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Bai gidng Kij ndng giao tiép trong Kink doanh . . & .- .

L ME Pdu

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

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

- POI TUONG

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

- MUC TIEU

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

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

trong kinh doanh.
-NOI DUNG MON HQC

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



Bai gidng Kij ndng giao tiép trong Kink doanh . . & .- .

MUC LUC
LOAMEDBUevoeeiieereereeeieieietstete ettt sttt ettt se ettt sttt entsnesenaenes 1
CH" UO’?\[Q ) RO PP PP PP P PP P PP PP P PP PP PPPPPPPPPPPPPPPRPPPPRt 6
TONG QUAN VL. GI1A0 TIEP ooovooeveeeveeereeeveievevsvevsvevsvevesssssasssasssssssssssasssasasasssarns 6

1.1. KHAI NIEM VE GIAO TIEP oo s ee s es e 6
| O o T I 1 1< o s LN 6
1.1.2. Bic diém cia giao ti€p trong kinh doanh ...........c.ccococeveveviveiieeeeeeeeeeens 7
1.1.3. Céc nguyén tic cd ban cia giao ti€p trong kinh doanh .............cccoceuevneee. 8
1.2. CHUC NANG GIAO TIEP .......ovooooooeeeoeeeeeeeeeeoo e 9
1.2.1. V& phuong di€n XA NOi.......c.cveveveeieeeereeeeceeeeeeeeeeceeee et 9
1.2.2. V& phuong din tAM 1Y .......cooviiveeiieeieeeeeeeeeceeceeeeeeee e 9
1.3. Y NGHIA CUA HOAT PONG GIAO TIEP...........oocoseeerrrrrreerveoossssseneee 10
1.3.1. Giao ti€p 1a qud trinh nhan thic 1An nhau..........ccceeeveviieieiieeecen 10
A. NhGN thifc NGUOT KRAC. ........oooviiiiiiiiiiiiiieeeeeee et 10

D. NRGR LRTIC DN TGP ....cooeieeoeeeeeeeeeeeeeeeeeeeeee et 13

c. M6t quan hé giia nhdn thitc va t nAGN TRIEC. .............coevveeeeeeeeeceeeeeeeneenn 13
1.3.2. Giao ti€p 1a qué trinh tdc dong qua lai, 4nh hudng 14n nhau ...................... 15
A SULAY LA FAMU LY oottt aaaaaaassassssssassssssssssennenes 15

Do AU tHE TFONG QUAO TP ..o 16

C. Hién tuong ap [UC NAOML.............uvveveiiiieeeeeeciiiieeee ettt e e e e 17

Ao BAT CRUBC.........oeeeeeeeeeeeeeeeeeeeeeeeee ettt eneeneenea 17

€. TRUYET PRULC ...ttt 18
CHUONG Ivvvvvvrrensnssessiisnsissssssssssisissssssss s 19
cdu TRUC CUA HOAT @éﬂ\gg GIAO TTEDP ... 19
2.1. TIEN TRINH GIAO TIEP ..o e ees s eeseeeessenns 19
2.1.1. Thi€t K& thONZ GIEP ......oeeveeieeeieeeeeeeeeeeeeeeeee et 19
Q. SO A QUA TFNI GIAO TIED ... 19

D LT K MOQCH. ... e e 20

C. TRIEE KETRONG @IEP ..ottt 21
2.1.2. Nhitng trd ngai trong gia0 HEP .....cveeveeeriereeereereeereeteeere e ereeeaeans 22
a. Nhitng tré ngai trong giao tiép gilka cAc cd NAAN ..............c.coeeveeeeeereerenen, 22

b. thng tro ngal trong glao 18D trONg 10 CAIEC. ..o, 22
2.2. HOAN THIEN GIAO TIEP .o e es e eeneens 23
2.3. PHUGONG THUC GIAO TIEP .ooreeoeeoeeeoeeeeeeeee e eesee e eseeeseeesssenns 25
2.3.1. Giao ti€P bANZ NEON NG .....vevveeeeieeieeeeeeeeeeeeeeeeeeee et 25
A. NOTUAUNG NGO NGT.....ooooeeeeeeeiiiiieeee et e e e e e e e e eraaaeeeas 26

b. Tinh Chat ClIA NGO NGIE ... 26
C.DICUDO KNI TOT ..ot 27
2.3.2. Giao ti€P Phi NZON NEW...vovvvieeierieierieieteeeeieteeeteee ettt 27
Qo SU AT GUTH ..ottt ettt 27

D INGE QT <ottt st ettt ettt e 28

Bién soan : Nguyén Vin T huy 2



Bai gidng Kij ndng giao tiép trong Kink doanh . . & .- .

Co INUL CUOT oottt ettt e e e e ettt e e e e e e e s absaeeeeas 28

Ao AT TCE <ot 28

€. CTUCRT oottt e e e e e et e e e e s ataa e e e s snasaeeeeennsnaeaeas 29

L TUARE oo er e 29
8- NGOQI MINI- dIT QO ... s 30

h. KRONG GIAN GIAO TIED ...t 30

i. Nhitng hanh vi giao tieP AiC Dilt............ccooveeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e 31
CHTUONG IIT c.veeveveeerererireesinsessassesssesessssasssassassssassasassasissssssssssssassssasssssssssssans 32
COSC CUA HOAT DONG GIAO TIEP.......cooceveveeevrereeversiereraeserssesransesessessanans 32
3.1 CO SO TAM LY woooviioiiiieiiiseisesiiesssss s 32
3.1.1. BOng cO hanh AONg ......cooiviiiiiiiiiiiii e 32
a. Khdi niém vé dong co Vi BAU CAU. ..............c.ccoceeeeeeeeeeeeeeeeeeeeee e, 32

b. CAC 1Y tRUYEE VE AONG CO ...ttt 33
312 VO tRGC ..ttt e e et e e e e e e e e s aa e e eaaaaens 37
3.1.3. CAC CO CRE T VE ...ttt 37
3.1.4. ThE IGT QUAN ....evieeieieeeeeeeeeeeeee ettt e s eneenens 38
315, CAM XUC vttt ettt ettt e et e et e e et e e teeeteeeaeeeaeeeteeeeseeanes 38
3.1.6. TINh CACR.....eiiiiiiiiii e e e 39
317 TINh KO ..o e e e e e eeeees 40
3.2. CO SO VAN HOA ..o 41
3.2.1. NEN VAN DO ..ttt 41
3.2.2. BAN SAC AN tOC ettt e et e et e et e e et e e e e eeeeeeeeaane 42
3.3, CO SO XA HOL ..o 42
3.3.2. GIa QINN.eii e e e e aaaaans 42
33,3 Vi 1T XA DO erroeeeeoeeeoeeeeee oo 42
3.3.4. Hé gid tri va chudn muc hANh Vi ....ocooooveviveeiieececeeeeeeeeeeee e 43
CHUONG IV .o et s st ss s ss s 44
CAC KY NANG GIAO TIEP TRONG KINH DOANH .v.voveververrvervrrerrresrrisrnsesens 44
4.1 KY NANG LANG NGHE ...........oomiirorrooeeeeeseeeeooeeeeeeeeeooeseseseesossesee e 44
4.1.1. TAm quan trong clia kK§ ning 14ng nghe...........cocooveeeveeevereeeeeeeeeeeen, 44
4.1.2. Nhitng 1gi ich ctia k§ ning 1dng nghe.........covveuiiiviiniiiieicieeeeeeeee 45
a. Trong giao tiép thong thuong, lidng nghe cé mdy lgi ich sau : ...................... 45

b. Giao tiép trong mot té chiic, lang nghe sé dem lai nhitng loi ich sau: .......... 45
4.1.3. NNTNE TAO CAN ..utiiiiieiiieieeieet ettt et e st ettt e e ate et e eate et e enbeenbeebeenbeenneens 46
4.1.4. Lang nghe €O hi€U QUA........c.eeveeerieeiieeieieeeeeeeeeeeeeeee e, 47
a. Ling nghe dé thiu thAP thORG Tl ..........c.ceeveeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e, 48

b. Ling nghe dé gidii QUYEt VAT A6 .........c.coeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e, 49

C. Ling nghe Q& tRAU COML.............ccooeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeee et 49

d. Mot s6'ky ndng can thiét trong ldng nghe thau cam ...............cccoceeeeevenene... 50
4.2. KY NANG SU DUNG LOI NOI TRONG GIAO TIEP.........ooovvvvveceee. 51
4.3. KY NANG PAT CAU HOI BE KHAI THAC THONG TIN ....oovove 53



Bai gidng Kij ndng giao tiép trong Kink doanh . . & .- .

0 o 53
4.3.2. Hiy bat didu bing mot cAu hdi d& trad 1Ti.......cveveivveeeieeeeeeeeeeeeeeeeees 53
4.3.3. CAC 1021 CAU NOI c.vvvviiiieiiie e 53
4.4. KY NANG GIAO TIEP QUA BIEN THOAT c.o.ooooooeoeoooeeoeoooeoeoeoeeoeoeo 55
4.4.1. Tra 101 GIEN thOAl & .oooiiieieiiee e 56
4.4.2. GO QIEN thOQ1 .uuvviiiiiiiiiiiiiceeee e e e e 56
4.5. KY NANG DUNG ANH MAT, NU CUJI, CU CHI TRONG GIAO TIEP .57
4.6. KY NANG XU LY THAN PHIEN .....ccoooorviririmrienseesesses e 59
4.6.1. Tai sao khach hang lai than phi€n ?2...........c.ccocoevevivieeeieeeeeeeeeeee 59
4.6.2. Khdch hang ho mong dgi di€u g1 7 .......coveveueeieeeeereiiieierereeeeeeeee e 59
4.6.4. X 1y nhitng than phiél} clia Khach hang.......cccceeevviiiiiiiiiiic e, 60
47, KY NANG TU CHOIDE NGHL......ooooeoooeoeoeoeeoeoeeoeeeoeoeeeeeeoeoeeeoeeoeeeo 63
4.8. K¥ NANG GIAO DICH BANG THU TIN.oooovoooooeoeooeoeoeoeeoeooeoeoeoooeo 64
4.8.1. Céc yéu ciu va quy tic clia mot bifc thu thuong mai..........ccceveveveevevennnn.n. 64
a. CAu triic cua thit tRUOTG MG, .........c.cccveeeeeeeeeeeeeeeeeeeee e 64

b. Mt s& quy tdc can tudn theo khi viét mot ld thu thuong mai....................... 65
4.8.2. CAC 101 thU VA CAU LITC w.eveeeeeee oo 67
Q. VICT T LOQE VUT V... e e e s e seaees 67

b. Viet thit tir LOQT AY CAMN ... 70

c. Viét thu it 10@i tRUYEt DRUC ...........c.oveeeieeeiieiieiceee e 72
4.9. KY NANG DIEN THUYET .....oooooiimrroeoeoooeeeeeeeoeeeeeeeeeeooe e 75
4.9.1. DIEN tAUYET c..eveveveeeeeeeeeeeeeeeeeeeeeee ettt ne et es e eneenens 76
a. So do vé cdc budc t& chitc budi dién thuyét...........cccooeeeeeeeeeeeeeeeeeeeeeeeenn, 76

D. NOT AUNG CAC DUGC ...eeeeeeeeeeeeiiiiieeee ettt e e e e e e e e e e e eeaaaaeees 77
4.9.2. Bdo c40o miéng va phat bi€u thy hUNE .....ccoveveviiiieeeeieeeeeeeeeeeeee e, 84
A. BAO CAO MIGHIG ..ccceevveeeee ettt e e e e e e e ettt e e e e e e e e e easanan e as 84

D. PRAE DIEU 1TY RUING ...ttt 85
CHUONG V eveveeeseeeeereeeeeeessessseesseeeeeseesssessssseeesessssesssssseeesesesssssssssesennsessesee 87
GIAO TTIEP TRONG MOI TRUON.G CONG TY vevvveveveververeeereereresesesesesererereresssesnns 87
5.1. GIAO TIEP NOIBO ..o 87
5.1.1. C4c kénh giao ti€p chinh thifC..........cccveiivieieieeeeeeeeeeeeeeeeeeeee e 87
a. Giao tiép tit cap trén XuOng CAP AUli..............ccoeeeeeeeeeeeeeeeeeeeeieeeieeeeeenen, 87

b. Giao tiép tit cAp AUGT [N CAP [TEN ..o, 89

C. GiAO L8P MANG NMGANG..........oceveeeeeeeneeneeneeeeeeeeeee e sseanas 90
5.1.2. Kénh giao ti€P thAN MAL.........c.oeveviieeeeieeereeeeeeeeeeeeeeeeee e 91
5.2. GIAO TIEP VOIBEN NGOAL........oovvooocoooeeeeeeeceeeeeeeeeo e 92
5.2.1. Giao ti€p Vi KhACh hANE ........ccvoiiviieieeeieeeeeceeeeeeee e 92
5.2.2. Giao ti€P Vi NhA CUNZ CAP .vvvvvevieierieieieeiieteeeieeeeee ettt 93
5.2.3. Giao ti€p v6i co quan chinh QUYEN .......ccoeveveveviiieieiieiieeeeeeeee e 93
5.2.4. Giao €D VO DAO Chi....ouvivieiieeiieiieeeeeeeeeee et 94



Bai gidng Kij ndng giao tiép trong Kink doanh . . & .- .

[0 L0 (0,2 N 96
K NANG GIAO TIEP UNG DUNG TRONG NGAN HANG ...evvvvvvervivsirriisrini 96
6.1. CHIEN LUGC BAN HANG ....vveeeeeeeeeeee et eeee e 96
6.1.1. Gi6i thiéu vé& qua trinh MUa VA BAN ......cooveviiieieececceeeeecceeeeeee s 96
Ao QUA TTIIA UG .........ovieeeeeeeeeeeeeiiieeeee ettt e e e e e e e e e e e e 96

D. QUA TTIII DAT .ottt sassassssassssssssassensnne 98
6.1.2. Cac phuong thitc ban hang ddi véi dich vu tai chinh tai ngdn hang......... 103
6.1.3. Chu trinh bdn hang G ngAN hANZ ......cceeeviiiiiiiiieie e 105
Qe MO QAU HICR CUC ..ot e e e e ee e eeneeeeens 105

Do XAC AINI AU CAU ... 106

C. HO trg vai gidi thiSt diCh VIl ..........cooveeeeeeeeeeeeeeeeeeeeeeeeeeee e 106

d. Xut 1Y nhitng tir choi ctia KRACh BANG ..........c.ocveeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeen, 107

€. K&t thUC/ CRUYER GIAO ... 107

S BAT CREO. ...ttt e e et ae e s 108
6.1.4. Tinh hudng thio luin va k& hoach hanh dOng...........c.coevevvvecveeireeenne 109
6.2. PHUC VU KHACH HANG TAINGAN HANG .......coovvuriiiirieieenne. 112
6.2.1. Lap k& hoach tri'6c Khi PhUC VU ......ouvivieieieiieicieiceeeeeeeeeeeeeee e 113
a. B6 hudng dan vé san phdm ding trong noi bo..............ccceceeeeevceeeeeeeenenn, 113

D. CAC DAN GQUANG CAO ...eeeeeeeeeieeeeeeeeeeeeeccieeee e e e eavaaaaeeaeas 114

C. HO SO di liéu clia KRACH RANG ... 116

A. TRAM CRICU FOT DO ..ot 116
6.2.2. Lam quen hay @iGi thi€U .......ccoeviiiiiiiiiiiiiiiiieee e 116

Ao DG LT oot et e e e e e e e araaneeeaeees 116

b. ChAo ROT KRACH RANG ...ttt 116

C. HOI VE SAR PRGN ..., 117

A. CAUNOT/ MOT AAP <.ttt e e 117

e. Hinh dung ra duong, hitdng ban RANG.................eeeeeeeeeeeeeeeeeeeeeeeereeeeeeeeeeeeeen 117
6.2.3. PhAN tich DU CAU ...t 118
a. Bdt cdu héi vé tinh hinh tai chinh/ cd nhan, tiép thu cdc nhu cdu vé tai chinh/

CO TGN «..veeeiieeeeeeeieeee ettt e ettt e e e e e e sttt e et e e e e e e e s nnsssaeeeas 118

b. TN AO Q€ XAC MR ... 118
6.2.4. DAP WNZ NIU CAU ...vovviiceiceeeeeeeeeeeee ettt enens 119
6.2.5. D& Nghi hANK AONG .....c.ooviviiieiieeeeeeeeeeeeeee et 119

Q. DE NGMI HATI AONG.........eeeeeeeeeeeeeeeeeeeeeeeeeeeeeee e 119

b. Chdm SOC KRACH RANG ..........oouvveeeeeeeeeeeieeiiiiieeeeeeeereeeeeeeeeeeeeeeeeeeeseeeeeeeeeeeeeees 119

C. DONng/ ket thiic GiA0 diCh............cocuveeeeeeevieeieieeeeeeeeeeeeeeee e 119

d. Xit tri vOi phan dé6i ctia kRACh RANG ............ccocveeeeeeeeeeeeeeeeeeeeeeeeena, 120
6.2.6. TIEP tUC thEO QUBT ...ttt 121
Phu luc trac nghi€m tAM 1Y .....ocoooveiieiieeeeeeeeeeeeeeeeee e 123
Tai Li€u Tham KRAO ......cooviiiiiiiiiiicieceeeee et 131



Bai gidng Kij ndng giao tiép trong Kink doanh . . & .- .

CHUONG I
TONG QUAN VE GIAO TIEP

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

1.1. KHAI NIEM VE GIAO TIEP
1.1.1. Khai niém

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

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

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

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

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

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

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

Nhu vay, Giao tiép cé thé hiéu la mot qud trinh, trong dé con nguoi chia xé vdi
nhau cdc ¥ tudng, thong tin va cdm xiic, nhdm xdc lap va van hanh cdc mdi quan hé
giita nguoi vdi nguoi trong doi song xa hoi vi nhitng muc dich khdc nhau.



