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CHUONG II1
COSO cUa HOAT PONG GIAO TIEP

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

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

a. Khdi ni¢m vé dong co va nhu cau.

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

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

Chiing ta c6 thé xem xét dong cd thiic ddy nhu 12 mot phan Gng ndi ti€p : bit
diu vdi su cdm thay c6 nhu ciu, din d&€n nhitng mong mudn va cdc muc tiéu can tim
dua t6i trang thai cing thing thoi thic va ti€p d6 din dén nhitng hanh dong d€ dat
dudc cdc muc tiéu va cudi cliing théa man dudc diéu mong mudn.
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Nhu vy, cdi tao ra dong luc thic ddy hanh dong chinh 14 nhu cau. Nhu cau la
cdi tdt y&u, ty nhién, 1a thudc tinh tdm 1y clia con ngudi, 1a nhitng doi hdi can phai
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dugc thda man dé€ ton tai va phdt trién. Nhu cAu thudng xuat hién trong ¥ thifc cia
con ngudi & 3 cip dd khac nhau, d6 13 y huéng, y mudn va khat vong. Khi nhu ciu
da dat tdi khat vong, thi né bi€n thanh dong co thic ddy hanh dong. Tuy nhién,
chiing ta phai phan biét dong cd thic ddy va su thda man, dong co thic diy la xu
huéng va sy ¢6 ging d€ théa man mot mong mudn hodc mot muc tiéu. Sy thda min
12 su toai nguyén khi di€u mong méi dudc ddp tng.

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

b. Cdc Iy thuyét vé dopng co

Pong co 1a mot van dé phic tap, do d6 c6 nhiéu quan di€m cia céc tic gid
khac nhau dugc dua ra xoay quanh chli dé nay. cdc thuyét dong cd néi chung chia
lam hai nhém : theo ndi dung va theo qud trinh. Cdc thuyét theo nodi dung theo duoi
viéc gidi thich nguyén nhan cda tinh trang dong co. Cdc thuyét theo qud trinh theo
dudi viéc gidi thich van hanh cda ftinh trang dong cd. Ching ta s& xem xét mot sd
thuyé&t dong cd.

&7 Thuvét cdp bdc nhu cdu ciia Maslow

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

{ Ty Thé Hién W

{ Ty Trong W

{ X Hoi W

( An Toan W
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Hé thong cAp bac nhu cAu ctia A. Maslow

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

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

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

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

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

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

& Hoc thuyét hai nhdn té ciia Frederick Herzberg

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

C4c nhan td dudc Herzberg liét ké nhu sau :

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

Hé thong phan phdi thu nhap Céc co hoi thing tién

Quan hé vdi dong nghiép Y nghia cla cdc thanh tyu

Sl

biéu kién lam viéc Su nhan dang khi cdng viéc dudc

Chinh sich clia cong ty thuc hién

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

bia vi

® 2 s wDd

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

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

Anh hudng ctia cdc nhan té :

Cic nhin to duy tri Ciac nhan to dong vién

Anh hudng cta cdc nhan t6

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

Khong dong vién = Anh hudng ti€u cuc = DPong vién dugc Khong c6 su bat
tdng cuong man

T thuyét nay, nha quén tri can luu y

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

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

& Hoc thuyét cia David Mc. Clelland

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

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

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

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

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

7 Thuyét E. R. G ciia clayton Alderfer

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

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

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

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

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

& Thuyét mong doi cia Victor H. Vroom

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

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

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

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

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

Tao ra su can thiét thuc hién d€ dat muc tiéu td chic
B4o ddm muc dd thyc hién mong mudn 1a cé thé dat tdi.
Gin chit két qud mong ddi vé6i viéc thuc hién can thiét
Dénh gi4 tinh th€ déi véi nhitng mong dgi khic nhau

B4o ddm phan thudng 13 di sic hdp din can thiét

NS ke

B4o ddm 12 hé thdng 12 cong bing d6i véi tit cd moi ngudi.

Tém lai, hAu nhu moi 1y thuyét vé dong co déu c6 ging dua ra nhitng nhu ciu
quan trong nhat clia con ngudi va tim cdch théa man ching, déng thdi huéng su thda
min d6 t6i viéc hoan thanh tdt nhiém vu cda t3 chifc. Vi vay, chiing ta ¢6 thé€ hoan
toan nhat tri v6i 18i day cia D. Carnegie, “Mudn dan du ai lam viéc gi theo ¥ ta, chi
c6 cdch la lam cho nguoi dy phdt khéi cdi ¥y mudn lam viéc dé”

3.1.2. Vo thic

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

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

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

3.1.3. Céc co ché& ty vé

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

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

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

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

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

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

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

3.1.4. Thé gidi quan

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

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

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

3.1.5. Cam xtc

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

Tinh cdm la nhitng rung cdm da tré nén on dinh, bén viing va kéo dai. Tinh cdm
va cdm xtc 13 hai cAp dd khac nhau clia ddi song tinh cdm clia con ngudi.



