, bat ky su lua chon nao clia khdch hang ban déu c6 thé chdp nhan dudc.
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+ Tém tdt : Cach nay phi hdp vé6i qué trinh chao hang phic tap. T nhitng yéu
td tién ich ma ban c6 thé tém tit lai va khing dinh bing mot cAu don gidn : “Vay la
san phdm nay rat d& 1dp dit va s& hoat dong tot vdi thi€t bi hién c¢é ciia dng, va
nhan vién clia 6ng s& dé hoc dugc cach van hanh. Ching ta thod thuan nhé ?”

6.1.2. C4c phuong thitc ban hang déi véi dich vu tai chinh tai ngdn hang

Trong dich vu tai chinh ctia ngdn hang thi ching ta thong thudng c6 2 phudng
thiic ban hang. P6 12 phuong thifc ban truyén thdng va ban hang theo phuong phap
tu vin. Bdn hang theo phuong phdp truyén thdng 13 chi tip trung vao dé€ ban cho
xong hang hod va chuyén ngay sang ti€p can cdc khich hang ti€p theo. Ngudi ban
ki€u truyén thong khong nhay cdm véi nhu ciu thuc sy cia khiach hang. Con béan
hang theo phuong phdp tu van 12 hoat ddng ban chi trong vao tim hi€u nhu ciu cda
khdch hang va tin tudng vao thuc t&€ 12 néu nhitng nhu cau cda khich hang dudc
thod man thi khdch hang sé tu d€ nghi thuc hién giao dich.

Su khac nhau giita 2 phuong thitc ban hang
_____ Truyén théng
Tu van

v

A

Phan tich nhu cau

A

Pap tng nhu cau

z

Lap ké hoach truéc
&p can

g

K&t thic giao dich
Tiép tuc

Gidi thidu

khi ti

Ai s& 13 ngudi ban hang theo phuong phdp truyén thong va ai sé& 1a ngudi ban
hang theo phuong phédp tu vin ? Hau hét nhitng ngudi 1am dich vu ban sdn phdm
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hitu hinh 12 bdn theo phuong thifc truyén thong, cling giéng nhu nhitng ngudi ban ma
phan 16n thdi gian 1am viéc theo ch&€ @6 quin ly tip trung hay bdn hang tai nha.
Phuong thic bdn hang tu van c6 thién hudng sit dung trong céc hoat dong moi gidi
chiing khodn, bao hiém, tai chinh, ngin hang. P6i véi cdc hoat dong ban hang clia
ngan hang & Viét Nam hién nay chii y&€u van tip trung vao ban hang theo phudng
phdp truyén thong. Tic 12 nhin vién giao dich chi tip trung vao viéc cung cip cédc
san phadm don 1é cho tirng khach hang ma chua thuc hién viéc ban chéo sin phdm —
ban hang tu van.

Nhitng diém khic nhau chd yé&u giita ban truyén thdng va ban tu van la chd
nhan manh céc hoat dong do.

Séau budc clia ti€n trinh bdn hang dugc x€p trén truc hoanh khi mic do nhan manh
dugc bi€u dién trén truc tung. Midc d6 nhan manh tSt nhat nén dudc xdc dinh bing s6
lugng thdi gian ma ngudi ta st dung cho mdt budc nhat dinh trong quy trinh bdn hang.
N6 ciing phan 4nh tim quan trong cla cdc budc d6 trong qua trinh ban hang.

D6i véi phuong thifc ban hang truyén thong, & giai doan dau cda ban truyén
thdng, thanh phan. TAm Iy quan trong nhAt 13 sy bao gan. Ngudi ban hang phai gidi
thiéu ban than, bit tay tit cd moi ngudi va goi moi ngudi theo tén clia ho. Bdn hang
ki€u truyén thong khong can biét nhiéu vé sidn phadm. T4t ca nhitng thi ma ho cin 1a
tan dung co hdi va kiém soat nhip do. Trong tién trinh ban hang kiéu truyén thong
gi6i thiéu la diéu rat quan trong trong khi phan tich nhu cau bi coi nhe.

G budc ddp dng nhu cAu, ngudi ban hang kiu tuyén thong s& mat hing thd (bdi
dap dng nhu ciu khach hang c6 thé sé 1a khong thanh viéc ban hang). Do vy, ngudi
ban chi lu6t qua budc nay. Péng va két thic giao dich 1a budc ma nhan vién bdn hang
tap trung nhat. K§ thuit déng giao dich clia ho ddi héi mat thdi gian. Piéu nay cé
nghia nhu phti nhan viéc chao hang néu khich hang khong mu6n mua ngay 1ap tic.
Tiép tuc d6i v6i ngudi ban hang ki€u truyén thong sé 1a khach hang tié€p theo.

B4n hang tu van thi ludn quan tAm tu vAn dén khach hang ngay cd khi khach
hang d6 “chi xem” bdi ho nudi dudng quan hé nhiéu hon 12 két thiic viéc ban hang.
Trong bdn hang tw van, két hoach trudc khi ti€p can 1a budc cuc ky quan trong. Su
hiéu biét sau sic vé san phdm va viéc 1am nhu thé nio thod min nhu ciu khdc nhau
cua khach hang c¢6 y nghia rit 16n. Budc gidi thiéu & day cling quan trong. Nhung
ddi véi ngudi ban hang tu van thi phan tich nhu ciu bit dau déng vai trd quan trong
hon bdi ngudi ban phdi tim ra cdc loai nhu ciu din dén sy t0 md mudn biét vé€ sin
phdm. Va budc dap ting nhu cau mdi chinh 12 budc quan trong nhat trong cong viéc
clia ngudi ban hang, d6 1a gin sdn phdm vdi nhu ciu. Néu khich hang khong cin
san pham d6 thi dirng ban né. Viéc déng giao dich & diy gan nhu ngiu nhién. N&u
khdch hang cdm thiy sdn phim thod min nhu ciu cda ho, ho s& dit hang hoic
khuyén khich nhitng dé xuit chio hang. Va cudi ciing 1a budc ti€p tuc, dé qua mot
thdi gian rdi goi dién lai cho khdch hang, glii cdc thong tin lién quan qua thu, nhin
chung 12 ti€p tuc nuodi dudng quan hé.
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Khi ban 1a nhan vién ctia ngan hang, ban khong nén dua vao viéc hdi xem
khich hang c6 dit hang khong dé€ ban sin phdm ma hiy chi trong d€n nhu cau cla
khach hang. Trong kinh doanh hién dai nudi dudng quan hé chinh 1a 1y thuyét vé
hanh vi dé chié€n thing va sy quay lai cta khach hang 13 diéu then chdt. Néu ban
thic ép khich hang thi chinh ban d3 diy ho ra xa ban . .va xa ludn ngin hang cta
ban. Ban cin chd trong nudi dudng quan hé vdi khach hang hon 12 bdn hang. Piéu
nay khong c6 nghia 1a ban khong c6 trach nhiém ban nhiéu hang. Tuy nhién, néu
ban dit minh vao nhu ciu cda khdch hang, ban khong nhitng s& thanh cdng trong
kinh doanh ma con cdm thdy mot niém hiing khéi tu ban than.

Viéc tim dén véi cdc nhu cAu cia khach hang trong bdn hang tv van vé ban
chat 12 mot k§ ning. N6 bao gdm mot sy nghién cifu nghiém tic vé k§ niing giao
ti€p gifta cdc cd nhan ciing nhu 4p dung né trong viéc ban hang.

6.1.3. Chu trinh ban hang ¢ ngan hang

a. Mé dau tich cuc

Trong kinh doanh, nhit la trong linh vuc ngan hang, khdch hang 1a thugng dg,
ngudi ban sdn phim phdi hét sitc nhd nhin lich sy. BSi 1€, sdn pham ngan hang 1a
san phim tdng hgp, n6é bao gom sdn pham hitu hinh va sdn phdm vo6 hinh nhu quy
trinh phuc vu, cdch ti€p dén, vui vé, niém nd, lich sy . . . tit cd nhitng thit d6 gép
phan Iam ting thém chat lugng san phadm.

M3 déu
tich cuc
| Tao méi truéng
de‘h vi ‘fﬁq Hanh vi cGa
khéch hang khéch hang
Két thac/ Ban | __,| Xd&c dinhnhu
chuyén giao chéo cdu/co hoi
Hanh vi cia Hanh vi cla
khéch hang khach hang
- |
Hé tro
(ghi nhén;
gidi thiéu sén phdm )

Chu trinh ban hang ¢ ngin hang
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Qua giai doan ti€p xtic ban dau, khiach hang c6 4n tugng t6t hay xau vé ngin
hang, va cling chinh trong nhitng gidy phut nay, nhan vién giao dich phai nhén ra
dugc khach qua phuong phdp quan sit d€ dodn biét dugc ho mudn gi, nghi gi, cdm
tudng cda khach nhu th€ ndo vé ngan hang va dich vu. Do vy ngay tir khi khdch
hang budc chian vao ngin hang thi trong giai doan nay cin chid y :

- Khong nén dot ngdt vo vap khach. Cit dé ho tu nhién, nhung dirng dé khach
cdm thdy minh bi lac 16ng, c6 don qud 1au. Vay, phdi dén va chao khach.

- Ngay tif phiit ban dau, hiy giy an tugng tot dep vdi khich
- Nén ti&€p khach mot cach lich sy

- M6t nu cudi vui vé ludn nG trén moi.

b. Xdc dinh nhu cdau

Khdch vao ngin hang da sd ho c6 nhu cau vé cic dich vu cda ngan hang nhu :
dich vu tién g, dich vu cho vay, dich vu tu van, dich vu thanh todn . . .Tuy nhién,
ciing chua chic chin 1a ho ¢6 y dinh st dung dich vu. Vi vay, nhin vién giao dich
can phdi xdc dinh nhu ciu cta khich hang va tim ki€m co hoi st dung dich vu tir
phia khach hang.

D61 v6i khich ¢6 y dinh st dung dich vu thi nhan vién khong may khé khin, nhung
d6i v6i khich dao chdi, tim ki€m thdng tin hay chua c6 ¥ dinh mua sin phim clia ngin
hang, trong truong hgp nay, ngudi ban hang khong nén nai ép khach mua ma nén vui
vé ti&p chuyén, nén gidi thiéu san pham, dich vu clia ngan hang véi khich.

Khi cin xdc dinh nhu ciu ctia khich, nhan vién giao dich khong nén hdi :
A N A A ~ 9 N A . A P R ., ~ A N
“Ong, ba, c6 can gi ?” Ma nén héi : “T6i c6 thé gidp gi cho dng, ba, . ?”
c. Hb trg va gidi thié¢u dich vu

Mot khi di xdc dinh dude nhu cau clia khach, nhan vién giao dich bit dau tr§
nghé, qua viéc chiao hang hay gi6i thiéu sin phdm véi khach. Poi khi ching ta ciing
hd trg khach trong qud trinh ra quyét dinh vé san phadm dich vu.

Trong qué trinh gi6i thiéu sdn pham cin chd  :

- Trinh dién sdn phdm dudi bo mit tdt dep nhat clia né;
- Nén trinh dién nhiéu sdn phdm dé€ khach lya chon;

- Trinh dién san phéfm mot cdch trinh trong;

- Phai trinh bay sdn phadm hoic dich vu dudi géc do cdc 1gi ich ma khich hang
dugc hudng;

- Phdi mang lai sy thod min trong mdi giai doan clia qua trinh quy€t dinh;
- Trinh dién san phdm mot cich linh hoat, s6ng dong;
- Khong nén ti€c cong, ti€c thi gis dé trinh dién sdn pham.
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d. Xit Iy nhiing tit choi ciia khdch hang

Hi€m thay c6 ngudi khdch hang nao khi nghe ngudi bdn néi gid ma méc bép
trd tién ngay. Thé nio ho ciing phidn ddi va kéo néo gid ci d€ bét dudc chirng nao
hay chirng doé.

DAy 1a giai doan quan trong nhit trong cdc giai doan d€ ngudi ban hang bdn
dugc hang hay khong. Ngudi ban hang phai sit dung nhitng nguyén tic thuong ludng
dé xir 1y nhitng tinh hudng xay ra.

1. Khong nén 1y luin nhiéu ma nén din du khdach mua hang

2. Nén lam cho kh4ch xiéu long hon 1a 1am cho ho ngd y, vi ring cai “bop
phoi” clia khach gan qud tim hon khéi éc.

3. Mudn ciu cd phdi dung mdi trung, dirng vi 1& minh thich #n bit t&t ma
moc thi bo vao ludi cau.

4. Plng bdn bot ca phé, hay ban cdi mui thdm ngét cla no.

5. Ping bao gid hoi “Ong, ba mudn st dung dich vu nay chiang ?”, hiy néi :
“ong, ba chon dich vu nao ?”

Khach hang thudng tir chdi st dung dich vu qua 2 trudng hdp : Thit nhat 1a tir
chdi 14y 1& 1a d€ dudi ngudi ban di, ho chua mudn st dung dich vu. Trong trudng
hop nay, ngudi ban nén khon khéo va cd ging tim chiit hy vong nao hay khong. Thit
2 1a bac mot cach thyc sy. Pay la cach bac trong truong hgp khich c6 sy so sanh,
can nhic cédc dich vu vé tién ich, gid ci, 1¢i ich. Pay la loai khdch mudn st dung
dich vu va chinh loai khidch nay cin dén tai thuyét phuc ctia nhan vién ban hang.

Khi xtt Iy cdc phdn d6i ngudi ban cin chid y dén nhitng diém sau :
1. Hay dé€ ngudi mua két thic sy phan doi
Chi c¢6 mdt cach thing trong mdt cudc tranh bién 1a trdnh né di.
Nhic lai sy phdn doi trd lai cho khach
Ton trong ¥ kién ciia khéch, dirng bao gid bdo ho sai.
Cung caAp mot sd tin nhiém d6i vé6i sy phan doi

Tr4 15i su phan ddi mot cdch thing thin, thit tha.

NS kRN

St dung phan ddi nhu mot co hdi d€ két thiic viéc ban hang.

e. Két thiic/ chuyén giao

K&t thiic ban hang 12 doi hdi mot hgp déng hay viéc khich hang st dung mot
dich vu nao d6 ctia ngan hang. Chiing ta nén nhd ring :’C4 mdi tdp mdi ma chua
cén cau la chua ciu dudc c4”. Gitta hai cAu “ “T6i mudn s dung dich vu nay” va
“T6i chon dich vu nay” con mdt doan dudng dai. Ching ta can phai xem xét nhitng
hang vi, ddu hiéu khdch mu6n st dung dich vu. Thudng khdch sé té ra qua 2 cdch:



Bai gidng Kij ning giao tiép trong Kinh doanh . & . # . ..

- Cdc cdu hoi ciia khdch. Vi du : “Dich vu nay c6 ti€n 1gi va an toan khong ?”
Lic nay, ching ta nén két thic : “Ong chon dich vu nay 1a rit ddng vi . . .. Toi sé
lam thi tuc cho 6ng ngay”.

- Khdch t6 ddau hiéu bang cit chi -

+ Khi khach gdi cim dé tim quyét dinh.

+ Khi ho cAm t& gdp quing cdo d€ xem k¥ chi tiét.
Pé€ két thiic ban hang, ngudi ban hang cin st dung nhitng ky thuit sau day:

- K§ thuat thanh cdng cAm chic

- K§ thuét dung ciu hdi phu

- K¥ thuat tdc dong hitu hinh

- K§ thuat bi€n c6 sip xdy ra

- K§ thuat k€ chuyén

- K¥ thuat kich thich

- K¥ thuat mdi khach mua gitp

J. Bdn chéo

Dich vu tai chinh cla ngédn hang va dich vu song hanh véi n6 — dich vu uy thac
dd md rong ra rat nhiéu so véi trudc diy va tic dong clia sy mS rong dé tSi nganh
ngan hang ciing nhu sy biing nd vé chiing loai sin phd&m dich vu tai chinh.

Bén dich vu nay, va quan trong hon — ban thém cac dich vu khac kem theo,
hoic théng qua viéc ban dich vu ban ddu — chinh la ban chéo cdc san phidm dich
vu ngin hang. Py 1a chia khod thanh cdng cla ngin hang.

Bén chéo dich vu tai chinh va uy thdc trong ngdn hang da tr§ thanh phuong
phdp t6t nhat &€ xay dung quan hé khach hang, giif cic khdch hang hién c6 va tao
dung moi quan hé khach hang c6 1¢i hon ddi vdi cic ngan hang va khich hang.

Chiing ta hiay khdo sat mdt trudng hop cu thé : Mot nha kinh doanh 45 tudi dén
md mot tai khodn phdt séc c4 nhan. N&u 1a hoat dong ban truyén thong thi phin 16n
céc ngan hang déu nhin khach hang dé nhu mot : “tai khodn phit séc”. Ngay ngay,
trong hoat dong ban tu van, nhitng ngudi kinh doanh dich vu tai chinh, v6i mot quan
di€m 1di nhudn cho ngin hang trong diu, sé nhin khach hang d6 nhu mot tiém ning
k&t hgp cho mot vai dich vu dua trén nhu ciu clia c4 nhan khach hang do.

Do vay, nhiém vu cia nhan vién 13 xdc dinh nhu ciu. Cédc sdn phdm c6 thé ban
chéo G day la :

1. Thé rit tién mit tir may rit tién ty dong (ATM)

2. Tra luong truc ti€p vao tai khadn phat séc/ tiét kiém
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Cho vay th4u chi

Ty dong khau trir tir tai khodn phét séc
Hoic s6 tién gii (CD) hodc quy hd trg
Tai khodn huu tri ¢4 nhan (IRA)

Cho vay thé€ chap

.2
B4o hiém

o *® 34 s

Vay tra gép
10.Dich vu méi gidi

Néu khach hang méi c6 quan hé v6i mot loai hinh doanh nghiép cu thé thi viéc
ban chéo c6 thé bao gdm :

1. Tai khodn séc cong ty

2. Tra luong tu ddng cho nhéan vién

3. Dich vu quan Iy tién mit

4. Quan ly quy huu tri

5. Cho vay thuong mai

6. K& todn

7. MOt vai dich vu don gidn vé phép ly

Va cudi cing néu hoat dong kinh doanh ctia khdch hang mang tinh quéc t€ thi
ban chéo c6 thé phat trién hon nita nhu :
1. Tai tr¢ xudt khau cho doanh nghiép
2. Tao ra cac dich vu quan 1y hai ngoai
3. K& toian va mot vai duch vu phdp 1y lién quan dén dau tu & nude ngoai.
TAt cd cdc dich vu nay c6 lién quan dén nhau phu thudc vao nhu ciu cda khach
hang nhung trén 1y thuyét mot nha quan 1y diéu hanh kinh doanh cho cdc cong ty
16n c6 thé mang dén it nhat hai mudi cd hdi cung cip cdc dich vu. Piéu quan trong
nhit & diy nhu da néu ra 12 khdi niém vé si dung nhu cdu doi véi mot sén phdm dé
tao ra nhu cdu déi véi cdc san phdm khdc lién quan. Khii niém nay dudc goi 12 ban
quan hé.
6.1.4. Tinh hudng thdo luin va k&€ hoach hanh dong
Nhan vién ban san phaAm ngin hang c6 tén 1a Fran Willis. Cd ta gin 40 tudi va
dd c6 kinh nghiém l1am viéc & ngan hang 10 nim. P6 12 mot budi sang thit tu binh
thudng, chi nhdnh twong ddi dong khach. Hai dong nghiép 12 Nancy va Edd ciing
dang ban ron véi cdc khach hang nhu binh thuong.
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Mot khach hang ti€n d&€n gan ban ¢d. Cang lic ¢d nhin thdy ba Berman (mdt
khach hang quen ciia ngin hang) budc vao toa sanh, tay cAm may t5 gidy;

Ngudi khich dang ti€n dén chd c6 khodng 40 tudi. Anh ta vin mot bo com 1&
xdm rat khéo, tay mang cip da.

Xin chao, t6i la Fran Willis. Téi c6 thé giiip gi cho anh.

Ving, toi la Mike Whish. Téi dang quan tadm tJi cdc logi tai khdn séc khdc nhau,
va liéu ¢ phdi téi dang cé tai khodn phit hop nhdt khong ?

Moi anh ngéi, anh Whish. Dé t6i xem c¢6 giiip gi dugc cho anh.

Xin anh cho t6i biét, anh Whish . . Anh c6 phdi la khdch hang ciia ngdn hang
chiing t6i khong ?

Khéng, mdc du Ié ra la thé ddy. Toi da néi chuyén véi mét nguoi ban ciia toi, anh
ta dd cé ldi trén tai khodn séc ciia minh. Trong khi t6i khong nhdn dugc déong ldi nao.

Anh ¢6 biét anh dang c6 loai tai khodn séc nao khéng ?

Toi khong biét. . .Mot logi tai khodn séc nao dé . . .Téi biét diéu nay nghe cé vé
ngoc nghéch.

Khéng cé gi dau anh Whish q. Trong cdc dich vu tai chinh, anh ciing giong nhu
nhiéu nguoi khdc thoi. Cdc sdn phdm mdi xudt hién hang ngday, ma thuong thi khdch
hang la nguoi biét cudi ciung.

Anh ta ngd ngudi xuéng gh&, va ngdi vit chéo chan. Co6 biét ring anh ta dang
tim ki€m thong tin tr ¢d. Lic nay, c6 mudn chic chin 1a ¢d khong ty dong vai trd 1a
nha tu van cho dén khi 6ng khdch c¢6 ddu hiéu tin tudng hon vao co.

Xin anh cho biét, anh cé thuong xuyén giit it nhdt 700 USD trén tai khodn ciia
minh khong ?

Y ¢6 la sau khi t6i viét séc trd tién thué nha ?

Ving.

Vang, dé t6i nhd xem, . .. To6i chua bao gio thdu chi trén tai khodn ciia minh.
Vang, t6i dinh ndi la téi ludn cé it nhdat 700 USD trong dé. Thé thi sao ? Cégi khdc
biét khong ?

A, vang, néi chung la thé nay, néu anh hét tién vao cudi méi thdng va anh viét ra
nhiéu séc, anh c6 thé khéng cé ldi trén tai khodn séc ciia minh. Nhung néu nhu anh
néi, anh giit mot s& du 61 thiéu thich hop trong tai khodn séc ciia minh thi Ié ra anh
phdi duoc hudng lai.

Pung vdy, .. .dé téi nhdc lai diéu dé. Quy tdc 1 la néu téi giit khodng 700 USD
trong tai khodn . . .

.... Hodc dai loai thé,

Véng, . . Khodng 700 USD. Néu téi giit s6 du cao hon t6i sé kiém dugc doi chut.
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Diing vay. Va hon nita, anh Whish .. .
Goi toi la Mike di.
Anh ta ngét 15, nghiéng minh vé phia trudc va vuon khuyu tay ra phia ban cia Fran.

Mot cach vo tinh, Fran chd § thdy Edd khong ddi ai va ba Berman dang ngdi &
gian khich hang chd vé sot rudt. Trong tiém thifc cta co Iic nay 1a dang giao dich véi
Mike Whish, nhung ciing cting lic ¢6 y thifc rd 13 minh dang c6 nghi xem cin phai lam
gl v6i Edd. Ngay lic d6 dién thoai clia cd d8. Co dé chudng kéu hai 1an va dua mit
nhin quanh. “Cé chuyén gi véi Edd vay” cd nghi “tai sao anh ta khéng nhédc mdy ?”

T6i xin 16i, Mike. D& téi trd loi mdy. Chi mdt gidy théi.

Véng, ciing giong nhu & van phong téi. Anh ta vui vé

Xin chao, toi la Fran Willis

Chao Fran. Todd Ellison ddy. C6 c6 rdi khong ?

Todd Ellison 14 Phé tdng gidm ddc phu trach cic hoat dong cia ngan hang.

Anh Todd nay, xin 16i, toi dang c6 khdch. Téi sé goi lai cho anh sau nhé ?

Cung liic ¢ thdy ba Berman dang ding diy, tay chong nanh ra vé dang tim
ngudi dé gitip minh.

Tdt nhién réi Fran. Toi sé & ddy cd budi sdng.

Xin 16i anh Mike, cho t6i xin mot phiit.

Co vira ditng day vira néi, vay tay vé phia ba Berman. C6 ditng lai tai ban Edd,
di s4t vao tai anh ta n6i “Toi khong thé hinh dung ndi sao anh lai khéng nhin thdy ba
Berman dang ngoi kia hodic khong nghe thdy dién thoai reo ! Lam viéc di khong thi
nghi luén” co gin giong. Sau d6 c6 ra hiéu cho ba Berman.

“Ba Berman, t6i xin 16i da dé ba phdi cho. Anh Challis ddy sé tiép ba” sau d6 cd
bd di va quay lai ti€p tuc ciu chuyén véi Mike.

T6i xin 16i, anh Mike. Budi sdng nhu thé nay khién téi mong gid dugc lam & bo
phdn citu hod con hon.

DPing lo ldng vé chuyén do

Chiing ta dang noi vé chuyén néu anh duy tri 700 USD trong tai khodn séc thi
anh sé cé ldi. Va toi dong y chuyén nay. Mot van dé khdc la s6'to séc anh ding moi
thang. Néu chiing toi biét sé du t6i thiéu trong tai khodn ciia anh va sé séc anh ding
hang thdng thi chiing ta cé thé néi chuyén véi nhau vé cdc loai tai khodn séc khdc
nhau ma anh c6 thé dugc hudng ldi.

S6'séc a ?. Toi khong biét. Ciing khong nhiéu ldm.

Thé'tien thué nha ciia anh cé bao gom cd tien dién nudc khong ?
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A ¢6, chi mot séc thoi. Toi nhdn duge séc chi tiéu hang thdng tir cong viéc kinh
doanh ciia toi cho dn uéng hay dai loai nhu viy.
Thé con thuc phdm va mua sdm thi sao
Cdi do toi luén ding thé VISA
Thé anh c6 mua bdo hiém khong ? C6 thanh todn tién xe hang thdng khong ?
Hodc la co loai séc nao dung hang thdang khdc nita khong.
Bdo hiém cila t6i trd theo qui. Téi di xe ciia co quan. Khong phdi trd tién cdp
duong. Nho troi, toi chua co vo'!
C6 vé nhu la mot thang anh chi cdn diing dén 3 to séc thoi. Anh biét khong Mike,
néu anh cé thé cit deu deu giit trong tai khodn séc khodn vai ba nghin va moi thdng
chi ding tir ba séc tré xuéng thi anh dii diéu kién dé mé tai khodn thi truong tién té
(MMDA) vu ddi ciia chiing t6i, né cho phép anh cé ldi cao hon tai khodn tiét kiém,
cho phép anh viét séc va khong 14y ciia anh mdt dong phi nao.
1. Hay phan tich cdc giai doan clia ti€n trinh bdn hang trong tinh hudng trén.
2. Tra 16i cdc ciu héi sau :

Tén ctia khach hang l1a gi ?

Anh ta c6 gia dinh chua ?

Céc ddng nghiép ctia Fran Willis 12 ai ?

Khach hang c6 tai khan séc nao khong ?

Nhu ciu vé mit c4 nhan cda vi khdch nay 1a gi ?

Nhitng nhu cau tai chinh cta anh ta 1a gi ?

6.2. PHUC VU KHACH HANG TAI NGAN HANG

D N N NI N NN

Phuc vu khich hang tai ngan hang né c6 di€ém khdi dau va diém két thic. Piém
khdi dau 1a ti€p xidc ddu tién vdi khach hang cla ban va diém két thdc 1 dit hang.
Néu ban 12 mot ngudi ban hang gidi, diém két thic (dit hang) sé dudc ndi ti€p bing
mot sy khdi dau khic bdi ban hang 1an sau bao gid ciing d& dang hon khi ban 1an diu.

M5 hinh phuc vu khich hang vé€ cdc dich vu tai chinh trong ngin hang gdém 3
budc ro rang va tach biét. b6 1a :

CHUAN BI PHAT TRIEN KET THUC
A. K& hoach truge khi bén | B. Gidi thiéu E. Gi § hang dong
1. Thong tin sdn phdm 1. Piing 1én 1. Nudi dudng khach hang
2. Hinh thifc sin pham 2. Chao khéch hang 2. K&t thic giao dich
3. Ngudi chiu trach nhiém | 3. Hdi vé sdn pham 3. Gidi quy€t thic mic
trong ndi bo 4. Cau hdi/ héi ddp F. Tiép tuc
4. Dt li€u khach hang 5. Hinh dung con dudng | 1. Lién lac lai
dé ban san phim
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C. Phan tich nhu ciu

1. Cau hdi vé c4 nhan va
nhu ciu vé tai chinh

2. Ti€p thu nhu ciu c4
nhén va tai chinh

3. Thim do d€ x4c nhan
D. P4p dng nhu ciu

1. Gin sin phim lién
quan dén nhu ciu

Mot phan trong bang liét k& khong di theo mo hinh mot cdch chinh x4c. Trén
md hinh ban sé& thidy qud trinh Phan tich nhu ciu dugc khdi quit cho mdt loat hoat
dong khac nhau bit diu tir “Ping 1én” va két thiic bing “Gan két sdn phdm vdi nhu
ciAu”. Piéu nay 1a bdi vi tt ci nhitng yéu t& vé Iy thuyét, déu la phan khong thé
tdch r5i trong phan tich nhu ciu. Khi d€ phan tich nhu cdu nhu mot khai niém khdi
qudt, thi cAn nhé ring ngay ca trong khi méi bit diu ti€p xidc v6i khach hang, ban
da 1am phan tich nhu cau. V& c6t 18i, ban néi v6i chinh ban than ring “Pling quén
ring ddy 12 Phan tich nhu ciu chit khong phdi 12 mot loat budc di mdy moéc”.

6.2.1. Lap ké& hoach truée khi phuc vu

Giai doan diu clia qud trinh phuc vu 13 budc chuin bi, thudng 12 mot giai doan
ma rit nhiéu nhan vién giao dich, ban hang coi thudng va hau qud 12 khong thé tr3
15i dugc cdc cau hdi quan trong, khong nhé dudc hét nhitng thong tin can thiét, hoic
khong viét day di mot don dit hang. V& cd ban, giai doan nay cho ban biét bing
cach nao dé€ thu x&p moi thit ban can cho mdt 1an ban hang hiéu qlia, vi viy ban nén
biét 1am nhu th& ndo d€ thuc hién giai doan nay, phong khi ban can dén né. Viéc
nay hét stic quan trong.

Giai doan nay yéu ciu ban phai c6 ho sd dit liéu, cic miu, cdc s6 tay thong tin
cip nhat va nhitng thong tin tham chi€u nodi bd. Piéu nay doi hdi ring ban c6 n6 —
khong don gidn chi 13 d€ ban biét 14y né & dau. Mot ngudi ban hiang/ giao dich vién
khong bao gid nén chuyén trdch nhiém ban hang, phuc vu cho ngudi khic. Duéi day
12 nhitng gi ban cin chuin bi :

a. Bo huéng dén vé san phdm ding trong nji bo

Mot tap hd sd huéng din chira dung thong tin vé sidn phdm dudc chuin bi sin
trong ndi bd 12 ngudn thong tin 8t nhat. N6 chinh 12 ngudn thong tin ban hang cla
mdi cd nhan. Thong tin vé sin pham ddi véi mot san pham cu thé nio d6 1a dudng
ban hang. Trong d6 bao gdm cdc sin phdm chinh cla ngan hang va nhitng sin
pham/ dich vu lién quan dén sidn pham chinh.

Vi du : thong tin v€ tai khodn phét hanh séc
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Pudéng ban hang Lgi ich
Tai khodn phat Séc Tién I¢i, dé s dung. bidng ké giao dich
l dudc cung cap hang thing
ATM Tién 1gi. An toan hon khi mang theo tién

mit. Gidm b6t viéc x&€p hang chd dgi &
quay ngin hang.

Thau chi ddm béo An tam. Ti€t kiém. . .D6ay la sin phan
du trii cda ngén hang.

Tién 1di. An toan. D&i véi cdc cong dan
cao tudi, thi khadn nay cho phép ho biét
Gtii tién tryc tiép dudc liéu cdc Séc clia ho c6 bi that lac
ho#ic mat cip khong.

Ngay sau trang phan tich phdi 13 cdc dic diém chinh cia san phdm d6. Phan
nay ghi lai nhitng thong tin nhu 14i sult, cdc muc phat, cdc khodn phi, cic y€u t6 va
san pha4m nay hoat dong thé nao. C6 thé bao gdm c4 cdc miu don, cdc bang k&, v.v.
. ti€p theo 12 nhitng thong tin vé 1gi ich clia sdn pham.

Phan chinh ctia hd sd sadn pham nén ghi nhitng thong tin canh tranh — P6 chinh
12 cdc mic 1di suat hién tai tif cdc ddi thl canh tranh. Tai nhiéu ngin hang nhitng
thong tin nay dudc phong marketing cung cap.

b. Cdc bdn quang cdo

Ngudi ban hang thang cong phai bi€t hinh 4nh ma ngan hiang ho muén dé phd
dién cho cdng chiing. Piéu ndy yéu ciu phdi c6 mot hod so luu giit cic miu quing
cdo dang c6 clia ngan hang. Thém vao d6, ban nén luu gitt mot hd sd quang cdo
clia d6i thd canh tranh vi vAy ban s& c6 thé so sanh cdc sin phAm canh tranh mot
cdch am tuGng vGi nhitng khdach hang am tudng ctia ban.

- Cdc thé Idy chit ky, cdc to mdu

Cé4c miu don hay thé 1dy chit ky can dugc sip x&p hop 1y va diy du tai ban 1am
viéc clia ban. Khi cAn thi€t s& c6 ngay 1ap tic va biét 14y ching & diu. C6 thé bay ra
va dé€ khach hang ctia minh ty tim 14y mot miu don hay thé 14y chit ky ding mAiu
cho ban thin ho.
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I. Chuén bi

Thong tin

A
sdn pham

Lap k& hoach

PHUC VU CAC DICH VU TAI CHINH

II. Phat trié€n

I11. K&t thiic

Phan tich nhu ciu

Yéu cau vé
2 g
san pham

Tiép thu nhu cau
san phim va cd
nhén

Chao hoéi
khach hang

Khép san pham

vé6i nhu ciu

Chiam s6c
khach hang

DPéng/ Két
thic

trudc ban hang

Danh sach
tham chi€u

DPung
1én
Gidi thiéu Ciu hdi vé sin
] phﬁm va ca nhan

Dap dng Kéu goi Tiép tuc
nhu ciu hang dong theo dudi

Hinh dung ra
san phim ban

biéu tra xic

nhén nhu ciu

X 1y céc

. phan doi
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Puéng din ban cic san pham chinh :

Sén .
0 TK phat | TK tiét
ph&m pha > e CD IRA | MMDA | TK vay
, Séc kiém
chinh
ATM ATM Hoic tiét DD ATM Thanh toan
l l kiém l l t di}ng
Pudng DD DD v Tiét kiém DD Phit séc
bén Hoic phat l l
hang séc
Ti€t kiém | Phat séc ATM CD ATM
Lo e b
OD OD ATM Phit séc | Tiét kiém DD

c. Ho so dit liéu cia khdch hang

Viéc luu giit hd so vé khach hang 13 rat quan trong d€ bin c6 thé biét khach
hang dang c6 nhitng tai khodn nao tai ngan hiang ban. Ban ¢6 thé nhanh chéng kiém
ra hé thong cla ban dé tim ra cdc s6 du trén tai khodn khach hang cda ban va nhu
vay ban c6 thé ddnh gid s6 bo xem khdch hang d6 thudc loai nio.

d. Tham chiéu noi b

Mot phian quan trong khdc trong hé théng thong tin khiach hang 12 viéc phat
trién mot “danh sach tham chi€u noi bo”, gdm nhitng ngudi trong ngan hang c6 thé
cung cAp cho ban thong tin vé cdc sin phaAm nhAt dinh.

6.2.2. Lam quen hay gidi thiéu

a. Diing lén

Diéu diu tién ma mdt ngudi ban hang chuyén nghiép cin phdi lam 1a ditng 1én.
Diéu quan trong 1 chiing ta chao khéi khdach hang véi thii do tran trong. N&u chi
ngdi ma “givong mat” nhin khdch hang thi d6 1a mot thdi do thi€u ton trong. Céc
nha diéu hanh kinh doanh ludn ding diy chao khi c6 ai d6 ti€n t6i ban cia minh.

b. Chao hoi khdch hang

Lic nay, ban dang ditng, khdch hang lai gn chd ban. Ban néi “Xin chao dng,
tdi c6 thé gitip gi dugc cho 6ng ?”. Mot ngudi ban hang chuyén nghiép sé bit tay
khach hang, d6 cling 12 yéu cau trong budc nay.
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c. Héi vé san phdm
Khdch hang sé& néi véi ban vé viéc ho d&€n ngin hang 1am gi — md tai khodn
2 N g A ~ R 2, 2~ P DN [ ~ A
séc, tai khodn ti€t ki€ém, xem sO du sO séc, cdc séc cua tién bdo hiém x3a hoi, . . .
Khdch hang ludn 1a ngudi dua ra cdc cAu hdi diu tién.

Vidu:

“Xin 16i, t6i mudn biét mot s6 thong tin vé tai khodn phdt séc ciia ngan hang anh”

hodc “Anh cé thé cho t6i biét ldi sudt vay thé chdp khéng ?” hay “Puing vdy, tdi
muén mua mot chiéc xe hoi. Anh cé thé cho téi mot sé thong tin vé cdch thitc tai tro
dugc khong ?”
d. Cdu hoi/ hoi ddp

Ban c6 1& con nhé viéc hdi/hdi dap sé chuyén da clia cudc d6i thoai sang phia
ngudi ban. Hoi/ héi ddp sé phai 1a cAu héi ddu tién 1am 16 cdc san phdm tai chinh
trong huéng ban hang cua ban.

Vidu:

“T6i mudn biét mot s6'thong tin vé tai khodn phdt séc ciia ngén hang”

“Ong da biét gi vé tai khodn phdt séc ciia chiing t6i chua ?”

“Chua, t6i chua biét”

“Ong dd ting phdi duy tri s6 du t6i thiéu trén tai khodn phat himh séc ciia ong chua ?”

“Cé, ngdn hang cii ciia tbi ciing yéu cdau toi phai duy tri s6 dw toi thiéu la 1000$”

“Ho c6 trd ldi sudt cho éng trén s6 du dé khong ?”

“Toi duoc biét la khong. Thé cé dugc tra khong ?”

“Néu ong duy tri s6 du 10008 trén tai khodn phdt séc, chiing toi sé tra 6ng mikc
ldi sudt 3,5%”

J tinh hudng trén khach hang trd 15i cho nhin vién ngan hang dang thim do
nhu ciu ctia khiach hang bing cach st dung k§ thuat ciu hdi/ hdi ddp mdot cich t&
nhi.

e. Hinh dung ra duong, huong bdan hang

( diém nay, dudng ban hang da phai trd thanh mot buc tranh trong diu cla
nhan vién rdi. Ching han, ngay khi mot khach hiang n6i “tai khodn phat séc”, mot
nhin vién b4n hang khon ngoan phai hinh dung ra ngay dudng ban sidn phdm chinh.
Sau d6, nhan vién ndy can phdi ti€p tuc ban thém nhitng sin pham khdc c6 lién
quan dén san phdm chinh.
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6.2.3. Phan tich nhu cau

Phan tich nhu ciu 12 mdt buSc bén ngoai, né ham y ring ngudi ban hang tich
cuc dua ra cac ciu hoi va tham gia vao qua trinh thuong lugng véi khach hang.

a. Ddt cdu hoi vé tinh hinh tai chinh/ cd nhén, tiép thu cdc nhu cdu vé tai chinh/ cd
nhdn.

G diém nay trong ti€n trinh ban hang, ban s& phai st dung rit nhi€u cic k¥
ning hdi ma ban da dugc hoc & nhitng phan truéc. Ban phdi x4c dinh duge nhu ciu
tai chinh/ cd nhin cta khich hang thong qua mot loat nhitng cidu hdi c¢6 ham y
khuyén bdo hon la de doa. R4t nhiéu nhitng thong tin dugc thu thip thong quan
phan tich nhu ciu cAn phdi dudc lvu giff 1ai trong hop luu trit thong tin ban hang clia
ban.

Nhan vién ban hang phai thyc sy nhay cdm ddi v6i nhu ciu cda khach hang :
nhu cu cd nhin ctia ho va nhu cAu vé tai chinh. P& nhén biét c4c yéu t& nay, ching
ta phdi ling nghe that k§ nhitng gi khdch hang néi véi chiing ta. Thong thudng, ho
néi mot ding nhung nhu cau thuc t&€ cla ho lai khéc.

Viéc xdc dinh cdc dich vu va sdn ph§m tai chinh ma khach hang mong mu6n
doi hdi ngudi ban hang phai hi€u khach hang va 1am cho ho cdm thay thodi mdi. Tir
d6, ngudi ban hang c6 thé Iya chon ding san phim c6 thé dap tng nhu ciu tai chinh
va nhu ciu cd nhan clia kh4ch hang.

S¢ d6 nhu cau

NHU CAU CA NHAN | NHU CAU TAI CHINH SAN PHAM

Tai khoéan Séc, thé ATM, cdc
san ph&m ngain hang cho su
thun tién.

Dé dang sif dung, thuan

1. Nhu ciu cd ban .
tién.

2. Dich vu va hang hod | Tai khoan phat séc c6

A e Tai khodn thi trudng tién té
ca nhan a1 suat cao

. Vay uu dii phd thong, Ti
3. Nghia vu lam cha me | Tin dung dudc gia han ay it Gat pho thong, 11

dung von
4. Su khon ngoan Trénh thué Tai khodn huu tri
5. Tin an toan Tu van tai chinh CD, moi gidi chiét khau,. . .

Cho vay thé& chap, cho vay

6. bia vi Tin dung thong thudng

b. Tham do dé xdc minh

Thiam do d€ x4c minh 12 phuong phdp bdo ddm vé y tudng cho ngudi ban hang.
Ban mudn khing dinh chic chidn ban dang di ding dudng trong nhitng gi c6 lién
quan dén khdch hang.
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6.2.4. Pap ng nhu cau

Cudi cling, sau khi 1ing nghe nhitng nhu ciu ctia khich hang va kiém tra ti€n
dd ctia ban thi s& dén lic phai két hgp nhitng doan riéng 1€ nay lai vdi nhau bing
cdch khép san phdm lién quan véi nhu cau.

Khi ban néi chuyén véi khach hang thi trong dau ban da 1am mdt viéc 1a khép
cdc san pham vdi nhu cau. Khi khiach hang bit ddu néi vé viéc ho khong cé xe hdi
va khé di d&€n ngan hang thi trong dau ban nén nghi ngay t6i kha ning 1a ho sé can
thé rit tién tir mdy rit tién tv dong (ATM). Néu nhu mot khach hang phan nan vé
chuyén khong c6 bdo hi€m xa hoi khi ho vé& huu, thi ban phai nhin ra ngay ring ho
cAn biét vé tai khodn huu tri c4 nhan (IRA), hoic s6 tién gii (CD), hay quy hd trg, .
. Pay 12 mot thdi di€m trong ti€n trinh ban sdn phd&m, tuy nhién khi ban cé dd thong
tin — tifc 12 khi ban twong ddi chic chidn vé loai sdn phdm va dich vu gi khich hang
clia ban can — thi cling ¢6 nghia 12 ban da c6 quyét dinh cudi cling. By gid phan
con lai cla ti€n trinh bdn sdn phdm sé& chi rat ngin gon néu nhu ban da dwa ra dugc
nhitng phdng dodn va x4dc minh sy ding din.

6.2.5. Pé nghi hanh dong

a. Dé nghi hanh dong

Pé nghi hanh dong c6 nghia 12 dua cudc gip gd ban hing téi di€m két thic. N6
khong nhit thi€t ham y 1a cAn phai thuc hién viéc ban hang. Y nghia ctia né 1a tip
trung vao xac dinh viéc ban va khdch hang clia ban dang & dau trong tién trinh ban
hang dong thdi viéc gi cAn lam ti€p theo tru6c nhitng van dé va co hodi phdt sinh.
Yéu ciu mua san phdm khong phdi 13 viéc nhat thi€t phai 1am. Né&u ban lam tot
viéc xdc dinh chinh xdc nhitng nhu ciu can thi€t cda kh4ch hang thi ban khdng can
dé nghi khdch hang mua.

b. Cham soc khdch hang

Khi khach hang clia ban budc ra khdi cta ngan hang, diéu d6 khong c6 nghia
la anh ta hay chi ta khong con la khach hang nita. Mot khi da 1a khdach hang ctia ban
thi ho ludn ludn 13 khich hang clia ban. Viéc thu thip thém céc thong tin vé khach
hang va st dung nhitng théng tin d6 khi gdp khach hang cia minh d6 chinh lIa chim
s6c khach hang. Chdam séc khach hang 1a mdt qua trinh lanh manh, né ting cudng
mdi quan hé cda ban vdi khach hang k€ tir 1an diu tién ho d&€n v6i ngan hang. N6
cling c¢& cho 1y do @€ khach hang tim dén ngin hang ban trudc tién ciing nhu thit
chit thém cdc mdi quan hé da sin c6 vdi khdch hang.

c. Dong/ két thiic giao dich

Mot nhin vién giao dich nén két thic viéc bdn hang ctia minh nhu thé nao ?
Nhu da dé cdp & trén, ban hdy chiu khé ling nghe khich hang va néi chuyén vé
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nhitng nhu ciu clia ho, nhitng sdn pham va dich vu c6 thé thoid min dugc nhitng nhu
cau do, ban sé& khong cAn phdi yéu cau khdch mua hang.

Piéu ma ban chi cAn 1am 13 thuyét phuc khach hang déng y véi san pham hoic
dich vu méi d6. Néu ban déng giao dich mdt cach tir tu trong sudt giai doan phat
trién thi moi sy lo s¢ hay e ngai ma ban thudng cdm thiy s& dan tiéu tan. Khi tién
trinh bdn hang dén giai doan cudi ma khdch hang xem ra van codn do dv, c6 vé nhu
dang chd ddi ban dua ra nhitng chi din thi lic d6 ban nén td ra quyét dodn hon va
dé nghi khdch mua hang.

Vi du vé viéc chiing ta thiic ddy qud trinh ti€p cAn nhu thé nio :

“Trudc ddy, 6ng dda ndi vdi toi rdng diing xép hang khong phdi la thi tiéu thoi
gian ong thich, diing vay khong ?”

“Duing nhu vay”

“Va wu diém ciia viéc co thé sit dung tai khodn 24/24 gio doi véi 6ng rdt quan
trong, nhdt la khi 6ng phdi voi lén mdy bay liic 6 gio sdng”

“Ddc biét la khi do”

“Néu téi la ong, toi sé ldy ngay mot thé ATM. Ong cé thé chd trong vong mot
tudn dé nhan thé dé dugc khong ?”

“Chdng Ié t6i con c6 lua chon khdc hay sao ?”

“Puing la khong roi. Bay la mdu ATM chudn ciia chiing t6i. Ong chi cdn ky vao
dayva ..”

Giai doan két thic 12 giai doan xdc nhan sy tin cdy giita khdch hang véi ngudi
bdn. CAm nhin dugc mic do tin ciy c6 thé cho phép ban thic diy qué trinh déng
giao dich.

d. Xit tri véi phdn déi ciia khdch hang
Su phin d6i dugc thé hién theo rit nhiéu cich :
“Toi khong biét. Téi nghi toi phdi ndi chuyén vdi chong toi vé viéc nay”
“Nhung ngdn hang Pé Nhdt cé ty 1é phdn trdm cao hon”

Ph4n d6i 13 mot nhan dinh khong chic chin, d6i lic do khich hang can dudc
l1am rd hon. Xét y nghia, d6 12 sy bac bd. Mot sy tif chdi 1a mdt sy xdc nhan thuc sy,
mot quyét dinh d€ thuc hién viéc khac hoic di t6i ngan hang khac. Thuat ngt phan
doi v6i tir chdi khong thé thay thé cho nhau. X tri véi 16i phdn d6i d& dang hon vi
khéach hang van chua quyét dinh. Pua ra 13i tir chdi thudng 1a nhitng ngudi da nhan
dinh ring ho hi€u 16 va di quyét dinh. Bi quyét clia viéc x{ tri v6i su tir chdi mot
cach hiéu qda 13 hoc cich d€ khién khach hang ram ro sy tif chdi cia ho ma ban
khong cin hdi véi vé clia mot ngudi thua cudc.
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Trong tAm niém ctia ban, qua sudt qud trinh ban hang, ban da bi€t dugc nhitng
di€m c6 thé khién khach hang cia ban ludng lu. Ban biét diéu d6. Hay dit ra nhiing
cau hdi. Hay lich su va nhi nhin. Pitng bao gid thich thitc khiach hang. Hiy dong
tinh v4i cdc nguyén tic va quyét dinh ctia ho nhung hiy 1am cho sy dong tinh d6 1a
c6 diéu kién. Sau khi thdo luan ban c6 thé ddng y v6i quyét dinh clia ho va xdc
nhan to “khong”

Mot khi ban da vuot qua dugc sy tir chdi thi ban s& phdi ddi dién véi nhitng
phédn tng y&u 6t hon. Va mot khi ban ti€p tuc vugt qua dudc nhitng phdn ing nay,
khach hang ctia ban s& nhat trf vdi ban va hi€u dugc quan diém ciia ban.

Vi du x{ tri v6i trudng hop do chua quyét dinh :

“Thua ba Lan, t6i cé cam gidc la ba dang ludng L gita Idi sudt so tien giti cao
hon vdi dich vu ma chiing t6i van cung cdp cho ba. Piing vdy khong ?”

“Duing la. . tinh thé khé xit cia téi. Anh biét la toi thuc su cam kich trudc nhiing
gi ngdn hang da lam cho téi, nhung tién thi van la tién.”

“Toi hiéu diéu dé thua ba Lan. Vay ba cé vui long néu téi két hop cd hai . . Ldi
sudt cao va dich vu tét ciia chiing t6i”

“Tdt nhién téi mong vy, nhung téi khong dinh bdt anh thay doi nhiing quy tdc
chi vi toi”

“T6i ciing mong la dwoc nhu vdy nhung chiing ta da thdy la diéu nay rdt kho.
Cdi t6i c¢6 thé lam la khuyén ba mua mot so tien giti ky han mot ndm chit khong phdi
sdu thdng. Diéu dé sé mang lai cho ba ldi sudt cao hon so véi déi thii canh tranh clia
chiing toi va chiing téi van dugc tiép tuc phuc vu ba”

6.2.6. Tié€p tuc theo dudi

R4t thudng xuyén nhan vién bdn hang ngan hang phai nhin khdch cta minh ra
vé ma khong ban dugc mot san phdm hoidc dich vu nio clia ngan hang. Khich hang
thudng c6 ciu “t6i can phai xem da”. Mot sd khach hang cho ring ho cin phdi néi
chuyén véi vg (chdng) ho. P6 13 di€m can trd trong ti€n trinh ban hang. Poi khi
ngudi ban hiang c6 thé nghi d&€n chuyén hdi tén khach hang va goi dién thoai cho
ho, nhung cdc nhan vién ngan hang hién nay lai hi€m khi lam vay.

- Lién he¢/ goi dién lai

Goi dién lai 12 mdt di€m rat quan trong trong ti€n trinh ban hang. Thudng thi,
khi mot khdch hang ra vé trong tinh trang chua quyé&t dinh, ching ta nghi ring
khach hang sé& goi lai khi ho quyét dinh. That khong may, khich hang c6 thé di dén
mot ngan hang khdc d€ lua chon va c6 thé ngan hang d6 cung cip cho ho dich vu
gidng nhu clia ngan hang chiing ta. Ap dung nhitng nguyén tic goi lai mot cach hiéu
qua s& khién cho hiéu qua ban hang clia ban ting 1én hon gip doi d6i v6i nhitng
khach hang dang con “ding gilta nga ba dudng”.
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Bat ky khdch hang nao rdi khdi ban clia ban d€ cAn nhidc mot Iya chon sé& trg
lai @€ dua ra sy lwa chon cudi cing cda ho. Hay st dung cau “Khi nao ngai c¢é thé
tré lai ?” Chit khong phdi ciu “Ngai cé thich sdan phdm nay khéng?”. Py 1a mot
nguyén tic trong k§ thuit ban qua dién thoai 12 : Khéng bdn sdn phdm ma hdy bdn
loi hen gap.

Trong bdn hang, ching ta nén ding dién thoai d€ tao co hoi gip truc ti€p khach
hang. Trong qud trinh b4n sin pham clia ngan hang, dién thoai 1a cich d€ kiém tra
xem khi ndo ban sé& gip khich hang cu thé. B4n cudc hen gip chit khong phdi ban
san pham.
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Phu luc tric nghiém tam Iy

TINH HUONG SO 1
TRAC NGHIEM TiM HIEU KY NANG GIAO DICH

Khoanh tron mét trong s6 cc cau tra 10i mo ta phu hop nhat véi nhitng gi ban s& 1am
trong tirng tinh huong sau day :

1. Sép cua s€p ban moi ban di an trua. Khi ban di an trua vé, ban c6 cam giac 1a sép
cua ban t0 mo muon biétvé bira an trua d6. Ban sé :

a. Ké cho sép nghe ty my vé bita in trua

b. Tranh néi voi sép vé bita an trua

c. C6 nébi vé bira an trua mot cach dic biét mic du bita n trua d6 thua su khong co

gi dac biét
2. Ban dang tham du mot cudc hop quan trong véi sép, thi dién thoai duong dai vé mot
van dé trong kinh doanh goi tdi cho ban. Ban sé :

a. Noi véi thu ky cua sép tra 11 giim 14 ban di vang

b. Nhan dién thoai va néi chuyén binh thuong véi ngudi nhan dién thoat

c. Tra lgi nguodi goi dién thoai 1a ban dang ban mdt cudc hop quan trong va néi ho
khi nao ban ¢6 the s€ goi lai cho ho.

3. Ban da chuan bi sdng sang dé dén noi phong van xin viéc 1am (mot cong viéc rat tha
vi va kho dugc tuyén), tinh co ban phat hién c6 mdt vét do trén do ctia ban. Ban sé :

a. Goi dién thoai dé nghi thay d6i thoi gian phong van
b. Tt tde di tim mot chiée 4o khéc thay cho chiée 40 do
c. cho rang vét do s& khong nhin thiy rd va ban van mic chiéc 40 d6 di phong vén.

4. Trong mot cudc hop, ban dang hudng dan nhanv &in vé cach thirc ban hang mdi.
Mot nhan vién chen ngang bang mot cdu hoi khong lién quan gi dén van dé ban dang
trinh bay. Ban sé :

a. D& nghi tit ca moi nhan vién gui lai cau hoi dén khi ban két thuc phan huéng
dan.

b. Tra 101 cau hoi ciia nhan vién
c¢. Noi cho nhan vién biét rang cau hoi ctia anh ta khong phu hop.

5. Mt nguoi nao d6 bén ngoai doanh nghiép ctia ban, nho ban viét thu gi61 thi¢u cho
mot nhan vién cii trudc day co két qua 1am viéc khong tot trong doanh nghiép cia ban.
Ban sé :

a. Viét thu gidi thi€u ké ro nhitng nhuge diém cua nguoi nay.
b. Viét thu gidi thi€u nhan manh mot vai vu diém cia ngudi nay

c. Tur chdi yéu cau viét thu.
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6. Mot nhan vién trong phong dén gap ban va phan nan vé cach lam viéc cua mot nhan
vién khac trong phong. Ban s¢ :

a. Chiing ta s& ban chuyén d6 sau, bay gio t6i con nhiéu chuyén khéc can phai lam.

b. T6i rat vui long noéi chuyén véi cd 2 ngudi nhung khong ndi chuyén riéng voi
tung nguoi

c. Co chuyén gi vay ? Ké cho t6i nghe nao.

7. Bira tiéc tat nién do nhén vién trong phong t6 chirc da gan két thic khi ban dén noi.
Moi ngudi van con to ra rat phan khich v6i cong viée cudi nam. Ban sé :

a. C6 gang to ra 1a mot thanh vién vui vé va hoa nhap tiép vao cudc vui
b. Ra vé ngay

c. Noi v6i nguoi to chue rang bira tiéc da dén luc két thuc va nén két thiic cang s&
cang tot

8. Lién tuc 4 lan lién vao chi€u thir 7, cac nhan vién trong phong ban phu trach yéu cau
ban cho vé som. Ban s€ tra 101 :

a. Toi khong thé ctr cho vé sém mai thé nay, nhitng ngudi khac biét ho s& phan ddi
b. Hom nay thi khong, c6 1€ s€ c6 cudc hop vao luc 15h30
c. Cac ban that 1a can thiét cho‘ cong viéc cua doanh nghi¢p. To1 rit can cac ban
lam viéc ca ngay, dac bi¢t 1a chiu thi 7.
9. Mot tap chi viét bai vé ban, bai bao viét ding su that va co6 loi cho cong viéc cua
ban. Ban s¢€ ;
a. Guri cho nguoi viét bai bao mot moén qua
b. Goi dién thoai cam on ngudi d viét bai bao
c. Viét thu cam on va dé nghi s& gitip d& ngudi viét trong cac bai bao khac.
10. Ban méi duoc tuyén vao 1am truong phong trong mét phong c6 quy mé 16n cua

cong ty. Ban biét 1a c6 mot sb nhan vién cta phong nghi 1 ho xtimg dang dugc tuyén
vao lam truong phong. Trong ngay dau tién 1am viéc ban sé :

a. Noi chuyén ngay véi cac nhan vién do vé van dé nay
b. Lo di chuyén d6 va hy vong chuyén do sé€ tu qua di

c. Nhéan ra van dé, nhung ban tap trung 1€n cong viéc va c6 gang tim hi€u tat cad moi
van dé.

11. Mot nhan vién noi voi ban : “Co 1€ t61 khong nén ndi vai s€p chuyén nay, nhung
sép da nghe tin vé chuyén . . “. Ban s¢€ :

a. T6i khong mudn nghe nhitng chuyén ngoi 1& dudi mach

b. Toi s& thich nghe néu chuyén d6 1a chuyén lién quan dén cong viéc kinh doanh
cua chung ta.

c. Co tin gi méi thé ? Néi cho toi biét di.
12. Trong mot cudc hop véi khach hang, sép cua ban da phat biéu mot cau khong
chinh xac. Ban s¢ :
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a. Noi lai voi sép vé cau no1 khong chinh x4c va mong Ong ta s€ tu sua lai cu noi
khong chinh xac do.

b. Stra lai cdu ndi cua s€p ngay trude mat khach hang

c. Khong co y kién va sau d6 tu giai thich v6i khach hang vao mot 1an khach.
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TINH HUONG 2
TIM HIEU VE NANG LUC CA NHAN

Moi cac ban doc 1an luot cac cau hoi va suy nghi cho diém theo huéng dén sau :
- Cau tra 16i dung hoan toan : 4 diém
- Cau tra 10i tuong ddi dung : 3 diém
- Cau tra 16i khong dung 1am : 2 diém

- Cau tra 161 hoan toan sai : 1 diéem

1. Ban c6 kha nang tinh toan chinh xac khong ?

2. Ban thich doc sach béo, tai li¢u va nghién ctru hon la cac cong viéc kinh doanh
phai khong ?

3. Ban c6 kha ning thu hit, thuyét phuc ngudi khac 1am theo minh phai khong ?

&

Ban c6 yéu cau phai duoc lam viéc hoan toan theo s thich, himg thu ca nhan phai
khong ?

5. Ban c6 thich tham gia c4c hoat dong van hoa ngh¢ thuat khong ?

6. Ban 1a ngudi dé ndi bat trong dam dong nén 13 tha linh ctia nhom phai khong ?

7. Ban thich lam nhing cong viéc quen thudc va on dinh phai khong ?

8. Ban c6 dé xtic dong trudc nhitng canh bat hanh ciia ngudi khac khong ?

9. Ban c6 ning khiéu ngoai ngit khong ?

10. Ban c6 nhu cau thudng xuyén duoc giao thiép véi ngudi khac khong ?

11.Ban c6 thich 1am nhiing cong viéc ngoai troi nhu : trong cay, nudi ca khong ?

12.Ban c6 thudong xuyén doc cac loai sach bdo, tap chi khoa hoc k¥ thuéat khong ?

13.Ban c6 kha ning tip trung cha ¥ dé 1am nhirng cong viéc don diéu trong mot thoi
gian dai khong ?

14.Ban c6 nhu cau 1am nhiing cong viéc ¢6 tinh sang tao cao khong ?

15. Ban c6 kha niang lam viéc véi cac s6 liéu, tinh toan trong nhiéu gid khong ?

16.Ban 13 nguoi biét chap nhan rai may trong kinh doanh phai khong ?

17.Ban c6 kha nang phan tich, loai bo cac thong tin nhidu dé chon loc ra cac thong tin
chu yéu vé mot van dé nao do khong ?

18.Ban c6 duogc ban bé, ngudi than danh gia 1a c6 nang khiéu nghé thuat khong ?
19.Ban ¢6 nhu cau dugc chia sé tinh cam budn vui ctia ban véi ngudi khac khong ?
20.Ban la nguoi thich chi huy va ra 1énh cho ngudi khac phai khong ?

21.Ban c6 nhay cam véi thong tin kinh té nhu : ting gia hang, thay doi ty gia, 1ai suat
khong ?
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22.Ban c6 khiéu thAim my tot khong ?
23.Ban c6 to mo, mudn tim hiéu cau trac bén trong ciia cac may moc thiét bi khong ?

24.Ban c6 thich duoc lam cong viéc lién quan dén bay té nhimng tinh cam c4 nhan phai
khong ?

25.Trong hoat dong tap thé hay nhém, ban c6 san sang chap nhan dé nguoi khac diéu
khién, chi huy khong ?

26.Ban thich lIam nhiing cong vi¢c di hdi tinh chinh xac cao va ky luat chat ché phai
khong ?

27.Ban c6 thich tham gia cong tic xi hoi, tham gia cac to chic tir thién gitp d&
nguoi ngheo hay bat hanh khong ?

28.Ban c6 thé mau chong quen véi ky thuat hién dai khong ?

29.Ban 13 nguoi nhanh chong dua ra cac quyét dinh dung trong lac kho khan khong ?
30.Ban c6 nang khiéu vé 4m nhac, hoi hoa, tho ca, diéu khic va nhiép anh khong ?
31.Ban c6 thich va biét tiép xtic v6i khach hang khong ?

32.Ban c6 kha ning thuc hién cac cong viéc doi hoi co thé luc tot khong ?

33.Ban c6 thich cac bo phim tiéu thuyét va tam 1y xa hoi khong ?

34.Ban c6 kha ning phan tich va tong hop cac sb liéu khong ?

35.Ban c6 dé thich nghi voi nhitng su thay ddi cua thoi tiét, khi hau khong ?
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TINH HUONG SO 3

TINH HUONG DANH GIA VE TINH CANH

1. A : Tbi thich khang dinh bang cac yéu té sy kién
B : T6i thich khang dinh bang nhimg quan diém con nguoi vé sy dung sai
2. A : Toi thich cac hanh dong duoc tién hanh nhanh chong dé giai quyét van dé.

B : T61 muon kham pha ra nhiéu cach khac nhau dé giai quyét van dé du cho co bi
cham tre.

3. A : Toi nhan manh cac yéu t6 su kién trong giai thich cac quyét dinh, vi con ngudi
thuong phan tng tot nhat do1 voi cac van dé co tinh logic va hop ly.

B : T6i nhan manh vao niém tin trong khi giai thich cdc quyét dinh vi con nguoi
lam vi¢c tich cuc hon nhitng van dé ma nguoi ta tin tudng.

4. A : T6i nhan manh dac biét to1 trinh tu lam viéc sao cho t61 luon biét duoc van dé
dang ¢ cho nao.

B : Téi thich lam viéc sao cho c6 nhiéu thong tin nhat va khong nhét thiét phai theo
trinh tur.

5. A : T6i mudn 1am viéc theo cach di thang vao giai quyét van dé

: Toi thich lam viéc theo cach giai quyét van dé mot cach tong hop.

: Toi thay khi noi chuyén voi ngudi khac thuong gitip t6i di dén két luan.
: Toi thich ty minh giai quyét van dé.

: To1 1a mot ngudi lam viée thuc tién

: Toi thich nhiing van dé nghién ciru ly ludn

>~
> W > W o> W

: Toi thuong nhanh chéong di dén két luan quyét dinh hon nguoi khac vi ti thich
hanh dong di dén két qua.

B : To6i thuong di dén két luan cham hon nguoi khac vi t6i muén thu thap thong tin
cang nhiéu cang tot.

9. A : Dé can bang, t6i thich giao du tiép xtic voi moi ngudi nhiéu.
B : PBé can bang, toi thich im ling va suy xét cac van dé.
10. A : Phan tich logic 1a diéu quan trong dau tién d6i voi toi.
B : Cam giac cua con nguoi 1a diéu quan trong dau tién dbi voi toi.
11. A : Téi coi trong cac ké hoach va khong thich thay d6i vao gid cudi
B : T6i thuong thay doi y kién vao phit cudi
12. A : T6i d& hoa hop véi nhitng nguoi ma t6i khong biét rd
B : Toi thiy can phai cd gang 1dm moi hoa hop véi ngudi ndo ma t6i khong biét rd
lam.

GV. Nguyén Vin Thuy 128



Dé cuong bai gidng : Kij ndng giao tiép trong Kinh doanh &. &. &. . .

TINH HUONG SO 4
KIEU TAM LY CUA BAN NHU THE NAO ?
BAN THUQC LOAI KHi CHAT NAO ?

Ban hiy doc k¥ 57 cdu hoi dudi day. Néu thay cau nao dung voi ban than minh thi ghi

dau “+” & trudc so thir ty cua cau hoi do, con néu diém nao khong dung voi ban than

thi ghi du “-“ & trudc sd tht ty cua cdu hoi twong tmg. Hay tra 10 mot cach trung
thuc, khong bo quang. Gap céac cau khong quen thudc hay cu tra 161 theo cach nghi cua

minh. Hay tra 10i theo ¥ nghi nay sinh trong dau trude tién. Chu y téc do tra 101 2 — 3

cau trong 1 phut.

1. Ban c6 thuong xuyén bi 10 cubén vao nhimng cam tudng, nhimg y tuéng moi me
hodc di tim ngudn cam xic manh mé dé giai budn va lam minh phin chén 1én khong
9

2. Ban c6 thuong xuyén cam thiy can c6 nhitng ngudi ¥ hop tdm dau dé dong vién va

an ui minh khong ?

Ban 12 ngudi vo tu, khong ban tim dén diéu gi phai khong ?

4. Ban cam thay rat kho khan khi phai tir bo nhitng ¥ dinh ctia minh hoac phai tra 1oi

nguoi khac chir “khong” phai khong ?

. Ban c6 can nhic, suy nghi trudc khi hanh dong khong ?

6. Khi da htra 1am mét viéc gi d6, ban c6 ludn gitr 101 htra khong ? (Bat ké 10i hira d6
c6 thuén loi vo1 minh hay khong?)

7. Ban thudng xuyén thay ddi tdm trang : Lac vui, lac budn phai khong ?

8. Ban c06 hay n6i nang, hanh dong mdt cach bdc phat, voi vang khong suy nghi khong
?

9. C6 khi nao ban cam thiy minh 1a ngudi bat hanh ma khong c6 nguyén nhan 16 rang
khong ?

10. Ban c6 thé xép minh vao loai ngudi khong bao gio phai ling ting, ap Ging, ma ludn
ludn san sang ddi dap voi moi nhan xét hodc bat chap tat ca dé tranh luan dén cung
hay khong ?

11. Ban c6 cam théy rut ré, nguong ngung khi muén bit chuyén v&1 mot ngudi khac
gi¢i dé mén chua quen biét hay khong ?

12. Thinh thoang ban c6 ndi nong, tire gian phai khong ?

13. Ban ¢ hanh dong mét cach bong bot, ndng ndi hay khong ?

14. Ban c6 hay an han véi nhitng 161 n6i hay viéc [am ma dang 1€ khong nén ndi hodc
lam nhu vay khong ?

15. Ban thich doc sach hon 1a tro chuyén vdi ngudi khac phai khong ?

16. Ban c6 dé phat y khong ?

17. Ban c6 thich thuong xuyén cd mat trong nhom, hdi ciia minh khong ?

18. Ban hay c6 nhimg ¥ nghi ma ban mudn gidu khong cho nguoi khac biét phai
khong ?

19. C6 dang doi khi ban 1a nguoi déy nhié¢t tinh v41 moi cdng vi¢e, nhung cling co lac
hoan toan chan chudng, ué oai phai khong ?

20. Ban c6 thich tha ning c6 it ban nhung 13 ban than hay khong ?

21. Ban c6 hay mo udc khong ?

22. Lac nguoi ta quat thao ban, thi ban cling quat lai phai khong ?

23. Ban c6 thay minh day dit mdi khi c6 sai 1am khong ?

24. T4t ca moi thoi quen cau ban déu tot va hop véi mong mudn ciia ban phai khong?

W
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25. Ban ¢6 kha nang lam chu duoc tinh cdm ctia minh va hoan toan vui vé trong cac
budi hop phai khong?

26. Ban c6 cho minh 14 ngudi nhay cam va dé hung phan khong?

27. Nguoi ta ¢6 cho ban 1a nguoi hoat bat, vui vé khong?

28. Sau khi 1am xong mét cong viéc quan trong nao do, ban c6 thuong hay cam thay
minh ¢6 thé lam duoc viéc d6 tot hon khong?

29. Trong dam dong (ban) thuong im lang phai khong?

30. Boi khi ban cling hay théu dét chuyén phai khong?

31. Ban thuong khong ngii duoc vi ¢6 nhiéu ¥ nghi 16n x6n trong dau phai khong?

32. Néu ban mudn biét mét diéu gi thi ban ty tim léy trong sach bao chtr khong di hoi
nguodi khac phai khong?

33. Co bao gio ban héi hop khong?

34. Ban c0 thich nhiing cong vi¢c doi héi su chu y thuong xuyén khong?

35. Ban c¢6 hay run s¢ khong?

36. Néu khong bi kiém tra thi ban ¢6 chiu mua vé tau hay vé xe khong?

37. Ban c6 thay kho chiu khi song trong mt tap thé ma moi ngudi hay giéu cot nhau
khong?

38. Ban c6 hay buc tirc khong?

39. Ban c¢6 thich nhiing cong viéc phai lam gap khong?

40. Ban c6 hoi hop trude mot sy viéc khong hoac cod thé xay ra khong?

41. Ban di ding ung dung, thong tha phai khong?

42. C6 khi nao ban dén chd hen, hodc di lam, di hoc muédn hay khong?

43. Ban c6 hy thay nhitng con 4c mong khong?

44. C6 dang ban 13 nguoi thich néi chuyén dén muc khong bao gid bo 15 co hoi noi
chuyén ca v6i nhitng ngudi khong quen biét khong?

45. C6 ndi dau ndo d6 1am ban lo ling khong?

46. Ban c6 cam thay minh rat bat hanh néu nhu trong mot thoi gian dai khong duoc
tiép xuc rong rii voi moi ngudi khong?

47. Ban c6 thé goi minh 13 ngudi d& xtc dong, d& phan tmg khong?

48. Trong sd nhitng ngudi quen, co ngudi ma ban khong wa thich mot cach cong khai
phai khong?

49. Ban c6 cho minh 1a nguoi hoan toan tu tin khong?

50. Ban c6 dé phat y khi moi nguoi chi ra nhiing 18i 1am ciia minh trong cong tac hay
cac thiéu sot riéng tu ctia minh khong?

51. Ban cho ré“mg khé c6 thé c6 dugc niém vui that su trong budi lién hoan phai
khong?

52. Cam giac thap kém hon ngudi khac c6 lam ban kho chiu khong?

53. Ban c6 d& dang lam cho nhém ban bé ctia minh dang budn chan tré nén sbi ndi, vui
vé dugc khong?

54. Ban c6 thuong hay noi vé nhitng diéu ma ban chua hiéu ky khong?

55. Ban ¢6 lo lang vé stc khoé ctia minh khong?

56. Ban c0 thich tréu choc nguoi khac khong?

57. Ban c6 bi mat ngu khong?
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