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TUYEN BO BAN QUYEN

Tai liéu nay thudc loai sach gido trinh nén cac nguodn thong tin co thé duoc
phép ding nguyén ban hoic trich ding cho cac muc dich vé dio tao va tham khao.

Moi muc dich khac mang tinh 1€ch lac hoac st dung véi muc dich kinh
doanh thiéu lanh manh s& bi nghiém cam.



LOI GIOI THIEU

Vai nét vé xudt xir gido trinh:

Gido trinh nay duoc viét theo Ké hoach s6 1241/KH-CDNDL ngay 30
thang 12 nam 2016 cta Trudong Cao dang nghé Pa Lat vé viéc trién khai xay dung
chuong trinh ddo tao theo Luat Gido duc nghé nghiép dé lam tai liéu day nghé trinh
d6 cao dang.

Qua trinh bién soan:

Trén co s& tham khao cac gido trinh, tai liéu vé k¥ ning giao tiép trong
kinh doanh, két hop véi thyuc té nghé nghiép cua nghé Ké toan Doanh nghiép, gido
trinh nay dugc bién soan cé su tham gia tich cuc cua cac gido vién c6 kinh nghi¢m,
cung véi nhitng ¥ kién déng gdp quy bau cua cac chuyén gia vé linh vuc k¥ ning
giao tiép ng xr.

Moi quan hé cua tai liéu voi chuong trinh, mé dun/mon hoc:

Cin ctr vao chuong trinh dio tao nghé Ké toan Doanh nghiép cung cip cho
ngudi hoc nhitg kién thirc co ban vé k¥ ning giao tiép Gmg xir trong hoat dong
kinh doanh, tir d6 ngudi hoc ¢ thé van dung nhimg kién thirc nay trong qua trinh
nghién ctru tim 1y cta khéach, ciing nhu tao cho ban than phong cach giao tiép tng
xur van minh, lich sy va chuyén nghiép.

Cdu triic chung ciia Gido trinh Ky nang giao tiép vmg xir trong kinh doanh
bao gom 4 chwong:

Chuong I: Khéi quat vé hoat dong giao tiép.

Chuong II: Nghi thire giao tiép xi giao.

Chuong I1I: K§ ning giao tiép trong kinh doanh.

Chuong IV: Tap quan giao tiép tiéu biéu trén thé gidi.

Sau mdi chuong déu co cac cau hoi 6n tap, thao luan hodc bai tap tinh
hudng dé cung cb kién thirc cho ngudi hoc.

Gido trinh dugc bién soan trén co s cac van ban quy dinh ciia Nha nudce va
tham khao nhiéu tai liéu lién quan c6 gia tri. Song chic han qua trinh bién soan
khong tranh khoi nhitng thiéu sot nhat dinh. Ban bién soan mong mudn va thuc sy
cam on nhitng ¥ kién nhan xét, danh gia cua cic chuyén gia, cac thiy c6 dong gop
cho viéc chinh sira dé gido trinh ngady mot hoan thién hon.

ba Lat, ngay.....thang.... nam 2017

Tham gia bién soan

Chu bién: Th.s Nguyén Tién Trung
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GIAO TRINH MON HQC
KY NANG GIAO TIEP TRONG KINH DOANH

Tén mén hoc: K§ ning giao tiép trong kinh doanh
Ma mon hgc: MH 27
Vi tri, tinh chit, ¥ nghia va vai tro ciia mén hoc/mé dun:

- Vi tri: K¥ ning giao tiép trong kinh doanh dugc b tri giang day trude hoic
sau cac mon co so khac ctia nghé.

- Tinh chat: K¥ ning Giao tiép trong kinh doanh 1a mén hoc tu chon thudc
cac mon hoc trong chuong trinh khung dao tao trinh d6 Cao dang “Ké toan Doanh
nghiép”.

- Y nghia va vai trd ctia mén hoc: Mén hoc ndy nhim trang bi cho ngudi
hoc nhiing kién thirc vé k§ ning co ban vé giao tiép.
Muc tiéu mon hoc:
- Vé kién thirc:

+ Nhan biét duoc ban chit cua hoat dong giao tiép trong kinh doanh;

+ Giai thich duoc cac hoc thuyét vé giao tiép;

+ M6 ta dugc qua trinh giao tiép va phan biét dugc cac loai hinh giao tiép;

+ Hiéu va phan biét duoc tdp quan giao tiép cla cac ton gido va tdp quan
giao tiép cua cac qudc gia va ving lanh tho;
- Vé k¥ ning:

+ Hinh thanh dugc cac k¥ ning vé cac nghi thirc giao tiép co ban;

+ Hinh thanh duoc k¥ nang nghe c6 hiéu qua;

+ Nhan biét va khac phuc duoc rao can trong giao tiép;

+ Thuc hién duge mot sd k¥ ning giao tiép trong kinh doanh.
- Vé nang lyc tu chu va trach nhiém:

+ C6 kha ning tu nghién clru, tir hoc, tham khao tai liéu lién quan dén mén hoc dé
van dung vao hoat dong hoc tap.
+ Van dung dugc cac kién thirc ty nghién ctru, hoc tap va kién thirc, k¥ ning da

duoc hoc dé hoan thién cac k¥ ning lién quan dén mon hoc mot cach khoa hoc, ding
quy dinh.



CHUONG I: KHAI QUAT VE HOAT PONG GIAO TIEP
Muc tiéu: Hoc xong chuong nay, nguoi hoc ¢6 kha nang:

- Nhén biét duoc ban chat ciia hoat dong giao tiép;

- M6 ta duoc qua trinh giao tiép;

- Phan biét dugc cac loai hinh giao tiép;

- Giai thich dugc cac hoc thuyét vé giao tiép.

Noi dung chinh:
1. Ban chit ciia giao tiép:
1.1 Giao tiép la gi?

Sy ton tai va phét trién cta mdi con nguoi ludn gin lién voi su t6n tai va
phat trién cta nhitng cong dong x4 hoi nhat dinh. Khong ai c6 thé sdng, hoat dong
ngoai gia dinh, ban be, dia phuong, tap thé, dan toc, tirc 1a ngoai xa hoi. Nguoi La
Tinh néi rang “ Ai ¢é thé song mét minh thi nguwoi dé hodc la thanh nhdn, hodc la
quy su’”.

Trong qua trinh sdng va hoat dong, gitta chung ta v6i ngudi khac ludn ton
tai nhiéu méi quan hé. P6 co thé 12 quan hé dong ho, huyét thong nhu cha me - con
cai, ong ba — chau chét, anh em, ho hang; quan h¢ hanh chinh — cong vi¢c nhu: thu
trudng — nhan vién, nhan vién — nhan vién; quan h¢ tam 1y nhu: ban be¢, thién cam,
ac cam... Trong cac mdi quan hé d6 thi chi mot sb it 1 c6 sin ngay tir khi ching ta
cat tiéng chao doi (chang han, quan hé huyét thdng, ho hang), con da sd cic quan
hé con lai chu yéu dugc hinh thanh, phat trién trong qué trinh chung ta séng va
hoat dong trong cong déng xa hoi, thong qua cac hinh thire tiép xuc, gip gd, lién
lac da dang v&i nguoi khac ma chung ta thuong goi 1a giao tiép.

Viy, giao tiép 1a gi?

Giao tiép la hoat dong sang ldp, van hanh cdc méi quan hé giita con nguoi
Vé6i con nguoi nham théa man nhitng nhu cau nhat dinh.

Vi dy: Giam ddc gap g& dbi tac, truong phong trd chuyén véi nhan vién, ban
be thu tir cho nhau...

Mt s6 dinh nghia khac :

Giao tiép 1a hoat dong co ban cuia con ngudi dé truyén tai va tiép nhan thong
tin gitra nguoi nay voi nguoi kia, gitra ca nhan véi s dong hodc nguoc lai va trong
chinh ban than ctia mdi nguoi. Trén co s& d6 cac bén tham gia vao giao tiép s& co
chung mot quan diém, mot ndi dung, trén co sd cic thong tin dé cip, nham dat
dugce muc dich giao tiép. Ban chét ciia giao tiép 1a truyén tai va tiép nhan thong tin.



Giao tiép 14 mot qua trinh trong d6 con nguoi chia s& véi nhau nhiing ¥
tudng thong tin va cam xic nham xéac 1ap va van hanh cac mbi quan hé giita nguoi
v6i ngudi trong doi séng x4 hoi vi muc dich khac nhau.

1.2 Qua trinh giao tiép
Mé diu qua trinh giao tiép

Chirc ning co ban cua giai doan nay 13 nhan thirc. O giai doan nay 4n tuong
vé vé bé ngoai 13 rat quan trong. Nhan dén ta ¢ cau: “Quen nhau tin da. La nhau
tin quan 40”, hay “Tréng mit ma bat hinh dong”. Do d6, nhan thirc cam tinh 1 hat
nhén cua giai doan nay. Khi chua quen biét, nhitng thong tin vé nhan thirc cam
tinh nhu ddng nguoi, nét mat, doi mat, trang phuc... mang tinh ap dit.

Giai doan nay con goi 1a giai doan dinh hudng. P6i véi nguoi la, 1an dau
tién tiép xuc, cac gidc quan cua ca chu thé va dbi tuong giao tiép déu hoat dong
tich cyc dé nhan thong tin tir phia bén kia. Do d6, mé dau qua trinh giao tiép co su
tham gia cua truc giac. Truc gidc ¢ day con goi la truc — cam gidc, nghia 1a sau khi
nhin, nghe, s& m6 hodc ném, ngiri mot vat gi d6 biét ngay mui vi hay tiép xtic voi
nguoi la cdm nhan dugc sy tdt, x4u, lanh, dit hodc c6 mdt du cam quan trong vé
cudc giao tiép dién bién theo chiéu hudng nao. Truc gidc dugc hinh thanh bing
v6n sdng, von kinh nghiém ctia mdi c4 nhan.

Muc dich cua giai doan nay 1a phai tao dugc su thién cam va tin tudng vao
d6i tuong giao tiép dbi v4i ban than. Mudn vay, can phai cha ¥ tir trang phuc, anh
mét, nu cudi, dang di, cach dang... dén cach noi nang, hanh vi, cur chi...

Luu ¥: Moi hanh vi tmg xtr duoc hinh thanh ngay tir budi ban dau giao tiép.
An tuong ban dau 1a ctra ngd quan trong ctia qua trinh giao tiép, né chi dao, dinh
hudng sudt qua trinh giao tiép.

Dién bién qua trinh giao tiép

Moi ndi dung giao tiép, muc dich giao tiép dugc thuc hién ¢ giai doan nay.
Su thanh cong hay that bai ctia qua trinh giao tiép do giai doan nay quyét dinh.

Ban chat cua giai doan nay 13 boc 10 ban chét cua chu thé giao tiép vdi doi
tugng giao tiép. Dé giao tiép dat hidu qua cao can phai hiéu d6i twong giao tiép;
mdi ddi twong, mdi hoan canh, mdi ndi dung... lai co cach giao tiép — tmg xir khac
nhau. Mit khéc, trong qué trinh giao tiép cin tao dung bau khong khi than mat, coi
mé, hiéu biét 1an nhau.

Két thiic qua trinh giao tiép

C6 nhiéu cach két thic qua trinh giao tiép: Co ngudi say swa quén ca thoi
gian, khong nhan biét duoc nhitng du hiéu mudn két thiic giao tiép cia ddi tugng,
c6 nguoi chua thue hién duoc muc dich giao tiép nhung khong biét cach to chire
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giao tiép nén phai két thic sém qua trinh giao tiép; c6 ngudi két thiic mot cach
mién cuong hoac dot ngot, gay su h?mg hut cho dbi tuong giao tiép. Do d6, muc
dich két thiic qua trinh giao tiép phai dugc ca hai bén nhén thic 1a da thuc hién
duoc ndi dung, nhiém vu giao tiép; ca hai déu y thirc dugc diém dirng ctia qué trinh
giao tiép.

Khi dirng giao tiép nén dé lai su luu luyén & ddi twong giao tiép. An tuong
cubi cing — nhu nha tdm 1y hoc My Luchin da nhan xét — 1a nhiing thong tin c6 ¥
nghia hon ca.

So dd qua trinh giao tiép

Théng diep Théng diép Thong diep
Nguoi gl Khéama | . |Kénhthdngtin Giai ma
Phan hdi

Nguwoinhan

M&i Tredong
Nguoi giri (Ngudn): La ngudn gde cua tin nhin, can phai biét dugc rd rang vé viée
tai sao ban dang giao tiép va nhimg gi ban mudn giao tiép. Phai tu tin nhimg thong
tin nay rat hitu ich va chinh xac.
Théng diép: cac hinh thirc giao tiép qua viét, noi hay cac hinh thirc khac déu bi chi
phdi boi giong diéu cua ngudi truyén dat théng diép, tinh cian cir cua 1y luan,
nhimg gi dugc giao tiép va nhitng gi khong nén dugc dua vao, ciing nhu phong
cach giao tiép riéng ctia ban. Thong diép ludn ludn c6 ca yéu t tri tué va tinh cam
trong d0, yéu t6 tri tué dé chung ta c6 thé xem xét tinh hop 1y ctia né va yéu té tinh
cam dé ching ta c6 thé c6 nhitng cubn hit tinh cam, qua dé thay d6i duoc suy nghi
va hanh dong.
Ma hoéa (Encording): La qua trinh chuyén cac thong tin ban mudn giao tiép thanh
mot dang co thé gtri mot cach chinh xac va giai ma & dau kia. Thanh cong cua ban
trong ma héa mot phan phu thudc vao kha ning cua ban dé chuyén tai thong tin rd
rang va don gian nhung ciing vao kha ning cua ban dé dy doan va trir cic ngudn
gay nham 13n ( Vi du cc van dé vin hoa, cac gia dinh sai 1am, va thong tin bi
thiéu). Mot phan quan trong nay 13 biét ddi twong cua ban: khong hiéu nhirng
nguoi ban dang lién lac téi s& dan dén viée thong di€p cua ban co thé bi hiéu 1am



Kénh théng tin: Thong diép dugc chuyén thong qua cac kénh, véi kénh biang 10i
bao gébm ca mat ddi mit cac cudc hop, sd dién thoai, truyén hinh hoi nghi, va bang
véan ban bao gdm cé kénh chir, emai, ban ghi nhé va bao céo.

Cac kénh khac nhau c6 diém manh va diém yéu khac nhau. Vi du n6 khong dic
biét hiéu qua dé dwa ra mot danh sach dai cac hudng dan bang 10i néi, trong khi
ban nhanh chéng giy ra van dé néu ban cho ai d6 phan héi tiéu cuc bang cach sir
dung email.

Giai ma: Ciing gidng qua trinh mi hoa. Giai mi 1a cong viéc cua nguoi nhan. Can
c6 du kién thirc dé hiéu nhirng thong diép ma ngudi ndi truyén dat.

Ngudi nhan: Thong diép cua ban duoc chuyén giao cho thanh vién ca nhan cia
cac doi twong cua ban. Nguoi nhan tin 1a khach thé khi nhan thong tin, dong thoi 1a
chu thé khi phat ra thong tin phan hoi dén ngudi truyén tin. Ngudi nhan phai tap
trung, giai md nhanh va chinh x4c bé mi da duoc hoa tir ngudi truyén.

Phan hoi: Ngudi tiép nhéan s& co nhitng phan hoi, bang 101 hay céac hinh thirc khac
dbi véi thong diép cua ban. Hay chi ¥ sat sao dén nhitng phan hdi nay boi né thé
hién 16 rang nhit viéc nguoi tiép nhan thong diép c6 hiéu chinh xac thong diép cua
ban hay khong.

Moi truomg: La yéu t6 khach quan tic dong vao qua trinh giao tiép, nhu tiéng on,
anh sang, thoi tiét... Hoat dong giao tiép khong thé tach roi yéu té moi truong.
Diéu nay c6 thé bao gdm mdi trudng xung quanh hodc van hoa rong hon.

Chu thé tham gia giao tiép can cht ¥ khai thac thé manh va khic phuc nhiing yéu
t6 moi trudng dé tao ra hidu qua theo mong doi trong giao tiép.

1.3 Cic loai hinh giao tiép
Can cit tinh chdt tiép xiic

Giao tiép truc tiép: Gap g& nhau, nhan dién, d6i thoai truc tiép.
Giao tiép gian tiép: Thong qua cic phwong tién trung gian nhu fax, dién
thoai, thu tin, email...

Can cir vao myc dich cia giao tiép

Giao tiép chinh thrc: nhim thuc hién nhiém vu cu thé, xac dinh, co su 4n
dinh theo phap luét, theo quy trinh dugc céc t6 chirc thira nhan, thudng duoc thuc
hién theo nhitng nghi thirc nhét dinh, quy dinh bdi cac chuin muyc x3 hoi. Vi du
nhu hoi hop, trao doi, dam phan.

Giao tiép khong chinh thirc: Nham thoa man nhu cau tiép xuc, giai tri cua
con nguoi, khong bi rang budc bdi thoi gian, khong gian ma mang nang tinh ca



nhan nén bau khong khi mang tinh chat than mat, gan giii, khong bi 1& thudc vao
cac quy tic giao tiép xa hoi.
Can cit vao doi twong giao tiép

Giao tiép song phuong: hai ca nhan tiép xtc v6i nhau.

Giao tiép nhom vi muyc dich chung

Giao tiép xa hoi (16p hoc, hoi nghi, doan thé...)

Can cir vao khodng cdch gitta cdc doi twong giao tiép

Giao tiép ngoai giao: 1a giao tiép co tinh chit xa giao, trong giao tiép nay,
quan hé giira cac chu thé giao tiép vé mit tinh cam rat binh thuong.

Giao tiép than mat: Khoang cach gan tir 0.5 ¢én 1.2 m

Giao tiép than thiét, ddm tham: Quan hé gitta cac d6i tuong 1a rat than thiét,
ho thong cam, hiéu biét va quy mén nhau, khoang cach tir 0.03 dén 0.5 m

Giao tiép than tinh, thim thiét: Coi nhau nhu rudt thit, khoang cach lién ké
dén 0.03m.

2. Phong céch sir dung ngdn ngir trong giao tiép
2.1 Ngon ngir néi

La phuong tién sir dung rat nhiéu trong hoat déng giao tiép. Trung binh mot
nguoi ndi khoang 30.000 tir trong mdt ngay.

Str dung ngdn ngir noi la phuong phap giao tiép bang 10i. Pay 1a qua trinh c4
nhan st dung 161 néi cia minh dé tac dong 1én nguoi khac nham dat muc dich, v dd
ctia c4 nhan hodc ciia nhém. Phuong phap giao tiép bang 10i c6 cac hinh thirc: Hoi
thoai, thong bao, dién vin.

Ngén ngit n6i duge dung thudng xuyén trong giao tiép. N6 dugc sir dung
nhu mot cong cu giao tiép toan ning bai nd don gian, tién loi, co thé dung & bat cir
hoan canh ndo, v6i ddi tugng nao. Ngon ngit noi dem lai hiéu qua cao véi toc dd
xay ra nhanh dong thoi nhan dugc sy phan hoi tirc khic, thong tin duge thé hién 1d
rang, cy thé. Ngon ngit n6i thuong duge rat gon, rat cu thé va sinh dong nho ¢o
hoan canh giao tiép va nhiing ctr chi, diéu bo, nét mat, giong noi... hd tro.

Mt s6 diéu can lwu ¥ khi siv dung ngén ngit ndi

Khi sir dung can ding nhitng tir dung di, trang nh, van minh, d& hiéu, phai
thé hién duoc sy kinh trong, quy mén nguoi dbi thoai. Nén tranh cac tir thé tuc,
khiém nha, bat lich su. Khong sir dung nhiing tir khoa truong, séo rong, nhiing
thanh ngir riéng cua mot gidi nao d6. Cac tir biéu cam c6 hinh anh, mau sic ¢ tac
dung ting strc thuyét phuc, gdy an tuong sau sic cho ngudi nghe. Piéu d6 tao ra
mot gia tri thuc té. Vi du khi gidi thiéu mot sé dia diém du lich, nguoi hudéng dan
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gidi thiéu: “Thanh phd swong mu”, « Pt nudc triéu voi”... s& tao duoc sy chu ¥,
htng tha cho du khach. Tuy nhién néu lam dung thai qua cac tir hinh anh s& tro
thanh vo nghia, trru tugng, kho hiéu. Do d6, cac tir co stc thuyét phuc, lam nguoi
nghe d& nhé, dé hiéu 1a nhiing tir gian di trong doi séng hang ngay.

Trong bat ky cudc tiép xtc, giao tiép nio, xung ho 1a diéu quyét dinh dé dam
béo tinh 18 phép, dting muc, thin mat... Trong giao tiép bang ngdn ngit noi, viéc sir
dung cac dai tir nhan xung trong xung ho khong nhitng thé hién tinh chat quan hé
ma con thé hién tinh cam cia céc c4 nhan trong giao tiép. Chinh vi thé, viéc sir
dung cach xung ho ding, phu hop voi tap tuc, thoi quen 1a biéu hién thai do ton
trong, than mat, gan gii... Vi du, v6i nguoi bé trén: Kinh thua 6ng, ba, ngai..., véi
nguoi ngang hang: thua anh, chi...; véi bac dudi: em, chau... Xung hoé duogc coi
nhu budce dau tién dé tién hanh giao tiép, nhat 1a khi giao tiép 1an dau hoic khi giao
tiép v6i nhirng dbi twong khong than thiét hodc chua hiéu k§ cang vé nhau.

Sau viéc dung ngon tir, giong ndi 1a sic thai am thanh biéu hién ngon ngir
néi. N6 chtra dung cac ndi dung tam 1y vé thai d6 cta chu thé giao tiép. Giong diéu
161 noi ¢6 sttc hap dan ngudi nghe rat 16n. Nhitng giong néi ém 4i, ngot ngao co
sttc truyén cam ludn di vao 10ng ngudi. Dan gian da c6 cau “Noi ngot lot tdn
xwong”. Trong giao tiép kinh doanh, giong néi 1a mot cong cu lao dong hiru hiéu.
Mot giong néi ngot ngao, luc 1én bong, lic xudng trim nhu nhitng 4m hudng cta
ban nhac c¢6 strc thu hit nguoi nghe manh liét.

Khi str dung ngdn ngit ndi, ngudi ndi c6 mot sb loi thé 1on, d6 1a co thé két
hop véi ngdn ngir biéu cam dé 1am ting gia tri ctia ngdn ngit néi. Thai do khi noi
c6 anh huong 16n dén hiéu qua giao tiép. Can ludn tao ra bau khong khi vui vé,
than mat, c4i mod bang sy lich thiép, thién chi va hai hudc.

Ngon ngir noi st dung trong giao tiép con phu thudc vao vai tro, dia vi xa
hoi tudi tac, gidi tinh... cua cac chi thé giao tiép. Vi du: Nguoi khac gisi khi giao
tiép voi nhau thudng lich sy, 101 noi kiéu cach, trau chudt...; ngudi cing gidi khi
n6i chuyén, 161 nodi thuong gian di, xué xoa...

Giao tiép bang 10i c6 nhiéu cach thirc khac nhau. Mdi cach ndi c6 nhimng dic
diém riéng biét, chiing ta s& xem xét mot sd cach thirc duoc sir dung trong ngon
nglr noi:

+ Cach noi co gidi: chi cach phan tng thang thing, gay gat. Vi du mot nhan
vién hoi quan 1y vé mot van dé nao d6, ngudi quan 1y 1ién néi “Sao anh do thé, co
vay ma ciing hoi”.... Cach néi co gidi tac dong truc tiép nén thuong gy tam 1y tiéu
cuc ¢ nguoi nghe, xGc pham dén nguoi nghe, d& dan dén hanh vi “an miéng tra
miéng”, gdy hau qua tiéu cuc kho ludng.



+ Cach néi tinh thai: chi cach thé hién tim 1y, tinh cam va su té nhi cua
ngudi phat ngdn, 1lam cho nguoi nghe cé thé tiép thu dé dang nodi dung ban thong
diép. Vi du: thay vi noéi “Anh sai r6i” dé phan d6i lai lap trudng ciia ngudi khac, ta
c6 thé noi “T6i thay hinh nhu ¢ gi chua 6n” hodc “Tdi e rang nd khong han 1a nhu
vdy, ching ta ciing xem xét lai van dé nhé”...

+ Cach no6i hién ngon: La cach néi co y nghia biéu hién truc tiép ra bén
ngoai, tirc 12 ndi nhu thé nao hiéu dung nhu thé, nghi nhu thé nao néi dung nhu
vay. Vi du khach hang ché mot moén an khong ngon “Mon ndy sao do thé”.

+ Cach no6i ham ngon: 13 cach néi cd nghia an bén trong, ngudi nghe phai cb
ging giai ma dé hiéu thuc chit ndi dung cua cau ndi, trén co so ngir canh, hoan
canh cu thé & thoi diém néi. Vi du

“Ao anh sitt chi dwong ta
Vo anh chw co me gia chwa khdu...” (Ca dao)
2.2 Ngon ngir viét

Ngon ngit viét ra doi mudn hon ngdn ngit néi. Tac dong cliia ngdn ngir viét
trong giao tiép khong bang 4m vi ma bang ky tu, hé théng ky hiéu tuong trung cia
ngodn ngir. Str dung ngdn ngit viét trong giao tiép 1a chung ta sir dung phuong phap
giao tiép bang vin ban. Phuong phap nay bao gom hinh thic dbi thoai nhu thu ti,
fax, van ban hop dong... va doc thoai nhu sach bao, cong vin, chi thi....

Ngon ngir viét hoan toan phy thudc vao ¥ nghi, nhu cau, tinh cam va trinh
d6 nhén thirc ctia chi thé giao tiép. Do d6, dé dbi twong giao tiép hiéu duoc doi hoi
ngdn ngir viét phai tudn theo cic quy tic nghiém ngit vé ngit phap, tu tir, van
phong phai mach lac, rd rang, dé& hiéu. Khi st dung ngon ngir viét, chi thé giao
tiép c6 y thirc lya chon tir, ¥ nén ngdn ngit viét thudng dugc thé hién dai dong va
trau chudt.

Ngon ngit viét thuong dugce st dung trong cac hoat dong giao tiép khi
khong c6 diéu kién sir dung ngon ngit noi hodc ndi dung giao tiép doi hoi phai rd
rang va can luu gitt. Khi str dung ngon ngit viét, ta khong c6 su hd tro clia ngdn
ngit biéu cam, ngdn ngir hoan canh, do do, so véi ngdn ngir ndi, ngdn ngir viét doi
hoi cao hon vé ngit phéap, van pham, tir ngit phai rd rang, trong sang, mach lac, khi
viét phai than trong, can nhic timng tir, timg cau. Trong ngdn ngit viét chi mot sai
pham nho ciing ¢6 thé lam cho két qua nhén thirc bi bién dang, giy nén nhitng hau
qua dang tiéc.

Tinh trién khai cua ngoén ngr viét rat manh.



Tinh chu ¥, cht dong va tinh t6 chirc ngdn ngit viét rat cao va chit ché. Khi
giao tiép bang ngdn ngir viét nguoi tiép nhan thong tin khong co mit, ngudi viét
khong danh gia duoc hét phan tng ciia ngudi néi chuyén.

Khi sir dung ngon ngiv viét can chii y

- Mot tir dtig trong cac ngit canh, van canh khac nhau, cdu triac cau khac
nhau c6 thé mang ¥ nghia xa hoi khac nhau, tham chi ddi 1p nhau vé nghia hoic
néu dao vi tri tir trong cau s& 1am ddi nghia cua cau. Vi du: Nguwoi téi yéu va nguoi
véu toi hodc sy vat tac dong vao va tac dong vao sy vat.

- Céch str dung cac dau c6 thé 1am ting hodc giam ¥ hodc nghia cta ciu. Vi
du: Mon an ngon tuyét! va Mon an ngon tuyét?

- BPuong nét cua chir viét, kiéu chir viét thé hién tinh cach, nang luc, nhan
cach cua con ngudi. Tuc ngit c6 cau “Nét chit nét nguoi” dé noi 1én didu nay.

Tuy theo ting loai van ban ma c6 nhiing cach viét khac nhau. Vi du: Viét
thu trao doi tAm tinh c6 thé viét ngan dai tiy y, nhung viét thu dé trao doi cong
viéc lai doi hoi phai ngan gon, khiic chiét, dac biét véi cac van ban ky két hop
ddng can c6 su than trong, can nhic ting tir, ting cau, ting ¥, phai viét theo miu
van ban phap quy ctia nha nudc, cua t chirc, cia timg cong viée. Khi viét gidy gisi
thiéu can ghi r0 cong viée, thoi han, chirc danh ngudi duoc gidi thigu .

2.3 Ngon ngir biéu cam (ngdn ngir khong 101)

Ngon ngir biéu cam déng vai trd quan trong trong hoat dong giao tiép.
Chinh ngén ngit biéu cam lam ting gia tri cho ngdn ngit nodi, tuy nhién viéc hiéu
ngon ngir biéu cam khong phai 1 vin dé d& dang khi hai ngudi khong cting mot bo
ma.

Cdc ngén ngir biéu cam gom:
Anh mit, nét mit, nu cuoi
+ Anh mat: Trong giao tiép can
- Nhin thang vao mat ngudi ddi thoai

- Khong nhin chdm chu vao nguoi khac
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- Khong nhin ngudi khac véi anh mit coi thudng giéu cot, khong thém dé y.

- Khong dao mét, dua mét liéc nhin mot cach vung trom

- Khong nheo mit hodc nhim ca hai mét trudc mat nguoi khac

+ Nét mat: Nét mat biéu hién thai o, cam xtc cua con ngudi. Trong tim 1y
hoc nét mit biéu 16 siu cam xuc: vui, budn, ngac nhién, s¢ hai, tirc gian va ghé
tom.



+ Nu cuoi: Nu cuoi 13 mot phuong tién giao tiép quan trong chira dung
nhiéu nodi dung phong pht. Nu cudi khong chi biéu hién thai do, tinh cam cua con
nguol ma nhirng nét tich cach nhét dinh cua ho nita. Thuc té cho thﬁy mot b mat
tuoi cuoi ludn duge hoan nghénh d6 13 vi nu cudi chang nhitng dem lai cho nguoi
khac cam gidc thoai mai, tu tin ma con 1am cho ho cam thay day 1a su tot lanh, cta
tinh hiru hdo va chan thanh.

An mic, trang diém, trang strc

+ An mic: Viéc chung ta dn mic nhu thé ndo trong giao tiép khong nhing
thé hién khiéu tham mi, vin ho4 giao tiép ctia chiing ta ma con thé hién thai do cua
ching ta ddi véi cong viée va d6i voi ngudi khac. Tai cong sd viée chung ta dn
mic nghiém tac, lich s cho moi nguoi thdy rang chung ta 13 con ngudi co luong
tam, ¢ trach nhiém voi nghé nghiép, coi trong cong viéc.

+Trang diém, trang sirc: Khi tiép khach nir gidi nén trang diém nhung
khong nén dam va loé loet qua dé bi danh gia 1a an choi thiéu nghiém tac, khong
nén deo qua nhiéu do trang strc vi nhu thé dé gay an tuong ning né, khoe cua.

Tu thé, dong tac

+ Tu thé di: Tu thé di dep 1a tu thé di nhanh,va nhe nhang, dau ngéng cao,
nguc hoi udn ra phia trudc mot chut.

+ Tu thé dung: Tu thé ding dep 1a tu thé dung thang nguoi, dau ngang cao,
vai khong nho ra phia trudc, nguc thang, hai tay buéng xudi tu nhién, 1ong ban tay
hudng vao trong, ngdn tay giita hoi cham vao quan. Nhin mot bén tir mép tai cho
dén mat ca chan phai 1a mot duong thing.

+Tu thé ngdi: Khi ngdi phai co tu thé ding dan, thoai mai, tu nhién, thanh
than, trong nhitng quan hé giao tiép chinh thirc. Khong ngdi choan hét chd, ngdi
nghiéng nguoi vé mot bén, lung va dau phai thang, co thé tua lung nhung khong
duoc dudi chan ra theo tu thé nita ndm, nira ngoi.

+ Pong tac: Léic dau di kém véi cai biu mdi thé hién su coi thuong, di cung
su le Iudi thé hién sy than phuc, ngac nhién. Gat dau di kém vo tay thé hién su tan
dong, khen ngoi. Ngang dau hat ra sau thé hién sy kiéu hanh, dau guc xubng nguc
thé hién that vong, budn phién.

Khoang cach, vi tri, kiéu ban, ghé:

+ Khoang cach

- Khoang cach cong cong: trén 3,5m. Khoang cach nay thich hop véi cac
cudc tiép xtc ddm dong tu tap lai thanh tirng nhom.

- Khoang cach x3 hoi: tir 1,2 dén 3,5m khi tiép xuc véi nguoi la.



- Khoang cach ca nhan: tir 0,4 dén 1,2m khi tham dy tiéc, giao tiép khi gip
mat ban be.

- Khoang céach than mat: tr 0 dén 0,45m khoang cach véi cha me, vo
chong, con cai...

+ V1 tri

- Vi tri gbc: Vi tri nay tién 1gi cho nhitng nam nit ¢6 tinh cam véi nhau
nhung van con e dé, nhitng cudc gip riéng dé tu van, khuyén bao hay thuyét phuc

-Vi tri hop tac 1: Hai nguoi ngdi bén canh nhau va cing quay vé mot
hudng, thuong gdp khi dai dién hai phai doan hop bao sau dam phan thanh cong.

-Vi tri hop tac 2: Hai ngudi ngdi ddi dién nhau, thudng gip khi hai nguoi
c6 ¥ kién co ban thong nhit va ho thang than véi nhau. Ngbi cting huéng va dbi
mat

-Vi tri canh tranh: Hai nguoi ngdi d6i dién nhau, gitta ho 13 cai ban co tac
dung nhu mot chuéng ngai phong thi. Thudng gip khi hai ngudi cé van dé can
tranh luan, khi cAn ndi chuyén thiang than voi nhau chang han, khi nguoi 1anh dao
phé binh, khién trach cap dudi. Ngdi nhu vy sirc manh cta 101 khién trach sé ting
1én

- Vi tri doc 1ap: Cach ngdi nay thuong thiy trong thu vién, hay trong ctra
hang an udng giita nhimg nguoi khong quen biét. Cho nén, khi mudn ndi chuyén
co1 mo voi ngudi nao dé khong nén chon vi tri nay.

+ Kiéu ban

- Ban hinh chit nhat: Ban hinh chit nhat biéu hién cho quyén luc, ban cang
dai thi quyén luc cang 16n.

- Ban hinh vudng: Biéu hién mdi twong quan ddi dau phong thi, nd thuong
dugc nhitng nguodi cd dia vi ngang nhau st dung cho nhiing cudc noéi chuyén
khong kéo dai, di thang vao van de.

- Ban hinh tron: Biéu hién mdi quan hé binh dang, thoai mai, than tinh. N6
rit phu hop cho nhiing cudc trao ddi, théo luan cho nhitng nguoi c6 cung dia vi va
c6 thién chi hop tac véi nhau.

+ Kiéu ghé: Kich ¢& va chiéu cao cua ghé biéu hién cho quyén luc, ghé
cang 16n, lung ghé cang cao thi quyén luc cang 16n.

+ Qua tang: Trong giao tiép, ngudi ta hay dung do vat nhu buu anh, hoa, d6
trang strc ... dé ting cho nhau. Nhimg do vat nay thuong trd thanh dd vo gia dbi
v6i ngudi dugce ting boi chung chira dung tinh cam, mong mudn ctia nguoi ting.
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3. Cac hoc thuyét vé giao tiép
3.1 Hoc thuyét vé giao tiép & nguoi
Khai niém ban than va cdi toi

Khai niém ban than 1a cdch mdi c4 nhan hinh dung chinh minh 1 nguoi
nhu thé nao
(c6 thé goi 13 hinh anh ban than) va chung ta soi theo d6 ma hanh dong. N6 khong
¢o san khi con nguoi duge sinh ra ma dugce hinh thanh dan do cach d6i xu, cach
phan ung cua nhiing nguodi xung quanh déi voi minh va nhitng trai nghiém thanh
cong hay thit bai ctia minh.

Khdi niém ban thdn mang nhiéu hinh thirc khdc nhau

- Hinh anh co thé: Y thic vé co thé, voc dang, dep hay X4u cta minh,
ching ta ¢6 hianh dién vé co thé cua minh hay khong. Chung ta hanh dong tich cuc
hay tiéu cuc ciing do cach ching ta ty danh gia hay su danh gia ctia nguoi khac vé
voc dang ctia minh. ngudi co khuyét tat thuong hay bi tréu choc luén mic cam va
it chiu giao tiép.

- Cai t6i chu quan: Cach mot ca nhan nghi vé chinh minh (toi nghi toi 1a...)
va cai ma ngudi khac danh gia vé minh ( c6 khi dung, c6 khi sai)

- Cai t6i 1y twdng: cai t6i ma mot ca nhan mudn trd thanh ( vé cac mit nhu
udc vong, gia tri, 1y tuong. dao duc...) thuong dua theo mot mau nguoi dugce
ngudng md hay udc mudn di theo mot lanh vue hoat dong ¢ ich cho xa hoi.

Va nhiing ca to1 khéc theo ting vai tro xa hoi
Co 3 khuynh huong chinh cua khai niém ban than:

- Khéi niém ban than c6 khuynh huéng san loc: con ngudi thudng tiép
nhan nhitng gi minh thich theo mot khung gid tri san c6 véi xu hudng loai bd cai gi
khong phu hop va gitr lai céi gi dugc coi 1a phu hop véi hinh anh cua minh.

- Khéi niém ban than c6 khuynh huéng hanh dong theo su mong doi cua
ngudi than. Do 1a su nd luc dap tra lai khi c6 nglroi khac quan tdim va mong doi &
minh diéu gi do.

- Khai niém ban than c6 khuynh huéng tién tri vé su tu thé hién ctia mot ca
nhan (ngudi c6 ké hoach cho cudc sdng ctia minh). Khi ta mong doi ¢ chinh ta diéu
gi thi d6 1a dong luc thuc day ta hanh dong dé vuon t6i dich. Khuynh hudng tién tri
nay c6 dugc khi ca nhan c6 khai niém ban than tich cuc, c6 niém tin & chinh kha
nang cua minh va ¢ tuong lai.

Pdc diém tam li & nguoi va phwong phdp vng xir

- Thich duogc giao thi€p vo1 nguoi khac
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- Thich dugc ngudi khac khen va quan tam dén minh

- Thich to mo, thich diéu méi la, thich nhimg c4i ma minh khong c6, co
mot lai mubn hai

- Thich tu khéng dinh minh, thich tranh dua

- Lu6n ham thich céi dep

- Ludn yéu thich ky niém, ton thd biéu twong

- Ludn ky vong va dam mé khi di ¢6 niém tin

- Doi khi ty mau thuan véi chinh minh.

3.2 Hé thong cAp dd nhu cau ciia Maslow

Thap nhu cau

Ton trong

Xa hoi

\ 0 e

-Abraham Maslow-

An toan

Sinh ly

- Nhu cau sinh li: Pugc goi 1a nhu cAu cta co thé hodc nhu ciu sinh ly, bao
gdm cac nhu ciu co ban cia con ngudi nhu in, udng, ngi, khong khi dé thd, nhu
cau lam cho con ngudi thoai mai... ddy 1a nhitng nhu ciu co ban nhat va manh nhat
cua con nguoi.

- Nhu ciu vé an toan, an ninh: khi con ngudi da dap Gng cac nhu cau co
ban, tc cac nhu cau nay khong con diéu khién suy nghi va hanh dong cua ho nita,
lac d6 nhu cau vé an toan, an ninh s& bat dau dugce kich hoat. Nhu cau nay thé hién
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trong ca thé chat va tinh than. Con ngudi mong muén c6 su bao vé cho su séng con
ctia minh khéi cac nguy hiém.

- Nhu ciu vé x3 hdi: duge goi 1a nhu cau mong mubn thudc vé mot bd
phan, mot t6 chirc nao d6 hodc nhu cau vé tinh cam, tinh thwong. Nhu cau nay thé
hién qua qua trinh giao tiép nhu viéc tim kiém, két ban, im ngudi yéu, lap gia
dinh.

- Nhu céu t6n trong: dugc goi 1a nhu ciu tu trong vi n6 thé hién 2 cip do:
nhu cau duoc nguoi khac quy mén né trong théng qua cac thanh qua cua ban than
va nhu cau cam nhén, quy trong chinh ban than, danh tiéng ctia minh, c¢6 long tu
trong, su tu tin vao kha nang cua ban than.

- Nhu cau duoc thé hién minh: day 1a nhu cau duogc sir dung hét kha ning,
tiém ning ctia minh dé tu khang dinh minh, dé lam viéc, dat cac thanh qua trong x4
hoi.

3.3 Cac hoc thuyét cia Mc Gregor
Hoc thuyét X dua ra gia thiét c6 thién hudng tiéu cuc vé con ngudi nhu sau:

- Luoi biéng 13 ban tinh cta con ngudi binh thuong, ho chi muén lam viée
it.

- Ho thiéu chi tién tha, khong dam ganh véc trach nhiém, cam chju dé
nguoi khéc 1anh dao.

- Twr khi sinh ra, con nguoi da tu coi minh Ia trung tam, khong quan tam
dén nhu cau cua t6 chuc.

- Ban tinh con ngudi 1a chong lai sy d6i méi.

- Ho khong dugc lanh loi, dé bi ké khac lira dao va nhiing ké c6 di tam
danh lura
Hoc thuyét Y ciing duoc Douglas Mc Gregor dua ra vao nhitng nim 1960, c6 thé
coi hoc thuyét Y 1a sy “stra sai” hay tién bo hon vé 1y thuyét quan tri nhan lyc.
Xuét phat tir viéc nhin nhan dwgc nhitng chd sai 1am trong hoc thuyét X, hoc
thuyét Y da dua ra nhiing gia thiét tich cuc hon vé ban chat con nguoi, do 1a:

- Luoi nhac khong phai 1 ban tinh bAm sinh cta con ngudi néi chung. Lao
dong tri oc, lao dong chan tay ciling nhu nghi ngoi, giai tri déu 1 hién tuong cia
con nguoi.

- Piéu khién va de doa khong phai 1a bién phap duy nhét thuc diy con nguoi thuc
hién muc tiéu cua t6 chirc.

- Tai ning con nguoi ludn tiém an van dé 1a lam sao dé khoi goi day duoc
tiém ning do.
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- Con ngudi s& lam viéc tot hon néu dat dugc su théa min ca nhan.Kha

ning cta minh dugc phat huy va minh cam thay hai long vé no.
3.4 Hoc thuyét phan tich giao dich

Ra doi nam 1958 do nha phan tam hoc Eric Berne xay dung nén.
3.4.1 Ba trang thdi cua cdi toi

Eric Berne cho r::ing, mdi nguoi déu c6 sy hién dién cua 3 trang thai cai Toi:
trang thai cai to1 tré em (Child Ego state), trang thai cai T61 cha me (Parent Ego
state) va trang thai cai To6i nguoi trudng thanh (Adult Ego state). Ba trang thai ctia
cai Toi trong thuyét Phan tich giao dich thé hién qua hanh vi mot cach rd rang, c6
thé quan sat dugc va hoan toan nam & cip do ¥ thic chir khong phai vé thire

Trang thai Toi tré em (Child Ego state)

Trang thai T6i tré em 13 nhitng khudn miu vé cam xuc, thai do va hanh vi
hién dién trong mdi con ngudi chung ta, d6 1a vét tich cta thoi tho Au ctia mot
nguoi. Trang thai cai Toi tré em & mdi ngudi duge chia thanh 3 phan: doa tré tu
nhién (Natural child), dtra tréthich nghi (Adapted child) va “6ng/ba cu non” (Little
Professor). Dtra tré tu nhién (Natural child) 13 phan thé hién tinh tré con, xung
dong, chua dugc gido duc, bde 10 theo cam xtic. Ptra tré thich nghi (Adapted child)
1a phan duoc hinh thanh khi tré twong tac voi b me, da dugc bd me gido duc va vi
thé tinh kiém soat t6t hon. “Ong/ba cu non” (Little Professor) 1a phan thé hién sy
1ap luan, 1y 1& theo 16i nguoi 16n.

Trang thai cai Toi tré em (Child Ego state) sé& theo ching ta trong sudt cudc
doi cho dén lac chét di. Theo Eric Berne, & ngudi trudng thanh, trang thai cai Toi
tré em tuwong dwong murc dd phét trién ciia mot dta tré 7 tudi. Trang thai cai Toi tré
em giGip nguoi trudng thanh tan hudng cude séng va gitp chung ta ldy lai sy can
bang vé mit tam ly. Nhiéu tinh hudng chung ta thay ring minh cu xi, thé hién
gidng nhu mot dira tré d6 1a lac trang théi cai Toi tré em ¢ ngudi trudng thanh hoat
dong. Tuy nhién, & nguoi truong thanh khong phai luc nao ciing ¢6 thé boc 16 trang
thai cai Toi tré em.

Mot nguoi dang trong trang thai cai Toi tré em s& c6 xu huéng thé hién
nhiing tr nglr biéu 16 cam xtc nhu: “O”, “Ai cha”, “Chao 6i”... Trang thai cai To61
tré em duoc hinh thanh sém hon ca, lac d6 daa tré chua hoan toan du von tir nén
phan 16n trang thai cai Toi tré em cha yéu nim ¢ dang cam xac, dic biét 1a cam
xuc tich cuc khi thoéa man nhitng nhu cu ctia ban than hay khi ngac nhién. D6 1a
hién than cua dua tré ty nhi€n (Natural child). Mot khi dira tré ket gitra mot bén
1a nhitmg nhu cau cta ban than va bén kia 13 nhimg gidi han cua méi trudng, dic
bi¢t 1a nhitng gidi han cua cha me danh cho ching, dtra tré sé nhéan ra ré“mg “I’m not

14



OK” va dura tré diéu chinh hanh vi cia minh cho phu hop véi gi6i han d6 thi dé
chinh 1a hién than ctia dra tré thich nghi (Adapted child). Khi daa tré ty minh tim
cach 1y giai nhimg sy vat hién tuong trong doi séng theo 16i ngudi 16n thi d6 1a
hién than cua “6ng/ba cu non”

Trang thai Toi cha me (Parent Ego state)

Trang thai cai Toi cha me bat dau hinh thanh khi tré hoc 16p 1va tiép tuc
diéu chinh trong sudt cudc doi ctia con ngudi nham cai thién viée giao tiép véi
ngudi khac ¢6 quyén luc cao hon so v6i minh. Trang thai cai Toi cha me co dau
hiéu dic trung 13 su quyét doan va khong can 1y 18. Hanh vi va suy nghi cua trang
thai cai Toi cha me duoc tré tap nhiém théng qua nhitng ménh 1énh duogc tré tiép
nhéan khi con bé. Nhitng tir thuong dugc st dung khi trang thai cai T61 cha me hi¢n
dién 1a:“khong bao giv...”, “ludn ludn...” va “dimg bao gid quén rang...”. Khi
trang thai cai Toi cha me hién dién thi ngudi d6 c¢6 khuynh huéng khong xem xét
thong tin & tinh hudng hién tai ma 1a nhitng ménh 1énh trong qua khtr anh huong
dén hanh vi hién tai. Hay n6i mot cach khac, khi hién dién trang thai cai Toi cha
me, chung ta s& hanh x&r nhu cach bé me chiing ta ra 1énh khi chtng ta con bé.

Trang thdi cdi toi nguoi truong thanh (Adult Ego state)

Trang thai cai T6i nguoi trudng thanh thé hién & dic diém nhiing cam xic,
thai do va hanh vi c6 thé diéu chinh cho phu hop véi thuc té cudc séng. Ngudi
truong thanh c6 kha ning tiép nhan, xr 1y, lwong gia, nhip tdm hay loai bo
thong tin mot cach c6 chu dinh. Trang thai cai Toi nguoi truong thanh thé hién
tinh trach nhiém, t6n trong, ding muc trong quéa trinh giao tiép. Khong ap dat
cting khong voi vinh, nhong nhéo nhu trang thai cai Toi cha me hay trang thai cai
To1 tré em.

3.4.2 Tuong giao

Tuong giao 1a mdi twong quan gitra chu thé va khach thé trong giao tiép.
C6 3 loai tuwong giao co ban: twong giao bd sung, twong giao bat chéo va tuong
giao ngam.

a. Tuong giao bo sung

Kiéu I:
O
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P: Cha me (parent)

A: Trudng thanh (Adult)
C: Tré em (Child)

Vidu

Laura: San sang chua?

Emily: D3 sin sang.

Qua doan hoi thoai trén ching ta thdy rang Laura va Emily di giao tiép voi
nhau bang trang thai cai To1 nguodi trudng thanh. Laura nhin nhan Emily 1a nguoi
truong thanh, ng x nhu nguodi truong thanh va nguoc lai Emily cling thé. Pay la
loai twong giao mang lai hi€u qua giao tiép tot nhat.

Kiéu I1
Vidu

Lewis: Con an banh dugc khong me?
Me: U, con an di

Cudc hoi thoai gitra hai me con Lewis ciing duoc xép vao loai twong giao
b6 sung. Lewis da y thuac dugce vai tro, vi thé ctia minh khi giao tiép vO1 me nén em
da giao tiép v6i me bang trang thai cai Toi tré em va em ciing ¥ thire dugc rang me
dang ¢ trang thai cai T6i cha me nén trude khi an banh xin phép me 1a viéc can
lam. Me Lewis ciing d3 dung trang thai cai T6i cha me dé giao tiép voi con thé
hién & chd cho phép con in banh

b. Tuong giao bat chéo

Kiéu I °
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Vidu

Me: Xong chua Dana?

Dana: Ping 1am phién con nita

Me ciia Dana d& xem Dana 13 nguoi truong thanh. Ba giao tiép voi con bang trang
thai cai Toi ngudi truong thanh va ba ciing hy vong rang Dana s& dap lai bang
trang thai cai Toi truong thanh nhung trong trudong hop nay trang thai cai Toi tré
em ctia Dana d3 1én tiéng khi em giao tiép v6i me.

Kiéu II

Tuong tu nhu kiéu I, ¢ kiéu twong giao thtr II ndy, Fran di dung trang thai
cai Toi truong thanh dé giao tiép v4i Roth nhung Roth di giao tiép véi Fran trong
trang thai cai Toi tré em.

Vidu
Fran: Ban dang béo 1én day.
Roth: Pung 1am t6i buc minh vi diéu day nira
c. Tuong giao ngdm
Trong qua trinh giao tiép c6 thé cing mot lic ¢o 2 thong diep duoc giri di.
Thong di¢p thtr nhat dugc theé hién cong khai trong moi quan hé gitta chu thé va

khach thé. Trong khi d6 mot thong diép dang 4n ding sau thong diép thi nhat ciing
dugc ngam giri di, ta goi d6 14 thong diép ngam.

A > A

A

A

C

Théng diép cong khai

Dick: Ban c¢6 mudn qua chd t& udng chut gi khong? (Trang thai cai toi truong
thanh)

Jane: Di nhién 12 mudn
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Théng diép ngam:
Dick: “Thich di choi khong?” (Trang thai cai Toi tré em)

Jane: “Di cht” (Trang thai cai Toi tré em)

Kiéu I1

Thong diép cong khai

Ngudi ban: Day 1a san pham t6t nhat ctia chung t6i, nhung c6 18 1a chi mudn chon
hang gia “mém” hon phai khong?

Ngudi mua: Toi mudn mua thir nay

Théng diép ngam

Ngudi ban: Chj khong mua néi san phdm nay dau!

Qua 10i giéi thidu cua ngudi ban hang cho thiy, ngudi ban hang bén ngoai
thi dung trang thai cai Toi cta ngudi trudng thanh dé giao tiép voi trang thai cai
T61 trudng thanh cia ngudi mua nhung trong tham tdm ngudi ban hang cé y xem
thuong kha ning ctia nguodi mua hang. Vi thé thong diép ngadm duoc ngudi ban
hang truyén di trong trang thai cai Toi truong thanh nhung nguoi ban hang chi
xem ngudi mua hang chi & trang thai cai Toi tré em. Két qua 1a khach hang da
dung trang thai cai T6i tré em cta minh giao tiép voi trang thai cai Toi trudng
thanh ctia ngudi ban hang. Mot hé qua tat yéu 13 ngudi mua hang s& khé chiu vi
cach giao tiép ctia nguoi ban hang va c6 thé 1an sau ho s& khong mua hang & day
ntra.

3.4.3 Quan diém song

Quan diém sdng 1 cach ma con ngudi nhin nhan vé chinh ban than minh va
ngudi khac trong mdi trong quan voi nguoi khac.

C6 4 loai quan diém song co ban:

“I’m OK-You are OK”: Pay la quan diém song tot nhat. Nguoi song
theo quan diém nay 1a ngudi ¢ trach nhiém véi ban than va nguoi khac, biét minh
va biét ngudi, biét can nhic sao cho mdi quan hé hai hoa trén co so hop tac, ton
trong va doi bén cung co6 loi.

“I’m OK-You are not OK”: Ngudi song theo quan diém nay chi biét ban
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than minh, khong quan tim dén nguoi khac, loi dung ngudi khac dé dem lai loi ich
cho ban than. Tuong quan sé& giy d6 khi ddi tac phat hién ra quan diém sbng cta
ho.

“I’m not OK-You are OK”: Ngudi song theo quan diém nay thuong chi
nghi dén nguoi khac, lo cho ngudi khac, so ngudi khac phat long, sin sang chip
nhan thua thi¢t cho ban than minh.

“I’m not OK-You are not OK”: Nguoi song theo quan diém nay chap
nhan minh khong t6t va biét nguoi khac cling nhuvay, nhung ca hai van hop tac
v6i nhau va giao tiép trong tinh trang “séng chung véi lil dé huong phu sa”. Nhing
ngudi sdng “bat can doi” cling duoc xép vao loai nay.
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CAU HOI ON TAP CHUONG I

Cau 1: Giao tiép 1a gi?

Ciau 2: Giao tiép gdm cac qua trinh nao? Hay vé va giai thich so dd qué trinh
giao tiép?

Cau 3: Sir dung ngdn ngit ndi trong trudng hop nao? Can luu ¥ nhing diéu
gi?

Céu 4: Sir dung ngdn ngit viét trong truong hop nao? Can luu ¥ diéu gi?

Ciu 5: Trong giao tiép, thuong sir dung cac loai ngén ngir biéu cam nao?
Giai thich?

Ciu 6: Phan tich hé thong cip d6 nhu cau ciia Maslow?

Céu 7: Theo hoc thuyét X va Y caa Mc Gregor, con ngudi thuong cé biéu
hién tiéu cuc va tich cuc nao?

Cau 8: Theo hoc thuyét phan tich giao dich cua Eric Berne, con ngudi
thudng giao tiép v6i nhau qua cac trang thai nao?

Bai tap thwe hanh
Cau 1: Quan sat va phat doan dién bién tim 1y, trang thai ctia cc ban trong
16p.

Cau 2: Chia nhom 5 ban. Mdi nhom thao luan va viét mot thong di€p cod
khoang 30 tir vé chui dé: Thanh phé du lich.
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CHUONG II: NGHI THUC GIAO TIEP XA GIAO

Muc tiéu: Hoc xong chuong nay, ngudi hoc c6 kha nang:

Hinh thanh duoc cac k§ ning vé cac nghi thirc giao tiép co ban.
Noi dung:
1. Nghi thirc gap go, lam quen
1.1 Chao héi

La cir chi, 161 néi ban dau khi gip nhau hay khi két thiic cudc giao tiép, chia
tay nhau. Chao hoi 1a 161 né1, ctr chi thé hién thai do, tinh cam cta con nguoi trong
hoat dong giao tiép, nham x4y dung cing cd, duy tri phat trién mdi quan hé gitra
cac chi thé tham gia giao tiép.

Chao hoi c6 thé bang ngdn ngit 11 ndi, ngdn ngir viét va ciing ¢ thé 1a ngdn
ngit biéu cam.

Nghi thirc chao hoi

Nguoi dugce ton trong, uu tién bao gio cling dugc nguoi khac chao minh
trude. (Ngudi it tudi chao ngudi nhiéu tudi, nhan vién chao thi trudng...)

Trong trudong hop dong nguoi:

- Néu c6 ngudi than quen trong nhom, phai chao ca nhom, khong nén chi
chao nguoi than quen. Néu c¢6 khach phai chao khach trude, trir truong hop ngudi
than quen la nguoi c6 dia vi cao sang hodc rt cao tudi va dic biét duge ton trong.

- Trong céc cudc hoi nghi, tiéc... khong nén di chao tat ca moi ngudi vi s&
lam anh huong dén hoat dong chung. Chi nén chao ngudi chu tri, chi tiéc... va
nhitng ngudi dang & canh minh, con lai chi gat dau, mim cuoi. Néu ban than 1a
ngudi co dia vi cao chi can gio tay hodc nim tay gio cao, git dau, mim cudi véi
moi nguoi la du.

- Khi chao nguoi duge uu tién trong giao tiép phai nga mii va chi duoc doi
lai khi ho cho phép.

- Khong chao khi ngudi khac dang giai quyét viée riéng tu.

1.2 Giéi thiéu lam quen

La nghi thuc giao tiép thong thudng trong giao tiép, 13 cung cach vao dé co
sttc thuyét phuc va dé lai an tuong khé quén trude khi vao cudc trao doi, trd
chuyén.
Gi6i thiéu lam quen thudng dién ra sau 101 chao, bit tay va cing hodc trude khi
trao danh thiép.

* Cach thtrc gidi thiéu
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Gioi thiéu lam quen co nguoi thir ba :

La trong sd ba nguoi chi c6 mot ngudi c6 mdi quan hé quen biét véi hai
nguoi kia, trong khi d6 hai nguoi méi lan dau tién gip nhau nén chua hiéu biét gi
vé nhau. Nguoi thit ba c6 trach nhiém gi6i thiéu hai nguoi 1am quen véi nhau.

Khi gidi thiéu can chii y mot sé diém sau :

+ Tao ra su chu y cho moi nguoi

+ Lo gidi thiéu can ngén gon, xuc tich, c6 dong chira dung du cac thong tin
can thiét cho mdi quan hé sau d6 (ho tén, chirc vu, c6 thé lam sang to ca nhirng van
dé lién quan cta ngudi dugc gidi thiéu voi moi ngudi). Nhung khong lan man,
khong di sau vao doi tu cua nguoi duge gidi thi¢u, hodc dua chuyén riéng ctua ho
ra dé mua vui v6i moi nguoi.

+ Pé lam cho cudc gidi thiéu ngan gon hon, trong trudng hop tap trung dong
ngudi nén rat ngin 101 gidi thiéu bang cach dua tay hudng vé phia ngudi duoc gidi
thiéu va n61i mot cach don gian.

+ Diéu quan trong phai nhé tir nén vin hod nay sang nén vin hoa khéc.

+ Khi gi6i thiéu can kiém tra chinh xac tén, chirc vu cta ngudi duoc gidi
thiéu. Khong gi6i thiéu nham tén hoic chic vu ctia ho, néu chua biét dich xac chuc
vu cta nguoi dugc gidi thiéu thi tot nhat nén gidi thiéu chirc vu cao hon.

+ Trong cac nghi 1& trang trong, néu co dai biéu dén du, nguoi gidi thiéu
khong nén gidi thiéu tat ca cac dai biéu, 1am giam tinh trang trong, tao ra sy rudm
ra, nham chan.

Ty giGi thiéu vé ban than, nhém nguoi.

+ Trong truong hop khong cd ngudi thir ba, hai nguoi phai tu gidi thiéu lam
quen v&i nhau.

+ Trong céac cudc gap g0, chiéu dai c6 khach tham du, néu dén mudn phai ty
gi6i thiéu vai khach.

+ Thay nguoi dang gidi thiéu duong nhu khong kip nhé ra tén minh.

+ Tai cac cudc gap dong nguoi

+Tuy gid1 thi¢u vé minh khi go1 va nhan dién thoai.

+ Nguoi ¢ dia vi thap, tré tudi phai ty gidi thiéu minh véi ngudi khac.
Trieong hop khéng can gidi thiéu :

+ Nhimng cudc gip gd ngan ngii hodc gip modt nguoi ban trong khi ta dang
di v&i nguot khéc.

+ Nhitng ngudi phuc vu va ngudi giup viéc khong lién quan dén méi quan
hé gitta chu va khach, khong lién quan dén noi dung cudc trao ddi hodc tro chuyén.

22



1.3 Bit tay

La nghi thirc x4 giao, mdt nét vin hod trong giao tiép, xa giao khi gip nhau
hodc khi chia tay.
Nguyén tic bt tay :

+ P6i v6i ngudi chua quen biét, méi tiép xac 1an dau, khong nén chu dong
bét tay ma nén chd nguoi gidi thiéu hodc chu dong gidi thidu sau d6 mai bit tay.

+ Khong nén chu dong bt tay nguoi c6 cuong vi cao hon minh. Nguoi dugc
wu tién trong giao tiép can chu dong dua tay ra bat trude.

+ Trong truong hop ngang hang, cung gidi, ai dugc gidi thi€u trudce thi chu
dong dua tay ra bt trudc.

+ Chu nha khi dén chao khach dugce chu dong bét tay khach truée dé thé
hién thinh tinh mén khach.

+ Thong thuong nir khong phai thao ging tay trudc khi bat tay, tuy nhién ddi
v6i nhitng nguoi trong truong hop dic biét ton trong, phu nit can phai thio ging
tay trude khi bat tay.

+ Khi bat tay nhidu nguoi, phai bit tay ngudi dugc uu tién trong giao tiép
truéc. Khong dung hai tay dé bat tay hai ngudi ciing mot lc, tranh bat tay qua
mat, qua dau nguoi khac
Cdch thirc bt tay

+ Nguoi bat tay phai chu dong, dut khoat. Bat tay khong dugce qua chat, qua
lau, khong xiét hodc lic manh. Co thé dua hai tay ra bat trong trudng hop muén thé
hién su ton trong hon.

+ Khi bat tay khong nén dung dudi thap bat tay ngudi trén cao hodc ngugc
lai. Tay phai dua chéch ra phia trude, ban tay mo rong, ngudi hoi nga vé phia
trudc. Mat nhin thing vao mat ngudi minh bt tay, tuy theo mbi quan hé ma thé
hién tinh cam.

1.4 Danh thiép

Trao ting danh thiép cho nhau ciing 13 mot nghé thuat giao tiép phi ngon
ngir, mot nét vin hoa doi thuong. Boi vi qua danh thiép ngudi ta c¢6 thé biét duoc
phan nao vé trinh d6 hoc thirc, cong viée va dia vi xa hdi ctia nhau.

M0t s6 quy tic vé cach trinh bay va trao ting danh thiép cho nhau :

+ Danh thiép dugc in hai mdt hay mot mat, trinh bay nhu thé nao? Noi dung
gi?

+ Danh thiép dugc in bang ngén ngit nao?
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Lan dau dén lién hé cong tic voi mot co quan ndo do, can dua danh thiép
truéc cho thu ky dé xem nguoi ta c6 dong ¥ tiép minh hay khong. Khi ting qua
cho ngudi quen nén kém theo danh thiép vao.

Khi dén thim nguoi quen ma khong gip duoc, co thé dé lai danh thiép.

Néu gip g& 1an dau tién thi trao danh thiép thudc vé ngudi chi, ngudi cé vi
tri thap trao danh thiép cho ngudi co vi tri cao hon.

Khi trao danh thiép thi tity theo dia vi ngudi giao tiép ma dua bang mot tay
hay hai tay nhung nhat thiét phai dwa ding chiéu va ngon ngi.

Khi nhan danh thiép nén doc qua it phut dé ton trong ho rdi nhe nhang dat
vao thi. Tuyét d6i khéng nhan ngay rdi cho vao tai quan, vi mat lich su va khong
ton trong nguoi do.

Tranh in danh thiép qua mong, 1oe loet, cau ky, hodc qua nhiéu chitc danh
ma chang co lién quan, pht hop gi v6i doanh nghiép hay t6 chirc ma ban dang lam
viéc.

1.5 Om hon

O mot sd qudc gia nhu Anh, Phap, Bi, nguoi ta thuong chao nhau bang
nhitng ny hén, c6 thé hon 1 1an, 2 1an hay 3 1an, hon ma hay chi hon gi6. Nhirng
ngudi ban than hoic ho hang thudng chao nhau bang hinh thirc hon nay.

Ciing giébng nhu hoén, hinh thirc 6m ciing thuong danh riéng cho nhiing
nguoi ban than va ho hang,

Hai hinh thirc 6m va hon thuong di kem véi nhau
1.6 Tang hoa

La mot tap quéan dep, sang trong, lich sy va rat phd bién ap dung phu hop
v6i moi ddi tuong, trong moi trudng hop. Chang han, dé thé hién sy ming rd, han
hoan trudc nhirng thanh cong, hanh phic, man nguyén, moi nguoi tang hoa chic
murng nhau.

Khi gip gd, chia tay nhau, moi nguoi trao nhau bo hoa tao an tuong, ky niém dep
vé nhau
Hoa bo

Thuong ca nhan ting ca nhan, hodc ca nhan ting tap thé. Khong nén ting
qua nhiéu hodc qua it trong mot bo.
Cdch thirc tang hoa

Nguoi ting hoa cAm hoa bang tay trai, d& hoa bang tay phai. Ngudi dugc
tang hoa ciing nhan hoa bang tay trai, va tay phai dung dé bét tay nguoi ting hoa.
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Trong nghi 1& trang trong, hoic theo nghi thirc ngoai giao, ngudi 6m hoa
thuong 13 mot thiéu nit di kém chuyén hoa cho truéong doan dé truéng doan trao
hoa cho khach sau khi hai vi két thuc nghi thirc bat tay, 6m hon. Tuy nhién co
nhiéu truong hop thiéu nir ting truc tiép cho khach khong qua truéng doan.

Hoa lang

Thuong 13 tip thé ting tap thé dé chuc ming nhau trudce nhirng thanh cong,
thang loi, dé to 1ong vui ming, han hoan va mudn dugc chia sé cung ban bé, dong
nghiép.

Thuong dugc két rat 1on va c6 nhiéu loai hoa voi mau sic khac nhau dé tao
ra sy da dang, sdc s0, lam cho khong khi cang tré nén s61 dong hon. Tuy nhién,
lang hoa ciing c6 thé dugc tét duy nhat mot loai hoa néu d6 13 hoa hong.

Cdch thirc tdng hoa lang :

Nguoi ting phai dung ca hai tay nang lang hoa, ngudi nhan ciing dua hai tay
d& lang hoa va cung nang lang hoa 1én cao, sau d6 mdi dit ling hoa vao noi trang
trong hodc c6 nguoi phuc vu d& va chuyén di.

Néu ling hoa to, nang thudng c6 hai ngudi phuc vu ning ling hoa, nhung
hai nguoi nhan va ting phai dit tay vao lang hoa.

Mot hoa
C4 nhan tdng ca nhan, nhung véi y nghia hoan toan khac hoa bo.
Thuong dung dé ting cho ngudi minh yéu.

Hoa day

La loai hoa dep, dic trung ciia mdt dan toc. Pugc xau cac bong vao mdt day
to dé quang vao c6 khach quy. Thuong dugc quang qua cd khach sau khi di chao,
bat tay, 6m hon.

1.7 Khoat tay

La nghi thirc dugc sir dung rong rdi & cac nude chau Au. La nghi thire dep,
lich su, vin minh thé hién tinh cam than thién, gén gilii, trang trong trong cac tiéc
cudi, chiéu dai, vii hoi.

Ngoai ra, né con dugc st dung phd bién nhu mét ctr chi sinh hoat binh
thuong trén duong.

Nghi thirc khoat tay

Nam gidi khuynh tay phai vuéng goc, canh tay song song vdi san, nir gioi
khoac qua dit ban tay 1én canh tay nam gidi dé nam giéi dua minh di. Chi c6 nam
gid1 khuynh tay cho nit gigi khoéc tay vao, va chi c6 nit khoac vao tay nam, khong
duogc lam nguoc lai.
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1.8 Moi nhay

La nghi thire giao tiép trong cac budi chiéu dai cia cac nude chau Au.
2. Nghi thirc xir sy trong giao tiép
2.1 Ra vao cuwra

- Tru nhiing ngudi duge ton trong, vu tién (truwong lang, nguoi co dia vi
sang, ong gia ba 1ao) ludn luén dugce ra vao ctra trude.

- Nguoi cao tudi, ngudi c¢é dia vi cao sang duoc ngudi it tudi, cap dudi mo
clra mo1 qua.

- Phu nit di mot minh phai ty mé cira 1ay, néu c¢6 ngudi nam giéi khac mé
ctra giup thi chd quén cam on anh ta trude khi budce qua cura.

- Nam gidi khi da thuc hién xong viéc 1am lich thiép véi mot phy nir la can

rat lui ngay, khong nén dimg d6 nhu mot nhan vién 1am phan sy mo ctra dé phuc
VU moi nguoi.
Néu di dong ngudi, nam gii phai ding giir cira dé nhitg nguoi dugc ton trong va
phu nit ra hodc vao trudc. Nam gidi giit cira 1a ngudi duoc di qua ctra tiép sau
nhirg ngudi duoc ton trong vu tién da qua hét. Lich sy hon nhiéu néu ngudi nam
d6 gitr cho ca doan ra vao hét méi qua sau cung.

Néu cira mo ra nguodi md ctra phai ding vé phia cira dé kéo ctra vé phia
minh, moi nguoi duge ton trong vu tién qua ctra. Néu ctra phai day vao, nguodi mé
ctra ¢ thé tién 1én phia truéc dé mé cira hodc nguoi dudc tén trong wu tién c6 thé
day nhe, nguoi it dugc uu tién d cira va day vao dé moi ngudi duge ton trong wu
tién qua.

Néu 1a cira quay, ngudi duoc ton trong, uu tién phai cht y nhin cira, nhin
ngudi duge ton trong wu tién dé diéu chinh ctra quay tir tir sao cho ngudi duge t6n
trong, uu ti€én qua dugc moét cach thoai mai
2.2 Lén xudng ciu thang

La mot nghi thie can dugc luu tAm trong khi don hodc tién khach, ¢ d6 ciing
dé dé lai 4n twong khé quén cho nhau trong mdi quan hé x4 giao.

- Ké ca khi 1én va Xuéng ngudi duge ton trong, uu tién luon dugc di trude
mot bac vé phia tay vin ctia cau thang.

- Chii nha hogc ngudi it dugc ton trong wu tién phai di sau mot bac so le vé
phia ¢ tay vin dé chuyén trd va hudéng dan hodc gitip d& khach khi can thiét.
Nhung khi di xubng, néu cau thang doc, khong c6 dén hoic ngudi dugce ton trong
wu tién gia yéu thi can gitp d& ho bang cach di truéc mot bac dé mot tay ho vin
vao lan can, mot tay vin vao vai minh giit thang bang. Nhung nguoi it duoc ton
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trong, wu tién phai di so le vao phia trong, khong di trudc mit khach va can xin 16
ho trudce khi lam viéc do.

- Khong dugc dimg & cau thang dé tan giu hodc noi chuyén 1am can tro
nguoi khac di qua lai cAu thang. Khong nén dén hodc tién khach ngay khi ho dang
1én hay xudng cau thang.

2.3 Str dung thang may

Thang may ciing nhu cau thang déu 1 ndt giao thong cho hoat dong di lai
ctia moi ngudi. Do vay, noi ddy ciing tp trung twong ddi dong nguoi. Cung cach
XU sy trong viée str dung thang mdy ciing 1a van dé moi nguoi can quan tam.

Viéc ra va vao thang may cling dugc dp dung nhu ra vao cua. Co6 nghia
ngudi dugc ton trong wu tién duoc quyén ra, vao trude. Nguoi it duoc ton trong,
uu tién ra vao sau.

Khi vao thang may phai bé md, trr thang may cong cong, dong ngudi qua
lai. Tuy nhién cling dirng qua may moc nhuong cho ngudi duge ton trong uu tién
dén mic gay phién toai cho ho hodc lam Un tic giao thong cho moi ngudi. Nhung
néu phai ra hodc vao trude phai xin 18i nhitng ngudi xung quanh.

MGdi loai thang may thuong tai dugc sb ngudi nhéat dinh, do d6 néu thang
may d3 dong nguodi hodc khong kip vao thang may hdy diém tinh, vui vé cho
chuyén sau. Khong nén cit chen vao hoic khong nén tir xa chay voi dén

Khi thang may chuan bi khép cira, phat hién c6 ngudi dang dén gan, hiy
dung thang may cho ho di cung.

Trong thang mdy, moi ngudi tu 4n nit cho s ting cia minh. Néu dimg xa
khong thé 4n nat dugc, hiy nhd ngudi dimg canh bang diéu khién gitp lam chuyén
d6 va ding quén cam on nguoi da giup minh. Khi sip dén ting minh mudn dén,
hay xin 16i moi ngudi ra cira dimg sin dé tranh lam phién ha moi ngudi trong
thang may.

2.4 Ghé ngoi va cach ngdi
Ghé ngoi

Quan tdm dén chung loai ghé, vi tri dat ghé va hudng cta ghé ngoi

Ghé phai chic chin, dong kiéu, ddng mau

Khoang cach phai hop ly
Cdch ngoi

Cach ngdi thé hién vi thé, thai do, tinh nét. Ngdi theo hinh chir S 1a kiéu ngdi
dep nhat

Vi tri ngoi
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- Tiép xlic xa giao hodc mang tinh than tinh (khoéng chinh thuc): thudng
duoc bd tri ngdi cung phia.

- Cudc tiép xtic mang tinh trang trong, theo nghi 1& chinh thirc, thuong phai
b tri ngdi dbi dién nhau.

- Vi tri ngdi tiép xtc xd giao, chao xa giao d6i v4i cac nguyén thi qudc gia
theo nghi thirc ngoai giao thuong dugc bé tri ghé salong, chii va khach khong ngdi
doi dién nhau.

2.5 Qua ting

Trong giao tiép, ngudi ta hay dung nhiéu d6 vat nhu buu anh, hoa, dd trang
strc... dé tang cho nhau. Nhiing d6 vat nay thuong tr¢ thanh vo gia doi véi nguoi
duoc ting boi chung chira dung tinh cam, mong mudn ciia ngudi ting. Co ngudi
subt doi nang niu, tran trong mat chiét bat, mot tim hinh, mot cudn sb tay voi
nhitng dong luu niém...

Ting qua 1a mot trong nhitng cach nhanh nhat dé tao tinh cam va nhiing an
tugng tét dep & ngudi khac vé ching ta. La con nguoi, ai cling thich duoc quan
tam, vi vdy ma ai ciing thich duoc nhan qua. Tir dira tré vai ba tudi dé thich duogc
ngudi 16n cho banh, cho keo, cho dén nhimg cu gia mii ning niu chiéu 4o hay
nhitng vién thudc bd ma con cai va ngudi than biéu ting. Vao dip 18, tét, cac cong
ty cling thuong tang qua cho nhan vién va gia dinh ctia ho. Vao nhitng dip thich
hop, nguoi ta cling thuong ting qua cho ddi tac lam an véi minh: mot ling hoa
kém theo buu thiép chiic mimg vao dip di tac khai truong cira hang hay duoc dé
bat, thing tién chic chin s& 1am dbi tac cam dong.

Ngoai tinh cam, qua ting con c¢6 thé chira dung nhiing an ¥ sdu xa cla
ngudi ting. C6 c¢d gai budng binh, chang trai quan tim dén c6 tim cach thuyét
phuc mii ma ¢ chang xiéu long, dén ngay sinh nhat, chang trai ting c6 mot con
cua dugc 1am tir gd cham trd rat tinh té, voi y rang “cd ngang nhu cua”. Lai co
ngudi con trai, nhan ngdy sinh nhat, mang dén ting c6 ban gai 1am 15i ctia minh
mot bo hoa c6 ba béng, ¥ mudn néi “Ting cd ba hoa”.

Céach tang qua ciling 14 diém can luu y. C6 ngudi cho riang, qua ting khong
bang cach ting. Thuong nhitng ngudi tré tudi, wa hinh thirc, va ndi bt tan thanh y
kién nay.

Khi ting qua can luu y:

-Nhu cau s thich cia ngudi dugce ting.

- Qua tang phai phu hop voi mbi quan hé gira ban va bén dugc ting. Qua
tang ciling can thé hién duoc thai do nghiém tic va chan thanh. Co thé sir dung san
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pham cua dia phuong hodc cia cong ty ban 1am qua ting. Qua ting nhu vay khong
nhirng thé hién dugc tinh cam chan thanh, ma con cé y nghia quang céo.

- Céch tang qua khong nén cau ky, pho truong, ma nén don gian, thé hién
su chan thanh va nghiém tic cia ban.

- Qua tang thudng duoc gbi ghém cin than. Khi nhan qua ban can to thai
d6 vui vé va dimg quén cam on nuoi ting. Néu qua ting duoc gl qua dudng buu
dién hodc qua ngudi khac thi ban can goi dién hodc giri thu dé néi 161 cam on. Ban
khong nén mo qua ngay dé xem ma hay chd sau khi khach ra vé, trir truong hop
ngudi ting dé nghi ban 1am diéu d6. Trong trudng hop nay, ban nén ndi 10i gi d6
biéu thi cam xtc tich cyc ctia minh dbi véi mon qua rdi cam on nguoi ting lan nira.
Vi du “Quyén s6 dep qua, 1au 1am réi méi c6 ngudi ting hoa cho em. Cam on anh
nhiéu”

- Sau khi m¢ qua, néu thdy moén qua 1a “trén mac tinh cam”, khong tién
nhan, ban nén tim cach gui tra lai nguoi tang kém theo 101 gian thich véi thai d6 6n
ton, vui vé. Néu viéc nhan dugc qua 1a mot bat ngd va ban khong kip chuan bi qua
dap 18, thi ciing khong can voi vang. Ban hiy chd va dap 18 vao mot dip khac.

2.6 Sur dung xe hoi

- Phia chu nha phai chudn bi xe hét sirc chu d4o, k¥ cang. Phai dam bao sach
s&, khong c6 sy ¢ k¥ thuat xdy ra, khong hét xang doc duong, dong thoi nguoi 14i
xe phai rat can than, tu tén, lich su.

- Quan hé giao tiép khi ngdi trong xe don khach chi danh riéng cho chu nha
va khach. Lai xe tuyét d6i khong duoc tham gia .

- Khong nén tranh luan phai trai, dung sai nhiéu voi lai xe.

- Khoéng nén c6 biéu hién yéu dwong thai quéa trudc mit moi ngudi, nhat 1a

la1 xe.

-Tranh ké nhiing chuyén ly ky, ring ron, nhat 13 tai nan giao thong, chét

choc.
2.7 Tiép xtic noi cong cong

- Chon cho minh mot bg trang phuc phu hop.

- Hay hinh dung moi hoat dong noi d6 s& dién ra dé sin sang hoa nhap.

- Noi déng nguoi nén khéo 1éo tiép xuc hodc tao co hdi cho moi nguoi duge
tiép xuc voi nhitng ngudi xung quanh.

- Khong nén thé hién tinh cam qua dic biét d6i véi mot ngudi trude mit moi
nguoi.
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- Khong néi tiéng 16ng, hodc chén tiéng nudc ngoai trong cau nodi ctia minh
ma & d6 it ngudi biét dén.

- Khong chi tré hay khua chan, muaa tay khi n61 chuyén véi nhau.

- Tranh nhiing 16i binh pham khong lich sy vé doi tu, dién mao, trang phuc,
su ly hon, bénh tat cia nguoi khac trudc mat moi nguoi.

3. Nghi thikc to chire tiép xiic va chiéu dai
3.1 To6 chiic tiép xiic va tham du ti€p xuc
a. To chirc tiép xiic

- Tién hanh cudc tiép xuc qua cac phuong tién thong tin lién lac.

- Noi dung trao doi giita hai bén trong cac cudc tiép xuc gian tiép phai bao
gbém nhitng thong tin co ban sau:

+ Chuan bj ndi dung cudc tiép xuc truc tiép.
+ Thanh phan cta doan khach.
+ S6 luong dai biéu tham gia.

+ Ngon ngir giao tiép

+ Chuong trinh lam viéc.

+ Kinh phi.

+ Van dé don, tién.

+ Nguoi lién lac cua hai bén.

b. Tham du tiép xuc

+ M6 dau cudc tiép xuc: tham hoi, tu gidi thiéu thanh vién, trao danh thiép.

+ Trao d6i trong tiép xuc: huéng sy quan tdm vao van dé nguoi khac noi
bang nhirg ngon ngit biéu cam.

Vao noi dung cudc tiép xuc, truong doan hai bén thuong dua ra quan diém,
y kién cta phia minh. Khi ¢6 ngudi phat biéu ¥ kién, cac thanh vién tham gia tiép
xtc can ngdi ngay ngan, nghiém tuc, cha y lang nghe va ghi chép day du.

Can hét strc chu dong, tu tin, linh hoat va binh tinh khi tham gia phat biéu y
kién trong cudc tiép xuc. Vi day khong phai 1a cudc tranh ludn thing thua, phai
trai, ma 1a cudc trao ddi thang than, nghiém tic, binh dang hudng téi sy dong
thuan va mang niang chit nhan vin (nét vin hoa va tinh nguoi sau sac).

Khoéng nga dau vé phia sau hay lao dau vé phia trude, khong chong tay 1én
cam, 1én tran, khong vo dau, xoa mit, ngap dai. Khong noi chuyén riéng, trao doi
sang viéc khac hodc ghé vao tai nguoi khac dé thi tham viéc gi d6. Khong ding
dién thoai di dong trong sudt thoi gian dién ra cudc tiép xuc.
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Khi trao d6i nén hudéng su quan tAm cta minh vao van dé nguoi khac noi
bang nhitng ngdn ngit biéu cam than thién. Khong cudi qua to, qua ty nhién hay to
thai do lanh nhat, tho o. Pac bi¢t khong duoc biéu hién kho chiu, phan ung gay
git, tho 16 (xtc xiéng, méc mdy, dap ban) khi cé diéu nao d6 ban than khong dugc
hai long.

Nhimng hanh vi néu trén 13 bt loi. N6 khong nhiing 1a diéu bat nha, mat lich
su, coi thudng ngudi phat biéu va ngudi ngdi bén canh minh, ma diéu d6 1am ton
hai tryc tiép dén mébi quan hé than thién va két qua cudc tiép xuc giira hai bén.

c. Tién khach

Tién khach 1a mot khau khong kém phan quan trong trong mdi quan hé bing
giao gifra hai bén. Néu chuan bi chu ddo va xir su tot s& dé lai 4n twong kho quén
trong 1ong moi ngudi tham gia tiép xtGc. Nguoc lai, néu c6 so xuat dé dan dén hiéu
1am dang tiéc. R4t c6 thé do so xuat nho ay ma tat ca nhiing cging trude do bi
phu nhan.

Do d6, bang tat ca nhimng gi c6 thé, tir day 1ong minh hiy danh cho khach
nhirng tinh ca, than thién, luu luyén khi chia tay, cho du két qua mang lai cta cudc
tiép xtic chua thoa man theo su mong doi. Hiy dé lai cho nhau nhitng ky niém dep
khi chia tay. Vi chinh ky niém dep d6 14 soi day vo6 hinh, chat két dinh gin bé moi
nguoi lai véi nhau. Pong thoi do con 1a chét xuc tac, 1a tién dé cho mdi quan hé
giita hai bén tré nén tot dep va phat trién lau dai.

Khi cudc tiép xuc két thuc, truong doan khach thuong chu dong dimg 1én
noi 161 cdm on, chao tam biét doan chui nha va mong dugc gap lai nhau trong thoi
gian sém nhét.

Truong doan chu nha ding day dap tir, chao tam biét doan khach va hen gap lai.
DPong thoi, truong doan chil nha truc tiép ra cira bat tay chio tam biét truong doan
va céac thanh vién trong doan khach.

Tuy theo mirc 6 quan hé ma co cach tién khach khac nhau. C6 thé chia tay
ngay ctra phong tiép xtic, c¢6 thé tién khach ra xe, c6 thé di cing v6i khach ra tan
san bay, tién nhau khi qua cura hai quan hodc trinh trong hon ca 1a chia tay nhau tai
chan ciu thang may bay. Tuy nhién, du cc cach chia tay c6 khac nhau, nhung thai
d0, tinh cam khi chia tay 1a giéng nhau.

Néu doan khach 13 ngudi nudc ngoai, can gitp d& ho lam thu tuc van
chuyén, hai quan va cac dich vu khac (néu co). Néu 1a khach quan trong can thué
phong VIP cho khach nghi trong thoi gian cho bay.

Can chu y 1a nhitng 16i ndi cua truong doan ciling nhu cac thanh vién trong
doan trudc, trong va sau cudc tiép xac déu la nhitng phat ngon chinh thirc dai dién
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cho mot nhom ngudi, cho mot to chirc, va tham chi 1a dai dién cho Qudc gia. Do
vAy phai hét strc thin trong, suy nghi chin chin trudc khi néi bat ctr didu gi véi
khach. Khéng nén tao 4n twong manh theo kiéu “Cau chuyén lam qua” cho khach
bang nhimg 161 hira chua co su tinh téan k§ ludng, chua c6 sy ban bac thong nhat
hodc ngoai chu trrong cua ldnh dao. ngoai quyén han, nhiém vu dugce giao.

d. Nhitng viéc can 1am sau tiép xuc

Ngay sau cudc tiép xuc két thuc (chdm nhét 1a 1 ngay) phia khach nén c6
dién cam on vé sy dén tiép thinh tinh, trong thi, cling nhu két qua t6t dep cua cudc
tiép xtc ma phia chtu nha di danh cho, hy vong nhing diéu tét dep sé& dén.

Trén co so nhitng ndi dung da ban trong cudc tiép xuc, hai bén can xuc tién
trién khai cu thé dé thyuc hién bang duoc nhitng diéu di duoc thoa thuan. Trong qua
trinh trién khai thyc hién, chii doanh nghiép, co quan can giao cho mét ngudi hodc
mot nhém nguoi chiu trach nhiém theo dai, don dbc viée thuc hién cua cac bo phan
lién quan.

Béng thoi, dé xuét cho 1anh dao chi dao hoat dong cua doanh nghi¢p, co
quan va thudng xuyén lién lac voi phia bén kia dé phdi hop trién khai. Pic biét 1a
chuén bi nhitng van dé can thiét cho cudc tiép xuc sau d6 co két qua.

3.2 T6 chirc chiéu dii va dw tiéc chiéu dai

Nhan mét su kién nhu ky niém Qudc khanh, sinh nhat, ngdy mat, khoi cong,
khanh thanh, gdp mat, chia tay... hoac sau khi két thic dam phan, sau mot sy thanh
cong nao d6 nguoi ta thuong t6 chirc tiée chiéu dai dé chao ming, cam on, tao du
an hay goi nhé, 6n lai nhitng ky niém da qua.

Tiéc con duogc goi theo cach dan gian Viét Nam 1a cd. Tiéc 1a mot bira in
sang trong hon bita an thuong ca vé ndi dung va hinh thirc. Trong bita tiéc thuong
moi nhiéu khach, cac mén dn ngon hon, hip din hon bita thuong.

Piy 1a hoat dong can thiét, c6 gia tri nhan vin sau sic. Boi qua d6 moi
ngudi co co hdi giao luu tao dung nhitng quan hé tdt, ky niém dep voi nhau. Dé tir
d6 moi nguoi co sy déng cam, chia sé, gén bo va than thién vé1 nhau hon.

Hién nay nguoi ta thuong td chirc mot sb loai ti€éc thong dung nhu: Tiéc
ngé)i, tiéc dung, ti€c buffet, ti€c cocktail, ti€c ruou, ti¢c tra. Quy mo, tinh chét, hinh
thire, mirc d6 cua timg loai tiéc hoan toan phu thudc vao diéu kién, muc dich to
chirc ctia cht tiée va tinh chét cia sy kién.

Dé bira tiéc thanh cong doi hoi nguoi to chie tiée va ngudi du tiéc phai co
kién thtrc nhat dinh vé vian hoa tiéc, ma cha yéu 1a nghi thic xr sy ctia ngudi moi,
nguoi duge moi du tiée
T6 chirc don tiép tai phong khdch
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Théng thuong, chi tiéc phai dén sém trude it nhét 13 15 — 20 phat dé kiém
tra viéc cong viéc chuan bi tiéc va tiép doén cac vi khach moi dén sém. Tai phong
khach cac vi khach dén sém duoc chu tiéc moi uéng ruou khai vi va cho cac khach
khac dén sau, dong thoi co thé xem lai so dd phong tiéc dé xac dinh chd ngdi an
ti¢éc ctia minh.

Nhung theo phép lich su, khach dugc moi, nhat 1a khach chinh khong nén
dén sém qua va cang khong nén dén qua mudn. Vi nhu vy s& giy ra sy lang ting,
bi dong cho viéc don tiép cuia chu tiée hodc dé ngudi khac phai cho doi.

Khach chinh thuong duoc dich than chu ti¢c ra tdn xe don moi vao phong
khach. Trudng hop dic biét, khach da dén dong ma trong d6 c6 ca khach quan
trong, chu tiéc c6 thé iy quyén cho mot ngudi khac co cuong vi sau chu tiéc ra don
khach chinh va dua vao phong khach. O d6 chu tiéc bude ra cira don chao khach
chinh va gidi thiéu khach chinh véi cac vi khach khac. Moi nguoi dung day chao
khach chinh. Khach chinh bt tay, chao moi ngudi va ngdi vao vi tri danh cho
minh.

Theo phép lich su khach chinh dén du tiéc vira ding gio duoc ghi trén gidy
moi va thudng giri ting phu nhan chu tiéc mot bé hoa trude khi dén du tiéc mot vai
gid dong hd, hodc c6 thé mang theo dén du tiéc ciing duoc. Dé thé hién sy trong
thi, chi tiéc ciing c6 thé chuin bi mot bo hoa ting khach chinh va phu nhan khach
chin (néu c6)

Hoa cua hai nguoi (chu va khich chinh) dugc dat trang trong tai phong
khach sau khi hai nguoi tang nhau. Néu chu tiéc va khach chinh chua c6 vg hodc
khong c6 vo di cung thi khong can ting hoa ciing duoc.

a. Cung cach dy tiéc

Khi dugc bao 1a phong tiéc da san sang, khach chinh va cac khach khac da
c6 mat tai phong khach, chu ti€c moi khach chinh cung phu nhén va cac quy khach
vao phong tiéc. Chu tiéc cung phu nhan huéng dan khach chinh va phu nhan khach
chinh ngdi vao vi tri cia minh. Cac vi khach khac cha dong tim vao vi tri theo so
dd va sy huéng dan caa nguoi phuc vu.

Moi ngudi chi ngdi xubng ghé khi chu tiéc va khach chinh di ngdi vao vi tri
cua minh. Moi gnudi ngéi bén ban tiéc véi tu thé thoai mai, nghiém tac, cach mép
ban tir 5 dén 7cm. Khong cudi ndi to trong phong tiéc, khong nén dé rong khuyu
tay trén ban lam vudng nguoi bén canh va khong hop vé sinh.

Khi chu ti¢c va khach chinh m¢ khan an thi moi ngudi méi mé khan an cua
minh, Thong thuong khin an duoc gip 1am tu dit trede mat phia tay phai hodc mé
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hét c& giat mot mép bén dudi dia ké bat dia trén mit ban, phan con lai trai dai pha
kin trén dui.

Khi ding khén dn can chii y:

Khéng dat khin vao cap quan, hodc quang khin vao cb. Vi nhu vay 1a khong
dep mit chut nao.

Khong giti khan trudc mat moi nguoi, vi lam nhu vay 14 thiéu lich sy, khong
ton trong nhirng nguoi xung quanh.

Khong dung khan lau tay, lau mat hay lau bat dia, & xt néng nhu Viét Nam,
thie khach duge nhian mot khin bong tring nong hay lanh dé lau mat, lau tay ngay
tai phong khach, trude khi vao phong tiéc.

B6 dd an trén ban d3 dam bao vé sinh sach s&, khd rdo nén viéc dung khan
an lau lai khong nhiing thiéu hiéu biét dan dén dong tac thira ma con l1a sy thiéu ton
trong chu ti¢c.

b. Bit dau nhap ti¢c

Théng thuong khi moi nguoi da 6n dinh chd ngdi, ruou di duogce rét da cho
moi ngudi, chi tiéc dimg 1én c6 10i ngan gon. Cung lac d6 moi ngudi ding day
cham cdc. Ong chu tiéc ning cc cham v&i khach chinh va cac phu nhan, sau d6
nang coc hudng vé moi nguodi. Moi ngudi trong phong khich nang cbc hudng vé
chu tiéc va khach chinh, rdi cham cbc v6i nguoi xung quanh.

Khi ndng céc va uong rieou can chii y:

- Khong nén dua tay qua dau, chéo tay nhau hoic qua mit nguoi khac ma
cham cc v6i nhau.

- Nguoi khac nang cdc moi ruou thi nang cdc cham ding loai rugu do.
Khéng dugce nang coc khong c6 ruou hodc cb loai ruou khac dap lai.

- Néu khong ubng dugc van phai nang cdc va nhap moi sau d6 dat ly xubng
ban. Khong nén tir chéi 101 dé nghi cham cdc ciia ngudi khac.

- Mubn nang cdc moi nguoi khac can nhd 14 ho an thit phai ndng moi vang
d6, ho dang an mén tanh phai nang moi vang tring. Néu khong biét didu d6 ngudi
ta cho 12 minh chua c6 kién thtc vé an uéng.

- Khi udng ruou khong nén ngtra c6 udng mot hoi can ca ly, ma phai dé lai it
nhat 1/3 ly dé dé phong c¢6 nguoi khac dé nghi ning cdc tiép.

- Néu bat chot c6 nguoi dé nghi nang cdc trong khi cde ctia minh khong con
ruou hodc con it hiy xir 1y bang cach cAm phan than cdc (khong cam chan cdc) dé
che ly ruou can cia minh dé dap lai.

- Ngoai rugu, bia khong nang cdc cham bat ctr lgai d6 udng nao khac.
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- Khi khach chinh va chu tiéc cAm dao, nia bit dau dn, moi nguoi méi dugc
lam theo. C6 hai cach an, an theo kiéu Au va an theo kiéu A, cach str dung bo dd
an va cung cach xtr sy noi ban tiéc giita chiing rat khac nhau.

Khi an tiéc cdn chil y:

- Nhiitng mo6n con xa la, chua biét cach an thé nao, nén quan sat cach an cua
chu tiéc hodc nhitng ngudi xung quanh rdi méi 1am theo.

- Khong nén dung diia cia minh dé ldy thirc an ¢ dia dung chung tiép cho
moi ngudi. Mudn tiép ngudi khac phai dung diia tiép dung chung dit canh do.

- Nudc cham hay cac gia vi khac, khi muén dung phai lay ra dia nho danh
riéng cho mdi ngudi. Khong chdm thic dn vao chén nude mam hay cac gia vi khac
dung chung.

- Khong nén lay thirc dn dua thang 1én miéng, ma phai dat vao bat danh riéng
cho minh trudc khi an.

- Theo phong cach & Pong, tiép thirc an cho khach hodc ngudi bén canh 1a
thé hién su quan tAm, trong thi. Nhung phai hiéu tim 1y khach, dirng qu4 thinh tinh
ma 1am kho chiu ho vi nhitng mén khong hop hodc ho khong con kha ning tiép
nhan nira.

- Khi gip thtic an & dia dung chung, khong nén chon miéng nay, miéng kia
trén dia. Cang khong nén boi chon banh mi trén dia. Banh mi c¢6 thé dung tay bé
nhé dé an nhung khong nén lam roi vai trén mat ban hay san nha.

- Dao an dé ct thtc an, nia dé xién thirc an dua 1én miéng. C6 thé dung dao
an dé ldy mubi tiéu hodc bo cho minh, nhung khong ding dao dua thirc an 1én
miéng.

- Khi an xong mot mén, khong nén xép ngay dao, nia vao dia roi day ra chd
khac, ma chi lam nhu vay khi moi nguoi xung quanh cung an xong mon do.

- Khong nén an qua nhanh hoac qua cham, ma phai hoa nhip theo d§ chung
cua bira tiéc.

- Trong khi an khong nén ct cAm mai dao, nira, dlia trén tay, ma thi théang
phai dat xudng dé quan sat va trd chuyén cing voi ngudi xung quanh.

- Khong nén dung tay dé gam xuong, g thit hodc thirc an vudng trong ring,
cang khong nén dung dao, nia, diia dé lam diéu do.

- Téi ky dé phat ra tiéng lach cach thia, bat trong khi an. Khong nén dn nhom
nhoam, top tép, ma nén an tir ton khép kin miéng khi nhai. Khong lich sy chiit nao
néu noi, cudi, ubng khi miéng con day thirc an.
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- Khi mudn bé xwong, hat san, hat ltia trong miéng ra can khéo 1éo dung thia,
dia hodc kin ddo dung tay iy tir méng roi dit vao goc dia ké, chir khong nén 1&
tryc tiép tir miéng xudng dia ké.

- Khéng hup xtp thanh tiéng, hoic dé long thong nhitng soi bin, mién &
miéng.

- Khi thiy mén in ma ban mudn dung thém con nhiéu, ban hiy xin tiép thém
1én hai, @6 1a cach khen khéo 160 nhat lam hai 10ng chu tiéc va phu nhan chu tiéc.
Nhung néu moén dé con it thi khong nén xin tiép thém.

- Trén co sé thuc don va kha ning tiép nhin cta minh ma ldy thirc an cho
hop 1y. Khong nén 1ay qua nhiéu mot mon dé khong thé an hét dugc, hodc khi mon
khac tiép ra budc phai tir chdi va ngdi chd moi ngudi thi qua 1a bat tién.

- Néu budc phai tir chdi mon nao d6 thi khong nén tra 1oi « Toi khong thich”
hodc “T6i no qué rdi” ma phai néi :” Cam on, moén an tuyét voi?” cung v4i ngdn
ngit biéu cam tir chdi bang tay.

- Trong khi dang n tiéc c6 thé chu tiéc hodc khach chinh c6 d6i 101 phat bicu
ngan. Dé thé hién sy ton trong moi nguoi can yén ling chi ¥ lang nghe va ding
moi hoat dong an uéng vao thoi diém nay.

- Toi ky lam roi cdc, chén, thia dia hodc lam dd thuc an ra ban, xuéng san
trong khi an. Néu so sudt xay ra chuyén d6 hdy binh tinh, ding qué ling ting vé
diéu d6 dé lam dd vo tiép. Cang khong duoc cti xudng nhit chung 1én dé dung lai
hodc tu dong dung khan an lau chui, vi doé 1a cong viéc ciia ngudi phuc vu tiéc.
Trong truong hop nay, chu tiéc va nhitng nguoi xung quanh cling nén to thai do
than nhién nhu khong c6 chuyén gi xay ra dé han ché béi réi, lang ting cho ngudi
da co so suat do.

- Trong khi dang an tiéc khong nén hat thudc 14, néu chi tiéc khong moi,
nhat 13 bén canh c6 phu nit va nhiéu nguoi khéng hut thube.

- Trong bita tiéc can c6 10i khen ngoi chu tiéc va phu nhan chu tiéc vé nhing
mon an ngon, khéo 1én thyc don. Nhung néu moén an khong ngon, tham chi qua da,
dé tranh chu tiéc va moi ngudi hiéu nham ban ninh hét 16 liéu, thé thién, nén nodi
d6i 101 khen vé nhitng chi tiét phu c¢6 uu diém thuc té. Chang han nhu cach trang tri
phong ti¢c, cung cach phuc vu chu d4o, don tiép niém noé... Nhu vay ban van gilr
duoc tu cach tiéng va khong lam phién long ngudi dd moi minh du tiée.

Khi diing cdc mon trang miéng can chii y:

- Mon trang miéng 13 nhimg moén cudi cung két thic ca bira tiéc. Thuong 1a
banh ngot, hoa qua, ca phé....

- O Phap va mét s nuéc Biac Au thuong trang miéng bang Phomai.
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- Dung cu an trang miéng thuong la nia, dao, thia nho hon dung cu an chinh
cung loai. Khong nén dung tay vira khong hop vé sinh, vira khong dep mit.
- Péi véi chudi nén dung tay bé d6i trai chudi va boc vo dé an.
- Tra, café thuong co thia dé khudy, nén 1y thia ra khoi tach trude khi udng
- Khi dung mén trang miéng du & dia chung c6 nhiéu, nhung déu cé dinh
sudt cia moi nguoi, can quan sat dé an kéo thiéu khau phan cua ngudi khac.
- Khong nén an banh ngot trude hoa qua
- Khong nén an qua chua va sau d6 udng sita ngay. Cang khong nén in ché
va sau do lai an dua.
c. Két thic tiéc
- Khach chinh néi 10i cam on, dong thoi céo tir. Chu tiéc dap lai, bat tay tién
khach
4. Trang phuc
Tuy truong hop, hoan canh ma ban trang phuc cho phu hop.
4.1 Trang phuc nir gidi:
Kiéu ddu téc
Nir giéi rat can chd ¥, dau toc phai gon gang, kep toc, diy budc toc phai co
kiéu cach trang trong, lich suy.
Trang diém
Trong truong hop ban bac 1am an chinh thirc, nit gii can phai trang diém
nhe nhang, khong nén trang diém qua dam, song cling khong nén khéng trang
diém. Khi trang diém can chl y cac chi tiét sau:
+ Trang diém cin phai tu nhién, trang diém dé che lap cac khiém khuyét,
khong qua dam, tao cho moi ngudi cam giac tu nhién.
+ Khong thé trang diém thai qua ma phai phu hop vdi tiéu chuan thim mi
da sd.
+ Khong nén trang diém chd dong nguoi, vura mat lich su, lai dé 16 khiém
khuyét ctia ban than.
An mdc
Khi ban bac cong viéc, nit gidi can phai mic sach s&, chinh té. Nit giéi khi
mic can phai phan biét ro qu?m ao lam viéc, quﬁn 40 18 hoi tdi va quén 40 thé thao,
gitra chung c6 su rat khac biét vé ban chit. Khi ban bac cong vi¢c chinh thuc,
khong nén mic trang phuc khong cd, khong tay 4o hodc ¢ 40 md qua thap, qua bo
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sat nguoi. Kiéu dang quan 4o can c¢d ging phu hop, dung cd, tién cho van dong.
Tao nén thoi quen an mic tbt dep.
Tat va giay da

Nir gidi khi Iya chon giay da va tat, can phai chii y dén céc chi tiét nhu: do
dai cuia tat da chan can phai cao hon gau quan. Khi lya chon gidy da, cin ¢ ging
tranh chon giay qué cao, qué nhon.
Trang suc

Khi lua chon trang strc, nit gidi can cha y thé hién sy ton trong dbi v6i khach
hang. Nit gi6i c6 thé thé hién tir hai mat, vat trang stirc va hang hoa giao dich
thuong mai
4.2 Trang phuc nam gi6i

Tiéu chuan théng nhét kiéu dau ctia nam gidi 1a sach s& gon gang, hon nita,
phai thudong xuyén chi y chai chubt, cit sira, khong dugc dé toc qua dai, théng
thudng, nam gidi khong nén dé toc mai che kin 16ng may, toc bén canh khong nén
che mit vanh tai ctia minh, dong thoi khong nén dé qua day, hodc toc mai qua dai,
phan toc phia gay ctia nam gidi khong nén dai qua phén trén c6 4o somi ctia minh,
day chinh 1a yéu cau thdng nhat vé kiéu toc ctia nam gidi.
Trang diém bo mat

Khi trang diém bd mat, nam gioi can chi v2 van dé: khi tién hanh hoat dong
thuong vu, hang ngdy anh ta phai cao mat sach s& dong thoi, trong hoat dong
thwong vu vi nam gidi thudng xuyén tiép xac véi cac chat co6 mui vi kich thich nhu
khoi thudce, rugu, cho nén can chi y gitt gin dé c6 hoi miéng thom tho.
An mdc

Trong truong hop thuong vu chinh thirc, nam giéi nén mac sao cho cé su
phu hop gitra complett, ca vat va 40 somi. Trong tinh hubng thong thudng, tuyét
ddi tranh dn mac 4o 16t lya kép, hodc 1a mdc complett lai phéi hop v6i 4o 16t cao
cd, 40 pull hoic 4o len khi dam phan chinh thirc, cach an mic nhu vay khong thoa
dang. Complettt nam gidi thong thuong nén 1dy mau sdm 1am mau cha dao, tranh
khong nén mac complett c6 6 hoa, hoac mau sac qué sac s0. Complett nam gidi
thong thuong phan lam hai loai, mdt hang cuc va hai hang ctac. Khi mac complett
mot hang cuc can dic biét cha ¥, khi cai cuc, thong thudng néu co hai cuc, chi cai
clc trén, néu co ba clc, chi cai hai chc trén, va cic cudi cung khong cai. Khi mac
complett hai hang cuc, lai phai cai tt ca céc clc.
Lwa chon ao somi

Mau sic 40 somi va mau sic ca bo complett can phai hai hoa, dong thoi, 40
somi khong dugc qua mong hoac qua ro, mdt diém can dic biét chu y 1a, khi mac
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40 somi mau nhat, bén trong 40 somi khong nén mic 4o 16t mau dam, hoic 40 am,
khong dugc dé tho cd 40 Am hodc 40 16t bén trong ra ngodi cd 4o somi. Khi thit ca
vat, tat ca cac khuy clic trén 40 somi, bao gdm khuy ctic ¢d 4o, khuy cuc tay 4o,
déu phai cai.
Lya chon ca vat

Mau sic clia ca vat va mau sic ctia 4o somi, complett phai phu hop véi
nhau, sao cho mau sic toan bo phai hai hoa, dong thoi, khi thit ca vat can phai cha
y dén d6 dai ngan khac nhau, do dai cua ca vat phai ding dén vi tri trén thét lung,
hodc cach 1, 2 centimet, 1a thich hop nhat.
Lua chon giay da va tit

Nam gi6i khi mic complett, thit ca vat dé ban bac cong viée lam in, thong
thudng can phdi hop véi gidy da, tuyét ddi khong duogc di giay thé thao, xang dan
hay giay vai, giay da hang ngdy phai danh bong sach s&. Khi lwya chon tat can phai
cht ¥, chat liéu cua tat, tt cAn phai thong khi tot, dong thdi mau sic cua tit can
phai lya chon dé gilt dugc su hai hoa mau sdc cua ca bd complett. Néu nhu khi di
giay da sdm mau, mau sdc cua tat cling phai c6 mau sadm, tranh co6 cac hinh sac s&.
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CAU HOI ON TAP CHUONG II

Cau 1: Hay néu nhiing diéu can luu y trong nghi thirc gap g, 1am quen?
Cau 2: Khi sir dung thang may can luu ¥ diéu gi?

Cau 3: Tang qua cho nhau can luu ¥ gi?

Cau 4: Khi tham gia céc budi tiéc, can luu y diéu gi?

Cau 5: Nhitng diéu luu y khi Iyra chon trang phuc cho nir gii va nam gioi?

Bai tap ap dung

Chia nhom, ting cdp hoc sinh thuc hién cac nghi thirc giao tiép.
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CHUONG III: KY NANG GIAO TIEP TRONG KINH DOANH
Muc tiéu: Hoc xong chuong nay, ngudi hoc c6 kha nang:

- Van dung duoc k¥ ning giao tiép bang 16i néi trong kinh doanh;

- Hinh thanh dugc k¥ nang nghe c6 hiéu qua;

- Thuc hién dugc ky nang soan thao email trong kinh doanh,;
NOi dung:
1. K¥ niing giao ti€p bang 16 néi trong kinh doanh
1.1. K§ ning thuyét trinh

Thuyét trinh hay con goi 1 dién thuyét, 1a néi chuyén trudc nhidu ngudi vé
mot van d& nao d6 mot cach co hé thong.
Céc budc thuyét trinh
+ Chudn bi

Can phai co su chuan bi chu d4o cho budi noi chuyén

Dénh gia dting ban than

Khi dugc mo1 no1 chuyén vé mot van dé nao do, can can nhic hai van dé:

C6 am hiéu van dé, c6 du thong tin dé trinh bay hay khong?

Con ngudi, cuong vi ctia ban c6 dugce ngudi nghe chap nhin hay khong?
+ Tim hiéu ngwoi nghe

Bai n6i chuyén phai duoc xdy dung xung quanh ngudi nghe, 1dy nguoi nghe
lam trung tdm. Cung mot van dé nhung no6i cho nhiing d6i tuong khac nhau thi
cach xay dung bai néi ciing phai khac nhau. Chang han, ciing 1a van dé thoi sy
quéc té nhung noi cho sinh vién nghe khac véi néi cho gido vién, can tim hiéu d6i
tuong s& nghe 1 ai, gidi tinh, tudi tac, nghé nghiép, tin ngudng, nhu cau, sé thich,
dong co... ciia ho dé chuan bi bai ndi chuyén cho phu hop.
+ Xdc dinh muc dich va muc tiéu civia bai noi chuyén

Trudce khi chuan bi ndi dung bai néi chuyén, can xac dinh & muc dich cua
né. Noi chuyén véi muc dich cung cdp thong tin cho ngudi nghe, thuyét phuc
ngudi nghe hay dé gop vui. Trén co s muc dich ma dé ra myc tiéu. Muc tiéu cta
bai ndi chuyén can phai cu thé dé c6 thé danh gia dwoc mirc d6 thanh cong cua bai
noi chuyén.
+ Chudn bi bai néi chuyén

Bai n6i chuyén can duoc chuan bi mot cach chu déo. Ban c6 thé thao sin bai
no6i chuyén ra gidy, hodc chi it ban ciing phai 1ap mot dé cuong chi tiét cac y can
phai trinh bay va nhitng din chimg, nhitng s6 liéu dé minh hoa cho mdi y, khong
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nén qua tin tudng vao tri nhd cua minh vi nhiéu khi tri nhd s& 1am hai chinh minh.
Néu 12 1an dau ban dién thuyét thi can phai tip duot trude. Su chuan bi tét ludn
lam cho ban ty tin hon trong qua trinh no61 chuyén.

MOi bai néi chuyén thuong gém 3 phan: mo dau, khai trién va két luan.
Chuan bj bai n6i chuyén ciing c6 nghia 13 chuan bi ba phan sau:

Chuén bi phan mé dau

Phan mé dau cta bai noi chuyén c6 nhiém vu gidi thi¢u chu dé va thu huat
su chl ¥ ctia ngudi nghe. O ddy ban can luu ¥ rang, theo quy luét, & nhitng phat
dau tién bao gid ngudi nghe ciing hudng sy chl ¥ vao ban, ho mudn biét ban 13 ai
va s& nodi vé van dé gi. Sau d6, su chu ¥ thudng giam xudng. Vi vy, ban can biét
tan dung su tap trung cha ¥ cao ¢ nhimg gidy phat dau tién dé dan dat nguoi nghe
vao bai noi chuyén cua ban. Co nhiéu cach din nhép, tiy theo tinh hudng cu thé
ma ban ¢6 thé chon mot trong cach cach sau ddy md dau bai noi chuyén

+ Dan nhép truc tiép: Néu thang chu dé va muc dich ctia bai néi chuyén,
cac van dé chinh s& duoc trinh bay.

Vi du: “Kinh thua cac quy vi! Hom nay toi xin thay mit to xay dung dé an
béo céo v6i quy vi d& an mo rong san xuit, kinh doanh cua cong ty ching ta. Bao
c40 gom ba phan: thir nhét, sy can thiét phai mé rong quy mo, san xuit cua cong
ty; Thr hai, ndi dung chi tiét ctia dé an; Thr ba, nhitng khé khan, thuan loi cta
viéc thuc hién dé an va trién vong ma n6 dem lai. Bay gio, t61 xin di vao phﬁn thur
nhat: sy can thiét phai mé rong quy mé san xuat, kinh doanh cta coéng ty ching
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ta”.

Uu diém cua 16i dan nhap truc tiép 1a don gian, hiéu qua, tiét kiém thoi
gian, nguoi nghe nhanh chéng nam bat duge chi dé va nhiing van dé chinh cia bai
n6i chuyén. N6 thich hop véi nhitng budi néi chuyén mang tinh cong viéc nghiém
tc va quan tAm dén ndi dung ctia bai néi chuyén.

+ Dan nhép bang cach dat cau hoi: bang cach dit ra nhimg cau hoi ngay &
phan mo& dau dé lam nguoi nghe phai suy nghi dén chu dé cia bai noéi chuyén.

Vi du: “Thua cac ban! Su song hién dién moi noi trén trai dat nay, tir
nhiing sinh vat trong 10ng dat dén nhiing loai chim trén bau troi, tir nhitng day san
ho, nhitng loai tao, loai c4 trong 1ong dai dwong dén nhiing rimg cay bat ngan voi
nhitng loai dong vét trong do, tir nhitng cdy cdi sum xué trong vuon nha ban,
nhimg dong lua t6t twoi dén nhitng bui cAy thip, nhidu gai nhung rin roi trén sa
mac kho can day cat. Sy song that 13 tuyét diéu phai khong cac ban! Nhung di bao
gid cac ban tu hoi rang gitra cac loai sinh vat da dang trén trai dat va chung ta,
nhirng con nguoi, co diém gi chung? Phai ching, tat ca cac loai sinh vat trén trai
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dat déu c6 chung nguodn gdc? Bai nodi chuyén cua toi hom nay vé van dé “ngudn
gbc sy séng: s& phan nao gitp cac ban giai dap nhitng cau hoi do”

Uu diém cua cach dan nhap nay 1a n6 khong nhitng thu hut duge su chi y
ctia ngudi nghe ma con kich thich ho suy nghi theo mot hudng nhat dinh, tao thuan
loi cho viéc tiép thu ndi dung cuia bai néi chuyén.

+ Dan nhép theo 16i ké chuyén: Ngudi néi chuyén tir tir dan dua nguoi
nghe dén v&i chu dé cua bai ndi chuyén bang cach nhic lai mot sy kién trong qué
khir ¢6 lién quan dén chu dé. Vi du, nodi vé su phat trién ciia cong nghé thong tin
trong thoi dai ngay nay, mot dién gia mé dau bai néi chuyén nhu sau: “Thua céc
ban! Vao nhirng nim 40 cta thé ky trudc, chiéc may tinh dau tién xuat hién & My.
N6 ndng 30 tan, c6 18000 day chan khong hinh dng va 70000 dién tré. Nam 1966,
ngudi ta phai ding mot ngdi nha 16n va tén kém 15triéu USD dé 1ap mot mdy tinh.
Con ngay nay, ban chi can bo ra 10USD 1a di c6 mét chip vi xir Iy nho xiu nhung
nang lyc tinh todn khong hé kém nhitng ¢d may tinh d6 so trudc kia...”

Cach dan nhép nay tuy c6 hoi rudom ra ti chit, nhung hap dan 16i cudn,
khong dot ngdt ma tur tir dua ngudi nghe vao cau chuyén moét cach ty nhién.

+ Dan nhép twong phan: Nguoi ndi chuyén bat dau bang viéc nhdn manh
mot mau thuan nao d6 dé gy su chu y. Léi didn nhap nay thuong duge st dung
trong nhitng tinh hudng c6 nhiéu thir thach va ngudi noéi chuyén mudn kéu goi
ngudi nghe huy dong strc manh ctia minh, doan két, nhét tri dé vuot qua thir thach.

+ Dan nhép bang cach trich dan 10i néi cua danh nhan. Mot cdu trich dan
thich hop c6 thé 1a mot cach mé dau tha vi. Vi du: dé mé dau bai ndi vé van dé
gido duc trong gia dinh cho cac 6ng bd, ba me, ban ¢6 thé ndi “ Thua céac quy vi!
Phu nhan cua tong théng My Abraham Lincon ting néi: “Nudi day mot dia con
trai 1a nuéi day mot nguoi linh. Nuo6i day mét dira con gai la nuoi day mét gia
dinh” Loi n6i d6 rat dang duoc cac quy vi suy ngadm trong viée gido duc con cai
minh..”

Ngoai nhitng cach md dau trén con co thé c¢6 cach mo dau khac. Tuy theo
tinh huéng, dic diém cua nguoi nghe va sd thich cua ban ma chon mdt cach mé
dau cho phu hop. Tuy nhién, di mé dau theo cach nao, ban ciing can luu ¥ mot sd
diém sau:

+ M6 dau qua dai dé 1am giam hing tha ctia nguoi nghe.

+ Tranh mé dau khong dn nhép véi chi dé cua bai néi chuyén.

+ Tranh cach mod dau thiéu ty tin, bang nhitng 101 bién ho hodc bang 16i xin
161
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Chudn bi phan khai trién

Trong phan khai trién, ban phai dua ra duoc cic y chinh, phan tich chimng
minh dé 1am rd vin d& ma ban mudn trinh bay, qua d6 thé hién duoc ¥ tudng cia
ban. Khi chuan bi phan nay, ban can luu ¥ mot sd van dé sau day:

+ Cac y phai dugc sip xép theo mot trinh ti hop 1y, dam bao tinh logic ctia
bai n6i chuyén, nghia 13 cic ¥ phai lién quan chit ché véi nhau, y trude 1a tién dé
cua ¥ sau, khong trung lip. Trong trudng hop nguoc lai, bai néi chuyén cua ban sé
roi rac, loanh quanh, luan quan, c6 khi sau mot hoi dai dién thuyét, ban lai quay lai
¥ xudt phat. Nghe nhitng bai noéi chuyén nhu vy, nguoi nghe rat dé buc minh.
Ngoai ra ban ciing can cha ¥ khi chuyén tir y nay sang ¥ khac phai c6 nhing tir
hodc cum tir lién két thich hgp dé dam bao tinh mach lac ctia bai néi chuyén va lam
ngudi nghe khong cam thay dot ngot.

+ Pé bai n6i chuyén c6 sirc thuyét phuc, ban khong nén néi chung chung
theo kiéu “h6 khau hiéu” ma phai dua ra nhitng vi du, nhitng s6 liéu cu thé minh
hoa cho mdi ¥, mdi ludn diém cua minh.

+ Tuy theo tinh chét ctia budi noi chuyén, ban co thé chuan bi thém nhiing
cau chuyén vui, khoi hai dé lam cho khéng khi ctia budi néi chuyén d& cing thing
va duy tri sy chu y ctia nguoi nghe. Tuy nhién sy khoéi hai cling phai c6 gioi han.
Mot budi néi chuyén voi quéa nhiéu tiéng cudi thi nhidu khi, sau khi két thiic, trong
ngudi nghe chi dong lai nhitng tiéng cuoi, nhitng cau ndi di dém ctia ban ma thoi.

Chudn bi phan két

Theo quy luat ctia sy chi ¥ thi nhitng gidy phat cudi cung cta budi néi
chuyén, ngudi nghe lai mdt lan nita ddn moi sy cha ¥ vao ban, ké ca nhiing nguoi
ndy gid khong nghe gi. Ban can biét loi dung su chu y nay dé chét lai trong ngudi
nghe nhitng diém then chét ctia bai néi chuyén va tiy theo tinh chat, muc dich cta
budi noi chuyén ma ban dua ra 161 chiic mung, 161 kéu goi hoac dé ra nhiém vu cho
tuong lai... Va tat nhién, ban dirng quén cam on ngudi nghe vi da chi y nghe ban
+ Tién hanh thuyét trinh
Khi tién hanh thuyét trinh, ban can ch ¥ cac diém sau:

- Nhu trudc day ching ta dd noi, nhitng gidy phit dau tién tiép xac 1a nhiing
gia phut then chét trong d6 4n tuong vé ban trong ngudi nghe duoc hinh thanh. Dé
c6 thé tao duoc an tuong tot, ban can:

+ An mit nghiém tac, lich sy va pht hop véi tinh chat cua budi dién thuyét.

+ Khi di 1én buc dé néi chuyén, dang di cua ban phai thé hién duoc ban 1a
con ngudi duong hoang, ty tin, ban khong can phai voi vang nhung ciing dimg
cham chap, ung dung, thong tha qua. Néu ban tir ngoai budc vao thi ban can tiép
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xtc bang mat voi nguoi nghe, mim cudi voi ho. Néu ngudi nghe nhiét liét vo tay
chdo d6n ban thi ban nén dimg lai trong gidy lat, mim cudi chdo ho r6i sau d6 méi
budc 1én buc.

+ Plng trén buc, ban can dimg thang ngudi véi tu thé tu nhién, khong bo tay
vao tii quan, mat nhin thang xudng ngudi nghe, 4nh mit nhe nhang, tén trong va
quan tam.

+ Trudce khi bat dau noi chuyén, ban can ty gidi thiéu vé minh. Thudng thi
ngudi chi toa s& gidi thiéu ban. Trong trudng hop nay, ban c6 thé bd sung thém
mot d6i diéu, Tuy theo budi ndi chuyén ma ban gidi thidu chirc danh, cuong vi cia
minh. No6i chung, phan gi6i thiéu nén ngan gon, khong nén rudm ra, dai dong.

+ N6i to va rd rang, du cho ngudi ngdi xa ban nhat ciing c6 thé nghe thay.

+ Can thay dbi toc do, nhip d6 noi: Khi 1én khi xudng, khi tram, khi bong,
khi nhanh khi chdm, khi luét qua khi nhan manh tuy theo nd1 dung ma ban trinh
bay.

+ Trong qué trinh trinh bay thuong xuyén dwa mat nhin xudng ngudi nghe,
bao quat tit ca nhitng ngudi ¢ mit trong phong dimg dé ai d6 c6 cam giac bi “bo

b b

roi’”;

+ Ngoai anh mit, ban can chu ¥ sir dung ca nhitng phuong tién phi ngdn ngir
khac nhu nét mit, ctr chi, dong tac. Tuy nhién, cin st dung ching mot cach tu
nhién va hop ly.

+ Ban c6 thé di lai trong khi n6i chuyén, song khéng nén roi khoi tAm nhin
ciia mot nhom ngudi nghe nao d6 qua lau. Chang han, trong khi giang bai ¢
nhitng gido vién di xubng cudi 16p va ding lai & d6 trong mot khoang thoi gian.
Trong trudong hop nay nhitng hoc sinh ngdi ¢ nhimg diy ban dau d& phéan tan cha y
va s& kho tiép thu bai giang hon.

+ Két thitc thuyét trinh

Ban can biét két thic thuyét trinh dung lac. Khi ban d3 dung t6i cum tir
“cudi cung 1...” thi c6 nghia chi con vai phat nita thoi. Néu sau d6 ban lai néi
“mot diém nira...” thi ngudi nghe s& rat bi tc ché. Sau khi tom tit nhiig y then
chét ctia bai noi chuyén va tiry theo tinh chat ctia bai ndi chuyén ma dua ra 1oi kéu
goi, chic mung... ban nhd dung quén cam on thinh gia da cha y nghe ban.

Trong trudng hop can thiét, ban nén danh mot it thoi gian dé giai dap nhiing
¥ kién, nhirng cau hoi ctia ngudi nghe.
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1.2 Ky nang phong van
Cdc hinh thirc phéng vin

- Phong van theo bang cau hoi ¢o san

O hinh thirc phong van nay, nguoi ta chuan bi san mot s6 cau hoi va thuong
ca “dap an” nita. Nguoi phong van chi viée lan luot dua ra nhimg cau hoi d6 cho
g vién va cin clr vao “dap an” dé danh gia. Hinh thirc phong van nay dam bao
dugc tinh khach quan trong truong hop cé nhiéu ngudi phong van, nhidu ban
phong van.

+ Phong van tu do

O hinh thtrc phong van tu do, khong ¢ sin bang cau hoi, dit ra ciu hoi gi va
theo trinh tu nao 1a do nguoi phong van. Thong thudng, cdu héi sau duoc dua ra
dua trén ciu tra 101 trude d6 cua tmg vién. Hinh thirc phong van nay phat huy dugc
tinh linh hoat, sang tao, uyén chuyén ctia nguoi phong véan.

Trén thuc té, nguoi ta c¢6 thé két hop hai hinh thirc phong véan nay, tirc 1a mot
s6 cau hoi dugc quy dinh trude va mot sb6 khac do ngudi phong van tu dua ra.

- Phong van nhém

O hinh thtrc phong van nhom, mot nhém ngudi hay mot hoi déng cung tién
hanh phong vin mot Gmg vién, do d6 n6 dam bao dugc tinh khach quan trong danh
gia ing vién. Tuy nhién, nhiéu tmg vién, dic biét nhitng tng vién lan dau tham du
va nhirng Gng vién c6 hé than kinh yéu, thuong dé mat binh tinh va thiéu tu tin
truée hinh thire phong van nay.

- Phong vén thién chi

Trong phong van thién chi, ngudi ta tao moi diéu kién dé tng vién co thé tra
161 mot cach t6t nhat, nghia 1a lam cho tng vién boc 16 tdi da kha ning cua minh.
Chang han, ngudi ta ¢b ging tao bau khong khi binh ding, thoai mai, quan tim
khich 1¢, bat dau bang mot cau hoi dé tra 10i.

- Phong vén cang thang

O trudng hop nay, ngudi phong van cb tinh tao su cing thing, tirc 1a tao mot
strc ép tAm 1y 1én Gng vién nham kiém tra xem Ung vién c6 du ban linh dé giai
quyét van trong tinh hubng phai chiu stic ép hay khong. Trong quat trinh phong
van, su cang thang co thé duoc gia ting. Loai phong van nay thuong duoc sir dung
& nhitng nghé phai chiu 4p luc tdm 1y, su cing thang xung dot. Ching han nhu
cong an, thim phan, quan doi...

- Phong van tinh hubng
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Trong loai hinh phong van nay, ngudi ta dua ra nhitng tinh huéng, thuong 1a
gidng v6i nhimg tinh hudng thuc té ma Gng vién phai giai quyét néu tring tuyén,
nham kiém tra niang lyc giai quyét tinh hudng ctia g vién.

Trén day 1a nhitng loai hinh phong van pho bién. Tuy theo muc dich, yéu cau
clia viéc tuyén chon, ngudi ta c6 thé két hop nhiéu hinh thirc phong van trong mot
cudc phong van tuyén chon.

Tra 1o phéng van tuyén chon

Dé c6 thé tring tuyén va vao lam viéc tot, ngoai nhitng doi hoi vé trinh do
chuyén mén, ngoai ngit, ban con phai c6 nhiéu pham chat khac, chang han nhu tinh
chu dong, sang tao, linh hoat, long nhiét tinh, yéu cong viéc, k¥ nidng giao tiép...
Trong phong van tuyén chon, nguoi phong van rat cha ¥ dén nhitng phim chat
ndy. Vi vdy, ban phai thé hién dugc ching khi tra 1oi phong van, néu ban thuc su
mudn trung tuyén.

- Chuan bj tra 101 phong van

Tra 101 phong van 1a mot cong viéc quan trong bdi nd quyét dinh cong an
viéc 1am ctia ban. Hon nira, n6 lai 1a cong viéc khong don gian. Vi vay, ban can ¢o
su chuan bi t6t nhat cho cudc tra 151 phong van.

+ Chuan bi ho so

Hb so cuia ban phai ddy du gidy to can thiét theo yéu cau. Cac gidy to phai
sach s&, khong nhau nat, khong do ban, chit viét can nin nét, khong nguéch ngoac,
cau tha.

+ Chuén bi vé van mic

Tai cudc phong van tuyén chon, ban khong dugc an mic cAu tha ma phai an
mic mot cach chinh té, sach s&, lich su, vi nhu thé s& thé hién duoc su ding myc
va thai do nghiém tic cua ban. Ban khong nén an mac qua trung dién, pho truong,
qua tan thoi, trir khi d6 1a cudc thi tuyén nguoi dep hay ngudi miu cho nhitng cudc
biéu dién thoi trang. Ban ciing nén trang diém néu 1a nit, song dimg qua cau ky, 1oe
let d& tao cam giac ban 1 con nguoi an choi, thiéu nghiém tac.

+ Chuan bi vé thoi gian

Ban nén c6 mit tai noi phong van 5-10 phut truée khi cude phong van bit
dau. Khong nén dén qua sém vi su chd doi dé giy ra cho ban nhitng cing thang,
ho6i hop, lo lang khong can thiét, va khi ban budc vao phong phong van thi dd moi
mét vi cho doi, ban ciing dimg dén tré, s& voi vang, dé so suit
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+ Chuan bi san phuong an tra 10i cho mot s6 cau hoi

Cac cau hoi tai mdi cudc phong van tuyén chong thuong duoc gitt bi mat va
ban khong biét trudc duge. Tuy nhién, cling c¢6 nhitng cau hoi rat phd bién & cac
cudc phong van tuyén chon. Ban nén chuan bi sdn phuong 4n tra 16i cho nhitng cau
hoi nay.

- Ung xtr trong khi tra 101 phong van

Trong khi tra 16i phong vén, ban can chii y khong chi ngdn ngit ma ca nhiing
biéu hién phi ngdn ngir cia minh.

Khi budc vao phong phong van, dé thé hién sy tu tin, ban can di nhanh
nhung khong hap tap, voi vang, mat nhin ngudi phong van va mim cudi véi ho.

Ngdi thang ngudi, tay dé 1én ban hodc tay vin ctia ghé, mat nhin vao mat
nguoi phong van, anh mat nhe nhang, ty nhién, khong nhin chdm cham hodc nhin
xubng san hay nhin 1én trdn nha. Ban can biét rang, nét mit ctia ngudi phong van
c6 thé 1a sy goi ¥ cho cau tra 10 cta ban.

Noi rd rang, am luong phai du dé ngudi phong van co thé nghe thay.

Ban phai biét cht y ling nghe nguoi phong van, néu nghe khong rd cau hoi,
ban dirng ngai dé nghi ho nhéc lai cau hoi. Sy thang than ctia ban s& duoc danh gia
cao.

Khi két thic cudc phong van, ban nhd noéi 10i cam on va chao trude khi
dtmg 1én di ra khdi phong.

1.3 K¥ nang néi chuyén qua dién thoai

Moi giao tiép dat duoc thanh cong 1a do ¢6 sy chuan bi ngay tir dau. Giao
tiép qua dién thoai ciing khong 12 ngoai 18. Can tim hiéu rd nguoi ban sip goi 12 ai,
thoi gian thich hop nhat dé goi, Iy do va kha niang gitip duoc gi cho ho.

Hay ¢6 gang 1am cho cudc goi c6 chudn bi trudc, phai co cau tric, ngan
gon va rd rang. Néu nguoi ban goi chua biét vé ban thi ngay tir phut dau tién hay
gidi thiéu vé ban than. Mot vai 101 gidi thiéu ban dau khong chi cho thay kha ning
giao thiép ma con cho phép ngudi ban goi c6 duge nhimg thong tin ban dau cho
cudc noi chuyen.

Néu rd muc dich goi ngay khi da gi6i thiéu. Ping bao gio nghi rang ngudi
nghe hiéu dugc 1y do ban goi va nhitng gi ban mong doi tir ho. Hiy néi & hon vé
van dé d6 ciing nhu cac théng tin khac. Nhimg van dé hay thong tin quan trong
phai no1 o rang. N6i chuyén dong dai hay chi néu ra mot cach dai khai s€ lam
ngudi nghe mat tap trung va phan Gmg khong tdt.
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Nghi thirc n6i chuyén trén dién thoai ludn doi hoi tinh chuyén nghiép cao.
Khi néi chuyén voi ngudi chua quen thi tranh nhirng ndi dung it mang tinh trang
trong va cac cau hoi mang tinh ca nhan. Mot khi mdi quan hé tot da duoc xay dung
thi ban c6 thé hoi thim gia dinh, hay ca vé nhitng hoat dong cudi tudn, nhung vin
phai tranh nhitng van dé nhay cam (chinh tri, ton gido, phan biét gidi tinh...)

Tinh riéng tu va bao mat ddi v4i nhitng nodi dung nhit dinh can phai dugc y
thirc 10 khi ndi chuyén qua dién thoai. Hay xac nhan vdi nguoi nghe liu day co
phai 13 luc thich hop dé noéi vé nhitng van dé d6 hay khong.

Hiy that kién nhin: Mot kha ning giao tiép tot doi hoi ban phai that binh
tinh va chdp nhan ap luc trong mot tinh hudng thtr thach qua dién thoai. Ban sé&
trdnh dugc nhitng quyét dinh sai 14m va nhan dugc su ton trong.

e Nhan dién thoai

Khi c6 chuong dién thoai rung thi ban nén:

+ Pé dién thoai reo khong qua 3 lan

+ Noi: xin chao va tu gidi thi¢u minh:

+ Hoi: toi ¢ thé giup duoc gi?

Tap trung vao cudc goi.

+ Pé nghi goi lai néu can.

+ Chun bi sin bat bén tay phai dé ghi chap vao s6, phiéu chuyén dung, ghi lai
dién thoai ngudi goi, thong tin can thiét.

+ Khong ngat 101 ngudi goi

e Nghe dién thoai

C6 mot s6 nguyén tic vé k¥ ning nghe dién thoai mot cach lich su dé gitp

ban tranh thét bai trong giao tiép nhu sau:

+ Khéng nén di sat 6ng noéi vao miéng ban ma giit cach xa khoang 10cm dé
tranh cho nguoi goi nghe that rd hoi thd ctia ban vong vao.

+ Khong biéu 16 su buc boi ma thay vao d6 hay nin tho roi nham dém tir 1
— 10; gac moi cong viéc khac ma ban dang lam d& hodc quay lung lai v6i nhiing gi
gdy mat tap trung roi nhin vao khoang giita hay vat gi d6 dé tap trung tra 10i; Lang
nghe cach ngat ciu va hoi thd ctia nguoi goi.

2. K¥ niing nghe c6 hiéu qua trong giao tiép
2.1 Tam quan trong ciia ki ning ling nghe

Lang nghe 1a mot k§ ning quan trong trong giao tiép. Theo Paul Tory

Rankin (1930), trong giao tiép bang ngdn ngit, con ngudi dung 42.1% tong sb thoi
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gian cho viéc nghe, 31.9% cho viéc noi, 15% cho viéc doc va 11% cho viéc viét.
Nhu viy, trong giao tiép bang ngdn ngir, lang nghe chiém gan nita tong sb thoi
gian.

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

Théa méan nhu cau cta ngudi noi. Ai ciing mén dugc ton trong. Khi ching
ta chu ¥ ling nghe nguoi ddi thoai 1a chung ta thoa man nhu cau d6 cua ho. That 1a
kho chiu khi ban n6i ma khong ai thém nghe. Vi viy, viéc ling nghe ciing gitp
ching ta tao dugc an tuong tdt & nguoi ddi thoai,

Thu thap dugc nhiéu thong tin. Nguoi ta chi thich ndi voi nhitng ai biét
lang nghe. Do d6, viéc cha ¥ ling nghe nguoi dbi thoai khong nhitng gitp ching ta
hiéu va nam bat dugc nhitng diéu ho néi ma con kich thich ho noéi nhiéu hon,
chung cap cho chiing ta nhiéu thong tin hon.

Han ché dugc nhiing sai 1am trong giao tiép. Khi ban chii ¥ ling nghe
ngudi dbi thoai, ban s& hiéu duoc nhitng diéu ho noi, cai ho mudn, dong thoi ban
cling c6 thoi gian dé can nhic xem nén ddi dap thé nao cho hop 1y, nghia 14 co thé
tranh duoc nhitng sai s6t do hap tap, voi vang.

Tao khong khi biét lang nghe nhau trong giao tiép. Khi nguoi ddi thoai
no6i,ban chi y lang nghe thi dén khi ban Ién tiéng, ho ciing s& lang nghe ban, nghia
1a tao nén khong khi tén trong, biét lang nghe nhau trong giao tiép.

Gitp giai quyét dugc nhiéu van dé. Co6 nhiéu van dé, nhiéu méu thuin
khong giai quyét dugc chi vi cac bén khong chiu lang nghe dé hiéu nhau. Bang thai
d6 ton trong, biét ling nghe nhau, mdi bén s& hiéu hon vé quan diém, lap trudng
ctia bén kia, xac dinh dugc nguyén nhan gy mau thuan va tir d6 cung dua ra giai
phap dé thoat khoi xung dot.

Nhu vdy, lang nghe dem lai cho ching ta nhiéu loi ich. Khéng phai ngiu
nhién ma nhirng nguoi tung trai, nguoi khon ngoan thuong 1a nhitng ngudi noi it,
nghe nhiéu, ho chi 1én tiéng khi that su can thiét.

2.2 K¥ ning lang nghe c6 hiéu qua

Pé lang nghe c6 hiéu qua, chiing ta phai nghe & mirc d6 nghe cham chu va
dic biét 1a nghe thiu cam. Mudn lam duoc diéu do, ching ta can cha ¥ rén luyén
mot s6 k¥ ning sau:

- Ky nang tao khéng khi binh dang, c¢di mo

Dé tao khong khi binh dang, coi md, ban can cht ¥ dén khoang cach giita
ban va nguoi ddi thoai, vi tri, tu thé, céac dong tac, ctr chi cia minh. Cy thé 1a:

+ Khoang cach khong qua xa (Tuy theo mdi quan hé ma khoang cach chi
nén & vung riéng tu hodc than mat);
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+ Tu thé ngang tdm, d6i dién: Cung dtng hodc cung ngdi, hudng vao nhau,
dtng hoic ngdi ngang tdm nhau (tranh ngudi dimg chd cao, ngudi dung chd thap
hodc mot ghé cao va mot ghé thap), khong khoanh tay hodc dut tay tai quan vi
nhirng diéu bo, cir chi nay biéu hién sy khép kin, khong mudn tham gia.

Ky nang boc 1o sw quan tam

Ciing nhu tu thé, diéu bo, cir chi, anh mat cua minh, ban thé hién su quan
tam ctia minh dén ngudi d6i thoai va 101 noi cua ho.

+.Tu thé dan than: Nghiéng ngudi vé phia ngudi d6i thoai

+ Tiép xtic bang mat: mat nhin ngudi d6i thoai mot cach nhe nhang, chan
thanh nhung khéng tap rung vao mot diém nao d6 ma tya nhu bao quat toan b con
nguoi ho;

+ Céc tac dong, ctr chi dap ung nhu: Gat dau, dong tac cua tay... Can tranh
nhitng dong tac biéu 16 sy khong chi ¥ ctia ban, nhu: bé tay, dung ngén tay man
mé mot vat gi d6, chang han nhu chiéc but...

KV nang goi mo

Nghe 13 mot hanh dong tich cuc. Muén nghe dugc nhiéu, ban can biét
khuyén khich nguoi d6i thoai trat bau tim sy bang mot sé thu thuat nhu sau:

+T6 ra am hiéu van d&, hiéu va thong cam véi ngudi dbi thoai (101 ndi, anh
mat, nét mat, nu cudi, gat dau...) Chang han: “Téi hiéu”, “Téi hiéu tai sao anh
nghi nhu vay”.

+ Chii y ling nghe va phan hdi mot cach thich hop bang 10i va ca diéu bo
cu chi...

+ Thinh thoang dat cau hai: “Rdi sau d6 ra sa0?”, “Chic lac do ban gian
anh ta 1amm ha?”... Viéc dua ra nhimg cau hoi nhu vdy vira gitip ban hiéu rd hon
van d¢, vira ching to ban rit quan tdm dén cau chuyén cua ngudi doi thoai.

+ Giir sy im lang day vé quan tam. Trong qua trinh noi, c6 nhitng lic nguoi
d6i thoai dirng lai va im ling. Trong tinh hudng ndy, néu ban khong 1én tiéng
nhung van thé hién dugc ring ban dang chd nghe tiép ciu chuyén ctia ngudi dbi
thoai, thi nguoi ddi thoai thuong phai 1ap day khoang trong bang nhing 101 giai
thich, b6 sung. Tuy nhién, néu ngudi d6i thoai van khong 1én tiéng va néu ban
mudbn ciu chuyén dugc tiép tuc thi ban can phai pha v& sy im lang d6. Trong
trudng hop nguoc lai, sy im ling kéo dai (qua 30 gidy) dé 1am nguoi ddi thoai xa
101 chu dé cua cau chuyén.

Ky nang phan anh lai
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Sau khi nghe nguoi ddi thoai trinh bay mdt van dé nao dé, ban c6 thé dién
dat noi dung d6 theo cach hiéu ctia ban. Chang han nhu “Theo t6i hiéu thi ¥ anh
1a... c6 phai khong?”. Viéc phan anh lai cta ban vira cho nguoi d6i thoai biét ban
d4 hiéu ho nhu thé nao, c6 can giai thich, bo sung, dinh chinh gi khong, vira cho ho
thay 1a ho da duoc chi y lang nghe.

3. K¥ nang soan thw dién tir (email) trong kinh doanh
3.1. Cau tric ciia Email

Khi ban viét mot email, toi thiéu ban phai tuin thu theo mot dinh dang
chuan théng thuong sau:

- Nguoi nhan: Giri diing ngudi can nhén, biét str dung cong cu CC va BCC

- Chu dé: Chu dé rd dang gin gon xac tich nhat... phan nay s& xuat hién
trong Inbox ngudi nhan trude khi doc mail cua ban

- Loi chao: Kinh gui:... ; Dear ....

- Noi dung: Noi dung nén gan gon, xuc tich, trinh bay y nao ra y d6, nén
gach dau dong timg ..

- Chwr ky: Nén c6 Loi1 cam on, thong tin ca nhan, don vi ban dé thuan loi
cho ngudi nhan mail lién hé.

- File dinh kém: Néu ban dinh giri File dinh kém, tuyét d6i khong 1én quén
file dinh kém... moi nguoi danh gia rat thap vé su lang tri nay.

Maureen Bertolo, mot nha lap trinh may tinh va da giang day vé van hoa
email 10 nim nay, cho rang vin hoéa email dang xudng dbc. Ba cho biét, c6 kha
nhiéu 161 phan nan cling nhu nhirg thic mac ma cac hoc vién dua ra trong cac bai
giang cta ba. Hiu nhu moi nguoi déu phan nan rang “cic email qua dai” va “tai
sao toi lai nhan duoc nhiéu email dén vay?”.

Theo Bertolo, van d& c¢b hitu cua cic email chinh 1a viéc: moi ngudi qua
phu thudc vao email va st dung ching khong c6 hiéu qua. Email da va dang trd
thanh mot phan khong thé thiéu trong cong viéc va giao tiép. Chung trd nén quen
thudc dén murc ngudi ta khong con nghi dén nhitng phuong thire giao tiép thay thé
khac. Ba cho biét thém, gid day, tin nhan va Twitter dang 1am giam tinh hitu ich
ctia email hon bao gid hét. “Nhan tin dé dang hon viét email rat nhiéu. Ban khong
can phai lo ling vé van d¢ chinh ta, 16i ngit phap hay cac nghi thitc chao hoi. Vi
nhin tin duoc thyc hién nhanh chéng hon nén moi ngudi cho rang cic tin nhin
khong can phai ¢ vé chuyén nghiép nhu cic email”.

Trong thoi dai cua nhén tin va tweeting nhu hién nay, mdt $6 nguoi co thé
cho rang cac nguyén tic viét email cta Bertolo 1a khong can thiét trong giao tiép
cling nhu trong kinh doanh. Nhung nhitng chuan muc cua Bertolo lai rat hitu ich
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v6i ca ngudi nhan va ngudi giri email. Ba don gian chi mudn moi ngudi giao tiép
hiéu qua hon, doi khi khéng nhat thiét 1 qua email. Bertolo ciing cho biét nhiing
email c4 nhan thé hién k¥ ning giao tiép ctia chinh ngudi d6 va cach thirc thé hién
ban than minh. Biét khi nao va 1am thé nao dé sir dung email mét cach hiéu qua co
thé nang tAm anh hudng ctia mot c4 nhan. Trong khi xin viéc thi email giri dén nha
tuyén dung chinh 13 4n twong dau tién ma nha tuyén dung c6 d6i voi nguoi xin
viéc.

Té6m lai, néu ban quan tam dén hinh anh cling nhu thuong hi€u cd nhan
ctia minh thi ban nén quan tim dén nhiing email minh gui di. Duéi day 1a 8 cach
Bertolo dua ra dé c6 mot email hoan hao.

* Nghi truéc khi viét

Trudce khi bat dau soan mot email, hiy nghi k§ vé nhitng gi ban dinh viét
va liéu email éy c6 that su hiéu qua cho muc dich viét hay khong. Vi du nhu, néu
ban dang c6 ging giai quyét cac van dé ciia mot ai d6 thi hay goi dién truc tiép cho
ngudi d6. Néu ban mudn giai thich mot quy trinh nao d6 thi hiy giai thich truc
tiép, diéu nay sé& hiéu qua hon 1a ké vé quy trinh d6 qua email (ban c6 thé sir dung
dich vu nhu WebEx). Néu mudn chi ra mot van dé cap bach voi dong nghiép tai co
quan thi hay néi chuyén riéng véi ho.

* Viét email that don gian

Email s& hiéu qua nhat dbi vi cac yéu cau va thong diép don gian trong 2
dong. Vi du nhu “Ban c6 thé gip minh luc 4 gid khong?” hay “Ban c6 dir liéu nay
chura?” Néu email cta ban ndm trong mot chudi dai c6 tir 2 email trd nén thi ngudi
nhan thuong quén mat email gbc ctia ban.

* Viét email ngén

Moi nguoi ua thich sir dung email vi sy nhanh chong va dé dang. Néu
email tré' nén dai hon hodc phtic tap hon thi ban s& mat nhiéu thdi gian viét hon va
kho thu hat ngudi nhian hon. Theo Bertolo, “néu mot email dai hon 12 dong va ¢
dén 2 mach nodi dung thi ban dang 1am ling phi thoi gian ciing nhu dang lam nhat
dan email ctia minh”.

* Sir dung dong Subject

Moi nguoi st dung cac dong subject nhu mét thanh cong cu trong hom thu
dén dé cho biét can lam gi. Pé giup nguoi nhan phan loai tim quan trong ctia van
dé va hiéu rd muyc dich cia email, dong Subject can phai rd rang. Theo
Bertolo, “Hiy no6i cho ngudi nhan biét ban mudn gi trén dong subject. Sau d6, thay
vi danh ddu email va phan loai mirc d6 quan trong ctia email thi ngudi st dung hiy
dat han cudi ma nguoi gui mudn nhan duoc thu tra 1oi trén dong Subject”
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* Pat cau tric cho email

Theo Bertolo, “Mdt email theo diing chuan myc can c6 phan mo dau, phan
than va phan két thuc email”. Muc dich ctia email nén rd rang trong phan than,
trong d6 néu rd nhitng viéc gi can phai lam. Cac cdu nén chi co 15 tir hodc it hon.
Phan mé dau va két thuc khong nén qua tong cong 7 dong, con phan than khong
nén qua 5 dong.

* Lam chu email cia minh

Bertolo cho rang nén hoi ngudi nhan email ctia minh nhitng cau hoi
nhu: “T6i ¢6 thé gitp gi duoc hay khong? Toi da cung cap du théng tin cho ban
hay chua?”

* Tranh nhirng tir ngir va cau tric kho hiéu.

Cach ban giao tiép qua email cho thidy mirc d6 chuyén nghiép ctia ban nhu
thé ndo. Tranh nhitng tir nglr mang tinh xtc pham va cham biém. Ngay ca khi ai d6
guri dén ban mot buc thu khiém nha thi ban van c6 thé tra 101 thu mot cach lich su.
Ba ciing khuyén céo nén tranh cac cau hoi mang tinh phong théi nhu “Tai sao dy an
cta ban lai chdm tré nhu thé?”. Cach tot nhat dé xac dinh nhimg van dé Ay 1a lién
lac qua dién thoai hodc gap mat truc tiép. Ciing nén tranh céc tr nglt “mang tinh
khiéu khich” nhu*“Tai sao ban lai...”, “Ban phai.....”, “T61 chic chin 1a ban sé& d@)ng
¥ v6i viée ...”, va “Toi khong hiéu tai sao ban ...”. Nhirng cau hoi nay cho thiy su
that bai trong giao tiép ma chic chin 1a email khong thé stra chita nhimg that bai
nay duoc (hodc it nhat 1 nhanh chéng stra chita nhitng that bai nay).

* Can than trong viéc chon Blind Copy va Reply All

Theo Bertolo, 1y do duy nhat dé st dung Blind copy 1a dé khong 1am 16 dja
chi ngudi nhan. Vi du nhu ban muén giri email dén toan b thanh vién trong mot
hé théng dé thong bao vé mot cong viéc méi thi hidy dé tat ca dia chi nguoi nhan &
dang Blind copy dé moi ngudi khong thé nhin thiy dia chi email caa nhitng nguoi
khac nira. Khong str dung Blind copy dé 1én lat chia sé thong tin mat cho nhiing
nguoi khac.

Nén tranh st dung Reply all. Vi du nhu sép cua ban giri yéu cau hop hoic
duong link dén mot bai bao cho moi ngudi trong nhém va ban can tra 10i email dy
thi hay chi tra 10i sép cua ban thoi. Theo Bertolo, viéc tra 10i tat ca s& lam phién
nhirng nguodi khac nita.

Giri email thé nao cho chuyén nghiép
- Van phong phu hgp

Email thuc chat 1a su két ndi, lién lac trong moi viéc, nhét 1a trong kinh

doanh, giri email c6 thé hiéu 1a su thay thé cho mdt bt thu trang trong. Vi thé,
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email duoc danh gia cao ca vé nodi dung 1an hinh thirc va sy nhanh chéng. Bén
canh ndi dung chinh can chuyén tai, ban ciing can tiy thudc vao ting ddi tuong dé
¢ phong cach viét cho phu hop.

Néu nguoi nhan 1a ddi twong hoan toan méi, ban chua timg quen biét hay
giri email trude d6 thi ban hidy chon cach viét trang trong tir 10i chao mo du cho
dén cach trinh bay email. Pi v6i nhitng nguoi da quen biét, giri mail trao d6i
nhiéu lan thi su trang trong d6 c6 thé giam di chut it va ban c6 thé dién dat mot
cach gan giii, gian di hon.

Véi ban bé, nguoi than, hiy viét nhitng gi ban nghi, néi nhitng diéu ban
mudn mdt cach thoai méi, khong can dé ching ¥ t, mién 13 truyén tai duoc nodi
dung chinh mét cach rd rang, dé hiéu.

Vi vdy, khi viét email, ban nén tuy thudc vao hoan canh, dbi tuong dé co
cach trinh bay dién dat linh hoat, phu hop.

- Loi chao ding muc

Du 14 16i chiao m& dau birc thu hay 10i chao két thiic, ban ciing phai xem
ddi twong 13 ai dé lya chon ngén tir cho phu hop. Véi nhitng email can su trang
trong, tot nhat 1a nén mo dau bang "Dear" clng v4i tén nguoi nhan (¢ thé xem
trong dia chi email cua ho). Dé lich su hon, ban c6 thé thém ca tén dém cua ho,
hodc sir dung Mr, Ms trudc tén riéng.

Trong truong hop khong biét tén ctia ngudi nhéan, ban co thé mé dau email
bang 10i chtc ngay méi tét dep, nhung nhé, khi da biét tén thi khong bao gid dung
cach noi nay. Véi nhitng email khong can phai qua trang trong, ban c thé dung

nn

ciu chao "xin chao" "chao budi sang"... d¢ mo dau.

Mot diéu can chu y 1a 16i chao va 10i két nén twong Gmg, ban nén dua vao
mirc d6 trang trong dé c6 nhiing 15i chao phu hop. V&i email trang trong, c6 thé
dung "Kind regards", van phong gan giii hon c6 thé dung "Regards" hodc "Best"
thay 10 két.

Nghia 13, trong bat ctr truong hop ndo, ban ciing can phai xac dinh ré d6i tuong
nhén email dé c6 cach xung ho dung muc.
- Gri file dinh kem

Du Ia email loai nao, ban cting khong nén gui nhirng file dinh kém véi qua
nhiéu hinh anh, d6 hoa. Néu can thiét phai giri file dinh kém, hay nh¢ 14 chi giri file
khong qua 100Kb. Néu nhu ban giri kém véi email nhimg file qua nang cho ngudi
ban d3 quen biét, t6t nhat, nén hoi trudc xem ho c6 chic chin s& nhan dugc nhing
file d6 hay khong.
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Hon thé, trong moi truong hop, nén giit nhimg thong diép can truyén tai
that ngin gon, dé guri di that nhanh chéng, diéu d6 dong nghia véi viéc khéng nén
kém thém quéd nhiéu hinh anh, vin ban phuc tap. Dic biét, trong diéu kién ngay
nay, ban c6 thé upload nhimg file d6 1én internet qua nhimg trang chia sé nhu
Google Docs... va gui link cho ho thay vi dinh kém trong email. Cach lam nay don
gian va thé hién su chuyén nghiép hon rat nhiéu.

3.2. Nhitng diéu cin lwu y khi soan thw dién tir (email) trong kinh doanh
Email ngdy cang trd nén pho bién va 1a cong cu lién lac khong thé thiéu voi

cac doanh nghiép. Tuy nhién, khéng phai nhan vién ndo ciing cam thay tu tin khi

str dung coéng cu tién ich nay. Néu ban 13 mot trong sé d6, hiy tham khao 15 10i

khuyén va meo nho dudi ddy, gitp ban kiém soat, st dung email ding cach va hiéu

qua.

- S& hiru mét dia chi email lau dai

Viéc thay ddi dja chi email ciling gy ra nhitng phién phirc nhu khi d6i s6 di
dong, khién cho ban bé va d6i tac cua ban phai vat va cap nhat lai s6 dia chi. Ly do
cha yéu khién chung ta phai thay ddi dia chi email 1a do cong viéc thay doi (voi dia
chi email do co quan cip) hodc do nha cung cip dich vu email cho ban gip truc
trac (ngung dich vu hodc pha san).

Ban c6 thé giam thiéu kha nang phai thay doi dia chi email bang cach chon
nha cung cap ma ban tin tudng ho sé& ton tai 1au dai. Gmail, Yahoo, Hotmail hay
AOL 1a nhiing lga chon cé thé tin cay. Con néu ban mudn so hitu mot dia chi
email gin bo vinh vién v6i minh thi cach duy nhat 13 phai ding ky mot tén mién va
mua dich vy email di kém véi tén mién do.

- Chi nén c6 hai dia chi email chinh thirc

Ban c6 mot dia chi email trén Yahoo ma di vai nim khéng dung dén? Ban
dang ky mdi nha cung cap mot tai khoan email mién phi? Ban c6 mot dja chi email
danh cho cong viéc, mot dia chi cua nha cung cép dich vu Internet, va mot dia chi
gin voi Facebook?

Viéc sé hitu qué nhiéu dia chi email chi khién ban mat nhiéu thoi gian dé kiém tra
thu. THt nhét, ban chi nén duy tri hai dia chi email: mét dé nhan ban tin va mot dé
lién lac chinh thirc. Néu ban khong thé tir bo dia chi email cong viée (do co quan
cung cip) thi nén dung dia chi d6 dé phuc vu cong viéc.

- Pirng chia sé dia chi email dé dai

Néu khong mudn thidy hom thu cia minh ngdp tran thu rac va thu quang
c4o, ban chi nén cung cip dia chi email cia minh cho ban bé, déng nghiép va ddi
tdc quan trong. R4t nhiéu dich vu truc tuyén yeu ciu cung cép dia chi email khi
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ban ding ky. Nhung néu ban khong mudn nhin email tir nha cung cap dich vu
d6,hay sir dung dia chi email tam thoi dé dang ky.
- Pirng bam "reply all" mét cach bira bai

Khi muén giri mot thu méi dén dia chi ma ban timg gui thu trude do, dimg
tim dén thu cii va bdm Reply All (hodc thim chi 1a Reply). Hay soan thu mot birc
thu moi va chon lai dia chi d6 tir s6 dia chi dé giri. Néu khong, ban rat d& roi vao
tinh trang c6 mdt sd ngudi ban khéng mudn giri van nam trong danh sach duogc
nhin email.

- Hiéu sy khac nhau giira cc va bec

Trude khi chua c¢é thu dién tir, CC dwoc hiéu ban sao bang gidy than
(Carbon Coppy). Nhung hién nay, CC va BCC dugc hiéu 1a dong guri, guri toi cho
nhiéu ngudi. Tuy nhién, gitta CC va BCC c6 su khéac biét. Chon giri CC nghia 1a
nhirg nguoi nhan email déu biét dugc cac dia chi trong danh sach dong giri, con
BCC thi nhitng ngudi nhan khong biét duoc cac dia chi trong danh sach dong gui.

Vi vay, khi gtri thu di¢én tr cho nhiéu nguoi, ban nén dat danh sach dia chi
trong muc BCC. Cach d6 dam bao nhitng ngudi nhan khéng biét duge cac dia chi
email trong danh sach dong giri. Nhu vay, ban s& dam bao ton trong quyén riéng tu
cua nguoi nhan, khong tiét 10 dia chi email cta nguoi ho véi nguodi khac khi chua
c¢6 duoc su dong y.

- it tiéu dé thw rd rang, ngin gon

“Chao ban, c6 khoe khong?” hay “Guri anh thu nay” 13 nhitng tiéu dé thu co
ndi dung khong rd rang, rat dé bi bo qua, dic biét véi nhitng ngudi phai nhén téi
hang tram thu mdi ngay. Néu ban khong mudn thu cia minh bi phdt 1o, hiy dat
tiéu dé thu rd rang, ngan gon va di thang vao ndi dung ban mudn trao doi.

Ping dua tén minh vao tiéu dé thu, vi du nhu “Thu giri tir Eric”. Nguoi
nhén s& biét thu d6 gui do ai giri tir dia chi hién thi trong 6 From. Néu 1a thu quan
trong thi ban nén d& cap luén nodi dung trong dong tiéu dé. Néu co thé, hiy dua
ludn ca thong tin mac do khan cdp hodc thoi han cudi cung (“Tra 10i trong hom
ndy vé viéc xa thai CEO”), nhu vy thu d6 chéc chin s& duoc doc sém hon.

- Mbi thw mot chu dé

Dé cap qué nhiéu chu dé trong mot thu s& khién nguoi nhan rat kho tra 10i.
Vi vy, dé tién cho ngudi hoi, mdi thu chi nén tip trung vao mot chu dé. Ngoai ra,
viéc 1am nay ciing giup ban dé dang tim lai thu néu sau ndy can dén.
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- Viét ngin gon

Ban c6 thuong xuyén phéi doc nhitng buc thu dién tir c6 t&1 ba doan dai 1€
thé? Néu ban khong mudén doc nhimng birc thu dai dong nhu vay, thi hiy hiéu 1a
nguoi khac ciing thé.
- Ding phin mém diét virus

Trong bdi canh hau hét virus 1ay lan qua email, ban nén kiém tra céc thu
minh nhan va gtri. ThAm chi cd chuwong trinh diét virus mién phi nhu AVG Free
Edition c6 thé kiém tra timg thu ban giri va nhin véi phan mém Outlook hodc
Thunderbird. Quét thu dén va di 1a budc dau tién ngin virus thAm nhap vao may
tinh cua ban.
- Purng dinh kém file qua lémn

Trudce day, dé gui cac file dir li¢u s6 cho nguoi khac, ban chi ¢ cach duy
nhat 13 dung email. Nhung hién nay, c6 hang ta cach chia sé¢ dir liéu truc tuyén.
Vi céc file dir li€u c6 dung lugng 16m, tdt hon hét 1a ban nén chon cach chia sé
khéc, khong nén dung email.
Ban c6 thé chia sé link thong qua cac trang web chia sé. Vi dy, néu ban muén chia
s¢ mOt doan phim, hay tai n6 1én YouTube, sau d6 gui cho ngudi nhan duong link
dé ho c6 thé xem doan phim d6 truc tuyén. Néu phai giri file gbc, ban nén dung cac
trang web nhu MediaFire chiang han, sau d6 thi gii duong link tai file d6 qua
email. Hoac ti thiéu nhét, ban cling nén nén céc file 16n trude khi dinh kem. Noi
chung, tot nhat ban khong nén giri dinh kém nhiing file 16n hon 10MB.
- Purng mé dinh kém hoaic cac link la

Con dudng dinh virus hang dau 13 tin tudng va mo bat ky file dinh kém thu
dién tir nao. Ké ca khi dinh kém d6 trong rat binh thuong, né van an chira nguy
hiém bai virus ciing biét nguy trang. Néu nhéan thdy dinh kém trong hoan toan la
13m hodc khong chinh xac, ban nén lién hé voi nguoi giri dé xac thuc lai. Pic biét,
ban nén can trong v&i nhing thu dién tir guri tir ngan hang hodc nha cung cap dich
vu thanh toan nhu Paypal.
- Cit bt thong tin cii khi tra 107 email

Khi ban tra 10i email, thudng thi thong tin ctia email gbc ciing duoc gin
kém phia dudi. Cach d6 giup nguoi nhan co thé theo doi nhitng thong tin trude do.
Tuy nhién, diéu nay s& khién ban gip kho khin khi tim kiém trong cac email sau
d6, nhat 1a néu viéc trao d6i qua lai ctng cha dé kéo dai trong nhiéu trang. Vi vy,
dé tién cho viéc tim kiém vé sau, ban nén danh thoi gian cit b6t thong tin cii gin
kém phia duéi email méi. Néu can thiét, chi nén copy nhitng phan quan trong c6
lién quan.
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- Purng gwri email khi tire gian

Khi tirc gidn, ban khong nén ubng ruou hay 1ai xe. Gui thu dién tir cling
vay. Néu guri email trong lac gian dit, ban rat dé dua cam xac d6 vao trong thu, viét
ra nhitng diéu dé khién ban hdi han sau nay. Nén giri email sau d6 vai gio hodc vao
ngay hom sau, khi ban da binh tinh hon. Néu c¢6 thoi gian, nén goi dién hodc dén
gip truc tiép nguoi d6 thay vi giri email.

- Thu vé email da giri

S& ¢o luc, ban glri email va nhan thiy thu vira guri c6 16i va ban khéng
mudn giri nd nira. C6 mot sb cach gitp ban 1y lai thu vira giri. Gmail hién c6 tinh
nang thu lai thu vira giri goi 13 Undo Send. Néu ban nhan chudt vao nit Undo vai
gidy sau khi giri, thu d6 s& khong duoc gui di. Nhung nén biét 1a ban chi co 10
gidy dé lam viéc nay.

Microsoft Outlook ciing c6 thé thiét 1ap tinh niang nay bang cach thiét 1ap
quy tic hodn viéc gui di khoang vai chuc gidy hoic vai phut. Nhu vy, ban s& cd
thoi gian dé nhan ra 18i (néu co) véi thu vira gtri dé kip thoi chinh stra trude khi thu
duogc gui di.

Ban c6 thé thiét 1ap quy tic nay bang cach vao Tools, chon Rules and
Alerts, chon ‘Check messages after sending’, réi chon tiép Next va lam theo chi
dan dén khi xuit hién man hinh c6 lya chon ‘Defer delivery by a number of
minutes’. Chon mot con sb (giay hodc phut), roi nhan OK, nhan tiép Next va dat
tén quy tic, cudi cung 1a nhan chon Finish.

- Pirng giri email nhirng gi ¢ thé chat

Khéng phai moi thir ban mudn néi cling dang phai goi thu. Hiy tan dung
sttc manh ctia cac phan mém trao d6i nhanh nhu Yahoo!Messenger, Facebook
Messenger, Skype hay Twitter.
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CAU HOI ON TAP CHUONG III

Cau 1. Khi thuyét trinh can cha y diéu gi ?

Céu 2. Khi di phong vén xin viéc, ban can chuan bi nhimg gi? Trong qua
trinh phong van can luu ¥ diéu gi ?

Cau 3. Hiy giai thich tim quan trong cta viéc ling nghe? Dé ling nghe c6
hiéu qua, can 14 y nhiing gi ?

Bai tap &ng dung

1. Chia nhém 5 nguoi va lya chon mdt chu dé dé thuyét trinh?

2 Hai ban sim vai gia dinh mot tinh hudng phong véan xin viéc vao vi tri
nhan vién 1& tin ctia khach san, nhan vién cham soc khach hang.

3. Mi ban hiy soan thdo mot birc thu moi du hop 1& bé mac chwong trinh
dao tao nghi¢p vu tai khach san A.

4. Mot nhém hai ban soan thao mot hop dong thué sinh ctua mot khach san
dé to chure tiéc mirng ngay ra truong cho 19p.
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CHUONG IV:
TAP QUAN GIAO TIEP TIEU BIEU TREN THE GIOI

Muc tiéu: Hoc xong chuong nay, nguoi hoc c6 kha nang:

- M6 ta va phén biét dugc tip quan giao tiép cla cac ton gido.

- Mo ta va phéan biét dugc tap quan giao tiép cua cac qudc gia va ving lanh
tho.

Noi dung:
1. TAp quan giao tiép theo ton gido
1.1 Phat giao

Phat gido duoc luu ton va phét trién ¢ nhidu ving, nhiéu nudc trén thé gidi.
Ca thay c6 khoang trén mdt ty tin dd dao Phat trén toan hanh tinh. Pa s ho 13 dan
An D9, Trung Quéc, Viét Nam, Nhan Ban, Triéu Tién.

N6i chung cac tin d6 dao phat co dic tinh tim Iy giau 1ong nhén tir, bac 4i,
thuong ngudi, an phan tho thuong. Ho rat nhin nai, d6i khi dén mtc nhin nhuc,
yéu thich hoa binh va dé hoa nhap véi bat ky dao nao.

M0t 56 tdp tuc kiéng ky theo phdt gido can chil y:

- Xuat hanh theo ngay gio nhat dinh.

- Lam viéc 16n phai xem tudi.

- Ngay Tét, ngay ram, méng mot hang thang, ngay gid htuong thap huong
cung vai gia tién ¢ cira nha va ctra Phat.
Cdc ké héi chii yéu:

Lé Phat Pan

LE Vu Lan
1.2 Hoi gido

Hbi gido 1a ton gido tip trung chi yéu & ving A Rap trung dong 1a tin dd
tho than Ala, ho tin twong tuyét d6i va dic biét trung thanh véi Pao cua ho.

Tap tuc Hbi giao rat khat khe, ky la. Phu nir phdi che mang trén mat khi ra
duong. Nam c6 quyén lay nhiéu vo, nhung néu vo ngoai tinh, chong co quyén
danh chét ho mot cach bat cong.

- Nhitng ngudi theo dao Hoi khong 1ay thirc an bang tay trai.

- Mubn chi vio vat gi hay huéng nao phai ding ngén tay cai. Khi c6 nguoi
moi an, udng phai nhan 15i, khong dugc tir chdi. Pao Hoi khong uéng rugu, khong
an thit lon, cac loai thit khac thuong khong an va thang 3 hang nam.
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Cdc 1é héi chii yéu:

- Thang Ramadam (theo thang 9 lich Pao Hoi) c¢6 30 ngay 1a thang an chay
clia cac tin do. Viéc nay dién ra lién tuc trong sudt thang.

- L& hoi Hién sinh vao thang 10, thang 12 tin 6 khip noi dua nhau giét ctru
lam vat té 18.

- L& giang sinh cta dang tién tri vao ngay 12 thang 3.

- L& thang thién ctia ding tién tri vao ngay 17 thang 17 lich dao Hbi.

1.3 Co dbc gido

- Co d6c gido co ngay 18 hoi 16n nhét 1a Noel vao ngay 25 thang 2. Vao ngay
ndy cac con chién khong lam gi hét ma kéo nhau dén nha thd. L& hoi thuong kéo
dai t6i tét duong lich. Mua phuc sinh vao cudi thang 2 dén gitta thang 4 duong
lich. Trong mua 18 nay c6 2 ngay phai an kiéng thit 1a tha tu 18 Tro va tht 6 tuin
thanh vao khoang cudi thang 2 duong lich.

- Riéng ¢ Tay Ban Nha va cac nudc Nam My, trudc mua phuc sinh c6 mot
1€ hoi rat ndo nhiét d6 1a 1€ hoi Carnavan.

2. T4p quan giao tiép theo ving lanh thd
2.1 T4p quan giao ti€p ciia ngwdi chiu A

- Ngudi chau A rét coi trong céac 18 nghi giao tiép. Pac biét 18 nghi chao hoi

- Thich xung ho than mat theo kiéu quan hé gia dinh.

- Ludn ch trong thtr bic trong giao tiép.

- Luén coi trong tin nghia trong giao tiép.

- Nguoi chau A luén kin déo, dé dat.

- Ludn Gng xtr mém déo, linh hoat trong giao tiép xa hoi dé hudng t6i giir
duoc hoa khi trong cong dong.

- Céc phan tng trong giao tiép thuong thién vé cai nén va khong nén.

- Pé thé hién su quan tam va than thi¢n, nguoi chau A thuong hay moi nhau
ding com hodc vé nha choi. Hay quan tim dén nhiing van dé riéng tu cua nguoi
doi thoai.

Ngudi Trung Qudc

- Dan toc Trung Qudc 13 mot dan tdc giau long thuong ngudi, sau sic trong
quan h¢, hao hi¢p va cao thugng trong cu xu.

- Thoéng minh, can cu va kién nhan. Co ¥ chi cao, ludn quyét tam theo dudi
muc dich dén cing.

- Trong quan hé rat kin d4o va thim thay
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- Ngudi Trung Qubc quan niém dong con, nhiéu chdu va anh em ho hang
sum vay la dai phuc, do d6 nguoi Trung Qudc sdng theo quan hé “dai gia dinh”

- Luén thich bau khong khi than mat, coi mé nhu trong gia dinh.

- Hay ndi to, n6i nhidu. Nguoi Trung Qudc thudng it noi tiéng nude ngoai,
ngay ca khi giao dich v6i cac dbi tac nudc ngoai, ho ciing thich str dung tiéng ban
dia.

- Trong xung ho, ddi xtr ludn cha trong su ton ti trat tu.

- Thuong gay 6n do, khi di hay kéo 1& dép.

- Trong cudc sdng hang ngay thudng khong thich dung may diéu hoa

- Ludn coi trong 161 moi truc tiép.

- Phuy nit Trung Qudc thudng nghiém trang khi giao tiép, dic biét d6i voi
khach nudc ngoai.

Nguoi Han Quéc

- Ludn dé cao truyén thong: Hiéu nghia v6i cha me; thuy chung trong quan
hé vo chéng; trung thanh véi ban be; ludn kinh trong th?ly; ddi voi lanh dao phai
phuc tung.

- Thanh nién Han Quéc c6 y thirc nghia vy, trach nhiém ddi v&i nha nude.

- Nguodi Han Quéc rat hAm mo thé thao, thich leo nui, di bd, choi tennis.

- Nguoi Han Qudc hay ndi to, ndi nhiéu, thich tranh cai va dé ndi nong.

- Ngudi Han Quéc thuong hay goi dién hoi tham nhau hon 13 d¢én nha tham

nhau.

- Ngudi Han Qudc thich udng rugu,bia véi ban be.

Mot s6 tdp qudn can luu ¥

+ Sau bira an, néu ¢ to co nghia 1 khen bira in ngon va tai niu an ctia ngudi
nau.

+ Khi ngén tré va ngon cai tao thanh hinh tron, diéu d6 1a 161 chuc ban giau
co.

+ Khi chao ngudi Han Qubc thuong cti dau va dwa mat nhin xudng.
Ngwoi Nhat Ban

- Nguoi Nhat Ban thong minh, khon ngoan, yéu lao dong va thién nhién.

- Ngudi Nhat ludn trung thanh véi truyén théng dan toc, ludn thé hién 13 mot
dan toc co6 tinh ky luat cao, ham hoc hdi.

- Piém tinh, 6n hoa va ty chua 13 nguyén tic séng cua ngudi Nhat

Nguoi Nhat rat coi trong nu cuoi.
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- Rat thich hoa anh ddo va hoa cic.

- Nguoi Nhat Ban coi trong kién thirc, su nha nhan va tinh lich su.

- Khi chao, nguodi Nhat thuong cti gip ngudi xudng. Khi gip nhau lan dau
hoidc trong giao tiép qudc té, ho thuong dimg lai & khoang cach 1,5m ddi v6i ngudi
dbi dién dé thyc hién nghi thirc cui chao.

- Ngudi Nhat thuong cam that kho chiu khi bi nhin thing vao mat qua nhiéu,
d6i v6i ho d6 1a mot hanh vi khiém nha nén khi giao tiép v6i nguoi Nhat, khong
nén nhin nhiéu vao ho va thinh théang dua mat nhin xudng thi duoc coi 1a biéu
hién cua sy khiém nhuong.

- Nguoi Nhat ¢ thoi quen sir dung danh thiép nhiéu nhat thé gidi.

- Trong giao tiép xa hoi, ngudi Nhat rit xem trong cdc mdi quan hé ca nhan,
ludn danh gia cao su 18 phép, an can, trong giao tiép.

- Trong d6i thoai, ho thudng it noi, khong ngat 1oi nguoi khac. Ngudi Nhat it
khi tir chdi thang thirng va gay gat, ma ho thuong néi vong vo, bong gié hoic dung
cau c6 hai nghia.

Mot $6 tdp qudn trong giao tiépciia nguoi Nhat:

+ Trong trd chuyén, nhitng cai nhip git ddu nhanh véi ¥ nghia: “ t6i dang
lang nghe”

+ C6 thoi quen tang qua va nhan qua

+ Kiéng ky s6 4 va s6 9

+ Thich duogc tang hoa ctic va hoa anh dao.

+ Khong thich nhin thay tién mat trén mit ban trong bira an. Khi thanh toéan
tién dugc cho vao phong bi, thanh téan vao cudi budi va tién thira tra lai cling phai
cho vao phong bi.

Ngudi Nhat rat thich rugu Scotch Whiskey.

2.2 Tap quan giao ti€p ciia ngudi chiu Au

- Ngudi chau Au rét cha trong dén cac nghi thire trong giao tiép.

- Thuong thang thin va thé hién rd rang quan diém

- Ludn dé cao chu nghia c4 nhan va coi trong tw do ¢4 nhan. Trong giao tiép
khong thich dé cap dén cac van dé riéng tu

- Trang phuc 1a diéu ludn duogc chi trong trong giao tiép xi hoi

- Trong giao tiép thuong c6 théi quen ting qua, ting hoa, bat tay, 6m hon....

- Thuong hay tiép khach tai cac nha hang — khach san
Ngwoi Phap
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- Ngudi Phép ludn chi trong gitr gin truyén théng dan toc, gia dinh.

- Thong minh, lich sy, nha nhan, thich kiéu cach va trong hinh thirc. Luon
nhe nhang, tinh té, coi m& va hao hiép trong giao tiép.

- Khi tro chuyén, nguoi Phéap rat hai hudc, hay cham biém di dom nhung sau
cay trudce nhitng céi gi ho cho la thai qua.

- Thich vui choi, giai tri.

- Ludn ton trong tinh ban

- Nguoi Phap ky hoa ctc va hoa cAm chudng. Khong thich sb 13.

- Nguoi Phéap cu xtr nhe nhang, khéo 1éo nhung nghiém tuc.

- Rat d& mich 1ong v6i nhitng so sot nho ctia ngudi nudce ngoai,

- Khong thich dé cap dén chuyén riéng tu, gia dinh va bi mat budn ban.

- Rt it moi ban vé nha, phﬁn 16n mo1i ra nha hang.

- Trong bira tiéc, tiép thém rugu khi nhan thay ly ruou d3 bi voi mét nira.
Nhung khi khong mudn udng thém nén udng can ly dé chimg to di udng hét roi.
Khoéng nén huat thude trong cac bita an.

- Nguoi Phap khong thich ngdi chung ban voi nguoi khong quen biét
Nguwoi Duc

- Nguoi Ptrc séng thang thin, yéu lao dong, nghiém tuc, ton trong phap luat
va c6 tinh tict kiém.

- Ua thich sy rd rang va luon song phang.

- Ké ca va trich thuong nhu rat tinh cam. Chit ché va than trong.

- Rit tén trong hoc vi, thich duogc goi 1a “doctor”

Giao tiép ranh mach, dut khoét va song phang.

- Hay thé hién mot gurong mat mét moi va it khi cuoi.

- Khi mudn biéu thi sy hoan nghénh hay khi tam biét, ho thudng gd tay vao
mat ban.

- Coi trong gid giAc.

- La dan toc bat tay nhiéu nhat trén thé gidi. Trong giao tiép, khong cha
trong dén cac nghi thirc xi giao ma thuong di thang vao cong viéc.

- Khi giao tiép v6i nguoi Puc, khong dugc goi tén riéng khi chua dugc
phép, khong nén bay to6 thai do qua tu nhién khi gap go
Nguwoi Anh

- Ngudi Anh lanh ling, tram lang va gitr ké.
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- Thich thyc tién, ludn ban ron va khong ua sy dai dong.

- Nbi tiéng 14 lich 1am. C6 van hoa, khong thich dua cot, ghét ba hoa, phu
phiém.

Kiéng ky ba thu:

- Goi ho 1a nguoi Anh

- Lay chuyén Hoang gia ra ché gidu, lam tro dua dé khoe khoang kién thuc
cua minh

- That cravat ké soc.Khi tiép xtic v6i ngudi Anh, khong dugce hoi vé doi
séng riéng tu cua ho, dic biét 1a phu nir.

- Trong néi chuyén thuong gitr thai do0 nghi€ém nghi, luon gitr khoang cach
vo1 nguoi noi chuyén mot canh tay.

- Ngudi Anh rét it bat tay

- Khi ngon tré go 1én canh miii c6 nghia 14 gitr bi mat”

- Khi ngén tro vudt mi mét va kéo dai thap xudng nghia 13” ban ding bip toi
2.3 Tap quan giao tiép ciia ngwoi Nam My va Bac My

- Nguoi chdu My ludn vui tinh, coi md va than mat trong giao tiép. Tinh
cam ludn duoc bay to rd rang. Hay bat tay trong giao tiép.

- Thuong bo qua nhitng nghi thie giao tiép xa giao nhung lai rat chi trong
dén nghi thirc d6i véi phu ni.

- Rét chi trong dén van dé trang phuc.

- Khi trd chuyén thich ngdi sat bén ngudi dbi thoai

Rét hiéu khach, thuong moi khach vé nha.
Ngwoi My

- Thong minh, thii doan, hay pho truong va rat thuc dung

- Ham mé, thuong c6 an twong manh trude tit ca nhitng gi to 16n, d6 so.

- Thich phiéu luu, liéu linh va sang tao, tu 14p va tu tin

- Thuong boc 19 tinh cam rd rang va thai qué, ton sung chu nghia c4 nhan,
tin vao sttc manh than bi.

- Nguoi My an rat nhiéu va yéu cau tuyét d6i sach sé.

- Ngudi My quan niém sang hén 1a ¢ chd tai san nhiéu hay it, muc tiéu ly
tudng cua ho 1a tién bac va ciia cai. Ho rat tu hao vé dong dollar.

- Nu cudi ludn duoc coi trong trong giao tiép.
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- Tranh dé cip dén van dé ton gido va ching tdc vi nudc My 13 nude da sac
toc. Kiéng con s 13, guong v, gip méo den. Hai chu dé nguoi My khong thich
dé cap la tudi tac va tién bac.

- Pé tai wa thich cta ho 1a thé thao, gia dinh, cong viéc.

- Thich dugc don tiép ndng hau nhu ngdi sao.

Mot 56 diéu kiéng ky:

+ Hat hoi, ¢ néu khong kim dugc sé& bi coi 14 tho 15

+ Khac nhd bay.

+ Nhai keo cao su gy ra tiéng

+ Nhin cham cham vao ngudi ma minh khong cting néi chuyén

+ Huyt sdo goi phu nit
2.4 Tap quan giao tiép ciia ngwdi chau Uc
Gap go va giao thiép

- Khi gip ngudi nao d6 lan dau tién, thong thudng ban phai bat tay bang tay
phai ctia minh. Nhimg nguoi khong quen biét nhau thudong khong hon hodc 6m
nhau khi mé1 gap.

- Nhiéu nguoi Uc nhin thang vao mét ngudi khac khi ho tro chuyén va coi
d6 nhu 14 su kinh trong va cho thdy d6 1a d4u hiéu cta sy lang nghe.

- Khi gip nguoi méi, nguoi Uc thuong khong cam thdy thoai mai khi phai
dat cau héi hodc bi hoi nhitng cau hoi lién quan dén tudi, tinh trang hon nhan va tai
chinh.

- Trir khi ban duoc gi6i thidu véi ai d6 bang tén goi thong thudong hodc duoc
yéu ciu goi ho bang tén goi thong thudng, ching ta thuodng phai goi nguodi moi
quen biét bang ho hay bang danh (vi du: Mr. Jones, Mrs. Citizen, Ms. Smith, Dr.
Richards). O chd lam viéc va ddi véi ban bé nguodi Uc thudng t6 ra it trang trong
hon va goi bang tén thong thuong.

Cach an mac

Uc 1a x4 hoi da chung toc. Su da dang trong céch phuc trang ctia nhirng
ngudi ¢ diy ciing di phan anh phin ndo sy da dang nay. Khong c6 mot quy dinh
cu thé nao vé cach dn mic, mic du cling c6 mot $6 yeu clu vé cach an mic trong
mot sO tinh hudng. Bao gdm gidy an toan, nén bao hd & cong truong hodc dong
phuc cho canh sat, quan doi hay céc t6 churc khac.
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Phan 16n cic co quan déu co déng phuc chuan. Bén ngoai cong sd, cach
trang phuc tiy thudc vao mdi c4 nhan. Rat nhidu ngudi dn mic tuy theo tinh hudng
x4 hoi va thoi tiét. Cac cau lac b, rap chiéu phim va mdt sb6 noi khac doi hoi phai
an mac gon gang, phu hop.

Nhiéu ngudi Uc song gan bo bién. Chinh vi vy ma ho c6 truyén thong an
mic thoai mai khi ¢ bai bién hoic cac khu vuc xung quanh dic biét 1 nhitng ngay
troi néng. Piéu nay khong co nghia 13 nhitng nguoi an mic theo kiéu di bién 1a
nhitng gai mai dam hay 1a loi. Nhiing va cham khong dting luc 1a khong thé chap
nhan dugc cho du ngiroi ta c6 mic dd kiéu gi di ching nita. Moi ngudi déu duoc
phap luat bao vé khoi su tdn cong than thé.

Nhiéu ngudi Uc c¢6 dén tir nén van hoa khac nhau nén an mic theo phong
cach truyén théng c6 thé theo phong cach ton gido hodc phong tuc nhu 4o danh cho
cac thay tu, khan doi dau... Vi 12 mot x3 hoi dung hoa véi nhiéu nguoi dén tir
nhiéu nén vin hoa khac nhau, quan 4o 1a mot phan phan 4nh tén giao va niém tin
va n6 dang duoc khuyén khich. Nhiéu ngudi dén 1ap nghiép ¢ day khong han phai
mic d6 truyén thong.

Phép Lich Sw

“Lam on” va “cam on” 1a nhimg tir rat hiru ich khi giao thiép voi ai d6 hay
mua ban va lam dich vu. Khi dugc hoi ban thich gi? Nhu tra hay cafe, cach lich sy
dé tra 101 “Yes, please.” néu ban thich va “No, thanks.” néu ban khong thich. Khi
nhan gi d6 hay dugc gitp do thi ban nén néi “Cam on”.

Nguoi Uc thuong c6 xu hudng nghi ring nhimg ngudi khéng nédi “lam on”
hay “ cam on” 1a nhitng ngudi thiéu lich sy. Sir dung nhitng tir nay gitip xay dung
mdi quan hé dugc t6t hon.

Doi khi cudc trd chuyén lam nay sinh nhitng van dé té nhi, néu ban né tranh
thi c6 vé hoi kém nha nhin. Cach lich sy nhat 14 nén néi “Xin 131, van dé nay hoi
kho giai thich” hon 1a lam ngo.

Nguoi Uc thuong ndi “excuse me” dé thu hat sy chi ¥ cua ai d6 va ndi
"sorry" khi vo tinh dung vao ai d6. Nguoi Uc ciing thuong néi "excuse me" hay
"pardon me" khi chiing ta ¢ & noi cong cong hay ¢ nha nguodi khac.

Ban nén dang gid trong cic cudc hop hay cac budi hen. Trong truong hop
dén tré ban nén lién lac cho nguoi ta biét trude. Pidu ndy rat quan trong trong cac
cudc hen gip chuyén nghiép boi ban c6 thé bi phat tién néu tré hen hodc bo budi
hen ma khong thong bao triroc. Nguoi ludn tré hen thuong duogc coi 1a ngiroi
khong déang tin.

68



Phan 16n nguoi Uc hi mii vao trong khin tay hodc khin gidy chir khong hi
bay & via hé va khac nhd ciing vay. Nhiéu ngudi s& ndi “bless you” — “cau troi phu
ho cho ban” khi ban hét hoi, cdu nay hoan toan khong ¢ y nghia tén gido.

Mot diéu ciing kha quan trong 1a ban nén biét nhitng hanh vi ndo 14 mat lich
su va tham chi 1a khong dung phép luat. Vi du nhu chiri thé noi cong cong, x6 day
chen 1an khi dang xép hang va tiéu tién hay dai tién noi cong cong trir khi & toa 16t
cong cong hay tu nhan
2.5 Tap quan giao tiép ciia ngwdi chiu Phi

- Nguoi dan séng theo dai gia dinh. Rat hiéu khach va 1& phép

- Ngudi chau Phi thuong goi tat ca nhitng nguoi dan ong 1a7ba” va nhiing
nguoi phu nit 1a”ma”.

- Tiép khach chu yéu 1a dan 6ng, trong trd chuyén khong duge hoi va nhin
nir chu nha.

- Ngudi chau Phi ¢6 sy phan cong rd rét chirc nang cua hai tay: Tay phai tiép
xtc v6i nhitng thr s& dua vao miéng, tay trai tiép xGc voi nhitng vat ué tap, do do
khong dugc dung lan hai tay.

Kiéng:

+ Khi hoi tudi tré em khong bao gio dugce dé ban tay up xudng,

+ Pai da s6 dan chau Phi theo dao Hoi: khong an thit lon, khong udng ruou.
Luon tranh nhitng tir ngit twong ty chii“lon” trong giao tiép.

+ Dan theo dao H6i mdi ngay cau kinh nim lan, khi dang cau nguyén khong
giao tiép véi bat cr 1y do gi.
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CAU HOI ON TAP CHUONG 1V
Céu 1: Hay néu nhitng dic trung giao tiép tiéu biéu theo Phat gido, hdi
giao?
Céu 2: Hiy néu nhing dic trung giao tiép tiéu biéu clia nguodi chau A?
Cau 3: Ngudi chau Au khi giao tiép thuong cé nhimg dic diém nao? Cho
Vi du?

BAI TAP TINH HUONG
Ban hay gap mdt ngudi nudc ngoai trén dudng, tro chuyén va hoi xem ho
tir dau t6i? Tir 46 nhan thay nhimg dic diém giao tiép cua ho khac biét véi ngudi
Viét Nam nhu thé nao?
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