Trwong BH Ngan Hang TPHCM o Dé cuong bai gidng
Khoa Quan Tri Kinh Doanh KY NANG GIAO TIEP TRONG KINH DOANH

Chuong 1: TONG QUAN VE GIAO TIEP
TRONG KINH DOANH (1)

LKHAI NIEM, PAC PIEM, PHUGNG TIEN GIAO TIEP
TRONG KINH DOANH:

1.Kh4i niém giao ti€p trong kinh doanh:

—Giao tiép trong kinh doanh 12 qu4 trinh va hoat dong
thi€t 14p, chuyén ti, duy tri va phat trién méi quan hé
gilta ngudi v6i ngudi trong kinh doanh.

—Giao ti€p trong kinh doanh gdm c6 ba qu4 trinh chinh:

0 Qui trinh truyén thong: trao ddi thong tin.
0Qud4 trinh tri gidc: nhan thic 1An nhau.
0Qud trinh tdc dong qua lai: tao 4nh hudng 1dn nhau.
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Chuong 1: TONG QUAN VE GIAO TIEP
TRONG KINH DOANH

2.Pic di€m giao ti€p trong kinh doanh:

a.Tinh da dang:
—Pa dang vé déi tugng giao ti€p.
—Pa dang vé muc dich giao tiép .
—Pa dang vé loai hinh giao ti€p .
—Pa dang vé vin ho4 trong giao tiép.

b.Tinh co hoi:
—Tranh thi titng c¢d hdi ti€p xiic.
—Céc cudc tiép xiic trong kinh doanh c¢6 &n chifa nhitng

cd hoi.
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Chuong 1: TONG QUAN VE GIAO TIEP
TRONG KINH DOANH 0,

c.Tinh lgi ich:
—~ Xt 1y cdc mdi quan hé vi 1gi ich mong mudn.
—La “trd choi” ma c4 hai bén phdi cing “thing”.
d.Tinh khoa hoc va tinh nghé thuat:
—Ngudi tham gia giao ti€p phdi nim dugc:
0 Céc nguyén tic tham gia giao ti€p;
0 Céc trang thdi tdm 1y clia con ngudi;
0Céc qui dinh trong giao dich kinh doanh nhu: tha
tuc luat phép, 1€ tan...
—Phdi van dung linh hoat, khéo 1€o, nhay bén.
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Chuong 1: TONG QUAN VE GIAO TIEP
TRONG KINH DOANH )

3.Phuong tién giao ti€p trong kinh doanh:

— T4t c& cdc yé&u t6 thé hién thdi d6, tinh cdm, mdi quan
hé, tinh trang tam ly...
a.Ngon ngir:
—La phuong tién chi y&u d€ truyén di thong tin clia con
nguoi.
oNdi dung: y nghia cta 15i néi, cda tit ngi.
o Tinh chit cia ngdén ngit: nhip diéu, 4m diéu, ngit
diéu cda giong néi.
oDiéu bo : 1a nhitng ¢l chi cia tay chan, vé mat.
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Chuong 1: TONG QUAN VE GIAO TIEP
TRONG KINH DOANH )

b.Phi ngén ngir:

—La nhitng cdch dién dat thong tin khong 15i qua cdc clr
chi, vé mit, ding di€u, dong téc....

o Nét mit; nu cudi; 4nh mit; cdc c chi; tu thé; dién
mao; khong gian giao ti€p; dd vat; cdc hanh vi dic
biét...

—Phuong tién giao ti€p phi ngdn ngit gidp ngudi ta nhay
cdm hon trong giao tiép.

—Tuy tinh chdt m&i quan hé ma c4c phuong tién giao
ti€p s& ¢6 vai trd khéc nhau.
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Chuong 1: TONG QUAN VE GIAO TIEP
TRONG KINH DOANH @)

I1.CHUC NANG CUA GIAO TIEP:
1.Nh6m chic niang theo phuong dién xa hoi:
a.Chifc ning théng tin, t§ chifc:
—Thong qua giao ti€p d€ thong tin, truyén ménh Iénh...
b.Chifc niing diéu khién:
—Thong qua giao ti€p dé diéu khién ngudi khac.
c¢.Chifc niing phdi hgp hanh dong:
—Thong qua giao ti€p d€ phdi hgp hoat dong.
d.Chidc nang dong vién, kich thich:
—Thong qua giao ti€p d€ lam phan chén tinh than, tim
ly...
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2.Nh6m chitc nang theo phuong dién tam ly:
a.Chifc niing tao méi quan hé:
—Thong qua giao ti€p d€ c6 mdi lién hé vdi cdc cd
nhan trong cong déng.
b.Chic niing cAn bing cam xic:
—Thong qua giao ti&p d€ boc 16 cdm xic ra bén ngoai.
c.Chifc niing phat tri€n nhan cach:
—Thong qua giao ti€p ma ti€p cin véi nhitng quan diém
méi, cdch hanh x{& méi... — di€u chinh ban than, cdi
thién bdn than.
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[11.CAC LOAI HINH GIAO TIEP CO BAN:
1.Can ¢ vao ndi dung:
—Giao ti€p @€ thong bdo tin tic.
—Giao ti€p dé thay ddi hé thong dong cd va gid tri.
—Giao ti€p d€ kich thich, dong vién.
2.Cén cd vao doi tugng giao ti€p:
—Giao ti€p lién nhén c4ch (gitta nhém nhd 2 —3 ngudi).

—Giao ti€p nhém vi mot muc dich chung.
—Giao ti€p x4 hoi (16p hoc, hoi nghi, doan thé...).
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3.Cin cd tinh chat ti€p xic:

—Giao tiép tryc ti€p: gip gd nhau, nhin dién dugc
nhau, ddi thoai truc tiép vdi nhau.

—Giao ti€p gidn ti€p: thong qua cdc phuong tién trung
gian nhu fax, thu tin, dién thoai, email...

4.Cin ci theo tinh chat nghi thifc:

—Giao tiéip chinh thic: tudn theo nhitng chuin muc
dugc thong nhat va thita nhdn cla xa hoi, phdp luit
nhu hdi hop, mitinh, dam phan...

—Giao ti€p phi chinh thifc: mang tinh chat c4 nhan, it 18
nghi.
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5.Cén cd the tam Iy:
—Giao ti€p & thé manh.

—Giao ti€p & thé yéu.
—Giao tiép & thé can bing.
6.Cin cif theo phong cich dam phan:
—Giao tiép theo ki€u Thing — Thing.
—Giao tiép theo kiéu Thing — Thua.
—Giao tiép theo ki€u Thua — Thing.
— Giao tiép theo ki€u Thing — Thing hoic khong HP.
—Giao ti€p theo ki€u Thua — Thua.
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Chuong 1: TONG QUAN VE GIAO TIEP
TRONG KINH DOANH
IV.CAC NGUYEN TAC CO BAN CUA GIAO TIEP
TRONG KINH DOANH:
1.Nguyén tic ABC:
a.Accuracy (chinh x4c): thong tin dugc truyén dat phéi
chinh xdc, khong dudc sai sét.

b.Brevity (ngin gon): thong tin dugc truyén dat phai ngin
gon, cot yéu, khong rudm ri.

c.Clarity (16 rang): thong tin khong dugc map md, khong
thé dugc hi€u theo nhiéu céch.
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2.Nguyén tic 5C/7C:

a.Clear (16 rang): thong di€p phai o rang, hi€u theo mot
nghia duy nhat.

b.Complete (hoan chinh): thong diép phdi chifa dung dd
thong tin can thiét.

c.Concise (ngin gon, stic tich): thong diép khong dudc
qué dai dong.

d.Correct (chinh xdc): thong tin cia thong di€p phéi
chinh xéc.

e.Courteous (lich sy): thong diép phai dugc truyén dat
nha nhin, ton trong doi tugng.
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f.Consistency (nhit quédn): cdc phan trong thong diép
phdi thdng nhat v6i nhau, khdng d6i nghich nhau.

g.Cautious (cAn trong): thong diép chi truyén dat nhitng
thong tin chic chén.

3.Mudi 16i khuyén ctia Mark Mc. Cormack:

a.Khong bao gid dugc danh gid thdp su quan trong clia
tién bac.

b.Khong bao gid dugc ddnh gid qué cao tién bac.

¢.C6 thé c6 nhidu ban bé trong kinh doanh nhung cin biét
chon ngudi ban chi ot nhat.
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d.Ping s¢ néu phdi n6i “Toi khong bist”.

e.N6i it di, nghe nhiéu hon.

f.Git 13i hita cho du 16n hay nhd.

2. T4t c4 cdc giao dich déu c6 dic diém riéng nén can phai
mém déo, linh hoat d& ¢6 cich xit 1y thich hgp.

h.Hiy lam ding ngay tir diu.

i.Hay kha di v4i moi ngudi.

j.Chia sé cung ngudi khic, diing cudp céng cua ngudi
khac.
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4. Nim nguyén tic co ban:
CUNG NHAU CO LOI

PHAIBIET TON TRONG
CHAP NHAN LAN NHAU
PHAIBIET _NGHE THAU
KIEN NHAN CAM, NOI TRON Y
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a.Nguyén tic cung cé lgi:

—~Nguyén tic: hai bén phai
cung dat dugc lgi ich.

—Tai sao phdi tuin thi nguyén
tic nay? (Muc tiéu giao ti€p
gin véi 1¢i ich cia mdi bén).

—T4c dung clia nguyén tic.
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b.Nguyén tic ton trong lin nhau:

—Nguyén tic: ton trong phim
gid cda doi tac..

{

J —T4&i sao phdi tuéin thi nguyén
tdc nay? (nhu cau dugc ton

trong).

N
1
|

—Téc dung clia nguyén tic.
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c.Nguyén tic nghe thau cim, néi tron y:

—~Nguyén tic: néi hét y —
nghe tron ven.

—Tai sao phdi tudn thd
nguyén tic? (mdi bén déu
6 vi thé riéng).

—Téc dung clia nguyén tic.
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Khoa Quan Tri Kinh Doanh

Chuong 1: TONG QUAN VE GIAO TIEP
TRONG KINH DOANH (19)

d.Nguyén tic phai bi€t kién nhin:

—Nguyén tic: biét chd dgi,
tranh don ép thai qu4.

—Tai sao phdi tuén tha
nguyén tic? (su mong dgi
cua hai bén 1a khdc nhau).

—T4c dung clia nguyén tic.
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e.Nguyén tic phai bi€t chAp nhin:

’ —Nguyén tic: chip nhian két
qué cudc giao tiép.

.- —Tai sao phdi tudn thd nguyén
tdc? (cdi gi cling c6 sy gidi
han nhat dinh).

—T4c dung clia nguyén tic.
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Tom luge chuong 1

Giao ti€p trong kinh doanh: x&t Iy méi quan hé gitta con
ngudi véi nhau trong kinh doanh.
Giao ti€p trong kinh doanh ¢6 dic diém: 10i ich, cd hoi, da
dang, khoa hoc va ngh¢ thuat.

. Phuong tién giao ti€p: ngdn ngit + phi ngdn ngi.

. Chiic ning ctlia giao ti€p: theo phuong dién xa hoi + tAm
ly.
Ci4c loai hinh giao ti€p cd ban: 6 loai hinh.

. Nén tuén thd 5 nguyén tic cd ban.
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Vi du minh hoa 1

Trich tir “Déng sau cudc dam phan” (Huy Dirc - Washington)

Chi méy tiéng dong ho sau khi tir ban dam phan trd vé& nha khach, Bo
truong Thuong mai Truong Pinh Tuyén nhan duge mot buc tranh rat dep vé
Nha Tring. Nguoi chuyén birc tranh nay néi ring d6 1a qua cua ong Karan
Bhatia, Pho dai dién thuong mai My, ngudi di “d6i ddu” thau dém véi ong.
[Dam phan thwong mai 1a nhu vay. Khi ma céc cudc thwong hrong con nam &
trén ban thi doi bén khong ngai ngén ding biét bao tiéu xéo. Ong Bhatia budc
6ng Tuyén ngdi cho dai c6. Con 6ng Tuyén thi khi ddi tic qua “rdn” ciing xem
nhu “bat can”, bo ban dam phéan ra ngoai. Sau lung ca hai 6ng déu co ganh
ndng Uy thac cua cac doanh nghiép va ho phdi img xir nhu vay, con khi da dat
dwoc phan hop 1y, thi ca hai déu trd vé v6i con ngudi c4 nhan dé bay t6 nhimg
cur chi than thién ctia minh.
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Vi du minh hoa 2
KH: Chio chi, em muén mua thanh USB 512MB hiéu
PNY.

INVBH: Véng, gid cla né 1a 15 USD. (NVBH trao thanh
USB cho khdch hang xem)

KH: Chi 0i, n6 khong c6 dia drive di kem sao?

NVBH: DBing vay, n6 khong c6 dia drive.

KH: Nhung em thay trén bao bi c6 ghi 12 dia drive dugc
kem theo cd ma...

INVBH: Piing rdi, nhung khi nha sin xuit giao hang cho
chiing t6i n6 da khong cé dia drive, bdi vi Win XP
s€ tu nhan ra USB dugc ma.

041N 6 Apit 2007 LeNeoe T M = Bl B x
Vi du minh hoa 2 (tt)
KH:  Nhung mdy em cai Win 98 nén cin phai c6
drive.
NVBH: A, vay thi anh mua loai nay di, hi¢u FINGER, gid
32 USD.
KH: N6 hoi mic, em khong du tién (di ngai)

NVBH: Vay thi danh chiu, con khong anh nang cAp Win 98
1&n XP di. (hét kién nhédn, va bdt ddu buc minh).
Dén day, co nhan vién bdan hang Gy lai thanh USB,
ldng sang tiép mot khdch hang khdc, bé méc vi
khdch dang tan ngdn diing bén quady.
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Vi du minh hoa 3
KH: Chao chi, § diy c¢6 USB 512MB hiéu PNY khong?
INVBH: C6. (NVBH trao thanh USB cho khdch hang xem)
KH: Gia bao nhiéu ha chi?

NVBH: 6 USD.

KH: Chi 6i, n6 khong cé dia drive di kem sao?
NVBH: U, nhung Win XP s€ tv nhin ra dugc ma em.

KH: Nhung mdy em cai Win 98 nén cAn phai c6 drive.

INVBH: A, vdy h4, con xai mdy cii hi. Vay thi em mua médy
cdi gia kia di, n6 c6 drive kém theo do6.

KH: Mic qud em khong c6 tién mua, sinh vién ma chi.
10:41 AM 6 April 2007 Lé Neoe Thing IR=I=)E] 25
Vi du minh hoa 3 (tt)

INVBH : Thoi dugc, em ddgi chi chit. D€ chi hdi xem con
drive luu khong, néu khong thi danh chiu.

Dén day, co nhan vién bdn hang tiép mot khdch
hang khdc, sau do goi dién thoai lén Phong Ky
thudt, hoi viéc chép 01 dia drive cho thanh USB
hiéu PNY va trd loi cho khdch hang:

NVBH: G trén kia con luu drive, em mua 01 CD tring, 1én
d6 ho chép cho, c6 dugc khong?

KH: Pugc.
Két cuc, nguoi khdach hang mua dugc thanh USB
theo nhu Y muén.
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TUAN THU 5 NGUYEN TAC

Trong giao ti€p: Din dén k&t qua
Khoéng bén nao Khong c6 thod thuin,
tudn thi di 5 ——> khong c6 hy vong giit
nguyén tac. quan hé.

Mot bén tudn tha

, Ak _
ca 5 nguyén tac.

Hai bén tan thd | Thi¢t Iap duge quan hé
ca 5 nguyén tac. 6t
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MUGI QUY TAC CUA THU KY

I. Ancan

Trong giao tiép trdnh té ra thd o, lanh nhat hoic c6 vé
mit khé dam diam, buc tic. Ludn cin thé hién su quan
tAm va ton trong ddi tugng giao ti€p.

II. Ngay ngin
Trang phuc hgp cich, khong tuy tién, ludm thudm, tic
phong khong t3 ra 1é mé, dit deo.

I11. Chuyén chi
Khong l1am viéc riéng trong khi giao ti€p, nhat 1a cit
méng tay, cit méng chan hoic trang diém...
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MUGI QUY TAC CUA THU KY

IV.Dinh dac
Khong tr 11 thiing thing, héi cAu nao trd 15i cau 4y, cdch
néi thi€u chii ngit, coc 16¢, nhit gitng.

V. Pong cam
Can thé hién cdm xiic ding lic, ding chd, mit ludn hudng
v& ngudi doi thoai bay té su quan tdm, ddng cdm.

VI.On hoa
Tranh vung tay tily tién, dic biét 1a chi ngén tay vé phia
mit d6i tugng giao ti€p theo "nhip diéu" cla 13i n6i "danh

thép" ctia minh. Can c6 thdi do on hoa.
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MUGI QUY TAC CUA THU KY

VII. R6 rang
Khong néi qua to, kiéou\ noi oang oang hoic on(’)i qua
nhiéu. Tranh néi lac dé va néi qua nhé, kiéu li nhi
khi&€n nguvi nghe phai cing tai méi nghe rd.

VIIL.Nhiét tinh
T!lé hién sy sin sang phdi hop gitp d nguoi khac khi
can thié€t. Pirng té ra kho khiin, ich ky.

IX. Nhat quan
Phai khic phuc sy phat ngon bat nhat, thay déi tuy
tién, choi phing nhitng gi da néi ra hoic dé dang hita
nhung khong lam theo 16i hita. P6 la loai ngudi ai
ciing mudén tranh xa.
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MUGI QUY TAC CUA THU KY
X. Khiém nhuong

Tranh tranh luan khong cin thiét, hoic thich boc 1 su hidu
bi€t, sy khon ngoan clia minh hon ngudi. Khong nén don
ddi tugng giao ti€p vao th& bi d€ gianh phan thing vé

minh.
(Thu ky la nguoi phdi thuong xuyén tiép xiic vdi khdch

hang, nhitng nguoi dén cong ty dé lién hé cong tdc. Hinh
dnh mét thu ky duyén ddng cing véi su giao tiép lich sy sé

tao dn tuong ban ddu t6t dep vé cong ty, tir do tang cdc co
hoi lam dn va hop tdc).

Trich tit “Tudi Tré Online - Thii Bdy, 02/12/2006”
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HéEt chuong 1

XIN CAM ON BAN DA THEO DOI. HEN GAP LAI
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